NGHIEN CUU MUC PO THOA MAN CUA KHACH HANG

VE CHAT LUQNG DICH VU TAI HE THONG CAC SIEU THI TP.HCM
Trdn Thi Hué Chi’
TOM TAT
Khéng nhw cdc don vi san xudt hang héa théng thuong, cdc doanh nghiép kinh doanh dich vu
rat khé chudn héa chat lwong dich vu boi vi né khong chi phu thudc vao chinh sach chat lwong riéng
ciia cong ty ma con phu thugc vao sy danh gia cia khach hang. Chinh vi thé, dé théa mén nhu cau
ciia khdch hang va ndng cao nang liwc canh tranh, moi siéu thi can phdi biét khach hang danh gid nhie
thé ndo vé nhitng dich vu do minh cung cdp, nhitng yéu té nao da lam hdi long hodc chwa lam hadi
long khdch hang, nhitng yéu té nao tac dong nhiéu hon dén nhan thire cia khdch hang...

Trong khudn khé bai viét nay, nguwoi viét dia trén mét sé quan diém 1y thuyét vé chat lrong
dich vu dé ldp ludn cu thé vé chat luwong dich vu cua riéng loai hinh kinh doanh dich vu siéu thi tai
thi truong thanh phé Ho Chi Minh. Pong thoi, théng qua viéc nghién ciru dinh tinh (SLZ’ dung
phwo’ng phap Thao lugn nhom) va nghién cuu dinh luong (su dung phwong phdp Phong vin triee
tzep) tai hé thong siéu thi Co-opMart — mét hé thong siéu thl tiéu biéu ciia Tp.HCM — tdc gia dé
xudt mét sé gidi phdp nham hwéng dén sw théa man nhu cau cia khach hang va hoan thién chit
lwong dich vu tai hé thong cac siéu thi TPHCM.

Tir khéa: chat lwong dich vu, thoa man khach hang, siéu thi
SUMMARY

Unlike normal manufacturing concerns, it is very difficult to standardize service quality
because it depends on not only quality policies of each business but also customer evaluation.
Therefore, to meet the customers’ needs and improve competitive ability, each supermarket must
know how customers evaluate services offered to them,; which factors satisfy or dissatisfy them,
which factors affect more on customer’s perception....

In this writing, the author based on some theories of service quality to discuss in detail
service quality at supermarkets, simultaneously, suggest some solutions targeting to customer
satisfaction and enhance service quality of supermarket system by qualitative research (focus group
discussion) and quantitative research (face-to-face survey) at the system of Co-opMart — a typical
system of supermarkets in Hochiminh City.
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1. PAT VAN PE than cua ho ciing gia ting. Theo quy ludt tat yéu
cua thi truong, loai hinh kinh doanh siéu thi —
mot hinh thirc ban 1& van minh, hién dai — da
xudt hién va ngay cang ching t6 vai trd khong
thé thiéu trong nganh thuong mai.

Su ting trudng kinh té nhiing nim gan
day cua Viét Nam d3 lam cho doi sdng nguoi
dan cang duogc cai thién va song song voi tién
trinh d6, nhu cau tiéu dung vé vat chat 1an tinh

" ThS. GV. Khoa Quén trj kinh doanh, Trudng Dai hoc Cong Nghiép TPHCM
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Tap chi Pai hoc Céng nghiép

Tuy nhién, qua trinh hoi nhép kinh té thé gisi da
doi hoi Viét Nam phdai md ctra thi truong nodi
dia. Va v6i muac do ti€u dung tang trudng nhanh
ca vé s6 luong 13n chét lugng, Viét Nam dang
tr¢ thanh “diém dén” hdp din cta nhiéu tap
doan phan phdi 16n cua nudc ngoai. Nhu vay,
mot cugc chay dua cam go gilta cic nha phan
phdi trong nudc va nude ngoai da thuc su xay
ra. Néu khong chuan bi chu ddo, cac cong ty
trong nudc kinh doanh linh vyc thuong mai -
dich vu s& ¢6 thé bi thua ngay trén san nha. bé
tang loi thé canh tranh va luu gitr long trung
thanh cia nguoi ti€éu dung, mét doanh nghiép
can phai biét 1am thoa mén nhu cu cta khach
hang.

2.CO SO LY LUAN

Chit lwong dich vu siéu thi (service
quality supermarket) dugc hiéu 1a toan bo
nhting hoat dong hay l¢i ich ting thém ma siéu
thi cong hién cho khach hang nham thiét lap,
cing c¢b va mo rong nhitng quan hé dbi tac 1au
dai voi1 khach hang thong qua viéc tao nén su
hai long cho khach hang.

Theo Hiép hoi Kiém tra Chat luong Hoa
K}‘/l, chét lugng dugc dinh nghia 1a toan thé
nhiing tinh ndng va thudc tinh cia mdt san
phém hoac dich vu chira dung kha nang lam
théa man nhu cau cua khdach hang. Nhimng dinh
nghia c6 tinh dinh hudng theo khach hang nhu
vy déu ndi 1én rang mot doanh nghiép dat chat
luong toan dién chi khi san phém hay dich vu
ctia doanh nghiép d6 dap tmg di hay nhiéu hon
murc ky vong cua khach hang. Nhu véy, chét
luong dich vu bat dau bang nhu cau cia khach
hang va két thic bang su hai 10ng (sy thoa mén)
cua ho.

Su théa man cia khach hang khi s
dung dich vu siéu thi (customer satisfation) 1a
mot khai niém rat tuong ddi vi n6 tuy thudc vao
nang suét thuc hién ma khach hang cam nhén

! Philip K. & Gary A.(2004), Nhitng nguyén Iy tiép thi —
tap 1, tr.36

duoc tir mot dich vu do siéu thi cung cip so voi
ky vong ctia ban than ho. Mot khach hang khi
dén mua sam tai siéu thi khong don gian chi 1a
mua san phém cu thé nao do, ma ho mua gid tri
mong doi tir san pham dé. Gia tri mong doi nay
cao hay thfip phu thudc vao hoat dong dich vu
khach hang ma siéu thi cung cap cho khach. Co
thé thay rd hon sy mong doi ctia khach hang anh
huong nhu thé nao dén dich vu khich hang
thong qua viéc nghién ctru 3 cip do “héa than”
ciia mot san pham dugc kinh doanh trong siéu
thi:

- Thanh phan “vdt chat” cua san pham: 1a
phan xac cua san pham dung d€ mua ban. Vi du:
dau goi dau, thuc pham dong hop, quan 4o may
san,...

- Thanh phan “mong doi” ciia san pham:
bao gém cac dich vu cong thém vao cho san
phém duoc kinh doanh trong si€u thi. Vi du: tu
van st dung my phdm, giao hang tan nha cho
khach, thanh toan bang thé, ...

- Thanh phan “ting thém” ciia san phdm:
la nhitng dich vu vugt qua sy mong doi cua
ngudi mua, bao gop tong sd cac loi ich do san
pham mang lai. Vi du: chic mimg nhéan dip sinh
nhat khach hang, hiéu duoc mdi quan tam dic
biét cia mdi ca nhan khach hang,. ..

Tém lai, co sé 1y luén vé chét luong dich
vu cho théy, sy thoa man cua khiach hang vé
chat lugng dich vu phu thudc vao khoang cach
gitra muc do ky vong cua ho ddi voi mot dich
vu va muc d0 cam nhan cia chinh ban than ho
d6i voi dich vu d6. Cu thé 1a chit luong dich vu
duoc thé hién qua nam thanh phan chinh (duoc
goi 1a md hinh “Ndam thanh phdn chat hrong
dich vu”) bao gém: murc do tin cqy, murc do dap
ng, nang lwc phuc vy, mirc do dong cam va
phuwong tién hitu hinh.

3. KET QUA NGHIEN CUU

Quy trinh nghién ctru su théa man cua
khéach hang vé chat lugng dich vu siéu thi duoc
thuc hién qua hai giai doan sau:
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Nghién ciru murc doé thoa man...

3.1. Giai doan 1:
(nghién ciru dinh tinh)

Nghién ctu so' bo

K¥ thuat dugc thuc hién ¢ budc nay la
thao lugn nhom (focus group discussion). Cu
thé 1a tac gia truc tiép gip gd va trao d6i véi 10
nguoi da va dang str dung dich vu siéu thi tai
thanh phd H6 Chi Minh vé& mét sd yéu t6 lién
quan dén chét luong dich vu cua si€u thi. Muc
dich ctia budc nay nham kham pha cac yéu tb
chét luong dich vu si€u thi dugc cdm nhén badi
khéch hang trén co s& moé hinh “Nam thanh
phan chdt lwong dich vu”. Cac yéu té nay dugc
tap hop thanh nim nhom chét luong dich vu
si€u thi chinh dugc khach hang dac biét quan
tam nhu sau:

(1) Thanh phan miic dp tin cdy (gdm 4
bién quan sat)

- Uy tin thuong hi¢u cua siéu thi
- Cung cép dich vy diing cam két
- Cung cap dich vy dung thoi diém

- Giai quyét khiéu nai, thic mac cua
khach hang

(2) Thanh phan chdt lwong va gid cd
hang héa (gdm 3 bién quan sat)

- Chung loai hang hoa

- Chét luong hang hoa

- (Gié cd hang hoa

(3) Thanh ph,?ln phwong tién hitu hinh
(gom 8 bién quan sat)

- Diéu kién mat bang

- Vi tri cua siéu thi

- Tinh hdp dan va thu hut cta siéu thi

- Céc trang thiét bi va co s¢ vat chat

- Viéc sip xép hang hoa va quay ké

- Thoi gian lam vi¢e cua siéu thi

- Dong phuc nhén vién
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- Tinh v¢ sinh cua siéu thi

(4) Thanh phan néng liwc va nhéin lyc
phuc vu (g0m 3 bién quan sat)

- Nang luc phuc vu cua nhan vién
quay hang khu tu chon

- Nang luc phuc vu ctia nhan vién thau
ngan

- Nang lyc phuc vu cua nhan vién cac
bd phén phuc vu va ho trg ban hang

(5) Thanh phan hogt djng hé tro bin
hang (gdm 6 bién quan sat)

- Chl,rong trinh “Khach hang than
thict”

- Céc chuong trinh khuyén mai

- Dich vu giao hang tai nha

- Dich vu goi qua

- Dich vy ban hang qua di¢n thoai

- Dich vu thanh toan b?mg thé tin dung

3.2. Giai doan 2: Nghién ctu chinh
thirc (nghién ctru dinh luwgng)

K¥ thuat dugc thyc hi¢én & budc nay la
phong vin truc dién (face-to-face interview). Cu
thé, tac gia va mot s6 sinh vién tai truong Dai
hoc Cong nghiép thanh phé HO Chi Minh tién
hanh phong van truc tiép 197 khach hang (trén
252 mau phat ra) cia hé thong siéu thi
Co.opMart thong qua bang cau hoi “Tham do y
kién vé mirc do théa man ciia khdch hang khi sir
dung dich vu siéu thi”. Muc dich ctia budc nay
nhim thu thiap va tong hop thong tin so cap
trong cau tra 161 cua céc khach hang.

e Xay dung mo hinh nghién ciru

Tiép ndi két qua & budc nghién ciru dinh
tinh, tac gia nhan thdy 5 thanh phan cia chét
luong dich vu si€u thi c6 kha nang tac dong vao
su théa man cta khach hang nhu sau:



Tap chi Pai hoc Céng nghiép

X1 = Muec d6 tin cay

4 )

X2 = Chét lugng va gia ca hang hoa

Y
Mtrc do

thoa man cua
khéch hang

X3 = Phuong tién hiru hinh

\E
chat lugng

A 4

dich vu

X4 = Nang lyc va nhan luc phuc vu

siéu thi

- J

X5 = HO tro ban hang

So d6 1: M6 hinh sur téc dong cua nam thanh phdn chat lwong dich vu siéu thi dén su théa mén cia
khach hang

Mo hinh trén duoc biéu dién dudi dang

Bang 1: Cdc hé s6 tin cdy Cronbach’s

Phuong trinh hdi quy tuyén tinh da bién (md Alpha
3 * A 1A , A ; - \ A _ _
hlrih ) the hle_:.n sy tac ﬁong (I:ua;nam ,thanIAl phE}n Bitn Tén thanh Hé s
chat lugng dich vu si€u thi dén mtc do thoa ) A . X R
o , . i} phan (bién) Cronbach’s
man cua khach hang nhu sau:
Alpha
Y =8 X+ B Xo+ B3 Xa+ BaXat Bs Xs + Bo X Mu;c do tin cay 0,627
X, Chat luong & 0,627
Trong do: gia ca hang hoa
Y- bifn vhu thude (d i b X; Phuong tién 0,800
: t ﬁinhg ut ’uQ(ci A( ﬂel[?en eNnt vvarzlizh’e)},1 hitu hinh
€ hién mie d9 thoa man eua khich G T g [ 0833
hang vé chat lugng dich vu siéu thi R
nhan lgyc phuc
Xn:bien doc 1ap tht n (independent vu
variable) hodc thanh phan thor n tac Xs |Hoat dong hd 0,786
dong dén Y trg ban hang
Bn: hé s6 hdi quy twong tng voi bién Y Ml'IC do  thoa 0,792
doc 1ap thi n mén chung

e Kiém tra d tin ciy ciia thang do

Hé sb Cronbach’s Alpha2 duoc su dung
dé loai céac bién rac khong ddm bao do tin cdy
trong thang do, két qua tinh toan nhu sau:

? Xem Hoang Trong (2005), phdn tich dit liéu nghién ciru
voi SPSS, tr.256

Theo mot sé nha nghién ctu nhu
Peterson (2000), Slater (2001)°, truong hop khai
niém dang nghién ctru 1a méi hodc méi ddi voi
ngudi tra 10i trong bdi canh nghién ciru thi hé sd
Cronbach’s Alpha tir 0,6 trd 1én 1a c6 thé chap
nhan dugc. Nhu vy, nhin chung cac thang do

3 Xem Hoang Trong (2005), Phdn tich dit liéu nghién ciiu
voi SPSS, tr.258
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trén déu dang tin cdy, trong d6 thanh phan
“nang luc va nhan lyc phuc vu” cé hé sb cao
nhét dat 0,825. Do do, trong 6 bién (thanh ph?m)
trén khong c¢6 bién nao bi loai bo.

e K&ét qua phan tich phwong trinh héi
quy

Vi bo dir licu tr 197 bang tra 101 cua
khach hang, tac gia tién hanh wdc luong sy tac
dong cua 5 bién doc lap tor X1 dén X5 dén bién
phu thuéc Y bing phin mém SPSS. Mot sd
thong s6 chinh ciia két qua hdi quy duoc trinh
bay trong bang sau:

Bang 2: Két qud phdn tich hoi quy tuyén tinh béi

Ky Hésdo | Po | Heé sb hoi .. | Micy Nz
o A X A o z Gia - Do chap
hi¢u Tén bién hoi léch | quy chuan . nghia A
K 2 , trit - nhan
bién quy | chuan hoa ’ cuat ’
Std. ) Toleranc
B Error B (Beta) T Sig .
Hang s6 hoi quy 240 | 288 832 406
X4 Muc do tin cay 107 .050 113 2.128 035 .660
Xz | Chatluong & gid 273 047|276 5.745 .000 806
ca hang hoa
X3 | Phuong tién hiru 148 044 77 | 3325 001 660
hinh
X4 | Nang luc phuc vu 219 .049 252 4.430 .000 S75
Xs | Hoat dong ho tro 22| 054 261 | 4.09 000  .458
ban hang

Két qua trén cho thay:

- Muc y nghia hai phia cua t cua toan by 5
bién doc 1ap X, déu dat yéu cau (Sig < 0.05)

- Do chép nhén cua toan bd 5 bién doc lap X,
déu dat yéu cau (Tolerance >0.0001)

- Ngoai ra, cac gia tri théng ké danh gia su
phi hop cia mé hinh nhu R, R* (R
Square), R* diéu chinh (Adjusted R
Square) va sai s6 chuan (Std. Error of
the Estimate) déu dat yéu cau.

Nhu vay, cac gia tri wdc luong va cac
thong sb thong ké déu cho thiy tinh phu hop cua
mo hinh. Hé sd beta chuan hoa (B) cang cao
cang thé hién tinh quan trong ciia thanh phan
X, Két qua ¢ bang 2 cho thiy, bién sd tac dong
manh nhét vao do théa man cua khach hang vé
chét lugng dich vu siéu thi d6 chinh 1a thanh
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phan Chdt lwong & gid ca hang héa (voi p=
0.276), xép thir hai 13 thanh phan Cdc hoat déng
hé tro khdch hang (vi p= 0.261), tiép theo 1a
thanh phan Néang luc phuc vu (v6i p= 0.252), ap
choét 1a thanh phan Phwong tién hitu hinh (v6i
B= 0.177) va cudi cung la thanh phan Mirc dé
tin cgy (voi p=0.113).

Ngoai ra, két qua théng ké cho thay, tuy
s6 nguoi hai 10ng vé chét lugng dich vu cua siéu
thi kha nhiéu (79,7%), nhung hién tai van con
hon 1/5 khach hang (20,3% ) chua thuc sy hai
long vé nhitng diéu ma hé théng siéu thi nay
cung cap.



Tap chi Pai hoc Céng nghiép

T9 1¢ hai long,
79.7%

Ty 1€ khong
hai long,
20.3%

4. MOT SO GIAI PHAP GOP PHAN
NANG CAO CHAT LUQNG DICH VU
SIEU THI

Két qua nghién ciru dinh luong da cho
théy, hién nay bén canh rat nhiéu hoat dong dich
vu d3 va dang dap ung duoc nhu ciu va udc
mudn cta ngudi tiéu dung, hé thong siéu thi tai
thanh phd H6 Chi Minh vin con ton tai nhimng
van dé khién khach hang chua that sy hai long.
Noi dung nhiing giai phap dwoc dé xuat tiép
theo dudi ddy s& xoay quanh viéc khic phuc,
han ché nhitng mit con tén dong nham nang cao
chét luong dich vu cung cép cho khach hang cua
siéu thi. Vi thé, nhiing thanh phan chat lugng
dich vu si€u thi cang tdc dong dén murc d6 thoa
mén nhu ciu cua khach hang (tic la cang “nhay
cam” voi khach hang) s€ cang dugc uu tién
trinh bay trudc, theo thir ty nhu sau: gidi phap
vé Chat lwong & gid ca hang héa; giai phap vé
Cdc hoat déng hé tro khach hang; giai phap vé
Néing e va nhdan lec phuc vu; giai phap vé
Phwong tién hitu hinh; giai phap vé Mikc do tin
cay.

4.1. Giai phap vé chat lwgng va gia ca
hang hoéa: Céc siéu thi cin thuc hién triét dé
nhimg quy dinh vé tiéu chuan chét luong hang
hoa bay ban, hang hoa phai c¢6 ngudn gbec xuat
XU 10 rang, trong thoi han st dung, ddm bao vé
sinh an toan thuc phém; thuc hién da dang hoa
mit hang, bién viéc di siéu thi trd nén gan gl
nhu “di cho” truyén théng; tiép tuc phat huy loi
thé canh tranh vé gia so v6i cac hé thong siéu
thi nude ngoai — dac biét 1a trong bdi canh “bio
gid” nhu hién nay.

4.2. Giai phap vé cac hoat dong hd tro
khach hang: D6i méi cac hoat dong thanh toan
bang thé ATM, ting tinh hip dan cua cac
chuong trinh khuyén mai, khuéch truong dich
vu thuong mai dién tor bén canh dich vu ban
hang qua di¢n thoai (phuong thic nay s€ giap
toan bo hé thdng siéu thi tiét kiém rat nhiéu thoi
gian va chi phi hon so véi phuong thirc ban
hang thong thuong vi khong phai giao dich truc
tiép v6i khach hang va khong phai dau tu nhiéu
co s6 ha ting phuc vu khach hang).

4.3. Giai phap vé ning lyc va nhén luc
phuc vu: DPé c6 duge nguén nhan luc thuc su
hiéu qua, doi hoi tinh nghiém thc trong qua trinh
hoach dinh ké hoach nhan su, tuyén chon, dao
tao va hudn luyén nhan vién; tiéu chuén hoa
ngudn nhan lyc bang cach thuong xuyén dao
tao, tai dao dao, bdi dudng kién thirc méi lién
quan dén loai hinh kinh doanh siéu thi cho nhan
vién; xdy dung chinh sach tién lwong, khen
thuong va dé bat cong bang va hop 1y. Dic biét,
gido duc cho toan thé nhan vién thay rd loi ich
ciia ho gin lién v&i viéc 1am hai long va thoa
man nhu cdu cua khach hang.

4.4. Giai phap vé phwong tién hiru
hinh: Théng nhat cich trang tri, trung bay cho
toan bd cac si€u thi trong toan hé théng vO1 mot
phong cach dic trung vé mau sic, kién truc,
hinh 4nh... d6ng thoi, phtt hop v6i canh quan va
moi truong xung quanh. B6 tri mdt bang mot
cach khoa hoc va hop 1y sao cho tao cam giac
thuén tién va thoai mai nhat cho khéach hang khi
dén voi siéu thi. Cac trang thiét bi, dung cy hd
trg, phuc vu ban hang nhu: gié dung hang, xe
day hang, can hang, hé thong 4m thanh toan siéu
thi, cac may tinh tién, cau thang cudn... phai
thuong xuyén dugc bao tri va ting cuong dung
lac dé day nhanh tién d6 ban hang cua mau dich
vién va giam thiéu thoi gian chd doi cta khach.

4.5. Giai phap vé mirc do tin cay:
Nguoi tiéu dung ngay cang xem thuong hi¢u la
mot phan quan trong cta san pham dich vy va
gop phan gia ting thém gia tri san pham. Viéc
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xdy dung, cung cb va phat trién thuong hiéu
siéu thi dugc bat dau tr viéc don gian nhu: giai
quyét thau dao nhimg thic mic, khiéu nai cua
khéch hang, giao hang ding hen... Khac véi cac
doanh nghiép san xuat, mot don vi kinh doanh
dich vu rat kho dam bao chét luong dich vu nhat
quan trong moi cudc giao dich vadi khach hang,
boi vi didu nay tiy theo sy twong tac giita nhan
vién va khach hang, do d6, nhing “khiém
khuyét” khong tranh khoi s& xay ra. Mot kinh
nghiém rat ra & day 1a cac siéu thi can c6 nhiing
bién phap khong chi dé Iic nao ciing cung cip
dich vu tét, ma con dé khic phuc nhing 18i 1am

5. KET LUAN VA HUONG NGHIEN
CUU TIEP THEO

Trén ddy 1a mot s6 giai phap cu thé
nham hoan thién chét luong dich vu siéu thi
cung cdp cho khach hang. Nhitng dé xuit nay
dugc xay dung dya trén co s cac nghién cuu
dinh tinh va dinh lugng nén chung c6 tinh kha
thi va ¥ nghia thuc té cao. Tuy vao diéu kién
thuc té, mdi siéu thi co thé van dung ching dé
ngay cang dap Gmg nhu cdu cua khach hang va
huéng dén sy théa man tét nhat nhitng mong
mubn, ky vong ciia khach hang.

dich vu khi chung xay ra. Tuy nhién, pham vi nghién clru cua bai
viét nay chi méi thuc hién tai thi truong thanh
phd HO Chi Minh va nhu vay, viéc phan tich
dinh luong chu d& nay cho Viét Nam van con bo
ngo.
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