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TOM TAT:

Bai bdo nhim muc dich x4c dinh cdc y&u t6 4nh hudng dén chat lugng dich vu Internet clia
Cong ty C6 phan Vién thong FPT tai tinh Thira Thién Hu€. Bai bdo dua trén khio sit 140 khach
hang dugc lva chon theo phuong phdp chon mau thuin tién. Phuong phép phan tich do tin cay
Cronbach’s Alpha, phan tich nhan t6 kham pha EFA va phan tich hdi quy dudc 4p dung dé xtt 1y s6

lieu. K&t qua cho thay, c6 5 yé&u t6 tic dong d&n chat lugng dich vu Internet, bao gom: (1) su ddp
ting, (2) phuong tién hitu hinh, (3) sy tin cdy, (4) su ddm bdo, (5) su ddng cam.
Tir khéa: chit lugng dich vu internet, Cong ty C8 phan Vién thong FPT, Thira Thién Hué.

1. Dit van dé

Trong thdi ky hién dai, Internet dd trd thanh
mdt phin thi€t y&u trong cudc sdng con ngudi.
Cung v6i st gia ting vé nhu cAu st dung Internet,
thi trudng dich vu vién thdng dang chiu sy canh
tranh ngay cang gay git véi nhiéu thuong hiéu ndi
bat nhu VNPT, Viettel, EVN Telecom,... D€ t6n
tai va phdt tri€n, cdc doanh nghiép phai khong
ngiing tap trung ning cao chat lugng dich vu cta
minh d€ thu hdt va giit chan khdch hang. Cong ty
CS phin Vién thong FPT, chi nhianh Hu€ ciing
khong nim ngoai ngoai 1& d6. Viéc x4c dinh cdc
y&u t& dnh hudng dén chat lugng dich vu Internet
12 nhiém vu tién quyé&t d€ doanh nghiép dua ra
nhitng chinh sdch phit hgp nhim lam théa man
khach hang hon, tir d6 ning cao vi thé clia minh
trén thi trudng.
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Do vay, bai viét nghién citu “Cédc y€u td adnh
huéng dén chat lugng dich vu Internet cia Cong
ty C6 phan vién thong FPT tai Thira Thién Hué&”
nhim x4c dinh cdc y€u t6 4nh hudng dén chat
lugng dich vu Internet tai Thira Thién Hué.

2. Téng quan vé co sé 1y thuyé&t va mé hinh
nghién ciu

2.1. Tong quan vé co'sé ly thuyét

Theo Parasuraman va cdng su (1988), chat
lugng dich vu 1a khodng cdch giita sy mong dgi vé
dich vu va nhan thic ctia khach hang khi s dung
dich vu. M6 hinh nghién cttu vé chi't lugng dich
vu dugce st dung phS bién 12 mo6 hinh Servqual,
day la md hinh 5 khoang cdch gitra ky vong va
cdm nhan thuc t€ ca khdch hang vé chat lugng
dich vu ctia Parasuraman va cong sy. M6 hinh nay
bao gdém 5 thanh phan:
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1) Sy tin cdy (reliability): thé hién kha ning
thuc hién dich vu pht hgp va ding han ngay
1an dau.

2) Sy dip ung (responsiveness): thé hién su
sdn 1ong ctia nhan vién nhim cung c4p dich vu kip
thdi cho khach hang.

3) Su ddm bio (assurance): thé hién trinh do
chuyén mon va cung cdch phuc vu lich sy, niém
nd vdi khdach hang.

4) Phuong tién hitu hinh (tangibles): co s§
vat chat, cinh quan, trang thiét bi,... d€ thuc hién
dich vu.

5) Su déng cim (empathy): thé hién sy quan
tAm chim séc dén tirng c4 nhan khdch hang.

Mo hinh Servperf 1a mot stra ddi ctia mo hinh
Servqual. B6 thang do cia m6 hinh Servperf cling
st dung cdc phat biéu tuong tu nhu phan hdi vé
cam nhin ctia khdch hang trong mé hinh Servqual
nhung bd qua phin cAu hdi vé ky vong. Thang do
Servperf dugc ddnh gi4d 12 ngin gon va dé hiéu
hon cho ngudi duge khéo sét.

2.2. M6 hinh nghién ciu

S0 dé 1: Mé hinh nghién ciu dé xudt

| b
[ Su dép tng ]— Hy+
[ Su dam bao ]— Hs+

Su tin cay

Phwong tién hitu hinh ]— Hy+

Su dong cam ]— Hs+

Nguén: Tdc gid dé xudt

Mo hinh nghién ctu cdc nhan t6 dnh hudng
chd't lugng dich vu Internet clia Cong ty CS phin
Vién thong FPT tai Thita Thién Hu€ dwa vao
thang do Servperf gom c6 5 yé&u t8: sy tin ciy, su
ddp tng, su ddm bédo, phuong tién hitu hinh, sy
ddng cam.

Céc gia thuyé&t nghién cttu dudc dit ra nhu
sau:

Chit luong

dich vu
Internet

Gia thuy€t H;: Sy tin cdy c6 tdc dong cling
chiéu d&n chit lugng dich vu Internet.

Gia thuyét Hy: Su ddp tng c6 tdc dong cling
chiéu d&n chat lugng dich vu Internet.

Gid thuy&t Hz: Sy ddm bdo c6 tdc dong clng
chiéu d&n chit lugng dich vu Internet.

Gia thuy€&t Hy: Phuong tién hitu hinh c¢6 tdc
dong cling chiéu dén chat lugng dich vu Internet.

Gid thuy€t Hs: Sy dong cdm c¢6 tdc dong cling
chiéu d&n chit lugng dich vu Internet.

3. Phuong phap nghién citu

Nghién cttu dugc thyc hién thong qua 2 giai
doan:

- Giai doan 1: dua vio cd s 1i thuyét d€ dua ra
md hinh va thang do nhdp. Sau d6, ti€n hanh thao
luan v6i 2 nhém ddi tugng: nhém thit nhat gdm 10
khdch hang dang st dung dich vu Internet cta
Cong ty C6 phan Vién thong FPT, chi nhanh Hué;
nhom thtt hai la 5 nhan vién cé kinh nghiém lam
viéc trong Cong ty nham hiéu chinh va hoan thién
thang do.

- Giai doan 2: khdo sdt khdch hang dang st
dung dich vu Internet tai Cong ty
CS phin Vién thong FPT, chi
nhdanh Hué theo phuong phip chon
mau thun tién thong qua bang héi.

Theo Hair & cdc cong su (1998),
kich thudc mau toi thi€u d€ dam
bao tinh dai dién cho tong thé 1a c3
mAu dugc chon gdp 5 1an s§ bién
ddc 1ap. Mo hinh do ludng du kién
c6 28 bi€n quan sdt, nén kich cd
mAu cAn thiét s& 1 n = 5%28 = 140.

Theo Tabachnick & Fidell
(1991), @€ phan tich hdi quy dat
k€&t qud tot nhat, kich thu6c mau phai thda man
cong thitc n > 8m + 50. Trong d6, n 1a kich thudc
mAiu va m 1a s& bi€n doc 14p clia md hinh. Nhu
vay, v6i s6 bién doc 1ap cdia mo6 hinh 1a m = 5 thi
c8 miu sé& 1a 8*5 + 50 = 90. T 2 phuong phdp
xdc dinh kich thu6c mau trén, d€ ddm bdo d6 tin
cdy cao nhit thi kich thu6c miu cin diéu tra la
140 khédch hang.
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Dit liéu thu thap dugc x& 1y bing phin mém
SPSS 20.0 véi cdc phuong phdp phan tich sau:
thong ké mo ta, phan tich do tin cy clia thang do
Cronbach’s Alpha, phan tich nhan t6 khdm ph4
EFA va phan tich hdi quy tuong quan.

4. K&t qua va thio luan

4.1. Pdc diém ciia nhém khdch hang diéu tra

V& gidi tinh, trong 140 phi€u khao sit, khach
hang nam chi€m 49%, tuong dudng 69 ngudi,
trong khi khdch hang nit chi€m 51% tic 1a 71
nguoi.

V& d6 tudi, khach hang nim trong do tudi tir 40
dén 49 tudi chi€m ty 1& cao nhat 1a 35%, x&p thi 2
12 do tudi dudi 30 véi ti 1& 31%, do tudi tir 30 dén
39 chi€m 22,1% va do tudi tir 50 tr 1én c6 i 1&
chi€m thdp nhatla 11,4%.

Vé nghé nghiép, nhém nghé nghiép c6 ti 1&
chi€m cao nha't 12 cong nhin, lao dong phd thong
v6i 39%. Theo sau d6 1a nhém nghé nghiép budn
bdn véi ty 1é 1a 35%. Nhém nghé nghiép cdn bd
cong nhan vién va khdc chi€m ty 1é& 1an ludt 1a
22% va 4%.

Vé thu nhip, nhém khich hiang cé thu nhip tir
5 d&n dudi 10 triéu dong chi€m ti 1& cao nhat 1a
51%. Nhém khach hang cé thu nhap dudi 5 triéu
ddng, chi€m ti 1& thap nhat 1a 12%. Vi nhém
khdch hang c6 thu nhap tir 10 triéu déng trd 1én
chi€m ti 1é 37%.

4.2. Ddnh gid do tin cdy ctia thang do

Ki€m dinh hé s6 Cronbach’s Alpha cho k&t qua
cdc thang do thanh phin gdm: sy tin cay, su ddp
rng, su ddm bdo, phuong tién hitu hinh, sy dong
cdm c6 hé s6 Cronbach’s Alpha 1an lugt 1a 0,802;
0,804; 0,782; 0,776; 0,772. Ngoai ra, cdc bién
quan sit thuoc cdc thang do déu cé hé so tuong
quan bi€n téng 16n hon 0,3 nén khong c¢é bi€n nao
bi loai bd khoi thang do.

Thang do bi€n phu thudc chat lugng dich vu
Internet c6 hé s& Cronbach’s Alpha 1a 0,737. Hé
sO tuong quan bi€n tong clia cac bi€n quan sat déu
16n hon 0,3.

Nhu vy, thang do st dung trong nghién cttu 1a
da do tin cay.
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4.3. Phén tich nhédn t6 khdam phd (Exploratory
Factor Analysis - EFA)

4.3.1. Phan tich nhan té khdm phd EFA bién
doclap

Sau khi ti€n hanh phan tich nhan t6 kham ph4
EFA, ta dugc k€t qua nhu sau:

+ Hé s6 KMO 14 0,804 théa man diéu kién 0.5
<KMO«<1.

+ Kiém dinh Bartlett cho gi4 tri sig = 0,00 <
0,05, chitng t6 cdc bi€n quan st c6 tuong quan vdi
nhau trong nhin to.

+ Tdng phuong sai trich 13 67,313% > 50% cho
th&y m6 hinh EFA 13 phi hop.

+ Cdc bi€n quan sdt déu c6 hé so tdi 16n hon
0,5.

Nhu vay, phan tich nhan t& khdm ph4d 13 phu
hop v6i dir liéu nghién cdu.

K&t qua phan tich nhan t6 khdm phd EFA cho
thd'y khong c6 sy xdo tron nao giita cdc bi€n quan
sdt cda cdc nhan t§ vdi nhau. Piéu nay cho thay,
thang do st dung d€ ki€m dinh 13 phi hgp.
(Bang 1)

4.3.2. Phan tich nhédn t6" khdm phd EFA bién
phu thudc

Phan tich nhian t6 khdm ph4d bi€n phu thudc
chat lugng dich vu Internet cho hé s6 KMO la
0,655 > 0,5. Ki€m dinh Bartlett c6 gid tri sig =
0,04 < 0,05. Céc bi€n quan sit déu c6 hé so tai
déu 16n hon 0,5 va tao thanh 1 nhan t& duy nhat.
Nhu vay, phan tich nhan t6 kham ph4 13 phi hdp
véi dit liéu va bién chat lugng dich vu Internet 1a 1
thang do don huéng.

Nhu vay, nghién citu da rit ra dugc 5 nhin t&
c6 su dnh hudng dé&n chat lugng dich vu Internet
tai Cong ty C6 phan Vién thong FPT, d6 1a: sy tin
ciy, sy ddp ung, sy ddm bdo, phuong tién hitu
hinh, sy ddng cam.

4.4. Kiém dinh méi tuong quan giita bién doc
ldp va bién phu thujc

Phan tich tuong quan Pearson giita bi€n ddc
1ap va cdc bién phu thudc cho k&t qua cdc gid tri
Sig.(2-tailed) déu bé hon mifc ¥ nghia o = 0,05,
cho thiy tdn tai md&i quan hé tuong quan cé y
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Bdng 1. K&t qud phén tich EFA

1ap, bao gdm: sy tin cdy, su ddm bdo,

Bién Nhém nhan 5 phUc{ng tién hitu hinh, sy ddp Gng va
. su dong cam.
quan sat 1 2 3 4 5 o ] ) o ) .
Kiém dinh cho gia tri Sig. cua cic
TC1 0,778 bi€n doc 1ap dudc dua vao mod hinh
TC2 0,765 déu nhd hon 0,05, chitng té cdc bién
TC3 0762 ddc 1ap nay c6 ¥ nghia thong ké trong
— 0741 md hi{lh. K&t qua phan tich hdi quy
nhu Bang 2.
TC5 0,705 Phuong trinh hdi quy duge xdc
bB1 0,765 dinh:
DB?2 0,743 CLDY Internet
=0,214TC + 0,189DB
bB3 0,735
+ 0,346HH + 0,454DU + 0,115DC
bB4 0,727 Dua vao mo hinh hdi quy, ta c6
PB5 0,712 thé€ thi'y cdc y&u td tdc dong tryc ti€p,
vu Internet theo ding nhu gid thuyét
PTHH2 0,745 < PN PR )
datra lic dau. Mitc do quan trong cua
PTHHS3 0,754 cdc nhan t& 1an lugt theo thit ty gidm
PTHH4 0,748 dan la sy ddp dng (B = 0,454), phuong
PTHH5 0,723 tién hitu hinh (B = 0,346), su tin cdy
= 0,214), sy ddm bao (B = 0,189
PTHH6 0,715 (l% A ) 2 ® )
va sy dong cam (f=0,115).
bu1 0,785 * Panh gid do phit hdp ctia md
bu2 0,772 hinh: (Bang 3)
PU3 0,752 Duva vao Bang 3, md hinh c6 gid
tri R2 hiéu chinh 12 61,5%; nghia la
bu4 0,765 f ix aa aa N
cdc bién ddc lap trong mo6 hinh giai
bus 0,734 thich dudc 61,5% d6 bi€n thién cia
DCA1 0,764 bi€n phu thudc. Gid tri Durbin -
pC2 0,752 Wa,tson la 1,452 Ehu(f)c trong khodng
chap nhén (1,5 dén 2,5) nén mo6 hinh
bC3 0,765 N . vy o
khong vi pham gia dinh ty tudng quan
bC4 0,734 chudi bac nhat. Ngoai ra, gia tri sig

Ngudn: Két qud diéu tra xit Iy cita tdc gid ndm 2024

nghia thong ké giita bi€n chit lugng dich vu
Internet véi cdc bién sy tin ciy, su dip ung, su
ddm bio, phuong tién hitu hinh, sy déng cam.

4.5. Phén tich hoi quy

M hinh hdi quy dugc xay dung gdm bi&n phu
thudc 1a chat lugng dich vu Internet va 5 bi€n ddc

ctia ki€m dinh F 12 0,001 < 0,05 cho
tha'y mo hinh hdi quy 12 phit hop. Gid
tri VIF clia cdc bi€n ddc 1ap < 2 nén nghién citu
k&t luan ring mo6 hinh hdi quy khong vi pham hién
tugng da cong tuyén.

5.Ké&tluan

Nghién cttu di xdc dinh dudc cdc nhdn t§ dnh
hudng dé&n chat lugng dich vu Internet cia khach
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Bdng 2. K&t qud phan tich héi quy

Model Hé sd chua chuan héa ’ Hé s chuan hoéa . si. VIF
B Do léch chuan Beta
Hang s6 2,926 0,254 11,524 0,000
TC 0,236 0,124 0,214 1,453 0,001 1.401
bB 0,143 0,124 0,189 1,150 0,025 1.198
1 HH 0,356 0,124 0,346 0,453 0,001 1.072
bu 0,327 0,126 0,454 2,590 0,011 1.154
bC 0,075 0,097 0,115 0,765 0,045 1.201
Ngudn: Két qud diéu tra xit Iy cila tdc gid ndm 2024
Bdng 3. PAnh gid dé phu hop clia méd hinh
Model R R2 R2 hiéu chinh Sai s& chuén dugc udc lugng Durbin - Waston
1 0,8652 0,625 0,615 0,25327 1,452

hang tai Cong ty FPT Telecom Hué theo mic do
tdc dong tir manh nhat d&€n y&u nhat, d6 1a: su dap
ng, phuong tién hitu hinh, sy tin ciy, sy ddm bao
va sy dong cam.

K&t qua nghién cttu trén cho thiy, d€ Cong ty c6
phin Vién thong FPT, chi nhanh Hu€ ning cao
dugc chat lugng dich vu Internet, cin tap trung vao
5 nhén t6 4nh huéng trén, dic biét1a nhan td sy dap
ting. Doanh nghiép phai tao ra mdt qué trinh ddp
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tng linh hoat, nhanh chéng va hiéu qua tir khi nhian
yéu cau, phan hoi clia khach hang cho dé&n khi gidi
quyét van dé. P& lam dugc diéu nay, dich vu cin
dugc t8i wu héa bing cdch tich hgp cdng nghé trong
nhiéu kénh lién lac nhu chat truc tuy€n, tng dung di
dong va mang xa hoi. Bén canh do, trai nghiém
khich hang ciing c6 thé gia ting thong qua viéc
cung cAp mot ddi ngli nhan vién dudc dio tao k¥
ludng vé c4 k§ ning va ki€n thiic ®
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ABSTRACT:

This study determined the factors affecting the quality of the Internet services provided by FPT
Telecom Joint Stock Company in Thua Thien Hue province. The study’s data was collected from
140 consumers of FPT Telecom through the convenience sampling method. Analysis methods,
including Cronbach’s alpha, Exploratory Factor Analysis (EFA), and regression analysis, were
used to analyze the collected data. The results indicated that there are five factors affecting the
quality of FPT Telecom’s Internet services, including responsiveness, tangibles, reliability,
assurance, and empathy.

Keywords: the quality of the Internet services, FPT Telecom Joint Stock Company, Thua
Thien Hue province.
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