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Tém tit

Nghién citu nay diuogc thuc hién véi muc tiéu nhdm xdc dinh, kiém dinh va do luong mitc do dnh
hudng ciia cdc yéu to dnh hudng dén quyét dinh lya chon dich vu van chuyén hang khong trong du lich
ciia nhéan vién vin phong tai TP. H6 Chi Minh. Két qud nghién citu cho thdy, Quyét dinh lua chon dich
vu vén chuyén hang khong trong du lich chiu tdc dong béi 6 nhan té, bao gom: (1) Co sé vt chdt, (2)
Gid vé dich vu, (3) Gid tri thwo’ng hiéu, (4) Thdi do phuc vu, (5) Su thudn tién , (6) Do tin cdy. Trén co
s& nghién citu, nhém tdc gid dé xudt mot s6 ham ¥ qudn tri nhdm ndng cao quyet dinh lua chon dich
vu van chuyén hang khong trong du lich ciia nhan vién van phong tai TP. H6 Chi Minh.

T khéa: dich vu vin chuyén hang khong, du lich, nhan vién van phong, TP. H6 Chi Minh

Abstract

This study was conducted with the aim to identify, test and measure the influence of factors affecting
the decision to choose air transport services in tourism of office workers in Ho Chi Minh City. The
research results show that the decision to choose an air transport service in tourism is influenced
by 6 factors, including: (1) Facilities, (2) Service fares, (3) Brand value, (4) Service attitude, (5)
Convenience, (6) Reliability. On the basis of the research, the authors propose some managerial
implications to improve the decision to choose air transport services in tourism of office workers in

Ho Chi Minh City.
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GIOI THIEU

Tir dAu nim 2020 dén nay, dich bénh Covid-19 da
4nh hudng d&n kinh t& toan ciu, dic biét 1a thi trudng
hang khong trong va ngoai nudc, nén thi trudng van
tdi hang khong Viét Nam dd gidm manh so véi céc
nam tru§c. Tuy nhién, theo du bdo thi nganh du lich
va thi trudng hang khong sé& bung nd sau khi dich bénh
Covid-19 dudc kiém sodt va khong ché ¢ trong nudc
va trén th€ gidi (Cuc Hang khong Viét Nam, 2021). Vi
vay, @€ chuin bi cho su phuc hdi ctia nganh hing khdng
va dé€ khach hang lua chon dich vu van chuyén hang
khong trong du lich, thi cic hing hang khdng cin ddm
bao chat lugng dich vu va phuc vu khdch hang trong
thdi gian t§i, hoan thi€én cic khau trong qua trinh van
hanh tir thé ché€ quan 1y, chinh siach dén dau tu co s& ha

tang va cat chit ki thuat, quan ly gio bay
dé€ khong xay ra tinh trang cham tré hoic
hily gid bay cho dén viéc phuc vu cic
nhém khach hang khich nhau nhu ngudi
cao tudi, trung nién hay tré em hoic cic
doi tugng khdch nhu thuong gia, nhan
vién van phong hodc cdong nhin vién
chdc... Chinh vi vy, viéc nghién cttu cic
y&u t& Anh hudng d&€n quyét dinh lura chon
dich vu van chuyén hang khong trong du
lich: Trudng hdp nghién ctu nhan vién
vin phong tai TP. H6 Chi Minh nhim tim
ra cdc yéu td va mitc do dnh hudng ciia
cic yéu td dén quyét dinh lya dich vu van
chuyén hang khong trong du lich, tir d6
dé xudt mot s6 ham y quan tri gitp phat

*Trudng Khoa Quan trj Du lich - Nha hang - Khach san, Trudng Pai hoc Céng nghé TP. H4 Chi Minh
**Trudng B6 mén Du lich — Khach san, Trudng Cao Dang Ly Ty Trong TP. H6 Chi Minh
Ngay nhdn bai: 27/8/2021; Ngay phdn bién: 30/8/2021; Ngay duyét dang: 6/9/2021
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trién loai hinh van chuyén hang khong
trong du lich ngay mot t&t hon.

CO SG LY THUYET VA PHUONG
PHAP NGHIEN CUU

Co s6 ly thuyét va mé hinh nghién
ciu dé xuat

K&t qud nghién ctu clia Nadiri va
cong su (2008) cho thay, ¢6 7 yé&u to chat
lugng dich vu hang khdng 4nh hudng dén
xu huéng Iya chon dich vu hang khong tai
ddo Sip, d6 1a: (1) Co s3 vat chat trén may
bay, (2) Cd s& vat chat § nha ga, (3) Thdi
dd phuc vu ctia nhan vién, (4) Tinh dong
cdm, (5) Hinh 4nh clia hing, (6) Quyét
dinh Iya chon, (7) Su truyén miéng.

Mot nghién ctu khac cta Jager vao
Van Zyl (2013) dudc thuc hién nhim x4c
dinh cédc y€&u t6 4nh hudng d&€n xu huéng
Ia chon dich vu d6i v6i hanh khach di
cdc chuyén bay noi dia & Nam Phi va
tir @6 d€ chuin héa nganh cong nghiép
hang khong ndi dia tai Malaysia. Nghién
cttu da k€t luan c6 4 yé&u to tdc dong dén
xu hudng lya chon dich vu hang khong
bao gébm: (1) Sy thuan tién khi dit vé, (2)
Dich vu dugc cung cAp trén chuyén bay,
(3) Théi d6 phuc vu cta phi hanh doan;
(4) Thai gian ding lich trinh.

J Viét Nam, da c6 nhleu cong trinh
nghién ctu chi ra cdc y&u t& 4nh erdng
quyét dinh chon dich vu van chuyén
hang khong trong du lich nhu cda: Trinh
TG Anh (2015), Nguyén Thi Da Lam
(2016), binh Hung Giang (2015)... T co
s6 1y thuy€&t, nhém tdc gid thdo ludn va
trao ddi v6i cdc chuyén gia d€ xay dung
md hinh nghién cttu (Hinh) dva trén sy
k& thira ctia md hinh nghién citu nghién
cifu trudc d6 va c6 diéu chinh, bao gdm
6 yé&u t6 tdc dong nhu sau: (1) Co sé
vat chat, (2) Gid vé dich vu, (3) Gi4 tri
thuong hi€u, (4) Thai do phuc vu, (5) Sy
thuln ti€én , (6) DO tin cdy.

Céc gia thuy€t dudc dua ra nhu sau:

HI: Cd s& vat chat tic dong cung
chiéu (+) dén quyét dinh chon dich vu van
chuyén hang khong trong du lich ctia nhan
vién vin phong tai TP. H5 Chi Minh.

H2: Gi vé hop ly tic dong ciing chiéu
(+) dé&n quyét dinh chon dich vu van
chuyén hang khong trong du lich ctia nhan
vién vin phong tai TP. H5 Chi Minh.

H3: Gia tri thuong hi€u tic dong cung
chiéu (+) d&€n quyé&t dinh chon dich vu van
chuyén hang khong trong du lich clia nhan
vién vin phong tai TP. H6 Chi Minh.
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Sw than thién

Co s6 vat chét

HI(*) ‘ H5(+)
Gia vé dich vu H2(+)
\ Quyét dinh Irra chon dich vu
vén chuyén hang khong
/ trong du lich
Gia tri thwong hiéu
HA(+) ‘ H6(+)
Thai d§ phuc vu
Dj tin cay

H4: Thai @6 phuc vu tdc dong cuing chiéu (+) dén
quyét dinh chon dich vu van chuyén hang khong trong
du lich ctia nhan vién vin phong tai TP. H6 Chi Minh.

HS5: Sy thuin tién tic dong cing chiéu (+) dén
quyét dinh chon dich vu van chuyén hang khong trong
du lich ctia nhan vién vin phong tai TP. H6 Chi Minh.

H6: PO tin ciy tic dong cuing chiéu (+) d&€n quyét
dinh chon dich vu van chuyén hang khdng trong du lich
clia nhan vién vin phong tai TP. H6 Chi Minh.

Phudng phap nghién citu

Dir li¢u nghién cttu dugc thu thip theo phuong phap
chon méu thuén tién trong khodng thdi gian tif thdng
01-4/2021. Qué trinh thyc hién nghién ctu da c6 250
bang ciu hdi khdo sdt dugc phdt ra v4i v6i cdc nhan
vién van phong tap trung tai Quan 1, Quan 3 va quan
Binh Thanh trén dia ban TP. H6 Chi Minh thudng st
dung dich vu van chuyén bing dudng hang khong
trong du lich va cong viéc. Nhém tdc gia thu dugce 215
bang tra 16i hgp 1€. Thang do Likert 5 mitc do dugc st
dung dé do ludng cdc khdi niém nghién citu trong md
hinh phan tich nhan t& véi mic do tir 1 d€n 5 (1: Hoan
toan khong déng y d&€n 5: Hoan toan dong y) (Bai viét
sit dung cdch viét sé'thap phan theo chudn quoc té).

KET QUA NGHIEN CUU

K&t qua ki€m dinh d9 tin cay thang do Cronbach’s
Alpha

K&t qua & Bang 1 cho thdy, cdc thang do ctia nghién
ctiu déu c6 hé s6 Cronbach’s Alpha > 0.6 (ndm trong
khodng 0.740-0.895). Pong thdi, tuong quan giita bién
va t8ng déu 16n hon 0.3 (nhé nhat 1a 0.431). Nhu vy,
cdc thang do st dung trong dé tai la t6t va c6 thé chiap
nhan st dung d€ phan tich nhin t& kham phd (EFA)
trong buéc ti€p theo.

Phan tich EFA

Nhu vay, sau khi phan tich EFA cho cdc bi€n doc
1ap gdbm: 30 bi€n quan sit thudc 6 bi€n doc 1ap cho ta
thay, chi s6 KMO 1a 0.823 véi gi4 tri kiém dinh Sig

69

Kinh (€
va Dubao



BANG 1: KET QUA KIEM PINH BO TIN CAY THANG PO

Bartlett’s Test 1a 0.000 cho thdy, dit liéu
thich hgp d€ phan tich EFA, tuong ng

Bin Trung binh | Phwong sai | Twong | Cronbach’s ~H .
uan thang do thang do quan | Alpha néu v41 tong HhUO'ng sai trlcl} 1a 61.874 % (>
qsét néu néu bién bién 50%). Piéu nay cho thiy, dit liéu thich
loai bién loaibién | tong | nay biloai hgp d€ phan tich 61.874% bi€n thién cla
Crompa vt char nhin t6 ndy dugc gidi thich tot bdi cdc
ronbacn's Alpna = U. (g 2 9 ~ ~
CSVCI | 13.4977 17.503 0.738 0.873 bién quan st cua thang do, k€t hop cdc
CSVC2 | 134372 16275 | 0.857 0.845 h¢ s0 tai nhin to cta cdc bién quan st
CSVCs3 13.4837 17.849 0.725 0.876 1én nhan t6 ma né hoi tu déu dat yéu
CSVC4 13.5442 17.081 0.748 0.870 cau (> 0.5).
csves 13.5163 _18.157 0.645 0.893 Ti€n hanh phan tich EFA cho bi€n
Gia vé dich vu A~ A N .
Cronbach’s Alpha = 0.740 phu thugc gom 5 bi€n quan sit dugc
GVDVI1 12.0465 5.942 0.431 0.720 nhom thanh 1 nhan t6. HE s0 tai nhan to6
GVDV2 12.3488 4.901 0.618 0.647 (Factor Loading) déu > 0.5 nén ching c6
GVDV3 | 123767 5.554 0.467 0.708 ¢ ohia (hid
nghia thi€t thuc.
GVDV4 | 12.1163 5.384 0.584 0.665 y nghia thict thyfe
GVDV5 | 12.2651 5.869 0.420 0.724 A e )
Gid tri thwong hiéu Phan tich hoi quy va kiém dinh cac
Cronbach’s Alpha = 0.826 gia thuy€&t nghién cifu
GTTH2 | 12.6372 5.905 0.630 0.789 A AN
GTTH3 | 12.7395 5.932 0.640 0.786 hi¢u chinh 12 0.702 (> 0.4) hé s6 nay cho
GTTH4 | 125953 5.943 0.617 0.793 thay md hinh phtt hop véi dit lieu nghién
GTTHS 12.8000 5.824 0.597 0.800 cttu 6 muc kha tot, hé s6 nay c6 ¥ nghia
Thdi dg phuc vy l1a 70.2% bién thién cia Quyét dinh lya
Cronbach’s Alpha = 0.818 S Kt & o4 A AA
TDPVI | 12.6326 8.635 0.486 0.814 ICP on dugc gfa;l\thﬁCh tl?.tAbdl cac bﬁfn doc
TDPV2 | 12.4605 7.689 0.657 0.769 4p trong mo hinh nghicn cifu, phan con
TDPV3 | 12.5674 7415 0.671 0.763 lai la do cdc bi€n ngoai md hinh nghién
TDPV4 12.7767 6.698 0.701 0.753 ctu giai thich.
TDPV5 12.7628 7.845 | 0.542 0.802 K&t qui & Béng 2 ciing cho thiy, md
Sw thudn tién . - .. o
S hinh khong bi vi pham hién tugng da
Cronbach’s Alpha = 0.849 N » N . R
STTI | 13.1860 6.143 0.693 0.808 cong tuyén do h¢ sd phong dai phuong
STT2 13.3953 6.203 0.741 0.796 sai cac bi€n doc 1ap (VIF) déu nhd hon
gg nggg ggg; 8-;3(1) 8%2 2 (VIF bién thién tir 1.024-1.258). Do dé
STT5S | 13.3442 6.797 0.588 0.835 hién tigng da cong tuyén néu cd giifa
Dé tin ciy cdc bi€én doc 1ap 1a chap nhian dugc, vi
Cronbach’s Alpha = 0.837 khi VIF vugt qua 10 thi dé 1a dau hi€u
DTCI 12.9860 6.285 0.578 0.825 cua hién tugng da cong tuyén. Hé sd
DTC2 12.7907 5.839 0.777 0.763 Tolerance déu 16n hon 0.5 (nhd nhat 1a
DTC3 12.7163 6.531 0.697 0.791 0.923) cho thiv. kho S hien tuone d
DTC4 12.9116 6.791 0.592 0.817 :923) cho thay, khong c6 hién tudng da
DTC5 12.4279 6.807 0.573 0.822 cong tuyen xay ra. i
Quyét dinh lya chon Phuong trinh hdi quy tuyén tinh dugc
Cronbach’s Alpha = 0.861 trinh bay nhu sau:
ODLCI 12.7674 3.834 0.636 0.844 ODLC = 2.127E-017 + 0.335*CSVC
ODLC2 | 12.7814 3.854 0.687 0.830 . v
ODLC3 | 12.7674 3.955 0.648 0.840 + 0.358*GVDV + 0.283*GTTH +
ODLC4 12.7628 3.752 0.724 0.821 0.371*TDPV + 0.231*STT + 0.424*DTC
ODLCS 12.7721 3.756 0.703 0.826 (E dal dlél’l cho nhﬁ‘ng yé,u 16 chua
biét va sai so)
BANG 2: HE SO U6C LUGNG HOI QUY MO HiNH
Hé s6 chua chuin héa | Hé sé chuin héa Gid tri ¢ i Téong ké da cong tuy&n
Bié&n so Hé s6 B Sai s6 Hé s6 Beta tatn 18- Tolerance VIF
1 | Hingss |2.127E-017 038 .000 1.000
CSVC 335 .039 335 8.693 .000 934 1.035
GVDV 358 039 358 9.292 .000 954 1.028
GTTH 283 .039 283 7.348 .000 965 1.025
TDPV 371 .039 371 9.637 .000 965 1.067
STT 231 .039 231 6.000 .000 923 1.024
DTC 424 .039 424 11.007 .000 .960 1.034
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KET LUAN VA HAM Y

K&t ludn

K&t qud nghién cttu cho thiy, c6 6 y&u
t0 4nh huéng d&€n quyét dinh lya chon
dich vu van chuyén hang khong trong du
lich x&p theo miic dd gidm dan nhu sau:
(1) Bo tin cay; (i) Thai do phuc vu; (iii)
Gid vé dich vu; (iv) Co s vat chat; (v)
Gia tri thuong hi€u; (vi) Su thuan tién.

Mot s6 ham y

DPé€ nang cao quyét dinh chon dich vu
van chuyén hang khong trong du lich,
cdc nha quéan tri cic hang hang khong
cAn tap trung cdi thién 6 cic yéu to néi
trén nhu sau:

Yéu t6" Co sé vat chdt: Nang cap,
thay th€ va hién dai héa co s vat chat
ki thuat trang thi€t bi trong nganh hang
khong dan dung. Thudng xuyén kiém tra
va bdo tri, bdo dudng cdc trang thiét bi ki
thudt ciia cdc hang mdy bay bay chuyén
chd khach trong nudc va ngoai nudc
dé ddm bdo va an toan bay. Xay dung
va md rong c¢o sG ha thang hang khong
(sdn bay, dudng bay tai cdc sdn bay...)
nhim d4p ¢ng nhu cau van chuyén hanh
khach, hang héa bing dudng hang khong
ngay canh ting. Pong thdi xdy dung cic
dich vu cong cong va dich vu bd sung tai
céc san bay nhim ddp &ng nhu ciu lam
tha tuc, nghi ngoi, thu gidn, va chd dgi
céc chuyén bay...

Yéu 16’ Gid vé dich vu: Can duy tri
muc gid dich vu hgp ly, phu hgp véi
chat lugng clia cdc hang hang khong
trong nudc hi€én nay. Doanh nghi€p nén
ap dung cac mic gia linh hoat theo tiing
mua vu cu thé trong ndm, dua ra cic mic

TAI LIEU THAM KHAO

gid uu dii cho cdc ddi tugng khach du lich hién nay va
doanh nghiép ciing cin c6 nhiéu chuong trinh khuyé&n
mai, gidm gia vé dich vu tai cdc ching bay trong nudc
vio mua thap di€ém d€ kich cau du lich.

Yéu t6" Gid tri thuong hiéu: Ting cudng cdng tic
quang ba hinh anh cta cdc hang hang khong thong
qua cdc kénh quing cdo (4n phdm, truyén hinh, mang
x4 hoi...) nhim dua hinh 4nh dich vu van chuyén hang
khong ngay cing gan giii, gdn b6 v6i khach du lich nodi
dia khi quy&t dinh di du lich hién nay. Xay dung chién
lugc marketing, truyén thong ddm bao phit hgp vé6i xu
huéng méi va chi ti€t cho tirng phan doan thi trudng
muc tiéu cu thé d€ cic khach hang hi€u 16 hon vé cic
hang hang khong tir d6 ho c6 sy lya chon chinh xdc
nhat khi du lich.

Yéu 16’ Thdi dé phuc vu: Ting cudng cong tdc huan
luyén va dao tao cho titng c4 nhan, tip thé trao dodi ki
nang kinh nghiém phu vu khach hang. Thuéng xuyén
ki€m tra, 1y y ki€n khdch hang d€ khic phuc cdc han
ch€ va y&u kém, dong thsi phdt huy cdc thé manh clia
tirng nhan vién cling nhu cdc hang hang khong trong
qua trinh phuc vu khach hang.

Yéu 16 Su thudn tién: Tao nhiéu kénh ban hang truc
tuyén, dai ly, It hanh,.. v6i nhiéu hinh thiic thanh todan
khic nhau d€ khach du lich c6 thé mua vé bat ki lic
nao ma ho mudn mot cach dé dang va thuin tién nhat.
K&t hdp nhiéu dich vu v6i nhau thanh mot géi dich vu
dé khéch du lich thuin tién trong viéc di chuyén giita
cac dich vu véi nhau.

Yéu t6 B tin cdy: Cic nha quén 1y nén thudng
xuyén gip g8 va trao ddi, 14y y ki€n tir cac khich
hang d€ kip thsi giip d8 cdc khé khin, phan nan
va bt tién khi lya chon dich vu van chuyén bing
dudng hang khong d€ tao thién cdm véi khach hang.
Thudng xuyén tao cdc sy kién va cdc chuong trinh
ddnh gid chd't lugng dich vu bay véi sy tham gia clia
cdc chuyén gia trong va ngoai nudc d€ khach hang
an tAim ciing nhu gidi thiéu cdc sin phdm va dich vu
cla hing hang khong dén véi ta't cd cdc khdch du lich
dugc biét.d
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