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PHAN MO DAU

bat van de

Trong nhiéu nim qua, dich vu déng vai trd quan trong va ludén chiém
mot ty trong 16n trong co ciu kinh té cua tinh An Giang (binh quan giai doan
2001-2005, dich vu chiém 49% va nam 2006 la 53%), trong d6 du lich duogc
danh gia 1a nganh kinh té mili nhon, c6 tiém ning phat trién nhanh, gép phan
dang ké vao sy phat trién kinh t& chung cua tinh trong thoi gian t6i. Vi thé,
nghién ctru vé dich vu, chit luong dich vu, su hai long va cach do luong su
hai 1ong vé chét lugng dich vu 1a van dé can thiét, khong nhiing giup cho
nhitng doanh nghi¢p cung tng dich vu du lich ma con gitp cho nganh, dia
phuong cai thién ning luc canh tranh trong nén kinh té thi trudng va nhanh

chong hdi nhap ngay mot sau, rong.

Vi¢c nghién ctiu vé dich vu, chét lugng dich vy, sy hai long vé chat
lugng dich vu trén dia ban An Giang néi chung va cong ty c¢d phan du lich An
Giang noi riéng thoi gian qua hau nhu chwa co gi, chi dimg lai & cap do don 1¢
cta timg doanh nghiép trong viéc tham do sy hai long ctia khach hang vé chat
lugng dich vu do minh cung cap va chua mang lai két qua nhu mong muén.
Nguyén nhan chii yéu do cong ty tién hanh thim do sy hai 10ng cua khach
hang vé chat luong dich vu voi nhitng ndi dung rat don gian, thiéu phuong
phap va chua c6 cong cu do ludng thich hop nén chua thé do ludong dugc sy
hai long ctua khach hang.

Vi thé, viéc thiét 1ap mo hinh do luong su hai 1ong cua khach hang vé
chat luong dich vu s& c6 ¥ nghia quan trong trong viéc dinh huéng chién lugc

phat trién bén viing dich vu du lich khach san trén dia ban tinh An Giang.



Muc tiéu nghién ctru:
e Danh gid muc d0 hai long cia khach hang dbi véi dich vu khach san
ctia cong ty cb phan du lich An Giang.
e Xac dinh cac nhan t6 anh huéng dén su hai 10ng cua khach hang vé
chat luong dich vu khach san cta cong ty c6 phan du lich An Giang.
e Dé xuit mot sé dinh hudng giai phap dé ning cao chat luong dich vu
khach san ciia cong ty ¢d phan du lich An Giang trong thoi gian t6i.
Pham vi, d6i twong nghién ctru:

Nghién ctru cac hoat dong dich vu khach san dién ra tai 3 khach san
chinh cta cong ty c6 phan du lich An Giang trén dia ban tinh An Giang 1a:
Khach san Pong Xuyén, khach san Long Xuyén (tai thanh phd Long Xuyén)
va khach san Bén D4 ntii Sam (tai thi x4 Chau Ddc) trong thang 9/2006.

Déi tuong 1a khach tham quan, du lich da st dung dich vu tai 3 khach
san Pong Xuyén, Long Xuyén va Bén P4 nai Sam trong thang 9/2006.
Phwong phap nghién ciru

Nghién ctru dinh tinh va dinh lugng dugc st dung dé xem xét sy hai
long ctia khach hang. Nghién ctru dinh tinh dé kham pha, diéu chinh va b
sung cac thang do chét luong dich vy, thang do sy tin nhiém va thang do sy
hai 1ong. Nghién ctru dinh lugng dé kiém dinh mé hinh thang do va moé hinh
ly thuyét vé chat luong dich vy, sy hai long vé chat lugng dich vu.

Két ciu ciia ludn viin: Luén van dugc xay dung trén 4 chuong:

Phan mé dau
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Chuong 1. Co sé ly thuyét - Mé hinh nghién ctru: Trinh bay co so 1y
thuyét vé dich vu, chat luong dich vu, md hinh 5 khoang cach thang do chét
luong dich vu ctia Parasuraman et al. va m6 hinh nghién ctru vé su hai long
ctia khach hang vé chat luong dich vu; mot sd nghién ctru img dung thang do
chét luong dich vu cua Parasuraman et al. ddi véi cac linh vuc dich vu cu thé
cuia cac nha nghién ctru trong va ngoai nudc.

Chwong 2. Tong quan vé An Giang, nganh du lich va thwe trang
hoat dong ciia cong ty c6 phan du lich An Giang: Giéi thiéu tong quan vé
tinh hinh kinh t& x3 hi cua tinh An Giang, hoat dong cua nganh du lich thoi
gian qua va nhitng dinh huéng phat trién kinh té xa hoi cia tinh, ctia nganh du
lich giai doan 2006-2010. Tinh hinh hoat dong cta céng ty cd phan du lich An
Giang thoi gian qua, két qua dat duoc, nhirng mat tdn tai trong hoat dong dich

vu, du lich.

Chuwong 3. Thong ké, phan tich dir liéu khao sat danh gia sy hai
long ciia khach hang vé chit hrong dich vu: Trinh bay phuong phap nghién
ctru cy thé cho dé tai bao gém thiét ké nghién ctru, miu nghién ctru, quy trinh
nghién ctru, thang do chat luong dich vy, thang do su tin nhiém, thang do su
hai 10ng cua khach hang, thuc hién phan tich théng ké mo ta cac bién do
luong, danh gia cac thang do bang phuong phap phan tich nhan t6 kham pha
EFA (Exploratory Factor Analysis) va kiém dinh bang hé s tin cdy Cronbach
Alpha, diéu chinh va dwa ra mé hinh nghién ctru sy hai long cua khach hang
vé chit luong dich vy, thuc hién phéan tich hoi quy va phan tich phuong sai

(ANOVA).

Chuwong 4. Vé dinh huwéng giai phap ning cao chit lweng dich vu
khach san ciia cong ty co phan du lich An Giang: Dé xuat dinh hudng giai
phap cai tién, nang cao chét luong dich vu cua cong ty cd phan du lich An

Giang (co6 tinh dén mtrc d uu ti€n cong viéc trong di€u kién nguodn luc co
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han) nham ngay cang 1am cho khach hang hai 1ong hon chét luong dich vu

khach san do cong ty cung cap.

Két luan. Tém tt cac ndi dung duoc rat ra sau khi thuc hién nghién
ctru sy hai long khach hang vé chét lugng dich vy, bao gém két qua théng ké
mé ta cac bién nhan td, cac thang do, m6 hinh nghién ctru, nhiing han ché

trong nghién ctru va kién nghi cho viéc nghién ctru ti€p theo.
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CHUONG 1
CO SO LY THUYET — MO HINH NGHIEN CcUU

1.1 Khai niém va dac diém cuaa dich vu

Hi¢én nay c6 nhi€u dinh nghia vé dich vu duoc dua ra va theo cac nha

nghién ctru dich vu c6 thé hiéu la:

“Dich vu 1a mot hoat dong hoic 1a mot chudi hoat dong it nhiéu c6 tinh
chét v6 hinh thuong, nhung khong can thiét, dién ra trong cac mbi tuong tac
gitta khach hang va nhan vién dich vu va/hodc cac nguén luc vat chat hodc
hang héa va/hodc cac hé théng cung tng dich vu dugce cung cip nhu 13 cac
giai phap giai quyét cic van dé ciia khach hang” (Gronroos, 1990, dan theo
Paul Lawrence Miner, 1998).

“ Dich vu la mgt qua trinh gém cac hoat dong hau dai va cac hoat dong
phia trude, noi ma khach hang va nha cung cip dich vu tuong tic v6i nhau.
Muc dich ctia viéc twong tac nay la nham théa méin nhu cau va mong mudn
cua khach hang theo cach khach hang mong doi, cling nhu tao ra gia tri cho
khéach hang” (Bui Nguyén Hung, 2004).

Dich vu c6 mot s6 dic diém, nhung ba dac diém thuong duoc néu trong
cac tai liéu nghién ciru gdm: tinh vo hinh, di biét va khong thé tach roi.

Tinh vo6 hinh (Intangibility)

Shostack (1977, dan theo Paul Lawrence Miner, 1998) cho rang khong

coO su vat/viéc don thuan 1a sdn pham hay dich vu va 6ng cho rang c6 mot su

dién tién lién tuc gitra san pham hiru hinh va dich vu vo6 hinh.
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A.Parasuraman, Valarie A. Zeithaml and Leonard L. Berry (1985) cling
binh luan rang tinh vo hinh c6 nghia 12 “Hau hét cac dich vu khéng thé do,
dém, thong ké, thir nghiém va chung nhan trude khi cung cdp dé dam bao

chét lugng dich vu”.
Tinh di bi¢t (Heterogeneity)

Dich vu duoc thyc hién s& khac nhau trong moi loai hinh khac nhau,

nhu dich vu cung cap trong linh vuc du lich khac trong linh vuc thu vién.
Tinh khong thé tach roi (Inseparability)

San xuat va ti€u dung dich vu dién ra dong thoi va sy tuong tac gira

bén cung cép va bén nhan dich vu c6 thé anh huong dén chat luong dich vu
1.2 Chét lwong dich vu
1.2.1 Dinh nghia

Hién nay co nhiéu dinh nghia khac nhau vé chét luong dich vu, nhung
nhin chung ngudi ta dinh nghia chét lugng dich vy 1a nhitng gi ma khach hang
cam nhan duoc. Mdi khach hang c6 nhén thic va nhu cu c4 nhan khac nhau

nén cam nhan vé chat luong dich vu cling khac nhau.

Theo Joseph Juran & Frank Gryna “chat lwong 13 sy phu hop ddi véi

nhu cau”.

Theo Armand Feigenbaum “chét luong 13 quyét dinh cua khich hang
dua trén kinh nghiém thuc té d6i voi san phém hodc dich vu, dugc do luong
dua trén nhitng yéu cau cta khach hang- nhitng yéu cau nay c6 thé dugc néu
ra hodc khong néu ra, dugc y thirc hodc don gidn chi 1a cam nhan, hoan toan
chu quan hodc mang tinh chuyén mon - va luén dai dién cho muc ti€u dong

trong mot thi trudng canh tranh”.
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Theo American Society for Quality “Chét lugng thé hién sy vuot troi
cta hang héa va dich vu, dic biét dat dén muc do ma ngudi ta co thé thoa

man moi nhu cau va lam hai l1ong khach hang”.

Theo Peter Senge et al. “chit luong 14 mot qua trinh chuyén ddi theo
phuong thure chung ta suy nghi va lam viéc cung nhau, theo phuong thirc ma
ching ta danh gia va ban tang va theo phuong thirc ma ching ta do luong su
thanh cong. Tét ca ching ta phdi hop voi nhau thiét ké va van hanh hé thong
gia tri gia ting di kém vé6i kiém dinh chat luong, dich vu khach hang, cai thién
quy trinh, méi quan hé véi nha cung tng va mébi quan hé tot v4i cong dong
chung ta dang phuc vu va trong cong dong ma ching ta van hanh vdi mic tdi

uu vi mét muc dich chung”.
1.2.2 Cac loai khoang cach trong chét lwgng dich vu

Dua trén két qua phong van nhom cac nha quan 1y va nhom khach hang
vé chat luong dich vu A.Parasunaman, Valarie A. Zeithaml & Leonard L.
Berry (1985) da dua ra mé hinh chat lugng dich vu chung véi 5 khoang cach
(GAP) dé do luong vé chat luong dich vu (hinh 1.1).

Khoang cach 1 (GAP 1): Khoang cach gilta ky vong cua khach hang
v6i nhan thtrc cia nha quan 1y. Két qua nghién ctru cho thdy khong phai luc
nao nha quan 1y ciing hiéu rd nhan thirc cua khach hang vé chat luong dich
vu, nhitng yéu té gi phai c6 dé thoa min nhu ciu cua khach hang va cép do
thuc hién ra sao dé c6 dich vu chat luong. Su thiéu hiéu biét nay co thé anh

hudng dén nhan dinh vé chat lugng cta khach hang.

Khoang céch 2 (GAP 2): Khoang cach gitra nhén thirc ciia nha quan 1y
va dién giai thanh cac tiéu chi chat luong dich vu. Khoang cach nay ton tai vi
nha quan 1y c6 thé hiéu dugc mong mudn cua khach hang, nhung d6i khi nha

quan 1y khong thé 1dy thong tin d6 dé dua ra cac tiéu chi dich vy thich hop. Vi
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du nha quan 1y mong mudn phuc vu an tai ban cham nhét 13 10 phit sau khi

khach hang goi dd an (nhanh nhat trong diéu kién c6 thé), nhung ciing biét

rang khach hang mong mudn chi trong vong 5 phut phai c¢6 d6 in ngay. Diéu

nay c6 nghia 14 nha quan 1y da nhan ra diéu khach hang mong mudn, nhung

d6i khi khong thé dap tmg duoc.

Truyén mi¢ng

Nhu cau ca nhan

v

Khoangjcach 1
|

_____ > A

» Dich vu mong doi

A

Kinh nghiém qué khu

A

Khoang céch 5

v

Dich vu cam nhan |

Cung cp dich vu
(trude va sau khi
cung cap)

A

Khoang cach 3

A 4

Dién giai nhan thirc
thanh thanh tiéu chi
chat lugong dich vu

Khoang cach 4

Thong tin dén
khach hang

4
Khoang cach 2 é I

Nhan thirc ctia nha
quan ly vé mong doi
cua khéch hang
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Hinh 1.1: M6 hinh chét luong dich vy ctia Parasuraman va cong sy, 1985
Khoang cach 3 (GAP 3): Khoang céach giita cac tiéu chi chat luong dich
vu v6i viée cung cp dich vyu. Khi nha quan 1y nhan ra dugc sy mong mudn
ctia khach hang, da thiét ké ra tiéu chuan dich vu dap tng duoc yéu cau cua
khach hang (quy dinh thoi gian phuc vu nhanh nhu khach hang mong doi),
nhung trong qua trinh thuc hién nhan vién khong thyc hién theo dung ti€u
chuan dé ra. Khoang cach nay do k¥ ning kém hodc do nhédn vién khong sén

long cung cép dich vu tan tam.

Khoang cach 4 (GAP 4): Khoang cach giita viéc cung cap dich vu va
thong tin ra bén ngoai (dén khach hang). Quang cao trén thong tin dai chung
va cac mdi quan hé giao tiép khac cta doanh nghiép co6 thé anh huong dén ky
vong cta khach hang. Néu ky vong dong vai trd quan trong trong nhan dinh
vé chat lugng dich vu cua khach hang, thi doanh nghi¢p can phai chic chin 1a
khong nén htra hen trén quang céo nhiéu hon thyc té c6 thé cung cép vi sé tao
ra mot su ky vong cao noi khach hang. Thong tin ra bén ngoai c6 thé gy anh
huong khong chi dbi véi ky vong cua khach hang vé dich vu ma con nhan

dinh cia khach hang vé dich vu duoc cung cép.

Khoang cach 5 (GAP): Khoang cach gitra dich vu ky vong (mong doi)
va dich vy nhan duoc (cam nhén). Cé vé nhu su danh gia cao, thap dbi voi
chat luong dich vu phu thudc vao sy nhan dinh cua khach hang ddi véi két
qua dich vu thuc té va su ky vong cua khach hang vé dich vu d6. Chat lugng
ma mot khach hang nhan dinh dbi véi dich vu 13 mot ham s cta do rong va

do 16n cua khoang cach gitra dich vu dugc ky vong va dich vu nhan duoc.
1.2.3 Mo hinh chét lweng dich vu

Céc két qua rat ra dugc tur nhiing cudc phdng van cac nha quan 1y va

cac nhoém khach hang da 1am co s& cho mdt mo hinh tom lugc ban chat va cac
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yéu td quyét dinh chat luong dich vu do khach hang nhan dinh. Nén tang cua
mo hinh nay 1a mot chudi cac khoang cach dugc ban dén trén day va dugc
trinh bay qua hinh 1.1. Chét lugng dich vu dugc khach hang nhan dinh phu
thudc vao quy mo va phuong huéng ctia GAP 5. M6 hinh chét luong dich vu

c6 thé dién ta nhu sau:
GAP 5=1(GAP 1, GAP 2, GAP 3, GAP 4)

Mo hinh khoang céch trong khai ni€ém chét lugng dich vu 1a mdt trong
nhitng mo hinh déng gop duoc tiép nhan va co gia trj tot nhat vao cac tai lidu

nghién ctru vé dich vu (Brown va Bond, 1995, dan theo Arsah Shahin).
1.2.4 Panh gia chat lwong dich vu

Theo Bui Nguyén Hung va V& Khanh Toan (2005), hién nay c¢6 nhiéu
cong cu do luong chat luong dich vy, nhung ¢ hai mé hinh thong dung dugc
dung dé danh gia chat lugng dich vu 1a mé hinh Gronroos (1984b) - cho rang
chét luong dich vu dugc danh gid trén hai khia canh: (1) chat luong k¥ thuat
va (2) chat luong chtrc ning va mo hinh Parasuraman et al. (1985) - chét
lugng dich vu duoc danh gia dua vao 5 khac biét (khoang cach). Nhung co 1€
mo hinh Parasuraman et al. dugc st dung phé bién hon c4, boi tinh cu thé, chi
tiét va céng cu dé danh gia ludn duoc tac gia va déng nghiép kiém dinh va

cap nhat.

Theo Danuta A. Nitecki (1997), trong s cac cong cu danh gia chét
lugng dich vu pho bién nhat 13 thang do chat luong dich vu (SERVQUAL)
ciia Parasuraman et al. Ong dua ra thang do SERVQUAL 5 khoang cach va
do luong chat luong dich vu bang cach tinh toan khac biét giita mong doi va
cam nhan cta khiach hang. Céng cu nay dugc mot nhom nghién ctru veé
marketing bao gdm Berry, Parasuraman va Zeithaml thiét ké. Qua nhiéu

nghién ctru dinh tinh, ho da phat trién mot bd do luong gém 5 yéu td duoc
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khach hang déng nhat xép loai quan trong nhat dbi voi chat luong dich vy, bat

ké 14 linh vuc dich vu gi d6 la:

e Phuong tién hiru hinh (Tangibles): hinh thitc bé ngoai cta co so vat

chit, trang thiét bi, nhan su, phuong tién va chit liéu truyén thong.

e DO tin cay (Reliability): kha nang thuc hién cac dich vu chinh xac va

dang tin cay.

e Do phan hdi (Responsiveness) : sy sin long gitp d& khach hang va

cung cip dich vu nhanh chong.

e Su dam bao (Assurance): kién thirc va su lich thi¢p cua nhan vién va

kha nang tao ni€m tin va tin cdy cua nhan vién doi vdi khach hang.

e Su cam thong (Empathy): sy quan tdm chung va dén ting c4 nhén

khach hang.

Thang do SERQUAL gitip cac nha cung cap dich vu hiéu rd ky vong
ctia khach hang va danh gia ctia khach hang ddi véi cac loai dich vu cu thé,
cling nhu su cai tién chat lugng dich vu trong thoi gian d3 qua. Thang do con
gitp dinh hudéng cac yéu td dich vu cu thé nao can duoc cai thién va cac co
hoi huin luyén, boi dudng nhan vién. Pugc phan tich & cép do tung chi tiét,
cac s lidu cung cap qua viéc Gmg dung thang do di c6 y nghia thuc tién rat
cao d6i véi nha quan 1y dich vu trong viéc do luong sy hai 1ong cua khach
hang.

Ra doi vao nam 1988, thang do SERQUAL da lién tuc dugc str dung
trong nghién ctru trén nhiéu linh vuc dich vu: y té, ngan hang, stra chira thiét

bi va cac linh vuc chuyén mon khéc.

1.3  Sw hai long
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Sy hai 1ong 1a mic do trang thai cam giac ciia mot nguoi bat dau tir
viéc so sanh két qua thu duoc tir san pham/dich vu v&i nhitng mong doi cua
nguoi dé (Kotler, 2001).

Dua véo nhan thire vé chét luong dich vu co thé chia sy hai long thanh

ba murc do:

- Khong hai long: khi mrc d§ cdm nhan cua khach hang nhé hon mong

doi.

- Hai 1ong: khi mtrc 6 cam nhan cta khach hang bang mong doi.

- R4t hai long: khi mirc d6 cam nhan caa khach hang 1én hon mong doi.

Nhan thic chét luong dich vu la két qua cua khoang cach gitra dich vu
mong doi va dich vu cam nhan va sy hai long cling 1a su so sadnh hai gia tri
nay. Khi khoang cach gitta dich vu mong doi va dich vu cam nhén vé chat
lugng dich vu dugc thu hep bang khong thi duoc xem 1a khach hang hai 1ong.

Chat luong dich vu 1a nguyén nhan (ngudn gbc) tao nén su hai long
khach hang. Hién van chua c6 dugc su théng nhét gitta cdc nha nghién ciru vé
cac khai niém, nhung da sb cac nha nghién ctru cho rang gitta chat lugng dich
vu va hai long khach hang c6 mdi lién hé v6i nhau (Cronin and Taylor, 1992;
Spereng, 1996; dan theo Bui Nguyén Hung va Vo Khanh Toan, 2005).

Sy hai long 1 ham sb ctia mong doi, cam nhéan cung véi khoang cach
gitra cam nhan va mong doi (Oliver, 1980, dan theo King, 2000).

Zeithaml and Bitner (2000) cho ring gia ca cua dich vu c6 thé anh
huong rat 1én dén nhan thirc vé chat lugng dich vy, su hai long va gia tri (dan
theo Bui Nguyén Hung va VO Khénh Toan, 2005) va da dugc Bui Nguyén
Hung va Vo Khanh Toan dua thém vao mé hinh nghién ctru sy hai long cua
khach hang (ngoai 5 yéu t6 cua thang do chét luong dich vu SERVQUAL)
trong dé tai “Chat luong dich vu lap dit dong hd nudce tai thanh phé HO Chi

Minh va mét s6 giai phap”.
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Va sy tin nhiém 1a yéu t6 c6 twong quan dang ké vé6i sy hai 1ong duoc
Guido Mollering khao sat vé quan hé khach hang — nha cung cip cia nganh in
Anh Qudc. Khach hang cho rang bén cung cap cang dang tin cdy thi khach
hang s& cang hai long (Guido Mollering, 2003). Pé do luong sy tin nhiém
(Trust), Guido Mollering dua ra thang do gém 2 phan: uy tin (Perceived
trustworthness — 10 bién) va su tin nhiém thuc su (Actual trust - 01 bién).

Theo Nguyén Phuong Hung (2001) su hai long cta khach hang con bi

tac dong bdi cac yéu to khac nhu: dic tinh san pham, yéu tb tinh hubng, dic

diém c4 nhan (hinh 1.2).
Chat luong dich vu Yéu t6 tinh hudng

Su hai long

Dac tinh san pham bac diém ca nhan

Hinh 1.2: M6 hinh céc yéu t6 anh huong dén sy hai 1ong cia khach hang

Hién c6 rat it nghién ctru tap trung vao viéc kiém tra mirc do giai thich
cua cac thanh phﬁn clia chét luong dich vu ddi v6i sy hai long khach hang,
dac biét trong tirng nganh dich vu cu thé (Lassar et al. 2000, dan theo Bui
Nguyén Hung va V6 Khanh Toan, 2005).

1.4 Mo hinh nghién ctru sy hai long

Mo hinh duogc Gmg dung trong dé tai nay dé do luong su hai 1ong cia
khach hang ddi véi chat luong dich vu khach san 1a m6 hinh ctia Parasuraman

et al. (1985) véi 5 thanh phan cua thang do chat lwong dich vu 1a: phuong tién
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hitu hinh (Tangibles), d6 tin cay (Reliability), d6 phan hdi (Responsiveness),

sy dam bao (Assurance), sy cam thong (Empathy).

Ngoai ra su tin nhiém (Trust) xem nhu 14 yéu t6 ¢6 méi tuong quan
dang ké vé6i su hai 10ng, duge Guido Mollering khao sat vé quan hé khach
hang — nha cung cdp cua nganh in Anh Qudc (Guido Mollering, 2003). Chinh
vi thé, m6 hinh nghién ctru cta dé tai nay, ngoai 5 thanh phan cua chat luong
dich vu, dé nghi dua thém vao yéu td sy tin nhiém vao trong mo hinh (hinh

1.3).

bJ tin cay
(Reliability)

D6 phan hdi
(Responsiveness)

Su hai long
(Satisfation)

Su cam thong
(Empathy)

Su dam bao
(Assurance)

Su tin nhi¢ém (Trust)

Phuong tién hitu hinh
(Tangibles)

Chat lugng dich vu

Hinh 1.3: M6 hinh nghién ctru sy hai long
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1.5 Mot so nghién ctru irng dung sir dung thang do SERVQUAL

Nhu trén da trinh bay, mo hinh nim thanh phan cia thang do chét
luong dich vu (SERVQUAL) cua Parasuraman et al. d@ dugc cac nha nghién
ciru trén thé giéi st dung rong rdi (Asubonteng et al.,1996; Buttle, 1996;
Robinson, 1999, dan theo Bui Nguyén Hung va Vo Khanh Toan, 2005) trong
nghién ctu & cac linh vuc: Dich vu ban 1€ vé xe (Carman, 1990), khach san
(Saleh and Ryan, 1992), du lich va I hanh (Fick and Ritchie, 1991), dich vu
bdo hanh xe 6-t6 (Bouman and van der Wiele, 1992), dich vu thong tin (Pitt et
al. 1995), gido duc chat luong cao (Ford et al. 1993; McElwee and Redman,
1993), bénh vién (Johns, 1993), kiém toan (Freeman and Dart, 1993), hang
khong (Frost and Kumar, 2000), cung cip thtrc an cho hanh khach trong linh
vuc hang khong (Bakus et al., 1993a), chinh quyén dia phuong (Brysland and
Curry, 2001; Wisniewski 2001; Scott and Shieff, 1993).

Theo Bui Nguyén Hung va V5 Khanh Toan (2005), két qua kiém dinh
trong cac nghién ctru cho thay:

- Chat luong dich vu khong on dinh trong cac thanh phan cua chat
lwong dich vy, n6 thay doi theo bdi canh, loai dich vu, tai cac thi trudng khac
nhau thi khac nhau.

- Do tin cay bi han ché béi viéce sir dung diém khac biét (gap scores) dé
danh gia chét luong dich vu.

O trong nudc, md hinh nghién ctru ndy cling da duoc cac nha nghién
ctru g dung cu thé trong vi¢c do luong mat vai loai chét luong dich vu nhu:

Bui Nguyén Hung va V& Khanh Toan (2005) da thuc hién dé tai nghién
ctru “Chat luong dich vu lap dit dong ho nudc tai thanh phd H6 Chi Minh va

mot s6 giai phap”, st dung thang do chat lwong dich vu ndm thanh phan cua
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Parasuraman et al. va thang do gia ca dé do luong sy hai long cta khach hang

d6i voi chat lugng dich vu lap dit ddng hd nude cua thanh phd HO6 Chi Minh.

Két qua nghién ctru da gop thém phan khang dinh cic nhan dinh cia
cac nha nghién ctru trude d6 cho rang cac thanh phan chét lwong dich vu
khong on dinh, tuy thudc vao linh vuc nghién ctru; do luong cac bién tiém an
bﬁng nhiéu bién quan sat s€¢ lam tang gia tri va dg tin cay cua viéc do luong;
cac nganh dich vu khac nhau c6 nhiing dac diém khéac nhau nén viéc hiéu
chinh mot s khai niém trong cac thang do cho phu hop véi timg nganh, timg
thi truong nghién ctru 1a can thiét; cac thanh ph?m clia chét luong dich vu co
muc do giai thich khac nhau ddi v6i hai 1ong khach hang cling nhu hai 1ong
khach hang duoc giai thich boi nhiéu yéu t6 khac nhau ngoai chat lugng dich
vu; Gia ca 1a yéu td rat nhay cam véi khach hang va c¢6 anh hudng dang ké
vao su hai long khach hang. Gid ca c6 dong gop vao mo hinh nghién ctru vé

su hai long cua khach hang ddi vai chat lugng dich vu.

Nguyén Thanh Long (2006) di sit dung mo hinh thang do SERVPERF
(bién thé tir md hinh thang do SERVQUAL) nghién ctru chét luong dao tao
ctiia Pai hoc An Giang. Két qua nghién ctru cho thdy 5 thanh phan nguyén
thiy cua thang do SERVPERF da duoc sip xép lai thanh 5 thanh phan :
Giang vién, nhan vién, co s¢ vat chat (phuong tién hitu hinh), tin cdy, cam
thong. T4t ca 5 thanh phan néu trén déu c6 quan hé duong voi sy hai long cua
sinh vién va c6 sy khac biét vé hai long gitta sinh vién khac khoa va sinh vién
cac nam hoc.
1.6 Tém tit

Dua trén mo hinh chat luong dich vu 5 khoang cach, Parasuraman at el.
dua ra thang do chat luong dich vu véi 5 yéu té dé do ludng su hai long cua
khach hang, do6 1a: phuong tién hiru hinh (Tangibles), dd tin cay (Reliability),

dd phan hoi (Responsiveness), sy dam bao (Assurance), sy cam thong
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(Empathy). Ngoai ra, khai niém su tin nhiém (Trust) cia Guido Mollering
cling c6 mdi tuong quan dang ké véi dén su hai long d3 duoc dua vao mod
hinh nghién ctru su hai long.

Nhu vay, m6 hinh nghién ctu su hai long cua khach hang vé chat
lugng dich vu gdm 6 yéu td, trong d6 gdm 5 yéu t6 cta thang do chét luong

dich vu va 1 yéu té cua thang do su tin nhiém.



_25-

CHUONG 2

TONG QUAN VE AN GIANG, NGANH DU LICH VA THUC TRANG
HOAT PONG CUA CONG TY CO PHAN DU LICH AN GIANG

2.1 Giéi thiéu tong quan tinh An Giang

An Giang 1a mot tinh nong nghiép thudc dong bang séng Ctru Long,
phia Pong giap tinh Pong Thap, phia Ty giap tinh Kién Giang, phia Nam
giap tinh Can Tho, phia Bic giap Vuong qudc Campuchia. An Giang c6 11
don vi hanh chinh gém 9 huyén: Chau Thanh, Chau Pha, Thoai Son, Tinh
Bién, Tri Ton, Chg Méi, Pha Tan, Tan Chau, An Phu, thi xd Chau Ddc va
thanh phé Long Xuyén, dién tich 3406 km?, dan sb trén 2,1 triéu nguoi,
duong bién gidi giap véi Vuong qudc Campuchia dai 97 km voi hai cira khau
qudc té Tinh Bién (dudng bo), Vinh Xuong (dudng thuy) va cira khau quéc
gia Khanh Binh (c thuy va bd). Thé manh vé kinh té 13 san xuit néng nghiép
v6i hai mat hang chu lyc 13 1a va ca (tra, basa), co tiém ning phat trién du
lich do diéu kién tu nhién thun loi v6i hé thong céc di tich lich st, van hoa,
danh lam théng canh, vung nui, bién gidi, 1& hoi quéc gia Via Ba Chua

Xt....(Hinh 2.1).

Nhitng nim qua kinh té cta tinh dat mic ting truong kha, GDP ting
binh quan 9,11%/nam giai doan 2001-2005, trong d6 dich vu dat muc tang
truong binh quan 11,49%/nam va ludn chiém ty trong 16n (49%) trong co cau
kinh té cta tinh (hinh 2.2). Nam 2006, GDP dat toc do ting truong 9,05%
(twong duong 21 ngan ty dong theo gia hién hanh), GDP binh quan dau nguoi
9,5 triéu dé)ng (khoang 567 USD), khu vuc dich vu tiép tuc dat tbc do tang
truong cao 16,01% va chiém ty trong 16n (53%) trong co cau kinh té cta tinh
(hinh 2.3), san luong lta khoang 3 triéu tn, san luong c4 nudi khoang 180

ngan tan, kim ngach xuét khau gan 450 triéu USD (chu yéu 13 gao va cd), thu
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ngan sach dia phuong dat gn 2 ngan ty ddng, s khach dén tham quan du lich
tai An Giang gan 4 triéu luot (ngudn: Cuc Thong ké An Giang, 2006).
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Hinh 2.1: Ban d hanh chinh tinh An Giang
Nghi quyét phat trién kinh té xa hoi ctia Tinh uy An Giang giai doan
2006-2010 xac dinh: Dich vu 1 nganh kinh té miii nhon cua tinh, can phai tap
trung nguén luc dé phat trién, phén dau déy manh kinh té dich vu, thuc hién
chuyén dich kinh té theo hudng ning cao hon nita ty trong dich vu trong co

ciu kinh té chung cua tinh, phin dau dén nam 2010, co cdu kinh té la: Khu
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vuc nong - lam - thuy san: 25%, Khu vuc cong nghiép - xay dung: 15%, khu

vuc dich vu: 60% (hinh 2.4)

Nong, lam va
thuy san

Dich vu 39%o6
49%0

Cong nghiép va
xay dung 12%o6

Co ciu kinh té tinh An Giang 2001-2005

Hinh 2.2: Co c4u kinh té tinh An Giang giai doan 2001-2005

Noéng, lamva
thuy san
Dich vu 34%06
53%o0

Coéng nghiép va
xay dung
1326

Co ciu kinh té tinh An Giang nam 2006

Hinh 2.3: Co ciu kinh té tinh An Giang nim 2006
Dich vu bao gém nhiéu nganh, nhiéu linh vuc nhu du lich, van tai, buu
chinh vién thong, tai chinh ngan hang... trong d6 du lich dugc xac dinh la
nganh kinh té quan trong, c6 tiém nang phét trién nhanh va s& gop phan dang
ké vao su phat trién kinh té chung cta tinh trong thoi gian téi. Trén co sé do,
Uy ban nhan dan tinh d& ban hanh chwong trinh “Phat trién du lich tinh An
Giang giai doan 2006-2010".
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Noéng, lamva
thuy san
25%
Dich vu
60%

Cong nghiép va
xay dung
15%

Co cAu kinh té tinh An Giang dén nam 2010

Hinh 2.4: Co ciu kinh té tinh An Giang dén nam 2010

2.2 Hoat dong nganh du lich tinh An Giang

Vi diéu kién thién nhién thuan loi, An Giang da som hinh thanh cac
khu diém du lich tu nhién véi cac loai hinh du lich van héa, du lich sinh thai,
du lich tin ngudng, nghi dudng.... Cac khu diém du lich quan trong, da va
dang c6 diéu kién phat trién 1a: khu du lich nti Sam (Chau Péc), nai Cam va
rumg tram Tra Su (Tinh Bién), nti Sap va di chi Oc Eo (Thoai Son), Déi Tirc
Dup (Tri Toén), Khu du lich My Hoa Hung (Long Xuyén), Khu du lich Bang

Binh Thién (An Phi) va cac khu vuc kinh té cira khau bién gii. ..

Thot gian qua, hoat dong cua nganh du lich tinh An Giang c6 budc phat
trién kha tot. Tinh tir ndam 2003-2006, s luot khach dén tham quan du lich tai
An Giang tang khoang 12,53%/nam, (dat 3,9 triéu lugt khach trong nam
2006), trung binh dat 3,5 tri€u luot khach/nam, trong dé c6 khoang 27,7 ngan
luot khach du lich quéc té dén tham quan va du lich (hinh 2.5).

V6i sy phat trién s luot khach du lich hang nam, hé thong khach san
cling phat trién theo, tinh dén nim 2006, bén canh hé théng nha tro, hé théng
khach san cta tinh gdm 68 khach san (trong d6 c6 3 khach san 3 sao), voi

1545 phong khach san, cong suit st dung phong binh quéan dat 45%, s6 ngay
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lru tra cua khach du lich dat 2,4 ddi vé6i khach qubc té va 1,7 dbi voi khach

noi dia.

4500

4000 -

2500 .

3000
i 2500 -
i 2000

1500 -

1000 -

500

2003 2004 2005 2006

s6 luot khach dén An Giang

Hinh 2.5: D6 thi phat trién khach du lich tinh An Giang tir nim 2003-2006

S6 luot khach dén tham quan du lich tai An Giang hang nim véi sb
luong 16n cha yéu 1a dén viéng miéu Ba Chiia X & nti Sam, Chau Déc theo
dang du lich tin ngudng, tdm linh, két hop dén tham qua du lich tai cac khu
diém du lich trong diém cua tinh. Ngoai nhiing diéu kién thuan loi vé mit tu
nhién, van hoa, lich su, bién gidi... thi san phém du lich ciia An Giang dén
nay hau nhu chua cé gi, dac biét 1a hé théng dich vu phuc vu du lich con rat

han ché (khach san, nha tro, an udng....).

Nhan thdy dugc tiém nang phat trién vé du lich cua tinh va nhiing ton
tai, tinh An Giang da dua ra chuong trinh phat trién du lich cua tinh véi muc
tiéu dat ra trong giai doan 2006-2010 1a: murc ting truong sb luot khach dén
An Giang dat 3,8%/nam, du kién d6n trén 4,5 triéu luot khach dén tham quan,
du lich tinh An Giang dén nam 2010, trong d6 c6 35 ngan luot khach quéc té,

dat s6 ngay luu tra dbi v6i khach quéc té 1a 3,2 va khach noi dia 13 2,1.
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bé dat duge nhirng chi ti€u trén day, nganh du lich An Giang con nhiéu
viéc phai 1am, trong d6 viéc nghién ctru vé dich vu, chit luong dich vu 13 noi
dung can phai dugc chu trong, dic biét 1a cac doanh nghiép du lich can quan
tam dé nang cao chat luong dich vu ciia minh, lam hai 1ong khach hang, trén

co s6 d6 s& ngay cang c6 nhiéu khach hang dén v6i An Giang hon nita.
2.3 Cong ty c6 phan du lich An Giang

Cong ty ¢ phan du lich An Giang von trude day 1a mot doanh nghiép
nha nudc hoat dong trong linh vuc thuong mai, du lich. Thuc hién chu truong
ctia Chinh phu, thang 10/2005 cong ty chinh thirc chuyén ddi tir doanh nghiép

nha nude thanh céng ty cd phan.

Véi co cau t6 chuc hoat dong ctia cong ty ¢6 phan gom hoi dong quan
tri, tong gidm doc va ba phong chirc nang la phong nhan sy, phong ké toan tai
vy, phong kinh doanh xuat nhép khau véi tong s6 can b, cong nhan vién la

350 nguoi (hinh 2.6).

Hoat dong cua cong ty chil yéu ¢ hai linh vuc chinh 1 thuong mai va
du lich v61 cac hoat dong san xudt, ché bién, xuit khau gao va céac hoat dong
dich vu du lich. Tinh tr nam 2003 dén 2006, doanh thu binh quan hang ndm
ctia cong ty khoang 409 ty dong, voi muc ting trudng 7,96%/nam, dat doanh
thu 487 ty déng nam 2006; Loi nhuén truéce thué binh quan hang nam dat 4,1
ty dong, v&i muc ting trudng binh quin 37,38%/mim, dat loi nhuan trudc
thué 7 ty déng nam 2006, chu yéu do lgi nhuan tir hoat dong xut khau gao
mang lai. Hoat dong du lich luén bi 18, trir ndm 2006 hoat dong dudi loai hinh

cong ty co phan (bang 2.1).
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Hoi dong quan tri
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Tong giam doc

Pho tong giam ddc

. . Phong ké Phong kinh doanh
Phong nhén su s Ao 1A P
— toan tai vu xuat nhap khau
_| Khach san Bong Xuyén Chi nhanh thanh ph6 |
(58 phong) H6 Chi Minh
| | Khach san Long Xuyén Xinghiép |
(37 phong) I
Khéach san Bén P4 Xinghiép -
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Hinh 2.6: So d4 t6 chtrc clia cong ty ¢6 phan du lich An Giang
Hoat dong thuong mai ctia cong ty chu yéu 13 xuat khau gao véi hé
théng 5 nha may, xi nghiép ché bién gao xuét khau. Tinh tr nim 2003 dén
2006, hang nim cong ty xuit khau binh quan khoang 95,5 ngan tin gao cic
loai, v&i kim ngach xuét khau binh quan 22 triéu d6 la My (USD), lgi nhuan

trude thué do xuat khau gao mang lai binh quéin 4,9 ty dong.

Hoat dong du lich cua cong ty bao gdm cac hoat dong cua cac co s
dich vu du lich: Khach san Pong Xuyén, Khach san Long Xuyén, Khu du lich
Bén P4 nti Sam, Khu du lich Tuc Dup, Trung tdm dich vu du lich va Khu du
lich An Hai Son (Kién Giang) véi tong sé phong khach san 13 200 phong (trén
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dia ban An Giang 167 phong). Trong do, hoat dong kinh doanh cua 3 khéach

san Pong Xuyén, Long Xuyén va Bén Pa nti Sam trén dja ban tinh An Giang

13 cac hoat dong chinh cua mang du lich cong ty, véi doanh thu chiém ty

trong 70,1% doanh thu du lich chung va chiém 100% s6 khach cong ty tiép
don tai An Giang (ndm 2006).

Niam 2003 2004 | 2005 2006
1 | Doanh thu (ty ddng) 387 303 462 487
Trong d6:
Doanh thu thuong mai (ty dong) 366 281 438 461
Doanh thu du lich (ty dong) 21 22 24 26
2 | Loinhuan trudc thué (ty dong) 2,7 3.2 3,6 7
Trong d6:
Loi nhuén thuong mai (ty dong) 45 4,1 5 6,2
Loi nhuan du lich (ty dong) -1,8 -0,9 -1,4 0,8
3 | S6 luot khach dén An Giang (ngan lugt) 2765 3500 3800 3940
4 | S6 luot khach & tai hé thdng khach san cong ty (ngan lugt) 33 37 39 49
5 | Cong suét sir dung phong khach san cuia nganh (%) 35 37 40 45
6 | Cong suit sir dung phong khach san ctia cong ty (%) 47 45 49 51
Trong d6:
Khach san Dong Xuyén (%) 42 47 50 56
Khéch san Long Xuyén (%) 71 59 59 60
Khéch san Bén P4 nai Sam (%) 29 29 38 37
7 | S6 phong khach san toan nganh (phong) 1545
8 | S6 phong khéch san ciia cong ty tai An Giang (phong) 167
9 | Ty I¢ phong khach san cong ty so vdi toan nganh (%) 10,8
10 | Ty 1€ khach du lich ciia cong ty/khéach du lich nganh (%) 1,19 1,05 1,03 1,24
11 | Ty 1€ doanh thu du lich Cty/doanh thu nganh du lich (%) 2,95 2,41 2,28 2,12

Bang 2.1: Mot s6 chi tiéu kinh té cta cong ty c¢6 phan du lich An Giang (Ngudn: sb liéu cia cong ty

¢6 phan du lich An Giang).

Khach san Bong Xuyén (58 phong), toa lac tai mot vi tri voi 3 mat tién

duong: Nguyén Hué A, Luong Van Cu va Nguyén Vin Cung, nim trong khu

vuc trung tdm thanh phd Long Xuyén, rat thuan loi cho viéc kinh doanh dich

vu khéch san (hinh 2.7). Vi loi thé 1a mot trong hai khach san 3 sao hiém hoi
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cta tinh An Giang nam ngay trung tdm thanh phd Long Xuyén, vi tri thuan

loi, ndm 2006, khach san dat loi nhuin gan mot ty dong, nhung cong suit

phong chi dat 56%.

Hinh 2.7: Toan canh khach san Pong Xuyén voi 3 mit tién duong

Qua khao sat ¥ kién khach hang bang cac phiéu thim do sy hai 1ong,
bén canh nhiing diém noi troi: gia ca hop ly, khach san dep, an ninh trat tu,
sach s&, nhan vién than thién, tir t&, vui vé, thitc dn an toan thi khach hang con
rat nhiéu diéu chua hai long vé chat luong dich vu cua khach san Pong Xuyén
thé hién: khach san thiéu quan tdm phuc vu yéu cau cta khach hang (thuong
xuyén thiéu ban chay va kem danh riang trong phong), co s& vat chat phuc vu
khach hang chua dap Gmg tiéu chuan sao cta khach san (thang may qué nong,
khong c6 internet khong dy, tivi qua it kénh dé chon lwa va thiéu kénh tiéng

Anh, hé théng may tinh va internet qué cii khong dap ung yéu cau cta khach,
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deén phong khong du sang), karaoke qua on ao vao dém khuya anh huéng dén
khach hang dang ¢ trong khach san, khi ¢ tiéc & ting 2 1am quéa on &o cho
cac khach hang ¢ gan khu vuc d6, ting 5 bi anh huong boi tiéng on & tang 6
(lau thuong) vao lac an sang hang ngdy, nudc may chay qua yéu, phong tim
hay bi nghet nuéc khong duoc stra chira kip thoi, thirc an budi sang it thay d6i
lam khach hang ngan, nhan vién lam thu tuc nhén trd phong khong kip thot

khi ¢6 lugng khach dong cung luc, phuc vu ban an hoi cham...

Khach san Long Xuyén (37 phong), toa lac tai goc duong Luong Van
Cu va Nguyén Van Cung, nim ngay khu vuc trung tdm thanh phd Long
Xuyén, rat thuan loi cho viéc kinh doanh khach san (hinh 2.8). Bay 1a khach
san 2 sao, nam & vi tri rit thuan lgi, ndm 2006, khach san dat 1gi nhuan trén

200 triéu dong, cong sudt phong dat 60%.

Hinh 2.8: Toan canh khach san Long Xuyén voi 2 mit tién dudong



-35-

Qua khao sat ¥ kién khach hang bang cac phiéu thim do sy hai long,
bén canh khich hang hai long vé su sach sé, thoang, yén tinh, lich sy thi
khach hang ciing con nhiéu diéu chua hai long vé chat luong dich vu cua
khach san Long Xuyén thé hién: Sanh khach san qua nong vi khong co hé
théng may lanh, tivi qua it kénh, khach san cii, cac thiét bi trong phong xudng
cap, khong co6 thang may 1én cac phong cia khach (dén thoi diém viét luan
van nay, khach san Long Xuyén di xdy dung xong thang may theo yéu cau

cua khéch hang).

Khach san Bén P4 nlii Sam (72 phong), toa lac trén duong Quéc 16 91,
gﬁn khu vuc miéu Ba Chua X, nii Sam Chéau Pdc, véi vi tri dep, rong rai,
thoang mat, thuan 191 cho viéc kinh doanh khéch san, tiép dén du khach dén

viéng tham Ba Chua X hang nam (hinh 2.9). Pay la khach san 2 sao.

Qua khao sat ¥ kién khach hang bang cac phiéu thim do sy hai 1ong,
bén canh khach hang hai long vé vi tri khach san, canh dep, gia ca hop 1y, an
ninh, c6 chd dé xe rong thi khiach hang con rat nhiéu diéu chua hai long vé
chét luong dich vu cua khach san Bén D4 nti Sam thé hién: Quﬁy tiép tan b
tri xa cac phong khéch, tivi qué it kénh, khong c6 internet khong day, thong
tin phan hoi lai cho khach hang con chim va chua thoa min yéu cau, nhan
vién thiéu linh dong, khong niém nd va chim chap, thiéu tinh chuyén nghiép,
khong chu d4o trong phuc vu va don tiép, thiéu quan tdm va thiéu ton trong
khach hang (cd nhan vién va lanh dao khach san), cung cach phuc vu cua
nhén vién ban chua tdt, an mic caa nhan vién chua that thu huat, tha tuc nhan
tra phong cham, chua san sang dén khach lic nita dém, thiéu cac hoat dong

vui choi, giai tri cho khach hang vao ban dém...
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Hinh 2.9:Khach san Bén D4 nti Sam nim ngay mat tién duong Quéc 10, gﬁn khu vuc Ba Chua X

Cong ty co phan du lich An Giang 1a mét trong nhitng doanh nghiép
16n trong nganh du lich tai An Giang, vo1 co s vat chat kha tot, vi tri mat
bang cac khach san nam ngay trung tdm thanh phd, trung tdm du lich, rat
thuan loi cho hoat dong kinh doanh, c6 nhiéu kinh nghiém trong hoat dong du
lich, nhung hoat dong du lich ctia cong ty chua that ndi troi, doanh thu tir hoat
dong trén linh vuc du lich rat nho, chi chiém binh quan gan 6% trong tong o

doanh thu chung cua cong ty (hinh 2.10)
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Doanh thu
du lich
6%

Doanh thu
thuong mai
94%

Co ciu doanh thu binh quan cua Céng ty

Hinh 2.10: Co céu doanh thu cua céng ty ¢d phin du lich An Giang

Hang nim cong ty don tiép va phuc vu khach du lich trén dia ban tinh
An Giang chil yéu ¢ 3 khach san Péng Xuyén, Long Xuyén va Bén Pa nui
Sam, binh quan khoang trén 39 ngan luot khach/nam, voi téc d6 ting truong
sO luot khach 1a 14%/nam (khach san Pong xuyén ting 14,47%, khach san
Bén Pa nti Sam 22,72%, trong khi d6 khach san Long Xuyén hau nhu khong
tang truong sb luot khach phuc vu hang nam) (hinh 2.11). S6 phong khach
san cua cong ty trén dia ban tinh An Giang 1a 167 phong, chiém 10,8% (nim
2006) s6 phong khach san chung cua nganh du lich, nhung sb luot khach du
lich ma cong ty phuc vu chi dat trén 1,24% (nam 2006) so voi s6 luot khach
clia toan nganh (diéu nay do sd lugt khach dén An Giang ngoai hé thdng
khach san, khach hang con ¢ tai cac hé théng nha tro) va doanh thu du lich
ctia cong ty chiém 2,12% (nim 2006) doanh thu nganh du lich 12 qua thap.
Cong suat str dung phong cua hé thong khach san cta cong ty binh quan 51%
(2006), nhung khong dong déu giita cac khach san, trong d6 thap nhat 13 hé sb
stt dung phong cua Khu du lich Bén da nui Sam qua thap, 27% nim 2003 va
tang dan dén 38% niam 2006.
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Khach san Bén da Khach san
nuai Sam Pong Xuyén
19426 (49%06) 10235 (26%0)

T~

Khach san
Long Xuyén
9692 (252%0)

Co ciu s6 luot khach binh quan hang nam cua tirng khach san (2003-2006)

Hinh 2.11: Co c4u khéach binh quan hang nam cua timg khach san

Hoat dong du lich cta cong ty chua dat hiéu qua, lién tuc 16 tir ndm
2003 dén 2005, mdi ndm binh quan 16 khoang 1,4 ty dong, chi duy nhat nim
2006, khi cong ty hoat dong dudi hinh thirc cong ty cd phan (chinh thirc
chuyén sang cong ty c6 phan vao thang 10/2005) hoat dong du lich méi ¢6 loi
nhuan truée thué khoang 800 tri¢u df’)ng. Hi¢u qua hoat dong du lich qua thép
trong diéu kién vi tri mat bang kinh doanh dich vu du lich, khach san & nhiing
vi tri rat thuén loi 13 van dé rat dang quan tam. Hoat dong trong linh vuc du
lich chua c6 hiéu qua c6 nhiéu nguyén do, trong d6 c6 van dé chat luong dich
vu chua dap ung yéu cau ciia khach hang nhu di trinh bay chi tiét cho ting

khach san & phan trén.

Thoi gian qua, ban lanh dao cong ty di nhan ra duoc nhimg yéu kém
trong chat lugng dich vu do cong ty cung cip va da tim hiéu qua viéc phat
phiéu tham do ¥ kién khach hang dé xem muc do hai long cta khach hang thé
nao, nhitng ndi dung nao khach hang chwa thyc su hai long, nhung két qua
chua dat dugc nhu mong mudn. Qua tim hiéu thi thay rang, cong ty thim do ¥
kién khach hang vé chét lugng phuc vu qua phiéu gop ¥ v6i nhitng ndi dung

rat don gian: nhu tham do vé su thoai mai, sach s€, chat luong phuc vu, cung
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cach phuc vu mot cach chung chung, chua cu thé va dé nghi khach hang danh
dau vao cac cip do hai long: tuyét, kha, trung binh va kém ddi voi timg muc
hoi. Piéu nay rd rang khong thé mé ta hét khai niém hai long ctia khach hang,
tor do6 cling kho nhan biét duge thuc sy khach hang c6 hai long vé chét luong
dich vu cta minh hay khong va nhiing ndi dung cu thé gi can phai chinh stra,

dé dua ra duoc giai phéap thich hop.

Pay ciing 1a diéu khong chi cong ty c6 phan du lich An Giang ma con &
cac doanh nghiép kinh doanh dich vu khach san va cac loai dich vu khac cling
gip phai, do doanh nghiép thiéu mot cong cu thich hop dé do ludng su hai

1ong cia khach hang vé chat lugng dich vu.
2.4  Toém tit

Qua céac tu liéu trén da khai quat vé tinh hinh kinh t€ xa hoi cua tinh An
Giang, cua nganh du lich cung céc tiém nang va lgi thé va nhiing muc ti€u

phat trién trong giai doan t6i.

Cong ty cb phan du lich An Giang ciing duoc gidi thiéu twong d6i 1d
nét, voi nhitng diém manh 13 hoat dong ché bién, xuat khau gao hang nam
dem lai kim ngach xuit khau trén 22 triéu USD véi hiéu qua hoat dong kha
cao. Bén canh d6, hoat dong du lich ctia cong ty chua dat két qua nhu mong
mudn, chat luong dich vu ciing con van dé phai tiép tuc cai tién va két qua
kinh doanh chua dat hiéu qua nhu mong doi, chi khéi sic tir lic chuyén sang
cong ty c6 phan. Viéc c¢b ging tim hiéu sy hai long ctia khach hang ciing duoc
cong ty quan tAm nghién ctru, nhung chua dat duoc két qua do thiéu phuong

phap va cong cu do luong su hai long.
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CHUONG 3

THONG KE, PHAN TiCH DU LIEU KHAO SAT DANH GIA
SU HAI LONG CUA KHACH HANG VE CHAT LUQNG DICH VU

3.1 Thiét ké nghién ciru

Nghién ctru dugc thuc hién qua hai budc: dinh tinh (so bd) va dinh

lugng (chinh thirc).

3.1.1 Nghién ctru dinh tinh: dugc sir dung dé kham pha, diéu chinh
va b sung cac thang do, sir dung ky thuat trao doi, thao ludn truc tiép véi cac
khach hang va nha quan 1y v6i 22 muc hoi ban dau cta thang do chat luong
dich vu va 11 bién ban dau cua thang do su tin nhi¢m dé do luong su hai long
khach hang (3 bién). Cac cau hoi ban dau duoc thiét ké 1a bang cdu hoi mo dé

thu thap thém cac bién thich hop tir phia khach hang va cac chuyén gia.

Thuc hién budc nay nham kham pha céc bién quan sat méi dé bo sung
vao trong md hinh nghién ctru ciing nhu loai bé cac bién khong phu hop voi
van hoa, loai hinh dich vu nhdm tao ra mét bang cau hoi phu hop dung cho

nghién ctru chinh thuec.

Céac dbi tuong duoc tién hanh thao luan, phong véan 1a khach hang st
dung dich vu khach san ctia cong ty va céc chuyén gia, nha quan ly trong linh
vuce nay nham xac dinh xem cac khach hang mong doi nhimng gi ¢ dich vu
khach san, yéu td nao lam ho hai long khi st dung dich vu khach san; va
mudn biét cac nha quan 1y hiéu vé khach hang ciia minh nhu thé ndo, yéu t6
nao lam hai long khéach hang theo cach nhin cua nha quan ly, chuyén gia.

Budc nay thuc hién qua cac cudc phong van truc tiép 30 khach hang
dang str dung dich vu ctia khach san va céc can bd quan 1y chu chét ctia khach

san, trén co s¢ do diéu chinh lai cac cau hoi cho phu hop.
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3.1.2 Nghién ctru dinh lwong: dé kiém dinh thang do va mé hinh Iy
thuyét, dugc thuc hién sau khi bang cau hoi & bude nghién ctru dinh tinh duoc
hiéu chinh lai véi ngdn tir dé hiéu, 16 rang, co bo sung va loai bot ra cac bién
khong phu hop. Cac bang cau hoi dugce gdi dén cac khach hang di sir dung
dich vu khach san cong ty ¢6 phan du lich An Giang. Dir liéu thu duoc dugc
xtr Iy bang phan mém SPSS 13.0, qua cac phan tich sau:

e Thong ké mo ta.

e Danh gi4 thang do c4c khai niém.

e Diéu chinh md hinh nghién ciru.

e Kiém dinh sy phu hop ctia mé hinh bang phan tich twong quan, hdi quy
da bién, phan tich phuong sai (ANOVA).

e Kiém dinh cac gia thuyét.

e Kién nghi cai tién chat luong dich vu.
3.2 Thiét ké miu

Thue hién chon mAu phan ting két hop voi mau ngau nhién don gian
(Nguyén Cong Khanh, 2004). Dya trén s6 lugng khach hang di stir dung dich
vu cua 3 khach san dang nghién ciru trong 9 thang dau nam 2006 (37790
khach hang), sé khach hang cua timg khach san, s6 mau thu vé qua cudc
phong van tham do ¥ kién khach hang 1a 175 maiu, tinh ra ty 1& mau ting

khéch san, cu thé: (bang 3.1)

Luot khach hang su dung dich vu khach san o
9 thang dau nam 2006 (lugt) Ty 1€ (%) S0 mau
Toan cong ty (6 An Giang): 37790 175
Khach san Bén P4 nai Sam 20083 53,14 93
Khach san Dong Xuyén 9717 25,71 45
Khéch san Long Xuyén 7990 21,14 37

Bang 3.1: Thiét ké mau nghién ctru (ngudn: sb liu cua cong ty cd phan du lich An Giang)
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Trén co s& d6 chon ngau nhién cic khach hang di va dang sir dung dich
vu khach san trong thang 9/2006 dé gai phiéu phong van voi bang cau hoi sau
khi duoc hiéu chinh. Vi 26 cau hoi, sb ¢& mau 175 1a dat yéu cau phan tich
nhan t6. Thong thudng thi ¢& mau it nhat phai bang 4 hay 5 lan s6 bién trong

phén tich nhan t6 (Hoang Trong va Chu Nguyén Méng Ngoc, 2005).

Véi tong sb mau goi dén khach hang 1a 200, két qua hoi dap 184 phiéu
(ty 18 92%), trong d6 c6 9 mau dugce xem 1a khong hop 1é vi bé sot, khong cho
¥ kién céc bién chinh, ¥ kién khong rd rang. S6 mau dugc dua vao phan tich

12 175 mau. Thong tin mau nhu dudi day (bang 3.2):

Théng tin mau S6 lugng Ty 1¢ (%)
1 | Tong s miu: 175 100
2 | Gidi tinh:
Nam 95 543
Nir 80 45,7
3 | Nghé nghiép:
Cong churc 25 14,3
Kinh doanh 97 55,4
Gido vién 23 13,1
Nghé khac 30 17,1
4 | Qudc tich:
Viét Nam 147 84
Nudc ngoai 28 16
5 | Nhom tudi:
T 16-25 20 11,4
Tur 26-40 54 30,9
T 41-60 46 26,3
Trén 60 55 31,4

Bang 3.2: Thong tin mau
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3.3  Quy trinh nghién ciru

Quy trinh nghién ctru dugc thuc hi¢n theo trinh tu duoi day.

Nhén dién van d€ nghién ctu

Ly thuyét vé:
- Chét lugng dich vu SERVQUAL
- Sy tin nhiém
- Sy hai long ctuia khach hang

v
Mo hinh céc thang do 1

A 4
Nghién ctru so bd (phong van thir)

v
Diéu chinh mé hinh thang do

A 4
M0 hinh cac thang do 2

v
Nghién ctru chinh thtre (bang cau hoi)

A 4

- Phan tich di liéu (thdng ké mo ta)

- Danh gia thang do (hé s6 Cronbach Alpha)
- Piéu chinh md hinh

- Phan tich hdi quy da bién, ANOVA

- Kiém dinh cac gia thuyét

\ 4

K&t qua nghién cuu va dé
xuat cac giai phap cai tién

Hinh 3.1: Quy trinh nghién ctru
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3.4 Thang do chit lwong dich vu

Thang do chét luong dich vu SERVQUAL véi 22 muc héi gbe thé hién
5 thanh phan: (1) do tin cdy, (2) d6 phan hoi, (3) sy dam bao, (4) su cam
thong, (5) phuong tién hiru hinh sau khi thuc hién nghién ctru dinh tinh qua
viéc trao doi voi cac khach hang, nha quan 1y, mot sb bién khong phu hop da
duoc loai ra va mét s6 bién méi da duoce thém vao cho phu hop véi loai hinh
dich vu khach san ma khach hang va nha quan Iy cam nhan duoc. Két qua
bang cau hoi thang do chit luong dich vu chinh thuc dé thuc hién nghién ctru
dinh lugng duogc hinh thanh, co6 sép xép lai theo trinh tu thoi gian tir khi khach
hang vao khach san dén khi ra di, thé hién nhu sau:
Khach hang dugc nhan vién don tiép ngay tir lac bude vao khach san
Khach san luon sin sang giup d& khach hang
Thu tuc tai quéy 1& tan duoc thyuc hién nhanh chong
Khach san phan hdi nhanh cac thong tin ma quy khach can
Khéch san thé hién su quan tam, than thi¢n véi quy khach
Khach san tap trung dap tmg yéu cau ctia quy khach
Khach san xtr Iy tinh hudng mét cach thuan tién cho quy khach

Nhén vién c6 kién thtrc chuyén mon tbt, dap tmg yéu cau quy khach

O© 00 3 &N »n B~ W N =

Nhén vién t6 ra lich su, nha nhan ddi véi quy khach

[S—y
e

Quy khach cam thay an tdm khi ¢ tai khach san nay

[S—
p—

Nhan vién ¢ trang phuc gon gang, lich su

—
[\

Trang thiét bi khach san twong ximg véi tiéu chudn sao cia khach san

—
(8}

Céch b tri trang thiét bi cta khach san dap ung yéu cau quy khach

[e—
N

Khéch san tao dugc su yén tinh cho khach nghi ngoi

—
()]

Khu vuyc sanh I¢ tan thoang mat, sach s¢€ va tién lgi

—
(@)

Cac dich vu cua khach san dat theo tiéu chuan sao cua khach san

—
-

Khach san giai quyét cong viéc nhanh gon, chuyén nghiép

—
o0

Khach san giai thich rd rang va thuyét phuc cac van dé c6 lién quan

—
\O

Thirc an, thirc uéng tai khach san dam bao an toan v¢€ sinh thuc phém
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Chat lugng dich vu stir dung thang do Likert 5 diém dé do luong, trong
d6: 1. Hoan toan khong dong ¥, 2. Khong dong v, 3. Tam duoc, 4. Pong ¥, 5.

Hoan toan dong .
3.5 Thang do sy tin nhiém

Tuong tu nhu thang do chét luong dich vu, thang do su tin nhiém
(TRUST) véi 11 muc hoi gbc ban dau sau khi trao d6i voi cac khach hang,
nha quan 1y, nhiéu bién khoéng phu hop véi loai hinh dich vu khach san da
duoc loai ra va mot s6 bién méi da duoc thém vao cho phu hop. Két qua bang
cau hoi thang do sy tin nhiém sau khi dugc hi¢u chinh thé hién nhu sau:

1 Khach san tinh gi4 hop ly

2 Khach san phuc vu tdt hon ban nghi

3 Quy khich da timg biét dén khach san nay

4 Ban tin tudng chét lugng phuc vu cua khach san

Sy tin nhiém ciing st dung thang do Likert 5 diém dé do luong, trong
d6: 1. Hoan toan khong dong y, 2. Khong dong ¥, 3. Tam dugc, 4. Pong v, 5.

Hoan toan dong y.
3.6 Thang do su hai long

Thang do sy hai long cua khach hang (SAT) sau khi hiéu chinh duoc
thé hién nhu sau:
1. Muc do hai long chung cua quy khach vé chat luong dich vu.
2. Do dap tmg cta khach san d6i vi yéu cau cia khach hang.
3. Cung céch phuc vu cua khéch san.
Sy hai 1ong cta khach hang ciing str dung thang do Likert 5 diém dé do
luong, trong do: 1. Hoan toan khong hai long, 2. Khong hai long, 3. Tam
duogc, 4. Hai long, 5. Rat hai 1ong.
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3.7 Thong ké md ta
3.7.1 Thang do chat lweng dich vu

Qua bang thong ké két qua (bang 3.3), voi 19 chi tiéu do luong sy hai
long cua khach hang vé chat luong dich vu, str dung thang do Likert 5 diém
dé danh gia cho thdy khach hang chua hoan toan that sy hai long vé chét
lwong dich vu khach san céng ty ¢6 phan du lich An Giang, véi diém trung
binh tir 3.61 dén 4.10 (ttc 1a trong khoang tir tam duoc cho dén dong ¥). Diéu
nay ciing that hop 1y vi trén thuc té khach hang ciing da ¢6 nhitng phan nan vé
mat nay, mat khac va sy cam nhén cta ting khach hang 1a khac nhau, thé hién
du mic do tr mirc hoan toan khong ddng y cho dén hoan toan déng y cho
cung mot muc haoi.

Ba noi dung khach hang danh gia thap nhat la: cac dich vu cta khach
san dat tiéu chuin sao ctia khach san (REL16), véi gia tri trung binh 3,61;
trang thiét bj khach san twong xtmg véi tiéu chudn sao cua khach san
(TAN12), v6i gid tri trung binh 3,66; cach bo tri trang thiét bi ctia khach san
dap tng yéu cau quy khach (TAN13), véi gia tri trung binh 3,66.

Diéu nay twong tmg voi cac phan nan ciia khach hang trong qua trinh
thu thap ¥ kién nhu: hé thong thiét bi ctia khach san cii, thiéu internet toc do
cao, thiéu internet khong day, tivi qua it kénh, khoéng c6 kénh tiéng Anh,
thang may qua nong (KS. Pong Xuyén), thiéu ciu thang may (KS. Long
Xuyén), hé théng cach am khong tot, cac d6 dung sinh hoat trong phong
khong day du...

Ba ndi dung duoc khach hang danh gia cao nhét 1a: khach san thé hién
su quan tam, than thién vo1 quy khach (EMPO0S), voi gia tri trung binh 4,01;
quy khach cam thay an tdm khi & khach san nay (ASS10), véi gia tri trung
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binh 4,07; nhan vién to ra lich sy, nha nhan vé1 quy khach (ASS09), véi gia
tr1 trung binh 4,10.
Diéu nay ciing tuong umg véi viée khach hang khen ngoi vé sy dam

bdo an ninh, sy than thién va nha nhan ctia nhan vién phuc vu,...

‘ . Trung Gia tri Gia tri
Cac bién cua thang do chat lugng dich vu binh | P61éch |  nhd 16n
cong chugn nhat nhat

Khdch hang dudc nhan vién dén ti€p ngay t lic budc vao khdch san (RESO1) 3,93 910 1 5
Khdch san ludn sdn sang giip d3 khdch hang (RES02) 3,86 ,862 1 5
Thi tuc tai qudy 1& tin dugc thyc hién nhanh chéng (RES03) 3,82 ,891 2 5
Khéch san phan hdi nhanh cédc thong tin ma quy khdch cin (RES04) 3.84 741 1 5
Khach san thé hién sy quan tim, than thién véi quy khach (EMPO5) 4,01 ,791 1 5
Khéch san tap trung ddp Gng yéu cu clia quy khach (EMP06) 3,74 ,800 2 5
Khéch san x{ 1y tinh hudng mot cdch thuin tién cho quy khdch (EMPO07) 3,74 742 1 5
Nhan vién c6 ki€n thic chuyén mon tdt, ddp ¢ng yéu ciu quy khdch (ASS08) 3,80 ,695 2 5
Nhan vién t3 ra lich sy, nha nhiin ddi véi quy khach (ASS09) 4,10 ;763 2 5
Quy khéch cdm tha’y an tim khi & tai khach san nay (ASS10) 4,07 ,807 2 5
Nhan vién c6 trang phuc gon gang, lich sy (TANI11) 3,93 ,835 1 5
Trang thiét bi khach san tuong xitng véi tiéu chudn sao ctia khach san (TAN12) 3,66 786 1 5
Cidch bd trf trang thi€t bi ctia khdch san ddp ng yéu ciu quy khdch (TAN13) 3,66 747 1 5
Khéch san tao dugc sy yén tinh cho khach nghi ngoi (TAN14) 3,79 177 1 5
Khu vyc sinh 18 tin thodng mdt, sach s& va tién 1¢i (TAN15) 3,97 ,820 2 5
Cic dich vu ctia khdch san dat tiéu chuén sao clia khach san (REL16) 3,61 794 1 5
Khdch san gidi quyét cong viéc nhanh gon, chuyén nghiép (REL17) 3,79 708 2 5
Khéch san gidi thich rd rang va thuyét phuc cdc van dé c6 lién quan (REL18) 3,75 767 2 5
Thic in, thitc udng tai khach san ddm bio an toan vé sinh thyc phAim (REL19) 3,95 126 2 5

Bang 3.3: Két qua thong ké mé ta chét luong dich vu.
3.7.2 Thang do su tin nhiém

Tuong tu nhu thang do chat luong dich vy, sy tin nhiém ddi vai dich vu
khach san cua cong ty cling chua that sy dugc khach hang danh giad cao (bang
3.4). Gia tri trung binh cta sy tin nhiém dugc khach hang danh giad tr 3,66
dén 4,20 (ciing trong khoang tir tam dugc dén dong v).

Bién c6 gié tri trung binh thap nhat 1a quy khach di ting biét dén khach
san ndy (TRU22), v6i gia tri trung binh 3,66. Nhu vay van dé uy tin cua
doanh nghiép trén thi trudng, van dé marketing, quang ba hinh anh cta hé

théng khach san cta cong ty chua tét 1am, nhiéu khach hang con chua biét.
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Bién co gia tri trung binh cao nhét 1a ban tin tudng chat lugng phuc vu

cua khach san (TRU23), v&i gia tri trung binh 4,20.

, Gia tri Gia tri
Céc bién cua thang do sy tin nhiém Trung D6 léch nhd 16n
binh cong chuéin nhit nhit
Khach san tinh gid hdp 1y (TRU20) 4,03 826 1 5
Khach san phuc vu t6t hon ban nghi (TRU21) 3,95 ,863 2 5
Quy khdch da tirng bi€t d@&€n khéch san nay (TRU22) 3,66 1,249 1 5
Ban tin tudng chit lugng phuc vu ctia khdch san (TRU23) 4,20 ,824 2 5

Bang 3.4: Két qua thong ké mé ta su tin nhiém
3.7.3 Thang do su hai long
Tuong ty nhu hai thang do trude, thang do mirc o hai long cling dugc

khach hang danh gid & mic chua that sy hoan toan hai long (bang 3.5), voi

gia tri trung binh thap nhat 1 3,88 va cao nhét 1 4,07 (trong khoang tam dugc
va hai long).

Gia

Céc bién cua thang do sy hai long Trung bo Gi4 tri tri

binh 1éch nhd 16n

cong chuin nhat nhat
Mitc do hai long chung clia quy khach vé chat lugng dich vu (SATO1) 3,89 ,801 2 5
Do ddp ttng clia khdch san d6i vdi yéu cdu clia khdch hang (SAT02) 3,88 ,804 2 5
Cung cdch phuc vu clia khach san (SATO03) 4,07 ,831 2 5

Bang 3.5: Két qua thong ké mo ta sy hai long

Bién co gia tri trung binh thap nhat 1 46 ddp Gng ctia khdch san d6i
v6i yéu ciu ctia khach hang (SAT02), véi gia tri trung binh 3,88. Piéu nay
cho thay su phan hoi, dap tmg cac yéu cu ctia khach hang chua kip thoi, can
phai dugc xem xét, cai tién.

Bién co gia tri trung binh cao nhét 1a cung cach phuc vu cia khach
san (SATO03), véi gia tri trung binh 4,07. Can cb géng phuc vu tbt hon nira

yéu cau cua khach hang, xay dung long tin, théng qua dé c6 thé quang ba
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hinh anh cta cong ty dén cac khach hang khac qua cac khach hang da sir dung

dich vu cua cong ty.
3.8 Danh gia thang do

Céc thang do dugc danh giad qua hai cong cu chinh: (1) phuong phap
phan tich nhan t6 kham pha EFA (Exploratory Factor Analysis) va (2) hé s
tin cay Cronbach Alpha.

Phan tich nhan td 12 mot nhém thu tuc duoc sir dung chu yéu dé thu
nho va tom tat cac dit liéu (k¥ thuat dé gidm baét dir ligu). Pay 1a mdt k§ thuat
phu thudc 1an nhau, trong do6 toan bd cac mbi lién hé phu thudc 1an nhau s&
duoc nghién ctru. Phan tich nhan t6 thuong dung trong qué trinh xay dung
thang do ludng cac khia canh khac nhau ctia khai niém nghién ctru, kiém tra

tinh don khia canh cua thang do luong.

Thuc hién kiém dinh bang Cronbach Alpha nham kiém chtng lai thang
do nhiéu chi bao nay dé c6 mot thang do tét cho timg nhan t6 dang nghién
ctru (do ludng mot tap hop cac muc hoi trong timg nhan t6 da duogc rit ra 6
su lién két v4i nhau hay khong). Hé sé tin cdy Cronbach Alpha 1a mot phép
kiém dinh thong ké vé muc d6 chit ché ma cac muc hoi trong thang do twong
quan voi nhau, nghia 1a né cho chung ta biét mot thang do nao d6 co phai 1a

thang do tot vé mot khia canh nao d6 hay khéng.

Pé tranh bo sot cac bién, trinh tu danh gia thang do nhu sau: trudc hét
dua tit ca 5 thanh ph?m cua thang do chit luong dich vu: d0 tin cay
(Reliability), d6 phan hodi (Responsiveness), su dam bao (Assurance), su cam
thong (Empathy) va phuong tién hitu hinh (Tangibles) véi 19 muc hoi (bién)
dua vao phan tich nhan t6 dé nhan dang cac nhan td. Sau khi phan tich nhan
td kham pha EFA véi 19 bién, cac nhan t6 d3 dugc nhan dién va thuc hién

viéc danh gia do tin cay cho tung nhan td bﬁng hé s tin cay Cronbach Alpha.
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Tuong ty nhu thang do chat luong dich vy, thang do su tin nhiém vai 4
muc hoi va sy hai long véi 3 muc hoi ciing duoc dua vao phan tich nhan t6
kham pha EFA va thyc hién viéc danh gid do tin cdy véi hé s6 Cronbach

Alpha.
3.8.1 Phan tich nhén t6

Phan tich nhan t6 duoc thuc hién véi 19 bién cua thang do chét luong
dich vu. Phan tich nhan t dugc xem 1a thich hop khi: gia tri hé s6 KMO
(Kaiser—-Meyer—Olkin) 16n hon 0,5, cic hé sb tai nhan t6 (Fator loading) nho
hon 0,5 bj loai, diém dung khi eigenvalue 16n hon 1 va téng phuong sai trich
16n hon 50% (Hoang Trong va Chu Nguyén Méng Ngoc, 2005). Phuong phéap
phéan tich duoc chon dé phan tich 13 Principal components voi phép xoay

varimax va cach tién hanh thuc hién nhu sau:

Phén tich t6 hop 19 bién quan sat, két qua thu dugc 1a (Phu luc 1): Hé
s6 KMO = 0,857, sig.= 0,000 trong kiém dinh Bartlett. Nhu vay cac bién co
tuong quan chit ché voi cling mot hay nhiéu nhan t6 va ma tran tuong quan
téng thé 1a mot ma tran don vi bi bac bo theo két qua kiém dinh Barlett, thoa
diéu kién ctia phan tich nhan td.

Nam nhan t6 dugc rat ra véi phuong sai trich 60,656% (giai thich dugc
60,656% bién thién cuia dit liéu), trong d6 hai bién RES03 va EMPO07 c6 hé s6
tai nhan t6 (Factor loading) nho hon 0,5 s& bi loai.

Tiép tuc phan tich lai nhan t6 v6i 17 bién (loai bién RES03 va EMP07),
ta c6 két qua (Phu lyc 2): Hé s KMO = 0,841, sig.= 0,000 trong kiém dinh
Bartlett. Nhu vay thoa diéu kién cua phan tich nhan t6. Bén nhan té duoc rat
ra vo1 phuong sai trich 57,479%.

Céc bién c6 gia tri chuyén tai nhan t6 ndm & hai nhan t6 khac nhau nhu

EMPO05 ¢ nhan t6 1, 2 va TAN11 ¢ nhén t6 2, 3, diéu d6 thé hién twong quan
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clia cac bién nay véi hai nhan t6 d6 chua that rd rang dut khoat. Sau khi thuc
hién xoay nhan t3, bién c6 hé s6 ¢ nhan té nao 16n chimg té nd c6 twong quan
cht yéu voi nhan t6 d6, vi thé, n6 thudc vé nhan t6 d6 (Hoang Trong va Chu
Nguyén Méong Ngoc, 2005). Bién EMPO05 thudc vé nhéan t6 1 va bién TAN11
thudc vé nhan t6 2. Sau khi thuc hién phép phan tich nhan t véi 17 bién nhu

trén, ta co 4 nhén t6 duoc rat ra:
+ Nhan t6 1 bao gdm 5 bién nhu sau:

Khéch hang dugc nhin vién dén ti€p ngay tir lic bude vao khach san (RESO1)

Khéch san luon sdn sang gitip d3 khdach hang (RES02)
Khach san thé hién su quan tam, than thi€n v6i quy khich (EMPO5)
Khéch san phan hdi nhanh c4c thong tin ma quy khach can (RES04)
Khich san gidi quyét cong viéc nhanh gon, chuyén nghiép (REL17)

+ Nhan t6 2 bao gdm 5 bién nhu sau:

Quy khich cdm thiy an tim khi & tai khdch san nay (ASS10)
Nhan vién t6 ra lich sy, nhd nhin ddi v6i quy khach (ASS09)
Khu vuc sdnh 1€ tin thodng m4t, sach sé& va tién 1gi (TAN15)
Nhén vién c6 trang phuc gon gang, lich su (TANI11)

Thic #n, thitc udng tai khach san ddm bao an toan vé sinh thuc phaim (REL19)

+ Nhan t6 3 bao gdm 3 bién nhu sau:

Trang thi€t bi khdch san tuong xing vdi ti€u chuin sao ctia khiach san (TAN12)
Céch b tri trang thi€t bi ca khdch san ddp ng yéu cdu quy khdch  (TAN13)
Céc dich vu cta khich san dat tiéu chuén sao ctia khach san (REL16)

+ Nhan t6 4 bao gom 4 bién nhu sau:

Nhan vién c6 ki€n thitc chuyén mon tot, ddp ng yéu cau quy khach (ASS08)
Khéch san tao dugc sy yén tinh cho khach nghi ngoi (TAN14)
Khdch san tip trung ddp ng yéu cau cla quy khach (EMPO06)

Khdch san gidi thich rd rang va thuyé&t phuc cdc van dé c6 lién quan (REL18)
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Tuong tu voi chat luong dich vy, su tin nhiém cling dugc dua vao phan
tich nhan t véi 4 bién cho thay (Phu luc 3): Hé s6 KMO = 0,657, sig.= 0,000
trong kiém dinh Bartlett. Nhu vay thoa diéu kién cua phan tich nhan td. Mot
nhan t6 duoc rit ra v6i phuong sai trich 51,342%, trong d6 bién TRU22 c6 hé

sb tai nhan t6 (Factor loading) nhé hon 0,5 s€ bi loai.

Tiép tuc phéan tich lai nhan tb su tin nhiém vo1 3 bién (loat bién
TRU22), ta co két qua (Phu luc 4): H¢ s6 KMO = 0,643, sig.= 0,000 trong
kiém dinh Bartlett va phuong sai trich 64,721%. Nhu vay théa diéu kién cua

phan tich nhan t6.

Nhaén t6 su tin nhiém (TRU) gdm 3 bién nhu sau:

Khach san phuc vu t6t hon ban nghi (TRU21)
Ban tin tudng chat lugng phuc vu cla khdch san (TRU23)
Khéch san tinh gid hgp ly (TRU20)

Ngoai ra, su hai 10ng ciing dugc phan tich nhan t6, két qua (Phu luc 5):
Hé s6 KMO = 0,751, sig.= 0,000 trong kiém dinh Bartlett. Nhu vay thoa diéu
kién cua phan tich nhan t6. Mot nhan t6 duoc rat ra véi phuong sai trich

82,470%. Nhu vay nhan t6 sy hai long (SAT) gém 3 bién nhu sau:

Miic d6 hai long chung clia quy khach vé chat lugng dich vu (SATO1)
Do d4p ng clia khach san d6i v6i yéu cdu clia khach hang  (SATO02)
Cung cdch phuc vu ctia khach san (SATO03)

3.8.2 Kiém dinh cac nhan t6 bang Cronbach Alpha

Sau khi thuc hién phép phan tich nhan td, cac nhéan té di duoc rut ra.
Thuce hién kiém dinh bang Cronbach Alpha cho ting nhéan t6 nham do luong
mot tap hop cac muc hdi trong tirng nhan td da duge rut ra co su lién két véi

nhau hay khong. Nhiéu nha nghién ciru dong y rang khi hé sé Cronbach
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Alpha tir 0,6 tro 1én 13 str dung duoc va cac bién co hé sd twong quan bién
tong (corrected Iterm — Total correlation) phai 16n hon 0,3 (Hoang Trong va

Chu Nguyén Mong Ngoc, 2005).

Cronbach Alpha ctia nhan t6 1 (Phu luc 6) ¢6 hé s 13 0,801, voi tt ca
5 bién déu c6 hé sé twong quan bién tong (Corrected Item-Total Correlation)

16n hon 0,3, dat yéu cau kiém dinh.

Hé s6 Cronbach Alpha cua cac nhan t6 khac con lai lan luot: nhan t6 2
14 0,731, véi 5 bién; nhan t6 3 12 0,724, v6i 3 bién; nhan t6 4 1a 0,648, véi 4
bién va tat ca cac bién trong cac nhan td néu trén déu c6 hé sd twong quan
bién tong 16n hon 0,3, dat yéu cau kiém dinh. Sau khi thuc hién phép phan
tich nhan t4 cho thang do chit luong dich vy, ta rat ra dugc 4 nhan td voi su
kiém dinh hé s6 Cronbach Alpha cho tirng nhén té dat yéu cau, dam bao diéu

kién dé dua vao mo hinh phan tich tiép theo.

Su tin nhiém ciling dugc dua vao kiém tra hé sd Cronbach Alpha. Két
qua, h¢ s6 Cronbach Alpha 1a 0,726 va 3 bién trong nhan td su tin nhiém déu
co hé sd tuong quan bién téng 16n hon 0,3, dat yéu cau kiém dinh, tiép tuc

dua vao mo hinh phan tich tiép theo.

Su hai long voi 3 bién duoc dua vao kiém tra hé s6 Cronbach Alpha,
két qua: hé s6 Cronbach Alpha = 0,894 va hé s céc bién tong rat cao déu 16n
hon 0,3, dat yéu cau dé tiép tuc dua vao phan tich tiép theo.

3.9 Piéu chinh mé hinh nghién ciru

Qua két qua phan tich trén diy cho thdy, 5 nhan t6 (thanh phan) ban
dau cua thang do chét luong dich vu sau khi thuc hién phan tich nhan td, 01
nhan to khong dat gid tri phan biét do 1a sy cam thong, bon nhan t§ dat gia tri

phan biét, dugc rut ra, do la:
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+ Nhan t6 1: d6 phan hoi (RES) voi 5 bién: Khach hang dudc nhin
vién doén ti€p ngay tir lic bude vao khach san (RESO1); Khdch san ludn
sdn sang gitip dd khdch hang (RES02); Khich san phdn hdi nhanh céc
thong tin ma quy khdch cin (RES04); Khich san thé hién sy quan tim,
than thién vdi quy khach (EMP05); Khach san gidi quyé&t cong viéc nhanh
gon, chuyén nghiép (REL17).

+ Nhan t6 2: sy dam bao (ASS) vo1 5 bién: Nhan vién td ra lich su,
nhd nhin ddi véi quy khdch (ASS09); Quy khdch cdm thdy an tAm khi & tai
khiach san nay (ASS10); Nhan vién c6 trang phuc gon gang, lich sy
(TAN11); Khu vuc sdnh 1& tdn thodng mat, sach s& va tién 1gi (TAN15);
Thic 4n, thiic udng tai khiach san ddm bdo an toan vé sinh thuc phim

(REL19).

+ Nhén t6 3: phuong tién hitu hinh (TAN) véi 3 bién: Trang thi€t bi
khdch san tuong xtng véi tiéu chudn sao ctia khach san (TAN12); C4ch bo
tri trang thiét bi clia khdch san ddp tng yéu cau quy khach (TAN13); Céc

dich vu cda khdch san dat tiéu chuin sao ctia khach san (REL16).

+ Nhan t6 4: do tin cdy (REL) v&i 4 bién: Khach san tip trung ddp
ing yéu cau cla quy khdch (EMP06); Nhan vién c6 kié€n thifc chuyén
mon tot, ddp ¥ng yéu cau quy khach (ASS08); Khich san tao dugc su yén
tinh cho khdch nghi ngoi (TAN14); Khéch san gidi thich rd rang va thuyét
phuc céc van dé cé lién quan (REL18).

Thang do chat lugng dich vu SERVQUAL khi 4p dung dé do luong

chat luong dich vu khach san cta cong ty co phﬁn du lich An Giang da co6 su
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thay ddi, diéu chinh nhat dinh vé noi dung. Nghia 1a, cac muc hoi khong con
nguyén nhu luc ban dau ma hau hét co su diéu chinh gitta cic nhan t6 voi
nhau dé hinh thanh nén 4 nhan t6 nhu di néu. Két qua nay cing cd thém két
luan cua Babakus and Boller (1992) and Cronun and Taylor (1992) 1a "nhiing
nhan té ciia chat luong dich vu c6 thé thay ddi tuy thudc vao nganh hay linh
vuc nghién ctru" (Bui Nguyén Hung va V6 Khanh Toan, 2005)

Nhan té su cam thong vé mit 1y thuyét c6 thé ton tai, nhung khi ap
dung vao phan tich tai cong ty c¢6 phan du lich An Giang khong dat dugc su
phan biét rd rang (c6 vé gan nhu gidng nhau), khong tré thanh mot nhan té
riéng biét nén bi loai khéi mo hinh.

Nhén t6 sy tin nhiém (TRU) sau khi phan tich nhan t6, mot thanh phan
duoc rat ra voi 3 bién: Khdch san tinh gid hgp ly (TRU20); Khach san phuc
vu tot hon ban nghi (TRU21); Ban tin tudng chit lugng phuc vu cia khach
san (TRU23).

Nhan té sy hai 1ong (SAT) sau khi phan tich nhan t6, mot thanh phan
duogc rat ra v6i 3 bién: Mdc do hai 1ong chung cla quy khdch vé chat lugng

dich vu (SATO1); D6 ddp ng ctia khdch san ddi v6i yéu cau cia khiach
hang (SATO02); Cung cich phuc vu cua khach san (SATO03).

Nhu vay, mo6 hinh nghién ctru ban dau qua két qua phan tich nhan t6
dugc diéu chinh lai nhu sau (hinh 3.2) véi cac gia thuyét cia mo hinh 1a:
H1: Gia ting d6 phan hoi s& lam ting mirc d hai 1ong.
H2: Gia tang sy dam bao s€ lam tang mirc 6 hai long.
H3: Gia tang phuong tién hiru hinh s€ lam tang mirc d0 hai long.

H4: Gia tang do tin cdy s€ lam tang murc d0 hai long.
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HS5: Gia tang su tin nhiém s€ lam tdng murc do hai long.

Do phan hoi
(Responsiveness)

Su dam bao
(Assurance)

Su hai long
(Satisfaction)

Phuong tién hitu hinh
(Tangibles)

Do tin cay
(Reliability)

Hinh 3.2: M6 hinh nghién ctru diéu chinh
3.10 Kiém dinh mé hinh nghién ciru su hai long
3.10.1 Phan tich twong quan (hé s6 Pearson)

Phén tich hdi quy da bién duoc thuc hién dé xem xét mdi quan hé gitra
céc bién doc 1ap d6 phan hoi, sy dam bao, phuong tié€n hitu hinh, dg tin cay va
su tin nhiém véi bién phu thudc su hai long trong m6 hinh nghién ctru. Trudce
khi tién hanh phan tich hoi quy tuyén tinh thi viéc xem xét mdi twong quan
tuyén tinh gitra bién doc 1ap véi bién phu thudc va giira cac bién doc 1ap voi
nhau 13 coéng viéc phai lam va hé s6 twong quan Pearson trong ma tran hé sb

tuong quan 13 pht hop dé xem xét mdi tuong quan nay.

Gié tri cua bién phu thudc va bién doc lap 1a nhitng nhan tb (factor

score) dugc SPSS tinh toan qua phén tich nhén td, 1a nhimg két hop tuyén tinh
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ctia cac bién quan sat trong thang do chit luong dich vu dd duoc chuan hoa.
Céc bién doc 1ap do phan hoi, su dam bao, phuong tién hitu hinh va d6 tin cay
khéng c6 tuong quan véi nhau (bang 3.6) do ching 13 cic nhan t6 dugc udc
luong qua qua trinh phan tich nhan t6 (Hoang Trong va Chu Nguyén Mong
Ngoc, 2005).

Riéng bién doc 12p sy tin nhiém, mac du la nhiing nhan tb (factor score)
dugc SPSS tinh toan qua phan tich nhan td, da dugc chuan hoa, nhung khong
phai nhan t6 duoc udc luong trong qua trinh phan tich nhan té cua thang do
chit luong dich vu nén co6 sy tuong quan nhét dinh v&i cac bién doc 1ap con
lai (cac nhan té cta thang do chét lugng dich vu) ctia mé hinh. Piéu niy can
phai duoc xem xét thém hién tuong da cong tuyén khi dua vao phan tich hoi

quy chung véi cac bién doc 1ap thudc nhan td chat luong dich vu.

D6 ohin hai Su ddm Phuong tién Do tin Su tin Su hai
P bdo hitu hinh cay nhiém long
Do phin hdi Hé s6 tuong quan 1
Miic y nghia (2
dudi)
Su ddm bio Hé s tuong quan ;000 1
Ml{C y nghia (2 1,000
dudi)
Phuong tién Hé sd tuong quan ,000 ,000 1
hitu hinh Miic ¥ hi. 2
e y nghta ( 1,000 1,000
dudi)
Do tin cy Hé 58 tuong quan ,000 ,000 ,000 1
M § nghia (2 1,000 1,000 1,000
dudi)
Sy tinnhiém | Hé s tuong quan 383 ,303%+ 275 230 1
Mite y nghta (2 ,000 000 ,000 002
dudi)
Sy hai long Hg s6 twong quan A5 202 258 238 ,672%% 1
Muc y nghta (2 1000 007 001 001 000
dudi)

** Tuong quan c6 y nghia 0.01 (2 dudi).

Bang 3.6: Ma trén hé sb twong quan
Bién phu thudc sy hai long véi timg bién doc 1ap (bang 4.4) c6 su
tuong quan v&i nhau, thé hién cu thé qua hé sé trong quan nhu sau: 6 phan

hdi (0,451), sy dam bao (0,202), phuong tién hiru hinh (0,258), do tin cay
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(0,238), su tin nhiém (0,672) duogc kiém dinh T (2 dudi) vé1 mac y nghia
théng ké 1%. So bo ta c6 thé két luan cac bién doc 1ap nay co thé dua vao mod

hinh dé giai thich bién phy thudc Sy hai 1ong.
3.10.2 Phén tich hoi quy

Thuc hién phan tich hdi quy da bién nham xem xét cy thé timg bién doc
lap: do phan hdi, sy dam bao, phuong ti¢n hitu hinh, d0 tin cay, su tin nhi¢m

tac dong dén sy hai 1ong (bién phu thudc) ctia khach hang nhu thé nao.
MBS hinh héi quy tuyén tinh da bién dién ta sy hai long 1a:
Su hai long = By + B; * sy tin nhiém + B, * d6 phan hoi + B; * sy dam béo
+ B4 * d6 tin cdy + Bs * phuong tién hiru hinh.
Vi Bl, B2, B3, B4, B5: 12 hé sb hoi quy riéng phﬁn.

Su tin nhiém, d0 phan hoi, sy dam bao, do tin cdy, phuong tién hitu hinh

13 cac bién doc lap va sy hai long 1 bién phu thudc.

Phén tich hdi quy dugc thuc hién bang phuong phap chon timg budc
(stepwise selection). Phuong phap hdi quy timg bude ctr 1an lugt thém mot
bién ddc 12p vao mo hinh, tirng budc mat. Bién doc 1ap c6 tuong quan thuan
hozc nghich 16n nhat voi bién phu thudc s& duge dua vao phuong trinh dau
tién. Néu bién nay khong thoa man diéu kién vao thi thi tuc nay s& cham dut
va khong c6 bién doc 1ap ndo trong mé hinh. Néu no théa tiéu chuan vao thi
bién doc lap tiép theo (thir hai) duoc dua vao, 1a bién giai thich nhiéu nhét
murc d6 thay ddi ctia bién phu thudc khi duoc két hop véi bién thir nhat. Va ct
tiép tuc nhu vay. Sau khi bién thtr nhat duge dua vao, may tinh s€ xem xét co
nén loai bo né ra khoi phuong trinh cin ctr vao tiéu chuan ra. Trong budc ké
tiép, cac bién khong & trong phuong trinh dugc xem xét dé dua vao. Sau mbi

budc, cac bién ¢ trong phuong trinh lai dugc xem xét dé€ loai trir ra. Cac bién
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dugc loai trir ra cho dén khi khong con bién nao thoa di€u ki¢n ra nita. Thu
tuc chon bién s€ cham dut khi khong con bién nao thoa ti€u chuan vao va ra

nita (Hoang Trong va Chu Nguyén Mdng Ngoc, 2005; Loan L&, 2000).

Két qua phan tich hdi quy bing Stepwise v&i tiéu chuin vao 1a

PIN=0,05 va tiéu chuan ra 1a POUT=0,10 cho thiy:

Bién doc 1ap su dam bdo khong dam béo tiéu chuan vao nén bi loai ra
khéi mo hinh nghién ctu. Bén bién doc 1ap con lai 1a d0 phan hoi, phuong
tién hiru hinh, d0 tin cdy va sy tin nhi¢m déu dat yéu cau, duoc dua vao mo
hinh dé xem xét.

Phuong trinh hdi quy da bién duoc phuong phap Stepwise udc luong
(bang 3.7) cho théy md hinh 4, vé&i cac bién doc 1ap su tin nhi¢m, do phan hoi,

do tin cdy va phuong tién hiru hinh 14 mé hinh phu hop nhat dé dién ta su hai

long.
Tém tit mo hinh(e)
M6 hinh
1 2 3 4
R ,672(a) ,704(b) ,712(c) ,721(d)
R Square 451 ,496 ,507 519
Adjusted R Square
,448 ,490 ,498 ,508
Std. Error of the Estimate
, 74280998 71439212 , 70827481 ,70137991
Change Statistics R Square
Change 451 ,044 ,011 ,012
F Change 142,351 15,037 3,984 4,379
df1 1 1 1 1
df2 173 172 171 170
Sig. F Change
,000 ,000 ,048 ,038

(a) Bi€n doc 1ap: Sy tin nhiém

(b) Bi€n doc 1ap: Sy tin nhiém, D6 phan hdi

(c) Bi&n doc lap: S tin nhiém, Po phin hdi, PO tin ciy

(d) Bi€n doc 1ap: Sy tin nhiém, Do phan hdi, P9 tin cdy, Phuong tién hitu hinh
(e) Bi€n phu thudc: Sy hai long

Béng 3.7: Tom tit mo hinh
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Hé s6 R* diéu chinh (Ajusted R spuare) = 0,508 (bang 3.7). Piéu nay
no6i 1én rang khoang 50,8% phuong sai su hai long duoc giai thich boi 4 bién

ddc lap trén, con lai 1a do céc bién khac tac dong.
Phuong trinh hdi quy t6t nhat vé sy hai long cta khach hang (bang 3.8):
Su hai long = 3,46E-016 + 0,515 * su tin nhiém + 0,254 * d6 phan hoi
+ 0,120 * d¢ tin cay + 0,117 * phuong ti€n hiru hinh

Két qua kiém dinh tri thong ké F, véi gia tri sig. = 0,000 cho thidy mo
hinh héi quy tuyén tinh bdi pht hop voi tap dir liéu, st dung duoc (Phu luc 7).

Gia tri sig. (bang 3.8) cua bién doc lap su tin nhi¢m, @6 phan hdi, d6 tin

cdy va phuong tién hitu hinh déu nhé hon 0,05, ¢6 ¥ nghia trong mé hinh.

Coefficients?

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 3.09E-016 .056 .000 1.000
Sy tin nhiém 672 .056 672 | 11.931 .000 1.000 1.000
Do phan hoi
Do tin cay
Phuong tién hiiu hinh
2 (Constant) 3.31E-016 .054 .000 1.000
Sy tin nhiém .585 .059 585 9.975 .000 .853 1.172
DO phan hoi 227 .059 227 3.878 .000 .853 1.172
Do tin cay
Phuong tién hiiu hinh
3 (Constant) 3.39E-016 .054 .000 1.000
Sy tin nhiém .555 .060 .555 9.247 .000 .800 1.249
DO phan hoi .239 .058 239 4.088 .000 .845 1.183
D tin cay A1 .055 A1 1.996 .048 .938 1.066
Phuong tién hiiu hinh
4 (Constant) 3.46E-016 .053 .000 1.000
Sy tin nhiém 515 .062 515 8.243 .000 725 1.380
Do phan hoi .254 .058 .254 4.359 .000 .832 1.202
Do tin cay 120 .055 120 2177 .031 .932 1.073
Phuong tién hiiu hinh 17 .056 17 2.092 .038 .906 1.104

a. Dependent Variable: Sy hai long

Bang 3.8: Hé s6 thong ké cua timng bién trong phwong trinh hdi quy
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Két qua kiém dinh mé hinh hdi quy (bang 3.8) cho thiy hién tuong da
cong tuyén khong xay ra vi hé sé phong dai phuong sai (Variance Inflation
Factor — VIF) clia cac bién trong mo hinh déu rét thap, tir 1,0 dén 1,38 nho
hon 10 (Hoang Trong va Chu Nguyén Mong Ngoc, 2005).

Kiém tra phuong sai ctia sai s6 khong thay doi c6 bi vi pham hay khong
bang kiém dinh twong quan hang Spearman, voi gia thuyét Ho 1a: Hé s twong
quan hang cia tong thé bang 0. Phuong trinh hdi quy c¢6 nhiéu bién giai thich
thi hé s6 twong quan hang c6 thé tinh gitra tri tuyét doi cua phan du véi timg
bién riéng.

Két qua kiém tra cho thiy (phu luc 8): gia trj sig. clia cac bién sy tin
nhiém, d6 phan hoi, d6 tin cdy va phuong tién hitu hinh véi gid tri tuyét d6i
ctia phan du lan luot 13 0,755, 0,856, 0,332 va 0,041. Diéu nay cho thdy ching
ta khong thé bac bo giai thiét Ho, nghia 1a phuong sai cta sai s6 khong thay
d6i. Nhu vdy, mo hinh hdi quy tuyén tinh xay dung néu trén c6 thé sir dung

duoc (Hoang Trong va Chu Nguyén Mong Ngoc, 2005).

Kiém tra d6 thi phan tan gitta phan du chuan hoa (Standardized
residual) va gid tri du doan chudn hoa (Standardized predicted value) cho thay
phan du phan tan ngiu nhién, khong tao thanh mot hinh dang nao cu thé (phu

luc 9). Nhur vay, lién hé tuyén tinh va phuong sai bang nhau dugc thoéa mén.

Kiém tra biéu d6 tan sé cta phan du (phu luc 10) cho thdy phan phdi
phan du x4p xi chuan (trung binh mean=0 va d6 léch chuan Std. Dev.=0,988
tirc gan bang 1). Do d0, ¢o thé két luan rang gia thiét phan phdi chuan khong
bi vi pham.

Nhu vy, phuong trinh hdi quy nhu d3 trinh bay 1a pht hop. Nhan t6 su
tin nhiém voi hé s6 hoi quy 0,515, 14 thanh phan c6 anh huéng 16n nhat dén

su hai long ctia khach hang. Cac nhan t6 sau ddy c6 mutrc d6 anh huong 16n ké
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tiép dén su hai 10ng cua khach hang lan luot 13 6 phan hoi véi hé sé hoi quy
13 0,254, d6 tin cay véi hé s6 hoi quy 1 0,120 va phuong tién hitu hinh véi hé
s6 hoi quy 14 0,117.

Nhén t6 sy dam bao bi loai ra khoi phwong trinh hdi quy khong co
nghia 12 bién nay khong gop phan lam cho khach hang hai long. Chung ta c6
thé hiéu rﬁng, ddi véi hé théng dich vu khach san cia cong ty cd phén du lich
An Giang, ndi dung ndy co ban d duoc khach hang chap nhan. Néu ching ta
dau tu vao cai thién ndi dung nay cé thé cling c6 su gia ting sy hai long cua
khach hang, nhung mutrc d6 cai thién s& khong 16n bang cac ndi dung khéc.
Thay vi thé, chiing ta can phai tap trung vao cai tién cac noi dung theo mirc do
quan trong lan lugt sau day: su tin nhi¢m, d§ phan hoi, d6 tin cdy va phuong
tién hiru hinh s& dat hiéu qua cao hon nhiéu.

3.10.3 Phan tich phuong sai (ANOVA)

Phan tich ANOVA mdt chiéu (One — Way ANOVA) duoc thuc hi¢n dé

tim hiéu sau hon vé su hai long giita cac nhom khéac nhau. Vi cac gia thuyét:
H6: Khong c6 su khac biét vé murc d6 hai long gitta cdc nhom tudi.
H7: Khong c6 su khac biét vé mirc do hai long giita cic nganh nghé.
H8: Khéng c6 su khac biét vé murc d6 hai long gitta cac qubc tich.
H9: Khéng c6 su khac biét vé murc d6 hai long gitta cac gidi tinh.
3.103.1  Giita cic nhém tudi

Gia tri sig. = 0,001 trong kiém dinh théng ké Levene (phu luc 11) c6
thé nodi phuong sai ctia su hai long gitta cac nhom tudi 14 khac nhau, bac bo
gia thuyét H6. Gia tri sig.=0,058 (bang phan tich phuong sai ANOVA nhém

tudi) co thé két luan rang c6 su khac biét c6 ¥ nghia thdng ké vé su hai long
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d6i voi cac nhom tudi khac nhau & mirc tin cdy cta phép kiém dinh 13 90%
(0,1).

Truong hop phuong sai giira cac d6i tuong can so sanh khac nhau, ta
thuc hién kiém dinh Tamhane’s T2 (Hoang Trong va Chu Nguyén Mong
Ngoc, 2005). Két qua kiém dinh (phu luc bang Post Hoc Tests - nhom tudi)
cho thiy xu huéng diém trung binh vé su hai long giam dan tir 4,2 & nhom
tudi tré tir 16-25 xudng con 3,7 & nhom tudi gia trén 60. C6 thé cang 16n tudi
cang kho tinh, danh gia muac hai long cang khat khe hon. Va su khac biét vé
d6 hai long chu yéu dién ra giita nhom tudi tré tir 16-25 véi nhom tudi gia trén
60 (sig.=0,039). Cac nhom tudi khac, khong cé sy khac biét co y nghia vé mit
théng ké (sig.> 0,1).

3.10.3.2  Giira cac nghé nghiép

Gia tri sig. = 0,154 trong kiém dinh théng ké Levence (phu luc 12) c6
thé néi phuong sai cua su hai long gitta cdc nhom tudi 1a bang nhau, chap

nhan gia thuyét H7.

Truong hop phuong sai giita cac ddi twong can so sanh bang nhau, ta
thue hién kiém dinh Dunnett (Hoang Trong va Chu Nguyén Mong Ngoc,
2005), voi nhom diéu khién (control category) ta chon nhém dau (first- 13
nhém cong chuc). Gid tr1 sig.=0,037 (bang phan tich phuong sai ANOVA
nghé nghiép) cho thay khong c6 su khac biét c6 ¥ nghia timg cap gitra nhom
cong chirc voi cac nhom nghé nghiép con lai ddi véi sy hai long vé chat luong

dich vy, & mutrc do tin cay 90% (0,1).
3.10.3.3  Giira cac qudc tich

Gia tri sig. = 0,023 trong kiém dinh thong ké Levence (phu luc 13) c6
thé noi phuong sai cta sy hai long gitta cac nhom tudi 1a khac nhau, bac bo

gia thuyét H8. Gia tri sig.=0,01 (bang phan tich phuong sai ANOVA quéc
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tich) c6 thé noi co su khac biét c6 y nghia théng ké vé su hai long d6i voi
quéc tich khac nhau, & mirc do tin cdy 90% (0,1). Ngudi nudc ngoai hai 1ong
hon ngudi Viét Nam. Piéu nay c6 thé do khach nudc ngoai dén An Giang
phan 16n khong phai 13 nhom khach hang sang trong. Voi nhitng diéu kién
phuc vu nhu hién tai, gid ca phai chang néu so vai nuée ho la hop ly, nén ho
hai long hon.

3.10.3.4 Gitra gioi tinh nam va nir

Gia trj sig. = 0,557 trong kiém dinh théng ké Levence (phu luc 14) c6
thé néi phuong sai cua su hai long gitra cdc nhom tudi 14 bang nhau, chap
nhan gia thuyét H9. Gia trj sig.=0,298 (bang phan tich phuong sai ANOVA
gidi tinh) co thé ndi rang khong c6 sy khac biét co ¥ nghia thong ké vé su hai

1ong d6i véi gidi tinh khac nhau, & mic do tin cay 90% (0,1).
3.10.4 Kiém dinh céc gia thuyét ciia mé hinh

Qua két qua phan tich hdi quy da bién cho thiy nhén t6 sy bao dam bj
loai ra khoi mo hinh. Céc nhan t6 su tin nhiém, d6 phan hoi, do tin cay va

phuong tién hitu hinh ¢6 moi quan hé véi sy hai long.

Nhu viy, cac gia thuyét cia mo hinh nghién cru H1, H3, H4 va H5
duoc chap nhan va H2 bi bac bo.

Cac gia thuyét dé so sanh sy khac nhau gitta cac doi tuong khi phan
tich phuong sai ANOVA cho thiy H7, H9 dugc chip nhan va F6, F8 bi bac
bo.

Nhu vay, sy hai long ctua khach hang duogc giai thich boi cac nhan t6 do
phan hoi, do tin cay, phuong tién hiru hinh va su tin nhiém. Cé su khéc nhau
vé sy hai 1ong gifta cdc nhom tudi, nhung chi khac nhau cé ¥ nghia gitta do

tudi tré tr 16-25 véi tudi gia trén 60 va giita cac qudc tich khac nhau.
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3.11 Tém tit

Viéc nghién ctru thuc hién qua hai budce nghién ctru dinh tinh va nghién
ctru dinh lugng. Nghién ctru dinh tinh dugc st dung dé kham pha, diéu chinh
va bo sung cac thang do cho phu hop véi ting loai hinh dich vu. Sau khi diéu
chinh, bo sung cac bién cau hoi, 19 muc hoi cta thang do chét lugng dich vu,
4 muc hoi cud thang do sy tin nhiém da dugc thiét 1ap san sang thuc hién
nghién ctru chinh thirc (dinh lugng) dé do ludng sy hai long ctia khach hang

vé chat luong dich vu vé1 3 muc hdéi.

Nghién ctru dinh luong duge thyc hién theo phuong phap 1dy mau phan
tang két hop v&i chon ngiu hién don gian, véi ¢d mau n=175 dé kiém dinh
cac thang do va md hinh 1y thuyét. Trong d6, nam 54,3%, nit 45,7%; cong
chuc 14,3%, kinh doanh 55,4%, gido vién 13,1%, nghé khac 17,1%; nguoi
Viét Nam 84%, ngudi nudc ngoai 16%; tudi tr 16-25 1a 11,4%, tir 26-40 1a
30,9%, 41-60 1a 26,3%, trén 60 tudi 1a 31,4%.

Dit liéu thu dugc, duge xir Iy bang phan mém SPSS 13.0, qua cic phan

tich dé dua ra két qua nghién ciru.

Thuc hién théng ké mo ta bang phan mém SPSS 13.0 cho thay khach
hang chua that sy hoan toan hai long vé chat luong dich vu cta cong ty cd
phan du lich An Giang. Piéu ndy ciing c6 nghia 13 ¢ nhitng khia canh cu thé
nao dé khach hang van con phan nan vé chét lugng dich vu khach san do

cong ty cung cép.

Qua danh gid céac thang do voi1 hai cong cu chinh dugc st dung do 1a
phan tich nhan t6 kham pha EFA va kiém dinh v6i hé s6 Cronbach Alpha, 4
nhan t6 dugc rat ra tir thang do chat luong dich vu va 01 nhan td su tin nhiém
dé dua vao md hinh nghién ctru su hai long bang phan tich hdi quy, trong d6

bién phu thudc 1a su hai long va cac bién doc 1ap la: su tin nhi€ém, do phan
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hdi, sy dam bao, do tin cdy va phuong tién hitu hinh. Két qua, nhan t6 su dam
bao bi loai khoi mo hinh nghién ctru.

Thyuc hién kiém dinh hé sb tuong quan Pearson, kiém dinh phuong
trinh hdi quy da bién cho cac nhan t6 vira rat ra tir phan tich nhan té ta c6 mo
hinh sy hai 10ng cta hach hang vé chat luong dich vu khach san cua cong ty
¢6 phan du lich An Giang dyoc dién ta nhu sau:

Su hai long = 3,46E-016 + 0,515 * sy tin nhiém + 0,254 * d6 phan hdi

+ 0,120 * d¢ tin cay + 0,117 * phuong ti€n hitu hinh
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CHUONG 4

VE PINH HUONG GIAI PHAP NANG CAO CHAT LUQNG DICH VU
KHACH SAN CUA CONG TY CO PHAN DU LICH AN GIANG

Qua phan tich nhén td, phan tich hdi quy da bién chung ta d nhan dién
duoc cac nhan td chinh va mac d6 anh hudng cua cac nhan td d6 dén su hai
long cua khach hang.

Qua phan tich phuong sai ANOVA mét chiéu (One — Way ANOVA)
ching ta nhan dién dugc su khac nhau c6 y nghia trong viéc danh gia su hai
long vé chat luong dich vu ctia cac nhom khach hang (nhom tudi va quéc

tich).

Trén co s& nhan dién dugc cac nhan td anh hudéng dén sy hai long cua
khach hang va phat hién duoc su khac biét c6 y nghia vé mat thong ké d6i voi
ting nhom khach hang trong viéc danh gia su hai long vé chat luong dich vu
cong ty can tip trung cai tién cic ndi dung theo thr t vu tién (mtc d6 anh
huéng quan trong) cta ting nhan t6 dén su hai long cua khach hang; chu ¥
dén sy khac biét cua tirg nhom khach hang trong qua trinh phuc vu dé c6 thé
mang lai hi¢u qua cao nhat (trong diéu kién nguén lyc bi gidi han) vé viéc
nang cao chat luong dich vu, ngdy cang lam cho khach hang hai long hon vé
chét luong dich vu do cong ty minh cung cap.

Cong viéc ndy can phai dugc cong ty quan tam thuc hién thuong xuyén
nham tao uy tin, gdy dung thuong hiéu, ning cao kha ning canh tranh trén thi
truong trong diéu kién canh tranh ngay cang gay gat trong thi trudng dich vu.

Céc dé xuét cai tién dé nang cao chat lugng dich vu khach san cta cong

ty ¢o phan du lich An Giang 1a:
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4.1 Vé sy tin nhiém

Su tin nhiém 1a nhan t6 c6 mic d0 anh hudng quan trong nhat dén su

hai long cua khach hang vé chat luong dich vu khach san, véi hé s6 hoi quy

riéng phﬁn la 0,515, bao gém cac ndi dung cu thé sau: Khach san tinh gid

hop 1y (TRU20); Khich san phuc vu t6t hon ban nghi (TRU21); Ban tin

tudng chi't lugng phuc vu clia khdch san (TRU23).

Cac dé xuat cadi tién co the la:

Ma bién

Thanh phan su tin nhiém

Cac de xuat cai tién

TRU20

Khéch san tinh gid hgp ly

- V61 ap luc canh tranh ngay cang
tdng co thé xem xét thuc hién
khuyén mai, giam gia mot s6 dich
VUL

- Xac dinh gia theo tour du lich.

- Xac dinh gia theo mua vu...

TRU21

Khéch san phuc vu t6t hon

ban nghi

- Cac dich vu da quang cao, gioi
thiéu dén khach hang phai dugc
thuc hién dang ngay tu dau, tao su

tin tuéng noi khach hang.

- Su nhiét tinh, tan tdm phuc vu
khach hang phdi dugoc cac nhan
vién trong toan hé thdng khach san
nam bét dé thuc hién cho tot ngay

tor dau.
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TRU23

Ban tin tudng chit lugng

phuc vu ctia khiach san

Céc khau phuc vu phai duoc kiém
tra, nhic nhd va chan chinh thudng
xuyén nham han ché tdi da nhing
so sudt, lam cho khach hang thuc
su hai long, tir d6 co thé lan truyén,
thu hut thém céac khach hang khac
chinh tir s6 khach hang di timg sir
dung dich vu cua hé théng khach

san cua cOng ty.

4.2 Vé d6 phan hoi

Pay 1a nhan t6 ¢6 mic d6 anh hudng quan trong thir hai dén sy hai long

ctia khach hang vé chat luong dich vu khach san, véi hé sé hdi quy riéng phan

la 0,254, bao gém cac ndi dung cu thé sau: Khich hang dudc nhan vién dén

ti€p ngay tr lic budc vao khiach san (RESO1); Khich san ludn sin sang

gitp d& khdch hang (RES02); Khich san phdn hdi nhanh céc thong tin ma

quy khdch cin (RES04); Khich san thé hién su quan tim, thin thién vdi

quy khiach (EMPO05); Khich san gidi quyét cong viéc nhanh gon, chuyén

nghiép (REL17).

Cac dé xuat cai tién co theé la:

Ma bién

Thanh phan d9 phan hoi

Cac deé xuat cai tien

RESO1

Khiach hang dudgc nhéan
vién dén ti€p ngay tir lic

budc vao khach san

Bo phén 12 tan cua hé thong khach
san phai ludn sin sang tiép don va
huéng dan tin tinh ngay tur lic

khiach hang budc chan vao khach
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san, bat ké thoi gian d6 1a ban ngay
hay dém khuya (vi khach hang tu

xa m&i dén rat can sy ho trg nay).

RES02

Khdch san lu6n sin sang

gitp dd khach hang

Lanh dao va nhéan vién phuc vu cua
hé théng khach san phai luon sin
sang giap do khach hang khi ¢6 yéu

cau.

RES04

Khach san phdn hdi nhanh
cic thong tin ma quy

khédch can

C6 thé to chirc bd phan hd tro cho
khach hang trong viéc tim kiém
nhanh chong cac thong tin c6 lién
quan khi cin thiét, nhu: thong tin
vé 1& hoi Via ba Chua Xu, cic
thong tin vé su kién sép dién ra tai
dia phuong cling nhu cac thong tin
¢ lién quan dén viéc thué mudn
cac dich vu vui choi khac ma khach

hang can....

EMPO5

Khiach san thé hién su
quan tam, than thi€n vd&i

quy khach

- Lanh dao va nhan vién khach san
can thé hién su quan tdm, cham soc

khach hang thuong xuyén hon nira.

- Nhan vién phuc vu trong hé thong
khach san phai to ra niém nd, than
thién voi khach hang ngay tur khi
khach hang moi dén va ca trong

sudt qua trinh phuc vu.
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- Can phai c6 thai do ton trong

khach hang ctia nhan vién phuc vu.

REL17

Khéch san gidi quy€t cong
viéc nhanh gon, chuyén

nghiép

- Céc thu tyuc nhan phong, tra phong
tai cac quiy 1 tin cung nhitng noi
dung khac co lién quan dén thu tuc
can phai cai tién hon nita, chuyén
nghiép hon nita dé dap ung yéu cau
vé thoi gian.

- Truong hop cé sb luong khach
16n, dén lam thi tuc mot luc tai
quay 1& tan thi can ting cuong nhan
vién lam thu tuc, huéng dan khach,
dam bdo thoi gian cho khach,
khong phai cho doi 1au.

- Céc hoat dong cua nhan vién phuc
vu trong tat ca cac khau trong quy
trinh phuc vu cua khach san phai
duoc huin luyén, ddo tao mot cach
chuyén nghiép dé dap Gmg yéu cau

cong viéc.

4.3 Védo tin cay

Nhan té nay c6 mirc anh hudng quan trong thir ba dén su hai long cua

khach hang vé chat lugng dich vu khach san, v&i hé sé hdi quy riéng phan 13

0,120, bao gém cac ndi dung cy thé sau: Khidch san tip trung ddp dng yéu
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cau clia quy khach (EMP06); Nhan vién c6 ki€n thitc chuyén mon tot, dap

ing yéu cau quy khach (ASS08); Khich san tao dugc sy yén tinh cho

khach nghi ngoi (TAN14); Khdch san gidi thich rd rang va thuy€&t phuc céc

van dé c6 lién quan (REL18).

Cac de xuat cai tien co theé la:

Ma bién

Thanh phin d tin ciy

Cac deé xuat cai tien

EMPO6

Khach san tip trung dap
tng yéu cau cda quy

khach

Khach san can quan tdim dap tng
tt hon nita yéu cdu cta khach
hang, cha y chan chinh tac phong
phuc vu ctua nhan vién ban, phong,
dic biét 1a khic phuc sy cham tré

trong phuc vu ban.

ASS08

Nhan vién cé ki€n thic
chuyén mon tdt, ddp ng

yéu cau quy khdch

Quan tam dao tao, huén luyén
thuong xuyén vé mit nghiép vu
chuyén moén cho nhan vién khach
san dé co thé dap ung yéu cau phuc
vu nhanh, gon, chinh x4c mang tinh

chuyén nghiép cao.

TAN14

Khiach san tao dudc su
yén tinh cho khdach nghi

ngoi

Can c6 giai phap khic phuc tiéng
on tdt hon nita ddi voi cac hoat
dong karaoke, tiéng On tir cac budi
tiéc ¢ lau 2 va tiéng on vao budi
sang & lau 6 (khach san Pong

Xuyén)
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RELIS

Khdch san gidi thich ro
rang va thuyé&t phuc céc

van dé co6 li€én quan

Khi ¢ nhing van dé phét sinh lam
khach hang khong hai 1ong can phai
ctr nhan vién co trach hiém dé giai
thich rd rang, thuyét phuc timg van
dé véi thai do cau thi, ton trong

khach.

4.4 Vé phwong tién hiru hinh

Phuong tién hiru hinh 13 nhan t6 c6 mic d6 anh huéng quan trong thir

tu dén sy hai long ctua khach hang vé chat lugng dich vu khach san, véi h¢ so6

hdi quy riéng phan 13 0,117, bao gém céac ndi dung cu thé sau: Trang thiét bi

khach san tuong xing véi ti€u chuén sao cia khach san (TAN12); C4ch bd

tri trang thi€t bi ctia khdch san ddp ng yéu cau quy khidch (TAN13); Cic

dich vu ctia khdch san dat tiéu chuin sao ctia khiach san (REL16).

Cac de xuat cai tién co the la:

tuong xding vdi tiéu chuin

sao cua khéach san

Ma bién | Thanh phan phuong tién Ciac dé xuat cai tién
hiru hinh
TANI12 | Trang thiét bi khdch san |- Trang thiét bi can phai duoc xem

xét, nang cip, thay thé moi dé dam
béo tiéu chuan sao khach san.

- Thay ma1 cac bong den lu mo, hu
hong dé dam bao 4nh sang.

- Hé théng nudc may bi nghet, chay

yéu phai duoc stra chira kip thoi.
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- Cac may tinh phuc vu khéach hang

phai xem x¢&t, trang bi lai.

- Kem danh rang va ban chdy danh
rang phai day du cho cac phong (va
duoc thay thé, bd sung kip thoi).

- Chinh stra hodc bo sung hé thong
lanh cho thang may (khach san
Dong Xuyén).

- Stra chita cidc hong hoc trong
phong tim va bdn rira mit, bd tri
thang mdy cho khach san Long
Xuyén,...

TAN13

Cé4ch bd tri trang thiét bi
cia khach san ddp wng

yéu cau quy khdch

Viéc bd tri cac trang thiét bi trong
phong khach san ciing can phai
duoc luu thm nhim tao cam giac
thodi mai, thu gian cho khach hang,
tao thuan tién cho khach khi sinh
hoat.

RELI16

Céc dich vu cta khdch san
A /()
dat tiéu chuin sao cua

khach san

- Céc dich vu cua khach san phai
dugc chu y cai tién, nang cap dé

tuong xtrng voi sao cuia khach san.

- Cung cap cac dich vu internet toc
dQ cao, internet khong day.

- B6 tri cac dich vu vui choi giai tri

khu vuc Khach san Bén da.




=75 -

- Cung cép dich vy truyén hinh cap
v6i nhiéu kénh lua chon, trong do
c6 kénh tiéng Anh cho ngudi nudc

ngoai,...

4.5 Vé nhoém tudi va quoc tich

Bén canh cac dé xuat nhu di néu trén dé gitp cong ty cai tién ndi dung
cua tung nhan t6 nham nang cao chat luong dich vu khéch san thi su khéac biét
trong vi¢c cam nhan, danh gia sy hai long vé chat luong dich vu khach san
cta timg nhom khach hang ciing can phai duoc cong ty quan tdm trong qua

trinh phuc vu.

Nhom tudi khac nhau c¢6 sy nhin nhan khach nhau vé chat luong dich
vu va su hai long. Tuy nhién, chi nhom tudi tré tir 16-25 va nhom tudi gia trén
60 tudi 1a co sy khac biét c6 y nghia vé mit théng ké, theo xu huéng cang 16n
tudi, do khé tinh nén sy danh gia vé chat luong dich vu cang khat khe. Cong
ty cn phai chil ¥ ¢ khia canh nay dé c6 thé dap ung t6t hon yéu cau cia timg
nhom khach hang. Pam bao khong gian yén tinh, giam thiéu toi da tiéng on
d6i v6i khach hang 16n tudi (trén 60) va nguoc lai ting cudng cac dich vu
internet, phuong ti€n lam viéc, dich vu giai tri, phong tap thé duc,... cho

nhom khach hang tré tir 16-25 tudi.

Nhom quéc tich khac nhau ciling c6 sy khac biét vé danh gia chat lugng
dich vu. Cu thé, nhom khach hang nudc ngoai danh gia su hai long vé chét
luong dich vu cao hon nhém khach hang trong nudc trong diéu kién su phuc
vu nhu nhau. Nhu vy, trong qua trinh cung cap dich vu cho khach hang cua
minh cac khach san cta cong ty can luu tAm hon vé qudc tich ctia khach hang

dé co thé dap tmg tot hon yéu cau cta khach hang.
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TAt nhién, dé nang cao chit lugng dich vu khach san cua cong ty ¢
phan du lich An Giang trong thdi gian t6i cong ty khong chi bo gon va ding
lai v6i nhitng ndi dung dé xuat néu trén. Nhung véi két qua nghién ctu di chi
ra cho théy nhirng nd1 dung néu trén néu dugc cai tién sé c6 tac dong manh va
mang lai hiéu qua tot nhat trong viéc lam ting su hai 1ong cta khach hang vé
chét luong dich vu do cong ty ¢d phan du lich An Giang cung cap (trong diéu
kién nguén luc ¢6 han).

Cac noi dung khac chua dé cap dén, lién quan dén danh gia sy hai long
cua khach hang vé chit luong dich vy khach san thugc nhan td su dam bao
nhu: Quy khdch cdm thdy an tAm khi & tai khdch san nay; Nhan vién td ra
lich sy, nha nhin d6i v6i quy khdch; Khu vuc sdnh 1€ tin thodng m4t, sach
s€ va tién 1gi; Nhan vién c6 trang phuc gon gang, lich su; Thitc dn, thic
udng tai khach san ddm bdo an toan vé sinh thuc phdm ciing can phai dugc
cong ty quan tdm cai tién. Tuy nhién, trong hién tai cac ndi dung ndy co ban
dugc khach hang chap nhan. Diéu nay ciing co nghia 14 néu cong ty tap trung
cai tién cac ndi dung thudc nhan t sy bao dam ndy cling c6 thé s& 1am ting su
hai long cua khach hang, nhung thay vi thé cong ty nén danh ngudn luc dé tap
trung cai tién cac ndi dung nhu da dé xuét trén day sé dat hiéu qua hon nhiéu.

Céc ndi dung thudc nhan t6 sy bao dam nay trude mét nén duy tri chét
luong & mirc hién c6, néu diéu kién cho phép thi cong ty s& xem xét thuc hién

dong bd cung voi cac ndi1 dung khéc.
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KET LUAN

Pé tai nghién ctu nay s dung thang do chat luong dich vu
SERVQUAL cua Parasuraman et al. va thang do sy tin nhiém cua Guido
Mollering dé do ludng sy hai 1ong cia khach hang vé chat luong dich vu
khach san. Qua d6 ciing gop phan kham pha, diéu chinh va bb sung cac thang
do, kiém chung cac két luan cua cac nha nghién ciru trudc ddy vé cac thang
do chat luong dich vy ddi voi linh vue va don vi cu thé 13 dich vu khéach san

ctia cong ty ¢6 phan du lich An Giang.
Qua két qua phan tich ¢ cac chuong trén day cho thdy muc tiéu nghién

ctru cua dé tai nay da duoc giai quyét:
e Danh gid muc do hai long cia khach hang ddi vai dich vu khach san

ctia cong ty c6 phan du lich An Giang.

e Xac dinh cac nhén t6 anh huéng dén sy hai long cua khach hang vé

chét luong dich vu khach san cta cong ty c6 phan du lich An Giang.

e D& xuit mot sb dinh hudng giai phap dé nang cao chét lugng dich vu

khach san cta cong ty co phan du lich An Giang trong thoi gian t6i.
Vé thong ké mé ta

Két qua phan tich théng ké mo ta & phan trén cho thiy khach hang ciing
chua that sy hoan toan hai 10ng vé chat luong dich vu ctia cong ty cd phan du
lich An Giang. Mot vai chi tiéu ciing dugc khach hang danh gia & mirc rat hai
long. Tuy nhién, dé c6 dugc hinh anh tot dep, dang tin cay hon nita trong long
khach hang thi chat luong cac dich vu khach san ciia cong ty khong nén chi

dung & muc hién tai ma can phai no lyc nang cao hon nita nang lyc phuc vu
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moi hy vong ngay cang nhan dugc su ung ho tir phia khach hang nhiéu hon,

c6 thé tao dung uy tin, thwong hi€u, nang cao strc canh tranh trén thi truong.
Vé cac thang do

Két qua kiém dinh thang do cho thdy nim thanh phan cta thang do chat
luong dich vu ban dau 1a: d6 tin cay, do phan hoi, sy dam bao, sy cam thong
va phuong tién hiru hinh khi 4p dung dé do luong sy hai long cta khach hang
vé chat lugng dich vu khach san cta cong ty c6 phan du lich An Giang chi dat
dugc su phan biét c6 y nghia ¢ 4 thanh phﬁn: do tin cay, do phan hoi, sy dam

bao, va phuong tién hiru hinh.

Thanh phﬁn su cam thong khong dat duoc su phan biét. Nhu vay, vé
mit 1y thuyét 5 thanh phan (khai niém) c6 su phan biét, nhung trong linh vuc
dich vu khach san & mot doanh nghiép cap tinh nhu An Giang, thi cac khai
niém nay c6 vé nhu gan gidng nhau nén han ché phan nao trong viéc phan
biét cac khai niém.

Thang do su tin nhi€m, sy hai long cling duoc khéng dinh, dat duoc su
phan biét r0 rang.

Vé mé hinh ly thuyét

Két qua mo hinh 1y thuyét cho mot s két ludn: C6 4 thanh phan gop
phan giai thich cho sy hai long khach hang, trong d6 c6 ba thanh phan cia
thang do chat lugng dich vu va mét ctia thang do sy tin nhi¢m véi nhitng ndi

dung cy thé cua timg thanh phan nhu sau:

Sy tin nhiém (TRU) gdm 3 bién nhu sau:

Tén céc bién Mi bién
Khdach san tinh gid hgp 1y (TRU20)
Khich san phuc vu t6t hon ban nghi (TRU21)
Ban tin tudng chit lugng phuc vu ctia khich san (TRU23)
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D6 phan hdi (RES) bao gdm 5 bién nhu sau:

Tén céc bién M3 bién
Khéch hang dudc nhin vién dén ti€p ngay tir lic budc vao khich san (RESO1)
Khéch san ludn sidn sang gitip d3 khdch hang (RES02)
Khdch san phdn hdi nhanh cdc thong tin ma quy khdch cin (RES04)
Khdch san thé hién sy quan tdm, thin thién v6i quy khach (EMPO5)
Khich san gidi quyét cong viéc nhanh gon, chuyén nghiép (REL17)
Do tin cay (REL) bao gdm 4 bién nhu sau:
Tén céc bién Mi bién
Khdch san tip trung d4p ng yéu cau clia quy khach (EMPO06)
Nhan vién c6 ki€n thitc chuyén mon tot, ddp ng yéu cau quy khach (ASS08)
Khach san tao dugc su yén tinh cho khach nghi ngoi (TAN14)
Khdch san gidi thich ré rang va thuyé&t phuc cdc van dé c6 lién quan (REL18)
Phuong tién hitu hinh (TAN) bao gdm 3 bién nhu sau:
Tén céc bién Mi bién
Trang thi€t bi khdch san tuong xtng vé6i tiéu chuin sao clia khach san | (TANI12)
Céch bd tri trang thi€t bi clia khdch san ddp tng yéu ciu quy khich (TAN13)
Céc dich vu cda khdch san dat tiéu chuéin sao ctia khach san (REL16)

Noi dung cua timg nhan t6 it nhiéu ciing thay d6i so voi mé hinh du
kién ban dau. Mtrc d6 giai thich cua cac thanh phan ciing di dugc két luan 1a
khac nhau, trong d6 thanh phan sy tin nhiém (TRU) ¢6 anh hudng nhiéu nhét
dén sy hai 10ng, ké dén 1a do phan hoi (RES), d6 tin cay (REL) va phuong
tién hiru hinh (TAN).

Thanh phén su dam bdo bi loai ra khoi mo hinh khong c6 nghia 1a no
khong gop phan giai thich su hai 1ong, ma ndi dung nay co ban da duoc khach

hang chap nhan.
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Diéu nay ciing phi hop voi két luan cia cac nha nghién ctu trude day.
Két qua nghién ctru gop phan thém vao viéc khang dinh cac nhan dinh cia
cac nha nghién ciru trude d6 1a: cac thanh phan chat luong dich vy khong on
dinh, tuy thudc vao linh vuc nghién ctru; cac nganh dich vu khac nhau cé
nhirng dac diém khéac nhau nén viéc hiéu chinh mot sé khai niém trong cac
thang do cho phi hop véi timg nganh, timg thi truong nghién ctru 14 can thiét;
cac thanh phan cta chat luong dich vu c6 mirc do giai thich khac nhau ddi véi
hai 10ng khach hang ciing nhu hai long khach hang duogc giai thich bsi nhiéu

yéu t6 khac nhau ngoai chit luong dich vu.

Két qua phan tich phuong sai ANOVA chua cho thay co6 sy khic biét
c6 ¥ nghia giita nhom nghé nghiép va gidi tinh khac nhau d6i véi sy hai 1ong
vé chat luong dich vu. Nhung gitta nhom tudi tré tir 16-25 va nhom tudi gia
trén 60 va gitta cac qudc tich khac nhau c6 su khac biét c6 ¥ nghia trong viéc
cam nhan su hai 10ng vé chét luong dich vu khach san cong ty can phai cha ¥

trong qud trinh phuc vu khach hang.

Nhén t6 sy tin nhiém d3 dop gop vao mo hinh nghién ciru, trong d6 gia
ca 13 yéu t6 rat nhay cam voi khach hang va c6 anh huéng déang ké vao sy hai
1ong khach hang. Piéu nay goi cho cong ty trong viéc xdy dung cac chuong
trinh ¢6 lién quan dén gia, nén nghién ctru k¥ cang, than trong trudc khi thuc
hién.

Mo hinh ciing chi ra rang dé tao sy hai long cho khach hang, trong giai
doan hién nay cong ty nén tap trung ngudn luc vao dé cai thién cac thanh
phan theo thtr tu vu tién 1an luot 13 su tin nhiém (TRU), do phan hdi (RES),
d6 tin cay (REL), phuong tién hiru hinh (TAN) v6i nhitng ndi dung cu thé da
dé nghi s€ c6 tac dung manh mé trong viéc cai thi¢n chat lugng dich vu cua

minh.
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Cic han ché, hwéng nghién ciru tiép theo

Cung v&i nhitng dong gép da néu & phan trén, dé tai ndy con mot sd
han ché nhét dinh: Nghién ctru chi dugc thuc hién véi cac khach hang sur
dung dich vu khach san cia cong ty cd phén du lich An Giang tap trung trong
khoang thoi gian mot thang (thang 9/2006). Piéu nay cho thdy kha ning tong

quat cua dé tai nghién ctru chua cao.

Pé xdy dung thang do sy hai long khach hang vé chat luong dich vu
khach san mang tinh tong quat hon, c6 thé dung chung cho dich vu khach san
trén pham vi rong (tinh An Giang, khu vuc dong bang séng Ctru Long hodc ca
nudc) can phai ¢6 nhirng nghién ctru 1ap lai voi doi tuong rong hon, thoi gian

khao sat rai déu cac thang trong nam.

Trong khodng thoi gian han hep va kinh phi thuc hién c6 han, nghién
ctru chi moi khao sat anh hudng cua chét luong dich vu va su tin nhiém dén
su hai 10ng cua khach hang, c6 thé con nhiéu yéu t khac tac dong dén sy hai
long ctia khach hang ma md hinh chua dé cap dén (trong phuong trinh hoi
quy di dé cdp) nhu chwong trinh chim séc khach hang (hau mai), khuyén
mai, dac tinh san phém, dic diém ca nhan,... ma ching t61 chua nghién ctru.
Pay ciing 1a hudng goi y nghién ctu tiép theo. Nhung véi su tin tudng, két
qua nghién ctru trong ludn vin ndy s& 1am nén tang cho cac cong trinh nghién

ctru tiép theo co lién quan./.
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PHU LUC

PHIEU THAM DO Y KIEN KHACH HANG

Kinh chao quy khach!

Cong ty ¢b phan du lich An Giang dang tién hanh cudc thim do y kién khach hang vé chat lugng
dich vu ciia hé thng khach san tryc thudc cong ty. Y kién ciia quy khach hang s& gitp cong ty
chung t6i cai tién chat luong dich vu, phuc vu quy khach ngay cang tét hon. Trong cudc tham do y
kién nay, khong c6 cau tra 15i nao 1 ding hay 1a sai, moi lva chon ciia quy khach déu rét hitu ich

doi véi chung t61, hy vong dugce sy giap do tir phia khach hang.

Xin quy khach vui long cho biét mirc d6 hai long ciia minh ddi voi cac ndi dung duoi day bang
cach khoanh tron mét con sé (theo ting nodi dung) ma theo quy khach d6 1a su lya chon tot nhit caa

minh, theo quy udc:

1.

Cau 1: Chat luwong dich vu ctia khach san:

Hoan toan

Hoan toan khong dong ¥, 2. Khong dong ¥, 3. Tam duoc, 4. Dong v, 5. Hoan toan dong y.

Hoan toan

khéong dong y ———»ddng y

1 | Khach hang dwoc nhan vién don tiép ngay tir liic budc vao khach san 1] 213)4]5
2 | Khéach san ludn sin sang gitip d& khach hang 1213 4]5
3 | Thu tuc tai quéy 1¢ tan dugc thuc hién nhanh chong 1{2]3[4]5
4 | Khach san phan hoi nhanh cac thong tin ma quy khach can 11213145
5 | Khach san thé hién sy quan tdm, than thién voi quy khach 1{2])13[4]5
6 | Khach san tap trung dép tig yéu cau cia quy khach 1123145
7 | Khach san xir Iy tinh hudng mét cach thudn tién cho quy khach 1] 2[3)4]5
8 | Nhan vién c6 kién thirc chuyén mon t6t, dép Gmg yéu cau quy khach 1] 213)4]5
9 | Nhan vién t6 ra lich su, nha nhan ddi voi quy khach 12345
10 | Quy khéch cam thiy an tm khi & tai khach san nay 123 4]5
11 | Nhéan vién c6 trang phuc gon gang, lich sy 123 4]5
12 | Trang thiét bi khach san tuong ximg véi tiéu chuan sao ciiakhachsan | 1| 2| 3|4 | 5
13 | Céch b tri trang thiét bi ctia khach san dap mg yéu cau quy khach 1123145
14 | Khach san tao dugc sy yén tinh cho khach nghi ngoi 1[{2])3[4]5
15 | Khu vyc sanh 18 tin thoang mét, sach s& va tién loi 12345
16 | Cac dich vu cua khach san dat theo tiéu chuén sao cua khach san 1{2]3[4]5
17 | Khéch san giai quyét cong viéc nhanh gon, chuyén nghiép 12345
18 | Khéch san giai thich rd rang va thuyét phuc cc van d& c6 lién quan 12]3]4]5
19 | Thurc an, thirc uéng tai khach san dam bao an toan vé sinh thuc phém 1{2])3[4]5
20 | Khéch san tinh gid hop ly 112]13]14]5
21 | Khach san phuc vu tot hon ban nghi 1{2])13[4]5
22 | Quy khéch da timg biét dén khach san nay 1(2]3]4]s
23 | Ban tin tuéng chét luong phuc vu cua khéach san 1{2])3[4]5
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Cau 2: Sy hai long cta khach hang (xin quy khach khoanh tron mot con s6 thé hién sy lya chon
cua minh qua céc ndi dung dudi day):

e Miic do hai long chung ctia quy khdch vé chat lugng dich vu:

1 2 3 4 5

Hoan toan khong hai long Khoéng hai long | Tam dugc Hai long Rét hai long

e D0 dap rng ctia khach san do6i véi yéu cau cua khach hang:

1 2 3 4 5

Hoan toan khong hai long Khong hai long Tam duogc Hai long R4t hai long

e Cung cach phuc vu cia khéch san:

1 2 3 4 5

Hoan toan khong hai long | Khong hai long | Tam dugc | Hai long R4t hai long

Ciu 3: Didu ma quy khach khong hai long khi & tai khach san nay la:
Ciu 4: Didu ma quy khach hai 1ong khi ¢ tai khach san nay 1a:

Cau 5: Quy khach vui 1ong cho biét thém cac y kién khac dé gitip cong ty chung t6i nang cao chat
lugng phuc vu ciia minh:

Ciu 6: Xin quy khach vui 1ong cho biét mot s thong tin ca nhan (khoanh tron con s thich hop):
e Quy khach la: 1. Nam 2. Nt
e Néam sinh:
e Khach san ma quy khach dang o:
1. Bong Xuyén 2. Long Xuyén 3. Bén Da nii Sam
e Nghé nghiép:
1. Céng chure 2. Kinh doanh 3. Giao vién 4. Nghé khéc:

XIN CHAN THANH CAM ON SU HQP TAC CUA QUY KHACH HANG!
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QUESTIONNAIRE

Dear Sir/Madam,

We, An Giang Tourimex Joint Stock Company (ANGIANG TOURIMEX),
would like to investigate our service quality. Your answers will definitely help us improve
it. In this study, there is no right or wrong answers. All of your answers would be valuable
recommendations for us. We are looking forward to receiving your kind cooperation.

Would you please circle one number that best shows your perception on our hotel service?

Number 1 implies “Strongly disagree”. Number 2 implies “Disagree”. Number 3 implies
“No idea”. Number 4 implies “Agree”. Number 5 implies “Strongly agree”.

Part 1: Service Quality

Strongly disagree —p Strongly agree

1 | You were warmly welcomed at the first step of the hotel. 1{2[3[4]5
2 | Our employees are always willing to help you. 1{2[3[4]5
3 | Our employees do the check-in and check-out promptly. 1{2[3[4]5
4 | Our employees promptly respond to your requests for information. 1{2[3[4]5
5 | Our employees give you a friendly intention. 112]13[4]5
6 | Our employees give their best interest in your requests. 1{2[3[4]5
7 | Our employees give adequate solution(s) for your most convenience. 112]3]14]5
8 | Our employees are qualified, thus responding well to your requests. 1121345
9 | Our employees are polite. 11213415
10 | You feel safe in your transaction with our employees. 1({2[3[4]5
11 | Our employees are well dressed and appear neat. 1({2[3[4]5
12 | Our physical facilities keep up with the stated standard (the number of stars). 112(3]4]5
13 | The arrangement of the facilities makes you comfortable. 1[{2(3[4]5
14 | The appropriate quietness is provided to you. 112]3]4]5
15 | The lounge appears spacious, clean and comfortable. 1[{2[3[4]5
16 | Our services keep up with the stated standard (the number of stars) 11213]4]5
17 | You receive prompt services from our employees. 1121345
18 | Our employees answer your questions clearly and exactly. 1121345
19 | Provided food and drinks are hygienic. 112]13[4]5
20 | Room rate is reasonable. 1[12]3[4]5
21 | You are served better than you expected. 112]13[4]5
22 | You have heard about our hotel before. 112]3]4]5
23 | You trust our service. 112]3]14]5
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Part 2: Customer’s satisfaction (Please circle the number that best shows your
perception):

e Please rate your satisfaction with our hotel in general

1 2 3 4 5

Completely dissatisfied Dissatisfied No idea Satisfied Completely satisfied

e Please rate your satisfaction with our hotel’s responsiveness to your demands

1 2 3 4 5

Completely dissatisfied Dissatisfied No idea Satisfied Completely satisfied

e Please rate your satisfaction with our hotel’s service

1 2 3 4 5

Completely dissatisfied Dissatisfied No idea Satisfied Completely satisfied

Part 3: Please tell what in the hotel dissatisfied you:

Part 4: Please tell us what in the hotel satisfied you:
Part 5: Would you mind giving us your recommendations on improvement of our service?

Part 6: Personal Information (please circle the most appropriate number)
Gender: 1. Male 2. Female
e Year of birth:

e The name of the hotel

1. Bong Xuyén 2. Long Xuyén 3. Bén P4 ntii Sam
e Occupation :

1. Civil servant 2. Businessman/businesswoman

3. Teacher 4. Other (please specify):

THANK YOU VERY MUCH FOR YOUR COOPERATION!
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Phu luc 1: Phin tich nhin t8 chat lugng dich vu vong 1

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 857
Bartlett's Test of Sphericity Approx. Chi-Square 1170.527
Df 171
Sig. .000

Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

% of Cumulative % of Cumulative % of Cumulative
Component Total Variance % Total Variance % Total Variance %
1 6.303 33.173 33.173 | 6.303 33.173 33.173 | 2.893 15.225 15.225
2 1.820 9.578 42.751 1.820 9.578 42.751 2.570 13.525 28.750
3 1.290 6.789 49.540 | 1.290 6.789 49.540 | 2.208 11.622 40.373
4 1.103 5.806 55.346 | 1.103 5.806 55.346 | 2.067 10.877 51.249
5 1.009 5.310 60.656 | 1.009 5.310 60.656 | 1.787 9.407 60.656
6 .897 4.718 65.375
7 .824 4.335 69.709
8 771 4.057 73.766
9 .664 3.496 77.261
10 .654 3.443 80.705
11 577 3.035 83.739
12 547 2.877 86.617
13 .504 2.651 89.268
14 435 2.292 91.560
15 412 2.167 93.727
16 341 1.797 95.523
17 .298 1.567 97.090
18 292 1.537 98.627
19 .261 1.373 100.000

Extraction Method: Principal Component Analysis.
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Rotated Component Matrix(a)

Component

1 2 3 4 5

Khach san ludn s&n sang gilp dd khach hang (RES02) 764

Khach hang dugc nhan vién don ti€p ngay tir lic budc vao khach san (RES01) 760

Khach san giai quy&t cdng viéc nhanh gon, chuy&n nghiép (REL17) 622

Khach san giai thich r6 rang va thuyét phuc céc van dé co lién quan (REL18) 557 508

Thi tuc tai qudy I8 tan dugc thic hién nhanh chéng (RES03)

Khéch san thé hién sy quan tdm, than thién v6i quy khach (EMPO5) 714

Nhan vién td ra lich sy, nhd nhan ddi vai quy khach (ASS09) .691

Khach san tap trung dép (ing yéu cdu clia quy khach (EMPO6) 669

Quy khach cam thdy an tdm khi & tai khach san nay (ASS10) 555 523

Khach san phan hdi nhanh céc thong tin ma quy khach cin (RES04) 543

Cach bd tri trang thiét bi clia khach san dap (ing yéu ciu quy khach (TAN13) 796

Trang thiét bi khach san tudng xing véi tiéu chudn sao clia khach san (TAN12) 796

Céc dich vu clia khach san dat tiu chudn sao clia khach san (REL16) 557

Khach san x{ Iy tinh hu6ng mot cach thun tién cho quy khach (EMPOQ7)

Nhén vién ¢6 trang phuc gon gang, lich sy (TAN11) 764

Khu vic sanh I8 tin thodng mat, sach s& va tién Igi (TAN15) .633

Thiic &n, thiic udng tai khach san ddm bdo an toan vé sinh thyc phdm (REL19) 603

Nhan vién ¢ kién thiic chuy&n mon tot, dap (ing yéu ciu quy khach (ASS08) 778

Khach san tao dugc sy yén tinh cho khdch nghi ngai (TAN14) 535

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 11 iterations.

Phu luc 2: Phin tich nhin t6 chat lugng dich vu vong 2

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

.841
Bartlett's Test of Sphericity Approx. Chi-Square 1009.948
Df 136

Sig. .000
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Total Variance Explained

Extraction Sums of Squared
Initial Eigenvalues Loadings Rotation Sums of Squared Loadings
% of Cumulative % of Cumulative % of Cumulative
Component Total Variance % Total Variance % Total Variance %
1 5.634 33.143 33.143 5.634 33.143 33.143 2.823 16.606 16.606
2 1.790 10.528 43.671 1.790 10.528 43.671 2.568 15.107 31.714
3 1.257 7.395 51.066 1.257 7.395 51.066 2.485 14.615 46.329
4 1.090 6.413 57.479 1.090 6.413 57.479 1.896 11.150 57.479
5 .996 5.858 63.336
6 .840 4.940 68.277
7 738 4.340 72.616
8 .701 4124 76.740
9 .654 3.849 80.589
10 .586 3.447 84.036
11 .559 3.287 87.323
12 493 2.898 90.222
13 416 2.447 92.668
14 .355 2.088 94.756
15 .336 1.975 96.731
16 294 1.730 98.461
17 .262 1.539 100.000
Extraction Method: Principal Component Analysis.
Rotated Component Matrix(a)
Component
2 3 4
Khach hang dugc nhan vién don ti€p ngay tir lic budc vao khach san (RES01) 750
Khach san ludn sdn sang gilp dd khach hang (RES02) 735
Khach san thé hién su quan tdm, than thién véi quy khach (EMPO5) 629 503
Khach san phan héi nhanh céc thong tin ma quy khach cdn (RES04) 619
Khach san gidi quyét cong viéc nhanh gon, chuyén nghiép (REL17) 583
Quy khach cam thdy an tdm khi & tai khach san nay (ASS10) 743
Nhan vién to ra lich sy, nhd nhan déi v6i quy khach (ASS09) 646
Khu vuc sanh I8 tan thoang mét, sach s& va tién lgi (TAN15) 582
Nhan vién cé trang phuc gon gang, lich sy (TAN11) .581 .538
Thic &n, thiic udng tai khach san dam bdo an toan vé sinh thyc phdm (REL19) 575
Trang thiét bi khach san tuong xing véi tidu chudn sao clia khach san (TAN12) 771
Céch b tri trang thiét bi clia khach san dap (ng yéu cdu quy khach (TAN13) 724
Céc dich vu clia khach san dat tidu chudn sao clia khach san (REL16) 673
Nhan vién co kién thiic chuy&n mon tot, dap (ing yéu ciu quy khach (ASS08) 795
Khach san tao dugc su yén tinh cho khdch nghi ngai (TAN14) 555
Khach san tap trung dép ng yéu cdu clia quy khach (EMPOG) 555
Khach san giai thich r6 rang va thuy8t phuc céc van dé co lién quan (REL18) 523

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a Rotation converged in 10 iterations.
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Phu luc 3: Phin tich nhan t& sy tin nhiém vong 1
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Bartlett's Test of Sphericity

.657
Approx. Chi-Square 136.170
Df 6
Sig. .000

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared Loadings

% of % of
Component Total Variance Cumulative % Total Variance Cumulative %
1 2.054 51.342 51.342 2.054 51.342 51.342
2 .986 24.651 75.993
3 .564 14.091 90.083
4 397 9.917 100.000
Extraction Method: Principal Component Analysis.
Component Matrix(a)
Component
1
Khach san phuc vu ot han ban nght (TRU21) .845
Ban tin tutng chdt lugng phuc vu clia khach san (TRU23) 835
Khach san tinh gid hgp ly (TRU20) 664
Quy khach da tling biét dén khach san nay (TRU22)

Extraction Method: Principal Component Analysis.
a 1 components extracted.

Phu luc 4: Phan tich nhan t6 sy tin nhiém vong 2
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Bartlett's Test of Sphericity

.643
Approx. Chi-Square 115.423
Df 3
Sig. .000

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared Loadings

% of % of
Component Total Variance Cumulative % Total Variance Cumulative %
1 1.942 64.721 64.721 1.942 64.721 64.721
2 .658 21.935 86.655
3 400 13.345 100.000

Extraction Method: Principal Component Analysis.
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Component Matrix(a)

Component
1
Khach san phuc vu t6t hon ban nghi (TRU21) 861
Ban tin tubng chdt lugng phuc vu clia khach san (TRU23) 818
Khach san tinh gid hgp ly (TRU20) 729
Extraction Method: Principal Component Analysis.
a 1 components extracted.
Phu luc 5: Phin tich nhin td sy hai long
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 751
Bartlett's Test of Sphericity Approx. Chi-Square 304.239
Df 3
Sig. .000

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
% of % of
Component Total Variance Cumulative % Total Variance Cumulative %
1 2.474 82.470 82.470 2.474 82.470 82.470
2 273 9.095 91.565
3 253 8.435 100.000

Extraction Method: Principal Component Analysis.

Component Matrix(a)

Component
1
Cung cach phuc vu clia khdch san (SAT03) 912
Do dap (ng clia khach san ddi véi yéu cdu clia khach hang (SAT02) 908
Mic do hai long chung clia quy khach vé chat lugng dich vu (SATO1) 905

Extraction Method: Principal Component Analysis.
a 1 components extracted.

Phu luc 6- ki€ém dinh tin cay — Cronbach Alpha

Nhan to 1
Cronbach's
Alpha N of Items
.801 5
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Item-Total Statistics

Scale
Scale Mean | Variance if Corrected
if ltem Item Item-Total Cronbach's Alpha
Deleted Deleted Correlation if ltem Deleted
Khach hang dugc nhan vién don tigp ngay tir lic budc vao khach san 15.49 5.412 661 737
(RES01) ) ) ) )
Khach san ludn sdn sang gilp dd khach hang (RES02) 15.56 5.708 628 748
Khéach san phan héi nhanh cac thong tin ma quy khach can (RES04) 15.58 6.544 513 783
Khach san thé hign sy quan tam, than thién véi quy khéch (EMPO5) 15.41 6.152 576 765
Khach san gidi quyét cong viéc nhanh gon, chuyén nghiép (REL17) 15.63 6.545 550 774
Nhan to 2
Cronbach's
Alpha N of Items
731 5
ltem-Total Statistics
Cronbach's
Scale Mean Corrected Alpha if
if Item Scale Variance Item-Total Item
Deleted if Item Deleted Correlation Deleted
Nhan vién 10 ra lich sy, nha nhdn ddi vi quy khach (ASS09) 15.93 5.329 461 696
Quy khach cim thay an tdm khi & tai khach san nay (ASS10) 15.95 4917 548 662
Nhan vién co trang phuc gon gang, lich sy (TAN11) 16.09 5.026 483 .688
Khu viic snh I8 tan thodng mat, sach s& va tién Igi (TAN15) 16.05 5.130 465 695
Thiic &n, thiic ubng tai khach san dam béo an toan vé sinh thyc phdm (REL19) 16.07 5317 503 681
Nhan to 3
Cronbach's
Alpha N of ltems
724 3
Iltem-Total Statistics
Scale Cronbach's
Variance if Corrected Alpha if
Scale Mean if Item Item-Total Item
Item Deleted Deleted Correlation Deleted
Trang thigt bi khach san tuong xiing véi tiéu chudn sao clia khéch san (TAN12) 7.97 1.671 591 579
Céach b tri trang thiét bj clia khach san dép (ing yéu cdu quy khach (TAN13) 797 1.818 553 628
Cac dich vu clia khach san dat tiéu chudn sao clia khach san (REL16) 732 1.805 495 698




Nhén to 4
Cronbach's
Alpha N of ltems
.648 4
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Item-Total Statistics

Scale Cronbach's

Scale Mean Variance if Corrected Alpha if

if ltem Item [tem-Total Item

Deleted Deleted Correlation Deleted
Khach san tap trung dép (ing yéu cu clia quy khach (EMP06) 11.34 2790 402 599
Nhan vién c6 ki€n thiic chuyén mon tot, dép (ing yéu cdu quy khach (ASS08) 11.29 3.021 414 590
Khach san tao dugc su yén tinh cho khach nghi ngai (TAN14) 11.30 2739 451 562
Khéach san gidi thich ro rang va thuyét phuc cac vdn dé ¢ lién quan (REL18) 11.33 2.775 446 566

Sy tin nhiém

Cronbach's

Alpha N of Items

726 3

Item-Total Statistics

Scale Mean if Scale Variance Corrected Item- Cronbach's Alpha
Item Deleted if Item Deleted Total Correlation if ltem Deleted
Khach san tinh gia hgp Iy (TRU20) 8.15 2.258 459 739
Khach san phuc vu 6t hon ban nght (TRU21) 8.23 1.856 630 533
Ban tin tu6ng chat lugng phuc vu clia khach san (TRU23) 7.98 2.074 560 623
Sv hai long
Cronbach's
Alpha N of Items
.894 3
Item-Total Statistics
Corrected Cronbach's
Scale Mean if Scale Variance Item-Total Alpha if ltem
Item Deleted if ltem Deleted Correlation Deleted
Miic do hai long chung clia quy khach vé chét lugng dich vu (SATO1) 7.95 2.331 785 854
Do dép tng clia khach san ddi véi yéu cdu clia khach hang (SAT02) 7.96 2.314 790 849
Cung cach phuc vy clia khach san (SATO03) 777 2296 798 843
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Phu luc 7: Phan tich phuong sai — ki€m dinh sy phit hgp m6 hinh hdi quy

ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 78.544 1 78.544 142.351 .0002
Residual 95.456 173 .552
Total 174.000 174
2 Regression 86.219 2 43.109 84.469 .000P
Residual 87.781 172 510
Total 174.000 174
3 Regression 88.217 3 29.406 58.618 .000°
Residual 85.783 171 .502
Total 174.000 174
4 Regression 90.371 4 22.593 45.927 .000¢
Residual 83.629 170 492
Total 174.000 174
a. Predictors: (Constant), Sy tin nhiém
b. Predictors: (Constant), Sy tin nhigm, Do phan hoi
C. Predictors: (Constant), Si tin nhiém, D phéan hdi, Do tin cay
d. Predictors: (Constant), Sy tin nhiém, D9 phan hoi, DY tin cay, Phuong tign hitu hinh
e. Dependent Variable: Sy hai long
Phu luc 8: Gi4 tri tuyét d6i cla phan du tirng bién
Correlations?
Gia tri tuyét
d6i clia
phan du Sy tin nhigm
Spearman's rho Gid tri tuyét doi clia phdn du Correlation Coefficient 1.000 -.024
Sig. (2-tailed) . .755
Sy tin nhiém Correlation Coefficient -.024 1.000
Sig. (2-tailed) .755
a. Listwise N = 175
Correlations?
Gia tri tuyét
doi clia
phan du D6 phan hoi
Spearman's rho Gid tri tuyét doi clia phdn du Correlation Coefficient 1.000 -.014
Sig. (2-tailed) ) .856
Po phan hdi Correlation Coefficient -.014 1.000
Sig. (2-tailed) .856

a. Listwise N = 175




-97 -

Correlations?
Gia tri tuyét
ddi clia
phan du Po tin cay
Spearman's rho Gid tri tuyét doi clia phdn du Correlation Coefficient 1.000 074
Sig. (2-tailed) . 332
Do tin cay Correlation Coefficient .074 1.000
Sig. (2-tailed) 332
a. Listwise N =175
Correlations?
Gia trj tuyét
d6i clia Phuang tién
phan du hiiu hinh
Spearman's rho Gid tri tuyét doi clia phan du Correlation Coefficient 1.000 -.155*
Sig. (2-tailed) . 041
Phuong tién hiiu hinh Correlation Coefficient -.155% 1.000
Sig. (2-tailed) 041

*. Correlation is significant at the 0.05 level (2-tailed).
a. Listwise N =175

Phu Iuc 9: P thi phin tdn phin du chuin héa va gia tri dy dodn chuin héa
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Phu Iuc 10: Bi€u dd tan s6 cda phan du chuin héa
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_ _ N =175
Standardized Residual
Phu luc 11: Phan tich phuong sai mot y&u t& - nhém tudi
Descriptives
Su hai long
tudi tir (16-25) | tudi tir (26-40) | Tudi tii (41-60) | tudi tii (60-79) Total
N 20 54 46 55 175
Mean 4.2167 4.0185 3.9855 3.7455 3.9467
Std. Deviation
59506 65530 60840 90714 73740
Std. Error 113306 .08918 .08970 12232 .05574
'S\JASe°g:nCOnfidence Interval for Lower Bound 3.9382 3.8397 3.8048 3.5002 3.8366
Upper Bound 4.4952 41974 41662 3.9907 4.0567
Minimum 3.00 3.00 3.00 2.00 2.00
Maximum 5.00 5.00 5.00 5.00 5.00
Test of Homogeneity of Variances
Su hai long
Levene
Statistic df1 df2 Sig.
5.995 3 171 .001
ANOVA
Su hai long
Sum of
Squares Df Mean Square F Sig.
Between Groups 4.033 3 1.344 2.538 .058
Within Groups 90.580 171 .530
Total 94.613 174




Dependent Variable: Su hai long

-99 .

Multiple Comparisons

Tamhane
Mean
(I) Tudi da (J) Tubi da Difference 90% Confidence Interval
dugc ma hoa dugc ma hoéa (1-J) Std. Error Sig. Lower Bound Upper Bound
tudi tir (16-25) | tudi tir (16-25)
tudi tir (26-40) 19815 .16018 781 -.2005 .5968
tudi tir (41-60) .23116 16047 .644 -.1684 .6307
tudi tir (60-79) 47121~ 18074 .069 .0271 .9153
tudi tir (26-40) | tudi tir (16-25) -19815 16018 781 -.5968 2005
tudi tir (26-40)
tudi tir (41-60) .03301 12649 1.000 -.2730 .3390
tudi tir (60-79) .27306 15137 .371 -.0931 .6392
tudi tir (41-60) | tudi tir (16-25) -23116 16047 644 -.6307 1684
tudi tir (26-40) -.03301 .12649 1.000 -.3390 2730
tudi tir (41-60)
tudi tir (60-79) .24005 15169 526 -1271 6072
tubi tir (60-79) | tubi tir (16-25) -47121* 18074 069 -9153 -.0271
tudi tir (26-40) -.27306 15137 371 -.6392 .0931
tudi tir (41-60) -.24005 15169 526 -.6072 1271
tudi tir (60-79)
*. The mean difference is significant at the .1 level.
Post Hoc Tests — Nhém tudi
Phu luc 12: Phan tich phuong sai mot y&u td - nghé nghiép
Descriptives
Su hai long
Cong chiic Kinh doanh Gido vién Nghé khac Total
N 25 97 23 30 175
Mean 3.9867 3.9003 3.6957 4.2556 3.9467
Std. Deviation
.66305 .74406 .82212 .62932 73740
Std. Error .13261 .07555 17142 11490 .05574
;.\Jn5gﬁn00nfidence Interval for | Lower Bound 37130 3.7504 3.3401 4.0206 3 8366
Upper Bound 4.2604 4.0503 4.0512 4.4905 4.0567
Minimum 2.33 2.00 2.00 2.67 2.00
Maximum 5.00 5.00 5.00 5.00 5.00
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Test of Homogeneity of Variances

Su hai long
Levene
Statistic df1 df2 Sig.
1.774 3 171 154
ANOVA
Su hai long
Sum of
Squares Df Mean Square F Sig.
Between Groups 4,560 3 1.520 2.886 .037
Within Groups 90.054 171 527
Total 94.613 174
Multiple Comparisons
Dependent Variable: Su hai long
Dunnett t (2-sided)
(1) Nghé nghiép
Kinh doanh Gido vién Nghé khac
(J) Nghé (J) Nghé (J) Nghé
nghiép nghiép nghiép
Codng chiic Codng chiic Codng chiic
Mean Difference (I-J)
-.08632 -.29101 .26889
Std. Error 16277 .20967 19652
Sig. .899 .349 .359
90% Confidence Lower Bound -.4198 -.7206 -.1338
Interval Upper Bound 2472 1386 6715
a Dunnett t-tests treat one group as a control, and compare all other groups against it.
Phu luc 13: Phan tich phuong sai mot y&u td - qudc tich
Descriptives
Su hai long
Viét Nam Nubc ngoai Total
N 147 28 175
Mean 3.8844 4.2738 3.9467
Std. Deviation
.75716 .52158 73740
Std. Error .06245 .09857 .05574
95% Confidence Interval for | Lower Bound 3.7609 4.0716 3.8366
Mean Upper Bound 4.0078 4.4761 4.0567
Minimum 2.00 3.00 2.00
Maximum 5.00 5.00 5.00
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Test of Homogeneity of Variances

Su hai long
Levene
Statistic df1 df2 Sig.
5.277 1 173 .023
ANOVA
Su hai long
Sum of
Squares Df Mean Square F Sig.
Between Groups 3.567 1 3.567 6.779 .010
Within Groups 91.046 173 .526
Total 94.613 174
Phu luc 14: Phan tich phuong sai mot y€u td - gidi tinh
Descriptives
Su hai long
Nam Nu Total
N 95 80 175
Mean 4.0000 3.8833 3.9467
Std. Deviation
.71459 .76326 73740
Std. Error .07332 .08533 .05574
95% Confidence Interval for | Lower Bound 3.8544 3.7135 3.8366
Mean Upper Bound 4.1456 4.0532 4.0567
Minimum 2.00 2.00 2.00
Maximum 5.00 5.00 5.00
Test of Homogeneity of Variances
Su hai long
Levene
Statistic dft df2 Sig.
.347 1 173 557
ANOVA
Su hai long
Sum of
Squares Df Mean Square F Sig.
Between Groups 591 1 591 1.088 298
Within Groups 94.022 173 .543
Total 94.613 174




	BÌA
	MỤC LỤC
	DANH MỤC CÁC KÝ HIỆU, CHỮ VIẾT TẮT
	DANH MỤC CÁC BẢNG, BIỂU
	DANH MỤC CÁC HÌNH VẼ, ĐỒ THỊ
	PHẦN MỞ ĐẦU
	CHƯƠNG 1CƠ SỞ LÝ THUYẾT – MÔ HÌNH NGHIÊN
	1.1 Khái niệm và đặc điểm của dịch vụ
	1.2 Chất lượng dịch vụ
	1.2.1 Định nghĩa
	1.2.2 Các loại khoảng cách trong chất lượng dịch vụ
	1.2.3 Mô hình chất lượng dịch vụ
	1.2.4 Đánh giá chất lượng dịch vụ

	1.3 Sự hài lòng
	1.4 Mô hình nghiên cứu sự hài lòng
	1.5 Một số nghiên cứu ứng dụng sử dụng thang đo SERVQUAL
	1.6 Tóm tắt

	CHƯƠNG 2TỔNG QUAN VỀ AN GIANG, NGÀNH DU LỊCH VÀ THỰC TRẠNGHOẠT ĐỘNG CỦA CÔNG TY CỔ PHẦN DU LỊCH AN GIANG
	2.1 Giới thiệu tổng quan tỉnh An Giang
	2.2 Hoạt động ngành du lịch tỉnh An Giang
	2.3 Công ty cổ phần du lịch An Giang
	2.4 Tóm tắt

	CHƯƠNG 3THỐNG KÊ, PHÂN TÍCH DỮ LIỆU KHẢO SÁT ĐÁNH GIÁSỰ HÀI LÒNG CỦA KHÁCH HÀNG VỀ CHẤT LƯỢNG DỊCH VỤ
	3.1 Thiết kế nghiên cứu
	3.1.1 Nghiên cứu định tính:
	3.1.2 Nghiên cứu định lượng:

	3.2 Thiết kế mẫu
	3.3 Quy trình nghiên cứu
	3.4 Thang đo chất lượng dịch vụ
	3.5 Thang đo sự tín nhiệm
	3.6 Thang đo sự hài lòng
	3.7 Thống kê mô tả
	3.7.1 Thang đo chất lượng dịch vụ
	3.7.2 Thang đo sự tín nhiệm
	3.7.3 Thang đo sự hài lòng

	3.8 Đánh giá thang đo
	3.8.1 Phân tích nhân tố
	3.8.2 Kiểm định các nhân tố bằng Cronbach Alpha

	3.9 Điều chỉnh mô hình nghiên cứu
	3.10 Kiểm định mô hình nghiên cứu sự hài lòng
	3.11 Tóm tắt

	CHƯƠNG 4VỀ ĐỊNH HƯỚNG GIẢI PHÁP NÂNG CAO CHẤT LƯỢNG DỊCH VỤKHÁCH SẠN CỦA CÔNG TY CỔ PHẦN DU LỊCH AN GIANG
	4.1 Về sự tín nhiệm
	4.2 Về độ phản hồi
	4.3 Về độ tin cậy
	4.4 Về phương tiện hữu hình
	4.5 Về nhóm tuổi và quốc tịch

	KẾT LUẬN
	TÀI LIỆU THAM KHẢO
	PHỤ LỤCPHIẾU THĂM DÒ Ý KIẾN KHÁCH HÀNG

