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T 6 M TAT: 
Trong bdi bdo ndy, nhdm tae gia da sff dung phffdng phdp thd'ng ke, dieu tra va xdy dffng md 

hinh de dffa ra cdc phdn lich vi cdc yd'u td' tdc ddng dd'n mffc dp hai long cua khach hang sinh 
hoat dd'i vdi Cdng ly Didn life Tay Ho nam 2018, tff dd ed ede gdi y vd vai trd ciia tffng yd'u td' 
cung nhff cdch thffc cdi thien mffc dp hai long ciia khdch hang. 

TiJf khoa: Hai Idng, khdch hdng sinh boat sff dung didn, Didn Iffc Tay Hd. 

1. Gidi thidu 
Sff hdi long ciia khdch hang se quyd't dinh sff 

thanh cdng ciia doanh nghidp. Trffdc sff phdt trien 
chung ciia nen kinh id', vide ndng cao mffc dp hai 
Idng ciia cac doanh nghidp la viec can thie't, Cdc 
cdng ty kinh doanh didn nang cung khdng ndm 
ngodi xu the' nay, Cdng ty Dien life Tdy Ho trffc 
thudc Tong cdng ty Dien life Ha Ndi, qudn ly san 
xuat - kinh doanh dien nang trdn dia bdn Qudn 
Tay Hd. Trong nhffng nam gan day, Cdng ty cung 
da chii trgng de'n cdng tdc khdch hang de dal 
dffdc mue tidu ndng cao cha't Iffdng dich vu. Vide 
danh gia mffc dp hai Idng la mdt trong nhffng vide 
cin lam thffdng xuydn deu dan hang nam de cd 
nhffng ddnh gia ve cdng tdc khdch hang cua Cdng 
ty. Tff vide ddnh gid bdng nam, Cdng ty cd the 
CO nhffng so sanh de cd nhffng giai phdp phu hdp 
ndng cao mffc dp hdi Idng cua khach hdng. 

2. Phffdng phap ngbien cd'u 
2.1. Mot sdkhdi niim 
2.1.1. Khdi niem sU hdi Idng cua khdch hdng 
Cd nhieu quan diem danh gia khac nhau ve sff 

hdi long eiia khdch hang. Sif hai long ciia khdch 
hdng Id phan ffng cua hp ve sff khde bidt earn 
nhan giffa kinh nghiem dd bid't vd sff mong ddi 
[1]. Nghia la, kinh nghidm dd bie't ciia khach 
bang khi sff dung mgt dieh vu va kd'l qua sau khi 
dich vu dffdc cung cd'p. Cu the nhd't, sff hdi Idng 
ciia khdch hdng Id tam trang, cam gidc ciia khdch 
hang ve mdt edng ly khi sff mong ddi cua hp dffdc 
thda mdn hay dap ffng vffdt mffe trong sud't vdng 
ddi ciia san pham hay dich vu. Khdch hang dat 
dffde sff thoa man se cd dffdc Idng trung thanh va 
tid'p tuc mua san pham ciia cdng ty. [2] 

Mpt ly thuye't thdng dung dd xem xet sff hai 
Idng ciia khach hang la ly thuye't "Ky vgng - Xac 
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nhdn". Ly thuyd't dffdc phdt trien bdi Oliver 
(1980) va dffdc dung dd' nghidn cffu sff hai long 
ciia khdch hang dd'i vdi chd't Iffdng ciia cdc dich 
vu hay san pham eiia mdt td chffc. Sff thoa man 
di de'n sff hai long eua khdch hang chinh la kd'l 
qua ciia sff so sanh hidu qua md dich vu nay 
mang lai giffa nhffng gi ma hg ky vgng trffdc khi 
mua dich vu vd nhffng gi ma bp da nhdn dffdc sau 
khi sff dungnd [3]. 

2.1.2. Khdi niem mo hinh 
Md hinb Id dai didn cua mdt thffe the thffc id'. 

Md hinb dffdc diing de md phong thffc id' va 
khdng hoan loan chinh xac nhff thffc te'nhffng dii 
de dai didn cho thffc the trong qua ttinh nghien 
cffu thffc le'. Vi vay, md hinb se cd nhffng diem 
ban chd'khi md phdng thffc td'. Md hinh phai dam 
bao tinh chinh xdc va tinh gidn ddn. Mgt md hinb 
lot mo la nhieu nha't cd the dac tinh ctia thffc the 
nhffng phai ddn gian nha'l cd the [5]. 

+ Md hinh toan hgc 
Ld md hinb md ta thffc td' dffdi dang he thd'ng 

cae cdng thffe loan hgc. Cae md hinb loan hpc 
dffpc chia ra ihanh md binh tuyd'n linh, md hinh 
phi tuye'n,... 

+ Md hinh hda 
Ld cdng vide md ta he thd'ng thffc id' bang 

each su" dung cac md binh md phdng, Ngffdi lam 
md hinh hda se cdn cff tren thffe td' dd md la 
nhdm phue vu mue dich nghidn cffu ciia minb 

2.2. Mo hinh ddnh gid mdc do hdi long cua 
khdch hdng sd dung difn 

Md hinh khung danh gid sff hdi Idng ciia khach 
hang sff dung trong nghidn cffu ndy la md hinh 
Parasuraman vd cong sff dffa ra ndm 1994, sau do 
dieu chinh phii hdp vdi san phd'm didn [4]. Md 
hinh nghien cffu ve sff hai long ciia khdch hang 
dffa tren danh gid sif hdi long ve san phIm va sff 
hai long ve quan he. 

Sff hai Idng vd san pham dffde ddnh gid dffa 
tren gia ca, cha't Iffdng dich vu vd chd't Iffdng san 
pham, Yd'u id cha't Iffdng san pbam dffdc the hidn 
trong phan danh gid vd cung ed'p dien nhff vide 
ma't didn, cha'l Iffdng didn cung ca'p (on dinh hay 
khdng dn dinh), thdi gian thdng bdo cat dien, 
thdi gian sffa chffa vd ddng didn trd lai sau khi 
xay ra md't dien, thiet hai do cha't Iffdng didn 

khdng dn dinh hay cat dien. Yd'u Id' ehd't Iffdng 
dich vu dffdc the bidn trong phan thdng tin de'n 
khach hang va Hda ddn tien didn: thdng bdo 
trffdc ke' hoaeh eat dien, hinh thffc thdng bao, 
each thffc giai dap thac mac, cac hinh thffc tuydn 
truyen ve tie't kidm didn, cac hinh thffc tuydn 
truyen ve an loan trong sff dung didn vd ve gia 
didn; do cbinb xac ve do Iffdng tidu thu didn, tinh 
rd rdng va sff thuan tidn trong thanh todn tiln 
didn. Yd'u to' gia ca dffdc the hidn trong phan 
Nhan thffc ve gia didn: Chi phi tien didn ttong 
td'ng chi phi/ thu nhap, mffc dp dd hieu cua bieu 
gia didn, mffc dp tffdng xffng eua gid didn vdi 
cha't Iffdng dich vu (dich vu thu tidn, siJa chffa, 
giai dap thac mac,..), tinh hdp IJ' ciia vide ap 
dung bieu gia dien mpl mffc gia. 

Sff hai Idng ve quan he dffdc danh gia dffa 
trdn quan he khdch hang va chat Iffdng quan hd, 
Ye'u Id' quan he khdch hang dffdc the hien trong 
pban Dich vu khach bang: tinh thuan tien ttong 
trao ddi vdi cdng ly dien Iffc (vi tri diem giao 
dich, cdch thffc giao dich), thdi ban cdng ty gidi 
quyd't cde yeu cau khach hang, tinh cam ke't 
dung hen ciia vide gidi quye't yeu cau, tinh rd 
rang minh bach eiia ede thdng tin, thai dd nhan 
vien, linh hidu qua ctia cac giai phap eiia cdng 
ly, sff thudn tidn trong vide eung cd'p didn cho 
khdch hang mdi. Ye'u id' cha't Iffdng quan he dffiJc 
the hidn trong phan Hinh anh kinh doanh: tinh 
ehuydn nghiep va bidn dai, tinh cdng khai va 
minh bach trong boat ddng, sff quan tam dd'n stf 
hai long eiia khach hang, vide ddng gdp trong 
viec phat trien cdng ddng, cac vd'n de canh quan, 
an loan va mdi irffdng, linh tin cay trong viec 
cung ca'p dien, tinh than thidn ciia cdng ly vdi 
cdng ddng. 

2.3. Phddng phdp diiu tra vd thu thap soli^u 
So' lidu sff dijng trong nghien cffu la sdlieu 

thff ed'p vd sd cd'p. Sd' lieu sd ca'p dffdc thu thdp 
bang dieu tra thffc td' thdng qua bang hoi. Mdu 
didu tra dffdc ehgn ngdu nhidn theo eum. So 
Iffdng dieu tra la 450 khdch hang theo 3 ddi thudc 
Dien Iffc Tay Ho. So' lieu thff cd'p bao gdm cac 
tai lieu ciia ddn vi. 

Phffdng phap xff ly sd lieu trong nghidn cffu la 
phffdng phap thdng kd md ta, phdn tich hdi quy. 
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3. Ke't qua nghien cî u va phSn tich ke't qua 
3.1. Ddc diem khdch hdng sinh hogt sit diing 

Hen cua Cong ty Bien liic Tdy Ho 
Cdc khdch hang tham gia didu tra cd li le nam 

gidi chie'm dd'n 63%, nff gidi 37%; do tudi chid'm 
ri le ldn la tff 31-40 tudi (31%), tha'p nhd't Id trdn 
55 tudi (19%), dd tudi tff 18-30 tudi vd 41 - 55 
tudi cd ti Id nhff nhau; sd' ngffdi trong mdi hd 
thffdng Iff 3-4 ngffdi (41%), gia dinh cd tren 6 
ngffdi chie'm ti Id tha'p (7%). Mffc thu nhdp trong 
khoang 5-10 trieu ddng/thang chid'm ti ttpng ldn 
nhd't. 

3.2. Phdn tich mdc do hdi long cua khdch 
hang sinh hogt si? dtfng diin cua Cong ty Diin 
liic Tay Ho theo yi'u td 

Danh gia ciia khach hang dd'i vdi tffng yd'u td' 
dong gdp vao mffc do hai long ddi vdi Cdng ly 
Dien Iffc Tdy Hd la khd td't, diem ttung binh ciia 
tifng yd'u l6' deu dat mffe trdn 7. 

Ve ye'u id' Cung ca'p didn, khdch hang danh 
gia day la ye'u Id' dal diem cao nha'l 8,19 diem, 
Cdc thanh ph^n ca'u thanh nen srf hai Idng vdi 
yd'u id Cung ed'p didn chinh la vide cung ca'p didn 
ciia Cong ly trong nam 2018 dn dinh, so'lan ma'l 
didn il va thffdng cd bao trffdc, thdi gian sffa chffa 
khdc phuc cdc sff cd' vd dien nhanh chdng, it gdy 
anh hffdng dd'n khdch hdng. 

Ve ydu to'Thdng tin dd'n Idiachhang, so'diem 
tmng binh la 7,89 diem. Trong sd'cac thanh phan 
ca'u thdnh ndn ye'u to' nay, khdch hang danh gia 
cao vd vide Cdng ty dd cd tuydn truyen tie't kiem 
dien, an loan dien td't; cd nhiJng thay ddi lieb cffc 
vd tra ldi giai dap thae mac cua khdch hdng; tuy 
nhidn vide tuydn truyen khi thay ddi gia didn 
chffa thffc sff lam hdi long khach hang. 

Ve yd'u to' Hda ddn lien dien, diem so' trung 
binh Id 8,00 diem. Vide thay ddi phffdng thffc thanh 
loan tff thu tai nha sang cac hinh thffc thu tien 
phong phu va da dang nhff thu tai cac diem dffdc uy 
quyen, thu qua ngan hang, qua vi didn tff... da khie'n 
vide nop tien didn trd ndn thudn tidn hdn, ddy 
chinh la thdnh pban dffdc danh gia diem tdt nhd't 
trong yeu td' Hda ddn tien dien. Vide xac dinh didn 
nang tidu thu cung nhff cung cd'p thdng tin vd Iffdng 
tieu thu va sd tidn tuy khdng dffdc danh gia cao 
bang nhirtig cung khdng bi ddnh gid qua tiid'p. 

Yd'u to' Dich vu khach hang dat 8,07 diem. 
Trong cdc thanh phan ca'u thanh ndn yd'u Id' nay, 
edc thanh phan dffdc danh gia eao bao gdm Sif 
thudn tien trong lien lac (thdng qua didn thoai, 
email, lin nhan), thdi gian giai quyd't eae thae 
mdc phu hpp, thai dp nhan vidn lot. Mdt so'thdnh 
phan Idiach cdn cd the cai thidn nhff vide diing 
hen trong giai quye't thac mac, tinh chuyen 
nghiep va viec dffa ra cac giai phap rd rang, 

Yd'u to Hinh anh kinh doanb dffdc ddnh gia d 
mffc 8,1 diem. Vide danb gia td't eiia khach hdng 
ve yd'u id' nay the hidn qua vide khdch hdng tin 
tffdng vao do tin cay cung cd'p dien; Cdng ly cd sff 
thdn thien vdi cdng ddng, cd sff quan lam de'n 
vide khaeh hdng ed hdi long vdi dieh vu eua Cdng 
ty hay khdng, linh chuydn nghidp dffdc cai thidn. 

Ye'u td' Dong thuan xa hgi cd mffc diem tha'p 
hdn 7,65 diem. Mffc didm nay thd hidn mdt so"dieu 
can eai thidn iff phia Didn Iffc nhff vide dung hda 
cdc ldi ich ciia doanh nghidp vd khach hang thdng 
qua mffc do san sdng didu chinh ede quy dinh theo 
hffdng td't hdn, lang nghe cdc y kie'n pban anh va 
tim kie'm sff ddng thudn tff xa hdi. Thdnh phan 
dffde danh gia td't nha'l trong ye'u td nay chinh id 
Sff ddng thudn eua xd hdi vdi Didn Iffe. 

Ye'u to' Nhdn thffc vd gia dien d mffc thâ p 
nha't, chi 7,54 diem. Do gid didn cd dnh hffdng rat 
ldn den chi lieu trong hg gia dinh ndn eung kha 
dd bieu vi sao yd'u id' Nhan thffc ve gid dien cd 
diem danb gia thd'p nhd't. Khdch hang cho rang 
chi phi cho didn ndng chid'm mpt ti trpng dang ke 
trong cdc khoan chi ciia hd gia dinh, do vdy diem 
eua thanh phan Cbi phi so vdi thu nhdp thd'p nha't 
so vdi cac tbanh phan khach nhff Bieu gid dien 
dd hieu, dp dting bieu gia dien mdt mffe gid, gid 
didn so vdi chat Iffdng dich vu. 

3.3. Phdn tich dnh hddng cdc yeu to de'n mdc 
dg hdi long chung cua khdch hdng sinh hogt cua 
Cong ty Diin lUc Tdy Ho 

Viec danh gia tdc ddng eua tffng ye'u to' ke 
tren tdi mffe do hai Idng chung dffdc tid'n bdnh 
qua xay difng md hinh hdi quy vdi bid'n phii thudc 
Id Mffc dp hai long (MDHL), cac bid'n ddc lap Id 
cdc ye'u id' Cung cd'p didn (CCD), Thdng tin dd'n 
khach hang (TTDKH), Hda ddn tidn dien 
(HDTD), Dich vu khdch hang (DVKH), Hinb anh 
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kinh doanh (HAKD), Nhdn thffc ve gid didn 
(NTVGD) vd Ddng thuan xa hgi (DTXH). 

MDHL = -0,526 + 0,112*CCD 
+ 0,245*TTDKH + 0,244*HDTD 
+ 0,210*DVKH + 0,184*HAKD 
+ 0,059*NTVGD + 0,034*DTXH 

Kd't qua md hinb cho thd'y ye'u Id' Thdng tin 
dd'n khdch hang vd Hda ddn tien didn cd tac dgng 
Idn nha'l dd'n sff hai Idng cua khaeh hdng, he sd' 
ctia 2 ye'u td' nay lan lffdl la 0,245 vd 0,244. Ye'u 
td' Dong thudn xa hgi va Nhan thffc ve gia didn 
cd tde ddng khd nhd ddn viec hai long, he sd' chi 
0,034 va 0,059. Dieu nay cd the ly giai dffdc trdn 
gdc dp Didn ndng la mdt mat hang thid't ye'u, do 
vay dii vide thay ddi gid didn cd gdy dnh hffdng 
de'n chi tieu trong gia dinh nhffng cung khdng the 
cat giam mffc chi lieu nay, do vay khach hdng cd 
xu hffdng thda hiep vd chap nhan vide thay doi 
ciia gia didn. Yd'u to'Dieh vu khdch hang va Hinh 
anh kinh doanh cd he so' lan Iffdt 0,21 va 0,184. 
Ddy la hai yd'u Id' cd lien quan mat thie't dd'n vide 
giao tid'p trao ddi giffa Cdng ty Dien Iffc va khach 
hang, do do ed tdc ddng khdng nhd vd trffc tie'p 
den viec khdch hang cd hai long hay khdng. Tff 

vide phdn tich cac yeu td', cd the thd'y rang mudn 
cai thidn mffc dp hai long ciia khaeh hdng, Cdng 
ly cd the chu y de'n vide Thdng tin de'n khdch 
hang, lam td't hdn cdng tac Dich vu Ithach hang, 
cai thidn tinh minh bach trong ghi chi sd' didn va 
hda ddn tidn didn. Lam tdt cdc cdng tac ndy se 
giiip Hinh anh ciia Cdng ty dffdc td't hdn va tang 
mffc do hai long eiia Khach hang sinh boat ddi 
vdi Didn Iffe Tay Ho. 

4, Kd't luan 
Sff hdi long ciia khach hang dd'i vdi dich vu 

ciia mgt doanh nghidp la ye'u td' quan ttgng cho sff 
phat trien ctia doanh nghiep dd. Thdng qua dieu 
tra phan tich, cd the tha'y Khdch hang sinh boat sO' 
dung dien ctia Cdng ty Didn Iffe Tdy Hd cd hai 
long vdi dich vu cung cd'p didn ciia Cdng ty. Dieu 
do the hidn sff nd life eua Cdng ty trong vide cai 
thien chat Iffdng djch vu cua minh. Bang cdc 
phan tich, cd the tha'y Cdng ty hodn toan cd Idia 
ndng cai thien hinh anh ctia minh trong mat 
khaeh hdng, ndng cao sif hai long ciia khach hang 
thdng qua vide cdi thidn cdc diem vd Thdng tin 
de'n khach hang, Dieh vu khdch hdng, Hda ddn 
lien dien • 

UH cdm On: 
Nhdm tdc gid xin gdi ldi cdm dn din sd hd trd cua Cdng ty Diin lde Tdy Ho 

vd cdc ddng nghiip trong qud trinh thdc hien nghiin cdu ndy. 
Bdi bdo cdng bd mgt phdn ki't qud nghiin cdu cua de tdi co md sd T2017-PC-147 

do Triidng Dgi hgc Bdch khoa Hd Ngi cdp kinh phi. 
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ABSTRACT: 
In this paper, the authors used statistics, investigation and researching model development 

methods to analyze factors impacting on the satisfaction level of households using electricity 
provided by Tay Ho Electricity Company in 2018. Based on results, the audiors proposed some 
suggestions on the role of each factor and on improving the customer satisfaction. 
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