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Nghién ctru nay nham danh gia cac nhan té anh huong
dén sy hai long cta cac doanh nghiép xuit nhap khau vé chat
luong dich vu dai ly hai quan tai tinh Ba Ria - Viing Tau.
Tac gia tién hanh phan tich dit liéu dwa vao 170 mau. Tac gia
danh gia do tin cay Cronbach’s alpha va phan tich nhén t6
kham pha, tir 6 xac dinh mtc do tdc dong ctia cdc nhan td.
Két qua nghién ctru cho thy c6 5 nhan té anh huong dén su
hai long cta cac doanh nghiép xuit nhap khau vé chat luong
dich vu dai ly hai quan tai tinh BRVT: (i) su tin cay; (ii) sy
dap ung; (ii1) phuong ti¢n hitu hinh; (iv) nang lyc phuc vu;
(v) su cam thong. Dua trén két qua phan tich, tic gia dua ra
mot s& ham v quan tri gitp cac Pai 1y Hai quan tai tinh
BRVT nang cao chét luong dich vu.

ABSTRACT

The aim of this study is to assess effecting factors to the
satisfaction of import and export enterprises about the
quality of customs agency services in Ba Ria - Vung Tau
province. The author analyzes data based on 170 samples.
The author evaluates the reliability of Cronbach's alpha and
does exploratory factor analysis, thereby determining the
impact of the factors. The results show that there are 5
factors affecting the satisfaction of import-export businesses
about the quality of customs agency services in Ba Ria -
Vung Tau province: (i) reliability; (ii) responsibility; (iii)
tangible means; (iv) service capacity; (v) sympathy. Based
on the found results, the author gives some management
implications to help Customs Agents in Ba Ria - Vung Tau
province improve service quality.
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1. Giéi thi¢u

Cung v6i sy phat trién kinh té cta ca nudc, dic biét la tir khi Viét Nam gia nhap
WTO kéo theo sy gia tang mét cach manh mé cua hang hoa xuét nhap khau ca vé sb luong
va gia tri, nhu cau lam tha tuc cta cac doanh nghiép tang 1én, cong thém véi cac quy ché,
chinh sach phap luat méi da lam cho cac quy trinh 1am thu tuc, kiém tra, quan 1y hang hoa
xuat nhap khau cang tr& nén phirc tap hon. Do d6 dit ra nhu cu can thic day hoat dong
Dai 1y Hai quan phat trién mot cach nhanh chong va manh mé trén dia ban tinh Ba Ria —
Viing Tau (BRVT). Theo khao sat cua Hi€p hoi Logistics Viét Nam (VLA), tai tinh BRVT
¢6 s6 Dai 1y thii tuc Hai quan chiém 4.7% cla ca nuée va s6 lwong hop dong dai ly da ky
tang dan qua cic nam nhu: nim 2018 c6 sd luong dai 1y hai quan 13 60 dai 1y; s6 luong to
khai thuc hién thong qua dai ly hai quan 30.110 t& khai, chiém ty 18 21% tong s6 to khai
cua ca tinh; tong kim ngach thyc hién thong qua dai ly hai quan 3.338.876.883 USD,
chiém 14% tong kim ngach ca tinh. Dén nam 2020, cac chi tiéu nay déu tang twong umg la
73 dai ly hai quan; 39.213 to khai, chiém 22,8%; 3.516.487.614 USD, chiém 18%. Bén
canh d0, do su cai cach trong cac quy ché va quy dinh phép luat, viéc mot Dai 1y hai quan
duoc hinh thanh khong con mang ning tinh “xin - cho”, cac diéu kién tré nén thong thoang
hon, tao moi truong mé cho céc ddi tuong mudbn hoat dong trong linh vuc nay. Cu thé,
kinh doanh dai 1y dugc mé rong téi cac ddi twong 1a thwong nhén, c6 ding ky kinh doanh...
Do d6, ddy ciing la diéu kién tot cho Pai 1y hai quan trén dia ban tinh BRVT phat trién.

Tuy nhién, trong qua trinh hoat dong, cac Pai 1y Hai quan tai tinh BRVT chua dugc
nhiéu doanh nghiép XNK tin tudng st dung dich vu, cu thé nhu: c6 tinh trang doanh
nghiép 1am tha tuc nhung khong mudn ky hop dong dai 1y vi ky hop dong dai 1y s& phirc
tap hon vé mit thu tuc, cling nhu phat sinh chi phi; ban than doanh nghiép chwa hiéu ding
dich vu Pai 1y tha tuc hai quan s& mang lai nhiéu loi ich cho doanh nghiép minh; quy trinh
lam viéc, trinh d9, ky nang cua Dai ly Hai quan con han ché, nhiéu cong ty da dugc cong
nhan Dai ly thu tuc hai quan nhung dén nay van chua trién khai hoat dong kinh doanh dich
vu hodc van chi chu trong dén cong tac dich vu van chuyen, chua chu trong dén cong tac tu
van va hudng dan nghiép vu cho doanh nghiép. Cac Pai 1y Hai quan thuong cé it trang
thiét bi nang luc van chuyén hang hoa va ciing khong thuong xuyén tu cip nhat nang cao
kién thirc vé giao nhan XNK, thu tuc hai quan, dac biét trong ké khai tinh thué, xac dinh tri
gia tinh thué, k¥ thuat nghiép vu hai quan, s& hitu tri tué, xuat x hang hoa. Diéu nay khién
cho cac doanh nghi¢p hoat dong XNK, dac biét la doanh nghi€p vira va nho nhan thuc
khong day da vé Pai Iy Hai quan va c6 phan chua tin tudng vao dai 1y va nhan vién dai 1y,
do d6 mudn ty minh 1am tha tuc hai quan.

Hién nay, phan 16n doanh nghiép thuc hién thu tuc hai quan theo hinh thirc ty
quyen cho doanh nghi€p khai thué hai quan. Doanh nghiép khai thué hai quan khong phai
xin gidy chtng nhan dé thyc hién dich vu, khong phai chiu ché tai ciia bit ctr co quan quan
1y nao, trong khi d6 Pai 1y Hai quan phai chiju nhiéu ché tai, kiém duyét ciia co quan quan
1y, phai thuc hién bdo cao hoat dong dinh ky theo quy dinh. Chinh vi thé, doanh nghiép
1am dich vu khai thué loi hon rat nhiéu so voi Dai 1y Hai quan. Tt thuc té nay, cho thiy
nang cao sy hai long cua cac doanh nghiép XNK vé chit luong dich vu dai ly hai quan tai
tinh BRVT 1a can thiét va quan trong dé gia tang gia tri kim ngach xuat nhap khau (XNK)
ciing nhu gop phan lam tang truong kinh té dia phuong.

2. Co sé 1y thuyét va tong quan tinh hinh nghién ciru
2.1. Dgi ly hai quan

Dai ly Hai quan la nhiing cong ty thay mat cho chu hang chuyén lam dich vu hai
quan theo hop dong dai 1y, hoat dong dua trén sy Gy quyén véi chi hang XNK thyc hién
trach nhiém ctia ngudi khai hai quan theo quy dinh va thuc hién cac cong viée khac vé thu
tuc hai quan theo thoa thuan trong hop dong. Pai 1y lam thi tuc Hai quan phai thoa man
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diéu kién theo quy dinh tai Khoan 1 Piéu 20 Lut Hai quan ndm 2014. Dai ly Hai quan con
c6 nhitng dac trung co ban:

Thit nhat, Pai 1y Hai quan 1a doanh nghiép kinh doanh c6 diéu ki¢n: diéu kién vé co
so ha tang, phap ly; nhén lyc; ngudn lyc tai chinh; didu kién vé phuong tién, k¥ thuat quan
ly, dleu kién vé luu giit s6 sach, hé thong chung tir, ké toan; Pai 1y Hai quan phai chap
hanh tt phap luat tuan thi, thyc hién ding cac quy dinh ctia phap luat chiu sy gidm sat cua
co quan Hai quan.

Thir hai, Pai 1y Hai quan la mdt doanh nghiép kinh doanh cung tng dich vu thuong
mai trong linh vuc XNK hang hoa bdi dai Iy hai quan thyc hién dich vu dai Iy hai quan
nham muc dich mang lai 1gi nhuédn cho doanh nghiép.

Thwr ba, Pai ly Hai quan hoat dong v&i tu cach 1a nguoi khai hai quan. Pai 1y Hai
quan thay mat chii hang thyc hién viéc khai hai quan va mot s cong viée lién quan dén thu
tuc hai quan, khi d6 Pai ly Hai quan dugc coi nhu hoat dong véi tu cach l1a nguoi khai hai
quan.

Thit tw, Pai Iy Hai quan thay mit co quan Hai quan thyc hién mot s6 hanh vi quan Iy
nha nude vé hai quan ddi v6i chu hang.

Thw nam, Pai 1y Hai quan chiu sy giam sat va quan ly cua co quan hai quan. Pai 1y
Hai quan phai chiu sy gidm sat cua co quan hai quan. Viéc dang ky, cong nhan Pai 1y Hai
quan, viéc cip thé nhan vién dai 1y, to chirc thi ching chi nghiép vu khai hai quan do co
quan Hai quan quan ly.

2.2. Chit lwong dich vu

Theo Parasuraman va cong su (1985, 1988, 1991), chét luong dich vy 1a khoang
cach mong doi cua khach hang vé san phém dich vu va nhan thirc, cdm nhan ctia ho khi st
dung qua san pham dich vy do.

Tho‘AHg tlnr tr cac Nhu ciu ¢4 nhan Trai ,nghlAe;m
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Hinh 1. M6 hinh chét luong dich vu cua Parasuraman va cong su (1985, 1988, 1991)
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2.3. Sy hai long cua khach ht‘mg

Theo Kotler (2000) cho rang “Su hai long nhu 13 mot cam giac hai long hodc that
vong cua mot ngudi bang két qua cia viéc so sanh thuc té nhan duoc ciia san pham trong
moi lién h¢ véi nhitng mong doi cia ho”.

Theo Hansemark va Albinsson (2004), “Su hai long cua khach hang 1a mét thai do
tong thé cua khach hang ddi v6i mot nha cung cip dich vu hodc mot cam xuc phan tmg voi
su khac biét gitra nhimg gi khach hang du doan truorc va nhitng gi ho tiép nhan, ddi véi su
dap tmg mot s6 nhu cau, muc tiéu hay mong muébn”

Su mong doi Sy than phién
(Expectations) (Customer

\ complaints)

Gia tri cam
nhéan

‘7

Chét lugng cam
nhan

Hinh 2. M6 hinh chi s hai long cta khach hang

Su hai long
cua khach
hang (SI)

Su trung thanh
(Customer loyalty)

2.4. Tong quan tinh hinh nghién ciru

Theo Truong Pinh Qubc Bao (2012) ding mo hinh Parasuraman dé nghién ctru vé
“cac yéu 16 ciia chat lwong dich vu tac dong dén sw hai long cua khach hang doi véi dich
vu truyén hinh cap cia céng ty Séng Thu”. Tac gia c6 két ludn nhom nhén t6 tin hiéu va
kénh la quan trong nhét, dic biét la trong diéu kién han ché vé nguén lyc. Nhu vay, nhan td
tin hi€u va kénh hay co s¢ vat chét co vai tro quyét dinh dén chét luong dich vu cua cong
ty Soéng thu; theo Chau Vinh Thanh (2013) ding mé hinh Parasuraman dé nghién ctru vé
“Po lwong chat lwong dich vu va ham ¥ qudn tri tai céng ty Péng Gian”. Nghién ciru da
dua ra két luan rang chit luong dich vu cua cong ty Pong Gian thap hon so véi sy mong
doi ctua khach hang vé dich vu phﬁn mém ké toan noi chung. Nhu vay nhom co s¢ vt chét
1a thang do quan trong anh hudng quyét dinh dén chit luong dich vu cia cong ty Pong
Gian; theo tac gia Hoang Thi Thuong Thao (2013) st dung m6 hinh Parasuraman nghién
clru dé tai “Chat lwong dich vu & cdc cira hang thirc an nhanh dnh hirong dén suw hai long
ciia khdch hang tai TP. Ho6 Chi Minh”. Nghién ctru da dua ra két luan rang nhan t6 ning
luc phuc vu anh hudng manh nhéat dén su hai long, nhan td su thuan tién va nhanh chéng
va dong cam c6 anh hudng thip hon va twong dwong nhau.

3. Khung phan tich ctia nghién ciru
Tac gia dua ra mo hinh nghién ciru dé xuat:

Su tin cay (C) Hi+
Su déap ung (A) ] S hai long ciia doanh
H3+ nghiép XNK vé CLDV Pai
Phuong tién hiru hinh (M) ly Hai quan tai tinh BRVT
(H)
Nang luc phuc vu (G)
Su cam thong (F)

Hinh 3. M6 hinh nghién ctru dé xuét cia tac gia
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4. Thiét ké va phwong phap nghién ciru
4.1. Thiét ké nghién ciru
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Hinh 4. Cac bién quan sat trong tung nhan t6 anh huong dén sy hai long cua cac doanh
nghi¢p XNK vé chat luong dich vu (CLDV) Dai 1y hai quan tai tinh BRVT

4.2. Phwong phap nghién ctru

Nghién ciru nay gom 25 bién quan st va 5 bién doc ldp thi:

C& mAu tdi thiéu can cho nghién ctru nhan t6 13: 25 x 5 = 125 mau.

Quy md mau ké hoach 1a 170 phiéu khao sat (khach hang doanh nghiép).

Khao sat duge tién hanh & tinh BRVT vao thang 2 nam 2021. C6 150 phiéu khao
sat ban gidy va 20 phiéu khao sat dién tir duoc giri dén d6i twong khao sat 1a dai dién doanh
nghiép biét vé& dich vu dai 1y hai quan, cu thé 1 cic nh4n vién lam thu tuc & cc cong ty,
cac quan 1y phong xuat khau. Két qua co 170 phiéu khao sat tra 101 day du va dap ung yéu
cdu ctia bai nghién ciru.

5. Két qua nghién ciru

Dua vao két qua phan tich bang 1 cho thdy, mtc do hai long ctia doanh nghiép vé
yéu t6 sy tin cdy duoc danh gia trung binh 1a 3.29 diém. Trong d6 doanh nghi¢p danh gia
cao bién quan sat “Dai Iy vién thuc hién thu tuc ding thoi han trong hop dong” véi diém
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trung binh 1a 3.33, diéu nay phu horp v6i quy dinh tai khoan 5 Piéu 8 Chuong II Nghi dinh
14/2011/ND-CP; Bién quan sat “Pai 1y vién thyc hién thu tuc dang quy dinh phap luat”
va“Dai ly vién thyc hién thu tuc khong lam doanh nghiép bi truy thu thué hay xu phat vé
trén thué” ciing dugc doanh nghiép danh gia cao, diéu nay phu hop voi quy dinh diéu 7,
Luat doanh nghi¢p 2005 quy dinh; Bién quan sat “Pai ly vién thuc hién thu tuc c6 sy bao
mat thong tin véi doanh nghiép khac” v6i s6 diém 1a 3.26, doanh nghiép danh gia thap nhat
1a do Dai ly thu tuc hai quan khong chi ky két hop dong lam thu tyc hai quan véi mot
doanh nghiép xuit nhap khau ma ky v&i nhiéu doanh nghiép xuat nhap khau khac nhau.

Bang 1. .
Két qua khao sat thanh phan su tin cdy

Mirc d§ danh gia (%)

, Gidtri  p5 jach
STT Bién quan sat trung L%
N chuan
1 2 3 4 5 binh
Dai 1y vién thyc hién thu tuc ding
1 quy dinh phép luat 0 112 559 271 5.9 3.28 0.543
Dai ly vién thuc hiéq thu tuc dung
2 i han trong hop déng 0 9.4 547 294 6.5 3.33 0.541
Dai 1y vién thuc hién thu tuc c6 su
3 bao mat thong tin v6i doanh 0 106 565 288 4.1 3.26 0.543
nghiép khac
Pai ly vién thyc hién thu tuc
4 khong lam doanh nghiép bi truy 0 10,6 565 27.1 59 3.28 0.466
thu thué hay xu phat vé trén thué
Sw tin cay 3.29
Nguon: Két qua xit Iy bang phan mém SPSS 20.0
Bang 2.

Két qua khao sat vé sy dap ung

Mirc d§ danh gia (%)

Gia tri

STT Bién quan sat trung bo IECh
+ chuan
12 3 4 5 binh
j  Dailyvienluonsinsang mhi€ttinh giip 54 353 459 165 376 0.748
dd khach hang
Dai ly vién trong cong viéc ludn co tinh
2 than trach nhiém cao 0 1.8 359 441 18.2 3.79 0.755
Dai Iy vién co chuyén mén nghiép vu tdt 0 24 347 453 17.6 3.78 0.757
Dai ly vién xtr Iy cong vi¢c nhanh chong 0 1.8 394 435 153 3.72 0.738
Dai ly vién khong to ra qua ban ron luén
5 sin sang dap tmg yéu cAu ciia khéch hang 1.8 359 429 194 3.80 0.766
Sw dap ung 3.77

Nguon: Két qua xir 1Y) bang phan mém SPSS 20.0

Duya vao két qua phan tich bang 2, diém trung binh cta doanh nghiép danh gia vé yéu
t6 sy dap tmg 1a 3.77, cho thdy doanh nghiép twong d6i hai long vé kha ning dap tng cua
Dai 1y hai quan. Trong d6, doanh nghiép danh gia cao ¢ bién quan sat “Dai 1y vién khong
bao gid t6 ra qua ban ron dén ndi khong dap tng yéu cau cua khach hang” va “Pai 1y vién
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c6 tinh than trach nhiém cao trong cong vi€c”, v6i sy canh tranh cua cac Pai ly Hai quan
va sy phat trién s6 luong cua cac dai 1y ngay cang gia tang. Bién quan sat “Dai 1y vién c6
trinh do chuyén mon t6t” & muirc kha, dat 3.78 diém, diéu nay phu hop véi dic diém cua
Dbai Iy Hai quan 1a moét loai hinh dich vu ¢6 diéu kién, doi hoi nhan vién dai 1y phai c¢6 nang
lwc chuyén moén am hiéu vé chinh sach quy dinh lién quan dén hoat dong xuat nhap khau,
thu tuc hai quan, chinh sach mat hang, c6 kién thirc vé phén loai hang hoa, xac dinh xuét
xr hang hoéa, cac phuong phap tinh thue xac dinh tri gia tinh thué... Su ton tai va phat trién
ciia mot dai 1y phu thude vao chinh yéu t6 nay; Bién quan sat “Dai ly vién xu ly cong viéc
nhanh chéng” duoc danh gia sé diém trung binh 1a thap nhat, nguyén nhén 1a do cac chinh
sach thay ddi lién tuc 1am cho cac nhén vién cta dai Iy chua thé nam bét dugc kip thoi, cac
nhan vién Dai ly hai quan lu6n cd ging cap nhat nhimg chinh sach XNK mdi nhét, tuy
nhién van co nhing rao can nhit dinh, tht tyc hanh chinh nhleu ¢ nhiing mat hang phai
thue hién nhiéu cac thu tuc kiém tra chuyén nganh din dén méit nhiéu thoi gian; Bién quan
sat “Pai 1y vién sin sang gitp d& khach hang” khong duoc danh gia cao, cho thiy cac
doanh nghiép XNK chua that sy hai long.

Bang 3.
Két qua khao sat vé phuong tié€n hiru hinh
Mic d§ danh gia (%)
Gia tri
. *  Djléch
STT Bién quan sat trung c;.)lu%cn
1 2 3 4 5 binh
| Phongocdeuduoeldpdienchitu 53 59 5 353 171 343 1.108
sang, may lanh, thodng mat
Trang thiét bi phu hop véi cong
2 nghé cua hai quan 53 153 253 341 20.0 3.48 1.132
Phuong tién van tai da dang phu
3 hop voi nhu ciu van chuyén 4.1 14.1 241 312 265 3.62 1.141
Phan mém duoc cai tién theo yéu
4 cAu hii quan 2.9 129 247 388 20.6 3.61 1.045
Xe chuyén dung cho hang cong
5 kénh phuc vu t3t 6.5 194 265 329 14.7 3.30 1.135
DPién thoai, may photo may fax,
6 X 7.1 17.6 247 324 18.2 3.37 1.176

may tinh, may in day du

Phwong tién hiru hinh 3.46

Nguon: Keét qua xir Iy bang phan mém SPSS 20.0

Duya vao két qua phan tich & bang 3, mitrc d6 hai 1ong ciia doanh nghiép vé Phuong
tién hiru hinh c¢6 diém trung binh dat 3.46 diém, diéu nay cho thdy muc do hai long cua
doanh nghiép vé nhan té nay chua cao, do cac Dai Iy Hai quan hién nay van chi dimg lai
v6i vai tro 1a nguoi khai thué hai quan hodc giao nhan hang hoa cho khach hang. Song
doanh nghiép dénh gia cao bién quan sat “Phan mém duoc cai tién theo yéu cau hai quan”,
diéu nay cling phut hop voi sy phat trién vé hién dai hoa ctua nganh Hai quan.

Tir két qua & bang 4 cho thy, nhan té ning luc phuc vu doanh nghiép danh gia
khéng cao chi dat trung binh 13 2.78 diém. Nguyén nhan cua viéc trén 13 do phan 16n trong
sd dai 1y nay hoat dong chu yéu 1a khai thué hai quan hodc giao nhan hang hoa cho khach
hang, mdi chi c6 mot vai doanh nghiép hoat dong theo ding nghia cua dai ly la ky tén
dong dau trén to khai hai quan. Nhu vy cac Dai ly thu tuc Hai quan chua that sy dau tu
thich dang vé nhan luc, co s vat chit dé thuc hién dich vu dai Iy.
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Theo théng ké tai Cuc Hai quan tinh BRVT trong 3 nim gan nhat tir nim 2018 dén
nam 2020, sb luong Pai 1y hai quan tang tir 60 dai ly 1én 73 dai ly, sb lugng to khai thuc
hién thong qua Dai 1y hai quan cling tang déu qua cac nam tir 36.120 to khai 1én dén
39.213 td khai. Diéu nay cho thay, doanh nghiép ciing dan biét dén va tin tuong vao hoat
dong cua Dai 1y hai quan song van chwa nhiéu.

Bing 4.
Két qua khao sat nang luc phuc vu

Mirc d§ danh gia (%)

, Gidtri 5o jach
STT Bién quan sat trung chuin
1 2 3 4 5 binh
| 1 thong khaj bio th tye hoat 0 324 582 82 12 2.78 0.639
dong rong khap
Khéch hang cam thay an toan khi
2 sit dyng dich vu Dai Iy Hai quan 0 329 571 8.8 1.2 2.78 0.648
Dai ly hai quan luén tu van day
3 da thi tuc cho khach hang 0 329 576 8.2 1.2 2.78 0.641
Ning luc phuc vu 2.78
Nguon: Ket qua xuw ly bang phan mém SPSS 20.0
Bang S.

Két qua khao sat su cam thong

Mirc d§ danh gia (%)

) Gia tri
STT Bién quan sat trung
1 2 3 4 5 binh

Do lech
chuan

Doanh nghiép s€ luya chon dai ly
hai quan
Pai ly hai quan ludén dap tmg nhu

2 dugc clu cua cac doanh nghiép 35 129 141 300 394 3.89 1.169
xuat nhap khau

147 124 21.8 312 200 3.29 1.322

Pai ly hai quan hiéu rd nhu cau cia
3 timg khéch hang 106 135 212 341 206 3.41 1.252

Pai ly hai quan luén xem loi ich
ciia khach hang 1am ddu 159 147 294 312 8.8 3.02 1.206

Sw cam thong 3.40

Nguon: Két qua xir 1y bang phan mém SPSS 20.0

Tir két qua & bang 5, diém trung binh cua khao sat két qua danh gia vé& nhan té sy
cam thong 1 3.40 diém. Tir két qua khao sat nay cho thdy doanh nghiép chua that su tin
tudng vao Pai Iy hai quan. Tuy 13 Dai 1y hai quan dap ing duoc nhu cau ciia doanh nghiép
vé dich vu xuit nhap khau, song Pai 1y hai quan van chua xem loi ich cua khach hang 1a
hang dau, chinh vi vay viéc doanh nghiép lya chon dai ly hai quan dé thay minh dung tén
trén to khai, thuc hién cac thu tuc lién quan dén viéc xuat nhap khau hang hoéa van chua
dugc doanh nghiép danh gia cao. Nguyén nhén 1a hau hét cac Dai ly Hai quan hién nay van
chi dimg lai véi vai tro 13 nguoi khai thué hai quan hodc giao nhan hang hoa cho khach
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hang, con lai phan 16n cac thu tyc khac quan trong hon nhu ky tén dong dau trén to khai
hai quan, ndp cac khoan thug, phi, I¢ phi... van do cac doanh nghié¢p tu diing ra ddm nhi¢m.
Bang 6.

Két qua khao sat mirc do hai long chung

Mirc d§ danh gia (%)

Gia tri .
X i : Do 1éch
STT Bién quan sat trung C
N chuan
1 2 3 4 5 binh

Anh/ Chi hoan toan hai long voi

chit wong dich Pai 1y Hai quan. 11.8 282  50.6 9.4 3.58 0.820

Anh/ Chi sé gioi thiéu cho nguoi
2 than st dung dich vu Dai ly Hai 0 7.6 329 465 129 3.65 0.802
quan

Anh/ Chi s& tiép tuc st dung dich
3 vu Dai ly Hai quan trong thoi gian 1.2 53 359 50.0 7.6 3.58 0.760
toi.

Su hai long 3.60

Nguon: Két qua xir Iy bang phan mém SPSS 20.0

Tir két qua & bang 6 cho thdy, nhin chung cac doanh nghiép twong dbi hai long véi
dich vu dai 1y hai quan v6i murc diém trung binh 1a 3.60. Diéu nay cho thay cac dai Iy da co
nhiéu nd lyc trong cai cach hién dai hoa, ning cao chat luong phuc vu doanh nghiép. Tuy
nhién, mot sé doanh nghiép chua that sy hai long vé dich vu Pai Iy Hai quan, chua déanh
gia cao va chua dap tng ky vong cta doanh nghi€p va cho rang viéc thuc hién tha tuc xuét
nhap khau qua dich vu Pai 1y Hai quan s& phai tra mot khoan chi phi 16n, mirc d6 bao mat
chua cao, viéc thué nguodi khai hai quan s€ thuén tién va nhanh chong hon thong qua Pai 1y
Hai quan.

6. Két luan va ham y quan tri
6.1. Két luan

(i) Nhan t Sy tin cdy duoc danh gia & muc do cao, trong d6 doanh nghiép danh
gia cao nhit 13 bién quan sat “Dai 1y vién thyc hién thii tyc ding thoi han trong hop
ddng” va bién quan sat “DPai ly vién thye hién thu tuc c6 sy bao mat thong tin v6i doanh
nghiép khac” dugc danh gia thap nhat.

(ii) Nhan t6 Sy dap tmg dugc doanh nghiép XNK danh gia twong dbi hai long vé
kha nang dap ung cua Dai ly Hai quan, trong d6 doanh nghié¢p danh gia cao ¢ blen quan
sat “Dai ly vién khong bao gid to ra qua ban ron dén ndi khong dap tmg yeu cau cia
khach hang” va “Pai 1y vién c6 tinh than trach nhiém cao trong céng viéc”. Tuy nhién,
bién “Dai 1y vién xir 1y cong viéc nhanh chéng” va “Dai 1y vién san sang gitp d& khach
hang” duoc danh gia & murc thap.

(iii) Mirc d6 hai 1ong ciia doanh nghiép XNK vé nhan t6 Phuong tién hiru hinh 13
chua cao, song doanh nghiép danh gia cao bién “Phan mém dugc cai tién theo yéu cau
hai quan” diéu nay ciing phii hgp voi sy phat trién, hién dai héa ciia nganh Hai quan.

(iv) Nhan t6 Nang luc phuc vu duoc cac doanh nghiép XNK danh gia kha niang
phuc vu cia Pai 1y Hai quan chua cao.

(v) Cac doanh nghiép XNK danh gid nhan té Su cam thong dbi voi Pai 1y Hai
quan la chwa cao, diéu nay cho thiy doanh nghiép XNK chua thét sy tin tudong vao Dai 1y
Hai quan.
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6.2. Ham y quan tri

Duya trén két qua nghién ctru, tac gia dua ra mot sé ham y quan tri nhim giap cho
cac Pai ly Hai quan tai tinh BRVT dé tham khao dé hoan thién chién lugc phat trién kinh
doanh ciing nhu ¢6 cac chinh sach cung cép dich vu tét hon nhdm nang cao su hai 1ong cua
cac doanh nghiép XNK khi str dung dich vu cua Pai Iy Hai quan 6 tinh BRVT nhu sau:

Thir nhdt, sy tin cay la mot phan quan trong va khong thé thiéu khi tic dong truc
tiép dén su hai long ctia doanh nghiép ddi voi chét luong dich vu Pai ly Hai quan. Trugc
tién cac Dai Iy Hai quan va co quan Hai quan cho doanh nghiép cho thiy rd dugc loi ich
ctia viéc 1am thi tuc XNK hang hoa thong qua Pai 1y Hai quan, thé hién & chd d6 1a Dai 1y
Hai quan thyuc hién thu tuc dung quy dinh phép luat, thyc hién thu tuc dang thoi han, thuc
hién thu tuc cé sy bao mat thong tin vdi doanh nghi€p khac, thuc hién thu tuc khong lam
doanh nghiép bi truy thu thué hay xir phat vé trdn thué. Vi vay, Dai Iy Hai quan can ting
cuong dau tu dao tao, ting cudng ning luc chuyén mén va ki ning cho nhan vién dai 1y;
nam ving cac quy dinh cta co quan hai quan nhu quy dinh phén loai hang hoa xut nhép
khau, tri gia hai quan, xuat x(r hang hoa... Dé nang cao sy tin cdy cua doanh nghiép XNK
d6i v6i Dai Iy Hai quan, dai 1y dinh ky danh gia tong két vé co cu té chirc, chuyén mén va
trinh d§ nghiép vu cua nhan vién dai 1y dé tir d6 6 ké hoach bdi dudng nang cao trinh do
chuyén mon cia nhan vién dai 1y va c¢6 chinh sach khuyén khich dong lyc lam viéc nhu
khen thuong, taing luong, dai ngd hop ly.

Thir hai, cung véi viée ting cuong dau tu nhan lyc, dau tu co so vat chat cia Dai 1y
Hai quan 1a mét trong nhiing diéu kién then chdt quyét dinh dén hoat dong cua dai 1y. Dai
ly Hai quan can tap trung dau tu vao hé théng co s vat cht nhu: may moc, thiét bi, duong
truyén khai két ndi hé thong Hai quan dé dap ung dugc nhu cdu ngdy cang ting cua doanh
nghiép XNK, nhim dam bao dugc hé thong mang may tinh véi Cuc Hai quan lu6n hoat
dong trong mot moi truong an toan va hiéu qua cao; thudng xuyén nang cap phan mém
khai bao, duong truyén dir liéu tuong thich voi hé thong co quan Hai quan; thay m6i may
moc, thiét bi d3 ci, hong, lac hau, dau tu trang thiét bi hé thong cong ngh¢ thong tin hi¢n
dai két ndi duoc vai tat ca cac mang cua cac co quan hdi quan, don vi c6 lién quan dé 1am
thu tuc thong quan cho hang héa xuat nhap khau, phuong tién xuét, nhap canh trong cong
thong tin dién tir quic gia.

Thwr ba, Pai ly Hai quan can quan tam, hoan thién ¢ cac khau, by phan nghi¢p vu
lién quan dén ning luc cua Dai 1y Hai quan, nhu yéu cau vé thoi gian théng quan mot 16
hang XNK; ning cao ning luc vé tai chinh dé c6 thé bdi thuong thiét hai cho khach hang
néu nhu nhan vién Pai Iy Hai quan khong hoan thanh trach nhiém, gay thiét hai cho khach
hang; hoan thién cong tic dio tao tuyén chon nhan vién chuyén nghiép voi nhiing bubi tap
huén nghiép vu, toa dam, hoi thao... Dac biét, Dai ly Hai quan phdi hop, hd tro khach hang
dé kién nghi v6i cac co quan chire nang, c6 thdm quyen diéu chinh, b6 sung chinh sach,
quy dinh nham tao thuan loi cho hoat dong XNK; dau tu m& cac chi nhanh, vin phong dai
dién ¢ nhimg noi c6 khach hang nhiéu nham gitip doanh nghiép han ché di lai; cung cap
thém nhiéu dich vu da dang, phong phu nhu: dich vu vén chuyén hang vé kho doanh
nghiép, dich vu chia trach, bbc xép giit cac chu hang, dich vu van chuyén hang cong
kénh...

Thir tu;, Dai ly Hai quan thuong xuyén cép nhép thong tin lién quan dén nhiing quy
dinh moi ctia phap luat vé xuét, nhap khau, tha tuc khai bao hai quan va thong quan. Day
1a hoat dong giup Dai ly Hai quan luén c@p nhét kién thirc va néng cao trinh d6 chuyén
mon nghi¢p vu, gop phan tao niém tin cho doanh nghiép xuét nhap khau ddi v6i Dai 1y Hai
quan. Pai 1y Hai quan can phdi hop va dugc hd trg tir phia co quan hai quan trong viéc
huén luyén dao tao nghiép vu quan hé khach hang dé tao long tin cho khach hang.

Thir nam, tang cuodng quang ba hinh anh, hién nay cidc doanh nghi€ép XNK Viét
Nam vén con chua quen sir dung dich vu ctia Pai 1y Hai quan, mit khac viéc quang ba tiép
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thi cua cac doanh nghiép Pai ly Hai quan con han ché nén s6 doanh nghiép XNK Viét
Nam str dung cac dai ly nay van con thip so véi cac nudce khu vye va thé gi6i. Chinh vi
vay, cac Dai ly Hai quan can tang cuong mo rong va nang cAp co so vat chat k¥ thuat,
quang ba hinh anh cua Dai Iy Hai quan trong cong dong doanh nghiép xuit nhap khau.
Viéc ting cudng khau truyén thong, xay dung hinh anh t6t trong mat khach hang trén cac
phuong tién thong tin dién tr trong va ngoai nudc nhu trén cac trang website cua nudc
ngoai NCBFAA, alibaba.com...

Tai liéu tham khao

Bo Tai chinh. (2015). Théng tw s6 12/2015/TT-BTC ngay 30/01/2015 ciia Bo Tai
chinh quy dinh chi tiét thii tuc cdp chirng chi nghiép vu khai bdo Hai quan; cdp va thu hoi
mad nhdn vién dai ly lam thu tuc hai quan, trinh tu, thu tuc cong nhan va hoat dong cua dai
ly lam thu tuc hai quan.

Hair, J. F., Black, B., Babin, B., Andersion, R. E. & Tatham, R. L., (1998).
Multivariate data analysis, Prentice — Hall, International, Inc..

Kotler. P., Armstrong, G. M. (2010). Principles of Marketing. Prentice Hall,
Pennsylvania State University.

Kotler, P., & Keller, K. L., (2006). Marketing Management. Pearson Prentice Hall.,
USA.

Lé Tran Thién Y (2011). Pdnh gid si hai long cia khdch hang khi mua sdm tai cdc
siéu thi & thanh phé Can Tho. Truong Pai hoc Kinh Té TP. HCM.

Parasuraman, A., Zeithaml, V. A., Berry, L. L. (1988). SERVQUAL: a multiple —
item scale for measuring consumer perceptions of service quality. Journal of Retailing,
Spring, pp. 12-40.

Quéc hoi. (2014). Ludt Hai quan, Ha Noi.

Truong Pinh Qubc Bao (2012). Nghién citu cdc yéu té ciia chat heong dich vu tac
ddéng dén si hai long ciia khdach hang déi véi dich vu truyén hinh cdp ciia cong ty Séng
Thu. Luan van Thac si kinh té, Trudng Dai hoc Kinh té TP. HCM.

30



	3-Mục lục Tiếng Việt - Tiếng Anh

