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TOM TAT: P& phuc vu cho vige ndng cao chdt lugng, cdc yéu t6 cau thanh
nhdn thitc chdt lugng siéu thi ciia khdch hang ciing nhu mitc dé quan trong tuong doi
cia cdc yéu 16 dé cdn duge xdc dinh. khdo sdt & Co-op Mart Céng Quynh dd xdc dinh
duoc 62 yéu t& chdt lugng siéu thi duge phdn chia la 7 phan ving va 3 khia canh chdt
lugng, tdng cong cé 21 yéu t6 téng qudt. Vi ngudn luc han ché nén cdc yéu t6 c6 mikc
dj quan trong cang cao thi ¢6 uu tién cang cao trong viéc ndng cao chdt lugng. Trong
dd, khia canh nhdn vién, chdt luong hang hda trong siéu thj, co sd vat chdt, chinh sdch
khuyén mdi, chinh sdch hdu mdi, va chinh sdch vé hang héa cdu thanh 80% nhdn thitc
vé chdt lugng siéu thj ciia khdch hang.

1. GIGI THIEU

Cung v6i su phat trién cia nén kinh t&€, khdch hang Viét Nam ngay cang doi hdi nhiéu hon
vé chit lugng hang héa va dich vu. P& théa min khich hang, cdc doanh nghiép khong
ngitng ting cudng chdt lugng nhu 12 mét vil khi canh tranh. Trong khi ky vong cla khdch
hang ludn dich chuyén theo thdi gian, cdc doanh nghiép c6 khuynh huéng ting cudng chit
lugng theo dinh hudng cia cdc nha qudn 1y va k¥ su hon 1a theo k¥ vong ctia khdch hang.
Do dé, viéc tim hiéu nhdn thitc clia khdch hiang vé cdc y&u t6 cdu thanh chdt lugng sin
phdm va dich vu 12 thi€t y&€u d€ cdc nd luc ning cao chit lugng cla cdc doanh nghiép dat
dugc hiéu qua 1a sy thda mén cia khdch hang.

PE tim hiéu cdc yéu t8 cdu thanh chit lugng dich vu siéu thi, md hinh da yé&u t& (multi-
attribute model) s& dugc dp dung. Trong d6, khdi niém chit lugng cia mot sdn phim hay
dich vu dugc phan chia thanh nhiéu y&u t8 [1]. Viéc xdc dinh cdc y&u t6 nay va tim quan
trong clia cdc yé&u t6 dé trong nhin thifc cia khich hang vé chit lugng cia siéu thi 1a ndi
dung cla viéc xdy dung mot md hinh da yé&u t8. Phan 16n cdc md hinh vé chit lugng dich vu
nht mé hinh Servqual cila Parasuraman, Zeithaml, va Berry [2, 3, 4], m6 hinh Servperf cia
Cronin va Taylor [5], md hinh Evaluated Performance va Normed Quality ctia Teas [6], déu
c6 ging khdi quit héa chit lugng dich vu. Muc tiéu clia bai vi€t nay 12 x4dc dinh c4c yéu t6
dnh hudng dén chat ludng clia mdt dich vu diic trung 13 dich vu siéu thi. Vi th€ md ra kha
ning xdc dinh dugc trong s6 cia cdc yéu td, trong khi d6 cdc md hinh khdi qudt khong thé
thuc hién dudc diéu nay [1].

2. XAC PINH CAC YEU TO CAU THANH

Céc yé&u t8 xdc dinh chit lugng siéu thi dugc thu thip tiY ¥ ki€n khdch hiang thdng qua phéng
vén tryc ti€p trong qué trinh mua hing cia khdch hiang & siéu thi Co-op Mart Céng Quynh.
Cic y&u t& d6 dude tdng hgp lai va dua ra thio luAn nhém vdi 6 khach hing dude mdi. K&t
qué. cia cudc thdo ludn nhém 1a sy nhat tri trén danh sdch 62 y&u t8 cau thanh nén nhin
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thitc ché't Iugng cla khdch hang. V& mit phén loai, cdc y&u t6 chat lugng trén cla siéu thi
dugc phan chia theo hai hudng: phan viing va ciu tric.
Nhén vién

Bii dau xe Chinh sich

Vit chilt
Nhén vién
Chao dén | Chinh sich
Vit chét

Nhan vién

Khéng gian Chinh sich

Vit chat
Nhédn vién

Cha't lugng siéu thi Hang héa Chinh sdch

Nhén vién
Tinh tién Chinh sich
VAt chit

Nhién vién

Héau mai Chinh sdch
Vit chat

Nhin vién

Khuyé&n mai Chinh séch
Vit chat

(R

Hinh 1: M6 hinh chat lugng siéu thi
V& mit phin viing, c6 tdt cd 7 ving:
e Baiidiuxe (A)
e Chao dén (B)
e Khong gian (C)
e Hang hoda (D)
e Tinhtién (E)
o Hiumii (F)
¢ Khuyén mii (G) ‘
V& cdu tnic cha't lugng, c6 tat cd 1a 3 khia canh: |
e Nhin vién: cdc y&u t6 vé con ngudi (I) ‘
e Chinh sdch: cdc y&u t8 vé thi tuc, chinh sdch (II) |
e Vitchat: hing héa va trang thi€t bi (I1T)
Viy tir 62 y&u t8 tic dong dén nhén thic chat lugng siéu thi, ta ¢6 thé gom lai 1am 21 (7x3)
yéu t6 tong quat.
3. XAC PINH MUC PO QUAN TRONG CUA CAC YEU TO
Trong céc y&u & cAu thanh nén chat lugng cda siéu thi, khdng phai y&u td nao ciing c¢6 miic
dd quan trong nhu nhau. Do d6 cin phdi x4c dinh mifc d6 quan trong tuong ddi giita cdc yéu
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t6 dé xdc dinh trong s6 trong mo hinh ciing nhu thi tr wu tién cho viéc ting cudng chat
lugng.

Vi viéc xdc dinh mic d§ quan trong cia 21 y&u t& cing m6t lic s& gay ra nhiéu khé khin
trong nhin thifc clia khich hang, & diy viéc so sdnh dudc ti€n hanh trén co sd tirng cdp phin
viing rdi dén tiing cip khia canh trong titng phin viing (theo md hinh & hinh 1). Phudng phédp
thu thap théng tin & diy 1a phdng vin tryc ti€p c6 sy trg gitip clia bdng cau hdi (Phu lyc).
Céc bd thong tin so sdnh s& dudc phin tich bing quy trinh phén tich cdp bic (Analytic
hierarchy process, AHP) 4p dung cho md hinh ba cdp béc & hinh 1. Cédc b§ thdng tin so sdnh
¢6 chi s6 khong nhat quan cuc bd (individual inconsistency index) 16n hon 0.15 hodc chi s6
khong nhi't qudn toan bd (overall inconsistency index) 16n hon 0.1 duge xem 12 khdng nhat
quéan trong so sdnh va bi loai bé d€ bdo ddm tinh chinh xdc ciia dit liéu. Sau ddy la bing
trong sd tuong ddi cla cdc yé&u to.

Béng 1: Trong s6 tudng ddi clia cic yéu td (chi s6 khong nhit quan = 0.0998)

Baidduxe Chiodén Khong gian Hinghéa Tinhticn Haumai Khuyén

A= (B) (€ = (D) (B ey

Nhén vién (I) 0.0120  0.0338  0.0372 00384 00224  0.0446  0.0510
Chinh séch (1) 00262 00138 00322 00550 00170  0.0674  0.0676
Vit chat (III) 00174 . 00282  0.1120.  ..02536 00320 00138 0.0252
Tong 0.0556 0.0758 0.1814 03470  0.0714  0.1258 0.1438

4. UNG DUNG NANG CAO CHAT LUGNG

Vi ngudn Iyc luén han ché nén bai todn nang cao chét lugng ludn 12 bai todn wu tién, trong
d6 cdc y&u t8 c6 tAim quan trong s& dudc wu tién vé ngudn luc va thi ty. Sdp x€p cdc yéu t8
theo thit ty gidm ddn clia mi¥c d§ quan trong (Hinh 2) ta thdy ring chi khodng mot ni¥a cic
y&u t& ddu da déng g6ép hon 80% tim quan trong, trong d6 riéng yéu 8 chat lugng hang héa
trong siéu thi (DIII) d déng gép hon 25%, ti€p theo 12 yé&u t& co sd vat chat trong siéu thi
(CIII) déng gép hon 11%. Nhu vdy hinh 2 thé hién tht ty wu tién cho viéc ning cao chat
Iugng.
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Hinh 2: Uu tién ning cao chat lugng
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céc yéu td
khac : DIl
20.50% . 25.36%

cHll
11.20%

ol
Gli

Dl FIIl 6.76%
5.50%  6.74%

Hinh 3: Nam yéu td vd mdt khia canh cdu thinh 80% nhén thitc chi't lugng siéu thi
Trong bai todn cu thé nay, c6 thé nhin thiy ring khia canh con ngudi (I) c6 thé dudc ning
cao 1én bing cdch nang cao chét lugng phuc vu théng qua huin luyén va cdc bién phdp
khuy&n khich nhén vién. Trong viéc ndy su khdc biét giita cdc khu vuc khong 16n do dé ta
c6 thé ghép cdc y&u t6 vé mit nhan sy dé€ phat trién cing mdt lic. Ciing v6i khia canh nhan
vién (I), chdt lugng hang héa trong siéu thi (DIII), cd s& vat chat (CIII), chinh sdch khuyén
mii (GII), chinh sdch hdu mai (FII), va chinh sdch vé hang héa (DII) cau thanh 80% nhén
thifc vé cha't lugng siéu thi cia khdch hang (Hinh 3).

PHU LUC
Tém luge bang cdu hdi
Thang diém: 1/9, 1/7, 1/5,1/3, 1, 3,5,7,9
Vi du: 9: y&u t6 hang rit quan trong d6i vdi y&u td cot

1/9: y&u t6 cOt rdt quan trong dbi v6i y&u t& hang

1: y€u td hang va cdt quan trong nhu nhau

Bdidiu | Chao Khong Hang | Tinhtién | Hiu mdi | Khuyén
Xe don gian héa mai

Bii ddu xe l
Chao dén B
Khéng gian
Hang héa
Tinh tién
Hau mii : e
Khuyé&n maii ' S

& mdi phan ving:

Nhian vién Chinh sdch Vit chat

Nhin vién

Chinh séch e S

VAt chat

Trang 31 ‘




Science & Technology Development, Vol. 7, Na. 3-2004

SUPERMARKET QUALITY ATTRIBUTES:
SURVEY IN CO-OP MART CONG QUYNH

Ho Dac Nguyen Nga, Tran My Hanh, Tran Duy Thanh

ABSTRACT: For quality improvement, quality attributes and their relative importance
weight are needed to determine. The research in Co-op Mart Cong Quynh determined 62
quality attibutes of supermarket which are classified into 7 areas and 3 quality dimensions so
there are 21 general attributes. The quality improvement priorities should be based on the
importance weight of attributes because of limitted resources. Among these attributes, staff
dimension, goods quality, layout facilities, promotion policy, post shopping policy, and goods
policy contribute 80% of the quality perception.
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