
Cac nhan to anh hi/ofng den 
SLf hai long cua khach hang 
doi vdfi cac san pham 
va djch vu cua Cong ty TNHH 
San xuat - ThUofng mai QCL 

PHAMHCINGCCfdNG* 
NGUYEN XUAN MJNH" 

VO HOANG NHAN"-
Tom t^t 
Nghien cffu sff dung bd thang do chdt lugng dich vu SERQUAL de ddnh gid sff hdi long cda 
khdch hdng dd'i vdi cdc sdn phdm vd dich vu cda Cdng ty TNHH Sdn xud't - Thucmg mai QCL. 
Thdng qua khdo sdt 168 khdch hdng da sff dung sdn phdm ciia Cdng ty QCL, nghien cffu chl ra 
rdng, cdc nhdn to: Su tin cdy; Chd't lugng sdn phdm; Sff phdn hoi; vd Su cdm thdng cd tdc dgng 
thudn chiiu len St/ hdi long cua khdch hdng. Trong khi dd, nhdm ldc gid khdng tim thdy bdng 
chffng thd'ng ki vi sff tdc dgng cua cdc nhdn to: Gid cd; Phuang tiin hihi hinh; vd Sff ddm bdo 
din Su hdi long cua khdch hdng. Tff do, bdi vii't dua ra mdt sd gai y cho Cdng ty QCL trong 
viec ndng cao chdt lugng san phdm vd dich vu nham ndng cao sU hdi ldng cda khdch hdng. 

Tff khda: Cdng ty TNHH Sdn xud't - Thucmg mgi QCL, sU hdi long cda khdch hdng, SERQUAL 

Summary 
The study using service quality scale (SERQU/M^) to evaluate customer satisfaction for products 
and services of QCL Production Trading Co.. Ltd. Through surveying 168 customers who used 
QCL's products, the study shows that the factors: Reliability; Product quality; Feedback; 
and Empathy has a positive impact on customer satisfaction. Meanwhile, the authors did not 
find statistical evidence of the impact of the factors: Price; Tangible Media; and Guarantee 
to customer satisfaction. Therefore, the study provides some suggestions for QCL Production 
Trading Co., Ltd in Improving the quality of products and services to enhance customer 
satisfaction. 

Keywords : QCL Production Trading Co., Ltd, customer satisfaction. SERQU/U.. 

GI(J| THIEU thong qua nhan vien ban hang, nhan vien h i u mai va 
cac dich vu bao hanh, bao tri san pham. Tuy nhien, do 

Cong ty T N H H San xuat - Thffdng ban che ve nguon Iffc trien khai va chuy6n radn trong 
mai QCL la doanh nghiep cd n h i l u n a m boa t dpng nghien cffu khSch hang , nen cac thdng lin 
tdnh doanh cac san pha'm trong ITnh vffc thu dffdc tff khach hang chffa dffdc sff dung h ieu qua 
y te, giao due. Vdi mong mudn khdng phuc vu cho qua trinh cai ihien hoat dpng kinh doanh. 
ngtfng cai tidn san p h a m va dich vu dd Vi vay, nghidn cffu cac nhan td anh hffdng ddn sff hai 
nang cao sff hai Idng cua khach hang , long cua khach hang dd'i vdi cac san pham va dich vu 
Cong ly da thffc Men nhieu k e n h thu cua Cdng ty T N H H San xua't - Thffdng mai QCL nham 
thap thong tm phan hoi cua khach hang nang cao sff hai long cua khach hang la can thiet. 

'TS., •• PGS, TS., Trudng Dai hoc Ngoai thifdng 
'"TS., Trudng Dai hgc Y Khoa Pham Ngoc Thach 
t^gdy nhdn bdi: 27/03/2019; Ngdy phdn bien: 21/04/2019; Ngdy duyet ddng; 23/04/2019 
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HIMH: MO HINH NGHIEM CtftJ DE XGAT 

Giaca(GC) 

CO sd LY THUYET VA PHU'ONG PHAP 
NGHIEN CLfU 

Cd sd ly thuye t̂ 
Theo ngbiSn cffu cua Caruana va cpng sff (2000), 

cha't Iffdng dich vu la ket qua danh gia cua khach 
hang dffa tren nhffng ti6u chi thong qua kinh nghiem 
va mong dpi cua ho va nhffng anh hffdng tff hinh anh 
ciia doanh nghi$p. Parasuraman va cdng sff (1985) cho 
rang, cha't Iffdng dich vu la khoang each giffa sff mong 
ddi (ky vpng) c0a kh^ch hang va nhan thffc (cam nhan) 
cua hp khi da sff dung qua dich vu. 

Hien nay cd nhieu md hinh danh gia chat Iffdng dich 
vu, trong dd dffdc sir dung rdng rai nha't la: md hinh 
mffc dp ky vpng - mffc dp cam nhan (SERVQUAL), 
md hinh mffc dp cam nhan (SERVPERF) va md hinh 
mffc dp quan trpng - mffc dd the hien (IPA), md hinh 
mffc do ky vpng - mffc dp the hien (SERVQUAL -
Service Quality) do Parasuraman, Zeithaml va Berry 
de xua't nam 1988. 

Bd thang do SERVQUAL nham do Iffdng sff cam 
nhan v^ dich vu thdng qua nam thanh phan cha't Iffdng 
dich vu, bao gdm: (1) Tin cay (Reliability): Ihe hiSn 
kha nang Ihffc hien dich vu phii hdp va dung han ngay 
lan dau; (2) Dap ffng (Responsiveness): the hien sff 
sSn Idng cua nhan vien phuc vu nham cung ca'p dich 
vu kip thdi cho khach hang; (3) Nang Iffc phuc vu 
(Assurance): thd hien trinh dp chuyen mdn va cung 
each phuc vu Hch sff, niem nd vdi khdch hang; (4) 
Dong cam (Empathy): the hien sff quan tam cham sdc 
den Iffng ca nhan khach hang; (5) Phffdng ti6n hffu 
hinh (Tangibles): the hien qua ngoai hinh, trang phuc 
cua nhan vien phuc vu, cac trang thidt bi de thffc hien 
dich vu. 

Theo Kotler & Keller (2006), sff hai ldng cua khach 
hang la mffc dp trang thai cam giac cua radt ngffdi bat 
ngUdn tff viec so sanh kdt qua nhan dffdc tff viec tieu 
diing san pM^m/dich vu vdi nhffng ky vpng cua chinh 

ho trffdc do. Cdn Cronin & Taylor (1992) 
clio rang, cha't Iffdng san phaWdjch vu la 
nhan to' tac ddng nhieu nha't den sff hai 
long. Do dd, mud'n nang cao sff hai long 
cua khach bang, nha cung ca'p dich vu 
phai nang cao chdt Iffdng dJcb vu. 

Dffa vao cac ly thuyd't ndi tren, nhom 
nghi&n cffu da sff dung bO thang do 
SERQUAL CO dieu chinh cho phu hdp 
vdi dd'i tffdng nghien cffu. Trong do kd 
thffa 4 nhan td cua mo hinh SERQUAL, 
bao gom: (1) Phffdng tien hffu hinh; (2) 
Sff cam thdng; (3) Sff phan hoi; (4) Sff tin 
cay. Bo sung them 3 nhan td'ia: Gia ca; 
Cha't Iffdng san phdm; Sff dam bao, 

Theo dd, md hinh nghien cffu (Hinh) 
dffa ra 7 nhan to' cd anh hffdng den si/ 
hai long cua khach hang dd'i vdi cac san 
pha'm va dich vu cua Cdng ty TNHH San 
xua't - Thffdng mai QCL, gdm: Gia ca; 
Cha't lffdng san pham; Phffdng tien hiJu 
hinh; Sff tin cly; Sff dap ffng; Nang Iffc 
phuc vu; Sff cam thdng. 

Tff mo hinh nghien cffu, cac gia thuydt 
nghiSn cffu dffdc dffa ra nhff sau: 

H1: Gia ca cd anh hffdng tich cffe den 
sff hai long cua khach hang. 

H2: Cha't Iffdng san ph^m cd anh hffdng 
ticb cffe den sff hai long cua khach hang. 

H3: Phffdng lien huli hinh cd anh hffdng 
tich cffe ddn sff hai long cua khach hang. 

H4: Sff tin cay cd anh hffdng lich ciic 
ddn sff hai long cua khach hang. 

H5: Sff phan h6i cd anh hffdng lich 
cffe den sff hai long cua kh^ch hang. 

H6: Sff dam bao cd anh hffdng tich 
cffe ddn sff hai long cua khach hang. 

H7: Sff cam thdng cd anh hffdng tich 
cffe den sff hai long cua khach hang. 

Phifdng phap nghidn cu'u 
^De thffc hien nghien cffu, nhdm tdc 

gia thu thap dff lieu bang phffdng phap 
phat bang hoi trffe tiep vdi 200 khach 
hang la cac doanh nghiep khach hang 
cua Cong ty QCL tren dia ban TP. 
Ha Npi. Thdi gian khao sat vao thang 
10/2018. Thang do dffdc sff dung 1̂  
thang do Likert tff 1 (Hoan toan khdng 
ddng y) den 7 (Hoan toan ddng y). Sau 
khi thu ve va iam sach so lieu, cd 168 
phieu dat tieu chuan diroc 'nhap vao 
phan radm SPSS 20.0 de xff ly. 

KET QUA NGHIEN CLfU 

Phan ti'ch he sd Cronbach's Alpha 
Kdt qua phan tich he sd Cronbach's 

(Bang 1) cho thay, thang do Iifdng cac 
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chi lieu nghien cû i cd ht sd'Crdnbach's 
Alpha deu dat yeu cau ldn hdn 0,7. Cu 
the, he so' Cronbach's Alpha cua cac 
nhSn to': Gia ca; Cha't Iffdng san pham; 
Sff tin cay; Sff phan hoi; Sff cam thdng 
va Sff hai long cd gia tri tff 0,8 den 0,9 
va cac nhan td cdn lai la Phffdng ti$n hffu 
hinh va Sff dam bao deu Idn hdn 0,75. 
Trong tffng nban to', cac bien ca'u thanh 
nhan td d^u dat yeu cau cd he sd tffdng 
quan bidn long ldn hdn 0,3. Bi6'n cd he 
sd lUdng quan bien tdng tha'p nha't la PH4 
ciing dat gid tn den 0,534. Nhff vSy, kd̂ t 
qua kiem dinh sd bp thang do dat yeu 
cau de tiep tuc thffc hifin phan tich nhan 
to khdm pha (EFA). 

Ph3n ti'ch nh3n tdkham pha EFA 
Tien hanh phan tich EFA cho 33 bien 

quan sdt thupc 8 nhan td: Gia ca; Chat 
li/dng san phara; Phffdng tien hffu hinh; 
Slf tin cay; Sff phan hoi; Sff dam bao; 
Su" cam thdng; va Sff hai long, nhdm tac 
gia cd dffdc kd̂ t qua kiera dinh KMO va 
kiem dinh Bardett dffdc th^ hi6n d Bang 
2. He sd Kaiser-Meyer-Olkin la 0,896 
- ldn hdn mffc td'i thieu c£n dat dffdc la 
0,5. Gia tri p <0,01 tffe la gia thuydt H^ bi 
bac bo d mffc y nghia 1%, thda man yeu 
cau la cdc bidn quan sat cd tffdng quan 
vdi nhau trong tdng the. Do dd, phan ticb 
EFA la thich hpp. 

Tien hanh phan tich EFA vdi ky thuat 
Principal components va phep xoay 
Varimax vdi dieu kien h6 sd' tai nhan to' 
(Factor loading) cua mdi bid̂ n phai dat 
gid tri ldn hdn 0,5. Ket qua phan tich 
nhan tdcho tha'y, mffc gia tri Eigenvalue 
la 1,044 - dam bao yeu cau ldn hdn 1 va 
ty le phffdng sai toan bd dffdc giai thich 
dat 70,508% - dam bao yeu cau ldn hdn 
50%. Theo dd, 8 nhan td dffdc rut ra Id 
hoan toan phil hdp de nghien cffu va se 
giai thich dffdc 70,508% sff bidn thien 
cua bien phu thupc la sff hai long cua 
khach hang do'i vdi san pham cua Cdng 
tyQCL. 

Ke't qua phan tich EFA da gom 32 
bidn quan sdt trd thanh 8 nhan td vdi 
cac bien quan sat thanh phan deu cd 
H sdt^i nhan tdldn hdn 0,5 (Bang 3). 
Rieng bien DB3 bi loai do cd he sd'tai 
nhdn to nho hdn 0,5. Can cff vao ndi 
dung ciia cdc bien quan sdt, mac du cd 
vai si/thay ddi ve ca'u tao d mot so nhan 
to, nhffng nhin chung trong mdi nhdn 
to, thi cdc bidn quan sat ciia radt nhan 
to ban dau vin chidm phan ldn, con lai 
1̂  cdc bien cua nhdn to' khac dffdc tich 

BAMG 1: KET QGA KIEM DjNH Sd BO DO TIN CAY 
CGA THANG DO BAMG HE SO CRONBACH'S ALPHA 

Bi^Tn Trui% binh thang do 
neu lo^i bo bi@i) 

Phifdng sai ciia than 
do ng'u ioai bo bi^n 

H$ sd'tiAftig 
quan bi€ii t^ne 

Gid cd - Cronbacli's Alpha ^ 0.876 
GCI 

GC2 

GC3 

GC4 

13,494 

13,405 

13.655 

13,66! 

15,545 

15,320 

15,820 

17,303 

0,733 

0,793 

0,735 

0,677 

Cronbach's Alpha 

0.842 

0,817 

0,84) 

0,863 
Chat luang sdn phdm - Cronbacli's Alpha = 0,807 

CLI 

CL2 

CL3 

CL4 

12,3^7 

12,089 

12,488 

12,429 

16,873 

16,513 

17,245 

18,510 

0,683 

0,631 

0,601 

0,582 
Phuong tien hdu hinh - Cronbach's Alpha = 0.798 
HHl 

HH2 

HH3 

HH4 

11,815 

12,327 

11,565 

11,988 

16,547 

17,204 

17,193 

17,617 

0,639 

0,609 

0,579 

0.611 

0,730 

0,755 

0,769 

0,777 

0,732 

0,747 

0,763 

0,747 
Sutin cdy - Cronlnach's Alplia = 0.879 

TCI 

TC2 

TC3 

TC4 

TC5 

18,804 

18,696 

19,030 

18,905 

18,708 

25,069 

23,841 

24,053 

26,230 

25,525 

0,709 

0,780 

0,737 

0,678 

0,656 

0,854 

0,836 

0,847 

0,861 

0,866 
Silphdn hoi - Cronbach's Alpha = 0.811 

PHI 

PH2 

PH3 

PH4 

12,690 

12,690 

12,976 

13,286 

15,712 

13,880 

15,233 

16,672 

0,625 

0,670 

0,699 

0,534 

0,765 
0,744 

0,732 

0,806 

Sudani bdo - Cronbach's Alpha = 0.773 

DBI 

DB2 

DB3 

DB4 

11,929 

12,089 

12,845 

12,869 

12,642 

13,339 

13,605 

13,851 

0.601 

0,589 

0.563 

0,547 

0,704 

0,711 

0,724 

0,733 

Sucdni thong - Cronbacli's Alpha = 0.812 

CTI 

CT2 

CT3 

CT4 

10,268 

9,696 

10,321 

9,357 

15,814 

17,063 

15,573 

16,135 

0,658 

0,639 

r 0,663 

0,568 

0,750 

0.761 

0,747 

0,795 

Su hdi long - Cronbach's Alplm = 0,892 

HLI 

HL2 

HL3 

HL4 

13.077 

13,274 

13,196 

13,363 

15,796 

16.380 

16,734 

17,454 

0,793 

0,805 

0,720 

0,735 

0,850 

0,845 

0.878 

0,871 

BANG 2: HE SO KAISER-MEYER-OLKIN vA KIEM D[NH BARLETT 

He so Kaiser-Meyer-Olkm 

Gia iri Chi binh phifdng xap x 
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PHI 

TC5 

TCI 
TC2 

TC3 

TC4 

PH2 

HL2 

HLI 

HL3 
HL4 

GC2 

GC3 
GCI 
GC4 

CLI 

CL2 
CL3 

CL4 
HH2 

HHl 
HH3 

HH4 
DBI 

DB2 
CT4 

CT2 
PH4 
DB4 

PH3 

DB3 
CT3 

CTl 

BANG 3 MA TRAN XOAY NHAN TO 

NhAn td' 
1 

0,687 

0,683 

0.667 
0,612 

0,602 

0,583 

0,552 

0,561 

2 

0,838 

0,781 

0.734 

0,676 

3 

0,879 

0,853 

0,849 
0,810 

.4 

0,844 

0,812 
0,745 

0,663 

5 

0,817 

0,683 
0,656 
0,576 

6 

0,763 
0,655 
0,594 

0,575 

7 

0,536 

0,765 
0,665 

0,570 

8 

0,843 

0,833 

BANG 4: KET QUA HOI QGY 

He so goc 

TC 

GC 

CL 

HH 

DB 

PH 

CT 

Thdng ke F 

R-,squared hieu chinh 

Thorig ke Durbin - Walson 

So quan sat 

H$ so chffa 
chu^n h6a 

0,553 
0499^: .f.* 

-0,056 

0,117^"^ 

-0.023 

0,069 

0.197** 

0,119'=^ 

Saisd* 
chu9!n 

0,391 

0,092 

0,057 

0,059 

0,085 

0,105 

0,088 

0,055 

ThaTng 
k£ t 

1,412 

5,405 

-0,984 

1,984 

-0,267 

0,655 

2,230 

2,147 

Gia 
t r ip 

0.160 

0,000 

0,326 

0,049 

0,789 

0,514 

0,027 

0,033 

VIF 

2,271 

1,051 

1,186 

2,454 

3,032 

2,145 

1,355 

25,453*** 

0,506 

2,143 

168 

Mguon Ket qua \\S ly dir heu cua nhom tac gia 

h d p v^o v d i np i dung cija b ien c6 tinh 
tuong dfing vdi nlian to chti dao.JVl vp, 
ve cd ban , t en ciia ciic n h a n to khong 
thay doi . Cia the cac nhan to dtidc hoi 
t u s a u khi p h a n tich E F A cd t en gpi v i 
ca'u t a o nhli sau : 

- Nhan to' 1: Su tin cay (TC) bao g6m: 
P H I , T C 5 , T C I , f C 2 , T C 3 , T C 4 va PH2. 

- N h a n id' 2: SU ha i long (HL) bao 
gom: H L 2 , H L I , H L 3 va H L 4 . 

- Nhan to 3: Gia ca (GC) bao g6m: 
GC2, GC3,GC1 vaGC4. 

- N h a n to' 4 : Cha't lUdng sdn pham 
(CL) b a o gom: C L I , CL2 , CL3 va CL4. 

- N h a n to' 5: PhUdng tien htiu Mnh 
(HH) bao gdm: H H 2 , H H l , H H 3 va HH4. 

- N h i n to' 6: SiJ d a m bao (DB) bao 
gom: D B ) , D B 2 , C T 4 va CT2. 

- N h a n to 7: SU p h a n hoi (PH) bao 
gom: P H 4 , D B 4 va P H 3 . 

- N h a n to 8: Stf c a m thong (CT) bao 
gom: CT3 v a C T l . 

Sau khi hinh thanh cac nhan td' cd ca'u 
tao mdi , nhdm tac gia k i e m dinh mpt Itn 
niJa v e sU tin cay cua thang do dd'i vdi cac 
nhSn td' nay. T h e o dd, thang do ludng cac 
nhan to' mdi cd h6 sd' Cronbach ' s Alpha 
deu dat y e u cau ldn hdn 0,7. NhU vay, 
kd't qua kiim dinh do tin cay bang h6 s6' 
C r o n b a c h ' s Alpha dat y e u c t u . 

P h S n t ich h 6 i q u y b p i 
Sau khi p h a n tich nhan to, nhdm tac 

gia tie'n hanh phan tich hoi quy tuye'n 
tinh bd i . K e t qua phan tich hoi quy dUdc 
trinh b a y tai B a n g 4 . Thd'ng ke F dUdc lay 
til b a n g p h S n tich phUdng sai ANOVA 
trong ke't qua hoi quy bpi. K e t qua ki lm 
dinh cho gia tri thd'ng ke F = 25,453 cho 
thS'y, mtic y nghia la 1% ngn ta bac b6 
gia thuye't la ta't ca cac he s d deu bang 
0. N h u vay, md hinh hoi quy tuyen tinh 
bpi x i y dung dUdc phil hpp vdi tap dii 
li«u, cac bie'n ddc lap trong md hinh 
cd tac ddng de'n bie'n phu thudc, tUc lit 
mo hinh phu hop. Dai lUdng tho'ng ke 
Durbin - Watson dupc sii dung de kiem 
dinh tUdng quan cda cac phan dU vdi 
gia thuye t HO la he so' tuong quan tong 
the cua cac phan du bang 0 (khdng CO 
tu tUdng quan chudi bac nhj't). Ne'u gid 
tri Durbin - Watson nam trong khoang 
a 1 den 3, thi cd the ke't luan khdng cd 
h ien tupng tU tiiOng quan. Ke't qua phSn 
tich cho thay, Durbin - Watson la 2 143 
tiJc la cac p h % du khong cd tUdng quan 
chudi bac nhat vdi nhau. He so' phdng 
dai phuong sai (Var iance innation factor 
- VIF) dupc sfl dung d e kie'm tra da cdng 

112 
1 



tuyd'n. Mo hinh co da'u hieu da cgng 
tuyen khi VIF viTcft qui 10. Ket qua phan 
tich cho tha'y, gia tri VIF lan nha't cua cac 
bien doc lap trong mo hinh la 3,032 nen 
nhom tac gia ket luSn la khong co hien 
tircfng da cong [uyen. 

Bang 4 cho tha'y, Su" tin cay co tdc 
dong tich c\ic de'n Sii hai long cua khach 
hang d mu'c y nghia la 1%. Cha't lifcfng 
san pham, Su" phan h6i va Su" cam thong 
cung deu CO tac dfing thuan chi^u len 
SU hai long cua khach hang d mu'c y 
nghia 5%. Trong khi do, nhom nghien 
cilu khong tim tha'y bang chiJng thong 
ke ve sU tac dong cua cac nhan t6' Gia 
ca, Phtfdng tien hffu hinh va Su dam 
bao de'n SiJ hai long cua khach hang. 
Co th6' tha'y rang, mat hang do QCL 
cung ca'p do la phitdng tien vSl tuf y t '̂, 
viec tî 'p Xlic vdi khach hang tai Iru sd 
doanh nghiep khong nhieu, ma chu yeu 
qua di6n thoai, email, nen PhUcJng tien 
hflu hinh kh6ng ddng vai tro quan trong. 
Mat khac, khi lUa chon mat hang vat tU, 
phirong tien y te co lien quan he trong 
de'n siic khoe va tmh mang con ngu'di, 
nen nhan to' Cha't lu'dng san phim dffdc 
chu trong, trong khi do Gia ca khong co 
tac dong dang ke. 

MOTSOGIAI PHAP 

Nham nang cao sy hai long ciia khach 
hang trong thdi gian tdi, Cong ty TNHH 
sin xua't - thffdng mai QCL can co nhffng 
giai phap, nhff sau: 

(i) Ve siJt tin cgy: Cong ty QCL can 
dam bao viec cung ca'p san pham, dich 
vu i^ng thdi gian da hen, dac biet la 
ngSy tff lan dau de khach hang co an 
lu'cfng i6t ve dich vu nhanh ggn va thuan 
lien cua C6ng ty. Dong thdi, dao tao va 
Ichuyen khich nhan vien luon no Iffc giai 
quye't cac va'n de ma khach hang dat ra, 
giai quy6't diing thdi gian da cam ke't va 

dam bao han che sai sot nha't co the. Ng'u khong dat 
dffdc cam ke't, nhan vien Cong ty QCL cung can co 
nhu'ng phffdng an giai quyet va'n de hop ly, khong de 
ma't long khach hang, cung nhff anh hffdng de'n chat 
lffdng phuc vu chung cua Cong ty. 

(ii) Ve chat luang sdn phdm: Cong ly QCL can 
dam bao nguon dau vao cha't Iffdng to't bang viec lffa 
chpn cac nha cung cap uy tin, lya chon cac san pham 
cd nguon go'c xua't xff ro rang, dam bao d6 ben, dd 
thuan tidn khi sijf dung, cung nhff hieu qua van hanh. 
Thiet bl y te' ma Cong ty cung ca'p phai la nhffng san 
pham chinh hang, cd nguon gd'c, cd day du thdng so'ky 
thuat tiif nha san xuat. 

Ben canh do, trong qua trinh bao quan may moc 
thiet bi y te, Cong ty QCL can tuan thu c^c quy chuan 
ve kho bao quan va phffdng ti6n van chuyen. Dong 
thdi, de kiem scat va nang cao cha't lifcfng san pham, 
Cdng ty cdn thiet lap he thd'ng theo ddi qua trinh nhap, 
xua't kho trang thie't bi y te de cd the thu'dng xuydn cSp 
nhat va kiem tra tinh trang san pha'm va cd phffdng an 
xff ly kip thdi khi cd sff cd'. 

(iii) Ve sU phan hoi: Cdng ty QCL cd th^ to chffc 
dao tao va dgng vidn nhan vien ludn cd thdi do sSn 
sang phuc vu, dap u'ng nhu cau khach hang, hdn nffa 
cdn phai dap ffng cac ddn hang va yeu c^u mot each 
nhanh chdng ma chinh xac, tranh de khach hang ddi 
lau va tha't vgng; can xay dffng quy trinh xff ly cac 
nghiep vu nha't quan, linh boat va nang cao kha nang 
giai quye't va'n de cua nhan vidn de nit ngan thdi gian 
chd ddi cua khach hang, 

(iv) Ve sff cdm thong: Cdng ly c^n quan tam de'n 
cdng tac tuyen dung va dao tao nhan vidn, dam bao 
nhan vien cd ky nang giao tid'p, phong thai ffng xff 
kheo leo, thffdng xuydn tham hdi khach hang vdi thai 
do phuc vu niem nd. 

Ciing vdi do, nhan vidn Cdng ty ndn la'y ldi ich 
cua khach hang lam phffdng cham phuc vu, chu y 
dd'n khach hang bang viec chu ddng quan tam va giai 
thich cac va'n, de cua khach; can tao md'i quan hd td't 
dep vdi khach hang, thffdng xuyen tham hdi, cham 
sdc khach hang trffe tie'p, hoac qua email, sd' didn 
thoai... de cd the nam bat dffdc tam tff, nguydn vong 
va nhu cdu cua khdch hang, tff dd cd the quan tam, 
hd trd hoac cung ca'p, gdi y cac san pham va dich vu 
phii hdp.Q 
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