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am 2008, Vidt Nam trd thanh thj trudng ban le hap dan nhat the gidl. Kd td nam 2009 
den nay thj trudng ban le Vidt Nam Hen tuc bj rdt hang, hidn dang ddng thd 23 theo bao 

cao cua hang A. T.Kearney nam 2011. Tuy vdy nam 2010 van dugc xem ta mdt nam hoat ddng thanh 
cdng eua thj trudng ban le Viet Nam, vdi tdng mdc hang hda va doanh thu dich vu ban le dat 1.614.078 
ty ddng, tang han 30% so vdi nam 2009. Trong nhdng hlnh thdc cda djch vu ban le nhjU trung tam thUdng 
mai, sieu thj, chg, cda hang tap hda, sieu thj la hlnh thdc ban le phat trien manh me nhat trong nhdng 
nam gan day. Theo sdlleu cua Tdng cue thdng ke nam 2011, tdng sd sieu thj ed trdn ca nude la 638. 
Bai nghien edu nay se dua tren md hinh SERVQUAL de danh gia chat lugng djch vu va su hai long cua 
khach hang tai cac sieu thj Big C tren dja ban Ha Ndi. 

Td khda: Chat lugng dich vu, sU hai Idng khach hang, sieu thj tai Ha Ndi 

1. Td'ng quan cac nghien cdu ve chat lupng 
d|ch vu va su hai long cua khach hang 

1.1. Cha't lugng dich vu 
Chat lupng djch vu ddpe djnh nghTa bang 

nhieu each khac nhau tuy thupc vap ddi tddng 
nghien edu va mdi trudng nghien cdu. Mpt sd 
nha khoa hpc cho rang chat lupng djch vg la mdc 
dp ma mdt djch vg dap dng dddc nhu eau va sd 
mong dpi eua khach hang. Mdt sd khac thi cho 
rang chat Idpng djch vg la djch vg khdng chi dap 
dng dupe cdc yeu eau cg the' cua khach hang ma 
cdn phai lam thda man nhu eau ngam djnh cua 
hp. Tiep can theo mpt gde nhin khac; 
(Parasuraman & ctg (1985) cho rang "Chat Iddng 
djch vu la khoang each gida sd mong dpi (ky 
vpng) cua khach hang va nhan thdc (cam nhan) 
eua hp khi da sd dgng qua djch vg" Djnh nghTa 
tren cCia Parasuraman dddc da sd cac nha khoa 
hpc va kinh doanh chap nhan, sd dgng rpng rai 
vao nghien cdu cung nhd kinh doanh thdc te. 
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1.2. Mo hlnh danh gia chat lUdng dich vu 
Danh gia chat Iddng djch vg la mdt bai toan 

kha phdc tap. Bdi khong gidng nhd cac san 
pha'm vat chat, cd cac dac diem ky thuat cu the 
nhu chieu dai, chieu sau, chieu rdng, trpng 
lupng, mau sac..., mpt djch vg cd rat nhieu dSc 
diem vd hlnh. Vi du nhd tinh vd hlnh, tinh khdng 
dong nhat, tfnh khdng the tach rdi hay tfnh 
khdng idu gid dddc. Md hlnh danh gia chat 
Iddng djch vu ddpe cac nha nghien cdu va cac 
doanh nghiep sd dgng phd bien nhat hidn nay 
la md hlnh SERVQUAL (Parasuraman, 1988). 
Md hlnh SERVQUAL dung de danh gia c^m 
nhan cua khach hang ve chat Iddng djch vu va 
rut bdt 10 dac tfnh chat Iddng djch vg thanh 5 
dac tfnh chat Idpng djch vu (tin cay, dap dng, 
nang ldc phge vg, ddng cam va phddng tien 
hOu hlnh hlnh 1). 
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Traydn mieng Nhu cSuca nhan 

Dac tiiili cluit 

liroiigclichvu 

Yeutohflruhinh 

Sir tin cay 

Su dap ling 

Nang luc phucvri 

Sir ddng cam 

Kinh nghiem 

qua khu 

Ky vpng vao 

Dic]ivu(ES) 

Dich v\i dupc 

cam nhan (T>S) 

Chat hrmig (lich vii cam iiliaii 

1. Vugrt qua mong dpi 

(^S < PS) (Chatlupmgtuyet hao) 

2. Dap ung ky vong 

(ES = PS) (Chit lucmgthoa man) 

3. Khong dap ling ky vpng 

(ES > PS) (Chat luongkhong tdt) 

Hlnh 1 • Thanh phan chat lUdng djch vu 
Ngudn: Parasuraman va cdng sU (1988) 

Thanh phan danh gia chat lupng djch vg ddpe can theo quan die'm khac, Philliip Kotler (2005) 
dieh giai cu the' nhu sau (bang 1): cho rang sd hai Idng eua khach hang la trang thai 

Bang 1.- Thanh phan danh gia cha't lugng dich vu 

1 

2 

3 

4 

5 

Thanh ph^n 

YeutohuUtunh 

Su tin cay 

SUdap uhg 

Nang lut phuc 

vu 

Srfdong cam 

Khai nidm 

Qua trinh cung cap dich vu nhU khong gian truhg bay, trang thi^t bi, tai 

lieu va dien mao nhan vien 

Kha nang thUc hien cac dich vu chinh xac va dung nhU hu'a ngay tu" lan 

dau tien 

Thai do luon sSn sang cung cap dich vu va giup d9 khach hang 

Kien thdt chuyen mon va tac phong lich sU, nha nhan cua nhan vien 

nham xay duhg dUcfc long tin va stftin nhiem doi vdi khach hang 

SUthaii hieu, quan tam, cham sdc tdi tiihg khach hang. 

1.3. Su hai long cua khach hang 
Nghien cdu eua Bitner (2004) da dmh nghTa sd 

hai Idng cua khach hang ddi vdi djch vg la cam 
xuc ddi vdi cdng ty kinh doanh dich vg dda tren 
tdng tiep xdc hay giao dich vdi cdng ty dd. Tiep 
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khi ma cam nhan eua khach hang ve bieu hien va 
hieu qua cua san pha'm/djch vg phu hdp vdi su 
mong ddi eua hp. Neu khach hang cam nhan sd 
the' hien va hieu qua eua san pha'm/djch vu thap 
hdn so vdi ky vpng cua hp trudc dd thi hp se khdng 
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hai Idng. Ngupe lai, neu khach hang cam nhan 
thay gia trj nay cao hdn so vdi ky vpng cua hp tbi 
hp se rat hai Idng'. 

1.4. Mdi quan hg gida cha't lugng dich vu va stf 
hai Idng cda khach hang 

Nhieu nghien edu da chdng minh rang, chat 
lupng djch vu va su hai Idng cua khach hang tuy 
la hai khai niem khac nhau nhung deu cd lien he 
chat che vdi nhau (Parasuraman, 1988; Emari et 
al., 2010). Thue vay, chat lupng lien quan den viec 
cung cap djch vu, cdn su hai Idng ehi danh gia 
dupe sau khi da sd dung djcb vg dd. Trong ITnh 
vuc sieu thj, mdi quan he nay cung da dupe kha'ng 
djnh qua nhieu nghien cdu thue chdng. Tai Viet 
Nam, tieu bie'u la nghien cdu thdc chdng ve chat 
lupng djcb vu, sU thda mdn va Idng trung thanh 
cua khach hang sieu thj tai thanh phd Hd Chi Minh 
cua Nguyen Thj Mai Trang (2006). Sau khi thu 
thap va phdn tich 318 khach hang tai 4 he thdng 
sieu thj tai thanh phd Hd Chi Minh da ehi ra rang 
chat lupng djch vg la yeu td quan trpng lam thda 
man khach hang cung nhd lam tdng Idng trung 
thanh eua hp ddi vdi djcb vg sieu thj. Nhd vay, chat 
lupng djch vg dupe xem nhu la tien de dan tdi sd 
hai Idng cua khach hang. 

2. Ap dung mo hlnh danh gia cha't Iddng d|ch 
vu: trudng hdp hp thong sieu th| BigC tai Ha Npi 

2.1. Mo hlnh nghien cdu va cac gia thuydt 
Dda tren md hlnh SERVQUAL, bai viet dda ra 

md hlnh dng dung danh gia chat Idpng djch vg tai 
cac sieu thj Big C Ha Ndi thdng qua 5 thanh phan 
cd ban cua chat lupng djch vg nhu sau (hlnh 2): 

Hlnh 2; Md hlnh nghien cdu 

50 
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Yeu td hdu hlnh: khdng gian trdng bay, bo tri 
sap dat hang hda. trang thiet bj, niem yet gia ca 

- Sg tin cay: chat Idpng hang hda bay ban trong 
sieu thj 

SU dap dng: san sang cung cap djcb vu va 
giup dd khach hang trong cac van de ddi, tra 
hang, giai quyet cae phan nan eua khach hang. 

Nang luc phge vg: kien thdc chuyen mdn va 
tac phong lich sd, nha nhan eua nhan vien nham 
xay ddng dddc Idng tin va sd tin nhiem ddi vdi 
khach hang 

Sg ddng cam: sg thau hie'u, quan tam, cham 
sdc tdi tdng khach hang cua sieu thj 

Cac gia thuyet: 
Gia thuyet H1: Yeu td hdu hlnh cd tac ddng tich 

cgc tdi sd hai Idng cua khach hang 
Gia thuyet H2: Sd tin cay cd tac ddng tich ciJc 

tdi sg hai idng cua khach hang 
Gia thuyet H3: Su dap dng co tac dpng tich cifc 

tdi sd hai Idng cua khach hang 
Gia thuyet H4: Nang ldc phuc vg cd tac ddng 

tfch cue tdi sd hai Idng eua khach hang 
Gia thuyet H5: Sg dong cam cd tac ddng ticli 

cue tdi su hai Idng cua khach hang 
2.2. PhUdng phap nghien cdu va thang do 
Nghien cdu sd dgng bang khao sat gdm 33 

bien quan sat, trong dd 28 bien quan sat dung de 
danh gia chat Idpng djch vg cua khach hang ve 5 
thanh phan chat Iddng djch vg. Cg the': Yeu tohiJu 
hlnh (9 bien), Sg tin cay (5 bien), Sg dap dng (4 
bien), Nang luc phge vu (4 bien) va Sd ddng cam 
(6 bien). Ba bien cdn lai do mdc dd hai Idng cua 

khach hang ve chat 
Iddng djch vg tai sieu 
thj. Tuy nhien, sau khi 
thgc hien phdng van mpt 
sd khach hang sieu thi, 
ket qua cho thay cd 1 sd 
bien quan sat can loai 
bo do cac khach hang 
cho rang nd khdng quan 
trpng hoac hp khdng 
quan tarn nhieu den yeu 
td nay hoac khach hang 
khdng cd day du thdng 
tin de' tra Idi. Do dd, 
thang do cdn lai 25 bien 
quan sat, trong dd Yeu 
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td hdu hlnh (4 bien), Su tin cay (4 bien), Ddng cam 
(5 bien), Nang ldc phge vg (4 bien) va Sd dap dng 
(5 bien) va 3 bien cdn lai do mdc dd hai Idng cua 
khach hang. Thang die'm Likert td 1 den 5 dupe sd 
dung de do ludng cac bien nay, trong dd: 1 = Hoan 
toan khdng ddng y, 2 = Khdng ddng y, 3 = Khdng 
cd y kien, 4 = Ddng y, 5 = Hoan toan ddng y. 

Dd lieu dupe thu thap thdng qua viec phat 
phieu khao sat tdi 400 khach hang cua eac sieu thj 
Big C tai Ha Npi. Mau dupc lUa chpn theo phddng 
phap ngau nhien. Sau khi thu ve dupe 368 phieu 
hdp le, cac dd lieu dddc ma hda, lam sach va xd 
ly tren phan mem SPSS 20.0. Trinh tu phdn tich 
dd lieu dupe tien hanh nhu sau: 

- Danh gia dp tin cay eua thang do qua he sd 
Cronbaehs Alpha: thang do cd he sd Cronbachs 
Alpha td 0,6 trd len la cd the sd dung dupe. Cac 
bien ed hd sd tddng quan bien td'ng (item-total cor
relation) Idn hdn 0,3 dddc chap nhan. 

- Phan tich nhan td 

phan. He sd Pearson correlation dddi 0,7 la cd the 
chap nhan ddpe. 

Phan tfch hdi quy bdi: md hlnh hdi quy dupe 
thiet lap de tlm ra mdi quan he gida chat Idpng 
djch vg va su hai Idng eua khach hang. Hd sd R2 
dieu chinh (Adjusted R2) cho biet md hlnh hdi quy 
dupc xdy dgng phu hpp den mdc nao. 

2.3. Kei qua nghien cdu 
Trong sd 368 phieu khao sat hpp le dddc thu 

ve, sd lupng nd chiem 67,4%, sd lieu nay hoan 
toan hpp ly bdi phan Idn khach hang di mua sam 
tai sieu thj la phg nO. Mali nghien edu cd sd tud'i 
phdn bd rai rac td 18 den 45 tud'i. Ket qua phdn 
tich danh gia dp tin cay cho thay 6 thang do deu 
dat dp tin cay vdi gia trj Cronbaehs Alpha Idn hdn 
0,6. Tat ea cac bien trong 6 thang do deu cd he sd 
tUdng quan bien tdng Idn hdn 0,3 nen thang do 
eua md hinh nay dat dp tin cay va dupe tiep tgc 
phdn tich vdi nhdn td kham pha (bang 2). 

kham pha (EFA): sd 
dgng phddng phap 
phan tich nhan td 
bang cac thanh phan 
chfnh (principle com
ponents) vdi phep 
quay Varimax. Ket qua 
cho trj sd KMO 
( K a i s e r - M e y e r -
Varimax) Idn hdn 0,5 
thi phan tfch nhan td 
kham pha la thfch 
hdp. Sd lupng nhan td 
dupe xac djnh qua gia 
trj eigenvalues (gia trj 
nay phai Idn hdn 1,1 
mdi dupc gid lai trong 
md hinh). Cac he sd 
tai nhan td (factor 
loading) cd trpng sd 
Idn hdn 0,5 mdi dddc 
chap nhdn. 

Phan tfch mdi 
tddng quan gida 5 
thanh phan 
(Correlation analysis) 
de kie'm djnh tfnh dpc 
lap cua cac thanh 

Bang 2. Phan tich do tin cay cho cac thang do chat lugng djch vu sieu thj 

HO sCi Ivfcfng q u a n i S n g 
biefn 

Cronbach's Alpha 
n6u x6a bi^n 

Y&'u tO'hOU h i n h ( H H ) Cronbach ' s A l p h a = 0 , 7 4 5 

n i l 1 

I I II 2 

I II I 3 

III I 4 

0,357 
0,652 
0,570 
0,436 

0,687 
0,617 
0,675 
0,766 

S v r t i n c ^ y ( T C ) : C r o n b a c h ' s A l p h a = 0 , 8 8 1 

T C 1 

T C 2 

T C 3 

T C 4 

0,753 
0,829 
0,737 
0,870 

0,848 
0,8I1 
0,85I 
0.870 

S i ^ d a p l i h u ( D U ) : C r o n b a c h ' s A l p h a = 0 , 7 8 5 

D U 1 

IDU 2 

D U 3 

D U 4 

D U 3 

0,692 
0,384 
0.492 
0,466 
0,589 

0,702 
0,737 
0,767 
0,777 
0,736 

N a n g Ivfc p h \ i c v\ i ( N L ) : Cronbach'.s A l p h a = 0 , 7 6 0 

N L 1 

N L 2 

N I ^ 3 

N1>J 

0,53I 
0,607 
0,674 
0,433 

0,718 
0,677 
0.639 
0.767 

S i / d i ^ n c c a m ( I J C ) : Cronbach'.s A l p h a = 0 , 8 4 1 

IDC 1 

I D C 2 

IDC 3 

IDC:4 

IDC": 5 

0,634 

0,624 
0,755 
0,655 
0,37I 

0.815 
0,814 
0,777 
0,806 
0,827 

St f h a i K>nc c u a k h a c h h a n j i ( C S ) : Cixinbach's A l p h a = 0 , 8 4 4 

i n , I 
111. 2 

I I I . 3 

0,73 1 
0,750 
0.637 

0,767 
0,743 
0,833 

sa' lu^ng bi&i 

4 

4 

3 

4 

5 

3 
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Ket qua phdn tfch nhan td kham pha eho thay 
ca 5 thang do deu ed gia trj eigenvalues Idn hdn 
1,1 va KMO dat 0,793 (KMO > 0,4). Do dd, thang 
do 5 thanh phan qua 22 bien quan sat eua md 
hinh danh gia chat Iddng djcb vu sieu thj dat dp tin 
cay. Td'ng phddng sai rut trich la 65,492% cho thay 
5 nhan td nay giai thich dupe 75,492% su bien 
thien cua chat lupng djch vg sieu thj. 

SU hai Idng eua khach hang gdm 3 bien quan 
sat. Phdn tich nhan td eho ket qua trj sd KMO 
dat 0,714 cd nghTa phan tich nhan td thich hdp 
vdi thang do nay. Sd hai Idng cua khach hang 
dupe rut trich trong mdt thanh phan vdi phUdng 
sai rut trich la 76,423%, cho thay thanh phan 
nay giai thfch dddc 76,423% sd bien thien cua 
sd hai Idng khach hang. 

Bang 3.' Phan tich nhdn tdkham pha (KMO and Barletts Test) 

KMO and Bartlett's Test 

Kaiser-Meyer-GIkin Measure of Sampling Adequacy, 

Appiox, Chi-Squane 

df 

Sig, 

Bartlett's Test of 
Sphericity 

0,793 
4674,948 

231 

0,000 

HHl 
HH2 
HH3 
HH4 
TCI 
TC2 
TC3 
TC4 
DCI 
DC2 
DC 3 
DC4 
DC5 
NLl 
NL2 
NL3 
NL4 
DUl 
DU2 
DU3 
DU4 
DU5 

Rotated Component Matrix" 

Thanh phan 

DC 

0,526 

0,662 
0,724 
0,850 
0,686 
0,688 

0,448 

TC 

0,831 
0,899 
0,846 
0,826 

HH 

0,566 
0,736 
0,687 
0,588 

0,405 

NL 

0,796 
0,702 
0,767 
0,493 

0,452 

DU 

0,702 
0,423 
0,712 
0,464 
0,546 
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KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy. 

Approx. Chi-Square 

df 

Sig. 

Bartlett's Test of 
Sphericity 

0,714 

473,215 

3 

0,000 

Thanh phan 

1 

2 

3 

Total Variance Ex] 

Initial Eigenvalues 

Total 

2,293 

0,429 

0,278 

%of 

Variance 

76,423 

14,308 

9,269 

Cumulative % 

76,423 

90,731 

100,000 

plained 

Extraction Sums of Squared Loadings 

Total 

2,293 

%of 

Variance 

76,423 

Cimiulative 

% 

76,423 

Nghien cdu tiep tgc phan tfch md'i tddng quan gida 5 thang do chat lupng djcb vg sieu thj. Ket qua 
phdn tfch cho thay hd sd Pearson Correlation cua ca 5 thang do deu nhd hdn 0,7- cho thay mdi tUdng 
quan gida 5 thang do nay la khdng Idn, 

Correlations 

HH_Mean 

TC_Mean 

DC_Mean 

NL_Mean 

DU_Mean 

Pearson Correlation 

Sig. (2-tailed) 
Pearson Correlation 

Sig. (2-tailed) 
Pearson Correlation 
Sig. (2-tailed) 
Pearson Correlation 
Sig. (2-tailed) 
Pearson Correlation 

Sig. (2-tailed) 

HH_Mean 

1 

0,003 
0,957 

0,559** 
0,000 

0,518** 
0,000 

0,531** 

0,000 

TC_Mean 

0,003 

0,957 
1 

0,034 

0,513 
0,182** 

0,000 
0,180** 

0,001 

DC_Mean 

0,559** 

0,000 
0,034 

0,513 
1 

0,388** 
0,000 

0,596** 

0,000 

NL_Mean 

0,518** 

0,000 
0,182** 

0,000 
0,388** 

0,000 
1 

0,544** 

0,000 

DU_Mean 

0,531** 

0,000 
0,180** 

0,001 
0,596** 

0,000 
0,544** 

0,000 
1 

Cudi cung, md hlnh hdi quy bdi 
dupe thiet lap vdi 1 bien phg thupc 
la sd hai Idng cua khach hang (HL) 
va 5 bien ddc lap la Yeu td hdu hlnh 
(HH), Sd tin cay (TC), Sg ddng cam 
(DC), Nang igc phge vu (NL) va 
Dap dng (DU). 

Bang 4; Phan tich hdi quy bdi 
Model Summary 

Model 

1 

R 

0,724'' 

RSquare 

0,523 

Adjusted R 

Square 

0,517 

Std, Error of 

the Estimate 

0,60856 

So 69/2014 
-khoa hoc "^ 
'thifdng'mai 53 



•/A '7//'. *f 

QUAN TRj KINH DOANH 

CoefBcientiS" 

Model 

(Constant) 

TAN_Mean 

REL Mean 
1 

EMP_Mean 

ASS_Mean 

RES_Mean 

Unstandardized 

Coefficients 

B 

,134 

,020 

,002 

,687 

,015 

,233 

Std.Enor 

,239 

,060 

,030 

,057 

,056 

,064 

Standardized 

Coefficients 

Beta 

,016 

,002 

,582 

,012 

,185 

t 

,559 

,334 

,051 

12,011 

,266 

3,624 

Sig. 

,577 

,739 

,959 

,000 

,790 

,000 

Collinearity Statistics 

Tolerance 

,557 

,932 

,561 

,617 

,504 

VIF 

1,794 

1,073 

1,781 

1,620 

1,984 

He sd R2 hieu chinh dat 0,517 giai thfch 5 nhan 
td tren cd y nghTa 51,7% sd bien thien trong mdc 
dp hai Idng cua khach hang sieu tbh Tuy nhien, 
ket qua cho thay nhdn td Yeu td hdu hlnh (HH), Sd 
tin cay (TC), Nang luc phge vg (NL) cd he sd Beta 
ehuan rat nhd va mdc y nghTa Sig lan lupt la 0,739; 
0,959 va 0,790 deu Idn hdn 0,05. Do dd, gia thuyet 

Bang 5. Kiem djnh cac 

2.4. Kiem dinh cac gia thuyet va mo hlnh 
Td bang tren cd the thay cac gia thuyet H3 va 

H5 dupc chap nhan. Dieu dd cd nghTa la khi khach 
hang danh gia cang cao ve sd dong cam va si( 
dap dng cua sieu thi thi mdc dd hai Idng chung 
eua khach hang ve chat Iddng djch vg sieu thj 
cung cang cao. 

glal thuyet nghien cdu 

Gia thuyet 

H1: Y^u to huU Wnh ed tac dong tich eifc tdi s\X hai long cua khach hang 

H2: Sir tin cay cd tac dong tich cut tdi stf hai Ibng cua khach hang 

H3: Stf dap uhg ed tac dong tich ctfe tdi stfhM long cua khach hkng 

H4: Nang Itfc phuc vu eo tac dpng tich eufc tdi stf hai long eua khach hang 

H5: SiiTdong cam ed tac dpng tich eifc tdi stf hai long eua khach hang 

K&ltqua 

Khong chap nhan 

Khdng chap nhan 

Chap nhan 

Khong chap nhan 

Chap nhan 

HI, H2 va H4 khdng ddpe chap nhan. Hai gia 
thuyet H3 va H5 deu dupe chap nhan. Dda tren he 
sd Beta ehuan, phUdng trinh hdi quy dddc xay 
dung nhu sau: 

HL = 0,582 DC + 0,185 DU + 0,016 HH + 0,002 
TC + 0,12NL 

Trong cac nhan td tren, Ddng cam la nhan td 
cd anh hddng Idn nhat den sd hai Idng cua khach 
hang vdi he sd Beta ehuan cao nhat 0,582. Tiep 
den la nhan td Dap dng vdi hd sd la 0,185. Cac 
nhdn td Hdu hlnh. Tin edy va Nang luc phge vg 
khdng the hidn dddc mdi quan hd cd y nghTa ve 
mat thdng ke. 

khoa hoc 
54 thififng'mai 

Gia thuyet H1, H2 va H4 cho cac thanh phan 
Yeu td hdu hlnh. Tin cay va Nang ldc phuc vg 
khdng dupc chap nhan. Du ket qua phan tfch cho 
thay mdi quan he cung chieu gida cac yeu tdva SLI 
hai Idng cua khach hang (he sd Beta lan Iddt la 
0,016; 0,002 va 0,12) nhdng lai khdng cd y nghia 
ve mat thdng ke (Sig. > 0,05). Dieu nay cd the giai 
thfch dddc bdi vdi nhOng ndi dung ma yeu td hdu 
hlnh va tin cay de cdp nhu didn tfch, each bd tri 
hang, niem yet gia, trang bj phdng chay chQa chay 
hay chat Idpng hang hda deu la nhOng van de bat 
budc ddi vdi tat ca cac sieu thj (Bd ThUdng mai, 
2004). Tiep den, do dac trdng cua kinh doanh sieu 
thi la khach hang td Ida chpn hang hda nen van de 

£5= 
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giao tiep gida khach hang va nhan vien ddi khi la 
khdng can thiet. Do vay, gia thuyet Nang luc phge 
vu (dien mao, kinh nghiem hay thai dd cua nhan 
vien sieu thj) tac dpng den sg hai Idng cua khach 
hang ve chat lupng djch vg sieu thj khdng ddpe 
chap nhdn. 

3. Ket lu$n 
Td ket qua nghien cdu cd the thay cae thanh 

phan cua chat lupng djch vg deu cd mdi quan he 
cung chieu vdi su hai Idng cua khach hang tai sieu 
thj. Do vay, cae sieu thj Big C ndi rieng va cac isieu 
thj ndi Chung tai Viet Nam can chu y den viec ndng 
cao chat Iddng djch vg, de qua dd ed the ndng cao 
su hai Idng cua khach hang va hdn nda la duy tri 
su trung thanh cua khach hang ddi vdi djcb vg cua 
sieu thj. 

Ket qua phan tfch hdi quy chi ra rang, sg ddng 
cam la thanh phan chat Iddng djcb vg cd tac ddng 
tfch cue Idn nhat tdi sd hai Idng cua khach hang. 
Dieu dd cd nghTa la khi sieu thj cang the hidn tdt 
dupc sdthau hieu, quan tdm, cham sdc tdi tdng ca 
nhan khach hang thi hp se cang nhan dupe sd hai 
Idng cao hdn td phfa khach hang. Ben canh dd, sd 
dap dng cGng the hien anh hddng tfch cue, cd y 
nghTa ve mat thdng ke ddi vdi sd hai Idng cua 
khach hang. Day la nhan td dae trung cho thai dd 
ludn san sang cung cap dich vu va giup dd khach 
hang td phfa nhdn vien cua sieu thj. The hien tdt 
su nhiet tlnh dap dng tdi tdng nhu cau cua khach 
hang se gdp phan quan trpng eho vide nang cao 
sd hai Idng cua khach hang tai sieu thj. Do vay, 
khdng chi rieng he thdng sieu thj Big C ma cac 
sieu thj khac tai Viet Nam can chd y vao yeu td 
nhan luc trong quan ly chat Iddng djch vg, dac biet 
la nhdng nhan vien tuyen dau, nhOng ngudi trdc 
tiep giao tiep va cung cap djch vg cho cac khach 
hang, tac ddng vao nhan thdc ve chat lUdng djch 
vu cua khach hang. Cg the, thd nhat, can tao dieu 
kien cho cac nhdn vien tham gia cac khda dao tao 
ve ky nang giao tiep, ky nang thau hieu khach 
hang, cac kien thdc ve cham sdc khach hang. Thd 
hai, can cd nhOng khda dao tao npi bp de cung 
cap, trap ddi cac kien thdc chuyen mdn ve san 
pha'm dich vg cho cac nhan vien. Thd ba, can cd 
nhdng chfnh sach khuyen khich de' tao dpng ldc 
lam vide cho nhan vien. 

Ngoai ra, ba thanh phan chat iddng djch vg cdn 
lai Yeu td hOu hlnh, Sd tin cay va Nang Igc phge vu 

du chua the hien dupc anh hudng dang ke' tdi sd hai 
Idng cua khach hang nhu hai thanh phan tren, 
nhung cung la nhdng thanh phan chat lupng djch vg 
quan trpng ma cac sieu thj nen chu y quan tdm. 

Cung vdi su md rdng va phat trien cua thj trudng 
ban le tai Viet Nam trong nhdng nam gan day, viec 
danh gia chat lupng djch vg cGng nhu su hai Idng 
eua khach hang trong ITnh vue nay da va dang trd 
nen rat can thiet. Ket qua nghien edu va md hlnh 
dng dung danh gia chat lupng djch vg va sg hai Idng 
cua khach hang tai sieu thj trong bai bao nay cd the 
dupc sd dgng lam tai lieu tham khao eho cac doanh 
nghiep djch vg ban le cung nhu cho nhdng nghien 
cdu sdu hdn trong ITnh vuc nay.^ 
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Summary 

Vietnam became the worlds most attractive 
retail market in 2008. Since 2009, its retail market 
has downgraded, now ranking 23 according to the 
report released by A.T.Kearney in 2011. However, 
2010 was still considered a successful year of 
Vietnam market with the total revenue of goods 
and services reaching VND1,614,078 billion, an 
increase of 30% from 2009. Among various retail 
channels such as trading centres, supermarkets, 
markets, convenience stores, supermarket repre
sents the fastest-growing in recent years. 
According to figures from General Statistics in 
2011, the supermarkets in Vietnam totalled 638. 
The article employs SERVQUAL model to evalu
ate the service quality and customer satisfaction in 
Big C supermarkets in Hanoi. 
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