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TOM TAT:

Nghién ctu nhiim x4c dinh cdc nhén t8 tdc dong d&n sy hai long ctia khach hang vé chat lugng
dich vu chudi cita hang tién 1¢i WinMart+ tai thanh phd Phan Thiét. Thong qua m6 hinh phan tich
nhén t& khim pha va hdi quy tuy&n tinh bdi v6i 250 miu hgp 1€, két qua nghién ctu cho thdy cdc
nhan t6 4nh hudng d&n sy hai 1ong ctia khach hang, sip x&p theo mitc dd gidm dan nhu sau: (1)
Mifc do phuc vu nhan vién; (2) Vi tri; (3) Trung bay; (4) Hang héa. Trén co s& két qua nghién ctiu,
nhém tic gid dé xuAt mot s ham ¥ quan tri nhim ning cao sy hai long cta khach hang ddi véi

chat lugng dich vu.

T khéa: chat lugng dich vu, khdch hang, sy hai long, ctta hang tién 1gi, thanh phd Phan Thiét.

1.bat van dé

Hién nay, thi trudng ban 1é Viét Nam phan
thanh kénh ban 1& hién dai va kénh ban 1& truyén
thong. Kénh bdn 1é hién dai 1 hinh thitc bdn hang
gin lién véi hé thdng chudi ctra hiang, cta hang
tién 10i. Nhitng nim gan day, cdc chudi clra hang
tién 1gi dang dugc md rong vé quy md va phd
séng rong khip. Pai dién cho m6 hinh chudi ctta
hang nay tai Viét Nam c6 thé k& d&én WinMart+
(tén cti 1a Vinmart+) thudc Tédp doan Masan, dugc
chuyén giao tir Vingroup cudi nim 2019. Chudi
WinMart+ da ting trudng than tdc trong thdi gian
qua, bat chdp nhitng tic dong tiéu cuc tr dich
bénh. Tuy nhién, WinMart+ can tim hi€u 16 sdn
phdm va dich vu clia minh c¢é ddp tng dudc ky
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vong cua khdach hang hay khong, hai 1ong hoic
khong hai 1ong & nhitng nhan t& nao d€ dya trén
cd s d6 cai thién va nang cao hon nita sy hai long
ctia khiach hang, g6p phan ting doanh thu, dua mo
hinh di vao hoat dong hiéu qui. Do d6, dé tai
“Nghién cttu sy hai long ctia khdch hang vé chit
lugng dich vu tai chudi ctta hang tién I1gi
WinMart+ tai Thanh phd Phan Thi€t” 12 cin thiét
va hitu dung cho chudi ctra tién 1gi WinMart+
trong giai doan hién nay. Thong qua két qua
nghién cttu, mot s6 ham ¥ quén tri dugc dé xuat,
gidp chudi ctra tién 1gi WinMart+ c6 huéng di
hoan thién trong thdi gian sdp t6i nhim ning cao
su hai 1ong ctia khdach hang, ning cao hiéu qua
hoat dong, mang tinh 6n dinh va lau dai.
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2. Co s6 ly thuyét va mé hinh nghién ciu
dé xuat

Kotler (2000) dinh nghia sy hai 1o0ng nhu la mot
cam gidc hai 1ong hoidc thit vong clia mot ngudi
bing két qua cla viéc so sdnh thuc t& nhan dugc
clia san phdm (hay két qué) trong m&i lién hé véi
nhitng mong dgi cia ho.

Céc nghién cttu cho thdy chat lugng dich vu va
su hai long khdch hang c6 mdi quan hé clung
chiéu, chi't lugng dich vu c6 dnh hudng tich cuc
dé&n cdm nhan clia khach hang, chat lugng dich vu
1a nguyén nhan va sy hai long 1a két qud (Chua
Chow & Luk, 2005).

s md hinh SERVQUAL cula
Parasuraman, (Cronin Jr & Taylor, 1994) da cai
bién va xay dung md hinh SERVPERF. Theo md
hinh SERVPERF: Chat lugng dich vu = Mifc do
cdm nhan (thay vi do cd chit lugng cdm nhéan 1an
ky vong nhu SERVQUAL). M6 hinh cho ring chat
lugng dich vu dugc ddnh gid trong s6 cla 5 thanh
phan: phuong tién hitu hinh, sy tin cdy, mtc do

Trén co

ddp dng, ning lyc phuc vu va sy cdm thong.

Dua vao co s& ly thuyé&t va cdc nghién cttu
tru6c ctia Nguyén Thi Mai Trang (2006), V& Thi
Lan va Ha Minh Tuin (2013), Vii Thi Kim Thim
(2016), Tran Minh T4nh (2018); nhém tic gid dé
xuat md hinh nghién cttu nhu Hinh 1.

3. Phuong phap nghién ciiu

Nhém tdc gid da gii 272 phi€u khdo sét t6i
khdch hang tai thanh phd Phan Thié€t tirng di mua
sdm tai cdc clta hang tién 1gi WinMart+ tif thdng
2/2022 dén thang 5/2022. K&t qua thu vé 250
phi€u ddp @ng tiéu chi dwa vao nghién cttu, phan
tich. Nghién cttu st dung mé hinh phan tich nhan
t6 khdm pha (EFA) va hdi quy tuy&n tinh boi.

4. K&t qua nghién citu

4.1. Két qua kiém dinh d¢ tin cd@y ctia thang do

Sau khi ki€m dinh thang do bing phuong phép
hé s tin cdy Cronbach’s Alpha (B4ng 1) cho thay,
khong c6 bi€n nao bi loai. Mtc d6 hdi tu cia cdc
bi€n quan sdt d6i v6i cdc thanh phan nghién citu
ti€p tuc dugc ddnh gid thong qua phuong phip
phan tich nhan t6 khdm pha (EFA).

Hinh 1: M6 hinh nghién ciiu dé xuét
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4.2. Két qua EFA

K&t qua EFA cdc bi€n doc 1ap cho thdy c6 6
nhan t§ dugc trich tai eigenvalue c6 gid tri la
1,146 (> 1) va phuong sai trich dat yéu ciu 72,350
% (>50%) véi chi s6 KMO 1a 0,851 (0,5 < KMO <
1), Sig. = 0,00 (< 0,05). Nhu vay, phan tich nhan t&
EFA phu hgp va dat dugc do tin cdy vé mit thong
ké. Phan tich EFA tuong tu véi bi€n phu thudc
ciing cho thdy, két qua phu hgp vdi tiéu chuin
ddnh gid clia phuong phdp phan tich y&u t&. Vi
th€, k€t qua EFA 1a ddng tin cAy va dugc st dung
cho phan tich hdi quy & budc ti€p theo.

4.3. Phén tich hoi quy tuyén tinh bji

Trong Béng 2, R? hi€u chinh = 0,601, chirng t6
md hinh hdi quy duge xay dung gdm cdc bi€n ddc
1ap gidi thich dugc 60,1% bién thién clia bi€n phu
thudc. Gid tri thong k& Durbin - Watson (d) =
2,020 (1 < d < 3) nén két luan: cdc phan du1a doc
1ap v&i nhau va tinh ddc 1ap clia phan du di duge
bdo ddm. Khong c6 hién tugng ty tudng quan
trong phan du.

Béng 3, cot miic y nghia (Sig.) cho thdy: Hau
nhu tit cd cdc bi€n déu c6 Sig. nhd hon 0,05. Tuy
nhién, bi€n F6 ¢6 sig 0,53 >0,05 khong phu hgp
v6i mo hinh, nén bi loai. TAt cd cdc bi€n doc lap
déu c6 hé s6 Hé s& VIF < 2. Nhu vay, md hinh
khong c6 hién tugng da cong tuyén.

Duva theo két qua Béng 4, bié€n F3 ¢6 mic y
nghia (Sig.) nhé hon 0,05. Nhu vay, kiém dinh
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BAng 1. K&t qud ki€m dinh thang do

STT Thang do Bién quan sat bj loai Cronbach’s Alpha Kétluan
1 HH Khéng 0,944 Chét lugng tét
2 B Khéng 0,916 Chét lugng t6t
3 MDTC Khong 0,963 Chaét lugng tot
4 VT Khéng 0,760 Chatluong
5 MDPVNV Khéng 0,818 Chat luong t6t
6 TL Khéng 0,748 Chét luong
7 SHL Khéng 0,809 Chat luong t6t
Nguén: Phan tich tir dit ligu nghién citu ciia nhém tdc gid
BAng 2. Tém t&t mé hinh
Mb hinh R R? R2Hiéu chinh Uéc lugng d léch chuan Durbin-Watson
1 0,7812 0,601 0,601 0,44673 2,020
Nguén: Phan tich tir dit liéu nghién citu ciia nhém tdc gid
Bdng 3. Két qud phén tich héi quy
Hang crt'fasgh:c;: tl:()';a Hfhsuc;‘i':c:g: ’ Gia ':u:f Z Thang ké cng tuyén
= . Sais6 St il Sq) | Bochdp | HesSphongda
chuan nhan phuong sai (VIF)
(Constant) 0,363 0,218 1,668 0,097
F1 0,089 0,041 0,095 2,190 0,029 0,851 1,175
F2 0,143 0,040 0,126 2,795 0,006 0,795 1,258
F3 0,034 0,035 0,166 3,863 0,000 0,866 1,154
F4 0,230 0,044 0,276 5,216 0,000 0,574 1,741
F5 0,436 0,053 0,441 8,275 0,000 0,566 1,767
F6 0,084 0,043 0,085 1,946 0,053 0,837 1,194

Spearman cho bi&t phuong sai phan du khong d6i
néu loai bd bién F3.

5.K&tluan va ham y quan tri

5.1. Két ludn

K&t qud nghién cttu cho thay, c¢é 4 yé&u td tic
dong dén sy hai 1ong cda khach hang vé chit
lugng dich vu chudi ctta hang tién 1¢i WinMart+
tai thanh phd Phan Thiét, sip x&p theo mitc do
gidm dan nhu sau: (1) Mitc dd phuc vu nhan vién;
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Nguén: Phan tich tir dit ligu nghién citu ciia nhém tdc gid

(2) Vi tri; (3) Trung bay; (4) Hang héa. Bén canh
d6 k&t qua cling cho tha'y khdng c6 sur khic biét c6
¥ nghia thong ké vé Sy hai long cla cdc ddp vién
thudc cac nhém do tudi, thu nhap va nghé nghiép.

5.2. Ham y quan tri

Trén cd s6 két qua nghién citu, nhém tdc gia
dé xud't cdc ham y quén tri nhu sau:

Miic dj phuc vu nhdn vién: 12 nhan t6 tic dong
manh nhit d&€n sy hai 1ong cia khich hang vé
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BAng 4. K&t qud ki€m dinh Sperman

ABSZRE F1 F2 F3 F4 F5

_g Correlation Coefficient 1,000 -0,040 -0,125* -0,220** -0,124 -0,081
n L

T o

§ 3 Sig. (2-tailed) 0,530 0,050 0,000 0,051 0,202
s <

=4 N 250 250 250 250 250 250

chat lugng dich vu chudi clra hang tién 1gi
WinMart+ tai thanh phd Phan Thiét. Vi vy, can
dao tao vé k¥ ning bdn hang, chim séc khich
hang. Pic biét, cAn huin luyén thdi do, Gng xi
diing muc cda nhan vién khi x{ Iy cdc tinh huéng
nhu khdch hang khi€u nai, ddi trd hang, 1am bé vé
hang, nhAm hang khuy&n mai,...

Vi tri: diy 1a nhan t§ tic dong manh thi hai
dén sy hai long. Bén canh viéc chon vi tri thuin
1gi ¢4 vé giao thong, khu vuc dong dic dan cu....
¢6 nhu cAu mua sim nhiéu; WinMart+ cn tao
thém sy tién nghi chd gilt xe an toan, sach s&,
thodi mdi cho khdch hang khi d€n mua sim.

Trung bay: c6 muc tac dong quan trong thit ba
dé&n sy hai 1dong. Do d6, cdc nha quén ly clra hang
tién 1gi cin t6i wu héa khong gian cita hang tién
1gi; thudng xuyén ddnh gid lai cic mdt hang kinh

TAILIEU THAM KHAO:

doanh khong tt @€ gidm dién tich trung bay; lva
chon cdc nhdn hang cla cdc nha cung cip uy tin,
dudc ddnh gia cao trén thi trudng nhim t8i uu hda
viéc trung bay cdc mit hang kinh doanh, tao sy
thudn ti€én cho khach hang lya chon hang héa.

Hang héa: 1a nhan td thit tr tdc dong d€n sy hai
long clia khach hang vé chi't lugng dich vu chudi
clta hang tién 1¢gi WinMart+ tai thanh phd Phan
Thiét. P& ning cao hiéu qua, cic nha quinly can
dinh ky ddnh gid danh muc sdn phim nhiim loai
cdc san pham kinh doanh khong hiéu qui dé ti
uu khong gian trung bay phuc vu cdc sin phim
kinh doanh t6t, thudng xuyén lam viéc véi nha
cung cip dé€ xem xét nhap thém sidn phim mdi,
danh muc sidn phﬁfm dudc cap nhit lién tuc, tao
tinh mdi, da dang héa san phim, nhim tao thém
nhiéu sy Iya chon cho khiach hang m
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ABSTRACT:

This study determines the factors affecting the customer satisfaction about the service
quality of WinMart+ convenience store chain in Phan Thiet city. By using the exploratory
factor analysis and multiple linear regression analysis with 250 valid samples, the study’s
results show that the factors affecting customer satisfaction, which are listed in the descending
order of impacting level, include: (1) Service level of staff, (2) Location, (3) Layout, and (4)
Goods. Based on these results, some managerial implications are proposed to improve the
customer satisfaction with the service quality of WinMart+ convenience store chain in Phan
Thiet city.

Keywords: service quality, customers, satisfaction, convenience stores, Phan Thiet city.
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