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Ung dl}ng mO hlnh 
Holiday Satisfaction (HOLSA T) 
nghien cUu slf hai lOng 
cua khach 'du lich noi dia • • • 
d6'i v6'i TP. N ha Trang 

TRAN TH! XUAN VIEW 
PHUONG TH! NGQC MAl .. 

PHAN TH! C<iC"' 
Tom t~t 
Bai viit Un.g dt:tng mo hinlt HOLSAT dl nghien cau sf:( hai long cua du khO.ch nqi efta ddi vdi TP. 
Nha Trang. Tu kit qua nghien cau, nh6m tac gid d€ xuat nltilng gidi phtip thf:(c tiln clto chfnh 
quyin dja pltuong, co quan ban nganh qudn ly nha nude vi du ljch, cdc hong La himh, cong 
ty du Itch, cilng nhu cdc co sil kinh d.oanh djch v~ du ljch (nita hang, khdch S(ln .. .) va ngu(Ji 
dan dja phuOng nhclm nang cao chat [U(Jng CclC ytu ttf cau thanh nen Sf:( hoi long lheo mO htnh 
HOLSAT cua du khdch nqi dja t(li TP. Nha Trang. 

Ttl khoa: mo hlnh f-!OLSAT, s~t hai long, du khdch nqi dja, TP. Nha Trang 

Summary 
The article applies HOLSAT model to study the satisfaction of domestic tourists for Nha Trang 
city. From the results of the study, the authors propose practical solutions for local authorities 
and state management office in tourism, travel agencies, travel companies, as well as tourism 
service business facilities (restaurants, hotels ... ) and local people to improve the quality of the 
elements to the ·satisfaction according to HOLSAT model of domestic tourists in Nha Trang city. 

Key words: HOLSAT model, satisfaction, domestic tourist, Nha Trang city 

GIOI TH I ~U 

Nha Trang n6i tie'ng Ia thanh phO' 
bi~n rna con la di~m cle'n du lich. Thanh 
ph6 c6 nhi~u lQi the' so sanh 'so v(fi cac 
dja phl!dng khac tren ca mtoc nhfft la 
ITnh vJ!c du ljch, cijch v1;1. Hang nam, 
Nha Trang cl6n tie'p hang tram ngbln h.iQt 
khach de'n tham quan du ltch. Nhung, 
vi~c Nha Trang d~ l~i fin tuQng nhu the' 
nao trong long du khach sau khi de'n dfty, 
d~c bi~t la khach n9i d!a, con la va'n d~ 
quan tr<;mg hdn. U.m the' nao d~ du khach 
khong chi de'n Nha Trang mot lftn, rna 
con trd 1<!-i va gi(fi thi~u cho nhi1ng ngu(fj 
khk Di~u d6 ph1;1 thuoc vao nhung tnii 
nghi~m, rna hQ cam nh~n trong khi du 
lich. Tu thl!c te' M, mong ding d~ tai se 

cung cfip rn()t c;:lcb thli'c do htC:ing SJ! bai long cua khach 
du Ijch n()i dja d6i voi TP. Nha Trang. 

PHlJCJNG PHAP NGHIEN CUU 

Nghien cuu tie'n hanh phOng va'n tfl!c tie'p 300 du 
khach n()i (ija oe'n de dja di~m du Jjch cua Khanh Hoa, 
nhtt: t~ i san bay va be'n tau va cac di~m du Iich Clh TP. 
Nha Trang, Cl;l th~ la san bay qu6c te' Cam Ranh, be'n 
d.ng C~u E>a, nha ga Nha Trang, Thap ba Ponagar, 
Vi~n Hai dLrdng h9c ... b~ng bang cau hoi. Ta.c gia la'y 
m§u theo phudng phap thu~n ti~n. ThC:ii gian thJ!c hi~n 
tu ngay 21/02/2019 de'n 28/02/201 9. Sau khi sang lQc, 
con ll;li 260 m~u dl;lt yeu d u. Du Ii~u di!QC phan tich 
bhng ph§n m~m SPSS 20.0 for Windows. 

Nghl~n cuu stt dl)ng 6 nhan to' (36 bie'n quan sat) d~ 
danh gia Sl! hili long cua du khach n()i d.j.a t?i TP. Nha 
Trang, g6m: Moi tn.iong (7 bie'n quan sat); Tai nguyen 

' ThS., .. , ···, Trttdng E>~i hQc Cong nghi~p Tht/c phSm TP. Ho Chi Minh 
Ngay nh4n Mi: 25/04/2019; Ngay phdn Wn: 1910512019; Ngiiy duy~t dang: 2310512019 
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BANG 1: KIEM DINH KMO v A BARTLETI 

" KMOandBadlett's Test i ~ 

Ki~m dinh Kaiser-Mever-Olkin ve s u thich h<;!p cua m~u 0,766 
Ki~m dinh Bartlett's ve du hlnh cua m§u Ttmn" du(ln<> Chi-Blnh phli<:lng 5,602E3 

df 496 
Sin. 0 000 

BANG 2: MA TRAN NHAN TO SAU KHI XOA Y 

Unbi~n - Nbant6 ., 
1 2 3 ;, 4 • c 

5 6 ~ 
Di! dang tham quan cac di lich lich stt 856 
D~ dang d~ mua cac d6 lttu ni~m, mua d6 thu cong ,828 
my nghe 
Cac di~m tham quan oon" due.: .812 
Cic dia diSm tham quan gitn nhau ,802 
DS dan~? mua sifm cac dac san ala phttong ,766 
De dan~? tham quan cac 1€ hoi truvSn thO'ng ,730 
Cac dich vu (ng§n hang, y te', vien thong ... ) san c6 ,839 
E>ia digm du lich each xa san bav ,806 
Bai biln sach dep 793 
Stt dung internet de dang 780 
He thO'na chtona giao thono thong thoancr ,753 
Thue cac phtt<:~ng tien cham quan d6 dang ,749 
Thdi riet d~ chiu .932 
An toan tron<> khi di du lich .858 
Ve sinh tai di~m tham quan tO't 769 
Nha ve sinh cong cong diiv du ,759 
Nguoi dan than thien, me'n khach ,747 
Nhiln vien phuc vu than rhien .9 10 
MU'c o-ia duoc niem vet con a khai, ro rang ,844 
Cac d [ch VI! trong co s6 htu tn1 da d~ng, diim bao 
cha't luon" 

,808 

C6 nhi~u c<1 so htu tru ca'p lwng cao, kie'n true hai ,750 
hoa, va dttelc trana bi t6t 
Nhan vien phuc vu chuyen nghiep ,741 
f)<)i tien d~ dang ,876 
De lilv ti~n mat tU' the .845 
Cac co si'J cha'p nhan nhi~u hlnh rh(tc thanh toan ,801 
Nha n vien ngan hana nhiet tlnh, chu dao ,761 
Nhan vi en ngan Mng c6 thai do than th.ien, me'n khach ,737 
oe dang lhU'(1ng thU'c <lac san (!ia phti(}n« 856 
Nha hang c6 d6 an, thuc uong cha't [tieing, hgp ve sinh 841 
C6 nhi~u cd sa ph~lC Y\1 an u6ng, tham quan, gii\i tri, ,825 "" mua sam 
£)6 an, thuc u6ng t<j.i cac quan nho khong diim bao 

,735 
ve sinh 
Cac d6 an, th(ic uono c6 " ia cil help ly ,725 

Ngu6n. Ket qua tinh loan cua nh6m tac gia 

thien nhien va di€u ki~n v~t cha't (6 bie'n quan sat); Di san 
van h6a (6 bie'n quan sat); N<1i htu tru (5 bie'n quan sat); 
Djch V\1 an u6ng, tham quan, mua sam va giai trl (4 bie'n 
quan sat); Djch Vl_.l a6i, chuy€n ti~n (5 bie'n quan sat). 

KET QUA NGHIEN cuu vA THAO LU~N 

Danh gUi ilQ tin clj.y Cronbach's Alpha 
Ke't qua Cronbach's Alpha cho tha'y, thang do luC1ng 

cua 6 nhan t6 d~u t6t (Moi tnl'C1ng c6 Cronbach's Alpha 
= 0,888; Tai nguyen thien nhien va di~u ki~n v~t chit c6 
Cronbach's Alpha =0,881; Di san vanh6a c6Cronbach's 
A1pha = 0,889; Djch Vt.;l an uong, tham quan, mua sam va 
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gi<h tri c6 Cronbach' s Alpha= 0,863; Djcb 
V\1 ct6i, chuy€n ti~n c6 Cronbach's Alpha 
= 0,869) va cac bie'n do lti?Jng d€u dam 
bao d(> tin c~y. V?y 36 bie'n quan sat cua 6 
nhan t6 tJ·en dLt di~u ki~n d€ dua vao phan 
tich nban t6 kham pha (EFA). 

Phan tich EF A 
Tntoc khi chinh thU'c tien hanh phan 

tich EFA, dung ki6m d!nh KMO va 
Bartlett d6 ki€m tra mU'c d9 thich h<!p cua 
du li~u . Ke't qua cuoi dmg nhtt Bang 1. 

Ke't qua Bang 2 cho tha'y, Ki€m dinh 
Barlett's co Sig. = 0,00 va nhO han 0,05, 
nen cac bie'n quan sat c6 quan h~ voi 
n.hau; H~ s6 KMO = 0,766 (> 0,5), nen 
d?t yeu du d€ phan tich nhan t6. 

Sau khi lo?i bO nhung bie'n do lu?Jng 
khong d<;it tieu chufin (J tU'ng nhan to, 
dU'Qc ket qua nhll' Bang 2. 

Ke't qua pMn tfch tu Bltng 2 cho thiy, 
cac bien s6 d~u c6 he s6 tiii nban r6 ldn 
h<1n 0,5 nen d~u di,lt yeu d u. Ben qmh 
d6, khong co bie'n s6 nao c6 S\f xuit hi~n 
cua M s6 tai nhan t6 (J cii hai nh6m nhftn 
t6. T~ day cho tha'y, ket qua pMn tfch 
EF A Ia rit t6t, vua dam bao gia tri h(>i 
tl,l vua dam biio gi<1 trj phan bi~t. Ke't 
qua philn tfch cung cho tha'y, khong c6 
sv thay d6i y~ vi~c gom nh6m cac bien 
quan sat so voi mo hlnh nghien ctl'u d~ 
xua't ban dffu. Oic nhiin t6 nay tiep tl,lc 
dtfQC dtfa vao phftn tich h6i quy. Ket qua 
phan tich h6i quy nhu Bang 3. 

Danh gia cdc thUQC tinh hai long cua 
dukhdch 

DVa theo nghietl cU'u cua Tribe va 
Snaith (1998), di6m cua cii thUQC tinh 
tich C~(C Va tieu CVC Se dtiQC bitiu di~n 
tren cac rna tr~n rieng bi~t voi Cam nMn 
(tn,1c X) va Ky v<;>ng (tr1.,1c Y). Cac vung 
".DtiQc" va "Mit" dtiQC phan d!nb b(Jj 
"BuCing ve" - la duC1ng cbeo 45°. Tuy 
theo tfnh chit tfch ClfC hay tieu CVC cua 
cac thu(>c tinh rna cac vung "BU'Qc ", 
"Mit" n~m (J tren ben tnii ho~c (J duai 
ben ph<li cua "811?1ng ve". 

D6i voi m6i thu()c tfnh, Slf hai long 
ho~c khOng hai long ctia du khach n(>i 
dia dtiQC xac dinh t(;li ditim giao nhau 
giua Ky v<;>ng va Cam nMn. T<;ii c1i€m 
nay, cang xa "Btt?Jng ve" muc d(> hai 
long hoi;lc khong hai long d6i voi m6i 
thu(>c tinh cang cao. E>6i vdi tru?Jng hQp 
cac thu()c tinh tieu eve, m()t mucky v<;>ng 
tha'p tU'cing U'ng voi muc cam nh~n cao c6 
xu huong di v~ phia vung "Mit" cua rna 
t.r~n. tlicing U'ng voi vi~c lam suy giam 
muc d(> hai long. NguQc ll,li, ciing (J m«c 
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ky VQng rhifp va cam nMn cao, ohung 
vdi truong bqp cac thUQC tfnh tich C\I'C thi 
Sl;l' hai long c6 xu huong di v~ phia vung 
".Duqc" cua ma tr~n , tttang ung lam gia 
tang muc d() hai long. 

Cac thuoc tfnh tfch cue 
Oic thu6c tfnh tich Ctfc ('JlfC1c biSu di~n 

tren ma tr?~ C! H1nh 1. K~t quA ki~m d!nh 
t dtfQ'c th€ hi~n !Tong Bang 4 cho th1iy, 36 
trong t6ng s6 23 thuoc tfnh tkh cl;I'c c6 sl;I' 
khac bi~t giua cam nh~n Va ky VQng VOi 
roue y nghia th6ng ke 5%. Cac thu<)c tinh, 
g6m: MTPPl, MTPP4, DSPP14 khong d~t 
dtf<;1c muc y ngma th6ng ke (Sig.t > 0,05). 

Cac thu()c tfnh tfch C\tC g6m: AUPP23, 
AUPP24, AUPP25, DSPP16, DSPP117, 
TNPP12 nhm xa "dttong ke" chung to du 
khach d<J,t duqc S~( bai long cao a6i voi cac 
thu<)c tinh nay. Cac thu()c tinb nay d~u 
n~m tren vung "Duc;tc" va each xa "Duong 
ve". Sl! hai long nay cho thify, cam nb~n 
th~c t~ vU'qt xa ky VQng ban d~u. 

Cdc thuoc tfnh tieu cue 
Oic thu6c tlnh tieu c~c duac bi~u di~n 

tren rna tr~n 0' I-nnh 2. Ket qu~ ki~m dinh 
t du<Jc th~ hi~n trong Bang 4 cho thify, 
ca 4 thu()c tinh tieu c~c c6 sv khac bi~t 
giC'ta cam nh~n Va ky VQUg, Vdt JJ1 UC y 
ngma th6ng k~ 5%. Trong nh6m nay, cac 
thu<)c tinh tieu c~c, g6m: TNEN( -0,92); 
DSEN2(-0,64); AUEN3(-0,96); AUEN4(-
0,72) d~u c6 gia tr! chenh l~ch giU'a cam 
nh~n va kY VQng am. Di~u nay chi ra rhng, 
kbach du lich c6 muc do hai long cao a6i 
vdi thu(>c tfnh nay. Do d6, tren rna tr~n 
thUQC tlnh nay dtfc;fC bj~u di~n nhm ben 
vung "Ehtc;tc" va each xa "Duong ve". S~r 
hai long nay cho tha'y, cam nh~n thl;I'c te 
t6t han SO VOi k)' V9ng ban d~u. 

,.., ,.. .. ~ ,.., 
KET lU~N VA OE XUA T 

Ket qua nghi~n ctfu cho thify, c6 6 
nhan t6 anh huO'ng d€n s~ hai long cua du 
kbach nqi dia khi clen TP. Nha Trang. B6 
Ia: Dl slm van h6a; D!ch Vl,J d6i, chuy~n 
ti~n; Tai nguyen thien nhien va c1i~u ki~n 
v~t cha't; Moi tntC1ng; D!ch vv an uo'ng, 
tham quan, giai tri, mua s~m; va Noi lt!U 
tni Trong d6, nhan t6 tac dong m~nh nhift 
Ia "Di san van h6a " voi ~ = 0,408 va thifp 
nha't la "Nai luu tn1 " voi ~ = 0,132. 

Theo ket qua nghien cuu, du khach 
n9i dja danh gia cao 19 trong s6 29 thuqc 
tinh tkh cl;I'c. Do d6, nhli'ng nguoi lam du 
ltch nen duy trl va nang cao chfit h.t(Jng 
cua cac thu<)c tinh nay d~ lam bai long 
nhftng yeu d u cua du kbach n9i dta. Ben 
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sANa 3: BANG KET QuA uC:Jc ufQNG 

COA PHUONG TRiNH H6r Q(JY NHI PHAN 

Cac bien oqc ll.\p H~ s6(8) 
Di siin viln h6a 0,408 
Ti\j nguyen thie n nhien Va di~U ki¢n V~t Chat 0,303 
Moi tnt~ng 0,302 
Ndi 1tn.1 tru 0,132 
Dich vu chuy~n. d.Si ti~n 0,343 
Dich vu an uO'ng, tham quan, giai trl, mua s~m 0,271 

Si2 
0,000 
0,000 
0,000 
0,002 
o,oooi 
o,oooi 

Nguon: Ket qua tinh toan cua nh6m tac gia 

HlNH I : MA TRAN cAc THUQC TiNH TicH c<Jc 
Kt,·o•' 

HJNH 2: MA TR,;N CAC THOQC TiNH TIEU C<JC 

Ngu6o: Ket qua tinh toan c:ua nh6m tac gia 

c~nh d6, d~ nang cao S\I' bai long cua du khach n<)i dia 
a6i vdi TP. Nha Trang, theo chung toi, trong thai gian 
tai, c~n th~c hi~n m9t s6 giai phap sau: 

MQt ta, dn c6 nhung che tai xU' ph~t nghiem minh 
d6i voi nhung hanh vi gay 6 nhi~m moi trtfdng; t6 
chuc cac ho~t d()ng ruyen rruy~n cho ngttdi dan dia 
phuong va du khach trong vi~c nang cao y thuc bao 
v~ moi tnfong. 

Hai ta, kh6ng d~ tlnh trl;lng s6 luqng nguoi ban hang 
rong t~i cac di~m du ljch, dja di~m an u6ng, vui chai 
giai trf qua dong, tranh tlnh tr~ng nhung nguoi nay 
cheo keo, thach gia va an xin di~n ra nh~m dam bao 
an ninh trat ttr tai khu du lich va an toan cho du kbach. 

Ba Til, ·d~ c~i thi~n t6t bon nua cac dich Yl,l (ngan 
hang, y t€, vih thong ... ), vl hi~n t~i, cac dtch vv nay 
Chlfa dap (fng Gl(<)C S~ ky VQng CUa dU khach. 

Bon La, cac CC1 Sd kinh doanh djch Yt)., cho thu~ cac 
phuong ti~n tham quan dn phai b6 sung them nbi~u 
lo~i xe, tau thuy~n, ca no ... d~ dap U'ng nhu cffu cua 
du khach, nhift la vao nhung djp cao di~m, nhu: 1~, 
tet... B6ng thoj , dn t~o ra nhi~u m~t bang d6 lmt ni~m 
phong phU, fin tuc;tng mang difu an d~c trung rieng cua 
vung bi ~n Nha Trang. 

Niim Ia, d6i v(fi "Djch Vl,J d6i, chuySn ti~n ", hfiu 
h6t cac bien quan sat d~ giai th'fch cho nhan t6 nay 
O~U Chua nh~n GUc;fC S\I' hai long cua du khc'ich; tlr ho~t 
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BANG 4: BANG TOM LU'dC KET QUA TCJ THANG DO HOLSAT DOl Vdl cAc THUOC TiNH 

,,, 

Ten 'l'hu(}c tfnh ticlLcQ'c bie'n I ~ .~ 

MTPPl Thcri tie't o Nha Trang d~ chiu 
MTPP2 An roan trong khi di du lich 
MTPP3 Nott?ii dan than thien me'n khach 
MTPP4 Ve sinh tai dilm tham auan sachse 
MTPPS Moi trttanrz tai cac diSrn du Iich trono Etnh 
MTPP6 Nha ve sinh c6n(1 con(1 c15v uu 
MTI'P7 S6lttdn" n(1LrC1i ban han" ronf! it 
TNPP8 Biii bien sach den 
TNPP9 Oic dich vu (m~:an hant•. v te'. vi~n thon!t.) san c6 
TNPPlO Thue cac ohtrono tien tham auan de danrr 
TNPP11 He th6no d trcrno oiao thono thon<> thoanf! 
TNPP12 SU' duno internet d~ dano 
DSPP13 D~ dano tham ouan cac di tich lich str 
DSPP14 D~ dano tham ouan cac I~ hoi truv~n thon2' 
DSPP I5 Ct'ic dia di€m tham ouan g~n nhau 
DSPP16 D~ dang mua s~m cac dac sandia nhttdno 
DSPP1 7 De dan!! d~ mua cac d6lttu niem mua <16 thu con!! mv n(1he 

LTPP18 
C6 nhieu cd so ltru tn'i cap h<,lng cao, kie'n true hai hoa, 
va cltfdc trang bi tot 

LTPPI9 Oic dich vu trong cd so Jttu tn1 da dana. dam bao cha't ludng 
LTPP20 MU'c oj{l dtfCiC niem ve'tdlno khai, ro ran!! 
LTPP21 Nhan vien ohuc vu chuven nohieo 
LTPP22 Nhiin vien ohuc vu than thien 
AUPP23 C6 nhieu co sit ohuc vu an uon~~:. "iai u·L mua sifm 
AUPP24 Nha hano c6 d6 an. th(rc uon<> cha't ludng, hem ve sinh 
AUPP25 Cac d6 an tllltC uong c6 oj{t ca hoo li 
AUPP26 De dang tJ1tti'1no th(tc dac sandia ohtr<~n" 
AUPP27 Mat hano d6 lttu niem ohono oM. an tttong 
CTPP28 f)6i ti~n d~ dano 
CTPP29 De lav tien mat ttr tM 
CTPP30 Ole co so cha'o nhan nhieu hlnh thU'c thanh toan 
CTPP31 Nhfin vien ngan han!!. c6 thai dO than thien me'n kh<ich 
CTPP32 Nhitn vien ngfin hang nhiet t'inh. chu dilo 
TNENI Dia d i~m du lich each xa san bav 
DSEN2 Oic dia diem tham ouan don~~: due 
AUEN3 D6 an th(tc uono tai cac auan nho khono dlnn bao ve sinh 
AUEN4 Thieu cac hoat don!! vui chdi. oiai tri ve dem 

d9ng d6i ti~n cho de'n stf nhi~t t1nh, chu d<10 cua nhan 
vien ngan hang. Do do, d~ nang c.ao s t;c hai long cua 
clu khach, dn c6 st;c thay d6i m~mh me v~ y thuc, tinh 
thfin tn1ch nhiem va thai do lam viec cua c;k nMn vien 
ngan hang. HQ d n phai th~y d6i ttl cluy ph1:1c Yl;J khach 
hang: clu la du khach di du 4ch hay la krach hang cua 
ngan hang, dn phai d6i xU' cong bang va than thl~n; 
khi du khach MP nhung vu'dng m~c trong qua tdnb 
tht;cc hi~n giao dich, nhan vien ngan hang phai nhi~t 

Kv v nl!fiD Cam' nMn ffi) 
Trung 1 ~9 ~-~.ch Trung D9 l~cb P-E N 

Sig.t 

· binh chuan blnh · cbua'n < 

3.51 0 700 3 55 0.741 0 04 260 0152 
3 37 0.853 3 52 0 876 0.15 260 0.000 
3.38 0 873 3 44 0 839 006 260 0 000 
3 53 0 996 3 53 0.872 0 260 1.000 
3 81 0 982 3.62 0 706 -019 260 0.006 
3.40 I 091 3.62 0.859 022 260 0.000 
3 52 0 552 3 20 0 803 -0 32 260 0.000 
3 19 0 828 3.41 0 678 0.22 260 0.000 
3.44 0542 3.26 0 698 -018 260 0.000 
3 46 0.507 3.30 0 672 -0 16 260 0000 
3 05 0,772 337 0 782 0 32 260 0.000 
3.08 0.779 3 58 0701 0.5 260 0000 
3 47 0.579 3.71 0639 0.24 260 0000 
3 42 0.568 3.43 0810 0.01 260 0846 
3.22 0.448 3 75 0778 0 53 260 0 000 
3 43 0.511 3.92 0 671 0.49 260 0000 
3 21 0.445 3,78 0 586 0 57 260 0.000 

3,25 1,445 3,52 1,07 1 0,27 260 0.000 

3 34 0.590 3 52 I 127 018 260 0.001 
3.31 0.526 3 73 0.899 0 42 260 0 000 
3.22 0.483 3,60 l 002 0.38 260 0000 
3.22 0.430 3 55 0 955 0 33 260 0.000 
3.34 0.646 4 41 0.630 l 07 260 0 000 
3 33 0.486 4.01 0 812 0.68 260 0000 
3J3 0 758 425 0 688 1 12 260 0.000 

3 383 0.681 4 05 0.895 0 22 260 0 000 
3.62 0.637 3 14 0.833 -0 48 260 0.000 
3 48 0637 3 07 1 036 -0 41 260 0.000 
3.48 0 636 292 1.280 -0.56 260 0.000 
3 63 0.793 3.09 1.344 -0 54 260 0 000 
3.81 0,844 2,93 I 284 -0 88 260 0.000 
4,05 0.762 3 07 0.964 -0 98 260 0.000 
420 0,698 3.28 0 710 -0.92 260 0 000 
4.37 0 683 3 73 0 808 -0 64 260 0.000 
4,02 0 812 3 06 0.756 -0 96 260 0 000 
442 0.619 3 70 0.659 -0.72 260 0 000 

Ngu6n: Tlnh toim cLH:J nh6m tac gia 

tlnh giup do hQ va luon "nc1 nt,~ cu'oi than 
thi~n" khi giao djch vdi khach hang. 

Sau La, d6i voi cac C(j sCi kinh doanh 
cijch v1,1 an u6ng, htu tru, hay vui chcJi giai 
trL cfing dn cha'p nh~n da d~mg cac hlnh 
thuc thanh toan khac nhau cho du khach 
n()i dia, nhtt: POS, chuy~n ti~n qua internet 
banking, moblie banking, the tin clt;mg, 
chuy~n ti~n qua vi di~n nl'MoMo ... O 
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