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TOM TAT:

Nghién cifu huéng t6i muc tiéu xay dung md hinh ddnh gia tic dong cia cdc chi€n lugc khoi
phuc dich vu (CLKPDV) t6i sy tha tht cia khach hang va dnh hudng cta sy tha thd ctia khach
hang t6i y dinh tai sit dung dich vu (TSDDV) ctia ho trong boi cinh nganh Hang khong dan dung
tai thi trudng Viét Nam. K&t qua nghién cttu cho thi'y cic CLKPDV nhu: 15i xin 18i, boi thudng va
co hoi 1én ti€ng déu c6 tdc dong tich cuc d&n sy tha thit clia khach hang va sy tha thit clia khich
hang c6 &4nh hudng thuin chiéu d&€n y dinh TSDDV. Nghién citu ciing dé xuit cic gidi phap tdi cdc
hing hang khong d& ddm bao 15i xin 18i dudc truyén tai téi khdch hang mot cach c6 hiéu qua.

Tur khéa: khoi phuc dich vu, 16i dich vu, su tha thit ctia khach hang, ¥ dinh téi sit dung dich vu,

nganh Hang khong dan dung Viét Nam.

1. Dit van dé

Viét Nam va cdc nudc trén th€ gi6i dang tich
cuc trién khai cdc chinh sach phuc hdi nganh Hang
khong hau Covid 19 nhiim khoi phuc niém tin va
d4y manh nhu cau st dung dich vu hang khong ciia
khach hang. Trong nd luc cdi thién chit lugng dich
vu cua cdac hang hang khong, nhitng trdi nghiém
dich vu khong mong mudn nhu hdy chuyé&n hay
cham chuyén dudc xem 12 16i dich vu nghiém trong
[1], c6 thé 1am gidm sy hai long va niém tin cla
khé4ch hang, ddng thdi lam ting chi phi van hanh va
gdy that thodt doanh thu [8]. Mit khdc, céc
CLKPDV (service recovery strategies) ctia doanh
nghiép nhu 13i xin 16i, bdi thudng va co hdi 1én

230 S6 14 - Thang 6/2024

ti€ng da dudc chitng minh c6 thé thic ddy sy tha thi
clia khdch hang ddi v6i trdi nghiém dich vu tiéu
cuc, ddng thdi cling ¢d y dinh TSDDV ctia ho trong
tuong lai [8].

Mic du 1y thuy€t vé sy tha thit ciia khdch hang
(customer forgiveness) trong linh vuc khdi phuc
dich vu dang dan phat trién 3 thap ky trd lai day,
s6 lugng nghién ctu vé 4nh hudng cda cic
CLKPDYV khac nhau t6i sy tha thit ctia khach hang
va y dinh TSDDV ctia ho van con rat han ché, dic
biét trong bdi cdnh nganh Hang khong dan dung
tai mot thi trudng méi ndi nhu Viét Nam. Bén
canh d6, Harrison-Walker (2019) ciing chi ra miic
d6 hiéu quéa cia cic CLKPDV s€ khdc nhau tuy
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thudc vao nganh nghé dich vu va viung lanh thé
khac nhau [5].

Do d6, nhém tac gid cho ring, viéc nghién cdu
vé tic dong clia cic CLKPDV dén su tha thif clia
khach hang va dnh hudng ctia sy tha thit d&€n y dinh
TSDDV clia khach hang gép phan dem lai gid tri
thuc tién cho nhitng nd luc cai thién trdi nghiém
dich vu va sy hai 1ong ctia khach hang d6i véi dich
vu hang khong dan dung tai thi trudng Viét Nam.

2. Co s6 ly thuyét, cac gia thuyét va mo hinh
nghién citu

2.1. Cosé I thuyét

CLKPDV: Trén thyc t&€, viéc cung cap dich vu
khong c6 16i 1am 1a gin nhu khong thé d6i v6i nha
cung cap dich vu [2]. Theo d6, khoi phuc dich vu Ia
nhitng hanh dong va nd luc cla nha cung cap huéng
ti viéc sita chita, bu dip va xoa diu nhitng mat mat
vé thdi gian, tién bac va cong sitc ma khach hang
phdi chiu do 18i dich vu [4]. Miller et. al. (2000) da
phan loai cdc CLKPDV thanh cdc chién ludc khoi
phuc vé mit tAm ly va cdc chi€n ludc khoi phuc vé
mit vat chat [9]. P&i vdi cic chién lude khodi phuc
vé& mit vat chit, nha cung cip dich vu thudng dua ra
su boi thudng tai chinh cho khach hang nhu hoan
tién, gidm gid, ting qua, cung cAp dich vu mién
phi,... Ngudc lai, cdc chién lugce khoi phuc vé miit
tam Iy tAp trung xoa diu sy bAt man ctia khach hang
biing cach truyén tii sy quan tAm ctia nha cung cAp
t6i nhu cau va mong mudn cta khich hang, sy nudi
ti€c clia nha cung cAp doi vé6i trai nghiém dich vu
t6i té va thé hién nha cung cAp sin sang chiu moi
trach nhiém cho nhitng bat tién ma 16i dich vu dem
lai cho khach hang [13].

Theo Hui & Au (2001), nhitng CLKPDV phd
bi€n nhat, bao gdm: 15i xin 16i, bdi thudng va co
hoi lén ti€ng [7]. Theo d6, sau trdi nghiém 15i dich
vu, néu doanh nghiép thit bai trong viéc dua ra
mdt 15i xin 18i chin thanh, mic bdi thudng tai
chinh hgp 1y hay co hodi dé€ khdch hang phan nan
vé 13i dich vu, cdm xic tiéu cuc ctia khdch hang
gin lién v6i trdi nghiém khong mong mudn sé gia
ting, tir d6 1am gidm di dang k€ sy tha thit ctia ho
danh cho nha cung cAp. M&i quan hé tich cuc giita
cdc CLKPDV néi trén va su tha thd cia khich
hang da dudc chitng minh trong nghién ctru thyc
nghiém [3, 5].

Su tha th&t va y dinh TSDDV cia khach hang:

Xie & Peng (2009) dinh nghia su tha thi cta khach
hang 1a trang thdi khach hang sin long cham dit
con gian dit, y dinh trd thit hay cdc hanh dong gy
hai khic d6i véi nha cung cAp dich vu sau trdi
nghiém dich vu tiéu cyc, dong thdi hinh thanh
nhitng phan @ng tich cuc ddi v6i nhitng nd lyc khodi
phuc dich vu clia nha cung cap [13]. Theo do,
khach hang ty nguyén giai tda nhitng cam xic tiéu
cuc, tir bd viéc tra diia hay bat cit hanh dong khdng
mong mudn ndo d6i v6i nha cung cip, tir d6 hinh
thanh mong mudn xay dung lai m&i quan hé véi
nha cung cip. Mit khic, § dinh TSDDV ctia khdch
hang c6 thé dugc hiéu 1a y dinhg trong viéc quay tr§
lai tng ho va st dung dich vu cia mot nha cung cip
cu thé sau khi khach hang trdi nghiém 15i dich vu tir
nha cung cip nay [10]. Y dinh TSDDV phan 4nh
ddnh gi4d chii quan clia khach hang vé tiém ning
tao dung lai mdi quan hé v6i nha cung cip sau khi
xem xét tinh hinh ctia ho & hién tai va nhitng vién
cdnh c6 thé x4y ra & tuong lai [6]. Tsarenko & Tojib
(2015) da nhan manh mai lién hé chit ché giita sy
tha th cda khach hang va y dinh TSDDV cua ho,
ddng thdi dua ra k&t luAn néu khich hang lya chon
tha thi cho nha cung cap dich vu, x4c suat dé khach
hang d6 quay trd lai va ti€p tuc st dung dich vu clia
nha cung cip nay ritcao [12].

Theo mo hinh vé su tha thit trong giao dich [11],
sau khi trdi nghiém 16i dich vu va nhan dudc 15i xin
161, sy bdi thudng hay co hdi Ién ti€ng tir nha cung
cap, khidch hang s& hinh thanh nhitng danh gid cht
quan vé tinh nghiém tic va tinh cong bing clia
nhitng nd lyc khdi phuc dich vu nay. Néi cach khéc,
cdm nhan ctia khach hang vé cdc CLKPDV Ia két
qua cla qud trinh ddnh gia chi quan nay va goép
phan thic ddy khach hang hinh thanh sy tha thi nhu
mot phan ng d6i phé. Theo d6, su tha thi clia
khich hang s& kéo theo su hoa gidi, ddng thuin va
hoa hgp trong mdi quan hé giita khdch hing va nha
cung cip, tir d6 gép phan ting cudng va cling ¢d ¥
dinh TSDDYV ctia ho.

2.2. Gid thuyét va mé hinh nghién citu (Hinh 1)

Tur nhitng cd s6 1y thuy€t néu trén, nhém tac gia
da di dén xay dung mo hinh nghién ctu bao gdm 5
nhén t6: 15i xin 18i (APO), bdi thudng (COM), cd
hoi 1én ti€ng (VOI), sy tha thit cla khdch hang
(FOR) va y dinh TSDDV (REP). Theo d6, nhém tac
gi4 dé xuit cic gia thuyé&t nghién cifu nhu sau:
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Hinh 1: Mé hinh nghién ciu

[ Loixin6i |

[ Béithuong

]_H2+—>[ Sy tha thli cia khach hang j—H4+~>[Y dinh tai st dung dich vu j

[ Cohoilentiéng ]/H3+

Gid thuyé&t H1: Ldi xin 13i ¢6 tdc dong tich cuc
dén sy tha thit ciia khach hang.

Gi4 thuyét H2: Bdi thudng c6 tic dong tich cyc
dén su tha thit cia khach hang.

Gid thuy&t H3: Co hoi 1én ti€ng c6 tac dong tich
cuc dén sy tha thit cda khich hang.

Gié thuy&t H4: Sy tha thit ciia khach hang ¢6 tdc
dong tich cuc dé€n y dinh TSDDV clia khach hang.

3. Phuong phap nghién ciu

DP6i tugng khdo sit cda nhém tic gid 1a cdc
khdch hang da va dang st dung dich vu hang
khong tai Viét Nam. Nhém tdc gia ti€n hanh thu
thap dit liéu thong qua hinh thitc khdo sdt tryc ti€p
bing bang hdi dva trén thang do Likert 5 mtc do.
Khdo sit dugc thuc hién trén tdng s& 303 khach
hang st dung dich vu hang khong dan dung tai
San bay Quéc t€ Noi Bai trong khodng thdi gian
tir thang 03/2024 d&n thdng 04/2024. Nhém tic
gid da ti€n hanh khado sit vao cdc khung gio khic
nhau phin bd vao cdc ngdy trong tuin, nhim
tranh 18i thién vi trong viéc thu thap dit lidu.

4. K&t qua nghién cifu

4.1. Két qua kiém dinh d¢ tin cdy Cronbach’s
Alpha

K&t qui kiém dinh cho thdy hé s Cronbach’s
Alpha clia cdc nhan t6 trong thang do dat gia tri tir
0,893 dé&n 0,938 va vugt ngudng yéu cau 0,6, ching
t6 thang do cho cdc nhan t6 trong md hinh nghién
ctftu déu ddm bdo dugc do tin cdy va tinh hdp €.
Bén canh d6, hé s§ tuong quan bién - tdng cla tat
c4 cdc bién quan sit déu 16n hon 0,3 va nim trong
khodng tir 0,765 dén 0,858. Ngoai ra, hé sO
Cronbach’s Alpha néu loai bi€n ctia cdc bi€n quan
sat déu khong vudt qui hé sd Cronbach’s Alpha
clia cdc bi€n ddc lap va bi€n phu thudc. T do,
nhém tic gid k&t luan, thang do cho mo hinh nghién
citu ddm bao dugc dd tin cay va tinh hop 1€ va tat ca
cc bi€n 12 phit hgp dé dua vao budc phan tich nhan
t6 khdm phd (EFA) ti€p theo. (Bang 1)
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Nguén: Nhém tdc gid dé xudt

4.2. Két qud phén tich EFA

Phan tich EFA dugc thyc hién trén tdng s6 19
bi€n quan sat cla thang do cho thdy hé s6 KMO =
0,930 (vugt mic 0,5). Kiém dinh Bartlett’s Test cho
tha'y k&t qua c6 ¥y nghia thong ké: y2 = 4867,467; df
= 171; sig. = 0,000, chitng t6 dir liéu mo hinh phu
hdp v6i phan tich nhan t6 (Hair va cong su, 2017).
Bén canh dé, tri s6 Eigenvalue ctia cdc nhan t6 déu
c6 y nghia (I6n hon 1) va t8ng phuong sai trich
(Total Variance Explained) cho 5 nhin t& dat mic
74,803% (vudt ngudng 50%) cho thdy mo hinh
nghién citu ¢6 cau triic nhan t6 phi hdp.

4.3. Két qud phéan tich nhdn to khdng dinh
(CFA)

Tir k&€t qua phan tich EFA, nhém téc gia danh gid
mo hinh phit hdp va tuong thich véi dit liéu thuc €.
Nhom tac gid ti€p tuc ti€n hanh phan tich nhan &
khdm ph4 cho m6 hinh t6i han nhiim d4nh gia gid tri
hoi ty, gia tri phian biét va do tuong thich cia md
hinh. K&t qua phan tich CFA da cho thay hé s6 Chi-
binh phuong/df = 1,718 (< 3), Sai s0 binh phuong
trung binh gdc (RMSEA) = 0,049 (< 0,08), Chi s&
phit hdp so sanh (CFI) = 0,979 (> 0,9), Chi s0
Tucker—Lewis = 0,975 (>0,9), Chi s8 dd phit hgp md
hinh (GFI) = 0,922 (> 0,85). Bén canh d6, trong sd
hdi quy chuén héa ciia cic bién quan sit déu > 0,5
khéng dinh dudc gia tri hoi tu clia thang do. (Bang 2)

4.4. Két qud phan tich mé hinh céu triic (SEM)

K&t qua phan tich mo hinh cu tric dudgc trinh
bay trong Hinh 2 di cho thay hé s& hdi quy chuin
héa B cda tit cd cdc mbi quan hé trong mo hinh
déu dat dudc gia tri duong. Cu thé, trong 3 bién
ddc lap tdc dong dén bi€n FOR, bi€n APO c6 tic
dong tich cuc y&u nhat tdi FOR vdi hé s§ hdi quy
chudn héa B = 0,263, tir d6 chitng minh dudc gia
thuy€t H1. Ti€p theo, bién COM ciing c¢6 dnh
huéng didng ké dén bi€n FOR véi hé s6 hodi quy
chudn héa B = 0,264, tir d6 di d&n k&t luan gia
thuy&t H2 c¢6 y nghia vé thong ké. Theo d6, bién
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Bdng 1. K&t qud ki€m dinh dd tin cdy Cronbach’s Alpha

Nhan to Biénhquansat | Tuongquanbién-tdng | Cronbach’s Alpha néu loaibién | Hé s Cronbach’s Alpha
Lo APO1 0,792 0,846
xin IGi APO2 0,776 0,860 0,893
(APO) APO3 0,804 0,836
COM1 0,795 0,905
B3i thueing COM2 0,834 0,893 0901
(COm) COMS3. 0,817 0,898 ’
COM4 0,828 0,894
VOI1 0,812 0,894
Co hoi VOI2 0,796 0,898
lén ting VOI3 0,765 0,903 0,917
(VOI) VOl4 0,800 0,896
VOI5 0,768 0,903
Sutha thi FOR1 0,857 0,917
clia khach FOR2 0,858 0,917
hang FOR3 0,845 0,921 0.9%8
(FOR) FOR4 0,850 0,920
v dinh REP1 0,797 0,883
TSDDV REP2 0,835 0,851 0,908
(REP) REP3 0,815 0,868

BAng 2. Két qud phén tich CFA

... | Sobién . EAEICR
Nhan t6 uan sat chuan héa p-value
g (khoang phan bd)
APO 3 0,832-0,883 i
COM 4 0,831-0,884 b
VOI 5 0,782-0,864 i
FOR 4 0,881-0,898 b
REP 3 0,857-0,894 i

Nguén: Nhém tdc gid téng hop tit phan mém SPSS

VOI ¢6 tic dong thudn chiéu manh nhit ti bién
FOR v6i hé s6 hdi quy chudn héa cao nhit B =
0,365, tir d6 cling cd gid thuyé&t H3. Bén canh do,

Ngubn: Nhém tdc gid téng hop ti phdn mém SPSS

hé s6 hdi quy chuin héa cho 4nh hudng ciia bién
FOR dé&n bién REP (B = 0,532) ciing chiing minh
su tha thit ctia khdch hang 1a tién dé quan trong cho
y dinh TSDDV ctia ho, qua d6 khing dinh gid
thuy€&t H4. Tir k&t qud phan tich mo hinh ciu tric,
nhém tic gid di dén k&t ludn cdc gid thuyét H1,
H2, H3 va H4 ciia md hinh nghién ctu 1a ¢6 y
nghia thong ké va dudc chdp nhan.

5. K&t luan va ham y chinh sach

K&t qud phan tich dit liéu cho thdy chién lugc
15i xin 16i ¢6 4nh huéng thuin chiéu ddng k€ t6i sy
tha thit cia khach hang. Néi cach khéc, 15i xin 16i
chan thanh va c6 thién chi tir nha cung cap dich vu
sé& khi€n khdch hang trd nén cdm thdong hon va
s&n sang tha thit hon cho 18i dich vu va nha cung
cap. Theo d6, cdc haing hang khong nén ti€n hanh
trién khai cdc khéa ddo tao nhin vién tuyén dau
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Hinh 2: Két qud phén tich mé hinh céu tric

[ Lo xin 161 ]\ +0,263

[ Béithuong

\ - 2 re ~ & r4] 2,
J— +0,264 —»[ Su tha thi cua khach hang j— +0,532 *)[Y dinh tai st dung dich vu j
/

[ Cohgilentigng |~ *0%%°

cdc k§ ning quan trong nhu k§ ning ling nghe
chi dong, k§ ning giao ti€p,... d€ ddm bio 15i xin
16i dugc truyén tai t6i khach hang mot cich c6
hiéu qua. Bén canh dé, viéc xay dung cdc bd quy
trinh va huéng din cu thé cho chi€n ludc xin 16i
khdch hang va phat trién cdc hé thdng thu thip
phdn hdi ctia khiach hang vé trdi nghiém 15i dich
vu cling can dudc c4dc hing hang khdng chi trong
va quan tam.

Nghién cifu cia nhém tdc gid chi ra, néu khach
hang cho ring sy bdi thudng tai chinh ma ho nhin
dugc 1a hdp 1y, ho s& c6 xu huéng tha thit cho 15i
dich vu clia nha cung cap. Vi vay, cdc hing hang
khong nén thiét 1ap nhitng quy dinh 16 rang va hop
ly vé loai 18i dich vu va mifc bdi thudng tai chinh
tuong ng, dong thdi thong bdo nhitng quy dinh nay
t6i khdch hang thong qua cdc phuong tién truyén
thong nhiim cdi thién cAm nhan ctia khach hang vé
su cong biing va minh bach ctia nha cung cap khi xit
ly 16i dich vu.

TAILIEU THAM KHAO:

Ngudn: Nhém tdc gid tong hop tix phdn mém SmartPLS

Bén canh 18i xin 18i va bdi thudng, chién lugc
co hoi 1én ti€ng cling dugc chitng minh ¢6 tic dong
cling chiéu tdi sy tha thit ctia khach hang trong boi
canh nganh Dich vu hang khong dan dung tai Viét
Nam. Vi vdy, cdc hang hang khdng cin nd lyc cdi
thién quy trinh xt ly khi€u nai cia kh4ch hang biing
cach da dang hdéa cic phuong thic lién hé véi
khich hang, dong thdi ddm bio nhitng kénh giao
ti€p nay d& truy cap va than thién véi ngudi diing.

K&t qué nghién ciu cling di ching minh khi
khach hang sin sang tha thit cho nha cung cAp dich
vy, ¥ dinh TSDDV clia nha cung cAp nay ctia khiach
hang s& dugc gia ting dang ké. K&t qua nay dem lai
y nghia thyc tién cho cdc doanh nghiép cung cap
dich vu néi chung va cic hang hang khong dan
dung Viét Nam néi riéng bing cdch nhan manh vai
trd clia cdc CLKPDV trong viéc thiic ddy su tha thi
ciia khach hang, tir d6 cai thién cdm nhén cla
khédch hang vé nha cung cip va ting cudng ¥ dinh
TSDDV ctiaho B
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ABSTRACT:

This study developed a research model to evaluate the impact of service recovery strategies
on customer forgiveness and the impact of customer forgiveness on repatronage intentions
within the context of Vietnam’s civil aviation industry. The study’s results show that service
quality factors such as apology, compensation, and the opportunity to speak up all have positive
impacts on customer forgiveness, and customer forgiveness has a positive influence on
repatronage intentions. The study also proposed solutions for airlines to ensure apologies are
effectively conveyed to customers.

Keywords: service recovery, service failure, customer forgiveness, repatronage intentions,
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