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Nghién ctru nay tim hiéu cac yéu té anh huong dén su hai
long ctia hanh khach ddi voi nha ga qubc noi, cang hang khong
qudc té Tan Son Nhat (TSN) Str dung mo hinh ciu tric tuyén
tinh (PLS SEM) nham kiém dinh céc m01 quan h¢ gitra cac gia
thuyét, 4p dung phuong phap khao sat mau chin duoc thu thap tir
230 & phong chd nha ga qudc ndi. Két qua nghién ciru cho thiy
chat luong dich vu, gia tri cam nhan va hinh anh san bay c6 tac
dong dén sy hai long cua hanh khéch. Trong do, chét lugng dich
vu 12 mot khai niém béc hai bao gdm céc thanh phan: hiéu qua,
hiéu suat, twong tac va trang tri, anh huong truc tiép va gian tiép
dén sy hai long. Ddi véi tac dong gian tiép, gia tri cam nhan va
hinh anh san bay déng vai trd trung gian trong mdi quan hé giita
chat lu(rng dich vu va su hai long. Gia tri cdm nhén c6 tac dong
16n nhat dén sy hai long so VOI chit Iugng dich vy va hinh anh
san bay. Nghlen clru nay cung cap cac ham y quan tri ddi véi san
bay TSN nham thiét lap cac chién lwoc nhdam gop phan vao su
phat trién bén viing ciing nhu tao ra hinh anh san bay tich cyc, gia
tang gia tri cdm nhan va nang cao muc dg hai long.

ABSTRACT

This study explores the factors affecting passenger
satisfaction for the domestic terminal at Tan Son Nhat (TSN)
international airport. The linear structural model (PLS-SEM) was
applied to test the relationship between the proposed variables,
using the sample intercept method to collect from 230 passengers
in the waiting room of the station. Research results show that
service quality, perceived value and airport image has the
influence on passenger satisfaction. In which, service quality is a
multidimensional structure including efficiency, effectiveness,
interaction and decoration, affecting satisfaction in two ways:
direct and indirect. For indirect effects, perceived value and
airport image play an intermediary role in the relationship
between service quality and satisfaction. Perceived value has a
strong influence on passenger satisfaction and more than 2 other
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predictors. This study provides governance implications for TSN
airport that have a basis for establishing strategies to enhance
sustainable development as well as create a positive airport
image, perceived value and enhancement of the airport high level
of satisfaction of passengers.

1. Giéi thi¢u

Theo bao cdo moi nhét tir ndm 2018 cua hiép hoi cang hang khong Quéc té (Airports
Council International (ACI), 2018), nganh hang khong Viét Nam trén da phat trién nhanh chong.
Puoc thuc déy boi sy tang truéng manh mé cua du lich va hiéu qua kinh té manh mé& cua dat
nudc, thi truong hang khong quéc té va noi dia cua Viét Nam dang tré thanh mot trong nhiing thi
truong phat trién nhanh nhat trén thé gidi. Tuy nhién, ké tir khi bung phét dich bénh vao cubi
nam 2019, dai dich Covid-19 d4 mang lai 4nh hudng 16n nhat cho nganh hang khong Viét Nam
va nganh hang khong thé gidi. Nganh du lich sut giam, nhu cau hanh khach giam d3 khién thi
truong hang khong gap kho, tuy nhién véi nhiéu phuong an hd tro, thi trudng hang khong trong
nude duoc ky vong s& som hdi phuc va tiép tuc da phat trién. Bén canh do, san bay dong Val tro
trung gian quan trong trong qua trinh van chuyén hang khong va 1a ctra ngd ciia mdi quoc gia,
noi luu giit 4n twong dau tién va cudi cling ctia hanh khach vé dat nuéc, khu vye. Vi vay, viée
nang cao hinh anh Cang Hang Khong (CHK) tich cyc trong tdm tri hanh khéach 1a diéu can thiét.
Ngay nay, cac san bay mang lai gia trj gia ting cao 13 noi thuc hién nhiéu dich vu va hoat dong
cong nghiép khac nhau nhu hoat dong vin hoa, biéu dién nghé thuat, mua sim, am thyc, tir d6
tao ra nhirng trai nghiém tich cuc, nang cao su hai long cia hanh khach cho du khéch.

Chét Luong Dich Vu (CLDV) 1a mét trong cac yéu td quan trong tic dong tich cuc dén
hinh anh san bay, Sy Hai Long (SHL) ctia hanh khach va hiéu qua tai chinh ctia san bay. Theo
khao sét toan cau thuong nién vé CLDV séan bay ctia ACI (QUIPORT, 2016) duoc thuc hién tai
hon 300 san bay trén thé gidi va khao sat trén 550,000 hanh khach mdi nam cho thay mirc d¢ hai
1ong ctia hanh khach toan ciu ting 1% ddng nghia véi viée ting truong trung binh 1.5% trong
doanh thu phi hang khong. Do d6, viéc ting SHL ctia hanh khach ddi véi san bay khong chi duy
tri hinh anh tich cuc dai dién cho mot quéc gia, tang loi thé canh tranh cua sin bay ma con dong
mat vai trd quan trong trong viéc tang doanh thu cua sén bay.

Nghién ctru ctia nhom téc gia tién hanh voi myc dich kiém dinh mé hinh cac yéu t6 cua
CLDV anh huong dén SHL thong qua vai trd trung gian ctia Gia Tri Cam Nhan (GTCN) va Hinh
Anh San Bay (HASB). Mit khac, dich vu san bay van 13 mét trong nhitng xu huéng nghién ctru
it dugc quan tam tir cac hoc gia, dac biét nghién ctru vé nhan thirc cua hanh khach vé cac dich vu
san bay it dugc khai thac bdi cac hoc gid chuyén linh vuc véan tai hang khong (Correia
&Wirasinghe, 2004). Trai qua cac nam, cuc hang khong Vi¢t Nam ghi nhan tbc do tang trudng
cao tir 10 - 15%/nam vao nam 2018 tai CHK qudc té Tan Son Nhét. Tuy nhién, hién tuong qua
tai tai cac nha ga hanh khach gy anh huong nghiém trong dén CLDV tai san bay. Chinh vi 18
d6, nghién ciru va tim hiéu mirc d6 cam nhén thyc té cia CLDV tai hai nha ga hanh khach mang
tinh cép thiét, d6 ciing 1a 1y do nhom tac gia tién hanh nghién ctru kiém dinh CLDV va SHL ctia
hanh khach théng qua vai tro trung gian GTCN va HASB trong bdi canh dich vu san bay hién
nay tai Viét Nam. Ham ¥ 1y thuyét s& dong gop nhiéu cho cac nha hoach dinh chién luoc tai san
bay hudng phat trién bén vimg hon vé CLDV théng qua kién tao HASB tich cuc, nang cao
GTCN va SHL ctia hanh khach tai CHK qudc t& Tan Son Nht.
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2. Co s& 1y thuyét va dé xuit gia thuyét nghién ciru
2.1. Chit Luwong Dich Vu (CLDV) doi véi cing hang khong, sin bay

Zeithaml (1988) di phat biéu CLDV mang cam nhan tir khach hang khi danh gi4 tong thé
cta dich vu vé tinh wu viét hodc su xuit sic cua ching. CLDV mang nhirng dac trung riéng khac
nhau dbi véi timg linh vuc khac nhau. Trong linh vuc cang hang khong, CLDV nhén dugc nhiéu
quan tam tu cac hoc gla va dugc do ludng bang nhiéu phuong phéap dic trung. Trong d6 phu(mg
phap dinh luong 1a phd bién nhét, tao ra cac bién phap cho phép danh gla thong qua diém chuan
va hleu suét dich vu tai cac san bay Céac moé hinh nay st dung céc bién s6 nhu khoang cach di
bd, b ki-6t 1am tha tuc tu dong, s6 luong hanh khéch trén mét vudng trong phong cho khéi hanh
va s luong bién bao thong tin chuyén bay hd tro hanh khach (Dale & Brian, 2007).

Mait khac, c6 nhitng nghién ctru dya trén nghién ctru dinh tinh va dinh luong, trong do
nhan thirc ciia hanh khach 1a yéu t6 trong tim trong do ludng CLDV cua sén bay. Dale va Brian
(2007) cho rang ky vong cta hanh khach vé CLDV san bay 1a mot khai niém da khia canh bao
gbm ba thanh phan: chirc ning (bao gom tinh hiéu qua va hiéu suat), twong tac (chu yéu quan
tam dén hanh vi giai quyét van dé cua nhan vién phuc vu san bay) va tiéu khién (cac diém thu
hut ctia san bay gitip hanh khach tiéu khién, bt nham chan). Thang do dich vu san bay da dugc
kiém dinh trong nhiéu nghién ctru truée (Gongalves & Caetano, 2017; Okwir, 2017; Seyanont,
2011; Widarsyah, 2013). Trong nghién ctru ndy, thang do CLDV 1a thang do béc 2, dugc ké thira
tir Dale va Brian (2007), bao gdm 03 thanh phan, dugc do luong bai cac bién quan sat (Bang 1).

Bang 1
Thang do chét luong dich vy

Po lwong | Thanh té Bién quan sat

Céc bang biéu bén ngoai san bay chi din anh/chi tryuc tiép dén cac khu
vuc nhu bai gilr xe, hudng di té1 nha ga quoc té

Céac bang dién tir chi din tai hanh lang bén ngoai nha ga hanh khéach
gitip anh/chi dé xéc dinh vi tri ctia cac hang hang khong

C6 nhiéu bang biéu dé thiy trong sin bay dinh hudng anh/chi dén cac
Hiéu suét |khu vuc nhu goi hanh 1y, quay vé, an ninh, toilet va dich vu cong cong
khac

Chire ning B& cuc thiét ké san bay gitp anh/chi da dang tim kiém nhimg khu virc

anh/chi can (nha hang, cong 1én may bay, phong vé sinh, ...)

Khoang cach di bo tir diém kiém tra an ninh d&én cbng ra may bay la
phu hop
Thoi gian chd xép hang trong qua trinh lam thu tuc (check-in) it hon
10 phut

Hi¢u qua

Thoi gian chd kiém tra an ninh it hon 10 phut

Khiéu nai ctia anh/chi lién quan dén dich vu céac san bay dugc phan hoi
Tinh ngay lap tlrc

twong tic | Tuong tdc [Nhan vién tai sdn bay nay khong qua ban ron dé hd trg cac yéu

cau/cau hoi cua anh/chi mét cach nhanh chdng
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Po lwong | Thanh tb Bién quan sat

Nhan vién san bay san sang luu y to1 tinh huong cé nhan cua riéng
anh/chi (vi du anh/chi can dugc nhan vién luu y ho tro trong mot so
tinh hudng c4 nhan)

Nhan vién an ninh lich sy va gitp do anh/chi

Céc thiét bi hoi nghi c6 san cho anh/chi tai san bay dé anh/chi c6 thé
tién hanh cac cudc hop

Tién nghi | San bay c6 cac trung tdm dich vu, cung cip mdy tinh ca nhén, dién
thoai va fax

San bay c6 nhimg khu vuc yén tinh dé ngu trua, doc sach hodc lam
viéc

Tiéu khin Trang tri san bay phu hop v6i dac diém van hoéa cia thanh pho

Trang tri .
9 San bay trung bay céc tdc pham nghé thuat

Nhin chung, san bay cé trang tri

Céc ctra hang ban 1€ c6 tiéng tai Viét Nam c6 san tai san bay nay

Gi4 tri thu | Chudi nha hang c6 tiéng tai Viét Nam c6 sin tai san bay nay
hat

C6 nhiéu ctra hang ban qua luu niém mang ddc trung van hoéa va hinh
anh Viét Nam tai san bay

Ngudn: Nhom tac gia tong hop
2.2. Gia Tri Cam Nhgn (GTCN)

Gia Tri Cam Nhan (GTCN) la mot thuat ngit quen thudc trong cac hoat dong tiép thi. N6
duogc hiéu 13 nhan thirc tong thé tir khach hang vé loi ich dugc nhan va duoc cho vé tién ich cia
mot loai san pham hodc dich vu nao d6 (Zeithaml, 1988), va ciing nhu nhan biét tinh hop 1y cta
gia ca so voi chat luong (Livesey & Lennon, 1978). GTCN dién ra khi khach hang danh gia loi
ich cua san phém hodc dich vy dya trén nhan thirc “dugc gi va cho di nhitng gi” (McDougall &
Levesque, 2000). GTCN doéng vai trd ¢t yéu trong viée danh gia CLDV, SHL cta khach hang
va y dinh hanh vi cta khach hang (Dodds, Monroe, & Grewal, 1991).

2.3. Hinh Anh Sin Bay (HASB)

Keller (1998) dua ra khai niém hinh anh thuong hi€u dugc hinh thanh trong nhan thirc
ctia ngudi tiéu dung khi ho lién tuong dén thuong hiéu xuét hién va phan anh noi tim tri ctia ho
khi thdy mot thuong hiéu. D6 1 an tuong tong thé tao ra trong tim tri nguoi tiéu dung vé mot
cong ty (Kotler & Barich, 1991). Ngoai ra, nhan thtrc v& hinh anh t6 chirc con chiém giit trong tri
nhé caa khach hang, tic dong dén nhan thirc vé hoat dong ctia mot to chire (Grénroos, 1988) va
12 mot yéu t6 quan trong trong danh gia dich vu tong thé (Gummesson & Gronroos, 1987). Hinh
anh thuong hiéu dya trén tat ca trai nghiém tiéu dung cuia khach hang va CLDV la dai dién cho
nhiing trai nghiém tiéu dung nay. Cai thién hinh anh thuong hiéu ciing 1a mot van dé quan trong
d6i v6i cac cong ty dich vu vi no 1a mot yéu té quyét dinh dong luc cho viée tiép thi san pham.

2.4. Sw hai long (SHL)

Kotler (1997) dinh nghia Sy Hai Long (SHL) dya trén d6i sanh so vé6i su trong doi vé
mat cam gidc nhan thure c6 thé thich thu hoac that vong ctia khach hang vé hi€u suat hoac két qua
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dugc nhan tir san phdm dich vu trai nghiém. Stank, Goldsby, va Vickery (1999) hiéu SHL la
dang phan mg tong thé cua ngudi tiéu dung khi trai nghiém san phim hodc dich vu nao do.
Khong thé phii nhan vai tro ndng cdt ciia SHL vi né dwoc danh gia 1a muc tiéu trong tim c6 y
nghia trong ham y kinh doanh 1au dai, diéu d6 khién khach hang mua nhiéu hon (Oliver, 1997).
Mirc d6 hai long chung cta khach hang s& cao hon néu CLDV duoc ning cao hon va diéu nay
dan dén cac y dinh hanh vi tich cuc cua khach hang. Cac CHK trén toan thé gidi danh gia cao
tinh cép thiét cua viéc kiém tra mirc d6 hai long ctia hanh khach va xac dinh cac chi s6 dé nang
cao trai nghiém ctia hanh khach tai sn bay. Hon nita, gan ddy sy quan tim vé murc d6 hai 1ong
ctia hanh khach vé cac trai nghi¢m dich vu tai san bay da trd thanh trong tam trong cac van dé
trong hoach dinh chién luoc tiép thi ciia ban quan 1y san bay (Yeh & Kuo, 2003).

2.5. Chit lwgng dich vu va sw hai long

Phan 16n cac nghién ctru c6 xu hudng tng ho SHL nhu mot két qua ciia CLDV (Brady &
Cronin, 2001; Cronin & Taylor, 1992; Lai, Griffin, & Babin, 2009; Parasuraman, Berry, &
Zeithaml, 1993; Parasuraman, Zeithaml, & Berry, 1994). Do d6, gia dinh chinh la viéc danh gia
CLDV dugc cung cap sé xac dinh cung véi cac thanh to khac cd lién quan, mirc do hai long cua
ngudi tiéu dung dbi véi to chie hodc nha cung cip dich vu (Hurley & Estelami, 1998). Tac dong
gita CLDV va SHL dugc nhi€u nghién ctu truéc kham pha (Cronin & Taylor, 1992;
Parasuraman, Zeithaml, & Berry, 1988). Hoffman va Bateson (2001) d¢ cap dén chién lugc trong
diém dé thiét 1ap van hanh hiéu qua va tron tru, vira nang cao yéu cau va chat luong cao hon thi
khong thé khong nhac dén chién lugc nang cao chat lugng hang hoéa dich vu. Cung tng dich vu
c6 chat luong tot va dam bao SHL ciia ngudi tiéu dung dugc dénh gia va cong nhan rong rai 1a
thanh to gop phan gay dung sy thanh cong cua cac san pham trong linh vyc dich vu (Stevens,
Knutson, & Patton, 1995a). Do do, CLDV cao hon c¢6 thé dan dén SHL chung cuia khach hang
cao hon va CLDV 1a mét trong nhitng yéu td tién than ctia SHL cta khach hang (Hu,
Kandampully, & Juwaheer, 2009). Vi thé nhom tac gia d¢ xuat nghién ctru gia thuyét sau:

HOla: Hiéu sudt c6 tdc dong tich cuc dén SHL

HO1b: Hiéu quda cé tic ddng tich cuee dén SHL

HOIc: Twong tac co tac dong tich cuc dén SHL

HO1d: Tién nghi co tdac dong tich cuc dén SHL

HOle: Gia tri thu hut co tdac dong tich cuc dén SHL

HOIf: Trang tri ¢6 tdc déng tich cue dén SHL

2.6. Chit lwong dich vu, gid tri cim nhdn va sw hai long

Céac nghién ciru trude day ciing di tng hoé Gia Tri Cam Nhan (GTCN) nhu mdt bién
trung gian trong moi quan h¢ nay (Duncan & Gary, 2002; Hu & ctg., 2009; Kuo, Chang, Cheng,
& Lai, 2013; Yu & ctg., 2014). Ngoai ra, GTCN duoc gia dinh c6 lién quan nhiéu dén CLDV va
SHL cuia khach hang (Tam, 2000). Lovelock, Patterson, va Walker (2007) moé ta CLDV dong vai
tro trong yeu anh huong GTCN. Ngoai ra, nd con dugc xem xét la thanh to co vai tro chinh mang
tinh quyét dinh dén SHL cua ngudi tiéu dung (McDougall & Levesque, 2000). Gallarza va Saura
(2006) x4c nhan vai tro dong gop vé mdi quan hé qua lai giita chat lwong, gia tri cam nhén va
SHL trong nganh gido duc. Xem xét cac nghién ctru trudc day cling xac nhan GTCN co6 anh
huong mot cach truc tiép va tich cuc dang ké dén SHL ctia khach hang trong nhiéu bdi canh ban
1¢ va dich vu. Nghién ctru ndy nham dénh gia y nghia tic dong gitta CLDV nhu mét bién doc lap
va SHL ctia hanh khach 1a mot bién phu thudc. Do d6, nhom tac gia dé xuat gia thuyét sau:
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HO2a: Hiéu sudt cé tic dong tich cue dang ké dén SHL ciia hanh khdch théng qua bién
trung gian GTCN

HO2b: Hiéu qua cé tic dong tich cuc dang dén SHL cia hanh khach théng qua bién
trung gian GTCN

HO2c: Tuong tdc c6 tic dong tich cuc ding ké dén SHL cia hanh khdch théng qua bién
trung gian GTCN

HO2d: Tién nghi cé tic dong tich ciee ding ké dén SHL ciia hanh khdch théng qua bién
trung gian GTCN

HO2e: Gid tri thu hit ¢é tac dong tich cuc ddng ké dén SHL cia hanh khéch thong qua
bien trung gian GTCN

HO2f* Trang tri ¢é tac dong tich cuee ddng ké dén SHL cua hanh khach théng qua bién
trung gian GTCN

2.7. Chit lwong dich vu va hinh dnh san bay va sw hai long hanh khdch

Aydin va Ozer (2005) chi ra rang nhan thirc vé CLDV anh hudng truc tiép dén nhan thirc
vé hinh anh doanh nghiép. Kham pha tir cac nghién ctru cho rang hinh anh doanh nghiép déng
mot vai trd quan trong trong viéc anh huéng dén SHL cua khach hang (Kandampully &
Suhartanto, 2000; O’Leary & Deegan, 2005). Cung quan diém, Ostrowski, O’Brien, va Gordon
(1993, tr. 23) kiém tra dich vu hang khong va lap ludn rang “trai nghiém tich cuc theo thoi gian
(sau mot s trai nghiém tét) cudi cung s& dan dén hinh anh tich cue.” Hinh anh doanh nghiép bat
ngudn tir tat ca trai nghlem tiéu dung cua khach hang va CLDV la dai dién cho nhiing trai
nghiém tiéu ding nay. Néu cong ty ¢ hinh anh thuong hiéu uy tin, khach hang mong doi CLDV
t6t nhat din dén SHL cuia khach hang. Nhiéu nghién ctru da phat hién ra rang hinh anh thuong
hiéu c6 anh hudng tich cuc dén SHL cta khach hang (Chien-Hsiung, 2011; Neupane, 2015;
Romaniuk & Sharp, 2003). Khi hinh anh ctia cong ty dwoc cam nhan, ngudi tiép nhan sé xem
chit lwong san pham, dich vu do cong ty cung cép 1a cao, do d6 d& tao dugc sy hai 1ong cao cia
khach hang va ho san sang chap nhan dich vu va san pham ciia cong ty (Goldberg & Hartwick,
1990). M6t hinh anh cong ty ni tiéng khong chi khuyén khich khach hang lya chon dich vu ctia
ho ma con cai thién SHL cua ho dbi véi cong ty (Faria & Mendes, 2013). Vai tro trung gian cua
hinh &anh thuong hiéu gitta CLDV va SHL ctia khach hang da duoc hd trg bsi cdc nha nghién ciru
tiép thi dich vu (Asmita & Bhakar, 2018; Hamid, Ibrahim, Seesy, & Hasaballah, 2015; Lai &
ctg., 2009). Vi thé nghién ctru nay dé xuit rang:

HO03a: Hiéu sudt cé tac dong tich cuc ding ké dén SHL ciia hanh khdch théng qua bién
trung gian HASB

HO3b: Hiéu qua cé tac dong tich cuc ding ké dén SHL ciia hanh khéach théng qua bién
trung gian cua HASB

HO3c: Tuong tic c6 tac dong tich cue dang ké dén SHL ciia hanh khdch théng qua bién
trung gian HASB

HO03d: Tién nghi cé tic dong tich ciec dang ké dén SHL ciia hanh khdch théng qua bién
trung gian HASB

HO3e: Gid tri thu hit ¢é téc dong tich cuc ddng ké dén SHL cia hanh khéch théng qua
bién trung gian HASB

HO3f: Trang tri cé tic ddng tich cwc dang ké dén SHL cia hanh khéch théng qua bién
trung gian HASB
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2.8. M6 hinh nghién cvru

H2(+)

Gia tri cam
nhin

Sw hai long
hanh khéach

Chit lwong
dich vu

Hinh anh san
bay

H3 (+)

Hinh 1. M6 hinh nghién ctru
3. Phuwong phap nghién ciru
3.1. Phwong phdp chon mdu thu thap sé liéu

Thong qua phuong phéap thao ludn nhém chuyén siu, Nhom tic gia chon phong van
nhom 10 hanh khach di timg bay qudc ndi trong khoang 12 thang gan nhat véi muc tiéu danh gia
tinh trong tAm cua tap thanh t6 duoc khai thac trong nghién ctru théng qua cac bién quan sat. Bén
canh d6, phong van sau cling nham hiéu chinh tap bién trudc giai doan nghién ctru chinh thirc.

Thang do nhap sau phong van sau dugc hinh thanh va dugc tién hanh nghién ctu thir
nghiém thong qua thu thap 50 mau tai sin bay nham kiém tra gia tri ndi dung va tinh nhat quan
noi tai ciia cac thang do do luong dai dién khai niém nghién ctru. Nghién ctru chinh thic di tién
hanh phuong phap khao sat mau chin (intercept survey) trén 230 hanh khach hoan tat qué trinh
1am thu tyc, an ninh soi chiéu va & phong chd nha ga trong ching bay noi dia. 230 bang khao sat
tryc tiép duge phat dé thu thap dir liéu nghién ctru, trong d6 c6 204 bang khao sat thu thap tir dap
vién mang tinh hop 1&. Bang khao sat dugc thiét ké thong qua thang do Likert 5 mutc d6 dan trai
tir 1 mo ta “hoan toan khong dong y” dén 5 mé ta “hoan toan dong y” bao gdm 29 bién quan sat
duogc ké thira tir cac hoc gia nghién ciru trude ddy. Bién chit luong dich vu (20 bién) duoc ké
thira va hiéu chinh tr thang do cac nha nghién ctru (ACI, 2011; Correia, Wirasinghe, & De
Barros, 2008; Fodness & Murray, 2007; Gongalves & Caetano, 2017; IATA, 2015; Yeh & Kuo,
2003). Thang do hinh anh san bay (05 bién) tir Lai va cong sur (2009). Gia tri cam nhéan (02 bién)
ké thira tir Tarus va Rabach (2013). Sy hai long (02 bién) dugc ké thira tir Tarus va Rabach
(2013).

3.2. Phwong phdp nghién ciru

Str dung k¥ thuat phan tich binh phwong nhé nhit mot phan (Parial Least Squares - PLS)
thong qua phan mém Smart PLS dé dénh gia va kiém dinh cac gia thuyét dé xuat nghién ctru
trong mo hinh nghién ctru thong qua ba budc. Budce 1: danh gid d¢ phu hop trong mé hinh do
luong tap trung vao cac chi s6 danh gia do tin cay, gia tri hoi tu va gia tri phan biét cac thang do
do luong khai niém nghién ctru. Budc 2: danh gia do phu hop trong mé hinh cu trac tap trung
vao 04 khia canh: (1) danh gia tinh da cong tuyén, (2) hé sé xac dinh (R?); (3) Xac nhan chéo cac
bién du thira (Q?); (4) hé sb duong dan.
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4. Két qua nghién ciru
4.1. Mé td mau khao sdt

Théng ké cho két qua mo ta nam gidi chiém 57.4%, trong khi nit gidi chiém 42.6% sb
dap vién tra 11 khao sat. Khoang 99.5% s6 dép vién thudc do tudi 18 - 67. Xap xi 48.0% dép
vién cho biét chuyén bay ctia ho phuc vu muc dich giai tri, cong viéc va hoc tap. Khoang 76% )
ngudi dugc hoi 6 tir 01 dén 03 14n bay qudc ndi vao nam 2019.

4.2. Kiém dinh dé phit hop mé hinh do lwong

Bang 2
Do tin cay, gia tri hdi tu va phan biét cac thang do
Bién quan sat AVE CR Loading Mean SE
Hiéu suét 0.594 0.878
Effi 1 0.821 3.7157 0.07541
Effi 2 0.814 3.6422 0.07499
Bién quan sat AVE CR Loading
Effi 3 0.817 3.6716 0.07597
Effi 4 0.800 3.3775 0.08014
Effi 5 0.570 3.3725 0.07048
Hi¢u qua 0.802 0.802
Effe 6 0.881 2.8725 0.08262
Effe 7 0.910 2.9020 0.08075
Tuong tac 0.553 0.831
Int 1 0.799 2.8676 0.07698
Int 2 0.762 3.1275 0.07934
Int 3 0.731 3.4216 0.07545
Int 4 0.676 3.2549 0.08056
Tién nghi 0.670 0.859
Pro 1 0.809 2.9167 0.08098
Pro 2 0.830 3.1667 0.07898
Pro 3 0.817 2.7353 0.08130
Trang tri 0.667 0.857
Dec 1 0.811 3.3333 0.08473
Dec 2 0.799 2.8284 0.08638
Dec 3 0.840 3.4853 0.07691
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Bién quan sat AVE CR Loading Mean SE
Gia trj thu hat 0.573 0.800
Mai 1 0.749 2.7745 0.09396
Mai 2 0.697 3.2206 0.08297
Mai 3 0.820 3.5784 0.07609
Hinh anh sdn bay  |0.639 0.899
Air 1 0.748 3.6716 0.07533
Air 2 0.811 3.5098 0.07436
Air 3 0.811 3.7941 0.06833
Air 4 0.785 3.5245 0.08028
Air5 0.841 3.5098 0.07338
Gia tri cam nhan 0.885 0.939
Bién quan sat AVE CR Loading
Per 1 0.943 3.6078 0.07098
Per 2 0.938 3.4608 0.07200
Su hai long 0.900 0.947
Sat 1 0.951 3.3873 0.06637
Sat 2 0.946 3.3431 0.06949

Ngudn: Nhom tac gia tong hop

Pau tién, hé sé tai cac nhan t6 16n hon 0.7, riéng tai Int 4 thip hon mot chit so véi
ngudng 0.7. Tuy nhién, theo khuyén nghi tir mot sé hoc gia gia tri gidi han 1a 0.5. Chen va Tsai
(2007) va Lin va Filieri (2015) xem 0.5 1a ngudng giéi han cho hé s tai c6 thé chap nhan dugc.
Vi vdy nghién ctru gt lai tit ca céc bién quan sat dugc xay dung trong mé hinh. Hé sé d tin cay
téng hop (CR) cac bién 16n hon 0.80, thé hién mic do tin cay “dat yéu cau dén tot” (Hair,
Matthews, Matthews, & Sarstedt, 2017, tr. 112) mo ta tinh nhit quan noi tai ciia cac bién. Doi
v6i tinh héi ty, danh gia tinh hoi tu thong qua chi s6 phuong sai trich (AVE). Phuong sai trich
trung binh trich (AVE) cta cic nhom nhan t6 déu cao hon 0.5 cho thay khai niém nghién ctru 88
giai thich nhiéu hon phan nira phuong sai cac bién quan sat ciia né. Vi thé cic nhom nhan té nay
dat gia tri hoi tu.

Gia tri phan biét duoc kiém dinh bang cach sir dung hé sd Heterotrait Monotrait Ratio
(HTMT). Tét ca cac gia tri HTMT cua cac nhan t6 déu dudi ngu’orng 0.85, ngu y rang tat ca cdu
trac trong md hinh ¢ su khac biét vé mit khai niém. Hon nita, ket qua tur bootstrapping voi
5,000 mau cho thiy khong c6 khoang tin cdy HTMT nao clia cac ciu tric d6 chira gia tri 1 (mirc
c6 nghia a = 5%). Vi vay gia tri phan biét ctia cac nhom nhén t6 déu dat.



Nguyén Pha Phuong Trang va cong su. HCMCOUJS-Kinh t€ va Quan tri Kinh doanh, 17(3), 50-67 59

Bang 3
Hé s6 Heterotrait-Monotrait Ratio (HTMT)

Air Dec Effe Effi Int Main | Pro Sat | Ser
Air
Dec 0.793
Effe 0.460 0.378
Effi 0.528 0.592 | 0.575
Int 0.525 0.503 | 0.786 | 0.789
Main 0.736 0.823 | 0.435 | 0.704 | 0.478
Pro 0.579 0.804 | 0.537 | 0.568 | 0.701 | 0.531
Sat 0.775 0.699 | 0.503 | 0.627 | 0.636 | 0.639 | 0.612
Ser 0.789 0.659 | 0.396 | 0.493 | 0.552 | 0.684 | 0.490 | 0.843

Ngudn: Nhom tac gia tong hop
4.3. Kiém dinh mé hinh cdu tric

Béng 4 hién thi 08 cip mdi quan hé cé y nghia thong ké & mirc ¥ nghia 5%. Trong do,
GTCN c6 tac dong manh nhat dén SHL (B = 0.447), ké tiép 1a tic dong cua trang tri dén hinh anh
san bay (B = 0.407). Déi voi hé sd tac dong 2, hé sb tac dong f2 tuong d6i cao xay ra cho cac moi
quan hé gitta GTCN va SHL (0.447), trang tri va hinh anh san bay (0.407) (f?> 0.35, duoc xem
Xét 1a c6 hé sb tac dong 16n (Cohen, 1998)), trang tri va GTCN (0.287), gia tri thu hut va san bay
(0.281), gia tri thu hut va gia tri cam nhan (0.277), tuong tac va gia tri cam nhan (0.248), hinh
anh san bay va sy hai 10ng (0.198), hiéu suit va su hai long (O 155) (trong do he s6 2> 0.15, coi
la c6 hé so tac dong trung binh (Cohen, 1998)). Ngoal ra, tat ca cac gia tri hé sb tac dong 2 cta
cac cap moi quan hé déu cao hon 0.02, do d6, tit ca Cac c4u triic ngoai sinh tiém an déu co anh
huéng dén bién nodi sinh tuong tng. Bén canh d6, hé sé phuong sai phong dai cta cac cau trac
déu khong vuot qua 5 cho thiy hién tuong da cong tuyén giita cac bién doc 1ap khong tac dong
dén viéc gia thuyét nghién ctiru duoc kiém dinh.

Gia tri cam nhan 13 mot bién noi sinh trong mbi quan hé véi 03 yéu t6 du bao: trang tri,
gia tri thu hut, twong tac (03 thang do do ludng khai niém CLDV) véi gia tri R? 1a 38.8%. Mit
khéc, trang tri va gia tri thu hut giai thich 50.08% phuong sai cia HASB (R? = 50.08%) duoc coi
la dang ké (Hair, Ringle, & Sarstedt, 2011; Sarstedt, Henseler, & Ringle, 2011). Hinh 4nh san
bay, hiéu suat va GTCN la nhitng yéu t6 ngoai sinh ¢ tac dong dén SHL vdi gia tri R? cao ¢
mtc 66.3%. Trong d6, GTCN c6 anh hudng manh nhat dén SHL (B = 0.447), so voi HASB va
hiéu suat voi lan luot 1a p=0.198 va p = 0.155.

Ngoai ra, gia tri Q? ctia ca 03 c4u trac ndi sinh déu 16n hon 0, do d6, md hinh c6 kha nang
du doan chinh xac. Cu thé, sy hai long cé gia tri Q* cao nhat (Q* = 0.579), tiép theo la gia tri cam
nhan va hinh anh san bay véi cac gia tri tuong ung la 0.335 va 0.323.
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Bang 4

Két qua kiém dinh gia thuyét nghién ctru trong mé hinh

H¢ so

P

2

cam nhan = 0.335

Gia thuyét chuin hoa | BOOtStTaP |\ | f VIF Két luin
HASB -> SHL 0.198 | [0.060;0.326]| 0.003 | 0.045| 2155 | Ungho
Trang tri -> HASB | 0407 | [0.252;0557]| 0.000 | 0.162| 1558 | Ungho
Trang tri -> SHL 0.069 | [0.070;0.203]| 0.327 | 0.006 Bc bo
Trangtri > GTCN | 0287 |[0.112;0.446]| 0.001 | 0.065| 1.645 | Ungho
Hiéu qua-> HASB 0.005 | [0.031;0.243]| 0.141 |0.014 Bic bo
Hiéu qua -> SHL 0051 |[0.0550.152]| 0.327 | 0.005| 1372 | Bécbo
Hiéuqua->GTCN | 0019 | [0.120;0.151]| 0.783 | 0.000 Bic bo
Hiéu suat-> HASB -0.013 | [0.176;0.173]| 0.886 | 0.000 Bac bo
Hicu suat -> SHL 0.155 | [0.024;0.305]| 0.029 |0036| 1501 | Ungho
Hiéu sudt-> GTCN | -0.003 | [0.178;0.182] | 0.970 | 0.000 Bc bo
Tuong tac -> HASB | 0114 | [0.074;0.296]| 0220 | 0.012 Bic bo
Tuong tac -> SHL 0047 |[0.083;0.174]| 0.476 |0.003 Bc bo
Tuong tac-> GTCN | 0.248 | [0.074;0.430]| 0.007 |0047| 1182 | Ungho
Ot B hit=> 0281 |[0.130:0.426]| 0.000 |0.095| 1558 | Ungho
Gid tri thu hat -> SHL | -0.032 | [0.148;0.088]| 0589 | 0.002 Bc bo
Gia tgtThé‘l\llmt > 0.277 | [0.124:0.428]| 0.000 | 0.074| 1.590 | Unghé
Tiénnghi -> HASB | 0019 | [0.125;0.165]| 0.798 | 0.000 Bic bo
Tién nghi -> SHL 0088 | [0.034:0.201]| 0.139 | 0.012| 1473 | Bécbo
Tiénnghi -> GTCN | -0.019 | [0.179;0.144]| 0.815 | 0.000 Béc b6
Gié tr} ‘éﬁ‘tnhan'> 0447 | [0.338;0550]| 0.000 |0284| 1973 | Ungho
R2 R? hinh 4nh sin bay = 0.522 ; Ry hai long = 0.663; R? gia tri
cam nhén = 0.406
0% Q? hinh anh san bay = 0.323 ; Q? sy hai long = 0.579; Q? gia tri

Ngudn: Nhom tac gia tong hop

4.4. Phan tich vai tro cdc bién trung gian

Béng 5 cho thiy mot sb tac dong trung gian giita cac mdi quan hé sau: (1) tuong tac va sy
hai long qua trung gian gia tri cam nhan; (2) gia tri thu hat va su hai long qua trung gian cta gia
tri cam nhan va hinh anh san bay; (3) phong cach trang tri va su hai long qua trung gian cua gia
tri cam nhan va hinh anh san bay. Trong d6 bién gia tri cdm nhéan va hinh 4nh san bay déng vai
tro trung gian toan phan trong méi quan hé (1), (2) va (3).
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Bang 5

Két qua kiém dinh mdi quan hé trung gian

Twong tac
va su hai
long qua

trung gian

gia tri cam
nhan

Tac dong truec tiép

H¢ s hdi

Khoang tin ciy hé sb

Két luan vé mit y

quy hdi quy véi a = 5% nghia thong ké
Tuong tac -> SHL 0.047 -0.064 0.156 Khong chip nhan
Tuong tac -> GTCN 0.248 0.096 0.402 Chap nhan
GTCN -> SHL 0.447 0.361 0.531 Chap nhan
Tac dong gian tiép 0.111 0.042 0.186 Chép nhéan

GTCN dam nhan trung gian toan phan trong mbi quan hé giira twrong tac va SHL

Gia tri thu
hat va sw
hai long
gua trung
gian ciia
gia tri cam
nhén va
hinh dnh
san bay

Tac dong trye tiép

H¢ s hdi

Khoing tin ciy hé s6

Keét luan vé mit y

quy hdi quy véi a = 5% nghia thong ké
Gia tri thu hat -> SHL -0.032 -0.127 0.065 Khong chip nhan
Gia tri thu hut -> HASB 0.281 0.153 0.402 Chap nhan
Hinh anh san bay -> SHL 0.198 0.083 0.304 Chap nhan
Gia tri thu hut -> GTCN 0.277 0.149 0.403 Chap nhan
GTCN -> SHL 0.359 0.361 0.531 Chap nhan
Tac dong gian tiép

Vai tro trung gian cia HASB 0.099 0.018 0.101 Chap nhan
Vai tro trung gian cia GTCN 0.124 0.064 0.188 Chap nhan

GTCN va HASB dam nhan tinh trung gian toan phan trong

moi quan hé giira gia tri

thu hut va su hai long

Phong
cach trang
tri va sw
hai long
qua trung
gian ciia
gia tri cam
nhén va
hinh dnh
san bay

Tac dong trye tiép

H¢ s hdi

Khodng tin ciy hé 50

Két luan

quy hoi quy véi a = 5%
Phong cach trang tri -> SHL 0.069 -0.047 0.180 Khéng chap nhan
Phong céch trang tri -> GTCN | 0.287 0.149 0.424 Chap nhan
Gia tri cam nhan -> SHL 0.447 0.361 0.531 Chap nhan
Phong céch trang tri -> HASB | 0.407 0.280 0.533 Chép nhan
HASB-> SHL 0.198 0.149 0.304 Chap nhan
Tac dong gian tiép

Vai tro trung gian cia HASB 0.08 0.032 0.133 Chép nhan
Vai tro trung gian cia GTCN 0.128 0.063 0.200 Chap nhan

hai long

GTCN va HASB dam nhan tinh trung gian toan phan trong mdi quan hé giira phong cach trang tri va su

Ngudn: Nhom tac gia tong hop

4.5.

Thdo ludn két qud

4.5.1. Moi quan hé truc tié}) gitta chat lwong dich vu va sy hai long

Két qua kiém dinh mé hinh cho thiy c6 gia thuyét Hla c6 y nghia thong ké va tac dong
tryc tiép dén SHL vé6i hé sd B = 0.155. Cac gia thuyét tir H1b, Hlc, H1d, Hle, H1f bi bac bo.
Diéu d6 cho thay thanh té hiéu suit c6 anh hudng truc tiép dén SHL ciia hanh khach. Bén canh
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d6, CLDV ciing giai thich vé phuong sai cia gia tri cam nhan (52.2%) va hinh anh san bay
(40.6%). Nhu vay cac nha quan tri Cang Hang Khong (CHK) c6 thé dua vao moi quan hé truc
tiép gitta hiéu suat dé nang cao SHL cta hanh khach.

4.5.2. Vai tro trung gian ciia hinh anh san bay trong méi quan hé gita CLDV va SHL

Két qua kiém dinh trong mé hinh nghién ctru cho thdy Hinh Anh San Bay (HASB) mang
tinh trung gian toan phan giita anh huéng tir CLDV va SHL cua hanh khach, cu thé giita gia tri
thu hit va SHL vé6i hé sé hdi quy bang 0.099 va giita phong cach trang tri dén SHL véi hé sb hdi
quy bing 0.08. HASB c6 anh huéng nhung kha thip dén SHL ¢ murc twong dbi p = 0.198, vi thé
nha quan tri cAn c6 chién luge nang cao HASB nham dam bao gia ting SHL hanh khéch.

4.5.3. Vai tro trung gian ciia Gid Tri Cam Nhdn (GTCN) trong moi quan hé gitta CLDV
va SHL

Thong qua kiém dinh mé hinh cho két qua mé td GTCN dugc xac dinh mang vai trd
trung gian toan phan giita anh hudng ctia CLDV va SHL & ba thanh phan. Cu thé giita gia tri thu
hit va SHL v&i hé sb hdi quy bang 0.124 va gitta phong cach trang tri ¢én SHL v6i hé sb hdi quy
bang 0.128. H¢ s6 hdi quy bang 0.111 trong mbi quan hé trung gian giira tuong tac va SHL.

5. Két luin

Két qua tir nghién ctru ndy da xac nhan va bac bo mot sé két qua trong cac nghién ciru
trudc d6. Cu thé, “hiéu suat” la thang do duy nhét cia CLDV san bay tac dong truc tiép dén
SHL, con hiéu qua khong tac dong truc tiép hay gian tiép dén SHL mic du hiéu qua 1a mot khia
canh quan trong ciia CLDV 1a chtic ning chinh ctia san bay dé phuc vu hanh khach. Diéu nay c6
thé duoc 1y giai bai hanh khach cho ring bang chi dan, bang dién tir hoic thiét ké cta san bay 1a
nhiing phuong tién can ban ma mdt san bay phai trang bi. Vi vay, cho du cac khia canh nay dugc
danh gia cao tir quan diém ctia hanh khach thi day ciing 1a nhimng yéu t6 duy tri. Néu nhiing co s&
vét chat nay du dugc trang bi tot hon khong 1am tang SHL cta hanh khéach trong khi co s& vt
chét tdi té hon, ho s& thit vong. Céc thang do con lai cuia CLDV c6 anh huong gian tiép chu
khong phai truc tiép dén SHL.

5.1. Ham y qudan tri

Pau tw ndng cao chat lwong nham gia ting gid tri cam nhdn hanh khdch: Néu mot dich
vu dugc ¢o gia tri thu hat cao va trang tri dep khong du co sé dam bao dé niang cao SHL cua
hanh khach. Céc nha hoach dinh chién lugc phat trien CHK nén thic day nhiéu hon vao gi tri
cam nhan dé dap uing nhu cau ctia hanh khach. Mot khi hanh khach nhan théy trai nghiém cua ho
1a c6 gia tri, SHL cta ho sé& gia ting va thiic ddy cac hanh vi tich cuc tir hanh khach gia ting loi
ich cho san bay, ching han nhu ho sén sang str dung dich vu tai phong cho khai hanh.

Cadi thién hinh anh sdn bay: Nang cao hiéu qua tinh tuong tac va dau tu vao yéu tb gia tri
thu hut gop phan gia ting hinh anh san bay. Diéu nay s& tao diéu kién gia ting SHL. Néu hinh
anh san bay va gia tri cdm nhan khong dugc nang cao, thi CLDV khéng dugc dam bao dé lam
tang SHL cua hanh khéch.

Cdi thién cdc yéu t6 do luong tinh hiéu sudt: Hiéu sudt lién quan dén thoi gian hanh
khach tién hanh quy trinh 1am tha tuc va an ninh ciia ho. Day 14 nhéan t6 duy nhat cia CLDV tac
dong truc tiép dén SHL chung ctia hanh khach. Vi vay, nd luc dé giam thoi gian dbi vé6i tha tuc
check-in va an ninh 13 rat quan trong d6i véi SHL cua hanh khach d6i voi mot san bay. Van dé
nay c6 thé duogc cai thién théng qua diéu tiét, phan ludng hanh khach t6t hon, gia ting luc luong
nhan vién hd trg hanh khach, dau tu cac ki-6t tu check-in & cac mua cao diém, hién dai hoa trang
thiét bi giup hanh khéach ty kiém tra an ninh ma khong cn nhan vién. Bang cach hiéu ban chat y
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nghia tr mdi quan hé giita cac yéu t6 anh huong dén SHL cta hanh khach, gidp cac nha quan 1y
san bay hoach dinh cac chién lugc hiéu qua hon, tdp trung vao viéc cung cap dich vu quan trong
de dap ung nhu cau cia hanh khach.

5.2. Han ché va huwéng phdt trién dé tai

Thir nhat, stt dung k¥ thuét thu thap mau tién thay vi thu thidp mau ngiu nhién. Ngoai ra,
nghién ctru chi xem xét tai sdn bay Tan Son Nhét chir khong xem xét cac sin bay twong tu khac
vé quy mo va luu lwong hanh khéach tir cac khu vue khac & Viét Nam. Vi vay, két qua nghién ctru
c6 thé khong duoc khai quat hoa trén toan b tong thé.

Thir hai, nghién ctru trong tuong lai nén thu thap dit liéu phén tich tai cac san bay qudc té
16n khac & Viét Nam. CLDV tai cang hang khong - san bay da duoc két luan 1a c6 tac dong gian
tiép dén SHL, cho thdy rang nghién ctru sdu hon nén kham pha mot sO yéu t6 co thé dong vai tro
trung gian cho mdi quan hé giira chiing. Két qua nay dong gop vé mit ¥ nghla thyc tién nhu mot

minh chimg gitp nha quan tri sin bay tip trung vao cac yéu t6 chinh nham nang cao SHL cua
hanh khach.
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