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TOM TAT

Bai viét nghién ctru cac yéu t6 anh huong dén nhan thic vé tinh cong bang cua gia dbi vai dich vu
bd sung trén chuyén bay cua hing hang khong Vietjet Air. Trén co so 1y thuyét, cic nghién ctru
trude co lién quan va két qua thao luan, nghién ciru da phat trién mot mo hinh nghién ctru gdm 4
yéu t6 anh huong nhan thic vé tinh cong béng ctia gia. Nghién ciru sir dung mot mau khao sat gdm
253 hanh khach str dung dich vu vén chuyen cua hang hang khong Vietjet Air va ky thuét phéan tich
sO liéu dya trén phan mém SPSS. Két qua nghién ciru chi ra rang, co 3 yéu té anh huo‘ng dén nhan
thirc vé tinh cong bang cua gia d6 1a: (1) Su trai nghiém dich vu; (2) Théng tin vé gia; (3) Gia ca
mong doi. Két qua ctia nghién ctru dong gdp vao khung 1y thuyét vé hanh vi khach hang, giup hing
hang khong Vietjet Air hiéu rd cac yéu t6 tac dong nhan thic vé tinh cong bang cua gia cua khach
hang tir d6 tao co so cho viéc hoach dinh cac chuong trinh, quang ba va dinh vi dich vu bo sung
trén chuyén bay nhdm dap tng nhu cau va su hai 10ng cta hanh khach.

Tir khéa: Dich vu bo sung, hing hang khong, nhin thirc vé tinh cong bang cia gia
ABTRACT

The paper examines factors affecting the perception of price fairness for ancillary services of
Vietjet Air. On the basis of theories, previous studies and discussion results, this paper has
developed a research model including 4 factors influencing the perception of price fairness. The
study has used a survey including 253 respondents who have experienced Vietjet Air’s ancillary
sevices along with data analysis technique based on SPSS software. The results indicate that there
are three factors which have positive effects on the perception of price fairness: (1) Treatment
experience; (2) Price information and (3) Price expectation. The results of paper contribute to the
theoretical framework of customer’s behaviors, which helps Vietjet Air understand factors
influencing on price fairness’s perception. This can help build up platform for sales, promoting
planning and ancillary in-flight service positioning to meet customers’ need and expectation.

Keywords: Ancillary services, airlines, the perception of price fairness

1. PAT VAN BE

Nhim muc tiéu phuc vu luong khach
van chuyén 16n hang nam, cac hing hang
khong luén dé ra chién lugc kinh doanh cu thé
véi cac hoat dong bd tro phong phu nhim hoan
thién chét lugng dich vy. Bén canh viéc phuc
vu nhu cu van chuyén don thuan thi viéc cung
cap cac san pham bo sung ciing dugc hing
hang khong chu trong. Trong d6 phai ké dén
dich vu bd sung- mét trong cac dac trung cia

hang hang khong chi phi thip. Cac dich vu bd
sung trén chuyén bay co tam quan trong dic
biét dbi véi cac hang hang khong, dac biét 1a
mo hinh chi phi thip bdi vi doanh thu bd sung
dén tir cac dich vu, san phém bd tro 1a nguén
thu ngoai gia vé gitp cac hing bu dap chi phi,
hoat dong hiéu qua va co 1ai. Hoat dong nay
khong chi gitp cung cép goi dich vu dép tmg
nhu cau hanh khach trén hanh trinh bay, ma
con 1a mot trong nhitng ngudn thu dem lai loi
nhuan bu dip chi phi cho hing hang khong.
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Mic du duoc xem 1a mot nhan t6 quan
trong anh huong dén quyét dinh va hanh vi
mua hang ciia nguoi tiéu ding, tinh cong bang
vé gia gn day tro thanh mot trong nhitng dé tai
dugc ban luan khi noi t6i 1y thuyét vé gia ca
(Bolton, Warlop va Alba 2003). Bén canh do,
chi c6 mot it nghién ciu vé nhan thirc tinh
cong bang cua gia cua khach hang dwoc thuc
hién trong linh vuc khach san va hang khong,
trong khi da phan cac d& tai déu tim hiéu vé
chién Iuoc gia ca dimg ¢ goc do nha quan ly
(Chung 2000; Buckley 2007). Bén canh do,
hau nhu cac nghién ctru trude day vé tinh cong
bang cuia gia chi tip trung tai thi truong cic
nude phat trién (My, Uc, Phan Lan,...). Hau
nhu rat it nghién ctru dugc thyc hién tai thi
truong cac nude dang phat trién, dic biét 1a
Viét Nam.

Nghién ciru s€ giup cho hang hang
khong, dac biét 1a moé hinh hang khong chi phi
thip d& dang hon trong viéc xdy dung cic
chinh sach vé dich vu bd sung. Gop phan dong
gop vao dinh hudéng nang cao hi€u qua hoat
dong va doanh thu cac dich vu bo sung noi
riéng va sy phét trién 16n manh, bén viing ctia
nganh hang khong néi chung.

2. CO SO LY THUYET VA MO HINH
NGHIEN CUU

2.1 Ly thuyét cong bang

Ly thuyét cong bang cua Noe (2010) cho
thdy ring moi nguoi danh gia tinh céng bang
trong tinh huéng ciia ho bang vi¢c so sanh véi
tinh huong cua ngudi khac. Y nghia chinh cua
ly thuyét cong bang dwa trén sy so sanh, ddi
chiéu cua mot ngudi voi nhimg tai liéu tham
chiéu dé hinh thanh nén nhan thirc liéu mot két
qua c6 dem lai sy hai long, thoa méan va cong
bang hay khong.

2.2 Nhan thirc vé tinh cong bang ciia gia
Theo Bolton, Warlop va Alba (2003) da
dinh nghia: “Tinh cong bang 1a mot phan quyét
vé viéc liéu mot két qua hodc qua trinh da dat
duge mot két qua hop ly, chap nhan duoc”.
Tinh cong bang cta gia lién quan dén sy so
sanh gia véi mot ti€u chuén hodc chuin muc
thich hop (Xia, 2004). Trong nghién cuu cua
Xia (2004) cho rang: “Nhan thirc vé Tinh cong
bang cua gia 13 sy danh gia cua khach hang d6i
voi muc gid nguoi ban dua ra li€u c6 & muc
hop 1y va chap nhan dugc hay khong”. Ngudi
tiéu dung biét duoc sy sai biét cua gia khi ho

so sanh gifra hai giao dich twong tu nhau vi
"sy danh gia vé tinh cong bang khong thé thuc
hién khi hai giao dich mua sim cta khach hang
hoan toan khong mang tinh tuwong déng Viéc
khach hang nhén thic tinh cong bang cua gia
s& anh huéng dén thai do va hanh vi mua sim
ctia ho. Khi khich hang nhan thdy moén san
pham, dich vu ho mua v6i mirc gia thiéu cong
bang, ho s& din dén khuynh hudng nay sinh
cam xuc phan hdi tiéu cuc nhu khong hai 1ong
vé chat luong, gia ca san pham, phan nan, doi
bdi thuong va cac hanh vi khac phu thudc ban
chat cta tinh hudng.

2.3 Dich vu bd sung

Theo IdeaWork (2011): “Dich vu bd
sung 14 viéc cac hing hang khong cung cap
nhiéu hon géi dich vu dua ra trong gia vé cta
hanh khach”. Tao ra ngudn doanh thu ngoai
doanh thu gia vé dén tir cac san pham, dich vu
bd sung gop phan cing cb san pham van
chuyén cot 161 ciia dich vu van chuyen hang
khong nhu 1a phi hanh ly, san pham ban trén
chuyen bay....Ngdy nay, cung vdi su gia ting
ve nhu cau cua hanh khach, danh muc cac san
pham, dich vu b6 sung md rong hon nhu dich
vu thué xe du lich, phong nghi, khéach san, lga
chon chd ngdi va cac mat hang mua sim khac
trudc va trén hanh trinh bay. Ttr hoat dong ban
cac san pham, dich vu bd sung nay sé& gitp cac
hing hang khong thu lai ngudn thu ngoai gia
vé cho hang, gop phan bu dap cac chi phi van
hanh phat sinh. Ngdy nay, doanh thu bd sung 1a
mot van dé 16n d01 voi tat ca cac hang véan
chuyén du 1a truyén thdng, lai hay chi phi thap.

2.4 Cac yéu t6 anh hwéong dén tinh cong
bing cia gia

Ahmat (2011) d chi ra rang c¢6 2 nhém
yéu t6 anh huong truc tiép dén nhédn thuc vé
tinh cong bang vé gia dé 1a kién thire va kinh
nghiém. Khi tham gia vao mét giao dich khach
hang s& dwa vao kién thirc va kinh nghiém
trong 1an giao dich trudc d6 dé so sanh trudc
khi dua ra quyét dinh cudi cung. (Cockrill,
Goode, 2010; Gielissen, Dutilh va Graafland,
2008; Slonim va Garbarino, 1999). Khach hang
s€ dua ra suy luan va hinh thanh mic d¢ ki
vong nhit dinh dya trén thong tin ho thu thip
dugce va diéu nay duogc hd tro thém boi sy phat
trién cua mang Internet cho phép khach hang
tim kiém théng tin, tir d6 anh hudong dén quyét
dinh mua hang cua ho. Khi khach hang cam
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thdy khong cong bang ho s& c6 nhitng phan
ung cam xuc thong qua hanh dong ty bao vé,
tra thu, tdy chay...Mtrc d6 hiéu biét ciia khach
hang s& 1am nang cao nhan thic vé tinh cong
bang cua ho. Tir 6 Ahmat (2011) di dua ra 4
yéu to chinh anh huong dén nhan thic tinh
cong bang cua gia, do 1a (1) Sy trai nghiém
dich vy, (2) Sy am hiéu vé gi4, (3) Thong tin
vé gia va (4) Gia ca mong doi.

2.4.1 Sw trdi nghiém vé dich vu va nhin thirc
tinh céng bing ciia gid

Trai nghiém duoc do luong qua mic do
thuong xuyén cua khach hang khi stir dung mot
san pham nao dé trong khung thoi gian nhét
dinh va khach hang s& phat trién tri nhé, kién
thirc vé& gia ca tot hon vi thuong xuyén thuc
hién giao dich mua ban, st dung san phém
(Estelami, 1998; Maxwell, 2008). Kinh nghiém
sir dung san phdm va nhimg trai nghiém vé
cung céch phuc vu, chét lugng san phém s€ tac
dong dén nhiing gia tri khach hang cam nhén
duoc. Liéu san phém vol muc gia va chét
lwong di kém co twong xtimg véi s6 tién bo ra
1a cau hoi nhiéu khach _hang quan tam va sé tac
d6ng dén nhan thirc vé tinh céng bang cua gia
ma dé tai dang nghién ctru. Ta c6 gia thuyét:
HI: Trai nghiém vé dich vu co tac dong tich
cwee dén nhdn thire tinh céng bang cia gid.

2.4.2 Sw am hiéu vé gid va nhin thirc tinh
cong bang ciia gid

Sy am hiéu vé gia 1a nhiing kién thirc
chuyén moén cua mot nguodi hodc mot nhom
nguoi thong qua sy hiéu biét 1y thuyét hodc
thuc tién vé mot chu dé (Sinclair, 2010) va
khach hang c6 thé xdy dyng mét tai li¢u tham
khao hozc gia thanh du kién dya trén kién thic
ctia ho vé gia ca thi truong va giao dich trudc
d6 (Cockrill va Goode, 2010; Gielissen, Dutilh
va GQGraafland, 2008; Slonim va Garbarino,
1999). Bolton (2003) cho ring muc d hiéu
biét vé gia ca, chi phi, va lgi nhuan c6 thé gop
phan tac dong vao nhdn thic cua khach hang
vé tinh thiéu cong bang cua gia. Diaz (2004) va
Pechtl (2008) timg nhan dinh ring viéc thudng
xuyén str dung san phdm nao diy khong lam
tang hiéu biét cia khach hang vé gia ma gitp
ho tu tin hon vé tinh chinh x4c ctia murc gia ma
ngudi ban dua ra. Ta c6 gia thuyét:
H2: Sw am hiéu vé gia co tac dong tich cuc dén
nhén thire tinh cong bang ciia gid.

2.4.3 Théng tin vé gid va nhin thirc tinh cong
bdng ciia gid

Xia (2004), Maxwell (2008) va Ahmat
(2011) giai thich rang khach hang s& dua ra
nhitng gia thuyét, dién giai, suy luan duva trén
kinh nghiém trong qué khi. Dua trén kinh
nghiém mua ban trong qua khir ho s€ xay dung
mdt bg thong tin vé gia dé tir d6 sir dung cho
nhitng lan giao dich tiép theo. Bén cach do,
nho kha nang tiép can thong tin, khach hang s&
¢6 xu hudng so sanh gia ca va chat luong san
phim giita nguodi ban nay va nhitng ngudi
khac. Néu c6 sy chénh 1éch vé gia ban giita cac
nha cung cip, khach hang s& cho ring mirc gia
ho dinh trad cho san phém 1a thiéu cong bang
(Ahmat, 2011). Ta co gia thuyét:
H3: Théng tin vé gid ¢6 tac déng tich cuc dén
nhdn thirc tinh cong bang ciia gid.

2.4.4 Gia ca mong dgi va nhdn thirc tinh cong
bang ciia gid

Nhan thirc v& s cong bang cia gid co
lién quan dang ké dén cam xuc (Yang, 2005).
Khach hang luén c6 xu hudng dat ra mac gia
ma ban than mong mudn chi tra. Trén co so thu
thap nhimng kién thirc vé gia ca trén thi trudng
va xu hudng gid ma ngudi ban dua ra trong
mot khoang thoi gian, khach hang s€ hinh
thanh viéc dinh gia. Mirc gia mong doi dugc
cho ring s& 1a mot trong nhiing yéu t6 tac dong
dén nhan thic vé tinh cong biang cua gia
(Ahmat, 2011). Giad mong dgi s€ la thang do
gitta kha ning chi tra cua khach hang va chat
luong cta san pham ligu co twong ximg . Ta c6
gia thuyét:
H4: Gid ca mong doi co tac dong tich cuc dén
nhén thirc tinh cong bang ciia gid.

T cac phan tich ¢ trén, moé hinh nghién
ctru duoc dé xuat nhu sau:

Hinh 1: M6 hinh nghién ctru d& xuat
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3. PHUONG PHAP NGHIEN CUU

Nghién ctru dugc thuc hién qua hai giai
doan, nghién ctru so bd va nghién ciru chinh
thirc. Nghién ctru so bo bang k¥ thuat phong
vaAn nhom 21 hanh khach duoc thuc hién vao
thang 2/2017. Tir két qua nghién ctru nay, mot
sO phat biéu trong thang do dd dugc hiéu
chinh/bé sung phii hop voi bdi canh nghién
clru.

Nghién ctru chinh thirc dugc thuc hién
trong vong thang 3-4/2017 véi 235 hanh
khach. Nghién ctru st dung phwong phap lay
mau thudn tién, phi xac xuat bang phiéu khao
sat co chu tric. Thang do s dung la thang
Likert 5 diém.

Sau khi dir liéu dugc thu thap, ph?m
mém SPSS 20 duogc st dung dé thong ké mé ta
s6 liéu, kiém dinh d6 tin cdy cta thang do bang
hé sb Cronbach’s Alpha, phan tich nhan to
kham pha (EFA), xac dinh cac hé sb tuong
quan va phan tich hdi quy tuyén tinh, kiém
dinh sy khac nhau cua cac gia tri trung binh.

4. KET QUA NGHIEN CUU
4.1. Thong ké miu nghién ctru

Két qua cho thdy c6 139 nit (59%) va 96
nam (41%) tra 15 phong van, Cac dic trung
khac clia miu dir liéu dugc trinh bay trong
bang 1.

Bang 1: Pac diém ctia mau khao sat

ve Vé nghé

qube | 235 | % h%ﬁ 235 | %
tich ngep

ViRt | g6 | g3.40, | Hocsinh— 1 gg | 50,
Nam sinh vién
Quoc | 39 | 1660 | COMERRAN | o) | 350,
te vien

vé

dé 235 % Kinh doanh 54 23%
tuoi

Duéi

18 2 1% Khac 10 | 4%
tudi

Tu

18- .

40 169 | 72%

tuoi V& tin suit o
Tu di may bay 235 %
41- .

60 49 | 21%

tuoi

Trén .

60 | 15 | 6% Duti 2 96 | 41%
tudi chuyén/nam

vé X
thu | 235 | % Tu2-6 1 g7 | 379
nhap chuyén/nam
Du.di N
7 | 108 | 45% Tu6-10 33 | 14%
tricu chuyén/nam
Tu
7-15 | 95 41%
tri¢u Trén 10 o
Trén chuyén/nim 19 8%
15 32 14%
triéu

Trong s& 235 mau khao sat co 23 hanh
khach chua tirng st dung dich vu bd sung trén
chuyén bay cia hing. Trong d6, 41% hanh
khach khong c6 nhu cau, 27% hanh khach cho
rang vi chiang bay voi thoi gian ngan tir 1 gio
den 2 gio nén khong phat sinh cac nhu cau an
ubng bd sung va 32% hanh khach vi 1y do gia
cao nén khong san sang chi tra.

4.2 Kiém dinh d¢ tin ciy ciia thang do

Theo két qua kiém dinh thang do bang
Cronbach’s Alpha, vi bién quan sat “T6i khong
biét vé gia ctia mat hang ban c6 trong thuc don/
tap chi dat trén may bay cho dén khi thanh toan
cho tiép vién” thudc thang do “Su am hiéu vé
gid” c¢6 hé sb twong quan bién tong chi dat
0.147 (nh6 hon 0.3) 1am cho hé sé Cronbach
Alpha chung cua thang do chi dat mtac 0.573
(nho hon 0.7) nén tac gia quyét dinh loai bién
quan sat ndy nham cai thién do tin cdy
Cronbach’s Alpha cua thang do. Sau khi tién
hanh loai bo bién KNW 2 va kiém dinh lai
thang do, tac gia dd co6 dugc kiém dinh chinh
thirc v6i cac hé s6 Cronbach’s Alpha. Két qua
kiém dinh db tin cdy cua thang do trong nghién
ctru nay cho théy, 4 thang do déu dat duoc do
tin cdy c6 ¥ nghia, cu thé 1a thang do Sw trdi
nghiém dich vu (Cronbach’s Alpha = 0,804);
thang do Sw am hiéu vé gid (Cronbach’s Alpha
= 0,704); thang do Théng tin vé gid
(Cronbach’s Alpha = 0,729); thang do Gid cd
mong dgi (Cronbach’s Alpha = 0,817); thang
do Nhégn thirc tinh céng bang ciia gid
(Cronbach’s Alpha = 0,805).

4.3 Phan tich nhén t6 khim pha EFA

Két qua phan tich nhan t6 kham pha
EFA cho céac bién doc lap cho thdy cac bién
quan sat co twong quan voi nhau trong téng thé
(Sig=0.000 < 0.5). H¢ s6 KMO = 0.854 > 0.5:
Phan tich nhan t6 thich hop véi dit liéu nghién
ctru. C6 4 nhan té dugce trich ra tir phéan tich
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EFA. Gia tri Eigenvalues = 1.144 >1 la dat yéu
cau. Gia tri tong phuong sai trich: 67.342 (dat
yéu cau). Tat ca cac bién quan sat déu c6 hé sd
tai nhan t6 > 0.5 va dat gia tri hoi tu.

Két qua phan tich nhan t6 kham pha
EFA cho bién phu thudc cho thiy cac bién
quan sat ¢ twong quan v6i nhau trong tong thé
(Sig=0.000 < 0.5). H¢ s6 KMO = 0.730 > 0.5:
Phén tich nhan t6 thich hop véi dir liéu nghién
ctru. C6 1 nhan t§ dwoc trich ra tir phan tich
EFA. Gia tri Eigenvalues = 4.038 >1: dat yéu
cau. Gia tri tong phuong sai trich: 50.479 (dat
yéu cau). TAt ca cac bién quan sat déu co hé sb
tai nhan td > 0.5: dat yéu cau. Nhu vy, thang
do “Nhan thirc tinh cong bang vé gia” dat gia
tri hoi tu.
Két qua phan tich nhan té cho thiy cac bién
doc lap va bién phu thudc trong mé hinh déu
dat gia tri hoi tu va gia tri phan biét chap nhan
dugc. Phan tich EFA 1a thich hop véi dir liéu
nghién ctru. C6 5 nhan t6 duoc trich ra tir két
qué phén tich bao gdm 16 bién quan sat.

4.4 Két qua phan tich hdi quy tuyén tinh

Theo két qua phén tich thi gia trj sig. <
0.05 tuong duong voi dd tin cay 95% thi nhan
t6 d6 duoc chép nhén, c6 nghia 1a nd co6 sy tac
dong dén Nhan thic tinh cong bang cua gi.
Két qua hdi quy cho thiy co 3 nhan t§ thoa
man diéu kién la: Sy trai nghiém dich wvuy,
Thong tin vé gia va Gia ca mong doi. Vi nhan
t6 Sy am hiéu vé gia co Sig. = 0.290 > 0.05
nén khong c6 y nghia trong mo hinh hdi quy
nay.

Tu két qua hoi quy da bién, phuong trinh
ho1 quy tuyén tinh do ludong mirc d6 nhén thic
vé tinh cong bang cta gia d6i véi dich vu bd
sung trén chuyén bay cuia hing hang khong
Vietjet Air nhu sau:

Nhan thirc tinh cong bing cia gia = 0.193 *
Sw trai nghiém dich vu + 0.211 * Théng tin
vé gia + 0.500 * Gia ca mong doi

Ba yéu to anh huong nhdn thic tinh
cong bang cua gia co ¥ nghia thong ké trong
mo hinh nghién ctru duoc sap xép theo mirc do
anh huong tir cao dén thap nhu sau: (1) Gia ca
mong doi; (2) Théng tin vé& gia; (3) Su trai
nghiém dich vu.

Mo hinh cho thdy cac yéu té doc lap déu
anh huong thuan chiéu dén nhan thic tinh cong
bang cta gia ¢ do tin cdy 95%. Qua phuong
trinh hdi quy, ta thiy néu gitr nguyén cac yéu
td doc 1ap con lai khong ddi, thi khi diém danh

gia vé “Gi4 ca mong doi” ting 1én 1 thi Nhan
thirc tinh cong bang cua gia ting trung binh 1én
0,5 diém. Tuong tuy nhu vy, ta thiy khi diém
danh gia vé& “Thong tin vé gida” va “Su trai
nghiém dich vu” tang [én 1 thi Nhan thuc tinh

cong bang cia gia ting trung binh 1én lan luot
la 0,211 dlem va 0,193 diém (trong diéu kién
cac yéu t6 khac khong ddi). Nhu vay, yeu tb
“Gia ca mong dogi” c6 tdc dong manh nhét dén
Nhan thtrc tinh cong bang cua gia; trong khi
do, yéu to “Su trai nghiém dich vu” lai c6 tac
dong it nhit dén Nhan thirc tinh cong bing cta
gia. Véi sb luong quan sat hop 18 trong mau 1a
253, két qua nghién ctu cho thiy mé hinh
nghién ciru giai thich duoc 67,34% trong thay
d6i Nhan thirc tinh cong bang cua gia.

4.5 Két qua kiém dinh cac gia thuyét nghién
cuiru

Hinh 2: Két qua hdi quy

Sau khi tong hop két qua kiém dinh cac
gia thuyét nghién ctru voi muc ¥ nghia thong
ké 5% cho thay:

Yéu t6 “Trai nghiém vé dich vu”,
“Thong tin vé gia” va  Gia ca mong doi” c6
murc y nghia Sig. = 0,000 < 0,05. Do d6 cac
yéu t nay co tuong quan c6 y nghia voi Nhan
thirc tinh cong bang cua gia & mirc ¥ nghia 5%.
Hé s6 Beta chuan hoa lan luot 12 0.193, 0.211
va 0.500 > 0 cho thdy mbi quan hé giita yéu t6
*Trai nghiém vé dich vu”, “Thong tin v& gia”
va “ Gid ca mong d¢i” va ” Nhén thirc tinh
cong bang cua gia” 1a méi quan hé cung chiéu.
Vi vay, gia thuyét H1, H3, H4 duoc chép nhan.

Yéu t6 Sy am hiéu vé gid” c6 muc ¥
nghia Sig. = 0,290 > 0,05. Do d¢, yéu té nay
khéng c6 y nghia trong mo6 hinh. Vi vay, gia
thuyét H2 khong dugc chap nhan.

5. KET LUAN VA HAM Y QUAN TRI

Dua trén ly thuyét vé cong bang va céc
nghién ctu trude day, nghién ctru da tim ra co
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3 yéu t6 anh huong dén Nhan thirc vé su cong
bang ctia gia d6i voi hanh khach khi str dung
dich vu bo sung cta hing hang khong Vietjet
Air, d6 1a: Sy trai nghiém dich vy, thong tin vé
gia va gia ca mong doi. Sau khi phan tich dit
liéu bang phan mém SPSS cho ra két qua 1a c6
ba yéu t véi 13 bién quan sat (co y nghia
thong ké & muc ¥y nghia 1%) anh huéng dén
Nhan thirc tinh céng bang cua gia sip theo thir
tu tir cao dén thap: (1) Gia ca mong doi; (2)
Thong tin vé gia; (3) Su trai nghiém dich vuy;
Yéu t6 “Sy am hiéu vé gia” anh hudng khong
¢6 v nghia thong ké dén Nhan thirc tinh cong
béng cua gia.

Két qua cua nghién ciu g0p_ phan xay
dung mét khung ly thuyét mdi vé hanh vi
khach hang déi véi dich vu bd sung. Tir d6 gop
phan giup hang hang khong Vietjet Air xac
dinh 13 tim quan trong cua cic yéu to anh
huong dén Nhan thirc cta khach hang vé tinh
cong bang cua gid cu thé nhu viée thiét lap
mirc gid cho cac dich vu bd sung trén chuyén
bay mdt cach hop 1y phu hgp véi mong doi cia
hanh khach khi str dung dich vu. Nhu vay hanh
khach s& cam thay hai long, yéu thich va tiép
tuc sir dung san pham cua hing.

Song song véi viéc ddy manh viéc thong
tin mot cach rd rang va minh bach vé nhing
chinh sach, gia va dich vu cia hang dé tao su
tin twdng cho hanh khach khi lya chon dich vy;
viéc nghién ctru va phat trién cac san pham bo
trg hitu ich, thiét thuc ciing gop phan nang cao
chat lwong dich vu trén chuyén bay cta hang.

6. HAN CHE VA HUONG NGHIEN CUU
TIEP THEO

Nghién ciru van con mot s6 han ché
khong tranh khoi. Thir nhit, sy gidi han vé
ngudn tai lidu tham khao dbi véi mang dé tai
“Nhén thic tinh cong bang cua gia” lam han
ché viéc lua chon cac yéu td anh hudng dén
khai niém nghién ctu cling nhu xdy dung
thang do cho khai niém. Can c6 nhitng nghién
ctru tiép theo chuyén sau hon hodc tién hanh
nghién ctru kham pha cac yeu t6 tac dong khac
ma dé tai con chua dé cap dén.

Thtr hai, pham vi nghién ciru chi gioi
han trong mot doanh nghi¢p cuia nganh hang
khong, cu thé trong bai nghién ctru la hang
hang khong Vietjet Air. Huéng phat trién tlep
theo can phai co cac nghién ciu twong ty dé
kiém chimg va so sanh dbi chiéu két qua

nghién ctru tu d6 tim ra dac thu cua tirng nganh
kinh t& khac nhau.
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