TAP CHi CONG THUGNG
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TOM TAT:

Nghién cttu ndy xem xét tdc dong cla cdc y€u 18 trd1 nghiém khdch hang d&n hanh vi sau khi
st dung dich vu xe khdch chit Iugng cao tai thanh phS Cin Thd. Nghién cifu ti€n hanh khio sit
306 hanh khéch st dung dich vu tai thiph phd Cdn Tho. Phudng phép phan tich chinh dugc sif dung
13 phén tich nhan t& khdm phd (EFA), phén tich nhan (& khing dinh (CFA) vd m hinh cu tric
tuyén tinh (SEM). K&t qua phan tich cho thiy c6 5 y€u 18 trdi nghiém dich vu c6 tdc ddng dén
hanh vi sau s dung thdng qua su hai 1dng, bao gdm: Khi ning uép cin; Mang lugi diém dirng
chin, diém di va di€m d&n; Nhan vién; Thong tin v3 giao t€p véi khich hing; Hé théng tuyén
Aussng. Trong d6, y€u 16 Mang 1u6i diém dirng chén, di€m di va di€m d&n va y&u 1§ Nhin vién
d6ng vai trd quan trong. Bén canh d6, Sy hai long cha khdch hing c6 téc dong rit I6n dén cd hai
haoh vi 1A T4i sif dung dich vu v Truy&n miéng tich cyc. Dua trén két qué nghién citu, tdc gid
d3 dé xudt mét s6 ham ¢ quin m vdi cdc doanh nghiép kinh doanh trong linh vyc dich vu xe
khdch cha' lugng cao, bao gbm: ddm bdo an toin va trang bj ddy dd tién nghi hon, cdi thién dich
vy trung chuyén, 1ap thé thanh vién, xay dung hé thdng tuyén dudng da dang hdn, xiy dyng vi

phét trién bd phan cham séc khach hang sau qud trinh sif dung dich vy, ..
Tw khéa: Trdj nghiém khdch hang, hianh vi sau sit dung, xe khach chit lugng cao.

1. D5t vin aé

Hién nay, trdi nghiém khdch hang dang 13 chi
dé quan trong dugc nhiéu nha nghién citu va quin
ly doanh nghiép quan tim. Trdi nghiém khdch
hing déng vai trd quy€t dinh hanh vi sau sit dung
cia khdch hang thong qua mic d6 hai long véi sin
phzfm. dich vy. Nhitng trdi nghiém tich cic vé dich
vy s& lam hinh dnh cGa cong ty ddn phat trién, tic
déng d&n long trung thanh cia khich hang. Bdng
thdi. lam cho khdch hang un wdng, sin sang
truyén thong san phdm dich vu vi thuong hiéu di
xa hon vi st dung lai & nhitng 1an sau. BGi vai
ngiinh Vin tdj hanh khdch & Viét Nam, sy canh
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tranh giira cdc doanh nghiép khéng chi ding lai &
gi4 cd va chdt lugng ma dang din chuyén sang
canh tranh vé trdi nghiém wr wrwéc, trong va sau
qud trinh sif dung dich vy. Didu nay doi héi cdc
doanh nghiép phdi hi€u dudc sy tic dong cha trdi
nghiém dich vu dén hanh vi cda khéch hang sau
khi st dung, wf d6 c6 nhitng chinh sdch xay dng
trai nghiém dich vy 181 hon nhiim thu hut va gi
chan khdch hiang.

Giao théng van (i phdt tri€n manh mé ciing
vdi cdc nganh cong nghiép khdc, ndi cé nhiéu hoat
ddng cong nghiép va déng din cu thi nhu cdu van
tai cing trd nén thi€l y&u hon, Cin Tho la trung
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(Am kinh (&, vin h6éa cdia ci vang Ddng bling sdng
Citu Long, tp trung déng dio dén cu sinh séng va
1 noi khdc d€n lam viée, hoc tép, hoat déng kinh
doanh nén nhu ciu van chuyén hanh khéch & Can
Thd 1a rat 16n. Khi mifc séng cang dudc cat thién
thi phuong tién xe khdch chit luong cao cing dugc
1ta chudng hon. Dién mao cla dich vy van tai hinh
khéch bing dubng bo duge thay d8i mot phin nhg
s ra ddi cia dich vu xe khdch chat lugng cao. Tat
thinh ph& Cin Tha di c6 rat nhiéu hang xe kinh
doanh dich vu xe khich chit Iugng cao, trong dé
phii k€ d€n cic hing xe dudc wa chudng nhu:
Phuong Trang, Thianh Budi, Mai Linh, VG Linh,...

Tit nhitng phan tich trén cho thay, viéc nghién
cifu ¢é tai “Tdc dong cha trai nghiém dich vy d&n
hanh vi sau sit dung: Trudng hgp dich vu xe khdch
chat higng cao tai thanh ph& Cin Tha™ la thie sy
can thi€l. Nghién cifu n2y nhim xem xét cdc tic
d6ng cda cdc y&u 18 trude va trong chuy&n di dén
hanh vi sau khi st dung dich vy théng qua sy hai
long cia khich hang. T d6, cdc doanh nghiép
kinh doanh xe khéch chal lugng cao cé nhirng
théng un hitu ich, nhim t&i wu héa trai nghiém dich
vy, 120 sy gin bé gilta khich hang va doanh
nghiép. Khi d6 khach hang ciing la dot wegng duge
hudng Idi ich tryc ti€p tir van dé nay.

2. Cd'sé Iy thuyét va phudng phip nghién cidu

2.1. Co'sé ly thuyét

2.1.1. Cdc khdi ni¢m cé lién quan

Trai nghiém khéch hang: Grewal va cOng su
(2009) cho riing trdi nghiém khdch hang bao gém
13t ca c4c diém ti€p xdc 6 lién quan d€n sy wong
tdc giita khdch hing vi cong ty trong sudt khodng
thdi gian khdch hang thuc hién viéc mua sim.
Theo Schmitt (2010} thi trdi nghiém khadch hang 13
nhin thiic, cdm xdc va suy nghi ma khach hing c6
khi ho gap phdi sin phim va thudng hiéu trén thi
rudng va tham gia vao cdc hoat dong tiéu ding.

Sy han long ciia khdch hang: Theo Kotler
(2000), sy hai long duge xdc dinh trén cd s8 so sinh
gilfa mong ddi cha khach hang vdi nhitng gi ma
khach hang nhin dugc tif nhi cung cip. Zeithaml &
Bitner (2000) cho riing s haj ldng cia khdch hing
bi tic déng bdi nhidu y&u 18 nhu: chal lugng sin
phim, chat lugng dich vy, gid cd. y&u 18 tinh huéng,
y&u 18 cé nhan.

Hanh vi sau sit dung: Theo cdc nha nghién citu
thi hanh vi sau s dung c6 nhiéu loai hanh vi nhy
141 sit dung, truyén miéng, hanh vi chuyén déi,
phan nan,.. Trong nghién cifu nay téc gid sé xem

xét hanh vitdi st dyng dich vy va hanh vi truyén
miéng tich cuc d€ dé ra cdc ham § quén tri nhim
gilr chin khdch hang ca va thu hit khdch hang mdi.

Hanh vi 1dr sit dung: Hellier va cdng su (2003)
dinh nghia hanh vi mua I3p fai hay tdi si dung 1a
viéc cd nhan d6 mua lai hay sif dung lai djch vy wr
mdt nhd cung cap trong tinh hinh hign tai khi ngudi
d6 c6 kha ning. Hanh vi mua 1ip lai hay i st
dung duge Hawkins va cdng su (1998) dinh nghia
12 hanh vi mua lai cing mdt thudng hi€u cia ngudsi
ticu ding, mac dit he cd thé khong ¢ tinh cim gin
bé v6i thudng higu.

Truyén miéng tich cye: Arndt (1967) dinh nghia
truyén miéng 12 “giao ti€p ir ngud sang ngudi,
gilta m&t ngudi truyén tin va mot ngudi nhén tin
vé nhitng cdm nhén phi thuong mai lién quan d&n
mét thudng hiéu/sin phim/dich vy". Cdc nha
nghién ctfu cho ring truyén miéng 13 mét trong
nhirng k&t qué cda su hdi 1dng hoic khong hai long
cla khich hang. Hanh vi truyén miéng bao gdm
181 néi téu cuc va tich cue (tuong tng NWOM va
PWOM).

2.1.2. M6 hinh nghién citu

Trén cd s& lvge khio mot s8 nghién ciiu lién
quan dén viée 13p lai mua hiang héa dich vy, mé
hinh nghién cdu dé xuit gdm 7 nhin & dnh
hudng dén sy hii long 13 an toan va uén nghu;
thong tin vi giao 1iép vdi khdch hang; khd ning
1i€p can dich vu; mang WGi cic di€m dirng chan,
diém di vi di€m d€n; hé theng wy€&n dudng: gid
cd: nhdn vién.

- Anh hudng cda an 10dn va tién nghi dén sy
hai long: Theo Tyrinopoulos & Aifadopoulou
(2008), an todn va tién nghi la nhitng thude tinh c6
téc dong irwe €p dén chat lugng clia dich vy van
tai hanh khidch. Sy an todn va tién oghi bao gdm ¢
an todn trong hanh trinh, an toan tai cic di€m
dirng, dié€m di va di€m d&n, sy thodi méi v sach
5& trong sudt hanh trinh. Ti d6, tdc gid dua ra gia
thuyét H1:

HI: An todn vi uén nghi tic dong thugn chidu
dén sy hai long.

- Anh hudng ciia thong tin va giao tiép vdi
khdch hang dén sit hai long: Thong tin va giao
1i€p vdi khiach hang bao gdm cdc thudc tinh lién
quan d&n chat lugng, tinh toan dién va kjp thi cha
Ih(‘)ng tin dugc cung cap cho khdch hiing. Vigc giao
1iép v6i khich hang phu thugc vao cdc phuong 1én
dugc sit dung d€ truyén dat cdc thong tin nay
Tyrinopoulos & Aifadopoulou (2008) cho ring yeu
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18 thong tin va giao ti€p v6i khdch hang cé tdc
dong dén chilt ivgng dich vu. Vi vy, tdc gid dat ra

2id thuy&t H2:
H2: Thang tin va giao ti€p vdi khéch hing tdc
dong thufin chiéu d&n sy hii long clia khéch hang.
- Anh hugng ciia khd nang figp cén d;ch vu dén
si hai long: Khd nang u€p can bao gdm nhimg
thudc tinh lién quan dén viéc ti€p can d& dang vé
phudng tién, cdc di€m dimg chan, di€m di vi diém
d€n, dé ding 1én xudng xe, phd hdp
v6i cd ngudi gid va ngudi khuy&t @t.
Tyrinopoulos &  Aifadopoulou ;
(2008) chi ra ring kha ning ti€pcan |
1a mét thude tinh quan trong va tdc H
dong thujn chiéu dén chit ugng |
dich vu. Do dé. tic gid thi€t 1ip gid !
thuyé&t H3: H
H3: Kha nang ti€p can tac dong 1
thuan chiéu dén su hai long cia :
khdch hang. !
- Anh hidng ciia mang hidi cac |
digm ditng chén, di¢m di va diém |
i

dén dén sy hai long: C6 nhién  Loooo— -

nghién cfu vé dich vy vén ta1 hinh

khdch di xem xét d€n y€u t8 thdi gian tai cdc diém
dirng chin, diém di, diém d&n vi thdh gian ctia cdc
quiang dudng. Trong nghién cifu cia Tyrinopoulos
& Aifadopoulou (2008). mang ludi cdc di€m dirng
chan, didm di vi di€m d&n 12 yéu 16 6 tic dong
thuan chiéu dén chal lugng dich vu. TU 6, 14c gid
dat gid thuyét H4:

H4: Mang Iudi cic di€m ditng chan, diém di vi
diém d€n tic dong thuin chiéu d&n sy hai long cda
khdch hang.

- Anh huéng ciia h¢ théng tuyén duimg dén si
hai Idng: Hé (héng tyén dudng dé cap d&n cic
thude tinh vé tuyén duding, chuyén xe, thdi gian
ctia hanh trinh va 8¢ dd trung binh cia xe. Theo
Tyrinopoulos & Aifadopoulou (2008) thi hé théng
tuy&n dudng 13 y&u 8 quan trong tdc ddng dén
chit lugng dich vu. Hay n61 cich khac 1a hé thdng
tuy&n duding c6 tic ddng J&n syt hii 1dng cda khich
hang. Laura Eboli & Gabriella Mazzulla (2007)
cling déng y riing h& thdng wyén dudng cé tic
ddng tryc ti€p dén sy hai 1dng cda khach hing. Vi
viy, tic gid thi€t 1ap gid thuy€t Hs:

HS5: Heé théng luyen dudng tic déng thuin
chiéu dén sy hii 1ong cha khich hang.

- Anh hiidng ciia gid cd dén sql hai long: Theo
Verhoef (2009) thi gid cd 13 y&u 18 tao nén tri
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Tr3l nghiém dich vy

Antoin va hién nghi

Thing tin va giao nép vén KN
Khd n!ng tiép r:én du:h w

Mang luén cic diém disng chan,
diém di v diém d!n

H théng tuyén dutmg

nghiém dich vy trong Iinh vifc ban 1&. Déi véi
nganh vian tdi cdng cfng, Tyrinopoulos &
Aifadopoulou (2008) cho riing gi c4 1a mét thudc
tinh tao nén chit iwgng dich vu. Trén cd s3 d6, tic
gi4 cho riing gid cd 12 mot y&u 18 tao nén rdj
nghiém dich vu va c6 tdc ddng d€n sy hai long ciia
khich hang. Gid thuyét H6 duoc a4t ra nhy sau:

H6: Gid cd tic dong thudn chiéu dén sy hai
long clia khdch hing.

Hinh I: M6 hinh nghién cdu dé xudt
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Ngudn: Tdc giG 16ng hop nam 2019

tong

- Anh huéng cita nhdn vién dén sy hii long:
Trong nghién ctu vé (ri nghiém dich vu linh viic
bin 1& cia tdc gid Luu Ti€n Thudn va Tran Thu
Van (2014), nhan vién 12 thinh phin cda thang do
chat lugng trdi nghiém khéch hang. K& qui
nghién cu ciing chi ra méi quan hé thuan chiéu
giifa chat lugng trai nghiém khéch hang va sy hai
Ong cia khich hang. Chinh vi vy, téc gid ditra
gid thuy&t H7:

H7: Nhin vién tdc dong thuin chiéu dén sy hai
1dng cda khich hang.

2.2 Plutong phdp nghién citu

2.2.1. Phuong phdp thu thip dit liéu

Nghién citu thwe hi¢n phudng phdp chon miu
phi xdc sudl theo kiéu thudn tién k&t hgp 18y miu
theo mdm. DiY ligu dugc thu thap biing viéc phdng
van tryc ti€p qua bang cau hdi véi 306 dap vién 1
nhirng khdch hang di wrng sit dung dich vu xe
khdch chil lugng cao tai Cén Tha.

Trong EFA, kich thudc miu thugng gap 4-5
Jin 56 bi€n quan sdt (theo Hair vi ctv., 2006).
Trong nghién cifu nay, s6 ludng bi€n quan sdt 1
46. Do d6 kich thudc miu (3i thiéu dé tign hanh
phin tich EFA phdi bing 230, s& quan sdt cang
nhiéu do chinh xdc clia mé hinh cing cao.
Phuong phdp phan tich dit liéu chinh dudc st
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dung cho nghién citu nay 12 mé hinh SEM. Theo
Barret (2007) thi ¢@ miu ddng cho SEM it nh't 12
200 quan sét. Do d6, 3 mau 306 quan sdt dugc
chon 12 phi hgp véi ciic phudng phip phan tich
dugc st dung trong nghién ciu.

2.2.2. Phutong phdp phdn tich di ligu

Nghién cttu s& dung hé s& tin ciy Cronbach’s
Alpha d€ kiém dinh mdc dd chiit ché cia thang do.
Tiép theo, phuong phip phan tich nhin t& kham
phd (EFA) dugc 1i€n hanh d& nhén dién cdc nhan
16 dugc cho 1 phit hgp va c6 thé dua vao phan tich
nhan 1§ kh‘fmg dinh (CFA). Sau d6, mé hinh c&u
wric wyén tinh (SEM) dugc sif dung d€ xdc dinh
cdc m3i quan hé gia cdc nhan (8 trong md hinh.

3. K&t qua nghién cifu vi thio luan

3.1. Bic diém mau diéu tra

Pép vién trong nghién citu ¢6 do wdi tr 18 dén
57 (rung binh khodng 27 wé), I3 nhitng ngudi
trong d6 wdilao dbng. TY 1& nam va nir lan lugt 1a
46.1% vA 53,9%. khich hang st dung dich vu hiu
nh khong c6 sy chénh léch vé mit gidi tinh. V&
Irinh dd hoc vin, nhém d4p vién cé trinh do dai
hoc chi€m hon 55%, k& d€n trinh d6 cao ding va
trung cp vi (Y 1& 24,8%. V& nghé nghiép thi nhém
d61 twogng chi€m ti 1é cao nhalt la nhan vién van
phong (38,2%), k€ dén 1a hoc sinh sinh vién
(32,4%).

3.2. Kiém dinh dj tin cdy Cronbach’s Alpha

D6 tin c{\y thang do dugc kiém dinh vdi diéu
kién hé s Cronbach’s Alpha tr 0,6 trd Ién, hé so
wong quan bi€n léng phdi 16n hon 0,3 va hé 58
Cronbach’s Alpha néu loai bi€n 18n hon hé s&
Cronbach’s Alpha cia thang do sé dudc chip nhan.
Bdng | (rinh bay két qui phin tich Cronbach’s
Alpha cGa tirng thang do thanh phdn. K&l qui cho
thi'y hé s§ Cronbach’s Alpha cia cdc thang do
thanh phin déu 16n hon 0,6. Hé s& tudng quan bién
18ng cla cdc bi€n déu cao va hé s& Cronbach’s
Alpha néu loai bi€n déu nhd hon hé s Cronbach’s
Alpha ciia thang do chita bién dé, chi cé bién GClI
(Gid cd phd hop) 12 khong dat yéu cdu nén sé bi
loai ra khéi thang do. Nhy vy, 32 bi€n con lai
dugce dua vao d€ ti€n hanh phin tich nhan 18 khim
pha EFA.

K&l qua ciing cho thi'y hé s Cronbach’s Alpha
clia cdc thang do Sy hai long, T4i si dung va
Truyé&n miéng tich cyc déu tdn hon 0.6. Cdc hé 56
tuong quan bién tng déu cao. nhd nhdl 1a bién
SHL1 = 0.557. Bén canh d6, cd 3 thang do déu
khdng c6 bign nio c6 Cronbach's Alpha néu loai
bi€n 16n hon Cronbach's Alpha ciia thang do d6.
Vi vdy, cdc bi€n do ludng cla cic thang do nay
déu dudc dua vao stt dung trong phan tich nhan 18
khdm phd EFA.

Bdng 1. Phan tich Cronbach’s Alpha véi cac thang do trong mé hinh

Thang do Bién quan sét T:?é[:?(g‘:;n cr:ré"zal::;’sb?lé’ﬁha Cr::':::::gﬁﬂha
AT1: Tai x& lai xe 0,626 0,877
“AT2: Bao quan hanh Iy 1 0,666 0.872
| AT3 S8 ngusidiing quy dinh 0,703 0,867
An '°:;r“’ia 980 T4 Xe an toan 0,704 0,868 0,887
AT5. Déy dd tign nghi 0.712 0,866
AT6: Xe sach sé 0,687 0,869
AT7" Ca sd vat chat sach s& T 0657 0873 ‘
TT1: Théng tin phd bién | 0469 0729 |
Théng tin v3 " 172:"Nhan vién ludn thong bao théng tin 0,570 0,674
giao tiép véi — 0,748
khéch hng TT3: Vui vé gid dap thic mic 0,547 0,688
TT4: Than thién, lich sy 0,585 0,666 |
| TCt Vit thuan tien 0652 0,849 |
K:;n";'c‘ﬁ :,ij | TC2: Thi gian thuan tign 0,665 0,847 :1 0,869
T(E S6 dién thoai d& nhé : 0,689 - 3,843 ‘
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Thang do Bién quan sét T:rsr:‘g‘g::n cu;;:a;:‘lsb?lé‘:ha crzq:ﬁ:gﬁ
, TCA4: D& lién lac tong dai 0,697 0,841
K:;“;:ﬁ :I'ip TC5: C6 dua, dén tan nha 0,705 0,839 0,869
TC6: D&1én xubng 0,594 0,859
ML1: Lich trinh hop Iy 0,658 0,843
Mang lu6i cic ML2: Ludn khéi hanh dung gid 0,729 0,830
diémding | ML3. Bing tuyén 0673 0,840 e
chan, diém di vd' ML4 Thic &n chét luong 0,636 0,846 G
diém 08n [\ ¢ Tas gian nghi hap 1y 0,688 0,837
ML6: D6n, tra khach diing gid 0,582 0,855
HT1 Dadang 0,661 0,628
Hé ‘r;i’éi‘“yé" HT2" Thuéng xuyén 0,587 0.714 0772
% HT3" Toc dd hgp ly 0,572 0,729
GC1: Phi hgp 0322 0,763
Gia ca GC2: Tiét kiem 0,548 0,479 0,662
GC3. Gidm gid 0,577 0,413
NV4. Nhanh chéng, chinh xac 0,684 0,854
X NV2. X Iy tinh hudng 0,760 0,823
Nhan vién 0,872
NV3. Gilp do 0,764 0,821
NV4. Thai do 0,708 0,844
SHL1: Hai long chung 0,557 0,763
Sy hailéng | SHL2: Hai long so véi d6i thi 0,685 0,619 0,778
SHL3: Quyét dinh ding 0,607 0,709
TSD1* DA sl dyng lau dai 0,724 0,786
- TSD2' Tiép tuc st dung trong dai han 0,670 0,810
Tai st dung - 0,846
TSD3: St dung hon 1 18n 0,646 0,820
TSDA4. Tiép tuc sl dung trong ngén han 0,691 0,801
L TMTC1. Noi diéu t6t dep 0,675 0,735
meyls: $:”9 TMTC2- Khuyén khich st dung 0,676 0,734 0815
TMTC3' Cho 161 khuyén 16t 0,645 0,766

3.3. Phdn tfch nhén 16’ khdm phd (EFA)

3.3.1. Phén tich EFA doi voi thang do chét hegng
trdi nghi¢m khdch hang

Phan tich EFA v6i phép trich nhan 18 dugc sit
dung 13 Principal Axis Factoring va phép xoay
Promax. K&t qua phan tich nhan & kh4m ph4 1dn
1 cho tha'y bi€n TT1 (Thdng tin phé bién) va TC6
(D& 1&n xudng) c6 hé s (ai nhin t§ nhé hon 0,5
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Nguén: $6' ligu tic gid thie thap va xit I nam 2019

nén s& 1an lugt bi loai khéi thang do. Sau kbt loai
b8 cAc bi€n khéng dat yéu ciu, két qui phan tich
1an cu8i dugc thé hién qua Bing 2. Hé s8 KMO =
0,919 cho th&y dit liéu phir hgp dé ti€n hanh phan
tich EFA. Ki€m dinh Bartlett c6 § nghia thong ké
v61 Sig. = 0,000 chiing tb cdc bi€n ¢ tudng quan
v6i nhau xét trén pham vi 18ng thé. Phuong sai
trich dat 57,206% th€ hién riing c4c nhan 1§ dugc
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ritra c6 thé gidi thich duge 57,206% bién thién dir  cdc nhém nhan 13 trong thang do khéng ¢ su thay
liéu. Hé s6 Eigenvalue biing 1,026 nén cdc nhém  d6i nén cdc nhém nhan 18 vAn duge dat (én nhu

nhin t8 duge rit ra 13 chap nhan duge. Nhin chung,  ban diu.
Bang 2. Két qud phan tich EFA cAc thang do thanh phan tréi nghiém dich vu

Bigh quan sét Ma trdn xoay nhén t&'
1] 2 3 | 4 q s [ s [ 7
AT3: S8 ngudi ding quy dinh 0,895 |

AT4: Xe an toan 0,749
AT2. Bdo quan hanh ly 0,662
AT1. L4I xe an toan 0,620
ATS; DAy dii tién nghi 0617
AT6: Xe sach sé 0,607
AT7: CSVC sach sé 0,603
TC4: D& lién lac t3ng dai 0,765
TC2: Thai gian thuan tién 0,758
TC3: S8 dién thoal d& nhé 0,688
TC1: Vi tri thuan tién 0,661
TC5: Co dua, don tan nha 0,653
ML3: Ding tuyén 0,801
ML2: Ludn khdi hanh dung gié 0,742
UALS: Thai gian nghi hop ly 0,724
| ML Thic an chét lugng 0631
ML1: Lich trinh hop ly 0,581
ML6" Dén, trd khach ding gid ' 0518
NV2. Xl ly tinh hubng 0,812
NV1. Nhanh chéng, chinh xac 0,781 i
NV3: GiGp dd 0,747
NV4: Thai a6 0,717
TT3. Vui vé giai dap thic méc 0,676 J
|

TT4: Théan thién, lich su 0,672
TT2. Nhan vién luén thdng bao théng tin 0,566
HT1: Ba dang 0,699
HT3: T6c d6 hop ly 0,632
HT2: Thudng xuyén 0,561
GC3: Giam gia 0877
GC2. Tiét kiem 0,657

H§ s6' KMO =0,919; Sig. = 0.000;
Gld try Eigenvalue = 1,026; Tong phuong sal trich = 57,206%.

Nguan. Két qud xie I¥ s6'liéu khdo sdt nam 2019
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3.3.2. Phéin tich EFA d6i véi thang do Su hai
long, Tdi sit dung v& Truyén migng tich cuc

gid tri p cda titng cap khdi niém déu nhd hon 0,05,
Chdng 6 cédc thang do dat dudc gid (rj phin biét,

BAng 3: K& qua phan tich EFA cac thang do Sy hai 1dng, T4i s dung va Truyén miéng fich cuc

Thang T He s6ai | Phuong sal | Hes& | P-ValueKidm |  Giaty
o N quan nhants | trich (%) | KMO | dinhBarlett | Eigenvalue
SHL2: Hai long so vdi cong ty khac 0,868
Slg’:':' SHL3: Quyét dinh diing 0712 55340 | 0,676 0,000 2,081
SHL1: Hai léng chung 0,632
TSD1: Pa suf dung lau dai 0,819
ist | TSD4. Tiép tuc sir dung Anhan | 0,767
Téisif | 7501, T tic ol ching rong o b 58032 | 0,804 0,000 273
dung | TSD2: Tiép tuc st dung trong dai han 0,746
TSD3: St dung hon 1 18n 0,712
Truyén TMTC2' Khuyén khich st dung 0,789
miéng | TMTC1. N6i diéu 16t dep 0786 | 59481 | 0716 0,000 2188
tich eve [ T\TC3: Cho lar khuyen tot 0,738

Phin tich EFA v6i phép trich nhin 8 dugc sit
dung la Principal Axis Factoring va phép xoay
Promax. Ki€m dinh Barlett cia ¢4 3 thang do déu
¢4 ¥ nghia théng ké vdi P-Value = 0,000; két qud
hé s& KMO ciia 3 thang do dat gi4 trj yéu cdu (160
hon 0,5) vA 141 ¢4 cdc bi€n quan sét c6 hé s (i
nhin 18 tuong déi cao.

3.4. Phén tich nhdn 18 khing dinh (CFA)

3.4.1. Phén tich CFA cho cdc thang do thanh
phén trdi nghiém dych vie

K&t qu cho thdy cdc trong s6 hdi quy di chufin
héa clia (4t ¢a cdc bi€n déu 16n hon 0.5 va c6 y
nghia théng ké (p = 0,000). Diéu nay chitng td mo
hinh nay dat dudc gid tri héi . Md hinh ¢6 380
bac ty do, gid tri Chi binh phuang = 749,948 vgi
gid tri P-Value = 0,000. Khi diéu chinh Chi binh
phuong véi bic ty do (Cmin/df) dat 1,974 < 3. Bén
canh d6, cic chl s& khdc diing d€ dénh gid 4o thich
hgp cdia mé hinh véi dif Liéu thi trudng déu dat gi4
tri khd 16t nhu GF1 = 0,861, CFI = 0922, TLI=
0.911 > 0,9: RMSEA = 0,056 <0,08. K&t qui nay
cho thay mé hinh phit hgp véi dif liéu thi trudng,
Tuy nhién, 2 thang do An toan va tién nghi vi
Mang Iudi di€m ding chin, di€m di va diém dén
khéng dat dudc tinh don hudng do ¢6 m&i tiong
quan giifa c4c sai s& do ludng, 5 thang do con laj
dat dugc tinh don hung. Hé s& wdng quan giia
cdc thanh phin cia cdc bign déu nhd hon 0,9 va

218 $6 9 - Thang 5/2019
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D6 tin cdy thang do dudc ddnh gid théng qua hé
8 tin cdy 16ng hgp va 18ng phuong saj trich, K&t
qué Bang 4 cho tha'y chi uéu vé d6 tin ciy ¥ng
hgp clda cic nhan t§ déu dat yéu cdu (tir 0,5 trd
1&n); phuong sai trich cGa mdi nhan (& ciing 16n
hon 0,5 (trir kh4t niém théng tin vi giao (i€p véi
khich hang, nhung ciing xp xi dat dén 0,5).

3.4.2. Phiin tich CFA d6i véi thang do S héi
long, Tdi stt dung va Truyén miéng tich cuc

M@ hinh ¢6 58 béc ty do 12 30, Chi binh phudng
= 72,356 v6i p la 0,000 < 0,05. Chi s6 Cmin/df =
2,412 < 3: ciic chi s GF1, TLI, CFi ln Iudt 12 0.953.
0,957, 0,971 déu I16n hon 0,9; RMSEA 12 0,068 <
0,08. Nhu vay, md hinh c6 d6 twong thich véi di liév
thi trudng 1 rit 161. Thang do Sy hai 1ong va T4i st
dung 6 tdng quan gifa céc sai 56 nén khéng dat
dugc tinh don hudng. Con thang do Truyén miéng
tich cyc dat dugc tinh don hudng. Céc trong s8 hdi
quy da chudn héa cia cdc bi€n déu dal yéu ciu vd
¢6 y nghia thong ké vai p=0,000 nén ci 3 thang do
déu dat dugc gid tri hoi w. K&t qua phan tich CFA
ciing cho thiy hé 6 (wong quan giifa cac thanh phn
clia cic bi€n déu nhd hon 0,9 nén thang do dat dudc
2i4 tri phin bjét. (Bing 5).

Chi tiéu vé do tin cdy 18ng hop va (Eng phuong
sai trich ciia cdc khéi ni¢m déu dat yéu cdu (1 0,5
trd 1en). P1éu nay ching 16 cic thang do ¢6 thé un
cdy dudc.
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BAng 4. B fin cdy 16ng hop cla cée nhan 18

Nhan 15 l D6 tin cdy tdng hop (pc) Tong phuong sal trich
An toan va tién nghi \ 0,882 0,517
Kha ning tiép can | 0,860 0,551
Mang lu6i diém ding chan, diém di va diém dén ' 0,867 0,521
["Nhan vien ) 0,874 0634
| Thong tin va giao tiép véi khach hang 0,729 0473
He thang tuyén dusng 0,774 0,534
Gid i 0,774 0633
Sy hai léng 0,830 0,620
Tai sit dung S 0815 0,521
[ Truyén miéng tich cuc N 0,832 0,609

Béng 5. D6 tin cdy 18ng hop clia cée nhén 16

T :
I P dole M i
Sy hai Idng 0830 0,620
T4i st dung 0,815 0,521
Truyén miéng tich cyc | 0,832 0,609

Nguon: Két qua xiz Iy s6'1igu kido sdt ndm 2019

3.5. Mé hinh cdu tric tuyén tinh (SEM)

K&t qua udc Ivgng cla cdc tham s6 cho thi'y su
tic ddng clia nhan 16 An toan tién nghi va nhan 1§
Gid c4 dén Su hiri long 1a khéng c6 ¥ nghia thdng
ké 3 d6 tin ciy 90%. Vi vy, cdc mdi quan hé nay
bi loai ra khdi md hinh d€ c6 thé tim dugdc mé hinh
16t han.

Sau khi loai b m&1 quan hé khdng ¢6 ¥ nghia
théng ké ra khéi mé hinh thi mé hinh cau tric cudi
cling ¢6 412 bic ty do; Cmin/df = 2,218 < 3, GFl =
842; TLI = 0,890; CF1 = 0,903; RMSEA = 0,063 <
0.08. K&t qui nay cho thi'y mé hinh (uong thich
khd 161 v6i dir ligu thi rugng. Cdc khéi niém cé
méi twong quan giita cdc sai s6 nén mé hinh khdng
dat dugc tinh don hudng. (Hinh 2).

K&t qud wdc Iugng chuin hda cda céc tham s&
3 Bang 6 cho thiy cic m3i quan hé nay c6 ¥ nghta
théng ké. Cu thé, tic déng clia y&u 18 Kha ning
1i€p cin 1&n Sy hai long dat y nghia théng ké &
mifc 10%, tic déng cha Hé thdng tuy€n duding v
Théng tin va giao ti€p v6i khdch hang dén Sy hai
1dng 1a ¢6 ¢ nghia thdng ké & mic 5%, sy dnh

Nguén: Kér qua xit Iy 56 ligu khdo sit nam 2019

hudng con lai cda Nhin vién va Mang Iu6i tén Sy
hai long dat ¥ nghia thdng ké d mic 1%. Trong khi
d6, tic dong cla Sy hai ldng d&n Téi skt dung va
Truyén miéng tich cuc 12 c¢6 ¢ nghia'thdng ké &
mie 1%. ‘ ‘

Céc trong s chua chudn hdd ciing ohu cdc
trong s6 chudn héa déu dudng ching 18 cic mdi
quan hé nay ta cic mSi quan hé thuin chiéu. Dua
vio Bing 6, ta thiy Mang Iudi cé tic dong manh
nhit d€n Su hai 1ong. k&€ d&n 1a Nhin vién, Hé
théng tuy&n dudng va thip nhal l2 2 nhan 18 Kha
ning ti€p can va Thong tin vi giao ti€p vdi khdch
hing.

Su hai long viYa 1a bi€n phu thudc cla cdc thanh
phén trdi nghiém, vira 12 bign déc lap d61 véi T4i
st dung va Truyén migng tich cuc. K& quéd véc
Iugng cho tha'y Sur haii 1dng ¢6 dnh hudng dén T4i
st dung vdi trong s6 u6c lwong da chuin héa 13
1,156. Sy hai long ¢6 mdc dd 3nh hudng d&n
Truyén miéng tich cuc thip han vdi trong s8 1a
1,055. (Bing 6).

3.6. Kiém dinh gid thuyét

K&t qua udc lugng cdc méi quan hé gilra cic
khdi niém cho thdy, vdi 9 gi thuyét dudc dit ra
ban diu thi ¢6 7 gid thuy&t dudge chip nhan. Hai
gia thuy&t con lai 12 “An toin va tién nghi tdc dong
thudn chiéu d€n Sy hai long” vi “Gid cd c6 1dc
dong thudn chiéu d€n Sy hii long™ khdng c6 §
nghia thdng ke.

4. K&t luan

Theo k&t qud nghién cttu, thang do cdc thanh
phin trdi nghiém dich vy xe khdch chat lugng
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3.3.2. Phén tich EFA d51 vdi thang do Su hai
long, Tdi sit dung va Truyén migng tfch cuc

gié tri p cla titng cp kh4r niém d&u nhé han 0.05.
Ching 3 cdc thang do dat dudc gid tri phén bié1.

Bang 3: K& qud phan tich EFA céc thang do Su hai 16ng, Tal sif dung vé Truyén miéng tich cuc

Thang B it Hé s&'tai | Phuong sal | H8 88 | P-Value Kiém | Giatn
do raEanss nhants | trich(%) | KMO | dinhBarlett | Eigenvalue
] SHL2. Hai long so vdi cdng ty khac 0,868
S!gr:‘:' SHL3: Quyét dinh ding 0712 55340 | 0,676 0,000 2,081
SHL1" Hai long chung 0,632
TSD1: Da st dyng l&u dai 0,819
aist | TSD4: Tié] (i dung trong ngén han 0,767
Ll ¥ tic:sll dung Irong g 58032 | 0,804 0,000 2736
dung | TSD2: Tiép tyc st dung trong dai han 0,746
TSD3: St dung han 1 Ian 0,712
Truyén TMTC2. Khuyén khich sl dung 0,789
miéng | TMTC1" N6 diéu 16t dep 0,786 59,481 0,716 0,000 2,188
tich cue [ TMTC3, Cho lof khuyen 8t 0,738

Phan tich EFA véi phép trich nhan 18 dugc s
dung la Principal Axis Factonng vi phép xoay
Promax. Ki€m dinh Barlett ciia ci 3 thang do déu
¢6 ¥ nghia théng k& v6i P-Value = 0,000; k&t qua
hé s8 KMO ciia 3 thang do dat gid trj yéu cdu (16n
hon 0,5) va tdt ¢ cac bi€n quan sét ¢6 he s6 tai
nhan t& widng 31 cao.

3.4. Phan tich nhén 16 khdng dinh (CFA)

3.4.1. Phan tich CFA cho cdc thang do thanh
phdn trdi nghigm djch vu

K€U qua cho thay cdc trong s& hdi quy di chuin
héa cia it cd cdc bién déu 16n hon 0,5 va cé §
nghia théng ké (p = 0,000). P1éu nay chitng 16 md
hinh nay dat dugc gid trn h$1 tu. Mo hinh c6 380
bic trr do, gid trj Chi binh phuong = 749,948 v6i
gid tri P-Value = 0,000. Khj diéu chinh Chj binh
phuong vdi bic wr do (Cmin/df) dat 1,974 <3 Bén
canh dé, cdc chi s khdc diing d€ ddnh gid 4§ thich
hop ctia md hinh véi diF ligu thi trudng déu dat gi4
tri khd 81 nhv GFI = 0,861, CFI = 0,922, TLI=
0,911 > 0,9; RMSEA = 0,056 <0,08. K& qud nay
cho thiy mé hinh phi hdp vdi diF liéu thy mudng.
Tuy nhién, 2 thang do An toan va tién nghi va
Mang ludi di€m dirng chan, diém di va diém dén
kbdng dat dugc tioh don hudng do c6 méi twong
quan giifa cdc sai s6 do ludng, S thang do con lai
dat dugc tinh don hudng. Hé 8 tuong quan giita
céc thanh phén ciia cdc bién déu nhd hon 0,9 va

218 $6 9 - Thang 5/2019
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Bo tin cay thang do dugc ddnh gid thdng qua hé
s6 un ciy t3ng hgp va tong phudng sa1 trich. K&
qud Bang 4 cho thd'y chi tiéu vé d¢ tin cay tSng
hop clia cdc nhin 18 déu dat yéu cau (1if 0,5 1rd
1én); phuang sai trich ciia m&i nhan 18 cing lgn
hon 0,5 (trir khdi niém thong tin va giao tiép véi
khdch hang, nhung ciing x4p xi dat d€n 0,5).

3.4.2 Phdn tich CFA déi véi thang do Su hai
1ong, Tdi sit dung va Truyén migng rich cuc

MO hinh ¢6 $8 bac tu do 1a 30, Chi binh phucog
= 72,356 v6i p 1a 0,000 < 0,05. Chi 8 Cmin/df =
2,412 < 3; cdc chi s8 GFI, TLI, CFT 1an fuot 12 0,953,
0,957, 0.971 déu 16n hon 0,9; RMSEA 12 0,068 <
0,08. Nhu vay, md hinh cé dé tidng thich v6i dit liéu
thi trudng 12 rit 161 Thang do Sy hai long va T4i sit
dung ¢6 tong quan giffa cc saj s6 nén khéng dat
duoc tinh don hudng. Con thang do Truyén miéng
tich cuc dat duge tinh don hudng. Cac trong s8 hdi
quy da chugn héa ciia cdc bién déu dat yéu ciu va
¢6 § nghia thdng ké vdi p = 0,000 nén ca 3 thang do
déu dat dugc gis tri hdi tu. K& qua pban ich CFA
ciing cho thi'y hé s& tuong quan giita c4c thanh phn
cda cdc bien déu nhd hon 0,9 nén thang do dat dugc
gid tri phian biét. (Bang 5).

Chi tiéu vé do tin cay long hgp vi 13ng phuang
sai trich cla cdc khai nigm déu dat yéu cdu (1 05
trd 1én). Piéu nay ching td c4c thang do c6 thé tin
ciy dugc.
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Bang 4. b6 fin cay t8ng hgp cla cdc nhén t&

Nhén t& Do tin cytonghop (o) | Tong phuong sal trich |
An toan va tién nghi 0,882 0517 |
Kha nang tiép can T T 0860 0,551 ]
" Mang Iudi diém diing chan, diém di va diém dén 0,867 i 0,521 N
Nhan vien ) 0874 0,634
Thong tin va giao tiép vai khach hang 0.729 0,473
Hé théng tuyén dusng T 074 B 0,534
| Gia ca 0,774 0,633 ]
Suhai long o - 0,830 0,620
Tai sit dyng - 0815 0521 n
Truyén miéng tich cuc o 0,832 0,609 |

Bdng 5. D4 fin cdy 16ng hop clia cdc nhan t§

A
Suhailng 0,830 0620
Tai st dyng 0815 | 0521
Truyén miéng tich cuc 0,832 0,609 ‘

Nguon: Két qua xit Iy s6 liéu khio sit nam 2019

3.5. Mb hinh céu triic tuyén tinh (SEM)

K€ qud wdc ludng cia cdc tham s8 cho thiy su
tic dong ciia nhin (8 An toan tién nghi va nhan &
Gid cd dén Sy hai long Ja khéng 6 y nghia théng
ké 8 dd tin cay 90%. Vi vdy, cdc mdi quan hé ndy
bi loai ra khdi mé hinh d€ ¢6 (hé tim dude mé hinh
161 hon.

Sau khi loa1 b méi quan hé khéng ¢ y nghia
thdng ké ra khéi mé hinh thi md hinh ciu trie cudi
clng ¢6 412 bac v do; Cmin/df =2,218 < 3; GF1 =
842; TLI = 0,890; CF1 = 0,903, RMSEA = 0,063 <
0,08. K&t qud niiy cho thiy mé hinh wong thich
khd 161 véi dir Jiéu thj trugng. Céc khidi niém cé
méi twdng quan giifa ciic sai s6 nén md hinh khong
dat dvigc tinh don hugng. (Hinh 2).

K& qud udc ludng chudn héa ciia cic tham s&
& Béng 6 cho thdy cic mdi quan hé nly ¢6 ¥ nghia
thdng ké. Cu thé, tic déng cia y&u 18 Khi ning
1i€p céin Jen Sy hai long dat § nghia théng ké &
mic 10%, tdc dong clia HE thdng tuyén dusng v
Théng tin va giao ti€p vdi khich hang d&n Sy hai
long 13 ¢ y nghia thdng ké & mic 5%, sy dnh

Ngudn Két qud xit Iy 56 liéu khdo sdt nim 2019

huéng con tai cia Nhidn vién va Mang ludi 1én Su
hii long dat y nghia théng ké & mutc 1%. Trong khi
d6. tic dong cia Sy hai ldng dén T4i s dung va
Truyén miéng tich cyc la ¢6 § nghia'théng ké &
mifc 1%. : )

Cic trong s6 chua chudn héd ciing nhu cdc
trong s chuin héa déu duong chitng 18 cc méi
quan hé nay 12 cdc méi quan hé thuan chiéu. Dya
vao Bang 6, ta thd'y Mang Iugi c6 téc dong manh
nh#t d&n Su hai 1ong, k& dén 12 Nhin vién, Hé
th&ng tuy&n duding vi thip nhal la 2 nhan & Kha
ning ti€p can va Thong tin va giao uép véi khich
hing.

Su hii long vira 13 bign phy thude ca céc thanh
phdn trdi nghiém, vira la bi€n déc lap 461 vdi Téi
sif dung va Truyén miéng tich cyc. K&t qud udc
Iugng cho thdy Sy hai long c6 dnh hudng dén Tai
sit dung véi trong s6 udc lugng di chuin héa 1a
1,156. Su hii ldng c6 mirc dd dnh hudng dén
Truyén nuéng tich cuc thip hon véi trong 3 1a
1,055. (Bdng 6).

3.6. Kiém djnh gid thuyét

KE qud udc lugng cdc mé1 quan hé giita cdc
khdi ni¢m cho thay, véi 9 gid thuy&t duge dit ra
ban diu thi c6 7 gid thuyét dudc chip nhan. Hai
gia thuy&t con lai1a “An toin v tién nghi téc déng
thudn chiéu d€n Sy hai long” va “Gid cd cd tic
déng thudn chiéu dén Su hai long” khéng cb y
nghia théng ké.

4. K& lufin

Theo ké1 qua nghién cifu. thang do cdc thinh
phén trii nghiém dich vy xe khdch chit lugng
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Hinh 2: Phén tich cdu frac tuyén tinh SEM

chi-square= 913.876 ; df<= 412 | P= .000
iChi-square/df= 2,218

:GFl= .842 ; TLI= .890 ; CFl = .803
\RMSEA= .063

h w
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Nguon: Kér qud xit Iy s6' liéu khdo sdr nam 2019

BAng 6. Hé& s& tuong quan gila cdc nhan t6

‘ Mél quan hg ‘ r - Uéc lugng chuan héa

Kha nang tiép can - Sy hai long 0,108 £
Mang Iuéi cac dlgr;dfmg chan, diém di va diém dén aﬁp Sy halrlbng 0,265 g |
Nhan vién - Su hai long 0,224 .
Thong tin va giao tiép véi khach hang 5| suhaileng 0,174 - |
Hé thang tuyén duang - 0,118 b
Sy hai léng | Truyén migng tich cye 1,156
sunsilng = Tai sil dyng 1,085

Glu chii. * ¢6 ¥ nghta théng ké & mitc 10%, ¥*: c6 § nghia théng ké & mitc 5%,
**%: 06 ¥ nghia théng ké & mite 1%
Ngudn: Két qua xit I¥ 56 lieu khdo sdr nam 2019

cao ta1 Thinh phd' Cin Tho gém c6 S thanh  khich hang va (5) Hé thdng tuyén dugng. Trong
phdn: (1) Nhin vién: (2) Mang lwd1 cic diém  d6. thanh phin Mang I6i cic diém ditng chn,
ding chan. di€m di v di€m dén: (3) Khi ning  di€m di va diém dén cé 4dnh hudng nhidu nhit
1i€p cdn dich vu: (4) Thong tin va giac ti€p vdi  d€n quyét dinh 1di s¢ dung, thanh phin Khi
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nang ti€p can dich vu va Théng tin va giao ti€p
vé khdch hang dnh hudng it nhal. Dya vao cdc
k€t qua da phan tich, tdéc gid dé xuit mot &
khuy&n nghi nhiim gidp cdc cong ty kinh doanh
dich vu xe khdch chdt lugng cao gilf chan khdch
hang cu va thu hdt khdch hang mdt, nhu: dim
bio cd sd vat chdt va trang thi€t bi ddp dng dugc
nhu cdu khach hing, cdi thién dich vu xe trung
chuyén, md rong thém hé thdng tyén dudng, cdi
thién mdi trudng 1am viéc cing nhu thdi dd va ky
ning ciia nhin vién, chd trong viéc 14y y ki
phin héi tir khdch hing A€ hoan thién dich vy vi
tao trdi nghiém t8t hon cho khdch hang.

V& mat hoc thuat, nghién citu da gép phan hoin
thién thang do hidng tridi nghiém dich vu biing cach
b3 sung vio mdt hé théng thang do cho nganh dich
vu xe khdch chal lugng cao. Cdc nghién cdu trong
linh vyc dich vy van tai c6 thé sif dung, diéu chinh,

TAILIEU THAM KHAO:

b3 sung cdc thang do ludng nay cho nghién citu
ctia minh, V& mat thyc tién, k&t qui nghién citu
trong bai c6 thé thdc diy sy quan tdm cia nhing
nha quin Iy cia céng ty xe khdch chat lugng cao
d&n nhitng y&u t6 6 tdc dong dén sy hai long cda
khéch hing, tir 6 dua ra cic gidi phdp d€ diéu
chinh hanh vi sau st dung theo huéng tich cuc hon
dem lai sy thinh c6ng cho cong ty.

Bén canh ohling déng gép ¢6 y nghia. nghién
cttu vin cdn tdn tai mdt s& han ché nhil dinh nhu
quy mé miu nghién ciu khéng 16n, nghién citu
1i€p theo c6 thé md rong quy mé mdu. Ngodi ra,
nghién citu nay chi phan tich cdc thanh phdn trai
nghiém truGe va trong qué trinh s& dung dich vu
ma chua xem xét dén tic dong cla cde y&u 18 rdi
nghiém sau gud tinh st dung dich vu. Vi vay, day
¢6 thé 1 huéng nghién citu 1i€p theo cho cdc dé
tai sau nay |
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THE IMPACTS OF SERVICE
EXPERIENCE ON POST-PURCHASE BEHAVIOR:
THE CASE OF HIGH-QUALITY TRANSPORT
SERVICE IN CAN THO CITY
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Can Tho University
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@ TRAN VAN TRONG
Can Tho Technical Economic College

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 Analysis (CFA) and Structural Equation Modeling (SEM)
are main research methods which were used in this study. The result revealed that there are five
factors affecting the custorers’ post-purchase behaviors via their satisfaction, namely
Accessibility, Networks of Rest stops, Departure and Arrival, Employees, Information and
c ication with p Route networks. [n 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 (o transport
companies in Can Tho City such as improving their facilities and transit services, setng up
membership cards, having reasonable price policies, discounting for off-peak hours, giving
many atrractive offers for buying more tickets at the same time.

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