
NGHt^CIJU 

Cac yeu to chat luong dich vu anh huong den su hai 
long khach hang ddi voi dich vu sua chua 6 to tai 
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Dpa hgn md hinh eiia Cronin vi Taylor (1992). kil qui nghiin cuu ehi ra ring 4 nhin td do ludng chit lupng 
dleh vy sira chiia did tgi Cdng Ty TNHH Thinh Hiip Phil: ((i) Sy tin eiy, (ii) Sy dip ling (iii) Ning Ipe phge vy, 
(iv) Phuong Ugn huu hinh) tic dOng din biin phy UiuOc hii ciia khich hang. Oiy li phit hiin quan hpng vi li 
CO sd d i d i tie gii dua ra nhimg him y quin UI ddi vdi ban linh dgo Cdng Ty TNHH Thinh Hiip Phil d i ning 
cao chit iupng dleh vy siia chiia did dip ling nhu ciu hii Idng eiia khich hing. 

l .Mddau 
Trong thdi dgi kinh doanh nhu hign nay cd ril 

nhiiu doanh nghiip cimg nginh vi hp eung eip cie 
djch vg gidng nhau do dd viic cgnh Uanh Ii mOI yiu 
Id tit yiu. Vl viy doanh nghiip nio cd mOt hudng di 
dung ding thi doemh nghiip dd tdn Igi vi phit triin. 
Do dd trong ISnh vyc khinh doanh djch vy siia chOa xe 
dtd tgi edng ly TNHH Thinh Hiip Phit vigc ning cao 
chit lupng dleh vg sira chira xe dtd ciia cdng ty li mOt 
qui trinh tit yiu trong thdi dgi cgnh Iranh vi dd cung 
li mge liiu chung ciia cai ehaeh chit lupng dleh vp 
sua chua xe dtd tgi edng ty. Nhung di ning eao chil 
lupng djch vg siia chiia xe dtd tgi cdng ty, thi doanh 
nghigp ein Um ra c ic yiu Id lie dOng din djch vu siia 
chira lim inh hudng din sp hii Idng ciia khieh hing 
vi tir dd phin tich tim ra mue dO tie ddng cua chiing. 
Tii kil qui phin Ueh, nhi nghiin cuu se ed nhiing d i 
xuit him y quin tri cho timg nhin td den nhi quin ui, 
nhim cai Uiign ning cao chil lupng dleh vu sira chira 
did tgi edng ty d i dim bao sp hai Idng ciia khich hang 
vi chit lupng dleh vg na>. 

2. Cff sff ly thuyet va phinmg phap nghien ciiu 
Parasuraman vi cOng sp (1985, 1988) d i xay dyng 

mOt md hinh vi Uiang do SERVQUAL \ i chit lupng 
dleh vg, md hinh niy lim ndi bit nhimg yiu ciu ehii 
yiu d i dim t>io ehit lupng mong dpi ciia djch vy. 
Cronin vi Taylor (1992) d i diiu ehinh thang do 
SERVQUAL thanh thang do SERVPERF. Thang do nay 
giir nguyin eae thinh phin vi biin quan sit cua 
SERVQUAL nhung bd di phin danh gii vi ky vong eua 
khach hang. Theo dd, chit lupng djch vg ehinh la su 
cam nhin thuc t i ciia khieh hang vi e ic djch vg mi 
hp nhin duoe lu nha eung cip. Do dd md hinh nghiin 

ciiu ciia tic gii cflng dupe xic dinh dpa trin md hinh 
vi Ihang do ciia Parasuraman. Cronin vi Taylor d i do 
ludng miic dO tic dOng ciia cic yiu td ciu thinh nin 
chit lupng dleh vg siia chua xe dtd cua edng ty TNHH 
Thinh Hiip Phit inh hudng din sp hii Idng cua 
khich hing. Theo dd cd 5 biin dOc lip bao gdm 25 
biin quan sit tie dOng lin biin phg thuOc hii Idng cd 
3 biin quan sil. 
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Sv tin dy (TO, Su dip ung (DU), Nang luc phuc vu 
(NL), Su c4m Ihong (DC), Phuong Ufn hu hinh (PT) 
HSu Idng cua khach hang (HL). 

M6 hinh h6i quy duoe thiS lap iheo m6 hinh 
nghign cuu nhu sau: 

HL=ljO+bl'TC*b2'DU+b3'NL+t>4'DC+b5'PT + e 
GI4 thuyft HI, H2, H3, H4, H5 dai ra la cac y«u 16 Su 

Un cay, Su dap ling, Nang Igc phyc vu, Su cam th6ng va 
Phucmg tiin hChi hinh diu c6 mdi quan h$ cung chi^u 
vdri su hai I6ng cua khach hang khi sir dung d|ch vu sua 
chOa cua COng Ty TNHH Thanh Hi^p Phai. 

Nghien cuu nay sii dung phuong phap phan tich 
nhan 16 kham pha nhAm kiSm dinh do tin cay, gia tri 
cac thang do va phan lich h6i qui tuy& tinh bol Ai do 
luong muc dO tac dOng cua cac nhan 16 chil luona 
dich vu doi vOi su hai long cua khach hang CO mju 
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dva Iheo c6ng Ihiic ciia Hair va c6ng su (2006) ihi co 
miu khao sat Auvc xac djnh la 125 nhung tac gia khio 
,41300 miu va Irong qua trinh phan tich tac gia ISy 215 
miu di Un hanh phan llch va nghien ciiu. Hinh thiic 
khio sat duoe thuc hi^n th6ng qua bang h6i dupe 
tail ki Iheo Ihang do Likert 5 diim. Miu khao sai 
Iheo phuong phap ptii xac suit thuin liin. 

l Kel qua nghien cihi n thao luan 
M l qua kiSm djnh do tin c$y Cronbach's alpha cac 

ttit) quan sat b| loai TC I , TC2, DCI , DC2 do c6 h* s6 
tuong quan so bi6n tOng <0,3. Nhirng bi6n dat chit 
lupng duoe dua vao phan tich nhan t6 ti6p theo. 

Kil qui phan Uch nhan 16 kham pha EFA 
B i i g I. K^l qna phan tkh EFA 
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Kit qui cho thiy eie biin trong thang do ehit 
iutimg d(ch vg tgi Cdng Ty TNHH Thanh Hiip Phat cd 
h$ s6 B diu duong nin tit c i cac nhin td chat lugng 
d]ch vg tmng md hinh hdi quy diu anh hudng cung 
chiiu din sv hii long eua khach hang. Nhu vay, eic 
gii thuyit HI, H2, H3, H4, H5 trong md hinh nghien 
cuu diiu dutjfc chip nhin. 

Kit qui kiim dinh t eiia bie'n DC ed gii tn Sig= 
O.993>0.05 nin bii'n nay khdng ed tac dpng din bie'n 
hai Ibng nin lo^i khdi md hinh phan tieh. 

M6 hinh diiu chinh sau qua trinh phin tieh: 
HInk 2. Mo blob Dgbirn ruu difu cbinh 

Kit qua VIF: Cd cic gia tri < 2 nin khdng sai ra hien 
tupng da cOng tuyin. 

Ket qui R2 diiu chinh = 0.645 cho thiy c ic biin sd 
hong md hinh di giai thich dugrc 64,5% s\f hii Idng ciia 
eua khich hing ddi vdi djch vu sua chda .\e d id l̂ i 
Cdng Ty TNHH Thanh Hiip Phit. Cdn 1^ 35,5% su hii 
long cua khieh hing xuit phit td cie nhin td khie vi 
sai sd ngiu nhiin, Cd thi ndi cac biin dugtr dua vio 
md hinh dat kit qui giai thich khi tdt. 

Kit qui ANOVA Sig < 0,05 cho la Ihiy md hinh 
nghiin euu phii hgp vdi du Iiiu thu thip. 

Kil qui Durbin-watson la cd 0<d=l , 704<dl 
= 1,718 do ddcd tuong quan duong giu cic phindu. 

Kit qui md hinh thu dugre sau qui trinh phin tieh 
nhu sau: 

HL = 0.006 + 0.109*TC + 0,267*DU + 0.378*NL + 
0,252*PT 

4. Ket luan 
Kit qui 5 thinh phin ehit lugng djch vv siia ehua 

xe did t^ Cdng Ty TNHH Thinh Hiip Phit vi cd 25 
biin quan sit, thdng qua kiim d)nh thang do bing hi 
sd tin eiy Cronbach's Alpha ed 4 biin quan sit b| lo^i, 
eic bii'n cdn I^ dua vio phin tich nhin Id tiip theo 
EFA. Trong qui trinh phin lich nhin td khim phi cic 
biin diiu d^t chit lugng vi dugc nhdm thinh tung 
nhdm riing bi$t do dd dugc dua vio phin tich nhin 
Id liip theo (phin Uch hdi quy). Kit qui hdi quy cho 
ta thiy lit 5 biin ddc lip cua djch vu siia chija xe dtd 
tai Cdng Ty TNHH Thinh Hiip Phit ban diu inh 
hudng din si/ hii Idng ctia khich hing. Chi cd 4 nhin 
Id lie dgng din si/ hii Idng eua khich hing t^i edng 
ty, dd li (TC, DU, NL, PT). D^a vio hi sd i ta xic nhin 
tim quan trgng cie biin nhu sau: (1) Ning li/e phuc 
vy (33,6%), (2) Dip ung (27%), (3) Phuong Uin hCru 
hinh (24,3%), (4) Tin eiy (15,1%). 

Kit qui nghien cuu eho thiy chit lugng djch vy ndi 
chung va djch vu siia chua xe dtd tgi Cdng Ty TNHH 
Thanh Hiip Phat ndi riing li khdng dn djnh. S\f khie 
nhau ve chit lugng djch vu cd thi xuit phit tu djeh vy 
khic nhau, khu vye khac nhau, cich thuc quin ly 
khac nhauy. 
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