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TOM TAT:

K&t qud nghién citu nay cho thiy c6 5 y&u t& dnh hudng dén sy hai long ctia khach hang khi st
dung dich vu logistics ctia cdc doanh nghiép trén dia ban tinh Binh Dudng, d6 1a: B tin ciy; Su
ddm bdo; Su ddp tng; Co s& vat chat ky thuat; Gia ca. Trong d6, y&u td dd tin ciy tdc dong manh
nhit. Trén cd s d6, tdc gid da dé xudt nhitng gidi phdp ning cao chit lugng dich vu ciia cdc doanh
nghiép logistics tai Binh Duong, gitip cac doanh nghiép xay dung chié€n ludc phat trién kinh doanh,
nang cao niing luc canh tranh cho céc doanh nghiép cung cap dich vu logistics tai Binh Duong.

Tu khéa: logistics, chit lugng dich vu, phan tich nhan t6 khdm ph4.

1. Dit van dé

Trong boi cdnh toan ciu héa, cic quic gia dang
d4y manh hoi nhap kinh t& qudc t€ tao nén mdi lién
két giita doanh nghiép nay v6i doanh nghiép khéc,
gitta khu vuc nay véi khu vuc khéc, giita quc gia
nay v6i qudc gia khdc, trong d6 c¢6 Viét Nam.
Chinh vi vy ma logistics dang phat trién manh mé
va dugc coi 13 huyé&t mach ctia nén kinh t& th€ gidi.
Hon nira, tir ngay 11/1/2007, Viét Nam chinh thdc
trd thanh thanh vién cta T8 chitc Thuong mai The
gi6i (WTO), viéc nay d@ md ra nhiéu cd hdi cho
Viét Nam ti€p cin cic thi trudng thé gidi, thic ddy
cdi cich va ting trudng kinh t&, thu hit dau tu, dic
biét Ia thic ddy cdc hoat ddng thuong mai qudc t€.

Mot trong nhitng dia phuong gép phan vio su
phét trién dich vu logistics ctia Viét Nam 12 tinh
Binh Duong, v6i thé manh nim & trung tAm ving
kinh t& trong di€m phia Nam, ctfa ngd giao thuong
v6i Thanh phd HO6 Chi Minh. Tuy nhién, viéc khai
thic tiém ning logistics, ddp Gng nhu cAu van tai
hang héa clia Binh Duong thdi gian qua vain con
nhiéu han ché&. Bén canh d6, tdi uu héa chi phi
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logistics da gitp 1¢i nhuin cta doanh nghiép ting
va thiic ddy toc do ting trudng xuit nhap khiu hang
héa cda tinh ngay cang ting cao, nhiéu doanh
nghiép da chon Binh Duong 1a ndi 1am thi tuc hai
quan va tip k&t hang héa xuit nhap khdu. Nhan
thitc dugc tAm quan trong ctia dich vu logistics, tic
gia quyé&t dinh thyc hién nghién cttu nay dé dé xuit
nhitng “Gidi phdp nang cao chit lugng dich vu clia
cac doanh nghiép logistics tai Binh Duong” nhim
xay dung chién Iugc phat trién kinh doanh, ning
cao stic canh tranh cho cdc doanh nghiép cung cap
dich vu logistics trong tinh Binh Dudng.

2. Co's6 1y thuy€&t va mé hinh nghién cifu

2.1. Co'sé Iy thuyét

Chat lugng dich vu: Theo Wisniewski va
Donnelly (1996): Chat lugng dich vu 12 mitc do dap
ting cta dich vu v6i nhu cau hoic mong ddi cia
khach hang.

Parasuraman va cdng sy (1985) cho riing: “Chat
lugng dich vu 1a khodng céch gitra sy mong dgi (ky
vong) ciia khdch hang va nhin thitc (cdAm nhan) ctia
ho khi dé st dung qua dich vu”. (Hinh 1)
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Dich vu logistics: Tai Vi€t

Hinh 1: Mé hinh chét Iugng dich vu.

Nam, 1an dau tién khdi niém vé

dich vu logistics dugc néu trong Truyén miéng Nhu céu c4 nhan Kinh nghiém qué khit
Luat Thuong mai nim 2005 i
(Piéu 233): “Dich vu logistics
Ia hoat dong thuong mai, theo —— >|  Dich vu mong doi
d.oA thu’cjng nhan .E\O clAlu’c thuc o Khodng cich 5 ¥
hién mo6t hoic nhi€u cdng doan Khach |
bao gdm nhan hang, van hang Dich vu cim nhan |«
chuyén, luu kho, luu bai, lam
tht tuc hai quan, cdc thi tuc
gidy t3 khdc, tuv van khich —— Thong fin dén
hang, dong g6i i, ghi ky » Cung cap dich vu e 4ch b
a~ g’. ii © g.go b\ao oL, ? ,y Cungicip (Trwdce va sau khi khich hing
ma hiéu, giao hang hodc cic dichivu cung cip)
dich vu khdc c6 lién quan t6i 3 Khod cich 3 “ Khoang cach 4
hang héa theo thdéa thuin véi 3 oang cac I
khach hang d€ huéng thii lao”. Khoang cach 1 T
A T A , ; Dién giai nhan thirc

2.2. Mo hinh nghién ciiu thanh thanh tiéu chi

T¥ co sé 1)7 thuyét vé chat chat lrong dich vu
Iugng dich vu va dich vu
logistics, ciing cac mo hinh Khoang cach 2
nghién ctru va thang do ctia céc ¥

‘A , P RN Nhén thirc cia nha
nghién cttu trude c6 lién quan, quén Iy vé mong doi
tic gid xay dung md hinh do cua khach hang
ludng sy hai long ctia khach

hang d6i v6i chat lugng dich vu
ctia cac doanh nghiép logistics
tai Binh Duong theo cidc nhan

Nguén: Parasuraman va cong su (1985)

Hinh 2: Mé hinh nghién ciu

t0: Do tin cdy; Su ddp ng; Su

—

]

didm bdo; Co sd vat chit k¥ D9 tin cdy
thuat; Gi4 c. Mdi quan hé nay
dudc minh hoa rd rang hon md Su dép
N A u dap ung
hinh nghién ctu (Hinh 2).
D¢ tin cdy: Long tin cla
Su dam bao

cap dich vu. Su mong dgi dap

]_,—.[ Sw hai long ciia khach hang )

ttng k¥ vong nhu ciu ctia khach

hang (Parasuraman et al.

Co sé& vat chat ky thuat ]—»

1985).

Su ddp iing: Kha nang thda

[
[
khach hang d6i véi nha cung [
[
min nhitng yéu ciu clia khich [

Giaca

—

hang ciling nhu sy thau hiu va
nim bit nhu ciu khich hang cda nhd cung cip
(Parasuraman et al. 1985).

Sw ddm bdo: La toan bd hoat dong c6 k& hoach
va hé thong, dudc ti€n hanh trong qudn ly chat
lugng d€ tao su tin tudng thda ding ring dich vu
clia t6 chifc s& ddp wng cdc yéu cau vé chit lugng
(Parasuraman et al. 1985).

Co s vat chat, k§ thudt: La toan b phuong tién
vat chit, k§ thuat nha cung cip st dung nhiim d4p
ing yéu cau khach hang trong qué trinh cung cip
dich vu (Parasuraman et al. 1985).

Gid cd: La chi phi ma khdch hang phai trd cho
dich vu chinh cling nhu cdc dich vu bd sung
(Banomyong et al. 2011).
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Su hai long: La sy hai Iong ctia khach hang ddi
v6i chat lugng dich vu cla nha cung céip
(Parasuraman et al. 1985).

3. K&t qua nghién citu

3.1. D tin cdy ctia cdc thang do

Miic gid tri hé s6 Cronbach’s Alpha: 0,8 <
Cronbach’s Alpha < 1: rit t6t; 0,7 < Cronbach’s
Alpha < 0,8: tot; 0,6 < Cronbach’s Alpha < 0,7: du
diéu kién (Hoang Trong, Chu Nguyén
Mong Ngoc, 2008)

vé mit thong ké. K&t qua thuc hién dugc nhu sau:
(Bang 2)

C6 5 nhan t6 dudc rit trich tir phan tich EFA v6i
gi4 tri Eigen Values clia cdc nhan t6 déu > 1: dat
yéu cau. Gid tri tdng phuong sai trich = 66,883% (>
50%): phan tich nhan t& khdm phd dat yéu cau. Nhu
vay, 5 nhan t6 dugc rit trich nay gidi thich cho
66,883% sy bién thién clia dit liéu.

Bdng 1. Bd tin cdy cdc nhan té

Hé s6 tuong quan bi€n tdng: N&u

mot bién do ludng c6 hé s6 twong quan T Nhan 5 Mahsa | S3bign | Crompach's
bi€n tdng > 0,3 thi bién d6 dat yéu ciu Alpha
(Nunnally, 1978), néu yé&u t6 ndo nhd e .

. . 1 bot TC 5 0,880
hon 0,3 thi cin loai bién nay ra khéi o lin Gy
nhén 8. Po tin ciy thang do dudc kiém 2 Su dap ting DU 5 0,815

3.2. Phan tich nhén t6’khdm phd T ’

Phan tich nhén t6 khim pha (EFA) 4 | Cosdvatchatky thuat CS 5 0,828
cho 5 nhan 8 ddc 1ap: P9 tin cdy; Sy 5 | Giaca GC 5 0,807
ddp tng; S dim bdo; Cd s§ vat chat; —

Gi4 cd véi 25 bi€n quan sit ¢6 y nghia 6 Syhailong HL 4 0.817
BAng 2. Bang két qud phén tich cdc nhéan 6 déc Idp
) Nhan t5 )
STT Bién quan sat Tén nhan to
1 2 3 4 5

1 TC2 0,809

2 TC4 0,770

3 TCS 0,762

4 DB5 0,755 Do tin cay

5 CS5 0,749

6 TC3 0,749

7 TC1 0,713

8 DB1 0,817

9 DU5 0,814

10 DB2 0,778 Su dam bao

11 DB3 0,750

12 DB4 0,720

13 DU1 0,799

14 DU3 0,796

Sudap lng

15 DU4 0,793

16 DU2 0,770
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STT Bién quan sat Nhén &5 Ténnhanto
1 2 3 4 5

17 Cs1 0,849

18 CS2 0,797 Co s6 vat chat
19 CS3 0,797 ky thuat
20 CS4 0,770

21 GC4 0.752

22 GC2 0.746

23 GC3 0.740 Giaca
24 GC5 0.740

25 GC1 0.633

Eigenvalue 8.416 2,413 2,143 1,988 1,760

Phuong sai trich (%) 66,883

Bdng 3. Bang két qud phan tich EFA nhéan t&

phu thuéc
: Nhan t& i

STT Bién quan sat - Tén nhan to

1 HL1 0,855

2 HL3 0,793 Su hai long

3 HL2 0,790 (HL)

4 HL4 0,778
Eigenvalue 2,590
Phuong sai trich (%) 64,740

K&t qud Bang 3 cho thay, cdc gid tri clia nhan &
phu thudc dat yéu cau dé ti€p tuc phan tich hdi quy.

3.3. Phén tich hoi quy

Nhu k&t qué phan tich thi mo6 hinh nghién ctu c6
R2 hiéu chinh Ia 0.404 nghia 12 40.4% su bi&n thién
su hai long cta khach hang khi st dung dich vu
logistics dugc gidi thich bdi sy bi€n thién cta céic
thanh phan: P9 tin cay; Su ddm bdo; Su ddp tGng;
Co s& vat chatky thuat va gid cd. (Bang4)

Ngubn: Két qud tinh todn tic SPSS

K&t qua cho thiy ¢4 5 nhan t6 doc 1ap: TC, DU,
DB, CS, GC d4m bao c6 y nghia thong ké va tdc
dong dén sy hai long clia khach hang véi dd tin cay
95% (Sig. <0,05).

Phuong trinh hdi quy thu dugc nhu sau:

HL =0,294 + 0,150*TC + 0,222*DB
+0,131*DU + 0,163*CS
+0,240*GC +ei

4. Giai phap

4.1. Pam bdo chat luong dich vu trong
toan chubi

P& niang cao sy hai long cho khdch hang ddi
véi doanh nghiép dich vu logistics can phdi dam
bado chat lugng dich vu trong toan chudi. Doanh
nghiép dich vu logistics luén ludén theo dodi qua
trinh vin chuyén hang héa tif nha mdy dén di€m
nhian hang. PAm bdo hang héa khach hang dugc
van chuyén mot cach an toan. Nhan vién doanh
nghiép dich vu logistics ddm bao do chinh xdc cla
cdc chiing tir hang héa, d€ viéc 1am thii tuc xuat
khdu & nha mdy sdn xudt va lam thi tuc nhap
kh&u hang khong bi gidn doan vi 13i sai chitng tir.
Nhin vién cAn phdi dugc dao tao trinh d6 chuyén
mo6n mot cach ki ludng d€ dap Gng nhu ciu khiach

BAng 4. BAng mé hinh téng thé

M6 hinh R R?

R2 diéu chinh

Do léch chuan Hé s6 Durbin-Watson

1 0,644a 0,415

0,404

0,47464 1,959
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Bdng 5. K&t qud héi quy

Mo hinh Hésdkhongchuanhéa | Hésdchudnhoa - Mﬂci ¥ Théng ké da cong tuyén
B Do léch chuan Beta nghia Dung sai VIF
(Constant) 0,294 0,233 1,261 0,208
TC 0,150 0,057 0,156 2,626 0,009 0,637 1,571
DB 0,222 0,054 0,232 4,086 0,000 0,695 1,439
1 DU 0,131 0,051 0,140 2,584 0,010 0,762 1,313
CS 0,163 0,051 0,172 3,216 0,001 0,787 1,271
GC 0,240 0,057 0,224 4,243 0,000 0,805 1,242
a. Bién phu thudc: Su hai long (HL)

hang. Bic biét, trong nhitng trudng hgp phat sinh
van dé, nhan vién cé dd kién thic d€ xir Iy mot
cdch nhanh chéng, khong tri hodn. Cam két dich
vu dugc dién ra ding nhu hoach dinh. Cung cip da
dang cdc loai hinh dich vu ddp &ng nhu ciu va
mong mudn cda khach hang nhu boc x€p hang
héa, chuyén phat nhanh chitng tir, xin chitng nhin
Xuit X, vé sinh sita chita container theo yéu ciu
ctia nha mdys,...

Nang cao cdng tdc dich vu chim séc khach
hang khong chi don thuin 1a gidi quyét cic don
dit hang clia khdch hang. Cdc doanh nghiép cung
cAp dich vu logistics cAn da dang héa cdc hoat
dong chim séc khach hang hon nita nhu: tim hiéu
nhu cAu khiach hang; tw vin hd trd nhitng dich vu
kém theo; theo ddi don hang; xit 1y t6i wu cdc van
dé phat sinh trong qu4 trinh cung ng,...

4.2. Xdy dung chién lugc gid canh tranh,
hop ly

Can x4y dung da dang cdc chién ludc gid khic
nhau, chon lya nhitng chién lugc nao tuy thudc
vao diéu kién hién tai, ddi tugng khach hang va
muc tiéu huéng d&n clia nha cung cAp. Viéc phai
can d6i gitta I¢i nhuan clia nha cung c4p va 1di ich
clia khach hang 1a diéu vo ciing quan trong. Chi
phi ma khdch hiang bd ra d€ st dung dich vu cin
nhan dugc su quan tidm, trin trong, hd trg nhiét
tinh tif nha cung c4p, doanh nghiép logistics. Ho
cAn hi€u dugc nhu cau vad mong mudn clia khich
hang dé€ ddp tng lam thda min cdc nhu ciu d6 sao
cho khdach hang cdm nhidn dudgc nhitng gi minh
nhan tir nha cung cip xitng dang véi khodn chi phi
da bd ra, cdm nhan ring chi phi d6 1a hoan toan
hdp 1y va chdp nhan dugc.
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4.3. Nang cdp co'sé vt chat ky thudt

Hoat dong logistics ngay nay khong chi gin lién
vGi hoat dong kho van, giao nhan van tai, ma con
1én k& hoach, sip x&€p thanh chudi cung tng bit diu
tif nguyén vat liéu clia nha cung tng chuyén dén
nha sin xuat. Do dé, trong thdi gian t6i, cdc doanh
nghiép dich vu logistics can phai ning cao ning lyc
canh tranh cling nhu phét trién hon nita, khong
ngitng ddi mdi, cdi thién co s§ vat chit, ky thuat
ludn 12 tién dé quan trong can dugc dit 1én hang
dau, cu thé 1a:

Nang cAp va md rong hé thong kho bii, diu tr
céc trang thi€t bi hién dai phuc vu qué trinh bdc
x&p, van chuyén chuyén diing va cdc dich vu hd trg
khdc tao I¢i th€ canh tranh va ning cao chat lugng
phuc vu.

Ludn chuin bi diy di co s8, diéu kién phuong
tién vat chat k§ thuat cho hoat dong logistics & cic
cang, cic kho, cdc noi kiém tra hang hoa,...

T8 chitc thong ké va danh gid co s vat chat,
trang thi€t bi dinh k¥ nhim c6 k€& hoach ddi méi
tranh x4y ra sy c6 lam 4nh huéng dén tién dd giao
hang ctia khach hang va ddm bdo cdc hoat dong
thong suot.

5.Kétluan

Nghién ctu nay da tap trung phan tich, dinh gia
céc y&u td tdc dong dén sy hai long clia khach hang
khi st dung dich vu clia cdc doanh nghiép logistics
tai tinh Binh Duong. Trén cd s& d6, nghién ctiru da
dé xuAt cac giai phap d€ nang cao chit lugng dich
vu, gitip cdc doanh nghiép xay dung chié€n lugc
phét tri€n kinh doanh, ning cao ning lyc canh tranh
cho cdc doanh nghiép cung cap dich vu logistics tai
tinh Binh Ducng ®
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ABSTRACT:

This study finds out that there are five factors affecting the satisfaction of customers when
using logistics services providing by enterprises in Binh Duong province, including reliability,
assurance, responsiveness, technical facilities, and price. Among these factors, reliability has the
strongest impact on the customerr satisfaction. Based on the study’s results, some solutions are
proposed to improve the quality of services providing by logistics enterprises in Binh Duong
province, to help they develop strategies and improve competitiveness.

Keywords: logistics, service quality, exploratory factor analysis.
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