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Torn tat 
Bdi viet xem xit liiu chdt lugng dich vu vd Mnh dnh doanh nghiip dnh hudng nhu thi ndo tdi long 
trung thdnh cOa khdch hdng trong ngdnh dich vu kinh doanh ffng dung dgtxe trin nen tdng cdng 
nghi. Kit qud cho thdy, chdt lugng dich vu cd mdi lien hi trffe tii'p tdi hinh dnh doanh nghiep; vd 
hinh dnh doanh nghiip cd md'i liin hi trffe tii'p tdi long trung thdnh cua khdch hdng. Phdt Men 
ndy hd trg doanh nghiip van chuyin tren nen tdng cdng nghi trong qud trinh xdy dUng chinh 
sdch lien quan din cdi thiin chdt lugng dich vu de gia tang long trung thdnh cua khdch hdng. 

Tff khda: chdt lugng dich vu, hinh dnh doanh nghiep, ldng trung thdnh, ffng dung dgt xe trin 
nen tdng cdng nghi 

Summary 
The paper examines how the service quality and brand Image affects customer's loyalty In the 
technology-based application business. The results show that service quality is directly related 
to brand image; and brand image has a direct link to customer's loyalty. This finding supports 
transportation enterprises on technology platforms in the policy development process related 
to improving service quality to increase customer's loyalty. 

Keywords: service quality, brand image, loyalty,technology-based vehicle booking application 

GIOI THIEU Dd la ehffa ke, doanh nghidp kinh doanh ffng dung goi 
xe trdn nen tang cdng nghe cung ludn phai canh tranh 

Gia nhdp vao thi trtfdng Viet Nam tff vdi cae hinh thffc hd trd van ehuye'n khde. Do vay, de' 
ndm 2014, eac doanh nghiep kinh doanh dam bdo phdt trien ben vffng, thi viec tao dffng vd duy 
i?ng dung goi xe tren nen tang edng nghd tri Idng trung thanh cua khaeh hang dd trd thanh vd'n 
da cd nhffng bffdc tid'n vffdt bac va thay dd quan trong, ludn dffdc doanh nghidp quan tdm sdt 
doi ddng ke' ngdnh cdng nghiep van sao (Bdi viit sff dung cdch vii't so thdp phdn theo chudn 
chuyen truyen thd'ng. Trong mot nghien qudc te). 
ciJu dffde tie'n hanh vdo thang 07/2017 
cua djch vu nghien effu thi trffdng Q&Me CO Sd L̂Y THUYET VA PHUaNG PHAP 
trdn 641 ngffdi sff dung ffng dung goi xe NGHIEN CU'U 
tai Hd Ndi va TP. Ho Chi Minh d do tudi 
18-39, cd 61% ngffdi dung eho bie't, ho sff Casd ly thuyit 
dung dich vu van chuyen truyen thd'ng it Ldng trung thdnh khdch hdng 
thitdng xuyen hdn so vdi mdt ndm trffdc Trung thdnh khdch hang giff vai trd quan trong dd'i 
do vd chuyen qua diing cdc ffng dung gpi vdi sff tdn tai va phdt trien cua doanh nghiep, bdi vi nd 
xe tren nen tang edng nghe. tao thdi dp tieh cffe vdi san pham/dich vu, giam tinh 

Hien nay, mffc dd eanh tranh giffa cdc trang khieu nai va tao ra ngudn khaeh hang d'n dinh 
doanh nghiep trong nganh nay la rd't ldn. trong ddi han. Long trung thdnh cua khach hang bao 

'Truclng Dai hoc Ngoai thtfdng 
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101 



HINH: MO HIMH NGHIEN CCfU 

gdm y dinh tie'p tue mua hang (hdnh vi trung thanh), 
cilng vdi sff san sdng gidi thidu nhan hdng de'n nhiftig 
ngffdi khac (thdi do trung thanh) (Mandhachitara va 
Poolthong, 2011). Trong bai vie't nay, ldng trung thdnh 
dd'i vdi dieh vu gpi xe edng nghd dffdc xem xet d ca hai 
khia canh: thai dp va hanh vi. 

Md'i quan he giffa chdt luang dich vu vdi hinh dnh 
doanh nghiip vd long trung thdnh 

Trong mdi trffdng canh tranh cao, thi vide tao ra san 
pham/dich vu dffdc cam nhan cha't Itfdng td't se ndng 
eao hinh anh doanh nghiep va dem lai bidu qua hdn so 
vdi canh tranh ve gid (Chang va Yeh, 2002; Zeithaml 
vd edng stf, 1996). Trong do, chd't Iffdng dich vu cam 
nhdn dtfdc xem nhtf trai nghiem cua du khdeh vdi dich 
vu so vdi ky vpng eiia hp (Parasuraman va epng sff, 
1991). Thtfc te', cae nghien cffu da dtfa ra nhieu cdch 
do Itfdng chd't Iffdng dich vu khde nhau, nhffng md hinh 
phd bie'n nha't vdn Id SERVQUAL vdi 5 thanh td' dich 
vu, gdm: sff tin cdy, kha ndng ddp ffng, nang Iffc phuc 
vu, sff dong cam va phffdng tien hffu hinh (Parasuraman 
vd cdng sff, 1991; Cronin va Taylor, 1992). Tuy nhidn, 
trong nghien cffu ndy, thdng qua mdt nghien cffu dinh 
tinh ban diu, tae gia ehi chpn 3 ye'u td'la phffdng tien 
hffu hinh, sff tin cdy va kha nang dap ffng. 

Nbieu nghien effu thffc nghiem eho tha'y, chd't ltfdng 
dieh vu cam nhdn cd anh hffdng trffe tid'p dê n y dinh 
va sff trung thanh eiia khdch hang (Cronin va edng stf, 
2000). Cha't Iffdng dich vu dffdc cai thien giiip tang 
y dinh sff dung vd giam cae phdn ndn (Zeithaml va 
cdng sff, 1996; Wong vd Sohal, 2003; Mandhachitara 
vd Poolthong, 2011). Cha't Iffdng cam nhdn eung anh 
hffdng tdi hinh anh doanh nghiep (Gronroos, 1990). 
Trdn cd sd dd, tac gia dffa ra cdc gia thuye't: 

HI: Chd't Iffdng dieh vu cd tac ddng tich cffe len 
long trung thanh cua khach hdng 

H2: Cha't Iffdng dieh vu ed tac dpng tich etfc 16n hinh 
anh cua doanh nghidp 

Mo'i quan he giffa hinh dnh doanh nghiep vd long 
trung thdnh 

Hinh anh doanh nghiep dffdc dinh nghia nhff cam 
nhan chti quan, mang quan die'm eua ed nhdn dffa tren 
tfai nghiem va nhffng didng tin cd dffdc vl doanh nghidp 
(Boulding, 1956). Hinh anh doanh nghiep dffdc gan vdi 
ehffc ndng cua dieh vu va cam xuc vdi dich vu cCia khach 
hang (Kennedy, 1977), giff vai trd quan trpng trong viec 
duy tli long trung thanh cua khdch hang, dac bidt vdi 
cdc ngdnh dich vu (Harris va Goode, 2004). Hinh anh 
doanh nghiep giup dinh hinh ky vong dieh vu, nen ed 

dnh hffdng tdi sff hai Idng \ î ti"^ ^ " g 
thanh ciaa khacli hang vdi djch vu.̂  Bdi 
vdy, nghien cffu nay dffa ra gia thuyet: 

H3: Hinh anh doanh nghiep ed tae ddng 
tich cffe tdi long trung thanh ciia du khach. 

Tren cd sd cdc gia thuye't nghien cffu, tdc 
gia xdy dutfg md hinh ly thuye't nhff Hnh. 

Phtfefng phap nghien cu'u 
Phdt triin thang do 
Trong nghien cffu nay, cac thang do 

sff dung diu la thang do da hffdng. Trong 
do, chd't Iffdng dich vu dffdc do Iffdng t& 
ba thanh phan la: Phffdng tien hffu hinh, 
Dp tin cay va Tinh dap ffng \&i vdi 9 big'n 
quan sdt, tham khao tff nghien effu cua 
Cronin va Taylor (1992) va Parasuraman 
vd cdng sff (1991). Hinh anh doanh 
nghidp d\i<ic do Iffdng qua hai thanh phan 
la Hinh dnh mang tinh chffc ndng va Hinh 
anh mang tinh cam xiic vdi 8 bie'n quan 
sdt, ke' thffa tff nghien effu eua Nguyen va 
Leblanc (2001). Ldng trung dianh dffdc 
ddnh gid qua hai nhdn td'la Thdi dp tfung 
thdnh va Hanh vi trung thanh vdi 6 bid'n 
quan sdt, dffdc kd' thffa tff nghien effu cua 
Zeithaml va cdng stf (1996). 

Do cde bie'n quan sat sff dung de do 
Itfdng cdc nhdn to trong md hinh d̂ u 
id kd' thffa tff eac nghidn ctiu trffdc ddy, 
nen tac gia tie'n hanh dieh ngffdc de' dam 
bao qud trinh dich khdng lam thay d6i 
y nghia ban dau eua cdc bie'n quan sdt 
ke thffa. Ngoai ra, bd eau hdi ehinh thiJc 
dtfdc dieu ehinh bang each hdi thff vdi ddi 
tffdng tiem ndng la nhffng ngffdi thffdng 
xuyen sff dung cdc dich vu vdn ehuydn 
edng nghe de' hieu chmh each sff dung 
tff ngff. Thang do Likert 5 diem dffdc ap 
dung vdi 1 Id hodn toan khdng ddng y vd 
5 la hoan todn ddng y. 

Chgn mdu vd thu thgp dff lieu 
Trong nghien cffu nay, dd'i tffdng khdo 

sdt dffdc xdc dinh nhffng ngtfdi thffdng 
xuyen sff dung dich vu vdn tdi edng ngh^ 
(Grab va G_o-Viet) trong vdng 6 thang 
gdn nhat de'n thdi diem khao sat. Thdi 
gian khao sat dtfde thtfc hidn trong thang 
03/2019 bang phttdng phdp phdng vd'n 
trtfc tidp tffng khdch hang. Ke't qua thu 
ve dtfdc 270 phid'u hop le. Trong do da 
phdn Id nff; d dd tud'i >= 20 (Bang 1). 

Phuang phdp phdn lich dff liiu 
Dff lieu khao sat thu thdp dffde ldm 

s?ehvd Stf dung cac pbtfdng phdp thd'ng 
ke de danh ĝ a tmh tin cdy va kiem dinh 
cdc gia thuyet nghien cffu a^ xud't Diu 
tien, tac gia sff dung phan tich nhdn to 
khdng dmh (CFA) de ddnh gia tinh tin 
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cdy cua cac nhan to" tfong md hirii. Md 
hinh do lffdng dffde sff dung vdi lan lffdt 
cac nhdn td da hffdng de danh gid tinh 
tifdng thieh vdi dff lieu thffc te', gid tti hdi 
m cua tffng thdnh phan va gid tri phan 
biet trong mdi thang do da hffdng. Tie'p 
do, md hinh tdi han sff dung de ddnh gid 
gia tri hdi tu cua thang do da hffdng va gia 
tri phdn biet giffa cae thangdo da hffdng. 
De kie'm dinh cae gia thuye't nghien cff_u, 
tac gia sff dung phdn tieh dffdng ddn 
hdng md hinh ca'u true tuye'n tinh (SEM). 
Tieu chua'n thich hdp dffdc lffa chpn la 
Chi-square/df nhd hdn 3, CFI, TLI va IFI 
Idn hdn 0.9, RMSEA nhd hdn 0.08 (Hair 
va cdng sff, 2010). Mffe y nghia thd'ng ke 
cho cac kid'm dinh dffdc la'y theo thdng le 
d mffc 5% (0.05). 

KET QUA NGHIEN CLfU 

E)dnh gid dg tin cgy vd gid tri thang do 
Md hinh do ludng 
Ket qua phdn tich md hinh do Itfdng 

vdi tffng thang do da htfdng (Bang 2) eho 
thay, cdc md binh do Iffdng deu tffdng 
thich vdi dff lieu thffe te: CFI, TLI, IFI deu 
Idn hdn 0.9; RMSEA nhd hdn 0.05. Cde 
he so' factor loading ciia cae bien quan 
sat deu ldn hdn 0.5, cho thd'y, cac thang 
do bac nhd't deu dat gid tri hdi tu. Kiem 
dinh bdng khoang tin cdy 95% ciia cdc he 
sd tu'dng quan vdi phu'dng phap bootstf ap 
Ididng chffa gia tri 1. Dieu nay cd nghia la, 
cac thanh phan cua cdc thang do da htfdng 
su'dung trong md hinh deu dat gia tri phdn 
biet. Dp tin cay tdng hpp ciia cdc thang 
do bac nha't deu ldn hdn 0.6, phtfdng sai 
dich trung binh ldn hdn 30%, cho biet cdc 
thang do dat tinh tin cay cln thie't. 

Md hinh tdi hgn 
Md hinh tdi ban dtfde sff dung dd' ddnh 

gia tinh tifdng thich eua md hinh tdng the 
va gia tri phan biet giffa cdc thang do da 
hffdng. Kd't qua phan tieh d Bang 3 cho 
biet, md hinh nghien effu tffdng thich vdi 
dff lieu tht/c te': Chi-square/df = 2.219, 
CFI = 0.903, IFI = 0.904 > 0.9 vd RMSEA 
= 0,067 < 0.08. Cde he so' factor loadings 
cua tffng thdnh phan trong mdi thang do 
deu Idn hdn 0.5, nhff vdy cae thang do da 
hffdng cung dat gid tri hdi tu. Kiera dinh 
bang bootstrap vdi he so tffdng quan ciia 
cac thang do da hffdng cOng eho thd'y 
khoang tin cdy 95% khdng ehffa gia tri I, 
hay noi each khde cdc thang do da hffdng 
hong nghien cffu cung dat gia tri phan 
bidt. Hd sd tin cay td'ng hdp ldn hdn 0,6, 

BANG I: DAC DIEM MAG NGHIEN CCTU 

Dac di€'m phSn loai 

Gidi linh 

Dp tuoi 

Mu'c chl tieu 

Nam 

NQ 

<20 

>-20 

100,000-500,000 dong 

500,000-1,000,000 dong 
> 1,000,000 dong 

se* khach hang (%) 

67 

203 

77 

193 

203 

63 

4 

Ty l? (%) 
25 

75 

29 

71 

85 

24 

1 

BANG 2: KET QQA PHAN TICH MO HINH DO LCTCiNG 

Nh3n td' \ Factor loading he nhSft | D 0 tin cay long h0p|Phri(ftig sai trich 
Cha't Wtfng lifting dich vu' Chi-square/df = 2,103, CFI = 0.965, TLI =0 947; 
IFI = 0.965, RMSEA == 0,064 
UT 
CLDV 
CLX 

0,583 
0,64 
0.61 

0,651 
0 782 
0.735 

38% 
55% 
48% 

Hinh anh doanh nghifip Chi-square/df = 2.149; CFI = 0.976; TLI = 0 961; IFI 
= 0,976; RMSEA = 0.065 
NDTH 
CX 

0,577 
0719 

0.711 
0.803 

38% 
58% 

Long trimg thanh: Chi-square/df = 2,006; CFI = 0.989; TLI = 0.980: IFI = 
0,989; RMSEA = 0 061 
LTT 
TDTT 

0.763 
0.757 

0,853 
0.812 

66% 
59% 

BANG 3: KET QUA PHAN TICH M 6 HINH TCJl HAN 

Bien nghign cdu 

Chat lu'dng dich vu 
Hinh anh doanh nghiep 
Lons trune thiinh 

H$ s3'factor loading 
be nhfi't 

0.761 
0.904 
0.753 

H&sS'tinc^y 
tong hcfp 

0.907 
0.933 
0.855 

Phu'dng sai 
trich triuiK binh 

77% 
87% 
75% 

Ket quS \\S ly r',ij 

phifdng sai trich trung binh I6n han 50%, cho biet cac 
thang do dat tinh tin cay can thiet. 

Kiem dinh cdc giii thuyat nghien cHu 
Phan tich tCr dti Heu nghien ctiu chinh thtie cho liet 

qua he so Chi-square/df = 2.222 nho hon 3; CFI = 
0.902, IFI = 0.904 ldn 0.9; RMSEA = 0.067 iiho hdn 
0.08. Theo Ice't qua Udc Ittdng d Bang 4, Chat lUdng 
dich VIJ anh hudng true ttep tdi Htnh anh doanh nghiep 
(P = o!856, p-value < 0.01), nhUng khong anh hudng 
tru'c tiep tdi L5ng trung thanh ciia khach hang (p-value 
= 0.947 > 0.05). Dieu nay chiing to, Chat liidng dich 
vu chi cd anh hudng gian tiep tdi Ldng trung thanh 
ctia khach hang thong qua Hinh anh doanh nghiep. 
Ke't qua cung cho thay, Hinh anh doanh nghi6p cd 
anh hudng tich ctfe tttfc tiep tdi Ldng trung thanh (P = 
0.908, p-value < 0.01) Hay ndi each khac, cha'p nhan 
gia thuye't H), H2 va bac bo H3. 

THAO LUAN VA HAM Y NGHIEN CLfU 

Ke't qua nghien cifu cho Iha'y, khach hang si'f dung 
dich vu dat xe cong nghe ttiong doi tre va khach hang 
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BANG 4: KET QGA PHAN TICH MO HINH CAG TRGC {CHGAN HOA) 
VA KIEM DINH GIA THUYET NGHIEN cUll 

GiS 
thuyat 

HI 

H2 

H3 

M&i quan he 

Chii't liTcfng 
dich vu 

Hinh anh 
doanh nghiep 

Cha't lircfng 
dich vu 

Hmh anh 
doanh nghiep 

Long 
trung thanh 
Long 
trung thanh 

H& sS'Beta 
chu^ hoa 

0.856 

0 908 

-0.011 

Sai so 
cho^n 

0 114 

0.21 

0.218 

Gia tri 
tdih^n 

9 117 

4,529 

-0.067 

p-value 

<0.001 

<0 001 

0.947 

Chii'p nhtnl 
bac bo 

Chap nhan 

Chap nhan 

Bac bo 

Mguon Ket qua x i i h du lieu 

nff cao gan ga'p 3 lan nam. Dieu nay difctc giai thlch 
la do nhom tre co ldi the ve tie'p can va sit dung cong 
ngh$ mdi hdn cac nhom ldn tuoi. NiJ gidi di xe cong 
nghe nhieu hdn nam co the do tinh tien ldi cua dich vii; 
mat khac, do nhan thu'c ve tham my, nen phu nff ngai 
di xe ra du'dng hdn nam gidi. 

NghiSn cffu cung chi ra Chat lffdng cam nhan anh 
hffdng trffe tiep tdi EQnh anh doanh nghiep va gian tie'p 
tdi Long trung thanh cua khach hang. Ke't qua nay 
kha nha't quan vdi cac phat hi^n trffdc day, do la cdi 
thien dich vu co the tang thien cam vdi hinh anh doanh 
nghi§p va tang tinh trung thanh (Yilmaz va Ari, 2017). 

Hinh anh doanh nghiep cung co anh 
hffdng trffe tie'p kha manh tdi Long trung 
thanh. Dieu nhy tii khang dinh^vai trd 
quan trgng cua viec xay dffng ch&t Iffdng 
dich vu cam nhSn tdt tdi dinh vi hinh anh 
doanh nghiap. 

Ke't qua tren dffa ra ham y quan trpng 
ddi vdl cac doanh nghiep kinh doanh 
dich vu van tai cdng nghe ca nhan. Vide 
chuan hda quy trmh cung CcTp dich vu 
thong qua cai thidn cam nhan ve cac 
khia canh hffu hinh (trang phuc nhan 
vien, tieu chuan xe...), kha nang dap ffng 
(mffc dp thuan tien, nhanh ehong trong 
vi6c phuc vu) hay tinh tin cay cua dich 
vu (an toan, chat Iffdng nhff thong bao...) 
se giup cai thien cam nhan cua khach 
hang ve hinh anh nha cung cap va tang 
kha nang sff dung lai dich vu cho nhiJng 
lan tie'p theo. Ngoai ra, doanh nghiep 
cung can quan tam de'n van de xSy dffng 
va dinh vi thffdng hi6u tren nhffng thu6c 
tinh dac truiig de tao ra hinh anh tich cffe 
dd̂ i vdi khdch hang • 

_TALLIEII THAMKHAO_ _ 

1. Q & Me (2017). An/i hudng cua Grabvd Uber lin ngUdi tiiu diing VietNam, thang 1I20Y1 
2. Nguyen Dinh Thp, Nguyen Thi Mai Trang (2009). Nghiin cffu khoa hgc trong qudn tri kinh 

doanh, Nxb Thddng k6 
3. Boulding, K. E. (1956). The Image: Knowledge In Life andSociety, University Of Michigan Press, New York 
4. Chang, Y. H., Yeh, C. H. (2002). A survey analysis of service quality for domestic airlines, 

European Journal of Operational Research, 139(1), 166-177 
5. Cronin Jr., J.J., Brady, M.K., Hull, G.T.M. (2000). Assessing the effects of quahty, value, and customer 

satisfaction on consumer behavioral hitentions in service environments, Journal of Retailing, 76(2), 193-218 
6. Cronin Jr., J.J., Taylor, S. A. (1992). Measuring service quality: a reexamination and extension. 

Journal of Marketing, 56, 55-68 
7. Gronroos, C.(1990). Service Management and Marketing: Managingthe Moments of Truth in 

Service Competition, Free Press, Lexington Books, Lexington, MA 
8. Hair Jr., J.F., Black, W.C, Babin, B,J., Anderson, R.E. (2010). Multivariate Data Analysis, 

seventh ed.. Prentice Hall, New Jersey 
9. Harris, Lloyd C , Goode, Mark MH. (2004). The four levels of loyalty and the pivotal role of 

trust: a study of online service dynamics. Journal of Retailing, 80(2), 139-158 
10. Kennedy, S.H. (1977). Nurturing corporate image, £Mra;?ea«7oMma;o/Mar/:etmg, 11(3), 120-164 
11. Mandhachitara, R., Poolthong, Y.(2011). A model of customer loyalty and corporate social 

responsibility. Journal of Services Marketing, 25(2), 122-133 
12. Nguyen & Leblanc (2001). Corporate Image and Corporate Reputation in Customers' 

Retention Decisions in Services, Journal of Retailing and Consumer Services, 8(4), 227-236 
13. Parasuraman, A., Berry, L.L., Zeithaml, V.A. (1991). Refinement and reassessment of the 

SERVQUAL scale. Journal of Relailing, 67(4), 420-450 
14. Wong, A., Sohal, A. (2003).Service quality and customer loyalty perspectives on two levels 

of retail relationships, Journal of Services Marketing, 17(5), 495-513 
15. Yilmaz, V., Ari, E. (2017). The effects of service quaHty, image, and customer satisfaction 

on customer complaints and loyalty in high-speed rail service in Turkey: A proposal of the structural 
equation model. Transport Science Journal, 13(1), 67-90 

16. Zeithaml, V.A,, Berry, L,L., Parasuraman, A. (1996). The behavioral consequences of 
service quality, Journal of Services Marketing, 60(2), 31-46 

104 




