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LOI TRI AN

Pé hoan thanh cong trinh nghién cizu “Anh hwong cua qudn tri quan hé
khach hang va quan tri trdi nghiém khdch hang dén két qud kinh doanh cua doanh
ngiép ban le Thanh phé Can Tho”, t6i di nhdn dwot s gitip d&, huwéng dan cua
nhiéu c& nhan va té chizc ¢ Thanh phé Can Tho.

Truwéce hét, t6i xin chan thanh cam on sy hwéng dan, chi day va giiip dé tan
tinh cia TS. Luwu Tién Thudn va TS. Tran Thanh Liém. Quy thdy da hweéng dan
khoa hoc, da tdn tinh hiréng dan giGp tdi vé mat ngi dung, phirong phdp nghién
ciru dé hoan thanh lugn an.

Toi xin chan thanh cdam on Thay (C6) Truong Dai hoc Can Tho, ddc biét 1
Thay, C6 Khoa Kinh té da tdn tinh huong dan, giang day toi hoan thanh cac hoc
phan trong chwong trinh dao tao tién si. P6 la kién thirc nén tang giup t6i hoan
thanh ludn an cua minh. Cam on quy. Thay (c0) cua Khoa Kinh té da dong vién,
gilip d, tao diéu kién cho tdi rdt nhiéu trong suét qud trinh dao tqo.

Toi xin gui loi cam on dén cac Anh (chi) dang lam trong cdc siéu thi tai
Thanh phé Can Tho, dac biét cac Anh (chi) 1am viéc trong cac siéu thi trén dia
ban Can Tho; cam on cdc Anh (chi) trong cdc co quan ban nganh Can Tho da
tao diéu kién cho tdi hoan thanh lugn an.

Cudi cling, toi xin Chan thanh Cam on Gia dinh. Trong suét nhitng nam qua,
gia dinh luén la nguon cé vii va truyén nhiét huyér dé toi hoan thanh lugn an.

Can Tho, ngay thing ndm 2021
Nghién cru sinh

Lé Thi Thu Trang



ABSTRACT

Retail in Can Tho also has huge boost from modern retail channel,
especially supermarket. Not only domestic businesses but also international ones
have participated in this area, making a severe competitive market to attract
customers.

Therefore, it is necessary for retail businesses to implement customer
relationship management. However, customer’s income increase means further
demand for experience during shopping process. Hence, the topic of the influence
of customer relationship management and customer experience management
towards business result of retailers in Can Tho City is studied with the following
objectives: analyzing the current situation of retailing in Can Tho; assessing the
impact of customer relationship management and customer experience
management to business performance; recommending management inference for
retail businesses.

To solve the study’s objectives, two models are recommended: one is for
evaluating the impact of customer relationship management and customer
experience management towards the external success of the business through
case studies of supermarket’s managers in Can Tho. The result shows that
customer relationship management and customer experience management have
positive impact on business performance via the assessment of income and
attracting new customers. For the second model, the interviewees are customers
who use supermarket services to evaluate the internal success through their
satisfaction when the business uses customer relationship management and
customer experience management. The result shows that both factors have
positive impacts on the internal success. Between them, customer experience has
stronger impact to satisfaction and loyalty.

The study results have contributed scientifically the following issues:
research and find out positive impact of customer relationship management and
customer experience management to the business performance; research the
combination of case studies and experiment to solve the research’s objectives;
research and assess business performance through internal and external success
of the business; prepare benchmark for customer relationship management and
customer experience management in retailing market and their impacts to the
internal and external success of the business.

For the practical meaning, the project has built up benchmark for the
ingredients of the theory model and verified measurement model based on the
typical culture of Can Tho City. This is the foundation for following studies to
use the measurement rates. The study result helps businesses to propose
appropriate programs to attract and retain customers through customer
relationship management and customer experience management. In addition, the
project will facilitate other studies to consider the relationship between customer
relationship management and customer experience management, or carry out
studies for particular sectors or professions. Besides, the study is the reference
for training facilities at enterprises.

TOM TAT

Bén 1é Can Tho chirng kién sy phat trién manh mé cua kénh ban 1¢é hién dai,
dac biét Ia siéu thi. Khdng nhitng cac doanh nghiép trong nudc tham gia linh vyuc



ban 1¢ ma nhitng doanh nghiép ngoai tham gia trong linh vuc nay tao nén mot thi
truong canh tranh gay gat dé thu hat khach hang.

Vi vay, hoat dong quan tri quan hé khach hang can thiét thuc hién trong cac
doanh nghi¢p ban l¢. Tuy nhién, thu nhip ngudi ti€u dung cang ting tt yeu doi
hoi nhiéu hon vé sy trai nghiém trong qua trinh mua hang. Do d6, chu dé anh
huong quan tri quan hé khach hang va quan tri trai nghiém khach hang dén két
qua kinh doanh caa doanh nghiép ban 1é thanh phé Can Tho dugc thuc hién véi
c4c muc tiéu: phan tich thuc trang hoat dong béan 1¢ tai Can Tho; danh gia anh
huong cua quan tri quan h¢ khach hang va quan tri trai nghiém khach hang dén
két qua kinh doanh; dé xuat ham y quan tri cho cac doanh ‘ghiép ban lé.

Dé giai quyét cac muc tiéu cua luan &n, nghién ctru dé xuat hai mé hinh: md
hinh mét nghién cau anh huong quan tri quan hé khach hang va quan tri trai
nghiém khach hang dén thanh céng bén ngoai doanh nghiép théng qua phuong
phap nghién cru tinh hudng céc quan ly caa cac siéu thi tai Can Tho. Két qua cho
thay, quan tri quan hé khach hang va quan tri trai nghiém khach hang cé anh
huong tich cuc dén két qua kinh doanh doanh nghiép thong qua danh gia vé doanh
thu va thu hat khach hang méi. Bbi véi md hinh hai, d6i twong phong van la
khach hang c6 sir dung dich vu siéu thi dé danh gia thanh cong bén trong thong
qua muc do hai long cuaa ho khi doanh nghiép thuc hién quan tri quan hé khach
hang va quan tri trai nghiém khach hang. Két qua cho thay, ca hai yéu té déu tac
dong tich cuc dén thanh cong bén trong. Trong d6, trai nghiém khéach hang c6
tac dong manh hon dén su hai long, 1ong trung thanh.

Dua trén két qua nghién ciru cua luan &n, nghién ctu da dong gop vé mat
khoa hoc & nhitng diém sau: nghién ctu tim ra tac dong tich cuc caia quan tri quan
hé khach hang va quan tri trai nghiém khach hang dén két qua kinh doanh; nghién
ctru két hop gitra nghién ctru tinh hudng va thuc nghiém dé giai quyét muc tiéu
dé tai; nghién ciru danh gia két qua kinh doanh théng qua thanh céng bén trong
va thanh céng bén ngoai doanh nghiép; xay dung bd thang do quan tri quan hé
khach hang va quan tri trai nghiém khach hang trong linh vuc béan Ié dbi véi tac
dong cua chung dén thanh cong bén ngoai doanh nghiép va thanh céng bén trong.

Dbi véi y nghia thyc tién caa nghién ciu, luan an da xay dung thang do cho
cac thanh phan cia md hinh ly thuyét va kiém dinh mé hinh do luong dya trén
van hoa dic thi cua Can Tho. Pay la tién dé gilp nghién cau tiép theo cd thé
tham khao thang do phuc vu cho cac nghién ciru trong twong lai. Két qua nghién
ctru gilp cac doanh nghiép dé ra cac chuong trinh phu hop dé thu hat, duy tri
khach hang théng qua viéc thuc hién quan tri quan hé khach hang va quan tri trai
nghiém khach hang. Ngoai ra, luan an s& kich thich cac nghién cau tiép theo thuc
hién xem xét méi quan hé giira quan tri quan hé khach hang va quan tri trai
nghiém khéch hang hozc thuc hién nghién ciu cho ting linh vyc, nganh nghé
khac nhau. Bén canh d6, nghién ctru con la tai liéu tham khao cho cac co s¢ dao
tao va giang day ¢ cac doanh nghiép.
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