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TOM TAT:

Quan tri chat lugng déng vai trd quan trong cho sy tdn tai va phat trién clia ti't ca cdc doanh

nghiép trong thdi budi canh tranh khdc liét. Mot khi quén tri chi't lugng tdt sé tao 1gi thé canh

tranh, ddc bié€t 1a trén thi trudng hang hda dich vu nhu hién nay. Trong bai bdo nay, tic gid phan

tich thyc trang quan tri chdt lugng cda hé thdng ctra hang Circle K tai thanh phd Viing Tau, tir d6

duwa ra mot s6 gidi phdp nhim hoan thién cong tdc quan tri chat lugng cho hé thdng cita hang

Circle K tai thanh phd Viing Tau.

T khéa: Circle K, quan tri chit luong, cira hang tién 16i, bdn 1€, thanh phd Viing Tau.

1.Pat van dé

Hé thdng ctta hang Circle K tai thanh phd Viing
Tau Ia mot trong nhitng chudi cita hang tién 1gi phd
bi€n, d6ng vai trd quan trong d4p Gng nhu cAu mua
sdm va tién ich ctia khach hing mdi ngay. Tai cic
ctta hang Circle K cung cip dich vu chim séc
khach hang huéng dén viéc dem lai cho khach
hang trai nghiém mua sim hai long, thd vi, thun
tién. San pham tai Circle K Viing Tau da dang gdm
thyc phdm kho, dd udng, dd in nhe va cic do tién
dung khac. Thdi gian hoat dong 1a 1gi thé 16n nhat
clia clra hang véi thai han hoat ddng 24/7, cac clra
hang Circle K mang lai su tién 1gi va tao diéu kién
cho khich hang ti€p can dé dang, dic biét thanh
phd Viing Tau la thanh phd du lich nén lugng du
khich cAn mua sim rit cao trong nhiéu khung gid
khéc nhau.

Circle K tai thanh phd Viing Tau c6 dén 10 dia
chi phan b3 déu & tit ca cac phudng trén dia ban,

tat cd clra hang nay déu c6 chung Idi thé 1a dit tai
céc toa chung cu, khu dong dan nhim thuin lgi
trong viéc thu hit lugng 16n khach hang. Vi tri toa
lac gin giii, d& dang ti€p can khong chi tao diéu
kién thudn Igi cho ngudi dan dia phuong ma con
gitp du khéch dé&n du lich tai thanh phd Viing Tau
c6 nhu cAu mua sim thuin tién. Khach hang chi
cAn mua 1 sdn phim s& c6 khong gian d€ ngdi lam
viéc c6 dy dd wifi, diéu hoa, dd 4n va nuSc udng.

Trong bai viét nay, tic gid phan tich vé quan tri
chat lugng clia hé thdng ctta hang Circle K tai
thanh phd Viing Tau nhim cai thién chat lugng
dich vy, ting hiéu suat kinh doanh cho Circle K.

2. Thuc trang chat lwgng dich vu ciia hé thong
ctia hang Circle K tai thanh phé Viing Tau

2.1. Chdt lugng sdn phdm

Circle K trén dia ban thanh phd Viing Tau ddm
bdo cdc sdn phim dugc cung cip trong cic clia
hang déu dat dugc tiéu chudn chit lugng. Viéc da
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dang céc loai hang héa gitp khich hang c6 thém
nhiéu su lya chon khi mua sim.

Ché't lugng sdn phim khong chi phdn 4nh d&n sy
hai 1ong cla khach hang ma con xay dung uy tin
cho thuong hiéu. Circle K tai thanh ph§ Viing Tau
luon ddm bio san phim dudc cung cAp an toan,
sach s& ddp ting nhu ciu clia khach hang.

2.2. Tiéu chudn héa chdt luong

Circle K tai thanh phd Viing Tau c6 nhitng tiéu
chuin vé chat lugng va dich vu d€ ddm bao dap
ting dugc nhu ciu va cdc quy dinh cda phap luat.
Céc tiéu chuén vé& nguyén vat liéu, an ninh trat ty,
an toan vé sinh thuc phﬁfm dat ra d€ ddnh gid dudc
Circle K thu thap su phan hoi tir khdch hang sau khi
trdi nghiém san phim va dich vu.

2.3. Cong tdc qudn tri chat lupng

Hé thong quén ly cta Circle K tai thanh phd
Viing Tau dugc thyc hién theo ding quy trinh va
tiéu chudn ddm bao chit lugng san pham va dich vu
nhim ddp ¢ng nhu ciu clia khach hang. Circle K
dua trén cdc nguyén tic, tiéu chuin qudc t€ gdm
ISO 9001 va ISO 14001. Quén tri cht lugng trong
Circle K bao gdm:

- P4m bao tuan thi cdc tiéu chuén chat lugng:
tuan tht cdc tiéu chuin c6 sin 1a co sd tao su uy tin,
niém tin ctia khach hang d6i v6i hé thdng clra hang.
C6 thé tha'y hiu hét cic cira hang Circle K da va
dang thuc hién rat tot vin dé nay.

- Kiém soat quy trinh sdn xuit va cung cap dich
vu: Circle K tai thanh phd Viing Tau thuc hién céc
hoat dong ki€m tra chat lugng dinh ki &€ ddm bio
cdc san phdm va dich vu clia ho ddp tGng cic tiéu
chudn chat lugng.

- C4i tién lién tuc: Circle K tai thanh phd Viing
Tau 1a chudi clra hang tién 1gi nén viéc lién tuc cdi
ti€n cAn dugc duy tri va thuc hién thudng xuyén.
Quan tim dén san pham gitip ho khong ngirng ning
cao chit lugng sdn phéfm va dich vu theo thdi gian,
dura d@&€n cho khidch hang nhitng diéu tot nhat.

2.4. Hoat dong do luong chdt lugng

Hoat dong do Iudng chit lugng la yé&u t6 quan
trong vé danh gi4 hidu suit clia hé thong quan tri
chat lugng. Circle K thi€t 1ap nhitng chi s& chat
lugng, tiéu chuin d€ do ludng va theo ddi hiéu suit
chit lugng d6. Mot vai chi s8 do ludng chit lugng
dich vu ctia Circle K tai thanh phd Viing Tau c6
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nhitng y&u & dénh gia nhu chi s6 hai long khach
hang, chi s6 chat lugng sin pham, chi s6 moi trudng,
chi s& hiéu suat nhan vién,... TAt ca nhitng y&u t& d6
gidp Circle K tai thanh pho Viing Tau dénh gia va
theo doi hiéu sut trong viéc cung cAp dich vu dé c6
nhitng phuong huéng ti uu cho kinh doanh.

Hoat dong do ludng chat lugng 12 mot qué trinh
quan trong va khong ngitng nhim ddm bido mdi
khich hang déu dudc trai nghiém tt nhat. St dung
cdc cong cu do ludng phu hgp, Circle K tai thanh
pho Viing Tau khong chi dénh gid hiéu sudt ma con
lién tyc cai ti€n chat lugng.

2.5. H¢ thong cong cu qudn tri chét lugng

Circle K tai thanh phd Viing Tau trién khai hé
thong cong cu quén tri chit lugng hiéu qua dé
ddm bdo moi cla hang tudn thd cdc quy dinh va
tiéu chuin chat lugng. Hé thdng nay bao gdm cic
cong viéc:

- Tiéu chudn phai theo dbi hiéu suit: cic tiéu
chuin dugc Circle K tai thanh phd Viing Tau quin
ly k§ ludng gdm doanh s6 ban hang, quin ly
ton kho.

- Pao tao nhin vién vé quy trinh: nhan vién 12
ngudi ti€p xidc truc ti€p véi khach hang. HY trg tw
van, phuc vu khich hang can dudc dio tao mot
cach chi ti&t, bai bdn dé ddp ing yéu cAu ngay cang
cao ctia khach hang.

- Thyc hién cdc bién phdp cai ti€n: dya trén
nhitng s6 liéu thu thap, thong k&, ddnh gia thuc t€
dé nhan dinh, ddm bio viéc tuan thi hiéu qua cic
tiéu chudn ma trudc d6 hé thong cira hang dé ra.

2.6. Cdc chi phi chét lugng

Circle K quén ly nhitng chi phi vé chat lugng
ddm bio cac hoat dong déu thyc hién hiéu qua va
véi chi phi ti€t kiém nhat. Thit nhat, chi phi nhan
vién: bao gdm tat ci cdc khodn chi trd lién quan
dén viéc tuyén dung, dao tao, duy tri doi ngii lao
dong clia hé thong ctta hang, luong cd ban cic
khodn phu cAp va dii ngd, cdc chinh s4ch phic lgi
cho nhan vién va chi phi dao tao nhan vién. Circle
K chi trd cdc khodn chi phi trong viéc duy tri hé
thong quan 1y nhan sy, xt 1y cac thi tuc lién quan
dén nhan vién, 1a mot khodn diu twr quan trong dé
ddm béo cho luc lugng lao dong chit lugng, vi nhan
vién 12 ngudi true tiép ti€p xtc v6i khdch hang nén
cAn dau tu ky ludng, bai ban. Thi hai, chi phi kiém
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dinh chét lugng sian phim: dé ddm bdo moi sin
phdm ban ra déu ddp Gng cic tiéu chuin chat lugng
cao nhit, clra hang can c6 sy kiém dinh nghiém
ngit. Do d6, viéc chi tra cho cic hoat dong kiém tra
cht lugng san pham khi nhap hang, ki€m tra dinh
ky trong qué trinh lvu trit va kiém tra true khi bay
ban cho kh4ch hang rit can thiét.

2.7. Cong tdc dam bdo va cdi tién chat lugng

Circle K tai thanh phd Viing Tau lién tuc cai
thién chdt Iugng bing viéc thu thip phan hdi tir
khach hang, sau d6 x4c dinh nhitng vin dé va thuc
hién cdc bién phdp cdi ti€n. Circle K lién tuc cdi
thién trong moi khia canh hoat dong ctia ctra hang,
tif san pham, dich vu, quan 1y kho, nhan vién dén
moi trudng 1am viéc. Nhim dem lai gid tri cao nhat
cho khiach hang va cdng dong, Circle K tai thanh
phd Viing Tau ludn cai thién va ning cao chit
luong, phat trién vitng manh vi thé trong thi trudng
clra hang tién Igi.

2.8. Hoat dong kiém tra, kiém sodt chdt luong
san phdm

Circle K tai thanh phd Viing Tau ti€n kiém tra
dinh ky hang thang, hang quy, lién tuc theo doi dé
ddm bio san phdm ddp tng cic tiéu chuin chit
lugng. Cu thé nhu viéc nhap hang héa vé clta hang,
bd phan kho quan i kiém tra chit lugng diu vao
clia sin phim nhu han st dung, trang th4i bao bi.
Trong trudng hgp, phat hién c6 sin phdm khong dat
chat lugng, bd phan ki€m tra 1ap tifc phan hdi véi
nha cung cap va hoan lai s6 hang do.

Circle K tai thanh phd Viing Tau cam két vé
chit lugng, sin phadm bay ban ludn dudc ki€m dinh
mot cach k§ ludng nhat. Hé thong ctta hang Circle
K st dung cc cong cu thdng ké nhu biéu d6 ki€m
soat, phan tich s6 liéu do ludng dudc trong mot qué
trinh nhat dinh.

3. Panh gia vé hoat dong quan Iy chat lugng
tai hé¢ thong cita hang Circle K thanh phé

Viing Tau
3.1. Uu diém ciia hé thong ciia hang Circle K tai
thanh phé Viing Tau

Thit nhdt, déam bdo tot chdt lugng sdan phdm: San
phdm ban tai cic clra hang ludn dugc ki€m dinh rat
nghiém ngit, ludon ddm bio vé chat lugng, mang
dén cho khich hang mit hang tdt nhit, ngudn goc
rd rang.

Thit hai, da dang phuong thiic thanh todn: Circle
K ¢6 cédc hinh thdc thanh todn da dang cho khach
hang, thun tién cho viéc mua sim nhu: thanh todn
bing tién mat, chuyén khoan qua cic app lién két,
bing thé.

Thit ba, doi ngit nhdn vién linh hoat: Nhan vién
déng vai trd quan trong trong viéc xay dung mot
mdi trudng mua sim tai ctta hang Circle K. Viéc
phin b6 nhan su mdt cdch thong minh va linh hoat
gifta cdc vi trf nhu thu ngan, pha ch&, kha niing
thich ttng nhanh chéng véi nhu ciu va yéu ciu clia
khdch hang 1a y&u t6 quyét dinh d&€n doanh thu
cla ctra hang.

Thit tu, su tién lgi va nhanh chéng: Clia hang dap
ting nhanh chéng, kip thdi khong dé cho khach
hang chd dgi qua lau.

3.2. Ton tai va nguyén nhan ciia hé thong ciia
hang Circle K tai thanh phé Viing Tau

Thit nhét, chua ddp ting dii nhu cau khdch hang:
Do khong gian han ché, Circle K khong cung cap
nhiéu su lya chon sin phﬁfm nhu céc siéu thi 16n
hoic ctta hang chuyén biét. Su han ché nay c6 thé
khi€n cho cira hang khong cé moi loai sin phdm
ma mot s& khdch hang cin. Bén canh dé, khdng
d4p tGng dugc nhu ciu giao hang tin ndi ciing 1a
mot han ché€ 16n cda Circle K. Nguyén nhan chi
y&u clia cdc van dé nay do mo hinh kinh doanh ctia
Circle K tap trung chl y&u vao md hinh ban 1&
truyén thdng. Circle K tip trung vio viéc cung cAp
cdc san pham va dich vu truc ti€p cho khach hang
tai clra hang, thay vi phat trién cdc dich vu giao
hang hoic m§ rong khong gian ban hang ddp dng
nhu ciu da dang ctia kh4ch hang.

Thit hai, khong gian han hep: Du vi tri dia i
thuan 1gi trong viéc ti€p can khich hang, nhung
khong gian ctta hang con han hep nao lam gidm di
su da dang ctia cac san pham Circle K c6 thé cung
cip, va c6 thé gip kho khin trong viéc trung bay
san phim hap din va thu hit khiach hang. Nguyén
nhan do vi tri c4c clra hang chii y&u nim & khu vuc
do thi dong dan cu, gia thué mit bing thudng cao.
Mot phin clia khong gian trong clra hang ciing phéi
dudc danh cho viéc luu trit va trung bay hang héa.

Thit ba, gid cd cao hon so vdi thi truong: So véi
mit bing chung Circle K, sy thuin tién cta viéc
mua hang tai Circle K v4i thdi gian linh hoat 24/7,
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gid cd cdc mit hang cao hon so véi mot s6 clra
hang khdc trong khu vuc. PE duy tri 1gi thé trong
thi trudng canh tranh nay, Circle K c6 thé budc
phai duy tri mifc gid cao hon dé bu dip cho chi phi
van hanh va ddm bdo 1¢gi nhuin. Nguyén nhin
chinh do tinh chdt md hinh kinh doanh ctia Circle
K. Céc clra hang cia Circle K thudng phdi d6i mit
v6i cdc chi phi vAn hanh cao nhu thué mit béng,
lao dong, van chuyén hang héa tir nha cung cip
dé&n ctta hang.

Thit tu, van dé vé an ninh: V& dém, khach hang
dén cic ctta hang Circle K giam di dang k&. Cic
ctra hang Circle K thudng gidm bét s6 lugng nhan
vién vao ca dém dé ti€t kiém chi phi. Su thi€u hut
nhan vién va gidm sit c6 thé lam gidm kha ning
phdn Gng va tng phé khi c6 tinh huéng khan cip,
tao diéu kién thuan 1¢i cho tdi pham.

4. Pé xuat cac giai phap cho hoan thién quan
tri chat lugng cita hé thong cira hang Circle K tai
thanh phé Viing Tau

Bén canh nhitng vu di€ém ma hé thong ctra hang
Circle K tai thanh pho Viing Tau dat dugc thi vin
con mot s6 mit han ché. T4c gid xin dua ra mot s
gidi phap nhim gép phin xiy dung va phat trién

ngay mot tét hon.
Mot la: Hoan thién hé thong gid ca phit hop véi
thi truong

Hé thong ctta hang Circle K cin xem xét va
diéu chinh lai chi phi hoat dong nhu chi phi van
hanh, chi phi van chuyén hang héa tir nha cung
cAp dén ctra hang. Circle K c¢6 thé hgp nhit 16
hang dé€ gidm chi phi van chuyén. Bén canh dé,
Circle K tim cdc nha cung cap dich vu van chuyén
c6 gid cd canh tranh d€ gidm bét dp luc chi phi;
xem xét chi phi nhian cong d€ cit gidm chi phi.
Circle K c6 thé dao tao nhan vién dé ning cao
hiéu sudt lam viéc, gidm thi€u thdi gian va chi phi
dio tao méi. Pong thdi, Circle K xem xét viéc
ing dung cong nghé dé tdi wu héa quy trinh lam
viéc va gidm s8 lugng nhan vién.

Hai la: Hoan thign hé thong khong gian kinh
doanh

Circle K cin thyc hién mdt t6i wu héa khong
gian thong minh, thodng mat. Mot trong nhitng bién
phdp quan trong 12 t8i uu héa b tri gian hang, tin
dung t6i da khdng gian bing viéc sip x&p hang héa
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va ké hang mot cach thong minh, gon gang, khoa
hoc va logic. Tich hgp cédc gidi phap linh hoat ciing
12 mot bién phdp quan trong khic d€ t6i da hoa
khong gian ngdi trong ctta hang. Viéc sit dung ban
gh& gip hoic gh€ dua vao tudng c6 thé gitip tiét
kiém khong gian, tao ra khong gian mg rong khi
can thi€t. Piéu nay khong chi tao diéu kién thuan
1gi cho khéch hang thu gidn, ma con gitp t6i uu hda
khong gian cta hang, tao ra mot mdi trudng mua
sdm linh hoat va thodi mai.

Hon nita, phin loai sin phdm va tap trung vao
cdc mit hang chi dao 1a mot phuong tién hiéu qua
dé gidm bét khong gian chi€m dung bdi cdc mit
hang. TAp trung vao cdc sin phaim phd bi€n va
dudc wa chudng nhat, Circle K gidm b6t khong
gian can thi€t cho cdc mit hang khdng hiéu qui,
ting cudng trdi nghiém mua sim cho khdch hang
biing viéc cung cip nhitng sin phdm chi't lugng va
da dang.

Ba la: Pam bdo an ninh trong hoat dong kinh
doanh

D3&i véi nhan vién tai cra hang, cAn dugc dao
tao va cung cip cdc thong tin phong ngira tdi pham
cling nhu cdc nghiép vu x{ Iy tinh hudng khin cap.
Cilra hang cin trang thi€t bi hé thong camera gidm
sat 24/7. Tranh tu tdp dong ngudi trong khudn vién
clia ctta hang vao khung gid nita dém, trinh giy dn
A0, mat trit tv an ninh khu vuc.

Bon la: Cdi thi¢n hé théng cung iing san phdm
thod man nhu cdu khdch hang

Circle K phai cap nhat cdc san phdm theo miia
vu, theo dia phudng, theo xu huéng d€ dap tng da
dang nhu cAu khach hang. Pam bio chat lugng sin
pham tai cra hang ludn tudi ngon, dat tiéu chuin vé
sinh an toan thyc phdm. Bén canh dé6, ci thién dich
vu khdch hang biang viéc dao tao nhan vién c6 théi
d06 phuc vu than thién, vui vé va chu déo.

Hang thdng, hang quy, hé thong clra hang Circle
K cin ¢6 nhitng cudc khdo sit ddi véi khach hang
nhiim ti€p nhan va thu thap thong tin tif khach hang
vé san phdm, chat lugng, dich vu... Tir 6, phan tich
va dua ra chi€n lugc kinh doanh phit hgp vdéi clta
hang va cdc ddi tugng khach hang. Diéu nay gitp
hé thong cira hang Circle K thay d6i tich cyc hon,
ngay cang xay dung hinh dnh uy tin hon trong mit
khachhangm
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QUALITY MANAGEMENT
IN CIRCLE K STORES IN VUNG TAU CITY:
CURRENT SITUATION AND SOLUTIONS

® NGO THUY LAN
Ba Ria - Vung Tau University

ABSTRACT:

Quality management is a critical factor in the survival and growth of businesses, particularly in
today's highly competitive market for goods and services. Effective quality management not only
ensures customer satisfaction but also establishes a strong competitive advantage. This study
examines the current state of quality management in the Circle K store system in Vung Tau City,
identifying key challenges and areas for improvement. Based on the findings, the study proposes
strategic solutions to enhance quality management, thereby strengthening the competitive position
of Circle K stores and supporting their long-term development.

Keywords: Circle K, quality management, convenience stores, retail, Vung Tau City.
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