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CHAP THUAN CUA HOI PONG

Khoa luan “Phén tich cac nhan t6 anh hwéng dén sy hai long ciia khach hang déi
v6i chit hrong dich vu ciia chudi cira hang WinMart tai quan Ninh Kiéu, thanh
phd Can Tho”, do sinh vién Trinh Nguyén Nguyén Ven thuc hién dudi sy huéng
dan cua ThS. Tran Duy. Khoa luan da bao cdo va duoc Hoi déng chdm khoéa luan
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LOI CAM ON
Vi long biét on sdu sic va trin trong nhét, t6i xin duoc bay to niém tri 4n vo
han dén quy Thay/C6 khoa QTKD - Marketing, Truong Pai hoc Nam Can Tho -
nhing ngudi da khong chi truyén dat kién thire ma con khoi ngudn cam himg hoc
thuat trong suét hanh trinh nghién ctru cia toi.

To1 xin dugc gui 101 cam ta dac bigt dén thz‘iy Tran Duy - nguoi ¢ vén tan thm
da danh thoi gian quy bau huéng dan toi timg budc trong qua trinh nghién ciru. Thay
khong chi cung cép nhitng tai liéu tham khao gia tri ma con truyén dat phwong phap
luan nghién ctru khoa hoc chit chg, gitip t6i phat trién tu duy phan bién va ning liuc
phan tich da chiéu. Nhitng gop ¥ sdu sac va day tim huyét ctia Thay chinh 13 kim chi
nam gip to61 vugt qua moi thach thire trong qua trinh hoan thién khoa luan nay.

T6i xin bay to 1ong biét on chan thanh dén Hoi dong Quan tri va Ban Giam hiéu
Truong Pai hoc Nam Can Tho di kién tao mot moi truong hoc thuat tién tién, cung
cap co s& vat chét hién dai cing nhitng chinh sach hd tro sinh vién nghién ctru khoa
hoc. Chinh su dau tu nay da tao diéu kién toi wu cho toi phat huy hét tiém ning hoc
thuat ctia minh.

Cubi ciing, toi xin guri 101 tri 4n sau sac dén gia dinh - nguon dong vién tinh than
v6 gia, va nhitng ngudi ban dong hanh quy bau. Su hy sinh tham ling cua gia dinh,
nhirng 101 dong vién chan thanh va nhitng gbp ¥ xdy dung tir ban bé da tiép thém stc
manh dé t6i vuot qua moi thach thirc va kién tri dén cung con dudng nghién cru da
chon.

Nhitng thanh tyu hoc thuéat toi dat dugc ngay hom nay la két tinh tir sy dong gop
va hd tro vo diéu kién cia tit ca nhitng nguoi di dong hanh cung t6i. Khéa luin nay
khong chi la két qua nd lyc c4 nhan ma con 1a minh ching cho gia tri cia sy két ndi,
chia sé va hop tac trong hanh trinh kham pha tri thtrc.

Xin chan thanh cam on!
Can Tho, ngay 25 thang 5 nim 2025

Nguwoi thue hién

Trinh Nguyén Nguyén Ven



LOI CAM KET

T6i xin cam két khoa luan tét nghiép nay duoc hoan thanh dua trén cac két qua
nghién ctru ctia toi va cac két qua nay chwa duge dung cho bat ctr khoa ludn t6t nghiép
cung cip nao khac.

Can Tho, ngay 25 thang 5 nim 2025

Nguwoi thue hién

Trinh Nguyén Nguyén Ven
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TOM TAT

Nghién ctru “Phén tich cic nhin t6 Anh hwéng dén sy hai long cia khach
hang ddi véi chat lwgng dich vu ciia chudi cira hang WinMart tai quian Ninh
Kiéu, thanh phé Cin Tho” tip trung tim hiéu cac nhan t danh gia chat luong dich
vu mua sdm, nham dé xut cac giai phap quan tri dé nang cao sy hai long cua khach
hang. Dua trén nén tang 1y thuyét vé danh gia su hai 1ong véi chit lwvong dich vu va
tham khao cac nghién ctru lién quan trong va ngoai nudc, tac gia di ké thira va xay
dyng mé hinh nghién ciru ban dau gém 6 yéu té: chat luong san pham, gia tri cam
nhén, do tin cdy, kha ning dap ung, su ddng cam va phuwong tién hiru hinh, anh huéng
dén mirc d6 hai long cua khach hang tai WinMart Ninh Kiéu. MAu khao sat bao gdbm
240 khéch hang da trai nghiém dich vu mua sam tai WinMart trén dia ban quan Ninh
Kiéu, thanh phd Can Tho. Két qua phan tich hdi quy cho thay 6 yéu t6 tac dong dén
su hai long, véi mic do anh huong giam dan theo thir tu: Su déng cam, Gia tri cam
nhan, D¢ tin cdy, Phuong tién hitu hinh, Kha nang dap ung va Chat luong san pham.
Nghién ctru d3 hoan thanh ba muc tiéu cu thé da dit ra, ddng thoi qua kiém dinh su
khac biét, khong ghi nhan sy khéc biét c6 y nghia vé muc dd hai long cua khach hang
theo cac yéu td gidi tinh, do tudi va tan suat mua saim. Dua trén két qua phan tich, tac
gia dua ra mot s6 ham ¥ quan tri cho chudi ctra hang WinMart tai quan Ninh Kiéu,
thanh phd Can Tho, ciing nhu toan hé théng WinMart, nham nang cao mirc d¢ hai
long cua khach hang.

Tu khoa: Su hai lIong ctia khach hang, chét luong dich vu, WinMart.
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ABSTRACT

The study titled “Factors Influencing Customer Satisfaction with Service
Quality at WinMart Stores in Ninh Kieu District, Can Tho City” focuses on exploring
the factors that evaluate shopping service quality to propose management solutions
for enhancing customer satisfaction. Grounded in theoretical frameworks on service
quality satisfaction and referencing both domestic and international related studies,
the author adapted and developed an initial research model comprising six factors:
product quality, perceived value, reliability, responsiveness, empathy, and tangible
facilities, which influence customer satisfaction at WinMart Ninh Kieu. The survey
sample included 240 customers who experienced shopping services at WinMart
stores in Ninh Kieu District, Can Tho City. Regression analysis revealed that all six
factors significantly affect satisfaction, with their impact decreasing in the following
order: empathy, perceived value, reliability, tangible facilities, responsiveness, and
product quality. The study achieved its three specific objectives, and through
difference testing, no significant disparities in customer satisfaction were observed
across gender, age, or shopping frequency. Based on the findings, the author proposes
managerial implications for WinMart stores in Ninh Kieu District, Can Tho City, as
well as the entire WinMart system, to improve customer satisfaction levels.

Keywords: customer satisfaction; service quality; WinMart.
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DANH MUC TU VIET TAT

STT Viét tat Viét day du

1 ACSI Mo hinh chi s6 hai 1ong khach hang cia My

2 ANOVA Phan tich phuong sai

3 CSI Chi sb hai long khach hang

4 ECSI Chi sb hai 1ong khach hang chau Au

5 EFA Phan tich nhan t6 kham pha

6 EDT Ly thuyét xac nhan ky vong

7 ISO T6 chirc Tiéu chun hoa Qudc té

8 KH Khach hang

9 KMO Chi s6 ding dé xem xét su thich hop cta phan tich nhan t6

10 KS Khao sat

11 PP Phuong phap

12 | RSQS Mo hinh danh gia chét luong dich vu ban 1é

13 | SCSI Chi s6 hai 1ong khach hang Thuy Dién

14 | SERVQUAL | Mo hinh chit lugng dich vu

15 Sig Murc vy nghia quan sat

16 | SPSS N{(f)t chuong trinh duN:chs.fr dung rong rii dé phan tich thong
ké trong khoa hoc xa hoi

17 | TCVN Tiéu chuin Viét Nam

18 | TP Thanh phb

19 | VIF Tong phuong sai trich
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