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TOM TAT

Muc tiéu nghién ctru cua dé tai 1a xac dinh Céc nhan td anh huong dén su hai
long cua doanh nghiép vé chét luong dich vu khi thuc hién tha tuc Hai quan dién tu tai
Chi cyc Hai quan ctra khau Vinh Long, trén co s¢ do, dé xudt cac ham ¥ quan tri nham
nang cao su hai long ctia doanh nghiép khi thyc hién thu tuc Hai quan dién tir. Nghién
ctru duoc thuc hién vdi ¢d mau 1a 108 dai dién doanh nghiép da su dung dich vu tai
Chi cuc Hai quan ctra khau Vinh Long. Phuong phap nghién ctru két hop giira nghién
ctru dinh tinh va nghién ctu dinh luong. M6 hinh nghién ctru dugc thyc hién gém co
06 bién doc 1ap: Su tin cdy, Kha ning dap tng, Nang luc phuc vy, Su dong cam,
Phuong tién hitu hinh va Quy trinh thu tuc. Két qua phan tich dir liéu dugc thuc hién
qua cac budc: thong ké mo ta, danh gia d6 tin cay thang do, phan tich EFA, phén tich
turong quan va phén tich hdi quy tuyén tinh da bién, cho cho thiy c6 06 bién doc lap co
¥ nghia thong ké va c6 anh huong dén bién phu thudc Su hai long ctia doanh nghiép;
06 bién doc 1ap trong moé hinh co thé giai thich duoc 56,6% su bién thién cua bién phu
thudc su hai long. Bén canh do, xac dinh dugc murc do d&nh hudng cua cac nhan t6 dén
su hai long theo muc d6 tac dong giam dan gém: Kha niang dap tmg, Su tin cdy, Ning
Iuc phuc vy, Quy trinh thi tuc, Phuwong tién hitu hinh va Su dong cam. Két qua phan
tich dir liéu nghién ctru bang phwong phap (Independent samples T— test) va phan tich
phuong sai mot yéu to (One-way Anova) dé cho thiy khong co su khac biét co ¥ nghia
théng ké vé mirc do hai long cua doanh nghiép ddi vé6i chat lugng dich vu khi thuc
hién thu tuc Hai quan dién tir tai Chi cuc Hai quan ctra khau Vinh Long theo dic diém
la loai hinh doanh nghiép, linh vuc hoat dong chinh cua doanh nghiép va s6 nim
doanh nghiép tham gia thu tuc hai quan.

Tu khoa: Chat luong dich vy, Hai quan dién tur, Sy hai long.



ABTRACT

The research objective of the study is to determine the factors affecting the
Satisfaction of businesses with service quality when implementing e-customs
procedures at Vinh Long Border Gate Customs Branch; on that basis, propose
administrative implications to improve business satisfaction when implementing e-
customs procedures. The study was carried out with a sample size of 108 business
representatives who used the service at Vinh Long Border Gate Customs Branch. The
research method is a combination of qualitative and quantitative research. The research
model includes 06 independent variables: Reliability, Responsiveness, Service
Capacity, Empathy, Tangible Means and Procedures. The results of data analysis are
performed through the following steps: descriptive statistics, scale reliability
assessment, exploratory factor analysis, correlation analysis and multivariable linear
regression analysis, showing that 06 independent variables have statistical significance
and affect the dependent variable Satisfaction of the business; 06 independent
variables in the model can explain 56.6% of the variation of the dependent variable
Satisfaction. In addition, they are determining the influence of factors on Satisfaction
according to decreasing level of impact, including Responsiveness, Reliability, Service
capacity, Processes and procedures, Means of Image and Empathy. The results of
analyzing research data by means (Independent samples T-test) and one-way analysis
of variance (One-way Anova) have shown that there is no statistically significant
difference in the satisfaction level of enterprises for service quality when performing
e-customs procedures at Vinh Long border gate Customs Sub-Department according to
individual characteristics type of business, Main field of business activities and
Number of years of enterprises participating in customs procedures.

Keywords: Service quality, E-customs, Satisfaction.
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LOI CAM TA

Trude tién, Toi xin bay t6 long cam on sdu sic t6i quy Thay, Co truong Dai hoc
Nam Can Tho d tan tinh giang day va truyén dat kién thitc quy bau cho t6i trong sudt
qué trinh hoc. Tbi xin cdm on PGS.TS Pao Duy Huéin d3 tan tinh huéng dan t6i hoan
thanh ludn van nay.

Tbi xin chan thanh cam on tt ca ban bé, cac anh chj hoc vién 16p da cung t6i1 trao
dbi hoc tap, chia sé kinh nghiém, gitip d& t61 trong qua trinh thyc hién luin van.

Sau cung la nguoi than trong gia dinh da ludn ung hg, chia sé va dong vién tinh
than cho toi trong subt qua trinh hoc tap va thuc hién luan van.

Xin chan thanh cam on.
Can Tho, ngdy  thang nim 2022

Tac gia luan van

Tran Cwong
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CHAP THUAN CUA HOQI PONG

Lu4n vin ndy, voi dé tua “Cac nhan t6 anh hudng dén su hai 1ong cua doanh
nghiép vé chat lugng dich vu khi thyc hién thu tuc Hai quan dién tir tai Chi cuc Hai
quan cura khau Vinh Long”, do hoc vién Tran Cuong thyc hién theo su hudng dan cua
PGS.TS DPao Duy Huan. Luan van nay da bdo cao va dugc Hoi dé)ng chdm luén van
thdng qua ngay .................

Uy vién Thu ky

Phan bién 1 Phan bién 2

Cén bd hudéng dan Chu tich Hoi dong
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CAM KET

T6i xin cam doan luan vin nay hoan thanh dwa trén két qua nghién ciru cua toi.
S liéu va két qua nghién ctru trong luan van 13 trung thyc va chua timg duoc sir dung
dé bao vé mot luan van nao, ngoai tru phén ly thuyét va két qua tur cac cong trinh
nghién ctru khac dugc ghi ro trong luan van.

Can Tho, ngdy  thang niam 2022

Ngudi cam két

Tran Cuong
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