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Tém tit
Nghién cibu nham muc dich danh gid thiee trang va dé xudt gidi phdp néng cao
hiéu qud hoat déng méi giéi bat dong san trén dia ban thanh phé Ha Néi. Cdc phieong
phap sir dung gom thu thdp dit liéu thir cdp, thu thip dit liéu so cdp, phirong phdp phdn
tich xir li $6 lidu, phirong phdp so sanh. Theo két qua diéu tra tai cdc doanh nghiép,
cde méi giGi bt dong san déu dwoc dao tao trude khi hanh nghé mire dg thirong xuyén
chiém 30 %, cdc don vi thuong xuyén cdp nhdt thong tin bat dong san vi ti 1é danh gid
50,91 %. Cdc méi gidi it dwoc trang b thiét bi thong minh 43,64 %. Theo két qua diéu
tra khdch hang mire d hai long chung ciia nhém t6 chike, quan 1y dat 4,12 diém, nhém
trach nhiém ciia méi giéi bat dong san dat 4,22 diém, nhém kha néng vimg dung cong
nghé thong tin dat 4,06 diém, nhém yéu té ca biét dat 4,07 diém, hiéu biét phdp ludt
ciia méi gidi bat dong san dat 3,98 diém. Giai phdp ndng cao chdt lrong méi gidi bat
déng san gom hoan thién ha tang dir liéu, ting cueong dao tao chuyén sdau, ddy manh
g dung cong nghé thong tin, chudn hod quy trinh, ndng cao dao dirc nghé nghiép,
cai thién chdt lwong cham séc khdch hang.
Tur khoa: Bt dong san; Mbi gidi; Thanh phd Ha Noi.
Abstract
Current situation and solutions to improve the effectiveness of real estate
brokerage activities - A case study in Hanoi city
This study aims to evaluate the current status and propose solutions to enhance the
effectiveness of real estate brokerage activities in Hanoi, Vietnam. The research employs
a combination of secondary data collection, primary surveys, data analysis techniques,
and comparative methods. Findings from enterprise-level surveysindicate thatonly 30 %
of real estate brokers receive regular training prior to practice. Moreover, 50.91 %
of brokerage firms report frequent updates of real estate information, while 43.64 %
of brokers lack access to smart devices in their professional activities. Customer
satisfaction was measured across five key dimensions. The organizational and
management factor received an average score of 4.12; Brokers’ responsibility scored
4.22; Information technology application scored 4.06; Individual characteristics
of brokers scored 4.07, and legal knowledge was rated lowest, at 3.98. Based on
these findings, the study proposes several solutions: Improving data infrastructure,
expanding professional training programs, promoting the application of information
and communication technology, standardizing operational procedures, enhancing
professional ethics, and improving customer service quality. These recommendations
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aim to contribute to a more transparent, efficient, and trustworthy real estate market

in Hanoi.
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1. Giéi thiéu

Moi gidi bat dong san (BDS) ¢6 vai
tro dac biét quan trong trong linh vuc
kinh doanh BDS, 14 cau ndi giira ngudi
mua va nguoi ban BDS hoic trung gian
gitta bén thué va bén cho thué BDS hodc
gitta bén thué va bén thué mua BDS. M6i
gidi thu thap thong tin vé BPS cung cip
cho nguoi mua, cho thué, thué mua BDS
hoic ciing ¢ thé cung cip thong tin vé thi
truong BDS cho nguoi ban, bén thué, cho
thué mua BDS dé ho c6 co s quyét dinh
gia ban, gia thué hoac gia thué mua. Ngay
nay, thi truong BPS phat trién va cé nhiéu
bién dong nén vai trd cua moi gidi BPS
trong thi truong BDS ngay cang duoc
khang dinh va quyét dinh su thanh céng
cac giao dich cua nganh kinh doanh BDS.
Moi gidi BPS gitp nhiéu san giao dich
BDS duogc thanh lap véi cac nha moi gidi
doc 1ap da gop phan phat trién thi truong
BDS, phit trién kinh té xa hoi. Trong bdi
canh d6 thi héa dién ra manh mé va nhu
cau vé nha ¢ khong nging gia tang, thi
truong BDS tai Ha N6i da va dang tro
thanh mdt trong nhitng linh vuc thu hut
nhiéu ngudn lyc xa hoi theo nganh méi
gidi. Hoat dong moi gigi BDS cling phat
trién nhanh chéng ca vé quy mé 1an sb
luong. Cling v6i nhitng wu diém cua hoat
dong moi giéi BDS dem lai thi ciing ton
tai mot s6 van dé nhu moi giGi BDS méi
vao nghé con chua c6 nhiéu kinh nghiém,
it am hiéu phép luat ddn dén nhiing thiéu

sot trong qua trinh tu van. Ho c¢6 thé 1am
tat quy trinh, tham chi sai budc tu vén,...
Vi vay, nghién ctru nay duogc thuc hién
nham tra 101 cau hoi: Thyc trang moi giGi
BDS tai thanh phd Ha Noi nhu thé nao?
Mtrc d6 hai long cua khach hang khi sur
dung dich vu moéi gigi BDS ra sao? Giai
phap nio dé nang cao chat lugng mai gidi
BDS trén dia ban thanh phdé Ha Noi?

2. Phwong phap nghién ciru

2.1. Phwong phdp diéu tra tai liéu,
so liéu thir cdp

S6 lidu th cép vé lién quan dén hoat
dong moi gidi BDS nhu s6 liéu vé d6 tudi,
trinh d§ hoc van, kinh nghiém moi gidi
BDS,...dugc thu thap tai phong nhéan sy
Cong ty Co6 phan bat dong san An Phat
Land, Cong ty C6 phan dia 6c Big homes
va Cong ty C6 phan Thuong mai va dich
vu bat dong san Hoang Gia. 03 cong ty
trén c6 cac linh vuc hoat dong khac nhau
va d6i ngll nhan sy ¢6 sy chénh 1éch dang
ké, nén nhom tac gia lya chon dé c6 danh
gi4 khach quan nhat.

2.2. Phwong phdp diéu tra tai liéu,
so liéu so cdp

Nghién ctru tién hanh diéu tra truc
tiép 02 nhom ddi twong 1a don vi cung
cap dich vu méi gi¢i BDS va khach hang
da tung st dung dich vu moéi gigi BDS
tai 03 cong ty trén. SO luong phiéu diéu
tra dugc tinh theo cong thirc (1) Yamane
Taro (1967).
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p*(1-p)
n=2*=_- (1

trong do:

- n: Kich thude mau can xéc dinh.

- Z: Gia tri tra bang phan phéi Z dua
vao do tin cdy lya chon. Thong thuong,
do tin cay dugc st dung la 95 % tuong
ung voi Z = 1,96.

- p: Ty 1é uSc lugng ¢& mau n thanh
cong. Thuong ching ta chon p = 0,5 dé
tich s6 p(1-p) 13 16n nhat, didu nay dam
b4o an toan cho mau n uéc lwgng

- e: Sai s6 cho phép. Thuong ba ty 1¢
sai sO hay st dung 1a: 01 (1 %), £0,05 (5
%), 0,1 (10 %). Nhém téc gia lya chon
sai s0 1a £0,1.

Nhu viy ¢& mau tdi thiéu ctia nghién
ctru s& 12 96. Nghién ctru chon diéu tra
110 phiéu dé tang do tin cay cho két qua
diéu tra.

Tién hanh diéu tra bang phiéu diéu
tra in sdn d6i v6i 110 can bd, nhan vién
hién dang cong tac tai 03 cong ty trén vé
hoat dong td chirc dao tao, kha nang tiép
thu khi tham gia cac khoa dao tao, mac do
cap nhat thong tin BDS cho cac hoc vién
moi gi6i,... va diéu tra 110 khach hang st
dung dich vu méi gidi BDS tai 03 cong ty
trén vé mirc do hai long ddi véi dich vu
modi gidi da sir dung.

Mtrc do hai long dugc danh gia theo
thang do Likert 5 cap do vé6i thang dénh
gi4 1a rat thuong xuyén, rat nhanh, trang
bi tét, rat thanh thao, rat cao, rat hai long
§... - 5 diém; Panh gia thuong xuyén,
tiép thu nhanh, thanh thao...- 4 diém;
Danh gia trung binh, trang bi co ban...- 3
diém; Thuong xuyén, tiép thu cham...-
2 diém; Rat khong thuong xuyén, tiép
thu rat cham, khong trang bi...- 1 diém
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(Likert, 1932).

2.3. Phwo’pg phdp tong hop, xiv Iy
va phan tich so liéu

Céc sd lidu, tai liéu thu thap duoc
tong hop va xu ly bang Excel va phan
mém SPSS 26.0.

2.4. Phwong phdp so sdnh

Phuong phap dugc st dung dé so
sanh cac tiéu chi diéu tra vé mirc do hai
long cua khach hang khi st dung dich vu
moi gidi BPS. Tir d6 1am can ctr d¢ xuat
hé théng giai phap nhim ning cao chat
lugng hoat dong moi1 gigi BDS trén dia
ban thanh phd Ha Noi

3. Két qua va thao luin

3.1. Thuc trang méi giGi bit djpng
sdn tai thanh phé Ha Ni

Trong quy 1 nam 2025, GDP Viét
Nam udc tinh tang 6,93 % so véi cung
ky nam trudce, vdi cac nganh nong nghiép,
cong nghiép va dich vy déu cho thiy diu
hiéu tang truong. Thu hut duge gan 11 ty
USD vén dau tu truc tiép nude ngoai.

Trong quy 1.2025 Ha Noi ra mit hon
5.300 can ho mdi, giam 52 % so voi quy
trudec nhung tang 68 % so vdi cung ky
nam trude. Ngudn cung chi yéu tap trung
tai cac khu do6 thi tich hgp nhu Vinhomes
Ocean Park va Vinhomes Global Gate,
v61 cac khu vuc ngoai thanh chiém wu
thé. Gia can hd so cap trung binh dat
khoang 3.221 USD/m?, tang 10 % so vdi
quy trude va 36 % so voi cung ky nam
ngodi. Thi trudng nha lién thd ghi nhan
1.726 giao dich mdi, ting 93 % so voi
quy trude va 136 % so voi cung ky ndm
ngodi, voi gia ban so cap trung binh dat
12.427 USD/m?2. Pau nam 2025, Ha Noi
chao don thém 13.600 m? san ban 1¢ tu
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Aeon Mall Xuan Thiy tai quan Cau Gidy.
Ty 1é lap day téng thé dat 85,5 %, giam
nhe 0,11 diém phan tram theo quy va 0,04
diém phan tram theo nam. Gi4 thué trung
binh tai téng trét dat 46,4 USD/m?/thang,
tang 3,3 % so vdi quy trude va 5,7 % so
v6i cting ky nam trude. Ngudn cung vin
phong tai Ha Noi 6n dinh. Vin phong
hang B c¢6 thém toa ThaiSquare Caliria tai
khu vyec ria Trung tdm. Ty 1¢ 14p day hang
A dat gin 75 %, hang B khoang 85 %. Gi
thué hang A tang 2.2 % so véi quy trudc,
trong khi gia thué hang B gidm do cac uu
dai hap dan. Tong ngudn cung dét cong
nghiép tai ving kinh té trong diém phia
Bic duy tri 6n dinh & muc x4p xi 16.800
ha, khong doi so voi quy trude [14].

Véi thi truong c6 nhiéu khi sac, tuy
nhién, luc lugng moéi giGi van déi mat véi
nhiéu théch thirc. Theo khao sat cta Vién
Nghién ctru danh gié thi truong BDS Viét
Nam (VARS IRE) khoang gan 30.000 nha
moi gi6i, dén nay da c6 hon 6.000 moi
gi61 hoan thanh chuong trinh dao tao theo
chuin Thong tu 04/2024/TT-BXD huéng
dan vé chuong trinh khung dao tao, bdi
dudng kién thirc hanh nghé méi giéi BPS,
diéu hanh san giao dich BDS. Tuy nhién,
ho chua thé tham gia ky thi sat hach, do
vudéng miéc trong hudng dan to chirc ky
thi & cac tinh, thanh.

Déng luu y, c6 dén 416 doanh nghiép
moi gidi BDS bao cdo thiéu hyut nhan su dat
chudn, dan dén viéc nhiéu doanh nghiép
moi gidi khong thé tuyén du nhan su hop
phap, anh hudng truc tiép dén hoat dong
giao dich va qué trinh phuc hdi thi truong.

Ciing theo khao sat tr VARS IRE, c6
dén 89 % luc luong moi gidi BPS hién
nay chua c6 ching chi hanh nghé hoic
chung chi da hét hiéu luc.

Nghién ciru

Trong do, 51,8 % chua ¢ ching chi
va chua ting qua dao tao; 24,1 % da qua
dao tao nhung chua c6 ching chi; 12,8 %
¢ ching chi nhung da hét hiéu lyc. Chi
c6 11,3 % hién dang s¢ hitu ching chi
hanh nghé con hiéu lyc.

Diéu nay phan anh thyc trang déng
lo ngai vé tinh phap 1y hanh nghé va ciing
dat ra nhu cau cap thiét trong viéc chuan
hoa doi ngt, tang cuong dao tao va minh
bach hoéa quy trinh t6 chirc thi sat hach
cap ching chi.

Theo khao sat cua VARS IRE, 93 %
moi gidi bay td6 mong mudn tham gia ky
thi sat hach, thé hién mic d6 quan tam
rt cao dén viée tuén thu quy dinh phap
luat va nhu ciu dugc chuan héa kién thic
hanh nghé.

3.2. Ddnh gid vé hoat dong méi gisi
bit dpng sdn trén dia ban thanh phé Ha
Ngi

3.2.1. Pdnh gid vé chdt lwong ciia
doi ngiti moi gioi

Theo s6 liéu diéu tra tai Bang 1, do
tudi cua moi gidi BDS chu yéu tap trung
tir 24 dén 40 tuoi, chiém 48,18 %. Nhom
d6 tudi it tham gia nhat 1 trén 60 tudi chi
chiém 0,91 %. Didu nay hoan toan phu
hop vé6i bdi canh hién nay khi tham gia
hoat méi gigi BDS can ¢6 su nhanh nhay
vé thi truong, cong nghé va chim soc
khach hang. Theo s liéu diéu tra tai cac
doanh nghiép BDS thi trinh dJ co s¢ cua
cac moi gidi BDS ciing rat da dang c6 ca
nhitng ngudi khong di hoc cho dén trinh
d6 sau dai hoc. Sb lugng moi gidi BDS co
trinh d6 dai hoc 1a nhiéu nhat chiém 53,64
%. Thap nhét 1a moi giéi BDS ¢6 trinh
do thap “khong di hoc” chiém 3,64 %.
Diéu nay thé hién, cdc méi gidi BDS ngay
cang co trinh d0 hoc vén cao, kién thirc va
kha nang ndm bat thong tin tét, dép mg
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dugc nhimng bién d6i khong nging cua
thi truong BDS. Tuy nhién, cdc moi gidi
BDS, chu yéu 1a nhitng nguoi c6 mot nghé
khac nhu kinh doanh tu do, nhan vién van
phong, con néng dan, cong nhén va cac
d6i tugng khac chiém s6 luong it lam moi
giéi BPS. Cu thé, c6 tdi 40 % mai giGi co
xuat phat 13 kinh doanh ty do. Chinh vi
thé, ma kinh nghiém vé linh vuc méi gidi
BDS ciia nhitng nguoi méi gidi chu yéu
tap trung & khoang tir 1 d&én 3 nam chiém
33,64 %. Nhém ddi tugng 6 kinh nghiém
duéi 6 thang thip nhat chiém 10 %, sé it

nhitng mo6i gidi nay la nhiing nguoi chi
mudn thtr stc xem c6 phi hop véi nghé
moi gioi hay khong. Diéu nay quyét dinh
kha nadng gan bo véi nghe moi gioi lau dai
hay khong. Nhitng d6i twong thu stre gin
b6 dudi 6 thang chiém it nhat 1a 1,82 %.
Nhirng méi giéi gan bo tir 1 dén 3 nim
chiém ti 1¢ nhiéu nhét 1a 43,64 %. Nhiing
moi gii gdn bo véi nghé nhiéu hon 5 nim
chiém 19,09 %. Pay ciing 1a con s6 kha
quan dé co thé thdy moi giéi BDS trén dia
ban thanh phd Ha Noi dan tro thanh mot
nghé chinh thirc dugc lya chon (Bang 1).

Bing 1. Pdnh gid vé chit liwong ciia dji ngii méi gidi bit dpng sin

TT Noi dung didu tra S(‘;L‘fg:)g T(;‘,YA)I)"
Do tudi moi gii
Dudi 18 2 1,82
1 18 - 25 tuoi 30 27,27
26 - 40 tuoi 53 48,18
41 - 60 tudi 24 21,82
Trén 60 tudi 1 0,91
Trinh d9 hoc van ciia mdi giéi BPS
Khong di hoc 4 3,64
) Dudi THPT 8 1,27
Trung cap/Cao dang 36 32,73
Pai hoc 59 53,64
Sau dai hoc 3 2,73
Nghé nghiép ciia ngwoi méi gi6i trude khi vao cong ty
Nong dan, cong nhan 9 8,18
3 Sinh vién 19 17,27
Kinh doanh tu do 44 40,00
Nhan vién van phong, vién chirc 31 28,18
Khéc 7 6,36
Kinh nghiém ciia moi giéi BDS
Dudi 6 thang 11 10,00
4 Dudi 1 ndm 25 22,73
1 -3 nam 37 33,64
3-5nam 24 21,82
Nhiéu hon 5 nim 13 11,82
Kha ning gin b6 lau dai voi nghé méi gioi BDS
Dudi 6 thang 2 1,82
5 6 thang - 1 ndm 6 545
1 -3 ndm 48 43.64
3-5nam 33 30,00
Nhiéu hon 5 nim 21 19,09

Nguon: Phong Tuyén dung ciia ty Cé phan bdt déng san An Phét Land, Céng ty Cé phan dia éc Big
homes, Céng ty Co phan Thirong mai va dich vu bdt dong san Hoang Gia
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3.2.2. Pdnh gia két qua hoat dong
ctia ddi ngii méi gidi bdt dong san

Céc moi gidi BDS trude khi hanh
nghé déu dugc céc doanh nghiép kinh
doanh BPS dau tu vé chuyén mon va ky
nang trudc khi hoat dong mdi gidi BDS.
Theo két qua diéu tra tai cac doanh nghiép
cac khod dao tao nang luc cho mdi gidi
BDS duoc to chic véi muc do thuong
xuyén chiém 30 % tic 1a 2 tuan doanh
nghiép s& t6 chic 1 16p dao tao ning
luc cho cac hoc vién méi theo cac budc
da dugc xay dung san. Tan xuat dao tao
trung binh chiém ty 1 cao nhit 13 47,27 %
tac 1a 1 thang mé mdt 16p dao tao cho
cac hoc vién méi. Thap nhat 13 trong mot

Nghién ciru

nam khong to chirc mot khod dao tao nao
chiém 0,91 %, chu yéu dén tir ly do cé
nhan cua doanh nghiép. Cac don vi cling
thuong xuyén cdp nhat cic thong tin vé
BDS tao co so dir liéu déy du phuc vu cho
hoat dong moi gidi BDS, mtrc d§ thuong
xuyén va rat thuong xuyén dugc dénh gia
voi ti 1€ tuong trng 1a 50,91 % va 26,36 %.
Theo két qua diéu tra, viéc trang bi cac
phuong tién cho méi giéi BDS 1a rat it,
cha yéu hoat dong méi gidi st dung thiét
bi thong minh nhu dién thoai, may tinh
bang, laptop. Cac thiét bi nay déu do cac
moi gidi tu trang bi vi thé co t6i 43,64 %
va 19,09 % danh gia it trang bi va khong
trang bi (Bang 2).

Bdng 2. Danh gida hoat dpng dao tao méi gioi BDS cua cdac doanh nghiép

TT Noi dung didu tra S(‘;,L‘;’gl’l‘)g T(;‘;ol)e
Pon vi ¢6 thudng xuyén to chire cic khoa dio tao ning lre cho méi gioi
BDS khong?
Khong thuong xuyén 1 0,91
1[It thwong xuyén 10 9,09
Trung binh 52 47,27
Thudng xuyén 33 30,00
Rat thuong xuyén 14 12,73
Pon vi cé thuwong xuyén cip nhit cac théng tin san pham BPS khong?
Khong thuong xuyén 1 0,91
5 It thwong xuyén 2 1,82
Trung binh 23 20,91
Thuong xuyén 55 50,00
Rat thuong xuyén 29 26,36
Pon vi ¢6 trang bi day di cac phwong tién CNTT cho cac mdi giéi BDS
khong?
Khong trang bi 21 19,09
3 |Ittrang bi 48 43,64
Trang bi co ban 26 23,64
Trang b tot 13 11,82
Trang bi rét tot 2 1,82

Theo két qua danh gia chung thi cac
hoc vién méi gidi BDS ¢6 trinh ¢ nén cao
nén tiép thu céc kién thic va ki nang kha
nhanh, c6 t&i 71,82 % danh gia & muc tiép
thu nhanh va rat nhanh. Ti 1é dnh gié tiép
thu rdt chdm va cham chi chiém 2,73 %,
chu yéu tap trung & do tudi trén 60 tudi,

kién thtrc va thao tic cong nghé thong tin
kém. V& kha ning tiép thu thong tin san
pham méi ciing duoc danh gia kha tbt, c6
té1 53,64 % can bo danh gia cac hoc vién
tiép thu nhanh va 18,18 % danh gia 1a rit
nhanh, diéu nay phan 4nh trinh d6 va kha
nang cua cadc moi gigi BDS hién nay kha
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ddng déu & muc t6t. Nhitng nguoi tiép thu
cham va rat cham khong dang ké chiém
2,72 %. V& str dung cong nghé thong tin
clia moi gidi BDS chii yéu tap trung & céc
mirc danh gia 1a thanh thao va rat thanh
thao v&i ti 1& 1a 46,36 % va 20,31 %. SO
lidu hoan toan phu hop véi thuc té do tudi
tham gia moi gi¢i BDS 1a 26 dén 40 tudi
v6i trinh do tdp trung nhiéu & muc dai
hoc. Miurc do san sang tham gia cac khoa
dao tao cua cac hoc vién méi gidi cling
kha tbt; 41,82 % d6i tuong ludn san sang

hodc rat sin sang, con lai chu yéu ¢ mirc
trung binh tirc khong qua quan tdam nhung
van tham gia céc 16p dao tao do cic doanh
nghi¢p mo ra. Thuc trang chung cua céc
moi giéi BPS déu & trang thai chuan bj
hodc dang dugc dao tao vé moi gidi BDS.
Tuy nhién, ty 1¢ mai gidi da qua dao tao va
c6 gidy chimg nhan hanh nghé twong ddi
kha quan, chiém t¢i 21,82 %, chung to da
c6 mot luong twong d6i nhimg moi giGi
dang hoat dong bai ban, chinh théng va c6
kién thtrc vé thi truong BPS tét (Bang 3).

Bdng 3. Ddnh gid vé nang lyc dau vao cia cac moi gioi bat dpng sdn

T Noi dung danh gia Sk(;’:.l:gg &l)e
Khi ning tiép thu thong tin dio tao ning lye ciia méi giéi BDS
Tiép thu rat chim 0 0,00
. Tiép thu chdm 3 2,73
Trung binh 28 25,45
Tiép thu nhanh 59 53,64
Rt rét nhanh 20 18,18
Kha niing tiép thu thong tin sin pham ciia mi gioi BPS
Tiép thu rat chdm 1 0,91
5 Tiép thu chim 2 1,82
Trung binh 28 25,45
Tiép thu nhanh 59 53,64
Tiép thu rat nhanh 20 18,18
Kha ning ing dung cong nghé thong tin phuc vu hoat dong méi giéi BDS
Khong thanh thao 1 0,91
3 |1t thanh thao 5 4,55
Trung binh 30 27,27
Thanh thao 51 46,36
Rt thanh thao 23 20,91
Thai d9 sin sang tham gia cac kho4 dao tao méi giéi BPS ciia don vi
cung cép dich vu t6 chirc khong?
Khong sin sang 1 0,91
4 |It sin sang 3 2,73
Trung binh 60 54,55
San sang 24 21,82
Rit sin sang 22 20,00
Thue trang dao tao vé nghiép vu mdi giéi BDS
Chua qua dao tao 2 1,82
5 Chuan bi dugc dao tao 45 40,91
Dang dugc dao tao 42 38,18
Puoc do tao va cd gidy chimg nhin hanh nghé méi gidi BDS 24 21,82
Puoc ddo tao va cé chimg chi hanh nghé moéi gidi BDS 7 6,36
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3.2.3. DBanh gia muc do hai long cua
nguwoi st dung dich vu méi giGi bat dong
san

* Mirc do hai long cia khdch hang vé
16 chitc - quan Iy méi giéi BPS

Vé miuc d6 hai long ctia khach hang
lién quan dén cac dich vu méi giéi BDS
thong qua cac hoat dong nhu lién h¢, cham
soc khach hang, gi6i thiéu san pham, tu
van,... duoc da phan khach hang danh gia
& mirc Hai 1ong (4 diém) va muc Rat hai
long (5 diém) véi ti 18 1an luot 1a 34,55 %
va 44,55 %. Céc khach hang danh gia, ho
duoc huéng dan tan tinh va dugc giai dap
cling nhu duoc tu van ki trude khi quyét
dinh dat coc BDS. Vé thoi gian phan hoi
céc thiac mic cua khach hang ciing duoc
danh gia tt, cac moi gidi chuyén nghiép
va ludn sin sang phan hdi lai nhiing thic
mic ctia khach hang tirc thoi hodc sau mot
vai gio. Chinh vi thé, ¢6 37, 27 % danh gia
tiéu chi nay 4 diém 1a hai 1ong va 39,09 %
danh gia rat hai long tirc 5 diém. Doi véi
céc kién nghi ctia khach hang khi str dung
dich vu ciing dugc dénh gia hai long cao
véi 75,45 % dénh gid ¢ mic 4 diém va 5
diém. Piém trung binh chung cho nhém
tiéu chi 1a 4,12 diém tuong Gng véi mirc
hai long. Nhu vy c6 thé thay vé hoat dong
t6 chirc, quan ly cac dich vu méi giéi BDS
dang dugc cac doanh nghiép trén dia ban
thanh phd Ha Noi t6 chirc rat tot, dat dugc
muc hai long cao. Tuy nhién, van con
mot sb it khach hang chua hai long, rai
rac 2,73 % khach hang phan 4nh khong
t6t vé dich vu moi gidi 1,82 % céc thic
mic cia khach hang phan héi con chdm
tré. Nguyén nhan chii yéu dén tir mot sd
moi giéi BDS méi vao nghé chua c6 kinh
nghiém xt Ii tinh hudng, kién thtrc chua
thuc su viing vang, doi luc nhiing thong
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tin khach hang con chua duge chii du tu
cong khai nén cac moi gidi chua nim bat
dé tra 101 khach hang dugc.

V& hiéu biét phap luat ciia moi gidi.
Pa phan méi gidi BDS duoc danh gia 1a
am hiéu, c¢6 47,27 % dat muc 4 diém -
Hai long; 29,09 % mirc 5 diém - Rat hai
1ong. Mot s6 méi gidi BDS méi vao nghé
co kinh nghiém dudi 6 thang muc d§ am
hiéu phap luat con han ché da qua dao tao
hoac chua duoc dao tao da hanh nghé nén
c¢6 1,82 % khach hang danh gid 1 diém -
Khong hai long; 3,64 % danh gia it hai
1ong. Viée thiéu kién thirc phéap luat khién
modi gidi kho gidi thich rd rang, minh bach
thong tin cho khach hang va cé nguy co
dan dén tranh chdp hodc vi pham phap
luat trong giao dich. Véi quy trinh moi
gidi ¢ 65,45 % khach hang danh gia hai
long va rat hai long. C6 t6i 14,55 khach
hang danh gid khong hodc it hai long.
Nguyén nhan do mét sé méi gidi c6 tinh
trang khong tuan thu quy trinh, khong
thim dinh ky cac thong tin vé phép 1y va
hién trang tai san, dan dén hiéu 1dm cho
khach hang va tranh luan ti€u cuc trong
qua trinh giao dich, lam mat 1ong tin cua
khach hang, anh huéng dén cac moi gidi
BDS khéc. Di vdi tiéu chi qua trinh giao
dich BDS, khach kha hai véi tong 78,18
% khach hang danh gia & muc 4 diém va
5 diém. Mot s6 it khach hang danh gid ¢
mirc 2 diém - it hai 1ong chiém 5,46 %,
do mot s6 moi gidi con chua hiéu rd quy
trinh va it am hiéu phap luat dan d¢én cham
tré trong qua trinh giai quyét cac thu tuc
giao dich.

Vé tiéu chi thai do cia moi giéi BDS,
c6 toi 49,09 % khach hang danh gia Rat
hai long (5 diém) va 34,55 % khach hang
Hai long danh gia 4 diém. Vé muc do

171

Tap chi Khoa hoc Tai nguyén va M6i trueong - S6 56 - nam 2025



Nghién cuu

nhiét tinh cua moéi gidi BDS dugc khach
hang danh gia tot voi tong mic danh gia
4 va 5 diém chiém 79,09 %. Murc d6 dap
g kip thoi tong mirc danh gia hai long
va rat hai long chiém 73,64 %. Téng mirc
d6 hai long & muc 4 va 5 diém cho tiéu
chi trach nhiém chiém 79,09 %. Nhu viy
c6 thé thay v6i nhom tiéu chi nay, khach
hang danh gid & muc hai long cao. Tuy
nhién, tai mot s6 du 4n c6 sirc mua cao,
mot bd phan nho moi gidi thé hién thai do
thiéu than thién, tham chi t6 ra kiéu cing
va thiéu nhiét huyét trong qué trinh phuc
vu khach hang. Hé qua 1a muc do dap ung
c4c nhu ciu va thic mic cua khach hang
cling trd nén cham tré va kém hiéu qua
hon so voi ky vong, tor d6 khach hang
danh gia méi giGi thiéu trach nhiém vdi ti
1€ danh gid 1a 1,82 % khong hai long.
Theo s6 liéu tai Bang 4, c¢6 80 %
khach hang danh gida méi gidi BDS dugc
trang bi thiét bi cong nghé hién dai nhu
dién thoai thong minh, may tinh bang,
laptop dé phuc vu tu van BBS. V¢ tiéu
chi mirc d§ thanh thao cong nghé thong
tin khach hang kha hai long véi 73,64 %
danh gid 4 diém va 5 diém (moi gidi thanh

xuyén cap nhat va ing dung cong ngh¢
thong tin tién tién vao hoat dong méi gidi
nén c6 74,55 % khach hang danh gia hai
long va rat hai long. Ton tai, mot so it
khach hang danh gid moi gidi can dugc
trang bi thém cac phuong tién vé cong
ngh¢ cling nhu can cap nhat va thanh thao
cong nghé¢ cong thong tin hon dé nang cao
chat luong tu van.

Déi véi nhom yéu t6 ca biét gdom cac
tiéu chi mac do thanh cong cua giao dich
BDS, mirc do cham séc khach hang, kha
nang khach hang quay lai st dung dich
vu moi gidi déu rat kha quan. Khach hang
danh gia mic hai long va rat hai long déu
dat trén 50 %, voi ti 1€ danh gia cho tung
tiéu chi 1an luot 14 79,09 %; 50,73 %; 75,45
%. Tuy nhién, van con 3 phiéu danh mirc
khong hai long hodc it hai long, cac khach
hang nay phan anh ring khau hau mai van
chua thuc su duoc chi trong ddng déu giira
cac moi gidi. Co 2,73 % khach hang danh
gid muc do hai long & muc thap (muc 1
diém) ddi voi kha ning quay lai s dung
dich vu thé hién sy thiéu gan két lau dai
giita khach hang va méi gidi. Diéu nay c6
thé bat ngudn tir trai nghiém dich vu chua

thao va rat thanh thao cong nghé thong dap umg khach hang hodc chua tao duoc
tin). Cac moi gigi BDS ciling thuong gia tri khac biét 10 rét (Bang 4).
Bdng 4. Murc dp hai long cua khdch hang khi sir dung dich vu méi gioi BDS
Diém danh gia e
STT N¢i dung dénh gis (Diém) Tyle (%)
123451 [ 2 ]3] 45
| Hai long vé t6 chirc - quan ly cia nguwoi sir dung moi gioi BDS
Mirc d9 hai long ciia anh/chi vé dich vu
1 mi giéi BDS ctia sin giao dich BDS? 313 (17(38(49]2,73| 2,73 |15,45|34,55|44,55
Mirc d6 hai long ciia anh/chj vé thoi gian
2 | phan hoi cac thac mac trong qua trinhsu |2 | 6 [ 18|41 (43| 1,82 5,45 (16,36|37,27{39,09
dung dich vu?
Mirc d6 hai 1ong ctia anh/chi vé chét
3 |luong giai quyet cac kien nghi trongqua | 3| 2 |22(32|51(2,73 | 1,82 |20,00(29,09 46,36
trinh su dung dich vu?
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11 Hai 1ong vé hiéu biét phap ludt ctia méi gioi BDS
Theo anh/chi cdc moéi gidi BDS c6 am

4 hiu phip luit vé BDS khong? 214120(52(32(1,82 3,064 |18,18]47,27|29,09

5 | Theo anh/chi moi gidi BDS co wanthu 1 4\ 415 1 4 130|273 | 11,82 (20,00 38.18| 27.27
quy trinh mdi gidi khong?
Theo anh/chi qué trinh giao dich BDS c6

6 | duoc moi gidi thye hién theo ding phdp |0 6 [18[30(56| 0 | 546 [16,36]27,27(50,91
luat khong?

11} Hai 1ong vé trach nhiém ciia mi gi6i BDS

7 | Theoanhchi théi do phuc vy cuamdi 1 151y 41 g 541 0 o1 [ 2,73 | 12,73 | 34,55 | 49,09
gidi BDS nhu thé nao?
Theo anh/chi murc dg nhiét tinh ctia mdi gioi

8 BDS trong qud trinh chim séc khéch hang? 312 (18(29(58]2,73| 1,82 [16,36|26,36|52,73
Theo anh/chi muc do dap ung kip thoi

9 céc nhu cAu ciia khach hang vé BDS? 212125|33(48|1,82| 1,82 [22,73|30,00 (43,64
Theo anh/chi trach nhiém cua moi gidi

10 BDS trong qué trinh fir vén sin phim? 211120(33|54(1,82| 0,91 |18,18]30,00|49,09

IV Hai long vé khad néng rng dung cong nghé - thong tin
Theo anh/chi cac moi gidi BDS cé duge

11 |trang bi cac phuong tién CNTT dé phuc | 3| 3 | 16|44 (442,73 | 2,73 | 14,55]40,00|40,00
vu tu BDS khéong?
Theo anh/chi muc d9 thanh thao trong su

12 dung CNTT dé tur vin BDS? 314 (22(35(46(2,73| 3,64 {20,00]31,82(41,82
Theo anh/chi muc d9 cdp nhat va ting

13 |[dung CNTT tié’n tien ciia moi gidi trong | 3 | 2 (2346 (36]2,73 | 1,82 {20,91[41,82]32,73
hoat dong tu van BDS?

v Nhém yéu td ca biét
Mirc d¢ thanh cong cta giao dich BDS

14 Khi thong qua dich vu moi gidi BDS? 112120(48(39(0,91| 1,82 |18,18|43,64|35,45
Muc d6 cham soc khach hang ctia méi gidi

15 BDS sau khi giao dich BDS thinh cong? 2| 1(27(31[49(1,82| 0,91 |24,55|28,18|44,55

16 |Kha ndng quay lai sir dung dichvumoi | 3\ | )55 1511371273 | 0.91 [20,01]4636(29,09
gi¢i BDS cua anh/chi?

* Danh gia chung muc do hai long

ciia khdch hang vé méi giéi BDS

Qua d4nh gi4, nhan thdy khach hang da
phan déu hai long khi sir dung cac dich vu

vé méi gidi BDS. Mitic d¢ hai long chung

cua da so cac nhom déu ¢ muc trén 4 diem

gdm cac nhém: Nhém 1 - nhém t6 chic,
quan ly dat 4,12 diém, Nhém 3 - nhém
trach nhiém ctua moi gidi BDS dat 4,22
diém, Nhom 4 - nhém kha nang tmg dung
cong nghé thong tin dat 4,06 diém, Nhém
5 - nhom yéu t6 c4 biét dat 4,07 diém. Chi  thiét khi hoat dong nghé méi gidi.

¢6 Nhém 2 - hiéu biét phap luat ciia moi

giéi BDS dat 3,98 diém (murc trung binh).
Qua day c6 thé thiy, cac méi giéi BDS hoat
dong trén dia ban thanh phé Ha Noi da dap
g kha t6t nhu cau cua khach hang va doi
hoi cta thi truong BPS hién dang c6 nhiéu
thay d6i va bién dong, dic biét 1a trong thoi
ky cong nghé sb nhu ngay nay. Tuy nhién,
dé tang d6 hai 1ong cua khach hang, doi ngii
mdi gidi BPS can tang kha nang am hiéu
lut phat, dy 1a yéu cau quan trong va can
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Nhém § 4,07

Nhom 4 4,

Nhém 3 4

Nhom 2

Nhom 1

3,85 39 3,95 4

PVT: Piém

22

4,05 4,1 4,15 4,2 4,25

Hinh 1: Myrc dp hai long chung cua khdach hang voi dich vu méi gioi BDS

3.3. Pé xudt giai phdp néng cao
hiéu qud hoat dpng méi gidi bit dong
san trén dia ban thanh pho Ha Néi

- Hoan thién ha td‘ng dir liéu so vé
BPS: Can xay dung mét hé théng co SO
dix 1iéu BDS téap trung, hién dai, tich hop
day du thong tin phap 1y, quy hoach,...cho
phép cac mdi gidi dugce truy cdp nhanh
chdéng, chinh xac va minh bach. Day la
nén tang quan trong gitip nng cao chat
lwong tu véan, giam thiéu rai ro phap ly va
tang niém tin tir phia khach hang.

- Tang cuong dao tao chuyén sdu
va cdp chitng chi hanh nghé doi véi moi
gidi BDS: M& mdi lién tuc cac 16p dao
tao, boi dudng kién thirc chuyén mén, k§
nang giao tiép, phép luat vé dat dai, BPS,
phtt hop véi thay d6i chinh sach. Can thiét
1ap chuan dau ra va diéu kién bat budc vé
ching chi hanh nghé.

- Day manh vmg dung céng nghé
théng tin va chuyén doi sé trong hoat
dong moi gioi BDS: Céc doanh nghiép
BDS can dau tu trang thiét bj cong nghé
thong tin, cac phin mém chuyén dung
trong tu van BPS, khuyén khich méi gi6i
g dung cac nén tang s trong qua trinh
tu van va chot giao dich.

- Chudn héa quy trinh méi gidi BPS:
Hoat dong mdi gidi can duoc thuc hién
theo mot quy trinh thong nhat, chit ché va
dugc kiém soat ro rang tir khau tiép nhan
thong tin, tu van, dén ky két hop dong.
Can thiét 13p bo quy tic hanh nghé, dong
thoi ting cudng cong tic giam sat va ché
tai xir phat @i v&i hanh vi méi gidi gian
déi, khong minh bach, khong tudn thi
quy trinh dé c6 mot thi truong moi giGi
chuyén nghi¢p va tuan thu phap luat.

- Néng cao dao dirc nghé nghiép
va chat lwong phuc vu: Can dua cac ndi
dung vé dao dirc, k§ ning Gng xir, giao
tiép khéch hang va tinh than phuc vu vao
chuong trinh dao tao chinh thuc. Céan thuc
hién danh gia dinh ky chat lugng phuc vu
dua trén phan hoi thue té tir khach hang,
tir d6 diéu chinh thai do, trich nhiém trong
hoat dong moi gidi BDS.

- Cai thién chdt lwong chim séc khdch
hang sau giao dich: Can thiét 1ap bo phan
cham séc khach hang chuyén biét sau giao
dich vé6i nhiém vy hd trg thu tuc phéap ly,
giai dap cac vuéng mic, cung cip thong
tin chinh sach madi va thuc hién khao sat
mirc d6 hai 1ong dinh ky dé ting kha ning
khéach hang quay lai str dung dich vu.
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4. Két luan

Trong nam 2024 va dau nam 2025,
thi truong moi gioi BDS tai Ha N§i1 da
c6 nhiing chuyén bién tich cuc, hoat
dong moi gidi BDS trd nén sé1 dong hon
giai doan trudc do. Moi gigi BDS c6 do
tudi chu yéu tap trung tir 24 dén 40 tudi,
chiém 48,18 %. S6 lugng moéi gidi BDS
c6 trinh d6 dai hoc 1 nhiéu nhét chiém
53,64 %. C6 40 % moi gidi xuat phat 1a
nhitng nguoi [am kinh doanh tu do. Kinh
nghiém vé linh vuc méi giéi BDS cia
nhiing ngudi moi gidi chu yéu tap trung
& khoang tir 1 dén 3 nam chiém 33,64 %.
Méi gi6i gan bé tir 1 dén 3 ndm va nhiéu
hon 5 ndm v&i nghé chiém ti 16 twong tng
13 43,64 % va 19,09 %. Theo két qua diéu
tra tai cdc doanh nghiép, cac moi gidi
BDS déu dugc dao tao trudc khi hanh
nghé, cac 16p dao tao dugc méd 2 tuan 1
lan (thuong xuyén) chiém 30 %, cac don
vi thuong xuyén cap nhat thong tin BDS
vGi ti 16 dénh gia 50,91 %. Cac méi gidi it
dugc trang bi thiét bi thong minh 43,64 %
danh gid it trang bi. Theo két qua diéu tra
khéch hang str dung dich vu méi gidi, mure
d6 hai 1ong chung cta cac nhém da sé déu
& muc trén 4 diém gdm cac nhom: Nhom
1 - nhém t6 chire, quan ly dat 4,12 diém,
Nhom 3 - nhém trach nhiém ctiia moi gidi
BDS dat 4,22 diém, Nhém 4 - nhém kha
nang Ung dung cong nghé thong tin dat
4,06 diém, Nhém 5 - nhém yéu t6 ca biét
dat 4,07 diém. Chi c6 Nhom 2 - hiéu biét
phap luat cia moi giéi BDS dat 3,98 diém
(muc trung binh). Chung td, cdc moi gisi
BDS hoat dong trén dia ban thanh phd Ha
Noi da dap tmg kha t6t nhu cau cta khach
hang va doi hoi cua thi truong BDS hién
dang c6 nhiéu thay ddi va bién dong nhu
ngay nay. Tuy nhién, dé ting do hai long
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cua khach hang, doi ngli méi gidi BDS
can ting kha ning am hiéu luat phat, day
1a yéu cAu quan trong va can thiét khi hoat
dong nghé mai gidi.

Lo&i cam on: Bai bao duoc thuc hién
dudi swhd tro nghién ciru ctia dé tai “Bdnh
gid thiec trang va dé xudt gidi phdp ndng
cao hiéu qua hoat ddng méi gidi bat dong
san trén dia ban thanh pho Ha Néi”. Theo
Quyét dinh s6 5061/QD-TDHHN ngay 28
thang 10 nam 2024 do Truong Pai hoc
Tai nguyén va M6i truong Ha Noi chu tri.
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