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TOM TAT:

St dung phuong tién giao thong cong cdng dugc coi la mot xu hudng van minh va hién dai gép

phan gidm thi€u qua tai clia giao thong trong do6 thi. Tuy nhién chat lugng dich vu clia giao thong

cong cong can dugc cai thién lién tuc d€ ting canh tranh va thu hiit thém ngudi ding. Tuyén

dudng sit C4t Linh - Ha Pong, tuyén dudng Gng dung cong nghé dudng sit trén cao diu tién tai

Viét Nam, dugc tac gia Iwa chon d€ thuc hién nghién citu vé chat lugng dich vu qua viéc khio sat
319 hanh khach. K&t qué chi ra ring: (1) Chat lugng chic ning va Chat lugng két qua c6 tac dong
dang k&; (2) Chat lugng cAm quan c6 tac dong nhe; va (3) Chat lugng k§ thuat khdng cé tic dong

t6i y dinh stt dung phuong tién giao thong cong cdng. Tir két qua trén, nghién citu dua ra nhitng

ham ¥ gitip nang cao chat lugng dich vu danh cho phuong tién giao thong cong cong tai Viet Nam.
T khéa: chat lugng dich vy, ¥ dinh st dung, phuong tién cong cong, khach hang, dudng sit

CétLinh - Ha Bong.

1. Pat van dé

Chat lugng dich vu duge xay dung thong qua
qud trinh danh gid trdi nghiém thuc t&€ va sy mong
ddi cta khdch hang, 12 mot trong nhitng yé&u t&
quan trong tao ra I¢i th€ canh tranh ctia cac doanh
nghiép trong nén kinh t& hién dai. Parasuraman va
cdc cong su (1985) khflng dinh chat lugng dich vu
do ludng mitc dd tot clia mot dich vu so véi su
mong ddi ciia khach hang. Doanh nghiép ddp tng
hoic vugt qua mong ddi dudc coi la c6 chit lugng
dich vu cao. Nghién cttu vé chit lugng dich vu
ngdy cang phat trién theo dinh huéng khich hang
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(Alzaydi va ciac cong su, 2018; Prentice va céc
cong su, 2019; Park va Kim, 2021). Theo
Alkharabsheh va cdc cOng sy (2021), mot trong
nhitng van dé cin gidi quyét clia d6 thi héa 1a sy
gia ting qud nhanh ctia cdc phuong tién giao thong
c4 nhan. Piéu ndy mang t6i sy qud tii vé giao
thong, tic dudng, Un tic hay sy ting trudng vudt
ngudng ctia nhu cau dd xe, nhu cAu mua xe hay céc
van dé khac lién quan dé&n giao thong. Do d6, xu
huéng méi cla th€ gidi 1a xay dung hé thdng
phuong tién giao thong cdng cOng van minh, hi€n
dai va c6 kha ning chuyén chd 16n, nhim gidm
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thi€u cdc van dé cla phuong tién giao thong cé
nhan (Tran Thi Phuong Anh va cdc cong su, 2021).

Du 4n dudng sit trén cao Cat Linh - Ha Pong
dudc xem 1a mot gidi phdp hitu hiéu vi nhitng dong
g6p cho viéc gidm thi€u tic nghén giao thong va
khong tao ra thém ludng phuong tién cho nhitng
tuyén dudng. Pay 1a mot sy dot phd trong nganh
Dich vu van tdi cia Viét Nam vi day 1a cong trinh
diu tién 4p dung cong nghé mdi tién ti&n cia nudc
ngoai. Tuy nhién, do tinh m&i ctia phuong tién giao
thong dudng sit tuyén C4t Linh - Ha Pong, su trdi
nghiém cta khach hang c6 thé chwa duge nhu' y va
sy hai 1ong cda khich hang cin phai dudc chi
trong dé cdi thién. Pic biét khi xem xét vin dé
nay dudi géc nhin clia chit lugng dich vu: Liéu
dudng sit Cat Linh - Ha Pong c6 thé hoat dong véi
chit lugng tot nhat d€ ddm bio su hai long cda
khdch hang hay khong?

2.CosG 1y luan

2.1. Chat lugng dich vu

Chat lugng dich vu theo Parasuraman va céc
tdc gia (1988) la mic dd khac nhau gitta sy mong
ddi clia ngudi tiéu diing vé dich vu va nhan thitc
ctia ho vé k&t qua clia dich vu. Cha't lugng dich vu
12 mitc do chénh l&ch giita ky vong va thuc t& cla
khach hang d6i vé6i cdc dich vu ma ho nhan dudc
(Tran Viét Hoang va cdc cong su, 2021). N&u dich
vu nhian dugc thdp hon mong mudn ky vong,
khach hang s& cdm thiy thit vong va sé ngling
mdi quan hé véi cong ty dich vu (Park va Kim,
2021). Do d6, chat lugng dich vu c6 thé dudc dinh
nghia la sy khac biét gitta ky vong ctia khdch hang
vé dich vu va cdm nhan dich vu. Chat lugng dich
vu thudng dugc cong nhan 1a mot yéu t& thanh
cong quan trong trong mot cong ty nd luc d€ tao sy
khéc biét so vdi cdc doi thd canh tranh (Bellizzi va
cdccong sy, 2019).

Mot trong cic ly thuyét ndi ti€ng nhat vé Chat
lugng dich vu 1a thang do “SERVQUAL”, ban diu
dugc phét trién bdi Parasuraman va cong su (1988)
va sau d6 dugc tinh ché bdi Parasuraman va céic
cong su (1991). Thang do SERVQUAL, bao gdm
22 muc dai dién cho nim thit nguyén, ban dau dugc
ap dung trong 5 cai dit dich vu, gdm: ngin hang
ban 1é, dich vu thé tin dung, sta chita va bao tri

dién thi€t bi, dich vu dién thoai dudng dai va moi
gi6i quyén sd hitu. Sau dé, thang do di dugc st
dung d€ do ludng chit lugng dich vu trong nhiéu
modi  trudng dich vu khac nhau. Coéng cu
SERVQUAL da dugc 4p dung rOng rai va c6 gia tri
bdi céc hoc gid va cdc nha quan Iy hanh nghé nhu
nhau (Alzaydi va cic cong su, 2018).

2.2. Y dinh sit dung sén phdm ciia khdch hang

- Méi quan hé giita chdt lugng dich vu va y dinh
sit dung san phdm ciia khdch hang

Fornell (1992) tin riing, chit lugng dich vu s& ¢6
4nh hudng ding ké dén y dinh mua hang ctia khach
hang. Jang va Namkung (2009) chi ra chat lugng
dich vu s& dnh hudng tich cuc d&€n ¥ dinh hanh vi
cla ngudi tiéu dung. Cac nghién citu cia Hsieh va
Tseng (2010) da chi ra chat lugng dich vu cta
internet dién thoai c6 anh hudng tich cuc ding ké
dén y dinh hanh vi ciia khiach hang. Y dinh mua
hang ¢6 mdi quan hé véi chit lugng dich vu, vi chat
lugng dich vu 12 mot trong nhitng y&u t& du dodn ¥
dinh mua hang. Mot s6 nghién cttu chitng minh
ménh dé nay, bao gdbm Ha va cdc cong su (2014),
ngudi nhan thdy ring chat lugng dich vu c6 anh
huéng tryc ti€p manh nhit dén ¥ dinh mua hang.
Lee va cOng su (2016), Huang va cOng su (2014)
ciing cho thay chat lugng dich vu c6 mdt Anh hudng
dén y dinh mua hang. Choudhury (2013) nhan thay
chat lugng dich vu cdm nhan c6 kha ning du dodn
manh mé § dinh mua hang ctia khdch hang

- Y dinh sit dung phuong tién giao thong cong
cong

Theo Ajzen (1991), y dinh 12 mot yéu t& dung
dé d4nh gi4 kha niang thyc hién hanh vi trong tuong
lai, ¥ dinh 12 mot y&u td tao dong luc, thic ddy ca
nhan sin sang thuc hién hanh vi va bi dnh hudng
tryc ti€p bdi thdi do, chudn muc chii quan va nhan
thitc ki€m sodt hanh vi. Y dinh hanh vi dugc gia
dinh 13 tién dé trung gian ctia hanh vi, nghién ctu
vé y dinh stf dung s& du’ dodn tot d6i vdi hanh vi sit
dung (Ajzen, 1991). Theo Scheer (2004), y dinh la
mot trang thdi tinh than, thudng c6 stic manh nhan
qud. Su quyé&t tAm, clia mot ngudi hoidc sy lo ling,
héo hitc cia ngudi d6, nhu nhitng “sic manh” thic
d4y ching ta. C6 nhitng dic di€ém khic clia y dinh
ma trang th4i tinh thin ctia y dinh khong c6 chung.
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3. Phuong phap nghién citu

3.1. Phuong phdp thu thdp va xit Iy so ligu

Nghién cttu thu thap thong tin bing cdch khdo
sat bang hdi danh cho khach hang da trai nghiém,
st dung dich vu tau dién trén cao Cdt Linh - Ha
bong trén dia ban Ha Noi. Nghién cttu chinh thic
dudgc thyc hién bing cdch thyc hién online thong
qua bang cau héi. Tdc gid ti€n hanh khdo sdt véi
mau bing 350 khdch hang, thu lai 327 phiéu,
trong d6 c6 319 phi€u hgp 1& c6 thé ti€p tuc phan
tich dit liéu. Viéc xit 1y sd liéu, ki€m dinh thang
do va phin tich k&t qud thdng qua st dung phan
mém SPSS.

3.2. M6 hinh nghién ciiu

Nghién cifu dugc xay dung dua trén cd s& ké
thira thira tir mo hinh nghién ciu tién nhiém cta
Zeithaml va Bitner (2003); Kang va James (2004);
Hsieh va Hiang (2004) va Randheer va cac cong su
(2011). M6 hinh dé xuat nhu Hinh 1.

Hinh 1: M6 hinh nghién ciu dé xuét

[ Chét lugng chiic nang

Chéit luong ky thuat ]\

(
[ Chét lugng cdm quan
(

Y dinh clia
khach hang

Chét lugng két qua

Nguon: Tdc gid dé xudt

3.3. Phdt trién gia thuyét nghién ciiu

< Chdt lugng dich vu

Alzaydi va cdc cong su (2018) chat lugng dich
vu dugc khach hing cAm nhan c6 hai chiéu: chiéu
chitc ning (hoic quy trinh) va chiéu ky thuat
(hoic két qud). Chat lugng chifc ning tp trung
vao "cdch thitc" va xem xét cdc van dé nhu hanh
vi clia nhin vién ti€p xidc vdi khdach hang va toc
dd ctia dich vu. P6 1a cdch t8 chite dich vu cung
cap dich vu d6 cho ngudi tiéu dung. Do d6, chat
lugng chifc nidng c6 dnh hudng truc ti€p dén Chat
lugng dich vu.

HI: Chdt lugng chitc ning dnh hudng ddang ké
dény dinh sit dung dich vu ciia khdch hang.

% Chdt lugng k§ thudt

ChA't lugng k§ thuit 12 nhitng gi ngudi tiéu
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ding nhan dugc do tuong tic ciia ho v4i mot cong
ty dich vu, chat lugng k§ thuit trd 15i cau hdi
khiach hang nhian dudc gi (Gronroos 1984). Néi
cdch khéc, ngudi tiéu dung s€ dya vao cam nhin
cia ban than dé danh gid mot dich vu hoic sin
ph§m bat ki. Tuy nhién, vi dich vu dugc sdn xuat
trong tuong tdc véi ngudi tiéu dung, nén chat
lugng k¥ thuit nay sé& khong dugc tinh cho tdng
chat lugng ma ngudi tiéu ding cdm nhin dugc. R6
rang, khdch hang cling s€ bi dnh hudng bdi cich
thitc ma chat lugng k¥ thuat duge chuyén giao cho
anh ta vé mit chifc ning.

H2: Chdt lugng k§ thudt cé dnh hudng dén y
dinh sit dung dich vu ciia khdch hang.

% Chdt lugng cam quan

Nhitng cdm nhan tryc ti€p clia khdch hang
bing gidc quan nhu mit sé dnh hudng truc tiép
dé&n d4nh gid vé chat lugng dich vu clia khich
hang. Co s ha ting va thi€t k& khong gian 1a
nhitng y€u t& chinh 4nh hudng truc ti€p d&n sy hai
long cua khach hang. Theo nghién ctu cda
Khaled (2013), nhitng y&u t6 lién quan dé€n chat
lugng cAm quan c6 dnh hudng d&€n chat lugng dich
vu tdng thé.

H3: Chdt lugng cdm quan dnh hudng ddng ké
dén y dinh sit dung dich vu cia khdch hang.

% Chdt lugng két quad

Chat lugng két qud, 1a khia canh th ba cda
chat lugng dich vu, khong chi bao gdbm viéc cung
cap dich vu ding gid ma con 1a bing chitng va gia
tri hitu hinh (Lu va cdc cdng su, 2010). Cha't lugng
k&t qua 1a thuéc do cla khach hang vé k&t qua
dich vu (Jao-Hong va cédc cong su, 2019). Chat
lugng k&t qua lién quan truc ti€p dén sy thda man
mong mudn clia ngudi tiéu ding va din d€n cdm
gidc vé trdi nghiém. Chat lugng k&t qua c6 lién
quan chit ché dén sy hai Iong, vi né cling phdn
4nh sy ddnh gi4 toan cdu vé chit lugng dich vu
dya trén trdi nghiém ctia khach hang.

H4: Chdt luong két qud cé dnh hudng ddang ké
dén y dinh sit dung dich vu ciia khdch hang.

4. K&t qua nghién citu

4.1. Thong ké mo td

MaAu nghién cttu dugc thyc hién va phin mo ta
cac dir liéu thu thap dugce trinh bay trong Bang 1.
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Bdng 1. Bdng théng ké mé t& cla nghién ciu nhé hon 0,5 ciing di dugc loai
STT|  Téuchi Phan nhém Ssluong | Tyl khoi md hinh nghién ciu va ket
- ; qua dudc ti€p tuc st dung cho cic
Kich thuécméu | Tong 319 buéc phan tich ti€p theo.
Sinh vién 165 51,72% 4.3. Phan tich hoi quy
A A 2 <A 2 2
Nhanviénvanphong | 62 19,44% HE 50 R® dicu chinh duge su
dung dé phan dnh sdt hon mitc
1 | Nghénghiép Lao dong tu do 88 27,59% d6 phit hop ctia mé hinh hdi quy
Khac 2 0.63% tuy&n tinh boi, vi né khong ting
Chua co thu nhap 40 12,54% khi ting thém O bi€n quan sdt.
Két qua cho thiy mdé hinh hoi
2 | Thunhap T 5-10 trigu VND 66 20,69% dung phit hgp véi tap dit ligu dén
. i . muc 66,9%.
Trén 10 triéu VND 98 30,72% 4.4. Phuong trinh hdi quy
Dudi 18 tudi 8 2,51% Theo bang k&t qua thi bién
Tu 18-23 tudi 177 55,49% quan sdt K§ thudt bi loai b6 khoi
3 | Botudi 112330 06, 6 19.75% phuong trinh hdi quy (vi K§ thuat
Uo-So ol 3% 6 sig = 0.297 > 0.05), ta c6
TU 30 tudi tr 1én A 22,26% phuong trinh hdi quy chudn héa:
Nguén: Nghién citu cila tdc gid YD =0.400xCN + 0.112xCQ
+0.292xKQ

4.2. Kiém dinh dj tin c@y va phan tich nhén to’
khdm phd

- Kiém dinh do tin cdy

Theo Hair va cdc cdng sy (2007), cic gid tri
alpha nhé hon 0.7 sé& bi loai ra khdi mo hinh dé
ddm bdo dd tin cay cia s6 liéu. Sau khi thyc hién
ki€m dinh Cronbach’s Alpha, bu6c phan tich hdi
quy dugc thyc hién khi s& liéu da dugc ddm bio
vé y nghia thdng ké. Theo d6, cic chi tiéu YD4;
KQI1; KT2 bi loai khéi quy trinh nghién ctu.

- Kiém dinh KMP and Bartlett’s Test

Thong s6 KMO c6 gi4 tri tir 0 d&n 1; dung dé
ki€m dinh sy phil hgp cda tap dif lieu khio sit.
Theo Hair va cdc cong su (1995), KMO phadi > 0.5
v6i mic y nghia ctia kiém dinh Bartlett < 0.05 thi
tap dit liéu mdi phit hgp cho cdc phan tich hdi quy
ti€p theo. K&t qua cho tha'y hé s6 KMO = 0,722 >
0,5 va mifc y nghia ctia ki€ém dinh Bartlett (Sig) =
0,000 < 0,05. Nhu vay, tap dir liéu trén pht hgp
cho cdc phan tich thong ké ti€p theo.

- Kiém tra hé s6'tdi nhdn t6 (Factor loading)

TAtcé hé so tdi nhan t& (Factor loading) cla tat
c4 bi€n sit déu 16n hon 0,5. Cac bi€n cé hé sb tai

Chat lugng chic ning tdc dong manh nhat d&€n
y dinh st dung phuong tién giao thdong cong cong
tai Viét Nam véi gid tri beta = 0.400, tdc dong I6n
tht 2 12 nhan t8 Chat lugng két qud véi beta =
0.292 va cudi cung 1a nhan t6 chat lugng cdm
quan c6 tac dong it nhat (beta = 0.112). Ngudc lai,
yé&u t6 chat lugng k§ thuat khong tdc dong dén y
dinh st dung phuong tién giao thong cong cong tai
Viét Nam.

5. Thao luian k&t qua nghién ciu

Thit nhdt, chat lugng chic ning (CN) c6 4nh
hudng manh nhit d&én y dinh st dung dich vu. Chat
lugng chitc ning dudc dinh nghia 1a cich thirc ma
san pham/dich vu dén dudc véi khach hang cé tot
hay khong, vi du nhu thdi d6 ctia nhin vién truc §
ga thu d6i vdi khach hang hay thu c6 van chuyén
hanh khich d&n ndi hay khong. K&t qui nay c6 su
tuong dong v6i mot s6 nghién ciitu tién nhiém trong
qué kht cda Jorge va cdc cong su (2018), Leila va
caccong su (2017) va Elfi (2015).

Thit hai, chat lugng két qua (KQ) cling 12 mot
y&u t6 quan trong trong mo hinh nghién citu véi
mic do tdc dong la Beta = 0.292. Piéu nay cho
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thay chi't lugng k&t qua c6 4nh hudng dang ké dén
chat lugng dich vu. Cédc y&u t& nhu chi't lugng van
hanh cda tau, thdi gian di chuyén, 1gi ich clia viéc
st dung tau va nhin vién tryc & tau va ga ¢6 mot
vai trd quan trong trong viéc ddnh gia chit lugng
dich vu.

Thit ba, chat lugng cdm quan (CQ) khong c6
nhiéu tic dong tdi y dinh st dung ctia khach hang
ddi v6i dich vu dudng sit trén cao tuyén dudng
Cét Linh - Ha DPong. Nhitng y€u t6 mdi trudng
xung quanh nhu bai tri ga tau, hinh 4nh nhan vién,
thi€t k€ tau khong dnh hudng qud nhiéu téi y dinh
st dung dich vu ctia khdach hang.

Thit tu, chat lugng k§ thuat (KT) khong tao ra
anh hudng t6i y dinh st dung. Theo dinh nghia,
chat lugng k§ thudt 1a nhitng gi ngudi tiéu ding
nhian dugc do tuong tic cia ho v6i mot dich vu.
Do d6, c6 thé coi khach hang trong quyét dinh di

TAILIEU THAM KHAO:

lai bing thu dién trén cao khong quan tim tdi
nhitng vAn dé vé sy tuong tic giita nhan vién tryc
ga tau hay cdm nhén khi trdi nghiém tau.

6. K&t luan

Bai nghién citu dé cip dén tic dong cla chat
lugng dich vu d&€n y dinh sit dung phuong tién giao
thong cong cong tai Viét Nam, trong dé nghién
citu di€n hinh trudng hgp dudng sit Cat Linh - Ha
Pong. Piéu d6 da dugc chitng minh thdng qua cic
khdo sat va nghién ctfu s6 liéu clia nhém tac gia.
C6 thé khing dinh, chd't lugng dich vu cé mot tac
dong khong nhé dén y dinh st dung cda khdch
hang. Xu hudng thdi dai ngay nay cang ngay cang
phét trién, khdch hang cang ngay cang trd nén
thong thai hon trong viéc lya chon dich vu. Céac
doanh nghiép cang phdind luc gia ting chit lugng
dich vu d€ tao nén mot dich vu tt hon, dem lai
nhiéu 1¢i nhudn hon m
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IMPACT OF SERVICE QUALITY ON THE INTENTION OF
PASSENGERS TO USE PUBLIC TRANSPORTATION IN VIETNAM:
A CASE STUDY OF THE CAT LINH - HA DONG METRO LINE
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ABSTRACT:

Public transportation usage is regarded as a civilized and modern trend to solve the traffic
overload issue in urban areas. However, from the customer's perspective, the quality of public
transportation should be continuously improved to regain competition and attract more passengers.
This study analyzed the satisfaction of passengers with the service quality of the Cat Linh - Ha Dong
metro line, the first metro line in Vietnam. The study surveyed 319 passengers. The results indicated
that functional quality and outcome quality have significant impacts, while sensory quality has a
slight impact and technical quality has no impact on the intention of passengers to use public
transport. Based on the study’s results, some implications were proposed to improve the service
quality of public transportation in Vietnam.

Keywords: service quality, intention to use, public transport, customers, Cat Linh - Ha Dong
metro line.
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