Cac nhan to anh huéng dén
su’ hai long cta khach hang
déi v6i cac san pham

va dich vu cia Cong ty TNHH
San xuat - Thuong mai QCL
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Tém tit
Nghién citu sit dung bé lhang do chdt luong dich vu SERQUAL dé danh gid su hai long cia
khdch hang déi vdi cde sdn phdm va dich vy ciia Cong ty TNHH Sdn xudt - Thuong mai QCL.
Théng qua khdo sdt 168 khdch hang da sit dung siin phdm ciia Cang ty QCL, nghién ciu chi ra
rdng, cdc nhdn 16 Sy tin cy; Chdt lugng sén phdm; Sy phén hdi; va Sy cdm thong c6 tic dong
thudn chiéu lén Sy hai long ctia khdch héng. Trong khi d6. nhém 1dc gid khéng tim thdy bdang
ching thong ké vé sut tdc déng cia cdc nhan 16 Gid cd; Phuong tién hitu hinh; va Sy dim bdo
dén Si hai long ciia khdch hang. Tix d6, by viét dua ya mét s6 goi y cho Cong ty QCL trong
vigc ndng cao chdt higng sén phdm va dich vy nhiim néng cao su hai long cia khdch hang.

Ti khéa: Céng ry TNHH Sdn xudt - Thuong mai QCL, su hai long cda khdch hang, SERQUAL

Summary

The study using service quality scale (SERQUAL) 10 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: Reliabiliry; 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
1o cusiomer 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.

Key words: QCL Production Trading Co.. Ltd, customer satisfaction, SERQUAL

GI6I THIEU théng qua nhan vién bédn hang, nhin vién hju mai va
c4c dich vy bao hanh, bio tA sin phim. Tuy nhién, do
Cong ty TNHH Sin xudt - Thugng  han ch& vé& ngudn Iuc wién khai va chuyén mén trong
mai QCL 1a doanh nghiép c6 nhiéu ndm  hoat ddng nghién citu khdch hing, nén cdc thdng tin
kinh doanh c4c sin pham trong, Iinh viie  thu dudce tir khdch héng chua dugc sit dung hiéu qui
¥ 1€, gido dyc. Vi mong mudn khong phuc vu cho qud trinh cdi thién hoat dgng kinh doanh.
ngiing cai tién sdn phz\m va dich vu d€ Vi vay, nghién ciu cdc nhin t& dnh hudng dén sy hai
ning cao sy hai ldng cla khich hing, ](’Jng cla khdch hang déi véi cdc sin pham va dich vu
Cﬁ"g ty d3 thuc hién nhiéu kénh thu ctia Céng ty TNHH Sén xuét - Thuong mal QCL nhim
thip théng tin phén hdi ciia khdch hang  néng cao sy hai long ciia khdch hang 14 cin thiét.
\ PGS, TS., Trudng Pai hoc Ngoai thudng
"'TS,, Trudng Bai hoc Y Khoa Pham Ngoc Thach
Nedy nhan bai: 27/03/2019; Ngay phdn bién: 21/0472019; Ngdy duvér ddng: 23/0472019
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CO_SO LY THUYET VA PHUONG PHAP
NGHIEN cUu

Co s8Iy thuyét

Theo nghién cu cia Caruana vi cong sy (2000),
chdt lwong dich vu 12 két qud d4nh g@id cha khdch
hang dua (tén nhifng tiéu chi théng qua kinh nghiém
vd mong dgi cda ho va nhitng dnh hudng Y hinh dnh
cta doanh nghiép. Parasuraman va cong su (1985) cho
riing, chat lugng dich vu 12 khodng cdch gilfa sw mong
dai (ky vong) cia khidch hang va nhgn thidc (cAm nhin)
cla ho khi da st dung qua dich vu.

Hién nay c6 nhiéu md hinh dénh gi4 chil lugng dich
vy, trong d6 dudc st dung réng rai nhdt 12: md hinh
mifc 49 ky vong - mic d§ cdm nhin (SERVQUAL),
md hinh mic do cdm nhin (SERVPERF) va md hinh
mdc d quan trong - mitc do thé hién (IPA), m6 hinh
mdc d6 ky vong - midc db thé hien (SERVQUAL -
Service Quality) do Parasuraman, Zeitham] va Berry
dé xudt nam 1988.

B6 thang do SERVQUAL nhim do ludng syt cdm
nhén vé& dich vy thdng qua nam thanh phan chat ludng
dich vy, bao gém: (1) Tin cdy (Reliability): thé hién
khé niing thyc hién dich va phi hgp va ding han ngay
13n diu; (2) Pip ung (Responsiveness): thé hign su
s4n tong cda nhan vién phuc vu nhiim cung cép dich
vy kip thdi cho khich hang; (3) Nang lyc phuc vu
(Assurance): thé hién trinh 4 chuyén mén va cung
cdch phuc vu lich sy, niém nd v6i khich hang: (4)
DBéng cdm (Empathy): thé hién su quan tAm chim séc
d€n tiing cé nhan khach hang; (5) Phuong tién hitu
hinh (Tangibles): thé hién qua ngoai hinh, trang phuc
clia nhan vién phuc vu, cdc trang thi€t bi d€ thuc hién
dich vy.

Theo Kotler & Keller (2006), sy hai long cda khdch
hang 12 mifc 49 trang thii cdm gidc cda mdt ngudi bt
nguén tir viéc so sanh két qud nhin dude t vige tiéu
ddng sdn pbdm/dich vy v6i nhitng ky vong cha chinh
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ho trude d6. Con Cronin & Taylor (1992)
cho riing, cht lugng sin phimvdich vy la
nhan (& tdc dong nhiéu nhat dén sy haj
long. Do d6, mudn nang cao sy hai long
ciia khdch hing, nhi cung cdp dich vy
phdi nang cao chat luong dich vu.

Duya vio c4c Iy thuy€l nGi trén, nhém
nghién citu da s dung bd thang do
SERQUAL c6 didu chinh cho phi hgp
v6i d6i tugng nghién ciu. Trong d6 ké
tha 4 nhan 18 cia md hinh SERQUAL,
bao gﬁm: (1) Phudng tién hitu hinh; (2)
Si cdm thdng; (3) Sy phan hdi; (4) Syt tin
cdy. B8 sung thém 3 nhin t6 1a: Gid ci;
Chil lugng sin pham; Sy ddm bio.

Theo d6, mé hinh nghién ciu (Hinh)
dua ra 7 nhén t8 ¢6 4nh hudng dén sy
hai 1ong clia khich hang d&i vdi cic sin
pham va dich vy clia Cong ty TNHH Sin
xudt - Thudng mai QCL, g8m: Gid ci;
Chilt ludng sin phim; Phudng tién hiu
hinh; Sy tin cdy; Sy ddp dng; Nang lyc
phuc vu; Sif cdm théng.

Ti mb hinh nghién ctiu, cdc gia thuyét
nghién cifu dugc dua ra nhu sau:

H1: Gid c4 c6 4nh hudng tich cuc dén
sy hai long cla khich hang.

H2: Chét lugng s&n pham c6 anh hudng
tich cyc d&n sy hai Idng cla khich hing.

H3: Phuong tién hitu hinh c6 4nh hudng
tich cuc d€n su hai Idng cda khich hang.

H4: Sy tin cdy ¢6 4nh hudng tich cuc
@€n su hai ldng cda khéch hang.

H5: Sy phan hdi ¢6 dnh hudng tich
cuc dén sy hai Idng cia khach hang.

H6: Sy dim bdo c6 anh hudng tich
cyc d&n syt hai 1dng clda khich hang.

H7: Sy cdm thong ¢6 4nh hudng tich
cue dén sy hai long cda khdch hang.

Phuong phap nghién cifu

_,Dé thuc hién nghién citu, nhém téc
gid thu thdp di li¢u bing phuong phdp
phét bdng héi trye u€p véi 200 khach
hing 1a cic doanh nghi¢p khdch hang
cla Cong ty QCL trén dia ban TP.
Ha Noi. Thai gian khido st vao thdng
10/2018. Thang do dwdc st dung 4
thang do Likert tir 1 (Hoan toin khong
déng ¥) d€n 7 (Hoin todn déng ¥). Sau
khi thu v& va lam sach s6 ligu, c6 168
phigu dat tiéu chuin dugc nhip vio
phdn mém SPSS 20.0 a8 xit ly.

KET QUA NGHIEN CUju
Phan tich hé s§' Cronbach’s Alpba

K&t qud phin tich hé s¢ Cronbach's
(Bang 1) cho thdy, thany do luding cdc
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chi tiéu nghién ctiu c6 hé 56 Cronbach's
Alpha déu dat yéu cdu 16n hon 0,7. Cy
thé, hé s8 Cronbach’s Alpha ciia céc
nhin : Gid cd; Chat lugng sdn phim;
Sy tin cdy: Sy phén hdi; Sy cdm thong
va Suf hai long 6 gid tri tir 0,8 d€n 0,9
vii cdc nhan t8 con lai 13 Phuong ti€n hitw
hinh va Sy dim bdo déu 16n hon 0,75.
Trong lu’ng nbén 18, cdc bién cdu thinh
nhin & d€u dat yéu cdu 6 he s6 wong
quan bién tdng 16n hdn 0,3. Bi€n ¢6 hé
56 tuong quan bién 13ng thdp nhat 1a PH4
ciing dat gid tri dén 0,534, Nbu viy, két
qui kiém dinh s0 by thang do dat yéu
cdu ¢€ ti€p tuc thyc hién pban tich nhan
16 khdm phd (EFA).

Phén tich nhan t§ khdm phd EFA

Tién hiinh phao tich EFA cho 33 bign
quan s&t thudc 8 nhan (8 Gid cd; Chat
Ifgng sin pham; Phuong tién hifu hinh;
Sy lin cdy; Su phin hdi; Sy ddm bio;
Sy cdm thdng; va Sy hai long, nhom tic
gid ¢6 dudc k&t qua ki€m dinh KMO va
kiém dinh Bartlett dugc thé hién & Bang
2. H¢ s6 Kaiser-Meyer-Olkin 13 0,896
- 16n hon mde 181 thi€u can dat duoc 1a
0.5. Gid tri p <0,01 titc 12 gid thuy&l H, b
bdc b 6 mitc ¥ nghia 1%, théa min yéu
chu 13 céc bin quan s4t ¢6 twong quan
v6i nhau trong t8ng thé. Do dé6, phan tich
EFA 13 thich hgp.

Tién hanh phan tich EFA vdi k¥ thuat
Principal components va phép xoay
Varimax véi didu klén he 6 tdi nhan 16
(Factor loading) ciia m&1 bi€n phdi dat
gid tri 16n hon 0,5. Két qué phén tich
nhdn 8 cho thiy, mifc gid tri Elgenvalue
121,044 - 83m bio yéu cdu 1dn hon 1 va
1y 1& phuong sai toin b dudc gidi thich
dat 70,508% - ddm bdo yéu cdu I6n hon
50%. Theo d6, 8 nhan & dugce rit ra 1a
hodn toan phd hop d€ nghién ciu va sé
gidi thich dugc 70,508% su bi€n thién
clia bi€n phy thude 12 syt hai long cda
khich hang d61 v6i sin phim cha Cong
ty QCL.

K&t qud phan tich EFA da gom 32
bi€n quan sdt 1rd thanh 8 nhan t8 v6i
cdc bxen quan sdt thanh phan déu cé
hé 6 141 nhan 16 16n hon 0,5 (Bdng 3).
Riéng bi€n DB3 bi loai do ¢6 hé s6 tai
nhin 1§ nhg hon 0,5. Cin cit vio ndi
dung cla céc blé/n quan sdt, mic db cé
vdisy thay d6i vé& cau 120 d mdt 56 nhén
16, nhung nhin chung lrong méi nhin
16, thi cdc bi€n quan sdt cda mot nhdn
16’ ban diu vin chi€m phan Idn, con lai
13 cdc bién ciia nhan 16 khéc duge tich

Kinh (&
va Dithao

BANG 1: KET QUA KIEM DINH SO BO DO TIN CAY
CdA THANG DO BANG HE S6 CRONBACH'S ALPHA

@m‘ thang do[Phuiong sal cia than| H¢ 8 (wong | Cronbach's Alpha
n€ulogi b3 bidn | do néu loal b bi¢h |quan bién téng| néu loai bb bién
|Gid cci - Cronbach's Alpha = 0,876
[GC | 13,494 15,545 0,733 0.842
GC2 13,405 15,320 0,793 0817
|63 | 13,655 15,820 0,735 0.841
GC4 13.661] 17,303 0,677 0863
Cha Iupmg s phem - Cronbach's Alpha = 0.807
Lt 12,387 16,873 0683 0,730)
cL2 12,089 16,513 0,631 0.753
cL3 12.488 17,245 0,601 0,769
L4 12,429 18,510 0,582 0.777
Phutong; néu hitu hinh - Cronbach's Alpha = 0,798
HH] 11,815 16,547 0,639) 0732
HH2 12,327 17,204 0,609) 0,747
HH3 11,565 17,193 0,579) 0763
HU4 11,088 17,617 0611 0.747)
Si tin cdy - Cronbach’s Alpha = 0,879
TCI 18,804 25,069 0709 0854
TC2 18,696 23,841 0,780 0.836]
TC3 19,030 24,053 0.737 0.847
TC4 18,905 26,230 0,678 0.86
TCS 18,708 25,525 0.656] 0.866
S phin hdi - Cronbach’s Alpha = 0,81/
PHI 12,690 15,712 0,625 0,765
PH2 12,690 13,380 0.670) 0.744
PH3 12,976 15233 0,699 0,732
PH4 13,286 16,672 0,534 0,806
St déim bio - Cronbach's Alpha = 0.773
DBI 11,929 12,642 0,601 0,704
DB2 12,089 13,339 0,589) 0711
DB3 12,845 13.605 0,563 0724
DB4 12,369 13,851 0,547 0733
it cdm théng - Cronbach's Alpha = 0.812
cTI 10,268 15,814 0,658 0.750
cr2 9.696) 17,063 0.639) 0761
cr3 10.321 15,573 0,663 0747
CT4 9.357 16,135 0568 0.795
Su hai long - Cronbach's Alpha = 0.892
HLI 13.077 15,796 0.793] 0.850]
HL2 13.274 16,380 0,806, 0345
HL3 13,196 16,734 0.720) 0.878
HLA 13,363 17,454 0735 0871
BANG 2: HE S8 KAISER-MEYER-OLKIN VA KIEM DINH BARLETT
He 55 Karser-Mcyer-Olkin 0.896
Gid tri Chi binh phuang xip xi 3241,254
Kiém dinh Barlett Bic wdo 528
Gid tri p 0.000
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BANG 3: MA TRAN XOAY NHAN T6

Nhin 16

1 2 3 4

5

PH1 0,687

TCS 0,683

TC1 0.667

TC2 0,612

TC3 0.602

TC4 0,583

PH2 0,552

0,536

HL2 0,838

HL) 0.781

[HL3 0,734

HiLA 0.676

GC3 0.853

GCl ] 0849

G2 | 0.879)
!
|
-

Gca | 0.810

cLI 0,844

CL2 0.812

CL3 0,745

CLA 0,663

HH2

0,817

HH1

0,683

0.656

HH4

0,576

DB!

0,763

DB2

0,655

0,594

CT2

0,575

PH4

0,765

0.665

PH3 0,561

0,570]

DB3

CTl

BANG 4: KET QUA HbI @uy

Hé 56 chua
chudn héa

Saisé
chuin

Théng
ké t

Gid
trip

Hé 6 géc 0,553

0,391

1.412

0.160

TC 0,499*#*

0,092

5.405

0,000

2,271

GC -0.056

0,057

-0.984

0.326]

CL 0,117**

0.059)

1,984

0,049

1,051
1,186

HH -0,023]

0,085]

-0,267

0.789)

2,454

DB 0,069

0,105]

0.655

0514

PH 0,197

0,088

2,230]

0.027

3,032
2,145

CT 01194

0,055

2,147|

0,033

1,355

Thing ké F

25.453m%*

R-squared hicu chinh

0,506

2,143

168

Théng ké Durbin - Watson
$& quan st

Nguon Két qua xu ly dar iéu cua nhom tac gia
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hgp vao véi ndi dung cla bién CG tinh
wiong déng v6i nhan (8 chii dao. Vi viy,
vé co bin, tén cla cdc nhin 8 khong
thay d8i. Cy thé céc nhan t& duge héi
tu sau khi phan tich EFA ¢0 t€n goi vi
cu tao nhu sau:

- Nhin 8 1: Sy tin cy (TC) bao gém:
PH1, TCS, TC1, TC2, TC3, TC4 vis PH2,

- Nhén 18 2: Sy hai long (HL) bao
gdm: HL2, HLI, HL3 va HL4.

- Nhin 8 3: Gia ca (GC) bao gém:
GC2, GC3, GCI va GC4.

- Nhan t8 4: Chat ludng sin phdm
(CL) bao gdbm: CLI1, CL2, CL3 va CLA4.

- Nhan 6 5: Phuong tién hitu binh
(HH) bao gém: HH2, HH1, HH3 v HH4,

- Nhan 18 6: Sy dam bao (DB) bao
gdm: DB/, DB2, CT4 va CT2.

- Nbén 8 7: Su phin hdi (PH) bao
gdm: PH4, DB4 va PH3.

- Nhin 8 8: Sy cam théng (CT) bao
gém: CT3 va CT1.

Sau khi hinh thanh céc nhén 18 ¢6 ciu
tao mdi, nhém téc gid ki€m dioh mt lin
nia v& sy n ciy clia thang do d8i v6i chc
nhén t8 nay. Theo d6, thang do ludng cée
nhan (6 mdi c6 hé s§ Cronbach’s Alpha
déu dat yéu cdu 16n hon 0,7. Nhu viy,
k€t qua kiém dinh do tin cdy biing hé s¢
Cronbach’s Alpha dat yéu cau.

Phan tich hdi quy boi

Sau khi phén tich nhan (8, nhém t4c
gid G&n hanh phan tich hdi quy ruyén
tinh bdi. K& qua phan tich hdi quy duge
trinh bly tai Bing 4. Théng ké F dugc 14y
1t bdng phan tich phuong sai ANOVA
trong k&t qui hdi quy bbi. K&t qua kiém
dinh cho gid ui théng k& F = 25,453 cho
thdy, mitc ¢ nghia 12 1% nén ta bic bd
gid thuy€t 12 141 ¢4 cdc he s§ déu bing
0. Nhu vay, m hinh héi quy tuy&n tinh
bdi xdy dung dugc phi hgp vai tap dif
lidu, cdc bién déc lip rong mo hinh
€6 téc dong dén bin phy thudc, tifc 1
md hinh phd hop. Bai luong théng ké
Durbin - Watson duge sit dung dé kiém
dinh wong quan cda cge phin dv véi
gid thuy€t HO 12 hé 58 1rong quan tng
thé cla cdc phan du bing 0 (khéng c6
Uf wang quan chudi bic nhat). Néu gif
tri Durbin - Watson ndim trang khoang
1 1 d€n 3, thi ¢6 he ket luan khong c6
hién twong ty tuong quan. K&t qué phan
tich cho lhéy,\ Durbin - Waison la 2,143
wic 14 cdc phan du khéng ¢ tuong tiuan
chudi bac nhat v6i nhau. He s phong
dai phudng sai (Variance nflation factor
- VIF) dugc s dung d€ ki i1, da cong

1oh ¢
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myen M3 hinh ¢6 dau hiéu da cdng
1uyén khi VIF vugt qué 10. K&t quﬁ phan
ich cho thdy, gié tri VIF 16n nh4t cla cdc
bi€n dgc 1ap trong md hinh 1a 3,032 nén
nhém tdc gid két luén 13 khdng ¢6 hién
wiong da cong tuyén.

Bing 4 cho thdy, Sy tin cdy c6 tde
dong tich cyc d€n Sur hai 1ong cda khich
hing § mifc y nghia 13 1%. Chat lugng
sin phﬁm Sif phin héi va Su cdm thong
cing déu c6 tdc dong thuan chiéu lén
Sy hai 1dng cda khdch hang & mdc y
nghia 5%. Trong khi d6é, nhém nghién
ciu khéng 0m thdy biing ching théng
ké v& sy téc dong cha cdc nhéan (6 Gid
cd, Phuong tién hitu hinh vd Sy ddm
bio dén Sy hai long cda khach hing.
C§ thé thdy ring, mat hang do QCL
cung cdp d6 |2 phudng tién vat w y 1€,
viéc tiép xdc v6i khdch hang tai try s&
doanh nghiép khéng nhidu, ma chd yé&u
qua dién thoai, email, nén Phucng tién
hitu hinh khéng déng vai trd quan trong.
Mit khdc, khi lva chon mit hang vat w,
phuong tién y t&€ cé lién quan hé trong
dén sic kbde va tinh mang con ngudsi,
nén nhan t8 Chat lugng san phim duge
chii trong, trong khi d6 Gi4 cé khéng c6
tic ddng ddng ké.

MOT SO GIAI PHAP

Nhim niing cao sur hai 1dng ctia khich
hing rong thdi gian 16i, Cong ty TNHH
sin xudt - thuong mai QCL cén c6 nhitng
gidi phdp, nh sau:

(i) Ve sy tin c@y: Cong ty QCL can
ddm bdo viéc cung cip sin pham, dich
vu ding thai 51an di hen, dic biét 13
ngay o 1in dau d€ khach hang c6 &n
{nr(jng 161 vé dich vu nhanh gon va thujn
tién cla Céng ty. Pdng thdfi, dao tao va
khuyén khich nhan vién luon nd lyc gid
quyet cﬁc van dé ma khich hang dit ra,
gidi quyét diing thoi gian 43 cam két va

adm bdo han ché sai s6t nhat c6 thé. Néu I\hong dat
duge cam k&1, nhéan vién Cong ty QCL ciing cén ¢
nhitng phuong 4n gidi quyét van aé hop 1y, khong aé
mal long khich hang, cing nhu dnh hudng d&n chat
lugng phuc vu chung cda Cong 1y.

(i) Vé chﬁl lugng san phﬁ"m Cong ty QCL cén
dém bdo ngudn dau vho chat lugng 15t bang viéc lya
chon cﬁc nhd cung cp uy tin, lva chon cdc sin pham
c6 ngudn gbc xut x¢& rd rang, ddm bio 46 bén, do
thulin tién khi sif dung, ciing nhu higu qud van hanh.
Thi€i b y 1€ ma Céng ty cung cﬂp phii la nhitng sdn
pham chinh hung ¢6 ngudn gac, c6 diy di théng s6 ky
thudt tir nha sdn xuét.

Bén canh d6, trong qud trinh bdo quén mdy mée
lhlel biy t&, Cong ty QCL cdn tuén thii cdc quy chuin
vé kho bdo quan va phuong tién van chuyén. Déng
thai, dé kJem s0dt va ning cao chit lugng sdn phdm,
Cong ty cén thiét lap he théng theo ddi qud trinh nhap,
xuit kho trang thiét b y t& dé 6 thé lhubng Xuyén cip
nhét va kiém tra tinh mang san phdm va c6 phuong 4n
Xt 1y kip thdi khi c6 sy o6,

(iii) V& s phdn héi: Cong ty QCL c6 thé 18 chic
dao tao va dgng vién nhén vién ludn c6 thdi 48 sin
sang phuc vu, ddp \Yng nhu cdu khich hang, hon nira
cdn phéi ddp Gng cdc don hang va yéu cau mot cich
nhanh chéng ma chinh xdc, rdnh d& khdch hang dgi
1au va thal vong; cdn xdy dung quy trinh xi 1y cdc
nghlep vy nhﬁt quén linh hoat va néng cao kha ning
gidi quyel van dé cha nhan vién dé nit ngdn thdi gian
chd ddi clia khdch hang.

(iv) Vé su cam théng: Céng ty cin quan tdm dén
cong téc tyén dung vi d3o (3o nhén vién, dim bdo
nhan vién ¢é ky ning giao tiép, phong théi ing xi&
khéo Jéo, thudng xuyén thim héi khdch hang vér théi
d6 phuc vu niém nd.

Cing v6i d6, nhin vién Céng ty nén 1dy 1gi fch
cla khdch hang lam phu‘ong chdm phuc vy, chi y
d&n khich hdng bing viéc chi nnng quan tam va glél
thich cdc vAn dé cla khich; cin tao m8i quan hé 15t
dep v6i khédch hang, lhu’ong xuyén tham hoi, chim
s6c khach hang myc nep, hoic qua email, s6 dién
thoai... € ¢6 thé nim bit dugc tim t, nguyen vong
va nhu cdu ctia khdch hang, WY d6 c6 thé quan tam,
hé trg hodc cung cdp, ggi y céc sdn phadm va dich vy
phi hgp.Q
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