Customer perceived value
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Value/price |Qua|ity/performance |Socia|va|ue

|Emotiona| value

AVERAGE
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average 3.38
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Customer loyalty

|Idea|istic

AVERAGE

Repurchase |Cross—buying |Pricesensitivity

|Recommendation

AVERAGE
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Perceived \ Customer loyalty Service que Customer loyalty Customer ¢

3 3.75 4.2 3.75 4.00
3.75 4.25 3.8 4.25 4.33
3.75 4.25 4.4 4.25 4.33

4 3.5 3.6 3.5 3.67

3 3.5 3.8 3.5 3.67
3.25 3.5 3 3.5 3.33
3.25 3 3 3 3.33

3.5 3.5 3.6 3.5 3.67
3.75 3.5 3.4 3.5 3.33

3 3 3.6 3 3.00
3.25 3.5 3.2 3.5 3.67

4 4 4 4 3.67

3.5 3.75 3.8 3.75 4.00
3.25 3.5 3.8 3.5 3.67
3.25 3.75 3.8 3.75 3.67

3.5 3.5 3.8 3.5 3.67

3.5 2.75 2.8 2.75 2.67

3.5 4 3.8 4 4.00
4.25 4.5 4.2 4.5 4.33
3.25 3.5 3.8 3.5 3.67

4 4 4 4 4.00
3.75 3.5 3.8 3.5 3.67

2.5 3.5 4 3.5 3.67

2.5 3.5 3.8 3.5 3.67

4 3.5 3.8 3.5 3.67

4 3.5 3.8 3.5 3.67

3 3.5 3.4 3.5 3.67

3 3.5 3.4 3.5 3.67

3 3.5 3.6 3.5 3.67

3.5 3.5 3.6 3.5 3.33
2.25 3.5 3.4 3.5 3.33

3.5 3.25 3.2 3.25 3.00

3 2.75 2.8 2.75 2.67
3.75 3.5 3.8 3.5 3.33

4 3.5 4 3.5 3.33

3 3.5 3.2 3.5 3.33

3 3.5 3.6 3.5 3.33

3.5 3.5 3.2 3.5 3.33
3 3.25 3 3.25 3.00
3.5 3.25 3.6 3.25 3.67
3.5 3.75 3.4 3.75 3.67
2.5 3.25 3.6 3.25 3.67
3.75 3.25 3.6 3.25 3.33
2.75 3.25 3.8 3.25 3.33
2.5 3 3.2 3 3.00
2.25 2.5 2.6 2.5 2.33

3 2.5 3.4 2.5 2.33
3.25 3.5 3.4 3.5 3.33

3.75 3.25 3.8 3.25 3.33
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2.5
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2.75
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3.25
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Customer loyalty
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4.25
4.25

3.5
3.5
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3
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3
3.5
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3.5
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3.5
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3.5
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3.25

2.5
2.5
3.5
3.25

Customer perceived value
S = N w >
v = 01NN U1 WL~ 01N

o

o

2 3 4
Customer loyalty

Service quality

H

2 3 4
Customer loyalty

Customer satisfaction
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2.5
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3.25
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3.25
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2.5
2.5
3.75
3.75
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3.5

3.25
3.5

3.25
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3.25
3.25
3.25
3.25
3.25

4.25
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5.00




NUMBER PER MONTH

0.25

0.3
0.5
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10
10
12
TOTAL 150.05
NUMBER OF RESPONDENT 53
AVERAGE PER MONTH 2.831132
















Big C

Big C

big c, coop mark

big ¢, vincom

Big ¢, vinmart

big c.

BigC

bigc

BigC, Fivimart

bigc, winmart
Citimart

coopmart

coopmart

Coopmart

Coopmart, fivimart,
Fivimart

fivimart

Fivimart

Fivimart

Fivimart

Fivimart

fivimart

fivimart

fivimart

fivimart

fivimart,

Fivimart, Big C
fivimart, big ¢
fivimart, big C, lotte
fivimart, metro
fivimart, oceanmart
Intimex

intimex

Lotte

Lotte

Lotte, vinmart, fivimart
Metro

metro

Metro, BigC, Mediamart
metro, Fivimart, vinmart...
Metro, Vimart,

thanh dé, fivimart, coopmart
thanh dé,bigc,fivimart
Vinmart

Vinmart, Fivimart
Vinmart, Fivimart
vinmart, lotte mart
Vinmart, metro
Vinmart, Unimart
vinmart,fivimart,bigc



vinmart,fivimart,bigc

3 2
1st 2nd 3rd Score
big ¢ 10 5 42
citimart 1 3
coopmart 4 1 15
fivimart 16 8 66
intimex 2 6
lotte 1 15
oceanmart 1 2
metro 2 19
vinmart 5 35
thanh do 3
















Gender Percentage Frequency

Female 31.50% 43
Male 68.50% 95
Total 100.00% 138

Age group Percentage Frequency

Under 25 22.75% 31
25-55 63.75% 88
over 55 13.50% 19
total 100.00% 138




Scores

6. Products at supermarkets is reasonably priced

7. The quality of products at supermarkets is at
acceptable standard

8. Shopping at supermarkets makes other people
perceive you have high living standard

9. You feel comfortable and relaxed when going
shopping at supermarkets

10. Products at supermarkets are well arranged
and convenient for searching

11.  The overall service quality of the supermarkets
is good as your expectations.

12.  Supermarkets’ staff are friendly and helpful

13.  Supermarkets can solve your complaints or
problems relating products well.

14. Supermarkets’ services are convenient for you
(for example: delivery service, parking services...)

15. In general, how satisfied are you with the
supermarket?

16. How well did the supermarket meet your
expectations?

17.  When thinking of your ideal supermarket, how
well does the supermaret compare?

18. Do you intend to repurchase products from the
supermarkets?

19. Do you intend to buy another product from the
same supermarkets?

20. Will you keep buying at the supermarkets when
the price of products in the supermarket is getting
hiaher?

21. Will you recommend the supermarket to others?

1.28%

0.00%

0

11.54%

16

1.28%

1.27%

0.00%

1.27%

1.28%

1.30%

0.00%

0.00%

1.28%

0.00%

0.00%

8.97%

12
0.00%

16.67%
23
12.82%
18
50.00%
69
10.26%
14
5.06%
7
12.99%
18
16.46%
23
14.10%
19
9.09%
13
0.00%
0
11.54%
16
38.46%
53
1.30%

5.13%
7
62.82%
87
3.85%

23.08%
32
10.26%
14
23.08%
32
28.21%
39
18.99%
26
33.77%
47
37.97%
52
57.69%
80
25.97%
35
19.48%
27
21.79%
30
50.00%
69
7.79%
11
33.33%
46
19.23%
27
43.59%
60

51.28%
71
67.95%
94
14.10%
19
51.28%
71
59.49%
82
50.65%
69
41.77%
58
24.36%
33
55.84%
77
75.32%
104
61.54%
85
8.97%
12
85.71%
118
55.13%
76
8.97%
12
44.87%
62

7.69%
10
8.97%
12
1.28%

8.97%
12
15.19%
21
2.60%

2.53%

2.56%

7.79%

11

5.19%

5.13%

1.28%

2

5.19%

7

6.41%

0.00%

7.69%
11



Total—

Weighted
Average—

138

3.47

138

3.73

138

2.44

138

3.56

138

3.82

138

3.43

138

3.28

138

3.13

138

3.6

138

3.86

138

3.6

138

271

138

3.95

138

3.63

138

2.28

138

3.56




hang hoa phong phu

Huén luyén lai doi ngd nhan vién than thién v&i khach hang hon,
Co nhieu chuong trinh san pham khuyen mai

Gia hop ly hon

Dam bao chét lwgng hang, gia ca hop Iy, chat lwgng dich vu

da dang héa san ph&dm

Bb tri hang hda hop ly, gia ca khong qua dat dd, phuc vu nhanh va chu dao
Giam gia

nén cap nhat lién tuc cac san pham, mau ma maoi

cac mat hang, sa&n pham trong siéu thi nén phong phu hon niva
Cai thién phan tinh tién, khach hang phai doi lau qua

Pa dang héa hang hoa.

Nhan vién St phai ludn mim cwdi, biét ndi cdm on va xin 16i!
dung gia

cham séc khach hang

Chéat lwgng san fAm va gia ca fu hop

Nhieu chuong trinh khuyen mai
thai do phuc vu cua nhan vien

Gidi thiéu nhiéu sp méi. Nhiéu khuyén mai

nha vien phuc vu tot, hang hoa trung bay dep, thuan tien, nhieu loai, chat luong dam bao, co cho do xe

LAy y kién khach hang va cé nhan vién quan sat thai d6 khach hang khi dang mua s&m, trd chuyén vs
khach hang

Nén c6 chwong trinh khuyén mai quay vong déi véi cac mét hang.
Tang sb quay tinh tién,

dé& ngwoi mua dung tu san pam



Pa dang mat hang hon
C6 nhidu chuwong trinh gidi thiéu sp, dich vu ctia ST hon, mat hang phong pht va nang cao DV CSKH hon...

Mét hang phong phu,cé nhiéu gian tiép thi hdp dan
Thém nhiéu dich vu bd sung
Chuwong trinh khuyén mai

C6 nhidu cuung trinh hd tre khach hang

Nen co dich vu cham soc khach hang than thiet khi dat doanh so mua hang so don gia lon,thuong xuyen
giao dich voi sieu thi de ho cam thay sieu thi rat quan tam khach hang va cang tich cuc mua sam tai day va
gioi thieu nguoi than mua hang tai do de tich diem qua the khach hang than thiet

Cham séc khach hang tét hon, nhét 1a trong nhirng ltc déng khach cé cach giai quyét dé khéng xay ra cac
van dé& ngoai y mudn

Cham séc khach hang tét hon, nhét 1a trong nhirng ltc déng khach cé cach giai quyét dé khéng xay ra cac
van dé& ngoai y mudn

Hang héa da dang hon, chét lwong tét hon

Da dang san pham, chét lwgng hang hoa va dich vu

Rau cli qua twoi phong pht va kiém dinh gét gao hon.

Thém nhiéu loai mat hang vé& thdi trang chét lwong hon (hang VNXK chéng han)
Co nhieu mat hang, thai do phuc vu cua nv tot, thoi gian thanh toan nhanh

Cac nhan vien ban hang can gioi thieu san phm va tu van cho khach hang hon
Thém db &n sén, khong bét glri d6

Phong pht hang hod, c6 nhiéu chuong trinh khuyén mai thwe chat, hau mai tét.
DPa dang mat hang, chat lwgng san pham tét, khuyén mai nhiéu

S&p xép lai cac quay hang, da dang san pham, cé cac chuong trinh khuyén mai
Lwu y phong cach, thai dé ctia nhan vién.

Cai thién khau thanh toan. S&p x&p bién hang hoa rd rang hon.

Nang cao ky nang ctia nhan vién va chét lwgng phuc vu

Bé tri hang héa hop ly, dé& tim



hang héa phong phu, gia ca hop ly, bay bién bat mat va c6 cac chwong trinh khuyén mai thwéng xuyén.

Lé&p may tinh tién tw dong
Sap xép hop Iy, khoa hoc, khéng xé bd

T&ng chat lwong dich vu, da dang hang hoa
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co nhieu chuong trinh KM

Quang céo va giam gia

Giam gia san pham

Nhiéu khuy&n mai hon

Gia ca chéat lwong hop ly, ap dung thém nhiéu chinh sach khuyén mai
Kiém dwoc nhiéu tién, kinh t& gia dinh kha gia.

Chét lwgng san pham va trai nghiém nguwdi dung tét tir bd tri s&p xép san pham, hd tro khi mua va khau
thanh toan nhanh gon hé tro da phwong thie.

M&u ma da dang va chat lwong

Khuyen mai

tang cwdng cac chwong trinh gidm gia, khuyén mai

Chét lwgng clia cac mat hang, san phadm

C6 nhi&u chinh sach khuyén mai.

Trwng bay hang bt mat va nhidu chwong trinh khuyén mai.
tao sy tin twdng

Khuyén mai

Tiép thu y kién khach hang,cai tién chat lwong.gidi quyét nhanh,hop ly khiéu nai ciia kh hang. Kién

Giacahoply
cac chuong trinh khuyen mai

Cho nhiéu mat hang duoc hudng chiét khdu véi thé khach hang

nhieu chuong trinh khuyen mai

Lap trang web, thwéng xuyén cap nhat sdn phadm, khuyén mai. C6 cac chuyén muc lién qyan téi sadn pham

Khéng bao gid dé chay hang khi chwa hét chién dich khuyén mai, ha gia.

Gidm gia hc c6 nhiéu khuyén mai, da dang hoa san phdm

Thanh toan nhanh gon



Dich vu chdm séc khach hang can day manh, tim hiéu nhu cu ctia khach hang...

Gia thanh hop li kém nhiéu khuyén mai hap dan,chét lwvong dam bao

Giam gia nhiéu hon cho khach hang quen thudc
chwong trinh khuyén mai
Gia ca hop ly, mat hang da dang

Gia ca hop ly,hang hoa dam bao chat luong,thai do nhan vien tu van tot,da dang mat hang

Gia ca hop ly,hang hoa dam bao chat luong,thai do nhan vien tu van tot,da dang mat hang

Gia ca hop ly hon, hang héa nhap hang tét hon, giam hang nhai, hang gia, hang hét date

Gia ca hop ly hon, hang héa nhap hang tét hon, giam hang nhai, hang gia, hang hét date

DPa dang héa san ph&dm

Nhiéu wu dai

Cung cap thwe phdm twoi va thwe phdm ché bién trong ngay phong phi véi chét lwgng cao hon.
Thém nhiéu chwong trinh khuyén mai hon

Ko co y kien

cac mat hang phong phu hon

Ré hon

Cai thién chét lwong dich vu, chat lwgng hang héa, gia ca hop Iy hon.

Nén c6 ché dirng chan nghi ngoi

Pa dang cac san phdm,

T6 chirc chwong trinh tri an khach hang.

Quang ba thwong hiéu.

Nang cép co s& ha tAng, ddy di cac dich vu ban hang, marketing clia cac nhan hiéu
Chu trong hon vao dich vu cham so6c khach hang

Cai thién chét lwong hang héa va chét lweng dich vy, ché d6 hau mai tét.



Thém nhiéu chwong trinh khuyén mai

Khuyén mai, dich vu hd tro van chuyén, mua hang online, hau mai tét hon

Tao s tién lgi cho khach hang
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