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CAC NHAN TO ANH HUGNG BEN SU HAI LONG CUA KHACH HANG
KHIMUA HANG TAI CHUOI CUA HANG KIDS PLAZA

Tom tat

Can cit vdo cdc Iy thuyét co ban, cdc nghién ciru trong va ngoai nudc lién quan dén cht luong dich vu, su
hai long cua khach hang trong linh vuc ban lé, mé hinh nghién ciru cac nhdn to anh huong dén sw hai long
cua khach hang khi mua hang tai Kids Plaza 6 Ha Noi dwoc xdy dung va kzem dinh. Ket qua 1 phan tich div
ligu khdo sat bang cac phwong phap phdan tich nhan 16 khdm phd, phan tich hoi quy cho thdy ¢é 5 nhan t6 anh
hueong true tiép dén sw hai long cuia khdch hang gom Hang héa, Trung bay, Mdt bang, Nhan vién, Si tién loi.

NGUYEN NGOC PIEP’
VU THI NHU QUYNH"

Tir khéa: Sy hai long, chudi cira hang, linh viee ban 1é, Kids Plaza

Summary

Based on foundational theories and both domestic and international studies related to service quality and
customer satisfaction in the retail sector, a research model was developed and tested to identify the factors
influencing customer satisfaction when shopping at Kids Plaza in Ha Noi. Using survey data and employing
exploratory factor analysis and regression analysis methods, the results indicate that five factors directly

affect customer satisfaction: Merchandise, Display, Store Layout, Staff, and Convenience.

Keywords: Satisfaction, retail chain, retail sector, Kids Plaza

DAT VAN PE

Thi tmong ban le ) dung cho me va bé tai Viét
Nam dang co toc d0 phat trién nhanh chong, voi su
tham gia cua nhiéu thuong hiu 16n, nho khac nhau.
Su phat trién nay da tao ra nhiéu co hoi va thach thirc
cho céc doanh nghlep trong nganh Co hoi 1a cac
doanh nghi€p c6 thé tiép can véi nhiéu khach hang
tiém nang hon. Tuy nhién, thach thue ciing khong
kém. Cac doanh nghiép can phai khong ngung cai
thién chat lu‘orng dich vy dé dap ung nhu cau ngay
cang cao cua khach hang.

Trong bbi canh do, su hai long cua khach hang la
yeu t0 quan trong quyet dinh den su thanh cong cua
bét ky doanh nghiép nao. Pdi v6i chudi cira hang
Kids Plaza, sy hai long cta khach hang la yéu to
tién quyet dé gitr chan khach hang va phat trién kinh
doanh bén viing. Pic bi¢t khi Kids Plaza dang la
chudi ctra hang ban 1¢ d6 tiéu ding cho me va bé 16n
tai Viét Nam v6i hon 150 cira hang trén toan qudc va
dang m¢ rong thém.

Nhan thdy tam quan trong va tinh cap thiét do, tac
gia tién hanh nghlen clru céc nhén t6 anh huong dén
su hai long cua khach hang khi mua hang tai chudi
cira hang Kids Plaza. Nghlen clru s€ glup Kids Plaza
hiéu rd hon vé nhu cau va mong muodn cua khach
hang, ttr 6 ¢6 nhitng diéu chinh phu hop dé nang cao
chat lugng dich vu, mang lai sy hai long cao nhét cho
khach hang, xdy dung chién lugc phat trién dich vu

*TS., Pai hoc Kinh té Qubc dan

phi hop, g6p phan nang cao ning lyc canh tranh cua
doanh nghiép trén thi truong.

CO SO LY THUYET

Téng quan nghién ctru

Theo Zeithaml va Bitner (2000), dich vu la nhfrng
hanh vi, qua trinh, cach thire thye hién mot cong viée
nao d6 nham tao g1a tri st dung cho khach hang lam
thoa man nhu cu va mong doi cua khach hang.

Dich vy 1a mot “san pham déc biét”, ¢ nhiéu dic tinh
khac so voi cac loai hang hoa hiru h1nh thong thuong
nhu tinh v6 hinh, tinh khong dong nhét, tinh khong thé
tach roi va tinh khong thé cat trir. Chinh nhiing déac tinh
khac bi€t nay lam cho dich vy tré nén kho dinh hrong
va khong thé nhén dang bang mit thudng dugc ma chi
c6 thé do luong thong qua viéc cam nhan.

Theo Zeithaml & Bitner (2000), sy hai l(‘)ng cua
khach hang la sy danh gia cua khach hang ve€ mot san
pham hay mét dich vy da dép ung dwoc nhu cau va
mong dgi cua ho. Kotler (2000), dinh nghia “Sy hai
long nhu la mot cam glac hai long hoic that vong cua
mot ngu’orl bang ket qua cua viéc so sanh thuc té nhan
dugc cua san pham (hay két qua) trong moi lién hé
v6i nhitng mong doi cta ho”.

Chat luong dich vu va sy hai 1ong tuy 13 hai khai
niém khac nhau nhung c6 lién hé chat ché voi nhau
trong nghién cuou v€ dich vy (Parasuraman va cdc
cong su 1988). Cac nghién ctru trudc day di cho thay
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chat lugng dich vu 1a nguyén nhan dan dén sy thoa
man (Cronin va Taylor, 1992; Spreng va Mackoy,
1996). Ly do 1a chat lugng dich vu lién quan dén
viéc cung cap dich vy, con sy thoa man chi danh gia
duoc sau khi da su dung dich vu. Hai long cua khach
hang xem nhu két qua, chat lugng dich vy xem nhu la
nguyén nhan, hai long ¢6 tinh chat dy bao, mong doi;
chat lugng dich vy 1a mot chuan ly tuong. Su thoa
man khach hang 12 mot khai niém tong quat, thé hién
su hai long cua ho khi ti€u dung mot dich vu. Trong
khi do chat luong dich vu chi tap trung vao cac thanh
phan cy thé cua dich vu (Zeithaml & Bitner, 2000).

Nhu vay, chit luong dich vu la nhan to tac dong
nh1eu dén su hai long cua khach hang. Néu nha cung
cap dich vy dem dén cho khach hang nhing san pham
¢6 chit lugng théa man nhu cau cua ho thi dich vu
d6 da bude dau lam cho khach hang hai 1ong. Do do,
mudn nang cao sy hai long khach hang, nha cung cap
dich vu phai ning cao chat luong dich vu. Néi cach
khac, chat luong dich vu va sy hai long cia khach
hang c6 quan h¢ chat ch€ v6i nhau, trong do chat
luong dich vu 13 céi tao ra trude, quyét dinh dén sy
hai long cta khach hang.

Nghlen clru cuia Nguyen Thi Mai Trang (2006) xem
xét moi quan h¢ giita chat luong dich vy siéu thi, sy
théa man va long trung thanh cua nguoi ti€u dung doi
v6i siéu thi. Cac moi quan hé nay dugc klem dinh voi
318 khach hang tai si€u thi ¢ Thanh phd Ho Chi Minh.
Ket qua nghién ciru cho thay chat lugng dich vu 1a yéu
t6 quan trong lam thoa méan khach hang cling nhu lam
tang long trung thanh cua ho d6i voi siéu thi, bao gom
5 y€u t6 tic dong: Hang hoa, Phyc vy, Trung bay, Mat
bang, An toan. Hon nita, két qua ciing cho thay yéu to
tu01 va thu nhap khong lam anh huong dén vai tro cia
chit luorng dich vu dbi véi sy thoa man, va 1ong trung
thanh cua khach hang si€u thi.

Vo Thi Lan va cong sy (2013) da thye hién lai
nghlen clru tai cdc cua hang tién 1gi Co.op Food. Ket
qua duge nhom dang trén Tap chi Phat trién Kinh té,
cho thy cac thanh phan ciia chat luong dich vu tai
cdc cura hang tién loi da c6 sy thay doi. Ngoa1 4 thanh
phan dau nhu trén thi ¢ day dac bi¢t chu y thém den
nhan t6 “tién loi” clia cira hang thay cho thanh phan

“an toan trong siéu thi”.

Mo hinh nghién ciru daé xuat

Trén co s& tong quan ly thuyét va cac nghién ctru
di trudge, tac gia de xuat mo hinh nghién ctru Cac nhan
t6 anh huéng dén sy hai 1ong ctia khach hang khi mua
hang tai chudi cua hang kids plaza nhu Hinh.

Céc gia thlet nghién ctru dugc dua ra nhu sau:

HI: C6 mbi quan hé cing chiéu giira chat luong
hang hoa va murc d9 hai long cua khach hang

H?2: C6 mdi quan hé cung chiéu gilra viéc trung
bay hang hoa va mirc d9 hai long cta khach hang.

H3: C6 mbi quan hé cung chiéu giira mit bang cira
hang va mire d¢ hai 1ong cua khach hang

H4: C6 mdi quan hé cing chiéu giita thai do cua
nhén vién va mac dg hai long cua khach hang.
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Nguon: D¢ xuat ciia nhom tac gia

HS5: C6 mbi quan hé cung chiéu giita sy tién loi va
muc dg hai long cua khach hang.

Phuong phap nghién ciru

Phong van dinh tinh két horp cac mo hinh nghién
clru vé€ sy hai long dé rut ra cac nhéan t6 co ban anh
huong dén sy hai long khi mua hang tai Kids Plaza
6 Ha No6i. Tur d6 phan tich dinh luong bang diéu tra
bang hoi, rat ra mae d§ quan trong clia timg nhan 9,
dé xuét giai phap dua trén két qua phan tich dugc.

Mau nghién ciru gom cac khach hang mua hang
tai Kids Plaza, v6i quy md mau la 350. Lap bang héi
dua trén thang do Likert 5 mirc d§ dé danh gia muc
do quan trong cua cac nhan t6 anh huong | dén sy hai
1ong ctia khach hang khi mua hang tai chudi cira hang
Kids Plaza tai Ha Néi.

Nghlen ctru st dung phan mém SPSS dé xac dinh
d9 tin cdy Cronbach’s Alpha phan tich nhan t6 kham
pha (EFA) dé rat gon cdc gia tri y ngh1a phan tich hoi
quy tuyén tinh da bién dé danh gia mirc d¢ quan trong
cua tung yéu té va phan tich One- -way ANOVA/T-test
dé kiém tra sy khac biét giita cac nhom d6i tuong.
Thoi gian khao sat tir thang 03 dén thang 06/2024.

KET QUA NGHIEN CUU

Panh gla d¢ tin cay cua thang do

banh gia do tin cdy cua thang do nham loai bo
cac bién khong phu hop, tranh gy nhiéu trong quéa
trinh phén tich. H¢ so tin cay Cronbach’s Alpha duogc
dung dé xac dinh dd tin cdy cua thang do. Thang do
c6 do tin cay dang ké khi hé sb Cronbach’s Alpha l6n
hon 0,6 va h¢ s6 twong quan bién tong phai 16n hon
0,3. Khi bién do Iuong thoa mén cac diéu kién trén
s€ duoc gitr lai dé dua vao phan tich EFA. Nguoc lai,
bién do luong nao khong thoa mot trong cac diéu kién
trén s€ bi loai khoi mo hinh nghién curu.

Két qua ¢ Bang 1 cho thay, tat ca cac bién quan sat
deu ¢6 hé sb tuong quan bién tong 16n hon 0,3 va hé
s0 Cronbach’s Alpha cua thang do 16n hon 0,6. Nhu
vdy, thang do dam bao d¢ tin cay Ket qua co 29 bién
quan sat cia 5 bién doc 1ap va 1 bién phu thue dugce
gitr lai va dua vao phan tich EFA.

Phén tich nhin t6 kham pha

Nghlen ctru tién hanh sir dung phuong phép trich
h¢ so Pr1nc1pa1 component v6i phép quay Varimax.

Két qua phan tich EFA lan thir nhat cho thiy bién
TL4 tai 1én ¢ ca 2 nhan t6. Do d6 loai bién TL4 va
chay lai lan thir 2.
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BANG 1: KET QUA KIEM PINH THANG PO

Bién quan sat [Hé s6 twong quan bién tong|Cronbach’s Alpha néu loai bién
Hang hoa (HH): Cronbach’s Alpha = 0,849
HH1 0,650 0,82
HH2 0,743 0,700
HH3 0,616 0,832
HH4 0,637 0,825
HH5 0,679 0,813
Trung bay (TB): Cronbach’s Alpha = 0,857
TB1 0,731 0,817
TB2 0,755 0,811
TB3 0,631 0,837
TB4 0,545 0,85
TB5 0,549 0,85
TB6 0,687 0,827
Mt bang (MB): Cronbach’s Alpha = 0,779
Bl 0,640 0,674
B2 0,630 0,695
MB3 0,599 0,729
Nhin vién (NV): Cronbach’s Alpha = 0,865
Vi 0,637 0,847
V2 0,547 0,859
V3 0,618 0,849
V4 0,614 0,851
NV5 0,727 0,836
NV6 0,704 0,837
NV7 0,646 0,845
Tién lgi (TL): Cronbach’s Alpha = 0,847
TLI1 0,687 0,807
TL2 0,638 0,820
TL3 0,650 0,817
TL4 0,616 0,829
TL5 0,701 0,803
Suw hai long (HL): Cronbach’s Alpha = 0,795
HL1 0,647 0,715
HL2 0,658 0,701
HL3 0,616 0,750

BANG 2: KET QUA PHAN TICH NHAN TO KHAM PHA LAN CUOI

Thanh phan

1

2

3

4

5

NV5

0,809

NVé

0,768

NV7

0,713

NV3

0,710

NV1

0,707

NV4

0,688

NV2

0,652

TB2

0,819

TBI

0,814

TB6

0,729

TBS

0,699

TB3

0,690

TB4

0,625

HH2

0,827

HH4

0,760

HHS

0,755

HH3

0,725

HH1

0,715

TL1

0,809

TL5

0,791

TL3

0,770

TL2

0,759

MB2

0,757

MBI

0,754

MB3

0,726

KMO

0,883 (Si

g. = 0,000)

Eigenvalues

7,218

3,125

2,240

1,759

1,204

Cumulative %

28,873

41,373

50,334

57,372

62,188

Nguon: Phan tich cua nhom tac gia

Bang 2 cho thay gia tri KMO = 0,883 > 0,5 nén
phén tich nhan t6 1a pht hop; hé s6 Sig. (Bartlett’s Test)
= 0,000 (Sig. < 0,05) chimg to cac bién quan sat tham
gia vao phan tich EFA co6 tuong quan v6i nhau. Co 5
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nhan t6 duoc trich dya vao ti€u chi elgenvalue 1,204>
1, nhu vay 5 nhan t6 nay tom tat thong tin cua 25 bién
quan sat dua vao EFA mot cach t0t nhat. Téng phuong
sai cac nhan to nay trich dugce 1a 62,188% > 50%, nhu
vdy, 5 nhén t dugc trich giai thich dugc 62,188% bién
thién dir liéu cua 25 bién quan sat tham gia vao EFA.
He¢ sb tai Factor Loading cua cac bién quan sat trong
ma tran xoay déu 16n hon 0,5, nhu Vay céc bién quan
sat nay déu c6 y nghla dong gop vao md hinh,

Phan tich EFA véi bién phy thudc cho thay gia tri
KMO = 0,708 > 0,5 nén phan tich nhén t6 1a phu hop,
Sig. (Bartlett’s Test) = 0,000 (Sig. < 0,05) chung td cac
bién quan sat tham gla vao phén tich EFA co6 tuong
quan véi nhau. Két qua ma trén xoay cho thay, co 1
nhén t6 duoc trich tir cac bién quan sat dua vao phan
tich EFA. Phuong sai trich dugc giai thich 1a 71,182%
tai eigenvalue 12 2,135> 1. Hé s6 tai ciia cac bién quan
sat déu 16n hon 0,5, nhu Vay c4c bién quan sat nay déu
6 ¥ nghia dong g6p vao mo hinh.

Phén tich hoi quy

Két qua phan tich cho thay, gia tri R* hi¢u chinh
120,675 = 67,5%. Nhu vay céc bién doc lap dua vao
chay hoi quy anh huong téi 67,5% su thay doi cua
bién phu thudc. Noi cach khac 67,5% su hai long
cua khach hang khi mua sam tai chudi clra hang Kids
Plaza 1a do mo hinh hoi quy giai thich. Céc phan con
lai 1a do sai s6 va cac nhan t6 khac. Piém khéc biét
nay ciing c6 thé dugc giai thich do mé hinh nghién
clru khf)ng tap trung vao nhiing gia tri va dac diém ca
nhén cua khach hang nhu tdm 1y, tinh cach... Gia tri
Durbin-Watson 1a 1,873, nam trong khoang 1,5 dén
2,5 nén két qua hoi  quy khong co hién tuong ty twong
quan chu01 bac nhét.

Két qua hoi quy cho thiy tat ca cac blen déu co
su tic dong lén bién phu thu¢c do Sig. kiém dinh t
cua tung bién doc 1ap déu nho hon 0,05. Hé s6 VIF
cac bién doc lap déu nho hon 5, nhu vay khéng c6 da
cong tuyén xay ra (Bang 3).

Duya trén két qua phan tich hoi quy, phuong trinh
hoi quy duoc xay dung cho nghién ctru nay la:

= 0,383*HH + 0,379*TB + 0,215*MB +
0, 086*NV+ 0,076*TL + ¢

Trong do: HL la Sy hai long, HH 1a hang hoa, TB
1a trung bay, MB la mit bang, NV 1a nhan vién, TL
la su tién lgi.

Phuong trinh h01 quy trén cho thay trong 5 nhan t6
doc 1ap thi nhan t6 Hang hoa (Beta chudn héa = 0,383)
c6 anh huO’ng manh nhit dén Sy hai long cta khach
hang. Nhan t6 tic dong manh thir hai d6 la Tru‘ng bay
(Beta chuin hoa = 0,379). Ké d6 1a cac nhan to Mat
bang, Nhan vién, Su tién lgi co anh hudng den Su
hai long ctia khach hang theo thir tu tir manh dén yéu
tuong Ung.

KET LUAN

Can cr vao cac ly thuyét co ban, cac nghién clru
trong va ngoai nudc lién quan dén chat lugng dich vy,
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su hai long cua khach hang trong linh vyc ban ¢, mo6
hinh nghlen cliru dé xuit cung voi cac gia thuyet lién
quan, cic nhan t6 anh huéng dén sy hai long ciia khach
hang khi mua hang tai Kids Plaza & Ha Noi duoc xay
dyng va kiém dinh. Két qua phan tich di liéu khao sat
bang cac phuong phap phan tich nhan t6 kham pha,
phén tich hoi quy cho thay ¢6 5 nhén t6 anh hudng truc
tiép dén su hai 10ng cua khach hang 1a Hang hoa, Trung
bay, Mat bang, Nhén vién, Sy tién lgi. Cu thé, Hang hoa
14 yéu t6 ¢6 anh huéng manh nhét dén sy hai long cua
khach hang, ké do la yéu t6 Trung bay c6 anh huong
manh tht nhi, yeu t Mit bang va Nhén vién c6 anh
huong manh ke tiép va cudi cung 1a yéu to Sy tién loi
¢6 mirc d6 anh hudng thap nhat trong 5 yéu té dén sy
hai long cua khach hang khi mua hang tai Kids Plaza.
Bén canh do, nghién ctru con phén tich thém daé
tim hiéu su khac biét trong sy hai long cua khach hang
khi xét dén su khéc biét gitra cac nhom doi tuong veé
gioi tinh, do tudi, nghé nghiép va thu nhap. Két qua
phén tich bang phuong phép kiém dinh Independent
Sarnples T-test va One-way ANOVA cho thay khong
c6 su khac biét Ve muc d§ hai long gitra nhom khach
hang khac nhau vé g101 tinh, do tudi, nghe nghi¢p va
¢6 sy khac biét gilra cac khach hang co thu nhap khac
nhau khi mua hang tai Kids Plaza. Két qua nay cling
co y nghia rat gia tri bén canh két qua xac dinh dugc
5 yéu t6 chinh anh huong dén sy hai long cua khach

TAI LIEU THAM KHAO

Kinh té:
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BANG 3: KET QUA PHAN TICH HOI QUY

He¢ sb He¢ s6 Heso
Mé hinh chua chuan l:oa chuén héa Gi;:; tri | da cOng tuyén
p| Saiso | g, | S VIF
chuin

(Hang s6) |,088 137 522

HH ,324 ,030 ,383 ,000 1,365
| TB ,333 ,031 ,379 ,000 1,379

MB ,168 ,029 2215 ,000 1,494

NV ,078 ,033 ,086 ,017 1,367

TL ,067 ,031 ,076 ,029 1,272

Nguon: Phan tich ctia nhom tac gia

hang Trén co so két qua nghién ctru tim dugc, cac ham
y quan tri tuong g duoc d& xuat nham gdp phan cai
thién va nang cao sy hai long cua khach hang.

Két qua nghién ciru cung cho thdy sy phu hop
cua m6 hinh nghién ctru voi tap dir liéu khao sat thu
thap dugc. Viéc kiém dinh cac gia thuyet vé su anh
huong cua hang hoa, tru'ng bay, mat bang, nhén vién
va sy tién loi ciing giup mot 1an nita, cung c¢d cac két
luén nghién ctru li€n quan cua V3 Thi Lan va cong
su (2013) d6i v6i linh vuc ban 1¢ ¢6 sy tham gia ciia
hé thong cac si€u thi va cdc cua hang tién ich. Cac
gia thuyet dua ra dugc chap nhan, gép phan mang lai
mot s g1a1 phap coy nghla thlet thuc cho Kids Plaza
trong cong tac quan 1y va didu hanh kinh doanh.0
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