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MUC B0 TAC BONG CUA CAC THANH PHAN CHAT LUQNG DICH VU BEN eWOM
(Thang dor 1 = thip nhdt, 5 = cao nhdt)

cic thanh phén chét lugng dich vy dén hanh vi truyén i e |
miéng dién t& (¢(WOM) cia khéch hang tai Nha hang Pha | oo [
Nhuén — Khich san Mudng Thanh Luxury Sai Gon. Dé téig m:ﬂ:—
st dyng phuong phép nghién ciu két hop dinh tinh va i __
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- dinh luong, trong dé dit liéu duoc thu thip thong qua§
phong van sau va khao sit bang bang héi, sau d6 x Iy bang .

phdn mém dé phan tich va dénh gié cac yéu t6 nghién ciu. i Ket qua nghién cuu cho thay chat luong dich vy
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' phuc vu 13 yéu t0 &nh huéng manh nhat. :
K&t qua nay phu hop véi mé hinh SERVQUAL cta
EParasuraman, Zeithaml va Berry va cac nghiéni
{ cttu vé eWOM clia Hennig-Thurau va cong sy khi
Echo ring chit lugng dich vu cang cao thi khach
Ehéng cang c6 xu huéng chia sé trdi nghiém tiché
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Panh gia tic dong cta cic thanh phan chat
luong dich vu dén hanh vi truyén miéng dién
t (eWOM) ctia khach hang tai Nha hang

Binh lugng

Nghién clru xac dinh chét lugng dich vu ¢é tac dong tich cuc dén hanh
vi truyén miéng dién t&r (eWOM) cla khach hang tai Nha hang Phu
Nhuan - Mudng Thanh Luxury Sai Gon. Trong d6, nang luc phuc vu la

Pha Nhuin — Muong Thanh Luxury Sai Gon
va dé xuat gidi phap cai thién.
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Parasuraman, Zeithaml va Berry (1988). SERVQUAL:
A Multiple-Item Scale for Measuring Service Quality.
Hennig-Thurau va cong su (2004). Electronic Word-

of-Mouth via Consumer-Opinion Platforms.
Zeithaml, Berry va Parasuraman (1996).
Behavioral Consequences of Service Quality.

The

yéu td dnh hudng manh nhat dén xu huéng chia sé va gidi thiéu dich

vu.
Giai phap

Nang cao nang luc phuc vu thdng qua dao tao kj ndang giao tié€p, xtr ly
tinh huéng va cham séc khach hang.

Chudan héa quy trinh phuc vu nham tang tinh nhat quan va téc dé dap
ng.

Khuyén khich khach hang chia sé trai nghiém tich cuc trén cac nén
tang truc tuyén dé gia tang eWOM va nhan dién thuong hiéu.
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