
SI/ hai long cua khach hang 
doi v6i djch vu van chuyen 
hanh khach noi dia 
cua Jetstar Pacific Airlines 
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Tom tat 
Nghien cihi ddnh gid cdc nhdn td dnh hudng tdi si/hdi long cda khdch hdng do'i vdt dich VM 
van chuyen hdnh khdch ngi dja cua hdng hdng khong Jetstar Pacific Airlines. Ki't qud nghiin 
ctiu da xdc dinh dugc 6 nhdn td dnh hudng den su hdi long cda khdch hdng, dd la: Su tin cdy, 
Khd ndng ddp ffng; Ndng luc phuc vu; Su dong cdm; Hihi hinh; vd Gid cd. Tff do, de xudt mgt 
so gidi phdp de ndng cao chd't iugng phuc vu cda hdng hdng khdng ndy. 

Tif khoa: su hdi long cm khdch hdng, dich vu van chuyen hanh khdch ndi dia, Jetstar Pacific Airlines 

Summary 
This study evaluates determinants of customer satisfaction with domestic passenger transport 
service supplied by Jetstar Pacific Airlines. After identifying six factors, namely: Reliability, 
Responsiveness, Service capacity, Empathy, Tangibility and Price, it proposes some schemes 
to improve Jetstar's service quality. 

Keywords: customer satisfaction, domestic passenger transport service, Jetstar Pacific Airlines 

GIOI THIEU hang, tu" do co nhu'ng chfnh sach khac phtic va nang 
cao SLf hai long cua khach hang la ra't can ihie't do'i 

Trong thi tnfdng hang khong nu'dc la vdi cac hang hang khong ndi chung, Jetstar Pacific 
hien nay, mlJc do canh tranh ngay cang Airlines noi rieng. 
cao. Ngoai hang hang khSng quoc gia 
Viet Nam - Vietnam Airlines, con co cac CCSd LY THUYET VA MO HINH NGHIEN CLTU 
hang hang khong khac dang hoat dong, 
nhif: Jetstar Pacific Airhnes, Vietjet Air, Ccf sd ly thuyd't 
Bamboo Airways va VASCO. Nhu'ng Theo Gronroos (1983), dich vii la mot hoat dgng 
nam qua, da co nhieu hang hang khong til hoac chu6i cac hoat dong it nhieu co tinh chat v6 hinh 
nhan gia re du'dc thanh lap va di vao hoat trong do dien ra si/ tifdng tac giiJa khach hang va cac 
dpng tai Viet Nam. Tuy nhien, khong de nhan vien tiep xuc khach hang, cac nguon life vat chS't, 
de mot hang hang khong co the tao difng, hang hoa hay he tho'ng cung cap dich vu. 
duy tli nang life canh tranh, cung nhu'thi Cdn Kotler va Armstrong (1991) cho rang, mot dich 
phan tren thi tru'dng va da cd mot s6' hang vu la mot hoat dong hay mgt ldi ich ma mot ben cd th6 
phai ngifng hoat dong, nhu': Air Vietnam, cung cap cho ben kia, trong dd nd cd tinh vd hinh va 
Indochina AirUnes va Air Mekong. khong dan de'n sif chuyen giao quyen sd htfu, 

Trong mgt thi trifdng hang khong Zeithaml va Britner (2001) dinh nghia, dich vii la 
canh tranh nhif vay, viec hieu du'dc nhffng hanh vi, each thiJc, qua trinh thifc hien mdt cdng 
nhu'ng nhan to' anh hu'dng de'n sif hai viec nao dd nham taora gia tri sif dung cho khach hang, 
long va mu'c do hai long cua khach lam thda man nhu cau va mong ddi cua khach hang. 

"TS., •",Trifdng Dai hoc Duy Tan I Email: tinhdv2005@gmail,com 

Ngdy nhan bdi: 13/02/2019; Ngdy phdn bien: 11/03/2019; Ngdy duyel ddng: 19/03/2019 
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BANG 1: THANG DO HIEU CHINH COA MO HINH NGHIEN CCfU 

SAU KHI PHAN TICH DO TIN CAY CRONBACH'S ALPHA 

STT| Big'n quan sat |Ma hoa 
Stf lin cSy 

1 

2 

3 
4 

KhSi hanh va ha canh dting thdi gian lich tvlnh 
Giai quyet cac yeu cau, phan nan ciJa khach hang nhanh ehong, 
hiSu qua 
Quan tam giai quye't nhii'ng sUco'cua khach hang 
Cam thay an loan trong suot chuyen bay 

TCI 

TC2 

TC3 
TC4 

Kha nang dap ifna 
5 
6 
7 
8 
9 

Nhiin vien khong qua ban de dap iJng cac yeu can ctia dich vu 
Nhiin vien luon san sang glUp dd h^nh khach 
Slf kip thtfi, ro rang, day du cua tiep phat thanh thflng tin 
Thu tuc len may bay va kiem tra h^nh ly nhanh ehong, hieu qua 
Sir chinh xac, nhanh gon cua thu tuc xep ch6 va hanh ly 

DlTl 
DIJ2 
DIT3 
Dir4 
DLfS 

NangMc phyc vy 
10 
II 
12 
13 
14 

Kha nang hicu va nim bat nhu'ng nhu can cua khach hang 

Kha nang lam vi& nhanh gon, thanh thao cua nhSn vien 
Kha nang ngon ngU va ky nang giao tiep cua tiep vi&n 
Kha nang hu'dng diin chfnh xac c^c thu tuc cho khiich 
Kie'n thifc cua nhan vien trong viec giai dap khach hiing 

NLI 
NL2 
NL3 
NL4 
NL5 

Sii dSng cam 
15 
16 
17 
18 
19 

Lich trinh va tan sua't bay thuan tien, day dij 
Dal, mua ve va thanh toan dl dang, thuan lien 
Nhan vien luon than thifen, lich sii, nhiei linh, chu dao 
Quan tain de'n nhu cau dac biSt ciia khach hang 
Thai do tie'pnhan y kie'n dong gop ciia khach hang 

DCI 
DC2 
DC3 
DC4 
DCS 

Hffu hinh 
20 
21 
22 
23 
24 
25 

Trang thiet bi mdy bay tien nghi, hien dai 
Cabin hanh khach sach se thoang mat 
Lo'i di, cho ngoi tr6n may bay rQng riii, thoai mai 
Dien mao, trang phuc ciia nh§n vien 
Bao, tap chi va cac cht/ctng Irinh giai tri tren chuyen bay 
Thi'fc an, do uo'ng tren chuyen bay 

HH2 
HH3 
HH4 
HHS 
HH6 
HH7 

Gia ca 

26 
27 
38 
39 

Giii ca phii hcfp vdi cha't liTdng dich vu 
Gia ca ciia tht'fc an, do uong hop ly 
Giii ca cd tinh canh tranh so vdi cac hiing hang khong khac 
Giii ca phu hdp vdi mong dOi ciia khach hang 

GCI 
GC2 
GC3 
GC4 

Slf hai long khach hang 

30 
31 
32 

Anh/chi hoan loan hai long vdi chat lu'dng dich vu ciia Jetstar 
Anh/chi hoan toan vdi sia ca dich vu ciia Jetstar 
Anh/chi hoan loan hai long khi lam vi&c vdi Jetstar 

HLI 

HL2 
HL3 

Md hinh nghian cihi 
Cac nghien ctfu di tru'dc trong linh vifc 

hang khdng d^u khang dinh, chat lifcfng 
dich vu va gia ca la cac nhan to anh hifdng 
den s\i hai long cua hanh khach (Michael 
D. Ciemes va cong sif (2008), Vaishah C 
Mahaja, Rau S. S. (2010), Dwi Suhartanto 
va Any Ariani Noor (2012)...). 

Tren cd sd cac nghien ciJu tnfdc dd, 
trong bai viet nay, nhdm tac gia de xuS't 
md hinh nghien ciju sif hai long cua 
khach hang dd'i vdi dich vii van chuyen 
hanh khach ngi dia cua Jetstar Pacific 
Airlines gom co 2 thanh phan la: Chd't 
lugng dich vu vd Gid cd. Trong do, nhSn 
td' Cha't Iifdng dich vu difdc do lu'dng bcfi 
thang do Servperf cua Cronin va Taylor 
(1992), gom 5 thanh phan: Stf tin cay; 
Kha nang dap u'ng; Nang life phuc vu; Stf 
ddng cdm; va Thanh phan hifu hinh de 
do lu'dng cha't Itfcfng cam nhan cua khach 
hang. Theo do, md hmh nghien ciJu de 
xua't nhif Hinh. 

D^ dam bao so' Iifdng mau can thiet, 
nghien cifu quyet dmh khao sat 275 
khach hang siJ dting dich vu van chuyen 
hanh khach ngi dia cua hang hang khdng 
Jetstar Pacific Airlines. Vdi 275 phieu 
dieu tra difdc thu thap, ke't qua thu vl sau 
khi kiem tra cd 222 phie'u hop IS. Khao 
sat du'dc thifc hien vao cud'i nam 2018 
{Bdi vii't sff dung cdch vie't sd'thdp phdn 
theo chudn qud'c te). 

KET QUA NGHIEN cut) 

Ph§n tich Cronbach's Alpha 
Ket qua phan tich Cronbach's Alpha 

cho tha'y, cd 2 bie'n quan sal (DC6 va 
HHl) la khdng phii hop trong mo hinh. 
Md hinh nghien cifu mdi gom 32 bien 
quan sat (trong dd cd 29 bie'n doc ISp) 
nhu'Bang 1. 

Phan tich nhSn to kham pha (EFA) 
Ke't qua kiem dinh KMO va Bartlett's 

cho thay, hg so' KMO = 0.861>0.5 vdi 
mtfc y nghia Sig. = 0.000 < 0.05 (Bang 
2), nen cac bien quan sat co tu'dng quan 
vdi nhau trong td'ng the va phan tich 
nhan 16'hdp vdi dif lieu nghien cifu. 

Ke't qua phan tich bang phifdng phdp 
rut trich Principal Components Analysis 
va phep xoay Varimax (Bang 3) cho thay, 
cd 6 thanh phan difdc rtit ra tif 29 bien 
quan sat cua 6 nhom bien doc ISp ban 
dau. He so'Cumulative = 78.408> 50% va 
cac gia tri^cua he so'Eigenvalues cua cac 
nhan td'deu ldn hdn 1, dat yeu cau 
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Ke't qua tijf Bang ma tran xoay nhan to' 
(Bang 4) cho thd'y, ta't ca cac bien quan 
sdt thuoc 6 nhdm nhan to' difdc rut ra diu 
c6 he sd'tai nhdn t6'> 0.5. 

Nhû  vay, ta't ca 29 bie'n quan sdt dgc 
ldp da hgi tu thanh 6 nhdn to' anh hifdng 
den stf hai long cua khach hang nhtf md 
hinh ban dau. Ta't ca cac bi6'n quan sdt 
deu dat yeu cau. 

Ke't qua phan tich EFA cho biS'n phu 
thuoc (Bang 5) cho thd'y: He so' KMO = 
0.753> 0.5 va Sig. = 0.000 < 0.05 cdc 
bien quan sdt cd ttfdng quan vdi nhau 
trong td'ng the va phan tich nhan to' thich 
hdp vdi dvC lieu nghidn ctfu. Cd 1 nhdn 
to' dtfdc rut ra tit phdn Hch EFA, tdng 
phtfdng sai trich = 86.219% > 50%, dat 
yeu cau. Nhtf vdy, td't ca cdc bie'n quan 
sat deu dat yeu cau. 

PhSn tich hoi quy tuyd'n tinh bdi 
Ke't qua Bang 6 cho tha'y, he so' R-

dieu chinh = 0.620. Dieu nay cd nghia la 62% stf bien 
thien cua bid'n phu thuoc dtfdc giai thich bdi cac bi6'n 
phu thudc trong md hinh. 

So'heu Bang 7 cho bie't, gid tri F = 61.090 vdi mtfc y 
nghia Sig. - 0.000 < 0 nen md hinh tuyd'n tinh hoi quy 
bdi phil hop vdi tdp dff li$u va cd the sijf dung dtfdc. 

Bang 8 cho tha'y, he sd' ca 6 nhdn td' deu cd he so' 
Beta > 0. Nhtf vdy, cd 6 nhdn to' deu anh htfdng de'n 
stf hai long cua khach hang cu the la: Sif tin cdy (TC); 
Kha nang ddp tfng (DU); Nang Itfc phiic vu (NL); Stf 
dong cam (DC); Hifu hinh (HH); va Gid ca (GC). 

Md hinh cac nhdn to' anh htfdng den stf hai long cua 
khach hang dd'i vdi dich vu van chuyen hanh khdch ngi 

BAMG 2: BAMG KET QGA KiEM DINH KMO VA BARTLETT'S 

KMO and Bartlett's Test 

Kaiser-Meyei-Glkin Measuie of Sampling Adequacy. 

Bartlett's Test of Sphericity 

6 429E3 

406 

.000 

.861 

6665 460 

465 

.000 

BANG 3: BANG XAC DIFIH SO LCTdNG NHAN TO 

Total Variance Explained 

Component 

1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
IB 
19 
20 
21 
22 
23 
24 
25 
26 
27 
28 
29 

Initial Eigenvalues 

Total 

11 814 
2 942 
2.859 
1 887 
1 754 
I 483 
.911 
.760 
.517 
.453 
.373 
.369 
.342 
.328 
.278 
.260 
240 
.202 
.196 
-18i 
.154 
128 

no 
.101 
093 
.084 
.076 
.054 
.050 

Variance 
40.736 
10.144 
9.859 
6.508 
6.047 
5.113 
3.143 
2.620 
1.784 
1 560 
1.287 
1.271 
1 180 
1.131 

960 
.896 
.828 
.698 
.676 
.624 
.530 
.442 
.380 
.349 
.319 
.291 
264 
.186 
.173 

Cumulative 

40.736 
50.880 
60.739 
67.248 
73.295 
78.408 
81.55] 
84.170 
85.954 
87.514 
88.80! 
90 072 
91.252 
92,383 
93 343 
94.239 
95,067 
95,765 
96-441 
97.065 
97,595 
98 037 
98 417 
98.767 
99.086 
99.376 
99.640 
99.827 

100.000 

Extraction Sums 
of Squared Loadings 

Total 

11.814 
2.942 
2.859 
1.887 
1.754 
1.483 

%Qt 
Variance 

40,736 
10 144 
9 859 
6,508 
6,047 
5,113 

Cumulative 

40.736 
50.880 
60.739 
67.248 
73.295 
78.408 

Rotation Sums 
of Squared Loadings 

Total 

4.294 
4.121 
3,919 
3,771 
3,431 
3.202 

%of 
Variance 

14.805 
14.210 
13.513 
13-005 
11.832 
11.042 

Cumulative 

14 805 
29,016 
42 529 
55 533 
67.366 
78 408 
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HH6 
HH5 
HH4 
HH7 
HH2 
HH3 
DCI 
DC3 
DC5 
DC2 
DC4 
NL2 
NLI 
NL3 
NL5 
NL4 
DU2 
DL13 
DUI 
DU4 
DU5 
GC3 
GC4 
GCI 
GC2 
TC4 
TC2 
TC3 
TCI 

BAMG 4: BANG MA TR^M NHAN TO DA XOAY 

1 
.810 
.793 
.79! 
.772 
.750 
.702 

2 

,843 
.827 
.815 
.806 
-803 

Component 
3 

864 
.835 
.824 
,750 
750 

4 

,802 
,789 
763 
.735 
.728 

5 

.860 

.848 
,842 
.819 

6 

.871 

.837 

.824 

.776 

BANG 5: BANG KET QUA KIEM DINH KMO VA BARTLETT'S 
BIEN PHg THUQC 

KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 

Bartlett':, Test of Sphericity 

Approx. Chi-Sqiiare 

Df 

Sig 

753 

492.203 

3 

000 

BANG 6L BANG DANH GlA SCf PHCI H0P CUA MO HINH 

Model Summary" 
. , ^ , „ n p Adjusted R Std. Error Durbin-
Mo'*^' K IR Square | "\^^^^ ^f ^^ Estimate Watson 

, Predictors: (Constant), GC, TC, NL, HH, DC, DU 

b. Dependent Variable' HL 

Nguon; Ket qua linh L( [3 nhom nghic 

dia cua Jetstar Pacific Airlines dtfdc the hidn dtfdi dang 
phtfdng trinh tuye'n tinh sau: 

HL = 0.185 + 0.332TC + 0.2I0DV + 0.190NL + 
0.194DC + 0.220HH + 0.443GC 

Ke't qua nghien ctfu cho thd'y. cd 6 nhan 
td anh htfdng de'n stf hai long ciia khach 
hang dd'i vdi dich vu van chuyen hanh 
khdch ndi dia cua Jetstar Pacific AirUnes, 
gom: Stf tin cay; Kha nang ddp tfng; 
Nang Itfc phuc vu; Stf ddng cam; Hu'u 
hinh; va Gia ca. Trong dd, cac nhan td' 
dnh htfdng theo mii'c tdc ddng ttf cao den 
thd'p cu the nhtf sau: 

"Gid cd " la nhdn to' anh htfdng manh 
thtf nha't de'n stf hdi long cua khach 
hang dd'i vdi dich vu cua Jetstar Pacific 
Airlines vdi he sd' Beta = 0.443. Day la 
nhan to' cd miJc do hai long cua khdch 
hang kha cao. Nhan to' nay gom cd 4 
bie'n quan sat, trong do bie'n quan sat c6 
mtfc danh gia tha'p nha't la "Gia ca cua 
thtfc an, dd ud'ng hdp ly" (Mean = 4.12). 

"SU tin cay" Id nhan to' tac dgng 
manh thtf hai den stf hai long cua khdch 
hang dd'i vdi dich vu van chuyen hanh 
khach ndi dia cua Jetstar Pacific Airlines 
(sau nhdn td' Gia cd) vdi hd sd' Beta = 
0.332. Tuy nhien, mtfc do hdi long cua 
khach hang dd'i vdi nhan to' nay khong 
cao va d mtfc thd'p nhd't so vdi cac nhdn 
to' cdn lai. Td't ca cac bie'n quan sat 
cua nhdn to' nay deu cd mu'c trung binh 
ddnh gia dtfdi mtfc 4 (Mean <4). Trong 
dd, bien quan sat cd mtfc danh gia thd'p 
nhd't cua khach hang la "Khdi hdnh vd 
ha cdnh dung thdi gian ciia lich trinh" 
(Mean = 3.43). Ddy la nhan td' anh 
htfdng tieu ctfe nhd't den stf hai long cua 
khdch hang dd'i vdi dich vu ciia Jetstar, 
Do do, Jetstar Pacific Airlines ctn nhanh 
chdng cd nhu'ng chinh sach, nhtfng hoat 
ddng nham cai thien cac vd'n d^ con ton 
tat, nha't la thdi gian cd't canh va ha canh 
nham ndng cao stf hai long cua khach 
hang dd'i vdi dich vii ctia Hang. 

Dot vdi cdc nhan td' "Khd ndng ddp 
ling", "Ndng lUc phuc vu". "Si^ ddng 
cam ", nhin chung ddnh gia cua khach 
hang dd'i vdi cac bien quan sat cua cac 
nhdn to' nay d mtfc kha cao. Tai ca cac 
quan sdt: "Nhan vien khong qud ban de 
dap tfng cdc yeu cau cua dich vu ", "Nhdn 
vien luon sdn sang giup dd hanh khach", 
"Stf kip thdi, ro rang, day du cua tie'p 
phdt thanh thdng tm", "Thu tuc Ign may 
bay va kiem tra hanh ly nhanh chdng, 
hieu qua ", "Stf chinh xac, nhanh gon cua 
thu tiic xe'p chd va hanh ly","Kha nang 
htfdng dan chinh xdc cac thu tuc cho 
khach", "Nhan vi6n ludn than thien, lich 
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stf, nhiet tinh, chu dao", "Kha nang ngdn 
ngtf va kl nang giao dep cua tiep vien", 
tie'p theo la cdc nhan to' "Kha ndng Iam 
viec nhanh gon, thdnh thao cua nhan 
vien" va "Kien thtfc cua nhdn vien trong 
vide giai ddp khdch hang".. deu cd mtfc 
danh gid trung binh >4.2. 

Du vdy, de nang cao stf hai long khach 
hang do'i vdi Jetstar Pacific Airlines, 
Hang vdn cln phai ndng cao hdn nu'a 
chd't Itfdng cua cac nhan to'nay. 

Nhdn to' cud'i cung anh htfdng de'n stf 
hdi Idng cua khdch hang la nhan to' "Hdu 
hinh ", vdi he so'Beta = 0.220. Trong 7 
bie'n quan sal cua nhan to' nay, cac bie'n 
quan sdt deu dtfdc khach hdng ddnh gia 
d mtfc cao, gdm: Trang thie't bi may bay 
tien nghi hien dai; Cabin hdnh khach 
sach se thoang mat; Ld'i di, chd ngoi trdn 
may bay rdng rai, thoai mai; Trang phuc, 
dien mao cua nhdn vien; Bao, tap chi va 
cdc ehtfdng trinh giai tri tren mdy bay; va 
Thtfc an, dd ud'ng tren may bay. 

Mac du la mdt hang hang khong gid 
re, nhtfng ket qua nghien ctfu cho tha'y, 
cac nhdn to' lien quan de'n nhan to' Htfu 
hinh cung ddng mgt vai trd quan trgng 
anh htfdng d8'n stf hai long cua khach 
hang. Vi vdy, Jetstar Pacific Airlines vdn 
can phai chti trgng de'n cac nhan to' nay 

BANG 7: BANG KIEM TRA SCf PHU HOP CUA MO HINH 

ANOVA" 
Mode! 

1 
Regression 

Residual 

Total 

Sum of Squares | df 

55.026 

32,276 
87 302 

6 

215 

221 

Mean Square 

9,171 

150 

a. Predictors: (Constant), GC, TC, NL, HH, DC, DU 

F 

61 090 
Sig. 

,000^ 

b Dependent Variable: HL 

BANG 8: BANG CAC HE SO HOI QUY 

Coefficientsa 

Model 

1 

(Constant) 

TC 

DU 

NL 

DC 

HH 

GC 

Unstandardized 
Coefficients 

B 

.185 

.332 

.210 

.190 

.194 

220 

.443 

Std. Error 

.274 

.050 

.060 

.068 

.065 

.063 

.042 

Standardized 
Coefficients 

Beta 

310 

180 

.160 

.166 

.192 

.532 

t 

1.381 

5.328 

3.078 

2.811 

2.972 

3.458 

10.445 

Sig. 

.169 

.000 

.002 

.004 

.003 

.001 

.000 

Coliinearity 
Statistics 

Tolerance 

.733 

.501 

.666 

.551 

.557 

.662 

VIF 

1.364 

1.995 

1.501 

1 814 

1.796 

1.510 

a. Dependent Variable- HL 

Ngudn. Ket qua tinh toan cOa nhom n(]hie 

va cd nhtfng chinh sdch phii hgp dl cd thi ndng cao stf 
hai Idng cua khdch hang, ttf dd cai thien kha nang canh 
tranh ciia Hang.Q 
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