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TOM TAT

Ngay nay, Spa khéng con la mgt loai hinh gidi tri, hay dich vu chdm
séc stec khoé don thudn, ma dd tré thanh mdt trong nhivng nganh “céng
nghiép khéng khéi” mang lai nhiéu lgi nhudn nhdt cho cdc nwéc trén
thé giéi. Viét Nam hién nay ndm trong khu vwe Chdu A Thdi Binh Dwong
la khu viee ¢6 tdc d6 tdang trwdng Spa cao nhdt thé gidi (vnba.vn, 2016).
Trwéc béi cdnh hién tai cta linh vwe Y hoc cd truyén, Céng ty Déng
Phwong C6 Truyén dd xdy dwng Mé hinh Spa tri liéu véi muc tiéu dwa ra
liéu phdp tri liéu toan dién hon trong nganh Y hoc c6 truyén. M6 hinh
Spa tri liéu két hop vira tri liéu vira ndng cao strc khée cho khdch hang
ddy nhanh tién trinh hoi phuc va hiéu qud tri liéu, dong thoi ¢é thé tim
lai dwoc trang thdi stkc khde tét. Stec khde méi chinh la muc tiéu cot 16i
ctia Y hoc cd truyén, va ciing la diéu ma bénh nhéan thuc sw mong doi
(Phan Cao Binh, 2017). Do dé, d€ ddp ttng dwoc sw hai long ctia khdch
hang, nhém tdc gid thwc hién dé tai ndy véi mong mudn tim kiém cdc
nhédn t6 dnh hwéng dén chdt lwong dich vu, cdi thién né va ndng cao
chdt lwong dich vu d€ phuc vu nhu cdu va théa mdn khdch hang méi
thdy sw hai long ctia nhiéu khdch hang hién nay.

ABSTRACT

Today, spas are no longer just a form of entertainment or health
care. However, spas have become one of the "smokeless industries” that
bring a lot of profits to countries in the world. Vietnam is one of the
countries in the Asia Pacific region that have the highest spa growth
rate in the world (vnba.vn, 2016). In the current context of traditional
medicine, Traditional Oriental Company has built a model of spa
therapy with the goal of offering more comprehensive therapies in
traditional medicine. The model of spa therapy combines not only
therapy but also health promotion for customers, accelerates the
recovery process, and the therapeutic effect, at the same time, it helps
customers to find back their good health conditions. Health is the core
goal of traditional medicine, and also what patients really expect (Phan
Cao Binh, 2017). Therefore, to understand customer satisfaction, the
researchers want to find factors affecting service quality, suggest some
solutions, which can improve and enhance service quality, to achieve the
satisfaction of many customers nowadays.
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1. Giéithiéu

Ngay nay, Spa khéng con 1a mét loai
hinh giai tri, hay dich vu cham séc strc khoé
don thuan, ma da tré thanh mot trong
nhitng nganh “céng nghiép khéng khéi”
mang lai nhiéu loi nhudn nhat cho cac nwéc
trén thé gi¢i. Theo thong ké ndm 2006, spa
dirng th 4 trong s6 nhirng nganh kinh
doanh héi ra tién nhit tai My véi 9.4 ti do
la loi nhuidn méi nim, chi sau golf, du
thuyén va ciu lac bo quan vot - stirc khoé
(Chrish McBeath, 2007).

Viét Nam hién nay nam trong khu
vuc Chau A Thai Binh Dwong 1a khu vuc
c6 téc d6 tang trwdng Spa cao nhit thé
gi¢i (vnba.vn, 2016) dy bao vé téc do
phéat trién dw kién tir nim 2014 dén 2018
1A 16% mbdi niam (Global Wellness
Institute, 2018). S6 lwgng spa va beauty
salon ngay cang tang nhanh, khién cho sy
canh tranh trong linh vwc nay ngay cang
khécliét hon vé cad quy mé 1an dich vu diac
biét 1a khu vuwc TP.HCM, Ha Noi va khu
vuc bién Mién Trung: Pa Ning, Nha
Trang, Lang C6, Hué (vnba.vn, 2016).

Tai TP.HCM hién nay, linh vwc Spa tri
liéu dang phat trién, béi canh nhu ciu strc
khée ctia ngwoi dan tang cao, boi canh du
lich tré thanh nganh mii nhon, Spa tri liéu
la mé hinh spa phuc vu cham séc strc khoe
cho du khéach bang ky thuat y hoc. Thanh
ph6 H6 Chi Minh hién c6 khong dwdi 400
diém spa vé lam dep va cham sdc strc khoe
tir binh dan dén cao cép, tip trung chi yéu
& cac khach san cao cdp 4-5 sao véi du
trwong phai nhw Thai, Zen (Nhat), Bali
(Indonesia), Han Qudc, An Db, v.v. D6i
twong dén spa chu yéu la nit du khach,
doanh nhan, van nghé si va nhitng nguoi cé
thu nhép cao.

Bdng 1. Danh sdch nhitng Spa tri liéu
chdm séc stre khée tai TP.HCM

S6 lwong
T Tén co’ s& spa khach
hang/thang
1 Spa Ngoc Anh 4.500 lwot
Spa béng Phwong (Thudc
2 | Cong ty Dong Phwong C6 | 4.200 lwot
Truyén)
Spa 137 Quynh Nhw -
3 Ham Nghi 6.000 lwot
4 Spa Khée 4.500 luot
5 Massage 40 ANguyen Van 3.600 Iuwot
bau :
6 Spa M6c Heong 2.100 lwot
7 Spa Kalin 1.200 lwot
8 An’s Spa 900 luot

(Ngubén: Téng hop ciia nhém nghién
ctru, 2019)

M6 hinh Spa tri liéu két hop vira tri liéu
vira nang cao strc khoe cho khach hang diy
nhanh tién trinh ho6i phuc va hiéu qua tri
liéu, ddng thoi c6 thé tim lai dwgc trang thai
strc khoe tot. Strc khdoe méi chinh 1a muc tiéu
c6t 16i cia Y hoc c6 truyén, va ciing la diéu
ma bénh nhan thuc sy mong doi. “Spa tri
liéu” 1a dang “Spa” hoi tu twong doi day du
nhirng liéu phap tri liéu cha nén y hoc cd
truyén dé mang dén cho khach hang kha
nang hoi phuc tot nhat bao gobm nhirng liéu
phéap sau: Li éu phap dung thudc, chdm ctry,
vatly tri liéu, massage, day an huyét, tip khi
cong va thuc duwdng. Diém dic biét cta spa
tri liéu 1a @4y manh nhirng liéu phap khong
dung thuéc dé khach hang bot di tam ly tiéu
cuc khi co thé mét moi, nang cao ning lwgng
tich cwc cia khach hang dong thoi thoa mén
nhu ciu ctia khach hang (Phan Cao Binh,
2017). Sw két hop yéu té spa vao triliéu vira
nhan manh muc tiéu sttc khoe, vira dé cao

Tap 7 (8/2020)



TAP CHI KHOA HOC YERSIN - CHUYEN PE QUAN LY KINH TE

cac liéu phap khong dung thuéc. Péng thoi
yéu to spa sé giup mé hinh tri liéu theo
trwdong phai cia nén y hoc ¢6 truyén nhwng
mang tinh qudc té cao, sdn sang dé ti€p nhan
doéi twong tri liéu 1a ngwdi nwde ngoai.

2. Co sé& ly thuyét va phwong phap
nghién ciru:

Trén co s& dwa vao mé hinh cda
Parasuraman (1985:1988), mo6 hinh cua
Boris Snoj va Damijan Mumel (2002) va m6
hinh ctia Lé Thi Thay Trinh (2009) déu st
dung mo hinh SERQUAL ctia Parasuraman
(1985:1988) cho nghién ctru. Nhom nghién
ctru dé xuit mo hinh 5 nhan t6 dwoc liét ké
1a: (1) Sw tin cay, (2) Nang lwc phuc vy, (3) Sy
doéng cam, (4) Kha nang dap tng, (5) Phwong
tién hiru hinh, d€ do lwong cdm nhén dich vu
tir thi hi€u dén sy hai long cda khach hang
déi voi chit lwong dich vu Spa tri liéu.

2.1. Nghién ciru nwéc ngoai:

Nghién cttu cia Boris Snoj va Damijan
Mumel (2002) vé treong hop spa stirc khde
& Slovenia tip trung vao tdm quan trong vé
cac yéu to chit lwong dich vu spa cham séc
strc khde. Cac tac gia da mo ta diac diém
chung ctia nganh y té & Slovenia, chi ra sw
mé& réng cac nganh dich vu nay; tiép theo la
cam nhén cua ho va dnh hwdng cta ho vé
hoat dong quan ly cia mét t6 chirc vé spa
cham soéc strc khoe. Pac diém chinh cia bai
viét 1a ban vé chat lwong dich vu.

Su tin cay
o Sw phan hoi
Su hat long
cia khach L
o Su dém bao
hang
St cam thong
St hitu hinh

Hinh 1: Nghién ctru ctia Snoj & Mumel (2002)

(hat

wong dich \
m

Snhi long X mong

ianh v tién

L duug
(natn
¢ fhan

Hinh 2: Nghién ciru cua Young & cs (2004)

Nghién clru cta Young va cdng sw
(2004) di dé xudt mot mé hinh tich hop
sw hai long nguwoi tiéu dung déi véi dich
vu cham so6c strc khoe dwoc thu thap tir
537 nguwoi st dung dich vu cham so6c strc
khée tai Han Quoc. Tac gia thiét 1ap gitra
chit lwong dich vu, gid tri cdm nhén, sy
hai long va xu hwédng hanh vi dwgc thuc
hién tai Han Quoc déi véi thi trwong
cham séc sirc khoe tai diy. Két qua cho
thdy quan hé nhin qua cua trinh tw cac
bién trong diém nhin thirc, cdm xtc va y
dinh hanh vi.

Nghién clru cia Gonzalez va cOng sw
(2005) vé mdi quan hé giira cac chat lwong
dich vy, sy hai long ctia khach hang va y dinh
hanh vi trong Spa Y té T4y Ban Nha. Dit liéu
tap trung vao du lich Spa, khao sat 12 khu
nghi dwdng spa. Két qua cho thiy chit lwong
dich vu hang dau cung cap sw hai long cua
khach hang l6m hon y dinh hanh vi. N6 da
dwoc chi ra rang truyén miéng va y dinh
hanh vi da tang lén, noi ma d¢ nhay gia da
gidm. Hon nira, diéu nay cho phép cac khu
nghi dwdng tang danh sach khach hang ctia
ho, b&i vi mot s6 lwong 1én khach hang dwa
vao cac khuyén nghi cta gia dinh va ban bé
khi lwa chon mét co s6.

2.2. Nghién ctru trong nwérc:

Nghién ctru Lé Thi Thuy Trinh (2009)
théng qua viéc phdng van 196 khach hang
st dung dich vu spa tai TP.HCM két hop véi
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phéan tich EFA héi quy da bién. Két luin gia
ca layéu to tic dong manh nhit, dén sw thoa
man, tiép theo la nhan vién phuc vu, sw
thuan tién va méi tredng dich vu. Ngoai ra
cho thiy thwong hiéu khong &nh hudng dén
sw thoa man cda khach hang, tac gia da dwa
ra giam chi phi dich vy, dau tw tay nghé
chuyén mon cao.

Thar @0 va hanh vi cia

nhan vien
Kién thitc va k¥ ning
cuia nhan vien

Su thoa man Phuong tien hin hinh

khach hang
Khong gian

Su thuan tién

Uy tin thuong lueu

Giaca

Hinh 3: Nghién ciru cua Lé Thi Thiy
Trinh (2009)

Chat hwong fra
nzhuem dich v .
o
G1a tr cam than Suhat long s h“““g
hanhm
fien
Cam e

Hinh 4: Nghién ctru cia Hoang Thi Ngoc
Anh (2018)

Nghién ctru Hoang Thi Ngoc Anh
(2018) théng qua viéc phdng vin 202 khach
hang nir st dung dich vu spa tai TP.HCM két
hop véi phan tich EFA, tién hanh phéan tich
hoi quy. K&t qua nghién ctru cho thiy gia tri
cam nhin khéng anh hwéng dén hanh vi cia
khach hang. Tac gia da dé xuit dwa thém cac
bién chwa giai thich nhw: Niém tin, long
trung thanh, thwong hiéu dé thay ré hon xu
hwéng hanh vi tiéu dung ctia khach hang.

2.3. Dé xudt mé hinh nghién ciru

Trén co s& cac moé hinh nghién ctiru
dwoc dé cip nhém nghién ctiru da tham khao
va diac két véi 5 nhan td dwoc liét ké 1a: (1)
Sw tin cdy, (2) Nang lwc phuc vy, (3) Sw dong
cam, (4) Kha nang dap trng, (5) Phwong tién
hitu hinh

Hl P Str fin cdy
Chit lrong dich vn m -
cam nhan sw hat Niing lue phne vu
long tir Khéch 4/[{3
hﬁng ) .
Sur dong cam
H4

Kha nang dap img
HS
Phurong tién hiru hinh

Mo hinh nghién ciru dé xuit
2.4. Quy trinh nghién ciru
2.4.1. Nghién ctru so by dinh tinh

Thao luan nhém véi 10 chuyén gia la
nhirng nguwoi trong linh vuee y hoc ¢6 truyén,
gidm doc cua spa, quan ly cta spa va nhirng
k¥ thuat vién lau ndm hién dang cong tac tai
cac cong ty, co s& kinh doanh spa trén dia
ban TP.HCM.

2.4.2. Nghién cttu chinh thirc dinh
lwong

Khao sat dwoc thuwc hién tir ngay
01/01/2019 dén 31/01/2019.

béi twgng khao sat 1a nhitng khach
hang dén st dung dich vu cham séc sic
khoe tai spa ctia cong ty Dong Phwong Co
Truyén tai TP.HCM.

3. Két qua nghién ciru va ban luin

Bang théng ké mau khao sét theo gidi
tinh, nghé nghiép, linh vuc cong tac, tudi,
mikc thu nhip hang thang, trinh d6 hoc van,
tinh trang hén nhan
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Bdng 2 : Théng ké mdu khdo sdt

«  ain x Tan | Ty lé
Pac diém mau (n=177) 6 ?;o ;
Gidi tinh
N 114 | 64%
Nam 63 | 36%
Nghé nghiép
Sinh vién 6 4%
Doanh nhan 41 | 23%
Nhan vién vdan phong 106 | 60%
Khac 24 | 13%
Linh vwc céng tac
Tai chinh - Ngan hang 66 | 37%
Y té 11 | 6%
Gido duc - dao tao 5 3%
San xuat kinh doanh 24 |13,5%
Ban hang tiép thi 12 | 6,7%
Xay dung - batdongsan | 2 | 1,1%
Dich vu 40 [22,5%
Khac 17 110,2%
Do Tudi
18 - 25 tuodi 26 |14,6%
26 - 35 tuoi 125 |70,6%
36 - 45 tuoi 21 [11,8%
46- 55 tudi 5 3%
Mirc thu nhap hang thang
Duwéi 10 triéu 34 (19,2%
10 - 15 triéu 90 |50,8%
15 - 20 triéu 27 |15,3%
20 - 25 triéu 17 | 9,6%
Trén 25 triéu 9 |51%
Trinh dé hoc vin
THPT 4 | 2,3%
Trung cip - cao dang 8 | 45%
Pai hoc 142 (80,2%
Sau dai hoc 23 | 13%
Tinh trang hén nhan
Poc than 115 | 65%
Pi két hon 62 | 35%

Vé gidi tinh: Nt chiém da s6 (64%),
nam 36%. Piéu nay cho thay giéi nit cé xu
hwéng cham séc, lam dep va y thirc vé mat
strc khde nhiéu hon & nam gii.

Vé nghé nghiép: Pa s6 la nhin vién van
phong ti 1é 60%. Nhém van phong luén la
nhém doi twong khach hang muc tiéu dwoc
quan tim, tip trung nhiéu. Tiép theo la
doanh nhén chiém 23%.

Linh vyc cong tac: Linh v cong tac Tai
Chinh - Ngin Hang chiém ti 1& 1a 37%. Tiép
theo linh vwc dich vu 22,5%, san xuét - kinh
doanh 13,5%, ban hang - tiép thi 6,7%.
Nhitng ti 1€ trén hoan toan phu hop vi cac
linh vyc trén can ngoai hinh, y thirc gitr gin
ngoai hinh va cham séc strc khée.

Do tudi: Do tudi tir 26 - 35 chiém ti 1é
70,6%. Pay 1a nhém nguwdi c6 thu nhap,
cong viéc twong ddi 6n dinh va biét cham
s6c ngoai hinh.

Mtrc thu nhap hang thang: Thu nhap
trung binh tir 10 dén 15 triéu chiém 50,8%.
Tiép theo thu nhip dwéi 10 triéu chiém
19,2%, thu nhép tir 15 dén 20 triéu chiém
15,3%, thu nhip 20 dén 25 triéu chiém
9,6% va trén 25 triéu chiém it nhat 5,1%.
Két qua cho thdy hoan toan hgp ly véi mirc
thu nhap trung binh ctia ngu¢i Viét Nam vao
thoi diém hién tai.

Trinh d hoc van: Dai hoc chiém nhiéu
nhit 80,2%. Tiép theo 1a sau dai hoc 13%,
trinh d6 cao dang - trung c4p 4,5%, con lai
la THPT 2,3%.

Tinh trang hén nhan: C6 115 nguwdi con
doc than chiém 65% gip dbi s6 ngwoi da lap
gia dinh. Két qua hop ly do nhirng ngwdi phu
nit doc than thwong xuyén c6 nhiéu thoi
gian hon dé di cham s6c strc khoe va lam

dep hon.
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3.1 Két qua danh gida dé tin cdy ctua
thang do (Cronbach’s Alpha)

Str dung coéng cu Cronbach’s Alpha dé
kiém dinh dd tin cdy cta thang do s dung
trong mo hinh nghién ctru. Tuy nhién tac gia
Hoang Trong va Chu Nguyén Moéng Ngoc
(2008): Cronbach’s Alpha ttr 0.6 tré 1én la cé
thé st dung dwogc trong trwong hop khai

niém do lwong la méi hodc méi doi vai nguoi
tra 101 trong boi canh nghién ctu. Vi viy da
quyét dinh Iwa chon tiéu chuin doi véi thang
do gia tri Cronbach’s Alpha ttr 0.6 tré 1én va
hé s6 twong quan bién téng déi véi cac bién
quan sat phai lén hon 0.3. Sau khi kiém dinh
do tin cdy, cac thang do dat yéu cau tiép tuc
st dung cho cac phan tich nhan t6 kham pha.

Bdng 3. Két qud kiém dinh d¢ tin cdy thang do Cronbach’s Alpha

Bién Trung binh Phuwong sai Twong quan | Cronbach's
Nhén t6 .. |thang donéu| thang do néu bién-tong  |Alpha néu loai
quan sat loai bién loai bién (hiéu chinh) bién
Cronbach’s Alpha = 0,799
TC1 11,27 5,037 0,610 0,749
Sw tin cay TC2 11,26 5,375 0,517 0,793
TC3 11,18 4,933 0,626 0,741
TC4 11,21 4,609 0,696 0,704
Niing luc Cronbach’s Alpha = 0,729
phuc v NLPV1 3,71 0,811 0,575 0
T NLPV2 3,86 0,891 0,575 0
Cronbach’s Alpha = 0,802
Sw DC1 8,00 1,739 0,707 0,669
dongcam ey 8,11 1,567 0,645 0,748
DC3 8,06 2,054 0,616 0,768
Kha ning Cronbach’s Alpha = 0,723
(. KNDU1 3,73 0,835 0,567 0
dap ing
KNDU2 3,66 0,725 0,567 0
Cronbach’s Alpha = 0,928
HH1 33,65 32,843 0,774 0,918
HH2 33,68 33,797 0,643 0,925
HH3 33,76 32,489 0,804 0,916
Phuwong tién| HH4 33,70 32,552 0,782 0,918
httu hinh HH5 33,60 34,117 0,579 0,929
HH6 33,72 31,817 0,873 0,913
HH7 33,75 33,040 0,764 0,919
HH8 33,71 34,434 0,615 0,926
HH9 33,72 31,883 0,838 0,914
HH10 33,62 34,692 0,550 0,930
Sw hai long Cronbach’s Alpha = 0,658
chitlwong | HL1 7,60 1,298 0,448 0,593
dichvucta | HL2 7,64 1,357 0,423 0,625
khachhang | HL.3 7,64 1,333 0,545 0,468

(Ngudn: Téng hop tir SPSS)
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3.2 Két qua ddnh gida dé gia tri cua
thang do EFA

Gia tri cta thang do bang phan tich
nhan t6 kham pha EFA véi 5 nhan t6 anh
hwdng, nhom nghién clru dwa ra 24 bién dat
yéu ciu dé thwc hién phin tich nhin t6
kham pha EFA. Phan tich EFA sé giap trong
viéc rut gon cac bién dé viéc hoi quy, kiém
dinh mé hinh thuan tién hon. Viéc nay sé
thyc hién thong qua tiéu chi KMO (Kaiser-
Meyer-0Olkin) cho phép do sy twong quan
gitra cac bién va sy phu hgp dé phan tich
nhén t6. Tri s6 KMO 1én (tir 0.5 dén 1) la du
diéu kién phéan tich nhin t6 va ngwoc lai. Két
qua phén tich EFA 3 1an nhém nghién ciru
nhén thiy hé s6 KMO dat lan 1 (0.818); lan
2 (0.824);1an 3 (0.814) (théa ditu kién 0.5
<KMO < 1).

3.3. Thang do hoan thién vé sw hai long
doéi Iwong chdt hwong dich vu spa tri liéu

3 bién quan sat cia thang do sw hai long
déi voi chat lwong dich vu dwgre nhom thanh
mot nhan td, khong cé bién quan sat nao bi
loai. Hé s6 KMO = 0.636 > 0.5, mitc y nghia

cta kiém dinh Barlett’s c6 Sig = 0.000 < 0.05,
phwong sai trich gan bang 59.8 % > 50%,
cac bién quan sat déu c6 hé so tai nhan to6 >
0.5 la dat yéu ciu vé do gia tri thang do.

Bdng 4. Két qud phdn tich thang do sw
hai long cua khdch hang

Nhin to
Bién quan sat 1
HL3 0,82
HL1 0,75
HL2 0,73
Eigenvalues 1,79
Phwong sai trich (%) 59,81

(Nguon: Téng hop tir SPSS)

3.4. Phan tich hoi quy
Puoc thuc hién véi 5 bién doc 1ap bao
gom: Sw tin ciy (TC), ning lwc phuc vu
(NLPV), sy dong cam (DC), khd nang dap
trng (KNDU), phwong tién hitu hinh (HH) va
bién phu thudc la sy hai long chat lwong

dich vu ctia khach hang (HL).

Bdng 5: Két qud cdc trong s6 hoi quy

Trong s6 h;(‘)i quy| 'li:jginqgusyé Thong ké @a

M6 hinh chwa chuan héa chuin hoa T Sig. cong tuyén

p | Saiso Beta Dung | g

chuan sai
(Constant) 0,854 | 0,236 3,616 | 0,000

-Sw tin cy 0,213 | 0,044 0,288 4,888 | 0,000 | 0,820 | 1,220
-Ning lwc phucvu | 0,161 | 0,040 0,248 4,038 |0,000| 0,757 | 1,321
-Swdbngcam | 0,113 | 0,053 0,135 2,125 |0,035| 0,709 | 1,410
-Kha ning dap &ng | 0,179 | 0,040 0,263 4,507 |0,000| 0,836 | 1,196
P}}‘l‘;zr;lgl:}fn 0,116 | 0,045 0,147 | 2,572 |0,011| 0,877 |1,141

(Ngudn: Nhém nghién cteu téng hop tir di lidu khdo sdt trén phdn mém SPSS)
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Dwa vao bang két qua nhém nghién
ctru da c6 két qua phan tich h6i quy nhw sau:

HL = 0,288*TC + 0,263*KNDU +
0,248*NLPV + 0,147*HH + 0,135*DC

Trong dé:

- HL: Bién phu thudc, sw hai long chat
lwong dich vu ctia khach hang tai cong ty.

- Céc bién dbc lap: TC, KNDU, NLPV,
HH, DC.

K&t qua phan tich cho thiy 05 bién dnh
hwdng déu c6 hé s6 R dwong nén tat ca 05
nhin t6 trong m6 hinh héi quy déu anh
hwdéng cung chiéu dén sw hai long chit
lwvong dich vu ctia khach hang tai cong ty.
Trong d6 sw hai long chat lwgng dich vu cta
khach hang tai cong ty chiu anh hwdng lén
nhit bdi nhan to sw tin ciy ctia khach hang
doéi véi cong ty (B = 0,288).

4. Ggiy chinh sach

Két qua cho thdy mirc dé6 anh hwdng
cla cac nhin té anh hwdng dén sy hai long
ctia khach hang nhuw sau:

Nhan t6 TC (suw tin ciy) c6 tac dong
cung chiéu manh nhit dén sy hai long cua
khach hang déi véi chat lwong dich vu voi B
= 0,288, nhan to tac dong cung chiéu manh
ké tiép 1a KNDU (kha nang dap &ng) véi 8 =
0,263, tiép theo la nhin t6 NLPV (nang luc
phuc vu) véi B = 0,248, ké dén 1a nhan t6 HH
(phwong tién hitu hinh) véi 3 = 0,147, nhan
té tac dong yéu nhat trong 5 nhan t6 1a DC
(sw débng cam) véi B = 0,135

Cac nhoém gidi phdp nang cao sy hai
long khach hang déi véi chit lwong dich vu
Spa tri liéu ctia cong ty la: Sy tin cdy, kha
nang dap wng, nang lwc phuc vy, phwong
tién hiru hinh va sy dong cam. Trong dé :

+ Nhéan t6 “Sy tin cdy” dwoc khach hang
cam nhan qua 04 yéu t6: Trinh d6 chuyén
moén, tay nghé cia nhan vién tai Spa; Sy hiéu
biét ctia nhan vién vé cac dich vu tri liéu,
cham séc strc khde cla Spa; Thong tin vé cac

gdbi dich vu tri liéu cham séc strc khoe va
khach hang luén minh bach ré rang va
chuin xac; Spa lu6n tao sv tin ciy cda dich
vu Spa tri liéu cham séc strc khde cho khach
hang. Cic nhén t6 trén déu lién quan dén
vin dé trinh d6 chuyén mon, sy hi€u biét
cia nhan vién va sw minh bach vé van dé
cung cap goi dich vu phai r6 rang ding nhw
cam két nham dé€ tao ra su tin twéng cho
khach hang.

+ Nhén t6 “Kha ning dap rng” dwoc
khach hang cdm nhén qua 02 yéu t6: Nhan
vién Spa luén hiéu ré va nhan biét dwoc
nhitng nhu cdu cia khach hang; Spa luén
luén quan tdm dén loi ich va lam hai long
khach hang. Vi thé, d€ nang cao dworc gia tri
cam nhén ctia khach hang thi céng ty can tip
trung vao cdng tac cham soc khach hang:

+ Nhan t6 “Nang lwc phuc vu” dwoc
khach hang cdm nhin qua 02 yéu t6: Nhan
vién Spa luén cham sé6c khach hang mét
cach chu dao, tan tinh; Nhan vién Spa luén
nhanh chéng thwc hién dich vu cham séc
cho khach hang nhanh nhéit. Piéu nay cho
thay hai nhén to trén déu lién quan dén van
dé nhu ciu dap rng cia khach hang.

+ Nhan t6 “Phwong tién hiru hinh” dworc
khach hang cdm nhin qua 8 yéu td: Spa cé
diéu kién co s&, vat chat trang thiét bi va
moi tredng xung quanh; Vi tri dia diém cta
Spa ; Quay gidi tri dwoc bé tri phu hop, tién
loi cho khach hang; Thirc dn va nwéc udng
cda Spa ; Gia ca dich vu cda Spa twong trng
véi gid tri cia né; Nhan vién Spa cé ngoai
hinh, an mac dep, lich sy va chuyén nghiép;
Ban cam thiy dwoc thw gidn, nghi ngoi khi
st dung dich vu Spa ; Khong gian va moi
trwong xung quanh giip cho khach hang
thoai mai va dé ngu.

+ Nhén t6 “Sw dong cam” dwoc khach
hang cdm nhin qua 03 yéu t6: Spa ludén
hwéng dén sy an toan vé thé chat, tinh than
cho khach hang va luén bao mat thong tin
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cho khach hang; Hinh anh cta Spa ludn
hwéng dén cham soc strc khoe, tri liéu; Spa
ludn c6 quan ly hd tro trong viéc giadi quyét
van dé thic mic cia khach hang. Diéu nay
cho thiy ba nhén t6 trén déu lién quan dén
van dé an toan va bao méit cua khach hang.
Két qua nghién ctru cho ching ta thiy
dwoc cai nhin toan dién vé cac nhan td dnh
hwdng dén sw hai long chat lwong doi voi
dich vu spa tri liéu cham séc strc Khoe. Bén
canh d6, nghién ctru con c6 mot phan dong

gbép vé mat thuc tién: Pem lai cho cdng ty
hodc cac chud kinh doanh spa tri liéu cham
séc strc khoe theo y hoc c6 truyén nhirng
hiéu biét vé cac tac dong clia cac nhan t6 anh
hwéng dén sw hai long vé chat lwgng ma
dich vu cong ty cung cap. Dy la mét trong
nhitng nén tang quan trong cho cac chién
lwgc marketing, xdy dwng diu an thwong
hiéu trong mdi c4 nhan, moi ngu i tiéu dung
lam tdng nang lwc canh tranh cua cong ty
minh t6t hon.

TAI LIEU THAM KHAO

DPanh gia tong quan sy phat trién nganh spa,
2016 http://vnba.vn/danh-gia-tong-
quan-su-phat-trien-cua-nganh-spa-
26652.html [truy cap ngay 24/12/2019]

Hoang Thi Ngoc Anh (2018). Nghién ctru tdc
dbng ctia sw hai long dén xu hwéng hanh
vi tiéu dung dich spa ctia khdch hang niv
tai TP.HCM. Luan van Thac si. Pai hoc
Kinh té€ Thanh phé H6 Chi Minh.

Phan Cao Binh (2017). M6 hinh spa tri liéu -
wng dung trong chdm soc strc khée va du
lich nghi dwéng. Bdo Khoa hoc Pho Théng.

Hoang Trong va Chu Nguyén Mdng Ngoc
(2008). Phan tich dir liéu nghién ctru voi
SPSS. NXB Hong Birc Tp.HCM.

Lé Thi Thay Trinh (2009). Cdc yéu t6 dnh
hwdng dén sw théa mdn khdch hang spa
tai TP.HCM. Luan van Thac si. Pai hoc
Bach Khoa. PHQG TP.HCM.

Boris Snoj, Damijan Mumel. (2002). The
measurement of perceived
differences in service quality - The
case of health spas in Slovenia. Journal of
Vacation Marketing.

Chris McBeath (2007). ‘The Spa Revolution:
There’s no business like the Spa business’.

The Offical Magazine of the Alberta Hotel
and Lodging Association, Winter 2007,
pp. 18-22.

Global Wellness Institute. (2018). Global
Wellness Economy Monitor, 1 - 90.

Gonzalez, Ma Elisa Alén, Brea, José Antonio
Fraiz. (2005). An Investigation of the
Relationship Among Service Quality,
Customer Satisfaction and Behavioural
Intentions in Spanish Health Spas.
Journal of Hospitality & Leisure.

Parasuraman, A., Zeithaml, V., and Berry, L.
(1985). ‘A Conceptual Model and its
Implications for Future Research’. Journal
of Marketing, Vol. 49, pp. 41-50.

Parasuraman, A., Zeithaml, V., and Berry, L.
(1988). ‘SERVQUAL: A Multiple Item Scale
for Measuring Consumer Perceptions of
Service Quality’. Journal of Retailing, Vol.
64 (1), pp. 5-6.

Young, ].K, & Donna L.P. (2004). “Current
Issues and Conceptualizations of Service
Quality in the Recreation Sport Industry”.
Sport MarKeting Quarterly, Vol.13,

pp.158-166.
Tap 7 (8/2020)


http://vnba.vn/danh-gia-tong-quan-su-phat-trien-cua-nganh-spa-26652.html
http://vnba.vn/danh-gia-tong-quan-su-phat-trien-cua-nganh-spa-26652.html
http://vnba.vn/danh-gia-tong-quan-su-phat-trien-cua-nganh-spa-26652.html
https://journals.sagepub.com/action/doSearch?target=default&ContribAuthorStored=Snoj%2C+Boris
https://journals.sagepub.com/doi/abs/10.1177/135676670200800407
https://journals.sagepub.com/doi/abs/10.1177/135676670200800407
https://journals.sagepub.com/doi/abs/10.1177/135676670200800407
https://journals.sagepub.com/doi/abs/10.1177/135676670200800407

