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L2t im Ox

Trén thuec té khong cé s w thanh cong nao ma khong lién quan véi nhiing sw

hé tre givp dé di it hay nhiéu, di tr we tiép hay gian ti ép c ia ngwoi khdc. Trong su
ot thoi gian bit dau hoc tip ¢ giing dwong dai hoc dén nay em da nh dn dwoc nhié
u sw quan tém, gitip dé ciia quy Thdy cé, gia dinh va ban be.

Bang tit ca tiam long em xin givi 1o cim on chin thanh va sdu sic nhit dén tit
cd cdc Th dy Co trong khoa Qu dn Tri Kinh Doanh - Trwong Pai Hoc Kinh Té Hué,
dd dem hét long nhi ét tinh va kién thivc ciia minh dé truyén dat c o c ting em trong
bon nam hoc qua. Dic bi¢t em xin cam on thiy PGS.TS. Nguyé Viin Phdt la nguoi
dd tr we tiép huwdng din em tin tinh trong thoi gian lam lu dn vén tot nghiép.

Nho sw hwéng dén ciia quy Thay C6, em da tich lily dwoc nhiing kién thirc quy
bdu cho b dn thin lam hanh trang cho twong lai sau nay, dong thoi da giip em cé
diéu ki¢n dp d ung nhitng kién thivc da h oc dwoc vao th wc té.

Qua ddy, em xin cim on Ban Gidm déc n a hang Zucca Restaurant cing toan
thé cdac anh ch i nhén vién trong nha hang da t ao moi diéu kién thudn loi cho em
trong qud trinh thwe tip, dong thoi cung cdp nhitng thong tin va s 6 ligu cdn thiét dé
em c6 th é hoan thanh t 6t lu@n vin tot nghiép nay.

Do thoi gian thuwe tip twong déi ngdn, céng véi kién thirc bin than con h an
ché nén ludn vin tot n hié p ¢ tia em con nhi éu thiéu xét, khong tranh dwoc nhitng
chii quan khi phdn tich, ddnh gid va kién nghi hudng gidi quyét. Vi viy, em rit
mong nhdn dwoc sw chi dén ciia cic Th dy C6 trong khoa Qu dn tri kinh doanh va s
w g6p ¥ chén thanh c tia Ban Gidm déc nha hang Zucca Restaurant dé bai vi ét ciia
em dwogc hoan thi én h n.

Mt lan nita em xin chén thanh ¢ am on va kinh chiic sicc khée - hanh phiic -
thanh cong dén cic Th dy Cé trong khoa Qu an tri kinh doanh va cdc quy v i tron

Ban Gidm déc nha hang Zucca Restaurant.

Em xin chan thanh ¢ am on!

Hué, thang 1 nam 2019
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Sinh vién

Phan Thi Hong Hanh
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DANH MUC CHU VIET TAT

bVT : Pon vi tinh

EFA : Exploratory Factor Analysis

KMO : Kaiser-Mayer-Olkin

SPSS : Statistical Package for Social Sciences - Phin mém thong ké cho khoa
hoc xa hoi
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PHAN I: MO DAU

1. Tinh cap thiét cia dé tai
Trong nhitg nim gan ddy, nén kinh t& Viét Nam c6 s v ting truéng nhanh, viing
chic gop ph an tao diéu kién thuan loi cho su phat trién moi mat. Mit khac, thu nhap
ngudi dan ca nude nodi chung ting nhanh, doi séng nhan dan c ai thién nhiéu, xu thé di
du lich ctia nguoi Viét nhiéu hon. Su phat trién manh kéo theo nhu cau dich vu tang
nhanh, dic biét 1a dich vu an udng. Con ngudi khong ch i mudn thuéng hirc nhing
mon dn, dd ubng cia qué huong, cua dan tdc ma con mu 6n thuong the ¢ nh ing mén
an d6 udng khac la cia cac dan t oc khac trén th é giéi. Thay vi nhit g bita com & nha
thi nhiéu nguoi di cung v 6i gia dinh, ban be, khach hang dé n nh fmg nha hang in
udng dé co th & thuong thirc nhitng mon an dic san, nhitng moén m &i la, 6 th Am my
V.v... vi vay, doi h 81 cac nha hang an uéng, khéach san can nang ao chat luong dich vu

cung cip cho khach hang.

Pic biét & Hué, noi ludn 1a mot trong nhitng diém du lich dugc wa thich cia
khach trong va ngoai nudc voi nén am thy ¢ phong phu thi viéc kinh doanh nha hang
12 mot dich vu ddy tiém ning. Vi vay di c6 khong it nha hang duoc mo ra & Hué trong
thoi gian gan ddy nham dap & ng nhu cAu ngdy cang cao ¢ ta khach thap phuong vé dn
ubng. Ngoai viéc dap ing mot lugng khach hang déng dao thi viéc canh tranh giita cac
nha hang , khach sa ay cang gay g at khi dich vu an ubng thu hit kha nhi éu doanh
nghiép kinh doanh. Mot doanh nghiép muén c6 ch & dimg trong linh vuc nay phai
khong ng ung nang cao chat luong dich vy san phém hodc dich vu dé thda man t ot
hon nhu ciu cta ngudi tiéu dung . Nang cao kha ning canh tranh trén thi truong khong
ngimg thoa min nhu cau ngay cang kho tinh ¢ ta con ngudi. Viée tao duge mot 4n
tuong t6t voi khach hang d6 13 mot lgi thé rat 16n ddi cac doanh nghiép so véi cac ddi

thu canh tranh khéc. Trong linh vyc kinh doanh nha hang, s an phém cuano la dich vu

- doi h 6i khong m dc 16i. Cac san pham mang tinh v6 hinh, sy cam nhan cia
khach hang c6 duoc chi khi dd dung s an pham dich vu. Hau hét khach hang déu dua
vao ¥ kién ctia ngudi quen hay dwa vao su trai nghiém cta ban than khi ra quyét dinh
mua san pham dich vu ciia nha hang. Nang cao ch 4t luong dich vy, chét luong san
pham, nham ting cudng kha nang thu hat khach, tao dung uy tin thuong hiéu cong ty.
Trong
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kinh doanh an uéng, khach hang dén tiéu dung s an phidm cua nha hang ngoai m uc
dich thoa man nhu cau sinh 1y con 14 tho 4 man nhu cau vé tdm 1y. Khach hang mu 6n
nhan dugc mot sy thoai mai khi ti€u dung s an phém. Do vay, san phém cua nha hang
yéu cau phai c¢6 ch at lugng cao.

Vi nhiing 1y do trén t6i quy ét dinh chon d¢ tai “Mot so giai phap nh am ning
cao chit lwong dich vu dn udng tai nha hang Zucca Restaurant ” 1am dé tai khoa
luan tt nghié¢p cua minh.

2. Muc tiéu nghién ciru
Muc tiéu chung

Panh gia dung thyuc trang chat lwong dich dn udng thong qua vi éc thu thap va
phan tich y kién cua cac khach hang da st dung dich vu ta i nha hang Zucca
Restaurant, nham phat hién nhimg thuén loi va khé khin dang c6 tai nha hang. Tir két
qua d6 dé xuét cac giai phap nang cao chat lugng dich vu an udng, gop ph an nang
cao hiéu qua kinh doanh, thu hat nhi éu khach hang dén nha hang trong th i gian t6i.

Muc tiéu cu thé
Nhim giai quyét nhirmg muc tiéu chung ctia dé tai danh gia chét luong dich vu in
udng tai nha hang Zucca Restaur nt. Pé tai huéng dén giai quyét nhitng muc tiéu cu
thé sau:
Tht nhét, hé théng hoéa nhirng van dé 1i luan va thuc té vé chat luong dich vu an
uéng tai nha hang.
Tht hai, diéu tra thu thap y ki én cua khach hang vé chét luong dich vu dn

udng cuia nha hang Zucca Restaurant , tir d6 danh gia ding thuc trang chit luong dich
vu an

ubng cua nha hang Zucca Restaurant.
hir ba, dé xuat giai phap va ki én nghi gitip nha hang hoan thi én, nng cao
chat luong dich vu an uéng tai nha hang.

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

3. P6i twong va ph am vi nghién ciru

0 Poi twong nghién ciru

Nhiing van dé 1y lu 4n va thyc tién vé chét luong dich vu va nang cao ch at

luong dich vu an udng tai nha hang Zucca Restaurant.
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Déi twong khao sat/ phong van: Khao sat khach hang t ai nha hang Zucca

Restaurant.
Pham vi nghién cuu:

Pham vi khong gian: Dé tai duoc nghién ciru tai nha hang Zucca Restaurant - s6

3 Boi Cung, thanh ph6 Hué.

Pham vi thoi gian: Cac dir liéu th cip duoc thu thap trong pham vi thoi

gian tir 2015-2017. Céc dit liéu so cap duogc thu thap théng qua ph 6ng van khach han

g ca nhan vao thang 11 nam 2018.

4. Phuwong phap nghién ciru

4.1 Phuong phap thu thip dir liéu

4.1.1 Phwong phdp thu thip dit ligu thir cp

Thu thap mot sb tai liéu ciing nhu thong tin chung vé nha hang trén website, tai
liéu lién quan, cac béo céo tai chinh, bao cao k ét qua hoat dong kinh doanh, tinh hinh

nhan su, co sé vat chat, théng ké nha ang qua cac nam 2015-2017.

4.1.2. Phwong phdp thu thip div liéu so cdp

Diéu tra, phong vén truc tiép khach hang s & dung dich vu ctia nha hang Zucca
Restaurant. Do dic tinh tong thé khach hang c ia nha hang Zucca Restaurant kha 1 6n
nén dir liéu so cap vé danh gia ctia khach hang v & chat lwong dich vu 4n udng tai nha
hang théng qua diéu tra ch on mau.

4.2. Quy trinh ghién ciru dinh lwgng

Viéc nghién ctru cta dé tai duogc tién hanh qua 2 giai doan:

Giai doan 1: Nghién citru so b

Muc dich 1a dung dé hiéu chinh va bd sung cac bién quan sat dung do ludng cho

cac khai niém nghién ctru dé xay dung bang hoi dinh luong.
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Nghién curu so bo dinh tinh

Trén co s& 1y thuy ét va tinh hinh thuc t& vé cac yéu té cdu thanh nén ch 4t luong

dich vu an uong cta nha hang.

Tién hanh phong van, tham khao, ldy ¥ ki én cia mot sd chuyén gia trong linh vuc
kinh doanh nha hang va nh @ing khach hang da ting st dung nha hang. Theo h ¢ khi su

dung dich vu cta nha hang thi nhirng yéu t6 nao duoc ho quan tam khi dén véi cac nha
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hang. P61 véi cac chuyén gia ¢ day la nhan vién, nha quan ly va gidm doc cua nha
hang. Muc dich nham x4c dinh nhiing yéu t6 nao dugc ho quan tdm dé tao nén chat

lugng dich vu cho nha hang? Va xéc dinh xem ho hiéu khach hang nhu thé nao?

Tur cac y ki €n, thong tin ma doi tuong phong van cung cap la co s¢ dé toi b 6

sung hoan thién bang cau hoi dé chuan bi cho nghién ctru tiép theo.

Nghién cuu so bo dinh luong

Dua vao két qua nghién ctru so bo dinh tinh dé tién hanh thiét ké b 4 ng hoi, khao

sat khach hang dé danh gia chat lwong dich vu dn udng tai nha hang Zucca Restaurant.

Giai doan 2: Nghién ciru chinh thirc
Muc dich thu thap s6 liéu diéu tra:
Str dung phuong phap phong van ca nhan tryc tiép bang bang hoi
Néi dung phong vin: dé nghién ctru dé xem xét kha h hang c6 hai long v é chit luong
dich vu an ubng tai nha hang hay khong, danh gia cua khach hang v é chét luong dich
vu 4n udng ciia nha hang; thong tin ¢4 n 4n ¢ Ga nguoi duoc phong van: tudi, noi 0. ..

Déi tirgng phong van: phong van tru ¢ tiép d6i véi khach hang da st dung dich vu

cua nha hang Zucca Restaurant.

Céch thirc phong van: Phong van bang bang héi v6i cac mau duge chon.

Thiét ké bang héi: ba ng h 6i gdm 3 phan: phan 1 bao gém 5 cau hoi lién qua dén
tinh hinh st dung dich vu an udng tai nha hang ¢ ta khach hang; Ph an 2 bao gom 24
phat biéu do luong da h gia cua khach hang, ¥ ki én cta khach hang dugc sit dung
bing thang do likert gdm 5 mirc d6 tir hoan toan khong ddng ¥ dén hoan toan dong v
Phan 3 bao gém 5 cau vé thong tin ca nhan nhu tudi, gidi tinh, thu nhap ca nhan, ngh é

nghi¢p... dungmo t a mau diéu tra va sit dung thang do dinh danh hodc thur bac.

Sau khi thiét ké bang hoi, tién hanh diéu tra thtr 30 khach hang nh am kiém tra

sai sOt b ang hoi va kiém tra do tin ciy cua thang do.

Quy mé m du: sau diéu tra thir, tién hanh diéu tra chinh thirc. Nghién ctu sir dung
phuong phap xac dinh kich ¢& mau theo trung binh. Day 1a phwong phap duoc st dung
kha pho bién boi viée tinh toan kha don gian, tiét kiém thoi gian ciing nhu kinh phi.
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Nhim dam bao tinh dai dién cho téng thé nghién ctru, dé tai xac dinh c¢& miu nghién

ctru thong qua cong th e tinh kich ¢& mau theo trung binh nhu sau
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Trong do: e
02: phuong sai  0: d6 1éch chuan
n: kich ¢c& mau e: sai s6 mau cho phép

Vi dac tinh cia mot nghién ctru trong linh vuc kinh t€, do tin cdy ma nghién c ur

u lya chon 1a 95%, thong qua tra b dng: Z=1,96.

Vé sai s6 mau cho phép, vdi do tin cdy 95% va do dir liéu so cap dugc thu thap

bang phuong phap phong van truc tiép nén sai sé mau cho phép s& 13 0,05.
V& d6 léch chuan, sau khi tién hanh diéu tra thir véi ma u 30 bang hoi nghién ciru

tién hanh xir Iy SPSS dé tinh ra d6 1éch chuan. Két qua thu duogc gia tri 0 = 0,305

N 252 (1,96)°%(0,305)> = 142.,9 (mau)

(0,05)

Theo kinh nghiém ctia nha nghién ¢ Gru trude thi véi sé cau hoi 1a 22 thi ¢ mau
143 dam bao ty 1& 1:4 hodc 1:5 dam bao do tin cdy cua mau nghién ciru khi tién hanh

cac bude xu ly, phan tich s6 lié u, phan tich EFA,...Vi vay, voi n = 143 tinh dugc ¢ trén

dat yéu cdu tuy nhién tac i 4 quyét dinh phat ra n = 150 bang hoi dé tranh trudng hop

sai s6t ho c phiéu diéu tra thu vé khong h op 1é.

Phwong phdp chon mdu: Do nha hang khong c6 co sé dit liéu vé danh sach

khach hang cu thé nén thuc hién chon mau ngau nhién thyc dia.

C& méu diéu tra trong ngay = ¢& mau/ sd ngay diéu tra khach hang = 150/30 = 5

heo théng ké thi sb luot khach binh quan trong ngay khoang 38 khach dén an
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udng tai nha hang
Vay budc nhay k = s6 luot khach binh quén trong ngdy / ¢& mau diéu tra

trong ngay = 38/5=7.6 ~ 8
Céch thirc tién hanh:

Thoi gian: tir ngay 02/11/2018- 02/12/2018. Budi chiéu tir 1h30- 5h, budi tbi tir
6h- 21h.
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Dja diém: Trudc quiy 18 tan nha hang Zucca Restaurant
Phuong phap: Tién hanh phat 150 b ang hoi tai nha hang Zucca Restaurant trong
4 tuan. Tién hanh phat b dng hoéi diéu tra ¥ kién khach hang 6 ngiy mdi tuan. Trong
mdi tuan c6 37 bang hoi dugc phat ra, mdi ngay c6 7 bang hoi dugc phat ra. Phong van
khach hang dau tién, sau d6 phong van cac khach hang ti ép theo v6i budc nhay k = 8,
truong hop khach hang khong tr 4 10i thi phong van khach hang k é tiép.
Phwong phap xu [T va phan tich d it li¢u
Dir liéu thu thap dugce xir ky b ang phan mém SPSS phién ban 20.0. Pugc tién
hanh dya trén quy trinh dudi day:
1. Ma héa b ang héi trén phan mém SPSS.
2. Nhép dit liéu 1an 1 trén phan mém Excel (sau d6 dugc kiém tra lai 1an2)

3. Tién hanh cac budc xir 1y va phan tich d i liéu

St dung Frequency dé phan tich thong tin m du

A

’
rgTIeroat
A 4

Kiém dinh Cronbach’s Alpha dé xem xét do tin cay

thing do

Phan tich nhag t6 kham pha EFA

Kiém dinh ghan phoi chuan

Kiém dinh One Sample T-test nhan dinh khach hang
vé cac yéu to anh huong dén su hai long ¢ ta khach

}T‘lls

N
N tinh hang mhivoeng nhan Fantar
T oo s~ POt s~ P P~ rrtor

Hinh1: So b cac bwéc xir Iy va phan tich s 6 liéu
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5. Bo cuc dé tai

Ngoai ph an dit vin dé va k ét luin, ludn vin gom 3 chwong:

Chuong 1: Mdt s6 van dé 1y lu 4n va thyc tién vé chat lugng dich vu va nang cao
chat luong dich vu an uéng

Chuong 2: Thuc trang chét luong dich vu an uéng tai nha hang Zucca Restaurant

Chuong 3: PBinh hudng va gidi phap nang cao ch at luong dich vu an uéng ta inha

hang Zucca Restaurant
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PHAN II: NOI DUNG VA K ET QUA NGHIEN C UU

CHUONG 1: MOT SO VAN PE LY LU AN VA TH UC TIEN VE CHAT
LUQNG DICH VU VA NANG CAO CH AT LUQNG DICH VU AN UONG

1.1. Tong quan vé nha hang va d ich vu iin udng trong nha hang
1.1.1. Khdi ni ém vé nha hang

Nha hang 1a noi chuén bj va phuc vu cdc mén an, thuc uéng cho moi ngudi nha
m muc dich thu loi nhuan. Mot sé nha hang khac con 1a n oi t6 chirc hoi ha o, hoi nghi,
tiéc, su kién,...Trong cudc sdng hién nay, khach hang khong ch i dén n a an g dé thoa
méan nhu cau dn udng, ma con dé thu gidn, thudng thirc nhit g moén an, thirc udng ngon,
la duogc trinh bay dep mat. Thém vao d6, khach hang ciing xem nha hang 14 noi gip g
ban be, nguoi than, tiép dai ddi tac, nhan vién, trao d6i cong vi éc... (ngudn trich dan
wikipedia.org).

1.1.2. Phdin lo ai nha hang

Theo thuc don: nha hang A (chuyén ph uc vu cdc mon an theo phong cach

chau A, nha hang Au (chuyén ph uc vu cidc mén an theo phong cach chau Au), nha
hang Phap (chuyén ph uc vu cdc mon an theo phong cach Phap), nha hang Y (chuyén

ph uc vu cic mén in theo phong cach Y) v.v...

Theo hinh thirc phuc vu: nha hang Fast Food, nha hang 1 au, nha hang nuéng v.v...

Theo mon an chuyén phuc vu: nha hang h ai san/ dac san, nha hang I au,
nha hang nuéng v.v...
Theo quy mo, dang cap: quan an binh dan, can tin, nha hang trung- cao cap, nha

hang sang trong.

MGdi loai hinh nha hang c6 phong cach ph uc vu khac nhau, dap tmg nhu cau da

dang cua khach hang.

1.1.3. Khdi ni ém vé dich vu dn uong
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Theo ISO 9004 — 2:1991: Dich vu 1a két qua mang lai nh¢ cac hoat dong tuong
tac gitra ngudi cung cip va khach hang, ¢ ting nhu nhd cac hoat dong ctia ngudi cung

cap dé dap mg nhu cau cua khach hang
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Trong tir dién Oxford, cong ngh ¢ dich vu duoc dinh nghia 1a “cung cip dich vu,

khong ph ai 1a hang hoa” hay 1a “cung cip tht gi d6 vo hinh”.

Tt nhitng khai niém vé dich vu, ta co6 th é hiéu so qua: dich vu an uéng la téng
thé cac hoat dong san xuét, ban, phuc vu,... lién quan dén cac moén an, thic uéng,
ngudi ban cung cép dich vu nay cho khach hang nh dm thoai méin cic nhu ¢ au v & dn
udng cho khach hang v ¢i muc dich c6 14i.

Nhu vay ndi dung cua dich vy an uéng c6 ba ho at dong chinh la:

- Hoat dong san xuét vat chat: ché bién thic an cho khach

- Hoat dong luu thong: ban san pham ché bién ctia minh va a gc¢ uyén ban (1a
san pham cua cac nganh khac).

- Hoat dong td chuc phuc vu: tao diéu kién dé khach hang ti€u th u san

pham tai chd. Vay c6 th é rit ra dinh nghia nhu sau:

Kinh doanh dich vu n udng bao gdm céc hoat dong ché bién thtrc dn, ban va

phuc vu nhu cau tiéu dung cac th ¢ an, d6 u 6ng va cung cap cac dich vu khac nham

dap ung nhu cau an uong va giai tri tai nha hang cho khach nh am muc dich c6 1ai.

1.1.4. Dac diém cua dich vu an uong

Do dich vu an uong 1a mét bo phan cua dich vy, do do, dich vu an uéng cting co

nhimg dic diém gidng nhu di ch vu. Cu thé:

- Tinh vo hinh mot cach twong doi cua dich vu an uéng

Tinh vo hinh pha 4 h mét thue té 13 hiém khi khach hang nh 4n duogc san phdm
thuc tir két qua cua hoat dong dich vu. Két qua thu duoc voi khach hang thuong 1a sy
trai qua dé chiu hay khong ma thoi. D ich vu an udng duoc tao nén tir nhidu yéu t6
khac nhau, t ong d6 c¢6 cac yéu té vo hinh ma khach hang khong th é nhin thiy dugc
hodc cam nhéan dugc trude khi tiéu dung d ich vy nhu: mui, vi cia moén an, thai do
phuc vu cta nhan vién v.v... chi khi nao ti€u dung d ich vu ho méi cé th é cam nhén

dugc cac yéu to do.

- Tinh dong thoi giita san xudt va tiéu dung
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Khach hang trén th uc té s& quyét dinh viéc san xuét dich vu an uéng. Cac doanh
nghiép kinh doanh dich vu an udng khong th ¢ tao ra dich vu néu khong c6 dau vao la

khach hang. Khach hang v tra 13 ngudi tiéu dung, v tra 1a nguoi tham gia truc tiép vao

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

qué trinh san xuét dich vu. Qua trinh san xuét dich vu an uéng khong dugc thyc hién
trude khi khach hang xu 4t hién. M6 n an c6 thé thuc hién trude trong mot ) truong
hop, nhung dich vu an uéng ma khéch hang ti€éu dung ch i thuc su dugc tao ra khi co
hoat dong phuc vu cua nhan vién trong qué trinh khach hang ti€u dung d ich vu. Khi

khéach hang b 4t dau c¢6 ¢ am nhan vé dich vu chinh 12 lac dich vu duoc tao ra.

- Tinh quyét dinh ciia yéu té con nguwoi trong qud trinh tao ra dich vu

Céc dich vy an udng dugc cung cap boi con ngudi (nguodi cung ¢ a p) cho con

ngudi (nguoi tidu ding). Con ngudi c¢é th é yéu cau chat lugng dich vu cao hay thap.

Khi khach hang dén nha hang an udng va lya con cac moén an thi lic 4 y qué trinh
tao ra dich vu méi bat dau. Vi chi khi co s u xuat hién ctia khach hang m 6i xay ra hoat
dong dich vu cua nhan vién t r khau tiép don, xép chd cho dén nhan yéu ciu vé mén
an, ché bién mon d6 v.v...Nhu vay, khach hang dong vai tr 0 1a ng udi quyét dinh loai

san pham an udng, giai tri s€ dugc tao ra.

- Tinh khéng dong nhat ciia dich vu

Céc dich vu an udng duoc cung ci p b &i con ngudi (ngudi cung cap) cho con
nguoi (nguoi ti€u dung). D ich vu nha hang dugc tao ra voi sy tham gia cua khach
hang, khach hang r 4t da dang vé s¢ thich, yéu cau, d6 tudi... vi vAy ma yéu ¢ au cla
khach hang v & dich vu rat khac nhau. Do d6 mudn théa man yéu ¢ au ctia khach hang
thi san pham phai da dang va phong phu, dic biét 1a nhan vién ph uc vu phai dit minh
vao vi tri ctia khach ha g va dong cam véi ho, 1am sao tao cho khach hang ¢ am giac

dugc minh 1a ngudi dugce phuc vu tan tinh va chu dao nhat.

- Tinh mau hong va khéng c dt gitr dwoc

Do tinh dong thoi cua san xuat va tiéu dung d ich vu nén san pham dich vy an

udng khong c 4t giir dugc va rat d& hu hong.

Pic tinh nay thé hién rit rd trong d ich vy dn udng. Khi khach hang tiéu dung
xong dich vu thi qué trinh dich vu két thuc. M it khac, cac s an phém cua dich vu an
udng nhu mon an, dé udng khong th é san xuét trudc va bao quan dé khi nao c6 khach

dem ra phuc vu ma no ph ai dugc san xuat ché bién ngay sau khi c6 khach nhu c au.

- Quyén s6 hitu
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Khi mua hang héa, nguoi mua c6 quy én sé hitu d6i v6i hang hoa va quy én sir
dung ddi v6i hang héa sau d6. Nhung vé6i dich vu nha hang, s & khong c6 quy én s&
hitu nao dugc chuyén giao gitta ngudi ban va nguoi mua. Ngudi mua chi dang mua
quyén sir dung tién trinh dich vu an udng chr khong c6 quy én s¢ hitu nhimng yéu t6

tao ra qua trinh do.

- Kiém tra chdt lwong san phdam dich vu dn uong triede khi ban la r at kho
Do dic diém san xuét va tiéu th u déng tho1 nén dich vu khong duoc tao ra tir
trudc dé khach hang c6 th é kiém tra chat lugng trudce khi ban. Dic dié m nay gy ra
nhiéu kho khin cho ca khach hang mua d ich vu 3n udng va ca ha ang. Do d6, nha
hang thudng tip trung vao cac y éu té dau vao hitu hinh cua dich vu nhu: co s vt

chat, trang phuc nhan vién, th uc don an uong, dé uong, giai tri...

Ngoai ra, d ich vu in udng con c6 nh irng dic diém riéng:

+ Thoi gian lam vi éc cua nhan c ua nhan vién tuy thu ¢c vao th oi gian tiéu
dung dich vu cua khdach hang

Do su tham gia ciia khach hang trong qua trinh tao ra dich vy an uéng, va do tinh
san xudt va tiéu th u ddng thoi ma thoi gian 1am viée clia nhan vién trong nha hang ph

u thudc vao thoi gian khach dén va st dung dich vu.

+ Tinh da dang va phong phu c ua san phcfm:
M&i khach hang c6 s u khac nhau vé: d6 tudi, giéi tinh, nghé nghiép, so thich. ..
tao nén su khac nhau vé hu ciu san phém. Vi du nhu khach hang co6 su Iya chon khac
nhau gilta cac loai mon an: lya chon mén an theo phong cach chau Au, chau M ¥,... vi
vdy, doi h 6i nhan vién nha hang ph i nam bat duoc nhu cau vé san pham cua khach

hang dé coth é phuc vu mét cach tdt nhat.

+ St dung nhiéu lao déng:
Khac vdi san phém hang hoa h tu hinh, dich vu an uéng doi h 61 c6 s u tuong tac
tryc tiép clia nhan vién ph uc vu va khach hang. Qua trinh t ao ra san pham 1a qua trinh
tiép xtic gi ira nhan vién va khach hang va qua trinh nay khong th é str dung may moc,
trang thiét bi thay thé. Vi vay s6 luong lao dong trong nha hang da sé 14 nhan vién

phuc vu.
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1.2. Chét lweng dich vu va ning cao ch it lwrong dich vu in udng
1.2.1. Khdi ni ém va dic diém ciia chit lwong dich vu in uéng

1.2.1.1. Khdi ni ém chat lwong dich vu an uo”'ng
Khai niém chit luvong dich vu

Chét lugng dich vu 1a mot khai niém kha triru tugng va kho dinh nghia. N6 1 a
mot pham tri mang tinh twong ddi va chii quan. Ta c6 th é nhin thdy mot s6 thanh ph a
n nao d6 cu thanh nén d ich vu nhung khong ai nhin thiy, cdm nim hay can do, dong
dém duoc. Boi theo quan diém hé théng thi dich vu la két qua cua cac m bi quan hé¢

gitra nhan vién, khach hang va co sé vat chat cia mdt to chuec.

Theo quan diém Donald M. DavDoff, nha nghién ¢ @ u vé dich vu ndi tiéng cua
M7 thi: “Dich vu la céai gi d6 nhu nhiing gia tri (khong ph a i 1a nhiing hang hoéa v at
chat), ma mot nguoi hay mot té chirc cung cip cho nh {tng ngudi hay t6 chirc khac

thong qua trao do6i dé thu dugc mot cai gi do”.

Trong dinh nghia nay “nhiing gia tri” t wong dugc xac dinh bdi nguoi tiéu dung.
Trén quan diém cua ngudi dung d ich vu, ngud i ta coi chit luong dich vu 1a két qua
clia mot qua trinh danh gia tich lity cia khach hang d wa trén su so sanh giita chat

lugng mong doi (hay du dodn) va muc do chét lugng khéach hang da dugc chép nhan.

Hay noi cach khac: Ch at lugng dich vu luén dugce so sanh voi mac do thoa man

nhu cdu cua khach hang sau khi d3 tiéu dung d ich vu.

Trong mot thoi gian dai, cac nha nghién ¢ Gu da cd ging dé dinh nghia va do
ludong vé chat lugng dich vu. Tuy nhién, tity theo t tng linh vuc, quan diém kinh té ma
chat luong dich vu duoc dinh nghia va do luong theo nhimg cach khac nhau. Ta co th é
hiéu, chét luong dich vu la nhitng gi khach hang cam nhan duoc, chat luong dich vu
dugc xac dinh dya vao nhan thirc hay cam nhén cua khach hang gi {ra ki vong va thuc

té ho nhan duoc trong qua trinh st dung dich vu.

Duéi day, xin dua ra mot s6 dinh nghia ti€u biéu:
+ Theo Herburt (1995) thi trudc khi st dung dich vy, khach hang da hinh

thanh mot kich ban vé dich vu d6. Khi kich ban ctia khach hang va nha cung ¢ 4p
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khong gibng nhau, khach hang s & khong ha i 1ong, kéo theo ch it lwong dich vu cua

nha cung cap s€ xau di.
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+ Theo Crolin va Tailor (1992) thi sy hai long ¢ ta khach hang nén danh gia
trong thoi gian ngin con ch at lugng dich vu nén danh gia thai don cua khach hang v é

dich vu d6 trong thoi gian dai

+ Theo Gronross (1984) chat lugng dich vu nén dugc chia thanh 2 phén la
chat luong ki thuat (nhitng gi khach hang nhan duoc) va chat lugng chic ning (cach

ma dich vu dugc cung cap t6i khach hang).

+ Trong thang do ctia Parasuraman & ctg (1988), chat lugng dich vu 1a muc
d6 khac nhau giita su mong doi ctia ngudi tiéu dung v é dich vu va nhan hir ¢ cta ho
vé két qua dich vu. Tir dinh nghia nay, tac gi 4 da khoi xudng dé nghién ¢ tru dinh tinh

va

dinh lugng dé xay dung va kiém dinh thang do vé cac thanh ph an cdu tao nén chat

luong dich vu (goi 1a thang do SERVQUAL). Thang do SERVQUAL dugc dung dé

kiém dinh 5 nhom thanh ph an cua chat luong dich vu (sy &m thong, dd tin cdy, kha
ning dap ung, sy chia s& va cac y éu tb hiru hinh), da duoc Gmg dung rong rai trong cac
nghién ctru thi truong lién quan dén viéc ki ém dinh chit luong dich vu va danh gia sy

hai 1ong khach hang & tat ca tat ca cac nganh d ich vu khac nhau.

Chat lugng dich vu an uéng

Theo tiéu chuan Viét Nam va ISO — 9000, thi chét lugng dich vu 1a mirc phu h op

cua san pham dich vu thda man cac yéu c au dé ra hodac dinh trudc cia nudi mua.

Do vay c¢6 th é hiéu: Ch at lugng dich vu an uéng 1a mrc phu h ¢p cua san phém an

uong thoa man céc yéu c au de ra hoac dinh trudc cia nguoi tiéu dung d ich vu an uong.

Chét luong dich vu dn udng: 14 su thda min ¢ ta khach hang s r dung san pham

an uong, dugc xac dinh bdi viéce so sanh gifra cdm nhén va trong doi cua khach hang.

1.2.1.2 Pgc diém cia chat luwong dich vu an uéng
Dé danh gia va quan 1y ch 4t luong dich vu dn udng trong nha hang, nh 4t thiét chung ta

phai lam r6 ddc thu ¢ ta néd. Ch at luong dich vy an uong c6 m 6t s6 dac diém sau:
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- Kho do lwong va danh gia
Pic diém nay xuat phat tir chinh ban than dac diém cua dich vu an uéng bao gém
4 thanh phﬁn co ban: phuong tién thyc hién, hang hoa ban kém, d ich vu hién va

dich vu an.
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Viéc danh gia hai thanh phan dau tién 13 phuong tién thuc hién dich vu va hang
hoa ban kém c6 th é thyc hién dé dang do nd 1a v 4t cy thé, hién hiru, nhung véi hai
thanh phan dich vu hién va dich vu an ta khong ¢ nh g thudc do cu thé, nén rat kho

luong hoa khi danh gia.

- Chi dwoc ddnh gid chinh xdc qua sw cam nhdn ciia nguoi tiéu ding tr e ti é p
sdan pham.

Khach hang 14 ngudi truc tiép bo tién ra va tiéu ding s an pham nén nguoi danh
gia chinh xac va khach quan nh at vé chat luong dich vy nha hang la [am h 6a man
khach hang m 6t cach tdt nhat, qua dé thu duoc lgi nhuan. Panh gia cua khach hang
cling 1a mot trong nhimg tiéu chi dé nhimg nguoi chua truc tiép sir du g san pham c6
thé thong qua d6 biét thém vé san pham va dua ra quyét di nh c6 tiéu dung s an pham
hay khong .

- Phuy thuéc vao qud trinh cung ¢ dp dich vu ciia nha hang

+ Mot qué trinh cung cép dich vu an ud ng bao gid ciing thuc hién dua trén
hai nhan t6 co ban 1a: co s& vat chat ky thuat ¢ tia n a hang va nh {ing nhan vién tham
gia truc tiép vao qué trinh cung cip dich vu. Vi vay, khi danh gia chit luong dich vu an
udng khach hang thuong cé xu huéng dwa vao chit lugng ki thuat va chit luong chire

ning dé danh gia chit luong di ch vu.

- Chat luong k¥ thua t bao gff)m nhirng co s& vat chét k¥ thuat nhu muc do hién
dai, tién nghi cta cac thiét bi, mtrc do tham my trong trang tri ndi that, mtrc do vé sinh
bén trong va bén ng oai nha hang.

Chét luong chirc nang bao gém nhitng yéu td lién quan tdi con ngudi, dic

biét 1a nhirng nhan vién ph uc vu truc tiép tai nha hang. D¢ 1a thai d9, cach ung xur, kha
ning giao tiép, hinh thirc bén ngoai ¢ ta nhan vién, trinh d6 tay nghé, trinh do hoc vin,
tinh trang tam 1y, tinh trang strc khoe, do tudi, gidi1 tinh v.v...cia nhéan vién ph uc vu.

+ Ca hai thanh phan chat luong k¥ thuét va chéat lugng chirc ning déu tac dong téi

hinh anh ctia mot nha hang va quy &t dinh dén chat luong dich vu an uéng duoc cam

nhan ctia nha hang. V 4n dé dit ra cho cac nha qu an 1y nha hang 13 ph ai luén quan

tdm va tim cach cai thién ca chat luong k¥ thuat va chit luong chic niang mot cach
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thuodng xuyén dua trén nhitng sy thay d6i trong nhu cdu, s& thich va doi h 6i cua thi

truong khach ha ng muc tiéu.
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- Tinh nhdt qudn cao
+ Thir nhat, d6 1a sy théng nhit cao va théng su 6t trong nhan thirc va hanh
dong cua tat ca cac thanh vién trong nha hang t r trén xuéng dudi vé myc tiéu chat

lugng can dat duogc cta nha hang.

+ Thir hai, do 1a su déng b0, toan dién, trudc sau nhu mdt va dang nhu 161 hir a
ma nha hang da cong b 6 véi khach hang. Ch at lwong dich vy 4n ubng doi h 6i pha i tot
¢ moi lic m 01 noi, cho moi khach hang .

1.2.2. Néing cao ch it lwong dich vu in uéng

1.2.2.1. Khdi ni ém ndang cao ch at lwong dich vu an uéng

Nang cao chit luong dich vu an udng 13 van dé ci n thiét 46 voi doanh nghiép

nha hang dé c6 th & canh tranh trén thi truong.

Theo ISO 9001: 1996 thi: Nang cao chat lwgng bao g 6 m tat ca nhiing hoat dong
dugc tién hanh trong hé théng chat luong va duoc giai thich khi can thiét dé khang
dinh rang mot thuc thé s& thuc hién nhimg yéu cau vé chat lugng va nhim nang cao
hiéu qua va hi¢u suét cta cac hoat dong va qua trinh tao thém loi ich cho ca td chuc va

khach hang ¢ na t6 chirc do.

Nhu vy ning cao chét luong dich vu dn udng c6 ngh ia 1 nhitng hoat dong dugc
tién hanh trong toan b ¢ to ch & ¢ nham khong ng tng duy tri ma con ning cao h on
nira chat luong san pham dé thoa man t6t nhat nhu cau, giam khoang cach giita su
trong doi voi chét lugng thuc té dat duoc cua doanh nghiép. Viéc nang cao chét luong
dich vu 3n udng s& gop ph an vao su tin ciy ctia khach hang d6i voi doanh nghiép, ho

s€ thuc sy hai long v 61 dich vu an uéng ma nha hang mang | ai.
1.2.2.2 Ngi dung néng cao ch dt lwong dich vu an uong tai nha hang
Pam bao chat luong dich vu an uéng tai nha hang

Pam bao chat luong 1a mot trong nhitg ndi dung quan trong ctia quan tri chat
luong. Muén san phém hang hoéa d ich vu duoc khach hang ch ép nhén va tiéu th u hét
trén thi truong ma khoéng c6 phan nan, ph an anh hay khiéu nai gi thi nha kinh doanh

can quan tam dén ndi dung nay.
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Pam béo chat lugng 1a cac ho at dong co k & hoach va hé théng duoc tién hanh
trong hé théng chat luong va dugc chimg minh 1a di mutrc can thiét dé nguoi tiéu dung

s€ dugc thoa man cac yéu c au ve chat lugng.

Duéi day 1a noi dung dam bao chat lugng dich vu an uéng tai nha hang:

Pam bdo vé sinh san phdam dn uéng: thuc khach rat quan tam toi van dé dam ba o
an toan v¢ sinh thuc phém. Can dam bao vé sinh tir khau lua chon nguyén li¢u dé n
khau bao quan, so ché, ché bién, trinh bay san phim in udng. Piéu ndy gitp ning cao
uy tin, tao niém tin & khach hang va thu hat khach hang dén tiéu dung d i ch vu an

uong nhicu hon.

Pdam bdo chat lwong nguyén liéu: nguyén liéu ché bié n 1a yéu té chinh giir vai
trd quyét dinh chit luong san pham an udng. Nguyén liéu c6 ch 4t lugng tot va duoc

ché bién theo quy trinh s€ tao ra nhitng moén an, d6 uéng ddm ba o vé sinh an toan.

Dam bao khai thac hi éu qua mo hinh quan tri chat lwong dich vu: mo hinh quan
trj chat luong c6 vai tro to 1 6n trong nang cao chat lugng dich vu an udng. M6 hinh
quan trj chat luong hiéu qua s& gitp ho at dong nang cao chat luong dich vu dn udng
dugc thong su t, nam trong su kiém soat va dat hiéu qua cao. Hoan thién mo hinh

quan tri chat lugng va quy trinh phuc vu 1 ndi dung can thiét.

Cai tién chat luong d 1 ch vy an uéng tai nha hang

Cdi tién chdt leong sa n pham dich vy dn uoéng: san pham an uéng 1a mot trong
cac yéu td quan trong tro g kinh doanh dich vu dn udng. Chat lwong san pham in udng
tdt thi dich vu an uéng dugc danh gia cao va nguoc lai. Vi vay, nang cao chét lugng
dich vu dn udng phai di kém véi ning cao chat luong cac yéu td quyét dinh chét luong

san pham nhu: vé sinh an toan, gia thanh, s u da dang phong pht v.v...

Cdi tién quy trinh san xudt: su tuyét hao cua chat lugng phu thudc vao thiét ké
quy trinh t6t va hé théng quan 1y c6 kh 4 ning du bao van dé. Cai tién trong quy trinh
san xudt giup 1am gi am sai hong, lang phi tir 46 tiét kiém duoc chi phi. Sy cham tré,
nham 1an va nhiing sai sét trong quy trinh cung tmg 1a nhiing yéu to tryc tiép lam giam

chét luong dich vu. Hoan thién quy trinh dich vu nham tang su théa man va hai long
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cua khach hang, khong ch i 1a thoa man nhu cau an uéng ma ho mudn dugc phuc vu tot

nhat. Vi vay, viéc cai tién quy trinh dich vu rat can thiét.
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Cdi tién s linh hoat va chu ki sdn xudt: dé thanh cong trong th i trudng canh
tranh nhu hi¢n nay doi h 6i sy linh hoat va kha nang dap tmg nhanh chong va hi ¢u qua
nhiing thay doi. Poi h 6i nhiing chién lugc dic biét, hiéu qua, dic biét 1a viéc dao tao
ngudn nhan lyc, dong thoi cling lién quan dén nhimg yéu t6 quyét dinh vé ngudn luc,
nha cung cip va dbi tac. Yéu td bd sung cho sy linh hoat 14 chu ky san xuat. Rat ng a n
chu ky san xuit mang lai hai loi ich 1a d4p tng nhanh hon nhu cau khach hang va gi a
m bot cac giai doan khong t ao ra gia tri gia ting. Tir d6 cai tién dugc chat lwong dich
vu do giam chi phi va nhiing sai sot.

1.2.2.3 Cac ch i tiéu danh gia chat lwong dich vu an uéng tai a dng

Rit kho dé danh gia chat lugng dich vu, nhung c6 thé danh g 4 chat luong dich
vu an udng tai nha hang théng qua cac ch i tiéu thé hién tinh hiru hinh, cac chi tiéu c6
thé luong hoéa nhu: muce do tién nghi, chét luong nhan vién ti ép xtc, diéu kién co s&
vét chét, trang thiét bi ki thuat, mic do vé sinh sach s&...Do tinh v6 hinh nén khach

hang thuong dua vao yéu té hiru hinh dé danh gia chat luong dich vu an udng.

Dat cho la ch i tiéu vé su tin cdy: 1a kh & nang cung cap dich vu an uong nhu da

htra cho khach hang cé nhu ¢ au vé dich vu moét cach tin cdy va chinh xac.

Chdt lwong moén dn dé6 uong: ciing anh huong dén chét luong dich vu an udng va su
thoa man cua khach hang. Cac mén an dd udng phai dat dugc gia tri vé tham my, phai day

du gia tri dinh dudn , phai luén dam bao dinh dudng va vé sinh an toan thyc pham.

Trang thiet bi du g cu, co so vdt chat: theé hién mot cach truc quan nhat vé dich
vu an uong, mot co s& dich vu an udng co co so vat chat tot chac chan s€ tao di€u kién

cho qué trinh tao ra nhiing san pham dich vu t6t hon.

Thai do phuc vu, ky nang phuc vu: thé hién tinh than trach nhiém, su déng cam
san sang gitp d& khach hang m ot cach chu d4o, nhiét tinh va sy chuyén nghiép cua
nhan vién ph uc vu. Khi say ra sai hong trong cung tmg dich vu dn udng nhu: cung tng
nhiam mén an cho khach, sai thoi gian giao hang... thi nhan vién tiép xtic ¢ an khoi
phuc nhanh chéng dé tao ra cam nhan tich cuc vé chét luwong dich vu. Déng thoi, can
tiép can, tim hiéu nhu ciu khach hang, déng thoi phai hiéu dugc trang thai tam 1y va
dat minh vao dia vi cua khach hang dé phuc vu tdt nhat va dap ung nhu cau cta khach

hang. Tir 6 khach hang s& danh gia chat lwong dich vu dn udng tai nha hang.
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KJ ndng giao tiép ciia nhédn vién ph uc vu: dich vu chi thuc hién khi ¢6 s v c6 m
at cia khach va nhan vién ph uc vy, lic nay m bi quan h¢ gitra nhan vién ph uc vu va
khéch hang dugc hinh thanh. Chat lugng dich vu cling dugc biéu hién thong qua van

hoéa giao ti€p tng x1r ciia nhan vién ph yc vu.

Ve sinh an toan th uc phcfm: cong tac v € sinh an toan thyc phém anh hudng tr u
c tiép t6i viéc danh gia cua khach hang v é chét luong dich vu in udng. Cac san pham
an udng phai dam bao chét luong vé thAm my, cam quan, day du gié tri dinh dudng va

dam bao an toan v¢ sinh thuc pham.

Vé sinh méi trwong cam quan: ciing 1 yéu td quyét dinh chit lugng dich vu an
udng. Khi khach hang dén str dung dich vu thi vé sinh méi trudng 1a yéu té ho dung dé

dua ra nhiitng cam nhan ban dau cua dich vu.

Thanh todn : ciing 1a chi tiéu quan trong khi dénh gia vé chat luong dich vu an
udng. Gia ca phu h op v6i trong doi va qua trinh nhanh chdng, tién loi s& gia ting mirc
d6 hai 1ong ¢ ta khach hang v é dich vu.

Cdm nhdn chung: 1a danh gia chung nh4 t vé toan bd dich vu in udng ma khach

hang duogc tiéu dung va truc tiép trai nghiém tai nha hang.

1.2.2.4 Y nghia ciia viéc ndng ¢ o ch dt heong dich vu dn uéng tai nha hang
Nang cao chét lugng d i ch vy an uéng tai nha hang c6 y ngh 1a nhu sau:

Chét luong duoc xem 13 s u séng con ¢ tia doanh nghiép, 1a muyc tiéu phan dau dé
doanh nghiép hoi nhap ki h té thé gii va khong ng tng phat trién. Viéc dam bao chét
lwong dich vu tét d6i v6i khach hang s & gop ph an thoa man khach hang t ir d6 giir
dugc khach hang . Sy thod man khach hang con dugc xac dinh 1a mdt khia canh quan
trong cua két qua hoat dong ciia doanh nghiép. Nhu vy chat luong dich vu ¢6 ¥ ngh ia
hét strc quan trong ddi v6i nha hang, khach s an, né quy ét dinh sy thanh cong hay th 4t
bai ctia doanh nghiép cho nén né duoc xem 1a van dé cap thiét vo cing quan tr ong. N6
1a cong ¢ u giup doanh nghi ép hoat dong va nang v i thé ctia doanh nghiép minh trén

thi trudng va 13 noi gti tron niém tin ctia khach hang d6i véi doanh nghiép.
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Péi véi nha hang : chat luong dich vu an udng 13 thudc do su thanh cong ¢ tia mdi
doanh nghiép. Nang cao chit lugng dich vu an udng sé& giup doanh nghi ép c6 duogc vi thé

va uy tin trén thi truong, gitt chan duge khach hang ¢ 1, tao ra nhidu khach hang
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chung thuy va thu hat thém nhi éu khach hang m &i. Nang cao chit luong dich vu n
udng goép ph an 1am ting loi nhuin cho nha hang, ting khi ning canh tranh va ting gia
ban mot cach hop 1y trén th i truong. Nang cao chét luong dich vu n ubng 1a cam két
vuon toi sy tuyét hao vé dich vu dam bao cho khéach hang c6 duoc nhitng dich vu hoan
hao nhit khi dén v6i nha hang. Nang cao ch 4t luong dich vu in ubng 13 1am ting chi
phi nha hang nhung thyc chat vé lau dai 1 1am ¢ it giam bdt chi phi nhu: chi phi sai

hong, chi phi dén bu.... Bén ¢ anh d6 n6 con duge chinh khach hang qua ng cdo vé su
tién nghi cua nha hang ma 1 & ra doanh nghiép phai bo ra mot khoan dé phuc vu cho
viéc quang ba vé doanh nghiép minh.

Déi véi khdach hang: nang cao chat luong dich vu s& gitp khach hang tho 4 man
su trong doi ctia minh vao doanh nghiép. Khi stir dung dich v u khach hang luén c6 m
ot nhu cau rat cao 1a doi h i chét luong dich vu tét twong xt ng voi nhitng gi ma ho bo
ra. Nang cao chat luong dich vu 4n udng ciing 1a nang cao v i thé ciia khach hang khi
dén v6i nha hang.

1.3. Po lwong va danh gia chat lwg ng dich vu fin uong

1.3.1. Cdc phwong phdp dinh gid chét liwong dich vu dn uong

Dé danh gia chat luong dich vy, ngudi ta thudng sir dung cac phuong phap sau:

- Phuong phap do luong can cir vao su thoa man chung c ta khach hang: 1a
m 6t phuong phap don gian, dé sir dung, mang lai hiéu qua cao, khong t 6n kém thoi

gian, chi phi va phu h op véi diéu kién kinh doanh dich vu & Viét Nam.

- Phuong phap do ludng cin ¢t vao danh gia ctia nha cung cap.
- Ph  ng phap do luong can clr vao danh gia cua cac chuyén gia.

Ngoai a con c6 m ot sé phuong phap khac nhu: so sanh chat lugng dich vu cua
doanh nghiép minh véi doanh nghiép tot nhat. Tham gia cac giai thuong trong nudc va

quoc té v.v...

Hién nay, trén thé gii ndi chung va Vi ét Nam néi riéng dang str dung pho bién
phuong phép do ludng cin clr vao su thoa min chung cua khach hang dé danh gia chat

luong dich vu. Trong khuon kh 6 dé tai luan vin, toi lya chon phuong phap do luong
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can cr vao sy thoa man chung ctia khach hang dé danh gia thirc trang chét luong dich

vu an uong tai nha hang Zucca Restaurant.
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1.3.2 Cic mé hinh dinh gid chit lwong dich vu
Theo Gronroos, cac yéu td cdu thanh chat lugng dich vu kha da dang, song co
thé tong hop thanh 3 yéu t6 sau:

Chét lugng k¥ thuat: 1a nhiing gié tri khach hang th yc sy nhan dugc tur dich vy,
nhiing yéu td dinh lugng dugc cua dich vy nhu: thoi gian cho doi, thoi gian thuc hi € n

dich vy, thoi gian xr Iy céc v an dé khi€u nai...

Chat lugng chirc ning: 1a cach thirc ma chat lugng k¥ thuat mang dén cho khach
hang. Ch 4t lugng chirc nang thudng 1a nhimg yéu t6 khong dinh luong duoc nhu: thai
dd nhan vién khi ph uc vu khach hang, khong gian th uc hién dich vu.

------- Chat luong dich Su théa man
Vu cam nhan cua khach

Chat luong
chuc nan

Chét luong k¥ thuat

Hinh 2: So' d0 cic y € u té cau thanh ch it lwgng dich vu ciia Gronroos
(Ngudn: Gronroos 1984)
Hinh anh doa h ghiép: dugc xem la “bd loc” trong qua trinh khach hang sir dung
dich vu. Khach hang c6 th é dua ra nhitng cam nhan, danh gia ban dau vé chat lugng

dich vu ctia doanh nghiép la cao hay thép dua trén su nhan biét hinh anh doanh nghiép.

Chat luong k¥ thuat va chit lugng chiic ning cung két hop véi nhau dé tao nén
hinh anh thuong hi€u doanh nghiép va tao ra chat luong dich vu ma khach hang cam
nhan. Tiép d6, chat lvgng cam nhan duoc so sanh voi nhitng ky vong va danh gia thuc
té gitip khach hang ki ém chtmg dwgc minh c6 hai 1ong v 6i dich vu dang st dung hay

khong .

Chét luong k¥ thudt va chat lwong chirc ning ludn c6 mdi quan hé twong tac, hd

tr& 13n nhau dé tao nén chét luong dich vu. Trong do, chat luong k¥ thuat dugc xem la
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yéu td co ban doi h 6i bat ky mot dich nao ciing ¢6 kha ning dap ung duoc. Dé nang
cao chét lugng dich vu, doanh nghiép thudng tap trung cai thién chét luong chirc ning,
trong d6 hai yéu td cot 161 ¢ na dich vu chire nang la thai do 1am viéc cia nhan vién va
céc chinh sach chim séc khach hang. Qua trinh tiép xtc v 6i khach hang 13 s v tuong
tac 2 chiéu truyén va nhan thong tin, nhan vién ban hang v tra c6 th é gidi thiéu, tw va n
dé khach hang s & dung dich vu ma doanh nghiép dang cung cap, vira c6 th é thuth 4 p
duoc nhitng phan hi tir phia khach hang dé doanh nghiép hoan thién chinh sach cua
minh. Mt nhan vién ban hang gi 6i khong ch i mang doanh thu vé cho doanh nghiép
ma con t ao duoc niém tin, sy hai long cho khéach hang. B 61 thé, dé nang cao chét
lugng dich vu thi doanh nghi¢p khong nh ing phai dao tao do gii han vién chuyén

nghiép ma con dam bao loi ich dé ho toan tAm ¢ dng hién 1au dai cho cong ty.

Ngoai hai yéu td trén, hinh anh ciing 1a mét yéu té an duoc chi ¥ xay d uyng dé
tao nén chat lugng dich vy hoan hao. Ngoai thuong hi€u, hinh anh con ch i dén khong
gian, noi ma khach hang ti€u dung dich vu. Cang ngay, cac doanh nghi ¢p cang chu
trong dén viéc thiét ké mot khong gian dep, ph an anh dugc tinh chét cua dich vu va
tao ra cam giac thoai mai, than thi én nhét cho khach hang khi h o dén véi cong ty. Vi
éc cai thién chat luong k¥ thuat va chét luong chirc nang s€ tao ra hinh anh vé mit
thuong hiéu, ciing v ¢i nhitng nd Iy ¢ ct do nh nghiép trong thiét ké kho ng gian phuc
vu khach hang s & tao nén chat lugng dap tng t6t nhat ky vong va hai long khach hang.
Trén co sO cac yéu td cA u thanh chét lugng dich vu nhiéu mé hinh nghién ctru do

ludng chat luong dich vu duoc tac gia trén thé gidi dé xuit.

Parasuraman dé nghi thang do chét luong dich vu la SERVQUAL duya trén co sé
do luong 5 muc do: tin cay, dap ung, déng cam, nang lyc phuc vu va cac phuong tién
vat chit. uy nhién viéc dap ung cac yéu t6 nay s& thay doi tuy theo t ing dich vu timg
loai khach hang, tuy theo t ing giai doan trong thi trudng so voi cac ddi tha canh tranh
ma s& thay d6i khac nhau. Parasuraman, Zeithaml, Bery (1985) dd xdy d yng mé hinh
chat luong dich vu 1am ndi bat nhitng yéu ciu chinh dé dam bao mong doi ctia chat
luong dich vy, moé hinh nay xac dinh 5 khoang cach. Khi ching ta xac dinh dugc 5

khoang cach nay t trc 1 chung ta da do luong dugc chat lugng dich vu cta minh.
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M6 hinh 5 khoéng cach v & chit luwgng dich vu

Truyén miéng Nhu ciu c4 nhan Kinh nghiém
Khach Dich Vll ky vong

rTT T T T T T > <
|

L ¥
: Khoang '

hang | cach 5 Dich vu nhan dugc
| 4
i I
| Y
| . X . .
ol . Dich vu ’chuyen giao PN T}l()ng tin
| (trudce, trong hoang | dén
N 4
A . L .. khach
cap va s‘,’au khi cuﬁg cap dich o
| vy)
|
dich {vu Khoang . ach 4 han
: ¥ huyen doi tr nhan
Khoang | cach 3 : TL thr  va 8

v

| .
cachl I ———— > dac tinh chat luong
cua dich vu

Nhén thtic ctia nha quan 1y v &
ky vong cua khach hang
Hinh 3: Mé hinh khoang céach ch it lwgng dich vu

Parasuramanet et al (1988, dan theo James A. Fitzsimmons & Mona J.
Fitzsimmon. Service ma agement.et at, 2001)

Khodng cdch 1 : khoang cach nay xu at hién khi c6 s u khéc biét giita ky vong
ctia khach hang v & chat luong dich vu va nhan thirc ciia ban lanh dao cong ty cung
mg dich vu vé ky vong nay cua khach hang.

Néu khoang cach niy cang 1 én tic 1a ngudi quan 1y nha hang khong bi ét khach
hang cua minh mong doi diéu gi. Vi vay dé dich vu nha hang cung ¢ 4p dam bao chat
lwong, hiéu chinh xac khach hang mong doi diéu gi 13 diéu dau tién va quan tr ong

nhat trong viéc cung cap dich vu. Nha quéan 1y c6 vai tro r at quan trong trong viéc dam
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bao chat luong dich vu. Nha quan 1y nh an thirc dugc mong doi ctia khach hang va dua
ra nhitng thay d6i cho phu h op véi tinh hinh thuc té cia nha hang. Do v dy, phai c6 nh

{ing nhan thirc diing dan vé mong doi cua khach hang.
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Tuy nhién, nhitng diéu ma nha hang bi ét vé sy mong doi cia khach hang co th é
khong gi dng voi cai ma khach hang mong doi thue su. Do d6, tao nén khoang cach 1
“khong biét khach hang mong doi gi “ do cic nguyén nhan sau:

Nguyén nhdn th @ nhét 13 thiéu dinh hudéng nghién cru marketing. C6 ngh

a 1a doanh nghiép c6 ho at dong nghién ctru thi truong khong hi éu qua va khong s

dung
hiéu qua cac két qua nghién ctru.
Nguyén nhan th 2 1a kénh thong tin t ir dudi Ién khong hi éu qua. Do do,

thong tin tor dudi dung nhung qua kénh thong tin né bi méo mo sai |l €&ch, nha quanly

khong nhan duoc thong tin chinh x4c nhat.

Nguyén nhan th & 3 1 doanh nghiép c6 qua nhi éu ¢ 4 p bac quan 1y va thong tin

qua nhiéu cip bac quan Iy co th é bi sai léch hoic that lac. Nhi éu cip bac quan Iy
trung gian nén dé thong tin dén voi nha quan 1y ¢ an nhiéu thoi gian nén thong tin

khong con dugc méi s€ khong con phu h ¢p.

C6 th é do moi trudong doanh nghié p k éng kich thich su trao doi thong tin.

Khi khach hang di an nha hang thi s& luon mong doi vé gia ca hop li, chat lwong moén
an ngon, c6 ch 6 ngéi thoai mai, thai d6 an can chu ddo cta nhan vién. Tuy nhién, nhu
¢ au ctia khach hang ting cao yéu ciu nha hang ph ai dep, khong gian b it mat, ghé
ngéi thoai mai va ch at luong. D 1 ch vy chua tim hiéu dugc nhu cau nay cua khach

hang t ao nén su khac biét cdm nhén c tia khach hang v & dich vu va mong doi cua ho.
Giai phap : Dé thu hep khoang cach ndy, nha hang Zucca Resataurant ¢ an:
Tim hiéu, nghién ctru k§ nhu cau thi trudng, thi hiéu cta khach hang, ¢ ta

nhom khach hang than quen ma nha hang nh dm dén. Pong thoi, phai thuc su hiéu

duoc nhitng tinh ning, tién ich ctia san pham sap tao ra co th at sy phu h gp v6i d6i

tugng khach hang than quen khong.
Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

Dinh hudng ro rang cho cac ho at dong marketing nghién ctru thi truong,

cac cudc nghién ctru phai nham ding thi truong muc ti€u, phai td6 chirc nghién cuu

ding van dé can thiét.

Tao 1ap mot mdi truong lam viéc ma & do cac thanh vién ¢6 quan hé lién két

chit ché dé thong tin t ir khach hang c6 th & dén v6i nha quan Iy m 6t cach nhanh nhat

va ding nhat.
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Str dung hi€u qua cac hoat dong nghién ctru cia hoat dong nghién ctru thi
truong. Phai nghiém tac x ¢ Iy danh gia cac s 6 lidu.

Khodng cdch 2 : 1a khoang cach giita sy nhin thirc ctia nha quan 1y d ich vu vé
nhimg gi khach hang mong cho voi viée chuyén doi cac nhan thire d6 thanh tiéu chuén
chat luong dich vu cua minh.

Khodang cach nay s & rat 16n néu nhu ngudi quan 1y nha hang cho rang mong doi
ctia khach hang 1a khong th é dap tng. Nhan thirc ndy c6 th é 1a do suy ngh 1 hep, nong
can, nga“'ln han ctia mot bd phan nha quan ly. Diéu nay cling thé hié n sy hu dong,
khong ch iu tu duy theo huéng tich cyc sang tao va lac quan ciia & qu a n 1y v & kha

nang tim cac giai phap cho doanh nghiép nham dap Gng nhu ¢ au ctia khach hang.

Khi khach hang c6 nhu c au st dung dich vu nha hang, h ¢ mong mudn duoc
phuc vu mdt cach tdt nhat. Nhan vién nha hang nh an thirc r6 dug mong mubn do
nhung vi déi lic khach hang trong nha hang qua dong nén cham tré trong viéc phuc vu
mot s6 khach hang 1a diéu khong th é tranh khoi. O déy, nha quan 1y dd nhan ra diéu
khach hang mong mudn, nhung d6i khi khong thé dap img dugc.

Giai phap:
Nang cao trinh d6 va k§ niang ciia doi ngii thiét ké san pham nam bat nhu

cau khach hang nh am tao ra nhi € u san pham vura thé hién dugc y t uédng cta nha

cung cap, vira dap ing nhu cau cua khach hang.

Céc nha qu 4 ly ¢ an chu dong hon trong viéc tim hiéu mong mudn cua khach

hang, tu duy lac quan theo hudng tich cuc dé tim ra hudng giai quyét cac van dé cho nha

hang. Nha qu an 1y khong ng trng nghién ctru cac bién phap nham dua nhitng thong

tin vé mong mudn ciia khach hang thanh nh {ing tiéu chuan dich vu ctia nha hang. Nha
quan 1y khong th é thu dong va bi quan trudc nhitng diéu kién cua nha hang ma luén
tin twong 1a nha hang c6 th é dap tmg mong mudn cua khach hang. Khi dé, cic nhan
vién trong nha hang c ling c6 thém sy tin tudng va cling tich cuc lam vi¢c va c6 nh {ing
sang kién tot dé ning cao chét luong dich vu ctia nha hang.
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bat ra nhitng muc tiéu vé chét lugng dich vu cua nha hang c an dat duoc.

Nhirng muc ti€u ndy ph ai dya trén nhitng mong mudn va nhu cau cta khach. Bé co6
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duoc thong tin ¢ ta khach c6 th é bang nhiéu cach, phat phi éu thim do ho ic héi truc
tiép khach khi khach tiéu dung d ich vu.
Trong viéc quan 1y nhan vién ¢ 4n c6 chinh sich vé luong thuong dé

khuyén khich nhan vién hing hai lao dong va tich cuc tham gia vao viéc hoan thién

chat luong

dich vu nha hang.

Khodng cdach 3 : 1a khoang cach gifta cac ti€u chu an chét luong dich vu dugc
thiét 1ap cua doanh nghi¢p dich vu véi chét lugng dich vu thyc té cung ¢ ép (nghia la
thé hién cung cip dich vu theo dung céc tiéu chuan da xac dinh hay khong).

Khoang céach nay xu 4t hién 1a do nhan vién th we hién dich vu cta cong ty

khong chuyén giao dich vu cho khach hang theo nh {ing chi tiéu d 4 xac dinh.

Khoang cach nay t 4p trung vao nhan vién ph uc vu tru ¢ tiép, nhitng ngudi truc
tiép tiép xuc v 6i khach hang. H o 1a mot phan dich vu va 6 anh hudng rat 16n dén su
danh gia cta khach vé chit luong dich vu cta nha hang. Nhan vién t 6i khong th é
cung cép duoc mot chat luong dich vu cao. Tuy n ién, nhan vién ¢ {ing can ¢6 s u hd
trg tir phia nha hang dé thyc hién cong vi éc. Nh it ng hd tro tir phia nha hang nha hang

nhu ban mo t & cong vi éc, ti€u chuén thuc hién cong vi €c, trang thiét bi lam viéc.
Giai phap:

Nang cao chat lugng cua doi ngii nhan vién phuc vy, can chon nhitng nhan
vién c6 ch at lugng ngay tir khau tuyén mé tuyén chon, t6 chtrc huin luyén, hoc tip k¥
nang lam viéc dinh ky cho han vién.

Thiét 1ap mot ban mo t & cong vi €c va tiéu chu 4n thuc hién cong vi €c ro rang,
hop 1y. Phan cong cong vi éc rd rang va khoa h oc tranh su chong chéo.

Khen thuéng dang ngudi dung viée cho cac nhan vién 1am vi éc tdt, tao

moi truong thi dua lam viéc.
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C6 nguoi phu trach giam sat ho at dong 1am viéc ctia nhan vién dé phat

hién va diéu chinh kip thdi nhirng sai sét trong ph uc vu khach.

Khodng cdch 4 : 13 khoang cach giita chat lwong dich vu duoc cung cip voi
nhimg thong tin, qu ang cao hay 161 hira ma mét dich vu dem dén cho khach hang , né

thé hién nha quan 1y d ich vu d6 c6 thuc hién 101 hira vé dich vu véi ho hay khéng.
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Khoang cach nay la do nguyén nhan:
Truyén thong theo chidu ngang gitta cac bo phan trong doanh nghiép khong
phu h op, truyén tin bi 15i.
Sy phéi hop giita b phan marketing va cac b 6 phan khac khong duoc chat

ché. Do vay, cac chuong trinh quang cao va cac thong tin d ich vu cua nha hang dem ra
quang cdo v6i khach hang qua xa v oi, khong thi ét thuc, nha hang khong c6 kh & ning

thuc hién dugc nhu trong quang cio.

Do xu huéng phong dai 161 hira: Truyén tin ra bén ngoai 13 m ¢ yéu t6 quan

trong dé khach hang c6 th é nhan biét vé nha hang thong qua cac thd g tin quang céo,
101 htra ma nha hang g i dén cho ho nhu mét bién phap dé thu hat khach va dé canh
tranh v6i doi thi. Vi thé, khi cac thong tin, 1 oi hira dugc dua ra thudng c6 xu hudng
vuot qua thyc té. Cac thong tin qu ang cdo, 10i hita dug phong dai qua muc s& tic dong
xau toi 1ong tin ¢ ta khach v6i nha hang, khach hang s & cam thay bi lira ddi. Khi do,
khach hang s& cam nhan khong hai 1ong v 6i chat lugng dich vu cua nha hang, ch at

lwong dich vu s& bi danh gia thap.
Giai phap:
Nguoi quan 1y ¢ an phdi hop voi bd phan marketing dé thiét ké mot chuong trinh

marketing va quang co sa n ph am twong ng v6i nhitng gi nha hang co th é mang dén

cho khach hang.

Khodng cdch 5 : Khoang cach nay xu at hién do su khac biét giira chit luong ky
vong cua khach hang b &1 khach hang va ch at luong thuc té ho cam nhan dugc. Phu

thudc vao cac y €u to:

Su tin tudng (reliability): Khi cong ty h tra lam diéu gi d6 vao thoi gian nao do

thi ho s& lam. Khi ban gdp trd ngai, cong ty ch tng té mdi quan tan thuc sy mubn giai
quyét tré ngai d6. Cong ty thuc hién dich vu dung ngay tir 1an ddu. Cong ty cung ¢ ap

dich vu dtng nhu thdi gian ho di hia. Cong ty luu ¥ dé khong x ay ra mot sai x6t nao.
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Sy phan hdi (responsiness): Nhan vién cong ty cho b an biét khi ndo thyc hién

dich vu. Nhan vién cong ty nhanh chong thuc hién dich vu cho ban. Nhan vién cong ty
ludn s an sang gitp b an. Nhan vién cong ty khong bao gi & qué ban dén ndi khong dap

ung yéu cau cua ban.
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Su dam bdo (assurance): Cach cu xu ciia nhan vién gay ni €ém tin cho ban. Ban

cam thay an toan trong khi giao dich v6i cong ty. Nhan vién cong ty ludn ni ém né voi

ban. Nhan vién cong ty c¢6 du hiéu biét dé tra 161 cau hoi cua ban.

Sy cam thong (empathy): Cong ty ludn dic biét chii y dén ban. Cong ty c6

nhan vién bi€t quan tam dén ban. Cong ty | ay loi ich cta ban la diéu tam ni€m cua ho.
Nhan vién cong ty hi éu rd nh ing nhu cau cua ban. Cong ty lam vi éc vao nhiing gio

thuan tién.

Sy hiru hinh (tangibility): Cong ty c6 trang thi &t bi an toan, tién d ung, hi¢n dai.

Céc co so vat chat ciia cong ty day du, tién nghi. Nhan vién cong ty an mdc rat tuom

tat, lich su.
M®b hinh chét lwong dich vu Parasuraman va ¢ éng su (1985,1988)

Chét luong dich vu dugc dinh nghia 13 khoang cach gi & a sy mong doi vé dich
vu cua khach hang va nhan thic ctuia ho khi da sir dung qua d i h vu.

Thang do SERVQUAL dugc Parasuraman xay dung dé danh gia chat luong dich vu
tr do dua ra cac giai phap giup doanh nghi ép nang cao sy hai long khach hang. Thang do
SERVQUAL dat dugc sy tin ca y va gia tr i. Ngay nay, nd dang dugc 4p dung rong rai

trong nhitng chuong trinh nghién ¢t u thi trudng & nhiéu linh vyc khac nhau.

B6 phan thang do gdm 2 phan, mdi phan c6 22 phat bi éu. Phan thir nhit nham
xéac dinh ky vong cta khach hang dbi véi loai dich vu cta doanh nghiép néi chung.
Nghia 13 khong quan tdim dé n mét doanh nghiép cu thé nao, ngudi duoc phong van
cho biét muc do mong muén ¢ ta h o ddi v6i dich vu do. Phan tht hai nham xac dinh
cam nhan cua khach hang ddi voi viée thue hién dich vu ctia doanh nghi¢p khao sat.
Nghia 13 cin c&t vao dich vu cu thé cua dich vu dugc khao sat dé danh gia. Két qua
nghién ctru nham nhan ra cac khoang cach giita cam nhan khach hang v & chit luong
dich vu do doanh nghi¢p thuc hién va ky vong ctia khach hang ddi vai chat luong dich
vu d6. Cu thé, theo m6 hinh SERVQUAL, chét lugng dich vu dugc xac dinh nhu sau:

Chat luwong dich vu = Muc do cam nhan — Gia tr i ky vong
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Thang do SERVQUAL do chat luong dich vu dya trén cdm nhén bd chinh khach
hang st dung dich vy va bét ki dich vu nao. Chat lugng dich vu cdm nhan boi khach

hang c6 th & xay dung thanh mé hinh gom 10 thanh phan:

(1) Phuong tién hitu hinh: Bao gdm nhitng ddu hiéu vat chat cta dich vu. Thé
hién qua ngoai hinh, trang phuc cia nhéan vién ph uc vy, cac trang bi hd tro cho dich

vu, khong gian xung quanh v.v...
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(2) Tin cay: Bao gém su thuc hi¢n thich hop va c¢6 do tin cay. Thuc hién dich
vu dung ngay lan dau, doanh nghiép ton tr ong nhiing thong diép truyén thong c na
minh, d(‘ing thoi bao dam: tinh tién dang, ghi chép chinh xéc, thuc hién dich vu dung
ké

hoach.
(3) Pap ung: Bao dam doanh nghiép khi nao ciing c6 thé théa man nhu ciu ¢

tia khach hang bao gom:

Quy ché, thu tuc dich vu

Giao dich dich vy nhanh chéng

Khach hang téi trong moi tinh hubng

Dich vu nhanh théa man tirc thoi

(4) Nang luc phuc vu: C6 ngh 7a 13 k¥ ning va kié n thirc can thiét dé thuc hién

dich vu bao gém:

Kién thtrc va k¥ nang cua nhéan vién cung c ap

Kién thtrc va k¥ nang cua nhén vién tr ¢ gitip

Kha nang nghién ctru, quan 1y diéu hanh cua to chuc
(5) Tiép can: Bao gdm kha ning tiép can dé dang co6 ngh 1a la:

Dich vu dé tiép can (di€ n thoai truc tiép hodc thong tin dai ching)

Thoi gian cho dich v u khong qué lau
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Thoi gian hoat d6 g thuén tién

Vi tri thuan tién cho phuong tién dich vu
(6) An ¢ an: Tinh lich sy, ton tr ong, quan tdm, than thi¢n cta nhan vién cung cép DV

Quan tam téi cua cai va tai s an cua khach hang

Nhan vién cung ¢ ap thién cam lich sy hap dan

(7) Thong tin: Huéng dan cho khach hang bang 1oi néi ng an gon dé ho hiéu va
ling nghe ho. Chu y t 6i phong cach, thai d6 ddi v6i nhimg khach hang khac nhau (kiéu

cach v6i nguoi ¢ h oc, thang thang don gian voi nguoi binh thuong) véi ndi dung 1a:

Giai thich dich vu

Giai thich gia ca cua dich vu

Giai thich sy chuyén giao dich vu va chi phi
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bam bao voi khach hang van dé s€ dugc giai quyeét

(8) Tin nhiém: Su tin twdng, trung thuc lam cho khach hang hai long, vui v €

trong long h o, cu thé 1a:

Tén cong ty

Su ndi tiéng cua cong ty

Tinh cach cua nhan vién cung c ap dich vu

Do tin cdy trong hoat dong chuyén giao dich vu
(9) An toan: Khong b i nguy hiém, khong m ao hiém, khong ng ing o

An toan vé vat chat

An toan vé tai chinh

Bi mat
(10) Hiéu biét khach hang

Hoc tép, dao tao k¥ ning riéng bié t theo yéu cau cta khach hang

Chu ¥ t 6i nhu cau c4 nhan

Hi¢én nay, thang do SERVQUAL dugc ung dung rOng rai trong nhiéu linh vuc
nghién ctru voi cac bién thé khac nh u dé phu h op v6i muc dich danh gia chat luong dich
vu. Song, diém chung gitta cic bang hoi nghién ctru sir dung thang do SERVQUAL 1a cac

thanh ph an chat lugng dich vu dugc chia thanh 5 nhém chinh gém:

- Phuong tién hiru hi h Dich vu ky vong

(Tangibles) | (Expected Service) Chat luong
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- Tin cay (Reliability)
- Dap tng
(Responsiveness)

- Nang luc phuc vu
(Assurance)
- Cam thong (Empathy )

So d6 1.1: M6 hinh SERVQUAL hiéu chinh

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com

Dich vu cdm nhan

Y

(Perceived Service)

dich vu cam
nhan
(Perceived
Service

Quality)

Nguon: (Parasuraman va cdc ¢ ong si, 1988, trang5-6)
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1. Phuong tién hiru hinh (Tangibles): su thé hién bén ngoai ¢ tia co sé vt chit,

thiét bi, nhan vién va v at li€u, cong ¢ u thong tin.

2. Tin cay (Reliability): kha nang thyc hién dich vu phu h ¢p va chinh xac véi
nhiing gi da cam két, hira hen.

3. Dap ung (Responsiveness): mirc 0 mong mudn va sin sang phuc vu khach
hang mdt cach kip thoi.
4. Nang luc phuc vu (Assurance): kién thurc, chuyén moén va phong cach | ich

lam ctia nhan vién ph uc vy; kha ndng lam cho khéach hang tin tuéng.

5. Cam thong (Empathy): th & hién sy an can, quan tdm dén tir g c4 4n khach hang .
Trén thyc té, do luong SERVQUAL gdm ba phan doan. Hai phan doan dau, mdi phan
doan 13 22 bién quan sat do ludng chat lugng dich v u ma khach hang ky vong va thuc
té cam nhan dugc. Cac bién dung thang do Likert 7 dié m. Sai biét (cam nhan trir ky
vong) cta danh gia biéu thi chat lugng dich vu. M6 hinh do luong nay dugc goi 1a phi
khang dinh (disconfirmation model). P 4n doan thtr ba yéu cau khach hang danh gia
mirc 46 quan trong ctia 5 thanh phan. Sau nhiéu nghién ctru kiém dinh ciing nhu tng
dung, SERVQUAL duoc thira nhan nhu mét thang do c6 gia tri 1y thuy ét cling nhu
thuc tién. Tuy nhién thu tuc do luong SERVQUAL kh4 dai dong. Do v dy, da xuét

hién mot bién thé cia SERVQUAL la SERVPERF.

Gi6i thiéu vé thang do SERVPERF (Cronin & Taylor, 1992)

Nhiéu quan diém cho rang thang do SERVQUAL kha dai dong do khach hang
phai danh gié trén hai phuong dién ky vong va cdm nhén thuc té khi nhan duoc dich vu
ma doi khi sy danh gia khién khach hang d& nham 1an. Trong céc y kién phan bién, ndi
bat 14 C onin va Tailor (1992) da diéu chinh thang do SERVQUAL thanh thang do
SERVPERF. Thang do ndy gilt nguyén cic thanh ph an va bién quan sat cua
SERVQUAL, ma bo di phin danh gia vé ky vong cua khach hang , chi giir lai phan
cam nhan thuc té cta chat lugng dich vu ma ho nhéan duoc. Chat lugng dich vu chinh
la nhiing gi khach hang cdm nhan dugc.

Thang do nay dugc Cronin & Taylor (1992, dan theo Thongsamak, 2001) gi6i
thiéu, xac dinh chét luong dich vu b'?lng cach chi do luong chét lugng cam nhan (thay

vi do ca chét lugng cam nhan 13n ky vong nhu SERVQUAL). Hai tac gia cho rang
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chét luong dich vu dugc phan anh tdt nhat boi chét luong cam nhan ma khong ¢ an c6
chét luong ky vong ciing nhu danh gia trong sb ctiia 5 thanh phan. Do c6 xut xu tir
thang do SERVQUAL, cac thanh phan va bién quan sat cta thang do SERVPERF nay
gitt nhu SERVQUAL.

Hau hét cac cong trinh nghién ctru trude day déu két luan rang sir dung mo h inh
SERVPERF dé danh gia gia tr1 cdm nhan hay chét luong dich vu tdt hon so véi viée st
dung m6 hinh SERVQUAL.

Mo hinh SERVQUAL duoc xay dyng dua trén nhitng diém khac biét gitta su ky
vong cua nguoi tiéu dung v & dich vu va cam nhén cta ho sau khi sir dung dich vy, hay
noi cach khac, moé hinh SERVQUAL do luong chét luong cam nhan dich vu thong qua
do ludng gié tri ky vong va gia tr i cdm nhéan cua khéach hang . Thang do nay bao quat
hau hét khia canh cta dich vu, tuy nhién thang do cho thiy c6 s u phirc tap trong do
ludng, khong dat gia tri phan biét trong mot sé trudng hop ciing nhu thu tuc do luong

kha phuec tap.

Mo hinh SERVPERF duoc cac chuyén gia nghién ¢ tru Marketing danh gid rang
kha tot trong viéc do luong chét luong dich vy thong qua gid tr i cdm nhan dich vu.
Diéu nay ciing c6 nghia, cic tac gia thira nhan rang chit luong dich vu duoc phan anh

tot nhat bdi gia tri cdm nhén m a khong ¢ an c6 gia tri ky vong.

T6i nh 4n thay ran , thang do SERVPERF (Cronin va Taylor, 1992) kha phu h op
v6i dé tai nghién ciru ma t6i dang tién hanh va c {ing duoc kha nhiéu cac tac gia lva
chon 1am mé hinh nghién ¢ (ru vé chét luong dich vu trong nhitng nim gan day, do vay
cling d3 c6 nh {tng danh gia va kiém nghiém nhét dinh vé thang do nay. Ké thira cac
cong t inh nghién ctiru ma t61 da tham khao, t61 s€ lua chon thang do SERVPEREF vao
trong vi¢c nghién ctru nang cao chét lugng dich vu an uéng tai nha hang Zucca

Restaurant.

1.3.3 M6 hinh nghién citu dé xudt

Mo hinh do luvong
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Theo nghién ctru nay thi chit lvong dich vu theo mé hinh SERVPERF gbm 5
thanh phan nhu sau: mutc do tin cdy, kha ning dap ung, ning luc phuc vu, sy dong

cam, phuong tién hiru hinh
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I'n cay (Reliabilty)

DPinirnoe (Resnonsibilin)
Hap-ahH g3 PORSToty)

Chat | di an ud
NARg TC phUC Vi (ASSUTANCE) it luoryg dichiyy in uéng

\
Pon

o cam (Empathyv)
S b= Prebully-}

Phuong tién hiru hinh (Tangibles)

So dd 1.2: wf

MG hinh vmg dung vao danh gid chdt liong dich vu an ué g ha hang Zucca

Restaurant

e e

Kha nang dap \
o STy

o Chat luong Su hai
Qdém bao dich v an
uong tai long
Mé_wm/ nha hang
S O 3 N

hitu hinh °
So @6 1.3: Md hinh SERVPERF nghién ciru danh gia chit lrong dich vu in udng tai

nha hang Zucca Restaurant thong qua danh gia sw hai long ¢ Ga khach hang

Nghién ctru duoc thiét ké dua trén danh gia ctua khach hang v é chat luong dich

vu an ubng va sy théa min cta khach hang. Bang cau hoi bao gém 5 thanh phan sau:
(1) Nhom phuong tién hiru hinh

(2) Nhom su tin cay

(3) Nhom kha nang dap ung

(4) Nhom su déng cam
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(5) Nhom sy dam bao
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CHUONG 2: THUC TRANG CHAT LUQNG DICH VU
AN UONG TAI NHA HANG ZUCCA RESTAURANT

2.1 Tong quan vé nha hang Zucca Restaurant

2.1.1 Gi6i thiéu khdi qudt v é nha hang Zucca Restaurant

L]
f
|

£-~ dnq]i “‘;ZEF

I WP

Nha hang Zucca Restaurant thu éc quyén so hitu cta doanh nghiép tu nhan nha
hang Bi D06 (Zucca) dugc thanh 1ap vao nam 2009.

Nganh nghé kinh doanh: Dich vu n uéng

Pia diém: s6 03, Poi Cung, Thanh Phé Hué

Ma s6 thué 8107766842

bién thoai: 01222427375

Gmail: danghuy@gmail.com

Giam dbc nha hang hi én nay 1 6ng: Ping Huy
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Nha hang duogc trang tri rap khudén nhu nhiing nha hang ¢ Italia. Nha hang co6
cach bd tri noi that trong gi dng nhu nhiing toa xe Itra véi nhitng day ghé ngdi va

nhimg chiéc guong 16n, nhitng bd ban ghé c6 mau s 4c twoi tan tao cho khach hang
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cam thay thoai mai, rong 16n va cé th € soi guong bat ctr lic nao . Gam mau chu dao

duoc sir dung trong nha hang d6 1a: do, tring, vang duoc két hop hai hoa.

Lan dau tién budc vao nha hang an tugng nhat ddi vai thue khach 1a duge nhan vién
phuc vu chio don nhiét tinh qua cac cau chio hoi bang tiéng anh. Thir hai 1a cach trang tri
ndi that rat dic biét, tao cam giac am cung. Nha hang dugc chia lam hai khu vuc: mot bén

1a ng b1 bén trong nha hang ¢ qu ay bar (nhiing chai regu vang dang si p

xép day trén k&) va mot bén 1a ng Oi phia ngoai nha hang c¢6 th é ngdm nhin dong

nguoi qua lai noi day.

Véi st chira gan 65 chd ngdi bao gdm ca khu vuc trong va ngoai nha hang,
khong gian thodi madi, sang trong, tién nghi. Nha hang Zucca Restaurant 1a noi ly

tudng cho cac bita dn gia dinh than mat, gip g& di tac kinh doanh, ban bé v.v...

Nhitng mén dn ¢ nha hang Zucca Restaurant chii yéu 1a moén dn dugc ché bién
theo kiéu Italia, Viét Nam. Thuc khach c6 th é thudng thirc cac loai pasta, pizza cua
Italia va cac moén an dac san cua dia phuong t ai nha hang. Pac biét, thuc khéach cé th é

tu phuc vu mén an cia minh, c6 thé yéu ca u cac mon an theo y muodn.

Dén day ban s€ dugc chao don boi nu cuoi than thién, cua cac nhan vién trong

nha hang va dugc tan hudng mot phong cach phuc vu chuyén nghiép.

Qua hon 9 nim thanh 14 p va hoat dong véi tudi doi con non tr & nha hang Zucca
Restaurant phai ddi mat v6i nhiéu kho khin. Song, vurot qua nhitng kho khin d6 nha
hang van ton tai va da g c6 gang nd luc hét minh khac phuc nhiing khé khan dé dé

nang cao hi¢u qua kinh doanh.

2.1.2 Co cdu té chirc chikc nang va nhiém vu ciia tieng bg phin doanh nghiép
cua nha hang

Pé dat dugc hiéu qua cao trong kinh doanh, mdi doanh nghiép déu can co6 b 6
may to chirc quan 1y riéng. P6i v6i nha hang Zucca Restaurant, nha hang chi kinh

doanh trong Iinh vuc dich vu an uéng nén cd b § may t6 chirc kha don gian:

Hién nay, nha hang Zucca Restaurant c6 01 Gidm ddc chiu trach nhiém diéu hanh

téng quat, 01 thu ngan, 01 b ép trudong, 01 quan Iy, 03 nhan vién phuc vu ban, 05 nhan
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vién chay ban, 02 nhan vién pha ch é, 04 phu bép, 01 nhan vién tap vu, 01 nhin vién

gitr xe.
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Giam dbc nha hang

(Restaurant Director)

Tu van ké toan
Thu ngan > Quan ly < » Bép truong
NhgmVien Nhan VleIl chay Nhan vién Phur ‘uép
A y v A
phuc vu ban ban pha Ché T
Nhan vién gi & xe Nhan vién
tap vu
So @6 2.1: B§ may t 6 chirc ciia nha hang Zu a Restaurant
Chu thich: Quan h¢ chi dao (Ngudn: Tai liéu cia nha hang Zucca Restaurant
— )
+—>

Chtrc nang va nhiém vu cua cac phong ban:

Ban gidm doc: La nguoi c6 quy én cao nhat trong co cau quan li, chiu trach
nhi¢m vé moi mat hoat dong ctia doanh nghiép doi véi nha nudce, co quan cap trén va t
ap thé can b cong nhan vién. Giam doc di€u hanh chung, chi dao t6 chuc diéu hanh,

moi hoat dong ctia doanh ghiép nham thuc hién cac muc tiéu kinh doanh.

Tu van ké toan: Thyc hién day du, kip thoi cac loai béo cao th dng ké dbi voi co
quan tai chinh. Xay dung cac vin ban lién quan vé cong tac tai chinh, k é toan, tai s an
va tu van vé cac van dé tai chinh cho giam ddc ctia nha hang.

Quan ly: Nh an dd an va chuyén cho nhan vién ph yc vu theo nhiém vu dugc phan
cong, h 0 trg nhan vién ph uc vu thuc hién cac cong vi ¢c khi can thiét. Thuc hién ding
cac thao tac v an chuyén dd an theo hudng dan coéng viée chay ban va dung quy dinh cia

nha hang v & vé sinh va hinh thirc ca nhén, thai d6 giao tiép va phuong phap phuc vu.

Thu ngan: Thu tién, in hoéa don, kiém tra tién thira, chuan bi tién chi tiéu hﬁng
ngay trong nha hang. L 4p phiéu thu chi khi c6 phat sinh, theo ddi va bao cdo cong vi

éc hang ngay, tinh tién cho khach khi c6 yéu c au.
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Bép truong (kiém bép chinh): Quan 1y nhan vién b ép, kiém tra nguyén liéu dau
vao trudc khi ché bién mon an va ché bién moén in theo yéu cau cua khach hang.
Phu bép: HJ trg bép truong ché bién moén an khi c6 yéu cau cua khach hang. So
ché va bao quan céac nguyén li éu, thuc phém khi nha hang chu an bi. Pam bao vé sinh

khu vuc bép ludn ludn s ach s& thoang mat.

Nhén vién ch ay ban: Bung bé moén, thirc dn tir bép ra ban cho nhan vién ph uc v
u ban, chuan bi sén sang va d on dep khu vuc lam viéc.
Nhéan vién ph uc vu ban: Thyc hi¢n cong vi éc 1én danh sach cac moén an khach
yéu cau cua khach, gidi thi€u cac mon an cho khach, nhén va dat mon, th e an cho
khach, kiém tra va mang hoa don tir thu ngan dén ban phuc vu, tra tié thdi cho khach

va cung nhan vién ch ay ban don dep khu vuc lam viéc.

Nhan vién gitt xe: Thuc hién cong vi éc moi khach va giup khach @6 xe theo
ding quy dinh.

Nhén vién pha ch é: Thuc hién pha ché cac do udng va lay thic udng theo yéu
cau ciia khach hang.

Nhén vién t ap vu: Rira chén, bat, lau chui nha b ép theo quy dinh vé sinh nha
bép. Vé sinh va dam bao cac tiéu chu 4n vé sinh theo quy dinh vé sinh. Quan 1y va s ir

dung cac cong ¢ u lam v¢ sinh theo quy dinh cua nha hang.

2.1.3 Co 56 vit chit cii a nha hang

Nha hang Zucca Restaurant ch i c6 m 0t téng, véi 161 kién trac hi én dai, theo
kiéu chau Au . Nha hang chuyén ph uc vu khach doan, tiéc, gia dinh v.v...
Nha hang bao g dm c6 cic phong: phong an, nha bép, phong thay d6 nhan vién,
kho tang, khu vuc vé sinh, khu vyc tién sanh. Trong phong an dugc trang bi ddy di hé

thdng ban ghé duoc boc khin, hé théng dén chum sang trong v6i dén vang tao khong

gian am cung. H € thong am thanh hi¢n dai, ngoai ra con c6 2 M enu bang tiéng viét va
tieng anh dé khach Viét va khach nudc ngoai c6 th € tham khdo dé xem moén an nha

hang c6 phu h op véi nhu cau cia ho khong.
Nha bép co dy di cac trang thiét bi can thiét dé ché bién cac moén an. Sau bd

phan bép 1a kho hang.
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Co s6 vat chit k¥ thuat 13 yéu t6 hiru hinh thé hién diang cip cua nha hang. Nha
hang Zucca Restaurant 1a m 6t nha hang cao ¢ ap do d6 viéc chil tr ong dau tu co sé vat

chat 13 rat quan trong.
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2.1.4 Hé thong sin pham dich vu ciia nha hang

Nha hang Zucca 12 m ¢t nha hang c6 uy tin cao trong nudc va trong khu vuc.
Hién nay nha hang dang dtng vi tri thr 8 trong 334 nha hang c6 t ai Hué duoc cac

khach hang chau Au, chau A danh gia nhiéu nhat v.v. ..

Pé c6 duge thanh cong nhu thé, nha hang c6 doi ngii nhan vién phan 16n 1a co tay
nghé, chuyén mén nghi ép vu cao, nhiét tinh, chu d4o va c6 kinh nghiém lam vi é ¢ lau
nam, nhat 12 nhan vién b 6 phan bép. Cac chuyén gia n 4u an cling v6i bo phan bép da
ché bién khoang 150 mén an véi du thé loai tir mon dn Au, A dén cac moén an dic san
ctia Viét Nam. Nhin chung, san phdm an udng ctia nha ha g Zucca Restaurant tuong
dbi da dang, dap tng moi nhu cau ctia khach v6i cac mon an va dd udng duge thé hién
qua hé théng thuc don cia nha hang.

Bang 2.1: Thong ké caAc mén éin tai nha hang
Moén an Chiu Au |

| Moén in Viét Nam |

ai mon an SL Pon gia (1.000
0ai mon an SL DPon gia d/moén)
(1.000 d/mon) ‘
Mi - 12 50-130
Mon | com 5
khai v i
8 60- 120
Mon an
Sou
’ ‘ " 0 90-160
Mon in ’—‘ '
‘ chinh 9
75-145
| Thit ga 7
90- 150
| Thit heo 2
| ] 110-180
Ca 7
| Thit bo 80-160
4 0-80
| Hai san 20-
5
45-75
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Moén khaiv 15 70-130
i || |
| 6 65-120
Soup ‘
Mo6n an 52
| chinh | 20-180 |
| 14 %0.
Pasta | 200
| 16
Pizza | 65-90
| 10 |
Salat | | 70-130
| 10 |
Sanwiches ’—' 30
| 2
Pho- mat | 15-50
| K

Mon trang
‘ mi éng

o Tong cong 80
(Nguon: nha hang Zucca Res

| Tong cong

2.2 Thye trang cong tac dam bao chat lwong dich vu ciia nha hang Zucca

Restaurant

2.2.1 Khdi qudt v é hoat dong kinh doanh ciia nha hang Zucca Restaurant
2.2.1.1 Dgi ngii nhan vién nha hang
Nguon nhan lyc 12 yéu td dong vai tro r 4t quan trong va c6 y ngh ia quyét dinh

dén viéc duy tri va bao dam chét lugng dich vu cua bat ky mot to chirc san xuat kinh
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doanh dich vuy. Khi khéach hang da tiép can duoc dich vu thi nhan vién ban dich vu la nhan

t6 dong vai tro quan tr ong trong viéc giup khach hang ch on lya va sir dung dich vu.

Bang 2.2: Tinh hinh laoddng qua cac nam 2015- 2017

- 2015 2016 2017
Nam
S % SL % SL %
Chi tiéu L
13 100 [ 18 100 19 100
Tong so lao dong
1. Phan theo gi oi tinh ‘ ‘ ‘
h c a d 6
Na C
m 0 d d 0
a 7
N n a a n
~ o)
v g 0 0 g
d P t t 8
2.P M
p ¢ h a a a
. a A
a n n 0 0 I
n g p
t A n n n 1
h - e
e A g g g
0 T h h ¥
¢ c
r r h 1 1 4
‘ u ! 6 &
n yA v v 9
h n € p p
n
g g 144 v v
(j C 6 ]'] ].l
a i n
0 a C 4
! p ) h
a
0 P 3 u T
Da h d a 7l
i 0 u q n
ho
C t o u h
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46,15 10 55,56 8 42,11

53,85 8 44,44 11 57,89

7 11
61,53 38,8 58,89

7 5

30,77 38,8 26,31
4 3

7,70 22,22 15,79

6 7
30,77 33,33 36,84
12 12
69,23 66,67 63,16
Al 3 23,08 3 16,67 2 10,53
4 30,77 5 27,78 5 26,32
A2 6 46,15 10 55,55 12 63,15
B1 tro 1én .
(Nguon: nha hang Zucca

Restaurant)

Xét theo gioi tinh:

Qua bang 2.2 cho thiy sé luong lao dong nam nit trong nha hang khéng c6 s
chénh léch 16n qua ba nam tuy sb lwong lao dong c6 thay doi. Vi kinh doanh trén linh
vuc dn udng nén can lao dong phai khéo 1éo, co chuyén mon, cé s e khoe va kinh
nghiém trong ting linh co ban. Trong nha hang lao dong nit chu yéu thyuc hién cac
cong vi éc nhu quan 1y, thu ngan, ph u bép va nhan vién ph uc vu ban day 14 nhiing
cong viée doi s w khéo 1éo va kinh nghiém. Lao dong nam chi yéu thyc hién nhimg
cong viéc co ph an vat va can c6 th ¢é lyc tot hon nhu chay ban, bung bé mén. Nén lao

dong trong nha hang c6 gi i tinh chénh léch khong dang ké.
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Xét theo trinh do van hoa:

Qua céac ndm cho thay luc luong lao dong c6 trinh d6 dai hoc chiém ti trong chu
yéu trong nha hang (chi ém 58.,9% trong co cu lao dong nam 2017) va sb luong lao
dong ting qua cac nam, diéu nay hoan toan phu h op véi tinh chat cong vi éc don gian
tai nha hang. Ho c6 ki én thirc nhat dinh vé kinh doanh nha hang, quy t dc vé ngoa i
giao, 1& nghi, phong tuc tdp quan cua mot s6 nudc, tim 1y ¢ ta khach. b6 dugc xem
nhu 1a mot thuan 1¢1 16n cua nha vi doi ngii lao dong c6 vai tro quan tr ong rong hoat
dong kinh doanh cuia nha hang. Ngu on lao dong c6 trinh d6 va quan 1y 6 13 mét loi thé
canh tranh cua doanh nghiép trén thi trudng dong thoi tao didu kié ¢ o ngudi lao dong

dugc cong hién va thod man nhu cau trong qua trinh lam viéc.

Day ciling chinh 1a lyc lugng lao dong ¢ dinh tai nha hang, nh ing lao dong nay
chu yéu lam nhitng cong vi éc phuc vu khach hang nhu: order, d6n khach, giai quyét
cac van dé ma khach yéu c au... Bén canh d6 s6 lao dong c6 trinh ¢ pho thong khong
ting. Diéu nay chimg to nha hang luén chu tr ong dén viée sir dung cac ngudn lao dong

co trinh d§ chuyén mon.

Xét theo trinh do ngogqi ngir:

Hau hét cadc nhan vién trong nha hang déu c6 trinh d§ ngoai ngir to1 thi€u tur trinh
dd Al tr¢ 1én, chu yéu la cac ngo ai nglt nhu: Anh, Han Quoc v.v...Vi khach dén voi
nha hang chu yéu la khach qu 6c té do d6 yéu cau ngoai nglr d6i v6i nhan vién nha

hang 13 r 4t quan tro g dé dap tng t6t nhat nhu ciu cua khach hang.

Xét theo trinh do chuyén mon:

Ty trong lao dong da duoc qua dao tao nghi¢p vu cua nha hang qua cac nam la
khong cao tinh dén nam 2017 chi chiém 36.84%. Piéu nay c6 ngh ia sb lao dong con
lai chua dugc dao tao nghiép vu la rat 1on vi nha hang chu yéu st dung lao dong ban
thoi gian cho cac vi tri ¢6 nhu cu cao vé nguén nhan luc. Nén viéc cu di dao tao

nghiép vu cho nguén nhan luc 1a rat it.

Qua day, cho théy duoc nguén nhan lyc tai nha hang v an con nhi &u han ché nhu

doi ngli nhan vién khong ¢ 6 dinh c6 s u bién dong do viéc st dung nguoén nhan luc
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ban thoi gian. Cac nhan vién it dugc qua dao tao chuyén mon nén vi éc xur 1y céc tinh

hudng con nhi éu bat cap.
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2.2.1.2 Quy trinh phuc vu khach c vua nhan vién t ai nha hang
Duéi day la so do vé tién trinh phuc vu an uéng cua nha hang n6 bao g 6m rat
nhi¢u khau, cac khau c6 m 61 quan h¢ vdi nhau rat mat thi€t n6 anh hudng rat 16n dén

qua trinh phuc vy an uéng cua khéach

Pitan | | Chuanbi | Chaodén L _—»| Gidithiéu

khach, sap thyc don, la y
xép chd ngoi Y-o-Cat
Tién Thanh toan Phuc vu Cung fng do
, - N1 A , <1 M < , A
khach vaxinykién | khéach tai ban an, thirc uéng

l

Thu-don
TIIO— OOt

So @6 2.2: Tién trinh phuc v u iin udng ciia nha hang
- Pit an: Pay 1a bude dau tién ctia qua trinh cung tmg dich vu in udng. Qua
trinh nhan dit in cta khach thong qua b 6 phan 1& tan cia nha hang, r di chuyén sang bo
phan cung tng d¢é tiép nhan nhing yéu cau ciia khach va ¢ hé bién moén an theo yéu cau.
- Chuén bi: Nha hang can ctr vao tinh chit bita dn, thuc don, tiéu chuén, sb
luong khach gid an dé tién hanh chu 4n bj vé phong dn nhu lam vé sinh phong; chu an

bi h¢

théng 4m thanh thiét bi 4 h sang, trang tri my thuét va lau chui va ké x ép ban ghé ngay
ngén theo so dd hop 1y; chu an bi dung cu an uéng, phuc vu, tién hanh trai khan ban va
dit dung cu an udng; phan cong ngudi phy trach cac diy ban ho ic tirng mon an; kiém

tra toan bo tién nghi trong thuc don chinh x4c va sin sang v.v...

- Chao d6n khach va xép chd: khi khach dén nhan vién dén tiép hodc nhan
vién phuc vu chi dong chao don khach thé hién su nhiét tinh, hiéu khach. Tim hiéu
xem khéch thich an gi, bao nhiéu ngudi, c¢6 dit trude hay khong dé moi khach va vao

ban

an. Tuy theo thanh phan va s6 luong khach ma x ép chd cho thich hop, dé khach thuc
su cam thay thoai mai khi n udng.
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- Giéi thiéu thuc don va léy yéu cau: Thuc don la nhirng danh muc moén an, dd

ubéng ma nha hang ph uc vu trong ngy, tuan theo yéu cau cta khach. Trong nha hang

40

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

c6 th uc don rét phong pht nhu thuc don chon mon, th yc don ¢d dinh, thuc don tiéc,
thuc don goi mon... g dm rat nhiéu nhitng mén an dic sic. Can ct vao thuc don nay
khach c6 th é lya chon cho minh nhimg mén an, d6 uéng minh thich va duoc tinh gia
riéng. Trong thoi gian khach lya chon mén an, nhan vién phuc vu gi6i thiéu vé cac

mon an maéi, dac san cua nha hang ho ac cé th € giap khéach 1 va chon mon an.

Khi nhéan yéu cau cac mon an, do6 uong tr khach nhéan vién ph uc vu can ghilai
vao phi€u yéu cau goi moén an va sau d6 mang thuc don chuyén cho b 6 phan bép, bar

dé nhanh chéng dap tmg yéu cau cua khach.

- Cung tGng dd an, thirc ubng: cong vi éc nay do bd pha bép, bar chiu trach
nhiém dam bao cung cép cho khach thirc dn d6 udng khéng ch i dang theo sb luong

ma con dam bao chat lugng cua mon an.

- Phuc vu khach an uéng: Can ctr vao thyc don ma nhan vién phuc vu theo
dung yéu ciu cua khach. Trong quéa trinh phuc vu thi nhan vién can c6 thai do than
thién, tan tinh, chu ddo va dam béo téc do phuc vu ¢ ting nhu k¥ nang thuan thuc. Phuc
vu dang thtr ty va vi tri trinh ty phuc vu tr mon khai v 1, moén chinh dén mon trang mi
éng, cac moén kho dén mon uét, moén ngu 6i dén moén néng. Nhan vién ph uc vu ban
thudng xuyén quan tam, theo ddi dé dap tmg yéu cau cua khach, giup khach 13y thirc
an, hudng dan sir dung mon an. ..

- Thanh toan xin ¥ ki én khach: khi khach yéu ¢ 4u thanh toan thi nhin vién
phuc vu dén quay 12 tan dé 1y hod don da duogc tinh sin va dua t6i cho khach. Trong
khi thanh todn nhan vién c6 th é xin y ki én khach vé chat luong mon in, k¥ ning, thai

do

phuc vu, t6 chirc phuc vu ctia nha hang.

- ién khéch: khi khach ra v & nhan vién ph uc vu c6 th é kéo ghé, giup khach 1
éy mil 40, gitp khach mo cua. Sau do chao va chuc khach, hen gap lai té thai d§ vui
mung khi dugc phuc vu khach tai nha hang. V &1 khach quan trong thi lanh dao nha

hang cung ra chao va ti én khach.
- Thu don: Sau khi khéach ra vé& nhan vién ti én hanh thu don theo trinh tu va sép
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dat ban an chuan bi don khach moi.
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2.2.1.3 86 lwong khdch dén va k ét qua kinh doanh ciia nha hang qua 3 nam
(2015-2017)

a. Tinh hinh khdch dén nha hang qua 3 nam (2015- 2017)

Ngudn khach 13 y éu t6 quyét dinh su séng con ¢ ia mot doanh nghiép nha hang.
Nghién ctru ngudn khach 13 co s& dé nha hang bi ét dugc xu hudng am thuc cua khach
trong nudc va quoc té, tir 46 dua ra cac bién phap nham nang cao chat lugng, théa man

to1 da nhu cau cua khach hang m uc ti€u.

Qua s liéu bang 2.3, ta thay tong lugt khach dén nha hang ting qua 3 nim. Nam
2015, tong sd luot khach 1a 43.534 lugt khach, nam 2016 1 48.582 luot khach, tang
11.47% so voi nam 2015 tuong Gng véi 5,048 luot khach . Nam 2017, tong s lugt
khach 1a 46.521 luot khach. Sb luot khach dén nha hang it hon, giam 2.061 khach so

v6oi ndm 2016.

- Poi véi khach qu dc¢ té: khach hang ¢ na nha hang ch u yéu 13 khach doan,
khach di du lich, ngudi nudc ngoai nén khach qu oc t é ¢ iém ty trong rat 1on trong co
cu dén nha hang. T ong luot khach quéc té dén nha hang trong 3 nam (2015-2017) ¢6
xu huéng ting. Nam 2016 1a tong luot khach quéc té 1a 35.306 lugt khach. Nam 2017,
tong luot khach qudc té 1a 37.886 luot khach, tic 1a ting 2.580 luot khach. Pay 1a két
qua cta viéc ban quan 1y ¢ ta nha hang dwa ra nhiéu bién phap, chinh sach dé thu huat
khach hang qu 6c té nhu: cac chuong trinh khuéch truong, quang cdo, khuyén mai, cac
dich vu di kém, téng luot khach quéc té tang mot phén 12 do d6 1a cic nim dién ra su
kién festival, mot su kién ludn thu hit duoc nhiéu su quan tam cua khach nudc ngoai
V.v... su ting vot cua tong luot khach qudc té ching t6 chu truong thu hat khach qudc

té ctia nha hang da mang lai thanh céng 1 on.

- D6i véi khach n di dia: khach noi dia khong ph ai 1a khach ch u yéu cua
nha hang. Téng luot khach noi dia kha bién dong trong 3 nam 2015-2017. Nam 2015,
téng lwot khach no1 dia 1a 6.911 lwot khach. Nam 2016, 1a 13.276 luot khach, tuc 1a

tang 5.048 so v&i nam 2015. Tuy nhién, dén ndm 2017 téng luot khach noi1 dia chi con

8.635 luot khach, tirc giam 4.641 luot khach.
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Bang 2.3: Tinh hinh khach dén nha hang tir nim 2015- 2017

Chi tiéu 2015 2016 2017
Luwot % Luwot % Luwot %
khach khach khach
Téng luot khach 43.534 100 48.582 100 46.521 100
. Qudc té 36.623 84.13 | 35.306 72.67 | 37.886 81.44
0 Noi dia 6.911 | 15.87| 13.276 | 27.33| 8.635 ‘ 18.56|

(Nguon: nha hang Zucca Restaurant)

b. Két qua kinh doanh ciia nha hang Zucca Restaurant t te ndm 2015 — 2017

Nha hang Zucca Restaurant tuy thanh I 4p chua lau (nam 2009) n ung v6i nhitng

chién lugc kinh doanh phu h op, hiéu qua, biét tao dung nén hi h 4 h riéng va v i thé

cua minh trén thi truong an uéng nén nguodn khach dén v 61 nha hang ngay m 4t tang

cao. Di¢u nay dan dén két qua ndm kinh doanh trong 4c ndm qua cia nha hang la

tuong ddi tét, duge thé hién qua bang sd liéu vé két qua kinh doanh ctia nha hang trong

3 nam 2015-2017:

Bang 2.4: Két qua kinh doanh ciia n 2 hang Zucca Restaurant
tr nam 2015 - 2017

PVT: Triéu dong

| Chi tiéu lJﬁm Nam lJlﬁm (2014/201 (2017/201|
STT 5) 6)
| 2015 2016 | 2017 | | | |
+/- +/-
% %
1 Téng doanh thu 23.500 | 24.700 | 25.900 1.200 5,11 1.200 4,86
2 Téng chi phi 15.350 | 16.200 | 14.500 0.850 [ 5,54 | -1.700 | -10,49
3 | Loi nhuan 8.150 | 8.500 | 11.400 0.350 [ 4,30 2.900 | 34,12
4 Thuéphéi nop nha | 2.038 | 2.125 | 2.850 0.087 | 4,27 0.725 | 34,12
nudc
5 Lqi’nhuén sau 6.112 | 6.375 | 8.550 0.263 4,30 2.175 | 34,12
thué
(Ng  on:nha hang  Restaurant)
u Zucca
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Vé doanh thu: Qua 3 nam, doanh thu ctia nha hang dat mac kha cao. Nam

2016 tong doanh thu ting 1én 24,7 ty ddng, tirc 13 ting 1,2 ty ddng so voi ndm 2015,
trong duong véi 5,11%. Nam 2017, tong doanh thu ting 1én 25,9 ty dong, tirc 1a ting
1.2 ty so v&i nam 2016 tuong ung tang 4,86%. Day la mt thanh qua dang khich 1€ cua
doanh nghiép. Trong bdi canh canh tranh cao nhung nha hang van nang cao duoc hiéu

qua hoat dong, do d6 lam tong doanh thu ctia nha hang ting 1én.
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Vé chi phi: V&i mot nha hang v i kiéu cau tra ¢ hién dai, ddc ddo thi chi phi

b6 ra dé dau tu nang cap hé thdng co so vat chit k¥ thuat hang nam ciing khong nho. Nam

2016, tong chi phi ctia nha hang Zucca Restaurant 1a 16.2 ty dong, ting 0,85 ty dong so
v6i nam 2015, twong duong ting 5,54%. Nam 2017, tong chi phi giam 1.7 ty, tlc giam
10,49% so v&i nam 2016. Chi phi giam 1a nhd nha hang d3 day manh chu truong tiét

kiém dién, nudc, dién thoai v.v..
Vé lgi nhuiin: Nha hang luén dat duoc mic loi nhuin bén v img qua 3

nim. Nam 2016, loi nhuén ting 1én 8.5 ty ddng, tirc 1a ting 0.35 ty so véi nam 2015,
twong dwong véi ting 4,3%. Nam 2017 dat mirc loi nhuan 1a 11.4 ty db g, ting 2.9 ty
dong, tic ting 34,12% so v6i ndm 2016. Trong ca 3 nam (2015 -2017), nha hang ludn

dat mirc doanh thu 16n hon chi phi dé dam bao hoat dong kinh doanh luén c6 1ai.

Pé dat dugc nhitng két qua nhu trén, trong nam 2015, 2016 nha hang da khong
ngimg d6i méi nang cip co s vat chat va nang cao ch 4t luong dich vu...
2.3 Panh gia ciia khach hang v & chét lwong dich vu dn udng tai nha hang

Zucca Restaurant

2.3.1 M6 t G méu

- Hinh thirc diéu tra: ph 6ng van qua bang hoi

- Sd luong mau thu duoc 1a 154 ban hoi. Trong qua trinh chon loc, loai bd 3

phiéu khong h op 18. Sau d6 loa i bé ngiu nhién 1 ban, dua 150 ban vao phan tich.

a. Quoc tich

Bang 2.5: Qudc tich
SO lwgng | Ty 1€ (%) ‘

sle s e ons O
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Viét Nam 24 16,0
Chau A (Nh at, Han Qudc, khac...) 45 30,0
Chau Au (Anh, Phéap, khac...) 68 45,3
Chau My (My¥, Canada, khéc...) 9 6,0
Khac 4 2,7
Téng | 150 100

(Nguon: Thong tin khdach hang - phiéu diéu tra) Viéc phan loai khach nudc ngoai va
khach Vi ét Nam nham muc dich nim bét nhu cau su khac biét caa d6i tuong khach

hang dé c6 dugc chinh sach dap img phu
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hop. Do trong nha hang lugng khach hang n udc ngoai chiém ty 18 nhiéu hon nén trong
150 phiéu diéu tra, c6 68 khach Chau Au chi ém ty 1& 45,3%, va 45 khach Chau A
chiém 30,0%, 24 khach Viét Nam chiém ty 1& 16,0% va mot s6 nude khac chiém ti 18

rat nho.

b. Giéi tinh Gidi tinh

Bang 2.6: Giéi tinh

Gigi | So6 | Tylé
tinh | lwong | (%)
Nam 88 58,7

Nu 62 41,3

Téng 150 100
Biéu dd 2.1: Thong ké giéi tinh ciia kha h hang
(Nguon: Théng tin khdch hang - phiéu diéu tra) Dua vao biéu do trén ta c6 th é
nhan thay dugc rang ty 1¢ gitta khach hang nam
chiém ty 1& 16n hon khach hang nit so v6i td ng thé. Trong 150 khach hang duoc khao
sat co 88 khach hang 1a nam gi &i chiém ty 18 58,7% va 62 khach hang 1a n i gi6i
chiém 41,3%. Pay 13 dic diém chimg minh mau diéu tra c6 th é phan anh rd d6 khach

quan cho két qua nghién ctru.

Tuy nit 1d ngudi ndm chi tiéu trong gia dinh nhung nam gi6i da s6 1a ngudi tao
nén mot ngudn tai chinh 6n dinh cho gia dinh nén ty 1¢ khach hang nam dén vé&i nha

hang rat nhicu.

. 45-60 69 46,0
C. D(} tllﬁi >60 9 53
Bang 2.7: Do tudi
Do tudi | S6 Ti 16 (%)
luong
<18 0 0
18-30 17 11,3
30-45 56 37,3
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Do tuoi 53% 11,3%
37,3%

® Tu 18-30 B TUu 30-45 tudi 46,0%

@ Tl 45-60 0 tudi
d6 2.2: Thong ké dd tudi ciia khach hang
(Nguon: Théng tin khdch hang - phiéu diéu tra)
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Théng ké vé dd tudi cho théy, dd tudi ¢6 nhu ¢ Au cao téi nha hang 1a do¢ tudi tir 45
dén 60 tudi chiém ty 1& cao nhét 1a 46,0% vai s6 luong 1a 69 khach va do tudi tir 30 dén 45
tudi chiém 37,3% véi 56 khach, thap nhét 12 d6 tudi dudi 18 1a khong c6 khach nao .

Diéu nay cho thay dbi twong chinh ctia nha hang 13 nhitng d6i twong c6 do tudi tir

30 dén 60 tudi, day l1a nhém nhiing ngudi c6 cong vi éc va thu nhap kha 6n di nh,

thuong di cong tac, du lich hoac lam an.

d. Nghé nghiép
Bang 2.8: Thong ké nghé nghiép ciia khach hang
Nghé nghiép S6 lwong Tile (%)
Hoc sinh, sinh vién 9 6,0
Nhan vién van phong 31 20,7
Cong nhan 32 21,3
Can bo, cong nhan vién nha nudc 44 29.3
Huu tri 14 9,3
Nghé tu do 20 13,3
| Tong 150 | 100 |

(Nguon: Théng tin khdch hang - phiéu diéu tra)

Ttr bang théng ké nghé nghiép cua khach hang trén, ta th 4y: nhom can b 6, cong
nhan vién nha nudc chiém ty 1é cao nhat (chi ém 29,3% tuong ing voi 44 khach hang).
Diéu nay xuét phat tr dic diém cu ddi twong nay, can b 6 cong nhan vién nha nude
thuong 1a nhitng nhom khach hang c¢6 thu nh ap tuong d6i kha, on dinh va ho thuong
c¢6 nhu dau di 4n nha hang dé ban vé cong vi éc, gip gd ban bé v.v...

Nhom h oc sinh, si h vién voi kha ning tai chinh han hep nén s6 lwong khach hang

thudc nhom nay dén nha hang 13 r 4t it (chiém 6%) trong tong thé mau nghién ciru.
e. Ngudn thong tin ti ép can

Ngudn thong tin tiép cin
" internet (tur trang Tripadvisor)

" facebook, instagram
ngudi than, ban bg

30.7%
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Biéu d6 2.3: Thong ké ngudn thong tin khach hang ti ép can véi nha hang

(Nguon: Théng tin khdch hang - phiéu diéu tra)
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Theo két qua diéu tra, khach hang bi ét dén tiéu dung d ich vu ctia nha hang théng
qua 2 kénh thong tin ph 6 bién nhat 1a Internet (tir trang Webside Tripadvisor) va
facebook, Instagram, chiém hon 80%. Ngay nay, Internet di trd thanh cong ¢ u tim
kiém phé bién va hiéu qua nhat, hau hét moi nguoi déu sur dung Internet, chinh vi vay

viéc khach hang bi ét dén nha hang thong qua Internet chi ém ty 1 16n nhat 1a 52,7%.
f. Thoi gian sir dung dich vu
Thoi gian sir dung dich vu

70%

60%
50%

40%

30%
20%
10%
0%

Buodi toi (17h-22h) Budi trua (11h-17h)
Biéu d6 2.4: Th(”ing ké thoi gian khach hang sir dung dich vu
(Nguén: Théng tin khdach hang - phiéu diéu tra) Qua diéu tra cho tha y thoi gian khach
hang s r dung dich vu nha hang vao bu bi t6i chiém ty 1€ kha cao chi & m 68% vai 102

khach va bu 6i trua chiém 32% véi 48

khéch. Diéu nay c6 th € do chon mau.

g. SO lan sir dung dich vu —
S0 lan st dung dich vu

Bang 2.9: S6 lan sir dung dich

vu
$6 luong l ' Ty 18|(%)
Lan dau tién
‘ 65 3
Lan tha 2
51 34.0

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

60.000% 43.3%

3
4
%
40.000%
22.7%
20.000%
Trén 2 lan 34 22.7 000%
Lan Lin Trén 2
dau thir 2 lan
tién

Biéu @6 2.5: Thong ké s6 1an khach s i dung dich vu
(Nguon: Théng tin khdch hang - phiéu diéu tra)
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Thong qua s 6 liéu trén ta thiy, s6 khach hang dén str dung dich vu in udng tai
nha hang lan dau tién 1 nhiéu nhat. Trong 150 khach hang, c6 65 khach hang s {r dung
dich vu lan dau tién chiém ty 18 1a 43,3% va c6 34 khach s « dung dich vu trén 2 lan,
chiém 22,7%. C6 51 khach hang s & dung dich vu lan thir 2 chiém 34,0%. Piéu nay
cho théy dich vu nha hang chua that sy gilr chan khach khi s & nguoi st dung dich v u

1a n dau tién rat nhiéu va s6 nguoi st dung trén 2 lan rat it so vdi tong thé.

h. Ly do anh hwéng dén viéc lwa chon sir dung dich vu

Ly do sir dung dich vu in udng tai nha hang

60

50

40 ,67
; . i ¥R
20 067 =y
10,0
’ 8,67
10 7,33 32,0
0 Giacaré, Phucvu Chit Quing Thuc don Thanh
Nhan
phu hgp  nhiét tinh vién thin lwong san cdo, da dang toan
véi mure thién  phim tot Kkhuyén nhanh
thu nhap mai hap

dan

m Tan s (nguoi)  m Phan traim (%)
Biéu d6 2.6: Thong ké 1y do anh hwéng dén viéc lra chon sir dung dich vu in udng
tai nha hang

(Nguon: Théng tin khdch hang - phiéu diéu tra) Nhin vao biéu d trén, chung ta c6 th ¢
nhan ra rang: c6 55 nguoi trong tong s6 150 ngudi dugc khao sat 1y do anh huong dén
viéc lya chon stir dung dich vu an uéng

1a gia ca ré, phu h op v6i mirc thu nhap chiém 36,67%.
Mot 1y do khéc c fing dang cha y d6 1a nhan vién than thi én v6i 31 khach hang
dugc dong ¥ v 6i 1y do nay chi ém ty 1¢ 20,67%, mot nha hang mu 6n khach hang co

an tuong t6t ddi véi nha hang thi yéu t quan trong d6 1a nhan vién.
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i. Y dinh tiép tuc sir dung dich vu

Y dinh tiép tuc sit dung dich vu

= Co " Khong

Biéu @ 2.7: Thong ké khach hang c6 y dinh tiép tuc sir dung di ch vu
(Nguon: Théng tin khdach ha g - phiéu diéu tra) Trong 150 khach diéu tra thi c6 122
khéch c6 y dinh ti é p tuc st dung dich vy an uéng, chiém 81,3%, c6 28 khach khong
co y dinh tiép tu su dung dich vu chiém 18,7%. Piéu nay cho thﬁy dich vu an uéng tai
nha hang d4 théa man nhu cau ciia dong ddo khach hang va bén ¢ anh d6 nha hang v 4n

chua lam mot s6 khach hang th 4t sy hai

long ddi véi dich vu ctia minh.

2.3.2 Két qud nghién ciru

2.3.2.1 Kiém dinh dé tin cdy th ng do

Kiém dinh d6 tin cdy thang do nhém bién doc 1ap

Do tin cdy cua thang do dugc danh gia thong qua hé sé Cronbach’s Alpha tinh
duoc tir viéc phan tich sb li éu bang phan mém SPSS. Theo Hoang Trong va Chu
Nguyén Mdng Ngoc (2008): “Nhiéu nha nghién ¢ Gu doéng y r ang khi Cronbach’s
Alpha tir 0,8 tr& 1én dén gan 1 thi thang do luong 1a tot, tir 0,7 dén gan 0,8 1a sir dung
duogc. Ciing c6 nha nghién ¢ tu d nghi rang Cronbach’s Alpha tir 0,6 trd 1én 14 c6 th é
st dung dugc trong truong hop thang do ludng 13 méi hodc moi dbi véi nguoi tra 10
trong bdi canh nghién ctru”. P6i voi ludn van nay, cac bién quan sat c6 h & sb tuong
quan bién tong 16n hon hoic bang 0,3 thi bién d6 dat yéu cau va Cronbach’s Alpha 16n
hon hoic bang 0,6 thi thang do chap nhan duoc vé mit do tin cay (Nunnally &
Bernstein 1994).

Két qua phan tich Cronbach’s Alpha ddi v6i cic nhan t 6 danh gia chét luong

dich vu an uéng tai nha hang Zucca Restaurant nhu sau:
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Bang 2.10: Két qua
Cronbach’s Alpha cua

Nhém nhan t 6 thang do

Bién quan sé

Cronbach’s Alpha= 0.804

Khéach hang nh an dugc nhir

SU TIN CAY thé vé thoi gian st dung diclt

Nha hang thoéng bao kip
khach v€ sy chdm tré trong ¢
cap dich vu an uong.

Nha hang cung ¢ ap dich an_
uong theo yéu cau ngay tur 1

Nha hang cung c 4p dich
nhitng gi da htra.

Quy khach ¢ am thdy an toar
dich vu an uong tai nha hang
Cronbach’s Alpha= 0.731

Khi quy khach ¢ an sy g Gp ¢
san sang dap img mot cach r

Quy khach luén dugc don ti
SAN nong nhi¢t (dugc chao don n
hang).

S Nhan vién  ha hang khor
quaba rd  dé khong dap
UNG quy khach.

Thuc don thudng xuyén thay
nhiéu mén m 6i la dép Gng r

khach hang.
Cronbach’s Alpha= 0.658

Thai do cta nhan vién nha h
su, vui vé va ton tr ong vdi ¢

Nhén vién nha hang luén 1 &

. . quyét cac thic mic, yéu ¢
SU DPAM BAO Khach.

Nhén vién nha hang c6 du tr
mon khi gi ai quyét cac van
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€ sO

Cronbach’s
Alpha néu
loai bién

0.734

0.748

0.781

0.768

0.795

0.668

0.659

0.732

0.642

0.718

0.523

0.618
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0.653 0.490 ‘
Nhan
vién nha
hang ph
uc vu
quy
khach
nhanh
chong,
chinh
T
Quy khach hoan Trang phuc cua 0.360
toan tin tudng vao nhan vién nha hang
nhan vién phuc vu ‘ g on gang, lich su.
Cronbach’s Nha hang c6 khung ~ 0.892
‘ Alpha= 0.903 ¢ anh de p, k 6ng
Sy gian rong rai,
PONG Nhan vién nha hang ‘ thoang mat. 0.669
CAM luon th é hién su
quan tam dén quy C4ch b tri nha hang
khach. hop ly dap tmg nhu | 0.879
cau st dung cua quy
Nhan vién nha hang ‘ khach.
t 6 ra quan tam khi
nhan thdy thai do
khong hai long ¢ ta 0.736
quy
PHUONG TIEN | |
HU'U HINH khach. 0.620
Nhan vién nha hang

luén ché ¥ dén nhu

cau phat sinh cua 0.566
quy khach trong qua

trinh quy khach su

dung dich vu an

ubng.

Cronbach’s
Alpha=0.759

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

0.628
0.980 0.689

0.792 0.658 0.711
0.800 |

0.326 — 0.773

Céc diéu
ki¢ nv at
chit,
phuong
tién bat
mat, 161

I PN \

0.718 0.666

Thuc
don cac
mon an
phong
‘ ‘ phu va

da dang

‘ ‘ Dia diém nha hang thu 4n tién ‘ 0.159 ‘ 0.813 ‘

(Nguon: Ket qua xu ly so lieu SPSS)

Dua vao bang 2.10 ta nhan thiy hé sé twong quan bién téng cua cac bién “Dia
diém nha hang thu an tién”, “Thai d§ cua nhan vién nha hang ludén 1 ich su, vui vé va
ton tr ong v&i quy khach” déu nho hon 0.3. Nhu vy ta loai bé cac bién nay ra khoi mo
hinh, tit ca cac bién con 1 ai dugc giit lai va du diéu kién dé dua vao phan tich EFA.
Ta tién hanh kiém dinh lai d6 tin cdy ciia thang do ddi v6i nhan t6 phuong tién

htru hinh va sy dam bao.
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Trang phuc ctia nhan vién nha hang g on gang, lich su.
Nha hang c6 khung ¢ anh dep, khong gian r ng réi, thoang mat.
Céach b tri nha hang hop ly dap img nhu cau su dung cua quy khach.

Céc diéu kién vat chat, phuong tién bat mat, 16i cuén.
Thuc don cdc mon an phong phu va da dang
Cronbach’s Alpha= 0.813

Biang 2.11: Po lwong gia tr i Cronbach’s Alpha nhén t6 “Phwong tién hiru hinh”

H¢ s6 twong Hé so
Bién quan sat
quan bién Cronbach’s
tong Alpha néu loai
bién
0.723 ‘
‘ 0.762 ‘ ‘
‘ 0.787 ‘

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

0.857 |

0.734 0.737

(Nguon: Ket qua xu ly so liéu SPSS)

Dua vao bang 2.11 ta thay gia trj Cronbac ’s Alpha = 0.813 > 0.6 nén thang do
nay cé th é str dung dugc. Xét thdy nhom P wong tién hitu hinh gom cé 5 bi én quan
sat, trong d6 ca 5 bién co h & sd twong quan bién tong déu > 0.3. Do d6 quyét dinh

khong lo ai bién nao trong nhom nay.

Bang 2.12: Po lwdng gia tr i Cronbach’s Alpha nhan t6 “Sy dam bao”

| H¢ so tirong Hés
Bién quan sat
quan pién Cronbagh’s
tong Alpha néu
loai bién
Cronbach’s Alpha=
0.732
0.683 0.578
Nhan vién nha hang
ludn 1 ang nghe va
giai quyét cac thac 0.350 0.773
madc, yéu ciu cua quy
khach
Nhan vién nha hang
c6 du trinh d9,
chuyén mon khi giai
quyét cac van dé.

0.749
Nhan vién nha hang
ph uc vu quy khach

nhanh chong, chinh

Xac. ‘
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0.532

Quy khach hoan toan tin tuéng vao nhan vién
phuc vu

0.365

0.757

(Nguon: Két quad xir Iy s6 liéu SPSS)
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Dua vao bang 2.12 ta thdy gia tri Cronbach’s Alpha = 0.732 > 0.6 nén thang do nay
6 th é st dung duogc. Xét théy nhom S u dam bao gém c6 4 bi én quan sat, trong do ca 4
bién co h & sd twong quan bién tong déu > 0.3. Do d6 quyét dinh khéng lo ai bién
nao trong nhém nay.

Két luan: Vay sau khi kiém dinh d9 tin cdy cua thang do vo1 hé¢ s6 Cronbach’s
Alpha, ¢6 22 bi én duoc giir lai dé tién hanh phan tich va kiém dinh tiép theo dé lam r5

hon nd1 dung nghién ctru.

2.3.2.2 Phan tich nhén t 6 kham phd (EFA)

Sau khi thang do duogc kiém dinh du do tin cdy, phan tich han t6 & m muc dich

thu nho va tom t it dit liéu.

Trong phan tich nhan t6 khdm pha, tr i s6 KMO (Kaiser-Mayer-Olkin) 1a chi s6
dung dé xem xét su thich hop cta phan tich nhéan td. Tri s6 KMO phai ¢ gié tr i trong
khoang tir 0.5-1 thi phan tich nay méi thich hop, con n éu nhu tri s6 nay nhé hon 0.5
thi phén tich nhan t6 c6 kh a ning khong thich op véi cac dir liéu (Hair & ctg, 1998).

Ngoai ra, dua vao gia tr i Eigenvalue dé xac dinh s6 lugng nhan t6. Chi nhitng gia tri
co6 Eigienvalue 1 én hon 1 thi méi duoc gitr lai trong mo hinh. Pai lugng Eigienvalue dai
dién cho lugng bién thién duge giai thich boi nhan td. Nhiing nhan td ¢6 Eigienvalue nh 0

hon 1 s& khong c6 tac d ung tom t 4t thong tin t 6t hon mot bién gde.

Mot phan quan trong trong két qua phan tich nhan t6 1a ma trdn nhéan t6
(component matrix) hay ma trdn nhin t6 khi cic nhan t 6 dugc xoay (rotated
component matrix). Ma trin nhan t6 chira cac hé s6 biéu dién cac bién chuan hoa b dng
cac nhan t 6 (mdi bién 1a mot da thirc ctia cac nhéan t §). Nhitng hé s6 tai nhan t6 (factor
loading) biéu dién twong quan giira cic bién va cac nhan t 6. Hé sb nay cho biét nhan
t6 va cac bi én co lién quan ch it ché v6i nhau. Nghién ctru str dung phuong phap trich
nhan t6 Principal Component nén cac h ¢é s tai nhan t6 phai cé tr ong s6 16n hon 0,5

thi méi dat yéu cau.

a. Kiém dinh KMO
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Bang 2.13: Kiém dinh KMO va Bartlett’s Test bién phu thudc

KMO and Bartlett's Test

0.677

Kaiser-Meyer-Olkin Measure of
Sampling Adequacy. 1757.980

s 210 ‘

p

p

r

0

X

C

h

N

q

u

a

r

e
|Bartlett‘s Test of Sphericity B

Sig. 0.000

(Nguon: Két qud xir Iy s 6 liéu
SPSS)

Qua phan tich nhan té nhan thay:

- Hé s6 KMO = 0,677 nam trong khoang tir 0,5 dén 1 nén p an tich nhan t6 1a
phu h op.

- Gia trj Sig (Bartlett’s Test) = 0,000 (Sig < 0,05) chtr ng to cac bién quan sat
c6 su tuong tac v6i nhau trong tong thé.

Phuong phap xoay ma trin xoay cAc nhin t § Varimax produce

Phuong phép phan tich nhan t6 ng ién ciru ndy 1a phan tich nhan t 6 chinh
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(Principal Component Analysis) voi gia tr i E genvalue nho hon 1. Biéu nay c6 ngh a
la chi nhan gia tr 1 dugc trich ra c6 gia tri Eigenvalue 16n hon 1 méi dugce gitt trong mo
hinh phéan tich.

Phuong phap dugc ch o n & diy 1a phuwong phdp xoay nhan té Varimax
proceduce, xoay nguyén goc cac han t 6 dé tdi thiéu hoa s 6 luong cic quan sat co h &
s6 16n tai ciing m 6t nhan td. Vi vdy sé ting cudng kha ning giai thich cac nhan t6. Sau
khi xoay ta ciing loai bo cac quan sat c6 h & s6 tai nhan t6 nhé hon 0.5 ra khéi mé hinh.
Chi nhirng quan sat c¢6 h & s6 tai nhan t6 16n hon 0.5 méi duoc str dung dé giai thich

mot nhan to nao do.
bé xac dinh s6 lugng nhan to, trong nghién ctru nay str dung 2 ti€u chuan:
Tiéu chuan Kaiser (Kaiser Criterion) nham xé4c dinh s6 nhan t6 dugc trich

tir thang do. Cac nhan t6 kém quan trong bi loai bo, chi gitr lai nhitng nhéan t& quan
trong bang cach xem xét gia tr i Eigenvalue. Gia tri Eigenvalue dai dién cho phan bién
thién duoc giai thich béi mdi nhan td, chi c6 nhan t 6 nao co Eigenvalue I 6n hon mot

mo&i1 dugce gitr 1ai trong mo hinh phan tich.
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Tiéu chuan phuong sai trich (Varience Explained Criteria): Phan tich nhan

t6 14 thich hgp néu tong phwong sai trich khong duoc nhé hon 50%.

Bang 2.14: Xoay ma trin xoay cic nhin t 6 Varimax produce

Total Variance Explained
Com |[nitial Extraction Sums of Squared |Rotation Sums of Squared
Eigenvalues
pone Loadings Loadings
nt [Total % of  |Cumulative [Total [% of Cumulative(Total [% of Cumulative
Variance [% Variance | % Variance | %

1 (3.684| 17.544 17.544 3.684 17.544 17.544 3.041| 14.479 14.479
2 |3.244| 15.450 32.994 3.244 15.450 | 32.994 2.905 13.835 28.314
3 12.516] 11.980 44.974 2.516 11.980 [ 44.974 2.6021 12.390 [ 40.704
4 [2.158] 10.276 55.250 2.158 10.276 | 55.250 2.310] 10.999 51.703
5 |1.633]| 7.778 63.027 1.633( 7.778 63.027 2.296 10.934 62.637
6 |1.018] 4.850 67.877 1.018] 4.850 67.877 1.100 5.240 67.877
7 1.938 | 4.469 72.346

8 |.836[ 3.983 76.329

9 |.762 | 3.628 79.958

10 | .666 | 3.170 83.128

11 |.593 [ 2.824 85.952

12 |.528 | 2.513 88.465

13 | .489 | 2.329 90.794

14 | 443 | 2.110 92.904

15 | 416 | 1.981 94.885

16 |.366 [ 1.741 96.626

17 | .315] 1.502 98.129

18 |.238 | 1.131 99.260

19 |.074| .353 99.613

20 |.049 | .233 99.846

21 |.032] .154 | 100.000 | | | |

(Nguon: Ket qua xur ly so lieu SPSS)

heo tiéu chuan Eigenvalue thi c6 6 nhan t6 dugc rat ra. Va 6 nhan t 6 nay giai

thich duoc 67,877% su bién thién cua 21 bién quan sat, vugt ngudong 50%, nhu vay

cac di€u kién hinh thanh nhan t6 duoc thdéa man.

Két qua xoay ma tran nhan tb 1an 1 duge thé hién nhu bang sau:
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[1 Rotated Component Matrix”

vu én@m

thong tin nent 3
Trang Cu‘t.hé.Vé uﬁl?gh‘ tal 1 | 2
phuc cua t}}m glan 1na Nang —
nhan vién s dung Nhan vién|0-898
o on gang,  dichvu nha ha o
lich sy. | thé  hién | 879
Thuc don 'Ell}é hin,g fgm qgeé}ﬁ
ciemén LU RO ach 0790 M
an da Dot ha
dang, cho quyy e —
phOl’lg phtl k_haCh AVC hﬁn Vién 0.724
s¢  cham nha hang
h‘ h\ x ,
Nha hang —we wong I ¢ 4én 0.436 —
c6 khung cong vi € nhu cau
¢ anh dep, c cun, it si
o . ng p%lat sm}} 0.804
ong cap dich  cia quy —
gian rong vu an  khach
rai, udng trong qua —
thoang trinh  su 0.780
mat Nha hang  dung dich
) cung c ap VU
Cach b6  dich wu Nhin via 0.738
tri ~ nha  d4ng nhu nh;ﬁ ;]ql:r:
hx h ~ by o
Flng ’O’p nhitng gi o ra quan 0.706
ly dap ung  da hira tam__ khi
nhu cau 3 4
o nhan thay
ciia khach ~ CUNg ¢ 8  hano hai T
hang dI,Ch vy an long c ua
uong theo  khach 0.950
Co co s6& yéu cau  hang
vat  chat, ngay  tur
trang thict  [4n  dau 0.815
biphucvu  tién
an udng
hién dai Quy
khach ¢
Khach am thay
hang nh an  toan
an dugc khi sur
nhiing dyng dich
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5 6
-0.385
- 0.929
Nhan vién nha
hang ph —uc—pu
nl}anh chong, chiph 091 %
— xac
—Nhan  vién l}hé
hang luén 1 &

nghe, giai quyét g
thac mac va yéu
au cua khach-han{
Nhan vién n

hang co du tri

0.537
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Tham khéio mién phi céc tai liéu khéc tai luanvantot.com

56


https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Thue don thuong xuyén thay doi, co

thém nhiéu mén m &i dap ung nhu cau 0.766
cua khach hang

Luon dugce don tiép mot cach nong nhiét 0.745
Khi quy khéach ¢ an su gitip d, nhan vién 0.737

nha hang luén s an sang giup do

Nhan vién nha hang khong t 6 ra qua ban
ron dé khong dap Gmg nhu ciu caa quy 0.680
khach
Quy khach hoan toan tin t uéng vao 0.408 0.656
nhan

vién phuc vu

(Nguon: Két qua xir 1y s6 liéu SPSS)
Két qua phan tich cho thiy, trong 21 bién dugc dua vao phan tich EFA, c6 tit ca

20  bién co h ¢ s6 tai nhan t6 (factor loading) 16n hon 0.5 nén dugc giit lai md hinh.
Riéng bién “Quy khach hoan toan tin tuéng vao nhan vién ph uc vu” bi loai ra khoi mo

hinh, 20 bién con 1 ai dugc dua vao phan tich nhan tb 1an 2.
Pé dam bao sy phu h op ctia mo h inh ng ién ctru, tién hanh phan tich EFA 1an 2,
trén co so loai bién quan sat “Quy khach hoan toan tin tuéng vao nhan vién ph uc vy”

khong phi h op & phan tich EFA lan 1.
Két qua phan tich nhan t6 1an 2 duoc thé hién dudi day:

Bang 2.16: Kiém dinh KMO va Bart lett’s Test lan 2

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.679

Approx. Chi-Square | 1708.535
Ba tlett's Test of Sphericity

df 190
Sig. 0.000
(Nguon: Két qud xir Iy s6 liéu SPSS)

Vi két qua kiém dinh KMO 14 0.679 16n hon 0.5 va p — value cta kiém dinh
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Barlett bé hon 0.05 (cac bién quan sat twong quan voi nhau trong tong thé) ta co th é
két luan duoc rang dir lidu khao sat dugc dam bao cac diéu kién dé tién hanh phan tich

nhan t6 kham pha EFA 1an 2 va c6 th é sir dung céac két qua do.
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Két qua phan tich EFA 1an 2 di cho ra cac nhan t 6 co ban ctia mé hinh nghién
ctru, dua vao bang & phu luc 4 (Phan tich EFA 1an 2) ta thiy 5 nhan té nay giai thich
duoc 63,603% cua bién dong. TAt ca cac hé sd tai nhan t§ cua cac nhantd trong ting

yéu t6 déu 16n hon 0.5.

Két qua xoay ma tran nhan t6 1an 2 dugc thé hién nhu bang sau:

Bang 2.17: Ma trin xoay cac nhén t 6 1an

|2 Rotated Component Matrix”

tin ¢ y thé vé anudng tai ~ Component 3 |
thoi gian st nha hang. ) 5 !
Trang phuc dung dich vu. A i A ;
cua nhan vién o Nhan vien nhfl
o on gang, lich hang luénth é () g9
su. Nha hang |h1¢n Sy quan —
" . tamrdemrquy
thong bao k ip Khach. 0.870
Thyc don cac  th oi cho quy
moén dn da khéach v su Nhan vién nha 794
dang, phong Ham 4 ' hang luén chu
phti cham tre trong y —
cong vi éc ) . 0.739
Nha hang c6 cung cap dich demnhucau
khung ¢ anh oo hat sinh
A vu an uong.
dep, khong | e 0,465
gian r Ong rai, cud qiy 1,<nd‘cr111 |
thoang mat s trong qua trin
Nha har:g _ quy khach s
Cach b tri cung ¢ ap dich  qung dich vu 0.809
nha hang hop  vu dung nhu an uong. —
ly dap tng nhirng gi da .
nhu cau sit - Nhan vién nha 0.790
dung cla hangto ra
khach hang quan tam khi
., Nhahang nhan thay thai 0.730
Co'so V?,t ch.at, cung cip dich 46 khong hai
trang thiét bi an udng vu dn E{fmg ¢ ua quy
phuc vuanué  ybng theo yéu hach. 1024 954
ng hi¢n dai cau ngay tir
lan dau tién ) 661
Khach héng ‘Qﬁy khach ¢ 0.948
nhan dugc am thay an ]
nhitng thong toan khi st 0.816
dung dich vu ’
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Thuc don thuong xuyén thay doi, 0.765
c6 thém nhi éu mon méi la dap tng
nhu cau cua khach hang. 0.747

Luon dugc don tiép mot cach néng nhiét
0.741

Khi quy khach ¢ an su gitp d3,
nhan vién s an sang dap ang mot
cach nhanh chong.

0.682

Nhan vién nha hang khong bao gi ¢ 0.942
to ra qua ban ron dé khong dap ung
yéu cau cua quy khach.

0.939

Nhan vién nha hang ph uc vu quy

khach nhanh chéng, chinh xac. 0.521

Nhén vién nha hang ludn 1 ang
nghe va gidi quyet cac thac mac,
yéu cau cua quy khach.

ét qua xir 1y s6 liéu SPSS)

Nhéan vién nha hang c6 du trinh do,
chuyén mon khi giai quyét cac van
de.

(Nguon:

Két qua cho thay sau khi tién hanh loai bién “Quy khéa h hoan toan tin tuéng vao
nhan vién ph uc vu” ra khoi ma trin hdi quy EFA thi con lai 20 bién va tit ca 20 bién

déu thoa man yéu ¢ au va duoc giir lai dé sir d ung cho cac kiém dinh tiép theo.
b. Pit tén cac nhém nhén t 6 va ki ém dinh d9 tin cdy thang do

Dat tén cac nhom nhan t o

Can clr vao két qua ma tran nhan tb xoay va da kiém dinh d6 tin cdy cua thang
do, 5 nhan t6 dugc xac dinh trong Ma trin xoay cac nhan t § 1an 2 (phu luc két qua xir

1y s 6 liéu SPSS), c6 th é dwge mé t 4 nhu sau:

Nhém nhin t 6 1: co gia tr i Eigenvalue= 4.360 > 1, Nhan t6 nay bao gom céc
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bién: “Trang phuc ctia nhan vién nha hang g on gang, lich su”, “Nha hang c6 khung
canh dep; khong gian r ong rai, thoang mat”, “Cach bd tri nha hang hop 1y dap tmg
nhu cau str dung ciia quy khach ”, “Thyuc don cdc moén an phong phu va da dang”.

Gia tri chuyén tai nhan t6 16n hon 0,5 nén nhan t 6 nay duogc gitr lai dé dua vao
mo hinh. Tién hanh gop cac bién nay lai va dat tén 1a “Phwong tién hiru hinh” vi day

la cac nhan t 6 lién quan dén nhitng dau hi¢u vat chat cua dich vu mang lai cam giac

cho khach hang .

Nhém nhén t § 2: c6 gia tr i Eigenvalue= 3.117 >1. Nhén t6 ndy bao gom cic

bién: “Nhan vién nha hang ludn 1 ang nghe va giai quyét cac thac mac, yéu cau ctua quy
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khach”, “Nhan vién nha hang c6 du trinh dg, chuyén moén khi gi a1 quyét cac van de”,

“Nhan vién nha hang ph uc vu quy khach nhanh chong, chinh xac .

Gid tri chuyén tai nhan t6 16n hon 0,5 nén nhan t 6 nay dugc gitr lai dé dua vao
mo hinh. Tién hanh gdp cac bién nay lai va dit tén 1a Sw dadm bdo vi diy la cac nhan
to lién quan dén nhiing dau hi¢u kha nang phuc vu ctia nhan vién c ting nhu mirc do

dap ung cua dich vu mang lai cam giac cho khach hang .

Nhém nhan t 6 3: c6 gia tr i Eigenvalue= 2.570>1. Nhan t6 ndy bao gom cac

bién: “Khach hang nh an dugc nhitng thong tin ¢ u thé vé thoi gian st dung dich vu”,

“Nha hang thong bao k ip thoi cho quy khach v & sy chidm tré tro g ¢d g vi é ¢ cung cip
dich vu an udng”, “Nha hang cung ¢ ap dich dn udng vu an udng theo yéu cau ngay tir
lan dau tién”, “Nha hang cung ¢ 4p dich vu dung nhu nhir ng gi da htra”, “Quy khach

cam thay an toan khi st dung dich vu an udng tai nha hang ” .

Gia tri chuyén tai nhan t6 16n hon 0,5 nén nhan td nay dugc gitr lai dé dua vao
mo hinh. Tién hanh gdp cac bién nay lai va di t tén 1a Sw tin ciy vi dy 13 cac nhén t6
lién quan dén nhitng dAu hiéu lién quan dé n h oat dong bdo dam su tin cdy, an toan doi

v6i dich vu ma khach hang st dung ctia nhan vién doi vai khach hang.

Nhém nhén t § 4: c6 gia tr i Eigenvalue= 1.737> 1. Nhan t6 nay bao gdm céc

bién: “Nhan vién nha hang ludén th € hién su quan tdm dén quy khach”, “Nhan vién nha

hang t6 ra quan tdm khi nh 4 n thay thai do khong hai long ¢ ta quy khach ”, “Nhan vién

nha hang ludn chi ¥ dé hu cu phat sinh cta quy khach trong qua trinh quy khach s r

dung dich vu a@n uong™.

Gia tri chuyén tai nhan t6 16n hon 0,5 nén nhan t6 nay dugc gitr lai dé dua vao
mo hinh. Tién hanh gop cac bién nay lai va dit tén 1a “Sw ddng cam” vi day 1a cac
nhan t6 lién quan dén su tiép can mang tinh thau hiéu khach hang cua bd phan dich vu

nha hang .
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0 Nhém nhén t 8 5: c6 gia tr i Eigenvalue= 1.572 > 1, Nhan t6 nay bao gdm céc bién:

“Khi quy khach ¢ an su gitp d&, nhan vién s an sang dap tmg mot cach nhanh chéng”,
“Quy khach ludn dugc don tiép mot cach nong nhiét (dugc chao don ngay ngoai nha hang)

”, “Nhén vién nha hang khong bao gi & t6 ra qua ban ron dé khong dap
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g yéu cau ctia quy khach ”, “Thuc don thuong xuyén thay doi, c6 thém nhi u mén

moi la dap tng nhu ciu cua khach hang .

Gia tri chuyén tai nhan t6 16n hon 0,5 nén nhan t6 nay dugc gilr lai dé dua vao
mo hinh. Tién hanh gdp cac bién nay lai va dat tén 12 Kha nang dap wng vi day 1a cac
nhan t6 lién quan dén nhiing dau hi€u quan dén kha nang dép ing ctia nhan vién doi

v6i khach hang .

Nhu vy, sau khi di phan tich nhan t6, m6 hinh méi van giit nguy n 5 nhan t §
nhu md hinh dé xuét ban dau nhung chi con 20 bién sau khi da loai di mo sb sd bién.
Nhu vdy 5 nhén t§ trong mé hinh nghién ctru sau khi phan tich bao gdm: Sy tin ciy,

kha ning dap ung, su dam bao, sw dong cam va phuong tié n hitu hinh.

Kiém dinh dg tin cdy thang do

Céc nhan t 6 Su tin cdy, Kha ning dap wng, Sw dong am khong c6 s u thay doi
nén khong can kiém dinh d6 tin cdy cta thang do. Con nhan t6 Phwong tién hiru hinh
va Sw dam bio co bi én bi loai khoi mo hinh nén phai tién hanh kiém dinh lai do tin

cay cua thang do doi voi cac nhan t 0 nay.

Bang 2.18: Po lwong gia tr i Cronbach’s Alpha nhéin té “Phwong tién hiru hinh”

He¢ so twong HeE so

quan bién tong Cronbach’s

Bién quan sat .
ren qu Alpha néu loai

bién

Cronbach’s Alpha= 0.857
Thyc don cdc mén an phong pht va da

dang

Trang phuc cta nhan vién nha hang g on

gang, lich su.

Thyc don cdc mén an phong phu da
dang.

Céch b tri nha hang hop 1y dap tng nhu

cau st dung cua quy khach.
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0.809 ‘ 0.772 ‘

0.826 0.762
0.651 0.842
0.539 0.878

(Nguon: Ket qua xu Iy so liéu SPSS)
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Dua vao bang ta thiy gié tri Cronbach’s Alpha = 0.857 > 0.6 nén thang do ndy c6

thé s dung duoc. Xét thdy nhém Phwong tién hitu hinh gém c6 4 bi én quan sat,

trong d6 ca 4 bién co h & sb twong quan bién tong déu > 0.3. Do d6 quyét dinh khong

loai bi€n nao trong nhom nay.

Bang 2.19: Po ludng gia tr i Cronbach’s Alpha nhan t6 “Sy dam bio”

Hé s
twong

Bién quan sat X
quan bién

tég

H¢ so
Cronbach’s

Alpha néu

loai bién

Cronbach’s Alpha= 0.757

chinh xac.

Nhan vién nha hang ludn 1 dng nghe va giai quyét cac 0.731 0.512
thac mac, yéu cau cia quy khach.

Nhan vién nha hang c6 du trinh dJ, chuyén moén khi gi &i 0.336 0.952
quyét cac van dé.

Nhan vién nha hang ph uc vu quy khach nhanh chong, 0.758 0.472

(Nguon: Ket qua xuw ly so liéu SPSS)

Dua vao bang s liéu trén, gia tri Cronbach’s Alpha = 0.757 > 0.6 nén thang do

nay c6 th é sir dung dugc. Xét thay nhom Sw dam bao gdm co 3 bi én quan sat, trong

d6 ca 3 bién co h & s6 tuo g quan bién tong déu > 0.3. Do dé quyét dinh khong lo ai

bién nao trong nhom nay.

Bang 2.20 H¢ s6 Cronbach Alpha ciia cac nhém bi én tac dong dén sy hai long

Nhén t 0 S6 bién quan sat | Cronbach Alpha Két luin
Phuong tién hiru hinh ‘ 4
Su dong cam
Su dam bao ‘ 5
Kha nang dap ung
Su tin cay 5
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3 0.857 Ch?
0.757 Ché
4 0.804 Ch?
0.903 Ché
0.731 Cha

(Nguon: Két quad xir

ly so liéu SPSS)
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Két qua hé s Cronbach Alpha cua tit ca cac nhan t 6 sau khi rat trich tir cac bién
quan sat bang phuong phap phan tich nhan t6 EFA déu 16n hon 0,7 va khong qué g an
bang 1 nén cac thang do sau khi phan tich nhan t6 duoc danh gia 1a kha tot. Dic biét, nhan

t “Sy dong cam” (Cronbach's Alpha = 0.903) ¢ h é s6 Cronbach's Alpha rét cao.

Két luan: Vay sau khi xoay nhén té 1an 2 va kiém dinh do tin cdy cta thang do
v6i hé s6 Cronbach’s Alpha, tat ca cac bién duoc gitr lai dé tién hanh céc phan tich va

kiém dinh tiép theo dé 1am rd h on ndi dung nghién ctru.

2.3.2.3 Kiém dinh phén ph i chudn
Kiém dinh phan phdi chuan 1a diéu kién dam bao do théa min c o cac bién phan
tich nhan t6. Theo Ths Pao Hoai Nam, Pai hoc Kinh t&¢ TPHCM thi hé sé dbi xtng
Skewness va hé sb tap trung Kurtosis dugc st dung dé kiém dinh phan phéi chuan cta
cac nhan t 6. Mot phan phdi Sknewness khong duo xem 13 phan ph 6i chuan khi
Standard error cia nd nh 6 hon -2 hoac 16n hon 2. Tuong ty, mdt phan phéi Kurtosis

khong duoc xem 1a phan ph 6i chuan khi Standard ctia n6 nh 6 hon -2 hodc 16n hon 2.

Két qua kiém dinh thé hién & bang dudi day cho thdy gia tri Std. Error of
Skewness va Std. Error of Kurtosis ctia cac nhan t 6 déu nam trong khoang -2 dén 2.

Nhu vay, céc bién dua vao phan tich thod man dic€u ki¢n phan phdi chuan.

Bang 2.21: Kiém dinh phan ph 6i chuin

‘ ‘ Skewress Kurtosis

Phuong tién hitu 150
Statistic
hinh
Su tin cay 150
Khé ndng dap 150
ing
150
bam bao
150
Pong cam
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Statistic Std. Error Stati:
975 0.198 54
0.198 _.5¢
506
0.198 1.7
-.326 0.198 20
97 0.198 -.0%
=225

(Nguén:' Két qua
xu ly so liéu
SPSS)
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2.3.2.4 Mirc do ddanh gid c tia khdch hang v é cdc nhdn t é tdc déng truc tiép dén
sw hai long c ua khdch hang tai nha hang Zucca Restaurant

Bén canh viéc phan tich tdc dong cua cac nhan t b truc tiép dén su hai long c ua
khach hang t ai nha hang Zucca Restaurant. Dé tai nghién ctru ciing s& phan tich nhiing
danh gia cta khach hang v & cac yéu t6 truc tiép nay. Tir d6 rat ra nhitng diém manh va
diém yéu con t on tai nham dé xuat nhitng giai phap nham giam thiéu ciing nhu khi ¢

phuc hién turgng khach hang khong con dén nha hang.

DPé tai tién hanh kiém dinh vé gia tri trung binh mot téng th é (One Sample
T test) d6i v6i cac nhom nhan t 6 sau khi thyc hién kiém dinh Crobac s alpha. Thang
do do luong bién quan sat nay duoc xdy dung trén thang do L kert 5 diém. Cac lua
chon bét dau tir gia tri 1a 1 = “Hoan toan khong déng y”” cho dén 5 = “Hoan toan dong
v”’. Véi gid tri 3 ¢6 ngh Ta 1a thai d0 “Trung 1ap”; nhu vay v 61 su lya chon 16n hon 3
thi c6 ngh ia 1a danh gia ciia khach hang d6i voi chat luong dich vu an udng cta nha

hang Zucca Restaurant ctia khach hang 14 dang & murc binh thudng cho dén cao.

Gia thuyét dat ra:
HO: Mirc d6 déng y ¢ tia khach hang d6i voi cac yéu té cau thanh chat lugng

dich vu an ubng bang Test Value

H1: Mirc d6 dong y ¢ tia khach hang d6i voi cac yéu té cdu thanh chat lugng dich

vu an ubng khac Test Value

Test Value = 3 tuo g ing trong thang do 5 mirc d6 13 muc d6 dong ¥ v 6i gia tri 3

la thang do trung l1ap.

Mikc d§ danh gia clia khach hang v & nhan t 6 Su tin ciy

- Gia thuyét HO: Mtrc d6 dong y ¢ tia khach hang vé Su tin cdy 1a 3

- Gia thuyét H1: Mirc do dong ¥ ¢ ua khach hang vé Sy tin cay 1a
khac 3 Qua xur Iy SPSS k ét qua thu duoc la:
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Bang 2.22: Kiém dinh One Sample T-test nhém S v tin cdy
Gia tr i kiem dinh =3 Gial tr j Sig

(2-Giatri

Tiéu chi trung tailed) T
binh
Khach hang nh 4n dugc nhitng thong tin ¢ y thé vé 3.83 0.000 | 9.848

thoi gian sir dung dich vu

Nha hang thong bao k ip thoi cho quy khach v é sy 3.93 0.000 | 12.964
cham tré trong cong vi éc cung cap dich vu dn udng

Nha hang cung ¢ 4p dich vu an uéng theo yéu cau 3.52 0.000 | 6.781
ngay tir lan dau tién

Nha hang cung ¢ ap dich vu nhu nhimng gi di hua 3.79 0.000 | 9.829

Quy khach ¢ am thiy an toan khi str dung dich vu dn 3.67 0.000 | 10.221
ubng tai nha hang

Chiirthich thang do Likert 1 — hoan toan khong dong y O 5 — floan todan dongy

(Nguon: Két quad xir Iy s6 liéu SPSS)

Nhan dinh vé cac y éutd lién quan dén su tin cay déu dugc kiém dinh One
Sample T-Test véi T = 3. D ur a vao két qua trén, ta c6 th é thdy muc d6 danh gia trung
binh cua khach hang vé cac bi én “khach hang nhan duoc nhitng thon g tin cu thé vé
thoi gian stir dung dich vu”, “Nha hang théng bao kip thoi cho quy khach v & sy chdm
tré trong cong vi éc cung cip dich vu dn ubng”, “Nha hang cung cip dich vu an ubng
theo yéu cau ngay tir 1an dau tién”, “Nha hang cung cap dich vu nhu nhitng gi da hta”,
“Quy khéach cam thiy an toan khi st dung dich vu 3n udng tai nha hang” déu 16n hon
3,2. a ¢o Sig. ¢ ta 5 yéu t6 nay déu < 0,05 véi do tin ciy 95% nén ta bac b 6 gia thiét
Ho, chip nhan HI rang mic d6 dong y ¢ tia khach hang v é sy tin cdy 1a khac 3. D wa
vao gia tr i trung binh cta 5 yéu té dao dong tir 3.52 dén 3.93, tat ca déu 16n hon 3.
Nhu vay can ¢ trung binh mau va két qua kiém dinh vira rdi ta c6 th € néi r ang mirc
d6 thoa man cua khach hang v 6i 5 yéu t6 ké trén 13 trén m trc binh thudng va dap Gmg
& muc do dong ¥ v 6i do tin cay 1a 95%.
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Nhin vao bang sb liéu, ta thdy gia trj trung binh cua bién “Nha hang thong bao
kip thoi cho quy khach v & su cham tré trong cong vi éc cung cap dich vy dn udng” véi
gia tri trung binh 13 cao nhit 1 3.93, diéu nay cho thit rang ddy 13 mot loi thé rat 16n
d6i voi khach hang. Tiéu chi “Khach hang nhan duoc nhing thong tin ¢ u thé vé thoi
gian st dung dich vu” véi gia tri trung binh cao tha hai 1a 3.83; bdi vi mudn dé cho
khach hang duoc phuc vu mot cach tét nhit, khong ph ai chd doi, nham thoi gian nha
hang mé ctia nén nha hang ludn chu tr ong dén viée théng bao cho khach hang cac th

01 gian, cling nhu sy cham tré trong cong vi &c.

Mikc d6 danh gia ctia khach hang v é nhén t 6 kha ning dap & g

- Gia thuyét HO: Mtic 6 dong ¥ ¢ ia khach hang vé kha nang dap tmg 1a 3

- Gia thuyét H1: Mirc do dong ¥ ¢ tia khach hang vé kha nang dap tng 1a
khac 3 Qua xur Iy SPSS k ét qua thu dugc la:

Biang 2.23: Kiém dinh One Sample T-test nhém kh 4 niing dap tng
Giatr i kiem dinh =3 |

Tiéu chi

Giatri Sig Giatri
trung | (2-tailed) T
binh

Khi quy khach c an su gitp d&, nhan vién s n sang
dap ing mot cach nhan chong. 3.57 0.000 6.991
Lu6n ludn duge don tiép mot cach ndng nhiét. 3.60 0.000 7.324

Nhén vién nha ha g khéng t 6 ra qué ban ron dé

khong dap ting y€u cau cia quy khach. 3.30 0.000 3.208
Thuc don thuong xuyén thay d6i, c6 thém nhi éu

mon m 61 dap ing nhu cau cua quy khach . 3.35 0.000 5.346
T Thich Thang do Likert—1—Hoan fodmn khong dong y —Hoan Toan dong y

o (Nguon: Két quad xir Iy s6 liéu SPSS)
Tu Bang 2.23 ta c6 th € thay:

Tt ca cac bién déu c6 gia tri Sig< 0.05. Nhu vay, ta bac bo gia thuyét HO va chap
nhan gia thuyét H1, nghia 1a Mirc d6 dong ¥ ¢ ua khach hang d6i véi cac tiéu chi cia
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nhan t6 kha niang dap tng 1a khac 3. Gia trj trung binh céc bién dwa vao kiém dinh dao
dong tir 3.30 dén 3.60 & mirc d6 binh thuong dén déng ¥ . Nhu vay khach hang dang

c6 muc do dong y v &1 cac ti€u chi trong nhan t6 Kha nang dap ing trén muirc binh
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thudng véi do tin cdy 1a 95% va t ir 6 co thé néi ch 4t luong ctia nha hang ddi véi

nhan t6 nay 13 twong dbi tot.

Nhin vao bang sb liéu trén, ta thdy gia tri trung binh ctia bién “Luén ludn dugc
don tiép mot cach nong nhiét” cao nhat 1a 3.60 diéu nay cho thiy rang khach hang
danh gia cao vé chit luong trong khau chao dén cua nha hang. Nhung né chi trén m @
¢ déng ¥ v 4y nén dé nang cao chat luong dich vu nha hang ¢ an cha tr ong, phat trién

hon nita ¢én nhom nhan t § nay dé c6 th é dua ra cac bién phap sao cho phu h op.

Mikc d9 danh gia ciia khach hang v & nhan t 6 Su dam bio

- Gia thuyét HO: Mtc d¢ dong y ¢ ia khach hang vé Sy dam béo 1a 3

- Gia thuyét H1 : Mtrc d6 dong ¥ ¢ ta khach hang vé Sy dam bao 1a
khac 3 Qua xtr Iy SPSS k ét qua thu dugc la:
Bing 2.24: Kiém dinh One Sample T-test nhém S v dam béo

Gia tr i kiém dinh =3
Tiéu chi
Giatri Sig Giatri

trung | (2-tailed) T

binh
Nhan vién nha 3.29 0.000 20.965
hang luén 1 ang
nghe, giai quyet 5 g7 0.000 19.846

cac thac mac va
yéu ¢ au cua ‘

khach hang

Nhéan vién nha

hang co trinh

dd, chuyén moén

‘ khi gidi quyét ‘

cac van de.

chong, chinh x4c.

Nhan vién nha ha g phuc vuquy khach nhanh ‘ 3.92 ‘ 0.000 ‘ 20.494’
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T thich thang do Likerr—1—hoan todn khong dong v 5 —=hodn toanm dong y
, , (Nguon: Két quad xir Iy s6 liéu SPSS)

Qua bang so li€u ta thay:

Céc bién déu c6 g ia tri Sig= 0.000 < 0.05 v&i do tin cay 13 95% ta co di co s¢ dé
béac bo gia thuyét HO hay mirc do ddng ¥ chat luong dich vu dn ubng cta khach hang
vé Su dam bao 1a khac 3. D ua vao bang thong ké, ta thiy gia tri trung binh cta cac
bién dugc dua vao kiém dinh dao dong tir 2.97 dén 3.92 & mirc do tir khong dong y
cho dén hon binh thuong. Bién “Nhan vién nha hang c6 trinh 6, chuyén mén khi gi ai
quyét cac vin d&” c6 gid tr i trung binh 14 nho hon 3, diéu nay phan 4nh nha hang v an

chua chu trong vao viéc dao tao nhan vién, dé cham séc khach hang t6t hon. Nhu vay,
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nha hang v an chua dam bao tt chat luong dbi v6i diéu ndy nén nha hang ¢ an c6 bi én
phap khic phuc dé c6 th é nang cao chat luong dich vu. Ngoai ra, cac bi én “Nhén vién
nha hang ph uc vu khach hang nhanh chong, chinh xac” c6 gié tri trung binh la 3.92 1a
mirc do trén binh thuong dén dong ¥ ¢ ua khach hang, diéu nay gitp cho khach hang c6 an

tuong t6t hon d6i voi dich vu khi duoc phuc vu mdgt cach nhanh chong va chinh xéc.

Mirc dd danh gia cia khach hang v é nhén t 6 Sw dong cam

Duya vao bang & phu luc 5 (One Sample T-test Sy dong cam), a hiy gia trj trung
binh cta cac bién duge dua vao kiém dinh déu 16n hon 4 va céc bi én déu c6 g ia tri
Sig= 0.000 < 0.05 véi do tin cay 1a 95%. Tiép tuc kiém dinh voi gia tr i 4, gid tri 4

trong thang do tuwong tng véi danh gia: “Pdng ¥ tirc & mit ¢ cao.

- Gia thuyét HO: Mirc d6 dong ¥ ¢ ua khach hang vé Sy dong cam 14 4

- Gia thuyét H1: Mirc do dong ¥ ¢ uia khach hang vé sy dong cam 13
khac 4 Qua xtr Iy SPSS k ét qua thu dugc l1a:

Bang 2.25: Kiém dinh One Sample T-test nhom S v Pong cim
Gia tr j kiém dinh = 4 |

Giatri Sig Giatri
trung | (2-tailed) T
binh

Tiéu chi

Nhan vién nha hang th é hié n su quan tdm dén khach | 4.38 0.000 | 8.257
hang
Nhan vién nha hang t 6 ra quan tdm khi nhan thiy thai 4.35 0.000 | 7.170
do khong hai long ¢ uia khach hang

Nhén vién nha hang chtl y dén nhu cau phat sinh cta 4.35 7.450 | 28.535
quy khach trong qua trinh s & dung dich vu

—Chiir thich thang do Likert 1 — hoan toan khong dong y O 5 —floam toan dongy—

(Nguon: Két qua xir Iy sé liéu SPSS)
Duya vao bang s6 lidu trén, ta théy:
Véi mite ¥ ngh 1a 95%, két qua kiém dinh cua cac bién déu c6 gia tr i Sig. = 0,000

< 0,05; nhu vay, du bang chimng théng ké bac b 6 gia thiét HO, chap nhan gia thuyét H1.
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Viy qua kiém dinh One Sample T — test v6i hai gia trj kiém dinh 1a 3, 4; ta c6 thé
thdy duoc rang, mic d6 danh gia cta khach hang di véi nhan t6 “sy dong cam” ddi véi

chat luong dich vu ctia nha hang 1a & mirc dong ¥ cho dén murc hoan toan dong ¥.
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Mirc d9 danh gia ciia khach hang v é nhan t 6 phwong tién hiru hinh - Gia
thuyét HO: Mtrc d6 dong y ¢ tia khach hang vé Phuong tién hitu hinh 14 3
- Gia thuyét H1: Mtrc d6 dong ¥ ¢ tia khach hang vé Phuong tién hitu hinh 13

khac 3 Qua xtr Iy SPSS k ét qua thu dugc la:
Bang 2.26: Kiém dinh One Sample T-test nhém Phwong tién hiru hinh

Gia tr i kiém dinh = 3 Khoang tin cay
95%
Tiéu chi cua sy khac bi ét
Giatri Sig Giatrifj Giéi Gioi
trung (2- T an han
binh tailed) dwéi trén
Trang phuc ctia nhan vién nha hang 4.17 0.000 17.586 1.04 1.31
gon gang, lich sy
Nha hang c6 khung c anh dep; khong | 3.63 0.000 8.889 0.49 0.77
gian rong rai, thoang mat
Céch b tri nha hang hop 1y dap tmg | 3.45 0.000 7.923 0.34 0.57
nhu cdu str dung cta quy khach
Thyc don cdc mén dn phong phtl va 4.21 0.000 18.747 1.08 1.33
da dang

Chii thich thang do Likert: 1 — hoan toan khéng dong y 0 5 — hoan toan dong y
(Nguon: Két qua xir 1y s6 liéu SPSS)
Dua vao bang 2.26 trén, ta thay:
Tat ca cac bié déucod ia tri Sig= 0,00 < 0,05 voi do tin cdy 95% ta ¢ du co so

dé bac bo gia thuyét HO hay mirc d6 dong y chat lugng dich vu an udng cua khach
hang vé phu ng tién hiru hinh 13 khac 3.

Dua vao két qua trén, ta c6 th é thdy mirc do danh gia trung binh ctia khach hang
ctia 5 yéu t6 dao dong tir 3.45 dén 4.21, tit ca déu 16n hon 3. Vi thé, tir mau di liéu thu
thap dugc ta c6 th é két luan khach hang dénh gia vé chat luong dich vu an udng ddi
v6i phuong tién hitu hinh tir trén muc binh thudng dén trén mirc dong y v 6i do tin cay

95%.
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Gi4 tri trung binh cua bién “Thuc don cac mén in phong pht va da dang” voi gia
tri trung binh cao nhét 1a 4.21, diéu nay cho thdy dy 1a mot loi thé rat 1on ddi véi cac

khach hang mu6n thudng thirc cadc mén an mai la.
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Kiém dinh mirc @9 danh gia ctia khach hang v & chit lrgng dich vu in
udng tai nha hang
- Gia thuyét HO: Mtrc d6 dong ¥ ¢ ta khach hang vé chét luong dich vu 13 3

-Gia thuyét H1: Mirc d6 dong y ¢ tia khach hang vé chat lwong dich vu 1a khéc
3 Sir dung kiém dinh One Sample T-test ta dugc két qua:
Bang 2.27: Kiém dinh One Sample T-test nhém Sw hai long Gia

tr i kiém di nh =3

Gia tr i trung Sig Giatri
Tiéu chi
binh (2-tailed) T
Quy khach cam thay hai long v 6i chat lugng 4.08 0.000 18.639

dich vu an uéng tai nha hang .

Chu thich thang do Likert: 1 — hoan toan

khéng dong y U 5 — hoan toan dong y

(Nguon: Két qud xir Iy s6 liéu SPSS)

Gia tr1 Sig = 0,000 < 0,05 nhu vay véi do tin cay 95% ta co6 du co so dé bac bo
gia thuyét HO hay muirc d6 dong y ¢ tia khach hang vé chét luong dich vu dn uéng la
khac 3. Ngoai ra, d va vao s6 liéu, ta thay gia tri t = 18.639 > 0 nhu vay c6 th & két
luan mirc 46 ddng y ¢ tia khach hang vé chat lwong dich vu dn udng 13 16n hon 4 véi do
tin cdy 95%. Nhu vay, voi ma u dit liéu thu thip duoc ta co th é két luan khach hang
danh gia kha hai long vé chit lwong dich vu dn udng dbi voi nha hang 13 ¢ muc dong ¥

v 61 d0 tin cdy 95%.

Nhin chung khach hang danh gia kha cao vé chat luong dich vu an udng tai nha
hang Zucca Restaurant. Mirc diém trung binh danh gia 4.08 1a mot dau higu déng
mumng t ong diéu tra nghién ciru nay.

2.3.2.5 Xdc dinh cdc nhdn t é dnh hwong t6i Sw hai long ¢ ia khdch hang doi véi
chat lwong dich vu an uong tai nha hang Zucca Restaurant b ang phirong phép hoi quy

tuong quan
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a) Nji dung va k ét qud phan tich
V6i mo hinh gdm c6 6 thanh ph an: Su tin cy, Kha ning dap tng, Sy dam bao, Su
déng cam, Phuong ti¢n hiru hinh va Sy hai long, trong do “Sy hai long” 1a bién phu thudc,

5 thanh phan con 1 ai 13 nhitng thanh phan doc 1ap va duoc gia dinh 1a cac y éu tb
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tac dong Su hai long ¢ ta khach hang d6i véi chét luong dich vu dn udng tai nha hang
Zucca Restaurant. Tién hanh phan tich hdi quy dé xac dinh cu thé trong s cua ting
thanh phan tac dong. Gid tri ciia cac yéu té duoc dung dé chay hoi quy 1a cac gia tr i
trung binh ctia cac bién quan sat di duoc kiém dinh. Phan tich hdi quy duoc thuc hién
bang phuong phap hdi quy bdi véi phan mém SPSS 20.

Theo gia thuyét ctia nghién ctru 12 ¢6 m 6i quan hé giira cac thanh ph an: Sy tin
cdy, sdn sang dap ung, sy dam bao, su ddng cam,phuong tién hiru hinh va Sy hai 1ong
ctiia khach hang dbi véi chat luong dich vu 4n udng tai nha hang Zucca Restaurant.
Vén dé dit ra trong nghién ctru ndy 14 ¢6 m 6i quan hé tuyén ti h cu g ¢ iéu giita cac
yéu t6 thanh phan va su hai long ¢ tia khach hang d6i véi ch at lugng dich vu an udng
tai nha hang Zucca Restaurant. Vay muc d§ quan hé nhu thé nao? Nhu vay mo hinh
tuyén tinh boi dugc st dung dé phan tich va giai thi h van dé.Ta tién hanh phan tich hoi
quy dé xac dinh cu thé trong s6 cua timg yéu td tac dong Su hai long ¢ tia khach hang
dbi v6i chat luong dich vu dn udng ta i n a ang Zucca Restaurant. Phan tich hdi quy sé

duoc thuc hién gitra 5 bién doc 1ap bao gém:

- Su tin cay

- Kha nang dap ung

- Sw dam bao

- Sy dong cam

- Phuong tién hiru hinh

Véi mot bién phu thudc: Chat lweng dich vu

Gia tri ciia cac yéu td duoc dung dé chay hdi quy 1a gia tr i trung binh cua céac
bién quan sat da dugc kiém dinh. Phan tich hdi quy duogc thyc hién bang phuong phap
hdi quy tong thé cac bién (phwong phap enter) véi phan mém SPSS 20.

b) Gid thuyét diéu chinh

HI1: Su tin cdy cao thi khach hang s& hai long hon d6i véi dich vu.

H2: Kha nang dap tmg cao thi khach hang s & hai long h on dbi véi dich vu.

H3: Su dam bao cao thi khach hang s & hai long h on d6i voi dich vu
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H4: Sy ddng cam cao thi khach hang s& hai long hon ddi véi dich vu.

HS5: Phuong tién hitu hinh cao thi khach hang s& hai 1ong h on ddi véi dich vu.
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Kiém dinh mé hinh

Kiém dinh gia tr i @ phu

h ¢p
Durbin-Watson

Béng
2.28: ]
Tom t at
mo h‘lnh1

Mo hinh R R2

1 | 0.644 | 0.417 I 0.402 I 1.645

(Nguon: Két qud xit Iy s6 liéu SPSS)

P phu h op ctia mo hinh duoc thé hién qua gia tri R® hiéu chinh. K é qua & bang
trén cho thdy, mo hinh dua ra c6 gia tri R hi¢u chinh 1a 0,402. N u vay d6 phu h op
ciia mo hinh 13 40.2%. Hay noi cach khac 40.2% bi én thién cua bié Sy hai long ¢ ta
khach hang duoc giai thich boi 5 bién quan sat trén, con 1 ai 1a do tac dong cua cac yéu
t6 khac ngoai mo hinh. Cac b udc tiép theo sé sir dung mé hinh hdi quy gom 5 bién

doc 1ap nay dé phan tich

Ngoai ra, xem xét truong hop tu twong quan, trong do hién tuong tu twong quan
(autocorrelation) 13 hién twong ma cac sai s 6 phu thudc, twong quan 1an nhau dan dén
cac kiém dinh t va F khong hi éu qua ¢ {ing nhu wdc lugng sai R. Hé sé Durbin
Watson= 1,645 nam trong khoang gia tri 1,6 dén 2,6 chimg t6 mo hinh khéng c6 hi én

tuong tu tuong quan.

Kiém dinh F

Gia thuyét HO ddt ra d6 1a: Bl =p2=p3 =p4 =5 =0

Biang 2.29: Kiém dinh d9 phu h ¢p ciia mé hinh

ANOVA®
M4 hinh Tong binh df Trung binh F Sig.
phuong binh phwong
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Hbi quy 12.082 5 2.416 5527 | 0.000°
1 S6 du 62.958 144 0.437
| Tong |  75.040 149 | |

(Nguon: Ket qua xur ly so lieu SPSS)

Budc tiép theo trong phén tich hdi quy d6 1a thyc hién kiém dinh F vé d6 phu
hop ctia md hinh hdi quy tuyén tinh tong thé, xem bién phu thudc c6 lién h & tuyén tinh

v6i toan bo bién doc 1ap hay khong.
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Két qua phan tich ANOVA cho thdy gia tri Sig. = 0,000 rat nho cho phép bac bo gia
thiét HO. Nhu vy mo hinh hoi quy thu duogc rat tét, vi tong cong binh phuong sai s6 uéc
luong rat nhé so véi téng cong do bién dong cua sb lidu. Su két hop céc bién doc lap giai
thich duoc tét cac thay d6i ciia bién phu thudc 1a sy hai 1ong ¢ tia khach hang.

c) Két qud phan tich hoi quy da bién va dinh gid mirc d quan trong ciia tir ng
nhin t 6

Véi gia thuyét ban dau cho mé hinh 1y thuy ét, ta c6 phuong trinh hé i quy tuyén

tinh nhu sau:

Y =p0 + p1*C + p2*KN+ p3*DB + p4*DC + p5*HH

Trong do:

-Y: gia tri cia bién phu thudc l1a chét luong dich vu

- C: gia tri ctia bién ddc lp tht nhét 1a sy tin cay

- KN: gié tri cua bién doc lap thi hai 1a kha ning dap ung

- DB: gié tri cua bién doc lép tht ba la s v dam bao

- DC: gia tri ctia bién doc lap thir tu 1a sy dong cam

- HH: gia tri ctia bién doc 14p thir nim 13 phwong tién hitu hinh

- BO, B1, ,p2, B3, p4: Hé sd hoi quy

Céc bién dugc dua vao cung mot lac dé chon loc dua trén tiéu chi chon nhiing

bién c6 m trc ¥ ngh fa < 0.05. K& t qua phan tich hdi quy nhu sau:

Ba g 2.30: Két qua phén-tich hoi quy-dabién

Hé so hdi | Hé sb hdi Thong ké
quy 2 . da
= quy chua t Sig.
Mo A
hin chua ] cong
. hoa tuyen
h chuan héa
] Beta Hé s6
B VIF
¢ Tolerance
chu
an
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Hang so

‘ |Su tin ciy

Kha nang dap
1 ung

| Su dam bao Su déng
‘ \cém

‘Phu’orng tién hiru
hinh

2.407 0.731
0.034 0.113
0.339 0.108
-0.330 0.095
0.195 0.098
0.259 0.112

3292] 0.001

0.023|0.302] 0.763]  0.975
0.244 |[3.154] 0.002] 0.976
0.271 |-3.477] 0.001]  0.960
0.155 |1.984| 0.049] 0.949
0.180 0.022  0.958

‘ 2.311‘

(Nguon: Két qud
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Kiém dinh t trong phan tich hé s6 hdi quy cho ta thdy: c6 4 thanh ph an Kha ning
dap ung, Su dam bao, Su dong cam, Phuong tién hitu hinh déu ¢6 m &c ¥ ngh ia Sig <

0.05 nén 4 thanh ph an nay déu c6 ¥ ngh ia trong mé hinh.

Thanh phan “Su tin cdy” c6é m {rc ¥ ngh ia Sig = 0.763 > 0.05 nén s& loai bién

nay ra khéi mo hinh.

Mait khéc, chiung ta nh an théy hé sd VIF nhé hon 2 nén c6 thé khéng dinhra ng
khong c6 hi én tuong da cong tuyén xay ra trong mé hinh nghién ciru. (Theo Hoang
Trong va Chu Nguyén Mong Ngoc Huéng dan SPSS trong nghién ¢ @ u kinh doanh
NXB Théng ké 2005).

Phuong trinh hoi quy tong quat ctia md hinh duoc vié t la nhu sau:
Y=2.470 + 0.339*KN — 0.330*DB + 0.195*DC +0.259*HH
Hay CLDV= 2.470 + 0.339* Kha niang dap ung — 0.330* Sw dam bao +0.195*

Sw dong cam + 0.259* Phwong tién hiru hinh

Thong qua cac h & s6 hdi quy chua chud n 4, ta biét duge muic 46 quan trong cua
cac nhan t & tham gia vao phuong trinh. Cu thé, nhan t6 Kha ning dap ung c6 anh
hudng nhiéu nhat (B= 0.339) va nhén t6 Sy dam bao c6 anh hudng it nhét (B = - 0,330)
dén Sy hai 10ng ¢ ta khach hang. Tuy nhién, nhin chung thi tit ca 4 nhan t6 déu c6 anh
huong dén bién phu thudc va bat ¢t mot su thay ddi nao ctia mot trong 4 nhan td trén
déu co th é tao nén sy thay ddi dbi vé6i chat lugng dich vu cua nha hang .

d) Kiém dinh gia thiét hoi quy

Ttr phuong trinh hdi qui tuyén tinh, ta c6 thé thay mirc do tac dong cua cac yéu td
su hai 10ng cua khach hang t ai nha hang Zucca Restaurant, ba o gobm: Kha niang dap
tng, sy dam bao, sy ddong cam va phuong tién hitu hinh.

heo mo hinh:

Y=2.470 + 0.339*KN — 0.330*DPB + 0.195*PC +0.259HH
Kha niing dap ung: Kha ning dap ing 1a nhan t § c6 anh huong 16n nhét dén

Sy hai long ¢ ta khach hang dbi v&i chat luong dich vu in udng tai nha hang Zucca
Restaurant. Dau duong cta hé sé B c6 ¥ ngh Ta mdi quan hé gitta nhan t6 Khd nang dap

ing va Su hai 10ng c6 m i quan hé cung chiéu. Tir két qua hdi quy co p = 0.339 , mirc
Tham khao mién phi cac tai liéu khac tai luanvantot.com
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¥ ngh 7a < 0,05 chtng t6 khi cac yéu t6 khac khong doi, néu Khd ndang dép g
tang Ién 1 don vi thi Sy hai long ¢ ua khach hang tang 1én tuong tng 1a 0,339 don vi.
Vay gia thiét H2 dwoc chip nhan: Kha ning dap ung cao thi khach hang s & hai

long h on dbi véi dich vu.
Phuong tién hiru hinh: phuong tién hitu hinh anh huéng 16n the hai dé n

Su hai long c tia khach hang dbi véi chat lugng dich vu an uéng tai nha hang Zucca
Restaurant. Ddu duong cta hé s6 B ¢6 ¥ ngh Ta mdi quan hé giita nhan & Phirong tién
hitu hinh va Sy hai 10ng c6 m 6i quan hé cung chiéu. Tir két qua hdi quy ¢6 p=0.259 ,
mirc y ngh ia < 0,05 ching t6 khi cac yéu t6 khac khong ddi, néu P wo g tié n hiru hinh

tang 1én 1 don vi thi Sy hai long ¢ ua khach hang tang Ién tuong tng 1a 0,259 don vi.

Vay gia thiét H5 dwoc chip nhin: Phuong tién hit u hinh cao thi khach hang s&
hai 1ong h on dbi véi dich vu.
Sw dong cam: Sy déng cam 13 nhan t 6 anh huong dén Sy hai long ¢ ta

khach hang ddi v6i chét luong dich vu 4n udng ta i n & hang Zucca Restaurant. D 4u
duong cua hé s6 B c6 ¥ ngh Ta mdi quan hé giita nhan t6 Sw dong cam va Sy hai 1ong
c6 m i quan hé cung chi éu. Tir két qua hoi quy co B = 0.195, mirc ¥ ngh ia < 0,05
chtng to khi cac yéu t6 khac khong d6i, néu Sy dong cam ting 1én 1 don vi thi Su hai

long c ua khach hang tang lén tuong tng 1a 0,259 don vi.

Vay gia thiét H4 dwo ¢ chip nhan: Su dong cam cao thi Khach hang s& hai

long hon ddi véi dich vu.

Sw dam bao: Su dam bao 13 nhan t 6 anh hudong dén Su hai long ¢ ta khach

hang ddi voi chat luong dich vu an udng tai nha hang Zucca Restaurant v i hé sd p=
-0.330. Piéu nay khong h op 1y b 6i 18 khi cac nhan t 6 trong nhom s v dam bao giam
xubng ddng thoi sy hai 1ong ¢ ta khach hang d6i voi dich vu an udng s& giam xudng theo.
Vi du nhu khi nhan vién nha hang khong c6 du trinh dg, chuyén moén khi gi ai quyét cac
van d& v6i khach hang nhu vay s& lam cho khach hang khong hai 1ong, d in dén chat

luong dich vu ctia nha hang s € thap. Dau am cua h¢ so f c6 y ngh 7a moi quan h¢ gitta
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nhan t6 Sy dam bao va Su hai 1ong c6 m i quan hé nguoc chidu. Tir két qua hdi quy c6 B

=-0.330, mirc ¥ nghia < 0,05 chting t6 khi cac yéu t6 khac khong ddi, néu Sy ddm
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bdo tang 1én 1 don vi thi Sy hai 10ng ¢ na khach hang gi 4m xubng twong tmg 1 0.330
don vi.

Vay gia thiét H3 bi bac b 6: Sy dam bao cao thi khach hang s & hai 1ong h on dbi
vo1 dich vu.

Vay ta ¢6 mo hinh h 6i quy tuyén tinh nhu sau:

Y=2.470 + 0.339*KN + 0.195*PC +0.259*HH

Nhu vy trong mé hinh nghién cru nay, nhém nhén t 6 anh huéng nhiéu nhat 1a
“Kha nang dap (mg” va anh huong thap nhat 1 “Sy dong cam”. Pong h oi két luan vé
moi quan hé giira cic bién giai thich va bién phy thudc 13 thua ¢ ié u, khi cac bién ting
1 don vi thi Sy hai long ¢ tia khach hang c ting tang 1én beta don vi tuong Ung cuia tung

bién giai thich.

Cian c vao két qua kiém dinh hé s6 twong quan va hoi quy tuyén tinh, da cho
thiy c6 3 nhom bi én giai thich anh huéng dén chét luong dich vu an ubng tai nha

hang cua khach hang va dugc mé t 4 theo mo hinh d uéi day.

Kha nang dap ang 0.339 ( Chat
luong dich Yéu to
Sy dong cam —*  0.195 > vuan |[e—
ubng tai khac=
Phuong ticn htru hi h | 0.259 »| nha hang 59-8%

So d0 2.3: Két qua mé hinh hoi quy
2.3.2.6 Nhdn xét chung

Nhu vdy, thong qua qua trinh tim hiéu cac thong tin th & cip vé hoat dong kinh
doanh, ciing nhu xir Iy, phén tich cac d i lidu so cap diéu tra dugc, nghién ciru da thu
duoc nhitng két qua kha quan trong va hét stc can thiét ddi véi hoat dong giir chan
khach hang va giam thiéu y dinh khach hang roi bé nha hang. Nghién ¢ tru giai quyét

duoc nhitng cau hoi nghién ctru dé ra ban dau nhu:

C6 3 nhom nhan t 6 ¢o tac dong truc tiép dén chat lugng dich vu an uéng tai nha
hang Zucca Restaurant, bao gdm: kha ning dap tng, sy ddng cam, phuong tién hitu

hinh.
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Ngoai ra, dé nhin nhan mot cach khach quan, chi ti ét, tranh cai nhin phién dién
cht quan khi dua ra nhin dinh vé danh gid cta khach hang d6i vé6i cac nhan t § anh
huodng truc tiép dén chat lugng dich vu cua nha hang . Nghién ctru da thong qua ki ém
dinh One sample t-test két hop kiém dinh Frequency tir 46 di c6 nh ing két luan kha
chinh xac vé tam anh huéng cia cac nhan t § dén chat lwong dich vu dn udng. Nh & d6
c6 th é dua ra cac giai phap tac dong dén cac yéu t6 nay nhim giam thiéu tinh trang r &

1 bé nha hang ¢ ua khach hang .

Bén canh nhitng van dé di giai quyét dugc, van con t 6n tai mot s6 khiém khuyét
cta dé tai nhu: nghién ctru chi dugc thyc hién tai nha hang Zucca Restaurant va trong
khoang thoi gian tuong dbi ngan trong vong 3 thang nén kh 4 nang dai dién ciia mau
c6 thé chua twong xtng vé6i ky vong dat ra ban dau, kinh nghié m ciia ngudi nghién
ctru chua thuc sy nhidu nén c6 th é ton tai nhimg sai sot trong qua trinh phan anh thuc
té dua trén s6 liéu. Mong rang s& c6 nhi éu hon cac nghién ctru vé sau nham 1am rd h

on nita tdc dong cua céac yeu td dén chat luong d i ch vu an udng trong nha hang.
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CHUONG 3: PINH HUONG VA GI AI PHAP NANG CAO CH AT
LUQNG DICH VU AN UONG TAI NHA HANG ZUCCA RESTAURANT

3.1 Mt s6 dinh huwéng ciia nha hang trong th oi gian téi
Trong thoi gian té1 nha hang Zucca Restaurant s & thyc hi¢én mot s6 dinh hudng sau
day dé tiép tuc phat trién nham théa méin nhu cau ciia khach hang ngay m 6t ting va nang
cao ch 4t lwong dich vu phuc vu khach hang . Nha hang s & tiép tuc xdy dung va khang

dinh minh la sy lya chon s6 mot ciia khach hang trong va ngoai nude khi dén Hué.

Tiép tuc xdy dung hinh anh, tao dung thuong hiéu cho nha hang b a ng cac chién

lwge Marketing nhu ding quang cdo, to roi, tao méi cho trang Website vv. ... Nhim

xay dung va dinh vi Zucca Restaurant 1a mot nha hang hang dau trong dich vy an uéng,

chuyén phuc vu cidc mon an truyén thong ciia Viét Nam, Ytalia va dam bao chét luong.

Cai tao, dau tu, tu sta trang thiét bi trong nha hang va céc thi &t bi hd tro cho

nhan vién lam vi &c.

Tb chirc hudn luyén dinh ky cho nhan vién, nang cao ch at lugng dich vy, tao lap

moi truong lam viéc nang dong sang tao.

Tiép tuc thyc hién cac chinh sach hop tac véi cac cong ty du 1 ich va cac hang 1 &
hanh v.v... Tir 6 c6 thé giup khach hang c6 thém ngu 6n thong tin dé biét va tim dén nha
hang va c {ing tao thém ngu 6n khach hang thudng xuyén va ¢ 6 dinh cho nha hang.

Trong thoi gian qua, nha hang chua chu trong 1am vao cong tic qu an tri 1am cho nha
hang g dp mot s6 khé khin nhat dinh. Hoan thién cac cong tac qu an tri trong nha hang
nham diéu hanh nha hang m 6t cach chuyén nghi ép va hiéu qua nhat 1a mot trong yéu tién
hang dau cta nha hang. C an phai xay dung lai b mdy quan ly va xac dinh ro cong vi¢c

chinh x4c ctia mdi bd phan nham gitp nha qu an Iy diéu hanh tét hon nha hang.

3.2. Cac gi ai phap ch @ yéu nham ning cao ch it lwong dich vu in udng tai
nha hang Zucca Restaurant
Véi xu thé canh tranh gay git giita cac nha hang hi én nay, dic biét 1a cac nha

hang & thanh phé Hué viéc nghién ctru nhu cau cia khach hang dé dap tmg tot nhét
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mong muodn cuia khach hang , tao an tugng khé quén c ling nhu su trd lai ctia khach

hang 1a mot van dé quyét dinh dén sy ton tai va phat tri én cia mot nha hang.
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Dua trén co sé nhimg két qua nghién ctru, danh gia chit luong dich vu an udng
tai nha hang Zucca Restaurant thong qua th wc trang va thong tin diéu tra khach hang,
cung v 01 thoi gian thyc tap tai nha hang, t6i xin dua ra mot sO giai phap cu thé nham

g6p ph an nang cao chat lugng dich vu tai nha hang nhu sau:

3.2.1. Gidi phap nang cao kha nang dap vrng
Duya vao mo hinh héi quy tuyén tinh boi, ta thay:

Kha ning dap Gng c6 h é sd beta cao nhat trong 3 nhan té. Vi v y, nang cao vé
nhom nhan t6 kha ning dap mg 1a quan trong nhat anh hudng dén murc do hai long
cua khach hang . Dya vao phan tich cho théy, viéc “Thuc don thuo g xuyén thay doi,
c¢6 thém nhi éu mén m i dap ing nhu cau cua khach hang” va “Nhan vién nha hang
khong bao gi & t6 ra qua ban ron dé khong dap tmg yéu ¢ 4 u ¢ ta khach hang” 14 2 yéu
t6 quan trong giai thich nhan t6 Kha ning dap tmg. Cac yé u t ndy noéi v é giam thoi
gian chd cta khich hang , ludn quan tim va théa min cac nhu ¢ au ctia khach hang v é
cac moén an phai moi la.

Can ¢l vao cac co so trén toi xin dua ra mot sd giai phap nhu sau:

Thr nhat, vé phia nha hang can tip trung diy manh viéc nghién ctru nhu ciu
ngay mot ting cua khach hang nh am bd sung thém cic mén m 6i, cac d6 udng méi,
mo rong dién tich nha hang va thém cac d ich vu di kem khac dé thoa man khach hang

m Ot cach t6t nhit co th é.

Ngoai nhirng moén an di co trong th uc don, nha hang cin dya vao nhu cau cia
khach dé ché bién cac mon an mdi la, dic sic tranh sy nham chan cho khéach khi s @
dung san pham dich vy ciia nha hang nhi éu lan nhung vin mang ban sic huong vi
riéng ctia minh. Nha hang phai c6 s v thay ddi kip thdi cac san pham khi né trong tinh
trang khan hiém bang cac san pham khac sin c6 nh am dap ung nhu ciu ciia khach,
tao nén su hoat dong lién tuc cia nha hang, nhu vay thi kinh doanh dich vu an uéng
mai ¢6 hi ¢u qua.

Thir hai, vé nhan vién ¢ 4n phai thuong xuyén nhic nhé d6i véi nhan vién v &
viéc dén tiép va viéc cham séc khach hang khi str dung dich hay khong t ai nha hang

ph ai nhiét tinh va chu déo:
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- Thanh 1ap mot by phan don tiép khach hang nhanh nhen, chao don khach tur
khi budc vao cira nha hang, ch i dan chd ngéi, gidi thi€u thuc don cho khach 1o rang, nh

A

an

order cuia khach nhanh chéng va chinh xac cho dén khi khach hang ra v é.

Thir ba, dé nang cao kha ning dap tng tai nha hang ta c6 th & linh dong cho nhan
vién tdng ca vao nhiing thoi gian dugc du doén 1a cao diém dé co th é phuc vu dugc khach

hang nhanh chéng va c6 chinh sach cho nhan vién ngh i vao thoi gian thap dié m

cta nha hang .

Thir tu, cic trudng phong ph ai thudng xuyén kiém tra, diy tién do lam viéc nhan
vién cta minh trong qua trinh tic nghiép. Nhan vién ph uc vu phai gidi vé chuyén

mén, dao durc tdt, than thién va nhiét tinh trong phuc vu.

3.2.2. Gidi phdp néng cao Sw dong cim

Theo két qua danh gia thi mirc do dong cam c6 h & sb beta thap nhat trong 3
nhan t6. Vi vay, nang cao vé nhom y éu t6 sy dong cam 1a an thiét dé nang cao chat
lwong dich vu. Viéc nha hang thuong xuyén quan tim t &i khach 1a diéu khach hang
mong mudn va san sang quay tro lai sir dung di ch v u ctia nha hang ¢ fing nhu gi6i
thiéu cho ngudi than, ban bé biét dén. Do d6 dé nang cao mirc d6 déng cam nha hang

can chu y dén mot so van dé sau:

- Thtr nhat, do1 v&i nha hang ¢ an thuong quan tdm nhac nhd nhan vién ph uc
vu can tap trung vao cong vi € c, ti€ n hanh md cac khoa dao tao va tap huan nham
nang cao nang luc cho nhan vién. Khong nh ting thé can c6 chinh sach dai ngd cho

nhan vién nha hang nh am gitr chan cac nhan vién c6 nang luc.

- Tht hai, ddi v&i nhan vién ¢ an ¢6 s u tap trung vao cong vi €c cua minh,
tan tm v&i cong vi éc tranh dé nhitng anh hudng cua tim trang vao cong vi éc cla
minh.

- Thir ba, nhan vién phai biét laing nghe nhitng mong mudn ma khach hang can

dé tir d6 cung cap cac thong tin k ip thoi, chinh xac vé mon an nudc uong cho khach hang.

- Thi tu, lang nghe su phan anh ctia khach hang sé giup danh dugc long tin ¢
ta khach hang , cling nhu tir d6 c6 thé cung khach hang giai quyét van dé mot cach

thdu
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d4o nhat chtr khong don gian chi git dau cho co, ho dc voi vang dua ra 101 khuyén

khong ding v6i mong mudn cua khach hang.

3.2.3. Giai phap nang cao phwong tién hiru hinh

Phuong tién hitu hinh c6 hé sb beta 1a 0,259. Viéc nang cao nhom nhan t b

phuong tién hitu hinh ctia nha hang 13 quan tr ong néu nhu mudén nang cao chét luong
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dich vu. Dua vao phan tich nhan t6 cho thdy thuc don moén in udng phong phu, da
dang va cach b 6 tri nha hang h op 1y, dép ung yéu cau st dung 1a hai yéu t6 quan

trong trong nhan t6 nay.

T6i xin dé xudt mot sd giai phap nhu sau:
Thir nhét, nha hang ti én dau tu hon vao so s¢ vat chat cho nha hang nhu trang phuc
cho nhén vién, cac thi ét bi may moc, ban gh é cho nha hang dé ning cao vé ch 4 t luong
cho nha hang. Khach dén v6i nha hang khong ch i mudn duge in ngon ma ho con mu 6n
duogc thuong thirc cai dep, thuong thirc nghé thuat v.v... Sap xép lai mot s6 chd ngdi cho

phu h op, hdp din hon, tao vé 4m cung, ling m an va gan giii v&i k ach hang .

Thir hai, can phat huy vé lich sir 1au doi cia nha hang qua 4 h sang, am thanh
nham nang cao hon chat lugng ctia bira an cho khach hang . C an tao cho nha hang

mot nét van hoa riéng nham tao lgi thé canh tranh cho nha hang .

3.2.4. Mt s6 gidi phdp khdc
- Hoan thién quy trinh phyc vu. Cac quy trinh phuc vu trong nha hang n éu
chi tuan theo cong ngh ¢ ky thuat thi chua du ma dé tao ra nét doc dao khac biét thi can
di kém véi phong cach dén tiép va phuc vu. D6 i v6i quy trinh phuc vu khach trong
nha hang thi can hoan thién cong tac don tiép khach, thuc hién thanh toan nhanh

chong, chinh xac, khong dé khach ph ai doi 1au.

- Pam bao vé thoi gian s & dung dich vu: nha hang phai thong bao 13 v & thoi
gian bat dau dich vu ngay khi khach hang b it dau s dung dich vu cuia nha hang, t ir d6
khach hang c6 th é niam rd rang h on vé thoi gian, dong thoi gitip nha hang ki ém soat.
duoc thoi gian dé phin bo cong vi éc mot cach phu h op, bén canh d6 ciing tranh duogc

nhitng mau thuan khong dang c6 giita nhitng khach hang va nhan vién v & thoi gian str

dung dich vu.

- dng cuong va gilt gin mo1 quan h¢ vdi céac to chiic, ca nhan 1a khach hang quen

thudc cua nha hang.
- Giai quyét cac van dé khi khach hang phan n an d6i véi dich vu.

- C6 chinh sach gia linh ho at, mém déo. Trong nhiéu trudng hop phai chip

nhén muc gid hoa von dé gitt dugc khach hang.
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PHAN III: KET LUAN VA KI EN NGHI
3.1. Két luan

Qua tinh hinhthuc tip tai nha hang va qua nghién ¢ Gru dé tai “Mot sd giai phap
nham nang cao chat lugng dich vy 4n udng tai nha hang Zucca Restaurant” dé tai co
mot sb két luan sau.

Qua qua trinh hoat dong kinh doanh cua ctiia nha hang cho th 4y doanh thu va 1 oi
nhudn ciia nha hang cac nim qua lién tyc ting cho thiy hoat dong kinh doanh ctia nha
hang kha hi éu qua.

Qua két qua diéu tra ta thdy duoc khach hang ¢ ta nha hang r at da da ng va c6 thu

nhap kha cao, da phan khach hang 13 nhitng ngudi nude ngoai. Ké h thong tin dé ho

biét dén nha hang ch u yéu qua Internet (trang webside tripadvisor), facebook (instagram)

hodc duoc su gidi thi¢u cua cac cong ty du | ich va cac hang xe 1 &t hanh v.v...

Ciing tir két qua nghién ctru danh gia cua khach hang, trong 3 nhan t 6 cau thanh
chat lugng dich vu an udng ctia nha hang thi khach hang hai long nh 4t vi nhém nhan
t6 “Kha nang dap tng” voi muc danh g 4 cao nhat mean= 3,62 , trong khi d6 nhém
nhén tb “Phuong tién hiru hinh” voi muc danh gia thép nhat mean= 3,31 , nhom nhan

to “Su dong cam” ¢ gia tri mean= 3,50.

Trén co s& nhitng ton t a 1 tich cyc va tiéu ¢ yc cua nha hang, dé tai nghién ctru da
dua ra mot s6 giai phap nh a m gop ph an nang cao chat lugng dich vu dn udng tai nha
hang, tir d6 nang cao su hai long c ta khach hang, nham nang cao nang luc canh tranh

cta nha hang trong 1 inh vuc kinh doanh.

3.2 Kién nghi
Péi véi co quan cé thim quyén tai thanh ph 6 Hué

- Cén tao moi diéu kién dé doanh nghi¢p hoat dong nhu vé thué, an ninh. Va trén
ca 1a can co chinh sach phu h gp cho doanh nghiép vay vén cé th é mo rong hoat dong
san xuat kinh doanh cho doanh nghiép, dac bié¢t la ddi v6i nha hang.

- Tiép tuc dua ra nhimg giai phap, chinh sach, chién luoc, va cac ho at dong
quang ba, tuyén t ruyén cho du lich Thira Thién Hué trén cac doan thi truong, dac biét
1a thi truong khach du lich qudc té nham duy tri thi truong di c6, m ¢ rong thi truong

moi. SO lugng khach tang 1én dong nghia véi nhu cau st dung dich vu an uong tang va
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tir 46 nganh kinh doanh dich vu dn udng s& phat trién.
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- Giir vitng va phat huy nh @ng nét dep trong nghé thut vin hoa am thuc
Viét Nam, dic biét 1a nghé thuat am thuc Hué dé gi6i thiéu cho du khach thé gi6i.
Thudng xuyén mé cac cudc trién 1am ciing nhu tham gia cac cudc trién 1am nghé thuat

am thyc trén thé gidi dé c6 co hoi gioi1 thiéu veé nét dep am thuc Viét Nam.

- Pé han ché sy canh tranh khong lanh m anh va tranh tinh trang cdc nha
hang moc 1én nhiéu ma chat lugng lai khong dam bao nén co6 nh ing quy dinh chit ché
, nhiing tiéu chuan cu thé vé vé sinh an toan thyc pham va phai thudng xuy n kiém tra

danh gia tiéu chuan dat duoc & moi nha hang nh am han ché viéc ban pha gia.
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Phu luc 2: KET QUA XU LY S O LIEU SPSS

1. Thong tin khach hang

quoc tich

Frequency

Percent

‘ chau
au
(Pha

p,

Valid
~Anh,khac...)

‘ chau
my
My,
Cana
da,
khac.

)
khac

Total

45

68

150

16.0 |
30.0

453

6.0

2.7

100.0

Valid

Percent

‘ Cumulative

Percent

16.0

30.0

45.3

6.0

2.7

100.0

16.0
460

913

973

100.0

oioi tinh Percent
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Valid Percent Cumulative
Percent
| Nam I
| Valid ~ Nu Total !
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tu €
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tu
oi tu ‘
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d ol
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n 8
3 tr |
0 €
n 150
tu 6
ol 0
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t ol
3
0 T
tu ot
oi al
d
e
n
4
5
tu
o1
. Valid
tu
4
5
tu
oi

88 58.7] 58.7]
62 413 413
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nhom tuoi
‘ ‘ Percent \Llid ‘
Percent
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Percent
‘ 11.3 ‘ 1 1‘.3 ‘
373 ‘ 37 ‘3
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53 5.3
| |
100.0 100.0
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11.3 48.7 94.7 100.0
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nguon thong tin

‘ Frequenc Perce Valid Cumulative
: Percent
. 5 Percent
‘ interne :
t(tu 52.7
tr(ang i 3 52.7 ,
Tripad I 13' | | 0 3
visor) 307 | :
facebo |
ok, 920
instagr I 1 0 8.7
am - nghe nghlep 100.0
. nguot 8.0
| than, : ,
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. Valid | '
f}lll o ' Cumulati\le
ieu cua Vali
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huong Percent |
dan cua |
cong ty
du lich,
. tai xe
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on hu 9 6.0
ho o u | |
c ' :
I S I tr1 | 31 | 20.7
nh co | |
, ng ng
si nh he 32 21.3
nh an tu ‘
vi do 44 29.3
en can | |
b, | |
cong To 14 9.3
nh nhan tal | |
o Valid e 20 13.3
vi nh | |
en a
va oo 150 100.0
n ; .
ph | |

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

6.0 . 6.0
| |
20.7 26.7.
| |
21.3 48.0.
29.3 77.3
| |
9.3 86.7.
| |
13.3 100.0
| |
100.0
muc thu nhap
Frequency] Percent
28 18.7
65
tu 2 trieu den 7 I 43.3
trieu tu 7 trieu 4 26.7
den 10 trieu tu 10 1
trieu den 15 I | 11.3|
Valid | 150 100.0

trieu

tren 15 trieu
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quy khach di an vao cac thoi gian nao
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2. Thong ké md t a cac tiéu chi mong doi ciia khach hang

Mean St‘d.

Deviation
quoc tich 150 1 5 2.49 925
gioi tinh 150 1 2 1.41 494
nhom tuoi 150 2 5 3.45 765
nghe nghiep 150 1 6 3.55 1.421
muc thu nhap 150 2 5 3.31 904
quy khach di an vao cac 150 1 2 1.32 468
thoi gian
su dung dich vu bao 150 1 3 1.79 788
nhieu lan
11 do su dung dich vu an 150 1 7 2.71 1.744
uong tai nha hang
y dinh tiep tuc su dung 150 1 2 1.19 391
dich vu
nguon thong tin 150 1 4 1.72 928
Valid N (listwise) 150
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3. Panh gia do tin cdy cia cac y éu t6 anh hwéng mire dd hai 1ong khach
hang bang h¢ s6 Cronbach’s Alpha

Sw tin cay

Reliability Statistics

N of Items
Cronbach's Alpha
| | s
) .804
Item-To
tal
Statisti
~cs
Scale Mean if Scale Variance i Cronbach's Alphia if ltem Deleted
Item Deleted Iltem Deleted
. 734
C1.1: khach hang nhan duoc
14.91 7.252
nhung thong tin cu the ve thoi
gian su dung dich vu
.748
C1.2: nha hang thong bao kip
14.81 8.09C
thoi cho quy khach ve su cham
tre trong cong viec cung cap dich
VU an uong
88
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C1.3:
nha

hang
cung
cap 14.95 7.917 .585
dich

vu an

uong

15.06 9.017 489

theo
yeu
cau
ngay
tu lan
dau

tien

C1.4:
nha
hang
cung
cap
dich
vu
dung
nhu
nhung
gida

hua

C1.5:
quy
khac
h
cam
thay
an
toan
khi
su
dung
dich
vu an
uong
ta
nha
hang
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.768

.795

781
Sin sang dap ung
Reliability Statistics
‘ C*onbach’s N of Items
Alpha
4
731 '
Item-Total Statistics
Scale Mean if Scale Variance if Corrected ltem- Cronk
Item Deleted Item Deleted Total Correlation if Ite
10.25 5.261 .542
KNZ2.1: khi quy khach can su giup do, nhan vien
san sang dap ung mot cach nhanh chong 10.21
KN2.2: luon duoc don tiep mot cach nong nhiet 5122 570
: i 10.51
KN2.3: nhan vien nha hang khong to ra qua ban 5030 462
ron de khong dap ung yeu cau cua khac
KN2.4: thuc don thuong xuyen thay doi, cé them 10.47
nhieu mon moi dap ung nhu cau cua khach hang
5.955 .550
Su dam bao
Reliability Statistics
N of Items
Cronbach's Alpha
| | L,
.658
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vui ve va ton trong voi khach hang

DB3.2: nhan vien nha hang luon lang nghe, giai
quyet cac thac mac va yeu cau cua khach hang

DB3.3:nhan vien nha hang c6 du trinh do, chuyen
mon khi giai quyet van de

DB3.4: nhan vien nha hang phuc vu khach hang
nhanh chong, chinh xac

vien phuc vu

Item-Total Statistics

DB3.1: thai do cua nhan vien nha hang luon lich su,

DB3.5: quy khach hoan toan tin tuong vao nhan

Kiém dinh lai d6 tin cdy ctia sw ddng cam vi twong quan bién tong cua bién “DB3.1

thai do cua nhan vien nha hang luon lich su, vui ve va ton trong voi khach hang” bé

hon 0.3 nén bién nay bi loai.

Reliability Statistics

Cronbach's N of Items

Alpha

732 4

DB3.2: nhan vien nha hang luor] lang nghe, giai

quyet cac thac mac va yeu cau gua khach hang

DB3.3:nhan vien nha hang c6 dy trinh do, chuyen

mon khi giai quyet van de

DB3.4: nhan vien nha hang phuc vu khach

hang nhanh chong, chinh xac

DB3.5: quy khach hoan toan tij tuong vao nhan

vien phuc vu

Scale Mean if Scale Variance if Corrected Item- Cronb
Item Deleted Item Deleted Total Correlation if Ite
13.93 2.753 152

13.01
2.241 .594
13.96
2.428 .386
13.01
2.134 .653
13.82
2.551 .360
Item-Total Statistics
Scale Me n if Scale Variance if Corrected ltem- Cronbact
Iltem Deleted Iltem Deleted Total Correlation if ltem L
10.01 1.550 .683
10.95 1.843
.350
10.01 1.456
.749
10.81 1.898
.365
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Sw dong cam

Reliability Statistics

| ‘ N of Items
Cronbach's Alpha

.903

Item-Total Statistics

Scale Mean if Scale Variance if Corrected Item- Cronb
Item Deleted Item Deleted Total Correlation if Itel
8.71 1.162 .892
DC4.1: nhan vien nha hang the hien su quan tam 8.7
den khach hang . 1284 669
DC4.2: nhan vien nha hang to ra quan tam khi nhan
thay thai do khong hai long cua khach hang 8.73
) 1.136 .879
DC4.3: nhan vien nha hang chu y den nhu cau phat
sinh cua quy khach trong qua trinh su dung dich vu an
I'uong
Tinh hiru hinh
Reliability Statistics
| ‘ N of Items
Cronbach's Alpha
| | 6
759
HH5.5 thuc don cac mon an
phong phu va da dang
HH5.4: cac dieu kien vat chat,
HH5.1: trang phuc cua nhan vien nha hang gon phuong tien bat mat, loi cuon
gang, lich su
HH5.6 dia diem nha hang

HH5.2: nha hang co khung canh dep, khong gian
_thuan tien

rong rai, thoang mat

HHS5.3:cach bo tri nha hang

hop ly dap ung nhu cau su

dung cua quy khach
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Item-Total Statistics

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com

Scale Me n if Scale Variance if Corrected lter
Iltem Deleted Iltem Deleted Total Correlati
18.07| 7.357 J

18.62
7.593 .€

18.79

18.04

19.11

18.60

8.487|

7.555]

8.673

9.638

.566

.718

.326

.159
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Kiém dinh lai d6 tin cdy cta tinh hiru hinh vi twong quan bién téng cua bién “HHS5.6

dia diem nha hang thuan tien” bé hon 0.3 nén bién nay bi loai.

Reliability Statistics

Cronbach‘L
Alpha

813

HH5.1: trang phuc cua nhan vien nha hang gon

gang, lich su HH5.2 nha hang co khung canh

de nha
P, han
kh g
on hop
g ly
gia dap
n ung
ro nhu
ng cau
rai, su
tho dun
an g
g cua
ma quy
t khac
h
HH5
.3:c
ach H
bo 5

tri

v g0 "=

Item-Total Statistics

Scale Mean if Scale Variance Corrected Item - Cronba
Iltem Deleted if Item Deleted Total Correlation Alpha if
Delete

14.43] 5.911 770

[o TN ]

Q

=)

O I I «
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o 14.97 6.134 .645 .762
n

9

.t 1515 7.025 571 .787
i

e

n 14]39 6.146 734 737
b

a

t 1546 7.069 .352 .857
m

a

t

I

o

i

c

u

° |

n !

4. Phan tich nhan t6

Phan tich EFA lan 1 ‘ 177
KMO and Bartlett's Test
| . 1757.980
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. | |
| . 210
Approx. | |
. Chi-Square .000
Bartlett's est of Sphericity df
Sig.
2
Compon ent

I_
1
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Variance | e % | | Variancel e %
Total Variance Explaine[ 3 584 17.544 17.544 | 3.684 17.54 17.544
Initial Eigenvalues Extraction Sums of | 3504 | 15450 32.994 | 3.244 15.4521 32.994
Loadings
| Totall % of | Cumulativl Total | % of |
92
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11.980 44.974| 2602 12.390  40.704
3 25
4 2.1
10.276 55250 2.310 10.999  51.703
5 1.6 | |
6 1.0
. 9 | 7778 53027 2296 | 10.934 62.637|
8 8 |
9 7 4850 67877 1100 5.240 67.877
10 .6
11 5
12 5
13 4
14 4
15 4
16 3
17 3
18 2
19 .0
20 .0
21 .0
Extraction
Method:
Principal
Component
Analysis.
Rotated Component Matrix®
phu va da nhu Jau cu the ve cap dich
dang su dung thoi gian vu an 1 |
cua quy su dupg uong
HH5.1: HHS.2: khach dich \Ju 898
trang nha hang C1.4:
phuc co khung HH5.4: C1.2: nha
cua canh co so vat nha hang 879
nhan dep, chat, hang oung
vien nha khong trang thong cap dich 790
hang gian rong thiet bi bao kip
i ) vu dung
gon rai, phuc ju thoi cho
i nh
gang, thoang an uong quy ! 794
. ; ; nhung
lich su mat hien qai khach
ve |su gi |da
HH5.5 HH5.3:c C1.1: cham hua l43s
thuc don ach bo khach tre trong
cac mon tri  nha hang nhan cong
an pho g hang duoc viec
hop ly nhung cung
dap ung thong tin
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Component
2 | | 5 6

-.385

.804

.780

.738
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C1.3: nha hang cung cap dich vu an uong .706
theo yeu cau ngay tu lan dau tien
C1.5: quy khach cam thay an toan khi su .667
dung dich vu an uong tai nha hang
DC4.1: nhan vien nha hang the hien su quan .956
tam den khach hang

DC4.3: nhan vien nha hang chu y den nhu
cau phat sinh cua quy khach trong qua trinh .950
su dung dich vu an uong

DC4.2: nhan vien nha hang to ra quan tam
khi nhan thay thai do khong hai long cua .815
khach hang
DB3.4: nhan vien nha hang phuc vu khach .929
hang nhanh chong, chinh xac

DB3.2: nhan vien nha hang luon lang nghe,

giai quyet cac thac mac va yeu cau cua 912
khach hang
DB3.3:nhan vien nha hang c6 du trinh do, .537

chuyen mon khi giai quyet van de

KN2.4: thuc don thuong xuyen thay doi, c6

them nhieu mon moi dap ung nhu cau cua .766
khach hang

KN2.2: luon duoc don tiep mot cach nong .745
nhiet

KN2.1: khi quy khach can su giup do, nhan

vien san sang dap ung mot cach nhanh 737
chong
KN2.3: nhan vien nha hang khong to ra qua .680

ban ron de khong dap ung yeu cau cua khac
DB3.5: quy khach hoan toan tin tuong vao .408 .656

nhan vien phuc vu

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.
Loai bién “DB3.5: quy khach hoan toan tin tuong vao nhan vien phuc vu” ta chay lai lan 2
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Phan tich EFA 1an 2

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Approx. Chi-Square
'| Bartlett's Test of Sphericity df

| Sig.
. — Total Varian Rotation Sums of ’Squared
Compo Initial Eigenvalues Extrac
nent I
_Loadings
% of Cumulativ Total % of Cumulativ]
Total
Variance e% Var a ce e %
| | 3.056 15280 15.280
; 2:;:: 18.263 18.263| 2.877 14.387 29.666
3 0 516 | 34,249 2.588 12.938 42.605]
15.986 2.317 11.583 54.188
4 2.025 | 46.827 | 2173 10.865 65.053
5 1.620
6 964 12.578 56.952
7 870 | 65.053
8 .806 10.125
9 .684 |
10 .601 8.101
11 .587
12 .505
13 449
14 421
15 .368
16 331
17 .243
18 .078
19 .049
20 .033
Extraction Method:
Principal Component
Analysis.
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Rotated Corr_|po|1ent Matrix?

giai quyet
van de

=N

cap dich vu doi, c6 them
an uong nhieu mon
moi dap ung
HH5.1: C1.4: nha nhu cau cua
trang hang cung khach hang
phuc cap dich vu KN2.2: luon
cua dung nhu duoc don
nhan nhung gi da tiep mot
vien hua cach nong
nha nhiet KN2.1:
hang C1.3: nha khi quy
gon hang cung khach can
gang, cap dich vu su iup do,
lich su an uong nhan vien
theo yeu san sang
HH5.5 thuc cau ngay tu dap ung mot
don cac lan dau tien cach nha h
mon an chong
phong phu C1.5: quy
va da dang khach cam KN2.3: nhan
HH5.2: nha thay an vien nha ha
hang co toan khi su gkhogtora
khung canh dung dich qua ban ron
dep, khong vu an uong de khong
gian rong tai nha dap ung yeu
rai, thoang hang cau cua
mat khac
DC4.1:
HH5.3:cach nhan vien DB3.4:
bo tri nha nha hang nhan
hang hop ly the hien vien nha
dap ung nhu su quan hang
cau su dung tam den phuc vu
cua quy khach khach
khach hang hang
nhanh
HH5.4: co so DC4.3: nhan chong,
vat chat, vien nha chinh
trang thiet bi hang chu y xac
phuc vu an den nhu cau
uong hien dai phat  sinh DB3.2:
cua quy nhan vien
C1.1: khach khach trong nha hang
hang nhan qua trinh su luon lang
duoc nhung dung dich nghe, giai
thong tin cu vu an uong quyet cac
the ve thoi thac mac
g?an su dung QC4.2: nhan va yeu
dich vu :ée:gntr;ara cau cua
C1.2: nha quan tam khi khach
hang
hang thong nhan thay DB3.3:nha
bao kip thoi thai do o
cho quy khong hai nvien r,]ha
khach ve su long cua hang co
cham tre khach hang du trinh
trong cong KN2.4: thuc do,
viec cung don thuong chuyen
xuyen thay mon khi

Extraction
Method:
Principal
Component
Analysis.

Rotation
Method:
Varimax with
Kaiser
Normalization.

a. Rotation
converged in
5 iterations.

.739

465

.890

.870

.794

.809

.790

.730

.702

.661
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Component

I 3|

.954

.948

.816

Cronbach’s Alpha nhan t6 “Tinh hiru hinh” sau khi phén tich EFA

4 |

.765

747

741

.682

Reliability Statistics

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com

Alpha

Cronbach'L

|

b

.942

.939

521

.857
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HH5.1: trang phuc cua nhan vien nha hang gon

gang, lich su

HH5. 11.83
2 nha
hang
co

khun

g
canh

12.01

11.25

dep,
khon
g
gian
rong
rai,
thoan

g mat

HH5.3:cac
h bo tri nha
hang

hop ly dap
ung nhu
cau su

dung cua
quy khach

HHS5.5 thuc
don cac
mon an

phong phu
__va dadang

4.059

4.906

3.922

Item-Total Statistics

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Scale Mean if Scale Variance if Corrected Item- Cronb:
Iltem Deleted Iltem Deleted Total Correlation if Iter
11.29 3.776 .826

.651

.842

.878

772

Cronbach’s Alpha nhan td S dam bao sau khi phan tich EFA

Reliability Statistics

Cronbach's

Alpha

.757)

N of Items

Tham khio mién phi céc tai liéu khéc tai luanvantot.cgm
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DB3.2: nhan vien nha ha g

luon lang nghe, giai quyet cac

thac mac va yeu cau cua

khach hang

DB3.3:nhan vien nha hang c6
du trinh do, chuyen mon khi

giai quyet van de

DB3.4: nhan vien nha hang
phuc vu khach hang nhanh

__chong, chinh xac

Item-Total Statistics

Scale Mean if

Scale Variance if

Cronbach's Alpha if Item Deleted

Iltem Deleted Iltem Deleted
6.89 .874
7.84 1.129
6.89 .834

512

.952

472

97
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5. One Sampel T- Test

Sw tin cay

One-Sample Statistics

N _ Nlean _ Std. Devizltion Std. EIrror Mean

C1.1: khach

hang nhan 150 3.83 1.028 084

. duoc nhung

thong tin cu the
ve thoi gian su

dung dich vu
150 3.93 .875 .071

C1.2: nha hang
thong bao kip
thoi cho quy

khach ve su 150 3.52 .939 .077
cham tre trong

cong viec cung
cap dich vu an 150 3.79 .980 .080

uong

C1.3: nha hang 150 3.67 .807 .066
cung cap dich

vu an uong theo
yeu cau ngay tu

lan dau tien

C1.4: nha hang
cung cap dich
vu dung nhu
nhung gi da hua
C1.5: quy khach
cam thay an
toan khi su dung
dich vu an uong

| tai nha hang

One-Sample Test

C1.1: khach hang nhgn duoc
nhung thong tin cu the| ve thoi

gian su dung dich vu

Tham khio mién phi céc tai |Iiéu khac tai luanyantot.com
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Test Value

df Sig. (2- Mear

tailed) Differer

149 .000

9.848

C1.2:

nha 12.964 149 .000 .927 .79

hang

thon

bao
kip
thoi

.781 149 .0po .520 137

cho
quy
khac
h ve
su
cham
tre
trong
cong
viec
cung
cap
dich
vu an

uong

C1.3:
nha
hang
cung
cap dich
vu an
uong
theo
yeu cau
ngay tu
lan dau

tien
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1.07 .67
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C1.4:
nha

hang
cung

cap

dich 10.221

vu

D.82 149

149

dung
nhu
nhun
g g
da

hua

C1.5:
quy
khach
cam
thay an
toan khi
su dung
dich vu
an uong
tai nha

_hang

Kha nang dap ung:

787

One-Sample Statistics

p3

p4

.94

.80

KN2.1: khi quy
khach can su
giup do, nhan
vien san sang
dap ung mot

KN2.4: thuc
don thuong
xuyen thay doi,
c6 them nhieu
mon moi dap
ung nhu ktau

cach nhanh
chong KN2.2:
luon duoc don
tiep mot cach
nong nhiet

KN2.3: nhan
vien nha
hang khong
to ra qua ban
ron de khong
dap ung yeu
cau cua khac

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com

cua khagh
hang

Mean

150

150

150

150

3.57

3.60

3.30

3.35

Std. Deviation

993

003

145

794
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Std. Error Mean |

.081

.082

.094

One-Sample Test

.065

df

KN2.1
: khi
quy
khach
can su
giup
do,
nhan
vien
san
sang
dap
ung
mot
cach
nhanh
chong
KN2.2
: luon
duoc
don
tiep
mot
cach
nong
nhiet

KN2.3:
nhan
vien
nha
hang
khong
toa
qua
ban ron
de
khong
dap
ung
yeu
cau
cua
khac
KN2.4:
thuc

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com

don

thuong 6.991

xuyen
thay

doi, co

them
nhieu
mon
moi
dap
ung
nhu
cau
cua
khach
hang

7.324

3.208

5.346

149

149

149

149

Test Value = 3

Sig. (2-

tailed)

‘ Mean

Difference

.000

95% Confidence

Interval of

the Difference

Lower | Upper

.567

.600

.300

.347
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0 Sw dam bao:

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean
DB3.2: nhan vien nha hang
luon lang nghe, giai quyet cac 150 3.92 537 .044
thac mac va yeu cau cua
khach hang
DB3.3:nhan vien nha hang c6
du trinh do, chuyen mon khi 150 2.97 .590 .048
giai quyet van de
DB3.4: nhan vien nha hang
phuc vu khach hang nhanh 150 3.92 .550 .045
chong, chinh xac
One-Sample Test
| Test Value = 3
i t df Sig. (2-tailed) Mean 95% Confidence Interval of
‘ Difference the Difference
I | | | Lower Upper
hang
DB3.2: cé du
trinh
nhan & 20.964 149 .000 .920 .83
vien
chuyen
nha mon
hang khi giai
luon quyet
van de
lang 19.846 149 040 627 p2
nghe,
giai DB3.4:
nhan
quyet vien
cac nha
thac hang 20.494 149 000 92h B3
mac va phuc
vu
yeu khach _— _— —
cau
hang
cua nhanh
khach chong,
hang chinh
_xac
DB3.3:
nhan
vien
nha
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Sw dong cam:

One-Sample Statistics

| N Mean Std. Deviation Std. Error Mean

dich vi

DC4.1: an uorlg 150 4.38 .564

nhan
vien
nha
hang 150 4.35 604
the
hien su
quan
tam

den 150 4.35 581
khach

hang

DC4.2:
nhan vien
nha hang
tora
quan tam
khi nhan
thay tha
do khong
hai long
cua
khach
hang

DC4.3:
nhan
vien nha
hang chu
y den
nhu cau
phat sinh
cua quy
khach
trong qua
trinh su

dung
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o~ O
© b~ O-

DC4.1: nhan vien nha hang the hien su quan tam
den khach hang DC4.2: nhan vien nha hang to ra
quan tam khi nhan thay thai do khong hai long cua
khach hang DC4.3: nhan vien nha hang chu y den

nhu cau phat sinh cua quy khach trong qua t inh su

| dung dich vu an uong

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com

~hoO-

One-Sample Test

I Test Value = 3

t df Sig. (2 - Mean 95% Confic
tailed) Difference the C

' Lower
| 29.985 149 .000 1.380 1.2!

27.463 14 .00 1.353 1.26
28.535 149 .000 1.353 1.2€
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One-Sample Statistics

N Mean Std. Deviation Std. Error Mean

DC4.1: 150 4.38 .56

nhan

o~ O

vien
nha
hang 150 4.35 604
the

hien su

quan

© b~ O-

tam
den
khach 150 4.35 581

hang

DC4.2:

nhan vien

nha hang

~Nbh O

to ra quan
tam khi
nhan thay
thai do
khong hai
long cua
khach
hang

DC4.3:

nhan vien

nha hang
chuyden
nhu cau
phat sinh
cua quy
khach
trong qua
trinh su
dung dich
vu an

uong
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I _ One-Sample Test

DC4.1: nhan vien nha hang the hien su quan tam
den khach hang DC4.2: nhan vien nha hang to ra
quan tam kh

7.170 149

nhan
thay
thai do
khong
ha

7.450 149

long

cua
khach
hang
DC4.3:
nhan
vien
nha
hang
chuy
den
nhu
cau
phat
sinh
cua
quy
khach
trong
qua
trinh
su
dung
dich
vu an

uong

Tham khio mién phi céc tai liéu khéc tai luanvantot.com

.00

.000

I Test Value = 4
t df | Sig. (2 -tailed Mean 95% Conf
Difference the
' Lower
8.257 149 .000 .380
.353 .26 45
.358 .26 45
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Phwong tién hiru hinh

One-Sample Statistics

N MJan ) Std. Deviatian Std. Errc]r Mean
HH5.1:  trang
__phuc cua nhan 150 417 17 067
vien nha hang
gon gang, lich
su
150 3.63 .863 .071
HH5.2: nha
hang co khung
canh dep,
khong gian rong 150 3.45 .701 .057
rai, thoang mat
HH5.3:cach bo 150 4.21 .788 .064

tri nha hang

hop ly dap ung
nhu cau su

dung cua quy
khach
HH5.5 thuc don

cac mon an

phong phu va

~_da dang
One-Sample Test
Test Value =3
df Sig. (2 -tailed) Mea 95% Confidence
Interval of
Difference
.| . | | the Difference
Lower
Upper
nha HH5.2 dep, thoan nha hu
HH5.1: hang :nha khong g mat hang au
trang gon hang gian hop u
phuc gang, co rong HH5 ly dung
cua lich su khung rai, 3:ca dap cua
nhan canh ch ung quy
vien bo tri

Tham khio mfén phi céc tai liéu[ khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

khac

HH5

thuc
don
cac
mon
an

phon

phu

va

da
__dang

17.586

18.747

.889

1.923

149

149

149

149

Tham khio mién phi céc tai liéu khéc tai luanvantot.com

.000

1.173

.62

45

1.207

1.04

B4

1.31

1.33

77

.57
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Danh gia chung

One-Sample Statistics

— N Mean Std. Deviation -
|_ 150 4.08 710 |
|— SHL One-Sample Test -
I_ Test Value = 3
t ‘ df Sig. (2-tailed) Mean Difference ‘
| _— | —I— ‘ Lower |Up |
. 18.639 149 .000| 1.080 | per )
s | |
.97
1.19
o« A = ’s K R
6. Kiém dinh phan ph6i chuan
Descriptive Statistics
| | N | Skewness Kurtosis
.| Statistic Statistic Std. Er Statistic Std. Error
C
-.275 .543 .394
150 506 -.565 394
KN
| -.326 1.747 .394
150 -.272 209 394
| DB -.225 -.050 394
150 ‘ |
DC
| 150
HH
| 150
_Valid N (listwise)
150

7. Kiém dinh gia thuy é t mé hinh nghién ciru thong qua phén tich hoi quy

Model Summaryb

Std. Error of the

Estimat

Durbin-Watsor

R ' R Squdre Adjustdd R
Model Square
1 6442 _
a. Predictors: (Constant),
HH, C, KN, DB, DC

Tham khio mién phi céc tai liéu khéc tai luanvantot.com
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‘ .661 1.645|

ANOVA?
Sum-ef-Seqtiares Mean Square | F Sig. |
l Model df . |
| . 12.082 | 2.416 5.527 000°
Regression | 5 | ‘ I
| 62.958 | 437 | |
1 R | 144 | '
e 75.040 |
s 149
i
d
u
a
|
T

a. Dependent Variable: SHL

b. Predictors: (Constant), HH, C, KN, DB, DC
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Standardized J:oefficients t

Coefficients?

Model

|

Sig.

Collinearity Statistics

Std. Error Beta | Tolerancel VIF
_ , | | 3292 ‘ .oo1| |
(Constar 731 | 76 975 1.025
I C | 023 .302 ‘ 003| ' | -
l 1 KN 113 | 3.154 | .ooj '976| 1'0.24
I DB | 244 arr \ -04 | .960| 1'0.42
'I DC 108 | ' | ' gl '949| 1,054
! HH | -.271 1.984 ‘ -022| .958| 1.044
I - 095 | 2.311
| 155
 Deperden B .
_ 112
Collinearity Diagnostics®
ConditiorL Ve ‘
I Model Dm (Constant C . DC ‘ HH
" Index 1 J
—L 00| | 00 | 00
I*' N N N
1.000 .00
| ° | I 2 20 37
i ’ 15.863 o | 12 | | |
I 1 g | .00 I Zl | | 26 | 10
I ) 16.328 01 l a | _ Y .
I | .00 | ' | '
17.606
99
a. Dependent | | 03 | 00
Variable: SHL 17.734
| _ .04 _ 25
36.439
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PHIEU KHAQO SAT
Mai phiéu:...
Kinh chao quy khach!

T6i 1a sinh vién truong Pai Hoe Kinh Té Hué. Hién nay t6i dang nghién ctru dé
tai “Mot s6 giai phap nh Am nang cao ch it lwong dich vu in udng tai nha hang
Zucca Restaurant”. Rat mong quy v i danh chut th 0i gian quy bau ¢ ta minh giup d&
t6i b dang cach tra 101 nhitng cau hoi dudi ddy. Toi xin cam két nhitng thong in cta quy
khach cung cap s& dugc bao mat va chi sir dung vao muc dich nghién cir u.

Xin chan thanh ¢ am on!

sk sk sk sk sk sk sk sk

PHAN I: THONG TIN CHUNG

Cau 1: Quy khach th wong di dn nha hang vao thoi gian nao trong ngay?

0 Bubi tdi (17h- 22h) 0 Budi trua (11h-17h)
Céu 2: Day 12 lan thir bao nhiéu quy khach s i dung dich vu in udng tai nha
hang?

0 Lan dau tién 0 Lan tha 2 0 Trén 2 lan

Ciu 3: Ly do nao 1a quan tr ong nhét anh huéng dén viéc lwa chon sir dung dich

vu dn udng tai nha ha ¢ ta quy khach?
0 Gié ca ré, phu h ¢p voi mtrc thu nhap
0 Thyc don da dang
0 Phuc vu nhiét tinh
0 Thanh todn nhanh
0 Chat luong san pham tot
0 Quéng c4o, khuyén mai hap dan

0 Nhan vién than thi én

Cau 4: Quy khach cé y dinh tiép tuc sir dung dich vu?

o Co 0 Khong
Tham khdo mién phi cac tai liéu khéc tai luanvantot.com
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Ciu 5: Qiiy k héch bi ét dén va s & dung dich vu in udng ciia nha hang théng

qua nguoén nao ?
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O Internet (tr trang Tripadvisor)

o Facebook, instagram

0 Tt nguoi than, ban beé

0 T sy gi6i thidu cua huéng dan cua cong ty du 1 ich, cac tai x é vv...
O Ngudn Khac (c..ooveeveneeeiin )

PHAN II: SU DPANH GIA CUA KHACH HANG V E CHAT LUONG DICH VU
AN UONG

Ciu 6: Qiiy khach hiy cho bi ét sy hai 1ong v & chit lwgng dich vu in udng cia

nha hang Zucca Restaurant b ing ciach khoanh tron m 6t trong nhirg ciu r 4 1oi

| P 3 4 s

1 Khéng dong ¥ |  Binh thuong DPdng ¥
Hoan toan
Hoan toan ddng
khong
dong

N

-

2
‘:ﬂ © | =
oy
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Noi dung khao sat

Do tin cay (C)
Quy khach nhan dugc nhitng thong tinc u-
gian su dung dich vu.

Nha hang thong bao k ip thoi cho quy khacl
cham tré trong cong vi éc cung cap dich vu

Nha hang cung ¢ ap dich an udng vu an uén
cau ngay tir lan dau tién

Nha hang cung ¢ 4p d i ch vu ding nhu nhit
htra.

Quy khach cam tha y an toan khi st dung ¢
uong tai nha ha g.

Kha nang dap wrng (KN)

Khi quy khach can sy gitip d&, nhan vién s an sang da
ung mot cach nhanh chong.

Quy khach ludn dugc don tiép mot cach ndng nhiét
(dugc chao don ngay ngoai nha hang).

Nhén vién nha hang khong bao gi ¢ t6 ra qua ban ron
de khong dap ung yéu cau cua quy khach .

Thuc don thuong xuyén thay doi, c6 thém nhi éu mén
moi la dap tng nhu cau cua khach hang.

Sw diam bdo (DB)

Thai do cua nhan vién nha hang ludén 1 ich su, vui vé v
ton tr ong voi quy khach.

Nhan vién nha hang ludn 1 ang nghe va giai quyét cac
thac mac, yéu cau cua quy khach .

Nhan vién nha hang c6 du trinh d9, chuyén mon khi
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giadi quy€t cac van deé.

Nhan vién nha hang ph uc vu quy khach nhanh chén;
chinh x4c.

Quy khach hoan toan tin tuéng vao nhan vién ph uc

Sw dong cam (DC)

Nhan vién nha hang ludn th é hién su quan tam dén
quy khach .

Nhan vién nha hang t 6 ra quan tam khi nhén thay th
do khong hai long ¢ uia quy khach .

Nhan vién nha hang luén chii y dén nhu cu phat sin
cua quy khach trong qua trinh quy khach sir dung dic
vu dn udng.

\Y4 Phuong tién hiru hinh (HH)

18 Trang phuc ciia nhan vién nha hang g on gang, lich su. 11 21 3] 4] 5

rai, thodng mat

19 [Nha hang c6 khung c anh dep; khong gian rong 1| 2| 3| 4| 5

20 | Céch b tri nha hang hop 1y dap tng nhu cau sir dung If 2| 3|1 4] 5

cua quy khach.

21 Co s& vat chat, trang thiét phuc vu an uéng I 2| 3|1 4| 5
hién dai.

22 | Thuc don cac mon an phong phu va da dang 1| 2] 3] 4| 5

23 | Dia diém nha hang thu 4n tién

VI [Sw hailong

an uong tai nha hang.

24 | Quy khach cam thay hai long v 6i chat luong dichvu | 1| 2| 3| 4| 5

PHAN III: THONG TIN CA NHAN

Xin quy khach vui 10 dié n mot s6 thong tin ( Moi thong tin ¢ ta quy khach s& duogc

bao mat mot cach tuyét doi).
Céu 7: Qudc tich:
0 Viét Nam

o Chau Au

Cau 8: Gioi tinh:
o0 Nam

Céu 9: D) tudi:

o Chau A

o Chau My

o Nu
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0 Dudi 18 tudi o Tir 18 tudi dén 30 tudi

o Tir 30 tudi dén 45 tudi o Tir 45 tudi dén 60 tudi

108
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0 Trén 60 tudi

Céu 10: Nghé nghiép:

0 Hoc sinh/ sinh vién 0 Nhan vién van phong
0 Cong nhan 0 Can bd, nhan vién nha nudc
o0 Huu tri oKhéc (coovevveineiiii )

Céu 11: Thu nh p binh quan hing thang:
0 Dudi 2 triéu 0 T 2 dén 7 triéu
o Tur 7 dén 10 triéu o Tir 10 dén 15 triéu
0 Trén 15 triéu

Xin Chdan Thanh C am On!
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SURVEY

Dear Sir/ Madamn!

I am a student of Hue College of Economics. Currently, I'm researching the topic
""Some solutions to improve the quality of food service at Zucca Restaurant" . |
hope you spend some of your precious time helping me by answering the questions
below. I undertake that your information will be kept confidential and used only for
research purposes.

Thank you very much. Have a good meal!

sk sk sk ok sfe s sfe e sk skesk sk skosk sk

PART I: GENERAL INFORMATION
Question 1: What time do you usually eat your meal in a day?
o Evening (17h - 22h) o N on (11h-17h)
Question 2: How many times have you v s ted Zucca Restaurant
O The first time 0 Second time O More than two times

Question 3: What is the most important reason that affects the selection of
services in your restaurant?

0 The price is cheap, in 11 e with the income level
o Diverse menu

o Serve enthusiastically

o Fast payment

0 Good product quality

O Advertising, promotion attractive

0 Friendly staff

O Other (cvveeeeieeeeiieeeieeeee, )

Question 4: Do you intend to continue using the service?
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O Yes o No
Question 5: How do you know and use restaurant services?
O Internet (from Tripadvisor site)
0 Facebook, instagram
0 From relatives, friends
0 From the introduction of travel company guides, drivers etc...
m© 1115 o G )
PART II: CUSTOMER ASSESSMENT OF QUALITY OF EATING SERVICES

Question 6: Please tell us about the quality of Zucca Restaurant's catering service
by circling one of the answers.

| ) [ 3 | 4 | 5
1
Disagree Normal Agree Totally
Total agree
ly
disagr
ee
— 7
IT 8
1 D
9
1
2
3
4
5
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Survey content

Reliability (C)

You receive specific information about s
usage time.

The restaurant promptly informs you about
in providing cateri g services.

The restaurant offers food and beverage on
from the first time

The restaurant offers the service exactly
p omised.

You feel safe when using food service at the
restaurant.

Responsibilty (KN)

When you need help, staff are ready to respond
quickly.

You are welcomed warmly (welcome outside the
restaurant).

Restaurant staff are never too busy to meet your
requirements.

The menu is constantly changing, there are more
novelties to meet the needs of customers.

111

Tham khdo mién phi cac tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

\ Assurance (DB)

I

10

Attitude of the restaurant staff is always polite, fun
and respectful to you.

11

Restaurant staff always listen to and resolve the
questions, requests of customers.

Restaurant staff have the qualifications and
expertise when solving problems.

12

Restaurant staff serve you fast, accurate.

You absolutely trust the service staff

Empathy (DC)

Restaurant staff always show interest to you.

Restaurant staff are concerned when you find the
attitude of dissatisfaction of customers.

Restaurant staff always pay attention to the needs
of customers in the process of using the food
service.

Tangible Media (HH)

p— — o) »—a_r—a
Had 3

The clothes of the restaurant staff are neat and
polite.

17

The restaurant has beautiful views; wide space
Spacious, cool

The restaurant layout reasonable to meet the needs
of customers.

f

Facilities, equipment for ¢ tering modern.

Menu dishes rich and varied

18

Convenient restaurant location

Satisfaction (SHL)

19

You are satisfied with the quality of food service at
the restaurant.

o] 2]

[\
[98)

T

S

| =]

PART I1I: PERSONAL INFORMATION

Please fill in some information (your information will be kept absolutely confidential).
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Question 7: Where are you from?

O Vietnam O Asia
o Europe O America
0 Other (cvveeveeeveeeeeeiee e e )
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Question 8: Gender?

o Male o Female
Question 9: Age?

0 Under 18 years old o 18 - 30 years old
0 30 - 45 years old O 45 - 60 years old
0 over 60 years of age

Question 10: Occupation?

0 Student / Student 0 Office worker
o Worker O State officials and employee
0 Retirement 0 Other (coveeeeeveeenne . )

Question 11: Monthly income?

0 Under 2 million o Between 2 and 7 million

o Between 7 and 10 million o Between 10 and 15 million
o over 15 million

THANK YOU VERY MUCH!
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