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Muc tiéu cua nghién ctru nay la xem xét tac dong cta chat
lugng dich vu (Service Quality - SQ), Gia ca hop ly (Fair Price -
FP) va Mbi truong nha hang (Restaurant Environment - RE) dén
Long Trung thanh khach hang (Customer Loyalty - LOY), théng qua
vai tro trung gian cua Su Thoa man khach hang (Customer
Satisfaction - SAT) trong nganh am thyc tai Thanh phd H6 Chi Minh
(TPHCM) sau dai dich Covid-19, bang viéc khao sat 385 thuc khach
tai cac nha hang trung binh va quan binh dan. M6 hinh cau tréic tuyén
tinh (Structural Equation Modeling - SEM) dugc str dung. Két qua
cho thiy céc nhan t6 tac dong tich cuc dén SAT, sip theo do manh
giam dan: SQ, RE, va FP, SAT ciling tac dong tich cuc dén LOY.
Bén canh d6, SAT dong vai tro trung gian tich cuc gitra SQ, FP, RE,
va LOY. Céc quan tri vién nha hang can chu y rang chét luong dich
vu tot, gia ca hop 1y, moi trudng nha hang than thién va hip dan c6
thé 1am ting sy thoa man ctia khach hang, qua d6 lam tang 10ng trung
thanh khach hang.

ABSTRACT

The purpose of this research is to examine the influence of
Service Quality (SQ), Fair Price (FP) and Restaurant Environment
(RE) on Customer Loyalty (LOY), via the mediating role of
Customer Satisfaction (SAT) in the context of the restaurant
industry at Ho Chi Minh City after Covid-19 pandemic, by
interviewing 385 customers at medium size restaurants. Structural
Equation Modeling (SEM) was used to test hypothesis
relationships. The outcome of this research shows that factors
affecting SAT positively, by decreasing the importance: SQ, RE,
and FP. In contrast, SAT also leads to LOY. Moreover, SAT
significantly mediates the association among SQ, FP, RE, and
LOY. The restaurant operators need to consider that good quality
of service, fairness in price, pleasant and attractive restaurant the
environment can increase customer satisfaction, which often
contributes to customer loyalty.
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1. Gidi thi¢u

Ngay nay, cudc séng hién dai dd 1am thay ddi it nhiéu thoi quen in udng cta nhiéu ngudi,
viéc dung bita trua, bira tdi bén ngoai duoc chu trong hon dé tan hudng phong cach sbng méi, thay
ddi khong khi, tan hudng thuc don da dang, va tdn huong thoi gian roi sau gi0 lam viéc. Nha hang
thuong duoc chon 1am noi trao d6i cong viée ciing nhu giao tiép xa hoi (Majid, Samsudin,
Noorkhizan, Zaki, & Bakar, 2018). Tai Viét Nam, ty trong khu vuc dich vu trong GDP khoang
40%, va s& tang 1én 43% - 44% vao nam 2025 (Lam Nguyen, 2020), trong d6, Thanh phb Ho Chi
Minh (TPHCM) di dau trong khu vuc kinh té nay, v6i luong chiém dung lao dong 1én. TPHCM I
d6 thi kinh té 16n nhat Viét Nam, v6i luong lao dong tai chd, ciing nhu lao dong dén tir céc tinh thanh
cong voi luong du khach, va khéach lam viéc t61 TPHCM 16n, nén nganh am thuc tai TPHCM cling
phat trién rat manh mé, da dang. Sau hai ndm 2020 va 2021 chiu tac dong manh cua dai dich Covid-
19, nganh am thuc TPHCM d4 va dang hoi sinh, va c6 nhimng budc chuyén bién hop 1y trong tinh
hinh mé1. Pac biét, ngay sau dai dich, nhu cau Am thuc tai cac nha hang trung binh va quén binh dan,
phuc vu cho nhu ciu cua da s6 can b, vién chirc quay trd lai lam viéc tai cong so, thay vi lam viéc
tai nha, da ting cao. Nghién ctru nay chi tap trung vao phan khuc nha hang nay, va chua quan tam
dén mot bo phan thuc khach dan chuyén sang st dung dich vu giao thirc an qua céc nén tang Grab
food, Now food, ...

Nganh am thyc duoc xem 12 nganh thu loi t6t nén ngay cang phat trién nhanh ca chiéu rong
1an chiéu siu. Viéc canh tranh trong nganh am thyc doi hoi mdi nha hang déu phai huéng toi dat
dugc su thoa man khach hang méi co kha nang phat trién bén vimg. Quan 1y nha hang can tap
trung vao tiéu chuén dich vu, gia cd va moi truong nham canh tranh va tao ra doanh thu bén viing.
Mbi truong than thién va gia ca hop 1y 13 cdc nhan td quan trong quyét dinh muc d6 thoa man cia
khach hang (Ryu & Jang, 2007). Nhiing nhan té nay chinh 1a cac tac nhan cho su thoéa man khach
hang (Ryu & Han, 2010), tir 4 dam bao cho long trung thanh khach hang va thuc day ban hang
(Ma, Qu, & Eliwa, 2014; Ryu, Lee, & Kim, 2012). Cac quan Iy nha hang déu ludn phai tip trung
vao cac chién luoc, tir 161 cudn khach hang méi dén duy tri khach hang hién co.

Long trung thanh khach hang dua trén can ban sy thoa man khach hang (Ha, 2021,
McDougall & Levesque, 2000). Cac nghién ciru trudce cho thay tiéu chuan dich vy, su théa man
khach hang va méi truong dich vu tic dong dén 1ong trung thanh khach hang trong nhiéu dich vu
khac nhau nhu chiam séc stre khoe (Ha, 2018; Ha & D. T. Duong, 2018; Ha & Le, 2010; Ha &
Le, 2011; Ha, N. T. K. Nguyen & ctg., 2020; Ha & Truong, 2017; Yesilada & Direktouml, 2010),
khach san va resort (Ali, Amin, & Ryu, 2016; Dedeoglu & Demirer, 2015; Ha & Nguyen, 2011),
du lich Iir hanh (Debata, Patnaik, Mahapatra, & Sree, 2015; Ha & Le, 2012; Ha & Le, 2015; Ha,
N. T. K. Nguyen & ctg., 2020; Ha, Tran, Le, Dinh, & Bui, 2020; Kanwel & ctg., 2019; Le & Ha,
2014), dich vu van tai (Ha, Bao, & Pham, 2019; Ha, 2017; Ha & Tran, 2017; Ha, Tran, & Nguyen,
2012; Kumar, 2012; Rahim, 2016), ngan hang (Ha, 2011; Ha, 2019; Ha & Doan, 2018; Ha & Le,
2017; Ha, Nguyen, & Bui, 2020; Ha & Pham, 2010; Ha & Vu, 2017; Mohsan, Nawaz, Khan,
Shaukat, & Aslam, 2011), dau tu (Bartels, Ha, & Ohlenburg, 2006). Tuy vay, dang ngac nhién,
nghién ctru vé van dé nay trong nganh am thuc tai Viét Nam, dic biét véi vai tro trung gian cua su
thoa man khach hang, va sau dai dich Covid-19, 1a khong nhiéu.

2. Co s6' ly thuyét va mé hinh nghién ciru
2.1. Chét lwong dich vu

Chat luong dich vu da tré nén lanh vyc canh tranh nhét trong thoi dai kinh doanh méi,
“thoi dai chat luong” (Peeler, 1996). Tir 6, nhiéu nha nghién ctru va chuyén gia marketing dich
vu da danh chu tdm nhiéu dén lanh vuc nay, Berry va Parasuraman (2004) goi day la cong cu canh
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tranh hiéu qua nhit, Clow va Vorhies (1993) goi day 1a mach mau nudi sdng t6 chirc. Chét lugng
dich vu trong nha hang li€n quan chat ché dén kha nang nhan vién thuc hi¢n cong viéc cua ho
(Bell, Auh, & Smalley, 2005).

Chat lugng dich vu rat quan trong trong viéc do luong sy théa man cia khach hang
(Dandotiya, Aggarwal, & Gopal, 2020). Hanh vi tiéu dung cta khach hang c¢6 quan hé chat ché
v6i danh gia tong thé vé dich vy hay san phdm (Oliver, 1980). Chét luong dich vu anh huéng to
16n dén su thoa mén khach hang, dén thanh cong cia té chirc (Zhong & Moon, 2020). Chit luong
dich vu cao c6 thé dong gop vao viéc ning cao su théa min khach hang (Zhao & Huddleston,
2012). Nhiéu nghién ctru di nhan dién mbi quan hé mat thiét giita chat luong dich vu va sy thoa
man khéch hang (Ha, 2021; Loureiro & Gonzélez, 2008). Tir d6, gia thuyét 1 dugc dé xuit:

H17: Chat lwong dich vu co tac dong tich cuc dén su théa man khéch hang
2.2. Gid cd hop ly

Gia ca chinh 1a s tién khach hang phai tra cho san pham hay dich vy, ciing chinh 1a
loi ich ma khach hang nhan dugc (Zhong & Moon, 2020). Gia ca 1a nhan td cin ban 1am ting
su thoa méan, vi khach hang thudng danh gia chat luong dich vu/san pham qua chi phi (Al-
Msallam, 2015). G1a co tac dong quan trong dén viéc thyc hién dich vu/san pham do vay, su
khong hai long vé gia c6 thé dan dén nhung hanh vi ti€u cuc nhu 1a viée thay d6i thuong hiéu
(Campbell 1999) N6 cling cho thay rang ky vong xa hoi cua khach hang vé gia khéng hop
1y c6 thé din dén that vong, giam mua tiép tuc, truyén miéng tiéu cuc, va phan nan
(Rothenberger, 2015).

Nhiéu k¥ thuat dinh gia khac nhau c6 thé dugc dung dé thic day doanh sé va ciing dong
thdi tao ra cam nhan gia hop 1y. Cac quyét dinh vé chién luge dinh gia anh hudng truc tiép dén
doanh thu, thu nhép, va su thoa méan khach hang. Cac nghién ctru gan day cho thay gia ca hop 1y
c6 tac dong 16n dén sy thoa man khach hang (Konuk, 2018); tir d6, gia thuyét 2 dugc phat biéu
nhu sau:

H2: Gid ca hop 1y c6 tac dong tich cwc dén sy théa man khach hang
2.3. Moéi trwong nha hang

Moi truong nha hang 1a mot nhan té khac c6 tic dong dén sy thoa man khach hang (Han
& Ryu, 2009; Padlee, Thaw, & Zulkiffli, 2019). Cach bai tri nha hang thuong hap dan thuc khach
va tac dong truc tiép dén su thoa man khach hang (Han & Ryu, 2009). Hanaysha (2016) cho rang
cac thanh t6 nhu nhiét d6, anh sang, mui huong, t1eng dong, khong khi, &m nhac chinh la nhiing
thanh phan ctia mdi trudng nha hang, c6 tic dong dén su théa man khach hang (Ali & ctg., 2016).
Bén canh d6, Markovic¢ va Raspor (2013), Ryu va cong su (2012) tim thay rang su thoa man khach
hang ciing 1 thudc nhiéu vao bdi canh vat chét, trang thiét bi, giao tiép thuan loi giita nhan vién
va khach hang. Tir 46, gia thuyét 3 duoc phat biéu nhu sau:

H3: Méi truong nha hang c6 tic ddng tich cuc dén sw théa mén khdach hang
2.4. Su thoa man khdach hang

Nha cung tng dich vy thuong c6 ging lam thoa méan khach hang vi doanh thu va tinh higu
qua cua chinh ho (Ali & ctg., 2016). Khai niém va tam quan trong cta su théa min khach hang
duoc dinh nghia boi Zeithaml, Berry, va Parasuraman (1996). Su thoa man khach hang co thé
duoc mo ta boi su danh gia chi tiét vé dich vu/san pham tuy thudc vao kinh nghiém mua hang va
st dung nd qua thoi gian (Khadka & Maharjan, 2017). Pong thoi, khai niém ¥ dinh mua cua khach
hang cling dugc khai thac thiu dao qua 1y thuyét (Ali & ctg., 2016; Ryu & ctg., 2012) vi diéu do
rét quan trong trong viéc din dén 1ong trung thanh khach hang (Zeithaml & ctg.,1996).
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Nha hang, ciing nhu céac t6 chirc dich vu khéc c6 thé c6 duogc su thoa man khach hang va
10ng trung thanh khach hang bang viéc cung tmg dich vu chét luong tét, gia ca hop 1y, moi truong
than thi¢én (Ma & ctg., 2014; Zhong & Moon, 2020). Theo Khadka va Maharjan (2017), nhitng
khach hang théa min thudng c6 khuynh huéng mua tiép cung cac dich vu/san phim, tré thanh
khéach hang trung thanh, va thuong gidi thiéu cho nguoi khéc.

2.5. Long trung thanh khéch hang

Oliver (1999) x4c dinh long trung thanh khach hang 13 thién chi mubn mua tiép mot loai
dich vu hay hang héa ua thich nhiéu lan va gidi thiéu dén nhimg ngudi khac. Long trung thanh
khach hang ciing quan trong ddi véi cac nha marketing vi n6 gitp duy tri khach hang hién hiru hon
1a hap dan khach hang méi (Loureiro & Gonzalez, 2008). Long trung thanh khach hang 1a mot bo
phan cua chién lugc cong ty (Jin, Line, & Goh, 2013). Nhitng nghién ciru ciia Bowen va Chen
(2001), Yoo va Bai (2013) chi ra riang c6 03 lanh vuc chinh trong x4c dinh long trung thanh: hanh
vi (behavior) bang viéc quay lai, mua tiép, thai do (attitude): twong tac cam xuc va tam ly, hon hop
(compos1te) 1a su hoa tron 02 nhan t6 trén, 10ng trung thanh dugc danh gia bang viéc yéu cau, mua
tiép, truyén miéng tich cuc, va thién chi gi6i thiéu cho ngudi khac ciia khach hang (Kandampully
& Suhartanto, 2000).

Sy thoa man véi dich vu/san pham tac dong 16n dén du dinh quay trd lai, va khi sy thoa
man ting, viéc duy tri khach hang hién hiru s& ting 1én (Zhong & Moon, 2020). Nhiéu nghién ciru
da chi rd sy thoa man dong gop vao long trung thanh, dac biét trong 1anh vuc dich vu (Belds &
Gab&ova, 2016; Khadka & Maharjan, 2017; Zhong & Moon, 2020), tir d6, cac gia thuyét duoc
phat biéu nhu sau:

HA4: Sw théa man khdch hang cé tac dong tich cue dén long trung thanh khdach hang

H5: Quan hé giita chdt lwong dich vu va long trung thanh khdch hang cé tic dong trung
gian cua sy thoa man khach hang

H6.: Quan h¢ gitra gia va long trung thanh khach hang co tac dong trung gian cua su thoa
man khach hang

H7: Quan hé giita moi truong nha hang va long trung thanh khdch hang co tac dong trung
gian cua sy thoa man khach hang

2.6. M6 hinh nghién ciru dé xudit

Tir cac gia thuyét néu trén, mé hinh nghién ctru dugc dé xuat nhu trong Hinh 1.

Chat lvgng dich
vu (SQ)

Long trung

Sy théda mén s
Gidcahgply khach hang an

(SAT) khach hang
(FP) (LOY)

MOoi trueong
nha hang (RE)

Hinh 1. M6 hinh nghién ctru dé xuat
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3. Phuwong phap nghién ciru
3.1. Thiét ké nghién ciu

Dit liéu so cap dugc thu thap bang bang cau hoi, bang nay duoc thiét ké nham xac dinh
nhan thtrc ctia dap vién vé chét luong dich vy, gid, moi truong nha hang, sy théa man khach hang,
va 1ong trung thanh khach hang. Hinh 1 dién ta mé hinh nghién ciru dé xuat.

3.2. Phét trién bang cau hgi

Bang cau hoi duoc tong hop tir nhiéu nghién ciru trude. Mot sd thay ddi duoc thuc hién
sau khi nghién ctru dinh tinh. Bang cau hoi dugc chia thanh 06 phan chinh, mdi phan sé& khai thac
dit lidu vé mot nhan td: chat lwong dich vu (SQ), Gia ca hop 1y (FP), Mbi truong nha hang (RE),
Su thoa man khach hang (SAT) Long trung thanh khach hang (LOY). Thang do Likert 5 khoang
dugce sir dung, tir 1 (hoan toan khong ddng ¥) dén 5 (Hoan toan dong ). C6 16 bién quan sat trong
05 nhan td (Bang 1), ngoai ra, cac bién kiém soat nhu gidi tinh, tinh trang hon nhan, tudi, hoc van,
thu nhép, va nghé nghiép ciing duoc thu thap dir licu.

Bang 1
Trich ngudn thang do
Bién s Bién quan sat Nguon
Nhan vién than thién
Chat luongdichvu [ .. . & i Zhong va Moon
(SQ) Nhén vién ho trg nhiéu (2020)

Nhén vién phuc vu nhanh chong va chinh xéc

Can cr vao chat luong phuc vu, gia 1a hop 1y

Gia ca hop 1y (FP) |Cin ctr vao chat lugng thirc dn udng, gia 13 hop 1y Hanaysha (2016)

Gi4é chap nhan dugc véi muc thu nhap cua toi

Nhiét do trong nha hang dé chiu

AT e 5 Moi truong sach sé Aliva cong sy
o e nha : (2016), Zhong va
ang (RE) Mau sdc trong nha hang 1a phu hop va hai hoa Moon (2020)

Anh sang trong nha hang dé chiu

Trai nghiém chung vé nha hang 13 thoa méan

Su thoa man khach ; , ——Aliva cong su
héng (SAT) T6i nghi quyet dinh dén nha hang nay 1a sang suot (2016), Hanaysha

(2016)

Nha hang nay dat duoc da s ky vong cua toi

T6i sé tiép tuc dén nha hang nay twong lai

Gong va Yi
(2018), Zhong va
T6i s& noi didu tét dep vé& nha hang véi nhimg ngudi | Moon (2020)
khéc

Long trung thanh | T6i s& gi6i thiéu nha hang dén nhitng ngudi khac
khéch hang (LOY)

Ngudn: Két qua phan tich dit liéu cia nhém nghién ctru
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3.3. Nghién ciru dinh tinh va nghién ciru dinh lwong so bj

Viéc nghién ctu dinh tinh duogc thuc hién béng viéc phong van truc tiép 08 chu nha
hang/quan 1y nha hang vao nhing thdi diém thuan loi dau va giira thang 03/2022, khi nha hang
bét dau chudn bi m& cira, thuong 13 vao khoang 10 gid sang. Bang ciu hoi ban cdu truc dya trén
thang do so bo chuén bi trude, va mot sd cau hoi mé. Két qua cta nghién ctru dinh tinh dugc dung
dé Viét hoa bang cau hoi theo hudng dé hiéu, ngin gon dé thuc khach tra 161 thuén tién.

Nghién ctru dinh luong so bd dugc thuc hién béng viéc khao sat so bd 50 thuc khach tai
cac nha hang. Két qua khao sat so by dugc thuc hién dé do luong do tin cay va do gia tri ctua céac
thang do, bén canh do, cling dé nhan dién chinh xac hon tinh thuén ti€n tra 161 cia bang cau hoi.
Két qua cho thay thang do ¢ dd tin cy va gi tri pht hop.

Két qua cudi cung vé thang do duoc trinh bay trong Bang 1, trong do, tac gia dé cap ngudn
ctia thang do so bo trong cot thir ba dé tranh 13p lai ndi dung thang do so b nhiéu lan.

3.4. Thu thap dir liéu

Tac gia van dung k¥ thuat chon mau thuan tién, chi nhitng thyc khéch c6 thién chi tra 161
méi tién hanh khao sat. Viéc khao sat truc tiép dugc thuc hién trong cac nha hang tai TPHCM.
Viéc khao sat duoc thuc hién trong 03 tudn cudi thang 03/2022, sau khi tinh hinh dich Covid-19
da tuong d6i 6n dinh tai TPHCM. Tong sb bang khao sat phat ra 1a 480, con lai 385 bang tra 10i
hop 1¢, ty 1€ 80.2%.

4. Phan tich dir liéu

SPSS 25 duoc sir dung. Thong ké mo ta mau duogc trinh bay trong Bang 2.

Bang 2
Théng ké mau khao sat
Piic tinh S6 lwong Ty 18 (%)
Nam 65.5
Gioi tinh
Nir 34.5
Doc than 57.3
Tinh trang hon nhan
C6 gia dinh 42.7
T6i120 5.7
21-25 42.5
Tudi 26 - 30 355
36 - 45 12.2
46 - 55 2.1
Trung hoc 1.6
, Cao dang/Trung cip 17.4
Trinh d0 hoc van
Pai hoc 34.2

Cao hoc 36.0
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Pic tinh S6 lwong Ty 18 (%)
Tién si 10.9
Duéi 10 triéu dong 19.9

10 - duéi 20 triéu dong 8.5

Thu nhép binh quan | 20 - dudi 30 trigu dong | 10.9

thang 30 - du6i 40 tricu ddng | 14.0

40 - dudi 50 tridu dong | 23.8

Trén 50 triéu dong 22.8

Cong chure/Vién chue 21.0

Kinh doanh ca thé 35.0

Nghé nghiép Sinh vién/Hoc sinh 28.5
Chu ho kinh doanh 11.9

Noi tro 3.6

Ngudn: Két qua phan tich dir liéu cia nhoém nghién ctru

4.1. M6 hinh do lwong

Mo hinh do ludng ban dau da duoc kiém tra tinh hop 1¢ hoi tu bang cach str dung tai nhan
t6, phuwong sai trung binh trich xuat (AVE) va d6 tin cdy tong hop (CR). Nhu thé hién trong Bang
3, tit ca cac lan tai muc déu 16n hon 0.70, gia tri AVE cao hon 0.5 va gié tri CR 16n hon ngudng
0.70, cho thay rang cac phép do 1a hoi tu (Ha & Bui, 2019). Dé kiém tra tinh gia tri phan biét trong
nghién ctru nay da st dung moé hinh cta Fornel va Larcker (Ha & Bui, 2019). Két qua cta Bang 4
cho thay tiéu chi gia tri phan biét d6i véi tat ca cac bién dugc dap ung.
Bang 3

Danh gid mo6 hinh do luong

Long trung | Sw théa | Chit lwgng | Gid cd | Mbi truwong
A x . 3 s CR AVE
thanh man dich vu hop ly | nhahang
LOY: 0.908
LOY: 0.903
0.957 0.895
LOYs 0.949
LOY, 0.933
SAT: 0.963
SAT: 0.930 0.932 0.746
SAT3 0.863
SQ1 0.783
SQ2 0.799 0.913 ]0.650
SQs 0.814
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Long trung | Sw théa Chit hrgng | Gia ca Moi truomg | AVE
thanh man dich vu hoply | nhahang
FP: 0.896
FP2 0.934 0.924 0.616
FP3 0.680
RE: 0.829
RE: 0.819
REx 0.838 0.967 ]0.783
RE4 0.784
Bang 4
Két qua phan tich gia tri phan biét
Bién s6 LOY SAT SQ FP RE
LOY 0.944
SAT 0.915 0.863
SQ 0.802 0.775 0.807
FP 0.840 0.883 0.824 | 0.785
RE 0.837 0.826 0.687 | 0.818 0.887

4.2. Mé hinh cdu tric

Céc chi s6 danh gia do pht hop ctia md hinh cau trac déu cho thdy mé hinh dat yéu cau
(Bang 5).

Bang 5

Danh gia ¢ pht hop clia mé hinh cu tric

Phan loai Chi s6 Gia tri Két luan
. RMSEA 0.053 Dat yéu cau
Phu hgp tuyét doi :
GFlI 0.094 Pat yéu cau
Phui hop gia ting CFI 0.098 Dat yéu cau
Phu hop tdi gian Chi?/df 2.208 Pat yéu cau

Nghién ctru nay di sir dung céc hé sé dudng din va thong ké t twong tng ctia ching bang
cach sir dung quy trinh khéi dong, cling nhu cac gia tri R? cho cic cdu trac ndi sinh dé danh gia
md hinh ciu trac. Theo két qua (Bang 6), SQ co tac dong tich cyc va déang ké ¢én SAT (B = 0.559,
p = 0.039), FP anh hudng dang ké dén SAT (B = 0.472, p = 0.000), RE anh huong dang ké dén
SAT (B = 0.518, p = 0.000), SAT anh huong dang ké dén LOY (B = 0.721, p = 0.000), SQ anh
hudng dang ké dén LOY, thong qua SAT (B = 0.345, p = 0.000), FP anh hudng dang ké dén LOY,
thong qua SAT (B = 0.293, p = 0.001), RE anh huéng dang ké dén LOY, théng qua SAT (B =
0.335, p = 0.000).
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Bang 6
Phan tich dudng dan

Pudng din Hlé:_sa ﬁ:‘i SE| B t?iii Két lugn
Chat lugng dich vu |2 [Sy thoa méin 165.8 | 12.87 | 0.041 |0.559 | 0.039 | Chip nhan
Gia ca hop ly => |Sy thoa man 113.8| 10.67 | 0.043 |0.472|0.000 | Chip nhan
Mbi truong nha hang = |Su thoa man 138.1| 11.75 | 0.047 |0.518 |0.000 | Chip nhan
Sy thoéa méan = |Long trung thanh | 408.7 | 20.20 | 0.032 |0.721|0.000 | Chp nhan
SQ = SAT |2 [LOY 459 | 0.049 |0.345|0.000 |Chap nhan
FP = SAT |2 |[LOY 5.28 | 0.038 |0.293|0.001 |Chip nhan
RE = SAT |9 |LOY 4.28 | 0.042 |0.335|0.000 | Chap nhan
Bang 7
Chi s6 phu hop

Bién R?

Long trung thanh 0.745
Su thoa man 0.634
Chét luong dich vu 0.812
Giacahop ly 0.693
Moi truong nha hang 0.670
Twong quan dy bdo (Q?) 0.719

Béng 7 cho thay vai tro ciia ca SQ, FP va RE trong viéc du doan sy thoéa man khach hang
dugc phat hién 1a c6 tinh du doan kha cao (R? = 0.634). Két qua cua nghién ciru nay da ching
minh SAT chiém 74.5% long trung thanh ctia khach hang. Bang 7 cling cho thdy mé hinh c6 thé
giai thich 71.9% long trung thanh cia khach hang. Nhitng phat hién nay gan gidng véi két qua cta
Ma va cong su (2014); Zhong va Moon (2020), trong do, cac mo hinh ctia cac nhom tac gia vira
néu c6 thé giai thich 10ng trung thanh 1an lugt 1én téi 69% va 70.9%. Nhimng phat hién nay chi ra
rang mo hinh nay c¢6 kha nang du doén cao.

5. Két luan va ham y quan tri

5.1. Két lugn

Trong nghién ctru nay, tac dong cua chét lugng dich vu (SQ), gia ca hop ly (FP), va moi
truong nha hang (RE) dén long trung thanh khach hang (LOY) duoc xem xét théng qua tac dong
trung gian cta sy thoa man khach hang (SAT). Két qua cho thdy cac nhan t6 tac dong tich cuc dén
SAT, sap xép theo do manh giam dan: SQ (B =0.559), RE (B =0.518), va FP (B = 0.472), dén luot
minh, SAT tac dong tich cuc dén LOY (B = 0.718). SQ tac dong dén LOY, qua SAT (B = 0.345),
P tac dong dén LOY, qua SAT (B = 0.293), RE tac dong dén LOY, qua SAT (B = 0.335).

5.2. Dé xudt ham ¥ qudn tri

Tur két qua nghién ctru trén, tac gia d€ xuat mot s6 ham y quan tri dén cac quan ly nha hang,
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v6i muc tiéu cung cac nha hang c6 thé nang cao sy thoa min khach hang, tir d6 nang cao long
trung thanh khéch hang.

Vé chit lwong dich vu

Trong lanh vyc dich vy, dac biét 1a trong dich vu nha hang, viéc phuc vu dugc coi la rat
quan trong, tinh chuyén nghiép trong phuc vu, thai d6, va kha ning phuc vu cta nhan vién can
duoc chu y dé cao, nhan vién can duoc huin luyén vé thirc 3n va cach thuc bai tri ban an, cling
nhu hd tro khach hang nhanh chong, lich thiép, va than thién. Ngoai ra, quan 1y nha hang ciing can
chu trong huén luyén khuynh huong phuc vu khach hang ctia nhan vién (Ha & Dang, 2010). Nhan
vién nha hang ciing can phai niém nd, nu cudi luén thuong truc trén khudn mat; ngoai ra, nhan
vién phai chuyén nghiép, co thé 14 nguoi giai dap thic mic cho khach hang, c¢6 thé goi ¥ nhu cau
khach hang. Ngoai ra, nhan vién nha hang nén xuat hién véi trang phuc lich sy va phong céch, c6
thé thay ddi déng phuc theo nhirng chu dé, theo mua, s& tao su kich thich, himg tha cho thuc khach.
Nhén vién cling can nhan duoc thong tin day du vé nhimg chuong trinh giam gia, khuyén mai cua
cac hang thyc pham, bia, nudc giai khat dé hd tro khach hang tét nhat.

Vé moi truong nha hang

Theo nghién ctru cia Nguyen va Ha (2022), Ha va U. L. P. Duong (2018) cac yéu t6 méi
truong ¢ tic dong manh dén hanh vi mua hang. Nhiét do trong nha hang thuong dugc quan tim
nhiéu d6i v6i nhitng nha hang tai TPHCM, do dic trung khi hau noéng am & day, cc nha hang
thuong thiét ké mot sb phong lanh cho cac nhém thyuc khach c6 nhu cau, dbi véi cac khong gian
ngoai troi, can dam bao cac phuong tién nhu quat gio, phun suong dé lam giam nhi¢t do khi can
thiét. Cdc nha hang can khuyén khich nhan vién khong néi chuyén phim hoic tén giu trudc mit
khach hang. Cac nha hang nén sir dung 4m nhac phit hop véi do tudi va loai khach hang, c6 thé
thay d6i tiiy ting dip 18. Su sach s& ludn duoc dénh gia cao, can dam bao mat san ludn sach sg,
gon gang tao sy thong thoang trén 16i di ctia khach hang. Cac nha hang ciing can cha y dén viéc
sap xép khu vuc cho céc thuc khach hut thudc 14, tranh gay anh huéng khéng t6t cho khong gian
chung cua nha hang Mau sic ciing dugc danh gia cao, nha hang can thiét ké khong gian V0’1 mau
sic dé nhin va bat mit nham tao sy chii y dén khach hang; ngoal ra, nha hang can c6 sy sip xép
mau sic phdi hop véi moén an, thu hat thuc khach tir anh nhin dau tién. Trang tri nha hang ciing
dugc danh gia cao, can thuong xuyén khai thac trang tri nha hang theo mua, trong cac dip 18 tét,
cac ngay dic biét. Ngoai ra, can thiét ké 16i di cho thuc khach thong thoang va du rong. Mot trong
nhitng van dé vé moi truong can duge dac biét chu trong la nha vé sinh, can dam bao noi day luon
sach s&, thong thoang.

Vé gid cd hop Iy

Thong tin gia rat dugc quan tim, dic biét trong nghién cru ndy, tap trung vao cac nha hang
trung binh va quan an binh dan, cac nha quan 1y nha hang can dua ra thong tin san phém va gia
niém yét mot cach chinh x4c va rd rang (thong qua bang gia ngay tir ctra vao, trén thuc don, hay
trén cac bang bao san pham dic biét hang ngay) dé cho thuc khach d& doc va dé hiéu, tranh gay
hiéu 1am. Cac quan 1y nha hang ciing can huin luyén, trao d6i thong tin gia thuong xuyén véi nhan
vién, dé c6 thé co su so sanh nhat dinh vé chat luong thirc an uéng va gia ca, cling nhu so sanh gia
v6i mot s6 nha hang khac cung loai. Ngay ca khi nha hang c¢6 phu thu cho phong lanh, ciing can
c6 thong tin nhanh cho khach hang. Viéc phu thu khi xut héa don ciing can dugc trao ddi cong
khai v6i khach hang, tranh hiéu lam khong can thiét.
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5.3. Han ché ciia nghién civu va dé xudt hwéng nghién civu trong twong lai

Nghién ciru da giai quyét dugc cic muc tiéu nghién ciru dé ra, tuy nhién van con mot s6
han ché nhit dinh: (1) Nghién ctru chi thue hién ¢ nhirg nha hang trung binh, va quan binh dan,
chua nghién ctru tai cac nha hang cao cép, ciing nhu nhitng quan 1& dudng, vén ludn c6 mot luong
thyc khach da dang va thuong c6 10ng trung thanh d& nhan thiy hon, (2) Mot sé yéu tb ¢6 thé c¢6
tac dong dén su thoa man khach hang va long trung thanh khach hang c6 thé di chwa dugc dé cap
sdu trong nghién ctru ndy, nhu khau vi, do ngon cua thirc dn d6 udng, hay cac chwong trinh
marketing, khuyén mai, méi quan hé v6i cha nha hang, ... D6 ciing chinh 1a nhiing goi ¥ cho céac
nghién clru cung dang trong tuong lai.
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