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Tom tit:
hiéu nghién ciru vé chat lwong phuc vu khach hang da dwoc thuc hién trén
Nthé gidi béi nhitng loi ich thiét thue ma két qua nghién ciru mang lai. Tuy
nhién nganh céng nghiép Spa tai Viét Nam dwoc xem la nganh con “khd non
tré” va cac nghién ciru vé nganh ndy van con han ché. Do dé, tac gia da nghién ciru dé
xudt mé hinh cdc yéu té anh hwong dén chat heong phuc vu khdch hang thuge linh e
Spa tai TPHCM. Nghién cuu ducrc thuwe hién trén 151 khdch hang thong qua phong vin
Web-based online va phong vin triec tiép tai cic “Day Spa” va Hotel & Resort Spa”
trén dia ban TPHCM va sau d6, phan tich dir liéu EFA va hoi quy tuyén tinh bang phan
mém SPSS. Két qud nghién ciru cho thdy ba yéu t6 chinh: Khong gian, Thdi do phuc vu
va Chiéu thi va Gia ca dich vu c6 anh huong dén chat luwong dich vu khach hang trong
linh vue Spa.
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Abstract:

There are many researches on customer service quality that have been done in the
world because of the practical benefits that research brings. However, in Spa industry
in Vietnam is still “relatively young” and researches in this industry remain limited.
Therefore, the authors have conducted the research and suggested a model of factors
affecting customer service quality in the field of Spa in Hochiminh City. The research
was conducted on 151 customers through Web-based online interviews and face-to-
face interviews at “Day Spas” and “Hotel & Resort Spa” in Ho Chi Minh City. Next,
the authors obtain EFA analysis and regressions by SPSS software. The findings show
that three main factors affecting customer service quality in the field of Spa are Space,
Service attitude and promotion and Price.
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