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DAl HOC HUE
TRUONG DAl HOC KINH TE

THONG TIN KET QUA NGHIEN CUU BE TAI
KHOA HOC VA CONG NGHE CAP CO SO

1. Thdng tin chung

1.1. Tén dé tai: Nghién clru mic do hai long clia khach hang d6i «/@i ehat lvong

dich vu tai cafe The Ware House
1.2.Maso dé tai: SV2017-02-31
1.3. Chtl nhiém dé tai: Pham Thi Thuy
1.4. Co quan chd tri: Trwong Pai hoc Kinh té - Bai hoc Hué
1.5. Thoi gian thyc hién: Thang 01/2017- 12/2017
2. Muc tiéu nghién ctru
2.1 Muc tiéu tong quét
Nghién clru mirc dd hai 1ong cia khach hafig déi voi chat lwgng dich vu tai
cafe The Ware House Hué
2.2 Muctiéu cu thé
Khéi quét ly thuyét vé sy hal [dng«clia khach hang déi v6i sir dung dich vu an
udng.
Xéc dinh cac nhan.té, anhrhrdng dén mic do hai 1ong clia khach hang khi dén
sir dung dich vu tai quan‘eafe.
Phan tich mic-@6 anh hwdng clia cac nhan t6 trén déi véi mic do hai long cla
khéch hang. Ty kétqua,/tong hop lai chat lvgng dich vu cling nhuw dé ra cac giai phép
dé nang cao chatlweng dich vu clia quan dé phu hop véi thi hiéu khach hang hién nay
3. Tinh méisvasang tao (néu diém méi, sang tao trong dé tai; trong khoang 100 tir)
Nghién ¢kt mirc dd hai 1ong ctia khach hang vé chéat lugng dich vu tai cafe The
Ware House - dia diém chwra nhém nghién clru nao thurc hién.
Néu ra cac giai phap méi la, sang tao nhdam nang cao mic dd hai 1ong clia khach
hang vé chat lvgng dich vu.

4. Céc két qua nghién ctru thu duoc (néu van tat cac két qua chinh tng véi cac noi
dung nghién ctru, gém théng tin, sb liéu va danh gia)
4.1 Pac diém mau nghién ctru
Sau khi kiém tra tinh hop Ié clia cau trd 16i, 130 phiéu diéu tra hoan tat duoc s
dung. Két qua diéu tra cho thay ti Ié nam nir c6 mic chénh Iéch trong n6 nam
chiém 35.38% va ni¥ 64.4%. V& dd tubi, nhdm tubi 18 — 55 chiém ti |& cao nhat
51.54%, tiép theo la do tudi dwdi 18 chiém 25.38% va cubi cling la nhém tudi trén
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55 chiém ti 16 23.08%. Vé thu nhap, 44.62% c6 thu nhap trén 5 triéu/thang,
33.08% c6 thu nhép 2.5-5 triéu/thang, 22.31% c6 thu nhép dudi 2.5 triéu/thang.

4.2 Kiém dinh thang do

4.2.1 Kiém dinh gia tri trung binh clia cac thang do qua kiém dinh One
Sample T-test

Két qua kiém dinh gia tri trung binh danh gia cla khach hang doi véi 4 nhan to:
Céc yéu t0 thudc vé tin cdy, cac yéu t6 dong cam, cac yéu to thudc vé nang luc
phuc vu va phuong tién hitu hinh déu c6 giatri Sig < 0.05 giatri trung binh trén 3.3
tlrc 1a c6 mirc anh hwéng. Trong do nhan t6 Céac yéu t6 thudc vé dong cdm dugc
khach hang danh gia cao voi giatri trung binh 3.6904. Nhan t6 mircdd_hai 1ong co
giatri Sig <0.05. gia tri trung binh cao nhat 3.7481 tirc la gia tri trurig/binh danh
gia cliakhéach hang déi véi nhan té6 mic do hai 1ong & mirc kha cao:

4.2.2 Kiém dinh thang do bang Cronbach alpha

Thang do duoc danh gid do tin cdy thong qua hé s6.Cronbach’s alpha. Hé s6
Cronbach’s alpha duoc sl dung dé loai cac bién\‘frac”, cac bién co hé sd twong
quan bién tong (Corrected item total correlation)fhovhon 0,3 sé bi loai va thang do
8 dugc chon khi hé s6 Cronbach’s alpha I&n hon 0,6 (Hair, Black, Babin &
Anderson, 2010). Ké&t qua kiém dinh thang de=bang hé sd Cronbach’s alpha duoc
thé hién trong Bang 1.

Bang 1. Két qua kiém dinh{thang do bang hé s6 Cronbach’s Alpha

Yéu td Hé s6 S6 bién
Cronbach’s guan sat
Alpha

Céc yéu t6 thudc vé tinlcay 0.614 3
Céc yéu t6 thudce'dap tng 0.809 4
Céc yéu t6 thuoc Vé rang luc phuc vu 0.692 5
Céc yéu tdthubc vé dong cam 0.904 4
Yéwtéthudc vé phuong tién hitu hinh 0.887 5
M (e hai long 0.854 4

Theo bang trén, hé s6 Cronbach’s alpha clia cac yéu t6 déu l6n hon 0,6 va hé s6
tong quan bién téng clia cac bién quan sat déu dat yéu cau (>0,3). Do do céc bién
quan sat clia cac yéu td déu duoc gilr nguyén cho phan tich EFA tiép theo.

4.2.3 Phan tich nhan t6 kham pha EFA

Mtc dd hai 1ong cla khach hang dbi véi chat lwgng phuc vu tai cafe The Ware

House chiu tac dong clia nhiéu yéu t6 khac nhau. Dé xac dinh cac nhan td anh

hudng, can tién hanh phan tich nhan t6 kham pha dya trén 20 bién quan sat ban

dau. Phan tich nhan t6 s8 gilp xem xét kha nang rat gon sb lvgng 20 bién quan sat
Vi



xudng con mot sO it cac bién dung dé phan anh mot cach cu thé siy tac dong cliacac
nhan t6 dén mic do hai Iong clia khach hang. Sau 2 l1an xoay nhan t6 valoai bién,
c6 3 bién quan sét bi loai khéi m6 hinh d6 la: thiic udng ctia quan c6 nhiéu dinh
dudng, quan ludn dap (ng nhitng yéu cdu ma ban dua ra, nhan vién khac phuc kip
thoi nhirng phan nan ctia khach hang.

K ét qua phan tich yéu t6 va do tin cay cua thang do

Ki Hé 0 tai
N Céc khéi niem chinh e
hiéu yéu td
HH1 Qu:';\n co, nr,ueu’cay xanh tao 0.859
khong khi mat mé.
HH3 Quat va diéu h_oa lubn san sang 0.852
phuc vu anh chi
HH5 | Nhavé sinh ngan nap sach s& 0.834
Khéng gian quan dwoc trang tri Cronbach’s alpha=0.887
HH2 | khéc biét, hién dai gidp anh chi 0.813
co nhitng blrc anh dep
HH4 T_rang phuc nhan vién gon gang, 0783
xinh dep
DC2 Nhian V{en lubn quan tam @én 0.893
khéch hang
DCL Q_ElanAIay |.QA’I ich khachshang'lam 0.864
diéu tdm niém
: on tié 4 ( Y Cronbach’s alpha=0.904
DC4 QLjan ,Iuon ,tlep’ nhal,q nhlfng y 0.859 ronbach’s alpha
kién dong gop,cuakhach hang
Quan lubn, “e0 ) nhitng chuong
DC3 . s 0.846
trinh Khuy&n mai cho khach hang
Nhan vién phuc vu tv van ro dé
NL3 | khach hang c6 su lva chon tét 0.854
nhat
Nhén vién phuc vu khéch hang
T Cronbach’s alpha=0.828
NL2 | nhanh chong du trong lUc cao 0.802 ronbach’s alpha
diém
NL4 thrj vién lubn t6 ra chuyén 0.797
nghiép
U3 B,an co tf]e goi nhan vién ngay 0.828
[Gc ban can Cronbach’s alpha=0.740
PU2 | Quén ludn bd tri nhan vién san 0.817
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sang giup dé ban
BU1 Nhan vién cla Equan lubn phuc 0.690
vu ban nhanh chong
TC2 Il:lgl%y:n;::e:lﬁcrgi bién sach va co 0.828
gx g g, _ . Cronbach’s alpha=0.505
Chat lwgng nuwéc udng lam
TC1 s 0.778
anh/chi hai long
HL2 A:nh chi Cfam thay_ tr10a| mai khi 0.911
sir dung dich vu tai day
Anh chi s8 gi6i thiéu ban bé dén
HL4 a0 P S gIOTTIEU 0.900 % phuong,Sai‘trich=
Ar:/h chi san sang dén day vao el
HL3 | .. | g y 0.873 Cronbach’s alpha=0,854
lan sau
HL1 A_nh chi _halA long khi s dung 0.671
dich vu tai day

4.2.4 Phan tich m6 hinh hoi quy

Hién tugng da cdng tuyén la hién twong gitkaeéc bién doc lap cd mdi twong quan
chat ché voi nhau, cung cap cho mé hinh nhirng théng tin gidng nhau va khé tach
anh hwdng dén tirng bién mét. Do d@6)can phai xem xét hién tuong da cong tuyén
gilra céc bién doc 1ap dé tranh dién'gidi.sai 1éch két qua phan tich hdi quy.

Do chdp nhan cla bién (Folerances) va hé s6 phong dai phwong sai (Variance
Inflation Factor — VIF) dugc dung dé phat hién hién twong da cong tuyén. Quy tac
la khi VIF vuot qua 10,va Tolerance > 0.1 la dau hiéu cta da cong tuyén. Két qua
phan tich héi quy cho thdy hé sb phéng dai phuong sai VIF (Variance Inflation
Factor) déu nhd hen-10 va dd chap nhan cha bién Tolerance déu Ién hon 0.1. Nhw
vay, mo hinh hoi quy khéng xay rahién tuong da cong tuyén.

DéE kiémira hién twong tv tvong quan ta can cv vao gia tri Durbin — Watson. Diéu
Kién,dé khong xay ra hién tvong ty tvong quan la gia tri Durbin — Watson phai nam
trong khoang (du, 4 — du). Tra bang théng ké Durbin — Watson v&i mirc y nghia
5% vGi n=130 va k=5. ta thu dwoc két qua du bang Nhu vay, gia tri Durbin -
Watson phai nam trong khoang tir 1.817 dén 2.183 thi md hinh khong xay ra hién
twgng tw tvong quan. K&t qua hdi quy cho thiy giatri Durbin — Watson bang 1.950
nam trong khoang cho phép. Vi vay c6 thé két luan rang khong co hién twong tu
tvong quan trong mo hinh.
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ANOVAP
A s Tong binh Trung binh .
M6 hinh Df F Sig.
! phuong binh phuong g
Hoi quy 37.069 5 7.414 31.171 | 0.000°
SO du 29.493 124 | 0238
Tong 66.562 129

Két qua phan tich ANOVA cho thdy gia tri Sig. clia ki€ém dinh F rat nhd so véi
0.05. do do6 ta bac bd gia thuyét Hy, tirc la sy két hop ctia cac bién hién co trong mé
hinh c6 thé giai thich duoc thay doi ctia bién phu thudc hay néi cachkhéc co it nhat
mot bién doc lap nao d6 anh hwdng dén bién phu thudc.
Sau qua trinh phan tich thi c6 duoc phuong trinh md ta sy bi€n/dong clia cac nhan
t6 anh hudng dén mirc do hai long doi véi chat luong digh,vu cia khach hang tai
café The Ware House.

Y= 0.813+ 0.127X,+ 0.220 X3 +0.435X,- 0.122X5
Trong do:
Y: Mtrc dd hai long clia khach hang déi véiehat lvong dich vu
X1: Céc yéu td thudc ve do tin cay
X3: Céc yéu td thudc vé nang lucyphuc vu
X, Bong cam
Xs: Céc yéu td thudc Vé phuong tién hitu hinh
4.2.5 Kiém dinh giatri trung binh clia cac thanh phan nhan to
Két qua kiémydinh gid tri trung binh danh gia cta khach hang déi voéi 4 nhan t6:
Céc yéu t6,thudc vé tin cay, cac yéu t6 dong cam, cac yéu to thudc vé nang luc
phuc v, va phuong tién hitu hinh déu co6 giatri Sig < 0.05 giatri trung binh trén 3.3
tlrc 1& c6 mirc anh hwéng. Trong do nhan t6 Céc yéu t6 thudc vé dong cdm duogc
khach hang danh gia cao v6i giatri trung binh 3.6904. Nhan t6 mirc do hai 1ong co
giatri Sig <0.05. gia tri trung binh cao nhat 3.7481 tiic la gia tri trung binh danh
giacla khach hang déi véi nhan té mirc do hai long & mirc kha cao.
. C&c san pham clia dé tai (néu co)
Béo céo tong két, béo céo tom tat, bang hoi, S5 liéu



6. Bong gép vé mat kinh té - xa hdi, gido duc va dao tao, an ninh, quéc phong va
kha nang ap dung cla dé tai:

Qua viéc nghién ctru dua ra cac giai phap nham cliing ¢d marketing va chim soc
khach hang
Hiéu rd hon thi trieong tiéu dung cafe trén dia ban thanh pho Hué
Nham tng dung cho cac doanh nghiép du dinh kinh doanh hoéc cai thién mé
hinh trong twong lai
Cung cb cho cac dé tai truéc

Ngay 06 thang 12 nam 2017 Ngay 06 thang«12'nam 2017

Gi4o vién hréng dan Sinh vién eHiu trach nhiém

c¢hinh clia dé tai

Ths. Trwvong Thi Hrong Xuéan Pham Thi Thuy



PHAN I: DAT VAN BE

1. Gigi thiéu

Dich vu ngay cang déng vai tro quan trong trong nén kinh t€ ctia mot qudc gia
va la linh vuc kinh t€ Ién nhat cia mot xa hoi hién dai. Kinh doanh dich vu la mot
trong nhitng ITnh vuc thu dwoc loi nhuan cao. Chét lwgng dich vu la yéu td song song
do, viéc nang cao chat lwgng dich vu lubn la bai toan khé dbi véi nhitng nha kinh
doanh. Trong nén kinh té thi trwvong, canh tranh doi héi cac doanh nghiép phai tim moi
bién phap dé nang cao chat lvgng dich vu ma minh dang kinh doanh. Viéc lam hai
long nhitng khach hang kho tinh nhat cling la thwéc do chat lwvgng dich vu. Nhu cau
clia khach hang ngay mét nang cao, doi hoi cac nha kinh doanh phai namibét duoc tam
li khach hang. Céc yéu to dé lam hai long khéch hang co thé dwac noijdén la su tin
cay, s dong cAm, si dap ng, nang lwc phuc vu, phuong tién hifu hinh;... Su lyva chon
ctia khach hang phu thudc vao do tin cdy ma khach hang dadtvao. Khach hang <2 tiép
tuc lwa chon néu dwgc nhan vién cha y nhu la si dong camViee duoc dap (ng day du
cac nhu cau cling nhuv thdy dwoc nang luc phuc vu, dong, thoi su tién nghi, thuan loi,
cach bay tri thu hit 1a nhitng yéu t6 quan trong Anh™huéng dén mirc do hai 1ong clia
khach hang. Do d6 Do d6 nghién ctru cac yéu td anfshwdng dén mirc do hai 1ong doi
vGi chét luvong dich vu dang tré nén cip thiét treng bdi canh canh tranh gay gat nhw
hién nay. Muc tiéu cla nghién ctru nhu sau: (1) Xac dinh cac yéu td anh huwdng dén
murc d6 hai Iong cla khach hang tai cafe,Fhe Ware House; (2) Do lvéng mic do anh
hwdng cla cac yéu td dén mirc doshaiNong clia khach hang vé chat lvgng dich vu cafe
The Ware House.

2. Lidochon dé tai

Ngay nay nén kinAté ngay cang phét trién, doi song clia con nguai tir do cling
dugc cai thién va nang'eao. Nhu ciu cling thay déi va khat khe hon con ngudi khéng
chi quan tam‘@énwandé.an mac, lam viéc ma con quan tdm dén céac dich vu gidi tri ma
pho bién la viéc chon mot quan cafe dé gap g, chuyén tro sau nhitng gio' hoc, gio lam
viéc cing thahg.

Van,dé dat ra & day, khach hang thuwong co it thoi gian dé lva chon dia diém,
nhwng he ludn mudn dat mic dé hai long cao trong viéc Ira chon mét dia diém nao
d6. Bén canh dé lai c6 nhiéu dia diém cafe nén xu hwéng canh tranh ngay cang cao.
Mdi clra hang mudn thu hit khach hang khéng nhirng phai quan tam dén chét lugng
nwdc ubng, cung cach phuc vu,cach bai tri,...ma mot diéu quan trong la cac clra hang
cafe phai dé ra chién lvgc marketing phu hop. Ngay nay moi quan hé va gia tri khach
hang déng vai tro rdt quan trong. Trong b6i canh canh tranh gay gat, nguoi tiéu ding
ludn mudn c6 mot s lva chon tét nhat cho chinh ban than minh. Chinh vi thé viéc xay
dwng méi quan hé khach hang manh mé dwa trén céc gia tri thuc virng la diéu guan
trong hon bao gi¢ hét. Ma marketing la chirc nang kinh doanh can thiét nhat phuc vu
cho moi quén cafe cé thé thu hit khach hang.



Hién nay quan cafe The ware house la mot dia diém cd strc hit khdng chi voi
céc ban tré, ma con véi cac khach hang ding tudi trén dia ban thanh phd Hué. Co thé
xem day la mot mé hinh kinh doanh dich vu cafe thanh cong hién nay tai thanh pho
Hué . Cung la dich vu kinh doanh thirc uéng giai khat nhung quan cafe da cé nhirng
chiéc lvgc kinh doanh khéc biét dé tao ra chét lwong dich vu ma khach hang luén dat
s lwa chon dau tién.

Nén viéc tim hiéu mirc do hai long ctia khach hang clia nd co thé cho ta thay
duwoc sy hai 1ong cla khach hang tai day nhuw thé nao. T nhitng ly do trén, tac gia
thdy rang viéc nghién ctru dé tai “Nghién ctru mirc do hai long clia khach hang déi voi
chét lwvgng dich vu tai cafe The ware house & HUé” la rat can thiét.

3. Muc tiéu nghién clru

3.1. Muc tiéu tdng quét

Nghién clru mirc d6 hai long ctia khach hang déi véi chat lvging dich vu tai cafe
The Ware House Hué

3.2. Muctiéu cu thé

- Khéi quét ly thuyét vé sy hai 1ong clia khach hahg,déi voi s dung dich vu an udng.

- Xac dinh cac nhan t6 anh hwdng dén mitkc @0 hai 10ng clia khach hang khi dén
sir dung dich vu tai quan cafe.

- Phan tich mirc d6 &nh hwéng cliacéc nhan t6 trén doéi voi mirc dd hai 1ong cla
khéch hang. Tl két qua, tong hop lai chatJltong dich vu cling nhw dé ra cac giai phéap
dé nang cao chat lwgng dich vu cliaguandé phu hop véi thi hiéu khach hang hién nay

4. Bdi tvong va pham_vi hghién ctru

4.1. B6i tvong nghién ¢lu

Quan cafe The Ware House Hué

4.2. Boi twvgngdiéu tra

Tat ca eac'khéch hang davadang st dung dich vu tai cafe The Ware House

4.3."Rham vi nghién ctru

Pham vi khong gian: Thanh phé Hué

Pham vi Thoi gian: thang 1-2017 dén thang 9-2017

Vién dé nghién ctru: Nghién clru mirc do hai long cla khach hang ddi véi chat
lvgng dich vu tai quan cafe The ware house & Hué

5. Phuong phéap nghién ctru

5.1. Phuong phap thu thap dir liéu

5.1.1 Phuong phap thu thap div liéu thir cap

Tinh hinh kinh doanh va phan hoi ctia khach hang & dwgc quan cafe cung cap
cling nhu tham khdo trén fanpage cla quan.

Dua vao cac nghién ctru khoa hoc da cong bo lién quan dén dé tai nghién ctu,
céc nguon trén Internet dé hoan thién hon vé nguon dir liéu cé duoc
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5.1.1.1 Phuwong phap nghién ctru dinh tinh

Tién hanh phdng van ca nhan: sir dung bang hoi dinh tinh dé phéng van mot so
canhan Tién hanh phéng van nhém:

St dung phuong phap phdng van nhém, gdm c6 5 nhdm, méi nhom 5-6 khéch
hang bang bang hoi dinh tinh dé xay dung hoan thién céc yéu t6 lam khéch hang hai
long d6i véi chat lvgng dich vu cafe The ware house.

5.1.1.2 Phuong phap nghién cttu dinh lvgng

*Phuong phéap thiét ké bang héi:

Bang hdi duogc thiét ké qua 3 budc:

Budc 1. Thiét ké bang hdi so bd bang cac bién chon san jdiratrén moé hinh
nghién clru dé xuat

Budc 2: Sau khi hoan thanh bang héi so b6 tién hanh phong van chuyén gia vé

nhi*ng yéu t6 lam khach hang hai long ddi v6i chat lwong*tich vu cafe The Ware
House

Buéc 3: Tién hanh chinh sira, hodn thién bang hoiva bt dau phong van khéch hang

*Phuong phap thiét ké mau:

V§i viéc phan tich s0 liéu da bién\\Va dé dap (rng yéu cau cho viéc phan tich
nay thi s8 lvong mau phai da [on. T héng.thudng, theo kinh nghiém clia céc chuyén gia
thi s lwong mau co thé xéac dinh théng qua quy tac 5/1 tirc 1a ct twong ¢ng véi moi
van deé trong bang hdi thi s& cé5 nguoi trd 101 van dé do.

*Phuwong phap chon mau:

Ap dung phuong,phap chon méu phi xac sut cho toan bd dé tai nghién ciru tic
|a dwa trén tinh chét el quan khi tién hanh chon mau hodc cin cv vao cac co hoi
thun tién, dieurkién dé dang dé thu thap di liéu. Do c6 chi dinh trwdc khi chon mau
céc phan tl trongtong thé cé kha nang chon rala khac nhau va cé si wu tién cho muc
dich nghién céu.

Phuong phap thu mau dwoc ép dung 1a diéu tra bang cach phéng vén trec tiép
dén ca nhan vi mot sO wu diém sau:

+ Phong van vién cé mit dé khuyén khich, huéng dan nguoi tra 10i.

+ CO thé két hop hoi vagiai thich nhitng thic mac cho nguoi tra 161 bang hoi.

+ CO thé chon mau k¥ va chinh xac hon véi ty 18 tra 101 rat cao va co thé thu
thap mot s6 thong tin bén ngoai dé 1am dan ching cho di liéu thu thap duoc tir nguoi
tra 101 bang hoi.

Tom lai phwong phap chon mau clia nghién ctru |a thuan tién két hop voi dinh
mic nham dam béo tinh dai dién clia mau.



Kich thudc clia miu ép dung trong nghién ciru dwoc dira theo yéu cau ctia phan
tich nhan t6 khdm pha EFA (Exploratory Factor Analysis) va hoi quy da bién:

N=5* m
Trong d6: m la s6 lvgng cau héi trong bai.
5.1.2 Phuong phap phan tich so liéu so cap

Trong bai nghién ciru, s3 liéu so cdp duoc thu thap bang phuong phap phong
van bang hoi khach hang davadang st dung dich vu tai cafe The Ware House

5.2. Phuong phap phan tich s6 liéu

Sau khi thu thap di¥ liéu, tién hanh kiém tra valoai di nhirng bangtrd’loi khong
dat yéu cau, nhap dir liéu va lam sach di¥ liéu. S6 liéu so cdp duoexidy bang phan
mém SPSS 20.0. Cac buédc xir ly sb liéu bao gom:

Phan tich th6ng ké mo ta Frequencies dé mo tasede/dic diém clia mau diéu
travé thu nhap, gidi tinh, s& thich, mirc d6 sir dung dichau tag’cafe The Ware House

Kiém dinh gia tri trung binh One Samplée Tstest dé ki€m dinh gia tri trung
binh vé si théa mén trung binh cla khach hang V& ¢ac thang do vé cac nhan t6 anh
huwdng dén sy hai 1ong cla khach hang déiw@i=ehat lvgng dich vu cafe The Ware
House

Danh gia do tin cay cla thang doe thong qua hé sd Cronbach’s Alpha

Hé s Cronbach’s Alpha duwoe, s dung dé kiém tra do chat ché va tvong quan
gilta cac bién quan sat. Biéu nay lién quan dén hai khia canh la tvong quan gitra ban
than céc bién va tuong glamctia cac diém sb cla tirng bién véi diém sd toan by céc
bién cla mdt phiéu khaosatd Phuong phap nay cho phep loai bd cac bién khong phu
hop véi md hinh nghién,cru. Bién dwoc chdp nhan va thich hop dua vao phan tich &
budc tiép thed khiicdhé-sd Cronbach’s Alpha = 0.6, hé sd tvong quan bién tong > 0.3.
Cu thé:

0.8'< Hé sb Cronbach’s Alpha < 1: Thang do luong t6t

0.7%< Hé sb Cronbach’s Alpha < 0.8: Thang do lvong s dung duoc

06 < Hé s0 Cronbach’s Alpha < 0.7 Thang do c6 thé sir dung trong trudng hop
khai niém nghién clru laméi hodac mai déi vai ngudi tra 10i trong bdi canh nghién clru.

Phan tich nhan t6 kham pha EFA nham xac dinh cac nhan t6 anh hudng dén
sy hai 1ong ctia khach hang doi voi chat lvgng dich vu cafe The Ware House

Phan tich nhan t6 kham pha EFA laky thuat sir dung nhdam thu nho va tom
tat dir liéu. Phuong phap nay rét co ich trong viéc xac dinh cac tap hop bién can thiét
cho van dé nghién ctru va duoc sir dung dé tim mai lién hé gilra cac bién. BE tién hanh
phan tich cac nhan t6 kham pha EFA thi dir liéu thu dwgc phai dap (ng cac diéu kién
qua kiém dinh KMO (Kaiser- Meyer- OIKin) va kiém dinh Bartlett’s Test. Theo
Hoang Trong va Chu Nguyé&n Mdng Ngoc (2008), dit liéu phan tich nhan t6 phu hop
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khi kiém dinh c6 giatri Sig < 0.05 vatri s§ KMO nam trong khoang tir 0.5 dén 1. Sau
khi kiém dinh xong s& tién hanh phan tich nhan t6 kham pha EFA gilr lai céc bién co
hé s3 tai 16n hon 0.5 va sap xép chiing thanh nhitng nhom chinh. Ngoai ra, dé xac dinh
sO lvgng nhéan td trong nghién cliru S dung 2 tiéu chuan:

Tiéu chudn Kaiser nham xéac dinh s nhan t6 duoc trich tir thang do. Chi gilt lai
céc nhan t6 quan trong c6 gia tri dai dién cho phan bién thién duoc giai thich bdi moi
nhan t6 Eigenvalue > 1.

Phwong sai trich: Phan tich nhan to la phu hop néu téng phuong sai trich 16n
hon hoéc bang 50%.
S dung m6 hinh hdi quy bdi nham xac dinh méi quan hé gilra.cae yéu t6 dén
quyét dinh str dung dich vu clia khéch hang.
M6 hinh hoi quy boi:
Yi= B0 + B1*X1i + B2*X2i + ......... + Bk*XKi + ei
Trong do: Yi: Bién phu thudc
B0: Hé sb chan
B1, B2,...: Céc hé sb hdi quy tong thé
X1i, X2i,...: Cac bién doc lap
el: sai s ngau nhién
Xem xet hé sO matran tvong quant Ma tran nay cho biét twvong quan gita bién
phu thudc vai tirng bién doc lap cling fhwyttong quan gira cac bién doc 1ap voi nhau.
Dé ddm bao mo hinh cd y nghta, ¢én tién*hanh kiém tra vé hién tvong da cong tuyén
vatu twong quan.

Kiém tra hién twong da edng tuyén: Khong xay ra hién twgng da cong tuyén khi
dd chap nhan clabién Tolerances > 0.1, hé sb phdng dai phuong sai VIF < 10.

Kiém tra hién@weng tv trong quan: Can clv vao giatri Durbin — Watson. Khong
co hién tvong-ty, trohg Guan khi gia tri ndy nam trong khoang (du;4-du).

Danh gia d6 phu hop clia mé hinh: S dung hé s6 R2 hiéu chinh dé danh gia do
phu hop clia md hinh. Hé s6 R2 hiéu chinh cang [6n d6 phu hgp cia md hinh cang cao.

Kiém dinh do pht hop clia mé hinh: S dung kiém dinh F trong bang phan tich
phuong sai.

Gia thuyét: Hy: 1 =p2=...=0

Hqy BL# B2 #.4#0

Sig < 0.05; Béac bo gia thuyét Hy, ttirc 1a két hop gitra cac bién hién cé trong mo
hinh c6 thé giai thich dwoc s thay doi cliabién doc lap.

Sig > 0.05: Chuwa du co s¢ dé béc bd gia thuyét Hy

Kiém dinh giatri trung binh ctiaténg thé

Kiém dinh sy gid tri trung binh danh gia cla khach hang déi voéi cac nhan to
anh huwdng bang kiém dinh One Sample T-test d€ xac dinh mirc danh gia trung binh
ctia khach hang déi véi trng nhan t6 la bao nhiéu trong thang do.



Kiém dinh s khéc biét gitra cac khach hang trong danh gia vé céc yéu to
anh hudng dén sy hai l1ong clia khach hang ddi voi chat lwgng dich vu cafe The Ware
House.

Phan tich phwong sai mot yéu t6 One-Way-ANOVA

Phan tich phwong sai mét yéu t6 gilp ta so sanh giatri trung binh ctia 3 nhém
tré 1én. K§ thuat nay dua trén co sé tinh toAn mirc do bién thién trong ndi bd cac nhém
va hién thién gilra cac trung binh nhém. Dva trén hai wéc lwgng nay clla mic do bién
thién ta co thé rit rakét luan vé mirc do khac nhau giva cac trung binh nhém.

Gidthuyét: Hg: py = o =...= Py

Hai My # o #. 8 U

Sig < 0.05: Bac bd gia thuyét Ho, tirc 1a co sy khéc hiét gitta cac nhém  khéch
hang trong danh gia vé cac yéu t6 anh hwdng dén mirc dé haNong

Sig > 0.05: Chwa du co s¢ dé bac bo gia thuyét,He, ttrc la khong c6 sy khéc biét
mot cach c6 y nghia gilta cac nhdm khach hangstreng danh gia vé cac yéu td anh
hwdng dén mirc do hai 10ng ddi véi chat lvgng dich.vu.

Co6 mot s gia dinh sau dbi véi phaprtich phwrong sai mot yéu to do la:

- Céc nhém so sanh phai doc 1ap.vayduioc chon mot cach ngau nhién.

- Cac nhom so sanh phai co'phan phdi chudn hodc ¢ mau phai da [on dé xem
nhwu tiém can phan phdi chuan,

- Phuong sai clia caenhéniso sanh phai dong nhét.

Ta st dung kiém dinh/K olmogorov-Smirnov dé kiém dinh phan phdi chuan. N6
tién hanh xet cac sai |égh tuyét d6i I6n nhat gitra hai dwdng phan phdi tich Ily thuc
nghiém va ly thuyét, ‘sai4€ch tuyét déi cang |16n, gia thuyét Ho cang dé bi béc bo.

NEu mot.trong sO céc gia dinh trén khong dwoc dap (ng thi s8 s dung kiém
dinh Krugkal-Wallis thay thé cho kiém dinh One-Way-ANOVA. Kiém dinh Kruskal-
Wallis\la phwong phap phan tich phwong sai mot yéu t6 ma khong doi héi bat ky gia
dinh nao vé phan phdi chuan téng thé. Tat ca cac quan sét clia cac nhoém dwgc gop lai
vi nhau dé xép hang. Sau dd hang clia cc quan sét trong tirng nhém dwoc cong lai va
dai lvong thong ké Kruskal-Wallis H duoc tinh tlr cac tong hang nay. Pai lvgng H nay
xap xi mét phan ph6i Chi-binh phrong véi gia thuyét Hy la tat cd cac nhém c6 phéan
phdi gidng nhau.

Phan tich sdu ANOVA

C6 2 phuong phap dé phan tich sau ANOVA, d6 la kiém dinh “trwéc” (ki€ém
dinh Priori Contrasts) va kiém dinh “sau” (kiém dinh Post-Hoc test). Phwong phap
kiém dinh gan véi phuong phap nghién clru thirc |a Post-Hoc test. Nén trong phan nay
ta S8 st dung Post-Hoc test dé thuc hién kiém dinh siu ANOV A nham tim ra chd khéc
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biét. Cac phwong phéap kiém dinh thong ké cta Post-Hoc test thuwong dwgc s dung:
LSD, Bonferroni, Tukey, R-E-G-W, Dunnett. Nghién clru nay st dung phuvong phap
Bonferroni. Day la phuong phép gidng quy tac clia LSD nhung diéu chinh dugc micy
nghia khi tién hanh so sanh boi dwa trén sb lan tién hanh so sanh. Bay la mét trong
nhitng tha tuc kiém dinh don gian nhat va hay duoc sl dung cho muc tiéu nay.

6. Két cau clia bai nghién ctru khoa hoc

Bai nghién clru khoa hoc dwgc thic hién theo cau tric ba phan chinh véi noi
dung nhu sau:

Phan I: Bat van dé

Trinh bay ndi dung ly do chon dé tai, muc tiéu, doi twong, pham i nghién cliu,
phwrong phap nghién ctu va cac phuong phap x ly 6 liéu dugcslr dung:

Phan Il — NOi dung va két qua nghién clru
Bao gom 3 chuong chinh
Chuong 1: Tong quan vé van dé nghién clru

Chuong 2: Nghién clru cac nhan td anh hudng dén s hai long ctia khach hang
doi voi chat lvgng dich vu tai cafe The Ware House

Chuong 3: M6t sb gidi phdp nangicao sy hai long clia khach hang déi voi chat
lvgng dich vu tai cafe The Ware House

Phan |11 — Két luan vakién nghi



PHAN 11 NOI DUNG VA KET QUA NGHIEN CUU
CHUONG 1: TONG QUAN VE VAN BE NGHIEN CUU

1.1 Cac co s¢ li thuyét dé ra cho bai nghién clru
1.1.1 Lithuyét vé sr hai 1ong ctia khach hang

Co6 nhiéu dinh nghta khac nhau vé sy hai long ctia khach hang cling nhw c6 kha
nhiéu tranh luan vé dinh nghia nay. Nhiéu nha nghién ctu cho rang sw hai long la s
khac biét gilra ki vong clia khach hang va cam nhéan thuc té nhan duoc.

Theo Fornell (1995) s hai long hoac su that vong sau khi tiéutdiing, dugc
dinh nghia nhw 14 phan (ng cta khach hang vé viéc danh gia bang.cam nhan sy
khéac nhau gitra ky vong trudc khi tiéu dung véi cdm nhan thucdé vé san pham sau
khi tiéu dung né.

Hoyer va Maclnnis (2001) cho rang s hai 1ong.co thé gan lién vai cam giac
chép nhan, hanh phuc, gitp d&, phan khich, vui swéng.

Theo Hansemark va Albinsson (2004), “Suvhai™Mong cla khach hang 1a mét thai
dd téng thé cta khach hang d6i vai mot nha cungeép dich vu, hodc mot cam xic phan
(ng voi s khac biét gitta nhitng gi khaeh hang dv doan trwdc va nhitng gi ho ti€p
nhan, ddi véi su dap (rng mot s6 nhu cad;\muc tiéu hay mong muén”.

Theo Zeithaml & Bitner (2000),»su*hai 10ng ctia khach hang la sy danh gia cla
khéch hang vé mot san pham hay,mot dich vu da dap tng dwoc nhu cau va mong doi
cta ho.

Kotler (2000), dinhwnghia “Sy hai 10ng nhr 1a mot cdm giac hai 10ng hodc that
vong clia mot ngudilbang két qua clia viéc so sanh thuc t€ nhan duoc cla san pham
(hay két qua)trong moidién hé vai nhitng mong doi cla ho”.

Su haihleng ctia khach hang la viéc khach hang can ctr vao nhitng hiéu biét clia
minh doidimot san pham hay dich vu ma hinh thanh nén nhitng danh gia hoéc phan
doan cha quan. B4 la mot dang cdm giac vé tam ly sau khi nhu cau cta khach hang
duwoc théa mén. Sy hai long cta khach hang duoc hinh thanh trén co s& nhirng kinh
nghiém, dac biét dwoc tich Ity khi mua sam va s dung san phdm hay dich vu. Sau khi
mua va st dung san pham khach hang s& ¢é s so sanh gitra hién thwc vaky vong, tir
do danh gia dugc hai 1ong hay khong hai |ong.

Nhu vay, cé thé hiéu duoc 1a cam giac dé chiu hodc c6 thé that vong phat sinh
tlr viéc ngudi mua so sanh gilra nhitng loi ich thuc té clia san pham va nhirng Ky vong
cta ho.Viéc khach hang hai 1ong hay khéng sau khi mua hang phu thudc vao viéc ho
so sanh gitra nhitng loi ich thuc té clia san pham va nhitng ky vong cla ho trude khi
mua. Khéi niém san pham & day duoc hiéu khong chi la mot vat thé vat chét thong
thudng manoé bao gém ca dich vu.



Pinh nghta nay da chi rd rang, su hai 1ong la sy so sanh giira lgi ich thuc t€ cam
nhan dugc va nhitng ky vong. Néu lgi ich thuc té khong nhu ky vong thi khach hang
S8 that vong. Con néu loi ich thuyc té dap (ng véi ky vong da dat ra thi khach hang <&
hai long. Néu loi ich thuc t€ cao hon ky vong clia khach hang thi sé tao ra hién twong
hai 1ong cao hon hodc lahai 1ong vuot qua mong doi.

1.1.2 Lithuyét vé chat lwgng dich vu

1.1.2.1 Dich vu

Kha niém

Dich vu ngay cang déng vai trd quan trong trong nén kinh té ctia/imét qudc gia
valalinh vic kinh té 16n nhat ctia mot xa hoi hién dai. Nhan thirc duec tam-quan trong
cta dich vu, cac nhanghién clru trén thé gi¢i datap trung nghiéa citwad Iinh virc nay
tlr dau thap nién 1980.

C6 kha nhiéu cach dinh nghia vé dich vu. Theo Zeithaml & Britner (2000),
dich vu la nhi*tng hanh vi, qua trinh, cach thirc thwcshién mot cong viéc nao dé
nham tao gia tri st dung cho khéach hang lam thoawén nhu ciu va mong doi cla
khach hang. Trong khi dé, Kotler & Armstrong (42991) dinh nghia dich vu nhu sau:
“Mot dich vu la mot hoat dong hay mdt i fehrma mdt bén co6 thé cung cap cho bén
kia, trong dé nd cé tinh vo hinh va khong dan’dén sy chuyén giao s& hiru nao ca”.
Du6i quan diém nay, dich vu la nhirngsheat dong hay Igi ich ma doanh nghiép c6
thé cdng hién cho khéach hang nham thiét 1ap, cling ¢6 va md rong nhitng quan hé va
hop tac lau dai voi khach hang.

Pac diém

Dich vu la mot san\pham dac biét, cd nhiéu dac tinh khac voi cac loai hang
hod khéac nhu tinh &0%\hinh, tinh khong dong nhét, tinh khong thé tach roi va tinh
khong thé  “cat«trir»Chinh nhiing dac diém nay lam cho dich vu tré nén khé dinh
lvong va khong thé hhan dang bang mat thwong duoc. Ly thuyét vé marketing dich vu
cho rang dich\wu bao gdm ba dic diém co ban la tinh vé hinh, tinh khong dong nhét,
vatinh khéng thé tach roi.

-Tinh vd hinh: Khong giéng nhr nhitng sin pham vat chét, dich vu khoéng thé
nhin thdy duoc, khdng ném duoc, khéng nghe thdy dwoc hay khdng nglri thay duoc
trugc khi ngudi ta mua ching. D€ giam bat mirc d6 khong chac chan, ngudi mua st
tim kiém céc ddu hiéu hay bang chitng vé chét lvong dich vu. Ho s& suy dién vé chat
lwvgng dich vu tlr dia di€ém, con nguoi, trang thiét bi, tai liéu, thong tin, biéu twong va
giaca maho thdy. Véi ly do la vd hinh nén cong ty cdm thdy khé khan trong viéc
nhan thirc nhu thé nao vé dich vu va danh gia chat lvong dich vu (Robinson, 1999).

-Tinh khéng dong nhat: Bac tinh nay con goi latinh khac biét cladich vu. Theo
do, viéc thwc hién dich vu thuong khac nhau tuy thubc vao cach thirc phuc vu, nha
cung cap dich vu, nguoi phuc vu, thdi gian thuc hién, ITnh viec phuc vu, doi tuong
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phuc vu va dia diém phuc vu. Déc tinh nay thé hién rd nhat doi véi céc dich vu bao
ham siic lao ddng cao. Viéc doi hdi chat lwgng dong nhat tir d6i ngli nhan vién <8 rat
kh6 ddm bao (Caruana & Pitt, 1997). Ly do la nhitng gi cong ty di dinh phuc vu thi c6
thé hoan toan khéac voi nhitng gi manguoi tiéu ding nhan dugc.

- Tinh khong thé tach roi: Tinh khong téch roi clia dich vu thé hién & viéc kho
phan chia dich vu thanh hai giai doan rach roi la giai doan san xuét va giai doan s
dung. Dich vu thvong duoc tao rava stir dung dong thoi. Biéu nay khong ding doi véi
hang hoa vat chat dwvgc san xuat ra nhap kho, phan phdi théng qua nhiéu nac trung
gian mua ban, rdi  sau dé méi duoc tieu dung. Doi véi san pham hang hod, khéch
hang chi sl dung san pham & giai doan cudi cung, con doi véi dich vu;khach hang
dong hanh trong suét hoac mot phan clia qua trinh tao ra dich vu. Pai véi=nhiing dich
vu ¢6 ham lwrong lao dong cao, vi du nhv chat lvgng xay ra trong qué trinh chuyén
giao dich vu, thi chat lvong dich vu  thé hién trong qua tkinh tlrgng tac gitra khach
hang va nhan vién clia cong ty cung cdp dich vu (Svensson; 2002). B46i véi nhirng
dich vu doi hoi phai c6 sy tham giay ki€n cla ngu@i tiéu ding nhu dich vu hét téc,
khédm chira bénh thi cong ty dich vu it thuc hién Viéc'kiém soét, quan ly vé chat
lvgng vi nguoi tiéu dung anh hwéng dén qua trink nay. Trong nhitng tredng hop nhu
vay, Y kién clia khach hang nhi m6 ta kiéu toc clia minh muén hodc bénh nhan mo ta
céc triéu chirng cho céc bac s, su tham giay kién cta khach hang tré nén quan trong
ddi voi chat lvgng clia hoat dong dich  vu:

1.1.2.1 Khai niém chat lvgngdich-\u

Dich vu la m6t khai niéninkha phirc tap véi cac dac tinh riéng biét nhu da thao
luan & phan trén. Vi théxchéatduong dich vu cling 1a mot khai niém phic tap, gay
nhiéu chi y va tranh caiytfong cac tai liéu nghién ctru. Mac nhiéu nha nghién ctu du
dac6 gang dinh nghias2nhdt vé chét lvong dich vu.

Chat ltrong. dichvu 1a mirc d6 ma mot dich vu dap (rng dwgc nhu cau va sv
mong  doi cua\khach hang (Lewis & Mitchell, 1990; Asubonteng & ctg, 1996;
Wisniewski & ,Donnelly,  1996). Edvardsson & ctg (1994) cho rang chét lvong dich
vu ladichwu dap (ng dugc si mong doi cta khach hang va lam thod man nhu cau
cta ho.kehtinen (1982) cho la chat lvgng dich vu phai dugc danh gia trén hai khia
canh- quatrinh cung cép dich vu vakét qua ctia dich vu. Gronross (1984) dinh nghta
dich vu la viéc thuc hién nhiém vu lam hai long khach hang, gom c6 chat lvgng k¥
thuat va chat lvgng chirc nang. Chat  lugng ky thuat 1a nhirng gi ma khach hang that
s nhan duwgc tir dich vu. Chat lvgng chirc nang la céch thiic dich vu duoc cung cép.
Trong khi chat lugng k§ thuat chd trong dén  “cai gi” thi chat lvgng chic nang lai
tap trung vao “nhu thé nao” va xem xet cac van dé nhuv hanh vi clia nhan vién tiép
xuc khéch hang va téc do cla dich vu. Sau d6, nam 1990 Gronsoss lai nhan manh
thém tac dong cla hinh anh doanh nghiép dén cdm nhan cta khach hang vé chat
lvong bang nhiéu cach khac nhau. Néu doanh nghiép xay dwng dugc hinh anh t6t
trong tam tri khéch hang, nhitng sai s6t nhé vé chat lvgng c6 thé duoc khach hang bo
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qua; nhung nguoc lai, néu hinh anh da xau di thi bat c moét so suat nao déu khong
dugc lugng thi.

Mo hinh SERVPERF

Lamdt bién thé cia md hinh SERVQUAL, bd thang do ctia md hinh nay ciing st dung
22 muc phat biéu twong tw nhu trong SERVQUAL, nhing bo qua phan cau hoi vé ky
vong, theo do6: Chat luvgng dich vu = Mirc dd cdm nhan. Két luan nay da nhan duoc su
ddng tinh bai cac nghién ciru clia Lee et al. (2000), Brady et al. (2002) dan trong Lam
(2011).

M6 hinh Gronroos (1984)

DéE nghién ctru cdm nhan clia khach hang vé chat lvgng dich vu, moshinh nay dua trén
ba diém thiét yéu: (1) Phan biét chat lwvong chirc nang véi chat lvong k¥ thuat; (2)
Hinh &nh c6 tam quan trong tot bac doi voi tat ca cac hangcung tng dich vu; (3) Cam
nhan toan bd vé chat lvgng 1a mot ham clia nhitng cdm nhan ‘@anh gia clia khach hang
veé dich vu va (4) Su khéac biét gilta nhirng danh gia nay.vai,nhirng mong dgi vé dich
vu cua ho.

Djch vy mong P ot _ Dich vy cam
doi Camnhiin ve chit legmg dijch vy nhin

'y LN,

Y éu 0 Yuyén
{hon@ hogt
dong
warketing,
“téc dng bén l

Hinh anh

trong bani thp
quén, tu
nromg va l ]

truyén miéng

Chiit lugng Chiit lwong
k¥ thudt (Cai chirc ning
gi) (Thé ndo)

M hinh chét lvgng dich vu SERVPERF M6 hinh Gronroos (1984)
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Trong s0 cac dinh nghia dua ra, dinh nghia cla Parasuraman & ctg (1985,
1988) duwoc xem latiéu biéu nhat. Nghién ctru clia nhdm céc tac giai nay da khoi dong
cho céc nghién ctru vé chét luong dich vu va dugc danh gia la kha toan dién. Cac tac
gid nay datién hanh nghién ctru dinh tinh kham pha (exploratory qualitative study)
dé tim ra kha niém chat lwvgng dich vu. Theo Parasuraman & ctg (1985, 1988),
chét lvgng dich vu khoang céach gitra s mong dgi clia khach hang va cdm nhan cla ho
khi da s dung qua dich vu. Dva trén phéng van nhém tap trung voi khach hang va
phéng van sau voi nha diéu hanh, mé hinh SERVQUALVE chéat luvong dich vu dugc
ra. M6 hinh SERVQUAL cla Parasuraman va cac cong su dugc chinh cac tac gia
kiém dinh trén nhiéu thi trvong khac nhau. SERVQUAL da va dangrduoc ap dung
trong rat nhiéu cac nghién clru co ban va (ng dung thudc linh vecdnghién ctu
marketing dich vu, cho nhiéu ddi twgng va moi trvdng nghién clru Khacwphau.

1.1.2.2 M6 hinh chét lugng dich vu SERVQUAL
1.1.2.2.1 M6 hinh nam khoang cach chat lugng dichvu

Y

- - D‘ Dich vu ky vong
F

Khoang cachS

h 4

‘ Dich vu camnhan

g 1 Khoang cach4 R . ek -
[ Dich vu chuyéngiao }4 --------------- Thong tindén
khach hang

Nt . s

i { Khoang ciach3
Khoangcachl

¥
Chuyén d6i cam nhan cuia
cong ty thanh tiéu chi chit —
luong
[ i

Khoang ciach2

¥ NHA TIEP THI

E Nhan thirc ctia cong ty vé
ky vong cua khach hang

KHACH HANG
Hinh 1: M6 hinh chat lwvong dich vu.
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Nguon: Parasuraman & ctg (1985)

Parasuraman & ctg (1985, 1988) da dwa ra mo6 hinh nam khoang cach chat
lvgng dich vu (hinh 1.1).

Khoang cach th nhat xuat hién khi c6 sy khac biét gitra ky vong cla khach
hang vé chat lvong dich vu va nha quan tri dich vu cdm nhan vé ky vong cla khach
hang. Diém  co ban cla sy khac biét nay la do cong ty dich vu khong hiéu dwgc hét
nhitng dac diém nao tao nén chét lvgng cla dich vu minh cling nh cach thic chuyén
giao ching cho khach hang dé théa man nhu cau clia ho.

Khoang cach th hai xuét hién khi cong ty dich vu gap khé khan trong viéc
chuyén ddi nhan thirc clia minh vé ky vong ctia khach hang thanh nhirng<ddc tinh clia
chat luvgng. Trong nhiéu tredng hop, cong ty cd thé nhan thirc duoc ky wong ctia khach
hang thanh cong nhung khéng phai cong ty luén cé thé chuyén déi ky vong nay thanh
nhitng tiéu chi cu thé vé chat lvong va chuyén giao chingtheo ding ky vong cho
khach hang nhirng dac tinh cuta chat lvgng dich vu. Nguyénnhan chinh clia van dé nay
la khd nang chuyén mon ctia doi ngli nhan vién dich v cling nhv dao dong qua nhiéu
vé cau dich vu. Co nhitng  1dc cau veé dich vu qué cao tam cho cdng ty khéng dap (rng
Kip.

Khoang céach thi ba xuét hién khi nhan wién phuc vu khong chuyén giao dich
vu cho nhitng khach hang theo nhitng,.tiéu ¢hi da duwgc xac dinh. Trong dich vu, cac
nhan vién co lién hé truc tiép voi khaeh hang, déng vai tro quan trong trong qua trinh
tao ra chat lwgng. Tuy nhién; khong phai lic nao cic nhan vién cling c6 thé hoan
thanh nhiém vu theo tiéu chidadé ra

Khoang cach thirdu xuat hién khi cé su khac biét trong chuyén giao dich vu va
truyén thong bén ngoai. Ph¢ong tién quang cdo va thong tin cling tac dong vao ky
vong cla khach hang Ve, chat luong dich vu. Nhitng hira hen trong cac chuong trinh
quang céo khuy&n'mai ¢o thé lam gia tang ky vong clia khach hang nhung ciing sé lam
gidm chat legng ma khach hang cdm nhan dwoc khi ching khong dugc thuc hién theo
nhitng gi.dahda hen.

Khoang cach thir nam xuét hién khi cé s khac biét gitra chat lugng va ky vong
b&i khach hang va chét lwvgng ho cdm nhan dugc. Chat lvong dich vu phu thudc vao
khoang cach thi* nam nay. Mot khi khach hang nhan thdy khong co sw khac biét gitra
chat luvgng.

Ho ky vong va chat lvong ho cdm nhan dwoc khi tiéu ding moét dich vu thi chat
lvong clia dich vu duoc xem la hoan hdo.

M hinh nam khoang cach & hinh 1.1 cho thdy b6n khoang cach thudc vé phia
nhati€p thi c6 anh hwdng dén mirc chat lwvgng dich vu dwgc cdm nhan béi khach hang.
Parasuraman & ctg (1985) cho rang chét lvong dich vu 1& ham s8 ciia khoang cach thir
nam. Khoang cach thir nam nay phu thubc vao céc khoang cach trwéc dé (cac khoang
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cach 1, 2, 3, 4). Vi thé, dé rat ngin khoadng céach tht 5 va gia tang chéat lugng dich vu,
nha quan tri dich vu phai nd luc rat ngan cac khoang cach nay.

M hinh chét lugng dich vu theo cac nha nghién clru ndy co thé dwoc biéu dién
nhu sau:

CLDV = F((KC_5=f (KC_1,KC_2,KC_3, KC_4))

Trong d6, CLDV la chét lwgng dich vu vaKC_1, KC 2, KC_3,KC 4,KC 51a
cac khoang cach chat lvong 1, 2, 3, 4, 5.

Céc két qud dua ra béi Parasuraman & ctg (1885) cho thdy khach hang da s
dung mét so tiéu chi dé dé danh gia chat lvgng dich vu. Céc tiéu chi nayydwong nhw
roi vao 10 thanh phan quan trong nhét, dugc goi la “cac thanh phan cda-Chat luong
dich vu” (dwoc trinh bay & muc tiép theo). Sau khi thiét 1ap khai piém*vé chat luvong
dich vu va 10 thanh phan tir nghién ctru dinh tinh, Parasuraman &xctg (1988) tiép tuc
danh ddu budc phat trién moi bang giai doan nghién cirusdinhi lvgng nham phat trién
mot cong cu do lwdng cdm nhan cla khach hang vé CLDV. Céng cu do lvdng nay sau
doé dwoc biét dén véi tén goi “mod hinh SERVQUAL wa dwgc st dung rong réi cho
dén ngay nay. Ciing trong nghién ctru dinh lugng, dé, tac tac gia da loc tir 10 thanh
phan ctia CLDV con lai 5 thanh phan. Ho daphét trién thang do trén 5 thanh phan nay
gom c6 22 bién dé do khoang cach thir 5 (ky vong clia khach hang va cam nhan thuc té
vé dich vu). Dwa vao md hinh clia Oliven(1980) vé sv hai 1ong clia khach hang, cac
tac gia nay da dinh nghia chat luopg \dich vu la sy khac biét gilta CLDV ky vong
(Expected service - E) va CLDV thie té  dwoc cdm nhan (Perceived service - P) nhu
sau:

(1) CLDV khéng dwgt.dap tng (P<Ehoac P- E< 0).

(20 CLDV Ky vong dugc dap tng (P=E hoac P- E= 0).

(3) “CLBVky«vong vuot mirc (P> E hodc P - E > 0). Trong truong hop nay
CLDV trén mlre thda man va co xu hudng tién dén chat lvgng ly twdng, véi sy khac
biét gitta CLDV Ky vong vaCLDV thuc té tdng dan.

1.1.2.2.2 Cac thanh phan clia chat lvong dich wu

M6 hinh CLDV clia Prasuraman & ctg (1985) cho ta birc tranh tong thé vé
CLDV. Céc téc gia cho rang, bat ky dich vu ndo, CLDV cam nhan bai khach hang c6
thé dwoc cau thanh bdi 10 thanh phan, dé |a

1. Tin cay (reliability): ndi 1én kha nang thuc hién dich vu phu hgp va didng
thoi  han ngay tir [an dau tién.

2. Dap (tng (responsiveness): néi [én sy mong mudn va san sang clia nhan vién
phuc vu cung cap dich vu cho khach hang.

3. Nang luc phuc vu (competence): néi 1én trinh do chuyén mon dé thuc hién
dich vu. Kha nang phuc vu biéu hién khi nhan vién tiép xic véi khach hang, nhan
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vién tryc tiép thue hién dich vu, kha ndng nghién ctru dé nam bat thong tin lién quan
can thiét cho viéc phuc vu khach hang.

4. Tiép can (access): lién quan dén viéc tao moi diéu kién dé dang cho khéch
hang trong viéc tiép can dich vu nhu rat ngén thoi gian cho doi ctia khach hang, dia
diém phuc vu vagio mé clrathuan lgi cho khach hang.

5. Lich s (courtesy): n6i 1én tinh cach phuc vu niém né tén trong va than thién
V@i khach hang.

6. Thong tin (communication): lién quan dén viéc giao ti€p, thong dat cho
khach hang bang ngdn ngir ma ho hiéu biét dé dang va lang nghe nhiing.van dé lién
quan dén ho nhu giai thich dich vu, chi phi, giai quyét khiéu nai thic méae:

7. Tin nhiém (credibility): néi Ién kha nang tao long tin,cho'khéch hang, lam
cho khéch hang tin ciy vao cong ty. Kha nang nay thé hién-gua tén tudi clia cong ty,
nhan cach clia nhan vién phuc vu giao tiép truc ti€p voi khaehyhang.

8. An toan (security): lién quan dén kha nang, ddm bao sv an toan cho khéach
hang, thé hién qua s an toan vé vat chat, tai chinh ciifig nhur bdo mat théng tin.

9. Hiéu biét khach hang (understading/khowing the customer): thé hién qua kha
nang hiéu biét nhu cau cla khéch hang thong.gua viéc tim hiéu nhitng doi hdi cla
khach hang, quan tam dén ca nhan ho vahan dang duoc khach hang thwdng xuyén.

10. Phurong tién hiru hinh (tangibles): thé hién qua ngoai hinh, trang phuc clia
nhan vién phuc vu, cac trang thiét bi'phuc vu cho dich vu.

M6 hinh 10 thanh phan’€LDV néu trén cé wu diém la bao quéat hau hét moi
khia canh cla dich vu. Tuy nhién, mé hinh nay cé nhwoc diém la phic tap trong viéc
do lwong. Hon nira.mo6 hinh nay mang tinh ly thuyét, c6 thé sé c6 nhiéu thanh phan
ctia mé hinh CLD). khong dat dwgc gia tri phan biét. Chinh vi vay cac nhanghién clru
nay da nhiéu lan kiém @inh mé hinh nay va di dén két luan rang CLDV bao gbm 5
thanh phan co.ban, do 1a

1.Tinvcay (reliability): thé hién qua kha nang thwc hién dich vu pht hop va
dang thoi han ngay tir lan dau tién.

2. Dap (ng (responsiveness): thé hién qua sy mong mudn, san sang clia nhan
vién phuc vu cung cap dich vu kip thoi cho khach hang.

3. Nang lvc phuc vu (assurance): thé hién qua trinh do chuyén mdn va cung
cach phuc vu lich s, niem né voi khach hang.

4. Dong cam (empathy): thé hién sy quan tam, chdam séc dén tirng ca nhan,
khach hang.

5. Phrong tién hitu hinh (tangibles): thé hién qua ngoai hinh, trang phuc cta
nhan vién, cac trang thiét bi phuc vu cho dich vu.
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Tém lai, md hinh chat lvong dich vu SERVQUAL duwgc Parasuraman & ctg
(1985, 1988) thiét Iap gom 22 bién quan sat, twong (*ng v6i 5 thanh phan. Thang do
SERVQUAL c6 hai phan dé do khoang cach dich vu: mgt phan do dich vu cdm nhan
thuc té (P) va phan khac (cé cung ndi dung) do dich vu ky vong ctia khach hang (E).
Chat lvgng dich vu Q duoc tinh (cho tirng bién quan sat) la hiéu s6 gita P va E (Q=P-
E). Thang do nay da dwoc cac tac gia kiém dinh va diéu chinh nhiéu lan sau dé va di
dén két luan rang SERVQUAL phi hop cho moi loai hinh dich vu. Thang do
SERVQUAL cudi

cung dwgc gom 21 bién quan sat do Zeithaml & ctg (2006) phaét trién cho céc
IThh viec dich vu khac nhau, trong dé cé Iinh viec ngan  hang.

Thang do SERVQUAL nam thanh phan bao gdm 21 bi€én quan sat cu thé nhw

(1) Tincay (reliability)

1. Khi cong ty XY Z hira s8 thuc hién mot diéu gi do'wao khoang thoi gian cu
thé, cong ty st thwc hién.

2. Khi ban c6 van d&, cong ty XZ thé hién'sih\quan tam chan thanh trong viéc
gidi quyét van de.

3. Cong ty XY Z thuyc hién dich vu(ding ngay tir 1an dau tién.

4. Congty XY Z cung cap dichanuhdlng vao thoi diém macong ty hira 2 thic hién.

5. Cong ty XY Z thdng béo cho khach hang khi nao dich vu s£ dugc thyc hién.

(2) Bap rng (responsiveness)

6. Nhan vién trongedng ty XY Z phuc vu ban nhanh chéng, ding han.

7. Nhan vién trong cong ty XY Z lubn san sang gitp d& ban.

8. Nhamvién cong ty XY Z khong bao gi¢ td ra qué ban ron dé khong dap rng
yéu cau clia bar:

(3) "Wang Ivc phuc vu (assuarance)

9. Hanh vi clia nhan vién trong céng ty XYZ ngay cang tao su tin twdng doi
voi ban.

10.Ban cam thdy an toan khi thuc hién giao dich voi congty XYZ.

11.Nhén vién trong cong ty XY Z bao gi¢ cling té ralich su, nha nhan véi  ban.
12.Nhéan vién trong cong ty XY Z cé kién thirc dé trd 16i cac cau hoi clia ban.
(4) Bong cam (empathy)

13.Cong ty XY Z thé hién sy quan tdm dén canhan ban.

14.Cong ty XY Z c6 nhirng nhan vién thé hién sy quan tdm dén canhan ban.
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15.Cong ty XY Z thé hién sy chl y dac biét dén nhitng quan tdm nhiéu nhat
cla ban.

16.Nhan vién trong cong ty XY Z hiéu duoc nhirng nhu cau dac biét clia ban.
(5) Phuwong tién hiru hinh (tangibles)

17.Cong ty XY Z c6 céc trang thiét bi hién dai.

18.Co s& V4t chat cliacong ty XY Z tréng rat hdp dan.

19.Nhan vién clia cong ty XY Z c6 trang phuc gon gang, can than.

20.Céc phuwong tién vat chét trong hoat dong dich vu rét hdp dan tai congty XYZ.
21.Cong ty XY Z bd tri thoi gian lam viéc thuan tién.

1.1.3 M@0i quan hé gilra chat lvong dich vu va sy hal Jong ctia khach hang

Sv ton tai clla moi nganh nghé kinh doanh chinhda & khach hang. “Khach hang
chinh la thugng dé”, la ngudi quyét dinh doanh sb dwa trén mirc do hai 1ong ctia ho vé
chat lvong san pham dich vu ma ho s dung. Vi vayphuwong cham hoat dong clia céc
nha cung (*ng san pham dich vu la phai théa,man.nhu cau clia khach hang va khi do,
kha nang ho tiép tuc mua “hang” la rat caq.

“Sy hai 1ong cua khach hang chinh,Ja trang thai cdm nhan clia mdt ngudi qua
viéc tiéu dung san pham dich vu, ¥&-mtkc.do loi ich ma mdt sin pham dich vu thuc té
dem lai so voi nhitng gi nguoi«dd kinvong” (Philip Kotler,1991). Hay theo quan diém
cla Bachelet (1995) thi “sy héiJong |a phan (rng mang tinh cAm xUc cla khach hang
vé mot san pham, dich vudira trén kinh nghiém ca nhan”.

Théng thuong cac'nha kinh doanh dich vu thwdng cho rang chét lvong dich vu
va sy hai long clia Khaeh hang la déng nhat. Tuy nhién, nhiéu nghién ctru khac cho
rang day la hai khai miém khac nhau nhung ¢ mdi quan hé twong hd chit chexvowis
nhau. Chat lu@ng,dich vu la nhan t6 tac dong dén nhiéu nhat dén sy hai 1ong khach
hang. Néu'nha, cung cdp dich vu dem dén cho khach hang nhirng san phdm co6 chat
lvgngithéaman nhu cau clia ho thi doanh nghiép dé buwéc dau lam cho khéch hang hai
long.

Do d6, mudn nang cao sv hai 1ong clia khach hang, nha cung cap dich vu phai
nang cao chat lvgng dich vu. Chét lvgng dich vu chi tap trung cu thé vao nhirng thanh
phan cla dich cu nhung n6 la nguén gbc quan trong, la cai dwoc tao ra trwéc va sau do
quyét dinh dén sy hai long clia khach hang. Vi vy, chiing ta cé thé dung sy hai long
clia khach hang dé do luvong chéat lvgng dich vu.

1.2 M6 hinh nghién clru dé xuat
1.2.1 MO hinh nghién clru
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Qua qua trinh nghién cru cac md hinh ly thuyét va ké thira cac nghién ctru cla
cac téc gia két hgp phéng van chuyén gia va phdng van cac nhém khach hang thi tac
giad dé xuat mo hinh nghién clru nhw dudi day.

Hinh 2: M6 hinh nghién clru dé xuat

Céac yéu td vé do tin cay

Céc yéu to vé sy dap tng

Céc yéu td vé nang lwc phuc vu

Sir'haislong

Céac yéu t6 thudc vé dong cam

Céc yéu td vé phurong tién hi*ru hinh

1.2.Z2 IVIU ld DIETT Va Ulidlly uvu

Bang 1. M6 ta bién,va thang do

Thanh phan Ma Bién quan sat
héa
Cacyéu t6 thuéc vé do tincay | TE€l Chaét lvgng nuéc udng lam anh/chi
hai long.

TC2 Nguyén liéu ché bién sach vaco
nguodn gdc ré rang.

TC3 Thirc ubng clia quan cé nhiéu dinh
dudng.

Cac yéu t6 vé sy dapwrng BU1 | Nhénvién cliiaquan lubn phuc vu
ban nhanh chéng

PU2 | Quéan ludn bd tri nhan vién san sang
giup d& ban

PbU3 | Ban co thé goi nhan vién ngay llc
ban can

PU4 | Quan lubn dap (rng nhirng yéu cau
ma ban dua ra

Céc yéu t6 vé nang luc phuc NL1 Nhan vién khic phuc kip thoi nhirng
vu phan nan clia khach hang

NL2 Nhan vién phuc vu khach hang
nhanh chéng du trong Gc cao diém
NL3 Nhan vién phuc vu tv van ro dé
khach hang c6 sy lva chon t6t nhat
NL4 Nhan vién luén té ra chuyén nghiép
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NL5 Nhan vién phuc vu nhanh chong cac

yéu cau clia khach hang
Céac yéu to thudc vé dongcdm | DC1 | Quan ldy loi ich khach hang lam diéu
tam niém

DC2 Nhan vién luén quan tam dén khach
hang

DC3 Quan ludn cb nhitng chwong trinh
khuyén mai cho khach hang

DC4 | Quanlubn tiép nhan nhitng y kién
dong gbp ctia khéch hang

Céc yéu t6 thudc vé phuong HH1 | Quan c6 nhiéu cay xanh tad.khong
tién hiru hinh khi méat mé.

HH2 Khéng gian quan dwgc trang tri khac
biét, hién dai,giup,anh chi c6 nhirng
blrc anh dep

HH3 | Quat va'dieu hoaludn san sang phuc
vU anh chi

HH4 | Trang'phuc nhan vién gon gang, xinh
dep

HH5, 4 Nhavé sinh ngin nap sach st

M rc dé hai 1ong ciia khéch H 1 Anh chi hai long khi sr dung dich vu

hang khi sir dung dich vu tai tai day

cafe The ware house HL2 Anh chi cdm thdy thodi mai khi siv
dung dich vu tai day

HL3 | Anh chi san sang dén day vao lan sau

HL4 | Anhchi s8 gi6i thiéu ban be dén day
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CHUONG 2: NGHIEN CUYU CAC NHAN TO ANH HUONG PEN SU HAI
LONG CUA KHACH HANG BOI VOI CHAT LUONG DICH VU TAI CAFE
THE WARE HOUSE

2.1 Gidi thiéu tong quan vé The Ware house
2.1.1 Qua trinh hinh thanh va phét trién

Kinh doanh cafe tai Viét Nam dang duoc dinh nghia la mot nganh sinh lgi
nhanh ma rét nhiéu nguoi co tién, co6 dy tinh dau tv kinh doanh nght dén va muén s
hitu mdt quéan cafe. Méc du kinh doanh khéng phai ai cling thanh congva moéi nam
cling ¢6 hang loat cac quan cafe dwgc chuyén nhwong thay déi mo hinh hay-dong clra.

Quan cafe The Ware House duwgc hinh thanh lan dau,vao'ngay 6/11/2014 tai s6
1 Tran Thac Nhan, thanh phd Hué di vao hoat dong dén ray-hon*2 nim. Quan cafe
duoc thanh 1ap bdi mét nhdm nguoi tré tudi nang dong vanhiét huyét dam mé kinh
doanh. Nhém nguoi nay bao gdbm anh Ngb Cong Thini\Ngd Cong Vuwong, chi Pham
Thi Bao Yén cung nhau chung tay thanh 1ap. Quan gafe véi nhirng thirc ubng da dang,
m&i mé phu hgp véi xu huéng hién nay. Ngoa nhirng ly cafe thom ngon quén luén
cap nhat nhitng thirc ubng duoc lam tlr trai“eay=tét cho sirc khde. Dac hiét khac voi
nhirng quan cafe khac, The Ware House /mang dén cho khach hang mét thirc an nhe
dac biét mang tén “bingsu” matai thoidiém-dé chuwa quan nao c6. Véi khong gian &m
cung voi cach bay tri phu hgp véixXusbeéng quan da cd dwoc mét lvgng khach déng
nhat dinh

Trén da thanh congv¢iduet khach ngay cang dong, ngay 28/7/2016 Quan cafe
The Ware House m@ thémymat co s& méi tai 16/41 Nguyén Thé Hoc di vao hoat dong
vGi khong gian rong yéishon, thu hit nhiéu luot khach.

Pén nay quanwvangitr dwoc lwvong khach 6n dinh valamot trong nhirng quan co
tiéng tai thanh phd 'Hué. Bang viéc ludn ludn cap nhat, thay d6i tir chat lvong nudc
uéng cho dén‘ehat lwvong phuc vu, tir khéng gian cach bay tri luén ludn duoc thay doi
dé batkip'thi hiéu, quan The ware House cang ngay cang dugc wa chudng.

2.1.2 Co cdu t6 chirc va chirc nang

GOm c6 2 bd phan chinh: Quén Ii kinh doanh va nhan vién phuc vu

Quan ly kinh doanh: Tai quan cafe The ware House chil quan cafe dong thoi
la quan li kinh doanh, quan li moi hoat dong kinh doanh ctia quan tir nhan su cho t6i
tai chinh. La nguoi truc tiép diéu khién tinh hinh hoat dong kinh doanh ctia quan.

Nhan vién phuc vu: La ngudn nhan lyc chl yéu cta quan, thuc hién cac quy
dinh vacong viéc truc ti€p tir quan I kinh doanh.
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2.1.3 S&n pham clia quan

Cafe The Ware House kinh doanh loai hinh dich vu @n udng nén cac san pham
chinh clia quan chinh la cic san pham vé loai hinh dn udng. Cu thé duoc phan loai theo
hai nhdm chinh lathtrc an va d6 udng.

So d6 1: So dd cac sAn pham clia cafe The Ware House

San pham

A/\n

Thirc ubng

Thue an

Milk

Cafe

Yogurt || Dessert

Mojito

NS

Bingsu
Take
away

Bingsu

Bang 2. Danh muc cac san pham chia cafe The Ware House

Thic.ubng
Tea & milk tea
1 Hongtra 21000
2 Tra dae 23000
3 Tradao sira 25000
4 Tratao 25000
5 Traquat 25000
6 Machiato black tea 27000
7 Machiato peach foam 27000
8 Trasltathd (xanh) 23000
9 Traslta The Ware house 23000
10 Thém flan/dau dé/jelly 5000
Cafe
11 Latte cafe (da) 25000
12 Latte matcha (da/néng) 25000
13 Cafe den, sira SG 14000-16000
14 Bac xiu, cacao 17000
15 Traging, lipton 17000
Nudc chanh, chanh day 17000
16 Cafe trirng, cafe cot dira 23000
Yogurt
17 Sita chua da 17000
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18 Sira chua batang 23000
19 Honey mango 25000
20 Dau tdy mix xoai 29000
21 Frozen lemon 25000
Dessert
22 Paradise 30000
23 Choco Volcano 30000
24 Parfait xoai/Kiwi 35000
25 Parfait dau tay 39000
26 Parfait matcha 39000
Mojito
27 Strawberry Mgjito 23000
28 Passion Mgjito 23000
29 Green apple 23000
30 Bluberry Mgjito 25000
| ce blended
31 Choco dynamite 25000
32 Mochaice blended 25000
33 Peach ice blended 25000
34 Strawberry ice blended 25000
35 Alovera anderange 27000
36 Kiwi"ice blended 27000
37 Mangoe,&»pineaple 27000
38 Passionice blended 27000
39 Caokies and cream 29000
40 Bluberry ice blended 29000
41 Matchajelly 29000
42 Caramel cheese 33000
Thi¢ an
Bingsu The war e house
43 Bingsu chudi 35000
44 Bingsu oreo 39000
45 Fuji matcha 45000
46 Bingsu dau tay 55000
47 Bingsu tropical 59000
48 Bingsu Kiwi 59000
49 Bingsu dua luai 65000
50 Bingsu bibimbap 79000

Bingsu Take away

Nhu céc loai bingsu trén
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2.2 Két qua nghién ctru cac nhan t6 anh hwdng dén mac dé hai long cta
khach hang dén chat luvgng dich vu tai cafe The Ware House

2.2.1 Bac diém clia cac mau quan sat

Tién hanh thdng ké md t& Frequencies 130 phiéu diéu tra hop 1é thu duoc két
qua céc SO liéu vé co cdu mau khao sét, dwoc thé hién théng qua céc biéu do dudi day:

*Co cau veé yéu to gigi tinh

Co Cau Ve gidi tinh

| 64.62%

= Nam Nt

So d6 2: Co cau Ve gidi tinh
Sau khi tién hanh,thdng ké ta thu duoc 46 nguoi tra 161 [a Nam (chiém 35.38%)
va 84 nguoi tra |6i |aNG.(chiém 64.6%).
*Co cdu yéuwt6,do tudi
Ti€n hanh thong ké mo ta cho két qua: 33 nguoi tra [0i ndm & do tubi dudi 18
tudi“ (chiém 25.38%), 67 nguai tra 1oi cd do tudi tir 18 dén 55 tudi (chiém 51.54%) va
30 nguoi trd 10 c6 do tudi trén 55 tudi (chiém 23.08%)
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Co cau veé do tubi

51.54%

= Dwéi 18 tudi 18 dén 55 tudi = Trén 55 tudi

So d6 3: Co cau veé do tudi
*Co cdu vé thu nhap
Tién hanh thong ké md ta cho két qua: 29 nguai*trd 101 cd thu nhap du6i 2.5
triéu/thang (chiém 22.31%),43 nguoi tra 10i c6 thiynhap ndm trong khoang tr 2.5-5
triéu/thang (chiém 33.08%) va 58 ngudi tra (&1 co thu nhap trén 5 triéu/thang (chiém
44.62%).

Coicdu've thu nhap

22.31%

Du@i 2,5 triéu/thang = Tlr 2.5 dén 5 triéu/thang = Trén 5 triéu/thang

So d0 4: Co cau vé thu nhap
2.2.2. M6 ta théi quen sir dung dich vu clia khach hang
* Co cau yéu t6 tan suat sir dung:
Tién hanh thong ké md ta cho két qua:21 nguoi trd 161 ¢ tan sudt sir dung dudi
1 lan/tuan (chiém 16.15%), 71 nguoi tra 101 cd tuan suat st dung tr 1-3 lan/tuan
(chiém 54.62%), 27 nguoi trd 101 cd tan sudt s dung tir 4-6 lan/tuan (chiém 20.77%)
va 11 nguoi tra 101 o tan sudt sir dung |a hang ngay (chiém 8.46%).
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Tan suat st dung

54.62%

= it hon 1 lan/tuan 1-3 [an/tuan = 4-6 [an/tudn = Hing figay

So d6 5: Tan suat st dung

*Co cau yéu t6 thoi gian sir dung dich vu:

Tién hanh thong ké mé ta cho két qua: c6 31,agwoi'tra 16i ¢co thoi gian sl dung
dich vu vao bubi sang (chiém 23.85%), 48 nguai trd 1¢i ¢o thoi gian s dung dich vu la
vao buoi chiéu (chiém 36.92 %) va 51 nguoi, tra loi co thoi gian s dung dich vu vao
budi toi (chiém 39.23%).

Thoi gianst dung dich vu

= Sang Chiéu = Téi

So d6 6: Thoi gian sir dung dich vu
*Poi tuvong di cung
Tién hanh thong ké mo t4 cho két qua: c6 37 nguoi trd [oi di vai ban ban bé
(chiém 28.50%), 27 nguoi trd 10 di cung doi tac (chiém 20.80%), 34 nguoi tra 10i di
cung gia dinh, nguoi than (chi€ém 26.20%), 28 nguoi tra 101 di cung nguoi yéu ( chiém
21.50%), 4 nguoi tra [0 dap an khac (chiém 3.10%)
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DBoi twong di cung

3.10%

20.80%

= Ban bé Déitic = Gia dinh, nguwoithan = Nguoiyéu  =%hde
So do 7: Ba6i twong di cung
*Muc dich dén cafe The Ware House
Tién hanh thong ké mo ta cho két qua: c6 35-nguoi tra 10i dén cafe The Ware
house dé trao doi cong viéc (chiém 27%), c6 27 nguai tra |01 la theo théi quen (chiém
20%), c6 14 nguai tra 16i l1a hwdng thu cac dieh vu.mang lai (chiém 11%)

Muc dich dén Cafe The Ware House

= Trao d6i céng viéc Thu gidn

= Theo thdi quen = Hwdng thu cac dich vu mang lai

So do6 8: Muc dich dén Café The Ware House
* Thoi gian sir dung dich vu trung binh
Phan tich thoi gian s dung dich vu trung binh ctia 130 khach hang, c6 63 nguoi
trd 101 lwa chon thoi gian str dung dich vu trung binh la trén 60 phut, chiém ty trong
cao nhat véi 48.50%, xép thir hai la cé 48 nguoi tra 161 c6 thoi gian sir dung dich vu
trung binh la tr 30-60 phut (chiém 36.9%) va chi c6 19 ngudi trd 101 co thoi gian St
dung dich vu trung binh la du¢i 30 phat (chiém 14.60%).
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Thoi gian st dung dich vu trung binh

36.90%

= Du@i 30 phat Tl 30-60 phut = Trén 60 phut

So d6 9: Thoi gian sir dung dich vadrdng binh

*Mrc chi trung binh

Vo6i 130 nguoi trd 100 khao sat, c6 2 nhommicrchi 1a tr 25.000 VND dén
50.000 VND va 50.000 VND dén 100.000 YNB,déu c6 50 nguoi trd 10i (chiém
38.5%), c6 13 nguoi tra 101 dudi 25.000 VNB (chiém 10%), c¢6 17 nguoi trd 10i trén
100.000 VND (chiém 13.10%)

Murcchi trung binh

= Du@i 25.000 VND Tl 25.000 VND dén 50.000 VND
= T&r 50.000 VND dén 100.000 VND = Trén 100.000 VND

So d6 10: Mrc chi trung binh
Kiém dinh giatri trung binh ctia tirng bién
Két qua kiém dinh giatri trung binh danh gia ctia khach hang véi tat ca céc bién
quan sét thdy rang tat ca céc giatri Sig < 0,05 va sy hai long clia khach hang di voi
céc bién quan sat dung dé nghién clru yéu t6 tac dong dén mirc do hai long déi vai chat
lvgng dich vu clia khach hang rét cao.
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Bang 3: K&t qua kiém dinh One Sample T-test ddi v&i tirng bién quan sat

. , Giatri Do léch .
Bien quan sat N trung binh chuén Sig
l. Tin cay
Icérr'g lwong nuocuong lamanhvehi hai |4y | 55615 | 075487 | 0,000
Nguyén liéu ché bién sach va co ngudn

VN 130 2.9231 1.03141 | 0,000
goc ré rang.

ThErc udng cuia quan co nhiéu dinh 130 35308 0.94981 | 0,000
duéng.

. bap trng

Nhan vien cliaquaniuonphucvuban |4 | 565 Npe6719 | 0,000
nhanh chéng

Q~uan lubn bo tri nhén vién san sang giup 130 35031 0.74932 | 0,000
do ban

Eéa: cothe goi nhanvienngay ficban | ) on ¢l S aveas | 073729 | 0,000
Quanluondap tngnhingyeucauma |35 1 30060 | 076616 | 0,000
ban dua ra

1. Nang lwc phuc vu

Nhan vien khac phuc kip thoi nhirig 130 | 39769 | 062834 | 0,000
phan nan cua khach hang

Nhan vien phuc vu khaghrhang fihanh 110 | 5 460 | 09842 | 0,000
chéng du trong IUc cao diém

Nhan vien phuc vu eanrde khach | oy | 5 5ea | 067871 | 0,000
hang co si lea chion,tét nhat

Nhan vién [u@n'td ra chuyén nghiép 130 3.6846 0.87191 | 0,000
Nhan vignphye vu nhanh chong cae y&U | 15y | 36154 | 086611

cau,cua khach hang

V. Boéng cdm

(guan.IAay lgi ich kh&ch hang lam diéu 130 3.7308 0.93002 | 0,000
tam niém

N‘han vién luén quan tam dén khéach 130 37831 102689 | 0,000
hang

Quén luon co nhting chuong trinh 130 | 37923 | 0.88656 | 0,000
khuyén méi cho khéach hang

Q}lanjuon t,|ep n‘han nhitng y kién dong 130 35154 108717

gop cua khach hang

V. H{ru hinh
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QL’Jan ?o nhiéu cay xanh tao khdng khi 130 3.6154 0.86611 | 0.000
méat mé.

Khéng gian quan dwoc trang tri khéc

biét, hién dai giup anh chi c6 nhitng btrc | 130 3.6692 0.95144 | 0,000
anh dep

Quat va dieu hoa luon san sang pUC VU | 10 | 55e8 | 087215 | 0,000
anh chi

ggg”g phuc nhan vien gon gang, Xinh| 45 | 52051 | gos144 | 0,000
Nhavé sinh ngén nap sach s 130 | 3.5023 0.86890 | 0,000

(Nguonxw 17 so liéu)

2.2.3. Kiém dinh db tin cay cha thang do bang hé sd Cronbach’s Alpha

Bang 4: Kiém dinh hé sd Cronbach’s Alpha déiwoi bién phu thudc

Bién quan sat Trang Hé sb Cronbach’s
dguarsbién |  Alphanéu loai
tong bién
I. Tincay: Cronbach’s Alpha =0.614

Chat lvgng nuéc ubng lam anh/chi hai |ong. 0.498 0.445

I\!guyen liéu ché bién sach va co ngudn goc ro 0.372 0.609

rang.

Thirc ubng clia quan cé nhiéu dinh dwéng. 0.430 0.505

M, ®ap tng: Cronbach’s Alpha = 0,809

Nh,an vién ctlia quan luon phuc vu ban nhanh 0.483 0.822

chong

Quan ludn b6 tri.nhan.vién san sang giap dé 0.678 0.735

ban

Ban c6 thé gei nhan vién ngay lUc ban can 0.682 0.734

Quén ludn dap trng nhitng yéu cau ma ban dua 0.669 0.740

ra

Nang lwc phuc vu: Cronbach’s Alpha = 0,692

Nhan vién khic phuc kip thdi nhirng phan nan

4 632
cta khéach hang 049 063
Nhan v,|en phuc_:ﬁvu khéch hang nhanh chong du 0.695 0.514
trong lUc cao diém
Nhan vién thuc vx_i tw van rd dé khach hang co 0.618 0.581
sy lwva chon tot nhat
Nhan vién luén té ra chuyén nghiép 0.606 0.564
Nhén vién phuc vu nhanh chéng cac yéu cau -0.003 0.826
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cta khéach hang

|V.Bong cAm: Cronbach’s Alpha = 0,904
Quan lay loi ich khach hang lam diéu tam niém 0.793 0.874
Nhan vién luén quan tam dén khach hang 0.827 0.860
Quan |l:IOI‘l c? nhitng chwong trinh khuyén mai 0.760 0.886
cho khéch hang
Quan ludn tiép nhan nhitng y kién dong gop 0.774 0.883

cla khéach hang

V. Phuong tién hiru hinh: C

ronbach’s Alpha = 0,887

Quan c6 nhiéu cay xanh tao khéng khi méat mé. 0.774 0.852
Kr.\oryq gian qua}n (?’ch_rci tranq tl’l’ khéac biét, hién 0.724 o865
dai gitp anh chi c6 nhirng btrc anh dep

Quat va diéu hoa ludn san sang phuc vu anh chi 0.750 0.858
Trang phuc nhén vién gon gang, xinh dep 0.663 0.877
Nhaveé sinh ngan nap sach s Q.730 0.862

(Ngubn: Xt ly sb liéu)

Qua bang kiém dinh hé sd Cronbach’s*Alpha cho 5 nhém nhan to trén, céc bién
quan sat dd do tin cdy cho cac phan tigh tiép theo néu thda man diéu kién hé sb
Cronbach’s Alpha I6n hon 0.6 va tvong quan bién tong I&n hon 0.3. Riéng bién quan
sat “nhan vién phuc vu nhanh chéngeac-yéu cau clia khach hang” cé twong quan bién

tong nho hon 0.3 nén bi loai kHei Mo hinh.

Bang 5: Kiém dinh Cronbach’s Alpha déi v&i bién phu thudc

Tuwong quan
bién tong

Hé s6 Cronbach’s
Alphanéu loai bién

Hai long: Cronbach’s-Alpha = 0.854

Anh chi hai.leng khi s dung dich vu tai day 0.506 0.892
Anh f:hgﬂcam thay thoai mai khi st¢ dung dich 0.809 0.777
vu tal day.

Anh chirsan sang dén day vao lan sau 0.743 0.796
Anh chi s£ gigi thiéu ban bé dén day 0.780 0.778

(Ngubn: Xt ly sb liéu)

Thang do nay bao gém cac yéu t6 danh gid mrc do hai 1ong clia khach hang déi
voi chat lvgng dich vu cafe The Ware House. Két qua phan tich cho hé s Cronbach’s
Alpha bing 0.854, hé s3 nay nam trong thang do ludng t6t. Bén canh do, cac hé so
twong quan bién tong déu dat yéu cau Ién hon 0.3. Do dé thang do nay co thé két luan

la da do tin cay cho cac phan tich tiép theo.
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2.2.5. Phan tich nhan t6 kham pha EFA

* Phan tich nhan t6 kham pha ddi voi bién doc lap

Bang 6: Kiém dinh KMO & Barlett’s Test doi v&i bién doc lap

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. |0.809
Approx. Chi-Square 1321.232
Bartlett's Test of Sphericity Df 190
Sig. 0.000

bién quan sat.

Mc do hai 1ong clia khach hang d6i véivchat lvong phuc vu tai cafe The Ware
House chiu tac dong clianhiéu yéu td khac nhau. DE xéac dinh c&c nhan td anh hudng, can
tién hanh phan tich nhan t6 kham phadyadtrén 20 bién quan sat ban dau. Phan tich nhan t6
< gilp xem xet kha nang rat gon s legng 20 bién quan sat xudng con mot sb it cac bién
dung dé phan anh mdt céch curthé'sy tac dong clia cac nhan t6 dén mirc do hai long clia
khach hang. Sau 2 lan xody nhan'to valoai bién, cd 3 bién quan sét bi loai khdi md hinh
dé la: thirc ubng ctia quan cérhiéu dinh dudng, quan luén dap ing nhirng yéu cau maban

(Nguon: Xt ly so liéu)
K&t qua kiém dinh KMO & Bartlett’s trén cho thay giatri KMO bang 0.809 |6n

hon 0.5. Giatri Sig clia Bartlett’s Test rat nho so véi 0:05:3Két qua kiém dinh KMO &
Bartlett trén cho phep thuc hién phan tich nhan t6,cac bien doc lap lan thi nhat véi 20

dwa ra, nhan vién kha€ phuc kip thoi nhirng phan nan clia khéach hang.
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Bang 7: Két qua phan tich nhan té déi véi bién doc lap

Component
1 2 3 4 5

Quan c6 nhiéu cay xanh tao khéng khi mat .859
mé.

Quat va diéu hoa ludn san sang phuc vu anh .852
chi

Nhavé sinh ngan nap sach s 834

Khoéng gian quan dugc trang tri khac biét, hién | .813
dai gitp anh chi c6 nhirng btrc anh dep

Trang phuc nhéan vién gon gang, xinh dep .783

Nhan vién luén quan tam dén khach hang .893

Quan lay lgi ich khach hang lam diéu tam .864
niém

Quan ludn tiép nhan nhitng y kién déng gop .859
cta khéach hang

Quan ludn c6 nhirng chuong trinh khuyén mai .846
cho khéch hang

Nhan vién phuc vu tv van ré dé khach hang co .854
su lra chon tot nhat

Nhéan vién phuc vu khach hang nhanh echong .802
du trong ldc cao diém

Nhan vién luén té ra chuyénnghiép 797

Ban ¢6 thé goi nhan vién ngay Tiic ban can .828

Quan luén bd tri nhan vién’san sang gidp do 817
ban

Nhén vién claguan tuén phuc vu ban nhanh .690
chong

Nguyénfiéu.ché bién sach va co ngudn goc ro .828
rarg

Chat lvgng nwéc ubng lam anh/chi hai 1ong 778

(Nguon xtr li so liéu)
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*Phan tich nhan t6 EFA d6i véi bién phu thudc

Khéi niém mirc do hai 1ong clia khach hang doi véi chat lvgng dich vu Cafe
The Ware House duoc gid dinh la mot khai niém don huéng, 3 bién quan sat duoc Sty
dung dé do lwong mirc do hai long clia khach hang dé6i voi chat lvong dich vu Cafe
The Ware House. Két qua phan tich nhan t6 EFA duoc trinh bay dudi day.

Bang 8: Kiém dinh KMO & Barlett’s Test ddi vdi bién phu thudc

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.805

Approx. Chi-Square 280091

Bartlett's Test of Sphericity Df 6

Sig. 0.000

(Nguén: Xu ly so liéu)

Bang trén cho thay tri s6 KMO > 0.5 va céc hiémkhong cé tong quan véi nhau
trong tong thé, thda man diéu kién phan tich nhan t6, Ngoai ra, c6 1 yéu to duoc trich
tai Eigenvalues bang 2.853, phuong sai trich 1471.321% va cac hé O tai nhan td déu >
0.07. Cuing voi hé sd Cronbach’s Alpha bdng,0.854 thi thang do rét t6t.

Bang 9: Két qua phanitich nhan té doi voi bién phu thudc

Quyét dinh
mua
Anh chi cdm thdy thodi pai khi sir dung dich vu tai day 0.911
Anh chi £ gi6i thiéu banbe dén day 0.900
Anh chi san sang.dén day vao lan sau 0.873
Anh chi hai langkhi s dung dich vu tai day 0.671
Eigenvalues 2.853
Tong phtrang sai trich (%) 71.321
He s6 Cronbach’s Alpha 0.854

(Ngudn:; X ly s liéu)

*Pat tén va giai thich nhan t6

Duwa vao két qua phan tich nhan to, tatién hanh dat tén va kiém dinh do tin cay
Cronbach’s Alpha clia cac nhan to nay dé tién téi cac phan tich tiép theo.

Nhan t6 1 bao gdm céac bién quan sat: quan c6 nhiéu cay xanh tao khong khi
méat mé; quat va diéu hoa luén san sang phuc vu anh chi; nha vé sinh ngin nép sach
s8; khong gian quan duoc trang tri khac biét, hién dai giup anh chi cd nhitng blrc &nh
dep; trang phuc nhan vién gon gang, xinh dep. Nhirng bién nay thé hién cach bai tri
clla quan cafe The Ware House anh huéng dén mic dd hai 1ong cla khach hang. Do
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d6, nhan t& nay & dwoc dat tén 1A CAC YEU TO THUOC VE PHUONG TIEN
HOU HINH. Kiém dinh Cronbach’s Alpha clia nhan t6 nay cho két qua bang 0.887.
dong thoi cac hé sO twong quan bién tdng déu Ién hon 0.3. Do do ¢6 thé két luan rang
nhan t6 Céac yéu t6 thudc vé phuong tién hiru hinh da do tin cy cho cac phan tich tiép
theo.

Nhéan t6 2 bao gdbm cac bién quan sat: nhan vién ludn quan tam dén khach
hang; quan lay lgi ich khach hang lam diéu tam niém; quan luén tiép nhan nhitng y
kién dong gop cla khach hang; quan luén c6 nhitng chuvong trinh khuyén méai cho
khach hang. Nhitng bién nay thé hién mirc d6 dong cam ctia cafe The Ware House d6i
v6i khéach hang. Do d6, nhan t6 nay & duoc dat tén la CAC YEU TOFHUOC VE
DBONG CAM. Kiém dinh Cronbach’s Alpha ctia nhan t6 ndy cho két qua“bang 0.904.
dong thoi cac hé sO twong quan bién tdng déu Ién hon 0.3. Do do cothé’'két luan rang
nhan t6 Céac yéu td thudc vé dong cam di do tin cay cho cac phan tich ti€p theo.

Nhan t0 3 bao gom céc bién quan sat: nhan vién phuéau tv van rd dé khach
hang c6 si lia chon tot nhat; nhan vién phuc vu khach hang nhanh chéng du trong ltc
cao diém; nhan vién luén té ra chuyén nghiép. Nhrngwbi€én nay thé hién nang luc phuc
vu clia nhan vién cafe The Ware House. Do dé, nhant6 nay st dugc dit tén 1a CAC
YEU TO THUOC VE NANG LUC PHUG W=Kiém dinh Cronbach’s Alpha clia
nhan t6 ndy cho két qua bang 0.692. ddngthdi cac hé s3 twong quan bién téng déu 16n
hon 0.3. Do d6 c6 thé két luan rang nhén 16-Céc yéu td thudc vé ning luc phuc vu du
dd tin cdy cho cac phan tich ti€p thed

Nhan t0 4 bao gom céac bién quan sét: ban cé thé goi nhan vién ngay Ilc ban
can; quan luén b tri nhanién san sang gidp d& ban; nhan vién clia quan ludn phuc
wu ban nhanh chéng. Desdo, nhan t6 nay dugc dit tén 1a DAP UNG. Kiém dinh
Cronbach’s Alpha cianhan’td nay cho két qua bang 0.809 va céac hé sb tvong quan voi
bién téng déu.ldn fem0.3) CH thé két luan rang nhan t6 nay da do tin ciy cho cac phan
tich tiép theo.

Nhan 16,5 bao gobm céac bién quan sat: Nguyén liéu ché bién sach va cé nguon
goc @ rang; chat lvgng nwdc udng lam anh/chi hai 1ong. Do d6, nhan t6 nay dwoc dat
tén 12 CAC YEU TO THUOQC VE TIN CAY. Kiém dinh Cromnbach’s Alpha cla
nhan t6 ndy cho két qua bang 0.614 va céc hé s5 tvong quan véi bién téng déu 16n
hon 0.3. C6 thé két luan rang nhan t6 nay da do tin ciy cho céc phan tich tiép theo.

Nhén t6 6 bao gobm cac bién: anh chi hai 1ong khi sr dung dich wu tai day; anh
chi cam thady thoadi méi khi st dung dich vu tai day; anh chi san sang dén day vao Ian
sau; anh chi s8 gi¢i thiéu ban be dén day. Nhitng bién nay thé mikc do hai long cla
khach hang déi v6i chat lwvong phuc vu cla cafe The Ware House. Do d6 nhdm nhan
t6 nay dwoc dit ten laMUC DO HAI LONG. Giatri binh quan clia cac nhan t6 thanh
vién s& cho giatri bién mgi dung dé phan tich hoi quy sau nay. Kiém dinh Cronbach’s
Alpha clia nhan t6 cho két qua bang 0.854, day la hé sb tin ciy trong khoang thang do
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t6t va cac hé sd tvong quan véi bién téng déu 16n hon 0.3. Do dé c6 thé két luan rang
nhom nhan td nay du tin cdy cho cac phan tich tiép theo.

Sau khi tién hanh dat tén va kiém dinh do tin cdy clia 5 nhdm nhéan to chinh va
1 nhdm nhan t6 thé hién mirc do6 hai long, tat cd cac nhan t0 déu thda mén céc diéu
kién va duoc sir dung cho phan tich héi quy & phan tiép theo.

Bang 10: Kiém dinh d0 tin cay Cronbach’s Alpha ssau khi phan tich nhan t6 EFA

Twong quan bién tong
Céc yéu t6 thudc vé tin cay 0.505
Céc yéu t6 thudc vé dong cam 0.904
Céc yéu t6 thudc vé dap (rng 0.740
Céc yéu t6 thudc vé nang luc phuc vu 0.828
Céc yéu td thudc vé phurong tién hiru hinh 0.887
Céc yéu t6 thé hién mirc do hai long 0.854

(Ngubn: Xt ly sb liéu)
2.2.6. Phan tich mé hinh hoi quy
2.2.6.1. M6 hinh hdi quy tuyén tinh boi
Trong nghién ctru nay sau khi phan-tich nhan t6, xac dinh dwoc bién doc 1ap 1a
cac nhan to
Ta c6 phuong trinh hdi quy tuyén tinh hhursau:
Y=o+ BeXy % BoXo + BaXz + BaXy + BsXs + €

Y: Giatri cia bién phudhud¢ [amirc dé hai 1ong clia khach hang d6i voi chat lvong
dich vu cafe The Ware House

X1: Giatri clla biénddedap thir nhat la Cac yéu té thudc vé do tin cay

X,: Giatri ciabién doc lap thir hai 1adong cadm

X3: Giatni cdabién doc lap thir bala Cac yéu to thudc vé dap rng

X,: Giatri ciabién doc lap thv tv 1a Nang luc phuc vu

Xs: Giatri ciabién doc lap thir nam la Cac yéu t6 thudc vé phuwong tién hiru hinh
2.2.6.2. Matran tvong quan

Trwéc khi tién hanh hdi quy tuyén tinh, can tién hanh xem xet mdi tvong quan
tuyén tinh gitra cac bién. Kiém dinh hé s§ tvong quan nham dé kiém tra méi quan hé
tuyén tinh gitra cac bién doc lap va cac bién phu thudc. Néu cac bién cé tvong quan
chat ché thi phai luvu y dén van dé da cong tuyén sau khi phan tich héi quy.
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Bang 11: Matran hé so tvong quan giira cac bién

Céacyéutd| Cécyéu |Cacyéutd| Phuwong | Cécyéutd
thuoc vé | t0 thudc | thubcvé | tiénhru | thudc vé
dotincay | vé dong | dap ing hinh nang luc
cam phuc vu
Pearson 0290 | 0662 | 0367 | -0185 | 0487
Quyét |Correlation
282 Sig. (2-tailed) | 0.000 | 0.000 | 0.000 0.000 0.000
N 130 130 130 130 130

(Niguon: Xt ly sb liéu)

Két qua kiém dinh twong quan cho két qud Hé, 0" twvong quan (Pearson

Correlation) gilta cac bién doc lap va phu thudc cao nhat 1a-0.662 va thap nhat la -

0.185. Nhu vay c6 thé ndi rang cac bién doc 1ap nay €0 thé dua vao mo hinh dé giai

thich cho mirc d6 hai long clia khach hang dé6i vs'chat, Iteng dich vu clia cafe The ware

House. O’ phan kiém tra da cong tuyén bén dwdi S5 xac dinh xem céc bién duoc giit lai
trong mo hinh hoi quy tuyén tinh cé xay ra hiéntwrong da cong tuyén hay khong.

< Kiém trahién twong da cong.tuyén

Hién twong da cong tuyén a hienstuong gilra cac bién doc 1ap c6 moi twong
quan chat ché véi nhau, cung cap,cho mé hinh nhirng théng tin giéng nhau va kho tach
anh huéng dén tirng bién mot. De-dd, can phai xem xet hién twgng da cong tuyén gira
céc bién doc 1ap dé tranfndien gidi sai 1éch két qua phan tich hoi quy.

Do chdp nhan'cia bién (Tolerances) va hé sd phéng dai phuong sai (Variance
Inflation Factor <(\VIE)y diroc dung dé phét hién hién twgng da cong tuyén. Quy tac la
khi VIF vrot qua,10 va Tolerance > 0.1 la dau hiéu cla da cong tuyén. Két qua phan
tich hoi quy chothdy hé s6 phong dai phuong sai VIF (Variance Inflation Factor) déu
nhd hon 10 va do chap nhan cla bién Tolerance déu Ién hon 0.1. Nhu vay, md hinh
hoi quy'khong xay rahién tugng da cong tuyén.

Bang 12: Kiém tra hién twong da cong tuyén

Cacyéutd | Paping | Cacyéutd | Cacyéutd | Céacyéutd
thudc vé tin thudc vé thudc vé thudc vé
cay nang luc dong cdm | phuong tién
phuc vu hiru hinh
Tolerance 0.928 0.771 0.713 0,833 0,965
VIF 1,078 1,297 1,402 1,200 1,036
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% Kiém tra hién twong ty twong quan

DEé kiém tra hién tvong tv twong quan ta can clr vao gia tri Durbin — Watson.
Diéu kién dé khong xay ra hién twong tv tvong quan la gia tri Durbin — Watson phai
nam trong khoang (du, 4 — du). Tra bang théng ké Durbin — Watson véi mitc y nghia
5% v&i n=130 va k=5. ta thu duoc két qua du bang Nhw vay, giatri Durbin - Watson
phai ndm trong khoang tir 1.817 dén 2.183 thi md hinh khong xay ra hién twong tu
trong quan. K&t qua hdi quy cho thdy gié tri Durbin — Watson bang 1.950 nam trong
khoang cho phep. Vi vay c6 thé két luan rang khong co hién tugng tw twong quan
trong mo hinh.

Bang 13: Kiém tra hién twong tv twong quan

M6 hinh R R? R2diéu chinh | Sai s chuan cua wée [~ Durbin-
lvgng Watson
1 0,746 | 0,557 0,539 0,48769 1.950

(Ngubn» Xt ly so liéu)
2.2.7. Kiém dinh sy pht hop ciamé hinh

Bang 14: Kiém(dinh“sy phu hop clia mé hinh

ANOVAP
s Tong-binh Trung binh .
Mo hinh phtreng bf binh phuong F Sg.
Hoi quy | 37.069 5 7.414 31171 0.000°
S6 du 29.493 124 0238
Tong 66.562 129

(Ngudn:; X ly s liéu)
K&t quéd phan tich ANOVA cho thay giatri Sig. ciiakiém dinh F rat nhd so voi
0.05. de,do6 ta bac bo gia thuyét Hy, tirc la si két hop clia cac bién hién cé trong mo
hinh c6 thé giai thich dwoc thay déi clia bién phu thudc hay néi cach khéc co it nhét
mot bién doc lap nao d6 anh hwdng dén bién phu thudc.

2.2.8. Két qua phan tich hoi quy da bién

Phan tich dugc thic hién bang phwong phap Enter. Céc bién dwoc dua vao clng
mot IGc dé chon loc duatrén tiéu chi chon nhitng bién cé giatri Sig nhd hon 0.05.

Kiém dinh trong phan tich hé s8 hdi quy nham dé dam bao céc bién doc 14p déu
thuc su c6 anh hudng dén bién phu thudc. Vi gia thuyét Hy la hé s hoi quy clia cac
bién doc 1ap B= 0 voi do tin cay 95%. Dwa vao két qua trén ta thdy rang c&c nhan té
Céac yéu t6 thudc Ve tin cay, nang luc phuc vu, cac yéu té thudc vé dong cdm, phuong
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tién hiru hinh c6 gia tri Sig <0.05 va nhan t6 Bap tng c6 gia tri Sig > 0.05. Do d6
khong c6 di diéu kién dé béac bo Hy, tirc la trong céc nhan to nay, cé it nhat mot nhan
t6 khong giai thich duoc su bién thién ctia bién phu thudc.

Bang 15: Két qua hoi quy st dung phwong phap Enter

Hé s6 hoi quy chua | Hé sb hdi quy
Mb hinh chuén :;);éch chuan hoa T Sig.
B e Beta
chuan
(Hang sB) 0.813 0.441 1.843. | 0.068
Cac yeu 1o thuoe Ve | 157 | (606 0.130 2100 470.038
do tin cay
Pap (ing 0.142 0.084 0.115 1695 | 0.093
Cac yeu 1 thuoe ve | o o5 | 072 0.217 3069 | 0.003
nang luc phuc vu
Cac yeu o thuoe Ve | jas | 0,084 0526 8035 | 0.000
dong cam
Céc yéu to thudc vé
phuvong tién hitu | -0.122 0.060 -0.123 -2.026 | 0.045
hinh

(Nguon: Xt ly so liéu)
TU nhitng phan tich tréi ta cé6. dwoc phuong trinh mo ta sy bién dong cla cac

nhan t6 anh hwdng dén sy haiddng'cla khach hang doi voi chat lwgng dich vu cafe The
Ware House

Y=_0813+ 0.127X,+ 0.220 X3+ 0.435X,- 0.122X5

Trong do:
Y: Mtrc dd hai'long cla khach hang déi véi chat lwvong dich vu
X1: Cac yeu'td thudc ve do tin cay
X3: Cacyéu td thudc vé nang luc phuc vu
X, Bong cam
Xs: Cac yéu td thudc vé phuong tién hiru hinh

Dwa vao md hinh héi quy cac nhan t6 &nh hwéng dén mic do hai long cla
khach hang d6i voi chat lvgng dich vu cafe The Ware House

- Hé sb B, = 0.127 c6 nghia la khi nhan t6 Cac yéu t6 thudc Ve tin cay tang Ién
1 don vi trong khi céc nhan t6 khac khong doi thi [am cho mirc do hai long clia khach
hang dbi voi chét lwgng dich vu cafe The Ware House tang 1én 0.127 don vi.
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- Hé sb B3 = 0.220 c6 nghia lakhi nhan t6 Céac yéu t6 thudc vé nang luc phuc vu
tang 1én 1 don vi trong khi c&c nhan to khac khong ddi thi lam cho mic do hai long
cta khach hang doi voi chat lugng dich vu cafe The Ware House tang Ién 0.220 don
Vi.

- Hé sb B, = 0.435 c6 nghia la khi nhan t6 dong cam tang Ién 1 don vi trong khi
céc nhan t6 khac khong doi thi lam cho mirc d6 hai long clia khach hang déi véi chat
lvong dich vu cafe The Ware House tang 1én 0.435 don vi.

- Hé s6 B5=-0.122 c6 nghia la khi nhan t6 Cac yéu t6 thudc vé phuong tién hiiu
hinh tang Ién 1 don vi trong khi cic nhan t6 khéac khong doi thi 1am cho mirc do hai
long clia khach hang d6i véi chat lvgng dich vu cafe The Ware House, giam di -0.122
don vi.

Nhu vay, két qua phan tich héi quy cho thdy nhan td Bong cam co6 anh hudng
I6n nhat dén mic do hai long clia khach hang ddi voi chat’lirong dich vu cafe The
Ware House. Hién nay khach hang co rat nhiéu quéan cafe @é.Itra chon, vay cafe The
Ware House mudn thu hat duoc khach hang phai chd'y rat,nhiéu van dé dac biét la sy
dong cam doi voi khach hang. Doi vai khach hang,, sinddng cam la thé hién sy quan
tam, cham séc dén tirng ca nhan, khach hang. Khach,hang s& cadm thdy dac biét hon so
voi nhitng quan khac néu téi day, khach hang.duoc quan tdm, dwoc ton trong, duoc
biét dén nhw nguoi than hudng dugc sy €ham séc tir nhan vién, khi d6 ho cdm thay
dwoc théa man khi sir dung dich vu. Bén'eahh d6 cafe The Ware House can ¢c6 nhirng
chuong trinh khuyén ma dé khach hang cam thay dwoc wu dai. Mac khéc tiép nhan
nhitng y kién ma khach hang dofg gop cling thé hién dwgc sy dong cdm trong dich vu.

Ba nhan t6 con lai” Cac'yeu td thudc vé tin cay, nang luc phuc vu, phuong tién
hiru hinh c6 &nh hwdng kha dong déu dén mic dd hai 10ng clia khach hang déi véi chat
lvong dich vu cafe The,Ware House. Tin ciy la yéu t6 ma moi mot khach hang déu
quan tam dén; dé'khach.hang lwa chon thi cafe The Ware House phai tao cho khéch
hang do tin cdy cao'so v6i nhirng quan khac. Chét lvgng nwéc ubng la mot trong cac
cac yéu td«maykhach hang danh gia do tin cay, vi vay cafe The Ware House can dam
bao ghat lwong nuéc udng, bén canh dé cafe The Ware House can dam bdo nguyén
liéu va nguodn gdc cla cac nguyén liéu bai day la thwéc do do tin cay, nguyén liéu phai
c6 nguon gbc, xuat X rd rang, phai dam bao ludn sach va qua kiém dinh. Céc yéu t6
thudc vé nang luc phuc vu la yéu t6 ma khong chi cafe The Ware House ma tat ca cac
quan cafe déu can phai nang cao va déi mgi. Nang luc phuc vu cao khach hang dugc
dap (ng kip thoi, nhanh chéng tao thién cdm cho khéach hang. Mot yéu td nira dé la
phrong tién hitu hinh, day la yéu t6 ma cafe The Ware House phai ludn déi moi, bat
kip xu hudng thoi nay, bdi hién nay nhu cau ctia khach hang ngay cang thay doi,
khach hang chay theo thi hiéu va lya chon nhitng quan cafe c6 vi tri, cach bay tri dep
dé thao man nhu cau.
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2.2.9. Kiém dinh gia tri trung binh

Két qua kiém dinh giatri trung binh danh gia ctia khach hang doi véi 4 nhan t6:
Céac yéu t6 thudc vé tin cay, cac yéu td dong cdm, cac yéu td thudc vé nang luc phuc
vu va phuong tién hiru hinh déu c6 giatri Sig < 0.05 gia tri trung binh trén 3.3 tiic l1a
cd mirc anh hudng. Trong dé nhan t6 Cac yéu td thudc vé dong cam duoc khach hang
danh gia cao véi gia tri trung binh 3.6904. Nhan t6 mic do hai long co gia tri Sig
<0.05. gia tri trung binh cao nhat 3.7481 tlrc la gia tri trung binh danh gia clia khach
hang d6i v&i nhan t6 mic dd hai 1ong & mic kha cao.

Bang 16: Két qua kiém dinh One- Sample T — Test déi voi tirng nhan to

One-Sample Statistics

N |Giatritrung| 6 Iléch Std. Error Sig
binh chuan Mean

Cacyeuto thuoc ve | 1o) | 33003 | 073922 0.06483 0.000
tin cay
Cacyeutothuoc ve| oy | 55949 0.70922 0.06220 0.000
nang luc phuc vu
PdNng cam 130 | 36904 | . 0.86871 0.07619 0.000
Céc yéu to thudc vé 0.000
ohuong tien hiu| 130 | 36308 ( 40.72752 0.06381
hinh
Mbc do hailong | 130 | , 3.7481 ° 0.71832 0.06300 0.000

(Ngudn:; X ly s liéu)
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CHUONG 3: MOT SO GIAI PHAP NANG CAO SU HAI LONG
CUA KHACH HANG pOI VOI CHAT LUONG DICH VU
TAI CAFE THE WARE HOUSE

3.1. Giai phap

Trén co s& xr ly SO liéu va cac y kién dong goép cta khach hang thdng qua
phéng van, nhdm nghién clru ching t6i xin dé xuat mot sd gidi phap cho tirng nhan t6
nham gép phan nang cao mirc do hai 1ong clia khach hang déi véi chét lwgng dich vu
cla cafe The Ware House.

3.1.1. Giai phap vé do tin cay ciia khach hang

K&t qua xtr 1y sO liéu cho thdy rang nhan t6 D0 tin cdy dugc khéch’hang danh
gia & mic khong qua cao véi gia tri trung binh gan tién dén m&c”3.5, mirc hai
long/dong y/anh hwéng. Do vay, nhdom nghién clru ching t6i xin"@é xuat mot so giai
phép sau:

Tht nhat do tin cay clia khach hang quyét dinh rdtlon dén viéc khach hang lva
chon dia diém cafe, vi vay cafe The Ware House cifwnang cao do tin ciy cho khach
hang bang cach nang cao chét lwvgng nudc ubng, MOIv MOt ly nwdc hay mén &n bingsu
lam ra phai cho khach hang thdy dwgc chat legng=di kem voéi gia ca, chat luong nuwéc
udng khong chi vé hinh thic trinh bay maeon & Vi ngon clia moi ly nuéc.

Thi hai cafe The ware house nén nhan manh ré nguyén liéu sach c6 ngudn goc
rd rang vachat lugng tot dé khach hang.cdrthé tin twdng str dung.

Thit ba cafe The Ware-House c6 thé 1am cho khéch hang tin cay trong IUc s
dung dich vu tai quan, khdchvhang duoc dam bao vé véan dé an ninh, chd dé xe an toan,
tao cho khach hang tam Itheai mai khi sir dung dich vu.

3.1.2 Giai phap v&,mirc dé dong cdm

Két quaxg I%s0 liéu cho thdy nhan t6 dong cAm duoc khach hang danh gia kha
cao vGi miic'ttung binh 3.6904 miic hai 1ong/dong y/anh hwéng. Do vay, nhém nghién
clru chrg, toi=xin dé xudt mot sb gidi phap sau:

Thi nhat ludn dat lgi ich khach hang 1én hang dau, lay lgi ich khach hang lam
van hoa kinh doanh

Thi hai ludn quan tam dén khach hang, cham séc khach hang tan tinh, tiép thu
nhitng gop y cta khach hang, khéng té thai dé phan biét.

Thi* ba can tao nhi*rng chrong trinh khuyén méi, giam gia dé tri an khéch hang,
tao nhitng chwrong trinh khuyén mai moa | , ting thirc ubng moi hodc tang qua nhan
céc dip 1€ dic biét nhw noel, valentina, ...
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3.1.3 Giai phéap vé nang luc phuc vu

K&t qua xt ly s8 liéu cho thdy rang nhan t6 Nang luc phuc vu dugc khach hang
danh gia & mic kha cao voi giatri trung binh 3.5949, mirc hai 10ng/dong y/anh hwéng.
Do vay, nhém nghién clru ching t6i xin dé xuat mot s gidi phap sau:

Tht nhét, nang luc phuc vu thé hién & chd nhan vién cé kinh nghiém, thuc lwc,
nhan vién phai thé hién duoc sy chuyén nghiép trong IGc phuc vu, vay nén cafe The
Ware House can danh ra céc budi hop nhan vién dé rén luyén cling nhu cling ¢ nang
lwe phuc vu clianhan vién.

Tht hai nhan vién can duoc ren luyén thai d6 doéi voi khach hang, than thién,
cdi md, ludn trong tu thé phuc vu khach hang, dap (ng kip thoi nhirngéyéu cau cla
khach hang.

Tht ba nhan vién The Ware House can co kién thirc vé cac thirc ubng hay do an
bingsu- mén dac biét clia quan dé tw van, giai dap cho khach hang.

3.1.4 Giai phap vé phuong tién hiru hinh

K&t qua xtr 1y sB liéu cho thdy rang nhanetdphtrong tién hitu hinh duoc khéch
hang danh gia & mirc kha cao voi gia tri trung binfih3.6308, mirc hai 10ng/dong y/anh
hwéng. Do vay, nhém nghién ctru chlng toi xin.de xuat mét sd giai phap sau:

Thit nhat, Cafe The Ware House.can thuong xuyén thay doi cach bay tri, vi tri
chd ngbi, sip xép theo nhitng phang-céch'khac nhau dé khéch hang thdy duoc sy doi
m@&i khéng c6 cdm giac nham chan.

Tht hai khu dé xe canfcéumai che dé tién viéc che ning, che mua; nha vé sinh
can phai sach s& dé lam iai,long khéach hang tir nhitng chi tiét nho nhat.

Thir ba cafe The Ware House c¢6 thé trang tri nhirng hinh anh hay d6 vat theo
nhitng chl dé-ngay e tét) noel, valentine,....
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PHAN I11: KET LUAN VA KIEN NGHI
1. Két luan

Thong qua viéc thuc hién nghién clru dé tai “Nghién clru mirc dd hai long clia
khach hang d6i voi chét lwvong dich vu tai cafe The ware house @ HUg” voi ¢ mau la
130 khach hang, dé tai da giai quyét duvoc hau hét cac muc tiéu nghién clru dé ra. Qua
dd, cé thé rit ranhitng két luan sau:

V6i ¢ mau |a 130 khach hang, méc di s8 lvgng khach hang nay chi chiém mot
ty 1& nhd so véi tong thé khéch hang sr dung dich vu tai cafe The Ware House. Song
vGi phrong phap chon mau han mic nhirng khach hang st dung diclrvu tai doanh
nghiép, da phan anh duoc tvong déi so véi thyc té nhitng yéu t6 anh huéng dén mirc
dd hai long do6i voi chat lwvgng dich vu dich vu clia khach hang tai‘cafe The Ware
House. Duya vao két qua diéu tra dé duwa ra cac gidi phap va chién lvgc cho cafe The
Ware House nham thu hdt nhigu hon khach hang dén véi cafe The Ware House.

Mtc d6 hai long cla khach hang doi véi chat luong+dich vu cafe The Ware
House clia khach hang chiu anh huéng bdi nhiéu nhan, 6, khac nhau. Trén co s& nghién
clru dé tai nay, nhirng yéu t6 anh hudng dén mircedd\hai long clia khach hang doi véi
chét lwvgng dich vu bao gdbm B0 tin cdy, mirc«i0.dong cdm, phwrong tién hiru hinh, nang
lwvc phuc vu. Qua viéc xay deng md hinh hoi quy, nghién clru da xac dinh dwgc mic
dd &nh hwéng cliatlrng yéu t6. Trong da, hai nhan t6 Céc yéu to thudc vé dong cam va
nang lwvc phuc vu c6 anh hwdng manh'nhat dén mirc do6 hai long clia khach hang doi
véi chét lvgng dich vu cafe The Ware House. Két qua kiém dinh gié tri trung binh cho
thdy danh gia cta khach hang~d6i, voi cac nhan t6 déu & muc trén binh thuong, tuy
nhién giatri trung binh kkong cao, vi vay cafe The Ware House can c6 chién lvgc phat
trién nhét dinh dé day manh hoat dong kinh doanh clia quéan.

Vi két qua.diéuitra nhu trén, dé tai da dua ra mot sd gidi phap tap trung vao
tirng yéu t8 nhamnang Cao mirc do hai 1ong clia khach hang déi véi chat lvong dich
vu vanang caoshiéu qua hoat déng ctia doanh nghiép.

2.Kién'nghi
2:1 Kién nghi dbi voi cafe The Ware House

Trong boi canh xa hdi hién nay, nganh dich vu ngay cang phét trién theo doé siw
canh tranh gitra cac doanh nghiép cafe la diéu khong tranh khéi. Khi ma nhu cau cta
con ngudi ngay mot nang cao, yéu cau vé chat lvgng dich vu ciing theo do tang Ién. Vi
vay cafe The Ware House can phai c6 chién lvgc riéng vé moi mat néi chung va chat
lvgng dich vu néi riéng. Dua trén két qud nghién clru clia dé tai, nhém nghién clru
ching t6i xin dwa ra mot s6 kién nghi doi voi cafe The Ware House nhu sau:

+ Qua qua trinh nghién ctru cho thady cac yéu t6 thudc vé Bong cam dugc khach
hang danh gia la nhan t6 cé mic d0 anh hwéng Ién nhat dén sy hai 1ong cla khach
hang vi vay day la nhan t6 ma cafe The Ware House can day manh nhat. Lam sao dé
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khach hang thdy dwgc sy quan trong ctia minh khi st dung dich vu. Ludn tao cho
khach hang cdm thady minh dugc quan tam, chay trong lic st dung dich vu.

+ Méac du D0 tin cay la nhan td c6 it &nh hwdng nhat dén mirc d6 hai 1ong clia
khach hang déi véi chat lwvgng dich vu nhung day la mét trong nhitng thwéc do danh
giachat lvgng dich vu, vi vay cafe The Ware House can chil y dé phét trién.

+ MOt giai phdp hiéu qua hién nay dé khéach hang biét dén cafe The Ware
House la hinh thirc truyén thong quang ba Mot trong nhi*rng hinh thirc phd bién la
chay quang céo trén facebook, viéc ndy gilp cafe The Ware House nhdm ding d6i
twong khach hang, tiét kiém duoc nhiéu chi phi khac, gitp nhiéu khach hang biét dén,
tang doanh thu,...

+ Nang luc phuc vu cla nhan vién cling la nhan t6 quyét dinbMueng khach
trung thanh cliia quan. Nhan vién labd mat clia quan vi vay nang lvgphuc’vu clia nhan
vién can duoc cai thién va nang cao.

+T6m lai, sy quan tdm va dau tw dang mic dén chién lwog lien quan dén khach
hang clia doanh nghiép s& nhitng budc di ding dan, tag diéwkién dé cafe The Ware
House thu hat dwoc nhiéu khach hang hon nham thiec\hién muc dich nghién ctu va
gilp do& cac doi twong yéu thé trong tuong lai.

2.2 Kién nghi ddi voi nha truong

To chirc nhitng cudc hdi thao véi(sy. tham gia clia nhirng chuyén gia vé chat
lwvgng dich vu dé sinh vién ddi thoai vahoe hdi kinh nghiém.

H6 tro nhirng nghién cteu d6i woi'cac deé tai cé lién quan dén chét lwong dich vu
nham |am phong phi vé co sdAy thuyét va thrc tién phét trién ctia chat lwvgng dich vu
¢ Viét Nam.

3. Han ché cua . dé tai

Trong.qué tfinh-aghién ctru, nhdm nghién clru chiing t6i cling thdy duoc mot sb
han ché va khg’khan cla dé tai nhu sau:

Béncanh do6 doi tuong nghién clru la cac yéu td anh hudng dén mikc dd hai long
clia khachyhang luén thay doi theo thoi gian nén nghién ctru chi cd y nghia trong
khoang thoi gian ngan.

Kién thirc chuyén sau nganh cia nhém nghién ctru con nhiéu han ché, thiéu sot
nén nhiéu van dé chua thé phan tich sau varong.

Peé tai van chua khai thac va giai thich sAu nhitng yéu t6 Céc yéu t6 thudc vé
muc do hai long anh hwdng mirc do hai 10ng nhu thé nao.

45



DANH MUC TAI LIEU THAM KHAO

[1] Fornell, C., Johnson, M. D., Anderson E. W., Cha, J., & Bryant, B. E. (1996).
The American customer satisfaction index: Nature, purpose, and findings.
Journal of Marketing, 60, 7-18.

[2] Gronroos, C. (1984). A service quality model and its marketing implications.
European Journal of Marketing, 18(4), 36-43.

[3] Nguyén Céng Thinh & cdng sw (2016). “Nghién ctru cac nhan t6 anh hudng dén
muc do hai long doi véi chat lugng dich vu clia khach hang déi véi.dich vu cla
dnxh u cafe & HO6i An”, dé tai tham gia xet gidi thwéng “sinh vién‘aghién ctru
khoa hoc”

[4] Nguyén Thi Phrong Tram (2008). Chét luong dich vu ngan,hang dién tir: So sanh
gilta md hinh SERVQUAL va Gronroos. Luan van thacsi=Truong Pai hoc Kinh
t€ TP HCM.

[5] Parasuraman, A., Zeithaml, V. A., & Berry; L%, (1985). A conceptua model of
service quality and its implications for future.research. Journal of Marketing, 49,
41-50.

[6] Parasuraman, A., Zeithaml, V. A5 .&)Berry, L. L. (1988). SEVQUAL: a multi-
item scale for measuring consumer perceptions of service quality. Journal of
Retailing, 64, 12-40.

[7] Pham Thi Thu Hwrong (2014). Binh nghta vé sy hai 10ng ctia khach hang, truy cap
ngay 12/1/2017 twr
http://kqtkd.duytan.edu.vn/Home/ArticleDetai | /vn/88/1349/dinh-nghi a-ve-su-hai-
long-cua-khach-hang

[8] Tran Mhi Fram Anh (2011). Nang cao chét lvgng dic vu ngan hang ban Ié tai
ngan hang TMCP xuat nhap khau Viét Nam.Luan van thac si, Truong Pai hoc
Kinhté TP HCM.

[9] Zeithaml, V.A., Parasuraman, A. & Mahotra, A. (2002). Service quality delivery
through Web sites: A critical review of extant knowledge. Journal of the
Academy of Marketing Science, 30, 362-375.

46



PHU LUC
PHU LUC A
BANG HOI BINH TiNH PHONG VAN NHOM
BANG HOI BIEU TRA BINH TiNH

1. Anh/chi thudng dén quan cafe The Ware House khong?

2. Tan suat anh/chi dén cafe The Ware House |a bao nhiéu lan trén mot tuan?

3. Anh/chi thuong di cung ai?

4. Anh/chi thuong dén cafe The Ware House vao thoi gian nao trong ngay?

5. Theo anh/chi, nhitng yéu t6 nao ctia quan cafe The Ware House anh huéng dén mirc

dd hai 1ong di vai chat lvgng dich vu ? (xin vui [ong néu ré va darth, gia tirng nhan t6)

6. Anh/chi vui 10ng cho biét y kién clia minh vé nhitng yéu to liéh guan dén mic dod

hai 10ong dbi voi chét lwvgng dich vu cafe The Ware House salday:
- Ve do tin cay: Chat lugng nwéc udng khién ank/chi hai 106ng, nguyén liéu
ché bién sach va c6 ngudn géc rd rang, thire(liéng clia quan c6 nhiéu dinh
duéng.
- Ve sy dap (rng: Nhan vién ctia quén [uédry phuc vu ban nhanh chéng, quan
ludn bd tri nhan vién san sang gitp d& Bam; ban co thé goi nhan vién ngay Itc
ban can, quan luén dap (rng nhitngyéu cau ma ban dua ra.
- V& nang luc phuc vu: Nh&nwién khic phuc kip thoi nhitng phan nan ctia
khéch hang, nhan vién phicwu khach hang nhanh chong du trong lGc cao
diém, nhan vién phuc vutr van ré dé khach hang co sy lva chon t6t nhat, nhan
vién ludn t6 ra chuyénnghiép, nhan vién phuc vu nhanh chéng cac yéu cau
cla khéch hang:
- Védong,cam®Quan lay lgi ich khach hang lam diéu tam niém, nhan vién
lubn guan,tam_dén khach hang, quan ludn cé nhirng chuong trinh khuyén méi
cho khath*hang,quan luén tiép nhan nhirng y kién déng gop cltia khach hang.
- Vé_phuong tién hiru hinh: Quan c6 nhiéu cay xanh tao khong khi mat
mié,"khbng gian quan dugc trang tri khac biét, hién dai giup Anh/chi ¢6 nhitng
bire anh dep, quat va diéu hoa ludn sin sang phuc vu Anh/chi,trang phuc nhan
Vién gon gang, xinh dep.

7. D€ nang cao mirc d6 hai long clia khach hang ddi véi chét lvong dich vu clia cafe

The Ware House, anh/chi cé y kién gi khdng?



PHU LUCB
BANG HOI PHONG VAN KHACH HANG

PHIEU KHAO SAT NGHIEN CclU MUC PO HAI LONG CUA KHACH
HANG POI VOl CHAT LUONG DICH VU TAlI CAFE THE WARE HOUSE

Xin chao cac anh/chi, ching téi 1a nhém sinh vién trwvdng Pai hoc Kinh té Hué. Hién
nay, ching t6i dang lam nghién ctru khoa hoc cép truong voi dé tai “ Nghién ctru mic
dd hai long cta khach hang do6i véi chat lvong dich vu tai cafe The Ware House”.
Trong cudc thao luan nay khong cé quan diém ding hay sai, ma tat ca ka nhitng thong
tin hitu ich cho viéc nghién clru clia ching t6i. Vi thé, tdi rat mong si(cong tac cla
anh/chi. T6i dam bao rang tat ca nhirng théng tin ma anh/chi cung ¢ép,chi, s dung cho
muc tiéu nghién clru dé tai clia ching téi. Chang t6i xin chan thanh.cam on!

A. THONG TINNGUOI TRA LOI PHONG VAN

Anh/chi vui 16ng cung cap mét vai thong tin sau day;
1. Gi¢i tinh ctia anh/chi.

Nam D N

2. Anh/chi thudc nhém tudi nao dudiday
Du6i 18 tudi
Tl 18-55 tudi |:|

Trén 55 tudi

3. Thu nhap cieranh chi trong khoang nao
Du6i 2,5 triéu/thang

Tw 2.5 dén 5 triéu/thang

Trén 5riéu/thang

4. Tanysuat anh/chi str dung dich vu tai cafe The ware house |a bao nhiéu
lau

it hen 1 lan/tuan 1-3 lan/tuan

446 1an/tuan | | Héngngay

5. Thoi gian anh/ chi thwdng dén véi The Ware House lathoi gian nao?
Budi sang Budi chiéu Budi toi D

6. Bai twong di cung cua anh/chi khi dén cafe The Ware House

Ban bé Gia dinh, nguoi than

Déi tac Nguoi yéu




7. Muc dich t¢i Cafe The Ware House cua anh/chi thuong lagi ?

Trao doi cong viéc

Thu gién

Theo thoi quen

Huwéng thu cac dich vu mang lai

8. Thoi gian trung binh sir dung dich vu cia anh/chi |a bao 1au?

Duéi 30 phat Twr 30-60 phit
Trén 60 phut
9. Mtc chi trung binh cho nhitng lan s dung dich vu tai cafe The Ware

House clia anh/chi?

Dudi 25.000 VNB

Tir 25.000 VND dén 50.000 VND
Tir 50.000 VND dén 100.000 VND
Trén 100.000 VND

B. NOi dung
1. Xin anh/chi cho biét mirc do dong y ctia anh/ehi trong cac phét biéu dudi day
1 2 3 4 5
Hoantoan  Khéng Trunglap “BONgy Hoan toan
Khong dongy dongy dongy
11[2[3]4]5

PO TIN CAY

Chat luong nuéc udng khién anh/chirhai 1ong.

Nguyén liéu ché bién sach vaed hgudn goc rd rang.

Thirc ubng ctia quan cd nhiéu'dinh dudng.

SU DAP UNG

Nhan vién cta quan 1uén phuc vu ban nhanh chéng

Quan ludn bé trilnhamyvién san sang gidp do ban

Ban c6 thé goi“hhan vién ngay lUc ban can

Quan lubn‘dap+#ng nhirng yéu cau ma ban dua ra

NANGL )€ PHUC VU

NHanwién khic phuc kip thdi nhirng phan nan ctia khach hang

Nhan vién phuc vu khach hang nhanh chong du trong 1Uc cao
diém

Nhan vién phuc vu tv van ré dé khach hang cé sv [va chon t6t
nhat

Nhan vién lubn td ra chuyén nghiép

Nhan vién phuc vu nhanh chéng cac yéu cau clia khéach hang

DONG CAM

Quan lay lgi ich khach hang lam diéu tdm niém

Nhan vién luén quan tam dén khach hang

Quan ludn co nhitng chuwong trinh khuyén méi cho khach hang

Quéan ludn tiép nhan nhitng y kién déng gop clia khach hang




PHUONG TIEN HO’U HINH

Quan c6 nhiéu cay xanh tao khéng khi mat mé.

Khéng gian quan duoc trang tri khac biét, hién dai gitp
Anh/chi cé nhitng birc anh dep

Quat va diéu hoa lubn san sang phuc vu Anh/chi

Trang phuc nhan vién gon gang, xinh dep

Nha vé sinh ngin nap sach

MUC PO HAI LONG

Anh/chi hai long khi sir dung dich vu tai day

Anh/chi cdm thdy thodi mai khi sir dung dich vu tai day

Anh/chi san sang dén day vao lan sau

Anh/chi £ gidi thiéu ban bé dén day

2. Y kién khéac;

Anh/chi cé dé xuat y kién gi vé viéc ddy manh hoat §6ng Kinh doanh danh cho
cafe The Ware House? (gia ca, chét lvgng, quang b4, hoat dong,...)

Vacubi cung dé doi ngl nghién clru céthéstién viéc tim hiéu thong tin. Xin anh/chi c6
thé cung cdp mot vai thong tin dé doi ngéi-nghién clru co thé tién lién lac.

Chung t6i xin-ehan thanh cam on anh/chi da gitup d& ddi ngli nghién clru hoan thanh

bang khao sat nay!

~Hét~



Pac diém mau khao sat:

Co cu yéu tb gigi tinh

PHU LUC C:
KET QUAXU LY SO LIEU

Gioitinh
Frequen| Percen| Vaid | Cumulativ
cy t Percent | e Percent
nam 46| 354 35.4 35.4
Vai nu 84| 64.6 64.6 100.0
’ lTOta 130| 1000/ 1000
- Co cau do tuoi
Dotuoi
Frequen | Percent | " Vaid |Cumulative
cy Percent Percent
duoi 18 tuoi 33 254 254 254
val :Solis den 55 67 515 515 769
‘ tren 55 tuoi 30 23.1 23.1 100.0
Totd 130 100.0 100.0




Co céu yéu t6 thu nhap

thu nhap
Frequen | Percent| Valid |Cumulative
cy Percent Percent

duoi 3 trieu 24| 240 24.0 24.0
tu3den5 39| 390 39.0 63.0
trieu

vali

g uddenl0 30| 300 30.0 93.0
trieu
tren 10 trieu 7 7.0 7.0 100.0
Total 100| 1000 100.0

M6 ta théi quen sir dung dich vu clia khaehhang

Yéu to tan suat sr dung dich vu

Tansuatsudung
Frequen |Percent| Valid |Cumulative
cy Percent Percent
'thond 21| 162 162 162
lan/tuan
. _1-3'tanftuan 71 54.6 54.6 70.8
Vali
d 4-6 [an/ tuan 27 20.8 20.8 915
hang ngay 11 8.5 8.5 100.0
Tota 130| 100.0 100.0




DBai twvong di cung

Doituongdicung

Frequen | Percent| Valid |Cumulative
cy Percent Percent
Ban be 37 28.5 28.5 28.5
Doi tac 27 20.8 20.8 49.2
val tii;di nh, nguol 34| 262 26.2 75.4
‘ Nguoi yeu 28 21.5 21.5 969
Khac 4 31 31 100.0
Total 130| 100.0 100.0
-Muc dich st dung dich vu
M ucdichdencfTheWareHouse
Freguen | Percent| Vaid |Cumulative
cy Percent Percent
Trao doi cong viec 35 26.9 26.9 26.9
Thu gian 55 42.3 42.3 69.2
Vali Theo thoiguen 26 20.0 20.0 89.2
’ \'jlfrr‘r?atng”g cac dich 14| 108 108 100.0
Tota 130| 100.0 100.0




Thoi gian sir dung dich vu

Thoigiansudungdichvutrungbinh

Frequen [ Percent| Valid |Cumulative
cy Percent Percent
Duoi 30 phut 19 14.6 14.6 14.6
vali Tu30-60 phut 48| 36.9 36.9 51.5
d Tren60 phut 63| 485 48.5 100.0
Tota 130| 100.0 100.0
- Mrc chi trung binh
Mucchitrungbinh
Frequen | Percent | “Vakid Cumulative
cy Percent Percent
Duoi 25000 nghin dong 13 10:0 10.0 10.0
Tu 25000 den 50000 50}-) 385 385 485
nghin dong
vai Tu E.SOOOO den 100000 50 385 385 86.9
d nghin dong
Tren 100000 nghin 17| 131 131 100.0
dong
Total 130| 100.0 100.0

Kiém dinh sir-hai [ong ddi vai thang do

-Tin‘cay
One-Sample Statistics
N Mean Std. Std. Error
Deviation| Mean
TC1 130] 3.8615 75487 06621
TC2 130(2.9231| 1.03141 .09046
TC3 130 3.5308 .94981 .08330




One-Sample Test

Test Value=3
t df Sig. (2- Mean 95% Confidence Interval
tailed) Difference of the Difference
Lower Upper
TC1 | 13.013 129 .000 86154 7305 .9925
TC2 -.850 129 397 -.07692 -.2559 1021
TC3 6.371 129 .000 53077 .3659 6956
Pap rng
One-Sample Statistics
N Mean Std. Std. Error
Deviation| Mean
DU
1 130 4.3462 66719 .05852
DU
5 130| 3.5231 74932 06572
DU
3 130| 3.7538 73729 .06466
DU
4 130 3.6462 .76616 .06720
One-Sample Test
Test Value=3
t df Sig. (2- Mean 95% Confidence Interval
tailed) Difference of the Difference
Lower Upper

DU1 | 23.005 129 .000 1.34615 1.2304 1.4619
DU2| 7.959 129 .000 52308 .3930 .6531
DU3| 11.658 129 .000 75385 .6259 .8818
DU4| 9616 129 .000 64615 5132 7791




Nang luc

One-Sample Statistics

phuc vu

N Mean Std. Std. Error
Deviation | Mean
NL1 1301 3.9769 .62834 .05511
NL2| 130]3.4462 .89842 .07880
NL3 130 3.6538 67871 .05953
NL4 130| 3.6846 87191 .07647
NLS 130| 3.6154 .86611 .07596
One-Sample Test
Test Value=3
t df Sig. (2- Mean 95% Confidence Interval
tailed) Difference of the Difference
Lower Upper
NL1 | 17.727 129 .000 97692 8679 1.0860
NL2 5.662 129 :000 44615 .2903 .6021
NL3 | 10.984 129 .000 .65385 5361 7716
NL4 8.953 129 .000 .68462 .5333 .8359
NL5 8.10% 129 .000 .61538 4651 1657
Boéng cdm

One-Sample Statistics

N Mean Std. Std. Error

Deviation| Mean
DC1 130| 3.7308 .93002 .08157
DC2 130(3.7231| 1.02689 .09006
DC3 130 3.7923 .88656 07776
DC4 130(3.5154| 1.08717 .09535




Kiém dinh d0 tin cay cla thang do

- Tin cay
Reliability
Statistics
Cronbac | N of
h's Alpha| Items
.614 3
Item-Total Statistics
Scale Scale Corrected | Cronbachis
Meanif |Varianceif | Item-Total | Alphaif
Item Item Correlation ltem
Deleted Deleted Deleted
TC1 6.4538 2.529 498 445
TC2 7.3923 2.116 372 .609
TC3 6.7846 2.186 430 .505
- Pap trng
One-Sample Test
Test Value=3
t df Sig. (2- Mean 95% Confidence Interval
tailed) Difference of the Difference
Lower Upper

DC1| 8959 129 .000 73077 5694 8922
DC2| 8.028 129 .000 .72308 5449 9013
DC3| 10.190 129 .000 79231 .6385 9462
DC4 | 5.405 129 .000 51538 .3267 .7040




Phwong tién hiru hinh

One-Sample Statistics

N Mean Std. Std. Error
Deviation| Mean
HH
1 130| 3.61%4 .86611 07596
HH
5 130| 3.6692 .95144 .08345
HH
3 130| 3.5538 87215 07649
HH
4 130( 3.7231 .81664 07162
HH
5 130| 3.5923 .86890 07621
One-Sample Test
Test Value=3
t df Sig. \(2- Mean 95% Confidence Interval
tailed) Difference of the Difference
Lower Upper
HH1| 8.10% 129 .000 .61538 4651 1657
HH2 | 8.020 129 .000 .66923 5041 .8343
HH3Y{ 7241 129 .000 55385 4025 .7052
HH4 | 10.095 129 .000 .72308 5814 .8648
HH5| 7.772 129 .000 59231 4415 7431




Mrc dd hai long

One-Sample Statistics

N Mean Std. Std. Error
Deviation | Mean
HL1 130| 3.7231 .88935 .07800
HL2 130| 3.6846 .73700 .06464
HL3| 130|3.8769 .80709 .07079
HL4 130| 3.7077 .99180 .08699
One-Sample Test
Test Vate=3
t df Sig. (2- Mean 95% Confidence Interval
tailed) Difference of the Difference
Lower Upper

HL1 9.270 129 000 .72308 .5688 8774
HL2 | 10.591 129 .000 .68462 5567 .8125
HL3 | 12.388 129 .000 .87692 .7369 1.0170
HL4 | 8.136 129 .000 70769 5356 .8798

Kiém dinh do tin cay cla thang do

Tin cay

Réiability
Statistics

Cronbac | N
h's Alpha

ltems

of

.614

3




Item-Total Statistics

Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
ltem ltem Correlation Item
Deleted Deleted Deleted
TC1 6.4538 2.529 498 445
TC2 7.3923 2.116 372 .609
TC3 6.7846 2.186 430 .505
Béap rng
Reliability
Statistics
Cronbac | N of
h's Alpha| Items
.809 4
|tem-JotahStatistics
Scale Scale Corrected | Cronbach's
Mean if Varanceif | Item-Total | Alphaif
Item Item Correlation Item
Deleted Deleted Deleted
DU 10.9231 3.746 483 .822
DU2 11.7462 3.090 .678 .735
DU3 11.5154 3.120 .682 734
DU4 11.6231 3.058 .669 .740




Nang lvc phuc vu

Reliability
Statistics
Cronbac | N of
h's Alpha| Items
.692 5
Item-Total Statistics
Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
Item Item Correlation [tem
Deleted Deleted Del éted
NL1 14.4000 5.281 495 .632
NL2 14.9308 3.848 .695 514
NL3 14.7231 4.806 .618 .581
NL4 14.6923 4,184 .606 .564
NL5 14.7615 6:369 -.003 .826
- bong.cam
Reliability
Statistics
Cronbac | N of
h's Alpha| Items

.904

4




Item-Total Statistics

Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Tota | Alphaif
ltem ltem Correlation [tem
Deleted Deleted Deleted
DC1 11.0308 7.239 .793 .874
DC2 11.0385 6.642 .827 .860
DC3 10.9692 7.580 .760 .886
DC4 11.2462 6.575 T74 .883
Phwong tién hiru hinh
Reliability
Statistics
Cronbac | N of
h's Alpha| Items
.887 5
Item-Total Statistics
Scale Scale Corrected | Cronbach's
Meanif |\arianceif | Item-Total | Alphaif
Item ltem Correlation [tem
Deleted Deleted Deleted
HH1 14.5385 8.561 174 .852
HH2 14.4846 8.345 724 .865
HH3 14.6000 8.629 .750 .858
HH4 14.4308 9.270 .663 877
HH5 14.5615 8.729 .730 .862




- Mrc dd hai long

Reliability
Statistics
Cronbac | N of
h's Alpha| Items
.854 4
Item-Total Statistics
Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
ltem ltem Correlation Item
Deleted Deleted Deleted
HL1 11.2692 5.377 .506 .892
HL2 11.3077 5.036 .809 T77
HL3 11.1154 4,940 743 .796
HL4 11.2846 4,128 780 778
- M6 hinh nhan tékhampha EFA
+ Bién doc lap
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
.809
Adequacy.
Approx. Chi-Square | 1321.232
Bartlett's Test of
Sphericity of 190
Sig. .000




Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings |, Rotatten Sums of Squared Loadings
Total % of Cumulative Totd % of Cumulative Jota % of Cumulative
Variance % Variance % Variance %

1 5.465 27.327 27.327 5.465 27.327 27321 3.480 17.398 17.398
2 3.457 17.283 44.610 3.457 17.283 44,610 3.351 16.755 34.153
3 2.288 11.441 56.051 2.288 11.441 56.051 2.684 13.419 47.572
4 1.606 8.032 64.082 1.606 8.032 64.082 2.678 13.392 60.964
5 1.077 5.387 69.470 1.077 5.387 69.470 1.701 8.505 69.470
6 .804 4.018 73.487

7 745 3.724 77.212

8 .598 2.991 80.203

9 535 2.675 82.878

10 511 2.557 85.435

11 446 2.231 87.666

12 .383 1.913 89.579

13 .358 1.790 91.368

14 335 1.676 93.045

15 300 1.501 94.546

16 277 1.385 95.93¢%

17 271 1.354 9285

18 223 1.115 98.401

19 182 .909 99.310

20 138 690 100.000




Component Matrix®

Component

2 3 4 5
NL2 .689 319
DC2 .669 -.590
Du4 .661 457
NL1 .650
NL4 .649 -.329 325
DC1 .642 -.545
DC4 .641 -.532
DC3 .634 -.509
NL3 .604 -%420 .356
TC3 .583 474
DU3 .560 D1/ -.304
DU2 41 458 -.382
DUl .539 .307 -.302
HH3 81/
HH1 815
HH2 .807
HH5 .805
HHA4 .716
TC2 .662 338
TC1 399 559 434




Rotated Component Matrix®

Component

3

HH1
HH3
HH5
HH2
HH4
DC2
DC4
DC1
DC3
Du2
DU3
Du4
DUl
NL3
NL4
NL2
NL1
TCL
TC2
TC3

.859
.849
.832
.820
79

.881
.856
.852
.838

.360

341

.830
817
739
624

341

337

841
192
781
575

781
781
574




+ Bién phu thudc

Total Variance Explained

Compone Initial Eigenvalues Extraction Sums of Squared
nt Loadings
Total % of Cumulative | Tota % of Cumulative
Variance % Variance %
1 2.853 71.321 71.321 2.853 71.321 71.321
2 .654 16.339 87.660
3 291 7.281 94.941
4 202 5.059 100.000
Component
Matrix®
Compone
nt
1
HL?2 911
HL4 .900
HL3 873
HL1 671

Kiém dinh d0 tin cay clia thang do — hé s Cronbach’s Alpha sau Efa

Reliability Statistics

Cronbach's
Alpha

N of
Iltems

505

2




Item-Total Statistics

Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
Item Item Correlation [tem
Deleted Deleted Deleted
TC1 2.9231 1.064 .355
TC2 3.8615 570 .355
Reliability Statistics
Cronbach's| N of
Alpha Items
.740 3
Item-Total Statisties
Scale Scale Corrected | Cronbach's
Meanif |VarianCeif | 1tem-Total | Alphaif
ltem [tem Correlation [tem
Deleted Peleted Deleted
DU1 7.2769 1.768 AT7 .750
DU2 8.1000 1.440 .588 .626
DU3 7.8692 1.401 .638 .563

Reliability Statistics

Cronbach's| N of
Alpha Items
.828 3




Item-Total Statistics

Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
Item Item Correlation [tem
Deleted Deleted Deleted
NL2 7.3385 1.916 725 725
NL3 7.1308 2.595 .673 792
NL4 7.1000 2.044 .691 .760
Reliability Statistics
Cronbach's| N of
Alpha [tems
.904 4
Item-Total "Statistics
Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
Item ltem Correlation [tem
Deleted Deleted Deleted
DC1 11.0308 7.239 .793 .874
DC2 11.0385 6.642 .827 .860
DC3 10.9692 7.580 .760 .886
DC4 11.2462 6.575 T74 .883

Reliability Statistics

Cronbach's
Alpha

N of
Items




.887

5

Item-Total Statistics

Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
Item Item Correlation [tem
Deleted Deleted Deleted
HH1 14.5385 8.561 174 .852
HH2 14.4846 8.345 724 .865
HH3 14.6000 8.629 .750 .858
HH4 14.4308 9.270 .663 877
HH5 14.5615 8.729 .730 .862
Reliability Statistics
Cronbach's| N of
Alpha [tems
.854 4
[tem=Total Statistics
Scale Scale Corrected | Cronbach's
Meanif |Varianceif | Item-Total | Alphaif
ltem Item Correlation [tem
Deleted Deleted Deleted
HL1 11.2692 5.377 .506 .892
HL2 11.3077 5.036 .809 T77
HL3 11.1154 4,940 743 .796
HL4 11.2846 4,128 .780 778




M6 hinh héi quy tuyén tinh boi

- Matran ty tvong quan

Correlations

Tincay | Dapung | Nanglu | Dongca | Huuhin | Hailong
C m h
Pearson . « ox
oo 1| a7s|  a101| 186 | "z157| 290
TINCY 5. (2-tailed) 046| 253|034 075 001
N 130|  130| 130| 7130 130 130
Pearson 175 1| as¥] Y219 -125| 367"
Correlation
D . .
PG g (2-tailed) 046 o00| .012| .157| 000
N 130| 1301 130| 130 130 130
Pearson e o o
_ 101/~451 1 37 5 487
Correlation 0 e 379 040 8
Nangiue g0 (2-tailed) 253" .000 ooo| .653| .000
N 130| 130/ 130| 130 130 130
Eearzlon. 186°| .219°| 379" 1 -o034| 662"
Dongca orrelation
m Sig. (2\tailed) 03| 012|000 702| .00
N 130| 130| 130| 130 130| 130
Pearson «
_ -157| -125| -040| -.034 1| -1
Correlation ° ° 040 03 8
Huuhinh - oo 2-tailed) o7s|  as7|  es3| 702 036
N 130| 130| 130| 130 130| 130
Pearson 200" | 367| .487"| .e62"| -.185 1
Correlation
Hallong g0 (2-tailed) oo1| .000] .000| .000| .036
N 130| 130| 130| 130 130| 130







M6 hinh héi quy tuyén tinh boi
Model Summary®

Mod R R Adjusted R | Std. Error Durbin-
el Square Square of the Watson
Estimate
1 746° 557 .539 48769 1.950
ANOVA?
Model Sum of df Mean F Sigr
Squares Square
segro 37.069 5 7.414| 3117 .000°
1 Residual 29.493 124 .238
Tota 66.562 129
Coefficients®
Model Unstandardized Standardize t Sig.
Coefficients d
Coefficients
B Std. Error Beta
E)Conga” 813 441 1.843| 068
Tincay 127 .060 A130( 2101 .038
Dapung 142 .084 1151 1.695 .093
1
Nangluc 220 072 2171 3.069 .003
aongca 435 054 526| 8035 .000
Huuhinh -.122 .060 -.123| -2.026 .045




Kiém dinh giatri trung binh One Sample T-test

One-Sample Statistics

N Mean Std. Std. Error
Deviation Mean
Tincay 130| 3.3923 73922 06483
Nangluc |  130| 3.5949 70922 06220
?”gca 130| 3.6904 86871 07619
Huuhinh|  130| 3.6308 72752 06381
Hailong 130| 3.7481 71832 06300
One-Sample Test
Test Vaue =3
t df Sig. (2- Mean 95% Confidence Interval
talled) Difference of the Difference
Lower Upper
Tincay | 6051 €29 000 39231 2640 5206
Nangluc | 9.563|(™\.129 000 50487 4718 7179
30”90"" 96l 129 000 69038 5396 8411
Huuhinh] Ngss6| 129 000 63077 5045 7570
Halong. | 11.874] 129 000 74808 6234 8727




