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TOM TAT

Muc tiéu nghién cuu cua dé tai nham xdc dinh cdc yéu 16 tdc dong lén su hai long cua
khdch hang déi véi chdt lwong dich vu logistics cia Cong ty C6 phdn van tai thiy Tan
Cang. S6 liéu dwoc thu nhdp théng qua bang cdu hoi phong vin 138 doanh nghiép tai khu
viee Dong bang séng Ciru Long ¢6 sir dung dich vu logistics ciia Cong ty. S6 lidu dwoc xir Iy
bang phan mén thong ké SPSS16, duoc do lwong do tin cdy bang hé sé Cronbach’s alpha,
su dung phirong phap phan tich nhan to kham pha EFA, phan tich twong quan , phan tich
héi quy béi. Két quda cho thdy ¢6 nam yéu té dwoc hinh thanh, cé quan hé tuyén tinh va bién
thién cing chiéu dén sw hai long cia khach hang theo thir tu quan trong giam dan la: (1)
dap ung, (2) dam bao, (3) tin cdy, (4) phwong tién hitu hinh, (5) dong cam. Nhitng két qua
thu dwoc trén cung voi nhitng ham y quan tri dwoc dé xudt cé thé gitip cdc nha quan tri xdy
dung chién lwoC cho sw phat trién lau dai va bén viing ciia Cong ty trong méi trwong Kinh
doanh canh tranh hién nay.

Tir khod: Su hai long, dich vu logistic, sy do”‘ng cam, sy dap ung, su bao dam, su tin cqdy.

Trich dan: Nguyér} Ngoc Minh va L€ Thanh Lam, 2017. Phan tich su hai long cta khach hang d6i
voi chat lugng dich vu logistics cua cong ty co phan van tai thuy Tan Cang. Tap chi
Nghién ctru khoa hoc va Phat trién kinh te, Truong Dai hoc Tay D6. 02: 1-11.

*Tién si Nguyén Ngoc Minh, Phé Hiéu truong Trieong Pai hoc Tdy Pé6
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1. PAT VAN PE

Kinh doanh dich vu logistics 1a nganh
nghé dang phat trién manh tai Viét Nam
trong nhitng nam gan day, gop phan
khong nho cho phat trién kinh té ciia dat
nuéc. Theo théng ké cia Bo Cong
Thuong, dich vu logistics mang lai 15-
20% GDP cua ca nudc (twong duong 12
ty USD), tai Viét Nam c6 khoang 1000
doanh nghi¢p dang ky kinh doanh dich
vu logistics, trong do doanh nghiép Viét
Nam chiém ty 18 4p dao 98% da phan la
doanh nghiép nho va vira, chiém 25% thi
phan. Con lai 1a cac doanh nghiép co
vbén dau tu nudc ngoai chiém thi phan
16n. Vi vy, dé doanh nghiép kinh doanh
dich vu logistics Viét Nam co thé ton tai
va phat trién phai timg budc cai tién
nang cao chat luong dich vu logistics
ciia minh dé gia ting su hai long cia
khach hang nham thu hut khach hang
mo&i gitt chan khach hang cii, gia tang
hiu qua kinh doanh cua doanh nghiép.
Pé tai nghién ctru nay cung cap cai nhin
sau hon vé sy hai long cua khach hang
dbi v6i nha cung cap dich vu logistics
thong qua co sé 1y thuyét vé dich vu va
chéat luong dich vu logistics va két qua

Do tin cay

Dap ung

Pam bao

Dbong cam

Phuong tién hiru hinh

nghién ctru cu thé tai Cong ty C6 phan
van tai thuy Tan Cang. Qué trinh thuc
hién nghién ctu dé tai nham muc dich
xay dung thang do chat luong dich vu
logistics va xac dinh cuong do anh
huoéng cua cac nhan té dén sy hai long
cuia khach hang. Két qua nghién ctru nay
lam can ctr cho dé xuat ham y quan tri
nham nang cao sy hai long cua khich
hang dbi vé6i chét luong dich vu logistics
ciia Cong ty Co6 phan vén tai thuy Tan
Cang.

2. PHUONG PHAP NGHIEN CUU

2.1. Phwong phap nghién ctru dinh
tinh

Giai doan nghién ctru so b duoc thuc
hién thong qua phuong phap phong van
chuyén gia va phuong phap thao luén
nhom, tién hanh xdy dyng moé hinh
nghién ctru va hi€u chinh bang cau hoi
khao sat trude khi gtri di khao sat chinh
thirc. Nhém chuyén gia phong van ¢ 10
nguoi, 1a nhitng nguoi cd nhiéu nim
kinh nghiém trong linh vyc logistics va
gitr vi tri quan trong trong cong ty co s
dung dich vu logistics cua Cong ty Co
phan van tai thay Tan Cang.

Su hai long cua
khach hang

Hinh 1. M6 hinh nghién ctru
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2.2. Phuwong phap nghién ctru dinh
lugng

Giai doan nghién ctru chinh thirc duogc
thuc hién thong qua phuong phap thu
thap s6 liéu qua st dung bang ciu hoi
diéu tra. Budc nghién ctru ndy nham
danh gia cac thang do, cac mbi quan hé
gitta cac yéu t6, do luong su hai long
ctia khach hang ddi véi timg yéu t6 lién
quan, du dodn muc d¢ anh hudng cua
cac yéu td trong mo hinh.

Bang cau hoi khao sat gdm 7 phan voi
23 bién quan sat cho 5 nam yéu to chat
luong dich vu va 03 bién quan sat su hai
long cua khach hang, va c6 4 cau hoi
lién quan dén thong tin cong ty dugc
khao sat, nhitng thong tin nay hd trg cho
thong ké mo ta.

Mau quan sat trong nghién ciru nay
duoc lya chon theo phuong phap thuan
tién (phi xac suat). Thong tin khach hang
lay tir dir liéu nam 2016, dugc thu thap
qua cac hinh thirc gap mat trao ddi, dién
thoai lién hé giri thu dién tir xin ¥ kién.

Kich thuéc miu quan sat duoc xac
dinh theo nghién clru cua Hair va cong
su (2006) ddi v6i nhan td kham pha
(EFA) thi s6 luong mau téi thiéu dam
bao theo cong thirc n>5%x (n 1a c& mau,
x 12 tong s bién quan sat). Bang cau hoi
nghién ctru chinh thirc gdm 23 bién quan
sat chat luong dich vu va 3 bién quan sét
cho su hai l1ong cua khach hang nén sb
mau toi thiéu 1a: n>5* 23 = 115 quan sét.
Pé dam bao s6 quan sat hop 1¢ cho thu
thap trén 115 quan sat va dé dam bao
tinh dai di¢n cao cho nghién cuu, tac gia
thu nhap 150 quan sat.

Béng cau hoi khao sat thu vé s& dugc
kiém tra, sang loc va loai di nhitng bang
cdu hoi khong dat yéu cau. T 150 quan
sat duoc giri di, thu hdi va loai bo bang
tra 101 khong hop 1€ con lai 138 quan sat.
Sau d6 dugc ma hoa, nhap liéu, lam sach
dir liéu va dugce xor 1y bang phan mém
SPSS 16.0. Phan mén nay gitp tac gia
phan tich dir liéu ciia thang do va kiém
dinh mé hinh (Hinh 1) va cac gia thuyét
nghién cuu.

Budc 1: Kiém dinh thang do cing véi
ly thuyét duoc néu ra va duoc st dung
phuong phap thng ké mo ta voi cac chi
tiéu nhu s6 trung binh, tan suat.

Budc 2: Panh gia do tin cdy cua sb
liéu st dung trong thang do, su dung
phuong phap phan tich Cronbach’s
alpha dé loai b6t bién khong phu hop

Budc 3: Phéan tich nhan t6 kham pha
EFA (Exploratory Factor Analysis) dung
dé rat gon mot tap hop nhiéu bién quan
sat phu thuoc 1an nhau thanh mot tap
bién (goi 1 cac nhan t6) co y nghia hon.

Budce 4: Phan tich twong quan, phan
tich hdi quy tuyén tinh dé xac dinh mbi
quan hé gitta cdc nhom nhan to anh
huong dén chat luong dich vu logistics
ciia Cong ty c6 phan vén tai thiy Tan
cang voi su hai long ctia khach hang, tac
gia xay dung mo hinh: HL= o + B1TC+
B2DU+ B3DB + BsHH + BsDC.

Trong do:

- HL 14 su hai long vé chat lugng dich
vu logistics

- Bo: Sai s6 cia mo hinh
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- B1, B2, Ps, Ps, Ps: hé $b
phan

- TC: 1a nhom nhan t6 tin cay

- DU: 1a nhém nhén t6 dap mg

hoi quy riéng - HH: 12 nhém nhén t6 hitu hinh

- DC: 1a nhém nhan t6 déng cam

- DB: 1a nhém nhén t6 dam bao

3. KET QUA NGHIEN CUU
3.1. Théng ké miu khao sat

Bang 1 Phan loai theo loai hinh va nganh nghé kinh doanh

Théng tin doanh nghiép Tén s6 Ty 18 (%)
San xuét 10 7,2
Loai hinh kinh | Thuong mai 15 11,9
doanh Ca hai 113 81,9
Tong 138 100,0
Kinh doanh lia gao 60 43,5
‘ May mac 6 4.3
Nganh nghé kinh - o e iy san 27 196
doanh Thtte dn chan nuéi 16 11,6
Nganh nghé khac 29 21,0
Téng 138 100,0

Bang 2. Phan loai theo hinh thirc s¢ hitu va thoi gian sir dung dich vu

Thong tin doanh nghiép Tinsé | Ty 18 (%)
Doanh nghiép nha nudc 5 3,6
. o Doanh nghi¢p tu nhan 51 37,0
Hinh thirc s& htru - P
Doanh nghiép c6 phan 64 46,4
Doanh nghiép vén nudc ngoai 18 13,0
Tong 138 100,0
Dudi 1 nam 28 20,3
Thoi gian s dung dich vu | Tur 1 dén 3 nam 43 31,2
Tur 3 nam tro 1én 67 48,5
Tong 138 100,0
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S6 bang cau hoi 138 thu hoi hop 1é
dugc nhap vao may dé kiém tra sd lidu
chiém ty 16 92% trén tong sb bang phat
ra. Trong 138 phiéu hop 1& thi co 10
doanh nghiép san xuat chiém 7,2% va 15
doanh nghiép lam thwong mai chiém
11,9%. Con lai 1a 113 doanh nghiép vira
lam san xuat va lam thuong mai chiém
81,9%. Vé nganh nghé thi doanh nghiép
kinh doanh vé lua gao chiém ty 1& cao
43.5% voi 60 phiéu, doanh nghiép ché
bién thily san chiém 19,6% véi 27 phiéu,
doanh nghiép kinh doanh thurc an chan
nudi chiém 11,6% v&i 16 phiéu va
doanh nghiép kinh doanh nganh may
mic chiém 4,3% voi 6 phiéu, con lai la
doanh nghiép kinh doanh nganh nghé
khac chiém 21% véi 29 phiéu (Bang 1).

Pbi voi loai hinh doanh nghiép trong
138 mau hop 1é thi loai hinh doanh
nghiép c¢o phan chiém ty 18 cao 46,4%
v6i 64 phiéu, ké tiép 1a loai hinh doanh
nghiép tu nhan chlem 37% véi 51 phleu
doanh nghiép c6 vén nuoc ngoai chiém

13% véi 18 phiéu va cubi cung 1a doanh
nghiép nha nudc chiém ty 18 thap 3,6%
v6i 5 phiéu. Trong 138 mau hop 18 c6 28

doanh nghiép mai st dung dich vu trong
01 ndm va 43 doanh nghiép sir dung
dich vu tir 01 dén 3 nam, con lai 67
doanh nghiép c6 thoi gian sir dung dich
vu 16n hon 3 nim, chiém ty 1¢ twong g
14 20,3%; 31,2% va 48,5% (Bang 2).

3.2. Kiém dinh thang do

3.2.1. Kiém dinh dj tin cdy bang hé
sé6 Cronbach’s Alpha cho cdc thang do

Déanh gia d6 tin cay, do gia tri cua
thang do v&i hé s6 tin cay Cronbach’s
alpha déu dat yéu cau vé do tin cay. Cu
thé hé sb tin cay Cronbach’s alpha cia
cac thang do chat luong dich vu logistics
dao dong tir 0,703 dén 0, 857 cao hon
murc cho phép (0,60), hé s6 tuong quan
v4i bién tong clia cac muc hoi trong moi
thang do dao dong tur 0,304 dén 0,754
cao hon muc yéu cau (0,30), riéng thang
do d6 tin cdy c6 mdt muc hoi (TC5) co
hé sb tuwong quan vdi bién tong 0,258
<0,3 nén bi loai (Bang 3). Tém lai, ndm
thang do ban dau co6 23 muc hoi, sau
buéc danh gid do tin cdy bang hé sb
Cronbach’s alpha con lai 22 muc héi
dam bao dg tin cay.
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Bang 3. Hé s6 Cronbach’s Alpha cua céc thang do chit luong dich vu

Bién quan sit | Trung binh | Phuong sai tlrdl;llg f]f:lan Crg\l;l;ﬁ;h’s
Thang do tin cay (TC) : a = 0.768
TC1 16.03 16.452 0.706 0.678
TC2 16.00 16.292 0.776 0.661
TC3 16.12 19.291 0.419 0.757
TC4 15.95 18.253 0.503 0.736
TC5 15.52 21.843 0.258 0.788
TC6 16.25 19.384 0.429 0.754
Thang do dap ung ( DU): a = 0.857
DU1 8.67 10.253 0.754 0.794
DU2 8.92 10.687 0.961 0.822
DU3 8.96 11.224 0.708 0.816
DU4 9.09 11.248 0.652 0.837
Thang do dam bao (DB): a = 0.703
DB1 8.65 8.754 0.304 0.762
DB2 8.46 7.229 0.650 0.535
DB3 8.47 8.485 0.516 0.627
DB4 8.43 7.926 0.528 0.616
Thang do hiru hinh (HH): o = 0.799
HH1 8.93 8.105 0.716 0.696
HH2 8.91 8.124 0.629 0.740
HH3 8.83 8.378 0.720 0.698
HH4 9.11 9.660 0.411 0.843
Thang do dong cam( DC): o = 0.804
DC1 11.67 12.954 0.587 0.766
DC2 11.61 12.488 0.684 0.736
DC3 10.95 14.822 0.357 0.832
DC4 11.59 11.631 0.720 0.721
DC5 11.52 13.010 0.608 0.760

(Nguon: Két qua tinh todn cua tic gia)
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3.2.2. Phén tich nhén to khim phd
EFA

Két qua phan tich nhan t6 (Bang 4),
tai muc gia tri Eigenvalues >1, hé sb tai
nhan té 0,6, voi phuong phap rat trich
principal components va phép xoay
Varrimax. Két qua v6i 20 bién thanh

phén xac dinh 5 yéu t6 méi duoc tao ra
tr 5 yéu té ban dau, tuy c6 nhay bién
qua lai nhung cac yéu td tac dong van
khong thay d6i bao gom: yéu té dap ung,
bao dam, tin cdy, phuong tién htru hinh
va dong cam, véi tong phuong sai trich
72,5% cho biét 5 yéu t6 nay giai thich
dugc 72,5% bién thién dit liéu.

Béng 4. Két qua phan tich yéu t6 thanh phan chat lugng dich vu

Bién quan sat

H¢ so tai nhan cac thanh phan

2 3 4 5

TC4 0,856

DU1 0,855

DU3 0,795

Du4 0,721

DU2 0,645

DB2

0,828

HH4

0,820

BD4

0,760

BD3

0,666

DC2

0,782

DC1

0,769

DC5

0,766

DC4

0,727

HH1

0,791

HH2

0,748

HH3

0,708

TC6

0,689

TC3

0,839

TC1

0,808

TC2

0,715

Gia tri Eigenvalues

8.214

1.910

1.713

1.449

1.214

Phuong sai trich

41,069

50,622

59.186

66,433

72,505

(Nguon: Két qua tinh todn cua tic gia)
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3.2.3. Phan tich twong quan

Dya vao bang 5 ta thiy hé sb tuong
quan gitra bién hai long (HL) vdi 5 bién
doc lap la cao (thap nhat 1a 0,2).

3.2.4. Phén tich héi quy tuyén tinh

bé xac dinh mac do cua cac yéu td
anh huong dén sy hai long cua khach

So b ta co thé két luan 5 bién doc 1ap
chat luong dich vu DU, DB, DC, HH,
TC c6 thé dua vao mé hinh dé giai thich
cho bién HL.

Bang 5. Két qua phan tich trong quan

HL

DU BD

DC

HH TC

HL

1

*%

4227393

*

.205

*x

263" .367

*. Correlation is significant at the 0.05 level (2-tailed).

**_ Correlation is significant at the 0.01 level (2-tailed).

hang, tac gia sir dung phuong trinh hoi

quy tuyén tinh, trong do 5 yéu to duoc
phan tich trén day l1a 5 bién ddc 1ap ky
hi¢u (DU, DB,DC,HH,TC).

Bang 6. Két qua phan tich hoi quy st dung phuong phép enter

HE SO CHUA [HE SO BIEU
PIEU CHINH CHINH

Da cong tuyén

Model B Sais6 | Hé s Beta t Sig | Tolerance| VIF

1 (Constant) 3.261 075 43.572(  .000
DU .562 075 422 7.478 .000 1.000 1.000
BD 522 075 393 6.955 .000 1.000 1.000
DC 272 075 205( 3.622 .000 1.000 1.000
HH .350 075 263 4.657 .000 1.000 1.000
TC .488 075 367 6.497 .000 1.000 1.000

(Nguon: Két qua tinh todn cua tic gia)
Bang 7: Hé s6 xac dinh R-Square
M6 hinh R R?2 [R%diéu chinh|Std. Error of the Estimate | Hé s6Durbin-Watson
1 7619 579 563 87916 2,088

(Nguon: Két qua tinh todn cia tic gid)




Tap chi Nghién ctru khoa hoc va Phat trién kinh té Truong Pai hoc Tay D6

S 02 - 2017

Mo hinh phuong trinh héi quy chuan
hoa c6 dang:

HL=0.422DU + 0.393DB +
0.205DC+ 0.263HH+ 0.367TC

Theo hé s6 héi quy chuan héa beta
cho thay yéu t6 dap tmg tac dong manh
nhat d01 vol sy hai long (B=0.422), ke
tiép 1a yéu to dam bao (B=0.393), yéu td
tin cay (p=0.367), yéu t6 phuong tién
hiru hinh (B=0.263) va sau cung éanh

4. KET LUAN VA HAM Y QUAN
TRI

4.1. Két luan

Vé6i két qua nghién ciu va phuong
trinh hdi quy thu dugc, su hai long cia
khach hang d6i vdi chat luong dich vu
logistics ctia Cong ty C6 phan vén tai
thity Tan Céang chiu tac dong bdi 5 yéu
t6 chat luong dich vu duogc sip xép theo
mirc d6 tir manh dén yéu nhat: (1) thanh
phan dap ung;(2) thanh phan dam bao;
(3) thanh phan tin cy; (4) thanh phan
phuong tién hitu hinh; (5) thanh phan
ddéng cam. Dya vao két qua nghién ctu
nay 1am cin cr cho dé xuit ham ¥ quan
tri.

4.2. Ham y quan tri

Thanh phin dép tmg 13 yéu t6 tac
dong manh nhat dén su hai long cua
khach hang d6i véi dich vu logistics ciia
Cong ty Cp Van tai thuy Tan Cang.
Cong ty can phai ap dung cong nghé
thong tin vao quan 1y va diéu hanh hoat
dong dich vu logistics dam bao tinh
chinh xac va dung thoi gian yéu cau cia
khach hang. Bén canh d6 Cong ty can
trién khai thém nhiéu phuong thirc van

huong thiap nhat 1a yéu t6 dong cam
(B=0.205). H¢ s xac dinh R? hiéu chinh
ciia mo6 hinh h01 quy (RZ— 0.563). Bang
7 thé hién rang 5 bién doc lap trong
phuong trinh hoi quy giai thich duoc
56,3% bién thién cua bién phu thude.
Két qua Bang 6 cho thay hé sb
Tolerrance thap va VIF khong 16n hon
10, nén khong x4y ra hién tugng da
cong tuyén.

tai hodc lién két véi cac don vi co thé
manh vé phuong thirc van tai khac dé
dap tmg duoc cac nhu cau khac nhau cia
khéach hang.

Ngoai yéu t6 dap tng thi dam bao la
yéu t6 th 2 anh hudong quan trong dén
sy hai long cua khach hang. Su dam bao
an toan hang hoa va cac pham chat cua
nhan vién cling tao long tin cho khach
hang. Pé hang héa duoc dam bao va an
toan trong sudt qua trinh st dung dich
vu ciia Cong ty CO phan van tai thuy
Tan Cang. Cong ty can phai xay dung
quy trinh phdi hop va quy trach nhiém
cu thé cho cac bd phan cua cac cong
doan thuc hién hoat dong logistics va
thuong xuyén gidm sat theo doi quy
trinh 1am hang dé dam bao giao hang
dung han, dung noi, ding s6 luong va
dam bao tinh trang hang hdéa nhu khi
nhan hang. V& nhan sy phai duogc
thuong xuyén dao tao va hudn luyén
nang cao trinh d chuyén moén nghi¢p vu
dap tng cho nhu cau hoat dong logistics
cia Cong ty. CO chinh sach dai ngd va
thu hat giit chan nhan sy gidi co nhiéu
kinh nghiém, va de kich thich nguoi lao
dong cong hién can xay dung chinh sach
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tra luong theo san lugng va hiéu qua
cong viéc.

Thanh phan d¢ tin cdy 1a yéu t6 thu 3
anh huong dén sy hai long cia khach
hang. Pé gia tang sy tin cdy, Cong ty
can cung cap dich vu ding nhu cam két
ban dau , dbi v6oi moi phuong an kinh
doanh Cong ty can bd tri nhan su diéu
hanh cha chét theo ddi toan bo quy trinh
va dua ra canh bao vé rui ro dé co bién
phap xir 1y khi can thiét cho dén khi
hoan thanh don hang. Viéc tu van khach
hang cu thé cac phuong an lién quan dén
chi phi, thoi gian va an toan hang hoa
trude khi st dung dich vu lam tang thém
su tin cdy cua khach hang.

Cudi cung yéu t6 phuong tién hiru
hinh va sy ddng cam ciing tic dong dén
sy hai long cua khach hang, d6i véi
nhom yéu t6 nay Doanh nghiép can phai
day manh quang b4 thuong hiéu va xay
dung hinh 4nh méi truong lam viéc xanh
sach dep, va xay dung van hoa tng xu
chuan myc cia nhan vién ddi v6i khach
hang noi bd va bén ngoai. Pbi voi nhimng
khach hang 16n thuong xuyén st dung
dich vu, can c6 chinh sach hd trg tra
cham cho khach hang. Ngoai ra Cong ty
cling can c6 su chia sé nhitng chi phi
phat sinh cho khach hang, do nhiing yéu
t6 khach quan trong qua trinh st dung
dich vu logistics cua Cong ty. Mat khac,
dé gia ting thém su hai long cua khach
hang v6i dich vu logistics cia Cong ty,
bén canh hoat dong kinh doanh Cong ty
cling quan tAm chia sé trach nhiém dbi
v6i cong ddng va xa hoi nhu thuc hién
nghia vu dén on dap nghia, xay dung
nha tinh nghia, hién mau nhan dao
V.V....
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ABSTRACT

This study aimed at identifying the satisfaction of customers to the logistic services quality
of Tan Cang Waterway transport join stock company. The data was collected from 138
enterprises all over the Mekong delta, who have used the company’s logistics services. The
data was analyzed by using statistical solfware SPSS 16. The coefficient Cronbach’s alpha,
analyze linear correlation and EFA method and multiple regression were used. The results
showed that five identified factors had positive linear correlation with customers’
satisfaction in the line of important order: (1) responding; (2) ensurance; (3) reliability;
(4) the facilities; (5) emphathy. Based on these results, suggestions can be formed to
improve the management to meet customers' requirement by setting up the strategy for
sustainable development of the company in the high competitive business environment.

Key words: Satisfaction, logistics service, emphathy, responding, ensurance, reliability.
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