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LOI CAM TA

Trude hét tdi xin chan thanh cam on Ban Gidm hiéu, 1dnh dao Khoa Kinh té -
Truong Pai hoc Nam Can Tho di tao diéu kién dé t6i duoc hoc tap, nang cao trinh do

chuyén mon trong thoi gian qua.

Xin bay t6 long biét on sdu sic dbi v6i C6 hudng dan dé tai TS. Tran Kiéu Nga
va Thay PGS.TS. Nguyén Tri Khiém di tan tinh diu dit, dong vién va cho t6i nhitng
161 khuyén quy bau trong sudt thoi gian hoc tp cling nhu khi thyc hién dé tai va hoan

thanh luan van.

Xin chan thanh cam on cac Thay/C6 Khoa Kinh té va cac Thay/C6 dugc moi giang

da day va truyén dat cho t6i nhimg kién thirc quy bau trong sudt thoi gian hoc tap.

Cam on cac anh/chi 16p Thac si Quan tri kinh doanh khéa 2018 da cung t61 doan

két, gan bo vuot qua mot chin dudng dai hoc tap.

Sau cung 13 10ng biét on dén gia dinh, nhitng ngudi than va ban bé di dong vién

va tao diéu kién thuén loi cho t6i hoan thanh chuong trinh hoc nay.
Xin cam on tit ca moi ngudi di gitip d& va chia s& voi toi dé c6 duoc thanh cong
hom nay.
Can Tho, ngdy thang ndam 2020

Hoc vién thuc hién

Nguyén Phuong Linh
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TOM TAT

Nghién ctru ndy nhim muc tiéu xac dinh cac nhan t6 anh huong dén su hai long
cua nguoi tim viéc ddi véi chét luong dich vu tai Trung tdm Dich vu viéc lam thanh
phd Can Tho. Trén co s& d6, dé ra cic giai phap dé gia ting su hai long ctia ngudi tim
viéc trong thoi gian t6i dé gop phan ning cao hiéu qua hoat dong cua Trung tAm va
chét luong phuc vu khach hang. Phuong phap thuc hién dé tai 1a dinh tinh dé x4c dinh
mo hinh va dinh luong dé xac dinh va do luong muc do anh hudng ctia cac nhan tb
anh huong dén sy hai 10ng cta ngudi tim viéc . M6 hinh nghién ciru dé& xuit gdbm 06
nhan t6 doc 1ap va 01 nhan t6 phu thudc, voi 28 bién quan sat. Két qua phan tich bang
cong cu théng ké SPSS voi dir li€u khao sat 250 nguoi tim viéc thuc hi¢n qua cac
budc: Thong ké mo ta, phan tich nhan t6 kham pha EFA, phén tich tvong quan, phan
tich hdi quy tuyén tinh bdi, d3 xac dinh dugc 05 nhan t6 anh hudng dén sy hai 1ong
clia nguoi tim viée d6i véi chat luong dich vu tai Trung tim Dich vy viéc 1am thanh
phé Can Tho theo mirc do anh huong giam dan gdm: (1) Su tin cdy; (2) Su cam thong;
(3) Nang luc, thai d6 phuc vu; (4) Su dap tmg; (5) Phuong tién hitu hinh. Két qua kiém
dinh khong c6 su khéc biét vé mire do hai long cua gidi tinh, do tudi, trinh do dao tao
va s6 1an hd tro cta dap vién. Cubi cung, dua ra cac ham y quan tri vé cac nhéan to: Su
tin cdy; Su cam thong; Nang luc, thai d6 phuc vu; Sy dap ung va Phuong tién hitu
hinh nham nang cao su hai long cua nguoi tim viéc ddi véi chét lugng dich vu tai
Trung tdm Dich vu viéc lam thanh ph Can Tho, dong thoi néu 1én cac han ché cua dé
tai va huéng nghién cuu tiép theo.

T cac két qua nghién ciru, tac gia da dé xuat cac giai phap voi mong mudn mang
dén cho ngudi tim viée sy hai long cao hon mdi khi st dung dich vy gi6i thiéu viéc lam

ctia Trung tAm. Tir d6 g6p phan vao muc tiéu chung ctia thanh phd.

Twr khoa: Su hai long, chat luong dich vu, Trung tdm Dich vu viéc lam thanh
phé Can Tho.
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ABSTRACT

This research aims to assess the factors affecting customer satisfaction on The
quality of job placement services at Can Tho Job Center. On this basis, the solutions to
increase customer satisfaction in the future to contribute to improve the efficiency of
the center and service quality customers. The method of implementing the topic is
qualitative to identify models and quantify to identify and measure the influence of
factors affecting business satisfaction. The proposed research model consists of 06
independent factors and 01 dependent factor, with 28 observed variables. Analysis
results using SPSS statistical tool with survey data of 250 enterprises conducted
through the following steps: Descriptive statistics, EFA discovery factor analysis,
correlation analysis, multiple linear regression analysis, identified five factors
affecting the satisfaction of tax support service quality according to the level of
decreasing influence including: (1) Reliability; (2) Empathy; (3) Service capacity; (4)
the level of response (5) Tangible facilities. Testing results do not differ on satisfaction
level of respondents' gender, age, training level and number of support times. Finally,
give governance implications on the following factors: Reliability, Empathy, Service
capacity, the level of response, Tangible facilities, in order to improve the satisfaction
of enterprises with the quality of tax support services at The quality of job placement
services at Can Tho Job Center, and at the same time raise limitations of the topic and

further research directions.

From the research results, the author has proposed solutions with the desire to
bring more satisfaction to customers when using the Center's employment services.

Thus contributes to the overall goal of the city.

Keywords: Satisfaction, quality service, The quality of job placement services at
Can Tho Job Center.
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LOI CAM DOAN

Ti xin cam doan dé tai luan vin nay la do chinh t6i thuc hién, cac s6 liéu thu
thap va két qua phan tich duoc thé hién trong dé tai 1a trung thuc, dé tai khong tring

v6i bat ky dé tai nghién ctru khoa hoc nao.
Can Tho, ngdy thdng nam 2020

Hoc vién thuc hién

Nguyén Phuwong Linh
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