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Tém tit:

Nghién ciru nham phan tich anh hwéng xa hdi va sw tin twong dén y dinh tiép tuc sir dung dich vu dit xe cong
nghé Green SM tai TP, Ho Chi Minh dya trén mé hinh tich hop UTAUT?2 va S-O-R mo rong. Dir liéu khao sat
khdch hang dwge phan tich bang PLS-SEM. Két qua cho thdy, si tin tuéng (TR) ¢6 tac dong manh nhat dén y
dinh tiép tuc sir dung (CI), tiép theo la hiéu sudt ky vong (PE), diéu kién thudn loi (FC), né lyc ky vong (EE)
va gid tri gid ca (PV). Anh hwong xa héi (SI) khong tac dong truec tiép dén y dinh tiép tuc sir dung nhung tao
tae dong gidn tiép thong qua hiéu sudt ky vong, né lee ky vong, diéu kién thudn loi va gid tri gid cd. Nghién
civu gop phan lam ré co ché chuyén héa anh hieong xa hoi thanh hanh vi hdu chap nhdn, dong thoi cung cdp
ham Y quan tri nham cing ¢ sw tin twong va duy tri khach hang cia dich vu ddt xe cong nghé xanh.

Tir khéa: anh huéng xd héi, sw tin twéng, y dinh tiép tuc sir dung, UTAUT2, Green SM

Social influence and trust in continuance intention toward Green SM
ride-hailing services: An extended UTAUT?2 approach

Abstract:

This study examines the effects of social influence and trust on customers’ continuance intention toward
Green SM ride-hailing services in Ho Chi Minh City using an extended framework integrating UTAUT2
and S-O-R. Survey data were analyzed using PLS-SEM. The results show that trust has the strongest effect
on continuance intention, followed by performance expectancy, facilitating conditions, effort expectancy,
and price value. Social influence has no significant direct effect on continuance intention but exerts indirect
effects through these four factors. The model explains 72.7% of the variance in continuance intention. The
findings clarify how social influence is transformed into post-adoption behavior and provide managerial
implications for strengthening customer trust, enhancing service value, and improving customer retention in
green ride-hailing services.
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1. Pit van dé

Su phat trién cua cong nghé sb da thac déy manh mé& cidc mo hinh dich vu dua trén nén tang, trong do
dich vu dit xe cong nghé ngay cang tré thanh mot thanh phan quan trong cta hé théng giao thong d6 thi. Bén
canh cac loi ich vé tinh thuan tién, kha ning tiép can va hiéu qué di chuyén, xu huéng dién hoa phuong tién
dang tao ra sy chuyén dich tr dich vu goi xe truyén théng sang cac mo hinh vén tai xanh. Tai Viét Nam, qua
trinh chuyén d6i ndy ngay cang rd nét khi phwong tién dién duoc thic ddy nhu mot giai phap giam phat thai
trong giao thong db thi; cac doi xe goi xe va giao hang ciing dugce xem 1a nhém co tiém nang huong loi déng
ké tir dién hoa do cuong do str dung phuong tién cao.

Trong bi canh d6, Green SM (tén cii trude thang 4/2026 1a Xanh SM), ra mit tai Viét Nam nam 2023,
da nhanh chong mé rong hoat dong véi mo hinh van tai hanh khach dua trén phuong tién dién. Dén hét quy
1/2024, Green SM da tré thanh mot trong nhiing nén tang goi xe 16n nhét tai Viét Nam v6i thi phz‘in chiém t6i
54,51% toan thi truong (Nam Nguyén, 2026). Dang cha y, mot nghién ctru thuc nghiém gan day vé Green
SM tai TP. H5 Chi Minh cho thiy, cac yéu t6 trai nghiém c6 anh hudng tich cuc dén y dinh tiép tuc st dung,
trong d6 TR ¢6 tac dong manh nhat; trong khi SI khong tac dong truc tiép ma chil yéu phat huy anh hudng
gian tiép thong qua cac yéu td trai nghiém ctia khach hang (Duc Thirc va Thao Nguyén, 2025).

Y dinh tiép tuc st dung c6 ¥ nghia dic biét ddi v6i su phat trién bén vitng ctia cac nén tang sb bai viée
chip nhan ban dau khong ddng nghia vai duy tri hanh vi trong dai han (Bhattacherjee, 2001). Trong bdi canh
Viét Nam, Do Giang & Minh Tri (2022), dya trén dir liéu ctia 439 nguoi dung dich vu Grab, cling cho théy
chuan chii quan, sy thich nghi hanh vi va sy hai 10ng c6 lién quan dang ké CI nén tang goi xe.

Ly thuyét UTAUT2 cho rang PE, EE, SI, FC va PV la nhiing cu tric quan trong giai thich hanh vi st
dung cong nghé ciia nguoi tiéu dung (Venkatesh et al., 2012). Tuy nhién, trong dich vu dit xe, quyét dinh
tiép tuc str dung con g:fm voi TR, dac biét lién quan dén an toan, tai xé, thuc hién cam két va kha nang xu ly
van dé. Vi vay, nghién ctru nay van dung UTAUT2 md rong voi TR, déng thoi nhan manh vai tro coa SI tir
gia dinh, ban b¢ va nhitng ngudi quan trong, nham giai thich y dinh tiép tuc sir dung dich vu Green SM ctia
khach hang tai TP. H6 Chi Minh. Qua d6, nghién ciru ky vong bo sung bang chimg vé hanh vi hdu chip nhan
cong nghé va cung cip ham ¥ quan tri cho dich vu dit xe dién tai Viét Nam.

2. Téng quan nghién ciru, co sé 1y thuyét va phwong phap nghién ctru

2.1. Tong quan va co sé Iy thuyét

2.1.1. UTAUT2 va y dinh tiép tuc sir dung

Ly thuyét thong nhat vé chip nhan va str dung cong nghé mé rong (Unified Theory of Acceptance and
Use of Technology 2 - UTAUT2) dugc Venkatesh et al. (2012) phat trién nham giai thich hanh vi st dung
cong nghé trong bdi canh ngudi tiéu ding.

Y dinh tiép tuc str dung khac v6i quyét dinh chip nhin cong nghé ban ddu, boi duge hinh thanh sau khi
ngudi ding da co trai nghiém thuc té (Bhattacherjee, 2001). Do d6, van dung UTAUT2 dé nghién ctru hanh
vi hau chip nhan c6 co sd 1y thuyét va thuc nghiém.

2.1.2. S-O-R va co ché hinh thanh y dinh tiép tuc sir dung

Mb hinh Stimulus-Organism-Response (S-O-R) ctia Mehrabian & Russell (1974) cho thay, kich thich tir
mdi trudng (S) tac dong dén trang thai bén trong ctia ca nhan (O), tir d6 hinh thanh phan tng hanh vi (R). S-O-R
da duoc van dung trong nghién ciru hanh vi nguoi tiéu ding nham giai thich qua trinh cac tac nhan méi trudng
chuyén hoa thanh phan tig théng qua nhan thirc va cam xuc ciia c4 nhan (Donovan & Rossiter, 1982).

Trong nghién ctru nay, SI duoc xem la kich thich (S); PE, EE, FC, PV va TR dai dién cho trang thai nhan
thirc, danh gia (O); con CI Green SM 1a phan tng (R). Nhu vay, S-O-R bd sung cho UTAUT? bang viéc giai
thich co ché SI tac dong gian tiép dén hanh vi thong qua nhan thirc ciia khach hang.

2.1.3. Anh huéng xd héi va sw tin tuong

Theo Venkatesh et al. (2012), SI phan dnh mtrc d§ c4 nhan nhan thirc nhitng ngudi quan trong cho thy
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ho nén st dyng mot cong ngh¢. Trong nghién ctru nay, SI duoc thé hién qua gia dinh, ban bé va nhiing nguoi
¢6 ¥ nghia ddi v6i khach hang. Do Giang & Minh Tri (2022) cho thy, chuin chii quan c6 thé tac dong dén
CI nén tang goi xe thong qua cac trang thai trung gian. Diéu nay cho thay, SI ¢6 thé dinh hinh nhan thic cia
khach hang trude khi chuyén hoa thanh y dinh tiép tuc sir dung.

TR dugc b sung vao UTAUT2 nham phan anh dic thu cta dich vu nén tang. Gefen et al. (2003) chimg
minh, TR ¢6 kha ning bd sung cho cac nhéan thirc cong nghé trong viéc giai thich y dinh hanh vi. Béi véi
Green SM, TR ge"ln v6i cam nhan an toan, nang lyc va tinh trung thyc cua tai xé, viéc thuc hién cam két va
kha ning xtr Iy vin d& cta doanh nghiép. Do dé, TR ¢6 thé 1a yéu t6 quan trong thic day khach hang duy tri
st dung dich vu.

2.1.4. Khodng trong nghién ciru va khung 1y thuyét tich hop

UTAUT2 xac dinh cac yéu té quan trong giai thich hanh vi str dung cong nghé nhung chua tip trung day
du vao qué trinh chuyén hoa tir kich thich xa hoi sang nhén thtrc trong giai doan hau chap nhan. Trong khi
d6, S-O-R giai thich co ché nay nhung khong xac dinh cu thé nhén thirc cong nghé. Vi vay, nghién ctru tich
hop UTAUT2 va S-O-R, ddng thoi mé rong bang TR, dé kiém dinh co ché SI — nhén thirc/TR — ¥ dinh tiép
tuc st dung. Cach tiép can nay gop phan 1am rd vai trod truc tiép va gian tiép cua SI ddi v6i CI Green SM tai
TP. H6 Chi Minh.

2.2. Phuwong phap nghién ciru

2.2.1. Thiét ké nghién ciru va mé hinh nghién ciru

Nghién ctru st dung phuong phap dinh luong, véi thiét ké cat ngang nham kiém dinh cic mdi quan hé
trong mo6 hinh nghién ctru. M6 hinh duwoc xay dung dua trén su tich hop gitta UTAUT?2 va khung S-O-R,
déng thoi bd sung TR nhim phan anh déc thu cua dich vu dat xe cong nghé. Trong d6, nghién ctru ké thira
céc céu truc PE, EE, SI, FC va PV tir UTAUT2 (Venkatesh et al., 2012).

Theo logic S-O-R, SI dugc xem la kich thich
xa hoi (S); PE, EE, FC, PV va TR 1a céc trang thai
nhan thirc/danh gia (O); CI la phan ung (R). M6
hinh kiém dinh ca tac dong truc tiép cua cac yéu to
dén CI va tac dong gian tiép cta SI thong qua PE,
EE, FC, PV va TR. Cac gia thuyét duoc dé xuit
nhu sau:

Céc gia thuyét tac dong truc tiép:

H1: SI tac dong tich cuc dén TR.

H2: SI tac dong tich cuc dén FC.

H3: SI tac dong tich cuc dén PE.

HA4: SI tac dong tich cuc dén CI.

H5: SI tac dong tich cuc dén PV,

Ho6: SI tac dong tich cuc dén EE.

H7: TR tac dong tich cuc dén CIL

HS8: FC tac dong tich cuc dén CI.

H9: PE tac dong tich cuc dén CI.

HI10: PV tac dong tich cuc dén CI.

HII: EE tac dong tich cuc dén CI.

Céc gia thuyét vé tac dong trung gian:

HIi2a: TR déng vai tro trung gian trong moi quan hé SI — CI.

HI2b: FC déng vai tro trung gian trong méi quan hé SI — CI.

HI2c: PE dong vai tro trung gian trong moi quan hé SI — CI.

HI2d: PV déng vai tro trung gian trong moi quan hé SI — CI.

Hinh 1. M6 hinh nghién cieu dé xudt
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HI2e: EE déng vai tro trung gian trong moi quan hé SI — CI.

2.2.2. Thang do nghién cuu

Céc thang do dugc ké thira va diéu chinh tir nhitng nghién ctiru da cong bd dé phu hop vai bdi canh Green
SM. Céc céu trac thudéc UTAUT? duoc phat trién dua trén Venkatesh et al. (2012); TR duoc tham khao tir
Gefen et al. (2003). CI duoc xay dung trén co s nghién ctru hau chip nhan cia Bhattacherjee (2001).

Céc bién quan st sir dung thang Likert 5 mirc, tir 1 “Hoan toan khong dong y” dén 5 “Hoan toan dong y”.

Bang 1. M6 ta thang do chinh thirc

STT Bién Bién quan sat Ngudn tham khao

1 Hiéu qua ky vong (PE) PE1, PE2, PE3, PE4 Venkatesh et al. (2012)
2 N6 Iwc ky vong (EE) EE1, EE2, EES3, EE4, EE5 Venkatesh et al. (2012)
3 Anh hwéng xa hoi (SI) SI1, SI2, SI3, Sl4 Venkatesh et al. (2012)
4 Diéu kién thuan lgi (FC) FC1, FC2, FC3, FC4, FC5 Venkatesh et al. (2012)
5 Gia tri gia ca (PV) PV1, PV2, PV3, PV4 Venkatesh et al. (2012)
6 S tin twéng (TR) TR1, TR2, TR3, TR4, TR5 Gefen et al. (2003)

7 Y dinh tiép tuc s& dung (CI) CH1, CI2, CI3, Cl4, Bhattacherjee (2001)

Nguon: Tdc gid tong hop va dé xudt

2.2.3. Thu thdp dir liéu

Khach thé nghién ctru 1a khach hang TP. H6 Chi Minh d4 timg sir dung Green SM va tyr nguyén tham gia
khao sat. Khao sat dugce tién hanh trén Google formts tir thang 10 dén thang 12 nam 2025. Link khao sat duoc
g qua zalo, facebook va email. Dir li¢u thu dugc sau d6 dugc lam sach, 265 phiéu khao sat hop 1€ dugc st
dung cho phan tich.

2.2.4. Phan tich dir liéu

Dit lidu duogc xir Iy bang SPSS 26 va SmartPLS 4. Phuong phap PLS-SEM duoc lya chon do phu hop véi
muc tiéu kiém dinh mé hinh c6 nhiéu bién tiém 4n, dong thoi danh gia cac tac dong truc tiép va trung gian.
Theo Hair et al. (2019), qué trinh danh gia PLS-SEM can xem xét md hinh do luong va mé hinh cau tric
theo cac tiéu chi hé s tai ngoai, Cronbach’s alpha, d6 tin cdy tong hop (CR), phuong sai trich trung binh
(AVE), HTMT va VIF; sau d6 st dung hé s6 duong dan, R? va bootstrapping dé kiém dinh cac gia thuyét va
tac dong gian tiép.

3. Két qua va thao luin

3.1. Péc diém méu nghién civu

Bang 2. Dac diém mau

N = 265 Tiéu chi Tan sé Ty 1é (%)
e Nam 78 29.4
Gioi tinh -
N[v3 187 70.6
T 16 - 23 tudi 113 42.6
L T 24 - 30 tudi 97 36.6
Po6 tudi N -
Tt 31 - 40 tudi 31 11.7
Trén 40 tudi 24 9.1
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Du6i 6 triéu dong 27 10.2
. T 6 - 12 triéu déng 92 34.7
Thu nhap N ‘a X
Twr 12 - 18 triéu dong 93 35.1
Trén 18 triéu dong 53 20.0
<1 14n mot tuan 98 37.0
Tan suét st dung 2 - 4 |an/tuan 142 53.6
> 5 lan/tuan 25 9.4

Nguon: Két qua phan tich dit liéu trén SPSS 26

3.2. Danh gia mo hinh do luong

Theo két qua PLS-SEM di phan tich, sau khi loai cic bién quan sat khong dap tng yéu cau (SI1, EES,
FC2 va PE4), hé s6 tai ngoai cua cac bién con lai dao dong tir 0,668 dén 0,871. Nhin chung, céac chi bao con
lai dat murc chép nhén dé tiép tuc danh gia dg tin cay va gia tri hdi tu cia mo hinh.

Cronbach’s alpha cta cac cAu tric dao dong tur 0,649 dén 0,908; d6 tin cay téng hop rho_c tir 0,803 dén
0,931. Mic du hé sé Cronbach's a ctia bién SI thip hon mét chut so voi ngudng thong thuong 1a 0,70 (o =
0,649), nhung do tin cdy tong hop (pc = 0,803) va gia trj trung binh phwong sai trich (AVE = 0,577) ctia bién
nay déu vuot qua cac ngudng khuyén nghi, qua d6 cung cip bang chimg day du vé do tin cay cua thang do
va gid tri hoi tu. Cac cAu tric con lai co6 Cronbach’s alpha tir 0,800 tr¢ 1én. Gia tri AVE cua toan bo cAu tric
dao dong tir 0,577 dén 0,754, vuot nguong 0,50, cho théy gia tri hoi tu dugc dam bao theo cac tiéu chi danh
gia (Hair et al., 2019).

Céc gia tri HTMT dao dong tir 0,144 dén 0,680 va déu thap hon ngudng 0,85, cho thiy cac ciu tric co sy
phan biét phu hop (Henseler et al., 2015). Pong thoi, cac chi sé VIF cua bién quan sat déu thip hon 5, cho
thiy da cong tuyén khong phai 1a van dé dang ké trong mé hinh.

3.3. M6 hinh céu tric va kiém dinh gid thuyét

Két qua mo hinh cau tric cho thiy cac bién trong mé hinh giai thich 72,7% phuong sai ciia CI (R? =
0,727), cho thay kha ning giai thich dang ké dbi véi bién phu thude.

Dbi v6i cac tién td cua ¥ dinh tiép tuc sir dung, TR c6 hé sb tac dong 16n nhét (B = 0,372; p < 0,001), tiép
theo 1a PE (B = 0,295; p <0,001), FC (B =0,269; p <0,001), EE ( =0,241; p<0,001) va PV (B=0,181; p
<0,001). Nhu vay, cac cAu tric nay déu c6 tac dong tich cuc dén CI Green SM.

Bang 3. Két qua kiém dinh gia thuyét (Bootstrap 5000)

Gia thuyét Quan hé B S.D T P-value Két qua
H1 SI - TR 0.100 0.063 1.589 0.112 Bac bd
H2 SI—- FC 0.169 0.047 3.621 0.000 Chép nhan
H3 Sl — PE 0.206 0.060 3.451 0.001 Chép nhan
H4 S| — ClI -0.041 0.035 1.162 0.245 Bac bd
H5 Sl — PV 0.183 0.062 2.966 0.003 Chép nhan
H6 S| — EE 0.207 0.059 3.487 0.000 Chép nhan
H7 TR — ClI 0.364 0.047 7.792 0.000 Chép nhan
H8 FC — ClI 0.278 0.045 6.201 0.000 Chép nhan
H9 PE — CI 0.282 0.043 6.482 0.000 Chép nhan
H10 PV — ClI 0.188 0.050 3.741 0.000 Chép nhan

318| S6 22/2026



KINH DOANH

H11 EE — ClI 0.273 0.045 6.112 0.000 Chép nhan
H12a SI - TR —ClI 0.036 0.022 1.620 0.105 Bac bd
H12b Sl —- FC — ClI 0.047 0.014 3.435 0.001 Chép nhan
H12c S| — PE — ClI 0.058 0.019 3.108 0.002 Chép nhéan
H12d Sl — PV — Cl 0.034 0.014 2472 0.013 Chép nhan
H12e S| — EE — ClI 0.057 0.019 2.929 0.003 Chép nhan

Nguon: Két qua phan tich di liéu trén SmartPIS 4.0

Dang chu ¥, SI khong tac dong truc tiép c6 ¥ nghia thong ké dén CI (B = —0,041; p = 0,245). Tuy nhién,
SI ¢6 tac dong tich cuc dén PE (B = 0,206; p < 0,001), EE (B = 0,207; p = 0,000), FC (B = 0,169; p < 0,000)
va PV (B=0,183; p=0,003). Riéng quan hé giira SI va TR chua dat ¥ nghia thong ké & mtrc 5% (B = 0,100;
p=0,112).

Két qua tac dong gian tiép cung cb phat hién nay. SI tic dong dén CI thong qua PE (B = 0,058; p < 0,002),
FC (B =0,047; p <0,001), EE (B = 0,057; p=0,003) va PV (B = 0,034; p = 0,013). Nguoc lai, duong tac
dong SI — TR — CI chua c¢6 ¥ nghia thong ké & ngudng 5% (B = 0,036; p = 0,105). Vi viy, gia thuyét trung
gian qua TR khong dugc ung ho.

3.4. Théo lugn két qua

Phat hién noi bat nhat 1a TR trd thanh yéu t6 du bdo manh nhéat d6i v6i CI Green SM. Két qua nay cing
cb 1ap luan rang bén canh danh gia vé cong nghé, TR co vai trd doc 1ap trong viée hinh thanh ¥ dinh hanh vi.
Gefen et al. (2003) cho thay dbi voi nhirg nguoi da c6 kinh nghiém giao dich truc tuyén, TR ¢6 tim quan
trong tuong duong vdi cac tién td cong nghé truyén thong trong viéc giai thich y dinh hanh vi. Trong dich
vu dit xe, két qua nay c6 ¥ nghia dic biét vi TR ciia khach hang khong chi hudng t6i img dung ma con lién
quan dén tai xé, an toan chuyén di, viéc thuc hién cam két va kha ning xur 1y vin d& cta doanh nghiép. Cac
n6i dung nay ciing dugc phan anh truc tiép trong thang do TR cuia nghién ctru.

PE, FC, EE va PV déu tac dong tich cuc dén y dinh tiép tuc sir dung. Két qua nay nhin chung phu hop véi
logic cia UTAUT2, theo d6 danh gia vé loi ich cong nghé, muc do dé sir dung, nguén luc hd tro va tuong
quan gitra loi ich voi chi phi ¢6 vai trd trong hanh vi stt dung cong nghé ctia ngudi ti€u dung (Venkatesh et
al., 2012). Dbéi véi Green SM, diéu nay ham y sau khi da trai nghiém dich vy, khach hang van can nhéc kha
nang tiét kiém thoi gian, sy thuan tién khi dat xe, diéu kién sir dung va loi ich kinh té khi quyét dinh duy tri
st dung.

Mot két qua c6 y nghia 1y thuyét hon 1a SI khong tryc tiép lam gia ting y dinh tiép tuc st dung, mic du
SI lam thay d6i dang ké nhiéu nhan thirc ctia khach hang. Phat hién nay c6 diém tuong dong v6i nghién ctru
ctia Nguyen va Ha (2022) v& nguoi dung Grab tai Viét Nam.

Két qua trén dong thoi cung cap su hd tro cho logic S-O-R trong mé hinh tich hgp. Anh hudng tir gia dinh,
ban bé va nhimg nguoi quan trong c6 thé dugc xem 1a kich thich xa hoi, nhung kich thich nay khong nhat
thiét chuyén truc tiép thanh quyét dinh tiép tuc sir dung. Thay vao d6, gop phan dinh hinh cach khach hang
danh gia hiéu qua, mutc do d& sir dung, FC va PV ciia Green SM, 1di cac danh gia nay méi thiic ddy y dinh
tiép tuc sir dung. Pang luu ¥, két qua phan tich bac bo co ché trung gian théng qua TR. Do d6, dong gop cua
nghién ctru chi ra tic dong trung gian duoc chip nhan c6 tinh chon loc: SI chi yéu duoc chuyén hoa qua cac
nhan thirc cong nghé va gia tri, trong khi TR tac dong manh truc tiép dén CI nhung chua dugc chimg minh
1a kénh truyén din ciia anh huong xa hoi.

Nhin chung, két qua cho thay viéc tich hgp UTAUT2, S-O-R va TR gitip gidi thich dong thoi cac yéu td
cong nghé, xa hoi va quan hé tin cdy trong hanh vi hau chap nhan. Diéu ndy mo rong cach tiép can tir cau
hoi “yéu t6 nao khién khach hang tiép tuc st dung?” sang “SI dugc chuyén héa thanh CI théng qua nhiing
nhén thirc nao?”, qua d6 lam rd hon co ché duy tri nguoi dung ddi v&i dich vu dat xe cong nghé Green SM.
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4. Két luan va ham y quan tri

4.1. Két lugn

Nghién ctru van dung UTAUT2 két hop v6i S-O-R va mé rong bang TR nham gidi thich CI dich vy dat
xe cong nghé Green SM. Két qua cho thay, mo hinh c6 kha ning giai thich dang ké CI (R? = 0,727). Trong
céc yéu t6 TR co tac dong manh nhét (B = 0,364), tiép theo 1a PE (B = 0,282), FC (B =0,278), EE (B =0,273)
va PV (Bp=0,188).

Dang cht ¥, SI khong xac nhén tac dong truc tiép dén ¥ dinh tiép tuc sir dung, nhung tao ra tac dong gian
tiép thong qua PE, EE, FC va PV. Trong khi d6, vai tro trung gian ciia TR ciing chua dugc tng ho. Phat hién
nay cho thiy, anh hudng tir gia dinh, ban bé va nhitng ngudi quan trong cht yéu dinh hinh cach khach hang
danh gia loi ich va diéu kién st dung dich vu hon la tryc tiép quyét dinh viéc tiép tuc st dung.

4.2. Ham y qudn tri

Thir nhdt, Green SM can uu tién cang ¢ su tin tuong cia khach hang. Céc giai phap nén tap trung vao
chuén hoa chét lugng tai xé, bao dam an toan chuyén di, minh bach gia cudc, thyc hién dung cam Kkét va
ning cao hiéu qua giai quyét khiéu nai. Nhitng ndi dung nay phu hop truc tiép véi cac khia canh TR duoc
thé hién trong nghién ctru.

Thir hai, doanh nghiép can nang cao hiéu qua hoat dong va FC théng qua rit ngin thoi gian chd xe, duy
tri tinh 6n dinh cta tng dung, don gian hoa thao tac dit xe, mé rong kha ning tiép cin phuong tién va da
dang hoa phuong thirc thanh toan. Dong thoi, chinh sach gia va wu dai can tao cho khach hang cim nhén rd
rang lgi ich nhén dugc twong xtmg véi chi phi.

Thit ba, két qua vé SI goi ¥ doanh nghiép can lam ndi bat loi ich thuc té, tinh dé str dung, su thuan tién
va gia tri kinh té. Gia dinh, ban bé va nhiing ngudi quan trong c6 thé tro thanh ngudn tic dong hiéu qua
khi sy khuyén nghi ciia ho gitip khach hang hinh thanh danh gia tich cuc vé dich vu. Pay ciing la co s& dé
Green SM két hop chién lugc xay dung niém tin vi khai thac anh huéng x3 hoi nham duy tri khach hang
trong dai han m
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