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TOM TAT:

Muc dich clia nghién cttu nay 12 x4c dinh cdc nhan t& 4nh hudng va mifc do 4nh huéng cia cdc
nhin t6 d&n su hai long cia sinh vién (SV) Pai hoc Duy Tan vé dich vu tra sita Bong. Thong qua
phuong phap nghién cttu dinh tinh va nghién ctu dinh lugng, dua trén cic ki€m dinh dd tin cay
Cronbach Alpha, kiém dinh nhan t6 kham phd EFA va phan tich hdi quy, két qua ctia nghién ctu
da xac dinh cdc nhan t6 4nh hudng dé€n quyé&t dinh st dung dich vu tra sita Bong ctia SV Dai hoc
Duy Tan gébm: (1) Su tin ciy, (2) Kha ning d4p tng, (3) Y&u td hitu hinh, (4) Ning luc phuc vu

Tu khéa: sy hai long cta sinh vién, Pai hoc Duy Tén, dich vu tra sira bong.

1.Pat van dé

Nghién cifu cdc nhan t6 dnh hudng quyét dinh
str dung dich vu tra sita Bong ctia SV Pai hoc Duy
Tan d6ng vai trd hét sic quan trong gidp ctta hang
c6 nhitng gidi phdp nhim ning cao hiéu qud trong
hoat dong kinh doanh ctia don vi. Tra sita Bong la
thuong hiéu tra sita ndi ti€ng tai thi trudng Pa
Ning. Chi trong thdi gian ngdn, tra sita Bong
nhanh chéng chi€m dugc cdm tinh clia ngudi ding
tai Pa Ning thong qua cdc chié€n luge ddc ddo,
cdc chuong trinh quing bd sdng tao va sy chiam
chiit vé& ch't lugng dich vu. Tra sita Bong dan trd
thanh thuong hiéu tra sita, d6 dn truc tuyén hang
diu trong thi trudng giao d6 uéng nhanh tai Pa
Ning, vudt mit cdc ddi thli ¢6 thdi gian bit diu
sém hon.
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Gép phan gitip cho ctra hang c6 dugc cdi nhin
10 hon vé d6i tugng khach hang cia minh. Téc gid
nghién ctfu chon ddi tugng sinh vién 1a nhém
khdch hang thudng xuyén st dung cac dich vu tra
stta Bong. TU cdc phuong phdp nghién cttu da
manh dan dé ra cdc gidi phdp, ki€n nghi nhim
gitip ctta hang c6 cdi nhin toan dién hon d€ xay
dung cdc gidi phdp thu hidt hay giit chan khach
hang. Cling véi d6 di kém vdi phat trién, ning cao
ning lyc canh tranh, trng budc chinh phuc thi
trudng tot hon trong tudng lai. Pay 1a 1y do ma bai
vi€t nay dugc thyc hién va trinh bay trong nodi
dung cdc phan ti€p theo duéi day.

2. Phuong phap nghién ciiu

Nghién ctu s dung cd phuong phdap nghién
cttu dinh tinh va dinh lugng. Phuong phdp dinh
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tinh dugc st dung trong giai doan xay dung
bang cau hdi. Phuong phap dinh lugng dugc

Hinh 1: M6 hinh nghién ciiu vé quyét dinh sy’ hai
Iong cua sinh vién Duy Tén vé dich vu tra siia Béng

st dung thong qua bang ciu hdi thu thap

( Sutincay

thong tin, thong tin thu thap dudc x{t 1y bing

phan mém SPSS 20.0. Thang do dugc xay

dung dua trén phuong phdp danh gid v4i hé

]_ H1
[ Kha ning dap (mg}— H2 — Su hai long clia sinh vién
Pai hoc Duy Tan vé dich
s0 tin cdy Cronbach’s Alpha va phan tich [Yé’u t6 hitu hinh ]— H3 — vutra siia Bong
nhan t6 khdm phd EFA, ti€n hanh phan tich [

nhan t& khing dinh CFA d€ ki€m dinh sy

Nang luc phuc vu J— H4

phit hgp ctia md hinh 1y thuyét da xay dung.
3. M6 hinh nghién citu
Duya trén mo hinh nhin thitc cia khdch

Bdng 1. Bdng phén bé méau theo mét sé thudc tinh

sinh vién dudc khdo sét

hang vé chat lugng va su thda min, cic md

bk nehien el taige L&t hdo vGi (e & Thudctinh Solugng | Tyle%

inh nghién cifu trudc ké véi thyc té —

tai DN%mé hinh nghién cdfu C;c) nhantsanh | Phuong | Mangxahd 30 7.5%

hudng dén quyét dinh sy hai long st dung tién Website 126 31,5%

dich vu tra sita Bong bao gdm nhu Hinh 1. truyén Gia dinh, ban be, thay co,... 109 27,3%
Trong nghién ctu nay, tic gid da d& | MON9 "oy o0 tnic khac 135 | 338%

Xuat md hinh gdm 4 bién d/cf)c lap (gdbm c6 Bng tho 168 42.0%

22 bi€én quan sdt) va 1 bi€n phu thudc (3 -

bi€n quan st). Dichvy | Phuclong 74 18,5%
4. K&t qua nghién cifu khéc | Gongcha 125 | 313%
4.1. Tong quan vé méu nghién ciiu Dich vu khac 33 8,3%

Trudc khi ti€n hanh khio s4t dinh lugng,
tdc gia ti€n hanh khio sdt dinh tinh sau dé
phdt phi€u khdo sdt. K& qud phdt 420
phi€u thu hdi 410 phi€u, trong qud trinh

BAng 2. K&t qud phén tich dé tin cdy cdc nhém bién

bding hé s& Cronbach’s Alpha

nhap liéu, ¢6 10 phi€u tra 13i khong hop 1é. STT Nhom bién S bién quan sat | Cronbach’s Alpha
Cédc phi€u bi loai do ngudi trd 15i phi€u 1 | Sutincay 6 0.839
khdo sit khong cung cip dd thong tin\hoz]c 2 | Khanang dap dng 7 0871

hone tin bi loai bd . A bl

t ,ong t\m bi ?al bq do ngudi dugc fheu t:a 3 | Y8ut3hau hinh 5 0.917
danh cung mot loai lya chon. Do vay, mau :

khdo sdt chinh thic con 400 phi€u va mot 4 | Nanglycphucvy 4 0.719

s6 dic di€m chinh nhu Bang 1.

4.2. Kiém dinh chdt lugng thang do bang hé sé’
Cronbach’s Alpha

Qua k&t qua phan tich hé s& Cronbach’s Alpha
ta thd'y 4 thanh phan thang do vé quyé&t dinh sit
dung dich vu tra sita Bong ctia sinh vién Pai hoc
Duy Tan va cédc yé&u t& phu thudc déu cé do tin
cdy 16n hon 0,6 nén déu tin cdy d€ st dung. Piéu
d6 cho thdy thang do dugc xay dung c6 y nghia
trong thong ké va dat hé so tin cdy cin thié€t. Nén
dudc ti€p tuc dua vao phan tich nhan t6 khdm pha
EFA. (Béng 2)

4.3. Phédn tich nhén t6" khdm phd EFA cdc
nhén t6'thugc bién doc lap

Trude tién, d€ ki€m tra xem cdc nhin t6 doc
1ap c6 phii hop d€ dua vao phan tich nhan t6 khdm
phd EFA hay khong, ta ti€n hanh kiém dinh
Bartletts va hé s6 KMO. (Bing 3)

- K&t qud EFA c6 hé s6 KMO = 0.899 kha cao
thda man yéu cau0,5<KMO< 1: phén tich nhan to
thich hop véi dit liéu nghién ctu. Kiém dinh
Bartlett 1a 5206.639 v6i mitc ¥y nghia sig = 0,000
<0,05 (b4c bd gid thuyét HO: cdc bi€n quan sit
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Bdng 3. Hé s& KMO va ki€m dinh Bartletts

clGa cdc nhénté doc laplan 1

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure

of Sampling Adequacy. 899
Bartlett's Approx. Chi-Square 5206.639
Test of df 210
Sphericity Sig. 000
Bdng 4. Ma trdn nhdn t& xoay
Rotated Component Matrixa
Component
1 2 3 4
KNDU5 .788
KNDUG6 775
KNDU1 .701
KNDU7 675
KNDU2 .648
KNDU3 630
KNDU4 535
YTHH2 .840
YTHH3 824
YTHH5 816
YTHH1 .806
YTHH4 784
STC6 .852
STC4 .851
STC5 673
STC3 593
STC2 549
NLPV2 737
NLPV1 644
NLPV4 570
NLPV3 .564

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 7 iterations.
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khong cé tuong quan véi nhau trong tong
thé), diéu nay chiing té dit liéu ding d€ phan
tich nhan t6 EFA 1a hoan toan thich hop.

21 bién quan sit dudc trich thanh 4 nhan
t6 tai Eigenvalues = 1.219 va gid tri tong
phuong sai trich = 65.341% > 50%: dat yéu
ciu, khi d6 c6 thé néi riing 4 nhin t& ndy gidi
thich 65.341% bién thién ctia bi€n quan sit.
Vay nén tam thdi k&t luan c¢6 4 nhan 6 dnh
huéng dén quyét dinh st dung dich vu tra
sita Bong cua sinh vién Pai hoc Duy Tén.

St dung phuong phdp xoay nguyén géc
(Varimax) cdc nhin t6. K&t qua 1an xoay
nhan t6 dugc thé hién nhu Bang 4.

4.4. Phén tich nhan t6' kham phd EFA
ctia bién phu thujc

- K&t qué phan tich EFA cho thiy hé s&
KMO = 0.674 > 0.5 kha cao, thda man yéu
cau 0,5 <KMO«< 1: phan tich nhan td thich
hop véi dir liéu nghién ciu. Kiém dinh
Bartlettla 258.453 v6i mic y nghia sig =
0,000 <0,05, phuong sai trich bing 65.341 %
> 50%, c4c bién quan sét chi hinh thanh duy
nhat mot nhin t6. Nhu vay st dung phan tich
EFA 1a phi hdp va thang do bi&én phu thudc
(quyé&t dinh st dung dich vu cda sinh vién)
chi 1a thang do don hudng.

Nhu vay sau khi ti€n hanh phan tich
kham phd nhan t6 tr tip hdp cdc bi€n quan
st xay dung dugc, khdng c¢6 nhan t6t nao
thay ddi. Vi vdy, md hinh nghién citu va
cdc gid thuy&t nghién cttu vin gilf nguyén
nhu' mo hinh ban dau. (Bing 5)

4.5. Két qua chay tuong quan

Ta thdy riing, cdc hé sd tuong quan giita
bi€n ddc 1ap va bi€n phu thudc déu c6 y
nghia (sig<0.05), do vay cédc bi€n doc lap
dua viao phan tich hdi quy 1a phit hop.
(Béng 6)

4.6. Phén tich hoi quy

Sau khi rit trich dugc cdc nhan t& tir phan
tich nhan 8 khdm ph4, ti€n hanh phan tich
hdi quy d€ xac dinh cdc nhan t& anh hudng
dén quyét dinh sit dung dich vu tra sita Bong.
Phan tich hdi quy thuc hién v6i 4 nhan t6 doc
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BAng 5. Nhén 16 khédm phé EFA nhén 16 su hdi long

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 674
Bartlett's Approx. Chi-Square 258.453
Test of df 3
Sphericity Sig. 000
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings
Component
Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 1.960 65.341 65.341 1.960 65.341 65.341
2 .584 19.479 84.820
3 455 15.180 100.000
Extraction Method: Principal Component Analysis.
Bdng 6. K&t qud chay tuong quan
Correlations
suhailong sutincay khanangdapung | yeutohuuhinh | nanglucphucvu
Pearson Correlation 1 471 514* 536* 605"
suhailong | Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400 400
Pearson Correlation 471 1 594** 404 409**
sutincay | Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400 400
Pearson Correlation 514* 594+ 1 428" 514*
khanang ;" 2-tailed) 000 000 000 000
dapung
N 400 400 400 400 400
Pearson Correlation 536 404* A428* 1 .561*
yeuto . .
huuhinh Sig. (2-tailed) .000 .000 .000 .000
N 400 400 400 400 400
Pearson Correlation .605* 409 514* 561* 1
nanglue oo (2-tailed) 000 000 000 000
phucvu
N 400 400 400 400 400
**. Correlation is significant at the 0.01 level (2-tailed).
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BAng 7. Ki€m dinh miic dd gidi thich cia mé hinh

Model Summary®

Model R R Square

Adjusted R Square

Std. Error of the Estimate Durbin-Watson

1 6892 A74 469

49249 1.640

b. Dependent Variable: suhailong

a. Predictors: (Constant), nanglucphucvu, sutincay, yeutohuuhinh, khanangdapung

lap: sy tin cay, y&u t6 hitu hinh, kha ning ddp dng,
ning luc phuc vu. (Béang 7)

* Mukc dd gidi thich ctia mé hinh:

Béing 8, Sig. <0,01, c6 thé két luan ring mo
hinh dua ra phi hgp véi dit liéu thyc t&. Hay néi
cdch khéc, cdc bi€n doc 1ap c6 tuong quan tuyén
tinh v6i bi€n phu thudc véi mic do tin cdy 99%.

Hoéi quy chuta chudn héa sé la:

SHL =0.172 + 0.148STC + 0.176KNDU

+0.194YTHH + 0.40INLPV

Hdi quy da chuin héa sé la:

shl*=0.151stc* + 0.155khdu’*

+0.216ythh* + 0.342nlpp*

Thong qua kiém dinh, c¢6 thé khing dinh ring
cdc nhan t6 dnh huéng d&€n quyét dinh st dung
dich vu tra sita Bong theo thi ty tAim quan trong
la: “Ning lyc phuc vu”, “Y&u t§ hitu hinh”, “Kha
niang ddp ing”, “Su tin cdy”. (Bdng 9)

5. Kié&n nghi

Tur k&t qua nghién cifu va mot s6 nhan xét trén
s& dua ra mot s6 ki€n nghi nhu sau:

Thit nhét, Su tin ¢dy: (1) DN cin ci thién hé

Bdng 8. Su phu hdp clia mé hinh héi quy da bi€n

ANOVA:
Model Sum of Squares df Mean Square F Sig.
Regression 86.408 4 21.602 89.062 .000b
1 | Residual 95.807 395 243
Total 182.215 399

a. Dependent Variable: suhailong

b. Predictors: (Constant), nanglucphucvu, sutincay, yeutohuuhinh, khanangdapung

Bdng 9. K&t qud phén tich héi quy

Coefficients®
Vo U'gi’;;;ﬁtz:d S&Z‘:ﬂs;d t o Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) A72 192 .899 .369

sutincay 148 .045 151 3.254 .001 617 1.621
1 | khanangdapung A76 .056 155 3.167 .002 .554 1.806
yeutohuuhinh 194 .041 216 4.752 .000 642 1.557
nanglucphucvu 401 .055 342 7.218 .000 591 1.691

a. Dependent Variable: suhailong
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thong xét duyét ding ky gian hing nhanh va chuin
xdc tir 1 ngay trd xudéng, can chon loc ky, thém yéu
cAu xét duyét ddi v6i cac ddi tic ban hang trén
gian hang tra sita Bong. Mit khdc néu c6 phan hdi
nio vé chit lugng cAn xem xét nhanh khi c6 thé.
(2) Cai thién hé thong ban d6 d€ cap nhap chinh
xdc cdc tuyén dudng cAm, dudng mot chiéu, dudng
dé ket xe gitip cdc doi tac tai x€ giao hang trong
thoi gian hgp ly, vira ddm bdo chat lugng thifc dn
vira ddm béo an toan cho tai x€ va nhitng ngudi di
dudng. (3) BS sung thém céc thong tin vé& lich st
ban hang, hinh d4nh clia clra hang an, thong tin mén
in, dd udng dugc dit nhidu nhat tai clra hang truc
ti€p 1&én app dit hang. (4) Thém phan chifc ning
“don hang hen trudc” cho khdch hang. Nham tao ra
su tién 1gi cho khach hang dung tra stta Bong, nén
tao thém chifc ning “don hang hen truée”. Tur do,
khich hang c6 thé @it moén trude 10 gid tai cdc nha
hang, ctra hang dn. HY trg cho khdch hang thém
phan @it hang & 2 hodc nhiéu ndi cling 1 don hang.
Cho phép khich hang d6i dia chi giao hang ngay
muc dit don hang. Tranh trudng hgp dia chi gap sai
s6t bit budc khach hang phdi quay lai buSc dau
tién goi mén. Ung dung ti€n bd khoa hoc k§ thuit,
ddu tu thém tri tué nhan tao (AI) & d& dang nhan
dién cdc mén dic san, thi hi€u, tAm 1y ca khach
hang khi stt dung.

Thit hai, Yéu té" hitu hinh: (1) Tra sita Bong can
nhic doi ngii bdo vé phdi dua phi€u giit xe cho
khdch hang. (2) Pong thdi tra sita Bong nén c6
khu vuc vui chdi cho tré em. (3) Khach hang binh
luan vé mén dn trong vong 24h sau khi dit hang
s& dugc ting xu, md khuy&n mii cho cdc 1an dit
hang sau, nhim gitp ting lugng binh ludn tuong
tdc gitta khdch hang va mén dn, gidp clra hang dn
bi€t dudc di€ém manh va khic phuc diém yé&u cia
minh. Bén canh dé, lugng binh ludn nhiéu gitp
cdc khdach hang chua ¢6 co hoi trdi nghiém sé ¢6

TAILIEU THAM KHAO:

niém tin vao lwa chon dich vu clia minh. (4) Lién
tuc cdp nhdp ma gidm gid cho khach hang thu
thap tir cdc clra hang ddi tac. St dung phAn mém
tich diém ddi qua hoic tich di€ém d€ c¢6 thé mién
phi ship cho nhitng khach hang thudng xuyén su
dung dich vu.

Thit ba, Kha ndng ddp ing: (1) Nang cao dich
vu Tdng dai 24/24 cia tra sita Bong nhim rit
ngin thdi gian phdn hdi d6i véi moi thic mic, gép
¥ cta khach hang. (2) Phan cap khach hang thanh
cdc thi bac theo nim gin bé, téng chi tiéu nhu
khiach hang than thi€t, khach hang mdi,... v6i cdc
uu ddi trong ngay sinh nhét, cic ma gidm gia cho
tirng d6i tugng cu thé. (3) Nang ciAp hé thdong
server cho mdy chu, tranh tinh trang vao gis cao
di€m khich hang ding nhip hé thdng khong
thanh cong. (4) Tra sita Bong cin chd y ting
cudng ning luc phuc vu gid cao di€m, ddm bio
phuc vu t6t moi thdi diém.

Thit tu, Néng luc phuc vu: (1) M& cac 16p dao tao
k¥ ning giao ti€p, k§ ning lam viéc, k§ ning gidi
quyé&t cic trudng hgp khin cAp c6 tinh tin suit cao
hon bdi nhitng dién gia chit lugng. Yéu ciu ddi tdc
giao hang phéi cap nhatki€n thitc, tham gia I6p dao
tao it nhat 1 thang 1 1an d€ dAm bao duy tri cong
viéc. (2) Ling nghe y ki€n, phin 4nh cla doi tic
giao hang d€ hoan thién dich vu vi ngudi truc ti€p
ti€p xdc v6i khach hang chinh 1a cic tai x&. (3)
Ludn cip nhat, bd sung kié€n thiic vé cong nghé,
nim bitday di c4c chifc ning clia app.

6. Kétluan

Nghién citu dugc thuc hién nhim xdc dinh
nhitng nhan t& 4nh hudng d&n sy hai long st dung
dich vu tra sita Bong cua SV Pai hoc Duy Tan.
K&t hdp gifta 1y ludn va k&t qud thyc nghiém,
nghién cttu da dua ra mot s6 ki€n nghi nhim gitip
cdc DN c6 thé dua ra nhitng gidi phdp nhim gép
phan ning cao hiéu qué hoat dong kinh doanh ®
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Thong tin tdc gia:
ThS. LE THIHUYEN TRAM
Khoa K& toan, Pai hoc Duy Tan

A STUDY ON THE SATISFACTION
OF DUY TAN UNIVERSITY’S STUDENTS
WITH BONG MILK TEA IN DA NANG CITY

® Master. LE THI HUYEN TRAM
Faculty of Accounting
Duy Tan University

ABSTRACT:

This study determines the factors affecting the satisfaction of Duy Tan University’s students
with Bong milk tea. In this study, both qualitative and quantitative research methods are
employed with the use of Cronbach’s alpha, exploratory factor analysis (EFA) and regression
analysis. The study’s results show that there are four factors influencing the student satisfaction,
including: (1) Reliability, (2) Responsiveness, (3) Tangible factor, (4) Service capacity.

Keywords: student satisfaction, Duy Tan University, Bong milk tea.
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