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DANH GIA CAC YEU T0 ANH HUGNG BEN SU HAI LONG
CUA KHACH HANG S DUNG DICH VU MO G161 BAT BONG SAN
TAI XA GIA LAM, THANH PHO HA NOI

Nguyén Van Quan', Nguyén Thij Kim Yén?
Lé Trung Hiéu', Nguyén Thj Thiy Ngan'

TOM TAT
Muc tiéu nghién cltu clia d tai nhdm xac dinh cac yéu t6 anh hudng dén sy’ hai long cua khach hang str dung dich
vu mdi gi6i bat ddng san (DVMGBDS) trén dia ban x3 Gia Lam, Tp. Ha Néi. S5 liéu clia nghién cltu dugc thu thap tir 130
khach hang d3 tirng sir dung DVMGBDS trén dia ban xa. Dua vao cac phuang phap nghién ctu dinh tinh va dinh lugng
ti€n hanh phén tich cac ndi dung bao gém: Kidm dinh thang do, phan tich nhan t§ kham pha (EFA), mé hinh hbi quy
tuyén tinh. K& qua nghién cfu d3 xac dinh cac yéu t6 anh hudng dén sy hai long clia khach hang khi sir dung
DVMGBDS la mic d6 dap (rng, do tin cy, phuang tién hitu hinh va su dao dam. Trong d6, yéu t6 mirc d6 dap rng co

anh huéng manh nhat dén su hai 1ong cta khéch hang.

Tir khda: mitc do hai Iong, dich vu mdi gisi bat ddng san, Gia Lam.

1. DAT VAN BE

Duwéi sy tac dong clia d6 thi hoa dang dién
ra nhanh chéng tai Viét Nam, dac biét la cac d6
thi I&én nhw tha d6 Ha NGi, nhu ciu giao dich
bat dong san ngay cang gia tang. Xa Gia Lam,
Thanh phd Ha Néi, dang chirng kién sy xuat
hién cta nhiéu khu d6 thj méi da va dang thu
hat hang van nguoi dén sinh sbng trong nhirng
ndm gan day. Mot sé Iwong dang ké cac san
giao dich bat déng san va cac ca nhan hoat
dong trong linh vwc moi gi¢i mua ban bat déng
san dang tham gia vao cac dv an bat ddng san
trén dia ban xa. Tuy nhién, bén canh sy phat
trién nhanh chéng v& mit sé lwgng, chét lvong
cla cac dich vu moi gidi hién tai van con nhiéu
han ché, diéu nay gay ra su khéng hai long ti
phia mét s6 khach hang déi véi dich vy moi giGi
bat dong san (DVMGBDS). Tir thwe té néu trén,
chung t6i dé xuét van dé& nghién ciu: “Danh gid
Cac yéu t6 &nh hudng dén s hai Iong cda khéch
hang st dung dich vu méi gici bat déng sén trén
dia ban xa Gia Lam, Thanh phé Ha N6/ d& Iam

" Hoc vién Néng nghiép Viat Nam

2 Nhém nghién ctu Quan ly gt dai va Céng nghé
dia chinh phuc vy phat trién bén viing (MTS),
Trwéng Dai hoc M6 - Dia chat

* Email: nguyenthikimyen@humg.edu.vn:

DT: 0912 035 058
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Co s¢ xay dwng chién lwgc nang cao chat
lwong DVMGBDS.

Trén co s& tham khao cac tai liéu nghién
ctru va qua trinh tham vén ciia 30 chuyan gia,
md hinh xac dinh cac nhan té anh hwéng dén
mkc d6 hai long clia khach hang déi véi
DVMGBDBS duorc thiét 1ap nhw sau:

Sw hai long (CN) = f (TC, DU, BD, CT, HH)

Trong d6: Sy hai long (CN Ia bién phuy
thudc) va Mirc db tin cay (TC), Mtrc dd dap trng
(DU), Mtrc d6 bao dam (BD), Sy cam théng
(CT) va phwong tién hivu hinh (HH) Ia céac bién
déc lap.

2. PHUONG PHAP NGHIEN ciu

Cac phwong phap nghién ciru dwoc sy
dung bao gém phuong phap nghién ciu dinh
tinh va phwong phap nghién ctru dinh lvong.

2.1. Phwong phap nghién ctru dinh tinh

Buoc tién hanh bing cach tham vain 30
chuyén gia xac dinh duwoc 5 nhém yéu t6 véi 22
tiéu chi dwgc cho Ia anh hwéng dén muc do hai
long cda khach hang, to day dwa ra mo hinh
nghién clru va cac thang do. Nghién ctru dinh
lwgng dwoc tién hanh qua viéc st dung thang
do likert (5 mirc d6) dé tién hanh do lwdng gia tri
cla céc bién quan sat dwoc Iya chon dé tién
hanh phan tich nhan t6 kham pha (EFA).




2.2. Phwong phap nghién ctru dinh lwong

Cac nhan t6 anh huéng dén sy hai long
clia khach hang khi si dung DVMGBBS gém 3
buwdc: (1) Kiém dinh thang do; (2) Phan tich
nhan t6 kham pha (EFA); (3) Phan tich héi quy
tuyén tinh.

S6 liéu cla nghién ciu dwoc thu thap
bang cac mau cau hdi phdng van online. Theo
Hair & ctg. (2006), kich thwéc mau tbi thidu dé

D0 tin cay (X1)

Phwong tién hitu hinh (X2)

sir dung EFA la 50, t&t hon 100 va ty 1& sb
quan sat/bién do lwéng 1a 5:1. Cy thé, trong md
hinh nghién ctru dwoc Gé xudt cé 22 bién quan
sat. Do d6, s6 méu téi thidu cia nghién cvu la:
22 x 5 =110 mAu. Thyec té nghién ctru d3 dwoc
tién hanh diéu tra 130 khach hang, trong
khoang thoi gian 3/2024 dén 4/2024. Nhw vay,
s6 ligu dwoc thu thap dam bao thuwc hién tét
cho md hinh nghién ctru.

Bién khiém soat:

N

Sy bao dam (X3)

Su hai long
(CN) h

X6: DO Tudi (Trén 35)
X7: Gi6i tinh (Nam)
X8: Thu nhap (Trén 30 triéu)

Murc do dép tng (X4)

St cam thang (X5)

CN = f(X1, X2’ XS: X4: X5, XG! X71 XG! XQ)

X9: Trinh d6 hoc vén (Sau dai hoc)

Hinh 1. M6 hinh nghién ctu dwoc dé xuét

3. KET QUA NGHIEN C0U VA THAO LUAN
Dé kiém dinh md hinh nghién ctru va xac
dinh cac yéu t6 anh hudng dén mic do hai
long cta khach hang khi st dung DVMGBDS,
nhém nghién ctru tién hanh st dung phan mém
nghién clru SPSS 20 dé phéan tich. Két qua
nghién ctru mo hinh nhw sau:

3.1. Banh gia dé tin cay cua thang do (kiém
dinh Cronbach Alpha)

Kiém dinh d6 tin cay cta thang do mirc do
hai long cloa khach hang khi si dung
DVMGBDS dbi véi 22 bién thugdc 5 yéu t6. He
s Cronbach’s Alpha > 0.6 chirng t6 thang do
nay di diéu kién vé @6 tin cay dé& thwc hién
nghién ctru (theo Nunnally Bernstein, 1994).
Xét thdy hé sé twong quan nhan té c6 gia tri
> 0.3 do vy 22 bién quan sat déu c6 y nghia,
giai thich tét cho cac nhan té.

Bang 1. Két qua danh gia do tin cay clia thang do

(DU) bép (rng: Hé s6 Cronbach’s Alpha Ia 0.776
DU1  Ludn sé&n sang phuc vu 0.536 0.744
DU2  Kha néing x Iy cac van dé phat sinh nhanh chong 0.626 0.697
DU3  Dép (rng dung yéu ciu clia khach hang 0.601 0.711
DU4  Ngudn hang da dang 0.555 0.735
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M hoa Ngl cung A v i o
(TC) Tin cdy: Hé sé Cronbach’s Alpha Ia 0.853
TC1 Phi giao dich hep ly 0.705 0.812
TC2  Cung cép thdng tin dang tin cay 0.716 0.809
TC3  Cong ty ludn thwe hién cam két véi khach hang 0.686 0.817
TC4  Béo mat thdng tin khach hang tot 0.619 0.834
TC5  Cung cép dich vu diing han. 0.599 0.839
(CT) Cam théng: Hé s6 Cronbach’s Alpha Ia 0.794
CT1  Co sy dong cam véi khach hang 0.661 0.701
CT2  Quan tam dén khach hang 0.691 0.662
CT3  Hiéu biét v& khach hang 0.577 0.782
(HH) Hiku hinh: Hé s6 Cronbach’s Alpha Ia 0.835
HH1  Moi triedng 1am viéc thda mai cho khach hang 0.698 0.783
HH2  Ngudn nhan lyc dap tng y&u cau khach hang 0.562 0.820
HH3  Co s& vat chét dap (g yéu cu cia khach hang 0.721 0.775
HH4  Tinh phap Iy clia cong ty méi gioi 0.663 0.793
HH5  Tailiéu truyén théng phu hop voi khach hang 0.536 0.827
(BD) Béo dém: Hé sé Cronbach’s Alpha Ia 0.856
BD1  Dich vu méi gi¢i chuyén nghiép 0.778 0.796
BD2  Nhan vién mai gi¢i cé thai do tét 0.752 0.805
BD3  Nhan vién c6 kién thirc chuyén mén cao 0.709 0.817
BD4  Nhan vién ndm bat gié ca thi trwong 0.731 0.809
BDS  Nhan vién c6 ki nang giao tiép tét 0.397 0.887
(Bién phy thudc CN) Sw hai long: Hé sé Cronbach’s Alpha I 0.852
CN1  Tai cam thay thoai mai va yén tam khi st dung dich vu MGBDS 0.716 0.799
CN2  Toi sé tiép tuc stv dung dich vu MGBPS 0.717 0.797
CN3  Toi sé gioi thiéu ban bé va ngwoi than st dung dich vu MGBDS 0.733 0.783

3.2. Phan tich nhan té kham pha

Két qua phan tich nhan t6 kham pha véng
1 cho thay bién BD5 khéng hi tu trong nhém
BD, ma héi tu nhém CT, ching téi chuyén BD5
vao nhém CT, dat lai tén CT4 (nhan vién co ky
néng giao tiép t6t) va chay lai 1an 2. Két qua
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lan 2 véi cac kiém dinh dwoc ddm bao nhw sau:
Do tin cay cla cac bién quan sat > 0.5: Kidm
dinh tinh thich hgp cia mé hinh KMO = 0,88
(thudc khoang tir 0.5 dén 1); Kiém dinh
Bartlett vé twong quan gilra cac bién quan sat
Sig = 0.00 < 0.05; Kiém dinh phwong sai cong
don = 66.64% > 50%.




!F

Bang 2. Ma tran nhan té sau khi xoay

Cac bién quan sat

Nhan té

(DU1) Ludn sén sang phuc vu

(DU2) Kha néng xt Iy cac vén d& phét sinh nhanh chéng
(DU3) Dap (ing diing yéu cu ciia khach hang

(DU4) Nguén hang da dang

(TC1) Phi giao dich hop Iy

(TC2) Cung c4p théng tin dang tin cay

(TC3) Cong ty ludn thye hién cam két voi khach hang
(TC4) Béo mat thong tin khach hang tét

(TC5) Cung cép dich vy dung han

(HH1) Mai trworng lam viéc thda mai cho khach hang
(HH2) Nguén nhan lyc dap (rng yéu cau khach hang
(HH3) Co sé vat chét d&p tng yéu cau ciia khach hang
(HH4) Tinh phap ly ctia céng ty méi gioi

(HH5) Tai liéu truyén théng phu hop véi khach hang
(BD1) Dich vu méi gi¢i chuyén nghiép

(BD2) Nhan vién méi gi¢i co thai do tt

(BD3) Nhan vién c6 kién thirc chuyén mén cao

(BD4) Nhan vién nam bt gi ca thi treong

(CT1) C6 sw dbng cam véi khach hang

(CT2) Quan tam dén khach hang

(CT3) Hiéu biét v& khach hang

(CT4) K¥ nang giao tiép tbt

648
T71
.748
.798
.709
757
781
694
.653
680
611
.790
681
663
.755
.851
.819
.687
633
718
173

608

Két qua thu dwoc 5 nhom yéu tb tac dong
dén sy hai long clia khach hang, Ian lwot Ia:
d6 tin c@y (X1), phwong tién hiru hinh (X2), sy
bao dam (X3), muc dd dap trng (X4), sy cam
thdng (X5).

3.3. Phan tich héi quy tuyén tinh

Nhom nghién ctru d& tién hanh phan tich
mé hinh héi quy, trong d6 cac bién déc lap X1,
X2, X3, X4, X5 va st dung thém cac bién X6,
X7, X8, X9 anh hwong dén mirc do hai long
ctia khach hang (bién phy thudc Ia Cam nhan
cta khach hang).
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Béng 3. Két qua phan tich hdi quy tuyén tinh

Nhan té Hé s6 Beta Hé s6 Beta chuén héa VIF

Hang sb a 0.040
0.312

X1: D6 tin ca 0,283 1.712
i ay (0.00)
L 0.145

X2: Phwong tién hiku hinh 0.11) 0,132 1.970
o 0.161

X3: Sw bdo ddm 0,161 1.772
(0.04)
0.406

X4: Mtrc dd dap n 0,346 1.239
e 00 dap tng (0.00)
-0.092

X5: Sw cam tho -0,083 2.134
W cam feng (0.34)

X6: Trén 35 tudi — 0,131 2.299

. lren uol y .

(0.14)
-0.332

X7: Nam 0,162 1.076
(-0.00)
A . -0.338

X8: Trén 30 triéu -0,096 1.112
(-0.12)
. 0.262

X9: Sau dai hoc 0,128 1.970
(0.12)

R?diéu chinh 55.6%
Hé sb Sig.F 0.000

Két qua phan tich hoi quy clia mé hinh cho
thay, hé sé R? = 55,6%. Hé sé Durbin - Watson
cla mo hinh thudc khoang tr 1.5 dén 2.5 nén
khong xdy ra hién twong tw twong quan (Yahua
Qiao, 2011). B$ phéng dai phwong sai (VIF)
cla cac bién trong mé hinh nhé 10 nén ta két
ludn mé hinh khong cé hién twong da cbng
tuyén (Mai, 2008).

Dwa trén két qud phan tich hdi quy mo
hinh cho thdy v&i d6 tin cay 90% cac yéu tb
anh hucyng dén sy hai long cla khach hang tw
I&n dén nhé I13n Iwot 1a: mic dé dap rng, do tin
cay, mtrc 36 bdo dam, phwong tién hivu hinh,
yéu t6 cam thdng khong anh hwéng dén sw hai
long cta khach hang cia khach hang khi st
dung DVMGBBS.
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Phwong trinh héi quy chudn héa cia mé
hinh la:

CN = 0.346*DU + 0.283*TC + 0.161*BD +
0.132*HH

Dya trén két qua phan tich cia mé hinh
hoi quy cho thay véi d6 tin cay 90% c6 sw khac
nhau vé sy hai long gitka nam va ni khi siv
dung dich vu méi gi&i bat ddng san. Cac khach
hang ni khi str dung DVMGBDS ¢6 murc hai
long cao hon cac khach hang nam. Két qua
khong khdng dinh dwoc s khac nhau khi si
dung DVMGBBS gi(*a nhirng nguwoi céd thu
nhap khac nhau, trinh d6 hoc van va dé tudi
khac nhau.




4. KET LUAN

Két qua nghién ctru da dat dwoc muc tiéu
dat ra 1a xac dinh céc yéu t§ anh hwéng dén
s hai long clta khach hang khi s dung
DVMGBDS trén dja ban xa Gia Lam, Thanh
phb Ha Noi. K&t qua da chi ra cac yéu t6 tac
dong dén sy hai long ca khach hang l1an Iwot
la: mirc 46 dap ng, do tin cay, mrc dé bao

dam, phwong tién hiru hinh, gi¢i tinh khach
hang. Nhan t6 c6 stk anh hwédng manh nhét
dén sy hai long cta khach hang 1a mic d6
dap ung. Day la co s& dé cac nha quan Iy,
kinh doanh, 1anh dao doanh nghiép xay dwng
chién lwgc nang cao chét lwgng dich vu, lam
théa mén sy ky vong cia khach hang khi st
dung DVMGBBS.
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SUMMARY

Factors affecting customer satisfaction with brokerage services in Gia Lam, Hanoi

Nguyen Van Quan?, Nguyen Thi Kim Yen2
Le Trung Hieu?, Nguyen Thi Thuy Ngan?

* Vietnam National University of. Agriculture

2 Land Management and Cadastral Technology for Sustainable Development Research Group (MTS, ),

Hanoi University of Mining and Geology

The research objective of the study is to identify the factors influencing the satisfaction of customers using real
estate brokerage services in Gia Lam Commune, Hanoi. Data for the study was collected from 130 customers who have
used real estate brokerage services in the district. The research methods employed include scale validation: exploratory
factor analysis (EFA), and linear regression modeling. The research results have identified the factors influencing
customer satisfaction when using real estate brokerage services as responsiveness, reliability, tangibles, and assurance.
Among these, the responsiveness factor has the strongest impact on customer satisfaction

Keywords: satisfaction level, real estate brokerage services, Gia Lam.
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