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11. Summary of the new findings of the thesis:

The study provides new theoretical contributions in service quality: (1) Developing and examining the research model in retail service quality at supermarkets and convenience stores (2) Identifying the factors, observed variables and measurement scale of service quality in supermarkets and convenience stores (3) Finding the new factors of service quality in supermarkets and convenience stores in Hanoi.

Besides, the study provided the analysis of the current situation of retail service quality at supermarkets and convenience stores, the advantages and the limitations in retail service quality and suggested some solutions for managers and policy makers to improve retail service quality toward customer satisfaction and customer loyalty. 

12. Practical applicability, if any:

Measurement scale and question items of this study can be applied in the retail business to identify the drivers for customer satisfaction and improvement of service quality for enhancing customer satisfaction.

The analytical results of this study could be used as reference for managing retail service and formulating the regulation of retail service management.

13. Further research directions, if any:

The framework of this study would be used (with revision) for studying other service quality area such as online retail service, transportation, tourism. 
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