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CAM KET

To61 cam két Luédn van nay hoan toan do to1 thuc hién. Cac doan trich dan va
nguon so liéu sir dung trong Luén van déu duogc trich dan ngudn va c6 do chinh

xé4c nhat dinh trong pham vi cho phép.
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LOI CAM TA

T6i xin chan thanh cam on Thay TS. Nguyén Qudc Nghi di tin tinh hudng
dan va chi bao dé toi c6 thé hoan tét luan vin cao hoc nay.

Téi ciing xin guri 16 tri an dén quy thay c6 truong Dai hoc Nam Can Tho da
day dd va truyén dat cho t6i nhitng kién thuc quy bau 1am nén tang cho viéc thuc
hién luan van nay.

Pong thoi, Toi ciing xin chan thanh cam on quy khach hang cia Cong ty
Dién lyc thanh phé Can Tho da tham gia cudc khao sat phuc vu cho nghién ctu

cua TOl.

Can Tho, ngay 7 thdng /] nam 2022

‘Nguyén Vin Hoang



TOM TAT

Véi nhu cau sir dung dién ngdy cang ting nhanh, Cong ty Pién luc thanh phd
Can Tho di nhanh chéng cai tién chat luong cac cong trinh stra chita 16n, dau tu
cai tao va nang cap ludi dién phan phdi trong pham vi toan thanh phd. Bé dong
gop thiét thuc vao céac chién luoc phét trién cua Cong ty Dién luc thanh phd Can
Tho trong thoi gian sip t6i, dé tai duoc nghién ctru vi muc tiéu phan tich cac nhan
t6 anh huong dén sy hai 10ng cta khach hang vé chat luong dich vu cung cap dién,
tir 46 dé xudt cac ham ¥ quan tri nham nang cao sy hai 1ong ctia khach hang vé
chat luong dich vu cung cép dién ctia Cong ty Pién luc thanh phd Can Tho.

Trong nghién ctru nay, phuong phap nghién ctru dinh tinh két hop véi phuong
phap nghién ctru dinh luong duoc st dung dé giai quyét muc tiéu nghién ctru. Dua
vao tong quan tai lidu va co s 1y thuyét, mo hinh nghién ctru dé xuat 5 nhan t6
anh huong dén su hai long ciia khach hang d6i v6i chat luong dich vu cung cap
dién cua Cong ty Dién lyc thanh phé Can Tho. Dit liéu nghién ctru dugce khéo sat
tir 400 khach hang str dung dién trén dia ban thanh phd Can Tho. Ung dung céc
cong cu phan tich dinh lwong, nghién ctru d3 chtrng minh dugc 5 nhan t6 anh huéng
dén su hai long cta khach hang, bao g@)m: Su dam bao, su d@)ng cam, phuong tién
hitu hinh, sy tin cdy va su dap ung. Trong d6, nhan té sy dam bao tac dong manh
nhat dén su hai long cia khach hang. Tir két qua nghién ctru, mot s6 ham y quan
tri d3 duoc dé xuit nham nang cao sy hai long cua khach hang vé chat luong dich

vu cung cap dién cua Cong ty Dién luc thanh phd Can Tho.



ABSTRACT

Can Tho city Power Company has improved the quality of major repair
works, and invested in renovating and upgrading the distribution grid throughout
the city due to the rapid increase in demand for electricity. To make a practical
contribution to the development strategies of Can Tho city Power Company in the
future, the study was carried out. This study aims to analyze the factors affecting
customer satisfaction with power supply service quality, thereby proposing
management implications to improve customer satisfaction about the quality of
power supply services of Can Tho city Power Company.

In this study, qualitative research methods combined with quantitative
research methods are used to solve the research objectives. Based on a literature
review and theoretical basis, the research model proposes 5 factors affecting
customer satisfaction with the quality of power supply services of Can Tho city
Power Company. Research data were surveyed from 400 customers using
electricity in Can Tho city. Applying quantitative analysis tools, the study has
pointed out 5 factors influencing customer satisfaction. They include assurance,
empathy, tangible means, trust, and responsiveness. Among them, the factor of
assurance has the most impact on customer satisfaction. From the research results,
some managerial implications are proposed to improve customer satisfaction about
the quality of power supply services of Can Tho city Power Company.
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