KiNii DOARH

SUHATLONG CUA CUDAN
VE CHAT LUGNG DICH VU
TAI THE ERA TOWN

® HA NAM KHANH GIAO - CAO VAN TRUYEN

TOM TAT:

Nghién citu dudc thye hi¢n nhim do ludng sy hii long clia cw din vé chal lugng dich vu tai
chung cu The Era Town (Ky Nguyén), Thanh ph8 H3 Chi Minh (TPHCM).

Bing viéc khio sd1 308 chd bd va s dung cdng cu Cronbach’s alpha, EFA va phin tich hdi
quy bdi, k&t qué d3 dua ra dugc mé hinh sy hii long cdia cur ddn gdm 4 nhin (3, sip theo thit ty
gidm (dm quan trong: Qua trinb khic phuc sy ¢6; Nhan vién quin 1y tda nha; Quin 1y ha tdng
k¥ thudt 1da nha; vd Dam bdo an (0an, an ninh cho cu dén. Ti 46, nghién citu dé xvdl cdc gidi
phdp d&n bo phéin quin 1y nhdm néng cao sy hai long cho cu din.

Tif khéa: Su hai long, dich vy, Chung cu Ky Nguyén (The Era Town apartment).

1. D4t van dé

Dan 56 TPHCM nim 2019 [3 8.993.082 ngudi
(Béich khoa todn thu md, 2019). viéc gia ting din
58 cd hoc nhanh chéng di tao ra 4p e vé cd s ha
ting, trong d6 c6 nbu cdu vé nha &. Trong vong 10
nm (8 lai day, nha chung cu cao ting thé hé méi
v6i nhiéu ching loai di c6 budc phat trié€n vugt
bac. Nha chung cu hién nay dugc thigt k& vé1 muc
dich sit dung hén hgp v6i ddy di céc dich vu, tién
ich cho cu ddn. Quin Iy van hanh chung cv - mét
vin dé nidng ching don gidn lai (rd thanh mdt chi
d& néng cla phin khic ciin hé (rén thi trudng bét
ddng sdn hién nay.

Khu can ho Chung cur cao 6¢ Ky Nguyén - The
Era Town, I3 mét cym nha chung cu, niim trén
dung 15B (Nguyén Ludng Bing ndi dai), phiiing
Phi My, Quan 7, TPHCM, gém 3,036 cin ha,
thude 9 block, cao tir 27 dén 30 ting vii mét block
tung tam thuong mai vdi nhitng khai nha né1 lién
vdi nhau. Hién chua ¢6 mot nghién citu nao vé sy
hai long clia cu dan d8i v6i chit Iugng dich vy
qudn I§ vin hanh cla chung cir cao 8¢ Ky Nguyén.
Nehién citu nay wrd nén cin thiét d€ ban quin ly
(thude Céng ty C3 phan Bufc Khai) c6 duge bién
phép dich vy (81 hon.

2. Cd s§ Iy thuyé&t va md hinh nghién cdu

2.1. Chdt higng dich vu

Zeithaml vi Bitner (2000) phét biéu “Dich vu
12 nhitng hanh vi, qud trinh va cdch thite thyre hién
mdt cong viée ndo d6 nhim tao gid tri s dung.
lam théa man nhu cdu vi mong do ciia khdch
hing”, trong khi Gronroos (1984), Ha Nam Khdnh
Giao, Ao Thu Hoii vd Pham Quang Vinh (2019)
vi H Nam Khénh Giao (2018) cho riing dich vu la
mot boat dong hodc 12 mét chudi hoat déng fi
nhiéu ¢6 tinh chat vé hinh, nhung khong cin thigt,
dién ra trong cdc ndi tudng tdc giita khdch hang
vi nhan vién dich vy va/hodc cdc ngudn lyc vit
cha't hoac hang éa va/hoic cdc hé theng cung ing
dich vu dirge cung cap nhu 13 cde giai phip gidi
quyét cdc vin dé ciia khdch hang.

American  Society for Quality (ASQ)
(https://asq.org/) cho ring “Chit lugng thé hién sit
vurgt trdi cGa hing héa va dich vy, dic biét dat dén
mifc d6 mi ngud ta ¢ thé thda man moi nhu cdu
va lam hii long khich hang™. Theo Parasuraman,
Zeitham! & Berry (1985). “Chat lugng dich vu
duge xdce dinh bdi sif khdc biét gitra sy mong dgi
cda khach hang vé dich vy vii ddnh gid cia hg vé
dich vu ma ho nhiin duoc™.
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2.2. Sy hai lbng ciia khdch hang

C6 nhiéu khii niém khac nhau vé su hai long
ciia khdch hang. @6 13 sy phan hdi Ginh cAm/toan
b6 cam nhin cda khdch hang d5i véi nha cung cip
dich vy, rér: c0 s 50 sdnh sy khdc biét gitta nhing
g1 ho nhan dugc so v8i mong ddi trude 46 (Oliver,
1993). Kotler va Amstrong (2012) cho ring, su hai
1ong dudc x4c dinh trén o 88 so sanh gilta ket qui
nhén dudc tir dich vy va mong dgi cda khdch hing.

Chalt luong dich vu 14 nhan 18 tdc dong nhiu
nhal d€n sy hai long clia khéch hang (Cronin &
Taylor, 1994). Do d6. mudn ning cao su hii long
khdch hiing. nhi cung cAp phd1 ning cao chat

lugng dich vu. M&i quan hé nhin qua gilta 2 y&u 18

nay 14 van dé then chét trong cdc nghién cdu vé sy
hiildng ciia khdch hing.

2.3. Sw hai long ciia cu din vé chat higng dich
v tgi chung cu

Dich vu quin Iy vén hanh chung cu [a mét 48
mditai Viét Nam. Nghi€n citu thyc nghiém wrén dia
ban Ha Néi clia Truong Tuan Anh, Trin Hoai Nam
va Pham Huong Giang (2014), dua 1rén
Parasuaraman el al (1985) da cho két qui gém 3
nhin 18 tac déng tich cyc theo thit W gidm dén:
Dam bao an toan va xit Iy céc sy & phit sinh; Dam
bao tién ich bén trong 1ba nhd; Bdm bdo vé sinh va
antoan.

Dinh Hitu Minh & Vién A1 Huy (2019) nghién
ctru xay dung tiéu chi danh gid chat jugng dich vu
quan 1y van hiinh nha chung cu, cho ké1 qué theo
thi( ty giam din' Do un cdy, Khd ning phin tng,
Mdc dd dim bao; Phuong tién hitu hinh, vi Sy thau
cdm. Phan Nguyén Viét (2013) 4p dung mé hinh
SERVQUAL d€ ki€m dinh chit lugng quén Iy vin
hénh chung cu phan khiic danh cho khéch hang thu
nhap thip v trung binh trén dia ban TPHCM, dva
ra 5 nhan (3 thit ty, véi myc dd tc dong gidm ddn
dén syt hai long, gdm: Phuong tién hiru hinh; S an
toan: Sy tin cay; Su ddp dng: Tuong tdc xi hdi.

Trén th€ gidi. Noorsidi, Noor & Shahabudin
(2008) nghién ciu chat lugng dich vu nha & chung
cu trén thi trudng Malaysia, sit dung md hinh
Servqual, cho thi'y cdc mic do quan trong gidm
dan: Su tin ciy; Su ddp Ung: Phudng tién hiru hinh;
Sy ddm bdo; Sy déng cim. Kuo. Chou & Sun
(201 1) khdm phd ra ning luc clia ddi ngil dich vy
v sy tin cdy trong thuc hién dich vu 1a hai thanh
phdn cin bin inh hudng dén sy hai long cla cu
déan chung cu. nhung Kou vi céng sy cho ring
thude tinh chi't Iugng dich vy vi sy dnh huéng tdi
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mic dd hat 1dng thay d6i theo moi trudng kioh
doanh, sy phat tri€n cda ti€n ba ky thudt, khéng
¢6 m8 hinh chuin, nén viéc nghién citu phdi duge
thyc hién thudng xuyén.

2.4. M6 hinh nghién citu dé xudt va cde gid
thuyét

Tit qué trinh luge khio ly |huye| cia mt s§
nghién citu trude diy, nhém tdc gid aé xuél md
hinh nghién ctiu tdc dong cia 5 nhan 18 vé chit
lgng dich vu quédn 1y vin hanh chung cu dén sy
hai long cu dan 1a: Sy hai long ctia cu dan vé chit
lugng dich vu tai chung cu The Era Town = {{Quan
1y ha tdng k¥ thudt 1da nha, Nhan vién quan ly 10a
nha, Quén Iy chi phi vA cde dich vy gia ting, Qui
trinh khdc phuc sy ¢6, Mong mudn cai thién chat
lugng dich vu clia nha quénly).

3. K&t qua nghién ciu

3.1. M6 té mbu

Khio sit dudc thye hién tai chung cuf cao 3¢ Ky
Nguyén, Phuting Phd M§, Quan 7, TPHCM, tiY ngdy
11/11/2019 dén ngay 01/01/2020 theo phuang phép
18y m3u phi xdc sust ki€u thuin tién, bing cau hdi
duge gl true UEp cho chid hd. Tng 6 phét ra 1
350 bang khdo sat, thu vé& duge 330 bin, sau khi
khao sdt dugc i sach dif liu, ¢6 22 bing khéo sdt
bi loas. cdn lai 308 bang, dat 88% (Bang 1).

3.2. Kiém dinh d¢ tin qzy ctia thang do (Bdng 2)

Nhit vy, qué trinh kiém dinh hé s6 Cronbach
Alpha ¢6 ddy dd ¢4 5 nhan 8 doc 1ap vd mét nhin
1§ phu thuéc ban ddu d€ dua vao céc phan tich ti€p
theo, khéng ¢6 bi€n quan sdt nio bi loai, hé s&
Cronbach Alpha cita cic nhan (&' dat dé un cay 1.

3.3. Phén tich y&u 1§’ khdm phd EFA

C6 42 bi€n quan sdt déc 1ap dudc dua vio phin
tich y&u 18 EFA v6i phudng phép trich Principal
Component vi phép quay Varimax. Sau 4 1in phan
tich EFA, ¢6 cdc bi€n quan s4t bj loai: QLCP2,
QLCPS. QLHT7, QLHTIS, QLHTS, QLHT3,
CTCL1 va CTCL5, QLCP1. QLHT9 va QLCPS8.
K&t quit kiém dinh Barlett v61 sig biing 0 (< 0,005)
v hé s& KMO biing 0,944 (> 0,5), phudng sai trich
1a 65,342% (> 50%), gif i eigen I 1,036, dat yéu
cdu (Ha Nam Khinh Giao & Biri Nhit Vuong,
2019). M6 hinh hdi quy sé ¢6 6 nhan 3 véi 31 bién
quan sit dc 1ap (Bang 3).

KEt qua phén tich EFA nhdn 18 phu thugce SHL
cho thiy, vi phuang phdp Principa) Axis Factoring
v6i phép xoay Promax, trich ditgc | nhan 8 véi 5
bi&n quan sdt va phuong sai trich tich 1iy duge 1a
76.016% (> 50%), gi tri Eigen 13 3.805 (> 1), KMO



BAng 1. Mé ta mau

Loal théng tin Tansé V8%
i tinh Nam 127 412
N 181 58,8
Duéi 30 tudi 55 17.9
06 tudi Tu 30 dén 40 tudi 163 529
Trén 40 tudi 90 292
Duéi 9 triéu déng/thang 82 26,6
Muc thu nhap Tir 9 dén 14 trigu d6ng/thang 14 37
L Trén 14 tnéu déng/thang ] 12 36,4
(Nguon: Téng hop cia nhém tic gid)
BAng 2. Hé 56 Cronbach’s Alpha
Quén I ha tang ky thuat (QLHT) 15 0903 0,495 i
Nhan vin quan Iy (NVQL) 6 0,897 0,685
Quan ly chi phi va cac dich vy gia tang (QLCP) 9 0,900 0,603
Qué trinh khdc phuc su c8 (KPSC) 7 0,919 0,702
Mong mudn cai thién cht lugng cla nha quén Iy (CTCL) 5 0,897 0,703
Sy hai long (SHL) 5 0,920 0,762

(Nguon® Xit I¥ 112 dit li¢u khéo sdir)

BAng 3. K&t qué phan tich y&u & kham pha 1an thu 4

Nhan t
1 \ 2 [ 3 4 } 5 \ 6

1. Qua trinh khdc phuc sy o8 (QTKPSC): Cronbach’s Alpha = 0,926
KPSC, 0785 | T \ i
KPSC, 0721 ‘ ‘ ‘
KPSC, 0717 -
CTel, 0,676 B
KPSC, 0672 - ]
KPSC, 0,649 o o T
cTeL, 0,648 T T ]
KPSC, 0,643 | - ]
KPSC, 0,605 | 1

2. Nhan vién quan fy téa nha (NVQLTN): Cronbach's Alpha = 0,897
NVaL, 0,720 I
NVaL 0678 I N
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Nhén 15 !
I TR
NvaL, 0,671 D
NVaL, 0,650 | I I y
NvVaL, 0,648 T T TTTT T
NvaL, 0,608 1
6 5
3. Quén Iy ha tang ky thuat toa nha (QLHTKT): Cronbach's Alpha = 0,848 e
QLHT, 0,702
QLHT, 0,692
QLHT,, 0,677
QLHT, 0,630 T
QLHT, N o6t | [ i ﬁ
| QLHT, 0,601 \ ‘
4. Dam béo an toan, an ninh (PBATAN): Cronbach's Alpha = 0,864
QLcP, | 0670
| aLce, [ 0,656
QLcP, | 0,652 ]
QLCP, v}t 0620
QLCP, 0.584
aLee, | 1 | 0510
5. V8 sinh va Chiéu sang hanh tang (VSVCS): Cronbach's Alpha = 0,714
QLHT,q | [ | | o2
atht, || | 0695

L
6. Cénh quan va Méi trudng (CQVMT): Cronbach'’s Alpha = 0,652

QLHT,,

[ 0,717

QLHT,,

12 0,895 thda man yéu ciu, ki€m dinh Bartlett’s ¢§
¢ nghia thdng ké (Sig = 0,000 nén cic bigh quan
s41 c6 tuong quan véi nhau trong tng thé (Ha Nam
Khdnh Giao & Bbi Nhit Vudng, 2019).

3.4. M6 hinh nghién ciou dién chinh va cdc gia
thuyet

Sau khi phén tich Cronbach’s Alpha va phan
tich EFA, md hinh nghién cttu dugc diéu chinh
nhu sau: Sw hai long ctia cu din vé chdt lugng
dich vu tai chung cu The Era Town = f{Qud trinh
khdc phuc sw ¢6, Nhdn vién qudn Iy toa nha,
Qudin Iy ha tdng ky thugt toa nha, Ddm bio an
toan, an ninh cho cicdan, Vé sinh va Chiéu sang
hanh lang, Canh quan va Méi truong). Cic gid
thuy&t nghién ctru:
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I

0,577

(Nguin Tir két qud xit Iy SPSS)

Hy: Qud trinh khdc phuc su ¢6’ cd dnh hiong
truc nép va cing chiéu dén si hai long cia cie dan;

H,: Nhin vién qudn ly toa nha c6 dnh hong
tryc 1iép va ciing chiéu dén sw hai long cia cie dan;

Hy: Qudn Iy ha tang k§ thudt toa nha cé dnh
hudng nye 1iép v ciing chiéu dén syt hai long cia
cuddan;

H g Dam bdo an toan, an ninh cho cit dan cé dnh
hidng tryc tiép va cing chiéu dén sy hai long ciia
cudan;

Hg: Vé sinh va Chiéu sing hanh lang cé dnh
hidng trc 1iép va ciing chiéu dén su hai long ciia
o déan;

Hg: Cdnh quan va Mai truong c6 dnh hudng e
tiép va cang chidu dén sy hai long cia cu dan.



3.5. Phan tich hdi quy

3.5.1. Phén tich nong quan

K&t qua phan tich tuong quan véi hé s& Pearson
v ki€m dinh 2 phia dudc trinh bay § Bang 4.

Bang 4 cho thy tat ca cdc bién doc lap déu cé
tuong quan vdi bi€n phu thuge & mic § nghia 1%,
46 tin cdy 99%.

3.5.2. Phan tich héi quy tuyén tink bot

Sau k&1 qua phan tich hdi quy 1an thif nhit loai
hai nhan (& V@ sinh vi Chi€u sing hanh lang, Cinh

quan vi Méi trugng. K&t qua phin tich 14n hai
dudc trinh bay & Bing 5.

K&1 qud phén tich phuong sai ANOVA cho thi'y
gid i thdng ké F = 232,632 vdi gid tri sig = 0.000
ching té mo hinh hé1 quy phir hgp vdi tap dit ligu.
Durbin-Watson ]a 1,872 <2 cho th&y khéng c6 su
twong quan giifa cdc bi€n trong md hinh. Hé s6 VIF
cla cdc bi€n déu c6 trj < 10 chiing t6 khong x3y ra
hién tugng da cong tuyén. Hé s6 R? hi¢u chinh
0,751 cho thdy 75,1% su bi€n thién clia bién phy

Bang 4. Ma #rén tuong quan Pearson

SHL | QTKPSC | NVQLTN | QLHTKT | vSVCS | CQVMT | BBATAN
i Pearson 1 0819* | 0755 | 0651 | 0443“ | 0436 | 0726"
Sig. (2-tailed) 0,000 0000 | 00000 | 0,000 0,000 0,000
Pearson 0,819" 1 0733 | 0578 | 0389 | 0417 | 0,728
QTKPSC — -
Sig. (2-tailed) | 0,000 0,000 0,000 0,000 0,000 0,000
Pearson 0755% | 0,733 1 0595 | 0489" | 0452 | 0.682"
NVALTN | — .
Sig. (2-tailed) | 0,000 0,000 0,000 0,000 0,000 0,000
Pearson 0651 | 0578 | 0505 1 0521 | 0461* | 0601*
QLHTKT | .
Sig. (2-tailed) | 0,000 0,000 0,000 0,000 0,000 0,000
veves | Fearson 0443 | 0389" | 0489 | 0521 1 0495 | 0421
Sig. (2-tailed) | 0,000 0,000 0,000 0,000 0,000 0,000
cawr | Pearson 0436" | 0417 | 0452 | 0461 | 0495 1 0,420"
Sig. (2-tailed) | 0,000 0,000 0,000 0,000 0,000 0,000
P ™ - 0601 | 02t | 0420" 1
oaaTay | Po™n 0726 | 0728 0,682 0,60 0,42 0,420
| Sig. (2ailed) | 0000 | 0,000 0,000 0000 | 0000 | 0000 | J
(Ngubn: Tic ké1 qud xi Iy SPSS)
Bang 5. T6ng hop két qud phan tich héi quy
He s& chua chun héa & chuan hoa Théng ké cdng tuyén
Mo hinh b Lol t sig. e i
B | stdEmor Beta Dochdpnhan | VIF
(Constant) | -0,139 0,124 123 | 0262
QTKPSC | 0482 0,050 0453 9553 | 0,000 0,360 2,779
1| NVQLTN | 0250 0,050 0,227 5001 | 0,000 0,394 2,536
QLHTKT | 0,179 0,040 0171 4512 | 0,000 0,566 1,768
DBATAN | 0,143 0,047 0,139 3063 | 0,002 0396 2524
R higu chinh 0,751
Durbin - Watson 1,872
F 232,632
sig 0,000

(Nguon: Tie két qua xit Iy SPSS)
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thude duge gidi thich bdi ciic bign déc lap (Ha Nam
Khinh Giao & Bbi Nhil Vudng, 2019). Phuong
trinh héi quy chua chufn héa:

SHL = -0,139 + 0,482%QTKPSC
+0,250*NVQLTN + 0,179*QLHTKT
+0,143*DBATAN.

3.6. Kiém dinh su vi pham ciia cdc gid dinh

héi quy
D4 thi phan tén Scatterplot cho thiy. phan du
phdn tdn ngdu nhién xung quanh dudng di qua
tung d6 0 va dao déng nhiéu & bién do +/- 1,
ching & ring gid dinh lién hé tuy€n tinh khéng
bi vi pham. Bi€u d 1an s& Histogram cho thay,
dudng cong phin phdi chugn dit chdng 1&n bidu
d tan s8, gid tri trung binh rat nhd, gin bling 0
(mean = 4,43E-15) va d6 léch chuan gin bing |
(Std. Dev = 0,993), viy nén phan phdi cia phin
du xdp xi chudn. Bi€u dé P-P plot ciing cho thiy
céc diém quao s&t khong phin tén qué xa dudng
thing k¥ vong nén c6 thé k&t luin riing, gid thi€l
phin dv ¢6 phin phdi chuin khong bi vi pham.
Nhy vdy, md hinh hdi quy tuy€n tinh trén 12 mé
hinh pho hgp (Ha Nam Khdnh Giao & Bui Nhat
Vuong, 2019).

3.7. Kiém dinh s khdc bigt

Kiém dinh t-test vd ANOVA dugc st dung.
K€t qua cho thi'y khdng ¢6 su khdc biét gita nam
va nit vé d6 hai long; trong khi d6, dd w8i dudi
30 ¢6 d6 hir long cao nha't, nhém trén 40 wéi c6
46 hii 1ong trung binh, thip nhat 13 d6 1wdi ur 30
dé€n 40 wéi; nhém cu dan cé mic thu nhip dudi
9 (riéu c6 dé hir long cao nhat, ti€p theo 1a nhém
c6 mirc thu nhap tir 9 triéu ddng d€n 14 trigu
ddng. cubi cing 1a nhém c6 mie thu nhidp trén 14
triéu ddng/thdng.

4. K&t luan va ham y quan (ri

4.1, Két lugn

Qua qud trinh nghién cu. nhdm tdc gia da si

dung phudng phdp nghién citu dinh ludng pha
hep, x& 1y s6 liéu bing phudng tién thang ké dé
¢6 thé x4c dinh dugc 4 nhan 18 1dc dong dén sy
hai long cda cu dan d&i véi chit lugng dich vy
quan ly van hanh chung cu, sdp x€p theo thit tf
gidm dan: Qud trinh khic phue sy ¢8 (QTKPSC),
cé B = 0,453, Nhian vién qudn ly toa nha
(NVQLTN), ¢6 8 = 0,227; Quin ly ha ting ky
thudt tda nha (QLHTKT), c6 B8=0,171; vd Pim
bdo an toan, an ninh cho cu din (PBATAN),
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= 0,139, T¥ d6, nghién cttu dé xudt hé thdng
cdc him y qudn tri mang tinh khdch quan.

4.2. Dé xud't ham § qudn tri

4.2.1. Vé Qud trinh khdc phuc sit c6

Cu dan ddnh gid chua cao vé cdc tiéu chindy
ciia nha cung cap dich vy vé1 mean= 3,359, Nhy
vily, Ban quan ly cin quan tim ddng mic cic ndi
dung, nhu: Thyc hién ding cam k&t vé thai gian
khic phuc sy ¢d di doi v6i chat lugng trong qud
trinh x{ 1§ s c6; X4y dung cdc quy trinh vé xi ly
su ¢ cu thé, chi ti€1, phan Gng nhanh vi linh hoat
trong 46 bao gdm ndi dung hudng din cho cu dan
(tng phé ban dau va cip bdo d€n ndi cin thiét khi
c6 sy ¢d x4y ra; Pua ra nhiing thdng bido nhanh,
chinh xdc, d& hiéu, dé thd’y cho cu din.

Sau méi sy ¢6 x4y ra, cin dic nit kinh nghiém
cling nhu thu thap § ki€n phén hdi cia cu dan d€
diéu chinh nhifng khéc biét so v6i quy trinh, bg
sung, xdy dung quy trinh ngdy cing hodn thién,
Khi ¢6 sy tranh chdp s hitu chung xdy ra, can
gidi quy&t hap Iy, hop tinh. Cdn quan tdim x4y
dyng y thic cong déng, tinh than 4i ling giéng,
gidp d3 1in nhau, tao sy théng nhat, doan két va
¢6 trdch nhiém cia cu ddn. Bén canh dé6, sy quan
tam cita ban quan Iy sdu sdt d&€n (dng hd dan ciing
120 ra sy yén tdm cho cu din trong qué trinh sinh
sdng tai day.

4.2.2. Vé Nhéin vién qudn 1§ toa nha

Cu didn ddnh gid khd tich cyc véi mean =
3,458, Nhu viy, ban quén 1y cdn quan tim xdy
dyng ddi ngd nhdn vién quan Iy van hanh tda nhi
c6 ndng Iyc, 1an tinh, c6 thdi 46 hoa nha vi tudn
sdn sang gidi quy&t nhitng nhu ciu phdt sinh cia
cu din nhanh chéng, chinh xdc. Nhin vién quin
1y tda nhi cing cdn duge thudng xuyén hoc (ap,
ning cao ¥ thirc va ky ndng quin 1y nha cao ting,
k¥ ning phong chdy chita chdy, ky ning x ly sy
¢& 160 nhd, tham chi, cing cdn nang cao kha niing
ngoaingd va giao ti€p vdi cde thinh phdn cu din
da dang trong The Era Town.

4.2.3. Vé Qudan Iy ha tdng k¥ thugt toa nha

P4nh gi4 ciia cw ddn vé nhin (3 ndy dat mitc
cao nhit véi mean = 3,538. Tuy nhién, cdn khic
phuc hé théng camera quan sdt - thuting c6 huén
1wgng mat séng khéng ghi va truyén duge hinb
dnh, thang mdy - thinh thodng bi tryc tric, va hé
théng phong chiy - bio nhim bio gid. trang bi
ch@a chdy c6 phin chua phit huy dvge chite
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nang khi cAn st dung. Ban quin Iy cdn xic ti€n
43u 1w, hiéu chinh va bdo dudng hé théng cic
trang thi€t bi phdng chdy ch¥a chdy ddm bio
hoat d6n° hiéu qué, chinh xdc. Hon hél, Ban
qudn ly can xz\y dung va duy tri cdc quy trinh,
quy dinh, ndi quy van hanh tda nha higu qud, an
toan, d& hj€u va d& thuc hién déi vdi cd don vi
vin hanh va cu dan.

4.2.4. VE Dam bdo an toan, an ninh cho cu din

Pénh gif cla cu din § mic trung binh vgi
mean = 3,305. Ban quin 1y cdn luu ¥ dén cong
tdc ¢im bdo an todn, an ninh cho ngudsi dan - v&n
12 nhitng n¢t dung dugc quan tim nhiéu trong thdi
gian gan ddy. Ban quin 1y can tap trung thyc hién
16t mét s6 ndi dung nhu: dinh ky tdp huan, huéng
din cu ddn cdc ky ndng phong chdy chira chdy,
k¥ ning sinh 8n, thodt nan khi c6 s c6 xay ra;
hedng din, don d6c va ki€m tra cu dan vé § thic
quan 1y cdc vit dung c§ thé roi xudng sin choi
28y nguy hiém cho ngudi khdc. Khdng nhirng
vy, can phdi thitc hién 18t cong t4c cha dbi bio

TAILIEU THAM KHAO

vé an ninh, d6 1a: ki€m tra, gidm sdt 16t nguy co
quay 16i tinh duc, cdc d6i twong nghién hit va
trém cdp hoat d6ng khu vuc toa nha chung cu.

4.2.5. Vé St khdc biét

Ban qudn I§ cin uu ti€n ngudn lyc phuc vy cho
d8i urgng cur dan § 6 1wé da c6 kinh nghiém lam
viéc va thu nhdp &n dinh, ddy 13 nhém chi€m
lugng chd y€u dang sinh sdng tai chung cu.

4.3. Han ché ciia d¢ tai va dé xufit hiténg
nghién citu trong uong lai

Nghién ciru di dat myc tiéu dé ra, nhung vdn
¢6 nhitng han ché nhét dinh: (1) Phudng phdp
chon miu phi x4c suit, 18y méu thuin tién nén
tinh dai dién chua cao, (2) Con nhiéu yé&u td khdc
c6 thé 1dc dong d&n sy hai long cia cu din ma
nghién ciu nay chua tdp trung vao, (3) Viéc loat
bé 2 nhén (8: V& sinh va Chi€u sdng hanh lang,
Cinh quan va Méi trudng 13 phd hgp trong thdr
gian khdo sdl, nhung chua hgp 1y trong thdi gian
dai dich Covid-19 hién nay. B6 ciing chinh la ggi
¥y cho nhing nghién ctiu tiép theo @
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Kinh doanh ty do

THE SATISFACTION OF INHABITANTS WITH
THE ERA TOWN APARTMENT’S SERVICES

® Assoc.Prof.Ph.D HA NAM KHANH GIAO
Dean, Faculty of Air Transport, Vietnam Aviation Academy
® CAO VAN TUYEN

ABSTRACT:

This research aims at measuring the satisfaction of inhabitants using services at the Era Town
apartment in Ho Chi Minh City by interviewing 308 heads of households. This research was
conducted by using Cronbach’s alpha, exploratory factor analysis and linear regression analysis.
The research’s result shows that the satisfaction of inhabitants using services at the Era Town
apartment in Ho Chi Minh City is affected by 04 factors namely. troubleshout process,
administrative staff. infrasiructure management, safety and security (listed in the descending order
of importance). Based on results, the research proposes some managerial implications to the
management board of the Era Town apartment in order to enhance the nhabitans’ satisfaction.

Keywords: Satisfaction, services, the Era Town apartment.
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