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popular around the world. In Vietnam, this is considered a one-of-a-kind, luxury, and high-class
form of tourism, provided by the Northern Helicopter Company - Vietnam Helicopter Corporation
since May 2019, which has attracted many international and domestic tourists. By surveying 489
visitors, who used the service, the article clarifies and proposes solutions to increase their
satisfaction, which is a decisive factor for the success of the company’s branding and development.
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banh gia sy hai long cua khach hang str dung
dich vy bay truc thang ngam canh tai Vinh Ha Long

Vii Thi Minh Hién!",

Pham Vin Diing?, Tran Kim Loan!

'Truong Dai hoc Kinh té - Pai ftoc Q’uérc gia Ha Noi, S6 144 DPuong Xudn Thuy,
Quagn Cau Giay, Ha Noi, Viét Nam
2Céng ty Bay trec thang mién Bdc, Km s6 1 Nguyén Vin Linh, Long Bién, Ha Ngi, Viét Nam

Nhén ngay 8 thang 9 nam 2022
Chinh stra ngay 28 thang 10 ndm 2022; Chap nhén dang ngay 25 thang 2 nam 2023

Tém tit: Bay tryc thing ngdm canh 1a dich vu bay str dung truc thang vé6i cic chuyén bay ngén, tai
c4c diém du lich hip dan hay ky quan thién nhién nhim muc dich gioi thi¢u v6i du khach mot cai
nhin mdi la, khac biét tir trén cao. Hinh thire bay nay da phat trién trén thé gisi. Tai Viét Nam, day
1a hinh thire du lich doc déo, sang trong va dang cép, duoc Cong ty Truc thang Mlen Bac Téng
Cong ty Truc thang Viét Nam cung cap tir thang 5/2019, thu hit nhiéu du khach quéc té ciing nhu
trong nudc tham gia trai nghiém. Thong qua khao sat 489 cd nhan st dung dich vu bay truc thang
ngam canh, bai viét xem xét sy hai long cuia khach hang, tir 46 dé xut cac giai phap nham gia ting
su thoa mén ciia khach hang- yéu té quyét dinh dén sy thanh cong trong qua trinh xay dung va phat

trién thuong hiéu ciia Cong ty.

Tir khoa: Sy hai 1ong, khach hang, bay truc thang, Vinh Ha Long.

1. Mé dau

Trén phuong dién ly luan, cac nha nghién
ctru déu khing dinh sy hai long cua khach hang
gitp duy tri va ting long trung thanh ctua khach
hang v6i thuong hi¢u (Sureshchandar va cong
su, 2002; Wong va Sohal, 2003), lam cho td chire
¢6 1oi hon (Buttle & Bok, 1996). Hon nita, nhiéu
nghién ctru ciing cho thay ting sy hai long cua
khach hang c6 anh huéng dén hiéu qua kinh
doanh cua doanh nghiép, thu hat khach hang
moi, nang cao hinh anh thuong hi¢u (Seth va
cong su, 2006; Akbaba, 2006). Trén phuong
dién thuc tin, cic nha quan tri déu thdng nhat
quan diém cho rang sy hai long cua khach hang
1a nhan t6 quyét dinh sy thanh cong ctia qua trinh

* Téc gia lién hé
Dia chi email: hienvuminh@vnu.edu.vn
https://doi.org/10.57110/jebvn.v3il.163
Bén quyén @ 2023 (Céc) tac gia
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xdy dung va phat trién thuong hiéu, 1a thudc do
quan trong cua hi¢u qua kinh doanh, dac biét
trong boi canh canh tranh gay gat hién nay.

2. Co s 1y thuyét

2.1. S hai long

Oliver va cong su (1997) cho ré“mg su hai
long cua khach hang la su phan ung cua ngu:orl
tiéu dung ddi voi viéc dap tmg mong mudn.
Zeithaml va Bitner (2000) xac dinh sy hai long
cua khach hang 1a sy danh gia cta khach hang
thong qua mdt san pham hodc dich vy déap tng
duoc mong muon va yéu cdu cta ho. Dinh nghia
nay da cu thé hoa sy hai 1ong cta khach hang 1a


mailto:hienvuminh@vnu.edu.vn
https://doi.org/10.25073/2588-1108/vnueab.4896

V.T.M. Hien et al. / VNU Journal of Economics and Business, Vol. 3, No. 1 (2023) 59-69 61

su danh gia dugc do ludng dya trén san phim
hodc dich vu.

Theo Kotler va Amstrong (2004), sy hai long
tly thudc vao nang suat thuc hién ma nguoi ta
cam nhan dugc mot san phdm khi né cung cip
gia tri so voi ky vong cia nguoi mua. Tam
(2004) cho rang sy hai 1ong cua khach hang la
mot phan ng cam xic, nay sinh khi khach hang
nhan thirc rang gia tri ma ho nhan dugc nhiéu
hon so v6i chi phi bo ra. Theo Sayani (2015), su
hai long cua khéach hang la viéc so sanh gilia
mong mudn cta ngudi khach hang véi cam giac
thuc nhan dugc sau khi tiéu dung, Tuong tu,
Anouze va Alamro (2020) cho rang sy hai 1ong
la trang thai cam giac cua mdt nguoi sau khi tiéu
dung san phﬁm va dich vu. Bhat va cong su
(2018) chi ra su hai long cua khach hang 1a mot
cam giac khi khach hang dugc thtr nghiém san
pham va dich vu dép tmg t6t nhu cau ciia ho. Ong
va cong su (2017) cho théy su hai long 1a mot
cam giac thoa man hay that vong cia mot ngudi
khi so sanh thuc té nhan duogc tir san pham (hay
két qua) trong mbi lién hé v6i nhimg mong doi
cua ho.

Nhu vay, cac hoc gia néu trén déu cho rﬁng
su hai 10ng 1 cam giac hai 1ong hodc c6 thé 1a
that vong phat sinh tir viéc ngudi mua so sanh
giita loi ich thuc té ciia san pham vai cac ky vong
cua ho.

2.2. Chat lwong dich vu

Parasuraman va cong su (1985) cho ring
chét lugng dich vu 1a mot dang cua thai do va cac
hé qua tur so sanh giira nhiing gi dwgc mong doi
va nhan thac vé nhiing thir nhan duoc. Chat
luong dich vu 1a khoang cach giita sy mong doi
vé dich vu cua khach hang va nhan thirc cua ho
khi da st dung dich vu.

Theo Juran (1988), chét lugng dich vu 1a sy
phu hop voi nhu ciu. Feigenbaum (1991) chi ra
chat lugng 1a quyét dinh ciia khach hang duya trén
kinh nghiém thyc té d6i v6i san phim hodc dich
vy, dugc do luong dua trén cac yéu cu cla
khach hang, cac yéu cau niy co6 thé dugc néu ra
hodc khong néu ra, dugc y thirc hoac don gian
chi 1a cam nhan, hoan toan chii quan hoac mang
tinh chuyén mon, luén dai di€n cho muc ti€u

dong trong mot thi trudng canh tranh. Theo dinh
nghia cta ISO 8402, chat luwong dich vu 1a tap
hop céac didc tinh cia mot ddi twong, tao cho doi
tugng c6 kha nang théa mén nhirng yéu cau da
néu ra hodc tiém an.

Tir nhitng phan tich trén, c6 thé hiéu chét
luong dich vu 14 cam nhan cta khach hang vé
khoang céach gitta sy mong doi vé dich vu sé&
dugc cung cép va nhan thirc cta ho khi da s
dung dich vu.

2.3. Méi quan hé gitta sw hai long, chdt hrong
dich vu va gia ca cam nhdn

Nhiéu nghién ctru di xac dinh cac khia canh
ctia chét lugng dich vu 1 tién d& cua sy hai long
va trung thanh khach hang. Sy hai long cua
khach hang tao ra cac mdi lién két nhu sy thay
d6i hanh vi mua hang va sau mua hang, tiép tuc
mua hang va long trung thanh véi thuong hiéu
(Churchill va Surprenant, 1982). Su hai long cua
khach hang duoc dinh nghia 14 thai d6 xuat phat
tir nhimg gi khach hang tin rang s& xay ra (ky
vong) so voi nhitng gi ho tin 1a da xay ra (Neal
va cong su, 1999). Sy hai long cling ¢ nhan thirc
chat lwong va thuc ddy hanh vi tiép tuc mua
hang. Zeithaml va Bitner (2000) da chi ra mdi
quan hé tong quat vé su hai 1ong bao gém chit
luong dich vy, chat lugng san pham va gia ca.
Ngoai ra, su hai long con bi tac dong boi cac yéu
t6 tinh hudng va yéu t6 ca nhan.

Curry va Sinclair (2002) ciing chi ra mbi
quan hé gitra chét lugng san pham/dich vu va sy
hai 1ong khach hang. Néu chat lwong san
pham/dich vu cung cép dap umg dugc ky vong
ctia khach hang s& dan toi sy hai long khich
hang, nguoc lai s& din dén sy khong hai long cua
khach hang. Néu chat luong duoc cai thién
nhung khéng dya trén nhu cau khach hang thi
khach hang s€ khong bao gio théa man voi san
pham/dich vu d6. Do d6, khi sir dung dich vu,
néu khach hang cam nhén duogc dich vu ¢ chét
luong cao, ho s& hai long va nguoc lai.

Theo Zeithaml (1988), gia ca cam nhan duoc
xac dinh 1a thor ma khach hang phai tra hay hy
sinh nham ¢ duge. Campbell (1999) chi ra su
cong bang vé gia tac dong dang ké dén hinh anh
doanh nghiép; vi thé, néu gia ca cam nhan la
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khong cong bang thi c6 thé gdy ra cac hanh vi
khong t6t nhu nhimng phat biéu tiéu cuc hodc
chuyén sang mua san phiam cua thwong hiéu
khac. Theo Al-Msallam, (2015), gia ca c6 vai tro
l6n trong viéc tao ra sy hai long, vi nguoi tiéu
dung ludn xem xét gia tri cia mot dich vu bang
gia ca cua no. Kaura va cong sy (2015) chi ra gia
ca 1a tiéu chi rat quan trong can xem xét trong
qué trinh mua hang, tac dong 16n t61 danh gia cua
khach hang vé doanh nghiép.

Tém lai, chat lwong dich vu va gid ca cam
nhan doéng vai tro quan trong trong viéc mang
dén sy hai 1ong cho khach hang.

3. M hinh va céc gia thuyét nghién ciru

3.1. M6 hinh nghién cuu

Dé phan tich cac nhan t6 anh hudng téi sy
hai long cua khach hang trong st dung dich vu

Mtrc d9 tin cay

Su dam bao

Kha nang dap tng

Sy thiu hiéu

Phuong tién hitu hinh

Gia ca cam nhéan

bay tryc thing ngam canh cia Cong ty Truc
thang mién Bic, nhom tac gid lga chon mo
hinh SERVPEREF ctia Cronin va Taylor (1992),
dugc coi la cong cu toi uu dé do luong chat
lugng dich vu. Mo hinh nay do ludng chat
lwgng dich vu trén co s& danh gia chit lugng
dich vu thyc hién dugc, chit khdng phai la
khoang cach gitta chat lwong ky vong va chét
lwong cam nhan nhu mé hinh SERVQUAL
(Parasuraman va cdng sy, 1988). Déng thot,
trén co sé tham chiéu cac nghién ciru cua Giao
va Hai (2014), Son va Tin (2020), Long (2019)
va Hassan (2012), nhom tac gia dé& xuit mo
hinh nghién ciru gdm 7 nhan té: (1) Mirc d tin
cdy (REL); (2) Su dam bao (ASS), (3) Kha
ning dap tng (RES), (4) Su thau hiéu (EMP),
(5) Phuong tién hiru hinh (TAN), (6) Gia ca
cam nhén (PRI), (7) Sy hai 1ong (SAT), 5 bién
kiém soat va 6 gia thuyét nghién ciru.

- Gidi tinh
- Do tudi

- Thu nhap
- Cong
viéc

- Noi &

Su hai long

Hinh 1: M6 hinh nghién ctru
Nguon: Beé xuat cia nhom tac gia.

3.2. Gia thuyét nghién ciru

Céc gia thuyét nghién ctru gdm:

- H1: Muc d6 tin cdy c¢6 quan hé cung chiéu
voi su hai long cua khach hang.

- H2: Sy dam bao c6 quan hé cung chiéu voi
su hai long cua khach hang.

- H3: Kha nang dap tng cé quan hé cung
chiéu véi sy hai 1ong ciia khach hang.
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- H4: Sy thau hiéu c6 quan hé ciing chiéu véi
su hai long cua khach hang.

- H5: Phuong tién hitu hinh c6 quan h¢ cung
chiéu véi sy hai 1ong ciia khach hang.

- H6: Gia ca cdm nhan c6 quan hé ciing chiéu
v6i su hai long cua khach hang.

4. Phwong phap nghién ciru

4.1. Phuong phap thu thap dit liéu

Dir liéu duogc thu thip theo phuong thire 1y
mau thuan tién. Phiéu khéao sat duge phat truc
tiép hodc giri e-mail qua Google.doc cho khach
hang, Thoi gian khao sat tir thang 3/2022 dén
5/2022. Theo Trong va Ngoc (2008), dbi voi
phan tich nhan td, kich thude mau phu thudc vao
) luong bién duge dua vao phan tich, nén tir 4
hay 5 1an sb bién quan sat dé dam bao tinh tin
cdy. Nghién ciru nay ldy mau theo quy tic do,
gom: 5*29 =145 mau. S phiéu hop 18 duoc
nhom nghién ctru thu thép 1a (n): 489.

Két qua thong ké cho thay: S6 lugng khao sat
1 nit chiém 52%, nam chiém 48%; d¢ tudi tir 20-
35 tudi chiém 31%, tir 36-49 tudi chiém 44%, tir
50-59 tudi chiém 29%, trén 60 tudi chiém 6%;
thu nhép tir 5-10 triéu dong/thang chiém 31%, tir
10-15 triéu dong/thang chiém 28%, tir 15-20
triéu dong/thang chiém 22%, trén 20 triéu
dong/thang chiém 19%; s6 tugng ngudi lam van
phong, céng s& chiém 17%, lam kinh doanh
chiém 20%, lao dong tu do chiém 25%, lam chirc
danh quan 1y noi chung chiém 29%, lam nhiing
cong viée khac chiém 9%; nhimng nguoi dén tir
thanh phd chiém 21%, tir cic ving phu can
chiém 47%, tir cac ving khac chiém 32%.

4.2. Thang do

Yéu té “Suy tin cay” duoc do luong théng qua
5 thang do st dung trong nghién ctru cua Phu
(2016), Parasuraman va cong su (1988). Yéu té
“Su dam bao” duogc do ludong thdng qua 4 thang
do st dung trong nghién ctru ctia Parasuraman va
cong su (1988), Phu (2016). Yéu t6 “Kha ning
dap ung” dugc do ludong thong qua 4 thang do str
dung trong nghién ctu cua Phu (2016),
Parasuraman va cong su (1988). Yéu té “Su
dong cam” duoc do luong thong qua 5 thang do
st dung trong nghién ctu ciia Parasuraman va
cong su (1988), Phi1 (2016). Yéu t6 “Phuong tién
httu hinh” dugc do Iuong thong qua 5 thang do
st dung trong nghién ctu ciia Parasuraman va
cong su (1988), Phu (2016), Dung va Khai
(2018). Yéu té “Gia ca” dugc do ludng thong
qua 3 thang do str dung trong nghién ctru ctia Son
va Tin (2020); Giao va Hai (2014), Long (2019).
Yéu t6 “Su hai long” dugc do ludng théng qua 3
thang do su dung trong nghién cGu cuia
Parasuraman va cong su (1988), Phu (2016).

Nghién ctru sr dung phuong phap phan tich
nhan t6 kham pha (EFA), twong quan, hoi quy
tuyén tinh da bién véi su tro giup ctia phan mém
SPSS 20.

5. Két qua nghién ciru

Phan tich Cronbach’s Alpha: Tat ca cdc nhan
t6 déu co hé sb Cronbach’s Alpha kha cao (>
0,7), cac bién quan sat déu co hé sb tuong quan
bién-tong > 0 ,3. Két qua phén tich ¢ Bang 1 cho
thdy cac nhan t déu dat yéu cau va dugce st dung
cho budc phan tich EFA tiép theo.

Béng 1: Cronbach’s Alpha va hé s6 tuong quan bién tong

Bien

Trung binh thang do Trung binh phwong Twong quan bién - Cronbach’s Alpha
q:éatn néu loai bién sai néu loai bién tong hiéu chinh néu loai bién
Do tin cay (REL), Cronbach’s Alpha = 0,776
REL1 12,07 6,228 ,493 ,739
REL2 12,06 5,917 ,594 ,703
REL3 12,09 6,216 ,519 ,730
REL4 12,05 6,046 ,552 ,718
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RELS 12,09 6,221 ,522 ,729
Do tin ciy (ASS), Cronbach’s Alpha = 0,829
ASS1 9,35 6,206 ,652 , 187
ASS2 9,36 6,490 ,554 ,828
ASS3 9,29 5,372 , 741 ,744
ASS4 9,27 5,798 ,685 171
D6 tin cay (REs), Cronbach’s Alpha = 0,740
RES1 8,70 3,478 ,534 ,679
RES2 8,70 3,382 ,537 ,677
RES3 8,73 3,515 ,546 ,672
RES4 8,71 3,594 ,510 ,692
D tin cady (EMP), Cronbach’s Alpha = 0,746
EMP1 11,98 5,649 ,546 ,688
EMP2 12,00 5,389 ,491 ,711
EMP3 11,95 5,887 ,491 ,708
EMP4 11,98 5,541 ,562 ,682
EMP5 11,96 5,873 ,467 ,716
Do tin cidy (TAN), Cronbach’s Alpha = 0,796
TAN1 11,79 6,197 ,540 ,769
TAN2 11,89 6,075 ,553 ,765
TAN3 11,82 6,530 ,530 172
TAN4 11,86 5,594 ,648 ,733
TANS 11,85 5,921 ,615 ,745
D9 tin cay (PRI), Cronbach’s Alpha = 0,720
PRI1 5,86 3,004 ,596 ,567
PRI2 6,07 2,885 ,502 ,687
PRI3 5,82 3,140 ,531 ,643

Nguon: Két qua khao sat.

Bang 2: Két qua phan tich nhan t cho cac bién doc 1ap

Hé s tai nhan t6

Bién quan sat

1 2 3 4 5
TAN4 753
TAN3 725
TANS 715
TAN2 ,700
TANI 651
REL2 712
REL4 ,705
RELS ,694
REL3 ,667

REL1 ,648




V.T.M. Hien et al. / VNU Journal of Economics and Business, Vol. 3, No. 1 (2023) 59-69 65

ASS3

,810

ASS4

,764

ASS2

,733

ASS1

,723

EMP1

722

EMP4

122

EMP2

,684

EMP3

,677

EMP5

,580

RESI

,708

RES2

,698

RES3

,693

RES4

,688

PRII

,834

PRI3

, 784

PRI2

771

Eigenvalue 6.269 2.098

1.942 1.742 1.517 1.347

Phuong sai trich
tich iy (%) 24,112 32,182

39,651 46,351 52,184 57,365

Cronbach’s Alpha 0,766 0,829

0,740 0,746 0,796 0,720

Nguon: Két qua khao sat.

Phéan tich EFA: Kiém dinh Bartlett trong
phan tich nhan t6 cho gia tri Sig = 0,000; hé s6
KMO 14 0,863 (nam giita 0,5 va 1), cac bién quan
sat trong tong thé co mdi twong quan véi nhau,
nhu vay phan tich EFA cho két qua thich hop.

Két qua phan tich EFA ddi véi cac bién doc
1ap thé hién & Bang 2 (phép trich thanh phan
chinh PCA, phép xoay vudng goc) dugc 6 nhan
t6 tir 26 bién quan sat va phuong sai trich tich liy
57,365% (dat yéu cau > 50%).

Két qua phan tich EFA cho bién phu thudc:
Kiém dinh Bartlett c6 Sig = 0,000; hé s6 KMO =

0,680; cac bién quan sat c6 trong quan voi nhau
cho thdy viéc phan tich EFA la thich hop, cliing
v6i phép trich nhan té chinh, phép xoay vudng
goc trich dugc 1 nhéan t6 tir 3 bién quan sat va
phuong sai trich tich liy 1a 66,720% (> 0,5), dat
yéu ciu.

Két qua cta ma trin tuong quan giita cac
nhan t6 va mic y nghia nho (< 0,05), do d6 cac
hé sb twrong quan c6 ¥ nghia thong ké.

Két qua phan tich hdi quy tuyén tinh theo
phuong phap Enter: Muc d¢ giai thich ciia mo
hinh thé hién & Bang 3.

Béang 3: Mtic d¢ giai thich ctia m6 hinh

Mé hinh R R?

H¢ s6 Durbin-

RZhi¢u chinh  Sai s6 wéc lrgng Watson

1 ,699° ,489

/483 ,50589 1,827

a. Bién doc 1ap: (Hang sd), PRI, RES, EMP, TAN, REL, ASS

b. Bién phu thudc: SAT

Nguon: Két qua khao sat.
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Béng 4: Phan tich phuong sai (ANOVA)

Mé hinh T;)ll:lgr(:)righ B@c( (;g do Trur;)gh lli»i:;lgbinh F Sig.
Hbi quy 118,080 6 19,680 76,899 ,000°
1 Phén du 123,354 482 ,256
Téng 241,433 488

a. Bién phu thudc: SAT

b. Bién doc 1ap: (Hang sb), PRI, RES, EMP, TAN, REL, ASS

Nguon: Két qua khao sat.

He¢ s6 R? hiéu chinh = 0,483 tirc 13 48,3% su
thay d6i ciia SAT (Su hai 1ong) dugc giai thich
boi su thay ddi ciia 6 nhan t6 doc lap: TAN, REL,
EMP, ASS, RES. Kiém dinh Durbin-Watson cho
gia tri d = 1,827 (1 <d < 3) thé hién cac phan du
khong cé tuong quan véi nhau.

Mirc d6 pht hop ctia mé hinh: Két qua phan
tich phuong sai (Bang 4). Gia tri F c6 muc y
nghia Sig = 0,000 (< 0,05), m6 hinh héi quy phu
hop véi dit liéu thyc té thu ‘thap duoc va cac bién
dura vao déu c6 ¥ nghia thong ké & mirc 0,05.

Bang 5: Phan tich cac hé sb hdi quy

Hé s6 hdi quy I;I.g 50 Théng ké

chwra chuén héa hoi quy da cong tuyén
M6 hinh chuan hoéa t Sig. j
B Sai 0 Beta Dung — yip
chuan sai
1 (Hang sd) -,514 ,174 2,945,003

REL ,118 ,044 ,101 2,671 ,008 , 741 1,350
ASS 211 ,035 ,238 6,113 ,000 ,700 1,428
RES ,246 ,046 ,209 5,366 ,000 ,698 1,433
EMP ,204 ,044 ,167 4,599 ,000 ,802 1,247
TAN ,261 ,043 ,223 6,009 ,000 ,769 1,300
PRI ,134 ,029 ,155 4,715 ,000 977 1,024

a. Bién phu thudc: SAT

Nguon: Két qua khao sat.

Phén tich cac hé sb hdi quy (Bang 5): Hé sb
phéng dai phuong sai VIF c6 gia tri 16n nhit =
1,433 (< 10) thé hién céc nhan t6 doc lap khong
¢6 hién tuong da cong tuyén.

Bang 5 ciing thé hién cac gia tri kiém dinh
(gié tri Sig) cho cac gia thuyét H1, H2, H3, H4,
H5, H6 déu < 0,05. Tir cac phan tich néu trén, co6
thé két ludn: M6 hinh 1y thuyét phu hop voi dit

lidu khao sat va 6 gia thuyét nghién ciru ciia mé
hinh duogc chip thudn.

Phuong trinh hdi quy chudn hoa thé hién tac
dong clia cac nhan t6 dén sy hai long theo mirc
d6 giam dan:

SAT 0,239*ASS + 0,223*TAN +
0,209*RES + 0,167*EMP + 0,155*¥PRI +
0,101*REL
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Tac dong manh nhat d&én Su hai long 1a Sy
dam bao (ASS) véi hé s6 0,239, tiép do 1a cac
nhan t5 Phuong tién hitu hinh (TAN) véi hé sb
0,233; Sy dap ung (RES) véi hé s6 0,209; Su
ddng cam (EMP) véi hé s6 0,167; Gia ca cam
nhan (PRI) v6i hé s6 0,155 va Sy tin cay (REL)
v6i hé s6 0,101.

Danh gia tac dong cua cac bién kiém soat dén
Sy hai long: Nghién ctru str dung t-test cho bién
kiém soat Gi6i tinh va Phan tich phuong sai cho
cac bién con lai. Vi gia tri Sig = 0,742 ctia kiém
dinh Levener (> 0,05) va Sig cta kiém dinh t =
0,424 (> 0,05), khong c6 su khac biét vé sy hai
1ong giita hai d6i tuong khao sat nam va nit. Cac
giatri Sig cla kiém dinh Levener = 0,065; 0,328
0,100; 0,992 (> 0,05) cta cac bién Do tudi, Thu
nhap, Cong viéc, Noi sdng va cac gia tri Sig cua
két qua phan tich ANOVA lan luot 1a: 0,817;
0,241; 0,904; 0,200 (> 0,05) ciing cho thiy
khong c6 su khac biét vé Su hai long cua khach
hang tai cac nhom phén loai trong cac bién do.

Tuy kich ¢& mau, dia ban, thoi gian khao
sat... khac nhau nhung két qua tac dong cua
cac nhan té (ASS, TAN, RES, EMP, PRI,
REL) dén bién phu thudc (SAT) cua nghién
ctru nay kha twong déng véi cac két qua nghién
cuu cua Dung va Khai (2018), Thanh (2020),
Thuy (2020), Snyder va Tai (2014), Tanomsin
va Chenin (2018), Elias va cong su (2015),
Kim va Lee (2011).

6. Dé xuit giai phap

Thir nhat, Cong ty can dao tao, boi dudng,
tap huan chuyén mén cho nhan vién va can bo
quan ly. Véi dac thu 1a mot don vi quan doi,
Cong ty can chi trong t6i k§ nang ban va chim
soc khach hang. Cong ty cting nén thuong xuyén
trao doi, kiém tra ky nang phyc vy, ky ning mém
cua nhan vién nham ‘nang cao chat luong phuc
vu, san sang giai quyét thac mic, dap tmg day da
nhu cau cua du khach ciing nhu 13y y kién gop
dong gop Ve chat lwong phuc vu cua Cong ty.
Muc tiéu cudi ciing la thong qua cach ung xir ciia
nhan vién dé tao niém tin cho khach hang; lam
cho ho cam thay dé chiu, tin tuéng khi tiép xtic

v6inhan vién. Nhan vién cua Cong ty can co thai
d6 niém ng, chan thanh khi tlep xuc voi khach
hang; xir 1y ciing nhu dap tng tbt cac yéu cau cua
khach hang.

Thtr hai, khach hang muyc ti€u ciia Cong ty la
d6i tuong san 1ong chi tra mure gia cao cho dich
vu bay tryc thang ngam canh tai Vinh Ha Long,
c6 nghé nghlep on dinh va thu nhap tt. Do do,
Cong ty can dau tu co sé vat chat, tién ich cho
du khach tir thoi diém don tiép, xut phat, trong
va két thic hanh trinh: trang tri néi ngoai that,
thiét bi vién thong, tién ich sir dung, phuong
tién... nham tao cam giac sang trong phu hop voi
thiét bi bay hién dai. Mot s6 viéc can lam ngay
nhu: Khuén vién, nha cira day du céng ning, bd
tri hop 1y; trang thiét bi tién nghi, hién dai va hiru
dung; khu vuc vé sinh, chd ngéi cua khach rong
rai, thoai mai va sach s€; hé théng thong tin,
camera, wifi hoat dong tdt; ngoai hinh, trang
phuc ctia nhan vién gon gang, wa nhin...

Thir ba, ndng cao kha ning dap tng nhu ciu
ctia khach hang duoc hiéu 1a sy dap ung su ky
vong trude, trong va sau khi trai nghiém. Dé dat
dugc diéu nay, Cong ty can tap trung diy manh
da dang hoa dia diém du lich: Phat huy loi thé
dic thu ky thuat, sy doc ddo vé trai nghiém &
nhitng goc nhin dac biét ma cac doanh nghiép
khac khong c6 (rat it dbi thu canh tranh), tan
dung diéu kién ty nhién — xa hoi ciia cac ving
mién trén ca nudc (V1 du: Pa Ning, Nha Trang,
Viing Tau...). Mudn nang cao kha ning dap ung,
ddi ngii nhan vién déng vai tro quan trong, cu
thé: Nhan vién ludn sin sang phuc vu tin tinh
khach hang; tra 10i va cung cp day du thong tin
va nhanh chong; ¢ gang xir Iy va dap tmg nhiing
yéu cau dic biét, luon bao trudc thoi gian ciing
nhu cach thirc tién hanh phuc vu t6i khach hang.

Thir tu, trong qua trinh trién khai cung cip
dich vu bay truc thing ngam canh tai Vinh Ha
Long trén d6 cao 200-300m, ddi ngli phi cong
cling nhu nhén vién phuc vu mit dét caa Cong ty
luén chu trong dén cac bién phap vira dam bao
an toan vira tranh dugc su so hii vé do cao cua
du khach. Do @6, viéc nhan vién quan tdm va
ling nghe y kién ciing nhu dong cam va lam yén
long khach hang c¢6 y nghia quan trong. Cong ty
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can thuong xuyén lay ¥ kién ciia khach hang dé
phuc vu moi nhu ciu cua khach hang (vi du bay
ngam canh, bay sy kién, bay hanh trinh dai...).
Can cho khach hang thay ho c6 thé lién hé véi
Cong ty bat ctr luc nao ho c6 nhu ciu.

Thir nam, dich vu bay tryc thang ngam canh
1a mot dich vy méi va gan nhur c6 rat it ddi tha
canh tranh. Tai Vinh Ha Long c6 dich vu thay
phi co cua Cong ty Hai Au song do sb lugng
ngudi chuyén chd nhiéu hon (11 nguoi) so véi
Cong ty Truc thing Mién Bic (5 ngudi) nén gia
ré hon. Do d6, Cong ty can truyén thong manh
mé diém khac biét, doc dao ctia dich vu dé khach
hang thay gia vé phu hop voi chat luong cua
chuyén bay, ddng thoi cung cap ‘nhimg trai
nghiém dé chiu tir khi khach hang biét dén thong
tin vé dich vu (qua website, fanpage, ban
bé/nguoi than...) cho dén viée quyét dinh sir
dung dich vu va chdm soc sau chuyén bay.

Thir sau, dé dam bao cam két cia Cong ty
duoc thyc hién dang; thong tin phan anh cda
khach hang dwoc giai quyét hop tinh, hop 1y; cac
giao dich, thanh toan dﬁy da, r6 rang, thuan loi,
dung quy trinh; k& hoach/thoi gian biéu/lich trinh
chinh xac va khong dé xdy ra sai st trong qua
trinh phuc vy, Cong ty can thudng xuyén huin
luyén, nhic nhé nhan vién vé thai do va k¥ ning,
xdy dung vian hoéa phuc vu chuyén nghiép dé
khach hang cam nhan dugc sy tin cdy cua dich
vu bay tryc thang.

Nang cao sy hai long ctia khach hang 1a hoat
dong co y nghia quan trong v6i cac doanh nghlep
trong bbi canh canh tranh gay git hién nay. Két
quéa nghién ctru va cac giai phap dé xuit ¢ trén
¢6 thé 4p dung cho Cong ty Truc thing Mién Béc
tai thoi diém khao sat, khong nén p dung mot
cach may moc khi st dung mo hinh nghién cuu
cho cac doanh nghiép khac. Viéc t6 chirc nghién
clru & quy mo 16n hon, chi tiét hon (ting thém sb
luong bién nghién ciru, bién quan sat...) s& lam
tang kha ning giai thich ctia mé hinh. V& mat k§
thuat phan tich, & do luong, danh gia thang do
va kiém dinh mé hinh 1y thuyét tot hon, 6 thé str
dung céc ky thuat thé hé thir 2 nhu SEM (véi cac
phan mém nhu AMOS hay Smart PLS).
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