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LOI CAM TA

T6i Xin tran trong bai to 1ong biét on d¢én Ban Giam hiéu Truong, Ban Lanh
dao, cac Thay Cd khoa Kinh té Truong Pai hoc Nam Can Tho di tao moi diéu
kién tot nhat dé t6i hoan thanh luan van tt nghiép.

T6i vo cing biét on dén PGS.TS Dao Duy Huan, ngudi huéng dan dé tai, da
tan tinh hudng dan, truyén dat nhiing tri thirc bo ich, kinh nghiém thuc té, tac phong
lam viéc, tu duy khoa hoc, di quan tAm va tao moi diéu kién thuan loi cho tdi trong
suét thoi gian thuc hién va hoan thanh luin van nay.

Téi ciing xin goi 161 cam on chan thanh dén toan thé anh, chi, em cua Dai ly
Ford Can Tho di gitp d& va tao diéu kién thuan loi dé toi hoan thanh luan van.

Kinh chdc Quy Thay Cd, cac Anh, Chi va cac ban duoc doi dao suc khoe,
hanh phuc va thanh dat.

Xin trén trong cam on!
Can Tho, ngay  thdng  ndm 2022

Hoc vién thuc hién

Nguyén Hoang Anh



TOM TAT

Dé tai “Cac nhdn t6 anh hieong dén sw hai long ciia khdch hang vé chat lwong
dich vu khi mua xe tai Pai ly xe Ford Can Tho” dugc xay dung dua trén cac co so
1y thuyét c6 lién quan dén dé tai nghién ctru duoc tac gia luge khao nhu cac khai
niém chat luong dich vu va sy hai long cua khach hang. Téc gia tién hanh phong
van 175 khach hang dd mua xe tai Dai 1y Ford Can Tho trong thoi gian qua, thong
qua phuong phap phén tich kiém dinh dé tin ciy Cronbach’s Alpha, phan tich nhan
t6 kham pha EFA va phén tich hoi quy. Két qua phén tich cho thiy tt ca 22 bién
quan sat dai di¢n cho 6 nhém nhan td doc lap tac dong dén nhan td phu thuoc déu
theo diéu kién dé dua vao phan tich nhan t6. D6 1a cac nhan t6: Sy dap ung (DU);
su tin cay (TC); sy dam bao (DB); cam nhan cua khach hang vé chét lugng dich
vu (CN); cham séc khach hang (CSKH) va gia ca (GC) déu c6 tac dong dén su hai
long cia khach hang khi mua xe tai Pai 1y Ford Can Tho (HL).

Két qua phan tich hdi quy cho thay chiéu tac dong va muac do tac dong cua
c4c nhan té nhu sau: Su dap tng c6 tac dd6ng manh nhat (beta = 0.246) > Sy tin
cay (beta = 0.147) > Cam nhan caa khéach hang vé chat luong dich vu (beta =
0.103) > Su dam bao (beta = 0.093) > Nhan té cham soc khach hang (beta = 0.066)
> Gia ca dich vu (beta = 0.150).

Tur két qua nghién ctru dat dugc tac gia dé xuat mot sb ham y quan tri gitp
tang sy hai 10ng cua khach hang khi dén véi Pai ly Ford Can Tho, mot s6 ham y
quan tri dugc dé xuat nhu nang cao sy tin cay cua khach hang danh cho Pai Iy,
nang cao su dap tng, su dam bao cua Dai 1y ddi véi khach hang, gia ting nhan té
chiam soc khach hang, cac chinh sach vé gia nham ting sic canh tranh cua dai ly
va gia tang cam nhan tich cyuc cua khach hang danh cho Dai ly.

Tac gia ky vong nhitng ham y quan tri nay sé€ giap Dai ly ngay cang danh
dugc nhiéu hon sy hai 10ng cua khach hang qua d6 ting luong khach hang ciing
nhu tang thi phan cua hang xe Ford trén thi truong Can Tho ciing nhu ca khu vyc
dong bang sdng Ctru Long.



ABSTRACT

The topic "Factors affecting customer satisfaction on service quality when
buying a car at Ford Can Tho dealer™ is built on persuasive bases related to the
research topic. brief impact as the concepts of service quality and customer
satisfaction. The author conducted interviews with 175 customers who bought a
car at Ford Can Tho Dealership in the past time, the method was through
Cronbach's Alpha reliability test, EFA exploratory factor analysis and regression
analysis. Analysis results for all 22 observed variables representing 6 independent
and dependent group factors are all according to the conditions to be included in
the factor analysis. These are the prefixes: Response (DU); trustworthiness (TC);
guarantee (DB); customer's perception of service quality (CN); Customer setup
(customer service) and price (GC) both have an impact on customer satisfaction
when buying a car at a Ford Can Tho (HL) Dealer.

The results of the panel recovery for the impact and activity level of the
prefixes are as follows: Response has the strongest impact (beta = 0.246) >
Reliability (beta = 0.147) > Customer perception goods in terms of service quality
(beta = 0.103) > Assurance (beta = 0.093) > Commodity setting factor (beta =
0.066) > Service price (beta = 0.150).

From checking the results, the author proposes a number of functions to help
managers increase customer satisfaction when coming to a Ford Dealer in Can
Tho, some management functions are proposed such as improving trust and
increasing customer satisfaction. customer trust. Customers for Agents, improve
the agent's responsiveness, guarantee for customers, increase customer factor,
price policies to increase agency's competitiveness and increase the feeling of
receiving. Customer's positive for Agents.

The author expects these functions will help the Dealer to be more and more
preserved in customer satisfaction, thereby increasing the number of customers as
well as increasing Ford's market share in the Can Tho market as well as the whole
area by the Mekong River.



TRANG CAM KET KET QUA

T6i xin cam két nghién ctu “Cac nhan té dnh hwdng dén sy hai long cua
khach hang vé chat liwong dich vu khi mua xe tai Pai ly xe Ford Can Tho” dugc
hoan thanh dua trén cac két qua nghién ctiu cua toi va cac két qua nghién ciu nay
chua dugc dung cho bat ci luan vin ciing cap nao khac.

Can Tho, ngay ... thdng ... nam 2022

Nguwoi thuc hién

Nguyén Hoang Anh
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