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MO DAU
1. LY DO CHON PE TAI

Sau khi wot qua céc khing haing rim 2008-2009 nganh
cong nghep 6 t6 Vit Nam néi chung va Ning noi nengda co &
phét tren khadn dinh, @n luong tiéu thi xe khong ngng gia ting.
Thi truong 6t6 ba NEng da dugc cac chuyen gia ih dinh la day
tiém nang. Trong nltrng ram gan day cac hang xe liéné db bo vao
thi truong nay, co th ké dén cac tén téi 16n nhr : Toyota Honda,
Mercedes, Tuong Hai..., va nbi day nhit 14 hang lat cac nha phan
phdi tén tbi nhu: Hyundal Thanh Co6ng, Chery, Nissan.. Suat
hién aia nhéu hang x@y glup th truong 6t6ba I\hng try nén ét soi
dong vada tro thanh mi giao dch, mua ban 6té@h nhit cua khu we
mien Trung, Tay Nguyén. Khach hang ngay cang c@wiir lya
chon hon, dugc phuc wu tét hon va hén nhién cac doanh ngdipi
trong nganh cong ngdp nay plai hoat dong trong ndt mai truong
canh tranh ngay cang manktlihon. Vay lam tré naodé cac doanh
nghlep co tre ton tai va phat trén trong ndt mdi treong @nh tranh
gay dit, nhiing tién bd vé céng ngk vuot bac, nhing dao luat mai,
nhirtng chinh séch qnm Iy thuong mai méi va ar trung thanh ga
khach hang ngay cangagi sut nhr vay?

Theo GS. Phillip Kotler- it chuyen gia Marketlng hantiu
thé gisi : “ C6 nhigu nhan & dong gop cho s thanh céng ta Mot
doanh nghip nhr: Chién lugc kinh doanh tugt voi, nhan vién an
tuy, h¢ thong thong tin hoando... Tuy nhién, it ca cac cong ty thanh
cong thvi nay, cho duy Cap do nao, @ing déu co ndt diém chungdo
la ho quan tamﬁt nhiéu dén khach hang vaén sic coi trong viec
thoa man nhu #u cia khach hang”. i do ta thy rang sr théa man
cia khach hangia to thanh & ménh phat trén chung @a nhéu
doanh nghép, khach hang tha man khi tiéu dungaa pram < la tai
san, 1a ki thé canh tranh quan ¢ng aia doanh nglép trong qua trinh
kinh doanh va nang cao long trung thana khach hang.

Nhan thay tam quan tong ay, trong qua trinh hinh thanh va
phat trén cia minh cong ty Danda & ging rt nhiéu dé ngay cang
nang cao s thoa man khach hang. Tuy nhiériwnot Iuong khéch
dong dao nhur thé thi chic chin trong qua trinh pit wi cong ty §
mac phii nhitng sai im 1am khach hang khéngéam hai long. Hn
nita, chodén nay céng ty &n chra c6 not nghién g¢u chinh tiic nao
nhim xacdinh mdt cach chinh xac nimg nhan & anh hrong dén ar
hai Iong @a khach hang va e do hai lIong @a khach hang. Ning
nghién @u coéng ty & dung don gian chi 14 nhing cwbc png Van
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quadién thaai sau khi nlan xe va sau 6t thoi gian khach hang tiéu
dung én prim cia cong ty nén& qua thu duoc chra dugc oy thé,
chinh xac. Chinh vi ly ddo, la ndt hoc viéndang theo bc nganh
Quan tri kinh doanh vatang cong tacat cong ty em quét dinh chon
dé tai : “Nghién ciru cac nhan 6 anh hawong dén s thog man Qia
khach hang khi mua 6t6 i tgi cong ty @ phan Dana”. Véi niém
tin tiém raduoc mot s nhan é thuc ar cé anh hrong den miac do
thoa man @a khach hang thong gua nghlarumay dé tai & giap
cho céng ty c@uoc mot s6 glal phéap hiu ichdé ngay cang nang cao
su thaa mén khach hang va thanh cong trong kinh doanh.

2. MUC BICH NGHIEN C UU

Dé tai dat ra muc tiéu nghlen &u gom nhing Vin dé sau:

- Xac dinh nhing nhana céanh hrong dén sr thaa man @a
khach hang khi mua 6tddntai cong ty & phan Dana.

- Xay dung duoc phrong trinh i quy tuyén tinh i thé
hién ar twong quan éa cac nhandttac dong dén ar thoa man éa
khach hang.

- Dya vao Kt qua nghién @u dé xuit mot s kién ngh nhim
nang caowthoa man khach hangia cong ty.
3.POl TUQNG NGHIEN CUU

- Bol tuong nghlen ¢u: Luan van nghién éu cac nhand
anh hrong dén ar thoa man éa khach hang mua xe 6téiai cong
ty ¢ phan Dana -

- Phlam vi nghién éu : Dé tai nghlen au gr théa man éa
250 khach hang mua xém 2010 4i cong ty & phan Dana. Mc du
trong ram 2010 éng lwong xe ban ra la 382 du, nhing trongdo
chi nhanh Bintbinh bandugc 98 chéc, khach hangal ly chiém 29
ChIeC con hi 1a 255 khachd tai Pa Nang va cacinh min Trung. Vi
sb lugng khéng nh§u nén lai trir 5 khach hang khong &Hiép can
dugc tac gh chon tat ca 250 khach hang mua xg@ tong ty rim 2010
dé khao sat.

4. PHUONG PHAP NGHIEN CUU

Luan van dugc thuc hién thdng qua cac plong phap sau:

- Nghién @ru kham pha (Nghiénuw dinh tinh) dugc thyc hién
thdong qua k thuat thao luan nhém khong chinh fic, ph)ng Vin ca
nhéan va pbng vﬁn chuyén gia. Mc dich aia nghién ¢u nay la tim
ra nhing nhan & anh hrong dén ar théa man é@a khach hang, xay
dung thangio.

- Nghién aru chinh tlirc (Nghién @&u dinh Iuong) duoc thuc
hién théng qua % thuat thu thip thong tin ing bing cau bi phong
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van truc tiép 250 khach hang mua xg tong ty © phan Dana. Mic
dich aia nghlen Gu nay la phan tich nhai,tkiém dinh thangdo
luong va md hinh Iy thuft nham dua ra cac nhandtthuc ar anh
huong dén sr thoa man khéach hang khi mua xg ¢ong ty © phan
Dana. Or liéu dugc xir ly bang piﬁn mém SPSS 16.0 for 'Windows
Véi cac cong g thong k& mé 4, kiém dinh thangdo véi he SO tin cay
Cronbach’s Alpha phan tich nhah kham pha, & quy boi, phan
tich phuong sai.
5. Y NGHIA THUC TIEN CUA BE TA|

Vi d tai trén tac gi hy vong € gitp cong ty 6 phin Dana
c6 th xacdinh duoc cac nhand thuc ar anh hrong dén ar thoa mén
cia khach hang khi mua 6toimtai cong ty. Xay aing phrong trinh
hoi quy tuyén tinh Wi thé hién sr twong quan @a cac nhandttac
dong dén ar thoa man éa khach hang va phan tich &cdong aia
cac nhand d6 mot cach @ thé, chinh xacbé tai c6 thé lam tai ligu
tham ktio, lam @ s cho & phin Marketlng, 16 phan kinh doanh
cua cac cong ty kinh doanh 6t6 ndi chung va congotplén Dana
noi r|eng khi thrc hién nghién @u cac nhané anh hrong dén ar
thoa man khach hangy tié dua ra nling ké haach, nhing gal phap,
nhitng chén luoc kinh doanh phiidp nang caowsthaa man, long
trung thanh ga khach hang va éi qui hoat dong kinh doanh.
6. KET CAU LUAN VAN

Luan van duoc chia thanh 05 afong
- Chuong 1: G s ly thuyét
- Chuong 2: Tong quan @ doanh nghiip, md hinh nghiénia dé xuat
- Cheong 3: Plwong phap nghiéniw
- Chrong 4: Khio séat thee nghém mé hinh nghiénim cac nhand
anh hrong dén ar thoa man khach hang khi mua 6t@intai cong ty
c¢b phin Dana
- Chrong 5: Binh ldn két qua nghién ¢u va ndt sb kién ngh nham
nang cao & thoa man khach hang khi mua 6t@intai cong ty )
phan Dana.
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CHUONG 1: CO SO LY THUY ET VA MO HINH
NGHIEN CUU

1.1. GIOI THI EU

Chrong 1 trinh tray cac khai émn vé khach hang, X vong
khéach hang s thoa mén khach hang, cadrvdé lién quanden ar
thoa mén khach hangjinh dang ngoi mua va cac én trinh mua
hang, cac mé hinh ¢85 hai Iong khéach hang, mé hink thaa man
khach hangia dugc xay drng va phat tén trén tié gici. Chuong 1
co ban gom 4 phin chinh: (1)Blnh ngha khach hang, (2)KX vong
khach hang , (3)6thaa méan khach hang, (4)a'n trinh quyt dinh
mua @a ngroi tiéu dung, (5)Cac mo hinké\chi s5 hai long khach
hang, (G)MSt s6 mé hinh nghiéniw cac nhand anh hréng dén ar
thoa mén khach hang.
1.2. QO SO LY THUY ET
1.2.1. Khai ném khach hang

“Khach hang Iaﬁt ky ca nhan haﬁtchrc nao tham gia vao
kénh phan pbi hay quyet dinh (khong pbl la déi tha canh tranh) ma
hanhdong aia hy cé thé tac dong dén viec mua &m hang héa hay
dich w cia cong ty”.
1.2.2. Ky vong ciaa khach hang

Theo dinh ngha chung ¢ ky vong aia con ngoi thi “Ky
vong dugc xem nl 1& tiéndoan ma khach hantyra ra ¢ chuyén gi
S8 xay ra trong thi gian thrc hién mua ban hay tradbi ”
1.2.3. Sy thoa mé@n khach hang
1.2.3.1. Khai ném sr théa méan aia khach hang

Theo Oliver (1997) : &thoa mén la g phin (ng aia ngroi
tiéu dungddi voi viéc daping nrfrng mong mdn.
1.2.3.2.1gi ich cia viéc lam thsa mén khach hang
1.2.4. Tén trinh quyét dinh mua aia ngwoi tiéu ding
1.2.4.1.Dinh dang ngwoi mua

a) Cac vai tro trong vic mua

- Ngum dé xuat (Initiator): la ngroi dau tiéndé ngh haac co
y ngh V& viéc mua nét san prim hay dch wi dac thi naado.

- Nguoi anh hrong (Influencer): [a ngoi ma quandiém haic
loi khuyén @ia hp anh hrong dén quyét dinh mua.

- Nguoi quyet dinh (Decider): la ngoi sau chét xadinh nén
mua, héc bat ky phan nao trong qust dinh dé.

- Nguoi mua (Buyer): la ngoi dich thrc di mua gm.

- Nguoi str dung (User): la ngoi tiéu dung hay & dung sin
pham hay dch w.
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Nhitng vai tro nay cha dung nrrrng ham ydol Véi viéc
thiét ké san phim, xacdinh mi dung qung cao va phanobngan sach
quing cao. Vi gy, viéc tim héu thanh phn va vai trd chinh @u
trong qua trinh ngz dinh mua da ngrm tiéu dung giap cho ngi
quan tri marketingdiéu chinh thich kyp cac clrong trinh marketing.

b) Cac ding hanh vi mua

Vé co ban ¢6 Hn dang hanh vi muai@ ngroi tiéu dung an
cir vao mirc do tham gia éa ngroi mua va g khac bét cia cac nhan
hiéu: Hanh vi mua pinc tap, hanh vi mua hai hoa, hanh vi mua tim
kiém ar da  chng, hanh vi mua thong dibng.
1.2.4.2. TEn trinh quyét dinh mua aia ngeroi tiéu dung.

Tién trinh quﬁt dlnh mua @a ngroi tiéu dung @m nam glal
doan: y thic vé nhu du, tim kiém théng tindanh gia cac piong an,
quyét dinh mua va hanh vi sau khi mua. g tiéu dung khi mua
mot san phim phii trai qua #t ca nam giai doan nhrng thrc t# khong
phai nhu vay, nhit |a trong nlt'mg tnrong hpp mua nitng mit hang it
can dé tam ngroi tiéu dung co th bo qua haydao lai mot sd giai
doan.

1.2.5. Cac m6 hinh Qchl sb hai long khach hang
1.2.5.1.M6 hinh cliss khach hang hai long da Mj-ACSI

S mong doi Su than
phien

(Comnblaini)

Giatri
cam
nhan

. Sw trung
Chat lwgng cam thanh

nhan (Lovalty)

Hinh 1.1: M hinh chss hai long khach hangie My
(American Customer Satisfaction Index — ACSI)
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1.2.5.2.Cli s6 hai long khach hang da Viét Nam-VCSI

Chit lugng mongdoi

Su trung than
(Loyalty)

Chit lugng éim nha
(Perceived quality)

Hinh anh throng higu
(Brand Image)

Hinh 1.2: M6 hinh chss hai long khach hang ¥i Nam-
VCSI
Nguén' Xay ding mé hinh ly thu§t va phrong phapdo
luong & chi sd hai long khach hang Viét Nam dia Lé Van Huy-
Nguyén Thi Ha My

1.2.6: Mgt s6 mé hinh nghién @u cac nhan 6 anh hwéng dén sir
théa méan khach hang

a)M6 hinh nghiénu cia Zeithaml Biner (2000):

Theo mo hinh @a Zeithaml Biner (2000),usthoa méan da
khach hang dlo anh hréng aia cac nhanaot Chat luong dch w
(service quality), cit luong sin pham (product quality), gia &
(price), nhan & hoan énh (situational factors) , nhaw ta nhan
(personal factors).
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b) M6 hinh nghién:gu “cac nhan & anh heong dén sr thoa
man a@ia khach hang khi mua 6todintai Viét Nam”cua cong ty #p
thi toan eiu DJ Power Asia Pacific:

Theo nghién ¢u aia cong ty DJ Power Asia Pacifig thoa
man a@a khach hang khi mua 6tdairtai Viégt Nam chu anh heéng
boi bay nhan é: Tién trinh giao xe, thi gian giao xe, éin trinh ban
hang 4i dai ly, thu tuc gidy to, nhan viénd van ban hang, € s vat
chit caa dai ly, su thoa thuin.

¢) M6 hinh nghién #u cac nhand anh heong dén s thoa
man khéch hangua Parsuraman:

Theo md hinh &a Parsuraman,usthoa mén éa khéach hang
chiu anh hrong aia cac nhandt:

-Gida

- Chat luong dch w

- Chat luong sin phim

- Dich w quan &

- Chit lugng quan A.
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CHUONG 2: TONG QUAN VE DOANH NGHIEP, PE XUAT
MO HINH NGHIEN C UU

2.1.GIOI THI EU

Chrong 1da trinh bay Wy Iy thuyét mot 6 md hinh chsb
hai long khach hang va mo hinh cac nhianh hrong dén ar thoa
méan khach hang. & theo clrong 2 ngoa| \c gioi thieu s lugc Ve
qué trinh hinh thanh va phaténi cia cong ty 6 phan Dana, tong
tam la gbi thiéu mé hinh nghiénia dugc dé xuét.
2.2.TONG QUAN VE DOANH NGHI EP
2.2.1.Qué trinh hinh thanh va phat trén cia cong ty & phan
Dana

= Tén doanh nghp : CONG TY CO PHAN DANA

= Tén giao dch : DANA CORPORATION

» Tru s giao dch : S 56 Dién Bién Pti - Quan Thanh Khé —
Tp ba Nang

= Dién thaai : 84-511-3646555

Céng ty G phan DANA tién than la Céng ty TNHH Tiong
mai va Dich wi Ot6 Ford (DANA FORD LTD CO.}iugc thanh 4p
nam 1998. T qua nhing ram dau tién day tha thach, Danald cé
nhitng rdc phét trén wrot bac vadén hém nay, luén duy tridt do
tang trong & mac cao vadang ngay cang Kimg dinh vi tri cia minh
trén th truong 6t6 &i mién Trung Vit Nam
2.2.2. Gy cau td chirc cia cong ty
2.2.3. Ngén nhan lyc cia cong ty

- Vé mat trinh d6 chuyén mén: ta #y sé nhan vién co
trinh d6 dai hoc co i trong cao nht va & luong laodong co
trinh do dai hoc, caodiang va trung ép ngay cangang, ngroc
lai lao dong c6 trinhd¢ so cap va thy lanh ngfé giam

- Ve mat giéi tinh: Dya vao lang ta thy luc luong laodong
nam goi chiem chi yeu va cd t trong i hon 83%

- S lugng nhan vién trong ca®kphan co sr chénh éch lon,
trong do $ lugng nhan vién trongdopmn kinh doanh, hanh chinh

téng hop va dch w chiém da ©
2.2.4. Két qua kinh doanh cia cong ty é phan Dana
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2.2.4.1.Tinh hinh tiéu tr xe aia cong ty & 2008-2010

Nam 2011 cbng ty Dana bétwoc tong ®ng 382 xe, trong
d6 chi nhanh Binbinh bandugc 98 xe condi cdng ty banduoc 284
xe
2.2.4.2. Kt qud kinh doanh aia cong ty & 2008-2010

San luong va tng doanh thuam 2009 gim rit nhiéu so \i
nam 2008 tr 347 chéc ram 2008 gim con 316 clic nim 2009,
doanh thu gim 8,653% & 191,091 ¥ dong xubng con 182,438yt
dong. Nhrng dén ram 2010 doanh thu vaas lugng xe ban raing
truong mot cach nhanh chong
2.2.5. Cong tac nghiénteu cac nhan 6 anh hwéng dén théa man
khach hang khi mua xe néi caa cong ty & phan Dana

Sau khi trung tam cim s6c khach hangia Ford VEt
Nam khoéng con ia cong ty 6 phin Danada thanh 4p trung
tam quan B khach hang &a dai li viét tat 1a DCRD (Dealer
Custumer Relation Centre) i tiép tuc thuc hién viéc diéu tra
su hai Iong khach hang khi mua 6téémva lam dch w tai
Dana Ford. Tuy nhién §c thu thip thdong tin khongiugc thuc
hién bang tnng cau bi ma sau khi khach hang @ xe trong
vong 3 ngay nhan viéndbphan DCRD € dién thaai tryc tiép
cho khach hangte khai thac théng tin. Cac thong tdwoc gh|
nhan, tong hop r6i bao cao cho trvng phong DCRC va bao cao Ién
l&nhdao cong ty nén cOrt nhiéu han ché
2.3.PE XUAT MO HINH NGHIEN c Uu
2.3.1. Cac nhaninh huéng dén s théa man aia khach hang khi
mua 6t6 moi tai cdng & phan Dana:

Theo Kt qua nghién éu kham phéa théng qua gihg van sau
va thio luan nhém khong chinh tit tac g rut raduoc bay nhan 6
then clot anh hréng dén ar théa man khéach hang khi mua Gt@im
tai cong ty & phin Dana bao &mn: Co SO vat chit cia dai ly, dic wu
hau mai, clt Iuong xe, nhan viénutvin ban hang, thanh toanoth
gian giao xe, qua trinh giao xe.
1.3.2. M6 hinh nghién é&u
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Thii nian nian

H6

Co <o vat chat caadai ly &A
Dich \in halt ma 2

Thanh tnA H5

H7

Chit lugng xe

: 4/v
Nhan vién tr vAn ban han

H5

O11A trinh nian x

Hinh 2.2 : M6 hinh nghiénii cac nhand anh hmngden srthoa
man khach hang khi mua xe ot ¢ong ty © pt‘an Dana

Gia thuyét H1: Cam nhin aia khach hangdloi ich adia
nhan & co sv vat chit caa dai ly mang hi cho khach hang cang cao
thi ar thoa mén da khach hanat cong ty cang cao va ngc lai.

Gia thuyét H2: Cam nhin aia khach hang &loi ich aia
nhan 6 dic vu hau mai mangdl cho khach hang cang cao tlyithoa
man @a khach hang cang cao vamg lai.

Gia thuyét H3: Cam nhin aia khach hangdvloi ich aia
nhan & thanh toan mangilcho khach hang cang cao thitioa man
ciia khach hang cang cao vamg lai.

Gia thuyét H4: Cam nhin aia khach hang &loi ich aia
nhan & chit lugng xe mangah cho khach hang cang cao th thoa
man @a khach hang cang cao vamg lai.

Gia thuyét H5: Cam nhin aia khach hang &loi ich aia
nhan & nhan viénit vin ban hang mangllcho khach hang cang cao
thi ar thoa mén da khach hang cang cao vamg lai.

Gia thuyet H6: Cam nhin aia khach hangdvloi ich aia
nhan & thoi gian giao xe mangai cho khach hang cang cao thi s
thoa mén da khach hang cang cao vamg lai.

Gia thuyét H7: Cam nhin aia khach hangdvloi ich aia
nhan & qua trinh giao xe mangllcho khach hang cang cao thi s
thoa mén da khach hang cang cao vamg lai.
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CHUONG 3: PHUONG PHAP NGHIEN CUU

3.1 GIOI THI EU

Chll’(Yng 2da gioi thigu vé qua trinh hinh thanh va phatem
cia cong ty 6 phan Dana,dé xuit md hinh nghién . Tiep theo
chuong 3 € trinh bay cac phyng phap nghiénim cia dé tai. G
thé, chrong 3 om nhrng noi dung ( 1)Qui trinh nghiénua cac
nhan 6 anh hrong dén ar thoa man khach hang khi mua 6t@intai
cong ty & phan Dana, (2) Cac plong phap nghiénia
3.2.QUI TRINH NGHIEN C UU NGHIEN CUU CAC NHANTO
ANH HUONG PEN SU THOA MAN KHACH HANG KHI
MUA XE OTO M Ol TAI CONG TY CO PHAN DANA

Co sv ly thuyét va Nghién aiu so' b§:

cé&c nghiérctru _ Phong van thir(mau n=
' 100)

Nghién aiu chinh - ¢

th?’rc: @ biéu chinh

Nghién @u dinh thara do

lugng (n=250) A _A
& M& hinh nghiér

-Loai céc bén c6 1 s
tuong quan kin tong
nho

CronbachAlpha

-Loai cé&c bén c6 tong

Phan tich nharbt , SOEFAnb
kham pha EFA -Kiém tra yeu t6 trich
duoc
T .
M6 hinh diéu chinh \
\ 4
Kiém tra dd thichhep | ... » | Thuc hién cac phan
ciia md hinh- CFA tich thich lop voi
PPNC

Hinh 3.1:Qui trinh nghiéniu cac nhand anh fueng dén sr thoa
man khach hang khi mua xe 6té@intni cong ty @ phin Dana
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Nguon: Copyright @ 2010, LE XN HUY, PhD., Danang
University of Economics
3.3. CAC PHUONG PHAP NGHIEN CUU
3.3.1.Nghién &u kham pha
3.3.1.1.Plwong phap nghién déu

Thong qua piiong phapdinh tinh tac gi thuc hi¢n thu thip
thong tin ng ky thuit thao luan nhom khong chinh it va plong
van ca nhan, ping vin chuyén gia
3.3.1.2.Xay dng thangdo
(1) Thangdo c&c nhandanh hrong dén sr théa man khach hang:
a)Thangdo cim nhin aia khach hangdmnhan & co so vat chat dai ly

Bang 3.2: Thangio cam nhin khach hangéd/co o vit chit

Cua dai ly
Ky hiéu bién Noi dung
CSvVC1 Khéng gian aadai ly rong rai
Ccsvc2 Trang thét bi day du
CSVvC3 Trang thét bj hién dai
CSVC4 Mic do an toan - § sinh 6t

b)Thangdo cam nhin cia khach hangdvgia xe
Bang 3.3: Thangio cam nhin khach hangd/chinh sach gia xe

Ky hiéu bién Noi dung
DV1 Nhan vién 6 van dich w tu van
tot cac yéu au ve bao hanh
DV2 Chat lugng io hanh ho drdng
tot
DV3 Thoi gian ko hanh nhanh

c) Thangdo cam nhin cia khach hangdithanh toan
Bang 3.4: Thangio cam nhin cua khach hangé&thanh toan

Ky hiéu bién Ndi dung
TT1 Thoi gian thanh toan thim tién
TT2 S5 tién thanh toanting dot phu
hop
TT3

Phrong thrc thanh toén linh ha

TT4 ,
Chirng tr thanh toarday du
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d) Thangdo cim nhin aia khach hangdnhan 6 chat luvong xe
Bang 3.5: Thangio cam nhin cua khach hangé/chat luong xe

Ky hiéu bién Néi dung
CL1 Dan khung gm day
CL2 Tinh ming an toan cao
CL3 Mirc d6 tién nghi cao
CL4 boéng @ ém

e) Thangio cim nhin cia khach hang&nhan viént van ban hang
Bang 3.6: Thangio cam nhin cia khach hangé&/nhan viénit van

banhang
Ky hiéu bién Ndi dung
NV1 A n .
Trang phic aia nhan vién TVBHith sr
NV2 Nhan vién TVBH &t nhiét tinh
NV3 Nhan vién TVBH luon gii dap thvadang
moi thac mac aia khach hang
NV4 Nhan vién TVBH thing thing va trung thic

f) Thangdo danh gia éa khach hangasthoi gian giao xe
Bang 3.7: Thangio cam nhin cza khach hangé/thoi gian giao xe

Ky hiéu bién Néi dung
TGGX1 Thoi gian giao xe thén loi cho khach
TGGX2

Thoi gian giao xe luértng ten

TGGX3 Khéach hang khong baodgphai cho doi
gua lau khi nan xe

g) Thangdo cim nhin cia khach hangédvqua trinh giao xe
Bang 3.8: Thangio cim nhin cza khach hangé/qua trinh giao xe

Ky hiéu bién CAu héi cac bién quan sat
QTGX1 Giao xe moi noi khi cé yéu au
QTGX2 Giao xe chinh xac theayp dong
QTGX3 Viéc giao xedugc to chic trang tong
QTGX4 Khéach hangtuoc phic w trong siét qua
trinh giao xe
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(2) Thangdo nhan é sy théa mén khach hang:
Bang 3.9: Thangio nhan ¢ s thva man khach hang

Ky higu Noi dung
bien

STM1 Xin Anh/Chi vui long cho bt mirc d6 hai long
chung @a Anh/Ch khi mua 6t i tai cong ty [
phan Dana

STM2 | Néu lan sau c6 nhuau thi Anh/Ch sz tiép tuc chon
mua é4n pham aia Ford

STM3 | Neu ngroi quen cé nhuau thi Anh/Ch sz gisi
thiéu mua én pham cia Ford

3.3.2.Nghién éu chinh thirc

Phan tich thong ké mo &: .

bay la hréc phan tichdau tién nfaim mo & kich throc, dic
diém méu nghién éu nhr: B tudi, gisi tinh, trinhdo, ngké nghiép,
thu nhp...

Kiém dinh vadanh gia thangdo

H so Cronbach alpha dung kiem trado tin cdy noi tai cua
thangdo va tinh nht quan ®i tai cia thangdo. Nhicu nha nghién
ctu nhr Hoang Tong va Chu I\Jgu@n Mong Ngoc (2008)dong y
rang khi Cronbach alphart0,8 dén 1 thi thangio luong ©t, tr 0,7
dén gan king 0,8 thi dungluoc; king 0,6 thi @ng co tik st dung
duoc trong trong hop khai ném dang nghién &u la msi hodc moi
véi nguoi tra 1oi trong i canh nghién ¢u ( Nunnally va Burnstein,
1994), con nb hon 0,6 thi bén < bj loai. ,

Hé 0 trong quan kin tong (Item-Total correlation) laghsd
tuong quan @a Mot bien vsi diem trung binh ga mot bien khac trong
cung ndt thangdo, dodd k¢ s nay cang caoustuong quan ga bien
nay Wi cac ben khac trong nhom cang caog b tuong quan kin
tong phii 16n hon 0,3. Theo Nunally & Burnstein (1994) thi iy
bien nao c6 B s6 tuong quan nh hon 0,3dugc xem la bén rac va
tarc nhién 8 bi loai bo. ) ) )

~ Chi tiéudanh gia cti cung la & s5 Cronbach alphadu loai

bo bien: Duya vao i so Cronbach alphé cot Cronbach alpha if Item
deleted Bu cao ln nhiéu ke 6 Cronbach alpha binh tbng khi
khong lai bo bien thi ben d6 < bj loai.

Phan tich yu to kham pha EFA
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Sau khi Eim trado tin cay cia cac thangio, phan tich EFA
duoc dungde loai cac bén ¢ tong £ EFA np, kiém tra yu t trich
duoc, klem tra plrong sai trichdugc. Theo tiéu cmn Kaiser, nitng
nhan 6 co eigenvalue nhhon 1 € bi loai dong thoi téng phrong sai
trich phai bang hdic lén hon 50%.

Dra vao k& s5 KMO xem xét g thich lyp dia cac phan tich
nhéan 6 khi 0,5<KMO (Kaiser-Meyer- Olkln)<1 c6 n@hla phéan tich
nhan & la thich lep voi dir liéu nghién au va ngroc lai ( theo Hoang
Trong va Chu Ngu@n Mong Nagoe)

Sau khi hoarttbugc danh gia thangio va phan tich nham t
két qua da cho ta lai bo cac thangﬂo khongdu do tin cay, cac bén
co trong $ EFA nh, xacdinh cac bin cin thiét cho \in dé nghlen
ctu. Tiep theo véc xacdinh mbi quan 1§ giira cac bin doc lap va
bién phu thudc trong md hinh nghiénia $ dugc thuc hién king
phan tich Bi qui tuyen tinh bi. Trudc tién phii thuc hién buoc phan
tich twrong quan nBm kiém dinh mbi tuong quan tugn tinh gira cac
bién trong md hinh ing k¢ SO Kurtusis. Khi ¢ s5 Kurtusis cangdn
hon 3 thi hai bén cang co ml quan & tuyén tinh chat che.

Phan tich Bi qui tuyén tinh bji

Duya vao Kt qua phan tich ta rat rdwoc két luan:

- Gia tr cha bén moi trong md hinh nghlenutm la gia ti
trung binh éa céac bdn quan sat thanh ph cia bien do.

- Khi gia tr Sig aia kiém dinh F trong phan tich plong sai
ANOVA nho hon 0,05 c6 th két luan cé Bn tai méi quan 1§ giira
céac bén doc Iap va bén phy thupe

- Khi gla tr Sig aia kiém dinh T nko hon 0,05 c6 th két luan
cac g b hoi qui deu c6 y nglia thong ké

- Khi & s5 phéngdai phuong sai VIF ( Variance inslation
factor ) @a cac bin nhd hon 10 ¢o tI@ két luan md hinh khong c6
hién twong da cong tuﬁn ba ong tu;én la tang thai cac kin doc
lap trong mo hinh c6 quarg lehit che véi nhau

- Duya vao i s5 Durbin - watson Km tra hgn tuong tr
twong quan @éa mo hinh.

- Gia frcia R, REdiéu chinh cho phégianh gia s pha hop
cia mé hinh, t& hlen mbi quan ¢ tuong quan tugn tinh @ thé:

R*<0,1 uiong quany mirc thip

0,1=< R< 0,25 :trong quany mirc trung binh
0,25=< R< 0,5 :trong quan kha cit che
0,5=<R< 0,8 :tong quan cht che

0,8< R :ong quan 4t chat chg
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CHUONG 4 : KHAO SAT THUC NGHIEM MO HINH
NGHIEN CU'U CAC NHAN TO ANH HUONG DPEN SU
THOA MAN KHACH HANG KHI MUA OTOM Ol
TAI CONG TY CO PHAN DANA
4.1.GIOI THI EU

Chrong 3da trinh bayﬁn lugc 2 phmng phap nghiéntal,
tiép theod chuong 4 tac gi xin trinh bay cac phan tich ma, kiém
dinh cac thangto, phan tich nhan5tEFA va kém dinh mé hinh
nghién au. Chrong 4 duoc tao thanh tr cac pln chinh nir sau:
(1)Thong tin rau nghién au, (Z)Danh giado tin cay cia thangdo va
phén tich nharbt (3)K|em dinh m6 hinh nghiénuai.

4.2. PHAN TiCH DU LI EU
4.2.1.Thong tin nu nghién atu

V¢i kich thréc mau la n = 250 khach hangyr slung phan
tich thbng ké ting pkin mém SPSS 16.0 ta adugc dic diém aia
Mmau nghién au nhr sau:

4.2.2. Kiém dinh db tin ciy caa  thangdo

Qua It qua kiém dinh tt ca nhrng thangdo luong cac nhén
t6: Co o vat chat ky thuat cia dai Iy, gia xe, thanh toan, ﬁhlucyng
xe, nhan viénu vin ban hang, @i gian giao xe va qua trinh giao xe
la 6t vi core s tin cdy nam trong khéng tr O, 7dén 0,9. Bén gnh
dé, he b tuong quan kin tong aia cac bin deu lon hon 0,3diéu nay
cho thy cac thangdo dam bao ar tin cay can thiét. Chi c6 mpt
truong hop dic biét la thanh phn “sb tlen thanh toén trongrhg dot
phu hop” co he D tuong quan kin tong hoi thap bing 0.433 tuy
nhién réu loai bo bién nay I sb tin ciy ting khéngdang K nén ta
khéng @n loai bo
4.2.3. Phan tich nhané:
4.2.3.1.Phan tich nhand cho bén dgc ldp

Sau Kt qua nghién @u dinh tinh tac gi da dua radugc 26
bién quan sat cho 7 thanhanh Tuy nhién cac Bh quan séat nao tic
su can thiét, bién quan sat naocan bi loai s8 dugc xacdinh sau khi
thuc hién phan tich nharbt Bé thuc hién diéu nay tadua tt ca 26
bién quan séat vao phan tich theo qui trinh phan tiémrb EFA cho
ra két qua:

Phan tich 4n tha nht hé s KMO la 0,668 >0,5, dng
phuong sai trich la 64.098%0v tiéu chuin elgenvalue 1,033 >1 va
ding lai ¢ 7 nhan & trich dugc. Két qua cho thiy viéc phan tich nhan
t6 ¢ day la thich bp tuy nhién bén “Muc d¢ tién nghi cao” quan
cung lic ¥i 2 nhan 6 nén lai bo
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Phan tich 4n tht hai, k¢ s5 KMO la 0,688 > 0,5, dng
phuong sai trich 1a 65.840%0v tiéu chLﬁn elgenvalue 1,021>1 va
ding lai 6 7 nhan é phan trichdugc. Lan phan tich nay khong co cac
bién quan k& cung i hai nhan é tuy nhién i c6 Mot bién nhd hon
0,5 la: “Chit lugng bao hanh Bo dudng ©t” nén ta lai bo bién nay
theo Hair va 8ng sr 2006 (Ph luc 4) va phan tichih ba.

Vi két qua he sd KMO 1a 0,761>0,5;dng phrong sai trich
la 65,928% Wi tieu chuin eigenvalue 1,056 >1 vardg lai ¢ 7 nhan
to trich dugc giai doan phan tich nhanotdugc hoan thanh. 8o
KMO = 0,761 c0 th khang dinh rang dr li¢u phu kyp dé thuc hién
phan tich nhanot Tong phrong sai trich bng 65,928dieu nay co
nghia 65,928% kdin thién @ia dr licu dugc giai thich ki 07 nhan 6,
kiém dinh Bartlett = .000< 0,05 éhhién cac bén quan sat caubng
quan i nhau tréndng tre.

Tém ki, qua Kt qua phan tich nhanétEFA loai hai bin
quan saido la “ Gia xe linh hat” va “ Muc do tién nghi cao” vi
khongddng gop vao éc do Iuong khai ném can do. So Wi mé hinh
nghién &u duoc dé xuat, mé hinhdiéu chinh con 07 thanh ain voi
24 bién quan sat, khdng phat sinh thém kh&mimsi hay nhan &
mai
4.2.3.2.Phan tich nhand cho bién phu thugc

Két qua phan tich in phy thuoc chodugc cac Kt luan: He
s6 KMO = 0,768>0,5 6 thkhang dinh fang dr li¢u pht hyp dé thuc
hién phan tich nharbt Téng phrong sai trich bng 94,879>50% nén
dat yeu @u, kiém dinh Bartlett = .000< 0,05 éhhlen cac btn guan
sat cd tong quan i nhau trén Gng thé va cwi cung cac B s tai
nhan 6 |6n hon 0,4 néndat yéu au.

4.2.4 Kiém dinh s phu hep cida mo hinh

M@ hinh '6ng quét co ang:

Yi= ot BoXoit BaXait BaXait BsXsit PeXeit PrX7it PaXa +U;
Trongdo : Y;: Sy théa man khach hang khi mua 6td ¢ong
ty ¢6 phan Dana

Xsi: Co s vat chit dai ly %i: Nhan vién & vin ban hang
Xsi: Gia xe 71 XThoi gian giao xe

X4 Thanh toan i XQua trinh giao xe.

Xg: Chit lugng xe IJ Cac nhand khac am

ngoai mo hinh.
Str dung phan tich & quy king ptin mém SPSS, & qua
phén tich nlr sau: Qua &ng phan tich ANOVA , gia irSig aia kiém
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dinh F nt hon 0.05 nén c6 thkét luan cé 6n tai méi quan I gnra
cac bén doc lap : thanh toan, nhan viéo van ban hang, i gian
glao xe, cht Iuong xe i bién phy thupe ar théa man khach hang hay
ndi cach khac cac & quan sat caubng quan vi nhau trong dng
thé. M6 hinh ciéi cung cho thy sy thoa man khach hang thtac
dong ki 04 nhan é: thanh toan, nhan vién ¥an ban hang, i gian
giao xe va cht lugng xe.

Trong king kiém dinh hg s5 hoi qui tit ca cac gia tr Sig aia
kiém dinh T déu nhd hon 0.05 nén cé ﬁﬁket luan cac k& sb hoi quy
déucoy ngﬁa thbng ké,dong thoi he b phongdal phuong sai VIF
cta cac bin déu nhd hon 10 nén trong mo hinh khong céyxa hén
tuong da dng tu;én Tur hé SO chan va ¢ sb hdi qui dua raduoc md
hinh cac nhardtanh hrong dén ar thoa man khach hang ntsau:

Y;=1,236 + 0,604X + 0,139X%; + 0,368X%; + 0,254X%;

Cudi clng phan tich ing Model Summaryté xem s phu
hop cia m6 hinh :

Hé sb R? hiéu chinh dat gia ti 0.584 tc cho thy md hinh
giai thich duoc 58,4% thrc t. Bong thoi, hé 6 R? hiéu chinh ding
giai thich sr tuong thich éa md hinh i bién quan sat cao vaén
phu thuoc 1a sr thoa man khach handyroc giai thich byi 04 bién doc
lap trong mo hinh.

Hé sb Durbin Watson dunge kiém dinh trong quan chéi
bac nhit cho trﬁy mo hinh khoéng vi phm khi ar dung phrcmg phap
hoi quy i vi gia ti d dat duoc la 1,914 va cip nhan gia thuyét
khdng c6 8 tuong quan chéi bac nhit trong mé hinh.

Tom lai, qua qua trinh nghiénia dinh luong, cac kx¢c phan
tich nhan &, kiém dinh Cronbach’s AIpha phan tich nhan kiém
dinh md hinh..d4 k¢ théng héadugc cac nhanétanh hrong dén ar
thoa méan khéch hang thong qua mo hinbi «numg @m 4 nhané :
thanh toan, nhan viém vin ban hang, @i gian giao xe, cht luon
xe wi 24 blen guan satutong trng. M6 hinh (Hinh 4.1)cac nhaa t
anh hrong dén ar thoa man khach hang mua xe 6 ¢ong ty ©
phin Dana i cacdac diém nhr sau:

Nhan 6 thanh toan tadong ‘manh nhit dén ar thoa man
khéac hang &ip dén la nhan viénu van, thoi gian giao xe va dii
cung la cht lugng xe.

Ca bon nhan & doc lap déu tacdong thuin chiéu voi bién
phu thuoc ar thoa mén khach hang.



-Thoi gian thanh
toan thdn tién

- S tién thanh toan
ting dot phu lop

- Phrong thic thanh
toan linh hat

—Ch’mg tr thanh
toanday du

-Dan khung gm
day

-Tinh ring an toan

cao

-bong @ ém

- Trang plic adia
NVTVBH lich sr

- Nhan vién TVBH
nhiét tinh

- Nhén vién TVBH
lubn gai dap thva
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Thanh toan

Chét lugng xe

0,604(0,021)

0,139(0,032

0,36825)

Nhan vién & vin
ban hang

dang moi thic mic
cua khach hang

- Nhén vién TVBH
thang thing va trung
thuc

- Thoi gian giao xe
thuan loi cho khach

- Thoi gian giao xe

A

0,254(0,068)

Thoi gian giao xe

lubn dang ken

- Khach hang khéng
bao gb phai cho doi
qua lau khi nan xe

A

Hinh 4.1: M6 hinh cac nhad #nh hrong dén sr thoa méan
khach hang khi mua 6tddntai cong ty © phin Dana
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CHUONG 5: BINH LU AN KET QUA CUA NGHIEN CUU VA
MOT SO KIEN NGHI NHAM NANG CAO SU THOA MAN
KHACH HANG KHI MUA OTO M Ol TAICONG TY
CO PHAN DANA

5.1.GIOI THI EU

Qua 4 cltrong dau luan vin da thrc hign dugc muc tiéu chinh
cua nghlen Gu la tim ra nbing nhan & thuc ar anh hrong dén ar
thoa man khach hang khi mua 6t&inai cong ty @ phin Dana. Bén
canh thanh q& d6 qua nghiénu condanh gladu’O’C mic do thoa
man @a khach hang, T d6 quan tong qia cac nhanot Tuy nhién
nghién @u nao d@ng co nling han cké nhéit dinh nén p theo, trong
chuong nay § trinh bay (1)Binh lgn Két qua nghién au, (2)Mot o
klen ngh nhim nang caowsthoa man khach hang va (3pkiché cia
dé tai.
5.2. BINH LUAN KET QUA NGHIEN CUU
5.2.1Panh gia ar théa man khach hang khi mua 6t6 néi tai cong
ty c6 phan Dana

Dua vao gia trtrung binh éa céc nhanot ta trﬁy mac do
thoa man éa khach hang gin dan tir nhan é: Thoi glan giao xe,
thanh toan, cht Iwo'ng xe, nhan viénitvan ban hang, gia xe,ocss
vat chat cia dai ly va cwi cung l& qué trinh giao xeNhin chung s
thoa man éa khéch hangy cac nhand tuong dbi cao va trong
duong nhau, khong c6 nhah hao lam cho khach hangra thay rat
thoa mé&n hac qua tit vong.
5.2.2.Panh gla mirc d9 quan trong cia cac nhan & anh hwéng
dén sir théa man aia khach hang

Thanh qu cudi cling nghién gu dem hi d6 1a dra vao i 6
Beta co th danh gia nic do quan tong aia cac nhanotanh hrong
cia cac nhandtden ar thoa man éa khach hang. #sb Beta cang
cao thi nic d6 anh hr(mg aia cac nhandt cang cao vistacdong
cua cac bin doc lap nay lén bin phi thuoe cang cao. Theoék qua
phan tich bl qui boi mic do quan tong aia cac nhanotducyc danh
g|a ir caodén thap theo thk ty : Thanh toan, nhan vién# vin, thoi
gian giao xe ,clt lwpng xe Tuy nhién so & cam nhin theo § ligu
thu thip aia khach hang ft do quan tong aia cac nhandtco sr
chénh &ch ré ét, bSn nhan & ma khach hang cho la quaortg va
anh hrong nhit dén sr hai Iong @a hp chinh la:Thei glan giao xe,
chdt lwong xe, thanh toan va céi cung l& qué trinh giao xg(Xem
bang 4.2. & khac bét nay cho thy cdng tac nghiénu khéng thrc
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su don gian, ar khac bét giira thrc # cam nhan aia khach hang va

két qua phan tich bi | qui thuong xuyén Xy ra

5.3. MOT SO KIEN NGHI NHAM NANG CAO SU THOA
MAN KHACH HANG KHI MUA XE OTOM Ol TAl CONG TY
CO PHAN DANA .

5.3.1. Hoan thén cbng tac nghién &u va kiém soat sr théa man
khach hang

- Thanh &p by phan theo ddi, nghiéniw ar théa mén khach
hang riéng Ht trong H phain DCRC

-Xacdinh muc dich aia nghién gu la tim ra cac nham thuc
su anh hrong dén ar thoa man khach handf cé nhing bién phéap éi
tién chiang clr khdng phi chi dé ddi pho Wi nhitng khaing throng
cua Ford VEt nam. C6 nhr vay méi c6 thé nam bét, kiém soatduoc
su thoa mén da khach hang, nang cao long trung thaé khach
hang va hiu qu kinh doanh.

-Viéc nghién éu pral thuong thre hién thuong xuyén it nht
mbi nam mot lan theo qw trinh ct che, khoa fhc.

5.3.2. Ghi phap d6i véi cac nhan H anh hwéng dén s théa man
khach hang

. -V¢é trang thét bi: trang b day di may tinh, may in, magém
tien...

-Vé nhan g: Hién nay k phan thanh toani@ cong tydugc
thuc hién boi hai ké toan vién, & lugng d6 c6 tié phuc wu tot trong
thoi diém kinh doanh binh thrng nhrng trong thi ky caodiém cin
phai bd sung thém ngin luc dé viéc thanh toania khach handuoc
thuan tign va khong ph mat nh|eu thoi glan

. Déi voi nhan 6 “thoi gian giao xe”: Qua pin danh

gia sr thoa man khach hang nhad mayducyc khach hang hai Iong

kha caoday la ndt loi thé cia cong ty nén cong tydn giir viing va
phét huydiéu nay:

- Cb dging to thoi gian giao xe thin loi nhit cho
khach hang

- Giao xedL’Jng ken, réu co phat sinh lamdrthoi gian
giao xe thi tuy théic vao thi gian tri hodn cong ty nén baaréc cho
khach hang théng qua nhan V|an/ﬁn ban hang ha bing van ban.

- Nhan vién & van ban hang pt chuin bi day du ho
S0, glay to lién quan, bién dn ban giao xe...t5c khi giao xe cho
khachdé tranh tinh ting khach hang pih cho doi quéa 1au khi nan
Xe.
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. D4i voi nhan 6 “ Chét luong xe”: Cung vi “ Thoi
glan gao xe”, nhanjt“chat lugng xe” ding duoc khach hangtanh
gia kha caobay la bi thé quan tong dé khach chona gr dung xe
Ford, tuy nhién fit ky san phim nao @ing € co thé xay ra sai sot, khi
cO ar ¢ vé chat luong cong ty phi co ging dra chira dé khic phuc
tinh tang hr hong, reu khong phi Iap bao cho Ford \& Nam dé
nhan dugc ar hd trg. Nhitng khiéu mai cia khach hang cbng tymg
nén ﬁp bao cao @ cho Ford VEt Nam dé hang co6 an ar d&é cai
thién va cé nling ci tién phu lop, tién b hon. C6 nhr thé méi ¢
thé lay dugc gr an tam va nang ca@ $hoa man i khach hangbé
lam duoc diéu nay cong ty nén:

- Tuyén dung vadao ho nhan vién co tay ngrcao bi
trung tadm ga chira, dch w

- B6 phin DCRC plai b6 tri nhan vién theo doi
thuong xuyén nhng khiéu nai, nhung 6i chat lugng throng gip va
lap di lap lai ¢ c6 nhing bao céo chinh xaarigcho Ford Vet Nam.

- Trong nhing tnrong hop xe b méc 16i vé chat Iuong
do nha &n xuit, tiy thbe vao mirc do nguy hém cong ty nén co
nhirng dong thai xoa @1 sar khdng tha mén wi khach hang thong
qua nhan V|emtVan ban hang he 1anhdao cong ty.

. Déi v6i nhan 6 “nhan vién & van ban hang™:

- Uu tién tuyén dung nhing Gmg vién cé kinh ngkim

- Ngoai ntfrng khoa bc do Ford Vét Nam t chuc, bo phan
ban hang ¢a cong ty &n co niiing bén phap a thé nhu to chac
thuong xuyén cac hii hoc va kém tra kén thic sin pham to chic
cac cuc thi nhan vién ban hangdajitrong céng tydé tao diéu kien
va khich ¢ nhéan wendong thoi chon loc dugc nhitng nhan vién gii
tham dr cusc thi “nhén vién ban hangch hang rim aia Ford Vét
Nam. Nhrng glal thuong nay co gia trcao trong \dc tao uy tin cho
nhan viénw van ban hang.

5.4. NHOUNG HAN CHE CUA PE TAI
Tuyda th.lC hién dugc cac mic tiéu nghién éu dé ra vadem

lai nhitng thanh g dang K nhung dé tai van con dn tai mot s6 han
ché:

- Thir nhit, dé tai chi tap trung nghién €u sr théa man éa
khach hang mua xe 6todincia cong ty 4i Da Ning, kha nang tong
guat hoa & qua = cao lon neu nghién ¢u thém khach hang chi
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nhanh Binhbinh vi ¢6 ti so sanh va xayuhg mbt hé thbng thang
do hoan cinh hon.

- Thi hai, do tidi gian va kén thic con fan hep nén not s
nhan 6 co the tacdong dén ar thoa man éa khach hang khi mua xe
6td moi tai cong ty & phan Danada chra dugc dé cap trong nghlen
cau nhr: dich w hau mai, thi tuc glay to, chrong trinh khuﬁn mai,
quing cao...Tac @i xin luu tam fing Cac nhandtanh hr(mg dén ar
théa man ludn kin ddi khdng ng}rng theo nhu au va mong méin
ngay cang caoi@ khach hang nén fihg nhan & nay co th tro
thanh nhand thuc ar anh hrong dén sr théa man éa khach hang
trong trong lai.

- Thir ba, nghién&u ch danh gia cac thangp king ke 6 tin
cay Cronbach Alpha, phan tich nh@wkiham pha, Km dinh m6 hinh
ly thuyet bing phrong phép Bi qui tuyén tinh ®i. Hién nay, con 4t
nhiéu phrong phap phan tich nhaf, kiém dinh 'thangfo va mo hinh
ly thuyét hién dai hon, réu luan van duoc két hop thém ndt sb
phuong phap khac khi phan tich nh&h kiém dinh thangdo, md
hinh thi Kt qua s chinh xac vatang tin @y hon.

- Tha tu, nghlen au chra phan tichiugc sr anh hrong aia
cac nhand ddi véi cac nhom khach hang khac nhaleul‘de tai phan
tich thémdugc van dé trén thi ta & thay ré ton, a1 thé vé sy anh
hu0’ng aia cac nhandtdén sr thoa man éa trng nhém khach hang
riéng bét tai cong ty.
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KET LUAN

Theoda phat tién nhanh chongua nganh cdng ngép 6td
Viét Nam noi chung vda I\hng néi riéng vadac biét theo quy lat
thi truong, doanh ngkp nao khongiap ing duoc nhu Au, khong
demdén cho khéach hangusthéa méan trong xu iyng tiéu dung roi
s8 khong tranh kbi két qua bi dao thii. Do d6, tim héu vé nhu du,
cac nhand tacdong dén sr thoa man khach hang lare thiét va cong
tac phuc wu khach hang trnén vo cung quangng. Khi lya chon dé
tai “Nghién cizu cac nhan & anh hawong dén s théa man khach
hang khi mua 6t6 ndi tgi cong ty @ phdn Dana” tac ga mong
mudn tim radugc cac nhand thuc ar anh hrong dén sr thoa man
khéch hang Trénocsy nhan thac thuc t nhirng mit tich arc va han
ché trong cong tac nghiénia, ngu")n lrc cia cong ty Ong Wi két
qua nghién éu tac gh dé xuat mot sd kién ngh nham nang caos
hai long khach hangutcong ty () phan Dana. Hy wng ring nhing
thanh qa dé tai mang di co thé gilip cho hat dong kinh doanh @a
cong ty ngay cang ki sic hon.



