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TOM TAT:

Trong bii b4o nay, nhém tdc gia da si dyng phuong phép théng k&, didu tra v xay dung md
hinh d€ dva ra cdc phén tich vé cic y&u t8 tic dong dén miic dd hdi ldng cla khéch hang sinh
hoat d8i véi Cdng ty Dién lyc Tdy H8 nim 2018, tiY d6 6 cdc ggi § v& vai rd cda ting yéu t§
ciing nhu cdch thife ci thién mic 9 hai 1dng cha khdch hang.

T khéa: Hai Idng, khich hang sinh hoat st dung dién, Pién hyc Tay H.

1. Gidi thiéu

Su hai long ctia khich hang s& quy&tdinh su
thinh céng ciia doanh nghiép. Trudc su phit trién
chung cia nén kinh &, viéc ndng cao mdc dd hai
long clia c4c doanh nghiép la viéc can thiét. Céc
cong ty kinh doanh dién ning cang khéng nim
ngodi xu thé ndy. Cang ty Dién lyc Tay Hb tryc
thue Tdng cong ty Bién luc Ha Ngi. quan Iy sin
X0l - kinh doanh dién nang trén dia ban Quan
Téy Hé. Trong nhitng nim gan diy, Cong ty ciing
dd chd trong dén cong tic khach hang d€ dat
dugc muc ti€u nang cao chit lugng dich vu. Viéce
dinh gid mirc do hai long 13 mot rong nhitng viéce
cin lam thugng xuyén déu din hang nam dé c6
nhitng ddnh gid vé cdng tdc khich hing ciia Cong
ly. Tl viéc ddnh gid hang nim, Cong ty c6 thé
¢ nhitng so sdnh d€ c6 nhing gidi phdp phit hgp
ning cao mitc do hai ldng cia khich hang.

2. Phudng phap nghién ciu

2.1. Mt 56 khdi nigin

2.1.1. Khdi nigm su hai 1ong ciia khdch hang

C6 nhiéu quan diém dénh gid khdc nhau vé sy
hii 1dng cia khdch hiang. Sy hai 10ng clia khdch
hing 14 phin Gng cda ho vé sy khdc biét cdm
nhin giita kinh nghiém da bi€t va sy mong dgi
(1). Nghia 1a, kinh nghiém di biét cda khach
hang khi s& dung mot dich vu va két qua sau khi
dich vu dugc cung cap. Cu thé nhal, sy hai long
ctia khdch hiing 1 tdm trang, can gidc cia khdch
hang vé mot cdng ty khi sy mong d¢i ciia ho duge
théa min hay ddp Ung vugt mdc trong sudt vong
ddi clda sin phdm hay dich vu. Khdch hang dat
dugc sy théa man sé ¢6 duge tong trung thinh va
ti€p tuc mua san pham cda céng ty. (2]

MGt 1y thuy&t thong dung d€ xem xét sy hai
1ong cia khdch hang 14 1y thuy€l “Ky vong - Xdc
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nhan”. Ly thuy€l duge phit tri€n bdi Oliver
(1980) va dugc ding d€ nghién ciu sy hai long
clia khdch hang d8i vdi chat lugng ctia céc dich
vu hay sdn phdm cia mét 13 chic. Sy thda man
di d€n sy hai long cia khich hang chinh la két
qud cda su so sdnh hiéu qud ma dich vu nay
mang lai gitta nhiing gi ma ho ky vong trude khi
mua dich vu va nhiing gi ma ho dd nhan dudgc sau
khi sif dung 06 {3].

2.1.2. Khdi niém mé hinh

M5 hinh 12 dai dién cda mét thuc thé thyc &
Mé hinh dugc dang dé€ mé phdng thyc t€ va
khéng hoan toan chinh x:ic nhu thuc t&€ nhung did
@€ dai dién cho thyc thé trong qud trinh nghién
ctru thie €. Vi vay, mé hinh sé c6 nhirng diém
han ché khi mé phdng thyc (€. M6 hinh phdi ddm
bdo tinh chinh xdc va tinh gidn ddn. Mot mé hinh
16t md td nhiéu nhit ¢6 th€ dic tinh cda thyc thé
nhung phdi don gidn nhat ¢6 thé [5).

+ Mo hinh todn hoc

LA md hinh mé 13 thyc (€ dudi dang hé théng
cdc cong thire todn hoc. Cic md hinh todn hoc
dugce chia ra thAinh m6 hinh tyén tinh, m3 hinh
phi tuyén,...

+ M& hinh héa

La cong viée md td hé thdng thyc t€ bing
cdch sit dung cdc md hinh mé phéng. Ngudi lam
mé hinh héa sé cin cit trén thuc &€ d€ méd 13
nhim phuc vu muc dich nghién cu clia minh

2.2. M6 hinh ddnh gid mic d¢ hai long ciia
khdch hang sit dung dign

M& hinh khung ddnh gid su haj 1dng céa khdch
hang st dung trong nghién ctu ndy 12 md hinh
Parasuraman va cong sy dua ra nim 1994, sau dé
diéu chinh phd hop v6i sdn phdm dién |4]. M6
hinh nghién cttu vé sy hai long cia khich hing
dua trén dénh gid sy hai long vé san pham va sy
hai long v€ quan hé.

Sy hai long vé sdn phim duge dinh gid dya
trén gid cd, chat lugng dich vy va chat lugng sin
pham. Y&u 18 chdt lugng san pham dugc thé hién
trong phén dédnh gid vé cung cip dién nhu viéc
mit dién. chat lugng dién cung cap (Sn dinh hay
khéng &n dinh), thisi gian thong bio cit dign.
thdi gian sta chra va déng dién urd lai sau khi
xdy ra mdt dién. thiét hai do chit lugng dién
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khéng 6n dinh hay c4t dién. Y&u 18 cht lugng
dich vu dugc thé hién trong phin théng tin dén
khdch hang va Héa don tién dién: théng bdo
trude k€ hoach cit dién, hinh thic théng bio,
céch thire gidi ddp thic mic, céc hinh thic uyén
truyén vé ti€t ki€ém dién, cdc hinh thic tyén
truyén vé an toan trong s dung dién va vé gid
dién; do chinh x4c vé do luding tidu thy dién, tinh
6 rang va sy thudn tién trong thanh todn tién
dién. Y&u 18 gig cd dudc thé hién trong phin
Nhin thie v& gia dién: Chi phi tién dién trong
8ng chi phi/ thu nhap, mdc dé dé hiéu ciia bidu
gid dién, mirc d¢ twang xiing ciia gid dién véi
chét lugng dich vu (dich vu thu tién, sia chira,
gidi ddp thic mic..), tinh hop Iy cia viéc dp
dung bi€u gid dién moL mic gid.

Sy hai long vé quan hé dugce d4nh gid dya
tén quan hé khdch hing va chat lugng quan hé.
Y&u 18 quan hé khdch hing dugc thé hién trong
phﬁn Dich vu khdch hang: tinh thudn tién trong
trao d8i v6i cdng ty dién luce (vi tri di€m giao
dich, cdch thire giao dich), thisi han cong ty gidi
quy€1 cdc yéu cdu khdch hang, tinh cam két
ding hen cia viéc gidi quy€t yéu cdu, tinh rd
rang minh bach cia cdc thong tin, thdi dé nhin
vién, tinh hiéu qud cla cdc gidi phdp cia cong
ty. sy thudn tién trong viéc cung cip dién cho
khch hing méi. Y&u t8 cha't lugng quan hé duge
thé hién trong phin Hinh &nh kinh doanh: tinh
chuyén nghiép va hién dai. tinh cng khai vd
minh bach trong hoat déng. su quan (am a&n sy
hai long cia khdch hang, viéc déng gép trong
viée phdt trién cong déng, cic van aé cinh quan,
an toan vd mdi trudng, tinh tin ciy trong viéc
cung c&p dién, tinh thin thién cda céng ty véi
cong ddng.

2.3. Phuong phép diéu tra va thu thép s6 ligu

S& liéu st dung trong nghién citu 1a s6 liéu
thit ¢dp va sd cap. S6 ligu 5o cip dudc thu thip
bing diéu tra thyc (€ thdng qua bing héi. Miu
diéu tra duge chon ngiu nhién theo cum. S6
lugng didu tra la 450 khdch hing theo 3 di thude
Dién lyc Tay HS. S6 liéu thit cdp bao gbm cic
1ai li¢u cia don vi.

Phudng phédp xt 1y & liéu trong nghién cifu 1a
phuong phép théng ké mé ta, phan tich hdi quy.




KINH DOANH

3. K&1 qua nghién cdu va phin tich ké't qua

3.1. Bdc diém khdch hang sinh hoat sit dung
di¢n ciia Céng ty Di¢n luc Tdy HO

Cdc khdch hang tham gia diéu ra 6 17 1€ nam
0i6i chi€m dén 63%, ni gidi 37%; 46 téi chi€m
G116 16n 1a tif 31-40 tudi (31%), thap nhat 1a trén
55 Wi (19%), d6 wdi (ir 18-30 twéi va 41 - 55
wéi ¢6 i L& nhu nhau; s6 ngudi trong méi ho
thugng Y 3-4 ngudi (41%), gia dinh c6 trén 6
ogudi chi€m (1 1¢ thdp (7%). Mifc thu nhdp trong
khodng 5-10 tri€u ddng/thing chi€m 1i trong 16n
nha't.

3.2. Phdn tich mic d¢ hai ldong cia khdch
hang sinh hoat sit dung dién ciia Céng ty Dign
Iuc Tay Hé theo yéu 16

Dnh gid cla khich hang d&i vdi titng yéu 15
déng g6p vao mic 46 hai long d8i v6i Cong ty
Pign lyc Tay Ho la kha t8t, di€m trung binh ciia
titng y&u 18 déu dat mdc trén 7.

V& y€u t& Cung cdp dién, khach hing ddnh
gid ddy 1a y€u 16 dat diém cao nhit 8,19 di€m.
Céc thanh phin c&u (hdnh nén sy hai long véi
y€u 16 Cung cip dién chinh 12 viéc cung cdp dién
cla Céng ty trong nim 2018 &n dinh, s& 14n mat
dién it va thudng cé bio trudc, thai gian sita chira
kbac phuc céc sy cd vé dién nhanh chéng. it giy
anh hudng dén khéach hang.

V& y&u 18 Thong tin d&n khich hang, s6 diém
trung binh 1a 7,89 diém. Trong s8 cdc thanh phin
cfu thinh nén y&u 18 nay, khdch hang ddnh gid
cao vé viéc Cong ty di c6 tuyén truyén ti€t kig¢m
dién, an toan dién t31; ¢6 nhirng thay d8i tich cve
vé tr 181 gidi ddp thic mic ciia khdch hang; wy
nhién viéc wyén truyén khi thay ddi gid dién
chuta thie s 1am hai 1ong khdch hang.

Vé y&u 18 Hoa don tién dién, di€m s8 trung
binh la 8,00 diém. Viéc thay ddi phudng thifc thanh
104n (I thu 1ai nha sang cdc hinh thitc thu ién
phong ph vi da dang nh thu tai cdc diém dugce by
quyén, thu qua ngéin hang, qua vi dién (... 4 khi€n
viéc ndp tién dién trd nén thudn tién hon. diy
chinh 1 thanh phin duge dinh gid didm 31 nhat
trong y&u 1t H6a don tién dién. Viéc xac dinh dién
ning tiéu thy cing nhu cung cap thdng tin vé lugng
tiu thy va sd tién tuy khong duge ddnh gid cao
bing nhumg ciing khong bi dinh gid qud thap.

Y&u (6 Dich vy khdch hang dat 8,07 diém.
Trong céc thanh phin cau thinh nén y&u 18 nay,
cdc thanh phdn dugc dénh gid cao bao gém Sy
thudn ti€n trong lién lac (théng qua dién thoai,
email, tin nhdn), thai gian gidi quyél cdc thic
mic phit hop, thai 46 nhin vién 13t Mot s§ thinh
phdn khéch cdn c6 thé cdi thién nhy viéc ding
hen trong gidi quyé&t thic mic, tinh chuyén
nghiép va viéc dwa ra cdc gidi phdp rd rang.

Y&u (& Hinh dnh kinh doanh dugc dinh gid &
mic 8,1 diém. Viéc ddnh gid 181 cda khich hang
vé y&u 18 nay thé hién qua viéc khich hang tin
Wwdng vao dd tin cly cung cip dién: Cong ty c6 su
than thién véi cong déng, ¢ sy quan tim dén
viéc khdch hing c6 hai long véi dich vu cia Cong
ty hay khdng, tinh chuyén nghiép dudc cai thién.

Y&u (6 Péng thudn xa hgi c6 mitc di€m thap
hon 7,65 di€m. Mitc diém ndy (hé hién mot s6 dieu
cAn cdi thién tif phia Dién luc nhu viéc dung hda
cdc 1gi fch cia doanh nghiép va khdch hang théng
qua m@c dg sin sing diéu chinh cic quy dinh theo
hudng 15t han, 1dng nghe cdc y kign phin dnh va
tim ki€m sy déng thudn tr xa hdi. Thanh phin
dugc dénh gié 16t nhat trong y&u 18 ndy chinh 12
Sy déng thufin cia xa hdi véi Dién lyc.

Y&u t6 Nhin thic vé gid dién § mic thap
nhit, chi 7,54 di€m. Do gid dién c¢6 anh hudng rat
16n d€n chi tiéu trong hé gia dinh nén ciing kh4
dé& hi€u vi sao y&€u 18 Nhan thic vé gid dién c6
diém dénh gi4 thdp nhat. Khdch hang cho riing
chi phi cho dién niing chi€m mt i trong ddng k&
trong ciic khodn chi ciia ho gia dinh, do vay di€m
ctia thanh phan Chi phi so v4i thu nhip thip nha't
50 vdi cc thanh phan khdch nhu Biéu gid dién
dé& hiéu, 4p dung biu gid dign mot mic gi4, gid
dién so vdi chat lugng dich vu.

3.3. Phéin tich @nh hitdng cdc yéu t6'dén miic
A hai long chung ciia khdch hang sinh hoat ciia
Cong ty Dign Iuc Téy HS

Viéc ddnh gid tdc dong cia titng y&u & ké
trén 1¢i mirc d6 hai long chung dudc tié€n hanh
qua xdy dyng mé hinh hai quy véi bién phu thudc
13 Mitc do hai long (MDHL), cic bi€n déc 15p la
cic y€u 18 Cung cdp dién (CCD), Théng tin dén
khich hang (TTDKH), Héa dun tién dién
(HDTD), Dich vu khich hing (DVKH), Hinh dnh
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kinh doanh (HAKD), Nhin thirc vé gid dién
(NTVGP) vi Dbng thuan xa hgi (DTXH).
MDBL = -0,526 + 0,112*CCD
+0,245*TTDKH + 0,244*HDTD
+0,210*DVKH + 0,184*HAKD
+0,059*NTVGD + 0,034*DTXH
K€t qud mé hinb cho thi'y y€u 16 Théng tin
dén khéch hiing va Hoa don tién dién ¢6 tac dong
16n nhat d€n sy hii 1dng cia khach hang, hé s6
ciia 2 y&u 16 nay 1 lwot 12 0,245 vi 0,244, Y&u
13 Déng thuin xa héi va Nhin thie vé gid dién
c6 téc dong kha nho dén viéc haildng, hé s chi
0,034 vi 0.059. Biéu nay c6 thé Iy gidi dugc trén
26c d6 Dién ning la mat mat hang thi€l yéu, do
vay db vigc thay d8i gid dién c6 gdy dnh hudng
d€n chi tiéu trong gia dinh nhung ciing khong thé
cit gidm mic chi tiéu nay, do viy khdch hang cé
xu hudng thda hiép va chip nhin viéc thay déi
ciia gid dién. Y&u 18 Dich vu khéch hang vii Hinh
anh kinh doanh ¢6 hé s6 1an lugt 0.21 va 0,184.
Piy 14 hai y&u 18 ¢6 lién quan mat thi€t d€n viéce
giao li€p trao d8i gita Cong ty Pién lyc va khich
hing, do dé ¢6 tic dong khdng nhd va tryc tiép
d€n viéc khdch hang c6 hai long hay khéng. Tir

viéc phan tich cdc y€u 18, c6 thé thay riing mugn
cdi thién mife 46 hai ldng cda khdch hang, Cong
ty ¢6 thé chi y dén viéc Thong tin d€n khich
hiing, 1am 81 hon cdng tdc Dich vu khach hang,
cdi thién tinh minh bach trong ghi chi s6 dién vi
héa don tién dién. Lam (61 cic cong téc nay sé
giip Hinh 4nh cda Céng ty dudc (8t hon vii tang
mic d6 haildng cda Khich hang sinh hoat ddi
véi Dién lyc Tay Hb.

4. K&t luan

Su hai long ciia khéch hang d6i v6i dich vy
clia mot doanh nghiép 13 y&u (8 quan trong cho sy
phét tri€n cda doanh nghiép d6. Thong qua diéu
tra phan tich, c6 thé thdy Khach hang sinh hoat sit
dung dién cla Cong ty Dién lyc Tay Hé c6 hai
long v3i dich vu cung cip dién cGa Cong ty. Pidu
46 thé hién sy nd lyc cha Cong ty trong viéc cdi
thién ch4t lugng dich vu cia minh. Bing céc
phén tich, c6 thé thdy Cong ty hoan 10an cé khi
ning cdi thién hinh &nh cia minh trong mit
khich hang, nang cao sy hai long cla khach hang
thdng qua viéc cdi thién cic di€m vé Théng tin
dén khich hang, Dich vu khdch hang, Héa don
tién dién m

Lot cdm on:
Nhém tdc gid xin giti 16 cdm on dén su hé trg cia Cong ty Pign liic Tay H
va cdc dong nghigp trong qud trink thitc hign nghién citu nay.

Bai bdo cong b6’ mét phdn két qud nghién citu cia dé tai cé6 ma s6 T2017-PC-147
do Trudng Pai hoc Bdch khoa Ha Nji cdp kinh phi.
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ANALYZING THE SATISFACTION OF HOUSEHOLDS USING
ELECTRICITY PROVIDED BY TAY HO ELECTRICITY COMPANY

® NGUYEN HOANG LAN
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School of Economics and Management
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ABSTRACT:

In this paper, the authors used statistics, investigation and researching model development
methods (o analyze factors impacting on the satisfaction level of households using electricity
provided by Tay Ho Electricity Company in 2018. Based on results, the authors proposed some
suggestions on the role of each factor and on improving the customer satisfaction.

Keywords: Satisfaction, household using electricity, Tay Ho Electricity Company.
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