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TOM TAT:

Bai bdo nay dugc nghién cifu nhim ddnh gid chat lugng dich vu logistics dudc cung cip bsi
cdc doanh nghiép, cu thé 1a Coéng ty CS phan Giao nhian Kho van Ngoai thuong Viét Nam
(Vinatrans), thong qua khéo sat sy hai 1o0ng va nhén thic ctia khach hang. D@ liéu dugc thu thap
qua bang hdi véi 205 trudng hgp hgp 1& va dude phan tich biing cdc thang do da chiéu. Phan tich
do tin cdy, Cronbach’s Alpha cho thdy cdc thang do déu dat mic chap nhan dugc, gép phan

khéng dinh tinh chinh x4c clia cong cu do ludng. K&t qua cho thAy chit lugng dich vu logistics c6
4nh hudng dang k€ d&€n mifc do hai 1ong va long tin ctia khach hang, tir d6, bai viét dé xuit cic

gidi phdp cdi tié€n phi hgp.

Tw khéa: logistics, chit lugng dich vu, khdch hang, Vinatrans, dich vu logistics.

1. Diit van dé

Sy phét trién cda luc lugng san xudt, ti€n bo
khoa hoc - cdng nghé, phan cong lao dong xa hdi
va chuyén mon héa trong sdn xuit dién ra ngay
cing sdu sic trén pham vi toan cau, khdi lugng
hang héa, dich vu va cdc sin phadm vat chat dugc
san xuat ra ngdy cang nhiéu, cic quan hé kinh t&
cling ngay cang trd nén phong phi hon va phtc
tap hon. Sy tdch biét gifta sdn xudt va tiéu thu
hang héa din dé&n sy ra ddi cla logistics v6i muc
tiéu 12 toi thi€u héa chi phi va thdi gian nhung vin
phdi dat dugc cdc muc tiéu ma doanh nghiép dé
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ra. Trong qué trinh d6, logistics c6 co hdi phat
trién ngay cang manh mé hon, dic biét 1a trong
linh vyc s&n xuat, kinh doanh. Ciing v6i qué trinh
phét trién, logistics da dugc chuyén mon héa va
phét trién dugc ghi nhan nhu mot chirc ning kinh
t&€ chi y&u, trd thanh mdt nganh dich vu déng vai
tro rat quan trong trong thudng mai qudc t&, 1a mot
phan khong thé thi€u cia cdc nganh thudng mai
va cong nghiép ciing nhu cudc song hiing ngay
ctia ngudi dan [1,2]. DU dugc ddnh gid c¢6 phdt
trién, song trén thuc t&€, cdc doanh nghiép logistics
cia Viét Nam van chua c6 su bit phd tot d€ khai
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thdc hiéu qua nganh kinh t&€ day tiém ning nay.
Hién nay, ca nudc c6 khodng 3.500 doanh nghiép
cung cap dich vu logistics so v6i con s6 700 doanh
nghiép trudc ndm 2005 nhu dich vu giao nhan van
tdi, kho bdi, boc d&, dai Iy van tdi, dai ly giao
nhan, dich vu logistics... chli y&u tap trung tai khu
vuc TP. H6 Chi Minh va Ha Noi. Trir cic doanh
nghiép nha nuéc dugc c¢d phian héa, da s6 céc
doanh nghiép nay c6 quy md nhé va vira, von diéu
1é binh quan hién nay khodng 4-6 ty ddng so véi
1-1,5 ty ddng truSc nim 2005 va ngudn nhin luc
dao tao bai bidn chuyén nganh logistics con rat
thap, 5-7%. Vi la nganh ti€m ning nén canh tranh
trong nganh ciing hét sic khoc liét. Viéc nhan
thitc ding va di vé chat lugng dich vu logistics
clia cdc doanh nghiép trong nudc chua cao. Céc
doanh nghiép cung c4p dich vu logistics clia Viét
Nam chli y&€u lam dai 1y, hoic ddm nhan tirng
cong doan nhu 13 nha thiu phu trong diy chuyén
logistics cho cdc nha cung cip dich vu logistics
qudc t& hoic don thuidn chi 1a van chuyén hang
héa dudng bién, dudng hiang khong d€ hudng
chénh 1éch gid hodc md container gom hang 1€,
cung cap céc dich vu khai thué hdi quan ma khong
tich hgp cdc dich vu gi4 tri gia ting clia chudi cung
ttng. Hon thé€ nita, hién nay, cdc doanh nghiép
logistics Viét Nam thudng chi y&u ha gid thanh
ma khong quan tim dén chat lugng dich vu, khong
tuan theo mot tiéu chudn nao... trong khi cdc doanh
nghiép nudc ngodi c6 khd ning quin tri, ngudn
von dobi dao, cd sd ha ting va trang thi€t bi hién
dai va day dd da c6 nhiéu 1gi thé hon rat nhiéu.
DPiéu nay doi hdi sy chi dong ctia mdi doanh
nghiép trong nudc phdi tu cdi thién, ning cao chat
lugng dich vu. Tir d6, c6 thé gia ting ning luc
canh tranh gilta cidc cong ty logistics ndi dia véi
nhau va véi cdc cong ty logistics qudc t&€. Mbi
doanh nghiép déu c6 nhitng han ch& nhAt dinh vé
chat lugng dich vu cung cAp dén khach hang va
doi tac. Trong d6, tai Cong ty C6 phadn Giao nhan
Kho vdn Ngoai thuong Viét Nam (Codng ty
VINATRANS), c¢6 han ché€ vé trinh d6 chuyén
mon nghiép vu cua ting nhian vién, dich vu tra

ctru thong tin cia don hang, thsi gian giao nhin
hang héa va gid ca dich vu... Tai cdc doanh nghiép
khdc, lai ¢6 nhitng han ch& nhu vé thdi gian hoan
thanh giao nhan hang héa, thdi gian hoan thanh
bd chitng tlr, an toan trong giao nhin va hinh 4nh
doanh nghiép.

Véi van dé nhan dugc nhiéu quan tAm nay, cic
nghién cttu khdc nhau di dudc thuc hién nhim
nang cao chit lugng dich vu [3,4]. Pdng thdi, cic
cdch ti€p can, cdc phuong phip va cdc mod hinh
khé4c nhau ciing di dudc gi6i thiéu d€ do ludng va
ddnh gid chat lugng dich vu logistics [5]. Trén co s&
do, cic truong hop nghién citu cu thé ciing da dudc
4p dung dé€ d4nh gid md hinh nhu cic doanh nghiép
logistics trén dia ban Ha Noi [6,7], trén dia ban
Thanh phé Pa Ning [12], va trén dia ban Thanh
phd HO Chi Minh [9]. Tir d6, nhan thdy trong bdi
canh hoi nhap kinh & va canh tranh ngay cang khoc
liét trén thi trudng, nganh Logistics dong vai tro
quan trong trong chudi cung Gng hang héa. Chat
lugng dich vu logistics khong chi 4nh hudng dén
hiéu qué kinh doanh cta cdc doanh nghiép ma con
tdc dong tryc ti€p dén sy hai long va long trung
thanh cta khach hang. Trong d6, Cong ty
Vinatrans, mot trong nhitng don vi tiéu bi€u cung
cap dich vu logistics tai Viét Nam dugc lya chon
lam trudng hgp nghién ctu nhim danh gid va phan
tich cdc y€u to ciu thanh chat lugng dich vu trong
bai viét nay.

2.CosG 1y luan

Dich vu logistics gin lién v6i qué trinh giao
nhan cling dudc hiéu c4 nghia rong va nghia hep.
Theo nghia hep, dich vu logistics 1a hoat dong
thuong mai bao gdm cic dich vu bS sung vé véan
chuyén, giao nhan, kho hang, hai quan, tw vin
khach hang va cac dich vu khac lién quan dén hang
héa dugc t& chiic mdt cach hop Iy va khoa hoc
nhim didm bdo qud trinh phan phdi, lvu chuyén
hang héa mot cach hiéu qua, dip Gng yéu cau cla
khach hang. Theo nghia rong, dich vu logistics 1a
hoat dong thuong mai bao gdm mdt chudi cic dich
vu dudc t§ chifc va quan 1y khoa hoc gin lién véi
cdc khau cla qué trinh sdn xuat, phan phdi, luu
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thong va tiéu dung trong nén san xuit xa hoi. Tuy
nhién, trong pham vi dé tai nghién cttu nay chi tp
trung nghién cu vao dich vu logistics 1a dich vu
thué ngoai dé phut hgp véi thyc trang tai Viét Nam.

Chat lugng dich vu 12 mitc do hai long cia
khach hang trong quéd trinh cdm nhan ti€u ding
dich vu, 1a dich vu t6ng thé cia doanh nghi¢p mang
lai chudi 10i ich va thod min diy dd nhAt gid tri
mong dgi clia khdch hang trong hoat ddng sin xuat
cung ting va trong phan phdi dich vu dau ra.

Nhiéu nghién cttu truSc day da chi ra ring chat
luong dich vu c6 thé dugc phan chia thanh cic khia
canh da chiéu, trong d6 c6 tinh chit dich vu (TC) 1a
cic dic di€m cd ban va cam két ctia doanh nghiép
trong viéc cung cap dich vu; do st dung va tién ich
(DU) 12 mifc d6 d4p ting nhu cAu stt dung va tién ich
ma khach hang cdm nhan dudc; nang luc (NL) la
trinh do chuyén mon va khd ning x ly tinh hudng
clia nhan vién cling nhu hé thong van hanh clia
doanh nghiép; dic diém canh tranh (DC) 1a céc yéu
t0 tao nén I¢i th€ canh tranh nhu gid cd, thdi gian
giao hing va sy minh bach trong quy trinh; phdn hoi
va hinh anh (PT) la nhin dién thuong hiéu va mic
do tin cAy thong qua phan hdi clia khach hang. Céc
khdi niém nay dudc do ludng thong qua bang hdi
véi cdc muc tiéu dinh lugng, nhim x4y dung mot
mo hinh dinh gid tong thé chat lugng dich vu
logistics.

3. Phuong phap nghién ciu

3.1. Poi tugng va mau khdo sdt

Khdo sit dugc tién hanh trén 205 khich hang da
st dung dich vu logistics cia Cong ty Vinatrans. C4c
trudng hdp hgp 1€ dugc lya chon sau qué trinh loai
bo dit liéu thi€u s6t, ddm bao tinh dai dién ctia mau.

3.2. Cong cu thu thdp dit liéu

Béng hoi dugc thi€t k& dya trén cac thang do da
dugc nghién ctu va hiéu chinh qua cdc giai doan
tién khao sit. Cu thé, bang hdi bao gdm cdc muc
theo cac khia canh:

e TC: 5 muc, do ludng cic dic diém co ban clia
dich vu.

e DU: 4 muc, dinh gia tién ich va mic do st
dung dich vu.
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e NL: 3 muc, do ludng niing lyc clia hé thdng va
ddingl nhin vién.

e DC: 4 muc, ddnh gid cdc y&u td canh tranh va
hiéu qua giao dich.

e PT: 4 muc, tap trung vao hinh anh thuong hiéu
va phdn hoi ctia khach hang.

3.3. Phuong phdp phdn tich

Dit liéu dugc phan tich thong qua céc chi s6
thong ké mo ta va kiém dinh d6 tin cdy, Cronbach’s
Alpha. Céc chi s6 trung binh, do léch chuin va
khodng bi&n thién ctia tirng thang do dugc tinh todn
nhim ki€m tra tinh nhit quan ndi bo ctia cong cu do
ludng [10].

4. K&t qua phan tich va thao luin

4.1. Thuc trang va phan tich chét lugng dich vu
logistics tai Vinatrans

Doanh nghiép dudc lwa chon khao sat, danh gia
va nghién cifu tai Vinatrans. C4c chi tiéu chat lugng
phuc vu khich hang dugc thi€t k& tir bd chi tiéu
chat lugng clia Parasuraman va cong su (1988) ¢6
hiéu chinh theo mdt s& gép ¥ clia cdc chuyén gia
cho phut hgp véi linh vuc dich vu logistics [11], bao
gdm 5 nhém y&u t6: (1) sy tin cay dich vu, (2) kha
ning ddp dng, (3) ning lyc phuc vu, (4) su dong
cam va (5) c¢d s§ vat chit va hinh anh cong ty.
Phuong phdp ddnh gid thong qua bang ciu ho#i
chat lugng dich vu véi 20 chi tiéu dugc thi€t k& cho
5 nhém y&u t6, Bang 1. Piém ddnh gid xay dung la
thang do Likert 5 diém véi 1 12 hoan toan khong
ddng y va 513 hoan toan dong y. Céc chi tiéu nay
dudc thi€t k& thanh mot bing cAu hdi va ti€n hanh
danh gia qua y ki€n clia khach hang. K&t qua d4dnh
gid clia khach hang phan 4nh mifc do chat lugng
phuc vu khdch hang hién tai cia Vinatrans. Trong
nghién cttu nay, 250 phi€u diéu tra véi cdc khich
hang da va dang st dung dich vu logistics cta
Vinatrans dugc gti di va thu vé dugc 205 phi€u hgp
1 st dung cho phén tich dit liéu thit cAp bing cach
stt dung phan mém SPSS 27.0, thang do Likert va
k&t hgp véi dit lieu thit cip 1a cdc bdo cdo quan tri
clia cong ty [12], d€ so sanh d6i chi€u véi két qua
khao sit. Tir d6, c¢6 thé ddnh gid chat luong dich vu
logistics cia cong ty Vinatrans.
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K&t qua phan tich dd tin ciy cho thiy:

e Thang do TC: Cronbach’s Alpha khodng 0.42,
cho thiy cin cin nhic hiéu chinh mot s6 muc do
nhiim ting do tin cay.

e Thang do DU: Alpha trung binh khodng 0.54,
dap ng mic chap nhan nhung van c6 thé cai tién.

e Thang do NL: Cronbach’s Alpha khoéng 0.61,
cho thd'y mitc d6 8n dinh tuong d6i tot.

e Thang do DC: Cronbach’s Alpha khoang 0.59,
cho thiy cin ting cudng mot s& chi s§ trong viéc do
ludng y€u td canh tranh.

e Thang do PT: Pat muc tin cdy tudng duong,

g6p phan thé hién nhan dién thuong hiéu va sy hai
1ong ctia khach hang.

Céc chi s0 trung binh cta cdc muc do cho thdy
miic d0 hai long cla khiach hang & cdc khia canh
khac nhau cda dich vu logistics. Cu thé, gid tri trung
binh cao & cdc khia canh NL va PT cho thiy khach
hang ddnh gid cao ning luc ctia doi ngii nhan vién
va hinh dnh ctia Cong ty Vinatrans. Ngugc lai, mot
s6 khia canh thudc thang do TC va DC cho thdy ¢
nhitng khodng tréng cian dudc cdi thién nhiim ting
cudng hiéu qud canh tranh va chit lugng dich vu.
(Bang 1)

Bdng 1. Céc chitiéu danh gia 5 yéu té chdt lugng dich vu tai Coéng ty Vinatrans

1. Y&u té sy tin cay dich vu dugc dianh gid thong qua nim chi tiéu:

TC1: Tinh uy tin cta don vi c6 uy tin

TC2: Tinh thda ddng trong gidi quyé&t van dé chit lugng vdi khach hang

TC3: Khi€u nai dich vu dugc gidi quy€t ngay tir 1an dau tién

TC4: Su ¢ ging khdng d€ xay ra sai s6t dich vu

TCS5: Sy tin cay chung vé dich vu cung cip

2. Yé&u to kha ning d4p wng dugc danh gia thong qua bon chi tiéu:

DU1: Tinh dé& ti€p can dich vu

DU2: Kha ning dugc ddp tng dich vy mdt cach nhanh chong

DU3: Sy gitp d3 ctia nhan vién khi lién lac

DU4: Tinh d& truy xuat thong tin dich vu

3. Yé&u t6 niing lv'c phuc vu dugc danh gia thong qua ba chi tiéu:

NL1: Tinh an toan dich vu

NL2: Cu x{t ding mic cia nhan vién cung cap dich vu

NL3: Tinh than thién cia nhan vién

4. Y&u t6 sy ddng cam dugc danh gia thong qua bon chi tiéu:

DC1: Mttc d6 quan tim dén khach hang

DC2: Chi y dén tirng nhu ciu ctia khiach hang

DC3: Nhan vién quan tAm nhitng chd § 16n nhat cda khach hang

DC4: Nhan vién hi€u dudc nhitng nhu cAu dic biét cia khach hang
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5. Y&u to cd sé vat chat, hinh anh cong ty dugc dinh gia thong qua bon chi tiéu:

PT1: Trang thi€t bi hién dai cia Vinatrans

PT2: Tinh chuyén nghiép, hdp din tir hé thong co s& vat chit cla Vinatrans

PT3: Trang phuc, dong phuc clia nhan vién

PT4: C4c phuong tién vat chat khdc tao ra sy thuan tién khi st dung

4.2. Thao ludn

Céc k&t qud cho thdy chat lugng dich vu
logistics 12 mot khdi niém da chiéu, trong d6 khdng
chi dya trén yé&u t& k§ thuat vd van hanh ma con
phu thudc vao mic dd hai long cia khach hang
thong qua cdc y&u t6 vé hinh 4nh va phan hdi.

e Ning lyc va hinh dnh: Khach hang dénh gia cao
nang lyc chuyén mdn va hinh dnh clia Vinatrans,
diéu nay gép phan xay dung long tin va tao diéu kién
thudn Igi cho viéc phét trién thi trudng.

e Y&u t8 canh tranh: Cac chi s6 lién quan dén
dic diém canh tranh (DC) chi ra ring doanh nghiép
cAn tip trung vao viéc tdi uu héa quy trinh giao
hang, diéu chinh gid ca va cai thién dich vu khich
hang dé duy tri 1¢i thé trén thi trudng.

e Tién ich st dung: Mic du khach hang cam
nhan dugc tién ich tir dich vu, nhung viéc cdi tién
cdng nghé va quan 1y quy trinh ndi b vin 12 yéu to
then chdt nhim nang cao chit lugng tong thé.

5. Ké&t luan va khuyé&n nghi

5.1. Két lugn

Nghién cttu di chi ra chit lugng dich vu logistics
clia Cong ty Vinatrans dugc d4nh gid & nhiéu khia
canh khdc nhau. Trong d6, ning luc cta dodi ngd

TAILIEU TRICH DAN VA THAM KHAO:

Nguébn: Tdc gid thite hién

nhan vién va hinh 4nh thuong hiéu la nhitng y&u to
tao nén sy hai 1ong dang k€ cta khach hang. Tuy
nhién, vin ton tai nhitng han ché& vé chit lugng dich
vu co bdn va y&u td canh tranh can dudc cdi thién.

5.2. Khuyén nghi

Trén cd sG phan tich thuc trang va thdo luan,
cédc khuyé&n nghi dugc néu 1én nhim ning cao
chat lugng dich vu logistics cia Cong ty Vinatrans
bao gom:

e Ning cao chat lugng dich vu co ban: P& xuit
doanh nghiép ti€n hanh cdc chuong trinh dao tao
ning cao ning luc cho nhan vién va t6i uu héa quy
trinh van hanh.

e Ting cudng canh tranh: Doanh nghiép cin
céi thién hé thong quan Iy giao hang va t6i uu hba
quy trinh dinh gia dé dap @ng tot hon nhu cau cia
khich hang.

e Diu tu vao cong nghé: Ap dung céc gidi phip
cong nghé mdi nhim cai thién hiéu qud theo dai,
xtt 1y don hang va quin Iy mdi quan hé khach hang.

e Chim s6c khach hang: Xay dung cac chuong
trinh chiam s6c khach hang va thu thip phan hoi
thudng xuyén d€ cdi thién dich vu dua trén nhu cau
thuct€ m
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EVALUATION OF LOGISTICS SERVICE QUALITY:
A CASE STUDY OF VIETNAM FOREIGN TRADE LOGISTICS
JOINT STOCK COMPANY (VINATRANS)

® LE HOANG NHU UYEN
Ho Chi Minh City University of Technology

ABSTRACT:

This study evaluates the quality of logistics services provided by Vietnam Foreign Trade
Logistics Joint Stock Company (Vinatrans) by examining customer satisfaction and perceptions.
Data were collected through a structured questionnaire, yielding 205 valid responses, and
analyzed using multidimensional scaling techniques. Reliability testing, including Cronbach’s
Alpha, confirmed the internal consistency and validity of the measurement scales. The findings
indicate that logistics service quality significantly influences both customer satisfaction and trust.
Based on these results, the study proposes targeted solutions to improve service quality and
strengthen customer relationships.

Keywords: logistics, service quality, customers, Vinatrans, evaluation.
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