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MO PAU
Nghién @u ar hai long va long trung thanh khach hang trong

linh wrc vién théng - thdng tin diong da duoc rit nhiu tac gi ¢
cac quc gia khac nhau trén dhgisi dé cap dén. Tai Viét Nam, \in
dé hai long khach hang va long trung thanh khach hammg knh
vuc vién théng éing da dugc dé cap dén ¢ tim vi mo chi yéu phic
vu cho cdng tac gun li nha moc. Bé tai : "Nghién ¢u ar hai long
khach hangtdi véi dich w théng tin didong mang Vinaphone trén
dia ban Thanh ghba Ning" nlim muc dich nghién ¢u khach hang
cua riéng mang Vinaphone & muc dich chi yéu phuc w cho céng
tac clim soc khach hang va fah dinh céac chinh séach trongoing
lai theodinh hrong khach hangi@a céng ty Vinaphone.

Chwong 1
TONG QUAN VE PE TAI NGHIEN C UU

1.1. Tém fit cac cbng trinh nghién &u vé sir hai long khach
hang déi véi dich va thong tin di déng.

Dé c6 cac o sv ly thuyét ciing nhr tham chéu cac cach ép cin
trong nghién @u, tac gi da tham kho cac cong trinh nghiénra @
hai long khach hang va trung thanh khach hang ttrgwrc vién
théng sau:

- Sr hai long @a khach hangasdung dch wi théng tin didong
tai Canada @a Ofir Turel, am 2004,ding trén &p chi Proceeding
of the Third International Conference on Moblie Biasss, 2004.

- Phan tich cft lvong dch w cam nhan cia khach hangisdung
dich w dién thaai tai Trung Quc dai luc.

- Duy tri khach hang, Long trung thanh khach haagSy hai
long khach hangisdung dch w vién thong didong ti Dirc.
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- Nghién ¢ru mé hinh long trung thanh khach hatég vai dich
vu théng tin didong tai Viét Nam.

- Nghién &u sr trung thanh ga khach hangtbi voi dich w
théng tin didong trén th truong thanh ph H5 Chi Minh.

- Panh gia s hai long khach handbi vai dich wi vién théng ta
sau @a Vién thong Hé.

1.2. Go s6 hinh thanh nghién aku.

Vinaphone |a rdt trong nlitng cdng ty chuyén cungdig dich wi
thong tin didong radoi sém nhét tai Viét Nam. Wi vi thé 1a mot
coéng ty dn dau caa nganh trén thtruong, &én nay, Vinaphone ah
danh nit vi tri & 1 aia minh. Trong & canh d6, muwn ton tai, phat
trién va Ry lai duoc vi thé cia minh trén thtruong thi coéng ty
Vinaphone phi xem xét hi cbng tac Dch wi khach hangdic biét la
van dé& cham séc khach hangio duoc quan tam bn nia. Thrc t
trong hat dong thi vin dé nay duoc thyc hién chra ©t va chra
chuyén nghiip nén niéc d6 thoa man éa khach hang khéng cao va t
|6 khach hangdi mang con ét cao. Xut phat tr thuc € nay da
cong ty, tac gi da clon va nghién ¢u dé tai: Nghién éu ar hai long
khach hangita mang Vinaphone trédia ban thanh ghba Nang.

1.3. Muc tiéu nghién dru.

Dé daptrng yéu éu nang cao c lvong dch wi mang va ring
luc canh tranh éa cong ty ang nhr dap tng Ht hon nhu éu cia
khéach hang, nghiénra chi tpng vao céc mic tiéu sau:

* X&c dinh cac nhandtva xay ang cac thangio dé lugng hoa
cac nhan & anh hrong dén ar hai long khach hangua mang
Vinaphone.

* Xay dung md hinh nghiéniw sr hai Iong khach hangitCéng
ty Vinaphone.
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* Nghién aru, phan tichdanh gia nec d6 anh hréng aia cac
nhan ¢ da duoc xacdinh trong nuc tiéu thr nhat dén mic do hai
long aia khach hang.

* Khao séat,danh gia nic do hai long @a khach hangtéi véi
dich wi cia mang Vinaphone.

* P& xuit mot sb giai phapdé nang cao ric d6 hai long @a
khach hang khiis dung dch w mang Vinaphone rdm giit chan
khach hang théng quaée ndng cao long trung thanhiec khach
hang, binton thi truong, gia ing  thué bao va gidihg loi nhuan

1.4. Plam vi, phwong phap vadéi tweng nghién aru.

Pham vi nghién atu tit ca cac khach hangrsdung dch w tra
truéc va th sau @a nha cung ap dich w vién théng didong
Vinaphone trémtia ban thanh ghba Ning.

Phwong phdp nghién @u cua luin van tuan thi quy trinh
lwong hoa g hai Iong khach hang théng qua 2 giein: nghién ¢u
dinh tinh vadinh lrgng.

Poi twong nghién aru 1& cac ca nhanptchrc da vadang s
dung dch w théng tin didong mang Vinaphoned thanh plb ba
Ning, khéng phan Bt la thué bao # truéc hay thué bao drsau,
mién |a thué badd haat dong trén mang hon 6 thang.

1.5. Nhirng dong gop m¥i cia nghién aru.

bay la @ s dé mo rong viéc nghién @¢u ar hai long khach
hangddi véi dich wi tra trudc haic tra sau @a trng VNPT inh riéng
biét, tir d6 cO the dé xuat cac chinh sach cho phamwai tinh hinh
hoat dong kinh doanh, mx tiéu kinh doanh vaic diém khach hang
trong inh. Ngoai ra, mé hinh con céttivgc sr dung dé nghién du
cho cac mng didong khac
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V6i mé hinh nay cé thlam tién dé cho viéc xay drng md hinh
nghién @u l6ng trung thanh khach haddi véi dich w théng tin di
dong tai Viét Nam

1.6. Y ngha thyc tién ciia nghién atu.

Két qua cua nghién ¢u nay la o s5 cho lanhdao Trung tam
Vinaphone 4i Pa Ning va VNPTDa Ning xacdinh thrc trang va
phurong hréng cii thién chit lugng dch wi mang didong Vinaphone.
bic biét, nghién ¢u da xacdinh cac nhandtanh hrong va nirc do
anh hrong aia trng nhand dén ar hai long khach hangirdé dva ra
mot sd giai phap nlim nang caos hai 16ng khach hangaa mang
Vinaphone 4i Ba Nang.

1.7. Gau trdc luan van.

Luan van dugc chia thanh 5 along:

Chuong 1: Tong quan & d tai nghién éu.

Chuong 2: Sr hai long khach hang va cac mé hinh nghiéa c
su hai Iong khach hang.

Churong 3: M6 hinh nghiénuw ar hai 1dng khach handdi voi
dich wi théng tin didéng.

Chuong 4: Két qua nghién gu.

Chuong 5: Cac Kin nghi va hréng nghién 6u tiép theo.

Chwong 2
SU HAI LONG KHACH HANG VA CAC MO HINH NGHIEN
CUU SU HAI LONG KHACH HANG

2.1. Gigi thiéu.

2.2. Oich vu thdng tin di dong.

2.2.1. Khai ngm dich wu.

Dich wi dugc hiéu la nhing thr trong tr nhr hang hoa ning vo
hinh, phi vt chit ma khi khach hang mua né, khach hangadhtté
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cam nhin chit luong théng qua cacéy t6 hitu hinh khac ch ban
than dch w khéng tlt duoc danh gia Bng 5 gidc quan théng
thuong.

2.2.2. Och w thdng tin didgng va caadac tinh aia no.

Dich w théng tin didong: sin ptam dich w thdng tin didong
can ban la sr két ndi théng tin gira haiddi tugng khach hang riéng
biét thdng qua cac thi bi ddu cubi.

Cacdic tinh @a dch w théng tin didong: coday du dic tinh
cua mdt dich wi théng throng nhr: Tinh vé hinh, Khéngdin kho, Lru
trir, Tinh dong thyi (qué trinh 8n xuit gin lién voi qua trinh tiéu
thy), Khdngdong nhit.

2.2.3. Clit lwong dich vu.

2.2.3.1. Khai nim vadc diém.

Viéc dinh ngha cHit lvong dch w khéng chi quan tong trong
viéc xay drng muc tiéu phat tén ma condinh hréng cho doanh
nghiép phéat huyduoc thé manh aia minh nét cach héu qui nhit.
Tuy c¢6 nhéu quandiém khac nhau & chit lwong dch wi nhung nhin
chung, cht luong dch w bao @m céac $u t sau: Tinh wot troi,
Tinh dic trung dia $in phim, Tinh cunging, Tinh thé m&n nhu
cau, Tinh o ra gié ti.

2.2.3.2. Cac nhamstquyét dinh chit lwong dich w.

Nam 1988, Parasuraman khai quéat 5 nitéinh hrong dén chit
lugng dch w, gom: (1) Sr tin cy, (2) Higu qui phuc w, (3) Sr hiru
hinh, (4) & dam bao, (5) Sr cam thong.

Nam 1990, Johnston va Silvesitadua ra Kt luan vé cac yu t
anh hrong dén chit luong dch wi, bao @m: (1) Sr an @n, (2) St
chim séc, (3) § cam Kt, (4) Sr hitu ich, (5) & hoan Ho.
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Nam 1990, trong cac nghiéntie V& chit lwong dch w,
Gronroosda dua ra 6 nhandtanh hrong dén chit lugng dch wi, do
la: (1) Tinh chuyén ng8p, (2) Phong cach pis vu an dén, (3) Tinh
thuan tién, (4) Srtin cy, (5) Sr tin nhiém va (6) Kh nang gii quyét
khiu kien.

Pén ram 2001, Sureshchanddra ra 5 nhandtanh hrong dén
chit luong dch wi, bao gm: (1) Yéu t dich w cdt 18i, (2) Yéu t
con ngrdi, (3) Yéu t6 ky thuat, (4) Yéu t hiru hinh, (5) Y¥u t cong
ddng

2.2.3.3. Mi quan I giira chit ligng dch w va s¢ hai long
khach hang.

Cronin & Taylor (1992)4 kiém dinh mbi quan nay va & luan
rang aam nhin chit lugng dch w din d&n sr théa man aa khach
hang. Cac nghiénio da Kt luan ring cHit lwong dch wi 1A tién dé
cua sr théa man (Cronin & Taylor,1992; Spreng & Mackoy, 1996)
va la nhand chi yéu anh hrong dén sr théa man (Ruyter, Bloemer,
Peeters, 1997). Tuy nhién, bémi nmbi quan i& thuan chiéu cho
rang chit luong dch wi 14 @ sd cho s hai 1ong khach hang thi con
ton tai nhiéu diém khac bt gitta cHit luong dch wi va sr hai long
khach hang (Oliver, 1993).

2.2.3.4.Panh gia chit lirong dich w thong tin didéng.

Dya trén 09 tiéu chit@m #&p doan Bru chinh VEn théng Vit
Nam: Ti 1é cudc goi duogc thiét 1ap thanh cong, Mé cudc goi bi rat,
Chat luong thai, Po chinh x&c ghiesc (Ti 1é cudc goi bi ghi arge
sai, Ti Ié thoi gian dam thai bi ghi argc sai), T 1€ cudc goi bi tinh
cuéc, lap hoadon sai, Do kha dung aia dch wi, Khiéu mai cia khach
hang & chit luong dch w, Hi am khiéu mi cua khach hang, Bh
vu hd tro khach hang.
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Chit lvgng hait dong vién théng néi chung va théng tin dibng
néi riéng tirdc day duoc hiéu don gian bao ém hai khia enh: chit
lwong dch w va chit lvgng phuc w.

2.3. Sr hai long khach hang.

2.3.1. Ly thuyt vé s hai long khach hang.

Hai long khach hang 1a ithg cam nhan aia khach hangdvcdng
ty khi ho dat dugc haic vugt qua nlirng gia ti ma kb mongdoi khi
mua hdc ar dung sin phim haic dich w caa cdng ty. Nitng trang
thai nay & dan dén long trung thanhi@ khach hang va taap lai
hanh vi mua handbi véi san prim haic dich w ciia cdng tydo

2.3.2. Muc tiéu varng dung viéc nghién eru s hai Iong khach
hang.

Thi nhit, xacdinh cac yu t (bién) c6 tadcdong dén nhin thac
chit luong hay & hai 16ng @a khach hang.

The hai, krong héa tong $ hay mirc d6 quan tong aia mbi yéu
t6 trong trong quan i cac yéu t khac.

Thi ba, xacdinh mrc d6 hai long #i thoi diém nghién ¢u cia
khach hang.

Thir tr, so sdnkdanh gi4 éa khach hang trénrhg ti€u chi i
dbi thu canh tranh hay &i chinh minh trong qué kh

Tha nam, leong hoa mi lién hé giira mrc do hai long 6i cac

dai lugng tiép thi khac nlr 1ong trung thanh, doanh thu khach hang,

chi phi chorng khach hanggi nhuan tr mbi khach hang, v.v...
Thir s&u, so sanhia tric s hai long, nirc do hai long va tadong

cua gr hai 1ong gira cdc nhém khach hang khac nhaa cong ty.
2.3.3. Cac nhand dnh hudng dén s hai long khach hang.
2.3.3.1. Cht luwong dich w.
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Chét lvong dch wi [a mic d6 ma ndt dich wi daping dugc nhu
ciu va s mong doi cua khach hang (Lewis & Mitchell, 1990;
Asubonteng & ctg, 1996; Wisniewski & Donnelly, 1996
Edvardsson, Thomsson & Ovretveit (1994) cigrchit lwong dch
vu la dch w dapung dugc ar mongdoi cia khach hang va lam tho
man nhu éu cia ho.

2.3.3.2. Gia é dich w.

Gia ¢ phu thudc vao nhtu yéu t nhe chit lugng sin phim/
dich w, uy tin throng hiéu, cac dch w kém theo nh chiét khiu
thanh toan, & hanh, v.v.... Xu téng tiéu dung trong th dai hién
nay, khach hang cé khuynhréng sin sang chi & cho @n pham/
dich wi ma h mua Wi mét miac gia cao u nédaping Ht nhu éu
cua khach hang. Vidy, gid @ ciing c6 ndt phin anh hrong nhit
dinh dén ar thoa man.

2.3.3.3. Tlrong higu.

Thuong higu la khai ném ludndi lién voi nhiing gia ti vo hinh
trong tém thirc ngroi tiéu dang.Pay 1a nhand quan topng va cé tac
dong tnrc tiép dén sy hai long khach handpong thyi N6 ding ¢ noi
quan & dong bén d6i véi sy hai longddi véi mot sin ptim hay
thuong hiéu naodé. Trong thh wrc théng tin didong, throng hiéu la
nhan 6 du tién quyt dinh viéc khach hang e lya viéc chon mang
nao va hinh tc sr dung khi clon dich wi cia mang doé.

2.3.3.4. Khuyn mai quing céo.

Déi véi thi truong théng tin didong hign nay, khi ma mc do
canh tranh giia cAc mng ngay cangimg thing va qugt liét thi
chuong trinh khugn mai chinh 1a §u t tao nén g khac bét vé
phueong thrc chim séc va tri an khach hangaccac nha emg. Déi
véi loai hinh dch w dac thu nhr thdng tin didong cung i dac
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diém cia th truong va khach hang ¥i Nam hén nay thi Khugn
mai quing c&o c6 tadong rat manhdén sr hai long khach hang
2.3.3.5. Och w gia ting.

Dich wi gia ting chinh la rt trong cac yu t dé phan bét dich
vu cia cac nha cungip trén th truong. Cung kinh doanh éh nganh
dich w nhung doanh nglép nao cung 4p dugc nhiu dich w gia
taing dic trung di kém hon thi doanh ngkép d6 thu hatduoc nhiu ar
quan tdm bn aia khach hang vaédtao ra s hai 1ong @a khach
hang flon.

2.3.3.6. & thugn tién.

Sy thuan tién trong nganh kinh doanhah w rit quan tong, nd
khéng chi chi prbi viéc khach hangép cin dich wi ma con th hién
& viéc khach hangisdung dch wi 4y nhr thé ndo. Cung raoi tai
mot thoi diém, ching han, nhing doanh nglép naodua dch w tiép
can v6i khach hang it cach @ dang fon thi & Iay Iong khach hang
hon. Haic la cling la sth w d6 nhrng c6 doanh ngp dat tén &
nhé hon, thao tac® dung  dang fen, phrong thrc thanh toarda
dang va lyp ly hon thidugc khach hang yéu thickvh va & dang #o
ra sr hai long cho khach hangh.

2.3.3.7. W tro khach hang.

Khi chit luong dch w caa cac doanh ngép cung ép trén th
truong d& la nhr nhau thi éch w khach hang chinh lau thé canh
tranh trén thtruong. Dich w khach hang baodgn hé théng 1 trg
khach hang va quy trintbtirg khach hang & khiéu nai, khiéu kién.
Hb tro khach hangdt khién khach hang yén tand slung dch w, tin
teéng vao nha cungip dich w va nang cao it d6 thaa man @a
khach hang.
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2.3.4.Do lwong s hai long khach hang.

2.3.4.1.Pinh ngha.

Do ludng ar hai 16ng khach hang la qua trininig cach thu thp
céac thong tin cé giaitva tin dy vé sy danh gia éa khach hang b
qua thuc hién caa mbt t6 chic.

2.3.4.2. Cachio mic do hai long.

C6 3 phrong phapdo lwong nhr sau:

Phrong phap 1bit ra nhom tong tam.

Phrong phap 2: Tn hanh céc dic khao sat nic do hai long.

Phrong phép 3: Thc hién theong xuyén

2.3.5. ¥ hai long khéach hang trong thh vec théng tin di
dong.

2.3.5.1.Pjnh ngha.

Su hai Iong khach hang trongnh wrc théng tin didong duoc
hiéu & phin tng aia ngroi tiéu dung dch vu thdng tin didong khi so
sanh Kt qua tiéu dung ¢ch wi v6i nhitng mongdoi cua hy vé dich wi
cia mbt nha cung &p naodo.

2.3.5.2.Pgc diém khach hang vaigc diém th triong nganh
théng tin didong.

*Pic diém khach hang:

- S5 lwong khach hangisdung dch wi ngay cangang.

- Nhu du sr dung dch wi cia khach hangit da cing va phong phu.

- Hoat dong mua bén i@ khach hang trén ithraong khong b
gi6i han boi yéu t6 khdng gian va thi gian.

- Mirc @6 tiéu dung c6s chénh éch gira cdc nhom khach hang.

- Nhu du sr dung dch w cia khach hang luén cé tintdng
nhit.

*Pic diém thi truong:



13

-Thi trudong Pa Ning @p trung chi yéu & khu we mdi thanh,
chiém khaing 20% dén tich thanh pé nheng chém hon 70% dan
cu, lai tap trungdiy du tat ca cAc nha cungip dich w vién théng
trén th truong Viét Nam nén mic do canh tranh gira cac mng ¢ day
rat cao.

- Mat khac,Pa Ning hi 1a vang kinh & x& hi trong diém aia
mién trung nhr tap trung cac khu céng ndim, cac toong dai
hoc,...nén thu hat @t lwong I6n dan @ & cac ving khadén lam
viéc, hoc tap,...nén véc thu hat tgng khach hang nayiing dong
mot vai trd quan tng trong véc phat trén thué bao va phét sinh
doanh thu.

2.3.5.3. Cac nhanstanh heéng d@én s hai long khach hang
trong linh w.c théng tin didéng.

Déi véi mot doanh nghip kinh doanh @th wi théng tin didong
nhe Vinaphone thi c64t nhidu nhan 6 tac dong dén sr hai long
khach hang & muc do tac dong rat khac nhau. Tuy nhién, trong
pham vi nghién ¢u, tac gi chi lva cton mdt sd nhan é ma theo tac
gia la quan tong va i troi phu hyp véi tinh hinh thee & kinh doanh
va th truong vién thdng trong giadioan nghién é¢u. Cac nhandtdé
la: (1) CHit lvong dch w, (2) Gia @ dich w, (3) Danh tng, throng
hiéu, (4) Khuyn mai quing céo, (5) [xh w gia &ing, (6) H tro
khach hang, (7)ythuan tién.

2.3.5.4. Mt s tiéu chi nldn biét s hai 1ong khach hang trong
linh wec théng tin didéng.

Théng qua 5 tiéu chi mhsau: (1) $n lvong ($ lwong thué bao
tra tredc va th sau tréndia ban nghiéntwa, (2) Doanh thu, (3) Th
phan, (4) NHing khiéu nai, phan nan @a khach hang, (5)&luong
thué bao i mang

POI VOI DICH VU THONG TIN DI PONG.

3.1. Gigi thiéu.
3.2. Tinh hinh hat déng aia cbng ty Vinaphone trén th
trwong Pa Nang va ar cin thiét phai nghién aru mé hinh ar hai
long khach hang déi véi dich wa théng tin di déng mang
Vinaphone.
3.2.1. Tinh hinh hat déng aia cédng ty Vinaphone trén th
trwong Pa Néng.
Bang 3.1. Kt qua haat dong kinh doanhiga Vinaphone
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Chuwong 3
MO HINH NGHIEN C UU SU HAI LONG KHACH HANG

Dba Ning qua caciam .

Chitieu | BPVT | Nam2007| Nm2008 | Nim 2009 | 1-6/2010
San lwgng | Thué bag  3.500 1.355.028| 1.835.866  1.464.51
Doanh thu| Ty ddng 994 1.553 2.346,15 976
Thi phin | % 18 21 20 21
Phan &nh | Thué bap 254 468 640 360
Khiéu nai |Thué bag 920 1.222 1.538 936
Roi mang | % 10 10,5 11,2 12

Nguon: Phong Kinh doanh&p thi - Trung tam Gch w Vién
théng khu wc 1l

3.2.2. S can thiét cia nghién aru va mo hinh ka chpn
nghién a#u s hai 1ong khach hangdséi véi dich w théng tin di
déng mgng Vinaphone.

3.2.2.1. % can thiét cia nghién ¢u.

-Tim kiém nguyé&n nhani@ viéc roi bo mang aia khach hang va
giam doanh thu phét sinh binh quan trégt thué bao, nghiénic hi
vong tim héu khach hang cé hai long hay khéng kinidgng dch w
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mang Vinaphone thdng quaéd xac dinh dugc nhan & nao anh
huong, nhand nao khénginh hrong va nirc d6 anh hréng aia tirng
nhan & dén ar hai long @a khach hang khiisdung dch wi di dong
mang Vinaphonedi Da Ning.

3.2.2.2. lya clon md hinh nghiénia.
Md hinh nghién &u sr hai long khach hangdi véi dich w
thong tin didong cHu anh hrong aia 7 nhang:

Chat lwgng dich va Sw hai long Khuyén mai quing

Gia ca dich vu caa khach Dich vu gia tang

hang (SI)

Thwong hi¢u Dich vu khach hang

3.3. Qui trinh nghién atu.

Gom 12 hréc:

Budc 1: G 5 ly thuyét v& s hai long khach hang

Budc 2: Xacdinh cac nhandttac dong dén ar hai long khach
hang

Budc 3: Xay drng mé hinh nghiénu sr hai long khach hang
dbi véi dich w thong tin didong

Buéc 4: Xay drng thangio nhap

Buéc 5: Nghién @¢u s bo

Budc 6: Thangio chinh thic

Budc 7: Nghién @¢u dinh legng (n= 320)

Budc 8: Cronbach’s Alphabfanh giado tin ciy céc thangio va
loai bién khdng phu bp)

Bugc 9: Phan tich nham (kiém tra nhané trich va plrong sai
trich)

Buagc 10: Thangio hoan cinh
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Bugc 11: Phan tichdi quy tuyén tinh ki

Bugc 12: Trinh bay & qua

3.4. Thiét ké nghién aiu.

3.4.1. Nghién éu dinh tinh.

3.4.1.1. Tho lugn nhém.

Nhom thio luan 10 naroi voi do tudi tir 25 dén 35. Nghién 6u
nay dungdé didu chinh va 1 sung thangio chit lwong dch w
SERVQUAL sao cho phudp wi dich wi théng tin didong. Cac cau
hoi trong dan bai to luan nhém @m trong pn phs luc 1.1 va Kt
qua thao luan nhém Am trong ph lyc 1.2

3.4.1.2. Plrong phép chuyén gia.

Céc chuyén gia la caarting trung tdm gth w 18001091, 9191,
Iphone, trung tam éim séc khach hang, phong ¥ khiéu nai, trung
tam dao wo nghiép wu va phong kinh doanhép thi tham giadong
gop vy kén cho ting cau bi vira dugc hinh thanh trong pin thio
luan nhém. Cac y Kn dong gop xay dng duoc tiép thu & hoan
chinh théng tin va ing cau Bbi trudc khi xay drng phéu diéu tra

3.4.1.3. Thit ké bang cau lai khdo sét.

Gom hai ptn nhr sau:

Phin | caa hing cau bi [a mot sb thdng tin ca nhanua khach
hangduoc phong vin va céc théng tidé phan lai ddi tuong ptong
van.

PHin Il cia king cau Bi duoc thiét ké dé thu thip sr danh gia aa
khach hangdi voi cac nhand tacdong dén sr thoa man éa khach hang.

3.4.1.4. Xay dng thangdo.

Thang do ar hai long khach hangiéi véi dich w mang
Vinaphoneduoc xay drng ¢dm 30 bén quan séat. Trondd, (1) thanh
phan chit lugng dch wi gdm 04 bén quan sat, (2) thanh pgia @



17

dich w gdm 05 bén quan sét, (3) thanh @ throng hiéu gdm 03
bién quan sét, (4) thanh @ khuyén mai qung cdo §m 04 bién, (5)
thanh pén dich w gia ting gdm 03 bén quan sat, (6) thanh jm hj
trg khach hang @m 05 bén quan sat, (7) thanh jh Sy thuan tién
gom 03 bén quan sat, (8) thanh @i hai long chung @n 03 bén
guan sét.

3.4.2. Nghién ¢u chinh thic.

3.4.2.1. Miu nghién ¢u.

Déi tuong khio séat 1a cac ca nharg thrc (sauday goi tit 1a
khach hang) céisdung dch w théng tin didong mang Vinaphone
tréndia ban Thanh ghba Ning, bao §m ci khach hang #r truéc,
khach hang # sauda sr dung dch w mang Vinaphone khing tr 6
thang té 1én.

Phrong phapdiéu tra d@ia nméu dra trén K thong dai ly kinh
doanh dch w da mang tréndia ban thanh ghba Ning

3.4.2.2. Thu thp dz liéu.

Trong qua trinh thu @p di liéu, trong tr nhe khi phong van
dinh tinh, tadc khi phat Bng cau i, cac plong van vién plbng van
so b va it bo nhitng déi twong khéngda tiéu chidn caa phong van
sau. Mic dich aia hrgc nay |a thu thp va tng hop théng tin & cip
trong cau ti 16i cua nhing ngroi duoc tham gia pbng van, nhing
thdng tin nay la d li¢u oo so dung cho phén tich nghiégwcsau nay.
Dir lidu duwoc hiéu chinh trong va sau qua trinh g Van treéc khi
dua vao xr ly va phan tich.

3.4.2.3. Plrong phap phan tichliéu.

CAc dr lidu sau khi thu thp € duoc lam ach va xr ly bang
phin mém SPSS 15.0. Kt s pheong phéap phan tictiuoc ar dung
trong nghién ¢u nhr sau:
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Bugc 1: Lap bang én .

Budéc 2: Cronbach Alpha.

Bugc 3: Phan tich nhard tkhAm pha EFA (Exploratory Factor
Analysis).

Budc 4: Xay drng phrong trinh Bi quy.

3.4.3. Cac thanglo va ma héa thanglo

-Thangdo Vé chit lvong mang.

-Thangdo \é gia c dich w

-Thangdo \é thuong hiéu

-Thangdo W& quang cao khugn mai

-Thangdo \¢ dich w gia ting

-Thangdo & hé trg khach hang

-Thangdo Vé s thuan tién

-Thangdo \é s hai Id6ng chung

Chwong 4
KET QUA NGHIEN CUU

4.1. Gigi thi gu.

4.2. M6 ta phwong phéap thu thap théng tin va o mau.

M6 hinh nghién @u cé $ bién quan séat 1a 30 v& smiu tham
gia phng vin n = 350. Bng $ bang cau bi duoc phét ra la 350
bang, thu \& |a 336 lng (ti 1¢ 96%). Trong & 336 king thu \é c6 16
bang khong lp I¢ do ki thiéu théng tin. Kt qua la 320 tng cau bi
hop 1¢é dugc ar dung lam dr liéu cho nghiéneu (ti 1¢ 91,43%)

4.3. Két qua théng ké mo &.

4.4.Panh gia thangdo bing hé sb tin cay Cronbach Alpha.

4.4.1.panh gia cac thangfo thugc nhan © chit luweng dich v
bang h¢ si tin cd@y Cronbach Alpha.
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Qua trinh phan tich Cronbach Alpha cho céac thkemghr sau:

Déi véi thanh plan Chit lvgng mang, ¢ sb Cronbach Alpha va
hé s twong quan bin tdng dapung yéu au phan tich ngay trongn
phan tichdau tién. \Ay, thanh pan CHit lugng mang gom 04 bén:
CLO1, CLO2, CL03, CLO0A4.

Déi véi thanh plan Gia ardc dich wy, trong bn phan tich th 2,
hé sb Cronbach Alpha vaéhsb twong quan bin ting dap tng yéu
cdu phan tich. Thanh gh Gi4a ar6c dich w gdm 4 bén: GCO02,
GC03, GC04, GCO05

Déi véi thanh pln Theong higu, ke sb Cronbach Alpha vagsd
trong quan kin tong dapung yéu au phan tich ngay trongn phan
tich dau tién. Ay, thanh pAn Thuong hiéu gdom 03 bén: THO1,
THO2, THO3.

Déi véi thanh plin Khuyén mai quing cdo, trongdn phan tich
lan 2, & sb Cronbach Alpha > 0.6 v&s) tuong quan kin tbng >
0.3 néndap ting yéu éu phan tich. Thanh ph Khuyén méai qung
c4o @m 2 bén: KM01 va KM02.

Déi véi thanh pln Gia ti gia ting, k¢ sd Cronbach Alpha vac
sb twong quan Win tng dap tng yéu éu phan tich ngay trongin
phan tichdau tién. Ay, thanh phn Gia ti gia ing ¢om 03 bén:
GTO01, GT02, GTO3.

Déi vai thanh pln Sy thuan tién, ke sd Cronbach Alpha vaéh
so twong quan kin tong dap tng yéu éu phan tich ngay trongn
phan tichdau tién. \ay, thanh phn Gia ti gia ing gm 03 bén:
TTO1, TTO2, TTO3.

Déi v6i thanh plan H3 tro khach hang, qisd Cronbach Alpha
va k¢ b twong quan bin tong daptng yéu du phan tich ngay trong
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lAn phan tichdau tién. Ay, thanh phAn H3 tro khach hang @mn 05
bién: KHO1, KHO02, KHO3, KHO04, KHOS5.

4.4.2.Panh gia cac thangdo thugc nhan ¥ Mdc dp hai long
chung hing hé s tin cgy Cronbach Alpha.

Déi véi thanh pln Sy hai long, I¢ 6 Cronbach Alpha vahsd
trong quan kin tong dapung yéu au phan tich ngay trongn phan
tich diu tién. \Ay, thanh phn Sr hai long ém 03 bén: HLO1,
HLO2, HLO3.

4.5. Panh gia thang do bing phan tich nhan 6 kham pha
(EFA).

4.5.1.Panh gia cac thangfo thugc nhan % chit lupng dich wu.

Thuc hién phan tich EFA chadhg thé 24 bén cia cac thangio
thuoc nhan é chit lvong dch wi. Qua 2 4n phan tich, tac gida loai
di 2 bién khdngdam bao yéu éu va sau qua trinh &in tra, tac gi da
loai thém 2 bén nira. VAy, cin ar vao qua trinh EFA, c6 éhdat tén
cac thanh pin d& nhém gp nhr sau:

- Thanh phn Chit luong mang ¢om: CL0O2. CLO3, CL0O4

- Thanh phn HS trg khach hang @m: HKO1, HK02, HK3,
HKO05

- Thanh p#n Sy thuan tién gom: TTO1, TT02, TTO3

- Thanh phn Gia & dich w gdbm: GC02, GC03, GC04

- Thanh phn Gié ti gia ing gom: GT01, GT02, GT03

- Thanh phn Throng hiu va khugn mai ¢m: TKO01, TKO02,
TKO3, TKO4

4.5.2.Panh gia cac thangdo thugc nhan ¥ Mdc dp hai long
chung.

Thangdo mtc d6 hai ldng chung @m 03 bén HLO1, HLO2,
HLO3. Két qua phan tich nharbtcho Kt qua: Hé s KMO = 0.660 >
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0.5, & 85 Communalities €a nhan & cac nhan& > 0.5, cac & sb
Eigenvalue 3 tam bio yéu éu cia phan tich nharbt cac tong $
cia h¢ 5 tai nhan 6 trong ma tin xoay nhan& déu > 0.5 nén tho
man yéu 8u aia phan tich nhardt

4.6. M6 hinh higu chinh.

Chét lweng dich va . Sw thuan tién
Sy hai fong v thugn ¢

Gia ca dich vu cua khach Dich vu gia ting

Thwong hiéu & TEEED

Khuy én mai

4.7. Phan tich Bi qui da bién.

4.7.1. Xem xét ma @n twong quan giza cac nhan é.

4.7.2. Phan tich Ki qui.

4.7.2.1. Thng ké mdd cac bén hi qui.

4.7.2.2. M6 hinh éi qui.

Qua badn hoi qui, ¢ sb Sig aia md hinhdat gia ti bing 0dam
bao cho mé hinh ¢c6 y n@h, va & sb Sig aia cac nhanitdoc lap déu
dat ¢ gia tii nho hon mic y nghia Alpha néntam bao yéu éu. Vay,
mo hinh i qui sau cung §m 04 bén trongdé c6 01 bén doc lap va
03 bién phy thuc trong tng Wi cac gia ti hdi qui nhr sau: CLM =
0.208, TKM = 0.256 va GTM = 0.157

M6 hinh Kbi qui dugc viét lai nhu sau:

HLM =1.364 + 0.208 * CLM + 0.256 * TKM + 0.157 * TV

4.7.3. Kém dinh mé hinh hi qui bgi.

4.7.3.1. Hén trong da cing tuyen.

Dé phat hén hién twong da dng tuyén, tac gi dwa vao & sb
phongdai phuong sai VIF. H sd VIF rat nho (<10) cho thy cac bén
doc lap nay khéng c6 quarékchat ché voi nhau nén khéng co én

Hb tr ¢ khach hang
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trongda dng tuyén xay ra. Dodd mbi quan & giira cac bin doc lap
khénganh hrongdang K dén két qua giai thich axa md hinh Bi qui
4.7.3.2. Kémdinh ds phu lwp cia mé hinh.

Tir bang ta thy tri thong ké Fdugc tinh i R binh plrong dia
md hinh Wi mic y ngha quan satat nho (sig=0.000) cho tiy mo
hinh Ibi qui tuyén tinh Bi ph hyp voi tap dit liéu va co th sir dung.

Hé sb R binh plrong hiéu chinh king 0.205 ngta l1a md hinh
hdi qui tuyén tinh i da xay drng phu lop voi tap di lidu 1a 20.5%.
Noi cach khéac, khimg 20.5 % mic d6 hai Iong quan sat cé&kduoc
giai thich i sy khac bét caa 03 thanh pin: Chit lugng dch wy,
Gia ti gia ting, Khuyén méi va Throng higu.

Kiém tra phan du cho thiy phan pBi phan dr xdp xi chuin Voi
trung binh Mean = 0 v& léch chiin Std. Deviation = 0.995 {p xi
bang 1) dod6 c6 tié két luan ring gi thiét phan plbi chuin khong b
vi pham khi sr dung phrong phap Bi qui boi.

4.7.3.3. KEmdinh giz thiét.

Vay, md hinh nghiéntw sau clngdn tai ba gi thiét. D6 la:

Gia thiét H1: Thanh pAn Chit lugng mang dugc khach hang
danh gia cang cao thirghoa man @éa khach hang cang cao vamg
lai. Hay néi cach khac, thanh fhchit lvong mang va & hai long
khach hang c6 quaré leiing chiu. .

Gia thiét H2: Thanh phn Khuyén mai va tlvong higu dugc
khach hangtanh gia cang cao thirshca mén @a khach hang cang
cao va ngoc lai. Hay néi cach khac, thanh fh Khuyén mai va
thuong hiéu va Sr hai 16ng khach hang c6 quaé ¢ting chiu.

Gia thiét H3: Thanh phn Gia ti gia ting duoc khach hanganh
gia cang cao thiusthoa man d¢a khach hang cang cao vaung
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lai.Hay noi cach khéac, thanh jh Gia ti gia ting va % hai long
khach hang c6 quarg leting chéu.

4.7.3.4. Hén twong tr trong quan.

Trong nghién @u nay, tac di st dung phrong phép thng ké
Durbin — Watson. ¥i ¢ mau n = 320, i 3 bac tr do, tra Ang Iét

gua Durbin — Watson & n = 320, k = 3 ta c6 dL = 1.80408, dU =

1.82922. Ta c6: dU = 1.82922 <d =2.079 <4 — 4. =1.80408 =
2.19592 nén c6 thkét luan md hinh khéngdn tai hién tuong tr
twrong quan.

4.7.3.5. Plrong sai khéngiong nhit.

Dé kiém dinh mé hinh c6dn tai hién twong phrong sai khéng
dong nHit hay khéng tac gisir dung kiém dinh White ing phin
mém EVIEW dé kiém dinh. Két qua nhu sau:

Ta thiy hé sb Probability trong dm dinh White > 0.05 ciing ©
mo hinh khéngdn tai hién twong phrong sai khéngténg nhit.

Bang 4.19. Bng thdng ké gia trkiém dinh White.

White Heteroskedasticity Test:

F-statistic 1.327961 Probability 0.221398
Obs*R-squared ~11.87919 _ Probability  0.220206

4.8. Tém tit chwong 4.
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Chwong 5
KET LUAN VA MOT SO KI EN NGHI

5.1. Két luén.

Vé6i muc tiéu nkn dang cac $u t6 anh hrong dén ar hai long
khach hang va xatinh mic d¢ anh hrong aia cac $u t6 dén sy hai
long khach hangdi véi dich w thdng tin didong mang Vinaphone,
két qua nghién &u cho thy c6 03 yu t) do 1a: CHit lvong dch w,
Gi4 ti gia ting va Throng hiéu va khugn mai. Tuy cac §u td nay
céanh hrongdén ar hai 16ng khach hang ohg pHin cim nhan danh
gia aia khach hang khéng cao. Nhin chunggcnrianh gia chra 6t so
véi thangdo 5 mirc do.

5.2. Mgt sb giai phap nham nang cao mic d9 hai long.

5.2.1. Nhém gii phap thujc nhan  chit lweng mang.

- Qui haach li vung phi séng fwp i theo qui hach vung dane
va chinh trangdé thi caa thanh pb.

- Trién khai kp dit va dua vao hat dong cac éng dai két noi
MSC va BSGdé chong ngten.

- Hoan thén nhanh nting dr &n phi séng in-buildingdang d
dang va tén khai thém cacwlan noi trong cac tda nha cadrig.

- Xay drng caaddi ung aru khin cip chuyén nglép va héu qua dé
khic phuc ar 6b trongdiéu kién khic nghét nher thién tai, baod, ...

- B&o dryng dinh ki va ludn nangap, mo rong pham vi va ém
anh hréng aia mang 3G.

5.2.2. Nhém gii phap thupc nhan % Thwong hiéu khuyén
mai.

- Cha tong trong cdng tac xayuthg throng hiéu nhr: xay drng
logo mang, ddng phuc nhan vién, Ku dang, riu méa, bao bii@ cac
bo kit, cacan phim in 4n quang céo,...
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- Bay manh c6ng tac ging ba tlrong hiu: quang céo trén céac
phuong tién théng tindai ching, cac kénh tréy théng, & chac cac
events, Vinaphone-tour,taiotrcac clwrong trinh € hoi,...mangdam
ban sic van hda Vinaphone.

-Thiét ké cac clrong trinh khugn maida ding, hyp ly va thu
hat khach hang.

-Chuong trinh lién Kt gitta nha mng va nhaan xuit may, K ca
dong may cao4p hay dong may binh daté dap ung ©t hon nhu
ciu aia khach hang. Céac ebing trinh khugn mai trong chong
trinh hyp tac nay & tao ra ndt lugng kn khach hangn bo 1au dai
v6i mang, tr d6 & dang ciim s6c nhémidi tugng khach hang nay
va cE tao ra & hai long va trung thanhia khach hangai nha mang.

5.2.3. Nhém gii phap thujc nhan ¥ Gia trj gia ting.

- Pa chng hoa céc lg hinh gia ing V¥ s5 lugng va kfi nang
thichang wi thiét bi dau cwi va kha nang phu kyp v6i nhidu nhom
d6i tugng khach hang.

- Tap trung chil y & mat chit luong ding nhr ni dung dia cac
dich w gia ting cung ép.

- Tién phong trong ¢ radoi vaung ding cac tinh #ing msi va
sang 40 cia cac dch w gia ting moi nham thu hat nat lvong khach
hang tém ning dén véi mang.

5.3. Kién nghi.

Nhim nang caowshai long @a khach hangdvdich w théng tin
di dong aia mang Vinaphone trédia ban thanh ghba Ning ding
nhu trong plam vi toan qiée, kinhdé nghi:

- Cho phép thanhap kénh pkn hdi thdng tin tr phia khach
hang nét cich riéng L.
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- Xay drng mbt chuin vé thangdo ar hai Iong khach handé
hudng khach hang arloi vé cam nhin suy ngh caa hy ddi véi dich
vy mang.

- Xay ding chdn myc vé chim séc khach handbii véi nhan
vién chim séc khach hangue tiép va gian &p.

- Xay drng phéu danh gia ¢ chit lugng dch w va chim séc
khach hangté thu thip thong tin tr nhitng khach hangdén giao dch
tryc tiép

5.4. Nhirng han ché va huéng nghién atu tiép theo.

Thir nhit 14 nghién @u thyc hién d6i véi cac khach hangus
dung dch w mang Vinaphoned Da Ning nén k# ning tng quat
héa chra cao. Kl ning tHng quat hdadscao lon néu nghién ¢u nay
dugc 1ap lai tai mot s5 thanh plb khac @a Viét Nam. bay 1a not
hudng cho cac nghiénw tiép theo.

Thtr hai, nghién éu chon mau theo plrong phap than tién (l1a
mot trong nhiing phrong phap chn mau phi xac séit) nén tinhdai
dién con thp, kh ning ©ng quat héa chaam déng chra cao.
Nghién @ tiép theo nén abn mau theo plrong phap phaning (la
mot trong ntitng phrong phap chn miu theo xac sit) nhr vay 3
khai quéat héa véat hiéu qua théng ké nhéu hon.

Th ba, nghién €u ch danh gia thangio king phrong phéap A
s6 Cronbach Alpha va plwng phép phan tichéy t6 kham pha EFA
va kiém dinh mé hinh ly thugt bing phan tich & quy tuyén tinh
boi. Bé do lrong thangdo va kém dinh md hinh ly thugt tét hon,
cac plrong phap phan tich & dai can duoc sr dung nhr tng ding
mo hinh @u trac tuyn tinh SEM.



