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Tom tat: Nghien cilu nay tong hop nhOng thang do ve chat Uong djch vu logistics, 
de xuat thang do phu hop nhSm danh gia thirc trang chat luong djch vu logistics tai thanh 
phd Ba Nang. Ket qu i nghien cilu cho thay, chat luong djch vu logistics tai thanh phd Ba 
Nang chiTa thifc sir noi troi, cin thiet cJi thien tren mot sd phi/ong dien ve tinh dn djnh ddi 
vdi djch vu duoc cung cap, cdng tac xOt ly phlin hdi cua l<hach hang, va khS nang ap dung 
nhCTng ddi mdi cdng nghe trong djch vu khach hang. 

lit khoa: Logistics, djch vu logistics, Ba Nang. 

Abstract: This study reviews scales for logistics service quality in the literature 
to propose a proper scale for measuring logistics service quality in Ba Nang City. The 
findings indicate the humble degree of logistics service quality in Da Nang, especially in 
terms of consistent service performance, customer feedback handling, and applicability 
of information technology (IT) and electronic data interchange (EDI) in customer services. 
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LOatvlinde 

Logistics dugc hieu mdt each giSn don la nhufng hoat dpng lien quan den kho bai, 
van t i i , hoac phljrc tap hon la sU to chlJc va hoat ddng cua nhCfng he thdng lien td chiTc 
ma 6 dd cho phep sin pham hang hda va dich vu vugt qua cac rao cin ci!fa khdng gian 
va thdi gian (Baskin, 1985). Bdi vdi doanh nghiep, logistics mang lai sir c i i thien kha nang 
canh tranh cCia doanh nghiep (Daugherty va cdng sir, 1998) bang viec cung cap gia trj gia 
tang khi chuyen giao hang hda tir nha cung cap den tay khach hang mdt each hieu qua 
(Stank va cdng sir, 2003). Ddi vdi qudc gia, dac biet la nhOtng nen kinh te dang phat trien, 
logistics la hoat dong nen t ing thuc day sir phat trien kinh te, thdng qua viec gi im ty le 
that nghiep, tao them thu nhap, va hap dan vdn dau tif (Pham va cdng sir, 2019). 

Ba Ning la mdt thanh phd true thudc Trung uong cd vj trf chien lupc tren Hanh lang 
Kinh te Bdng -Tay. Ha tang logistics dudng bd gan vdi Oa Ning ndi bat la 1.225 km dirdng 
bd, vdi tuyen cao tdc Da Ning - Quing Ngai, Da Ning - Hue se dupc hoan thanh trong 
giai doan 2018 - 2020. Cing hing khdng Ba Nang la cang hang khdng dupc xep loai 4E, 
da dupc nang cap de tiep nhan cac may bay cd Idn vdi nang lire ddn tiep 14 trieu lirpt hanh 
khach moi nam, dap ung dupe nhu cau di chuyen ndi dja va qude te eua hanh khach (Bd 
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Cdng ThUdng, 2018). Ben eanh dd, cing hang khong van chuyen hang hda vdi cdng suat 
binh quin 18 nghin tan hang hda moi nam, ehi xep sau cing hang khdng Tan Son Nhat va 
Npi Bai. Ve dddng bien, cing Oa Ning la cang bien loai I cd quy mo Idn nhat khu vdc mien 
Trung. Nam 2018, sin lupng hang hda qua cing Da Nang udc dat 8,4 trieu t in , dU bao dat 
10 trieu tan vao nam 2020 va 30 trieu tan vao nam 2030 sau khi cing Lien Chieu di vao 
hoat dpng (Bd Cdng Thdong, 2017). 

Thanh pho Da Ning ed khoing 761 doanh nghiep (da phan la doanh nghiep vda 
va nhd) hoat ddng cung cap djch vu van t i i , kho bai, giao nhan, chuyen phat va dai ly hii 
quan, phue vu eho nhu eau ve giao nhan hang hda tdcac khach hang ei nhan va khich 
hang to chdc (World Bank, 2018). Mae du da dat ddpc nhdng thanh cong nhat djnh, chat 
lupng djch vu logistics tai thanh pho €)a Nang con mpt so ton tai, han che. Nghien edu nay 
t i p trung xay ddng khung phan tich va danh gia chat Idpng djch vu logistics thanh phd 
Da Nang. 

2, Co sd ly luan ve djch vu va chat iifdng dfch vu logistics 

2.1. Dich vu logistics 

Theo hpi dong quin trj logistics My (The Council of Logistics Management in the 
USA - CLM) - 1998: "Logistics la qui trinh len ke hoaeh, thdc hien va kiem soat hieu qui, 
tiet kiem ehi phf cua dong Idu chuyen va Idu trd nguyen v i t lieu, hang ton, thanh pham 
va cae thong tin lien quan tU diem xuat xd den diem tieu thu, nham muc di'eh thda man 
nhdng yeu cau cua khich hang". 

Theo UNCTAD (dan theo UNESCAP, 2013), logistics ddpc djnh nghTa la sU quin ly cic 
chudi cung dng toan cau. Nhdng djch vu duge cung ci'p bdi cic cong ty logistics bao gom: 
viee quin \y' cic qua trinh thdng quan, nhdm gdp hang hda, lUu trd hang hoa, djch vu 
thdng tin logistics, va van t i i hang hoa vdi mot nhdm eae ddn vj cung ci'p djch vu van t i i 
kem theo sd thuong lupng ve thue quan. Mdt so eic djch vu gia trj gia tang kem theo bao 
gom cac chuong trinh ho trp bao d im, sda va t r i hang cung nhddjch vu logistics toan cau. 

Luat Thuong mai Viet Nam nam 2005 dua ra khii niem djch vu logistics la "hoat 
dpng thuong mai, theo do thuong nhan to ehdc thdc hien mot hoac nhieu cdng viec 
bao gom nhan hang, van chuyen, liiu kho, lUu bai, lam thi!i tuc hi i quan, cac thu tuc giay 
td khac, tu van khich hang, ddng gdi bao bi, ghi ky ma hieu, giao hang hoac eae djch vu 
khic cd lien quan den hang hoi theo thoa thuan vdi khach hang de hudng thu lao" (Bp 
Cdng Thuong, 2017). 

2.2. Chdt litgng dich vu logistics 

2.2.1. Chdt lugng dich vu logistics: Tiep can theo ddnh gid cua khdch hdng 
Bienstock v i cpng sd (1997), Mentzer v i cdng sU (2001) cho rang, chat lupng djch 

vu logistics can dupc dinh gia thdng qua nhan thdc cua khach hang trong quan he vdi ky 
vpng cua hp. Quan diem nay nhan ddpc sUquan tam trong bdi cinh hoat dpng sin xuat 
kinh doanh ed sU chuyen bien tU triet ly san xuat hang loat (lam dung), sang triet \^ sin 
xuat theo nhu ciu khach hang (iam phu hpp) (Stank va edng sU, 1999). Jones va Sasser 
(1995), Reiehheld (1996) khang dinh diem then chdt tao nen mpt doanh nghiep thanh 
edng hay that bai nam d sU can nhac den nhan thdc cua khach hang. Do vay, cic nghien 
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Cliu ve do ludng chat lupng dieh vu logistics trong thcfi gian gan day quan tam nhieu den 
tiep can tir yeu td "khich hang" (Sohn va cdng sir, 2017). 

2.2.2. Do ludng chat lugng dich vu logistics 

Cb nhieu tiep can khae nhau trong do ludng chat lupng djch vu logistics, Neo va 
cdng sir (2004), Chen va edng sir (2009), Limbourg va cdng sir (2016) sir dung eac thanh 
phan eua md hinh chat lupng djch vu SERVQUAL bdi Parasuraman v i cdng sU (1988) de do 
ludng chat lixpng djch vu logistics. 

Bienstock va cpng sir (1997), IVlentzer va edng sir (2001) dupe cho la nhiJng t ic g i i 
tien phong trong trudng phai do ludng chat lupng djch vu logistics theo dinh gia ciia 
nhan thiTc khach hing trong quan he vdi ky vpng cua hp (Thai, 2013). Bienstock va cdng 
sir (1997) de xuat khai niem PBSQ (Physical Bistribution Service Quality) diing de do ludng 
chat lupng djch vu logistics vdi 03 thanh to: Sir kjp thdi -Timeliness, Sir sin cd - Availability, 
va Trang thai hang hda - Dondition. Mentzer va cpng sir (2001) do ludng chat lupng djch 
vu logistics tiep can theo quy trinh vdi 02 giai doan d i t hing - Order placement & nhan 
hang - Order receipt, vdi ddi tupng nghien cilu l i cac khach hang doanh nghiep trong 
ITnh vUc may mac, xiy dung va thuong mai. Cu the hon, giai doan d i t hing dirpc lupng 
hda vdi bdn thanh td gdm: Chat lupng tUPng t i c ca nhan - Personnel contact quality, Sd 
lupng dat hang - Order release quantity. Chat lirpng thdng tin - Information quality, ThCi 
tuc dat hang - Order procedures; Giai doan nhan hang dupc lupng hda vdi nam yeu td 
cau thanh gdm: Tinh chi'nh xac cua dat hang - order accuracy, Trang thai cija dat hang -
Order condition. Chat lupng dat hang - Order quality. Sir kjp thdi - Timeliness, va viec xil 
ly nhOng phat sinh - Order discrepancy handling. Ket qu i nghien cdu cua Bienstock va 
edng su (1997), Mentzer va cdng sU (2001) la tien de quan trpng cho cac nghien ciTu ve 
chat lirpng djch vu logistics eua Thai (2008,2013), Ineta va Petukiene (2012), Sohn va cdng 
sir (2017). 

Trong dd,Thai (2008, 2013) eho ring, mdt chu trinh djch vu logistics dupe dien ra 
vdi bdn bude gom cd: tuong t ie ci nhin, yeu cau thdng tin, tien trinh ra quyet djnh dat 
hang va thirc hien dat hang. Chat lupng djch vu logistics dupe danh gia xuyen sudt qua 
bdn bude cCia chu trinh niy vdi cic khia canh gdm cd: Chat lupng tiep xuc ca nhan. Chat 
lupng thdng tin, Chat lupng xiJ ly dat hang. Chat lupng djch vu phan phdi hOu hinh, Su kjp 
thdi, Hinh inh doanh nghiep, va Trach nhiem xa hdi. Trong nghien cdu cac khach hang suf 
dung dich vu logistics tai Singapore,Thai (2013) dUa ra md hinh do ludng chat lupng djch 
vu logistics mdi vdi 5 thanh td dupe djnh nghTa nhu sau: 

Chdt lugng hudng den khach hdng (Customer focus quality): Phin anh no lire cua 
doanh nghiep va nhan vien trong viec hieu nhtjfng yeu cau va ddi hdi cua khach hang, tir 
do l im hai Idng khach hang vdi su tin cay va t r in trpng. 

Chat lugng hodn thdnh dan hdng (Order fulfilment quality): Phin inh chat lupng ciia 
qu i trinh xir ly dat hang cua khich hang tir khi tiep nhan yeu cau den khi hoin thinh djch 
vu phan phdi hOu hinh. 

Hinh dnh doanh nghiep (Corporate Image): Phin anh uy tin cOa nha eung cap djch vu 
logistics trong hoat ddng kinh doanh ciia minh, cung nhudanh gia cCia xa hdi ve hinh inh 
cOa nha cung cap nhu mdt ngudi edng dan tich eUc trong cpng ddng. 
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Sukip thai (Timeliness): Phin anh nhdng nhan djnh ve khia canh thdi gian trong qua 
trinh cung cap djch vu logistics. 

Chdt lugng thong tin (Information Quality): Phin anh hoat ddng ilng dung cdng nghe 
thdng tin trong qua trinh cung cap dieh vu cQng nhu su san cd ve thdng tin cda qu i trinh 
nay khi khach hang tim kiem. 

Bing 1. Tong li/crc cac nghien cilu do lUdng chat li/png dich vu logistics 

TT 

1 

2 

3 

4 

5 

6 

7 

8 

9 

Tac gia 

Bienstock va 
cdng sir 

Mentzer va 
edng sU 

Neo va edng sir 

Thai 

Chen va cdng sii 

Ineta va 
Petukiene 

Thai 

Limbourg va 
cdng sU 

Sohn va cdng sU 

Nam 

1997 

2001 

2004 

2008 

2009 

2012 

2013 

2016 

2017 

Cac thanh td chat lupng dich vu logistics 

SU kip thdi, Su san cd, vaTlnh trang hang hda. 

- Giai doan dat hang vdi bdn thinh td: Chat lupng 
tUPng t i c ca nhan, Sd lupng dat hang. Chat lupng 
thdng tin, va Thili tuc dat hang; 
- Giai doan nhan hang vdi nam thanh td:Ti'nh chinh 
xic cl!ia dat hang, Trang thai cCia dat hang. Chat lupng 
dat hang. Sir kjp thdi, va Viec xil ly nhCfng phat sinh. 

Cie thanh phan cila SERVQUAL. 

Ning luc phuc vu. Qua trinh phuc vu, Nang lire quan 
ly, Hinh inh va thuang hieu, va Trich nhiem xa hdi. 

Cae thanh phan ciia SERVQUAL. 

Tinh kjp thdi, Tinh quytac,SU hoan thanh. Sir tin cay, 
Su linh hoat,Tinh chan thUc, Mile dp thiet hai, va Nang 
suat tam viec. 

Sir kjp thdi. Chat lupng hudng den khach hang. Chat 
lupng hoin thanh don hang, Hinh anh doanh nghiep, 
va Chat lupng Thdng tin. 

Cac thanh phan ciia SERVQUAL 

Thdi gian chd, Giao hang dang tin cay, Tinh trang eua 
hang hda dupe giao, Hieu qua chi phi, Quan trj rui ro, 
Tinh hien dien, Phin hdi khich hang. Bat hang thuan 
tien, Kha nang quin ly dat hang, Kha nang edng nghe 
thdng tin, Trinh dp chuyen mdn, va Su lanh manh 
trong td chile. 

Nguon: Nhdm tde gid tong hgp 
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3. Xay dung thang do, mo ta dO lieu nghien cilu 

3.1. Xay dung thang do chat luang dich vu logistics thanh pho Da Nang 

TU tdng quan cac nghien cilu thUc nghiem do ludng chat lupng djch vu logistics, 
cd the nhan thay rang, nghien cilu cua Thai (2013) cd nhieu diem tuong ddng ve pham vi 
khdng gian nghien cilu (tai mdt qudc gia trong khu vUc Bdng Nam A vdi nhieu cdng ty 
3PL tham gia trong ITnh vUc logistics) v i ddi tupng nghien cilu. Do vay, nghien cliu nay ke 
thira va phit trien cac thang do cua Thai (2013) gan vdl bdi cinh djch vu logistics tai thinh 
phd Ba Ning. Qua tham van y kien cic chuyen gia cua Hiep hdi logistics Viet Nam, nhdm 
nghien cilu nhin djnh rang, nhOng thanh td "Chat lUpng hudng den khach hang" "Chat 
lupng thdng tin" va "SU kjp thdi'se dupe giO nguyen nhu thang do eCia Thai (2013). 

Yeu td'Chat lupng hoan thanh dPn hang"dupc bd sung them ehi bao"Boanh nghiep 
cd the thuc hien djch vu linh hoat, dn djnh v i sin sang trong nhieu tinh hudng khic nhau". 
flay la ehi bao quan trong trong cau thanh chat lupng djch vu phan phdi hCru hinh d cac 
nghien cilu ciia Ineta va Petukiene (2012), Sohn va cdng sU (2017). 

Thanh td "Hinh inh doanh nghiep" dupc dieu chinh so vdi thang do ciia Thai (2013). 
NhOng chi bao mdi trong thanh td niy dupc phuc hdi tir thanh td Hinh anh doanh nghiep 
(Image) trong thang do ciia Thai (2008). Cp sd ciia viec thay ddi eac chi bao trong thang do 
eau thanh Hinh inh doanh nghiep la dira tren sir phi t trien eiia thi trudng logistics tai Viet 
Nam va Ba Nang ndi rieng, va thuc te ve mdi quan tam chua ding ke ciia khich hang ddi 
vdi trach nhiem x i hdi ciia doanh nghiep, trong khi cac van de ve uy tin trong sir tin cay, sU 
chuyen nghiep, va kha nang dap ilng dang rat dupc khach hang quan tam. Bing 2 md t i 
chi tiet thang do chat lupng djch vu logistics dupc sir dung trong nghien eu"u nay. 

Bing 2. Thang do nghien cilu chat lupng djch vu logistics tai tiianh phd Oa Nang 

TT 

1 

2 

3 

4 

5 

Bien quan sat 

Chat lifgmg hudng den khach hang 

Nhan vien cd thai dp va each dng xd than thien khi tiep 
xuc vdi khich hang 

Doanh nghiep cd kha nang d ip dng tot doi vdi nhu eau/ 
yeu cau td khach hang 

Doanh nghiep cd kien thdc, sU hieu biet ve nhu eau/ yeu 
cau td phfa khich hang 

Nhan vien CO nang lue rat tdt trong viee dap dng nhu 
cau/ yeu cau td khich hang 

Feedback eCia khach hang dupc xd ly dung theo yeu cau 
td khich hang 

Nguon 

Mentzer va cpng sU 
(1999) 
Rafiq va Jaafar (2007) 
Jian vaZhenpeng 
(2008) 
Thai (2013) 
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1 

2 

3 

4 

5 

6 

1 

2 

3 

1 

2 

3 

4 

Chat lilpng hoan thanh dtfn hang 

Boanh nghiep thUe hien dich vu mdt each chinh xac 

Doanh nghiep rat It khi pham phai sai sdt khi thirc hien 
dich vu 

Doanh nghiep to chiTc khac phue sai ldi ngay khi phat 
sinh trong qua trinh thuc hien djch vu 

Doanh nghiep thUc hien djch vu vdi chat lupng dn djnh, 
nhat quin 

Doanh nghiep d im biovean toan va bao mat khi thue 
hien dich vu ddi vdl khieh hang 

Doanh nghiep cd the thUe hien djch vu linh hoat, on 
djnh va sin sang trong nhieu tinh hudng khac nhau 

Hinh anh doanh nghiep 

Doanh nghiep cd uy tin cao, dang tin cay tren thj trudng 

Doanh nghiep ed uy tin ve sU chuyen nghiep, nhat quan 
khi cung ci'p djch vu 

Doanh nghiep ed uy tin ve khi nang dap li'ng ddi vdi 
nhu cau/yeu cau tir khach hang 

SU kjp thdrl 

Thdi gian thuc hien mdt chu trinh djch vu eiia doanh 
nghiep la tdi Uu 

Khich hang cam thay tien Ipi khi yeu eau dich vu tir 
doanh nghiep 

Viec van chuyen dupc thuc hien trong thdi gian tdi uu 

Doanh nghiep tiep nhan va thuc hien djch vu mdt each 
nhanh chdng ngay ca trong ky cao diem 

Mentzer va cdng sir 
(1999) 
Gronroos(2001) 
Rafiq va Jaafar (2007) 
Jlan vaZhenpeng 
(2008) 
Thai (2013) 

Rafiq va Jaafar (2007) 
Thai (2008) 
Thai (2013) 

Mentzer va cdng sU 
(1999) 
Feng va cdng sU 
(2007) 
Jlan vaZhenpeng 
(2008) 
Thai (2013) 
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1 

2 

3 

Chat lUdng ve thong tin 

Doanh nghiep sut dung ilng dung CNTT & cic nen t ing 
trao ddi dd lieu khich hang khi thuc hien djch vu 

Doanh nghiep gidi thieu & i p dung nhiTng ddi mdi cdng 
nghe trong djch vu khach hang 

Khich hing ludn tim dirpc thdng tin ve djch vu ma 
doanh nghiep cung cap 

Jian va Zhenpeng 
(2008) 
Thai (2008) 
Thai (2013) 

3.2.Mdtidiillieu 

Bdi tupng dieu tra la nhiing dai dien ciia doanh nghiep boat dpng trong ITnh vuc sin 
xuat, thupng mai va djch vu, cd sCf dung dich vu logistics tai thanh phd Da Nang. NhOrng 
dai dien nay la nhiing ngudi cd chijrc nang lam viec true tiep vdi nha cung cap djch vu 
logistics. 

Khio sit dupc thuc hien qua hinh thilc trUc tuyen (qua email) va phdng van true 
tiep, tir ngay 15 thing 05 nam 2019 den het ngay 15 thing 06 nam 2019. Phieu khio sit 
dupc gdi den 350 doanh nghiep dang hoat dpng trong cac ITnh vuc sin xuat, thuong mai, 
va dich vu da sii" dung djch vu logistics tir cac don vi cung cap djch vu logistics tai D i Nang 
(Ngudn thdng tin doanh nghiep dupe thu thap tir cong thdng tin dien tif Phdng Thuong 
mai va Cdng nghiep Viet Nam - VCCI). 

Ket thdc qui trinh khio sat, nhdm t ic g i i da nhan dupc 150 phieu khao sat phin 
hdi, tuong dng vdi t^ le phin hdi la 42,86%. Trong 150 phieu phin hoi, cd 37 phieu khio 
sat khdng hpp le (t^ le 24,7%) va 113 phieu hpp le dupc sil dung trong nghien cilu. Nhin 
Chung, kich thude mau la d im b io dp tin ciy theo tieu chuan cda Hair va cpng sir (1995). 

4. Phan tich ket qui do luomg chat iifong djch vu logistics tai thanh phoOa Nang 

4.1. Phan tfch thong kimotd mau nghien cCfu 

Theo tieu chi vj trf edng viec, ed 51 d ip vien dang dim nhin vj tri nhin vien trong 
doanh nghiep, chiem t> le 45,1 % tdng mau dieu tra. Cac quan trj vien cap eao chiem tf le 
khiem tdn trong mau khio sat vdi 2,7%. Cae chuyen vien va cic quin trj vien chiem ty le 
lan lupt la 35,4% v i 16,8% tdng mau. 

Theo tieu ehi ve ITnh vUc hoat dpng kinh doanh, cd 47 doanh nghiep thuong mai, 
chiem t^ le 41,6% tdng miu dieu tra; Doanh nghiep djch vu chiem ty le 32,7%; Doanh 
nghiep sin xuat chiem t;5' le 25,7%. 

Theo tieu chi thdi gian sir dung djch vu logistic, ed 88 doanh nghiep da sir dung djch 
vu logistics tir 3 nam trd len, chiem t) le 77,9% tdng mau dieu tra; Boanh nghiep cd thdi 
gian sir dung djch vu logistics dirdi 1 nam chiem 7,1 %; Boanh nghiep cd thdi gian sildung 
djch vu logistics tir 1 den 3 nam chiem ty le 15%. 
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4.2. Phan tich nhan to kham phd EFA 

Kiem dinh KMO va Bartlett's trong phan tich nhin to (bing 3) eho thay he sd KMO > 
0.5; g i i tri kiem djnh Bartlett's dat mde y nghia 1 %, eho thay phan tich nhan td EFA rat thich 
hpp (Yong va Pearce, 2013). 

Bang 3: Kiem djnh KMO va Bartlett 

Kiem dinh KMO va Bartlett 

Thdng ke sir phii hpp Kaiser-Meyer-Oikln 

Kiem djnh Bartlett Thdng ke Chi binh phUPng 

Bac tu do 

fyiilcy nghTa 

0,807 

1801,609 

210 

0 

Tai cie mdc gi i trj Eigenvalues Idn hon 1 va vdi phuong phap rut trfch Principal 

Components va phep quay Varimax, phan tich nhan td da trich dugc 5 nhan to tU 21 bien 

quan sit vdi tong phUdng sai trich la 73,232% (idn hon 50%) dat yeu cau. DUa tren phan 

tfch ma tran xoay nhan to, cae bien cd he so t i i nhan td nhd hOn 0,5 se b| loai (Hair va 

cpng sU, 1995), cae bien cd trpng so khong dat dp phan biet cao gida cae nhan to, cu the 

la chenh lech nhau nhd hon 0,3 cung se bj loai.Trong nghien cdu nay, tat ci cae bien deu 

dat yeu cau, khdng ed bien nao bj loai (xem bang 4). 

Bang 4: Ma tran xoay nhan to 

IVla t r in xoay nhan to 

Til 

TI3 

TI2 

TI4 

0FQ6 

0FQ5 

0FQ1 

0FQ3 

CFQ2 

0FQ4 

Cii 

Nhan td 

1 

0,903 

0,895 

0,887 

0,819 

2 

0,885 

0,844 

0,815 

0,808 

0,761 

0,595 

3 

0,864 

4 5 
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CI3 

CI2 

CFQ3 

CFQ1 

CFQ2 

CFQ4 

CFQ5 

IQ1 

IQ3 

IQ2 

0,848 

0,815 

0,846 

0,812 

0,782 

0,732 

0,591 

0,843 

0,764 

0,696 

PhUPng phip trich xuat: Principal Component Analysis 

Phuong phap xoay: Varimax with Kaiser Normalization 

Hdi tu trong 6 lan xoay 

4.3. Kiem dmh dd tin cdy thang tto Cronbach Alpha 

Nghien cilu nay sil dung danh gi i ciia Taber (2018) ve g i i trj ciia Cronbach Alpha de 

phan tich dp tin ciy ciia cic yeu td cau thanh. Ket qui kiem djnh Cronbach Alpha dupc the 

hien d bing 5 cho thiy, tat c i cic bien quan sat deu dupe chap nhin va dam bio dp tin 

cay trong danh gia chat lirpng djch vu logistics thanh phd Ba Ning. 

Bing 5: Danh gia Cronbach Alpha 

Cau thanh 

CFQ (5 chi bio) 

OFQ (6 chi bio) 

Cl (3 chi bio) 

Tl (4 ehi bao) 

IQ (3 chi bao) 

Cronbach Alpha 

0,807 

0,722 

0,868 

0,857 

0,766 

Oanh gia trj so Cronbach Alpha (Taber, 2018) 

Khi cao 

Tdt 

Bang tin eay 

Bing tin ciy 

Khi cao 

4.4. Oanh gia chat lixang dich vu logistics tai thanh phoBa NSng 

Hinh 1 phin anh ket qui lupng hda chat lupng djch vu logistics tai thanh phd Ba 
Ning theo 5 yeu td eau thanh. Theo dd, "SU kjp thdi" v i "Hinh inh doanh nghiep" l i hai 
thanh td nhin dupc mile do ddng y eao nhat tir cie khich hang vdi gi i tn trung binh lan 
lupt 4,49 va 4,56. Ngupc lai, "Chat lupng thdng tin" l i khfa eanh it nhan dupc sU ddng tinh 
eua khach hing vdi gia trj trung binh la 4,1. 
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Hinh 1: Chat lirpng dkh vu logistics tai thanh pho Ba Ning theo 5 yeu to cau thanh 

CFQ 

IQ 

Hinh 2 the hien ehi tiet hon ve chat lupng dieh vu logistics tai Ba Ning thdng qua 21 
chi bio. d diy, "Ning luc ciia nhan vien" va "Tinh an toan, b io mat khi thuc hien dich vu" 
dupe dinh gia eao nhat trong sd 21 chi bao vdi g i i trj trung binh lan lupt la 4,66 va 4,65. 
Trong khi dd, "Xir ly phin hdi", "Ap dung ddi mdi cdng nghe trong djch vu khach hang" "Su 
on djnh, nhat quan khi thuc hien djch vu"la nhCfng chi bio ft nhan dUpc sir ddng tinh ciia 
khich hang vdi gia tri trung binh lan lUcrt la 3,5; 3,65 va 3,77. 

Hinh 2: Chat li/png djch vu logistics tai thanh phd Da Nang theo 21 chi bao 

5. Ket luan va ham y chi'nh sach 
Ke thira v i phat trien eac thang do ciia Thai (2013), nghien cilu nay xiy dung thang 

do chat luong djch vu logistics tai thanh phd B i Nang gdm nam thanh td vdi 21 chi bao. 
Ket qui Udc lupng cho thay, chat lupng djch vu logistics tai Ba Ning dang d mdc trung 
binh kha.Trong dd,"Tfnh kjp thdl"va "Hinh inh doanh nghiep"dupe khach hang dinh g i i 
d miic chat lirpng trong khi "Chat lupng thdng tin"dupc khich hang dinh g i i d mile thap 
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hpn. Cu the hPn, trong sd 21 chi b io ve chat lupng djch vu, eae khich hang die biet danh 
gi i thap chat lupng djch vu logistics tren cae phirong dien ve "Xir ly phin hdi", "Ap dung 
ddi mdi cdng nghe trong djch vu khach hang", va "Sir dn djnh, nhat quan khi thUe hien djch 
vu". Ket qu i lupng hda nay tUPng ddi thdng nhat vdi ket qua nghien cdu cua Thai (2013) ve 
chat lupng djch vu logistics tai Singapore tren phuong dien "Chat lUpng thdng tin". 

Ket qui nghien cilu niy cd him y chinh sach quan trpng trong gpi mdcho cac doanh 
nghiep eung dng djch vu logistics tai thanh phd Da Ning can nhanh chdng ning cao chat 
lupng dieh vu logistics thdng qua cii thien eae chi b io dupc khach hang danh gia thap, 
nhat la cac phUPng dien ve "Xir 1̂  phin hdi", "Ap dung ddi mdi cdng nghe trong dich vu 
khach hing", va"SLr dn djnh, nhat quan khi thUe hien djch vu".Dae biet, thanh phd Ba Nang 
va eae ben cd lien quan can chu trpng dau tu phi t trien ep sd ha tang giao thdng van tai, 
cd sd ha tang cdng nghe thdng tin va truyen thdng, cung nhu chu trpng nang cao trinh dp 
ehuyen mdn, ky nang nghe nghiep va th i i dp phuc vu khich hang cho dpi ngu nhin luc 
hoat ddng djch vu logistics. 

Ldi cim on: Nghien cilu nay dUtfc sU ho trd kinh phi tir Trudng Dai hoc Kinh te, 
Dal hoc Da Ning cho de tai khoa hoc va cong nghe, ma so T2019-04-41 
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