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Tém tat: Cong ty C6 phin Buru vin néi dia va quéc té Déng Dwong (Indochina Post Logistics -
IPL) la mét trong nhitng doanh nghiép logistics hang dau tai Viét Nam, ¢é mang lwdi hoat déng
réng khdp tir Thanh phé Hé Chi Minh dén Ha Noi, Pa Nc;ng va Campuchia. Trong moi truong
canh tranh gay gat Cong ty dang né luc ndng cao chat hrong dich vu logistics cua minh. Bai
viét tién hanh danh gia thyc trang chat lwong dich vu logistics ciia Cong ty C6 phdn Bueu vin
néi dia va quoc té Péng Duwong, xdc dinh mirc dé quan trong cia tirng chi tiéu danh gia chat
liwong dich vu logistics doi voi khach hang; trén co sé dé dwa ra cac khuyén nghi cho Cong ty
trong hoat dong ndng cao chat lwong dich vu logistics ciia minh.

Tir khéa: Chat lwong dich vu, danh gid, logistics.

Research on the Logistics Service Quality of Indochina Express Domestic and International
Mail and Cargo Joint Stock Company

Abstract: Indochina Express Domestic and International Mail and Cargo Joint Stock
Company (Indochina Post Logistics - IPL), one of the leading logistics enterprises in Vietnam,
operates an extensive network spanning Ho Chi Minh City, Hanoi, Da Nang, and Cambodia.
In an increasingly competitive environment, Indochina Post Logistics is striving to improve
its logistics service quality. This paper assesses the current status of IPL’s logistics service
quality and identifies the relative importance of each service-quality evaluation criterion from
the customers’ perspective. Based on these findings, the paper proposes recommendations to
help Indochina Post Logistics improve its logistics service quality.
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1. Thuc trang chit hrgng dich vu logistics ciia Cong ty C6 phian Buwu van ndi dia va quéc té
DPong Duwong

Nghién ctru vé chit luong dich vy hién nay hai moé hinh ph bién nhat thuong sir dung 1a SERVQUAL
va SERVPERF.

Mo hinh SERVQUAL: Trong mé hinh SERVQUAL, khai niém vé su ky vong c6 thé gay khé hiéu
cho ngudi tra 10i va diéu nay c¢6 thé dan dén sy nham 13n hogc khong nhit quan trong viéc danh gia, anh
huong dén chat luong dir lidu thu thap dugc va diéu nay c6 thé 1am giam tinh chinh xac va do tin cay
cta két qua nghién ctru.

M6 hinh SERVPERF: Trong m6 hinh SERVPEREF, chét luong dich vu la két qua cua nhan thic ca
nhan dbi véi toan bo thudce tinh cua dich vu duoc cung cip, diéu nay gitp nang cao hon chat luong dir
lidu thu thap va do tin cdy ctia két qua nghién ctru so v6i mo hinh SERVQUAL.

Pé danh gia thuc trang chat lugng dich vu logistics cta Indochina Post Logistics, tac gia sir dung mé
hinh SERVPERF. Vi mé hinh nay chit lugng dich vu duoc dénh gia thong qua nam thanh phan sau: i)
Su tin cdy; i) Sy dap tng; iii) Sy dam bdo; iv) Su déng cam; va v) Phuong tién hitru hinh.
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Bai viét khao sat mutrc d6 hai 10ng cia khach hang vé dich vu logistics do Indochina Post Logistics
cung cap sir dung thang do Likert véi nam muc do dénh gia 1a: 1= Rat khong hai long; 2= Khong hai
long; 3= Binh Thuong; 4= Hai Long; 5= Rat hai 1ong. Khach hang duoc diéu tra khao sat dugc chon
ngau nhién trong sé khach hang sir dung dich vu ctia cong ty. C6 100 phiéu khao sat dugc guri di va c6
78 phiéu nhén vé trong d6 c6 75 phiéu hop 1€. bé phan tich dit li¢u thu dugc tur diéu tra khao sat st dung
phan mém SPSS 22 va két qua dugc tong hop trong Bang 1.

Bang 1. Mirc d§ hai long ciia khach hang khi sir dung dich vu logistics
do Indochina Post Logistics cung cap

Cac thanh . Cac tiéu chi danh gia chat lugng dich vu Gia tri Doléch | Xép
- Ky hiéu . . 22
phan ’ logistics trung binh chuan hang
TC1 | Trién khai dich vu dung theo k& hoach da 4,13 0,644 10
cam két voi khach hang
TC2 | Coéngty san sang x ly va ho trg khi co phat 4,09 0,738 13
L sinh
Sutin cay ) e e o
TC3 |Cbng ty dang tin cay va cd uy tin trén thi 4,49 0,705 2
trudng
TC4 | Dich vu thuc hién khéng co sai sot vé chung 4,1 0,649 1
tu
PH1  |Nhén vién theo sat, thudng xuyén cap nhat 4,09 0,762 13
tinh trang 16 hang
L. PH2 | Nhan vién phan hoi nhanh chong déi vaoi yéu 4,35 0,835 8
Su dap ung O . .
cau cua khach hang
PH3 | Nhan vién ludn san hang ho trg, cung cap 4,36 0,799 7
day dt théng tin cho khach hang
DB1 | Bam bdo an toan hang hoa, bao mat tuyét 4,6 0,658 1
déi thong tin khach hang.
Su ddm bdo DB2 |Nhan vién co thai do lich su, niem né 4,45 0,684 3

Nhan vién nam viing nghiép vu, linh hoat, tu

b3 van giai phap tot nhat cho khach hang

4,1 0,649 1

Cong ty ludn quan tam va co nhiéu chuong
trinh uu dai cho khach hang

Su déng cam DC2 |Coéngtyludn coitronglgiich clia khach hang 4,42 0,876 4
Gig lam viéc cua cong ty linh hoat, thuan

DC1 4,41 0,739 5

oes tién v6i khach hang 3,86 0766 1
U Céng Ey co trang thiét bi céng nghé, doi xe, 3,92 0,804 5
. R kho bai hién dai.
Thanh phan ; K K . N -
hiiu hinh Cac phan mém, website cdng ty cung cap
HH2 | ludn hoat dong t6t va day cé day du cac 4,32 0,862 9

thong tin

2. Xac dinh mirc d) quan trong ciia cac tiéu chi danh gia chit lwong dich vu logistics doi véi
khach hang cia Cong ty Co phan Buu van noi dia va quoc té Pong Duong

bé xac dinh mtc d§ quan trong cua céc tiéu chi ddi khach hang tién hanh diéu tra khao sat y kién
ctia khach hang, trong khao sat ciing st dung thang do Likert véi nim murc d6 danh gia cu thé nhu sau:
Rét khong quan trong = 1 diém; Khong quan trong = 2 diém; Binh thudong = 3 diém; Quan trong = 4
diém; Rat quan trong= 5 diém. Qua trinh diéu tra khao sat thuc hién twong tu nhu khao sat vé su hai
1ong (Mot phiéu khao sat co hai noi dung khao sat: i) V& su hai 1ong ctia khach hang; ii) V& mirc d6 quan
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trong cda cdc ti€u chi). bé phan tich dir li¢u thu dugc tu diéu tra khéo st sur dung phén mém SPSS 22
va ket qua dugc tong hop trong Bang 2.
Bang 2. Mirc d quan trong ciia cac tiéu chi ddi véi khach hang sir dung
dich vu logistics cua Indochina Post Logistics

Cac thanh phan | Ky hiéu | Cac tiéu chi danh gia chat lugng Gia tri Do léch | Xép hang
dich vu logistics trungbinh | chuan
Trién khai dich vu ding theo ké
TCT hoach da cam két v6i khach hang %56 0,758 >
T2 ang t(y s.an sang xU ly va ho trg khi 444 0,623 7
L c6 phat sinh
Sutin cay Cona tv dana tin CAv va cb uv tin tré
103 ong y angtincayvacouytintrén 4,49 0,76 5
thitrudng
TC4 Dich Yu th\grc hién khéng co sai sot 4,59 0,66 3
vé chung tu
PH] NAhan vA|en\ theo satL thuong Xuyén 457 0,738 4
cap nhat tinh trang 16 hang
Sy dap ung P | l\hanviénphan hoinhanhchongdol —, o, 0,723 13
vGi cac yéu cau cua khach hang
Nhanvién luén sdn hanghd trg, cung
PHS cap day di thong tin cho khach hang 393 0.86 1
Bam bdo an toan hang héa, bao mat
DBl tuyét d6i thong tin khach hang. %64 0,65 1
s DB2 | Nhanvién co thai do lich sy, niem no 4,4 0,658 9
Sy dadm bao ) -
Nhéan vién nam ving nghiép vu, linh
DB3 | hoat, tu van giai phap tot nhat cho 4,64 0,65 1
khach hang
Coéng ty ludn quan tdm va cé nhiéu
bet chuong trinh uu dai cho khach hang 3,98 0,997 M
Sudéngcam | Dcz |COng b luon coitrong loiich cual -, 4 0,912 10
khach hang
Gig lam viéc cla cong ty linh hoat,
Des thuan tién véi khach hang 05 0,635 14
Cong ty co trang thiét bi cong nghé,
. . HH1 doi xe, kho bai hién dai. sl 0.772 8
Thanh phan ; . . R
hiiu hinh Cac phan mém, website coéng ty
HH2 |cung cép ludn hoat dong tot va day 4,32 0,947 12
c6 day du cac thong tin

3. Thiét 1ap ma tran IPA phan b6 yéu t6 xép hang quan trong va mirc do hai long cia

khach hang.

Ma tran IPA gém bon phan véi truc tung (Y) thé hién muc d6 quan trong cua cac tiéu chi danh gia
chat luong va truc hoanh (X) thé hién mic d6 hai long cta khach hang, trong do:

i) Phan tu thir nhat (Tap trung phat trién): Mirc d6 quan trong cao, mirc d6 hai 1ong thip. Nhiing tiéu
chi danh gia nam ¢ phan tu nay duoc xem la rit quan trong d6i v6i khach hang, nhung muc do dép tng
dich vu ctia nha cung tng dich vu & mrc do thap (mutc d6 hai long thap). Nha cung tng dich vu trudc
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tién can chu ¥ dén céc tiéu chi nay, tdp trung phat trién mac d6 cung tng dich vu nham nang cao mirc
do théa man khach hang.

ii) Phan tu tht hai (Tiép tuc duy tri): Mirc d6 quan trong cao, mirc d6 hai long cao. Nhiing tiéu chi
nam ¢ phan tu ndy dugc xem 1a rat quan trong d6i véi khach hang va mérc d6 dap tmg dich vu ctia nha
cung ung dich vu & murc d6 rat tét (muc do hai long cao). Nha cung tng dich vu nén tiép tuc duy tri va
phat huy thé manh nay.

iii) Phan tu thir ba (Han ché phat trién): Mirc d6 quan trong thap, muc d6 hai long thap. Cac tiéu chi
nam & phan tu naykhong quan trong ddi v6i khach hang va murc d6 dap tmg dich vu ctia nha cung tng
dich vu & mirc do thap (mirc do hai long thap). Nha cung tng dich vu nén han ché ngudn luc phat trién
nhiing ti€u chi nay.

v) Phan tu tht tu (Giam su dau tu): Muc do quan trong thép, murc d6 hai long cao. Céc ti€u chi nam
& phan tu nay duoc xem 1a khong quan trong ddi v6i khach hang, nhung mic do dap ung dich vu cua
nha cung tng dich vu & mirc d6 tét (mirc d6 hai 10ng cao). Co thé xem sy dau tu cho cac tiéu chi nay
lachua can thiét vanén sir dung ngudn luc cho cac tiéu chi khac.

Trén co s6 két qua dugce trinh bay trong Bang 1 va Bang 2 tién hanh thiét 1ap ma tran IPA cho dich
vu logistics doIndochina Post Logistics cung cap nhu trong Hinh 1 dudi day:

Hinh 1. Ma tran phan b6 yéu t6 xép hang mirc dd quan trong ciia cac tiéu chi danh gia chit
lwgng dich vu va mirc d§¢ hai long ciia khiach hang ciia Indochina Post Logistics
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4. Khuyén nghi d6i véi Cong ty C6 phan Buu van ndi dia va qudc té Pong Duong

Dé nang cao chit luong dich vu logistics Cong ty Co phan Buu van noi dia va qubc té Péng Duong
nén tap trung nghién ctru tim céc giai phap dé giai quyét cac van dé lién quan theo thir tir ¢6 tinh vu tién
nhu sau:
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- Tha nhat, huy dong cac ngudn luc, tap trung phat trién t6t cac hoat dong lién quan dén cac tiéu
chi danh gia chat lugng dich vu logistics sau day: “Trién khai dich vu dung theo ké hoach da cam két
v6i khach hang”; “Cong ty sin sang xir Iy ho trg khi c6 phat sinh”; “Dich vu thuc hién khong c6 sai sot
vé chung tr”; “Nhan vién nim virng nghiép vu, linh hoat, tu van giai phap t6t nhit cho khach hang”;
“Nhan vién theo sat, thudng xuyén cap nhat tinh trang 16 hang”; “Cong ty co trang thiét bi cong nghé,
do6i xe, kho bai hién dai”.

- Thir hai, can tiép tuc duy tri va phat huy cac hoat dong lién quan dén cac tidu chi sau: “Dam bao
an toan hang hoa, bao mat tuyét ddi thong tin khach hang”; “Cong ty dang tin cy va c6 uy tin trén thi
truong”; “Nhan vién co thai do lich su, niém né”; “Cong ty luon coi trong 1¢1i ich ctiia khach hang”; “Cac
phan mém, website cong ty cung cip luon hoat dong tot va day co day du cac thong tin”.

- Thir ba, cac hoat dong lién quan dén céc tiéu chi sau chua phai tim cac giai phap dé cai thién
ngay 1ap tuc va nén thyc hién khi diéu kién chua cho phép, :“Nhan vién phan hdi nhanh chong dbi voi
cac yéu cau cta khach hang”; “Cong ty luén quan tdm va c6 nhiéu chwong trinh wu dai cho khach hang™;
“Nhan vién ludn san hang hd trg, cung cap day du thong tin cho khach hang”.

- Th tu, khi tat ca cac hoat dong duogc dé cap ¢ ba y trén da duogc thuc hién tdt thi nén quan tam
dén viéc cai thién van dé lién quan dén tiéu chi: “Gid lam viéc cua cong ty linh hoat, thuan tién véi
khach hang”.

5. Két luan

Nang cao chit luong dich vu logistics 1a yéu t6 then chdt gitip doanh nghiép logistics dimg viing va
phat trién bén viing trong mdi trudng canh tranh ngay cang gay git. Bai bao tap trung lam rd thuc trang
chat luong dich vu logistics ctia Indochina Post Logistics theo quan diém ctia khach hang; xac dinh mtrc
d6 quan trong ddi v6i khach hang cuia cac tiéu chi danh gia chét luong dich vu logistics, thiét 1ap ma tran
IPA phan bd yéu t6 xép hang quan trong va muc do hai long ciia khach hang ddi vai dich vu logistics
ctia Indochina Post Logistics; trén co s& d6 dwa ra duoc cac khuyén nghi c6 tinh hitu ich cho Indochina

Post Logisticstrong hoat ddng nang cao chit lwong dich vu logistics ma cong ty cung tng ra thi truong.
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