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TOM TAT

Nghién ctru phan tich cac nhan t6 anh hwéng dén long trung thanh clia khach hang vé dich vu ban 18 dé dé xuét
giai phap nang cao long trung thanh clia khach hang déi véi hé théng siéu thi Hapro Mart trén dia ban thanh phé Ha
N&i. Théng tin tlr phdng van tryc tiép 197 ngwdi mua hang tai hé théng siéu thi Hapro Mart theo phwong phap chon
mau thuan tién. Do tin cay cla sé ligu duwockiém dinh béing hé s Cronbach’s Alpha, phan tich nhan t6 kham pha dé
xay dyng va kiém dinh cac thang do va st dung mé hinh cAu tric tuyén tinh (SEM) dé kiém dinh méi quan hé gitra
céac nhan té trong mé hinh nghién ciu. Két qua phan tich cho thay: Trong 5 thanh phan anh huéng téi sy hai long va
niém tin khach hang c6 4 yéu té tac dong tich cuc va cé y nghia thdng ké trong khi chét lwgng hang héa khong cé y
nghia thdng ké. Niém tin, sy hai long, chuong trinh khuyén mai va dich vy hd tro déu c6 anh hwéng tich cuwc dén
|ong trung thanh clia khach hang va cé y nghta thong ké. Ba gidi phap nham nang cao long trung thanh khach hang
ma nghién ctu xin dé& xuét 1a da dang héa chiing loai hang hoéa va tao sy khac biét; dao tao ddi ngdi nhan vién ban
hang va phuc vu chuyén nghiép; tdng cwdng khuyén mai va truyén thong vé khuyén mai.

Tir khoa: Chét lwong dich vy, niém tin, sy hai long, 1ong trung thanh.

Customer’s Loyalty Analysis: A Case Study of Hapro Mart Supermarket in Hanoi

ABSTRACT

This study focused on analyzing factors that affect customer’s loyalty towards retail services of Hapro Mart
supermarket. The study used primary data collected from 197 consumers who usually buy products at Hapro Mart
supermarket in Hanoi City. Cronbach’s Alpha was applied to test the reliability of the data while exploratory factor
analysis (EFA) and Structural Equation Modeling (SEM) were used to construct the relationship among factors of
service quality, trust, satisfaction and customers’ loyalty. The findings indicate that service quality had a direct and
positive impact on the trust and satisfaction and indirect impact on customers’ loyalty. However, commodity
components of service quality did not impact on customer’s trust and satisfaction. On the other hand, consumer’s
loyalty has been positively influenced by 3 factors: trust, satisfaction, and promotion programs and support services.
Three solutions were suggested to improve customer’s trust and satisfaction and customers’ loyalty: product
diversification and differentiation, professional staff training and sale promotion.

Keywords: Quality services, trust, satisfaction, loyalty.

thanh phé ¢ mic ting trudng ban 1é& cao nhat

1. DAT VAN DE khu vic Pong Nam A (BCG, 2014). Vé phia cung,

Viét Nam néi chung va thanh phs Ha Nai
néi riéng cé co cdu dan sé tré va stic mua ngay
cang tang trong nhung nam gan day. Ha Noi c6
lugng dan s6 thudc tang 16p trung luu khoang 33
triéu ngudi trong giai doan ti 2012 dén 2015, la

Chinh phu Viét Nam c6 chinh sach mé ctia thi
trudng ban 1& din d&n nhiéu cong ty nudc ngoai
va trong nude ddu tu vio linh vyc nay. Do dé, s6
siéu thi va trung tAm thuong mai tang lén manh
mé, tinh dén cudi thang 9 nam 2015 dat khoang
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530 siéu thi mini, s6 ctia hang tién lgi tinh tu
2012 dén 2015 tang 260%, (Nguyén Ngoc Doanh,
2015). Thuc trang tdng nhanh cic siéu thi da dan
dén canh tranh quyét liét trén thi trudng ban 18.
Dé ton tai va phat trién, cic siéu thi phai c6
chién luge thu hut, duy tri va phat trién khach
hang ctia minh. Theo Reichheld (1996);
Reichheld and Sasser (1990), cac siéu thi ban 1é
ctt duy tri tang 5% khach hang thi sé lam tang 1gi
nhuén tu 25 - 95%.

Hapro Mart 14 mdt trong s6 hé théng siéu
thi ban 1& ciing phai canh tranh gay git véi cac
doanh nghiép ban 1é trong nuéc va nudc ngoai,
nhat 1a thi truong Ha Ngi. Két qua cta sy canh
tranh nay 1a doanh thu ban 1é cia Hapro bi
giam di. S8 ctia hang ctia hé théng tai Ha Noi bi
giam tit 18 siéu thi trong ndm 2009 xuéng con
13 siéu thi trong nam 2015 va c6 xu hudng di
chuyén ra cac tinh khac (6 siéu thi) (Phan Thé
Rué, 2015). Vi vay, nghién cétu nhidm muc tiéu
phan tich cac yéu t6 anh hudng dén su hai long,
niém tin va long trung thanh ctia khach hang
d6i véi dich vu ban 18 ctia Hapro Mart, ti d6 dé
xust mot s6 gidi phdp nhidm nang cao long
trung thanh ctia khach hang d6i véi sidu thi
Hapro Mart trong thoi gian téi.

HZ/
e

CHAT LUONG DICH VU
Chat lugng hang héa
Nhan vién phuc vu
Trung bay siéu thi
Miit bing siéu thi

An toan siéu thi

CHUONG TRINH
KHUYEN MAI VA
DICH VU HO TRQ

2. PHUONG PHAP NGHIEN CUU

2.1. Khung phan tich va gia thuyét nghién ctiu

Chat lugng dich vu ban 1é 1a mot khai niém
da hudéng, gébm nhiéu thanh phdn, phan anh
thudc tinh ctia chat lugng dich vu dd duge
nghién ctiu kha nhiéu trén thé gii. Phai ké t6i
cac nghién ctGu cta Amin et al. (2012),
Chaudhuri and Holbrook (2001), Doney and
Cannon (1997), Singh and Sirdeshmukh (2000),
Lewia (2003) di xac dinh cac yéu t6 chat lugng
dich vu anh hudng dén niém tin ngudi tiéu
dung. Anderson et al. (1994), Cronin and Taylor
(1992), Parasuraman et al. (1988) nghién ctu
chat lugng dich vg anh hudng t6i sy hai long
khach hang. Téng hop hon c6 Dabholka et al.
(1996) phan tich anh hudng cta cac yéu té chat
lugng dich vy, niém tin va sy hai long dén long
trung thanh khach hang tai thi truong ban 1é &
My va Chau Au. Céc nghién ctiu ¢ nude ngoai
chi tap trung vao tiing hé thong siéu thi hoic
mét nhan hang héa cu thé. O Viet Nam,da cé
nghién cu vé méi quan hé gitia chat lugng dich
vy, sy hai long, niém tin va 1ong trung thanh
khach hang nhu Nguydn Thi Mai Trang va
Nguyén Dinh Tho (2003), tuy nhién cic nghién

So dé 1. Khung phan tich cac yéu t6 anh huéng dén long trung thanh khach hang

Ghi chi: Cdc gia thuyét nghién ciu:

H1: Khi khich hang cam nhan chat lugng dich vu siéu thi cang cao thi niém tin cia ho cang cao,

H2: Khi khach hang cang tin tudng vao siéu thj thi ho cang trung thanh vdi siéu thi,

H3: Khi khiach hang cam nhan chat lugng dich vu siéu thi cang cao thi ho sé cang hai long véi su phuc vu cia siéu thj,

H4: Khi khach hang cang hai Iong vé dich vu siéu thj thi ho sé cang trung thanh hon vdi siéu thi. H5: Khi khach hang danh
gid cao vé chuong trinh khuyén mai va dich vu hé trg thi ho sé cang trung thanh véi siéu thj hon.
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ctiu nay lai khai quat chung cho cac siéu thi &
ving nghién ciiu, nén khé c6 thé dua ra giai
phap cho mot hé théng siéu thi riéng 18. Do d6
nghién cu nay tap trung chuyén sau phat trién
thang do chat lugng dich vu, niém tin, su hai
long va long trung thanh khach hang ctia mét s6’
siéu thi dai dién ¢ Ha Noi ctia hé théng siéu thi
Hapro (So dd 1).

2.2. Thu thap va phan tich sé lidu

2.2.1. Thu thép sé liéu

S6 lidu tht cip gdm bao cdo vé ngudn luc,
mit hang va két qua san xuat kinh doanh cta
siéu thi Hapro Mart tit 2013 - 2015. S6 ligu so
cdp dugc tién hanh qua cac budc:

X4y dung phiéu diéu tra: duge phat trién tit
khung phén tich véithang do Likerk 5 cap do dé
danh gia cac nhan t6 anh hudng dén long trung
thanh ctia khach hang d6i véi dich vu ban 1€ cta
hé théng siéu thi Hapro Mart thanh phs Ha
Noi. (1) Rét khéng déng ¥, (2) Khong déng §, (3)
Khong ¥ kién, (4) Dong ¥, (5) Hoan toan dong y.
Gi4 tri khoang cach = (Maximum - Minimum)/n
=(G-1/5=08

Sau khi phdng van thi 8 khach hang, bang
cau hoi dugc hiéu chinh va dua vao st dung.

Chon mau phdng van: chon 5 siéu thi (3 ndi
thanh va 2 ngoai thanh) trong téng s6 21 siéu
thi ctia hé thong Hapro Mart ¢ Ha Noi, bao gom
Hapro Mart ¢ phd Ngé Xuan Quang, Sai Dong,
Luong Pinh Cta, Thanh Cong va Giang Vé.
Ngudi duge phdng van dya trén phuong phép
thuan tién phi xac suat, nghia 1a khach hang
nao ddéng y phong vén déu c6 thé 1a miu diéu
tra tai siéu thi lya chon.

56" mau: Cac nghién ctiu trudc day cho thay
¢6 nhiu cach dé lya chon tong s6 mau diéu tra,
nhu truong hgp st dung phuong phap phan tich
cdu tric tuyén tinh cta Hair et al. (1998), néu
phuong phap ude luge 14 Maximum Likelihood
thi kich thuéc mau t&i thiéu tit 100 - 150. Theo
Hoelter kich thudc miu t6i thiéu 1a 200 ngudi
duge phéng van. Trong khi d6 Bollen cho ring
kich thuée miu 1a 5 quan sat cho 1 tham s3 can
uwée lugng. Vi vay nghién ctu st dung phuong
phéap phan tich cau tric tuyén tich (SEM), c6 36

bién thi cd mAu t8i thidu 1a 180 quan sit. Thuc
t& c6 200 khach hang dugc phong van, sau khi
thu thap va kiém tra, 3 mau bi loai do khong
pht hop, cudi cing 197 bang héi duge dung xi
1y va phén tich.

2.2.2. Xit Iy va phéan tich sé'liéu

Phuong phap théng ké mé ta: Mo ta dic
diém khéach hang, hanh vi clia ngudi tiéu ding
va mic d trung thanh cia khach hang déi véi
siéu thi Hapro Mart.

Phuong phap hé s6'tin cay Cronbach Alpha:
d€ kiém dinh d9 tin cay clia thang do. Phan tich
d6 tin cay théng qua nhan xét hé s6 Cronbach’s
Alpha dé loai cac bién khong pha hgp.

Phuong phap phan tich yéu t6" kham pha
(EFA): nhim xac dinh cac bién quan sat ciing
nhu ki€m dinh thang do dua trén hé s8 trich
(Extraction) clia cac bién, néu bién nio c6 hé so
nay nhé hon 0,5 sé bi loai bo; chi tiéu 1a hé s6
KMO (0,5 < KMO < 1) va kiém dinh Bartlett xem
xét d6 tuong quan gitia cac bién quan sat (Hoang
Trong va Chu Nguyén Mong Ngoc, 2005).

Phuong phép phén tich nhan t6 khing dinh
(CFA): Danh gia sy phu hgp cia mé hinh véi
thong tin thi trudng, nghién ctu st dung phép
kiém dinh Chi - binh phuong (CMIN: biéu thi mic
do phut hgp t6ng quat ctia toan bg mé hinh & mtc
nghia 5%), Chi s6 tich hgp so sanh (CFI), chi s§
Tucker and Lewis (TLI), chi s6 RMSEA. M6 hinh
cau tric tuyén tinh (SEM): Nhiéu phuong trinh
héi quy tach biét nhau duge ude lugng dong thai
bdi mé hinh cau tric (SEM). Ciing nhu phan tich
CFA, su phut hgp ctia toan bd mé hinh ciing duge
danh gia théng qua tiéu chi vé& mic d¢ phu hgp
thong qua kiém dinh Chi - binh phuong (CMIN):
biéu thi mitc do phi hgp tdng quat ciia toan by md
hinh tai mtc y nghia 5% (Joserkog and Sorbom,
1989). Trong cac nghién cdu thudc linh vyc khoa
hoc xa hoi, tat cd cac moi quan hé nhan qua dé
nghi ¢6 d6 tin cay 6 mic 95% (p = 0,05) (Cohen,
1988). Chi tiéu Chi - binh phuong theo béac tu do
(CMIN/df): trong thuc t&, néu c¢d miu < 200, thi
chi tiéu nay phai < 3. Con néu ¢d mau > = 200 thi
chi tiéu nay phai < 5. Nhu vady md hinh duge xem
14 phit hgp t6t (Kettinger and Lee, 1995; Arbuckle
and Wothke, 1999).
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3. KET QUA NGHIEN COU

3.1. Théng tin chung vé hé théng siéu thi
Hapro Ha No¢i va dac diém khach hang

Céac siéu thi Hapro Mart Ha Noi duge truc
tiép quan 1y bdi cong ty siéu thi Ha Noi. Cong ty
nay duge thanh 14p vao thang 11 ndm 20086, la
cong ty con cua Téng cong ty Thuong mai Ha
ndi. Quy mé trung binh cia mot siéu thi thuoc
chudi siéu thi Hapro Mart 1a 15 ti déng, 35 nhan
vién, ¢6 khoang 20.000 mit hang bao gém céc
nhém mit hang gia dung, thuc phim, dd udng,
my phdm, thdi trang dude san xuét trong nudc
va nhap khau. Doanh thu trung binh hang nam
ctia mdt siéu thi dao dong tit 40 - 50 ty dong, lgi
nhuin sau thué hang ndm binh quan khoang 10
- 12% (Cong ty siéu thi Hapro Mart, 2015).

Két qua diéu tra cho thdy, da s6 khach
hang dén véi siéu thi Hapro & do tudi trung nién
(ti 30 - 49 1a 57%), c6 hoc tuong déi cao va cb
thu nhap gia dinh kha (thu nhéap tu 5 - 10 triéu
chiém 89%). Ti 1é giéi tinh nii so véi nam 1a 63 :

37. S6 lugng khach dén siéu thi mua sdm ngay
cang tang 1én (Bang 1).

3.2. D6 tin cady thang do véi hé sé
Cronbach’s Alpha

D6i véi thang do clia cac thanh phan thude
chat lugng dich vy, két qua kiém dinh ¢ tin cay
thang do v6i hé s§ Cronbach’s Alpha thé hién
trong bang 2, cac thanh phan ctia chat lugng
dich vu déu c6 hé s6 Cronbach’s Alpha dudgc
ch4p nhan (16n hon mic yéu cau (0,6). Xét hé s6’
tuong quan bién - téng cla cac bién quan sat
déu dat yéu cau > 0,3 (Hair et al., 2006), do d6
khong c6 bién nao bi loai va thang do phu hgp
st dung cho phan tich EFA tiép theo.

DG véi cac thang do lién quan: bon bién 4n
chuong trinh khuyén mii va dich vu hé trg,
niém tin, sy hai long va 1ong trung thanh ciing
dat dd tin cay v6i hé s6 Cronbach’s Alpha lan
lugt 1a 0,805; 0,818; 0,813 va 0,769, ddng thdi
hé s6 tuong quan bién - tdng déu dat yéu cdu
(> 0,3) cho phan tich tiép theo.

Bang 1. Pac diém khach hang dén mua sim tai Hapro

Chi tiéu S6 lwgng (nguoi) Co clu (%) Chi tiéu S6 lugng (nguoi) Co clu (%)
Gioi tinh 197 100 Hoc vén 197 100
Nam 73 37,05 Phd thong 28 14,21
N 124 62,95 Trung cap 43 21,82
D0 tudi 197 100 Cao déng - Dai hoc 102 51,77
Du6i 19 6 3,04 Sau dai hoc 24 12,18
Tw19-29 51 25,88 Thu nhap gia dinh 197 100
T 30 - 39 73 37,05 Du6i 5 trigu dong 22 11,16
Tir 40 - 49 39 19,79 Tir 5 - 10 trigu déng 69 35,02
Trén 50 28 14,21 Tir 10 - 15 trigu dong 65 32,99

Trén 15 triéu ddng 45 22,84

Nguén: S6'ligu diéu tra, 2015

Bang 2. Cronbach’s Alpha cac thanh phan thang do chat lugng dich vu

Thanh phan Cronbach’s Alpha Dat/loai
Hang héa 0,771 Dat
Nhan vién 0,768
Trwng bay 0,739
Mt bang 0,661

An toan 0,773

Nguédn: Két qua xi Iy tu s6'ligu diéu tra, 2015
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3.3. Phan tich nhan t6 kham pha (EFA)
3.3.1. EFA cho thang do chat Iugng dich vu

Sau khi kiém dinh hé s6 tin cay Cronbach’s
Alpha, tat ca cac bién quan sat caa cac thanh
phan chat lugng dich vu déu dat yéu cdu cho
phéan tich EFA. Két qua EFA (Bang 3) c6 hé so
KMO = 0,714, gia tri kiém dinh Bartlett c6 y
nghia (sig < 0,05), 5 nhém nhan t6 dugc trich
véi téng phuong sai trich 61,624% va céc bién
quan sat déu c6 hé s6 tai nhan t6 (Factor
loading) 16n hon 0,5 nén khong cé bién nao bi
logi. Cac bién ndm trong thanh phan ban dau
khong bi gom nhém nhén t8 véi cac bién quan
sat ndm 6 cac thanh phan khéac. Do d6, khong
can dat lai tén cho cac nhan t6 cia md hinh
nghién cliu ma sé giti nguyén cho budc phan
tich tiép theo.

38.3.2. EFA cho cac nhan té'lién quan

Sau khi phan t6 EFA cho 4 bién chuong
trinh khuy&n mai va dich vu hé trg, niém tin va

su hai 1ong, két qua kiém dinh Bartlett ¢6 gia tri
sig = 0,000 (gi4 tri sig nh6 hon mtc ¥ nghia 0,05)
cho théy céc bién quan sat trong bién 4n c6 méi
tuong quan v6i nhau. Hé s6 KMO = 0,833 16n hon
0,5 ¢6 y nghia 1a phan tich nhan 8 thich hgp.

V6i tiéu chuén nhan t6 ¢6 gia tri Eigenvalue
16n hon 1 (Eigenvalue = 1,444) dugc gi@t lai. Gia
tri tdng phuong sai trich = 62,427% > 50% dat
yéu cau.

3.4. K&t qua kiém dinh thang do bing CFA

Cac bién niém tin, sy hai 1ong, chuong trinh
khuyén méi va dich vu hé trg duge danh gia gia
tri phén biét théng qua mé hinh t6i han
(saturate model). K&t qua mé hinh t6i han cho
thdy c6 62 bac tu do, Chi binh phuong la
123,892 véi x4c sudt p = 0,000 cho thdy m6 hinh
nay thich hgp véi dit lidu thi trudng. Chi s6 Chi
- square/df = 1,998 < 3 dat yéu ciu do tudng
thich, GFI = 912, TLI = 916, CFI = 933 va
RMSEA = 0,071 <0,8.

Bang 3. K&t qua EFA ctia thang do chat lwgng dich vu

Bién quan sat

Yéu té

F1 F2 F3 F4 F5

TB02: Bang chi dan hang héa rd rang

TBO3: Thiét ké siéu thi hién dai, d& tim

TBO4: Thiét ké vi tri thanh toan, thuan tién
TBO01: Hang héa trong Hapro trung bay dé tim
TBO5: Léi di gita hai ké hang thoai mai

ATO02: L&i thoat hiém r6 rang

ATO03: Bo phan trong gitr xe an toan

ATO1: Hé thdng phong chay chia chay tét
ATO4: Ta khéa db chic chan va an toan
HHO3:
HHO1:
HHO2:
HHO04:

Hang héa trong Hapro c6 nguén géc xuét xt rd rang

Siéu thi Hapro c6 nhiéu mét hang @& lva chon

Hang hoa trong Hapro dam b&o diing han st dung va VSATTP
S lwgng hang luén dap (ng dwoc nhu cau

NVO1:
NVO02:
NVO03:

Nhan vién clia Hapro luén sén sang phuc vu

Nhan vién Hapro giai dap tan tinh thic méc ctia khach
Nhan vién Hapro lich sy va tén trong khach

MBO1:
MBO02:

Vj tri siéu thj g&n nha
Khéng gian mua s&m rong rai, thodi mai

0,726
0,710
0,705
0,658
0,637

0,833
0,772
0,750
0,688

0,820
0,771
0,736
0,728

0,821

0,813

0,801
0,793
0,741

Nguén: S6'ligu diéu tra, 2015
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Bang 4. Két qua EFA cta cac nhan t6 ¢6 lién quan

. ) Yéuto
Bién quan sat
F1 F2 F3

NTO4: Anh/chi tin twdng khi mua hang tai Hapro 0,762
NTO3: Hapro lam cho anh chj cam thay an tam vé& chét lwong hang héa 0,758
NT02: Hang héa mua tai Hapro luén duoc ddi, tra d& dang 0,741
NTO1: Khi ban c6 bét cir mdt van @& nao vé& san phdm thi Hapro ludn quan tam giai quyét 0,687
NTO5: Hapro thic hién ding cam két déi véi khach hang 0,664
HLO3: Anh/chi hai 1dng v6i khong gian mua sdm va cach trung bay & Hapro 0,785
HLO2: Anh/chi hai long v&i cung cach va thai do phuc vu ctia nhan vién Hapro 0,778
HLO4: Anh/chj thay yén tam véi cong tac bao vé & Hapro 0,772
HLO1: Anh/chj hai Iong v6i chét lwgng va chiing loai san phdm hang héa & Hapro 0,740
PS02: Cac chwong trinh khuyén mai ctia Hapro hap dan 0,803
PS03: Hapro c6 nhidu dich vu kém theo (van chuyén, goi qua...) 0,788
PS01: Hapro c6 nhiéu chwong trinh khuyén mai 0,774
PS04: Cac dich vu kém theo clia Hapro luén duoc ddi, tra dé dang 0,736

Nguén: S¢'ligu diéu tra, 2015

Céac trong s6 chudn héa cta cac bién trong
mo hinh déu cao (> 0,5), nhd nhat 1 bién quan
sat NTO1 (0,601) va déu cé ¥ nghia théng ké (p -
value = 0,000). Do d6 c6 thé két luan cac bién
quan sat dang dé do ludng niém tin, su hai long,
chuong trinh khuyén mai va dich vu hé trg déu
dat duge gia tri hoi tu. M6 hinh khong c6 su
tudng quan giiia cic sai s6 do ludng nén cac bién
quan sat déu dat dugc tinh don hudng.

Két qua ciing cho thady moi quan hé gitia ba
bién: niém tin, sy hai long, chuong trinh khuyén
mai va dich vu hé trg déu khac 1, ¢6 ¥ nghia
théng ké va dat gia tri phan biét.

Hé s6 tin cay tong hop va tong phuong sai
trich duge cia 3 nhan t6 nay duge trinh bay 6
bang 6. Ba khai niém déu dat yéu cau vé gia tri
va do tin cdy tri khai niém niém tin c6 phuong
sai trich hoi thap.

3.5. Phan tich cac nhan t6 anh huéng dén
16ng trung thanh ctia khach hang déi véi
dich vu ban 1é ctia siéu thi Hapro Mart

Két qua xt ly so lidu duge trinh bay &
bang 7 va hinh 3 ¢6 5 nhém nhén t& duge xac
dinh, bao gém: (1) Chat lugng dich vu, (2) Su
hai long, (3) Niém tin, (4) Chuong trinh
khuyén mai va dich vu hé trg, (5) Long trung
thanh. M6 hinh c6 571 bac tu do va cac chi s&
thich hgp di liéu thu thap tu thi truong phu
hgpkhi phép kiém dinh Chi - square c6 gia tri
p > 0,05, gia tri TLI va CFI tit 0,8 trd 1én, Chi
- square/df < 3, RMSEA < 0,08. (Chi -
square/df = 1,403, CFI = 0,901, TLI = 0,891,
GFI = 0,818 vA RMSEA = 0,045). C4ac nhan t&
anh hudng tich cuc d&n niém tin va sy hai
long khach hang véi d6 tin cay 1a 99% va 95%.

Bang 5. K&t qua kiém dinh CFA

Méi quan hé R SE CR P - value
Hai long «> Niém tin 0,587 0,034 5,051 0,000%*
Hai long <& KM - DVHT 0,332 0,026 3,378 0,000***
Niém tin <> CTKM - DVHT 0,431 0,030 4,136 0,000***

Ghi chi: *** C6 y nghia thong ké ¢ muc 1%
Nguén: S6'liéu diéu tra, 2015
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Chi-square= 123.892 ; Df= 62 ; P=.000 ;
Chi-square/df= 1.998 ;

GFI= .912 ; TLI= .9186 ; CFI= .933 ;
RMSEA= 071

Hinh 2. Két qua CFA

Bang 6. Kiém dinh dé tin cay tong hgp cho khai niém niém tin va sy hai long

Niém tin S hai long CTKM - DVKH
D6 tin cay téng hop 0,818 0,814 0,808
T6ng phwong sai trich 0,471 0,524 0,513

Nguén: S6'ligu diéu tra, 2015

Bang 7. K&t qua udc lugng méi quan hé gita cAc nhém nhén t6 va nhan té

Mbi quan hé Uéc lugng S.E. CR. P - value Chuén hoéa

Niém tin « Hang hoa 0,027 0,056 0,471 0,638

Niém tin «— Nhan vién 0,180 0,074 2,426 0,015** 0,185
Niém tin « Trwng bay 0,089 0,091 0,986 0,324

Ni&m tin « Mat bing 0,197 0,078 2,542 0,011** 0,454
Niém tin « An toan 0,087 0,094 0,933 0,351

Hai long < Nhan vién 0,287 0,070 4,110 0,000*** 0,350
Hai long < Hang Hoéa -0,023 0,049 -0,479 0,632

Hai long «— Trwng bay 0,276 0,086 3,216 0,001*** 0,287
Hai long « Mat béng 0,138 0,063 2,203 0,028** 0,299
Hai long < An toan 0,324 0,094 3,446 0,000*** 0,272
Trung thanh <~ CTKM-DVHT 0,177 0,062 2.836 0,005*** 0,223
Trung thanh « Ni&m tin 0,546 0,119 4.574 0,000*** 0,492
Trung thanh « Hai long 0,345 0,099 3.505 0,000*** 0,320

Ghi chu: *** C6 y nghia thong ké ¢ muc 1%; ** Cé6 y nghia thong ké ¢ miic 5%;
Nguén: S6'liéu diéu tra, 2015
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Phan tich cac nhan t6 &nh hwéng dén 1dng trung thanh clia khach hang di véi dich vu ban 1é cta hé thdng siéu th

Hapro Mart Ha Néi

3.6. Danh gia chung va thao luan

K&t qua nghién ciiu ¢ bang 7 va hinh 3 cho
th&y: Nhém nhan t6 chit lugng anh hudng dén
su hai 1ong khach hang bao gdém cac nhén t6:
nhén vién, trung bay va an toan (hé s6 hdi quy
chudn héa tuong tng 0,35; 0,29; 0,27 véi do tin
cay 99%), mat bing (hé s6 hdi quy chuén héa la
0,28 dd tin cay 95%). Nhan t6 “hang héa” anh
hudng dén sy hai long ctia khach hang khéng c6
¥ nghia thong ké. Két qua nay ciing phut hgp véi
nhiing nghién ctiu trudc day trén thé gidi va &
Viét Nam (Parasuraman et al., 1988; Cronin
and Taylor, 1992; Anderson et al., 1994; Pham
and Kullada, 2009; Chen, 2008; Nguyén Thi
Mai Trang, 2012).

Chat lugng dich vu bao gém cac nhan t&
“nhan vién”, “trung bay”, “mit bing” va “an toan
déu tao dugc sy hai long ddi v6i khach hang, trong
d6 nhan t6 “nhan vién” dnh huéng dén sy hai long
cao nhat (hé s6 héi quy chudn héa tuong tng 1a
0,18 va 0,45 véi do tin cay 12 95%).

Long trung thanh bi tidc dong manh nhat

»

bdi nhém nhan t6 niém tin (hé s6 hdi quy chuin
hoéa dat t6i 0,492, d6 tin cay 99%), tiép dén 1a su

hai long va cudi cing 1a chuong trinh khuyén
mai - dich vu hd trg (hé hdi quy chudn héa lan
lugt 12 0,320; 0,223 véi d6 tin cay 99%).

Két qua CFA ciing chi ra c6 su anh hudng
1an nhau gitia sy hai long, niém tin va chuong
trinh khuyén mai va ca 83 nhém nhan t6 nay déu
anh hudng dén long trung thanh khach hang
mua sim tai cac siéu thi Hapro.

Két qua ctia nghién ctu ciing chi ra ring,
nhan t6 hang héa bao gdm ngudn goc xuit xi, su
da dang, han st dung va vé sinh, s6 lugng hang
héa trong y&u t6 chit lugng dich vu anh hudng
dén sy hai 1ong va niém tin khach hang nhung
khong c¢6 ¥ nghia thong ké. K&t qua nay trung véi
két qua cta Nguyén Thi Thu Ha (2015). Bén
canh d6, khi trao d6i véi can bé quan ly siéu thi
Hapro vé két qua nay, can by quan 1y siéu thi
giadi thich raing hang héa ¢ hau hét cac siéu thi
déu ¢6 ngudn géc xult xt ré rang, déu c6 han st
dung va dam bao vé sinh, déu c6 thé dap tng vé
s6 lugng va c6 su da dang vé ching loai kha dong
déu giita cac siéu thi. Do d6, két qua nay 1 ¢6 thé
chap nhéan duge. Tuy nhién, cdn cé nhiing nghién
ctiu siu hon @€ khing dinh thém.
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Hinh 3. K&t qua SEM m6 hinh hié¢u chinh

1302



4. KET LUAN VA GIAI PHAP

K&t qua nghién ctiu cho thay long trung
thanh cta khach hang chiu anh hudng truc tiép
cta ba nhém nhan t6 12 “niém tin”, “sy hai long”

4 “chuong trinh khuyén mai va dich vu hd trg”.
Cac nhan t6 nhu “nhan vién”, “mit bing”,
“Trung bay’va “an toan” déu c6 anh hudng tich
cyc dén niém tin va sy hai long khach hang véi
d6 tin cay tu 95 - 99%, trong d6 nhan t6 “Nhan
vién” 14 yéu t8 anh hudéng manh mé nhit dén sy
hai 1ong va niém tin khach hang.

Dé duy tri, cling ¢d va nang cao long trung
thanh cta khach hang, siéu thi Hapro cin cé
giai phap quan trong 1a ning cao chat lugng
dich vu dya vao tap trung cai thién cac yéu t6 vé
“nhan vién” “mat bang” “trung bay” va “an toan”
dé théa mén khach hang moét cach hiéu qua.
Déng thoi, siéu thi thuc hién t6t cac chuong
trinh khuyén méi va dich vu hd tr¢ nhim thu
hit khach hang nhiéu hon, ti dé duy tri long
trung thanh ctia khach hang d6i véi siéu thi,
nang cao hinh anh doanh nghiép va thu hut
thém khach hang méi.

TAI LIEU THAM KHAO

Amin, S. H., and Zhang, G. (2012). A proposed
mathematical model for closed - loop network
configuration based pn product life cycle. The
International Journal of Advanced Manufacturing
Technology, 58(5 - 8): 791 - 801.

Anderson, E. W., Fornell, C., and Lehmann, D. R.
(1994). Customer satisfaction, market share, and
ptofitability: findings from Sweden. The Journal of
Marketing, 3(58): 53 - 66.

Chaudhuri, A., and Holbrook, M. B. (2001). The chain
of effects brand trust and brand affect to brand
performance: the role of brand loyalty. The Journal
of Marketing, 2(61): 81 - 93.

Chen, C. (2008). Investigating structural relationship
between service quality, perceived value,
satisfaction, and behavioral intentions for air
passengers: Evidence from Taiwan. Transportation
Research, 42(A): 709-717.

Cronin Jr, J. J., and Taylor, S. A. (1992). Measuring
service quality: a reexamination and extension. The
Journal of Marketing, 3(56): 55 - 68.

Dalholkar, P. A, D. I. Thorpe, and J. O. Rentz (1996). A
Measure of Service Quality for Retail Stores: Scale

Development and Validation, Journal of Academy of
Marketing Science, Winter, 24(1): 3-16.

Doney, P. and Cannon, J. (1997). An examination of
the nature of trust in buyer - seller relatioship.
Journal of Marketing, 6(1): 35-51.

Hair, J., Anderson, R., Tatham, R. and Black, W.
(1995). Multivariate Data Analysis, 4® cdn.,
Prentice Hall, Upper Saddle River, NJ.

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E.
and Tatham, R. L. (2006). Multivariate data
analysis (6" edn.). Pearson Prentice Hall.

Jacob Cohen (1988). Statictical Power Analysis for
behavioral sciences, Nha xuét ban LEA.

Joreskog, K. G. Sorbom. (1989). LISREL 7: A guide to
the program and applications. Publisher SPSS.
Nguyén Thi Thu Ha (2015). Chét lugng dich vy ban 1¢
clia cdc sicu thi va ctra hang tién ich tai Ha Noi,
Luan tién si, Truong Pai hoc kinh té, Pai hoc
Quoc gia Ha Noi.

Nguyén Ngoc Doanh (2015). Hapro mét hut trén thi
truong ban 1é: Tho sdn c6 thanh con mdi? Béo
Nhip cu dau tu.

M Binh Phu (2013). Phén tich céc nhéan tb anh huong
dén 1ong trung thanh cta khach hang déi vdi dich
vu ban 1é siéu thi tai thanh phé Cian Tho, Truong
Pai hoc Can Tho.

Hoang Trong va Chu Nguyén Mdng Ngoc (2008). Phan
tich dir liéu nghién ctiru véi SPSS, Nha xut ban
Hong Dic, Ha Noi.

Nguyén Pinh Tho va Nguyén Thi Mai Trang (2011).
Nghién ctru khoa hoc Marketing - Ung dung mo
hinh céu trac tuyén tinh SEM, Nha xuat ban Lao
Dong.

Parasuraman, A., Zeithaml, V. and Berry, L. (1988).
SERVQUAL: A Multiple Item Scale for
Measuring Consumer Perceptions of Service
Quality. Journal of Retailing, 64(1): 12 - 40.

Phan Thé Rug (2015). Khdc liét thi truong ban 1¢, Béo
nhéin déan.

Chen, C. (2008). Investigating structural relationship
between service quality, perceived value,
satisfaction, and bchavioral intentions for air
passengers: Evidence from Taiwan. Transportation
Research, 42(A): 709-717.

Pham Le Hong Nhung and Kullada Phetveroon (2009).
Examing Service Qualiy, Tourist. Satisfaction, and
Tourist Post-purchase Behavior: A Case Study of
the Andaman Cluster. Thailand. Korea: Asia
Pacific Forum in Tourism, pp. 825-837.

Nguyén Thi Mai Trang (2006). Chét lugng dich vu, su
théa man va long trung thanh cta khiach hang siéu
thi tai TP. HCM, Tap chi phat trién KH & CN,
9(10): 57-70.

1303



