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TOM TAT:

Nganh Bit dong san (BPS) tai Viét Nam di c6 su phat trién dang k€ trong nhitng nim gin day.
Tuy nhién, thi trudng BPS Viét Nam cling ddi mit vdi rat nhidu thich thifc, dic biét 1a trong va sau
dich Covid-19. Gid BPS § Viét Nam lién tuc ting cao, khi€n viéc ti€p can vdi ngudn cung nha & tr§
nén kho khiin hon, nhat 12 d6i v6i ngudi c6 thu nhap trung binh va thdp. Nghién citu da thu thip
mAu kh3o sdt bao gdm 212 ngudi tra 15i da va dang 12 khdch hang cla cdc cong ty BDS dang hoat
dong tai thi trudng TP. H5 Chi Minh. T cdc phén tich s6 liéu, nghién ctfu nhin thay cd 5 nhan t& vé
chat lugng dich vu déu c6 tdc dong d&n sy hai long tai cdc cong ty BDS. Thif tu tic dong clia cic
nhan & 14n lugt 12 Su ddm bao > Sy tin cAy > Tinh hitu hinh > Sy thau hi€u > Su d4p tng. Trén co
s& cdc két qua khao sat thuc tién, nghién citu di dé xuit cdc ham y quén tri nhim ning cao chat
lugng dich vu ctia cdc cong ty BDS, tir d6, ky vong s€ gildp nang cao su hai 1ong cia khach hang cho
cdc cong ty trong nganh.

Tt khéa: linh vuc bat dong san, chat lugng dich vu, sy hai 1ong ctia khdch hang, TP. Ho

Chi Minh.

1. Dit van dé

Nganh BDS tai Viét Nam di cé su phat trién
d4ng k€ trong nhitng nim gan day. Trong d6, phin
khiic nha & chi€m vu thé 16n nha't dat 54%, theo sau
12 phan khidc dat nén va cin hd du lich véi ty 1€ 1an
lugt a 31% va 15% (Lam, 2020). Sy ting trudng
nay cho thdy sy phuc hdi va phat trién ciia kinh t&
Viét Nam, dong thdi cling 12 k&t qua tir sy gia ting
thu nhap clia ngudi dan va dan s6 tré hda, tao ra
nhu cau 16n vé nha & va BDS diu tu. Bén canh dé,
nhiéu chinh sach hd trg tir phia Chinh phd nhu gidm
13i suat, gidm thué.. cling gép phan thic diy thi
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trudng nay. Tuy nhién, thi trudng BDS Viét Nam
cling d61 mit v6i nhitng thdch thic khong nhé. Gid
BDS & Viét Nam lién tuc ting cao khi€n viéc ti€p
can vdi ngudn cung nha § tré nén khé khin hon,
nhit 12 d6i v6i ngudi c6 thu nhap trung binh va
thap. Ngoai ra, tinh trang phan 16, bdn nén tran lan,
cling véi quy hoach thi€u dong bd di tao ra nhiéu
hé luy, din dén thi€u ngudn cung va su khdng can
doi giita cac phan khic. Trong bdi cinh thi trudng
BDS ngay cang canh tranh gay git, viéc nang cao
chatlugng dich vu khdch hang da tré thanh mot y&u
t6 quyét dinh dé duy tri sy trung thanh cta khach
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hang. Do vay, nghi€n ctu nay di sdu vao viéc phan
tich va dé xuit cdc bién phap cai thién dich vu, qua
dé gitip cac cong ty BPS cling ¢d vi thé va phat
trién bén vitng trong nganh.

2. Cd s ly thuyét, cac gia thuyét va dé xuat
mo hinh nghién ciu

2.1. Khdi niém vé chat luong dich vu

Theo Parasuraman va cac cong su (1985), chat
lugng dich vu duge xem xét 1a sy khac biét gitra
chatlugng ky vong v6i chat lugng cdm nhan thuc t€
ctia khach hang vé cic dich vu dudc cung cAp. Khai
niém nay dugc st dung trong hiu hét cdc nghién
ctfu vé céc chli dé lién quan. Do vay, trong nghién
ctfu nay k& thira khdi niém d€ xem xét khdi niém
vé chit luong dich vu d6i véi nganh BPS. Theo
Cronin va Taylor (1992), chat lugng dich vu 1a y€u
t6 c6 tic dong ddng k€ nhat d€n sy hai long cla
khdch hang. Viéc d4nh gid chat lugng dich vu cin
xem xét trén hai khia canh 12 qud trinh cung cap va
két qua dich vu. P&i v6i BPS, diéu nay c6 thé dudc
hi€u 1a viéc danh gid cd quy trinh tw van, hd trg
khdch hang ciing nhu két qua cudi cing ma khich
hang nhan dugc (nhu chit lugng clia tai sdn mua
hodc thué). Nhu vdy, dich vu la cdc hoat dong va
tién ich vo hinh khong thé tich rdi, ddng thdi cdm
nhan vé chat lugng dich vu sé khdc biét giita nhitng
ngudi ti€u dung khac nhau.

2.2. Ly thuyét su hai long ciia khdch hang

Ly thuyét ndy nhim danh gid vé su hai long
(hodc su théa man) clia khdch hang ddi véi chat
luong ctia dich vu hoic clia sin phim trong mot t6
chitc Oliver (1980). Theo Iy thuyét nay, c6 hai y&u
t0 chinh 4nh hudng ddc 1lap dén sy hai long cla
ngudi tiéu dung: ky vong cda ho trude khi mua va
cdm nhén ctia ho sau khi st dung dich vu. Su hai
1ong dugc hiéu 12 phan tng tich cuc clia ngudi tiéu
dung, hodc dugc x4c dinh l1a trang thai tdm ly phat
sinh khi k¥ vong ctia ho dudgc diap tng thong qua
trdi nghiém (Oliver, 1997). Bén canh d6, su hai
Iong con dugc dinh nghia nhu mot trang thai tinh
cAdm xuat phét tir viéc ngudi danh gia thu dudc két
qua tlr viéc san phadm hoic dich vu ddp ng ky vong
cta ho (Kotler & Keller, 2016). Vi vay, miic do hai

long phu thudc vao ky vong va két qua dat dugc.
Néu két qua dat dugc thuc t€ kém hon mong doi,
khach hang s& cdm thiy khong hai long. Tréi lai,
ho sé& rit thda man (hoic hai long). Khdch hang chi
thuc sy hai 1ong khi két qué thuc t€ khép v6i mong
ddgi cia ho.

2.3. Dich vu khdch hang trong linh vuc BDS

Dich vu khédch hang trong linh vyc BDS bao
gdm nhiéu khia canh: tif viéc tu vin va hd trg
khdch hang trong qué trinh tim ki€m va mua BDS,
dén viéc cung cap cdc dich vu sau ban hang nhu
quan ly tai sdn, bdo tri va céi tao. Trong mot
nganh cong nghiép noi ma quyét dinh mua thudng
lién quan dén khodn dau tu 16n va quan trong,
viéc cung cAp dich vu chit lugng cao khong chi
giip xay dung long tin va sy hai long ctia khach
hang, ma con 1a chia khéa d€ tao ra sy trung thanh
va phiat trién kinh doanh bén vitng (Kethley va
cong su, 2002). Do do, viéc tao ra mdt moi trudng
hd trg va tin cy khong chi gidp khdch hang cdm
thdy an tim trong giao dich diu tién, ma con
khuy&n khich ho quay lai va gidi thiéu cong ty cho
ngudi khac. Ngoai ra, viéc thu thdp va phan tich
phdn hoi tir khdch hang sau mdi giao dich ciing 1a
mot phan quan trong trong viéc cdi thién dich vu
v san pham (Palm, 2016)

2.4. Moi lien hé giita chat lugng dich vu va su
hai long ctia khdch hang

Trong linh vyc BPS, tén tai mot mdi quan hé
quan trong gifta chit lugng dich vu va su hai long
clia nha dau tu (hodc khdch hang). Pay 1a mdt mdi
quan hé nhan qud, trong d6 chat lugng dich vu la
nguyén nhin gy ra sy hai long ctia khiach hang
(Cronin va Taylor, 1992). Qu4 trinh nghién cttu vé
viéc ddnh gid chit lugng dich vu, gié cd, cling dong
mot vai trd quan trong. Gid ca cung cAp thong tin vé
gia tri tuong d6i ctia dich vu va c6 thé dnh hudng
dén sy hai long cta khdch hang (Zeithaml va
Bitner, 2006). Khiach hang trong nganh BDS
thudng can nhic giita gia cd va chat lugng dich vu.
Mot mitc gid cd phl hgp, hdp 1y két hdp véi chat
luong dich vu ddm bdo c6 thé tao nén sy hai long
cho khich hang.
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2.5. Cdc gid thuyét va mo hinh nghién citu

HAu hét cdc nghién ctu tru6e day déu chi ra
ring cic y&u td clia chat lugng dich vu déu c6 tic
dong cting chiéu v6i sy hai long cla khdch hang. Vi
vy, cdc gid thuy€t nghién ctu trong nghién cdu
nay (Hinh 1) s& k& thira cdc bién nghién cttu c6
trong thang do SERVQUAL (Parasuraman & cdng
su, 1988), bao gom:

H1. Tinh hitu hinh cé tdc déng ciing chiéu véi su
hai long. Gid thiét nay cho rdang khi khdch hang cam
nhan duoc tinh hitu hinh ciia dich vu thi ho sé cdm
thdy hai long vé dich vu.

H2. Su tin cdy c6 tdc dong cing chiéu véi su hai
long. Gid thiét nay cho rang khi khdch hang cé su
tin tudng vao do tin cdy cia dich vu thi ho sé cim
thdy hai long.

H3. Su thdu hiéu cé tdc dong cing chiéu vdi su
hai long. Gid thiét nay cho rdng khi khdch hang cdm
nhdn duogc su thdu hiéu ti phia nhan vién cong ty doi
véi nhu cdu ciia ho thi ho sé cam thdy hai long.

H4. S ddp ting cé tdc dong cing chiéu véi sy hai
long. Gid thiét nay cho rdng khi khdch hang nhan
thdy su ddp ving tich cuc tir nhdn vién cong ty thi ho
s€ cam thdy hai long.

HS5. Sy ddm bdo cé tdc dong cing chiéu véi su
hai long. Gid thiét nay cho rdng khi khdch hang
nhan dugc sw ddam bdo tix cong ty thi ho sé cdm thdy
hai long.

3. Thiét ké& nghién ciu

Nghién cttu dinh tinh: vi€c thyc hi€én nghién cttu
dinh tinh nhim hoan thién bang ciu héi khio sit.
Nghién cfu d3 ti€n hanh phdng van siu véi 5
chuyén gia da va dang lam viéc trong linh vuc BBS
tai thi trung TP. H5 Chi Minh.

Nghién ctu dinh lugng: nghién ctdu thuc hién
khdo sét online (thdong qua google form) d6i véi
nhitng ngudi da va dang la khach hang cta cac
cong ty BPS, thi trudng TP. HO Chi Minh. Link
khdo sdt dugc gt t6i ddi tugng khdo sat qua Zalo,
Facebook... cic nén ting mang xi hdi, hdi nhém
khdch hang giao dich truc tuyén BPS. Thdi gian
thuc hién khdo sat trong 2 thang (tir thang 10/2023
dén thang 11/2023).
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Hinh 1: Mé hinh nghién ciu dé xuét

Tinh hiiu hinh

Sutin cay

Su thdu hiéu

Su dap ting

Su dam bao

Nguén: Nhém tdc gid, 2023

4. K&t qua nghién ciu

4.1. Pic diéem mdu khdo sdt

Téng s6 link dudc gtii dé€n hon 250 khdch hang,
qua sang loc, nghién citu da thu thip miu khdo st
bao gdm 212 ngudi trd 18i. Ty 1é ddi tugng tham
gia kh3o st kha cAn bing giita nam va nit. Cu thé,
c6 51,9% ngudi trd 16i 1a nam gidi, trong khi nit
gidi chi€m 48,1% d6i tugng dugc khdo sdt. Phan
16n khdch hang dugc khdo sdt trong nghién ctu
ndy c6 mic thu nhap tr 10 triéu d&én 30 triéu
ddng/thdang va tir 30 triéu d&n 50 triéu dong/thdng
(1an lugt chi€m ty 1& 39,2% va 37,7%). Cac ddi
tugng c6 thu nhap dudi 10 trieu dong/thdng (ty 1&
10,4%) va trén 50 triéu ddng/thang (ty 1& 12,7%).
Khdch hang dugc khdo sit da tirng mua 1 sén
phdm BBS tai cic cong ty BPS 1a 15,1%. Céc
khiach mua 2 sdn phdm chi€m ty 1& cao (67%).
Céc khach hang mua tir 3 sdn phadm trd 1&n chi€m
17,9%. Nhu vy, c6 thé thay, phan 16n khach hang
sau khi dd mua sdn phim tai cic cong ty BPS sé&
¢6 xu huéng ti€p tuc mua lai cdc sdn phdm tir cdc
cOng ty nay.

4.2. Ki¢ém dinh do tin cdy ciia thang do vé cdc
nhén té chét luong dich vu

K&t qua phan tich s6 liéu cho thdy: Thang do
vé Sy tin cAy ddp ng cdc yéu ciu vé kiém dinh
do tin ciy cda thang do véi hé s Cronbach’s
alpha = 0,886, dong thdi cdc hé sd tuong quan
giita bi€n quan st v6i bién tdng déu trén 0,3.
Thang do vé Sy ddp tng thda man cic yéu ciu vé
ki€ém dinh d6 tin cidy clia thang do v6i hé s&
Cronbach’s alpha = 0,777, déng thdi cdc hé so
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tuong quan giita bi€n quan sit véi bi€n téng déu
trén 0,3. Thang do vé Su ddm bdo ddp tng cic
yéu cau vé kiém dinh dd tin cdy cda thang do véi
hé s& Cronbach’s alpha = 0,901, d6ng thdi cac hé
sO tudng quan giita bi€n quan sit vdi bi€n tdng
déu trén 0,3. Thang do vé Tinh hitu hinh théa man
cdc yéu cAu vé ki€m dinh dd tin cay cla thang do
vdi hé s6 Cronbach’s alpha = 0,845, dong thdi cdc
hé s6 tuong quan giita bi€n quan sit véi bi€n tong
déu trén 0,3. Thang do vé& Sy thau hi€u ban ddu c6
4 bi€n quan sat (STH1, STH2, STH3, STH4). Tuy
nhién, do hé s& tuong quan ctia STH1 vdéi bién
t6ng bé hon 0,3 nén bi€n nay bi loai. Sau khi loai
bién, thang do nay di dip dng cic yéu cau vé
ki€m dinh d9 tin cAy v6i hé sd Cronbach’s alpha
0,869 va cédc hé s6 tuong quan gilta bi€n quan sdt
vdi bi€n tong déu trén 0,3. Nhu vay, cdc bi€n quan
sat STH2, STH3, STH4 déu dudc gif lai.

4.3. Két qua phan tich hoi quy

V6i mic ¥ nghia 5%, cac k€t qué tir phan tich
hdi quy cho thdy c& 5 nhan t6 vé chdt lugng dich vu
it md hinh 1y thuy&t SERVQUAL déu c6 tic dong
tich cuc dén sy hai long clia khach hang tai cdc
cong ty BPS. P6i véi hé s6 hdi quy chua chuidn
héa, vi don vi do va do 1éch chuén cla cic bién 1a
khéc nhau nén khong thé so sanh dugc cc bién doc
lap. Dua trén hé s6 di chuidn héa dé dua tit ci cac
bi€n cin so sdnh vé cling mdt hé quy chi€u, chi s&
beta cang cao sy tic dong clia nhin t6 d6 cang
manh. (Bang 2)

4.4. Thdo ludn vé két qua nghién citu

Céc két qud cda nghién cttu khd phu hgp véi
céc tai liéu nghién citu true khi dong thudn cho
ring chat lugng dich vu c6 tic dong dén sy hai
long ctia khdach hang. Trong trudng hgp nghién
citu nay, doi v6i cdc cong ty BDS, cic két qua
nghién cttu cling cho thiy c6 sy tuong dong (LAm,
2020). Theo dé, tir k€t qua nghién ctfu nay, thif ty
tdc dong clia cdc nhan td 1an luot 1a: Sy ddm bio
> Sy tin cdy > Tinh hitu hinh > Sy thau hiéu > Sy
ddp tng.

5. K&t luan va nhitng gii han cia nghién cifu

Nhitng nim gin day, thi trudng BPS Viét Nam
ndi chung va tai cidc cong ty BDS ndi riéng gép
nhiéu khé khin tir y&u t8 vi mo dén vi mo. Pay 1a
giai doan cdc doanh nghiép BBS trdi qua thdi ky
chiu nhiéu 4p luc tir dong von dén ciu chuyén phap
1y, chinh sach, phat trién bén viing. Céc nghi quyét,
nghi dinh dugc ban hanh hd trg thic diy thi trudng
BDS hién nay phit trién titng budc, thdo g khoé
khin, gitp gidi tda dp luc, khoi thdng cho thi trudng
BDS. Tu nhitng kh6 khian chung cta thi trudng, bai
nghién cfu ndy mang dén gidi phép thi€t thuc cho
céc cong ty BDS va tip trung vao y&u t& cung cap,
cdi thién dich vu.

Linh vuc BPS ¢6 stc dnh hudng dén khodng
hon 40 nganh kinh t&€ quan trong, dic biét la céc
nganh lién quan tryc ti€p nhu xay dung, cung ng
nguyén vat liéu nhu sit, thép, gd... ngoaira con ¢
nhitng nganh li€én quan nhu du lich, ngdn hang, tai

BAng 1. 16ng hap két qud héi quy

N6i dung Beta chua chudn héa | Beta chudn héa Sig. Két luan Mdc dd anh huéng
Sutin cay 0,316 0,328 0,000 Cé tac dong 2
Su dam bao 0,349 0,369 0,000 Cé tac dong 1
Tinh hiu hinh 0,282 0,289 0,000 Cé tac dong 3
Su thau hiéu 0,167 0,185 0,001 Cé tac déng 4
Sudap ng 0,154 0,153 0,016 Cé tac dong 5

Nguén: Nhém tdc gid, 2023
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chinh, Ivu trd - dn udng... (LAm, 2020). Trudc su
phét trién manh mé ctia cong nghé khoa hoc, cic
doanh nghiép BPS ciing phai chuyén minh, thay
ddi bat kip thi trudng, cdc y&u td dich vu ciing
hoan thién hon d€ ddp ng nhu cau ngay cang cao
ctia khdch hang. Nhan sy trong Iinh vuc BDS dic
biét 1a b phan kinh doanh phdi ning cao trinh do
mdi ngay dé theo kip tdc do phat trién clia nganh.
Viéc nang cao chit lugng dich vu khdch hang,
ning cao ki€n thdc chuyén mon, kinh nghiém,
ciing nhu dao ditc 1am nghé gitip cho hinh anh cdc
cong ty trong nganh BPS 4n tugng tdt hon trong
tdm tri khach hang.

Mic di nhém tdc gid da rit cd ging trong viéc
hoan thién nghién cttu nay, nhung nghién ctu nhan
tha'y vin c6 mot sd han ché nhat dinh. Cu thé: thi
nhat, nghién citu thuc hién chon miu phi xdc suit

TAILIEU THAM KHAO:

theo phuong phdp chon miu thuin tién. Diéu nay
sé 4nh hudng nhiéu dén khi ning suy rong cda
nghién cttu do cac ddi tuong khong dugc chon miu
xdc suat. Do vay, cdc nghién citu ti€p theo nén mé
rong quy mé mau va ¢ ging thuc hién phuong
phdp 14y miu x4c suit &€ ddm bio tinh dai dién clia
nghién cttu. Thit hai, miu khdo sit trong nghién
cltu nay tap trung & cac cong ty BBS quy md vira.
Pé dm bao viéc suy rong cho linh vuc BPS din
dung, cdc nghién citu trong tuong lai cAn md rong
céc doi tugng khdo sat & mot sd cdc cong ty khic
(nhatla cdc cong ty, tap doan 16n trong nganh). Thit
ba, khao sit trong nghién ctu nay dugc thuc hién
v6i cac khach hang va cdc cong ty BDS hoat dong
chinh tai thi trudng TP. H6 Chi Minh. Cic nghién
ctiu ti€p theo c6 thé mé rong & céc tinh, thanh phd
khic G VietNam B
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ABSTRACT:

Vietnam’s real estate industry has developed significantly in recent years. However, the real
estate market has faced many challenges, especially during and after the COVID-19 pandemic.
The rising real estate prices make it more difficult for people, especially those with middle and low
incomes, to get on the property ladder. In this study, 212 respondents, who have been customers of
real estate companies in Ho Chi Minh City, were surveyed. Through analyzing the collected data,
the study found that all five proposed service quality factors have an impact on the customer
satisfaction of real estate companies, including assurance, reliability, tangibility, understanding,
and responsiveness. Based on the study’s findings, some management implications were proposed
to improve the service quality of real estate companies in order to increase customer satisfaction.

Keywords: real estate industry service quality, customer satisfaction, Ho Chi Minh City.
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