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TOM TAT

Muc tiéu ciia nghién citu ndy nham xdc dinh cdc nhan té anh hwong dén mirc do
hai long cua khdch hang doi voi dich vu tw van-méi gidi bat dong san (DVIVMGBDS)
tai Tp. Can Tho. S6 lidu ciia nghién ciru dwoc thu thdp tiv 188 khdch hang da timg sir
dung DVIVMGBBS trén dia ban thanh pho. Céac phwong phdp kiém dinh thang do,
phan tich nhan t6 kham pha (EFA), mé hinh hoi qui tuyén tinh da bién dwegc sir dung trong
nghién ciru. Két qud nghién ciu da xdc dinh cc nhan 16 anh hwong dén mire do hai long
ciia khdch hang doi véi DVTVMGBPS la s tin cdy, kha ndng dap ung, phuwong tién hitu
hinh, glm tinh va dj tuéi ciia khach hang. Trong do, nhan t6 sw tin cdy ¢6 dnh hwéng
manh nhat dén mirc @6 hai long ciia khdch hang.

Tir khéa: Muc do hai long, dich vu tu van - méi gidi, bat dong san.
ABSTRACT

This study aims at determining the factors affecting the customers satisfaction
for consulting services-intermadiation and immovables in the CanTho city. The data
of study was collected from 188 customers whom have used the services in CanTho
city. The analytical methods used in this study included scale test, exploratory factor
analysis (EFA) and linear multiple regression model. Research results have identified the
factors affecting the customer s satisfaction for consulting services — intermediation and
immovables are the trust, ability to adapt visible media, gender and age of the customer.
In particular, the trust factor is influential to the degree of customer s satisfaction.

Keywords: Satisfaction, consulting services - intermediation, immovables.

1. PAT VAN PE

Can Tho 1a thanh phé truc thudc
Trung Uong va 1a trung tim kinh té, thuong
mai dich vu cia toan vung PDBSCL. Do
do, thi truong bat dong san tai Can Tho
kha soi dong, dic biét 1a nhu cau nha & d6
thi kha cao. Piéu nay thu hut luong 16n
cac nha dau tu bat dong san. Mot quy luat

! Truong Pai hoc Can Tho.

tw nhién dé hoat dong mua ban, trao ddi
duoc dién ra sudn sé can co su hién dién
ctia nha trung gian 1am cau ndi. T xut
phat diém d6 ma dich vu tu vin-moi gid1
bat dong san (DVTVMGBPDS) di phat
trién nhanh nhu vii bdo. Khi thu nhap caa
nguodi dan ngdy cang ting thi nhu cau doi
v6i nha & cang tré nén tat yéu, va su ky
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vong vé chat lugng DVTVMGBDS cang
cao hon, doi hdi cac DVTVMGBDS phai
khong ngimg nang cao chat lwong dich vu
cung g nham thu hat khach hang, nang
cao hiéu qua hoat dong kinh doanh. Tuy
nhién, trong thoi gian gan day, mot s6 van
dé phat sinh tr cac DVTVMGBDS can
dac biét quan tam, d6 la: trinh do chuyén
mén cua nha tu van, dao dirc ciia nha méi
gidi, chat luong thong tin,... diéu nay da
lam cho khach hang chua man ma véi cac
DVTVMGBBDS. Tir thuc té trén, van dé cap
thiét 14 can nghién ciru “Cdc nhan to dnh
hwong mirc do hai long cua khach hang
doi véi DVTVMGBDS ¢ Tp. Can Tho” dé
lam co sé khoa hoc ho trg cho 1anh dao cac
don vi cung cdp DVTVMGBDS nghién
ctru, xay dung cic giai phap cai tién chat
lugng dich vu cung trng, nang cao gia tri
khach hang.

2. CO SO LY THUYET VA MO
HINH NGHIEN CUU

Su hai long cua khach hang 1a sy
mong doi trudc va sau khi mua mdt san
pham hay dich vu (Oliver, 1997). Khi dé
cap dén khai niém sy hai long, Bachelet
(1995) cho rang su hai long cia khach
hang nhu mot phan irng mang tinh cam xuc
cua khach hang dap lai véi kinh nghiém
cua ho vé1 mot san phém hay mot dich vu.
Theo Zeithaml and Bitner (2000), sy hai
long cua khach hang 1a sy danh gid ctua
khach hang vé mot san pham hay mot dich
vu di dap ung duoc nhu ciu va mong doi
cua ho. Sy hai long hodc su that vong cua
mot ngudi bat ngudn tir sy so sanh cam
nhan vé1 mong doi vé chat lugng mot san
phém hoac mdt dich vy nao dé (Kotler,
2001). Su hai long cua khach hang la
danh gia ctia khach hang vé mot san pham
hay dich vu da dap ung dugc nhiing nhu
cAu va mong doi ciia mo hinh nim thanh
phan servqual da dugc sir dung rong rai
(Asubonteng et al.,1996; Buttle, 1996;
Robinson, 1999). Theo Parasuraman,
Zeithaml, Berry (1991), ¢6 5 nhan t6 anh

huong dén su hai 1ong ctia khach hang: (1)
Do tin cay (Reliability), (2) Muac do dap
ung (Responsiveness), (3) Sy dam bao
(Assurance), (4) Su cam thong (Empathy),
(5) Phuong tién hiru hinh (Tangible). Susan
& Theron (1994) da xac dinh phuong
tién hiru hinh va sy chuyén nghi¢p cua
nhan vién tic dong dén sy hai long cua
khach hang d6i véi DVTVMGBDS. Theo
Graham & Sue (2005), cac nhan t6 anh
huéng dén sy hai long cia khach hang dbi
v6o1 DVTVMGBDS 1a kha ndng ban hang,
kién thtrc thi truong, kha niang am hiéu
nhu cau khach hang va sy dam béo.

Thong qua lugc khao cac tai li¢u
nghién ctru va tham véan chuyén gia, bén
canh do, tac gia str dung phuong phép thao
ludan nhém (nghién ctru dinh tinh) véi 10
khach hang da timg st dung DVTVMGBDS
dé xac dinh 24 tiéu chi dugc cho 1a ¢6 anh
hudng dén mirc d6 hai long ctia khach hang
(hinh 1). Theo Parasuraman, Zeithaml,
Berry (1985), Luck va Laton (2000), cac
thang do cua bién quan sat sir dung thang
do likert (5 murc d) dugc lya chon cho phu
hop dé tién hanh phan tich nhan t6 khdm
phé (EFA).

M6 hinh xac dinh cac nhan t6 anh
huéng dén mirc do hai long cua khach
hang d6i v6i DVTVMGBDS duoc thiét
1ap nhu sau:

Su hai long (SAT) = f (REL, RES,
ASS, EMP, TAN)

Trong d6: SAT la bién phu thudc va
REL, RES, ASS, EMP, TAN la cdc bién
doc lap.

Viée dinh lugng cac nhan t6 anh hudng
dén mirc do hai long cta khach hang ddi véi
DVTVMGBDS gbm 3 budc: (1) Budc 1:
St dung hé sb tin cdy Cronbach’s Alpha
dé kiém dinh murc do chat ché va su tuong
quan gitra cac bién quan sat trong mo hinh
nghién ctru. (2) Budc 2: Sur dung phan tich
nhan t6 kham pha (EFA) dé kiém dinh cac
nhén t6 anh huong va nhéan dién cac nhan
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t6 dugc cho 13 phu hop v6i mic d6 hai
1ong. (3) Budc 3: St dung mo hinh héi qui
tuyén tinh dé phan tich mac do anh hudéng
clia cac bién doc 1ap dén muc d6 hai long
ctia khach hang, dong thoi xac dinh mire d6
tac dong cua timg bién nghién ciru va dam
bao c6 y nghia thong ké.

S liéu cuia nghién ctru duoc thu thap
bang cach phong van truc tiép cac khach
hang da ting stt dung DVTVMGBDS theo
phuong phdp thuan tién. Hién nay, theo
nhiéu nha nghién ctru, kich thuéc mau cang
16n cang tot (Nguyén, 2011). Hair & ctg
(2006) cho rang dé sir dung phan tich nhan

t6 kham pha (EFA), kich thudc mau tdi
thiéu phai 13 50, tbt hon 1a 100 va ti 1& quan
sat/bién do luong 14 5:1, nghia 1a 1 bién do
luong can toi thiéu 5 quan sat (Nguyén,
2011). Cu thé, trong mé hinh nghién ciru
duoc nhoém nghién ciru dé xuét co 24 bién
quan sat c6 thé dugc sir dung trong phan
tich nhan t6 kham pha. Do d6, sé mau tdi
thiéu can thiét cua nghién ctu 1a 24 x 5
= 120 mau. Thyc té, nhom tac gia da tién
hanh diéu tra 188 khach hang trong khoang
thoi gian tir 10/2011 dén 11/2011. Nhu vay,
s6 liéu duoc thu thap dam bao thuc hién tdt
mo hinh nghién ctru.

Hinh 1. M6 hinh nghién ctru dé xuét

2. Pap ing (RES): 5 bién quan sat
(RES1) Thai do san sang phuc vu;
(RES2) Nhiét tinh trg gitip khach hang
vé thu tuc; (RES3) Gid mé cira thuan
tién cho khach hang; (RES4) Thoi
gian giao dich nhanh; (RES5) Nhan
vién khong bao gio qua ban dén ndi
khong dép tng yéu cau ctia anh/chi.

3. Swrbio dam (ASS): 4 bién quan sat
(ASS1) An toan khi giao dich;
(ASS2) Co6 thai do phuc vu tan tinh,
chu ddo tao sy yén tdm cho khach
hang; (ASS3) Nhan vién c6 kién thic
chuyén mon cao, chuyén nghi¢p khi
tw van khach hang; (ASS4) Pung hen
v6i khach hang.

5. Phwong tién hiru hinh (TAN): 5
bién quan sat

(TAN1) Tru so, trang thiét bi cua
cong ty hién dai, hap dan; (TAN2)
Trang phuc nhan vién thanh lich,
gon gang; (TAN3) Vi tri thuan ti¢n;
(TAN4) Cung cap sach anh va nudc
ubng cho khach hang khi giao dich;
(TANS5) Trang bi bang biéu vé phi, 1
phi theo qui dinh.

1. Tin cdy (REL): 6 bién quan sat
(REL1) Phi giao dich hop ly; (REL2)
Thong tin truyén dat dang tin tuong;
(REL3) Cong ty luén thuc hién tot
nhitng gi da hira v4i anh/chi; (REL4)
Cong ty luu ¥ khong dé ra sai sot nao;
(REL5) Vén dé an toan, an ninh cta
cong ty t6t; (REL6) Nhan vién ludn
nghiém tac trong gio lam viéc.

\ 4

Su hai 1ong (SAT): 3 bién quan sat
(SAT1) Hai long vé qua trinh giao
dich; (SAT2) Cac phuong tién hiru
hinh dep, hién dai; (SAT3) Hai long
vé chat luong phuc vu.

A

4. Cam thong (EMP): 4 bién quan st
(EMP1) Nhan vién phuc vu nhiét tinh,
ton trong va than thién; (EMP2) Luén
quan tdm téi nhitng mong muén cia
khach hang; (EMP3) Quan tim dén
khé khan cua khach hang; (EMP4)
Hiéu biét vé khach hang.




84 TAP CHI KHOA HOC TRUGNG BAI HOC M3 TPHCM - SO 7 (3) 2012

3. KET QUA NGHIEN CUU VA
THAO LUAN

Dé kiém dinh mé hinh nghién ctru
va xac dinh cic nhan t6 anh huéng dén
mirc do hai long cua khach hanh d6i véi
DVTVMGBDS, nhém nghién ctru st dung
phan mém SPSS 16.0 dé hd tro phan tich, két
qua thyc hién mo hinh nghién ctru nhu sau:

Buéc 1: Kiém dinh thang do

Kiém dinh d6 tin cdy cua thang
do (kiém dinh Cronbach Alpha) mic

d6 hai long cia khach hang ddi voi
DVTVMGBDS véi 24 bién thuoc 5
nhan td. Hé sd Cronbach alpha dat 0,96
trong khoang tir 0,8 dén 1,0 ching to
thang do nay tot. Néu xét hé sé tuwong
quan nhén t6 v6i bién tong thi khong co
bién bi loai vi tt ca déu co gia tri > 0,3
(Nunnally, 1978; Peterson, 1994; Slater,
1995), vi thé 24 bién quan sat déu phu
hop dé tién hanh phan tich nhan t6 kham
pha tiép theo.

Bang 1: Két qua danh gia dé tin cdy cia thang do sau khi loai bién

Trung b‘lIII’I Phuong sai Twong Hé s Cronbach’s
Nhén to thang do néu thang do néu | quan phﬁn Alpha néu nhan to

nhén to biloai | nhan to bi loai to bi loai
RELI1 85,1633 375,458 0,641 0,964
REL2 84,7959 378,432 0,691 0,964
REL3 84,7857 378,356 0,733 0,963
REL4 85,0306 380,669 0,647 0,964
RELS 85,1122 376,183 0,680 0,964
REL6 85,4082 379,399 0,714 0,964
RESI 85,0510 370,131 0,775 0,963
RES2 84,8163 376,420 0,762 0,963
RES3 85,3061 372,050 0,797 0,963
RES4 85,2755 373,212 0,745 0,963
RESS 85,3469 374,951 0,727 0,963
ASS1 84,9286 372,356 0,723 0,964
ASS2 84,9898 372,464 0,842 0,962
ASS3 85,0714 371,428 0,766 0,963
ASS4 85,1122 371,544 0,807 0,963
EMP1 85,1020 365,680 0,836 0,962
EMP2 84,9082 375,569 0,751 0,963
EMP3 85,3265 370,016 0,753 0,963
EMP4 85,2959 377,551 0,667 0,964
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TANI 85,4184 378,390 0,684 0,964
TAN2 85,4184 388,720 0,575 0,965
TAN3 85,3673 378,482 0,693 0,964
TAN4 85,2449 379,094 0,617 0,964
TANS 85,4388 379,238 0,628 0,964

Nguon: Két qua kiém dinh Cronbach’ Alpha ti s6 liéu diéu tra, nam 2011

Budc 2: Phin tich nhén t6 kham pha  dinh tinh thich hop ciia mé hinh (0,5 <
Két qua phan tich nhéan t6 kham pha mo =0,910<1); (3) Ki’ém dinh Bartlett
sau 03 vong voi cac kiém dinh dugec dam  vé twong quan cua cac bién quan sat (Sig.
bao nhu sau: (1) B9 tin cay cua cac bien = 0,00 < 0,05); (4) Kiém dinh phuong sai
quan sat (Factor loading > 0,5); (2) Kiém cong don = 70,8% > 50%.

Bang 2: Ma tran nhan t6 sau khi xoay

) Nhan t6
Cac bién quan sat
F1 F2 F3

(RES3) Gido mo ctra thuan tién 0,692
(RES4) Thoi gian giao dich nhanh 0,815
(RES5) Nhan vién khong bao gio qua ban dén ndi

R L A A 0,742
khong déap ting yéu cau
(EMP2) Luén quan tdm dén nhitng mong mudn cta

. \ 0,823
khach hang
(TANS) Trang bi bang biéu vé phi, 18 phi theo qui dinh | 0,598
(REL2) Théng tin truyén dat dang tin tudng 0,744
(REL4) Cong ty luu ¥ khong dé xay ra sai sot nao 0,729
(REL6) Nhan vién luén nghiém thc trong gio lam viéc 0,634
(RES1) Thai d6 san sang phuc vu 0,558
(ASS3) Nhan vién c6 kién thirc chuyén mén cao, 0.700
chuyén nghiép khi tu van ’
(EMP4) Hiéu biét vé khach hang 0,664
(ASST) An toan khi giao dich 0,603
(TAN1) Try s, trang thiét bi cong ty hién dai, hip dan 0,853
(TAN2) Trang phuc nhén vién thanh lich, gon gang 0,847
(TAN3) Vi tri thuan tién 0,658

Nguon: Két qua phdn tich nhan t6 tir sé liéu diéu tra, nam 2011
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Két qua phan tich nhan t6 hinh thanh
3 nhan td m&i. Cuthé, nhan tb F, g@)m 5bién
twong quan chat ché vdi nhau la: (RES3)
Gi10 mo cua thuan tién; (RES4) Thoi gian
giao dich nhanh; (RESS) Nhan vién khong
bao gid qua ban dén ndi khong dap tng
yéu cau; (EMP2) Ludn quan tim t6i nhitng
mong mudn cia khach hang; (TANS)
Trang bi bang biéu vé phi, 1¢ phi theo qui
dinh. Nhan t6 F, co dic diém chung vé su
dap tmg nhu cau cua khach hang nén nhan
t6 nay duoc xem 1a “Khd nang ddp trng”
(dat 1a X, trong phan tich hdi qui tuyén
tinh). Nhan to F, goém 6 bién twong quan
chit ché, d6 1a: (REL2) Thong tin truyén
dat dang tin tuong; (REL4) Cong ty luu y
khong dé xay ra sai sot nao; (REL6) Nhan
vién luén nghi€ém tac trong gio lam vigc;
(RES1) Thai d9 san sang phuc vu; (ASS3)
Nhan vién c6 kién thic chuyén mén cao,
chuyén nghiép khi tu van; (EMP4) Hiéu
biét vé& khach hang. Nhan t6 nay thé hién
su quan tdm cta khach hang d6i v6i su tin

cdy cua dich vu nén nhan té F, duoc xem
la “Sw tin cdy” (datla X). Tuorng tu, nhan
t6 F, gom 4 blen tuong quan chat ché vaoi
nhau bao gdom: (ASS1) An toan khi giao
dich; (TAN1) Tru s0, trang thiét bi cong
ty hién dai, hip dan; (TAN2) Trang phuc
nhan vién thanh lich, gon gang; (TAN3)
Vi tri thuan tién. Nhan td nay thé hién su
quan tdm cta khach hang d6i v6i phuong
tién hitu hinh cta dich vy, vi thé nhan t6
F, duoc xem la “Phwong ti¢n hitu hinh”
(dat 1a X)).

Nhu vay, m6 hinh nghién ctru duoc
hi€u chinh nhu sau (hinh 2). Trong m6 hinh
nay, tac gia thém vao cac nhén t thudc vé
c4 nhan khach hang, bao gém: Gidi tinh
(X4), Do tudi (X5) va Trinh d6 hoc van
(X6) dé tang kha ning giai thich cua mé
hinh nghién ctru ddi v6i mac do hai long
cua khach hang, boi that sy cac nhan td
thudc vé ban than khach hang ciing chi
phdi it nhiéu dén muc d6 hai long cua ho
(Kotler, 2001).

Hinh 2: M6 hinh nghién ciru hi¢u chinh

Kha ning dap g (X1) l
Bién kiém soat:
. Mirc d¢ hai lon X4: Gidi tinh
Su tin cdy (X2) (SAT) ° X5: Do tudi
I X6: Trinh do hoc van
Phuong tién hiru hinh (X3)

SAT=f(X,,

Vi SAT 1a bién phy thudc, SAT duoc
dinh lugng bang cach tinh diém trung binh
ctia ba bién quan sat thudc nhan té nay.
Cac bien X, X,, X, duoc dinh lugng bang
tinh diém trung binh cta cac bién quan sat
thudc nhan to do. Cac bién thudc vé nhan
t6 c4 nhan bao gdm: Gidi tinh (X4), Do
tudi (X5) va Trinh do hoc van (X6).

X, X, X, X, X))

Buéc 3: Phén tich hoi qui tuyén tinh

0] budc nay, tac gia phan tich 2 md hinh
hoi qui tuyen tinh, trong d6 mo hinh 1 sur
dung 3 bién X1, X2, X3 duoc rit ra tir phan
tich nhan t6 kham pha va mé hinh 2 st dung
thém céc bién X4, X5, X6 dé danh gia su tac
dong cuia cac bién thudc nhan t6 c4 nhan anh
hudng dén mirc d6 hai 1ong cua khach hang,
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Biang 3: Két qua phén tich hdi quy tuyén tinh

M@ hinh 1 M&é hinh 2
Nhin tb Hé¢ s B VIF Nhin tb Hé¢sdB | VIF
Hing s6 a 0,258 Hing sb o 0,022
g (1,306) 8 (-0,043)
. . 0,317 R L 0,348
X, : Kha nang dap tng (4.544) 2,438 | X,: Kha nang dap tmg (5.071) 2,622
o 0,438 ) o 0,499
X Sy tin cay (5.554) 2,691 | X,: Su tin cay (6.512) 2,825
X.,: Phuong tién hiru 0,202"" A 1 0,192
3 ¥ > . B
hinh (2.788) 2,202 | X,: Phuong tién hiru hinh (2,790) 2,220
e 0,152°
X,: Gioi tinh (1.733) 1,091
A A -0,015™
X,: Do tudi (-3201) 1,363
S an % 0,034
X,: Trinh d6 hoc van (1.048) 1,039
R? diéu chinh 77,6% | R diéu chinh 79,8%
Heé s6 Sig.F 0,000 | Hé sb Sig.F 0,000

Nguon: Két qua phén tich hoi qui tir s6 liéu diéu tra, nam 2011
Ghi chu: *: Murc y nghia 10%, **: Muc y nghia 5%, ***: Muc y nghia 1%,

Két qua phan tich hoi qui 2 mé hinh
cho thay, hé s6 R2 hiéu chinh ctia mé hinh
2 (79,8%) 16n hon mo6 hinh 1 (77,6%),
diéu nay chung to kha ning giai thich su
bién thién vé& murc do hai 10ng ctia mé hinh
2 tot hon. Hé sé Sig.F = 0,00 ctua 2 md
hinh déu nhoé hon rat nhiéu so véi mirc ¥
nghia a = 5% nén 2 mo hinh hdi quy déu
c6 ¥ nghia. Hé s6 Durbin-Watson cua 2
mo hinh trong khoang tur 1,98 dén 2,02,
diéu nay chung to 2 mo hinh khong cé
hién tuong tu tuong quan (Hoang va Chu,
2008). Bén canh d6, do phong dai phuong
sai (VIF) cua cac bién trong 2 mé hinh
nhé hon nhiéu so véi 10 nén ta két luan
mo hinh khong c6 hién tuong da cong
tuyén (Mai, 2008).

Két qua phan tich con chi ra, cac
nhan t6 kha niang dap ung (X)), su tin cay

(X2), phuwong tién hiru hinh (X3) déu co y
nghia & muc 1%, dong thoi cac bién nay
déu trong quan thuin véi mire d6 hai long
ctia khach hang, hay néi cach khac, néu
kha nang dép ung cuia DVTVMGBDS
tot hon, DVTVMGBDS tao duge su tin
cay tu phia khach hang va phuong tién
hitu hinh cta DVTVMGBDS hip dan
hon, bt mat hon, hién dai hon s& lam
cho murc do hai long cua khach hang cao
hon. Trong c4 hai mo6 hinh, thi nhan t6
su tin cay (X2) déu c6 hé sb tac dong 1on
hon cac nhén té kha niang dap ﬁng (X))
va phuong tién hitu hinh (X3), diéu nay
chimg t6 sy tin cdy anh hudng manh dén
muc dd hai long cta khach hang. Vi thuc
té, khach hang luon mong mudn va dt
niém tin vao dich vu chat luong, uy tin,
dd tin cdy cao, dac biét 1a trong linh vuc
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BDS nhiéu rui ro. Bén canh dé, néu xét
dén céac bién thudc vé nhén td ca nhan, thi
c6 2 trong 3 bién dua vao mo hinh 2 ¢6 y
nghia thong ké, d6 1a bién gidi tinh (X4)
va bién d6 tudi (X5). Két qua nghién ciru
cho thay, d6i véi DVTVMGBDS khach
hang nir hai long véi DVTVMGBDS hon
khach hang nam, diéu nay cang khang
dinh them 1y thuyét cua Diane F. Halpern
(2000) vé su khac nhau khi danh gla mot
Van dé ctua mdi gidi tinh. Poi véi bién do
tudi ctia khach hang (X,), nghién cu’u cho
thay nhitng khach hang c6 do tudi cang
cao s& co muc do hai long thap hon so
v6i khach hang tré tudi, vi thuc té tudi
tac gan lién voi kinh nghiém sbng, sy trai
nghiém. Su hiéu biét ciia khach hang dbi
v6i dich vu cang nhiéu thi khach hang s&
cang doi hoi cao hon vé chat lugng dich
vu nhan duoc.

4. KET LUAN

Nhin chung, két qua nghién ctru da
dat duoc muc tiéu dé ra 1a xac dinh céc
nhan t6 anh huong dén muc d6 hai long cua
khach hang d6i véi DVTVMGBDS & Tp.
Can Tho. Két qua nghién ctru da chi ra cac
nhan tb tac dong dén murc do hai long cua
khach hang d6i véi dich va DVTVMGBDS
la kha nang dap Ung, su tin cay, phuong
tién hitu hinh, gi6i tinh khach hang, d6 tudi
khach hang. Nhan t6 c6 anh huéng manh
nhat dén mirc d6 hai 1ong cua khach hang
1a sy tin cay. Két qua nghién ctru ndy phu
hop véi thuc tién va cac nghién ctru cia
Susan & Theron (1994), Graham & Sue
(2005), day 1a co s¢ khoa hoc giup cho lanh
dao cac DVTVMGBDS nghién ctru, hoach
dinh chién lugc nang cao chét luong dich
vy, lam thoéa man sy ky vong cua khach
hang d6i véi DVTVMGBDS.
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