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ABSTRACT

Retailers are now facing a dynamic and competitive retail environment
due to globalization, a maturated market, and an increasing competition
via M&A. Therefore, retailers find their competitive advantages in the
improvement of their relationship with customers. Based on interviewing
130 customers at 5 major supermarkets in Can Tho City and using linear
regression, this research isaimed to analyse the impact of customer
relationship management (CRM) to the satisfaction of customers towards
the retail market in Can Tho City. The results showed that 4 factors of
CRM including relationship development, staff behavior, products and
services have considerable influence on customers’ satisfaction. Among
them, the most influential factor is relationship development. Finally, some
recommendations were suggested for manager to improve customer
satisfaction.

TOM TAT

Cdc nha ban 1é hién dang doi mat véi mét méi trwong ban 1é nang déng va
canh tranh béi su toan cau héa, thi trieong bdo hoa, va tang kha ning
canh tranh théng qua mua ban va sat nhdp. Vi vy, nghién curu nay dwoc
thwe hién nham xdc dinh cdc nhdn t6 anh hwéng cdc nha ban lé hi¢n nay
dang tim kiém loi thé canh tranh théng qua viéc cdi thién moi quan hé voi
khdch hang. Trén co so thu thip dit liéu bang cdch phong van triee tiép
130 khach hang cua 5 siéu thi lon trén dia ban Can Tho va sir dung mo
hinh hoi qui tuyén tinh, bai viét tién hanh phan tich tac déng quan tri quan
hé khdch hang (CRM) dén sw hai long ciia khéach hang trén thi trwong bdn
lé hién dai tai Thanh phé Can Tho. Két qua cho thdy, ¢é 4 nhdn to ciia
CRM gom: phat trién moi quan hé, hanh vi nhén vién, hang héa va dich vu
c6 anh hong dén sw hai long cia khach hang. Trong do, nhdn 16 c6 tic
dong manh nhdt dén sw hai long cia nguoi tiéu ding la phdt trién moi
quan hé. Ngodi ra, bai nghién ciru ciing dwa ra mét sé ham y quan tri cho
cdc nha quan Iy nham ndng cao suw hai long ciia khdch hang.

Trich dén: Lé Thi Thu Trang va Luu Tién Thuan, 2017. Tac dong cta quan tri quan h¢ khach hang dén sy
hai long cta khéch hang trén thi truong ban 1€ hién dai tai thanh pho Can Tho. Tap chi Khoa hoc
Truong Pai hoc Can Tho. 48d: 54-65.

1 GIOI THIEU

Theo Cong ty Nghién ctru thi truong Statista
(Puc), thi truong ban 1& Viét Nam co thé dat tdi
100 ty USD vao nam 2016 (Hung Lg, 2015). Trong

d6, theo khao sat cua Cong ty nghién ctru thi
truong Nielsen Viét Nam cho biét, mic du kénh
ban hang truyén théng van chiém wu thé trén thi
truong, chiém khoang 75% nhung kénh siéu thi noi
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riéng hay kénh ban 1¢ hién dai n6i chung lai dang
bt dau c6 xu hudng phat trién va co toc do mo
rong nhanh (Vién Nghién cuu thuong mai, 2016).
Véi tiém nang do, Viét Nam da tr¢ thanh thi
truong day hira hen cho cac nha dau tu trong linh
vuc ban 1é.Dic biét, su xuit hién O at clia cac
thuong hiéu ban 1¢é nudc ngoai dugc xem nhu mot
lan s6ng dang quét qua thi truong ban 1€ Viét Nam
(Bich Tuyén, 2015). Pién hinh nhu tir nim 2013
dén thang 1/2016, cac tap doan cua Thai Lan da
mua lai chudi ctra hang FamilyMart, chudi siéu thi
Metro, chudi siéu thi dién may Nguyen Kim va
dang nhim dén viéc mua lai hé thong kinh
doanh Big C (Di¢u Thuy, 2016). Vi viéc ngay
cang c6 nhiéu nha ban 1¢ vao Viét Nam, thi truong
¢6 thém nhiéu Iya chon cho ngudi tiéu dung nhung
ddng thoi ciing khién thi truong ban 1é thém phan
canh tranh, tao ap luc 1on cho cac nha ban 1€ noi
dia. Trudc tinh hinh d6, cac doanh nghiép Viét can
chui dong hon trong viéc theo doi nghién ctru thi
truong, didu chinh chién lwgc kinh doanh, phat
trién thuong hiéu phu hop véi xu hudng hién dai,
cai tién cong tac quan tri nguén nhén lyc va quan
trong hon 1a can tao mdi quan h¢ that tot dep dé gilr
chan khach hang bing nhing dich vu va chat lwong
t6t hon dé mang lai sy hai long t6i da cho ngudi
tiéu dung. Vi vay, can c¢6 mot cong cu hiru hiéu
hon dé doanh nghiép c6 thé hiéu r5 va thoa man t6i
da nhu cau khach hang, mang lai sy hai long cho
khach hang va c6 dugc vi thé canh tranh trén thi
trueong kho tinh. Mgt trong nhitng cong cu dang thu
hut gidi nghién ctru do 1a “Quan tri quan hé khach
hang (CRM)”.

Thuat ngit CRM xuét hién véo giita nhitng ndm
1990, ké tir d6 dén nay thuat ngir van con nhiéu sy
tranh cii khong thong nhit. Tuy nhién, khai niém
dugc chap nhan nhiéu hon d6 1a CRM nhu mot
chién lugc kinh doanh (Wilson et al., 2002) véi
viéc thuc hién CRM can c6 sy két hop hai hoa gitra
cong nghé, con ngudi va chu trinh. Chu d&&¢ CRM
duoc nhiéu tac gia nghién ctru quan tim dé dua ra
nhitng nhan t tao nén thanh coéng cia doanh
nghi¢p (Houda Khlif va Rim Jallouli, 2009;
Hossein Vazifehdust et al., 2012) nhung van cé
nhiéu doanh nghiép ap dung ciing bi thit bai. Khi
CRM duoc su dung ngay cang rong rdi nhu mot
chién luwgc dé thiét 1ap, duy tri va m¢ rong mdi
quan hé khach hang. O Viét Nam, thuat ngir CRM
duge biét dén tir sy gidi thidu phén mém cia cac
cong ty cong nghé din dén tao ra su léch lac trong
suy nghi, xem n6 nhu mot phan mém cong nghé hd
tro trong viéc thu thdp thong tin khach hang. Voi
viéc lam nay, CRM chi xem nhu viéc tdp trung vao
cac giao dich hon la chién lugc kinh doanh cua
doanh nghiép. Tuy vao mo hinh cua cong ty ma
nha quan tri s& dua ra nhitng chién luoc quan tri
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quan hé khach hang khac nhau. Ciing c6 rat nhiéu
nghién ctru vé quan tri quan hé khach hang ¢ Viét
Nam nhung chi dung lai & murc do nghién ctru thuc
trang CRM tai cong ty trong linh vuc hang khong,
vien thong, thong tin di dong, ngan hang, bao hiém
(Nguyén Hoai Long, 2013; Chu Céng Tudc, 2014;
V& Thi Thanh Tam, 2014; D6 Giang Nam, 2015).
Céc dé tai chi mo ta cach thirc doanh nghlep lam
sao dé thu hat, duy tri va mo rong mbi quan hé
khach hang thong qua cac chuong trinh ap dung
trong thoi gian qua. Trong khi d6, cho dén nay
chwa c6 bai nghién ciru vé CRM trong linh vic ban
1¢ hién dai (siéu thi). Day 1a mot trong nhimg linh
vuc phét trién manh & Viét Nam néi chung va &
Can Tho noi riéng. Cu thé tai Can Tho, thi truong
ban 1¢ dugce danh gia c6 nhiéu chuyén bién tich cuc
v6i tong mirc ban 1¢ hang ho dich vu tiéu ding x3
hoi udc dat 81.249 nghin ty ddng nim 2015
(UBND thanh phd Can Tho, 2015). Mot sb trung
tam thuong mai, si€u thi dugc khanh thanh, di vao
hoat dong da thuc déy san xuét, phat trién thi
truong. Chinh sy xuat hién nay gop phan lam ting
tong mic luu chuyén hang hoa va doanh thu dich
vu cua nganh thuong mai ndm sau luén cao hon
ndm trudec.

Do do, viéc nghién ctru “Tac dong cua quan tri
quan hé khach hang dén sy hai long ciia khach
hang trén thi truong ban 1¢ hién dai tai thanh phé
Can Tho” 14 thuc su cén thiét, tr d6 dé ra mot sb
ham ¥ quan tri nhim nang cao sw hai long cua
khach hang qua viéc ap dung CRM vao thi truong
ban 1¢ hién dai tai thanh ph6 Can Tho.

2 PHUONG PHAP NGHIEN CUU

2.1 M0 hinh nghién ciu

CRM duoc xem l1a mot trong nhimng van dé
quan trong trong kinh doanh & thé ki XXI. Theo
Chen et al. (2003), CRM khong phai la mét khai
niém méi, song trong bdi canh phat trién cia cong
nghé thong tin, no lai tr& thanh mot vin dé thuc
tién rat dugc cha y. Ngudn goc xut hign CRM thi
da dang. Trong Marketing méi quan h¢, véi viée
tap trung vao viéc duy tri mdi quan hé trong hién
tai va lau dai voi khach hang thay vi tap trung vao
san pham. Trong hoat dong ban hang véi sy khoi
dau la phan mém ty dong héa ban hang. Theo
Galbreath va Rogers (1999) cho ring, do co su
khac nhau trong nhu cdu va théi quen mua cua
khach hang chinh la nguyén nhén ra doi cua CRM.
Vi vay, c6 thé khang dinh rang, néu nhu nhu cau va
udc mudn cia tat ca khach hang tuong d6i gidng
nhau thi CRM s& c6 rat it y nghia khac biét so voi
marketing truyén thong. Néu mot doanh nghiép chi
c6 mot vai khach hang thi hoat dong CRM thuc
chat chi 1a viéc phat trién mdi quan hé chat ché
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gitta cac thanh vién ctia cong ty va khach hang.
Song trong trudng hop doanh nghiép c6 nhiéu
khach hang ma nhu cdu va mong mudn cua ho lai
rat da dang, dac biét trong bdi canh canh tranh
khdc liét va thi trudng & trang thai bdo hoa thi
CRM lai c6 ¥ nghia v6 cung 16n dbi v6i sy thanh
cong cua doanh nghiép. Khi d6, chién luoc va giai
phap CRM s& gitip doanh nghiép dap g nhu cau
khéach hang mot cach ca nhan hoa, nang cao sy hai
long va duy tri long trung thanh cua khach hang.
C6 nhiéu quan niém vé CRM nhu xem CRM la
mot phan mém cong ngh¢, mét chu trinh ban hang
hay 1a mot chién Iuge kinh doanh (Trwong Dinh
Chién, 2009). Cac dinh nghia tuy khac nhau vé
khai niém nhung théng nhét vé mat tu tuong: CRM
la hé théng nham phat hién cac ddi twong tiém
ning, bién ho thanh khach hang va sau d6 giit cac
khach hang nay lai v6i doanh nghiép. Do do, CRM
1a t6 hop cua nhiéu don vi ‘quan ly tir marketing
dén quan 1y tuong tac, va rat nhidu cong cu phan
tich hanh vi cia timg phan khuc thi truong cho dén
hanh vi mua sim cia timg khach hang. Cho dén
nay, co so 1y luan vé CRM véan dang dugc xay
dung va hoan chinh nhung c¢6 thé khing dinh rang,
CRM theo nghia rong phai 1a mot chién luoc kinh
doanh dinh huéng khach hang va CRM khong thé
chi 1a dich vu khach hang thuan tiy nhu nhiéu
ngudi quan niém.

Thanh ph Can Tho la trung tdm kinh té, vin
hoa — xi hoi, 1a dong luc phat trién kinh té cua
Déng bang song Ctru Long v6i didu kién co so ha
tang ngay cang hoan thién, hé thong giao thong,
bén cang dugc néng cap da gop phan thac dy nhip
do phat trién cua thanh pho tao diéu kién cho hoat
dong thong thuong mua ban dé dang hon thong qua
viéc tiép can dén nhiéu kénh tiéu thu & cac siéu thi
va cac cua hang chuyén doanh. Do do6, hanh vi tiéu
ding cua ngudi dan & thi truong ban 1é hién dai thé
hién ro hon, dac biét 1a dan thanh thi. Hién nay,
chua c6 tai liéu chinh thtrc ndo dua ra khai niém vé
hé théng ban 1¢ hién dai. Tuy nhién, dya vao tinh
chit ctua kénh phan phdi ban 1¢, c6 thé chia hé
thong ban 1é ra lam hai loai 1a hé thong ban 1¢
truyén théng va hé thong ban 1¢ hién dai. Hé théng
ban 1¢ hién dai c6 md hinh tiéu biéu 1a céc siéu
thi (supermarket), dai siéu thi (hypermarket), trung
tdm thwong mai (commercial center, shopping
mall)... Nhu vay, dic diém hé thong ban 1é hién
dai khac hé thong ban 1é truyén thong ¢ phuong
phép quan 1y kinh doanh, cich bay tri hang hoa,
phong céach phuc vu..

Ngay nay, khach hang ngdy cang c6 yéu cau
cao va co nhiéu lya chon nham thoa méan nhu cau
ciia minh. Vi thé, yéu t& quyét dinh khién cac
doanh nghiép danh duoc thi truong chinh la kha
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ning nhanh chong tao ra nhimg san pham, dich vu
thuc su déc biét tdi khach hang va khac biét so véi
dbi thu. Ciing chinh vi 1y do nay, dé nang cao tinh
canh tranh, nhiéu doanh nghiép da hoat dong dua
trén nhiing tin hi¢u tir thi trrdong, hay ndi cach khac
la tr¢ thanh nhiing cong ty dinh hudng thi truong,
hudng téi khach hang, ma CRM chinh 1a mét cong
cu hitu ich gilp cac doanh nghiép dat dugc muc
tiéu. Theo Peppers et al. (1999) muyc ti€u co ban
ciia CMR la nhan dién khach hang, phan biét khach
hang, sy trao ddi, twong tac voi khach hang, ca
nhan hoa khach hang. Bon yéu t6 trén chinh 1a
nguyén tic ap dung triét 1y marketing 1:1 trong qué
trinh quan tri quan h¢ khach hang. Thay vi ban mét
san pham tai mot thoi diém t6i nhiéu khach hang
nhit co thé trong mot giai doan cu thé, nguoi lam
marketing 1:1 str dung co s¢ dir liéu khach hang va
tuong tac truyén thong dé ban cho mot khach hang
cang nhiéu san pham va dich vu c6 thé. Day la mot
chién luoc yéu cau cong viéc quan ly nhimg khach
hang riéng biét hon 1a quan 1y san pham, kénh phan
phdi va cac chuong trinh riéng 1é.

Viéc ap dung CRM vao thi truong ban 1¢ hién
dai 1a mét trong nhiing cach thire hi¢u qua hién nay
dé gitp cac doanh nghiép giai quyét nhiing kho
khan ma ho gdp phai. Khach hang la nguoi ti€u
dung san pham cua doanh nghiép va ciing 14 ngudi
mang lai doanh thu cho doanh nghi¢p. Do xa hoi
phat trién nén nhu cau cua ho ciing ngay cang ting
1én, ho doi hoi ngay cang cao vé ca chat luong va
gia ca. Khach hang luén quan tim dén nhimng lgi
ich khi mua hang nhung véi nhitng doi hoi d6 néu
khong xir 1y tot dya trén nang luc doanh nghiép s&
dé xay ra xung dot va mat khach hang. Vi vay,
doanh nghiép khoéng chi cham soéc khach hang &
moét 1n mua dau tién, ma can chdm séc ca khau
sau ban hang. Chinh viéc ting cudng cham soc
khéch hang sau ban hang mdi danh cho khach hang
su ton trong, hai long va sin long sir dung hoic
gi6i thiéu ngudi khac sir dung san pham, dich vu
ctia chiing ta trong lan sau. Trong mo hinh ban 1é
hién dai hién nay, viéc van dung tdt cac triét ly trén
s& gop phan tiét giam dang ké chi phi marketing
giit khach hang hién ¢, tiép can va khai thac khach
hang méi tiém nang. Piéu nay ciing 1a mot trai
nghi¢ém dung trong van hoa kinh doanh béi 1€ nha
cung cép dich vu nao biét quan trj quan hé khach
hang thong minh, c6 nhiéu khach hang hién hitu at
s& thu hut ngay cang nhiéu khach hang tiém ning
dudi tac dong cua qui luat sb dong. Noi dung cua
bai nghién ctru tac gia xoay quanh cac van dé
nghién ctru cdc nhan t6 anh huong CRM dén sy hai
long khach hang trén thi truong ban 1€ hién dai tai
thanh phd Can Tho. Trong nghién ctru ciia Choi
Sang Long ef al. (2013) cho rang sy hai long khach
hang phu thudc vao sy danh gia ctia khach hang vé
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CRM théng qua 4 nhan to: quan 1y twong tac; phat
trién moi quan h¢; dich vy khach hang; hanh vi cua
nhan vién. K& thira nghién ctru cia Choi Sang
Long et al. (2013) va nghién ctu céc tai li€u co
lién quan, dong thoi thao ludn vai cac khach hang
thuong xuyén di mua sim tai siéu thi, tic gia da
tién hanh x4y dung nén cac thang do cia CRM éanh
huong dén sy hai long khach hang trén thi truong
ban 1¢ hién dai tai thanh phd Can Tho bao gém 4
yeu tb chinh: (1) quan ly sy tuong tac; (2) phat
trién mdi quan hé; (3) chét luong dich vu; (4) hanh
vi nhan vién.

Qudn ly twong tic: Theo Brown et al. (2002),
mot to chirc s& san sang dé 1am cho méi quan hé
v6i khach hang dwoc on dinh, ¢6 nhiéu cach khac
nhau dé c6 mot sy tuong tac voi ho bao gdm tuong
tac doc theo cac diém tlep xuc (touch points) va
kénh phan phéi. Cac diém tiép xtc nay bao gébm
nhiing biéu trung ctia doanh nghiép: tén, nhin higu,
cac hoat dong PR, quang cdo, cac trang mang dién
tir, diém ban, nhan vién ban hang... Thuan va
Ngoc (2014), trong mdt nghién cliru vé quan tri trai
nghiém dén long trung thanh khach hang tai cac
siéu thi Pdng bang song Ciru Long ciing dua ra
mot sé tiéu chi lién quan dén diém tiép xac nhu:
Tén siéu thi, khau hiéu (slogan); Vi tri siéu thi;
Nhimg chuong trinh vu déi va gia tri ma n6 mang
lai.. Nguyen Thi My Hanh (2010) da dua ra mot
sO yéu té vé chuong trinh khuyén mai, vi tri siéu
thi,... Theo cac nghién ctiu cia Peppers et al.
(1997), Lindgreen et al. (2006) quan ly tuwong tac
la viéc thuc hién bang mot so phuwong phap nhu
nhan thong tin phan hdi ctia khach hang va gia ting
su tuong tac voi khach hang bang cach s dung
mang xa hoi.

Phdt trién moi quan hé: Mot cach thic dé gitr
chan khach hang ¢ lai véi doanh nghiép 1a tao nén
mot mdi quan hé t6t dep nhét gitra khach hang voi
doanh nghiép, va voi ca nha cung cép Theo Ford
(1998), nghién ctru vé phat trién mbi quan hé chi
yéu lién quan dén viéc nghién ctru viée xtur ly cac
mdi quan hé giita khach hang va nha cung cip.
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Brown et al. (2002) cho rang hoat dong quan trong
nhit dé dat dugc su phat trién moi ~quan h¢ dugc
goi 1a theo ddi qua trinh quan 1y mdi quan hé nhu
dich vu hodc quan ly khiéu nai. Theo Lindgreen et
al. (2006) va Hanley et al. (2008), phat trién mbi
quan hé c6 thé duoc thuc hién thong qua cam két
v6i khach hang rang thong tin phan hdi cua ho s&
duoc giai quyét nghiém tic.

Chit lwong dich vu: Theo Gronross (1984),
chat lugng dich vu gdm hai thanh phan do la chat
lugng ki thuat (nhitng gi khach hang nhan duogc) va
chat lugng chirc nang (dién giai dich vu dugc cung
cap nhu thé nao). Theo Hanley et al.(2008), chat
luong dich vu duge thuc hién boi mot sd phuong
phap nhu: Pap Gmg nguyén vong cua khach hang
vé mirc d6 dich vu t6t va ¢ nhleu loai san pham;
Cung cép san phim chét luong tot véi gia ca hop
ly; va Thuyét phuc khach hang phan nan vé cac san
pham va dich vu mét cach khéo 1éo.

Hanh vi cia nhdn vién: Theo Coulter et al.
(2002) va Hanley ez al. (2008), nguoi lao dong co
hanh vi tich cyc duge thé hién qua su ting toc do
dap ung cho khach hang va dam bao nhan vién rat
than thién, ton trong khach hang. Su két ndi gilra
nguoi tiéu dung va doanh nghiép phu thudc rat 16n
vao hanh vi ctia nhan vién. Thai d0 tich cuc cua
nhén vién s€ mang lai sy danh gid cao hon tir
khéach hang danh cho doanh nghiép, tir d6 tao nén
budc tién dé doanh nghiép vuwon dén sy thanh
cong. Nguyén Thi My Hanh (2010) cho ring thai
d6 cua nhan vién dugc thé hién qua sy c6 mat kip
thoi ctia nhan vién khi khach hang can, sy nhiét
tinh, than thién ctia nhan vién d6i voi khach hang.
Su ky ludng qua viéc khong tinh nham hay thoi
tién nhdm cho khach hang... Lam Phudc Thuan
(2011), Thuén va Ngoc (2014) ciing dua ra nhiing
yéu t6 1am hai long khach hang qua thai do an can,
lich sy cia nhan vién, sy nhiét tinh khi gidi dap
thic mic, giai quyét nhitng phan nan, khiéu nai ctia
khach hang.

Quan ly tuong tac

H2

Phat trién moi quan hé

H3

Su hai long cta
khach hang

Chat luong dich vu

Hanh vi ctia nhan vién

H4

Hinh 1: M hinh Iy thuyét vé tac dong CRM dén sy hai long ciia khach hang
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Sw hai long khdch hang: Theo Zeithaml et al.
(2000), su hai long ctua khach hang l1a sy danh gia
cua khach hang vé mot san phém hay mét dich vu
da dap tmg dwoc nhu ciu va mong doi cia ho.
Theo Philip Kotler, sy théa man — hai 1ong cua
khach hang 1a mirc d¢ trang thai cam giac ciia mot
ngudi bit ngudn tir viéc so sanh két qua thu dwoc
tir viéc tiéu dung san pham/ dich vu véi nhiing ky
vong cua hg. Muc do hai long phu thudc sy khac
biét gitta két qua nhan dugc va ky vong, néu két

Béang 1: Sy hai long khach hang

Tép 48, Phan D (2017): 54-65

qué thyc té thap hon ky vong thi khach hang khong
hai 1ong, néu két qua thuc t& twong ximg véi ky
vong thi khach hang sé& hai long, néu két qua thuc
té cao hon ky vong thi khach hang rat hai long. Su
hai long khach hang la cam giac thda man cua
khach hang khi dugc dap tng nhu cau viéc sir dung
san phém hay dich vu cia mot ca nhan, td chirc nao
d6. Khi d6 s€ tao nén long trung thanh cua khach
hang va tiép tuc tin dung san phdm cta doanh
nghiép.

Bién Sw hai long

HL 1 T6i cam thay hai 10ng khi mua sam tai siéu thi nay

HL2 T6i nghi t6i 1a khach hang trung thanh cuia si€u thi nay

HL3 Toi sé khuyén khich ban bé mua sim tai siéu thi nay khi ho c6 nhu cau

Nguon: Luu Tién Thudn va Nguyén Huynh Bio Ngoc, 2014

2.2 Phwong phap thu thép sb liéu

Céc loai hinh ban 1¢ v6 cung phong phu va da
dang. Dya trén ti€u chi khac nhau, ban 1¢ c6 thé
dugc phan loai thanh nhiéu loai hinh khac nhau.
Tuy nhién, ban 1é dugc phan loai phd bién nhat
theo ti€u chi cach thirc ban hang va hang hoa kinh
doanh. Theo d0, cac loai hinh ban 1¢é gém co ban 1é
tai ctra hang, ban 1¢é khong qua ctra hang va ban 1é
dich vu. Trong nghién clru nay, tac gia tp trung
vao loai hinh ban 1¢ tai ctra hang, trong do6 tap
trung vao loai hinh ban 1¢ hién dai. Kénh ban 1é
hién dai ¢ ddy Ia hé thong cac siéu thi, dai siéu thi,
trung tdm thuong mai va cac clra hang tién lgi
(Nguyén Trung Hiéu, 2014). Cho va cic cira hang
tap hoa nho 1é cua ho kinh doanh ca thé duoc xép
vao loai ban 1¢ truyén théng. Mic du ban 1é hién
dai chi chiém 25% thi phan so véi ban 1¢ truyén
théng, nhung xu huéng nay dwoc du béo s& ting
vao nhitng nam téi do xu hudng tiéu dung cia
ngudi dan ngay cang tién dén sy tién ich trong mua
sam. Vi vay, cac loai hinh ban 1¢ hi¢n dai dap Gng
t6t nhu cau khach hang khong chi vé van dé hang
héa ma con cé cac dich vu trudc, trong va sau khi
mua.

Niam 2015, tong muc ban 1¢ hang hoa va doanh
thu dich vu ctia thanh ph Can Tho dat trén 81.240
ty dong, ting 14% so véi nam 2014. Hién thanh
phé Can Tho nam trong top 3 thanh phd c6 tong
mirc ban 1¢ hang hoa va doanh thu dich vu cao nhat
clia ca nudc chi sau Ha Noi va thanh phd HO Chi
Minh (Cuc Xuc tién Thuong mai, 2016).Thi trudng
ban 1é tai thanh phd Can Tho c6 tiém ning phat
trién rat 16n. Nhu cau tiéu dung cua ngudi dan ngay
cang cao nén thu hit cac nha dau tu nudc ngoai.
Cu thé, nam 2015, Can Tho c6 sy xuét hién cua tap
doan Vingroup thong qua vi¢c mua ban va sat nhap
siéu thi Vinatex va Maximark Can Tho, dong thoi
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tap doan Lotte ciia Han Qudc ciing tham gia vao
linh vuc ban 1¢ tai Can Tho, gop phan tao nén birc
tranh s61 dong trong thi truong ban 1€ cung véi
Coopmart, BigC va Metro. Si€u thi 1a mot loai hinh
ban 1¢ hién dai, vin minh. Tai day khong chi 1a noi
kinh doanh hang héa ma con 1a mét dia diém ly
tuong dé kinh doanh céc dich vu kém theo. Do do,
ngudi tiéu diing ngoai viéc dén siéu thi dé mua sam
nhitng hang hoa can thiét ho con dén dé sir dung
nhitng dich vu khac. Cac dap vién dén siéu thi véi
nhiéu muc dich khac nhau, nhung chiém phan déng
nhét 1a muc dich mua sim véi 89,2%, tiép theo do
1a an udng chiém 46,9%, vui choi giai tri 36,9%,
tham quan 36,2% va cudi cing 1a muc dich khac
(doc sach, trd chuyén véi ban bé) chiém chi 3,1%.
Trong cac d6i twong dén siéu thi dé mua sam, do
dung gia dinh 1a lya chon hang dau cia cac dap
vién, ké dén 1a thuc pham tuoi sdng. Mit hang thuc
pham cong nghé, hoa pham va thoi trang it duoc
vu tién hon (Ngudn: Khao sat truc tiép 130 quan
sat, 2016).

Bai viét tap trung nghién ctru danh gia tac dong
CRM dén sy hai long khach hang tai cac siéu thi
16n & Can Tho, cu thé Metro, Coopmart, Vincom,
Lotte va Big C vi ddy la nhom cac si€u thi dugc
xép 0 Hang 1, 2, 3 vdi dién tich kinh doanh tir 500
m? tro 1én (Bo Cong Thuong, 2004). Dé tai sir
dung sb liéu so cip gébm 130 quan sat duoc thu
thap bang phuong phap chon miu thuan tién véi
dbi tugng khao sat 1a khach hang dén cac siéu thi
néu trén. Theo Hair va ctv. (1998), khi st dung
phuong phép phén tich nhan t6 kham pha EFA thi
kich thuéc mau t5i thiéu 1a 50, tot hon 1a 100 va s6
bién dwa vao md hinh phai gap 5 1an sé quan sat.
Trong nghién ciru ndy, s6 bién dua vao mé hinh 1a
26 bién. Vi vdy, trong gi6i han ciia bai nghién ciru,
s6 khach hang dugc phong van chinh thuc 1a 130
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ngudi voi s lugng phan bd khach hang & timg siéu
thi nhu sau siéu thi Coopmart 1a 65, Big C 1a 26,
Metro va Vinmart déu 1a 15, Lottemart 1a 9. Viéc
phan chia s6 luong phong véan khach hang cho ting
siéu thi dugc dua vao s6 lugng 5 siéu thi phan bo
trén ca nude (163 siéu thi) dé phan chia s6 mau
khao sat cho phu hgp vdi ting siéu thi. V&i cong
thirc ap dung:
$6 quan sat cho mbi siéu thi
Tong s6 ST cia mbi hé théng ST
Téng s ST cha 5 hé thong ST

Tir cong thirc ta s& tinh dwgc ¢& mau cia ting
siéu thi nhu sau:

S6 quan sat ST Coopmart = 130 x 82/163 = 65
S6 quan sat ST Big C = 130 x 32/163 =26

S6 quan sat ST Metro = 130 x 19/163 = 15

S6 quan sat ST Vinmart = 130 x 19/163 =15

S6 quan sat ST Lottemart = 130 x 11/163 =9

2.3 Phuwong phap phan tich

Bai nghién clru danh gia do tin cdy cia thang
do: st dung hé s6 Cronbach’s Alpha dé kiém tra do
tin cdy cua cac tham sd udc luong trong tap dit lidu
theo tirmg nhom yéu té trong mé hinh. Nhiing bién
khong dam bao d9 tin cdy s€ bi loai ra khoi tap dir
liéu, phan tich nhéan t6, trong d6 kiém dinh KMO
va Barlett ding dé kiém tra mdi quan hé twong
quan gitra cac bién trong timg thang do. Phan tich
nhan t6 (EFA) gitp gom cac bién quan sit thanh
nhitng nhém trong d6 cac bién c6 quan hé chit chd
v6i nhau. Str dung mé hinh hdi qui tuyén tinh dé
danh gia tic dong cua cac yéu t6 CRM dén su hai
long cua khach hang.

Mé hinh héi qui:

Yi=Bot B1 Xii + BoaXoi +.. .+ BiXkit €
Trong do:

Y: Su hai long ctia khach hang

X;: Quéan 1y sy twong tac; Xp: Phat trién mdi
quan hé; X3: Chit lwong dich vu; X4 Hanh vi nhan
vién.

Bai nghién ctru sir dung phuong phép thong ké
mo ta (phan tich tin sd, s6 trung binh,...) d& phan
tich thyc trang ban 1¢ hién dai trén dia ban thanh
phd Can Tho. Mot s6 phuong phap nhu kiém dinh
do tin cay cua thang do Cronbach’s Alpha, phan
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tich nhan t6 kham pha EFA, hoi qui tuyén tinh
dugce st dung dé do ludng va phan tich mirc d6 anh
huong CRM dén sy hai long cia khach hang. Tu
d6, bai nghién ciru dé ra mot s6 ham y quan tri
nham gitp cac nha quan ly hiéu 10 viée thue hién
thu hat, duy tri va phat trlen m01 quan hé¢ khach
hang can quan tim nhiing yéu t6 ndo dé c6 thé gia
tang su hai long khach hang trén thi truong ban 1€
hién dai, cu thé siéu thi.

3 KET QUA VA THAO LUAN

3.1 Cac yéu to CRM dnh hwéng dén sy hai
long khach hang trén thi trwdmg ban 1€ hién dai
tai thanh pho Can The

Kiém dinh dé tin cdy thang do Cronbach’s
alpha dugc sir dung dé loai bo cic bién khong phu
hop hay céc bién rac trong qua trinh nghién ctru
trudc khi tién hanh phéan tich nhan t6 dong thoi
danh gia d¢ tin cay cua cac thang do thong qua h¢
s0 Cronbach’s Alpha. Cac bién c6 h¢ sé tuong quan
tong - bién (Corrected item total correlation) nho
hon 0,3 s& bi loai. Cac bién c6 hé sb Cronbach
alpha tir 0,60 tr 1én 1a thang do c6 thé chap nhan
duoc vé mit tin cay (Nunnally va Bernstein, 1994).
Két qua kiém dinh 26 bién cho thiy, d6i v6i thanh
phan Hanh vi ciia nhdn vién bién NV4 (Nhan vién
khong tinh hay thdi nham tién cho khach hang) 1a
0,085 di bi loai khoi mé hinh vi ¢6 hé sb twong
quan bién téng < 0,3. D4i véi thanh phan Qudan Iy
twong tac thi bién TT1 (Tén, khau hi¢u (slogan)) co
hé s6 12 0,207 d4 bi loai khoi mé hinh. Phan 16n rat
it khach hang quan tim dén tén hay khau hiéu cua
siéu thi la gi, diéu ho quan tam la khi vao siéu thi
thi ho s& ¢6 dugc loi ich nhu thé nao 1a chu yéu. Vé
thanh phan Phat trién méi quan hé c6 1 bién di bi
loai 1a QH6 (Siéu thi nay ludn thuc hién nghiém
tac nhitng thong tin phan hdi tir khach hang) c6 hé
s6 12 0,139. Khi néi dén nhitng thong tin phan hoi
cua khach hang danh cho siéu thi c6 dugc giai
quyét hay khong (QH6) ciing khong dwoc chép
nhén, vi dap vién thuong tra 101 1a ho khong quan
tam dén, khong c6 phan hoi,... Yéu té cudi cing 1a
chat luong dich vu, ¢6 1 bién da bi loai khoi md
hinh 1a DV8 (Siéu thi c6 san xuat nhitng san pham
riéng biét, voi bao bi, mau sic hap dan va gia canh
tranh) c6 hé s6 14 0,110. Hau hét cac siéu thi déu co
san xudt nhimg san pham riéng biét nén khong co
su khac biét va nhan dugc sy quan tdm tir khach
hang. Sau khi loai bo cac bién quan sat khong dat
yéu cau, két qua xir 1y thong ké 1an cudi cho 21
bién v&i Cronbach’s alpha tong 13 0,869 va timg
thang do dwoc tom tit trong Bang 2 nhu sau:



Tap chi Khoa hoc Truong Dai hoc Can Tho

Tép 48, Phan D (2017): 54-65

Bang 2: Két qua kiém dinh hé s6 tin cay Cronbach’s alpha (Cronbach’s alpha = 0,869)

Bién quan sét Twong quan  Cronbach’s
bién tong Alpha

Qudn ly twong tdc:
TT2: Vi tri siéu thi 0,343 0,867
TT3: Thudng xuyén quang cdo cac chuwong trinh khuyén mai bang to roi,

Y S 0,438 0,864
cac thiét bi truyén thong, Internet...
TAT4: Thu hElt khach hang boi cac sy kién, cac hoat dong PR, treo bang 0,531 0.860
ron quang cdo...
Phdt trién moi quan hé:
QH1: C6 chuong trinh khuyén mai, giam gia hap dan 0,338 0,867
QH2: C6 chuong trinh “khach hang than thiét” 0,629 0,856
QH3: C6 gia uu dai cho cac khach hang thanh vién 0,549 0,859
QH4: Chuong trinh tich diém bu cho khach hang quén mang thé 0,584 0,858
QHS5: Ludn san sang hd trg khach hang khi khach hang can 0,517 0,861
Chit lwong dich vu
DV 1:Céch b tri, trung bay hop 1y, dé tim kiém san pham 0,482 0,862
DV2: Khong gian, am thanh, 4nh sang, nhiét do cta siéu thi rat tot 0,378 0,865
DV3: Bai dau xe rong rai, mat mé va an toan 0,392 0,865
DV4: Cach thirc va quy dinh quy giit dd 0,447 0,863
DV5:Vén d& vé sinh trong siéu thi 0,395 0,865
DV6: Chét luong hang héa t6t 0,592 0,858
DV7: Nhiéu mit hang méi, da dang vé chung loai 0,524 0,860
DV9: Gia hang hoa phu hop 0,453 0,863
DV10: Thoi gian tinh tién 0,301 0,868
DV11: Dich vu giao hang 0,443 0,863
Hanh vi nhdn vién
NV2: Nhan vién khong t6 ra thai do kho chiu véi khach hang 0,476 0,863
NV3: Nhén vién khong phan biét di xtr v6i khach hang 0,412 0,865
NV5:Nhan vién tao cho khach hang thiy thoai mai vi khong theo sat khi 0314 0.867

mua sam

Nguon: xir Iy s6 liéu khdo sat 130 quan sat, nam 2016
3.2 Phan tich nhan t6 kham pha (EFA)

Qua Kkét qua kiém dinh hé sb tin cay Cronbach’s
Alpha cia timg thang do, tac gia tién hanh phan
tich nhan t6 kham phé4 véi 21 bién quan sat thoa
yéu cau. Theo phuwong phap ndy, hé s tai nhan t&
(Factor loading) 1a chi tiéu dam bao muic y nghia
thiét thuc cia EFA. H¢ s6 tai nhan t6 > 0,3 duoc
xem la dat dwgc murc ti thiéu, hé sd tai nhan t6 >
0,4 duoc xem 1a quan trong va >=0,5 duoc xem la
¢ y nghia thue tién (Hair va ctv. , 2006). Do han
ché vé co mau nén tac gia chon mirc chuan dé loai
b6 nhan t6 1a hé sb tai nhé hon 0,5.
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Phuong phép trich hé s6 s dung 1a phuong
phap thanh phan chinh (Principal components) vdi
phép xoay cho phuong sai t6i da (varimax) va diém
dimg khi cac yéu t6 ¢6 phuong sai tong hop cua
ting nhan t6 (eigenvalue =1). Va thang do dugc
chap nhan khi tong phuong sai trich bang hodc 16n
hon 50%. Theo Bang 3, sau qué trinh phéan tich
nhan t6 d3 trich ra duwoc 5 nhan té tai eigenvalue
1,250 va phuong sai trich dat yéu cau la 74,362%
(>50%). Két qua phan tich KMO = 0,799 (0,5 <
KMO < 1) va kiém dinh Bartlett’s vé twong quan
clia cac bién c6 gia tri Sig = 0,000< 0,05 chimg t6
céc bién cé tuong quan chat ch& v6i nhau (Trong
va Ngoc, 2008).
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Bang 3: Két qua phén tich nhan t6 kham pha EFA
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Yeéu to

Bién quan sit

TT2
TT3
TT4

0,717
0,646
0,847

QHI
QH2
QH3
QH4
QHS5

0,825
0,870
0,883
0,762
0,719

DV1 0,892
DV2 0,870
DV3 0,801
Dv4 0,905
DV5 0,867
DV10 0,644
DVI11 0,741

DV6
DV7
DV9

0,800
0,894
0,836

NV2
NV3
NV5

0,765
0,831
0,653

CRM: Eigenvalue = 1,250; Phwong sai trich = 74,362%, KMO = 0,799, Sig. = 0,000

Nguon: Két qua xir Iy s6 liéu khao sat 130 quan sat, ndm 2016

Nhu vay, sau khi phan tich EFA, cac thanh
phan trong thang do da dat yéu cau. Két qua cho
thdy, c6 4 nhom nhan t6 khong co sy xdo tron
nhiéu nén cic nhan t6 nay s& duoc giit nguyén tén
nhom. Tuy nhién, c6 mdt nhém nhan t6 méi xuat
hién bao g6m 3 bién: DV6; DV7; DV9. Nhitng
bién nay do luong hang héa nén dugc dat tén cho
nhém nay 1a “Chét luong hang héa” (ki hidu: HH).
Theo Reinartz ef al.(2004), Nair (2002), CRM
dugc thuc hién nhu 1a mot chién lugc kinh doanh.

Chét lugng dich vu

Chét lugng hang hoa

Phat trién moi quan hé

Quan ly tuong tac

Hanh vi cua nhan vién

Nhu vay, duéi quan diém nay thi CRM dugc dinh
nghia 1 dinh huéng chién lugc gin két voi doanh
nghiép, hoat dong cua cac bo phén bén trong doanh
nghiép va cic yéu td bén ngoai nham tao ra gia tri
cho khéach hang, doanh nghiép cung vdi viée tao
dung mbi quan hé lau dai véi khach hang. Do dé,
viéc thuc hién CRM phai thuc hién ¢ moi khia
canh tir san phém dén dich vu di kém cho khach
hang.

Su hai long ]

Hinh 2: M6 hinh nghién ciru

Sau khi tién hanh kiém dinh d6 phu hop ciia céc
nhan t6 thong qua hé s0 Cronbach’s Alpha va phan
tich nhan t0 kham pha, 5 nhan t0 dugc rat trich bao

gém céc nhan to Chat luong dich vu (DV1, DV2,
DV3, DV4, DV5, DV10, DV11); Chat lugng hang
héa (DV6,DV7,DV9), Phat trién moi quan hé
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(QH1,QH2,QH3,QH4,QH5); Quan ly twong tac
(TT2,TT3,TT4); va Hanh vi nhan vién
(NV2,NV3 NV5). Két qua nghién ctru EFA cho
thdy chat luong dich vu va chat luong hang hoa
dugc thé hién riéng bi¢t theo tiing nhém. Do do,
md hinh nghién ctru diéu chinh dwoc trinh bay &
Hinh 2.

Bang 4: Két qua EFA cho thang do sy hai long

Tép 48, Phan D (2017): 54-65

3.3 Kiém dinh thang do sy hai 1ong khach
hang

Két qua kiém dinh hé sé Cronbach’s Alpha cac
bién cua yéu t su hai long 1a 0,818> 0,6. Cac hé sd
tuong quan bién tong déu cao. Vi vy, cac bién clia
yéu t6 sy hai 1ong s& duoc sir dung trong phan tich
EFA ké tiép.

Bién quan sit

Trong s0 nhan to

SHL1 Téi cam thay hai 1ong khi mua sam tai siéu thi

SHL2  Toi nghi tdi la khach hang trung thanh cua siéu thi nay .
SHL3 Toi s€ khuyén khich ban bé mua sam tai siéu thi nay khi ho ¢6 nhu cau

Hé s6 KMO= 0,699; Phuong sai trich= 73,411%; Sig.=

ndy 0,816
0,888
0,864

0,000

Nguon: xit Iy 56 liéu khdo sat 130 quan sat, ndm 2016

Két qua phan tich EFA Bang 4 cho thdy, cac
bién quan sat déu dat mirc yéu cau (>0, 5) khong co6
bién quan sat nao bi loai, nhdm nhan té nay ciing
duoc dat tén 1a sy hai long. Phan tich EFA cling
phii hop vi téng phuong sai trich bang 73,411%
(>50%), KMO = 0,699 (>0,5), Sig cuia kiém dinh
Bartlett = 0,000 (<0,05). Tir két qua kiém dinh hé
s& Cronbach’s Alpha va phan tich EFA cac khai
niém thanh phan va su hai long cho thiy, mo hinh
nghién ciru danh huong CRM gdm c6 21 bién quan
sat thudc 5 nhom nhan t6 1a: quan 1y twong tac,
phat trién méi quan hé€, hanh vi nhan vién, chét
lugng hang hoa, va chét luong dich vu. Cac bién
quan sat nay déu théa méin yéu cau dé tiép tuc phan
tich tiép theo. Mic du khach hang déu c6 su hai
long kha cao vé céac siéu thi, nhung do6 chi 1a ¢ muc
danh gia chung. Néu xét vé tong thé, khi d6 mirc

diém trung binh cta thang do cic yéu td sy hai
1ong chi dat mirc kha, va yéu té cao diém nhat ciing
chi dat 3,84. V&i mirc diém nay ching to rang cac
siéu thi cling con kha nhidu bat cdp khién cho
khach hang cam thiy khong dugc hai long cao.
Diéu nay cho thiy cac sicu thi can phai xem xét va
cai tién hon nita cac yéu to nhiam nang cao sy hai
long cua khach hang.
3.4 Phan tich hoi qui tuyén tinh

Pé xac dinh cic yéu t6 cia CRM anh huong
dén sy hai long, cac yéu t&6 CRM nhu Quan 1y su
tuong tac, Phat trién mdi quan h¢, Chat luong dich
vu, Chat luong hang hoéa, va Hanh vinhan vién
duoc st dung nhu 1a bién doc 1ap vao trong mo
hinh Sy hai long ctia khach hang (bién phu thudc
Y). Két qua hdi qui dugc trinh bay & Bang 5.

Bing 5: Két qua hoi qui véi bién Y (sw hai 1ong khach hang)

Nhan t6 Heé s6 chuin héa B Hg¢ so phong dai phwong sai  Mirc y nghia
; (VIF) p

Hing s6 0,030

Xi- Quan ly sy twong tac -0,028 1,387 0,704 ns

X, - Phat trién mdi quan hé 0,419 1,662 0,000 ***

X5~ Chit luong dich vu 0,286 1,112 0,000 ***

X4 Chét lugng hang hoa 0,149 1,325 0,041 **

X5 Hanh vi nhan vién 0,253 1,434 0,001 ***

Gibi tinh 0,098 1,024 0,122 ns

S6 quan sat 130

Hé sb twong quan miu 0,720

Heé s6 R? 0,495

Nguon: xit Iy 56 liéu khdo sat nam 2016
V6i %% %*%: c6 ) nghia thong ké lan lwot la 1%, 5%; ns: khong

Két qua nghién ctru cho thiy, gia tri F ciia md
hinh 22,075 va gia tri Sig F = 0,000; ching to gia
thuyét Hy da bi bac bo va ton tai mbi quan hé tuyen
tinh giita bién phu thugc Y véi it nhat mot bién
trong cac bién quan 1y twong tac, phét trién mdi
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co y nghia

quan h¢, chét luong dich vy, chét luong hang hoa,
hanh vi nhan vién. Hé s6 R? = 0,495 giai thich
duoc 49,5% su bién thién cia Y (su hai long khach
hang) boi mdi quan hé tuyén tinh cua su tac dong
CRM. Giéi tinh trong m6 hinh khong c6 tac dong
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dén sy hai long khach hang. Yéu t6 Quan 1y su
tuong tac khong co6 tac dong den su hai long vi
murc ¥ nghia trén 15%. Cac yeu t6 phat trién moi
quan h¢, chét luwong dich vy, chét luwong hang hoa,
hanh vi nhan vién c6 mdi quan hé cung chiéu voi
su hai 1ong v6i mirc y nghia lan luot 1a 1%, 1%,
5% va 1%. Qua d6 cho thdy, néu ting cudng cac
yéu t6 nay thi sy hai long cua khach hang s& ting
1én. Trong do, yéu t6 Phat trién mbi quan hé c6 tac
dong manh nhat dén sy hai long khach hang.
Thong thuong khach hang dén siéu thi mua sim
khong phai vi si€u thi thoai mai, rong 16n, ma con
vi si€u thi c6 nhitng chinh sach cham soc duy tri
mdi quan hé khach hang kha tot so vdi cic cira
hang bén ngoai. Ké dén 13 yéu t6 Chat luong dich
vu, do ngay nay, khach hang khi mua san pham thi
khong chi quan tim dén chat lugng san pham ma
ca nhitng dich vu di kém; yéu t6 Hanh vi Nhan
vién: dén siéu thi mua sim thi ngudi ma khach
hang tiép xtc nhiéu nhit 1a nhan vién. Kha ning
phuc vu cua nhan vién t6t hay khong, dap ung
dugc nhu cau khach hang hay khong s& anh huéng
dén viéc quyét dinh tiép tuc mua hay khong mua
ctia khach hang. Va yéu t6 Chét lugng hang hoa
trong siéu thi taic dong dén sy hai long cua khach
hang.

Bai nghién ctu ciing tién hanh mot sé kiém
dinh nhu Gia dinh quan hé tuyén tinh va Gia dinh
vé hién tugng da cong tuyen va tu tuong quan, tat
ca déu dat yéu cau. Cu thé, hé sb tuong quan mau
R cua ham hdi qui dat 0,6<0,716<0,8. Diéu nay
cho thdy twong quan tuyén tinh cia mo hinh hdi
qui 1 tuong doi chat ché va gia dinh lién hé tuyén
tinh khong bi vi pham. Duya vao hé s6 phong dai
phuong sai VIF ciia cac bién c6 thé thay khong co
hién tuong da cong tuyén xay ra vi VIF clia cac
bién dau bé hon 10 (Mai Vin Nam, 2006). Két qua
tra bang thong ké d cho thay hé sé Durbin Watson
cua md hinh thu¢c khoang di< d= 1,690 <dy (dr =
1,686; dy = 1,852). Do d9, hién tugng tu tuong
quan chudi bac nhét khong anh huong dén y nghia
ctia md hinh hdi qui (Mai Van Nam, 2006).

4 KET LUAN VA HAM Y QUAN TRI

V6i su phat trién ngdy cang van minh, hién dai
cua xa hoi hién nay thi thi truong ban 1é hién dai
(chu yéu 1a céc siéu thi) dugc cho 1a ¢6 nhiéu wu
diém va pht hop hon cac loai hinh kinh doanh ban
1¢ khac nhu cac cho, cira hang ban 1é truyén thong.
O thi truong ban 1¢ hién dai nay thi khach hang
luén dugc xem la trung tam, bat ky mét doanh
nghiép nao néu mudn ton tai thi khong thé thiéu
dau chan cua khach hang. Vi thé, viéc danh gia
muc d6 hai long cua khach hang danh cho doanh
nghiép 14 diéu khong thé thiéu néu doanh nghiép
d6 mudn ton tai lau dai. “Tac dong cia cac yéu to
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CRM dén su hai long cia khach hang trén thi
truong ban 1é hién dai tai thanh phd Can Tho” 14
nghién ctru hudéng dén cac khach hang & mot sd
siéu thi trén dia ban thanh phé Can Tho (Metro,
CoopMart, VimCom, LotteMart, va BigC). Qua
nghién ciru két qua cho thay cac siéu thi di phan
16n dap tmg dugc nhu cau cua khach hang, nhung
mirc diém trung binh cta thang do cac yéu t6 su
hai long chi dat mirc kha. Qua d6 chung to rang cac
siéu thi ciing con kha nhidu bat cap khién cho
khach hang cam thay khong dugc hai long cao.
Didu nay cho thiy cac siéu thi can phai xem x¢ét va
cai tién hon nira hoat dong CRM nhim nang cao su
hai long cta khach hang. Cudc nghién cuu dya trén
cic yéu t& di dugc dp dung & nudc ngoai, tuy
nhién & Viét Nam thi ddy 1a mot nghién ctiru méi vé
mg dung cac yéu t6 CRM vao thi truong ban 1¢
hién dai 1a cac si€u thi. Qua qua trinh nghién ctru
va khao sat khach hang tai thanh phd Can ThoT,
yéu t6 CRM tac dong dén su hai long cua khach
hang d6 1a Quan 1y tuong tac, Phat trién mdi quan
hé, Chat lvong hang hoa, Chét lwong dich vy,
Hanh vi nhén vién. Bén canh viéc tim hiéu vé cac
yéu t6 CRM tac dong dén su hai long cua khach
hang tai cac siéu thi thi bai nghién ctru cho thiy cac
yéu t6 nhu phat trién méi quan hé, hanh vi nhan
vién, chét luong dich va hang hoa c6 anh huong
dén hoat dong CRM.

Qua cdu hoi mé vé y kién dong gop cia khach
hang danh cho siéu thi, nhin chung cac khach hang
da phan déu dong gop vé cac chuong trinh khuyén
mai, giam gia, vé thai do phuc vu cta nhan vién,
thoi gian tinh tién,... Trong dé, cac chuong trinh
khuyén mii, giam gia 1a yéu t6 duogc khach hang
yéu cAu nhiéu nhit. Thir hai 1a vé nhan vién, mic
du yéu t6 thai ¢ nhan vién nhan dugc sy danh gia
hai 1ong 1a kha cao, nhung vin c6 mot sé y kién
trai chiéu cho rang c6 mot sé nhan vién c6 thai do
khong duogc lich sy va than thién vé6i khach hang,
va khach hang rat it nhan dwoc sy hd trg cua nhan
vién khi can. Day 1a nhiing co s¢ quan trong de cac
siu thi xdc dinh rd hon nhimg ycu td nao can tap
trung thuc hién d6i méi dé ngay cang nang cao hon
nira sy hai long cho khach hang cia minh. Sau day
1a mot sé van dé can quan tam va cai thién:

— Phat trién moéi quan hé: Céc chuong trinh
khuyén mii can dugc ting cuong ddi mai ca vé ndi
dung 13n hinh thirc. Siéu thi nén tim cach dé cung
cip ddy du nhing thoéng tin vé& cac chuong trinh
khuyén mai dé khach hang dé tiép can hon. Ching
han nhu 14 ting cuong hon nita cac to roi, cac trang
web quang céo, bao, dai,... Nhitng san pham ting
kém thi cin dam bao hon vé mat chét luong, khach
hang ludn mang tam ly do tang 1a do sip bi bo di,
day khong phai la hoan toan sai, nhin chung nhitng
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san pham khuyén mii hay giam gia da phan la
nhitng san phim con thoi han st dung khong
nhiéu, hay 1a nhitng san pham ban khong chay trén
thi truwong,... Si€u thi tao long tin cho khach hang
vé nhimg chuong trinh khuyén mai ¢é gia tri 16n;
x6a bo tdm ly “khong téi lugt minh” cua khach
hang.

—  Chat luwong dich vu: Thoi gian cua khach
hang 1a rt quan trong, vi thé dimg dé khach hang
phai chd doi qua 1au. Siéu thi bd tri thém nhén vién
thu ngan dé hoat dong ¢ cac quay con trong vao
nhiing gio' cao diém nham giam thiéu thoi gian chd
doi cho khach hang; hodc phan chia ra cac dbi
tuong khach hang mua it hay mua nhiéu khi tinh
tién dé thoi gian cho doi duge giam thiéu.

—  Hanh vi nhdn vién: M&i mot nhan vién déu
phai dugc dao tao that ki ludng vi ho la nhing
ngudi tiép xic tryc tlep véi khach hang. Siéu thi
nén thudng xuyén t6 chirc cac 16p dao tao va huén
luyén v€ cac nghiép vu, ky nang, kién thirc cho
ting nhan vién dé nang cao kha ning lam viéc.
Cung cip nhanh chéng nhiing thong tin vé siéu thi
nhu cic chuong trinh khuyén mai, qua ting, hay
nhing sy ¢d gi d6 xay ra véi siéu thi cho nhan vién
nim rd, dé ho co thé kip thoi thong béo hay tra 1oi
cho khach hang. Thuc dy nhéan vién lam viéc tich
cuc hon qua ché d6 luong, thuong hop 1y.

— Chdt lwong hang héa: Tét ca nhimg hang
hoa bay ban trong siéu thi déu phai dam bao duoc
chat lugng, thoi han st dung va c6 gia ca phu hop.
Khéu kiém tra dau vao can dam bao chat ché va
hoan thién hon nita dé tit ca nhitng san pham khi
da bay ban trong siéu thi déu phai an toan. Thuong
xuyén dugc kiém tra chat luong hang hoa, cach
thirc bao quan, vé han st dung, dac biét la cac san
phim tuoi song can ¢6 minh ching vé xuit xu
hang hoa dé khach hang c6 thé an tim trong qua
trinh lya chon. Sip xép gon gang, hop 1y cac san
pham, phai c6 nhéan vién thudng xuyén kiém tra dé
khach hang c6 thé dé& dang tim kiém va cam thay
thich mat hon khi tham quan va mua sam.

No6i tom lai, qua nghién ctru cho thay cong tac
CRM ngay cang quan trong néu doanh nghiép
mudn thu hit, duy tri va mé rong khach hang. Tuy
nhién, trong nghién ciru ndy van con mot sé han
ché, d6 1a tac gia chi tip trung nghién ctru CRM
trong linh vic ban 1¢ hién dai tai thanh phd Can
Tho, cu thé 1 siéu thi. Vi d& tai st dung mé hinh
hdi qui tuyén tinh boi dé danh gia cac yéu tb6 CRM
dén sy hai long khach hang, nén van chua cho thay
cu thé bién tiém 4n nao tac dong manh mé dén su
hai long khach hang khi doanh nghi¢p thuc hién
CRM.

64

Tép 48, Phan D (2017): 54-65

TAI LIEU THAM KHAO

Bich Tuyén, 2015. Thi trudng ban 1& hién dai: Cude
dua chiém Iinh thi phin
<http://www.doanhnhansaigon.vn/chuyen-lam-
an/thi-truong-ban-le-hien-dai-cuoc-dua-chiem-
linh-thi-phan/1093197/>. [Ngay truy cép :
24/11/2015]

Brown, S. A., & Gulycz, M., 2002. Performance
Driven CRM: How to make your customer
relationshipmanagement visions a reality.
Ontario: John Wiley.

Chen, 1.J & Popovich, 2003. Understanding
customer relationship management (CRM).
People, process and technology. Business
Process Management Journal, 9 (5): 672-688

Choi Sang Long, RahaKhalafinezhad, Wan
Khairuzzaman Wan Ismail and
SitiZalehaAbdRasid (2013). Impact of CRM
factors on customer Satisfaction and Loyalty,
Asian Social Science, 9(10): 247-253

Chu Cong Tudc, 2014. Quan tri quan hé khach hang
clia tong cong ty hang khong Viét Nam. Luan
van Thac si Quan tri kinh doanh. Hoc vién Cong
nghé Buu chinh vién thong.

Coulter, K. S., & Coulter, R. A. ,2002. Determinants
of trust in a service provider: the moderating role
of length of relationship. Journal of Service
Marketing, 16, 35-50

Di¢u Thuy, 2016. Thau tom thi truong ban 1€ Viét
Nam: Tai sao ludn 1a nguoi
Thai?<http://infonet.vn/thau-tom-thi-truong-ban-
le-viet-nam-tai-sao-luon-la-nguoi-thai-
post189549.info>. [Ngay truy cap: 11/2/2016]

P Giang Nam, 2015. Nghién ctru mdi quan hé giita
ngan hang va doanh nghiép phuc vu cho quan tri
quan hé khéch hang tai cac ngan hang thuong
mai Viét Nam. Luan 4n tién s kinh té. Truong
Pai hoc Kinh té Qubc Dan.

Ford, D., 1998. Managing business relationships,
Chichester, New York, J. Wiley

Galbreath and Rogers, 1999. Customer relationship
leadership: a leadership and motivation model
for the twenty-first century business, The TQM
Magazine, 11(3):161 - 171

Hanley, S. & Leahy, R., 2008. The effectiveness of
relationship marketing strategies in department
stores. International Journal of Business
Management, 3(10), 133-140

Hoang Trong va Chu Nguyén Mong Ngoc, 2008.
Phan tich dir liéu nghién ctru véi SPSS. Thanh
phé HS Chi Minh: Nha xuét ban Hng Prrc.

Hossein Vazifehdust, Abbas Shahnavazi, Mohammad
Reza Taghizadeh Jourshari and Fataneh Sotoudeh
Sharifi, 2012. Investigation critical success factors
of crm implementation. World Applied Sciences
Journal, 18 (8): 1052-1064.

Houda Khlif and Rim Jallouli, 2014. The success
factors of the success factors CRM systems: an



Tap chi Khoa hoc Truong Dai hoc Can Tho

explanatory analysis. Journal of Global Business
and Technology, 10(2): 25-42

Hung L&, 2015. Thi trudng ban 16 trong nuéc dat gin
110 ti d6 la My
<http://www.thesaigontimes.vn/140505/Thi-
truong-ban-le-trong-nuoc-dat-gan-110-ti-do-la-
My.htmI>.[Ngay truy cap : 30/12/2015]

Lam Phudc Thuén, 2011. Danh gia sy hai long cua
khéch hang khi mua sém tai cac siéu thi TP. Can
Tho. Luén van dai hoc. Dai hoc Can Tho, thanh
phd Cén Tho.

Lindgreen, A., Palmer, R., Vanhamme, J., &
Wouters, J. (2006). A relationship management
assessment tool: Questioning, identifying, and
prioritizing critical aspects of customer
relationships. Industrial MarketingManagement,
35(1), 57-71.

Luu Tién Thuan va Nguyén Huynh Bao Ngoc, 2014.
Impact of customer experience management to
customer loyalty shopping in supermarket in the
Mekong Delta. Tap chi tiéng Anh Pai hoc Cén
Tho. 2014: 103-118.

Mai Van Nam, 2906. Giép trinh kinh té lwong. Ha
Noi: Nha xuat ban thong ké

Nair, A, 2002. CRM: Helpful or full of hype?.
Journal of Database Marketing, 9(4): 376.

Nguyén Hoai Long, 2013. Quan tri quan h¢ khach
hang trong kinh doanh bdo hi€ém phi nhén tho
Viét Nam. Luéq an Tién si Kinh té. Truong Dai
hoc Kinh t€¢ Qudc Dan.

Nguyén Thi My Hanh, 2010. Phén tich c4c nhan t6
anh hudéng dén murc do hai 10ng ctia khach hang
d01i voi siéu thi ‘Coopmart Can Tho.‘Luan van dai
hoc. Pai hoc Can Tho, thanh pho Can Tho.

Nguyén Trung Hiéu, 2014. Nang cao nang luc canh
tranh ciia doanh nghiép phan phéi ban 1¢ trén dia
ban thanh phd Hai Phong. Luan van tién si kinh
té. Vién nghién ctru quan 1y kinh t& Trung wong.

65

Tép 48, Phan D (2017): 54-65

Nunnally, J. & Bernstein, 1., 1994. Psychometric
Theory. 3 ed. New York: McGraw- Hill.

Peppers, D., & Rogers, M., 1997. Enterprise one to
one. New York’ Bantam Doubleday Dell
Publishing Group.

Peppers, D., Rogers, M. And Dorf, B,1999. Is Your
Company Ready for For One — To — one Marketing?.
Havard Busniness Review, JAN’99, 151-160.

Reinartz, W., Krafft, M., & Hoyer, W.D, 2004. The
customer relationship management process: Its
measurement and impact on performance.
Journal of marketing research, 41(3): 293-305

Uy Ban Nhan dan TP Cén Tho, 2015. Quyét dinh s6
3640/QD-UBND ban hanh K& hoach phat trién
kinh té - xa hoi 5 ndm 2016 - 2020. 131 + 132 dén
s6 133 + 134.

Vién Nghién ctru thuong mai, 2016. Hoi thao “Thi
truong ban 1€ Viét Nam - Co hdi va thach
thire” <http://www.viennghiencuuthuongmai.co
m.vn/tin-tuc/tin-noi-bat/hoi-thao-201cthi-truong-
ban-le-viet-nam-co-hoi-va-thach-
thuc201d>.[Ngay truy cap: 20/5/2016]

V& Thi Thanh Tam, 2011. Quan tri quan hé khach
hang tai cong ty thong tin di dong VMS. Luén
van thac si kinh doanh va quan ly. Hoc vién
Cong nghé buu chinh vién thong.

Wilson, H., Daniel, E., & McDonald, M, 2002.
Factors for success in customer relationship
management (CRM) systems. Journal of
Marketing Management, 18(1/2):193.

Zeithaml, V.A. and Bitner, M.J., 2000. Services
Marketing: Intergating Customer Focus Across
the Firm, McGraw-Hill, New York.



