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CAC YEU TO ANH HUONG DEN SU'HAI LONG CUA KHACH HANG
TRONG HOAT PONG CUA CONG TY TO CHUC SU KIEN

Nguyén Thi Thanh Huyén
Truong Pai hoc Cong nghé Thong tin va Truyén thong - DH Thai Nguyén

TOM TAT

S6 luong cac cong ty td chirc sy kién tai Viét Nam nhiéu, nhung chi s it trong d6 1a chuyén
nghiép va cé thyc lyuc. Phan 16n cac doanh nghiép td chuc su kién chua chu dong dugc nhan lyc,
vat lyc va cong nghé ma hoat dong két hop hop tac, két ndi, thué cac don vi riéng 1é khac nhau
nhu khach san, trung tdm hoi nghi, nha hang, don vi quang céo, cung tng thiét bi... Chinh vi vy,
hoat dong t& chirc sy kién chua phét trién chuyén nghiép, doc 1ap va chi phi ciing ton kém, ling
phi. Nghién ciru nay 1a nghién ciru méi c6 tinh dinh luong véi muc dich tim hiéu, phan tich cac
nhan t6 anh hudng dén sy danh gia cua khach hang vé sy hai long khi st dung cac dich vu cta
cong ty to chirc sy kién. Gia tri Prob > chi? < 0,01 ching t6 mé hinh ¢ y nghia thong ké, viéc sir
dung va dua 14 bién doc lap vao mo hinh 14 hop 1y. Cac bién muc thu nhap hang thang ctia khach
hang, dich vu dugc dap tng day du va kha nang sir dung dich vu cua khach hang trong tuong lai
¢6 y nghia thong ké cao, anh huong t6i sy hai long cua khach hang. T két qua nay, cong ty t6
chire su kién ¢ thé tham khao dé dua ra chién lugc kinh doanh, nang cao chat lugng san pham,
dich vu phii hop v6i thi hiéu ciia nguoi tiéu dung.
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ABSTRACT

There are number of event companies in Vietnam, but only few of them are professional and
strength. Most of event companies have not been proactive in human, materials and technologies.
They are working based on cooperating, connecting, hiring diffirent individual units such as
hotels, convention centers, restaurants, advertisers, equiment suppliers...Therefore, the event
activites has not developed professionally, independently, costly and really wasteful. This research
is a new quantitative study and aims to identify, analyze factors effecting customer evaluation for
the satification of using event company’s services. The Prob > chi® < 0.01 value shows that the
model is statistical significant and it is suitable to use 14 dependent variables. Monthly income of
customers, fully services and the ability of customers using service in the future are highly
significant and effecting to customer satisfaction. From these results, event companies can refer to
create bussiness strategy, improve the quality of products and suitable services to meet the
customers need.
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1. Gi6i thiéu

Trong bbi canh nén kinh té dat nuéc dang
phat trién v6i xu hudng xa hoi hoa va toan
cau héa, cac cong ty da va dang phai ddi mat
v6i mue d canh tranh ngay cang gay git.
Theo dit lidu thong ké, hién nay Viét Nam co
hang trim cong ty, doanh nghiép to chirc
cung cip dich vu t6 chirc sy kién chuyén
nghiép cung rat nhiéu don vi td chtre sy kién
nho, 1é¢ hoat dong khong chuyén khac. S
luong cac cong ty td chirc sy kién tai Viét
Nam nhiéu, nhung chi sé it trong d6 la
chuyén nghiép va c6 thuc lyc [1]. Phin 16n
cac doanh nghiép t6 chirc su kién chua chu
dong duoc nhan lyc, vat lyc va cong nghé ma
hoat dong két hop hop tac, két ndi, thué cac
don vi riéng 1é khac nhau nhu khach san,
trung tdm hoi nghi, nha hang, don vi quang
c4o, cung tng thiét bi. ..

Ning lyc canh tranh 1a yéu té dam bao gitp
cong ty co thé tao ra su khac biét so véi cac
dbi thu, giup cong ty dam bao hoat dong kinh
doanh va phat trién trén thi truong [2]. Nang
luc canh tranh ciia cong ty thé hién ¢ chét
lugng va gia thanh cac dich vy, kha nang duy
tri va mo rong thi phan, ning lyc nang cao
hi€u qua kinh doanh, kha nang thich rng va
ddi méi cua cong ty, nang luc lién két va hop
tac cua cong ty [3].

Céc cong cu canh tranh cua Cong ty to chuc
su kién, bao gf”)rn canh tranh béng gia dich vy,
canh tranh bang chét luong dich vy, canh
tranh bang xuc tién hdn hop [4]. Ngoai ra, sau
mdi sy kién duoc t chirc, cong ty can cb cac
hoat dong chim soc khach hang, ling nghe
nhitng ¥ kién cua khach hang vé chit lugng
dich vu dé co6 thé dua ra nhimg hudng giai
quyét kip thoi va rat kinh nghiém cho nhiing
hoat dong kinh doanh tiép theo.

Chét lugng dich vu vd cung quan trong dbi
v6i nang luc canh tranh [5], dé dam bao sy
thanh cong cho cac su kién va dé co dugce su
tin tuong lya chon dbi v6i khach hang, cong
ty ludn tra trong dé& cao van dé chét luong

dich vy, mdi dich vu cung cap déu duoc kiém
tra nghiém ngét.

Céc cong trinh nghién ciru vé cic yéu t6 anh
huong téi muac do hai long ctia khach hang
khi sir dung dich vu ciia cong ty t6 chuc sy
kién & Viét Nam con rat it, tham chi chua co
nghién ctu nao ¢ tinh Thai Nguyén. Do do,
bai bio v6i muc tiéu xac dinh cac yéu té anh
hudéng téi muc d6 hai long cua khach hang
khi sir dung dich vu cua cong ty td chuc su
kién qua diéu tra s6 liéu khach hang sir dung
dich vu ctia Cong ty TNHH Ngoc Dong, mot
trong cac cong ty td chirc sy kién hang dau tai
Thai Nguyén, dé tir 46 gop phan cho Cong ty
TNHH Ngoc Dong néi riéng va cac cong ty to
chuc su kién ¢ Thai Nguyén hay cd nudc co
nhitng giai phap, chién lugc kinh doanh,
chién luge chiam soc khach hang trén co s&
dap trng dy hai long cua ho.

2. Phuong phap nghién ciru

M6 hinh nghién ciru

Bién phy thudc dugc sir dung trong nghién
ctru nay 1a sy hai 1ong cua khach hang dbi voi
dich vu cta cong ty td chuc sy kién ¢o gia tri
0 va 1, do vdy mo hinh xac suét tuyén tinh
bién gia (dummy variable) s& duoc lwa chon
dé phan tich cac yéu t6 anh huong sy hai long
ctia khach hang d6i véi dich vu ctia cong ty to
chirc sy kién. C6 nhiéu mé hinh kinh té luong
nhu vay nhung qua phan tich, tac gia lua chon
md hinh kinh té luong Probit dé 4p dung
trong nghién ctru cia minh.

M0 hinh ¢6 dang don gian:

Y= X+ Xot.. . +X, 1)

Trong d6, Y 1a bién phu thudc tire 1a bién Hai
long cua khach hang; Xi, X,..., X, la cac
bién doc lap.

Y= 1: Khach hang hai long véi dich vu cua
cong ty

Y= 0: Khach hang khong hai long véi dich vu
cua cong ty

X1, Xa,..., Xp 12 cac yéu t6 anh huong dén sy
hai 10ng cua khach hang d6i véi dich vu cua
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cong ty nhur do tudi khach hang, gidi tinh, thu
nhap, ...

Mo hinh nay dugc tinh toan dya trén phuong
phap u6c luong hop 1y t6i da (Maximum
Likelyhood Estimation-MLE) va dugc thuc
hién thong qua sir dung phan mém théng ké
chuyén dung Stata.

S0 ligu nghién ciru

Dir liéu dugc thu thap thong qua viéc phong
van ngiu nhién, tryc tiép 250 nguoi thudce
nhiéu d6i twong, thanh phan khac nhau trén
dia ban thanh phd Thai Nguyén, ho 1 nhimng
nguoi da tung st dung dich vu cua Cong ty
TNHH Ngoc Dong. Dé xac dinh s mau diéu
tra tac gia str dung cong thirc Slovin (1960) dé
xac dinh quy mé miu diéu tra, v6i mic do sai
léch e= 0,05. Viéc diéu tra duoc tién hanh
trong khoang thang 4 va thang 5 nam 2018.
Ngudi duoc phong van s& tra 10i cac cau hoi
lién quan dén thong tin ca nhan, sy phuc vu
cua doanh nghiép, chét luwgng dich vy, gié ca,
su hai long cua khéach hang...

Sau khi kiém dinh, phan tich, tac gia loai bo

b6t mot s6 bién khong co gia tri thong ké dé
xac dinh va tinh todn mo6 hinh c6 y nghia
nghién ctru. Cac bién trong mo hinh da duogc
kiém dinh hé s twong quan théng qua ma
tran twong quan giita cac bién, két qua cho
théy hé sb twong quan déu nho hon 0,6, diéu
nay khing dinh khong ¢ hién twong da cong
tuyén giita cac bién, viéc sir dung cac bién
vao md hinh 13 hop ly. Cac bién dugc mé ta
chi tiét & Bang 1.

Dua vao két qua Bang 1 cho ta thay qua diéu
tra nghién ctru d6 tudi trung binh cua khach
hang 14 48,06, phan 16n khach hang cua cong
ty dang sinh song trén dia ban thanh phd Thai
Nguyén. Ngoai ra, d6i twong khach hang cua
cong ty da phan c6 mirc thu nhap trung binh
(8,98 triéu/thang), cac dich vy cua cong ty da
dap ung twong déi mirc d6 hai long cia cong
ty, thé hién ¢ gia tri trung binh cta cac tiéu
chi dich vu dugc dap wGng nhanh chong
(0,848); kha nang dap tng dy di nhu cau cta
khach hang (0,908), kha nang dap tng chinh
xé4c nhu cau cia khach hang (0,772),...

Bang 1. Thong ké mé td cdc bién dwoc sir dung trong mé hinh

Gia tri Gi4 tri

Tén bién M6 ta bién Tbrilr‘]?]g nhé  16n
nhat  nhat
Gidi tinh  Gidi tinh cua khach hang (1: Nam, 0: nir) 0,54 0 1
Tubi Do tudi cua khach hang (Nam) 48,06 22 66
Noiséng  Noi khach hang sinh song (1: tai TP.Thai Nguyén; 0: noi khac) 0,76 0 1
Thunhdp  Mic thu nhap hang thang ciia khach hang (triéu dong) 8,98 0 50
Dich vy nhanh ]r])a!ic:lb\r:g)duqc dap ung nhanh chéng (1: Hai long, 0: Khong 0,85 0 1
Ply di K\ha na.ng dilp ng d'fly dt nhu cau cua khach hang (1: Hai 0,01 0 1
Iong, 0: Khéng hai 1ong) .
Chinh Xéc K\ha na.ng dilp ung_ c}‘nnh xac nhu cau cia khach hang (1: Hai 0,77 0 1
. long, 0: Khong hai long)
Nhu cauphat Kha nidng dap Gng v6i nhu cau phat sinh cua khach hang (1:
. I A v 0,76 0 1
sinh Hai Iong, 0: Khong hai long)
Khéng gian  Khong gian sach s& (1: Hai long, 0: Khdng hai 1ong) 0.92 0 1
Trang tri  Kha ning trang tri ctia cong ty (1: Hai long, 0: Khong hai long) 0,84 0 1
Tuwong lai Kha nang Sl..l' du{lg d;c\}_l vu cua khach hang trong tuong lai (1: 0,89 0 1
Hai long, 0: Khéng hai 1ong)
Nguon: S6 liéu phan tich cia tac gia, 2018
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3. Két qua va ban luin
Két qua phan tich mé hinh cho thiy gia tri
Prob > chi® < 0,05 ching to mé hinh ¢ ¥
nghia thdng ké, viéc sir dung va dua 11 bién
doc 1ap vao mo hinh 13 hop 1y, s6 liéu chi tiét
dugc thé hién & bang 2.

Bang 2. Két quad phdn tich mé hinh Probit

Tén bién Hé s6 Sai s6 chuin
Gi6i tinh 0,15 0,30
Tudi -0,21 0,16
Noi song -0,39 0,42
Thu nhap -0,34* 0,19
Dich vu nhanh -0,25 0,19
Pay du 0,59* 0,34
Chinh xé&c 0,61 0,42
Nhu céu phat sinh -0,21 0,36
Khdng gian 0,07 0,46
Trang tri 0,00 0,03
Tuong lai 0,73** 0,35
Hing sb 1,77* 0,92

Prob>chi? 0,0004

(Ghi chui: *** ** * [a murc y nghia twong vung 1%, 5%, 10%
Nguon: S6 liéu phan tich cia tac gia, 2018)
Bang 2 cho thay cac bién muc thu nhap hang
thang cua khach hang, dich vu dugc dap Gng
day du va kha niang st dung dich vu cua
khach hang trong tuong lai ¢6 ¥ nghia thong
ké va c¢6 dau nhu ky vong. Muc thu nhap
hang thang cua khach hang ¢ ¥ nghia thong
ké & mirc 10% va hé s6 mang ddu 4m chung
t6 rang d6i véi nhitng khach hang c6 thu nhap
cao s€ it hai long hon véi cac dich vu tai trung
tam va nguoc lai. biéu nay co thé hiéu 1a
nhiing khac hang c6 thu nhdp cang cao sé€
cang c¢6 nhimg yéu cau khé tinh hon va khé

thoa man hon.

Tuong tu, dich vu duoc dap Gng dﬁy dua véi
gia tri thong ké ¢ muc 10% va mang diu
dwong chimg to khi cong ty cang dap tmg t6t
nhu cdu cua khach hang mot cach dy du hon
thi mirc d¢ hai long cua khach hang s€ cang
tang. Thuc té cho théy, bét ky hoat dong dich
vu nao khi khach hang yéu ciu ma duoc dap
tmg mot cach day du, chinh xéac thi khach

hang sé danh gia rat cao chét lugng dich vu
cua céng ty va c6 xu hudng quay trd lai su
dung dich vu, san ph?im cua cong ty.

Bién doc 13p “Kha ndng str dung dich vu cta
khéach hang trong tuong lai” co gid tri P =
<0,05 ching t6 dich vu voi nhitng khach hang
c6 kha nang quay lai trong tuong lai thi s&
ngdy cang hai long hon véi chit luong dich
vu tai cong ty. Vi vay cong ty can phai lam
dich vu ngay cang t6t hon nita dé khach hang
mong mudn quay lai st dung dich vu cua
cong ty trong tuong lai.

4. Két luan

Dt liéu duoc thu thép thong qua viéc phong
van ngau nhién, tryc tiép 250 nguoi thudc
nhiéu d6i twong, thanh phan khac nhau trén
dia ban thanh phd Thai Nguyén, ho 1a nhing
nguoi da tung st dung dich vu cua Cong ty
TNHH Ngoc Péng- mot trong cac cong ty to
chte su kién hang dau tai Thai Nguyén. Qua
nghién ctu nay, cong ty TNHH Ngoc Pong
no6i riéng va cac cong ty to chirc sy kién co
thé tham khao dé dwa ra chién lugc kinh
doanh, ning cao chét luong san phim, dich
vu phu hop voi thi hiéu ciia nguoi tiéu ding
dé tang doanh sd, doanh thu cho minh.

Két qua théng ké ctia md hinh probit cho thdy
cac bién murc thu nhap hang thang cua khach
hang, dich vu duoc dép ung day du va kha
nang su dung dich vu cua khach hang trong
tuong lai 1a cic nhan t6 chinh anh huéng véi
su hai long cta khach hang khi st dung dich
vu ctia cong ty td chuc sy kién. Hé sb bién
muc thu nhap hang thang cua khach hang c6
gia tri thong ké 4m chi ra rang cong ty can
phai khong ngimg ddi méi va nang cao chit
luong dich vu hién nay dé vira c6 thé dap ung
nhu cau cia nhimg khach hang c6 thu nhap
thip vira c6 thé thoa man yéu ciu cia nhiing
khach hang c6 thu nhap cao. Pong thoi,
nghién ctru cho théy cung ung dich vu mot
cach day du, san pham cho khach hang ty 18
thuan véi mic d6 hai long cia ho. Tai thoi
diém hién tai, khoang 91% khach hang da va

126

http://jst.tnu.edu.vn; Email: jst@tnu.edu.vn


http://jst.tnu.edu.vn/
mailto:jst@tnu.edu.vn

Nguyén Thi Thanh Huyén

Tap chi KHOA HQC & CONG NGHE PHTN

209(16): 123 - 127

dang su dung dich vu ctia cong ty hai long véi
kha ning cung ung dich vu day du, kip thoi.
Do viy, cong ty can giit vimg va cai tién
phuong phap, chét lugng phuc vu trong tuwong
lai dé ngay cang dap tng kip thoi hon, day di
nhu cau cta khach hang.

Két qua nghién ctru chi ra rang khi khach
hang da hai long st dung dich vu cta cong ty
thi kha nang sir dung dich vu ctia ho trong
tuong lai 14 rat cao. Boi vdy, cong ty nén luén
nang cao chét lugng dich vu hién tai déng
thoi cé nhiing chinh sach hdu mai, quan tam
téi khach hang da tung sir dung dich vu cua
cong ty dé ho s& ludn tin dung va gidi thidu vé
cong ty.
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