NGHIEN CUU & PHAT TRIEN

Chat Iugng dich vu
|ap dat dong hd nudc
tai TP.Ho Chi Minh

va mot so giai phap

BUI NGUYEN HUNG & VO KHANH TOAN

Nghién citu dinh tinh duc strdung dé kham pha, diéu chinh
va b sung cic thang do. Nghién ctiu dinh lugng dudc sit dung
véi kich thude mau 12 153 dé kiém dinh mo hinh thang do va
m® hinh Iy thuy&t. Két qui kiém dinh cdc thang do va md hinh
I§ thuy&t ¢6 3 thanh phén ning luc phuc vy, ddp ting ti lap mat
duting va phung tién hitu hinh gidi thich cho chat lugng dich
vu. Va sy hai 1ong khéch hang duge giai thich bdi cdc thanh
phin clia chal lugng dich vu va gid ca. St dung biéu dd
Ishikawa va 4P d€ xéc dinh v nhém cic nguyén nhan lam cd
s cho viéc dua ra 11 gidi phap ci ti€n nham ning cao chit
lugng dich vu Idp dat dong hd nude ¢ Chi nhanh Gia Pinh
~TP.HCM.

1. Gi6i thiéu

Chuyén sang nén kinh (& dich vy dang [a van d¢ ma
TP.HCM dang quan tam. Viéc tim hi¢u vé dich vu, quan I\
dich vu va chéit lugng dich vu 12 tién dé cho wcc phét trién dich
vu mdt cich vilg chic. Trong thii gmn gin day, chiit lugng
clia mt s& dich vu cong di c6 nhiing i&n bd cin ph(u duic ghi
nhan, ty nhién cic O chic nhd nude (cdng quycn) con rit
nhi¢u vigc phii lam d€ thoi man khach hang ctia minh. Mudn

viy, phai hi€u chit hrdn;: ctia dich vu cia minh dang cung cip
[a gi? Va lam sao d€ nang cao n6? Nghién ciu nay [ nhim di
theo huéng do.

C6 hai md hinh thong dung dugic ding d€ ddnh gid chat
lugng dich vu 1a md hinh Gronroos (1984b)_ cho ring chil
Iugng dich vu duge ddnh gid trén hai khia canh, (1) chit lugng
k¥ thuat va (2) chit ugng chic nang; va md hinh Parasuraman
et, al. (1985)_ chat lugng dich vu duge danh gid dyia vao nim
Kkhdc biét ( ;,ap) Nhung ¢6 1& md hinh Parasuraman et, al duc
sit dung ph bi&n han ca, béi tinh cu thé, chi tiét va cong cu aé
dénh gid ludn dugc tc gia va ddng nghiép ki€m dinh va cip
nhat.

MO hinh nam thanh phan SERVQUAL da duic sit dung
rong rai (Asubonteng ct al., 1996; Buttle, 1996; Robinson,
1999). Dich vu bin 1é v6 xe (Carman, 1990), khach san (Salch
and Ryan, 1992), du lich va it hanh (Fick and Ritchie, 1991),
dich vu bao hanh xe 6-10 (Bouman and van der Wiele, 1992),
dich vu thong tin (Pitt et al. 1995), gido duc chit lugng cao
(Ford et al. 1993; McElwee and Redman, 1993), bénh vién
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(Johns, 1993), kiém todn (Freeman and Dart, 1993), hang
khong (Frost and Kumar, 2000), cung cp thic in cho hanh
khéch trong linh vuc hang khong (Bakus et al., 1993a), chinh
quyén dia phuong (Brysland and Curry, 2001; Wisnicwski
2001; Scott and Shieff, 1993), K&t qua kiém dinh trong cic
nghién ctu cho thay:

® Chillugng dich vu khong 8n dinh trong cac thanh phin
ctia chit lugng dich vu, n6 thay ddi theo bdi cinh, loai dich vu,
tai cac thi rubng khéic nhau thi khac nhau.

® D) tin iy bi han ch€ bdi vige sir dung diém khéac biét
(gap scores) d€ danh gid chal lugng dich vu.

Chalt ludng dich vu Ia nguyén nhin (ngudn géc) 1ao nén
su hai long khich hang.

Hién van chua c6 dudge suthdng nhil gilta cic nhivnghién
citu vé cde khdi ni¢m, nhung da s6 cdc nha nghién ciu cho ring
gitta chiit lugng dich vu va hii long khach hang c6 mdi lién hé
vdinhau (Cronin and Taylor, 1992; Spereng, 1996). Tuy nhién
¢ ril it nghién cu @p trung vio viée ki€ém tra mic do gii
thich ctia cdc thanh phan clia chit lugng dich vu doi véi su hai
long khach hang, dic biét trong ting nganh dich vu cu thé
(Lassarctal. 2000). Gid ca duge xem nhu' nhan thiic cia ngudi
tiéu diing vé& viéce tir bd hoic hy sinh mot cdi gi do dé dugic sd
hitu mot sin phdm hoiic mot dich vu (Zeithaml, 1988). Mot
trong nhiing phutdng thic d€ thdng tin (quing c4o) ra bén ngoai
vé dich vu I gid ¢ cta dich vy (Zeithaml and Biter, 2000).
Trong khi dé anh huding cha gid vao suhai long khich hang it
nhan dugc sy quan tam cta cuc nha nghién ciu, hdn la cic
nhiin (& khéc (Spreng, Dixon, and Olshavsky, 1993; Voss el
al., 1998; Bolton and Lemon, 1999; Varki and Colgate, 2001).
Zeithaml and Bitner (2000) cho riing gid clia dich vuc6 thé inh
hubing rat I6n vao nhan thic vé chat lugng dich vy, hai long va
gid tri.

Vi thé, mdt viin dé dit ra phai nghién ciu thém v& mdi
quan h¢ cdc nhan 18 ctia chit wdng dich vu véi mite do hai long
khich hang Ging v6i mot linh vuc cu thé nhu dich vu Iip dat
ddng hd nudc.

Vi Iy do nhur the, gid thiél riing gitta hai long khich hing
va cdc thanh phén (dimensions) clia chil lugng dich vu ¢6 mdi
quan he :

H1. Khi mic do dip g dugc khich hang dénh gia tang
hoac giam thi mic do hai long ctia khach hang s€ ting hodc
giam ludng tng.

H2. Khi niing luc phuc vu dude khich hang dénh gid ting
hodc gidm thi mdc do hai long cta khéich hang s tang hodc
gidm wiong ting.

H3. Khi muc dd tin ciy dugc khich hang danh gid tang
hoiic gidm thi mic do hai long ctia khich hang s€ ting hoac
giam twidng ting.

H4. Khi mite do ddng cam dugic khdch hang ddnh gid ting
hodic gidm thi mie do hai long clia khich hang s€ ting hoac
gidm widng (ng.

HS. Khi phuong tién hitu hinh dude khich hang dénh gid
ting hogc gidm thi mic do hai long clia khach hang s€ ting
hoiic gidm wiong Gng.

H6. Khi gid ca dude khach hang cam nhin cao hoic thiip
thi mie do hai long cta khiach hang s€ gidm hodc ting wong
ng.
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Vi céc gia thuy&t dugc trinh bay & trén, md hinh If thuyét Biing phuidng phap chuyén gia va thdo lun véi céc khdch
thé hién m&i quan h¢ gitta chit lugng dich vu, gid ci va hailong | hang chiing ta ¢ céc thang do da dugc hiéu chinh nhu sau:
khach hang dugc trinh bay nhu hinh sau: Thang do chit lugng dich vu

Hiii long k. hang

Cim thong

P.tién hitu hinh

2. Phuong phap nghién ciu

Thang do dich vu lip dat dong hd
nudc theo thang do SERVQUAL cua
Parasuraman et al hiéu chinh:

Tin cdy (REL)

1. Chi nhanh c&p nudc thuc hién ding
quy dinh vé thdji gian nhu da thdng béo

2. Khi khéch hang thic mic hodc
khi&u nai, chi nhanh gidi quy&t thod dang.

3. Chi nhénh thdng bdo kip thdi cho
khdch hang khi c6 sy thay ddi trong qud
trinh thuc hién.

Dép ting (RES)

4. Khi khach hang cin sy gitp dd, chi
nhénh rit nhiét tinh gitip do.

5. Nhéin vién tai chi nhanh phuc vu
khach hang chu dao.

6. Nhan vién tai chi nhanh bao git
cling to ra lich sy, nha nhan véi khach hang,

Niing luc phuc vu (ASS)
7. Nhén vién khio sat (thiét k&) cla

Sd db nghién citu chi nhanh ludn 13 ra lich sy, nhé nhin khi trao doi v6i khach

A

PIEU CHINH THANG PO hang.

Ly thuy&t vé:

Chilt lugng dich vu, gia cd ] | Phing vin thit 1
va hai 1ong khéch hing. —"| Thang do _1 l—‘—'[ .

Phén tich hé s& Cronbach

| Ki€m dinh thang do
anpha,

- - Phin tich hé s& twong quan.
r Kiém dinh mo hinh ] Phén tich hdi quy da bién.

- Phudng trinh hdi quy.
[ Xdc dinh vA nhém cic ] Théng ké mé .
nguyén nhin :
Phéng vin tryc tép.

Biéu d6 Xudne c4. 4P.

y

Xy dung cdc gidi
phép cdi tién
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8. Thdi gian tai 1ap mat duding sau khi
thi cdng hoan tt Ia nhanh chéng.

9. Nhan vién Hp dat dong hd (thi
cong) ctia chi nhinh thuc hién cbng viéc
thiu ddo, khong doi hoi...

10. Nhén vién ti 1ap mat dudng thuc
hién cong viéc k¥ cang.

11. Nhitng hu6ng dén clia nhén vién
lam khéch hang yén tam.

Cém thong (EMP)

12. Chi nhénh thé hién sy’ quan tim
dén yéu ciu chia khich hang.

13. Chi nhanh chi § d&n diéu khach
hang quan tdm nhat.

14. Chi nhanh xem khéch hang Ia
thugng dé.

15. Thdi gian lam viéc ctia chi nhinh
thuén tién cho khich hang.

Phuiong tién hifu hinh (TAN)

16. Bang hudng dan céc phong ban
lam viéc cha chi nhénh o rang.

17. Bang hudng din cac thi e dé
thuc hién mot hd sd dé hiéu.

18. Nhin vién tai quay nhén don clia
chi nhanh An méc lich su.

19. C4c gifly & kem theo dé dang c6
dugc.

20, Cic biéu mau dé hiéu, dé dién.

21. Khu vuc ti€p khach hang tai chi
nhénh tréng lich su.

25



NGHIEN cUU & PHAT TRIEN

Thang do gia ca (PRI)

Thang do gid ca cia nghién ciu nty duge xay dung dua
trén cd s3 do lubting vé gid ca clia Mayhew & Winer (1996),
Winer (1986), va dudc hi¢u chinh:

1. Khach hang nhin dugie chat lugng [p dat ddng hd nute
wiong xiing véi s& tién khich hang da tra.

2. S¢ tién khich hang da dong phit hap véi thu nhip clia

gia dinh khich hang.
3. S& tién thuc 1& khich haing déng thap hon so véi khich
hing nghi.

4. S& tién lp dit mot dong hd nude thilp hon so véi Ip dat
mdt dong hd dién (hodc mot dién thoai ¢d dinh).

Thang do sif hai long ctia khéch hang (SA)

Thang do s hai long ctia khiach hang dudge xay dung dua
trén ¢d sd do luding su hai long cta Fomnell, Anderson, Cha,
and Bryang (1996) va Hayes (1994), va duge hiéu chinh:

1. Gid Idp dat

2. Thafi gian tir e ndp don dén khi ¢6 nudc vao nha.

3. Thdi gian (i 1ap mat duting.

4. Cung cich phuc vu ctia chi nhanh.

DANH GIA CAC THANG PO VA PHAN TICH
NHAN TO

® Thang do chit lugng dich vu:

Cac thanh phin trong chit lugng dich vu: tin cdy, ddp tng,
nang lic phuc vy, cam thong va phudng tién hitu hinh ¢6
Cronbach alpha 16n hon 0.8 va ¢ic hé sO wiong quan Eng bién
thap nhit 1a 0.399. Theo Nunnally & Burnstein, 1994, thi cic
bin c6 hé s6 twidng quan Eng bién nhd hon 0.3 s& bi loai. Nhu
vily, 1l ca cdc bién ding d€ do luding cdc thanh phan nay déu
duge str dung trong phén tich nhin (6 G€p theo. Tuong tw hé s&
Cronbach alpha clia thanh phin gid ¢ 12 0.8 14 kha cao, cic hé
sO wong quan ng bién nhd nhit 1 0.62. Thang do khai niém
hai Iong khdch hang lan lugt 1a 0.816 0.464. Vi (h€ Gt ci cic
bién déu duge str dung trong phan tich nhin & tiép theo.

® Phiin tich nhan o:

Phan tich nhén & dude xem [a thich hdp khi: gia tri hé s6
Kaiser-Meyer-Olkin KMO 0.5 (Othman & Owen, 2002); gia
tri h¢ $0 chuyén tdi clia nhén tO (factor loading) 16n hon 0.4;
eigenvalue I6n hon 1 va phuong sai wich 16n hon 50%

5. Tom lai, k};li’lt.‘h hang hoan toan hai e e B G [ o e (o
long vcjizdich vu lap dat dﬁng_ ho nue. SO s I
mf\u YRR _T{;[,(?NE‘T[‘\'hMAEJ by [P ténhatubioh S 1200 1500 | 39608 | 50474 |35 | o560 | 164
i uéiIJ] : (}FE:; : flﬁlirl a;:, l; lg(;r;j trr)nr‘:g Phudng ti¢n htuhinh 3 | 100|500 | 3.9020 | 69552 | 484 |-1.173 | 3.594
phiin tich nhan (6 EFA, ciin 5 quan sdtcho | | -Phtng tién houhinh4 | 100 1500 | 38497 | 70408 | 497 507 | 1.794
bin do Iuing va s& quan sit khong dudic d. | Phudng tién hubinh6 | 100|500 [ 38105 | 66641 | 444 |-711 | 1.878
M hinh dang nghién ctiu ¢6 30 bi€n, vdy | Phudng tién hiruhinh2 [ 100|500 [ 37908 | 72233 | 522 [-935 | 1.683
kich thuSc mau 150 [a chdp nhdn dude. | Nang e phue vu 2 Loo |500  |37697 | 78454 |.616 | -903 | 1072
Vi 56 th da g6 gl 600 ket qud hOi | b tien haubioh 1| 100 {500 | 37550 | 76565 | swe | -sis | 1537
dap 178 (ty 1€ 29.7%), wong 6 €025 MaU gy phye vy | 100 so0 |36776 |ssss0 [ so |72 | 319
g:gftﬁlt)ﬁzi;:g :::,F Iﬁ'?l éh'; il;lgl‘l}\:fl::n:,g ; Ning I phuc vu 5 1.00 5.00 36645 | 89105 | 794 -821 ] 452
dutde duia vao ph&n tich la 153 “LS" & 86%). Ning lye phuc vy 3 1.00 5.00 36078 | 97492 950 -.826. | .266
Trong d6, khach hang nam chiém 53.6%, | Biping 2 100|500 | 35695 | 90561 | 820 |-619 |.156
nit 34%:; dudc hoi dap tir 14 quén, rong d6 | Tin ciy 1 100, | so0  [35695 [ 1.00339 | 1007 | -615 | 408
quén Binh Thanh ¢6 y 1¢ hdi ddp cao nhat | Cim thong 4 100|500 [35s56 | 85754 [.735 |-714 | 477
(25.5%) va quan 5 ¢6 ty I¢ hoi dip thap | pp g | 100 1500 | 34867 | 9a6d6 | w96 | -250 | -8y
nbal (0.7%); khich hh"% mﬁ'l l,“h‘*}ff 60 | i mane ) 100|500 |3a671 [0 s |Laes |7y
tglcu'::ﬂl]v dig 5:; E&}l\fz??[;slfg)'hih;;g_ 6‘;:): Tin ciy 2 L0 [500 [34459 | 9av64 |02 | -519 |.022
trinh do dén trung hoc (7.8% ). Thu nhap i Cidm thong 2 1.00 5.00 3.4408 | 98151 | 963 | -258 |-716
nim trim dén mot tricu ¢ ¥ 1¢ cao. nhat | Tineiy 3 LOO [ 5.00 34392 [ 101168 | 1.023 |-.771 |.014
35.3%, trén hai tricu (9.8%).  Cim thong 3 LOO_ 500 | 30067 | 104590 | 1.094 | -085 |-566
5 Bip ting 3 oo | 500 {28421 | 120212 | iads [ 239 |-1159
& K?h gllf o (X bing bon) | DAREIE e v Loo | s00  [28235 | 123607 1528 | 066 |-1152
K&t q‘?u 4 théng ké & bing b th gy (Gl 100 {500  [34379 | 98562 | 971 | -.63Y | -316
phin 16n khich hang cling chua duge | Gid2 100|500 [36275 | mso21 | 775 |-718 | 229
hai 1ong vé dich vu 1£p dat dong hd [ Gid3 100|500 [31342 | 94195 | 887 [-223 |-466
nude. Tuy nhién k&l qud ¢6 dau hiéu | Gidd 100|500 | 3.2267 | 99088 | 982 | 428 |-.220
khd quan. Phin phdi clia cdc bi€n quan | pai long 4 oo Isoo | 36067 | 82655 | 683 | 3x3 |07
séttrong thang do nay cting dudc ki€m |y, s 100|500 [3sevs | oaasy | w73 | o677 | 207
tra thong qua gid i Knewncss, P ) 00 500 [ 3ass2 [ ooss | osr | osss [ -ow
Kok pala vl oy Sk Etlstomra Hai long 2 Lo 500 | 33487 [1.09339 | 119s | -361 | -654
Hai long 3 Loo | so0 | 28224 | 112822 | 1273 |32 | -864
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(Gerbmg & Anderson, 1988); khic bi¢t gid tri h¢ sO chuyen tai
clia mOt bi€n trong cac nhan & khong nhé han 0.3 dé dam béo
gid tri phan biét gilta cdc nhin 16 (Jabnoun & Al-Tamimi,
2002).

K&t qua cho thily bon thanh phén tin cily, dap tng, ning
Iuc phuc vu va cadm thong khong dat gid tri phan bigt. Co thé v
mat 1y thuyet thi phan biét la bon thanh phan nhung doi véi
dich vu lip dat ddng ho nude 1a mot dich vu rat dic bigt, khach
hang thuting chi yéu cu lap dat ddng hd mudc chi mdt hai lin
trong doi, nén mdc do glao dich véi ctia khach hang vdi chi
nhinh rét it, va nha cung cip lai 1a doanh nghxep nha nudc doec
quyén, Khach hang dang & lrang thdi tir “khong™ bao nhicu
niam chuyén qua trang théi “c6”, cho nén khich hang khong aé
y dén swkhac bigt gm’a céc khai niém, min sao Iip duge dong
hé nuide. Vi thé bdn khai niém nay chi nhom lai thanh hai khii
niém.

Vi $a0 lai khong phai 12 mdt ma lai 2 hai, bdi thyc (€ theo
st phan cdp clia S& giao thong cong chanh TP.HCM, phén tai
1ap lai mit duding do mot don vi chifc ning khac thye hién, cho
nén khi khéich hang dugc lﬁp dat ddng hd nudc xong, nhing
don vi t4i 1ap miat duding rét Jau mdi thyc hién cong viee 1ai lap
mit duding hoc khong thuc hi¢n hién nhat [ nhitng nhiing dia
chi & cic hém sau, khé tim, khach hang ddi lau qué t ho thic
hién viéc tai lap. Vi l§ do d6 khach hang phan biét rd hai bi€n
v6 va v10_thdsi gian t4i 1ap mat dubing sau khi thi cong hoan tit
va nhin vién t4i Ip mat duting thuc hién oong vige ky c?.ulg
Hai bién naty dugc nhém lai thanh mot nhan 6 ¢6 h¢ 6 §chuyén
tAi rét cao (0.803, 0.845).

Nhén & phtrdng tién hitu hinh, ciing duge phéan biét, c6
thé vi lién quan dén thi te gidy 1, dén nhitng gi khich hang
6 thé Lhay ducic khi ti€p can chi nh4nh. Trong d6 dac bi¢t [a
thil tuc gifly 1, day Ja mot vin d& hiu nhuda sd khéich hang (k&
ca chung ta) khi i€p xdc véi cic od quan Nha nudc néi chung
du “rdt &n Wigng” vai “gidly .

Qué trinh phén tich dudc lap lai nhung ding phlrdng phép
trich Principal components v6i phép xoay Varimax, két qua
ciing ba nhén (& duige trich. K&t qua nay cling ¢8 thém két lun
ctia Babakus and Boller (1992) and Cronin and Taylor (1992)
I nhiing nhan t& cia chit ligng dich vu c6 thé thay d6i thy
thudc vio nganh hay linh vuc ngl'uen ciiu.

Té6m lai, 20 bi€n quan sat dé danh gid cic bién tiém &n
ctia céc thanh phén chat lugng dich vu dugc trich thanh ba nhan
o, ngut‘n thuc hién tam dit tén: nang luc phuc vu (RES) gdm
12 bién quan sat; phudng tién hitu hinh (TAN), gdm 6 bién
quan st va dp ting t4i 1ap mit dutng — TLMDP (ASS), gbm?2
bi€n quan sat.

Tlrdng o, cac bién clia thang do gid ca va hai lbng clia
hang déu dat yéu ciu cho cc phén tich i€p theo. Vi ta c6 md
hinh diéu chinh nhu sau:

Sau khi phén tich tong quan (hé sO Pearson) va héi qui,
R2 hiéu chinh ¢6 gid tri 0.651 (khd cao) vdi mic S( nghia 0.00,
nghiia 12 bon bién doc 1ap RES, TAN, ASS, PRI giai thich 65%
bi&n thién clia bién phu thude SA. Piéu dé ching o két qua
ctia dif liéu thu thip dudc gidi thich khd Ot cho md hinh. Kiém
dinh Durbin-Watson cho thily phin du ¢6 tudng quan thuin va
phéin du déu dat yéu ciu. Phuting trinh hdi quy dugc trich theo
cdc he s6 chudn héa beta nhu sau: (hinh bén)
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SA = 0303*PRI + 0.344*ASS + 0.197*RES +
0.198*TAN

Phéan tich ANOVA

Theo két qu?i phin tich ANOVA:

- Giita tudi clia khdch hang véi cht lugng dich vu, gid ca
va hai long khach hang, ¢6 su khéic bigt trong cAm nhan vé
nang luc phuc vu. Nghla [a khich hang c6 wdi khic nhau cim
nhan khac nhau vé dich vu ho nhiin duic. Khong c6 dii cd s dé
khéing dinh c6 sut khic biét c6 ¥ nghia gitta dap ufng t4i lap mat
duting (ASS), phudng tién hu'u hinh (TAN), gid ca (PRI) va hai
Iong khéich hang (SA) véi tdi clia khich hang.

- Giiita gidi tinh va cdc nhan 8 cho thiy khong c6 swkhac
biét. Nghla 12 khéch hing nam va nif cim nhan vé dich vu lip
dat ddng hd nude nhir nhau.

- C6 sy khéc nhau gitta hoc van clia khich hang véi
phuong tién hitu hinh (TAN). Phii chang day I nhan © phan
nao lién quan dén cc hudng din clia nhan vién va céc loai
gidly 13 kém theo ma céc khdch hang ¢6 trinh do khéc nhau
dénh gid khic nhau vé& chét lugng dich vu.

- Khong cho thaly ¢6 su khcbi¢tco ¥ nghia gitia thu nhap
chia khéch hang vao swhai long vé chit lugng dich vu va gid cd.
Nghia la khich hang c6 mic thu nhap binh quan diu
ngudi/théing cao hay map déu cim nhan vé mic do hai long
nhu nhau khi 1dp dong ho nud.

4. Nguyén nhan va giai phap

Sau khi xéc dinh céc yeu 18 Anh hudng cling nhu mic do
inh hufjng ciia cdc yéu 16 nay lén chat lugng dich vu lap dat
ddng hd ml’é'(. chiing oi xét t6i gid tri trung binh ctia cic bién
trong céc y&u 6 trén nham xay dung mot thit o wu tién t6i cdc
véin d& cin phai xem xét nhiim nang cao d9 thod min ctia
khéch hang. Trudc khi dua gidi phap cy thé, chl’mg toi chon chi
nhnh Gia Pinh d€ ngh:en ctiu cu thé. PE truy im nguyén
nhan chiing ta st dung k&t hop biéu dd Ishikawa, 4P (Provider,
Procedure, Product & Problem), phl.rdng phap chuyén gia v6i
cAcqui trinh cung cip dich vu Ip diit dong hd nu6ic hién tai clia
chi nhanh Gia Pinh. Va sau day Ja cic nguyén nhén cu thé :

PROVIDER (nha cung ¢ap dich vu)

@ Nhin thifc ctia nhin vién,

® Cim thong vdi khich hang.

e Kién thic, k¥ nang, kinh nghiém clia nhén vién.

@ Thicu tp trung rong cong vi¢c.

Ning lire phue il
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® K¥ ning lam viéc nhom.

® Hu6ng din ctia nhan vién qud nhanh.

@ Chua lam hé&l trich nhiém.

@ Thiéu nhan lue.

® Thu nhép chua cao.

@ Cich thitc nhan hd so.

PROCEDURE (qui trinh thyc hién dich vu)

® Quy dinh nha nudc.

® Mot s diéu khodn “ciing” trong quy dinh k¥ thuft.

® Quy trinh chua ki€m sodt chit ché, hi¢u qua.

® Chua vi tinh héa cd s dit licu.

® Cjc thong tin hudng dan chua thuin tién.

® Su phdi hgp gitfa céc bd phéan trong va ngoai cd quan
vdi nhau chifa hiéu qua.

PRODUCTS (céc san pham gén lién véi dich vu)

® Phu thude vao cong ty, vao don vi khic (tdi 1ap mat
duting, giam sit).

@ Pic thi ctia nganh, kho sita chita

diing & mic “binh thuding ™ ma cn phai nd luc nang cao ning
luc phuc vu hon nita méi hy vong nhén dugc su l"mg hd tir phia
khich hang néi riéng va tir nhan dén thanh phd néi chung. C6
thé, cic chinh sach, dé 4n Llld cdng ly (ting gid nude) hy vong
dude khach hang “chia sé¢™ va e chap nhan hon,

Vé cic thang do

K&t qua ki€m dinh thang do cho thily cdc thang do déu dat
do tin cily va gid tri cho phép. Tuy nhién nim khi niém ctia
1hdng do chit lugng dich vu tin ciy, ang Iuc phue vy, dép dng,
cam thong va phuong tién hitu hinh gdp lai thanh ba thanh
phén ning lyc phuc vu, ddp u'ng (aj lap mat dudng va phudng
tién httu hinh. Nhu vy ¢6 thé vé mat 1y thuyét nam khai niém
phan bi¢t, nhung trong finh vuc dich vy Idp dat ddng hd nude
muic do giao dich Iip lai clia khdch hang rit it, nén han chc
phan no trong viée phin biét cac khai niém (c6 vé nhu gin
gidng nhau). Khai niém gid ¢i cling dude khiing dinh. Cac két
qua rén ¢d cdce ¥ nghia:

hogc thay th€, wdi tho cao, phai ki€m dinh, Gidi phép Thii | Mife | Nhom Bidn lién quan | Nhin
phai nhép khau, gid cao... gian | do 1
PROBLEMS (kha ning giai quyét :‘:d i
céc viin dé bit thuoing) - :
® Cich thic gidi quyét cdc loai g [LRONG DOANH NGHIEF
ng‘u (h(k) sc7, |h1f:’|_ k{::‘ gla’}' phép dao dlrf}ng‘ 11 Ciii tién va thay the cie noi Ngi\iﬂ Rl | Procedure | vi6, w17, viY, TAN
thi cong) dung hudng din. han khi v20
LR B oo S thi
® Kho kiem sodt khi ndo khach hang = — S
ndp don 2. | Thay ddi nhan thic cia nhin | Ngin | Rt | Provider v2, v, v5.v7, | ASS
Y e AT A vién, han | khd v, V9, Vi,
® Khich hang khd, cling nhudo tam thi V2 vI3 vid
Iy. S s 3, | Cong khai mot sa diéu khotin | Ngdn, | Khi | Procedure, | w1, v2, v3, v6, | RES,
® Phudng tién lin lac. dé gay hi€u lim ngi khiich trung | thi [ Produet, | v8.v11,v12, | ASS,
® Mdy moc thi cong. hitng trong cdc quy dinh, cong | han Problems [ w13, vl4v22 | PRI
® Khong ducc thi cdng ban ngay cdc khai Ij trinh val thifi gian gidi
dia chi mat tién . quyét cie hiy so vadi khiich
a R . hing.
@ Chua c6 phuong an “phoi hap ™. : =
® 5_— he 5 LI{ S P - I o 4. | Bua cie cong cu thong ke de | Dai Khi | Procedure | vl,v2, %3, vI3 | RES
. N‘m P ;ng AILENIGE:"IN6E CHIE. - Ri€m soil qua trinh, han thi
ai hié Ung. 3 :
. g(,)n_.,, I<_;I'I _lm'( ng 5. | Thong bio thuiing xuyén cic Ngin | Kha | Procedure, | v2.v3, v11, RES,
Qud l‘}l ho sd. - S Khu vire ¢6 duwiin lip dit Gng han thi problems. | vI3, vid PRI
va cdc giai phip ching 161 dé nghi doi cii cho 13 din phd, phidine,
véichinhinhva cicbd phin iénquanla: |6 | Gigi quyét hi s qud i Nein, | Khi | Procedure, | vi,v3, vi1, v13| RES
Trong nghién ciu nay ching 16 trung | thi | problems,
khong chi sdp theo thit wr uu tién cdc gidi han
phap (nhu trong bang), ma ching i con | 7. | Hudn luyén ky nang giao uép | D Khi | Provider [ v2,v4, v5,v7, | RES
tinh todn chi phi d€ thyc thi cdc gidi phap Khich hing. han | thi V8. vY, Vi,
niy ’ vi2ovl3, vi4
‘ 8, | Quan iy luwtr cde hd semang| Dai | Kb | Procedure;
5. Két luan It biing mdy tinh hun thi | Provider,
’ e PP roblems
Ve thong ké mo ta ~ - ; ke
K&t qua thdng ké md i cho thily mitc | BENNGOAI DOANH NGHIEP : e
dochat lugng dich vu, gid ci va hai long vé | 9. | Mién phildp dat ddng hd nude, | Dai l;l_ui Product v;; v23,v24, | PRI
dich vu Iip dat dong ho nudc tai cong ty & ol =
miic binh thuting. Trong d6 cé mjt vai yéu | 10. | Chi dong vé vii e Dii | Khi | Procedure, | vl v3, vI3, v22| RES,
it n e i e . f i P A PRI
10 dudi mic binh thuting. Piéu d6 ngu § ST P::E;:M
fing khach hang phin nao “cim thdng” ; .
I‘cli!c kj’latﬂl-l;%,p IL S W lg 11. | Phin cip cho chi nhinh hoae | Dai It Procedure, | vi, v3, w6, v10, | RES,
vdi nhiing khd khiin hiCn nay cua cong ly. nhdn din w thyc hién Gilip | han [ khi [ Product | vi3,v22,v23, | ASS.
Nhung dé ¢ duge hinh anh tin cdy ndi mit ducing cic hém tring xi thi | Problems | v24, v25 PRI
khéch hiang trong thdi gian 8, chi nhinh miing, nho.

2 A . ~ . ~ g
néi riéng va cong ty ndi chung khong the
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Mot 1a, vé mit nghién ciiu, nghién ciu ndly gép thém
phén khing dinh cdc nhiin dinh ctia céc nha nghién cliu trude
d6 Ta cac thanh phiin chilt lugng dich vu khong 6n dinh, wy
thude vao linh vife nghién ciiu, Hai [a, do Iuting cic bién iém
4in bing nhiéu bién quan sdt s& lam ting gid tri va dj lin iy clia
vige do lubing. Ba la, cic nganh dich vu khic nhau ¢6 nhiing
dic diém khic nhau nén vi¢e hi¢u chinh mot s& khai niém
trong cac thang do cho phit hdp vai timg nganh, ting thi truding
nghién ctiu 1a ciin thi€l. Bén 13, gdi § cho cong ty cap nude,
ciing nhr cic 18 chic lién quan dén dich vu khong thé danh gid
chitt lugng dich vu, gid i va hai long mdt cich chung chung Ja
dich vu hodc gid ldp diat nity cao hay thip... ma phéi duge ddnh
gid thdng qua nhitu bién quan sdt, ciing nhu nhiéu khdi ni¢m
¢6 lién quan véi nhau. Néu khodng danh gid mot cich khoa hoc
thi két qua ¢6 thé bi sai I¢ch va s khong dat duge hiéu qua cho
viée 1ap trung ngudn e d€ “chita tri " cic nguyén nhan hodc
trong viéc phin tich, ddnh gid... s hii [ong cla khich hang vé
dich vu do doanh nghi¢p cung cip.

Vé md hinh I thuyét

K&t qua md hinh 1§ thuy@t cho mt so k&t luan:

C64 thanh phiin gdp phiin gidi thich cho syrhii long khdch
hang, trong d6 ¢6 ba thinh phin cta chit lugng dichvu va mot
cia gid ci. Nhung mife do gidi thich clia cic thanh phén 12 khéc
nhau, trong d6 thanh phiin ning Iy phuc vu (RES) ¢6 énh
huting nhi¢u nhiit k& dén I gid ci (PRI), phudng tién hitu hinh
(TAN) va cudi cling I dip ting i lap mit dubing (ASS). Biéu
nay ngu ¥ ring d€ tao s hai long cho khich hang, rong giai
doan hién nay cong ty nén uu tién @p trung ngudn Iue vao cai
thién hai thanh phiin RES, PRI, k& dén ASS va TAN.

K&l qué nghién ciiu g6p phiin thém vao viée khiing dinh
cic nhin dinh ctia cdc nhit nghién ciu trude do 1a cdce thanh
phéin ctia chit lugng dich vy ¢ miie do gidi thich khic nhau doi
V@i hai long khach hiing cling nhur hai long khiach hang ducsc
gidi thich bdsi nhiéu y&u 15 khdc nhau ngodi chat lugng dich vu.

K&t qué phin tich ANOVA chuia cho thily ¢6 su'khic biét
¢6 ¥ nghia gitta cdc doi wigng khach hang khic nhau trong viée
cAm nhiin chat lugng dich vu, gid ¢ va hai long. Diéu nity ham
¥, ¢6 (hé hién nay do khach hiing dang G trang thdi “khong”
chuyén sang “c6™ nén sy hai [ong 12 nhu nhau cho céc doi
wiong khach haing khic nhau. Nhung trong tiong lai gin cong
ty nén chti § vio sit khdc bigt gitta cdc doi wigng khach hang
trong vi¢e phuc vu dé khich hang cam nhin nhi ¢ sir cim
thdng, chia s¢ lam ting mide do hai long.

Gia c Ia y&u (& rfil nhay ¢im vdi khich hang va ¢d anh
huting ddng k& vao s hai long khich hang. DiCu nay gdi cho
cdng ty trong viée xay dung cde dé 4n c6 lién quan dén gia,
phi..nén nghién cu k¥ cang, thiin trong trutc khi ban hinh.

Sir dung SM+E va 4P d€ nhém céce nguyén nhan rdfi rac
¢6 duge tif cde cude phong van e GEp cde dong nghiép v
phuong phap dong néo. Trén cd s cdc nhom nguyen nhan, 11
gidi phdp ci ién duge xiy dung nhim nang cao mic do thod
min khéch hiing khi st dung dich vu cla chi nhanh. Trong 11
gidi phap ¢6 8 gidi phip thude pham vi bén trong doanh
nghiép, ngdin han ¢6 3, mc rit khé thi ¢6 2 gidi phap va chi phi
thuc hién khong dang k&, Con céc gidi phap bén ngoai doanh
nghiép chli yéu miic kién nghi ®
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