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TOM TAT

Dé tai “Cdc nhén t6 anh huong dén chat luong dich vu du lich tai Cong ty
Cé phan Du lich va Tiép thi Giao théng Vin tai Viét Nam Vietravel Chi nhanh
Can Tho” dugc xay dung dua trén cac co so 1y thuyét vé chat luong dich vu va
céc tiéu chi, cac nhan tb phan anh chét luong dich vu cua td chirc. Pé thuc hién
nghién ctru tic gia tién hanh thu thap dit liéu so cap cua 195 khach hang di ting
trai nghiém dich vu du lich do Cong ty cung cip voi cac phuong phap duoc sir
dung trong nghién ctru nhu kiém dinh d6 tin cdy thang do bang hé sé Cronbach’s
Alpha, hé s twong quan bién tong, phan tich nhan t6 kham pha EFA, kiém dinh
su twong quan pearson va phan tich hdi quy. Theo dé, nhan té su dap tng co tac
dong manh nhat dén chat luong dich vu du lich cua Cong ty voi hé s6 beta béng
0.349; ké dén 13 nhéan t6 phuong tién hitu hinh c6 hé s6 beta bang 0.241; nhan t6
su tin cay co hé sb beta bﬁng 0.205; nhan tb nang luc phuc vu c6 hé sb beta bﬁng
0.194 va cudi cung 13 nhan t6 su dap tmg voi hé sé beta bang 0.138.

Tur két qua nghién ctru dat dugc tac gia dé xuat mot sb ham y quan tri gitp
nang cao chat luong dich vy cua Cong ty Vietravel trong thoi gian tgi nham dap
g t6t hon nhu cau cia khach hang dé tir d6 nang cao nang luc canh tranh cua
cdng ty. Cac ham y quan tri duoc tac gia dé xuat nhu ham ¥ quan tri gia ting
phuong tién hitu hinh, nang cao chat lvgng phuc vu ctia nhan vién... Véi cac ham
Yy quan tri dé xuat tac gia ky vong nghién ctru sé gitip lanh dao Cong ty ¢ co s
khoa hoc dé dé ra cac chién lugc thu hat khach hang, nang cao chat lwgng dich vu
nham ting stc canh tranh ctia Cong ty.



ABSTRACT

The topic "Factors affecting the quality of tourism services at Viet Nam
Vietravel Tourism Marketing and Transport Joint Stock Company Can Tho
Branch” is built on the theoretical basis of service quality and the criteria and
factors that reflect the quality of tourism services Service quality of the
organization. To conduct the research, the author collects primary data of 195
customers who have experienced the travel service provided by the Company with
the methods used in the research such as testing the reliability of the scale Using
Cronbach's Alpha coefficient, total variable correlation coefficient, exploratory
factor analysis EFA, pearson correlation test and regression analysis. Accordingly,
the responsiveness factor has the strongest impact on the quality of tourism
services of the Company with a beta coefficient of 0.349; next is the tangible media
factor with a beta coefficient of 0.241; the reliability factor has a beta coefficient
of 0.205; The service capacity factor has a beta coefficient of 0.194 and the last is
a response factor with a beta coefficient of 0.138.

From the research results obtained, the author proposes some managerial
implications to help improve the service quality of Vietravel Company in the
coming time in order to better meet the needs of customers and thereby improve
competitiveness company picture. The administrative implications proposed by
the author such as the management implication to increase tangible means,
improve the service quality of employees... With the proposed management
implications, the author expects the research will help leaders the company has a
scientific basis to devise strategies to attract customers, improve service quality in
order to increase the competitiveness of the Company.
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ngudi thuc hién dé tai nghién cu “Cdc nhdn t6 anh hwéng dén chdt hrong dich
vu du lich tai Cong ty Cé phan Du lich va Tiép th; Giao thdng Van tai Viét Nam
Vietravel Chi nhanh Can Tho”.

T6i xin cam doan cong trinh nghién ctiru khoa hoc nay la cdng trinh nghién
ctru doc 1ap cua tdi, hoan toan khdng trang ldp véi cac cong trinh nghién cau khoa
hoc d tirng cong bd trude do.

Cac s6 liu trinh bay trong luan vin 1a trung thyc va c6 ngudn gbc rd rang.
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