TAP CHi CONG THUGNG

NGHIEN CUU SU HAI LONG
CUA KHACH HANG VE CHAT LUGNG
DICH VU LOGISITIC CUA CONG TY CPDV
HANG HOA TAN SON NHAT QUA MO HINH
CAU TRUC TUYEN TiNH PLS-SEM

® DINH KIEM - TRAN VAN THUAT

TOM TAT:

Nghién cifu tp trung phan tich ddnh gid cic yéu t6 dnh hudng dén sy hai long clia khdch hang
vé chat lugng dich vu logistic ctia Cong ty CPDV Hang héa Tan Son Nhat (viét tit TCS). Dit liéu
trong nghién cttu dudc thu thap tir 335 khdch hang gdm cic doanh nghiép dang st dung dich vu ctia
Cong ty. Phuong phédp dinh lugng bing mo hinh (PLS-SEM), k&t qua di cho thdy: Sy hai long vé
chat lugng dich vu logistic tai Cong ty TCS chiu tic dong bdi 7 y&u t6, d6 1a: Ngudn nhan luc, Chat
lugng thong tin, Chat lugng xit 1y don hang, Cd s§ vat chat, Su kip thdi, Hinh dnh cong ty, Trach
nhiém x4 hoi clia doanh nghiép. Trong d6 cdc yé&u td: Chat lugng xit 1y don hang, Co s& vat chat, Su
kip thoi, c6 tac dong manh nhat. Dwa vao két qud nghién citu, nhém tdc gid da dua ra mot sd ggi y
vé& ham ¥ quan tri d6i vdi viéc quan 1y cung tng dich vu nhiim d4p tng su hai long clia khich hang.

T khéa: sy hai long, khdch hang, chdt lugng dich vu logisitic, Cong ty CPDV Hang héa Tan

Son NhAt.

1. Dat van dé

Vi sy gia ting hoat ddng xudt nhap khiu hang
héa trong nhitng nim gin day, dich vu logistics
clia Viét Nam dang c6 diéu kién md rong ra tAm
khu vuc va qudc t&€. Theo Ngin hang Thé gidi
(WB) giai doan 2019-2021, Viét Nam da ting 3
bac x&p hang so véi ndm 2020, ding & vi tri thit 8
trong top 10 qudc gia ding didu bing Chi so
Logistics thi trudng mdi ndi 2021. Viét Nam c6 vi
tri dia 1y hét stic thuan 1¢i d€ xay dung cic trung
tam trung chuyén ctia khu vic Pong Nam A véi co
sé ha tang kho bdi, hé thong giao thong, cing
bién, cdng hang khong,... D ddp tng nhu ciu
phét tri€n, van tdi hang khong Viét Nam khong

174 $6 22 - Thdng 10/2022

chi don thuin 13 van chuyén hanh khach nita ma
cAn phdi phat trién, thich &ng véi cd nhu ciu van
chuyén hang héa nhat 13 van chuyén hang héa
xudt nhiap khiu dang ngay mot ting 1én nhanh
chéng. Trong nhiéu nim, TCS - Coéng ty lién
doanh giita Viét Nam airline va Sinapore vAn ddm
bdo kh4 ning canh tranh & t6p dau cia dich vu
van chuyén. Tai Thanh phd H6 Chi Minh, TCS
luén khing dinh vi th€ vé sian lugng hang héa
dirng dau so véi cdc doi thii khdc. P6 phan nao 1a
nhd vao dich vu logisticss dugc quan 1y mot cach
chiit ché, cdc thay ddi dugc 4p dung cho phi hdp
v6i diéu kién cia tirng thdi di€m. Tuy nhién, mdi
nim, diéu kién thi trudng déu cé nhitng thay d6i
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lién tuc, sy canh tranh clia cdc doi thi ngay cang
khdc liét, yéu cAu ddp ng cic tiéu chuin phuc vu
logistic ngay cang cao. Do d6, hé thdng quén ly
ctia TCS van cin c6 nhitng cdi ti€n hon nita dé
ludn c6 thé phat trién thém thi phan va niang cao
hon nita chat lugng dich vu cung cip cho khdch
hang, dic biét trong tinh cdnh toan ciu vira trdi
qua dai dich Covid-19. Trong bai viét ndy, nhém
tdc gid sé tip trung vao cdc ndi dung nhan dién va
danh gid cdc y&u t6 4nh hudng dén sy hai long
cta khdch hang d6i véi chat lugng dich vu logistic
ctia Cong ty CPDV Hang héa Tan Son Nhat, qua
dé dé xudt ggi y mot sd ham y quan tri.

2. Co's6 1y thuy&t va mo hinh nghién citu

2.1. Khdi niém su hai long khdch hang

Nhiéu nha nghién cttu cho ring su hai long 1a sy
khic biét gitta ky vong clia khdach hang va cam
nhin thuc t& nhan dudc. Swan vad Combs (1976)
dinh nghia su hai long l1a thai do ctia khach hang
sau khi mua. Westbrook (1980) duwa ra khai niém
ring sy hai long ctia khdch hang lién quan dén cic
khia canh nhin thdc va tinh cdm trong céc giai doan
ti€p nhan hang héa hoic dich vu trudc va sau khi
dudc cung tng dich vu.

Zeithaml & Bitner, (2000) quan ni¢m sy hai
long ctia khdach hang la sy ddnh gia cia khach hang
vé& mot san phim hay dich vu da d4p tng dugc nhu
cAu va mong ddi clia ho.

Kotler, (2000), dinh nghia “Sy hai long nhu la
mot cam gidc hai long hodic thdt vong clia mot nguoi
bang két qua ciia viéc so sanh thuc t& nhan duoc ciia
san phdm (hay két qua) trong mdi lién hé véi nhiing
mong doi ciia ho”.

Nhu vay, c6 thé hi€u sy hai long clia khich
hang 13 viéc khach hang cin ¢t vio nhitng hi€u
bi€t clia minh d&i v6i sdn pham hay dich vu ma
hinh thanh nén nhitng ddnh gid hodc phdn dodn
chii quan. P6 12 mot dang cdm nhin vé tim ly sau
khi nhu cdu cda khdch hang dugc thda man. Sy
hai long cla khdach hang dugc hinh thanh trén co
s& nhitng kinh nghiém tich lily khi mua sim va sit
dung sian pham hay dich vu. Sau khi mua va sit
dung san phdm, khdch hang s& cim nhan dé c6 su
so sanh gitra hién thuc va ky vong, tir dé6 danh gia
dugc hai long hay khong hai long. N&u 1di ich thuc
t&€ ddp ng khong nhu ky vong, khdch hang sé& that
vong. N&u Igi ich thuc t€ cao hon ky vong cla
khach hang s€ tao ra hién tugng hai long cao hon
hodc la hai long vugdt qua mong ddi.

2.2. Khdi ni¢m vé gid tri cam nhédn ciia khdch
hang

Céc nha nghién citu di sir dung nhiéu thuat ngir
khic nhau dé& dinh nghia “gid tri cAm nhan” cla
khach hang. Theo Zeithaml, (1988): “Gia tri cdm
nhan 12 sy danh gia tdng thé clia ngudi tiéu ding vé
tién ich ctia mot sdn pham hay dich vu dia vio nhin
thifc clia ho vé nhitng gi nhian dugc va nhitng gi phai
bd ra”. Zeithaml ddnh gid nhu mot sy so sanh gitta
hai thanh phan “nhin dugc” va “bd ra” clia sin
pham, dich vu. Zeithaml, (1988), lap luin ring mot
s0 ngudi tieu duing cAm nhan dugc gi4 tri khi c6 mot
mifc gi4 thap, nhitng ngudi khdc cAm nhan dudc gid
tri khi c6 mot sy cAn bing giita chat lugng va gid ca.
Nhu vy, nhitng ngudi tiéu dung khac nhau, cic
thanh phin clia gid tri cAm nhan c6 thé 13 khac biét.

2.3. Co'sd Iy thuyét lién quan

M6 hinh thda man khach hang theo chiic ning
vé quan hé clia Parasuraman, (1994) d6 la: su thda
man cla khach hang phu thudc cdc dic tinh san
phdm, dich vu va cdc mdi quan hé. Mo hinh céic
y&u t& 4nh hudng d&n sy hai long khich hang cia
Zeithaml & Bitner, (2000): Zeithaml & Bitner,
(2000) cho ring sy hai long cta khach hang 1a mot
ham gém 5 bi&€n: Sy d4nh gid chat lugng dich vu;
Sy ddnh gid chit lugng sdn phdm; Gi4 cd; Cic y&u
t6 tinh hudng; Hanh vi c4 nhan va sy kh4c biét vin
hoéa, xa hoi.

Xem xét cac md hinh nghién citu vé chi s6 hai
long khach hang cia My (ACSI), ctia EU (ECSI) va
cia Viét Nam VCSI (Lé Van Huy, 2007): Trong
cdc mo hinh chi s6 hai long néu trén cho thay gid tri
cdm nhan chiu tic dong bdi chat lyong cAm nhan va
su mong ddi cia khach hang. Khi d6, su mong dgi
clia khdch hang cé tdc dong truc ti€p dén chat
lugng cdm nhan. Trén thuc t&, khi sy mong dgi cang
cao, c6 thé tiéu chuin vé chit lugng cAm nhin cla
khéach hang d6i v6i san phdm cang cao hoic ngudc
lai. Sy hai 1ong cla khdch hang dugc tao thanh trén
co s& chat lugng cdm nhan, sy mong dgi va gid tri
cdm nhan, néu chit lugng va gid tri cdAm nhan cao
hon sy mong ddi sé tao nén long trung thanh doi véi
khach hang, trudng hdp ngudc lai.

Dua trén nén cd s& 1y thuyét va cdc nghién citu
trudc c6 lién quan, nhém tac gid k€ thira va chinh
stra thang do ¢6 chon loc dé @& xud't mod hinh céc
y&u t6 4nh hudng dén su hai long clia khach hang
st dung dich vu logistic ctia Cong ty TCS, cu thé
bao gdbm céc y€u t& nhu Hinh 1.
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Hinh 1: M6 hinh nghién ciu dé xudt

ctru sd bd 1a badng ciu hdi chinh thic
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don hang

Hinh dnh céng

dung cho nghién cifu, tdng quat thang
do chinh thitc gdm cdc thanh phan nhu
sau: Chat lugng x& ly don hang;
Nguén nhin luc; Chat lugng co sé vat
chat; Sy kip thoi; Hinh 4nh cda cong
ty; Trach nhiém xd hoi clia cong ty;
ChA't lugng thong tin; bi€n trung gian:
Gid tri cAm nhan chit lugng dich vu.

3.2. Nghién citu dinh luong

Céc bi€n quan sdt trong bdng ciu
hédi khdo sdt dugc xay dung dua trén
ké&t qud nghién cttu dinh tinh, thang
do vé ddong luc lam viéc ctia nhin
vién dugc st dung tir thang do Likert 5
muc do.

C Trach nhiém x3 héi )
Céc gia thuyét:

H1: Nguon nhan lyc clia cong ty dnh hudng
cuing chiéu dén gi4 tri cAm nhan chit lugng dich vu
logistic va sy hailong cia khach hang.

H2: Chat lugng thong tin 4nh huéng cling chiéu
dén gi4 tri cdm nhan chat lugng dich vu logistic va
st hailong cia khdch hang.

H3: Chat lugng x& 1y don hang 4nh hudng cling
chiéu d&€n gid tri cAm nhan chat luong dich vu
logistic va sy hailong cia khach hang.

H4: Chat lugng cd s vat chit dnh huéng cling
chiéu dé€n gid tri cAm nhin chit lugng dich vu
logistic va sy hai long ctia khdach hang.

HS5: Sy kip thdi 4nh hudng cling chiéu dén gi4 tri
cdm nhan chat lugng dich vu logistic.

H6: Hinh 4nh ctia cong ty 4nh hudng ciing chidu
dén gid tri cAm nhan chat lugng dich vu logistic va
st hailong cia khach hang.

H7: Trach nhiém x3d hdi clia cong ty anh hudng
ciing chiéu dén gi4 tri cAm nhan chit luong dich vu
logistic va sy hai long cia khdch hang.

HS: Gi4 tri cAm nhan chat lugng dich vu logistic
4nh hudng cling chiéu dén sy hai long cda khich
hang.

3. Thi€t k& nghién cifu

3.1. Nghién ciiu dinh tinh

Phuong phap nghién cttu dinh tinh dung dé xay
dung ndi dung va mo6 hinh nghién cttu cling nhu
khdm phd c4c thanh phan va x4y dung thang do sd
bo thong qua phdng van chuyén gia va thdo luan
nhém nhim hiéu chinh, b8 sung thang do va bing
cau héi st dung cho phdng van. K&t qui nghién
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3.3. Phuong phdp chon méau

Chon miu trong nghién cdu nay la phi xdc
suat. Kich thu6c miu cho phuong phdp udc lugng
dugc st dung trong mo hinh ciu tric tuyén tinh
(PLS-SEM). C& miu ciia nghién cttu ndy dudc
chon 1a 390 (335 dat yéu ciu ndi dung), thdi di€m
khdo sdt dudc ti€n hanh tir thdng 1/2022 dén thdng
4/2022.

3.4. Thong tin ddic diém mdau nghién citu

Trong 335 dap vién, theo gidi tinh thi nam
chi€m 60.3%; nit chi€m 39.7%. V& d6 tudi, nhém
dudi 35 tudi chi€m 36.7%; 35 - 40 chi€m 49.0%;
trén 40 chi€ém 14.3%. Theo loai hinh doanh
nghiép, nhém Céng ty TNHH chi€m 25.1%; Cong
ty ¢6 phan chi€m 30.1%; Cong ty tu nhian chi€m
17.0%; Cdng ty nha nudc chi€m 17.6%; nhém loai
hinh s§ hitu doanh nghiép khdc chi€m 10.1%.
Theo quy md doanh nghiép dua vao ngudén von
nhém dudi 25 ty dong chi€m 16.1%; tir 25 ty dong
dén dudi 50 ty ddng chi€m 17.6%; tir 50 ty dong
dén dudi 75 ty ddng chi€m 26.9%; tir 75 ty dong
dé&n dudi 100 ty ddong chi€m 26.3%; trén 100 ty
ddng chi€m 13.1%. Theo thdi gian hoat dong kinh
doanh nhém duéi 5 nim chi€m 15.5%; Tu 5 - duéi
10 nim chi€m 22.7%; tit 10 dudi 15 nim chi€m
30.4%; nhém tir 15 - duSi 20 nim chi€m 21.8%:;
trén 20 nim chi€m 9.6%;

4. K&t qua nghién ciu

4.1. Phén tich va kiém dinh tong qudt mé hinh
cautriic tuyén tinh (PLS-SEM)

Phuong phap phan tich md hinh ciu tric tuyén
tinh SEM biing phan mém Smart PLS 3.2.9 dudc sit
dung @€ kiém dinh mo hinh nghién citu.
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e Kiém dinh Cronbach’s Alpha:

K&t qua ki€ém dinh d6 tin ciy bing hé so
Cronbach’s Alpha cho thdy cdc thanh phan cla
thang do dugc trinh bay trong Bang 1. K&t qua kiém
dinh cdc thanh phin cla thang do déu c6
Cronbach’s Alpha > 0,825 va khong c6 bién do
ludng ndo c6 tdng phudng sai trich trung binh bé
hon 0,5. Pat yéu cau.

BAng 1. K&t qud dé tin cay va gié tri
héi tu cla thang do

Thang Do tin cay bo tin Phuong

dothanh | Cronbach’s cay téng sai trich
phan Alpha hop(CR) | (AVE)
CLDV 0.880 0.917 0.735
CLTT 0.826 0.878 0.590
CsvC 0.896 0.923 0.706
HA 0.899 0.925 0.712
HL 0.842 0.905 0.759
KT 0.846 0.907 0.765
NNL 0.834 0.889 0.667
TNXH 0.864 0.908 0.711
XLDH 0.905 0.927 0.678

Nguén: Két qud xit 1y s6'li¢u bing SmartPLS.3

e Kiém dinh mé hinh do luong:

P& danh gid d tin cAy ctia thang do, nghién citu
sit dung hé s6 tin ciy tdng hgp CR, tdng phuong sai
trich AVE va hé s6 tdi nhin td don 1& (outer
loading). Trong d6, hé sd tin cdy tdng hgp phai 16n
hon 0,7 va hé so outer loading phai 16n hon 0,4
(Hair et al., 2014) thi c6 ¥ nghia vé gid tri tin cay.
Ngoai ra, theo Fornell and Larcker (1981), tong
phuong sai trich 16n hon mdc 0,5 sé khing dinh
dugc @6 tin cay va do gid tri hoi tu cta thang do.
K&t qua tinh todn vé d tin cdy tdng hop, hé s6 tai
nhan t6 va phuong sai trich clia cdc thang do thanh
phin trong md hinh cho thdy c4c thang do ctia khai
niém déu dat yéu cau vé do tin ciy va gid tri hi tu.

Gid tri phan biét (discriminant validity):

P& danh gid tinh phan biét clia thang do, Bing
2 cho thdy gid tri ciin bac hai ca phuong sai trich
ctia mdi nhan td (gid tri phan biét- dugc thé hién
bing s6 in dAm déu 16n hon tat cd cdc hé s6 tuong
quan clia cdc nhan t& khdc) thé hién trong cling
mot cOt hodc hang. Nhu vdy, thang do da ddm bao
gid tri phan biét theo tiéu chuidn Fornell va
Larcker (1981).

Kiém dinh mé hinh cdu triic

Ki€m dinh vé gid dinh vi pham da cdng tuyén
(Multicollinearity): Viéc udc lugng hé s6 dudng
din dua trén hdi quy clia tirng bién phu thudc va
bién du bao (Hair va cong su, 2014). K&t qua phan
tich VIF cho thdy trong bi€n quan sét thi bién Xt ly
don hang c6 gid tri VIF cao nhdt 1a 1,549 va gi4 tri

BAng 2. K&t qud danh gié tinh phén biét st dung hé sé (Fornell va Larcker)

CLDV CLTT CsvC HA HL KT NNL TNXH XLDH
CLDV 0.857
CLTT 0.45 0.768
CsvC 0.554 0.313 0.84
HA 0.474 0.305 0.32 0.844
HL 0.569 0.363 0.50 0.408 0.871
KT 0.506 0.234 0.37 0.319 0.421 0.875
NNL 0.417 0.263 0.31 0.172 0.298 0.289 0.817
TNXH 0.475 0.351 0.36 0.329 0.397 0.370 0.225 0.843
XLDH 0.576 0.283 0.46 0.427 0.448 0.396 0.332 0.327 0.823

Nguon: Két qud phan tich dit li¢u ciia nhém tdc gid
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Hinh 2: Sd dé biéu dién cdc khai niém trong mé hinh cdu trac tuyén tinh PLS_SEM
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VIF clia céc bi€n quan sit thong nhit dudi ngudng
gia tri 5. Do vay, cho phép két luan, cOng tuyén
khdng dat mitc do t6i han trong bat ky khdi niém
nghién ctu nguyén nhan nao va khong tr§ thanh
van d6i v6i uSe lugng clia mo hinh dudng din trong
nghién citu cdc nhan to tic dong dén sy hai long
clia khdch hang doi v6i chat lugng dich vu logistic
tai Cong ty TCS. Trong phan tich PLS-SEM, kha
ning gidi thich cda mo hinh ciu tric duge danh gid
bdi dudng din cau tric va hé s6 R? clia bién phu
thudc. St dung phan tich phi tham s6 bing k¥ thuat
bootstrapping 1dp lai 5000 I1in k&t qua. Theo Hair
va cong su (2014), gid tri R? 12 0,25 thé hién ciu
triic ndi sinh y€u, mic 0,5 thi twong d6i va 0,75 thi &
mtic cao. K&t qud phan tich cho thay, gia tri R? clia
mo hinh twong (ng gid tri cAm nhan chat lugng dich
vu 12 0,585 va gid tri R2 ctia mo hinh vé sy hai 1ong
la 0,323. Thong qua phin tich mic d6 dnh hudng
clia cdc nhan t6 dé&n sy hai long vé chat lugng dich
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Nguén: Két qud xit 1Y s6'lieu bing SmartPLS 3

vu logistic cho thiy cdc y&u td Chat lugng xit 1i don
hang; Ngudn nhin lyc; Chat lugng co s§ vat chat;
Su kip thdi; Hinh dnh ctia cdng ty; Trach nhiém xa
hdi clia cong ty; Chat lugng thdng tin, tham gia gidi
thich dudc 58,50% su bi&n thién gi4 tri cAm nhan
chat lugng dich vu logistic tai méc y nghia thong ké
5% va con lai 41,5% chua giai thich dugc 1a do céc
y&u t& khdc chua dua vao mo hinh. Bén canh gi4 tri
R2 Q*1a mdt danh gid bd sung cho md hinh phii hop
(Geisser, 1974; Stone, 1974). Gia tri Q? 16n hon 0
ddi v6i mot bién tiém An nodi sinh két qua cu thé chi
ra sy lién quan du bdo clia md hinh dudng din ddi
v6i khai niém phu thudc cu thé nay (Chin, 2010).
DPé c6 dudc gia tri Q% phuong phap Blindfolding
dugc st dung trong PLS dé do ludng. K&t qua cho
thay sy lién quan du bdo Q? clia nghién cttu ndy doi
v6i tit cd cdc ciu tric 16n hon 0 (0,242 va 0,422),
chi ra riing tit cd c4c bi€n phu thudc trong md hinh
déu c6 mic do lién quan tién doan. Tdc dong clia
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cic y&u 6 du doan dugc kiém dinh biing tic dong
clia (f2) (Hair va cong su, 2013). K&t qua cho thay
tat cd cdc yé&u t& déu c6 mitc do dnh hudng tuong
ddi cao tir 0,034 - 0,055. (Hinh 2)

Kiém dinh bootstrapping:

K§¥ thuat PLS -SEM duva vao phan tich bootstrap
ctia phi tham s6 dé kiém tra y nghia hé s6 (Hair va
cong su, 2014). BE kiém tra xem hé s6 dudng din
c6 khic biét ddng ké so vdi 0, gid tri t dugc tinh todn
thong qua bootstrapping. Trong nghién ciu nay, ky
thuat bootstrapping phi tham s6 dudc kiém dinh cho
335 quan sat, vdi lip lai 5.000 1an € ddm bao yéu
cAu ki€m dinh md hinh ciu tric tuyén tinh.

4.2. Kiém dinh cdc gid thuyét va ddanh gid moi
quan hé tac dong

T Bang 3, cho thdy c6 8 mdi quan hé tdc dong
truc ti€p tr cdc nhan t8 dic trung dén bi€n trung
gian gid tri cAm nhan chat lugng dich vu (CLDV),
trong d6 tat cAd cdc mdi quan hé tuong ng vdi 8
nhén t6 déu c6 y nghia thdng ké mic 5% thi ty 1an
lugt tir cao dén thap d6 la: X ly don hang —
CLDV (B = 0,221); Cd s& vat chat CLDV (B =
0,203); Kip thdi — CLDV (B = 0,173);Chit lugng
thong tin - CLDV (B =0,157); Hinh &nh cong ty —
CLDV (B = 0,144); Ngudn nhan lyc — CLDV (B =
0,133); Trach nhiém xa hoi DN — CLDV( =
0,133). K&t qua Hoi quy cdc nhan td tic dong tudng
ddi phit hop thuc t€ véi nhitng dic diém vé cam
nhan gi4 tri chit lugng dich vu Logistic clia khach
hang ma Cong ty TCS da cung cip thdi gian qua.

Tuong tu Xét 4nh hudng tic dong gian ti€p: So

sdnh mifc do tdc dong cla cdc bién doc 1ap dén
bién phu thudc 1a Sy hai long ctia khdch hang ddi
v6i CLDV logistic déu c6 y nghia thdng ké mitc 5%
theo thit tr gidm dAn nhu sau: X 1y don hang — Su
hai Iong (B = 0,126); Co s§ vat chdt Sy hai long
CLDV (B = 0,116); Kip thdi — Su hai long CLDV
(B = 0,099);Chat lugng thdng tin — Su hai long
CLDV (B =0,089); Hinh dnh cong ty — Su hai long
CLDV (B = 0,082); Ngudn nhin Iuc — S hai long
CLDV (B =0,076); Trach nhiém xa hdéi DN — Sy
hai long CLDV(B = 0,076). (Bang 4)

Kiém dinh sy phit hop mo hinh (model fit)

Trong phén tich PLS-SEM, kha ning giai thich
ctia mo hinh ciu triic dudce danh gid bdi dudng dan
cau triic va hé s6 R? clia bién phu thudc. St dung
phan tich phi tham s6 bing k§ thuit bootstrapping
lip lai 5.000 1in k&t qui. Theo Hair va cdng su
(2014), gia tri R?1a 0,25 thé hién ciu tric ndi sinh
y&u, mitc 0,5 thi twong ddi va 0,75 & mifc cao.

Bén canh gi4 tri R2, Q* 14 mot d4nh gid bd sung
cho mdé hinh pht hgp (Geisser, 1974; Stone,
1974). Gi4 tri Q? 16n hon 0 d&i v6i mot bién tiém
4n nodi sinh k&t qua cu thé chi ra sy lién quan du
bao clia md hinh dudng dan d6i véi khdi niém phu
thudc cu thé nay (Chin, 2010). bé ¢ dugc gid tri
Q?, phuong phédp Blindfolding dugc st dung trong
PLS d€ do ludng. K&t qua cho thay su lién quan du
bao Q? clia nghién ctfu nay doi vdi ta't cd cdc ciu
triic 16n hon 0 (0,422 va 0,242), chi ra ring tat ca
cdc bi€n phu thudc trong md hinh déu cé mic do
lién quan tién dodn. Tdc dong ciia cic yé&u t6 du

Bdng 3. K&t qud tac ddng truc ti€p clia cédc mai quan hé trong mé hinh

Original Sample Standard T Statistics P Values
Sample (O) | Mean (M) | Deviation (STDEV) | (JO/STDEV])
CLDV — HL 0.569 0.57 0.041 13.766 0 Ché&p nhan
CLTT —» CLDV 0.157 0.159 0.044 3.54 0 Ché&p nhan
CSVC — CLDV 0.203 0.205 0.056 3.613 0 Ché&p nhan
HA— CLDV 0.144 0.142 0.043 3.354 0.001 Ché&p nhan
KT — CLDV 0.173 0.173 0.051 3.405 0.001 Ché&p nhan
NNL — CLDV 0.133 0.133 0.042 3.173 0.002 Ché&p nhan
TNXH — CLDV 0.133 0.134 0.048 2.767 0.006 Chép nhan
XLDH — CLDV 0.221 0.218 0.053 4.167 0 Ché&p nhan

Nguédn: Xit Iy dinh luong boostrap trong mé hinh
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Bdng 4. K&t qud tac ddng gidn ti€p clia cdc mdi quan hé trong mé hinh

Original Sample Standard T Statistics P Values
Sample (O) | Mean(M) | Deviation (STDEV) | (|O/STDEV|)
CLTT—>HL 0.089 0.091 0.025 3.539 0.0000 Chap nhan
CSVC — HL 0.116 0.117 0.034 3.356 0.001 Chap nhan
HA— HL 0.082 0.081 0.025 3.237 0.001 Chap nhan
KT — HL 0.099 0.099 0.03 3.235 0.001 Chap nhan
NNL — HL 0.076 0.075 0.024 3.223 0.001 Chap nhan
TNXH — HL 0.076 0.076 0.028 2.686 0.007 Chap nhan
XLDH — HL 0.126 0.124 0.031 4.033 0.0000 Chap nhan
Nguén: Xit Iy dinh lugng boostrap trong mé hinh
doan dugc ki€m dinh biing tic dong cia (f2) Bdng 5. K&t qud R2va Q2
(Hair va cong su, 2013). K&t qua cho thay tat e me R? Adiusted
ca cdc y€u td déu c6 mitc dd Anh hudng tuong I L — o
doi dao dong tir 0,012 - 0,0371. Hé s& f2 1a Giatricamnhan CLDV | 0,585 0,577 0,422
mic d0 anh hudng cia tirng cau tric ti€m an Suhailong vé CLDV 0.323 0.321 0.242

.. ~ ~ LA 2 As e .
ngoai sinh dén cdu tric ti€m an ndi sinh. Céc

gia tri f2 v6i: 0,35 (hi€u ng manh), 0,15
(hiéu tng vira phai) va 0,02 (hiéu tng y&u)
(Theo Cohen & J,1988). K&t qua ki€m dinh tir
nghién citu, hé s6 f2cla cdac y&u t& hau hét déu
16n hon 0,02 va nim trong khodng 0,021 - 1,321
cho thay cdc yé&u t& déu c6 tic dong d&n sy hai
long vé CLDV ctia Cong ty TCS. (Bing 5)

5. Kiém dinh sy khac bi¢t vé dic di€ém nhan
khau hoc so véi sy hai long vé chat lugng dich vu
logistic

Tur k&t qud nghién cifu cho thiy cic bi€n trung
gian diéu ti€t: TGHD.CLDV, QMDN.CLDV, DT.
CLDV, GEN.CLDV, LHDN. CLDV déu khong c6
y nghia thong ké (Pvalue > 0.05) nén c6 dau hiéu
cho ta k&t luan 1a céc yé&u t6: Thai gian hoat dong,
Quy mo6 doanh nghiép, Doanh thu, Gidi tinh cla
ngudi dai dién doanh nghi€ép va Loai hinh doanh
nghiép khdng c¢6 4nh hudng dén sy hai long trong
qud trinh cung cap dich vu.

6. K&t luan va ham y quan tri

6.1. Két lugn

Qua k&t qué nghién citu tai Cong ty TCS cho
thd'y mitc do dnh hudng clia tiing nhin t& cu thé
tdc dong d€n sy hai long vé CLDV ctia khéch, cdc
nhan t6 & md hinh nghién citu cé nhitng tuong
ddng va khdc biét so v6i nhiéu nghién citu da din
truc day. So v6i nhiu nghién citu trong nudc so
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Ngudn: Két qud phan tich dit liéu ciia tdc gid

nhan t6 tdc dong it hon nhung & nghién citu nay cé
d&€n 7 nhan t6 d4nh hudng dén sy hai long clia
khach hang thdong qua gia tri cAm nhian CLDV, cu
thé 1a: Chat lugng xi Iy don hang; Chat lugng co
s& vat chdt; Su kip thdi; Hinh dnh clia cong ty;
Ngudn nhin lyc; Trach nhiém xa hodi clia cong ty;
Chat lugng thong tin.

6.2. Ham y quan tri

Dua vio dic thu sdn xuit - kinh doanh dich vu
ctia Cong ty, nhom tdc gia tap trung dua ra nhan xét
ham y d&n 3 nhan & ¢6 4nh hudng manh nhat va c6
y nghia trén thyc t€ quan ly gdm:

Thit nhédt vé Chat lugng xit Iy don hang, c6 mifc
do 4nh hudng 16n nhat dé€n sy hai long cta khach
hang khi st dung dich vu logistics tai Cong ty TCS
thong qua gid tri cAm nhan chat lugng dich vu. Piéu
ndy cho thdy chat lugng xi 1y don hang cu thé nhu:
thuc hién don dit hang ddp Gng dugc yéu ciu clia
khich hang, gidp dat hang thuln tién, c6 quy trinh
xt ly don hang t6i wu, xit 1y sai 1éch don hang 5t va
kip thdi, x{t Iy hang bi hdng, bi 15i tot, sy nhat quin
trong qud trinh xi¥ 1y don hang,... Piu nay cé tic
dong rat16n dén sy hai 1ong cda khach hang. Thém
vao do, trong thdi dai cong ngh¢ thong tin nhu hi€én
nay, khdch hang chi trong dén t6c do xir 1y cling
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vGi tinh hiéu qua cda dich vu ho dang st dung. Nén
tinh da dang trong hang héa hay ding hon la trong
don dit hang, s& 12 vu tién chon Iwa hang diu clia
khich. P& lam dudc diéu d6, Cong ty TCS cin
khong ngiing cdi ti€n hé thdng ciing nhu lién két
mot cich ddong bd cdc bd phin lién quan nhu: hai
quan, an ninh sin bay, kiém dich y t&, kiém dich
dong vat,... @€ khach hang giri hoic nhan dudc hang
héa mdt cdch nhanh va an toan nhat.

Thit hai vé Piéu kién co s§ vat chat. Cé miic
dd 4nh hudng 16n th hai d&€n sy hai long cda
khdch hang khi st dung dich vu logistics tai Cong
ty TCS thong qua gi4 tri cAm nhin vé chit lugng
dich vu. Hién tai, véi mat do giao thong tai cta
ngd sin bay c6 cdng suit 16n nhat cd nudc ludn
trong tinh trang qud tai, van dé cd s& vat chat néi
chung hay mit bing kho bii néi riéng ludn 1a van
dé doi héi Cong ty TCS phédi khong ngirng cdi
thién dé€ dap ing. D€ md rong hoat dong, yéu cau
TCS duy tri cdc kho trung chuyén nhu hién nay dé
hang xe tdi chd hang xudt hoic nhian hang tap két
dé bdc s6 theo thi ty vu tién cho mit hang ciing
nhu kip gid bay. Bén canh dé, cin cdi ti€n hé
thdng sip x&p slot itng dung cdng nghé thong tin
tao diéu kién cho xe ra vao cdac 6 chd d€ tranh tinh
trang ket xe cuc bo trudc cdng Cong ty, cong tic
kiém tra, gidm sat hang hda, khai bdo dinh danh, y
t&, ki€m tra tinh trang xe ra, vio cng dé trdnh
mat mat hang héa dugc khach hang danh gid cao

TAILIEU THAM KHAO:

nhu trong thdi gian qua, tao tim 1y thodi mai cho
khidch hang. Pong thdi, TCS can quan tAm dip
tng nhu ciu ctia khdch dé&n giao dich nhu lap
phong chd c6 mdy lanh, wifi mién phi cho khdch
hang tai khu vuc sdnh ti€p nhan,...

Thit ba vé Sy kip thdi, Nhan t& kip thdi gdm c6:
viéc nhan va giao hing ddm bdo vé& mit thdi gian
ding ldc, ding dia chi, yéu cau thdi gian vin
chuyén ngin, thdi gian trd hang nhanh. S kip thdi
c6 tac dong tich cuc dén sy hai long clia khach hang
d6i véi chat lugng dich vu logistic tai Cong ty c¢d
phan Dich vu hang héa Tan Son Nhat. Nhitng gidi
phép cu thé @€ gia ting tinh kip thdi bao gdm: Xay
dung mdi trudng 1am viéc nhu: Trang bi ddy dd cd
s& vat chat cAn thi€t phuc vu cho cong viéc; Ting
cudng su hd trg, hop tdc giita cic phong ban; Cung
cap dén khdch hang dich vu nhu dd cam két ban
dau; Gidi quyét cdc van dé phat sinh hiéu qué trén
cd sG uu tién ddm bdo 1gi ich cho khach hang trudc.
Ngoai ra, ting cudng trach nhiém cta nhin vién
trong nhitng don hang cu thé, nhan vién Cong ty
phai ludn sdn sang tw van cdc phuong an thuc hién
16 hang vé&i thoi gian va chi phi hgp ly. Tuy vao
nhitng thoi diém va miia hang cu thé, Cong ty cin
nim bit rd nhu ciu ctia khach hang vé mic chi phi
yéu ciu va thdi gian giao hang d€ tw vin phuong 4n
hdp Iy nhat. X4y dung va mé rong mdi quan hé véi
hé thong dai ly nuSc ngoai d€ c6 dudc cac hop ddng
gi4, ning lyc lam hang t6t,... B
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ABSTRACT:

This study analyzes and evaluates the factors affecting the satisfaction of customers with the
quality of logistics services provided by Tan Son Nhat Cargo Services Joint Stock Company. The
study’s data is collected from 335 corporate clients of the company and the partial least squares
structural equation modeling analysis (PLS-SEM) is used. The study’s results show that the
customer satisfaction with the company’s logistics service quality is affected by seven factors
including: human resources, information quality, order processing quality, facilities, timeliness,
company image, and corporate social responsibility. In which, the factors of order processing
quality, facilities and timeliness have the strongest impact on the customer satisfaction. Based on
the study’s findings, some solutions are proposed to help the company enhance its customer
satisfaction.

Keywords: satisfaction, customers, quality of logistics services, Tan Son Nhat Cargo Services
Joint Stock Company.
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