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Tom tit:

Nghién ctru nay dugc thuc hién voi muc ti€u tim mbi quan h¢ gitra chét luong dich vu dién tu, su
hai long cia khéach hang va y dinh mua cua khach hang sau khi st dung dich vu dién tir ctia
VietJet Air. Nhom tac gia st dung phwong phap hdi quy dé kiém dinh sy anh hudng cta chat
luong dich vu dién tu ddi voi sy hai long cia khach hang sau khi sir dung dich vu ctia hang ciing
nhu sy hai 1ong cta khach hang anh hudng dén ¥ dinh mua cta khach hang. Két qua cho thay 05
thanh phﬁn cua chat lugng dich vu dién tor anh hudng tich cuc 1én sy hai long cua khach hang
trong truong hop cua Vietlet Air va sy hai long cua khach hang anh huong tich cuc dbi voi y
dinh mua. Tir nhiing két qua nay, mot vai dé xuat da dugc néu ra dé giup hiang hang khong
Vietlet cai tién chat lugng dich vu dién tir nhdm dat duoc su thoa man cua khach hang va day
manh y dinh mua ctia khach hang.

' Tir khéa: Chat lwong dich vu dién tw; Sw hai long cua khdc‘h hang, Sw dung trang web;
Chat luong thong tin, Tin cdy; Dap vng, Dam bao; Y dinh mua; Hoi quy, VietJet Air

Abstracts:

The purpose of this study is to find out the relationships among e-service quality, customer
satisfaction and purchase intention in case of Vietlet Air. The authors uses linear regression
method to test the influence of e-service quality on customer satisfaction with the service
provided by Vietlet Air, and also the influence of customer satisfaction on purchase intention. As
a result, five dimensions of e-service quality have positive influence on customer satisfaction,
and customer satisfaction haspositive influence on purchase intention in case of Vietlet Air.
From these results, some managerial implications are also presented to help VietJet Air improve
their e-service quality, get more customer satisfaction, and then enhance purchase intention.
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