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A STUDY OF THE FACTORS THAT AFFECT CONSUMERS’ PERCEPTION
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Tém tat - Bai bao nay nham xac dinh cac nhan té anh hwéng dén
gia tri cdm nhan clia khach hang vé siéu thi trén dia ban thanh phd
Da Néng. Di¥ liéu khao sat trén 150 khach hang thwdng xuyén cla
cac siéu thi thong qua bang cau héi, sau d6 sé dwgc phan tich
b&ng phan mém SPSS. Két qua phan tich chi ra 5 nhan té, bao
gdm “Gia ca”, “Thai do nhan vién’, “Khéng gian siéu thj’, “Co s&
vat chat”, “Sw tin cay” dwoc cho 1a ¢ c6 anh hwéng dén gia tri cdm
nhan khach hang vé siéu thi. Trong do, yéu té “Co sé vat chat” anh
hwéng manh nhét va it nhat 13 “Khéng gian siéu thi". Tt két qua
nghlen ctru, bai bao dé xuat cac ham y giai phap gia tang gia tri
cam nhan cla khach hang vé céac siéu thj tai Da Nang.

Tw khéa - gia tri cdm nhan khach hang; siéu thi; nhan t6 anh
hwéng; phan tich kham phé; Ba Nang.

1. Pit véan dé

Thj truong ban 1é Viét Nam dwoc danh gia la dang budce
vao giai doan chin mudi va chiu sirc ép 16n tir hoi nhap [1].
Su canh tranh khong ngling trong nganh ban 1€ tai Viét
Nam khién nhiéu nha ban 1é va cong ty dich vu tap trung
vao cung cap gia tri danh cho khach hang nhu mét loi thé
canh tranh. Thuc té cho thdy cac doanh nghiép van thudng
méc nhitng sai 1am trong nd lyc cung cip gié tri cho khach
hang. Bai vi, nhitng cai ma doanh nghiép nghi c6 gia tri vai
khach hang va nhiing cai khach hang noi rng c6 gia tri voi
ho thi khong giéng nhau. Hon nita, loai hinh ban 1¢ truyén
thdng nhu cho truyén théng, ctra hang, ctra hiéu, quéan
hang, sap hang... van ton tai kha phd bién, cac siéu thi
khong chi canh tranh ndi bg véi nhau, ma con phai canh
tranh gay gét voi loai hinh ban 1¢ truyén thong.

Gia tri cdm nhan khach hang khong con qua méi mé. Tuy
nhién, tai Pa Ning ciing nhu & Viét Nam noi chung cac
nghién ctru hau hét duoc thuc hién cho mot thuong hi¢u hay
mot siéu thi, mot td chirc cu thé. Trudc thyc tién trén, dé co
cai nhin bao quat va mang tinh tong thé hon, tac gia thyc
hién “Nghién ciru cdc yéu t6 anh huong dén gid tri cam nhdn
khdch hang vé cdc siéu thi trén dia ban thanh pho Pa Nang”’
nhim do luong gid tri cam nhéan cta khach hang vé tap cac
siéu thi tai Pa Nang, gilip cho c4c siéu thi nhan thirc sdu sic
hon vé loi ich va hiéu qua cua viée cung cip gid tri vuot troi
cho khach hang trong hoat dong kinh doanh; ddng thoi x4c
dinh nhitng nhan t6 cu thé tac dong dén gi4 tri cam nhan cta
khach hang nham dé xut cic ham ¥ hd trg cho céc siéu thi
trén dia ban thanh phd gia tang gid tri cung cap cho khach
hang va gianh thing loi trong bdi canh canh tranh.

2. Co so 1y thuyét vé gia tri cam nhéan khach hang
Cac nha nghién ctru da s dung nhiéu thuat ngit khac
nhau d¢€ dinh nghia gia tri cdm nhén ctia khach hang. Chang
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han nhu: gia tri cam nhan (Perceived value), gia tri cia
khach hang (Customer value), gia tri cho khach hang
(Value for the customer), gia tri cim nhéan ctia khach hang
(Customer perceived value), gia tri khach hang cam nhan
(Perceived customer value), gia tri cua ngudi ti€u dung
(Consumer value), gia tri tiéu dung (Consumption value). ..
Thuat ngir thuong dung trong kha nhidu nghién ciru 1a gia
tri cam nhan (Perceived value) hay gia tri cdm nhan cia
khéach hang (Customer perceived value) [2].

Mot trong nhitng nghién ctru diu tién v& gid tri cam nhan
khach hang la cua Zeithaml. Tur két qua nghién ctru 6ng da rat
ra 4 dinh nghia Ve giatri: (1) Gid cd thap (2) Tt cd nhimg gi
khach hang muon trong mot san pham; (3) Chat heong khdch
hang nhdn dwoc voi gia ma ho da tra; (4) Nhitng gi khach
hang nhdn duoc so véi nhitng gi ho bo ra [3].

Theo Butz va Goodstein “Gia tri cam nhan cua khach
hang 1a mdi quan hé cam xtc duoc thiét 1ap giita khach
hang va nha cung cp sau khi khach hang da sir dung mot
san pham hay dich vy cta nha cung cdp va thiy ring san
pham hay dich vu d6 tao ra gia tri gia ting” [4].

Ném 1997, Woodruff da mé rong khai ni¢m vé gia tri
cam nhan khach hang. Theo 6ng: “Gia tri cam nhéan cua
khéch hang la sy cam nhén thich hon ctia khach hang, 1a sy
danh gia ctia khach hang vé nhitng thudc tinh san pham,
dac tinh dich vy, 1a hi¢u qua gia tiang trong st dung khi san
phém, dich vu dap ing duoc muyc tiéu va muyc dich st dung
ctia khach hang” [5].

C6 rat nhiéu quan diém khac nhau vé gia tri cam nhan
ctiia khach hang, tuy nhién cac khai niém déu c6 diém
chung 1a su so sanh giita nhitng gi khach hang nhan duogc
(loi ich) va nhiing gi ho bo ra (su hy sinh) dé c6 dugc san
pham hay dich vu. Vay gi4 tri cam nhan khach hang dugc
hinh thanh nhu thé nao?
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Hinh 1 trinh bay khai luoc vé su hinh thanh gia tri cho
khéch hang. Theo do, gia tri cam nhan cta khach hang vé
mot san pham - dich vu 12 V, gia ma cong ty c6 thé doi hoi
cho san pham d6 duéi strc ép canh tranh 1a P, va chi phi san
xuét san pham 1a C. Bién loi nhu4n cua cong ty la (P - C).
Khi d6 khach hang s€ dugc mot thang du (V - P), con cong
ty s€ tao ra mét loi nhuan (P - C), va ty 1€ loi nhuan cang
16n néu C cang nhé twong ddi so véi P. O day gia tri tao ra
cho khach hang b&i mot cong ty duge do bang chénh 1éch
giita V va C, chinh 12 phan (V - C) trén hinh. Qua d6, chung
ta hinh dung dugc cach thire doanh nghiép gia tang gia tri
cung cap cho khach hang trén thi truong. Thi nhét, doanh
nghiép s& cd géng tao ra nhiéu gia tri hon cho khach hang
(lam ting V), khién cho khach hang c6 dugc sy thoa man
vuot trén ca mong doi ciia chinh ho. Cac nd lyc ciia doanh
nghiép sé& tap trung vao viéc lam cho san pham hap dan hon
nhd su vuot troi vé thiét ké, tinh nang, chat luong va dich
vu kem theo, khi 6 khach hang san sang tra gia P cao hon.
Thtt hai, doanh nghiép c6 thé cb gang nang cao hiu qua
hoat dong kinh doanh ciia minh dé giam chi phi (giam C).

N V-P

v

Hinh 1. Su hinh thanh gid tri cho khdch hang

3. Thiét ké nghién ciru
3.1. Mo hinh nghién ciru

Trén khuon khé nghién ctru nam 2001, Sweeney va
Soutar xac dinh bon nhéan t6 anh huong dén gia tri khéch
hang: Chat luong (Quality); Cam xuc (Emotional); Gia
(Price) va X4 hoi (Social). Dong thoi phat trién thang do gia
tri cam nhan khach hang cho cac san phdm lau bén goi 1a
PERVAL véi 12 bién quan sat duoc dé xuét. Trong nghién
ctru nay, Sweeney va Soutar cho rang Chét lugng, Cam xic,
Gia ca, Gia tri xa hoi la nhiing dac trung co ban cua gia tri
cam nhan vé mot san pham. Trong d6: Chat lwgng phén anh
san phim duoc tao ra tot nhu thé nao? Cam xuc phan anh
san pham lam cho khach hang cam théy nhu thé nao? Gia ca
giai thich sb tién phai tra cho san pham da hop 1y hay chua
hop 1y? Gia tri xd hoi 1a niém vui va 4n tuong c6 duge tir
viéc mua san pham so vé6i cac san pham khac [6].

Déi voi dich vu, Petrick da xdy dung thang do do luong
gid tri cam nhdn cta khach hang (thang do SERV-
PERVAL) gém 5 nhan té: (1) Phan tmg cam xuc vé dich
vu; (2) Chét lwong cam nhén cua dich vu; (3) Danh tiéng
ctia dich vy; (4) Gia ca mang tinh tién té (gia ca); (5) Gia
ca phi tién té (gia ca hanh vi) [7]. Trong d6:

+ Chét lwong dugc dinh nghia 1a sy danh gia vé nhiing diém
ndi bt hodc vuot trdi co tinh téng thé cua san phém, dich vu.

+ Phan mg cam xuc la sy danh gia, sy mo ta vé su hai
I0ng clia ngudi mua dbi véi san phém, dich vu dugc cung cép.

+ Danh tiéng dugc dinh nghia nhu 18 uy tin, vi thé cua
mot san phém, dich vu dugc cam nhan bdi nguoi mua, dua

vao hinh anh cua nha cung cép.

+ Gié ca tién té dugc dinh nghia la gia cia mot san
pham, dich vu dugc hinh dung boi nguoi tiéu dung.

+ Gid ca hanh vi dugc xdc dinh la gia ca (phi tién t¢) dé
dat dugc mot dich vy, bao gom thoi gian va no lyc cua nguoi
tiéu dung dugc sir dung dé tim kiém san pham dich vu.

Tac gia Nguyén Thi Hong Thim thyc hién dé tai thac si
“Nghién ciru gid tri cam nhdn ciia khdch hang tai chudi siéu
thi Co.opmart”. Trong bai nghién clru nay, tac gia da xay
dung hai mé hinh. M6 hinh 1: Po luong gia tri cam nhan ctia
khach hang dbi voi dich vu dwa theo mé hinh cac thanh phan
gia tri cam nhén cua khach hang ctia Petrick (2002). Thang
do dé xuat trong md hinh bao gdm 5 nhén t6: Phan g cam
xuc; Chat lvong cam nhan; Danh tiéng; Gia ca mang tinh
tién t& va Gia ca hanh vi. Két qua nghién ctru cho thiy yéu
t6 “Phan trng cam xtic” c6 tic dong manh nhét 1én gi4 trj cam
nhén cua khach hang. M6 hinh 2: Xac dinh ¥ dinh hanh vi
cua khach hang dya trén gia tri cdm nhan va sy thoa méan
khach hang. G mo hinh nay, trong hai yéu t6 “Gia tri cam
nhén va “Sy thdéa man khach hang” thi “Gia tri cam nhan”
dong vai tro quan trong hon trong viéc tac dong 1én y dinh
hanh vi ctia khach hang, véi muc 0,458, trong khi “Sy thoa
man khéch hang” tac dong 1én ¥ dinh hanh vi chi 0,34 [8].

Phat trién tir thang do ciia Sweeney va Soutar (2001),
Petrick (2002), thang do MLH ctia Mehta va cac cong su cho
dich vu ban 1¢ dién tir va siéu thi tai Singapore, cac tac gia
Bui Thi Thanh va Nguyén Xuan Hiép da xay dung thang do
nghién ctru gia tri cdm nhan vuot trdi cuia khach hang vé siéu
thi tai TP. H5 Chi Minh gdm 6 nhén t6: Gi4 ca; Khong gian
trung bay; Nhan vién; Dong cam; Hang hoa; Co s vat chit.
Két qua nghién ciru cho thdy 5 nhan t6: Hang héa, Khdng
gian, Nhan vién, Gia ca, Co sd vat chét ¢6 anh hudng dén
gié tri cam nhan, nhan t6 Pong cam khong c6 anh huong dén
gia tri vuot troi cua khach hang [9].

| Tap hang héa ‘

| Khéng gian siguthi

I Gia ca L

Giatri
cArm
nhan
khach
hang

| MhEn vi&n phuc vy

| Cof s& vat chat }

‘ Surtin cdy |7"
‘ Hinkh anh si&u thi

I Swran toan

Hinh 2. M6 hinh nghién cieu dé xudt

Tu cac dic diém hoat dong kinh doanh siéu thi va trén
co s& Iy thuyét ciia cac mé hinh nghién ctru lién quan, tac
gia dé xuat mo hinh nghién ctru nhan t6 anh huong dén gia
tri cdm nhan khach hang vé siéu thi tai thanh phé Pa Nang.
M5 hinh gdm 8 nhom nhan t6 chinh: (1) Tap hang héa tai
cac siéu thi; (2) Khong gian tai cac siéu thi; (3) Gié ca hang
hoéa dich vy; (4) Nhan vién phuc vu; (5) Su tin cay; (6) Co
sO vat cht; (7) Hinh anh siéu thi va (8) Su an toan. Tam
nhom nhan t6 nay dwoc do luong bang 49 bién quan sat.
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3.2. Thu thip so ligu

S lidu nghién ciru dugc thu thap théng qua bang céu
hoi. Bang cau hoi duoc thiét ké v6i 49 bién quan sat do
ludng cho 8 nhém nhan té dé& xuat trong md hinh nghién
ctru. Tac gia st dung phuong phap chon mau thuan tién
(khach hang thuong xuyén di siéu thi). Quy mé mau duoc
chon dya trén quan diém cua Lé Thé Gidi va cong sy, kich
thudc mau trong chon mau phi xac suat thuong duoc xac
dinh mot cach chi quan chir khong theo mot cong thirc tinh
toan nao [10]. Do d6, dé dat duoc kich thudc mau dé ra,
150, 200 bang cau hoi khao sat dugc phat ra tai cac siéu thi
khéc nhau, cu thé:

Bdng 1. Thong ké bang cdu hoi phdt ra theo dia diém

Siéu thi S6 bang cau héi phat ra
BigC Pa Nang 50
Lottemart 50
Co.opmart 40
Metro 30
Noi khac 30
Téng cong 200

Két qua khao sat thu vé 165 bang, trong dé 150 bang
hop 18 dugc st dung dé nhap va phén tich dir liéu. Phan
mém phan tich thong ké SPSS 16.0 dugc img dung dé phan
tich thong ké mé ta, kiém dinh va danh gia do tin cay cta
thang do bang hé s6 Cronbach Alpha, phan tich nhan t6
kham pha (Exploratory Factor Analysis - EFA) va phan
tich hdi qui cac nhan t6.

4. Két qua nghién ctru va ban luin
4.1. Théng tin méu nghién civu

Két qua phén tich thong ké mo ta dir liéu cho thay 100%
khach hang d timg mua sam tai cho truyén thong, cira hang
tap hoda, clra hang tién dung va trung tdm thuong mai siéu
thi. Trong do6, 59,3% khach hang di siéu thi 1 lan/ thang va
40,7% di tir 2 1an tr 1én/thang. Diéu nay cho thy rang day
déu 1a khach hang thudng xuyén cta siéu thi va hoan toan
¢6 thé so sanh cac dic diém va danh gia sy khac biét giira
cac loai hinh cho tmyén théng, ctra hang tap hoa va siéu thi.

Bing 2. Thong ké mé ta mau

Phén b6 miu Tin suit | Tilg %
.. . | Co.opmart 24 16
Sﬁe‘f thi "Metro 13 8,7
tX;roglr;g Intimex 4 2,7
m);a Lottemart 35 23,3
m  |BigC 74 49,3
Tong 150 100
Dudi 1 1an/thang 0 0
Mirc do hod 1An/tha
thuong K f)ang 1 lan/thang 89 59,3
xuyén | 2 lan tr¢ 1én/thang 61 40,7
Téng 100 100

Theo sb6 lidu cua Téng cuc Théng ké, tinh dén
31/12/2013 tai Ba Nang c6 39 siéu thi cac loai. Tuy nhién,
theo khao sat thi siéu thi dugc khach hang thuong xuyén
lwva chon mua siam 1a BigC 49,3%, Lottemart 23,3%,
Co.opmart 16%, Metro 8,7% va Intimex 2,7%.

4.2. Phan tich Conbrach Alpha va phén tich nhin té
kham pha
4.2.1. Kiém dinh d¢ tin cdy thang do bdng hé s6 Conbrach
Alpha

Két qua phan tich kiém dinh do tin cdy cia cac thang
do cho thay cac hé s6 Conbrach Alpha ctia cic nhan té “Gia
ca hang hoa dich vu”, “Nhan vién phuc vu”, “Su tin cdy,
“Co s¢ vat chat”, “Hinh anh siéu thi” va “Sy an toan” déu
> 0,6, dam bao d9 tin cdy cho phép cua thang do dung trong
mo hinh. Hé sb twong quan bién téng cua cac bién déu >
0,3 cho théy giita cac bién c6 tuO'ng quan chat ché.

Nhan t6 tip hang hoa c6 hé sb Conbrach Alpha = 0,569 va
bién HHI c6 hé s6 twong quan bién tong 1a 0,225 < 0,3. Néu
loai bo bién bién HH1 khoi mo hinh thi hé s6 Conbrach Alpha
14 0,601>0,6. Trong truong hop nay tac gia loai b bién HH1
ra khoi mé hinh. Didu nay duoc giai thich 12 tip hang héa ciia
siéu thi khong dugce do Iuong boi sy da dang ctia hang hoa,
boi vi so v6i cho truyén thong va cira hang tap hoa thi mirc do
da dang hang hoa khong c6 nhiéu su khac biét.

Bing 3. Hé s6 Conbrach Alpha ciia nhan t6 tdp hang héa

Hé s6 Conbrach Alpha ,569
Bién quan sét H¢ sf'). Eu’cr}g quan|Hé sb Conl.)rth élpha néu
bién tong loai bo bién
HH1 ,225 ,601
HH2 ,348 ,500
HH3 ,531 ,360
HH4 ,335 511
Bing 4. Hé s6 Conbrach Alpha ciia nhdn t6 khéng gian siéu thi
H¢ s6 Conbrach Alpha 847
Bién quan sat |[Hé sfr)' tuong|He s6 Conbrach Alpha
quan bién tong |néu loai bd bien
KG1 ,216 ,860
KG2 ,612 ,827
KG3 ,591 ,829
KG4 ,642 ,822
KG5 ,621 ,825
KG6 ,688 ,817
KG7 ,628 ,824
KG8 ,525 ,835
KG9 ,552 ,832

Bén canh d6, nhan t6 khong gian siéu thi mac du ¢ hé s6
Conbrach’s Alpha 14 0,847, nhung bién KG1 c6 hé sb tuong
quan bién tong 12 0,216 < 0,3. Khai niém khong gian siéu thi
duoc hiéu nhur 13 cach thire trung bay, b tri ké hang, cac gian
hang, am thanh, anh sang bén trong siéu thi, nén blen KG1 noi
vé vi trf siéu thi chua phan anh ding khai niém vé khong gian
siéu thi. Do d6, tac gia loai bo bién KG1 ra khoi mé hinh trude
khi phan tich EFA. Sau khi loai bo KG1, hé s Conbrach
Alpha ctia nhan t6 khong gian siéu thi 13 0,86.

4.2.2. Phan tich nhén t6 kham phd (EFA)

Sau khi kiém dinh thang do bang hé s6 Conbrach’s Alpha
va loai bo 2 bién HH1 va KG1 khong phut hop, tac gia tién
hanh phén tich kham pha dya trén 47 bién quan sat con lai.
Két qua EFA 1an 1 cho thy hé s6 KMO = 0,884; Sig.= 0,000



ISSN 1859-1531 - TAP CHi KHOA HOC VA CONG NGHE DAl HOC DA NANG, SO 12(97).2015, QUYEN 2 97

vaco 10 nhan t6 duoc trich rat tai gia tri Eigenvalues=1,116 ~ [CV2 715
va tong phuong sai trich dat gia tri 67,267%. Cv3 ,645
. Py . 3 CVv4 ,429 ,601
Bding 5. Hé so KMO phan tich EFA lan 1 GC5 738
KMO and Bartlett's Test GC1 ,702
Kaiser-Meyer-Olkin Measure of Sampling Adequacy.| ,844 ggg ggg
Bartle_tt'_s Test of|Approx. Chi-Square 3,400E3 GC4 :530
Sphericity Df 861 HA2 786
- HA4 147
Sig. 000 HAL 747
Két qua trich rat cho thay cdc nhom bién T4p hang héa, [TC2 678
Khong gian siéu thi, Gia ca, Co s& vét chit, Sy an toan ¢éu  [1C3 616
duoc gitr nguyén cac bién do luong ban dau. Diéu nay igi 443 gzg
chirng t6 cac bién quan sat dam bao tinh hdi tu va cung do AT2 : 832
luong cho C}‘mg,m(f)t khai niém. AT3 :741
Riéng yéu to “Nhan vién phuc vu” dugc tich thanh hai  |AT1 ,608
nhom: Nhom (2) NV6, NV7, NV8, NV9 va nhém (3) gom  [HH3 ,819
NV1, NV2, NV3, NV4, NV5 (xem Bang 7). Diéu nay, cho  [HH2 556
thay 9 bién quan sat trén thuc té khong cung do luong cho ?CH(? 412 27
yeu t0 “Nhan vién phuc vu”, ma do luong cho hai nhan t6 Tos 1585
khac nhau. Sau khi xem xét ¥ nghia cla timg bién, tic gia |53 476 :537

quyét dinh tach yéu t6 “Nhan vién phuc vu” thanh hai yéu
t6 khac nhau.

Nhoém (3) tac giad dat tén 1a “Thai d6 phuc vu ctia nhan
vién” gom céc bién quan sat NV1: Nhén vién phuc vu kip
thoi; NV2: Nhan vién sin sang gitp d& Khach hang; NV3:
Nhan vién nhanh chong dap tng khach hang; NV4: Nhéan
Vién tao su tin tuéng; NV5: Nhan vién lich sy - than thién.

* Theo thang do SERVQUAL ctia Parasuraman, C4C
bién NV8, NV9 phan anh sy dong cam ctia nhan vién siéu
thi voi khach hang, nén nhom 2 bao gdom NV6, NV7, NV8,
NV s€ dugce goi 1a “Murc do déng cam”.

Bién TC5, TC6 va HA3 duoc trich rt thanh mot nhom
nhan t6 ma&i, nhom (10). Tuy nhién 3 bién TC5: Quan tim
giai quyét dé xudt, gop ¥ ctia khach hang, TC6: Sai sot khi
nhan hang va thanh toan, HA3: N§ lyc thuc hién trach
nhiém vé6i cong dong, khong cung giai thich cho mot khai
niém cu thé nao, nén tac gia quyét dinh loai bo nhom bién
nay va tién hanh phan tich EFA lan 2.

Bing 6. Két qua phan tich EFA lan 1
Bién

Nhén t6
quan

sat |1 |2 |3 Ja |5 6 |7 |8 |9 |10
KG6 [,812
KG4|,744
KG7],718
KG5 [,699
KG3],654
KG8[,546
KG2[,502
KG9 [,489 244
NV7 815
NV8 751
NV6 705
NV9 492 438
NV3 710
NV1 667
NV2 656
NV4 458 |,518
NV5 467
CV1 779

Sau khi loai bo TC5, TC6, HA3, két qua phan tich lan
2 dua trén 44 bién quan sat, ta c6 hé s KMO = 0,849,
Sig.= 0,000, c6 9 nhan té: (1) Khong gian siéu thi,
(2) Muc do déng cam, (3) Thai do phuc vu, (4) Gia ca,
(5) Co so vat chat, (6) Su tin cdy, (7) Su an toan, (8) Hinh
anh siéu thi, (9) Tap hang hoa dugc trich rat tai gia tri
Eigenvalues = 1,049 va tong phuong sai trich dat gia tri
66,128%. Két qua phan tich EFA 1an 2 cho thay, khong
c6 sy thay doi cac muc hoi qua lai giita cac khai niém can
do, khong c6 muc hdi nao bi loai bd vi 1y do khong dong
g6p vao viéc do luong khai niém can do, khong phat sinh
thém cac khai niém hodc nhan té méi. Do dé, tac gia quyét
dinh ngung phan tich EFA va hiéu chinh lai mé hinh
nghién ctu.
4.2.3. M6 hinh hiéu chinh

| Ta&p hang haa

| Khéang gian siéuthi

| Gia ca

| Thai 3& phucwu

Q
|—.
|///—'

| S déng cAm

| Cof 3 wat chat 7‘
| Zrtin cdy |
| Hinh &anh sié&u thi

| Swran todAn

Hinh 3. M6 hinh nghién citu hiéu chinh

4.3. Kiém dinh mé hinh

Két qua phan tich twong quan chi ra cac bién doc lap
“Khong gian siéu thi”, “Thai 46 phuc vu”, “Su dong cam”,
“Gid ca”, “Su tin cdy”, “Co s6 vat chat” déu c6 twong quan
tuyén tinh véi bién phu thu¢c “Gia tri cam nhén” (GT) ¢
miic ¥ nghia 1%. Bién “Co s¢ vat chit” c6 twong quan
manh nhat véi bién doc 1ap (HE s6 Pearson = 0,454), ti€p
theo 1a cac bién “Thai d6 phuc vu” (Hé so Pearson =0,419),
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“Gia ca” (H¢ s6 Pearson = 0,383), “Su tin cdy” (Hé sb
Pearson = 0,37) va cudi cing twong quan yéu nhat 1a bién
“Khong gian siéu thi” (H¢ s6 Pearson = 0,366). Bén canh
do, cac bién “Téap hang hoa”, “Su an toan”, “Hinh anh siéu
thi”, “Su déng cam” déu c6 hé sb Pearson < 0,2 va
Sig. > 0,01, diéu nay cho thiy 4 bién nay khong c6 twong
quan tuyén tinh véi bién phu thudc.

Su twong quan ciia 5 bién “Khéng gian siéu thi”, “Théi
d6 phuc vu”, “Gia ca”, “Su tin cay”, “Co so vat chét” rat
dugc ky vong trong nghién ciru, vi chinh nhitng méi trong
quan chit, tuyén tinh giita cic bién s& giai thich duogc sy
anh huong ciia cac nhan td trong mé hinh nghién ctru. Tac
gia da tién hanh phan tich hdi quy da bién giita bién phu
thudc “Gid tri cam nhan” voi 5 bién doc 1ap nay. Két qua
hdi quy cho thiy R2 hiéu chinh = 0,399 (39,9%), tic 14 5
bién doc 1ap trén chi giai thich dugc 39,9% su bién thién
ctia bién phuy thudc. Str dung kiém dinh F dé kiém dinh sy
pht hop ctia md hinh. Két qua ¢ Bang 11 cho thiy gia tri
Sig.= 0,000 < 5% nén mo6 hinh nghién ctru phu hop véi mo
hinh thyc cua tong thé.

Bing 9. Két qua phan tich dé phit hop mé hinh

Model Summary®

Mode| R R Adjusted | Std. Error of | Durbin-
| Square |R Square|the Estimate | Watson
1 {,639° ,409 ,399 ,49963 2,155

a. Predictors: (Constant), su tin cay, Gia ca, Khong gian
sieu thi, Co so vat chat, Thai do phuc vu

b. Dependent Variable: Gia tri cdm nhan

Bingl0. Két qud phdn tich ANOVA

Model Sum of | g | Mean | o | g
Squares Square
Regression 6,529 6 1,088 | 5,375 | ,000%
1 | Residual 28,95 | 143 0,202
Total 35,478 | 149

Bingl 1. Két quda phdn tich héi quy danh hieéng ciia cdc nhan 16
to1i gia tri cam nhdn khdach hang

Coefficents®

Unstandardized |Standardized Collinearity

Model coefficents | Coefficents |4 Sig. Statistics

B [Std.Error| Beta Tolerance [/ IF

1 |Constant|,510 | ,262 1,945 | ,003

GC ,281| ,068 232 4,131 | ,000 | ,652 |1,600
TD 172 051 ,134 2,505 | ,002 | ,698 [1,452
KG ,039 | ,065 ,030 ,600 | ,000 | ,791 [1,264
cv ,392 | ,055 ,337 6,032 | ,000 | ,630 |1,587
TC ,152 | ,049 147 3,093 | ,002 | ,684 [1,185

a. Dependent Variable: GT

Két qua Bang 11 cho thdy 5 bién “Gia ca”, “Thai do nhén
vién”, “Khong gian siéu thi”, “Co s¢ vat chat”, “Sy tin cay”
c6 mbi quan h¢ véi “Gia tri cdm nhan khach hang (vicomuc
¥ nghia hé s6 udc luong Sig. < 0,05). Bén canh do, cac bién
trén khong c6 hién twrong twong quan da cong tuyén (do tat
ca cac gia tri VIF ciia cac bién déu nho hon 2).

Trong 5 nhén t§ anh huéng dén “Gi tri cam nhan khach
hang” thi nhan t6 “Co s& vat chat” anh huong manh nhét voi hé
s0 Beta chun hoa = 0,337, tiép theo nhan t6 “Gia ca” (hé sb

Beta chuan hoa = 0,232); nhan t6 c6 muc d9 dnh hudng thap
nhat la “Khong gian siéu thi” (hé s6 Beta chuan hoa = 0,3).
Nhu vdy phuong trinh hoi quy }hé hién mdi quan hé
gitta GTCNKH (GT) v6i cac yeu to gia ca (GC), thai do
nhan vién (TD, khong gian siéu thi (KG), co s¢ vat chat
(CV), su tin céy (TC) dugc viet lai nhu sau:
GT = 0,51 + 0,281*GC + 0,127*TD + 0,039*KG +
0,329*CV + 0,151*TC

5. Ham y giai phap cho cac siéu thi

Gia tri cam nhéan cta khach hang lién hé chat ch€ véi
sw hai long cua khach hang, long trung thanh va long tin,
va céc siéu thi dang nd lyc dua ra nhimg giai phap nham
gia tang gia tri cho khach hang. Trong pham vi bai bao, tac
gia dé xuat mot s6 ham y nhu sau:

¢ Nang cao tinh chuyén nghiép cac hoat dong tur xay
dung t6 chirc ké hoach cung tng, dy trit diéu phdi ngudn
hang, dén tac phong cong nghiép, k¥ ning nghiép vu cua
nhan vién. Két hop viéc g dung thuong mai dién tir trong
viéc quan ly dir liéu hang hoa, khach hang, nha cung cp,
da dang hoa cac phuong thirc ban hang va phat trién cac
cong cu Marketing tric tuyén, nham phat trién siéu thi
thanh cau ndi “Ngan nhét, nhanh nhat va chi phi thap nhat”.

* Nang cép co s6 vat chat, trang thiét bi, mo rong mat
béng, cai tao khong gian theo hudng van minh, hién dai,
tham my va tién ich.

* Gia tang long tin, cai thién hinh anh cua siéu thi
truée kénh phan phédi khac théng qua viéc kién toan ché 4o
cham soc khach hang va giai quyét khiéu nai, sdn sang gitp
d& va dap img nhu cau khach hang, chii trong dén phat trién
do6i ngili nhan vién chuyén nghiép va than thién.

«  Diéu chinh gia ca hang hoa, dich vu & mirc hop 1y,
duy tri tinh 6n dinh so v6i cac kénh phan phdi khac. Lién
két v6i cac nha cung cép, t chirc thudng xuyén cac dot ban
hang giam gi4, wu tién cho cac mdt hang gia dung. Bén
canh d6, phat trién cac dich vu b trg mién phi dé gia ting
lgi ich cho khach hang.

«  Phat trién tap hang hoa da dang, c6 nhiéu mit hang
méi duoc bay ban tai siéu thi va nhitng kénh phan phéi
khac. Pam bao chat lwong hang hoa bang cach thit chat
khau kiém tra true khi nhap hang héa vao siéu thi. Két
hop mé rong, phat trién cac dich vu vui choi giai tri, dé dap
mg nhu ciu da dang hon ctia khach hang.

6. Két luan

Do nhiing gi¢i han nhét dinh vé ngudn lyc va pham vi
clia mot bai bao, nghién ctru chi dimg lai v6i quy mo mau
150 va duoc thuc hién tai 5 siéu thi dién hinh trén dia ban
thanh ph6 Pa Néng. Két qua nghién ciru cho thdy mé hinh
nghién ciru nay chi gidi thich dugc 39,9% su bién thién
bién phy thudc “Gia tri cam nhan”. 5 nhén t6 “Khong gian
siéu thi”, “Thai d6 phuc vu”, “Gia ca”, “Sy tin cdy”, “Co
s& vat chat” duge cho 1a ¢o anh huong dén gia tri cam nhén
ctia khach hang vé cac siéu thi tai Pa Néng. Trong d6, “Co
s& vat chat” co anh hudng manh nhét, tiép dén 13 “Gia ca”
va “Khong gian siéu thi” c6 muc anh hudng thip nhit.

Trong tuong lai, nghién ciru nay mong mudn dugc mé
rong trén quy md mau 16n hon va dugc thuc hién cho tap
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hop tat ca loai hinh siéu thi tai Da Nang nhim c6 duoc mot
ci nhin toan canh vé gi4 tri cam nhan cua khach hang ddi
vé6i siéu thi, giup cho cac siéu thi dé dang thyc hién giai
phap gia ting gia tri cung cung cip cho khach hang.
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