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TOM TAT: 
Nghien cffu dffdc thifc hien nhdm do Iffdng sff hai Idng ciia cff dan vl chd't Iffdng dich vu tai 

chung cff The Era Town (Ky Nguydn), Thanh phd' Hi Chi Minh (TPHCM). 
Bang viec khao sdt 308 chu hd vd sff dung cdng cu Cronbach's alpha, EFA va phdn tich h6i 

quy bdi, ke't qua da dffa ra dffdc md hinh sff hai Idng cua cff ddn gom 4 nhdn to, sap theo thff tff 
gidm tam quan trpng: Qud trinh khac phuc sff cd'; Nhan vien quan \f tda nha; Quan ly ha tdng 
ky thudt tda nhd; va Dam bao an toan, an ninh cho cff ddn. Tff dd, nghien cffu de xua't cac gidi 
phdp den bd phdn quan ly nhdm ndng cao sff hdi long cho cff ddn. 

Tiif khda: Sff hai long, dich vu, Chung cff Ky Nguyen (The Era Town apartment). 

1. Dat van d€ 
Ddn sd TPHCM nam 2019 Id 8.993.082 ngffdi 

(Bach khoa toan thff md, 2019), viec gia tang dan 
sdcd hpc nhanh chdng da tao ra dp Iffc ve cd sd ha 
tang, trong do cd nhu cau ve nha d. Trong vdng 10 
nam trd lai ddy, nhd chung cff cao tang the'he mdi 
vdi nhieu chiing loai da cd bffdc phdt trien vffdt 
bdc. Nha chung cff hien nay dffdc thie't k l vdi muc 
dich sff dung hdn hdp vdi day dii cdc djch vu, lien 
ich cho cti ddn. Quan ly van hanh chung cff - mot 
vd'n de tffdng chffng ddn gidn lai trd thanh mdt chii 
de ndng ciia phdn khuc can hd tren thi trffdng bd't 
dpng san hien nay. 

Khu can hd Chung cu'cao d'c Ky Nguyen - The 
Era Town, la mdt cum nha chung cff, nam tren 
dtfdng 15B (Nguydn Lffdng Bang nd'i ddi), phffdng 
Phu My, Qudn 7, TPHCM, gom 3,036 can hd. 
thudc 9 block, cao tff 27 de'n 30 tang vd mdt block 
trung tam thu'dng mai vdi nhffng khd'i nhd nd'i lien 
vdi nhau. Hien chtfa cd mot nghien cffu ndo ve sff 
hai Idng ciia cff ddn dd'i vdi cha't Iffdng dich vu 
qudn 1̂  vdn hdnh cua chung cff cao d'c K^ Nguyen. 
Nghien cffu nay trd nen can thie't di ban qudn ly 
(thuoc Cdng ty Co phan Dffc Khai) cd dffdc bien 
phap dich vu tdt hdn. 

2. Cd sd ly thuyd't va mo hinh nghien cifu 
2.1. Chat lUdng dich vu 
Zeithaml va Bitner (2000) phdt bieu "Dich vu 

Id nhffng hanh vi, qua trinh vd each thffc thffc hien 
mdt cdng viec nao dd nham tao gid tri sff dung, 
lam thda man nhu cau vd mong ddi ciia khach 
hang", trong khi Gronroos (1984), Ha Nam Khdnh 
Giao, Ao Thu Hoai va Pham Quang Vinh (2019) 
vd Ha Nam Khanh Giao (2018) cho rang dich vu la 
mdt hoat ddng hoac la mdt chudi hoat ddng it 
nhilu cd tinh chd't vd hinh, nhffng khdng can thiet, 
dien ra trong cdc md'i tu'dng tdc giffa khach hang 
vd nhan vien dich vu va/hoac cac nguon Iffc vdt 
cha't hoac hang hda va/hoac cac hd thd'ng cung iJng 
dich vu dffdc cung cd'p nhff la cdc giai phap giai 
quye't cdc vd'n de cua khdch hang. 

American Society for Quality (ASQ) 
(https://asq.org/) cho rang "Cha't Iffdng the' hien sif 
vifdttrdi ciia hang hda va dich vu, dac biet dat de'n 
mffc do ma ngffdi ta cd the thda man mpi nhu cau 
va Idm hai long khdch hang". Theo Parasuraman, 
Zeithaml & Berry (1985), "Chd't lu'dng dich vu 
dffdc xac dinh bdi sff khac biet giffa sy mong ddi 
cua khdch hang ve dich vu va ddnh gid cua ho vi 
dich vu ma hp nhdn dffdc". 
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2.2. Sdhai long cua khdch hdng 
Cd nhilu khai niem khdc nhau ve stf hai ldng 

ciia khdch hang, do la stf phan hdi tinh cdm/toan 
bo cam nhdn cua khach hang dd'i vdi nhd cung ca'p 
dich vu, tren cd sd so sanh stf khac biet giffa nhffng 
gi hp nhan dffdc so vdi mong ddi trffdc dd (Oliver, 
1993). Kotier va Amstrong (2012) cho rang, sff hdi 
Idng dffdc xdc dinh tren cd sd so sanh giffa ke't qua 
nhan dffdc tff dich vu vd mong ddi cua khdch hang. 

Cha't Itfdng dich vu Id nhan td tdc ddng nhieu 
nha't de'n sff hai Idng cua khdch hdng (Cronin & 
Taylor, 1994). Do dd, mud'n ndng cao sff hdi long 
khdch hang, nhd cung cap phdi ndng cao cha't 
Iffdng dich vu. Md'i quan he nhdn qua giffa 2 ye'u to 
ndy la vd'n dl then chd't trong cdc nghien cffu ve sff 
hdi Idng ciia khdch hang. 

2.3. SU hai long ciia cii dan ve chdi lUdng dich 
vu tqi chung cd 

Dich vu quan ly van hdnh chung cff la mdt de tai 
mdi tai Viet Nam. Nghien cffu thffc nghiem tren dia 
ban Hd Ndi ciia Trffdng Tua'n Anh, Tran Hoai Nam 
va Pham Htfdng Giang (2014), dtfa tren 
Parasuaraman et al (1985) da cho ke't qua gdm 3 
nhdn to' tac dOng tich cffc theo thff tff giam dan: 
Dam bao an toan va xff ly cdc sff cd' phdt sinh; Dam 
bao tien ich ben trong tda nha; Dam bao ve sinh vd 
an todn. 

Dinh Hffu Minh & Vidn Ai Huy (2019) nghien 
cffu xdy dffng tieu chi danh gia cha't Itfdng dich vu 
quan ly van hanh nhd chung cff, cho ke't qua theo 
thff tff giam dan- Dp tm cdy, Khd nang phan ffng, 
Mffc dp ddm bao; Phffdng tien hffu hinh, vd Sff thd'u 
cam. Phan Nguyen Viet (2013) dp dung md hinh 
SERVQUAL d l kiem dinh cha't Iffdng qudn ly van 
hanhchungctf phdn khiic ddnh cho khach hdng thu 
nhap tha'p vd trung binh tren dia ban TPHCM, dffa 
ra 5 nhan td'thff tff, vdi mffc dd tdc ddng giam dan 
de'n sff hai Idng, gom: Phffdng tien hffu hinh; Sff an 
toan; Sff tin cay; Sff ddp ffng; Tffdng tdc xd hdi. 

Tren the'gidi, Noorsidi, Noor & Shahabudin 
(2008) nghien cffu chd't Iffdng dich vu nhd 6 chung 
cff tren thi trffdng Malaysia, sff dung md hinh 
Servqual, cho tha'y cdc mffc dp quan trpng giam 
dan: Stf tin cay; Sff dap ffng; Phffdng tien hffu hinh; 
Sff dam bao; Sff dong cam. Kuo, Chou & Sun 
(201 i) kham pha ra nang Iffc cua dpi ngu dich vu 
va sff tin cay trong thtfc hien dich vu la hai thdnh 
phan can ban anh htfdng de'n sff hdi Idng cua cff 
dan chung ctf, nhffng Kou vd cdng sff cho rang 
thupc tinh chd't Itfdng djch vu va sff dnh htfdng tdi 

mffc dd hai long thay doi theo mdi trffdng kmh 
doanh, stf phdt trien ciia tie'n bd ky thudt, khdng 
cd md hinh chuan, nen vide nghien cffu phai dtfdc 
thtfc hien thtfdng xuyen. 

2.4. Mo hinh nghien cdu di xud't vd cdc gid 
thuyet 

Tff qua trinh Iffdc khdo ly thuye't cua mdt so' 
nghien cffu trffdc ddy, nhdm tac gia dl xua't md 
hinh nghien cffu tac ddng cua 5 nhdn to' vl chdt 
Iffdng dich vu quan ly van hdnh chung cff dd'n stf 
hdi long cff dan la: Sff hdi long cua cff dan ve cha't 
Iffdng dich vu tai chung ctf The Era Town = f{Quan 
ly ha tang ky thudt tda nha, Nhan vien quan ly tda 
nha, Quan ly chi phi vd cdc dich vu gia tang, Qud 
trinh khdc phuc sff cd', Mong mud'n cdi thien chdt 
Iffdng dich vu cua nha quan ly). 

3. Ket qua nghidn cu'u 
3.1. Mo td mdu 
Khao sat dtfdc thtfc hien tai chung cff cao d'c Ky 

Nguyen, Phffdng Phu My, Quan 7, TPHCM, tff ngdy 
11/l 1/2019 de'n ngdy 01/01/2020 theo phffdng phdp 
Id'y mau phi xdc sud't kilu thudn tien, bdng cau hoi 
dffdc gffi trtfc tie'p cho chu hd. Ting sd' phat ra la 
350 bang khao sat, thu ve dtfdc 330 bdn, sau khi 
khdo sdt dffdc lam sach dff lieu, cd 22 bang khao sat 
bi loai, con lai 308 bang, dat 88% (Bang 1). 

3.2. Kiem dinh dQ tin cqy cua thang do (Bang 2) 
Nhff vay, qua trinh kiem dinh he so' Cronbach 

Alpha cd day du ca 5 nhan to' ddc lap vd mdt nhan 
to'phu thudc ban dau dl dffa vao cac phdn tich tiê p 
theo, khdng cd bie'n quan sdt nao bi loai, he so' 
Cronbach Alpha cua cdc nhdn to' dat dp tin cay td't. 

3.3. Phdn tich yeu td'khdm phd EFA 
Cd 42 bid'n quan sat ddc lap dtfdc dffa vao phdn 

tich ye'u td' EFA vdi phtfdng phap trich Principal 
Component vd phep quay Varimax. Sau 4 lan phan 
tich EFA, cd cdc bie'n quan sal bi loai: QLCP2, 
QLCP5, QLHT7, QLHT15, QLHT5, QLHT3, 
CTCLI vd CTCL5, QLCPl, QLHT9 va QLCP8. 
Kit qud kiem dinh Barlett vdi sig bdng 0 (< 0,005) 
vd he sd KMO bdng 0,944 (> 0,5), phffdng sai trfch 
la 65,342% (> 50%), gia tr| eigen la 1,036, dat yeu 
cau (Ha Nam Khanh Giao & Bui Nhat Vffdng, 
2019). Md hinh hoi quy se cd 6 nhan tdvdi 31 bien 
quan sat ddc lap (Bang 3). 

Ke't qua phan tich EFA nhan td phu tiiupc SHL 
cho tha'y, vdi phffdng phdp Principal Axis Factoring 
vdi phep xoay Promax, ff-ich dffdc I nhan td vdi 5 
bie'n quan sat vd phffdng sai trich tich luy dffdc la 
76,016% (> 50%), gia tri Eigen la 3,805 (>' |), KMO 
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Bang 1. Mo ta mau 

Gidi tinh 

06 tudi 

lylClc ttiu ntiap 

Loai thong tin 

Nam 

NQ 

Di;di 30 tudi 

Ta 30 den 40 tudi 

Tren 40 tudi 

Dudi 9 trieu ddng/tiiang 

TCf 9 den 14 trieu ddng/tiiang 

Tren 14 tneu ddng/tiiang 

lan so 

127 

181 

55 

163 

90 

82 

114 

112 

Tyl^% 

41,2 

68,8 

17,9 

62,9 

29,2 

26,6 

37 

36,4 

(Nguon: Tong hap cua nhom Idc gid) 

Bang 2. He so Cronbach's Alpha 

Bi@h quan sat 

Quan iy iia tang ky ttiuat (QLHT) 

Niian vien quan iy (NVQL) 

Quan ly ctii phi va cac djCh vu gia tang (QLCP) 

Qua trinh khac phuc su cd (KPSC) 

l̂ ong mudn cai thien chat iUOng cua nha quan ty (CTCL) 

Silhai idng (SHL) 

So bien 
quan sat 

15 

6 

9 

7 

5 

5 

Cront}ach's H$ so tudng quan 
Alpha ! bien - tong nho nhat 

0,903 

0,897 

0,900 

0,919 

0,897 

0,920 

0,496 

0,685 

0,603 

0,702 

0,703 

0,762 

(Nguon • Xd ly td dd liiu khdo sdt) 

Bang 3. Ket qua phan tich yeu to khdm pha ldn thCf4 

Nhan to 

1 2 3 1 4 5 6 

1. Qua trlnh khac phuc su co (QTKPSC): Cronbach's Alpha = 0,926 

KPSC3 

KPSC, 

KPSCj 

CTCLj 

KPSC, 

KPSCj 

CTCL, 

KPSCs 

KPSC, 

0,785 

0,721 

0,717 

0,676 

0,672 

0,649 

0,648 

0,643 

0,605 

2. NhSn vien quan ly toa nha (NVQLTN): Cronbach's Alpha = 0,897 

NVQL, 

NVQL5 

0,720 

0,678 
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NVQL, 

NVQL3 

NVQL, 

NVQLj 

Nhan to 

1 2 

0,671 

0,650 

0,648 

0,608 

3 4 5 6 

1 1 

V 

1 1 
3. Quan ly ha tang ky thu t̂ tda nha (QLHTKT): Cranbach's Alpha = 0,848 

QLHT2 

QLHT, 

QLHT,, 

QLHT, 

QLHTe 

QLHTg 

0,702 

0,692 

0,677 

0,630 

0,621 

0,601 

4. Qam bao an toan, an ninh (DBATAN): Cronbach's Alpha = 0,864 

QLCP, 

QLCP9 

QLCPe 

QLCP3 

QLCPj 

QLCP, 

0,670 

0,656 

0,652 

0,620 

0,584 

0,570 

5. V$ sinh va Chieu sang hanh iang (VSVCS): Cronbach's Alpha = 0,714 

QLHT,„ 

QLHT,3 

0,702 

0,695 

6. Canh quan va Moi tnidng (CQVMT): Cronbach's Alpha = 0.652 

QLHT,, 

QLHT,2 

0,717 

0.577 

la 0,895 thda man yeu cau, kiem dinh Bartlett's cd 
y nghia thd'ng ke (Sig = 0,000) nen cac bie'n quan 
sat cd tffdng quan vdi nhau trong tdng the (Ha Nam 
Khanh Giao & BiJi Nhd't Vffdng, 2019). 

3.4. Mo hinh nghien cdu dieu chinh vd cdc gid 
thuye't 

Sau khi phdn tich Cronbach's Alpha va phan 
tich EFA, md hinh nghien cffu dffdc dieu chinh 
nhff sau: Si/ hdi long cua cii ddn ve chat lUdng 
dich vu tqi chung ciC The Era Town =f{Qiid trinh 
khdc phqc sd co', Nhdn vien qudn ly toa nhd, 
Qudn ly hq tdng ky thuqt toa nhd, Dam bdo an 
todn, an ninh cho cUdan, V$ sinh va Chieu sdng 
hdnh lang, Canh quan vd Moi trddng}. Cac gia 
thuye't nghien cffu: 

(Nguon Td ket qua xd ly SPSS) 

Hp Qud trlnh khdc phifc su cd co dnh hudng 
true tiep va ciing chieu den sU hai long cua cuddn; 

H2: Nhdn vien qudn ly toa nhd co dnh hudng 
true tiep vd ciing chieu den stf hdi long cua cudan; 

Hji Qudn ly ha tdng ky thuat toa nhd co dnh 
hudng trtfc tiep vd ciing chieu den st/ hdi long cua 
cuddn; 

H^: Ddm bdo an todn, an ninh cho cuddn cd anh 
hudng trtfc tiep vd cUng chieu de'n sU hdi long cua 
cuddn; 

H^: Vi sinh vd Chieu sdng hdnh lang co dnh 
hudng true tiep va cung chieu de'n su hdi long cua 
cuddn; 

H^: Cdnh quan vd Moi trUdng co dnh hudng true 
tie'p vd Cling chieu den sU hdi long cua cu ddn. 
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3.5. Phdn tich hoi quy 

3.5.1. Phdn tich tuang quan 

Ke't qua phdn tich tffdng quan vdi he sd' Pearson 
vd ki^m dinh 2 phia dffdc trinh bdy d Bang 4. 

Bdng 4 cho thd'y td't ca cac bid'n ddc lap d6u cd 
tffdng quan vdi bie'n phu thudc d mffc y nghla 1%, 
do tin cdy 99%. 

3.5.2. Phdn tich hoi quy tuyen tinh boi 

Sau kd't qua phdn tich hoi quy ldn thff nhd't loai 
hai nhan to Ve sinh va Chie'u sdng hdnh lang, Canh 

KINH DOANH 

quan vd Mdi trffdng. Ke't qua phan tich lan hai 
dffdc tnnh bay d Bdng 5. 

Ke't qua phan tich phu'dng sai ANOVA cho tha'y 
gia tri thdng ke F = 232,632 vdi gid tri sig = 0.000 
chffng to md hinh hoi quy phu hdp vdi tdp dff lieu. 
Durbin-Watson la 1,872 < 2 cho thd'y khdng cd sff 
tffdng quan giffa cac bie'n trong md hinh. He sd VIF 
cua cac bie'n deu cd tri < 10 chffng td khdng xay ra 
hidn tffdng da cdng tuye'n. Hd sd' R̂  hidu chinh 
0,751 cho thd'y 75,1% sff bid'n thien cua bie'n phu 

Bong 4. Ma trgn tJdng quan Pearson 

SHL 

QTKPSC 

NVQLTN 

QLHTKT 

VSVCS 

CQVMT 

SBATAN 

Pearson 

Sig. (2-taiied) 

Pearson 

Sig. (2-tailed) 

Pearson 

Sig. (2-taiied) 

Pearson 

Sig. (2-taiied) 

Pearson 

Sig. (2-taiie6) 

Pearson 

Sig. (2-tailed) 

Pearson 

Sig. (2-tailed) 

SHL 

1 

0,819" 

0,000 

0,755" 

0.000 

0,651" 

0,000 

0,443" 

0,000 

0,436" 

0,000 

0,726" 

0,000 

QTKPSC 

0,819" 

0,000 

1 

0,733" 

0,000 

0,578" 

0,000 

0,389" 

0,000 

0,417" 

0,000 

0,728" 

0,000 

NVQLTN 

0,755" 

0,000 

0,733" 

0,000 

1 

0,596" 

0,000 

0,489" 

0,000 

0,452" 

0,000 

0,682" 

0,000 

QLHTKT 

0,651" 

00,000 

0,578" 

0,000 

0,595" 

0,000 

1 

0,521" 

0,000 

0,461" 

0,000 

0,601" 

0,000 

VSVCS 

0,443" 

0,000 

0,389" 

0,000 

0,489" 

0,000 

0,521" 

0,000 

1 

0,495" 

0,000 

0,421" 

0,000 

CQVMT 

0,436" 

0,000 

0,417" 

0,000 

0,452" 

0,000 

0,461" 

0,000 

0,496" 

0,000 

1 

0,420" 

0,000 

BBATAN 

0,726" 

0,000 

0,728" 

0,000 

0,682" 

0,000 

0,601" 

0,000 

0,421" 

0,000 

0,420" 

0,000 

1 

(Nguon: Td ket qud xii ly SPSS) 

Bang 5. Tong hdp kef qua phan tich hot quy 

1 

(Constant) 

QTKPSC 

NVQLTN 

QLHTKT 

DBATAN 

R' hiSu chinh 

Durbin - Watson 

F 

sig 

H$ so chua chuan hoa 

B 

-0,139 

0,482 

0,250 

0,179 

0,143 

Std. Enor 

0,124 

0,050 

0,050 

0,040 

0,047 

H$ so chuan hda 

Beta 

0,453 

0,227 

0,171 

0.139 

t 

-1,123 

9,553 

5001 

4,512 

3,063 

Sig. 

0,262 

0,000 

0,000 

0,000 

0,002 

Thong k§ cOng tuyen 

D$ chap nh$n 

0,360 

0,394 

0,566 

0,396 

VIF 

2,779 

2,536 

1,768 

2,524 

0,751 

1,872 

232,632 

0,000 

(Nguon: Tif ke't qud xi( ly SPSS) 
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thudc dffdc giai thich bdi cdc bie'n ddc lap (Ha Nam 
Khanh Giao & Bui Nha't Vtfdng, 2019). Phffdng 
trlnh hoi quy chffa chuan hda: 

SHL = -0,139 -h 0,482*QTKPSC 
+ 0,250mVQLTN + 0,179'^QLHTKT 
+ 0,143*DBATAN. 

3.6. Kiem dinh sU vi pham ciia cdc gid dinh 
hoi quy 

Do thi phan tan Scatterplot cho thd'y, phan dff 
phdn tan ngau nhien xung quanh dffdng di qua 
tung dd 0 va dao ddng nhilu d bien do +/- I. 
chffng td rdng gia dinh lien he tuye'n tinh khdng 
bi vi pham. Bieu 6i tan sd' Histogram cho thd'y, 
dffdng cong phdn phd'i chuan dat chdng len bieu 
dd tan so', gia tri trung binh rd't nho, gan bang 0 
(mean = 4,43E-15) va do lech chuan gan bang 1 
(Std. Dev = 0,993), vdy nen phan phdi cua phan 
dff xap xi chuan. Bieu do P-P plot cung cho tha'y 
cdc diem quan sat khdng phan tan qua xa dffdng 
thdng ky vpng nen cd the ke't ludn rang, gia thie't 
phan dff cd phan phd'i chuan khdng bi vi pham. 
Nhff vdy, md hinh hoi quy tuye'n tinh tren la md 
hinh phu hdp (Hd Nam Khanh Giao & Bui Nha't 
Vtfdng, 2019). 

3.7. Kiem dfnh sd khdc biet 
Kiem djnh t-test va ANOVA dffdc sff dung. 

Ke't qua cho tha'y khdng cd sff khdc biet giffa nam 
va nff ve do hai Idng; trong khi dd, dd tuoi dffdi 
30 cd do hdi Idng cao nhd't, nhdm tren 40 tudi cd 
do hai Idng trung binh, thâ p nha't la do tudi tff 30 
de'n 40 tudi; nhdm cff dan cd mffc thu nhdp dffdi 
9 tridu cd dd hat long cao nha't, tie'p theo la nhdm 
cd mffc thu nhap tff 9 trieu dong dd'n 14 trieu 
dong, cud'i ciing Id nhdm cd mffc thu nhap tren 14 
trieu dong/thang. 

4. Ke't luan va ham y quan tri 
4.1. Ke't ludn 
Qua qua trinh nghien cffu, nhdm tdc gia da sff 

dung phffdng phap nghien cffu dinh Iffdng phu 
hdp, xff ly so' lieu bang phifdng tien thd'ng ke de 
cd the' xac dinh dffdc 4 nhdn td' tdc ddng de'n sff 
hdi long cua cu" ddn dd'i vdi cha't Iffdng dich vu 
quan ly van hdnh chung cff, sap xe'p theo thff tff 
giam dan: Qua trinh khdc phuc sff cd'(QTKPSC), 
cd B = 0,453; Nhan vien quan iy tda nhd 
(NVQLTN), cd 6 = 0,227; Quan ly ha tang ky 
thudt tda nhd (QLHTKT), cd (3 = 0,171; va Dam 
bao an toan, an ninh cho cff dan (DBATAN), 

3 = 0,139. Tff dd, nghien cffu de xua't he thd'ng 
cac hdm y quan tri mang tinh khdch quan. 

4.2. De xud't hdm y qudn tri 
4.2.1. Ve Qud trinh khdc phiic sii cd 
Cti ddn danh gia chffa cao ve cdc tidu chi nay 

cua nhd cung ca'p dich vu vdi mean= 3,359. Nhff 
vdy. Ban quan Iji can quan tdm dung mffc cdc npi 
dung, nhif: Thffc hien dung cam ke't vi thdi gian 
khac phuc sd cd' dl ddi vdi chd't Iffdng trong qua 
trinh xff ly sff cd'; Xay du'ng cac quy trinh ve xff IJ* 
su" cd' cu the, chi tie't, phan ffng nhanh va Unh hoat 
trong dd bao gdm ndi dung hffdng dan cho cff dan 
ffng phd ban ddu vd cd'p bdo de'n ndi can thie't khi 
cd sff cd' xay ra; Dffa ra nhffng thdng bdo nhanh, 
chinh xdc, dd hieu, dd thd'y cho cff dan. 

Sau mdi sff cd' xay ra, can due nit kinh nghiem 
cung nhff thu thap y kie'n phan hdi cua cif dan de 
dieu chinh nhffng khdc biet so vdi quy trinh, bo 
sung, xdy dffng quy trinh ngdy cdng hodn thidn. 
Khi cd sff tranh chd'p sd hffu chung xay ra, can 
gidi quye't hdp Iy, hdp tinh. Can quan tam xdy 
dffng y thffc cdng ddng, tinh thdn di Idng gieng, 
giup dd Ian nhau, tao sif thd'ng nha't, doan kd't va 
cd trach nhiem cua eif ddn. Ben eanh dd, sff quan 
tdm cua ban quan ly sdu sdt den tffng ho ddn cung 
lao ra sff yen tdm cho cu' dan trong qua trinh sinh 
sd'ng tai ddy. 

4.2.2. Ve Nhdn vien qudn ly toa nhd 
Cff ddn ddnh gia kha tich cffc vdi mean = 

3,458. Nhff vdy, ban quan ly can quan tdm xay 
dffng ddi ngij nhdn vidn qudn Iy van hanh tda nha 
cd nang Iffc, tan tinh, cd thai do hda nha vd ludn 
san sdng giai quyd't nhffng nhu cau phat sinh ciia 
cff dan nhanh chdng, chinh xac. Nhan vien quan 
ly Ida nhd cung can du'dc thu'dng xuyen hoc tap, 
nang cao y thffc vd ky nang qudn ly nha cao tang, 
ky nang phdng chdy chffa chay, ky nang xff Iy sff 
cd' Idn nhd, thdm chi, cung can ndng cao khd nang 
ngoai ngff vd giao tiep vdi cdc thdnh phan cff ddn 
da dang trong The Era Town. 

4.2.3. Ve Qudn ly ha ldng ky thudl toa nhd 
Ddnh gia cua cff ddn ve nhdn td'ndy dat mffc 

cao nhd't vdi mean = 3,538. Tuy nhien, can khdc 
phuc he thd'ng camera quan sdt - thu'dng cd hien 
tu'dng ma't sdng khdng ghi va truyen dffdc hinh 
dnh, thang may - thinh thoang bi true trac, va he 
thd'ng phdng chdy - bao nham bao gia, trang bi 
chffa chdy cd phan chffa phat huy difdc chffc 
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nang khi cdn sff dung. Ban quan Iy cdn xuc tie'n 
dau tff, hieu chinh va bao dffdng he thd'ng cac 
trang thie't bi phdng chay chffa chdy dam bao 
hoat ddng hieu qua, chinh xdc. Hdn hd't. Ban 
qudn ly can xay dffng vd duy tri cac quy trinh, 
quy dinh, ndi quy vdn hanh tda nhd hieu qua, an 
toan, dd hie'u vd dd thffc hien dd'i vdi ca ddn vi 
vdn hanh vd cff dan. 

4.2.4. Ve Ddm bdo an todn, an ninh cho cuddn 
Danh gid cua cff ddn d mffc trung binh vdi 

mean = 3,305. Ban quan ly can lffu y de'n cdng 
tac dam bao an todn, an ninh cho ngffdi dan - vd'n 
la nhffng ndi dung dffdc quan tam nhieu trong thdi 
gian gan ddy. Ban qudn ly can tap trung thffc hien 
tdt mdt sd' ndi dung nhff: dinh ky tap hud'n, hifdng 
dan cff ddn cdc ky nang phdng chay chffa chay, 
ky nSng sinh tdn, thodt nan khi cd sff cd xay ra; 
hifdng dan, ddn ddc va kiem tra cff ddn ve y thffc 
quan Iy cdc vat dung cd the rdi xud'ng sdn chdi 
gay nguy hiem cho ngffdi khac, Khdng nhffng 
vdy, can phdi thffc hidn td't cdng lac cua ddi bao 

ve an ninh, do la: kiem tra, giam sat td't nguy cd 
qudy rd'i tinh due, cdc dd'i tffdng nghien hut va 
trgm cdp hoat ddng khu vffc tda nhd chung cff. 

4.2.5. Vi Su khdc biet 
Ban quan ly can ffu tidn ngudn life phuc vu cho 

dd'i tu'dng cu'ddn d dd tuoi da cd kinh nghiem ldm 
viec vd thu nhdp dn dinh, day Id nhdm chie'm 
lifdng chu ye'u dang sinh sd'ng tai chung cir, 

4.3. Han che cua de tdi vd de xud't hiidng 
nghien cdu trong tUcfng lai 

Nghien cffu da dat muc lieu de ra, nhffng vin 
cd nhffng han che' nha't dinh: (I) Phffdng phdp 
chon mdu phi xac sud't, Id'y mdu thuan tien nen 
tinh dai dien chifa cao, (2) Cdn nhilu ye'u td'khac 
cd the tdc ddng de'n sff hai Idng cua cff ddn md 
nghien cffu ndy chffa tdp trung vao, (3) Viec loai 
bd 2 nhdn to': Vd sinh va Chie'u sang hdnh lang, 
Canh quan va Mdi tru'dng la phii hdp trong thdi 
gian khao sdt, nhffng chffa hdp ly trong thdi gian 
dai dich Covid-19 hien nay. Dd cung chinh Id gdi 
y cho nhffng nghien cffu tie'p theo • 
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THE SATISFACTION OF INHABITANTS WITH 
THE ERA TOWN APARTMENT'S SERVICES 
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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 Imear regression analysis. 
The research's result shows that the satisfaction of mhabitants using services at the Era Town 
apartment in Ho Chi Mmh City is affected by 04 factors namely, troubleshout process, 
administrative staff, mfraslructure 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 inhabitans' satisfaction. 

Keywords: Satisfaction, services, the Era Town apartment. 
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