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M6 hinh danh gia chat luvgng dich vu
logistics REPERIMP phu hop véi

thuc t& Viét Nam

Tém tat: Xu thé canh tranh ngay cang gia tang
trong linh vuc dich vu logistics giGa cac céng ty
ndéi dia cing nhu gilta cac céng ty trong va ngoai
nudc dat ra yéu cdu cap thiét tim ra nhing gidi
phdp hiu hiéu nham cai thién chat lugng dich vu
dé c6 thé ting ndng luc canh tranh cla céc céng ty
logistics ndi dia trudc lan song gia tang ngay cang
xudt hién cua céc céng ty logistics quéc té hang
dau thé giodi tai Viét Nam, ddc biét trong béi canh
khi nhiing rao can da dugc dé bé dan cho cac céng
ty nudc ngoai trong 19 trinh thuc hién nhiing cam
két WTO cua chinh phu Viét Nam. Xuat phat tu muc
dich do, viéc si dung mé hinh danh gia chat lugng
dich vu phu hop vdi thuc té Viét Nam c6 y nghia vo
cung quan trong déi vdi céng tdc té chuc, thuc
hién va xay dung chién lugc phét trién logistics dai
han.

Abstract: The increasing trend of competitive-
ness in the logistics service sector among local
companies as well as between local and interna-
tional companies requires effective solutons to im-
proving service quality of Vietnam logistics
companies in order to increase competitive compe-
tence for local logistics companies. Specifically, by
2014, 100% foreign - invested foreign enterprises
will be allowed to operate in the field of logistics in
Vietnam under WTO commitments. If Vietnamese lo-
gistics companies are to compete effectively with
these international companies, they need to find out
what are their strengths and weaknesses as well as
where are their position in market place, and then
they can select the appropriate competitive strate-
gies. Therefore, the application of a suitable con-
ceptual model for the evaluation of logistics service
quality is required.

T’ khéa: Chat Ilugng dich vu, logistics,
SERVPERF, SERVQUAL, ROPMIS, REPERIMP

1. Gidi thiéu chung

Thé giGi dang “dan nhé lai’ va thj trudng toan cau
“dang I6n dan Ién”, hgp tac va kinh doanh quéc té
dang tré thanh nhiing ch( dé chinh trong qua trinh
toan cau hoa. Trong thai dai toan cau hda, nén kinh
t€ clia cac qudc gia ding trugc sy canh tranh gay géat
va doi héi phai cé nhiing thay déi cho phu hop véi xu
thé cla thdi dai néu mudn tén tai va phat trién. Cac
nén kinh t&, cac tap doan da quéc gia cling nhu cac
doanh nghiép trong thé gi6i phédng ngay nay khong
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chi canh tranh bang tiém lyc tai chinh, nguén nhan
luc, cd s& vat chat ky thuat hay céng nghé ma con
canh tranh bang céach thiic dua san pham ti noi san
xu&t dén ngudi tiéu dung. Do dé, chudi dich vu logis-
tics da va dang trd thanh mot cong cu canh tranh hiiu
hiéu clia cdc doanh nghiép va céc tap doan Ién. Viéc
lya chon cac déi tac trong chudi dich vu logistics dugc
céac doanh nghiép dat 1&én hang dau, va chudi dich vy
logistics hi@éu qua hay khéng da trd thanh mot yéu té
canh tranh then chét gilra cac doanh nghiép va quyét
dinh thai do clia ngudi tieu dung déi vi mot san pham
hay dich vu. D6 ciing chinh l1a ly do van dé cai thién
chat lugng chudi dich vu logistics ngay cang dugc dé
cap dén nhiéu hon trong cac cudc hdi thao, dién dan
tim ki€m co hoi kinh doanh, dau tu va phat trién & ca
hai cdp do vi moé va vi mdé khong chi & Viét Nam ma
con trén pham vi toan cau.

Trong béi canh hién nay, viéc tim ra mo hinh danh
gia chét lugng dich vu logistics phi hgp véi thuc té
clia Viét Nam la céng viéc c6 y nghia vd cung quan
trong khéng chi co gia tri véi cac nha quan ly, hoach
dinh chinh sach cho nganh ma con hiu ich cho cac
nha quan tri doanh nghiép kinh doanh va sl dung dich
vu logistics.

2. Chat lugng dich vu logistics Viét Nam theo
danh gia ciia World Bank

TU thap nién 90 (gan 3 thap ky qua), linh vuc lo-
gistics Viét Nam da khéng ngling phat trién va mang
lai nhiéu thanh cong va déi thay c6 gia tri dong gép
tich cuc vao su phat trién chung clia nén kinh té& Viét
Nam. Thi tuéng Nguyén T&n Diing cling danh gia rat
cao vai tro clia logistics Viét Nam qua quyét dinh QD
175QD-TTg(27/1/2011) “Chién lugc t6ng thé phat trién
khu vuc dich vu cta Viét Nam dén nam 2020° [9] véi
dinh huéng:

- “Logistics 1a yéu té then chét thuc ddy phét trién
san xudt hé théng phan phdi cac nganh dich vu khac
va luu théng hang hda trong nudc va xuét nhdp khau’.

- “Hinh thanh dich vu tron gdi 3PL (integrated 3PL);
phat trién logistics dién ti (e-logistics) cung véi thuong
mai dién t va quan tri chudi cung Ung hiéu qua va
than thién’.

- “Téc dé tang trudng thi trudng logistics dat 20 -
25% nam. Ti 1é thué ngoai logistics (outsourcing logis-
tics) dén nam 2020 la 40%”.

Téng quan vé hoat dong logistics Viét Nam cé thé
dugc tom tat qua Bang 1 sau day:
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Bang 1. Téng quan vé linh vyc dich vy logistics
Viét Nam
Chi s6 danh gia

Gia tri/phan tram

Hop déng logistics (contract logistics) | 4%

Muc dd tang trudng (trung binh) 20% (2007: USD 30 billion)

2007: 800 - 900
2012: trén 1000 (riéng TP. H6 Chi
Minh: chi€m 40% trén t8ng s&)

S& lugng cong ty logistics

20 - 30% thj ph&n cda toan thj trusng
(theo t8ng doanh thu)

Thi phén clia céc cong ty logistics
Viét Nam

Thi phén clia céc cong ty logistis nudc

ngoai (vi du APL, Mitsui 0SK, Maersk | "0 - 807 thi phan cla toan thitrudng

(theo t8ng doanh thu)

Logistics, NYK Logistics, DHL, TNT...)

Nguén: Nomura Research Institute: Viet Nam Lo-
gistics Development, Trade Facilitation & the Impact on
Poverty Reduction. Japan

Mac du cé téc do phat trién cao (trung binh 20%),
nhung chat lugng dich vu logistics Viét Nam chua thuc
sy phat trién tuong xiing. Bao céo cia Ngan hang thé
gi6i (WB) “Connecting Compete: Trade Logistics in the
Global Economy’ x&p hang chi s6 thuc hién dich vu
logistics & Viét Nam LPI (logistics performance index)
G vi tri 53/155 quéc gia dua trén hé théng 6 tiéu chi
danh gia (hai quan, co s& ha tang, van tai quoc té,
nang luc, kha nang két ndi thong tin, thdi gian). Sau 3
cubc khao sat danh gia chéat lugng dich vu logistics
clia 155 quéc gia trén toan thé gidi (trong cac nam
2007, 2010 va 2012), Viét Nam van giti vi tri 53 (LPI)
du it nhiéu c6 sy thay d6i 8 mot sé chi s6 thanh phan
(Béng 2) nhung chua tao dugc su thay d&i & vi tri xép
hang téng cong.

Trong tudng quan so sanh véi mét s6 qudc gia
trong khu vuc va trén thé gidi thi sy thay déi vé két
qué thuc hién dich vu logistics clia Viét Nam chua
thuc su kha quan (Bang 3).

Can cl Bang 3, c6 thé thdy rang c¢6 nhiing chi s8
c6 dau hiéu gidm nghiém trong (vi du: Chi sé hai quan
giam ti 37 (2007) xudng chi con & vi tri 63 (nam 2012)

du chinh phl va nganh Hai quan da cé rét nhiéu ndé
Iic nh&m cai thién quy trinh thuc hién tha tuc khai bao
hai quan thong qua Ung dung céng nghé théng tin
(phan mém E-cus, hai quan dién t{), chi s6 nang luc
gidm tu vi tri 56 (2007) xuéng vi tri 82 (nam 2012) thé
hién mot sy suy gidm vé nang luc clia nha cung cép
dich vu logistics. Su sut giam moét s6 chi sé danh gia
dich vu logistics clia Viét Nam theo danh gia clia WB
cho thdy téng thé chat lugng dich vu logistics chua
dudc céi thién, do d6 sé la mot thach thic I6n cho cac
doanh nghiép logistics Viét Nam trong b6i canh canh
tranh ngay cang gay gat trong nganh gitia cac céng ty
ndi dia va codng ty nudc ngoai hién tai cling nhu vdi
cac cong ty nuéc ngoai dang chuén bj gia nhap thi
trudng logistics Viét Nam khi rao can 100 % vén nudc
ngodi dugc ma ra trong ndm 2014 theo cam két clia
Viét Nam trong 10 trinh gia nhap WTO.

Béng 2. Chi sé LPI & cac chi s6 thanh phdn danh
gia chat lugng dich vu logistics Viét Nam (2007, 2010
va 2012)

Caéc chi sé danh gia Nam | Nam | Nam
2007 2010 | 2012

LPI (logistics performance 53 53 53

indicators)
Hai quan (Customs) 37 53 63
Cd s6 ha tang (Infrastructure) 60 66 72
Vgn tai quoc té (International 47 58 39
shipments)
Nang luc (Logistics competence) 56 51 82

Kha n&ng két nGi théng tin

(Tracking & tracing) 53 55 47

Thdi gian (Timeliness) 65 76 38

Nguén: World Bank (2007, 2010 & 2012):“Connect-
ing to compete: Trade logistics in the global”

Bang 3. Chi s6 LPI & cac chi s6 thanh phan danh gia chat lugng dich vu logistics ctia mét sé quéc gia

(2007, 2010 va 2012)

Quéc gla LPI Customs | Infrastructure | International | Competence | Track Time
shipment &trace
Indonesia 43 (75) 59 | 44 (72) 75 | 45 (69) 85 44 (80) 57 50 (92) 62 33 (80) | 58 (69)
52 42
Hong Kéng | (13) 2 (8) 3 13) 7 (6) 1 (14) 5 17)5 (26) 4
Malaysia 27 (29) 29 | 23 (36) 29 | 28 (28) 27 26 (13) 26 26 (31) 30 28 (41) | 26 (37)
28 28
Singapore |1 (2) 1 321 24)2 2(1)2 2(6) 6 1(6)6 |1(14) 1
Viét Nam 53 (53)53 | 37 (53)63 | 60(66) 72 47 (58) 39 56 (51) 82 53 (55) | 65 (76)
47 38
Han Quéc |25 (23) 21 | 28 (26) 23 | 25 (23) 22 24 (15) 12 22 (238) 22 25 (23) | 30 (28)
22 21
Trung Quéc | 30 (27) 26 | 35 (32) 30 | 30 (27) 26 28 (27) 23 27 (29) 28 31 (30) | 36 (36)
31 30
Nhat Ban 6(7)8 11 (10) 11 | 6(5) 9 9 (12) 14 5(7)9 7(8) 9 |6(13)6
buc 3(1)4 4 (3)6 3 ()1 4 (9)11 3 (4)4 5(4)7 |8(3)2

Nguén: World Bank (2007, 2010 & 2012):“Connecting to compete: Trade logistics in the global”
Chdu thich: O méi chi sé danh gia, két qua cta 3 nam dugc cung cap (vi du: Viét Nam - chi sé hai quan

37(53) 63 co nghia la 37 (2007), 53 (2010), va 63 (2012)
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P& gia tang n&ng luc canh tranh thi can thiét phai
c6 danh gia thuc trang dich vu logistics cung cép, tuy
nhién vé phia cac cong ty logistics Viét Nam, hau nhu
mdi cong ty hodc khéng danh gia hodc néu cé danh
gia chat lugng dich vu logistics thi cling déu dua theo
cac chi sé riéng do cdng ty 1ap ra.

Nhiing thach thic noi trén va thuc t€ ty danh gia
chat lugng dich vu logistics clia cac cong ty dat ra mot
yéu cau vo cling cédp bach la lam sao xay dyng dugc
mot mé hinh danh gid chat lugng dich vu logistics
chuén héa theo céac chi s& chung clia quéc t& ciing
nhu dya trén tinh hinh thuc t€ cGa Viét Nam.

3. Cac mo6 hinh phé bién dudc s dung dé danh
gia chat lugng dich vu

3.1. M6 hinh PZB va SERVQUAL

Mot trong nhiing mé hinh dugc st dung phé bién
nham danh gia chat lugng dich vu 1a mé hinh PZB do
Parasuraman va cOng su gigi thiéu vao nam 1985 [1].
M6 hinh PZB [5,6,7] st dung bo thang do SERVQUAL
nham do ludng su cdm nhan vé dich vu théng qua
nam thanh phan chat lugng dich vu:

+ Phuong tién hiiu hinh (tangibles): Thé hién
qua céc trang thiét bi, giao ti€p, cach thic thé hién
clia nhan vién.

+ Su tin cay (reliability): Thé hién kha nang thuc
hién dich vu da cam két mot cach chinh xéac.

+ Sy dap Ung (responsiveness): Thé hién sy
sé&n long hd trg khach hang va cung cdp dich vu
nhanh chéng.

+ Su bao dam (assurance): Thé hién kién thic
chuy&n mén va thai doé phuc vu mang lai niém tin cho
khach hang.

+ Su chia sé, cam théng (empathy): Thé hién sy
cham soc, quan tam dén khach hang.

Theo mo6 hinh SERVQUAL [4], chat lugng dich vu
dugc xac dinh nhu sau:

Chét lugng dich vu = Miic doé cam nhan — Gia tri ky vong

Nhu vay, néu st dung moé hinh SERVQUAL thi khi
danh gia s& phtc tap vi can ti€n hanh hai budc danh
gia song song dé do ludng “Mic dd cdm nhan” va
“Gia tri ky vong” clia khach hang. Bac biét, viéc do
lugng “Gia tri ky vong” doi khi rat khé thuc hién va vi
thé k&t qua thu dugc doéi khi khong chinh xac, thi€u
do tin cay khi ngudi trd 16i khéng xac dinh cu thé sy
ky vong cla minh d&i véi cac dich vu logistics dugc
cung cép. Trong thuc t€, thu thap di liéu cho thay,
phan déng ngudi tra I3i dua ra sy ky vong rat cao ma
khong xét dén su tuagng thich gitia gia thanh thuc hién
dich vu va ky vong déi véi dich vu (vi du: gia dich vu
thdp, nhung lai ky vong cao).

3.2. Mé hinh SERVPERF

Cronin va Taylor (1992) véi md hinh SERVPERF,
cho réng muc dd cdm nhan cla khach hang déi véi su
thuc hién dich vu clia doanh nghiép phan anh t6t nhat
chat lugng dich vu [4]. Theo md hinh SERVPERF thi:
Chét lugng dich vu = Mic dé cam nhén.

M hinh nay ciing st dung nam thanh phan chét
lugng dich vu nhu trong md hinh SERVQUAL dé danh
gid mdc do cam nhan, bd qua “Gia tri ky vong”. Tuy
nhién, moé hinh SERVPERF chua dé cap dén khia
canh hinh anh doanh nghiép truéc cong chiing ngay
cang cé y nghia quan trong déi vGi cac doanh nghiép
khi sy canh tranh déi khi khéng chi la s&n phdm hay
dich vy cung c&p ma con la sy thé hién trach nhiém

x& hoéi clia doanh nghiép (sdn phdm cla céng ty
Vedan 1a mot vi du dién hinh, khi ngudi tiéu dung tu
chdi st dung s&n pham cla Céng ty nay khéng phai
vi chat lugng kém ma vi ho danh gia th&dp kha nang
bdo vé mdi trudng clia Cong ty).

3.3. M6 hinh Kano [1]

M6 hinh Kano (1984) danh gia chat lugng dich vu
dua trén sy phan loai cac déc tinh clia dich vu theo ba
nhém nhu sau (Hinh 1).

+ Nhém déc tinh co ban (Basic, B): Khong tao ra
sy hai long, nhung néu thi€u thi sé gay ra su khong
hai long clia khach hang s dung dich vu, vi du nhu
co sG vat chat ky thuat.

+ Nhém dic tinh mét chiéu (One dimensional,
0): Tao ra sy hai long, va néu thiéu thi sé gay ra su
khéng hai long clia khach hang s dung dich vu, vi
du nhu kha nang thuc hién céac dich vu logistics, su da
dang clia cac san pham dich vu dugdc cung cap.

+ Nhom dac tinh kich thich (Excitement, E): Tao
ra sy hailong, nhung néu thi€u thi sé khéng tao ra su
khong hai long clia khach hang s dung dich vu, vi
du nhu sy cham séc khach hang.

M6 hinh nay dua ra 3 nhém dac tinh kha chung
chung, va chua co su két néi chat ché vai viéc danh
gia chét lugng dich vu trong Iinh vuc logistics.

Hinh 1: M6 hinh danh gia chét lugng dich vy

Nguén: Franceschini, R., 2000. Quality evaluation in

Nhoém dac tinh
mot chiéu
(One
dimensional,
O) Nhém dic tinh
kich thich
(Excitement,
E)

Nhoém déc tinh
co ban (Basic,
B)

DPanh gia
chat lvgng
dich vu

logistic services

3.4. M6 hinh ROPMIS

M& hinh ROPMIS [8] danh gia chat lugng dich vu
trong van tai bién dua trén 6 nhom yéu t& sau (Hinh 2):

+ Nguén lyc (Resources)

+ K&t qua (Outcomes)

+ Quy trinh (process)

+ Quan ly (management)

+ Hinh &nh cong ty (image)

+ Trach nhiém xa héi (social responsibility)

ROPMIS la m6t trong nhiing mé hinh dé cap truc
ti€p dén viéc danh gia chat lugng dich vu trong van tai
bién, va cac thanh phan danh gia dugc s dung trong
mo hinh kha phu hgp véi thuc té€ tai Viét Nam, tuy
nhién chua dé cap dén viéc danh gia duc trén muc
ddé cdm nhan hay gia tri ky vong.

4. M hinh dé xuat REPERIMP

M6 hinh REPERIMP dugc thiét lap dua trén sy
két hgp giia SERVPERF & ROPMIS c¢6 diéu chinh
(Hinh 2).
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Chat
lwong dich
vu

logistics =
Mikc do
m nhd

Hinh anh
truedc cong
chung

Hinh 2: Mé hinh danh gia chat lugng dich vy

logistics REPERIMP (dugc dé xudt bdi tac gia)

Cu thé nhu sau:

- Diéu chinh mé hinh ROPMIS, dua “Trach nhiém
xa hoi” vao cung 1 muc véi “Hinh anh cong ty”), két
qué (outcomes) chuyén thanh hiéu qué thuc hién
(performance). Tu dd, hinh thanh mé hinh REPER-
IMP (RE-resources, PER - performance, I-image, M-
management, P-process) cho phu hgp véi thuc té
tai Viét Nam, khi sy nhan dién vé trach nhiém xa
hoi clia doanh nghiép con chua phé bién, thay vao
dé cac doanh nghiép lai rdt chu y va né lyc xay
dung hinh dnh mét doanh nghiép tét, phat trién bén
viing trudc khach hang va cac déi tac. Nhu vay, cu
thé moé hinh dé xudt REPERIMP bao gém cac yéu
t6 dugc s dung khi danh gia chéat lugng dich vu lo-
gistics nhu sau:

+ Ngudn lyc (REsources)

+ K&t qua thuyc hién (PERformance)

+ Hinh &nh trudc cong ching (public Image)

+ Quan ly (Management)

+ Quy trinh (Process)

- S dung mo6 hinh SERVPERF khi danh gia chat
lugng dich vu thong qua do ludng mic dd cdm nhan:
Chaét lugng dich vu = Mic doé cam nhan (SERVPERF).

Uu diém ctia mé hinh REPERIMP khi ap dung cho
cac doanh nghiép logistics Viét Nam la giup cho céng
tac danh gia chat lugng dich vu logistics chinh xac hon
khi can cu vao nhiing tiéu chi téng hgp danh gia chat
lugng cu thé ké&t hgp gilia Igi ich doanh nghiép va Igi
ich chia xa hoi:

+ Danh gia nguén lyc nhu nhan lyc, tai chinh,
phuong tién s dung (resources)

+ Danh gia cac chi tiéu vé thgi gian, chi phi, sy linh
hoat, d6 tin cay (performance)

+ Chu y dén sy phat trién &n dinh khi kinh doanh
cac dich vu logistics, chdng han doanh nghiép st
dung phuadng thic van tai it gay 6 nhiém maéi trudng
nhu dudng sat, dudng thly (trach nhiém cla doanh
nghiép vGi nganh nghé kinh doanh va xa hoi, public
image), day ciling la mang it dugc cac doanh nghiép
Viét Nam chu y do do viéc khuyén khich ap dung cach
danh gia vé hinh anh cla doanh nghiép sé gilp cac

doanh nghiép cén trong va cé y thic hon khi quyét
dinh phuong an kinh doanh dich vu logistics nham can
b&ng hai hoa gitia Igi ich clia doanh nghiép va xa hoi.

+ Danh gia cach thiic quan ly & quy trinh thuc hién
dich vu ¢6 hudéng tdi sy tiéu chuén hoa, giam bét thi
tuc ruém ra hay khéng (mamagement, process). Bay
cling la mang ma cac doanh nghiép Viét Nam it chu
y t6i du day ciing la mét trong nhiing nguyén nhéan cé
thé lam gidm chat lugng dich vu logistics. Do d6, dé
theo kip xu thé cla thé gidi thi cac doanh nghiép cling
can danh gia nghiém tuc nang luc quan ly va quy trinh
ap dung khi thuc hién cac dich vu logistics.

5. K&t luan

Xay dung m6 hinh danh gia chét lugng dich vu
logistics cé y nghia vé cung quan trong, la can cd dé
cac nha hoach dinh vi mé danh gia dugc thuc trang
dich vu logistics cla Viét Nam, ti dé, cé giai phap cai
thién phu hgp. Bong thdi md hinh nay ciing la céng cu
danh gia néi bd co gia tri cho cac nha cung cép dich
vu logistics, va trén hét la co s& dé ngudi st dung dich
vu logistics danh gia déi tac ti d6 cé thé dua ra nhiing
quyét dinh ding dan va phu hgp khi lya chon nha
cung cép dich vu logistics.
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