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CHUONG I

GIOI THIEU
c—— )

Ly do chon dé tai:

» Tim hiéu vé sy hai long ctua khach hang véi
san pham cua VTGAS.

» Tang thi phan, tang doanh thu va lgi nhuin
cho VTGAS.




CHUONG I
GIOI THIEU

Xac dinh
mong
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Nang cao su e
hai long mo hinh

khach hang nghien

/" Danh gia

murc do hai
long cua
KH



CHUONG III
COSOLY THUYET

Tinh
canh
tranh vé

gia

Hinh 3.1: M6 hinh dw kién
ac gia xay dung sau khi nghién ciru dinh tinh
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' CHUONG V
KET QUA NGHIEN CUU VA THAO LUAN

Phan tich mo ta
Phan tich do tin cay
Phan tich nhan t6 (EFA)

Phan tich Pearson

Phan tich hdi quy

wlh 5.1: Quy trinh phan tich dinh lwong




CHUONG V

KET QUA NGHIEN CUU VA THAO LUAN
c— )

5.1.Phan tich mo ta
Bang 5.1: Phan tich thong ké mé ta

N Minimum | Maximum |Mean | Std. Deviation
Tiéu chuan san pham 408 1 5 3,41 0,79
Chinh sach cong ty 408 1 5 3,04 0,82
Su thuén tién 408 1 5 3,77 0,81
Phong cach phuc vu ctia nhan vién 408 1 5 3,23 0,84
Tinh canh tranh vé gia 408 1 5 4,15 0,78
Su tin cay 408 1 5 3,31 0,74
Hinh anh doanh nghiép 408 1 5 3,69 0,75




CHUONG YV

KET QUA NGHIEN CUU VA THAO LUAN
c—  — )

5.2. Phan tich do tin cday (Cronbach’s alpha)

Bang 5.2: Hé so tin cay cua cac nhan to

Nhan té Hésd | He¢ s twong quan

tin cay | tong bién phu hop
Tiéu chuan san pham 0,670 0,397 — 0,440
Chinh sach cong ty 0,627 0,399 -0,473
Phong cach phuc vu ctia nhén vién 0,713 0,414 - 0,509
Su thuan tién 0,677 0,390 - 0,506
Tinh canh tranh vé gia 0,624 0,457 - 0,482
Su tin cay 0,754 0,427-0,476
Hinh anh doanh nghiép 0,675 0,434 - 0,488




| CHUONG YV
KET QUA NGHIEN CUU VA THAO LUAN
c— ——— )

5.3. Phan tich nhan té (EFA)

Qua 3 lan phan tich EFA d4 loai ra 2 bién quan sat.
- Cong ty cb hé thong truy cap théng tin dé si dung.
- Cong ty ludn di dau trong cac cai tién va hoat dong xa
hoi.

- Vi c0 hé sb tdgi nhan té < 0,5.




| CHUONG YV
KET QUA NGHIEN CUU VA THAO LUAN

5.4. Phan tich hé so Pearson

Qua phan tich cho thay cd hai nhan t6 c6 hé so
twong quan |r| <0,1.
- Swrthudn tién.
- Swrtin cay.
Vi vay, hai nhan t6 trén khong phd hop dé phan
tich héi quy.

r
A
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’ CHUONG V
KET QUA NGHIEN CUU VA THAO LUAN

5. 5. Phan tich hoi quy
SHL =1,424 + 0,432*TC + 0,358*CS + 0,193*PC + 0,136*TG + 0,109*HA

tranh v&
gia

Hinh anh
doanh
nghiép

8 hinh sau khi phan tich thong ké n



' CHUONG V
KET QUA NGHIEN CUU VA THAO LUAN

5.6 Phan tich ANOVA

san pham dich vu

ua cong ty
w
[}

an of Sw hai long cua khach hang vei

Duwéi 1 ndm

Thei gian st dung san phim

Hinh 5.1:K ét qua phan tich ANOVA theo nhém khach hang
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CHUONG VI

KET LUAN VA KIEN NGHI
c———————

Két ludn:

> Tiéu chudn sin pham.

»Chinh sach cong ty.

»Phong cach phuc vu ciia nhan vién.
»>Tinh cgnh tranh vé gia.

»Hinh dnh doanh Doanh nghiép.
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| CHUONG V
KET LUAN VA KIEN NGHI

Kién nghi:

>Tiéu chudn sin phim:
Cung cap san pham dung chat luwong va dam bao an
toan cho nguoi tiéu dung.

»Chinh sach cong ty:

Cong ty nén tham hoi, tang qua cho khach hang.
»Phong cach phuc vu ciia nhan vién:

Giai quyét khiéu nai phai triét dé va té nhi.
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CHUONG YV

KET LUAN VA KIEN NGHI

Kién nohi:

»Tinh cgnh tranh vé gié:
Dung chinh sach hd trg gia cho khach hang nhu: Chiét khau
va hd tro van chuyén.

>

Inh d@nh ciia Doanh nghiép:

Tap trung chat luong san pham.

Tang su chuyén nghi¢p caa déi nga nhan vién.
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PIEM MOI VA HUONG TIEP THEO CUA LUAN VAN
————

Diém mdi ciia \udn van:

Pua mo hinh vao phan tl’ch Su hai? long cua khach hang
vao phan tich sy hai long vé san pham Gas.

Huwéng nghién ciru tiép theo:

> Nghién ctru véi mau I6n hon.

> Xem xét thém nhirng nhan t6 khac.
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Xin chan thanh cam on!

Quy thay (cd) trong hdi dong va cac hoc
Vién da lang nghe.
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