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TOM TAT:

Bai viét phan tich tdc dong clia cic y€u td tic dong dén gid tri cAm nhéan clia khich hang khi
mua sim tai cdc siéu thi ban 1& tai Thanh phd Tra Vinh. Nghién cttu st dung phuong phap dinh tinh
k&t hgp dinh lugng, mAu dudc thu thap tir 322 khach hang tai cdc siéu thi trén dia ban, thong qua
phuong phap d4nh gi4 do tin ciy biing hé s6 Cronbachs Alpha, phan tich nhan t& kham ph4 (EFA)
va phan tich hdi quy tuy&n tinh boi. K&t qué cho thdy 5 nhan t6 4nh hudng d&n gid tri cdm nhén
khach hang gdm: (1) Chat lugng cAm nhan, (2) Ching loai hing héa, (3) Trung bay trong siéu thi,
(4) Kha niing phuc vu clia nhin vién, (5) Gid cd mang tinh tién té. Dva vao két qua nghién ctru, bai

bdo dé xudt cic him y quan tri nhiim gia ting gia tri cAm nhan ctia khach hang vé cic siéu thi ban

1€ trén dia ban.

T khéa: gia tri cAm nhn, siéu thi ban 1&, thanh phd Tra Vinh.

1. Dat van dé

Theo Bo Cong Thuong, trong 2 thing diu nim
2023, tong mifc ban 1& hiang héa va doanh thu dich
vu tiéu ding uSc dat 994,2 nghin ty dong, ting 13%
so v6i cung ky ndm truc, doanh thu ban 1& hang
héa u6c dat 781,8 nghin ty dong, ting 10,1% so véi
cliing ky nim trudc, riéng tai Tra Vinh t8ng mic
ban 1& hang héa va doanh thu dich vu 2 thang diu
nim dat 9.785,99 ty dong, dat 18,65% k& hoach,
tang 72,2% so vGi cung ky; trong d6, ban 1€ ting
73,15% so cung k¥, két qua nay cho thdy tin hiéu
ting trudng tich cuc cda thi trudng ban 1é va thé
hién stfc mua clia thi trudng tuong doi tot.
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Bdo cdo CBRE chiu A cho thiy, xu hudng thi
truong ban 1é Viét Nam sau dai dich da va dang c6
nhitng tin hiéu tich cuc, cdc siéu thi s& vinla lya
chon wua thich ctia khdch hang. Hién nay, cd nuGc
c6 1.167 siéu thi, tai Tra Vinh, s6 luong siéu thi
ciing d ting 1én rat nhiéu. Theo khdo sit thuc t&
cla tdc gid, Thanh phd Trd Vinh hién c6 4 chi
nhdnh sié€u thi 16n, d6 la: Siéu thi CO.OPMART,
siéu thi GO!, siéu thi WINMART+ (9 clra hang),
siéu thi Bach Héa Xanh (2 ctta hang). Céc siéu thi
khong chi canh tranh v4i nhau, ma con phai canh
tranh v6i chg truyén thdng. Thém vao d6, khich
hang khé tinh hon, hi€u bi€t va yéu ciu cao hon
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vé chi't lugng dich vu, quan tAim hon cdm nhin va
nhirng gid tri ma ho nhan dudgc.

Dé gitip cdc siéu thi nhan thirc rd hon vé 1¢i ich
cla viéc cung cip céc gid tri ma khach hang thuc
sy mong mudn, cé nhitng chién luge phit hgp dé
nang cao gid tri cdm nhan cda khdch hang va hiéu
qua canh tranh thi viéc phan tich cdc y€u to tic
dong dé&n gid tri cAm nhan ctia khdch hang ddi véi
céc siéu thi ban1é 1a can thiét.

2. Ca'sé 1y thuyét

Gid tri cdm nhan: Theo Zeithaml (1988), gi4 tri
cam nhin 1 dinh gid tong thé cda ngudi tiéu
dung vé tién ich cla sdn phéfm dua trén nhéin thac
vé nhitng gi nhan dugc va nhitng gi ho di bd ra.

Theo Nguyén Thi Hong Thim (2009), gid tri
cam nhin ctiia khdach hang 1a sy cdm nhin va ddnh
gi4 tdng quat cia khach hang vé danh ti€ng, chat
lugng, gid cd tién té, gid c4 hanh vi va phdn tGng
cam xtc ctia khdch hang d6i véi dich vu.

Nguoi tiéu dung cAm nhan dudc gid tri cia mot
san phim tly theo hoan cinh ctia ho (Cooper,
1988) va dua ra ddnh gid gid tri cda sin phim
trong ti€n trinh ra quyét dinh mua hang héa, din
dén hanh vi mua. Gid tri cdm nhén thay d6i trong
cac giai doan khdc nhau cia qué trinh mua hang
(Parasuraman & Grewal, 2000).

3. Phuong phap nghién ciu

3.1. M hinh va cdc gid thuyét nghién ciiu

Dua trén cd s& 1y thuyé&t, cdc cong trinh nghién
citu true, két qua thdo luAn nhém chuyén gia, tic
gid xay dyng md hinh nghién ctu nhu Hinh 1.

Céc gid thuyé&t nghién citu gobm:

Hinh 1: M6 hinh nghién ciu dé xuét
( Chaét lugng cam nhan )7

( Gia ca mang tinh tién té

Gid tri
cdm
nhdn

.

( Chling loai hang héa

( Trung bay trong siéu thy

( Kha nang phuc vu clia nhan vién

Nguon: Tdc gid dé xudt

(1) Chat lugng cAm nhan: Theo Petrick (2002),
chatlugng cdm nhan 1a qué trinh nhén thic va danh
gia ctia khach hang vé sy vugt troi va ndi bat cia
hang héa dich vu ma khach hang nhan dugc. Hang
héa, dich vu c6 chat lugng cao théa man dugc nhu
cAu va mong ddi clia khach hang sé kich thich qui
trinh cAm nhan clia khach hang vé gi4 tri ma ho
nhin dugc khi sit dung hang héa, dich vu.

Gid thuyét HI: Chdt lugng cdm nhan tdc dong
tich cuc dén gid tri cdm nhan.

(2) Gid c4 mang tinh tién té: Gid c4 1a thif ma
ngudi ti€u dung tir bd hodc hy sinh dé thu dugc mot
san pham (Zeithaml, 1988). Gi4 c4 tién t& dugc do
ludng bing sy twong xing giita gid cd khach hang
bd ra va hang héa dich vu ho nhan dugce (Petrick,
2002). Khich hang cang cdm thiy gid ci tién té
tuong xing v6i nhitng gi ho nhan dugc thi gid tri
cam nhin clia khich hang vé hang héa, dich vu sé&
cang cao.

Gid thuyét H2: Gid cd mang tinh tién té tdc dong
tich cuc dén gid tri cam nhan.

(3) Chiing loai hang héa: Trong kinh t€ hoc,
chiing loai sdn phim thudng dugc phan theo khai
niém bé rong va bé siu. V& bé rong clia ching loai
hang héa dugc do bing sd cic loai sin phim trong
danh muc sidn phdm. Con bé siu cta ching loai
hang héa dudc do bing loai cac kich thuc, mau sic
va miu mi cdc san phim c6 trong mdi dong sin
phdm. Trong“cdc y&u td thda min nhu ciu khich
hang, y&u t& sin phim déng mdt vai trd quan
trong. Theo Pham Xuin Lan, Huynh Minh Tam
(2013), ching loai“hang héa ty 1& thuidn v4i gid tri
cam nhén caa khich hang. Hang hoa trong siéu thi
cang phong phi, da dang va c6 nhiéu sy lya chon
cho khich hang s€ mang lai sy tin cy va hai long
cho khach hang.”

Gid thuyét H3: Chiing loai hang héa tdc dong
tich cuc dén gid tri cdm nhan.

(4) Trung bay trong siéu thi: Hang héa trung
bay dep, da dang va bidt mit trong cdc gian hang
cta siéu thi s€ kich thich sy chd y va kich thich
hing thd mua hang cia khdach hang. Pay 1a nhém
yé&u to thudn tién trong cdc yé&u t6“théa mian nhu
cau khiach hang.”Khach hang thudng chi trong
dén sy thuin tién, nhanh chéng khi mua sim.
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Theo Pham Xudn Lan va Huynh

Bdng 1. Hé sé Cronbach’s Alpha clia thang do

Minh Tam (2013), trung bay hang o ,
héa modt cdch khoa hoc sé& Thang do So b'er,'t CroAInb:chs
gitip“khdch hang d& tim ki€m hang quan sa pha
hoa, ti€t kiém thoi gian khi mua | oy 000 cam nhan 5 0,786
sam, diéu nay s€ lam gia tdng gid
tri cdm nhan cla khich hang doi Gia cad mang tinh tién té 5 0,762
vdi siéu thi. Tdc gid k¥ vong, nhan - —
t6 trung bay trong siéu thi c6 tdc Chuing loai hang hoa 3 0.714
dong thudn chiCu dén gid tri cim Trung bay trong siéu thy 4 0,758
nhan ctia khdch hang.
Gid thuyét H4: Trung bay hang Kha nang phuc vy clia nhan vién 4 0,850

héa tdc dong tich cuc dén gid tri . A

) A Giatricamnhan 4 0,838
cam nhdn.

(5) Kha niang phuc vu ctia nhian
vién: Theo Pham Xudn Lan, Huynh
Minh Tam (2013), trong cdc yéu t6 thda min
khach hang, y&u t§ con ngudi déng vai trd quan
trong, 4nh hudng nhiéu d&€n hoat dong kinh doanh
cia doanh nghiép. Kha ning phuc vu clia nhin
vién gdm k¥ ning chuyén mon, thdi d6 ctia nhan
vién khi phuc vu khach hang, khi mdt nhan vién
hi€u 16 cdc ki€n thitc vé khach hing, sin phim,
c6 thdi d6 vui vé, An cAn, niém nd phuc vu khach
hang sé& ddp tng dudc nhu ciau khich hang, tir 6
lam ting gid tri cdAm nhdn cho khdch hang
(Chumei Gan, Weijun Wang, 2017).

Gid thuyét H5: Khd ndng phuc vu ciia nhdan
vién cé tdc dong tich cuc dén gid tri cdm nhan.

3.2. Phuong phdp thu thdp va phdn tich dit li¢u

Tac gid da thu thap di liéu tir 350 khdch hang
qua phi€u khdo sdt. K&t qua 322 phi€u khdo sdt
hgp 1&. Dit liéu thu thip dugc ma hda va x 1y trén
phin mém SPSS 20.0. C4c phuong phip dugc sit
dung trong nghién cttu gdm: Thong ké mo td miu
nghién citu, dinh gi4 dd tin cdy clia thang do bing
Cronbach’s Alpha, phin tich nhin t6 khdm phd
EFA, phan tich hdi quy tuyé&n tinh va thyc hién cdc
ki€ém dinh @€ phan tich midc do tic dong va y
nghia clia mdi nhan t& d&n gi4 tri cdAm nhan.

4. Két qua nghién ciu va thdo luan

Sau khi ki€m dinh d6 tin cdy Cronbach’s Alpha
21 bi€n quan st ca 5 nhan t6 doc 1ap va 4 bién
quan sit cia nhan t6 phu thudc hé s6 Cronbach’s
Alpha 1an lugt 1a 0,786; 0,762; 0,714; 0,758; 0,850;
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Ngudn: Két qud khdo sdt va phan tich dit lidu ciia tdc gid

0,838 > 0,6 va hé s6 tuong quan bién tdng clia cic
bi€n déu > 0,3 (Bang 1) nén déu dudgc giif lai phan
tich EFA.

K&t qud phan tich EFA bién doc 1ap c6 hé s&
KMO = 0,834 > 0,5 cho th'y phan tich nhan t6 phu
hop v6i dit liéu nghién ctu va ki€m dinh Bartlett
c6 ¥y nghia vé& mit thong ké (Sig = 0,000) c4c bién
quan sdt c¢6 tuong quan trong tdng thé. K&t qua
phin tich ctia 5 nhan t& doc 1ap dudc rit trich tai
di€ém Eigenvalues 1a 1,924 > 1, téng phuong sai
bing 59,026% > 50% dat yéu ciu thda diéu kién
phan tich nhin t§; hé s6 tdi nhan t& clia 21 bién
quan sat déu > 0,5 nén dugc giit lai. K&t qua phan
tich EFA bién phu thudc hé s6 KMO = 0,813 >
0,5, ki€m dinh Bartlett c6 y nghia vé mit thong ké
(Sig = 0,000), tdng phuong sai bing 67,465% >
50% dat yéu ciu thda diéu kién phan tich nhan t3;
hé s6 tdi nhan t6 clia 4 bi€n quan sdt déu > 0,5 nén
dudgc gitt lai.

K&t quéd Bang 2 cho thdy mo hinh ¢6 dd phi
hdp dat yéu cau. Hé s6 R2 hiéu chinh cia mo hinh
1a 0,528, c6 nghia 52,8% su bi€n thién gid tri cdm
nhan dudc gidi thich bdi sy bi€n thién cla cdc
bi&n doc 1ap. T4t cdc hé s& VIF déu nhé hon 2 nén
khong c6 hién tugng da cong tuyén. Hé s& Durbin
- Watson ctia mo hinh 1a 1,961, chiing td md hinh
khong c6 hién tugng ty tuong quan.

Dua vao Bang 2, tic gid viét dugc phuong trinh
hdi quy chura chuén héa nhu sau:
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Bdng 2. K&t qud uéc lugng md hinh hdi quy

Bién doc lap Hé s6 Beta Beta chun héa Sig. VIF
(Hang s6) -0,536 0,024
Chét lugng cdm nhéan (CL) 0,143* 0,126* 0,003 1,251
Gia ca mang tinh tién té (GTT) 0,086** 0,075* 0,070 1,174
Chling loai hang héa (HH) 0,321* 0,292* 0,000 1,278
Trung bay trong siéu thy (TB) 0,290* 0,276* 0,000 1,176
Kha nang phuc vu ctia nhan vién (NV) 0,309* 0,306* 0,000 1,305
Gia tr kiém dinh F cia mé hinh 72,874
Gia tr) R2 hiéu chinh 0,528
Giatr) Sig. cia mé hinh 0,000
Hé s& Durbin-Watson 1,961

Ghi chii: *Miic Y nghia 5%; **Miic y nghia 10%

GTCN =-0,536 + 0,143*CL

+0,321*HH + 0,290*TB
+0,309*NV + 0,086*GTT

K&t qua phan tich hdi quy cho thiy trong 5 nhin
t6 dugc dé xuat trong mo hinh, c6 4 nhin t& tdc
dong tich cyc dén gid tri cAm nhan ctia khach hang
& muc y nghia 5% va 1 nhin t6 tic ddng tich cuc
dén gi4 tri cAm nhan & mic ¥ nghia 10%.

5.Ham y quan tri

Nhim gitp céc siéu thi tai TP. Tra Vinh gia ting
gid tri cdm nhan clia khdch hang, tic gid dé xuat
mot s6 ham y qudn tri nhu sau:

(1) Chat lugng cdm nhan, theo nguyén tic,
hang hdéa bdn trong si€u thi phdi dat nhitng tiéu
chuin ki€m dinh chat lugng dau vao nhit dinh,
nhung cdc mit hang nhu ndong san, thit cd tudi
song, hang dong lanh ddi khi vin chua hoan toan
ddm bao cdc tiéu chudn chat lugng. Thyc t&, da cé
trudng hgp thit, hdi sdn, rau qua mua tir si€u thi c6
diau hiéu hdng, vi vay siéu thi vin nén ddm bio
chat lugng hang héa bing cach thit chit khau
ki€m tra tru6c khi nhap hang héa va trong sudt
thdi gian ban hang.

Hang héa cin c6 day di thdng tin xudt xif, gid ca

Nguén: Két qud khdo sdt va phan tich dit li¢u ciia tdc gid

trén nhan mac, trung bay cic cam két chat lugng,
chitng nhan ki€m dinh chat luong tai khu vuc bay
ban sdn phdm dé khich hang c6 thé tin tudng khi
mua hang.

Bén canh d6, siéu thi nén c6 nhitng gidi phap
cho tinh trang mui thifc 4n tuoi sdng, mii thic in
ch& bién sin gy 4nh hudng xau d&€n“cdm nhan cla
khach hang trong qud trinh mua sim.”Siéu thi c6
thé st dung may khuéch tin tinh diu thom dé tao
nén cdm gidc hing thia cho khiach hang trong khi
mua sim.

Nang cao cdm nhan cda khdch hang bing cdc
hoat dong trai nghiém dung thit &€ khach hang cé
nhitng danh gid trung thyc, trén cd sG d6 lam cian
ctr d€ xay dung nhitng chi€n lugc vé chat lugng
san pham.

(2) Chiing loai hang héa, su da dang vé s& ludng
cdc mit hang cling nhu nhin hiéu sé gép phan thu
hidt su chd § ctia khdch hang. Vi vdy, cdc siéu thi
cAn nang cao sy’ chuyén nghiép trong cdc khau tir
1ap k€& hoach nhap hang va dv trit hang hoa, cip
nhat thong tin vé sin phdm, cic chuong trinh
khuyén mii trén cdc phuong tién thong tin dai
chiing, fanpage hoic website clia siéu thi d€ kip
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thdi cung cip cho khich hang nhitng sdn phaAm m&i
phit hgp v6i xu huéng trén thi trudng, cung Gng dén
diéu phoi ngudn hang héa dé dap tng ding mit
hang, s6 lugng hang ciing nhu rit ngidn thoi gian,
tang su thda méan khach hang.

(3) Trung bay trong siéu thi, khdong gian bén
trong cAn dugc bay tri mot cach khoa hoc, ¢6 tinh
k&t ndi, hd trg giita cdc gian hang v6i nhau. Anh
sdng phdi ddy du, nhiét do phi hop.

Bén canh d6, gid ca tai cdc ké trung bay phai
tuyét doi ding vdi san pham va duge cap nhat kip
thdi khi ¢6 thay ddi, trdnh sy nhdm 14n cho khach
hang.

(4) Khd niing phuc vu clia nhan vién, d6i véi
nhitng vi tri cAn sy ti€p xiic truc ti€p v6i khach hang
nén chon nhitng ngudi da c¢6 nhiéu kinh nghiém, 1a
ngudi gidi giao ti€p, vui vé va sdn sang hd trg cac
yéu ciu clia khdch hang.

Nang cao viéc dao tao nhan vién thu ngan cé
khd niing thanh todn nhanh va khd niing gidi quyé&t
van dé phét sinh khi dong khach. Pic biét, trong
khau thanh todn héa don, cin thuc hién nhanh
chéng va chinh xdc hon. Ki€m tra kha niang xit Iy
van dé clia nhan vién bing cic tinh hudng bit ngd,
tir d6 1én k& hoach hu&n luyén lai nhan vién, d€ ho
am hiéu vé cdc sdn phdm dic biét 12 m§ pham, thuc
phiam chtic ning, dd gia dung, d€ tur van chinh xic
cho khéch hang.

Siéu thi nén xay dung cdc hop thu gép ¥,

TAILIEU THAM KHAO:

chatbox dé ti€p nhan va phan hdi thong tin khdch
hang mot cdch kip thdi va nhanh chéng ¥ ki€n clia
khdch hang vé nhin vién, dua trén nhitng y ki€n
d6 c6 chinh sach thi dua khen thudng cu thé cong
bing d€ kip thdi khen thudng nhin vién nhin
dudc phan hoi tich cuc tir khach hang, x{ phat hgp
1y nhan vién bi khdch hiang dinh gid tiéu cuc, dé
tao dong luc thic ddy nhan vién lam viéc tich cuc.

(5) Gid c4 mang tinh tién té, cdc siéu thi mudn
duy tri 1di th€ canh tranh v6i siéu thi khdc va véi
kénh mua sim thay thé& 13 cdc chd truyén thong,
duy tri cAm nhin va gia ting cAm nhéin clia khdch
hang mua sim tai cdc siéu thi thi ngodi viéc ban
ding gid niém yét, phu hdp véi mic gid canh
tranh trén thi trudng, ban ding gia vdi cdc chudng
trinh khuyén mai da cong khai, khong ting, gidm
gid dot ngdt s€ 1am khdch hang cdm thdy khong
hai long hoic nghi ngd vé chat lugng sdn phim.

Han ché&: Do nhitng gidi han nhat dinh vé
ngudn lyc, nghién citu chi dirng lai véi quy md
mau nhé (n=322) va ducc thuc hién tai mot sd
siéu thi di€n hinh trén dia ban, nén vin con mot sd
han ch& nhu kich thu6c miu chua dd 16n nén tinh
dai dién chua cao,...

Huéng nghién citu ti€p theo: Thuc hién vé6i s&
lugng miu 16n hon hodc mé rong pham vi khong
gian nghién ctu nhim phdt hién thém nhitng nhan
t6 4nh hudng d€n gi4 tri cAim nhan cta khdch hang
va ¢6 nhitng ham y chinh sdch toan di€n hon ®
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ABSTRACT:

This study analyzes the impact of factors on the perceived value of customers when they go
shopping at retail supermarkets in Tra Vinh city. The study uses both qualitative and
quantitative analysis methods including Cronbach's alpha, exploratory factor analysis (EFA) and
multiple linear regression analysis. The study’s research sample size is of 322 customers and
data is collected via surveys from retail supermarkets in Tra Vinh city. The study finds out that
there are five factors affecting the perceived value of customers, including: (1) Perception
quality, (2) Product variety, (3) Store display, (4) Employee service ability, and (5) Price. Based
on these results, some management implications are made to help retail supermarkets in Tra
Vinh city enhance the perceived value of customers.

Keywords: perceived value, retail supermarkets, Tra Vinh city.
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