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NGHIEN CUU CAC YEU TO ANH HUONG
DEN SU HAI LONG CUA KHACH HANG
POI VOI CHAT LUGNG DICH VU LOGISTICS:
KHAO SAT TAI CONG TY
WAN HAI LINES, VIET NAM

® PHAN THANH HAI - LE THI NGUYEN THAO

TOM TAT :

Nghién cifu nhim do ludng cdc y&u t6 dnh hudng dén sy hai l1ong cia khdch hang doi véi
cha't lugng dich vu logistics. K&t qud cho thdy ¢6 5 y€u t& c6 dnh hudng thuin chiéu dén sy
hai long vé chat lugng dich vu logistics ctia khiach hang, 1a: (1) Hinh anh, (2) Ngudn luc, (3)
Qua trinh, (4) Quan 1y va (5) K&t qua. Tir d6, dua ra mot s& goi ¥ cho nha quin 1y cdc cAp trong
viéc hoan thién mot s6 cdc chinh sdch, nhim nang cao hon nita sy hai l1ong clia khdch hang
khi st dung dich vu logistics ctia Cong ty trong thdi gian tdi.

T khéa: Su hai long, khach hang, chit lugng dich vu, logistics, Wan Hai Lines.

1. Giéi thiéu

Coéng ty Wan Hai Lines dudgc thanh lap vao
nam 1965, 1a mot cong ty van tdi hoat dong tai
Pai Loan, Nhat Bin va Pong Nam A. Ti nhitng
nim 1976, d€ ddp tng véi sy phdt tri€n nhanh
chéng thuong mai qudc t& trong khu vuc chiu A
- Thédi Binh Duong va qudc t€, Wan Hai da phat
tri€n theo hudng thainh mot cong ty van tai tau
container. Riéng tai Viét Nam, Wan Hai Lines
déng tru sd chinh tai TP. H6 Chi Minh va vin
phong dai dién clia cong ty tai mot sd cdc tinh,
thanh phd c6 cang bién 16n, nhu: H3i Phong, Pa
Nédng, Quy Nhon...

Tai Viét Nam, Wan Hai Lines chii y&u kinh
doanh dich vu van tai container. SG hitu 1 doi tau
container manh, hién dai, di khd ning ddp tng
nhu cdu vin tdi hang héa véi tai trong 16n, Wan
Hai Lines 1a 1 trong 20 hing tau 16n nhat thé gidi,
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khai thdc hau hét cdc tuyén trén thé gidi, nhu
tuyén chau A - Au, chiu A - chau My, ndi chiu
A, va cdc tuyén di Austraulia, NewZeland.

Trong qua trinh cung c4p dich vu, sy hai long tir
phia khdch hang d6i véi chat lugng dich vu ludn
nhan dugc su quan tdm cla cdc nha quén 1y tai
Cong ty. Chinh vi vdy cin phdi c6 cdc nghién citu
khdo sit, do ludng va ddnh gid vé sy hai long cia
khdch hang, dé tir d6 dua ra nhitng dé xuAt, gidi
phap, ki€n nghi nhim ning cao hon nita chit lugng
dich vu vén tai cia Cong ty trong thdi gian tdi.

2. Cd s6 ly thuyét

2.1. Dich vu va chét luong ctia dich vu

Cin ctf quy dinh tai Diéu 233 - Luit Thuong
mai 2005, dich vu logistics 1a hoat dong thuong
mai, theo dé thuong nhan t8 chitc thuc hién mot
hoic nhiéu cong viéc bao gdm nhin hang, vin
chuyén, Iuu kho, luu bii, lam thii tuc hdi quan, cic
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thd tuc gid'y tJ khdc, tu vin khiach hang, déng géi
bao bi, ghi ky ma hiéu, giao hang hodc cic dich vu
khdc c6 lién quan d&€n hang héa theo thda thuin
vdi khdch hang dé huéng thil lao.

Chat lugng dich vu logistics vé ban chit ciing
chinh 12 chi't lugng dich vu, tuy nhién né ciing c6
su khdc biét thé hién & diém chat lugng dich vu lo-
gistics 12 mot don vi khong thé phan chia 16 rang
dudc, tir khadu ky két hgp ddng d&€n khiau van
chuyén vé kho va bdo quin d&€n khau van chuyén
dé&n tay khach hang, trdi qua rdt nhiéu cdng doan
Xt 1y lién tuc. Viéc cdi ti€n chat lugng dich vu lo-
gistics lién quan dén tirng khau, tirng budc cong
viéc trong toan bo diy chuyén nay. Chat lugng
dich vu logistics dudc thé hién trén hai mit, dé 1a
chd't lugng dich vu va chat lugng dich vu khdch
hang trén cd s§ so sdnh chat lugng dich vu logistics
véi chi phi ma ngudi st dung dich vu bd ra.

2.2. Su hai long ctia khdch hang

Su hai long khdch hang 1a trang thdi cdm xdc
d6i v6i sdn phdm dich vu di tiing st dung. Sy hai
long ctia khdch hang 1a mic d6 cia trang thai cam
gidc clia mot ngudi bit ngudn tir viéc so sdnh k&t
qué thu dudc tir viéc tiéu ding san phdm/dich vu
v6i nhitng ky vong ctia anh ta (Kotler, 1996).

Trong nghién ctu cia Coyle va cong su (1992),
Shapiro (1987) @4 md ta bdy tién ich tao ra bdi cdc
dich vu logistics: ding chit lugng, ding sdn phdm,
diing tai noi, ding diéu kién, vao ding lic, thong
tin ddng va vdi gid cd hgp ly. Va sy hai 1ong cla
khdch hang d6i vé6i dich vu logistics 1a tdng hdp
ké&t qua cda viéc ddp tng by tién ich néu trén.

2.3. M6i quan hé giita chdt lugng dich vu va su
hai long ciia khdch hang

Nhiéu nghién citu cho tha'y chat lugng dich vu
logistics va sy hai 1ong ctia khdach hang c6 mdi
quan hé mat thi€t v6i nhau, chit lugng dich vu Ia
nguyén nhan va sy hai 1ong 12 k&t qua. Quan hé
gifta chat lugng dich vu va sy théa man khach hang
12 quan hé cting chiéu, chi't lugng dich vu c6 4nh
hudng tich cu'c d€n cdm nhan ctia khich hang.

Trong linh vuc nghién cttu chat lugng dich vu
va su hai long, théa méan, khdch hang da dudc cdc
nha nghién cttu thyc hién mdt cdch c6 hé thong
trong nhiéu nim qua. Trong d6 phai ké d€n mot
s6 mo hinh ndi ti€ng 14 md hinh SERVQUAL
(Parasuraman va cdng su, 1988). P&i véi linh vuc
van ti giao nhan dudng bién, cdc nha nghién citu

thudng st dung md hinh ROPMIS do Thdi Van
Vinh va Devinder Grewal dé xudt nim 2007. Theo
md hinh ROPMIS, chi't lugng dich vu bao gom 6
thanh phan, gdm: ngudn lyc, k&t qud, qud trinh,
qudn 1y, hinh 4nh va trich nhiém xi hoi. Piém
vugt troi cia phuong phdp nay 1a mo hinh nay cé
ngudn goc tir viéc tdng hgp 1y thuyét clia rdt nhiéu
md hinh khac nhau.

Thong qua phdng van thit d6i v6i lanh dao céc
phong ban trong Cong ty Wan Hai Lines, tdc gid
quyé€t dinh bd bi€n “Trach nhiém xa hdi” bsi theo
quan di€m cda nhiéu linh dao thi y&u t6 nay trén
thuc t€ moi trudng tai Viét Nam va Coéng ty Wan
Hai Lines chua thyc sy rd rét. Vi vady, so v6i mo
hinh ROPMIS, md hinh nghién citu 1y thuyét clia
céc tdc gid ¢6 5 nhan t6 v6i cdc gid thuy€t nghién
ctu nhu sau:

HI: Nguon lyc ciia Cong ty Wan Hai Lines Viét
Nam c6 dnh hudng tich cuc dén sy hai long ciia
khdch hang doivoi chdt luong dich vu logisctics.

H2: Két qud kinh doanh ciia Cong ty Wan Hai
Lines Viét Nam c6 dnh hudng tich cyc dén sy hai
long ciia khdach hang doi véi chdt luong dich vu
logisctics.

H3: Qud trinh thuc hién viéc kinh doanh ciia
Céng ty Wan Hai Lines Viét Nam cé dnh hudng tich
cuc dén su hai long cia khdach hang doi voi chdt
lugng dich vu logisctics.

H4: Cong tdc qudn ly ciia Cong ty Wan Hai Lines
Viét Nam c6 dnh hudng tich cuc dén su hai long ciia
khdch hang doi vdi chdt lugng dich vu logisctics.

HS5: Hinh dnh ciia Coéng ty Wan Hai Lines Viét
Nam c6 dnh hudng tich cuc dén sy hai long ciia
khdch hang dodi voi chdt luong dich vu logisctics.

Mé hinh nghién cttu dé nghi dugc trinh bay
nhu sau:

Hinh 1: Mé hinh nghién ciu ly thuyét

Ngu?m e (NL)

Két qua (KQ) St hai long ciia khich hing

@6 viri chit lweng dich vu

Qud trinh (QT)

logicstics ciia Cong ty Wan

Hai Lines, Viét Nam

Quinly (QL)
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4. Phuong phap nghién citu

Bang 1. Théng ké& mé ta mau diéu tra

4.1. Phuong phdp chon mdu va thu thip
dit liéu

Nghién cttu 14y miu 400 khdch hang c6
st dung dich vu logistics cia Cong ty trong

nim 2017, thong qua phuong thitc gii bang

ciu hdi bing email, google drive va ca ban

in d&n tryc ti€p dia di€m ctia khach hang trén
cd sd dit liéu tir phong kinh doanh clia Cong

ty cung c4p, dua trén k¥ thudt phdng van sdu

chuyén gia, thdo ludn nhém thit v4i 10 khiach

ddi véi badng cau hdi dugc thi€t 1ap sdn.

Viéc chon miu dién rong dudgc thuc hién
theo phuong phdp chon miu thuin tién,

khach quan, ngiu nhién d6i vdi cdc khiach

hang c6 st dung dich vu logicstics. Trong s&

400 bang cau héi tdng hop dugc thi cé mot sd

bang ciu hdi bi loai bé do khdch hang chua

hoan thanh toan bd cic cau hdi. Do d6, miu
nghién cttu chinh thitc 1a n = 389.

4.2. Phuong phdp nghién ctiiu

4.2.1. Nghién citu dinh tinh

Nghién cttu dinh tinh dudc thuc hién

thong qua viéc thu thap, tim hi€u, danh gid
va téng hgp tai liéu, tham khio cic thang do

va c6 diéu chinh @€ phu hgp véi diéu kién

Dic diém Tan suat VI %

V| tri cdng tac clia KH khao sat N =389 100%
Nhéan vién XNK 268 68,8
Trudng/phd phong 71 18,2
Giam déc 13 3,5
Khac 17 9,4

Loai hinh DN ctia khach hang N =389 100%
Doanh nghiép nha nuéc 7 1,8
Doanh nghiép tu nhan 71 18,2
DN c¢6 v8n dau tu nudc ngoai 311 80

Thoi gian st dung dich vy clia cong ty N =389 100%
Du6i 1 nam 34 8,8
Tu 1 dén dudi 3 nam 128 32,9
D4 st dung trén 3 nam 227 58,2

Nganh nghé kinh doanh clia KH N =389 100%
D6 g0, noi that 149 38,2
May mac 156 40
May méc, thiét by 27 7.1
N6ng san, thuc phdm 5 1,2
Khac 52 13,5

ctia Cong ty Wan Hai Lines. Viéc diéu chinh
thang do dugc thuc hién dua trén két qua cia
céc cudc phdng van siu v6i lanh dao mot sd phong
ban trong Cong ty va thdo ludn nhém véi 10 khach
hang mAu ¢6 st dung dich vu logicstics ctia Cong
ty trong ndm 2017.

4.2.2. Nghién cviu dinh lugng

Nghién cttu dinh lugng dugc ti€n hanh thong
qua viéc thu thap dit liéu diéu tra bdng ciu hdi va
xt 1y bing phAin mém SPSS d€ phan tich dif liéu
bing cdc ky thuit: phan tich mo td, ki€ém dinh
Cronbach’s Alpha, phan tich kham phd EFA, phan
tich hdi quy boi.

5. Phan tich dif liéu nghién ciu

5.1. Thong ké mo td vé méu nghién citu

Phin mém SPSS 20.0 dugc s dung d€ ti€n
hanh phan tich trong nghién cttu. (Bdng 1)

5.2. Kiém dinh hé so" Cronbach’s Alpha

K&t qua kiém dinh Cronbach’s Alpha cho thang
do cho thdy cdc thang do nay déu c6 hé s6
Cronbach’s Alpha > 0.6 va hé sd tuong quan bién
tong > 0.3. Vi vay, diéu nay cho thdy tit ci cic
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Ngudn: Két qud phan tich tit phdn mém SPSS 20.0

thang do va bi€n quan sit déu dat dd tin ciy va
dugc stt dung trong phan tich EFA ti&p theo.

Bang 2. Két qua kiém djnh hé s&
Cronbach’s Alpha cac thang do

Thang do S bié'r’1 Cronbach’s Ghi chii
quansat | Alpha
K&t qua 1an 2 sau khi loai
R bién NL6
Nguon lye S 0.771 (Do hé s tuong quan bién
t8ng Ian 11a 0,204 < 0.3)
Két qua 4 0,844
Qua trinh 3 0,724
Quéan Iy 6 0,848
L Két qua 1an 2 sau khi loai
S:I:Zialls:g 3 0.778 bién QL1, ('.)Lzl'r (Dﬁo hé\sc”i
i tuong quan bién tong lan 1
cta KH 5 0796 | 13 0.251: 0,244 < 0.3)

Nguébn: Két qud phén tich tiv phdan mém SPSS 20.0.
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5.3. Phén tich nhan t6 kham phd EFA

(a) Két qud phan tich EFA thang do cdc yéu to:

T k&t qua diéu tra, dir liéu dudc phin tich
kham phd nhin t6 v6i sy hd trg cda phan mém
SPSS, sau khi da loai di cdc bi€n c¢6 hé so factor
loading nhd hon 0.5, k&t qua phan tich kham phd
nhin t6 cudi cliing thu dudce nhu sau:

Bang 3. Két qua phan tich EFA d6i véi thang do
cac yéu to chat lugng dich vu

bi€n quan sdt hinh thanh 5 nhan t5. Nhu vay cédc
tiéu chuin khi st dung phan tich kham ph4 nhén t&
déu phu hgp véi tap dit liéu nghién citu.

(b) Két qud phan tich EFA thang do cdc yéu té’
su hai long ciia khdch hang déi voi chdt lugng dich
vu logicstics

Bang 4. Két qua phan tich EFA ddi véi bién su
hai long ctia khach hang DN

KMO = 0,911> 0,5; Kiém dinh Batletts Chi-Square =
3454,750; Sig =0.000 < 0.05; Phuong sai trich =
63,013% > 50%

Nguén: Két qud phan tich tic phdan mém SPSS 20.0

K&t qua phan tich cho tha'y hé s6 KMO =0,911
> 0.5, kiém dinh Batlett c6 p-value biing 0,000 <
0,05, phuong sai trich bing 63,013% > 50% (Bang
3), cdc hé sd factor loading déu 16n hon 0,5, céc

Bién Nhan t6
- i Nhan to 1
Bién quan sat
1 2 8 4 5 CLDV3 805
KQ1 796 CLDV4 799
KQ2 Us CLDV2 776
KQs3 703 CLDVA 770
KQ4 684 KMO = 0,795 > 0.5, Kiém dinh Batletts
QL3 649 Chi-Square = 440.459, Sig =0,000 < 0,05
QL2 ,590 Phuong sai trich = 62,030 % > 50%
QL7 827 Nguén: Két qud phén tich tir phdn mém SPSS 16.0
QL6 ,616
QL5 552 K&t qud phan tich EFA cho thd'y hé s6 KMO =
NLA 0.784 > 0.5, kiém dinh Bartlett c6 p-value biing
NL2 238 0.000 < 005 phuong saio trich bang 62,03Q % >
' 50%, céc bi€n quan sat chi hinh thanh duy nhat mot
795 nhan t6 (Bdng 4). Nhu vay, st dung phan tich EFA
NL3 ;701 12 phu hdp va thang do bi€n phu thudc (su hai long
NL4 649 ctia khdach hang) chi 1a thang do don hudng.
NL5 512 Nhu’}véy sau khi ti€n hén}h phan tich kham pha
nhin to tu tdp hgp cdc bi€n quan sdt xay dung
ar 761 dugc, khong c6 nhan t& nao thay ddi. Vi vy, mo
Qr2 698 hinh nghién ctfu va cdc gia thuy&t nghién citu vin
QT3 608 dugc gilt nguyén nhu mo hinh ban dau.
QT4 583 5.4. Két qud phan tich hoi quy
A3 852 Tu ké’t\ qud clia Bing 5 ta thff}/, cd S\yé’u/tf)’ c:i
A 832 y nghia vé mzﬁt\théng ké. b6 la yéu to ve: Ket qua,
’ Quadn 1y, Nguon lyc, Quén tri, Hinh dnh. Vi vay,
HA1 799 phuong trinh hdi quy dude xdc dinh nhu sau:

SHL = 0.146*KQ + 0.294*QL + 0.201*NL +
0.172*QT + 0.150*HA

Bén canh d6, thong ké F clia phin tich phuong
sai ¢6 p-value bing 0,000 cho thdy két qua udc
lugng 1a phi hgp. Gid tri R? hi€u chinh = 0,540
cho bi€t riing cdc bi€n doc 1ap trong md hinh ¢
thé gidi thich dugc 54% sy bién thién cda bi€n
phu thudc. Hay néi cdch khdc, gid tri R? hiéu
chinh gidi thich dudc 54% sy phi hgp cia md
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hinh. Hé s& VIF cta cdc bi€n phu thudc trong mo
hinh déu nhé hon 10, vi vy cho thdy khong c6
su ton tai clia hién tugng da cong tuyén. Ciing
cin ctf vio két qué clia Bdng 5, ta c6 thé nhan
thdy cdc gid thuyét déu dugc chdp nhan doc gid
tri p-value déu nhé hon 0.05. (Bdng 5)

Trén cd s§ két qua nghién ciu dinh lugng vé
cdc nhan t6 4nh hudng dén sy hai long cla khich
hang d6i v6i chat lugng dich vu logicstics do Cong
ty Wan Hai Lines cung cdp, c6 thé rit ra mot s
c4c k&t luan nhu sau:

Phuong trinh hdi quy tuy&n tinh bdi dugc trich
theo hé s& Beta chudn héa cho thiy, nhin t& sy
dap tng c6 hé s6 Beta chuin héa cao hon nhiéu
so v4i tit ca cdc nhan td con lai. Hé sd Beta chuén
héa clia nhan t6 Quén 1y biing 0,294, clia nhan t&
NL biing 0,201; trong khi hé s6 Beta chudn héa
cla tAt ci cdc nhan td con lai déu nhé hon 0,2. Do
d6, c6 thé két luan dudc ring, cong tic Quan ly
va Ngudn luc cda Cong ty dang 13 hai y&u t& dnh
hudng manh nhi't d€n sy hai long clia khach hang
ddi vé6i chat lugng dich vu tai Wan Hai Lines.

Hé s6 Beta chuin héa cia cdc nhan t6 vé két
qua, qud trinh, hinh 4nh ciing 12 nhin t§ c6 tic
dong 4nh hudng dén sy hai long cia khach hang
ddi vé6i chat lugng dich vu logistics cia Cong ty
Wan Hai Lines.

6. Mot s6 ham y chinh siach

D¢ gia ting sy hai long cta khach hang d6i véi
viéc chat lugng dich vu logicstics cia Cong ty thi

cdc nha quén tri cAn phdi quan tim dén cdc van
dé lién quan dé&n: C4i thién cong tidc quédn ly,
ngudn lyc va chi trong d&€n k&t qua cong viéc, qud
trinh va hinh 4nh ctia Cong ty. Cu thé:

Mot la, Cong ty cin tip trung vao cdi thién viéc
chli dong thong bdo kip thdi cho khdch hang vé
nhitng thay ddi lién quan t6i 16 hang. Khi c6 bat
ky thong tin nao thay ddi lién quan t&i 16 hang nhu
tré tau, tau day... thi nhan vién Cong ty Wan Hai
Lines Viét Nam s€& thong bdo ngay cho khiach
hang, ciing nhu cdc bén lién quan dé tit ca cdc bén
déu c6 thong tin kip thdi. Khi c6 phdt sinh, Wan
Hai Lines Viét Nam sé& 1a dai dién ctia khdach hang
dé 1am viéc v6i hing thu va cdc bén lién quan, dé
bio vé quyén Idi ciia khach hang. Do lugng khach
hang tuong ddi 6n dinh va c6 lich xudt/nhap khiu
s6m, nén Cong ty cAn vu tién dit chd trudc sém, dé
c6 thé ddm bao chd cho cdc khdch hang.

Hai la, Cong ty can ting cudng hudn luyén doi
ngl nhan vién, qudn triét to tudng ludn sdn sang
phuc vu khdch hang, 14y sy hai 1ong ctia khdch
hang 12 muc tiéu va phuong chaim lam viéc. Pdng
thdi, Cong ty cAn dua ra cdc tiéu chuidn danh gid
nhin vién cho tirng bd phian va c6 sy ki€m tra,
d4nh gi4 dinh ky hiing nim dé€ ddm bio tiéu chuin
dich vu cda Wan Hai Lines Viét Nam ddi vdi
khdch hang, va phat hién nhitng di€m yé&u can
khidc phuc cia nhan vién dé c6 k&€ hoach luin
chuyén hay dao tao kip thdi.

Ba la, tirng budc cdi ti€n thdi gian giao dich

Bang 5. Két qua phan tich hai quy

L Hé s& chua chudn héa Hé s& da chuan héa T Sig. Pa cong tuyén
Mo hinh B Sai s& chudn Beta Tolerance | VIF
1 Hang s6 .567 146 3.893 .000
KQ 151 .069 146 2.201 .029 .641 1.561
QL .289 .066 294 4.394 .000 .625 1.601
NL 187 .060 201 3.115 .002 671 1.491
QT 184 .072 A72 2.552 .012 614 1.628
HA 158 .071 150 2.228 .027 615 1.627
R Square Change 0,735
R2 hiéu chinh 0,540
F 8.496
Sig. F 0.000a

Nguén: Két qud phan tich tiv phdn mém SPSS 20.0
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ngin hon, v6i muc tiéu tdi da 12 5 phiit khi khach
hang d&n 14y van don, 1énh giao hang.., gép phan
rit ngin thdi gian cho khdch hang. Cong ty cin
thi€t k&€ bang tén nhan vién gdm tén, chifc danh
dé khach hang c6 thé lién lac, ggi nh§ @€ d& dang
lién lac trong nhitng 1an k€ ti€p. Bén canh, hé
thong 4nh sdng & quay giao dich ciing can dugc 1p
thém d€ quay giao dich trd nén bit mit hon, sing
va tré nén sang trong hon, tir d6 tao nén gid tri gia
ting, lam ting mic d§ chuyén nghi€p va khach
hang sé& tré nén hai 1ong hon.

Boén la, viéc giai quyét triet d€ nhitng khi€u nai,
thic mic vin 12 mong mudn 16n nhat clia khich
hang. Trong van chuyén, doi khi x4y ra nhitng
trudng hop bat kha khdng hoidc mat mdt, hu hdng
hang héa. Vi viy, Wan Hai Lines Viét Nam can
1ap ra bd phan chuyén gidi quyét khi€u nai va boi
thudng cho khach hang, d€ c6 thé gidi quyé&t nhanh
chéng va hd trg thda ddng cho khdch hang. Ngoai
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ra, Cong ty can c6 sd ghi chép nhitng d6ng gép cia
khach hang, cling nhu cdc khi€u nai va cdch gidi
quy€t khi€u nai, d& moi nhin vién c6 thé biét dugc
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Ndm la, @€ ddm bdo cung cap dich vu ding
nhu cam k€&t ban ddu v6i khdch hang, Cong ty
Wan Hai Lines Viét Nam cAn quin 1y t8t cdc nha
thdu phu. Pdi v6i mang trucking (van tdi ndi dia)
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vu clia cdc nha thiu phu 3 thing mot 1an d€ c6 sy
diéu chinh kip thsi m
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ABSTRACT :

This study is to measure factors that affect the customer satisfaction with the quality of logistics
services. The results show that there are five factors that have positive impacts on the customer
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