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ABSTRACT

This study focuses on developing and validating multi — dimensions scale quality
of customer experience at the supermarkets located in Can Tho city. Using
quota sampling by gender technique, 173 correspondents were directly
interviewed by questionnaire. Cronbach’s Alpha, Exploratory Factor Analysis
(EFA), Confirmatory Factor Analysis (CFA) and Structural Equation Modeling
(SEM) methods were used in this study. The results showed that the scale of
quality of customer experience includes six dimensions: service providers,
physical retail environment, other customers, companions, value added, and
product characteristics. The results also illustrated that there is a direct
influence from the quality of customer experience to customer satisfaction,
loyalty and words of mouth. These results emphasized that the quality of
customer experience is one of the important factors that enterprises need to care
and have solutions to improve the quality of customer experience through its
components. This study had contributed and enhanced the contents of quality of
customer experience a new concept and few enterprises pay attention on it.
Besides that, this study also provided a new approach to measure and evaluate
customer satisfaction and loyalty by the quality of customer experience.

TOM TAT

Nghién ciru nay tdp trung vao viéc phat trién va danh gia thang do chdt lwong
trdi nghiém khdch hang tai cdc siéu thi trén dia ban Thanh phé Cén Tho. Bai
viét sir dung phirong phdp chon mau han mirc theo tiéu thire giGi tinh véi cé
mau la 173. Phuong phép kiém dinh thang do bang hé s6 Cronbach Alpha, phin
tich nhdn t6 kham phéa (EFA), nhén t6 khang dinh (CFA) va mé hinh cdu triic
tuyén tinh (SEM) duegc sir dung trong bai nghién ciru. Két qua chi ra rang thang
do chat heong trdi nghiém khdch hang bao gom sau thanh phan: nhén vién, méi
truong xung quanh, nhirng khach hang khac, ngum di cung khach hang, gia tri
gia tang va ddc trung san pham. Két qua nghién ciru ciing cho thdy chat leong
trdi nghiém khdch hang danh hwong truec tiép dén sy hai long ciia khdch hang;
qua dé tic déng dén long trung thanh va suw gici thiéu truyén miéng ciia khdch
hang. Két qua nghién ciru nhdn manh mng chdt lwong trai nghiém khach hang
la mét trong nhitng yéu t6 quan trong ma doanh nghiép can quan tam va can cé
cdc gidi phadp cai thién thong qua cdc thanh phan hinh thanh nén trdi nghiém
ciia khdach hang. Vé mat hoc thudt, bai nghién ciru da déng gop va hoan thién
thang do lwong chdt lwong trdai nghiém khéich hang — mt khdi niém van con kha
méi mé va chua nhan dwoc nhiéu sw quan tam & cac doanh nghiép. Bén canh do,
bai nghién ciru cung cdp mét cdch tiép cdn méi dé danh gia sw hai long va long
trung thanh ciia khéch hang théng qua chat heong trdai nghiém cia khéach hang.
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1 GIOI THIEU

Theo s liéu cua Téng cuc Théng ké, nam
2012, téng mirc hang hoa ban 1é va doanh thu dich
vu ti€u dung cia ca nudc dat trén 2.342.000 ti
ddng, ting 16% so v&i nam 2011; thang 01/2013,
tong muc ban 1¢ hang hoa dich vu dat 209.500 ti
dong, tang 8,1% so voi cung ky. Hién trén ca nudc
¢6 khoang 130 trung tam thuong mai, 700 siéu thi,
hon 1.000 cira hang tién loi. Nhimng con s6 nay cho
thdy mac du tinh hinh kinh t& con nhidu khé khan
nhung thi trudng ban 1é Viét Nam van ting trudng
va diy tiém niang. Theo ba Dinh Thi My Loan [9],
Téng Thu ky Hiép hoi Cac nha ban lé: “Véi 90
tri¢u dan, trong d6 dan s6 tré, nhitng nguoi thuong
xuyén mua sam trén cac kénh ban ¢ hién dai chiém
khoang 50%, Viét Nam van la diém dén cua nhiéu
doanh nghiép trong linh vuc nay. Trong khi do,
kénh ban 1¢ hién dai méi chi chiém 20%, du kién
dén nam 2020, Viét Nam s& nang ty 1¢ nay lén
45%. Vi vay, co hoi khai thac thi truong nay con
rat 16n”. Bén canh d6, theo sb lidu cua Cuc dau tu
nude ngodi - Bo Ké Hoach & Pau Tu [9] cho thay,
trong nam 2012, ngoai cac nha ban 1¢ 16n da kinh
doanh lau ndm tai Viét Nam, mot s6 nha ban 1é
moi da bit ddu vao Viét Nam dau tu nhu: Cong ty
Lotte Mart ting mirc du tu vao Viét Nam vai s6
von 50 triéu USD; Takashimaya —Nhat Ban, cling
da cong bd du an trung tim mua sim Aeon Tan
Phu Celadon tai Thanh phé H6 Chi Minh véi mirc
dau tu 109 triéu USD; tap doan E — Mart (Han
Qudc) da ky két thiét 1ap lién doanh béan 1é voi Tap
doan U&I tai Viét Nam vé6i von dau tu ban dau 80
triéu USD... Trong thoi gian gan day, khong chi
cac doanh nghiép ban 1é nudc ngoai méi day manh
dau tw ma cic nha ban 1¢ Viét Nam ciing dang timg
budc mé rong hé théng chudi kinh doanh cua
minh. Ba Vii Thi Hau [9], Pho Téng Giam dbc
Cong ty Nhat Nam (hé thong siéu thi Fivimart) cho
biét: trong nam 2013, Fivimart dua vao sir dung 5
si€u thi tai cac vi tri trung tdm cta Tha d6. Theo
ong Quach Cuong [9], Giam dbc khu vuc phia Bic
ctia Saigon Co.op, ké hoach dén niam 2015 don vi
s& phat trién chudi siéu thi mang thuong hiéu
Co.opMart 1én con s§ 100 trén toan qubc. Mic du
nam 2012, Viét Nam r6t khoi top 10 thi truong ban
1¢ hap dan nhit thé gidi, bit chip kinh té khé khan,
sirc mua di xudng nhung viéc cac doanh nghiép
trong nudc va nude ngoai tiép tuc dau tu mo rong
hé théng ban 1é cho thay thi truong Viét Nam that
su hip dan. Bao cdo nghién ciu vé “Du béo thi
truong ban 1é cua Viét Nam dén nim 2014” ctia T6
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chirc tu van AT Kearney (M¥) cho théy, thi truong
ban 1é Viét Nam van day sic hat nhd quy mé thi
truong va sd luong ngudi tiéu dung 16n. Du bao
dén ndm 2014, doanh sb ban 1¢ tai Viét Nam c6 thé
tang 23%/nam [9]. Nhimng diéu trén déu phan anh
vién canh kha quan cua thi truong ban 1é trong
nudgce thoi gian ti, nguoi tiéu dung Viét Nam ngay
cang c6 nhiéu co hoi lya chon noi mua sam va tir
d6 s& co nhitng yéu cau cao hon déi véi cac lua
chon cuia ban than minh.

Cung voi xu hudng chung cia ca nudc, thi
truong ban 1¢ tai Thanh phd Can Tho (TPCT) ciing
khong ngoai 1¢. Nguoi dan dan quen voi viéc mua
sim tai cac siéu thi 16n, mang dén co hoi kinh
doanh cho cac doanh nghiép hoat dong trong linh
vuc nay. Kinh doanh siéu thi xuat hién mang dén
dién mao mai cho nganh thuong mai ban 1¢ thanh
phé voi nhimg noi mua siam tién nghi, thuan loi
cho nguoi dén, lam thay d6i théi quen mua sim
truyén thong cia mot bo phan dan cu. Tai TPCT,
bén canh nhiing cira hang tién lgi va truyén théng,
d4 xuét hién nhiéu hé thong siéu thi ciia cac doanh
nghi¢p trong va ngoai nudc voi nhitng cai tén quen
thugc nhu Co.opMart, Metro, Vinatex, Maximark,
Big C... Tuy nhién, dé canh tranh trong thoi dai
ma hang hoa va dich vu gitra cac t6 chirc khac nhau
trong cung mot nganh nghé di tré nén khong thé
dé dang cho khach hang phan biét dugc, Pine va
Gilmore (1998) da chi ra rang cac nha hoat dong
kinh doanh cin chuyén mo hinh cta ho tir viéc
kinh doanh dich vu tép trung vao phan phdi — nhan
manh nhimg 10i dé nghi chét luong cao sang viéc
kinh doanh trai nghiém bang viéc tao nén nhiing
trai nghiém mua hang dang nhé cho khach hang.
Hay nhu theo Crosby va Johnson (2007), cam két
v6i khach hang vé mit cam xtic thong qua trai
nghiém thuong hiéu thuong dem dén co hoi tot hon
cho su khac biét hoa. Déng thoi, dua vao nhiing $6
liéu da dé cap bén trén khi c6 dén 85% cac nha
lanh dao khéng dinh rﬁng su khac biét vé gia ca,
dich vy, san phém da khong con 1a chién lugc kinh
doanh bén vimg va 71% trong s do6 tin rang trai
nghiém khach hang s& 1a chién truong méi dé tao
ra su khac biét. Tlr nhitng diéu trén da co thé phan
nao thdy dugc tim quan trong cua trai nghiém
khach hang trong nén kinh té ngay nay. Tuy nhién,
cho dén nay co rét it bai nghién ctru mot cach khoa
hoc vé trai nghiém khéch hang ¢ thi truong Viét
Nam noi chung va TPCT néi riéng dugc thuc hién,
nén viéc nghién ciru “Pdnh gid chit lwong trii
nghiém khdach hang tai cdc siéu thi trén dia ban
TPCT” 1 thuc su can thiét.
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2 CO Sf)’ LY THUYET VA MO HINH
NGHIEN CUU

2.1 Caic khai niém cé lién quan

Trai nghiém khach hang: Theo Schmitt (2010),
trai nghi€ém khach hang dugc dinh nghia la nhan
thire, cadm xtc va suy nghi ma khach hang cé khi
ho gip phai san phim va thuong hiéu trén thi
truong va tham gia vao cac hoat dong tiéu dung;
trai nghiém c6 thé dugc goi 1én tir san pham, bao
bi, thong tin lién lac, twong tac trong ctra hang, cac
méi quan hé ban hang, cac su kién va ciing co thé
xay ra nhu la két qua cua cac hoat dong truc tuyén
hoic ngoai tuyén..

Sw hai long cua khach hang: Kotler (2000) cho
réng su hai long dugc xac dinh trén co sé so sanh
gitra nhitng gi khach hang nhan dugc tir nha cung
cép va mong doi ciia khach hang dugce xem xét dua
trén ba muc do: néu két qua nhan duoc it hon
mong doi thi khach hang s& cam thdy khong hai
long; néu két qua nhan duge glong mong doi thi
khach hang s& hai long; néu két qua nhan duoc
nhiéu hon mong doi thi khach hang s& rat hai long
va thich thu.

MOI TRUONG XUNG QUANH
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BAN THAN KHACH HANG
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Long trung thanh cua khdch hang: Long trung
thanh dugc dinh nghia bdi Chaudhuri (1999) nhu
12 mot su cam két vé viéc s& mua hodc sit dung lai
san phém/dich vu ua thich va s€ uvu tién tim mua
san pham cua mot thuong hiéu nao dé trong twong
lai (Yoo va ctv., 2000)

Truyén miéng: khai niém duoc dinh nghla bai
Arndt (1967) cho rang truyén miéng 1a "giao tiép
tir nguoi sang nguoi, gitta mot ngudi truyén tin va
mdt ngudi nhén tin vé nhitg cam nhén phi thwong
mai lién quan dén mot thuong hiéu/san pham/ dich

. Theo dinh nghia trén, thanh phan tir nguoi
sang nguoi da khong con la phuong thue duy nhét
dé giao tlep truyén miéng duoc thuc hién nita khi
ma trong thé giéi hién dai ngay nay, cac cong nghé
dién tr, mang xa hoi... cling dugc xem la phuong
tién cho giao tiép truyén miéng (Buttle, 1998).

2.2 Mo hinh nghién ciru

Qua viéc nghién ctu va luge khao mot )
bai nghién ciru va thang do danh gia trudc day,
moé hinh nghién ctru dé xuat danh gia chat luong
trai nghiém khach hang d6i v6i cac siéu thi tai
TPCT dugc xay dung theo Hinh 1 va mo ta & Bang

1 dudi day:
— . .
CHAT -'-.1,11 HAI
LONG
LA %.._
TRAI
,»/I LONG
NGHIEM TRUNG
TH-\\I'[
KHACH
HANG 7 TRvEN
L % MIENG
e,

Hinh 1: M hinh nghién ciru 1y thuyét

Nguén: tdc gia t xdy dung
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Biang 1: Thanh phin céc thang do trong md hinh nghién ciru

Thang  Tiéu Ki Bién quan sat
do chi hi¢u
Mbi MT1 Mau sic .thiét ké bén trqng sie.‘:u thi
truomg MT2  Khoéng gian bén trong §1éu thi
xung MT3  Anh séng trong siéu thi )
MT4 Khong gian trong si€u thi lam khach hang quén di thoi gian mua sam
quanh MT5  Thiét ké khong gian theo chu dé cic ngay 1&: nim méi, giang sinh, ...
NV1  Kha nang xur Iy tinh huong cua nhén vién
NV2  Céach nhén vién siéu thi d6i xir véi khach hang
Nhén NV3 Khéach hang cam thdy dugc nhéan vién ddi xir ton trong trong qué trinh mua
vién sam
NV4  Kha nang lam viéc cua nhan vién khi dong khach
NV5  Thai d6 voi khach hang khi c6 sai 1am xay ra
DT1 Su da dang vé thuong hiéu cua san pham
DT2  Su sin sang vé ngudn cung hang hoa
Dic DT3  Gidcahanghoa o .
truhg DT4  Chuong trinh khuyén mai, giam gia, qua tang
.~ 2. DT5 Noidau, do xe
chit S ™M DT6 Thei gian doi thanh todn tidn mua hang & siéu thi
luong DT7  Céc nha hang, quan an
trai DT8  Nhitng khu vuc vui choi, gidi tri
nghiém Ban KH1 Cam nhan cta khach hang khi dén siéu thi
khach than KH2  Siéu thi dugc xem nhu noi thu gian khi ranh rdi
hang khach  KH3  Siéu thi duoc xem 13 noi dé biét thém xu huéng san pham méi
hang KH4  Khach hang c6 thé biét thém nhiéu thong tin vé cac san phim khac nhau
DF1  Viéc dong khach va thoi gian Iya chon hang hoa
Khach DF2  Cam nhén cta khach hang khi §iéu thi dong khach . ‘
hang DF3 Cam nhan cta khach hang khi trat ty hang hoéa bi lam xdo trén béi khach
Khéc hang khac . ) ) .
DF4 Cam nhan khach hang khi khach hang khéac chen lan, khong xep hang khi
thanh toan
Nguoi DC1  Trao doi vé san pham véi gia dinh/ban bé khi mua sam
.o DC2  Vigc dugc ndi chuyén véi gia dinh/ban be khi & siéu thi
di clng Viéc cung nhau mua sim c6 thé gitp cai thién mdi quan hé v6i gia dinh/ban
khach  DC3 be i ¥ .
hang DC4  Téc dong cua gia dinh/ban bé dén khach hang vé quyét dinh mua hang
VC1  Bén siéu thi nay vi noi ddy gan nha
Van VC2  Dich vu giao hang tin nha mién phi
chuyén VC3  Cam nhén cta khach hang d6i véi xe dua don khach mién phi
VC4 Sy thuén tién, thong thoang cua doan duong dén siéu thi
ST1  Khéch hang c6 thoi gian mua sam vui vé tai siéu thi
Su hai long ST2  Cam thay siéu thi nay tot hon so v6i nhing siéu thi khac )
; ST3  Xem viéc lya chon mua sam tai siéu thi 1a quyét dinh dung dan
ST4  Muc d6 hai long chung vé viéc mua sidm tai siéu thi
LYl Xem siéu thi 1a lya chon dau tién khi di mua sim
LY2  Cam thay than thiét véi siéu thi niy hon so voi nhiing siéu thi con lai
Long trung thanh LY3 Khong quan tdm dén nhimng hoat dong quang cao, khuyén mai ciia cac siéu
thi khac
LY4  Sg tiép tuc mua sim tai siéu thi trong thoi gian t&i
Hanh vi giéi WMI1 Noéi nhiing di€u tot dep ve si€u thi voi nguoi khac
thiéu truyén WM2  Khuyén khich ban bé/ngudi than mua sim tai day
miéng WM3  Khi c6 ngudi hoi noi dé mua sim, s& gidi thidu dén siéu thi nay
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Bai nghién ctu thuc hién phuong phap chon
mau han murc theo tiéu thirc gii tinh qua viéc
phong van truc tiép bang bang cau hoi véi 173 dap
vién 1a nhitng khach hang da timg dén céc siéu thi
¢ dia ban TPCT. V6i ¢& mau nay phu hop voi
phuong phap phén tich EFA (s6 mau bang 4-5 lan
s0 bién quan sat (34 bién), theo Hair va ctv., 2006),
va thoa diéu kién dé thuc hién mé hinh SEM (theo
Loehlin, 1992 - ¢& miu dung cho SEM it nhat 1a
100 quan sat va tot hon 1a 200 quan sat). Véi dit
lidu thu duoc, bai viét kiém dinh thang do dua vao
hé sé Cronbach’s Alpha. Sau d6, tién hanh phan
tich EFA va CFA (dwoc sir dung dé danh gia lai
tinh hop 1¢ cta thang do, kiém dinh céc bién quan
sat dai dién cho cac ciu trac tét dén mirc nao).
Phuong phap phan tich mé hinh SEM duogc st
dung dé kiém dinh mo hinh nghién ctru, danh gia
mirc d6 anh huong cia chat lugng trai nghiém
khach hang dén sy hai long, long trung thanh va
giéi thidu truyén miéng cia khach hang vdi cac
siéu thi tai TPCT.

3 KET QUA NGHIEN CcUU

3.1 Mo ta théng tin dap vién
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baép vién trong nghién ctru c6 do tudi tir 22-55
chiém hon % tong sO dap vién. Ty 1& nir chiém
64%, vi nhu cdu mua sim cua phu nit co phan cao
hon so v&i nam gidi. Vé trinh do hoc véan, nhom
dap vién c6 trinh d§ dai hoc chiém gﬁn 75%, ké
dén trinh d6 cao dang va trung cip véi ti 18 16%.
Vé nghé nghiép thi nhém dbi tugng chiém ti 1é cao
nhit 1a céng nhan vién chirc va nhan vién van
phong, ké dén 1a hoc sinh sinh vién.

3.2 Két qua phén tich

3.2.1 Kiém dinh @ tin cdy thang do voi hé sé
Cronbach’s Alpha

Bai nghién ctru tién hanh kiém dinh do tin cay
thang do vai didu kién cac bién c6 hé sd twong quan
bién téng nhé hon 0,4 s& bi loai va hé s Cronbach’s
alpha 16n hon 0,6. Ngoai ra, viéc cai thién hé )
Cronbach’s Alpha s& khong thyc hién tiép néu nhu
viéc cai thién d6 khong déng ké (Hair et al., 2010),
chéng han néu loai bién MT4 thi viéc cai thién hé
s6 Cronbach’s Alpha khong déng ké (ting 0.003).
Sau nhiéu 1an kiém dinh, cac bién khong dat didu
kién dugc loai ra va Bang 2 thé hién két qua lan
cubi cua kiém dinh Cronbach’s Alpha.

Bang 2: Két qua kiém dinh d9 tin ciy thang do bing hé s6 Cronbach’s alpha

H¢ s6 twong quan

Cronbach’s alpha néu

Thang do Yeéu to bién téng loai bién Cronbach’s Alpha
MT1 0,630 0,735
Mo truimg M2 0,664 0,720
MT3 0,689 0,715 0,791
xung quanh 0,452 0.794
MT5 0,450 0,789
NV1 0,665 0,859
NV2 0,786 0,831
Nhénvien  NV3 0,743 0,841 0,876
NV4 0,679 0,857
NV5 0,665 0,859
DTI 0,432 0,684
Pac trung DT2 0,483 0,670 0.718
siéu thi DT3 0,478 0,675 ’
DT7 0,485 0,671
KHI 0,558 0,695
Bén than KH2 0,580 0,683 0755
khich hang  KH3 0,605 0,668 ’
KH4 0,471 0,739
DFIR 0,418 0,790
Khich hang DF2R 0,615 0,693 0771
Kkhic DF3R 0,611 0,696 ’
DF4R 0,655 0,669
Newdi di DCI 0,655 0,763
\guror & DC2 0,673 0,754
cung khich -3 0,691 0,744 0,817
hang DC4 0.543 0.811
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Hé s6 twong quan

Cronbach’s alpha néu

Thang do Yéu td bién - tng loai bién Cronbach’s Alpha
ST1 0,472 0,790
Swhailong o1 8:25(5) g:;(l’g 0,782
ST4 0,646 0,701
Long trung LYl 0,683 0,635
thanh LY2 0,764 0,590 0,851
LY4 0,556 0,707
Truyén WMI 0,634 0,806
ming WM2 0,782 0,653 0,826
* WM3 0,637 0,804

Nguén: Két qua xir Iy s6 liéu khdo sat 173 khéch hang nam 2013

3.2.2 Thyc hién phan tich EFA doi voi thang
do chat lwong trai nghiém khach hang

Phén tich EFA véi phép trich nhan t& duogc sir
dung 1a Principal Axis Factoring va phép quay
Promax. Sau nhiéu 1dn thuc hién va loai bo céc
bién khong dat yéu cau, két qua phan tich 1an cubi
¢6 sau nhom nhan t§ duoc trich vi tong phuong sai

trich 1a 62,56% > 50%, hé s6 KMO = 0,815 >0,5,
kiém dinh Barlett c6 y nghia thong ké voi p-value =
0,000. Nhin chung, cac nhém nhén té trong thang
do khong co su thay ddi dang ké trir thanh phan
Pdc trung siéu thi dwoc nhom thanh 2 nhan t6
riéng biét va dugc dat tén thanh Gid tri gia tang va
Pdc trung san pham. Nhan t ban than khdch hang
bi loai.

Bing 3: Két qua EFA thang do chét hrong trai nghiém khach hang

Bien

Nhén t6

quan sat 1 2

3 4 5 6

NV5 0,828
NV2 0,813
NV4 0,788
NV3 0,784
NV1 0,646

DC3
DC2
DC1
DC4

0,936
0,819
0,539
0,513

MT2
MT3
MT1

0,846
0,832
0,739

DF4R
DF3R
DF2R

0,914
0,759
0,587

DTS
DT7

0,928
0,653

DT3
DT2

0,927
0,422

Nguon: Két qud xir Iy s6 liéu khao sat 173 khéach hang nam 2013
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3.2.3 Thuc hién phan tich EFA doi véi thang
do s hai long, long trung thanh va gioi thiéu
truyén miéng

Céc khai niém vé sy hai long, long trung thanh
va gioi thidu truyén miéng 1a nhimg khai niém don
hudéng, nén su dung phuong phép trich Principal

Phan D: Khoa hoc Chinh tri, Kinh té va Phdp ludt: 35 (2014): 87-96

Component Analysis vi phuorng phap trich nay sé&
lam cho tong phuong sai trich tot hon (Geogre,
1989; Hair va ctv, 2006). Kiém dinh Barlett cta ca
3 thang do déu c6 y nghia thong ké véi p-value =
0,00; két qua hé s6 KMO cua ca 3 thang do déu dat
trén gi tri yéu cau (>0,5) v6i cac gia tri 1an lugt 1a
0,73; 0,70 va 0,66.

Bang 4: Két qua EFA thang do sy hai long, 1ong trung thanh, gi6i thiéu truyén miéng

5 P Hésotii  Phuong sai trich Hé so _value kiém
Thangdo  Thanh phan nhan t6 (g%) KMO pd;nh Barlett
ST1 0,670
Sy hai long g% 8’2% 61,08 0,73 0,000
ST4 0,829
Longtrung LY 0,911
P LY2 0,896 77,10 0,70 0,000
LY4 0,825
Truydn WMI 0,833
mitng WM2 0,916 7421 0,66 0,000
: WM3 0,833

Nguén: Két qua xir Iy s6 liéu khdo sat 173 khéch hang nam 2013

3.2.4 Thuec hién phan tich nhan t6 khiang dinh
CFA

Két qua phan tich nhan t6 khiang dinh CFA
thang do duoc thuc hién cho téi lan tht 2 thi dat
yéu cau. Cu thé, mé hinh phu hop véi dit liéu thi
treong véi 334 bac tu do, chi — square/df =1,601
(<2); CFI = 0,922 (>0.,9); TLI = 0,905 (>0,9) va
RMSEA = 0,059 (<0,08). Trong sO cac bién quan
sat dd chudn hoa déu 16n hon 0,5 va céac trong sb
chwa chudn hoa déu co y nghia thong ké nén cac
khai niém dat dugc gia tri hdi tu. Tuy nhién, chi cé
bbn thanh phin dat dugc tinh don nguyén 1a maoi
truong xung quanh, nhitng khdch hang khac, gia
tri gia tang va ddc trung san pham, cic thanh phan
con lai do ¢6 twong quan giira cac sai sé do ludong

Bang 5: Két qua danh gia dd tin ciy cia cac thang do

nén chiing khong dat tinh don nguyén. Hé sb twong
quan giita cac khai niém thanh phan cia khai niém
16n déu nho hon 0,9. Bén canh do, p- value cua
timg cap khai niém déu nhoé hon 0,05 nén hé sb
twong quan giira cac cap khac biét so voi 1 ¢ do tin
cay 95%. Do do co thé noi cac khai niém dat duge
gia tri phan biét. D9 tin cdy thang do dugc danh gia
thong qua hé s tin cay tong hop, tong phuong sai
trich dwoc va hé sb Cronbach’s Alpha. Theo két
qua Bang 5 cho thay chi tiéu vé do tin cay tong hop
déu dat yéu ¢ cau vé g1a tri tir 0,5 trd 1€n; phuong sai
trich ctia mdi khdi niém ciing 16n hon 0,5 trir khai
niém nguoi di cung khach hang, dac trung san
pham sw hai long thap hon 0,5 nhung ciing xap xi
dat 3én 0,5.

Khai niém D4 tin ciy tﬁng hop Téng phuong sai trich (%) Cronbach’s alpha
Nhan vién 0,869 0,572 0,876
Nguoi di cung khach hang 0,787 0,485 0,817
Nhitng khach hang khac 0,802 0,581 0,790
Mai truong xung quanh 0,841 0,639 0,840
bac trung san phém 0,646 0,482 0,626
Gia tri gia tdng 0,809 0,680 0,808
Su hai long 0,775 0,463 0,782
Long trung thanh 0,880 0,711 0,851
Gi6i thiéu truyén miéng 0,858 0,669 0,826

Nguon: Két qua xir Iy s6 liéu khdo sat 173 khdch hang nam 2013
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3.2.5 Thuc hién mo hinh cdu tric tuyén tinh
(SEM)

Bang 6 cho thiy cic mdi quan hé gilta chat
luong trai nghiém — long trung thanh; chat luong

Phan D: Khoa hoc Chinh tri, Kinh té va Phdp ludt: 35 (2014): 87-96

trai nghiém — hanh vi gi6i thiéu truyén miéng va su
hai 1ong — hanh vi gi6i thiéu truyén miéng 1 khong
¢6 ¥ nghia théng ké ¢ do tin cay 95% nén cac modi
quan hé nay sé bi loai khéi mo hinh dé ¢ thé tim
dugc md hinh tét hon.

Bang 6: Két qua mdi quan hé giira cac khai niém trong mé hinh 1y thuyét

Moi quan hé U'éc lwgng SE CR P-Value
Su Hai Long e CL Trai Nghiém 1,148 0,213 5,383 0,000
Trung Thanh Lemn Su Hai Long 1,419 0,435 3,261 0,001
Trung Thanh <o CL Trai Nghiém -0,452 0,527 -0,858 0,391
Truyén Miéng <oen CL Trai Nghiém 0,553 0,396 1,396 0,163
Truyén Miéng Lo Trung Thanh 0,402 0,148 2,718 0,007
Truyén Miéng <omn Su Hai Long 0,125 0,408 0,307 0,759
Nhén Vién <o CL Trai Nghiém 1
Nguoi Bi Cung oo CL Trai Nghiém 1,071 0,217 4,937 0,000
Moi Truong XQ oo CL Trai Nghiém 1,597 0,283 5,645 0,000
Khach Khac oo CL Trai Nghiém -0,579 0,261 2,219 0,027
Gia Tri Gia Tang Ko CL Trai Nghiém 1,305 0,276 4,723 0,000
bac Trung SP Cen CL Trai Nghiém 1,321 0,260 5,070 0,000

Nguon: Két qua xir Iy s6 liéu khdo sat 173 khdch hang nam 2013

Sau khi loai bo cac mdi quan hé khong c6 y
nghia théng ké ra khoi mé hinh, ta dugc mé hinh
cau tric cudi ciing & hinh 2 véi 361 bac tu do; chi —
square/df=1,686<2; TLI = 0,892; CFI = 0,904 va
RMSEA = 0,063 < 0,08. Dua vao két qua Bang 7

va Hinh 2 ta théy cac mdi quan hé nay déu thuc su
¢6 ¥ nghia théng ké & do tin cay 95%. Cac trong sb
chua chuan hoa ciing nhu cac trong s6 chudn hoa
déu duong chung t6 cac mdi quan hé nay 1a cac
mdi quan hé thuén chiéu.

Bang 7: Két qua wéc hrgng méi quan hé nhin qua giira cac khai niém trong md hinh SEM

£ A Trong so chwa p- Trong so

Moi quan h¢ chuin héa SE CR value chuin hoa

Hai long < CLTN 1,114 0,146 5,289 0,000 0,846
Trung thanh < Hailong 1,126 0,146 7,694 0,000 0,821
Truyén miéng < Trung thanh 0,728 0,086 8,444 0,000 0,731
Nhén vién < CLTN 1,000 0,000 0,601
Nguoi di cung < CLTN 1,079 0,200 4,899 0,000 0,760
Moi truong xq < CLTN 1,637 0,291 5,629 0,000 0,807
Khach hang khac < CLTN - 0,608 0,265 -2,293 0,000 -0,212
Gia trj gia tang < CLTN 1,332 0,282 4,726 0,000 0,554
Dic trung sp < CLTN 1,279 0,200 4916 0,000 0,697

Nguén: Két qua xir Iy s6 liéu khdo sat 173 khéch hang nam 2013

Nhu véy, chit lwvong trai nghiém khach hang
khong anh huéng tryc tiép dén long trung thanh va
su gidi thidu truyén miéng ciia khach hang ma tac
dong gian tiép thong qua su hai long cua khach
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hang va su hai 1ong tac dong gian tiép dén hanh vi
gidi thiéu truyén miéng cua khach hang qua long
trung thanh.
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Phan D: Khoa hoc Chinh tri, Kinh té va Phdp ludt: 35 (2014): 87-96
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Hinh 2: Két qua mé hinh ciu triic SEM

Nguén: Két qua xir Iy 6 liéu khdo sat 173 khéch hang nam 2013

. 3.2.6 Kiém dinh d¢ tin cdy cua woc luong
bang bootstrap

Bai viét da tién hanh wdc luong Bootstrap duoc
dung dé danh gia do tin cay cua cac udc lugng voi
500 quan sat lap lai cho thay két qua nghién ciru co
thé tin cay dugc.

4 KET LUAN

Qua phong van 173 dép vién da timg mua sim
& céc siéu thi TPCT, két qua nghién ctru chi ra rang
thang do chét lugng trai nghiém khach hang tai cac
siéu thi bao gdm sau thanh phan chinh 1a moi
truong xung quanh, nhan vién, gid tri gia tang,
nguoi di cung khach hang, nhitng khach hang khac
va dic trung san pham. Trong d6 mdi trudng xung
quanh 13 thanh phan c6 tic dong manh nhit dén
chat luong trai nghiém khach hang. Tu két qua
nghién ctru cho thay, chat luong trai nghiém khach
hang thyc sy 1a mot yéu t6 quan trong, quyét dinh
su thanh cong cua doanh nghiép khi tac dong truc
tiép dén sy hai 1ong khach hang, 14 nén tang cua
1ong trung thanh va nhing 16i gidi thidu tich cuc vé
td chirc hodc doanh nghiép. Chinh vi vay, doanh
nghiép cin quan tdm cai thién chat luong trai
nghiém khach hang thong qua nhiing thanh phan,
va nhan t6 chinh anh hudng dén no.

Vé mit Iy thuyét, nghién ctru di gop phin bd
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sung thang do do luong vao hé thong do luong chat
lugng trai nghiém khach hang — mot khai niém van
con chua nhan dugc nhiéu su quan tdm & thi
truong TPCT. Ngoai ra, day 1a cach tiép cdn moi
dé do ludng su hai long va long trung thanh cia
khich hang thong qua chit lugng trai nghiém
khach hang. Cac nha nghién ctu trong linh vuc
marketing c¢6 thé xem ddy nhu mo hinh tham khao
cho nghién ctu cua minh & cac hudng nghién ctiru
tiép theo. Dimg dudi goc do nhing nha quan ly
siéu thi, két qua nghién ciru nay c6 thé thic ddy su
quan tam cuta ho dén trai nghiém khach hang, nhan
ra nhitng nhan t6 hinh thanh nén trai nghiém va
xem xét dua ra cac giai phap dé nang cao hon nita
nhitng cam nhén danh gid cia khach hang gop
phan mang dén su thanh cong ciia doanh nghiép.

Bén canh nhitng két qua dat dwoc, bai nghién
clru ciing con nhitng han ché nhat dinh. D6 1a sb
mau con khiém tén nén két qua phan tich chua thuc
su mang tinh khai quat cao. Do kho khén trong
viée tiép can vOi ban quan ly cac siéu thi dé tién
hanh phong vin diéu tra nén viéc danh gia chat
lugng trai nghiém khach hang tai cac siéu thi trong
bai nghién ctru chi xuét phat tir phia khach hang ma
chua dé cap dén phia tir cac nha quan 1y siéu thi,
didu nay tao tién dé& cho nhimng nghién ctru tiép
theo trong tuong lai.
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