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TOM TAT:

Nghién cttu xdc dinh mifc @6 4nh huéng clia cic y&u t& vé chat lugng dich vu tic dong dén sy hai
long clia khach hang. Nghién cttu stt dung phuong phép dinh tinh da x4c dinh dudc 7 y&u to vé chat

lugng dich vu dnh hudng dén su hai 1ong clia khach hang tai siéu thi Emart gdm: Sy tin cay; Ning

luc phuc vu; Kha ning dip tng; Su cam thong; Phuong ti€n hitu hinh; Hang héa; Sy hai long.
Nghién citu st dung phuong phdp dinh lugng thong qua bang ciu héi khio sat. T két qud nghién
ctu, tic gia d& xudt mot s6 ham y quan tri nhim ning cao chat lugng dich vu d€ 1am hai long va thu

hiit khach hang khi mua sim tai siéu thi Emart.

Tu khéa: 4nh hudng, chit lugng dich vu, sy hai long, Emart.

1. Dit van dé

Hién nay, mic sdng va nhu ciu phuc vu ddi
song clia ngudi dan cang dudc nang cao, trong d6
c6 nhu cau mua sim. D6 1a dong luc dé cic cira
hang, céc siéu thi xdy dung va hoan thién chat
luong dich vu d€ nang cao ning lyc canh tranh dap
tng tt hon nhu ciu ctia khach hang. Céc siéu thi
trong nudc ra ddi va phat trién nhanh chéng, hon
nita ngay nay véi cac chinh sich md ctta thi trung,
Viét Nam s& md clra tu do hoan toan doi véi thi
trudng dich vu ban 1& thi s6 ludng cac siéu thi nudc
ngoai ngay cang xut hién nhi¢u. Khdch hang dang
dan mua sim chuyén nghiép, cin nhic ky ludng
trong quyét dinh mua va ngay cang trd nén “khé
tinh” hon ddi véi chat lugng dich vu.
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2. Co's6 Iy thuy€&t va phuong phap nghién ciu

Theo Tdng cuc Thong k&, s6 lugng siéu thi trong
nim 2020 da gidm 20%, tir 336 xudng 330 siéu thi.
Trai ngudc vdi siéu thi, sd lugng cira hang tién lgi
da danh ddu mic ting trudng ding ké, ting t6i
60%, tir 2.495 clra hang trong nam 2019 lén 5.228
clra hang trong nam 2020.

2.1. Co'sd Iy thuyét

Tu thap nién 1980, cdc nha khoa hoc da bit
ddu nghién cttu co s 1y thuy€&t va dé xud't mot s6
md hinh thuc chiing (empirical model) vé d4dnh
gid chat lugng dich vu. Pién hinh la chdt lugng
dich vu SERVQUAL ctia Parasuraman va cong
st (1985) cho thdy, chat lugng dich vu 13 khodng
cdch gitta sy mong dgi ctia khdach hang va nhin
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thdc ctia ho khi da st dung qua dich vu. Thong
qua cdc kiém tra thuc nghiém, bo thang do
SERVQUAL da dugc nhiéu nha nghién cttu ddnh
gid 12 khd toan dién do khd ning bao quat h€t cdc
khia canh, dugc coi 1a cong cu do Iudng chat
lugng dich vu tin cdy va chinh xdc véi tén goi 1a
chit lugng dich vu truyén théng (Traditional
Service Quality). Theo quan di€m huéng vé
khdch hang, chit lugng dich vu dong nghia véi
viéc ddp ing mong ddi cia khdch hang, théa man
nhu ciu ctia khdch hing. Do vay, chat lugng dugc
xdc dinh bdi khdach hang, nhu khach hang mong
mudn. Nhu ciu ctia khdch hang thi da dang, nén
chat lugng ciing sé& c¢6 nhiéu cap do tuy theo doi
tugng khdch hang. Chat lugng dich vu 1a do
khdch hang quyé&t dinh.

Qua nhiéu nghién cttu cho thiy, chat lugng dich
vu va su hai 1ong khich hang 1a 2 khai niém phan
biét. Theo Parasuraman va cdc cong sy (1993),
gifta chat lugng dich vu va su hai 1ong khach hang
tdn tai mot s6 khac biét, ma diém khéc biét cd ban
1a vin dé “nhin qud”. Con Zeithalm va Bitner
(2000) cho thay su hai long ctia khach hang bi tic
dong bdi nhiéu y&u t8, nhu: chit lugng sdn phim,
chat lugng dich vu, gid ca, y&u td tinh huéng, yéu to
cd nhan.

Tém lai, chit lugng dich vu 1a nhan t6 tdc dong
nhiéu d&n sy hai long ctia khiach hang. N&éu nha
cung cap dich vu dem dén cho kh4ch hang nhitng

Hinh 1: M6 hinh nghién ciiu dé xuét

[Su tin cay

(Néng luc phuc vu

[Khé nang dap Uing

[Su cam thong

(Phucng fign hiu hinh

(Héng hoa

sdn pham c6 chat lugng thda man nhu cau cia ho
thi nha mang dé da budc dau lam cho khach hang
hai Iong. Do d6, mu6n nang cao sy hai 1ong khich
hang, nha cung cap dich vu phdi niang cao chat
lugng dich vu.

2.2. Mb hinh nghién cviu dé xudt

Thuc t& c6 rat nhiéu yéu to tic dong va lam anh
huéng dén chat luong dich vu, tir d6 4nh hudng dén
sy hai long ctia khach hang. Pién hinh nhu: théi
quen, truyén thdng, gid ca, cac dich vu gia ting cho
khach hang, khuy&n mii, qua ting sinh nhat, cudi
nim, Sau khi nghién cttu, thdo luin va lua chon
cung cac chuyén gia va ddi ngli nhan vién kinh
nghiém, tdc gid da lua chon dudc cdc yé&u td chinh
dé nghién cttu trong nghién cttu nay. (Hinh 1)

2.3. Gid thuyét nghién ciiu

H1: Sy tin cdy tdc dong duong d&n chit lugng
dich vu &nh hudng d&n sy hai long cta khéch hang
tai Siéu thi Emart.

H2: Niing lyc phuc vu tic dong duong dén chat
lugng dich vu 4nh hudng dén sy hai long ctia khach
hang tai Siéu thi Emart.

H3: Khd niing ddp tng tdc dong duong dén chat
lugng dich vu 4nh hudng dén sy hai long clia khach
hang tai Siéu thi Emart.

H4: Su cim thong tic dong duong dén chat
lugng dich vu 4nh hudng dén sy hai long ctia khach
hang tai Siéu thi Emart.

H5: Phuong tién hitu hinh tdc dong duong dén

Quyétdinh lua
chon Siéu th;
Emart
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Hinh 2. Quy trinh nghién ciu dé xuét

Van dé nghién ciru

Nhi*rng nhan té chat lwgng dich vu ndo anh hwdng dén sy hai long
cla khach hang tai Siéu thi Emart

Co s& ly thuyét va

Y

cac nghién clru

M hinh va gia
thuyét nghién

Thang do dv
ki&n

Nghién ctru dinh
lwong

Y

Thang do
chinh thirc

v
Nghién ctru dinh
tinh (Thao luan

nhém)

Banh gia dé tin cay,

do gia tri chia thang

- Kiém dinh gia thuyét.
» - Do lwong mirc do hai long.

K&t qua nghién ctru
va kién nghij

h 4

v
- Hé s& Cronbach Alpha.
- Phan tich nhan td kham pha
(EFA)

chat lugng dich vu 4nh huéng dén sy hai long cla
khéach hang tai siéu thi Emart.

H6: Hang héa tdc dong duong dén chat lugng
dich vu tir d6 4nh hudng dén sy hai 1ong ctia khach
hang tai si€u thi Emart.

3. K&t qua nghién cifu va ham y quan tri

Sau khi tham khdo y ki€n chuyén gia, thdo
luAn nhém k€&t qud bing ciu dugc hinh thinh gdm
6 y€&u to thong qua 28 bi€n quan sit va 1 yé&u to
cdm nhin véi 5 bi€n quan st vé sy hai long. K&t
qué phan tich cho thd'y, phuong trinh hdi qui tuyé&n
tinh boi thé hién cic y&u t& tic dong d&n chat
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do - Phan tich hdi quy da bién.

v

- Théng ké mo ta.
- Théng ké suy luan.

Nguon: Tdc gid dé xudt

lugng dich vu &nh hudng dé€n sy hai long cla
khdch hang tai Siéu thi Emart theo hé s6 hdi qui
chuéin héa (Beta) nhu'sau:

HL =0,262* DU + 0,208* CT + 0,200* HH

+0,149* SP + 0,142 * NL + 0,101 * TC (1)

Nhu vay, 6 bi€n doc lap déu c6 tic dong cb ¥
nghia 1&n bi€n phu thudc (sig <0.05). Va 6 y&u td
nay dua vao phan tich hdi quy déu dugc giit lai
trong mo6 hinh. Kiém dinh Cronbachs Alpha dugc
ti€n hanh va cho két qua nhu sau: Tat c4 cdc bi€n
quan sat déu c6 do tin cay va dudc gitt nguyén khi
ti€n hanh phan tich EFA. Sau khi phan tich nhan t6
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EFA, tdc gid ti€p tuc ti€n hanh phan tich twong quan
giita cac thanh phan, k&t qua cho thdy, tit ci cic
bién doc lap déu c6 tuong quan véi bién phu thudc
va déu la tuong quan ciing chiéu. D€ biét mic do
tdc dong clia tirng nhan t6 doc 1ap 4nh hudng dén su
hai 1ong cta khich hang, tdc gid ti€n hanh phan
tich hdi qui. K&t qua cho thiy, c6 6 y&u to doc 1ap
(bi€n doc 1ap) va 1 bi€n phu thudce vé chit lugng
dich vu 4nh hudng d&n su hai long ctia khach hang
tai Siéu thi Emart theo thi ty quan trong va mitc do
anh hudng nhu sau:

Quan trong nh4t: Khéd ning ddp wng (DU) dnh
hudng tryc ti€p d&€n chat lugng dich vu, 4nh hudng
dén sy hai long cta khiach hang (HL) v6i hé s6
Betala 0,262.

Quan trong th hai: Sy cdm théng (CT) anh
hudng tryc ti€p d&€n chat lugng dich vu, 4nh hudng
dén sy hai long cta khiach hang (HL) v6i hé s6
Betala 0,208.

Quan trong thd ba: Phuodng tién hitu hinh (HH)
dnh hudng truc ti€p dé€n chat lugng dich vu, 4nh
hudng dén sy hai long clia khach hang (HL) vé6i
hé s6 Beta 12 0,200.

Quan trong thi tu: Hang héa (SP) dnh hudng
tryc ti€p dén chd't lugng dich vu, 4nh hudng dén sy
hai 1ong ctia khdch hang (HL) v6i hé s& Beta 1a
0,149.

Quan trong tht ndm: Néng lyc phuc vu (NL)
dnh hudng tryc ti€p dén chat lugng dich vu, dnh

TAILIEU THAM KHAO:

hudng dén sy hai long ciia khdch hang v6i hé s6
Betala 0,142.

Quan trong thi sdu: Sy tin cdy (TC) anh hudng
truc ti€p dén chat lugng dich , 4nh hudng dén sy
hai 1ong cta khdch hang (HL) v6i hé s6 Beta
1a 0,101.

Ngoai ra, kiém dinh Anova ciing cho thdy, 6
nhan t6 nay déu anh hudng d&n chat lugng dich vu,
4nh hudng d&n sy hai long clia khach hang tai Siéu
thi Emart. Sy tdic dong theo thi tv manh dén yéu
clia cdc nhan t8: Kha niing dép Gng, Sy cdm thong,
Phuong tién hitu hinh, Hang héa, Niang luc phuc vu
va Su'tin cdy.

Tur k€t qua nghién ctu, tdc gid dua ra mot sd
ham ¥ quan tri nhim gép phan lam gia ting sy hai
long clia khach hang khi mua sim tai Siéu thi
Emart nhu sau: Siéu thi cAn quan tAm dén kha ning
d4p tng nhu cAu, cAm nhin cla khach hing; Pinh
ky t8 chitc budi gip g& khach hang dé ciing ling
nghe, chia sé tif phia khach hang; Kip thoi stra chira,
khidc phuc cdc trang thi€t bi hw hdng 1am dnh huéng
d&€n my quan siéu thi va tAm 1y mua sdm ctia khach
hang; Thudng xuyén d6i mdi, da dang hang héa va
gidi thiéu sdn phAim mdi d&€n khach hang; CAi ti€n,
nang cao kién thic, trinh d6 chuyén mon c6 tinh dm
hi€u vé sdn phim d& tu van, gidi ddp thic mic cho
khdch hang mot cach thuy&t phuc va &n tugng; Tao
su tin cay tuyét ddi cho khdch hang vé chat lugng
san pham va dich vy m
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THE IMPACT OF QUALITY SERVICE
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EMART SUPERMARKET
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ABSTRACT:

This study determined the impact of service quality factors on the satisfaction of customers
with Emart supermarket. By using the qualitative research method, this study identified 7 service
quality factors affecting the customer satisfaction, including reliability, assurance,
responsiveness, empathy, tangibles, goods, and satisfaction. This study also used the quantitative
research method with survey questionnaires. Based on the study’s results, some managerial
implications are proposed to help Emart supermarket improve the satisfaction of its customers.

Keywords: impact, service quality, satisfaction, Emart.
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