TAP CHi CONG THUGNG

MO HINH NGHIEN CUU GIA TRI CAM NHAN
CUA KHA CH HANG POI VOI CHUOI
SIEU THI THE GIGI DI PONG O HA NOI

® NGUYEN THITUYET MAI

TOM TAT:

Bai vi€t nhim nghién cttu cic yé&u t6 tao gid tri khdch hang néi chung va gia tri cdm nhan clia

kh4ch hang néi riéng khi mua sim tai cac siéu thi ban 18 Thé gidi di dong trén dia ban thanh phd Ha

Noi. Nghién cifu dwa ra md hinh va cic thang do dya trén ly thuyét, k&t qud cla nhitng cong trinh

khéc, cing nhu phdng van khdch hang tai siéu thi Th€ gidi di dong trén dia ban thanh phd Ha ndi.

Bai vi€t nghién citu xAy dung md hinh gdm 1 bi&n phu thudc: Gia tri khach hang cAm nhan (Y), véi

7 bi€n gidi thich vdi 28 bi€n quan st dung d€ do ludng 7 y&u t&, gdm: Chat lugng mit hang ban 1é

(M,), Chiing loai san phd&m (M3), C&dm nhan vé gid clia khdch hang d6i v6i cdc mit hang ban 18 -
Gid ban 1& (M), Dich vu chim séc khdch hang va hdu mai (Ms), Vi trf dit cira hang (Mg), Truyén
thong Marketing trén nén tdng s va Thuong mai dién i ( M4). K&t qué nghién ctu chi ra nhém 7

y€&u t6 nay déu tdc dong dén gid tri cdm nhan ctia khach hang.

Turkhéa: gia tri khach hang cAm nhan, siéu thi bdn 1€, gia ban 18, chudi siéu thi Thé gidi di dong.

1.bit van dé

Kinh doanh thi trudng ban 1& Viét Nam c6 rat
nhiéu tiém ning va thu hit dugc nhiéu nha dau tu
trong va ngodi nuSc. Céc siéu thi dung rit nhiéu
cdc bién phap dé thu hiit khach hang va canh tranh,
nhu: khuy&n mii, quang cdo,... cling nhu cc dich vu
chim séc khdch hang va hau mai hap din. Theo
Doyle (1998), viéc thanh bai trong canh tranh cta
doanh nghiép chinh Ia phu thudc vao nang luc cung
cAp va tao ra gid tri cho khdch hang muc tiéu cla
ho. Khainiém gid tri khidch hang dugc nhiéu tic gid
dé cap, tuy nhién van con khid méi ddi véi nhicu
doanh nghiép Viét Nam néi chung va siéu thi ban
18 thiét bi di dong néi riéng. Bai viét nay dya trén
mot s6 1y thuyét va két qua da cong bd dé trinh bay
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1d hon vé gid tri cAm nhan khich hing néi chung va
trong thi trudng béan 1& thi€t bi di dong noiriéng trén
dia ban TP. Ha Noi, k&t hgp vdi viéc phdng van siu
350 khach hang, tir d6 dua ra cédc nhan t 4nh hudng
t6i gi4 tri cAm nhan cda kh4ch hang va dé xuit mo
hinh nghién ciu.

2. Téng quan nghién ciu, co sé Iy thuyé&t va
mo hinh nghién citu

2.1. Tong quan tinh hinh nghién citu va co sé
Iy thuyét

Christopher (1996) cho rang gia tri khdch hang
dudc tao ra khi 1gi ich ma khach hang nhan dugc
trong giao dich vugt qua chi phi. Woodruff (1997)
lai cho riing gi4 tri 1 gid tri khach hang, dugc hi€u
la sy yéu thich, cdm nhin va ddnh gid cia khach
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hang vé cdc dic tinh clia sin phéfm. Moller (2006)
vd Wahyuningsih (2005) cho ring gid tri khdch
hang 13 sy danh ddi gitta 16 ich va chi phi, n6 1a
phin chénh 1éch giita 1gi ich va chi phi dugc khach
hang cdm nhin khi mua hang héa hoic dich vu.
Kotler va Keller (2008) c¢6 quan diém ddng nha't 2
khdi niém gid tri va gid tri cdm nhan d6 1a phan
chénh 1éch giita tong 1gi ich cia khach hang va
tong chi phi hay cdc phi tdn ctia khach hang. Khi
dé cip dén phi tén cda khdch hang, Sharma &
Dhanda (2007) dua ra cdc khoan cdia phi tén nay,
nhu: phi tdn biing tién, phi tén cong stc, phi tén vé
thdi gian, phi tn tinh than. N6i d&€n phan 1di ich,
Sheth & cong sy (1991) cho ring gi4 tri hay 1¢i ich
ma khdch hang nhin dugc bao gdm: gid tri chitc
ning, gid tri diéu kién, gid tri xd hoi, gid tri cdm
xuc, gié tri tri thic.

Trong bai vi€t ndy, nhém tdc gid thong nhat chi
str dung khai niém gid tri cdim nhén ctia khach hang
va goi chung la gid tri khach hang cAm nhan (Y).

Nghién ciu ctia Tai (2011) cho ring gid tri cdm
nhan cda khich hang cin dugc xem xét qua 2 khia
canh, d6 la: gid tri chiic ning cdm nhin va gia tri
quan hé cam nhdn. Gid tri chiic ning cdm nhin
dugc xem 14 cdm nhan ctia khach hang vé cdc bi€u
hién hoic sy hitu dung ctia sin phim hay dich vu
clia nha cung cap, con gid tri quan hé cdm nhan
dugc xem 13 sy tin cdy, niém tin cAm nhin cla
khach hang.

Sanchez & cong su (2006) cho ring gid tri cdm
nhan ctia khdch hang ludn thay d6i theo thdi gian
do sy thay ddi trong ban than ctia khiach hang va
céc y€u t6 khdc clia moi trudng kinh doanh. Khi
nghién citu vé sy thay d6i nay, Setijono &
Dahlgaard (2008) duwa ra md hinh va s dung cum
tir “gia tri khdch hang cdm nhan” d€ mo ta sy
thay ddi gid tri cdm nhan clia khdch hang theo
thoi gian:

PVC,,, =PVC; *RPVC

Trong do:

PVC;: Gid tri khach hang cdm nhan & thdi diémi.

RPVC: Miic thay d6i tudng quan cia gia tri khach
hang cAm nhan tr thdi di€m i d€n thoi di€m i+1.

Pham Xuan Lan & Huynh Minh Tam (2012) da
xay dung mo hinh gia tri cAm nhén ctia khach hang
dya trén 5 nhan 6 tic dong d6 1a: chling loai hang
héa, kha nang phuc vu, trung bay trong siéu thi, gia
c4 cAm nhan va an toan trong siéu thi v6i tong s6 20
bi€n thanh phan.

Gid tri cdm nhdn cia khdch hang trong moi
truong bdn lé:

Theo Zeithaml (1988) dinh nghia gid tri cdm
nhén ctia khiach hang trong moi trudng ban 1& d6 1a:
s ddnh gid toan dién ciia khdch hang vé lgi ich ciia
mot sdan phdm (chdt luong) ma khdch hang cam
nhén dugc rdang minh phdi chi trd hodic ton kém gi
dé dé cé duwoc sdan phdm.

2.2. M6 hinh va gia thuyét nghién citu

Trén co s md hinh 1y thuyét clia Naumann, gid
tri cAm nhan clia khach hang dva trén 4 yé&u to
chinh, d6 1a: chat lugng sdn pham, chit lugng dich
vu, hinh 4nh va gid c&; qua cdc y ki€n khi phdng
van sau 350 khach hang dang mua sim tai chudi
siéu thi Th€ gidi di dong tai TP. Ha ndi két hgp véi
céc thang do tham khdo clia Nguyén Dinh Tho &
Nguyén Thi Mai Trang (chit luong dich vu siéu
thi), nhém tdc gid xay dung bi€n phu thudc véi
nhém 6 bién giai thich.

* Bién phu thudc:

Y: Gi4 tri cAm nhan clia khdch hang gdm 5 bién.

* Bién gidi thich:

- M2: Chatlugng mit hang ban 18 gdm 4 bién.

- M3: Chting loai sin phim gdm 3 bién.

-M4: Gi4 ban 1é gdm 4 bién.

- M5: Dich vu chdm s6c khdch hang va hdu mai
gdm 6 bién.

-M6: Vi tri dit siéu thi gdm 3 bién.

- M7: Truyén thong Marketing trén nén ting s&
va Thuong mai dién tif gdm 4 bi€n.

Mb hinh nghién ctu dugc d& xuit nhu sau:
(Hinh 1)

3. Phuong phap nghién ciu

D& trién khai nghién cifu gi4 tri cAm nhan khach
hang tai chudi siéu thi Thé gidi di dong, nghién ctu
nay tié€n hanh cdc nghién ctu dinh tinh/sc bo va
nghién citu dinh lugng/kiém dinh thang do va dua
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Hinh 1: M6 hinh nghién cdu

Chét lugng mat hang ban 1& (M,)

Cad cdu mat hang ban & (M5)

Giatr

Gia ban 1é (My) nhan
cla
khach
hangY

Dich vu khéach hang (Ms)

) N e N e N e N Y

V24
)

Vi tri dat clia hang (Mg)

€

Truyén thong Marketing va
xtc ti€n ban 1& hén hop (Mg)

ra mo hinh nghién ctiu va kiém tra cic khuyét tat
cta md hinh.

3.1. Phuong phdp thu thdp sé'liéu

Téac gi4 da thyc hién thu thap s6 liéu thdong qua
phét phi€u diéu tra va thuc hién phdng van chuyén
sdu truc ti€p khdch hang.

3.2. Phuong phdp xit Iy 56 lieu

Dir liéu diéu tra bing phi€u khdo sit s& dudc
tong hgp, phan nhom, sau dé6 dudc cip nhat vao
phin mém Excel dé lam sach va st dung phin
mém SPSS va AMOS d€ thong ké mo ta cic bién
chinh va kiém tra méc do lién quan giita cic bi€n.

3.3. Phiéu khao sdt

Téc gia k€ thira cich chAm diém cdc cAu hdi clia
Nguyé&n Dinh Tho & Nguyé&n Thi Mai Trang (2011)
“Cdc cAu hdi st dung thang do Likert 5 diém. Theo
muc tiéu nghién cifu, tic gid mic y nghia 4 <0.05.
Khi d6, kich thudc mau n=268 1a phii hop.

4. K&t qua nghién cifu

4.1.Pic diém miu

S6 lugng phiu phat ra 1a 350 phidu t6i 350
khdch hang mua sim tai chudi c4c siéu thi Thé gii
di dong tai Ha Noi, thu lai 318 phi€u, loai 32 phi€u
khong hdp 1&, kich thu6c miu n = 268 (ty 1& thu hdi
76,6%), véi ty 1& nit 12 58% va 42% nam. V& nhém
tudi, ddi tugng tham gia phdng van tir 18 d&n 35
tudi (chi€m 66,8%).

4.2. Két qua nghién citu kiém dinh thang do

4.2.1. Kiém dinh thang do

P& danh gid tinh nha't quin ndi tai clia cac khai
niém nghién ciu, phuong phap phan tich yéu to
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khdam pha (EFA) va hé s tin cdy Cronbach’s alpha
dugc van dung. K&t qué tinh toan Cronbach’s alpha
clia 6 thanh phan riéng biét clia Gia tri khiach hang
cam nhan dudc phat trién tdng thé cho ta:

Mot la, 6 thanh phin cla Gid tri khdch hang cdm
nhan Y ciia chudi siéu thi Thé gidi di dong déu c6
hé sd tin cdy Cronbach’s alpha 16n hon 0,727 —
d4p tng tiéu chuin kiém dinh (> 0,70).

Hai la, v6i cdc thang do clia cdc thanh phan: M,
- Chat lugng mat hang béan 1€ (4 bi€n quan sat); M3
- Chiing loai san pham (3 bi€n); M, - Gié ban 1& (4
bi€n); M6 - Vi tri dit siéu thi (3 bi€n) déu c6 hé sd
tin cAy Cronbach’s alpha > 0,70; hé s6 tuong quan
bi€n tdng > 0,5 — dép ting tiéu chuin ki€m dinh,
dudc dua vao phan tich EFA tiép theo.

Ba la, v6i cdc thang do clia 2 thanh phan: Ms -
Dich vu chim sé6c khdch hang va hau mii (6 bi€n);
M5 - Truyén thong Marketing trén nén tdng s§ va
Thuong mai dién t& (4 bi€n) hau hét cdc thang do
clia 3 thanh phin nay déu dat mdc tin ciy
Cronbach’s alpha > 0,70; tudng quan bién tdng >
0,4; tuy nhién c6 3 bi€n quan sit tuong Gng clia 3
bi&n Ms, M, c6 hé s6 Cronbach’s alpha < 0,70 (Ian
lugt 1a 0,5932; 0,6641 va 6248), dong thdi chiing
déu c6 tuong quan bién tdng < 0,3 (Iin lugt 1a
0,2856; 0,2753 va 0,2724) nén loai ra khoi trong
céc phan tich EFA ti&p theo.

Sau khi ki€ém dinh thang do va phan tich EFA
chiing ta da loai 3 bi€n quan sit, con lai 21 bién
quan sit ctia 6 thanh phan va 5 bi€n quan st ciia
Gi4 tri khdch hang cdm nhan déu dugc dua vao
phan tich tuong quan ti€p theo.

4.2.2. Phan tich tuong quan

Mot phudng phap chung dé danh gid gid tri phan
biét 13 ki€m dinh ma trin tuong quan cho cic bién
doc 1ap va bién phu thudc. N&u két qua cho hé s
tuong quan < 0,8 s& chi ra ring cdc bién thanh phan
1a doc 1ap v6i nhau. Bdng 1 t6m tit mdi tuong quan
thong ké Pearson giita c4c bién dugc gidi thich.

Tir Bang 1 cho phép riit ra mot s& nhan dinh:

Mot la, hé s6 tuong quan gita bi€n phu thudc
(Gi4 tri khdch hang cAm nhan Y) va cdc bién gidi
thich déu c6 mifc ¥ nghia thong ké p < 0,05, vi th&
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BAng 1. Phén tich tuong quan gitia cdc bién nghién ciu

Cachbién M M3 My Ms Mg My Y
M 1 0,587* 0,228* 0,484* 0,302* 0,267* 0,377*
Mg 1 0,223* 0,361* 0,333* 0,291* 0,232*
M, 1 0,365* 0,313* 0,342* 0,291*
M5 1 0,317* 0,384* 0,252*
Mg 1 0,316 0,216
My 1 0,222*
Y 1

cdc bién gii thich nay déu c6 thé dua vao md hinh
dé gidi thich cho gi4 tri khach hang.

Hai la, tAt cd hé s tuong quan cip tuyét ddi dao
dong trong khodng [0,216-0,587], nghia 1a khong
vugt qua hé so diéu kién 0,8 - diéu d6 chitng minh
ring cdc bi€n thanh phin déu khong c6 mdi quan
hé cong tuy&n. N6i cach khdc, cdc thang do trong
nghién cttu nay da do ludng dugc cic khdi ni€ém
nghién cttu khic nhau.

4.3. Xy dung mé hinh hoi quy va kiém dinh cdc
gid thuyét

Hdi quy tuyén tinh boi thudng dudc dung dé
ki€ém dinh va gidi thich 1y thuy&t nhan qua. Ngoai
chiic ning 12 mot cong cu md ta, hdi quy tuyén tinh
boi cling dudc st dung nhu mot cong cu két luan dé
ki€ém dinh cdc gia thuyét va du bdo cédc gid tri cla
tong thé nghién ctu. Nhu vy, d6i v6i nghién citu
nay, hdi quy tuyén tinh bdi 1a phuong phap thich
hop d€ ki€m dinh cdc gia thuy&t nghién ciu.

4.3.1. M6 hinh héi quy tuyén tinh boi

Mo hinh hdi quy bdi da duge phat trién nhu sau:

Y;=PBy+B2M, + B3M; + B4My

+ BsM; + BgMg + B7M5 + U; (1

Trong do:

112 hé so chin

k 13 cdc hé s6 hdi quy clia phuong trinh hodi quy.

U, 12 sai s& ngiu nhién.

Ti€n hanh hdi quy tuyé&n tinh bing phin mém
SPSS, chiing ta nhan dugc:

* - mifc y nghia thong ké p < 0,05; ** - mic y
nghia thong k& p < 0,01

Nguén: Xit Iy dit liéu biing SPSS 18.0

BAng 2. K&t qud mé hinh héi quy béi "Gié tri

khéch hdng cdmnhén - Y"

Cacbién Hé s& Mdc
Phuthuc | Gidithich | héiquy nghia
Y C 0,048 0,007
M, 0,089 0,013
M3 0,197 0,000
My 0,277 0,000
Mg 0,296 0,000
Mg 0,095 0,000
M5 0,232 0,023
R2 =0,682; gia tri F = 93,292***; mic y nghia clia
F=0,000* - micy nghia théng k& p < 0,05; ** -mlcy
nghia thong ké p < 0,01

Nguén: Xit Iy dit liéu béing SPSS 18.0

Tir Bang 2, ¢6 thé rit ra mot s6 nhan dinh sau:

Mot la, cac hé s§ hdi quy tuong ng vdi cdc bi€n
gii thich déu c6 mifc ¥ nghia th6ng k& & mitc nhéd
hon 0,05 va 0,01, do d6 cdc bién gidi thich déu c6
dnh hudng dén bién phu thudc Gia tri khach hang
cdmnhin-Y.

Hai la, hé sd xdc dinh bdi R? cia md hinh 1a
68,2% noéi cdch khdc nhém 6 thanh phan gidi thich
dé&n 68,2% cho gi4 tri khdch hang cAm nhan.

Ba la, md hinh hdi quy boi thé hién Gia tri khach
hang cdm nhan dya trén k€t qua nghién cu nay la:

Y;=0,048+0,089*M, + 0,197*M3 + 0,277*My4

+0,296%Ms +0,095*Mg + 0,232%M;  (2)
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4.3.2. Kiém dinh sy phit hop ciia mé hinh va cdc
gid thuyét nghién ciiu

Thit nhdt, trong md hinh (2), khi kiém dinh su
phit hgp clia mo hinh, bing tiéu chuin ki€m dinh
Fisher-Snedecor (F), ta nhan thiy gi4 tri F ¢6 ¥
nghia dang k& vé mit thong ké (p<0,001), diéu nay
chirng td mo hinh nghién cttu 1a hoan toan phti hgp.

Thit hai, bing kiém dinh Student (T), ti't c& cic
hé s& hdi quy déu duong va c6 P_value déu < 0,05
hoidc 0,01, chitng té c4 6 thanh phan déu 4nh huéng
thuan chiéu d&n gi4 tri cAm nhan ctia khach hang.

4.4. Kiém dinh khuyét tdt ciia mé hinh

4.4.1. Pa cong tuyén

Béang 3 cho chiing ta thdy hé s6 tuong quan cip
giita 6 thanh phan: Chat Iugng mit hang ban 1é
(M,), Chiing loai sdn phdm (M3), CAm nhan vé gid
clia khach hang do6i véi cac mit hang ban 18 - Gia
ban 1& (My), Dich vu cham séc khach hang va hau
midi (Ms), Vi trf ddt ctta hang (Mg), Truyén thong
Marketing trén nén tdng s& va Thuong mai dién tir
(M>) déu nhd hon 0,8 do d6 cdc bién nay déu ddc
1ap v6inhau.

Bén canh d6, khi phan tich phan t&r phong dai
phuong sai VIF (Variance Inflation Factors), ta c6:
(Béng 3)

BAng 3. Phuong sai va nhén G phéng dai
phuong sai VIF

Cacbién Phuong sai VIF
Bién phu thuéc: Gia tri khach hang cadm nhan.
M, 0,563 1,314
M; 0,566 1,472
My 0,742 2,161
Mg 0,638 1,815
Mg 0,672 1,878
M, 0,674 1,876

Nguodn: Xit Iy dit liu béing SPSS 18.0
Nhu vay trong md hinh nghién citu (1) cdc bién

gidi thich: Chat lugng mdt hang ban 1é (M,), Chiing
loai sén phdm (M3), Cdm nhan vé gid cda khich
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hang doi v4i cdc mit hang bdn 1€ - Gid ban 1¢é (M),
Dich vu cham s6c¢ khdach hang va hiu mai (M),
Vi tri dit cra hang (Mg), Truyén thong Marketing
trén nén tdng s6 va Thuong mai dién & (M)
khong c6 mdi lién hé cong tinh v6i nhau, chitng té
md hinh nghién cttu (1) khdng cé hién tugng da
cong tuyén.

4.4.2. Kiém dinh phuong sai sai s6 thay doi

Mb hinh nghién citu (1) gip phadi khuyét tat
phuong sai s6 thay d6i (khong thudn nhat) s& lam
céc hé sd hodi quy tr thanh cdc uc lugng khong
tot nhat, lam 4nh hudng dén cdc két qud du bdo
sau nay. Cdc kiém dinh White va ki€m dinh
Glejser dugc st dung dé€ kiém tra hién tugng
phuong sai sai s6 thay ddi ctia mo hinh (1).

e Kiém dinh White

DPé€ kiém tra khuyét tit phuong sai sai so thay
ddi, chiing ta st dung ki€ém dinh White vdi tiéu
chuin ki€m dinh (TCKP) khi binh phuong (Chi-
Square).

BAng 4. Kiém dinh White

Heteroskedasticity Test: White

F-statistic 0.8909
Obs*R-squared 6.0910
Prob. F 0.4611
Prob. Chi-Square(6) 0.4121

Nguédn: Xit Iy dit liéu

T Bing 4, chiing ta nhan thay, véi TCKD khi
binh phuong (Chi-Square) c¢6 mtic y nghia
P_value =0,4121 > 0,05 nén béc bd gia thuy&t mo
hinh (1) c6 phuong sai sai s ngau nhién thay ddi,
hay phuong sai sai s& ngdu nhién 1a thuin nhat.

e Ki€m dinh Glejser

Véi kiém dinh Glejser d€ kiém tra phuong sai
sai s§ thay d8i cia mo hinh nghién cttu (1) ching
ta st dung TCKD Fisher-Snedecor (F).

Tir Bdng 5, chiing ta nhan thay, véi TCKP Chi-
Squared c6 muc y nghia P_value = 0,4072 > 0,05
nén chip nhan gid thuy&t mo6 hinh (1) c6 phuong
sai sai s6 ngAu nhién khong thay ddi.
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Bdng 5. Kiém dinh Glejser

Heteroskedasticity Test: Glejser

F-statistic 1.0357
Obs*R-squared 6.7522
Prob. F 0.4072
Prob. Chi-Square(6) 0.3733

Nguédn: Xit Iy dit liéu

Nhu vay, phuong sai sai s6 ngAu nhién clia md
hinh nghién ctu (1) 1a thuin nhat, ddng déu va
khong thay ddi.

5. Mot s6 k&t luan va khuyé&n nghi

Tir mot s6 két qua nghién citu dinh lugng vé
gid tri cdm nhdn cia khédch hang, chiing ta rit ra
mdt sd k&t luan va khuyé&n nghi sau:

- Thit nhdt, Nhém 1 gdbm 2 thanh phin: Cdm
nhin vé gid clia khdch hang d6i véi cdc mit hang
bdn 1é - Gid bdn 1é (M), Dich vu chdm séc khach
hang va hdu mii (Ms) ¢6 dnh hudng quan trong
nhat d&€n Gid tri cdm nhan ctia khdach hang theo
thét ty thd nha't va thd hai. O vi tri thi ba va thd

TAILIEU THAM KHAO:

1a nhém 2, gbm 2 thanh phin: Truyén thong
Marketing trén nén tdng s6 va Thuong mai dién tir
(M5), Chiing loai sdn phim (M3). Do d6, cdc siéu
thi ban 1& nén c6 chuong trinh phit hdp vé gid,
ciing nhu ning cao chat lugng phuc vu khiach hang
dé nang cao ning lyc canh tranh ctia minh. Pong
thdi, cdc mit hang trong siéu thi can da dang,
phong pht vé chiing loai, miu ma dé dap tng nhu
cAu ctia khdch hang, canh d6 cic kénh truyén
thong, kénh xiic ti€n ban hang cin dudc cii thién
dé€ ngudi mua c6 thé ti€p can tdi duge nhiu nhat
cdcloai sdn pham trong siéu thi.

- Thit hai, Nhém cdc yé&u t& c6 tim dnh hudng
y&u nhit d€n Gid tri cdm nhin cla khdch hang
theo thtt ty tht ndm, th& sdu, 12 nhém 2 thanh
phan con lai: Chat lugng mit hang ban 18 (M2),
Vi tri dit ctta hang (M6). Py 1a nhém yé&u t6 ¢
4nh hudng thAp nhit d&€n gid tri cAm nhin cla
khach hang, chiing té ring xét § mirc do tich cuc
thi sy hai long ctia khdach hang danh cho siéu thi
ddi véi nhém 2 y€u t6 nay 1a t6t hon cho nhém 4
yéutd & trén W
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ABSTRACT:

This study explores the factors that create the customer value in general and the perceived
value of customers in particular when customers go shopping at Mobile World stores in Hanoi.
The study proposes research models and scales based on theories and results of preivous
studies. The study also interviews customers at Mobile World stores in Hanoi. The proposed
research model consists of one dependent variable named Customer perceived value (Y) and
seven explanatory variables with 28 observed variables used to measure seven following
factors: Retail product quality (M,), Product category (Mj3), Price perception of customer
towards retail items - retail price (My), Customer care and after-sales service (Ms), Store
location (M6), Digital marketing on e-commerce platforms (M5). The study finds out that
these seven factors all affect the perceived value of customers.

Keywords: perceived value, supermarket, retail price, Mobile World supermarket chain.
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