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TOM TAT

B6i canh xa hoi hién tai dang ching kién su tang cudng quan trong clia chat Iugng dich vu trong nganh logistics, ddc biét la doi véi cc cong ty cung cap dich
vu logistics 3PL. Chat lugng dich vu ddng vai tro quyét dinh dén mitc d6 hai long cia khéch hang, diéu nay mang lai stic anh hudng to [6n d6i véi su thanh cong
va bén viing ctia cac doanh nghiép trong nganh. Nghién ciiu nay tap trung vao dénh gid mdc d6 anh hudng cla cac yéu t6 chinh trong chat lugng dich vu logistics
3PL dén s hailong ctia khéch hang. V6i pham vi nghién cGu tai Ha Noi va su tham gia cta cac khach hang st dung dich vu cla cac cong ty logistics 3PL, két qua
da chi ra moi lién két manh mé giia chat lugng thong tin, chat lugng nhén su, va kha nang dap ting vdi su hai long cta khach hang. Diéu nay dét ra nhiing ham
¥ quan tri quan trong, khuyén nghi cho cac doanh nghiép cung cap dich vu logistics 3PL nham cai thién chét lugng dich vu va tang cutng su hai long clia khéch
hang, tir d6 tao ra lgi ich ca cho doanh nghiép va khach hang.

Tir khéa: Su hai long, chdt luong dich vu, logistics 3PL.

ABSTRACT

The current context witnesses a heightened emphasis on the importance of service quality in the logistics industry, particularly among companies providing
3PL logistics services. Service quality plays a crucial role in determining customer satisfaction, exerting significant influence on the success and sustainability of
businesses within the sector. This study focused on assessing the impact of key factors in 3PL logistics service quality on customer satisfaction. Conducted in
Hanoi and involving participation from customers utilizing services from 3PL logistics companies, the results revealed a strong correlation between information
quality, personnel quality, and responsiveness to customer satisfaction. Based on the results, the authors provide some suggestions and implications for 3PL
logistics service providers to enhance service quality and bolster customer satisfaction, thereby generating benefits for both businesses and customers.
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1. GIGI THIEU su phat trién cGia nganh dich vu Logistics. Theo bang xép
Trong b&i canh thé gisi gap nhiéu bién dong, Viét Nam hang clia Agility 2022, thi trudng Logistics Viét Nam dugc
dugc danh gié 1 thi truding day tiém ning va hap dan cho xép hang thu 11 trong nhém 50 thi trudng Logistics mdi
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ndi toan cau. Ty lé tang trudng kép hang nam (CAGR) giai
doan 2022 - 2027 cua thi truong Logistics Viét Nam dugc
du bao dat muc 5,5%, song hanh cuing véi su phuc hoi
manh mé cla ca nén kinh té sau dai dich COVID-19 véi
GDP sau 9 thang dau nam 2022 dat muic 8,93%. Phat trién
thi trudng dich vu Logistics lanh manh sé tao co héi binh
dang cho cac doanh nghiép (DN) thuéc moi thanh phan
kinh t&, khuyén khich thu hat von dau tu trong va ngoai
nudc phu hgp véi phap luat Viét Nam va cac diéu udc
qudc té ma Viét Nam la thanh vién. Xu hudng thué ngoai
Logistics ngay cang dugc ua chuéng nham tiét kiém chi
phi hiéu qua han dé phuc vu cho cac hoat dong san xuat.
Chinh vi vay, viéc st dung dich vu Logistics 3PL véi su
chuyén nghiép va tin cay cling nhu mang lugi két noi tét
giup cho cac doanh nghiép san xuat va thuong mai c6 thé
tranh dugc nhiing tac déng do dut gay chudi cung Ung.
St dung dich vu Logistics 3PL gitp cho cac doanh nghiép
san xuat va thuong mai nhu kiém soat dugc chi phi tét
hon, cling nhu tang tinh linh hoat va giup doanh nghiép
dinh hudng tap trung vao nang luc cét 16i trong linh vuc
san xuat hay thuong mai [1].

Tuy nhién, dé dat dugc hiéu qua cao han va st dung
t6i uu nguon luc c6 han, khéng phai doanh nghiép cung
cép dich vu Logistics nao ciing c6 thé dé dang mang dén
su hai long cho khach hang. Hon nia, do kha nang tiép
can théng tin nhanh chéng, khach hang ngay nay c6 thé
dé dang thay d8i nha cung cap dich vu, chuyén huéng
sang cac cong ty Third-party Logistics c6 chat lugng dich
vu theo nhu cau c6 lgi va hop ly nhat déi vai ho. Vi vay,
van dé gilt chan khach hang va phat trién thi phan tré nén
hét stic quan trong va can thiét. Nhiéu cong ty chua tiing
do ludng sy hai long ctia khach hang mét cach nghiém
tlic ma chi cdm nhan su hai long cda khach hang dua vao
danh gid cdm tinh. Do d6 doi hoi cac doanh nghiép
Logistics can phai tim hiéu rd yéu cau clia khach hang déi
V@i chat lugng dich vu Logistics 3PL dé c6 giadi phap nang
cao chat lugng dich vu Logistics 3PL.

Trén thé gidi, c6 rat nhiéu cong trinh nghién ctu vé
chét lugng dich vu Logistics 3PL. Cac nghién ctu thuc
nghiém da dugc thuc hién dé do ludng cac yéu t6 chat
luogng dich vu Logistics. Ngoai ra mét s6 nghién ctu con
lién hé dugc véi cac yéu t6 nhu chat lugng nhan sy, tinh
kip thai, xt ly sai léch don hang va chia sé thong tin van
hanh trong dich vu Logistics. Tai Viét Nam c6 rat it
nghién ctu thuc nghiém, cac nghién ctu con nhé 1é, bi
giGi han vé déc lap va khach quan, mét sé nghién ctu
con bi ap dat cac gi6i han vé y tudng, chu dé va phuong
phap nghién ctu. Va chua c6 mét nghién ctu dinh lugng
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nao tap trung vao mai quan hé gila chat lugng dich vu
Logistics 3PL va sy hai long cta khach hang. Vi vay,
nhém tac gid da thuc hién thuc nghién cttu dnh hudng
cla chat lugng dich vu Logistics dén su hai long cua
khach hang trén dia ban Ha Noi. Nghién ctu tap trung
vao nhom khach hang da va dang st dung dich vu cla
cac cong ty cung cép dich vu Logistics 3PL. Sau khi tién
hanh nghién ctu dinh tinh cling nhu nghién ctu dinh
lugng va phan tich di liéu, nhom tac gia dé xuat mét s6
ham y quan tri giup cho cac doanh nghiép Logistics 3PL
nang cao chat lugng dich vu va muc d6 hai long cua
khach hang.

2.CO SO LY LUAN VA GIA THUYET NGHIEN CUU
2.1.Co'sély luan

Chdt luong dich vu Logistics 3PL

Khi n6i dén chat luong dich vy, ching ta khéng thé
nao khong dé cap dén déng gop rat Idn ctia nghién ctu
[2]. Chat lugng dich vu la “mudc d6 khac nhau gita su
mong dgi clla ngudi tiéu dung vé dich vu va nhan thic
cta ho vé két qua ctia dich vu”. Chat lugng dich vu la viéc
cac nha cung cap dich vu dap ting muc d6 nhu cau va su
mong dgi ctia khach hang véi dich vu d6. Vi thé, chat
lugng dich vu chd yéu do khach hang xéac dinh, mic do
hai long clia khach hang cang cao thi chat lugng dich vu
cang t6t. Do vay, chat lugng dich vu Logistics dugc danh
gia bang dé thoa dung ctia khach hang va dugc danh gia
théng qua cac tiéu chuan: thai gian giao nhan hang, do
an toan cia hang héa, gia dich vy, cach thiic phuc vy, chat
lugng kho bai... Theo [3], “Chat luong dich vu Logistics la
mot qua trinh nham gia tang sy hiéu biét vé cach thiic
khach hang hinh thanh nhan thuc vé dich vu Logistics va
su hai long véi cac dich vu Logistics”.

Trong cac nghién ctu trudc day, nghién cdu [2] chira
¢ 5 nhan t6 co ban cau thanh chat luong dich vu d6 la
dé tin cdy, kha nang dap (ng, nang luc phuc vy, sy dong
cdm va phuong tién hiru hinh. Nghién ctu [4] cho rang co
5 nhan t6 cau thanh dich vu Logistics anh hudng dén su
hai long d6 la chat lugng nhan sy, tinh trang don hang,
tinh kip thoi, xt ly sai léch dat hang va chia sé thong tin
hoat dong. Sau khi ti€én hanh téng quan nghién cuu,
nhom tac gia tap trung vao bon nhan t6é dugc quan tam
nhiéu nhat phan anh chat lugng dich vu Logistics dé la
chat lugng thong tin, chat lugng dich vu giao hang, chat
lugng nhan sy va kha ndang dap ung.

Chat lugng théng tin: Theo [5] thi thong tin c6 chat
lugng la théng tin cung cap c6 Igi cho cac nha kinh
doanh. Mbi ngudi st dung thong tin ¢6 tiéu chi, yéu cau
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cu thé vé chat lugng théng tin, nhung déu nhan manh
dén su lién quan, tinh kip thai, chinh xac va day du [6].
Chat lugng thong tin dugc mé ta thong qua dac tinh cuia
no la hitu ich cho ngudi st dung [71. Theo [8], chat lugng
thong tin dugc dinh nghia la phu hgp clla ngudi st dung
thong tin. Nghién cutu [9] cho rang chat lugng thong tin
la dac tinh cGa théng tin dé gitip dat dugc cac yéu cau hay
su mong dgi ctia ngudi st dung thong tin; viéc do ludng
chat lugng thong tin c6 tinh cam tinh va su khac biét gitia
thong tin yéu cau va théng tin dat dugc cang nho thi chat
lugng théng tin cang cao.

Chat lugng dich vu giao hang: Chat lugng dich vu giao
hang la mét trong nhiing khia canh quan trong nhat cta
chat lugng dich vu trong phan phéi, n6 dé cap dén muic
dé hu hdng clia don hang trong qua trinh van chuyén.
Nghién ctu [10] cho rdng, chat lugng dich vu la khoang
cach gita muic d6 dich vu cung cap véi su mong dgi clia
khach hang. Hay, chat lugng dich vu la su chénh léch gilia
ky vong ctia khach hang trudc khi st dung san pham véi
cdm nhan cta ho sau khi da ti€p can va st dung san
pham, dich vu. Theo [11], chat lugng dich vu giao hang
dugc dinh nghia don gian la qua trinh giao san pham dén
tan tay ngudi tiéu dung sao cho thdéa man t6i da cac ky
vong ban dau cla khach hang déi véi hoat dong giao
hang. Chat lugng dich vu giao hang dugc danh gia la tét
mét khi sdn phdm dugc giao thanh céng cho khach hang
va khéng cé su chénh léch gilra nhiing gi khach hang da
nhan dugc so véi ky vong ban dau.

Chat luong nhéan su: Theo [12], chét lugng nhan su
dugc hiéu la tap hop cac dac diém va kha nang cia nhan
vién trong viéc thuyc hién cdng viéc ctia minh mét cach hiéu
qua va chuyén nghiép. Nguén nhan su chat lugng trong
linh vuc Logistics la nguén nhan su phai dap tng dugc yéu
cau clia thi trudng (yéu cau clia cac doanh nghiép Logistics
trong va ngoai nudgc), dé la: cé kién thic: chuyén mon vé
Logistics, kinh t&, tin hoc, ngoai ng(r; c6 ky nang: ky thuat,
tim va tu tao viéc lam, lam viéc an toan, ky nang lam viéc
ca nhan va lam viéc nhém; cé thai do, tdc phong lam viéc
t6t, c6 trach nhiém véi cong viéc. Dac biét nhat la kha nang
sang tao tim ra cac gidi phap phu hgp thich ting véi cac tinh
huéng mdéi, phtic tap cila nghé nghiép.

Kha ndng dap ung: Kha ndng dap (ng dugc thé hién
thong qua sy dap Ung cac dich vu kip thai cho khach
hang. Kha nidng dap ung dugc thé hién théng qua kha
nang cap nhat thong tin cudc phi, kha nang phan hoi
thong tin. Theo [13], thi khd nang dap Ung trong dich vu
Logistics 3PL la kha nang da dang héa dich vu. Theo [14],
kha nang dap ung thé hién mang luégi chudi cung Ung -
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bao gém cac bén lién quan, déi tac va dinh huéng huéng
t&i su hai long clia khach hang. Viéc coi kha nang dap ung
nhu mot két qua trong tdm clia mang Iudi mé rong cé thé
hudng déan va hé trg cac nghién ctu vé hau can (van
hanh) va cac méi quan hé (thu mua/ tim nguén cung
ng), ciing nhu mang lugi chubi cung ting ma rong. Kha
nang dap Ung la qua trinh va két qua clia viéc diéu chinh
t6 chuc dat dugc khi cac té chiic riéng 1& trong chudi cung
g thay doi hanh vi, chudn muc va/hodc chinh sach dé
giup dat chudi cung ing va cac thanh vién ctia chudi & vi
tri thuan lgi nham dat dugc gia tri khach hang trong céc
diéu kién moi trudng nang dong.

Su hailong cia khdch hang

Theo [15], su hai Iong nhu [a mét cdm giac hai lIong
hoac that vong clia mot ngudi bang két qua cla viéc so
sanh thuc t& nhan dugc ctia san phdm (hay két qua) trong
mai lién hé véi nhiing mong doi clia ho. Theo [16], khach
hang hai long véi dich vu Logistics 3PL la khi ho cam thay
hai long véi cac dich vu Logistics dugc cung cap bdi nha
cung cap dich vu Logistics 3PL. Diéu nay c6 thé dugc danh
gia bang cach do ludng su hai long cta khach hang véi
cac yéu té nhu thdi gian giao hang, d6 tin cay, chi phi, dich
vu khéach hang va cac yéu t6 khac.
2.2. Gia thuyét nghién ciru

M@éi quan hé giita chdt lugng théng tin va su’ hailong
ctia khdch hang

Trong dich vu Logistics, théng tin la yéu t6 rat quan
trong va xuyén su6t trong moi qua trinh. Thong tin tét sé
gitp cho qua trinh dich chuyén hang hoéa trong chubi
cung Ung dugc dién ra sudn sé va nhanh choéng. Viéc chia
sé thong tin gitip maéi quan hé hgp tac véi cac khach hang
vugt qua khoang cach thai gian, dia ly; cing nhu gitp cac
déi tac cung nhau chia sé rui ro va sukhong chac chan, co
dugc cai nhin chinh xac va toan dién vé yéu cau va mong
muén cta nhau [4]. Chat lugng théng tin va su hai long
cta khéach hang la hai yéu té quan trong trong viéc xay
dung maéi quan hé tét gilta khach hang va doanh nghiép
[1, 15]. Néu doanh nghiép cung cap théng tin chat lugng
cao va tao dugc su hai long cho khach hang, khach hang
sé co xu hudng trung thanh va tié€p tuc sir dung san pham
hodc dich vu clia doanh nghiép trong tuong lai. Vi vay,
chat lugng thong tin cung cap bai cdng ty 3PL la mét yéu
t6 quan trong dé dadm bao su hai long ca khach hang.
Dua vao nhiing lap luan & trén, nhém tac gia dé xuat gia
thuyét nghién cuu:

H1: Chdt lugng théng tin c6 anh hudng tich cuc dén su
hailong cua khdch hang.
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Méi quan hé giiia chét luong dich vu giao hang va su
hai long cta khdch hang

Theo [17], chat luong dich vu la tién than cta su hai
long clia khdch hang. Su hailong clia khach hang phai dat
dugc théng qua viéc cung cap dich vu chat lugng cao va
day phaila yéu té quan trong doi véi cac cong ty cung cap
dich vu Logistics 3PL. Théng thudng cac nha kinh doanh
dich vu thudng cho rdang chat lugng cta dich vu chinh la
muc d6 hai long clia khach hang. Tuy nhién, nghién ciu
[18] cho rdng, chat lugng dich vu va su hai long cda khach
hang la hai khai niém ro rét va phan biét. Su hai long cta
khach hang la mot khai niém téng quat, ndi lén sy hai
Iong cta ho khi tiéu dung mét dich vu. Theo [19], dich vu
giao hang dugc xem la chat lugng néu n6 thoa man cac
yéu cau sau: hang héa dugc giao ding san pham, dung
s6 lugng, dung thai gian va dia diém vaéi cudc phi téi uu
nhat. Khi cac yéu t6 nay dugc dap ing ding muc, khach
hang sé tin tudng va cdm thay thoai mai khi st dung dich
vu [11]. Tuy nhién, néu chi can cé mot lan trai nghiém
khong tét, khach hang sé cam thdy that vong va c6 xu
huéng khong st dung dich vu ctia doanh nghiép. Do do,
chat lugng dich vu giao hang déi véi sy hai long cua
khach hang la rat quan trong, né anh hudng truc ti€p dén
su hailong. Dua vao nhiing lap luan trén, nhom tac gia dé
xudt gia thuyét nghién cuu:

H2: Chdt lugng dich vu giao hang c6 anh huéng tich cuc
dén su hai long cda khdch hang.

Méi quan hé giita chdt luong nhén su'va su hai long
ctia khdch hang

Pé thu hat dugc khach hang thi chat lugng nhan su la
mot yéu t6 quan trong clia cac cong ty cung cap dich vu
Logistics 3PL.Viéc nhan vién c6 kha nang khéac phuc su cé
xdy ra mot cach nhanh chéng va kip thoi thoi sé tang
niém tin cta khach hang d6i vai dich vu Logistics 3PL ma
céng ty cung cap [4]. Nhan vién nhiét tinh ho trg va cham
s6c khach hang gitp tao ra mét trai nghiém tét cho khach
hang, nguoc lai chat lugng nhan sy thap c6 thé dan dén
viéc cung cap dich vu cham tré hoac khong dap tng day
dd nhu cau va yéu cau ctia khach hang. Diéu nay lam giam
su hai long clia khach hang va d6 uy tin cia cong ty. C6
thé nhan thdy su hai long clia khéach hang c6 vai tro tac
déng dén muc tiéu, chién lugc phat trién cda doanh
nghiép. Khach hang dugc thdéa man la yéu to quan trong
dé duy tri dugc thanh céng lau dai trong kinh doanh va
chat lugng nhan su phu hgp, dap Ung nham thu hat va
duy tri khach hang. Chat lugng phuc vu cia nhan vién tét
tang su hai long cta khach hang, trong khi chat lugng
phuc vu clia nhan vién cung cap dich vu Logistics 3PL
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kém sé giam sy hai long clia khach hang [18]. Dua vao
nhiing lap luan trén, nhém tac gid dé xuat gia thuyét
nghién cuu:

H3: Chdt lugng nhan su 6 anh hudng tich cuc dén su hai
long cta khdch hang.

Méi quan hé giita kha néng ddp tng va su hai long
cua khdch hang

Theo [20, 21], kha nang dap ting trong chudi cung ting
la khd nang phan Ung ding muc d6 va thdi gian trudc
nhiing thay déi trong nhu cau cdia khach hang. Theo [22],
chi phi thap, chat lugng cao va cai thién su dap Uing trong
dich vu khach hang la chia khoa chinh dé canh tranh
trong giai doan hién nay. Theo [23], doanh nghiép céan
phai phan (ng nhanh véi nhing tinh huéng bat lgi,
khong chac chdn ngay cang tang cao. Nhiing bat Igi d6 sé
anh hudng 16n dén kha nang déap (ing trong chudi cung
Ung ndi chung va hiéu qua hoat déng cia doanh nghiép
noi riéng. Vi vay, kha nang dap uing dich vu Logistics luén
luén la yéu t6 dugc khach hang quan tam nhat trong dich
vu khach hang. Viéc cung cap kip thai cac sdn pham va
dich vu theo yéu cau cta khach hang cho phép doanh
nghiép duy tri méi quan hé lau dai véi khach hang trung
thanh va gitp ho xay dung hinh anh tét hon. Theo [24],
viéc giao hang kip thai, ding hen déong maét vai tro quan
trong trong viéc lam hai long khach hang. Dua vao nhiing
lap luan trén, nhom tac gia dé xuat gia thuyét nghién ciu:

H4: Kha ndng ddp ting c6 anh hudng tich cuc dén su hai
long cta khdch hang.

M6 hinh nghién ctu dé xuat nhu thé hién trong hinh 1.

CHAT LUQNG THONG TIN

CHAT LUQNG DICH VU GIAO HANG SU HAILONG

CUA KHACH

HANG

CHAT LUQNG NHAN SY’

KHA NANG DAP UNG

Y

Hinh 1. Md hinh nghién ctu
3. PHUONG PHAP NGHIEN CUU

3.1.Thang do

Thong qua tham khao cac tai liéu nghién ctu va tham
van chuyén gia, m6 hinh nghién ctu ban dau dua trén mo
hinh nghién ctu clia G. Tontini J. C [25], cac cong trinh
nghién ctu lién quan trong, ngoai nudc va dé xuat mot s6
quan sat dé do ludng chat lugng dich vu giao hang, chat
lugng nhan su va khd nang dap Ung. Su hai long cla
khach hang cong ty dich vu Logistics 3PL dugc do ludng
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bai 5 thang do dé xuat bdi nghién ctru [26, 27]. Chat lugng
dich vu Logistics dén su hailong ctia khach hang bao gém
4 yéu t6: (1) Chat lugng thong tin dugc do ludng bang 4
thang do do [28, 29] dé xuat; (2) Chat luong dich vu giao
hang chat lugng théng tin dugc do ludng bdng 4 thang
do do [30] dé xuat; (3) Chat lugng nhan su dugc do bang
5 thang do do [1] dé xuat; (4) Kha nang dap (ng dugc do
bang 5 thang do do [31] dé xuat.

3.2. Mau nghién cuu

Kich thudc mau phu thudc vao phuong phéap phan
tich cia nghién ctu [32]. Theo quy tac kinh nghiém cua
nghién ctru [33] thi s6 quan sat I6n hon (it nhat) 5 1an s6
bién quan sat. Nhu vay, véi 23 bién quan sat, nghién ctu
can kich thuéc mau nho nhat la 115.

Da6i tugng khao sat clia nghién ctu nay la cac cong ty
san xuat kinh doanh trén dia ban Ha Noéi da va dang st
dung cac dich vu logistics tron géi nhu: dich vu kho bai,
giao nhan van tai, tiép van,... do cac cong ty dich vu
Logistics 3PL cung cép.

Nhom téac gia tién hanh thu thap di liéu bang bang
hoi dugc thiét ké trén Google Form. Nhom tac gia sirdung
phuong phap lay mau thuan tién. Sau khoang thaoi gian
tur 22/01/2023 dén 15/5/2023, nhém tac gia da thu dugc
145 phiéu. Tuy nhién, sau khi sang loc, c6 6 phiéu bij loai
do di liéu bi trung ldp. S6 lugng phiéu cudi cung dugc
dua vao phan tich 1a 139 phiéu.

4. KET QUA NGHIEN CUU
4.1.Théng ké mé ta
Bang 1. Két qua kho sat thong tin doanh nghiép

Tiéu chi Tan suét (%)

Quy md lao <100 40,3
ddng cta doanh | 100-500 37,6
nghiép >500 20,1

Kinh doanh thuong mai 49,2
Linh vuc kinh (ong nghiép san xudt, ché bién 20,1
doanh Nong nghiép, lam nghiép, thiy san 21,1

Khéc 8,6
Thitrung muc | Trong nudc 60,2
tiéu Ngoai nudc 39,8

K&t qué khao sat thong tin doanh nghiép nhu thé hién
trong bang 1.
4.2. Danh gia do tin cay cua thang do

Kiém dinh dé tin cdy thang do

Két qua phan tich cho thay hé sé Cronbach Alpha déu
I6n 0,6. Hé s8 tuong quan bién téng Corrected Item-Total
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Correlation clia cac bién quan sat déu > 0,3, tir d6 cho
thay cac khai niém nghién ctu dugc xay dung tur cac bién
quan sat déu dugc chap nhan va sé dugc st dung trong
phan tich nhan t6 tiép theo.

Phén tich nhan té khdm phd (EFA) cho nhém bién déc
lap

Bang 2. K&t qua hé s6 KMO va kiém dinh Bartlett nhém bién ddc lap

KMO and Bartlett's Test
Hé s6 KMO 0,856
Kiém dinh Bartlett Chi binh phuong xap xi 1629,464
df 153
Gia tri Sig. 0,000

(Ngudn: Két qua xir Iy s liéu trén phdn mém SPSS)

Két qua phan tich nhan té cho thay chisé KMO la 0,855
> 0,5, diéu nay ching té dit liéu dung dé phan tich nhan
t6 la hoan toan thich hop.

Cac bién quan sat doc lap déu cd hé sé tai nhan t6 déu
dat trén 0,6. K&t qua phan tich nhan t6 phu hop vai gia
dinh ban dau ctia mé hinh nghién ctu, cac bién quan sat
va cac nhan t6 trong nhém bién doc lap déu dugc gil
nguyén, du diéu kién cho cac phan tich tiép theo.

Gia tri téng phuong sai trich = 75,979% > 50%: dat yéu
cau; khi do6 c6 thé néi rang 04 nhan té nay giai thich
75,879% bién thién cta di liéu. Gia tri hé s6 Eigenvalues
cla cac nhan té déu cao (> 1). Két qua trén cho thay cac
bién quan sat c6 tuong quan vai nhau trong tong thé va
phan tich nhan t6 kham pha la thich hgp.

Ddnh gid d@o pha hop ctia mé hinh

Do pht hgp clia mo hinh dugc danh gia théng qua hé
s6 R? hiéu chinh.

Béng 3. Hé sd R? (R square)

Model Summary®

o Gid tri
. R R?  |R?hiéu chinh|Saisd chuan| Durbin-
hinh
Watson
1 0,7722 | 0,596 0,583 0,54993 2,349

(Ngudn: Két qud phan tich SPSS)
Hé s6 R? hiéu chinh la 0,583 nghia la mé hinh nay giai
thich dugc 58,3% su bién thién cia bién phu thudc (su hai
Iong clia khédch hang) thong qua 4 nhan t6 cta bién doc
[ap. Nhu vay, mé hinh nghién cdu la phu hgp va tuang
quan chat ché. Két qua cling cho thay, R? hiéu chinh nho
hon R? dung dé danh gia dd phu hop ctia mé hinh nghién
cliu sé an toan hon vi n6 khéng théi phong muiic dé phu
hgp ctia mé hinh.
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Tuy nhién, hé sé R? hiéu chinh chi cho biét su phu hop
ctia mo hinh héi quy véi tap dit liéu mau; né c6 thé khéng
cb gia tri khi khai quat héa nén can phai tién hanh
kiém dinh F dé kiém dinh su phu hgp ctia mé hinh héi quy
téng thé.

Bang 4. Kiém dinh Anova

ANOVA*
Model ::.E:s df S':'::::'e F | sig.
Regression | 53,458 4 13,360 | 45,826 | 0,000
1 | Residual 37,150 124 0,292
Total 89,988 129

(Nguén: Két qua phan tich SPSS)

Trong phan tich phuong sai ANOVA, nhom tac gid s
dung két qua cda kiém dinh F dé€ danh gia muc do phu
hgp ctia mé hinh mot cach chinh xac nhat, véi gia thuyét
HO Ia R? = 0. Theo két qua bang 4 cho thay, kiém dinh F ¢4
gia tri Sig. 1a 0,000 nho hon 0,05 vay gia thuyét HO bi bac
bd nghia la R? # 0 mot cach cé y nghia thong ké, mé hinh
hoi quy la phu hgp. Hay noéi cach khéc, mé hinh dua ra la
phu hop véi téng thé va cac bién déc lap trong mé hinh
c6 thé giai thich dugc su thay d6i clia bién phu thudc.
4.3. Kiém dinh gia thuyét nghién ctu

Bang 5. Kiém dinh gia thuyét nghién ctu

Hé s6 hdi quy chua  |Hé sd hdi quy
chuan héa chuan héa
Ma hinh Sai s t
B chuan héa Beta

(Constant) 0,225 0,225 1,017 | 0,247

1T 0,273 0,050 0,271 5,231 | 0,000

1 GH 0,185 0,051 0,186 4,244 10,003
NS 0171 0,052 0,178 4,121 | 0,000

DW 0,235 0,052 0,245 6,455 | 0,000

(Nguén: Két qud phan tich SPSS)
Trong két qua phan tich hoi quy tuyén tinh da bién,
nhoém téc gia st dung két qua cta kiém dinh t véi micy
nghia 5% (véi Sig. < 0,05) va hé s héi quy (B va Beta) dé
kiém dinh cac gia thuyét ctia mé hinh nghién cdu (H1, H2,
H3 va H4).
Phuong trinh hoi quy dugc chap nhan nhu sau:
HL = 0,225 + 0,273*TT + 0,185GH + 0,171*NS
+0,235*DW
Theo két qué phan tich hé s héi quy chudn héa cho
thay, cdc nhan t6 déc lap c6 muc dé dnh huéng lén bién

Vol. 61 - No. 6 (June 2025)

phu thuéc la khac nhau. Dong thai, lugng bién thién do
léch chuén cla bién phu thudc sé c6 su thay ddi khac
nhau khi d6 léch chuan cta cac bién doc lap tang hodac
giam 1 dan vi. Mic d6 anh hudng clia cac bién doc lap 1én
bién phu thudc sap xép theo thu tu giam dan lan lugt la
chat lugng théng tin > chat lugng nhan su > kha nang
dap ung > chat lugng dich vu giao hang.

5.THAO LUAN KET QUA NGHIEN CU'U VA BE XUAT GIAI
PHAP NANG CAO CHAT LUONG DICH VU LOGISTICS
3PL

Két qua nghién ctiu chi ra rang, chat lugng thong tin
la yéu t6 cdé muc d6 anh huéng manh nhat dén su hai
long cta khach hang. Diéu nay dugc giai thich rang,
trong hoat déng quan tri va kinh doanh, théng tin ndm
gilf vai tro rat quan trong bdi vi théng la phuong tién dé
quan ly, diéu phoi, dinh huéng va dua ra quyét dinh cai
tién vé muc tiéu, chién lugc trong doanh nghiép. Tiép
do6, chat lugng nhan sy la nhan t6 th hai trong cac nhan
t6 cau thanh chat lugng dich vu logistics tac déng tich
cuc dén sy hailong. Nhan vién la ngudi truc tiép lam viéc
cling nhu trao déi théng tin vai khach hang. Chinh vi
vay, thai do cliing nhu trinh d6 chuyén mén cda nhan
vién quyét dinh khach hang c6 hai long hay khong. Kha
nang dap tng la nhan té tac dong tha ba dén su hailong
cta khach hang. Cac doanh nghiép cung cap dich vu
Logistics & Viét Nam chu yéu la doanh nghiép siéu nhé
va nho. Do bi giéi han bdi nguédn tai chinh cing nhu
mang |Gi hoat ddng nay nén cac cong ty nay chi cé thé
cung cap cho khach hang mét s6 dich vu nhat dinh. Cudi
cung, chat lugng dich vu giao hang c6 muc d6 tac dong
thap nhat. Nguyén nhan chinh la béi vi hién nay dich vu
giao hang & Viét Nam chua thuc su dap ing dugc su ky
vong cla khach hang.

Dua trén két qua nghién ctru, nhém tac gia dé xuat
mot s6 ham y quan tri cho doanh nghiép nham nang cao
su hai long clia khach hang:

Thir nhdt, tdng cudng chia sé théng tin giira cdc bén
tham gia

Doanh nghiép cung cap dich vu Logistics 3PL can xac
dinh ddng thong tin can chia sé vai cac bén tham gia bao
goém théng tin vé san pham, s6 lugng, dia chi giao hang,
thai gian du kién giao hang, chinh sach bao hanh, thanh
toan,... Ludn cap nhat théng tin thudng xuyén dé dam
bdo khach hang luén dugc cung cap théng tin méi nhat
va chinh xac nhat. Bén canh d6, nén nl dung céac kénh
théng tin da dang nhu website, email, chatbox, tin nhan
dién thoai,... dé khach hang c6 thé tiép can théng tin mot
cach dé dang va thuan tién. Ngoai ra, doanh nghiép can
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dam bdo tinh minh bach va d6 bdo mat trong viéc chia sé
thoéng tin véi khach hang.

Thir hai, ndng cao chét luong dich vu giao hang

Doanh nghiép cung cap dich vu Logistics 3PL can
ki€ém tra ky hang hoa trudc va sau khi van chuyén xem
hang héa cé thi€u hay hu hai gi khong dé tranh nhimg rai
ro xay ra. Déi véi cac loai mat hang khac nhau, doanh
nghiép phai c6 cach bao quan khac nhau dac biét déi vai
hang hao nguy hiém, mat hang c6 gia tri cao, hang lanh
Ngoai ra, can phai hiéu ré vai luat phap tai cac nudc sé tai
dé dua ra cac gidi phap dé gitip hang hoéa c6 thé théng
quan nhanh hon. Bén canh d6, doanh nghiép c6 thé dua
trén thong tin vé yéu té anh hudng dén thaoi gian giao
hang, doanh nghiép c6 thé xay dung cac mé hinh du bao
dé udc tinh thai gian giao hang. Va trudc khi hang dugc
giao dén khach hang can cé thong béo tu di dong,
email,... trudc mot khoang thai gian dé khach hang chuén
bi cac thi tuc nhan hang.

Thir ba, dao tao nguén nhén su chuyén nghiép

Doanh nghiép cung cdp dich vu Logistics 3PL nén
thudng xuyén du bao xu hudng phat trién ctia nganh dich
vu Logistics nham xéac dinh nhu cau tuyén dung va xay
dung chién lugc phat trién nhan su phu hgp, thudng
xuyén té chuc dao tao dinh ky cho nhan su Logistics clia
doanh nghiép.

Thu'tu, ndng cao kha nédng ddp irng

-Da dang héa cdc dich vu Logistics

Cac coéng ty cung cap dich vu Logistics 3PL nén thiét
ké cac gai dich vu tich hgp c6 cac dac diém phu hop vai
ting phan khuc khach hang khac nhau. Ngoai ra con cé
thé xem xét d€ cung cap cac dich vu Logistics tron goi.

- Hé trg khdch hang giam thiéu rdi ro trong thuong mai
quocté

Ngay nay, trong hoat dong thuong mai quéc té, tinh
trang lira dao dé chiém doat tai san (hang, tién) cla cac
d6i tac, ban hang kha phé bién. Theo thai gian, cac hoat
dong nay dién ra ngay cang tinh vi. Cac doanh nghiép
cung cap dich vu Logistics 3PL ¢6 vai to rat quan trong vi
ho khéng chi gitp cho khach hang cta ho la cac doanh
nghiép xuat nhap khiu thuc hién cac tha tuc dua hang
hoa dén tay ngudi ban, ngudi mua ma con déng vai tro
nhu moét chiéc "van" an toan. Chinh vi vay, viéc céng ty
cung cap dich vu Logistics 3PL tu van cho khach hang vé
hgp déng, cac hinh thic thanh toan hoac sit dung moi
quan hé va dai ly ctia minh & nudc sé tai dé giup khach
hang xac minh d6i tac, tranh rdi ro trong thuong mai quéc
té 1a diéu can thiét dé lam tang d6 chuyén nghiép cling
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nhu uy tin clia cong ty. Ngoaira, né con gitip cho cac cong
ty cung cap dich vu Logistics 3PL thiét l1ap dugc dugc ci
moi quan hé lau dai véi khach hang.

Thi'ndm, dau tu'vao hé théng théng tin va céng nghé

Ap dung c6ng nghé blockchain trong Logistics va chudi
cung tng. Céng nghé blockchain dang dan tré nén phé
bién va dugc cac doanh nghiép ap dung dé tang cudng
tinh bao mat va minh bach. Cong nghé nay cho phép két
hgp dé dang véi Big data va céng nghé Al; ddm bao bao
mat thong tin cao; tang toc dé cac giao dich.

Ung dung EDI (Electronic Data Interchange - Hé théng
trao d6i dit liéu dién td) trao di dt liéu ti may tinh qua
may tinh gitta cac bo phan véi nhau. EDI cho phép viéc
truyén dit liéu mot cach nhanh nhat va chinh xac nhat. Hé
thong EDI hién nay dugc st dung rat nhiéu bdi cac doanh
nghiép Logistics. EDI giup doanh nghiép tiét kiém dugc
chi phi, tdng t6c dé va tinh chinh xac trong céac giao dich.

Internet of Things (loT): S& hitu cac két n6i thong minh,
Internet of Things (loT) dang tao nén nhimng thay déi
trong linh vuc Logistics. Chinh nh& viéc mang lai nhiéu loi
thé va co hoi, cac gidi phap dua trén loT dang dugc dua
vao trong linh vuc Logistics.

TAI LIEU THAM KHAO

[1]. Nguyen Thi Mai Anh, Vu Dinh Khoa, "Impact of Reverse Logistics on
the Shopping Experience of E-commerce Customers," International Conference
on Research in Management & Technovation, Springer Nature Singapore, 2023.

[2]. A.Parasuraman, V. A. Zeithaml., L. L. Berry, "SERVQUAL: A multiple-
item scale for measuring consumer perceptions of service quality," Journal of
Retailing, 62, 1,12—40, 1985.

[3]. Nguyén Danh Nam, Lé Thu Hang, "Danh gid su hai long cia khach
hang ddi véi chét lugng dich vu logistics tai cac doanh nghiép chuyén phat
nhanh trén dia ban thanh phd Ha Noi," Tap chi Khoa hoc va Cong nghé, Truong
Dai hoc Hiing Vuong, 23, 2, 11-22, 2021.

[4]. H. Uvet, "Importance of logistics service quality in customer
satisfaction: An empirical study," Operations and Supply Chain Management,
13,1, 1-10, 2020.

[5]. U.). Gelinas, R. B. Dull., P.R. Wheeler, Accounting Information Systems.
Boston: Cengage Learning, 2012.

[6]. A. Susanto, Sistem Informasi Akuntansi: Struktur, Pengendalian, Risiko,
Pengembangan. Bandung: Lingga Jaya, 2008.

[7]. Eppler Martin J., Managing information quality: Increasing the value of
information in knowledge-intensive products and processes. Springer Science &
Business Media, 2006.

Tap 61-506 (6/2025)



P-ISSN 1859-3585 | E-ISSN 2615-9619 | https:/jst-haui.vn

ECONOMICS - SOCIETY

[8]. R.Y.Wang., D. M. Strong, "Beyond accuracy: What data quality means
to data consumers," Journal of Management Information Systems, 12, 4, 5-33,
1996.

[9]. B. K. Kahn, D. M. Strong., R. Y. Wang, "Information quality
benchmarks: Product and service performance," Communications of the ACM,
45,4,184-192, 2002.

[10]. B. R. Lewis, "Quality in the service sector: A review," International
Journal of Bank Marketing, 7, 5, 412, 1989.

[11]. Nguyén Kim Hanh, "M@i quan hé giita chat lugng dich vu giao hang
vdi su hai long va long trung thanh cta khach hang trong thuong mai dién tir
béan 8 tai Thanh phd Can Tha," Tap chi khoa hoc Bai hoc Mé thanh phd Ho Chi
Minh - Kinh té'va Qudn tri kinh doanh, 18, 110-124, 2023.

[12]. D. K. Datta, J. P. Guthrie, P. M. Wright, "Human resource
management & labor productivity: Does industry matter?," Academy of
Management Journal, 48, 1, 135—145, 2005.

[13]. E. Babakus, G. W. Boller, "An empirical assessment of the SERVQUAL
scale," Journal of Business Research, 24, 3, 253-268, 1992.

[14].R.G.Richey, A. S. Roath, F. G. Adams, A.Wiel, "A responsiveness view
of logistics and supply chain management," Journal of Business Logistics, 43,1,
62-91,2022.

[15]. P Kotler, Marketing management: Analysis,
implementation, and control. Prentice Hall, 2000.

planning,

[16]. M. Rizan, A.Warokka, D. Listyawati, "Relationship marketing and
customer loyalty: Do customer satisfaction and customer trust really serve as
intervening variables?," Journal of Marketing Research and Case Studies, 2014.

[17]. N. Gorla, T. M. Somers, B. Wong, "Organizational impact of system
quality, information quality, and service quality," Journal of Strategic
Information Systems, 19, 3, 207-228, 2010.

[18]. V. A. Zeithaml, M. J. Bitner, D. D. Gremler, Services marketing:
Integrating customer focus across the firm. McGraw-Hill, 2010.

[19]. R. L. Oliver, R. A. Westhrook, "Profiles of consumer emotions and
satisfaction in ownership and usage," Journal of Consumer Satisfaction,
Dissatisfaction and Complaining Behavior, 6, 12-27,1993.

[20]. M. Holweg, "Design of responsive supply chains under demand
uncertainty," International Journal of Production Economics, 104, 1, 1-14,
2005.

[21]. L. K. Duclos, R. J. Vokurka, R. R. Lummus, "A conceptual model of
supply chain flexibility," Industrial Management and Data Systems, 103, 6,
446456, 2003.

[22]. N. J. Aquilano, R. B. Chase, M. M. Davis, Fundamentals of Operations
Management. Irwin, 1995.

Vol. 61 - No. 6 (June 2025)

[23]. D. J. Bowersox, D. J. Closs, T. P. Stank, 21st Century Logistics: Making
Supply Chain Integration a Reality. Oak Brook, 1999.

[24]. G. A. Zsidisin, M. D. Voss, M. Schlosser, "Shipper-carrier relationships
and their effect on carrier performance," Transportation Journal, 46, 5-18,
2007.

[25]. G. Tontini, J. C. Da Silva, E. F. S. Beduschi, E. R. M. Zanin, M. D. F.
Marcon, "Nonlinear impact of online retail characteristics on customer
satisfaction and loyalty," International Journal of Quality and Service Sciences,
7,152-169, 2015.

[26]. T. P. Stank, T. J. Goldshy, S. K. Vickery, K. Savitskie, "Logistics service
performance: Estimating its influence on market share," Journal of Business
Logistics, 2755, 2003.

[27].H.Zhou, G. Sun, S. Fu, X. Fan, W. Jiang, S. Hu, "A distributed approach
of big data mining for financial fraud detection in a supply chain," Computers,
Materials and Continua, 1091-1105, 2020.

[28]. K. Savitskie, "Internal and external logistics information
technologies: The performance impact in an international setting,"
International Journal of Physical Distribution and Logistics Management, 454—
468, 2007.

[29]. J. Mohr, R. Spekman, "Characteristics of partnership success:
Partnership attributes, communication behavior, and conflict resolution
techniques,” Strategic Management Journal, 135—152, 1994

[30]. S. Rose, N. Hair., M. Clark, "Online customer experience: A review of
the business-to-consumer online purchase context," International Journal of
Management Reviews, 24-39, 2011.

[31]. C. C. Bienstock, M. B. Royne, D. L. Sherrell, T. F. Stafford, "An expanded
model of logistics service quality: Incorporating logistics information
technology," International Journal of Production Economics205—222, 2008.

[32].R. L. Gorsuch, G. D. Venable, "Development of an age universal I-E
scale," Journal for the Scientific Study of Religion, 181-187, 1983.

[33]. Nguyén Dinh Tho, Phuang phdp nghién ciu khoa hoc trong kinh
doanh. Nha xuat ban Tai chinh, Ha Noi, 2013.

AUTHORS INFORMATION
Nguyen Thi Mai Anh', Vu Dinh Khoa', Dong Van Toan?
1School of Economics, Hanoi University of Industry, Vietnam

2Students of School of Economics, Hanoi University of Industry, Vietnam

HaUl Journal of Science and Technology | 17



