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TOM TAT:

Nghién ctfu dugc thyc hién nhim muc dich xac dinh cdc y&u t6 4nh hudng dén sy hai long clia
khach hang ddi véi chat lugng dich vu logistics trén dia ban Thanh phd Hd Chi Minh. Trén co s
téng hop ly thuyét vé chat lugng dich vu clia Parasuraman va cdng su (1988), cic md hinh
Servqual (1988), Servperf (1992) va cic nghién ctu lién quan vé sy hai 1ong d6i vdi cht lugng
dich vu. M6 hinh nghién cttu dé xu&t gdm bi€n phu thudc 1a sy hai long clia khich hang ddi véi
chat lugng dich vu Logistics (CUS) va c4c bién ddc 1ap 1a phuong tién hitu hinh (TAN), sy ddm b4o
(ASS), sy ddong cdm (EMP), su ddp ting (RES), do tin cay (REL). K&t qua x{ 1y s& liéu thu thap tir
397 khach hang 14 doanh nghiép c6 st dung dich vu logistics cho thdy ca 5 y&u t& gdm phuong tién
hitu hinh, sy ddm bao, su dong cam, sy ddp Gng, do tin cdy dnh hudng d&n sy hai long khach hang.
Tir két qua nghién citu, d& xuat mdt s6 haim y quan tri nhiim gidp cic doanh nghiép cung tng dich
vu logistics trén dia ban Thanh phd H6 Chi Minh nang cao sy hai long cho khdch hang.

T khéa: sy hai long khach hang, chat lugng dich vu logistics, cong ty logistics.

1. Dit vin dé

Nganh Logistics 124 m6t nganh dich vu non tré
tai thi trudng Viét Nam nhung da déng vai trd rat
quan trong trong viéc k&t ndi thi trudng Viét Nam
va thé gidi, g6p phan khong nhé vao duy tri tdc do
ting trudng kinh t&€ ca Viét Nam trong nhitng
nim qua tai Thanh phd H6 Chi Minh. Thanh ph&
Hb Chi Minh 1 trung tAm kinh t& 16n clia ca nudc,
clra ngd giao thuong qudc t&€ quan trong bac nhat
cta Viét Nam, ndi tdp trung khodng 9.600 doanh
nghiép dich vu logistics, chi€m 36,7% tong s6
doanh nghiép logistics trén pham vi cd nudc. Viéc
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ning cao chit lugng dich vu logistics 12 hét stic
cAn thi€t, nang cao chat lugng dich vu logistics
cao s€ lam gia tdng sy hai 10ng ctia khach hang, tir
d6 gitdp ting doanh s& cho doanh nghiép (Baki va
cong su, 2006).

2. K&t qua nghién citu

2.1. Vé thong ké mé td

Nhém nghién citu da giti 450 bang cau hdi dén
cdc doanh nghiép dang st dung dich vu Logistics
trén dia ban Thanh phd H6 Chi Minh, k&t qué thu
vé dugc 410 bang cau héi, sau khi sing loc nhitng
bang cau hdi thi€u thong tin doanh nghiép, khong
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ddp ng yéu cau, con lai 397 bang ciu

Bdng 1. K&t qud théng ké méu nghién ciu

héi di diéu kién dua vao phan tich bing

X N n=397 Tan suét Phan tram
phan mém SPSS 24.0. (Bang 1) -
2.2. Vé kiém dinh Cronbach’s Alpha Giam doc 67 16,9
Céc bi€n quan sdt trong mo hinh déu Vitri Phé giam déc 29 73
co tu’(fng quan bi€n téng 16n hon 0,3 va cong tac Trung phong 234 58.9
hé s6 Cronbach’s Alpha nhd nhat la
0,794 (su dap ing), 16n nhat 1 0,842 (su Nhan vién 67 16,9
ddng cdm). Nhu vay, theo Hair va cong Du6i 3 nam 47 11,8
su (2019), cdc bi€n quan st di dicu o NS
Kién dua vao phan tich nhan (6 khim | Sonam | Tudnamdenonam % 209
phd EFA. hoatdong | Ty 5nam dén 10 nam 172 433
2.3. Vé phén tich nhan to'khdam phd Trén 10 nam 95 239

(EFA)

2.3.1. Phdn tich EFA bién déc lap

Qua 2 1an thuc hién phép xoay nhin t§ céc
bi€n ddc 1ap, sau khi loai bd cdc bi€n c6 hé so tai
nhan t6 nhd hon 0,5 va cdc bién tii 1én ci hai
nhan t8, cling nhu c¢6 dd va mic chénh 1éch hé s6
tdi nhé hon 0,3, duge hé s6 KMO 1a 0,831 16n hon
0,5 va nhd hon 1, tri s6 Bartlett’s test 12 0,000 nhd
hon 0,05. Gié tri Eigenvalue 1a 1,664 16n hon 1 va
trich dugc 5 nhan t6 mang y nghia tém tit thong
tin cia 20 bi€n quan sit. Téng phuong sai trich
biing 64,309 16n hon 50% cho thd'y md hinh EFA.
Nhu vy theo Hoang Trong va Chu Nguyén Mong
Ngoc (2008) phan tich nhan t6 khdm pha EFA la
phu hgp.

2.3.2. Phan tich EFA cho bién phu thudc

Bi€n phu thudc sy hai long c6 hé s6 KMO Ia
0,751 16n hon 0,5 va nhdé hon 1. Gid tri sig
Bartlett’s Test 1a 0,000 nhd hon 0,05, nhu vy c6
tuong quan giita cdc bi€n quan sit trong phan tich
nhan t6 EFA. Gi4 tri Eigenvalue 1a 2,439 16n hon
1 va trich dugc 1 nhin t6 mang ¥ nghia tém tit
thdng tin clia 4 bi€n quan sat duwa vao phan tich
EFA. Téng phudng sai 12 60,987 16n hon 50%, cho
thdy mo hinh EFA phl hgp. Nhu vdy, bién thién
dit liéu clia 4 bi€n quan sit dugc trich gidi thich
dudgc 60,987% su bién thién clia bi€n phu thudc.
K&t qua hé sd tai cdc bi€n quan sdt déu 16n hon
0,5, cdc bi€n quan sit nay déu c6 y nghia déng
g6p vao mo hinh nghién cdu.

Nguén: Két qud xit Iy s6li¢u trén phan mém SPSS, 2024

2.4. Két qua tuong quan Pearson

Gid tri sig tuong quan Pearson gifta cdc bi€n
ddc 1ap va phu thudc déu nhé hon 0,05. Nhu vay,
tt cd cdc bi€n doc 1ap déu c6 su tuong quan tuyén
tinh v6i bi€n phu thudc. Trong d6, moi quan hé
gifta bi€n (su ddng cdm) véi (bi€n sy hai long) 12
manh nh4't v6i hé s6 tuong quan 12 0,581, ti€p dén
(su ddm bdo) vdi hé so tuong quan 1a 0,533, tiép
dén 1a (phuong tién hitu hinh) v6i hé s tuong
quan 0,513, ti€p dén 1a (do tin cdy) v6i hé so
tuong quan 0,344, cudi cung 1a (su ddp &ng) vdi hé
s6 tuong quan 0,330.

2.5. Phén tich hoi quy tuyén tinh

2.5.1. Kiém dinh mitc do phit hop ciia mé hinh

e Mtic d6 pht hgp m6 hinh

Véi gid tri Sig ki€m dinh F biing 0,000 nhdé hon
0,01, k€t luan md hinh phi hgp véi dit liu thuc t€.
Nhu vay, bi€n doc 1ap c6 tuong quan tuyén tinh
vdi bi€n phu thudc mitc do tin cdy 99%. (Bdng 2)

e Miic do gii thich mo hinh

K&t qua hé s6 R binh phuong hiéu chinh bing
0,673, tuong tng 67,3%. Nhu vay cdc bi€n doc 1ap
dua vio phan tich hdi quy hudng t6i 67,3% su thay
ddi ctia bi€n phu thudc (su hai long). C6 nghia véi
67,3% bié&n thién clia sy hai l1ong clia khdch hang
dudc gidi thich bgi 05 bién doc 1ap, con lai 32,7%
do cdc bi€n ngoai mo hinh, sai s6 ngiu nhién. K&t
qud mo hinh hdi quy tuyé&n tinh phit hdp véi dit
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Bdng 2. K&t qud phén tich phuong sai

ANOVA=
Mb hinh Tong cac binh phuong df Binh phuong trung binh F Sig.
Hai quy 81,842 5 16,368 164,251 0,000b
1 | Phandu 38,965 391 0,100
Téng cdng 120,807 396
Nguodn: Két qud xit 1y s6'ligu trén phdan mém SPSS, 2024
Bdng 3. Tém t&t mé hinh
Tém tat mé hinhb
M6 hinh GiatnR Giatr R2 Gia tr R2 hiéu chinh Sai s6 chuén clia udc tinh Gia tr] Durbin-Watson
1 0,8232 0,677 0,673 0,31568 1,678

a.bién du bao (hdng s6) EMP, TAN, RES, ASS, REL

b. bién phu thudc: CUS

liéu mAu mifc cao. K&t qué gia tri Durbin-Watson
1a 1,678, nim khodng tir 1,5 d&€n 2,5 nén k&t qua
hdi quy khong ty tuong quan chudi bic nhat.
(Béang 3)

2.5.2. Kiém dinh hé s6 hoi quy (Bdng 4)

K&t qua tat cd cdc bi€n ddc 1ap v6i sig nhd hon
0,05. Do d6, cdc bién nay tuong quan y nghia v6i
bi€n (s hai long), véi do tin cAy 95%. V6i hé so
hdi quy cdc bi€n doc 1ap déu mang ddu duong, k&t
qud cho thdy cdc bi€n doc 1ap c6 tdc dong cing
chiéu 1&n bi€n phu thudc. Theo dé, ta ¢ ham hdi
quy chua chuin héa nhu sau:

CUS =-0,291 + 0,317*TAN + 0,067*REL

+0.054*RES + 0.314*ASS + 0.299*EMP + ¢

Nhu vay, két luan:

Khi khdach hang danh gid phuong ti€én hitu hinh
ctia doanh nghiép ting 1én 1 di€m trén thang do
Likert 5 mic d9, thi mic do hai long ctia khach
hang sé ting 1én 0,371 diém.

Khi khdach hang ddnh gid do tin cay doi vé6i
doanh nghiép ting 1én 1 diém trén thang do Likert
5 miic d9, thi mirc d6 hai long ctia khdach hang s€
ting 1én 0,067 diém.
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Nguén: Két qud xit 1y s6'ligu trén phdn mém SPSS, 2024

Khi khdch hang ddanh gid su ddp Gng ctia doanh
nghiép ting 1&én 1 di€m trén thang do Likert 5 mifc
do6, thi mic d6 hai 1ong clia khach hang s€ ting
1én 0,054 diém.

Khi khdach hang didnh gid sy dim bdo cta
doanh nghiép ting 1én 1 di€m trén thang do Likert
5 muc do, thi mic do hai 1ong cia khdach hang s€
ting 1&n 0,314 diém.

Khi khdch hang dinh gid sy dong cidm cla
doanh nghiép ting 1én 1 di€m trén thang do Likert
5 muc do, thi mitc do hai 1ong clia khach hang sé
ting 1én 0,299 diém.

3. Ham y quan tri

3.1. Véi yéu té phuong tién hitu hinh

Doanh nghiép logistics can diu tu phan mém
s6 héa v6i tich hgp nhiu tng dung t6i vu va
huéng din chi ti€t toan bd quy trinh cung cap dich
vu d€ khich hang c6 thé dé dang truy cip, theo
ddi hang héa va ti€n trinh cung tng dich vu clia
cong ty mOt cich nhanh chdng va tién Igi.

Thi€t 1ap mot quy trinh dich vu cung tng
logistics chuin héa ddng nhit phi hgp véi bién
thién clia nganh va cdm nhin khdch hang. Bén
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BAng 4. BAng ké&t qud hé s6 héi quy

Hé s6 hdi quya
M®é hinh t Sig.
(Constant) -0,291 0,145 -2,012 0,045
TAN 0,317 0,023 0,414 14,038 0,000 0,951 1,052
REL 0,067 0,024 0,086 2,784 0,006 0,868 1,153
1 RES 0,054 0,023 0,073 2,364 0,019 0,869 1,151
ASS 0,314 0,026 0,373 12,229 | 0,000 0,888 1,126
EMP 0,299 0,026 0,367 11,579 0,000 0,821 1,218
a. Bién phu thuéc: CUS

canh d6 ciing cAn thanh lap cdc chi nhdnh, vin
phong thuin tién cho nhiéu khdch hang & cdc khu
vuc khdac nhau nhim thu hit sy chd y khach hang.
Doanh nghiép ciing cin ting cudng dau tuw quing
bé dich vu trén website, tap chi chuyén nganh, mé
rong tham gia nhi€u hoi nghi, hoi chd tri€n 1am
qudc t& trong nganh Logistics d€ khach hang nhan
dién thuong hiéu nhanh va nhé dé&n khi can dugc
cung trng dich vu.

3.2. P6i véi yéu to'vé su dam bdo

Doanh nghiép logistics cin gia ting sy quan
tAm va ting cudng mdi quan hé chit ché vé6i
khich hang; Xay dung mot quy trinh chuin vin
héa tng x khi giao ti€p v6i khach hang, x@ 1y
nhitng van dé phat sinh mot cdch than thién gitp
cong ty ting cudng mdi lién k&t véi khiach hang.
Bén canh d6, cin chii trong dao tao kién thic
chuyén nganh, nghiép vu thuc hanh thuc t&€ cho
nhan vién d€ phan hdi t6t nhitng thic mic va xi
ly dich vu tron tru cho khach hang.

3.3. P6i véi yéu to'vé su dong cam

Doanh nghiép logistics cAn quan tAm quy trinh
tu van, véi mdi géi dich vu ma doanh nghiép cung

Nguon: Két qud xit Iy s6'li¢u trén phdn mém SPPS, 2024

rng phi hgp v4i tai chinh khdch hang sdn sang b
ra. Theo d6 cAn quan tAm va chia sé nhitng nhu
cau dich vu ctia khach hang, chia sé nhitng van dé
lién quan d€n dich vu, déng thsi chia sé dén
khidch hang vé nhitng chi phi phdt sinh c6 lién
quan do yé&u t6 khdch quan xdy dén trong qud
trinh dich vu dugc cung tng. Bén canh d6, doanh
nghiép can chia sé chinh sich vé diéu khodn
thanh todn cho khdch hing nhu hd trg cho tra tirng
dgt, trd chdm c6 ky han trong nhitng giai doan
bi€n dong cla thi trudng.

Can cdi thién hé thong dich vu chim séc khich
hang véi viéc do tao, xay dung nguyén tic lam
viéc ludn ling nghe, thau hiu, d6n nhin déng
g6p tir khach hang mot cdch chan thanh.

3.4. Poi véi yéu to'vé su ddp iing

Can ting cudng phan hdi thic mic clia khich
hang nhanh nhat, chii dong x4y dung nhitng chinh
sach, phudng 4n phong ngira rii ro dé gidi quyét
khi€u nai hay phan nan khach hang mot cdch linh
hoat va phu hdp. Trong qud trinh dich vu dugc
cung tng, néu xay ra sy cd, doanh nghiép cin chd
dong tich cuc lién hé cdc bén lién quan x{ Iy van
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dé nhanh chéng cho khiach hang. Bén canh d6, tim
hi€u nhu ciu khach hang d€ dé ra nhiéu phuong
an cho khach hang lva chon.

Pa dang dich vy, gia ting thém cac gdi dich vu
tron géi cho khach hang. Pong thdi, sau khi dich
vu hoan tat, doanh nghiép cin nd luc chim séc
nhitng chinh sdch hiu mai hdp din dé€n khdch
hang. HO trg doi ngi nhan vién lam thém ngoai
gi%, cudi tudn, nhim ddp Gng tdi da nhu ciu st
dung dich vu ctia khdch hang bat ki khi nao kh4ch
hang can.

3.5. Poi véi yéu to'vé dp tin cdy

Doanh nghiép logistics cAn chd trong vao
quy trinh vd ddm bdo ding nguyén tic ding cam
k&t hgp ddng vdi khach hang. Trong qué trinh
cung ng dich vu, cin dic biét chd trong vidn
dé lién quan bdo mat thdng tin quan trong clia

TAILIEU THAM KHAO:

Tailigu tiéng Vigt

khdch hing, bao gdm bido mit c4 nhan cla khach
hang va dit liéu hang hda, gid cd, bdo mat tai
chinh va ddi tdc ctia khach hang. Pdng thdi bdo
mat tuyét doi thong tin vé hd sd xudt nhap khiu
ctia khdch hang.

Can xay dung nguyén tic lam viéc ddm bdo
quy trinh thyc hién theo 7 ding, d6 la: dang dich
vu; ding khdch hang; ding s6 lugng; ding thoi
diém; diing dia di€m; ding chi phi.

M4 rong ting cudng hgp tic v4i cdc doanh
nghiép logistics qudc t&€ nhim hoc hdi, xay dung
chinh sdch tién ti€n d€ 4p dung ddi méi cach thic
lam vi€éc theo huéng chinh xdc, nhanh chéng cho
khach hang.

Han ché& x4y ra nhitng sai sét trong sudt thdi gian
cung tng dich vu 1am 4nh huéng dén ti€n do cling
nhu phat sinh qud nhiéu chi phi cho khdch hang m
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ABSTRACT:

This study identified the factors that influence customer satisfaction with the quality of
logistics services in Ho Chi Minh City. The study was based on the synthesis of service quality
theory of Parasuraman et al. (1988), the Servqual model (1988), the Servperf model (1992), and
related studies on satisfaction with service quality. The study’s proposed research model
includes the dependent variable of customer satisfaction with logistics service quality (CUS) and
the independent variables of tangibles (TAN), assurance (ASS), empathy (EMP),
responsiveness (RES), and reliability (REL). A questionnaire was used to survey 397 logistics
services business customers in Ho Chi Minh City. The result shows that there are five factors,
including tangibles, assurance, empathy, responsiveness, and reliability, affecting customer
satisfaction. Based on the study’s findings, some management implications were proposed to
help logistics service providers in Ho Chi Minh City improve customer satisfaction.

Keywords: customer satisfaction, logistics services quality, logistics companies.
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