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TOM TAT

Nghién ctru vé cht lugng dich vu va sy hai long cia khach hang da duogc nhiéu hoc gia
thuc hién, tuy nhién, hau hét cac nghién ctru nay dugc thyc hién trong mbi quan hé mot chiéu.
Va c6 rat it cac nghién ctu dugc thuc hién trong bdi canh xem xét cac tac dong da chiéu cua
nhiéu nhan t4, ddc biét 1a dich vu kiém toan dgc 1ap.

Nghién ctru nay nham kiém dinh thang do chat luong dich vu kiém toan doc lap tai TP ba
Ning hién nay, dong thoi danh gia vé sy hai long ctia khach hang dbi voi dich vy kiém toan doc
1ap trong moi quan h¢ gitra sy hai long khach hang, quy chuén chi quan va su trung thanh cua
khach hang tai TP Pa Nang dé tir d6 dua ra nhiing kién nghi giap cong ty cai thién va nang cao
chét luwgng dich vu.

Két qua nghién ctru cho thay,

+ C6 6 nhan tb anh huong dén Su hai long (HL) cta khach hang vé chit luong dich vu
kiém toan tai cac Doanh nghiép kiém toan doc lap, bao gém cic nhan td theo thr tw anh huodng
tir cao dén thip: Chuan cha quan (CCQ); Su tin cay (TC); Sy dap tng (DU); Su dam bao (DB);
Phuong tién hitu hinh (PT); va Sy cdm thong (CTH).

+ C6 5 nhan t6 tac dong den Long trung thanh (LTT) cua khach hang d6i voi cac Doanh
nghiép kiém toan doc 1ap, bao gdm cac nhan t6 theo thtr tr anh hudng tir cao dén thap: Su hai
long (HL); Phuong tién hitu hinh (PT); Sy dam bao (DB); Su tin cay (TC); Su dap ung (DU).

Tir khéa: chit lwong dich vu; sw hai long, doanh nghiép kiém toan; kiém toan déc lap.
RESEARCH ON THE RELATIONSHIP BETWEEN CUSTOMER SATISFACTION IN
TERMS OF SERVICE QUALITY, SUBJECTIVE STANDARDS AND CUSTOMER
LOYALTY AT INDEPENDENT AUDIT ENTERPRISES - SURVEY IN DA NANG CITY

ABSTRACT

The research is about the quality of independent audit services and customer satisfaction.
Many scholars have researched this topic, but most have been conducted in a one-way
relationship. Very few studies have been conducted in the context of considering the
multidimensional impacts of many factors, especially independent audit services. This study
aims to verify the scale of the quality of independent audit services in Da Nang City while
evaluating customer satisfaction with independent audit services in the relationship between
customer satisfaction, subjective standards, and customer loyalty in Da Nang City in order to
make recommendations to help the company improve and enhance the quality of its services.
The research results show that there are 6 factors that affect customer satisfaction with the
quality of audit services at independent audit firms, including factors in order of influence
from high to low: subjective standards, reliability, responsiveness, assurance, tangible assets,
and empathy. There are 5 factors that affect customer loyalty to independent audit firms,
including factors in order of influence from high to low: customer satisfaction, tangible assets,
assurance, reliability, and responsiveness.

Keywords: service quality, customer satisfaction, independent audit firms, independent audit.
1. Gi6i Thiéu

Chit lugng dich vu (service quality) 1 viéc cung cap dich vu ma dép img ddy di nhimg
yéu cau, mong doi va hai long khach hang. Khach hang déng vai tro quyét dinh doi voi viéc xem
xét chat lugng dich vu dugc cung cap (Oyenigy & Joachim, 2008).
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Chét luong dich vu dugce xem nhu 14 yéu td quan trong nganh (Stafford, 1994) vi mbi lién
hé chat ché téi chi phi (Crosby, 1979), kha nang sinh 101 (Rust & Zahorik, 1993), su hai long
khach hang (Bolton & Drew, 1991), du dinh mua dich vu (Fishbein & Ajzen, 1975).

Chat lugng dich vu khac biét véi chét luong san phém boi vi tinh nang ddc nhét cta dich
vu. Nhitng nghién ciru ban dau vé dic diém dich vu dua vao cac tinh nang co ban doc nhét cta
dich vu: su v6 hinh, tinh khéng dong nhét, tinh khong thé tach roi, tinh d& tan lyi (Zeithaml,
Parasuraman, and Berry, 1985). Béi vi tinh nang ddc nhét cua dich vu khi so sanh véi san ph:flm,
khai niém chét luong cua dich vu rat khac biét.

Parasuraman et al. (1985) cho rang “chét luong 1a mot cdu tric khé nim bét va mang tinh
gian tiép”. Garvin (1988) thi thira nhan rang “chit luong thudng 1a mot khai niém khé nim bat,
dé hinh dung nhung khé dinh nghia”.

2. Co s¢ 1y thuyét va Mé hinh nghién ciru
2.1. Cac khai ni¢m va mé hinh 1y thuyét

(1) Bo luong chét luong dich vu

Gronroos (1984) cho ring chat lwong dich vu dugc do ludng bsi 03 thanh phin: chét lugng
k¥ thuat, chét luong chirc nang va chét lugng hinh anh. Trong khi Parasuraman va cong su
(1988) cho rang chat lugng dich vu duoc do luong bai 05 thanh phan théng qua thang do
SERVQUAL: d¢ tin cdy (reliability), tinh dap mg (responsiveness), tinh ddm bao (assurance),
phuong tién hiru hinh (tangibles) va sy dong cam (empathy). Mic dii ¢o nhiéu tranh luan khac
nhau vé cac thanh phan, nhung phd bién hién nay trong nghién ctru trén thé gi6i st dung thang
do SERVQUAL cua Parasuraman va cong su.

Mb hinh SERVQUAL c6 tén goi dy dii 1a mo hinh chat lugng dich vu 1a mot khuon kho
dé do ludng chat lugng dich vu va sy hai long cua khach hang. M6 hinh nay duge phat trién vao
vao dau thap nién 80 cua thé ky 20 boi cac nha nghién ctru han 14m nbi tiéng trong linh vuc tiép
thi dich vu, cu thé 14 Zeithaml, Parasuraman va Berry v&i muc dich 1a dé do luong va dinh hudng
chét luong trong linh vuc dich vu va ban 1é. Ban dau, cic tac gia Parasuraman, Zeithaml va
Berry da x4c dinh mudi thanh phan cua chét lugng dich vu 14 phuong tién hitu hinh; tin cdy; dap
ung; nang luc phuc vu; tiép can; an can; thong tin; tin nhi¢ém; an toan va thau hiéu. Mudi thanh
phén nay sau d6 da dugc hop nhat thanh nim khia canh 14 sy tin cay, su dam bao, sy hiru hinh,
su cam thong, su dép ung.

(ii) Dich vu kiém toan doc lap

Kiém toan doc 1ap (KTPL) 1a thuét ngit dung dé chi cac hoat dong kiém toan do mot bén
thir ba ngoai doanh nghiép tién hanh. Bén thir ba nay c6 thé 1a cac kiém toan vién doc 1ap, doanh
nghiép kiém toan hodc cac chi nhanh doanh nghiép kiém todn nudc ngoai tai Viét Nam. T6 chirc
cung cép dich vu kiém toan doc 1ap s6 thuc hién cong viéc kiém tra, ra soat va néu y kién vé bao
c4o tai chinh (BCTC) ciia doanh nghiép dugc kiém toan, ciing nhu cac nhiém vu kiém toan khéc
ma hop dong kiém toan quy dinh.

Kiém toan doc lap 1a loai kiém toan do cac kiém toan vién doc 1ap thudc cac td chirc kiém
toan chuyén nghiép tién hanh. Thuc chét, kiém toan doc 1ap 1a loai dich vy, tu van dugc phap
luét thira nhan va bao hd. Cac kiém toan vién doc lap 1a d01 ngii hanh nghé chuyén nghiép c6 dao
dac Va ky nang nghé nghiép, phai trai qua cac ky thi qubc gia va dat duoc cac tiéu chuin nhét
dinh vé bang cap va kinh nghiém.

(ii1) Sy hai long khach hang (Satisfaction):

Theo Oliver (1980), su hai 10ng (Satisfaction) 1a phan ing vé mat tinh cam cua khach hang
lién quan dén su khac biét gitta mong doi trudc khi st dung va cdm nhén né sau khi st dung san
pham hozc dich vu. Su hai long khach hang 1a két qua quan trong nhét trong tiép thi, d4nh gia
thai 6 khach hang tir lac mua san pham hoic dich vu két ndi dén dich vu hau mai (Jamal &
Naser, 2003; Mishra, 2009).

(iv) Quy chuan chu quan (subjective norm):
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Quy chuén chi quan dugc dinh nghia nhu nhan thic ciia mot ngudi ma anh huéng boi moi
truong xa hoi dén hanh vi anh ta khi ra quyét dinh mua mot san pham hay dich vu (Fishbein &
Ajzen, 1975). Nhan thirc d6 bi tac dong boi anh hudong xa hoi, bao gdbm: (i) ngudi than trong gia
dinh, ban be¢ (Smith & Louis, 2008; Cialdini va cong su, 1990); (ii) Déng nghiép, du ludn xa hoi
(Smith & Louis, 2008).

(v) Trung thanh khéach hang

Pearson (1996) cho rang trung thanh khach hang (customer loyalty) nhu 13 tu duy riéng
khach hang, ngudi c6 thai do wa thich mot cong ty nao dé, thuong xuyén mua san pham hoic
dich vu va gidi thiéu dén nguoi khac. Muyc tiéu cua tiép can khach hang khong chi 14 1am cho
khach hang hai 1ong ma con lam cho khéch hang trung thanh, khong chi mua thudong xuyén san
phém hodc dich vy ma con gidi thi€u nd dén nguoi khac (Kotler & Amstrong, 2012).

Theo Oliver (1997); Chaudhuri & Holbrook (2001), 1ong trung thanh cua khach hang noi
1én xu hudng ctia khach hang mua va st dung san phdm hodc dich vu cta thuong hiéu nao do
trong mot tap hop cac thuong hiéu canh tranh c6 mat trén thi trudng va 1dp lai hanh vi nay; biéu
hién thai d6 hodc hanh vi gan bo véi nha cung cp dich vu ctia khach hang.

Kabiraj & Shanmugan (2011), nhan dién 1ong trung thanh cua khach hang duoc tiép can
dudi hai goc do: (1) Dya vao hanh vi cta khach hang: cach tiép can nay xem xét long trung
thanh thong qua hanh dong mua lap lai, sit dung thuong xuyén mot san phém/dich vu cua khach
hang. Theo céch tiép can nay thi 10ng trung thanh nhu mot 10i cam két ctia khach hang mua hoic
su dung thuong hiéu mot san phém hodc dich vu trong tuong lai, mac du anh hudng bdi nhiing
tinh hudng va tac dong cua thi trudng c6 thé lam thay ddi hanh vi bat thudng ciia khach hang. (2)
Duya vio thai do cua khach hang: cach tiép can ndy mudn nhin manh dén ¥ dinh cua khach hang
trong viéc tidu dung san pham hay dich vu.

Rossiter & Percy (1987) nhdn manh hon, long trung thanh cta khach hang duoc thé hién
qua thai do thién cam cua ho dbi voi san phém hodc dich vu va s€ su dung san phém hoac dich
vu do theo thoi gian.

(vi) Mbi quan hé gitra chat lugng dich vu va hai 1ong

Nacem & Saif (2009) 1a cic tac gia phat hién ra mbi quan h¢ giira chat lwong dich vu va
hai 1ong khach hang bing nghién ciru trong hé thng ngin hang tai Pakistan. Ddng thoi nhiéu
nghién ctru khac tir thap nién 2000 dén nay cho thdy chit luong dich vu tac dong duong dén su
hai long ctia khach hang (Beerly va cong su, 2004; Ueltschy & cdng su, 2009; Nacem & Saif,
2009; Cai va cong su, 2014).

(vii) Quan hé giira giita chat lugng dich vy, quy chuan chii quan, hai Iong va trung thanh

Céc tac gia Raajboot (2004); Beerly cong su (2004); Ueltschy va cong su (2009); Chang va
cong sy (2009) dua ra tranh luan chét luong dich vy anh huong dén sy hai long khéach hang va
dén lugt no, lai taic dong dén long trung thanh khéch hang. Nhiéu nghién ctru khac tir thap nién
2000 dén nay cho thiy chat lugng dich vu tac dong duong dén su hai 10ng va trung thanh cua
khéach hang (Chang va cong su, 2009; Pantouvakis, 2013; Cai va cOng su, 2014; Rahi, 2017).

Parkinson va cong su (2012), Katherine va cong su (2014), Rahi va cong sy (2019); Pinh
Phi H6 va cong sy (2020) cho ring quy chuan chil quan ctia khach hang tic dong dén hai long va
trung thanh khach hang d6i véi san pham hoic dich vu va tic dong duwong dén hai long va trung
thanh khach hang.

2.2. M hinh nghién ciru dé xuit

Dua vao co sé 1y thuyét da dugc dé cap ¢ trén, voi nén tang M6 hinh SERVQUAL, va m¢
rong ké thira cac nghién ctru Raajboot 2004; Beerly cong sy 2004; Ueltschy va cong sy 2009;
Chang va cong sy 2009; Pantouvakis 2013; Cai va cong sy 2014; Rahi 2019; DPinh Phi Hb va
cong sy 2020, tac gia dé xuat mé hinh nhu sau:
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CLDYV - Chit lugng dich vu

PTHH - Phuong tién hitu hinh

STC — Su Tin cay

SDB — Su bam bao

SDU — Su Dap tng

vy Vv Vv ¥

LTT - Trung thanh

SCTH — Sy Cam thong

CCQ - Quy chuin chi quan

Hinh 1. M6 hinh nghién cieu dé xudt (Nguon: Tong hop cua téc gid)

Cic gia thuyét mé hinh:
HI: Phuwong tién hiru hinh tic dong dwong dén sw hai long; H2: Tin cay tc dong dwong dén sw
hai long; H3: Dam bado tac dong duwong den sw hai long; H4: Ddp img tdc dong dwong dén sw
hai long; H5: Cam théng tc dong dwong dén sw hai long;
HG6: Phuong tién hivu hinh téc dong dwong dén sw trung thanh; H7: Tin cdy tac dong dwong dén
sw trung thanh; H8: Dam bao tac dong dwong den su trung thanh; H9: Pap wng tac dong duwong
dén su trung thanh; H10: Cam théng tac déng dwong dén su trung thanh.
HII: Quy chudn chii quan tac déng dwong dén sw hai long; H12: Quy chudn chii quan tic dong
dwong dén su trung thanh,
HI3: Sy hai long tdc dong dwong dén su trung thanh.
Mo hinh khai quat:
SHL = f (PTHH, STC, SDB, SDU, SCT, CCQ) (1)
LTT = f (PTHH, STC, SDB, SDU, SCT, CCQ) 2)
LTT = f (SHL, CCQ) 3)
Tt ca cac bién trong mé hinh duge do ludng bang thang do Likert 5 mirc do.
3. Phuong phap nghién ciu

Nghién ctru két hop giita nghién ctru dinh tinh v&i nghién ctru dinh lugng. Nghién ctru dinh
tinh dugc tién hanh théng qua phong van (qua email va thao luan) 10 chuyén gia trong linh vuc
dao tao va nghién ctru; Nghién ctru dinh lugng dugce thuc hién theo phuong phép thuén tién, phat
truc tiép cho ngudi dugc khao sat. SO phiéu phat ra 1a 350 phiéu, thu vé 295 phléu hop 1€. Thoi
gian khao sat tir ngay 01/12/2022 dén 31/3/2023 (Bai viét s dung cach viét s6 thap phan theo
chuin quéc té).
4. Két qua nghlen ciru
(1) Banh gia do tin c@y cua thang do

Béang 1 cho thay, dé tin thang do 601 v6i cac nhan t6 co hé s6 Cronbach’s Alpha 16n hon
0.6. Pay la diéu kién dé phan tich nhan t6 kham pha (EFA).
Béng 2: Thong ké d¢ tin cdy cua thang do

A K Bién quan | Bién quan | Cronbach’s

STT Nhan to sat ba(lll diu | sat cbqn lai Alpha

1 | PTHH - Phuong ti¢n hitu hinh 4 4 0,807

2 | STC — Sy Tin cay 5 5 0,861

3 | SDB - Su bam bao 4 4 0,839

4 | SDU — Sy Dap ung 4 4 0,841

5 | SCTH — Sy Cam thong 5 5 0,835

6 | CCQ - Quy chuan chu quan 4 4 0,862

7 | SHL - Hai long 4 4 0,846

8 | LTT - Trung thanh 3 3 0,833

Nguon: Tinh toan cua tac gia

409



(ii) Phan tich nhan t6 kham pha EFA

+Phan tich EFA cua bién doc lap

Két qua phén tich cho thay, hé s6 KMO 14 0.910 (0.5 < KMO < 1). Pong thoi, két qua kiém
dinh Bartlett’s v6i mirc ¥ nghia Sig. 14 0.000 nho hon 0.05, cac bién quan sat trong tong thé ¢ mdi
tuong quan v6i nhau va chimg to dir liéu ding dé phan tich nhan t6 1 hoan toan thich hop.

+Phan tich EFA cua bién phy thuéc SHL - Hai long:

Két qua phan tich EFA cuia bién phu thudc cho thay, hé sé KMO 1a 0.817 (0.5 < KMO <
1). Pong thoi, két qua kiém dinh Bartlett’s v4i mirc ¥ nghia Sig. 13 0.000 nho hon 0.05, cac bién
quan sat trong tong thé c6 mdi twong quan v6i nhau va chimg té dir liéu dung dé phan tich nhan
t6 14 hoan toan thich hop.

+Phén tich EFA cta bién phu thugc LTT - Trung thanh:

Két qua phan tich EFA ciia bién phu thugc cho thiy, hé s6 KMO 1a 0.719 (0.5 < KMO <
1). Dong thoi, két qua kiém dinh Bartlett’s v6i mirc ¥ nghia Sig. 13 0.000 nho hon 0.05, cac bién
quan sat trong tong thé c6 mdi twong quan v6i nhau va chimg t6 dir liéu ding dé phan tich nhan
t6 13 hoan toan thich hop.
(iii) Kiém dinh mirc d9 phui hop ciia mé hinh do lwdng véi dit liéu thye té (Phan tich nhan
t6 khing dinh, CFA).
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TT Thudc do Gia tri tieu chuin Gia ‘trg mo | két qua
hinh
Chi binh phuong diéuft?/ d-f <=3
chinh theo bac tu do|(Bentler & Bonett, 1980;
1 |(Cmin/df) Bagozii & Jy, 1988) 1.152 Tt
, TLI cang tién vé 1 cang phu hop; TLI >
Chi s0 TLI (Tucker-0,90 Phu hop; TLI > 0,95 phu hop tot. ’
2 |Lewis Index ) (Hu & Bentler, 1998) 0.982 Tot
Chi s thich hop so sanh|CFI cang tién vé 1 cang phu hop; CFI >
CFI (Comparative Fit|0,90 Phu hop; TLI > 0,95 phu hop tot. ’
3 |Index), (Hu & Bentler, 1998). 0.984 Tot
NFI cang tién vé& 1 cang phu hop; NFI
, gan bang 0,90 Phu hop; NFI > 0,95 Phu
Chi s6 NFI (Normal Fithgp tot. (Chin & Todd, 1995; Hu &
4 |Index) Bentler, 1998) 0.893 Phu hop
Chi s6 RMSEA (RootRMSEA < 0,05, m6 hinh phu hop tét;
Mean  Square ErrorRMSEA < 0,08, Phu hgp; Cang nhé cang ’
5 |Approximation). tot (Browne & Cudeck, 1993) 0.023 Tot
Két ludn: mé hinh do lwong phir hop véi div liéu thuec té.
(3) Kiém dinh cic gia thuyét ciia mé hinh (Phin tich ciu tric tuyén tinh, SEM).
Gia thuyét |Tac dong Estimate S.E. C.R. P Két qua
H1 HL <-— | PT 0.163 0.045 | 3.641 | *** Chap nhan
H2 HL < | TC 0.264 0.054 | 4.806 | **x Chap nhan
H3 HL <--- | DB 0.199 0.051 | 3.917 | *** Chap nhan
H4 HL <— | DU 0.217 0.050 | 4319 | *** Chap nhan
HS5 HL <--- | CTH | 0.159 0.049 | 3.249 | 0.001 | Chap nhan
H11 HL <-- | CCQ | 0.297 0.049 | 6.112 | *** Chap nhan
H13 LTT <-- | HL 0.648 0.124 | 5247 | *%*x Chap nhan
H6 LTT < | PT 0.175 0.052 | 3.387 | **x Chap nhan
H7 LTT <-- | TC 0.139 0.062 | 2.248 | 0.025 | Chap nhan
H8 LTT <--- | DB 0.170 0.058 | 2.920 | 0.003 | Chap nhan
H9 LTT <--- | DU 0.135 0.057 | 2.347 | 0.019 | Chép nhan
H10 LTT <-- | CTH | 0.056 0.054 | 1.032 | 0.302 | Bacbo
H12 LTT <--- | CCQ | 0.040 0.057 | 0.699 | 0.485 | Bacbo

Ghi chu: *** (Sig. = 0.000).

Két qua phén tich Chap nhan céc gia thuyét:

HI1: Phuong ti¢n hitu hinh tac dong duong dén sy hai long; H2: Tin cay tac dong duong dén su
hai long; H3: Bam bao tac dong duong dén sy hai long; H4: Dap img tac dong duong dén sy hai
long; HS: Cam thong tac dong duong dén su hai long;

H6: Phuong tién hitu hinh tac dong dwong dén su trung thanh; H7: Tin cdy tac dong duong dén
sy trung thanh; H8: Dam bao tac dong duong dén su trung thanh; H9: Dap ung tac dong duong
dén su trung thanh; H11: Quy chuén chu quan tac dong duong dén sy hai long; H13: Sy hai long
tac dong duong dén sy trung thanh.

Va Bac bé cac gia thuyét:

H10: Cam thong tac dong dén sy trung thanh; H12: Quy chudn chu quan tic dong dén su trung thanh;
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Mire do tac dong

Murc do tac dlg;légcﬁe]?aig hai long cua Heé s6 hdi quy| Vi tri
HL <--- PT 0.163 5
HL <--- TC 0.264 2
HL <--- DB 0.199 4
HL <--- DU 0.217 3
HL <--- CTH 0.159 6
HL <--- CCQ 0.297 1
lc\illl:ck l(li:{)c l:al;‘lggng dén Long trung thanh Heé s6 hdi quy| Vi tri
LTT <--- HL 0.648 1
LTT <--- PT 0.175 2
LTT <--- TC 0.139 4
LTT <--- DB 0.170 3
LTT <--- DU 0.135 5

Nguon: Nghién ctlru cua tac gia

CMIN/df=1.636; TLI=.926;CFI=.932; NFI=.844;RMSEA=.046
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5. Két luan va kién nghi
5.1. Két luan

Két qua nghién ciru cho thay:

+ C6 6 nhan té anh huong dén Sy hai long (HL) cua khach hang vé chit luong dich vu kiém toan
tai cac Doanh nghiép kiém toan doc 1ap, bao gém céc nhan t6 theo thtr tu anh hudng tur cao dén
thdp: Chudn chi quan (CCQ); Sw tin cdy (TC); Su dap vmg (DU); Sw dam bdo (DB); Phuong
tién hitu hinh (PT) va Su cam thong (CTH).

+ C6 5 nhan tb tac dong den Long trung thanh (LTT) cua khach hang dbi v6i cac Doanh nghiép
kiém toan doc 1ap, bao gdom cac nhan t theo thi tw anh huéng tir cao dén thap: Sw hai long
(HL),; Phuong tién hitu hinh (PT); Su dam bao (DB); Su tin cdy (TC), Su dap vung (DU).

5.2. Kién nghi

Dé dam bao uy tin, su tin cdy cia khach hang, t6i da hoa loi nhuan va gitt duoc sy phat
trién bén virng thi mot doanh nghiép phai giit dugc khach hang cii va c¢6 thém nhiéu khach “hang
méi. Pé co duoc diéu do thi trude tién phai lam cho khach hang cam thdy hai long dé ho tiép tuc
st dung dich vu va co thé gidi thi€u cho cac khach hang c6 nhu cau khac. Mot sd kién nghi bao
g0m kién nghi chung va kién nghi cu thé cho viéc cai tién va nang cao chit lugng nay la:

- Lanh dao va nhan vién mdi doanh nghiép kiém toan doc 1ap cdn nim viing va thyc hién
t6t tam nguyén tic co ban ciia quan ly chat luong, bao gom: Hudng vao khach hang; Su linh
dao; Sy tham gia ciia moi nguoi; Cach tiép cn theo qua trinh; Cach tiép can theo hé thong ddi
v6i quan 1y; Cai tién lién tuc; Quyét dinh dwa trén su kién; Quan hé hop tac cing 6 loi véi cac
doi tac.

- Mot he thong quan ly chat lugng tot hudng dén sy hai long cua khach hang vé chat luong
dich vu thi cAn duogc thiét ké va van hanh phu hop trén nén tang cac nhan tb co ban cua Chuin
chi quan (CCQ); Su tin cay (TC); Sy dap tng (DU); Su dam bao (DB); Phuong ti¢n hitu hinh
(PT); va Sy cam thong (CTH).

- Huéng su quan tim vao khach hang 1a can di tra 16i cac cdu hoi: Khach hang can gi? Kha
ning dap tng khach hang? Lam thé nao dé ho hai 1ong va tin tudng vao chat luong dich vu do
Doanh nghiép kiém toan cung cap?

- Muyc dich cta hau hét khach hang 12 mudn c6 duge mot béo céo tai chinh trung thuc va
hop 1y déng thoi nhan dugc sy tu van hop 1y gitp khach hang néng cao hi¢u qué hoat dong, quan
1y. Mubn véy doi hoi phai xay dung dugc mét doi ngli nhén vién kiém toan gioi chuyén mén, c6
dao dic. Piéu nay can xay dung mét quy trinh tuyén dung tor khau dau vao cho dén dao tao.
Nhén vién phai nhan thtrc dugc ho can cung cip mot dich vu tot nhat dén khach hang dé trao doi
ky nang chuyén mon va dao dtrc.

- Su 1anh dao doi hoi phai ¢ su thong nhét vé muc dich, phai c6 phuong hudng phat trién,
phai tao méi trudng ndi bo doan két, vitng manh, phai c6 cam két cua lanh dao ddi voi khach
hang.

- Kién nghi cy thé: Nhu d trinh bay ¢ phan két luan & trén, chuan chu quan (CCQ) c6 tac
dong manh nhat d&én sy hai 1ong cta khach hang va Su hai long (HL) ¢6 tac dong 1on nhat dén
Long trung thanh ctia khach hang (LTT). Vi thé, trudc tién cong ty phai tap trung cai thién nhan
t6 nay.

Ngoai ra, cac nhan t6 khac nhu Sw tin cdy (TC); Sw dap ung (DU); Su dam bao (DB);
Phuwong tién hitu hinh (PT); va Sy cam thong (CTH), la nhimg yéu t6 quan trong trong viéc xdy
dung mdi quan hé dai han véi khach hang. Cac yéu t6 trong sy dép Gmg c6 vai tro duy tri va ning
cao sy hai long cua khach hang.

Dé cai thién cac nhan t6 nay cac doanh nghiép kiém toan, noi cung cap dich vu cho khach
hang, can 1am ngay nhiing viéc sau:

Thir nhét, Cai thién va duy tri Nang lyc KTV, cip nhat thong qua cac khoa dao tao ndi bo
clia cong ty dé dam bao sy tin cdy, su dap ung va dam bao chat lugng dich vu. Vi vdy, chinh
sach dao tao thong qua kién thirc, ky ning ctia Kiém todn vién (KTV) va dong lyc ca nhan
(khing dinh ban than) 1a mot trong nhitng giai phap hitu hiéu. Két qua cuacac khoa dao tao co
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thé dugc thé hién qua cac phan hoi khéa hoc, miic d6 tu giai thich cic van dé dugc néu trong
khoa hoc (Bonner va Walker ,1994; Earley, 2001). Bén canh d6, k§ ning mém ciing rit can thiét
trong bdi canh hién nay. Vi vay, k¥ thuat dam phan rat can thiét d6i véi KTV. Vi néu KTV c6
thé thuyét phuc khach hang thay d6i thong tin BCTC véi sy hop tac va tiép tuc hop dong dich
vy, thay vi dé khach hang thira nhin sai sot dan dén b tac va mat khach hang. Vi vay, doanh
nghiép kiém toan can chu trong cong tac dao tao ning cao chat luong nhan vién, co su giam sat
kip thoi, néng cao ¥ thic tudn thu dao dac cia doi ngit KTV, khuyén khich ca nhan hoc chimg
chi nghé nghiép qubc té.

Thir hai, Chinh sach danh gia két qua lam viéc c6 thé tic dong dén dong luc c4 nhan nham
phuc vu khach hang t6t nhét. Viéc thiét 1ap chinh sach nay can dam béo rang KTV hiéu viéc gia
tang su hai long ctia khach hang duoc nhan manh va chiém ty trong quan trong trong danh gia
hiéu sudt lam viéc. Chinh vi vay, viéc thiét ké va cach danh gia hiéu qua cong viéc rat quan trong
trong viéc thiic ddy, phat huy ning luc ctia KTV.

Thur ba, Cac phuong tién hiru hinh, cong cu hd tro viéc ra quyét dinh ctua KTV thong qua
céc chuong trinh phan mém kiém toan, cac cong cu phan tich tuy thudc linh vye kinh doanhcua
khach hang s& giip giam th1eu cac rui ro t1em an. Trong bdi canh ap dung cong nghé phé blen
céc cong cu hd tro ra quyét dinh sir dung yéu t cong nghe cao giup KTV hiéu biét sau hon vé
thyc trang cua khach hang va cac rii ro phat sinh tir viée hiéu sau vé dir liéu. Do do, viée st
dung cac cong cu hd trg kiém todn méi sé tac dong dén sb lugng, trong s cac bang chimg can
thu thap c6 thé duoc didu chinh nhim ddi pho v6i cac rai ro kinh doanh cta khach hang.

Thir tr, Céac hiép hoi nghé nghiép can c6 cic chinh sach, bién _phép nham kiém soat chat
luong kiém toan chét ch& hon, trong s6 cac bién phap, thi viéc yéu cau cac Klem todn vién tuan
thii cc nguyén tic cua chuin muc dao dirc nghé nghiép 1 rt birc thiét, vi niém tin nghé nghiép
hon 1a trach nhiém phap ly.
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