











TAP CHi CONG THUONG

5. K&t luan va ham ¥ quén tri

Tir k€t qua phén tich, ki€m dinh cdc nhin 8 ¢6
tdc dong dén quyét dinh chon dich vu ding kiém
va md hinh nghién cttu hiéu chinh, c6 thé sip xép
thit ty theo sy tdc dong tif cao xudng thip anh
hudng dé€n quyét dinh chon dich vu ding ki€m tai
Trung tim Ki€m dinh k§ thuat phuong tién thiét bi
giao thong thiy bo Cin Tho. nhém tac gia dé xudlt
motsd ham ¥ qudn tri theo thi ty wu tién thuc hién
nhu sau:

Uy tin, thuong hi¢u: 13 nhin t& ¢6 mic tic
dong manh nhd't dé€n quyé&t dinh chon cia khich
hang véi hé s6 chuan héa (B = 0,250). Trung tim
can wu tién xdy dung bi€u tugng va hinh anh
thuong hiéu ngdy cang an wong. khdc biét, dé
nhin biét d&i vé6i khdch hang, cé nhu thé Trung
tdm mdi gidnh duge 1¢i th€ canh tranh; quy dinh ré
rang vé cung cich ti€p xiic, hudng din va tra 15i
thdc mic cia khdch hang, ddng thii thudng xuyén
ki€m tra viéc thyc hién nhitng quy tic d6. d€ bdo
ddm khdch hang hai 1ong ngay 1in dén thyc hién
dich vu diu tién. Linh dao trung tim cin md cdc
16p tAp hudn d€ nang cao trinh d6 nghiép vu clia
nhin vién, 16p tip huin rén luyén ky niang giao
ti€p cho nhén vién. chd ¥ nang cao giao ti€p bing
ngdn ngi hinh thé nhv twdi cudii, cif chi thin thién.

Khd ndng dép dng: 12 nhin t8 c6 muc tic dong
manh thi hai d€n quy€t dinh chon cla khich hiang
vdi hé 6 chuén héa (B = 0,250). Vi vdy. dé gia
ting quy€t dinh chon dich vu ding ki€ém cda
khich hing, viéc d4p tng cdc yéu ciu ciia khich
hing cin nhanh chdng, kip thdi 12 rit cin thi€t. Do
viy, can gitip cho nhin vién hi€u rd nhiém vu clia
mot don vi kinh doanh dich vu cin phdi mang dén
cho khdch hang nhitng dich vu nhit quan d€ ddp
{ng yéu ciu ciia khich hang, rdnh d€ khich hiang
chd dgi lau trong thyc hién dich vu. Ngoai ra,
nhan vién cia Trung tdm ludn sin sang gidi thich
vé nhitng thdc mic cda khich hang, sin sang hd
trg, gidp dd khach hang. Viéc trién khai cic quy
dinh méi cdn ting cudng trién khai qua phuong
thitc dién tlr, nhim tao diéu kién t6i da cho khach
hang c6 thé tham gia va ti€p can.

Ndng lic phuc vu: 12 nhin t§ ¢6 mic tdc dong
manh thit ba d&€n quyét dinh chon ctia khach hiang
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vGi hé 6 chudn hoa (B = 0.200), thanh phin nay
¢6 tdc dong khd 16n dé€n sy hai ldng clia khich
hang théng qua trinh d¢ chuyén mdn cida nhin
vién Trung tdm. Cin ¢6 k€ hoach dao tao, bdi
dudng cho cdn b cOng tac tai bd phan mot clia vé
cung cdch phuc vu trong viéc dén ti€p khich
hang, cdc k¥ ning giao ti€p véi khich hang, nhu:
k¥ ning trd 131 dién thoai. k§ niang ling nghe, kj
ning trd 181 tryc ti€p, k¥ ning trd 18i bing vin
bin. ky ning gidi ddp cdc vudng mic khi ti€p xiic
v8i khach hang. Ngoai ra, can lua chon, bd tri cdn
bd ¢6 nhiét huyét. yéu nganh, yéu nghé, c¢é
chuyén mén nghiép vu sdu, ¢6 kha ning xi ly
cOng viéc nhanh va giao ti€p t5t nhim c6 sy twong
tdc tot vdi khdch hang.

Su tin ¢dy: 12 nhin t§ c6 mitc d6 dnh hudng
manh thi w d€n quyé€t dinh chon dich vy ding
ki€m cda khdch hang véi hé s6 (8 =0.199). chinh
vi viy viéc quan tim vi hoan thién nhin t§ nay
s€ gia ting quy€t dinh chon cla khdch hang. Do
viy, nhd quan Iy Trung tim cin lwu ¥, ludn nd lyc
tao cho khdch hang su tin cdy vao Trung tim
thong qua viéc cung cdp chinh xdc cdc dich vu,
thdi gian thyc hién va khong d€ xdy ra sai x6t
ndo. Bao tao doi ngil nhédn vién ti€p nhan chuyén
nghiép, ¢6 thé gidi dip truc ti€p moi vin dé
vudng mic cda khdch hang nhanh gon, chinh x4c.
Can phai nghién cttu k§ quy trinh thyc hién ding
ky, quy trinh kiém tra chi ti&t hd sd, phan ludng
hé sd.... Ddng thdi. Trung tim ding ki€m ciing
cAn nghién citu k¥ cdc van ban clia ¢S quan thim
quyén ban hanh, vin bdn niao con nhidu vuéng
mdc, chdng chéo, ¢6 nhiéu cich hi€u khic nhau
thi bdo ngay cho ¢d quan cap trén d€ dugc hudng
din théng nhdt thyc hién hoic ki€n nghi sia d6i.

Suw dong cdm: 12 nhin 8 ¢6 mitc d6 dnh hudng
manh thd ndm d€n quyét dinh chon dich vu ding
ki€m cda khdch hing v6i hé 6 (B = 0.120). Bdi
vdi chdt lugng dich vu thi viéc Trung tim thé
hién sy quan tdm va hi€u dugc nhu ciu cin thiét
cia khdch hang cé tdc dong rdt 16n dén quyét
dinh chon. Trung tim can ¢& gdng hi€u duge khé
khian cda khdch hang, tir dé tao dugc sy thin
thi€'t, thién cdm vdi ho, lam cho khdch hang cam
thid'y dugc ton trong. X4y dung phong céch, tic











