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DO LUONG CAC YEU TO TAO GIA TRI
CAM NHAN CUA KHACH HANG
TAI SIEU THI CO.OPMART O TP. HO CHi MINH
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thi, chiing logi hang hoa.

Nghién ciru nham xdc dinh cdc yéu té tao gid tri khdach hang néi chung khi mua sim tgi cic
siéu thi 6 TP.HCM. Mé hinh nghién ciru va thang do hinh thanh dwa trén ly thuyét, két qud cua
nhitng céng trinh nghién ciru va phéong vin sau 16 khdch hang tai cdc siéu thi Maximart,
Co.opmart, Big C, Lottemart. Mgt bang ciu héi nhdp dé phong vin thir 20 khdch hang tai cdc siéu
thi Maximart, Co.opmart, Big C, Lottemart, tiv d6 diéu chinh cdc thanh phan ctia méi thang do.
Nghién ciru dd phdt trién dwgc 52 bién quan sdt chinh thirc ding dé do lwong tdm yéu té: chiing
logi hang hoa, khd nang phuc vu, sw trung bay, mdt bcing, an toan trong siéu thi, chit lwong sdn
phim, hinh dnh thwong hiéu, va gid ci cim nhdn. Qua két qud phén tich chi c¢é 5 yéu t6 tic dong
vao gid tri cdm nhdn ciia khdch hang: gia cd, kha nang phuc vu, sw trung bay, an toan trong siéu

Tir khoa: Gid ca cam nhdn, gia tri khach hang cam nhdn, siéu thi ban lé.

1. Gigi thiéu

Linh vuc kinh doanh siéu thi ban 1€ tai VN duoc
danh gia 13 rt nhidu tiém nang va thu hit sy quan
tam ciia nhidu nha dau tu trong va ngoai nudc. Hién
tai ciing nhu trong xu hudng phét trién sip t6i muc
d6 canh tranh trong linh vic nay s& ngdy cang khéc
liét hon. Cac siéu thi dd dung rat nhiéu bién phap dé
canh tranh nhu khuyén mai, quang cdo va dua ra cac
dich vu khach hang hap din hon... nhim thu hut
khach hang dén v&i minh. Tuy nhién, liéu cac bién
phap ma cac siéu thi dang ap dung co thuc su dua lai
cho ho mét vi thé canh tranh thuc su hay khong? do
van 13 mot cau hoi chua duge tra 16i. Theo Doyle
(1998) sy thanh bai trong canh tranh ctua cac doanh
nghiép tiry thudc vao ning lyc tao ra va cung cip gia
tri cho khach hang muyc tiéu cua hg. Tuy nhién, cho
dén nay khai niém gia tri khach hang 1a mot khai
niém con rat méi mé déi véi nhiéu doanh nghiép VN
ké ca cac siéu thi ban 1é. Nghién ctru ndy s& tap
trung 1am rd cac khai niém vé gia tri khach hang
cam nhan noi chung ciing nhu déi vé6i linh vyc kinh
doanh siéu thi ban 1é tai TP.HCM noi ri€éng, kham
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pha cac yéu t6 tic dong t6i gia tri khach hang cam
nhan trong linh vuc kinh doanh si€u thi ban 1¢ tai
TP.HCM.

2. Co sdé ly thuyét

Gi4 tri 1a mot khdi niém dugc hiéu theo nhidu
cich khac nhau va c6 nhiéu tén goi khic nhau
(Woodall, 2003). Cu thé, Woodruff (1997) cho ring
gid trj 1a gia tri khach hang va dugc hiéu 1a sy yéu
thich, cam nhan va danh gia cta khach hang vé cac
dic tinh cia san phdm. Con Moller (2006) cho ring
gia tri khach hang 1a sy danh d6i giira loi ich va chi
phi, n6 1a phan chénh léch giita lgi ich va chi phi
dugc khach hang cam nhén khi mua hang hoa hoac
dich vu (Wahyuningsih, 2005). Théng nhit vdi quan
diém nay, Christopher (1996) cho ring gia tri khach
hang duoc tao ra khi 1gi ich ma khach hang nhén
dugc trong giao dich vuot qua chi phi. Bén canh do,
Kotler va Keller (2008) ciing dua ra quan diém dong
nhét hai khai niém gia tri va gid tri cam nhan, va
khang dinh ring gia tri cim nhéan cua khach hang 1a
phan chénh léch giira téng loi ich cua khach hang va
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tong chi phi khach hang. Diéu nay c6 nghia la gia tri
cam nhan cua khach hang duoc tao thanh trén co so
phan chénh léch giita nhiing gi khach hang nhan
duogc (loi ich) va nhimg gi khach hang phai mat di
(chi phi). Trong bai bao nghién ctru clia minh,
Khalifa (2004) cho ring ¢ cing mot thoi diém gia tri
khach hang cling dugc xem la gia tri cdm nhén cua
khach hang hodc gia tri cdm nhan (Woodall, 2003).
Dé cho don gian hon, bai bdo nay nay tac gia thong
nhét chi st dung khai niém gia tri cam nhan cua
khéch hang.

2.1. Gid tri cam nhdn ciia khdach hang

Pau tién, Tai (2011) cho ring gia tri cam nhén
cua khach hang dugc xem xét qua hai khia canh sau:
gia tri chitc nang cam nhén va gia tri quan hé¢ cam
nhén. Gia tri chiic nang cdm nhan dugc xem 1a cam
nhén cda khach hang vé cac biéu hién hodc su hitu
dung cua san phdm hay dich vu cua nha cung cip.
Trong khi do6 gia tri quan hé cdm nhén duoc xem la
su tin cay hodc niém tin cam nhan cta khach hang,
va chinh niém tin va su tin cdy nay da thiét 1ap mdi
quan hé véi nha cung cip. Mdi quan hé nay sé tao ra
loi ich hoac gia tri trong tuong lai (Tai, 2011). Tiép
dén, Sanchez & cong sy (2006) cho rang gia tri cam
nhén cia khach hang la sy so sanh cta khach hang
giita loi ich va chi phi do mot hay nhiéu nha cung
cép dich vu mang lai. Khi d& cap dén yéu t6 chi phi,
Lapierre (2000) va Yang & Peterson (2004) déu
thdng nhat c6 hai loai chi phi ma khach hang phai tra
khi mua san phém va dich vu ctiia doanh nghiép do 1a
chi phi phi tién t& va tién té. Trong do, chi phi phi
tién té 1a thoi gian, su nd luc, stc luc, va sy mau
thudn khi khach hang thanh toan dé c6 dugc nhiing
san phém, dich vu hodc thiét lap mbi quan hé véi
nha cung cép. Twong tu quan diém trén, Kotler &
Keller (2008) cho ring cac loai phi ton ma khach
hang bo ra khi mua cac san pham va dich vu cta
doanh nghiép gdm: phi tén bang tién, phi ton cong
strc, phi t6n thoi gian, phi ton tinh than. Cubi ciing
thi Sharma & Dhanda (2007) da dinh nghia r6 hon
cac khoan phi ton nay, va cu thé nhu sau:

(1) Phi ton bang tién: Dé cap dén gia tién ma
khach hang phai tra dé c6 dugc san pham.

(2) Phi ton cong stc: P& cap dén su nd luc bang
stte luc ciia minh dé ¢ duoce san phém hoac dich vu.
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(3) Phi ton thoi gian: Dé cap dén thoi gian khach
hang phai mét di dé nhan duoc san pham hoic dich
vu.

(4) Phi ton tinh than: Dé cap dén sy cing thing
vé tinh than ma khach hang phai ganh chiu.

Vé phan gia tri (lgi ich), Sheth & cong su (1991)
cho ring gia tri hay lgi ich ma khach hang nhan
dugc 1a gia tri chiic nang, gia tri diéu kién, gia tri xa
hoi, gia tri cam xuc, gia tri tri thirc. Cu thé nhu sau:

(1) Gia tri chirc ning: D6 1a nhing dic diém hoic
chirc nang cla san phém hoéc dich vy mang lai cho
khach hang va cu thé 1a do tin cdy, do bén va gia ca.

(2) Gia tri diéu kién: D& cap ti tinh thoi vy, hodc
khi c6 mét tinh hudng hodc diéu kién dic biét xay
ra.

(3) Gia tri xa hdi: Do 1a sy tan thanh va danh gia
cao cia mot nhom ngudi trong xa hoi tac dong dén
mdt ngudi nao d6 khi nguoi niy s dung san pham
mang tinh hitu hinh cao.

(4) Gia tri cam xtc: La sy goi lén nhiing trang
thai tam 1y hodc cam xtic cho khach hang qua dich
vu ctia nha cung cép.

(5) Gia tri tri thire: La sy cam nhan cac 1gi ich ma
khach hang dat dugc khi nha cung cép dich vu tac
dong dén tinh hiéu ky, cung cp san pham méi cho
khach hang, va 1am hai 1ong sy mong mudn cia
khach hang.

Trong bai bao cua Stowell (1992) va Woodruff
(1997) khang dinh rang gia tri luén luén duge xac
dinh boi nguoi tiéu dung. Hon nita, Bowman &
Ambrosini (2000) cho ring gia tri c6 hai mit va do
khach hang cam nhan do 1a gia tri sir dung va gia tri
trao d6i. Gia tri su dung 1a sy cam nhan vé su hitu
dung ctia mot san pham va su hitu dung nay dép tng
nhu cau cua khach hang. Trong khi d6, gia tri trao
d6i xuét phat tir phia nha cung cip, ho mang lai gia
tri cho khach hang qua hinh thuc mua ban; do do,
gia tri trao ddi duogce tao ra khi nguoi mua chi tra cho
nha cung cip vé céc gia tri sir dung. Khai niém gia
tri ciia Kotler & Armstrong (1994) c¢6 diém tuwong
ddng voi khai niém gia tri st dung cia Bowman &
Ambrosini (2000); cu thé gia tri 1a sy danh gia tong
thé ctia khach hang vé sy hitu dung cia san phdm, va
su hiru dung nay phai dap tng dugc nhu ciu cua
khach hang. Tuy nhién, Butz & Goodstein (1996)
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cho rang gia tri dwoc thiét 1ap giita khach hang va nha
cung cip sau khi khach hang str dung san pham hoic
dich vu ctia nha cung cdp va thiy rang san phim hay
dich vu d6 tao ra gid tri gia tdng. Quan trong hon,
Sanchez & cong su (2006) cho ring gia tri cam nhan
ctia khach hang luén thay ddi theo thoi gian do sy thay
dbi trong ban than nhu cau cua khach hang va cac yéu
t6 khac ciia méi truong kinh doanh. Cing véi quan
diém trén, Setijono & Dahlgaard (2008) da dua ra mo
hinh va st dung cum tir “Gia tri khach hang cam nhan”
dé mo ta sy thay doi gia tri cam nhan cta khach hang
theo thoi gian nhu sau:

PCVi+i =PCVi*Rpev

PCV; (Perceived Customer Value at time 1): gia tri
khéch hang cam nhén & thoi diém i

Recv (The Relative change in PCV from time to i to
P CVz +1

gia tri khach hang cam nhan tir thoi diém i dén thoi
P CVz +1
PCV;

Mb hinh ndy cho thdy rang & cac thoi diém khac
nhau thi gia tri khach hang cam nhan cling khac nhau.
Trong linh vye dich vu, Petrick (2002) cho ring gi tri
cam nhén cua khach hang bi tic dong boi 5 thanh phan
sau: phan Ung cam xuc, chit lugng cam nhan, danh
tiéng, gia ca mang tinh tién té, gia ca hanh vi. Cy thé
nhu sau:

(i+1), stated ): Mt thay ddi tuong quan ciia

diém (i+1), duoc xac nhan qua cong thirc

(1) Phan ung cam xtic: La sy mo ta niém vui thich
ma dich vu mang lai cho khach hang.

(2) Chét luong cam nhan: La danh gia cua nguoi
tiéu dung vé su ndi troi hay wu thé tong quat vé chat
luong cua dich vuy.

(3) Danh tiéng: La sy uy tin hay vi tri cia mot san
ph'flm hodc dich vu dugc cam nhén boi ngudi mua, dua
vao hinh anh ciia nha cung cip san pham hay dich vu
do.

(4) Gia ca mang tinh tién t&: La gia ca cta dich vu
dugc khach hang ghi nhé.

(5) Gia ca hanh vi: La gi ca (khong mang tinh tién
t&¢) ma khach hang phai bd ra dé co duoce dich vy, d6 1a
thoi gian va nd lyc tim kiém dich vu khi khach hang
can.

Pé do ludng gia tri cam nhan Gallarza & Saura
(2006) da dua ra thang do gdm 3 bién quan sat nhu
sau:

(1) Gia tri nhan duogc cao.

(2) Nhiing gi nhan dugc cao hon so voi nhiing gi bd
ra.

(3) Pap tmg nhu cau va mong mubn cua toi.

2.2. Gia tri cdm nhdn ciua khdach hang trong moi
truong ban lé

Theo két qua thao ludn nhom Zeithaml thyc hién
vao nam 1988 di rit ra dugc 4 dinh nghia vé gié tri: (1)
gia tri 1a gia ca thip; (2) gi4 tri 1a nhing gi t6i mudn tir
mot san phamy; (3) gia tri 1a chat lugng ma t6i co dugc
so vOi gia ca toi tra; (4) gia tri la nhitng gi t6i c6 dugc
s0 voi nhiing gi toi bo ra.

Qua do, Zeithaml (1988) da rit ra dinh nghia gia tri
cam nhén cua khach hang trong moi truong ban 1€ do
1a sy danh gia toan dién cta khach hang vé loi ich cta
mdt san pham (chdt lugng) ma khach hang cam nhén
duoc rﬁng minh nhén dugc gi va minh phai chi tra hoac
tn kém gi dé co duoc san pham.

3. Phuang phap nghién ciru

3.1. M6 hinh Iy thuyét

Nghién ctru ndy dwa vao mo hinh Iy thuyét ciia
Naumann dé phat trién. Theo Naumann cho rang néu
chi c6 chat lugng san pham khong thi chua di ma con
¢6 ba yéu t6 khac do 1a: chat lugng dich vu, hinh anh,
gia ca. Cy thé nhu sau:

Chéat lvgng
dich vu

Chéat lvgng
san pham

Gid tri cdm nhan
cua khach hang

Hinh 1. M6 hinh ly thuyét gia tri cdm nhan caa
khach hang
Ngudn: Naumann, Earl “Creating Customer Value. The

linkage between customer value, customer satisfaction,
customer loyalty and profitability”, White Paper.
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3.2. Co s6 phit trién cdc thang do

Thang do cua tic gia Nguyén Pinh Tho &
Nguyén Thi Mai Trang (2008) 1a sy ké thira c6 chon
loc tir thang do SERVQUAL; thang do DTR, thang
do MLH va da duoc kiém dinh d¢ tin cdy tai cac
siéu thi & thi trudng VN va mot sé thang do khac
duoc tham khao dé hd tro cho nghién ctru dinh tinh
tai cac siéu thi & TP.HCM. Mat khac, thang do
PERVAL cua Sweeney & Soutar (2001) dugc st
dung dé do luong gia tri cam nhan trong khao sat
dinh tinh.

3.3. Nghién ciru dinh tinh

Qua phong vén sau 16 khach hang dang mua sim
tai cac si€u thi trong Maximart, Co.opmart, Big C,
Lottemart, cac y kién ciia khach hang khi déi chiéu
v6i cac thang do tham khao cua tac gia Nguyén Dinh
Tho & Nguyén Thi Mai Trang (chat luong dich vu
siéu thi); Bruner va cong su (2001) va Agarwal &
Teas (2002) (chat luong san pham); Dobni &
Zinkhan (1990) va Low & Lamp (2000) (hinh dnh
thuong hi¢u); Agarwal & Teas (2002) va Dodds &
ctg (1991) (gia ca cam nhan). Két qua cho thdy c6
nhiéu diém twong dong va mot s diém khac biét.

Chang loai hang héa

Kha ndng phuc vu

Sy trung bay

Mat bang siéu thi

[
[
[
[
[ Sy an toan
[
[
[

Gia tri

Hinh anh thwong hiéu

Chat lugng san pham |7

Gid cd cAm nhan

Hinh 2. M6 hinh nghién citu chinh thirc
3.4. Cac thang do chinh thirc
Pé c6 thang do chinh thirc, mot bang cau hoi
nhap sau khi hi¢u chinh tir két qua nghién ciru dinh
tinh va tién hanh phong van thir 20 khach hang dang
mua sim tai cac siéu thi Co.opmart, Maximart, Big
C, Lottemart & TP.HCM. Théng tin thu thap dugc
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phan tich, téng hop, dugc hiéu chinh va bod sung nhu
sau:
Thang do chiing loai hang héa gom cé 3 bién:
- Hang hoa bay ban trong siéu thi rat day du.
- Siéu thi ludn c6 nhiéu mat hang dé lua chon.
- Siéu thi ludn b sung hang méi.
’T hang do kha nang phuc vu ciia nhan vién gom 7
bién:
- Nhan vién cua siéu thi luén san sang phuc vu
toi.
- Nhén vién cua siéu thi luén c6 mat kip thoi khi
toi can.
- NI}én vién cua si€u thi giai dap tén tinh nhiing
thac mac cua toi.
- Nhan vién cua siéu thi rat lich su.
- Nhan vién cta siéu thi rat than thién.
- Nhan vién cua siéu thi phuc vu nhanh nhen.

- Nhan vién thu ngan cua siéu thi luén thanh toan
nhanh.

Thang do trung bay trong siéu thi gom 6 bién:
- Lbi di giira cic quiy hang trong siéu thi thoai
mai.
- Hang hoa trong siéu thi trung bay dé tim.
- Bang chi dan hang hoa trong siéu thj rd rang.
- Gia san pham cua siéu thi trung bay cu thé.
- Nhan vién cua siéu thi trang phuc gon gang.
- Hé théng tinh tién cua siéu thi hién dai.
Thang do mdt bang siéu thi gom 7 bién:
- Khong gian bén trong siéu thi thoang mat.
- Mit béng siéu thi luon sach sé€.
- Khéng gian bén trong ludn day di 4nh sang.
- Noi gilr gid xach trong siéu thi thuén tién.
- Bai giir xe cta siéu thi luén thong thoang.
- Khu vui choi giai tri ctia siéu thi hap dan.
- Siéu thi c6 vi tri thuan loi khi mua sam.
Thang do an toan trong siéu thi gom 3 bién:
- Hé théng phong chay chira chay cua siéu thi t6t.
- Lbi thoat hiém trong siéu thi rd rang.
- Khoéng lo bj mat cap tai san, tién bac khi mua
sam tai siéu thi.
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Thang do hinh dnh thirong hiéu gom 6 bién:

- La thuong hiéu dugc nhiéu nguoi biét dén.

- Hinh anh thuong hi¢u cuta si€u thi c6 su khac
biét hon so véi cac siéu thi khac.

- Hinh anh thuong hiéu cuia siéu thi thé hién sy
dap tng nhanh.

- La thuong hiéu co lich st lau doi.

- Hinh anh thuong hiu cua sié€u thi thé hién su
than thién.

—‘Hinh anh thuong hiéu cua siéu thi thé hién su
an can.

Thang do chdt hrong san pham gom 5 bién:

- Siéur thi luén cung cdp cic san pham dat tiéu
chuan chat lugng.

- Cac san pham trong siéu thi c6 ngudn goc rd
rang.

- Siéu thi khong bay ban sin phim kém chat
lugng.

- Chét luong ciia san pham ludn dugc siéu thi

kiém tra chat ché.

- San pham ciia siéu thi luén c6 tem nhan day du.

Thang do gid ca cam nhdn gom 5 bién:

- Céc san pham trong siéu thi c6 gia phai ching.

- Gi4 cua cac san phdm trong siéu thi c6 thé chép
nhan duogc.

- Gi4 san pham cua siéu thi luén thip hon cac
siéu thi khac.

- T6i luén hai 1ong voi gia cua san phdm trong
siéu thi.

- So véi cho, gia san phim trong siéu thi t6t hon.

Thang do gid tri cam nhdn gom 10 bién:

- Siéu thi 12 noi mua sim dang tin cdy.

- Mua sam & siéu thi toi cam thay vui hon.

- T6i cam thdy dwoc quan tdm khi mua sim &
siéu thi.

- Nhitng gi t61 nhén dugc cao hon nhiing gi bd ra.

- So véi cho, siéu thi 14 noi mua sdm thuan tién.

- T’(”)i cam thdy dugc nguoi khac tén trong khi
mua sam & siéu thi.

- Toi cam thay thoai mai khi di mua sim ¢ siéu
thi.

- Nhin chung t6i cam thay thu gidn khi di siéu
thi.

- Siéu thi luén dap ng nhu ciu cua toi.

- Mua sdm tai siéu thi 1a sanh diéu.

3.5. Thiét ké nghién ciru dinh lwgng

Phong van tryc tiép cac khach hang dang mua
sim tai siéu thi Co.opmart Cdéng Quynh va
Co.opmart Nguyén Kiém vé6i ¢& mau dy kién 1a 450,
chon miu theo phuong phap thuan tién nhim tranh
gdy trd ngai khi ho dang mua sam tai siéu thi.
4. Két qua nghién cilru

4.1. Dic tinh ciia méau

Mau nghién ctru n = 450 khach hang dang mua
sam tai Co.opmart Céng Quynh, sau khi thu thap va
loai nhitng phiéu tra 1oi khong dat yéu cau la 33
phiéu, miu chinh thirc n =417. Trong do, ty 1é nam
tra 101 1a 45,8% va ty 1& nit 1a 54,2%. Cho thay rang
da s khach hang mua sim tai Co.opmart 13 khach
hang nit. Ngoai ra, da s6 khach hang dén mua sim
tai siéu thi 1 nguoi co d6 tudi tir 20-30 chiém ty 1é
39,6%. Qua thong tin c6 dwgc tir mau nghién ctru
cho thiy ring da s6 khach hang mua sim tai siéu thi
la nhitng ngudi da di [am co6 thu nhép trung binh tur
5-10 tridu ddng/thang.

4.2. Thang do

Khéo sat trén mau day du n = 417, bay thang do
déu c6 hé s6 Cronbach’s Alpha 16n hon 0,6 va twong
quan v6i bién tong cua tit ca cic bién quan sat déu
16n hon 0,3. Két qua phan tich nhan t5 cho mdi
thang do déu cé phuong sai trich 16n hon 50%.

4.3. Két qud phdn tich nhén t6

Véi hé s6 KMO = 0,870 va kiém dinh Bartlett
véi mue y nghia nho hon 0,0001, c6 9 nhan td duge
rit ra voi tong phuong sai trich 13 60,112% va mdi
nhan t6 déu co gia tri Eigenvalue 16n hon 1. Chi c6
mdi nhéan t6 chung loai hang hoa 1a giit nguyén 1
nhan td, cac thanh ph?m chét lugng san phém, mat
bang, trung by phan tan va bd sung cho cac thanh
phan khac. Riéng hinh anh thuong hiéu bi phan tan
thanh 2 nhan t5.
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Bang 1. Cac gia tri cia mdi nhan t6

Nh"an Gia tri Phwong Cronbach’s
to Eigenvalue sai trich Alpha
1 9,067 22,667 0,837
2 4,805 12,012 0,811
3 1,825 4,563 0,821
4 1,646 4,115 0,756
5 1,557 3,893 0,773
6 1,455 3,638 0,758
7 1,352 3,380 0,780
8 1,194 2,985 0,753
9 1,144 2,859 0,692
Téng cong 60,112%

4.4. Mo hinh hiéu chinh

Bién phl} thudc: Gia tri cam nhén va 5 bién doc
1ap, bao gom:

Bién 1: Gia ca cam nhan véi 5 thanh phan

Bién 2: Kha nang phuc vu v6i 5 thanh phan

Bién 3: Trung by trong siéu thi véi 4 thanh phan

Bién 4: An toan trong siéu thi v6i 3 thanh phan

Bién 5: Chung loai hang hoa véi 3 thanh phan

Céc phat biéu tuong mg voi cac bién doc lap

Hi: Gi4 ca cam nhan ti 1€ thuan véi gia tri cam
nhan

H,: Kha nang phuc vu cia nhén vién ti 1€ thuén
v6i gia tri cdm nhéan

Hj: Trung bay trong siéu thi ti 1€ thuan véi gia tri
cam nhéan

Ha: Sy an toan trong si€u thi ti 1€ thuan voi gia tri
cam nhan

Hs: Chung loai hang hoa ti 1€ thuén vdi gia tri
cam nhan

Phuong trinh hdi quy

Fs = 0,531*F; + 0,402*F, + 0,287*F; + 0,205*F4
+0,202*F5

Trong do: Fe: Gia tri cam nhén (giatri)
Fi: Gia ca cam nhén (giaca)
F»: Kha nang phuc vu (khanang)
F3: Trung bay trong siéu thi (trungbay)
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F4: An toan trong si€u thi (antoan)
Fs: Hang hoa (hanghoa)

4.5. Phédn tich twong quan

Ma trén nay cho thiy c6 mdi twong quan giita
bién “Gia tri cam nhan” véi tung bién doc lap, cling
nhu tuong quan giira cac bién doc 1ap v6i nhau véi
murc ¥ nghia nhé hon 0,05. Do d6, c6 thé két luan
rang cac bién co thé dua vao mo hinh dé giai thich
bién phu thudc

Gia thiét vé phan phdi chuan ciia phan du khong
bi vi pham khi thyc hién phéan tich hdi quy tuyén
tinh boi, phan du véi trung binh xap xi 0 va do léch
chudn x4p xi 1, nhu vay, phan du c6 phan phdi gan
nhu phan phdi chuén.

Hién tuong da cong tuyén dugc kiém tra cho
ting mé hinh vé6i yéu cau VIF < 10.

M6 hinh gid tri cdm nhén ctia khach hang
(n=417) véi muc y nghia cia F < 0,001 va mo6 hinh
nay giai thich dugc 60,504% bién thién cta bién phu
thudc.

Fe¢ (gia tri cam nhén) = 0,531*F; (gia ca) +
0,402*F, (kha nang phuc vu) + 0,287*F3 (trung bay)
+ 0,205*F4 (an toan) + 0,202*Fs (chung loai hang
hoéa)

Két qua cho thdy gid ca la thanh phan c6 hé sb
hdi quy chuan héa cao nhat; nhéan té tic dong manh
tha hai dén gia tri cam nhan 1a kha nang phuc vy; ké
tiép 1a nhan t trung bay trong siéu thi co tac dong
manh tht ba dén gia tri cdm nhén; tiép dén 12 an toan
trong siéu thi. Cudi cung 14 nhan té ching loai hang
hoa ¢ tac dong yéu nhat dén gia tri cam nhan.

5. Két luan va ham y tir két qua nghién
ciru

Cin cir vao két qua nghién ciru dinh luong vé gia
tri cdm nhéan khach hang dbi voi siéu thi Co.opmart
tai TP.HCM chung ta co thé rat ra mot s6 két luan
sau:

- Nam yéu té tac dong dén gia tri cam nhan cua
khach hang dugc sap xép theo thir ty quan trong nhu
sau: (1) gia ca cam nhén; (2) kha nang phuc vu; (3)
trung bay trong si€u thi; (4) an toan trong siéu thi; va
(5) chiing loai hang héa. Céc yéu t6 nay 1a “cac yéu
t6 troi”, mot siéu thi ban 1é can co ning luc vuot troi
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s0 voi cac d6i thi canh tranh ciia minh trén 5 yéu t6
nay dé chién thing trong canh tranh trén thi trudng.

- Céc yéu té thuong hiéu, chét luong san pham,
mit bang siéu thi qua phan tich hoi quy khong co tac
dong dén gi4 tri cam nhan cta khach hang. Diéu nay
cho thiy ddy c6 thé 1a nhiing “yéu t6 chuan”, n6 la
nhimg yéu t6 phai c6 nhung cac siéu thi khong can
phai dau tu qua nhiéu chi phi cho né. Viéc gia ting
qua mirc cac yéu t6 nay khong co tac dung gia ting
gi4 tri khach hang cam nhan ma chi 1am tén kém chi
phi doanh nghiép nhiéu hon.

Tir nhitng két qua kham pha nay chung toi dé
xuét mot s6 goi y cho cac nha kinh doanh siéu thi
ban 1¢ tai TP.HCM néi chung ciing nhu d6i véi
Co.opmart noéi riéng nhu sau:

M5t la, Dé nang cao stic canh tranh cia cac siéu
thi, cac nha quan tri can cai thién lién tuc cac nhan tb
tao ra gia tri khach hang cam nhan, cu thé la:

- Xay dung chinh sach gia hop Iy va co tinh canh
tranh: Gia ca 1a mot yéu td c6 tac dong 16n nhat
trong vi€c tao ra gia tri khach hang cam nhan. Mot
siéu thi néu c¢6 chinh sach gia ca hop 1y va thap hon
cac siéu thi khac s€ tang sy thoa man cua khach
hang va lam ting long trung thanh cia ho ddi véi
siéu thi. Diéu nay doi héi cac siéu thi phai quan ly
t6t hé thdng cung tng ciing nhu quan tri c6 hiéu qua
cac chi phi trong qua trinh van hanh, qua d6 giam
chi phi xubéng mirc thdp nhét va dinh gia ban thp
hon cac nha canh tranh.

- Chu trong dao tao va dong vién tinh than lam
viéc cua nhdn vién: Nang lyc phuc vu cua nhan vién
1a nhan t6 quan trong thtr 2 tao ra gia tri khach hang
cam nhéan. Thuc té cho théy nang lyc phuc vu cua
nhan vién phu thudc vao ky nang chuyén mon va
thai d6 lam viéc cta nhan vién. MOt nhan vién sé
phuc vu khach hang tét hon khi ho ¢6 du ky ning
chuyén moén can thiét va duoc dong vién mot cach
¢6 hiéu qua dé tir d6 ho tan tam hon trong viéc phuc
vu khach hang s& 1a yéu t6 quan trong trong viéc dap
ung su hai long cua khach hang va gia tang cac gia
tri khach hang cam nhan. Cac nha quéan ly siéu thi
can chu trong hon nira viéc dao tao cic ky ning
chuyén mon cho nhan vién cling nhu phai c6 chinh
sach dong vién théa dang nguoi lao dong cia minh,
xdy dung vin hoa giao tiép va Gng xir v6i khach
hang mdt cach hiéu qua.

- Ndng cao hiéu qua trung bay hang hoa: Hang
hoéa dugc trung bay mot cach khoa hoc, dep mit,
gitip cho khach hang dé tim, d& tiép can, kich thich
su chi y cia khach hang, 16i di phai dam béao su
thong thoang. Nhitng yéu t6 nay s& co tic dung gia
tang gia tri khach hang cam nhan va sy hai long ctua
khach hang khi dén cac siéu thi.

- Pdm bdo sw an toan va an ninh: Cam giac vé su
an toan va an ninh ciia khach hang khi dén cac siéu
thi ciing cdn duoc quan tim dé ning cao gia tri
khach hang cam nhén va sy hai long cua khach
hang. Céc siéu thi can phai duoc thiét ké dam bao su
an toan vé phong chay va chita chay, 15i thoat hiém
va tao ra cam giac an ninh cho khach hang trong qua
trinh mua sm tai siéu thi.

- Tang cwong su phong phu cua hang hoa: Hang
hoa trong siéu thi can phai phong phu, da dang vé
chung loai, kich ¢&, kiéu dang, thuong hiéu... dé c6
thé dap ung moi d6i tugng khach hang va tao ra cam
gi4c tin cdy ctia khach hang ddi vai siéu thi.

Hai 13, Viéc dau tu xdy dung thuong hiéu, dam
bao chét luong hang hoa bay ban trong siéu thi, dau
tu xay dung mat br?mg va co sO ha t?mg thuan tién la
bién phap céan thiét dé gitp cho siéu thi van hanh tdt.
Céc nha quan tri siéu thi phai dam bao cic yéu t6
nay dugc duy tri 6n dinh, ddp ung céc tidu chuén
van hanh. Tuy nhién nhu d chi ra & trén, cac yéu tb
ndy c6 thé 1a “cac yéu td chuan”, vi vay, néu danh
quéa nhiéu ngudn lyc hon mirc can thiét cho cac yéu
t6 nay s& lam gia ting chi phi nhung khong c6 tac
dung tao ra gid tri khach hang cam nhan va khong
lam tang thém sirc canh tranh cda si€u thi trén thi
truong.

6. Han ché va hudng nghién ciru tiép theo

Bén canh nhiing két qua dat dugc qua phan tich
va nghién ctru, dé tai con cd6 mot s6 han che sau:

- Do nghién ctru chi thyc hién tai cac si€u thi
Co.opmart & TP.HCM nén kha ning tong quat hoa
két qua khong cao.

- Céach chon mau trong nghién ctru dugc chon
theo phuong phép thudn tién nén tinh dai dién sé€
khong cao.

- Céac huéng nghién ciru tiép theo nén mé rong
nghién ctru tdc dong cua cac yéu to dén gia tri cam
nhan cia khach hang theo tung nhoém khach hang

NGHIEN CU'U & TRAO BOI

31



% PHAT TRIEN KINH TE
e AlIS0 260, Thang Sdu ndm 2012

riéng biét theo gidi tinh, d6 tudi, thu nhap, trinh do, hang cam nhan co thé ap dung chung cho cac siéu
tinh trang hon nhan, nghé nghiép, thu nhap... trén co  thi ban 1é tai TP.HCM™®

so mau du 16n va mang tinh dai dién cao dé co thé

thiét 1ap mot thang do cac yéu t6 tao ra gia tri khach
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