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Torn tat 
Nghien cffu ndy dugc thUc hiin nhdm ddnh gid sU hdi long cua cdc doanh nghiip vi chdt 
lugng dieh vu trong Khu Cong nghiip (KCN) Hiep PhUde, TP. Ho Chi Minh. Tff do, bdi viet 
de xud't mgt sd chinh sdch cdi thien mffc do hdi long cua cdc doanh nghiep. ndng cao hieu 
qud hogt dong cua KCN Hiep Phudc nhdm thu hiit cdc nhd ddu tU, dap ffng mong mudn cua 
cdc doanh nghiep ve ede dich vu hien cd, cdng nhu cung cava tdng cudng khd ndng thu hut 
ddu tu cda KCN Hiep Phudc. 

Tit khda: do ludng, su hdi long, chd't lugng dich vu, Khu Cdng nghiep Hiep Phffdc, TP. Ho 
Cht 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 
to improve their satisfaction and the performance of Hiep Phuoc Industrial Park in order to 
attract investors and meet the desire of businesses for existing services, as well as attract more 
investment into Hiep Phuoc Industrial Park. 

Keywords: measurement, satisfaction, service quality, Hiep Phuoc Industrial Park, Ho Chi 
Minh City 

GlCfl THIEU c a sd l\ THUYET VA PHUONG 
PHAP NGHIEN CL/U 

Ben canh sff thanh cdng cua nhieu KCN, tren dja 
bdn TP. Hd Chi Minh vdn cdn mot so' KCN gap nhieu COsd ly thuyet 
khd khan, han che, the hien qua kha nang thu hut dau Nghien cffu dp dung khung ly thuyd't 
tff, hidu qua lap day cua cac KCN. Vide nghidn cffu md hinh SERVQUAL cua Parasuraman 
vd nhffng va'n de lidn quan dd'n hieu qua hoat ddng vdcdngsff(1988)baogdm 3phan,cuthd: 
eua cac KCN dang dffdc cac dia phddng, cdc ngdnh, Hai phin d^u gdm 2 bd cdu hoi vdi 
cac cd'p quan tam. Tuy nhien, cho de'n nay, viec dat 22 miic hoi the hidn 5 thanh phan hinh 
cac doanh nghidp lam trung tam cua dd'i tffdng nghidn thanh cha't Iffdng: bp cau hoi thff nhat 
effu de xem cac doanh nghiep mong mud'n gi d cac dung de xac dinh mong ddi cua khdch 
KCN va cac dia ban cd KCN hau nhff chffa dffdc quan hang dd'i vdi dich vu; bd cau hoi thff 
tam. Chinh vi vay, viec do Iffdng sff hai long cua cac hai dung de xac dinh cam nhdn cua 
doanh nghiep dd'i vdi chat Iffdng dich vu cua KCN khach hang ddi vdi dich vu dffdc nha 
Hiep Phffdc* TP. Hd Chi Minh ia can thie't. Tff do, tim cung ffng thffc hien. Khach hang dffdc 
ra nhffng nhan td thffc sff tdc ddng dd'n sff hai long cua ydu cau cho diem mong ddi va cam 
cac doanh nghiep trong KCN. nhan cua hp theo thang didm Likert 

'TS.. *', Trircfng Dai hoc Van Lang 
Ngdy nhdn bdi: 17/01/2020; Ngdy phdn bi?n: n/02/2020; Ngdy duyet ddng: 15/02/2020 
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tff 1 (hoan toan khdng ddng y) de'n 
7 (hoan toan ddng y). Khoang cdch 
giffa mong ddi va cam nhdn dffdc tinh 
bang hieu sd' giffa cdm nhan vd mong 
ddi. Didm dffdng chi ra dieh vu dffdc 
thifc hien td't hdn nhffng gi khdch hang 
mong ddi, diem am chi ra djch vu cd 
châ t Iffdng kem. 

Phan thff ba do lffdng mdc dd quan 
trpng cua 5 nhan to' hinh thanh chat 
Iffdng dd'i vdi Idiach hang. Md hinh 
SERVQUAL dffdc goi la md hinh phi 
khang djnh (disconfirmation model). 

Tff cd sd If thuye't, md hinh nghidn 
cffu cac nhan td tdc ddng den sff hai long 
cua doanh nghidp dd'i vdi chd't Iffdng 
djch vu cffa KCN Hiep Phffdc, TP. Hd 
Chi Minh nhff Hinh 1. 

Cac gia thuyet ve md'i quan hd giffa 
cac thanh phan chd't Iffdng djch vu anh 
hffdng dd'n sff hdi long cua cdc doanh 
nghiep trong KCN Hiep Phffdc, bao gdm: 

Gia thuye't 1 (HI): Cd quan he ddng 
bie'n giffa Phffdng tien hffu hinh cua cac 
dich vu trong KCN Hiep Phffdc vdi mffc 
dd hai long cua cdc doanh nghiep. 

Gia thuyet 2 (H2): Cd quan he ddng 
bie'n giffa Dp tin cay cua cac dich vu 
trong KCN Hiep Phifdc vdi mffc dp hai 
long ciia cdc doanh nghiep. 

Gia thuye't 3 (H3): Cd quan he ddng 
bien giffa Mffc dp dap ffng cua cdc djch 
vu trong KCN Hidp Phffdc vdi mffc dp 
hai long cua cac doanh nghiep. 

Gia thuye't 4 (H4): Cd quan he ddng 
bid'n giffa Stf dam bao cua cac djch vu 
trong KCN Hiep Phu'dc vdi mffc dp hai 
long cua cac doanh nghidp. 

Gia thuye't 5 (H5) Cd quan he ddng 
bien gifla Sif cam thdng cua nhdn vidn 
trong KCN Hiep Phffdc vdi mffc dd hai 
long cua cac doanh nghidp. 

Trong dd, thang do cac nhan td' anh 
hifdng dd'n sff hai long cua doanh nghidp 
dd'i vdi chat Iffdng dich vu trong KCN 
Hidp Phffdc dffdc ky hidu nhff Bdng 1. 

Phudngphdp nghien cdu 
Be thffc hien nghien cffu, nhdm tdc 

gia da tie'n hanh phdng va'n trffc tid'p 
bang bang hoi dd'i vdi 200 doanh nghidp 
ddng trdn dja ban KCN Hidp Phffdc, TP. 
Hd Chi Minh trong thdi gian tff thdng 
8-U/2019. Ket qua thu ve 200 mau hdp 
Id difdc dffa vao sff dung. Nghidn cdu sff 
dung cdc phffdng phap chpn mdu thudn 
tien, kiem dinh he so'Cronbach's Alpha, 
phan tich nhan td khdm phd (EFA) vd 
phan tich hdi quy. 

BANG 1; THANG DO CAC NHAN TO ANH HtTdiNG DEN Stf HAI LONG 
CUA DOANH NGHIEP DPI VCJl CHAT LCT̂ NG DICH VO TRONG KCN HIEP PHddC 

Phat bi^u 
PhiTtftig tien hffu hinh 

1 

2 

3 
4 
5 

6 
7 

8 
9 
10 

Vi tri dia ly KCN Hiep Phiftic thuan ieJi 

Mat bang, nha xifdng lu6n sJn sang dap u'ng nhu cau c^a nha dau tif 
He tho'ng thong un lien lac thuan tien 
Gid thu6 dat/nha xu'cing hdp ly 
Cung cap dien, ni/dc on dinh 

He thong thoat nu'dc va xir ly nifiSc thai rat toi 
Chi phi dien, nifdc hcfp ly 

Dudng giao thong noi khu va mang xanh rat tot 
He thong chieu sSng noi khu ra't toi 
Nha d c6ng nhan difcfc dap i?ng day du 

Do tin cSy 
11 

12 

13 

14 

KCN Hiep Phu'dc thUc hien diing nhu'ng cam kS't vdi nha diu tU 
Phong dich vu kh^ch hang cua KCN Hi6p Phu'dc luon tu" va'n ro rang, 
chinh xdc cho nha dau tif 

KCN Higp Phu'dc luon hu'dng dan ro rang, nhji't quan v& chmh xdc cac 
thu tuc hanh chinh 
Chung loi luon nhan ket qua tra ISi diing hen doi vdi ciic thii tuc hanh 
chinh tCf KCN Hiep Phifdc 

Mffcd6 dap ffng 

15 

16 

17 

18 

19 
20 
21 
22 

Chiing toi luon nhan di/dc stf sSn sang h6 trcf tif phong dich vu khach 
hiing cua cong ty KCN Hiep Phi/dc 

Thu tuc hanh chinh du'dc cung cap ttr KCN Hiep Phu'dc ddn gian, 
nhanh chong 

Thu tuc xuat kh^u, nhap khau cua Hai quan KCN Hi^p Phifdc ddn 
gian, nhanh chdng va thuSn tien 
Tinh hinh an ninh, Irat tif Irong KCN Hiep Phu'dc ra't to( 

Life lu'dng lao dong doi dao 
Trinh do lao dong dap iJng nhu cau ciia chung toi 
Dich vu tai chinh ngan hang Mp i?ng tot 
Dich vu y tfe' dap iTng iB't 

Sir dam bao 
23 

24 

25 

Nhan vien KCN Hiep Phu'dc co tnnh do chuy&n mdn va thai do phuc vu tot 
Doanh nghifip ciia chiing toi khong mat nhieu thdi gian va nhan life 
de tiep cdc doan thanh tra, kiem tra ciia cac c0 quan chii'c nang 
Doanh nghiep cua chiing toi khong phai chi nhii'ng khoan chi phi 
khong chinh thii'c khi hoat dpng trong KCN Hi6p Phu'dc 

Sff cam thdng 

26 

27 

28 

29 

30 

Ciic khd khan, vu'dng mac ciia doanh nghiep chiing toi du'dc KCN 
Hiep Phu'dc lang nghe va chia se 
KCN Hiep Phu'dc quan tam giai quye't cac yeu cau ciia doanh nghiep 
chiing toi 
KCN Hiep Phu'dc thu'dng xuyen to chii'c hoi nghi gap g8 va dd'i thoai 
vdi cac nha dau tif 
Chiing toi dl dang gap gd de trao diii, thao luan vdi lanh dao KCN 
Hiep Phifdc 
NhSn vien KCN Hiep Phu'dc tan tam, cd trach nhiem vdi cac doanh nghiep 

Mffc dg hai long chung 

31 
32 

33 
34 

35 

Chung toi cam thay ra't hai long khi dau tif tai KCN Hiep Phu'dc 
KCN Hiep Phifdc da dap u'ng du'dc nhii'ng ky vong ciia chiing toi 

KCN Hiep Phu'dc lii diem den IS tu'dng cho cac nha dau tu" 

Chung toi se dau ttf lau dai tai KCN Hiep Phtfdc 
Chiing toi se gidi thieu cac nha dau ttf khac ve KCN Hiep Phtfdc 

Kf hî u 

HHl 

HH2 
HH3 
HH4 
HHS 

HH6 
HH7 
HH8 
HH9 
HHIO 

TCI 

TC2 

TC3 

TC4 

DUl 

DU2 

DU3 

DU4 
DU5 
DU6 
DU7 

DU8 

DBI 

DB2 

DB3 

CTl 

CT2 

CT3 

CT4 

CT5 

HLl 
HL2 

HL3 
HL4 

HL5 
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HINH t: « 6 HINH NGHIEM CCTO DE XOAT 

Phuong tidu htni hjnh 

Dp tin cay 

Mirc dp dap liiig 

Sv dam bao 

MAc dp hdi long 
cua doanh nghiep 

Sy cam thdug 

BANG 2: KET QUA KIEM D|NH CRONBACH'S ALPHA THANG DO Sd HAI LONG 

i Tmng binh 

^ Bilfn quan sat J 

1091 bi^n 

Phlftftig SM 
thang do 

nifu 
)09i biS'n 

TiAAig 
quan 
biS'n 
tSng 

m s d ' 
Crontiach's 
Alpha neu 
loai bi^n 

Sff bai long - HL (Cronbach's Alpha = 0,672) 

HLl 

HL2 

HL3 

mA 

HL5 

Chung tdi cam thay ra't hai long 
khi d^u ttf tai KCN Hifip Phtfdc 

KCN Hiep Phtfdc da ddp li'ng dtfdc 
nhiing ky vong cua chiing toi. 

KCN Hiep Phtfdc lii diem dg'n ly 
ttfdng cho cac nha d^u ttf 

Chiing loi se dau ttf lau dai 
tai KCN Hiep Phtfdc 

Chiing toi se gidi thieu cdc nha 
dau ttf khac vi KCNHiSp Phtfdc 

14,31 

14,15 

14,27 

14,32 

14,16 

2,753 

2,953 

2,804 

2,886 

2,801 

,472 

,338 

,490 

,408 

,425 

,599 

,661 

,593 

,628 

,621 

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

Kig'm dinh KMO va Bartlett's 

Chi so KMO 

Kiem dinh Bartlett's 

Df 

Sig. 

,704 

144,487 

10 

,000 

Mgudn Dif lieu khao sat cua cac tac gia 

KET QUA NGHIEN CL/U 

Kiem dinh Cronbach's Alpha 
Bang 2 cho thi'y, ke't qua phan tich 

Cronbach's Alpha thang do Stf h&i Idng 
cd he so'Cronbach's Alpha la 0,672 {Idn 
hon 0,6), ben canh do, cac tfi't ca cdc 
bie'n quan sdt diu cd he so' ttfdng quan 
bie'n long Idn hdn 0,3. Vt vay, ta't ca cdc 
bid'n trong thang do nay deu dtfOc giff lai 
cho btfdc phan tich EFA tie'p theo. 

Sau khi do lifdng dd tin cay cua cac 
nhan to' thdng qua he sd' Cronbach's 
Alpha, kd't qua danh gia thang do cfia 6 
nhan td' dtfdc tdng hop, nhtf sau: 

(1) Nha n td Phtfdng tie n hiJu hinh co 6 
bien quan sat: PTHHl, PTHH2, PTHH4. 
PTHH5, PTHH7 va PTHH8. 

(2) NhSn to' Dd tin cSy co 4 bid'n quan 
sat: TCI, TC2, TC3 va TC4. 

(3) NhSn to' MiJc dd dap iJng cd 6 
bid'n quan sat: DUl, D'U2, DU3, DU5, 
DU6 va DU8. 

(4) Nhan td' Stf dam bao cd 3 bien 
quan sat: DBI, DB2 va DB3. 

(5) Nhan td' Stf cam thdng cd 4 bien 
quan sat: CTl, CT2, CT3 va CT4, 

(6) Nhan to' Stf hai long cua doanh 
nghidp cd 5 bid'n quan sat: HLl, HL2, 
HL3,HL4vaHL5. 

Nhtf vSy, sau khi phSn tich do tin cay 
cua thang do thdng qua he sd'Cronbach's 
Alpha, thi 5 nhan td' ddc laip cdn lai 23 
bie'n quan sat va nhan td' phu thudc van 
giff nguydn 5 bie'n quan s^t. Cac bidn 
quan sat nay se dtfdc dtfa vao phSn tich 
EFA tid'p theo. 

Phdn tick EFA 
Sau khi danh gia md'c do tin cSy cua 

thang do stf hai long cua doanh nghiep 
qua he sd' Cronbach's Alpha, nhSn td' cd 
5 bid'n quan sat phii hdp dtfdc dtfa vao 
phan tich EFA. Phifcfng phap Principal 
Component Analysis va phep xoay ma 
tran Rotated Component Matrix dtfdc si 
dung trong phan tfch nay. 

Ke't qua kiem dinh KMO va Bartlett's 
d Bang 3 cho thay, he sd' KMO = 0,704, 
con sd' nay ttfdng dd'i cao va thda man 
dieu kien 0,5 < KMO < 1, dieu nay 
chti'ng td phan tich EFA la phu hop vdi 
dtf lieu nghien cu'u. Kiem dinh Bartlett's 
vdi mii'c y nghia Sig. =0,000 thoa dieu 
kien Sig. < 0,05 cho tha'y, cac bie'n quan 
sdt cd ttfdng quan vdi nhau trong pham 
vi tdng the. 

Ttt ke't qua phan tich xoay ma tran 
cho nhan td' d Bang 4 ta thS'y, cd 1 ; ' ',n 
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td' dtfdc riit ra ttf 5 bie'n quan sat. Bdn 
canh dd, hd so'tai nhan td'factor loading 
deu dat ydu cau > 0,5 ndn mffc y nghia 
cua thang do dtfdc dam bao. 

Phdn tich hSi quy 
Phan tich h6i quy bdi thtfdng stf dung 

he sd'R-hieu chinh vi he sd'nay se danh 
gia mffc dd phii hdp cua md hinh mot 
each chinh xac hdn bdi nd khdng thdi 
phong mu'c do phii hdp cua md hinh. 
Bang 5 cho tha'y, gia tri cua R^ hidu 
chinh la 0,516 >50%, nghia la ta't ca cac 
bid'n ddc lap giai thich dtfdc 51,6% cho 
sff thay ddi cua nhan td' Stf hai long cua 
doanh nghiep ddi vdi chat Itfdng dich vti 
tai KCN Hiep Phtfdc, 48,4% con lai dtfdc 
giai thich bdi cac nhan tdkhac ngoai md 
hinh, ta do cho tha'y md hinh nghien cffu 
de xua't la phu hdp vdi tap dit lieu. 

Ben canh dd, tac gia kiem dinh tri 
sd' thd'ng ke F de bid't dffdc mffc do phii 
hdp cua md hinh hdi quy. Ke't qua cho 
th'a'y, F = 43,774, Sig. = 0,000 < 0,05 co 
thd kd't luan rang, vdi mtfc y nghia 5%, 
thi ta't ca cdc bien doc lap cd md'i quan 
hd tuyd'n tfnh vdi stT h^i long cua doanh 
nghiep dd'i vdi cha't Iffdng dich vu tai 
KCN Hifp Phffdc. 

He sd' Beta da chuan hda deu cd gia 
tri lan Iffdt la: HH = 0,393, TC = 0,322, 
SDU = 0,227, DB = 0,205 va CT = 0,278 
cho tha'y, 05 nhan td' nay tac ddng tich 
ctfc dd'n nhan to' stf hai long cua doanh 
nghiep dd'i vdi chat Itfdng dich vu tai 
KCN Hidp Phtfdc. Trong dd, nhan td 
Phtfdng tien hffu hinh (HH = 0,393) tac 
ddng de'n sff hai long ciia doanh nghidp 
manh me nha't, kd'de'n la Dd tin cay (TC 
= 0,322), Sff cam thdng (SCT = 6,278), 
Sff ddp ffng (SDU = 0,227) va cud'i cung 
la Sff dam bao (DB = 0,205). Phtfdng 
trinh hoi quy sff hai long cua doanh 
nghidp dd'i vdi chat Iffdng dich vu tai 
KCN Hiep Phffdc cd dang nhff sau: 

BANG 4 

Tfen Nhan ttf 

Sir hai long 
cua doanh 
nghiap (HL) 

: KET QUA PHAM TiCH EFA THAHG DO SCf HAI LOHG 
CGA DOAPIH PtGHlEP 

Bi€n quan sat 

HL3 

HLl 

HL5 

HL4 

HL2 

KCN Hiep Phtfdc la diem de'n ly ttfdng cho cac nha 
dau ttf 

Chdng toi cam tha'y rat hai longklii d^u itf lai KCN 
HiSp Phtfdc 

Chung toi ,se gidi thieu cac nha dau ttf khac ve KCN 
Hiep Phtfdc 

Chung toi se dau ttflau dai tai KCN Hiep Phtfdc 

KCN Hiep Phtfdc da dap iJng dtftJc nhiJng ky vong 
cua chiing loi 

1 

,714 

,705 

.671 

,637 

,562 

BANG 5: KET QUA KIEM DINH SCT PHO HOP CQA MO HINH 

R^hi^u chinh 

0.516 

F 1 Sig. 

43,774 0,000-' 

Nguon Dtf ].eu khao sat cua c 

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

KET L U A N VA HAM Y NGHIEN CU'U 

Kd't qua nghien cffu cho tha'y, ta't ca 05 nh^n to' deu 
tac ddng dd'n stf hai long cua doanh nghiep dd'i vdi 
chat Iffdng dich vu tai KCN Hiep Phtfdc theo thff ttf 
tac ddng giam dan, dd la: Phtfdng tien hffu hinh; Do 
tin cay; Sff cam thdng; Stf ddp ffng va cud'i cilng la Stf 
dam bao. 

Nghien cffu v^ sff hai long cua cac doanh nghiep 
mang lai y nghTa thtfc tidn cho KCN Hiep Phffdc ndi 
rieng va cac KCN trdn dia ban TP. Ho Chi Minh ndi 
chung. Qua do, tac dong manh de'n chinh sach thu hut 
dau ttf tff cdc nguon vd'n trong va ngoai ntfdc tren dia 
ban TP. Ho Chi Minh. Tff ke't qua nghien cffu nay cd 
the md rdng nghidn cu'u sff hai long cua cac nha dau 
ttf ntfdc ngoai dd'i vdi cdc KCN trdn dia ban ca ntfdc, 
stf hai long cua khach h&ng dd'i vdi cac dich vu khdc 
nhau cua nen kinh td'.Q 
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