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NANG CAO CHAT LUGNG DICH VU AN UONG:
NGHIEN CUU TAI NHA HANG BOOMERANG
QUAN 7, THANH PHO CHI MINH

@ LY LIETTHANH

TOM TAT:

Chat lugng dich vu déng vai trod quan trong trong kinh doanh nha hang néi riéng va nganh Dich
vu néi chung. V& mit 1y thuy&t va thuc nghiém, chat lugng dich vu c6 mdi quan hé thuin véi sy
thda man ctia khdch hang. Muc dich chinh clia nghién ctfu ndy Ia phan tich cac nhan t& &nh hudng

dén chat lugng dich vu nha hang @€ cic bén lién quan c6 nhitng quyét dinh diing din trong quan tri
doanh nghiép. Nghién citu dudc thuc hién trong Nha hang Boomerang tai quan 7, TP. HS Chi
Minh. Theo két qua nghién citu thu dugc tir 150 phi€u thong qua phuong phap khdo sit qua mang,

thong k& mo t&, ddnh gid do tin cdy thang do, phan tich nhan t& khdm phd va hoi quy tuyé&n tinh da
bi€n c4c nhan t6 chinh 4nh huéng dén chat lugng dich vu in udng tai nha hang theo thit tw gidm
dan nhu sau: o s@ ha tAng, co s& vat chat, trang thi€t bi mdy méc, phuong tién van chuyén (PTHH)
c6 mifc d@d 4nh hudng cao nhat, k€ ti€p 1a mitc @6 ddp ttng (MDDU), mitc d6 dong cdm (MPDPC);
ning luc phuc vu (NLPV); mtc o tin cAy (MPTC) va cudi ciing 14 nhan & truyén thong (MPTT)

c6 mifc do 4nh hudng 12 thap nhat.

Tu khéa: chi't lugng dich vu, nha hang Boomerang, quan 7, Thanh phd H6 Chi Minh.

1. Dt vandé

Theo Thong tu lién bd s6 27/LB-TCDL ngay
10/01/1996 ctia Téng cuc Du lich va Bo Thuong
mai cé ghi nhu sau: “Nha hang la ndi kinh doanh
cdc moén in, d6 udng c6 chit lugng cao va 1a co s&
kinh doanh c¢6 mtic von phép dinh theo quy dinh clia
tirng loai hinh doanh nghiép”.

Do d6, “Nha hang trong du lich 13 ndi cung cip
cho khach du lich cdc mén in, dd udng va céc dich
vu di kém v6i chit lugng cao nhiim muc dich c6 13i”.

Chat lugng dich vu 12 nhin t6 tao su khac biét
bén trong cua viéc kinh doanh nha hang. Nhitng
nha hang ddm béo chit lugng s& cung cip dich vu
déng nhit nhiim thda man nhu cau chung ctia khach
hang theo mdt tiéu chuin nhat dinh. Chét lugng
dich vu déng vai tro thi€t yéu trong viéc tao ra su

hai Iong clia khdch hang. Chat lugng dich vu idn
udng tai nha hang va sy théa man clia khich hang
cao s& gia ting doanh s6 va 1gi nhuan cho nha hang.

Muc dich chinh ctia nghién cttu nay la phin
tich cdc nhan t6 dnh hudng d&€n chat lugng dich vu
Nha hiang Boomerang trong khu vuc quin 7, ddng
thdi k&t qua sé 1a cong trinh nghién citu dé cic
bén lién quan c6 nhitng quyét dinh diing din trong
qudn tri doanh nghiép, ti€p tuc diu tu cai thién cdc
dich vu d€ khong ngirng ning cao sy hiap din doi
vdikhach hang.

2. Phuong phap nghién ciu

2.1. Co'sé'ly thuyét

Trong nhitng nghién citu hién nay, d€ danh gia
chat lugng dich vu 1a van dé thu hdt rat nhiéu su
quan tdm cua gidi nghién ctu ciing nhu doanh
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nghiép. T nhiing ndm 1980, cdc nha khoa hoc da
bit ddu nghién cttu cd s§ 1y thuyét va dé xuat danh
gia chat lugng dich vu. Pién hinh 13 tai liéu cda tic
gid Gronroos (1984), Parasuraman va cOng su
(1985). Tt sau nam 1990 va Cronin va Taylor
(1992), Sweeney va cong su (1997), Dabholkar va
cong su (2000) da phat tri€n cdc mo hinh phan tich
d4nh gia chat lugng dich vu v6i nhidu yé&u t§ ciu
thanh kh4c nhau, ing dung trong cic linh vuc chat
lugng dich vu khac nhau, khiach hang ngay nay
mong dgi mot mirc do dich vu tf;ng thé rit cao trong
linh vuc khdch san, du lich va gidi tri. Do d6, canh
tranh trong céc linh vuc nay s& dudc thic ddy bdi
cdc chi€n lugc tap trung vao chit lugng dich vu dé
gia ting gid tri, trdi ngudc vdi sy khdc bigt vé san
phiam hoic gid ca.

Chat lugng dich vu la mdt khai niém kh4 triru
tugng va khoé dinh nghia bdi cdc dac tinh riéng c6
ctia dich vu, su ti€p can chat lugng dich vu dudc tao
ra trong qua trinh cung cap dich vu, thudng xay ra
trong su gdp g0 gitta khiach hang va nhan vién giao
ti€p. Zeithaml (1987) cho ring: “Chat lugng dich
vu 1 sy danh gia clia khich hang vé tinh siéu viét
va su tuyét vdi néi chung ctia mot thuc thé. N6 1a
mdt dang cha thdi dd va cdc hé qua tir mot sy so
sanh nhitng gi dudc mong dgi va nhan thic vé
nhitng thd ta nhan dugc”.

Theo Lewis & Booms (1983), chat lugng dich
vu 1a mdt sy do ludng mitc do dich vu duge dwa dén
khich hang tuong xing v4i mong dgi cia khich
hang 6t dén dau. Viéc tao ra mot dich vu chat
lugng nghia 1a dap ¢ng mong dgi cia khach hang
mot cach ddng nhat.

Khi néi dén chat lugng dich vu chiing ta khong
thé nao khong dé cap dén déng goép rat 16n cia
Parasuraman & cong su (1988, 1991). Parasuraman
& ctg (1988, trang 17) dinh nghia “Chat lugng dich
vu l1a mic do khdc nhau gitta sy mong dgi clia ngudi
tiéu ding vé dich vu va nhin thic cia ho vé két
qua ctadich vu”.

Chat lugng dich vu khong chi dénh gid & dau ra
so vGi gid tri ky vong clia khach hang ma con bao
gdm hoat dong clia toan bo hé thdng cung cap,
phong cdch phan phdi. M6 hinh clia tdc gid Cronin
va Taylor (1992) da nghién ctru cic khai niém vé
chat lugng dich vu va cdc phuong phap do ludng
chit luong dich vu vé cdc mdi quan hé véi sy hai
10ng ciling nhu thién chi mua hang ctia khach hang,
tir d6 cho k&t luan ring yé&u t6 nhan thic 12 cong cu
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du bdo t6t hon vé chat lugng dich vu (Phan Chi Anh
va ctv., 2013). Céc tdc gid con cho ring, chat luong
dich vu chi xuat phat tif nhan thifc clia ngudi tiéu
ding vé két qud dich vu ma thoi (trich trong
Nguyén Thi Mai Trang va Trin Xuin Thu Huong,
2010). Tr nhan thdc trén, Cronin va Taylor da xay
dung mo hinh danh gia chat lugng dich vu dua trén
st thé hién cta dich vu va dudc goi 12 SERVPERF
(Service Performance).

Nhiéu nghién cttu khdc ciing cho thdy, chit
lugng dich vu c6 4nh hudng dén sy hai 1dong clia
khdch hang cling nhu long trung thanh va stitc mua
ctia ho (Oliver, 1980; Cronin va Taylor, 1992;
Anderson va Sullivan, 1993; trich trong Chen et
al., 2012). Su cdm nhan vé dich vu cda khéich
hang c6 lién quan tich cuc d6i véi mic do thda
man. Cha't lugng dich vu dude cdm nhan tot khong
chi lam tdng mitc dd hai long cia khach hang ma
con kich thich sy quing cdo bing truyén miéng
(mouth-to-mouth) va 1am diu sy nhay cdm vé gia
ca (Ekinci, 2004; Gonzalez et al., 2007 trich trong
Chenetal., 2012).

2.2. M6 hinh nghién ciiu

Dua trén cd sd tdng két cdc mo hinh nghién cttu
lién quan trén, tdc gid lwa chon mé hinh dua vao
mo hinh ly thuyét clia Parasuraman (1988). Bin
chit ctia dich vu @n udéng 13 mang tinh phd bién
rong rai, chiu sy quéan ly cta ting nha hang nén
dich vu cung cap dich vu tai c4dc noi c6 su khdc biét.
Hién tai, cdc tiéu chi vé chat lugng dich vu dn udng
déu gidng nhau, riéng cich quan 1y, diéu hanh cla
céc nha hang 13 khdc nhau. Chinh vi th€ viéc 4p
dung md hinh nghién cttu nay la pht hgp.

Dé xuit chit lugng dich vu dn udng tai nha hang
nhu sau:

Nghién cttu st dung 32 bi€n quan sét trén co s
k& thira va phat trién tir bd cong cu do ludng clia mod
hinh SERVQUAL. Thang do 5 diém dang Likert
dugc st dung d€ do ludng cdm nhan cta khach
hang. C6 32 bi€n quan sdt clia 6 thang do ddc 1ap va
5 bi€n quan sit cla thang do phu thudc dugc thé
hién cu thé nhu'sau:

- Mifc do tin cay (MDTC): Nha hang cung cap
céc dich vu 4n udng theo diing thdi gian da hen
(MDTC1), cung cap dich vu dn udng diing nhu da
gidi thieu (MDTC2), gia cd phu hdp véi chat lugng
cdc mén dn (MDTC3), thifc 4n va nudc uéng ddm
bdo chit lugng (MDTC4), an toan vé sinh thuc
phim, cdc dung cu in udng luén duge ddm bio vé
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sinh (MDTCS5), nha hang c6 sy thong bédo kip thai
khi c6 su thay d6i cdc dich vu, va nhanh chong gii
quy&t cdc khi€u nai cho khich hang (MDTCS5).

- Mitic @6 dap ung (MDDU): Nhan vién ludn
chio dén niém nd khi khach hang vio nha hang
(MDDUT1), thyc don da dang va phong phi
(MDDU?2), nhan vién ludn lich sy v6i khach hang
va ludn sin sang gitp dd khach hang (MDDU?3),
toc dd phuc vu nhanh chéng (MDDU4), nha hang
c6 chd giit phuong tién van chuyén ctia khach thuan
tién (MDDUY).

- Nédng luc phuc vu (NLPV): Nhan vién phuc vu
chuyén nghiép, luon ding theo yéu ciu va thdi gian
phuc vu nhanh chéng, chinh xdc (NLPV1), nhan
vién c6 trinh dd ngoai ngif va kha niing giao ti€p ot
(NLPV2), thdi @6 phuc vu clia nhan vién nha hang
ludn 1am ban ty tin, hai long (NLPV3), thic 4n, dd
udéng ddm bao vé sinh an toan thuc phim (NLPV4),
khin #n, khin phi ban gh&, chén dia bio ddm sach
s&, vé sinh (NLPV5), nha hang ddm bdo an ninh, an
toan cho khach hang (NLPV6).

- Mitc dd dong cAm (MDDC): Nhan vién ludn
hi€u 15, quan tAm tirng nhu cAu ctia khach hang
(MDDC1), nha hang luon thé hién su quan tim dén
khich hang (MDDC2), nhan vién ludn gidp dd
khdch hang khi gip su c¢6 (MDDC3), khi khich
hang c6 th4i do khong hai 1ong thi nhan vién sé dén
dé chia s& (MDDC4), nhin vién nha hang hiéu dudc
cdc nhu ciu dic biét clia khdch hang (MDDCS5).

- Phuong tién hitu hinh (PTHH): Vi tri Nha hang
Boomerang thuén tién, khung cdnh bén ngoai dep,
trang tri An tuong (PTHHI1), kié€n tric va khong
gian nha hang An tugng, thodng mdt, rong rii
(PTHH2), trang phuc ctia nhan vién phuc vu sach
s€, gon gang va lich sy (PTHH3), nha hang sach s&
va vé sinh tao cdm gidc dé chiu, thodi mdi than
thién v6i khach hang (PTHH4), nha hang c6 trang
thi€t bi, Am thanh, 4nh siang, thi€t bi nghe nhin hién
dai (PTHHS).

- Mtic do truyén thong (MDTT): Nha hang
truyén thong nhanh cdc chuong trinh dén khich
hang (MPTT1), quy khach sé& ti€p tuc theo ddi dich
vu truyén thong clia nha hang (MDTT?2), trang web
nha hang dé& nhin va thuc t€ (MPTT3), nha hang
truyén thong trung thuc (MPTT4), quy khich s&
giGi thiéu ngudi than, ban be st dung dich vu an
udng tai nha hang (MDTT5).

- P4nh gi4 chung vé chat lugng dich vu: Quy
khich c6 cim thay hai 1ong vé chat lugng dich vu

tai nha hang (DGC1), quy khich s& ti€p tuc sit dung
dich vu dn udng tai nha hang (DGC2), quy khach
hai long vé mic gid phit hgp véi chat lugng dich vu
tai nha hang (DGC3), trang thit bi, cd s§ vat chat
hién dai ddp dng yéu ciu phuc vu khich hang
(DGC4), quy khich hai 1ong vé chit lugng dich vu
ctia doi ngii nhan vién nha hang (DGC5).

Céc gid thuyét cho md hinh nghién cttu dugc dit
ra nhu sau:

- Gi4 thuy&t H1: thanh phan mic do tin cay cling
chiéu véi thanh phin chit lugng dich vu dn udng tai
nha hang.

- Gia thuyét H2: thanh phan mifc do ddp tGng
ciing chiéu véi thanh phin chat lugng dich vu in
udng tai nha hang.

- Gi4 thuyé&t H3: thanh phin ning luc phuc vu
cling chiéu véi thanh phin chat lugng dich vu in
udng tai nha hang.

- Gi4 thuy&t H4: thanh phan mic d6 dong cim
cuing chiéu véi thanh phin chat lugng dich vu in
udng tai nha hang.

- Gi4 thuyét H5: thanh phin phuong tién hitu
hinh cling chiéu vé6i thanh phin chat lugng dich vu
dn udng tai nha hang.

- Gia thuy&t H6: thanh phin mifc do truyén
thong cling chiéu vdi thanh phan chit lugng dich vu
dn udng tai nha hang.

2.3. Cdc chi tiéu ddanh gid chadt luong dich vu dn
uong trong nha hang

- Vé sinh: Py 12 m&i quan tAm hang dau clia tat
cd moi ngudi, ho vo cling quan tAim dé&n vé sinh an
toan thyc phdm, diy ciing 12 y&u t& dnh hudng
manh mé& dén dd tin cdy clia khach hang danh cho
nha hang.

- Dédp ting nhanh chéng va kj ning giai quyét
tinh huong: Nhan vién thao tdc cong viéc nhanh
chéng, xtr 1y kip thdi cdc yéu cAu tif khdch hang 13
mot trong cic yéu t& dé khach hang ddnh gid ning
lyc ctia nhin vién, cling nhu tin tudng vao ning luc
chuyén mon ctia doi ngii lao dong tai bd phan.

- Pay la yéu td gitp khdch hang dinh gid sy
chuyén nghiép ctia nhan vién 1a thé hién sy ling
nghe, ddng cdm vdi khich hang, vi th€ thong qua
day khach hang nhin ra dugc sy quan tim cta nhan
vién dén tirng kh4ch hang.

- Tac phong phuc vu, thdi d6 phuc vu cia nhan
vién by phan nha hang thé hién dugc su chuyén
nghi€p va nghiém tic trong lic lam viéc, tir do6
nhin dudc su tin ciy ctia khdch hang.
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- Co s& vat chat, trang tri: Mot trong nhitng yéu
cAu ma moi nha hang ludén phai dip tng la cung
cAp mot khong gian 16n v6i ddy dii ndi that, két hop
hai hoa v6i nhau dé tao nén mot khong gian tiéc Am
cling va sang trong.

- K§ niing phuc vu: La yé&u t6 gitp khach hang
danh gié trinh do chuyén mon nghi€p vu ctia nhian
vién, tir @6 danh gid chat lugng ngudn nhan luc cla
doanh nghiép, gitip dd khdch hang x{ 1y céc su co
phatsinh.

2.4. Ky thudt chon méu va phuong phdp phdn
tich dit lieu

Nghién ctdu va chon miu tai Nha hang
Boomerang, quan 7, TP. H6 Chi Minh, véi 150 miu
dédnh gid qua mang. Cac phudng phap dugc st dung
trong phan tich dif liéu gdm: thong k& mo ta, phan
tich phuong sai mot chiéu, d4nh gid do tin cdy thang
do, phan tich nhan t& kham ph4 va phan tich hoi
quy tuyén tinh da bi€n. Phin mém SPSS for
Windows 22.0 1a cong cu hd trg cho viéc phan tich
dur liéu.

Kiém dinh thang do cic nhan t6 tic dong dén
chat lugng dich vu 4n udng dudc nghién cttu tai Nha
hang Boomerang quan 7, TP. H6 Chi Minh dudc
thuc hién biing hé s6 tin cdy Cronbachs Alpha va
phan tich EFA. Phin 16n nhan t§ déu c6 hé s6
Cronbachs Alpha 16n hon 0,7; hé 8 tuong quan bién
tong clia cdc thang do déu 16n hon 0,3. Sau khi loai
trir 2 bi€n quan sit bao gdm MDPTT5 va MDDBC5
(thuc hién ding theo c4c thda thuan di cam két ban
dau), con lai 34 bién quan sit déu dat do tin ciy,
dugc st dung d€ phan tich EFA. (Bang 1)

Phan tich EFA dugc thuc hién v4i phuong phap
trich hé s6 1a Component Analysis va phép xoay
Varimax, k&t qué phan tich c6 28 bi€n quan sit clia
thang do cdc bi€n doc 1ap dat dudc ki€m dinh
KMO = 0,856, ki€ém dinh Bartletts Test c6 Sig. =
0,000; s6 lugng cdc nhan t8 trich dugc 1a 7, tuong
ddng v6i mo hinh 1y thuyét ban dau xay dung, tdng
phuong sai trich dat 71,009 % (1 nhan t6 gidi thich
71,009% bié&n thién cla dit liéu), trong s cdc nhan
t6 déu 16n hon 0,5. Nhu vay, phan tich EFA thich
hdp v6i cdc dif liéu va cdc bi€n quan st c6 tuong
quan v6i nhau trong tong thé va dudc st dung cho
phan tich ti€p theo.

Thuc hién phan tich EFA clia bi€n phu thudc
“Nang cao chat lugng dich vu in udng: Nghién citu
tai Nha hang Boomerang quin 7, TP. H6 Chi
Minh”, dugc trinh bay cho thdy hé s6 KMO = 0,824
va ki€m dinh Bartletts Test c6 Sig. = 0,000 thich
hdp véi cdc dit liu, cdc bi€n c6 tuong quan vdi
nhau trong tong thé. Hé s6 tdi nhan t& clia cic bién
thang do chat lugng dich vu dn udng tai Nha hang
Boomerang déu 16n hon 0,5; gi4 tri Eigenvalues 1a
2,958 va phuong sai trich 73,954 %.

2.5. Phan tich hoi quy tuyén tinh da bién

bé x4c dinh, do ludng va danh gid mdc do dnh
huéng clia cdc nhan t& d&n sy hai long clia khach du
lich noi dia ddi véi dich vu nghi dém trén tau du lich
Ha Long sau 2 dgt dai dich Covid-19, nhém tac gia
st dung phuong phdp hdi quy tuyé&n tinh boi giita 6
nhén t§ 4nh hudng thu dugc tir phan phan tich nhan
t6 khdm phd va phan tich tuong quan & trén.

Theo két qua hdi quy Enter, ta thu dugc k&t qua

BAng 1. K&t qud hé sé Cronbach’s Alpha cla cdc thang do

Thang do Sobiénquansat | Cronbach’'s Héf(‘)’ tuong quan
Trude Sau Alpha tong nho nhat
DBotin cay-MDTC 5 5 .893 .853
Sudap ting - MDDU 5 5 875 .836
Nang luc phuc vu - NLPV 5 5 .897 .84
Mic do déng cam - MBBDC 5 4 794 678
Phuang tién hiiu hinh - PTHH 6 6 .888 .853
Mic d6 truyén théng - MDTT 5 4 .818 767
Chat lugng dich vu an ubng tai nha hang Boomerang - DGC 5 5 .955 942
36 34
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hdi quy theo Bing 2, k&t qui nay cho gi4 tri R2 =
0.677; gia tri R2 cho biét riing c4c bién doc 1ap trong
mo hinh c6 thé gidi thich dugc 67,7% su thay ddi
ctia bi€n phu thudc, con lai 32,3% la nhitng nhan t6
khong dugc dua vao mo hinh.

V& ki€m dinh tinh doc 14p ctia phin du chinh Ia
dai luong thong ké Durbin-Watson ctia ham hoi
quy c6 gia tri 2.133 < 3 cho thdy khdng c6 hién
tugng tu tuong quan chudi bac 1, hay néi cdch khic
cdc phin du udc lugng cia md hinh doc 1ap khdng
c6 moi quan hé tuyé&n tinh v6i nhau. Gid tri t tuong
tng véi Sig. clia cdc bién doc 1ap déu nhd hon 0.05
nén cé ¥ nghia thong ké.

Tir Bang 2 cho thdy 6 nhan t& déu tic dong dén
nang cao chit lugng dich vu dn udéng: Nghién cttu
tai Nha hang Boomerang quin 7, TP. H5 Chi Minh.
Phuong trinh hdi quy d6i v6i cdc bién c6 hé sd
chuén héa cé dang nhu'sau:

Y =0,121 X1 +0,258 X2 + 0,193 X3 + 0,203 X4

—-0,395 X5+0,073 X6 + 1.700

Trong do:

Y: Nang cao chit lugng dich vu dn udng:
Nghién ctu tai Nha hang Boomerang quan 7, TP.
H6 Chi Minh

X1: B0 tin cdy; X2: Su ddp tng; X3: Nang luc
phuc vu; X4: Mitc do ddng cdm; X5: Phuong tién
hitu hinh; X6: Mtc do truyén thong.

Trong cdc nhan t& 4nh hudng: phudng tién hitu

hinh (PTHH) c6 4nh huéng 16n nhit d&€n chat lugng
dich vu in uéng ctia Nha hang Boomerang, cu thé:
Co s& ha ting, co s& vat chat, trang thi€t bi may
méc, phuong tién van chuyén (PTHH) c6 mic do
anh hudng 31,78%; Mic do dip tng (MDDU) c¢6
mitc d6 dnh hudng 20,76%; Mic do dong cdm
(MBDC) ¢6 mitc ddo dnh hudng 16,33%; Ning luc
phuc vu (NLPV) ¢6 mic do anh hudng 15,53%;
Mdc dd tin cdy (MPTC) c6 miic d0 anh hudng
9,73% va nhan 8 Truyén thong (MPTT) ¢6 mifc do
anh hudng 1a 5,87%.

2.6. Gidi phdp néng cao hai long tit chét lupng
dich vu édn udng tai nha hang

T4c gid cling nhan thdy ring ning luc phuc vu 1a
nhan t6 thi tv 4nh hudng d&én mic dd danh gid
chung ctia khich hang thong qua ki€ém dinh One
Sample T-Test cho thdy gid tri trung binh clia céc
bi€n giao dong trong khodng diém cho phép cé
nghia 13 khdch hang dinh gid kh4 cao vé nhin t&
ndy. Tuy nhién, vin con mot s6 nhitng han ché& cin
dugc khic phuc. Mudn nha hang ngay cang dugc
dong ddo khach hang dén st dung dich vu hon thi
cAn c6 nhitng k&€ hoach nhim ning cao ning luc
phuc vu.

Mot s6 gidi phdp nang cao ning luc phuc vu
dudc dé xut nhu' sau:

Can c6 mot ddi ngil quan 1y cAp cao va cip trung
dé hoach dinh, xdy dung dudng 16i chié€n lugc phat

BAng 2. K&t qud héi quy da bién

Hé s& chua chuén héa Hé s6 chuan héa Gia Sig Da cong tuyén
B Do léch chuan Beta trit Do chap nhan VIF

Hang s& 1.700 ,249 6.843 .000

MDTC ,095 ,025 121 3.751 .000 .704 1.421
MDDU ,192 ,022 ,258 8.692 .000 .836 1.195
NLPV ,197 ,031 ,193 6.292 .000 783 1.278
MBbC ,209 ,030 ,203 7.054 .000 .884 1.132
PTHH -,308 ,027 -,395 -11.569 .000 .630 1.589
MDTT ,096 ,039 ,073 2.448 015 .832 1.202
R2 0.677

R2 hiéu chinh 0.673

Sig. F Change 0.000

Durbin-Watson 2133

Nguédn: Két qud phan tich tir SPSS 22.0
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trién kinh doanh. Ho phai gidi chuyén mon, nghiép
vu, k§ ning quan 1y 1anh dao, quyé&t dodn va c6 tam
nhin chi€n Iugc phét trién ctia doanh nghiép.

Cong tc tuyén dung nhan vién phai dugc yéu
cAu mot cach ki ludng. Khi tuyén chon nhan vién
vao nha hang khach san cAn kiém tra chit ché vé
trinh d0 chuyén mén nghi€p vu, trinh d ngoai
ngit va kha ning giao ti€p tir kha trd 1&n, dong
thdi mé cdc 16p dao tao, tip huin vé chuyén mon
nghiép vu.

Gidi phdp ndng cao vé sy hai long ciia khdch
hang: Mitc d6 déng cdm 1a nhin t§ dnh hudng
dé&n mitc do d4nh gid chung clia khach hang nhat
la trong cdc nhan t6. Gid tri trung binh clia cdc
bi€n giao dong trong gidi han cho phép ddng
nghia 13 khdach hang ddnh gid kh4 t6t vé nhin to
nay. Nhin t§ mifc d§ déng cidm lai tdic dong dén
ddnh gid cia khdch hang vé chit lugng dich vu dn
udng 12 kha 16n...

Gidi phdp vé co sé vat chdt, trang thiét bi:
Phuong tién hitu hinh cling 1a nhan t& 4nh hudng
nhat d&€n mic do ddnh gid chung clia khach hang.
Gi4 tri trung binh cla céc bi€n trong nhém phucng
tién hitu hinh giao dong trong gidi han cho phép,
nhan t6 phuong tién hitu hinh 12 mot nhan t6 quan
trong trong viéc khdch hang dinh gid vé chat
Iugng dich vu.

Gidi phdp ndng cao chdt lugng vé truyén thong
dén doi twong khdch hang va thi truong: Xu thé hién
nay ngudi dan dang st dung mang xa hoi ngay cang

TAILIEU THAM KHAO:

ting dung d€ tra ctu ciing nhu tim ki€m san phim,
dich vu va do d6 truyén thong xa hoi khong thé
thi€u trong hoat dong kinh doanh ctia nha hang, bat
ké 1a cdc nha hang vira hay nhd nhu: d€ gidm chi
phi cho hoat dong quing cdo phdi trd phi, thi€t 1ap
kénh truyén thong xd hoi, hay c6 thé vai trang
mang c6 chi phi gin nhu biing 0, hay ti€p thi qua ddi
tugng khach vé6i khich ciing dang dugc danh gid rat
cao va hiéu qua.

3. K&t ludn

Dé tai ning cao chit lugng dich vu dn uéng da
dua ra 6 gidi phap dudc xem nhu 12 6 nhan t6 ddnh
gid chung vé chat lugng dich vu cin xem xét dé
nang cao chit lugng vé mic do tin ciy, mifc do dap
ting, mitc dd vé ning luc phuc vu, mic do dong
cam va phuong tién hitu hinh va truyén thong thong
qua céc bién quan sit ban ddu va dugc ki€m dinh
thang do biing hé s tin cdy Cronbash Alpha véi két
qué s6 lugng cic bién khong thay ddi, do d6 cic
bi&n phi hgp va dang tin cay.

Nhitng vAn dé dugc nghién cifu tit bin than
trong qua trinh lam viéc tai Nha hang Boomerang
dudc dua ra 1a tir quan sét thuc t&€ ctia ban than.
Theo téc gid, van dé chit lugng dich vu trong kinh
doanh nha hang khong mdi, nhung d6 1a tinh thaoi
st. Chi ¢6 nang cao chat lugng dich vu méi la cdch
t6t nhat dé ting kha ning canh tranh clia doanh
nghiép, dé cao tc dd phat trién vé kinh t€ nha hang
Boomerang néi riéng va nganh Dich vu 4m thuc
clia Viét Nam hién nay n6i chung m
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ABSTRACT:

Service quality plays an important role in the restaurant business in particular and the service
industry in general. Theoretically and experimentally, the service quality has a positive
correlation with the customer satisfaction. This study is to analyze the factors affecting the
quality of restaurant services in order to help stakeholders make right corporate governance
decisions. The study is conducted at a restaurant Boomerang in District 7, Ho Chi Minh City with
150 samples. Online survey, descriptive statistics, scale reliability assessment, exploratory
factor analysis and multivariable linear regression are used in this study. The study finds out that
there are several factors affecting the restaurant’s service quality. These factors listed in the
desscending order of impacting level are infrastructure, facilities, equipment, machinery, means
of transport, responsiveness, empathy, service capacity, trust, and communications.

Keywords: service quality, restaurants Boomerang, District 7, Ho Chi Minh City.
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