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TOM TAT: Bai nghién cfu phan tich va danh gid tdc dong ctia chat lugng dich
vu (CLDV) dén long trung thanh cua khach hang trong hoat dong logistics
trén dia ban Thanh phé Ho Chi Minh (TP.HCM). Bang viéc st dung bo d{r liéu
so cap vai 291 quan sat la khdch hang clia cac doanh nghiép hoat dong trong
linh vuc logistcs; dong thai két hgp cac phép phan tich ca ban trong nghién
clu dinh lugng nhu théng ké, danh gia do tin cay Cronbach’s Alpha, phan
tich nhan td EFA & CFA, m6 hinh SEM tlr cdc phan mém SPSS va AMOS. Két
qua nghién ctu cho thay: (i) Thai gian giao hang, Su san sang, Tinh trang
hang hda cé tac dong tich cuc dén Su hai long cla khach hang trong hoat
déng logistics; (ii) Thai gian giao hang, Su san sang, Tinh trang hang hda cé
tac dong tich cuc dén Long trung thanh cta khach hang trong hoat dong
logistics; va (iii) Nhan t6 Su hai long cd tdc dong tich cuc dén Long trung
thanh cta khach hang trong hoat dong logistics.

TU KHOA: Logistics, Chat Iugng dich vu, Sy hai long, Long trung thanh.

Ma phan loai JEL: C31, D12, M14.

1. Gidi thiéu

Hoat dong logistics ngay cang dugc quan
tam hon ¢ moi qudc gia, moi t6 chiic va thdm
chi la mdi ca nhan c6 nhu cdu vén chuyén hang
hoa, bai vi logistics 1a hoat dong hau can rat
can thiét trong cac giao dich mua ban hang héa
ké ca truyén thong hay truc tuyén (Murfield
& ctg, 2017). Khong nhiing vay, hoat dong
logistics con dugc xem la huyét mach ctia nén
kinh té, qua trinh luu thong hang héa ngay
mot it ton kém va nhanh nhat thong qua hoat
dong logistics bang nhiéu cach thiic van chuyén

théng qua nhiéu cdng cu van chuyén khac nhau
(Peinkofer & ctg, 2015; Murfield & ctg, 2017).
Thé nhung mot van dé dat rala, chat lugng
cta dich vu logistics nhu thé nao, liéu hang
hoéa c6 dugc van chuyén ding theo thoi gian
ma khach hang mong muén hay tinh trang
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