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Tém tit

Nghién citu nay duge thuc hign nhdm ddnh gid sy hai long cia cdc doanh nghiép vé chat
Iugng dich vu trong Khu Cong nghi¢p (KCN) Higp Phudc, TP. H3 Chi Minh. Tit d6, bai viét
dé xudt mét s6 chinh sach cdi thign mitc d¢ hai long cia cdc doanh nghiép, nédng cao hi¢u
qud hoat déng ciia KCN Hiép Phudc nhdm thu hiit cdc nha dau w, ddp ing mong muén ciia
cdc doanh nghiép vé cdc dich vu hi¢n o, ciing nhu cling ¢&'va tang cudng khé ndng thu hiit
ddu ne ciia KCN Higp Phude.

Tu khéa: do luomg, su hai long, chdt litgng dich vu, Khu Cong nghiép Hhép Phudc, TP. HO
Chi Minh

Summary

This study is conducted to assess the satisfaction of businesses about the service quality in
Hiep Phuoc Industrial Park, Ho Chi Minh City. Afterwards, a number of policies are provided
10 improve their satisfaction and the performance of Hiep Phuoc Industrial Park in order to
attract investors and meel the desire of businesses for existing services, as well as attract more
investment into Hiep Phuoc Industrial Park.
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G161 THIEU

Bén canh sy thanh cénb cla nhlcu KCN, uén dia
ban TP. H3 Chi Minh vin cdn mét s6 KCN gip nhiéu
kh6 khin, han ché, thé hién qua kha niing thu hit diu
lu‘ hiéu qua 1ap ddy cla cdc KCN. Viéc nghién ciiu
vé nhitng vin dé lién quan dén higu quéd hoat déng
cla cdc KCN dang dugc cdc dia phudng, cdc nganh,
cic cip quan (dm. Tuy nhién, cho d&n nay, viéc dit
csc doanh nghiép 1am trung tim ca ddi wrgng nghién
citu dé xem cdc doanh nghiép mong muén gl 8 cic
KCN va ciic dia ban ¢6 KCN hiu nhu chua dudc quan
tam. Chinh vi vdy, viéc do ludng sy hai 1dng cia céc
doanh nghiép d8i vdi chit hvgng dich vu cia KCN
Hiép Phuéc, TP. Hé Chi Minh 1a cdn thiét. Tir d6, tim
ra nhitng nhan & thye sy de dong d&n sy hai long cha
céc doanh nghiép trong KCN.

, Trudng Dai hoc Van Lang

“TS.,

CO SG LY THUYET VA PHUONG
PHAP NGHIEN CUU

Coa sd ly thuyét

Nghién cdu dp dung khung Ig thuyét
md hinh SERVQUAL ctia Parasuraman
v cong su(l988) bao gdm 3 phén, cu thé:

Hai phan ddu gdm 2 b6 cau hdy véi
22 myc héi thé hién 5 thanh phan hinh
thanh cha't lugng: b6 cau hdi thit nhal
ding a€ xdc dinh mong dgi clia khach
hing d6i vdi dich vu; bé cdu hdi tha
hai ding dé x4c dinh cim nhin cia
khéch hang déi vdi dich vu dudc nha
cung ung thyc mén Khich hang duge
yéu ciu cho diém mong ddi va cam
nhdn ciia ho theo thang di€m Likers
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1r | (hodn to3n khéng déng ¥) dén
7 (hodn 1oAn déng ¥). Khodng cdch
giita mong d¢i v cdm nhdn dudc tinh
bing hi€u s6 gida cdm nhan va mong
d¢i. Bi€m dudng chi ra dich vu dugc
thuc hi€n t6t hon nhing gi khdch hang
mong ddi, di€m dm chi ra dich vu ¢6
chit lugng kém.

Phin th¢ ba do ing mifc dd quan
trong cia S nhan 1§ hinh thanh chat
lugng doi v6i khdch hing. M6 hinh
SERVQUAL duge goi 12 md hinh phi
khing dinh (disconfirmation model).

Ti cd s& I§ thuy&t, mé hinh nghién
ctfu cdc nhan (6 tdc ddng d€n sy hai long
cia doanh nghiép d&i vdi chat lugng
dich vu ciia KCN Hiép Phude, TP. Hé
Chi Minh rhu Hinh 1.

CAc gia thuyél v& m3i quan hé giita
c4c thanh phan chil lugng dich vu 4nh
hudng dén sy hai ldng cida cdc doanh
nghiép trong KCN Hiép Phudc, bao gdm:

Gud thuy&l 1 (H1): C6 quan hé déng
bi€n giita Phudng tién hifu hinh cda cic
dich vu trong KCN Hiép Phudc v8i mire
d6 hai long ctia cdc doanh nghiép.

Gid thuy&1 2 (H2): C6 quan hé ddng
bién giita DY tin cdy clia cdc dich vy
trong KCN Hiép Phude véi mifc do hai
long cla cdc doanh nghiép.

Gid thuy&t 3 (H3): C6 quan hé déng
bi€n gifa Mic d6 ddp dng ciia céc dich
vu trong KCN Hiép Phudc véi mirc 48
hiilong ciia cdc doanh nghiép.

Gid thuy&t 4 (H4): C6 quan hé déng
bién giita Sy dim bdo cda cac dich vy
trong KCN Hiép Pbude vdi méec dd hai
long cia cdc doanh nghiép.

Gié thuy€t 5 (HS) C6 quan h¢ déng
bién giita Sif cdm thong cia nhan vién
trong KCN Hiép Phudc véi mic d6 hai
long ctia c&c¢ doanh nghrép.

Trong d6, thang do céc nhan 18 dnh
hucng dén sy hai 1dng clia doanh nghiép
d8i v6i chat lugng dich vu trong KCN
Hiép Phudc duge k¢ hidu nhu Bang 1.

Phuong phdp nghién citu

bé thue hién nghién cifu, nhém tic
gla da tién hanh phéng vin trye 1i€p

bang bang héi d6i v6i 200 doanh nghiép
dong trén dia ban KCN Hiép Phudc, TP.
Hé Chi Minh trong thgi glan W thing
8-11/2019. Két qua thu vé 200 miu hgp
1¢ duge dua vio st dung. Nghlen clfu s&
dyng cdc phuong phap chon miu thuan
tién, kiém dinh h¢ s6 Cronbach’s Alpha
phan tich nhin t§ khdm phd (EFA) vi
phin tch héi quy.

Kinh
vi Dithio

BANG 1: THANG DO CAC NHAN TG ANH HUBNG BEN S¢ HAI LONG
CUA DOANH NGHIEP D8I VOI CHAT LUGNG DICH VU TRONG KCN HIEP PHUGC

n D lie
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Phit bidu Ky bigu]
Phudng tién hifu hinh
I | Vi tri dija Iy KCN Hiép Phvdc thudn Igi HH1
2 |Mit bling, nha xudng ludn sfin shng dép fing nhu cdu ciia nha diuwr | HH2
3 |Hé thang théng tin lién lac thuin nén HH3
4 |Gid thué ddUnha xudng hdp ly HH4
5 |Cung cip dién, nuéc 5n dinh HH5
6 [Hé thdng thodit nude va xit Iy nude thii rat 161 HHé6
L7 |Ch phf dién, nudc hap ly HH7
}_8_1Bu0ng giao théng né1 khu vi mang xanh rit 1t HH8
9 [Hé thdng chiéu séng nds khu rit (6t HH9
L0|Nhi g céng nhiin dudc ddp Ung diy dé HHI0
D) tin cay
11]KCN Hiép Phudc thyc hién ding nhing cam két v6i nha diuw TC1
| Ph,‘mg dAu:I\ vu khﬁdz hang cia KCN Hiép Phu6c ludn v van rd ring. T
chinh xdc cho nha dau e
13/ KCN Higp Phuc luon hudng dan 6 riing, nhdt quan va chinh xdc cdc T3
thi we hinh chinh
| Ch\ingbu}i)luén r!l)an ké’l'qu{x trd 101 diing hen d81 vdi cdc thil tuc hanh TCa
chinh tir KCN Higp Phude
Mifc db dSp dng
s C‘hﬂng_lél Iixén nhn dude su san sang hé trd tif phong dich vu khich DU
|~ |hing cia cong 1y KCN Hiép Phude
16| Thi tue hianh chinh dude cung cfp tif KCN Hi¢p Phudc don gidn, DU2
nhanh chéng
19| T tue xuit khifu, nhip lfhiu‘cl‘m Hai quan KCN Higp Phudc don DU3
gidn, nhanh chéng v thuin nén
18[Tinh hinh an ninh, trit ne trong KCN Hiép Phudc rit 6t DU4
19|Luc lrdng lao ddng ddi dio DUs
20[Trinh d6 lao ddng d4p Ung nhu civ ciia ching toi DuU6
21|Djch vy tin chinh ngin hing ddp dng Gt bu?
22{Dich vy y t& dép ing ot DU8
Su ddm bie
23|Nhin vién KCN Hiép Phutdc ¢6 ainh d9 chuyén mon vA thii 4o phuc vu 18t| DBI
24 Doanh nghiép clla ching i khong m‘a’( ntgléu this gian va ghan hie DB2
dé nép cdc dodn thanh tra. ki¢m tra cla cic cd quan chifc néng
25 Doanh nghiépeﬂa ching 16i khong phdi chr nf[ﬂng khf){m chi phi DB3
khéng chinh thitc khi hoat dgng trong KCN Hiép Phude
. Sy c3m théng
;Cﬂc kh6 khin, vu6ng m?c ctia doanh nghiép chiing 16i duwdc KCN cTi
Hiép Phudc l4ng nghe va chia sé
7|KCN Hi‘(.:p Phudc quan 1am gidi quyCl cic yéu cdu ciia doanh nghiép T2
ching toi
2| KCN Hiép Phudc thung xuyén 13 chic hgs nghi ip g0 vi dBithen | g
v cde nha dao e
29 S’,’g;irl\?r‘aié ding gip £0 d€ rao o1, thio ludn véi lainh dao KCN CT4
30|Nhin vién KCN Hiép Phute tin m, ¢6 trdch nhiém vin cdc doanh nghiép|  CT5
Mife d¢ haildong chung
EChﬁnE 101 cdm thi'y rdt hai Jong khi ddu tv1ai KCN Hiép Phudc HLI
32|KCN Hiép Phudc di dip ing dudc nhimg ky vong clia ching t6i HL2
33|KCN Hiép Phirée 12 difm dén 1y tudng cho cdc nhi diu tr HL3
34|Chiing (&1 s& dau tv lau dii tar KCN Hiép Phudc
35|Chiing 16i s& gi01 thidu cdc nhi ddv wr khic vé KCN Hiép Phudc




HINH 1: MO HINH NGHIEN CUU BE XUAT

Phirong tién hiu hinh
Do tin chy

a4 H3 7 i 10
Mirc 46 dap img = ———M» ct.’:;:jﬂ:""’i';;';gp

Syt dam bao
HS,

Sy cam thong

BANG 2: KET QUA KIEM DINH CRONBACH'S ALPHA THANG DO S{f HAI LONG

Nguén. Dé xudt cua cac tac gia

Trung binh | Phuong sai | Tuong | H@ s§
ﬂm? do | thangdo | quan (Cronbach’s
ni J bién | Alpha néu

Bi€n quan st
u néu
logi bi€n | logibign | tdng | loai bi€n

Sif hdj long - HL (Cronbach’s Alpha = 0,672)

HL2 :fx;:(’;‘:::;‘z;;’i#j&‘(gfam aas| 2053 338 661
HLA f;"‘“,("g,;"}'{f:;;:&gc’“““’ 1432) 2886 408 628

BANG 3: KET QUA KIEM DINH KMO VA BARTLETT'S

Kiém djnh KMO va Bartlett’s

Chi s6 KMO 704
Kiém dinh Bartlett's 144,487
Df 10]

Sig. _J

Nguén DU liéu khao sat cua cac tac gia
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KET QUA NGHIEN CUU

Kiém dinh Cronbuch’s Alpha

Bing 2 cho thy, k& qud phan tich
Cronbach’s Alpha thang do Sy hai long
6 hé s6 Cronbach’s Alpha 1a 0,672 (16n
han 0.6), bén canh dé, cdc it cd chc
bi€n quan s&t déu c6 hé 6 twong quan
bién t8ng 16n hon 0,3. Vi viy, tat ci cic
bi€n trong thang do nay déu dugc gitt lai
cho budc phan tich EFA iép theo.

Sau khi do ludng d6 tin cly cda cdc
nhén 18 théng qua hé s§ Cronbach’s
Alpha, két qua dédnh gid thang do ciia 6
nhén & duge t6ng hdp, nhu sau:

(1) Nhin 1§ Phudng tién hitu hinh ¢6 6
bién quan sat: PTHH1, PTHH2, PTHH4,
PTHHS, PTHH7 va PTHHS.

(2) Nhan (8 D tin cay ¢6 4 bi€n quan
sdt: TC1, TC2, TC3 va TC4.

(3) Nhan t6 Mdc dé dap tng c6 6
bi€n quan sit: DUI, DU2, DU3, DUS,
DUG6 va DUS.

(4) Nhin 18 Sy dim bao c6 3 bien
quan sét: DB1, DB2 va DB3.

(5) Nhin (8 Sy cAm thdng c6 4 bi€n
quan sét: CT1, CT2, CT3 va CT4.

(6) Nhan (8 Su hai long cda doanh
nghiép c6 5 bi€n quan s4t: HLI, HL2,
HL3, HL4 va HLS5.

Nhu vay, sau khi phén tich d6 tin cdy
cla thang do thong qua hé s& Cronbach's
Alpha, thi 5 nhan (& ddc lap con lai 23
bi€n quan sdt vA nhan t& phy thudc vin
gilf nguyén 5 bi€n quan sit. Cic bién
quan sat ndy s& dudc dua vao phén tich
EFA ti€p theo.

Phan tich EFA

Sau khi ddnh gid mdc d6 tin cdy ciia
thang do sy hai ldng cla doanh nghiép
qua hé s& Cronbach’s Alpha, nhan 18 c6
S bi€n quan st phd hgp duge dva vao
phin tich EFA. Phudng phép Principal
Component Analysis v phép xoay ma
tran Rotated Component Matrix dugce sif
dyng trong phan tich ndy.

K&t qua kiém dinh KMO va Bartlen's
& Bing 3 cho thiy, hé s6 KMO = 0,704,
con s6 nay tuong d8i cao va thda min
diéu kién 0,5 < KMO < 1, diéu nay
chitng 16 phan tich EF/} 12 phu hgp véi
d liéu nghién ciu. Kiém dinh Banleu's
v6i mic y nghia Sig. = 0,000 théa diéu
kign Sig. < 0,05 cho thdy, cdc bign quan
sdt ¢6 wong quan v6i nhau trong pham
vi 13ng thé.

Tir k&t qud phan tich xoay ma tran
cho nhin t6 & Bang 4 ta thiy, ¢c6 1. " i



18 dugc it ra tr 5 bi€n quan sit. Bén
canh d6. hé s6 tdi nhan & factor loading
déu dat yéu cdu > 0,5 nén mifc y nghia
clia thang do dugc dam bio.

Phén tich hdi quy

Phan tich h8i quy bgi thudsng sif dung
hé s& R>hi€u chinh vi hé s& nay sé ddnh
gid mifc d6 phu hop cda mé hinh mdt
céch chinh xdc hon bdi né khong théi
phéng mic do phu hdp ctta md hinh.
Bang 5 cho thdy, gid tri cda R” hiéu
chinh 12 0,516 > 50%. nghia 12 141 ca cdc
bign ddc 14p gidi thich duge 51,6% cho
su thay d8i cla nhdn 18 Sy hai long cda
doanh nghiép d8i v&i chat lugng dich vy
1ai KCN Hiép Phudc, 48,4% con lai duge
gidi thich bdi cdc nhan 16 khac ngodi md
hinh, tif 46 cho thdy mé hinh nghién ciu
dé xudl [a phi hgp véi lap dir lidu.

Bén canh d6, téc gid kiém dinh tg)
s& lhéng ké F d€ bi€l dugc mic dr) phd
hdp cia mé hinh hdi quy. K& qud cho
thay, F = 43,774, Sig. = 0,000 < 0,05 c6
thé két ludn r?xng, véi mite y nghia 5%,
thi tat cd cdc bi€n ddc 13p c6 mdi quan
hé tuyé&n tinh vdi sy hii long cia doanh
nghiép d6i véi chat lugng dich vu tai
KCN Hiép Phudc.

Hé s6 Beta dd chufin héa déu c6 gis
trj Jan lugt 13: HH = 0,393, TC = 0,322,
SDU =0.227. DB =0,205 va CT = 0,278
cho thay, 05 nhén 18 nay tdc dong tich
cyc d€n nhan 8 sy hai long cda doanh
nghiép d6i v6i chal lugng dich vy (ai
KCN Hig¢p Phu6e. Trong d6, nhan 18
Phugng tién hau hinh (HH = 0.393) 1éc
ddng d€n su hai long clia doanh nghiép
manh mé nhat, k&€ d€n 13 P4 tin cdy (TC
=0.322), Sy cdm thong (SCT = 0,278),
Sy ddp ang (SDU = 0,227) v cudi clng
la Sy dim bio (DB = 0,205). Phuong
trinh hdi quy su hai long cia doanh
nghiép d8i vdi chat lugng dich vu tai
KCN Hiép Phudc ¢6 dang nhu sau:

TAI LIEU THAM KHAO

BANG 4: KET QUA PHAN TiCH EFA THANG BO S{ HAI LONG

CJA DOANH NGHIEP

‘Tén Nhén t§ Bi&n quan st —
1
HLa|KCN Hiép Phude 12 di€m dén )y twdng cho cic nhd 714
du w N
Chiing 161 cdm thay rat ha1 long khi ddu w1 KCN
HL e p Pse 705
Sy hal lang
cia doanh HLS Ching 161 s& gidi thidu cdc nha diu 1 khdc vé KON 671
nghi¢p (HL) Hiép Phude :
HL4[Chiing 16 s& dduv 1 13u dai ta1 KCN Hiép Phuéc 637
HL2|KCN Hiép Phude da dap ing dugc nhimg ky vong | ¢
cliz chlng o1 *
BANG 5: KET QUA KIEM DINH S PHY HGP COA MO HINH
[ Rhiguchinh | F Sig. |
0516| 43774 0.000]

n D liéu khao

HL=0,394+0,393*HH + 0,322*TC + 0,227*DU +
0,205*DB + 0,278*CT

KET LUAN VA HAM Y NGHIEN C(U

Ké&1 qud nghién cdu cho thiy, i1 ¢3 05 nhan (8 déu
téc déng d€n sy hai long cba doanh nghigp d&i véi
chit lugng dich vu tai KCN Hiép Phu6e theo thd e
tac déng gl.’lm dén, d6 la: Phuong tién hitu hinh; Bo
un cdy; Su cam théng; Su ddp Gng va cudi ciing 13 Sy
dam bao.

Nghién ciu vé sy hii long cia cac doanh nghiép
mang lai y nghia thyc tién cho KCN Hiép Phudc néi
riéng va cdc KCN trén dia ban TP. H6 Chi Minh n6i
chung. Qua d6. IJc dong manh d&n chinh sdch thu hat
diu e cdc ngudn vén trong va ngoal nudc trén dia
ban TP. H6 Chi Minh. Tl két qud nghién cifu ndy c6
thé md réng nghién citu sy haj ldng cda cdc nha ddu
W nuéc ngodi déi véi cde KCN trén dia ban cd nudc,
sy hai 1dng cia khdch hang d6i véi cdc dich vy khic
nhau cda nén kinh t£.0
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