
Cac nhan to anh huong den su hai long cua 
khach hang doi vdi san phdm va djch vu cua 

doanh nghiep: trudng hpp Cong ty TNHH San xudt 
- thuong mqi QCL 

PHAM HUNG CU*ONG 

•a i viet xac dinh miic do anh hudng cua cac nhan to'anh huSng dSh sit hai long cua 
f khach hang doi vdi cac sin phdm va dich vu cua Cong ty TNHH san xuS't - th Udng mai 

QCL. Ket qua nghien cu'u cho thay, co 4 nhan to'co tac dong tich cue de'n sU hai ldng 
cua khach hang doi vdi cac sin pham va dich vu cua Cong ty TNHH san xuat - thUdng mai QCL, 
do la: sit tin c$y, chat liiOng sin pham, sU phin hoi, sU cam thong. TU ke't qui nghi&n cUu, bai 
viet dua ra ham y cho nha quan ly nham nang cao chat lUdng sin phdm va dich vu cua Cdng ty 
TNHH sin xuat - thiidng mai QCL. 

Ttt k h o a : siX hai ldng, khach hang, sin pham va dich vu, Cong ty TNHH sin xu&'t • thUdng 
mai QCL. 

1. Gidi th ieu 

Cdng ty TNHH San xua't - thUdng mai QCL 
la doanh nghidp ed nhieu nam kinh dcanh eac 
san pham trong linh vUc y te, giao due. Hien 
nay, Cdng ty TNHH san xua't - thUdng mai 
QCL la nha phan phdi cua nhi lu hang thig't bi 
va md hinh ndi tie'ng thd' gidi, nhU: eac hd 
thd'ng md phdng p h i u thuat noi soi d bung, noi 
mach, ndi soi khdp, dUdng hd ha'p va tieu hoa, 
sidu am chuan dean; cac loai giudng y tg'; thie't 
hi theo doi benh nhan, may gay me giup thd, 
may giup thd; bdm truyen tinh mach dung mot 
lan va cac dtang cu giai phau. 

Vdi mong mudn khdng ngiing cai tien san 
p h ^ va dich vu de nang eao sU hai ldng cua 
Miach h ^ g , cdng ty da thUc hien nhieu kenh thu 
thap thdng tin phan hdi cua khach hang thdng 
qua nhan vien ban hang, nhan vien hau mai va 
cac dich vii bao hanh, bao tri san pham. Tuy 
nhidn, do ban chd" ve nguon lUe trign khai va 
chuyen mdn trong hdat ddng nghign ciiu khach 
hang, ngn cac thdng tin thu dUdc tCf khach hang 
chua dUdc s^ dung hieu qua phuc vu cho qua 
ttinh cai tbign boat dong kinh doanh. Vi vay, cdng 
ty da hdp tac vdi nhdm i^hign ctiu cua TrUdi^ dai 

hoc Ngoai thUdng dg' thuc hien de" tai "Cac nhan td' 
anh hudng de'n sU hai ldng cua khach hang ddi vdi 
cac san pham va dich vu ciia C^ng ty TNHH san 
xuat - thUdng mai QCL", trong dd tap trung vao 
sU hai long eua khach hang ddi vdi thidt bi y te 
(bao gdm ca cac dich vu di kem). Ket qua n ^ g n 
cCfu va cac khuyen nghi la tai hgu tham khao cd 
gia tri cho qua trinh hoach dinh chien lUdc va ra 
quydt dinh cua deanh nghiep de n^ng cao stl hai 
long ciia khach bang trong thdi gian tdi. 

2. Cd scf ly thuyet v a md hinh nghien cijfu 

2.1. Ca sd ly thuyet 

2.1.1. Khai niem sU hai long 

Cd nhieu quan diem khac nhau vg' sU hai 
long cua khach hang. Theo Bachelet (1995), 
"sU hai long eua khach hang la mot phan Ung 
mang tinh cam xiic cua khach hang dap lai 
kinh nghiem cua ho dd'i vdi mot san pham 
hay dich vu". Oliva, Oliver va Bearden (1995) 
cho rang, sU chenh lech, hay md'i quan he cua 
gia tri san ph^m, dich vu ma khach hang 
nhan dUdc so vdi nhQng san pb^m dich vu 
trUde dd se cho tha'y sU bai ldng cua khach 
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hang. TUdng tu, Oliver (1997) cho rang sU 
hai ldng cua khach hang la sU phan Ung ctia 
ngUdi tigu dung dd'i vdi viec dap iing nhUng 
mong mud'n cua bp. Theo Zeithaml va Bitner 
(2000), "sU hai long cua khach hang la sU 
danh gia cua khach hang thdng qua mot san 
pham hoac dich vu dap Ung dUde mong mud'n 
va yeu cau cua ho". Khai niem nay da cu thg 
hda ve "sU hai long cua khach hang" la sU 
danh gia dUdc do ludng dUa tren san pham 
hoac dich vu. Tuy nhien, cac tac gia cua khai 
niem nay chUa de cap cu th^ de'n md'i quan 
he cung chieu hay ngUde chieu giUa sU hai 
long va mUc dp ky vong cua khach hang. 

Kotler (2001) cung cho rang sU thda man -
sU hai ldng cua khach hang la mUc dp trang 
thai cam giac cua mdt ngUdi bat ngudn tU 
viec so sanh ket qua thu dUdc tU viec tigu 
dung san ph^m, dich vu va nhUng ky vong 
cua ho. Ky vong dUdc xem la Udc mong hay 
mong ddi cua con ngUdi (bat ngudn tU nhu 
ciu ca nhan, kinh nghiem trUdc dd) va thdng 
tin bdn ngoai (nhU quang eao, thdng tin 
truyen mieng tU gia dinh va ban be). Trgn cd 
sd dd, Kotler (2001) xac dinh 3 mUc do cua sU 
hai long: thu' nha't, ne'u kg't qua nhan dUdc it 
hdn mong ddi thi khach hang se cam tha'y 
khdng hai ldng; thU hai, ne'u ke't qua nhan 
dUde nhu mong ddi thi khach hang se cam 
tha'y hai long; thii ba, ne'u ke't qua nhan dUdc 
vUdt qua sU mong ddi cua khach hang thi ho 
se cam tha't ra't hai long dd'i vdi dich vu dd. 

2.1.2. Tong guan cac nghien ciiu vesdhai 
Jong cua khach hang trong linh vucyte 
Tren the' gidi da cd nhieu cdng trinh 

nghien ciiu ve' sU hai long cua khach hang 
dd'i vdi san pham va dich vu d nhieu hnh vue 
va tren nhieu dd'i tUdng khach hang khac 
nhau. Trong linh vUc y tg', cac nghien cUu 
chu ye'u tap trung vac cha't lUdng cua dich vu 
y te' dd'i vdi cac khach hang ca nhan. Cac 
nghien ci3u nay chu ye'u s^ dung md hinh 
SERVQUAL de danh gia sU hai long cua 
khach hang. 

iTng dung md hinh SERVQUAL, Meesalaa 
va Paulb (2018) da khao sat la'y y kig'n cua 

cac benh nhan ve cha't lUdng dich vu d 40 
benh vidn tU tai Hyderabad, An Dp. N'ghidn 
cUu nay chi ra rang, dp tin c^y va sU phan 
hdi anh hudng den mUc do hai long cua 
khach hang dd'i vdi cac dich vu eua hdnh 
vien. Su dam bao, sU cam thdng va sU hUu 
hinh khdng cd tac ddng den sti hai long cua 
khach hang. Mitropoulos va cdng sU (2018) 
thue bien khao sat tai cac benh vien cdng 
tren toan Hy Lap de tim hieu cac yeu to anh 
hudng de'n sU hai ldng eua benh nhan npi tni. 
Nghidn eUu ket luan rang moi quan hd vdi 
nhan vign y tg' cd tac dong quan trpng nhat 
de'n sU hai long cua khach hang. Cac yeu to 
nhu dp tudi cua benh nhan, tinh trang sUc 
khde, loai binh va vi t r i cua benh vien cung 
anh hudng den su hai long cua khach hang. 
Chia-Wen va cdng sU (2013) da nghien cUu 
cac nhan to' tac dong den long trung thanh 
cua khach hang dd'i vdi benh vien thdng qua 
viec khao sat 645 benh nhan tai mot benh 
vien d Dai Loan. Ket qua nghien ciiu chi ra 
rang, sU hai ldng eua benh nhan ke't hdp vdi 
sU tham gia cua ho vao qua trinh chan doan 
va dUa ra cac quye't dinh trong qua tiinh 
dieu tri cd anh hudng den ldng trung thanh 
cua benh nhan dg'n benh vien. Ngoai ra, cdn 
ed nhieu nghien eUu tUdng tU nham danh gia 
sU bai long cua khach hang dd'i vdi dich vu y 
te, nhU: Lee (2012), Raju va Lonial (2001)... 
NhUng nghien eUu trgn da phan tap trung 
vao phan tich cac ye'u to tac dong dg'n chat 
lUdng cua cac dich vu y te dd'i vdi khach hang 
ca nhan. 

Pan va Nguyen (2015) thu thap thdng tm 
tU 24 doanh nghiep san xua't tai Viet Nam, 
Thai Lan va Dai Loan. Sau khi tong hdp, 
phan tich va danh gia, cac tac gia ke't luan 
rang, dg' gia tang sU hai long va ldng trung 
thanh cua khach hang, cac cong ty san xuat 
nen tap trung hdn vao viec phat trien va ddi 
mdi cac dich vti di "kem vdi san pham, cung cd 
giao tig'p va duy tri moi quan he lau dai vdi 
khach hang. Trong thi trUdng canh tranh 
hien nay, cha't lUdng cua dich vu di kem dong 
vai trd quyg't dinh trong viec khang dinh vi 
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thg' cua san ph^m do doanh nghiep san xua't 
ra so vdi san pham tUdng tu cua cac ddi thu. 
Muralia va cong sU (2016) &xi dung md hinh 
SERVQUAL de danh gia mdi quan he giUa 
cha't lUdng dich vu sau ban hang (dich vu hau 
mai) va sU hai ldng cua khach hang. Kd't qua 
nghign eUu cho biet rang, eac doanh nghiep 
san xua't cd dich vu hau mai dUdc khach hang 
danh gia cao thudng cd dUde sU hai ldng va sU 
trung thanh cua khach hang. Ngoai ra, ciing 
cd mot so' nghien eUu khac danh gia tac ddng 
cua gia ca san pham, dich vu de'n sU hai ldng 
cua khach hang nhU Wang va cdng sU (2018) 
va Low, Lee, Cheng (2013). Cac nghidn cilu 
nay ehi ra rang, tac dong cua gia ca den sU hai 
ldng cua khach hang phu thude vao dac digm 
cua ddi tUdng khach hang va mong ddi cua 
khach hang ddi vdi san ph^m. 

Tai Vidt Nam, cdc nghien cUu ve" sU hai 
ldng cua khach hang trong nganh y te' cung 
tap trung vao cac dich vu y tg' doi vdi ca 
nhan, ma chu ye'u la dich vu kham chUa 
bgnh. Nguygn Thi Hdng Thu va cdng sU 
(2017) da thUc hien nghidn cUu nham xac 
dinh mtic do hai long ciia ngudi benh ngoai 
tru ve cha't lUdng dich vu kham, chUa bdnh 
tai Benh vien Tim Ha Noi nam 2016. Thdng 
qua phdng va'n 300 ngUdi benh den kham va 
dieu tri ngoai t n i tai khoa Kham benh cua 
benh vien, cac tac gia kg't luan r ing : sd' l^n 
dg'n kham cua ngUdi benh cd mdi tUdng quan 
thuan vdi miie do hai long ve thdi gian chd 
tiep can dich vu. Vdi phUdng phap nghien 
cUu tUdng tti, Vii Van Du va Nguyin Ba 
Thiet (2017) danh gia mUc do hai long cua 
ngUdi bgnh ndi trii ve cha't lUdng dich vu y te' 
tai khoa die"u tri theo ygu c^u Benh vien Phu 
san trung Udng nam 2016. Nghien cQu nay 
eho bie't eac ye'u to' nhu thai dp phuc vu, ky 
nang giao tie'p eua can bd y tg', cd sd vat cha't 
ha t^ng, trang thiet bi cua benh vign cd anh 
hudng dg'n sU hai long cua benh nhan doi vdi 
dich vu y tg' cua benh vien. Phan Nguyen 
Kieu Dan Ly va LUu Tie'n Dung (2016) nghien 
eUu ve mdi quan he giUa cha't lUdng dich vu 
va sU hai long eua ngUdi dan ddi vdi dich vu 

kham chUa benh tren dia ban thanh phd' Ho 
Chi Minh thdng qua sxi dung md hinh 
SERVQUAL. Cac tac gia n i t ra rang cd hai 
nhan td' anh hUdng dg'n sU hai long cua ngUdi 
dan ddi vdi dich vu y te' gom: (1) sU dap Ung 
va cam thdng; (2) nang lUc phuc vu va 
phUdng tien hUu hinh. Phung Thi Hong Ha 
va Tran Thi Thu Hien (2012) nghign eUu vg" 
sU hai long cua khach hang sxi dung dich vu 
y te tai Benh vien Viet Nam - Cuba (Dong 
Hdi, Quang Binh). Cac tac gia da tie'n hanh 
danh gia sU hai ldng cua cac khach hang da 
tUng sii dung dich vu y te' cua benh vidn theo 
6 nhdm yg'u to': (1) cd sd vat chat - ky thuat 
cua benh vien; (2) quy trinh kham chUa 
benh; (3) doi ngu can ho y te; (4) bieu qua 
cdng tac kham chUa benh; (5) cac dich vu bd 
trd va (6) chi phi kham chUa benh. Ke't qua 
phan tich cho tha'y rSng cd 3 nhan to' chinh 
anh hudng ddn sU hai long cua khach hang la 
va'n de ddi ngu can bo y te', hieu qua cdng tac 
kham chUa benh va chi phi chUa benh. 

Ngoai cac nghign ciiu vg" dich vu kham 
chUa benh, cd nghign cUu cua Ha Nam Khanh 
Giao va Tran Ngoc Thi (2011) phan tich ve 
cac nhan to' tac ddng de'n cha't lUdng dich vu 
cua cac chudi nha thud'e d thanh phd' Ho Chi 
Minh Ung dung md hinh SERVQUAL, cac tac 
gia kg't luan rang, cha't lUdng dich vu cua 
chudi nha thud'e chiu anh hudng bdi 4 thanh 
phan: cha't lUdng nhan vign, ddng cam, 
phUdng tien hUu hinh va tin cay, trong dd, 
thanh phan cha't lUdng nhan vien tac ddng 
manh nha't, phUdng tidn hUu hinh tac dong 
manh thii hai, cdn lai la sU ddng cam^va mUc 
do tin cay. Tuy nhien, nghidn cUu nay cung 
chi dUng d viec tim hieu cha't lUdng dich vu 
ma chua phan tich rd mdi quan he giUa cha't 
lUdng dich vu vdi sU thda man, hai long eua 
khach hang. 

Nhin chung, cac nghign cUu vg" sU hai long 
cua khach hang trong Hnh vUc y te chu ye'u 
tap trung vao cac dich vu y te doi vdi khach 
hang ca nhan. Hien nay, chUa cd nghign cUu 
cu the nao dUdc thue hien ve sU hai long cua 
khach hang doanh nghiep trong qua trinh 
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mua thig't hi y te va sxi dung cac dich vu di 
kem (s^a chUa, bao tri...). 

2.2. Mo hinh nghien cvtu 

Nghign cUu nay dUde thiic hien nham xac 
dinh va do ludng eac nhan td' anh hudng den 
sU hai long cua khach hang doi vdi cac san 
ph^m va dich vu cua Cong ty TNHH San 
xua't - thUdng mai QCL. Hoat ddng kinh 
doanh chu yg'u cua Cdng ty TNHH San xua't 
- thUdng mai QCL la nhsip kh^u may mdc, 
thie't bi y td' va phan phdi cho cac benh vien 
va phdng kham da khoa. Them vao dd, Cdng 
ty cdn cung câ p cac dich vu di kdm nhU 
hudng dan sxi dung may mdc, thidt hi va bao 
hanh san pham. Nghign ciiu v^ sU hai ldng 
ciia khach hang doi vdi san pham va dich vu 
cua cdng ty nh4m gitip cdng ty: (1) cd the dUa 
ra nhUng phan hdi vdi nha san xua't de nang 
cao chat lUdng thig't bi y tg' hoac lUa chon nha 
cung cap may mdc, thig't bi phu hdp hdn va 

(2) cai tien cha't lUdng dich vu de dap ting 
nhu cau cua khach hang. 

Tuy nhien, nghien cUu cua Zeithaml va 
Bitner (2000) vi moi quan hd gifla cha't lUdng 
san pham, dieb vu va sU hai long cua khach 
hang eho tha'y, sU hai ldng cua khach hang 
chiu tac ddng cua cac yg'u td' bao gom: cha't 
lUdng dich vu, cha't lUdng san ph^m va gia 
ca. Them vac dd, gia tri cam nhan trong md 
hinh ACSI dUdc dinh nghia la "sii nhan thfle 
dUde gia tri hoac mflc cha't lUdng san ph^m 
trong mdi tUdng quan vdi mUc gia da tra". Yi 
vay, nhdm tac gia dUa ra gia thig't rang gia 
ca cung cd tac ddng den sU hai long cua 
khach hang. Gia ca ed the dUde sc sanh vdi 
mUc gia trung binh cua thi trUdng vg" san 
pham cung loai hay dUde danh gia dUa tren 
sU tUdng xUng cua mUe gia so vdi cha't lUdng 
san pham. Vi vay, md hinh dg" xuat cung bao 
gdm ye'u td'nay. 

HINH 1: Cac nhan to' anh hifdng den s\X hai long cua khach h a n g doi vdi cac san 
pham va dich v u cua Cong ty TNHH san xuat - thUdng mai QCL 

Giaca 

Chat It/ong san pham 

Phtrcmg tign hiju hinh 

Sii tin cay 

Su phan hoi 

Sir dam bao 

Stream th6ng 

\ \ 

- \ 
^^ 
^ 

St/hai long 

^ 
{/ 
/ 

Ngudn: Tdc gia dl xuJt. 

Gia thuyg't nghien eiiu dUdc dg" xua^t nhu 
sau: 

HI : Gia ca cd anh hudng tich cue dg'n sU 
hai ldng ciia khach hang. 

H2: Cha't lUdng san p h a m cd anh hudng 
tich cUc de'n sU hai long cua khach hang. 

H3: PhUdng tien hUu hinh cd anh hudng 
tich cUc dg'n sU hai long cua khach hang. 

H4: Su tin cay ed anh hudng tich cUc d^n 
sU hai long cua khach hang. 

H5: Su dam bao cc anh hudng tich ciic de'n 
sU hai ldng cua khach hang. 

H6: Su phan hdi cd anh hudng tich cUc 
dg'n sU hai ldng cua khach hang. 

H7: Su cam thdng cd anh hudng tich ciic 
de'n sU hai long cua khach hang. 
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3. Phifdng phap nghign ci iu 

3.1. Thiet ke'nghien ciiu 

Nghien cflu duac thUc hien bang phiiang 

phap nghien ciiu d inh lUdng thong qua 

bang cau hoi vdi quy mo mftu la 200 doanh 

nghigp la khach h a n g ciia Cong ty QCL. 

Kg't qua thu dUdc 168 bang khao sa t dat 

yeu c^u d^y dii ve thong tin va noi dung 

BANG 1: Thang do cua 

thong tin phu hdp. Bang cau hoi sau khi 

thu thap se dUdc phan tich bang Ki^m 

dinh do tin cay thang do Cronbach's Alpha, 

phuong phap phan tich kham pha nhan to 

(EFA), phan tich hoi quy boi va kiem dinh 

cac gia thuyet , thdi gian trong thang 10-

2018. 

3.2. Thang do 

mo hinh nghien ciJfu 

Y&itfl 

Gia ca 

Oia't 
luang 
san 

ph&i 

Phuang 
tien hiru 

hinh 

Satin 
cay 

S^l phan 
'h6i 

Sir dam 
bao 

Sucam 
th6ng 

Suhai 
long 

I h a n g d o 
Gia san pham vk cac dich vu di kem cua C6ng ty QCL la phii hop 
T6i tha'y gia ca cua Cong ty QCL dua ra la canh tranh so vdi c^c nhJt 
cung ca'p Vhic 

NhQng san phJim vk dich vu di kem mk C6ng ty QCL cung c£(p i i xutig 
d ^ g vdd chi phi c6ng ty t6i da bo ra 
C6ng ty QCL luOn cung c ip san phdm vS dich vu di kfem v6i gia t6t nhit 
San p h ^ cua C6ng ty QCL dl s i dung 
San p h ^ cua COng ty QCL dap iJng t6t nhu c^u cua c6ng ty t6i 
San phfoi cua C6ng ty QCL c6 d6 b^n cao 
San p h ^ cua C6ng ty QCL hoat d6ng hifiu qua 
Cong ty QCL c6 trang thiet bi r^t hien dai 
Nhan vien C6ng ty QCL an mac ra't ttrom ta't 
Cac ca s6 vat chat cua C6ng ty QCL tr6n^ rat bat mat 
Cac hinh anh gidi thieu ciia Cong ty QCL tr6ng r& dep 
Nhan vien CSng ty QCL hiJa lim gi dd v^o thM gian cu th^ thi ho se lam 
Khi khdch hkng gap trd ngai, nhan vien C6ng ty QCL chttng td m6i 
quan tam thuc sir muon giai quyet trd ngai dd 
Cong ty QCL thuc hien san ph^m, dich vu dUng ngay til iSn dSu. 
Cong ty QCL cung cŜ p san pham, dich vu diing nhu thdi gian da hiia 
Cong ty QCL ludn chii y de khdng xay ra mdt sai sot nao 
Nhan vien Cdng ty QCL cho khach hang biet khi nko thuc hien san 
phSm, dich vu 
Nhan vien Cdng ty QCL nhanh chdng thuc hien san phdm, dich vu cho 
khach hang 
Nhan vien Cdng ty QCL ludn sSn sang giiip khdch h^ng 
Nhan vien Cdng ty QCL khdng bao gid qui ban d6'n ndi khdng dap i3ng 
ySu c5u cua khach hang 
Cach cu xii cua nhan vien Cdng ty QCL tao ni^m tin cho khach hang 
Khach hang cam tha'y an toan trong khi giao dich vdi Cong ty QCL 
Nhan vien Cdng ty QCL co du hi^u bifî l d^ tra Idi cau hoi cua khdch 
hang 
Nhan vien Cdng ty QCL ludn ni^m nd vdi khdch hang 
Nhan vien Cdng ty QCL hi^u ro nh&ng nhu c^u cua khach hang 
Cdng ty_QCL c6 nhan vien bie't quan tam d^n khdch h^n^ 
Cdng ty QCL la'y Idi ich cua khdch hdng Id di6u tdm niem cua ho 
Nhan vien Cdng ty QCL ludn dac biet chu v de'n khach hang 
Nhin chung, doanh nghiep cua tdi hai Idng vdi san phdm, dich vu cua 
C d n f ' t v O a . 
Tdi se ndi nhirng di^u tich cue v6 san phdm, dich vu ciia Cong ty QCL 
Toi cam tha'y san phdm, dich vu cua Cdng ty QCL dap i^g tdt nhu cdu 

Ten bien 
GCl 

GC2 

GC3 

GC4 
CLl 
CL2 
CL3 
CL4 
HHl 
HH2 
HH3 
HH4 
TCI 

TC2 

TC3 
TC4 
TC5 

PHI 

PH2 

PH3 

PH4 

DBl 
DB2 

DB3 

DB4 
CTl 

cn 
CT3 
CT4 

HLl 

HL2 
HL3 

Ngudn 

Trinh Thuy 
Hang, Long 

Thtiy Duong, 
Dang DiJc Nhu 

(2015) 

Zeithaml vd 
Bitner (2000) 

Cronin va Taylor 
(1992) 

Lee, S. (2012) 

Ngudn: Tdc gia t6ng hop. 

4. Ket qua n g h i e n ciJfu 

4.1. Ddnh gid do tin cay sa bp cua thang do 
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BiSh 

BANG 2: K6t qua kig'm dinh Cronbach's Alpha 
Tnmg binh thang do 

n£̂ u loai b6 bi£n 
Phuong sai CUE thang do 

n£u loai b6 bifn 
Hfi s6 tuong quan 

bi^n \Aaz 
Oonbach's Alpha neu 

loai bd bifn 
Giica - Cronbach's Alpha = 0,876 

GCl 
GC2 
GC3 
GC4 

13,494 
13,405 
13,655 
13,661 

15,545 
15,320 
15,820 
17,303 

0,733 
0,793 
0,735 
0,677 

0,842 
0,817 
0,841 
0,863 

Oi^t Itlan^ san phdm - Cmnbach 's Alpha = 0,807 
CLl 
CL2 
CL3 
CL4 

12,387 
12,089 
12,488 
12,429 

16,873 
16,513 
17,245 
18,510 

0,683 
0,631 
0,601 
0,582 

0,730 
0,755 
0,769 
0,777 

Y6u t6'hSu hinh - Cronbach!? 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 

0,732 
0,747 
0,763 
0,747 

SIX tin cSv - Cronbach's Alpha = 0.S7P 
TCI 
Ta 
TC3 
TOt 
TC5 

Slfjjhan hSl 
PHI 
PH2 
PH3 
PH4 

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 

- Cronbach's Alpha = 0,8]] 
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 

Stl dam bio - Cronbach's Alpha = 0,773 
DBl 
DB2 

-jj-gj 
DB4 

11,929 
12,089 
12,845 
12,869 

Stream thdng - Cronbach's Alpha = C 
CTl 

cr2 
CT3 

cr4 

10,268 
9,696 
10,321 
9,357 

12,642 
13,339 
13,605 
13,851 

0,601 
0,589 
0,563 
0,547 

0,704 
0,711 
0,724 
0,733 

812 
15,814 
17,063 
15,573 
16,135 

0,658 
0,639 
0,663 
0,568 

0,750 
0,761 
0,747 
0,795 

Sir hai ldng • Cronbach's Alpha = 0,892 
HLl 
HL2 
HL3 
HL4 

13,077 
13,274 
13,196 
13,363 

15,796 
16,380 
16,734 
17,454 

0,793 
0,806 
0,720 
0,735 

0,850 
0,845 
0,878 
0,871 

NguSn: Ke't qua xir Iji diJ lieu tir SPSS. 

Ket qua phan tich he so' Cronbach's alpha 

dtfdc trinh hay tai bang 2 cho tha'y. thang do 

liicfng cac chi tieu nghien ciiu co he so 

Cronbach's Alpha d6~u dat yeu cau Idn hdn 0,7. 

NhiT vay, kg't qua kiem dinh sd bo thang do dat 

yeu c^u de tie'p ttic thiic hien phan tich nhan to' 

kham pha (EFA). 

4.2. Phan tich EFA 

Tien hanh phan tich nhan to' kham pha 

EFA cho 33 bie'n quan sat thuoc 8 nhan to: gia 

ca, cha't liicing san pham, ye'u to' hflu hinh, sU 

tin cay, stJ phan hoi, sxi dam bao, sfl cam th6ng 

va sii hai long, nhom nghign ciiu co dUdc k^t 

qua kiem dinh KMO va kiem dinh Bartlett 

diidc the hi§n cl bang 3. He so' Kaiser-Meyer-

Olkin la 0,896 - 16n hdn mflc toi thi§'u can dat 
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dfldc la 0,5. Gia tri p <0,01 tflc la gia thuyet Ho 

bi bac bo d mflc y nghia 1%, thoa man yeu c^u 

la cac bien quan sat co tfldng quan v6i nhau 

trong tdng the. Do do, phan tich nhan to kham 

pha EFA la thich hdp. 

BANG 3: He so Kaiser-Meyer-Olkin va 

Kiem d inh Barlett 

He s6' Kaiser-Meyer-Olkin 
Ki^m 
dinh 

Barlett 

G a tri Qii binh phuong xap x! 
Bac tu do 
Gia tri p 

0,896 
3241,254 

528 
0,000 

Ngudn: Kfi't qua xir ly dQ liftu lis SPSS. 

Tien hanh phan tich nhan to' kham pha 

EFA vdi ky thuat Principal components va 

phep xoay Varimax vdi dieu kien he so' tai 

nhan to' (Factor loading) cua moi bien phai 

dat gia tri Idn hdn 0,5, nghien cflu thu difdc 

ket qua phfldng sai trich tai bang 4 va ma 

tran xoay nhan to' tai bang 5. Ket qua phan 

tich nhan to' cho tha'y, mflc gia tri Eigenvalue 

la 1,044 - dam bao yeu cau Idn hdn 1 va ty le 

phfldng sai toan bo dfldc giai thich dat 

70,508% - dam bao yeu cau Idn hdn 50%. Theo 

do, 8 nhan to' dfldc rut ra la hoan toan phu 

hdp de nghien cflu va se giai thich dfldc 

70,508% sfl bien thien cua bie'n phu thuoc la 

sfl hai long cua khach hang doi vdi san pham 

cua Cong ty QCL. 

BANG 4: Phtfcfng sa i t r i c h 

N h ^ 
t« 
1 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 

- 19 
20 
21 
22 
23 
24 
25 
26 
27 
28 
29 
30 

31 
32 
33 

Eigenvalues kh6i ta 
T6ns 

11,352 
2,985 
2,292 
1,633 
1,444 
1,320 
1,199 
1,044 
0,752 
0,737 
0,683 
0,628 
0,601 
0,558 
0,534 
0.503 
0,453 
0,431 
0,386 
0,376 
0,351 
0,341 
0,306 
0,286 
0,276 
0,241 
0,224 
0,209 
0,198 
0,190 

0,167 
0,156 
0,143 

%1Jiuonssai 
34,401 
9,044 
6,946 
4,948 
4,375 
3,999 
3,632 
3,162 
2,280 
2,233 
2,069 
1,903 
1,821 
1,690 
1,618 
1,525 
1,374 
1,306 
1,171 
1,138 
1,062 
1.034 
0,928 
0,868 
0,838 
0,732 
0,678 
0,633 
0,601 
0,576 

0,472 
0,435 

o 
% tich luy 
34,401 
43,445 
50,391 
55,339 
59,714 
63,713 
67,345 
70,508 
72,788 
•75,021 
77,090 
78,993 
80,814 
82,504 
84,122 
85,647 
87,021 
88,327 
89,498 
90,637 
91,699 
92,732 
93,660 
94,528 
95,366 
96,097 
96,775 
97,408 
98,010 
98,586 

99,565 
100,000 

ExUaction Sums of Squared Loading 
T&IR 

11,352 
2,985 
2,292 
1,633 
1,444 
1,320 
1,199 
1.044 

%^i\anftS!a 
34.401 
9.044 
6,946 
4,948 
4,375 
3,999 
3,632 
3,162 

% tich luy 
34,401 
43,445 
50,391 
55,339 
59,714 
63,713 
67,345 
70,508 

Rotation Sums of Squaied Leadings 
T&iK 
3,843 
3,784 
3,034 
2,819 
2,682 
2,560 
2,468 
2.078 

%pliU0I]gsai 
11.645 
11.466 
9,194 
8,542 
8,127 
7,758 
7,479 
6,297 

%tidiluy 
11,645 
23.111 
32,305 
40,847 
48,974 
56,732 
64,211 
70,508 

Phircmg phap trich: Principal Component Analysis. 
Ngudn: K^t qua xir ly d& li^u t& SPSS. 
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Ket qua phan tich nhan to' EFA da gom 32 
bie'n quan sat trd thanh 8 nhan to' vdi cac 
bien quan sat thanh ph^n deu cd he so' tai 
nhan to' Idn hdn 0,5. Rieng bie'n DBS bi loai 
do CO he so' tai nhan to' nhd hdn 0,5. Can cfl 
vao no^ dung cua cac bien quan sat, mac du 
CO vai sfl thay ddi ve ca'u tao d mot vai nhan 
to' nhflng nhin chung trong moi nhan to' nay 
thi cac bie'n quan sat cua 1 nhan to' ban d^u 
van chie'm phan Idn, con lai la cac bie'n cua 
nhan to' khac dfldc tich hdp vao vdi noi dung 
cua bie'n co tinh tfldng dong vdi nhan to' chu 
dao. Vi vay, ve cd ban, ten cua cac nhan to' 
khong thay doi. Cu the cac nhan to' dUdc hoi 
tu sau khi phan tich nhan to' kham pha cd 
ten ggi va ca'u tao nhfl sau: 

BANG 5: Ma t r a n 

Nhan to 1: sfl tin cay (TC) bao gom 
PHI , TC5, TCI, TC2, TC3, TC4 va PH2. 

Nhan to 2: sti hai long (HL) bao gom 
HL2, HLl , H L 3 v a H L 4 . 

- Nhan to' 3: gia ca (GC) bao gom GC2, 
GC3, GCl va GC4. 

Nhan to 4: cha't Ifldng san pham (CL) 
bao gom CLl, CL2, CL3 va CL4. 

Nhan to 5: yeu to' hflu hinh (HH) bao 
gom HH2, H H l , HH3 va HH4. 

Nhan to' 6: fl dam bao (DB) bao gom 
DBl, DB2, CT4vaCT2 . 

- K^an to' 7: sfl phan hoi (PH) bao gom 
PH4, DB4 va PH3. 

- Nhan to' 8: sfl cam thong (CT) bao gom 
CT3 va CTl. 

xoay n h a n to' 

PHI 
TC5 
TCI 

Ta 
TC3 
TC4 
PH2 
HL2 
HLl 
HL3 
HL4 
0C2 
GC3 
GCl 
GC4 
CLl 
CL2 
CL3 
CL4 
HH2 
HHl 
HH3 
HH4 
DBl 
DB2 
CT4 

cr2 
PH4 
DB4 
PH3 
DB3 
CT3 
CTl 

Nhantfi 1 
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 1 
1 H H 1 1 
n 

0.843 
0.833 

Phircfng phap irich Principal Component Analysis. Ph^p xoay: Varimax with Kaiser Normalization. 
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Ngudn: K t̂ qua xir ly da lifiu tir SPSS. 

Sau khi h inh t hanh cac n h a n to co ca'u he so' Cronbach's Alpha va he so' tfldng 
tao mdi, tac gia ki^m dinh mot l^n nfla vg" quan bie'n tong cho tflng bie'n quan sat ca'u 
sfl tin cay cua thang do doi vdi cac nhan to thanh nen cac nhan to' mdi dfldc th6' hien b 
nay. Ke't qua kiem dinh dfldc the hien bang bang 6. 

BANG 6: He so C r o n b a c h ' s A l p h a c u a cac n h a n to co si^ t h a y do i b i en cau t h a n h 

Bi«n 
Trung blnh thang do 

n£u loai b6 biffn 
Phucmg sai cua than do 

nSu loai b6 bi&i 
H£ sd tuong quan 

bifn t6ng 
Qonbach's Alpha n^u 

loai b6 bi^n 

Str tin c&y-Cronbach's Alpha = 0,884 

TCI 

TC2 

TC3 

TC4 

TC5 

PHI 

PH2 

27,851 

27,744 

28,077 

27,952 

27,756 

28,060 

28,060 

51,600 

50,048 

50,168 

53,758 

51,551 

51,937 

51,529 

0,701 

0,758 

0,728 

0,642 

0,688 

0,652 

0,563 

0,864 

0,856 

0,860 

0,871 

0,865 

0,870 

0,883 

Stl phan hdi - Cronbach's Alpha = 0,794 

PH3 

PH4 

DB4 

7,637 

7,946 

8,167 

7,766 

6,506 

7,026 

0,530 

0,718 

0,670 

0,828 

0,628 

0.685 

Str dam bao - Crtmbach's Alpha = 0,8] 0 

DBl 

DB2 

cn 
cr4 

11,863 

12,024 

12,994 

12,655 

14,310 

16,287 

15,994 

14,275 

0,704 

0,567 

0,618 

0,626 

0.723 

0.788 

0,766 

0,764 

Stream thOng - Cronbach's Alpha = 0,835 

CTl 

CT3 

2,893 

2,946 

2,755 

2,662 

0,717 

0,717 

NguSn: Ket qua xir ly dO lifiu tir SPSS. 

Bang 6 cho thSy thang do lUdng cac nhSn 
to m6i CO he so' Cronbach's Alpha deu dat yeu 
cdu 16n hon 0,7. NhU vfty, ket qua kiem dinh 
do tin cay bang he so' Cronbach's Alpha dat 
yeu cdu. 

4.3. Phdn tich hoi quy boi 

Sau khi phan tich nhan to, nghien cflu tien 
h4nh phan tich hoi quy tuyen tinh boi. Ke't 
qua phan tich hoi quy dtldc tr inh bay tai bang 
7. Thong ke F duoc lay tfl bang phan tich 

phflong sai ANOVA trong kg't qua hoi quy boi. 
Ke't qua kiem dinh cho gia tri thong ke F = 
25,453 cho tha'y mflc y nghia la 1% nen ta bac 
bo gia thuyg't la ta't ca cac he so deu bang 0. 
Nhfl vay, mo hinh hoi quy tuye'n tinh boi xay 
dicing dflOc phu hdp v6i tap dii lieu, cac bien 
doc lapp trong mo hinh CO tac dong dg'n big'n 
phii thuoc. Tiic la mo hinh phii hdp. 

Ke't qua phan tich cung cho tha'y, Durbin 
- Watson la 2,143 tflc la cac phan dfl khong 
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CO tfldng quan chuoi bac nha't vffi nhau. Ben lap trong mo liinh la 3,032, ngn tac gia ket 

canh do, gia tri VIF 16n nha't cua cac big'n doc luan la khgng co hign tfldng da cong tuye'n. 

BANG 7: Ket qua hoi quy 

He s6 goc 

TC 

GC 

CL 

HH 

DB 

PH 

CT 

ThSng ke F 

R-squared hieu chinh 

TTiong ke# Durbin - Watson 

S6 quan sat 

He s6 chua chuin h6a 

0,553 

0,499*«« 

•0,056 

0 . 1 1 7 " 

-0,023 

0,069 

0,197»* 

0 , 1 1 9 " 

Sai s6 chuin 

0,391 

0,092 

0,057 

0,059 

0,085 

0,105 

0,088 

0,055 

Thtfng ke t 

1,412 

5,405 

-0,984 

1,984 

-0,267 

0,655 

2,230 

2,147 

Gifitrip 

0,160 

O.OOO 

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 

2 5 , 4 5 3 * " 

0,506 

2,143 

168 

Ngudn: Ket qua xii ly dH lieu t& SPSS. 

Ke't qua phan tich hdi quy cung cho tha'y 
gia tri cua R-squared hieu chinh la 0,506. R-
squared hieu chinh phan anh sat hdn mflc do 
phu hdp cua mo hinh hoi quy tuye'n tinh boi 
vi R-squared hieu chinh khdng phu thuoc vao 
dp lech phdng dai cua R-squared. Trong 
trfldng hdp nay gia tri cua R-squared hieu 
chinh cho tha'y cac nhan to' bao gom: sfl tin 
cay, gia ca, cha't Ifldng san pham, yeu to'hflu 
hinh; sfl dam bao, sfl phan hoi va sfl cam 
thong da giai thich dfldc 50,6% sfl bien thien 
cua bie'n phii thuoc la sfl hai long cua khach 
hang. 49,4% sfl bie'n thien cdn lai cua sfl hai 
long dfldc giai thich bdi cac nhan to' khac 
chfla biet hoac chfla dfla vao md hinh hoi 
quy. Trong nghien cflu nay, gia ca dfldc xem 
la bieu hien bang tien cua gia tri san pham 
va dich vti di kem; chat Ifldng san ph^m md 
ta dac tinh, do ben, tinh hieu qua va tinh dl 
sxi dung ciia san pham; sfl t in cay: ndi len 
kha nang cung flng san pham va dich vu 
chinh xac, dung gid va uy tin; sfl phan hoi la 
kha nang giai quye't va'n de nhanh chdng, xfl 
ly hidu qua cac khiS'u nai, san sang giup dd 
khach hang va dap flng cac yeu cau ciia 
khach-hang; sfl dam bao la viec tao ra sfl tin 
nhiSm, tin tfldng cho khach hang; sfl cam 
thdng chinh la stl quan tam, cham sdc khach 

hang va y§'u to' hflu hinh chinh la hinh anh 
ben ngoai cua cac cd sd vat chat, phong thai 
ciia doi ngu nhan vien. 

Bang 7 cung cho tha'y sfl tin cay cd tac 
dong tich cflc den sfl hai long eua khach hang 
d mflc y nghia la 1%. Chat Ifldng san pham, 
sfl phan hdi va s\l cam thong cung deu cd tac 
dong thuan chieu len sfl hai long cua khach 
hang d mflc y nghia 5%i. Trong khi dd, nghien 
cflu khdng tim tha'y bang chflng thong k§ vi 
sfl tac ddng ciia cac ye'u to' gia ca, yeu to hiiu 
hinh va sfl dam bao dS'n sfl hai long cua 
khach hang. Cd the tha'y r ing , mat hang ma 
Cdng ty QCL cung ca'p dd la phfldng tien vat 
tuf y te, viec tiep xuc vdi khach hang tai tru 
sd doanh nghiep khdng nhieu ma chu yS'u 
qua dien thoai, email nen yeu to' hflu hinh 
khdng ddng vai trd quan trong. Mat khac, 
khi Ifla chon mat hang vat tfl, phfldng tien y 
td' cd hen quan he trong den sflc khde va tinh 
mang con ngfldi, nen yeu td' chS t̂ Ifldng san 
pham dfldc chu trong, trong khi dd gia ca 
khdng cd tac dong dang k^. 

5. Ket l u a n v a h a m y q u a n t r i 
5.1. Ke't luan 

Ke't qua nghien cflu cho tha'y, sfl tin cay cd 
tac ddng tich cflc den sfl hai long cua khach 
hang d mflc y nghia la 1%. Cha't Ifldng san 
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pham, sfl phan h6i va sfl cam thong cung deu 
cd tac ddng thuan chieu len sfl hai long cua 
khach hang d mflc y nghia 5%. Trong khi dd, 
nghign cflu khong t im tha'y bang chflng 
thdng kd vd sfl tac dong cua cdc yd'u to' gia ca, 
yeu to' hflu hinh va sfl dam bao de'n sfl hai 
long cua khach hang. Cac ket qua nghien cflu 
nay la can cfl khoa hgc cd gia tri de Cdng ty 
TNHH san xua't - thfldng mai QCL cd nhflng 
bien phap phu hdp nham nang cao sfl hai 
long cua khach hang trong thdi gian tdi. 

5.2. Hdm y qudn tri 

Tijf ket qua nghien cflu, mdt so' ham y quan 
tri dfldc dfla ra nham giup cho nha quan ly dd 
nang cao sfl hai long cua khach hang dd'i vdi 
cac san pham va dich vu cua Cdng ty TNHH 
San xua't — thfldng mai QCL nhfl sau: 

Tao sP tin cay vUng chac cho khach 
hang: can dam bao viec cung ca'p san pham, 
dich vu dung thdi gian da hen, dac biet la 
ngay tfl lan d^u de khach hang cd a'n tfldng td't 
ve dich vu nhanh gon va thuan tidn cua cdng 
ty; nen dao tao va khuyd'n khich nhan vien 
ludn nd Iflc giai quyd't cdc va'n de ma khach 
hang dat ra, giai quyg't dung thdi gian da cam 
ke't va dam bao han chd' sai sdt nhat cd the. 

- Tang ciidng kha nang dap ting doi vdi 
khach hang. Cong ty QCL can to' chflc dao tao 
va ddng vien nhan vien ludn cd thai do san 
sang phtic vu, dap flng nhu cau khdch hang, 
hdn nfla cdn phai dap flng cac ddn hang va yeu 
cau mot each nhanh chdng ma chinh xac, 
tranh de khach hang ddi lau va tha't vong. 
Cdng ty c in xay dflng quy trinh xfl ly cac 
nghidp vu nhat quan, linh hoat va nang cao 
kha nang giai quye't va'n de cua nhan vien dd 
rut ngan thdi gian chd ddi cua khach hang. 

- Cii thien sir cim thong doi vdi khach 
hing: c in quan tam dd'n cong tac tuyen dung 
va dao tao nhan vien cho cdng ty, dam bao 
nhan vien cd ky nang giao tie'p, phong thai 
ting xfl kheo leo, thfldng xuyen tham hdi 
khach hang vdi thai do phuc vti nid'm nd. 
Nhan vien cdng ty nen lay Idi ich cua khach 
hang lam phfldng cham phuc vu, chu y de'n 

khach hang bang viec chu ddng quan tam va 
giai thich cac va'n de cua khach va tfl dd cd 
the hieu ro dfldc cac nhu c iu cua khach hang 
va phuc vu ho td't hdn. Cdng ty can tao md'i 
quan he td't dep vdi khach hang, thfldng 
xuyen tham hdi, cham sdc khach hang trflc 
tid'p, hoac qua email, so'dien thoai... 

• Ve ch&'t lUdng sin phim: Cdng ty QCL 
phai dam bao ngudn dau vao cha't Ifldng td't 
bang vide Itia chon cac nha cung ca'p uy tin, 
Ifla chon cac san phdm cd nguon goc xua't xfl 
rd rang, dam bao do bdn, do thuan tien khi 
sfl dung, cung nhfl hidu qua van hanh. Trong 
qua trinh bao quan may mdc thid't bi y td, 
Cdng ty QCL cung phai tudn thu cac quy 
chuan ve kho bao quan va phfldng tien van 
chuydn. Dd kiem soat va nang cao cha't Ifldng 
san pham, cdng ty can thie't lap hd thd'ng 
theo ddi qud tr inh nhdp, xud't kho trang thie't 
bi y te' de cd the thfldng xuyen cap nhat va 
kiem tra tinh trang san pham va cd phfldng 
dn Yi-il ly kip thdi khi cd sfl cd'. 

- Nang cao nang lilc phuc vu khach hang: 
Cdng ty QCL can tao ra mdi trfldng phiic via 
niem nd, an todn cho khach hang thdng qua 
thai do va flng xfl cua nhan vien; ben canh 
cdng tac dao tao ve van hoa flng xfl va 
chuyen mdn nghiep vu, cdng ty cd the dfla ra 
cac chinh sach khen thfldng, thi dua de ghi 
nhan va khuyen khich cac ddng gdp tich ctic 
cua nhdn vien trong viec lam hai long khach 
hang; de cha't Ifldng dich vii ciia cdng ty td't 
hdn nfla, c in phai quan tam dd'n viec gia 
tang sti thuan tien cho khach hang. 

Ve gia ci: de tao Idi the canh tranh cho 
doanh nghiep, Cdng ty can chfl trong xay 
dflng mdt hd thd'ng gia ca va flu dai vd" gia 
hdp ly dd' vfla tfldng xflng vdi chd't Ifldng, vfla 
canh tranh dfldc vdi dd'i thu ma van dam bao 
dfldc mflc Idi nhuan nha't dinh cho doanh 
nghiep. Cdng ty phai minh bach trong viec 
bao gia vdi khach hang tfl d iu , hoac mdi khi 
cd cap nhat ve gia nhfl tang hoac giam gid de 
khach hang cam thay dfldc tdn trong va tin 
tfldng cdng ty hdn. De dam bao dfldc mflc gia 
canh tranh va kha nang cung cap cac mflc gia 
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Cdc nhdn ttf anh hudng . 

h d p ly dd'i vdi s a n p h a m v a d i ch vti c u n g cd'p, 

Cdng ty Q C L c i n x a y df lng m o i q u a n h e td't 

dep v a t n i c tie'p vdi cdc n h a c u n g cS^p l i n k h a c h 

h a n g (cac b e n h v ien , cd sd y te', p h d n g k h a m . . . ) 

de cd t h d " m u a t a n gdc b a n t d n ngon" . 

- Cii tien cac ySu td'hSu hinh: c i n h e n tiac 

cap n h a t v a d a d a n g h d a cac loa i m a y mdc t h i e t 

h i y t e h i e n da i , sxi d u n g cdng n g h e t i e n t i en v a 

p h u hdp vdi y e u c a u v a k h a n a n g sfl d u n g c u a 

k h a c h h a n g . D o k h a c h h a n g th f ldng x u y e n giao 

dich t a i t r t i sd d o a n h n g h i e p , C d n g t y Q C L c a n 

c h u t r o n g bo t r i cd sd v a t chd't h a i hda , s a c h 

(fep, ggn gang , cac k h o b a o q u a n s a n p h d m p h a i 

dfldc sdp xep n g a n n i p , b a o d a m t h o a n g m a t , 

k h d n g 6 n h i e m . . . de t a o t h i e n c a m vdi k h d c h 

h a n g ve h i n h a n h c u a cdng t y d i n g nhf l c h ^ t 

Ifldng s a n p h I m m a c d n g t y c i m g c a p i . 
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