Do luong gia tri cam nhan
ctia khach hang doi véi chuoi siéu thi
VinMart trén dia ban TP. Pa Nang
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Tém tit

Bai viét nham do luong gid tri cdm nhdn ciia khdch hang déi véi chudi siéu thi VinMart trén
dia ban TP. Pa Ndng. Dy liéu nghién citu duoc thu thdp tie 210 khdch hang dén mua sdm tai
chudi siéu thi VinMart trén dia ban Thanh phd. Qua két qud kiém dinh cdc thang do vé gid
tri cdm nhdn da riit trich dugc 5 nhan t6 quan trong tdc déng dén gid tri cdm nhdn ciia khdch
hang véi mitc dé dnh hudng lan luot la: Cdm nhdn nhan sw; Danh tiéng; Gid cd; Phdn iing
cdm xiic; Chdt lugng cdm nhan. Dua trén két qud nghién citu, mot s6 ham ¥ chinh sdch duogc
dé xudt cho nha qudn tri nhdm ndng cao gid tri cdm nhdn khdch hang déi voi chudi siéu thi
VinMart trén dia ban TP. Pa Ning.

Tu khéa: gid tri cdm nhdn, khdch hang, siéu thi, TP. Pa Ning

Summary

The article aims to measure customer perceived value to VinMart supermarket chain in
Da Nang city. Data were collected from a survey of 210 customers shopping at VinMart
supermarkets in the city. Result of testing the scales of perceived value points out 5 important
factors affecting customer perceived value, sorted in descending order of influence, which are
Perception personnel; Reputation; Price; Emotional response; Perceived quality. From this
finding, policy implications are proposed for managers to improve customer perceived value

to VinMart supermarket chain in Da Nang city.

Keywords: perceived value, customer, supermarkets, Da Nang city

GIOI THIEU

Ngiy nay, cling vdi sy phat trién va hoi
nhap vdi nén kinh t&€ thé€ gi6i, thi trudng
ban 1€ va béan si § Viét Nam da c6 nhitng
budc thay ddi dang ké ludn dugc x&p vao
top nhitng thi trudng tiém ning nhat thé
gidi. Céc thuong hiéu ban 1& qudc t& xuit
hién ngay cang nhiéu, nhu: Aeon, Big C,
Lotte..., ddng thdi, cic k& hoach mé rong
dia ban hoat déng ctia doanh nghiép noi
dia lién tuc dugc cdng bd. Su xuat hién
cla cdc siéu thi trén dia ban TP. Pa Ning
ngay cang trd nén phd bién khién cho thi
trudng da dang hon. Bén canh do, théi
quen mua sim va xu huéng tiéu diung
luon thay ddi theo thdi gian.

Ngudi tiéu diing ngay cang ¢ nhiéu sy
lua chon noi @€ mua sdm hon, do vay céc
kénh siéu thi ban 1€ 1a kénh thudng dudc
ngudi tiéu ding luta chon nhiéu & Pa Ning
trong nhitng nim gan day. Vi thé, viéc do

*ThS., Trudng Pai hoc Duy Téan

ludng gid tri cdm nhan cla khach hang doi véi chudi
siéu thi 1a diéu hét sitc quan trong. Qua dé, c6 thé dua ra
mot s gidi phap gidp cho nhitng nha quén tri tac dong
1én gid tri cdm nhan khach hang mang lai hiéu qué cao
cho siéu thi, ddp tng moi nhu cAu ctia ngudi tiéu ding.

CO_sG LY THUYET VA PHUONG PHAP
NGHIEN cUU

Co s6 1y thuyét

Theo Butz va Goldstein (1996), gid tri cdm nhin 1a
mdi quan hé cdm xidc dugc thi€t 1ap giita khdch hang
va nha cung cap sau khi khdch hang da st dung mot
san pham hoic dich vu clia nha cung cip va thdy riing
san phéfm hodc dich vu do6 tao ra gid tri gia tdng.

Nghién ctu cda Nguyén Thi Hong Thim (2009)
cho thdy, cdc nhan t& 4nh hudng dén gid tri cdm nhan
nhu: Phan ing cdm xidc; Chat lugng cdm nhin; Danh
ti€ng; Gid cd; Gid cd hanh vi. Con, Ping Thi Thanh
Minh (2015) dwa ra mé hinh gid tri cdAm nhan khéch
hang vé céc siéu thi tai TP. Pa Ning vdi cdc nhan t&
anh hudng gdm: Tap hang héa; Khong gian siéu thi;
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HINH: MO HINH NGHIEN c{u PE XUAT

Phan #ng cam xuc

Chat lwgng cim nhan

A

Cam nhan nhan sw

BANG 1: KET QUA PHAN TiCH PO TIN CAY CROBACH’S ALPHA

Duya trén cdc 1y thuyét lién quan, tic
gi4 dé xuit mo hinh nghién ctu do ludng
gid tri cdm nhan ctia khdch hang d6i véi
chudi siéu thi VinMart trén dia ban TP.
Pa Ning nhu Hinh.

Mot s6 gid thuyét nghién cttu dudc
dua ra nhu sau:

HI: Phan @ing cam xdc tic dong cling
chiéu 1én Gi4 tri cdAm nhan ctia khach hang.

Danh tiéng Gia tri cam nhin H2: Chat lugng cdm nhin tic dong
cung chiéu 1én Gid tri cdm nhin cda
khéich hang.

Cié ci H3: Danh ti€ng tic dong cung chieu

1én Gid tri cdm nhén cda khach hang.
H4: Gi4 c4 tidc dong cung chiéu lén
Gid tri cdm nhan cda khdch hang.
H5: Cam nhan nhan sy tic dong cling
chiéu 1&n Gi4 tri cAm nhan ctia khdch hang.
Phuong phap nghién ciu
Bang ciu hdi khdo sit dugc gli dén
cac khach hang da va dang trai nghiém

Bién | Trungbinh | Phuongsai | Tuong |Alphanéu| dich vu tai chudi siéu thi VinMart trén dia
quan thang do thang do quan | loaibién | ban TP. Pa Ndng. Trong nghién ctiu nay,
sat n:“:'u loai bi€n | néu loai bi€n | bi€n tong | nay tac gid c6 tit ca 25 bién quan sét cin tién
Phan vng cam xiic (PUCX): Cronbach’s Alpha tong = 0.880 hanh phﬁn tich nhan t6, vi vy s mau téi
PUCX] 224 9725, 088 0T thi€u can thiét Ia 26*5 = 130. Tdc gia da
PUCX2 9.27 11.988 0.715 0.856 ti€n hanh ning s6 lugng ngudi khdo sit
PUCX3 9.27 12.110 0.689 0.865] . PR SO A ra
PUCX4 9.25 11.603] 0711|0857 12260 maudé md rong quy md khao sdt
Chat lugng cam nhan (CLCN): Cronbach’s Alpha tdng = 0.908 va nam bat tdm ly, ciling r}hu tim hicu
CLCNI 14.43 25.280 0.881 0.870| cdm nhdn khdch hang t6t hon. Mau
CLCN2 14.34 28.780 0.730 0.893|  dudc chon theo phudng phdp thuin tién,
CLCN3 14.45 29.100 0.706 0.897] phi xdc sudt. Nhu vay, s6 phi€u ph4t
CLCN4 14.43 28630  0.732]  0.893| ra la 260 phi€u; sO phi€u thu vé 1a 217
CLCN5 14.38 29.414 0.690 0.899]  phi€u; s& phi€u hgp 1& 1a 210 phiéu.
CLCNG | 14.30 28.517) _ 0.731] 0893 Thgi gian thyc hién khdo sdt tit thdng
Danh tiéng (DT): Cronbach’s Alpha tong = 0.890 3.4/2021. Dit liéu du’c_)'c mi héa va xu
D11 1225 5211 08601 08341 g 11500 qua phin mém SPSS 22.0 (Bai
DT2 12.29 18.396 0.682 0.877 o Pl
DT3 12.36 17.132] __0.724] __0.867| Vi€t sudung cdchviét so thdp phan theo
DT4 12.38 18.859 0.664 0.880| Chuan quoc té).
DT5 12.29 17.095 0.737 0.864 . , . ,
Gid ca (GC): Cronbach’s Alpha tdng = 0.851 KET QUA NGHIEN Ccuu
GC2 9.23 8.658 0.805 0.759
GC3 9.27 11.251 0.829 0.836 Kiém dinh Crobach’s Alpha
GC4 9.25 10.847 0.654 0.826 K&t qui ki€m dinh Cronbach’s Alpha
GCS 9.16 10.538]  0.692 0811} cho thdy, c6 2 bi€n quan sat PUCXS5 va
Cam nhan nhan sy (NS): Cronbach’s Alpha tong = 0.904 GC1 bi loai, vi ¢ tuong quan bién tf;ng
NS 12.28 18.564, 0839 08601 <0.3. Céc nhan t5 va bién con lai dudc dua
NS2 12.36 20.872 0.728 0889 . i o A p
NS3 12.28 20.691 0730] _ossy| vacphan tich nhan 6 khim pha (EFA).
NS4 12.42 19.814 0.763] __ 0.882 Phan tich EFA e
NS5 12.27 20.924 0.720 0.891 Két quﬁ phﬁn tich EFA d61 véi 2\4 bién
Gi tri cdm nhan (GTCN): Cronbach’s Alpha t5ng = 0.851 quan sdt ¢6 gid tri Eigenvalues déu > 1
GTCNI 5.83 4.427 0.797 0.702]  va tong phuong sai trich dugc 1a 71.125%
GTCN2 5.81 5.964 0.695 0.819] >50%. K&t qua cho thiy, cic nhém nhan
GTCN3 5.84 5.722 0.692|  0.819] 6 van gilt nguyén (khong tdch thanh

nhém méi) va 5 nhém nhén t& dudc trich
ra c6 thé gidi thich dén 71.125% su bién

thién cda dif liéu. Piéu nay cho thdy, mo
hinh EFA 12 phit hop.

Gid c4; Thai d6 phuc vu; Su dong cdm; Co s§ vat chat;
Su tin cdy; Hinh dnh siéu thi; Su an toan.
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Déi véi cdc bién doc lap

K&t qua phan tich EFA d6i véi
bié€n doc 1ap (Bang 2) cho thiy, Factor
Loading clia cic bi€n déu > 0.5, nén
dudc xem 12 c6 y nghia thiét thyc. Pong
thdi, khdc biét hé so tdi nhin td Factor
Loading cia mdt bi€n quan sit giita cic
nhin t6 déu ddm bdo gid tri phan biét
gifta cdc nhan t6. Tir k&t qud phan tich
EFA cho thdy, c¢6 5 nhan t6 dugc hinh
thanh (dudc trich) tir 24 bi€n quan sit
ddnh gid sv cdm nhin cua ngudi tiéu
dung vé chudi siéu thi VinMart trén dia
ban TP. Pa Ning. Cu thé l1a:

- Nhém nhan t8 F1 van giit tén nhu
mo hinh nghién citu dé nghi 12 Phan ting
cadm xiic, gbm 4 bién quan sit c6 hé s6
tdi nhan t6 tir 0.816 d&én 0.932.

- Nhém nhén t8 F2 van giit tén nhu
mo6 hinh nghién cttu dé nghi 1a Chit
lugng cdm nhan, gdm 6 bién quan sit c6
hé s6 tdi nhan t6 tir 0.778 dén 0.925.

- Nhém nhan t8 F3 van giit tén nhu
mo6 hinh nghién cttu dé nghi 12 Danh
ti€ng, gdbm 5 bién quan sit c6 hé so tai
nhén t& tir 0.781d€n 0.921.

- Nhém nhén t8 F4 van giit tén nhu
mo hinh nghién cttu dé nghi 1a Gi4 ca,
2dm 4 bién quan sit c6 hé so tdi nhan t&
tir 0.776 dé&n 0.900.

- Nhém nhan t8 F5 van giit tén nhu
md hinh nghién citu @& nghi 13 CAm nhén
nhan sy, gdm 5 bién quan sit c6 hé so tai
nhén t& tir 0.822 dén 0.912.

Déi véi bién phu thujc

K&t qua phan tich EFA d6i véi bién
phu thudc (Bidng 3) cho thdy, Factor
Loading ctia cic bi€n déu > 0.5, nén
dudc xem 12 c6 y nghia thiét thyc. Pong
thdi, cdc thanh phan trong thang do Gia
tri cim nhan tdng thé da hoi tu thanh mot
nhén t6. Nhu vy, tdc gid c6 thé sit dung
nhin t6 Gi4 tri cdim nhéan téng thé dé
nghién cttu va phan tich.

Ki€m dinh sy’ phit hgp ciia mé hinh
biing héi quy boi

Sau khi ti€n hanh phan tich hdi quy
5 nhin t6 ¢6 quan hé tuyén tinh va cling
chiéu véi bién phu thudc véi Sig. = 0.00
déu < 0.05. Hé s§ xdc dinh hiéu chinh
R? hiéu chinh 1a 0.766, nghia 1a sy phu
hgp ctia md hinh 1a 76.6%; 23.4% con lai
do cdc nhan t6 ngoai mo hinh. Nhu vay,
cdc két qud cida dir liéu thu thap dudc
gidi thich cd ban dat yéu cau cho mo
hinh (Bdng 4). Bén canh d6, hién tugng
da cong bién gifta cdc bi€n doc 1ap anh
hudng khong dang k&, vi d6 chip nhan
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BANG 2: KET QUA PHAN TiCH EFA CAC BIEN POC LAP

Nhan t§
1 2 3 4 5
CLCNI 925
CLCN6 812
CLCN4 811
CLCN2 .807
CLCN3 799
CLCN5 778
NSI 912
NS4 .851
NS3 .832
NS2 .822
NS5 .822
DTl 921
DT5 .836
DT3 .824
DT2 788
DT4 781
PUCX1 932
PUCX2 .839
PUCX4 831
PUCX3 816
GC2 .900
GC5 .820
GC4 .801
GC3 776
BANG 3: KET QUA PHAN TiCH EFA BIEN PHU THUOC
Nhén td 1
GTCNI1 918
GTCN2 .860
GTCN3 .857
Eigenvalues 2.317
Phuong sai trich (%) 77.249
BANG 4: KET QUA PHAN TiCH HOI QUY
He 5§ He 50 da Pa cong tuyén

chua chuin héa [chudnhéa| t | Sig. ong tuy

B [Saisd chuin| Beta P6 chip nhan| VIF
(Hing s6)]0.983 0.067 0.871]0,000
CLCN  [0.349 0.074 0.233]3.482/0.000 0.555]1.047
NS 0.644 0.169 0.421]5.809/0.000 0.490(1.677
DT 0.539 0.074 0.371]2.074]0.000 0.689]1.345
PUCX  [0.353 0.069 0.247/5.193/0.000 0.654|1.344
GC 0.297 0.087 0.365/3.672/0.000 0.659]1.557

R2=0.762 R? hiéu chinh = 0.766 | F =79.694 Sig. = 0.000

Nguén: Tinh toan cua tac gia

Tolerance 16n va gid tri 16n v hé s& phéng dai phuong
sai (VIF) déu < 2.

Tir nhitng phan tich trén, phuong trinh thé hién Gi
tri cAm nhan ctia khach hang vé dich vu cda chudi siéu
thi VinMart dua trén két qua khdo sdt clia nghién cttu
nay la:

GTCN = 0.247*PUCX + 0.233*CLCN + 0.371*DT
+ 0.365*GC + 0.421*NS

KET LUAN VA KIEN NGH]I

Ké&t luan

Qua két qua phan tich c¢6 thé thiy, ¢6 5 nhan t& tac
dong 1én Gi4 tri cdm nhan cta khach hang vé dich vu
cia chudi siéu thi VinMart, gdm: Phin @ng cdm xdc;
Chat lugng cdm nhan; Danh ti€ng; Gid cd vd Cdm nhan
nhan syu. Trong d6: CaAm nhin nhin sy 13 thanh phin
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quan trong nhit 4nh hudng 1én Gid tri cAm nhan cla
khdch hang, vé6i B = 0.421. Danh ti€ng 13 thanh phan
quan trong tht 2, v6i B = 0.371. Gi4 c4 1a thanh phin
quan trong thit 3, v6i B = 0.365. Phén tng cdm xdc la
thanh phin thit thit 4, v6i B = 0.247. VA, cudi cling 1a
nhan t6 Chat lugng cdm nhan, véi p = 0.233.

Kién nghi gidi phap

Thong qua két qua nghién ciu, tac gid dé xuat mot
s0 gidi phdp nhu sau:

Nhém gidi phdp nham nang cao cdm nhdn nhén su:
Céc nha quan tri siéu thi can chon loc k¥ tir khau tuyén
dung, sau d6 qua qud trinh dao tao dé nhan vién phu
hop v6i cong viéc dugc giao, xay dung ddi ngli nhan
vién lam viéc chuyén nghiép, biét ling nghe khdch
hang. Cho nhin vién thiy dugc tim quan trong clia thii
dd nhan vién véi khach hang sé 4nh hudng nhu thé ndo
dén tinh hinh kinh doanh ctia doanh nghiép. Viéc nhan
vién lam viéc v6i thdi do niém nd vdi khach hang va
ludn ludn sdn sang hd trg khich hang 1a viéc bit budc
phai lam, phdi trd thanh théi quen 1am viéc. Cach thiic
nhén vién giao ti€p cu thé nhu thé nao can dugc huin
luyén k¥ cang: cadch n6éi chuyén véi khach hang, thai do
khi hd trg khdch hang, sin sang gidi dap thic mic cla
khach hang, ling nghe ¥ ki€n clia khach hang...

Nhém gidi phdp nhdm néng cao danh tiéng: Cic
nha quan tri siéu thi cin phai xdy dung mot kénh truyén
thong riéng, thay vi truyén thong nhu hién nay. Kénh
truyén thong nay 1a mot website 4n tuong, dé st dung,
mdt fanpage vdi lugt tuong tac tot. Tang cudng quing
b4 hinh 4nh siéu thi thong qua trién khai hé théng nhan
dién thuong hiéu. Pdng thdi, ddy manh cdc hoat dong
gitip mang lai danh ti€ng cho siéu thi d6 13 cdc hanh
dong hudng vé cong ddng. Cic hoat dong nay sé la
céc cong tdc xa hdi, hoat dong vi ngudi nghe¢o, nhitng
ngudi dian vung siu, viing xa, hay nguGi din § nhiing
vung bi thién tai, bao 1d... hay xay dung cdc quy hoc
bdng gitip tré em khé khin. Vi hinh thic quing b4
nay, siéu thi s€ di sau vao trong long khach hang, gidp
khdch hang c¢6 cdm nhan tot hon vé VinMart, khong
nhitng th€ ma nhitng hoat dong nay hét sic ¥ nghia,
gitp ich dudc cho xa hoi.

Nhém gidi phdp vé gid cd: Nha quan tri siéu thi cin
c¢6 modt chinh sdch gid minh bach, r6 rang cho khach

TAI LIEU THAM KHAO

hang. Gidi ddp tat cd cdc thic mic clda
khich hang vé cdc khodn gid dugc dua
ra trong bdo gid cia minh. VGi nhiing
khdch hang cii, khdch hang than thiét,
si€u thi nén c6 chinh siach giam gid, hay
khuyé&n mii. CAn tao mdi quan hé vdi nha
cung cap, viéc c6 mdi quan hé tdt véi ho,
khong nhitng gitp cho si€u thi mua dugc
hang héa véi gid thAp ma con nhan dugc
st hd trg tich cyc tir phia ho, nhu trong
cong tdc giao hang. Cudi cling, ludn ludn
ddm bdo chit lugng dau ra vdi khich
hang, d€ khich hang an tim khi st dung
dich vu cia chudi siéu thi, @€ ho cam thdy
nhitng gi minh bo ra 1a xdng dang.

Nhom gidi phdp nham nang cao phdn
ting cdm xiic: Nhan vién 1a nhan t§ quyét
dinh trong viéc xay dung phan ng cam
xtdc cua khach hang. Do d6, thdi do cla
nhan vién do6i véi khach hang rit quan
trong. Nhan vién cin niém nd, tin tinh
phuc vu, ludn sdn sang gidi ddp thic mic
va bi€t 1dng nghe gép ¥ cda khach hang
d6i v6i san pham clia chudi siéu thi. Do
do, siéu thi ciing nén thudng xuyén huin
luyén cho nhan vién nhiing kj ndng cd
ban khi giao ti€p vdi khdach hang. Ngoai
ra, siéu thi can c6 chinh sich chim séc
khdch hang tt. Viéc quan tAm chim séc
khéach hang ngay cd sau khi khdach hang
da st dung dich vu clia chudi siéu thi, da
tao ra cho khich hang mot sy an tAim vé
siéu thi, cAm thdy minh quan trong.

Nhom gidi phdp nhdm néng cao chét
luong cam nhdn: Nha quan tri siéu thi
cin xidy dung 1 thuong hiéu VinMart
khdc biét, & d6 c6 su ndi trdi vé chat
lugng san phdm hay dich vu. Ludn ludn
dit tiéu chi d4p tng nhu cAu mong mudn
cia khdch hang lén hang diu 1am muc
tiéu cho siéu thi hoat dong va phan dau,
dé dem dé&n cho khach hang nhitng dich
vu chat lugng nhat.0
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