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LO1 CAM ON

Pé hoan thanh luan vin nay, t6i di nhan dugc giap d& rat nhiét tinh cua nhiéu
c& nhan va to chic.

T6i xin bay to 16ng biét on siu sic dén gido vién hudng dan — Ths Pham Phuong
Trung, ngudi di tan tinh giup d& va chi bao, hudng dan toi trong sudt qué trinh
thuc hién va hoan thanh luan van cua minh.

TAi xin trén trong cam on ban 1anh dao khach san Canary Hué d3 nhiét tinh giup
dd trong sudt qué trinh thuc hién dé tai.

Mic du da hét suc cb gang nhung trong sudt qué trinh th v ¢ tap va hoan thanh
luan van, t6i van khong tranh khoi nhiing sai sot, kinh mong quy th iy c6 va ban
lanh dao khach san Canary déng gop y kién dé dé tai duoc hoan hi é n hon.

Xin chan thanh cam on!
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Khoa lu@n Tét nghiép GVHD: ThS. Pham Phwong Trung

PHAN 1: PAT VAN PE

1. Ly do chon dé tai

Hué 12 mot trong nhitng thanh phé c6 nganh du lich phéat trién manh. Theo thdng k&,
du khach thuong mét 50% chi phi caa minh cho hoat dong Iuu tra. Do vay, hoat dong
lwu tra giir vai trd khong nho trong sy phat trién cia nganh du lich va ngay cang nhiéu
nha dau tu tham gia vao hoat dong kinh doanh khach san, diéu nay lam cho su canh
tranh trong nganh dién ra ngay mot gay gat hon.

Cung véi su phét trién caa nganh du lich thi nhu cau cua khach hang ciing ngay mot
cao hon. Dé c6 thé dimng viing trén thi truong doi hoi cac doanh nghiép phai thoa man
moi nhu cau caa khéach. Céch tét nhat 1a phai nang cao chat luong dich vu cung tng.
Bai mot khi chat luong dich vu hoan hao khdng nhir ng khach san c6 thé giir duoc
khach hang cii ma con 1a cach marketing hiéu qua nhat dé n khach hang méi. Vay,
nang cao chat luong dich vy ra sao? Lam thé nao dé co dugc chét lwong dich vu tot?
Lam sao dé bao dam dugc mét tidu chuan cha lwong pht hop nhat véi khach hang muc
tiéu trong mong muén tiét kiém chi p i caa doanh nghiép?

Vén dé chi dugc giai quyét trén co s& hoan thién cong tac quan tri chat luong. Day
la vin dé cap thiét va sdng con caa khach san Canary Hué trong thoi gian téi.

Mé cira don khach tir ndm 2014 , toa lac ngay tai trung tdm thanh phé cach séng
Huong chi 150 mét, rat gan v i nh @mg dia diém du lich ndi tiéng. Day vira 1a diém
manh va ciing 1 thach thir d6i voi Canary trong viéc canh tranh véi cac dbi tha manh
khac trong nganh.

Xuat phat tir thy ¢ t é do, toi xin chon dé tai “Céc yéu té anh huong dén sy hai long
cia khach hang v é ch at lugng dich vu luu tra tai khach san Canary Hué” 1am luan
van tot nghiép.

2. Muc tiéu nghién cau

Pénh gia mic do hai long cua khach hang déi véi dich vu khach san Canary Hué.

Xéc dinh cac nhan t6 anh huang dén su hai long caa khéach hang vé chat lugng dich
vu khéch san Canary Hué.

Pé xuat mot sé dinh husng giai phap dé nang cao chat lugng dich.

3. Péi twong va pham vi nghién ciu
Péi tuong nghién ctru: Su hai 10ng caa khach hang, cac yéu té anh huong dén sy hai
long cua khach hang ddi vé6i dich vu luu tra tai khach san Canary Hué.
SVTH: Trdn Ngoc Quang Vi | 1



Khoéa lugn Tét nghiép GVHD: ThS. Pham Phwong Trung

Khach thé nghién ciu: Khach hang sir dung dich vu luu trt tai khach san Canary
Hué trong thang 4 nam 2016.

Pham vi nghién cuu:

+ Khong gian: cac noi dung nghién ctru trén dugc tién hanh tai khach san Canary
Hué.

+ Thoi gian: Bé dam bao tinh cap nhat, tai liéu thir cdp duogc thu thap trong pham vi
thoi gian 03 nam trd lai day tir 2013 dén 2016. Céc dir liéu so cip duogc thu thap trong
vong 2 thang (thang 3 va thang 4 nam 2016).

4. Cau héi nghién ciru.

- Quan tri chat luong dich vu 1a gi?

- Thé nao 1a sy hai long cua khach hang vé chét luong dich vu?

- Quy trinh thyc hién hoat dong cung cap dich vu tai khach san nhu thé nao?

- Lam thé nao dé khach hang cam nhan duoc ch 4t lugng d ich vu tai khach san? Ho
danh gia chét luong dich vu khach san théng qua nh & ng y u té nao?

- C4c yéu t6 anh hudng dén su hai long cua k &ch hang khi st dung dich vu luu tra
la gi? Mtrc d6 anh huong cua chung dé sy ai 1ong ra sao?

- Khéch hang c6 hai 16ng véi chit lug g dich vu tai khach san khong?

5. Phwong phap nghién cir u

5.1 Quy trinh va phwong phdp xir Iy 56 liéu.

Quy trinh nghién ctiru gém 2 budce: nghién ciru dinh tinh (so bo) va nghién ciru dinh
luong (chinh th @ ¢)

Buac 1: Ngh én ctru dinh tinh (so bg).

La budc ngh én ¢ tru dé kham pha, diéu chinh va bd sung cac thang do, sir dung ky
thuat trao doi, tim kiém thdng tin, thao luan truc tiép vai cac khach hang va nha quan
ly voi 26 muc hoi ban dau caa thang do LQI dé do luong su hai 1ong cia khach hang
(3 bién). Cac cau hoi ban dau dugc thiét ké 1a bang cau hoi ma dé thu thap thém céc
bién thich hop tir phia khach hang va céac chuyén gia.

Thuc hién budc nay nham kham pha cac bién quan sat mai dé bo sung vao mé hinh
nghién ctru cling nhu loai bo céc bién khdng phi hop véi van héa, loai hinh dich vy va
thuc trang kinh doanh tai khach san nhim tao ra mét bang cau hoi phd hop dung cho

nghién ctu chinh thaec.
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Budc nay duoc thyc hién qua cac cudc phong van truc tiép 20 khach hang dang sir
dung dich vu caa khach san va cac can bo quan Iy cha chét cua khéach san, trén co so
d6 diéu chinh lai céc cau hoi cho phi hop.

Budc 2: Nghién ctru dinh lugng (chinh thic).

Kiém dinh thang do va mé hinh 1y thuyét, duoc thuc hién sau khi bang cau hoi ¢
budc nghién ciru dinh tinh dugc hiéu chinh lai véi ngdn tir dé hiéu, rd rang, c6 bd sung
va loai bét cac bién khong phd hop. Céc bang cau hoi dugc giri dén céc khéach hang
dang sir dung dich vu tai khach san Canary Hué.

Dit lidu diéu tra duoc tién hanh phan tich véi sy hd trg caa phan mém SPSS 20.0
cho moi truong Window qua cac budc phan tich nhu sau:

5.1.1 Thong ké mé td

Mau thu thap duoc tién hanh phan tich bing cac thong ké mé ta: Phan loai mau theo
tiéu chi phan loai diéu tra, tinh trung binh, gia tr i | 6n nh 4 t, gia tri nho nhit cua céac
tra 1oi trong cau hoi diéu tra.

5.1.2 Kiém dinh su tin cdy cua thang do

Dé kiém dinh su tin cdy cua cac tha g do sir dung trong nghién cau, t6i st dung hé
s6 Cronbach's Alpha dé kiém dinh va hé sb tuwong quan bién tong. Céc bién khdng
dam bao tin cay s& bi loai kh 6i mé hinh nghién ctu va khdng xuét hién khi phan tich
kham pha nhan té (EFA). Tiéu hu 4 n lya chon Cronbach’s Alpha téi thiéu 12 0.6 (Hair
va cong su, 2006), hé sb twong quan bién tong nho hon 0.3 duoc xem & bién rac va
duong nhién loa i kh 6i t ang do (Nunally va Burstein, 1994).

5.1.3 Phén tich k dm p d nhan to

Sau khi cac khai ni ém (nhan t6) duoc kiém dinh thang do bang Cronbach’s Alpha
sé tiép tuc dugc dua vao phan tich kham pha nhan t6 (EFA). Phan tich nhan té s& gilp
nha nghién ctu rat ra dugc nhitng nhan té tiém an tr mot tap hop cac bién quan sét
nhé hon, c6 ¥ nghia hon. M6t sb tiéu chuan &p dung khi phan tich EFA trong nghién
ctru nhu sau:

- Kiém dinh sy thich hop ctia phan tich nhan té véi dir liéu cia mau théng qua
gia tri thong ké Kaiser-Meyer-Olkin (KMO). Theo d, tri s6 cia KMO 16n hon 0,5 thi
phan tich nhan t6 1a thich hop (Garson, 2002), nguoc lai néu tri s6 KMO nho hon 0,5
thi 4p dung phuong phap phén tich nhan t6 khong thich hop véi dit liéu dang c6.
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-S4 luong nhan t6: Sb lugng nhan té dugc xac dinh dya vao chi sé eigenvalue
dai dién cho phan bién thién dugc giai thich boi mi nhan té. Theo tiéu chuan Kaiser
thi nhitng nhan té cé eigenvalue nho hon 1 s& bi loai khoi md hinh nghién ctu
(Garson, 2002)

- Phuong sai trich (variance explained criteria): Tong phuong sai trich phai 16n
hon 50% (Hair va cong su, 1998).

- Do gi4 tri hoi tu: Dé thang do dat gia tri hoi tu thi hé sé twong quan don giira
cac bién va cac hé sé chuyén tai nhan tb (factor loading) phai Ién hon hoic bing 0,5
trong mot nhan té (Gerbing & Anderson, 1988)

- Phuong phap trich hé sb yéu té Principal components vai phép xoay Varimax
dé dam bao s6 lwong nhan té 1a bé nhat (Trong va Ngoc, 2008).

5.1.4 Xay dung phwong trinh hoi quy

Sau khi thang do cua cac yéu td khao sat da duoc ki ém dinh thi s& duoc xir ly chay
hoi quy tuyén tinh bang phuong phép tong binh phuong nhé nhit (OLS) bang phuwong
phap Enter. Theo Nguyén Dinh Tho (2011), p wong phap Enter phu hop hon véi cac
nghién ctu kiém dinh.

5.1.5 Kiém dinh cdc gia thuyét ngh én ciiu

Céc gia thuyét nghién ctu s & duoc tién hanh kiém dinh théng qua di liéu nghién
ctru cua phuong trinh hdi quy duo xay dung. Tiéu chuan kiém dinh sir dung théng ké
t va gia tri p-value (Sig.) twong tmg, do tin cay lay theo chuan 95%, gié tri p-value s&
duogc so sanh tr u ¢ ti & p vai gia tri 0.05 dé két luan chap thuan hay béac bo gia thuyét
nghién ctiru. P6 v & cac kiém dinh sy khac nhau giira cac tong thé con trong nghién
ctu ta sir dung ki ém dinh T-test va phan tich phuong sai (ANOVA) dé kiém dinh,
kiém dinh nay ciing sir dung viéc so sanh truc tiép gia tri p-value twong ing. Dé xem
Xét sy phu hop dit lidu va sy phi hop caa mé hinh ta sir dung hé sé Adjusted R-square,
thong ké t va théng ké F dé kiém dinh. Dé danh gia sy quan trong cua cac nhan tb ta
xem xét hé s6 Beta tuong tng trong phuong trinh hoi quy bdi dugc xay dung tir dir

liéu nghién ctu.
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5.2 Mé hinh nghién ciru va cdc gid thuyét.

Hinh 1. M6 hinh nghién cuu

Su hai long
(SAT)

Sy giao tiép
(COM)

M6 hinh s& dugc dung dé kiém dinh hai nhom gia thuyét sau:

Nhom gia thuyé t v & quan hé gitra cac thanh phan chat lugng cam nhan dich vu d6i
vai su hai long cua khach hang:

H1: Phuong tién htu hinh cé quan hé duong véi su hai long

H2: Su Tin cay c6 quan hé duong véi sy hai long

H3: Sy phan hoi ¢6 quan hé duong véi su hai long

H4: Su tu tin ¢6 quan hé duong véi su hai long

H5: Sy giao tiép c6 quan hé dwong véi su hai long.
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5.3 Thang do.

5.3.1 Thang do chat luong dich vu

Thang do chu yéu trong nghién ctu nay l1a Loding Quality Index (LQI), duoc hiéu
chinh sau khi tham khao céc nghién cau chat lugng dich vu luu tra khach san. Tir déy,
bang cau hoi thr nhat dugc xay dung va hiéu chinh sau nghién ctu so bo dé thanh
bang cau hoi thir 2, sau d6 bang nay lai duoc tiép tuc lay y kién chuyén gia, phat hanh
thir dé tro thanh bang cau hoi chinh thuc.

Niam thanh phan cua LQI khoi dau duoc do ludng bang 26 bién. Thong qua cac
cudc phong van ca nhan di duoc thuc hién véi khach luu tra trong thang 3 nim 2016,
doc y kién phan hoi tir khach hang di luu tra trude d6, quan sat thuc t kinh doanh tai
khéch san va tham khao céc dé tai nghién ciru lién quan, t6i xin dé xuit thang do sau:

Bang 1. Thang do danh gid chdt lwo ng d jch vu

STT | Mé&hoa | Sw hiru hinh

1 HH1 | Quay 18 tan dugc bb tri dep

2 HH2 Nhan vién dn mic sach s&, déng phuc gon gang.

3 HH3 Nha hang luén chao don

4 HH4 | N¢i that dugc b tri thuan tién

5 HH5 Khach san sach sé

6 HH6 Khéng gian bén ngoai hap dan

7 HH7 | Gan 4c diém du lich
Su tin ay

8 TC1 | Vi¢c dat phong cua toi dugc xu 1y hiéu qua

9 TC2 | P ong nghi cia toi da sin san nhu cam két

10 TC3 T\{, Wi-fi, A/C, dén, va cac thiét bi khac 1am viéc chinh xac, hiéu
qua

11 TC4 | Diéu t6i nhan dugc twong tmg vai chi phi toi da tra
Sw phan hoi

12 PH1 | Nhan vién tra 161 kip thoi cac cau hoi cua toi

13 PH2 | Nhan vién san long tra 1di cac cau héi cua toi

14 PH3 | Nhan vién phan tng nhanh dé giai quyét van dé cua toi

15 PH4 | Thu tuc nhén - trd phong nhanh chong va hiéu qua

16 PH5 | Dich vu nha hang nhanh chéng

17 PH6 | Dich vu budng phong nhanh chéng
Su tu tin

18 TT1 | Nhan vién biét vé nhiing dia diém hap dan

19 TT2 | Nhan vién ddi xir voi toi mot cach ton trong

20 TT3 | Nhan vién to ra lich su khi tra 101 cac cau hoi cua to1
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21 TT4Khfich san cung cip mot moi trudng an toan
Sw giao tiép
22 GT1 | Hoéa don thanh toan cua t6i duogc giai thich mét cach rd rang
23 GT2 | Toi dugc don tiép cong bang, khong phan biét & quiy 18 tan
24 GT3 | Nhan vién 18 tAn di ¢ ging dé tim hiéu cac nhu cau cu thé cua toi
25 GT4 | Nhan vién da doan truéc nhu cu cta toi

5.3.2 Thang do do hai long
Bdng 2: Thang do do hai long

STT | Mahoba | Sw hailong cia khach hang
1 HL1 T61 hai 1ong voi co sé vat chit cua khach san
2 HL2 To1 hai long voi cung cach phuc vu cua khéch san
3 HL3 Nhin chung tdi hai long vai chat lugng phuc vu cta khach san
4 HL4 | To61 s€ gidi thi€u khach san Canary cho nhiing nguoi khéc
T6i s& lira chon khach san Canary dé luu tra trong lan tiép theo
5 HL5 P Z
dén Hué

5.3.3 Lwa chon mirc do cua thang do

Nghién cttu nay la mot nghién ciru dinh luong, vi vay thang do dugc lua chon phai
1a thang do cap bac hoic thang do ty 18, khd g thé dung céc thang do dinh danh dé tién
hanh diéu tra. Thang do cip bac co thé dugc st dung 1a thang do Stapel hodc thang do
Likert, tuy nhién thang do Likert dugc lya chon do wu diém cua né 1a st dung mot day
s6 duong. Cu thé trong nghién ru nay thang do Likert 5 diém duoc lra chon 1am thang
do ludng cac cau hoi diéu tra.

5.4 Chon mdu ng ién ciru.

5.4.1 C& mdu

C& mau it nh 4 t ph a i bang 4 hay 5 1an sb bién trong phan tich nhan t6 (Hoang Trong
va Chu Nguy&n Mong Ngoc, 2005). V6i 25 cau hoi, c& mau diéu tra la 125 mau.

Sau khi tién hanh phat bang hoi, két qua hoi dap 1a 100 phiéu (ti 1é 80%) trong dé ¢6
25 mau khong hop 18 vi bo s6t, khdng cho y kién cac bién chinh, y kién khéng rd rang.
S6 mau dua vao nghién ciru 1a 100 mau.

5.4.2 Phwong phdp chon mdu

Nghién ctu sir dung phuong phap chon mau phan tang két hop ngiu nhién don
gian. Dya trén danh sach khach hang timg ngay dé lya chon ngiu nhién céac khéch
hang dang st dung dich vu tai khach san Canary Hué trong thang 4 nim 2016 dé gui

phiéu phong van vai bang cau hoi da hiéu chinh.
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5.4.3 Phuong phdp thu thap dir liéu

Sau khi x4c dinh ¢& mau pht hop, danh sach khach hang timg ngay duoc lap ra. Véi
thoi gian thu thap dir liéu tir 1/4/2016 dén 15/4/2016, tong cong 15 ngay, sé danh ra 12
ngay thu thap dit liéu, 3 ngay du trit. Do d6 mdi ngay sé tién hanh chon ngau nhién 11
khéch hang dang str dung dich vy tai khach san trong danh sach dé phat phiéu khao sat.
Néu khach luwu tra dai ngay thi sau khi dd phat phiéu khao sat s& dugc loai ra khoi danh

sach cua nhirng ngay tiép theo dé tranh tring lap.
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PHAN 2: NOI DUNG VA KET QUA NGHIEN CUU
CHUONG 1: TONG QUAN DICH VU VA CHAT LUQNG DICH VU

1.1. Co sé ly thuyét

1.1.1 Khdi ni¢m va dic diém ciia dich vu

1.1.1.1 Khdi niém vé dich vu

Hién nay c6 nhiéu dinh nghia V& dich vu duoc dua ra va theo cac nha nghién ciu
dich vu c6 thé hiéu 1a:

“Dich vu 1a mot hoat dong hozc 1a mot chudi hoat dong it nhiéu c6 tinh chat vé hinh
thudng, nhung khong can thiét, din ra trong cac mdi tuong tac gitra khach hang va
nhan vién dich vu va/hoic cac ngudn luc vat chat hoac hang hoa vashoic cac hé thong
cung tng dich vu dugc cung cip nhu 1a cac giai phap giai quyét cac van dé cua khach
hang” (Gronroos, 1990, dan theo Paul Lawrence Miner, 1998).

“Dich vu 1a mot qua trinh gom céc hoat dong hau dai va cac hoat dong phia trudc,
noi ma khach hang va nha cung cp dich vu twong ac véi nhau. Muc dich cua viéc
trong tic ndy 1a nham thoa man nhu cau v mong muébn cua khach hang theo cach
kKhach hang mong dgi, cling nhu tao ra gia tri ¢ o khach hang” (Bui Nguyén Hung,
2004).

1.1.1.2 Pac diém cia dich vu (Ghobadian, Speller & Jones, 1993; Groth& Dye,
1994; Zeithaml et al., 1990)

1. V& hinh. San pham a di h vu 1 sy thyc thi. Khach hang khdng thé thiy, ném,

SO, Ngui...trudc K i mua.

2. Khong dong nh 4 t. Gan nhu khong thé cung ung dich vu hoan toan giéng nhau.

3. Khdng thé ch a tach. Qua trinh cung ung dich vu ciing 1a tiéu thu dich vu, do vay,
khong thé dau duogc cac sai 15i cua dich vu.

4. D& hong. Dich vu khong thé ton kho. Khdng thé kiém tra chét luong truéc khi
cung tng. Nguoi cung cap chi con cach 1am dung tir dau va 1am dung moi llc.

5. Khong thé hoan tra. Néu khach hang khong hai long, ho c6 thé duoc hoan tién
nhung khong thé hoan dich vu.

6. Nhu cau bat dinh. D6 bat dinh nhu cau dich vu cao hon san pham hitu hinh nhiéu.

7. Quan hé qua con ngudi. Vai trd con nguoi trong dich vu rat cao va thuong duoc
khach hang tham dinh khi danh gia dich vu.
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8. Tinh ca nhan. Khach hang danh gia dich vu dya vao cam nhan ca nhan caa minh
rat nhiéu.

9. Tam ly. Chat luong dich vu duoc danh gia theo trang thai tam ly caa khach hang.

1.1.2 Chdt lwong dich vu

1.1.2.1 Pinh nghia

Hién nay cé nhiéu dinh nghia khac nhau vé chét luong dich vu, nhung nhin chung
ngudi ta dinh nghia chat lwong dich vu 1a nhitng gi ma khach hang cam nhan duoc.
M3i khach hang c6 nhan thtc va nhu cau ca nhan khac nhau nén cam nhan vé chat
luong dich vu cling khac nhau.

Theo Joseph Juran & Frank Gryna “chit luong 1a sy phu hop ddi véi nhu cau”.
Theo Armand Feigenbaum “chat lwong I1a quyét dinh caa khach hang dwa trén kinh
nghiém thuc té d6i vai san pham hoic dich vu, dugc do ludng dua trén nhitng yéu cau
cua khach hang- nhitng yéu cau nay co thé duoc néu ra ho ic khong néu ra, duoc y
thic hodc don gian chi la cam nhan, hoan toan ch u quan hoac mang tinh chuyén mon -

va ludn dai dién cho muc tiéu dong trong mot th i treong canh tranh”

Theo American Society for Quality “Chét lwong thé hién su vuot troi cua hang hoa
va dich vy, dic biét dat dén mac d6 ma guoi ta c6 thé thoa man moi nhu cau va lam
hai 1ong khach hang”.

Theo Peter Senge et al. « hit lwong 1a mét qué trinh chuyén doi theo phuong thic
chung ta suy nghi va lam vié ung nhau, theo phuong thirc ma chung ta danh gia va ban
ting va theo p wong thirc ma chung ta do luong sy thanh cong. Tat ca ching ta phdi
hop vé nhau t ét ké va van hanh hé théng gia tri gia ting di kém véi kiém dinh chat
luong, dich v u khach hang, cai thién quy trinh, méi quan hé véi nha cung tng va moi
quan hé tét véi cong dong chiing ta dang phuc vu va trong cong dong ma ching ta van
hanh v&i muc toi wu vi mot muc dich chung”.

1.1.2.2 Cdc yéu t6 quyét dinh dén chat luong dich vu

Chét lugng dich vu dugc do luong béi nhiéu yéu t va viéc nhan dinh chinh xac cac
yéu t6 nay phu thuoc vao tinh chat cua dich vy va méi truong nghién ctu. C6 nhiéu tac
gia da nghién ciu van dé nay nhung pho bién nhat va biét dén nhiéu nhat la cac tiéu
chi danh gia chat lugng dich vu ctia Parasuraman et al.

Nam 1985, Parasuraman va cac cong su di dua ra muoi nhan té quyét dinh chat

luong dich vu dugc liét ké duai day:
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1 Kha ning tiép can (access)

2 Chat lugng thdng tin lién lac (communication)

3 Nang lyc chuyén mon (competence)

4 Phong cach phuc vu (courtesy)

5 Tén trong khach hang (credibility)

6 Dang tin cay (reliability)

7 Hiéu qua phuc vu (responsiveness)

8 Tinh an toan (security)

9 Tinh httu hinh (tangibles)

10 Am hiéu khéach hang (understanding the customer)

Va dén nam 1988, 6ng da khai quat hoa thanh 5 nhan t6 cu thé nhu sa :

1 Su tin cay (reliability)

2 Hiéu qua phuc vu (responsiveness)

3 Su hiru hinh (tangibles)

4 Sy dam bao (assurance)

5 Su cam théng (empathy)

Trén co s& nghién ciu vé chat luo g dich vu va ké thira hoc thuyét cua Parasuraman
va céc cong su (1988), Johnston va Silvestro (1990) ciing duc két nim nhan té khac
cua chat lwong di h vu bao gom:

1 Su an can (helpfulness)

2 Sy cham soc (care)

3 Su cam két (commitment)

4 Sy hiru ich (functionality)

5 Su hoan hao (integrity)

Ciing vao nam 1990, Gronroos di tién hanh nghién ctru va dua ra sau nhén t6 do
luong chat lwong dich vy nhu sau:

1 Co tinh chuyén nghiép (professionalism and skills)

2 C6 phong cach phuc vu &n can (attitudes and behaviour)

3 Co tinh thuan tién (accessibility and flexibility)

4 C6 su tin cay (reliability and trustworthiness)

5 C0 su tin nhiém (reputation and credibility)

6 C6 kha nang giai quyét khiéu kién (recovery)
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Pén nam 2001, Sureshchandar et al ciing dua ra nim nhan t6 anh huong dén chat
lwgng dich vu bao gom:

1 Yéu t6 dich vu cét 16i (core service)

2 Yéu t6 con ngudi (human element)

3 Yéu tb ky thuat (non-human element)

4 Yéu t6 hiru hinh (tangibles)

5 Yéu té cong ddng (social responsibility)

Céc yéu t6 do luong chét luong dich vu rit da dang duoc xac dinh khac nhau tiy
linh vuc nghién ctru. Vi vay, céc tai liéu nghién ctru dugc néu ra trén day 1a co so tham
khao cho viéc xac dinh cu thé cac thang do chat luong dich vu trong linh vuc kinh
doanh khéach san.

1.1.3 Khdi qudt cic mé hinh chit lwong dich vu

1.1.3.1 M6 hinh 5 khodng cach

Mo hinh 5 khoang cach Mo hinh 5 khoang cach dugc Parasuraman va cong su gidi
thiéu bat dau tir nam 1995 trén tap chi Journal of Marketing.Theo Parasuraman va
cong su thi ky vong duoc xem nhu 13 mo g doi ay y mudn ciaa ngudoi tiéu thu, va ky
vong cua khach hang dugc hinh thanh trén co sé thong tin truyén miéng bén ngoai,
nhu cau ca nhan va kinh nghi é m ¢ ta chinh ho.

Khoang cach thtr nhat xuét hi & n khi cé su khéc biét gitra ky vong cua khéach hang
vé chit lwgng dich vu va nha ung ap dich vu cam nhan vé ky vong cua khach hang.

Khoang cach th r ai xuat hién khi cac nha cung cap dich vu gap kho khan trong viéc
chuyén d6 nh a n thiac cia minh vé ky vong cua khach hang thanh cac dic tich chat
luong dich v u. Nghia 1a nha cung cap dich vy khong thé chuyén cac ky vong caa
khach hang thanh céc tiéu chi chat luong cu thé cua dich vu do nhitng han ché vé kha
nang cung cap, kha ning dap (ng.

Khoang céch tha ba xuat hién khi nhan vién dich vu khéng chuyén giao dich vu cho
khéch hang theo nhiing tiéu chi di dugc xac dinh. Do qua trinh cung cap dich vu la
moét qué trinh lién hé gitta nguodi v4i ngudi nén trong mot sé trudng hop nhan vién
cung cap dich vy khéng thé chuyén giao dich vu cho khach hang theo nhu céc tiéu chi
da dat ra tir nha cung cép duoc.

Khoang céach thir tu 1a sy tac dong cua cac phuong tién quang cao va théng tin vao
ky vong cta khach hang vé chat luong dich vy. Quang céo s& 1am cho sy ky vong cua
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khach hang thay ddi theo huéng dat nhiéu ky vong vao dich vy hon, vi vay khi st
dung dich vu néu chat luong khong giéng nhu quang co, nhiing 10i hira vé dich vu
qua quang cao khong dang nhu trai nghiém cua khach hang ciing s€ lam cho cam nhan
chét lwong cua dich vu bi sut giam.

Khoang cach thir nam 1a khi c6 sy khéc biét gitta chat luong ky vong boi khach
hang va chat luong ho cam nhan dugc. Parasuraman cho rang chat luong dich vu 1a
ham s6 cua khach céach thir nam. Khoang céch thir nim phu thudc vao cac khoang cach
truéc do, dé rat ngan khoang cach nay phai rat ngin cac khoang cach trude do, rat
ngin cac khoang cach ciing 1a viéc 1am gia ting chét lwong dich vu. M@ hinh chat
luong dich vu 5 khoang cach duogc biéu dién nhu sau:

Hinh 2: Mé hinh chdt lirong dich vu 5 khodng céch.

Théng tin truyén miéng Nhu cdu ¢4 nhin Kinh nghiém

"] Dich vu ky vong " =
S Aeeaesssesisasaiiesisssisssteniananiataan » Fur -
: - =
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Dich vu cam nhin
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khach hang
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Chuyén déi cam nhan
cua cong ty thanh tiéu

chi chit luong
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v

=
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=]
—
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Nhan thirc ciia cong ty vé ky
vong cua khach hang

Nguon: A.Parasuraman, Valarie A.Zeithaml and Leonard L. Berry (1985), A
conceptual model of service quality and its implications for future research, Journal of
Marketing, 49, p.44.
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1.1.3.2 Mé hinh danh gid chdt lwong ky thudt/chire nang ciia Gronroos (1984) Theo

m6 hinh nay, chét luong dich vu dugce danh gia bang céch so sanh giira gié tri
ma khach hang mong doi trudc khi sir dung dich vu va gié tri ma khach hang nhan
duoc khi stir dung dich vu.

Van d& nghién ctu: chat luong ky thuat va chat luong chire ning anh hudng nhu thé
nao t6i dich vu cung cap va khach hang cam nhan vé nhitng yéu té d6 ra sao?

Dé do ludng chit luong dich vu, Gronroos dua ra ba tiéu chi: chit lugng ki thuat,
chat luong chirc nang va hinh anh.

Hinh 3: M6 hinh danh gid chat lwong Ky thudt/chize ning ciia Gronroos (1984)

Chat lugng
dich vu
nhan duoc

Chat luong
dich vu cam
nhan

Ky vong vé
dich vu

Céc hoat dong marketing
truyén théng (quang céo, PR, Hi &

xUc tién ban...) va cac yéu td

bén ngoai nhu truyén thng,

tu tudng va truyén miéng.

Chat lugng k¥ thuat Chét luong chtic ning

Cai gi? Thé nao?

(1) Chat luong k¥ thuat md ta dich vu dugc cung cap la gi va chat lugng ma khach
hang nhan dugc tir dich vu.

(2) Chat lugng chirc ning mé ta dich vu duoc cung cap nhu thé nao hay lam thé
nao khach hang nhan dugc két qua chat luong ky thuat.

(3) Hinh anh 12 yéu té rat quan trong, duoc xay dung chu yéu dya trén chat luong
ky thuat va chat luong chirc ning ciia dich vu, ngoai ra con cd mot sé yéu té khac nhu
Céc hoat dong marketing truyén théng (quang céo, PR, xUc tién ban...) va cac yéu
tébén ngoai nhu truyén thong, tu tuang va truyén miéng.

1.1.3.3 M6 hinh SERVQUAL
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Nam 1988 Parasuraman va cdng sy da dua ra mo6 hinh SERVQUAL dugc tng dung
trong linh vuc ban Ié va dich vy bao gom 5 yéu t6 nhu sau: Do tin cay: La sy tin cay vé
cac thoa thuan dich vu duoc cung cap tir doanh nghiép, to chirc nhu: dung han, kip
thoi, khong sai sot..... Pap (ng: La sy mong mudn va sin sang caa hé théng nhan su
trong viéc cung cap dich vu cho khach hang. Ning luc phuc vu: Thé hién ning luc,
trinh d6 chuy&n mdn caa nhan vién khi cung cap dich vy nhu: ki ning giai quyét cong
viéc, thai 6 phuc vu, su ton trong, y thirc nhiém vu. Muc d6 cam nhan: Thé hién muac
d6 thau hiéu, tim hiéu quan tam dén cac nhu cau riéng biét cua khach hang, su quan
tam dén cac ky vong cua khach hang. Phuong tién hitu hinh: La cac diéu kién, phuong
tién, céng cu phuc vu qué trinh cung cap dich vu cia doanh nghiép, to chuc téi khach
hang. Thang do SERVQUAL di nhanh chéng tré thanh md hinh phé bién nhat dé do
ludng chat lugng dich vu trong nhiéu linh vuc khac nhau nhu: ban 1¢ (Parasuraman et
al, 1988, Bala et al, 2011; Duvasula and Lysonski, 2010), vi én thong (Seth,Momaya
and Gupta, 2008; Khan, 2010; Loke et al, 2011; Zekiri, 2011), giao duc (Stodnick and
Rogers, 2008; Hasan et al, 2008; Hanays a et al, 2011; Oliveira, 2009; Miller and
Brooks, 2010) hay dich vu cham s6c suc khoe (Mostafa, 2005; Amad and Samreen,
2011).

1.1.3.4 M6 hinh danh gid dya trén két qua thuc hién ciia Cronin va Taylor (1992)

Mo hinh SERVPERF duo Cronin va Taylor (1992) phat trién dua trén nén tang
ciia md hinh SERVQUAL nhung do luong chit luong dich vu trén co s¢ danh gia chat
luong dich vu thy ¢ ién duoc (performance-based) chi khdng phai 1a khoang cach gita
chat lugng k ¥ vo ng (expectation) va chat luong cam nhan (perception).

Cronin va Taylor (1992) da nghién cttu cac khai niém, phuong phap do luong chat
lwong dich vu va méi quan hé voi sy hai long ciing nhu thién chi mua hang cua khach
hang. Tir d6 dua ra két luan rang yéu to nhan thic 1a cong cu dy béo tét hon vé chat
lugng dich vu.

Viéc do luong chat lugng dich vu theo md hinh SERVPERF duoc xem 1a mot
phuong phap thuan tién va rd rang trong viéc do luong chat lugng dich vu dya trén do
luong théng qua két qua thé hién caa chat luong dich vu. Cronin va Taylor 1ap luan
rang khung phan tich theo mé hinh SERVQUAL cua Parasuraman va cong su (1985)
dé gay nham Ian gitra sy hai long va thai do cua khach hang. Cac tac gia nay cho rang

chat lugng dich vu cd thé duoc dinh nghia “twong tu nhu mot thai do” va thay vi “két
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qua thuc hién theo nhu mong doi” thi “két qua thyc hién thuc té s& xac dinh dugc chat
lwgng dich vu tét hon.

1.1.3.5 M6 hinh Chi sé chat lwong lwu trii - LQI (Lodging Quality Index)

Mo hinh LQI dugc xay dung dua trén m6 hinh SERVQUAL (Parasuraman 1998).
Tir md hinh chinh ndy va quy trinh 8 budc danh gia chat lwong dich vu caa Churlchill
(1979), Getty va Thompson (1994) da phat trién ra thang do danh gia chat luong luu
tra.

Ldc khoi dau, cac nha nghién ciru da phong van ca khach du lich 13n giam déc diéu
hanh khach san. Ho dya vao 10 chiéu kich cua thang do SERVQUAL. Bang cach nay,
két qua c6 63 muc. Sau d6, hé sb Alpha dé xac dinh do tin cay cua cac muc nay lai
duoc tinh toan (Cronbach, 1951), su phu hop cua tirng muc va toan b cac muc trong
thang do dugc xem xét dé loai bo. Két qua 1a chi con | a i 43 muc duoc giit lai. Vi su
Xuat hién va danh gia cta thang do SERVQUAL cung 5 chié u kich cua Parasuraman,
cac nha nghién ctu lai mot 1an nira thu thap di lié u va inh toan lai cac muc va hé sb
cta thang do méi ndy. Cudi cung, mé hinh Lodging Quality Index (LQI) véi 5 chiéu
kich va 26 muc ra doi va duoc st du g ¢ o dé bay gio. 5 chiéu kich d6 1a: Sy hiru hinh
(Tangible), Su tin cay (Reliab | ty), Su phan hoi (Responsiveness), Su tu tin
(Confidence) va Giao tiép (Communication), khac véi 5 chiéu kich cua thang do
SERVQUAL (bao gém Sy hir u hinh, Sy tin cdy, Su dap tng, Su dam bao va Sy dong
cam). Thang do Lodging Quality Index duoc danh gia 1 pht hop hon dé do ludng chat

luong dich vu vaéi da ¢ t u cua nganh khach san.
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Bang 3: 26 ngi dung trong thang do Lodging Quality Index

Dimension Scale item

Tangibility

Sw hiru hinh

The front desk was visually appealing

Quay 1& tan dugc bb tri hap dan

The employees had clean, neat
uniforms

Nhan vién sach s&, dong phuc gon gang.

The restaurant’s atmosphere was
inviting

Nha hang ludn chao don

The shops were pleasant and attractive

Céc gian hang vira ¥ va hap dan

The outdoor surroundings were
visually attractive

Khong gian bén ngoai hap dan

The hotel was bright and well lighted

Khach san sadng stua va dugc b tri 4nh
sang tot

The hotel’s interior and exterior were
well maintained

Noi tht cta khach san duoc gilr gin tdt

The hotel was clean

Khach san sach sé

Reliability

Sw in cay

My reservation was handled efficiently

Viéc dat phong cua té1 dugce xur 1y hiéu qua

10

My guest room was ready as promised

P ong nghi cua t61 da san san nhu cam két

11

TV, radio, A/C, lights, and other

mechanical equipment worked
properly

TV, radio, A/C, dén, va cac thiét b1 khac
lam viéc chinh xac, hi¢u qua

12

| got what | paid for

Diéu t6i nhan dugc twong tng vai chi phi
toi da tra

Responsiveness

Sw phén hoi

13

Employees responded promptly to my
requests

Nhan vién tra 161 kip thoi cac cau hdi cua
toi

14

Informat ve | terature about the hotel
was prov ded

Tai liéu vé thong tin vé khach san dugc
cung cap

15

Employees were willing to answer my
questions

Nhan vién san long tra 101 cac cau hoi cta
toi

16

Employees responded quickly to solve
my problems

Nhan vién phan tng nhanh dé giai quyét
cac van dé cua toi

17

Room service was prompt

Dich vu budng phong rat nhanh chong

Confidence

Su tu tin

18

Employees knew about local places of
interest

Nhan vién biét vé nhimng dia diém hap dan
tai dia phuong

19

Employees treated me with respect

Nhan vién ddi xir véi téi mot cach tén
trong

20

Employees were polite when
answering my questions

Nhan vién t6 ra lich su khi tra 161 cac cau
hoi cua to1

21

The hotel provided a safe environment

Khach san cung cap mot méi trudng an
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toan

29 The facilities were conveniently Cic thiét bi duoc b tri thuan tién
located
Communication Sw giao tiép

93 Charges on my account were clearly Hoéa don thanh toan cua t6i dugc giai thich
explained mot cach rd rang

24 | received undivided attention at the T6i dugc don tiép cong bang, khong phan
front desk biét & quay I¢ tan

o | Reservationists tried to find out my Nhan vién 18 tan di c¢b gang dé tim hiéu
particular needs cac nhu cau cu thé cua toi

26 | Employees anticipated my needs Nhan vién dd doan trude nhu cau cia toi

Nguon: “Lodging quality index (LOI): assessing customers’ perceptions of quality
delivery”, Juliet M. Getty and Robert L. Getty, International Jo rnal of Contemporary
Hospitality Management 15/2 [2003]

1.1.4 Sw hai long cia khdach hang

1.1.1.4.1 Khai niém

Sy hai 16ng 1a mirc do trang thai cam gidc ca a mo ngudi bit dau tir viéc so sanh két
qua thu duoc tir san pham/dich vu véi nhitng mong doi cia nguoi dé (Kotler, 2001).

Duya vao nhan thirc vé chat lugng dich va c6 thé chia su hai 1ong thanh ba muc do:

- Khéng hai long: khi mirc 6 ¢ a m nhan cua khach hang nhé hon mong doi.

- Hai long: khi mic do cam nh 4 n caa khach hang bang mong doi.

- R4t hai 16ng: khi mtr d6 4 m nhan caa khach hang 16n hon mong doi. Nhan thuc
chat luong dich v u 1 két qua cua khoang cach gitra dich vu mong doi va dich vu cam
nhan va su hai long cling 1a sy so sanh hai gia tri nay. Khi khoang céch gitta dich vu
mong doi va dich v u cam nhan vé chat lugng dich vu duoc thu hep bang khéng thi
dugc xem la khach hang hai long.

Chat lugng dich vu 1a nguyén nhan (nguén goc) tao nén su hai 1ong khach hang.
Hién vin chwa c6 dugc sy théng nhat gitra c4c nha nghién ctu vé cac khai niém,
nhung da sé cac nha nghién ctiu cho rang gitra chat luong dich vy va hai long khach
hang c6 méi lién hé véi nhau (Cronin and Taylor, 1992; Spereng, 1996; dan theo Bui
Nguyén Hung va V6 Khanh Toan, 2005).

Sy hai 1ong 12 ham sé cua mong dgi, cam nhan cling véi khoang cach giira cam
nhan va mong dgi (Oliver, 1980, dan theo King, 2000).

Zeithaml and Bitner (2000) cho rang gi4 ca caa dich vu ¢ thé anh huong rat 16n
dén nhan thac vé chat lugng dich vu, sy hai 10ng va gié tri (dan theo BUi Nguyén

SVTH: Trdn Ngoc Quang Vii | 18




Khoa lu@n Tét nghiép GVHD: ThS. Pham Phwong Trung

Hung va V& Khanh Toan, 2005) va da dugc Bui Nguyén Hung va V8 Khanh Toan dua
thém vao md hinh nghién ctu sy hai 1ong caa khach hang (ngoai 5 yéu tb cua thang do
chat luong dich vu SERVQUAL) trong dé tai “Chét luong dich vu lip dit dong hod
nudéc tai thanh phd H6 Chi Minh va mot s6 giai phap”

Va sy tin nhiém 1a yéu té co twong quan dang ké voi sy hai long dugc Guido
Mollering khao st vé quan hé khach hang — nha cung cip cua nganh in Anh Quéc.
Khéch hang cho rang bén cung cép cang dang tin cay thi khach hang sé& cang hai long
(Guido Mollering, 2003). Bé do luong sy tin nhiém (Trust), Guido Mollering dua ra
thang do gdbm 2 phan: uy tin (Perceived trustworthness — 10 bién) va su tin nhiém thuc
su (Actual trust - 01 bién).

Theo Nguyén Phuong Hung (2001) sy hai long caa khach hang con bi tac dong boi
cac yéu td khac nhu: dic tinh san pham, yéu t6 tinh hudng, dic diém ca nhan (hinh 4).

Hinh 4: Anh huéng ciia c&c yéu to dén suw hai long ¢ ia khach hang.

Chat lugng dich Yéu td

vu tinh hudng
Su hai long

bic tinh bic diém
san pha m cé nhan

1.1.1.4.2 Méi quan hé giita chdt liwong dich vu va sw hdi long ciia khdach hang

M&i quan hé giita chat lugng dich vu va sy hai long cia khach hang 1a chi dé duoc
cac nha nghién ciru dua ra ban luan lién tuc trong cac thap ky qua. Nhiéu nghién ciu
vé su hai long cua khach hang trong cac nganh dich vu di dugc thuc hién. Mot sé tac
gia cho rang giita chat lwong dich vu va sy hai 10ng caa khach hang cé su tring khép
vi thé hai khai niém nay c6 thé st dung thay thé cho nhau.

Tuy nhién, qua nhiéu nghién ctiu cho thay chét luong dich vy va su hai 1ong khach
hang 1 hai khai niém phan biét. Parasuraman va cac cong su (1993), cho rang gita
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chét lugng dich vu va sy hai 1ong khach hang ton tai mot sé khac biét, ma diém khac
biét co ban la vin dé “nhan qua”. Con Zeithalm va Bitner (2000) thi cho rang su hai
long cua khach hang bi tac dong boi nhiéu yéu té nhu: chat lugng san pham, chat
lwong dich vu, gia ca, yéu td tinh hudng, yéu té ca nhan.

Chat lwong dich vu va sy hai 1ong tuy 12 hai khai niém khac nhau nhung c6 lién hé
chat ché voi nhau trong nghién ctiu vé dich vu (Parasuraman va cac cong su 1988).
Céc nghién ctru trude day di cho thay chét luong dich vu 12 nguyén nhan dan d&én su
thoa man (Cronin va Taylor, 1992; Spreng va Taylor, 1996). Ly do la chat luong dich
vu lién quan dén viéc cung cip dich vy, con sy thoa man chi danh gia duoc sau khi da
st dung dich vu.

Hai 1ong cua khach hang xem nhu két qua, chat lugng dich vy xem nhu 14 nguyén
nhan, hai 16ng cd tinh chit dy bao, mong doi; chit lugng dich vu 1a mot chuan ly
teong. Su thoa man khach hang 1a mot khéi ni é m téng quat, thé hién su hai long cua
ho khi tiéu ding mét dich vu. Trong khi d6 cha luong dich vu chi tap trung vao céc
thanh phan cu thé cua dich vu (Zeithaml & Bitner, 2000). Tuy gitta chat luong dich vu
va sy hai 16ng c6 mdi lién hé v6i nhau hu g c6 it nghién ctru tap trung vao viéc kiém
dinh mirc @6 giai thich cua cac thanh pha chat luong dich vu d6i vé6i su hai long, dic
biét ddi vé6i ting nganh dich v u ¢ u thé (Lassar va cac cong su, 2000). Cronin and
Taylor di kiém dinh mdi quan h & nay va két luan cam nhan chat lwong dich vu dan
dén su thoa man khach hang. Cac nghién ctu da két luan riang chat lwong dich vu 1a
tién dé cua su thoa man (Cronin va Taylor, 1992; Spereng, 1996) va la nhan té cha yéu
anh hudong dén sy tho a man (Ruyter, Bloemer, 1997).

Tom | i, chat luong dich vu 1a nhan té tac dong nhiéu dén su hai 1ong cua khéach
hang. Néu nha cung cap dich vu dem dén cho khach hang nhitng san pham c6 chat
lugng thoa man nhu cau caa ho thi nha mang d6 da bude dau lam cho khach hang hai
long. Do d6, mubn nang cao su hai long khach hang, nha cung cip dich vu phai nang
cao chat luong dich vu. N6i cach khéc, chat lwong dich vu va su hai long caa khach
hang c6 quan hé chat ché voi nhau, trong dé chat luong dich vu 1 céi tao ra trudc,
quyét dinh dén su hai long cia khach hang. Méi quan hé nhan qua giira hai yéu té nay
la van dé then chdt trong hau hét cac nghién ctiu vé su hai long cua khach hang. Néu
chat lwong duoc cai thién nhung khong dya trén nhu cau cia khach hang thi s& khdng

bao gid khach hang thoa man véi dich vu d6. Do d6, khi sir dung dich vu, néu khach
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hang cam nhan dugc dich vu c6 chat lugng cao thi ho s& thoa man vai dich vu do.
Nguoc lai néu khach hang cam nhan dich vu cd chat luong thap thi viéc khdng hai
long s& xuat hién.

1.2 Thuc trang kinh doanh tai khach san Canary Hué

1.2.1 Khai quét chung vé khdch san Canary Hué

1.2.1.1 Gidi thiéu vé khdch san Canary Hué

Khach san Canary toa lac trén duong Nguyén Cong Tra, khu vyc trung tdm cua
Thanh phb Hué - Thanh phé Festival cua Viét Nam, mang tam quéc té.

Khéch san duoc thiét ké véi noi that hién dai va sang trong cling véi cung cach phuc
vu tan tinh, lich sy cia nhan vién, Hoang Yén Canary s& tao cho du khéch su thoai mai
trong thoi gian luu tra va tham quan Hué.

Nhim mang dén dich vu du lich tron g6i cho du khach, oang Yén Canary c6 vin
phong Open Tour ngay tai khach san. Doi ngii huéng d & n vién du lich cia Open Tour
Hoang Yén Canary duoc dao tao chuyén nghi é p va oan dién vé nghiép vu du lich,
thanh thao cac ngdn ngit giao tiép Anh, P &p, Nh 4 t va cd von kién thic vé vin hoa —
du lich Hué.

Tir khéch san trong pham vi ban ki h 100m, khach hang c6 thé tha sic dao quanh
cac con phé mua sim hang luu nié m cua Hué: V& Thi Sau, Chu Vin An, Pham Ngii
L&o, Bén Nghé, L& Loi,... Xa hon, ngdi l&n nhitng chiéc xich 16 tim Hué, khach hang
s& dén v6i Hoang thanh Hué 6 kinh, hay dén Cung An Dinh — mét trong hai diém dién

chinh cua Festival HUé.
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“ Giam déc \

Phé Giam déc

Trudng phong Trudng phong K toan truong
TCHC - NS Kinh Doanh
A 4 Y

Truong b |le.....3 Truong bo  [g.....») Bp <> Truong bo fle..5f| Bdove
phan I& tan phan budng rudng phan ban
L NY E P —— > N‘V Gonernnne > NV bep &> NV phuC

tan .| buong vu ban

bit Giat la
— phong >

Quan BP vé
— hé KH » sinh

Hinh 5: So do co cdu té chic
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- Bé phdn phong:

B6 phan phong thuc hién chiic nang cho thué phong ctuia khich san. Khach dang ky
phong phai dugce tiép nhan, tinh hinh phong trong, phong c6 khach phai duoc cap nhat
hang ngay. Khach phai dugc tra 10i ngay qua thu tir hodc qua dién thoai. Khi khich ¢
khéach san, v€ sinh sach s€ cac khu vuc cong cong cling nhu khu vuc tién sanh phai
dugc bao dam. Néu khach co thic méic gi, phai dugc giai quyét ngay. Day 13 mot sb
chtrc nang quan trong cua cac by phan phong. Pé thuc hién, bo phan phong dugc chia
thanh mot coéng viéc chuyén siu hon. Trong nhiéu truong hop, cic don vi nho nay
cling dugc xem nhu cac b phan phong ban:

- Bé phdn giat i (Laundry):

B6 phan gidt 1a chiu trach nhi¢m giat sach va ui tat ca quﬁn 4o cua khach, khan man
ctia khach san va dong phuc ctia nhan vién. Chirc ning ctia né rat chuyén sau nén it khi
nhimg ngudi co kién thic vé k§ ning trong hoat dong gidt ui lai chuyén sang cac linh
vuc hoat dong khéc cua khach san.

- B6 phdn tién sanh (Front-office):

Tiép dén khach khi khach dén khach san dé 1am thu tuc dang ky va tra phong. Cac
dién thoai vién cua khach san va cac chiic @ g thong tin lién lac phuc vu khach déu
nam & bo phan Front-office. Nhan vién phu trach hanh ly cia khach cling thudc bd
phan nay.

- Té dat phong (Reservations):

Tiép nhan khach va t eo ddi chit ché cac phong dugc ding ky trudc & khach san.

- Bé phén ting p ONg:

Chiu trach nh ém lau don phong & ctia khach san va cac noi cong cong trong khach
san.

- Bo phdn bdo vé:

Phu trach bao dam an toan cho khach.

- Bo phdn ky thudt:

Phu trach vé viéc van hanh va bao tri toan bd co s& vat chat cia khach san, bao
gém: bién, co khi, hé théng suoi, may diéu hoa khong khi, bom, thyc hién nhiing stra

chita nho va tu bo trang thiét bi.
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1.2.1.3 Tinh hinh lao dong

Khéch san Canary Hué tao dugc thuong hiéu va uy tin trén thi truong du lich khong
nhitng do co s vat chat k thuat dam bao tiéu chuan, ma con do doi ngii can bd nhan
vién duogc dao tao chuyén mén nghiép vu mot cach bai ban va chuyén nghiép.

Tong s6 can bd nhan vién trong khéach san 13 27 ngudi, véi ti 1 duoc dao tao
chuy&n mén nghiép vu chiém 95%.

Bang 4: Tinh hinh lao déng cua khach san nam 2016

S6 nhén vién %
Tong sb 43 100
1 Phan theo by phan
Quan ly 5 11,6
Lé tan 9 20,9
Budng phong 8 18,6
Nha hang, bép 11 25,6
Bao vé 4 9,3
Bao tri 2 47
V¢ sinh 4 9,3
2 Phan theo gioi tinh
Nam 16 37,2
Nir 27 62,8
3 Phan theo trinh d¢ chuyén moén
Pai hoc 15 34,9
Cao dang/Trung cap 11 25,6
Lao dong pho théng 17 39,5

Nguodn: Khach san Canary Hugé.

Tong sb lao dong twong dbi on dinh trong cac nam tir 2014-2016 do co cau to chuc
cua khach san twong ddi day du nén khéach san it tuyén thém nhan vién.

Ngoai ra do khach san kinh doanh dich vu luu tra va an udng, do ban chat cong viéc
nén khach san tuyén nhan vién nir nhiéu hon nhu bd phan budng phong, 18 tan, nha
hang...

Tuy sb luong nhan vién it nhung dugc ddo tao bai ban, cé trinh do chuyén mén

nghiép vu cao nén dam bao chat lugng phuc vu khach hang. Nhan vién tai khach san
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Canary ludn nhan duoc phan hdi tét caa khach hang vé cung cach phuc vu voi kha
ning giao tiép tot, sin sang tra 1oi, giai dap kip thoi cac thac mac cua khéch.

Ngoai cong tac chuyén mon, hang nim khach san thuong té chirc cac budi trao doi,
giao luu dé tang mirc do doan két gitra cac nhan vién véi nhau dudi hinh thic da
ngoai, du lich.

1.2.1.4 Co s6 vt chat ky thudt cua khach san Canary Hué

Trong nhitng nam qua, khach san Canary Hué dugc cac cong ty Iir hanh va du
khach danh gia 1a khach san 2 sao tét nhét tai thanh phé Hué. Puoc cac trang dit
phong truc tuyén nhu Booking.com, Tripadvisor danh gia & thang diém cao 9/10.

Phong ngu:

Khéch san gdbm 34 phong ngu véi cc trang thiét bi dat tiéu chuan dong bo va hién
dai: phong ngu rong réi, phong vé sinh véi hé thdng thi é t b i chit luong cao, truyén
hinh cép véi day du cac kénh quéc té, két ndi internet khéng day on dinh téc do cao.

Tat ca noi that trong phong ngu dugc b tri hai hoa, rang nha tao sy thoai mai cho
du khach khi sir dung dich vu.

Khu nha hang, quiy bar:

Nha hang cua khéach san dugc bd tri & ta g 7 — tang cao nhat nham mang lai trai
nghiém tuyét voi cho khach hang, c6 thé ngim quang canh thanh phd trong ldc sir
dung dich vu tai nha hang.

Nha hang c6 stc chtra 100 ngudi, thiét ké theo phong cach phuong Ty hién dai, 12
noi ly tuong dé t6 chi ¢ su kién, hop mat.

Céac dich vu k ac:

- Vian phong du lich.

- Kinh doanh van chuyén véi cac loai xe doi méi.

- Quay hang luu niém, my nghé

Vé cong nghé théng tin

Toan bo cac khu vuc trong khach san dugc két ndi mang internet khong day dé phuc

vu mién phi cho du khach.
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1.2.2 Thuec trang kinh doanh tai khdch san Canary tir nam 2014 dén nay

1.2.2.1 Pdc diém nguén khdch

Bang 5: Pdc diém nguon khach

Don vi tinh : %

Cic dic diém 2014 2015 % ting/giam

1 Nguon khach
Khach Quoc té 83 80 -3%
ChauMy 18 17 1%
Chéau Au 22 22 0%
Chau A 27 25 -2%
Chau Phi 5 4 1%
Chau Dbai duong 11 12 1%
Khach néi dia 17 20 4%

2 Lydolwutra
Du Lich 93 96 3%
Cong tac 7 4 -3%

Nguoén: Khach san Canary Hué

Ngudn khach chi yéu cua khach san Canary 1a khach quéc té, dén tir khap cac chau

luc trén thé gi¢i. Véi nhitng théi quen va vin hoa khac nhau, yéu ciu mét phong céch

phuc vu chuy@n nghiép va déng bo. Khach québc té chiém ti trong 16n 80% (2015) yéu

cau khach san ph a i k 6ng nging nang cao chat lugng dich vu dap wng nhu cau cua

khach. Bai chi mot sai s6t nho co thé gap phai y kién phan hoi tiéu cuc cua khach hang

trén cac trang dat phong ciing c6 thé gay anh huong dén uy tin cua khach san.

Khéch noi dia chi chiém phan nho 1a 20% (2015). Lugng khach noi dia tuy co ting

qua cac nim nhung khong dang ké.

Ly do luu tra chu yéu caa khach 1a di du lich véi ty 18 96%. Ly do di cong tac chiém

ti 18 4% (2015).
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1.2.2.2 Két qua hoat déng kinh doanb.
Bang 6: Két qua hoat dgong kinh doanh

Chi ti¢u Nim 2014 2015 % Tiang/Giam
1. Tong so lwgt Khach lwu tri 2639 3620 37,17
2. Tong s6 phong ban dwoc 2538 3593 41,57
3. Cong suit sir dung phong 29,32 40,22 10,90
4. Gia phong binh quan (VND) 300000 325000 8,30
5. Doanh thu (VND) 791700000 1176500000 48,60
6. Loi nhuan truée thué (VND) 269178000 400010000 48,60

Nguon: Khach san Canary Hue

Qua hai ndm 2014 va 2015, tong s6 luot khach luu tri dén khach san ting manh

(37,17%) chung to chi sau 1 ndm di vao hoat dong, vai nh i ng loi thé vé gié ca, vi tri,

d61 ngli nhan vién nhiét tinh da giup khach san ang gia ang su uy tin trén thi truong

du lich Hué. Theo d6, sé phong ban dugc ciing ting 41,57%, cong suét sir dung phong

nam 2015 dat 40,22%, day la nhitng consé  6i Ién s u phat trién 4n tuong cua khach

san. Doanh thu va lgi nhuan cuaa khach sa cii g tang cao sau 2 nam di vao hoat dong.
Dé dat dugc sy 6n dinh va ting lugng khach luu tra, khach san dd phdi hop nhiéu

ngudn luc dé trién khai tim ki é m, khai thac khach hang tir cac hé théng dat phong

khéch san truc tuyén qud té, ac da i ly, trung gian du lich.
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CHUONG 2: PHAN TICH CAC YEU TO ANH HUONG DEN SU HAI
LONG CUA KH POI VOI DICH VU LUU TRU TAI KS CANARY HUE.
2.1 M0 ta mau nghién ciru

Bang 7: M6 té mdu nghién ciu

STT Théng tin miu S6 lwong TV 18 (%)
1 Tong s6 miu 100 100
Nam 54 54

2 Gidi tinh Nit 46 46
18-22 11 11

23-35 25 25

36-49 32 32

50-59 20 20

3 Nhom tudi >60 12 12
Doanh nhéan 32 32

Cong chure 26 26

Nguoi lao dong 19 19

Hoc sin , sinh vién 7 7

4 Nghé nghiép Ngi uu 16 16
Chau My 23 23

Chéau A 37 37

Chau Au 26 26

5 Chauluc Chau Dai Duong 14 14
Vao ky nghi 76 76

bi cong tac 21 21

6 Dip luu trd Chd & tam thoi 3 3
Lan dau 91 91

7 Sb lan luu tro tir 2 1an tro 1én 9 9
Cong ty 1t hanh 25 25

Internet 71 71

8  Ngudn tham khao Ban be, nguoi than 4 4

Nguon: xtr Iy so liéu SPSS.
Nghién ctru dinh lugng dugc thuc hién theo phuong phap 1y mau phan tang két
hop Véi chon ngiu hién don gian, véi ¢& miu n = 100 dé kiém dinh céc thang do va
moé hinh ly thuyét. Trong d6, nam 54%, nit 46%. Do tudi khach hang dén véi khach
san phan bd déu tir nguoi tré tudi (tir 18 tudi) dén ngudi 16n tudi (trén 60 tudi), trong
d6 khach hang trung nién (36-49 tudi) chiém ti 18 cao nhat 1a 32%. Khach hang cua
khéch san Canary chu yéu 1a Doanh nhan va Céng chiic, 1a nhém khach hang c6 yéu
cau cao trong tac phong phuc vu va chat luong dich vu.
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Khach hang dén tir khap céc noi trén thé gidi, trong d6 khach hang Chau A chiém ti
16 cao nhat (37%), ho sir dung dich vu luu tra cha yéu cho muc dich du lich trong ky
nghi (76%) hoic di cong tac (21%) va da sb 12 lan dau ghé tham khach san Canary.

Véi hé thong dat phong truc tuyén lién két voi nhiéu trang web dat phong quéc té,
khach hang dén voi khach san chu yéu thdng qua cac quang cdo trén internet (71%),
ngoai ra khach hang di theo doan, di tour... dugc gigi thiéu dén khach san théng qua

cac cong ty Ir hanh (25%).
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2.2 Phan tich nhan té dnh hwéng dén sy hai 1ong ciia khach hang déi véi dich

vu lru tra tai khach san Canary Hué

Van dé dit ra 13, liéu tat ca cac khach hang co thuc su danh gia chat luong dich vu

cua khach san theo céc tiéu chuan da dé cap hay nhan manh dén mot vai tiéu chuan

quan trong nhat hay tham chi quan tdm dén céc tiéu chuan khac? Bén canh thong tin

thu thap dugc qua qué trinh phong véan, phan tich nhan té kham pha EFA d6i véi dix

liéu thu thap duoc sé gilp ta tra loi cau hoi nay.

2.2.1 Kiém dinh d¢ tin cdy ciia thang do

Thang do Kiém dinh lan 1 Kiém dinh 1an 2
Hé s tuong |H¢ $0 Cgonbach's Hé so tuong | HE $0 Cgonbach's
quan Alpha néu loai quan Alpha néu loai
bién - tong | bién bién - tong | bién
Yéu t6 hiru hinh | Cronbach's Alpha = 0,743 Cronbach's Alpha = 0,807
HH1 0,593 0,684 0,634 0,764
HH2 0,54 0,692 0,593 0,771
HH3 -0,094 0,807
HH4 0,495 0,705 0,558 0,779
HH5 0,481 0,707 0,474 0,798
HHG6 0,524 0,696 0,494 0,793
HH7 0,67 0,658 0,66 0,754
Yéu t6 Tin cady | Cronbach's Alpha = 0,825
TC1 0,768 0,726
TC2 0,666 0,772
TC3 0,601 0,801
TC4 0,574 0,814
Yéu t6 Phan hoi | Cronbach's Alpha = 0,79 Cronbach's Alpha = 0,85
PH1 0,515 0,766 0,492 0,878
PH2 0,599 0,745 0,683 0,83
PH3 0,761 0,724 0,799 0,805
PH4 0,191 0,856
PH5 0,738 0,718 0,808 0,793
PH6 0,696 0,729 0,69 0,824
Yéu té Ty tin Cronbach's Alpha = 0,813
TT1 0,709 0,727
TT2 0,591 0,785
TT3 0,663 0,75
TT4 0,571 0,794

Yéu t6 Giao tiép

Cronbach's Alpha = 0,86
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GT1 0,766 0,799
GT2 0,62 0,854
GT3 0,746 0,805
GT4 0,703 0,822

Nguon: xu ly so liéu SPSS.

Theo bang két qua kiém dinh do tin cay cua thang do, cac thang do yéu té Sy tin

cay, Su Tu tin va Su giao tiép c6 hé sé Cronbach's Alpha déu I6n hon 0,8 — chiing to
day 1a nhitng thang do tét, ¢6 thé sir dung duoc.

Déi v6i thang do yéu td hitu hinh, hé sé Cronbach's Alpha bang 0,743, riéng bién
HH3 cd hé sb tuong quan bién tong bé hon 0,3 nén bj loai ra khoi md hinh. Tién hanh
kiém dinh d tin ciy cua thang do nay 1an 2 sau khi d3 loai bi n HH3, hé sé Cronbach's
Alpha méi bang 0,807 16n hon 0,8 ching té thang do tét, ¢ thé sir dung.

Déi vé6i thang do Sy phan hdi, hé sé Cronbach's Alpha b a ng 0,79, riéng bién PH4
c6 hé sd twong quan bién tong bé hon 0,3 nén b i loa i ra kh 6i md hinh. Tién hanh
kiém dinh d tin ciy cua thang do nay 14n 2 sau khi da loai bién PH4, hé sé Cronbach's
Alpha méi bang 0,856 16n hon 0,8 chirng to t ang do tt, ¢d thé st dung.
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2.2.2 Két qud phan tich nhain té

GVHD: ThS. Pham Phwong Trung

Bang 8: Két qud phan tich nhan té kham pha.

Nhin t6
Muc héi
1 2 3 4 5 6
Quay 18 tan duoc bb tri dep 0,049 -0,045 0,186 0,012 0,799 0,289
Nhan vién sach sé, déng phuc
. -0,010 -0,039 0,017 0,110 0,947 0,095
gon gang.
No¢i that duge b tri thuan tign  -0,011  -0,013 0,019 0,167 0,929 0,054
Khach san sach sé& -0,041 -0,205 -0,049 -0,133 0,160 0,716
Khéng gian bén ngoai hap din -0,060 -0,005 -0,132 0,030 0,056 0,882
Gan cac diém du lich -0,013 -0,020 0,084 0,015 0,163 0,937
Vi¢c dat phong duogc xur Iy
) 0,172 -0,101 0,840 0,287 -0,099 0,031
hiéu qua
Phong nghi san sang nhu da
. 0,099 -0,060 0,802 0,109 0,084 0,071
cam ket
TV, Wi-fi, A/C, dén, va cac
thiét bi 1am viéc chinh xéc, 0,010 -0,065 0,768 0,039 0,166 -0,104
hi€u qua
Diéu t6i nhan dugc twong tng
o . -0,183 -0,038 0,758 0,041 0,022 -0,0/8
v&i chi phi to1 da tra
Nhan vién tra 161 kip t 01 céc
) ) 0,636 -0,038 -0,155 0,181 0,060 -0,039
cau hdi cua toi
Nhan vién san long tra 1oi cac
) . 0,814 0,086 0,148 -0,013 0,157 -0,035
cau hoi cua toi
Nhan vién phan ng nhanh dé
o 0,882 0,067 0,089 0026 -0,132 -0,050
giai quyét van deé cua toi
Dich vy nha hang nhanh
) 0,895 0,057 0,018 0,084 0 -0,045
chéng
Dich vu buéng phong nhanh
] 0,808 0,160 -0,023 -0,069 -0,059 0,040
chéng
Nhan vién biét vé nhimg dia
0,100 0,009 -0,116 0,669 -0,023 -0,179

diém hap dan
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Nhan vién ddi xir véi toi mot
0,037 0,117 0,171 0865 0,213 0,117
cach ton trong

Nhan vién té ra lich su khi tra

0,084 0,070 0,185 0,882 0,126 0,125
101 cac cau héi cua to1

Khach san cung cap mot moi

-0,035 0,067 0,282 0,679 0,036 -0,116
truong an toan

Hoéa don thanh toan cua toi

dugc giai thich mot cach ro 0,020 0,879 -0,0560 -0,015 -0,084 -0,061
rang

T6i dugce don tiép cong bang,

khong phan biét & qudy 13 tan 0,068 0,764 -0,017 0,104 0,057 -0,072
Nhan vién 18 tan di cb ging

dé tim hiéu cac nhu cdu cu thé 0,155 0,844 -0,129 0,025 -0,018 -0,091
cua toi

Nhan vién da doan trudc nhu

N ) 0,044 0,829 -0,038 0,099 -0,049 0,005
cau cua to1

Cronbach's Alpha 0,856 0,860 0,810 0,813 0,904 0,835

Ngudn: xu ly s6 liéu SPSS.

Sau khi danh gia do tin o ay tia thang do dé tai
bat dau di sau vao phan tich nhan to

EFA. Ban dau c6 25 bién quan sét, théng qua hé sé6 Cronbach’s Alpha da loai di 2 bién
HH3 va PH4, thang do con lai 23 bién.

Phan tich nhan t 6 EFA 1a k¥ thuat duoc sir dung nham thu nho va tom tat céc dir
licu. Phuong phéap nay rat c6 ich cho viéc xac dinh cac tap hop bién can thiét cho van
dé nghién ctru va duogc sir dung dé tim moi quan hé gitra cac bién vai nhau.

Can ctr vao két qua kiém dinh Bartlett, gia tri Sig. = 0.000 cua kiém dinh nay, ta c6
thé bac bo gia thuyét cac bién khong co twong quan voi nhau. Nhu vay cac bién co
tyong quan voéi nhau. Hon nira, chi s6 KMO =0.691 > 0.5 cho thay dir liéu thu thap
dugc phu hop vai ki thuat stir dung.

Theo tiéu chuan Eigenvalue thi c6 6 nhan té dugc rt ra. Va 6 nhan té nay giai thich
dugc 73,002% sy bién thién caa 23 bién quan sat, vuot ngudng 50%, nhu vay cac diéu

kién hinh thanh nhan té duoc thoa man.
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Tat ca cac nhan té déu c6 hé sb Factor loading > 0.5, diéu nay giai thich duoc rang
nhan t6 va bién cd lién quan chit ché véi nhau.
Két qua xoay nhan té dugc trinh bay ¢ bang 3 cho ta 6 nhém nhan td, duoc dit tén
nhu sau:
e Nhan t6 1: Phan anh kha nang phan hdi cac yéu cau cua khach hang, gém 5 bién va
dugc dat 1én la PH.
- Nhan vién dap ung kip thoi cac yéu cau cua toi.
- Nhan vién san long tra 15i cac cau hoi.
- Nhan vién phan hdi nhanh dé giai quyét van de.
- Dich vu nha hang nhanh chéng.
- Dich vu budng phong nhanh chéng.
e Nhan t6 2: Phan &nh kha ning tuong tac, giao tiép ¢ tia nhan vién ddi véi khéach
hang, duoc dat tén 13 GT, gom 4 bién:
- Hoba don dugc giai thich r6 rang.
- Don tiép cong bang tai quay 18 tan.
- Nhan vién 18 tan ¢6 gang tim hiéu  u cau cua toi.
- Nhan vién doan trugc nhu cau cua toi.
e Nhan té 3: Phan &nh su tu tin ¢ ua khach san va nhan vién trong viéc cung cap dich
vu, duoc dit tén 12 TT, gém 4 bié n:
- Nhan vién biét vé nhitng dia diém hap dan.
- Nhan vién ddi xu ton tr ng voi ti.
- Nhanveénlichsukitraloi cac cau hoi.
- Khach s n cung cip mot moi truong an toan.
e Nhan td 4: Phan anh sy tin cay caa khéach san khi cung cap dich vu cho khach hang,
duoc dat tén 12 TC, gom 4 bién:
- Don dat phong cua téi dugc thuc hién mot cach hiéu qua.
- Phong cua t6i san san nhu da cam két.
- Wi-fi, TV, A/C, dén va céc thiét bi khac hoat dong tét.
e Nhan t 5: Phan anh céc yéu tb vat chat, truc quan, duoc dit tén 13 HH, gém 3 bién:
- Quay I& tan duoc b tri dep.
- Nhan vién mac trang phuc sach s&, gon gang.

- Noi that duoc bd tri thuan tién.
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e Nhan té 6: 12 nhan té mai, phan anh sy danh gia cua khach hang vé vi tri va canh
quan, dugc dit tén 1a VTCC, gom 3 bién

- Khach san sach sg.

- Canh quan khu virc xung quanh hap dan.

- Gan véi cac diém du lich.

Sau khi rdt trich cac nhan t, nham chic chan rang day 1a cac yéu té c6 anh hudng
dén sy hai long cua khach hang, kiém dinh Cronbach’s Alpha trén cac nhan t6 moi
dugc rit trich ra duoc thyc hién lai. Dua vao két qua kiém dinh d6 tin cay thang do
thong qua hé sé Cronbach’s Alpha, c6 thé thdy rang tit ca cac nhan té chinh duoc rut
trich ra déu c6 hé s6 Cronbach’s Alpha déu Ién hon 0.8, do d6 tat ca cac nhan té chinh
duogc it trich ra dam bao do tin cay deé tién hanh phan tich hoi q y o budc tiép theo.
Bén canh d6, twong quan bién téng cua cac bién quan sét thu oc 6 nhan té déu 16n hon
0.3 nén khong co bién nao bi loai. Vi vay, c6 th é k t lu 4 n r dng thang do duoc sir
dung trong nghién cuu la phu hgp va dang tin cay.

2.3 Piéu chinh md hinh nghién ciru

Qua két qua trén cho thdy, 5 nhdn t6 ban d4u cua thang do chét luong dich vu LQI,
sau khi phan tich nhan t4, xuét hién thém 1 han t6 méi dugc dit tén 1a “VTCC”. Céc
ndi dung trong nhan t6 nay bao gdbm hach san sach s&; Canh quan khu vuc xung quanh
hap dan; Gan véi 4c dié m du lich.

Diéu nay cho thiy su hai long cua khach hang vé chat luong dich vu luu tra tai
khach san ngoai b i tac dong boi cac yéu té chinh nhu 1a Hixu hinh, Sy tin cdy, Su giao
tiép, Su tu t n, S v ph an oi, con bi anh huong bai vi tri va canh quan xung quanh
khach san. Biéu nay la phu hop véi thuc tién kinh doanh tai khach san, vi khach luu
trd luébn mudn chon mot khach san gan véi cac dia diém du lich, c6 canh quan xung
quanh dep va ludn sach sé.

Thang do LQI ap dung cho viéc do ludng chat lugng dich vu luu tra tai khach san
Canary Hué da co su thay d6i, diéu chinh nhat dinh vé noi dung. Nghia 13, cac muc hoi
khong con nguyén nhu lic ban dau ma hau hét c6 sy diéu chinh gitta cc nhan tb voi
nhau dé hinh thanh nén 4 nhan t6 nhu d& néu. Két qua nay cang ¢ thém két luan caa
Babakus and Boller (1992) and Cronun and Taylor (1992) 14 "nhitng nhan t cua chat
lugng dich vy c6 thé thay doi tly thuéc vao nganh hay linh vuc nghién cau” (B
Nguyén Hung va V& Khanh Toan, 2005).

SVTH: Trdn Ngoc Quang Vii | 35



Khoa lu@n Tét nghiép GVHD: ThS. Pham Phwong Trung

Nhu vay, md hinh nghién ciru ban dau qua phan tich nhan té dugc diéu chinh lai
nhu sau:

Hinh 6: M& hinh nghién citu dwge diéu chinh.

Phuong tién
hitu hinh
(TAN)

Su hai long
(SAT)

Vi tri va
canh quan

Sy giao tiép
(COM)

Céc gia thuyét cia md hinh ciing dugc diéu chinh:
H1: Phuong tién hru hinh c6 quan hé duong vai sy hai long
H2: Su Tin cay c6 quan hé duong véi su hai long
H3: Sy phan hoi ¢6 quan hé duong vé&i su hai long
H4: Su tu tin c6 quan hé duong vdi su hai long
H5: Sy giao tiép c6 quan hé duong v6i su hai long.
H6: Vi tri va canh quan c6 quan hé duong véi su hai long.
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2.4 Anh hwéng cia cac nhan té dén CLDV khach san Canary Hué
2.4.1 Phén tich twong quan giita bién djc lap va bién phu thuc
Bang 9. Két qud phdn tich twong quan

Htru Vi tri canh Phan Tu Giao Tin

hinh quan hoi tin tiép cy
Hg¢ so tuong
Hai 0,502 0,241 0,287 0,375 0,266 0,336
. quan
long
Sig. 0 0,016 0,004 0 0,008 0,001

Nguon: xtr Iy so liéu SPSS.

Dua vao két qua kiém dinh thi cac nhan té: Su phan hoi, Su giao ti p, Su tin cay,
Hitu hinh, Vj tri va canh quan c6 gié tri Sig < 0.05 nén cé4c nhan tb nay c6 quan hé t6i
su hai long cua khach hang.

Bién phu thudc Su hai long véi tirng bién doc 14 p ¢ s u twong quan véi nhau, thé
hién cu thé qua hé sb twong quan nhu sau: Su pha n h di (0,287), Su giao tiép (0,266),
Su tu tin (0,375), Su tin cay (0,336), Httu inh (0,502), Vi tri va canh quan (0,241).

Qua phén tich twong quan Pearson (Xem phu luc 4) cho thdy mét s6 bién doc lap co
su twong quan v6i nhau. Do d6 khi phan tich hdi quy can phai cha ¥ dén van dé da
cong tuyén. Céac bién doc lap c6 twong quan véi bién phu thude va do d6 s& duoc dua
vao mé hinh dé giai thich ho bi é n phu thuéc.

T6m lai, 6 gia thuyét v& méi quan hé giira thanh phan chit lugng dich vu va su hai
long cua khach hang duoc chap nhan véi nhiing két luan sau:

H1: Phuong tié¢ n h &u hinh c6 quan hé duong voi sy hai 10ng, co so vat chat caa
khéch san cang hai hoa, hién dai thi cang lam tang murc do hai long cua du khach.

H2: Sy Tin cay co quan hé duong vai sy hai 1ong, hay do tin cay tang thi mic do
hai long cua du khach tang va ngugc lai.

H3: Su phan hoi c6 quan hé duong véi sy hai 1ong, mitc do phan hoi cang nhanh thi
su hai long cia du khach cang tang.

H4: Sy tu tin ¢6 quan hé dwong vai sy hai 10ng, cac thanh phan cua su tu tin cang
dugc cai thién thi cang ndng cao murc do hai long cua du khéch.

H5: Sy giao tiép c6 quan hé duong véi sy hai 10ng. Nhan vién khach san cé ging

tim hiéu nhu cau, quan tim dén khach thi 1am ting mirc d6 hai long cua du khach.
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H6: Vi tri va canh quan c6 quan hé duong véi su hai long. Khach san sach sg&, gan
cac diém du lich, c6 canh quan dep ciing 13 mot yéu té gia ting su hai long cua du
khéch.

2.4.2 Danh gia murc do phu hop cua mo hinh

Bang 10. RZ va dai luong Durbin-Watson
R binh phuong Durbin-Watson
M® hinh 0,505 1,299

Nguon: xur ly sé liéu SPSS.

Ta c6 R? = 0,505, nghia 1a 50,5% su bién dong caa bién phu thude duoc giai thich boi

méi lién hé tuyén tinh vai 6 bién doc lap. Ngoai ra, ta nhan thay gié tri R? hiéu chinh =

0.505 nghia 1a mé hinh hdi quy dwgc xay dung phi hop véi mac 50,5 % < 50% (tac 1a
mbi quan hé giira bién doc I1ap va bién phu thudc duoc coi 1a chit chg).

Pai lwong Durbin — Watson dugc dung dé kiém dinh twong quan cta c4c sai s6 ké
nhau. Thuc hién hdi quy cho ta két qua vé trj kiém dinh d cua Durbin — Watson trong
bang tom tat md hinh bing 1,299 thudc trong k 0 4 ng (1:3). Vay c6 thé két luan mo
hinh khdng c0 hién tugng tu trong quan.

2.4.3 Kiém dinh sy phu hep ciia md hinh.

Viéc danh gia 6 phu hop ¢ tia md hinh chi cho két luan trén mau nghién cu ma
chua thé cho phép ta c6 thé suy r 6ng ra tong thé nghién ciu. Dé c6 thé suy dién md
hinh cia mau diéu tra thanh md hinh cua tong thé, ta phai kiém dinh sy pha hop cua
mo hinh héi quy t ong thé véi gia thiét dat ra:

Ho: Hé sb xac dinh R? = 0 (cac nhém nhan té khong anh hudng dén Su hai 1ong)

H1: Hé sé xac dinh R? khéac 0 (c6 it nhit mot nhém nhan té anh huong dén Su hai
Iong).

Bang 11. Két qua kiém dinh ANOVA vé sy phll hop ciza md hinh.

Mo Tong binh Trung binh binh Mikc y
Df F
hinh phuong phwong nghia
Hbi quy 9,328 6 1,555 17,801 oP
S6 du 8,122 93 0,087
Tong 17,45 99

Nguon: xu ly so liéu SPSS.
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Tién hanh kiém dinh F thong qua phan tich phuong sai, ta thay Sig. ciia F bé hon
0.05, nén ta bac bo gia thiét Ho: Hé sb xac dinh caa tdng thé R? = 0, tirc 1 mo hinh hdi
quy nay sau khi suy rong ra cho tong thé, thi mac do phu hop cua nd da dugc kiém
chung. Hay ndi cach khac, c6 it nhat mot bién doc lap c6 anh huong dén bién phu
thudoc ma ta da dua vao trong mé hinh.

2.4.3 Pa céng tuyén

Pa cong tuyén 1 hién tuong cac bién doc lap trong mé hinh ¢ twong quan chit ché
véi nhau.

Bdang 12. Pa céng tuyén

MO hinh VIF

Hiru hinh 1,171
Vi tri va cadnh quan 1,135
Phan hoi 1,045
Ty tin 1,195
Giao tiép 1,106
Tin cay 1,156

Nguén: xt Iy s6 liéu SPSS.
Két qua kiém dinh mé hinh h 6i quy cho thay hién tugng da cong tuyén khdng xay
ra vi hé s6 phong dai phuong sai (Variance Inflation Factor — VIF) cua cé4c bién trong
m6 hinh déu ra t th 4 p, tir 1,045 dén 1,171 nho hon 10 (Hoang Trong va Chu Nguyén
Mong Ngoc, 2005).
2.4.4 Phén tich hoi quy
Pé danh gia myuc do tac dong riéng Ié cua tiing nhan té dén sy hai long cua du
khéch vé chat lugng dich vu, nghién ciu nay st dung mo hinh phan tich héi quy tuyén
tinh boi véi phuong phap dua vao mét lugt (Enter). Nhu vay 7 thanh phan nhan té
nhom & trén 1a bién doc 1ap (Independents) va su hai 1ong cua du khach vé chat lugng
dich vu ctia khach san 1a bién phu thuoc (Dependents) s& dugc dua vao dé chay clng
mot uc.
Y=B0+Bl.F1+B2.F2+B3. F3+B4. F4 + B5. F5 + B6. F6
Véi Y: Bién phy thuoc (Dependents), 1a su hai 16ng ciia du khach khi sir
dung dich vu tai khach san

6 bién doc 1ap anh huong dén bién phu thuoc 1a:
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HH: Hiru hinh; VTCC: Vi tri va canh quan; TC: Su tin cay; PH: Su phan hoi;
TT: Su tu tin; va GT: Su giao tiép.
Bang 13: Két qua hai quy

M6 hinh Hé s6 hoi quy Sig.
Hang s6 0,012 0,997
Hiru hinh (HH) 0,382 0
Giao tiép (GT) 0,308 0
Tin cay (TC) 0,274 0,001
Vi tri canh quan (VTCC) 0,216 0,005
Phan hoi (PH) 0,208 0,005
Tu tin (TT) 0,153 0,05

Nguon: xir ly so liéu SPSS.

Sau khi thu duoc két qua hdi quy, ta c6 phuong trinh hdi quy ¢6 dang:

HL =0,382.HH + 0,308.GT + 0,274.TC + 0,216.VTCC + 0,208.PH + 0,153.TT

Giai thich y nghia cta cac hé sé trong mé hinh h di quy:

Dya vao md hinh hdi quy cac nhan té anh huéng d n hai long, c6 thé nhan thay yéu
t6 Hitu hinh co tac dong 16n nhat dén Sy ai 16ng véi hé sé Br = 0,382 c6 nghia 1a khi
nhan té nay thay doi 1 don vi (cac yéu td k ac k ong d6i) thi s& 1am cho sy hai long
thay d6i cung chiéu 0,382 don vi.

Hai yéu t6 anh hudng kha nhi éu t6i su hai long cua khach hang d6 1a su ty tin va su
giao tiép, vai cac hé sb P 1an luot 1a Ps = 0,308 va Bs = 0,274

Giai thich twong tu d6i vaoi ac yéu td con lai (trong truong hop cac yéu té khéac
khong doi).

Nhan xét vé hién tuong nay, Su hai 1ong bi anh huong manh boi cac yéu té Hiru
hinh, Sy giao tiép, Su tu t n. Vi vay, khach san Canary can bam sat cac noi dung nay

dé nang cao su hai long cua khéach hang.
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2.5 Sw khac biét trong viéc danh gia chit lwong dich vu theo cac bién nhan
khau hoc.

Mot s gia dinh khi phan tich ANOVA:

— Cac nhom so sanh phai doc lap va dugc chon mot cach ngau nhién.

— Cac nhém so sanh phai c6 phan phéi chuan or ¢c& mau phai da 16n dé dugc xem
nhu tiém can phan phdi chuan.

— Phuong sai ctia c4c nhom so sanh phai dong nhat.

Céch thuc hién kiém dinh:

Levene test

Ho: “Phuong sai cac nhom so sanh bang nhau”

Sig < 0.05: bac bo Ho.

Sig >=0.05: chap nhan Ho, du diéu kién dé phan tich ti é p ANOVA.

ANOVA test

Ho: “Trung binh bing nhau”

Sig >0.05: béac bo Ho, chua du diéu kién dé khang dinh c6 su khac biét trong viéc
danh gia chét luong dich vu giira cAc nhdm k &ch ang khac nhau.

Sig <=0.05: chap nhan Ho, du diéu kié dé khang dinh c6 su khac biét trong viéc
danh gia chét luong dich vu giit a cac nhém khach hang khac nhau

2.5.1 Kiém dinh phdn phoi hudin

Bang 14. Kiém dinh phan phai chudan.

Thang do Trung binh Trung vi Do xién (Skewness)
Hiru hinh 3,777 4 -0,456
Vi tri canh quan 3,617 3,667 -0,800
Phan hoi 3,870 4 -2,464
Ty tin 3,873 4 -0,716
Giao tiép 3,733 3,750 -0,632
Tin cay 3,665 3,750 0,369

Nguon: xu ly so liéu SPSS.
Két qua kiém dinh phan phdi chuan & bang 15 cho thiy, cac thang do Hiru hinh, vi
tri canh quan, S ty tin, Sy giao tiép, Su tin cay c6 cac gia tri trung binh va trung vi

gan bang nhau, do xién (Skewness) nam trong khoang tir -1 dén +1. Két hop kiém tra
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biéu d6 phan phdi véi dudng cong chuan cd dang hinh chudng. Do d6 c6 co so dé
két luan rang cac thang do nay c6 phan phdi chuan
Riéng thang do su phan hdi c6 do xién nam ngoai khoang (-1;+1), do d6 thang do
nay chua c6 phan phdi chuan. Khdng thé sir dung thang do nay dé phan tich One-Way
ANOVA.
2.5.2 Phén tich One-Way ANOVA
Bang 15: Kiém dinh One way ANOVA vé sir khac biét

trong viéc danh gid chat heong dich vu theo cac bién nhan khau hoc.

Gidi tinh Nhom tudi Nghé nghiép Chau luc
Sig. Sig. Sig. Sig.
Sig. (One- | Sig. (One- | Sig. (One- Sig. (One-

Levene | Way Levene | Way Levene | Way Levene | Way

Anova) Anova) Anova) Anova)

HH 0,163 0,897 | 0,423 | 0,106 0,133 0,583 | 0,307 0,04
VTCC | 0,136 0,644 | 0,419 | 0,687 0,023 0,611 | 0,163 0,522
PH 0,006 0,016 | 0,007 [ 0,392 0,29 0,717 | 0,001 0,097
TT 0,255 0,132 | 0,006 [ 0,494 0,054 0,637 | 0,976 0,413
GT 0,79 0,995 | 0,077 | 0,672 0,122 0,105 | 0,088 0,034
TC 0,756 0,938 | 0,143 | 0,02 0,984 0,007 | 0,466 0,057

Nguon: xtr ly so liéu SPSS.
Két qua thuc hié n phan tich One-Way ANOVA kiém dinh su khac biét trong viéc
danh gia chat luong dich vu ciia cac nhom khach hang khac nhau cho thay:
C6 su khéc biét co ¥ nghia thong ké trong viéc danh gia do tin cay caa khach san
khi cung cap dich vy cia cac nhom khach hang c6 d6 tudi va nghé nghép khéac nhau.
Cac nhom khach hang dén tir cic chau luc khac nhau ciing c6 su danh gia khac
nhau vé yéu tb hiru hinh va nang luc giao tiép ciia nhan vién khéch san.
Vay cau hoi dit ra 1a cac nhém khach hang khac nhau c6 sy danh gia vé chat luong
dich vu khac nhau nhu thé ndo. Tim hiéu duoc diéu ndy s& gilp nha quan Iy tap trung
vao cai thién chat luong dich vu dbi véi nhitng thiéu sot ddi véi mot nhém khach hang

nao do, cling c6 thé tiép tuc phat huy va duy tri chat lugng phuc vu véi nhitng nhém
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khach hang c6 danh gia tich cuc. Trong truong hop nay, ta tiép tuc phan tich sau
ANOVA dé lam r3 van de.

2.5.3 Phan tich sau One-way ANOVA tim hiéu sw khdc biét trong ddinh gid chit
lwong dich vu giita cac nhom khach hang khac nhau

Dung Post-Hoc test dé thuc hién phan tich siu ANOVA nhiam tim ra chd khac

biét. Nghién cau nay st dung thu tuc Bonferronim: dung kiém dinh t 1an luot cho ting
cap trung binh nhém, duoc diéu chinh duoc mirc ¥ nghia khi tién hanh so sanh boi dua
trén s6 1an tién hanh so sanh. Pay 1a thu tuc don gian va thuong duoc sir dung.

2.5.3.1. Su khac biét trong viéc danh gia yéu 16 Su tin cdy cua cdc nhom tuoi.

Bang 16: Kiém dinh One-way ANOVA vé Si khéc biét trong viée danh gid yéu té Su

tin cdy cua cac nhém tusi.

Muc hoi Sig.
Viéc dat phong duogc xur Iy hiéu qua 0,03
Phong nghi san sang nhu da cam k 0,016
Phong nghi sin sang nhu da cam két 0,187
Phong nghi sén sang hu dd cam két 0,105

Nguon: xt Iy s6 liéu SPSS.
R® rang c6 su khac biét trong s v danh gia cua khach hang c6 d6 tudi khac nhau vé

cac noi dung: Viéc dat phong dug xtr ly hiéu qua (Sig. = 0,03 < 0,05) va
Phong nghi

san sang nhu da cam két (Sig = 0,016 > 0,05).
Bang 17. Két qu a kiém dinh vé sir khac biét ciia cac nhom tudi trong viée danh gid cdc

noi dung cua Swu tin cqy

Muc héi Nhom so sanh  Trung binh Sig.
Vi¢e dat phong duogc xur Iy hi¢u qua 23-35 3,56

>60 4,33 0,024
Phong nghi san sang nhu da cam keét 23-35 3,28

>60 4,083 0,035

Nguon: xu ly so liéu SPSS

C6 sy khéc biét c6 ¥ nghia thong ké trong viéc danh gia vé noi dung viéc dat phong
dugc xt Iy hiéu qua cua nhdm khach hang trén 60 tudi so voi nhém khach hang tir 23
dén 35 tudi. Khach hang I6n tudi danh gia tiéu chi nay cao hon nhom khach hang tré

tudi. Ngoai ra ho ciing danh gia cao viéc phong nghi cia ho sin sang nhu da cam két
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hon, nhiéu y kién phan hdi cho ring phong nga khang trang, sach s& va tién nghi.
Trong khi cac khach hang tré tudi lai cam thay phong ngu cé dién tich hep, chua that
su thoai mai so véi thong tin trude d6 ho nhan duoc.

2.5.3.2 S khdc biét nghiép trong viéc ddanh gid yéu t6 Sw tin cdy.cia cdc nhom
nghé nghiép.

Bdng 18: Kiém dinh One-way ANOVA Vé sy khac biét trong viéc dénh gid yéu t6 Su tin
cdy cua cac nhém nghe nghiép.

Muc héi Sig.
Vi¢c dat phong dugce xur Iy hi€u qua 0,034
Phong nghi sin sang nhu da cam két 0,088

TV, Wi-fi, dén, va céac thiét bi 1am viéc chinh xéc, hiéu q a 0,139

Diéu t6i nhan duogc twong tng vé6i chi phi toi da tra 0

Nguon: xtr Iy so liéu SPSS.
R® rang c6 su khac biét trong su danh gia cua khach hang c6 nghé nghiép khac
nhau v& cac ndi dung: Viéc dit phong duogc xir Iy hi & u qua (Sig. = 0,034) va biéu
t0i nhan dugc twong ung vaoi chi phi toi da tra (Sig = 0) gitra nhom khach hang da
nghi huu (nhém cubi) so vai cac nhdm nghé ghiép con lai.
Bang 19. Kiém dinh vé su khac bié t ciia cac nhém tudi trong viée ddnh gia céc

noi dung cua Su tin cay.

Muc héi Nhom so sanh Trung binh Sig.
) _ Cong churc 4,076 0,027
Vi¢e dat phong dugc xur Iy hi¢u qua
Nguoi lao dong 3,421
Doanh nhan 4,062
. Nguoi lao dong 3,263 0,002
Diéu t61i nhan dugc twong ung véi chi
e am s Hoc sinh sinh vién 3,142 0,024
phi t61 da tra
Cong churc 3,961
Nguoi lao dong 3,263 0,015

Nguon: xtr Iy so liéu SPSS

Cac khach hang la cdng chirc danh gia cao hiéu qua cua viéc xu Iy dat phong hon so
v6i nhom khach hang 13 nguoi lao dong. Nhdm khach hang cong chic da sb dat phong
qua cac trang truc tuyén hodc dugc dat phong trudc nén chi can vai thao tac don gian

la da xac nhan dugc phong.

SVTH: Tran Ngoc Quang Vi | 44



Khoa lugn Tét nghiép GVHD: ThS. Phgm Phuwong Trung

Kiém dinh ciing cho thay c6 su khac biét trong viéc danh gia vé cac yéu tb trong Sy
tin cay gitta nhom khéch hang la Doanh nhan so va&i nguoi lao dong va hoc sinh sinh
vién. Nhém khach hang hoc sinh sinh vién va ngudi lao dong cho rang ho chua nhan
dugc dich vu tuong tng véi s6 tién ho chi tra. Do d6 ho mong mudn ho nhan duogc
dich vu tét hon, xtmg dang hon vai chi phi ma ho bé ra. Biéu nay dé& dang hiéu dugc
do ho ¢6 ngudn thu nhap c6 han, mot khi da dong y chi tra thi nhém khach hang nay
luén ki vong minh s& dugc phuc vu tét hon, tdn hudng co s& vat chat tt hon, hién dai
hon nhitng gi khach san hién tai dang mang lai cho ho.

2.5.3.3 Sy khdc biét cua khach hang dén tir cac chau luc khac nhau trong viéc danh
gia yéu té Hixu hinh
Bang 20. Kiém dinh One-way ANOVA vé sy khac biéz trong cdach danh gid yéu té Hiwu

hinh ciia cdc khdch hang dén tir céc chau | uc khac nhau.

Muc héi Sig.
Quay 1é tan duoc bo tri dep 0,22
Nhan vién sach s&, dong phuc gon gang. 0,027
Noi thét duoc bo tri thusn t én 0,042

Nguén: xtr Iy s6 liéu SPSS.

C6 sy khéc biét trong sy danh gia cua khach hang dén tir cac chau luc khac nhau vé

cac noi dung: Nhan vién sa h s & dong phuc gon gang (Sig. = 0,027 <0,05); Noi that
dugc bd tri thuan tién (Sig. = 0,042 < 0,05).
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Bang 21. Kiém dinh vé sw khac biét ciia khdach hang dén tir cac chau luc
khé&c nhau trong viéc danh gia cdc ngi dung cua Hizu hinh

Muc héi Nhom so sdnh  Trung binh Sig.
Nhan vién sach s&, dong phuc gon gang. Chau A 4,108

Chéu Au 3,615 0,037
Noi that dugc bo tri thuan tién Chéau A 4,108

Chéu Au 3,538 0,042

Nguon: xur ly so liéu SPSS.
Két qua kiém dinh cho thdy cac khach hang Chau A c6 sy dénh gia vé tac phong,
ddng phuc cua nhan vién va sy thuan tién, diy du cua noi that caa khach san cao hon
cac khach hang Chau Au. Cac khach hang dén tir Chau Au c6 yéu ci vé tac phong
nhan vién, noi that khach san cao hon. Diéu nay ciing d& hié u a do ho dén tir cac qubc
gia phét trién, noi co6 nén du lich phét trién lau doi, ludn doi hoi su chinh chu, hoan
hao trong tirng khau phuc vu.
2.5.3.4 Sy khdc biét cua khach hang dén tir cac ¢ u luc khéac nhau trong viéc danh
gia yéu tb Giao tiép.
Kiém dinh One-way ANOVA vé su kh&c biét trong cdch danh gid yéu
to Giao tiép cia cdc khdach hang dén tir cc chau luc khac nhau.

Muc héi Sig.
Hoa don thanh toan cua toi dugc giai thich mot cach ro rang 0,015
T6i dugc don tiép cong bang, khong phan biét & quay 18 tan 0,998
Nhan vién 18 tan di cd ging dé tim hiéu cac nhu cau cu thé cia toi 0

Nhan vién di doan trude nhu cau cia toi 0,029

Ngudn: xu ly s6 liéu SPSS.

C6 su khac biét trong su danh gia cua khach hang dén tir cac chau luc khac nhau vé
cac noi dung: Hoa don thanh toan cua t6i dugc giai thich mét cach rd rang (Sig. =
0,015 < 0,05); Nhan vién 18 tin da c6 gang dé tim hiéu cac nhu cau cu thé cia toi (Sig.

= 0); Nhan vién di doan trudc nhu cau cia toi (Sig. = 0,029 < 0,05).

SVTH: Trdn Ngoc Quang Vii | 46



Khoéa lugn Tét nghiép GVHD: ThS. Pham Phwong Trung

Bang 22. Kiém dinh vé s khac biét cia khdach hang dén tir cac chau luc khéac nhau

trong viéc ddanh gid cdc néi dung cia yéu to Giao tiép

Muc héi Nhom so sdnh Trung binh  Sig.
' ~ Chau bai duong 3,5
Hoa don thanh toan cua to1 dugc giai
Chau My 4,261 0,022
thich mdt cach 10 rang ~
Chéau Au 4,192 0,041
. o, , Chau Dai duong 2,928
Nhan vién I€ tan da c6 gang dé tim
, . . Chau My 4,217 0
hi€u cac nhu cau cu thé cua to1 3
Chau A 3,702 0,029
. Chau Dai duong 2,857
Nhan vién da doan trudc nhu cau cua )
o Chéau Au 3,653 0,032
Oi i
Chau A 3,594 0,038

Nguon: xtr ly so liéu SPSS.

Két qua kiém dinh cho thay c6 su khéc biét v & danh gia cac tiéu chi cua yéu té giao
tiép cua cac khach hang dén tir Uc so vé céc oi con lai. Ho cam thay it duoc quan tam
va ngai giao tiép hon. Mic du khach hang dén tir Uc chiém moét ti trong nhé trong co
cAu ngudn khach hang nim cu a khach san Canary, nhung van can cé su quan tam
dung muc trong twong lai & 6 thé nhan duoc phan hdi tich cuc hon tir nhém khéch

hang nay.
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2.6 TOm tit

Viéc nghién ciu thuc hién qua hai budc nghién ctru dinh tinh va nghién ciu dinh
lugng. Nghién ctru dinh tinh dugc sir dung dé kham pha, diéu chinh va bd sung céc
thang do cho phu hop vai tirng loai hinh dich vu. Sau khi diéu chinh, bd sung cac bién
cau hoi, 25 muc hoi cia thang do LQI di dugc thiét 1ap sin sang thuc hién nghién cau
chinh thirc (dinh luong) dé do luong sy hai 1ong cua khach hang vé chat lugng dich vu
véi 5 muc hoi.

Dit liéu thu dugc, duge xt ly bang phan mém SPSS 20.0, qua c4c phan tich dé dua
ra két qua nghién cuu.

Qua danh gia cac thang do vai hai cdng cu chinh dugc sir dung do6 la phan tich nhéan
t6 kham pha EFA va kiém dinh véi hé sé Cronbach Alpha, 6 nhan té dugc rit ra tir
thang do LQI dé dua vao md hinh nghién ctu su hai 16ng bang phan tich hdi quy,
trong d6 bién phu thudc 1a sy hai 10ng va cac bi én doc | 4 p 1a: Hitu hinh, Su Tu tin,
Sy phan hdi, Su giao tiép, Sy tin cay, va mot nhém nhan 6 moi duoc rit ra 1a Vi tri va
canh quan.

Thuc hién kiém dinh hé sé twong quan Pearson, kiém dinh phwong trinh hdi quy da
bién cho céc nhan té vira rit ra tir phan tich han té ta c6 md hinh sy hai long caa hach
hang vé chat lugng dich vu khéch s a n caa khéach san Canary Hué duoc dién ta nhu sau:

HL =0,382.HH + 0,216.VTCC + 0,208.PH + 0,153.TT + 0,308.GT + 0,274.TC

Duya vao phan tich sdu One-Way Anova, cd sy khéc biét trong viéc danh gia chat

lwong dich vu theo céc bién nhan khau hoc.
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CHUONG 3: PINH HUONG GIAl PHAP NANG CAO CHAT LUQNG DICH
VU TAI KHACH SAN CANARY

Qua phan tich nhan t4, phan tich hdi quy da bién chung ta di nhan dién duoc cac
nhan t6 chinh v mac d6 anh huong cua cac nhan té d6 dén su hai 1ong cua khach
hang.

Qua phan tich phuong sai ANOVA mét chiéu (One — Way ANOVA) chiding ta nhan
dién duoc sy khac nhau cé y nghia théng ké cua cac nhom khach hang khac nhau trong
viéc danh gia sy hai 10ng vé chat luong dich vu khach san.

Trén co s¢ nhan dién duoc cac nhan té anh huong dén sy hai 10ng cua khach hang
va phat hién duoc su khac biét co y nghia v& mit thong ké dbi véi tirng nhém khach
hang trong viéc danh gia su hai long vé chit lwong dich v u, khach san can tap trung
cai tién cac noi dung theo thir tu uu tién (mirc d6 anh hudng quan trong) cua tirng nhan
t6 dén sy hai 1ong cua khach hang; chi y dén su khéc bi é ¢ ua tirng nhdm khach hang
trong qué trinh phuc vu dé c6 thé mang lai ié u qu 4 cao nhét (trong diéu kién ngudn
luc bi gii han) vé viéc nang cao chat lug g d ich v u, ngay cang 1am cho khach hang
hai 1ong hon vé chat lugng dich vu do khach sa minh cung cap.

Cong viéc nay can phai dugc khach san quan tam thuc hién thudng xuyén nham tao
uy tin, gay dung thuong hiéu, nang cao kha ning canh tranh trén thi truong trong diéu
kién canh tranh ngay cang gay g 4 t trong thi trudng dich vu.

Cac dé xuat c 4 i tién dé nang cao chit lwong dich vu tai khach san Canary Hué Ia:
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3.1 Vé phuong tién hiru hinh

Sy hitu hinh 13 nhan t6 c6 mac d6 anh huong quan trong nhat dén su hai 1ong cua
khach hang vé chat lugng dich vu khéch san, véi hé s hdi quy riéng phan 1a 0,382,
bao gdm cé4c ndi dung cu thé sau:

Bdang 23: Phuong tién hiru hinh

Gia tri Gia tri Trung

nhé nhit | 16n nhit | binh

HH1 [Quay 1é tan duoc bo tri dep 1 5 3,73
HH2 | Nhan vién sach s&, dong phuc gon gang. 1 5 3,77
HH4 [Noi that dugc bd tri thuan tién 1 5 3,83

Nguon: xtr Iy so liéu SPSS.

Gia tri trung binh cua céac yéu té trong Su hiru hinh d& u & mtic chua cao, gan Voi

muc dong y. Ngoai ra con c6 nhiéu du khach ¢ a m th 4y hoan toan khong ddng y Véi
cac yéu té nay, do d6 khach san can cha y dén nh & ng van dé sau:

- Trang thiét bi can phai duoc xem xét, nang c 4 p, thay thé mai dé dam bao tiéu
chuén sao khach san.

- Thay méi cac bong dén lu md, hu hong dé dam bao anh sang.

- Hé thdng nudc may bi nghe t, ch ay yéu phai dugc stra chita kip thoi.

- Cac may tinh phuc vu kha h hang phai xem xet, trang bi lai.

- Kem danh ring va ban hai danh riang phai day du cho cac phong (va duoc thay
thé, b6 sung kip th oi).

- Chinh stra ho 4 ¢ b 6 sung hé théng lanh cho thang may.

- Sira chita cac h 6 ng hoc trong phong tam va bon rira mat, bé tri thang may cho
khach san Canary.

- Viéc bé tri céc trang thiét bi trong phong khach san cung can phai duoc luu tam
nham tao cam giac thoai mai, thu gidn cho khach hang, tao thuan tién cho khach khi
sinh hoat.

- Cung cap cac dich vu internet toc do cao, internet khong day. Chii y dén cac bién
phap dam bao su 6n dinh trong két néi internet khong day dé khong lam anh huong
dén qué trinh st dung cua khéch.

- Pam bao trang phuc cua nhan vién gon gang, ngan nap, tdc phong phuc vu chuyén

nghiép.
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Ngoai ra, qua phan tich phuong sai Anova cho thdy khach hang dén tir Chau Au
danh gia chua cao cach dn mac, trang phuc ctia nhan vién va ho ciing cho rang khach
san bd tri noi that chua duogc thuan tién. Khach san can tham khao thém nhiéu mau
ddng phuc khac, tham khao y kién khach hang dé dap tng thi hiéu caa ho. Ngoai ra
khéch san can khéng nging tim toi, nghién ctu cach bé tri noi that nhu ban ghé, ta
lanh, dén ngi.... cho phu hop véi nhu cau cua khach hang.

3.2 Vé sw giao tiép

Nhan té nay c6 mtc anh hudng quan trong thir 2 dén sy hai 1ong caa khach hang vé
chat lwong dich vu khéch san, véi hé sb hdi quy riéng phan 1a 0,308, bao gém cé4c noi
dung cu thé sau:

Bdng 24: Su giao tiép

Gid tri Gia tri Trung

nhé nhat 16n nhat | binh

Hoéa don thanh toan cua to1 duoc giai thich
GT1 1 5 4,01
mot cach ro rang

Téi dugc don tiép cong bang, khod an
GT2 | S P & >ane &P 2 5 3,74
biét & quay I¢€ tan

Nhan vién 1é tan da c6 gang dé tim hiéu cac
GT3 . , _ 1 5 3,70
nhu cau cu thé cua toi

GT4 |Nhan vién da doan trudc nhu ciu cua toi 1 5 3,48

Nguon: xtr ly so liéu SPSS.

Ngoai viéc hoa don t anh toan duoc giai thich mot cach rd rang dugc da sé khéach

hang danh g 4 & muac dong Y, cac noi dung con lai trong yéu té Sy Giao tiép déu & mic
chua cao, trén mrc trung lap.

Céac dé xuat cai tién cd thé Ia;

Trong trudng hop ¢6 nhiéu khach 1am tha tuc, ludn wu tién phuc vu theo thi ty, ai
dén truéc phuc vu trude, dén sau phuc vu sau. Uu tién cho ngudi 16n tudi, phu nir va
tré em.

Nang cao tinh than 1am viéc cho nhan vién, ludn dit loi ich caa khach hang lén hang
dau tir d6 quan tdm t6i nhitng nhu cau cu thé cua ho, néu duoc c6 thé dua ra cac dé

Xuat méi duya trén cac nhu cau va biéu hién cua khéach hang, vi du nhu nhirng goi ¥ vé
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tour, phuong tién giao théng, tuyén dudng, cac dia diém hap dan, dé khach hang cam
thidy minh dugc khach san quan tm nhiéu hon.

Quan tdm dao tao, huan luyén thuong xuyén vé mat nghiép vu chuy@n mén cho
nhan vién khach san dé cd thé dap (ng yéu cau phuc vu nhanh, gon, chinh xac mang
tinh chuyén nghiép cao.

Ngoai ra, qua phan tich phuwong sai Anova cho thiy khach hang dén tir Chau Uc cho
ring minh kém dugc quan tim hon so v&i cac nhém khéch hang con lai. Ho chua nhan
duogc s quan tdm, tim hiéu nhu cau cta nhan vién. Do d6, khach san can quén triét vé
phong cach va thai dé phuc vu &n can, niém ng voi moi khach hang, ludn quan tam toi
nhu cau caa ho sé& khién ho hai 1ong hon khi st dung dich vu.

3.3 Vé su tin cdy

Sy tin cay la nhan té ¢6 mac do anh hudng quan trong thi ba dén su hai long
cua khach hang vé chét luong dich vu khéach san, vai hé sé h 6i quy riéng phan la
0,274. Bao gém cac ndi dung:

Bang 25: Swtin ¢ gy

Gia tri Giatri | Trung
nho nhit | 16n nhat | binh

TC1 | Viéc dat phong dugc xtr Iy hi€u qua 2 5 3,82

TC2 |Phong nghi sin sang nhu da cam két 2 5 3,64
TV, Wi-fi, A/C, dén, va ac thiét bi lam viéc

TC3 2 5 3,39

chinh xac, i€u qua

Piéu téi n an duogc twong tng voi chi phi toi
TC4 2 5 3,81
da tra

Phan 16n khach hang cho rang viéc dat phong duoc xtr Iy hiéu qua, do khach san c6
lien két vai cac trang dat phong truc tuyén va co quy trinh dat phong cu thé, hiém khi
Xay ra truong hop khach hang da dit phong nhung khi dén thi hét phong hoic phai
chuyén qua loai phong khac.

Phan 16n khach hang danh gia cao khach san & chd dich vu khach san cung cap phu
hop vai chi phi ho bo ra, day 1a mot diém sang can duoc phat huy.

Tuy nhién khéach hang lai danh gia thap yéu t6 TV, Wi-fi, A/C, dén, va cac thiét bi
lam viéc chinh x4c, hiéu qua. Piéu nay 1a do trong qua trinh sir dung phong, d6i lic hé

théng Wi-fi bi qua tai khién ho khong thé truy cam duoc internet, hoac cac bong dén
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bi chay... Mic du nhimg su ¢6 nay dé& dang khic phyc trong thoi gian ngan nhung van
dem lai sy thiéu hai long cho khach hang. Vé 16i Wi-fi khong thé truy cap, nhan vién
can khoi dong lai bo phat Wi-fi mdi budi sang dé viéc truy cap internet ctia khach hang
ban ngay khong bi gian doan. Can thuong xuyén kiém tra cac thiét bj ndi that, ghi cht
vé thoi han st dung dé c6 lich thay thé cu thé.

Ngoai ra, qua phan tich phuong sai ANOVA cho thdy nhém nguoi tré tudi va nguoi
lao dong cho rang viéc dit phong dugce xir 1y chua hidu qua so véi cac nhom khach
hang khac. Nhom ngudi lao dong va hoc sinh, sinh vién ciing cho rang dich vu ho
nhan dugc chua twong xtmg v&i chi phi ho bd ra. Do d6 khach san cdn quan tim
nhimg ddi tugng khach hang niay dé co thai 46 va cach phu vu t6t hon, phu hop véi
nhu cau ctia khach hang hon.

3.4 Vé vi tri va canh quan

Vi tri va canh quan 12 nhan t6 ¢ mtc d6 anh huéng quan trong thir tw dén sy hai
long cua khéach hang vé chat luong dich vu khéach s a n, véi hé sé hoi quy riéng phan 1a
0,216. Bao gdbm cac ndi dung:

Bang 26: Vi tri va canh quan

Gia trj ho nhat | Gia tri 1on nhat | Trung binh

HH5 | Khach san sach sé 1 5 3,57
HH6 [ Khong gian bén ngoai hap dan | 1 5 3,57
HH7 | Gan cac diém du li h 1 5 3,71

Céc d¢ xuat la:

Maic du khéch san luén duoc vé sinh sach s€ nhung do thoi diém tién hanh khao sat
dang 13 e thoi t é&t mua nhiéu. Khach vao ra khién tién sanh, hanh lang thuong xuyén
bi ot va ban, diéu nay anh hudng khong it dén sy hai 1ong cua khach hang. Do d6 vao
mua ndy khach san can dit thém cac tham chui chan trude 16i ra vao va thudng xuyén
thay mai.

Lién két voi cac cong ty, dai 1y tour, cung cap nhiéu tour hap dan kém dich vu dua
ddn tan noi cho du khach.

3.6 Vé su phan hoi

Sy phan hdi 12 nhan té ¢6 mirc d6 anh huéng quan trong thir nam dén su hai
long cua khéach hang vé chat lugng dich vu khach san, véi hé sé hdi quy riéng phan

14 0,208. Bao gom cac ndi dung:
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Bang 27: Sw phdn hai

Gia tri Gia tr1 Trung
nhd nhat  |16n nhat | binh
PH1 |Nhan vién tra 101 kip thoi cac cau hoi cua toi |1 5 3,51
PH2 |Nhan vién san long tra 101 cac cAu hdi cua toi | 1 5 4,43
PH3 N‘hﬁn vién phan tng nhanh dé giai quyét van 5 . 381
dé cua to1
PHS [ Dich vu nha hang nhanh chong 1 5 3,74
PH6 |[Dich vu buéng phong nhanh chéng 2 5 3,86

Céac dé xuat:

Khach hang danh gi chua cao toc d6 phuc vu cia nha hang. Dé giai quyét van dé
nay khach san c6 thé diéu chuyén thém nhan vién trong gi & cao diém sang phuc vu
nha hang dé tiét kiem chi phi thué thém nhan céng. Chu 4 n b i truéc cac mon tréi cay,
trang miéng, nudce giai khat dé c6 thé phuc vu ngay khi khéach c6 yéu cau.

Tuy rang nhan vién ludn sin sang tra 10i cac cau hoi nhung cé nhiéu van dé can
tham khao thém ngudn thdng tin chinh thic, vi du nhu gid di tour, gia tour, gia vé tau
xe, may bay... nén can thoi gian dé xac nhan. Trong trudng hop ndy can noi rd voi
khach hang va mong nhan dugc su théng cam vi phai cho doi.

3.6 Vé Su tr tin

Day la nhan t6 ¢ mi d6 anh huéng quan trong cudi cung dén su hai long cua khach
hang vé chat lugng dich vu khéach san, vai hé sé hoi quy riéng phan 1a 0,153, bao gom
cac no dung cu thé sau:

Bang 28: Su tu tin

Gia tri Giatri | Trung
nho nhat | 16n nhét | binh
TT1 [Nhan vién biét vé nhiing dia diém hap dan 2 5 3,98
TT2 |Nhéan vién doi xur vdi toi mot cach ton trong 2 5 3,80
Nhan vién t6 ra lich su khi tra 101 cac cau hoi
TT3 N 2 5 3,78
cua tol
TT4 | Khéch san cung cap mdt moi trudong an toan 2 5 3,93

Nguon: xu ly so liéu SPSS.
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Gia tri trung binh cua céac yéu té trong Sy Tu tin cling déu & muc chua cao, gan Voi
mtc déng y. Do d6 khach san can chi y dén nhitng van dé sau:

- Ludn dé cao tinh than hoc hoi, trau doi vén ngoai ngit cho ddi ngii nhan vién dé c6
thé gi6i thiéu vé Hué mot cach hap dan cho du khach. Thuong xuyén cap nhat thong
tin vé cac dia diém du lich caa Hué dé gigi thiéu cho du khach khi ho c6 nhu cau tim
hiéu.

- Céc hoat dong caa nhan vién phuc vu trong tat ca cac khau trong quy trinh phuc
vu caa khach san phai duoc huan luyén, dao tao mot cach chuyén nghiép dé dap tng
y&u cau cdng viéc.

- B6 phan bao vé c¢6 ddng phuc riéng va ludn hién dién tai vi tri truc, dié nay khién

khach luu tra cam nhan duogc khach san luon duoc bao vé an toan.
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CHUONG 4: KET LUAN
Dé tai nghién ctu nay st dung thang do chét luong dich vu Lodging quality index
cua Getty et al. Qua dé cung gop phan kham pha, diéu chinh va bo sung cac thang do,
kiém chang céac két luan cua cac nha nghién ciu truée day vé cac thang do chit lugng
dich vu d6i véi linh vuc va don vi cu thé 12 dich vu luu tra tai khach san Canary Hué.

Qua két qua phan tich & cac chuong trén day cho thdy muc tiéu nghién cau cua dé tai

nay da dugc giai quyét:

- Lam r8 ly luan vé quan tri chit luong dich vu

- DPanh gid muc d6 hai long cua khach hang ddi voi dich vu luu tra cta khach san
Canary Hué

- Xéc dinh cac nhan t6 anh huéng dén sy hai long cta khach hang vé chét luong dich
vu luu tra tai khach san Canary Hué.

- Théng qua tim hiéu dic diém, tinh hinh hoat dong kinh doanh cac dich vu va danh
gia thyc trang chét lugng dich vu tai khach san Canary dé tir 36 dé xuét bién phap
hoan thién cong tac quan tri chét lugng dich vu.

V& mé hinh Iy thuyét
Két qua md hinh Iy thuyét cho mot sb két lua : C6 6 thanh phan g6p phan giai thich
cho su hai long khach hang v 6i n 6i dung cu thé nhu sau:

Hiru hinh

Quay ¢ tan duoc bo tri dep
Nhan vién sach s&, dong phuc gon gang.
Noi that dugc bd tri t uén tién

Vi tri va canh quan

Khach san sach sé
Khong gian bén ngoai hap dan

Gan cac diém du lich

Sw tin cay

Vi¢e dat phong duogc xu Iy hi¢u qua

Phong nghi sin sang nhu di cam két

TV, Wi-fi, A/C, dén, va cac thiét bi lam viéc chinh xac, hiéu

qua Diéu t6i nhan duogc twong tmg véi chi phi t6i da tra

Sw phan hoi
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Nhan vién tra 1o1 kip thoi cac cau hai cua toi

Nhan vién sin 1ong tra 161 cac cau hoi cia toi

Nhan vién phan tmg nhanh dé giai quyét van dé cua toi
Dich vu nha hang nhanh chong

Dich vu budng phong nhanh chéng

Su tw tin

Nhan vién biét vé nhiing dia diém hap dan

Nhan vién ddi xir v6i toi mot cach ton trong

Nhan vién té ra lich su khi tra 101 cac cau hoéi cua to1

Khach san cung cap mot mdi trudng an toan

Sw giao tiép
Hoéa don thanh toan cua t61 dugc giai thich mgt cach ro rang

T6i dugc don tiép cong bang, khong phan biét & quay 18 tan

Nhan vién I¢ tan da c6 gang dé tim hi€u cac nhu cau cu hé cua toi

Nhan vién da doan trudce nhu cau cua toi

Noi dung cuaa tirng nhan té it nhiéu ciing thay doi so véi mé hinh dy kién ban dau.

Muc do giai thich caa cac thanh phan ciing d3 dugc két luan 13 khac nhau, trong do

thanh phan Phwong tién hitu hinh (TAN) c6 anh huéng nhiéu nhat dén sy hai long, ké
dén 1a Sy tu tin (CON), Su giao tiép (COM), Vi tri va canh quan, Sy tin cdy (REL), va

Su phan hdi (RES).

M6 hinh sy hai 16ng caa hach hang vé chat lugng dich vu khach san caa khach san

Canary Hué duogc dié n ta nhu sau:

Sw hai long = 0,392.Hiru Hinh + 0,308.Giao tiép + 0,274.Tin cay
+0,216.Vij tri va canh quan  + 0,208.Phan hoi

+0,153.Tw tin

M6 hinh nay cho thay yéu té Hiru hinh lién quan dén co sé vat chat cia khach san 1a

yéu t6 anh huong nhat dén su hai long cia khéach hang, ké dén 1a Su tu tin khi cung

cap dich vu cua khach san va Su giao tiép cua nhan vién khach san déi véi du

khach.

Két qua phan tich phuong sai ANOVA cho thay c6 sy khac biét c6 y nghia trong

viéc cam nhan vé mirc d6 hai 1ong gitta cac khach hang dén tir cc chau luc khéc nhau,
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do d6 khach san can nam bt tdm 1y, vin hoa cia khach hang dé cé hinh thtc giao tiép,
g xir phi hop, cung cap dich vu theo diing yéu cau cua ho dé khach hang cam thay
hai long hon.

Mo hinh ciing chi ra rang dé tao su hai 1ong cho khach hang, trong giai doan hién
nay khach san nén tap trung nguén luc vao dé cai thién cac thanh phan theo tht tu wu
tién 1a Phuong tién hitu hinh, Su tu tin, Su giao tiép, Canh quan, Sy tin cay, Sy phan
hdi véi cac noi dung di dé nghi s& co tac dung manh mé trong viéc cai thién chat lugng
dich vu

Cé4c han ché, huéng nghién ciru tiép theo

Cung véi nhimg déng gép da néu ¢ phan trén, dé tai ndy con mot s6 han ché nhit
dinh: Nghién cau chi dugc thuc hién véi cac khach hang s dung dich vu khach san
tap trung trong khoang thoi gian mot thang (thang 4/2016). Piéu nay cho thay kha
ning tong quét cua dé tai nghién ciu chua cao. Bé xay d ung thang do sy hai 1ong
khéch hang vé chat luong dich vu khach san mang inh tong quat hon can phai c6
nhitng nghién ctu 1ap lai véi ddi tuong rong on, th &i gian khao sat rai déu céac thang
trong nam.

Trong khoang thoi gian han hep va k h phi thuc hién cé han, nghién cttu chi mai
khao sat anh huéng cua chét lu ong dich vu dén su hai 1ong caa khéach hang, cé thé con
nhiéu yéu t4 khéc tac dong dé n s v hai 1ong cia khach hang ma mé hinh chua dé cap
dén (trong phuong trinh hdi quy di dé cap) nhu uy tin, danh tiéng cua khach san,
chuong trinh cha m s6c k ach hang (hau mai), khuyén mai, dic tinh san pham, dac
diém ca nhan,... ma t6i ¢ va nghién cau. Pay ciing 14 huéng goi y nghién ciu tiép
theo.
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Tai ligu tham khao

Ti€u dé

Téc gia/Nguon

Service Quality and Customer Behavioral
Intentions: A

Study in the Hotel Industry

Diwakar Pandey and Pushpa Raj
Joshi 2010

A conceptual Model of Service Quality and Its
implications for Future Research

A. Parasuraman

3| Po ludng chat lugng dich vu str dung mo hinh | Ths Pham Lé Hong Nhung
Servperf
4| Service Management Fitzsimmons

Services Marketing

K.Douglas offman, John E.G
Ba eson

Service Quality and Management

Bernd Stauss, Jos Lemink, Paul
Kunst

Assessment of Tourist Perception on Service
Quality in the Hospitality Industry in Cross

River State

Ukwayi, Joseph. K. (Ph.D),
Department of Sociology,
University of Calabar, Calabar —

Nigeria..

Measuring service quality in the hotel

industry:A study in a business hotel in Turkey

Atilla Akbaba

PERCEPTIONS AND SATISFACTION
AMONG DOMESTIC GUESTS IN KENYA

Susan Mbuthia; Caroline

Muthoni and Stephen Muchina

10

What is meant by service?

John M. Rathmell

Source: Journal of Marketing,
Vol. 30, No. 4 (Oct., 1966), pp.
32-36

11

Some new thoughts on Conceptualizing
Perceived Service Quality: A Hierarchical

Approach

Brady, Michael K;Cronin, J
Joseph, Jr

Journal of Marketing; Jul 2001,
65, 3; ProQuest Research Library
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12

A Handbook for Measuring Customer

Satisfaction and Service Quality

GVHD: ThS. Pham Phwong Trung

TCRP Report 47

13 | SERVPERF Versus SERVQUAL: J.Joseph Cronin, Jr. & Steven A.
Reconciling Performance-Based and Taylor
Perceptions-Minus-Expectations Measurement
of Service Quality

14 | Service Marketing Management in the Kandampully

Hospitality, Leisure, and Tourism

15

Panh gia su hai long cta khach hang vé chat

luong dich vu tai khach san Duy Tan Hué

Th.s Tran Vi t Quoc 2011, Thu
viéen PHKT H

16

Nang cao chat lwong dich vu luu tra tai khach
san SAIGON MORIN Hué

Th.s Tran D y Hao 2015,
CH14/118 Thu vién DPHKT Hué

17 | Nang cao chat lwong dich vu luu tra tai khach | Ng6é Thi Thu Thuay 2015 - Thu
san Nhu Pha Hué vién PHKT Hué

18 | Panh gia su hai 10ng ctia khach hang vé ¢ at Th.s Lé B4 Thong 2013, Thu
luong dich vu tai khach san Fest val Hué vién PHKT Hué CH12/34

19

Danh gia chat lvong dich vu theo mo hinh
Servqual

Tai li€u dao tao danh gia chat
luong dich vu Servqual, Chi cuc

TC-BL-CL Tp.HCM

20

Panh gia sy hai long ta Kha h hang vé chat
lugng dich vu luu tra tai khach san Wingate
Hué

Lé Thién Phudc 2015, Thu vién
PHKT Hué
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PHU LUC
Bang cau heéi dieu tra khach hang 5 .
PHIEU THAM DO Y KIEN

Kinh chao quy khéch!

Khéch san Canary Hué dang tién hanh cudc tham do ¥ kién khach hang vé chit luong dich
vu cia khach san. Y kién cua quy khach hang sé gitp Khéch san ching toi cai tién chat luong
san pham dich vy, nham muc dich phuc vu quy khéch ngay cang tét hon.

Xin vui 1ong dat phiéu nay vao thung thu gop ¥ hodc trudc ban I8 tan khi quy khach roi
khoi.

Chung tdi rat mong nhan duoc su gitp d& tir phia quy khéch!

PHAN 1: THONG TIN CA NHAN: Xin khoanh tron vao con sé rwéc lwa chen thich hep.

L HQIORn: (.o

2. Gidi tinh 1. Nam 2. N
3. P tuji 1. Duéi 20 2.21-30
3. 31-40 4.51-60
5. Trén 60 tudi
4. Nghé nghiép 1. Kinh doanh 2. Cong chirc
3. Nguoi lao dong 4. Hoc sinh / Sinh vién
5. Nghi huu 6. Khac:

5. Quy Vi dén khach sen Canary vao d ip nao?

1. Vao ky nghi 2.D1i cong tac
3. Song hang ngay 4.Tim ché & tam thoi
5. Khéc: ...
6. Ban dén tir chdu luc nio?
1. Chau Phi 2. Chau My
3.Chau A 4. Chau Au

5. Chau Dai duong
7. Quy Vi di lwu trit tai khach sgn Canary Hué bao nhiéu lan?
1. Lan dau 2. T2 1an tré 1én

8. Quy vi biét dén khdch san nay thong qua cdc nguéon théng tin nao dwdi diy?

1. Cong ty lir hanh 2. Internet
3. Nguoi than, ban be 4. bai, bao chi
S5.Khac: ...
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PHAN 2: CAC CAU HOI CHINH

1.

Vui long khoanh tron mét con soé (theo tirng ngi dung) dién ti chinh xdc nhdt mirc

do ma quy khdch cho la thich hop.
Giai thich

1 — Rat khéng dong y 2 — Khéng dong y

3 — Binh thuong

GVHD: ThS. Pham Phwong Trung

4 — Pong y 5 — Rat dong y
Sw hitu hinh
1 | Quay I8 tan duogc bd tri dep 11 2| 3| 4] 5
2 | Nhan vién sach s&, dong phuc gon gang. 11 2| 3| 4] 5
3 | Nha hang luén chao don 1] 2| 3 4] 5
4 | Noi that duge b tri thuan tién 1| 2| 3| 4] 5
5 | Khach san sach s€ 1 2 3] 4] 5
6 | Khong gian bén ngoai hap dan 1] 2| 3 4] 5
7 | Gan cac diém du lich 1| 2| 3| 4] 5
Sw tin cdy
8 | Viéc dat phong cua toi duge xir Iy hiéu qua 11 2| 3| 4] 5
9 | Phong nghi cua t6i d sin san nhu cam két 11 2| 3| 4] 5
10 T\{, Wi-fi, dén, va cac thiét bi khic lam viéc chinh xac, hiéu qua 11 2| 3] 4| 5
11 | biéu t6i nhan dugc twong ing véi chi phi toi da tra 11 2| 3| 4] 5
Swp an oi
12 | Nhan vién tra 101 kip thoi cac cau hoi cia t6i 1] 2| 3 4] 5
13 | Nhan vién san long tra 1i cac cau hoi cia toi 11 2| 3| 4] 5
14 | Nhan vién phan tng nhanh dé giai quyét van dé cua toi 1| 2| 3| 4| 5
15 | Thi tuc nhan - tra phong nhanh chong va hiéu qua 1 2 3| 4] 5
16 | Dich vu nha hang nhanh chong 1] 2| 3 4] 5
17 | Dich vu budng phong nhanh héng 1] 2| 3 4] 5
Su ty tin
17 | Nhén vién biét vé n {ing dia diém hap dan 1| 2| 3| 4| 5
18 | Nhan vién ddi xt v&i téi mot cach ton trong 11 2] 3| 4] 5
19 | Nhan vién to ra lich sy khi tra 101 cac cau hoi cua toi 11 2] 3| 4] 5
20 | Khach s n cung cAp mot moi truong an toan 11 2| 3| 4| 5
21 | Cac thiét bi dugc bo tri thuan tién 1| 2| 3| 4| 5
Su giao tiép
22 | Hoéa don thanh toan cta t6i duoc giai thich mét cach rd rang 11 2| 3| 4| 5
23 | T6i dugce don tiép cong bang, khong phan biét & quay Ie tan 1] 2] 3] 4] 5
24 | Nhan vién l€ tan da co gang dé tim hiéu cac nhu cau cu thé cta toi 1] 2] 3] 4] 5
25 | Nhan vién di doan trudc nhu cau cia toi 1|1 2| 3| 4| 5
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2. Murc do hai long cua khach hang

Gidai thich

1— Rat khéng hai long 2 — Khéng hai long 3 — Binh thuong

4— Hai long 5 — Rat hai long
1| Téi hai long véi co so vat chét cua khach san 1 21 3| 4] 5
2| Taoi hai long voi cung cach phuc vu cua khach san 1l 2| 3| 4 5
3| Nhin chung téi hai long vdi chét luong phuc vu ctia khach san 1 21 3| 4| 5
4| Téi s€ gidi thiéu khach san Canary cho nhitng nguoi khac 11 2| 3| 4] 5
5| T6i s& chon khach san Canary cho 1an tiép theo dén Hué 1l 2| 3| 4 5

3. Diéu ma quy khdch khéong hai long khi 6 tai khdch san nay la?

5. Quy khdch vui long cho biét thém cdc ¥ kién khdc dé giip khdch san chiing téi
néng cao chit lwong phuc vu ciia minh?

Xin chan thanh cam on sw giup do cua quy vi!
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CUSTOMER SURVEY

Dear Sir/Madam,

Our hotel is constantly working to offer the best possible service, and therefore,we are
most interested in receiving observations and suggestions from our guests.

We would be grateful if you could help us keep improving by filling in and completing this
questionare. Please drop it at the front desk before your depacture.

Thank for your co-operation and best regards!

PERSONAL INFORMATION: Please circle one number before the answer you think
is the most appropriate.

L NI L
2. Gender: 1. Male 2. Female
3. Age: 1.18-22 2.23-35
3.36-49 4. 50-59
5. Above 60
4. Occupation: 1. Business 2. Civil servant
3. Laborer 4. Student
5. Retirement 6. Other:
5. On which occasion do you stay in Canary Hotel?
1. On a va ation 2. On a business trip

S

3. In daily life . For temporary living
place
5. Other (Please indicate): ...........covveviiniinineannn...

6. Your cont nent of origin:

1. Africa 2.America
3.Asia 4.Europe
5. Oceania

7. How many times have you stayed at Canary Hotel?
1. The first time 2. Twice or more

8. If this is your first time here, where have you heard or read about our hotel?

1. Travel agents 2. Internet
3. Family or friends 4. Radio, newspaper
5.0ther: ....ooooiiiiii
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PART 2. SERVICE QUALITY.

1. Would you please circle one number that best shows your perception on our hotel

GVHD: ThS. Pham Phwong Trung

service?
1 — Strongly disagree 2 — Disagree 3 — Normal
4 — Agree 5 — Strongly agree
Tangibility
1 | The front desk was visually appealing 1) 2| 3| 4] 5
2 | The employees had clean, neat uniforms 11 2| 3| 4| 5
3 | The restaurant’s atmosphere was inviting 11 2] 3| 4] 5
4 [ Comfortable fumishings 11 2| 3| 4| 5
5 | The hotel is cleaness 11 2| 3| 4| 5
6 | Attractive outdoor surroundings 11 2] 3| 4] 5
7 | Close to the tourist destination 1] 2| 3| 4] 5
Reliability
8 | My reservation was handled efficiently 1] 2| 3| 4] 5
9 | My room was ready as promised 11 2| 3| 4| 5
10 | TV, Wi-fi, lights, and other mechanical equipment worked properly 11 2] 3| 4] 5
11 |1 got what I paid for 1] 2| 3| 4| 5
Responsiveness
12 | Employees responded promptly to my requests 11 2| 3| 4| 5
13 | Employees were willing to answer my questio s 11 2| 3| 4| 5
14 | Employees responded quickly to solve my problems 11 2| 3| 4| 5
15 | Check-in and check-out procedures were fast and efficient 11 2| 3| 4| 5
16 | Restaurant service was prompt 11 2| 3| 4| 5
17 | Room service was prompt 11 2| 3| 4| 5
Confidence
18 [ Employees knew about lo al pla es of interest 1] 2| 3| 4| 5
19 | Employees treated me with respect 11 2] 3| 4| 5
20 | Employees were polite w en answering my questions 1] 2| 3| 4| 5
21 | The hotel prov ded a security environment 1] 2| 3| 4| 5
Communication
22 | My bill/receipt were clearly explained 1] 2| 3| 4| 5
23 | | received undiscriminating attention at the front desk 11 2| 3| 4] 5
24 | Reservationists tried to understand my particular needs 1] 2| 3| 4| 5
25 | Employees anticipated my needs 1] 2| 3| 4| 5
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2. Customer’s satisfaction

1 — Strongly dissatisfied 2— Dissatisfied 3—No idea

4 — Satified 5- Strongly dissatisfied
1 [ Overall physical condition 1 2| 3| 4] 5
2 | Overall service satisfactory 1l 2| 3| 4] 5
3 | Overall satisfactory 1l 2| 3| 4] 5
4 | I will recommend Canary hotel to others 1 2| 3| 4] 5
5 | I will choose to stay with Canary hotel next time to Hue 1l 2| 3| 4] 5

3. Please tell us what in the hotel dissatisfied you:

Thank you very much for you cooperation!
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Phu luc 1: Théng ké mo ta

GVHD: ThS. Pham Phwong Trung

Gioi tinh
Tan s6 % % hop l¢ % tich liy
Nan 56 56,0 56,0 56,0
Valid Nt 44 44,0 44,0 100,0
Tong 100 100,0 100,0
P tuoi
Tan sb Phan| Phan traim | Phén tram
tram| hop 1€ tich Iy
18-
111 11,0 11,0 11,0
22
23-
25 25,0 25,0 36,0
35
36-
Valid 49 32l 32,0 32,0 68,0
50-
20 20,0 20,0 88,0
59
>60 12| 12,0 12,0 100,0
Téng 100[ 100,0 100,0
Nghé nghiép
Tansé| % %hoplé | % tich liy
Doanh nhan 32 32,0 32,0 32,0
Coéng chuc 26 26,0 26,0 58,0
Nguoi lao dong 19 19,0 19,0 77,0
Valid
Hoc sinh/sinh vién 7 7,0 7,0 84,0
Nghi huu 16 16,0 16,0 100,0
Tong 100,  100,0 100,0
Quy vi dén khach san Canary vao dip nao
Tan sb % % hop 18 % tich Iy
Valid Vao ky nghi 76 76,0 76,0 76,0
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GVHD: ThS. Phgm Phwong Trung

D1 cong tac 21 21,0 21,0 97,0
Chd & tam thoi 3 3,0 3,0 100,0
Téng 100 100,0 100,0
Quy vi dén tir chau luc nao
Tan sé % % hop 1¢ % tich lity
Chau My 23 23,0 23,0 23,0
Chéau A 37 37,0 37,0 60,0
Valid  Chéau Au 26 26,0 26,0 86,0
Chéau dai Duong 14 14,0 14,0 100,0
Tong 100 100,0 100,0
S6 lan lwu tru tai khach san Canary
Tan sb % % hop 1& % tich lity
Lan dau tién 91 91,0 91,0 91,0
Valid Tir 2 lan tro Ién 9 9,0 9,0 100,0
Téng 100 100,0 100,0
Kénh théng t n tham khao
Tan sb % % hop I& % tich lity
Cong ty lir hanh 25 25,0 25,0 25,0
Internet 71 71,0 71,0 96,0
Valid
Nguo tan, ban bé 4 4,0 4,0 100,0
Tong 100 100,0 100,0
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GVHD: ThS. Pham Phwong Trung

Phu luc 2. Két qua kiém dinh Cronbach's Alpha

2.1 Hiiu hinh

Lan 1

Reliability Statistics

Cronbach's N of Items
Alpha
743 7
Item-Total Statistics
Scale Mean if| Scale Variance|  Corrected Cronbach's
Item Deleted| if Item Deleted[ Item-Total Alpha if Item
Correlation Deleted
Quay le tan duoc bo tri dep 22,2600 10,881 ,593 ,684
Nhan vien sach se gon gang 22,2200 10,476 ,540 ,692
Nha hang chao don 22,1800 14,594 -,094 ,807]
Noi that thuan tien 22,1600 11,166 ,495 ,705)
Khach san sach se 22,4200 10,771 ,481] ,707]
Khong gian ben ngoai hap dan 22,4200 10,589 ,524 ,696
Gan diem du lich 22,2800 9,800 ,670] ,658
Lan 2
Reliability Statistics
Cronbach's | N of Items
Alpha
,807 6
Item-Total Statistics
Scale Mean Scale Corrected Cronbach's
if Item Variance if | Item-Total | Alphaif Item
Deleted Item Deleted | Correlation Deleted
Quay le tan duoc bo tri dep 18,4500 10,694 ,634 , 764
Nhan vien sach se gon gang 18,4100 10,204 ,593 71
Noi that thuan tien 18,3500 10,856 ,558 779
Khach san sach se 18,6100 10,806 AT74 ,798
;(ahnong gian ben ngoai hap 18,6100 10,745 494 793
Gan diem du lich 18,4700 9,848 ,660 754
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2.2 Tin cgy

Reliability Statistics

Cronbach's N of Items
Alpha
,825 4
Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Cronbach's
Item Deleted | if Item Deleted| Item-Total Alpha if Item
Correlation Deleted
Viec dat phong duo ly hi
1eC dat prong cuoc iy ied 10,8400 3,449 768 726
qua
Phong nghi nhu cam ket 11,0200 3,454 ,666 A72
Cac thiet bi | iec chinh
_ac iet bi lam viec chinh xac 11.2700 3795 601 801
hieu qua
Dieu nhan duoc t i chi
u-au nhan duoc tuong ung voi chi 10,8500 3745 574 814
phi
2.3 Phdn hoi
Lan 1
Reliability Statistics
Cronbach's N of Items
Alpha
,790 6
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
Nhan vien tra loi k p thoi
) 19,9300 6,187 ,515 ,766
cac cau hoi
nhan vien san long tra loi
. 19,0100 5,646 ,599 , 745
cac cau hoi
nhan vien phan hoi nhanh
. 19,6300 6,357 ,761 724
de giai quyet van de
Thu tuc nhan tra phong
. 19,3500 7,058 ,191 ,856
nhanh chong va hieu qua
Dich vu nha hang nhanh
19,7000 6,051 , 738 ,718
chong
DV buong phong nhanh
19,5800 6,266 ,696 ,729
chong
Lan 2

Reliability Statistics
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GVHD: ThS. Pham Phwong Trung

Cronbach's N of Items
Alpha
,856 5
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- |  Cronbach's
Item Deleted | if Item Deleted Total Alpha if Item
Correlation Deleted
Nhan vien tra loi kip thoi cac
cau hoi 15,8400 4,883 492 ,878
ZZSHhZ;en san long tra loi cac 14,9200 4115 683 830
n_hgn vien phan hoi nhanh de 15,5400 4,918 799 805
giai quyet van de
Dich vu nha hang nhanh chong 15,6100 4,564 ,808 ,793
DV buong phong nhanh chong 15,4900 4,919 ,690 ,824
2.4 Tu tin
Reliability Statistics
Cronbach's N of Items
Alpha
,808 4
Item-Total Statistics
Scale Mean if Scale Variance |Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
Nhan vien biet ve n ung dia
diem hap dan 11,5100 2,293 ,430 ,841
Nhan vien doi xu ton trong 11,6900 1,812 787 ,684
Nhan vien lich su khi tra loi
cac cau ho 11,7100 1,743 ,786 ,679
khach san an toan 11,5600 1,865 ,543 ,808
2.5 Giao tiép
Reliability Statistics
Cronbach's N of Items
Alpha
,860 4
Item-Total Statistics
Scale Mean if Scale Variance |Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
Hoa don duoc giai thich ro
10,9200 4,781 , 766 ,799

rang
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GVHD: ThS. Pham Phwong Trung

Don tiep cong bang 11,1900 5,186 ,620 ,85
Tim hieu nhu cau 11,2300 4,300 , 746 ,805
Nhan vien doan truoc nhu
11,4500 4,634 ,703 ,822
cau
Phu luc 3 Phan tich nhan to kham pha EFA
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0,691
Approx. Chi-Square 1419,883
Bartlett's Test of Sphericity df 253
Sig. 0

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared

Rotation Sums of Squared

Co Loadings Loadings
E)nnp % of % of
ent Total Varéanc Cili/rgtg/loat Total Var;anc Cililn;l;/{)at Total V;/;)igr]:ce Cﬁ\r;lu(!/{:
1| 4,128 17,947 17,947 4,128 17,947 17,947 3,429 14,91 14,91
2| 3,885 16,889 34,836 3,885 16,889 34,836 2,886 12,549 | 27,459
3 2,788 12,12 46,956 2,788 12,12| 46,956 2,806 12,2 | 39,659
4 2,657| 11,551| 58,508 2,657] 11,551 58,508 2,657 11,55 | 51,209
5( 1,714 7,451 65,958 1,714 7,451] 65,958 2,623 11,406 | 62,615
6 1,62 7,043 73,002 1,62 7,043 73,002 2,389 10,387 | 73,002
7| 0,933 4,056 77,057

8 0,724 3,146 80,204

9 0,637 2,771 82,975

10 0,579 2,516 85,491

111 0,543 2,36| 87,851

12| 0,471 2,047 89,898

13| 0,383 1,667 91,565

14 0,363 1,579 93,143

15 0,337 1,466| 94,609

16 0,27 1,172 95,782

17 0,223 0,97 96,751

18| 0,181 0,786 97,537

19| 0,167 0,724 98,261

20 0,128 0,558 98,819

21 0,116 0,505 99,324

22 0,094 0,408 99,732

23( 0,062 0,268 100
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GVHD: ThS. Pham Phwong Trung

Extraction Method: Principal Component Analysis.

Rotated Component Matrix?

Component

1 2
HH1 Quay le tan duoc bo tri dep 0049 -0,045 0186 0012 0,799 0,289
HH2 Nhan vien sach se gon gang -0,01 -0,039 0,017 0,11 0,947 0,095
HH4 Noi that thuan tien 0,011 -0013] 0019 0167 0929 0,054
HH5 Khach san sach se 0,041 -0205| -0,049] -0,133 016 0,716
;;e Khong gian ben ngoai hap 006 -0,005| -0,132 003 0056 0882
HH7 Gan diem du lich -0,013 0,02 0084 0015 0163 0937
TC1 Viec dat phong duoc xu ly 0172|  -0.101 084 02871 0009 0,031
hieu qua
TC2 Phong nghi nhu cam ket 0,099 -0,05 0,802 0,109 0,084 0,071
TC3 Qac thiet bi lam viec chinh 0,01 0,065 0,768 0,039 0,166 0,104
Xac hieu qua
;ﬁ‘; r[])i'e“ nhanduoctuongungvoi | a4 5038l 0758 0041 0022 -0078
PHI Nhan vien tra ol kip thot cac 0636 -0038 -0155 0181 006 -0,039
E;zhg?a” vien san long tra loi cac 0814 0086 0148 -0013 0157 -0,035
PH3 nhan vien phan hoi nhanh de 0832 0057 0089 0026 -0132 -0,05
giai quyet van de
Er;'; E'Ch vu niha hang nhanh 0895 00571 0018 0,084 ol -0045
Er:éi gDV buong phong nhanh 0,808 016 -0,023 -0069 -0,059 0,04
T_T1 Nhan vien biet ve nhung dia 0.1 0,009 0,116 0,669 10,023 0,179
diem hap dan
TT2 Nhan vien doi xu ton trong 0,037 0,117 0,171 0,865 0,213 0,117
TT3 Nhan vien lichsu ki traloi 0,084 0,07 0,185 0,882 0,126 0,125
cac cau hoi
TT4 khach san an toan 0,035 00671 0282 0679 0036 -0,116
S,ng Hoa don duoc g ai thich ro 002 0879 -0,05| -0,015 -0,084] -0,061
GT2 Don tiep cong bang 0068| 0764 -0017] 0104 0057 -0072
GT3 Nhan vien le tan co gang tim 0155| 0844 -01290 0025 -0018] -0001
hieu cac nhu cau
GT4 Nhan vien doan truoc nhu cau 0,044 0,829 -0,038 0,099 -0,049 0,005

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.
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Phu luc 4. Phan tich twong quan

Correlations

HH VTCC PH TT GTIEP TC HL
Pearson e . -
Correlation 1| ,287 033 ,216 -,071 144,502
HH Sig. (2-tailed) ,004 743 ,031 ,482 ,153 ,000
N 100 100 100 100 100 100 100
Pearson ok *
Correlation ,287 1 -,081 -,043 -,156 -,048 241
VTCC Sig. (2-tailed) ,004 422 ,669 121 ,638 ,016
N 100 100 100 100 100 100 100
Pearson 087"
o Correlation ,033 -,081 1 ,118 ,166 ,052[
Sig. (2-tailed) , 743 422 241 ,099 ,605 ,004
N 100 100 100 100 100 100 100
Pearson * s *ke
Correlation ,216 -,043 ,118 1 ,130] ,305 375
i Sig. (2-tailed) ,031 ,669 241 ,197 ,002 ,000
N 100 100 100 100 100 100 100
Pearson *k
Correlation -,071 -,156 ,166 ,130 1 -,131] ,266
GTIEP Sig. (2-tailed) ,482 121 ,099 ,197 ,194 ,008
N 100 100 100 100 100 100 100
Pearson 305™ 336~
o Correlation ,144 -,048 ,052 -,131
Sig. (2-tailed) ,153 ,638 ,605 ,002 ,194 ,001
N 100 100 100 100 100 100 100
Pearson ** *! *% ** ** *k|
Correlat on ,502 241 | 287 ,375 ,266 ,336 1
HL Sig. (2-ta led) ,000 ,016 ,004 ,000 ,008 ,001
N 100 100 100 100 100 100 100

**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
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Phu luc 5. Héi quy

Model Summaryb

GVHD: ThS. Pham Phwong Trung

Model | R

Rz | R?hiéu chinh

Std. Error of the Estimate

Durbin-Watson

1 0,7442

0,535 | 0,505

0,2955

1,299

a. Predictors: (Constant), Vi tri canh quan, Huu hinh, Su tin cay, Su tu tin, Su giao

tiep, Su Phan hoi

b. Dependent Variable: Hai long

ANOVA?

Model Sum of Squares df Mean Square | F Sig.
Regression 9,328 6 1,555 17,801 0.000°
Residual 8,122 93 0,087
Total 17,45 99

a. Dependent Variable: HL

b. Predictors: (Constant), TC, VTCC, PH, GTIEP, HH, TT

Coeffce ts?
Model Unstandardized | Sta dardized t Sig. Collinearity
Coefficients Coefficients Statistics
B Std. Beta Tolerance| VIF
Error

(Constant) ,012 ,400 ,029( 977

HH ,206 ,041 ,382 4,990 0 ,854( 1,171

VTCC 112 ,039 216 2,869 ,005 ,881f 1,135

1 PH ,165 ,057 ,208 2,881 ,005 ,957[ 1,045

TT ,143 ,072 ,153 1,982 ,050 ,836[ 1,195

GTIEP ,182 ,044 ,308( 4,137 0 ,904 1,106

TC ,187 ,052 2741 3,596 ,001 ,865[ 1,156

a. Dependent Variable: HL
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Phu luc 6. Kiém dinh phan phdi chuin

GVHD: ThS. Phgm Phwong Trung

Statistics
HH | VTCC| PH TT | GTIEP| TC
N Valid 100 100 100 100 100 100
Missing 0 0 0 0 0 0
Mean 3,777 3,617 3,870 3,873 3,733| 3,665
Median 4| 3,667 4 4 3,750 3,750
Std. Deviation 0,780, 0,807 0,531 0,449 0,708/ 0,616
Skewness -0,456( -0,800| -2,464( -0,716| -0,632| 0,369
Std. Error of 0,241 0,241 0,241 0,241 0,241 0,241
Skewness
HH VTCC
Valid | Cumul Valid | Cumulat
Frequ | Perc | Perce | ative Frequ| Perc| Perce ive
ency | ent nt Percent ency| ent| nt Percent
V1,33 1 1 1 1 | V 1,00 1 1 1 1
a 2,00 2 2 2 3 | a 2,00 8 8 8 9
| 2,33 4 4 4 7
i 2,67 1 1 1 8 2,33 3 3 3 12
d 3,00 18 18 18 26 2.67 4 4 4 16
3,33 T 7 33| | d 3,00 100 10 10 26
3,67 9 9 9 42 3,33 6 6 6 32
4,00 33 33 33 75 3,67 20 20 20 52
4,33 8 8 8 83 4,00 2711 271 27 79
4,67 S O 5 88 4,33 11 11| 11 90
5,00 12 12 12 100 4,67 6 6 6 96
Total 100 100 100 5,00 4 4 4 100
TT Total 100 100 100
Valid | Cumul
Frequ | Perc | Perce | ative
ency | ent nt Percent
2,00 1 1 1 1
3,00 5 5 5 6
3,25 111 11 11 17
3,50 5 5 5 22
3,75 6 6 6 28
4,00 59| 59 59 87
4,25 8 8 8 95
4,50 1 1 1 96
5,00 4 4 4 100
Total 100 100 100
GTIEP TC
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GVHD: ThS. Pham Phwong Trung

Valid | Cumul Valid | Cumulat
Frequ| Perc| Perce | ative Frequ| Perc| Perce ive
ency| ent| nt Percent ency | ent| nt Percent
V 1,25 1 1 1 1 |V 2,00 1 1 1 1
a 2,00 3 3 3 4 | a 2,75 6 6 6 7
| 2,25 2 2 2 6| | I
i 2,50 1 1 1 7 i 3,00 13 13 13 20
d 2,75 2l 2 2 9 3,25 150 15| 15 35
3,00 S ° 5 14 1d 3,50 140 14| 14 49
3,25 T / 21 3,75 190 19| 19 68
3,75 23 23 23 61 4,25 5 5 5 86
4,00 18] 18 18 79 4,50 5 5 5 91
4,50 4 4 4 88 5,00 6| 6 6 100
4,75 5 O 5 93 Total 100 100 100
5,00 7 7 7 100
Total 100 100 100
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Phu luc 7. Kiém dinh One-way Anova

7.1 Gidi tinh

Test of Homogeneity of Variances

GVHD: ThS. Pham Phwong Trung

Levene Statistic dfl df2 Sig.
HH 1,977 1 98 ,163
VTCC 2,263 1 98 ,136
PH 7,905 1 98 ,006
TT 1,309 1 98 ,255
GTIEP ,071 1 98 ,790
TC ,097 1 98 ,756
ANOVA
Sum of Squares| df | Mean Square F Sig.

Between Groups ,010 1 ,010 ,017 ,897
HH Within Groups 60,224 98 ,615

Total 60,234 99

Between Groups ,141] 1 ,141 ,215 ,644
VTCC Within Groups 64,386, 98 ,657

Total 64,528 99

Between Groups 1,621 1 1,621 6,034 ,016
PH Within Groups 26,329 98 ,269

Total 27,950 99

Between Groups ,458 1 ,458 2,305 ,132
TT Within Groups 19,479 98 ,199

Total 19,937 99

Between Groups 1 ,995
GTIEP Within Groups 49,657, 98 ,507

Total 49,657, 99

Between Groups ,002 1 ,002 ,006 ,938
TC Within Groups 37,525 98 ,383

Total 37,527 99

7.2 Nhém tuoi
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Test of Homogeneity of Variances

GVHD: ThS. Phgm Phwong Trung

Levene Statistic dfl df2 Sig.
HH ,978 4 95 423
VTCC ,987 4 95 419
PH 3,767 4 95 ,007
TT 3,863 4 95 ,006
GTIEP 2,182 4 95 ,077
TC 1,763 4 95 ,143
ANOVA
Sum of Squares | df|  Mean Square F Sig.

Between Groups 4,608 4 1,152 1,968 ,106
HH Within Groups 55,626 95 ,586

Total 60,234 99

Between Groups 1,506 4 ,376 ,567 ,687
VTCC Within Groups 63,022 95 ,663

Total 64,528 99

Between Groups 1,170f 4 ,292 1,037 ,392
PH Within Groups 26,780[ 95 ,282

Total 27,950[ 99

Between Groups ,692| 4 173 ,854 ,494
TT Within Groups 19,245 95 ,203

Total 19,937] 99

Between Groups 1,199 4 ,300 ,588 ,672
GTIEP W.ith n Groups 48,458| 95 ,510

Total 49,657| 99

Between Groups 4311 4 1,078 3,083 ,020
TC Within Groups 33,216| 95 ,350

Total 37,527 99

7.3 Nghé nghiép

Test of Homogeneity of VVariances

Levene Statistic | dfl df2

Sig.

HH 978 4 95

423
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GVHD: ThS. Phgm Phwong Trung

VTCC ,987 4 95 419
PH 3,767 4 95 ,007
TT 3,863 4 95 ,006
GTIEP 2,182 4 95 ,077
TC 1,763 4 95 ,143
ANOVA
Sum of Squares| df| Mean Square F Sig.

Between Groups 4,608 4 1,152 1,968 ,106
HH Within Groups 55,626 95 ,586

Total 60,234 99

Between Groups 1,506 4 ,376 ,567 ,687
VTCC Within Groups 63,022 95 ,663

Total 64,528 99

Between Groups 1,170 4 ,292 1,037 ,392
PH Within Groups 26,780 95 ,282

Total 27,950, 99

Between Groups ,692 4 173 ,854 ,494
TT Within Groups 19,245 95 ,203

Total 19,937 99

Between Groups 1,199 4 ,300 ,588 ,672
GTIEP Within Groups 48,458 95 ,510

Total 49,657 99

Between Groups 4,311 4 1,078 3,083 ,020
TC With n Groups 33,216 95 ,350

Total 37,527 99

7.4 Chau luc
Test of Homogeneity of Variances
Levene Statistic dfl df2 Sig.

HH 1,220 3 96 ,307
VTCC 1,747 3 96 ,163
PH 5,829 3 96 ,001
TT ,069 3 96 976
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GVHD: ThS. Pham Phwong Trung

GTIEP 2,240 3 96 ,088
TC ,857 3 96 ,466
ANOVA
Sum of Squares| df [ Mean Square F Sig.
Between Groups 4,974 3 1,658 2,880 ,040
HH Within Groups 55,260 96 ,576
Total 60,234 99
Between Groups 1,488 3 ,496 , 7156 522
VTCC Within Groups 63,039 96 ,657
Total 64,528 99
Between Groups 1,775 3 ,592 2,171 ,097
PH Within Groups 26,175 96 273
Total 27,950 99
Between Groups ,584 3 ,195 ,965 413
TT Within Groups 19,353 96 ,202
Total 19,937 99
Between Groups 4,253 3 1,418 2,998 ,034
GTIEP Within Groups 45,404 96 473
Total 49,657 99
Between Groups 2,821 3 ,940 2,601 ,057
TC Within Groups 34,706 96 ,362
Total 37,527 99
Phu luc 8. Phéan tich sau One Way Anova
8.1 Nhom tuéi — Sw tin ciy.
Descriptives
95% Confidence
Interval for
Mean
Std.
Deviat | Std. Lower | Upper| Minim| Maxim
N Mean | ion Error | Bound | Bound um um
TC1 Viec dat 18-22 11| 3,636| 0,674 | 0,203 3,183] 4,089 3 5
phong duoc xu
) 23-35 25| 3,560 0,768 | 0,154 3,243 3,877 2 5
ly hieu qua
36-49 32| 3,813 0,644 | 0,114 3,580] 4,045 2 5
50-59 201 3,950 0,759 | 0,170 3,595] 4,305 3 5
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GVHD: ThS. Pham Phwong Trung

>60 12| 4,333 0,651 0,188 3,919 4,747 3 5
Total 100 3,820 0,730 0,073] 3,675 3,965 2 5
TC2 Phong 18-22 11| 3,364 0,809 0,244 2,820] 3,907 2 5
Egth' nhucam 335 25| 3,280 0,737| 0,147| 2,976| 3,584 2 5
36-49 32 3,719] 0,729 0,129] 3,456 3,982 3 5
50-59 20 3,850, 0,671 0,150, 3,536 4,164 3 5
>60 12| 4,083 0,996/ 0,288 3,450 4,716 2 5
Total 100[ 3,640 0,798 0,080 3,482 3,798 2 5
TC3 Cac thiet 18-22 11| 3,455 0,820 0,247 2,904 4,006 3 5
bi lam viec 23-35 25| 3200 0,645 0,129 2,934 3466 2 5
o oo 36-49 32| 3375 0660 0117 3137 3613 2 5
50-59 20 3,350, 0,745 0,167 3,001 3,699 2 5
>60 12| 3,833 0,937 0,271 3,238 4,429 3 5
Total 100 3,390 0,737 0,074 3,244/ 3,536 2 5
TC4 Dieu nhan  18-22 11| 3,545 0,820 0,247 2,994 4,096 2 5
%?Eﬁf‘ﬁﬂ? Ung 2335 25| 3680 0852 0,170 3,328 4,032 2 5
36-49 32 3,938 0,759 0,134 3,664 4,211 2 5
50-59 20 3,650, 0,587 0,131 3,375 3,925 3 5
>60 12| 4,250 0,754 0,218 3,771 4,729 3 5
Total 100 3,810 0,775 0,077 3,656 3,964 2 5
ANOVA
Sum of Mean
Squares | df Square F Sig.
TC1 Viec dat phong duoc xu Between Groups 5,563 4 1,391 | 2,799 | 0,030
ly hieu qua Within Groups 47,197 | 95 0,497
Total 52,760 | 99
Phong nghi nhu cam ket Between Groups 7,519 4 1,880 | 3,216 | 0,016
Within Groups 55,521 | 95 0,584
Total 63,040 | 99
TC3 Cac thiet bi lam viec Between Groups 3,346 4 0,837 | 1,575 | 0,187
chinh xac hieu qua Within Groups 50,444 | 95 0,531
Total 53,790 | 99
TC4 Dieu nhan duoc tuong Between Groups 4,548 4 1,137 | 1,969 | 0,105
ung voi chi phi Within Groups 54,842 | 95 0,577
Total 59,390 | 99
Multiple Comparisons
Bonferroni
95% Confidence
Interval
Mean
Differenc Std. Lower | Upper
Dependent Variable e (I-J) Error Sig. Bound | Bound
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TC1 Viec dat phong
duoc xu ly hieu qua

TC2 Phong nghi nhu
cam ket

TC3 Cac thiet bi lam
viec chinh xac hieu qua

18-22

23-35

36-49

50-59

>60

18-22

23-35

36-49

50-59

>60

18-22

23-35
36-49
50-59
>60

18-22
36-49
50-59

>60

18-22
23-35
50-59
>60

18-22
23-35
36-49
>60

18-22

23-35
36-49
50-59
23-35
36-49
50-59
>60

18-22
36-49
50-59

>60

18-22
23-35
50-59
>60

18-22
23-35
36-49
>60

18-22
23-35
36-49
50-59
23-35
36-49
50-59

GVHD: ThS. Pham Phwong Trung

0,076
-0,176
-0,314
-0,697
-0,076
-0,253
-0,390

-,77333
0,176
0,253
-0,138
-0,521
0,314
0,390
0,138
-0,383
0,697

77333
0,521
0,383
0,084
-0,355
-0,486
-0,720
-0,084
-0,439
-0,570

-,80333"
0,355
0,439
-0,131
-0,365
0,486
0,570
0,131
-0,233
0,720

,80333"
0,365
0,233
0,255
0,080
0,105

0,255
0,246
0,265
0,294
0,255
0,188
0,211

0,248
0,246
0,188
0,201
0,239
0,265
0,211
0,201
0,257
0,294

0,248
0,239
0,257
0,277
0,267
0,287
0,319
0,277
0,204
0,229

0,268
0,267
0,204
0,218
0,259
0,287
0,229
0,218
0,279
0,319

0,268
0,259
0,279
0,264
0,255
0,274

1
1
1
1

-0,657
-0,884
-1,074
-1,543
-0,809
-0,793
-0,998

-1,485
-0,532
-0,288
-0,719
-1,207
-0,447
-0,218
-0,440
-1,123
-0,149

0,062
-0,165
-0,356
-0,711]
-1,123
-1,311
-1,637]
-0,879
-1,025
-1,229

-1,575
-0,413
-0,148
-0,758
-1,108
-0,338
-0,089
-0,495
-1,036
-0,197

0,032
-0,379
-0,569
-0,503
-0,652

-0,682

0,809
0,532
0,447
0,149
0,657
0,288
0,218

-0,062
0,884
0,793
0,440
0,165
1,074
0,998
0,715
0,356
1,543

1,485
1,207
1,123
0,879
0,413
0,338
0,197
0,711
0,148
0,089

-0,032
1,123
1,025
0,495
0,379
1,311
1,229
0,758
0,569
1,637

1,575
1,108
1,036
1,012
0,812
0,891
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23-35

36-49

50-59

>60

TC4 Dieu nhan duoc 18-22

tuong ung voi chi phi

23-35

36-49

50-59

>60

>60
18-22
36-49
50-59
>60

18-22
23-35
50-59
>60

18-22
23-35
36-49
>60

18-22
23-35
36-49
50-59
23-35
36-49
50-59
>60

18-22
36-49
50-59
>60

18-22
23-35
50-59
>60

18-22
23-35
36-49
>60

18-22
23-35
36-49
50-59

GVHD: ThS. Pham Phwong Trung

-0,379
-0,255
-0,175
-0,150
-0,633
-0,080)
0,175
0,025
-0,458
-0,105
0,150
-0,025
-0,483
0,379
0,633
0,458
0,483
-0,135
-0,392
-0,105
-0,705
0,135
-0,258
0,030
-0,570)
0,392
0,258
0,288
-0,313
0,105
-0,030
-0,288
-0,600
0,705
0,570
0,313
0,600

0,304
0,264
0,195
0,219
0,256
0,255
0,195
0,208
0,247
0,274
0,219
0,208
0,266
0,304
0,256
0,247
0,266
0,275
0,266
0,285
0,317
0,275
0,203
0,228
0,267
0,266
0,203
0,217
0,257
0,285
0,228
0,217
0,277
0,317
0,267
0,257
0,277

0,352

[ e = T T T

0,331
0,287
0,352

0,331

-1,253
-1,012
-0,734
-0,778
-1,369
-0,812
-0,384
-0,572
11,167
-0,891]
-0,478
-0,622
11,248
-0,495
-0,102
-0,251]
-0,281]
-0,925
-1,155
-0,924
-1,616
-0,656
-0,840
-0,625
11,337
-0,371]
-0,325
-0,335
-1,052
-0,715
-0,685
-0,910
11,397,
-0,207,
-0,197
-0,427,
-0,197

0,495
0,503
0,384
0,478
0,102
0,652
0,734
0,622
0,251
0,682
0,778
0,572
0,281
1,253
1,369
1,167
1,248
0,656
0,371
0,715
0,207
0,925
0,325
0,685
0,197
1,155
0,840
0,910
0,427
0,924
0,625
0,335
0,197
1,616
1,337
1,052
1,397

*. The mean difference is significant at the 0.05 level.

8.2 Nghé nghiép — su tin ciy

Descriptives
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GVHD: ThS. Pham Phwong Trung

95% Confidence
Interval for Mean
Std.
Deviat Std. Lower Upper | Minim Maxi
N Mean ion Error Bound Bound um mum
TC1 Doanh nhan 32| 3,844 0,723 0,128 3,583 4,105 3 5
Viec dat
phong Cong chuc 26| 4,077 0,688 0,135 3,799 | 4,355 3 5
duoc xu NLD 19| 3,421] 0,692 0,159 3,087 3,755 2 5
gjgleu HS/SV 71 3,571 0,976 0,369 2,669 | 4,474 2 5
Nghi huu 16| 3,938 0,574 0,143 3,632 4,243 3 5
Total 100 3,820, 0,730 0,073 3,675 3,965 2 5
TC2 Doanh nhan 32| 3,500, 0,803 0,142 3,210 3,790 2 5
Phong
nghi Cong chuc 26| 3,885 0,711 0,140 3,597 4,172 3 5
nhu NLD 19| 3,316| 0,820 0,188 2,921 | 3,711 2 5
cam ket
HS/SV 7| 3,714 0,756 0,286 3,015 4,413 3 5
Nghi huu 16| 3,875 0,806 0,202 3,445 | 4,305 3 5
Total 100 3,640, 0,798 0,080 3,482 3,798 2 5
TC3 Doanh nhan 32| 3,469 0,879 0,155 3,152 3,786 2 5
Cac
thiet bi
lam Cong chuc 26 3,577 0,758 0,149 3,271 | 3,883 2 5
viec NLD 19/ 3,105/ 0,567 0,130 2,832 3,379 2 4
chinh HS/SV 7 3 0 0 3 3 3 3
xac hieu  Nghi huu 16 3,438 0,629 0,157 3,102 | 3,773 3 5
qua Total 100 3,390[ 0,737 0,074 3,244 | 3,536 2 5
TC4 Doanh nhan 32 4,063 0,716 0,127 3,804 | 4,321 3 5
Dieu
nhan Cong chuc 26 3,962 0,662 0,130 3,694 | 4,229 3 5
duoc NLD 19/ 3,263] 0,806 0,185 2,875| 3,651 2 5
L“n‘;”\%oi HS/SV 71 3143 0690 | 00261  2505| 3,781 2 4
chi phi Nghi huu 16 4 0,632 0,158 3,663 | 4,337 3 5
Total 100 3,810 0,775 0,077 3,656 | 3,964 2 5
Multiple Comparisons
Bonferroni
95% Confidence
Interval
Mean
Difference Std. Lower Upper
Dependent Variable (1-J) Error | Sig. Bound Bound
TC1 Viec Doanh Cong chuc -0,233 0,186 1l -0,769 0,303
dat phong nhan Nguoi lao dong 0,423 0,204 0,414 -0,165 1,010
duoc xu ly Hoc sinh / sinh vien 0,272 | 0,295 1| -0574 1,119
hieu qua Nghi huu -0,094 [ 0,216 1 -0,715 0,528
Cong Doanh nhan 0,233 0,186 1 -0,303 0,769
chuc Nguoi lao dong ,65587* 0,213] 0,027 0,043 1,268
Hoc sinh / sinh vien 0,505 | 0,301 0,959] -0,358 1,369
Nghi huu 0,139 | 0,224 1 -0,505 0,784
Nguoi Doanh nhan -0,423 | 0,204 0,414, -1,010 0,165
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TC2 Phong
nghi nhu
cam ket

TC3 Cac
thiet bi lam
viec chinh
xac hieu
qua

TC4 Dieu
nhan duoc
tuong ung
voi chi phi

lao dong

Hoc
sinh /
sinh
vien
Nghi
huu

Doanh
nhan

Cong
chuc

Nguoi
lao dong

Hoc
sinh /
sinh
vien
Nghi
huu

Doanh
nhan

Cong
chuc

Nguoi
lao dong

Hoc
sinh /
sinh
vien
Nghi
huu

Doanh
nhan

Cong

Cong chuc

Hoc sinh / sinh vien
Nghi huu

Doanh nhan

Cong chuc

Nguoi lao dong
Nghi huu

Doanh nhan

Cong chuc

Nguoi lao dong
Hoc sinh / sinh vien
Cong chuc

Nguoi lao dong
Hoc sinh / sinh vien
Nghi huu

Doanh nhan

Nguoi lao dong
Hoc sinh / sinh vien
Nghi huu

Doanh nhan

Cong chuc

Hoc sinh / sinh vien
Nghi huu

Doanh nhan

Cong chuc

Nguoi lao dong
Nghi huu

Doanh nhan

Cong chuc

Nguoi lao dong
Hoc sinh / sinh vien
Cong chuc

Nguoi lao dong
Hoc sinh / sinh vien
Nghi huu

Doanh nhan

Nguoi lao dong
Hoc sinh / sinh vien
Nghi huu

Doanh nhan

Cong chuc

Hoc sinh / sinh vien
Nghi huu

Doanh nhan

Cong chuc

Nguoi lao dong
Nghi huu

Doanh nhan

Cong chuc

Nguoi lao dong
Hoc sinh / sinh vien
Cong chuc

Nguoi lao dong
Hoc sinh / sinh vien

Nghi huu
Doanh nhan

GVHD: ThS. Pham Phwong Trung

-,65587
-0,15
-0,51
-0,27
-0,50

0,15
-0,36
0,09
-0,13
0,51
0,36
-0,38
0,18
-0,21
-0,37
0,38
0,56
0,17
0,01
-0,18
-0,56
-0,39
-0,55
0,21
-0,17
0,39
-0,16
0,37
-0,01
0,55
0,16
-0,10
0,36
0,46
0,03
0,10
0,47
0,57
0,13
-0,36
-0,47
0,10
-0,33
-0,46
-0,57
-0,10
-0,43
-0,03
-0,13
0,33
0,43
0,10
,79934
,91964

0,06
-0,10

0,21
0,31
0,24
0,29
0,30
0,31
0,32
0,21
0,22
0,24
0,32
0,20
0,22
0,32
0,23
0,20
0,23
0,33
0,24
0,22
0,23
0,34
0,26
0,32
0,33
0,34
0,35
0,23
0,24
0,26
0,35
0,19
0,21
0,30
0,22
0,19
0,21
0,30
0,23
0,21
0,21
0,32
0,24
0,30
0,30
0,32
0,32
0,22
0,23
0,24
0,32
0,18
0,20
0,29

0,21
0,18

0,027,
1
0,336
1
0,959

-1,268
-1,047
-1,205
-1,119
-1,369
-0,747
-1,286
-0,528
-0,784
-0,172
-0,553
-0,977
-0,466
-1,151
-1,062
-0,208
-0,109
-0,789
-0,704
-0,834
-1,246
-1,391
-1,321
-0,722
-1,126
-0,594
-1,178
-0,312
-0,723
-0,202
-0,856
-0,659
-0,241
-0,402
-0,607
-0,443
-0,158
-0,311
-0,523
-0,968
-1,101
-0,817,
-1,040
-1,339
-1,465
-1,028
-1,383
-0,670
-0,802
-0,376
-0,508
-0,435

0,212

0,073

-0,559

-0,637,

-0,043
0,747
0,172
0,574
0,358
1,047
0,553
0,715
0,505
1,205
1,286
0,208
0,834
0,722
0,312
0,977
1,246
1,126
0,723
0,466
0,109
0,594
0,202
1,151
0,785
1,391
0,856
1,062
0,704
1,321
1,178
0,443
0,968
1,339
0,670
0,659
1,101
1,465
0,802
0,241
0,158
1,028
0,376
0,402
0,311
0,817
0,508
0,607
0,523
1,040
1,383
0,637
1,387
1,767

0,684
0,435
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GVHD: ThS. Pham Phwong Trung

chuc Nguoi lao dong 6983871 0,213 0,015 0086 1,311
Hoc sinh / sinh vien 0,819 0,301 0,077 -0,046f 1,683
Nghi huu -0,038 0,224 1 -0,683 0,606
Nguoi Doanh nhan -,79934* 0,205 0,002 -1,387] -0,212
lao dong Cong chuc -,69838 0,213 0,015 -1,311 -0,086
Hoc sinh / sinh vien 0,120f 0,312 1 -0,777 1,018
Nghi huu -,73684°| 0,240 0,027] -1,426 -0,048
Hoc Doanh nhan -919647| 0,295 0,024 -1,767] -0,073
sinh/ Cong chuc -0,819] 0,301 0,077] -1,683 0,046
sinh Nguoi lao dong -0,120, 0,312 1 -1,018 0,777
vien Nghi huu -0,857, 0,320 0,087 -1,777 0,063
Nghi Doanh nhan -0,063 0,216 1| -0,684 0,559
huu Cong chuc 0,038 0,224 1| -0,606 0,683
Nguoi lao dong 73684 0,240 0,027 0,048 1,426
Hoc sinh / sinh vien 0,857] 0,320 0,087 -0,063 1,777
*. The mean difference is significant at the 0.05 level.
8.3 Chédu luc — Hiru hinh
95% Confidence
Interval for Mean
Std.
Deviat | Std. Lower Upper | Minim| Maxi
N Mean on Error Bound Bound um mum
HH1 Chau My 23 3,609 0,722 | 0,151 3,296 3,921 3 5
Quay le
Chau A 37( 3,946/ 0,664 | 0,109 3,724 4,167 3 5
tan duoc
botridep cpay Ay 26| 3615 0852| 0167| 3271| 3,960 5
Chau Dai 14| 3,571 1,016 | 0,272 2,985 4,158 5
Duong
Total 100 3,730 0,790 [ 0,079 3,573 3,887 5
HH2 Chau My 23 3,739 1,054 | 0,220 3,283 4,195 5
Nhan
. Chau A 37( 4,108/ 0,737 | 0,121 3,862 4,354 3 5
vien sach
se gon Chau Au 26| 3,462 0,905 | 0,177 3,096 3,827 2
gang Chau Dai 14| 3,500[ 1,019 | 0,272 2,912 4,088 1
Duong
Total 100 3,770 0,930 | 0,093 3,585 3,955 5
HH4 Noi  Chau My 23 3,826/ 0,937 | 0,195 3,421 4,231 5
that thuan
tien Chau A 37( 4,108/ 0,658 | 0,108 3,889 4,327
Chau Au 26| 3,538 0,859 | 0,169 3,191 3,886
Chau Dai 14| 3,643 0,842 | 0,225 3,157 4,129 2 5
Duong
Total 100 3,830 0,829 | 0,083 3,665 3,995 1 5

ANOVA
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GVHD: ThS. Pham Phwong Trung

Sum of Mean
Squares Df Square F Sig.
HH1 Quay le tan duoc bo  Between Groups 2,757 3 0,919 | 1,497 [ 0,220
tri dep Within Groups 58,953 9% | 0,614
Total 61,710 99
HH2 Nhan vien sach se Between Groups 7,746 3 2,582 | 3,179 | 0,027
gon gang Within Groups 77,964 96 0,812
Total 85,710 99
HH4 Noi that thuan tien Between Groups 5,562 3 1,854 | 2,846 | 0,042
Within Groups 62,548 96 0,652
Total 68,110 99
Multiple Comparisons
Bonferroni
95% Confidence
Interval
Mean
Difference | Std. Lower Upper
Dependent Variable (1-J) Error Sig. | Bound Bound
HH1 Quay Chau My Chau A -0,337| 0,208 0,650 -0,898 0,223
Leot?rri] ggoc Chau Au 0,007| 0,224 1 -0611 0,598
P Chau Dai Duong 0,037| 0,266 1 -0,678 0,753
Chau A Chau My 0,337| 0,208/ 0,650 -0,223 0,898
Chau Au 0,331| 0,201 0,615 -0,210 0,871
Chau Dai Duong 0,375| 0,246| 0,786 -0,288 1,037
Chau Au  Chau My 0,007| 0,224 1 -0,598 0,611
Chau A -0,331| 0,201 0,615 -0,871 0,210
Chau Dai Duong 0,044| 0,260 1| -0,656 0,744
Chau Dai Cau My -0,037| 0,266 1 -0,753 0,678
Duong CauA -0,375| 0,246 0,786 -1,037] 0,288
Chau Au -0,044] 0,260 1| -0,744 0,656
HH2 Nhan Chau My  Chau A -0,369| 0,239 0,758 -1,014 0,276
vien sach se Chau Au 0,278| 0,258 1 -0,417] 0,973
gon gang )
Chau Dai Duong 0,239 0,305 1| -0,584 1,062
Chau A Chau My 0,369 0,239] 0,758 -0,276 1,014
Chau Au ,64657* 0,231 0,037 0,025 1,268
Chau Dai Duong 0,608 0,283] 0,204 -0,154 1,370
Chau Au Chau My -0,278] 0,258 1l -0,973 0,417
Chau A —,64657* 0,231 0,037] -1,268 -0,025
Chau Dai Duong -0,038] 0,299 1| -0,843 0,766
Chau Dai  Chau My -0,239] 0,305 1l  -1,062 0,584
Duong Chau A -0,608| 0,283 0,204 -1,370 0,154
Chau Au 0,038 0,299 1l -0,766 0,843
HH4 Noi Chau My  Chau A -0,282] 0,214 1| -0,859 0,295
:T:g thuan Chau Au 0,288| 0,231 1 -0335 0,910
Chau Dai Duong 0,183 0,274 1| -0,554 0,920
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ChauA  Chau My 0282 07214 1| -0,208 0,859
Chau Au 569657 0,207 0042 0,013 1,126
Chau Dai Duong 0465 0253 0416 -0217 1,149
ChauAu  Chau My 0,288 0,231 1| -0910 0,335
Chau A -569657 0207 0,042 -1,126] -0,013)
Chau Dai Duong -0,104 0,268 1| -0828 0,616
ChauDai  Chau My 0,183 0,274 1| -0,9200 0,554
Duong  cpay A 0465 0253 0416 -1148 0217
Chau Au 0,104 0,268 1| -06160 0,825

*. The mean difference is significant at the 0.05 level.
8.4 Chéu luc — Giao tiép

Descriptives

95% Confidence
Interval for Mean
Std.
Deviat | Sd. Lower Upper | Minim| Maxi
N Mean ion Error Bound Bound um mum
GT1Hoa Chau My 23 4,261 0,541 | 0,113 4,027 4,495 3 5
don duoc
. Chau A 37| 3,919 0,640 | 0,105 3,705 4,132 3 5

giai thich
ro rang Chau Au 26( 4,192 0,801 | 0,157 3,869 4,516 2 5

Chau Dai 141 3,500] 1,160 | 0,310 2,830 4,170

Duong

Total 100( 4,010 0,785 | 0,078 3,854 4,166 1 5
GT2Don Chau My 23 3,739 0,752 | 0,157 3,414 4,064
tiep cong
b Chau A 37( 3,757 0,683 | 0,112 3,529 3,985 2

ang Chau Au 26| 3731 0874| 0171| 3378] 4084

Chau Dai 14 3,714] 0,994 | 0,266 3,140 4,288 2 5

Duong

Total 100 3,740 0,787 | 0,079 3,584 3,896 2
GT3 Nhan Chau My 23 4,217 0,518 | 0,108 3,993 4,442 3 5
vien le tan

Chau A 371 3,703 0,740 | 0,122 3,456 3,950 2 5
Co gang
tim hieu Chau Au 26 3,654/ 0,977 | 0,192 3,259 4,049
cac nhu Chau Dai 14] 2,929] 1,269 | 0,339 2,196 3,661
cau cua Duong
khach Total 100( 3,700 0,927 | 0,093 3,516 3,884 1 5
GT4Nhan Chau My 23 3,478 0,730 | 0,152 3,162 3,794 2 5
vien doan

Chau A 371 3,595 0,832 | 0,137 3,317 3,872 2 5
truoc nhu
cau Chau Au 26 3,654/ 0,892 | 0,175 3,294 4,014 2 5

Chau Dai 141 2,857 0,949 | 0,254 2,309 3,405 1 5

Duong

Total 100( 3,480 0,870 | 0,087 3,307 3,653 1 5

ANOVA
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Sum of Mean
Squares df Square F Sig.
GT1 Hoa don duoc giai thich  Between Groups 6,260 3 2,087 | 3,660 | 0,015
rorang Within Groups 54,730 9% | 0,570
Total 60,990 99
GT2 Don tiep cong bang Between Groups 0,022 3 0,007 | 0,011 0,998
Within Groups 61,218 96| 0,638
Total 61,240 99
GT3 Nhan vien le tan co Between Groups 14,544 3 4,848 | 6,606 0
gangk;'mhh'eu cac nhucau  ithin Groups 70,456 96| 0,734
cra xnac Total 85 99
GT4Nhan vien doan truoc Between Groups 6,703 3 2,234 | 3,143 | 0,029
nhu cau Within Groups 68,257 96| 0,711
Total 74,960 99
Multiple Comparisons
Bonferroni
95% Confidence
Interval
Mean
Difference Std. Lower Upper
Dependent Variable (1-J) Error Sig. | Bound Bound
GT1Hoadonduoc  ChauMy Chau A 0,342 0,200 0,54 -0,198 0,882
giai thich ro rang Chau Au 0,069| 0,216 1| -0514| 0,651
Chau Dai ,76087°|  0,256| 0,022 0,071 1,450
Duong
Chau A Chau My -0,342| 0,200] 0,548 -0,882 0,198
Chau Au -0,273[  0,193] 0,962 -0,794 0,247
Chau Dai 0,419 0,237] 0,481 -0,219 1,057
Duong
Chau Au  Chau My -0,069| 0,216 1 -0,651 0,514
Chau A 0,273 0,193 0,962 -0,247 0,794
Chau Dai 692317 0,250 0,041| 0,018 1,367
Duong
Chau Dai  Chau My -,76087°| 0,256 0,022 -1,450| -0,071
Duong
Chau A -0,419| 0,237] 0,481 -1,057 0,219
Chau Au -69231°| 0,250 0,041| -1,367| -0,018
GT2 Don tiep cong Chau My  Chau A -0,018 0,212 -0,589 0,554
bang Chau Au 0,008 0,229 -0,607| 0,624
Chau Dai 0,025 0,271 -0,704 0,754
Duong
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Chau A

Chau Au

Chau Dai
Duong

GT3 Nhan vien le Chau My
tan co gang tim hieu

cac nhu cau cua

khach

Chau A

Chau Au

Chau Dai
Duong

GT4Nhan vien doan Chau My

truoc nhu cau

Chau A

Chau Au

Chau Dai

Chau My
Chau Au
Chau Dai
Duong
Chau My
Chau A
Chau Dai
Duong
Chau My
Chau A
Chau Au
Chau A
Chau Au
Chau Dai
Duong
Chau My
Chau Au

Chau Dai
Duong

Chau My
Chau A

Chau Dai
Duong

Chau My

Chau A

Chau Au
Chau A

Chau Au

Chau Dai
Duong

Chau My
Chau Au

Chau Dai
Duong

Chau My
Chau A

Chau Dai
Duong

Chau My

GVHD: ThS. Pham Phwong Trung

0,018
0,026
0,042

-0,008
-0,026
0,016

-0,025
-0,042
-0,016
0,515
0,564
1,28882"

-0,515
0,049
774137

-0,564
-0,049
0,725

-1,28882

- 77413

-0,725
-0,116
-0,176

0,621

0,116
-0,059
73745’

0,176
0,059
796707

-0,621

0,212
0,204
0,251

0,229
0,204
0,265

0,271
0,251
0,265
0,227
0,245
0,290

0,227
0,219
0,269

0,245
0,219
0,284

0,290

0,269

0,284
0,224
0,241
0,286

0,224
0,216
0,265

0,241
0,216
0,280

0,286

0,155
0,142

0,155

0,029

0,142

0,073

0,029

0,073

0,193

0,032

0,193

-0,554
-0,525
-0,633

-0,624
-0,577
-0,697]

-0,754
-0,718
-0,730
-0,098
-0,097

0,506

-1,128
-0,542
0,050

-1,224
-0,639
-0,040

-2,071

-1,498

-1,490
-0,720
-0,826
-0,149

-0,487
-0,641
0,025

-0,475
-0,522
0,044

-1,391

0,589
0,577
0,718

0,607
0,525
0,730

0,704
0,633
0,697
1,128
1,224
2,071

0,098
0,639
1,498

0,097
0,542
1,490

-0,506

-0,050

0,040
0,487
0,475
1,391

0,720
0,522
1,450

0,826
0,641
1,550

0,149
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Duong

Chau A

Chau Au

GVHD: ThS. Pham Phwong Trung

- 73745

-, 79670’

0,265

0,280

0,038

0,032

-1,450

-1,550

-0,025

-0,044

*. The mean difference is significant at the 0.05 level.
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