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TOM TAT:

Nghién cifu nay nhim xdc dinh cdc yé&u t§ ciu thanh, 4nh hudng dén sy hai long clia khich
hang khi mua sdm va st dung dich vu tai c4c siéu thi dién mdy trén dia ban tinh Binh Duong. T4c
gid di sdu phan tich va dua ra nhan xét vé mtic dd 4nh huéng clia cdc y&u td nay ddi v6i su hai
1ong ctia khach hang khi mua sim va st dung dich vu tai day. Dya trén két qua dé dé dé xuit cac
gidi phdp nhim hoan thién chit lugng dich vu chudi cung ting cho cic siéu thi dién mdy.

Ti khéa: siéu thi dién mdy, chit lugng dich vu, phan tich nhan t§ kham pha, tinh Binh Duong.

1. bat van dé

Hién nay, thu nhip ctia ngudi dan khong ting
trong khi cac chi phi khac ting nhanh lam cho dai
da s6 ngudi tiéu diing déu c6 xu huéng thit chit chi
tiéu, chi tdp trung mua sim cdc mit hang thiét y&u
phuc vu sinh hoat gia dinh nhu thuc phgm, san
phdm gia dung,... thi viéc doanh s& ban ra cia cac
mat hang dién t, di€n mdy tai cdc siéu thi dién
may bi sut gidm ciing 1a diéu d& hi€u. Vi vay, nhém
tdc gid quyét dinh Iyra chon dé tai nghién citu “Giai
phdp nang cao chat lugng dich vu cho cic siéu thi
dién mdy tai Binh Duong”. Qua d6, dua ra nhiing
nhin nhin va gidi phdp mang tinh thi€t thuc gitp
ddy manh tiéu thy, lam hai 1ong khach hang va
phat trién doanh s& bdn ra, ting kh3 ning canh
tranh ciing nhu tdng doanh thu va 1gi nhuin cho céc
siéu thi dién mdy tai Binh Duong.

2. Phuong phap nghién ciu va moé hinh
nghién citu

2.1. Phuong phdp nghién ciiu

P& xdc dinh cic yéu t6 c6 kha ning Anh hudng

dén chat lugng dich vu clia céc siéu thi dién mdy,
tdc gid quyét dinh Iva chon phuong phdp nghién
cttu dinh tinh va dinh lugng. Cu thé, tac gia thuc
hién phéng van chuyén gia trong linh vuc ndy, bén
canh d6 tac gia thuc hién viéc khédo sit khach hang
nhiim thu thap dit liéu cho cdc nghién citu. Dya trén
k&t qua khdo sit, tic gid st dung phuong phap
thong ké mo ta va phan tich hdi quy dé€ phan tich va
ki€m dinh cic gia thuyét trong mo hinh nghién citu
dé xut. Bang ciu hdi st dung trong kho st dudc
x4y dung trén co s& thang do Likert 5 cap do.

2.2. M6 hinh nghién citu

Céc nghién cifu truSc day da cho thiy sy ton tai
clia quan hé giita cdc thinh phan cia chit lugng
dich vu véi sy hai long cia khach hang. M6 hinh
nghién cttu cla dé tai nay dudc xay dung duva trén
cd ban md hinh SERVPERF véi su tham chi€u tir
cdc md hinh nghién ciru cung linh vuc cla cdc
nghién cttu trudc, d€ kiém tra mitc do dnh hudng
clia cdc thanh phan chit lugng dich vu ddi véi su
hai long ctia khdch hang cho chit lugng dich vu clia
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siéu thi dién mdy. Trong nghién ctu nay,

Hinh 1: Mé hinh nghién ciu

chat lugng dich vu chim s6c khich hang

Sy dap img
gbdbm 5 thanh phan: (1) Sy hitu hinh; (2) Sy N
ddng cdm; (3) Su ddp tng; (4) Sy ddm bio;
(5) Surtin cay dudc thé hién trong Hinh 1. Sy dam bao L
Gi4 thuy&t nghién citu:
Sy ddp ving dnh hudng cing chiéu dén Syt hitu hinh i Sw hai long ciia khich hang

sut hai long ciia khdch hang khi mua sdm va

sit dung dich vu ciia cdc siéu thi dién mdy
tai Binh Duong.

Sur tin cdy Ve

Suw ddm bdo dnh huéng ciing chiéu dén

sut hai long ciia khdch hang khi mua sdm va
st dung dich vu ciia cdc siéu thi dién mdy

Su d&ng cam /

tai Binh Duong.

Phutong tién hitu hinh dnh hudng cing chiéu dén
su hai long cia khdch hang khi mua sim va sit dung
dichvu cia cdc siéu thi di¢n mdy tai Binh Duong.

Su tin c@y dnh huéng cing chiéu dén sw hai long
ctia khdch hang khi mua sdm va sit dung dich vu ciia
cdc siéu thi dién mady tai Binh Duong.

Sw dong cam dnh huéng cing chiéu dén su hai
long ciia khdch hang khi mua sdm va sit dung dich
vu cia cdc siéu thi dién mady tai Binh Duong.

3. K&t qua nghién cifu

3.1. Két qud thong ké mé td

Dit liéu khdo st clia dé tai dudc ti€n hanh thu
thap tir thdng 2/2022 dén thang 8/2022 tai cic siéu
thi dién may trén dia ban tinh Binh Duong. Trong
160 ngudi dap vién ma nhom tic gid da khao sat,
thu dudc k&t qua nhu sau:

V& gi6i tinh: C6 88 khach hang 12 nam (chi€m
51,76%), 82 khach hang 1 nit (chi€m 48,24%).

V& do tudi: C6 79 khach hang (chi€m 46,47%)
nim trong do tudi tir 29 d&n 39 tudi, dd tudi tir 20
dén 28 tudi c6 46 khach hang (chi€m 27,06%), trén
39 tudi c6 32 khach hang (chi€m 18,82%) va dudi
20 tudi c6 13 khach hang (chi€m 7,65%). Pay ciing
12 d6 tudi ma khach hang thudng c6 su ti€p can véi
cc thi€t bi dién mdy mot cach nhanh chéng va
chay theo phong trao nhat.

V& nghé nghiép: Nhan vién vin phong c6 69
khdch hang (chi€m 40,59%), kinh doanh tu do c6
44 khédch hang (chi€m 25,88%), sinh vién c6 27
khdch hang (chi€m 15,88%), cong nhan vién chic
c6 20 khach hang (chi€m 11,76%), cdc nganh nghé
khdc c6 10 khach hang (chi€m 5,88%).

V& thu nhiap: Khich hang c6 thu nhap trén 12
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triéu dong c6 75 ngudi (chi€m 44,12%), tir 8 d&n 12
triéu dong c6 56 ngudi (chi€m 32,94%), dudi 4 triéu
ddng c6 27 ngudi (chi€m 15,88%), tir 4 d&n 7 triéu
ddng 6 12 ngudi (chi€m 7,06%).

3.2. Phén tich nhéan t6’khdm phd

K&t qua Cronbach's Alpha: Cronbach's alpha 1a
phuong phip dudc nhém tdc gia st dung d€ xic
dinh miic dd phit hop clia céc bién quan sit ddi véi
mot nhan t& nao dé trong nghién ctu. Piéu kién
ddnh gid 1a Cronbach's alpha > 0,6. K&t qua vé hé
s6 tin cdy thu dugc thong qua phuong phdp
Cronbach's alpha cho 6 nhén t& trong nghién citu
nay dugc trinh bay trong Bang 1.

K&t qua phan tich dit liéu vé thang do cho thdy
1an lugt cic nhan t8 déu c6 hé s& Cronbach’s Alpha
16n hon 0,6 dat yéu cAu. Cu thé, nhan t6 Sy ddp tng
c6 hé s6 Cronbach’s Alpha 1a 0,842 > 0,6, nhan t&
Sy d@m bdo c6 hé s6 Cronbach’s Alpha 1a 0,776 >
0,6, nhin t6 Phuong tién hitu hinh c6 hé sO

Bdng 1. K&t qud Cronbach's Alpha

- Ky Héso ' So

Nhan t6 hibu Cronbach's | lugng

i Alpha bién
Sy dap Ung DU 0,842 4
Sy dam bao DB 0,776 4
Phuong tién hiiu hinh | HH 0,852 5
Sutin cay TC 0,782 4
Su dong cam DC 0,832 4
Sy hailong HL 0,844 3
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Cronbach’s Alpha la 0,852 > 0,6, nhan t6 Sy tin cay
c6 hé s6 Cronbach’s Alpha 1a 0,782 > 0,6, nhan t&
Su déng cAm c6 hé s6 Cronbach’s Alpha 1a 0,832 >
0,6, nhan t6 Sy hai 1ong c6 hé s& Cronbach’s Alpha
12 0,844 > 0,6, tit cd cdc nhin t6 déu dat do tin cay.

3.2.1. Két qud phan tich EFA ciia cdc bién
doc ldap

Theo két qua thu dugc KMO = 0,843 (0,5 <
0,843 < 1); Sig. = 0,000 < 0,05. Cc k&t qua nay chi
ra ring bo dit liéu trong nghién citu nay dugc s
dung @€ phan tich nhan t& khim phd 13 hoan toan
phil hgp, céc bién quan sit c6 mdi twong quan vdi
nhau va c6 y nghia doi véi nhan t§ dai dién. Bdng 2
cho thdy c¢6 5 thanh phan dudc trich v6i gid tri
Eigenvalue 16n hon 1 (nhd nhatla 1,096) va phuong
sai trich bing 67,246% (16n hon 50%) nén c6 thé
k&t luan thang do dugc chidp nhin & budc nay.
(Bang 2, Bang 3)

Béng 3 cho thdy tit cA cdc bi€n quan st diéu c6
hé s6 tdi nhan t6 16n hon 0,5, din dén két luan
khong c6 bién nao bi loai ra khdi thang do & bu6c
nay. Pdng thdi, k&t qui phin tich ciing cho thdy
toan bd 21 bi€n quan sit dugc phan thanh 5 nhén (3.

Ciin cif vao ndi dung c4c bién quan sit bén trong
Béng 3, cdc thanh phin trén dugc dit tén nhu' sau:

Su hitu hinh (HH): 5 bi€n quan sit thudc thang
do ludng Sy hitu hinh bao gdbm: HH1, HH2, HH3,
HH4 va HHS.

Sw dong cam (DC): 3 bién quan sét thudc thang
do ludng Sy ddng cdm bao gdm: DC2, DC3 va
DC4.

Suw tin cdy dugc (TC): 5 bién quan sit thudc

thang do ludng Sy tin ciy bao gom: DC1, TCI,
TC2, TC3 va TC4.

Sw ddam bdo (DB): 5 bi€n quan sit thang do
ludng S ddm bio bao gom: DU4, DB1, DB2, DB3
va DB4.

Sw ddp ving (DU): 3 bi€n quan sit thudc thang do
ludng Su ddp tng gdbm: DU1, DU2 va DUS3.

Thang do chit lugng dich vu bao gbm 21 bién
quan sat thudc 5 nhan t6 (y&u td dnh hudng) dugc
hinh thanh va kiém dinh tir k&t qua phan tich nhan
t6 khdm phd EFA. Cé4c thang do Sy hitu hinh, Sy
ddng cam, Su' tin cdy, Su ddm bdo, Su dap tng, mdi
thang do déu c6 it nhit1a 3 bi€n quan sat. C4c thang
do nady dugc phan tich nhim dénh gi4 lai do tin cay
qua hé s6 Cronbach’s Alpha mot 1an nita. K&t qud
phan tich cho thay gid tri hé s6 Cronbach’s Alpha
clia 5 thang do nay déu 16n hon 0,8, cho thiy cic
thang do déu dat yéu cau vé do tin cay va st dung
cho cdc phan tich, dinh gi4 ti€p theo.

3.2.2. Két qua EFA ciia bién phu thudc

Theo k&t qua thu dugc hé s§ KMO = 0,643 (0,5
< 0,643 < 1; Sig. = 0,000 (< 0,05). K&t qué nay cho
thay dif liéu khio sit dung dé phan tich nhan t&
khdm ph4 1a hoan toan phl hgp va cdc bi€n quan
sét c6 moi tuong quan véi nhau, c¢6 ¥ nghia doi véi
nhan t6 hai 1ong clia khich hang. K&t qud trong
Béng 4 chi ra ring y€u td sy hai long cta khich
hang ddi véi hang héa va dich vu cla cic siéu thi
dién may giai thich cho 76,749% su thay ddi cla dit
liéu. (Bang4)

3.3. Phan tich hoi quy

Sau khi hoan thanh cdc budc kiém tra nhin t&

Bdng 2. Total Variance Explained (Bi€n ddc Iap)

€ Initial Eigenvalues Exiraction Surr.13 Rotation Sum.s

% of Squared Loadings of Squared Loadings

a

1 7,210 34,334 34,334 7,210 34,334 34,334 3,277 15,602 15,602
2 2,628 12,515 46,849 2,628 12,515 46,849 2,748 13,088 28,690
3 1,776 8,455 55,304 1,776 8,455 55,304 2,715 12,928 41,618
4 1,412 6,725 62,029 1,412 6,725 62,029 2,698 12,848 54,465
5 1,096 5,217 67,246 1,096 5,217 67,246 2,684 12,781 67,246
6 0,886 4,221 71,467
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Bdng 3. Rotated Component Matrix®

Component

2 | 3 |

HH3

0,819

HH2

0,749

HH5

0,716

Phuang tién hiiu hinh (HH)

HH4

0,702

HH1

0,697

DC2

0,826

DC3

0,807 Su dong cam (DC)

DC4

0,807

TC3
TC2
TC4
TC1
DC1

Sutin cay (TC)

0,696

0,679

0,653

0,610

0,576

DB2
DB3
DB1
DB4
Du4

0,778

0,767

Sy dam béo (DB) 0,644

0,604

0,537

0.534

Du2
DU1
DU3

0,867

Su dap tng (DU)

0,866

0,735

doc 1ap va phu thudc dé ddm bio dif liéu thu thap

dugc trong nghién ctu nay hoan toan phu hgp véi

phuong phap nghién ctru va phan tich, nhém tac gia
da st dung 5 nhén t6 ddc 1ap va mot nhan t6 phu

thudc dé phan tich hdi quy. K&t qua dugc thé hién

Theo két qud tir Bang 5, R? =
0,523, cho thdy cdc nhan t6 doc lap
trong mo hinh gidi thich dugc 52,3%
st bi€n ddng clia cdc nhan td phu
thudc; 47,7% con lai la hé qua cta
cdc yé&u td ngoai mo hinh va sai s0
ngiu nhién. Nhitng két qud trén
chirng minh sy pht hgp ctia mo hinh
dugc st dung trong nghién ctu nay.
Hé s6 Durbin-Watson =1,902 cho
thdy mo hinh khong c6 tu tuong
quan bac nhat giita cic y&u td lién
ké. K&t qui Sig. = 0,000 (Sig.
<0,05) trong Bing 6 khing dinh
ring md hinh hdi quy tuyén tinh bdi
s6 va tip dit liéu trong nghién cttu
nay 12 hoan toan nhat quan.

K&t qud & Bang 7 cho thdy cic
y&u t& sy hitu hinh (Xy), su dong
cdm (X,), sy tin cdy (X3) déu c6 hé
s6 Sig. 1an lugt 1a Sig.X1 = 0,005,
Sig.X, =0,000, Sig.X5=0,014 (Sig.
< 0,05), tur do kh?mg dinh cac nhan
t6 doc lap X1, Xy, X3 ¢6 tdc dong
dé&n nhan t6 phu thudc (mitc do hai
long ctia khach hang khi mua sim
va st dung dich vu tai cdc siéu thi
dién may trén dia ban tinh Binh
Duong). Ngodi ra, cdc yé&u t§ su
ddm bdo (X4) va sy dap ting (Xs) c6
Sig. = 0,358 va Sig. = 0,084 (Sig. >
0,05) tuong tng cho thdy cdc yéu to

doc lap nay chua dat dd tin ciy.

Sau khi loai bd X4 va X5 do khong dat do tin

cay, két qua nghién cifu ndy da thu dugc phuong
trinh hdi quy sau:

B=0,331+0,193 x X,

trong Bdng 5. +0,467 x X5 + 0,220 x X3
Bdng 4. Total Variance Explained (Bi€n phu thudc)
Initial Eigenvalues Extraction Sums of Squared Loadings
Component
Total % of Variance Cumulative % Total % of Variance Cumulative %
1 2,302 76,749 76,749 2,302 76,749 76,749
2 0,497 16,566 93,316
3 0,201 6,684 100,000
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Bdng 5. Model Summary®

Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson
1 0,733 0,538 0,523 0,38515 1,902
a. Predictors: (Constant), X5, X2, X1, X4, X3
b. Dependent Variable: B
BAng 6. ANOVA®
Model Sum of Squares df Mean Square F Sig.
Regression 26,598 5 5,320 35,861 0,000b
1 Residual 22,844 154 0,148
Total 49,442 159
Bdng 7. Coefficientsa
Urgct)aer;;;:::tzsed Séi’::;g::fsd Collinearity Statistics
t Sig.
B Std. Error Beta Tolerance VIF
(Constant) | 0,331 0,321 1,030 0,305
X1 0,193 0,067 0,198 2,863 0,005 0,625 1,601
1 X2 0,467 0,064 0,496 7,274 0,000 0,646 1,548
X3 0,220 0,089 0,185 2,480 0,014 0,541 1,849
X4 -0,075 0,081 -0,065 -0,923 0,358 0,610 1,640
X5 0,118 0,068 0,115 1,737 0,084 0,688 1,453

4. Ham y quan tri

Nghién cttu da xay dung dugc mod hinh danh gid
sy hai Iong ctia khdch hang khi mua sim va st dung
dich vu tai cdc siéu thi dién mdy trén dia ban tinh
Binh Duong. M6 hinh dé xudt ban dau cho riing c6
5 y€u td tdc dong I1&n sy hai 1ong clia khach hang,
bao gom: Su ddp tng, Sy ddm bio, Sy hitu hinh, Sy
tin cAy va Su dong cAm. Qua nghién citu phin tich
dinh tinh. 5 y&u & nay déu dudc giit lai cho nghién
ctu dinh lugng thong qua khdo sat bing bing ciu
héi va phan tich dir liéu phan hdi tir 160 khach hang
cd nhan. K&t qua phan tich ki€m dinh cudi cling cho
thay chi c¢6 3 y&u t6 c6 tdc dong d€n sy hai long clia
kh4ch hang, bao gbm: Sy ddong cdm, Sy tin ciy va
Su hitu hinh ciing v6i d6 1a 13 bi€n quan sat tryc
thudc c6 dnh huéng dé&n sy hai 1ong cta khach hang

v6i cdc mitc dd 4nh hudng khdc nhau. Sép x€p theo
thit tw tr manh dén yéu bao gdm: Sy dong cdm
(0,467), Su tin cay (0,220), Sy hitu hinh (0,193).

Dua trén k&t qua phan tich ¢6 dugc, tic gia dé
Xudt mot s6 ham § quén tri gidp cho cic siéu thi
dién may tai Binh Duong c6 nhitng cai ti€n nhim
hoan thién chat lugng dich vu chudi cung tng cho
cacsiéu thi dién mdy tai dia phuong nay.

Ciin ct theo k&t qua nghién citu cho thiy trong
nhan t& Sy ddng cadm thi bi€n quan sat DC2 (8 chic
céc chuong trinh khuy&n mii va cdc sy kién vao cdc
ngay dip 1&) c6 hé s cao nhatla 0,826, ti€p theo la
bi€n quan sat DC3 (c4c sdn phim dudc sip x&p vao
céc thoi gian hgp 1y) vd DC4 (cung cAp dudng day
tong dai d& khich hang lién lac, phin 4nh) c6 ciing

N g

hé s6 12 0,807. Piéu nay chiing td y&u t& vé viéc t§
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chifc cdc chuong trinh khuy&n mai va su kién c6 tdc
dong manh dé&n sy hai long ctia khach hang khi dén
mua sim tai c4c siéu thi dién mdy. Vi vay, d€ kich
cAu ngudi tiéu dung, ting su hai long clia khich
hang, tr d6 ting doanh s6 bén ra, cic siéu thi dién
mdy can phat trién cac chuong trinh khuyén mii da
dang, thi€t thuc va d4dnh ding vao tAm 1y ngudi tiéu
dung, nhu: mua hang trad gép 0% lai suit véi cdc tha
tuc don gidn nhanh chéng, hd tr¢ 14p rdp, cai dit
mién phi tai nha, ting kém cdc qua ting hip din
nhu bd ndi da dung, ting kém mic khi mua dan Am
thanh,... hd trg bdo hinh ddi tra hang mién phi trong
vong 1 nim st dung, gidm gid cdc mit hang ton
kho,... Bén canh d6, v6i yé&u t6 nhu sip x€p sin
phdm vao thdi gian hop 1y, cung cAp dudng day
tong dai d€ khach hang lién hé cic siéu thi dién
may c6 thé c¢6 cic ddi mdi, nAng cap trong dich vu
nhu t§ chitc cdc sy kién ra mét sin phAm méi, dung
mo hinh san phdm trudc siéu thi dé thu hiit sy chd y
cla ngudi tiéu dung,. xay dung mot doi ngl
chuyén nghi€p cham sdéc khiach hang sau khi mua
sim, Iuu thong tin khach hang dé gidi thiéu, thong
tin d€n ho khi c6 cic san pham mdi,...

K&t qua hdi quy & trén ciing cho thiy, ngoai
nhin t§ Sy ddong cdm c6 tic dong manh nhat thi
nhan td Su tin cay ciing 6 su tdc dong manh dén sy
hai long ctia khach hang khi mua sim va st dung
dich vu cuta cdc siéu thi dién mdy tai Binh Duong.
Do d6, nhém nghién citu di dé xuat cic gidi phap
d€ nang cao hiéu qua clia y&u t6 Su tin cay, tir d6
nang cao sy hai long cia khach hang. Hay n6i cach
khéc, cdc siéu thi dién mdy ludn quan tim va giai
quyét thic mic hay khi€u nai clia khach hang mot
cach kip thdi va hi€u qua, thyc hién ding nhitng gi
da cam k&t trong ldc tur vAn ciing nhu vé chit lugng
san phdm thi sy hai 1ong ctia khdch hang sé& ting
1én, khich hang s& tim d&én va gin bé lau dai véi
cdc sdn ph?fm va dich vu tai siéu thi. Nhu vay, dé

TAILIEU THAM KHAO:

thu hit khach hang mdi, gitt chan khach hang cti
cdc siéu thi dién mdy cin cé cdc chi€n lugc
marketing hiéu qua d€ tic dong d€n hanh vi sau khi
mua cua khach hang. Cu thé, c¢6 thé t8 chic céc
chuong trinh gidm gid cho 1An mua sau khi khich
hang gi6i thiéu sdn phAm cho khich hang khéc, tich
liy diém d6i cic qua ting hap dan,.. Pao tao,
huéng din, xdy dung mot doi ngli chuyén nghiép
luon sin sang hd trg va gidi quyét cdc van dé gip
phai ctia ngudi tiéu dung trong qud trinh trudc,
trong va sau khi mua hang.

Theo nhu két qua thu dudc sau khi chay hdi quy
thi nhan t6 Sy hitu hinh 1a nhan 8 ¢6 4nh huéng dén
su hai 1ong cla khach hang. Nhu viy, ngoai cic
y&u t& vé tim 1y khich hang, sy triic quan vé mit
vat chit cling c¢6 tdc dong khong nhd dén trai
nghiém va sy théa mian ctia khdch hang khi dén
mua sim. Chinh vi th&, céc siéu thi dién mdy can
chii trong va c6 sy dau tu hon nita vé cic van dé
nhu cd s§ vat chit, hé thong bi giif xe, phong cach
phuc vu, phong cdch bay tri va sip x€p mit hang
trong siéu thi. P4y manh chién lugc xic ti€n nhu
xay dung va lam phong phi trang website, b sung
thém cdc cong cu, tién ich can thi€t hd tr¢g khich
hang trong viéc tim ki€m thdng tin, mua sim, dit
hang online. C6 nhitng diu tu hgp 1y vé mit hinh
anh, thuong hiéu cda siéu thi nhu ddng phuc nhan
vién, bang hiéu,...

5.Ké&tluan

Nghién cttu vé& sy hai Iong ctia khach hang khi
mua sim va st dung dich vu tai cdc siéu thi dién
mdy trén dia ban tinh Binh Duong, k&t qua thu dudc
3 nhén td tdc dong 1én sy hai long clia khdch hang,
bao gdm: Sy ddng cdm, Su tin cdy, Su hitu hinh.
Dua trén k&t qua do, tic gid da dé xuat cdc gidi
phdp nhim hoan thién chat lugng dich vu chudi
cung ng cho céc siéu thi dién mdy tai tinh Binh
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ABSTRACT:

This study determines the factors affecting the satisfaction of customers when they go
shopping at electronics supermarkets in Binh Duong province. The study analyzes the impacts of
these factors on the customer satisfaction. Based on the study’s findings, some solutions are
proposed to improve the service quality of these supermarkets.

Keywords: electronics supermarket, service quality, exploratory factor analysis, Binh Duong
province.
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