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LOI CAM ON

Trude hét, t6i xin bay t6 10ng biét on chan thanh dén Quy Thay, C6 khoa Quéan
Tri Kinh Doanh - Marketing Truong Pai hoc Nam Can Tho. Trong qua trinh hoc tap,
Thay/C6 dd khong chi truyén dat cho toi nhitng kién thitc chuyén mén quy bau ma
con khoi day tinh than hoc hoi, tw duy nghién ctru va niém dam mé véi linh vyc kinh
doanh quéc té. Chinh nhimng hanh trang tri thirc d6 da tré thanh nén tang viing chic,
gitip t6i tu tin trién khai va hoan thanh khéa lun t6t nghiép ctia minh.

To6i dic biét guri 101 tri 4n sdu sic dén Thay V& Qubc Nam ngudi di tan tam
huéng dan t6i trong sudt qua trinh xay dung va hoan thién khoa luan tét nghiép. Thay
khong chi chia sé cho t6i nhitng tai liéu nghién ctru thiét thyc ma con giup t6i dinh
huéng phuong phap nghién ctru, khoi goi tu duy phan bién, tir d6 gop phan quan
trong vao viéc hoan thanh khoa luan nay.

To61 cling xin chan thanh cdm on HoO1 déng Quan tri, Ban Gidm hi¢u Truong Dai
hoc Nam Can Tho d4 tao diéu kién thuan loi dé toi duoc tiép tuc hoc tap va phat trién
tai truong.

Cubi cung, t6i xin danh 10i cam on chan thanh dén gia dinh va ban bé nhiing
nguoi ludén & bén canh dong vién, hd tro va tiép thém ddng luc cho t61 trong subt
chang duong hoc tap va nghién ciru day thir thach nay.

Can Tho, ngay ~ thang  ndam 2025

Nguwoi thuc hién

Nguyén Vin Kiét



TRANG CAM KET

T6i xin cam két rang khéa luan t6t nghiép nay 13 két qua cta qué trinh nghién
ctru, tim hiéu va 1am viéc nghiém tc ctia ban than t6i. Toan bo nodi dung va két qua
trinh bay trong khoa luén chua timg duge sir dung dé bao vé cho bat ky dé tai khoa
ludn tot nghiép nao & cing trinh d6 trude ddy. Toi hoan toan chiu trach nhiém vé tinh
trung thuc va nguyén ban cua cong trinh nay.
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Ngudi thuc hién

Nguyén Vin Kiét
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TOM TAT
Muc tiéu nghién ctru “Cdc nhdn t6 anh hwéng dén sw hai long ciia khdch hang
doi véi chat lwong dich vu cua siéu thi Co.opmart Can Tho ” nhim nhan dién va do
ludng mirc do tac dong cua cac nhan té ciu thanh chat luong dich vy, tir d6 dé xuét
cac ham ¥ quan tri phtt hop nhdm néng cao su hai long cta khach hang.

Trén co so tong hop 1y thuyét vé sy hai 10ng va chat luong dich vu, két hop véi
viéc ké thira cac nghién ctru thyc nghiém trong va ngoai nude, nghién ctru dé xuit
mo hinh nghién ctru bao g@)m 6 nhan tb chinh: Nang luc phuc vy ctia nhan vién, Cam
nhan gia ca, Phuong tién hiru hinh, Chét luong hang hoa, Su tin cay va Su cam thong.

Nghién ctru st dung phuong phap dinh lugng. Dt li¢u dugc thu thap tir khao
sat 180 khach hang di ting mua sam tai siéu thi Co.opmart Can Tho. Qua phan tich,
hé sb tin cdy Cronbach’s Alpha, phan tich nhan t6 khdam pha (EFA) hdi quy tuyén
tinh boi, két qua cho thdy 5 nhéan t6 c6 anh hudng tich cuc dén sy hai long ciia khach
hang véi mitc do tac dong theo thtr tu giam dan nhu sau: Chat lugng hang héa (B =
0,243), Phuong tién hitu hinh ( = 0,233), Cam nhan gia ca (p = 0,229), Su cam thong
(B = 0,176) va cudi cung 1a Nang luc phuc vu cua nhéan vién (B = 0,172). Bén canh
d6, két qua kiém dinh sy khac biét theo cac didc diém nhan khau hoc (gidi tinh, do
tudi, thu nhap, nghé nghiép) cho thay co sy khac biét cé y nghia thong ké vé mic do
hai long giita cac nhém khach hang khac nhau. Tir két qua nghién ctru, nghién ciru
dé xuat mot sd giai phap quan tri nhu ting cudng dio tao doi ngili nhan vién, cai tién
chat lugng san pham va diéu chinh chinh sach gia hop 1y, ting cudng phét trién co sé
vét chat nham ning cao trai nghiém va sy hai long cua khach hang d6i v6i chat lugng
dich vu cua siéu thi Co.opmart Can Tho .

Tw khoa: Khach hang, sy hai long, chat lwong dich vu, siéu thi Co.opmart.



ABSTRACT

The research titled “Factors Affecting Customer Satisfaction with Service
Quality at Co.opmart Supermarket in Can Tho city” aimed to identify and measure
the impact levels of various service quality factors, thereby proposing appropriate
managerial implications to enhance customer satisfaction.

Based on a synthesis of theories on satisfaction and service quality, and by
inheriting both domestic and international empirical studies, the research proposed a
model consisting of six main factors: Employee Service Competence, Perceived
Price, Tangibles, Product Quality, Reliability, and Empathy.

The study adopted a quantitative research method. Data were collected through
a survey of 180 customers who had previously shopped at Co.opmart Can Tho.
Through analyses including Cronbach’s Alpha reliability testing, Exploratory Factor
Analysis (EFA), and multiple linear regression, the results indicated that five factors
had a positive impact on customer satisfaction, ranked in descending order of
influence as follows: Product Quality (B = 0.243), Tangibles (B = 0.233), Perceived
Price (B = 0.229), Empathy ( = 0.176) and lastly, Employee Service Competence (3
= 0.172). In addition, the results of testing demographic differences (gender, age,
income, and occupation) showed statistically significant differences in customer
satisfaction levels across different demographic groups. Based on these findings, the
study proposed several managerial solutions, such as enhancing employee training,
improving product quality, adjusting pricing policies appropriately, and upgrading
physical facilities to improve customer experience and satisfaction with the service
quality at Co.opmart Supermarket in Can Tho city.

Keywords: Customer, satisfaction, service quality, Co.opmart supermarket.
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