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TOM TAT:

Bai viét nhim xac dinh cac yéu t6 anh huéng dén sy hai long cua khach hang ddi véi chét lugng dich
vu tai cac cira hang xing dau ciia Cong ty TNHH MTV Petrolimex Hué. Bai viét dya trén khao sat 139
khach hang duoc lya chon theo phuong phap chon mau thuan tién. Phuong phép phan tich do tin cay
Cronbach’s Alpha, phan tich nhan t6 kham pha EFA va phan tich hdi quy duoc 4p dung dé xr 1y s6 lidu.
Két qua cho théy, co65 yéu t6 tac dong dén su hai long cua khach hang bao gf")m: (1) su tin cay, (2) phuong
tién hiru hinh, (3) su ddng cam, (4) nang luc phuc vu, (5) sy dap ing.

Tir khéa: chét lwong dich vy, cira hang xing dau, Cong ty Petrolimex Hué.

1. Pit van dé

Xang dau 1a mat hang thiét yéu trong doi song
hang ngay ctia ngudi dan Viét Nam va c6 vai tro quan
trong ddi voi phat trién kinh té - xa hoi cling nhu an
ninh quéc gia. Tap doan Xing dau Viét Nam
(Petrolimex) tir 1au duoc xem la doanh nghiép gitt vi
tri ddn dau ca nude trong linh vyc kinh doanh xing
dau. Trong nhitng nim gan ddy, Petrolimex dang
phai d6i mat véi ap luc canh tranh ngay cang 16n tur
cac doanh nghiép ciing nganh nhu: Tong cong ty Diu
Viét Nam (PVOIL), Cong ty TNHH Xing Dau Tay
Nam S.W.P... Trong khi do6, nguoi ti€u dung ngay
cang quan tim dén cach thtrc phuc vu va tinh minh
bach tai cac diém ban.

Thanh phé Hué hién 13 trung tam kinh té, vin hoa
va du lich khu vyc mién Trung, do d6 nhu ciu sir
dung phuong tién giao thong ca nhan va dich vu ngay
cang gia ting. Ngoai ra, thi truong ban 1é xing diu
trén dia ban hién cling dang c6 sy canh tranh manh
me gitra Petrolimex va cac doanh nghiép kinh doanh
xang dau khac.

Néu nhu trude day, nhiéu nghién ctru lién quan
dén cht lugng dich vu chu yéu tap trung vao linh vuc
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ban 1¢ nhu si€u thi, ngan hang. . ., trong khi cac nghién
ctru chuyén sau vé su hai long ciia khach hang tai cac
hé thong cira hang xing dau van con kha han ché, dac
biét 14 trén dia ban thanh phd Hué. Do d6, nghién ctru
nay gop phan tim ra cac yéu t6 vé chét lugng dich vu
tai cic cira hang xing dau anh hudng dén sy hai long
cia khach hang, cung cip co so thyc tién gitp
Petrolimex giit vitng vi thé chu dao trén thi truong
thanh phd Hué va dap tmg ngay cang tot hon nhu cau
ctua khéch hang.

2. Téng quan vé co sé 1y thuyét va mé hinh
nghién ciu

2.1. Tong quan vé co sé Iy thuyét

Theo Parasuraman et al. (1988), chat lwong dich
vu la khoang cach giita sy mong doi vé dich vu va
nhan thuc ctia khach hang khi su dung dich vy. M6
hinh nghién ctru vé chét lugng dich vu dugc st dung
phé bién 13 moé hinh Servqual, day 1a mé hinh 5
khoang cach giita ky vong va cam nhan thyc té cua
khach hang vé cht luong dich vu cua Parasuraman et
al. (1988). M6 hinh nay bao gdm 5 thanh phan:

(1). Su tin cay (reliability): thé hién kha nang thyc
hién dich vu phti hop va diing han ngay 1an déu.
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(2). Sy dap tng (responsweness) thé hién sy sin
1ong ctia nhan vién nham cung cap dich vu kip thoi
cho khach hang.

(3). Nang luc phuc vu (assurance): thé hién trinh
dd chuyén mon va cung cach phuc vu lich su, niém
nd voi khach hang.

(4). Phuong tién hitu hinh (tanglbles) co sO vat
cht, canh quan, trang thiét bi,... dé thuc hién dich vu.

(5). Su dong cam (empathy): thé hién sy quan tam
cham soéc dén timg c4 nhan khach hang.

Mo hinh Servperf 14 mot sira di cia mé hinh
Servqual. Bo thang do ciia md hinh Servperf ciing sur
dung cac phat biéu trong tw nhu phin hoi vé cam
nhan cia khach hang trong mé hinh Servqual nhung
b6 qua phan cau hoi vé ky vong. Thang do Servperf
duoc danh gia 1a ngén gon va dé hiéu hon cho ngudi
duoc khao sat.

2.2. M6 hinh nghién ciru

Mo hinh nghién ctru dé xuat (Hinh 1) dya vao mo
hinh Servperf do mé hinh nay dugc danh gia la phu
hop hon so voi Servqual ¢ 2 khia canh chinh. Thir
nhdt, nhd luge bo phan khao sat sy ky vong, bang cau
hoi cua Servperf duge rat gon déng ké, giup giam bt
su mét mai va duy tri sy tap trung cla dbi tuong khao
sat trong qua trinh phong van. Thir hai, viéc st dung
Servqual thuong ddi mat véi rai ro vé do tin cdy cua
dir liéu do khai niém ky vong kha triru tugng ddi vei
nguoi tham gia khao sat. Nhu vay, mo hinh nghién
ctru cac yéu t6 anh hudng dén su hai long cua khach
hang dbi véi chat lugng dich vu tai cac cira hang xing
déu gbém c6 5 yéu tb:

- Su tin c@y: Theo Parasuraman et al. (1988) va
Cronin & Taylor (1992), su tin cdy la mot trong
nhitng thanh phan quan trong ctia chat luong dich vu
va c6 anh hudng tich cuc dén sy hai long ctia khach
hang khi trai nghiém dich vy dy. Nghién ctru ciia Huy
Phong & Ngoc Thuy (2027) va Anh Duy & Thanh
Huyen (2022) ciing cho thdy, khach hang cé xu
hudng hai long hon khi doanh nghiép thuc hién ding
cam két va cung cip dich vu chinh xé4c, dang tin cay.
Do do, c6 gia thuyét:

Gid thuyét H1: S tin cdy (STC) ¢6 tic déng cing
chiéu dén sw hai long ciia khach hang doi véi chdt
lwong dich vu (SHL).

- Su d4p tng: thé hién nhan vién tai cira hang sin
long phuc vu khach hang, sy nhanh nhen ctia nhan
vién ban hang, su gon gang va kip thoi khi thyc hién
tha tyc thanh toan, mic do kip thoi khi xur 1y cac
khiéu nai phat sinh ctia khach hang. Theo Huy Phong

& Ngoc Thuy (2007), sy dap ting c¢6 anh hudng tich
cuc dén su hai long cua khach hang. Khi doanh
nghiép cung cip dich vu nhanh chong, kip thdi va sin
sang hd trg khach hang, mirc d6 hai long c6 xu huéng
gia ting. Do do, bai viét d& xuat:

Gid thuyét H2: Sw déap g (SDU) ¢6 tic dong
cung chiéu dén sw hai long cia khach hang doi véi
chat lwong dich vu (SHL).

- Nang lyc phuc vu: 1a viéc nhan vién ban hang co
nhitng k¥ ning va kién thirc can thiét dé thuc hién dich
vu. Theo Parasuraman et al. (1988), nang luc phuc vu
phan anh trinh d¢ chuyén moén, sy lich sy va kha nang
tao niém tin v6i khach hang trong qua trinh khach
hang trai nghiém/sir dung dich vu. Nhiéu nghién ctru
cling chi ra nang luc phuc vu cang cao thi khach hang
cang tin twdng va hai long v6i chat lugng dich vu nhan
dugc (Huy Phong & Ngoc Thuy, 2007; Anh Duy &
Thanh Huyen, 2022). Do d6, ¢6 gia thuyét:

Gid thuyét H3: Nang e phuc vu (NLPV) ¢6 tac
dong ciing chiéu dén sw hai long ciia khdach hang doi
véi chat lwong dich vu (SHL).

- Phuong tién hitu hinh: 1a hinh dnh bén ngoai cua
cua hang, bao gE‘)m: co s6 vat chit, thiét bi, may moc
ban hang, hinh thirc cung cdp thong tin dén khach
hang, mang ludi giao dich ctia cong ty va ca nhan sy
tai cra hang. Nghién ctru cua Parasuraman et al.
(1988) cho rang, phuong tién hitu hinh 13 yéu t6 giup
khéch hang hinh thanh nhimng danh gia ban dau vé
chat luwgng dich vu cuia doanh nghiép. Diédu nay cling
twong ddng voi nghién ctru cua Huy Phong & Ngoc
Thuy (2007) va Anh Duy & Thanh Huyen (2022). Do
do, c6 gia thuyét:

Gid thuyét H4: Phirong tién hitu hinh (PTHH) ¢
tac déng ciing chiéu dén sw hai long ciia khach hang
doi véi chat lwong dich vu (SHL).

- Sy dong cam: 1a viéc nhan vién ban hang thé
hién sy quan tdm, chdm soc, ton trong khach hang khi
ling nghe nhitng mong mudn, nhu cau cua khach
hang. Sy dong cam phan anh mirc d6 quan tim ca
nhan ma doanh nghiép danh cho khach hang
(Parasuraman et al., 1988). Khi khach hang cam thy
duoc thdu hiéu, quan tdm va ho tro tir nhan vién, ho s&
¢6 xu huéng danh gia cao chit luong dich vu va cam
thay hai 1ong hon. Két qua nay tuong dong véi nghién
cuu cia Anh Duy & Thanh Huyen (2022). Do d9, co6
gia thuyét:

Gid thuyét H5: Su dong cam (SDC) ¢6 tic dong
cung chiéu dén sw hai long cia khach hang doi véi
chat luwong dich vu (SHL).
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Hinh 1: M6 hinh nghién ciu dé xudt

[Sutin cay ]— Hy+
— Sw hai
[ S déap tng ]— Ho+ long ctia
\ khach
[ Nang Iyc phuc vu Hz+ —>=| hang doi
/ véi chét
o lwong
[ Phwong tién hiru hinh ]— Hy+ dich vy
[ Sy déng cdm ]— Hs+

Nguon: Tdc gid dé xudt

3. Phwong phap nghién ciru

Nghién ctru dugce thuc hién thong qua 2 giai doan

- Giai dogn 1: dya vao co so Iy thuyét dé dua ra
md hinh va thang do so bd. Sau do, tién hanh khao sat
voi 20 khach hang tai cac cira hang xing dau cia
Coéng ty TNHH MTV Petrolimex Hué dé danh gia sy
d& hiéu cua cac phat biéu trong bang hoi so b va diéu
chinh trude khi chinh thuc khao sat.

- Giai dogn 2: nghién ctu sir dung phuong phap
phan tich nhan t6 kham pha (EFA) va hdi quy da
bién. Theo Hair et al. (2004), kich thudc mau t6i thiéu
nén dat tir 5 1an s6 bién quan sat. Nghién ciru sir dung
21 bién quan sat nén can 21*5=105 quan sat. Thyc té,
nghién ctru thu thap dugc 139 phiéu khao sat hop 18
ctia khach hang dang mua hang tai hé théng ctra hang
xang du cua Cong ty TNHH MTV Petrolimex trén
dia ban thanh phd Hué, do d6 dam bao diéu kién thuc
hién cac phan tich thong ké trong nghién ctru. Di liéu
dugc thu thap tir thang 12/2025 - 03/2026, theo
phuong phap chon mau thuan tién.

Dit liéu thu thap dwoc xir Iy bang phan mém SPSS
20.0 véi cac phuong phap phan tich sau: thong ké mo
ta, phan tich d tin cdy cua thang do Cronbach’s
Alpha va phan tich hdi quy twong quan.

4. Két qua va thio luin

4.1. Dic diém ciia nhém khdch hang diéu tra

Trong 139 phiéu khao sat, khach hang nam c6 60
nguoi, chiém 43,17%, trong khi khach hang nir c6
79 ngudi, chiém 56,83% trong tong sb mau khio
sat. V& d0 tudi, co cAu mau theo do tudi cho théy su
phan bé kha da dang giira cac nhoém khéach hang. Cu
thé, nhom tir 18-25 tudi chiém ty 1& cao nhit véi
33,09% (46 ngudi), tiép theo 1a nhom tir 26-35 tudi
chiém 29,50% (41 nguoi). Bén canh d6, nhom tir
36-45 tudi chiém 17,99% (25 ngudi), trong khi
nhém tir 46-55 tudi chiém 10,79% (15 ngudi) va

276 $6 14/2026

nhém trén 55 tudi chiém ty 1¢ thip nhat vai 8,63%
(12 nguoi).

Vé co ciu mau theo thu nhép hang thang, nhém c6
thu nhap tir 5 &én dudi 10 triéu ddng chiém ty 16 cao
nhét véi 38,85% (54 ngudi). Tiép theo 1a nhom tir 10
dén dudi 20 triéu dong chiém 30,22% (42 nguoi).
Ngoai ra, nhom ¢4 thu nhép tr 20 triéu dong trd 1én
chiém 20,14% (28 ngudi), trong khi nhom dudi 5
triéu dong chiém ty 1¢ thap nhét véi 10,79% (15
nguoi). Két qua nay cho thay, phan 16n khach hang sir
dung dich vu tai cac cira hang xang dau tap trung &
nhom ¢ thu nhép trung binh, 1a nhitng nguoi thuong
xuyén sir dung phuong tién ca nhan phuc vu nhu ciu
di lai va cong viéc héng ngay.

4.2. Danh gia d¢ tin cdy ciia thang do

Kiém dinh hé sb Cronbach’s Alpha cho két qua
céc thang do thanh phin gém: sy tin cdy, ning luc
phuc vu, phuong tién hiru hinh, sy dép tng, sy dong
cam c6 hé sd Cronbach’s Alpha lan luot 1a 0,884;
0,715; 0,818; 0,809; 0,788. Ngoai ra, cac bién quan
sat thudc cac thang do déu co hé sé tuong quan bién
téng 16n hon 0,3 nén khong co bién nao bi loai bo
khoi thang do.

Thang do bién phu thudc 1a sy hai long vé chét
lugng dich vu cta khach hang c6 hé s6 Cronbach’s
Alpha 13 0,896. Hé sb tuong quan bién tong ciia cac
bién quan sat déu 16n hon 0,3.

Nhu vay thang do st dung trong nghién ctru 1a du
do tin cay.

4.3 Phén tich nhén té khim pha (Exploratory
Factor Analysis - EFA)

4.3.1. Phén tich nhéan t6 kham phd EFA bién
doc lap

Sau khi tién hanh phan tich nhan t6 kham pha
EFA, ta dugc két qua nhu sau:

+ Hé s6 KMO 14 0,849 théa man diéu kién 0.5 <
KMO<I.

+ Kiém dinh Bartlett cho gia tri sig = 0,00 < 0,05
chimg o cac bién quan sat c6 twong quan véi nhau
trong nhan t4.

+ Tbng phwong sai trich 1a 64,051% > 50% cho
thdy mo hinh EFA 14 phu hop.

+ Cac bién quan sat déu co hé sb tai 16n hon 0,5.

Nhu vay, phan tich nhan t6 kham pha 1a phu hop
véi dir liéu nghién ciu.

Két qua phén tich nhan t6 kham pha EFA tai Bang
1 cho thdy, khong co Su x40 tron nao giita cac bién
quan sat ctia cac nhan t6 voi nhau. Diéu nay cho thiy,
thang do sir dung dé kiém dinh 1a phi hop.
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Bang 1. Két qua phan tich EFA

nhat. Nhu vay, phan tich nhan té

> Y kham pha la phu hop véi dit lidu, va
Bien Nhan to bién sy hai 1ong ciia khach hang ddi
S 1 2 3 4 5 vé6i chét luong dich vu 14 1 thang do
STC5 0,836 don hudng.
Nhu vay, nghién ciu da rat ra
STC1 0.814 duoc 5 nhan td ¢o sy anh huong dén
STC2 0,812 su hai long cua khach hang d6i véi
STC4 0,784 chat luong dich vy, do la: sy tin cay,
su dap ung, nang lyc phuc vy,
STC3 0,770 phuong tién hiru hinh, sy ddng cam.
PTHH3 0,796 4.4. Kiém dinh méi twong quan
PTHH2 0,776 giita bien doc ldp va bién phu thujc
PTHHA 0.762 .NPhaH tlcl} tqung‘ qu’an Ilearson
gitra bién doc lap va céac bién phu
PTHH1 0,753 thudc cho két qua céc gia tri Sig.(2-
SDU4 0,821 tailed) déu bé hon mirc y nghia o =
SDU3 0,793 0,05, cho tha}/ ’ton tf,u mA01 qufln{l@
twong quan c6 y nghia thong ké gitra
Sbu1 0,743 bién su hai long ctia khach hang ddi
SDU2 0,713 voi chat lugng dich vu va céc bién
su tin cdy, sy dap ung, nang luc
SDC4 0,747 phuc vy, phuong tién hitu hinh, sy
SDC2 0,745 ddng cam.
SDC3 0,719 4.5. Phdn tich hoi quy
SDCA 0,680 . Mo' Ennh hoi quy dl:IQC xay dl,‘rng
gom bién phu thudc 1a sy hai long
NLPV1 0,761 ctua khach hang doi voi chat luong
NLPV4 0,742 dich vu va 5 bién doc 1ap: su tin cdy,
NLPV?2 0.660 nfmg Tuc Ir)hl_?c vu, phxuongﬂ tién hiru
hinh, su dap ung, sy dong cam.
NLPV3 0,649 Kiém dinh cho gia tri Sig. ctia cac
Total Variance Explained bién doc 1ap dugc dua vao mo hinh
déu nhod hon 0,05 chiing t6 cac bién
Eigenvalues 6,085 2,571 1,872 1,597 1,325 ddc lap nay c6 ¥ nghia thong ké trong
mo hinh. K&t qua phan tich hoi quy
Phwong sai rut nhu tai Bang 2. i
trich (%) 28,977 | 12,244 | 8915 7,605 6,310 Phuong trinh hoi quy duoc xdc
z TR dinh:
Tong phwong sai rut trich: 64,051 SHL = 0,364 STC + 0,170 NLPV

Nguon: Két qua diéu tra xir Iy ciia tée gia nam 2026

4.3.2. Phdn tich nhan t6 kham pha EFA bién phu
thuéc

Phan tich nhan t& kham pha bién phu thudc 1a sy
hai 1ong cuia khach hang ddi véi chat lugng dich vu
cho hé s6 KMO 14 0,751 > 0,5. Kiém dinh Bartlett
b gia tri sig = 0,00 < 0,05. Céc bién quan sat c6 hé
sO tai déu 16n hon 0,5 va tao thanh 1 nhan t6 duy

+0,309 PTHH + 0,162 SDU
+0,183 SDC

Dura vao mé hinh hdi quy, ta c6 thé thiy cac yéu to
tac dong truc tiép, cung chidu dén bién sy hai long
ctia khach hang dbi vé6i chat luong dich vu theo dung
nhur gia thuyét dit ra luc dau. Mirc d quan trong cia
céc nhan t6 1an luot theo thit ty giam danla su tin cay,
phuong tién hitu hinh, sy dong cam, ning luc phuc
vy, su dap ing.
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Bdang 2. K&t qud phan tich hoi quy

M3 hin Hé s6 phi chuan héa He sé ' . - D'a cong tuyén
B | Do léch chuin | chuanhoéa DPéchipnhan | VIF
Hingsbd | -1,032 0,329 3,134 | 0,002
STC 0,400 0,064 0,364 6,288 0,000 0,776 1,288
NLPV 0,211 0,071 0,170 2,998 0,003 0,803 1,245
1 PTHH 0,323 0,060 0,309 5,345 0,000 0,775 1,291
SDU 0,186 0,064 0,162 2,895 0,004 0,825 1,212
SDC 0,208 0,071 0,183 2915 0,004 0,658 1,521
Nguon: Két qua diéu tra xir Iy ciia téc gia nam 2026
Bdng 3. Panh gia dé phiu hop ctia md hinh
Mo hinh R R2 R2? hiéu chinh | Sais6 chuén cia wéc lwong | Durbin - Watson
1 0,809 0,655 0,642 0,67804 2,158

Danh gia do phu hop cua mé hinh:

Duya vao Bang 3, md hinh c6é gia tri R? hi¢u chinh
14 64,2%; nghia 14 cac bién doc lap trong mo hinh giai
thich dugc 64,2% do bién thién cta bién phu thude.
Gia tri Durbin - Watson 1a 2,158 thudc trong khoang
chap nhan (1,5-2,5) nén mo hinh khéng vi pham gia
dinh tu twong quan chudi bac nhat. Ngoai ra, gia tri
sig cua kiém dinh F 14 0,00 < 0,05 cho thdy, mé hinh
héi quy 1a phtt hop. Gia tri VIF cua cac bién doc lap <
2 nén nghién ctru két luan, mé hinh hdi quy khong vi
pham hién tuong da cong tuyén.

4.6. Thao ludn két qud

Két qua nghién ciru phia trén da cho thay, ca 5
nhan t6 déu c6 tac dong tich cuc dén sy hai long cua
khach hang dbi vai chit lwong dich vu tai hé théng
cac clra hang xing dau Petrolimex Hué. Két qua nay
twong dong voi cac nghién clru trude day cua
Parasuraman et al. (1988), Cronin & Taylor (1992),
cling nhu cac nghién cuu tai Viét Nam la Huy
Phong & Ngoc Thuy (2007) va Anh Duy & Thanh
Huyen (2022), khi khang dinh vai tro ctia chit luong
dich vu ddi voi sy hai 1ong cua khach hang. Tuy
nhién, ddi voi nganh kinh doanh xing dau, su tin
cay c6 vai tro dac biét quan trong do khach hang
[uén quan tam dén chat Iwgng nhién liéu, d6 chinh
xac trong do luong va uy tin cua thuong hiéu ban.
Ngoai ra, do dic diém thi truong tai TP. Hué, khach
hang chu trong hon dén thai do phuc vu va trai
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Nguon: Két qua diéu tra xir 1y ciia tac gia nam 2026

nghiém trong qua trinh giao dich. Két qua nghién
ctru phu hop vdi cac nghién ctru trudc day va phan
anh duoc nhiing dac thu cia hoat dong kinh doanh
xang dau trén dia ban nghién ctru.

5. Két luan

Nghién ctu da xac dinh dugc cadc nhan t6 anh
huong dén sy hai 1ong cua khach hang dbi voi chét
luong dich vu tai céc cira hang xing dau ctia Cong ty
TNHH MTV Petrolimex Hué theo mire do tac dong tur
manh nhét dén yéu nhét, d6 1a: su tin cay, phuong tién
hiru hinh, su déng cam, nang luc phuc vy, su dap ung.

Két qua nghién ctru trén cho thdy, dé Cong ty
TNHH MTV Petrolimex Hué nang cao dugc sy hai
long ciia khach hang dbi véi chit lugng dich vu can
tap trung vao 5 nhan t6 anh huong trén, dic biét 1a
nhén t sy tin cdy. Khach hang trén thi trudng thanh
phd Hué rit quan tam dén tinh trung thuc trong hoat
dong ban hang. Do d6, cac cira hang phai kiém soat
chat ch€ tinh minh bach, ddm bao khong x4y ra tinh
trang gian 1an hodc sai 1éch trong qué trinh tinh tién.
Doanh nghiép ciing can tép trung vao phat trién hinh
anh thuong hiéu théng qua chuén hoa quy trinh ban
hang. Quan Iy cac cira hiang nén giam sat chit ché dé
duy tri tac phong chuyén nghiép ctia nhan vién, dam
bao nhén vién luén c6 thai d6 phuc vu tt véi khach
hang. Bén canh do, viéc tang cuong hé théng hd tro
va giai dap thic mac cta khach hang ciing can duogc
chitrong m



KINH DOANH

TAI LIEU THAM KHAO:

Dang Van My (2017). Panh gia chit luong dich vu - nén tang 1y thuyét. Tap chi khoa hoc va cong nghé Pai hoc Pa
Nang, 2(111), 43-50.

Hoang Trong va Chu Nguy&n Mong Ngoc (2008). Phén tich dit liéu nghién ctru véi SPSS tap 1 - 2. Nha xuit ban Hong
Dirc, Thanh ph6 H6 Chi Minh.

Phan Chi Anh, Nguyén Thu Ha va Nguyén Hué Minh (2013). Nghién ctru cic mé hinh dénh gia chét lugng dich vu.
Tap chi Khoa hoc Pai hoc Quéc gia Ha Noi - Kinh té va Kinh doanh, 29(1), 11-22.

Trin Minh Dao (2009). Gido trinh Marketing cin ban. Nha xuat ban Dai hoc Kinh t& qubc dan, Ha Noi.

Cronin Jr., J. J., & Taylor, S. (1992). Measuring Service Quality: A Reexamination and Extension. The Journal of
Marketing, 56, 55-68.

http://www.jstor.org/stable/1252296, https://doi.org/10.2307/1252296

Gronroos (1984). A Service Quality Model and its Marketing Implications. European Journal of Marketing, 18(4), 36-44.
Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2014). Multivariate Data Analysis (7th ed.). Pearson Education.
Hoang Anh Duy & Nguyen Thanh Huyen (2022). Service quality and customer satisfaction in the banking industry: an
empirical study in Vietnam. Journal of the Academy of Business and Emerging Markets, 2(2), 15-26.
https://www.abem.ca/x/JABEM-2022-V2N2-2.pdf

Nguyen Huy Phong & Pham Ngoc Thuy (2007). Servqual or servperf-a comparative study in Vietnamese
supermarkets. (2007). VNUHCM Journal of Science and Technology Development, 10(8), 24-32.
https://doi.org/10.32508/stdj.v10i8.2810

Parasuraman A., Zeithaml, V.A. and Berry L.1 (1988). SERVQUAL: A Multiple-Item Scale for Measuring Consumer
Perceptions of Service Quality. Journal of Retailing, 64(1), 12.

Ngay nhin bai: 18/3/2026
Ngay phan bién danh gia va sira chira: 30/3/2026
Ngay chap nhin diang bai: 15/4/2026

FACTORS INFLUENCING CUSTOMER SATISFACTION
WITH SERVICE QUALITY AT GAS STATIONS
OF PETROLIMEX HUE CO.,LTD

® VO PHAN NHAT PHUONG!
® LE NGUYEN NGAN HA!
'Faculty of Marketing and Commerce,
University of Economics, Hue University

ABSTRACT:

This study aims to identify the factors influencing customer satisfaction with service quality at gas
stations operated by Petrolimex Hue Co., Ltd. The study is based on survey data collected from 139
customers selected through convenience sampling. Cronbach’s alpha reliability analysis, exploratory
factor analysis (EFA), and regression analysis were employed to process and analyze the data. The
results indicate that customer satisfaction is affected by five key factors: reliability, tangible facilities,
empathy, service competence, and responsiveness.

Keywords: the service quality, petrol stations, Petrolimex Hue Co., Ltd.

$6 14/2026 279



