NGHIEN CUU CAC YEU TO TAC PONG PEN SU HAI LONG CUA KHACH
HANG DPOI VOI DICH VU CUNG CAP NUOC SACH TAI CONG TY CO PHAN
CAP NUOC DI LINH.

Tran Xuén Canh’
TOM TAT
Mouc tiéu ciia nghién ciru ndy nham xdc dinh cdc yéu té tac déng dén mirc @ hai long ciia khdch hang doi
véi dich vu cung cdp miede sach(DVCCNS)tai huyén Di Linh,tinh Lam dong.Sé liéu nghién ciru dwoc thu
thdp 290 khach hang(chu ho va gia dinh) dang sw dung DVCCNS trén dia ban huyén Di Linh vao khodng
thang 4 dén thang 7/2015.Thang do SERVOUAL dwoc sir dung cé diéu chinh.Cdac phwong phdp kiém dinh
Cronbach Alpha,phén tich nhan t6 kham phd(EFA),mé hinh hoi quy tuyén tinh da bién duwoc sir dung
trong nghién ciru voi phwong tién la phan mém SPSS.Két qud nghién civu da xdc dinh cac yéu 16 tac dong
dén mirc dg hai long cia khdach hang déi véi DVCCNS la (1)Phiong tién hitu hinh (2)Gid cd va thanh
todn(3)An toan (4)Tin cdy (5)Cam théng va (6)Pdp img . Trong do yéu té phiong tién hitu hinh va gid ca
thanh todn cé anh hirdng manh nhdt dén mire dé hai long ciia khdch hang déi véi DVCCNS tai Di Linh.

Tir chia khéa: khach hang,mic dd hai long,dich vu cung cAp nuéc sach.

TITLE: FACTORS AFFECTING THE CUSTOMER SATISFACTION
TOWARDS THE WATER QUALITY SERVICES IN DI LINH CLEAN WATER
SUPPLY COMPANY.

ABSTRACT

This study aims at determining the factors that affect customer satisfaction towards the water quality
services(QWS)in Di Linh district,Lam dong Province.Research data was colleced from 290
customers(householder) who have been using the QWS in district from April to July 2015.SERVQUAL
model was used adjustedly.The method of Cronbach’s Alpha test,Exploratory Factor Analysis(EFA) and
multiple linear Regression Analysis were used in the study.Research results have indetified the factors
affecting the customer satisfaction for QWS are (1) the tangible media,(2)price and
payment,(3)safe,(4)reliability,(5)Empathy and (5)Responsivaness.In particular,the tangible media,price
and payment are the most powerful influence on customer satisfaction towards the QWS in Di Linh
District.
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1. GIOI THIEU

Nuédc sach 1a ngudn tai nguyén quy gia,tuy
nhién, cach st dung nudc sach hién nay trong
cong ddng con lang phi rat 16n. Nhiéu noi ngudi
dan van con xem nudc 1a ngudn tai nguyén vo
tan va chua thdy hét gia tri cua viéc thiéu hut
ngudn nudc trong tinh hinh méi truong dang bi
bién d6i, cac nguon nudc dang ngay bi 6 nhiém
va can Kkiét.

Tinh dén cudi nam 2014, tai Viét Nam c6
khoang 100 Céng ty cip nudc sach.Mic du da
dat dugc nhitng thanh tyu quan trong trong linh
vuc cung cap nude sach, nhung DVCCNS trong
nuéc dang boc 16 nhimg yéu kém khéng nhod
nhu: co s vat chit lac hdu, ty 16 that thoat
cao,mat d¢ phu kin con han ché chét lugng dich
vu san phém va dich vu khach hang chua tdt. ...
Do d6, dé co thé thanh cong trén thi trudong
CCNS, cic doanh nghiép cin nang cao chit
luong DVCCNS théng qua d6 néng sy hai long
ctia khach hang, tién téi phat trién bén viing.
Trong nhiing ndm qua DVCCNS tai huyén Di
Linh d3 d4p ung nhu cau sinh hoat hang ngay
cua nguoi dan tai thi tran Di Linh.Tuy nhién,trén
thuc té van con nhiéu van dé can xem xét véi
dich vu nay,d6 la kha nang cung tmg nudc sach
chua dap tnmg du nhu cdu ding nudc sach cua
khach hang trong toan huyén,chi méi dap ung
khu vuc thi trin Di Linh va 2 xi lan cén cua
huyén Di Linh,chét lugng nudc chua dam
bao,hé théng cip nude 13i thoi,phong cach 1am
viéc thiéu chuyén nghiép,gia nudc may so véi
cac tinh thanh trong nudc con cao,sy hai long
ciia ngudi dan d6i v6i DVCCNS con han
ché....Tur do,viéc nghién ctru cac yéu td tac
dong dén su hai 1ong ciia nguoi dan dbi dich vu

cung cdp nudc sach tai cong ty cO phan cap

nudc Di Linh ¢6 ¥ nghia quan trong gitip hoat
dong DVCCNS c6 nhitng dinh huéng phat trién
phtt hop,thda mén téi da nhu ciu va sy hai long
ctia khach hang vé nudc sach nhim gép phan
phat trién kinh té-x3 hoi va 1a nang cao su hai
long cua khach hang khi dung nudc sach,nang
cao gia tri cudc song cho nguoi dan trong tinh
hinh mai.

Nghién ciru “Cac yéu t6 tic dong dén su hai
long cua khach hang d6i voi DVCCNS tai cong
ty cip nuéc Di Linh” nhim xac dinh cac yéu t6
anh huong dén su hai 1ong cua khach hang déi
vo1 dich vu cép nudc sach hién dang thuc thi tai
huyén Di Linhtinh Lam dong.Tir d6 dua ra
nhitng khuyén nghi di cac cong ty cdp nudc
sach néi chung va cong ty cd phan cép nudc Di
Linh noi riéng.

Nghién ctru huéng dén 3 muc tiéu :(1) Do luong
muc d6 hai long cua khach hang(chu ho&gia
dinh)ddi v6i chat lugng DVCCNS tai Huyén
Di Linh hién nay;(2)Phan tich yéu t6 anh huéng
dén sy hai long cia khach hang(chu ho&gia
dinh) si dung DVCCNS tai huyén Di
Linh;(3)Nghién ctru dé xuat mot sé kién nghi
giai phap dé nang cao sy hai long ciia khach
hang(chu hé va gia dinh) dang st dung
DVCCNS tai huyén Di Linh trong thoi gian toi.
2.CO SO Li THUYET VA PHUONG PHAP
NGHIEN CUU.

M6 hinh SERVQUAL cua Parsuraman & ctg
(1985,1988,1994).Dya trén 1y luan chét luong
dich vu dugc danh gia boi sy chénh 1éch gitra
chét lugng dich vu ma khach hang mong doi véi
chét luong dich vu thuc té khach hang nhan
dugc.M6 hinh SERVQUAL bao gdm 5
nhém:(1)Tinh hiru hinh,(2)Su tin cay,(3)Su
trach  nhi¢m,(4)Sy dam bao,(5)sy cam



thong.Viée st dung SERVQUAL gin véi viée
sir dung thang do Likert 5 diém véi 22 cip cau
hoi,trong d6 22 bién quan sat du tién lién quan
dén chat luong dich vu ma khach hang mong
doi,22 bién quan sat sau lién quan dén chat
lugng ma khach hang thyc té nhan duoc. Cu thé:
Chat luong dich vu = Mirc 6 cam nhan — Gi4 tri
ky vong.

Trén co s6 mdé hinh SERVQUAL cua
Parasuraman, Cronin va Taylor (J.J.Cronin,S.A
Taylor,1992)d3 d& xuit mo hinh danh gia chét
luong dich vu thuc hién(Service Perfomnace-
SERVPERF) dé don gian hoa viéc danh gia chit
lwvong mot dich vu cu thé. M6 hinh SERVPERF
cho phép do ludng chét lwong dich vu véi hé
thdng céc tiéu thirc duge cdu thanh tir nhitng yéu
t6,bao gdm 4 bién s6,(1) Mirc dd tin cy,(2)Mirc
do6 dap ung,(3)Nang luc phuc vu va (4)Phuong
tién vat chat hitu hinh,hai yéu t6 1a sy dam bao
va dap tng trong moé hinh SERVQUAL duogc
két hop thanh tiéu thic,5.Mirc d6 dap tmg trong
thang do cua SERVPERF.Theo moé hinh
SERVPERF thi: Chét lugng dich vu = Muc do
cam nhan.

2.1 DICH VU VA CHAT LUQNG DICH VU
Theo Koller(2003) dich vu la moi hoat dong va
két qua ma mot bén co thé cung cip cho bén kia
va chi yéu 1a vo hinh,khong din dén quyén so
hitu mot cai gi d6.San phim cua né gén lién hay
khong gin lién véi mot san phdm vat chat. World
Bank(1997) cho rang dich vu céng cha yéu 1a
hang hoa va dich vu cong khong thuan khiét ma
ngudi tham gia cung cip co thé 1a nha nude va
cac t6 chire khac nhu tu nhdn,td chtrc xa hoi hay
cong dong.Su cung cdp dich vu nay rét linh

hoat,tuty thudéc vao nhu cau cua nguoi su

dung,khong mang tinh doc quyén va ¢ thé mién
phi va tré phi.

Dich vu la mot khai ni€m phé bién trong
marketing va kinh doanh. C6 réat nhiéu cach dinh
nghia vé dich vu nhung theo Valarie A Zeithaml
va Mary J Bitner (2000) thi “dich vu la nhiing
hanh vi, qua trinh va cach thic thyc hién mot
cong viéc nao d6 nham tao gia tri st dung, lam
thoa man nhu cau va mong doi ctia khach hang”
“Dich vy la mot hoat dong hoac 1a mot chubi
hoat dong it nhiéu co tinh chét vo hinh, nhung
khong can thiét, dién ra trong cac mdi twong tac
gitra khach hang va nhan vién dich vu va/hoac
cac nguén luc vat chét hodc hang héa va/hodc
cac hé théng cung tmg dich vu dugc cung cip
nhu 13 cac giai phap giai quyét cic van dé cua
khach hang” (Gronroos, 1990, dan theo Paul
Lawrence Miner, 1998).

Theo Advardsson, Thomasson va Ovretveit
(1994) cho réng chét luong dich vu la dich vu
dap ung duoc sy mong doi cua khach hang va la
nhén thirc cia ho khi da st dung dich vu. Theo
Lewis & Mitchell (1990) va Dotchin & Oakland
(1994)Chat luong dich vu lién quan dén kha
nang dich vu d6 dap tng nhu cau hoidc ky vong
ctia khach hang. Theo Armand Feigenbaum “chat
luong 12 quyét dinh cua khach hang dya trén
kinh nghiém thuc té d6i véi san phdm hodc dich
vu, dugc do luong dya trén nhitng yéu clu cua
khach hang - nhitng yéu ciu nay c6 thé duoc néu
ra hodc khong néu ra, dugc ¥ thirc hoac don gian
chi 1a cam nhan, hoan toan chu quan hoac mang
tinh chuyén mon - va ludén dai dién cho muc tiéu
dong trong mot thi trudong canh tranh”.Theo
American Society for Quality (ASQ) “Chét
luong thé hién sy vuot troi ciia hang hoa va dich

vy, dic biét dat dén mirc d6 ma nguoi ta co thé



thoa min moi nhu cdu va lam hai long khach
hang”Theo Parasuraman (1985, 1988).“Chat
lugng dich vu dugc xac dinh boi sy khac biét
giita sy mong doi cta khach hang vé dich vu va
danh gia ctia ho vé dich vu ma ho nhén duoc”.
Parasuraman (1985) dua ra m6 hinh nam khoang
cach va nam thanh ph?m chat lugng dich vu, goi
tat 1a Servqual, Servqual duoc ghép tir 2 chi
“Service” va “Quality” va dwoc nhidu nha
nghién ctru danh gia 1a kha toan dién (Svensson,
2002).

2.2 SU HAI LONG

Theo Philip Kotler (2007), su hai long cua khach
hang la mirc d trang thai cam gidc cua mot
ngudi bit ngudn tir viée so sanh két qua thu

3. MO HINH NGHIEN CUU PE XUAT

duoc tr viéc ti€u dung san phém/dich vu voi
nhiing ky vong cua anh ta. Marc d6 hai long phu
thudc sy khac biét gitra két qua nhén duoc va ky
vong.

Jamal va cong sy (2002) da mo ta sy hai long
ctia khach hang nhu 13 sy dap tUng day dii nhat
mong doi cua khach hang. Thém nira, Jamal va
Kamal (2002) cho rang su hai long cua khach
hang 1a cam nhan hodc thai d¢ cua khach hang
sau khi st dung mot san ph?im hoac dich vu
Theo Nguyén Phuong Hung (2001) su hai long
ctia khach hang con bi tac dong boi cac yéu td
khac nhu: dic tinh san phim, yéu tb tinh hudng,

dac diém ca nhan.

Pap ung

(Reponsiveness)

HI

Tin cay

(Reliabilitv)

An toan

(Assurance)

Cam thong
(Empathy)

Phuong tién hitu hinh.

(Tangibles)
H6

Gia ca va thanh toan

(Price and payment)

Su hai long

Satisfaction

4.PHUONG PHAP NGHIEN CUU
Nghién ctru so bd duge thuc hién thong qua 2

phuong phép: nghién ctu dinh tinh va nghién

ctru dinh lugng. Nghién ctru dinh tinh duoc thyc
hién thong qua thao luin nhom chuyén dé voi

cac chuyén gia trong nganh CTN, cac lanh dao



phong ban cua DILIWA va khoang 30 khach yéu t6 ciia md hinh nghién ctru vé sy hai long

hang dang st dung DVCCNS trén 3 nam tai Di khach hang dugc dong tinh va c6 thé dung cho
Linh. Két qua cua nghién ctru nay 1 xay dung nghién ctru tiép theo 14 nghién ciru dinh luong
mdt bang cau hoi phong van chinh thirc ding dugc trinh bay trong Bang sau:

cho nghién ctru chinh thirc. Két qua thang do 6

Tén thanh | Ky hiéu Néi dung Nguon dan
phin bién
buU1 Thai d6 san sang phuc vu ctia nhan vién.
bU2 Nhan vién lam vi¢c mac dong phuc va d& nhan biét.

bU3 Nhan vién nhiét tinh hd trg khach hang
buU4 Gi0 lam viéc thuan tién cho khach hang
bUS5 Thoi gian giao dich nhanh chéng

PAP UNG PU6 | Nhan vién khong bao gid’ qua ban.
(L) PU7 | Nhan vién khong thyc hién 15i cam két trén hop dong.
bU8 Nhan vién c6 thai d6 voi vinh trudc.

TCl1 Gid nudc may phu hop

TC2 Thong tin truyén dat dang tin cdy

TC3 Ludn thyc hién nhitng gi da htra

TIN CAY TC4 Khi xay ra su c6 ludn dugc khic phuc nhanh chéng.
(TO) TCS DPong ho do dém chi s6 nuéc chinh xac

TC6 Quy trinh x1r Iy nghiép vu khoa hoc

TC7 Thu tuc gidi quyét rd rang,don gidn va minh bach

TCS8 Biéu mau ,hgp dong DVCCNS cong khai.

TC9 Uy tin cta lanh dao cong ty cao

AT1 C6 thai d§ chu ddo,tan tinh tao sy an tdm cho khach hang
AT2 Nhan vién c6 kién thitc chuyén mon va diing hen .
AN TOAN AT3 An toan khi thuc hién giao dich
(AT) AT4 | Pung hen vdi khach hang
ATS Chat lugng nuéce chap nhan dugc
AT6 Chua bao gio st dung nudc cua cong ty ma lam anh hudng
dén strc khoe nhu ngd doc,bénh...
CT1 Nhén vién luén quan tdm dén mong muon cua khach hang
CT2 Nhén vién quan tdm dén kho khan cta khach hang
CT3 Nhén vién hiéu va chia s€ kho khan véi khach hang
CT4 Nhan vién ludn coi khach hang 1a “ thugng de”
CT5 Nhan vién phuc vy nhiét tinh,ton trong va than thién
. CT6 Nhan vién thyc hién nghiép vy ding nhu cam két
C‘{‘M CT7 Nhan vién luén dua ra cac 101 khuyén,tu van c6 1gi
THONG CT8 Ludn c6 thai dd cam thong,giai quyét cac yéu cau phat
(CM sinh mdt cach chu dao.
CT9 Nhén vién luon lang nghe y kién khach hang.
HHI Van phong cong ty dit ngay trung tdm tién giao dich.
HH2 Van phong cong ty khang trang-sach s€ va thoang mat.
HH3 Cac tram bom,nha may cap nudc hién dai.
HH4 Hg¢ thong truyén tai nudc sach an toan,phu hgp va tot.
PHUOI\{G HHS5 Hg¢ thong cap nudc hoat dong 24/24.
TIEN HUU HH6 Dong phuc nhan vién gon gang-dé nhan dién.
HINH HH7 It khi bi ngung cap nudc dot xuat va khi ngung cap nudc
(HH) dugc thong bao rong rai.

HHS Phong tiép nhén va xu 1y ho so thuan lgi,khong phai tim
kiém,mat thoi gian

HH9 Can bd van phong nhanh nhen,ndng nd va than thién
HH10 Cén by van phong xt Iy nghi€p vu dung theo quy trinh

GCTT1 | Gid nudc may cua cong ty ap dung hop ly.
GCTT2 | Dinh muc theo sO khau 2.5m3/thang/khau 1a phu hop.
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GCTT3 Thanh toan tién nudc dé dang,thuan tién va co nhiéu kénh
ooz d¢ thanh toan.
GIA CA GCTT4 | Hoa don,chimg tir cu thé,dé xem,dé kiém tra va dé luu tri.
THANH GCTTS | Nhéan vién thu tai nha khach hang chuyén nghi¢p va than
TOAN thi€n,khong cé sai sot.
GCTT6 | Nhan vién thu tai nha,ngoai thu ti€n nudc con ludn biet
(GCTT) ling nghe va giai thich dung.

Tir két qua nghién ctu so bo,thang do chinh
thirc dugc hinh thanh ,cic tdp bién quan sat
(phat biéu) cu thé do luong trén thang do Likert
5 murc d6 ( Tir hoan toan khong ddng y dén hoan

toan dong ¥)

5KET QUA NGHIEN CUU VA THAO
LUAN

5.1 KET QUA NGHIEN CUU

5.1.1 Thong tin khao sat

Mau duoc chon theo phuong phap ldy miu
thudn tién, phi xac suét.

C& mau dugce chon théa phuong trinh N > max
(5*x ; 50+8*m) dé co thé thyc hién: (1) Phan
tich nhan t6 (EFA) v6i ¢d miu tdi thiéu N > 5*x

(x 1a tong sO bién quan sat) (Hair va cong su,

Phan mém phan tich thong ké SPSS 18 dugc sir
dung trong viéc xu li va phan tich .Ki thuét phan
tich nhan t6 kham pha ( Exloratory Factor
Analysis-EFA),kiém dinh @6 tin cay Cronbach’s
Alpha,phan tich hdi quy,phén tich théng ké mo
ta dugc st dung.

1998).Cudc khao sat dugc thuc hién tir thang
4/2015 dén 7/2015.Cudc khao sat duoc thuc
hién vdi 300 bang cau hoi phat ra cho khach
hang,sau khi thu vé, loai di cac phiéu tra 1oi
khong dat yéu cau(10 phiéu) do bi thiéu thong
tin hodc thong tin khong ddy du.Con lai 290
phiéu dat yéu ciu duoc 1am sach dir liéu, mau
nghién ctru con lai dua vao phan tich la 290
méau.Dic diém miu nghién ciru duoc trinh bay

trong Bang sau:

MAu n=290
PAC PIEM TAN
SUAT % TY LE % TICH LUY

Nam 189 65,2 65,2
GIOI | N 101 34,8 100,0
TINH | Cong 290 100,0

Tir 18 - 25 tudi 8 2,8 2,8

Tir 26 - 34 tudi 44 15,2 17,9

Tir 35 - 45 tudi 32 11,0 29,0
TUOI | Tur45-55 wbi 112 38,6 67,6

Trén 55 tudi 94 32,4 100,0

Cong 290 100,0

Ngudi vé huu 52 17,9 17,9

CBCNV 50 17,2 35,2
NGHE | Céng nhan, lao dong. 68 23,4 58,6




NGHIEP | Noi trg 31 10,7 69,3
Buén ban 71 24,5 93,8
Khac 18 6,2 100,0
Cong 290 100,0
Dudi 3 triéu 70 24,1 24,1
THU | Tur3 - dudi 5 triéu 133 45,9 70,0
NHAP | Tr5 - dudi 10 triéu 73 25,2 95,2
/THANG | Trén 10 triéu 14 4.8 100,0
Cong 290 100,0
Daoc than 21 72 72
Pa két hon,c6 con nho 77 26,6 33,8
ba két hon chua co 14 4.8 38,6
HON con
NHAN [ Pi két hon c6 con| 178 61,4 100,0
truéng thanh
Cong 290 100,0
1 khau 18 6,2 6,2
SO KHAU | Tir 2 khau dén 5 khau 198 68,3 74,5
DUNG | Tu 6 dén 10 khau 62 21,4 95,9
NUGC | Trén 10 khdu 12 41 100,0
MAY [ Cong 290 100,0
Ph thong 152 52,4 52,4
TRINH | Trung cip 46 15,9 68,3
PQ CHU | Cao déng & Pai hoc 64 22,1 90,3
HO Sau dai hoc 28 9,7 100,0
Cong 290 100,0
THOI | Duéi 1 nim 22 7,6 7,6
GIAN | Tir I - dudi 2 nam 18 6,2 13,8
DUNG | Tu2 - du6i 3 nam 34 11,7 25,5
NUGC | Trén 3 nam 216 74,5 100,0
MAY [ Cong 290 100,0
KHOI 4 m3 tré Xuéng 22 7,6 7,6
LUQNG | Ti5-10m3 103 35,5 43,1
NUOC | Turl1-20m3 103 35,5 78,6
MAY | Trén20 m3 62 21,4 100,0
Cong 290 100,0




SO TIEN
TRA
CHO

DVCCNS

Tir 20 - 30 ngan 20 6,9 6,9
Tir 40 - 90 ngan 104 35,9 42,8
Tir 100 - 200 ngan 94 32,4 75,2
Trén 200 ngan 72 24.8 100,0
Céng 290 100,0

Ngudn : Két qua phan tich tir phan mém SPSS

5.1.2 Kiém dinh thang do va mé hinh do lwong
5.1.2.1 Chét Iwgng dich vu

> Kiém dinh sy tin ciy Cronbach’s alpha thang do yéu t6 chit lrong dich vu.

Trung binh thang do| Phuwong sai thang | Twong quan bién Alpha néu loai bién

Bién quan sat néu loai bién do néu loai bién téng thé hiéu chinh
DPAP UNG (DU), alpha = 0.737
bU1 14.08 5.046 ,627 ,639
bU2 13.90 5.945 ,406 , 724
bU3 14.19 5.132 ,011 ,647
bU4 13.90 5.402 ,555 ,670
bU6 14.19 6.057 317 ,759
TIN CAY(TC), alpha = 0.864
TC1 27.12 22.776 476 ,865
TC2 26.58 22.934 ,699 ,841
TC3 26.67 22.952 ,631 ,846
TC4 26.83 22.374 ,575 ,852
TCS 26.60 23.301 ,569 ,852
TC6 26.78 23.923 ,610 ,849
TC7 26.43 23.939 ,586 ,851
TC8 26.41 23.560 ,607 ,849
TC9 26.58 21.931 ,673 ,841
AN TOAN (AT), alpha = 0.849
AT1 17.23 9.447 , 755 ,802
AT2 17.34 9.139 , 758 ,799
AT3 17.21 10.097 ,662 ,821
AT4 17.31 9.884 ,612 ,828
ATS 17.52 9.586 ,539 ,846
AT6 16.99 9.986 517 ,847
CAM THONG (CT) alpha = 0.908
CT1 23.10 18.000 ,720 ,895
CT3 23.19 17.801 , 734 ,893
CT4 23.41 16.714 ,698 ,900
CT5 22.98 18.335 , 773 ,891
CT6 22.94 18.592 ,709 ,896
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CT7 23.06 18.135 761 891
CT8 23.04 18.497 ,682 ,898
CT9 23.12 19.165 ,607 ,904
PHUONG TIEN HUU HINH (HH), alpha = 0.864

HHI 27.29 19.765 ,533 855
HH2 27.69 18.912 ,565 853
HH3 27.78 18.067 657 843
HH4 27.53 18.741 ,606 848
HHS5 27.23 20319 361 871
HH7 27.38 19.005 ,529 856
HHS 27.52 18.174 ,709 839
HH9 27.51 18.272 757 835
HH10 27.51 18.721 ,660 844

5.1.2.2. Gia ca va thanh toan

> Kiém dinh sy tin cdy Cronbach’s alpha thang do yéu t gia ca va thanh toin

Bién quan sat

Trung binh thang do

néu loai bién

Phuong sai thang

do néu loai bién

Tuong quan bién

tong thé hiéu chinh

Alpha néu loai bién

GIA CA-THANH TOAN (GCTT)alpha = 0.794

GCTT1 14.68 5.272 461 ,808
GCTT3 13.94 5.606 ,596 ,749
GCTT4 13.90 5.851 ,656 ,738
GCTTS5 14.03 5.334 ,680 ,722
GCTT6 14.09 5.685 ,553 ,762
5.1.2.3 SUHAI LONG
> Kiém dinh sy tin cdy Cronbach’s alpha thang do nghién ciru vé su hai long.
Trung binh thang do| Phuong sai thang | Tuong quan bién Alpha néu loai

Bién quan st néu loai bién | do néuloai bién |tong thé hidu chinh bién
SU HAI LONG (HL), alpha = 0.847
HL2 23.54 16.726 ,601 ,820
HL3 23.48 17.323 ,557 ,832
HLA4 23.35 18.007 ,503 ,838
HLS 23.93 16.179 ,522 ,839
HL6 23.81 15.801 ,607 ,826

10




HL7 24.02 15.882 ,616 ,824
HL8 23.49 17.130 ,616 ,826
HL9 23.71 16.350 ,629 ,823
5.1.3 PHAN TiCH NHAN TO
> Chit lwong dich vu
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 912
Approx. Chi-Square 7237,673
Bartlett'sTestof Sphericity | df ,666
Sig. ,000
Ma tran nhéin t6 CHAT LUQNG DICH VU di xoay
Bién quan sat Hé s0 tai nhan t6 ciia cac thanh phan
1 2 3 4 5
HH3 ,758
HH9 ,704
HH4 ,688
HH8 ,609
HH2 ,592
HH10 ,574
CT9 ,561
HH1 ,552
TCS ,484
AT4 457
HH7 ,439
CT3 ,740
CT4 ,700
CT7 ,674
CT5 ,651
CT8 ,604
CT6 ,569
CT1 ,568
TC2 ,646
TC3 ,620
DU6 ,568
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TC9 ,566

TC6 ,507

TC8 ,494

TCl1 ,491

TC4 ,449

AT6 ,677

HHS5 ,599

AT2 ,590

ATI 357

AT3 ,550

TC7 ,534

ATS ,501

DU2

,700

DU1

,654

DU3

,576

DU4

,495

Eigenvalues 14,859 2,009 1,927 1,534

1,482

KMO 0,912

Sig. ,000

Phuong sai trich 58,948%

» Gia ca va thanh toan

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

,801

Approx. Chi-Square

482,708

Bartlett's Test of Sphericity df

10

Sig.

,000

Ma trin nhéan t6 GIA CA THANH TOAN di xoay

Bién quan sat Hg¢ s6 tai nhén t0 cua cac thanh phan

1

GCTTS 837

GCTT4 ,824

GCTT3 ,773

GCTT6 ,709

GCTT1 ,018

Eigenvalues 2,860
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KMO 0,801
Sig. ,000
Phuong sai trich 57,199%

» Su hai long

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,819
Approx. Chi-Square 760,295
Bartlett's Test of Sphericity df 21
Sig. ,000
Ma trin nhan t6 HAI LONG di xoay
Hé s tai nhan t6 cua cac thanh phan
Bién quan sat 1
HL2 ,766
HLS8 ,766
HL9 ,733
HL3 ,731
HL6 ,696
HL4 ,672
HL7 ,667
Eigenvalues 3,942
KMO 0,819
Sig. ,000
Phuong sai trich 51,803%
5.1.4 PHAN TiCH THUONG QUAN
BANG 1.1  Kiém dinh h¢ s6 twong quan Pearson r
Nhan to HH CT TC AT DU GCTT
HL H¢ s6 twong quan 595%* 218%* 253%* 373%* | 167%* 704%*

5.1.5 PHAN TiCH HOI QUY

BANG 1.2 Panh gia d9 phit hop ciia md hinh theo R
Model R R2 R2 hiéu chinh | Sai s6 chuan u6c | Hé s6 Durbin-
luong Watson
1 817a .668 .661 58356269 2.565

a Bién doc lap: (Constant), GCTT,TC,DU,CT,AT,HH
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b Bién phu thugc: HL

5.1.6 PHAN TICH PHUONG SAI ANOVA

BANG 1.3 Phan tich phwong sai ANOVA véi bién phu thugc sy Hai long
Binh phuong Miic y
M6 hinh Tdng binh phuong df trung binh F nghia Sig.
1 Hoi quy 192.480 6 32.080 94.202 .000(b)
Phan du 95.693 281 0.341
Tong 288.173 287

a . Bién doc lap: HL

b . Bién phu thudc: (Constant), GCTT,TC,DU,CT,AT,HH

Nguodn : K&t qua phéan tich ttr phan mém SPSS

5.1.7 KET QUA HOI QUY
BANG 1.4  Két qué hdi quy theo phwong phap Enter
H¢é so chua chuan| HEé so Thong ké da cong tuyén
hoa chuén Miic y
Mo hinh hoa t nghia Sig.
Sai so Beta Gié tri d6 chap | Hé so phong
B chuan nhén dai phuong sai
(Constant) ,004 ,034 ,126 ,900
Hiru Hinh ,467 ,042 466 | 11,199 ,000 ,683 1,464
Cam thong ,112 ,040 111 2,825 ,005 ,759 1,318
: Tin Cay ,176 ,037 ,176 4,734 ,000 ,858 1,165
An Toan ,258 ,040 ,258 6,407 ,000 ,729 1,371
Dbap ung ,067 ,039 ,067 1,727 ,085 ,781 1,281
Gia Ca thanh
odn ,304 ,055 ,305 5,502 ,000 ,385 2,599

a. Bién phu thude: HL

Nguon:Két qua phén tich tir phan mém SPSS

5.1.8 KIEM PINH CAC GIA THIET

BANG 1.5 Téng hop két qua kiém dinh gia thuyét

Gia thuyét Két qua kiém dinh
H5: Phuong tién hitu hinh anh huong tryc tiép dang ké voi sy hai (P < 0.05)Chap nhan
long cua khach hang.
H6: Gia ca dich vu va thanh toan c6 anh huong truc tiép dang ké (P <0.05)Chap nhan
dén SHL cua khach hang.
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H3: Su An toan anh hudng truc tiép dang ké véi sy hai long cua (P < 0.05)Chap nhan
khach hang.

H2: Sy tin cdy c6 anh hudng truc tiep dang ké véi su hai long cla ( P <0.05)Chap nhéan
khach hang.

H4: Sy cam thong cua cong ty doi voi khach hang anh hudng truc (P < 0.05)Chap nhan
tiép dang ké véi sy hai long cia khach hang.

H1: Sy dap ung cua cong ty anh hudng truc tiép va dang ké dén (P >0.05) Bac bo
khach hang,

Phuwong trinh hdi quy:

HL=0,004+0,467*HH +0,304*GCTT+0,258*AT+0,176*TC+0,112*CT+0,067*DU

6. THAO LUAN , o
Tu phuong trinh héi quy cho thay cac yéu to

HH,CT,TC,AT,DU,GCTT déu tac dong duong
dén mirc 46 HL cua khach hang cia DVCCNS
tai Cap nuéc Di Linh.Diéu nay ciing c6 nghia
murc d6 HL cua khach hang(chu hd va gia dinh)
tuong quan thudn voi cac yéu td phuwong tién
htiu hinh(HH),gia ca va thanh toan (GCTT),An
toan(AT),Tin cay(TC),cam thong(CT)va dap
tmg(DU).Diéu nay co nghia 1a khi khach hang
thay d6i mirc d6 danh gia ting thém 1 diém cho
Tin c8y(TC)thi muc do hai long cia khach hang
tang thém 0,176 diém. Khi khach hang thay dbi
mirc 4 danh gia ting thém 1 diém cho yéu td
cam thong(CT)thi mirc d6 hai long cua khach
hang ting thém 0,112 diém.Va cudi cing, khi
khach hang thay d6i mirc d6 danh gia ting thém
1 diém cho yéu té dap ing(DU) thi mirc do hai
long cua khach hang ting thém 0,067 diém,

trong diéu kién cac yéu té khac khong thay dbi.

7. MO HINH NGHIEN CUU PIEU CHINH

yéu t6 hiru hinh(HH) thi muc d6 hai long cia
khach hang ting thém 0,467 diém.Tuong ty, khi
khach hang thay d6i mirc d6 danh gia ting thém
1 diém cho yéu t6 gi4 ca va thanh toan
(GCTT),thi mic d6 hai long cta khach hang
tang thém 0,304 diém .Khi khach hang thay dbi
mirc 4 dénh gia ting thém 1 diém cho yéu td
An toan(AT)thi mic d¢ hai long cua khach hang
tang thém 0,258 diém. Khi khich hang thay dbi
mirc 4 danh gia ting thém 1 diém cho yéu td
Két qua phan tich hoi quy da bién di xac dinh sy
hai long cua khéach hang su dung DVCCNS tai
Di Linh chiu anh huéng nhiéu nhat tir yéu t6
Hitu hinh (Beta = 0,467); th hai 13 yéu t6 gi4 ca
thanh toan (Beta = 0,305); thir ba 1a yéu t An
toan (Beta = 0,258) tht tu 1a yéu t6 Tin cay
(Beta = 0,176) thr nim 1a yéu t6 Cam thong
(Beta = 0,111) va thip nhit 1a yéu t6 dap ung
(Beta=0,067).

Dua vao két qua danh gia do tin cdy (Cronbach’s alpha) va danh gia gia trj thang do thong qua viéc phan

tich nhan t6 (EFA), cac nhan t6 trich ra déu dat yéu cau vé gia tri va do tin cdy. Trong dé: 5 thanh phin

ctia khai niém nghién ctru chét lugng dich vu trong mé hinh 1y thuyét sau khi danh gia thang do phén tich

thanh 5 yéu t6 va 1 yéu t6 gia ca thanh toan.



Phwong tién hiru
hinh.
(Tangibles)

HS5

Gia c4a thanh toan

(Price and payment)

An toan

(Assurance)

Tin cay

(Reliabilitv)

Cam thong
(Empathy)

Pap tng 7

(Reponsiveness)

R? hiéu chinh = 0.6661

Su hai long
khach hang
Satisfaction

8. KET LUAN VA KIEN NGHI

8.1 KET LUAN

Nghién ctru cac yéu t6 tac dong dén su hai long
ctia khach hang str dung DVCCNS tai Cap nudc
Di Linh chiu anh hudng béi cac yéu t6: (1) Yéu
t phuong tién hitu hinh; (2) Yéu té gia ca
&thanh toan; (3) Yéu té an toan; (4) Yéu td tin
cay;(5)yéu td cam thong ;(6) Yéu td dap ung.Két
qua phan tich hdi quy da bién da x4c dinh sy hai
long cuia khach hang st dung DVCCNS tai Di
Linh chju anh huéng nhiéu nhét tir yéu t6 Hitu
hinh (Beta = 0,467); thit hai 1a yéu t6 gia ca
thanh toan (Beta = 0,305); thir ba 1a yéu t6 An
toan (Beta = 0,258) thu tr 13 yéu t6 Tin cay
(Beta = 0,176) th nam 1 yéu t6 Cam thong
(Beta = 0,111) va thap nhat 1a yéu t6 dap ung
(Beta = 0,067).Tuy nhién,Muc d hai long cta
khach hang d6i véi DVCCNS tai Di Linh chua
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dat dén mirc d6 (4) 1a dong y.Piéu nay c6 nghia
1a sy hai 1ong ctia khach hang khong cao ddi voi
dich vu nay tai Di Linh hién nay.

8.2 KIEN NGHI
Nhin chung,két qua nghién ctru da dat dugc muc

tiéu dé ra 1a xac dinh cic yéu té tac dong dén
mirc d hai long ctia khach hang ddi véi
DVCCNS tai Cip nudc Di Linh.Tur két qua
nghién ctru nay,tic gia dé xuat mot s6 khuyén
nghi nhim nang cao mic do hai long cua khach
hang d6i v6i DVCCNS tai cip nuée Di Linh
nhu sau:

Thir nhdtnhu gi6i thidu vé hé thdng cdp nudc
cua Cép nude Di Linh ¢6 tir 1au doi,16i thoihé
théng cip nuédc chua phi hop vé co sé vat chit
trong thé ky XXI.Theo d6 don vi DVCCNS cin
chu trong nghién ctu dau tw,ning cip cac
phuong tién hitu hinh nhu nha may nudc,tram

bom nude,vin phong cong ty,hé thdng truyén tai



va hé théng phan phdi nudc... gop phin ning
cao sy hai 1ong ctia nguoi dan ddi véi DVCCNS
tai Di Linh.

can nghién ciru giam gia thanh (giam ty 1¢ that
thoat,chi phi quan ly...)dé diéu chinh gia ban
ctia DVCCNS cho phu hop,dong thoi nang dinh
mirc 4m3/khau/thing nhim nang cao sy hai 1ong
cua chu hd va gia dinh khi sir dung DVCCNS tai
Di Linh.

Thir ba,cac don vi DVCCNS céan ting cudng
hon nita chét lwong nudc cung cép,tao su an
toan khi nguoi dan st dung DVCCNS cho gia
dinh.Nhan vién cin c6 thai do chu dao.tan
tuy,tao sy an tam cho khach hang hon nira.

Thir fu,cin tao niém tin,su tin cdy cua khach
hang khi st dung DVCCNS.Theo do,don vi
DVCCNS cén phuc vu chu déo théng qua xay
dung d6i ngii nhan vién chuyén nghiép,tan
tinh,ding hen va linh hoat trong hoat dong giao
dich véi khach hang,lu6n san sang hd trg khach
hang khi can thiét.Dic biét hé théng dong hd do
dém nudc st dung phai kiém dinh dinh ky,stc
rira va can chinh thuong xuyén theo quy trinh
nham tao niém tin cho nguoi dan khi sir dung
DVCCNS,nang cao sy hai long cua nguoi su
dung dich vy CCNS tai Di Linh.

Thir nam,nhan vién cua don vi cép nudc can
phai nang cao sy cam théng véi khach hang hon
nita,biét chia s& ciing nhu biét ling nghe voi
9. HAN CHE VA HUONG NGHIENCUU
TIEP THEO

Thir nhdt,do gidi han vé thoi gian va chi phi nén
d@ tai c6 phan bi gidi han vé ndi dung phan tich.
Thir haihan ché trong phwong phap chon mau
nghién ctru: Do gidi han vé thoi gian va dia ban

nghién ciu,stt dung phuong phap chon mau
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Thir hai,yéu t6 gia cia DVCCNS hién nay dang
cao hon cac tinh thanh khac trong nudc,dinh
mirc 2.5m3/khau/thang 1a chua phi hop véi nhu
cdu cua nguoi dan.Do do,don vi DVCCNS
khich hang,quan tim,#tim hiéu nhiing kho
khin,vuéng mic cta khach hang dé kip thoi
thao g&.Tir do,tao mdi quan hé bén viing véi
khach hang nhim ting sy hai long ciia khach
hang khi ho va gia dinh ho st dung DVCCNS
tai Di Linh.

Thir sau,Ndm bit nhu ciu cua khach hang dé
dap Gmg mot cach tét nhat su ky vong ciia khach
hang s& lam cho khach hang hai long nhiéu
hon.Bén canh d6,can tao ra nhitng kénh truyén
thong nham hd trg khach hangting cudng thuc
hién cac giao dich nhanh chéng va tién ich,tiét
kiém thoi gian di lai ciia khach hang nham nang
cao sy hai long cua nguodi dan khi sir dung
DVCCNS cua Cong ty Cap nuée Di Linh.

Va cudi cung,don vi cung cdp DVCCNS cing
v6i Quan 1y nha nudc can quan tdm nhiéu hon
nita trong viéc tuyén truyén cho ngudi dan vé y
thie tiét kiém nudc sach boi 1& nuée 1a tai
nguyén quy gia cia mdi qudc gia. Tang cudng va
nhan rong vé y thic bio vé mdi truong tai
nguyén nudc cho ngudi dan,dé tir d6 nguoi dan
hiéu va c6 y thirc hon trong viéc tiét kiém va bao
v€ mdi trudng tai nguyén nudc,tr d6 nang cao
sy hai Iong ctia minh va gia dinh khi st dung
DVCCNS.

thuan tién,tiép can ngﬁu nhién véi khach hang
dang str dung nudc sach trén dia ban huyén Di
Linh nén chua mang tinh khai quat ciia mau
nghién ctru.Mau diéu tra caa khach hang mang
tinh dai dién con han ché. Viéc chon mau ngau
nhién thuén tién s€ lam gidm tinh dai dién cua

ket qua nghién cuu, cling nhu céac so liu thong



ké ctia nghién ctru chua hoan toan du tin cay, c6
trong cung mot tinh ciing c6 nhitng dac thu khac
nhau vé sy hai long ddi voi dich vu c?ip nudc
sach.
Thir ba,Han ché dbi voi pham vi nghién ctru:
Nghién ctru chi thyc hién tai dia phuong Di Linh
nén can c6 nhimg nghién ciru khac thyc hién &
cac dia phuong trong nudc va ngoai nudc 16n
hon,réng hon va s& co nhimg két qua tin cay hon
dbi voi nghién ciru yéu té tic dong dén sy hai
long cta khach hang dbi véi DVCCNS.

Thir tw,)han ché vé phuong phép nghién ciru:

Phuong phéap nghién ctru chi sit dung mé hinh

phan tich nhan td chat luong dich wvu
SERVQUAL, SERVPERE va mot sé nghién
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