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Tém tat:

Dua trén céc ly thuyét vé chét luong dich vu va sw hai long khach hang, nghién ctru dé xuét mé hinh
g6m sau yéu té: do tin cdy, tinh kip thoi, sw ddm bédo, phuong tién hitu hinh, sw déng cdm va kha ndng xtr
ly sai léch don hang, trong dé tich hop thém yéu té kha néng xtr ly sai léch don hang nhw mét thanh phéan
phén anh nang lwc phuc héi dich vu. Di¥ liéu dwoc thu thap tir khach hang str dung dich vu logistics tai
Tp.HCM va phén tich bdng cac phuong phap théng ké dinh long. Két qua cho thay cac yéu té trong mé
hinh déu cé tac déng tich cuc dén sw hai long ctia khéch hang, sw ddm béo la yéu tb c6 murc dé dnh huéng
manh nhét, phan &nh vai tro then chét ctia nang luc chuyén mén va kha ndng tao dwng niém tin trong cung
tng dich vu logistics. Bén canh dé, két qua ciing khang dinh vai tro ¢é y nghia théng ké ctia kha nang xir ly
sai léch don hang, cho thay néng luc xt ly sai léch la yéu té ngay cang quan trong trong béi canh logistics
TP.HCM. Trén co s& do, nghién ctru dé xuét mét sé ham y quén tri nham néng cao chét lwong dich vu va

tang cwong sw hai long cua khach hang.

Tr khéa: Sw hai long khéch hang; dich vu logistics; chét lwong dich vu

DOI:

Factors affecting customer satisfaction with
logistics services at logistics companies in
Ho Chi Minh City

Abstract:

Grounded in service quality and customer
satisfaction theories, the study proposes a
research model consisting of six factors:
reliability, timeliness, assurance, tangibles,
empathy, and order discrepancy handling
capability. The inclusion of order discrepancy
handling capability reflects the service recovery
capacity of logistics providers. Data were
collected from customers using logistics services
in Ho Chi Minh City and analyzed using
quantitative statistical methods. The findings
reveal that all proposed factors have a positive
and significant impact on customer satisfaction.
Among them, assurance has the strongest
influence, emphasizing the crucial role of
professional competence and trust-building
ability in logistics service delivery. Additionally,
the results confirm the statistically significant role
of order discrepancy handling capability,
indicating that effective discrepancy
management has become increasingly important
in the logistics context of Ho Chi Minh City.
Based on the findings, the study offers several
managerial implications to improve service
quality and enhance customer satisfaction.

Keywords: Customer satisfaction; logistics
services; service quality.

1. Giéi thi¢u

Trong béi canh chudi cung tmg toan
cau ngdy cang phu thudc vao hiéu qua
van hanh cua hé thong logistics, chat
luong dich vu logistics da tré thanh
nhén t6 quyét dinh dbi voi nang luc canh
tranh cua doanh nghi¢p cung tng dich
vu. Theo Thoi bao Tai chinh Viét Nam,
ca nudc hién c6 hon 3.000 doanh nghiép
logistics, voi quy mo thi truong ude dat
4042 ty USD, tuong duong khoang
14-16% GDP qubc gia (Thoi bao Tai
chinh Vi¢t Nam, 2023). Trong do,
Thanh phd H6 Chi Minh 1a trung tdm
logistics 16n nhit ca nudc, tip trung
khoang 6.900 doanh nghiép logistics,
chiém gan 37% tong s6 doanh nghiép
logistics toan qudc (Cong Thong tin

143



Nghién ctru cac yéu té anh hwéng dén sw hai long...

dién tu Chinh phu TP.HCM, 2024). Su
gia ting nhanh vé sb luong doanh
nghiép cung véi yéu cau ngiy cang cao
tir phia khach hang, dat ra yéu cau cap
thiét dbi voi cac doanh nghiép trong viée
khong ngiing nang cao muc do hai long
cua khéach hang. Su hai long khong chi
phan anh kha ning dap tng ky vong vé
két qua giao nhan ma con gan lién véi
toan bo trai nghiém dich vy, tor do tin
cay, tinh kip thoi, nang luc phuc vu dén
kha ning xtr 1y cac tinh hudng phat sinh.
Trong bdi canh d6, cic doanh nghiép
logistics tai TP.HCM can co nhiing
danh gia mang tinh hé thong vé cac yéu
t6 tac dong dén su hai long ctia khach
hang. Xuit phat tir yéu cau thyc tién
nay, nghién ctru dugc thuc hién nham
xac dinh va phan tich cac yéu té anh
huong dén sy hai 1ong ciia khach hang
d6i voi dich vu logistics cua cac cong ty
tai TP.HCM, qua d6 cung cip co s&
khoa hoc cho viéc dé xuat cac giai phap
nang cao chét luong dich vu va duy tri
mdi quan hé bén viing voi khach hang.

Mic du di c6 mot sb nghién ctru
trong nuéc phan tich cac yéu t6 anh
huong dén sy hai 1ong ciia khach hang
dbi véi dich vu logistics tai Vi¢t Nam
(Nguyén Danh Nam & Lé Thu Hing,
2020; Vii Thi Hanh & Nguyén Thi Bich,
2022; Nguyén Thi Bach Tuyét va cong
su, 2025), cac cong trinh nay chu yéu
duoc thyc hién trong bdi canh thi truong
trude nam 2023 va chua phan anh day
du nhiing bién dong moi cua nganh
logistics tai TP.HCM. Diém khac biét
ctia nghién ciru nay nam & viée tich hop
yéu t6 “kha nang xu 1y sai 1éch don
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hang” nhu mot thanh phan doc lap trong
md hinh dénh gid sy hai long, qua dé
1am 15 vai trd dbi véi nang luc xu 1y sai
léch ctia doanh nghiép trong bdi canh
logistics TP.HCM nam 2026. Két qua
nghién ctru khong chi gop phan bd sung
bﬁng chung thuyc nghi€ém cap nhat ma
con mé rong cach tiép can do luong chat
luong dich vu logistics tai cac d6 thi 16n.

2. Co s¢ ly thuyét va phwong phap
nghién ciru
2.1. M6 hinh SERVQUAL

SERVQUAL la mét trong nhiing
khung 1y thuyét duoc sir dung phd bién
dé danh gia chat luong dich vu thong
qua viéc so sanh gilra muc ky vong cua
khéach hang trude khi st dung dich vy va
muc d0 cam nhan sau khi trai nghiém.
Mb hinh nay cho rang chat lugng dich
vu dugc hinh thanh tir khodng céch gitra
ky vong va két qua thyuc té, dong thoi
dugc cau thanh boi nhiéu thanh phan
phan anh céc khia canh khac nhau cua
dich vu. Trong bdi canh logistics,
SERVQUAL giup lam rdo cach khach
hang danh gid mrc d6 dang tin cdy trong
van hanh, kha ning dap tng yéu cu,
trinh do va tac phong cua nhan vién,
mirc d6 quan tdm dén nhu ciu c4 nhan
ctia khach hang ciing nhu diéu kién co
sO vat chat hd trg qua trinh cung tng
dich vu. Cach tiép cén nay cho phép
doanh nghi¢p nhan dién nhimg diém
chua phu hop giira dich vu cung cip va
mong doi cua khach hang, tor d6 c6 co
s& diéu chinh nhdm nang cao chat lugng
dich vu.
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2.2. M6 hinh SERVPERF

SERVPERF duogc phat trién nhu mot
hudng tiép can thay thé, tap trung hoan
toan vao viéc do luong hi¢u qua thuc
hién dich vu dua trén cam nhan thuc té
ctua khéach hang, thay vi so sanh véi ky
vong ban dau. Theo quan diém nay, trai
nghiém sau khi sit dung dich vu phan
anh tryc tiép chat luong ma doanh
nghiép mang lai, do d6 c6 thé cung cap
két qua danh gia 6n dinh va it chiu anh
huong boi yéu td chii quan trong viée
hinh thanh ky vong. Trong linh vuc
logistics, noi khach hang thuong quan
tam dén két qua van hanh cu thé nhu do
chinh xac, tinh kip thoi va cach xu ly
van dé, SERVPERF dugc xem 1a phu
hop dé phan anh murc do thuc hién dich
vu. Viée tap trung vao hiéu suit gitp
don gian hoa qua trinh do luong, dong
thoi nang cao kha ning giai thich mdi
quan hé gilra chét luong dich vu va su
hai long cua khach hang.

2.3. Gia thiét va mé hinh nghién ctru

Dua trén cac tiép can ly thuyét vé
chét lugng dich vu va su hai long cua
khach hang, dac bi¢t & md hinh
SERVQUAL (Parasuraman va cong su,
1988), SERVPERF (Cronin & Taylor,
1992), nghién ciru cho rang su hai long
ctua khach hang trong linh vuc logistics
dugc hinh thanh tir qua trinh danh gia
toan dién cac khia canh cua dich vu
trong sudt qua trinh cung tmg. Trong bdi
canh logistics, khach hang khong chi
quan tam dén két qua giao nhan ma con
danh gia cao muc do on dinh, nhat quan
va kha ning kiém soét rti ro ciia doanh

nghiép cung cap dich vu.

Do tin cdy (REL) phan anh kha ning
doanh nghi¢p thyc hién dich vy dung
cam két, chinh xac va 6n dinh qua thoi
gian. Nhiéu nghién ctru trong nude da
chi ra rang khi dich vu duoc cung cip
mot cach nhat quan va han ché sai sot,
muc do hai long cia khach hang co xu
huéng gia ting ddng ké (Nguyén Danh
Nam & Lé Thu Hang, 2020; Vii Thi
Hanh & Nguyén Thi Bich, 2022;
Nguyén Thi Bach Tuyét va cong su,
2025). Do d6, nghién ciru d& xut:

HI1: B¢ tin cdy cua dich vu logistics
c6 anh hudng tich cuc dén su hai long
ctua khéach hang.

Tinh kip thoi (TIM) thé hién mirc d6
doanh nghi¢p dap tng dung thoi gian
trong xu ly va giao nhén hang hoa.
Trong linh vuc logistics, viéc cham tré
c6 thé gay gian doan hoat dong san xudt
kinh doanh cta khach hang. Céc nghién
curu trude cho théy viéc dam béo tién do
dich vu gop phan cai thién dang ké danh
gid va cam nhan hai long cua khach
hang (Uvet, 2020; Akil & Ungan, 2022).
Tir d6, gia thuyét sau duoc hinh thanh:

H2: Tinh kip thoi trong cung ung
dich vu logistics c6 anh hudng tich cuc
dén sy hai 1ong ctia khach hang.

Bén canh cac yéu to van hanh, su
dam bao (ASS) duoc hiéu 1a muc do
chuyén nghiép, nang luc nghi¢p vu va
kha ning tao dung niém tin ciia doi ngii
nhan vién trong qua trinh cung cip dich
vu. Cac nghién ctru dua trén moé hinh
SERVQUAL tai Viét Nam cho thiy khi
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khéach hang cdm nhén dugc sy an tdm va
tin cay trong qua trinh giao dich, muc d6
hai long dbi voi dich vu logistics s€
dugc nang cao (Nguyén Danh Nam &
Lé Thu Hang, 2020; Nguyén Thi Lan
Anh va cong su, 2022). Gia thuyét duogc
dua ra nhu sau:

H3: Su dam bao trong qua trinh cung
ung dich vu logistics c6 anh huong tich
cuc dén sy hai long ciia khach hang.

Ngoai ra, phuong tién hiru hinh
(TAN) bao gdm co s ha ting, trang
thiét bi va diéu kién vat chat hd tro dich
vy, dong vai tro nhu tin hi€u phan anh
nang lyc va mac do chuyén nghiép cta
doanh nghiép logistics. Mot s6 nghién
ctru thuc nghiém cho thiy yéu t6 hitu
hinh gép phan cing c6 cam nhén tich
cuc va gia tang sy hai long cua khach
hang, dac biét trong cac dich vu c6 muc
d6 tiép xac cao (Huynh Phu Thinh &
Ché Thi Thién Nhi, 2023; Vii Thi Hanh
& Nguyén Thi Bich, 2022). Trén co s&
do, gia thuyét duoc dé xuit:

H4: Phuong tién hitu hinh cua dich
vu logistics ¢6 anh huong tich cyc dén
su hai long cta khach hang.

Su doéng cam phan (EMP) anh mtc
d6 doanh nghiép quan tim, ling nghe va
dap tng cac nhu cau cy thé cua khach
hang. Cac nghién ciru trude cho thay khi
khach hang cam nhan dugc sy thau hiéu
va ho tro kip thoi, ho ¢6 xu hudng danh
gia dich vu tich cuc hon va gia tang muc
d6 hai long (Nguyén Danh Nam & Lé
Thu Hing, 2020; Nguyén Thi Lan Anh
va cong su, 2022). Do d6, nghién ctru dé
Xudt:
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H5: Sy dong cam cta doanh nghiép
logistics c6 anh hudng tich cuc dén su
hai long cua khach hang.

Cubi cling, trong mdi truong logistics
tiém 4n nhiéu rui ro van hanh, kha nang
xtr ly sai léch don hang (ODH) dugc
xem 1a yéu t6 then chdt giup doanh
nghiép duy tri va phuc hoi sy hai long
ctia khach hang khi xay ra su c¢d. Cac
nghién ciru quéc té da ching minh rang
nang lyc phan Gmg va giai quyét vin dé
hidu qua c6 tac dong dang ké dén danh
gia chat luong dich vu va sy hai 1ong ciia
khach hang (Uvet, 2020; Akil & Ungan,
2022). Vi vay, nghién ctru dé xuét:

H6: Kha ndng xtr 1y sai 1éch don hang
c6 anh hudng tich cuc dén sy hai long
cua khéach hang.

Do tin cay
HI1+
Tinh kip thoi
H2+
Su dam bao H3+
Su hai long
cua khach
H4+ hang
Phuong tién
hiru hinh

Sy ddng cam
Ho6+

Xir ly sai
léch  don
hang

Hinh 1: Mo hinh nghién ctru dé xuét
(Nguon: Téc gia dé xudt 2026)
Tir hé thong cac gia thuyét duoc dé
xuét, nghién ctru xay dung mé hinh
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nham phén tich cac yéu t6 tic dong dén
su hai 1ong ctia khach hang ddi voi dich
vu logistics tai cac cong ty dich vu
logistics tai TP.HCM nhu Hinh 1.

3. Phuong phap nghién ciru

Nghién ctru két hop phuong phap
dinh tinh va dinh luong dé dam bao tinh
khoa hoc va thuc tién. Giai doan dinh
tinh tap trung hé théng hoa cac khai
niém cung co so 1y thuyét va phong van
chuyén gia nham hiéu chinh b thang do
gdm 23 bién quan sat, ké thira tir cac
nghién ctru uy tin cua Parasuraman va
cong su (1988), Uvet (2020), Akil &
Ungan (2022), Lin va cong su (2023),
Nguyén Danh Nam va Lé Thu Hang
(2021) va Vii Thi Hanh va Nguyén Thi
Bich (2022).. Cac bién sb duoc do luong
bﬁng thang Likert 5 mirc d9, tap trung
vao 7 thanh phan chinh: D¢ tin vay (4
bién), Sy dam bao (3 bién), Phuong tién
hiru hinh (3 bién), Tinh kip thoi (3 bién),
Sy dong cam (3 bién), Xir 1y sai léch don
hang (3 bién) va Sy hai 1ong cua khach
hang (4 bién).

Trong giai doan nghién ctru dinh
luong, nghién ctru da thu thap dugc 204
phiéu khao sat hop 1é thong qua bang
héi khao sat khach hang thuoc doanh
nghi€p da va dang st dung dich vu
logistics cua cac cong ty logistics tai
TP.HCM. Dir li¢u nghién ctru dugc xur
Iy bang phin mém SPSS 27.0 théng qua
cac budce kiém dinh d6 tin ciy thang do
bang Cronbach’s Alpha, phén tich nhan
t6 kham pha (EFA) va phan tich hdi quy
tuyén tinh da bién nham d4nh gia mirc
d6 anh hudng cia cac nhan td chat 1

luong dich vu dén sy hai long cua khach
hang.

Theo khuyén nghi ctia Hair va cong
su (2014), phan tich nhan t6 kham pha
(EFA) yéu cau t6i thiéu tir 5 dén 10 quan
sat cho mdi bién do ludong. Véi 23 bién
quan sat trong mo hinh, ¢& mau ti thiéu
can thiét 1a 115 quan sat. Do d6, véi 204
phiéu khao sat hop 18, ¢ mau cua
nghién ciru dap tng yéu cau ti thiu vé
mit théng ké cho phan tich EFA va hoi
quy da bién. Tuy nhién, nghién ciu
ciing thira nhan rang day 1a ¢& mau ¢
murc chép nhan duoc, va két qua can
duoc dién giai trong pham vi dai dién
cho nhém khéach hang str dung dich vu
logistics thuong xuyén tai TP.HCM.

4. Két qua va thao luin
4.1. Thong ké mé ta

Két qua thong ké tir mau khao st cua
khach hang stir dung dich vu logistics tai
cac cong ty dich vu logistics tai
TP.HCM cho thidy nhém nguoi tra 10i
khao sat chi yéu 1a nam gidi (54,4%) va
cac doanh nghiép chu yéu sir dung dich
vu dbi v6i hang xudt khau (56,4%). Vé
vi tri tru s& chinh, phén 16n doanh
nghiép c6 tru so tai Thanh phd HO Chi
Minh (55,9%), ty 1€ dang ké cac doanh
nghi¢p da st dung dich vu trong thoi
gian trén ba nam (41,7%) va co tan suat
st dung thuong xuyén theo tuin
(46,6%) cho thay mirc d6 gin bé cao va
kinh nghiém str dung dich vu tuong dbi
lau dai, qua do bao dam cac danh gia thu
thap dugc dua trén trai nghiém thuc té
va c6 d6 tin cdy cho cac phan tich tiép
theo.

147



Nghién ctru cac yéu té anh hwéng dén sw hai long...

4.2. Panh gia dj tin cly

Két qua Bang 1 cho thdy, tit ca cac
thang do trong md hinh nghién ciru déu
dat dugc d¢ tin cdy cao. Cu thé, cac hé
s6 Cronbach's Alpha déu cao hon
ngudng chip nhan 0,7 dwoc khuyén
nghi boi Hair va cong su (2014). Bén
canh do, tai Bang 2 da cho théy rﬁng hé

s6 KMO ctia bién doc 1ap va bién phu
thuoc déu 16n hon 0,5 va diém dinh
Bartlett's Test déu c6 murc y nghia sig.
bang 0,000, dong thoi tong phuong sai
trich cta bién doc 14p va bién phu thudc
déu dat muc chép nhan 16n hon 50%.
Nhu vy, m6 hinh do luong dat dugc do
tin cdy va gia tri hdi tu rat tot.

Bing 1. Két qua danh gia do tin ciy

Bién doc 1ap/ Mi
bién phy thuge héa Gia tri Cronbach's Alpha
Do tin cay REL 0,844
Tinh kip thoi TIM 0,788
Sy dam bao ASS 0,805
Phuong tién hitu hinh TAN 0,803
Su dong cam EMP 0,756
Xur 1y sai 1éch don hang ODH 0,743
Su hai long cua khach hang | SAT 0,869

(Nguon: Két qua tir phan mém SPSS 2026)

Bing 2: Kiém dinh KMO va Bartlett's Test

. Gia tri caa
Cac kiém Gia tri caa .
. bién phu
dinh bien doc lap R
thugc
Gia tri KMO 0,809 0,787
Gia tri Sig.
(Bartlett's
0,000 0,000
Test of
Sphericity
Téng phuon
g,p ) s 69,973% 71,981%
sai trich

(Nguon: Két qua tir phan mém SPSS 2026)
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Két qua phan tich tai Bang 3 cho thay
cac chi sb tai nhan td cua toan b bién
quan sat déu dat gia tri cao. Theo tiéu
chuén cua Hair va cong sy (2014), muc

tai nhan té tir 0,7 tro 1én 1a ngudng ly
twong dé dam bao y nghia théng ké va
kha nang dai dién cta bién quan sat cho
khai ni¢m nghién ctru.

Bang 3: Két qua phan tich tai nhan t5 cho cic bién doc lap

Nhan t6

4 5 6

REL3 | 0,828

RELI1 | 0,802

REL4 | 0,801

REL2 | 0,790

TAN1 0,824

TAN2 0,820

TAN3 0,801

ASS1 0,834

ASS2 0,823

ASS3 0,767

TIM2

0,852

TIM1

0,829

TIM3

0,749

EMP3

0,807

EMP2

0,789

EMP1

0,783

ODH3

0,778

ODH1

0,776

ODH2

0,774

Nguon: Két qua tir phan mém SPSS (2026)

4.3. Két qua kiém dinh mé hinh

Bing 4: Hé 56 hoi quy chuan héa (B)

Bién da dwoc mi héa | Beta | Sig.

REL 0,165 | 0,001
TIM 0,184 | 0,000
ASS 0,336 | 0,000
TAN 0,201 | 0,000
EMP 0,196 | 0,000
ODH 0,166 | 0,001

Nguon: Két qua tir phan mém SPSS (2026)
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Két qua phan tich hdi quy tai Bang 4
cho thay tat ca cac yéu td trong mé hinh
déu co tac dong cung chiéu va co y
nghia théng ké dén sy hai long cua
khach hang (Sig.<0,05) . Trong do, su
dam bao 1a yéu t6 c6 muc anh huong
manh hon so vdi cac yéu td con lai
(B=0,336), phan anh vai trdo quan trong
cia nang luc chuyén mon trong cung
ung dich vu logistic.

Két qua nay da phan anh déc thu coa
thi truong logistics TP.HCM, noi khach
hang thuong xuyén ddi mat véi rai ro vé
tién do, chung tur va sai léch don hang,
ddng thoi nghién ciru gan day sir dung
mo hinh vé chét luong dich vu logistics
ciing khang dinh rang cac yéu td nhu
tinh dam bdo, kha nang dap ung, su
ddng cam va cac thanh phan hiru hinh
déu co tac dong dang ké dén sy hai long
cua khach hang vé dich vu logistics
trong bdi canh canh tranh ngay cang cao
hién nay (Yu-Yuan Tee va cong su,
2025). Trong bdi canh dé, ning luc
chuyén mén va kha ning tao dung niém
tin cua doi ngli nhan vién dong vai tro
then chdt trong viéc nang cao sy hai
long. Bén canh 46, cac yéu t6 nhu
phuong tién hiru hinh va sy dong cam
cho thiy khach hang danh gia cao trai
nghiém dich vu téng thé, khong chi dya
trén két qua giao nhan. Pang chu y, kha
nang xu ly sai 1éch don hang tuy c6 muc
tac dong thap hon nhung vin c6 y nghia
thong keé, cho thay vai tro ciia nang luc
xir 1y sai 1éch trong bdi canh logistics
TP.HCM nam 2026

5. Két luan

Nghién ctru nay dugc thyc hi€én nham
xac dinh va do luong cac nhan to dnh
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huong dén sy hai 1ong ciia khach hang
vé dich vu logistics tai cac cong ty dich
vu logistics tai TP.HCM. Két qua phan
tich thuc nghiém cho thdy ¢ sau nhan
td thudc chat luong dich vu logistics,
bao gém Su dam bao, Phuong tién hitu
hinh, Sy dong cam, Tinh kip thoi, Do tin
cay va Xt ly sai 1éch don hang. Céc phat
hién chinh tir nghién ctru cho thay: Thir
nhét, cac nhan t6 thudc chit luong dich
vu logistics déu c6 tac dong tich cuc dén
su hai long cua khach hang; Thu hai,
trong s6 cac nhan td duoc xem xét, Su
dam bao la yéu t6 c6 muc do tac dong
manh nhat dén su hai long cua khach
hang; Thur ba, mac du Xt 1y sai 1éch don
hang va do tin cdy 1a nhéan t6 c6 muc do
tac dong thip nhat dén sy hai 1ong cua
khach hang, nhung n6 van cho thdy vai
trd bd tro ciia nhan t nay trong viéc duy
tri sy hai long.

Trén co s& két qua phéan tich dinh
lwong, nghién ctru dé xuit mot s6 ham y
quan tri pht hop véi bdi canh hoat dong
cia cac doanh nghiép logistics tai
TP.HCM. Két qua cho thiy sy dam bao
12 nhan td ¢ anh hudng ndi troi dén sy
hai long cua khach hang, phan anh vai
tro then chdt ciia ning luc chuyén mén
va muc dd tin cdy trong qua trinh cung
ung dich vu. Do do, cac doanh nghiép
logistics can dinh huéng chién luoc phat
trién ngudn nhan lyc theo hudéng nang
cao nang lyc nghié€p vy, kha nang tu van
giai phap va xir 1y cac tinh hudng phat
sinh, thay vi chi tap trung vao cac ky
nang giao tiép mang tinh hinh thtc.

Bén canh y€u td con ngudi, cac yéu
to lién quan dén diéu kién van hanh nhu
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phuong ti€n hiru hinh va tinh kip thoi
cling ¢ tac dong dang ké dén su hai
1ong cuia khach hang. Diéu nay cho thiy
viée dau tu co s& vat chat trong linh vuc
logistics cin duoc thuc hién mot cach co
trong tdm, uu tién cdc hang muc tryc
tiép hd tro hiéu qua cung tng dich vu,
nhu hé thong theo doi va kiém soat don
hang, nang lyuc diéu phéi van tai va ha
tang kho bii. Trong bdi canh TP.HCM
thuong xuyén ddi mat véi tinh trang qué
tai ha tAng va ap luc giao nhan, cac giai
phép nay cé y nghia quan trong trong
viéc nang cao trai nghiém dich vu cua
khach hang.

Ngoai ra, két qua nghién ctru cho
thdy sy dong cam cia doanh nghiép
logistics dbi voi khach hang dong vai trd
dang ké trong vi¢c hinh thanh sy hai
long. Piéu nay goi ¥ ring cac doanh
nghiép can chi trong hon dén viéc t6
chuc va quan ly hoat dong cham soc
khéch hang, theo hudng tang cuong kha
nang ling nghe, phan hdi kip thoi va linh
hoat trude cac yéu clu cu thé cua tung
nhom khéach hang doanh nghiép.
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