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ABSTRACT

The cronbach alpha test, exploratory factor analysis (EFA) and linear
regression analysis were used in the study to identify factors that affect
citizen's satisfaction on water supply services (WSS) at Ninh Kieu District,
Can Tho City. Research data from the study were collected from 228
people, who have been using water supply services at Ninh Kieu District.
The research results identified the factors that affected the level of
people’s satisfaction on WSS is the confidence and assurance, the ability
to meet and means of tangible and empathy. In particular, the factor of the
ability to meet is the most influential to the people’s satisfaction towards
WSS. A number of recommendations are proposed in order to improve
people's satisfaction with WSS at Ninh Kieu District in Can Tho City.

TOM TAT

Trong nghién nay, cic phirong phdp kiém dinh cronbach alpha, phan tich
nhan 16 kham phd (EFA), phan tich héi qui tuyén tinh da bién duwoc sir
dung d@é xdc dinh cdc nhan t6 anh hwong dén sw hai long ciia nguoi ddn
dsi véi dich vu cung cdp nuoc sach (DVCCNS) tai qudn Ninh Kiéu, TP.
Can Tho. S6 liéu ciia nghién citu dwoc thu thdp tir 228 nguoi dan dang sir
dung DVCCNS trén dia ban qudn Ninh Kiéu. Két qud nghién ciru da xdc
dinh cdc nhan t6 anh hiong dén mirc @ hai long ciia nguoi dan doi véi
DVCCNS la su tin cdy va dam bdo, kha nang dap wng, phuong tién hitu
hinh va si dong cam. Trong d6, nhdn t6 kha ndang dap iing c¢é danh hiong
manh nhat dén mire dg hai long cua nguwoi dan déi véi DVCCCNS. Mét s6
khuyén nghi dwoc dé xudt nham néng cao sw hdi long ciia nguoi dan doi
véi DVCCCNS & quén Ninh Kiéu, TP. Can Tho.

1 DPAT VAN PE

Ninh Kiéu — thu phii cta thanh phd Can Tho — noi

Nué6c sach 1a mot trong nhimng nhu cau thiét
yéu trong cudc séng. Véi chire ning nhiém vy cua
minh, cac dich vu cung cép nudce trén dia ban quéin
Ninh Kiéu, thanh ph6 Can Tho di khong ngimg ddi
moi cong nghé, ap dung céc bién phap quan ly tién
t1en nhdm nang cao chat luong cac dich vu, dua
ngudn nudc sach an toan dén voi cong dong. Quan
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tap trung dan cu va hoat dong thuong mai dich vu
sim udt nhat thanh phé, nhu ciu dbi véi nude sach
ngdy cang tang vé ca lugng va chit. Mic du, don vi
cung cap nudce sach da co nhiéu bién phap cai thién
dé nang cao kha nang dap ung nhu cau nguoi dan.
Tuy nhién, Van con khong it nhimg phan anh cua
nguoi dan vé chit lwong dich vu nay, dich vu cap
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nude van chua théa man duge toi da nhu ciu st
dung cia ngudi dan. Thuc trang cta van dé nay
xuit phat tir nhiéu nguyén nhan truc tiép 13n gian
tiép. Dé xac dinh nhan t6 nao anh huong dén su
hao 10ng ciia ngudi dan vé dich vu cung cip nude
sach, nghién ctru “Cdc nhdn t6 dnh hirong dén sw
hai long ciia nguoi ddn doi véi DVCCNS tai qudn
Ninh Kiéu, thanh phé Can Tho” dugc thuc hién
nhim dé xuét cac khuyén nghi ning cao chét luong
DVCCNS cho don vi cung cép nudce sach tai quan
Ninh Kiéu, thanh phd Cén Tho.

2 PHUONG PHAP NGHIEN CUU
2.1 Co so Iy thuyét va mé hinh nghién ctru

Theo Kotler (2003), dich vu la moi hoat dong
va két qua ma mot bén c6 thé cung cép cho bén kia
va chu yéu 12 v hinh, khong dan dén quyén sé hiru
mot cai gi d6. San pham ciia n6 c6 thé gan lién hay
khong gan lién v6i mot san pham vat chat. World
Bank (1997) cho riang dich vu cong chu yéu la
hang hoa va dich vu cong khong thuan khiét ma
nguoi tham gia cung cép c6 thé 1a nha nudc va cac
t6 chirc khac nhu tu nhan, cac to chirc xa hoi hay
cong dong. Su cung cap cac dich vu nay rat linh
hoat, tlly thuc vao nhu cau nguoi tiéu ding, khong
mang tinh doc quyén va co thé mién phi hodc
tra phi.

Su hai long cua khach hang la sy mong doi
trude va sau khi mua mot san phém hay dich vu
(Oliver, 1997). Khi d& cap dén khai niém su hai
long, Bachelet (1995) cho ring sy hai long cua
khach hang nhu mot phan tng mang tinh cam xuc
cua khach hang dap lai vdi kinh nghiém cta ho véi
mot san phidm hay mét dich vu. Theo Zeithaml and
Bitner (2000), sy hai long cia khach hang 1a sy
danh gia cta khach hang vé mot san pham hay mot
dich vu da dap tmg duoc nhu cau va mong doi cua
ho. Theo Kotler va Keller (2006), su hai long ctia
khach hang la mirc d6 cua trang thai cam giac ctuia
mot ngudi bit ngudn tir viée so sanh két qua thu
dugc tir viée tiéu dung san phﬁm/dich vu v&i nhitng
ky vong cta ho. Mirc d0 hai long phu thudc su
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khac biét gilra Kkét qua nhéan dugc va ky vong, néu
két qua thuc té thip hon ky vong thi khach hang
khong hai 1ong, néu két qua thuc té tuong xtng voi
ky vong thi khach hang s& hai long, néu két qua
thuc t& cao hon ky vong thi khach hang rat hai
long. Theo Parasuraman et al. (1991), ¢6 5 nhan t&
anh huong dén sy hai 1ong cua khach hang ddi véi
dich vu: (1) D¢ tin cay (Reliability), (2) Muc do
dap ung (Responsivaness), (3) Su dam bao
(Assurance), (4) Su cam thong (Empathy), va (5)
Phuong tién hitu hinh (Tangible). Nghién ctru cua
Kenneth (2005) dd chimg minh 5 nhén t6 quan
trong anh hudong dén su hai long clia nguoi dan doi
v6i dich vu cong 1a két qua thuc hién, thoi gian
giao dich, trinh d6 can bd cong churc, sy cong béng
va su chu dao. Theo Hoi C'Qip thoat nuéc Viét Nam
(VWSA), hién tai viéc danh gia mirc d9 hai long
ctia khach hang ddi véi dich vu cung cap nudce chi
yéu 1a dya vao chét lugng cua dich vu. Cac tiéu chi
theo VWSA dua ra dé danh gia chat lwong dich vu
1a: (1) Tinh lién tuc cua sb gid cAp nude, (2) Chat
lwong nude va (3) Quan hé cua cong ty dbi vai
khach hang.

Thong qua luge khao tai liéu, déng thoi nhém
nghién cru st dung phuong phap thao ludn nhom
(nghién ctru dinh tinh) véi 6 nguoi dan dang su
dung DVCCNC va 4 nhan vién cia DVCCNS dé
thao Iuan va xac dinh 22 tiéu chi thuéc 5 nhom
nhan t6 dugc xem 1a c6 kha ning anh huong dén su
hai long ctia ngudi dan ddi voi DVCCNS.

Theo Parasuraman, et al (1985), Luck & Laton
(2000), cac thang do cua bién quan sat s dung
thang do likert (5 mtrc d§) dugc lya chon cho phu
hop dé tién hanh phan tich nhin t6 khdm pha
(EFA). Phuong trinh x4c dinh cac nhan t6 anh
huéng dén mirc d6 hai long cia ngudi dan ddi véi
DVCCNS duoc thiét 1ap nhu sau:

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

Trong do6: SAT la bién phu thudc va REL, RES,
ASS, EMP, TAN la cac bieén dgc lap.
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2. Su dap ng (RES): 5 bién

(RES1) Nhén vién luén trong tu thé sin sang
phuc vy; (RES2) Nhiét tinh tro gitp khach
hang vé thu tuc; (RES3) Gio lam viéc thuan
tién cho khach hang; (RES4) Thoi gian giao
dich nhanh chéng; (RES5) Nhén vién khong
bao gio qua ban dén ndi khong dap tng yéu
cau khach hang.

3. Su biao dam (ASS): 4 bién

(ASS1) An toan khi giao dich; (ASS2) Nhan
vién tao su yén tdm cho khach hang; (ASS3)
Nhan vién c6 kién thirc chuyén mon; (ASS4)
Nguén nude luén duge dam bao.

4. Sy dong cam (EMP): 4 bién
(EMP1) Nhéan vién ludn ton trong khach
hang; (EMP2) Lu6n quan tim dén nhing
mong mudn cua khach hang; (EMP3) Quan
tam dén kho khan cua khach hang; (EMP4)
Hiéu biét vé tam 1y khach hang.

1. Su tin cdy (REL): 5 bién

(REL1) Phi dich vu hop ly; (REL2) Thong tin
truyén dat dang tin cdy; (REL3) Luén thuc hién
dung cam két; (REL4) Khéc phuc sy ¢b nhanh
chéng, khong dé ra sai sot; (REL5) Dong hd do
nude chinh xac.

Sw hai long (SAT): 3 bién

(SAT1) Hai long d6i véi qua trinh giao
dich; (SAT2) Hai long ddi véi cac phuong
tién hiru hinh; (SAT3) Hai long ddi vai chét
Iwong phuc vu.

5. Phwrong tién hiru hinh (TAN): 4 bién
(TAN1) Nha may, tram cép nude hién dai;
(TAN2) Hé théng duong dng dan nude tot;
(TAN3) Dong phuc nhén vién gon gang, dé
nhan dién; (TAN4) C6 nhiéu chi nhanh va
tram cap nudc.

Hinh 1: M6 hinh nghién ctru dé xuit

2.2 Phwong phap phan tich

Viéc dinh lugng cac nhan t6 anh hudng dén
mirc do hai 1ong cia nguoi dan ddi véi DVCCNS
thong qua 3 budc: (1) Bude 1: Sir dung hé s tin
cdy Cronbach’s Alpha dé kiém dinh muc do chat
ch@ va su turong quan giita cac bién quan sat trong
mo hinh nghién ctru. (2) Bude 2: Stir dung phan tich
nhan t6 kham pha (EFA) dé kiém dinh cac nhan t&
anh hudng va nhan dién cac nhan td duogc cho 1a
phu hgp véi mue d6 hai long. (3) Budce 3: St dung
mo hinh hdi qui tuyén tinh da bién dé phén tich anh
huéng cia cic bién doc lap dén mirc do hai long
ctia ngudi dan ddi voi DVCCNS dong thoi cho biét
mirc d6 tac dong cua timg bién nghién ctru.

2.3 Phuwong phap thu thép sb liéu

S6 liéu nghién ciru duoc thu thap biang cach
phong van truc tiép cac khach hang dang sir dung
DVCCNS theo phuong phap chon mau ngau nhién
phan tang. Theo nhleu nha nghién ctru, kich thude
mau cang 16n cang tot (Nguyen binh Tho, 2011).
Hair et al. (2006) cho rang dé su dung phan tich
nhan t6 kham pha (EFA), kich thuéc mau t6i thiéu
phai 1a 50, tot hon 14 100 va ti 16 quan sat/bién do
lwong 14 5:1, nghia 1a 1 bién do ludng can tdi thiéu
5 quan sat. Cu thé, trong mo hinh nghién ctru dugc
nhom tic gia dé xudt co 22 bién quan sat c6 thé
dugc sir dung trong phan tich nhan t6 kham pha.
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Do d6, ¢& mau tdi thiéu can thiét ciia nghién ctru 1a
22 x 5 = 110. Thyc té, nhom tac gia di tién hanh
diéu tra 228 khach hang trong khoang thoi gian tir
10/2013 dén 11/2013 tai cic phuong thuoc quan
Ninh Kiéu nhu sau: Tan An (35 mau), Cai Khé (37
mau), Xuan Khanh (42 mau), Huong Loi (40 mau),
An Hoa (38 mau), An Khanh (36 mau). Nhu vay,
sd lidu duoc thu thap dam bao thyc hién tot mo
hinh nghién ctu.
3 KET QUA VA THAO LUAN

Dé xac dinh cac nhan t6 anh huong dén su hai
long va mtrc do quan trong cua timg nhan t& dbi
v6i DVCCNS cta ngudi dan & quan Ninh Kiéu,
thanh phd Can Tho, nhom tac gia st dung phan
mém SPSS 16.0 dé hd tro phan tich, két qua udc
lugng md hinh nghién ctru theo timg budc duoc
trinh bay nhu sau:

Bude 1: Kiém dinh d9 tin ciy thang do

Thang do dugc danh gia d¢ tin cay thong qua
hé sb Cronbach's Alpha. Hé sb Cronbach's Alpha
dugc st dung aé loai cac bién “rac”, cac bién c6 hé
s6 twong quan téng bién (Corrected item total
correlation) nho hon 0,3 s€ bi loai va thang do sé&
duoc chon khi hé sb Cronbach's Alpha 16n hon 0,6
(Nunnally & Bernstein, 1994). Két qua phan tich
cho thiy cac thang do déu co do tin cay khéa cao
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(0> 0,7) nhu sau: Thanh phan Sy tin cay (REL) co
hé s& Cronbach's Alpha = 0,882 va hé sb tuong
quan tong bién (Corrected Item - Total Correlation)
déu 16n hon 0,3 nén dat yéu cau dua vao phan tich
nhan t§ tiép theo. Tuong tu, thanh phan Su dap
tmg (RES) ¢6 hé sé Cronbach's Alpha = 0,856; Su
bao dam (ASS) c6 hé s6 Cronbach's Alpha = 0,862;
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Su dong cam (EMP) c6 hé s6 Cronbach's Alpha =
0,844; Phuong tién hitu hinh (TAN) coé hé $6
Cronbach's Alpha = 0,857; va Su hai long (SAT)
¢4 hé sb Cronbach's Alpha = 0,825 va hé ) tuong
quan tong bién déu I16n hon 0,3, chimg t6 cac bién
nay diéu st dung tdt. Vi vay, tat ca bién s& tiép tuc
dugc sir dung trong phan tich nhan 6 tiép theo.

Bing 1: Két qua kiém dinh Cronbach’s Alpha cac thang do

So bién Cronbach’s Hé sb twong quan giira

STT Thang do quan sat Alpha bién tong nhé nhit

1 Su tin cay (REL) 5 0,882 0,465

2 Su dap ting (RES) 5 0,856 0,543

3 Su bao dam (ASS) 4 0,862 0,578

4 Su dong cam (EMP) 4 0,844 0,557

5 Phuong tién hitu hinh (TAN) 4 0,857 0,482

6 Muc d§ thoa man (SAT) 3 0,825 0,536

Nguon: Két qud kiém dinh Cronbach Alpha tir 56 lidu diéu tra, ndm 2013

Budc 2: Phan tich nhan t6 kham pha

Theo két qua phan tich nhan t6 kham pha sau
02 vong véi cac kiém dinh dwoc dam bao nhu sau:
(1) Do tin cdy cia cic bién quan sat (Factor
loading > 0,5); (2) Kiém dinh tinh thich hop cia
mo hinh (0,5 < KMO = 0,883 < 1); (3) Kiém dinh
Bartlett vé tuong quan ciia cac bién quan sat
(Sig. = 0,00 < 0,05); (4) Kiém dinh phuong sai
cong don = 66,12% > 50%.

Bang 2: Két qua phén tich nhén t6 kham pha

Bién Ma trin xoay nhén to
quan sat F1 F2 F3 F4
RELI 0,674 0,231 0,173 0,110
REL2 0,687 0,410 0,194  -0,031
REL3 0,641 0,331 0,175 0,257
REL4 0,705 0,373 0,052 0,243
ASS1 0,730 0,088 0,229 0,257
ASS2 0,685 0,123 0,347 0,091
ASS3 0,529 0,410 0,301 0,256
ASS4 0,738 0,165 0,106 0,139
RESI1 0,217 0,559 0,411 0,243
RES2 0,230 0,765 0,083 0,132
RES3 0,126 0,735 0,076 0,330
TANI 0,434 0,392 0,533 0,173
TAN2 0,471 0,156 0,505 0,265
TAN3 0,209 0,185 0,842 0,042
TAN4 0,170 0,074 0,877 0,116
EMP1 0,240 0,064 0,338 0,647
EMP2 0,225 0,196  -0,106 0,824
EMP4 0,232 0,321 0,279 0,720

Nguén: Két qua phan tich nhan 16 tir sé liéu diéu tra,
nam 2013
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Theo két qua phan tich nhan t6 kham pha, 4
nhan t6 méi dugc hinh thanh 1a Fi, Fs, F3, Fs. Cu
thé, nhan t6 F; gdm 8 bién twong quan chit ché voi
nhau la: (REL1) Phi dich vu hop 1y, (REL2) Thong
tin truyén dat dang tin tuéng, (REL3) Luon thyc
hién t6t nhitng gi da hira, (REL4) Khac phuc nhanh
chong su ¢d, khong dé ra sai sot nao, (ASS1) An
toan khi giao dich, (ASS2) Nhan vién tao sy yén
tam cho khach hang; (ASS3) Nhan vién c6 kién
thic chuyén mén, (ASS4) Pung hen vGi khach
hang. Nhan t6 F; c6 dic diém chung vé su tin cy
va dam bao nén nhan td nay dugc dat tén 1a “Sw tin
cdy va dam bdo”. Nhan t6 F, gdbm 3 bién tuong
quan chat ché, do la: (RES1) Nhéan vién luén trong
tu thé sin sang phuc vu; (RES2) Nhiét tinh tro gitp
khach hang vé thu tuc; (RES3) Gid lam viée thuén
tién cho khach hang. Nhan td F, thé hién sy quan
tam cta khach hang d6i véi kha niang dép ung cua
dich vu nén nhan t6 F, dugc dit tén 13 “Khd ndng
ddp ing”. Nhan t6 Fs gdm 4 bién twong quan chit
ché v6i nhau, bao gdbm: (TANI) Nha may, tram
cap nude hién dai; (TAN2) Heé thong duong bng
dan nudc t6t; (TAN3) Pdng phuc nhan vién gon
gang, dé nhan dién; (TAN4); C6 nhiéu chi nhanh
va tram cdp nu6e. Nhan t& ndy thé hién sy quan
tam cta khach hang d6i véi phuong tién hiru hinh
cia dich vu, vi thé nhan t6 F; duoc xem la
“Phwong ti¢n hitu hinh”. Nhan t6 F, gdm 3 bién
tuong quan chit ché véi nhau, bao gom: (EMP1)
Nhan vién phyuc vu nhiét tinh, ton trong va than
thién; (EMP2) Ludén quan tim dén nhitng mong
mubn cua khach hang; (EMP4) Hiéu biét vé tam ly
khach hang. Nhan té nay thé hién sy quan tim cua
khach hang dbi v6i yéu t6 dong cam, vi thé nhan t6
F, dugc xem 1a “Sw dong cim”.



Tap chi Khoa hoc Truong Pai hoc Can Tho

Phén C: Khoa hoc Xa héi, Nhdn van va Gido duc: 39 (2015): 50-56

Bang 3: Cac nhin t6 méi dwge hinh thanh tir phin tich EFA

Ky hiéu  Bién quan sat Tén nhan to
F, 8 bién: REL1, REL2, REL3, REL4, ASS1, ASS2, ASS3, ASS4,  Su tin cdy va dam bao
F> 3 bién: RES1, RES2, RES3 Kha ning d4p tng
F3 4 bién: TAN1, TAN2, TAN3, TAN4 Phwong tién hitu hinh
F, 3 bién: EMP1, EMP2, EMP4 Su dong cam

Nguon: Két qua phan tich nhén t6 tiv $6 liéu diéu tra, nam 2013

Nhu véy, mé hinh nghién ctru dugc hiéu chinh nhu sau (Hinh 2).

Su tin cdy va dam bao Phuong tién hitu hinh
(F1) (F3)
»| Su hailong
(SAT)
Kha nang dap ung (F2) Sy ddng cam (F4)

Hinh 2: M6 hinh nghién ctru hiéu chinh

Budc 3: Phan tich hdi qui tuyén tinh

Mb hinh hdi qui da bién dwoc hiéu chinh sau
khi phan tich nhan t6 kham pha dugc trinh bay nhu
sau: SAT = f(F1, Fz, F3, F4)

Mtic d§ tac dong cua cac nhan td dén su hai
long ciia ngudi dan ddi véi DVCCNS duoc thé
hién theo phuong trinh tuyén tinh nhu sau:

Bing 4: Két qua phén tich hdi quy tuyén tinh da bién

SAT =bg + biF; + bFy + bsF3 + bsF4

Trong do, cdc bién dwa vio phirong trinh hoi qui
dwoc xac dinh bc%ng cach tinh d@iém ciia cdc nhan t6
(Factor score, nhdan s6). Nhin sé thir i, dwoc xdc
dinh qua phuong trinh Fi = WiyX; + WX, +
WiXi. Wi la hé 0 nhdn 16 diege trinh bay trong ma
trdn hé sé nhdn t6 (Component Score Coefficient).
X la bién quan sat trong nhdn t6 .

Tén bién Hésd (B)  HE so (Beta) Kiém dinh t VIF
Hing sb 0,577 - 3,983 -
F): Su tin cdy va dam bao 0,242 0,300 6,823 1,428
F,: Kha nang dép tng 0,301 0,364 7,618 1,692
F3: Phuong tién hitu hinh 0,143 0,211 4,982 1,324
F,: Su dong cam 0,195 0,222 5,240 1,330
He¢ s0 ¥ nghia ctia mé hinh (Sig.F) 0,000
Hé s6 R? hiéu chinh 0,693
Hé s6 Durbin-Watson 1,934

Hé s6 trong quan han Spearmen c6 gié trj Sig. tir 0,228 dén 0,956

Nguén: Két qua phan tich hoi qui tir sé lidu diéu tra, nam 2013 Ghi chii: ***

Theo két qua phén tich hdi quy, mirc ¥ nghia
clia md hinh (hé s Sig.F = 0,00) nho hon so véi
mtrc o= 1% nén mé hinh hdi quy dugc thiét 1ap co
¥ nghia, tirc 12 c¢6 it nhat mot bién doc 1ap co anh
huéng dén bién phu thuéc SAT. Hé sb Durbin —
Watson va hé s VIF cia md hinh cho thay, khong
¢6 hién tugng tu trong quan (Hoang Trong va Chu
Nguyen Mong Ngoc, 2008) va hién tugng da cong
tuyén khong dang ké (Mai Van Nam, 2008).
Phuong sai sai s§ thay doi (théng qua kiém dinh
twong quan hang Spearmen c6 gia tri Sig. tr 0,228
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co y nghia ¢ murc 1%

dén 0,956) déu khéng dinh khong c6 su vi pham
gia dinh can thiét trong hdi qui tuyén tinh. Hé s R2
hiéu chinh 13 69,3%, diéu d6 c6 nghia 1a 69,3% su
bién thién vé mirc d6 hai long ciia ngudi dan ddi
v6i DVCCNS dugce giai thich bai cac yéu t6 duge
dua vao mo hinh.

Dua vao két qua phan tich & Bang 4, trong 4
bién dua vao mo hinh thi ca 4 bién déu c6 y nghia
thong ké (Sig. < 1%). Tir két qua trén, phuong
trinh hdi quy u6c lwong cac nhan td anh huong dén
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su hai long ciia nguoi dan & quan Ninh Kiéu d6i
véi DVCCNS dugc trinh bay nhu sau:

SAT = 0,577 + 0,242F, + 0,301F, + 0,143F3 +
0,195F4

Theo phuong trinh hdi quy cho thdy, cac nhan
td F\, Fa, Fs, F4déu tac dong duong dén muc d6 hai
long ciia nguoi dan d6i véi DVCCNS, tirc 1a mirc
d6 hai long cta nguoi dan tuong quan thudn voi
nhan t6 (F)) Su tin cdy va dam bao, (F2) Kha nang
dap ung, (Fs) Phuong tién hiru hinh, (F4) Sy dong
cam. Piéu nay c6 nghia 1a khi nguoi déan thay dbi
mirc d6 danh gia ting thém 1 diém cho nhan t6 (F))
Su tin cdy va dam bao thi mic d§ hai long cua
ngudi dan ting thém 0,242 diém. Twong tw, khi
ngudi dan danh gia nhan t6 (F,) Kha nang dép tmg
tang thém 1 diém thi mirc d¢ hai long cua khach
hang ting thém 0,301 diém. Khi nguoi dan dénh
gi4 tang 1 diém cho nhén t6 (Fs) Phuong tién hitu
hinh thi mirc d¢ hai long cua nguoi dan s€ ting
thém 0,143 diém. Cudi cung, khi nguoi dan danh
gia tang 1 diém cho nhén t6 (F4) Sy dong cam thi
murc d¢ hai long ctia ngudi dan sé tang thém 0,195
trong diéu kién cac yéu t6 khac khong doi.

Dua vao hé b tac dong da chuén hoa (Beta)
cho thdy, trong cic nhan té tic dong dén sy hai
long cua nguoi dan, (F») kha nang dap ung co tac
dong manh nhét dén sy hai long cua nguoi dan dbi
voi DVCCNS, ke dén 1a nhan t6 (F)) su tin cdy va
dam bao, nhan t6 (F4) sy dong cam va cudi cing 1a
(F3) phuong tién httu hinh.

4 KET LUAN VA PE XUAT

Kham pha quan trong cua nghién ctu la xac
dinh duoc cac nhan td anh hudéng va mic do anh
huong cua timg nhan t§ dén mirc do hai long cua
ngudi dan quan Ninh Kiéu dbi voi DVCCNS. Két
quéa nghién ctru di chi ra cac nhan t6 twong quan
thudn véi mirc do hai long ctia nguoi dan ddi véi
DVCCNS 1a sy tin cdy va dam bao, kha nang dap
g, phuong tién hitu hinh va sy ddng cam. Trong
d6, nhéan té c6 anh huéng manh nhat dén muc do
hai long cia nguoi dan la kha nang dap ing. Thong
qua ket qua nghién clru nay, nhom tac gia dé xuat
mdt s6 khuyén nghi nhim ning cao muc do hai
1ong cta ngudi dan déi véi DVCCNS ¢ quan Ninh
Kiéu nhu sau:

Thir nhdt, & cai thién mic do hai long, nang
cao chat luong dich vy, viéc dau tién don vi cung
cép dich vu nuéc sach can lam la tang cuong kha
nang dap ung dich vu cho nguoi dan. Pon vi
DVCCNS can quan tdm, tim hiéu nhitng khé khan,
vuéng méc cta khach hang dé kip thoi thao g& voi
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thai do sin sang, nhiét tinh phuc vu. Quan trong
hon 1a viéc ndm bat nhu cdu khach hang dé dap
g mot cach t6t nhat su ky vong cua khach hang
s& lam cho khach hang hai 1ong nhiéu hon. Song
song d6, viéc thuc hién cac giao dich nhanh chéng,
linh hoat va tiét kiém thoi gian sé& 1a nhimng yéu tb
can thiét lam tang sy hai long cua khach hang.

Thir hai, don vi DVCCNS can chu trong hon
nira viéc tao dung niém tin, su tin cay va su déng
cam véi nguoi dan khi cung tng dich vu. Pon vi
DVCCNS cén thuc hién viéc thu phi hop 1y, chinh
xac va ludn luén sin sang hd trg nguoi dan khi can
thiét. Pon vi DVCCNS can dao tao doi ngll nhan
vién ludn c6 tinh than trach nhiém cao ddi véi
nguoi dan, xem trong su hai long ciia nguoi dan la
uy tin, chét lwong dich vy cung ng. Nhan vién
luén thé hién tinh than phuc vu nhiét tinh, ton trong
va than thién v6i khach hang, luén quan tim dén
nhitng mong mudn cua nguoi dan va dic biét 1a
nam bit tim 1y khach hang.

Thir ba, phuong tién hitu hinh ciing 1 nhéan t&
quan trong trong viéc ning cao chit lugng dich vu,
nang cao sy hai long cua khach hang. Pon vi
DVCCNS can nghién ctru ddu tu, ning cap cac
phuong tién hitu hinh nhu nha may, tram cap nudc,
hé théng duong éng dan nudc, déng phuc nhan
vién, hinh anh cong ty,... tir d6 gop phan tao dung
niém tin, nang cao sy hai 1ong cua ngudi dan déi
v6i DVCCNS.
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