
TAP CHi CQNG THIfdNG 

TAC DONG CUA TRAI NGHIEM DICH VU 
DEN HANH VI SAU S\J DUNG: 

TRlJCfNG HdP DICH VU XE KHACH 
CHAT LlJdNG CAO TAI THANH PHO CAN THOf 

• TRAN TH! HIEU NGHIA - N G U Y I N THj NGOC ANH - TRAN VAN TRQNG 

TOM TAT: 
Nghien cffu nay xem xdt tdc ddng cua cae yd'u td' trai nghiem khach hang dd'n hanh vi sau kbi 

sff dung dich vu xe khach cha't Iffdng eao tai thanh phd Can Thd. Nghidn cffu tie'n hanh khdo sdt 
306 hanh khach sff dung dieh vu tai thanh phd Can Thd, Phffdng phdp phan tich chinh dtfdc su' dung 
la phan tieh nhan td' kham pha (EFA), phan tieh nhdn td' khang dinh (CFA) va md hinh cd'u trdc 
tuyen tinh (SEM). Ke't qua phdn tieh cho thd'y cd 5 ye'u td trai nghidm dieh vu cd tdc ddng ddn 
hanh vi sau sff dung thdng qua sff bai Idng, bao gdm: Khd nang tid'p cdn; Mang Iffdi diem dffng 
chdn, didm di va diem ddn; Nhdn vien; Thdng tin va giao tid'p vdi khach hang; He thd'ng tuyd'n 
dffdng. Trong dd, yd'u td Mang Iffdi didm dffng chan, diem di va diem den va yd'u td Nhdn vidn 
ddng vai trd quan trgng. Ben canh dd, Sff hai Idng eua khach hang cd tac ddng rd't ldn dd'n cd bai 
hanh vi la Tai sff dung dich vu va Truydn midng tieb cffc. Dffa trdn kd't qua nghidn cffu, tdc gia 
da dd xud't mdt sd' ham y quan tn vdi cac doanh nghiep kinh doanh trong ITnh vtfc dich vu xe 
khdch cha't Iffdng cao, bao gdm: dam bao an toan va trang bi day du tien nghi hdn, cai thidn dich 
vu trung ehuydn, Idp the thdnh vidn, xdy dffng he thd'ng tuyd'n dffdng da dang hdn, xay dffng va 
phat tnen bd phan cham sdc khach hang sau qua trinb sff dung dich vu,., 

TH khoa: Trai nghidm khdch hang, bdnb vi sau sff dung, xe khach chd't Iffdng cao. 

1. Dat va'n de 
Hidn nay, trai nghiem khach bang dang la chu 

de quan trong dffde nhieu nha nghien effu va qudn 
Iy doanh nghidp quan tam. Trdi nghiem khach 
hang ddng vai trd quyd't dinh hanh vi sau sff dung 
cua khdch hang thdng qua mffc do hai Idng vdi san 
pham, dich vu. Nhffng trai nghidm tieh cffc ve dieh 
vu se lam hinh anh cua cdng ty dan phat trien, tde 
dpng de'n long trung thanh cua khdch hang. Dong 
thdi, lam eho khdch hang tin tffdng, sdn sdng 
truyen thdng san pham dich vu va thffdng hidu di 
xa hdn va sff dung lai d nhffng lan sau. Dd'i vdi 
ngdnh Van tai hanh khach d Viet Nam, sff canh 

tranh giffa cac doanh nghiep khdng ehi dffng lai & 
gia ca va chd't Iffdng ma dang dan chuydn sang 
canh tranh ve trai nghiem tff trffdc, trong vd sau 
qud tnnh sff dung dieh vu. Dieu nay ddi hdi cac 
doanh nghidp phai hidu dffde sff tac dpng cua trai 
nghiem dich vu dd'n hanh vi cua khach hang sau 
khi sff dung, tff dd cd nhffng chinh sdch xay dffng 
trai nghidm dieh vu td't hdn nham thu hiit va giff 
ehan khdeb hang. 

Giao thdng van tai phat tridn manh me cung 
vdi ede nganh cdng nghidp khac, ndi cd nhidu boat 
ddng edng ngbidp va ddng ddn eff thi nhu cau van 
tai cang trd ndn thie't ye'u hdn. Can Thd la trung 
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tdm kinh td', van hda cua ea vung Dong bang sdng 
Cu'u Long, tdp trung ddng dao ddn cff sinh sd'ng va 
tff ndi khae dd'n lam vide, hoe tap, boat ddng kinh 
doanh nen nhu cau van ehuydn hanh khach d Can 
Tbd la rat Idn. Khi mffc sd'ng cang dffde cai thidn 
thl phffdng tien xe khdeb chat Iffdng eao cang dffde 
ffa chuong hdn. Dien mao cua dieh vu van tai hanh 
khach bang dffdng bd 6\i(ic thay ddi mdt phan nhd 
sff ra ddi eua dich vu xe khach cha't Iffdng cao. Tai 
thanh phd' C^n Tbd da ed ra't nhidu hang xe kinh 
doanh dich vu xe khdch ehd't Iffdng eao, trong dd 
phai ke de'n cdc hang xe dffde ffa chuong nhff: 
Phffdng Trang, Thanh Bffdi, Mai Linh, Vu Linh,... 

Tff nhffng phan tich trdn cho thd'y, vide nghidn 
cffu de tai "Tac ddng cua trai ngbidm dich vu dd'n 
hanh vi sau sff dung: Trffdng hdp dich vu xe khdch 
cha't Iffdng eao tai thanh phd' Can Thd" la thffc sff 
can thid't. Nghidn cffu nay nham xem xet eae tac 
ddng cua eac ye'u to trffdc vd trong chuyd'n di dd'n 
hanh vi sau khi sff dung dich vu thdng qua sff hdi 
idng eua khach hang. Tff dd, cac doanh nghiep 
kinh doanh xe khach ehd't Iffdng cao ed nhffng 
thdng tin bffu ich, nham td'i uff hda trai nghidm dieh 
vu, tao sff gan bd giffa khach hang va doanh 
nghidp. Khi dd khach hang cung la dd'i tffdng dffde 
hffdng ldi ich trffe tid'p tff vd'n de nay. 

2. Cd sd ly thuyd't va phffdng phap nghidn cu'u 
2.1. Ca sd ly thuyet 
2.1.1. Cdc khdi niem cd lien quan 
Trdi nghidm khach hang: Grewal va edng sff 

(2009) cho rang trai nghidm khdch hdng bao gdm 
td't ea cac diem tid'p xuc cd lidn quan dd'n sff tffdng 
tdc giffa khach bdng va cdng ty trong sud't khoang 
thdi gian khach bang thffc hien viec mua sam. 
Theo Sehmitt (2010) thi trai ngbidm khdeb hang la 
nhan thffc, cam xuc va suy ngbT ma khach hdng cd 
khi ho gap phai san pham vd thffdng bidu tren thi 
trffdng vd tham gia vdo ede boat ddng tieu diing. 

Sff hai Idng eua khdch hang: Theo Kotler 
(2000), sff ba i long dffde xdc dinh tren cd sd so sanh 
giffa mong ddi cua khach hdng vdi nhffng gi ma 
khach hang nhdn diitic tff nhd cung cap. Zeithaml & 
Bitner (2000) cho rang sff hdi long cua khach hang 
bi tac ddng bdi nhieu yd'u td' nhff: cha't Iffdng san 
phd'm, cha't Iffdng dich vu, gid ea, yd'u to'tinb hudng, 
yd'u td'cd nhdn. 

Hdnh vi sau sddung: Theo cdc nhd nghidn cffu 
thi hanh vi sau sff dung cd nhidu loai hdnh vi nhff 
tdi sff dung, truyen mieng, hanh vi chuyen ddi, 
phan nan,.,. Trong nghidn cffu nay tac gid se xem 

xet hanh vi tdi sff dung dich vu va hanh vi truyen 
mieng tieb cffc dd de ra cdc ham y quan tri nhdm 
giff chdn khdch hang cu va thu hut khach hang mdi. 

Hdnh vi tdi sd dung: Hellier va cdng sff (2003) 
dinb nghia hanh vi mua lap lai hay tai sff dung la 
vide ed nhdn dd mua lai hay sff dung lai dieh vu tff 
mdt nhd eung ed'p trong tinh hinh hien tai khi ngffdi 
dd ed kha nang. Hanh vi mua lap lai bay tai sff 
dung dffde Hawkins va edng sff (1998) dinh nghia 
Id bdnb vi mua lai cung mdt thffdng hieu eua ngffdi 
tidu dung, mac du ho cd thd khdng c6 tinh cam gan 
bd vdi thffdng hidu. 

Truyen midng tfch cffc: Amdt (1967) dinb nghia 
truyen midng la "giao tid'p tff ngffdi sang ngffdi, 
giffa mdt ngffdi truyen tin va mdt ngffdi nhan tin 
ve nhffng cam nhan phi thffdng mai lien quan de'n 
mdt thffdng hidu/san phd'm/dieh vu". Cae nhd 
nghien cffu cho rang truyen midng la mdt trong 
nhffng ke't qua cua sff hai Idng hoac khdng bai Idng 
cua kbdeh hang. Hanh vi truyen mieng bao gdm 
Idi ndi tidu cffc vd tieh effc (tffdng ffng NWOM va 
PWOM). 

2.1.2. Md hinh nghien cdu 
Trdn cd sd Iffdc khao mdt sd' nghien effu lien 

quan dd'n vide lap lai mua hang hda dieh vu, md 
hinh nghien cffu dd xua't gdm 7 nhdn to' anh 
hffdng dd'n sff hdi Idng la an toan va tien nght; 
thdng tin va giao tid'p vdi khaeh hang; kha nang 
tie'p can dich vu; mang Iffdi cdc diem dffng chdn, 
diem di va diem de'n; he thd'ng tuye'n dffdng; gia 
ea; nhdn vidn. 

- Anh hffdng cua an todn va tidn nghi dd'n sff 
hai Idng: Theo Tyrinopoulos & Aifadopoulou 
(2008), an todn vd tien nghi la nhffng thudc tinh cd 
tdc dpng trffc tid'p dd'n chd't Iffdng eua dich vu van 
tai hanh khdch. Sff an todn va tidn nghi bao gdm sff 
an toan trong hanh trinh, an toan tai ede didm 
dffng, diem di va diem de'n, sff thoai mdi va sach 
se trong sud't hanh trinh. Tff dd, tac gia dffa ra gia 
thuyd't HI: 

HI: An todn va tidn nghi tac ddng thuan chieu 
de'n sff hai Idng. 

- Anh hffdng cua thong tin vd giao tii'p vdi 
khdch hdng den sU hdi long: Thdng tin va giao 
tie'p vdi khach hang bao gdm ede thude tinh Hen 
quan dd'n chd't Iffdng, tinh toan didn va kip thdi cua 
thdng tin dffde cung ed'p cho kbdeh hang, Viec giao 
tid'p vdi khach hang phu thude vao eac phffdng tidn 
dffde sff dung de truyen dat eae thdng tin ndy. 
Tyrinopoulos & Aifadopoulou (2008) cho rang ye'u 
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td' thdng tin va giao tid'p vdi khach bang cd tae 
ddng de'n ehd't Iffdng dich vu. Vi vay, tac gia dat ra 
gia thuyd't H2: 

H2: Thdng tin va giao tid'p vdi khach hang tae 
ddng thuan chieu dd'n sff hai idng cua khach hang, 

- Anh hffdng cua kha ndng tii'p can dich vu din 
sff hdi long: Kha nang tid'p edn bao gdm nhffng 
thude tinh lidn quan dd'n vide tid'p can de dang vd 
phffdng tidn, cac diem diing chan, diem dl va diem 
dd'n, dd dang len xud'ng xe, phu hdp 
vdi ca ngffdi gia va ngffdi khuye't tdt. 
Tyrinopoulos & Aifadopoulou 
(2008) ehi ra rang kha ndng tid'p can 
la mpt thudc tinh quan trpng va tac 
ddng thudn ehieu dd'n ehd't Iffdng 
dich vu. Do dd, tdc gia thid't lap gia 
thuyd't H3: 

H3; Kha nang tid'p can tdc ddng 
thudn chieu dd'n sff hdi long cua 
khach hang. 

- Anh hffdng cua mang lUdi cdc 
diem dffng chdn, diem di vd diem 
din din sif hdi long: Cd nhieu 
nghidn cffu ve dich vu vdn tai hdnh 
khach da xem xet dd'n ye'u td thdi gian tai cac diem 
dffng chdn, diem di, diem dd'n vd tbdi gian eua cdc 
quang dffdng. Trong nghien cffu cua Tyrinopoulos 
& Aifadopoulou (2008), mang Iffdi eae diem dffng 
chan, diem di va diem de'n la yd'u td' cd tae ddng 
thuan chidu dd'n ehd't Iffdng dieh vu. Tff dd, tac gia 
ddt gia thuyd't H4: 

H4: Mang Iffdi eac diem dffng chan, diem di vd 
diem dd'n tae ddng thudn chieu dd'n sff hai Idng cua 
khdch bang. 

- Anh hffdng cua h$ thong tuyi'n dt^ng din SIJC 
hdi long: He thd'ng tuyd'n dffdng de cap de'n cdc 
thudc tinh ve tuyd'n dffdng, chuyd'n xe, thdi gian 
cua hanh trinh va td'c dp trung binh cua xe. Theo 
Tyrinopoulos & Aifadopoulou (2008) thi hd thd'ng 
tuyd'n dffdng la yd'u to' quan trpng tac ddng dd'n 
chd't Iffdng djch vu. Hay ndi cdch khde la he thd'ng 
tuye'n dffdng ed tac ddng de'n sff hai long eua khach 
hang. Laura Eboli & Gabriella Mazzulla (2007) 
eung ddng y rang hd thd'ng tuye'n dffdng ed tac 
ddng trffe tid'p dd'n sff hai Idng cua khach hang. VI 
vay, tde gia thid't lap gia thuyd't H5: 

H5: Hd thd'ng tuye'n dffdng tac ddng thudn 
chieu dd'n sff hai Idng cua khach hang. 

- Anh hi^ng cua gid cd din sff hdi long: Theo 
Verhoef (2009) thi gid ca la ye'u td' tao ndn trai 

ngbidm dich vu trong linh vffe ban le. Dd'i vdi 
nganh van tai cdng cdng, Tyrinopoulos & 
Aifadopoulou (2008) cho rang gia ca la mdt thudc 
tinh tao ndn ehd't Iffdng dich vu. Trdn cd sd dd, tac 
gia cho rdng gia ca la mdt ye'u td' tao nen trai 
nghiem dich vu va cd tae ddng dd'n sff hai long eua 
khdch hang. Gia thuyd't H6 dffde dat ra nhff sau: 

H6: Gia ca tdc ddng thuan chieu de'n sff hai 
Idng cua khdch hang. 

Hinh I: Mo hinh nghien cOu de xuat 

' Trai nghidm dich vg ! 

An toan v i ti#n nghi 

Ngudn: Tdc gid tong hpp ndm 2019 

- Anh hffdng cda nhdn vien den sU hdi long: 
Trong nghien cffu ve trai nghidm dich vu linh vffe 
bdn Ie ciia tde gid Lffu Tid'n Thuan va Tran Thu 
Van (2014), nhdn vidn Id thanh phan eua thang do 
chd't Iffdng trai nghidm khdch hang. Ket qua 
nghidn cffu ciing chi ra md'i quan he thudn chieu 
giffa cha't Iffdng trai nghidm khach bang va sff hai 
Idng eua khach hang. Chinh vi vay, tac gia dat ra 
gia thuyd't H7: 

H7: Nhdn vidn tac ddng thudn ehieu dd'n sff hai 
Idng cua khdeb bang. 

2.2 Phffcfngphdp nghiin cffu 
2.2.1. Phuong phdp thu thdp du lieu 
Nghidn effu thffc bidn phffdng phdp chpn mlu 

phi xdc sud't theo kieu thudn tien kd't hdp lay mau 
theo mam. Dff lieu duac thu thdp bang viee phdng 
va'n trffc tid'p qua bang cdu hdi vdi 306 dap vidn Id 
nhffng khdch hang da tffng sff dung dich vu xe 
khach chd't Iffdng cao tai Can Thd. 

Trong EFA, kich thffdc mdu thffdng ga'p 4-5 
lan so bid'n quan sat (theo Hair va ctv., 2006). 
Trong nghidn cffu nay, sd'lffdng bid'n quan sdt la 
46. Do dd kich thffdc mdu td'i thieu de tie'n hanh 
phan tieh EFA phai bdng 230, so quan sat edng 
nhieu dp ehinh xac cua md hinb cdng cao. 
Phffdng phdp phan tich dff lidu chfnh dffde sS 
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dung eho nghidn cffu nay la md hinh SEM. Theo 
Barret (2007) thi cd mdu dung cho SEM it nha't la 
200 quan sat. Do do, cd mau 306 quan sat dffde 
chon la phu hdp vdi cac phffdng phap phan tieh 
dffde sff dung trong nghien cffu. 

2.2.2. Phuong phdp phdn tich dd lieu 
Nghien cffu su" dung he sd tin cdy Cronbaeh's 

Alpha de kidm dinh mffc dd chat che eua thang do. 
Tidp theo, phffdng phdp phan tich nhan td' kham 
pha (EFA) dffde tie'n hanh de nhan dien cae nhdn 
to'dffde cho la phu hdp va ed thd dffa vdo phan tieh 
nhdn to' khang djnh (CFA). Sau do, md hinh cd'u 
tnic tuyd'n tinh (SEM) dffde sff dung de xac dinh 
cae md'i quan he giffa cae nhdn td' trong md hinh. 

3. Ket qua nghidn cu'u va thao luan 
3.1. Ddc diem mdu dieu tra 
Ddp vien trong nghien effu cd dd Cudi tff 18 dd'n 

57 (trung binh khoang 27 tuoi). Id nhffng ngffdi 
trong do tudi lao ddng. Ty le nam va nff Ian Iffdt la 
46,1% va 53,9%, khaeh bang sff dung dieh vu hau 
nhff khdng cd sff chdnh Idch ve mat gidi tinb. Ve 
trinb dp hpc va'n, nhdm dap vien cd trinh dp dai 
hoe chie'm hdn 55%, ke' dd'n trinh dd cao dang vd 
trung cd'p vdi ty Id 24,8%, Vd nghd nghiep thi nhdm 
dd'i tffdng chie'm ti Id cao nha't la nhan vien van 
phdng (38,2%), ke' dd'n Id hpe sinh sinh vidn 
(32,4%). 

KINH DOANH 

3.2. Kiim dinh dp tin cdy Cronbaeh's Alpha 
Dd tin cay thang do dffde kiem dinb vdi dieu 

kien be so Cronbaeh's Alpha tff 0,6 trd Idn, he so' 
tffdng quan bie'n tdng phai ldn hdn 0,3 vd he sd' 
Cronbaeh's Alpha nd'u loaj bie'n ldn hdn bd so' 
Cronbaeh's Alpha cua thang do sd dffde chd'p nhan. 
Bang 1 trinh bdy kd't qua pbdn tich Cronbaeh's 
Alpha cua tffng thang do thdnh phan. Ke't qua cho 
thd'y hd so' Cronbaeh's Alpha eua cac thang do 
thanh phan deu ldn hdn 0,6. He sd'tffdng quan bid'n 
tdng cua cac bid'n ddu cao va he sd' Cronbaeh's 
Alpha nd'u loai bid'n deu nhd hdn be so Cronbaeh's 
Alpha cua thang do chffa bid'n dd, ehi ed bid'n GCl 
(Gia ea phu hdp) la khdng dat ydu eau ndn se bi 
loai ra khdi thang do, Nhff vdy, 32 bid'n cdn lai 
dffde dffa vdo de tid'n hanh phdn tich nhan to kham 
pha EFA, 

Ke't qua cung cho thd'y he sd'Cronbaeh's Alpha 
cua cac thang do Sff hai Idng, Tai sff dung va 
Truyen mieng tieb effc ddu ldn bdn 0,6. Cac be so 
tffdng quan bid'n tong deu cao, nhd nha't la bie'n 
SHLl = 0,557, Ben canh do, ca 3 thang do ddu 
khdng cd bid'n ndo ed Cronbaeh's Alpha ne'u loai 
bid'n ldn hdn Cronbaeh's Alpha cua thang do dd. 
Vi vay, eac bien do Iffdng eua cac thang do ndy 
deu dffde dffa vao sff dung trong phan tieh nhan td' 
khdm pha EFA. 

Bang 1. Phan tich Cronbaeh's Alpha vdi cdc thang do trong mo hinh 

Thang do 

An toan va tien 
ngtli 

Ttiong tin va 
giao tiep vdi 
ktiacti tiang 

Kha nang tiep 
can dich vu 

Bien quan sat 

ATI; Tai xeiaixe 

AT2: Bao quan hanh iy 

AT3: So ngudi dung quy dinh 

AT4' Xe an toan 

ATS. Day du tien nghi 

AT6: Xe sach se 

AT7' Cd sd vat chat sach se 

TT1: Thong tin pho bien 

TT2: Nhan vien iudn thong bao thdng tin 

TT3: Vui ve giai dap thic mac 

TT4: Than thien, Ijch SU 

TC1: Vl tri thuan tien 

TC2: Thdi gian thu|n tien 

TC3: Sddien thoai de'nhd 

Tlidng quan 
bien tong 

0,626 

0,666 

0,703 

0,704 

0,712 

0,687 

0,657 

0,469 

0,670 

0,647 

0,685 

0,652 

0,665 

0,689 

Cronbaeh's Alpha 
neu loai bien 

0,877 

0,872 

0,867 

0,868 

0,866 

0,869 

0,873 

0,729 

0,674 

0,688 

0,666 

0,849 

0,847 

0,843 

Cronbaeh's Alpha 
cue thang do 

0,887 

0,748 

0,869 
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Thang do 

Kha nang tiep 
can dich vu 

Mang iudi cac 
diem dOng 

chan, diem di va 
diem den 

H$ thdng tuyen 
dudng 

Giaca 

Nhan vien 

Su hai idng 

Tai sd dung 

Truyin mi$ng 
tich cue 

Bien quan sat 

TC4: De'lien lac tdng dai 

TC5: Cd dua, ddn tan nha 

TC6: DCien xud'ng 

ML1: Lich trinh hdply 

ML2: Ludn khdi hanh dung gid 

ML3. Dung tuyen 

ML4' Thdc an chat luong 

MLS: Thdi gian nghi hop ly 

ML6; Ddn, tra khach dung gid 

HT1 Da dang 

HT2' ThUdng xuyen 

HT3' Tdc dd hdp iy 

GCl: Phu hop 

GC2: Tiet kiem 

GC3, Giam gia 

NV1. Nhanh chdng, chinh xac 

NV2. X i ly tinh hudng 

NV3. Giupdd 

NV4. Thaidd 

SHLl: Hai idng Chung 

SHL2: Hal idng so vdi ddi thu 

SHL3: Quyet dinh dung 

TSD1' Da SLI dung lau dai 

TSD2' Tiep tuc sd dung trong dai han 

TSD3: Sd dung hdn 1 lan 

TSD4. Tiep tuc sd dung trong ngan han 

TMTC1. Ndi dieu tot dep 

TMTC2' Khuyen khich sd dung 

TMTC3' Cho idi khuyen tot 

TUdng quan 
bleh tong 

0,697 

0,705 

0,594 

0,658 

0,729 

0,673 

0,636 

0,688 

0,582 

0,661 

0,587 

0,572 

0,322 

0,548 

0,577 

0,684 

0,760 

0,764 

0,708 

0,557 

0,685 

0,607 

0,724 

0,670 

0,646 

0,691 

0,675 

0,676 

0,645 

CiDnbacti's Alpha 
nSli loai bleh 

0,841 

0,839 

0,859 

0,843 

0,830 

0,840 

0,846 

0,837 

0,855 

0,628 

0,714 

0,729 

0,763 

0,479 

0,413 

0,854 

0,823 

0,821 

0,844 

0,763 

0,519 

0,709 

0,786 

0,810 

0,820 

0,801 

0,735 

0,734 

0,766 

Cronbaeh's Alpha 
cua thang do 

0,869 

0,865 

0,772 

0,662 

0,872 

0,778 

0,846 

0,815 

3.3. Phdn tich nhdn to'khdm phd (EFA) 

3.3.1. Phdn tich EFA do'i vdi thang do chdt lupng 

trdi nghiem khdch hdng 

Phdn tich EFA vdi phep trieh nhan td dffde sff 

dung la Principal Axis Factoring va phep xoay 

Promax. Kd't qua phan tieb nhdn td' kham pha lan 

1 eho thd'y bid'n TTI (Thdng tin phd bidn) va TC6 

(Dd ldn xud'ng) cd hd sd' tai nhdn to' nhd hdn 0,5 

Ngudn: Sd'lieu tdc gid ihu thdp vd xd ly ndm 2019 

nen se lan Iffdt bi loai khdi thang do. Sau khi loai 

bd cae bid'n khdng dat ydu eau, kd't qua phdn tich 

lan cud'i dffde the Men qua Bang 2. He sd' KMO = 

0,919 cho thd'y dff lidu phii hdp dd tid'n hanh pbdn 

tich EFA, Kiem dmh Bartlett cd y nghia thd'ng ke 

vdi Sig. = 0,000 chffng td cdc bie'n cd tffdng quan 

vdi nhau xet trdn pham vi tdng thd, Phffdng sai 

trieh dat 57,206% the hien rang cac nhdn td dffde 
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riit ra cd thd giai thich dffde 57,206% bid'n thien dff 

lieu. He sd'Eigenvalue bang 1,026 ndn cac nhdm 

nhan to' dffde riit ra la chd'p nhan dffde, Nhin chung. 

KINH nOANH 

eae nhdm nhan td trong thang do khdng cd sff thay 

ddi ndn cac nhdm nhan td' van dffde dat ldn nhff 

ban dau. 

Bang 2. Ket qua phan tich EFA cdc thang do thdnh phan trdi nghiem djch vu 

BiSn quan sat 

AT3: Sd ngudi dung quy djnh 

AT4: Xe an toan 

AT2. Bao quan hanh iy 

ATI. Lai xe an toan 

ATS: Day dij tien nghi 

AT6: Xe sach se 

AT7: CSVC sach se 

TC4: DCiien lac tong dai 

TC2: Thdi gian thuan tien 

TC3: Sddien thoai de'nhd 

TCI: Vl tri thuan tien 

TC5: Cd dua, ddn tan nha 

ML3: Dung tuyen 

ML2: Ludn khdi hanh dung gid 

MLS: Thdi gian nghi hdp ly 

ML4' Thdc an chat ludng 

ML1: Lich trinh hoply 

ML6- Ddn, tra khach dung gid 

NV2.Xdiytinhhuong 

NV1. Nhanh chdng, chinh xac 

NV3: Giupdd 

NV4: Thai dp 

TT3. Vui ve giai dap thac mac 

TT4: Than thien, ijch sd 

TT2. Nhan vien luon thong bao thdng tin 

HT1:0a dang 

HT3: Toe do hdp ly 

HT2: ThUdng xuyen 

GC3: Giam gia 

GC2. Tiet kiem 

Ma ti^n xoay nhan td 

1 

0,896 

0,749 

0,662 

0,620 

0,617 

0,607 

0,603 

2 

0,765 

0,758 

0,688 

0,661 

0,653 

3 

0,801 

0,742 

0,724 

0,631 

0,581 

0,518 

4 

0,812 

0,781 

0,747 

0,717 

5 6 

0,676 

0,672 

0,566 

0,699 

0,632 

0,661 

7 

0,877 

0,657 

H# sSKMO =0,919: Sig. = 0.000: 
Gii in Bgeiwsiue = (,026; T&tg phuong sai trich = 57,206%. 

Ngudn. Ket qud xd ly sdliiu khdo sdt ndm 2019 
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lAP CHJ CiNG THIItfllt 

3.3.2. Phdn tich EFA do'i vdi thang do Su hdi 
long, Tdi sd dung vd Truyen mieng tich cUc 

gia tri p cua tffng cap khdi nidm deu nho hdn 0,05. 
Chffng td cac thang do dat dffde gia tri pbdn bidt. 

Bdng 3: Ket qud phdn tich EFA cac thang do SU hdi Idng, Tai suf dung vd Truy4n mieng Hch cffc 

Thang 
do 

Suhai 
long 

Taisd 
dung 

Truyen 
mieng 

tich cue 

Bien quan sat 

SHL2: Hal Idng so vdi cdng ty khac 

SHL3: Quyet dmh dung 

SHLl: Hai idng Chung 

TSD1: Da sd dung lau dai 

TSD4. Tigp tuc sd dung trong ngan han 

TSD2: Tiep tuc sd dung trong dai han 

TSD3: SCl dung hdn 1 lan 

TMTC2' Khuyen khich sCl dung 

TMTC1. Ndi dieu tdt dep 

TMTC3: Cho ldi khuyen tdt 

H$sdtai 
nhantd 

0,868 

0,712 

0,632 

0,819 

0,767 

0,746 

0,712 

0,789 

0,786 

0,738 

Phi/dng sai 
trtch (%) 

55,340 

58,032 

59,481 

H$so 
KMO 

0,676 

0,804 

0,716 

P-\^lue Kiem 
d|nh Barlett 

0,000 

0,000 

0,000 

Gia In 

Eigenvalue 

2,081 

2,736 

2,188 

Phan tieh EFA vdi phep trich nhdn td dffde sff 
dung !a Principal Axis Faetonng va phep xoay 
Promax. Kiem dinh Barlett eua ca 3 thang do deu 
cd y nghTa thd'ng ke vdi P-Value = 0,000; kd't qud 
hd sd KMO cua 3 thang do dat gid tri yeu cau (ldn 
hdn 0,5) va ta't ea eac bid'n quan sdt cd bd sd tai 
nhan to tffdng dd'i cao. 

3.4. Phdn tich nhdn td'khdng dinh (CFA) 
3.4.1. Phdn tich CFA cho cdc thang do thdnh 

phdn trdi nghiem dich vu 
Ke't qua cho tha'y cac trong sd'hdi quy da chuan 

hda eua td't cd ede bid'n deu ldn hdn 0,5 va ed y 
nghia thd'ng kd (p = 0,000). Dieu nay chffng td md 
hinh nay dat dffde gia tri hdi tu. Md hinh ed 380 
bde tff do, gid tri Chi binh phffdng = 749,948 vdi 
gia tri P-Value = 0,000. Khi didu chinh Chi binh 
phffdng vdi bac iff do (Cmin/df) dat 1,974 < 3. Ben 
canh dd, cac chi sd' khac diing de ddnh gid do thich 
hdp cua md hinh vdi dff lieu thi trffdng deu dat gia 
trj khd td't nhff GFI = 0,861, CFI = 0,922, TLI= 
0,911 > 0,9; RMSEA - 0,056 <0,08. Ke't qua nay 
cho tha'y md hinb phu hdp vdi dff Heu thi trffdng. 
Tuy nhien, 2 thang do An todn vd tien nghi vd 
Mang iffdi diem dffng chan, diem di va diem dd'n 
khdng dat dffde tinh ddn hffdng do ed mdi tffdng 
quan giffa cac sai sd'do Iffdng, 5 thang do cdn lai 
dat dffde tinh ddn hffdng. Hd so' tffdng quan giffa 
cac thanh phan eua eac bid'n deu nhd hdn 0,9 vd 

Ngudn: Ke't qud xd ly sdlieu khdo sdl nam 2019 

Dd tin edy thang do dffde danh gia thdng qua he 
sd' tin cdy tdng hdp vd tdng phffdng sai trich. Kd't 
qua Bang 4 cho thd'y chi tidu ve dp tin cay tong 
hdp eua eac nhan td' deu dat yeu cau (tff 0,5 trd 
ldn); phffdng sai trich cua mdi nhan to' eung ldn 
hdn 0,5 (trff khai nidm thdng tin va giao tid'p vdi 
khdch hang, nhffng cung xd'p xi dat dd'n 0,5). 

3.4.2. Phdn lich CFA dd'i vdi thang do Su hdi 
long, Tdi sd dung vd Truyen miing tich cue 

Md hinh cd sd' bdc tff do la 30, Chi binh phffdng 
= 72,356 vdi p la 0,000 < 0,05, Chi sd Cmin/df = 
2,412 < 3; cac chi sdGFI, TLI, CFI lln Iffdt la 0,953, 
0,957, 0,971 deu Idn hdn 0,9; RMSEA la 0,068 < 
0,08. Nhff vay, md hinh cd do tffdng thich vdi dff lieu 
thi trffdng la rat tdt. Thang do Sff hai Idng va Tdi sit 
dung cd tffdng quan giffa cae sai so nen khdng dat 
dffde tinh ddn hffdng. Cdn thang do Truydn mieng 
tich cffc dat dffde tinh ddn hffdng. Cdc trpng sd'hdi 
quy da ehuan hda cua cdc bid'n deu dat ydu cau va 
cd y nghia thdng ke vdi p = 0,000 ndn ca 3 thang do 
deu dat dffde gid tri hdi tu. Kd't qua phdn tich CFA 
cung cho Uiay he sd tffdng quan giffa cae thanh phan 
eua eac bie'n deu nhd bdn 0,9 ndn thang do dat dffde 
gid tri phan bidt. (Bang 5). 

Chi tieu ve do tin cdy tdng hdp va tdng phffdng 
sai trieh cua ede khai nidm ddu dat yeu clu (tff 0,5 
trd len). Dieu ndy chffng td cac thang do cd the tin 
edy dffde. 
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KINH DOANH 

Bdng 4. Dp tin cqy tong hdp cua cac nhdn to' 

Nhan to 

An loan va tien nghi 

Kha nang tiep can 

Mang Iudi diem ddng chan, diem dl va diem ddn 

Nhan vien 

Thong tin va giao tiep vdi khach hang 

He thdng tuyen dudng 

Giaca 

Su hai long 

Tai sd dung 

Tmyen mieng tich cue 

DO tin c#y tong hdp (pc) 

0,882 

0,860 

0,867 

0,874 

0,729 

0,774 

0,774 

0,830 

0,815 

0.832 

Tong phUdng sal trich 

0,517 

0,551 

0,521 

0,634 

0,473 

0,534 

0,633 

0,620 

0,521 

0,609 

Bdng 5. Do tin cgy tong hdp cua cac nhan to' 

Nhan to 

Sa hai Idng 

Tai sd dung 

Truyen mieng tich cue 

D$ tin c$y 
tdng hdp (pc) 

0,830 

0,815 

0,832 

l€ng phddng 
sai trich % 

0,620 

0,521 

0,609 

Ngudn: Kit qua xdly sdlieu khdo sdl ndm 2019 

3.5. Md hinh cd'u true tuyen tinh (SEM) 
Kd't qua ffdc Iffdng cua cac tham sd eho thd'y sff 

tac ddng cua nhdn to' An todn tidn nghi va nhdn td' 
Gia ca de'n Sff hai long la khdng cd y nghia thd'ng 
ke d dp tin cay 90%. VI vay, eae md'i quan he nay 
bi loai ra khdi md hinh de ed the tim dffde md hinh 
tdt hdn. 

Sau khi loai bd md'i quan he khdng ed y ngbia 
thd'ng kd ra khdi md hinh thi md hinh ca'u true cud'i 
ciing cd 412 bdc tff do; Cmin/df = 2,218 < 3, GFI = 
842; TLI = 0,890; CFI = 0,903; RMSEA = 0,063 < 
0,08. Ke't qua nay cho tha'y md hinh tffdng thieh 
kha td't vdi dff lieu thi trffdng. Cac khai niem ed 
md'i tffdng quan giffa cac sai sd'ndnmd hinh khdng 
dat dffde tinb ddn hffdng, (Hinh 2). 

Ke't qua ffdc lffdng chuan hda cua cac tham sd' 
d Bdng 6 cho thd'y cdc md'i quan he nay ed y nghia 
thd'ng ke. Cu the, tdc ddng eua ye'u td' Kha nang 
tie'p can len Sff hai Idng dat y nghia thd'ng ke d 
mffc 10%, tac ddng eua He thd'ng tuyd'n dffdng va 
Thdng tin va giao tid'p vdi khaeh hang de'n Sff hai 
long la cd y nghTa thdng kd d mffc 5%, sff anh 

Ngudn: Ki't qud xd ly sdlieu khdo sdt nam 2019 

hffdng cdn lai cua Nhan vidn va Mang iffdi len Sif 
hai long dat y ngbia thdng ke d mffe I %. Trong khi 
dd, tac ddng eua Sff hai long dd'n Tai sff dung va 
Truyen midng tieh cffc la cd y nghia'thd'ng kd d 
m f f c 1 % . ' •• 

Cae trpng sd' ehffa cliuan bod efling nhff cae 
trong sd' chuan hda deu dffdng chffng td cae md'i 
quan he nay Id cdc md'i quan hd thudn chieu. Dffa 
vdo Bdng 6, ta tha'y Mang Iffdi ed tae ddng manh 
nhd't de'n Sff hai Idng, kd' dd'n la Nhan vidn. He 
thd'ng tuye'n dffdng va tha'p nhd't la 2 nhdn td' Kha 
nang tie'p can va Thdng tin va giao tid'p vdi kbdeh 
hdng. 

Sff hai Idng vffa Id bid'n phu thudc cua cac thanh 
phan trdi ngbidm, vffa la bid'n ddc lap dd'i vdi Tai 
sff dung va Truyen mieng tieh effc. Ke't qua ffdc 
Iffdng eho thd'y Sff bdi Idng cd anb hffdng dd'n Tai 
sff dung vdi trong sd' ffdc Iffdng da chuan hda la 
1,156. Sff hai Idng cd mffe dd anh hffdng de'n 
Truyen midng tich cffc tha'p hdn vdi trong sd' la 
1,055. (Bdng 6). 

3.6. Kiem dinh gid thuyet 
Ke'l qua ffdc Iffdng cac md'i quan he giffa cac 

khai niem cho thd'y, vdi 9 gia thuyd't dffde dat ra 
ban dau thl cd 7 gia thuye't dffde cha'p nhdn. Hai 
gia thuyd't edn lai la "An toan va tien nghi tac ddng 
thudn chieu de'n Sff hdi Idng" va "Gia ea cd tac 
ddng thuan chieu dd'n Sff bai long" khdng cd y 
nghia thdng ke. 

4. Ke't luan 
Theo kd't qua nghien effu, thang do cac thdnh 

phan trdi nghiem dieh vu xe khach cha't Iffdng 
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3.3.2. Phdn tich EFA doi vdi thang do Su hdi 
long, Tdi sddung vd Truyen mieng tich cUc 

gid tri p cua tffng cap khai nidm deu nhd hdn 0,05, 
Chffng td cdc thang do dat dffde gia tri pbdn bidt. 

Bang 3: Ke't qua phan tich EFA cdc thang do SLT hai long, Tai suf dung va Truyen mieng tich cUc 

Thang 
do 

suhai 
Idng 

Taisd 
dung 

Truyen 
mieng 

tich cue 

Bî n quan sat 

SHL2. Hai Idng so vdi cdng ty khac 

SHi.3: Quyet dmh dung 

SHLl' Hai long chung 

TSD1:Dasddung lau dai 

TSD4; Tiep tuc sd dung trong ngan han 

TSD2; Tiep tuc sd dung trong dai han 

TSD3: SCl dung hdn 1 I5n 

TMTC2. Khuyen khich sd dung 

TlvlTCr Ndi dieu tdt dep 

TIVITC3. Oho Idi khuyen tdt 

Hgsotai 
nhan to 

0,868 

0,712 

0,632 

0,819 

0,767 

0,746 

0,712 

0,789 

0,786 

0,738 

PhUdng sai 
Moh (%) 

55,340 

58,032 

59,481 

HSso 
KMO 

0,676 

0,804 

0,716 

P-Value Kiem 
d|nh Bariett 

0,000 

0,000 

0,000 

Gia tri 
Eigenvalue 

2,081 

2,736 

2,188 

Phdn tieh EFA vdi phep trich nhdn td' dffde sff 
dung la Principal Axis Factormg va phep xoay 
Promax. Kiem dmh Barlett eua cd 3 thang do ddu 
cd y nghTa thdng ke vdi P-Value = 0,000; kd't qud 
he sd' KMO cua 3 thang do dat gid tri yeu cau (ldn 
bdn 0,5) va td't ca cae bie'n quan sdt cd hd sd' tai 
nhan td'tffdng dd'i cao. 

3.4. Phdn tich nhdn to'khang dinh (CFA) 
3.4.1. Phdn tich CFA cho cdc thang do thdnh 

phdn trdi nghiem dich vu 
Kd't qua eho tha'y eac trong so hdi quy da ehuan 

hda cua td't ca cdc bid'n deu ldn hdn 0,5 vd ed y 
nghia thdng ke (p = 0,000). Didu nay chffng td md 
hinh ndy dat dffde gia tri hdi tu. Md hinh ed 380 
bac tff do, gid tri Cbi binh phffdng = 749,948 vdi 
gia tri P-Value = 0,000. Khi dieu ehinh Chi bmh 
phffdng vdi bde iff do (Cmin/df) dat 1,974 < 3 Ben 
canh do, cac chi sd'khac dung de ddnh gid dp thich 
hdp eua md hinh vdi dff lieu thi trffdng deu dat gid 
tri kha td't nhff GFI - 0,861, CFI = 0,922, TLI= 
0,911 > 0,9; RMSEA = 0,056 <0,08. Kd't qua nay 
cho thd'y md hinh phu hdp vdi dff lieu thi trffdng, 
Tuy nhien, 2 thang do An todn va tien nghi va 
Mang Iffdi diem dffng chan, didm di va didm de'n 
khdng dat dffde tinh ddn hffdng do cd md'i tffdng 
quan giffa ede sai sd do Iffdng, 5 thang do cdn lai 
dat dffde tinh ddn hffdng. Hd sd' tffdng quan giffa 
eae thanh phan cua eae bid'n deu nho hdn 0,9 va 

Ngudn: Ke't qud xd ly sdliiu khdo sdt ndm 2019 

Dp tin cdy thang do dffde danh gid thdng qua he 
sd' tm cdy tdng hdp va tdng phffdng sai trich, Kdt 
qua Bang 4 cho tbd'y ehi tidu ve dp tin cay tdng 
hdp eua eac nhan td' ddu dat ydu eau (tff 0,5 trd 
ldn); phffdng sai trich eua mdi nhdn td' cung ldn 
hdn 0,5 (trff khdi niem thdng tm va giao tid'p vdi 
khaeh hang, nhffng eung xd'p xi dat den 0,5). 

3.4.2 Phdn tich CFA do'i vdi thang do Su hdi 
Idng, Tdi sd dung vd Truyen mieng tich cUc 

Md hinh cd sd'bdc tff do la 30, Chi binh phffdng 
= 72,356 vdi p Id 0,000 < 0,05. Cbi sd Cmin/df = 
2,412 < 3; cdc chi so' GFI, TLI, CFI Ian Iffdt la 0,953, 
0,957, 0,971 ddu ldn bdn 0,9; RMSEA la 0,068 < 
0,08. Nhff vdy, md binh cd dp tffdng diich vdi dff lieu 
thi trffdng la rd't td't. Thang do Sif hai long va Tdi sff 
dung cd tffdng quan giffa cdc sai sd' ndn khdng dat 
dffde tinh ddn hffdng, Cdn thang do Truyen mieng 
tich cffc dat dffde tinh ddn hffdng. Cae trpng sdh6i 
quy da chuan hda eua eac bid'n ddu dat ydu cau va 
ed y nghia did'ng kd vdi p = 0,000 ndn ea 3 thang do 
deu dat dffde gid tri hdi tu, Ket qua phan tieh CFA 
eiing eho tha'y he sd tffdng quan giffa ede thanh phdn 
eua cac bid'n deu nhd hdn 0,9 ndn thang do dat dffde 
gia tn phdn bidt. (Bang 5). 

Chi tidu ve dd tin cay tdng hdp va tdng phffdng 
sai trieh cua cdc khdi niem ddu dat yeu eau (tff 0,5 
trd ldn). Dieu nay chffng td cae thang do cd thd tin 
cay dffde. 
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Bang 4. Do tin cqy tong hcfp cua cac nhon to 

Nhan tff 

An toan va tien nghi 

Kha nang tiep can 

Mang iudi diem ddng chan, diem di va diem den 

NhSn vien 

Thong tin va giao tiep vdi khach hang 

He thdng tuygn dudng 

Giaca 

Su hai Idng 

Tai SLI dung 

Truyen mieng tich cue 

D$ tin c$y tong hdp (pc) 

0,882 

0,860 

0,867 

0,874 

0,729 

0,774 

0,774 

0,830 

0,815 

0,832 

long phUdng sal trich 

0,517 

0,551 

0,521 

0,634 

0,473 

0,534 

0,633 

0,620 

0,521 

0,609 

Ngudn- Ke't qud xd ly sd lieu khdo sdl ndm 2019 

Bang 5. Do tin cay tong hdp cua cdc nhdn to' 

Nhante> 

SU hai long 

Tai sd dung 

Truyen mieng tich cdc 

DdtincSy 
tdng hdp (pc) 

0,830 

0,815 

0.832 

long phffdng 
sai trich % 

0.620 

0,521 

0,609 

Ngudn: Kit qud xd ly sv lieu khdo sdl ndm 2019 

3.5. Mo hinh cd'u true tuyi'n tinh (SEM) 
Ke't qua ffdc Iffdng eua eac tham so eho thd'y sff 

tae ddng cua nhdn td' An toan tidn nghi va nhan id' 
Gid ea de'n Sff hdi long Id khdng ed y nghia thd'ng 
ke d dp tin cay 90%. Vi vay, eae md'i quan he nay 
bi loai ra khdi md hinh dd cd the tim dffde md binh 
tdt hdn. 

Sau khi loai bd md'i quan he khdng ed y ngbia 
thdng kd ra khdi md hinh thi md hinh ca'u true eudi 
ciJng cd 412 bac tff do; Cmin/df = 2,218 < 3; GFI = 
842; TLI = 0,890; CFI = 0,903; RMSEA = 0,063 < 
0,08. Ke't qua ndy eho tha'y md hinh tffdng thieh 
kha td't vdi dff lieu thi trffdng. Cae khai niem ed 
md'i tffdng quan giffa cdc sai so'nen md hinh khdng 
dat dffde tinh ddn hffdng. (Hinh 2). 

Ket qua ffdc Iffdng chuan hda cua cac tham sd' 
d Bang 6 eho tha'y cac md'i quan hd nay ed y nghTa 
thd'ng kd. Cu the, tae ddng cua ye'u to' Kha nang 
tie'p can len Sff hai long dat y nghTa thd'ng kd d 
mffc 10%, tac dpng cua He thd'ng tuyd'n dffdng va 
Thdng tin va giao tie'p vdi khach bang de'n Sff hai 
long Id cd y nghTa thd'ng kd d mffc 5%, sff anh 

hffdng cdn lai cua Nhdn vidn va Mang Iffdi Idn Sff 
hdi Idng dat y nghia thd'ng kd d mffc 1%. Trong khi 
dd, tdc dpng cua Sff hai Idng de'n Tai sff dung va 
Truyen mieng tieh cffc la cd y nghTa'thd'ng kd d 
mffe 1%. 

Cdc trong sd* ehffa ehuan hdd eu'ng nhff eac 
trpng sd' ehuan hda ddu dffdng chffng td eac md'i 
quan be ndy la cac md'i quan he thuan ehieu. Dffa 
vao Bang 6, ta thd'y Mang Iffdi ed tdc ddng manh 
nhd't dd'n Sff hdi Idng, kd' de'n la Nhan vien. He 
thd'ng tuye'n dffdng va tha'p nha't la 2 nhdn to' Kha 
nang tie'p edn vd Thdng tin vd giao tid'p vdi khdch 
hang. 

Sff hai Idng vffa la bid'n phu thudc eua eac thanh 
phdn trai nghidm, vffa la bid'n ddc lap ddi vdi Tai 
sff dung va Truyen mieng tich cffc. Ke't qua ffdc 
Iffdng cho tha'y Sff hai Idng ed anh hffdng dd'n Tai 
sff dung vdi trpng so' ffdc Iffdng dd chuan hda la 
1,156, Sff hai long ed mffc dp anh hffdng de'n 
Truyen midng tich cffe thap hdn vdi trpng sd' la 
1,055, (Bang 6). 

3.6. Kiim dinh gid thuye't 
Ke't qua ffdc Iffdng cdc md'i quan he giffa cdc 

khai niem eho thd'y, vdi 9 gia thuye't dffde dat ra 
ban dau thi cd 7 gia thuye't dffde cha'p nhan. Hai 
gia thuyd't edn lai la "An loan va tien nghi tae ddng 
thuan ehieu dd'n Sff hai Idng" va "Gia ed cd tae 
ddng thudn chieu de'n Sff hai long" khdng cd y 
nghia thd'ng ke, 

4. Ke't Iu0n 
Theo ke't qua ngbien cffu, thang do cac thanh 

phan trai nghiem dich vu xe khdch cha't Iffdng 
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Hinh 2: Phan tich cdu true tuyen tinh SEM 

ct-ii-s<^uare= 6-13.876 ; df^ A12 ; P= .OOO 

;GFI= .842 ; T U = .BGO ; CFI = .903 
;RMSEA= .003 

79 

T Vl T " T ". • y 
TSP1 II Tspg ||̂  Tacs II Tap* I 

® @ @ 
Ngudn: Ki't qud xd ly so lieu kkdo sdt ndm 2019 

Bang 6. H0 so tudng quan giCfa cac nhan to 

Moi quan h$ 

Kba nang tiep can 

Mang Iudi cac diem ddng chan. diem di va diem den 

Nhan vien 

Thdng tin va giao tiep vdi khach hang 

He thdng tuyen dudng 

Sil hai Idng 

SlJ hai Idng 

- > • 

^ 
- > • 

-y 

-* 
-* 
^ 

SlJ hai long 

Su hai long 

Su hai long 

Su hai long 

Su hai long 

Truygn mieng tich cue 

Tai si!l dung 

Udc luong chuan hoa 

0,108 

0,265 

0,224 

0,174 

0,118 

1,156 

1,055 

* 
... 
... 
" 
•• 
... 
... 

Ghi chu. *• cd y nghTa thd'ng ke d miXc 10%, **; co y nghia thdng ke d miic 5%, 

***; cd y nghia thdng ke d mde 1% 

Nguon: Ke't qud xd ly sd lieu khdo sdt nam 2019 

eao tai Thdnh phd Cdn Thd gdm cd 5 thdnh 
phan: (I) Nhdn vidn; (2) Mang Iffdi cac diem 
dffng ehan, diem di vd didm ddn; (3) Kha nang 
tie'p can dich vu; (4) Thdng tin vd giao tie'p vdi 

khach hang va (5) He thd'ng tuyd'n dffdng. Trong 
dd, thanh phan Mang Iffdi cdc diem dffng chdn, 
diem di va diem dd'n cd anh hffdng nhidu nhat 
den quyd't dinh tdi sff dung, thdnh phan Kha 
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nang tie'p can dieh vu vd Thdng tin va giao tid'p 
vdi khaeh hang anh hffdng it nhd't. Dffa vao eac 
kd't qua da phdn tich, tac gia de xua't mdt sd' 
khuye'n nghi nham giup cac cdng ty kinh doanh 
dieh vu xe khach cha't Iffdng eao giff ehan khdch 
hang cu va thu hut khdeb hang mdi, nhff: ddm 
bao ed sd vat ehd't va trang thid't bi dap ffng dffde 
nhu cau khaeh hdng, cai thidn dich vu xe trung 
chuyen, md rpng them he thd'ng tuye'n dffdng, cai 
thien mdi trffdng lam vide eung nhff thai dp va ky 
nang cua nhan vidn, ebii trpng vide Id'y y kid'n 
phan hdi tff khaeh bang de hoan thidn dich vu vd 
tao trai nghiem td't hdn cho khach bang. 

vd mat hpe thuat, nghidn effu da gdp phan hoan 
thidn thang do Iffdng trai nghidm dich vu bdng each 
bd sung vao mdt he thd'ng thang do cho nganh dich 
vu xe khach cha't Iffdng cao. Cac nghien cffu trong 
ITnh vffe dich vu vdn tai cd the sff dung, didu chinh. 

bd sung cdc thang do Iffdng nay eho nghien cffu 
cua minh. Ve mat thffe tien, ke't qua nghien cffu 
trong bai ed the thiie dd'y sff quan tdm eua nhffng 
nha quan ly cua cdng ty xe khach ehd't Iffdng cao 
dd'n nhffng yd'u to' ed tde ddng dd'n sff hai Idng eua 
khach hdng, tff do dffa ra cdc gidi phdp de didu 
chinh hdnh vi sau sff dung theo hffdng tfch cffc hdn 
dem lai sff thanh cdng cho cdng ty. 

Ben canh nhffng ddng gdp cd y nghia, nghien 
effu van cdn tdn tai mdt sd' ban ehd' nhd't dinh nhff 
quy md mau nghidn cffu khdng Idn, nghidn effu 
tid'p theo ed thd md rpng quy md mau. Ngoai ra, 
nghien cffu nay chi phan tich cac thanh phan trai 
nghiem trffdc va trong qua trinh sff dung dich vu 
md ehffa xem xet dd'n tae ddng eua cdc yd'u to' trai 
nghiem .sau qua trinh sff dung dich vu. Vi vay, day 
cd the la hffdng nghidn cffu tid'p theo eho ede de 
tdi sau nay • 
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ABSTRACT: 
This study investigated the impacts of service experience on customer's post-purchase 

behaviors through the case of using high-quality transport service in Can Tho City. Reseach data 
were collected from 306 passengers using this service in Can Tho City. Exploratory Factor 
Analysis (EFA), Confirmatory Factor Anaiysis (CFA) and Structural Equation Modeling (SEM) 
are mam research methods which were used in this study. The result revealed that there are five 
factors affecting the customers' post-purchase behaviors via their satisfaction, namely 
Accessibility, Networks of Rest stops. Departure and Arrival, Employees, Information and 
commutucation with passengers. Route networks. In which. Networks of Rest stops. Departure 
and Arrival and Employees factors play important roles. Besides, the Customer satisfaction has 
a huge impact on encouraging customers to make repeat purchases and give positive feedbacks 
to others. Based on these results, this study proposes some policy recommendations to transport 
companies in Can Tho City such as improving their facilities and transit services, seting up 
membership cards, having reasonable price policies, discounting for off-peak hours, giving 
many attractive offers for buying more tickets at the same time. 

Keywords: Customer experience, post-purchase behavior, high quality passenger transport 

222 So 9-Thang 5/2019 




