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I. Tén d@ tai:
Nhitng yéu té anh huong dén quyét dinh cua doanh nghiép It hanh trong viéc lua
chon hang hang khdng van chuyén khéch du lich dén Nhat Ban.

I1. Nhiém vu va ngi dung:

- Nghién ctu nhitng yéu té anh huéng dén quyét dinh lra chon hang hang
khong van chuyén khach du lich toi Nhat Ban cua doanh nghiép lix hanh.
- Do ludng mic d6 tac dong cua cac yéu td do dén quyét dinh cua doanh
nghiép
- Tur két qua nghién ctru dua ra nhitng ham y chinh séch
I11- Ngay giao nhiém vu: 01/2015
IV- Ngay hoan thanh nhiém vu: 11/07/2015
V- Can b hwéng dan: PGS.TS. Duong Cao Thai Nguyén

CAN BQ HUONG DAN KHOA QUAN LY CHUYEN NGANH

PGS.TS. Duong Cao Thai Nguyén



LOI CAM DOAN

T6i xin cam doan day 1 cong trinh nghién ctru cua riéng toi. Céac sb liéu, két
qua néu trong Luan vin 1a trung thyc va chua ting dugc ai cong b trong bat ky

cong trinh nao khac.

To6i xin cam doan rang moi su giup d& cho viéc thyc hién luan vin nay

da dwoc cam on va cac thong tin trich dan trong luan vin da dugc chi rd ngudn goc.

Hoc vién thuc hién Luén vin

PHAM PHUONG THAO



LOI CAM ON

Qua qua trinh hoc tap va nghién ciru, dugc sy tan tinh gitp d& caa quy thiy cd
gi4o, toi da hoan thanh chuong trinh hoc tap va nghién cau luan van voi dé tai: “Céc
yéu t6 anh hwong dén quyét dinh caa doanh nghiép lir hanh trong viéc lwa
chon hang hang khong van chuyén khach du lich téi Nhat Ban”.

T6i xin chan thanh cam on PGS.TS. Duong Cao Thai Nguyén da tao moi diéu
kién va tan tinh hudng dan t6i trong qué trinh nghién ciu va hoan thién dé tai.

T6i xin chan thanh cam on céac anh, chi tai Hoc vién Hang khdng Viét Nam,
cac anh chi 1am viéc tai cac phong vé may bay, cac anh chi 1am viéc tai bo phan thiét
ké, diéu hanh hanh tour du lich, anh chi thudc ban giam ddc, truang, phé cac bo phan
va cac anh chi nhan vién 1am viéc tai cac doanh nghiép lir hanh quéc té ma tac gia téi
khao sat, da cung cap tai liéu thong ké, huéng dan toi cach xir Iy thong tin.

Toi xin chan thanh cam on.

Tac gia Luan vian

PHAM PHUONG THAO



TOM TAT

Muc dich nghién ctru cta dé tai nay 1a nhan dién va do luong cac nhan té tac
dong dén quyét dinh lra chon cua té chirc ma cu thé 1a quyét dinh cua doanh nghiép
It hanh trong viéc lya chon hang khang khong van chuyén khéach du lich téi Nhat
Ban; Trén co s& d6, dé ra mot s6 ham y chinh séch gitp cho cac hang hang khong
thue hién cac du an nghién ciru thi truong, thiét ké ké hoach marketing, nghién ctu
va phat trién san pham dich vu ciia minh dwoc dang hudng, ¢6 hiéu qua . Dé tai nay
con co ¥ nghia ddi véi cac cong ty Iir hanh trong viéc nam bat dugc ting yéu té
cling nhu mirc d6 anh huong cua chung dé c6 dugc nhitng tiéu chuan lya chon hang
hang khong phuc vu tour du lich mét cach ding dan.

M6 hinh nghién ctru dé xuat xay dung trén co so 1y thuyét vé khach hang to
chtre, hanh vi mua cua to chuc, qua trinh thong qua quyét dinh lra chon cua t chic
va md hinh cac yéu té anh huong dén quyét dinh mua cua to chuc. Vi dé tai vé
nganh hang khong 1a moi mé, tac gia da dao sau nghién ctru va dua vao dé tai cua
minh cac khai niém vé dich vu, vé nganh hang khong va céc yéu té anh huong dén
chat lwong dich vu cua nganh. Téc gia ké thira va san loc kham phé tir cac nghién
ctu cua thang do SERVQUAL cua Parasuraman, 1985; Mo hinh marketing 4P; 4P
— 4C cua Robert Lauterborn, 1996; Tham khao luan vian Nguyén Ding Tién, 2013;
Tham khao luan van Nguyén Thi Tuyét Han, 2008 dé thiét 1ap 8 yéu t6 tac dong dén
quyét dinh caa doanh nghiép It hanh trong viéc lya chon hang hang khéng gom:
(1) Gié ca; (2) Chat luong dich vy;(3) Thuong hiéu;(4) Quang céo; (5)Tinh phép Iy;
(6) Xu huong lya chon; (7)Tinh thuan lgi; (8)Nhom tham khao. Mot nghién cuu
dinh luong véi ¢& mau 217 ca nhan, thuoc 33 doanh nghiép it hanh trén dja ban
thanh phd H6 Chi Minh duogc thuc hién dé danh gia cac thang do va kiém dinh md
hinh ly thuyét. Két qua kiém dinh d¢ tin cay Cronbach’s Alpha va phan tich nhan t6
kham phé& EFA cho thiy c6 6 thang do dat do tin cay, gia tri va dugc chap nhan
gom: (1) Gia ca; (2) Chat luong dich vu;y(3) Thuong hiéu va Quang cdo; (4)Tinh
phap Iy;(5)Tinh thuan lgi; (6)Nhém tham khao. Bong thoi két qua phan tich héi quy



cling cho thiy sau nhan t ké trén déu co ¥ nghia thong ké va tac dong dén quyét
dinh caa doanh nghiép Iix hanh trong viéc lya chon hang hang khdng van chuyén
khach dén Nhat Ban. Diéu nay cho thiy cac gia thuyét nghién ctu duoc chap nhan.
Yéu té tac ddong manh nhat dén quyét dinh cua doanh nghiép i hanh la Gia ca; ké
dén 1a nhom tham khao, thuong hiéu va quang cao, chat luong dich vu, tinh phép ly
va yéu tb tac dong yéu nhat dén quyét dinh lya chon hang hang khong Ia tinh thuan
loi.

Tong hop két qua, tac gia tién hanh dua ra mot s6 ham y chinh séch vé dich
vy, gié ca, thuong hiéu va quang cao, nhém tham khao, tinh thuan lgi, tinh phap ly
nhdm nang cao muc do anh hudng dén quyét dinh mua cua khéach hang 1a té chuc.
Pong thoi cling dua ra mot s6 han ché caa nghién ciru va huéng nhiing nghién ciu

tiép theo.



ABSTRACT

The purpose of this topic is to identify and measure the factors or elements
that affect the selection of an organization. In particular, we measure and identify
the classification of companies in selecting the Airlines for tourist coming to Japan;
Based on that research, we carry out some implying strategies to support Airlines in
doing their marketing research, designing their marketing plan, research and
develop their products effectively and correctly. This topic also means to travel
agencies in catching the elements and the influence so as to have an appropriate
Airlines selection for serving the journey.

The research based typically on the theories of organization customers,
organization buying action, procedure of selection of organization and elements
affecting to the selling activities of organization. Due to the fact that Aviation is a
new category, | have profoundly researched and carry out some terms of service,
aviation and some factors affecting the service quality of aviation. | did some
research and sought from researches of SERVQUAL range of Parasuaman, 1985;
Marketing mock-up 4P; 4P — 4C of Robert Lauterborn, 1996; Thesis of Nguyen
Dang Tien, Thesis....... to establish 8 elements affecting decision of companies in
selecting Airlines: 1. Price, 2. Service quality, 3. Brand, 4. Advertisement, 5.
Legality, 6. Selecting Trends, 7. Convenience, 8. Referencing group. A research
with 217 persons of 33 companies in Ho Chi Minh city to assess ranges and audit
the theory. The result on reliance audit Cronbach’s Alpha and analyzing discovering
factor EFA shows 6 elements which reach reliance, value and accepted: 1. Price; 2.
Quality service, 3. Brand and advertisement, 4. Legality, 5. Convenience, 6.
Reference group. On the other hand, the result of recurrent analyzing also show that
6 mentioned elements have to do with listing and afecting to decision of companies
in selecting Airlines transporting passengers to Japan. It shows that some
assumption for research have been accepted. The most effective factors to
companies decision is Price, next is reference group, brand and advertisement,

service quality, legality and the weakest elements would be convenience.



Vi

In brief, I have showed some implying policies of service, price, brand and
advertisement, group reference,convenience, legality to upper the influence of
buying decision of organization. Also, | have showed some constrains of research

and the way for successive researches.
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Sig ) Murc ¥y nghia quan sat (Observed significant level)
TPHCM . Thanh phé H6 Chi Minh

VIF : Hé s6 nhan t6 phong dai phuong sai (Variance
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CHUONG 1: TONG QUAN VE PE TAI NGHIEN CUU

1.1. Ly do chon dé tai

Du lich Viét Nam dang ding trudc nhitng van hoi va thach thac mai, phat
trién manh mé kinh doanh Iix hanh 12 mét trong nhitng huéng di chi yéu cua du lich
nudce ta. Trong d6, viéc thuc hién cac chuong trinh du lich, dac biét 1a cac chuong
trinh du lich ra nuéc ngoai cia timg don vi trong nganh déng mét vai tro then chot
dbi vai hoat dong kinh doanh lix hanh. Tai hoi cho du lich Quéc té (VITM) lan tha 2
duogc to chic vao ngay 02/04/2014 tai Ha Noi da xac dinh van dé du lich ra nuéc
ngoai cua khach du lich Viét Nam 1a mot xu huéng cha dao dé kich cau, thu hat
ngudi mua ngudi ban, nhim day manh ting cao luong khéach Viét di du lich quéc té.
(Nguon: Béo dién tir Chinh Phit Nugc Cong Hoa X& Hoi Chii Nghia Viét Nam).

Nhat Ban dugc xem 1a mot trong nhitng noi c¢6 nganh Du lich phét trién nhat
khu vue Chau A, 13 nudc ¢ sé luong khéch téi du lich cao, nhat 1a khach du lich
khu vuc ndi khéi trong d6 co Viét Nam. Két hop ciing véi chwong trinh hd tro, thic
day phat trién du lich Viét — Nhat nhu viéc tao su thuan loi trong chinh sach Visa
ctia Nhat Ban. Song hanh d6, dé dap tmg duoc nhu cau du lich Nhat Ban, viéc hang
loat c4c cdng ty Iir hanh cho ra doi san pham tour du lich Nhat Ban ngay cang nhiéu
tao nén lan séng canh tranh manh m&. Van dé hién nay cua hau hét toan bo cac cong
ty I hanh 13 1am nhu thé nao dé cho ra dwoc san pham tour du lich chat lugng, c6
gia canh tranh, van dam bao dugc uy tin cong ty ma van mang lai loi nhuan dang 1a

van dé dugc nhiéu quan tam.
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Hinh 1.1: Biéu @ khach du lich Viét Nam dén Nhat Ban qua tirng nim. (Pvt:
lugt nguoi)

(Nguodn: Trich dan tir tai liéu Visitor Arrivals by Nationality & Purpose of Visit to
Japan, download tir website phan tich marketing du lich Nhat Ban -

http://www.tourism.jp/en/statistics/inbound/ ,truy cap ngay 25/04/2015)

Du lich thudc khdi nganh dich vy, ciu thanh cia mét tour du lich 1a chudi
nhitng dich vu phac hop bao gdm dich vu van chuyén, dich vu luvu trt, dn udng, giai
tri...Theo dng Tran Vian Long — Giam ddc cong ty du lich Viét phan tich, trong cau
thanh tour du lich nudc ngoai, gia vé may bay chiém dén 40%-60% chi phi nén céc
tour du lich nuwdc ngoai c6 gia rat cao. Bén canh d6 hién nay khach du lich ciing rat
quan tdm t&i nhiéu van dé vé an toan, chat lugng, lich trinh bay v.v...cac doanh
nghiép It hanh lai cang quan tdm hon téi uy tin va sy an nguy, su hai long caa
khéach hang va lgi ich cua doanh nghiép cho nén viéc lya chon hdng hang khdng gap
nhiéu kho khan do cang ngay cang c6 nhiéu yéu té chi phdi. Chinh vi vay, nghién
clru c4c Yéu to anh huong dén quyét dinh lya chon hang hang khong sé gilp doanh
nghiép xac dinh duoc ban chat nhu cau, nhiing loi ich ho tim kiém ¢ dich vu, ciing
nhu qua trinh thu thap thong tin va danh gia cac giai phéap thay thé cua ho.

Thi truong hang khong cung cap dich vu cha yéu cho 2 d6i twong d6 1a
khach hang ca nhan va khach hang tap thé (VD: khach hang di du lich theo doan).
La doanh nghiép I hanh, dirng & khia canh khach hang thi day khong phai la khach

hang ca nhan ma 1a cac khach hang to chuc. Viéc dua ra quyét dinh mua cua khach


http://www.tourism.jp/en/statistics/inbound/

hang ca nhan c6 nhimg nét trong dong véi khach hang té chic nhung ciing c6
nhitng khac biét nhat dinh, dong thoi vé ban chat hang hoa ciing c6 nhitng diém
khac so véi dich vu. Téc gia da tim kiém tai liéu, cong trinh nghién ctu trude d6 vé
c4c yéu t6 anh hudng dén quyét dinh mua dich vu caa khach hang té chic dé bd
sung cho nhitng van dé noi trén nhung chua tim thdy. Tuy nhién tac gia ciing tim
duoc mot sé nghién ciru khac mang tinh chit tham khao vé quyét dinh mua dich vu
cua khach hang ca nhan, mét sé cong trinh nghién ciru quyét dinh mua hang hoa cua
t6 churc.

Tur thyc té do dé tai: “CAac yéu té anh hwéng dén quyét dinh cia doanh
nghiép li# hanh trong viéc lwra chen hdng hang khong vé@n chuyén khach du lich

dén Nhdt Ban” duoc tac gia lua chon nghién cau.

1.2. Muc tiéu nghién ctru
Dé tai nghién ctru nay dem lai mot s ¥ nghia vé mat ly thuyét ciing nhu thyc
tién cho cac doanh nghiép lir hanh, cac hang hang khong. Cu thé nhu sau:

Xac dinh c4c yéu to anh hudng dén quyét dinh cia doanh nghiép lit hanh

trong viéc lya chon hang hang khong van chuyén khach du lich t&i Nhat Ban.

- Do luong mac d6 tac dong cua cac yéu té anh huong dén quyét dinh cua
doanh nghiép Ir hanh.

- Kham phéa su khac biét trong quyét dinh cia doanh nghiép lit hanh tac dong
boi cac dic diém ca nhan nhu don vi ¢bng tac, chic vu.

- Dé ra mot s6 ham y chinh sach trong chién lugc marketing caa doanh nghiép
It hanh nham nham t6i ddi twong khach hang chu yéu la cac doanh nghiép li
hanh.

1.3.  Péi twong va pham vi nghién ciu

Péi tugng nghién ciru cua dé tai 1a cac yéu té anh huong dén quyét dinh caa
doanh nghiép lix hanh trong viéc lua chon hdng hang khdng van chuyén khach du
lich dén Nhat Ban.



Pham vi nghién ctru 1a cac cong ty lir hanh qudc té trén dia ban thanh phé Ho
Chi Minh c6 t6 chiic tour du lich Nhat Ban bang duong hang khéng.
Bang 1.1: Thong ké sé lweng doanh nghiép lir hanh quaéc té trén dia ban thanh
phé HCM té chikc tour du lich dén Nhat Ban. Tinh téi thoi diém 03/2015.

Loai hinh DN c6 phan DN TNHH DN tw nhan

S6 lwong 95 221 3

(Nguon: Tong hop s6 liéu tir cong cu tim kiém trén website Tong cuc Du lich —

http://vietnamtourism.gov.vn/index.php/cat/99, truy cap ngay 25/03/2015)

1.4. Phwong phap nghién ciu

Nghién ctru duoc tién hanh thong qua 02 giai doan chinh: Nghién ctu dinh
tinh véi muc tiéu phat hién nhitng yéu té tac dong dén quyét dinh lya chon hing
hang khéng caa cac doanh nghiép It hanh, dé hiéu chinh thang do phu hop nhim
xay dung bang phong van; Nghién cau dinh luong bang phan mém SPSS nham thu
thap, phan tich dir liéu khao sat, kiém dinh mé hinh bang cac cong cu Cronbach’s

Alpha, EFA, phan tich twong quan, hoi quy tuyén tinh, phan tich phuong sai Anova.

1.5.  Kétcau dé tai

Luan vin c6 két ciu duoc 5 chuong nhu sau:
Chuong 1: Téng quan vé dé tai nghién ctu.
Chuong 2: Co s¢ ly luan va mé hinh nghién cuau.
Chuong 3: Phuong phéap nghién ctru.

Chuong 4: Két qua nghién ctu.

Chuong 5: Két luan va ham y chinh séch.



http://vietnamtourism.gov.vn/index.php/cat/99

CHUONG 2: CO SO LY LUAN VA MO HINH NGHIEN CcUU

2.1. Cosolyluan

2.1.1. Ly thuyét vé khéach hang la doanh nghiép

Theo Philip Kotler,2001, xét vé nhiéu mit thi thi truong cac doanh nghiép
cling giong nhu cac thi truong tiéu ding, trén hai thi truong nay khach hang déu co
vai tro dua ra quyét dinh dé mua va thoa man nhu cau. Nhung trén nhiéu phuong
dién khac, cé4c thi truong doanh nghiép c6 nhiéu khac biét véi nhitng thi truong tiéu
dung. Khéc biét nay cha yéu nam trong cau tric thi truong va cac dic tinh vé& nhu
cau, ban chit cua to chic mua va céc loai quyét dinh mua ciing nhu tién trinh quyét
dinh mua. Theo Philip Kotler, 2001, thi truong doanh nghiép ¢ nhiing dac diém
sau:

S6 lwong ngwoi mua it hon, khoi hwong mua lén: Trong thi truong doanh
nghiép, ban hang cho nhiing ngudi mua la to chirc co nghia 13 ban cho s6 it khach
hang nhung nhan dugc don hang déng ké tir mi khach hang.

Nhu cdu c6 tinh phat sinh: Nhu cau cua thi trudng doanh nghiép 1a nhu cau
cd tinh phét sinh (derived demand), xét cho ciing thi nhu cau vé hang tu liéu san
xuat déu bit ngudn tir nhu cau hang tiéu ding. Chiang han nhu khach hang c6 nhu
cau du lich thi cac doanh nghiép lit hanh méi xac dinh duwoc nhu cau va cho ra doi
nhiéu tour du lich kém theo viéc dit mua dich vu van chuyén dé dap wng nhu cau du
lich cua d6i twong ca nhan cua khach hang. Vi vay nhitng ngudi hoat dong trén thi
truong cac doanh nghiép phai theo ddi chat ché tinh hinh mua sim cua ngudi tiéu
ding cudi cung.

Cau khéng c6 tinh co gidn: Trong cac thi trudng doanh nghiép, nhu cau
khong c6 tinh co gidn (hé s co ddn cua cau theo gia thip). Tac la trong mot sb
truong hop, tong nhu cau cia doanh nghiép, dac biét doanh nghiép cung cap dich vu
khéng chiu tac dong nhiéu cua viéc bién dong gia ca. Vi du doanh nghiép lir hanh
khong thé mua du trir vé may bay khi c6 chuong trinh khuyén mai ciing nhu mua it

vé may bay hon khi gid tang.



Nhu cau c6 tinh bién déng manh: Trong cac thi trudng doanh nghiép, nhu
cau ¢ tinh bién dong manh. Mot ti Ié phan trim nho Sy gia ting nhu cau cua nguoi
tiéu dung c6 thé din dén mot ti 18 gia ting 16n trong nhu cau tu liéu san xuat. Céc
nha kinh té hoc goi diéu nay 1a nguyén ly gia téc (acceleration principle).

Tinh chuyén nghiép: Ngudi mua ¢ thi trueong t chic ¢ tinh chuyén nghiép
hon so v6i ngudi tiéu dung. Tu liéu san xuat dau vao do nhan vién cung tng duoc
dao tao di mua. Ho hoc tap subt doi dé hanh nghé cia minh sao cho mua hang ¢ loi
nhat.

Nhiéu nguwoi danh hwong dén quyét dinh mua hang: Thong thuong s6 nguoi
anh huéng dén quyét dinh mua tu lidu san xuat nhiéu hon so véi viéc dua ra quyét
dinh mua cta ca nhan. Viéc mua sim cua to chic dbi véi tu lidu san xuat thuong co
hoi ddng mua sim gdom nhitng chuy@n vién ky thuat, tham chi ca cap quan tri co so.

Quan h¢ chat ché giira nguroi mua va khach hang: Do co it khach hang va
tam quan trong cting quyén luc cua nhitng khach hang tim ¢, ta thay c6 nhitng moi
quan hé chat ché gitra khach hang va nha cung tng trén thi truong cac doanh
nghiép. Ngudi cung ung sin sang cung cap theo y khach hang cho tirng nhu cau
doanh nghiép cua khach hang. Cac hop dong déu don vao cac nha cung tng Vvoi
muc dich dam bao ddy du yéu cau cua ngudi mua. Nhimg ngudi cung (ng sin sang
tham dy hoi nghi chuyén d& doanh nghiép do khach hang t6 chic dé biét duoc

nhitng y8u cau chét luong va mua sim cia ngudi mua.

2.1.2. Hanh vi mua hang cia té chirc

Theo Philip Kotler, 2001 thi thi trudng cac to chuc san xuat bao gom td chirc
chinh quyén, cong cong, té chirc tu nhan...Tuy nhién nhin chung, ddi vai céc loai
hinh thi duong nhu viéc giam chi phi dén muc tdi thiéu dé tang loi nhuan khdng han
Ia muc tiéu chinh, bai vi nhan thic chung la viéc giam chi phi song hanh véi giam
chat lugng. Piéu nay déng hanh véi viéc giam chat luong san pham san xuat néu
san pham mua 13 tu liéu san xuat, giam chat luong dich vu néu san pham mua dé

cho thué hay dé cung cap lai cho déi twong thir ba. Nhan vién cung ¢ng cua cac to



chtc nay phai tim kiém dén nhitng don vi ban san pham c6 chit lugng dam bao
dung tiéu chuan hay tham chi vuot Ién ca tiéu chuan nhung v6i muc gia ré va hop

s

ly.

MOI TRUONG TO CHUC CAC PAP UNG
Céc tac nhan | Céc téc nhin Trung tAm mua CUANGUOI MUA
Marketing Khac
. o Tién trinh Hay dich vu
Sdm pham t quyét dinh mua > | Chon nha cung cip
Giaca Cong nghé Khéi 1 dat ha
o c Nhitng énh hutng qua lai i e e

Phan phoi Chinh tri giita chc c4 nhan icu ‘1e_:n va thdi han
Cédong | Vinhoa giao hang

; Nhf\.“mg anh huong biéu kién dich vu

Canh tranh v& mit to chirc Didu kién thanh todn

Hinh 2.1: M6 hinh hanh vi mua cia t6 chirc
(Ngudn: Webster & Wind,1972)

M6 hinh trén cho thdy c4c tdc nhan marketing quang c4o va cac tac nhan
khac anh huong dén to chirc, tir d6 tao ra cac dap ung cua ngudi mua. Nhitng tac
nhan marketing quang cao bao gom 4P: san pham, gia ca, phan phdi va quang céo.
Nhiing tac nhan quan trong khac nhu kinh té, k§ thuat, chinh tri va vin hoa. Su tac
dong cua c4c tac nhan ndy tao ra cac dap ung cua tdé chic cu thé nhu viéc lua chon
san pham hay dich vy, chon nha cung cip, diéu kién dich vu va diéu kién thanh
toan...

Viéc mua sam cua to chic ¢ nhitng dic diém nhét dinh. Vi nhiing chi tiéu
cua té chuc lubn chiu sy giam sat caa cap trén hoac it nhat su chi tiéu caa bo phan
chuyén mua chiu su giam sat cua hé thong quan tri vi vay & cac to chirc doi hoi rat

nhiéu céng doan thu tuc, gidy to.
2.1.3. Quyét dinh mua cua té chic

2.1.3.1. Qua trinh thong qua quyét dinh mua
Trudc tién can phai biét duoc dau méi giir vai tro cha chét trong viéc dua ra
quyét dinh mua san pham trong t6 chic doanh nghiép, xac dinh cac yéu té anh

hudng dén hanh vi mua va nim duoc tién trinh dua ra quyét dinh mua.



V& tong thé thi tién trinh mua cua cac dau méi thuc hién viéc mua chiu chi
phdi boi nhiéu yéu té va chiu gidm sat bai bo may quan tri, quan 1y tryc tiép va gian
tiép. Vi vy, mic du to chie 1a don vi mua véi khéi lwong hang hda 16n nhung
quyét dinh mua lai mat nhiéu thoi gian va phtc tap véi su tham gia caa nhiéu cé

nhan, nhiéu bo phan.

2.1.3.2. Nhirng nguéi tham gia vao tién trinh mua ciaa to chirc

Webster va Wind goi don vi thdng qua quyét dinh cua to chic mua 1a trung
tam mua sim va dinh nghia n6 1a "tit ca nhiing c& nhan hay tap thé tham gia vao
qua trinh théng qua quyét dinh mua hang, c6 chung nhitng muc dich va ciing chia sé
nhitng rai ro phat sinh tir nhitng quyét dinh d6". Trung tAm mua sam bao gom tat ca
nhitng thanh vién cua té chirc co gitr bat ky mot vai trd nao trong sau vai trd thuoc
qua trinh théng qua quyét dinh mua hang, bao gom:

Nguwoi sir dung: Ngudi sir dung 12 nhitng ngudi s& sir dung san pham hay
dich vu d6. Trong nhiéu trudng hop, ngudi sir dung dé xuat viéc mua hang va gidp
xéac dinh cé&c quy cach ky thuat caa san pham.

Nguoi anh hwong: Ngudi anh huong 1a nhitng ngudi ¢6 anh huong dén quyét
dinh mua sam. Ho thudng gitip xac dinh quy cach k¥ thuat va ciing cung cp thong
tin dé danh gia cac phuong an. Cac nhan vién ky thuat thuong 1a nhimg nguoi anh
huong quan trong.

Nguwoi quyét dinh: Nguoi quyét dinh 1a nhitng nguoi quyét dinh nhitng yéu
cau vé san pham.

Nguroi phé duyét: Nguoi phé duyét 1a nhitng nguoi phé chuan nhitng dé nghi
ctia ngudi quyét dinh hay ngudi mua.

Nguwoi mua: Ngudi mua 13 nhitng ngudi chinh thae duoc quyén lya chon
ngudi cung ung va thuong lugng nhiing diéu Kién mua hang. Nguoi mua co thé
giGp hinh thanh nhitng yéu cau vé quy cach san pham, nhung ho VAan giit vai tro cha
yéu trong viéc lua chon nguoi ban va thuong luong.

Ngueoi canh cong: Nguoi canh cong 1a nhimg ngudi ¢6 quyén chan khong

cho nhitng nguoi ban hay thong tin tiép can nhiing thanh vién caa trung tam mua



sam. Vi du céc nhan vién cung ung, nhan vién tiép tan, va nhan vién téng dai dién
thoai c6 thé ngin chin khong dé nhan vién ban hang tiép xic voi nhitng ngudi st

dung hay nguoi quyét dinh.

2.1.3.3. C4c yéu té anh hwéng dén quyét dinh mua cia doanh nghiép san xuét
Nhitng ngudi mua 1a doanh nghiép san xuét chiu su chi phdi cia nhiéu yéu tb
khi dua ra cac quyét dinh mua nhu: nha cung cip nao chao hang véi gia thip nht,
hoac chao ban san pham nao tét nhat hoic nhitng dich vu ndo hoan hao nhat. Ngoai
ra con c¢6 nhitng yéu té duoc coi trong nhu yéu td ca nhan trong cac tinh hudng

mua, vi du thién chi cua ngudi mua, su chu dao hay an toan trong khi mua.

Moi truomg

Mirc cau T6 chiie

T ) Quan hé ci nhin

Trién vong kinh t& Ca nhan

Gia tri dong tien Tudi tic

Gia tr] dong tien Muc tidu i . Thu nhap
i1 o 1am quyen .

Cac dicukiéncung | cpinh sach Hoc van

cap

Téc dd thay doi

Quy trinh

DBiavi

Su thong cam

Vit cong tac

NGUGIMUA TU
LIEU SAN XUAT

cong nghé Co cau to chirc ) . Nhan cach

' ) . Stre thuyet phuc e
Nhirng phat trién H¢ thong Thai do doi voimni ro
ve §111111} tri va Vin hoa
phap luat

Su phat trién canh
tranh

Hinh 2.2: Céac yéu té anh hwéng téi quyét dinh mua caa doanh nghiép san xuit
(Ngudn: Philip Kotler, 2001)

Céac yéu té méi trwong: Cac doanh nghiép mua tu lidu san xuat chiu anh
huong sau dam cua nhitng yéu té thuoc mdi truong kinh té hién tai va tuong lai, nhu
muc ciu co ban, trién vong kinh té va gia tri cua dong tién. Ngoai ra, con c6 cac yéu
t6 khac nhu sy phat trién cong nghé, chinh tri va canh tranh.

Céac yéu té to chizc: Nhitng to chirc mua tu liéu san xuat déu c6 nhitng muc

tiéu, chinh sach, thu tuc, co cau t6 chtc va cac hé thdng riéng caa minh.
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Céac yéu té quan hé ca nhan: C6 nhiéu ngudi tham gia vao qué trinh mua
sam cua doanh nghiép san xuat vai nhitng chic vy, tham quyén, sy dong cam va
sic thuyét phuc khac nhau. Mdi ngudi déu ¢d kha ning tac dong dén nguoi khac va
chiu sy anh hudng tré lai cua ho

CAac yéu té ca nhan: Mdi nguoi c6 tham gia trong tién trinh quyét dinh mua
déu c6 nhitng dong co, nhan thire, xu hudéng riéng cua riéng ho. Nhitng diéu nay
chiu anh huong béi cac yéu td nhu tudi téc, thu nhap, trinh d6 hoc van, bang cap
chuyén mon, cé tinh, thai d6 dbi véi rii ro va vin hoa ciia ngudi tham gia, va do d6

hinh thanh nén nhirng phong cach mua khéc nhau cua nhirng ngudi mua.

2.2.  Sw khéc biét gitra hang héa va dich vu

Van tai hang khdng la mét nganh dich vu nén n6 c6 nhirng dac tinh chung
nhu: Tinh vo hinh, tinh khéng ddng nhat, qua trinh san xuat déng thoi la qua trinh
tiéu thu...

Bang 2.1: Sy khac biét gitra hang hoa va dich vu

Pic diém hang | Pic diém dich vu | Ham y ddi véi dich vu

hoa

Htu hinh Vo6 hinh -Khong luu kho dugc
-Khéng duoc cap ban quyén

-Khong dugc trung bay san

Puoc tiéu chuan | Khong dong nhat | -Chat luong dich vu va sy thoa mén cua
hoa khéach hang tuy thudc vao nhéan vién va
nhiéu yéu té khong kiém soat dugc

-Khéng cé gi dam bao dich vu cung tng
dén khach hang khép véi nhimg gi da

lén ké hoach va quang ba

Qua trinh san xuat | Bong thoi vira san | -Khéach hang tham gia vao va anh huong
tach roi quéd trinh | xuat vira tieu thu | dén tién trinh giao tiép

tiéu thu -Nhan vién phuc vu anh huong dén két
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qua cua dich vu
-San xuat dai tra rat kho

Lam dang ngay tir dau

Khong dé hong Dé& hong -Kho d6ng nhat hoa vé cung va cau doi
vai dich vu

-Dich vu khéng thé hoan tra hoic tai ban

(Nguon: Nguyén Hai Quang va Chu Hoang Ha, 2012)

2.3.  Méi lién hé giira chat lweng dich vu, sw hai 16ng va quyét dinh lwa chon
cua khach hang

Nganh hang khdng 1a nganh cung cdp san pham van chuyén hay con goi la
dich vu van chuyén. C6 nhiéu nghién ctu chi ra mdi quan hé giira chat lugng dich
vy, su hai 1ong va quyét dinh tiéu dung cta khach hang. Pién hinh nhu mé hinh hai
long caa My ACSI

Su mong doi

Than phién

Gia tri cam

Su hai long

nhan Trung thanh

A 4

Chét lwong cam nhan

Hinh 2.3: M6 hinh chi s6 hai 16ng khéach hang cia My (American Customer
Satisfaction Index — ACSI)
(Ngudn: Fornell et.al., 1996)

Trong mé hinh chi s6 hai long cua My -American Customer Satisfaction
Index, chat lugng cam nhan va sy mong doi cia khach hang tac dong 1én gia tri cam
nhan. LGc ndy, sy mong doi cta khach hang tac dong dén chat luong cam nhan.
Trén thyc té, khi mong doi cang cao, c6 thé tiéu chuan vé chat lwgng cam nhan cua
khach hang cang cao hay nguoc lai. Vi vay, chat luong san pham dich vu cung cap
cho khéch hang can phai dam bao va dap ung duoc yéu cau va su hai 1ong cua

khach hang. Khi khach hang duoc dap tng (P6i v6i khach hang da tung sir dung
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san pham dich vu) hodc khach hang c6 niém tin s& duoc dap tmg (Di véi khéch
hang chua ting st dung dich vu) s& dua ra quyét dinh lya chon dich vy, trung thanh

vai dich vu.

2.4.  Cac thang do va tiéu chi danh gia chat lweng dich vu

Sy hai 16ng- chat luong dich vu - quyét dinh lya chon san pham c6 méi lién
hé mat thiét véi nhau. DU 12 t6 chirc hay 1a ca nhan ¢6 sy khac nhau trong quy trinh
dua ra quyét dinh nhung vé co ban van dua vao su hai 1ong. Hai long 1a nén tang
cia quyét dinh lya chon san pham. Vi 1y do d6, tac gia giGi thiéu sau ddy mot s6
thang do sy hai long lién quan téi linh vuc ma tic gia dang nghién ctu.

Tai hinh 2.1: M6 hinh hanh vi mua cua t6 chac caa Webster &Wind (1972) &
chuong 2, Yéu té marketing duoc Webster & Wind dé cap téi 1a 1 yéu té dau tién
va quan trong anh hudng dén hanh vi mua cia to chac. Vi vay 6 phan thang do nay,
tac gia ciing dua vao cac yéu té do luong marketing kinh dién nham muc dich phuc

vu cho qua trinh nghién ctru caa minh.

2.4.1. Thang do SERVQUAL

Thang do SERVQUAL 14 cong cu do luong chit lugng dich vu kinh dién
duoc Parasuraman & ctg cong bé nam 1985. SERVQUAL chua 22 cap cua cac
khoan muc do theo thang diém Likert & do luong riéng biét nhitng mong doi va
cam nhan thyc té cua khach hang vé chat lugng dich vu. SERVQUAL dugc &p dung
réng réi trong nhiéu nganh, linh vic dich vu khac nhau nhu nha hang, khach san, du
lich, vui choi giai tri, bao hiém, ngan hang, giéo duc,...

Nghién ctru ban dau cua Parasuraman & ctg, 1985 cho thay ring cac nhan té
trong danh gia cua khach hang vé chit luong dich vu cé thé dugc md ta boi 10
thanh phan riéng biét:

Tin cay (reliability): Kha nang thuc hién dich vu phu hop va dang thoi han
ngay lan dau tién;

Pdp irng (responsiveness): Sy mong mudn va sin sang caa ning lyc phuc vu

cung cap céc dich vu cho khach hang;
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Néng Iyc phuc vu (competence): N6i 1én trinh d6 chuyén mén dé thyc hién
dich vu (kha nang phuc vu biéu hién khi nhan vién tiép xtc véi khach hang, nhan
vién truc tiép thuc hién dich vy, kha ning nghién ciru dé nim bit thong tin lién quan
can thiét cho viéc phuc vu khéach hang);

Tiép cdn (access): Lién quan dén viéc tao moi diéu kién d& dang cho khach
hang trong viéc tiép can voi dich vy nhu rat ngan thoi gian cho doi caa khéach hang,
dia diém phuc vu va gio mé cira thuan loi cho khach hang;

Lich sw (courtesy): N6i I&n tinh cach phuc vu niém no, ton trong va than
thién véi khach hang cua nhén vién;

Thong tin (communication): Lién quan dén viéc giao tiép, thong dat cho
khach hang bang ngdn ngit ma ho (khach hang) hiéu biét dé dang va lang nghe vé
nhitng vin dé lién quan dén ho nhu giai thich dich vu, chi phi, giai quyét khiéu nai
thac mac;

Tin nhiém (credibility): NOi Ién kha nang tao long tin cho khach hang, lam
cho khéch hang tin cay vao cong ty (kha niang nay thé hién qua tén tudi va tiéng tim
ctia cong ty, nhan cach cua ning luc phuc vu giao tiép truc tiép véi khach hang);

An toan (security): Lién quan dén kha ning bao dam sy an toan cho khach
hang (thé hién qua su an toan vé vat chat, tai chinh, ciing nhu bao mat thng tin);

Hiéu biét khach hang (understanding/knowing the customer): Thé hién qua
kha nang hiéu biét va nim bat nhu cau cua khach hang thong qua viéc tim hiéu
nhitng doi hoi ctua khach hang, quan tim dén ca nhan ho va nhan dang dugc khach
hang thuong xuyén;

Phirong tién hizu hinh (tangibles): Thé hién qua ngoai hinh, trang phuc cua

nang luc phuc vy, c4c trang thiét bi hd tro cho dich vu.

2.4.2. Danh gia theo tiéu chi 4P
Marketing hdn hop (marketing mix) 1a tip hop cac cong cu tiép thi dwoc
doanh nghiép sir dung dé dat duoc trong tam tiép thi trong thi trudng muc tiéu.

Thuat ngit 1an 1an dau tién duoc st dung vao nam 1953 bai Neil Borden. Nam 1960,
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nha tiép thi ndi tiéng, E. Jerome McCarthy, d& nghi phan loai theo 4P, ma nay da
duoc sur dung rong rai, bao gom: San pham (Product), gia ca (Price), phan phdi
(Place)va xuc tién hdn hop (Promotion).

+ Packaging
« Services

= Discounts
= Bundling

= List Price
« Credit Terms

Target
Market

Promotion

« Advertising
+ Sales force
« Publicity

« Sales promotien

« Inventory
= Logistics

= Channel
= Distribution

Hinh 2.4:M& hinh marketing 4P
(Ngudn: E. Jerome McCarthy, 1960)

San pham (Product): San pham bao gom san pham hitu hinh va vé hinh.

Gia cd (Price): Gia ban dugc hiéu la chi phi ma khach hang phai bo ra dé doi
ldy san pham hay dich vu.

Phan phoi (Place): Pay la dai dién cho doanh nghiép dé ban nhitng san
pham ma doanh nghiép san xuit, thuong duoc goi 1a cac kénh phan phéi. N6 c6 thé
bao gom bat ky cira hang trén thuc té cling nhu cac cira hang 4o trén Internet.

Xuc tién thwong mai hodc hé tror ban hang(Promotions): XUc tién thuong
mai hoic quang cao 1a hoat dong nham dam bao rang khach hang nhan biét vé san
pham hay dich vy cua doanh nghiép, ¢ 4n tuong tét vé ching va thuc hién giao

dich mua ban that su.

2.4.3. Panh gia theo tiéu chi két hop 4P va 4C

Trong marketing hién dai, & goc nhin khach quan tir khia canh khach hang sé
gilp cho doanh nghiép nhin nhan va tao ra dugc nhiing san pham dap tng day du
hon mong doi ciia khach hang, ban véi mtc gid ma khach hang chap nhan va cho 1a
hop 1y nhat, phan phéi san pham & vi tri va theo phuong thirc thuan tién nhat, 1am

cdng tac truyén thong theo huéng ma khéach hang thich. Chinh vi vay, theo quan


http://vi.wikipedia.org/wiki/S%E1%BA%A3n_ph%E1%BA%A9m
http://vi.wikipedia.org/wiki/Gi%C3%A1_c%E1%BA%A3
http://vi.wikipedia.org/wiki/Chi%E1%BA%BFn_l%C6%B0%E1%BB%A3c_ph%C3%A2n_ph%E1%BB%91i_(Marketing_h%E1%BB%97n_h%E1%BB%A3p)
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diém Robert Lautherborn d& nghi mé hinh 4C twong ¢ng 4P cua McCarthy, mdi P

va C s& dugc gan voi nhau theo tung cap:

Y 7

Hinh 2.5: M6 hinh marketing mix 4P —4C
(Nguon: Robert Lauterborn, 1996)
Chir C dau tién - Customer Solutions (giai phap cho khach hang) duoc gin

Vi chit P - Product (san pham) thé hién quan diém mdi san pham dua ra thi truong
phai thuc sy 13 moét giai phap cho khach hang, giai quyét nhu cau thiét thuc cua
khach hang.

Chir C thir hai - Customer Cost (chi phi ciia khach hang) dugc gan véi chit P
- Price (gia) thé hién quan diém cho rang chi phi phai twong xtng véi loi ich ma san
pham dem lai cho ngudi mua.

Chir C thir ba - Convenience (thuan tién) duoc gan véi chir P - Place (phan
phdi) doi hoi cach thic phan phdi san pham cua doanh nghiép phai tao sy thuan tién
cho khach hang.

Chir C cudi cing - Communication (giao tiép) duoc gan véi chir P -
Promotion (khuyén mai, truyén thong) yéu cau cong tac truyén thdng phai la sy
tuong tac, giao tiép hai chiéu gitta doanh nghiép véi khach hang. Doanh nghiép phai
hiéu dugc diéu khach hang mong mudn va nd luc tao ra san pham dap tng nhu cau
do.


http://vi.wikipedia.org/wiki/Kh%C3%A1ch_h%C3%A0ng
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2.5. Cac nghién ctru trwéc day

- Nguyén Ping Tién, 2013 vé “ C4c yéu t6 anh hwong dén quyét dinh
mua thiét bi phong thi nghiém phuc vu day hoc ciia cic trwong Cao Pang, Pai
hoc trén dia ban thanh phé Hé Chi Minh”.

Char hrgng san pham

Dich vy

Gia ca

Quyét dinh mua
thift bi phing
thi nghiém

Tai chinh

Nhom tham khao

Chigu thi

Nidm tin cua khach
hang vao thueng higu

Hinh: 2.6: M hinh nghién citu cia tac gia Nguyén Ping Tién, 2013

Muc tiéu nghién ciu: Nghién ciu nhitng yéu té anh huong dén quyét dinh
mua thiét bi phong thi nghiém phuc vu day hoc cua cac truong Cao dang, Pai hoc
trén dia ban Tp.HCM.

M& hinh nghién ciru: Pua ra dya trén ly thuyét marketing cua Philip Kotler,
2001 va luat ddu thau (26/11/2013) dé dua ra cac yéu té nghién ctu bao gém:
Thuong hiéu; Chat luong san pham; Chat lwong dich vy; Gia ca; Tai chinh; Nhom
tham khao; Chiéu thi; Niém tin.

Két qua nghién ciru: Sau két qua phan tich bang phan mém SPSS, tac gia
rat lai con 7 yéu té tac dong dén quyét dinh lua chon thiét bi phong thi nghiém cua
t6 chtrc. Trong d6 yéu té Dich vu ¢6 anh huong I6n nhat va nho nhat 13 yéu to chiéu
thi.

Nhan xét: tdc gia nhan thay ddy 1a mot cong trinh nghién ciru méi va co
cung diém chung véi dé tai tac gia dang nghién ciu (vé quyét dinh cua to chic va

nén tang nghién ctu caa Philip Kotler, 2001). Tuy nhién luat dau thau chi &p dung
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ddi véi san pham hang hoa hitu hinh (trang thiét bi phong thi nghiém) con déi voi
pham vi nghién ciu san pham hang héa vé hinh nhu dich vu van chuyén hanh
khach bang dudng hang khdng cua riéng tac gia thi khong duoc ap dung.

- Nguyén Thi Tuyét Han, 2008 vé “Po lwong mire dé hai long khéach hang
vé dich vu giao nhan hang khéng tai cong ty cé phan giao nhan van tai va

thwong mai Vinalink™.

Po dap @ng Hi
Do chuyén nghiép 12 : - -
Mire d§ Iong ciaa khach hang
H3 >
Do hiru hinh I
Do tan tdm H4

Hinh 2.7: M6 hinh nghién ciu cia tac gia Nguyén Thi Tuyét Han, 2008

Muc tiéu nghién ciu: “Po luong mirc d6 hai long khach hang vé dich vu
giao nhan hang khong tai cong ty co phan giao nhan van tai va thuong mai
Vinalink”.

M& hinh nghién ciru: Pé tai ndy st dung su két hop giita thang do
SERQUAL va mé hinh nghién ctu theo céng bé cua vién chat luong van chuyén
qudc té -The international Logistic Quality Institute nim 2003. Theo dé mé hinh tac
gia dua ra bao gdbm cac yéu té: Do tin cay dich vu; Do chuyén nghiép; Do hitu hinh;
Do tan tdm. Sau két qua phan tich cho thay yéu tb Do dap tng c6 tac dong Ion nhat
va nho nhat 1 yéu té Do tan tam.

Nhan xét: V& diém manh, dé tai ndy sir dung co sé Iy luan chit ché dé dua
ra dwoc md hinh nghién ctru dugc xem 1 hop ly tinh tai thoi diém nam 2008. Tuy
nhién d& tai vin chua bao trum hét duoc céc yéu té khac nhu yéu t6 tinh an toan,

yéu td dich vu quan trong khéac vé bao dam, boi thuong trong trudng hop su ¢d.



18

2.6.  M® hinh nghién cttu tac gia dé xuit

T nhitng dinh nghia, 1y thuyét, mot s6 mé hinh nghién ciru c6 diém tuong
ddng tir trudce, cong véi thuc trang nganh hang khdng va du lich lir hanh ma tac gia
da tim hiéu, tac gia két hop cac yéu t6 tir thang do SERQUAL; Tiéu chi 4P-4C, co
s& nghién ctu cua Philip Kotler,2001 dé dua ra cac yéu to anh huong dén quyét
dinh cua doanh nghiép It hanh trong viéc lua chon hdng hang khong van chuyén
khach du lich dén Nhat Ban, bao gém:

- Bién doc lap dinh luong: Gia ca; Thuong hiéu; Chat luong dich vu; Quang
cao; Tinh thuan lgi; Xu hudng lya chon; Nhom tham khao.

- Bién phu thudc dinh tinh 12 Quyét dinh cua doanh nghiép It hanh trong viéc
lya chon hang hang khong van chuyén khach du lich dén Nhat Ban.

- Bién doc lap dinh luong: Vi tri cong tac; Chuc vu.

Gia ca: Theo Philip Kotler,2001: yéu t6 gia ca cua san pham 1a van dé ma
doanh nghiép lit hanh quan tdm 16n nhit khi quyét dinh lra chon mua san pham. Su
ky vong Vé gia ca canh tranh so véi nhitng san pham khac, gia ca trong giai doan
hién nay 1 thip nhat, gia ca xing dang véi gia tri nhan duoc... Nguyén Hai Quang,
2014, chinh s&ch gia van tai hang khong Ia mot trong nhitng chinh sach thuong mai
quan trong. Hang hang khong thudng ap dung cac chinh séch gia ca nhu gia chiét
khau, gia khuyén mai, gia phan biét cho timg ddi tugng.

Thwong higu: Nam 1965, Schooler dé ra khai niém hinh anh quéc gia trén
khip thé gisi va da co rat nhiéu nghién ciru chirng minh sy ton tai va anh huéng cua
qudc gia ddi voi nguoi tiéu dung trong quyét dinh mua san pham xuat x@ tir nudce
ngoai.

Nghién ctu cia Anderson va Jolibert,1995 phat hién hinh anh quéc gia chi
phdi mua hang nuéc ngodi cua ngudi tiéu dung 14 0.19. Tac 1a quyét dinh mua hang
nudc ngoai ciia ngudi tiéu dung thi nhan té hinh anh qudc gia chi phéi 19%.

Theo tiéu chi 4P c6 dé cap toi Promotion (Xdc tién thwong mai), muc dich
cua xUc tién thuong mai dé cung cb, phé truong thwong hiéu vi thwong hiéu thuong

gan lién véi quy mé va mirc d6 noi tiéng cua doanh nghiép. Pic biét trong nganh
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hang khong, né tao ra cam giac vé su uy tin, tin cdy, day 1a nhitng yéu té quan trong
anh huong tich cuc dén viéc lya chon hdng hang khong.

Chat lweng dich vu: Chat luong dich vu dugc xem 1a mot khéi niém rat
quan trong trong qué trinh xay dung thuong hiéu, thuc hién chinh sach kinh doanh
va anh huong rét 16n toi tinh hinh hoat dong kinh doanh cua hing hang khong.

Theo mé hinh SERVQUAL cua Parasuraman,1985, chat luong dich vu la
khoang céch gitra sy mong dgi cua khach hang va nhan thac cua khach hang khi ho
sir dung dich vu”. Theo Philip Kotler, 2001, chét lugng la khi khach hang cua ching
ta quay tré lai, va san pham cua ching ta thi khéng. Su khac biét chat luong san
pham thé hién chit luong vuot troi, tinh doc ddo, dap tng tot yéu cau caa khach
hang.

Theo mé hinh marketing mix 4P-4C, Chitr C dau tién - Customer
Solutions (giai phap cho khach hang) dwoc gan véi chir P - Product (san pham) thé
hién quan diém mdi san phim dua ra thi truong phai thuc su 14 mot giai phap
cho khéch hang, giai quyét nhu cau thiét thuc caa khach hang cha khong phai chi
phuc vu lgi ich cua doanh nghiép.

Theo Nguyén Hai Quang, 2014 thi chat luong van tai hang khong la tong
hop chat luong cac dich vu ma hang hang khéng cung cap cho hanh khach, khach
hang trong qué trinh van chuyén. N6 bao gom cac yéu tb sau:

- Sy diing gio cua chuyén bay.

- Lich bay, mang dwong bay: San pham van tai hang khong cua hdng hang
khong c6 wu thé canh tranh khi lich bay c6 tan suat cao, gio di, gio dén thuan
loi cho khach hang, kha ning bay ding gid va han ché cham chuyén, hay
chuyén.

- Tau bay: Tau tau bay hién dai c6 téc do cao s& rit ngin thoi gian bay va
mang lai nhirng vu diém hon vé su thuan tién, tién nghi cho hanh khéch.

- Dich vu trén chuyén bay: Déi véi cac chuyén bay cang dai thi yéu té nay
cang c6 tinh quyét dinh.

- Dich vu tai san bay: Su hai long caa hanh khach vé thi tuc truée chuyén bay


http://vi.wikipedia.org/wiki/Kh%C3%A1ch_h%C3%A0ng
http://vi.wikipedia.org/wiki/Doanh_nghi%E1%BB%87p
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s& phu thudc vao thoi gian xép hang cho doi 1am thu tuc (check in, soi chiéu,

hang hoa..)

- Dich vu dat ché, ban vé.

Quang cao: Theo Paul Pelleman,1998: Cé nhitng quan niém caa con ngudi
s€ duogc hinh thanh mot cach vo thuc boi nhitng thong tin tac dong tir nhitng hoat
dong chiéu thi cua cong ty. Nhitng quan niém nay tac dong dén hanh vi cua tiéu
dung.

Theo mé hinh Marketing mix 4P-4C, chix C cudi cing - ommunication (giao
tiép) dwoc gan véi chir P - Promotion (khuyén mai, truyén théng) yéu cau cong tac
truyén thong phai 1 sy tuong tac, giao tiép hai chiéu giita doanh nghiép véi khéch
hang. Doanh nghiép phai hiéu dugc diéu khach hang mong mudn va nd luc tao ra
san pham dap ung nhu cau do.

Theo Nguyén Hai Quang, 2014, ddi véi viéc kinh doanh van tai hang khéng
thi viéc quang cdo va quan hé cong ching cia hang hang khdng cé thé duoc thuc
hién bang ba phuong thirc 1a quang cao trén cac phuong tién dai ching; Quang co
trén co s vat chat cia hing; Quang céo trén website; Quang cao trén tap chi riéng
cua ...va duoc thuc hién dudi nhiéu hinh thic khac nhau nhu tai trg cac hoat dong
tur thién, tai tro cac hoat dong cho doanh nghiép khac la khach hang ctua hang.

Tinh thuan lgi: Theo mé hinh Marketing mix 4P-4C, chtr C thu ba -
Convenience (thuan tién) dugc gan vai chit P - Place (phan phéi) doi hoi cach thirc
phan phdi san pham cua doanh nghiép phai tao sy thuan tién cho khach hang. Tinh
thuan loi dé cap tai viéc thuan loi cho ngudi mua trong viéc tim kiém thong tin, tiép
can nhiing san pham dich vu méi thong qua céac kénh giao tiép tryc tiép tai chinh dai
ly ban vé cua hang hay thdng qua cac kénh ban hang gian tiép nhu website, dién
thoai...Tinh thuan loi trén con dé cap t6i hinh thire thanh toan da dang, cac dich vu
hd tro, duong day nong, 1am tha tuc truc tuyén..

Xu hwéng lwa chon: Béi véi khach hang 1a doanh nghiép It hanh, mua hang
Véi s6 lwong 16n do d6 néu ¢6 riii ro xay ra di nho nhung gay téi thiét hai lon. Vi ly

do d6, dé giam thiéu rui ro va trén hét 1a tam 1y an tAm, nguoi quyét dinh mua
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thuong c6 xu huéng lya chon nhitng hdng hang khéng quen thudc hoic duoc nhiéu
doanh nghiép lir hanh trén cung thi truong luea chon.

Nhom tham khao: Theo Philip Kotler, 2001, nhém tham khao [a nhém co
anh hudng truc tiép hoic gian tiép toi thai d6 va hanh vi caa mot ca nhan. Nhom
tham khao la mot nguoi hay mot nhom nguoi cé thyc hay tudng tugng cé anh
hudong déang ké dén suy nghi, danh gia, hanh vi hay khat vong cua mot nguoi nao
d6. Theo d6, quyét dinh lva chon mua cua khach hang ludn can thdng tin va ho
thudng trao ddi voi nhitng nhém c¢b van xung quanh. Nhém tham khao hay nhom ¢
van c6 thé la nhitng chuyén vién, nhan vién cung &ng, nha cung cap dich vu....
Nhitng quan diém cia nhdm cd van sé& tdc dong dén nhan thic va chi phdi hanh vi
t6 chirc trong viéc lva chon mua.

Pic diém ca nhan: Theo Webster va Wind, 1972, ¢6 rat nhiéu nguoi tham
gia vao tién trinh mua cua t6 chuc, ho ¢6 chung muc dich va ciing chia sé nhitng rui
ro tir nhitng quyét dinh d6. Tuy c6 ciing mot muc dich nhung ban than mdi ca nhan
lai ¢6 nhitng dac diém khac nhau vi du nhu vi tri 1am viéc, chac vu cong viéc...Theo
hinh 2.3 ciing c6 dé cap toi vai trd cua dic diém ca nhan trong tién trinh ra quyét
dinh cua tb chuc.

Dua trén c4c thanh phan cua sy thoa man cong viéc, md hinh nghién ciru ban

dau dugc dé nghi nhu sau:



Giaca

H1

Thwong hi¢u

H2

Chit lweng dich vu

H3

Quang cao

H4
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Tinh thuan loi

H5

\ 4

Quyét dinh Iwa chen ciia doanh

nghiép lir hanh

Xu hwéng lwa chon

H6

Nhém tham khao

H7

H8

Pic diém ca nhan
-Bon vi cong tac

-Vi tri cbng tac

Hinh 2.8: M6 hinh nghién ciu Iy thuyét do tac gia dé xuat

(Ngudn: tac gia nghién ctru va dé xut)
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CHUONG 3: THIET KE NGHIEN CcUU

3.1.  Quy trinh nghién ciu

‘T Muc tiéu nghién ctu
y
Co so ly thuyét
A\ 4
Thao luan nhom
Nghién i
ctru Xéc dinh cac yéu té anh hudng dén viéc lua chon hang
dinh tinh hang khong van chuyén khach du lich téi Nhat Ban
A\ 4
Thiét ké bang cau hoi phong vén so bd
Phong van chuyén gia
v
Bang cau hoi hoan chinh
" -------------------
................... o
Nghién cau v
dinh lrong Nhap va xur ly so liéu (SPSS)
\ 4
l. .................. Két luan va nhan xét

Hinh 3.1: Quy trinh nghién cau

(Ngudn: T4c gia nghién ctru va dé xuat)
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3.2.  Nghién cwu so bo

3.2.1. Nghién ciru dinh tinh

Sau két qua nghién cau tai liéu, tac gia dé xuat bang cau hoi so bo (Phu luc
01). T4c gia str dung bang cau hoi so bd 1am co s& phong van nhém 10 chuyén gia
lam viéc tai Hoc vién Hang khong, lam viéc tai cac hang hang khéng, phong vé may
bay va cac chuyén gia hién dang 1am viéc tai cac doanh nghiép It hanh quéc té co
t6 chuc tour du lich dén Nhat Ban trén dia ban thanh phd H6 Chi Minh. Sau khao
sét, tc gia da diéu chinh bang cau hoi so bo (két qua diéu chinh tai phu luc 02) va

cho ra bang céu hoi chinh thiac (Phu luc 03)

3.2.2. Nghién ciru dinh lwgng

Nghién cuu chinh thirc duoc thuc hién thong qua phuong phap nghién ctiu
dinh luong. Thang do nim mirc d6 duoc st dung dé do luong cac gia tri caa bién
s6. Cach thirc 1dy mau 1a chon mau thuan tién. Bang cau hoi s& duoc sir dung lam
cdng cu dé thu thap 250 mau phuc vu cho viéc phan tich dinh lwong. Bang cau hoi
duoc guri dén ngudi khao sat dudi hinh thirc tryc tiép hoac qua email. Nghién ctu
ndy nham muc dich sang loc cac bién quan sat, xac dinh c4c thanh phan ciing nhu
gia tri va do tin cay cua thang do, kiém dinh md hinh Iy thuyét.

Viéc kiém dinh thang do véi cac gia thuyét dé ra bang cac hé sé tin cay
Cronbach’s Alpha; phan tich nhan t5 EFA, phan tich twong quan, hoi quy tuyén
tinh, phan tich phuwong sai Anova, T.Test...dya trén két qua xir ly sb liéu thong ké
qua phan mém SPSS.

3.3.  Nghién ciu chinh thirc

Nghién ctiru nay véi muc dich thu thap dit liéu, y kién danh gia, do luong cac
yéu t6 anh hudng dén quyét dinh lua chon hang hang khong van chuyén khach du
lich dén Nhat Ban cua doanh nghiép it hanh. Phuong phap thu thap thdng tin sir
dung trong nghién citu nay 1a phong van bang cach tra 1oi bang cau hoi truc tiép

hoac qua email.



3.3.1. M0 hinh nghién cwu chinh thirc

Can ctr theo nghién ctru so bg: Nghién ctru dinh tinh, nghién ctru dinh lugng

nhu trinh bay & chwong 3. Tac gia diéu chinh lai mé hinh nghién ctru nhu sau:

Giaca H1
Thwong hi¢u H2
- H3
Chat lwgng dich vu
Quang cao H4
Tinh thun loi HS >
- —— H6
Tinh phap ly
H7
Xu hwéng lwa chon
H8
Nhom tham khao —

Quyét dinh Iwa chen ciia doanh

nghiép lir hanh

H9

Pic diém ca nhan

-Bon vi cong tac

- Vi tri cbng tac

Hinh 3.2: M6 hinh nghién c&u chinh thic

(Ngudn: T4c gia nghién ctru va dé xuét)

3.3.2. Gia thuyét nghién cru chinh thic

Gia thuyét H1: Yéu t6 “Gia ca” c6 anh huéng dén quyét dinh cua doanh

nghiép lix hanh trong viéc lva chon hang hang khéng an dung van chuyén khach du

lich dén Nhat Ban.

Gia thuyét H2: Yéu t6 “Thuong hiéu” c¢d anh huong dén quyét dinh cua

doanh nghiép I hanh trong viéc lua chon hang hang khong van chuyén khach du

lich &én Nhat Ban.

Gia thuyét H3: Yéu té “Chat luong dich vu” ¢6 anh huong dén quyét dinh

cua doanh nghiép I hanh trong viéc lra chon hadng hang khdng van chuyén khach
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du lich d&én Nhat Ban,

Gia thuyét H4: Yéu t6 “Quang c40” c6 anh huéng dén quyét dinh cua doanh
nghiép i hanh trong viéc lva chon hang hang khong van chuyén khach du lich dén
Nhat Ban.

Gia thuyét H5: Yéu t6 “Tinh thuan lgi” c6 anh huong dén quyét dinh cua
doanh nghiép lit hanh trong viéc lua chon hdng hang khdng van chuyén khach du
lich dén Nhat Ban.

Gia thuyét H6: Yéu té “Tinh phap ly” c6 anh huong dén quyét dinh cua
doanh nghiép lix hanh trong viéc lua chon hang hang khong van chuyén khach du
lich &én Nhat Ban.

Gia thuyét H7: Yéu td “Xu huéng lua chon” ¢6 anh hudng dén quyét dinh
cua doanh nghiép lir hanh trong viéc lva chon hang hang khéng van chuyén khach
du lich dén Nhat Ban.

Gia thuyét H8: Yéu té “Nhom tham khao” cé anh hudng dén quyét dinh cua
doanh nghiép I hanh trong viéc lua chon hang hang khong van chuyén khach du
lich dén Nhat Ban.

Péi vai yéu té dic diém ca nhan, tac gia dua ra gia thuyét nhu sau:

Gia thuyét H9a: C6 su khac biét vé& quyét dinh lua chon hing hang khong
van chuyén khach du lich di Nhat Ban giira cac nhém c¢6 don vi cong tac khéc nhau.

Gia thuyét H9b: C6 su khac biét vé quyét dinh lua chon hang hang khong

van chuyén khéch du lich di Nhat Ban giita cAc nhém c6 vi tri cong tac khac nhau.

3.3.3 Chon mau

Mau nghién ciru dugc thuc hién ¢ chon loc trong sb nhiing lao dong dang
lam viéc tai doanh nghiép I hanh. Theo nhu 1y luan & chuong 2, tac gia chi phong
van nhimg ddi twong c6 anh huéng dén quyét dinh hra chon hdng hang khéng cua
doanh nghiép. Nhirng d6i twong nay co thé 1a truang, pho, nhan vién lam viéc tai
cac phong ban cung tng, thiét ké, diéu hanh tour, nhitng ca nhan thugc ban giam

déc.
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V& s6 lwong mau nghién cau, theo Hoang Trong — Chu Nguyén Méng Ngoc,
2008, c& mau thong thuong dugc lay phai gap 4-5 lan sb bién trong phan tich nhan
t6. Theo Hair & ctg, 1998, dé c6 thé phan tich nhan t6 kham phé can phai thu thap
du liéu voi kich thudc mau it nhat 5 mau trén 1 bién quan sat, néu dang hoi quy thi
s6 mau >8 x n +50 (n 1a s bién doc 1ap)
Nhu vay:
-Phan tich EFA:  Mau > 5 x m (m 1a s6 muc hoi trong phan tich nhan td)

Mau > 5 x 35 = 175

-Hbi quy: Mau > 8 x n+ 50 (n lasb bién doc 1ap)
Mau > 8 x 2 + 50 = 66
-T4c gia chon Mau > max(175;66) = 190
-Vay Mau > 175 > Nhu vy, ¢& mau udce luong tdi thiéu 12 175 mau.

3.3.4. Thang do, thiét ké thang do

3.3.4.1. Thang do

Dé tai nghién ciru st dung hé thdng cau hoi dong, mdi cau hoi s& ludn dua ra
cho dap vién nhitng lya chon tra loi.

Dé tai s dung thang do nim mirc do dé do ludng céc yéu té nghién cuu

trong bang céu hoi.

3.3.4.2. Thiét ké thang do
Thang do chinh thirc dugc xay dung dya trén két qua nghién ciru dinh tinh &

trén. C6 9 yéu t6 trong nghién ciru nay, dé la:

- Giaca

- Thuong hi¢u

- Chat luogng dich vu

- Quang céo

- Tinh thuan tién

- Tinh phap ly

- Xu hudng lua chon



28

- Nhom tham khao
- Yéu té ca nhan
Can ctr theo nghién ctru so bg: Nghién ctru dinh tinh, nghién ctru dinh lugng
nhu trinh bay & chwong 3. Ta ¢ cé4c bién quan sat cua thang do duoc do luong bang
thang do nam diém, cu thé nhu sau:
Thang do Gia ca, ky hiéu GC: Po luong cac yéu t6 lién quan téi gia ca cua
hang hang khong anh hudng dén quyét dinh lwa chon nha cung cap van chuyén
hanh khéach cuaa doanh nghiép It hanh

Bang 3.1:Thang do gia ca

GC Gia ca

1. | Hoa hong chiét khau cho doanh nghiép cao

2. | Gia ca canh tranh vai cac héng hang khong khac co dich vy tuong tu

Hang hang khong thuong danh nhiéu chuong trinh khuyén mai cho doanh
nghiép

4. | Gi4 ca phu hop vai chat luong dich vu

Hang hang khong cd muc gia phu hop véi chat luong loai hinh tour du lich

cua doanh nghiép

(Nguon: Diéu tra thuc té cua tac gia, thang 04/2015)
Thang do Thwong hiéu, ky hiéu TH: Po ludong cac yéu té lién quan tsi
thwong hiéu cua hdng hang khong anh huéng dén quyét dinh lya chon nha cung cap
van chuyén hanh khéach ciia doanh nghiép lit hanh

Bang 3.2:Thang do thwong hi¢u

TH Thwong hi¢u

1. | H&ng hang khéng mang thuong hiéu nudc ngoai

2. | Hang hang khong mang thuong hi€u néi dia

3. | Hang hang khéng néi dia lién doanh véi nuédce khac

(Nguon: Diéu tra thuc té cua tac gia, thang 04/2015)
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Thang do Chit lweng dich vu, ky hiéu CL: Do ludng cac yéu té lién quan

ti chat luong dich vu ciia hdng hang khdng anh huong dén quyét dinh lya chon nha

cung cap van chuyén hanh khéch cua doanh nghiép Ii hanh.

Bang 3.3:Thang do chit lweng dich vu

CL Chat lwgng dich vu
1. | Hang hang khéong cd tan suat chuyén bay cao
2. | Mang duong bay caa hing hang khong rit ngan thoi gian chuyén bay
3. | Hang hang khéng c6 kha ning bay dung gid, han ché cham chuyén, hiy chuyén
4. | Tién nghi va dich vu phuc vu trén mat dat va trén chuyén bay c6 chat luong cao

(Nguén: biéu tra thuc té cua tac gia, thang 04/2015)

Thang do Quang céo, ky hiéu QC: Po luong cac yéu tb lién quan téi viéc

quang cao cua hdng hang khong anh huong dén quyét dinh lya chon nha cung cap

van chuyén hanh khéch caa doanh nghiép It hanh.

Bang 3.4:Thang do quang cao.

QC Quang cao
1. | Hing hang khong thudng xuyén xuat hién trén cac phuong tién thong tin dai
ching
2. | Hang hang khong thuong xuyén tham gia cac hoat dong trién 1&m du lich, cac hoi
thao xtc tién du lich
3. | Hang hang khdng thuong xuyén tham gia tai trg cho cac hoat dong cua doanh

nghiép

(Nguon: Diéu tra thuc té cua tac gia, thang 04/2015)

Thang do tinh thuin lei, ky hiéu TL: Po luong cac yéu t lién quan tsi

tinh thuan loi trong qué trinh 1am viéc véi hang hang khong c6 anh hudng dén quyét

dinh lya chon nha cung cip van chuyén hanh khach cua doanh nghiép lix hanh.
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Bang 3.5:Thang do tinh thuan lgi.

TL

Tinh thuan lgi

Hang hang khong danh nhiéu tinh ning vuot troi trong viéc dit vé, doi vé,

hoan vé cho doanh nghiép

Dich vu duong day nong giai dap thac mac, phan hoi

Quy trinh, cach thuc dit chd, mua vé don gian

C6 nhiéu hinh thtc thanh toan

D& dang tim kiém thang tin

2l I Bl I S A

Dich vu giao ve tan noi

(Nguén: biéu tra thuc té cua tac gia, thang 04/2015)
Thang do tinh phap 1y, ky hiéu PL: Do ludong cac yéu té lién quan tai tinh

phap ly cua hang hang khéng c6 anh huong dén quyét dinh lya chon nha cung cap

van chuyén hanh khach cua doanh nghiép Iit hanh.

Bang 3.6:Thang do tinh phap ly.

PL Tinh phép ly

1. | Hang hang khong hoat dong c6 day du giay phép co tinh phap Iy

2. | Hang hang khéng tuan thu dung nhitng quy tic an toan hang khdng

3. | Hang hang khéng tuan thu dung nhitng quy tac an ninh hang khéng

4. | Hang hang khong tuan tha theo luat phap vé viéc giai quyét trong nhitng su
¢ hang khong nhu cham chuyén, huy chuyén, tai nan hang khéng

5. | Hang hang khéng thuc hién day du nghia vy véi nha nudc

6. | Hang hang khong cam két cung cap dung s6 luong, chat luong dich vy van
chuyén hanh khach nhu hop ddng ky két vai doanh nghiép

7. | Hang hang khéng cung cap day du ching tir, hoa don

(Nguon: Diéu tra thuc té cua tac gia, thang 04/2015)

Thang do xu hwéng lwa chon, ky hiéu XH: Do luong céc yéu té lién quan

tai xu hudong lua chon hdng hang khdng cua doanh nghiép I hanh.
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Bang 3.7:Thang do xu hwéng lwa chon.

XH Xu hwéng lwa chon
1. | Hang hang khong da ting cung cap cho doanh nghiép
2. | Hang hang khéng 1a nha cung cap mai
3. | Hang hang khong c6 mdi quan hé vai doanh nghiép
4. | Hang hang khong co6 chinh sach cham soc khach hang tot

(Nguon: Diéu tra thuc té cua tac gia, thang 04/2015)

Thang do nhém tham khao, Ky hiéu TK: Po ludng cac yéu to lién quan tsi

nhom tham khao c6 tac dong dén quyét dinh cua doanh nghiép I hanh trong viéc

lya chon hdng hang khdng cung cap dich vu van chuyén hanh khach.

Bang 3.8:Thang do nhom tham khao.

TK Nhom tham khao
1. | Theo y kién tir cac bo phan chirc ning
2. | Theo y kién tir ban lanh dao doanh nghiép
3. | Theo y kién tu van tir hdng hang khong

(Nguén: biéu tra thuc té cua tac gia, thang 04/2015)

Thang do bién phu thudc “Quyét dinh lwa chon” (Bién giai thich), ky hiéu QD.

Béang 3.9:Thang do quyét dinh

Qb Quyét dinh caa doanh nghiép
1. | Doanh nghiép sé& tiép tuc lua chon hang hang khéng van chuyén khach du
lich t6i Nhat Ban néu hang hang khong d6 mang lai su hai long va phu hop
vé6i yéu cau cua doanh nghiép
2. | Néu hdng hang khéng van chuyén khéach du lich téi Nhat ban mang lai su

hai 16ng va phi hop véi yéu cau caa doanh nghiép, doanh nghiép sé tiép tuc

lya chon hdng hang khdng trong nhitng tour du lich dén cac nudc khac

(Nguon: Diéu tra thuc té cua tac gia, thang 04/2015)
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3.3.5. Thiét ké bang cau héi va qua trinh thu thap dir liéu

Téc gia sir dung hé théng bang cau hoi dong, nghia 1a nguoi thiét ké bang
cau hoi ludn dua ra nhirng lya chon cho cau tra loi. Bang cau hoi duoc chia lam 2
phan: Phan dau la nhitng théng tin vé nhitng yéu té anh huong dén viéc lya chon
hdng hang khéng van chuyén khach du lich d&én Nhat Ban cua doanh nghiép lit
hanh. Cac yéu t6 nay bao gdm: Gia ca; Thuong hiéu; Chat luong dich vu; Quang
cao; Tinh phap ly; Tinh thuan tién; Nhdém tham khao; Xu hudng lua chon va bang
bién giai thich.

Thang do Likert 5 bac (1 1a hoan toan quan trong; 2 la khéng quan trong; 3 la
binh thuong; 4 la quan trong va 5 la hoan toan khéng quan trong) da dugc cac nha
nghién ctu trude day st dung rong rai va da c6 nhitng chirng minh vé su phu hop
cua thang do ndy . Vi ddy 1a thang do khoang cach, do d6 tac gia hoan toan co thé
st dung liéu thu thap duoc dé xir 1y, phan tich dinh luong dé xac dinh méi quan hé
tuong quan, quan hé tuyén tinh giita cac bién noi chung ciing nhu giira cac bién doc
Iap va phu thudc ndi riéng.

Phan sau 1a phan vé yéu t ca nhan vé don vi cong tac, chtc vu lam viéc cua

ca nhan tra 161 phong vén
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CHUONG 4: KET QUA NGHIEN CcUU

Tom tit chwong 3:

Chuong nay di trinh bay khai quéat vé quy trinh thuc hién va cac budc thuc
hién nghién cau cac nhan td tac dong dén quyét dinh cua doanh nghiép I hanh
trong viéc lya chon hdng hang khong van chuyén khach du lich noi dia dén Nhat
Ban.

Theo d6, tir muc tiéu nghién ctru ban dau, tac gia da thiét ké quy trinh thuc
hién tir phat trién bang cau hoi so bd, cho dén bang cau hoi chinh thirc va sir dung
dé tién hanh phong van. Bang cau hoi chinh thic tuong Gng voi 8 yéu td tac dong
chinh: Gi& ca, thwong hiéu, quang cao, tinh phap ly, tinh thuan lgi, nhom tham
khao, chat lwong dich vu, xu hudng lua chon. Sé liéu phong van dugc st dung dé
nghién ctru dinh luong nham xac dinh céc nhan t6 tac dong dén quyét dinh lva chon
hang hang khong.

Chuong 4, tac gia sé& tién hanh phan tich két qua nghién ciru bang phan mém
SPSS 16.0.

4.1. Pic diém miu nghién ciu

Cudc khao sat dugc thyc hién trong thoi gian tir thang 01 nam 2015 d&n
thang 04 nam 2015. Tai 33 doanh nghiép I hanh qudc té trén dia ban Thanh Phé
HG6 Chi Minh ¢6 t6 chire tour du lich dén Nhat Ban. Cé 250 bang cau hoi duoc phat
ra, sau khi loai trir cac phiéu tra loi khong dat yéu cau va lam sach dir liéu, mau
nghién ctru con lai 217 ban cau hoi hop I¢, dat ty & 86.8%, dap (rng c& mau n =
175. Cac phiéu bi loai do ngudi dugc khao sat khéng cung cip day du théng tin
hoic lra chon theo thir ty ting/giam dan. ..

Trong tong s6 217 d6i twong khao sat hop 1& 42 dbi twong dén tir doanh
nghiép c6 phan, chiém 19.35% ; 166 d6i twong dén tir DN TNHH, chiém 76.50% va
9 d6i twong dén tir doanh nghiép tu nhan chiém 4.15%

Xét vé vi tri cong tac co 18 dbi twong giit chirc vy Ban Giam doc, chiém

8.29%; 53 dbi twong 1a truong/phd cac bo phan chirc ning, chiém 24.42% va 146
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d6i tuong 1a nhan vién, chiém 64.28%. Cac ddi twong nay déu co vai tro cong viéc

dua ra quyét dinh lya chon hang hang khdng.

Bang 4.1: Cac doanh nghiép lir hanh dwegc khao sat tai cAc quan/huyén

STT Quan/Huyén Tén doanh nghiép
L Binh Thanh Cty TNHH Tu vin & Du lich Exotic
2. Cty CP Dich vu Chu Du Hai Bén
3. Cty TNHH Dich vu Du lich Ong Nghé
4. Cty TNHH Du lich Saudi Vina
5 Cty CP Pau tu Thuong mai Du lich Sic Viét
6. |Quanl Cty TNHH Thuong mai Dich vu Du lich Saigon Red
7. Cty TNHH Du lich va Dich vu Chau Thé Mekong
8. Cty CP Du lich Samurai
9. Cty TNHH MTV Dich vu Lir hanh Saigontourist
10. Cty TNHH Du lich Thily Duong
11. Cty TNHH Thuong mai Dich vu Du lich Sinhha
12. | Quan Tan Binh Cty TNHH Dich vu Du lich May Bay
13. Cty TNHH Thuong mai va Lit hanh Qudc té Newway
14. Cty CP Du lich World Travel
15. Ouin 4 Cty CP du lich thuvong mai dich vu thanh van tour
16. Cty CP Thuong mai Dich vu va Du lich Tan bai Quang
17. Cty CP Du lich Thuong mai Dich vy Thanh Van Tour
18. | Quan Go Vap Cty TNHH Thuong mai Dich vu Du lich Anh Sao
19.
20. A Cty TNHH TM Dich vu Du lich Mién B4t Xanh
Quan 9
21. Cty TNHH TM va DL Viét Nam Chau A Nang Bong
22. | Quan 8 Cty TNHH Dich vu Du lich Lién Luc Dia
23. | Quan Phi Nhuan | cty TNHH Du lich Saudi Vina
24. | Quan 5 Cty TNHH Thuong mai va Dich vu Nhi Gia
25. Cty CP Thuong mai Du lich & Lit hanh Umbrella
26. | Quan 11 Cty TNHH TM Dich vu Du lich Vé méy bay Thing Long
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21. Cty TNHH Thuong mai va Du lich Quéc té Bién Vang
28. | Quan 3 Cty TNHH MTV Du lich va Tiép thi Giao thong Van tai
Viét Nam - Vietravel
29. Cong ty Cé phan Dich vu Du lich & Thuong mai TST
30. | NhaBé Cty CP Du lich Lit hanh Bau Troi
31. , ) ——
Go vap Cty TNHH Du lich Hoa Tuy Lip Viét Nam
32. Cty TNHH Thuong mai va Dich vu Du lich Giap
33. | Quan 2 Cty TNHH TM-Du lich Phuong Hoang

(Nguon: T4c gia tong hop)

4.2. Kiém dinh Cronbach’s Alpha

Kiém dinh d6 tin cay cta thang do thong qua hé sé6 Cronbach’s Alpha nham loai
trir cac bién c6 hé sb twong quan bién tong nhé hon 0.3. Tiéu chuan chon thang do
khi n6 c6 do tin cay Cronbach’s Alpha > 0.7. Thang do c6 d¢ tin cay Cronbach’s
Alpha > 0.6 ciing duoc chon khi né duoc sir dung lan dau (Nunnally & Burnstein,
1994). V& ly thuyét, Cronbach’s Alpha cang cao cang tét (thang do cang c6 do tin
cdy). Cronbach’s Alpha cua cac thang do thanh phan duogc trinh bay trong cac bang
dudi day.

+ Cronbach’s Alpha ciia thang do nhén té Gia ca
Bang 4.2 : Cronbach’s Alpha ciia thang do nhén t6 Gia ca

Bién | Trung binh thang | Phuwong sai thang | Twong quan | Cronbach’s Alpha
quan sat | do néu loai bién | do néu loai bién bién téng néu loai bién

GC1 13.8986 10.9249 1242 .7965

GC2 13.8756 11.2761 6714 .8112

GC3 13.8433 11.2531 .6915 .8059

GC4 13.8986 11.8323 .5990 .8304

GC5 13.8848 11.9543 .5900 .8325

Cronbach's Alpha = .8470

(Ngudn: Phan tich dix liéu )
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Bang 4.2 cho thay, thang do nhan t6 Gia ca dugc do luong qua 5 bién quan

sat. Két qua phan tich do tin cay cua thang do (Cronbach’s Alpha) lan 1 1a 0.8470>

0.6. Bong thoi, ca 6 bién quan sat déu co twong quan bién tong > 0.3. Do vay, thang

do nhan té Gia ca dap tng do tin cay.

& Cronbach’s Alpha ciia thang do nhan t6 Thwong hiéu

Bang 4.3: Cronbach’s Alpha ciia thang do nhéan t6 Thwong hiéu lan 1

Bién Trung binh thang | Phwong sai thang | Twong quan | Cronbach’s Alpha
quan sat| do néu loai bien do neéu loai bien bien tong neu loai bien

TH1 6.4009 1.7783 4196 -.0992

TH2 6.4332 1.5985 3976 -.0887

TH3 6.7972 3.3476 -.0526 7057

Cronbach’'s Alpha =.3958

(Ngudn: Phan tich dix liéu )

Bang 4.3 cho thdy, thang do nhan t6 Thuong hiéu dugc do luong qua 3 bién

quan sat. Két qua phan tich do tin ciy cua thang do (Cronbach’s Alpha) lan 1 1a

0.3958 < 0.6. Bong thoi, bién quan sat TH3 ¢ twong quan bién téng < 0.3. Do vay,

bién quan sat TH3 khong dap tmg d tin cay. Tac gia di loai bién TH3 va két qua

phan tich db tin cay cua thang do Thuong hiéu lan 2 nhu sau:

Bang 4.4 : Cronbach’s Alpha ciia thang do nhan t6 Thwong hiéu lan 2

Bién Trung binh thang | Phwong sai thang | Twong quan | Cronbach’s Alpha
guan sat | do neéu loai bien do neéu loai bien bien tong neu loai bien

TH1 3.3825 1.1817 5476

TH? 3.4147 .9846 5476

Cronbach's Alpha =.7057

(Ngudn: Phan tich dit liéu )

Bang 4.4 cho thiy, thang do nhan t6 Thuong hiéu dugc do luong qua 2 bién

quan sat. Két qua phan tich do tin ciy cua thang do (Cronbach’s Alpha) lan 2 1a
0.7057 > 0.6. Do vy, thang do nhan t6 Thuong hiéu sau khi loai bién TH3 dap ting

do tin cay.




& Cronbach’s Alpha ciia thang do nhén to Tinh phap ly
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Bang 4.5: Cronbach’s Alpha ciia thang do nhén té Tinh phap Iy

Bién | Trung binh thang | Phwong sai thang | Twong quan | Cronbach’s Alpha
quan sat | do néu loai bién do néu loai bién bién tong néu loai bién
PL1 20.3410 21.1424 7364 8460
PL2 20.3779 21.5325 7018 .8508
PL3 20.4147 22.0031 6026 .8668
PLA 20.3272 22.6563 5800 8545
PL5 20.2949 23.0885 5745 8671
PLG 20.3041 22.2219 6762 8486
PL7 20.3088 21.8163 7227 8647

Cronbach's Alpha =.8750

(Ngudn: Phan tich dix liéu )

Bang 4.5 cho thdy, thang do nhan t6 Tinh phép 1y dugc do ludng qua 7 bién

quan sat. Két qua phan tich do tin ciy cua thang do (Cronbach’s Alpha) lan 1 1a

0.8750 > 0.6. Bong thai, ca 7 bién quan sat déu co tuong quan bién téng > 0.3. Do

vay, thang do nhan t6 Tinh phap 1y dap tmg do tin cay.

& Cronbach’s Alpha ciia thang do nhén t6 Quang céo

Bang 4.6: Cronbach’s Alpha ciia thang do nhén t6 Quang céo lan 1

Bién Trung binh thang | Phwong sai thang | Twong quan | Cronbach’s Alpha
quan sat | do néu loai bién do néu loai bién bién téng néu loai bién

QC1 6.7189 3.3327 .0268 6157

QC2 6.1935 1.7587 .3569 0977

QC3 6.3779 1.6251 4034 -.0202

Cronbach's Alpha =.4207

(Ngudn: Phan tich dix liéu )

Bang 4.6 cho thay, thang do nhan t6 Quang cdo duogc do luong qua 3 bién

quan sat. Két qua phan tich do tin ciy cua thang do (Cronbach’s Alpha) lan 1 1a
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0.4207 < 0.6. Bong thai, bién quan sat QC1 ¢6 trong quan bién téng < 0.3. Do vay,

bién quan sat QC1 khong dap tng do tin cay. TAc gia di loai bién QC1 va két qua

phan tich do tin cay cua thang do Quang co lan 2 nhu sau:

Bang 4.7: Cronbach’s Alpha ciia thang do nhén t6 Quang cao lan 2

Bién | Trung binh thang | Phwong sai thang | Twong quan | Cronbach’s Alpha
quan sat | do néu loai bién | do néu loai bién bién téng néu loai bién

QC2 3.2673 1.1690 4448

QC3 3.4516 1.1377 4448

Cronbach's Alpha =.6157

(Ngudn: Phan tich dix liéu )
Bang 4.7 cho thay, thang do nhan t6 Quang céo duoc do ludng qua 2 bién

quan sat. Két qua phan tich d6 tin ciy cua thang do (Cronbach’s Alpha) lan 2 1
0.6157 > 0.6. Do vay, thang do nhan t6 Quang co sau khi loai bién QC1 dép ting

do tin cay.

4 Cronbach’s Alpha ciia thang do nhén té Tinh thuan lgi

Bang 4.8: Cronbach’s Alpha ciia thang do nhén t6 Tinh thuan lgi lan 1

Bién Trunq binh tha’ng Phu’m’lg sai tha,ng Tu’o:ng quan Cror]bach’s A]pha
quan sat | do neéu loai bien do neéu loai bien bien tong neu loai bien

TL1 17.1429 8.8267 6579 5763

TL2 17.1705 8.8273 6347 5841

TL3 17.1198 9.6245 5449 .6209

TL4 17.0737 9.6056 5269 .6267

TL5 16.7834 13.0871 .0664 1541

TL6 16.2535 12.9308 1420 .71298
Cronbach's Alpha =.7001

(Nguon: Phan tich dix liéu )
Bang 4.8 Cho thy, thang do nhan t6 Tinh thuan loi duoc do ludng qua 6 bién quan

sat. Két qua phan tich do tin ciy cua thang do (Cronbach’s Alpha) lan 1 1a 0.7001>
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0.6. Tuy nhién, bién quan sat TL5 va TL6 co6 twong quan bién tong < 0.3. Do vay,

bién quan sat TL5 va TL6 khong dap tung d6 tin cay. TAc gia da loai bién TL5 va

TL6 va két qua phan tich do tin cay cua thang do Tinh thuén lgi lan 2 nhu sau:.

Biang 4.9: Cronbach’s Alpha ciia thang do nhén té Tinh thuin lgi lan 2

Bién Trung binh thang | Phwong sai thang | Twong quan |Cronbach’s Alpha
quan sat | do néu loai bién do néu loai bién bién tong néu loai bién

TL1 9.5622 7.1639 .7110 (748

TL2 9.5899 7.1042 .6988 .7803

TL3 9.5392 7.6941 6363 .8078

TL4 9.4931 7.6122 6290 8111
Cronbach's Alpha =.8372

(Ngudn: Phan tich dix liéu )

Bang 4.9 cho thdy, thang do nhéan té Tinh thuan loi duoc do luong qua 4 bién

quan sat. Két qua phan tich do tin cay cua thang do (Cronbach’s Alpha) lan 2 1a
0.8372 > 0.6. Do vay, thang do nhan t6 Tinh thuan loi sau khi loai bién TH5,TH6
dap rng do tin cay.

4 Cronbach’s Alpha ciia thang do nhén t6 Chat lwgng dich vu

Bang 4.10: Cronbach’s Alpha ciia thang do nhan té6 Chat lweng dich vu

Bién Trung binh thang | Phwong sai thang | Twong quan | Cronbach’s Alpha
quan sat | do néu loai bién do néu loai bién bién tong néu loai bién

CL1 9.8986 6.2582 .6749 .6957

CL2 9.9263 6.3001 .5857 1423

CL3 9.8249 6.8673 .5629 7521

CL4 9.9447 6.6543 5647 7515

Cronbach's Alpha =.7881

(Ngudn: Phan tich dix liéu )
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Bang 4.10 cho thay, thang do nhan t6 Chit luvgng dich vu duoc do luong qua

4 bién quan sat. Két qua phan tich d tin cay caa thang do (Cronbach’s Alpha) lan 1

1a 0.7881 > 0.6. Pong thoi, ca 4 bién quan sat déu co tuong quan bién tong > 0.3.

Do vay, thang do nhéan t6 Chat lugng dich vu dap tng do tin cay.

4 Cronbach’s Alpha ciia thang do nhan t6 Xu hwéng lwa chon

Bang 4.11: Cronbach’s Alpha ciia thang do nhan t6 Xu hwéng lwa chon

Bién | Trung binh thang | Phwong sai thang | Twong quan | Cronbach’s Alpha
quan sat | do néu loai bién | do néu loai bién bién téng néu loai bién

XH1 10.2212 5.6175 .6700 1397

XH2 10.1889 6.0058 5835 7812

XH3 10.2765 5.5621 .6392 1554

XH4 10.1382 6.1197 .6168 .71664
Cronbach's Alpha =.8095

(Ngudn: Phan tich dix liéu )

Bang 4.11 cho thiy, thang do nhan t6 Xu hudng lya chon duoc do luong qua

4 bién quan sat. Két qua phan tich do tin ciy cua thang do (Cronbach’s Alpha) lan 1

12 0.8095> 0.6. Bdng thoi, ca 4 bién quan sat déu ¢ twong quan bién tong > 0.3. Do

vay, thang do nhan t6 Xu huéng lua chon dap tng do tin cay.

& Cronbach’s Alpha ciia thang do nhan t6 Nhém tham khao

Bang 4.12: Cronbach’s Alpha ciia thang do nhan t6 Nhom tham khao

Bién Trung binh thang | Phwong sai thang | Twong quan Cronbach’s Alpha
quan sat | do néu loai bién | do néu loai bién bién téng néu loai bién

TK1 5.8433 2.5031 .6008 7321

TK2 5.7604 2.5349 6776 6591

TK3 5.6866 2.2625 6042 7370

Cronbach's Alpha =.7846

(Ngudn: Phan tich dix liéu )
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Bang 4.12 cho thiy, thang do nhan t6 Nhom tham khao dugc do ludong qua 3
bién quan sat. Két qua phan tich do tin cay cua thang do (Cronbach’s Alpha) lan 1
13 0.7846> 0.6. Bdng thoi, ca 3 bién quan sat déu c6 twong quan bién tong > 0.3. Do
vay, thang do nhan t6 Nhom tham khao dap tng do tin cay.

& Cronbach’s Alpha ciia thang do nhan té6 Quyét dinh cia doanh nghiép
Bang 4.13: Cronbach’s Alpha ciia thang do nhan té6 Quyét dinh cia doanh

nghiép

Bién Trung binh thang | Phwong sai thang | Twong quan Cronbach’s Alpha
quan sat | do néu loai bién do néu loai bién bién tong néu loai bién

QD1 3.5392 3700 4694

QD2 3.5346 .3888 4694

Cronbach's Alpha =.6388

(Ngudn: Phan tich dit liéu )

Bang 4.13 cho thay, thang do nhan t6 Quyét dinh cua doanh nghiép duoc do
ludng qua 2 bién quan sat. Két qua phan tich do tin cay cua thang do (Cronbach’s
Alpha) lan 1 13 0.6388> 0.6. Bong thoi, ca 2 bién quan sat déu c6 tuong quan bién
téng > 0.3. Do vdy, thang do nhéan té Quyét dinh cua doanh nghiép dap tng do tin

cay.
KET LUAN:

Sau khi do luong do tin cdy cua cac nhan té théng qua hé sb Cronbach’s
Alpha, két qua d4nh gia thang do ctia 8 nhan t6 dugc tong hop nhu sau:

(1): Gia ca: c6 5 bién quan sat 1 GC1, GC2, GC3, GC4, GC5

(2): Thwong hiéu: ¢6 2 bién quan sat 1a TH1, TH2.

(3): Tinh phép Iy: ¢6 7 bién quan sat 1a PL1, PL2, PL3, PL4, PL5, PL6, PL7

(4): Quang céo: c6 2 bién quan sét 1a QC2, QC3

(5): Tinh thuan lgi: cé 4 bién quansatlaTLl, TL2, TL3, TL4

(6): Chat lugng dich vu khai thac: cé 4 bién quan sét 1a CL1, CL2, CL3, CL4

(7): Xu hudng lua chon: ¢6 4 bién quan sat 1a XH1, XH2, XH3, XH4
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(8): Nhom tham khao: c6 3 bién quan sat 1a TK1, TK2, TK3

4.3. Phan tich nhan té kham pha (EFA)

Phuong phéap phén tich nhan td kham pha (EFA) duogc sir dung dé thu nho va
tom tat dir liéu. Trong nghién ciru nay, phuong phap EFA dua vao mdi twong quan
giita cac bién véi nhau dé rat gon thanh nhitng nhan t6 c6 nghia hon. Cu thé, khi
dua tat ca cac bién thu thap duoc (31 bién) vao phan tich, cac bién c6 thé co lién hé
v6i nhau. Khi d6, chung s& dugc gom thanh cac nhdm bién ¢ lién hé dé xem xét va
trinh bay dudi dang cac nhan té co ban tac dong dén quyét dinh caa doanh nghiép
It hanh trong viéc lya chon hang hang khong van chuyén khach du lich ¢én Nhat

Ban.

Nghién ciru tién hanh st dung phuong phap trich hé sb Principal component
véi phép quay Varimax tai diém ding khi trich cac yéu t6 c6 Eigenvalue > 1. Thang
do nao co tong phuong sai trich tir 50% tro 1én 1a duoc chap nhan (Gerbing &
Anderson, 1988). Céc hién c6 trong sé (Factor loading) nhé hon 0.5 s& bi loai. Tai
mdi khai niém cd chénh léch trong sb (Factor loading) 16n nhat va bat ky phai dat >
0.3 (Jabnoun & AL-Tamini, 2003). Trong phan tich nhan t4, yéu cau can thiét 1a hé
s6 KMO (Kaiser — Meyer — Olkin) phai c6 gia tri 16n (0.5 < KMO < 1), diéu nay
thé hién phan tich nhan té 1a thich hop. Néu hé s6 KMO < 0.5 thi phan tich nhan té
c6 kha ning khong thich hop véi cac dit liéu. Theo Kaiser (1974), KMO > 0.9 1a rat
tét; 0.9 > KMO > 0.8 1a tot; 0.8 > KMO > 0.7 1a dugc; 0.7 > KMO > 0.6 1a tam
duogc, 0.6> KMO > 0.5 1a xdu va KMO < 0.5 1a khdng thé chap nhan duoc (Hoang
Trong va Mong Ngoc, 2008).

Téc gia tién hanh phan tich nhan té khdm pha (EFA) theo timg budc. Lan
dau thuc hién EFA, 31 bién d3 nhom lai thanh 7 nhan t4. Sau 2 lan thuc hién phép

quay, chi ¢6 7 nhom chinh thirc dugc hinh thanh.

4.3.1. Phan tich nhan té kham pha (EFA) lan th& nhat
Khi phan tich nhan té, nghién ciru dit ra 2 gia thuyét:
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Gia thuyét H,: Céc bién trong tong thé khong c6 tuong quan véi nhau.

Gia thuyét Hy: Céc bién trong tong thé co twong quan vai nhau

Bang 4.14: Hé s6 KMO va kiém dinh Barlett cac thanh phan lan thi nhat

Kiém tra KMO and Bartlett's

Hé sé6 KMO (Kaiser-Meyer-Olkin) 854
Gia tri Chi-Square 3275.467

M6 hinh kiém tra cia Bartlett Bac tu do 465
Sig (gia tri P — value) .000

(Ngudn: Phan tich dit liéu )

Két qua kiém dinh Barlett cho thay giira cac bién trong tong thé c6 mdi

trong quan voi nhau (sig = 0.00 < 0.05, bac bé Hy, nhan H;). Bong thoi, hé sé

KMO = 0.854 > 0.5, chitng to phan tich nhan td d¢é nhdm céc bién lai véi nhau 1a

thich hop va dix liéu pht hop cho viéc phan tich nhan té.

Biang 4.15: Bang phwong sai trich 1an thir 1

) Gia tri Eigenvalues Chi s6 sau khi trich Chi s6 sau khi xoay
"6 | ring | Pivoms [ Th I phuong [ TR Toomg | T 10
sal trich sai trich sal trich sai trich sai trich sai trich
1 8.542 | 27.556 | 27.556 | 8.542 | 27.556 | 27.556 | 4.148 | 13.380 13.380
2 2.947 | 9.507 37.063 | 2.947 | 9.507 37.063 | 3.260 | 10.518 23.898
3 2.245 | 7.243 | 44306 | 2.245 | 7.243 | 44.306 | 2.811 | 9.068 32.966
4 2.005 | 6.469 50.775 | 2.005 | 6.469 50.775 | 2.614 | 8.434 41.400
5 1.751 | 5.648 56.423 | 1.751 | 5.648 56.423 | 2.586 | 8.340 49.740
6 1325 | 4.274 60.697 | 1.325 | 4.274 60.697 | 2.414 | 7.787 57.527
7 1231 | 3.972 64.670 | 1.231 | 3.972 64.670 | 2.214 | 7.143 64.670
8 909 2.932 67.601
(Ngudn: Phan tich dit liéu )
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Bang 4.15 cho thay, cac nhan t6 déu c6 gia tri Eigenvalues > 1. Véi phuong
phap rat trich Principal components va phép quay Varimax, c6 7 nhan té duoc rit
trich ra tir bién quan sat. Phuong sai trich 13 64.670% > 50% la dat yéu cau. Diéu
nay chang cho ching ta thdy 7 nhan té rat trich ra thé hién duoc kha nang giai thich

duoc 64.670% sy thay doi cua bién phu thudc trong tong thé.

Bang 4.16: Két qua phan tich nhan té EFA lan thir nhat
MA TRAN XOAY

Bién quan sat Nhan t6

1 2 3 4 5 6 7

PL7 .785 .302

PL1 776

PL6 .761 281

PL2 (57

PL3 678 248

PL4 .651 201

PL5 642 245 .210

GC1 790

GC3 .766 231

GC2 754

GC5 709

GC4 705 220

TL1 .825

TL2 277 .799

TL3 210 17

TL4 692 297

TH1 74

TH2 142

QC2 .660 253

QC3 643 .258 224

CL1 232 .768

CL2 719

CL3 203 .682 215

CL4 319 .670

XH1 .785

XH2 225 754

XH3 .310 234 213 .650

XH4 314 .250 595

TK2 .859

TK1 .818

TK3 .810

(Ngudn: Phan tich dix liéu )
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Nhu vy, thang do dugc chap nhan va duoc phan thanh 7 nhom. Trong d6 bién

XH4 c6 chénh léch trong sé (Factor loading) 16n nhat va bat ky phai dat < 0.3. Tién

hanh loai bién XH4, ta ¢ két qua & 1an phan tich thir hai nhu bén dudi.

4.3.2. Phan tich nhan té kham pha (EFA) lan th hai

Qua phan tich nhan td khdm phé EFA lan thir 2, két qua nhu sau:

Bang 4.17: Hé s6 KMO va kiém dinh Barlett c4c thanh phan lan hai

Kiém tra KMO and Bartlett's

Hé s6 KMO (Kaiser-Meyer-Olkin) 845
Giéa tri Chi-Square 3119.904

M6 hinh kiém tra cia Bartlett Bac tw do 435
Sig (gié tri P — value) .000

(Ngudn: Phan tich dit liéu )

Bang 4.18: Bang phwong sai trich 1an thi 2

) Gia tri Eigenvalues Chi s6 sau khi trich Chi s6 sau khi xoay

Nhan ; ~ ; ~ ; <

t | Tong | Phwong| LU ring | Phuong| U gng | Phone | L

sai trich sai trich sai trich sai trich sai trich sai trich

1 8.132 | 27.108 | 27.108 | 8.132 | 27.108 | 27.108 | 4.141 13.803 13.803
2 2.940 0.801 36.909 | 2.940 | 9.801 36.909 | 3.244 10.812 24.615
3 2.192 7.305 44214 | 2.192 | 7.305 44.214 | 2.797 9.325 33.940
4 1.990 6.635 50.849 | 1.990 | 6.635 50.849 | 2.569 8.564 42.503
5 1.748 5.828 56.677 | 1.748 | 5.828 56.677 | 2.551 8.503 51.007
6 1.276 4.253 60.930 | 1.276 | 4.253 60.930 | 2.194 7.314 58.321
7 1.209 4.030 64.959 | 1.209 | 4.030 64.959 | 1.992 6.639 64.959
8 .909 3.029 67.989

(Ngudn: Phan tich dit liéu )

Bang 4.18 cho thay, cac nhan td déu c6 gia tri Eigenvalues > 1. V&i phuong

phap rat trich Principal components va phép quay Varimax, c6 7 nhan t6 duoc rat

trich ra tir bién quan sat. Phuong sai trich 1a 64.959% > 50% la dat yéu cau. Diéu

nay chimg cho chung ta thiy 7 nhn t rat trich ra thé hién duoc kha ning giai thich

dugc 64.959% sy thay ddi cia bién phu thudc trong tong thé.
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Bang 4.19: Két qua phan tich nhan té EFA lan thi hai

MA TRAN XOAY

Bién quan sat

Nhan to

4

PL7

.186

.303

PL1

A74

202

PL2

761

PL6

.760

281

PL3

674

.264

PL4

.660

PL5

.648

247

207

GC1

791

GC3

.769

250

GC2

.753

GC5

712

GC4

702

225

TL1

827

TL2

277

.800

TL3

209

719

TL4

694

296

TH1

778

TH2

q47

QC2

.660

.253

QC3

.650

262

CL1

.236

770

CL2

201

721

CL3

.208

685

202

CL4

319

670

TK2

.860

TK1

821

TK3

812

XH1

784

XH2

227

770

XH3

318

.253

226

631

KET LUAN:

Sau 2 lan thyc hién phuong phéap rat trich Principal components va phép

(Ngudn: Phan tich dix liéu )

quay Varimax, két qua cac nhém dugc gom lan cubi nhu sau:

PL7.

Nhom 1 (nhan t6 Tinh phép ly) gom 7 bién: PL1, PL2, PL3, PL4, PL5, PLS6,
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- Nhém 2 (nhan té Giéa ca) gom 5 bién: GC1, GC2, GC3, GC4, GC5
- Nh6m 3 (nhan té Tinh thuan loi) gom 4 bién: TL1, TL2, TL3, TL4
- Nhém 4 (nhan té Thuong hiéu va quang cdo) gom 4 bién: TH1, TH2, QC2,

- Nhoém 5 (nhan t6 Tinh Chat Iuong dich vy) gém 4 bién: CL1, CL2, CL3, CL4
- Nhém 6 (nhan t6 Nhém tham khao) gom 3 bién: TK1, TK2, TK3
- Nh6m 7 (nhan t6 Xu huéng) gom 3 bién: XH1, XH2, XH3

4.3.3. Két luan phan tich nhan t6 kham pha mé hinh do hrong

Tir két qua phan tich EFA va Cronbach Anpha nhu trén, mé hinh nghién ctu
ly thuyét chinh thire diéu chinh géom 7 nhan té tac dong dén quyét dinh cua doanh
nghiép lix hanh trong viéc lva chon hang hang khéng van chuyén khach du lich dén
Nhat Ban. Cu thé, md hinh nay c6 8 bién thanh phan, trong d6 c6 7 bién doc lap va

mot bién phu thudc.

Cac gia thuyét cho md hinh nghién ctru chinh thirc nhu sau:
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Fler
Tinh phap ly

F2cr
Giaca

F3cr
Tinh thuan loi

F4
Thuong hiéu & quang cao 1
Chat lugng dich vu F50;
Nhém tham khao F6er

Flcr

Xu huéng lya chon

Quyét dinh lya chon caa doanh

nghiép It hanh

Hinh 4.1: M6 hinh chinh thikc vé quyét dinh cia doanh nghiép lir hanh trong

viéc lwa chon hdng hang khong van chuyén khach du lich ndi dia dén Nhat Ban

Flcr: Tinh phép ly c6 tac dong cung chiéu dén quyét dinh cua doanh nghiép

It hanh trong viéc lva chon hang hang khéng van chuyén khach du lich dén Nhat

Ban.

F2cr: Gié ca co tac dong cuing chiéu dén quyét dinh cua doanh nghiép lit hanh

trong viéc lra chon hang hang khéng van chuyén khach du lich ¢én Nhat Ban.

F3cr: Tinh thuan loi c6 tac dong cung chiéu dén quyét dinh cua doanh nghiép

It hanh trong viéc lva chon hang hang khoéng van chuyén khach du lich dén Nhat

Ban.
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F4cr: Thuong hiéu va quang co c6 tac dong cing chiéu dén quyét dinh cua
doanh nghiép lir hanh trong viéc lua chon hang hang khong van chuyén khach du
lich dén Nhat Ban.

F5ct: Chat lugng dich vu co tac dong clng chiéu d&én quyét dinh cua doanh
nghiép lir hanh trong viéc lya chon hang hang khdng van chuyén khach du d¢én Nhat
Ban.

F6cr- Nndm tham khao co tac dong cung chiéu dén quyét dinh cua doanh
nghiép i hanh trong viéc lva chon hang hang khong van chuyén khach du lich dén
Nhat Ban.

F7cr: Xu hudng c6 tic dong cung chiéu dén quyét dinh cua doanh nghiép it

hanh trong viéc lua chon hang hang khéng van chuyén khach du lich dén Nhat Ban.
4.4. Phan tich md hinh hai qui tuyén tinh da bién

4.4.1. Kiém dinh md hinh hdi qui tuyén tinh da bién

Phuong trinh hdi quy tuyén tinh biéu dién mdi quan hé gitra cac nhan t6 tac
dong va quyét dinh cua doanh nghiép lit hanh trong viéc lya chon hdng hang khéng
van chuyén khéch du lich dén Nhat Ban c6 dang nhu sau:

Y =Pot+ PiF1+ PoFo+ PsFs+ BaFat PsFs. PoFe + PrF7

Hoac:

Quyét dinh cua doanh nghiép lit hanh trong viéc lya chon hdng hang khong
van chuyén khach du lich dén Nhat Ban = B + B1* Tinh phéap Iy + B,* Gidca + B
* Tinh thuan loi + B ,* T. hiéu va quang co + B s* Chit luong dich vu + B ¢* Nhém

tham khao + B 7* Xu hudng
4.4.2. Kiém tra céc gia dinh md hinh hdi quy
Kiém tra céc gia dinh sau:

- Phuong sai ctia sai s6 (phan du) khong doi.
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- Céc phan du c6 phan phdi chuan.
- Khéng c6 mdi trong quan giita cac bién doc lap.

Néu céc gia dinh nay bi vi pham thi cac u6c lugng khong dang tin cay nira
(Hoang Trong - Mong Ngoc, 2008).

4.4.2.1. Kiém dinh gia dinh phwong sai ciia sai s6 (phan dw) khong ddi

Pé kiém dinh gia dinh phuong sai cua sai s6 (phan du) khong ddi, ta st dung
d6 thi phan tan caa phan du da duoc chuan hoa (Standardized Residual) va gia tri du
bao da dugc chuan hoa (Standardized predicted value). Hinh 4.2 cho thay cac phan
du phan tan ngiu nhién quanh truc O (1 quanh gia tri trung binh cua phan du) trong

mot pham vi khong ddi. Piéu ndy c6 nghia 1a phuong sai ctia phan du khong doi.

Scatterplot
Dependent Variable: QD

34 Op

Regression Standardized Residual
o =
o
[u}
[m]
|:|E
& &
| g
I:II:I
@
L
=]
/
[m]
o a
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Hinh 4.2: P thi phan tan giira gia tri duw doan va phan duw tir hdi qui

4.4.2.2. Kiém tra gia dinh cac phan dw ¢é phan phdi chuin
Phan du c6 thé khéng tuan theo phan phdi chuan vi nhitng 1y do nhu st dung

sai md hinh, phuong sai khong phai la hang s6, sé lugng cac phan du khong du
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nhiéu d& phan tich... (Hoang Trong - Mong Ngoc, 2008). Biéu db tin sb
(Histogram, Q-Q plot, P-P plot) caa cac phan du (da dugc chuan hoa) duoc sir dung

dé kiém tra gia dinh nay.

Normal P-P Plot of Regression Stand:

Dependent Variable: QD
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Hinh 4.3: P thi P-P Plot cia phin dw — da chuin hoa
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Hinh 4.4: Po thi Histogram ciia phan dw — di chuan hoa
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Két qua tir biéu d6 tan sb Histogram cua phan du cho thdy, phan phdi cua
phan du chuan véi do léch chuan Std. Dev = 0.99). Diéu nay c6 nghia 14 gia thuyét
phan phéi chuan cia phan du khong bi vi pham.

Két qua tir biéu db tan sé P-P plot cho thdy cac diém phan tan xung quanh
duoc ky vong. Ciing cho thiy gia dinh phan phdi chuan cua phan du khéng bi vi
pham.

4.4.2.3. Ma tran twong quan
Truéc khi di vao phéan tich hoi qui ta cin xem xét sy twong quan giita cac

bién doc lap va bién phu thudc.

Bang 4.20: Ma tran twong quan giira bién phu thudc va céc bién déc lap

Quyét

F1 F2 F3 F4 F5 F6 F7 dinh

F1 | Pearson Correlation 1|.322*%* | 276** | .384** | .324** | 498** | - 034 | .468**

Sig. (2-tailed) . .000 .000 .000 .000 .000| .617 .000

N 217 217 217 217 217 217 | 217 217

F2 | Pearson Correlation | .322** 1| .444** | 359**  364** | .341** | -.067 | .548**

Sig. (2-tailed) .000 . .000 .000 .000 .000 | .328 .000

N 217 217 217 217 217 217 | 217 217

F3 | Pearson Correlation | .276** | .444** 1].308** | .441** | .284**  -126 .447**

Sig. (2-tailed) .000 .000 : .000 .000 .000 | .065 .000

N 217 217 217 217 217 217 | 217 217

F4 | Pearson Correlation | .384** | .350** | 308** 1|.482** | 450** | -.029 | .520**

Sig. (2-tailed) .000 .000 .000 : .000 .000 | .670 .000

N 217 217 217 217 217 217 | 217 217

F5 | Pearson Correlation | .324** | .364** | .441** | .482** 1].381**|-.035| .507**

Sig. (2-tailed) .000 .000 .000 .000 . .000| .612 .000

N 217 217 217 217 217 217 | 217 217

F6 | Pearson Correlation | .498** | .341** | .284** | 450**  .381** 1/-.032 .554**

Sig. (2-tailed) .000 .000 .000 .000 .000 .| .636 .000

N 217 217 217 217 217 217 | 217 217

F7 | Pearson Correlation -034| -067, -126| -.029| -.035| -.032 1 -.074

Sig. (2-tailed) .617 .328 .065 670 .612 .636 . .280

N 217 217 217 217 217 217 | 217 217

Qu | Pearson Correlation | .468** | .548** | 447** | 520** | 507** | .554** | - 074 1
yét Sig. (2-tailed) .000 .000 .000 .000 .000 .000 | .280

dr!]n N 217 217 217 217 217 217 | 217 217

(Nguén: Phy luc 4)
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Ma tran trén cho thay méi twong quan giira bién phu thudc quyét dinh cua
doanh nghiép lix hanh trong viéc lya chon hang hang khéng van chuyén khéach du
lich dén Nhat Ban (Hé sé Pearson) véi mot s6 bién doc 1ap 16n hon 0.1 va sig.<0.05
la: F1,F2,F3,F4,F5,F6, con lai bién F7 c6 hé¢ sé Pearson = -0.034<0.1
(sig.=0.617>0.05). Piéu d6 ching té rang bién F7 khong c6 méi twong quan véi
bién phu thudc. Nhu vay, ta c6 thé két luan bién doc lap gom: F1,F2,F3,F4,F5,F6 va

c6 thé dua vao mo hinh dé giai thich cho bién phu thuoc QP.

Bén canh d6, khi quan sat ma tran hé sé twong quan ta thay cac bién doc 1ap
khéng c¢6 mdi quan hé twong quan vai nhau, hé s6 tuong quan déu 16n hon 0.1 va
sig.<0.05, do d6 khi dua cac bién trén vao phan tich hdi quy khdng can phai xem

xét ky dén hién tuong da cong tuyén cua cac bién nay.

4.5. Phan tich hai quy

Phan tich héi quy duoc thuc hién nham xem xét mirc d6 anh hudng cua céc
yéu té dén quyét dinh cua doanh nghiép lix hanh trong viéc lva chon hing hang
khong van chuyén khach du lich &én Nhat Ban. Dwa vao két qua phan tich tuong

quan, thi c6 6 bién doc lap c6 quan hé véi bién phu thuoc 1a: F1, F2, F3, F4, F5, F6.

Str dung hdi quy boi nham xac dinh phuong phap Enter: dwa cac bién doc 1ap
vao cung chay mét luc. Pay la phuong phap mac dinh trong chuong trinh. M6 hinh
hoi vai trd quan trong cua tirng nhan té trong viéc danh gia mdi quan hé giira cac
yéu té tac dong dén quyét dinh cia doanh nghiép lir hanh trong viéc lua chon hing
hang khong van chuyén khach du lich dén Nhat Ban. Dé danh gia d6 phu hop cua
mé hinh, cac nha nghién ciu sir dung hé sé xac dinh R? dé danh gia mac do phu
hop cua mé hinh nghién ciu, hé s6 xac dinh R? duoc ching minh 1a ham khdng

giam theo sb bién doc 1ap duoc dua vao mé hinh.

Do vay, trong hdi quy tuyén tinh boi thuong ding hé sé R-quare diéu chinh
dé danh gia do phi hop ctia mé hinh vi nd khdng thdi phdng mac do phi hop cua
mé hinh. Hé s6 Beta chuan hoa duoc dung dé danh gia mirc d6 quan trong cua ting

nhan td, hé s6 Beta chuan hoa cua bién ndo cang cao thi mac do tac dong caa bién
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d6 vao quyét dinh caa doanh nghiép lir hanh trong viéc luya chon hang hang khéng

van chuyén khéach du lich dén Nhat Ban cang I6n (Hoang Trong va Mong Ngoc,

2005).

4.5.1. Kiém dinh dd phu hep cia md hinh hdi qui tuyén tinh da bién

Kiém dinh F vé tinh phd hop cua md hinh héi quy tuyén tinh tong thé. Piéu

nay cho ching ta biét bién phy thudc co trong quan tuyén tinh véi toan bo bién doc

lap hay khong. Dit gia thuyét Hy 12: ag = a, = a, = a3 = a4 = as= ag= a; = 0.

Kiém dinh F va gié tri cua sig.

Bang 4.21 : Kiém dinh tinh phd hop cia mé hinh héi quy tuyén tinh da bién

ANOVA"
M hinh | Tong binh phwong Bactwdo | Trung binh binh phwong F Sig.
Hbi qui 32.897 6 5.483 42.164 | .000
Phan du 27.308 210 130
Téng 60.205 216

a Bién doc lap: (Constant) F6, F3, F4, F2, F1, F5

b Bién phu thugc: Quyét dinh

(Ngudn: Phan tich dit liéu )

Nhan thay gia trj Sig. rat nho (< 0.05) nén bac bo gia thuyét Hy. Piéu nay c6

¥ nghia 13 cac bién doc 1ap trong mé hinh c6 twong quan tuyén tinh véi bién phu

thudc, tac 1a su két hop cua cac bién doc 1ap co thé giai thich duogc su thay ddi cua

bién phuy thudc.
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4.5.2. Két qua phan tich héi quy

Bang 4.22: Bang phan tich két qua hdi quy

MR R? R 2 higu chinh Hé sé chuin cita wée lwgng
1 | 739 546 533 36061

(Ngudn: Phan tich dix liéu )

Bang 4.23: Cac thong sb théng ké trong md hinh héi qui bing phwong phap

Enter
] .| Hésbchuén ) )
H¢ so chwa chuan hoa héa Thong ké da cgng tuyen
Mo hinh — t Sig. _ _
Sal so H¢ so H¢ so
B 2 Beta
chuan Tolerance VIF
(hang s6) 1.269 147 8.645 | .000
F1 .081 .038 119 2.149 | .033 699 1.431
F2 167 .035 .263 4.786 | .000 714 1.400
F3 .066 .033 111 2.009 | .046 .706 1.415
Fa 104 .037 163 2.831 | .005 .654 1.529
F5 .099 .037 154 2.662 | .008 648 1.542
F6 155 .037 242 4.188 | .000 647 1.545
Bién phu thudc: QP

(Ngudn: Phan tich dit liéu )

Két qua hoéi quy tuyén tinh boi cho thay mé hinh c6 hé sé xac dinh R2

(coefficient of determination) 1a 0.546 va R2 diéu chinh (adjusted R square) la

0.533. Nhu vay, md hinh giai thich dugc 53.3% tac dong cua cac yéu to dén quyét

dinh cua doanh nghiép Iix hanh trong viéc lya chon hang hang khdng van chuyén
khach du lich dén Nhat Ban.

Dua vao bang két qua hoi quy cua ting bién, cho thdy hé sé phong dai

phuong sai VIF (variance inflation factor) rat nho (nhé hon 2) cho thay céc bién doc

lap khong c6 quan hé chat ché véi nhau nén khdng cé hién tuong da cong tuyén xay
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ra. Do d6, méi quan hé gitta cac bién doc 1ap khong anh huéng dang ké dén két qua
giai thich cia mé hinh hdi quy.

Ta thiy cac hé sé Beta cua cac bién F1, F2, F3, F4, F5, F6 déu c6 Sig.<0.05
nén déu co y nghia théng ké. Nhu vay, quyét dinh cia doanh nghiép lit hanh trong
viéc lya chon hang hang khong van chuyén khéach du lich ¢én Nhat Ban chiu anh
huong boi sau yéu t6 theo thir ty giam dan d6 1a Gia ca (Beta = 0.263), Nhom tham
khao (Beta = 0.242), Thuong hiéu va quang céo (Beta = 0.163), Chat lugng dich vy
(Beta = 0.154), Tinh phép ly (Beta = 0.119) va Tinh thuan lgi (Beta = 0.111)

Cac hé s Beta nay déu phu hop véi ly thuyét kinh té, déu 16n hon 0, ¢6
nghia 1a khi cic yéu té nay tiang hay giam thi s& lam cho quyét dinh cua doanh
nghiép Iir hanh trong viéc lva chon hing hang khong van chuyén khach du lich dén

Nhat Ban ting hay giam theo (quan hé thuan chiéu véi bién phu thudc).
Phuong trinh hdi quy véi cac bién chuan héa c6 dang nhu sau:

Y = 0.263F2 + 0.242F6 + 0.163F4 + 0.154F5 + 0.119F1+ 0.111F3
Nhu vay, két qua kiém dinh cho thay cac gia thuyét sau day duoc chap nhan

vé6i gia thuyét ban dau.
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45.3. Két qua danh gia mirc dd quyét dinh ciaa doanh nghiép lir hanh trong
viéc lwa chon hang hang khdng van chuyén khach du lich dén Nhat Ban trong

tirng nhan to

4.5.3.1. Nhan t6 Gia ca

Bang 4.24: Mirc @9 quyét dinh cia doanh nghiép lir hanh vé nhan toé Gia ca

.; . Piém o
Bién quan sat T binh Miurc d6
Hoa héng chiét khau cho doanh nghiép cao 3.45 | Trén trung binh

Gia ca canh tranh véi cac hdng hang khéng khéac cé dich

3.47 | Trén trung binh
Vu twong tw

Hing hang khong thwong danh nhiéu chwong trinh

khuyén méi cho doanh nghigp 3.51 | Trén trung binh

Gia ca phu hep véi chat lwgng dich vu 3.45 | Trén trung binh

Hang hang khéng c6 mirc gia phu hep véi chat lweng
loai hinh tour du lich cia doanh nghiép

Diém trung binh nhan to 3.47 Kha

3.47 | Trén trung binh

(Ngudn: Phan tich dix liéu )

4.5.3.2. Nhan té6 Nhom tham khao
Bang 4.25: Mire d9 quyét dinh ciia doanh nghiép lir hanh vé nhan té6 Nhom

tham khao
Bién quan sat T]:)it)érrrllh Mirc dd
Theo y kién tir cac bd phan b phan chire ning 280 Dudi trung binh
Theo y kién tir ban lanh dao doanh nghiép 288 Dudi trung binh
Theo y kién tu van tir hdng hang khong 296 Duéi trung binh
Diém trung binh nhan to 2.88 Trung binh

(Ngudn: Phan tich dix liéu )
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4.5.3.3. Nhan té6 Thwong hiéu va quang céo

Bang 4.26: Mire d9 quyét dinh ciia doanh nghiép lir hanh vé nhan té Thwong

hiéu va quang céo

A , piém .
Bién quan sat T binh Murc do
Héng hang khéng mang thwong hiéu nwéc ngoai 3.45 Trén trung binh
Hang hang khong mang thwong hiéu ngi dia 3.27 Trén trung binh
Hang hang khong thuwong xuyén tham gia cac hoat _ .
o o . 2.80 Duéi trung binh
dong trien 1dm du lich, cac hgi thao xdc tien du lich
Hang hang khong thuwong xuyén tham gia tai tre _ .
] _ 288 Duéi trung binh
cho cac hoat dong cia doanh nghiép
Diém trung binh nhan to 3.1 Trén trung binh

(Ngudn: Phan tich dix liéu )

4.5.3.4. Nhan té Tinh Chét lwong dich vu

Bang 4.27: Mikc d$ quyét dinh caa doanh nghiép lit hanh vé nhan té Chat

lwong dich vu

Bién quan sat

T

Piém

“binh | Mduedo

Hang hang khéng c6 tan suat chuyén bay cao

3.30 Trén trung binh

Mang dwong bay ciia hdng hang khong rat ngan thoi

gian chuyén bay

327 | Tréntrung binh

Hang hang khong c6 kha ning bay ding gio, han ché

cham chuyén, hity chuyén

3.37 | Tréntrung binh

Tién nghi va dich vu phuc vu trén mat dit va trén chuyén

bay cd chat lweng cao

3.25 Trén trung binh

Diém trung binh nhan to

3

2975 | Trén trung binh

(Ngudn: Phan tich dix liéu )
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4.5.3.5. Nhan té Tinh phap ly
Bang 4.28: Mire @9 quyét dinh ciia doanh nghiép lir hanh vé nhan té Tinh phap
ly

Bién quan sat biém Mirc do
a T. binh

Hang hang khong hoat dong cé day da gidy phép co tinh Trén trung binh

o 3.39

phap ly

Hang hang khéng tuan thia ding nhitng quy tac an toan Trén trung binh
. A 3.35

hang khéng

Hang hang khéng tuan thia ding nhitng quy tic an ninh Trén trung binh
X A 3.31

hang khéng

Hang hang khéng tuan tha theo luat phap vé viéc giai Trén trung binh

quyét trong nhirng sw c6 hang khéng nhu cham chuyén,| 340

hity chuyén, tai nan hang khong

Hang hang khong thuc hién diy di nghia vu véi nha Trén trung binh
. 3.43

nwoc

Hang hang khong cam két cung cip ding sé lweng, chat Trén trung binh

lwgng dich vu van chuyén hanh khach nhu hep dong ky| 342
két véi doanh nghigp

Hang hang khéng cung cip day da ching tir, héa don Trén trung binh
) 3.42

mua ban

Diém trung binh nhan té 3.39 [Trén trung binh

(Ngudn: Phan tich dit liéu )




60

4.5.3.6. Nhan té Tinh thuan lgi
Bang 4.29: Mire d§ quyét dinh ciia doanh nghiép lix hanh vé nhan té Tinh

thuan loi
Bién quan sat Dié\m Mirc do
T. binh

Hang hang khéng danh nhiéu tinh ning vwot tréi hon Trén trung binh
trong viéc dit vé, doi vé, hoan vé cho doanh nghiép 3.7

Dich vu dwong day néng giai dap thic mac, phan hoi 3.14 |Tréntrung binh
Quy trinh @it chd, mua vé don gian 319 |Trén trung binh
C6 nhiéu hinh thikc thanh toan 324 | Tréntrung binh
Diém trung binh nhan té 3.12 | Trén trung binh

(Ngudn: Phan tich dit liéu )

4.6. Kiém dinh quyét dinh ciaa doanh nghiép lit hanh trong viéc lwa chen héng

hang khong van chuyén khéach du lich dén Nhat Ban caa cac tong thé con

4.6.1. Kiém dinh su khac biét theo loai hinh doanh nghiép

Téc gia s dung phuong phap ANOVA dé kiém dinh xem cd hay khdng su
khac biét vé quyét dinh cua doanh nghiép It hanh theo loai hinh doanh nghiép. Két
qua nhu sau:

Bang 4.30: Kiém dinh sy bang nhau phwong sai cic nhém

Levene )
Statistic dfl df2 Sig.
2.669 2 214 .072

(Ngudn: Phan tich dix liéu )

Vi Sig. >0.05 nén ta cé thé khang dinh 14 phurong sai ctia cic nhoém 14 bang
nhau, thoa man diéu kién cua phan tich ANOVA.
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Bang 4.31:Thong ké mo ta chung vé quyét dinh cia doanh nghiép lir hanh theo

loai hinh doanh nghiép

N | Trung | Péléch | Sai sb Gfi:’;.} Egncg(?'?:l/zn Nhé | Lén
binh chuan chuan e Al nhat nhat

duoi trén
DN tw nhan 9 3.2059 .61387 14889 | 2.8903 | 3.5215 | 2.00 4.00
DN co phan 42 | 3.3580 42008 .04668 | 3.2651 | 3.4509 | 2.50 4.00
DN TNHH 166 | 3.7059 52243 .04789 | 3.6110 | 3.8007 | 2.50 5.00
Tong 217 | 3.5369 52795 .03584 | 3.4662 | 3.6075 | 2.00 5.00

(Ngudn: Phan tich dix liéu )

Bang 4.32: Két qua One-Way anova quyét dinh caa doanh nghiép lir hanh theo

loai hinh doanh nghiép

Téng binh Binh phwong Muc y
df - F -
phwong trung binh nghia
Giira cAc nhom 7.852 2 3.926 16.049 .000
Trong cung nhom 52.353 214 245
Tong 60.205 216

(Ngudn: Phan tich dit liéu )

Bang 4.33: Két qua Post Hoc vé quyét dinh cia doanh nghiép lir hanh theo loai

hinh doanh nghiép

(1) DN (J) DN Ml'rc~y D¢ tin cay 95%
nghia - ™Gigihan | Giéi han

dudi trén

DN c6 phan | DN TNHH 751 -.4705 1662

DN tunhan | .000 -.8094 -.1906

sonferroni | PN TNHH | DN cophan | 751 -.1662 4705
DN tunhan | .000 -.5198 -.1759

DN tunhan | DN c¢6 phan | .000 1906 .8094

DN TNHH .000 1759 5198

(E_;réggt)t(;) DN c6 phan | DN twnhan | .000 - 7882 -2118
DN TNHH | DN twnhan | .000 -.5080 -.1877

(Ngudn: Phan tich dit liéu )

Dua vao bang 4.32 véi sig. =0.000<0.05 va do tin cay 95% c0 su khac nhau

vé quyét dinh caa doanh nghiép lir hanh theo loai hinh doanh nghiép.
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Cu thé, su khac biét gitta cac nhom dinh tinh cin cir vao két qua kiém dinh

Dunnett va Bonferroni tir kiém dinh Post Hoc d6 1a c¢6 su khéc biét c6 ¥ nghia vé

quyét dinh caa doanh nghiép It hanh theo loai hinh doanh nghiép. Cu thé 1a c6 sy

khac biét trong quyét dinh lya chon hang hang khéng gitra doanh nghiép It hanh tu

nhan véi doanh nghiép c6 phan va doanh nghiép trach nhiém hitu han. Dwa vao

bang 4.32 ta thdy gi4 tri trung binh cta doanh nghiép tu nhan la thap nhat va cao
nhat 1a doanh nghiép TNHH.

4.6.2. Kiém dinh su khac biét theo vi tri cong tac clia nguoi dwoc phéng van

Téc gia st dung phuong phap ANOVA dé kiém dinh xem cé hay khdng su

khac biét vé quyét dinh cia doanh nghiép lir hanh theo vi tri cong tac cua nguoi

dugc phong van. Két qua nhu sau:

Biang 4.34: Kiém dinh sy bing nhau phwong sai cic nhém

Levene )
Statistic dfl df2 Sig.
2.013 2 214 .136

(Ngudn: Phan tich dix liéu )

Vi Sig. >0.05 nén ta cé thé khang dinh 14 phurong sai ctia cic nhém 14 bang
nhau, théa man diéu kién cua phan tich ANOVA.

Bang 4.35: Thong ké md ta chung vé quyét dinh cia doanh nghiép lir hanh

theo vi tri cong tac cia ngudi dwoc phang van

. A .« | Do tin cay 95% ,
N Tl;‘;]rr‘lg *():‘r’“z‘:’nh fﬁ&;‘r’] Gi6i han| Gidi han| Nhé nhiit r']—r‘]”:t

duol trén
Nhan vien 146 | 3.2778 | 59956 | 14132 | 2.9796 | 3.5759 | 250 | 4.00
Truwéng, pho bp phan | 53 | 3.3981 | 48220 | .04640 | 3.3062 | 34901 | 250 | 5.0
Ban gism doc 18 |3.7527 | 49088 | .05146 | 3.6505 | 3.8550 | 2.00 | 5.00
Téng 217 | 3.5360 | 52795 | .03584 | 3.4662 | 3.6075 | 2.00 | 5.00

(Ngudn: Phan tich dit liéu )
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Bang 4.36: Két qua One-Way Anova quyét dinh ciaa doanh nghiép lir hanh

theo vi tri cong tac cia ngwoi dwoc phong

Tong binh df Binh phwong = Miic y
phuong trung binh nghia
Giira cAc nhom 7.528 2 3.764 15.290 .000
Trong cung nhom 52.678 214 246
Tong 60.205 216

(Ngudn: Phan tich dit liéu )

Bang 4.37: Két qua Post Hoc vé quyét dinh cia doanh nghiép lir hanh

theo vi tri cong tac ciia nguoi dwoc phéng van

Miic y Do tin cay 95%
(1) DN (J) DN . hi;’ Do H Ay 557R
g Gioi han | Gigi han
duoi trén
.. | Truong,phobd | 1000 | _4705 | 1662
Ban gidm doc | phan
Nhan vién i .001 -.8094 -.1906
Bonferroni Truong, pho bo | Ban giam doc 1.000 -.1662 4705
phan Nhan vién .000 -.5198 -.1759
A Ban giam dbe .001 .1906 .8094
Nhan vién Truna. oho bo
1ong, pho bo 000 | 1759 | 5198
phan
Dunnett . z A ia
T (2-sided)(a) Ban giam doc | Nhan vién .001 -.7882 -.2118
Truong, pho BO | \han vien 000 | -5080 | -.1877
phan

(Ngudn: Phan tich dix liéu )

Véi sig. =0.000<0.05 va do tin cay 95% c6 su khac nhau vé quyét dinh caa

doanh nghiép I hanh theo vi tri cong tac cua nguoi duoc phong van.Cu thé, su

khac biét gitra cac nhom dinh tinh cin ct vao két qua kiém dinh Dunnett va

Bonferroni tir kiém dinh Post Hoc d6 1a c6 su khac biét c6 ¥ nghia vé quyét dinh

cua doanh nghiép It hanh theo loai hinh doanh nghiép. Cu thé 1a c6 su khac biét

trong viéc dua ra quyét dinh lua chon hing hang khong gitta nhan vién véi ban

giam déc va truong bo phan. Dua vao bang 4.36 ta thay gia tri trung binh cia Ban

giam déc 1a cao nhat va thap nhat 1a nhan vién.
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CHUONG 5: KET LUAN VA HAM Y CHINH SACH

Tom tit chwong 4

Trong chuong nay, tac gia di tong hop cac két qua khao sat théng qua bang
cau hoi va tién hanh phan tich dwa trén cong cu chinh 1a phan mém SPSS.

Cac thang do déu thoa man kiém tra hé sb tin cay Cronbach Alpha nén duoc
ding trong phan tich nhan t6 kham pha EFA.

Két qua phan tich EFA duoc tac gia tong hop va két luan c6 7 nhan tb tac
dong dén quyét dinh lva chon hang hang khéng cia doanh nghiép I hanh Ia: Chat
luong dich vu; gia ca; nhdm tham khao; tinh phap ly; thuwong hiéu, quang céo; tinh
thuan loi, xu huéng lya chon. Thang do quyét dinh mua gém 2 bién quan sét la:

Doanh nghiép sé tiép tuc lra chon hang hang khong van chuyén khach du lich
tgi Nhat Ban néu hing hang khong d6 mang lai su hai 10ng va phi hop véi yéu cau
cua doanh nghiép.

Néu hang hang khéng van chuyén khach du lich téi Nhat ban mang lai su hai
long va phu hop véi yéu cau cua doanh nghiép, doanh nghiép sé tiép tuc lua chon
hang hang khong trong nhiing tour du lich dén cac nuéc khéc.

Sau khi c6 két qua phan tich nhan té kham pha EFA, tac gia tiép tuc kiém dinh
c4c gia thuyét bang md hinh hdi quy va thu duoc két qua chi ra rang cd 6 nhan tb
tac dong chu yéu dén quyét dinh mua caa khach hang 1a to chac chinh quyén 1a dich
vu, Niém tin cua khach hang vao thuwong hiéu, gia ca va chiéu thi. Trong dé, yéu t6
gia ca co tac dong lon nhit. Ngoai ra, két qua phan tich con cho thiy khach hang 1a
c4c to chtic khac nhau, vi tri cong tac khac nhau thi c6 quyét dinh mua ciing khac
nhau.

5.1. Xac dinh nguy@n nhan vén dé

Muén c6 duoc két qua va dua ra giai phap thich hop cho van dé nghién ciu,
diéu trude tién 1a phai xac dinh dwgc nguyén nhan va mac do anh huéng cua céc
yéu té dén quyét dinh mua cua khach hang 1 to chic. Két qua chuong 4 cho thay,

quyét dinh mua cua khéach hang 1a té chuc bi tac dong chu yéu boi sau yéu té 1a chat
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luong dich vu, gia ca, thuong hiéu va quang cao,tinh phap ly, tinh thuan lgi, nhom

tham khao. Dya vao hé sé Beta chuan hda va mac do quan trong cua cac nhan td

ddi voi quyét dinh mua cua khach hang 1a t6 chac chinh quyén. Tac gia tong hop

duoc bang sau.

Bang 5.1: Trong sé da chuan hoa va gia tri trung binh

' Trongsd | Giatri
Nhan to da chuan trung
hoa binh
Gia thuyét H1: Yéu t6 “Gia ca” cd anh huong dén quyét dinh
cua doanh nghiép Ir hanh trong viéc lua chon hang hang 0.263 3.74
khong van chuyén khach du lich ¢én Nhat Ban.
Gia thuyét H8: Yéu to “Nhom tham khao” c6 anh huong dén
quyét dinh cua doanh nghiép lix hanh trong viéc lya chon 0.242 2.88
hdng hang khéng van chuyén khach du lich dén Nhat Ban.
Gia thuyét H4: Yéu t6 “Thuong hiéu va Quang cao” c6 anh
huong dén quyét dinh caa doanh nghiép I hanh trorlg viéc 0163 -
Iwa chon hang hang khéng van chuyén khach du lich dén Nhat
Ban.
Gia thuyét H3: Yéu t6 “Chat luong dich vu” c6 anh huéng
dén quyét dinh caa doanh nghiép lir hanh trong viéc lya chon | 0.154 3.2975
hdng hang khéng van chuyén khach du lich dén Nhat Ban.
Gia thuyét H6: Yéu t6 “Tinh phép ly” c6 anh hudéng dén
quyét dinh cua doanh nghiép lix hanh trong viéc lya chon 0.119 3.39
hang hang khong van chuyén khach du lich dén Nhat Ban.
Gia thuyét H5: Yéu to “Tinh thuan lgi” c¢6 anh huong dén
quyét dinh cua doanh nghiép lir hanh trong viéc lya chon 0.111 3.12

hdng hang khéng van chuyén khach du lich dén Nhat Ban.

(Nguon: Tac gia tong hop theo diéu tra thang 04/2015)
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Bang trén cho thiy yéu t6 c6 anh hudng nhiéu nhat dén quyét dinh mua thé
hién & trong s6 cao nhung lai dugc dép vién danh gia thdp nén nhan té nay can duoc
cac nha cung cip uu tién cai tién.

Véi két qua phan tich ANOVA cho thay c6 khac biét vé vi tri cong tac, don
vi cdng tac trong cac quyét dinh mua cua dap vién d6i voi quyét dinh lva chon hang
hang khéng ciaa doanh nghiép. Theo do thi ¢ vi tri cong tac, don vi cbng tac khac
nhau thi quyét dinh lya chon s& khac nhau.

Hang khdng va du lich 1a hai nganh kinh té gin b6 mat thiét véi nhau,
khoang 70% - 80% hanh khach di trén may bay c6 myc dich du lich. Ngoai ra, doi
véi mot tour du lich nude ngoai néi chung thi tir 40 - 60% gida tour du lich la cho vé
may bay. Piéu nay di khién cho viéc xay dung chinh sach gia cua doanh nghiép lit
hanh phu thudc rat nhidu vao céc hang hang khdng. Tir d6 cho thiy dugc viéc phoi
hop gitra hai nganh 1a van dé cip thiét dé dua ca hai nganh cing phat trién, tro
thanh hai nganh kinh té mii nhon cua dat nudc. Vi két qua nghién ctu nay gidp
cho cac nha quan tri hang hang khdng xay dung cac chinh sach vé chién lugc tiép
can phl hop véi diéu kién thyuc té tai cac doanh nghiép It hanh ciing nhu giup cho
cac doanh nghiép lir hanh c6 nhiing tiéu chuan lya chon cu thé vé dich vu van

chuyén hanh khach véi muc dich cubi cing 1a ting chat luong dich vu tour du lich.

5.2. Mét sé6 ham y chinh sach nham nang cao kha ning lwa chon hing hang
khong van chuyén khach du lich téi Nhat Ban tai cac doanh nghiép lir hanh
5.2.1. Mt s6 ham ¥ chinh sach déi véi chat lwong dich vu.

Chat luong dich vu duoc danh gia c6 tim anh huang 16n (dung thir 3, sau gia
ca va nhom tham khao) va c6 gia tri trung binh dirng thir 4 trong 6 yéu tb tac dong
dén quyét dinh lya chon cua doanh nghiép vai gia tri trung binh 1a 0.154. Piéu nay
cho thiy doanh nghiép I hanh chua danh gia cao chat luong dich vu cua hing hang
khong, mirc do danh gia chi dat & mac trén trung binh (3,2975). Vi vay, hang hang
khéng can cha trong hon dén viéc nang cao chat luong dich vy, dic biét 1a chat
luong tién nghi, dich vu phuc vy trén mat dat va trén chuyén bay (vi ¢ diém trung

binh thap nhat la 3.25). Tiép t6i 1a cac chinh sach mo rong mang duong bay (3.27);
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ting tan suit chuyén bay (3.30) va kha ning bay dung gio, han ché cham chuyén
haty chuyén (3.37).

Ddi vai chuyén bay dai, hanh khéach rat quan tam toi chat lwong, tién nghi
trén may bay va cac dich vu khac. Vi vay, nha cung cap ludn phai nd lyc phét trién
dé cung cap dich vu ngay cang tét hon, may moc, trang thiét bi hién dai hon, nhin
vién tan tinh phuc vu hon nham dép ung nhu cau luén thay doi hanh khach... Theo
két qua diéu tra thi viéc trang bi cac man hinh ca nhan tai mdi ghé déu duoc hanh
khach cho la thiét yéu, ngay ca dbi véi hanh khach khoang ghé hang pho théng. Vé
nang cao dich vy, hdng hang khdng nén nghién ctu thiét ké thém nhing dich vu
tién ich mang tinh “ca thé h6a” cho hanh khach nhu dich vu* good sleep service”
(hién dang dugc Japan Airline trién khai). Dich vu nay don gian la cho phép hanh
khach chi dong trong viéc an udng trén may bay, khong bi danh thic dé phuc vu an
udng theo quy trinh thong thuong. Hay dich vu “dit truéc suat an”, ngoai viéc lua
chon mat trong sé cac thue don dugc dé nghi thi hanh khach c6 thé thém nhiing yéu
cau, doi hoi riéng ma nguoi tiép vién can phai cd gang dap tng nhat 1a ddi voi
chuyén bay dai nhu tir chéi suat dn min ma doi sang sut an chay...

Pé tao thuan tién trong van dé thoi gian, cac hang hang khéng can tim cach
rit ngan thoi gian bay bing céch thiét 1ap mang duong bay véi cac chuyén bay
thang, song song d6 cac hang hang khong can trang bi may bay hién dai ¢ tam bay
xa, tranh viéc quéa canh & san bay khac dé tiép nhién liéu; Nang cao chat lugng phuc
vu mit dit nhu rat ngan thoi gian 1am tha tuc 18n may bay bang viéc trang bi hé
thng lam thu tuc tu dong, hé thdng tu dong hda xtr Iy hanh Iy; don gian héa thi tuc
hai quan nham muc dich giam thiéu viéc khach hang phai xép hang cho doi & nha
ga cling nhu giam ap lyc céng viéc cho nhan vién. Viéc ting tan suat cac chuyén
bay ciing tao diéu kién cho cac doanh nghiép lir hanh c6 nhiéu su lya chon hon,
thuan tién hon cho viéc sap xép lich trinh chuyén bay va tour du lich sao cho phu
hop. Puong nhién, dé nang cao chat luong thi trudc tién hang hang khong phai co
duoc b tiéu chuan vé phuc vu nganh hang khéng trong tat ca cac khau nhu dat va

giir chd, phuc vu tai diém ban, phuc vu tai cang hang khong cho dén phuc vu trén
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chuyén bay va sau chuyén bay.

Con nguoi & van dé rat quan trong dic biét trong nganh kinh doanh dich vy,
theo nhu tac gia tim hiéu thi ddi véi tiép vién hang khong yéu cau tiéu chuan mdi
thang thyc hién 100 gio bay nhan vién nhung trén thyuc té thoi gian 1am viéc cua
tiép vién nhiéu hon thé, nhat 12 vao nhirng mua cao diém. Do phai cit canh ha canh
qua nhiéu, viéc thay doi ap suat thuong xuyén, giéi han khdng gian lam viéc va
khong khi dé tha, thay d6i 4p suat thuong xuyén lam anh huong 16n dén sicc khoe
cua tiép vién do d6 anh huéng gian tiép téi chat lugng phuc vu. Tuong tu dbi voi
nhan vién phuc vy mit dat (nhan vién 1am thi tuc chuyén bay, nhan vién hang hoa,
soi chiéu an ninh, bao dudng tau bay...) ciing chiu ap lyc rat 16n tir céng viéc. Dé
khic phuc, cac hdng hang khong can co6 chinh sach diéu phbi nhan vién hop ly, tan
dung ngudn nhan lec d6i dao va sin sang 1am viéc 1a cac sinh vién, hoc sinh tir cac
don vi dao tao hang khong nhu Hoc vién Hang khéng Viét Nam.

Viéc nang cao tiéu chuan dau vao va siét chit qua trinh xét tuyén ciing 1a mot
cach dé nang cao chat luong hang khong dic biét cac hing hang khéng can chu
trong hon vé kj ning mém cua nhan vién truc tiép phuc vu hanh khéach vé kha ning
giao tiép, su hoat bat, mém déo, (ng xir tinh huéng nhay bén. Bén canh d6 cac hang
hang khong can phai thudng xuyén thuc hién tap huan vé tinh than va thai d6 phuc
vu hanh khach cho tit ca cac nhan vién, t6 chic cac 1op hoc bdi dudng trong va
ngoai nudc.

Tinh dong b gitra hang khong va du lich c6 mot vai trd rat quan trong. Diéu
nay thé hién ¢ yéu té thoi gian chuyén bay va lich trinh tour du lich. Viéc du lich
theo tour luén duoc thuc hién theo mét lich trinh nhat dinh, véi khoang thoi gian
nhat dinh. Viéc cham chuyén, hiy chuyén bay anh huong rat 16n dén tour du lich.
Vi vay dbi vai hang hang khéng, ngoai nhimg 1y do khach quan nhu thoi tiét gay ra
thi hdng hang khéng nén cé nhirng bién phép cai thién tinh trang nay mot cach triét
dé nhu nang cao chat luong, s6 lugng doi ngii phuc vu mat dat, ung dung khoa hoc
k¥ thuat dé gitp hanh khéach hoan thanh thi tuc bay dang gio (VD: Hé thdng check

in tu dong); Tuyén dung va nang cao tay nghé cua doi ngii bao tri, bao dudng dé
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may ludn sin sang khi can va xu ly céc tinh hudng kip thoi; Phat trién quy mé doi
bay phl hop Vvéi co so ha tang, tranh tinh trang khai thac qué tai (Tai Cang HKQT
Tan Son Nhat, ha ting nha ga hién chi dap tng cong suat 18 triéu hanh khach/nim
nhung lugng hanh khéch thdng qua cang nam 2013 da dat trén 20 triéu luot khach, da
vuot cdng suat trén 2 trieu hanh khach so voi nam 2013, ndm 2014 dat 22 triéu hanh
khach , vuot cdng suit 4 triéu khach so véi nam 2012 va 2 triéu khéch so véi ndm
2013). Bén canh d6, ddi véi doanh nghiép lir hanh ciing can phai tinh lich trinh tour
du lich sao cho c6 thé linh dong trong nhitng su c6 thoi gian khdng thé tranh khoi
VD thiét ké tour du lich c6 thoi gian nghi ngoi sau chuyén bay dai hoac thoi diém
dén noi du lich vao budi tbi dé c6 thé tan dung thoi gian cho viéc cham chuyén néu
c6 xay ra ma khéng anh huong dén chuong trinh du lich.
5.2.2. Mét s6 ham y chinh sach ddi véi gia ca

Nghién ciru cho thay gia ca 1a yéu té dugc dap vién danh gia cao nhat (0.263)
va diém trung binh nhan té dat 3.47, dugc danh gia & mirc kha. Pidu nay ching to
cac doanh nghiép l&r hanh kh& hai long voi muc gia ca ma hang hang khong dua ra.
Tuy nhién dé tiép tuc phat huy, cac hing hang khong ciing nhu cac doanh nghiép It
hanh can phai nhin nhan diém yéu tir thuc té va cd nhitng bién phap cai thién nhu
sau:

Thue té ¢6 rat nhiéu truong hop vi doanh nghiép I hanh khéng cé duoc
thong tin vé& kha ning cung ung, lich bay cho nhitng ké hoach dai han nén khéng
cha dong duoc chwong trinh dai hoi véi khach. Piéu nay dan dén doanh nghiép
khong tim duoc dich vu véi chi phi hop Iy 1am gia tour bi ddy mirc cao hon nhung
chat lwong nhitng dich vy cbt 16i cua tour du lich nhu luu tra, an udng, nghi dudng
lai khdng hé thay d6i. Nguoc lai, cac hang hang khéng ciing c6 nhirng phan nan Ia
ho chua nhin duoc nhiéu théng tin tir cac doanh nghiép I hanh, dac biét I1a céac
chuong trinh khuyén mai. Bé khac phuc tinh trang nay, truéc hét doanh nghiép li
hanh can chi dong dé xuét nhitng ndi dung cu thé, hop tac theo chuong trinh (VD

“Du lich mua hoa anh dao né” ; “ Du lich mua 14 d6”; “Du lich Nhat Ban mua 1€ hoi
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Tanabata”...) dé cac hdng hang khéng nim bit duoc théng tin tir d6 c6 nhing ké
hoach diéu phdi lich bay, chinh sach gia ca va thdng tin kip thoi.

Hang hang khéng can phai c6 chinh séch gi4 ca cu thé nhu cung phdi hop
v6i doanh nghiép i hanh giam chi phi van chuyén dé vira thu hat khach du lich,
vira tang sd lwong khéach di chuyén cho hdng hang khéng. Chinh séch gia cé thé 1a
chinh sach khuyén méai giam gié truc tiép cho doanh nghiép Iix hanh hoic chinh sach
gia theo ddi twong nhu giam gia cho sinh vién, hoc sinh vao dip hé, giam gia cho
cac doanh nhan trong céc su kién kinh té, xa hoi c6 lién quan. Da dang hoa lra chon
nham dua ra nhiéu su lya chon cho khach hang néu muén giam chi phi van chuyén
nhu gia phan biét gitra cac thoi gian chuyén bay, hang ghé trén chuyén bay... VD
dbi vai chuyén bay dai, hanh khéch thich lya chon bay budi dém dé c6 thoi gian
nghi ngoi nhung néu lya chon chuyén bay budi ngay thi chi phi s& ré hon.

Doanh nghiép It hanh c6 thé dat quan hé lam an véi nhiéu hang khac nhau,
nhiéu ngudn cung cap mai c6 thé dap ang moi khach hang véi moi kha ning thanh
toan. Vi vay cac hang hang khdng phai nd luc tré thanh nha cung cép trung thanh
cho doanh nghiép It hanh bang viéc cam két chi b4o gia thap cho doanh nghiép ma
ho ¢6 quan hé 1am #n 1au nam. Pat ra cac cam két binh 6n gia trong mot khoang
thoi gian thong nhat c6 tinh toan dé tranh tinh trang su thay doi gia ca dot ngot cua
nganh hang khong khién doanh nghiép lix hanh khéng kip thich tng trong viéc két
cau lai san pham du lich. Pay 1a mot bai hoc rit ra tir thuc té tai cong ty du lich
Viettours, don vi nay da t6 chirc cho 100 khach caa mot tip doan héa my pham di
du lich nuéc ngoai va phan thanh 3 dot di. Dot dau dugc thuc hién vao thoi diém
cudi nam 2013 nhung 2 dot sau roi vao thoi diém dau nam 2014, khi ma gia vé may
bay dot ngot ting 1én 20% . Bé giir khach hang, Viettour di chap nhan giam loi
nhuan nhung van dam bao thoi lugng chwong trinh va chat lwong tour.

Déi voi viec mua san pham dau vao thi hoa hong chiét khdu cho doanh
nghiép khong duoc xem la khoan thu hay lgi nhuan kinh doanh do do6 viéc sir dung
hop ly ngudn tién nay khé kiém soat. Suy cho cung thi muc dich cua hoa hdng

chiéu khau 1a dé doanh nghiép dé y dén nha cung cap vi thé cho nén cac hang hang
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khong tranh roi vao viéc chay dua hoa hong chiét khau ma thay vao d6 1a st dung
cac hinh thirc chinh thong nhung van hiéu qua nhu hinh thic gia khuyén mai, gia wu
dai...

5.2.3. Mt s6 ham y chinh sach d6i véi thwong hiéu va quang céo

Yéu t6 thuong hiéu va quang cdo c6 mac do tac dong lén tha 3 vai hé sb
Beta 14 0.163 va day ciing 1a yéu t6 dugc danh gia cao thtr 4 véi gid tri trung binh
dat 3.1 va dugc danh gia & mac trén trung binh. Chang to yéu té thuong hiéu va
quang cdo c6 mac do anh huong 16n dén quyét dinh cua doanh nghiép I hanh
nhung doanh nghiép lai chua that sy hai 10ng voi yéu té nay. Gia tri trung binh cua
c4c bién quan sat vé thuong hiéu nude ngoai; thuong hiéu ndi dia chi dat gia trj 1an
luot 3.45; 3.27 cho thay doanh nghiép van wu tién hon d6i voi hdng hang khong
nudc ngoai.

Truyén thong l1a mot cong cu dic luc gip hang hang khong quang ba thuong
hiéu, cac nha marketing hang khéng can phai nim viing nguyén tic quang c&o can
phai ¢am bao theo tiéu chuan A.1.D.A ( Attention — tao su ch( y, Interest — Lam cho
thich tha, Desire — Gay nén sy ham muén, Action — Dan dén hanh dong). Ddi voi
nganh hang khdng dic biét nham téi d6i twong 1a cac doanh nghiép Ii hanh thi viéc
quang céo can duogc hoach dinh mot cach rd rang nhu thudng Xuyén quang cao trén
tivi, website, gtri thu quang cao téi doanh nghiép, quang céo trén tap chi, website
nganh du lich hay quang c4o trén chinh tap chi ciia hing hang khong. Pién hinh nhu
hdng hang khéng Vietnam Airlines c6 Heritage, Heritage Fashion va Heritage
Japanese...Tap chi s& dang tai nhiing thong tin vé hang hang khong dong thoi dang
tai cac thdng tin vé& du lich, diém dén ma hiang hang khéng bay dén do d6 viéc
quang cao nay vira cé lgi cho doi bén, vira dugc xem la mot tién ich tang thém trong
dich vu cung rng hanh khéach.

Quan hé cong chung trong marketing hang khong ciing dong mot vai tro hét
sirc quan trong. Hoat dong quan hé cong ching dién hinh nhu tao quan hé béo chi,
t6 chirc cac hoat dong tai trg nhu dong gop qui cong doan cua doanh nghiép khéch

hang hay dong vai tro lam don vi tai trg cho cac hoat dong thi dua ctia doanh nghiép
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khach hang nhan céc dip ngay I&, ky niém hay to chic cac giai dau thé duc thé
thao.T6 chirc cac sy kién hang khong va khach moi chinh 12 nhitng d6i tac 1am viéc
nham muc dich thong tin san phdam cta hang nhu trién 1&m hang khéng, hoi nghi
khach hang thuong xuyén, ky niém mé dudng bay, nhan tau bay...Theo nhu két qua
nghién ctu, viéc tham gia hoi thao du lich, trién 13m du lich caa hang hang khdng
duoc danh gia thap (2.80 - dudi trung binh) cho nén cac hang can phai tich cuc hon
trong viéc tham gia dé dua san pham cua minh gan hon véi d6i tuong khach hang
nhiam téi.

5.2.4. Mot s6 ham y chinh sach d6i véi tinh phap ly

Tinh phap Iy 1a yéu t6 can phai can nhic trong qué trinh dua ra quyét dinh lya
chon cua doanh nghiép I hanh mac du mirc d6 anh hudng caa né khéng manh mé
nhu cac yéu tb gia ca hay nhdm tham khao, chat lwong dich vu hay quang co. V&
danh gia d6 hai long cia doanh nghiép lir hanh thi tinh phap ly chi dat & muc trén
trung binh (3,39) diéu nay cho thay cac hang hang khong can phai nghiém ngat dam
bao tinh phép ly caa minh. Dic biét chi trong dén viéc giai quyét nhiing su ¢b hang
khong theo dung quy dinh vi yéu t6 nay dugce danh gia thap nhat (3.31) .

O khia canh dé tai nay, tac gia khong di sau vao kién nghi chi tiét vé nhiing
diéu khoan cua nhitng quy tic, quy dinh trong nganh hang khong ma chi nhan manh
vé tinh nghiém tuc tuan tha cua cac hdng hang khong. Két qua diéu tra cua to chuc
hang khong Quéc té ICAO, cac vu tai nan may bay cho thiy rang 74% nguyén nhan
1a do con ngudi gay ra, 12% do tir chéi ky thuat hang khdng, 5% do thoi tiét , 4%
do cdng tac phuc vu ki thuat va 5% do cac nguyén nhan lat vit khac. Trong yéu tb
con ngudi gay nén tai nan may bay thi 62% la do t6 bay, 18% la do cdng tac quan ly
bay, 9% la do cong tac ky thuat may bay va 11% la do céac dich vu dam bao khac.
Tir cac sb liéu trén cho thiy con ngudi 12 nguyén nhan quan trong hang dau, diéu
nay c6 nghia 12 cac hing phai bang moi cach ting cudng quan triét nhiém vu
nghiém tdc tudn tha, siét chat cong tac quan ly, kiém tra, thanh tra dam bao chat
lwong theo tiéu chuan, ra soat nghiém ngat moi chuyén bay dé dam bao tinh an toan,

ki thuat nham han ché téi thiéu sy c¢b xay ra.
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Cho dén nay, cac chién lugc marketing cua hing hang khéng chia yéu nhim
vao chét luong dich vu chir chua nam bét tm Iy khach hang vé méi quan tim co
ban nhat vé an toan, an ninh. Trudc nhiing Sy ¢6 tai nan hang khong nim 2014 vira
qua da dé lai nhirng ton that rat 16n vé con nguoi, vat chat va vé ca tam Iy tiéu dung,
nam bat tim 1y d6, cac hang hang khong can c6 chién luoc marketing hiéu qua
nham tran an tam Iy va nhan manh t6i dac diém san pham ma khach hang quan tam
VD thay déi slogan hoic lién tuc quang cdo tao ghi nhé cudng buc vé sy chit
lwong, an toan, an ninh cua hang hay vé mac bao hiém bao gébm trong gia vé...

Bat ky doanh nghiép nao ciing déu rat quan tdm tai tinh hinh hoat dong cua
dbi tac. Ddi tac cd chirc ning hoat dong khdng? C6 thuc hién diy du nghia vu dong
thué v6i nha nude hay khdng?... Néu cac hang hang khdng hoat dong khong c6 tinh
hop 18, cac ching tir mua ban, giao dich giira doanh nghiép va nha cung cip déu
khong duoc chap nhan trong qué trinh hach toan chi phi cua doanh nghiép. Vi vay
cac hing hang khong ciing can thiét phai chl trong téi van dé nay qua viéc thdng tin
day du cho cac dbi twong 1a doanh nghiép vé tinh hinh hoat dong cua hang, minh
bach va trung thuc trong bao cao tai chinh va trong qua trinh thuong thao hop dong.

4.2.5. Mot s6 ham ¥ chinh sich ddi véi tinh thuan loi

Yéu tb tinh thuan lgi c6 anh huong thap nhat dén quyét dinh cua doanh
nghiép I hanh trong viéc lva chon hang hang khéng ( 0.111), véi diém trung binh
nhan t6 trén mac trung binh (3.39) cho thay doanh nghiép chi danh gia ¢ mac trén
trung binh sy hai long véi tinh thuan loi caa hdng hang khéng mang lai. Trong d6
bién Dich vu duong day nong giai dap thic mac, phan hdi duge danh gia thap nhat.
Cac hang hang khong can cé nhitng thay dbi dé nang cao tinh thuan loi dic biét 1a
nang cao chat luong dudng day ndng nay.

Déi vai doanh nghiép lix hanh, viéc doi ké hoach tour du lich hoic viéc hanh
khach muén di tour, huy tour da dat 1a viéc thuong xuyén xay ra. Tiur két qua
nghién ctu cho thay, bién Hang hang khong danh nhiéu tinh ning vuot troi trong
viéc dat vé, d6i vé, hoan vé cho doanh nghiép dugc danh gia thap tha 3 trong 4
bién, dat muc trén trung binh voi diém 3.17. That vay, dé giam chi phi dau vao véi

muc dich giam gia tour, cc doanh nghiép thuong tim kiém nhitng vé may bay
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khuyén médi nhung lai bi han ché rt nhiéu nhitng diéu kién di kém nhu chd phai
duoc xac nhan trudce khi xuat vé trong vong 24 tiéng, co 1 sd vé khong duge quyén
dbi gid bay, d6i tén, hoan tra hodc phai bu mot khoan phi 16n. Do d6 tinh rai ro khi
mua vé véi gia khuyén mai rat cao, doanh nghiép lit hanh rat muén nhung con cé
nhiéu ngan ngai. Chlng ta ciing nén hiéu rang viéc dua ra nhiing diéu kién nay xem
ra kho c6 thé thay d6i vi muc dich han ché viéc khach hang mua theo gia mia
chuyén sang mua theo gia khuyén mai, lam giam hiéu qua thu hat khéch cua
chuong trinh khuyén mai. Tuy nhién véi muc tiéu hai nganh cung phat trién, cac
hang can c6 nhitng chinh sach vé quyén loi wu tién hon cho doanh nghiép lir hanh.
Mot hinh thirc phd bién & nude ngoai nhung con méi mé trong hop tac gitra
doanh nghiép du lich va hang khong d6 1a thué bao chuyén bay, thuat ngir chuyén
nganh goi la charter flight. V&i doanh nghiép I hanh thi hinh thirc ndy mang lai gié
dich vu tét tir cac dbi tac hang khong va tour duoc khéi hanh dang theo ké hoach
ctia nha diéu hanh tour. Uu thé nay ngoai viéc gitip cho co ciu gia tour tiét kiém
hon muc thong thuong thi con tao cam giac thoai mai cho khach du lich duoc dong
hanh cung nhdm khach c6 chung muc dich. Tuy nhién hinh thirc nay cling doi hoi
doanh nghiép 1ir hanh phai c¢6 tiém liwc 16n, thi truong rong, quy mo hoat dong 1én

vi s0 vOn bo ra nhiéu, rui ro cling cao vi khong phai luc nao ciing c6 dong khach.

4.2.6. Mot s6 ham ¥ chinh sach ddi véi nhém tham khao

Hé s6 Beta cua yéu té nhdm tham khao c6 tac dong lén thir 2 (sau yéu to gia
ca) nhung gia tri trung binh thap (2.88) chitng to nhém tham khao ¢6 anh huéng 16n
dén quyét dinh cua doanh nghiép nhung van chua dua ra duoc nhiing tu van hop Iy
dan dén doanh nghiép chua dat dwoc muc dich t6i da hoa lgi nhuan, chi phi ciing
nhu t6i da héa mac do hai 10ng cua khéch du lich. Bién tham khao theo y kién tu
van tir hiang hang khong duoc danh gia cao nhit trong 3 bién tuy nhién cac doanh
nghiép lir hanh nén luu y dén tinh chii dong trong viéc lra chon caa minh. Theo nhu
nghién ctiu cho thay rang doanh nghiép chua hai long va danh gia y kién cta cac bo
phan chic ning chua c6 sy anh huéng dén quyét dinh cua toé chie ( Biém trung

binh thip nhat 1a 2.80). Trong hau hét cac doanh nghiép & bat ky cac nganh nghé thi
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ludn cé mot doi ngli chuyén mua, nhiém vu ctia ddi ngii nay 1a phai tim théng tin va
niam rd duogc cac dic tinh san pham cua san pham cua cac nha cung cap tir do co
dugc su lya chon phu hop cho doanh nghiép. Cung vi vay ma d6i ngli ¢6 chirc nang
chuy&n mua nay phai 1a bo phan c6 mac d6 anh huong 16n dén quyét dinh chon lya
cua doanh nghiép. Bé phat trién doi ngil nay, cac doanh nghiép Iir hanh can cung cb
thém trinh 46 d6i ngii nhan vién, tao diéu kién tiép xdc va lam viéc vai cac hang
hang khéong, thuc hién cac cudc khao sét thi trudng nha cung cip, tham gia cac hoi

cho, trién 1dm nganh hang khong dé tim hiéu vé cac san pham téi wu va phu hop.

5.3. Han ché cia nghién cieu va hwéng nghién ciru tiép theo

Ciing nhu bat ky mot dé tai nghién ciru nao, dé tai nghién ciru cua tac gia
khong thé tranh khoi nhitng han ché. Théng qua viéc nhan dinh nhiing han ché
trong chinh nghién ct:u caa minh, tac gia dé xuat hudng nghién ctu tiép theo.

Thi nhat, nghién ciu ndy chi mai tap trung nghién ctu trong mot pham vi
hep 1a TP.HCM va vi diéu kién khong cho phép nén tac gia chi c6 thé khao sat &
mét s doanh nghiép li¥ hanh qudc té ma chu yéu 1a loai hinh doanh nghiép
TNHH. Dé c¢d mét buc tranh tong thé hon vé nhdm khach hang 1a té chuc thi can
c6 thém nhirng nghién ctru twong tu & nhitng d6 thi va thanh phé khac trong pham
vi toan quéc . Trong twong lai day chinh 1a huéng mé cho cac nghién ctu tiép
theo.

Thi hai, két qua kiém dinh mé hinh ly thuyét c6 mot sé gia thuyét chua co ¥
nghia thong ké nhung vé mat thyc té cac yéu to trén c6 anh huong dén quyét dinh
ctuia khach hang 1a t chirc va day la diéu ma céc nghién cuau tiép theo c6 thé kiém
dinh lai. Pay ciing 12 han ché 16n nhat cia nghién ciu nay.

Cudi cuing, tac gia luu tdm rang cac nhan té anh hudng dén quyét dinh lya
chon hang hang khdng cua doanh nghiép lix hanh sé& bién doi khéng ngirng theo
nhu cau va mong muén cua khach hang. Hon nita c6 thé ¢ nhiéu nhan t6 khac
chua dugc néu ra trong dé tai nay cling c6 sy tac dong dén quyét dinh mua cua
khéch hang 12 to chirc. Pay chinh 1a diéu ma cac nghién ciu tiép theo can b sung

va diéu chinh.
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PHU LUC
Phuc luc 1: Bang cau héi so' b

BO GIAO DUC VA PAO TAO

TRUONG DAl HQC CONG NGHE TP.HO CHI MINH

Kinh chao quy anh/chi, tdi tén Ia Pham Phuong Thao, la hoc vién cao hoc
truong Pai hoc Cong nghé TP.H6 Chi Minh. Hién tai t6i dang thuc hién luan vin

t6t nghiép lién quan téi van dé:

“Cac yéu té anh hwéng dén quyét dinh ciia doanh nghiép li# hanh trong viéc lwa

chen hidng hang khong vén chuyén khach du lich dén Nhgt Ban’

Kinh mong quy anh/chi la can bg, nhan vién lam viéc trong doanh nghiép i

hanh hd tro, cho y kién vao bang khao sat dudi day.

Phan I: Tra loi cAu héi

Anh/chi vui 1dng cho biét mic @6 quan trong caa minh ddi véi nhitng tiéu
chi dué6i day bang cach khoanh tron cho tirng mic do véi quy wéc nhu sau:

1 2 3 4 5
Hoan toan khéng Khéng quan Bll:lh Quan trong Hoan toan quan
guan trong trong thwong trong

M@i phat biéu chi c6 mét (1) lwa chon.

GC Giaca Mire d¢ quan
trong
1. | Hang hang khong c6 chinh sach gié linh dong 112 3|4
2. | Hoa hong chiét khau cho doanh nghiép cao 11234
Gia ca canh tranh vai cac hang hang khdng khac co
3 |lacac vol g hang xnhong 11234
dich vu tuong tu




Mtc gia d3 bao gom toan bo thué, phi, bao hiém...

Hang hang khong thuong danh nhiéu chuong trinh

khuyén méi cho doanh nghiép

Mire do quan

TH Thwong hi¢u trong
Hang hang khong mang thuong hi€u nudc ngoai 213|4
Hang hang khong mang thuong hi¢u néi dia 2134
Hing hang khéng co thuong hiéu tét, lau nim trén thi 2134
truong

CL

Chat lwong dich vu khai thac

Mire do quan

Hang hang khong cd tan suat chuyén bay cao

Mang duong bay cua hdng hang khdng rat ngan thoi
gian chuyén bay

Hang hang khong c6 kha ning bay dung gio, han ché

cham chuyén, hay chuyén

Tién nghi va dich vu phuc vu trén mat dat va trén

chuyén bay c6 chit luong cao

trong
2134
213 |4
213 |4
2134

QC

Quang cao

Mire do quan

Hang hang khong thuong xuyén xuat hién trén cac

phuong tién thong tin dai ching

Hang hang khong thuong xuyén tham gia cac hoat

dong trién 1am du lich, cac hai thao xuc tién du lich

Hang hang khong thuong xuyén tham gia tai tro cho

cac hoat dong cua doanh nghiép

Hang hang khong thuong danh cho doanh nghiép

nhiéu chuong trinh khuyén mai, giam gia...

trong
2134
2134
2134
2134




Mirc d§ quan

TL Tinh thuan loi trong
L Hang hang khong danh nhiéu tinh ning vuot troi trong 21314
viéc dat vé, d6i vé, hoan vé cho doanh nghiép
2. | Dich vu duong day nong giai dap thac mac, phan hoi 213|4
3. | Quy trinh, cach thirc dit chd, mua vé don gian 213 |4
4. | C6 nhiéu hinh thirc thanh toan 213|4
5. | D& dang tim kiém théng tin 2134
6. | Dich vu giao Vvé tan noi 2134
XH Xu hwéng lwa chon Mﬁctri?qguan
1. | Hang hang khong da tirng cung cap cho doanh nghiép. 2134
2. | Hang hang khdng 1a nha cung cap méi. 213 |4
3. | Hang hang khdng c6 méi quan hé véi doanh nghiép. 2134
" Hang hang khong c6 chinh sdch cham soc khach hang 2134
t6t
TK Nhom tham khao Mure d¢ quan
trong
1. | Theo y kién tir c4c bo phan chirc ning 2134
2. | Theo y kién tir ban lanh dao doanh nghiép 213 |4
3. | Theo y kién tu van tir hdng hang khong 213 |4




Bién quyét dinh clia doanh nghig¢p

1 2 3 4 5
RAtkhong ddngy | Khéng ddng v Binh pdng RAt ddng
g dongy g dong y thnrbng 9y 9y

Qb Quyét dinh caa doanh nghiép
1. | Doanh nghiép sé& tiép tuc lya chon hang hang khéng van chuyén khéach du
lich t&i Nhat Ban
2. | Doanh nghiép sé tiép tuc lra chon hdng hang khéng trong nhing tour du

lich dén cac nudc khéac

Phan I1. Théng tin ca nhan

1. Xin vui 1ong cho biét dom vi cong tac hién nay
a. Doanh nghiép c6 phan

b. Doanh nghiép tu nhan

c. Doanh nghiép trach nhiém hitu han

2. Xin vui 1ong cho biét vi tri cong tac hién nay

a. Ban giam ddc

b. Truong/phd bo phan

c. Nhan vién




Phu luc 2: Két qua thio luAn nhém lan 2

Dua vao cac thong tin nghién ciru dinh tinh, tac gia c6 két qua céac bién quan
sat cho cac muyc yéu té: Gia ca; Thuong hiéu; Quang c&o; Chat lugng dich vu khai
thac; Tinh thuan tién; Nhém tham khao; Xu huéng lra chon va Quyét dinh mua.
Xét y nghia ting y kién thong tin thu thap duoc tir thao luan nhoém vé nhu cau mua
san pham van chuyén hanh khéach cua hang hang khdng, tac gia di lugc bo, thay thé

mét s6 bién quan sat.

e Yéu t Gia ca:

Bién quan sat “muc gia da bao gom mic thué, phi, bao hiém” qua khao sat
tat ca cac dap vién déu dong y loai bo bién quan sat nay vi trén thyc té thi mac gia
ma khach hanh phai thanh toan déu mic dinh bao gom toan bo cac khoan thué, phi
nay.

Bién quan sat “ hang hang khéng c6 chinh sach gia linh dong” dugc théng
nhét bi loai bé. vi trong chinh sach gia linh dong di bao gom chinh sach gia khuyén
mai, chinh sach chiét khau...Su ton tai cua bién nay s& dan t&i sy tring lap voi bién
“Chiét khau doanh nghiép cao” va bién “ Hang hang khong thuong danh nhiéu
chuong trinh khuyén méi cho doanh nghiép”.

e Yéu té6 Thwong hiéu

Téc gia dong tinh véi v kién cua nhom thao luan 1a loai bo bién quan sat “
Hang hang khong c6 thuong hiéu tét, 1au nam trén thi trudng”. Ngay nay thoi dai
cta thong tin dai ching, néu mot hing hang khong c6 thuong hiéu tdt, lau nim trén
thi trudng thi chac han phai 1a hang hang khéng noi tiéng.

Lién quan t6i thdng tin cap nhat vao thang 12/2014, lan dau tién hang hang
khéng Viét Nam lién doanh voi hdng hang khdng Thai Lan (Thai Vietjet) dé t6
chuc cac chuyén bay quédc té, trong dé c6 chuyén bay téi Nhat Ban. Vi vay, nhém
thao luan va tac gia ¢ong tinh bé sung thém yéu té “Hang hang khong Lién Doanh”,
day s& la mot lya chon tiép theo caa nhitng doanh nghiép It hanh trong thoi gian

sap tGi.



e Yéu t6 tinh phap ly

Trudce nhitng sy cb, tai nan vé an ninh, an toan hang khong trong nim 2014
thi van dé uy tin vé tudn thi theo cac tiéu chudn an toan, an ninh, bao hiém... lai
cang duoc quan tam. D6i véi khach hang 1a doanh nghiép lai cang ludn coi trong
tinh minh bach cua nha cung cap.Vi vay tac gia dong thuan véi nhdm phong van bod
sung thém yéu t6 Tinh phép ly véi cac bién quan sat nhu sau:

- Thang do tinh phap 1y, ky hiéu PL: Po luong cac yéu tb lién quan tai tinh
phap ly cua hang hang khéng c6 anh huéng dén quyét dinh lya chon nha cung cap

van chuyén hanh khéch caa doanh nghiép lit hanh.

PL Tinh phap Iy Mure d9 quan

trong
. Hang hang khéng hoat dong co day du giay phép co tinh L lalalg
phap ly
5 Hang hang khéng tuan thu dung nhitng quy tac an toan L lalalg
hang khdong
3 Hé&ng hang khéng tuan thi dang nhiing quy tac an ninh 112134

hang khdong

Hang hang khdng tuan tha theo luat phap vé viéc giai
4. | quyét trong nhirng su c6 hang khéng nhu cham chuyén, | 1 |2 |3 |4

haty chuyén, tai nan hang khdng

Hang hang khong thuc hién day du nghia vu véi nha

nuwoc

Hang hang khéng cam két tuan thu dung so lwong, chat

lwong nhu hop dong ky két véi doanh nghiép

7. | Hang hang khong cung cap day da ching tir, hoa don 1 2[3|4




Phuc luc 3: Bang cau héi chinh thuc
BO GIAO DUC VA PAO TAO
TRUONG PAI HOC CONG NGHE TP.HO CHI MINH

Kinh chao quy anh/chi, tdi tén Ia Pham Phuong Thao, la hoc vién cao hoc
truong Pai hoc Cong nghé TP.H6 Chi Minh. Hién tai to6i dang thuc hién luan van
t6t nghiép lién quan téi van dé:

“CAac yéu té danh hwéng dén quyét dinh ciia doanh nghiép l# hanh trong viéc lwa
chen hang hang khéng vén chuyén khach du lich dén Nhgt Ban”

Kinh mong quy anh/chi la can bg, nhan vién lam viéc trong doanh nghiép Il
hanh hd trg, cho y kién vao bang khao sat dudi day.

Phan I: Tra loi cAu héi

Anh/chi vui 1dng cho biét mic d6 quan trong caa minh ddi véi nhitng tiéu
chi dué6i day bang cach khoanh tron cho tirng mie do véi quy wéce nhu sau:

1 2 3 4 5
Hcgan toan Khoéng quan . Hoan toan
khdéng quan Trung lap Quan trong
trong trong guan trong

M&i phat biéu chi c6 mét (1) lwa chon.

GC Giaca Mirc do quan trong

1. | Hoa héng chiét khau cho doanh nghiép cao 1 |2[3[4]5

Gia ca canh tranh véi cac hang hang khéng khac cé dich

Vu tuong tu

Hing hang khong thudng danh nhiéu chuong trinh khuyén

maéi cho doanh nghiép




4.| Gié ca pht hop véi chat luong dich vu 1 12[3[4]5
ang hang kho 5 mic gid phu h 5 chat 1 loai
5. Héng hang khdng c6 mac gid phu hop véi chat lugng loai 1120314l s
hinh tour du lich cta doanh nghiép
TH Thwong hi¢u Mirc do quan trong
1. | Ha&ng hang khéng mang thuong hiéu nudc ngoai 112|3|4]5
2. | Hang hang khong mang thuong hié¢u ndi dia 1 121345
3. | Hang hang khdng noi dia lién doanh véi nude khac 112|345
CL Chat lwong dich vu khai thac Mirc d¢ quan trong
1. | Hang hang khdng c6 tan suat chuyén bay cao 112|3[4]5
9 Mang% duong bay cua hing hang khéng rit ngan thoi gian 112013als
chuyeén bay
3 Héng’héng khﬁng’cc’) kha ning bay dung gio, han ché cham L lalalal s
chuyeén, hay chuyén
4 Tién nghi,va dich vu phuc vu trén mat dat va trén chuyén 112013als
bay c0 chat luwgng cao
QC Quang cao Mire d§ quan trong
1 Hang hang khong thudng xuyén xuat hién trén cac phuong 11213als
tién thong tin dai ching
5 H%ng hang khong thuong xuyén th:alm gia cac hoat dong 112013als
trien 1am du lich, cac hdi thao xuc tién du lich
3. Héang hang khéng thuong xuyén tham gia tai trg cho cac 112013als
hoat dong cua doanh nghiép
TL Tinh thuan lgi Mirc do quan trong
L Héng hang kfnéng danh nhiéu tinh ning vuot troi trong 11203045
viéc dat vé, doi vé, hoan vé cho doanh nghiép
2. | Dich vu duong day ndng giai dap thic mac, phan hoi 1 |2[3[4]5




3. | Quy trinh, cach thuc dit chd, mua vé don gian 112345
4.| C6 nhiéu hinh thtic thanh toan 112|3[|4]5
5. | D& dang tim kiém théng tin 11213|4]|5
6. | Dich vu giao Vvé tan noi 1 12|13[4|5
PL Tinh phap ly Mire d§ quan trong
L Héang hang khdng hoat dong co6 day du giay phép co tinh 1120304l s
phap ly
5 Héng hang khong tuan thu dang nhirng quy tac an toan 112013lals
hang khéng
3. Héng hang khéng tuan thu dang nhitng quy tac an ninh 112013lals
hang khéng
Hang hang khdng tuan tha theo luat phap vé viéc giai
4.| quyét trong nhiing su ¢ hang khong nhu cham chuyén, | 1 |23 4| 5
hity chuyén, tai nan hang khdng
5. | Hang hang khong thuc hién day da nghia vu véinhanuwéc | 1 [2 |3 |4 ] 5
Hang hang kho két tuan tha dung so6 luong, chat
6. ang hang on‘g cam ,e uan tha dang so luong, cha 11213l4ls
luong nhu hop dong ky két vai doanh nghiép
7. | Hang hang khong cung cap day du ching tir, hoa don 112]13|4]5
XH Xu hwéng lwa chon Mirc d¢ quan trong
1. | Hang hang khong da tirng cung cip cho doanh nghiép 112]314]5
2. | Hang hang khong la nha cung cap méi 1121345
3.| Hang hang khéng c6 méi quan hé vai doanh nghiép 11213]4]5
4.| Hang hang khong c6 chinh sach cham séc khach hang tét 112|345
TK Nhom tham khao Mirc do quan trong
1. | Theo y kién tir cac bd phan chirc ning 112]3|4]5




2. | Theo y kién tir ban lanh dao doanh nghiép 11234

3.| Theo y kién tu van tir hang hang khdng 112|3]|4

Bién quyét dinh clia doanh nghig¢p

1 2 3 4 5

Rat khong dong y | Khong dong y | Binh thwong | Pongy Rat dong y

Qb Quyét dinh caa doanh nghiép

1. | Doanh nghiép sé& tiép tuc lua chon hang hang khéng van chuyén khach du
lich t&i Nhat Ban

2. | Doanh nghiép sé& tiép tuc lva chon hang hang khéng trong nhing tour du

lich d&én cac nudc khac

Phan I1. Théng tin ca nhan

1. Xin vui 1ong cho biét dom vi cong tac hién nay
a) Doanh nghiép c6 phan
b) Doanh nghiép tu nhan
c) Doanh nghiép trach nhiém hiru han

2. Xin vui 1ong cho biét vi tri cong tac hién nay
a) Ban giam ddc
b) Truong/phd bd phan

c) Nhan vién




*Gilaca

Phu luc 4: Két qua khao sat

1. Két qua Cronbach’s Alpha ciia cic thang do trong khio sat dinh lwong

Reliability Statistics

Cronbach's Alpha

N of Items

Alpha =.8470

5

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
GC1 13.8986 10.9249 7242 .7965
GC2 13.8756 11.2761 6714 8112
GC3 13.8433 11.2531 6915 .8059
GC4 13.8986 11.8323 5990 .8304
GC5 13.8848 11.9543 5900 .8325
* Thwong hiéu ( Lan 1)
Reliability Statistics
Cronbach'’s Alpha N of Items
Alpha =.3958 3
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
TH1 6.4009 1.7783 4196 -.0992
TH2 6.4332 1.5985 .3976 -.0887
TH3 6.7972 3.3476 -.0526 .7057




* Thwong hi¢u ( Lan 2)
Reliability Statistics

Cronbach's Alpha

N of Items

Alpha =.7057

2

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
TH1 3.3825 1.1817 5476
TH2 3.4147 .9846 5476
* Tinh phap ly
Reliability Statistics
Cronbach'’s Alpha N of Items
Alpha =.8750 7
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
PL1 20.3410 21.1424 7364 .8460
PL2 20.3779 21.5325 .7018 .8508
PL3 20.4147 22.0031 .6026 .8668
PL4 20.3272 22.6563 .5800 .8545
PL5 20.2949 23.0885 5745 8671
PL6 20.3041 22.2219 6762 .8486
PL7 20.3088 21.8163 1227 .8647




* Quang céo (Lan 1)
Reliability Statistics

Cronbach's Alpha

N of Items

Alpha =.4207

3

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
QC1 6.7189 3.3327 .0268 6157
QC2 6.1935 1.7587 .3569 0977
QC3 6.3779 1.6251 4034 -.0202
* Quang céo ( Lan 2)
Reliability Statistics
Cronbach's Alpha N of Items
Alpha =.6157 2
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
QC2 3.2673 1.1690 4448
QC3 3.4516 1.1377 4448




* Tinh thuan lei (1an 1)
Reliability Statistics

Cronbach's Alpha

N of Items

Alpha =.7001

6

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
TL1 17.1429 8.8267 6579 5763
TL2 17.1705 8.8273 6347 5841
TL3 17.1198 9.6245 .5449 .6209
TL4 17.0737 9.6056 5269 6267
TL5 16.7834 13.0871 .0664 7541
TL6 16.2535 12.9308 1420 .7298
* Tinh thuan lgi (1an 2)
Reliability Statistics
Cronbach's Alpha N of Items
Alpha =.8372 4
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
TL1 9.5622 7.1639 7110 7748
TL2 9.5899 7.1042 .6988 .7803
TL3 9.5392 7.6941 6363 .8078
TL4 9.4931 7.6122 6290 8111




* Chat lwgng dich vua khai théac

Reliability Statistics

Cronbach's Alpha

N of Items

Alpha =.7881

4

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
CL1 9.8986 6.2582 6749 .6957
CL2 9.9263 6.3001 5857 7423
CL3 9.8249 6.8673 5629 7521
CL4 9.9447 6.6543 5647 7515
* Xu hwéng lwa chon
Reliability Statistics
Cronbach'’s Alpha N of Items
Alpha =.8095 4
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
XH1 10.2212 5.6175 6700 7397
XH2 10.1889 6.0058 5835 7812
XH3 10.2765 5.5621 6392 7554
XH4 10.1382 6.1197 6168 7664




* Nhom tham khao

Reliability Statistics

Cronbach's Alpha

N of Items

Alpha =.7846

3

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
TK1 5.8433 2.5031 .6008 7321
TK2 5.7604 2.5349 6776 .6591
TK3 5.6866 2.2625 .6042 7370
* Quyét dinh ciaa doanh nghiép
Reliability Statistics
Cronbach's Alpha N of Items
Alpha =.6388 2
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected- Cronbach's
Item Deleted | if Item Deleted | ItemTotal Alpha if Item
Correlation Deleted
QD1 3.5392 .3700 4694
QD2 3.5346 .3888 4694




2. Két quaphan tich nhan té kham pha EFA

Lan1:

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. 854

Bartlett's Test of Approx. Chi-Square 3275.467

Sphericity df 465
Sig. .000

Total Variance Explained

Extraction Sums of Squared Rotation Sums of Squared

Component Initial Eigenvalues Loadings Loadings

% of Cumulative % of Cumulative % of Cumulative

Total | Variance % Total | Variance % Total | Variance %

1 8.542 27.556 27.556 | 8.542 27.556 27.556 | 4.148 13.380 13.380
2 2.947 9.507 37.063 | 2.947 9.507 37.063 | 3.260 10.518 23.898
3 2.245 7.243 44.306 | 2.245 7.243 44.306 | 2.811 9.068 32.966
4 2.005 6.469 50.775 | 2.005 6.469 50.775 | 2.614 8.434 41.400
5 1.751 5.648 56.423 | 1.751 5.648 56.423 | 2.586 8.340 49.740
6 1.325 4.274 60.697 | 1.325 4.274 60.697 | 2.414 7.787 57.527
7 1.231 3.972 64.670 | 1.231 3.972 64.670 | 2.214 7.143 64.670
8 .909 2.932 67.601

Extraction Method: Principal Component Analysis.




Rotated Component Matrix(a)

Component

4

PL7

.785

.302

PL1

776

PL6

.761

.281

PL2

757

PL3

.678

.248

PL4

.651

.201

PL5

.642

.245

.210

GC1

.790

GC3

.766

231

GC2

754

GC5

.709

GC4

.705

.220

TL1

.825

TL2

277

799

TL3

.210

717

TL4

.692

297

TH1

774

TH2

742

Qc2

.660

.253

QC3

.643

.258

.224

CL1

.232

.768

CL2

719

CL3

.203

.682

.215

CL4

319

.670

XH1

.785

XH2

.225

.754

XH3

.310

.234

.213

.650

XH4

314

.250

.595

TK2

.859

TK1

.818

TK3

.810

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 7 iterations.




Lan 2:

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. 845
Bartlett's Test of Approx. Chi-Square 3119.904
Sphericity df 435
Sig. .000
Total Variance Explained
Extraction Sums of Squared Rotation Sums of Squared
Component Initial Eigenvalues Loadings Loadings
% of Cumulative % of Cumulative % of Cumulative
Total | Variance % Total | Variance % Total | Variance %
1 8.132 27.108 27.108 | 8.132 27.108 27.108 | 4.141 13.803 13.803
2 2.940 9.801 36.909 | 2.940 9.801 36.909 | 3.244 10.812 24.615
3 2.192 7.305 44.214 | 2.192 7.305 44.214 | 2.797 9.325 33.940
4 1.990 6.635 50.849 | 1.990 6.635 50.849 | 2.569 8.564 42.503
5 1.748 5.828 56.677 | 1.748 5.828 56.677 | 2.551 8.503 51.007
6 1.276 4.253 60.930 | 1.276 4.253 60.930 | 2.194 7.314 58.321
7 1.209 4.030 64.959 | 1.209 4.030 64.959 | 1.992 6.639 64.959
8 .909 3.029 67.989

Extraction Method: Principal Component Analysis.




Rotated Component Matrix(a)

Component

4

PL7

.786

.303

PL1

774

.202

PL2

.761

PL6

.760

.281

PL3

.674

.264

PL4

.660

PLS

.648

247

.207

GC1

791

GC3

769

.230

GC2

.753

GC5

712

GC4

.702

.225

TL1

.827

TL2

277

.800

TL3

.209

.719

TL4

.694

.296

TH1

778

TH2

747

QC2

.660

.253

QC3

.650

.262

CL1

.236

.770

CL2

.201

721

CL3

.208

.685

.202

CL4

.319

.670

TK2

.860

TK1

.821

TK3

.812

XH1

.784

XH2

.227

.770

XH3

.318

.253

.226

.631

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 6 iterations.




3. Kiém tra céac gia dinh mé hinh hai quy

Frequency

Histogram

Dependent Variable: QD
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Std. Dev =.99
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Scatterplot
Dependent Variable: QD

3 =]

Regression Standardized Residual

Regression Standardized Predicted Value

. Phan tich méi quan h¢ twong quan giira cac bién

Correlations

F1 F2 F3 F4 F5 F6 F7 QD
Fl Pearson *% *k *k *% *% - *k
Correlation 1| .322(*) | .276(**) | .384(**) | .324(**) | .498(**) .034 A468(*¥)
Sig. (2-tailed) ) .000 .000 .000 .000 .000 617 .000
N 217 217 217 217 217 217 217 217
F2 Pearson *% *k *k *% *% - *k
Correlation .322(*) 1| 4440+ | .359(**) | .364(**) | .341(**) .067 548(**)
Sig. (2-tailed) .000 ) .000 .000 .000 .000 .328 .000
N 217 217 217 217 217 217 217 217
F3 Pearson *% *% *k *% *% - *k
Correlation 276(*%) | .444(+%) 1| .308(**) | .441(**) | .284(*) 126 A47(%)
Sig. (2-tailed) .000 .000 ) .000 .000 .000 .065 .000
N 217 217 217 217 217 217 217 217
F4 Pearson *% *% *k *% *% - *k
Correlation .384(**) | .359(**) | .308(**) 1| .482(**) | .450(**) .029 .520(**)
Sig. (2-tailed) .000 .000 .000 : .000 .000 .670 .000
N 217 217 217 217 217 217 217 217
F5 Pearson *% *% *k *k *% - *k
Correlation 324(*%) | .364(*%) | .441(*) | .482(*¥) 1| .381(*) .035 507(**)
Sig. (2-tailed) .000 .000 .000 .000 ) .000 612 .000
N 217 217 217 217 217 217 217 217
F6 Pearson *% *% *k *k *% - *k
Correlation A498(**) | .341(*%) | .284(**) | .450(**) | .381(**) 1 .032 554(*¥)
Sig. (2-tailed) .000 .000 .000 .000 .000 ) .636 .000
N 217 217 217 217 217 217 217 217
F7 Pearson .034| -067| -126| -029| -035| -.032 1 -.074
Correlation




Sig. (2-tailed) 617 .328 .065 670 612 636 . .280
N 217 217 217 217 217 217 217 217
QD Pearson *% *k *% *% *k *k -
Correlation AB8(**) | .548(*%) | .447(**) | .520(**) | .507(**) | .554(**) 074 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .280 .
N 217 217 217 217 217 217 217 217
** Correlation is significant at the 0.01 level (2-tailed).
5. Phan tich hdi quy giira cac bién
Variables Entered/Removed(b)
Variables Variables
Model Entered Removed Method
1 F6, F3, F4,
F2, F1, Enter
F5(a)
a All requested variables entered.
b Dependent Variable: QD
ANOVA(b)
Sum of
Model Squares df Mean Square F Sig.
1 Eegress'o 32.897 6 5.483 42164 .000(a)
Residual 27.308 210 .130
Total 60.205 216
a Predictors: (Constant), F6, F3, F4, F2, F1, F5
b Dependent Variable: QD
Model Summary(b)
Adjusted R | Std. Error of Durbin-
Model R R Square Square the Estimate Watson
1 .739(a) 546 .533 .36061 2.130
a Predictors: (Constant), F6, F3, F4, F2, F1, F5
b Dependent Variable: QD
Coefficients(a)
Unstandardized Standardized
Model Coefficients Coefficients t Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
1 (Constant) 1.269 147 8.645 .000
F1 .081 .038 119 2.149 .033 .699 1.431
F2 .167 .035 .263 4.786 .000 714 1.400
F3 .066 .033 111 2.009 .046 .706 1.415
F4 .104 .037 .163 2.831 .005 .654 1.529
F5 .099 .037 .154 2.662 .008 .648 1.542
F6 155 .037 .242 4.188 .000 .647 1.545

a Dependent Variable: QD




6. Két qua kiém dinh T-Test, ANOVA

Veé loai hinh doanh nghiép

Test of Homogeneity of Variances

QD
Levene
Statistic dfl df2 Sig.
2.669 2 214 .072
Descriptives
QD
Std. 95% Confidence
N Mean Std. Deviation Error Interval for Mean Minimum | Maximum
Lower Upper
Bound Bound
DN tu nhan 9 3.2059 .61387 .14889 2.8903 3.5215 2.00 4.00
DN co phan 42 3.3580 .42008 .04668 3.2651 3.4509 2.50 4.00
DN TNHH 166 | 3.7059 52243 | .04789 3.6110 3.8007 2.50 5.00
Total 217 3.5369 52795 .03584 3.4662 3.6075 2.00 5.00
ANOVA
QD
Sum of
Squares df Mean Square F Sig.
Between Groups 7.852 2 3.926 16.049 .000
Within Groups 52.353 214 245
Total 60.205 216
Multiple Comparisons
Dependent Variable: QD
() VITRI (J) VITRI Sig. 95% Confidence Interval
Lower Bound | Upper Bound
Bonferroni Ban giam doc | Truong don vi .751 -.4705 .1662
Nhan vién .000 -.8094 -.1906
Truong, pho Ban giam doc 751 -.1662 4705
don vi An Uia
Nhan vién .000 -5198 -.1759
Nhan vién Ban giam doc .000 .1906 .8094
Truong don vi .000 .1759 .5198
Dunnett t (2-sided)(a) Ban giam doc Nhéan vién .000 -.7882 -.2118
Truong don vi Nhan vién .000 -.5080 -.1877

* The mean difference is significant at the .05 level.
a Dunnett t-tests treat one group as a control, and compare all other groups against it.



Vé vi tri cong téc
Test of Homogeneity of Variances

QD
Levene
Statistic dfl df2 Sig.
2.669 2 214 .072
Descriptives
QD
95% Confidence
N Mean Std. Deviation | Std. Error Interval for Mean Minimum Maximum
Lower Upper
Bound Bound
Ban giam doc 18 3.2778 .59956 14132 2.9796 3.5759 2.50 4.00
Truong don vi 53 3.3981 .48220 .04640 3.3062 3.4901 2.50 5.00
Nhan vién 146 | 3.7527 .49088 .05146 | 3.6505 3.8550 2.00 5.00
Total 217 | 3.5369 .52795 .03584 | 3.4662 3.6075 2.00 5.00
ANOVA
QD
Sum of
Squares df Mean Square F Sig.
Between Groups 7.528 2 3.764 15.290 .000
Within Groups 52.678 214 .246
Total 60.205 216
Multiple Comparisons
Dependent Variable: QD
() VITRI (J) VITRI Sig. 95% Confidence Interval
Lower Bound | Upper Bound
Bonferroni Ban giam doc Truong don vi 1.000 -.4252 .1844
Nhan vién .001 -.7838 -.1661
Truong,pho don | Ban giam doc 1.000 -.1844 4252
Vi A UA
Nhan vién .000 -5250 -.1842
Nhan vién Ban giam doc .001 .1661 .7838
Truong don vi .000 1842 5250
Dunnett t (2-sided)(a) Ban giam doc Nhan vién 001 -.7621 -.1878
Truong don vi Nhan vién .000 -5130 -.1962

* The mean difference is significant at the .05 level.
a Dunnett t-tests treat one group as a control, and compare all other groups against it.
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