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TOM TAT

Muc dich ctia nghién ctu nhim x4c dinh mo hinh mdi quan hé giita chit lugng dich vu va su hai long cia

khach hiang d6i véi dich vu xe buyt tai TP. Céin Tho. Nghién ctu duge thyc hién khdo sat vdi 210 khdch
hang. Cdc phuong phdp phan tich duge sit dung nhu Cronbach’s Alpha, Phin tich nhdn t6 khdm phd (EFA),
M5 hinh cau tric tuyén tinh (SEM). K&t qua nghién cttu cho thdy, chit lugng dich vu xe buyt dugc hinh|
thanh trén cd s& cdc thanh phan nhu Nhan vién, An toan, Thoi gian, Tram ditrng va Chi phi. Ngoai ra, chit
lugng dich vu xe buyt tdc dong truc ti€p va ciing chiéu dén sy hai 1ong clia khdch hang ddi v6i dich vu xe

buyt tai TP. Can Tho.

Tit khod: su hai long, khdch hang, xe buyt, chdt lugng dich vu.
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1. PAT VAN PE

Trong nhitng nim qua TP. Cén
Thd da dua nhiéu tuy€n xe buyt
va0 hoat dong d€ phuc vu nhu cau
di lai ctia khdch hang (ngudi dan
hay hanh khdch goi chung Ia
khédch hang), thanh cong 16n clia
xe buyt 1a gitip nhiéu khdch hang
tai TP. Can Tho gidi quyét dugc
vin dé di lai trong thanh phd va
lam quen v&i viéc st dung phuong
tién nay, khi ma cdc phuong tién
di lai phd bi€n trude do 1a xe 161
da bi cAm. Hién nay TP Can Tho
¢6 khodng 96 diu xe buyt, tit 29
chd dén 40 chd, hoat dong trén 5
tuyén nhu C4i Tic - Cin Tho, Can
Thd - O Mén, O Mén - Lo Té, Lo
Té - Kinh B va O Mén - C3 PG,
Theo s liéu bdo cdo cta Cong ty
Cong trinh d6 thi TP Cin Tho,

lugng khédch hang di xe buyt ting
déu qua cdc nim, dy bdo nhu ciu
di lai bing xe buyt dé€n nim 2020
tir 177.400 - 253.400 ngudi. Trong
01/2013, TP. Cén Thd t6 chifc hoi
nghi thong qua quy hoach phdt
tri€én mang ludi van tdi hanh
khdch cong cong bing xe buyt
trén dia ban TP. CAn Thd d&€n nim
2020 va dinh hudng d€n ndm
2030. Muc tiéu cia phdt trién
mang Iudi van tai hanh khdch
cOng cong bing xe buyt trén dia
ban TP Cin Thd nhim thu hit
déng ddo ngudi din tham gia st
dung xe buyt, ndng ty 1& khdch
hang di lai bing xe buyt dén
nam 2015 (tr 3-5%), nam 2020
la 7-10% va dinh huéng nam
2030 13 15-30%.

Tuy nhién, chat lugng dich vy xe

buyt cia TP. Can Thd hién tai
chua ddp tng dude nhu ciu di lai
ctia khdch hang, nhiéu khdch hang
khi st dung phuong tién xe buyt
déu phan nan vé chat lugng dich
vu xe buyt nhu hé th(*fng bén bii,
bé&n dau cudi tuyén chua duge dau
tw diing mic; chdt lugng xe buyt,
thdi do phuc vu nhin vién khong
t6t; thoi gian chay, so tuyén chua
nhiéu; s6 tram dirng, nha chd con
thi€u; an ninh, an toan khi sit dung
xe buyt chwra ddm bdo.... Chinh cdc
y€u t6 nay lam cho khdch hiang
chua thé chon st dung xe buyt lam
phuong tién di lai hang ngay, thay
th€ cdc phuong tién di lai ¢4 nhin
ph8 bi€n khdc nhu xe gin mdy
theo xu huéng phét trién ctia cdc
thanh phd hién dai trong twong lai.
Ngoai ra, khi khach hang st dung



phudng tién xe buyt thudng xuyén hon s€ gilp cho
giao thong tai TP. Can Tho gidi quy€t dugc nhiéu vin
dé nhu gidm ket xe, tai nan giao thong, gidm st dung
xe gdn mdy cd nhén.. thi song song vdi viéc quy
hoach phit trién mang ludi xe buyt, chat lugng dich
vu xe buyt cin phdi dugc chd trong nhiim ddp dng
nhu ciu di chuyén clia khdch hang ngay cang t6t
hon..Trén cd s& d6, d€ dich vu xe buyt ngay cing
tot hon thi c¢in c6 cdc nghién citu khoa hoc nghiém
tdc vé ddnh gid cda khdch hiang doi véi chdt lugng
dich vy xe buyit d€ c6 ludn et gitip cho cdc nha quin
Iy trong linh vurc giao thong vén tai cong cOng tai
TP Cin Tho dua ra cdc chinh sdch xdy dung phi
hgp va hoédn thién chat lugng dich vu xe buyt. Tir
cdc 1y do trén, viéc phan tich mé hinh su hai long
ctia khdch hang d6i véi chat lugng dich vu xe buyt
tai TP. Cin Thd Ia can thiét.

2.CO'SO LY THUYET VA MO HINH NGHIEN
CUU

2.1. Co' s6 Iy thuyét

Su hai long cia khach hang 1a muc tiéu cd bdn clia
cdc to chifc kinh doanh bdi vi ¢6 méi lién quan hé tich
cuc gitta hiéu qué clia t6 chirc va mic do hai long cla
khdch hang (Anderson, Fornell, & Mazvancheryl,
2004). Su hai long cia khdch hang c¢6 § nghia quan
trong vi dnh hudng ctia né 1én qud trinh mua sdm lip
lai va truyén miéng (Berkman & Gilson, 1986). Do
tinh chat quan trong nén sy hai long khdch hang 13
chi d¢ ma nhiéu nha nghién ctu quan tim. Theo
Kotler va Keller (2006) thi cho ring sy hai long clia
khdch hang 1a mdc do cla trang thdi cdm xdc bit
ngudn tlf viéc so sdnh gilta nhan thic vé sdn pham
véi mong dgi ciia khich hang khi st dung dich vu.
Theo Parasuraman, A., Zeithaml, V. va Berry, L.
(1988), Spreng va Mackoy (1996) cho ring su hai
[ong ctia khéch hang 12 phin tng vé sy khdc biét cam
nhdn gitta kinh nghiém da bi€t va sy mong dgi cla
khéch hang vé dich vu. Chat lugng dich vu la chi dé
ma nhié¢u nha nghién cfu quan tim, ¢ nhiéu khdi
niém vé chdt lugng dich vu tuy theo cich ti&p can.
Theo khdi niém dudc trich din nhiéu nhat trong cdc
nghién ctu, chat lugng dich vu 1a khodng céch gilta
cam nhin va ky vong ctia khach hang khi st dung
dich vu (Parasuraman va cs., 1985; 1988). Con theo
Cronin va Taylor (1992) cho riing chat lugng dich vu Ia
mtc d0 cam nhén cia khach hang khi st dung dich vu.

Chat lugng dich vu dugc hinh thanh tir cdc thanh
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phan khdc nhau, cdc nha nghién citu ¢6 ging dé xuit
cdc mo hinh dinh lugng dé€ c6 thé do ludng dugc chit
Iwgng dich vu. Theo Groross (1984) cho ring chat
lugng dich vu hinh thanh dua trén 03 thanh phan nhu
Chat lugng chitc nang, Chat lugng k§ thuat va Hinh
dnh nhé cung &ng dich vu. Parasuraman va cs. (1985;
1988) dé xuit thang do SERVQUAL dua trén 5 thanh
phin nhu Sy tin cdy, Sy ddp dng, Su ddm bdo, Sy
cam thong, Hitu hinh va duge do ludng bing 22 quan
sat. Thang do SERVQUAL khd phic tap khi thyc
hién do phdi do ludng gid tri k¥ vong chung cia
khach hang d6i v6i nganh (linh vyc) va cdm nhan cta
khdch hang d6i véi dich vu nhung gid tri sy k¥ vong
clia khdch hang rat khé do ludng din dén ton nhiéu
thai gian va chi phi (Babakus & Boller, 1992). pé
khdc phuc han ch€ trén, Cronin va Taylor (1992) dé
xuét thang do SERVPERF don gidn hon trén cd sd
thang do SERVQUAL nhung chi dya trén mdc do
cam nhdn ctia khach hang khi st dung dich vu bd qua
gid tri ky vong cta khich hang. Thang do
SERVPERF ciing do ludng cht lugng dich vy trén co
sG 5 thinh phian nhu Sy tin cdy, Sy ddp Gng, Su ddm
bdo, Su cam thong va Hitu hinh.

Céc thang do chat Iugng dich vu trén dudgc cdc nha
nghién citu st dung dé do ludng chat lugng dich vy
trong cac linh vyc khdc nhau nhu Khédch san (Spreng
& Singh, 1993), Ngin hang (Cuong, Sirion, &
Howard, 2011), Thic dn nhanh (Lee & Ulgado,
1997), Gido duc (Sultan & Tarafder, 2007). Tuy
nhién, theo Cronin va Taylor (1994) cho ring ddnh
gid chit lugng dich vu dua trén thang do SERVQUAL
la chua phit hdp. Thang do SERVPERF c6 ning luc
khdam ph4 nhiéu hon cdc do ludng dua trén khodng
cédch gitta sy mong dgi va su cam nhén (Babakus &
Boller, 1992; Cronin & Taylor, 1992). Cac nghién gt’ru
cho thdy ring thang do SERVPERF hiéu qud hon
SERVQUAL trong do ludng chat lugng dich vu va da
dugc ki€m dinh trong mot s6 linh vye nhy Siéu thi
bdn 1é tai Viét Nam (Nguyén Huy Phong & Pham
Ngoc Thidy, 2007); Y t€ tai Bahrain (Ramez, 2012).
Nhin chung theo cdc nghién citu, chit lugng dich vu
dugc hinh thanh tir sy tin ¢y, su ddp dng, sy ddm béo,
s cam thong va hitu hinh.

Trong linh vitc vin chuyén hanh khdch cong cong
hay dich vu xe buyt, chi dé chit lugng dich vu ciing
c6 nhiéu nghién ctu dugc thuc hién. Wijaya (2009)
cho ring chit lugng dich vu xe buyt hinh thanh tir 5
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thanh phdn tiéu chuéin cia chét lugng dich vu (Su
tin cAy, Sy dédp ¢ng, Sy dim bdo, Suf cam thong va
Hitu hinh). Joewono va Kubota (2007) chi ra cdc
thanh phan nhu Kha niing ti€p cin, Thong tin, Dich
vu khdch hang, Gid vé va Thai d6 cta nhin vién
déu ¢6 4nh hudng dén sy hai 1ong cha hanh khdch.
Mit khdc, Budiono (2009) va Kostakis (2009) phét
hién thém cdc thanh phan nhu Ping gid, Thai gian
di lai 4nh hudng dé€n sy hai long cia khach hang.
Aidoo (2013) b6 sung thém thanh phin An toan vao
cdc thanh phian 4nh hudng chi't lugng dich vu xe
buyt. Nhit viy, ngoi cdc thanh phin tiéu chuin cla
thang do SERVPERF con c¢6 cdc thanh phan khac
anh hudng dén cha't lugng dich vu xe buyt nhu Thai
gian, Chi phi, An toan.

Ngoai ra, theo cdc nghién cttu giita chdt lugng
dich vu va su hai long cia khdch hang co mdi quan
hé ty 1& thuan néu chét lugng dich vu ot thi sy hai

-

Svu tin cdy

-

Su dép tng

—

Su ddm bdo

-~

Sy cdm thong

\ Yy

[ong cda khdch hiang cang cao, diéu ndy di dugc
ki€m dinh thong qua cdc nghién ciu trong céc linh
viic khdc nhau nhv Thife an nhanh tai My (Brady &
Robertson, 2001); Linh vuc ngan hang tai An b6
(Sureshchandar, Rajendran, & Anantharaman,
2002), tai Jordan (Mohammad & Alhamadani,
2011); Cong nghiép vién thong tai Nigeria (Oju,
2010); Dich vu siéu thi tai Can Thg, Viét Nam
(Pham Lé Hong Nhung, Dinh Cong Thanh, Pham
Thi Théo & Lé Thi Hong Van, 2012).

2.2. M6 hinh nghién ciu

Théng qua cdc cd s 1y thuy€t, cdc nghién citu da
luge khdo, md hinh nghién cttu dé xuat sé st dung
md hinh SERVPERF. M6 hinh nghién ctu dé xuit
s& diéu chinh cdc bién, thang do phl hdp vdi boi
canh, dic thi cta linh vuc va dia ban nghién ctu.
Vi viy, mo hinh nghién cttu dugc dé xuat nhu sau:

-

Hitu hinh

v

Chat Iugng dich
vu xe buyt

Su hai long clia
khdch hang

f

Thdji gian

{ An toan

\ AN, _ B J\_‘Jk_l_/\_l—/\.___Ju__J

[cmpm

Hinh 1: Mé hinh nghién cifu dé xuét
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3. PHUONG PHAP NGHIEN CUU

3.1. Phuong phap thu thip so liéu

Cdc dia ban nghién ciu duge chon 1a 3 tuyén xe
buyt dang hoat dong trén 4 quan thudc pham vi
nghién cifu nhu: (1) Tuyén Bén xe Cin Thd - Cdi
Téc: (2) Tuyén B&n xe Cin Tho - O Mon; (3) Tuyén
O Mon - C3 P6. M6 hinh nghién ciftu ctia bai viét c6
37 bién do ludng nén ¢8 mau cho bai vi€t nghién ciu
¢6 210 quan sdt. Phuong phdp chon miu thuin tién
dugc stt dung dé ti€n hanh thu thap miu khio sit. S&
liéu so cip dugc thu thip thong qua ti€n trinh nhu sau:
(1) Budc 1, lién hé dia di€m diéu tra chon ving
nghién ciu; (2) Budc 2, thyc hién diéu tra thit; (3)
Budc 3, thuc hién diéu tra chinh thic. Ngoai ra, thang
do dugc stt dung d€ thu thip thong tin ¥ kién ciia
khdch hing d6i vdi chat lugng dich vu xe buyt la
thang do Likert véi 5 cip do.

3.2. Phuong phap phan tich sé liéu

Cdc phudng phdp phan tich dugc sit dung: ki€m
dinh Cronbach’s Alpha, phén tich nhan t6 kham ph4
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(EFA), phén tich nhan t& khing dinh (CFA) va mo
hinh cdu tric tuyén tinh (SEM). C4c phuong phép
phan tich dugc thyc hién bing phan mém SPSS 16 va
AMOS 18.

4. KET QUA VA THAO LUAN

4.1. Kiém dinh d¢ tin ciy cdc thang do

Thong qua két qud phan tich Cronbach’s Alpha cho
tirng thang do, 37 bi€n quan sit trong thang do cla
cdc nhin t6 va 2 bién quan sdt cla thang do su hai
long chung, ¢6 6 bi€n quan st c6 hé s6 tudng quan
bién tdng (item-total correlation) nhé hon 0,3 (DU7,
DB13,CT15, TG27, AT31, CP37) s& bi loai, c4c bién
quan sét con lai c6 hé s tuong quan bi€n tong (item-
total correlation) 16n hon 0,3 nén déu st dung t6t
(Nunnally va Burnstein, 1994). Ngoai ra, do tin cdy
thang do clia 8 nhan t6 va thang do su hai long chung
¢6 hé s6 Cronbach’s Alpha tir 0,644 dén 0,872 (>0,6)
chitng t6 cdc thang do nay ¢6 dg tin cay cao. Do d6,
céc bi€n quan st c6 thé dua vio phin tich nhén t&
ti€p theo.

Béng 1: Ki€m dinh d tin cdy ciia cic thang do bing hé s&’ Cronbach’s Alpha

Stt Thang do H¢é s Cronbach’s Alpha
1 Su tin cdy 0,774
2 Su ddp dng 0,644
3  Suddm bdo 0,650
4  Sucdm thdng 0,855
5  Hitu hinh 0,872
6  Thai gian 0,771
7 An toan 0,823
8  Chi phi 0,739
9 Su hai long 0,660

Nguon: S6'ligu khéo sdt 2013

4.2. Phin tich nhan t& kham pha (EFA)

Qud trinh phan tich nhan t6 d€ rit gon cdc bi€n
thinh nhém nhin t6 chung dugc thuc hién tir 37
bi€n quan sdt dua vio phan tich theo tiéu chuén
Eigenvalue 16n hon 1, cdc bi€n quan sdt ¢6 hé s6
tai nhin t6 (Factor loading) nhd hon 0,5 sé& bi loai.
K&t qud c6 7 nhan & duge rit trich, tdng phuong sai
trich bing 68,407%, di€u nay cho biét 7 nhin t& nay
gidi thich dugc 68,407% bién thién ctia dif liéu. Hé
s6 KMO = 0,862 (> 0,5) cdc bién quan sat c6 su tuong
quan v6i nhau nén viéc phin tich nhn 6 1a thich hgp
v6i dir liéu cia miu khdo sdt. Phép trich nhin t&
Principal axis factoring (PAF) dugc st dung vdi
phép xoay Promax thyc hién xoay nhén t&. Sau khi

loai cdc hé $6 tdi nhan t6 (Factor loading) < 0,5, két
qud c6 3 bi€n quan sit bi loai bé (TC1, BD14, DU]0).
Sau khi loai bé 3 bi€n quan sét, con lai 34 bién quan
sdt duge dwa vao phan tich mot 1an nita, d€ dam bao
cdc bi€n quan st thudc cdc nhin t6 ¢6 hé s6 ti nhan
t6 16n hon 0,5 va dugc phan b déu trén cdc nhan 6.

Theo k€t qua ctia phép xoay nhin t6 (Bing 2) ¢6
sU xdo trOn gia bi€n quan sdt cta cdc thinh phan
sau khi thuc hién phép xoay nén phai dit tén lai cho
cdc nhin t6 mdi nhu sau nhan t6 F1 1a Nhan vién,
nhin t6 F2 1a Chat lugng xe, nhin t6 F3 1a Tin cay,
nhin 6 F4 12 An toan, nhin t6 F6 1a Tram dirng, con
cdc nhin t6 F5, F7 khong ¢6 su xdo tron cdc bién
quan sdt gitta cdc thanh phan nén tén cdc nhin t6 vin
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dudc giit nguyén. Mt khdc, thang do sy hai long chung vin gii nguyén cdc bi€n quan sdt va céc hé s6 tdi
nhan & déu dat yéu ciu nén c6 thé thurc hién phan tich nhan 6 khing dinh (CFA) tiép theo.
Bang 2: Cic nhén td sau phép xoay nhén to

Nhantd  Ténnhantd Cac bi€n quan sit
Fl Nhén vién DB12; CT19, CT17,DB11; €T16,CT18
F2 Chat lugng xe HH20, HH24, HH25, HH26
F3 Tin cay TC2, TC3, TC6, DUS, DU9
F4 An toan TC4, TCS5, AT32, AT33, AT34
F5 Thoi gian TG28, TG29, TG29
F6 Tram ding HH21, HH22, HH23
F7 Chi phi CP35,CP36

:Vgu.d‘n: S6'lieu khdo sdr 2013

4.3. Phan tich nhén t& khing dinh (CFA)

Tir k€t qua phén tich CFA (Hinh 2) cho thiy cdc chi s6 do dd phit hgp m6 hinh déu dat yéu cu nhy Chi-
square/df = 1,821 (< 2); TLI (Tucker & Lewis Index) = 0,910 (> 0,9); CFI (Comparative Fit Index) = 0,929
(> 0,9) va RMSEA (Root Mean Square Error Approximation) = 0,063 (< 0,08) nén c6 thé két luin mo hinh
phit hop vdi dit liéu nghién citu. Cdc trong s6 chua chudn hod déu ¢6 § nghia thong ké (p-value déu bing
0,000) va trong s6 chudn héa déu 1dn hon 0,5, vi vy 6 thé két ludn cdc bién quan sdt dung d€ do ludng
cdc thinh phin cia mo hinh dé xuat dat dugc gid tri hoi tu. Cdc thanh phdn déu dat dugc tinh don hudng,
do khong xuit hién quan hé tiong quan giifa cdc sai s ctia cdc bién quan sdt. Ngodi ra, hé s tin cdy tong
hop va téng phuong sai trich duge déu > 0,5 nén thang do trong md hinh déu dat do tin cdy. Mt khdc, hé
sO twong quan giita cdc thinh phan cla thang do tt 0,17 d&€n 0,83 déu nhd hon 1 va ¢6 ¥ nghia thong ké
(p-value déu biing 0,000) nén cdc thinh phéan dat dugc gid tri phin biét.

gngg‘;ﬁﬁ; f32=915g§1df =181; P = .000; 44 M0d hinh ciu triic tuyé&n tinh (SEM)
@ : GFI = 877; TLI = 910; CF1 = 929; _Két qud e lugng md hinh sau khi phin
O Gl — tich SEM ¢6 cdc chi 80 nhu Chlsquarc!df
(s2—»{CTi8}eT5 @ = 1,622 («'2); TLI:=0,947 (> 0,9); CFI =
(s)—={cTi8k N 0,957 (>0,9) va RMSEA = 0,055 (< 0,08) nén
g o T e ¢6 thé k&t ludin mo hinh udc lugng phi hgp
(88)- -t v6i dit liéu nghién cu. Cdc tham s6 udc
g g 4 lugng chua chuin hod clia cic thanh phin déu
e—eTo05) (o ey X ¢6 § nghia thdng ké (p-value déu bing 0,000)
@1 )—={Dus | va thong qua hé s6 uée lugng da dude chuin
) i _ hod cho thiy chat lugng dich vu xe buyt tic
ﬁ@ dong manh, thuan chiéu vdi sy hai long clia
D)o ATSS) khdch hang v6i trong s6 dat 0,98 va chit
g [y 1y ®‘ lugng dich vu xe buyt gidi thich dugc 96% sif
4::1 g : : hai long ctia khach hang. Ngoai ra, chat lugng
& e dich vu xe buyt dugc hinh thanh trén cd sd cdc
e o ) thanh phdn nhu Nhan vién, An toan, Thoi
o S S ¥ gian, Tram ditng, Chi phi. Trong d6, 2 thanh
@) —>{Co}a— @ , phan dnh hudng manh nhat d&€n chdt lugng
sm .ﬁn : dich vu xe buyt la Nhan \fién, An toan do co
629—»-{HL9)] hé s0 tuong quan vdi chat lugng dich vu xe

Hinh 2: M hinh téi han do ludng cac khdi niém trong  buyt lan lugt 12 0,72 va 0,90,
mé hinh (chuén héa)

35
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Chi-square = 158.990; df = 98; P = .000;
Chi-Square/df = 1.622;

GFl = .911; TLI = .947; CFl = .957;
RMSEA = .055
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Hinh 3: K&t qua SEM mé hinh Iy thuyét (chuin héa)

5.KET LUAN VA KHUYEN NGHI

5.1 K&t luan

Nhin chung, bai vi€t nghién citu di dat dugc muc
tieu ddtra la xdy dyng md hinh moi quan hé giita chit
lugng dich vu va sy hai long ctia khdch hang ddi vi
dich vu xe buyt tai TP. Can Thd. K&t qua nghién ctiu
cho thiy chit lugng dich vu xe buyt dugc hinh thanh
trén ¢d sd cdc thanh phan nhu Nhan vién, An toin,

Thai gian, Tram ditng, Chi phi. Ngoai ra, chit lugng
dich vu xe buyt tdc dong truc tiép va ciing chi¢u dén
su hai long cia khdch hang d6i véi dich vu xe buyt
tai TP. Cin Tho. Do d6, cdc nha quan 1y trong linh
vuc giao thong vén tai cong cong tai TP, CAn Tho cin
chi y dén cdc y&u t6 nhu Thdi dd phuc vu ctia nhan
vién xe buyt cin chuyén nghiép hon; Tinh an toan
cho khdch hang khi xe buyt di chuyén trén dudng va
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an ninh trén xe; Thoi gian chay céc tuyén cin dugc
thuc hién nghiém tic, chinh xdc; Cai thién, nang
cip hé thong tram dirng khang trang, tién nghi hon;
Chi phi st dung dich vu xe buyt ¢in dugc tinh todn
sao cho ddp tng dudc nhu cau da so khdch hang,
néu cdc y&u td trén duge cdi thién thi chit lugng
dich vu v su hai long clia khach hang doi véi dich
vu xe buyt tai TP Cin Tho s& ning cao.

5.2. Khuyé&n nghi

D6i ngil nhin vién can dugc dao tao thdng qua céc
16p bdi dudng dé trang bi kién thic vé chuyén mon
v viin h6a giao ti€p. Cdc nhi quén 1y cin phdi hgp
vdi cdc trudng dai hoc, cao ding, nghé trén dia ban
TP. Can Tho dé t6 chiic cdc 16p dao tao chuyén modn
va vin héa giao ti€p cho cdc nhin vién nhu 14i xe,
bdn vé va quén ly.

Thuc hién phan duding, khu vuc danh riéng cho xe
buyt dén va trd khach hang sé gép phin han ché
viéc 1an, vugt tuyén... khi luu thong dé ddm bdo an
toan giao thong cho khdch hang khi 1én, xudng xe
buyt va cdc phuong tién giao thong khdc trén dudng.
Bén canh d6, d€ ddm bdo an toan, an ninh cho
khdch hang trén xe, cdc xe buyt cAn dugc trang bi
ghé ngdi, tay vinh day di, ctra 1én, xu6ng dim bio
an toan... Ngodi ra, cin ¢6 s0 dién thoai dudng day
néng, gin camera trén xe d€ hd trg, thong béo cho
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céc cd quan chic ning kip thdi x{ 1y khi ¢6 su ¢
nhu méc tdi, gidt do, trin 16t tai san clia khdch hang.

Cdc tram ding phdi c6 mai che ning, che mua, 6
gh€& ngdi cho khdch hang trong khi chd xe buyt va
can c6 bang thong tin vé 16 trinh céc tuyén, s6 hicu
cdc tuy€n, thoi gian clia tirng tuy€n, gids hoat dong
ctia tuyén, dudng diy néng gidi ddp thic mic cho
khdch hang va cdc tram ditng cin dudc duy tu sita
chita thudng xuyén. Ngodi ra, cdc tram dirng cin
dudc bo tri sao cho hdp 1y, linh hoat va dva trén nhu
cau thyc t€ cla tirng tuyén.

Can c6 chinh sdch gid vé phi hgp vdi thu nhap
clia dai da s6 khdch hang, ting cudng bdn vé theo
thdng va hd trg gid vé cho cdc d6i tugng nhu sinh
vién, hoc sinh, cong nhan lam vi¢c tai cac khu cong
nghiép... d€ khuyén khich ho st dung xe buyt. Dong
thdii, hd trg gid vé cho cdc tuyén di qua cdc khu cong
nghiép, trudng hoc, bénh vién, khu trung tim hanh
chinh, khu vuc dong din cu trong ndi d6. Bén canh
d6, dé rit ngin thdi gian khi s dung dich vu xe buyt
cho khach hang cin thyc hién xudt bén, di chuyén
ddng toc do, dirng don, trd khach hang tai cdc tram
dirng theo diing vi tri, thdi gian qui dinh va can toi
tu hod khodng cdch cdc tuyén dé c6 thé rit ngin
thoi gian di chuyén trong cdc tuyén.

[1]. Aidoo, E. N., Agyemang, W., Monkah, J. E., & Afukaar, F. K. (2013). Passenger's satisfaction with
public bus transport services in GHANA: a case study of kumasi-accra route. Theoretical & Empirical

Researches in Urban Management, 8(2).

[2]. Anderson, E. W., Fornell, C. & Mazvancheryl, S. K. (2004). Customer satisfaction and shareholder

value, Journal of Marketing, 68(4), pp. 172-185.

[3]. Babakus, E. & Boller, G.W. (1992). A Empirical Assessment of the SERVQUAL Scale. Journal of

Business Research, 24: 253-268, (1992).

[4]. Berkman, H. W. & Gilson, C. C. (1986). Consumer behaviour. Concepts and strategies. 3rd ed.

Boston. Kent.

[5]. Brady, M. K., & Robertson, C. J., (2001). Searching for a consensus on the antecedent role of
service quality and satisfaction: an exploratory cross-national study. Journal of Business Research, Vol.

51 (1), pp. 53-60.

[6]. Budiono, O. (2009). Customer Satisfaction in Public Bus Transport: A study of travelers' perception

in Indonesia. Karlstad University.

[7]. Cronin. J. J. & Taylor, S. A. (1992). Measuring Service Quality: a reexamination and extensio.

Journal of Marketing Vol. 56, July,1992.

37



