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X
Anh huéng cda chat lwgng dich vu vién thong di dong
dén su hai long chia khach hang tai Trung tdm kinh
doanh VNPT Tay Ninh

Hoang Manh Diing"’ va Tran Viét Hung’
"Trwong Pai hoc Thu Dédu Mét
*Trung tém kinh doanh VNPT Téy Ninh

TOM TAT

Swhailong ciakhdchhanglaphép dosdnphdmhodcdichvudométté chirccung cép ddp ng ky
vong ctiiaho. Béylamétchisé quantrong khiddnh gid quyét dinh mua hangvalong trung thanh
cua ngudi tiéu dung. Dich vu khdch hang tiéu chudn cao luén chiém dwoc cdm tinh cia khdch
hang. Ngay nay, phwong tién truyén théng déng vaitro quan trong khira quyét dinh trong qudn
tri; diéucétléila phditheo ddichdtlwongdichvu. Néutdp trungvaoswhailong séléicubn duwoc
swmong doicuakhdch hang vé dich vu hodc sdn phdm cda doanh nghiép. Vithé, do lwdng chdt
Iwong dich vu vién théng di déng dnh hwéng dén sw hailong cia khdch hang tai Trung tdm kinh
doanh VNPT Téy Ninhlahoat ddngthwdongxuyénvacanthiéttrong moibdicdnh.

Tirkhoa: Trung tdm kinh doanh VNPT Tédy Ninh, chdt lwong dich vu vién théng didéng, swhailong

cuakhdchhang

1. DAT VAN DE

Swhailongclakhachhanglamotthuatngily
nhan duwoc nhiéu sy quan tdm tlr cdc nha
nghién cu 13n nha quan ly. Xudt phat tw
tam quan trong nhu mot yéu td chinh cua
chién luvgc kinh doanh va muc tiéu xuyén
sudt trong bdi cdnh canh tranh tir quan
diém clda Anderson, E.W., va cdng su [1].
Theo Bruhn, M. [2], sy hai long cla khach
hangduwocthuchiéntrmdcddmongdoivé
dacdiémhodcchircndngtdngthécldadich
vu thu dugc tlr nha cung cap. Ngoaira, su
hailonglacdmnhanciakhdchhangvéniém
vui hodc sy that vong khi so sdanh mot san
pham lién quan dé&n ky vong cla ho theo
Kotler, P. & Kelvin, K. [3]. Cdc t6 chic ndng
dongluénhinhthanhtriétlyvachiénluoc
nham dp dung nhiéu séng kién huéng dén
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khach hang. Hoat dong nay khac vd&i
phuwongcach hiéu, thu hut, gitr chan va xay
dwng m&i quan hé [du dai than mat vdi
khach hang dé tim ki€ém lgi nhuan theo
Kotler, P. & Kelvin, K. [3]; Gronoors, C. [4];
Narver,J.C. &Slater,S.F.[5].Suwthayd6imd
hinh nay dan dén sy quan tdm vé quan ly
quan hé khach hang nham dam bao nhan
dang va tuong tac, diéu chinh va cd nhan
héa dan dén su hailong, duy tri lgi nhuan
theoThompson,B.[6];Xu,Y.,vacéngsu[7];
Dyche,J.[8];Ryals & Knox [9];Stone, M., va
congsy [10].Khachhangkhihailongséndi
vdinamngudikhdcvécichddixtdtvdiho
vatang 5% vé long trung thanh va tang lgi
nhuan25%-85%.Nguoclai,khdchhanghai
longdmirctrungbinh,hosé&ndivditdmdén
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muoi nguoi khac theo SPSS White paper
[11]; Limayem, M. [12]. Sy hai long duoc
thic day bdi chat lwong dich vu va trai
nghiém dich vu cla khach hang tir quan
diémcuaOliver,R.L.[13];Parasuraman,A.,
va cong sy [14]; Lovelock, C.H. [15,16];
Lovelock, C. & Wirtz, J. [17]; Gronoors, C.
[4]; Wang, Y. & Hing-Po, L. [18]; Kotler, P. &
Kelvin,K.[3].TheoFrempong,G.&Henten,
A.[19],cacmuctiéudochinhphddatrachi
dugcddp ngmotphan; dacbiétla déivai
su phat trién & khu vwc ndng thdn; chat
lwong dich vu van con thap va tham chi da
xauditrén motsdchisé. Doddé dé dang xay
ra su khéng hailong khi phat trién dich vu
vién thong di dong & Viét Nam gitra khach
hangvdinhaquanlykhiraquyétdinhtrong
diéuhanh.Ratnhiéuyé&utdthicday sy hai
ldng cha khach hang can duwoc kiém soat
trén nén tang cia moét qua trinh do lwong
dangtincdy.Trongbdicanhnay, baiviéttién
hanh phan tich sy hailong ctia khdch hang
d6i véi chat lvong dich vy vién thong di
dongnhambdsungchotiéntrinhphattrién
bén vitng tai Trung tdm kinh doanh VNPT
TayNinh.

2.LUQCKHAOTAILIEU
TheoQuychuankythuatQuécgiaQCVN

36:2015/BTTTTdoBAdThdngtinvaTruyén
théng ban hanh kém theo Théng tu sé
40/2015/TTBTTTTngay25thangl12nam
2015 vé chat lwvgng dich vu dién thoai
trenmangviénthdongdiddngmatdatda
dinhnghfa:“Chatluvongdichvulakétqua
tédnghopclacdcchitiéuthéhiénmcdd
hailongchangudistdungdichvudg8ivadi
dich vu d6” [20]. Bai viét ti€p cén cac
nghiénctuctaPaulrajan,R.&Rajkumar,
H. [21]; Abdul-Azizi, A.R., va cbng sy
[22]; Thado, D.T. va Bién, N.H. [23]; Anh,

ISSN: 2615 - 9686

N.A.vaThdao, N.T.P.[24], Hai,V.T.vacOngsu
[25]; Ha, T.T. va Sau, T.b. [26]. Cac nOi dung
nghién cunéutréntiaptrung tim hiéucam
nhancuakhach héngtaiﬂnDé,Ghanavé cac
tinh trong nwéc khi lva chon dich vy vién
théng di déng tir cdc nha mang. Cadm nhén
cla ngudi tiéu dung rat da dang vdi nhiéu
dac tinh nhw chat lvong giao tiép, dich vu
cudc goi, co s& vat chat, gid cd, chdm séc
khdch hang.Vé chatlwvgongsan phamvatinh
khadungcotacddngdang ké dé€ncamnhan
cuakhachhangkhilwachonnhamangcung
cap dich vu vién thong di dong. Nghién ctru
nay cling xem xét mdi quan hé gitra chat
lwongdichvuviénthéngdidonganhhuwdng
dén sy hailong cia khach hang dua trén ly
thuyét vé sy trung thanh nhat 13 tai Viét
Nam.Kétquanghiéncituchiramdhinhvdis
yéu té la chat lvong cudce goi; dich vu gid tri
giatang;swthudntién;ciutridcgidvadichvu
khdch hang. K&t qua cling cho thdy mé hinh
ACSI (American Customer Satisfaction
Index) phu hop trong Iinh vic dich vu vién
théng di déng & Viét Nam. Sy hai long cua
khach hang duwgc xem nhuv chia khda thanh
cong cho tadt cd nha mang cung cdp dich vu
déng thoi gép phan gia tdng long trung
thanh cta khach hang. Qua dé nang cao
nang lywc canh tranh va gilp ma& rdng thij
trwong. Daylacosdhdtrgdoanhnghiépsd
hituduocvithériéngtrénthitruongdichvu
vién thong di dong d8i v&i cdc nha mang tai
ViétNam.

2.3. M@ hinh nghién clru dé xuat va cac gia thuyét
2.3.1.Mé hinhnghién cirudé xudt

Trén co s& lvgc khdo tai liéu va thdo luan
chuyéngiataiTrungtamkinhdoanh VNPT Tay
Ninh, baiviétxac dinh mé hinh nghién ciru dé

xudtnhusau:
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Phwong tién hiru hinh (H1*)

Suw dong cdm (H2*)

Nang lwc phuc vu (Hs%)

Su dap ng (Ha*)

S tin cdy (Hs")

Gia ca dich vu (H¢*)

Sy hai long cha

khach hang

Hinh 1. M6 hinh nghién ctru dé xuat

2.3.2.Cdcgidthuyétciaméhinh

“Phuongtién httu hinh” lacdmnhan dau
tiénchakhachhangvéchatlwvongdichvuy
vién thong di dong clia nha mang. D Ia
hinh anh bén ngoai tru s&; khu vuc giao
dichbétringdnnap,tiénnghi,trangthiét
bihiéndai; tailiéu,sdachhuéngdanvaheé
thong thong tin lién lac cia nha mang.
Gia thuyét H,": “Phuong tién hitru hinh”
tdc déng cung chiéu vdi sy hailong cla
khachhang.

“Syddngcam”théhiénthéngquaswquan
tam, cham séc khach hang t&r nhan vién
qua dac diém chu ddo, an can, ludn nght
khach hang la thuvong dé€. Gid thuyét H,":
“Sydéngcam” tacddéngcung chiéu vdisy
hailongcltakhachhangvéchatluvgngdich
vuviénthéngdidongclanhamang.

“Nanglucphucvu” taorasutinnhiémcuia
khdch hang théng qua phong cach lam
viéc, kién thirc, kinh nghiém va khd ndng
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giao ti€p cla nhan vién trong qua trinh
phucvudichvuviénthéngdiddngclanha
mang. Gia thuyét H,": “Nang lyc phuc vu”
tdc dong cung chiéu v&i su hai long cla
khachhang.

“Sydapung” dungdédokhdnangphanxa
tich cwc moi yéu cau cling nhu gidi quyét,
XU li cdc vdn d8 phat sinh mdt cdch nhanh
chéng, kip th&i trong suét qud trinh cung
ngvasrdungdichvuviénthéngdidong.
GidthuyétH,: “Sydapng”tacddongcung
chiéuvdisyhailongctakhdchhang.

“Sy tin cay” thé hién khi nhan vién cé kha
ndngthwchiéndich vuviénthéng didong
chinhxac,dunggi®, sdnsangphucvu, giup
d&, tw van va giai quyét nhirng khé khan
cho khdch hang batcr lic ndo. Gia thuyét
H.,: “Sytincdy” tdcddongcungchiéuvdisy
hailongctakhichhang.

“Gidcahoply”trongtaphopcacyéutéanh
huwéng dé&n chat lwong dich vu vién thong
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didonglabiéndoclapduocnhiéusy dong
tinh tng ho tai dia ban tinh Tay Ninh. Gia
thuyét H.": “Gid ca hop ly” tdc ddong cung
chiéuvéisuwhailongctakhachhang.

3. PHUONG PHAP NGHIEN CU'U VA CHON

MAUNGHIENCUU
3.1.Phuvongphdpnghiénciru
Bai viét s&r dung phuong phap dinh tinh két

hop véi dinh lvgng. Nghién cltu dinh tinh
duoc thuc hién bang cach luvoc khao tai liéu
vathdo luan chuyén gianham diéu chinh, b8
sung cac yéu td va diéu chinh thang do phu
hopvédidichvuviénthongdiddngtaitinh Tay
Ninh.Thang do nhdp dugcxday dwngdwavao
k&t qua nghién ctu cua Paulrajan, R. &
Rajkumar, H. [21]; Abdul-Azizi, A.R., va cOng
sy [22]; Thdo, D.T. va Bién, N.H. [23]; Anh,
N.A. va Thao, N.T.P. [24]; Hai, V.T. va cOng su
[25]; Ha, T.T. va Sdau, T.D. [26]. Ngoai ra,
nghiénclrustrdungykiéncda3chuyéngiala
cacnha quan ly tai tai Trung tam kinh doanh

VNPT Tay Ninh dé hoan thiénthanhthangdo
chinh th&c. Nghién cu dinh luvgng duoc
triénkhaibangcach:thuthapditliéuquacac
phi€u khdo sat; di¥ liéu thu thap duoc kiém
dinh Cronbach's Alpha va phan tich nhan té
khdm pha EFA bang phan mém SPSS 20.0.
Thoi gian phéat phiéu tir 01/2/2021 dén
06/3/2021. Thoi gian xt ly dit liéu tl
08/3/2021 dén 09/4/2021. Thoi gian tdng
hopbaiviéttr12/4/2021d€én29/4/2021.

3.2.Kichc&mau

Theo Hair, J.F.vacongsuy [27]; khi phan tich
EFAyéucaukichthwdcmiutsithiéu:n=5*%
mvdimlasdcauhditrongcacthangdonénn
=5 * 36 = 180. Theo Tabachnick, B.G., &
Fidell, L.S.(1996), khi phan tich h6i quy yéu
cau kich c& mau tdithiéulan=50+8*m (m:
sdbiéndéclap)nénn=50+8*6=98.Nghién
cu phatra 320 phiéu khdo sat, thu vé 311
phi€u.Saukhitiénhanhlamsach,conlai294
phiudédwavaophantich.

Bang 1. Théng ké phiéu khao st hop Ié trén dia ban tinh Ty Ninh

st | i icm phanpuat | ssphisu hop e TV 16 (%) Ty 16 tich Iy (%)
1 Chau Thanh 25 8.50 8.50
2 Tan Bién 28 9.50 18.00
3 Tan Chau 37 12.60 30.0
4 Duwong Minh Chau 21 7.10 37.80
5 Go Dau 38 12.90 50.70
6 Bén Cau 35 11.90 62.60
7 Thi x3 Trang Bang 38 12.90 75.50
8 Thi xa Hoa Thanh 38 12.90 88.40
9 Thanh phé Tay Ninh 34 11.60 100.0
10 Téng cdng 294 100.00
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4. KET QUA CUA NGHIEN cU'U

4.1. Két qua hoat déng kinh doanh cia Trung tdm kinh doanh VNPT Tay Ninh

Bang 2. K&t qua vé doanh thu tai Trung tdm kinh doanh VNPT T4y Ninh

Nam
STT Chi tiéu
2018 2019 2020
1 Doanh thu dia ban (ty dong) 494.7 506.2 504.1
2 Téc do tdng trudng so vai nam goc (%) v 102.32 101.90
3 Toc d6 tang trudng so véi nam trudc (%) Vv 102.32 99.58

Bang 3. K&t qua kinh doanh thudc linh vire dich vu vién thdng di dong tai Trung tam kinh doanh VNPT

Tay Ninh
Chitiéu DPon vi tinh Nam 2018 Nam 2019 Nam 2020
San lugng Thué bao 278,039 245,189 235,662
Doanh thu Ty dong 258.740 254.215 233.330
Thi phan % 21.00 20.00 22.00

Bang 4. S6 thué bao r&i mang VinaPhone tir 2018 dén 2020

Nam Thué bao hoa mang maéi Thué bao roi mang Ty 1€ (%)
2018 6,010 9,462 14.12
2019 57,548 24,967 43.38
2020 32,578 8,171 25.08

Nhan xét: k€t qua kinh doanh la thuwéc do
quan trong cla chat lwvgng dich vu. Dich vu
vién thong di dong trong giai doan vira qua
co bién déng I&dn khi nha mang phai thuc
hién Nghi dinh s6 90/2008/ND-CP ngay 13
thdng 8 ndm 2008 vé chéng thuw rdcva duoc
thay thé& b&i Nghi dinh s& 91/2020/ND-CP
ngay 14/8/2020cla Chinhphuvéchéngthw
rac, tin nhan rac, cudc goi rac da ra doi vai

nhiéuquydinhmd&ivamangtinhkh3thicao.
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Ngoaira, daidich Covid-19 clinganh huwédng
I&n dén két qua kinh doanh cla nganh va
cling khong loai trir Iinh vwe dich vu vién
thong di déng tai Trung tdm kinh doanh
VNPT TayNinh.

4.2. K&t qua vé chat lwong do kiém dich vu
dién thoai trén dia ban Tay Ninh va Binh
Phwéc cia Cuc Vién thong thudc Bé Thong
tin&Truyénthéng

Thédng4/2021, CucViénthdongdidté chirccdng
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bé chat lwgng do kiém dich vu dién thoai va

dichvutruycaplInternettrénmangviénthéng
di dong mat dat trong Quy 4/2020 va Quy
1/2021 trén dia ban 2 tinh Tay Ninh va Binh
Phudcnhusau:

Técdd taixubngtrungbinh cia4 nhamang
la MobiFone (15.57 Mbps), VNPT (12.25
Mbps), Viettel (20.51 Mbps), Vietnamobile
(5.83 Mbps). Téc d6 tai l1én trung binh lan
lvgtla MobiFone (2.61 Mbps), VNPT (2.41
Mbps), Viettel (3.69 Mbps), Vietnamobile
(2.46 Mbps).

D6 sdn sang clla mang vo tuyén: ty 1& nay
do duoc tai MobiFone la 99.3%, VNPT
99.58%, Viettel 99.8% va Vietnamobile

95.28%,caohontiéuchuin(95%).

Ty |é truyén tai bi roi va ty 1& truy nhép
khongthanhcéngdichvu: kétquadokiém
clacd4nhamangdéud mic0%, tét hon
sovditiéuchudn(5%).

Thoi gian tré trung binh truy nhap dich
vu: k€t qua ghi nhan tai nha mang
MobiFone la 4.26 giday, VNPT 3.79 giay,
Viettel 3.84 giay, Vietnamobile 4.33
gidy,thdphontiéuchuin(10gidy).Véso
mau cé téc d6 tdi xuéng I&n hon hodc
bang t6c d6 t6i thiéu ma cac doanh
nghiép cdng b, ty & nay cia MobiFone
la 100%, VNPT 99.21%, Viettel 99.89%,
Vietnamobile 99.54%, cao hon tiéu
chuan(95%)[28].

4.3. K&t qua xac dinh cac yéu td chat lwong dich vu vién thong di ddng anh hudng dén sw hai long
cta khach hang tai Trung tdm kinh doanh VNPT Tay Ninh

Bang 5. K&t qua danh gia do tin cay cla thang do bang hé s Cronbach's Alpha

S8 bién quan sat
Thane do Cronbach’s
& Trwéc khi Sau khi $& bién quan st loai Alpha
kiém dinh kiém dinh trir khoi thang do
Phuong tien 7 6 1- huuhinh? 0.897
hitu hinh
Sy ddng cam 7 6 1- dongcamé 0.899
Nang luc phuc vu 4 4 0 0.820
Kha nang dap trng 5 5 0 0.865
Do tin cay 7 5 2 - tincay5, tincayb 0.872
Giad dich vu 3 3 0 0.781
Su hai long dich vu 4 4 0 0.890

Nhan xét: theo Trong, H. va Ngoc, C. N. M. [29],
tat ca thang do dat hé s6 Cronbach's Alpha tir

0.7 dé&n gan bang 0.9. Ngoai ra, hé s6 tuwong
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quan bién téng cla tat ca bién déu Ién hon 0.3.
Vi vay, nghién clru gilt lai thang do dé phuc vu
choquétrinh phantich ti€p theo.
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4.4. Két qua phantich nhan té khdm pha EFA
4.4.1. Phén tich nhén té kham phd EFA d6i véi cdc bién déc Iép va bién phu thuéc

Bang 6. Kiém dinh KMO and Bartlett's Test cic bién doc lap

KMO and Bartlett’s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy 0.822
Approx. Chi-Square 4,678.056
Bartlett’s Test of Sphericity df 406
Sig. 0.000

Nhan xét: két qua kiém dinh KMO =0.822 >
0.5vakiémdinhBarlett'sc6hés6Sig.=0.000
<0.05dandé&nbacbdgidthuyétH, lacachién

guan sat khong cé twong quan v&i nhau

trong téng thé va thdéa diédu kién phan tich

nhanto.

Bang 7. Tong phuwong sai gidi thich cdc yéu t6 thudc bién doc lap

Initial Eigenvalues ExtractiorI\-Surr_ls of Squared | Rotation Sum_s. of Squared
Com- oadings Loadings
ponent Total % of |Cumulative Total % of |Cumulative Total % of |Cumulative
Variance % Variance % Variance %
1 7.257 | 25.023 25.023 | 7.257| 25.023 25.023 [4.053| 13976 | 13.976
2 3.493 | 12.043 37.067 |3.493| 12.043 37.067 [4.006| 13.814 | 27.790
3 2.763| 9.529 46.596 |2.763| 9.529 46.596 |3.383| 11.665 | 39.455
4 2.521| 8.694 55.289 |2.521| 8.694 55.289 |3.315]| 11.432 | 50.887
5 2.062 | 7.110 62.400 |2.062| 7.110 62.400 |2.724| 9.394 | 60.281
6 1.544| 5.326 67.725 |1.544| 5.326 67.725 |2.159| 7.444 67.725
7 0.804| 2.771 70.496
8 0.738 | 2.546 73.042
9 0.681| 2.347 75.389
10 0.621| 2.143 77.532
11 0.559 | 1.927 79.459
12 0.543| 1.874 81.333
13 0.492| 1.698 83.031
14 0.477| 1.644 84.675
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15 (0.440| 1.516 86.192

16 [0.418| 1.443 87.635

17 10.394| 1.360 88.994

18 [0.360| 1.241 90.236

19 (0.334| 1.151 91.386

20 0324 1.118 92.504

21 |0.309| 1.066 93.570

22 10304 1.049 94.619

23 |0.286| 0.985 95.604

24 10.261| 0.901 96.505

25 |0.253| 0.874 97.378

26 |0.220| 0.758 98.137

27 10.193| 0.666 98.803

28 |0.187| 0.645 99.447

29 |0.160| 0.553 100.000

Nhan xét: két qua phan tich EFA cho thdyvéi  diéu kién va gidi thich dwgc 67.725% bién
phwong phdp trich yéu t6 principal thién cda dit liéu. Gia tri hé s6 Eigenvalues
component, phép quay Varimax cho phép  cla cdc yéu t6 déu > 1; yéu té th& 6 cd
trich duoc 6 yéu td tir 29 bién quan satthda  Eigenvaluesthidpnh3tla1.544>1.

Bang 8. Ma tran xoay nhan to

Component

1 2 3 4 5 6

dongcam5 0.844

dongcam?2 0.830

dongcam?7 0.810

dongcaml 0.789

dongcam3 0.767
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dongcam4

0.752

huuhinh6

0.828

huuhinh5

0.809

huuhinh3

0.791

huuhinh?2

0.788

huuhinhl

0.783

huuhinh4

0.699

tincay7

0.863

tincay3

0.792

tincayl

0.772

tincay4

0.763

tincay?2

0.752

dapungl

0.837

dapung5

0.806

dapung3

0.761

dapung4

0.730

dapung2

0.701

nlpvl

0.865

nlpv2

0.840

nlpv3

0.741

nlpv4

0.710

giaca3

0.845

giaca2

0.800

Giacal

0.790

Nhan xét: cdc hé sé tdi nhan t6 déu > 0.5 va
khéng c6 truedong hop bién nao cung luc tai
léncdhaiyéutd.Cacyéutoddmbaoduwocgia
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tri h6i tu va phan biét khi phan tich EFA. Do
dé, cdcbién ddclap nay dwocgilt nguyén vé
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Bang 9. Kiém dinh KMO and Bartlett's d&i v&i bién phu thudc

Kaiser-Meyer-Olkin Measure of Sampling Adequacy 0.831
Approx. Chi-Square 685.281
Bartlett's Test of Sphericity df 6
Sig. 0.000

K&t qua phantich EFAclacadcbiénphuthudéc  KEtIudn cic bién quan sat nay cé mditwong
cho két qud kiém dinh KMO va Barlett's vJi quan v&i nhau va thda diéu kién phéan tich
KMO=0.831>0.5vahés6Sig.=0.000<0.05. nhanté.

Bang 10. Téng phuong sai giai thich cac yéu té thudc bién phu thudc

Initial Eigenvalues Extraction Sums of Squared Loadings
comeenen Total Va‘f;ao:ce Cumulative % | Total Va(f;aor:ce Cumulative %
1 3.018 75.452 75.452 3.018 75.452 75.452
2 0.438 10.951 86.403
3 0.320 7.988 94.391
4 0.224 5.609 100.000

Kétquaphantichnhantévditéngphuongsai  yéutd 1céd Eigenvaluesla3.018 > 1thdadiéu
trich1a75.452%>50%; diémdirngkhitrichtai  kién.Doddc601yéutéduwocritra.

Bang 11. Ma tran xoay nhan té

Component
Nhan xét
1

hailong4 0.915
hailong2 0.881 Két qua ma trén xoay cﬁal phan tich EFA df“)'i vGi bién

) phu thudc cho thay yéu to rut ra vai cac bién quan sat
hailongl 0.847 ¢6 hé s6 tai déu [on hon 0.5,
hailong3 0.829
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4.4.3. Kiém dinh twong quan giita cdc bién
Bang 12. Ma tran twong quan

huuhinh |dongcam | nlpv |dapung | tincay giaca [thoaman
Pearson 1 0.256" | 0.150" |0.357"* |0.304" | 0.286"* | 0.526""
Correlation
Huuhinh | 5is (2.tailed) 0.000 | 0.010 | 0.000 | 0.000 | 0.000 | 0.000
N 294 294 294 294 294 294 294
Pearson | 5g 1 0.247°* | 0.282"" | 0.132" | 0.060 | 0.467"*
Correlation
dongeam |sjo (2-tailed) | 0.000 0.000 | 0.000 | 0.023 | 0.304 | 0.000
N 294 294 294 294 294 294 294
Pearson | 150 | 0.247" 1 |0.189" | 0.083 |0.262" | 0.424™
Correlation
NIpv (i (2-tailed)| 0.010 | 0.000 0.001 | 0.158 | 0.000 | 0.000
N 294 294 294 294 294 294 294
Pearson | 4 3c7 | 0282 0189 | 1 |0.376™ | 0.111 | 0.549"
Correlation
Dapung |gig (2-tailed)| 0.000 | 0.000 | 0.001 0.000 | 0.057 | 0.000
N 294 294 294 294 294 294 294
Pearson | 304 | 0.132° | 0083 |0376™ | 1 |0.172" | 0.402"
Correlation
Tincay |sig (2-tailed)| 0.000 | 0.023 | 0.158 | 0.000 0.003 | 0.000
N 294 294 294 294 294 294 294
P % %k * %k * % * %k
€arson 1 .286 0.060 |0.262°° | 0.111 |0.172 1 0.394
Correlation
Giaca |sjg (2-tailed)| 0.000 | 0304 | 0.000 | 0.057 | 0.003 0.000
N 294 294 294 294 294 294 294
Pearson | o co6 | 0.467" |0.424 |0.549" |0.402" | 0.394" 1
Correlation
Hailong |sig (2-tailed)| 0.000 | 0.000 | 0.000 | 0.000 | 0.000 | 0.000
N 294 204 294 204 294 294 204

Nhan xét: trwdc khi tién hanh phéan tich hoi

quy dabién, baiviét xem xét mdituong quan

gittacadcbién doclapvabiénphuthudc. Milrc
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ynghiacla6yéutdcdhésénhohon0.05nén

6 yéu t6 cé twong quan véibién hailong phu

hopdéphantichhdiquy.
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4.3. Kiém dinh héi quy da bién

Bang 13. Tém tat md hinh hdi quy da bién

Model R R Square

Adjusted R Square |Std. Error of the Estimate

1 0.785? 0.617

0.609 0.476

Nhan xét: két qua vé hé s& R2 hiéu chinh la
0.609 hay 6 bién ddc 1ap dwa vao mé hinh gidi
thich dugc 60.9% su thay déi cla bién phu

Bang 14. Phan tich Anova

thudc; 39.1% con lai la do cac bién bén ngoai
mo hinhvasaiséngaunhién.V&iR2 hiéuchinh
>50%nénnghiénciruduwgcsirdung.

Model Sum of Squares df Mean Square F Sig.
Regression 104.657 6 17.443 76.990 0.000?
1| Residual 65.023 287 0.227
Total 169.680 293

Nhan xét: kiém dinh gia thuyét vé dé phu hop
v@iténg thé cha mo hinh: F=76.900 vdi Sig. =

Bang 15. K&t qua hoi quy da bién

0.000<5%.ChirngtdR2 ciaténgthékhacOhay
mé hinh héiquy dabién phuhopvditéngthé.

Unstandardized |Standardized L -
Model Coefficients Coefficients t Sig. Collinearity Statistics

B | Std. Error B Tolerance VIF

(Constant) |-0.838| 0.207 -4.044 | 0.000

huuhinh | 0.184 0.033 0.231 5.526 | 0.000 0.766 1.305
dongcam | 0.183 | 0.029 0.245 6.203 | 0.000 0.856 1.169
1 nlpv 0.242 | 0.045 0.211 5.383 | 0.000 0.867 1.153
dapung | 0.319 | 0.048 0.282 6.697 | 0.000 0.752 1.330
tincay 0.152 | 0.044 0.141 3.482 | 0.001 0.818 1.223
giaca 0.182 | 0.035 0.203 5.141 | 0.000 0.857 1.167

Nhan xét: tir k€t qua cho thdy 6 yéu té vé chat
lwong dich vu vién théng di ddng dnh huédng
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dén sy hailong cdia khach hang tai Trung tdm
kinh doanh VNPT Tay Ninh va cé tac dong
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duong (+). H& s6 B v@i mircy nghia Sig. < 0.05.
Nhw vay, cdcyéu to nay cdy nghia thdng ké va
dwoc dua vao phuwong trinh héi quy da bién.
Hé s6 VIF cda 6 bién déu nhd hon 2 nén mé
hinh khéng c6 da cong tuyén gilta cac yéu tod
doclaptrongmohinh.

Phuwongtrinhhdiquyduwocxacdinhnhwsau:

Hailong = -0.838 + 0.184*huuhinh +
0.183*dongcam + 0.42*nlpv +
0.319*dapung + 0.152*tincay +
0.182*giaca.

Nghién cltu da thychiéndo timvipham cac
gid thuyét héi quy gém: biéu d6 phan phdi
chuén cta phan du x3p xi chudn Mean =
6.54E-16(gidtritrungbinhganbang0)vadod
léch chudn Std. Dev=0.99 (gan bang 1). K&t
ludngidthuyétphanphdichudnciaphandw
khéng bi sai pham. Biéu d6 phan du chuén
héaNormalP-PPlotchothdycdcbiénquan
sat khong phan tan qua xa dwong thang ky
vong nén khang dinh gid thuyé&t phan phdi
chudn khéngvipham. Pd thiphantdn phan
du cho thay phan du phan tdn ngdu nhién
trong mo6t vung xung quanh duong di qua
tungd60,khongtaothanhmoéthinhdangcu
thé nao. Nhuwvay, giddinhlién hé tuyén tinh
duogcddping.

Nghién ciru da tién hanh kiém dinh sy khéc
biét cha cac biénthudctinh cd nhan nhu vé
gidi tinh, do tudi, muc dich st dung nhung
chua phat hién c6 sy khac biét trong khi
danh gid su hailong tir chat lvong dich vu
viénthongdidongtai Trungtamkinhdoanh
VNPTTayNinh.

Han ché& cla bai viét 1a s& lvong mau chua
nhiéu cling nhw can thyc hién b6 sung phéan
tich nhan t& khang dinh CFA (Confirmatory

Journal of Science - Hong Bang International University

Factor Analysis) hay mo6 hinh phuong trinh
cautric SEM (Structural Equation Modelling)
décokétquatdnghopkhachquanhon.

5.KETLUAN

K&t qud nghién ciru phdn dnh m&c dd anh
hudng cla cdc yéu td theo B chudn hda tir
cao dén thap la sy ddp ng la quan trong
nhat(B=0.282),tiéptheolasuyddngcam(B=
0.245), phuong tién hitru hinh (B = 0.231),
nanglwcphucvu(p=0.211),gidadichvu (B =
0.203)vacudicungladétincidy (B=0.141).
K&t qua nghiénclrutwong ddngvdimod hinh
SERVQUAL clGa Parasuraman, A., vaclngsy
[14] ciing nhv md hinh SERVPERF cua
Cronin,J.J). & Taylor, S. A.[30] khilam rd cac
y&u to cla chat lvong dich vu vién thong di
déng anh hudng dén sy hailong cda khach
hang. Ngoai ra, bai viét cling chirng minh
phuhgpvdinghiéncltuctaky,P.D.va Hung,
B.N.[31] khiduwayéuté “Giddichvu” cétac
ddong dén sy hai long cla khach hang;
Paulrajan, R. & Rajkumar, H. [21] lwa chon
cdcnhacungcapdichvuviénthéngdidong
tai An D6 bao gdbm y&u t6 “gia ca”; Abdul-
Azizi,A.R.vacongsu[22]chdngminhsy hai
long cla khach hang déi vé&i dich vu vién
thongdiddngdGhanabaogdmyéutd “cudc
dichvu”. Ngoairacon phu hgp vdi “swcbng
bangvégidca”lienquandénsuhailongcla
khdch hang theo Hermann, A. va cOng sy
[32]; Kukar-Kinney va cong su [33]. K&t qua
nghién ctu khang dinh tap trung cai thién
chatluvongdichvuviénthongdidongvagia
cd hop ly anh hudng dén sy hai long cua
khach hang. Piéu nay cudi cung giup gilr
chan khach hang trung thanh va khong
nglrng nang cao lgi nhuan [34] trong xu
hudng phat trién bén virng tai Trung tadm
kinhdoanhVNPTTayNinh.
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The effect of mobile telecommunications service
quality on customer satisfaction in VNPT Tay Ninh

Business Centre

ABSTRACT

Hoang Manh Dung’ and Tran Viet Hung

Customer satisfaction is defined as a measurement that determines how products or services
provided by a organization meets customer expectations. Customer satisfaction is one of the most
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importantindicators of consumer purchase decisions and loyalty. High-standard customer service
can win customer' hearts. Nowadays when social media play such an important role in making
management decisions; the key is to monitor the quality of the service. Focusing on satisfaction
will attract customers'expectations to services or products of the business. Therefore, measuring
the mobile telecommunications service quality affects on customer satisfaction at VNPT Tay Ninh
Business Centreisaregularandnecessary activityin all contexts.

Keywords: VNPT Tay Ninh Business Centre, mobile telecommunications service quality, customer

satisfaction
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