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T6i xin cam doan: Ban Dé 4n tot nghiép thac si ndy 1a cong trinh nghién ctru
thyc sy cua ca nhan Hoc vién, dudi sy hudng dan khoa hoc ctia PGS.TS Nguyén
Xuan Minh.
Tat ca cac ndi dung Hoc vién tham khao déu dugc trich din ngudn day da va
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LOI CAM ON

Dé an tot nghiép thac si voi dé tai: “Panh gia sw hai 10ng cia khach hang sir
dung dich vu cung cip nwéc sach ciia Trung tim Nuwéc sach va V@ sinh mdi
trwong nong thon tinh Binh Thuin tai dia ban huyén Ham Thuén Béic tinh Binh
Thuin” duoc hoan thanh dudi sy huéng dan cua Thay PGS.TS. Nguyén Xuan Minh.

Pé hoan thanh Dé an tét nghiép, Hoc vién da nhan dugc su hudng dan rat tan
tinh cia Thay PGS.TS. Nguyén Xuan Minh cung sy quan tdm gitip d& cta cac Thay
co trong Truong Pai hoc Phan Thiét, sy gop ¥ cua cac ddng nghiép va su tng hd cua
cac anh chi cung 16p.

T6i xin chan thanh guri 101 cdm on dén Ban Giam hiéu, tat ca quy Thay ¢
Truong Pai Hoc Phan Thiét; Lanh dao va vién chtrc cia Trung tam Nudc sach va Vé
sinh méi trudng Nong thon tinh Binh Thuén, su dong goép ¥ kién cta chuyén gia va
khéch hang tai dia phuong.

Do thoi gian lam D¢ an tot nghiép khong nhiéu, nén Pé an tt nghiép khong
tranh khoi nhitng thiéu s6t. Hoc vién rat mong nhan duogc sy dong gop y kién tir cac
Thay c6, cac chuyén gia, cic dong nghiép va tat ca nhitng ngudi quan tdm dén linh
vuc ndy dé Dé an tot nghiép co tinh thyc tién cao hon nita gop phan thyc hién thanh
cong viéc nang cao chat lugng dich vu cung cip nude sach mot cach hiéu qua theo
huéng bén viing.

Tran trong cam on!
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TOM TAT

Pé an dugce thue hién véi muc tiéu 1a xac dinh céc yéu td chinh tac dong dén
su hai long cta khach hang sir dung dich vu cung cip nude sach ctia Trung tim Nude
sach va V¢ sinh moi truong ndng thon tinh Binh Thuan tai dia ban huyén Ham Thuan
Bic tinh Binh Thuan. M6 hinh nghién ciru dugc ké thira tir nghién ctru cia Nguyén
Minh Tuin va cdng sy (2021), Diép Thanh Tung va cong su (2021) gém 6 yéu té anh
huong dén sy hai 10ng ciia khach hang sir dung dich vu cung cap nudc sach ctia Trung
tam Nudc sach va V¢ sinh méi truong ndng thon tinh Binh Thuén tai dia ban huyén
Ham Thuén Béc tinh Binh Thuan, d6 1a: (1) Chét lugng nuéc; (2) Su tin cdy; (3) Niang
luc phuc vu; (4) Co s6 vat chat; (5) Gia ca; (6) Kha nang dap ung. Két qua phén tich
dir liéu tir 245 phiéu tra 10i khao sat hop 1é trong s6 250 phiéu khao sat phat ra cho
cac khach hang st dung dich vu ctia Trung tdm cho thiy co 4 trong 6 nhan t6 duoc
phan tich c6 anh hudng tich cuc dén Su hai long cua khach hang sir dung dich vu
cung cip nudc sach cua Trung tim Nudc sach va Vé sinh méi truong ndng thon tinh
Binh Thuin v6i mirc d6 anh huéng giam dan, bao gdm: Kha ning dap ung (B =
0.546); Chat lugng nudc (B = 0.204); Nang luc phuc vu (B = 0.174); Su tin cay (B =
0.088). Két qua nghién ctru 1a co sd dé nghién ciru dé xuét cac ham ¥ quan tri nham
gitp lanh dao Trung tdm Nudc sach va V¢ sinh moi truong ndong thon tinh Binh Thuan
trong viéc hoan thién cac chién lugc nhim nang cao hon su hai long cua khach hang

sir dung dich vu cung cap nudc sach ciia Trung tm trong thoi gian t4i.



CHUONG 1: TONG QUAN VE DE TAI
1.1 Ly do chon dé tai

Nudc sach rat can thiét trong doi séng va sinh hoat ciia mdi chung ta. Ching
ta luon cAn mot lugng nude nhit dinh dé duy tri su séng, néu khong s& anh huéng
dén strc khoe, strc khoe s& bi tac dong x4u néu chung ta st dung nguén nudc khong
sach, khong dam bao vé€ sinh. Nudc dugc dung trong cac hoat dong nong nghiép,
cong nghiép, dan dung, gidi tri va moi truong. Cac khu vuc nong thon trén dia ban
tinh Binh Thuan hién dang trong giai doan phat trién manh vé quy mé dau tu xay
dung cung véi murc song khong ngimg dugc nang cao trong nhitng nim gan day va
dong thoi dé dap tng nhu ciu phat trién kinh té x4 hoi dia phuong dam bao tiéu chi
nong thon méi, Trung tdm Nudc sach va V¢ sinh moi truong nong thon tinh Binh
Thuan d3 tan dung moi ngudn kinh phi ting budc dau tu, cai tao nang cip hé thong
xur Iy nudc, lap dat cac thiét bi diéu khién tu dong, thiét 1ap hé thong kiém soat chat
luong nude twong Ung, phat trién hé thong mang ludi duong dng cip nudc dam bao
cép nude bén viing, an toan vé chat luong, Iuu luong va ap luc.

Trong diéu kién toan cau hoa, co ché chinh sach xa hdi hoa, tat ca cac linh vuc
thanh phan kinh t& Viét Nam d3 va dang phai d6i mit v6i nhiing thach thire khong hé
nho, d6 1a sy canh tranh. Mic du 1a mot trong nhimg don vi mang tinh déc quyén
cung cip nude cho ngudi dan khu vuc noéng thon trén cac dia ban truc tiép phu trach
nhung ban than don vi ciing khong tranh khoi xu thé canh tranh nay, dic biét 1a nguy
co md rong mang ludi hay phat trién dich vu méi, chéng l4an dia ban... Nudc sach 1a
mit hang thiét yéu ciia mdi ngudi dan vi vay viéc dam bao nhu cau thiét yéu nay doi
hoi cac nha quan 1y phai ludn quan tdm trong viéc duy tri sy 6n dinh va hiéu qua trong
cong tac cung ung dich vu nudc sach.

D3 c6 nghién ctru duoc tién hanh dé danh gia mic do hai long ciia khach hang
ddi véi dich vu nude sach & nhiéu khu vuc, 1anh thd khac nhau, dién hinh nhu nghién
clru ciia Pangemanan va cong su (2016) tap trung vao nhan manh tim quan trong cua
viéc cai thién cac dich vu nhu cung cép nude sach dé nang cao sy hai long ctia nguoi

dung; Ngoai ra, Hidayat va cong sy (2018) da thao luan vé y nghia cta chét lugng



san phélm va dich vu dbi voi viéc chuyén doi thuong hi€u va sy hai long ctuia khach
hang, chi ra tim quan trong ciia ngudn nudc sach trong viée duy tri 1ong trung thanh
ctia khach hang; Tijjang va cong su (2020) di xem xét mdi quan hé giira chit luong
san pham va dich vu véi su hai 1ong cua khach hang trong bdi canh nuéc udng &
Indonesia, nhan manh nhu cau vé dich vu chét luong dé dam bao long trung thanh
ctia khach hang. Nhin chung, cac nghién ctru nay nhin manh tam quan trong cta chét
lugng dich vy, chét lugng san phém va nhan thue cua khach hang trong viéc xac dinh
mure do hai 1ong véi dich vu nude sach. Cai tién lién tuc va phuong phép tiép can lay
khach hang 1am trung tam 1a diéu can thiét dé dap ung ky vong ctia ngudi dung va
nang cao murc d6 hai 10ng chung trong viéc cung cap dich vy nudc sach.

Trong quan 1y chit luong hién dai, triét Iy huéng dén khach hang dang dong
vai trd then chdt va chu dao, diéu nay c6 nghia rang khach hang dong vai trd trung
tdm, mang tinh séng con gip doanh nghiép vuot qua dugc cac khoé khan, thach thirc
cta su bién dong thi truong. V&i phuong cham, 1y hiéu qua va chat luong phuc vu
khach hang 1am tiéu chuan dao duc kinh doanh, viéc lang nghe ¥ kién gop ¥ ctia khach
hang vé dich vu nhdm hoan thién va thda méan nhu cau ngdy cao cua khach hang;
déng thoi thu hat va tao diéu kién cho cong déng két ndi voi ngu@)n nudc sach, duoc
xem 13 van d& can thiét trong giai doan hién tai ctia Trung tAm.

Xuat phat tir Iy do thuc tién trén, tac gia lua chon dé tai “Pdnh gid sw hai long
ciia khdch hang sir dung dich vu cung cip nwéc sach cia Trung tim Nwdc sach
va V¢ sinh moi trwong nong thon tinh Binh Thudn tai dia ban huyén Ham Thudn
Bic tinh Binh Thudn” 1am dé tai nghién ctiru D& 4n tot nghiép thac s¥.

1.2 Muc tiéu nghién ciru
1.2.1 Muc tiéu tong qudt

Muc tiéu téng quat cta nghién ctru 1a x4c dinh cac yéu té chinh anh huéng dén
su hai long ctia khach hang sir dung dich vu cung cip nudc sach ciia Trung tim Nudc
sach va V¢ sinh moi truong ndng thon tinh Binh Thuén tai dia ban huyén Ham Thuan

Bic tinh Binh Thuén ciing nhu mutc d6 anh hudng cua ting yéu t6, tir ¢ dé xuit cac



ham y nhdm nang cao sy hai long cua khach hang st dung dich vu cung cip nudc
sach cua Trung tam trong thoi gian to1.
1.2.2 Muc tiéu chi tiét

Trén co s& muc tiéu téng quat trén, dé tai can thuc hién cac muc tiéu chi tiét
nhu sau:

(i) Xac dinh cac yéu t6 anh huong dén su hai 1ong cta khach hang sir dung
dich vu cung cép nudc sach ctua Trung tdim Nudc sach va Vé sinh méi truong néng
thon tinh Binh Thuéan tai dia ban huyén Ham Thuén Bic tinh Binh Thuén.

(ii) Xac dinh murc d6 anh hudng cua cac yéu t6 d6 dén sy hai long cta khach
hang str dung dich vu cung cﬁp nudc sach cia Trung tdm Nudc sach va V& sinh moi
truong nong thon tinh Binh Thuin tai dia ban huyén Ham Thuan Bic tinh Binh Thuan.

(iii) Xem xét su khac biét vé su hai 1ong cia khach hang st dung dich vu cung
cép nudc sach cua Trung tam Nudc sach va VE sinh moi truong nong thon tinh Binh
Thuan tai dia ban huyén Ham Thuan Bic tinh Binh Thuén theo cac dic diém nhan
khau hoc cta khach hang.

(iv) Bé xuit cac ham ¥ quan trj gitp lanh dao Trung tim Nuédc sach va Vé sinh
moi trudng néng thon tinh Binh Thuédn trong viéc nang cao sy hai long cua khach
hang st dung dich vu cung cap nudc sach cua Trung tdm trén dia ban huyén Ham
Thuén Bic.

1.3 Cau héi nghién ciru
Vé&i muyc tiéu chi tiét ciia dé tai, cac cAu hoi nghién ctru dugc phat biéu nhu

Sau:

(i) Cac yéu t6 nao anh huong dén sy hai long ctia khach hang sir dung dich vu
cung cip nudc sach cua Trung tim Nude sach va Vé sinh méi trudng ndng thon tinh
Binh Thuéan tai dia ban huyén Ham Thuén Bic tinh Binh Thuan?

(ii) Céc yéu té d6 anh hudng nhu thé nao dén sy hai 1ong cua khach hang st
dung dich vu cung cép nudc sach cua Trung tam Nudc sach va V€ sinh moi trudong

nong thon tinh Binh Thuéan tai dia ban huyén Ham Thuén Bic tinh Binh Thuin?



(iii) C6 su khac biét hay khong vé sy hai long cta khach hang sir dung dich vu
cung cip nudc sach cua Trung tim Nude sach va Vé sinh moi trudng nong thon tinh
Binh Thuén tai dia ban huyén Ham Thuén Bic tinh Binh Thuén theo céac dic diém
nhan khau hoc ctia khach hang?

(iv) Cac ham y quan tri nao giup lanh dao Trung tam Nudc sach va V¢ sinh
moi truong noéng thon tinh Binh Thuan trong viéc nang cao sy hai 1ong cua khach
hang st dung dich vu cung cap nudc sach cua Trung tdm trén dia ban huyén Ham
Thuén Bac?

1.4 Poi twong va pham vi nghién ctru
1.4.1 Doi twong nghién civu

P6i twong nghién ciru: Panh gia sy hai long cta khach hang st dung dich vu

cung cip nudc sach cta Trung tim Nude sach va Vé sinh méi trudng ndng thon tinh

Binh Thuén tai dia ban huy¢n Ham Thuén Bic tinh Binh Thuén.

P6i twong khao sat: Cac khach hang di va dang st dung dich vu cung cap
nudc sach cia Trung tAm Nudc sach va V¢ sinh mdi truong nong thén tinh Binh
Thuan tai dia ban huyén Ham Thuan Bic tinh Binh Thuén.

1.4.2 Pham vi nghién ciru

Pham vi khong gian: Nghién ctru dugc thuc hién tai Trung tdm Nudc sach va

V¢ sinh méi truong nong thon tinh Binh Thuén tai dia ban huyén Ham Thuan Bic

tinh Binh Thuan.

Pham vi thoi gian: Thoi gian nghién ciru tién hanh thyc hién khao sét tir thang
07/2024 dén thang 08/2024.

Pham vi ndi dung: Nghién ctru tip trung vao viéc xac dinh cac yéu td anh
huong dén sy hai long ctia khach hang sir dung dich vy cung cip nude sach.
1.5 Phwong phap nghién ctru
Dé 4n tot nghiép sir dung tong hop hai phwong phap dinh tinh va dinh luong.
- Nghién ctru dinh tinh dugc thuc hién thong qua viéc xay dung bang cau hoi

danh cho khéch hang: dugc st dung trong giai doan nghién ctru so by dua ra mé hinh



cac yéu td anh huong dén nhu cau st dung nude va cac yéu td anh hudng dén su hai
10ng ctia khach hang khi st dung nudc do Pon vi cAp nudc cung cap. Thong qua thao
luan voi can bd Trung tdm Nudc sach va V¢ sinh moéi trudong nong thon tinh Binh
Thuén, mdt sd khach hang hién dang stir dung nudc va cac chuyén gia cua cac Pon vi
cung cap nudc sach trén dja ban tinh Binh Thuan dé xay dung, bd sung va hoan thién
bang cau hoi;

- Nghién ctru dinh luong 12 nghién ctru cha yéu, dugc st dung dé do luong cac
yéu t6 anh hudng dén sy hai 10ng khach hang dbi véi dich vu cung cap nude sach tai
Trung tim Nudc sach va Vé sinh méi trudng nong thon tinh Binh Thudn. Dir liéu dé
nghién ctru dinh lugng dua trén khao sat voi ¢d mau 250 khach hang dang sir dung
dich vu cung cép nudc sach cua Trung tam trén dia ban huyén Ham Thuan Bic thong
qua bang cau héi dugc xdy dung hi¢u chinh tir phuong phap nghién ctru dinh tinh.
Dit liéu sau khi thu thap s& duoc xur Iy bang phuong phap théng ké va phan tich trén
phan mém SPSS 22.0.

1.6 Y nghia cia dé tai

- Vé mit khoa hoc:

Két qua ctia nghién ctru ciing cb va bd sung co s6 1y thuyét vé cac yéu té anh
huong dén mirc 6 hai long cua khach hang vé chét lugng dich vu cung cip nudc
sach cua Trung tam.

- V& mat thyc tién:

+ Giup Trung tdm nhan dién nhitng yéu t6 then chdt anh huong dén sy hai
1ong ctia khach hang str dung nude, qua d6 dua ra cac chinh sach phit hop nham nang
cao dich vy, ndng cao nang lyc canh tranh va tinh hoat dong bén viing ddi véi cac
cong trinh cap nudc;

+ La tai liu tham khdo cho cac nghién ctru sau ndy vé cac yéu té anh huong
dén sy hai long cua khach hang ddi véi chat lugng dich vu cap nude khu vuc nong

thon tinh Binh Thuan;



+ C4 nhan ngudi nghién ctru: Nghién ctru hoan thanh sé& gitp ciing c¢b ning luc
nghién ciru va nang cao ning lyc quan 1y cho ban than, déng thoi nghién ciru nay 1a
mot dong gop cua ban than cho Pon vi dang cong tac.

1.7 Két cAu ciia dé an tot nghiép

Dé an t6t nghiép duoc két cdu gdm 5 chuong cu thé nhu sau:

Chuong 1. Tong quan vé dé tai

Chuong 2. Co sé 1y thuyét va mo hinh nghién ctru

Chuong 3. Phuong phap nghién ctru

Chuong 4. Két qua nghién ctru va thao luan

Chuong 5. Két luan va ham y quan tri



TOM TAT CHUONG 1
Chuong 1 di trinh bay téng quan vé dé tai nghién ciru cta tac gia tir bbi canh
nghién ctru, tinh cip thiét, xac dinh muyc tiéu va cau hoi nghién ctu, dbi tugng va
pham vi nghién ctru, phuong phap nghién ctru duoc sir dung cho dén nhitng déng gop

cua dé tai va két cau cua B¢ an tot nghiép.



CHUONG 2: CO SOLY THUYET VA MO HINH NGHIEN CUU
2.1 Co s ly thuyét
2.1.1 Cac khdai ni¢m lién quan

2.1.1.1 Dich vu

Dich vu 1a mot khai niém rat pho bién nén c6 nhiéu dinh nghia khac nhau vé

dich vu nhu:

- Theo chuyén gia Marketing: “Dich vu 1a moi hanh dong va két qua ma mot
bén co thé cung cip cho bén kia, chu yéu 13 v6 hinh va khong dan dén quyén sé hiru
mot cai gi d6. San pham cua n6 c6 thé gan hay khong gin véi mot san pham vat
chat”. Bao quat hon dich vu bao gém toan bo su hd tro ma khach hang trong doi,
vuot ra ngoai san pham hay dich vu co ban, phit hop véi gia ca, hinh anh va uy tin

co lién quan.

- Dich vu 1a nhitng hoat dong hay loi ich ma doanh nghiép c6 thé céng hién
cho khach hang nham thiét 1ap, cing cd va mé rong nhimg quan hé va hop tac lau

dai véi khach hang theo Kotler va Armstrong (2004).

- Dich vu 1a nhitng hanh vi, qua trinh, cach thtrc thyc hién mot cong viéc nao
d6 nham tao gia tri st dung cho khach hang 1am théa man nhu cau va mong doi cia

khach hang, theo Zeithaml va Britner (2000).

Nhu vay, trén co s& cac khai niém vé dich vu cua cac tac gia trén, co thé hiéu
dich vu 1a mét qud trinh hoat déng bao gom cdc nhén té khéng hién hiru, gidi quyét
cdc moi quan hé gitta ngudi cung cdp véi khdch hang hodc tdi san ciia khdch hang
ma khong cé sw thay doi quyén sé hivu.
2.1.1.2 Ban chat va ddc tinh dich vu

Ban chat cta dich vu 1a mot qua trinh hoat dong, qua trinh d6 dién ra theo mot
trinh ty bao gdm nhiéu khau, nhidu budc khac nhau. Gia tri ciia dich vu gin lién véi

loi ich ma ho nhan duoc tir dich vu.



Khong giéng nhu san pham c6 cac dic diém k¥ thuét dic trung nhu chidu dai,
do day, chiéu rong, trong luong, mau sdc...mot dich vu ¢6 thé co nhiéu diéu mo hod
hay c6 céc chi tiét k¥ thuat mang tinh cht dinh tinh. Dich vu 1a mét san phém dac
biét, c6 nhiéu dic tinh khac véi loai hang hoa khac nhu tinh khong hién hiru (tinh vo
hinh), tinh khong dong nhat, tinh khong thé tach roi, tinh khéng luu trit va tinh khong
chuyén quyén s hiru duoc.

Tinh vé hinh: Dich vu khong c6 hinh dang cu thé, khong thé so mo, can dong,
do dém mot cach cu thé nhu d6i véi cac san phém vat chit hiru hinh. Khi mua san
pham vt chat, khach hang co6 thé yéu cau kiém dinh, thir nghiém chit luong trude
khi mua nhung san pham dich vu thi khong thé tién hanh danh gia nhu thé. Do tinh
chat v6 hinh, dich vu khong c6 “mau” va ciing khong c6 “dung thir” nhu san pham
vat chat. Chi thong qua viéc st dung dich vu, khach hang mai c6 thé cam nhan va
danh gia chét luong dich vu mot cach dung ddn nhat.

Tinh khong déng nhit: Bic tinh nay con fivgc goi la tinh khéc biét cua dich
vu, san phém dich vu khong tiéu chuan héa duge. Viéc thue hién dich vu c6 thay doi
tuy thudc vao cach thure phuc vy, nha cung cép dich vy, nguo1 phuc vy, thoi gian thuc
hién, linh vuc phuc vu, dbi tuong phuc vu va dia diém phuc vu. Hon nira, cuing mot
loai dich vu ciling ¢6 nhiéu mirc d6 thue hién tir “cao cap”, “phd thong” dén “thir cap”.
Vi vay, viéc danh gia chat lugng dich vu hoan hao hay yéu kém khé c¢6 thé xac dinh
dua vao mot thude do chuan ma phai xét dén nhiéu yéu t6 lién quan khac trong trudng
hop cu thé.

Tinh khong thé tach roi: tinh khong thé tach roi ciia dich vy thé hién & viéc
khoé phan chia dich vu thanh hai giai doan rach roi 1a giai doan san Xudt va giai doan
st dung. Qua trinh cung cp dich vu va sir dung dich vu dién ra dong thoi cung lac
v6i nhau. N6i cach khac, su gin lién cta hai qua trinh ndy lam cho dich vy tré nén
hoan tat. Ngudi cung cip dich vu va khach hang phai tiép xtic v6i nhau dé cung cap
va ti€u dung dich vu tai céc dia diém va thoi gian phu hop cho hai bén.

Tinh khéng hru trit dwoe: Dich vu chi ton tai vao thoi gian ma n6 dugc cung

cap. Dich vu khong thé cét trit, luu kho roi dem ban nhu hang hoa khac va khong thé



van chuyén tor khu vuc nay to1 khu vuc khéc. Dich vu chi tdn tai vao thoi gian ma né
dugc cung cép. Chung ta c6 thé wu tién thue hién dich vu theo tht tu trude sau nhung
khong thé dem cét dich vu roi sau d6 dem ra six dung vi dich vu thuc hién xong la hét,
khong thé dé danh cho viéc “tai sir dung” hay “phuc hdi” lai. Chinh vi vay, dich vu
1a san pham duogc sir dung khi tao thanh va két thac ngay sau do.

Tinh khong chuyén quyén sé hiru dwec: Khi mua mot hang héa cu thé,
khach hang dugc chuyén quyén so hitu va trd thanh chi s hitu hang héa minh da
mua. Khi mua dich vu thi khach hang chi duoc quyén st dung dich vy, dugc huong
lgi ich ma dich vu mang lai trong mdt thoi gian nhét dinh ma théi.

Ngoai ra dich vu con ¢6 cac dic tinh khac nhu: Tinh dé hong, khong thé hoan tra, nhu

cau bat dinh, quan hé qua con nguoi, tinh ca nhan...

2.1.1.3 Su hai long

C6 nhiéu dinh nghia khac nhau vé sy hai long ctia khach hang. Nhiéu nha
nghién ctru cho rang sy hai long 1a su khac biét giita ky vong cua khach hang va cam
nhan thue té nhan duoc. Tuac 14 sy hai long hoac that vong sau khi ti€éu dung, dugc
dinh nghia nhu 13 phan Gmg cuia khach hang vé viéc danh gia bang cam nhan su khac
nhau gitra ky vong trudce khi tiéu dung (hoac mdt vai chi ti€u thyc hién khac) véi cam
nhan thyc té vé san pham sau khi tiéu dung né (Fornell, 1995).

Theo Kotler “mtrc d6 cua trang thai cam giac ciia mot ngudi bt ngudn tir viée
so sanh két qua thu dugc tir san phdm véi nhitng ky vong cua ngudi d6”. Hay “su
thoa man 13 sy phan ng ctia ngudi tiéu dung ddi véi viéc dap Gng nhitng mong
mudn” (Oliver, 1997). Con Zeilthalm & Bitner (2000) cho rang “su hai long cia
khéach hang bi tac dong boi nhiéu yéu td nhu: chét lugng san phém, chat lugng dich
vu, gia c4, yéu t6 tinh hudng, yéu té ca nhan”. Theo Bachelet, 1995; Oliver, 1997 thi
“Su hai long dugc giai thich nhu 1a mot phan rng mang tinh cdm xuc cua khach hang

vé mot san phém hay dich vu dua trén nhiing kinh nghiém ca nhan”.

Nhu vay, trén co sé cac khai niém vé sy hai long cua céc tac gia trén, sy hai

long duoc hicu 14 su so sanh giita loi ich thuc té cam nhan dwoc va nhitng ky vong.
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Néu loi ich thye té khéng nhur ky vong thi khdch hang sé thdt vong. Con néu loi ich
thuwe té dap vmg véi ky vong da dat ra thi khdch hang sé hai long. Néu loi ich thuc
té cao hon ky vong ciia khdch hang thi sé tao ra hién twong hai long cao hon hodc

la hai long vueot qua mong doi.

2.1.1.4 Nuoc sach

Nuwée sach 13 nudc da qua x Iy co chat luong dam bao, duoc sir dung cho
sinh hoat va cac hoat dong san xuat dich vu 1a nguén nudc dam bao cac tiéu chudn,
quy chuan theo quy dinh cta timg qudc gia, nganh nghé, muyc dich st dung, ...

Hién nay & Viét Nam, theo quy dinh ctia Bo Y té ngudn nudc duoc danh gia
la nudce sach st dung cho sinh hoat, an uéng khi ¢6 cac chi tiéu hoa ly, vi sinh dat
Quy chuén k¥ thuit quéc gia vé chat luong nude sach sir dung cho muc dich sinh hoat
QCVN 01-1:2018/BYT do B Y té ban hanh kém theo Thong tu s6 41/2018/TT-BYT
ngay 14 thang 12 nam 2018.

Nguén nudc sach dugc cung cap tir cac cong trinh cap nudce tap trung (nha
may nudc) hodc cac cong trinh cAp nude phan tan (giéng khoan, giéng dao, bé chua
nudc mua,..). Tuy nhién, & Viét Nam do dic diém ty nhién, nhén thic, thoi quen va
kha ning thu nhap con nhiéu han ché nén viéc str dung ngudn nudc sach tir cac cong
trinh cép nudc phan tan chiém ti 16 rat thép. Do vay, hau hét nguén nude sach déu
duoc cung cap tir cac nha may nude nén con duoc goi 13 “nude may”.

Hoat dong cung cip nuwée 13 cac hoat dong c6 lién quan trong linh virc san
Xudt, cung cap va tiéu thu nude sach theo hé thong cap nudc tap trung hoan chinh tai
khu vuc d6 thi, khu vuc nong thon va cac khu cong nghiép, khu ché xuat, khu cong
nghé cao, khu kinh té (sau day goi tit 1a khu céng nghiép), bao gdbm: quy hoach, tu
van thiét ké, dau tu xdy dyng, quan 1y van hanh, ban buén nuéc sach, ban 1é nudc
sach va st dung nudc cia cac td chure, ca nhan va ho gia dinh trén lanh thd Viét Nam
(can ctr theo quy dinh tai khoan 1 va 2, diéu 2 Nghi dinh s6 117/2007/ND-CP vé san
xut, cung cip va tiéu thu nudc sach).

Cong trinh cap nudc (viét tat 1a CTCN) tap trung nong thon 1a mot hé théng

bao gdm cac hang muc cong trinh khai thac, xtr Iy nu6e, mang ludi dudng 6ng cung

11



cap nude sach dén khach hang sir dung nuée va cac cong trinh phu trg c6 lién quan
trén dia ban cac xa va thi trin (do thi loai V) ¢6 s6 dan dudi 30.000 nguoi (theo Nghi
quyét s6 1210/2016/UBTVQH13 ngay 25 thang 5 nim 2016 Nghi quyét vé phan loai
d6 thi, quy dinh tiéu chi d6 thi loai 5 - tiéu chi 2 “ Quy mé din s6” dan s toan do thi
tir 4.000 ngudi dén 50.000 ngudi).

Cong trinh phu tro 1a cac cong trinh hd tro cho viéc quan 1y, van hanh, bao
dudng, sira chira d6i v6i hé thdng cip nudc nhu san, duong, nha xudng, tuong rio,
tram bién ap, cac loai h van, hop déng ho, hong ctru hoa...

Pon vi cép nude 1a td chire, ca nhan thuc hién mot phén hodc tat ca cac hoat
dong khai thac, san Xuat, truyén dan, ban budn nudc sach va ban 1& nudc sach va thuc
hién viéc ban nudc sach cho mdt don vi cép nude khac dé phan phéi, ban truc tiép
dén khach hang str dung nudc.

Khach hang sir dung nudc 1a t6 chirc, ca nhan va ho gia dinh mua nudc sach
ctia don vi cdp nudc.
2.1.1.5 Dich vu cung cdp nwée

Dich vu cung cip nwée 13 cac hoat dong c6 lién quan cia to chirc, ca nhan
trong linh vuc ban budn nudc sach, ban 1é nude sach thong qua cac hé thong 6ng dan
dén voi khach hang; co thé duge xem la dich vu nham dap g cac nhu cau nao dé
ctia con ngudi, dic biét d6 1a nhu cau sinh hoc va cac hoat dong san xuét trong kinh
doanh. Bic diém cua dich vu nay la vira ton tai & dang san phém cu thé (htru hinh) 1a
nude nham phuc vu truc tiép nhu cau nhit dinh cua ngudi dan, t6 chirc nhung vira
t6n tai dudi dang vo hinh. Mic du st dung nhung khach hang kho c6 thé danh gia
chinh x4c chét luong san pham nay nhu thé nao.
2.1.2 Cac moé hinh nghién cwu sw hai long ciua khach hang
2.1.2.1 M6 hinh chi s6 hai long cua khdch hang (CSI - Customer Satisfaction
Index)

Chi s6 hai 1ong ctia khach hang bao gdm cac nhan t (bién), mdi nhan té duoc

cau thanh tir nhi€u yéu t6 cu thé, dac trung ctia san pham hoac dich vu.
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Syr mong doi Sw than phién
! (Complainy)

Gid trj cim Sir hii
nhéin long ciia
khach
hing (CSI)

S . Sur trung thanh
Chiit lugng cim nhin | (Loyalty)

Hinh 2.1 M hinh chi s6 hai long CSI
Nguén: Fornell (1996)

Trong md hinh nay thi bién s6 su hai 1ong khach hang (Customer Satisfaction
Index) dugc dinh nghia nhu 1a mot sy danh gia toan dién vé su st dung mét dich vu
hoic hoat dong sau ban hang cua doanh nghiép. Bién sé nay chiu tac dong boi cac
bién s6: Su mong doi (expectations) ctia khach hang; Chat lwong cam nhén (perceived
quality); Gi4 tri cdm nhan (perceived quality) vé san pham hoic dich vu; Céac bién sd
két qua ctia sy hai 1ong nhu sy trung thanh (customer loyalty) hay sy than phién cua

khéach hang (customer complaints).

2.1.2.1 M6 hinh chi s6 hai long cia khdach hang cia cdc quéc gia EU (ECSI -
European Customer Satisfaction Index)

Mo hinh chi s6 hai long ECSI (European Customer Satisfaction Index) ciia
Chau Au c6 mot s6 khac biét nhat dinh. So vé6i CSI, hinh anh cta san phém, thuong
hiéu c6 tac dong tryuc tiép dén sy mong doi ciia khach hang. Khi d6, sy hai long cua
khach hang la su tac dong téng hoa cta 4 nhan td: hinh anh, gia tri cdm nhan, chét

lugng cdm nhan vé ca san pham hitu hinh va v hinh.
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Hinh inh

Surmong dgi

Gi4 trj cam Sur hai 1d
i« )
nhin tr hai .:m}_,
cia khiach

hang (CS51)

Sy trung thanh
(Lovalty)

Chit lugng cim nhin
vé — san phim

Chiit lugng cim nhin vé
—djch vu

Hinh 2.2 M6 hinh chi sb hai long khach hang cac quéc gia EU - ECSI
Nguon: ECSI Technical Committee (1998)

Mo hinh ECSI giai thich gi4 tri cam nhan chju anh hudng tryc tiép caa (1) hinh
anh doanh nghiép, (2) sy mong doi, (3) chét lugng cdm nhén san phém va (4) chét
lugng cadm nhén dich vu. Sy hai long chiu anh hudng truc tiép ttr 04 nhan to: (1) hinh
anh, (2) gia tri cam nhan, (3) chét lugng cam nhan san phém va (4) chét lugng cam
nhan dich vu. Sy hai long ctia khach hang t6i luot né lai anh huong truc tiép su trung
thanh cua khéach hang.

Theo do:

Hinh anh (Image): Hinh anh biéu hién mdi quan hé giita thwong hiéu va su
lién tudng cua khach hang ddi véi cac thudce tinh cua thuong hiéu. Bién sé nay duoc
thé hién boi danh tiéng, uy tin, 1ong tin cta khach hang déi véi thwong hiéu. Cac
nghién ctru thue tién da khang dinh rang, dy 1a nhan t6 quan trong va co tac dong

truc ti€p dén sy hai long ctia khach hang. BDong thoi, n6 cling c6 mdi quan h¢ dong
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bién (positive) d6i v6i sy hai long va su trung thanh ddi voi san pham hodc thuong
hiéu.

Sy mong doi (Expectations): Thé hién mirc d6 chit luong ma khach hang
mong dgi1 nhan dugc, cac thong sb do luong sy mong doi gén lién véi nhirng thong
s6 cua hinh anh va chit lugng cam nhdn cua san pham va dich vu. Day 1a két qua cua
kinh nghiém tiéu dung truéc d6 hodc thong tin thong qua nhitng kénh truyén thong
dbi véi san phém hodc dich vu. Trén thuc té, mong doi cang cao thi cang dé co kha
nang dan dén quyét dinh mua nhung mong doi cang cao thi kha ning ngan hang thoa

man khach hang dé cang kho.

Chat luong cam nhén (Perceived quality): Chat luong cam nhén chinh 13 cht

lwong cam nhan san pham dich vu.

Gia tri cam nhan (Perceived value): Cac nghién ctru vé i thuyét cho thay, su
hai long cta khach hang phu thudc vao gia tri cam nhan cia hang hoa va dich vu. Gia
tri 1a mirc 46 danh gia/cam nhan d6i véi chat lugng san pham so véi gid phai tra hodc
phuong dién “gia tri khong chi bang tién” ma khach hang tiéu dung san pham d6. Gia
trj danh cho khach hang 1a chénh 1éch gitra tong gia tri ma khach hang nhan dugc va

tong chi phi ma khach hang phai tra vé mot san pham/dich vu nao dé.

Gia ca (Price): Pay la bién sé6 méi duge dé nghi xem xét trong mo hinh 1y
thuyét. Do dic diém bién dong cua thi treong tai chinh va nhirng dac thu ctia van hoa
kinh doanh, gia ca san pham ludn duoc khach hang so sanh, danh gia giita cac doanh
nghiép. Yéu t6 gia dbi voi mot san pham dong vai tro trung gian trong méi quan hé
gitra hinh anh, sy mong doi va chét luong cdm nhan vai gid tri cdm nhan cua khach
hang.

Sy trung thanh (Loyalty): La bién sd cudi cung trong mé hinh va mang tinh
quyét dinh dén sy ton vong cua doanh nghiép trong tuwong lai, né duge do ludng boi
¥ dinh tiép tuc mua, 10ng tin va sy giéi thiéu v6i ngudi khac vé san pham va dich vu

ma ho dang dung. Nguoc lai véi sy trung thanh 14 su than phién, khi khach hang
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khong hai long véi san pham dich vu so v6i nhitng mong mudn cua ho. Su trung
thanh cua khach hang dugc xem nhu mot tai san cua doanh nghiép, vi vay, cac doanh
nghiép can phai tao ra su hai 10ng ddi voi khach hang, nang cao sy trung thanh cia

ho dbi voi doanh nghiép.

2.1.2.3 M6 hinh FSQ and TSQ (Gronroos, 1984)

Theo Gronroos, chat lugng dich vu dugce xem xé€t dua trén hai ti€u chi la chét
lugng chire ning (FSQ: Functional Service Quality) va chét lugng k¥ thuat (TSQ:
Technical Service Quality) va chét lugng dich vu bi tdc dong manh m€ baéi hinh anh
doanh nghiép (corporate image). Nhu vay, Gronroos da dua ra 3 nhan t6 anh huong
dén chat lugng dich vu la chat lugng chuc nang, chat lugng k¥ thuat va hinh anh
doanh nghiép (goi tat 1a mo hinh FTSQ)

Chat luong k¥ thuat: Day 1a chat lvong khach hang nhan dugc thong qua viée
tiép xuc v6i doanh nghiép va duoc cam nhan quan trong d6i véi khach hang.

Noi cach khac, chat lwong k¥ thuat 1a két qua cia qua trinh tuong tac giita
doanh nghiép va khach hang ma ¢ d6 doanh nghiép cung cap dich vu va khach hang
tiép nhan dich vu d6. Co 5 tiéu chi dé danh gia nhan t6 nay:

Kha ning giai quyét van d¢;

K¥ nang chuyén mon;

Trinh d6 tac nghiép;

Trang thiét b hién dai;

Heé thong luu trit thong tin;

Chat luong chirc ning: Chit luong chirc ning thé hién qua trinh thuc hién dich
vu cua doanh nghiép, phan anh viéc dich vu dugc cung cép nhu thé nao. Trong twong
quan gitra hai khia canh chit luong ké trén thi chat lwong chirc ning déng vai trd quan
trong hon dugc thé hién thong qua 7 tiéu chi sau:

- Su thuan tién trong giao dich;

- Hanh vi tmg x;

- Thai d6 phuc vy;

- Cong tac td chirc doanh nghiép;
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- Tiép xtic khach hang;

- Phong thai phuc vy;

- Tinh than tt ca vi khach hang;

Hinh anh doanh nghiép: Hinh 4nh doanh nghiép duoc hiéu 1a cam nhan/an
tuong chung cua khach hang vé doanh nghiép, theo d6, néu doanh nghiép tao duoc
hinh anh t6t trong long khach hang thi ho d& dang bo qua nhitng thiéu sot xay ra trong
qua trinh st dung dich vu. Gronroos ciing chi ra rang hinh anh doanh nghiép 1a tai
san vo gia ctia doanh nghiép va c6 tac dong tich cuc dén danh gia cia khach hang vé
chat lugng dich vy, gia tri san phém va su hai long cia ho. Hon thé hinh anh doanh
nghiép cling gitp cho khach hang tin tuéng hon vao doanh nghi¢p va tré thanh khach
hang trung thanh cia doanh nghi¢p (Andreassen & Lindestand, 1998). Nhu vay, hinh
anh doanh nghié€p co6 tac dong dén va chiu anh huong boi chét luong dich vu va sy
hai long ciia khach hang. Ciing can luu y rang, nhitng khach hanh thuong xuyén st
dung dich vu ctia doanh nghi¢p s€ c6 cdm nhan dung dén hon vé hinh anh doanh
nghiép so voi nhitng khach hang khéac (Johnson, Fornell, Andreassen, Lervik, va Cha,
2001). Hinh anh doanh nghiép duoc xem nhu 1 “thiét bi loc” (filter) gitip cho mbi
quan hé gitra khach hang va doanh nghiép t6t dep va bén viing hon. Ngoai ra, khach
hang danh gia hinh anh doanh nghiép t6t hay xdu thong qua cam nhan cta ho ddi véi
doanh nghiép va so sanh hinh anh doanh nghiép véi cac d6i tha khac. Tuy nhién, mirc

d6 anh hudéng nhiéu hay it phy thudc vao ting don vi, doanh nghiép cu thé.
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( CHAT LUQNG DICH VU CAM NHAN )

- T~

(— Ky vong vé dich vu ] ( Trdi nghiém j
p ¢ Hinh dnh )

Thong tin thi tritdng J %,

Hinh dnh
Truyén miéng Két qua/ e

Nhu cau khich hang Chit lugng ky thudt e Lnnl{n’

Kién thitc khéch hing y [ nc cricEEy
U J

Hinh 2.3 M6 hinh PSQM
Ngudn: Gronroos (1984)
2.2 Tong quan céac nghién ciru lién quan
2.2.1 Cac nghién cuwu nuwdc ngoai

Nghién ctru cia Wahyuni wahyuni va cong sy (2018) dugc thuc hién vai muc
ti€u xac dinh tac dong cua chat luong dich vu va chét luong san phém nude sach dén
su hai long ctua khach hang tai PDAM Tirta Jeneberang, Gowa Regency. Phuong
phap nghién ctru dugc st dung 13 dinh luong vé6i cach tiép can mé ta. Pia diém nghién
ctru dugce thyc hién tai PDAM Tirta Jeneberang, Gowa Regency, trong khoang thoi
gian 3 thang. Dit liéu duoc thu thap thong qua bang ciu héi va dugc phén tich bang
phuong phap thong ké mo ta. Két qua thu duoc tir nghién ctru ndy cho thay chat luong
dich vu va chét luong san pham nude sach co tac dong tich cuc va ¢ ¥ nghia dén sy
hai long cua khach hang.

Nghién ctru ctuia Julia Denantes va cong su (2021) dugc thuc hi¢n voi muc ti€u
phan tich cac yéu t6 giai thich sy hai 10ng cta khach hang d6i v6i chat luong nude va
dich vu cting nhu dich vy do cdc nha cung cép nudc va vé sinh tai Chile cung céip,
1am sang t6 cac yéu t6 anh huong dén sy hai long cua khach hang trong bdi canh mot

quoc gia dang phat trién va trong tinh huong c6 céc tiéu chuan dich vu nudc nghiém
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ngit va ngudn cung cip nudc dang tin ciy. M6 hinh phwong trinh cdu trac di duoc
wéce tinh, sir dung mau nghién ctru véi 32.745 quan sat do Co quan quan ly dich vu
v€ sinh Chile thu thap. Két qua cho théy chét luong nudc dugc nhan thic cd anh
huong 16n dén rui ro stc khoe duge nhan thirc. Ngoai ra, nhan thirc rui ro cua khach
hang chu yéu phu thudc vao cam quan, duoc giai thich bing hwong vi, mui va do
trong. Chét luong dich vu va gia ca chu yéu chiu anh huéng boi nhan thire cua ngudi
tiéu dung vé chat lugng nude va hé théng thanh toan.

Nghién ciru ciia Bakhtiar Tijjang va cong su (2020) nham muyc dich kiém tra
chat luong dich vu san pham d6i v6i sy hai 10ng cta ngudi tiéu dung ddi voi nude
ubng déng binh tai Indonesia. Loai nghién ciru sir dung phuong phap nghién ctru giai
thich (giai thich nghién ctru) st dung phwong phéap dinh luong. Ddi twong nghién ciru
trong nghién ctru nay 1a nhitng khach hang sit dung nuéc ubéng dong binh tai
Indonesia, nhitng ngudi khong rd dan sd, sir dung phuong phap Roscoe dé 1ay mau,
gd6m 50 nguoi voi ki thuat iy mau ngiu nhién. Két qua cho thdy chit lugng san pham
va dich vu anh hudng tich cuc va dang ké dén sy hai long ciia nguoi tiéu ding mot
phan hoic dong thoi ddi v6i khach hang sir dung nudc uéng déng binh tai Indonesia.
2.2.2 Cac nghién cwu trong nwoc

Nghién ctru ctia Diép Thanh Tung va cong su (2021) dugc thyc hién véi muc
tiéu danh gia su hai 1ong ctia ngudi dan vé dich vu cung cap nude sach nong thon trén
dia ban tinh S6c Trang. Nhom tac gia dé xuat mo hinh nghién ciru gdm 8 thanh phan
theo m6 hinh SERVPERF: Sy tin cdy, Su dong cam, Kha ning dap ung, Ning luc
phuc vu, Phuong tién hiru hinh, Gia ca, Chat lugng dich vu; nhom tac gia phat trién
thém 01 thanh phan dic thu 1a Mang ludi. Ngoai ra, trong mé hinh nhém tac gia con
dé xuat thém mot sd bién kiém soat thude vé dic diém ca nhan nhu: Do tudi, Gidi
tinh, Thu nhap, Nghé nghiép... Két qua cho thdy, co 6 nhan t6 anh hudng dén dich
vu xép theo thir tu giam dan nhu sau: (1) Kha nang dap tng; (2) Phuong tién hitu
hinh; (3) Mang luéi; (4) Gia ca; (5) Chét luong; (6) Su tin cay. Tir két qua nghién

ctru, nhom tac gia dé xuat mot s6 ham y chinh sach nang cao muc do hai long cua
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nguoi dan vé dich vu cung cép nuodc sach cia Trung tdm Nudc sach va V¢ sinh moi
truong nong thon tinh Soc Trang.

Nghién ctru cia Nguyén Minh Tudn va cong su (2021) dugc thue hién véi muc
tiéu nghién ctru su hai long cta khach hang vé chat lwong dich vu cung cip nudc sach
néng thén tai Trung tim Dau tu, khai thac thuy loi va nude sach nong thon tinh Binh
Duong. M6 hinh nghién ctru 1y thuyét gdbm 5 yéu t6: (1) Chat luong va hoat dong
cung cép nudc; (2) Sy tin tuong; (3) Nang luc phuc vu; (4) Thai d phuc vu; (5) biéu
kién dén tiép va phuc vu. Két qua nghién ciru cho thdy c6 5 yéu t6 anh huong dén
chat lwong dich vu cung cp nudc sach nong thon tai Trung tdm duoc sip xép theo
thi ty mirc d6 anh huong tir 16n dén nho 1a: (1) Nang luc phuc vu; (2) Thai d6 phuc
vu; (3) Chét luong va hoat dong cung cép nuoc; (4) Piéu kién don tiép va phuc vu;
(5) Su tin tudng. Can clr vao két qua nghién ctru nay, tac gia di dé xuat 5 ham y quan
tri nham nang cao chét lugng dich vu cung cap nudc sach ndng thon tai Trung tim
Pau tu, khai thac thuy loi va nudce sach nong thon tinh Binh Duong.

Nghién ctru cua Lé Thi Diéu Hién va cong su (2015) duoc thuc hién véi muc
tiéu xac dinh cac nhan t6 anh hudng dén sy hai 10ng cua ngudi dan ddi véi dich vu
cung cip nude sach (DVCCNS) tai quan Ninh Kiéu, TP. Can Tho. S6 liéu ctia nghién
ctru duoc thu thap tir 228 ngudi dan dang sit dung DVCCNS trén dia ban quan Ninh
Kiéu. Két qua nghién ctru da xac dinh cac nhan t6 anh hudng dén muc do hai long
ctia nguoi dan d6i véi DVCCNS 1a su tin cdy va dam bao, kha ning dap ung, phuong
tién hitu hinh va sy dong cam. Trong d6, nhan t kha ning dap tng c6 anh hudng
manh nhat dén murc d6 hai long ctia ngudi danddi véi DVCCCNS. Mot sé khuyén
nghi dugc dé xuit nham nang cao sy hai long cua ngudi dan d6i véi DVCCCNS &
quan Ninh Kiéu, TP. Can Tho.

2.4 M6 hinh nghién ciru dé xuat va cc gia thuyét nghién ciru

Thong qua co s& 1y thuyét vé dich vu, sy hai long khach hang va cic nghién
clru cia cac tac gia trong va ngoai nude o lién quan dén muc tiéu nghién ctiru cua dé
tai, tic gia xdy dung mo hinh nghién ciru 1y thuyét cho dé tai. Mo hinh nghién ciru

cua dé tai ké thtra tr mé hinh trong cac nghién ctru cua Nguyén Minh Tuan va cong
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su (2021), Diép Thanh Tung va cong su (2021) gom 6 yéu td anh hudng dén sy hai
1ong cua khach hang sir dung dich vu cung cap nudc sach cta Trung tim Nudc sach
va V& sinh moi truong nong thon tinh Binh Thuén tai dia ban huyén Ham Thuan Bic
tinh Binh Thuan, do6 la: (1) Chét lugng nude; (2) Su tin cay; (3) Nang luc phuc vy;
(4) Co s6 vat chit; (5) Gia ca; (6) Kha ning dap ung.

Chit lirgng nwée

Swr tin cay

Sur hai long
ctia Khich
hang sir dung
dich vu cung

cip nube sach

Ning luc phuc vu

Co sé vit chat /

Gia ca

Khia ning dap img

Gidi tinh
P tudi
Trinh d§ hoc vén

Thu nhip hiang thang

Thai gian sirdung dich vu

Hinh 2.1 M6 hinh nghién ctru dé xuét
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Trén co s& 1y thuyét nén va cac nghién ctru trude, dién hinh nhu nghién ctru
ctia Nguyén Minh Tuin va cong sy (2021), Diép Thanh Tung va cong sy (2021), Lé
Thi Diéu Hién va cong su (2015), Gtng voi md hinh nghién ctru dé xut trén, cc gia
thuyét nghién ctru duoc trinh bay nhu sau:

Gia thuyét Hy: Chit luvong nude co twong quan véi su hai long cua khach
hang str dung dich vu cung cép nudc sach cia Trung tdm Nudc sach va V& sinh moi
truong nong thon tinh Binh Thuén.

Gia thuyét Hz: Sy tin cdy co6 tuong quan véi su hai long ciia khach hang st
dung dich vu cung cép nudc sach cua Trung tdm Nudc sach va V¢ sinh moi truong
nong thon tinh Binh Thuan.

Gia thuyét Hi: Nang lyc phuc vu c6 twong quan voi sy hai 10ng cta khach
hang str dung dich vu cung cﬁp nudc sach cia Trung tdm Nudc sach va V& sinh moi
truong nong thon tinh Binh Thuan.

Gia thuyét Hy: Co so vat chit c¢6 tuong quan véi su hai 1ong ctia khach hang
st dung dich vu cung cép nudc sach cua Trung tAm Nudc sach va VE sinh méi trudng
nong thon tinh Binh Thuan.

Gia thuyét Hs: Gia ca co twong quan voi sy hai long ctia khach hang sir dung
dich vu cung cép nuodc sach cua Trung tam Nudc sach va V¢ sinh moi truong nong
thon tinh Binh Thuan.

Gia thuyét He: Kha ning dap Gng c6 twong quan voi su hai long ctiia khach
hang st dung dich vu cung cp nuée sach ciia Trung tim Nudc sach va Vé sinh méi

trrong nong thon tinh Binh Thuén.
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TOM TAT CHUONG 2

Chuong 2 da trinh bay cac 1y thuyét nén lién quan muc tiéu nghién ctru cua dé
tai nhu ly thuyét vé dich vy, dich vu nudc sach, su hai long khach hang va cac nghién
clru trude cd muc tiéu nghién ciu trong ddng véi muc tiéu cia dé tai dé 1am co s
xay dung mé hinh nghién ctru 1y thuyét cho dé tai. M6 hinh nghién ciru cua dé tai
gdm 6 yéu t6 anh hudng dén sy hai long cua khach hang st dung dich vu cung cip
nudc sach cia Trung tAm Nudc sach va V¢ sinh mdi truong nong thén tinh Binh
Thuan tai dia ban huyén Ham Thuan Bic tinh Binh Thuén, d6 1a: (1) Chit luong
nuéc; (2) Sy tin cdy; (3) Nang luc phuc vu; (4) Co s¢ vat chat; (5) Gia ca; (6) Kha

nang dap ung.

23



CHUONG 3: PHUONG PHAP NGHIEN CUU

3.1 Quy trinh nghién ciru
Quy trinh nghién ctru dugce thuc hién qua hai giai doan: giai doan nghién cru

dinh tinh va giai doan nghién ctru dinh lugng.

Quy trinh nghién ctru dugc thyc hién theo hinh 3.1 bén dudi nhu sau:

Vindeé Muc tiéu
nghién ciru nghién ciu

Co sé Iv thuyét

h

b J

Nghién ciru So'bé M hinh nghién
civu Iy thuyét va

thang do nhiap

{Thao luin nhom)

Mo hinh
nghién ciru
chinh thirc

Nghién cru chinh thirc
- Théng ké, mé ta dir liéu
- Kiém dinh Cronbach
- Phén tich nhén t6 kham pha EFA
- Phén tich héi quy va phén tich sw khéc biét

Y

Két ludin va ham v

Hinh 3.1 Quy trinh nghién ctru

Nguén: Téc gia xdy dung
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Trén co s cac van dé nghién ctru, thong qua céc 1y thuyét nén lién quan dén

de tai, tac gia tim ra cac khoang trong cho nghién ctru, dé ra muc ti€u nghién curu.

Dua trén co sé 1y thuyét nén lién quan dén dich vy, dich vu nuéc sach, su hai
long khach hang va cac nghién ctru trude c6 muyc ti€u twong dong vé1 muc tiéu cua
dé tai, nghién ctru dé€ xuat mé hinh nghién ctru ly thuyét va cac thang do do luong

cho céac khai niém nghién ctru dung trong dé tai.

Thuc hién nghién ctiru dinh tinh bang phuong phéap thao luin nhém gdm cac
quan ly, nhan vién c6 tham nién va kinh nghi¢m dang lam viéc Trung tAm Nudc sach
va V¢ sinh mdi1 truong nong thon tinh Binh Thuan va cac khach hang dang st dung
dich vu nuéc sach ctia Trung tim nham gitp nghién ctru hiéu chinh mé hinh va thang
do so bo ma dé tai da xay dyng cho phu hop vé6i diéu kién nghién ctru. Pay ciing 1a
co s& giup tac gia hoan thién Bang hoi nham phuc vu cho cong tac thu thap dit lidu

tir khao sat dé dap ing cho budc phan tich dinh lugng tiép theo.

Nghién ctru dinh lugng dugc thuc hién thong qua phan tich cac dir li¢u thu
thap duoc tir khao sat cac khach hang da va dang sir dung dich vu nudc sach ctua
Trung tam Nudc sach va V€ sinh moi trudong nong thon tinh Binh Thudn. Dt liéu sau
khi thu thap sé duogc tién hanh 1am sach, xir 1y, ma hoa va thuc hién cac budc phan
tich thong qua cac kiém dinh vé do tin cdy ctia cac thang do ma nghién ctru xay dung
thong qua kiém dinh Kiém dinh Cronbach, Kiém dinh EFA; Kiém dinh tuong quan;
Phan tich hoi quy; Kiém dinh sy khac biét dé tim ra cac yéu t6 chinh anh huéng dén
su hai 1ong cta khach hang st dung dich vu cung cip nudc sach cua Trung tim va
khang dinh cac két qua nghién ciru ciing nhu dwa ra cac kién nghi phu hgp xoay quanh

cac két qua nghién clru ma dé tai da xac dinh duoc.
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3.2 Xay dung thang do so b{

Céc thang do so bo dung trong nghién ctiru dugc xay dyng trén co so ké thira
cac thang do trong nghién ciru trude. CO tat ca 06 thang do gdm 05 thang do do ludng
cho céc nhan té anh huong dén sy hai long cta khach hang st dung dich vu cung cip
nudc sach cia Trung tam Nudc sach va V€ sinh moéi trudong nong thon tinh Binh
Thuan va 01 thang do do ludng cho yéu t6 phu thudc ctia mé hinh 1y thuyét 13 sy hai
1ong cua khach hang sir dung dich vu cung cip nudc sach ciia Trung tim Nudc sach

va V¢ sinh mdi truong ndng thon tinh Binh Thuan.

Tong hop nodi dung cac thang do so bd ma dé tai xay dung duoc trinh bay trong

Béang 3.1 bén dudi nhu sau:

Bang 3.1 Thang do so bo

Bién
Thang do quan Noi dung Ngudn gbc
sat
CL1 Ngu@)n nuoc khong (rét it) bi tam | Lé Thi Di¢u Hién

ngimg cung cap va cong su (2015),

. Nguon nudc ludn trong sach, chit Nguyén Minh
Chat lwgng CL2

luong cao Tuén va cong sy
nuwoc - CL :
. (2021), Diép
Trung tdm luén c6 gang duy tri
CL3 , . Thanh Tung va
cung cap trong moi diéu ki¢n
cong sy (2021)
TC1 | Trung tdm ludn giit dung cam két | Lé Thi Diéu Hién
Khi c6 bat ki thay ddi gi (vé lich tam | va cong su (2015),
St tin cgy - g wip muce, i s va. 3| Neaydn Mk
n cap nudc, phi dich wu... guyeén Min
TC TC2 Sine «p P

Trung tdm luon thong bao rd rang véi | Tuan va cong sy

khach hang (2021), Di¢p
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Bién

Thang do quan Noi dung Ngudn gbc
sat
Trung tdm lu6én ding hen voi khach | Thanh Tung va
TC3 | hang khi ldp dit, stra chita hé théng | cong su (2021)
cung cap nudc
Khi c6 bat ki van dé nao Trung tim
TC4 |ludn quan tim dé giai quyét tro
ngai do
Thu tuc lép dat, stta chira nhanh
PV1
chong
PV2 | Thoi gian khic phuc su ¢6 nhanh
Nhan vién bao tri, stta chita luon
PV3 L ) X e
biét ho can lam gi Nguyén Minh
Nang luc Nhan vién bao tri, stra chita rat lich | Tuén va cong su
phuc vu - PV4 |su va ho khong doi hoi tién boi (2021), Diép
PV dudng Thanh Tung va
PVS Thu tuc ngung, dong, md nudc | cong sy (2021)
nhanh
Trung tam cé phuong thirc thanh
PV6 | toan thuan tién thong qua cac ngan
hang
VC1 | Trung tdm c6 co sé vat chat day du .
— L& Thi Di¢u Hién
Trung tdm co trang thiét bi va may
vVC2 _ . va cong sy (2015),
Co sé vat moc hién dai -
. Nguyén Minh
chat - VC Can b nhan vién c6 trang phuc dep, ,
VC3 ) Tuan va cong su
lich sy
— (2021)
VC4 | Cho dé xe thuan tién
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Bién

Thang do quan Noi dung Ngudn gbc
sat
GC1 | Chi phi lap dat, sira chita hop ly Nguyén Minh
Pinh mic m?® nudc phu hop véi Tuén va cong sy
Gia ca- GC GC2 nhu cau cia timg ho gia dinh (2021), Diép
Thanh Tung va
GC3 | Gia nudc tinh cho tirng m?® phu hop
cong su (2021)
Nhéan vién Trung tam ludn c6 thai
DUl d6 phuc vu tét. Lé Thi Diéu Hién
Nhan vién Trung tAm nhiét tinh hd | Va cong su (2015),
Kha nang DL2 tro khach hang. Nguyén Minh
dap ung - DU3 | Thoi gian giao dich nhanh chéng. Tuan va cong sy
DU Gio 1am viéc thuan tién cho khach | (2021), Diép
DU4 hang. Thanh Tung va
cong su (2021)
DUS | Nhan vién khong bao gio qué ban.
Anh/ Chi hoan toan hai long véi
HL1 | dich vu cung cdp nudc cia Trung
tam. Nguyén Minh
Anh/ Chj hoan toan yén tim vé | Tuén va cong su
Sw hai long .
HL2 | dich vu cung cap nudc cua Trung (2021), Di¢p
—HL fam voi nguoi khac. Thanh Tang va
Anh/ Chi s& noi tét vé dich vu cung | cdng su (2021)
HL3 | cap nudc cia Trung tim v6i ngudi

khéc.

Nguon: Ké thtra tir cac nghién ctru trudc.
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3.3 Nghién ciru dinh tinh

Nghién ciru dinh tinh duoc sir dung dé gitip hiéu chinh mé hinh nghién ciru 1y
thuyét va hiéu chinh noi dung cac thang do st dung trong nghién ctru ma dé tai da
xay dung. M6 hinh nghién ctru 1y thuyét duoc xay dung v6i 6 yéu tb doc 1ap bao gom:
Chat lugng nuée (3 bién quan sat); Su tin cdy (4 bién quan sat); Nang luc phuc vu (6
bién quan sat); Co so vat chit (4 bién quan sat); Gia ca (3 bién quan sat); Kha ning
dap Gmg (5 bién quan sat) va yéu td phy thudc ciia mé hinh 1a: su hai long ctia khach
hang str dung dich vu cung cﬁp nudc sach cia Trung tdm Nudc sach va V& sinh moi
truong nong thon tinh Binh Thuan tai dia ban huyén Ham Thuan Béc (3 bién quan

sat).

Nghién ctru sir dung phuong phap thao luan nhom gém 05 chuyén gia hién
dang giit cac chirc vu quan ly phong ban va cac nhan vién c6 tham nién lam viéc tai
Trung tdm Nudc sach va V¢ sinh moi truong nong thon tinh Binh Thuan tur 5 ndm tré

1én va 10 khach hang dang stir dung dich vu nudc sach cua Trung tam.

Céc d6i tugng tham gia thao ludn nhom s& duoc tac gia gui trude cac ndi dung
lién quan dén dé tai va cac noi dung can duoc thao luan trude budi thao ludn nhom.
Trong budi thao luan nhom, cac ndi dung s& dugc tac gia lan luot trinh bay theo dan
bai chuan bj trudc dé cac chuyén gia 1an luot trao d6i, gop y timg ndi dung riéng 1é.
Cac ndi dung néu dugc tir 2/3 cac chuyén gia trd 1én dong thuan s& dugc thong nhat;
Céc noi dung can duoc hiéu chinh cling s€ dugc cac chuyén gia dinh huéng cho phu
hop véi diéu kién nghién ctru tai Trung tim Nudc sach va Vé sinh méi trudng nong

thon tinh Binh Thuan tai dia ban huyén Ham Thuéan Bic.

Két qua thao luan chuyén gia cho thiy rang tat ca cac chuyén gia tham gia thao
luan cac ndi dung cia dé tai déu théng nhat vé mo hinh nghién ciru dé xuat ma tac
gia di xay dung. V& cac bién quan sat trong cac thang do so bo ma dé tai dd xdy dung,
tat ca cac chuyén gia thong nhat gilt nguyén s6 lugng va ndi dung cac bién quan sat

trong cac thang do ma dé tai da xay dung.
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Sau khi tong hop cac két qua thu duge tir nghién ctru dinh tinh, cac thang do
trong nghién ctru s& dugc str dung dé thiét ké bang khao sat nham phuc vu cho cong
tac khao sat thu thap dit liéu cho nghién ctru. Phiéu khao sat s& dugc bd sung thém
cac thong tin lién quan vé c nhan nguoi duoc khao sat va tién hanh thuc hién budc
khao sat thir véi s6 lwong mau 20 khach hang ngiu nhién dé xem xét mtrc d6 phu hop
va d& hiéu ctia cac ndi dung duge hoi trong phiéu khao sat. Két qua khao sat thtr cho
thiy 20/20 ngudi duoc hoi déu ddng thuan véi sy phi hop va dé hiéu cua cac noi
dung dugc hoi trong phiéu khao sat. Nhu vay, phiéu khao sat da dat duoc su tin cay

can thiét va phu hop dé sir dung cho khéo sat & quy mé 16n hon.

Thang do trong nghién ctru dugc xay dung voi dang thang do Likert 5 bac voi
mure d6 1a: (1) Hoan toan khong dong ¥; (2) Khong dong y; (3) Trung dung; (4) Pong
¥ va (5) Hoan toan dong .

3.4 Nghién ciru dinh luwgng
3.4.1 Méu nghién ciru va phwong phdp chon méu

Dt liéu nghién ctru dugc thu thap tir khao sat cac khach hang dang sir dung
dich vu nuéc sach cia Trung tam Nudc sach va V€ sinh moi trudng nong thon tinh
Binh Thuan tai dia ban huyén Ham Thuin Béc thong qua cong cu thu thap dir liéu 1a
Phiéu khdo sat.

Phuong phap chon miu ma nghién ctru st dung 13 chon mau phi x4c suét voi
phuong thtrc 1y mau thuan tién. Day 1a phuong phap 1dy miu gitp cho tac gia tiét
kiém dugc chi phi, thoi gian va phi hgp véi nghién ciru mang tinh kham phé nhan t6
clia dé tai.

3.4.2 C& mdu nghién civu va cdch ldy méu

Mau nghién ctru phu thudc vao muc tiéu, quy md ciia nghién ciru va phuong
phap nghién ctru ma dé tai sir dung dé phan tich.

Kumar (2005) cho rang kich thudc cia mau nghién ciru tily thude vao viée

nghién ctru mudn dat duoc nhitng gi tir ngudn dit liéu thu thap duoc.
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Theo Gorsuch (1983), kich thuéc mau nghién ciru 1a 100, con Guilford (1954)

cho rang con s6 d6 1a 200.

Hair va cong st (2010) cho rang: khi phan tich nhan t6 kham pha EFA thi yéu
cau kich thuéc mau tdi thiéu phai 1a 50 hodc theo ty 18 5:1 (5 dbi tuong duoc khao
sat cho 1 bién quan sat). Nghién ctru c6 tit ca 28 bién quan sat, trong d6 c6 25 bién
quan sat do ludng cho 6 nhén t doc 1ap va 03 bién quan sat do luong cho nhén té
phu thudc ctia mé hinh. Do d6, kich thudc miu ti thiéu ma nghién ctru can c6 dé dap

g yéu cau mau danh cho phan tich EFA sé& bang 28*5 = 140.

Tabachnick & Fidell (1991) thi cho ring kich thuéc mau nghién ctru dya vao
quy trinh xtr 1y va phan tich s6 liéu c6 sir dung hoi quy boi, theo d6 dé phan tich hoi
quy va dat duoc két qua hdi quy tot nhat thi kich ¢& mau phai théa mén cong thic: n
> 8m + 50 (Vi n 1a kich ¢& mau, m 14 s6 bién doc 1ap trong mé hinh). Theo d6, dé
tai co tat ca 6 bién doc 1ap thi kich thudc mau nghién ctru tdi thiéu phai bang 98 dbi

tuong khao sat.

Trong nghién ctru ndy, dé dam bao c¢& mau nghién ctru dat yéu cau cho cac
phan tich va gidm cdac sai sot trong viéc thu thap dir li€u, tac gia tién hanh khao sat
voi kich thudc mau 1a 250 khach hang di va dang st dung dich vu nudc sach cia
Trung tAm Nudc sach va V¢ sinh moi truong nong thon tinh Binh Thuan tai dia ban
huyén Ham Thuan Bic. Phiéu khao sat duoc cac nhan vién trung tam gui dén khach
hang khi cac nhan vién dén théng ké chi sé nudc tai nha dan. Kich thugc miu nay
hoan toan dap Gmg dugc cac tiéu chuan cua nghién ctru va phu hop voi kha ning

nghién ctru cling nhu ndng luc tai chinh cua tac gia.

3.4.3 Cac cong cu phdn tich dir liéu
+ Phén tich d tin cay Cronbach’s Alpha
Thang do duoc kiém dinh d9 tin cdy thong qua h¢ s6 Cronbach’s Alpha. H¢
s6 Cronbach’s Alpha gitip loai bo cac bién khong phi hop va han ché cic bién rac

trong mo hinh nghién ctru, tranh gy ra nhidu két qua thu duoc, lam anh huéng xau

31



dén y nghia théng ké. Hé sb Cronbach’s Alpha do ludng tét nhét do tin cdy cua thang
do tir 3 bién quan sat tré 1én (Nguyén Dinh Tho, 2011).

Hé s6 Cronbach’s Alpha c6 gia trj bién thién trong doan [0,1]. V& 1y thuyét,
hé s6 nay cang cao cang tot (thang do cang c6 do tin cdy cao). Tuy nhién, diéu nay
khong hoan toan chinh xac boi hé s6 Cronbach’s Alpha qua 16n (khoang tir 0.95 trd
1én) cho thiy c6 nhiéu bién quan st trong thang do khong c6 khac biét gi nhau, chung
gan nhu 1a gidng nhau hoan toan vé y nghia, hién twong nay goi la trung lap trong

thang do.

Theo Hoang Trong va Chu Nguyén Mong Ngoc (2008), murc gia tri hé sb
Cronbach’s Alpha: Tir 0.8 dén gan bang 1: thang do ludng rat tot; Tir 0.7 dén gan
bang 0.8: thang do ludng str dung tt; Tir 0.6 trd 1én: thang do ludng du diéu kién.

Déi vé6i nhitng nghién ctru ldp lai, gid tri Cronbach’s Alpha nén tir 0.7 trd 1én.
Véi nhitng nghién ctru mai, gia tri Cronbach’s Alpha tir 0.6 trd 1€n 1a duoc chép nhan.
Khi thyc hi¢n phan tich Cronbach’s Alpha cho mot nhan td, néu hé sb Cronbach’s
Alpha ctia nhém nho hon 0.6 va khong cé bién nao trong nhom hé s Cronbach’s

Alpha néu loai bién 16n hon 0.6 thi cin xem xét loai bé ca nhan té do.

Thong thudng, cac nghién ctru cling s& danh gia hé sb twong quan bién tong
Corrected Item — Total Correlation, néu gia tri Cronbach’s Alpha if Item Deleted ctia
mot bién 16n hon hé sé Cronbach’s Alpha cua nhom va Corrected Item — Total
Correlation bién d6 nhé hon 0.3 thi s& loai bién quan sat dang xem xét dé tang do tin
cay cua thang do. Trudng hop gia tri Cronbach’s Alpha if Item Deleted mot bién 16n
hon khong qué nhiéu so véi hé s6 Cronbach Alpha ctia nhém (chénh 1éch nho hon
0.1) nhung Corrected Item — Total Correlation bién d6 16n hon 0.3 thi xem xét gitr
bién do lai.

Trong nghién ciru nay, tac gia sir dung cac tiéu chi vé phéan tich Cronbach’s
Alpha theo Nguyén Dinh Tho (2011): Tht nhat: Cac hé s6 Cronbach’s Alpha ctia cac

bién phai tir 0.7 trd 1én; Thir hai: Nhiing bién quan sat c6 hé s6 twong quan bién tong

32



pht hop tir 0.3 tro 1én. Thoa mén 2 diéu kién trén thi cic bién phan tich dugc xem 1a
chap nhan va thich hop dua vao phan tich nhitng budc tiép theo.
+ Phan tich nhan t6 kham pha EFA

Phén tich nhéan t kham phéa (EFA), dung dé rat gon mot tap hop k bién quan
sat thanh mot tap f (voi £ < k) cac nhan té c6 ¥ nghia hon. Trong nghién ctru, ching
ta thuong thu thap duge mot sé luong bién kha 16n va rat nhiéu cac bién quan sat
trong d6 ¢ lién hé twong quan voi nhau. Phan tich nhan t6 kham pha xem xét mdi
quan hé gifra cac bién & tit ca cac nhom (cac nhan t4) khac nhau nham phat hién ra
nhiing bién quan sat tai 1én nhiéu nhan t6 hodc cac bién quan sat bi phan sai nhan t6
tir ban dau. Nho EFA, ching ta c6 thé dinh hinh lai ciu trac cac nhom thang do, xem
x€t sy hdi tu va phan biét cua cac nhom bién, cung vo1 do 1a loai bd di nhitng bién
quan sat rac gifip cai thién két qua nghién ctru.

Mot s6 tiéu chuan ap dung khi phan tich EFA trong nghién ctru nhu sau:

(i) Hé s6 KMO (Kaiser-Meyer-Olkin) 1a mot chi s6 dung dé xem xét sy thich
hop ctia phan tich nhan t6. Tri s6 cia KMO phai dat gi tri 0.5 trd 1én (0.5 < KMO <
1) 1a diéu kién du dé phan tich nhan té 13 pht hop. Néu tri s nay nho hon 0.5, thi
phan tich nhan t6 c6 kha ning khong thich hop véi tap dir liéu nghién ctru. Hutcheson

& Sofroniou (1999) dé xuit mot s6 ngudng gia tri KMO nhu sau:
KMO > 5: mirc chap nhan t6i thiéu
5 <KMO £0.7: binh thuong
7 <KMO < 0.8: tot
8 <KMO < 0.9: rt tot
KMO > 9: xut sic

(ii) Kiém dinh Bartlett (Bartlett’s test of sphericity) 1a mot kiém dinh xem xét
c6 mdi twong quan xay ra giita cic bién tham gia vao EFA. Gia dinh rat quan trong
trong EFA 14 cac bién quan sat dua vao phén tich can co sy twong quan voi nhau.

Thay vi danh gid dya vao ma tran twong quan khé kho khan, chung ta s€ dung toi
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kiém dinh Bartlett. Kiém dinh nay s& xem xét c6 mdi twong quan xay ra giita cac bién
tham gia vao EFA hay khong vé6i gia thuyét Ho: Khong c6 mdi tuong quan gitra cac
bién quan sat. Néu sig kiém dinh Bartlett nho hon 0.05, chiing ta bac bé Ho va két
luan cac bién tham gia vao EFA c06 su tuong quan v6i nhau, nguoc lai, néu sig 16n
hon 0.05, chung ta chip nhan Ho va két luan cac bién quan sat khong c6 su twong

quan v&i nhau, phan tich EFA 1a khong phu hop.

(iii) Tri s6 Eigenvalue 12 mét tiéu chi str dung pho bién dé xac dinh sb luong
nhan t6 trong phan tich EFA. Véi tiéu chi ndy, chi c6 nhiing nhan t6 nao co

Eigenvalue > 1 mé1 dugc gitr lai trong mo hinh phén tich.

(iv) Tong phuong sai trich (Total Variance Explained) > 50% cho thdy mé
hinh EFA 13 phti hop. Coi bién thién 1a 100% thi tri s6 nay thé hién cac nhan t6 duoc

trich c6 dong dugc bao nhiéu % va bi that thoat bao nhiéu % cua cac bién quan sat.

(v) Hé sb tai nhan to (Factor Loading) hay con goi 1a trong s6 nhan t6, gia tri
nay biéu thi moi quan hé tuong quan gitra bién quan sat v4i nhan t6. HE s6 tai nhan
t6 cang cao, nghia 13 twong quan gitta bién quan sat 6 véi nhan té cang 16n va nguoc

lai. Theo Hair va cong sy (2010):
Factor Loading & muc + 0.3: Diéu kién t4i thiéu dé bién quan sat duoc giit lai.
Factor Loading ¢ muc + 0.5: Bién quan sat ¢ ¥ nghia thdng ké tot.
Factor Loading ¢ mirc + 0.7: Bién quan sét c6 ¥ nghia thong ké rat tét.
+ Phén tich twong quan

Kiém dinh hé sé twong quan Pearson dung dé kiém tra méi lién hé tuyén tinh
giita cac bién doc 1ap va bién phu thudc. Theo Gayen (1951), cac nha nghién ctru st
dung hé sb twong quan Pearson (ky hiéu r) dé luong hoa muc do chit ché cia mbi
lién hé tuyén tinh giita hai bién dinh lugng. Néu mot trong hai hodc ca hai bién khong
phai 14 bién dinh luong (bién dinh tinh, bién nhi phan...) chung ta s& khong thyc hién
phan tich twong quan Pearson cho céc bién nay. Hé sb tuong quan Pearson r c6 gia

tri dao dong tir -1 dén 1.
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Andy Field (2009) cho rang mic du c6 thé danh gia mdi lién hé tuyén tinh giira
hai bién qua h¢ $6 tuong quan Pearson, nhung chiing ta can thuc hién kiém dinh gia
thuyét hé sb twong quan nay co ¥ nghia théng ké hay khong. Gia thuyét dugc dit ra
Ho: r = 0. Phép kiém dinh t dugc str dung dé kiém dinh gia thuyét nay. Két qua kiém
dinh: Sig < 0.05: Bac bo gia thuyét Ho, nghia 1a r # 0 mot cach c6 ¥ nghia thong ké,
hai bién c6 twong quan tuyén tinh véi nhau; Sig > 0.05: Chap nhén gia thuyét Ho,
nghia 14 r = 0 mot cach c6 ¥ nghia thong ké, hai bién khong cé twong quan tuyén tinh

v6i nhau.
+ Phan tich hdi quy bdi

Hoi quy tuyén tinh 1a phép hdi quy xem xét mdi quan hé tuyén tinh giita bién
doc 1ap v6i bién phu thudc. Phuong trinh hoi quy boi:

Y =Bo+Pi1X1+PXo+ ... +PuXnte

Trong do:

Y: bién phu thudc, 14 bién chiu tic dong cuia bién khac.

X, X1, X2, Xa: bién doc 1ap, 1a bién tac dong 1én bién khac.

Bo: hang s6 hoi quy, hay con duoc goi 13 hé s6 chin. Day 1a chi s6 noi 1én gia
tri ctia Y s& 13 bao nhiéu néu tat ca X cung bang 0.

B1, B2, Bu: hé s6 hdi quy, hay con dugc goi 13 hé s6 goc. Chi sd nay cho chung
ta biét vé muc thay doi ctia Y gy ra boi X tuong tng.

e: sai s0. Chi s6 ndy cang 16n cang khién cho kha ning du doan cua hoi quy
trd nén kém chinh xac hon hodc sai 1éch nhiéu hon so véi thuc té.

Chung ta s& danh gia hé s6 hoi quy ctia mdi bién doc 1ap c6 ¥ nghia trong mo
hinh hay khong dua vao kiém dinh t véi gia thuyét Ho: Hé s6 hdi quy cua bién doc
1ap X; bang 0. M6 hinh héi quy c6 bao nhiéu bién ddc lap, chiing ta s& di kiém tra bay
nhiéu gia thuyét Ho. Két qua kiém dinh: Sig < 0.05: Bac bo gia thuyét Ho, nghia 14 hé

s0 hoi quy cua bién X; khac 0 mot cach cd y nghia thong ké, bién x1 c6 tac dong 1é€n
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bién phu thudc; Sig > 0.05: Chap nhan gia thuyét Ho, nghia 14 hé sb hdi quy cua bién
Xi bang 0 mot cach co ¥ nghia thong ké, bién X; khong tac dong 1én bién phu thudc.

Trong phén tich hdi quy, dé danh gia do phu hop ctia mé hinh, cac nha nghién
ctru st dung hé sb R2. Trong hodi quy tuyén tinh boi thudng dung hé s R2 dé diéu
chinh, danh gia d§ phu hop cua mo hinh nghién ctru vi né khong phéng dai mirc do

phu hop ctia mo6 hinh.

Kiém dinh F duoc ding dé khang dinh kha ning mé rong mé hinh nay ap dung
cho tong thé.

H¢ s6 Beta chuan hoa dugc dung dé danh gia mic d§ quan trong cua tung
nhan t0, hé s6 Beta cua bién doc 1ap nao cang cao thi mirc d0 tac dong cia nd 1€n bién

phu thudc cang 16n (Hoang Trong va Chu Nguyén Mong Ngoc, 2008).

Nham dam bao d6 tin cdy cua phuong trinh hoi quy dugc xdy dung, mot loat
cac do tim su vi pham cila gia dinh can thiét trong hdi quy tuyén tinh ciing dugc thuc
hién. Céc gia dinh trong phan nay bao gdm: Gia dinh lién hé tuyén tinh, Gia dinh
phuong sai phan du khong doi, Phan phdi chuan cua phan du, Tinh doc 14p ciia phan

du, Hién tuong da cong myén.
+ Kiém dinh sy khac biét

Pé thyc hién kiém dinh sy khac biét chung ta tién hanh phan tich phuong sai
ANOVA va Indepent-sample T — test. Phuong phap kiém dinh T-Test duoc st dung
trong kiém dinh su khéc biét vé gia tri trung binh cua téng thé v&i mot gia tri cho
trudc, hodc kiém dinh su khac biét vé gia tri trung binh gitta hai tong thé. Independent
Samples T-Test: 14 mot thir nghiém théng ké kiém dinh xem c6 su khac biét c6 ¥
nghia thong ké giita cic phuong tién trong hai nhom théng ké khong lién quan hay
khong. Kiém tra kiém dinh Levene’s & bang Independent Samples Test. Néu sig. ctia
kiém dinh nay < 0.05 thi phuong sai giita 2 Iya chon ciia bién dinh tinh & trén khéc
nhau, ta s& sir dung két qua kiém dinh t & phan Equal variances not assumed. Néu gia
tri sig ciia kiém dinh t & phan Equal variances not assumed sig. > 0.05 thi két luan

kiém dinh t khong c6 sy khac biét, con Sig < 0.05 thi két luan c6 su khéc biét giita
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cic nhom cua bién dinh tinh. Néu cac bién dinh tinh c6 nhiéu hon hai lya chon, ta s&
st dung phép kiém dinh ANOVA dé tim sy khac biét voi bién dinh luong. Thyc hién
kiém tra kiém dinh Levene ¢ bang Test of Homogeneity of variances, néu sig ¢ kiém
dinh nay < 0.05 thi két luan phuong sai giita cac lya chon cta bién dinh tinh & trén
khac nhau. Néu sig ¢ kiém dinh nay > 0.05 thi phwong sai giita cac lua chon ctia bién
dinh tinh & trén khong khac nhau, xem tiép két qua & bang ANOVA. Néu sig & bang
nay > 0.05 thi két luan khéng c6 sy khac biét giira cac nhém bién dinh tinh, con néu

sig & bang nay < 0.05 thi két luan c6 su khac biét giita cac nhom bién dinh tinh.
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TOM TAT CHUONG 3

Chuong 3 da trinh bay cach thirc thuc hién cac nghién ctru dinh tinh va dinh
luong ma dé tai da st dung. Nghién ctru dinh tinh dugc thyc hién bang phuong phap
thdo luan nhom céc nha quan ly va nhan vién c6 tham nién quan ly hoat dong cung
ung nudce sach cua Trung tAm Nudc sach va V¢ sinh moi truong nong thon tinh Binh
Thuén tai dia ban huyén Ham Thuén Bic va cac khach hang dang sur dung dich vu
nuéc sach cta Trung tim dé hiéu chinh mé hinh nghién ctru cling nhu céac thang do
ma dé tai di xay dung; Nghién ctru dinh luong thyc hién thong qua phan tich dir liéu
thu thap tir khdo sat cac khach hang da va dang st dung dich vu nudce sach cia Trung
tam Nudc sach va V¢ sinh méi truong ndng thon tinh Binh Thuan tai dia ban huyén
Ham Thuén Bic. Cac dit liéu thu thap vé s& dugc xir 1y, 1am sach va phan tich qua
cac kiém dinh can thiét & Chuong 4 tiép theo thong qua phan mém phén tich di liéu

thong ké SPSS.
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CHUONG 4: KET QUA NGHIEN CUU VA THAO LUAN

4.1 Thong tin miu nghién ctru

Mau nghién ctru duoc thu thap trong thoi gian 30 ngay voi 250 phiéu khao sat
dugc phat di. Dit liéu thu thap vé sau khi loai bo cac phiéu tra 161 khong dat yéu cau,
s6 phiéu tra 101 hop 1& dé dua vao phan tich cho nghién ciru 1a 245 phiéu.

Vé dic diém gidi tinh cua khach hang tham gia tra 101 khéo sat cia nghién ctru
(Bang 4.1), da s6 khach hang c6 gi6i tinh nam vé6i 126 nguoi (chiém 51.4%); con lai
14 119 khach hang tham gia khao sat 14 nir (chiém 48.6%).

Bang 4.1 Thong ké mé ta miu nghién ctru theo Gi6i tinh

Gié6i tinh S6 lwong Ty 18 (%)
Nam 126 514
Nir 119 48.6

Nguon: Két qua phan tich dir liéu khao sat
Vé d6 tudi cia khach hang tham gia tra 10i khao sat ctia nghién ciru (Bang 4.2),
da sb nguoi tham gia tra 11 khao sat cia nghién ctru c¢6 d6 tudi tir 25 dén dudi 45 tudi
(chiém 50.3%; 133 nguoi); 66 khach hang c6 d6 tudi dudi 25 tudi (chiém 26.9%);
con lai 13 cac khach hang c6 do tudi tir 45 tudi trd 1én voi 46 nguoi trong tong thé 245
phiéu tra 101 hop 18 (chiém 18.8%).

Bing 4.2 Théng ké mé ta miu nghién ciru theo D) tudi

P tudi S6 lwgng Ty 18 (%)
Duéi 25 tudi 66 26.9
Tir 25 dén dudi 45 tudi 133 54.3
Tir 45 tudi trd 1én 46 18.8

Nguédn: Két qua phan tich dir liéu khao sat
Vé trinh d6 hoc van ciia khach hang tham gia tra 10i khao sat cia nghién ciru
(Bang 4.3), phan 16n khach hang c6 hoc van dai hoc voi 104 ngudi (chiém 42.4%);
céc khach hang c6 trinh d¢ hoc van tir Trung cap dén Cao dang 1a 79 nguoi (chiém

32.2%); cac khach hang c6 trinh do hoc van tir Phd thong trd xudng 1a 51 ngudi

39



(chiém 20.8%); cudi cung la cac khach hang c6 trinh do hoc van trén dai hoc véi 11
ngudi (chiém 4.5%) trong tong thé mau cia nghién ciru.

Bang 4.3 Théng ké mé ta miu nghién ctru theo Trinh d§ hoc vén

Trinh d¢ hoc van S6 lwong Ty 1€ (%)
Pho thong trd xudng 51 20.8
Cao dang - Trung cip 79 32.2
Pai hoc 104 42 .4
Sau dai hoc 11 4.5

Nguon: Két qua phan tich dir liéu khao sat
Vé thu nhap ctia cac khach hang tham gia tra 15i khao sat cia nghién ctru (Bang
4.4), da sb khach hang c6 thu nhap binh quan hang thang tir 5 dén dudi 10 triéu dong
v6i 133 khach hang va chiém 54.3%; c6 67 khach hang tham gia khao sat c6 thu nhap
dudi 5 triéu dong va chiém 27.3%; con lai 1a cac khach hang c6 thu nhap binh quan

hang thang tir 10 triéu dong tré 1én véi 45 khach hang va chiém 18.4% trong tong thé

245 phiéu tra 101 hop 1¢.
Bing 4.4 Théng ké mé ta miu nghién ctru theo Thu nhép
Thu nhap S6 lwong Ty 1€ (%)
Duéi 5 triéu dong 67 27.3
Ttr 5 dén dudi 10 triéu dong 133 54.3
Tir 10 triéu dong trd 1én 45 18.4

Nguédn: Két qua phan tich dir liéu khao sat
Vé Thoi gian st dung dich vu nudc sach cia cac khach hang tham gia tra 161
khao sat ctia nghién ciru (Bang 4.5), da s6 khach hang c6 thoi gian tham gia sir dung
dich vu nudc sach ctia Trung tam nude sach nong thon tinh Binh Thuan tur 1 dén dudi
3 nam véi 123 khach hang (Chiém 50.2%); c6 49 khach hang c6 thoi gian sir dung
dich vu nuéc sach dudi 1 ndm va chiém 20.0%; c6 45 khach hang c6 thoi gian st
dung dich vy nudc sach tur 3 dén dudi 5 nam va chiém 18.4%: cudi cung la cac khach

hang c6 thoi gian tham gia st dung dich vu nudc sach ciia Trung tAm nudc sach nong
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thon tir 5 nam tré 1én v6i 28 khach hang va chiém 11.4% trong tong thé mau cua

nghién curu.

Bang 4.5 Thong ké mé ta mAu nghién ciru theo Thoi gian sir dung dich vu

Thu nhép S6 lwong Ty 18 (%)
Duéi 1 nim 49 20.0
Tir 1 dén dudi 3 nam 123 50.2
Tir 3 dén dudi 5 nam 45 18.4
Tir 5 nam tro 1én 28 11.4

Nguon: Két qua phan tich dir liéu khao sat

4.2 Panh gia chit lwong cac thang do

4.2.1 Phén tich Cronbach’s Alpha

Két qua kiém dinh d6 tin cdy cac thang do dung trong nghién ctru bang hé sb

Cronbach Alpha cho thiy gia tri a ctia cac thang do déu nam trong khoang dat yéu

cau cua kiém dinh Cronbach’s Alpha: Gia tri a nho nhat 13 ciia thang do “Su tin cay”

voi hé s6 a = 0.804; Gia tri o 1on nhét 12 cta thang do “Nang luc phuc vu” voi hé sb

o = 0.884. Két qua tong hop dugc trinh bay trong Bang 4.6 bén dudi.

Bing 4.6 Tong hop két qua Kiém dinh Cronbach’s Alpha

Bién quan sat

Trung binh
thang do néu

loai bién

Phuong sai
thang do néu

loai bién

Twong quan

bién tong

Cronbach’s

Alpha néu

loai bién

Thang do “Chit lwgng nuéc”
Hé s6 Alpha = 0.850

CL1 8.180 2.951 0.685 0.823
CL2 8.131 2.557 0.770 0.742
CL3 8.073 2.962 0.709 0.802
Thang do “Su tin cay”
H¢é so Alpha = 0.804
TC1 11.869 6.057 0.572 0.776
TC2 11.886 5.659 0.618 0.755
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Trung binh

Phuong sai

Twong quan

Cronbach’s

Bién quan sat | thang dornéu thang dorné'u bién téng Alpha n,é'u
loai bién loai bién loai bién

TC3 11.820 5.443 0.668 0.730
TC4 11.776 5.667 0.617 0.755

Thang do “Niing lwc phuc vu” — Lan 01

H¢ s Alpha = 0.836
PV1 17.404 23.684 0.283 0.884
PV2 17.163 20.662 0.700 0.791
PV3 17.249 21.032 0.669 0.798
PV4 17.143 20.672 0.701 0.791
PV5 17.033 20.991 0.705 0.791
PV6 17.049 21.153 0.710 0.791

Thang do “Ning lwc phuc vu” — Lan 02

H¢é s Alpha = 0.884
PV2 13.959 15.433 0.718 0.860
PV3 14.045 15.650 0.699 0.864
PV4 13.939 15.525 0.708 0.862
PV5 13.829 15.749 0.720 0.859
PV6 13.845 15.632 0.760 0.850

Thang do “Co s& vat chat”

Hé s6 Alpha = 0.841
VCl1 11.396 6.896 0.628 0.819
VC2 11.147 6.454 0.717 0.782
VC3 11.241 6.544 0.691 0.793
VC4 11.657 5.669 0.685 0.801

Thang do “Gia ca”

Hé s6 Alpha = 0.848
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Trung binh

Phuong sai

Twong quan

Cronbach’s

Bién quan sat | thang dornéu thang dorné'u bién téng Alpha n,é'u
loai bién loai bién loai bién

GC1 7.461 4.086 0.707 0.800
GC2 7.433 4.353 0.701 0.803
GC3 7.457 4.315 0.745 0.764

Thang do “Kha ning dap wng” — Lan 01

H¢ s6 Alpha = 0.793
DU1 15.355 5.886 0.665 0.729
DU2 15.241 5.897 0.630 0.738
DU3 15.339 6.569 0.295 0.848
DU4 15.331 5.460 0.656 0.726
DUS 15.322 5.465 0.689 0.715

Thang do “Kha niing dap mg” — Lan 02

H¢é s Alpha = 0.848
DUI 11.547 3.954 0.742 0.786
DU2 11.433 4.091 0.648 0.823
DU4 11.522 3.775 0.651 0.825
DUS5 11.514 3.710 0.715 0.794

Thang do “Su hai long”

H¢é so Alpha = 0.861
HL1 6.808 1.361 0.793 0.757
HL2 7.016 1.270 0.739 0.807
HL3 6.559 1.436 0.687 0.850

Nguédn: Két qua phan tich dir liéu khao sat

Két qua tong hop tir Bang 4.6 ciing di cho thay, tai thang do “Ning lyc phuc

vu” ¢6 bién quan sat PV1 va thang do “Kha ning dap Gmg” ¢ bién quan sat DU3 déu

6 hé sb trong quan bién — tong nho hon 0.3 (0.283 va 0.295) (khong dat yéu cau cia

Kiém dinh Cronbach). Do d¢, tac gia s& loai 02 bién quan sat nay khoi thang do
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““Nang luc phuc vu” va “Kha ning dap tng” trude khi di vao phan tich nhan t6 kham
phd EFA.
4.2.2 Phan tich nhin té khdm phd
4.2.2.1 Phan tich nhén té khdm phd cho cdc bién déc ldp

Thuc hién phan tich nhan t§ kham pha EFA cho bién ddc 1ap (Bang 4.7) cho
két qua: Hé s6 KMO 12 0.883 > 0.5; Kiém dinh Barlett c¢6 Sig. = 0.000 (nh6 hon 0.05)
cho thay phan tich EFA phu hop véi dit liéu khao sat.

Bang 4.7 Két qua kiém dinh Barlett va KMO cho Bién déc lap

HE SO KMO 0.883
. Approx. Chi-Square 2864.194
KIEM DINH
df 253
BARLETT
Sig. 0.000

Nguon: Két qua phan tich dir liéu khao sat
Két qua phan tich nhan t6 & Bang 4.8 bén dudi cho thiy phan tich rat trich
dugc 06 nhan to tai gia tri Eigenvalues bang 1.176 > 1 véi tong phuong sai trich khi
phan tich kham pha nhan té cho cac bién doc 1ap 1a 70.673% (>50%) cho thy céac
nhan t§ dugc trich c6 thé gidi thich 70.673% su bién thién cua dix liéu.

Bing 4.8 Két qua ma tran xoay nhén t6 cho Bién ddc lap

, Nhan té | Nhan t6 | Nhanto | Nhanté | Nhan ts | Nhan to
Bién quan sat . 5 ; A 5 ‘

PV6 0.802

PV5 0.784

PV2 0.770

PV3 0.767

PV4 0.738

DUI 0.841

DUS5 0.818

DU4 0.769

DU2 0.758
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Nhan t | Nhan td | Nhantd | Nhan td | Nhan td | Nhan tb

Bién quan sat
1 2 3 4 5 6

VC2 0.816

VCl1 0.776

V(3 0.755

VC4 0.748

TC3 0.821

TC4 0.749

TC1 0.684

TC2 0.674

CL2 0.855

CL1 0.817

CL3 0.804

GC2 0.807

GC3 0.786

GC1 0.778

Eigenvalue 7.722 2.365 2.096 1.646 1.251 1.176

Tong phuong
sai trich (%)

35.575 | 43.857 | 52.969 | 60.125 | 65.562 | 70.673

Nguon: Két qua phan tich dir liéu khao sat

Céc bién quan sat ctia 06 nhan t6 duoc trich déu c6 hé s6 tai nhan t6 16n hon
0.5 va van giai thich cho cic nhan té ban dau khi duoc gom lai chung trong cc nhan
t6 cho nén tac gia giir nguyén tén goi nhu ban dau cho cac nhan tb:

Nhan t6 1: gom 05 bién quan sat: PV6, PV5, PV2, PV3, PV4 vin do luong
cho nhan t6 Nang lyc phuc vu;

Nhan tb 2: g@)m 04 bién quan sat: DU1, DUS, DU4, DU2 van do luong cho
nhan t6 Kha ning dap tmg;

Nhan td 3: g?)m 04 bién quan sat: VC2, VC1, VC3, VC4 van do ludng cho

nhan t6 Co so vat chat;
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Nhan t6 4: gdm 04 bién quan sat: TC3, TC4, TC1, TC2 van do ludng cho nhan
td Su tin cay;

Nhaén té 5: gdm 03 bién quan sat: CL2, CL1, CL3 van do ludng cho nhan té
Chét lugng nudc;

Nhaén t6 6: gdbm 03 bién quan sat: GC2, GC3, GC1 van do ludng cho nhén td
Gia ca.
4.2.2.2 Phan tich nhdn t6 khdm phd cho bién phu thuéc

Phén tich nhan t6 khdm pha EFA cho bién phu thudc (Bang 4.9) cho két qua:
hé s6 KMO 12 0.717 > 0.5; Kiém dinh Barlett c6 Sig. = 0.000, cho thiy phan tich EFA
phu hop voi dit liéu khéo sat.

Bang 4.9 Két qua kiém dinh Barlett va KMO cho Bién phu thudc

HE SO KMO 0.717
. Approx. Chi-Square 355.419
KIEM DINH
df 3
BARLETT
Sig. 0.000

Nguon: Két qua phan tich dir liéu khao sat
Két qua phén tich trong Bang 4.10 bén dudi ciing cho thdy phan tich EFA rit
trich dugc 1 nhan t6 tai gia tri Eigenvalues bang 2.356 > 1 v4i tong phuong sai trich
khi phan tich kham phé nhan t6 13 78.523% (>50%) cho thay cac nhan t6 dugc trich
c6 thé giai thich 78.523% sy bién thién cua dit liéu.

Bang 4.10 Két qua ma trin xoay nhén t6 cho Bién phu thujc

Eigenvalue 2.356
Téng phuong sai trich (%) 78.523%
Bién quan sat H¢ s0 tai

HL1 0914

HL2 0.887

HL3 0.856

Nguon: Két qua phan tich dit liéu khao sat
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Céc bién quan sat trong nhan t6 duoc trich déu c6 hé sd tai nhan té 16n hon 0.5
(Bang 4.10) va dat yéu cau ciia Kiém dinh EFA, gom 03 bién quan sat: HL1, HL2,
HL3 van do ludng cho nhan t6 Sy hai 10ng cua khach hang.

4.3 Phan tich twong quan

Hé sb trong quan biéu hién mbi quan hé giita bién phu thudc ctia mé hinh hoi
quy 12 Sy hai 10ng cua khach hang st dung dich vu cung cip nudc sach cua Trung
tam Nudc sach va Vé sinh méi truong néng thon tinh Binh Thuan (F_HL) va cac yéu
t6 doc lap: Chat lugng nuéc (F_CL); Sy tin cay (F_TC); Nang luc phuc vu (F_PV);
Co s vat chat (F_VC); Gia ca (F_GC); Kha ning dap tng (F_DU).

Két qua phan tich tvong quan trong Bang 4.11 bén dudi cho thdy: & mic y
nghia 1%, tat ca cac nhan to doc lap déu cho thdy méi quan hé twong quan tuyén tinh
v6i nhan t6 phy thudc ciia mé hinh hdi quy, qua d6 cho thay tat ca cac yéu td doc 1ap
déu phu hop dé dua vao phan tich hoi quy.

Bang 4.11 Két qua phén tich hé so trong quan Pearson

Correlations

FHL | FCL | FTC | FPV | F VC | F GC | F DU
Pearson . o - o - Hok

1 0.541 0418 0.536 0.395 0.433 0.742

Correlation
F HL
- Sig. (2-tailed) 0.000 0.000 0.000 0.000 0.000 0.000
N 245 245 245 245 245 245 245

**_ Correlation is significant at the 0.01 level (2-tailed).

Nguodn: Két qua phan tich dir liéu khao sat

4.4 Phan tich hoi quy
4.4.1 Kiém dinh mirc @6 phu hop ciia mé hinh

Kiém dinh F duoc sir dung dé kiém tra mirc d6 pht hop cta phan tich hdi quy
d6i v6i tap dit lidu thi truong (Nguyén Dinh Tho, 2011).

Két qua kiém dinh F & Bang 4.12 bén dudi cho gia tri Sig. = 0.000 < 0.05, cho
thiy phan tich hdi quy 1a phtt hop va mé hinh nghién ctru dé xuat phu hop véi tap dit
liéu khao sat thu thap dugc.

47



Bang 4.12 Két qua phan tich ANOVA trong hoi quy

; Binh
Tong
phuong
Mo hinh binh Df F Sig.
trung
phuong
binh
Hoi qui 53.488 6 8.915
. 88.984 0.000°
1 Phan du 23.844 238 0.100
Tong 77.332 244

Nguon: Két qua phan tich dir liéu khao sat

Hé s6 R? hiéu chinh duoc sir dung dé xem xét murc do giai thich cta cac nhan
td doc 1ap 1én nhan td phu thudc.

Két qua phan tich hoi quy trong Bang 4.13 cho két qua hé s6 R? hiéu chinh
bang 0.684, tirc muc do pht hop ctia mo hinh dat 68.4%, c6 nghia rang kha ning giai
thich cua cac yéu td doc 1ap giai thich duoc 68.4% su bién thién trong dir li€u cua
bién phu thudc Su hai 10ng cta khach hang sir dung dich vu cung cap nudc sach cua
Trung tdm Nudc sach va V€ sinh mdi truong nong thon tinh Binh Thuan (F_HL).

Bang 4.13 Bang tém tit mé hinh hdi quy

R R binh Sai so
. Durbin-
Mo hinh R binh phuong chuan wéc
Watson
phuwong hiéu chinh tinh
1 0.8322 0.692 0.684 0.31652 1.474

Nguon: Két qua phan tich dir liéu khao sat
4.4.2 Két qud phén tich hé sé héi quy
Két qua phan tich hé sé hoi quy (Bang 4.14) cho thiy rang: mirc y nghia (gia
tri Sig.) trong Kiém dinh t ctia cac nhan t6 doc lap: Chat lugng nudc (F_CL); Sy tin
cay (F_TC); Nang luc phuc vu (F_PV); Kha ning dap tng (F_DU) déu nho hon 0.05.
Do d6, 4 nhan t6 nay cho thay su anh huéng tuyén tinh dén Sy hai long cta khach
hang str dung dich vu cung cép nuodc sach cia Trung tdm Nudc sach va V& sinh moi

truong nong thon tinh Binh Thuén;
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Két qua phan tich ciing cho thay hai nhan t6 doc lap con lai 1a: Co s& vat chat
(F_VC); Gia ca (F_GC) c¢6 muc y nghia (gia tri Sig.) trong Kiém dinh t ctia nhan t6
bang: 0.162 va 0.277 > 0.05, nén hai nhan té nay khong cho thay su anh hudng tuyén
tinh dén Sy hai 10ng ctia khach hang st dung dich vu cung cip nuéc sach ciia Trung
tam Nudc sach va V¢ sinh moi truong nong thon tinh Binh Thuén.

Biang 4.14 Két qua phan tich hé s6 hoi quy

Heé so
Hé s6 hoi quy | hdi quy Kiém tra da
chwa chuin héa | chuin cong tuyén
hoa
M6 hinh T Sig.
%)
Do .
chap
B léch Beta VIF
N nhan
chuan i
bién
Hangsd | 0.112 | 0.153 0.736 | 0.462

F CL 0.142 | 0.029 0.204 4.864 | 0.000 | 0.736 | 1.359

F_TC 0.065 | 0.033 0.088 1.983 | 0.048 | 0.651 | 1.536

1| F_PV 0.101 | 0.026 0.174 3.812 | 0.000 | 0.621 | 1.610

F_VC 0.042 | 0.030 0.062 1.402 | 0.162 | 0.670 | 1.493

F_GC 0.028 | 0.026 0.049 1.089 | 0277 | 0.628 | 1.592

F_DU 0.480 | 0.036 0.546 13.312 | 0.000 | 0.771 | 1.298

Nguon: Két qua phan tich dir liéu khao sat
4.4.3 Do tim cdc quy pham gid dinh cin thiét
% Gia dinh vé phéan phéi chuin cia phin du
Gia dinh thir nhit 13 gia dinh vé phan phdi chuin phan du, biéu dd tan sb

Historam dugc sir dung dé kiém tra gia dinh nay.
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Dua vao biéu dd 4.1 bén duéi co thé n6i phan phdi chudn cua phan du xap xi
chuan (Mean = 7.17E-16) va d6 léch chuan bang 0.988, tirc gan bang 1. Do d6 co thé

két luan rang gia thuyét phan phdi chuan cua phan du khéng vi pham.

Histogram
Dependent Variable: F_HL

Mean = 7.17E-16
40 Stel. Dev. = 0.988
M =245

Sl
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o
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Frequency
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— ]
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Regression Standardized Residual

Hinh 4.1 Biéu do phan phoi chuin phan duw
Nguon: Két qua phan tich di liéu khao sat
% Gia dinh Phwong sai sai s6 khong doi
Phuong sai cia phﬁn du duoc thé hién trén dd thi cua phén du chuin hoa theo
gia tri du bao cua bién phu thudc.
Quan sat trén biéu do 4.2 bén dudi cho thay cac phan du phan tan ngiu nhién
quanh truc 0 trong mot pham vi khong doi. Diéu nay c6 nghia 1a phuong sai ctia phan

du 1 khong doi.
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MNormal P-P Plot of Regression Standardized Residual
Dependent Variable: F_HL

1.0

0.8

0.6

0.4+

Expected Cum Prob

0.2

00 | T |
0.0 02 04 08 08 10

Observed Cum Prob

Hinh 4.2 Biéu d6 P-P plot
Nguon: Két qua phan tich dir liéu khao sat
% Gia dinh khong c6 hién twong da cong tuyén
Theo két qua phan tich tir Bang 4.14, cho thdy hé s6 phong dai phuong sai
(VIF) déu c6 gia tri khong 16n hon 2 (Hoang Trong va Chu Nguyén Mong Ngoc,
2008), do vay c6 thé két luan rang khong xay ra hién tuong da cong tuyén trong mo
hinh.
% Gia dinh vé tinh ddc 14p ciia cac phin dw
Biéu dd Scatter duoc st dung dé xem xét tinh doc l1ap cua cac phén du. Két
qua Biéu dd Scatter tai Hinh 4.3 cho thdy cac phan du phan tan ngiu nhién trong mot
ving di qua gdc toa do chir khong tao thanh mot hinh dang dic biét nao. Piéu nay
cho thiy gia tri du doan va phan du doc 1ap véi nhau, phuong sai caa phan du khong

doi.
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Scatterplot
Dependent Variable: F_HL
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Hinh 4.3 Biéu d0 Scatter
Ngudn: Két qua phan tich di liéu khao sat
4.4.4 Két ludn cdc gia thuyét nghién ciru
Tir két qua c6 duoc sau phan tich hdi quy, nghién ctiru di dén két luan cho cac

gia thuyét ban dau nhu sau:

Bang 4.15 Két lun cac gia thuyét

, Noi dung P_value
thuyet luén

Chét lugng nudc co twong quan voi su hai
10ng cua khach hang st dung dich vu cung cip Chép
H1 0.000
nudce sach cua Trung tdm Nudce sach va Vé nhan

sinh moi truong ndong thon tinh Binh Thuan.

Su tin cdy c6 twong quan voi sy hai long cua

khach hang str dung dich vu cung cap nudc Chép
H2 ' ' 0.048
sach ciia Trung tdm Nudc sach va V¢ sinh moi nhan

trrong ndng thon tinh Binh Thuén.
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Gia Két
) Noi dung P_value
thuyét luin
Nang lyc phuc vy c6 tuong quan véi sy hai
10ng cua khach hang st dung dich vu cung cip Chép
H3 0.000
nudc sach cua Trung tdm Nuodc sach va V¢ nhan
sinh mo1 truong nong thon tinh Binh Thuan.
Co so vat chat co twong quan véi sy hai long
ciia khach hang st dung dich vu cung cip
H4 0.162 Béc bo
nudc sach cua Trung tdm Nudc sach va V¢
sinh mo1 truong nong thon tinh Binh Thuan.
Gid cad co tuong quan voi sy hai long cua
khach hang str dung dich vu cung cap nudc
HS _ _ 0.277 Béc bo
sach cua Trung tam Nudc sach va Vé sinh moi
truong nong thon tinh Binh Thuén.
Kha nang dap tng c6 tuong quan voi sy hai
1ong ctia khach hang st dung dich vu cung cap Chép
He6 0.000
nudc sach cua Trung tdm Nudc sach va V¢ nhan
sinh mdi truong ndng thon tinh Binh Thuén.

Nguon: Két qua phan tich dir liéu khao sat

4.5 Kiém dinh sy khac biét
4.5.1 Kiém dinh sw khdc bigt theo Gidi tinh

Kiém dinh t dugc ding khi nghién ciru anh hudng cia bién dinh tinh c6 2 dic

diém nhu bién giéi tinh 1én bién phu thudc ctia mé hinh hdi quy 1a Su hai long cua

khach hang st dung dich vu cung cap nudc sach cta Trung tdm Nudc sach va VE

sinh mo1 truong ndng thon tinh Binh Thuén.

Két qua phan tich & Bang 4.16 cho thiy rang: gia tri Sig. trong kiém dinh F

cta théng ké Levene 13 0.273 > 0.05 do d6 két qua kiém dinh t s& duoc st dung &

phan phuong sai dong nhat véi Sig. cua kiém dinh t 14 0.753 > 0.05.
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Nhu vay, co thé két luan rﬁng khong c6 su khac biét vé Su hai long cua khach
hang st dung dich vu cung cdp nude sach ciia Trung tim Nudc sach va Vé sinh méi

truong nong thon tinh Binh Thuan khi khdo sat cac khach hang c6 gioi tinh khac

nhau.
Bang 4.16 Kiém dinh sy khac biét theo Gi6i tinh
Gia tri phuong sai Gia tri trung binh ciia kiém
ciia thong ké Levene dinh t
Sig. (2-
F Sig. t df
tailed)
Equal variances
1.208 0.273 [-0.315| 243 0.753
assumed
HL
Equal variances not
-0.316(242.981| 0.752
assumed

Nguon: Két qua phan tich dir liéu khao sat
4.5.2 Kiém dinh sw khdc bigt theo Pé tudi
Kiém dinh One Way ANOVA duogc st dung dé nghién ctru anh hudng cia
bién dinh tinh c6 tir 3 ddc diém khac nhau nhu D tudi, Trinh d6 hoc van, Thu nhap
va Thoi gian st dung dich vu 1én bién phu thudc cta nghién ctru 1a Sy hai 1ong cua
khach hang st dung dich vu cung cép nuodc sach cua Trung tdim Nudc sach va Vé

sinh moi truong ndng thon tinh Binh Thuan.

Kiém dinh Levene test duoc tién hanh truée dé kiém dinh sy bang nhau vé
phuong sai giita cic nhom. Két qua nay cho biét Phuong sai ctia Sy hai 1ong cia
khach hang st dung dich vu cung cép nuodc sach cua Trung tdim Nudc sach va Vé
sinh méi truong ndéng thén tinh Binh Thuan ¢6 bang nhau hay khac nhau giita cac do

tudi ciia cac khach hang stir dung dich vu.
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Vi két qua Sig. cua Kiém dinh Levene bang 0.061 > 0.05 nén ta chip nhan
gia thuyét Ho nghia 1a phuong sai giita cac nhom so sanh giéng nhau. Do d6, két qua

phan tich ANOVA c6 thé str dung duoc.

Két qua phan tich ANOVA cho thay khong c6 su khac biét vé Sy hai long cua
khach hang st dung dich vu cung cép nuoc sach cua Trung tdim Nudc sach va Vé
sinh méi truong nong thon tinh Binh Thuan khi khao sat cac khach hang c6 d6 tudi

khéc nhau (Sig. = 0.391 > 0.05).

Bang 4.17 Kiém dinh sy khac biét theo P tudi

Levene Statistic df1 df2 Sig.
2.834 2 242 0.061
Tong binh Trung binh
df F Sig.
phuong binh phuong
Giita cdc nhém 0.598 2 0.299 0.942 0.391
Trong cac nhom 76.734 242 0.317
Tong 77.332 244

Nguon: Két qua phan tich dir liéu khao sat

4.5.3 Kiém dinh sw khdc biét theo Trinh dé hoc vin

Kiém dinh Levene test dugc tién hanh trude dé cho biét Phuong sai cua Sy hai
10ng ctia khach hang str dung dich vu cung cap nudc sach cua Trung tim Nudc sach
va Vé sinh méi truong ndéng thon tinh Binh Thuén c6 bang nhau hay khac nhau giita

cac nhom trinh d hoc van cua céac khach hang st dung dich vu.

Véi két qua Sig. cia Kiém dinh Levene bang 0.128 > 0.05 nén ta chap nhan
gia thuyét Ho nghia 12 phuong sai giira cac nhoém so sanh giéng nhau. Do d6, két qua

phan tich ANOVA c¢6 thé str dung duoc.
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Két qua phan tich ANOVA cho thiy khong c6 su khac biét vé& Sy hai long cua

khach hang st dung dich vu cung cap nudc sach cua Trung tam Nudc sach va Vé

sinh moi truong nong thon tinh Binh Thuan khi khao sat cac khach hang cé trinh do

hoc véan khéac nhau (Sig. = 0.413 > 0.05).

Bang 4.18 Kiém dinh sy khac biét theo Trinh d$ hoc véin

Levene Statistic dfl df? Sig.
1.911 3 241 0.128
Tong binh Trung binh
df F Sig.
phuong binh phuong
Giita cac nhom 0.912 3 0.304 0.959 0.413
Trong cac nhom 76.419 241 0.317
Tong 77.332 244

4.5.4 Kiém dinh sw khdc biét theo Thu nhip

Nguon: Két qua phan tich dir liéu khao sat

Kiém dinh Levene test duoc tién hanh trude dé cho biét Phuong sai ciia Sy hai

long cua khach hang str dung dich vu cung cép nudc sach cua Trung tdm Nudc sach

va Vé sinh mdi trudng nong thon tinh Binh Thuan c6 bang nhau hay khac nhau giita

cac nhom thu nhap khac nhau ctia cac khach hang sir dung dich vu.

Véi két qua Sig. cua Kiém dinh Levene bang 0.888 > 0.05 nén ta chip nhan

gia thuyét Ho nghia 13 phuong sai giita cac nhom so sanh giéng nhau. Do d6, két qua

phan tich ANOVA c6 thé sur dung duoc.

Két qua phan tich ANOVA cho thay khong c6 su khac biét vé Su hai long cila

khach hang st dung dich vu cung cép nuoc sach cua Trung tdim Nudc sach va Vé
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sinh moi truong nong thon tinh Binh Thuan khi khao sat cac khach hang c6 thu nhap

binh quan hang thang khac nhau (Sig. = 0.881 > 0.05).

Bang 4.19 Kiém dinh sy khac biét theo Thu nhép

Levene Statistic dfl df? Sig.
0.119 2 242 0.888
T 5ng binh Trung binh
df F Sig.
phuwong binh phuong
Giira cac nhom 0.081 2 0.041 0.127 0.881
Trong cdac nhom 77.250 242 0.319
Tong 77.332 244

Nguon: Két qua phan tich dir liéu khao sat

4.5.5 Kiém dinh sw khdc bigt theo Thoi gian siv dung dich vu

Kiém dinh Levene test duge tién hanh trudce dé cho biét Phuong sai cia Sy hai

1ong cua khach hang sir dung dich vu cung cip nudc sach ciia Trung tim Nudc sach

va Vé sinh méi truong noéng thon tinh Binh Thuén ¢6 bang nhau hay khac nhau giita

cac nhom khéch hang c6 thoi gian st dung dich vu khac nhau.

Véi két qua Sig. cua Kiém dinh Levene bang 0.394 > 0.05 nén ta chip nhan

gia thuyét Ho nghia 1a phuong sai giita cac nhom so sanh giéng nhau. Do d6, két qua

phan tich ANOVA c6 thé sir dung dugc.

Két qua phan tich ANOVA cho thay khong c6 su khac biét vé Su hai long cila

khach hang st dung dich vu cung cép nuodc sach cua Trung tdim Nudc sach va Vé

sinh moi truong nong thon tinh Binh Thuan khi khao sat cdc nhom khach hang cé

thot gian str dung dich vu khac nhau (Sig. = 0.346 > 0.05).
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Bang 4.20 Kiém dinh sy khéc biét theo Thoi gian sir dung dich vu

Levene Statistic dfl df? Sig.
1.000 3 241 0.394
Tong binh Trung binh
df F Sig.
phuong binh phuong
Gitta cac nhom 1.053 3 0.351 1.108 0.346
Trong cdac nhom 76.279 241 0.317
Tong 77.332 244

Nguon: Két qua phan tich dir liéu khao sat

4.6 Thao luin két qua nghién ciru

Két qua phan tich dit liéu thu thap tir khao sat cac khach hang st dung dich vu
cung cip nudc sach cua Trung tim Nude sach va Vé sinh méi trudng ndng thon tinh
Binh Thuén da cho thay c6 4 yéu t6 chinh anh huong dén Sy hai long cua khach hang
st dung dich vu cung cép nudc sach cua Trung tdm Nudc sach va VE sinh moi truong
nong thon tinh Binh Thuén, d6 la: Chat luong nudc; Su tin cdy; Nang luc phuc vu;

Kha ndng dap Ung.

Duya vio hé s6 hoi quy chudn hoa ciia ting nhan t6 anh huéng cho thay ca 4
nhan t6 déu cho thdy su anh hudng tich cuc dén Su hai 10ng ctia khach hang sir dung
dich vu cung cép nudc sach cta Trung tdm Nudc sach va Vé sinh méi truong nong
thon tinh Binh Thudn. Theo d6, khi nhan t6 Chat lugng nuée thay doi 1 don vi trong
khi cac nhén t6 khac khong d6i thi Sy hai long ctia khach hang str dung dich vu cung
cap nuéc sach ctia Trung tim Nude sach va Vé sinh méi truong nong thon tinh Binh
Thuén ciing thay d6i cung chiéu 0.204 don vi; khi nhan té Su tin cdy thay d6i 1 don
vi trong khi céc nhan t6 khac khong doi thi Su hai long cua khach hang st dung dich

vu cung cap nudc sach cua Trung tdm Nudc sach va V€ sinh méi truong nong thon
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tinh Binh Thuan ciing thay doi cung chiéu 0.088 don vi; khi nhan t6 Ning luc phuc
vu thay d6i 1 don vi trong khi cac nhéan t6 khac khong ddi thi Su hai long cta khach
hang str dung dich vu cung cép nudc sach cia Trung tdm Nudc sach va V& sinh moi
truong nong thon tinh Binh Thuén ciing thay doi ciing chiéu 0.174 don vi; khi nhan
t6 Kha ning dap ung thay doi 1 don vi trong khi cac nhén té khac khong ddi thi Sy
hai 1ong cua khach hang sir dung dich vu cung cap nude sach cua Trung tim Nudc
sach va Vé sinh moi truong néng thén tinh Binh Thuén ciing thay ddi cung chiéu

0.546 don vi.
Két qua phan tich cling cho thay:

Déi véi nhan té Chdt lwong nude, 1anh dao Trung tdm Nudc sach va Vé sinh
moi trudng nong thon tinh Binh Thuén can quan tim nhiéu hon trong viéc nang cao
chat lugng hoat dong cap nudc dé han ché tbi da tinh trang tam ngirng cung cap nudc
cho khach hang, luon dam bao ngudn nude ludn trong sach, chat luong cao va ludn
¢ gang duy tri cung cip trong moi diéu kién dé ning cao duoc su hai 10ng ctia khach
hang dbi véi dich vu cung cAp nude cua Trung tim. Két qua nghién ctru cho thiy sy
tuong dong véi két qua trong cac nghién cru cia Diép Thanh Tung va cong su (2021),

Nguyén Minh Tuén va cong su (2021).

Péi véi nhan t6 Sw tin cdy, lanh dao Trung tdm Nudc sach va VE sinh moi
truong nong thon tinh Binh Thuan can chil ¥ nhiéu hon dén cac cam két ma Trung
tam da dé ra trong qué trinh cung tmg dich vu cho khach hang, phai luén dam bao
cung cap day du thong tin, thong béo rd rang voi khach hang vé cac dich vu cip nuéde
hay c6 nhiing thay d6i trong qué trinh cung tng dich vu. Ngoai ra, Trung tdm can
ludn dung hen vé6i khach hang khi 1ap dit, sira chita hé thong cung cip nude va ludn
dam bao dap ung t6t nhat nhu cau giai quyét kho khan, vuéng mic ma khach hang
gip phai. Két qua nghién ciru cho thiy sy trong dong véi két qua trong cac nghién
ctru ctia Diép Thanh Tung va cong sy (2021), Nguyén Minh Tuan va cong su (2021),
Lé Thi Diéu Hién va cong sy (2015).

59



Déi véi nhan t6 Nang liee phuc vy, 1dnh dao Trung tim Nuée sach va Vé sinh
moi truong nong thon tinh Binh Thuan can dam bao khic phuc cac sy cd cép nudc
mot cach nhanh chong va chinh xac, luon quan tdm dao tao nhan vién bd phan bao tri
cua Trung tam dé ho ludn biét ho can lam gi cling nhu thai d§ phuc vu nhu thé nao
nhim dam béo gia ting su hai 1ong cho khach hang. Bén canh d6, cac thu tuc hanh
chinh lién quan dén cac hoat dong ding ky va hd trg khach hang sir dung dich vu
nuéc sach cua Trung tdm ciing can duge t6i wu hon nhim tranh mat thoi gian cho
khéach hang khi thuc hién cac thu tuc hanh chinh. Ngoai ra, viéc Trung tdm c6 phuong
thirc thanh toan thuan tién thong qua cac ngan hang trén dia ban cling 1a mot giai phap
hitu hiéu nham nang cao duoc su thuan ti€n va hai long cho khach hang. Két qua
nghién ctru cho thiy sy twong déng véi két qua trong cic nghién cru ctia Diép Thanh
Tung va cong sy (2021), Nguyén Minh Tuén va cong sy (2021), Lé Thi Diéu Hién
va cong sy (2015).

Doéi véi nhén té6 Kha nang dép vmg, 1anh dao Trung tdm Nudc sach va Vé sinh
moi trudng nong thén tinh Binh Thuén can quan tim nhiéu hon trong viéc nang cao
nang luc dap Ung ctia nhan vién Trung tdm khi cung g dich vu cho khach hang,
dam bao thai do nhan vién ludn than thién, nhiét tinh va ludn dap tng tot nhat nhu
cau ctia khach hang va luén dam bao khong bao gid qua ban khi phuc vu khach hang.
Ngoai ra, viéc dam bao gid 1am viéc thuén tién cho khach hang ciing can duoc chi y
hon nhim tao sy thuén tién cho khach hang trong viéc sir dung dich vu ctia Trung
tam. Két qua nghién ctru cho thdy sy twong dong voi két qua trong cac nghién ciru
ctia Diép Thanh Tung va cong su (2021), Nguyén Minh Tuin va cong sy (2021), Lé
Thi Diéu Hién va cong su (2015).
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TOM TAT CHUONG 4

Chuong 4 d trinh bay cac két qua phén tich cac dit liéu thu thap dugc tir khao
sat cac khach hang str dung dich vu cung cap nude sach cua Trung tim Nudc sach va
Vé sinh moi truong néng thon tinh Binh Thuén thong qua cac kiém dinh Cronbach’s
Alpha, Phén tich nhan t6 kham pha, Phan tich twong quan, Phén tich hdi quy va Phan
tich su khac biét. Két qua phan tich cho thay c6 4 trong 6 nhan t6 dugc phén tich co
anh huong tich cuc dén Sy hai long ctia khach hang st dung dich vu cung cép nudc
sach cua Trung tdm Nudc sach va V¢ sinh méi truong nong thon tinh Binh Thuan, doé
1a: Chét luong nude; Su tin cy; Nang luc phuc vu; Kha ning dap tng. Két qua nay
1a co s& dé nghién ctru dua ra cac ham ¥ gitp nang cao su hai 1ong cua khach hang

sit dung dich vu cung cap nudc sach trong thoi gian t4i.
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CHUONG 5: KET LUAN VA HAM Y QUAN TRI

5.1 Két luan

Nghién ctru dugc thuc hién bang tong hop cic phuong phap nghién ciru dinh
tinh (tham van ¥ kién cac chuyén gia c6 kinh nghiém vé quan 1y hoat déng cung tng
dich vu nudc sach tai Trung tdm Nudc sach va VE sinh moi truong nong thon tinh
Binh Thuén) va dinh lugng (phan tich dir li¢u thu thap tir khao sat 250 khach hang st
dung dich vu ctia Trung tdm) véi muyc ti€u la giup lanh dao Trung tdm nhin nhan mot
cach chi tiét cac yéu té chinh anh huéng dén Sy hai 1ong cia khach hang sir dung
dich vu cung cap nudc sach cta Trung tdm dé lam co so gitp Trung tim dé ra cac
chinh sach gitp ning cao sy hai 10ng khach hang déi véi dich vu nudce sach trong thoi
gian tdi.

Thong qua co so 1y thuyét va cac mo hinh nghién ctru cila céc tic gia trong va
ngoai nude lién quan dén ndi dung dé tai nghién ciru ma tidu biéu 1a cac nghién ciru
ctia Nguyén Minh Tuén va cong su (2021), Diép Thanh Tung va cong sy (2021), tac
gia da xay dung mé hinh 1y thuyét cho dé tai nghién ctru nay gdm 6 yéu t6 anh huong
dén sy hai 1ong cua khach hang st dung dich vu cung cap nudce sach ctia Trung tim
Nudc sach va V¢ sinh moi truong ndng thon tinh Binh Thuan tai dia ban huyén Ham
Thuéin Bic tinh Binh Thuén, dé 1a: (1) Chét lugng nudc; (2) Su tin cdy; (3) Nang luc
phuc vu; (4) Co so vat chat; (5) Gia ca; (6) Kha ning dap tng.

Két qua phan tich dir liéu tir 245 phiéu tra 16i khao sat hop 18 trong s6 250
phiéu khao sat phat ra cho cac khach hang sir dung dich vu ctia Trung tdm cho thay
6 4 trong 6 nhén t§ duoc phén tich c6 anh huong tich cue dén Su hai 10ng cta khach
hang st dung dich vu cung cép nudc sach cia Trung tdm Nudce sach va VE sinh moi
truong nong thon tinh Binh Thuan, do la: Chat luong nudc; Su tin cay; Nang luc phuc
vy; Kha ning dap ung. Trong do, yéu té anh hudng manh nhat dén Sy hai long cua
khach hang str dung dich vu cung cap nudc sach ctia Trung tam 1a Kha nang dap ing
(B =0.546); ké dén 1a yéu t6 Chat luong nudc (B = 0.204); ké tiép nira 14 yéu t Ning

Iuc phuc vu (B = 0.174); va yéu t6 Su tin ciy 1a yéu té cho thy sy anh hudng yéu
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nhat dén Sy hai 1ong cua khach hang st dung dich vu cung cap nudc sach cua Trung
tam Nudc sach va Vé sinh moi trudng noéng thon tinh Binh Thuan (B = 0.088). Két
qua nghién ctru ciing cho thiy sy trong dong nhét dinh véi két qua trong cac nghién
clru trude, day ciing 13 co s¢ dé tac gia dua ra cac ham ¥ nham nang cao hon nita Sy
hai 10ng cua khach hang st dung dich vu cung cdp nudc sach cua Trung tim trong
thot gian toi.
5.2 Ham y quan tri
5.2.1 Kha nang dap wng

Yéu t6 Kha nang dap Gmg 14 yéu tb cho thay sy anh huéng manh nhat dén Su
hai long cua khach hang sir dung dich vu cung cap nude sach cua Trung tim Nudc
sach va V¢ sinh moi trrong nong thén tinh Binh Thuan. Do do, dé nang cao sy hai
10ng cta khach hang, lanh dao Trung tim cin wu tién trong viéc xdy dung va hoan

thién chinh sach lién quan dén kha nang dap tng dich vu dén véi khach hang.

Trung tdm Nudc sach va Vé sinh méi trudng nong thon tinh Binh Thuén can
quan tim xay dung va dua vao thyuc hién bd quy tic Gmg xt trong phuc vu khach hang
st dung dich vu. Trong xu thé hoi nhap va phat trién ctia nén kinh té - xa héi, viéc
nang cao chat luong doi ngili nhan vién tir thai do dén hanh vi nhéan vién, chuyén mén
ctia nhan vién duogc xem 12 mot cong viéc mang tinh thyuc tién giup doanh nghiép
nang cao dugc kha nang canh tranh ctia minh. Do d6, 1anh dao Trung tam can thuong
xuyén quan tim dén viéc nang cao chat lugng doi ngii nhan vién dé nang cao duoc
kha ning dap tmg t6t nhat dich vu cho khach hang, xay dung niém tin cho khach hang
ngay tlr 1an phuc vy dau tién dé tao an tuong t6t cho khach hang. Trung tim can hoan
thién hon nita hoan thi¢n quy trinh lam viéc cho nhan vién tir ddi ngii 1ép dat, bao tri,
bao dudng dén d6i ngii tu van khach hang khi ding ky sir dung dich vu va d6i ngii hd
trg giai quyét kho khan trong qua trinh sir dung dich vu cia khach hang. Quy trinh
lam viéc can dugc thuong xuyén cap nhat kip thoi v6i sy thay doi ciia moi truong

kinh doanh va thyc té ting dia phuong st dung dich vu. Diéu nay gitp Trung tim
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nang cao duoc kha ning dap tng dich vu cho khach hang, gia ting niém tin va sy hai
long cho khach hang.

Ngoai ra, lanh dao Trung tdm Nudc sach va V¢ sinh moi trudng nong thon tinh
Binh Thuén ciing can phan dinh rd nhitng yéu cau ciing nhu cong viéc cu thé theo
tirng vi tri cong viéc dé han ché ti da tinh trang chdéng chéo cong viée giy ra viée
dun déy trach nhiém, xir I chdm cac yéu cau cua khach hang, anh huodng tiéu cuc
dén su hai long cua khach hang d6i véi dich vu ctia Trung tdm. Trung tdm ciing
thudng xuyén to chirc thu thap y kién khao sat khach hang st dung dich vu ctia Trung
tam dé c6 nhitng co s nham danh gia tot hon su dap tng dich vu cta Trung tim dén
v6i khach hang, dam bao mang lai sy dap Gng tét nhat dich vu cho khach hang. Phat
trién va nang cap kénh dich vu chiam séc khach hang 24/7 nham tu van, cung cip
thong tin mét cach chuan xac, nhanh chéng dé nang cao dugc hi¢u qua phuc vu dich
vu dén v6i khach hang.
5.2.2 Chit lwong nwéc

Chat lugng nudc 14 yéu td cho thiy sy anh hudng manh thir hai dén su hai long
cua khach hang st dung dich vu cung cép nudc sach cia Trung tam Nudc sach va Vé
sinh moi trrong ndng thon tinh Binh Thuén. Viéc dam bao chit lvong nude dugc thé
hién qua viéc Trung tAm ludn ¢ ging dam bao ngudn nudc cung cip ludn trong sach,
chat luong cao va ludn cd ging duy tri cung cap trong moi diéu kién ciing nhu ludn
dam bao cung cép nudc sach mdt cach lién tuc cho khach hang. Dbé 1am duoc diéu
nay, mot trong nhiing van dé quan trong ma lanh dao Trung tdm can danh nhiéu sy
quan tim d6 1a viéc cap nhat cic cong nghé tién tién trong viéc nang cap chat lugng
loc nudc va cac van dé chuyén moén. Theo do, cai tién cong nghé xir Iy nude, sir dung
cac cong nghé tién tién nhu loc mang, loc nano, va xu ly bﬁng tia cuc tim (UV) dé
loai bé cac tap chét, vi khuan va virus trong nudc can duoc lanh dao Trung tam cha
¥ hon nita. Ngoai ra, viéc kiém soat ngudn nudc dau vao nhu bao vé va quan ly tot
cac ngudn nude ty nhién nhu song, hd, va giéng ngdm dé ngan chin 6 nhiém tir cac
hoat dong coéng nghiép, nong nghiép va sinh hoat anh huéng dén ngudn nude ma

Trung tim st dung. Bén canh d6, Trung tAm ciing cin c6 cic bd phan quan ly, giam
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sat chit lwong nudc thuong xuyén, thiét 1ap hé théng giam sat chat luong nuée tu
dong dé phat hién kip thoi cac van dé vé 6 nhiém va co bién phap xir Iy nhanh chéng.
D4y 1a nhitng van dé mang tinh chuyén mon, tuy nhién né giy anh hudng quan trong

dén ni€ém tin va sy hai long cua khach hang.

Trung tam Nudc sach va V¢ sinh moi trudng nong thon tinh Binh Thuén cling
can quan tdm nhiéu hon trong viéc ning cao chat luong co s vat chat, ha tang ky
thuat cung cap nudc cia Trung tim dé luén dam bao hé théng luon hoat dong trong
trang thai t6t nhat, dap tmg tot nhat nhu ciu sir dung nude cua nguoi dan. Mat khac,
Trung tAm can hop tac véi cac to chirc qudc té va cac chuyén gia trong linh vyc nude
sach dé hoc hoi va ap dung cac phuong phép tién tién trén thé gidi nham nang cao

chét luong ngudn nudce cling nhu kha ning cung tmg nudc cho khach hang.

5.2.3 Nang luc phuc vu

Ning lyc phyc vu 1a yéu té cho thay sy anh hudng manh thit ba dén sy hai 1ong
cua khach hang st dung dich vu cung cép nudc sach cia Trung tam Nudc sach va Vé
sinh méi trudng ndng thén tinh Binh Thuan. Nhan vién 1a by mat cia doanh nghiép.
Déi véi dich vu cip nude, nhan vién bd phan bao tri, stra chira 12 nhirng ngudi thudng
xuyén s€ tuong tac voi khach hang, day dugc xem la do1 ngli quan trong dong gop
vao su thanh cong cua dich vu. Cho nén, thai do cua nhan vién ddi véi khach hang
nhu thé ndo déu dnh hudng dén tinh cam, hanh vi ctia khach hang d6i véi Trung tam.
Viay nén, thai do ung xr clia ngan vién d6i voi khach hang 1a mot nhéan té vo cung
quan trong dbi v6i su hai long ciia khach hang. Do d6, trong thoi gian toi, 1anh dao
Trung tAm cin quan triét nhan vién doi ngii bao tri, stra chita tuan tha cic quy dinh,
quy tic tng xt voi khach hang trong qua trinh thuc hién dich vu. Bén canh d6, trong
thoi gian t6i, lanh dao Trung tAm ciing can quan tdm nhiéu hon nita trong viéc tao
diéu kién cho nhan vién duoc tham gia cic chuong trinh ddo tao chuyén mén, nghiép
vu lién quan dén hoat dong cung Ung dich vy, bao tri h¢ théng cung cép nude nham
hd trg va dap tng tot nhét cac yéu cau cong viéc ctia nhan vién. Ngoai ra, Trung tim

cling can mé thém cac khoa hoc, dao tao cho nhan vién vé ky nang giao tiép, xu 1y
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tinh hudng nhim trang bj kién thirc va k§ ning dé nhan vién c6 thé binh tinh xu 1y
thoa dang nhiing sai sot, sy ¢d, hudng dén loi ich cua khach hang va dat minh vao vi
tri ctia khach hang. Ngoai ra, moi trudong lam viéc than thién, chuyén nghiép, tich cuc
cling 1a mot trong nhitng yéu té thuc day dong lyc 1am viéc clia nhan vién, ting cudng
khuyén khich nhan vién bang cac chinh sach khen thuéng cho nhirng nhén vién c6
thai do phuc vu tdt, tao su hai 10ng cho khach hang va xay dung hinh anh tot dep gitta

Trung tam va khach hang.

5.2.4 Su tin cdy

Sy tin cay 1a yéu t6 cho thiy su anh huong yéu nhat trong bon yéu t6 anh
huong dén sy hai 10ng ctia khach hang sir dung dich vu cung cip nudc sach cta Trung
tam Nudc sach va Vé sinh moi trudng nong thon tinh Binh Thuan. Tuy nhién, di véi
cac nganh dich vu n6i chung va dich vu nudc sach noi riéng, tin cdy dugc xem la ndi
dung quan trong anh huong truc tiép dén tam 1y, hanh vi cia khach hang d6i vé6i dich
vu. Cho nén, dé ning cao sy hai 10ng ctia khach hang sir dung dich vu cung cip nuée
sach cta Trung tdm, ldnh dao Trung tAm can ludn giir ding cam két nhu di cam két
khi khach hang dang ky dich vu. Déi v6i cac vudng miac, kho khan ma khach hang
gip phai, Trung tim ciing cAn hoan thién hon nita co ché vé cham soc khach hang,
thiét 1ap cac kénh thong tin (nhu duong day néng, email, hop thu gop v...) dé tiép
nhan va xu ly kip thoi, théa dang cac phan anh, khiéu nai cta nguoi dan vé dich vu.
Trung tdm nén sap xép cac nhan su c6 kinh nghiém va chuyén mon tét dé dam bao
cong tac tu vén, hd trg khach hang dugc hi€u qua, chinh xac, nhanh chéng.

Trung tdm phai luén dung hen voi khach hang khi 1ap dt, sira chira hé thong
cung cip nudc. Dé lam dugc diéu nay, Trung tim can hoan thién cac quy dinh lién
quan dén thoi gian xtr 1y thong tin va dap tng dich vu cho khach hang dé dam bao
giit dung 151 hira va lich hen véi khach hang, gitip gia tang niém tin cho khach hang
d6i voi Trung tim. Khi c6 bat ki thay d6i gi (vé lich tam nging cip nude, phi dich
vu...), Trung tAm can ludn thong bao rd rang v6i khach hang mot cach nhanh nhat dé

khong 1am anh huéng dén sinh hoat cia khach hang.

66



5.3 Han ché ciia dé tai va hwong nghién ciru tiép theo
5.3.1 Han ché ciia dé tai
Thir nhét, Dé tai str dung phuong phap chon mau thuan tién nén chiu sy anh

hudng tur tinh cht quan cia nguoi dugce khao sat;

Thtr hai, Nghién ctru chi thuc hién tai Trung tam Nudc sach va V¢ sinh moi

treong noéng thon tinh Binh Thuén nén tinh tong quat chua cao;

Thir ba, Dé tai chi phan tich 6 yéu t6 tic dong dén su hai 1ong cua khach hang
st dung dich vu cung cﬁp nudc sach cua Trung tdm Nudc sach va VE sinh méi trudng
néng thon tinh Binh Thuén nén két qua nghién ctru van chua dugc tong quat cac yéu

t6 anh huong.

5.3.2 Huwong nghién cwu tiép theo

Pau tién, cac nghién ctru sau nén str dung phuong phap chon miu khac dé mau
co tinh dai dién hon cho téng thé;

Thtr hai, cac nghién ctru sau nén dugc thuc hién & nhiéu co quan, don vi khac

nhau d¢€ c6 thé doi chung duoc két qua nghién ctlru;

Thi ba, bd sung thém céc yéu t6 khac ngoai nhitng yéu té ma dé tai di phan

tich dé két qua nghién ctru duoc day du hon.
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TOM TAT CHUONG 5
Chuong 5 d3 dua ra két luan chung cho Dé an tt nghiép tir cac két qua co
dugc thong qua phan tich dir liéu khao sat va dé xuat cac ham ¥ xoay quanh cac yéu
t6 anh hudng gitip ning cao sy hai long ciia khach hang sir dung dich vu cung cip
nudc sach cua Trung tam Nudc sach va VE sinh moi truong nong thon tinh Binh
Thuan trén co sé mirc d6 anh hudng cta tirng nhan t6. Bén canh dé, chuong 5 ciing
da chi ra cac han ché ma dé tai con gdp phai va kién nghi cac hudng giai quyét nham

khac phuc cac han ché.
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PHU LUC
PHU LUC 1 - THAO LUAN NHOM

Xin chao quy Anh/chi!

Tbi tén Nguyén Thi Chon, hoc vién cao hoc khoa Quan trj kinh doanh — Khoa
08 ciia Truong Dai hoc Phan Thiét. Hién toi dang thuc hién nghién ctru dé tai “Pdnh
gid mikc dp hai long ciia khdch hang siv dung dich vu cung cdp nwéc sach ciia
Trung tdm Nwdc sach va Ve sinh moi truong nong thon tinh Binh Thudn trén dia
ban huyén Ham Thudn Bic”.

T6i rat mong quy Anh/chi danh chut it thoi gian dé thao luan va tra 15i mot s6
cau hoi dudi day. Két qua cua thao luan nay s& gitip cho Trung tAm Nudc sach va Vé
sinh mdi truong nong thon tinh Binh Thuén va ban than ching ta tim ra cac gidi phap
hitu hiéu dé cai thién chat luong dich vu cling nhu nhim ning cao sy hai 1ong cia
khach hang khi sir dung dich vu cap nudc sach ciia Trung tam.

Béng kinh nghiém va cam nhan ctia Anh/chi, t61 mong muén budi thao luan
ctia chung ta thuc su hiéu qua qua viéc trao ddi va gop y thang thin, khong c6 quan
diém nao diing hay sai, ma tit ca cac quan diém ctia cac anh/chi déu c6 y nghia quan
trong va quy gia gitp t6i hoan thanh dé tai nghién cru ciia minh.

Xin chan thanh cam on su giup d& va dong gop ¥ kién ctia anh/chi cho budi
thdo ludn nay.

Cic cau héi cho budi thio lun:

1. Theo Anh (chi), trong linh vuc dich vu cung cip nudc sach, chat luong dich
vu cung cip nude duge danh gia qua cac yéu td nao? Sy can thiét viéc danh gia vé
murc d quan trong va murc do thyc hién (cdm nhan)?

2. Vé6i kinh nghiém nhiéu nam trong linh vuc cap nude Anh (chi) tiép xuc véi
khach hang nhiéu va nhan thay khach hang thuong quan tdm dén nhiing yéu té nio
trong cc yéu té Anh (chi) di liét ké & trén?

3. Chung t6i dua ra 06 yéu to cho thang do danh gia sy hai long ciia khach
hang st dung dich vu cung cip nudc tai cac cong trinh cp nudc trén dia ban huyén

Ham Thuén Bic bao gdm: (1) Chét lugng nuéce; (2) Su tin cdy; (3) Ning liwc phuc vu;
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(4) Co sd vat chit; (5) Gia ca; (6) Kha ning dap tmg. Xin Anh (chi) cho biét yéu tb
nao la quan trong va phu hgp vai thyc trang hoat dong dich vu cung cép nudc sach,
nhirng yéu t6 ndo khong quan trong hodc khong phu hop?

4. Trong cac yéu t6 cua thang do dénh gia chung t6i da dua ra cac cu hoi (cac
bién ma c6 lién quan dén cac yéu t nay), xin Anh (chi) cho ¥ kién nhan xét vé cac
cau hoi?

(1) Yéu to: Chit lwong nwéc

Nguoén nude khong (rat it) bi tam ngliing cung cap

Ngudn nude ludn trong sach, chét lugng cao

Trung tim ludn c¢b gang duy tri cung cép trong moi diéu kién

(2) Yéu to: Sw tin cdy

Trung tam ludn giir ding cam két

Khi c¢6 bat ki thay doi gi (vé lich tam nglmg cap nudc, phi dich vu...) Trung
tam ludn thong béo rd rang v4i khach hang

Trung tim ludn dung hen voi khach hang khi ldp dat, sira chita hé thong cung
cAp nudc

Khi c6 bat ki van dé nao Trung tdm ludn quan tdm dé giai quyét tré ngai do

(3) Yéu to: Ning lwc phuc vu

Thu tuc lép dat, stra chira nhanh chéng

Thoi gian khic phuc sy ¢b nhanh

Nhan vién bao tri, sira chita ludn biét ho can lam gi

Nhan vién bao tri, sira chita rat lich sy va ho khong doi hoi tién bdi dudng

Thu tyc ngung, dong, mo nudc nhanh

Trung tdm c6 phuong thuc thanh toan thuan tién thong qua cac ngén hang

(4) Yéu to: Co sé vit chit

Trung tdm c6 co sé vat chat day du

Trung tam co6 trang thiét bi va may moc hién dai

Cén bd nhan vién c6 trang phuc dep, lich su

Chd dé xe thuan tién
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(5) Yéu to: Gid ci

Chi phi lip dat, stra chita hop 1y

Dinh mtc m3 nudc phi hop véi nhu cau cia timg ho gia dinh

Gi14 nudce tinh cho tirng m3 phu hop

(6) Yéu to: Khd nang ddp iing

Nhan vién Trung tdm luon co6 thai d§ phuc vu tbt.

Nhén vién Trung tdm nhiét tinh hd tro khach hang.

Thoi gian giao dich nhanh chong.

Gi0 lam viéc thudn tién cho khach hang.

Nhan vién khong bao gio qua ban.

(7) Yéu to: Sw hai long ciia khdch hang

Anh/ Chi hoan toan hai 10ng véi dich vu cung cap nudc ciia Trung tam.

Anh/ Chi hoan toan yén tdim vé dich vu cung cép nudc ciia Trung tim véi
nguoi khac.

Anl/ Chi s& néi tét vé dich vu cung cap nudc cua Trung tdm voi ngudi khac.

Rét hoan nghénh sy cong tac va gitip d& ciia Anh (chi). Cac y kién tra 1oi ca
Anh (chi) s& dugc dam bao giir bi mat tuyét dbi.

Xin chan thanh cam on va kinh chic Anh (chi) suc khoe./.
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PHU LUC 2 - DANH SACH THAO LUAN NHOM
DANH SACH CAN BQ QUAN LY

Ho tén

Chure vu,
Phong ban

S6 dién thoai

Email

Ong Luong
bang Khanh

Ths. Pho
Giam déc
kiém
Truong
phong Quan
1y cap nudc

0918 784 480

dangkhanh ttn@yahoo.com.vn

Ong Nguyén
Ngoc Tre“ing

Ths.
Truong
phong
QLKT-
XDCT

0918 555 653

ngoctrangttn1966(@gmail.com

Ba Ngo
Minh Huong

Ths. Pho
Giam doc
kiém
Truong
phong TH-
TC-HC

0982 030 312

ngominhhuong_ttn@yahoo.com.vn

Ba Tran Thi
Thu Clc

Cur nhan.
Ph6 Truong
phong Quan
ly cap nudc

0918 783 439

thucuc_ttn@yahoo.com

Ong Lé Nhat
Nam

Cu nhan.
Pho Truong
phong Quan
Iy cap nudc

0918 043 666

lenhatnam.ttn@gmail.com

DANH SACH KHACH HANG

Ho tén Dia chi S6 dién thoai
Nguyén Minh Phuong Phu Thuy 0986.325.145
Pht DPinh Vinh Phu Trinh 0385.657.698
Nguyén Vin Tinh Phu Hai 0913.256.784
L& Quang Minh Phu Tai 0987.298.385
Lé Thanh Tién Phu Tai 0925.584.659
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Pham Minh Quang Phu Thuy 0586.321.475
L& Kim Thanh Pht Trinh 0945.148.523
Trinh Thanh Hién Phu Tai 0823.594.287
Nguyén Quang Khanh Xuan An 0912.352.268
L& Van Phu Xuan An 0983.145.274
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PHU LUC 3 - DAN BAI KHAO SAT

Kinh chao Quy Anh/ Chi,

Tbi tén Nguyén Thi Chon, hoc vién Chuong trinh Thac s Quan tri kinh doanh
- Truong Dai hoc Phan Thiét. Toi dang thuc hién d¢ tai nghién ctru: “Pdnh gid mirc
d¢ hai long ciia khdch hang sir dung dich vu cung cap nwéc sach ciia Trung tim
Nuwdc sach va V¢ sinh moi truwong nong thon tinh Binh Thudn trén dia ban huyén
Ham Thudn Biic” véi muc dich hoc tap va thuc hién luan van tot nghiép.

R4t mong Quy Anh/ Chi danh chut thoi gian quy gia cia minh dé tra 10i cac
noi dung khao sat bén dudi. Moi y kién ctia Anh/ Chi déu 1a ngudn thong tin gia tri
va dong gop vao su thanh cong ctia nghién ciru nay.

PHAN I1: THONG TIN TONG QUAT
Cau 1: Gi61 tinh

0 Nam

o Nt

Cdu 2: P tudi

0 Duéi 25 tudi

o Tur 25 dén dudi 45 tudi

0 TUr 45 tudi tro 1én

Cdu 3: Trinh do hoc van

0 Pho thong tré xudng

o Trung cap, cao dang

o Pai hoc

o Trén dai hoc

Cadu 4: Thu nhap hang thang

0 Dudi 5 triéu dong

o Tur 5 triéu dén dudi 10 triéu dong
o Tir 10 triéu dong trd 1én

Cdu 5: Thoi gian sir dung dich vu

o Dué6i 1 nam
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o Tu 1 dén dudi 3 nam

o Tu 3 dén dudi 5 nam

o Tt 5 nam trd lén

PHAN 2: NOI DUNG KHAO SAT

Quy khach cho biét mirc d§ dong y cua minh do61 véi cac

phat biéu sau day bang cach khoanh tron vao 6 tuong tng:

S6 1: Hoan toan khong déng y

>
&0
=
=
: : 5 o
S0 2: Khong dong y S | % E
So 3: Binh thwong/ Trung dung i %ﬂ %” g
i . R | S 3
S0 4: Dong y Sl B | 8
Y = £ ¥ ¥k
So 5: Hoan toan dong y S| = s | S
: 5y -~ A=A - -
1 | Nguon nude khong (rét it) bi tam ngung cung cap 112131415
o) Ngudn nude ludn trong sach, chét lugng cao 112131415
Trung tim ludn c6 gang duy tri cung cp trong moi
3 A qn 1123 1]4]5
diéu kién
4 | Trung tam ludn gitr dang cam két 112131415
Khi c6 bat ki thay doi gi (vé lich tam ngimg cp nudc,
5 | phi dich vu...) Trung tdm luon thong bao rdrang v6i| 1 | 2 | 3 | 4 | 5
khéch hang
Trung tim lu6n ding hen véi khach hang khi lap dat, sira
6 chita hé thong cung cap nude L2343
Khi c¢6 bat ki van dé nao Trung tdm ludn quan tdm
7 2 . I s 1231415
deé giai quyé€t tréd ngai do
g | Thu tuc lap dit, stra chita nhanh chong 112131415
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Thoi gian khéc phuc su ¢6 nhanh

10

Nhan vién bdo tri, stra chira luon biét ho can lam gi

11

Nhan vién bdo tri, stra chira rat lich sy va ho khong

doi hoi tién boi dudng

12

Thu tyc ngung, dong, mo nudc nhanh

13

Trung tdm c6 phuong thic thanh toan thuan tién

thong qua cac ngan hang

14

Trung tim c6 co sd vat chat day du

15

Trung tdm c6 trang thiét bi va may moc hién dai

16

Cén b nhan vién c6 trang phuc dep, lich su

17

Chd dé xe thuén tién

18

Chi phi lap dit, stra chita hop 1y

19

Dinh mtrc m® nudc phi hop véi nhu cau cua tirng hod

gia dinh

20

Gia nudc tinh cho tirng m? phu hop

21

Nhan vién Trung tdm luon co6 thai d§ phuc vu tdt.

22

Nhén vién Trung tdm nhiét tinh hd tro khach hang.

23

Thot gian giao dich nhanh chong.

24

Gi0 lam vi¢c thuén ti€n cho khach hang.

25

Nhan vién khong bao gio qua ban.

26

Anh/ Chi hoan toan hai 1ong véi dich vu cung cap

nudc cua Trung tam.

XXi




27

Anh/ Chj hoan toan yén tdm vé dich vu cung cép

nudc cua Trung tdm vo1 nguoi khac.

28

Anh/ Chi s€ no1 tot vé dich vu cung cap nudc cua

Trung tam véi nguoi khac.

Chan thanh cam on sy dong gop cua Quy khach!

XXii




PHU LUC 4 - KET QUA PHAN TiCH DU LIEU
4.1 KET QUA PHAN TiCH CRONBACH’S ALPHA

Thang do “Chét lwgng nuéc”

Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded?® 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics

Cronbach's
Alpha N of ltems
.850 3
Item Statistics
Mean Std. Deviation N
CL1 4.012 .9075 245
CL2 4.061 9753 245
CL3 4.118 .8861 245

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
CL1 8.180 2.951 .685 .823
CL2 8.131 2.557 770 742
CL3 8.073 2.962 .709 .802
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Thang do “Su tin cay”

Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded? 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.804 4
Item Statistics
Mean Std. Deviation N
TC1 3.914 .9259 245
TC2 3.898 .9844 245
TC3 3.963 .9932 245
TC4 4.008 .9834 245

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
TC1 11.869 6.057 572 776
TC2 11.886 5.659 .618 .755
TC3 11.820 5.443 .668 .730
TC4 11.776 5.667 617 .755
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Thang do “Nang luc phuc vu”

Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded? 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.836 6
Item Statistics
Mean Std. Deviation N
PV1 3.204 1.4511 245
PV2 3.445 1.2054 245
PV3 3.359 1.1949 245
PV4 3.465 1.2027 245
PV5 3.576 1.1556 245
PV6 3.559 1.1279 245

Item-Total Statistics

Corrected ltem- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
PV1 17.404 23.684 .283 .884
PV2 17.163 20.662 .700 791
PV3 17.249 21.032 .669 .798
PV4 17.143 20.672 .701 791
PV5 17.033 20.991 .705 791
PV6 17.049 21.153 .710 791
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Case Processing Summary

N %

Cases  Valid 245 100.0

Excluded? 0 .0

Total 245 100.0
a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics
Cronbach's
Alpha N of ltems
.884 5
Item Statistics
Mean Std. Deviation N
PV2 3.445 1.2054 245
PV3 3.359 1.1949 245
PV4 3.465 1.2027 245
PV5 3.576 1.1556 245
PV6 3.559 1.1279 245
Item-Total Statistics
Corrected Item- Cronbach's

Scale Mean if | Scale Variance Total Alpha if Item

Item Deleted if Item Deleted Correlation Deleted
PV2 13.959 15.433 .718 .860
PV3 14.045 15.650 .699 .864
PV4 13.939 15.525 .708 .862
PV5 13.829 15.749 .720 .859
PV6 13.845 15.632 .760 .850
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Thang do “Co sé vt chat”

Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded? 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.841 4
Item Statistics
Mean Std. Deviation N
VC1 3.751 .9229 245
VC2 4.000 .9452 245
VC3 3.906 9470 245
VC4 3.490 1.1581 245

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
VC1 11.396 6.896 .628 .819
VC2 11.147 6.454 717 .782
VC3 11.241 6.544 .691 .793
VC4 11.657 5.669 .685 .801
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Thang do “Gia ca”

Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded? 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.848 3
Item Statistics
Mean Std. Deviation N
GC1 3.714 1.1874 245
GC2 3.743 1.1213 245
GC3 3.718 1.0931 245

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
GC1 7.461 4.086 .707 .800
GC2 7.433 4.353 .701 .803
GC3 7.457 4.315 .745 .764
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Thang do “Kha nang dap ung”

Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded? 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.793 5
Item Statistics
Mean Std. Deviation N
DU1 3.792 .7140 245
DU2 3.906 7379 245
DU3 3.808 .8870 245
DU4 3.816 .8316 245
DU5 3.824 .8033 245

Item-Total Statistics

Corrected ltem- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Iltem Deleted if Item Deleted Correlation Deleted
DU1 15.355 5.886 .665 729
DU2 15.241 5.897 .630 .738
DU3 15.339 6.569 .295 .848
DU4 15.331 5.460 .656 726
DU5 15.322 5.465 .689 715
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Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded? 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.848 4
Item Statistics
Mean Std. Deviation
DU1 3.792 .7140 245
DU2 3.906 7379 245
DU4 3.816 .8316 245
DU5 3.824 .8033 245

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
DU1 11.547 3.954 742 .786
DU2 11.433 4.091 .648 .823
DU4 11.522 3.775 .651 .825
DU5 11.514 3.710 715 794
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Thang do “Su hai long”

Case Processing Summary

N %
Cases  Valid 245 100.0
Excluded? 0 .0
Total 245 100.0

a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics

Cronbach's
Alpha N of Iltems
.861 3
Item Statistics
Mean Std. Deviation N
HLA1 3.384 .6071 245
HL2 3.176 6759 245
HL3 3.633 .6238 245

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
HLA1 6.808 1.361 .793 757
HL2 7.016 1.270 739 .807
HL3 6.559 1.436 .687 .850
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4.2 KET QUA PHAN TiCH NHAN TO KHAM PHA
Phin tich EFA - Bién ddc lap

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .883
Bartlett's Test of Sphericity =~ Approx. Chi-Square 2864.194
df 253
Sig. .000

Communalities

Initial Extraction
CL1 1.000 .745
CL2 1.000 .828
CL3 1.000 746
TC1 1.000 .587
TC2 1.000 .631
TC3 1.000 741
TC4 1.000 .651
PV2 1.000 .692
PV3 1.000 .679
PV4 1.000 .662
PV5 1.000 .702
PV6 1.000 739
VC1 1.000 .660
VC2 1.000 739
VC3 1.000 .689
VC4 1.000 .679
GC1 1.000 .750
GC2 1.000 .769
GC3 1.000 778
DU1 1.000 757
DU2 1.000 .648
DU4 1.000 .651
DU5 1.000 731

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

Compon % of Cumulativ % of Cumulativ % of Cumulativ
ent Total | Variance e % Total [ Variance e % Total | Variance e %

1 7.722 33.575 33.575| 7.722 33.575 33.575| 3.506 15.244 15.244
2 2.365 10.282 43.857 2.365 10.282 43.857 | 2.861 12.439 27.682
3 2.096 9.112 52.969| 2.096 9.112 52969 2.813 12.231 39.913
4 1.646 7.155 60.125| 1.646 7.155 60.125| 2.511 10.917 50.830
5 1.251 5.437 65.562| 1.251 5.437 65.562| 2.329 10.127 60.957
6 1.176 5.111 70.673| 1.176 5111 70.673| 2.235 9.716 70.673
7 .646 2.810 73.483

8 .593 2.579 76.062

9 .585 2.544 78.605

10 522 2.268 80.874

11 492 2.138 83.012

12 484 2.105 85.117

13 430 1.869 86.986

14 .395 1.716 88.702

15 .380 1.651 90.352

16 .336 1.460 91.813

17 .320 1.392 93.205

18 .308 1.339 94.543

19 294 1.276 95.820

20 274 1.193 97.013

21 .250 1.087 98.099

22 243 1.057 99.156

23 194 .844| 100.000

Extraction Method: Principal Component Analysis.
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Component Matrix?

Component

3

4

PV6
PV4
GC3
PVv2
PV5
GC1
PV3
VC3
VC4
GC2
TC2
VC2
CL2
TC4
TC3
CL3
CL1

DU2
TC1

VC1

DU1
DU5
DU4

.682
.665
.654
.651
.647
.621
.620
.610
.609
.607
.602
.579
.555
.551

.569

Extraction Method: Principal Component Analysis.

a. 6 components extracted.
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Rotated Component Matrix?

Component

3

4

PV6
PV5
PV2
PV3
PV4
DU1
DU5
DU4
DU2
VC2
VC1
VC3
VC4
TC3
TC4
TC1

TC2
CL2
CL1

CL3
GC2
GC3
GC1

.802
.784
770
767
.738

.841
.818
.769
.758

.816
776
.755
.748

.821
.749
.684
.674

.855
.817
.804

.807
.786
778

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Component Transformation Matrix

Component

2

3

4

1
2
3
4
5
6

.533
.200
-.648
=277
102
-.411

373
.698
.335
428
271
.074

417
-.527
225
510
-174
-.456

.393
-.405
.232
-.329
.643
.327

.335
147
491
-.558
-.559
-.032

.369
-.102
-.349

.248
-.400

714

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.
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Phén tich EFA - Bién phu thudc

KMO and Bartlett's Test

Extraction Method: Principal

Component Analysis.

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 717

Bartlett's Test of Sphericity =~ Approx. Chi-Square 355.419
df 3
Sig. .000

Communalities
Initial Extraction

HLA1 1.000 .836

HL2 1.000 787

HL3 1.000 .733

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Variance Cumulative % Total % of Variance Cumulative %
1 2.356 78.523 78.523 2.356 78.523 78.523
2 .399 13.310 91.833
3 .245 8.167 100.000

Extraction Method: Principal Component Analysis.

Component Matrix?®

Component
1
HLA1 914
HL2 .887
HL3 .856

Extraction Method:

Principal Component

Analysis.
a. 1 components

extracted.
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4.3 KET QUA PHAN TiCH TUONG QUAN

Correlations

F HL F CL F TC F PV F VC F GC F DU
F_HL Pearson Correlation 1 5417 418~ 536" 395" 433" 7427
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 245 245 245 245 245 245 245
F_CL Pearson Correlation 541" 1 .399” .343" 314" .282" .382"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 245 245 245 245 245 245 245
F_TC Pearson Correlation 418" .399” 1 402" 494" .386™ .235™
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 245 245 245 245 245 245 245
F_PV  Pearson Correlation 536" .343" 4027 1 .359" 536" .381"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 245 245 245 245 245 245 245
F_VC Pearson Correlation .395" 314" 494" .359" 1 442" .259”
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 245 245 245 245 245 245 245
F_GC Pearson Correlation 433" .282" .386" 536" 442" 1 313"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 245 245 245 245 245 245 245
F_DU Pearson Correlation 742™ .382" 235" .381" 259" 313" 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 245 245 245 245 245 245 245

**, Correlation is significant at the 0.01 level (2-tailed).
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4.4 KET QUA PHAN TiCH HOI QUY

Descriptive Statistics
Mean Std. Deviation N

F_HL 3.3973 .56297 245

F_CL 4.0639 .81033 245

F_TC 3.9459 77147 245

F_PV 3.4808 .97333 245

F_VvC 3.7867 .82120 245

F_GC 3.7252 .99394 245

F DU 3.8347 .64076 245

Correlations
F HL F CL F TC F PV F VC F GC F DU

Pearson Correlation F_HL 1.000 .541 418 536 .395 433 742
F_CL .541 1.000 .399 .343 314 .282 .382
F_TC 418 .399 1.000 402 494 .386 .235
F_PV .536 .343 402 1.000 .359 .536 .381
F_VvC .395 314 494 .359 1.000 442 .259
F_GC 433 .282 .386 536 442 1.000 .313
F_DU 742 .382 .235 .381 .259 .313 1.000

Sig. (1-tailed) F_HL .000 .000 .000 .000 .000 .000
F_CL .000 .000 .000 .000 .000 .000
F_TC .000 .000 .000 .000 .000 .000
F_PV .000 .000 .000 .000 .000 .000
F_VC .000 .000 .000 .000 .000 .000
F_GC .000 .000 .000 .000 .000 .000
F_DU .000 .000 .000 .000 .000 .000

N F_HL 245 245 245 245 245 245 245
F_CL 245 245 245 245 245 245 245
F_TC 245 245 245 245 245 245 245
F_PV 245 245 245 245 245 245 245
F_VvC 245 245 245 245 245 245 245
F_GC 245 245 245 245 245 245 245
F_DU 245 245 245 245 245 245 245
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Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 F_DU, F_TC,
F_GC, F_CL, Enter
F VC,F PV

a. Dependent Variable: F_HL

b. All requested variables entered.

Model Summary®

Adjusted R Std. Error of the
Model R R Square Square Estimate Durbin-Watson
1 .8322 .692 .684 .31652 1.474
a. Predictors: (Constant), F_ DU, F_TC,F_GC,F_CL,F_VC,F_PV
b. Dependent Variable: F_HL
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 53.488 6 8.915 88.984 .000°
Residual 23.844 238 .100
Total 77.332 244
a. Dependent Variable: F_HL
b. Predictors: (Constant), F_ DU, F_TC, F_GC, F_CL, F_VC, F_PV
Coefficients?
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta Sig. Tolerance VIF
1 (Constant) 112 153 .736 462
F_CL 142 .029 .204 4.864 .000 .736 1.359
F_TC .065 .033 .088 1.983 .048 .651 1.536
F_PV .101 .026 74 3.812 .000 .621 1.610
F_VC .042 .030 .062 1.402 162 .670 1.493
F_GC .028 .026 .049 1.089 277 .628 1.592
F DU 480 .036 .546 13.312 .000 771 1.298

a. Dependent Variable: F_HL
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Collinearity Diagnostics®

Variance Proportions

Mode Dimensio | Eigenvalu| Condition | (Constan
[ n e Index t) F CL F TC F PV F VC F GC F DU
1 1 6.829 1.000 .00 .00 .00 .00 .00 .00 .00

2 .053 11.359 .04 .06 .01 .33 .01 .23 .02

3 .036 13.786 .00 .06 .02 .39 .23 27 .04

4 .028 15.498 .02 .02 14 .20 22 43 A1

5 .022 17.475 .06 .56 A1 .02 13 .06 .21

6 .019 18.876 .07 31 .55 .01 A1 .01 .00

7 .012 23.840 .81 .00 .16 .05 .00 .00 .62
a. Dependent Variable: F_HL

Residuals Statistics?
Minimum Maximum Mean Std. Deviation N
Predicted Value 2.1557 4.3767 3.3973 46820 245
Residual -.76127 1.21162 .00000 .31260 245
Std. Predicted Value -2.652 2.092 .000 1.000 245
Std. Residual -2.405 3.828 .000 .988 245
a. Dependent Variable: F_HL
Histogram
Dependent Variable: F_HL
Mean =7 17E-16
40— Stel. Dev. = 0.938
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Regression Standardized Residual

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: F_HL
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4.5 KET QUA PHAN TiCH SU KHAC BIET
Sw khac biét theo Gidi tinh

Group Statistics

xlii

Gioitinh N Mean Std. Deviation | Std. Error Mean
F_HL Nam 126 3.3862 .58182 .05183
N[ 119 3.4090 .54451 .04992
Independent Samples Test
Levene's Test for
Equality of
Variances t-test for Equality of Means
Std. 95% Confidence
Mean Error Interval of the
Sig. (2- | Differen | Differen Difference
F Sig. t df tailed) ce ce Lower Upper
F_ Equal
HL variances 1.208 273 -.315( 243 753 | -.02272| .07210| -.16473( .11929
assumed
Equal
v:riances not -.316 2429 752 -.02272( .07196| -.16446| .11902
assumed o1
Su khac biét theo Do tudi
Test of Homogeneity of Variances
F HL
Levene Statistic df1 df2 Sig.
2.834 2 242 .061
ANOVA
F HL
Sum of Squares df Mean Square F Sig.
Between Groups .598 2 .299 942 391
Within Groups 76.734 242 317
Total 77.332 244




Sw khac biét theo Trinh dd hoc vin

Test of Homogeneity of Variances

F _HL

Levene Statistic df1 df2 Sig.

1.911 3 241 128
ANOVA
F _HL
Sum of Squares df Mean Square F Sig.

Between Groups 912 3 304 .959 413
Within Groups 76.419 241 317

Total 77.332 244
Sw khac biét theo Thu nhip

Test of Homogeneity of Variances

F HL

Levene Statistic df1 df2 Sig.

119 2 242 .888
ANOVA
F HL
Sum of Squares df Mean Square F Sig.

Between Groups .081 2 .041 27 .881

Within Groups 77.250 242 .319

Total 77.332 244
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Su khac biét theo Thai gian str dung dich vu

Test of Homogeneity of Variances

F HL
Levene Statistic df1 df2 Sig.
1.000 3 241 .394
ANOVA
F _HL
Sum of Squares df Mean Square F Sig.
Between Groups 1.053 3 .351 1.108 .346
Within Groups 76.279 241 317
Total 77.332 244
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