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SU HAI LONG CUA NGUOI TIEU DUNG POI VO1
CHAT LUQGNG DICH VU CUA CAC DOANH NGHIEP
BAN LE HANG TIEU DUNG VIET NAM TREN DIA BAN
THANH PHO HO CHI MINH*

Consumer satisfaction with service quality of Viethamese consumer goods
retailers in Ho Chi Minh City

PHAM HUNG CUONG

ghién ciru nay phan tich cdac nhdn 16 anh hwong dén sie hai long cia ngwoi tiéu
diing doi véi chat lwong dich vu cia cdc doanh nghiép bdn 1é hang tiéu dimg trén

dia ban Thanh phé Ho Chi Minh. Dua trén két qua khao sdt va phdn tich dinh lwong da
xdc dinh 6 ndm nhédn té c6 anh hwéng dén sw hai long cia nguot tiéu ding, bao gom:
(1) chat lwong dich vu, (2) gia tri cam nhdn, (3) sw tién loi, (4) niém tin vao doanh nghiép,
(5) chinh sdch ban hang va hdu mai. Tir @6, nghién civu dwa ra mét sé khuyén nghi nham
ndng cao sw hai long ciia nguwoi tiéu dimg doi voi chdt heong dich vu ciia cdc doanh nghiép
ban 1é hang tiéu dimg ciia Viét Nam trén dia ban Thanh pho Ho Chi Minh.

T khoéa: su hai long, nguoi tiéu dimg, chat lwong dich vu, doanh nghiép ban 1é, hang
tiéu ding.
he article analyzes factors affecting consumer satisfaction with the service quality
@ of consumer goods retailers in Ho Chi Minh City. Based on the survey results and
quantitative analysis, five factors affecting consumer satisfaction were clearly identified,
including (1) service quality, (2) perceived value, (3) convenience, (4) trust in the retailers
and (5) sales and after-sales policies. Then, the article proposes some solutions to improve
consumer satisfaction with the service quality of Vietnamese consumer goods retailers in

Ho Chi Minh City.
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1. Pit van dé

C6 thé néi, co hoi thi truong ban 1¢é cua
Viét Nam noi chung va tai Thanh phé Hb)
Chi Minh néi riéng khong chi nam & viéc
dap mg nhu cau tiéu ding da dang cua
ngudi dan, ma con ¢ viéc kham pha va tén
dung sy thay d6i cua thi truong dé xay
dung va phét trién thuong hiéu cua doanh
nghiép nganh ban 1é. Piéu nay cho théy,
chét lugng dich vu cia cac doanh nghiép
ban 1¢ dang dat 1én hang dau. Dicu d6
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chimg t6 viéc nghién ciru cac yéu té tac
dong t6i sy hai long cua ngudi tiéu dung
d6i véi chat luong dich vu 1a diéu rat can
thiét dé doanh nghiép c6 co sé dé nang cao,
cai tién chit lugng phu hop véi thi hiéu
khach hang.

Pham Hung Cuong, PGS.TS., Truong dai hoc Ngoai
thuong co s 11 tai Thanh pho Hb Chi Minh.

* Bai viét 13 san pham cua dé tai nghién ciru khoa
hoc va coéng nghé cip co s& nam 2025, Ma sb:
NTDN2025-01.
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