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TOM TAT:

Bai viét nghién cifu cdc nhin t6 4nh hudng dé€n quyét dinh sit dung mang dién thoai di dong

Vinaphone trén dia ban tinh Bén Tre. P& thuc hién muc tiéu d6, nghién ctru da ti€n hanh khao sit
300 khach hang va thu dugc 278 phi€u hop dé phan tich. Nghién ctu st dung ky thudt phan tich
khdm phan nhan t& (EFA) va hdi quy nhi phan (Binary Logistic) d€ du bdo mo hinh cdc nhan t&

dnh hudng dén quyét dinh sitr dung mang dién thoai di dong Vinaphone. K&t qua clia nghién cttu
cho thi'y 7 nhan t& gdbm Chat lugng dich vu, Chinh sich gi4, Thuong hiéu, Tinh hitu ich, Anh hudng
x4 hdi, Chim séc khdch hang, Tinh d& dang st dung tic dong dé€n quyé&t dinh st dung mang dién

thoai di dong Vinaphone. M6 hinh hodi quy Binary logistic d3 ki€ém dinh dugc mo hinh du bo védi

d6 chinh xac 14 76,6%. Tir 46, nghién cifu xay dung cdc ham ¥ quan tri d€ ning cao quyét dinh lya

chon mang dién thoai di dong Vinaphone trén dia ban tinh B&n Tre trong thdi gian tdi.

Tir khéa: Vinaphone, mang di dong, chat lugng dich vu, hdi qui binary logistic.

1.Pat van dé

Dich vu vién thong dang ngay cang phat trién
1én dén dinh cao va 1a mot trong nhitng dich vu
quan trong khong chi ¢6 y nghia vé mit chinh tri,
ddm bdo an toan, an ninh qudc gia ma con 1a dich
vu khong thé thi€u trong hoat dong san xuit, sinh
hoat hang ngay clia ngudi dan. Theo Thong tan xa
(2022), Viét Nam hién c6 93,5 tri€u thué bao st
dung dién thoai thong minh, ty 1& ngudi trudng
thanh st dung dién thoai thong minh tai Viét Nam
dat khodng 73,5% va muc tiéu dén cudi nim 2022
s€ nang ty 1& nay 1én 85%.

Theo s6 liéu clia nha mang Vinaphone tai tinh
Bén Tre chi trong 3 ndm tf ndm 2020 dén hé&t nim
2022, tinh hinh phat trién thué bao tri trudc gidm
déu qua cdc nam, cu thé tir nim 2019 gidm 8,29%
con 299.302 thué bao, d&€n nim 2020 ti€p tuc gidm

9,86% con 269.786 thué bao. Nguyén nhan anh
hudng viéc gidm thué bao 1a tir nim 2021, Chinh
phti da c6 chi dao yéu cAu cdc nha mang siét chit
thong tin ngudi dung dién thoai di ddng theo ding
tinh thin ctia Nghi dinh s6 49/2017/ND-CP vé viéc
chuin héa thong tin thué bao. P&n nim 2021, s6
lugng thué bao trd trudc da c6 su tang trudng trd lai,
ting 2,78% 1&n 277.290 thué bao va tiép tuc gidm
6,89% vao ndm 2022. Nguyén nhan do nim 2021 1a
nim anh hudng nhiéu bdi 1énh gidn cich cia dich
bénh Covid-19 nén nhu ciu st dung mang vién
thong di dong s& cao hon binh thudng. V& doanh
thu, k&€t qud doanh thu giai doan 2018 - 2022 cho
thay tinh hinh doanh thu c¢6 chiéu huéng di xudng tir
nim 2019. Cu thé nim 2019 1a 226,1 ty thi d€n nim
2020 chi con 206,3 ty dong, nim 2021 con 203,8 ty
ddng va dén nam 2022 chi con 146,9 ty dong. Véi
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tinh trang doanh thu nay d6i vdi san phdm thué bao
di déng ngay cang giam so vdi cdc nam trude. Pay
12 bai todn ma Ban Gidm d6c Vién thong Bén Tre
can phai tim hi€u nguyén nhan va khic phuc dé cai
thién doanh thu trong thdi gian sip t6i.

Do d6, viéc ti€n hanh nghién ctu tim hiéu
nhitng théi quen lién quan d&én quyét dinh sit dung
dich vu Vinaphone 1a diéu cin thiét, nhim tim ra
nhitng gidi phdp nhim ning cao hiéu qué hoat dong
kinh doanh mang vién thdong Vinaphone trong thdi
gian t6i. Vi vdy, nhém tdc gid da ti€n hanh nghién
cttu Nhan t6 dnh hudng d&€n quyét dinh st dung
mang dién thoai di dong Vinaphone trén dia ban
tinh Bén Tre nhiim xay dung cic ham y quén tri cho
cong ty.

2. Gia thuy€&t va mé hinh nghién cifu

Dya vao mdt s6 md hinh ly thuyé&t nhu thuyé&t
nhan thic rii ro-TPR, Bauer (1960); Thuy€&t hanh
dong hop 1y -TRA (Theory of Reasoned Action)
clia Ajzen & Fishbein (1980); Thuyét hanh vi du
dinh -TPB (Theory of Planned Behavior) cia
Ajzen, 1. (1991) va cdc md hinh nghién citu trudc
clia cc tac gid vé quyét dinh st dich vu truyén hinh
s6 (Nguyén Thi Thdo, 2021), st dung dich vu
Agribank E-Mobile Banking (Thanh Hung va
Thanh Xuén, 2022; Sakala & Phiri, 2019), nhém
tdc gid xay dung 7 gid thuy&t nghién cifu nhu sau:

Gid thuyét Hl: Thuong hiéu cé dnh hudng tich
cuc doi vdi quyét dinh sit dung dich vu mang dién
thoai di dong Vinaphone trén dja ban tinh Bén Tre.

Gid thuyét H2: Tinh dé dang sit dung cé dnh
hudng tich cuc ddi véi quyét dinh sit dung mang dién
thoai di dong Vinaphone trén dia ban tinh Bén Tre.

Gid thuyét H3: Tinh hitu ich cé dnh hudng tich
cic doi vdi quyét dinh sit dung dich vu mang dién
thoai di dong Vinaphone trén dia ban tinh Bén Tre.

Gid thuyét H4: Anh huéng xa héi cé dnh hudng
tich cuc déi vdi quyét dinh sit dung dich vu mang
dién thoai di dong Vinaphone trén dia ban tinh
Bén Tre.

Gid thuyét H5: Chinh sdch gid cé dnh hudng tich
cuc doi vdi quyét dinh sit dung dich vu mang dién
thoai di dong Vinaphone trén dia ban tinh Bén Tre.

Gid thuyét H6: Chdt luong dich vu mang cé dnh
huédng tich cuc doi véi quyét dinh sit dung dich vu
mang dién thoai di dong Vinaphone trén dia ban
tinh Bén Tre.

Gid thuyét H7: Chdam séc khdch hang cé dnh
hudng tich cuc doi véi quyét dinh sit dung dich vu
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mang dién thoai di dong Vinaphone trén dia ban
tinh Bén Tre.
M5 hinh nghién cttu dé xuat: (Hinh 1)

Hinh 1: M6 hinh nghién ciiu dé xuét
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Ngudn: Nhém tdc gid nghién citu, 2023

3. Phuong phap nghién ctiru

Thira k& céc thang do clia cdc nghién citu trudc
d6, nhém tac gia chon loc va xay dung thang do so
bd d€ do ludng cdc nhan t6 trong mo hinh. Nghién
cttu sd bd dudc thuc hién sau dé vdi 30 khdch hang
dang st dung mang di dong Vinaphone d€ danh gid
si d& hi€u ciia cdc phat bi€u trong bang hdi so bd
va diéu chinh trudc khi khao sét chinh thifc.

Viéc thu thap so liéu so cAp dudc tién hanh bing
cach ti€n hanh phdng van khich hang da ting st
dung (hién tai 1a da ngung st dung) va khach hang
dang st dung dich vu mang dién thoai di dong
Vinaphone theo phuong phdp chon miu phi xédc
suat (thun tién). Danh sich khdch hang dugc 1ay
tit VNPT Bén Tre, thong qua bang khao sat thi€t k&
dudi dang thang do Likert 5 b4c véi hinh thdc khao
st truc ti€p bing gidy (1 = Hoan toan khdng dong
y;2 =Khong dong ¥; 3 =Trung 1ap; 4 =Pdng y; 5 =
Hoan toan ddng ¥) cho 30 bi€n quan sét clia 7 bién
tiém An trong mo hinh nghién cttu dé xuat.

4. K&t qua nghién ciu

Sau khi sang loc va loai b cic phi€u khdo sat
khong hop 1&, s6 liéu thu thap dugc v6i ¢d mau la
278 tir 300 phi€u khdo sat da phdtra.

4.1. Bdnh gid do tin cdy cua thang do

K&t qua Cronbach’s Alpha ctia thang do déu 16n
hon 0,7 va cdc hé sd tudng quan bién tdng cla cic
bi&n quan sét trong céc thang do c6 gi4 tri déu 16n
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Bdng 1. K&t qué Cronbach’s Alpha céc bién trong mé hinh

Nhan to Bién quan sat Cronbach's Alpha Nhan xét
Chét lugng dich vu mang (CL) CL1,CL2,CL3,CL4,CL5 0,915 DPat
Chinh sach gia (GC) GC1,GC2,GC3,GC4, GC5 0,892 Dat
Thuong hiéu (TH) TH1,TH2, TH3, TH4 0,911 Dat
Tinh hdiu ich (HI) HI1, HI2, HI3, HI4 0,894 Dat
Anh huéng xa hoi (XH) XH1, XH2, XH3 0,788 Dat
Cham soc khach hang (CS) CS1,CS2,CS3,Cs4 0,748 Dat
Tinh d& dang st dung (DD) DD1, DD2, DD3, DD4 0,773 Pat

Nguédn: Két qud phan tich dit liéu diéu tra ciia nhém tdc gid, 2023

hon 0,3 (Béng 1), ngoai trir 1 bi€n quan sat XH4 bi
loai do c6 hé s tuong quan vdi bién tdng nhd hon
0.3. Vi vay, c6 29/30 bi&€n quan sit trong cic thang
do déu dudc chip nhin va sé dugc st dung trong
phan tich EFA (Hoang Trong & Mdng Ngoc, 2008)

4.2. Phédn tich EFA

K&t quéa tir viéc phan tich nhan t6 khdm pha doi
véi cdc bi€n doc 1ap cho thdy tri s6 KMO = 0,787 >
0,5 dié nay cho thdy k&t qui phan tich nhan t& 12
hoan toan phit hop, ki€m dinh Barlett c6 gi4 tri Sig
= 0,000 < 0,05 cho thdy ki€m dinh na cso y nghia
thong ké va cdc bi€n quan sit c6 tuong quan véi
nhau trong nhan t6 (Bang 2). Tri s6 Eigenvalue déu
16n hon 1 dén thanh phin thit 7, vi thé 7 bién ddc
lap déu dudc giit lai trong mo hinh phan tich (Bing
3). Téng phuong sai trich 12 72,65% > 50% cho thay
mo hinh EFA 1a phu hop, cdc nhin t6 gidi thich
dudc 64,755% su bién thién clia dit liéu (Bang 3).

BAng 2. Hé s6 KMO va kiém dinh Barlett's
cho céc bién déc 1ép

KMO and Barlett’s Test
Giatrr KMO 0,787
Approx. Chi-Square 5277,787
Kiém dinh
Barlett's af 406
Sig. 0,000

4.3. Phan tich hoi quy Binary Logistics

Tir két qua phan tich nhan t6 kham (EFA), tdc gid
¢6 dude md hinh hdi quy nhi phan c¢6 dang nhu sau:

Ln [p/(1-p)] = By + By*CL + B,*GC + B;*TH

+ B*HI+ Ps*XH + Bg*CS + B,*DD

Trong d6: p 1a x4c sudt Y=1; (1-p) 1a xac suat Y=
0; p/(1-p) 1a ty s6 odds.

Bién Y nhan hai gia tri 12 0 va 1. V6i 0 1a hién

Bdng 3. Phuong sai trich bi€n déc lap

Thanh Phuong sai trich Tong phuong sai trich

phén Tong % phuong sai % tich Ity Tong % phuong sai % tich Ity
1 5.157 17.781 17.781 5.157 17.781 17.781
2 4.116 14.193 31.974 4116 14.193 31.974
3 3.383 11.665 43.640 3.383 11.665 43.640
4 2.815 9.705 53.345 2.815 9.705 53.345
5 2.285 7.880 61.225 2.285 7.880 61.225
6 2.110 7.274 68.499 2.110 7.274 68.499
7 1.204 4.151 72.650 1.204 4.151 72.650

Nguén: Két qud phdn tich dit liéu diéu tra ciia nhém tdc gid, 2023
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tai khong dung mang dién thoai di dong Vinaphone
(khdch hang da tirng st dung mang dién thoai di
dong Vinaphone) va 1 1a dang st dung mang dién
thoai di dong Vinaphone. K&t qua du bdo clia md
hinh hoi quy nhi phan cho thdy trong 129 (95 + 34)
khach hang khong st dung thi m6 hinh du bdo s& ¢
95 khach hang khéng st dung va s€ cé 34 khiach
hang dang st dung mang dién thoai di déng
Vinaphone véi ty 1& dy dodn ding 1a 73,6%. Trong
149 (31 + 118) khach hang dang st dung thi md
hinh dy bdo s& c6 118 khach hang dang st dung va
s€ ¢6 31 khach khong st dung mang dién thoai di
d6éng Vinaphone véi ty 1€ dodn ding 1a 79,2%. Ty
1& dy dodn ding cia toan md hinh 1a 76,6%.

mang di dong Vinaphone cao hon xdc suit chon
mang di dong khac.

5.Ké&tluan va ham ¥ quan tri

K&t qué phan tich EFA da xdc dinh 7 nhan 8
trong mo hinh dé xuit 12 phi hgp véi tap dit liu
khdo sit. Hoi quy Binary logistics dd cho thdy 7
nhén t§ trong md hinh déu c¢6 ¥ nghia thong ké vé
mic dd Anh hudng d&n x4c suit quyét dinh st dung
mang di dong Vinaphone ctia khach hang tai VNPT
Bén Tre.

Can ctf vao gid tri trung binh céc thang do cia
cdc bi€t nhan t6 trong md hinh (Hinh 1) va két qud
phan tich hdi quy (Bdng 4), nhém tac gia dua ra mot
s6 ham ¥ quén tri nhu sau:

Bdng 4. K&t qud hdi quy

Héi quy chua chuén héa Héi quy chuan hoa Kiém tra da cong tuyén
M3 hinh — t Sig. —
Beta Sai s6 chuan Beta D9 chap nhan VIF
Hang s6 -4,879 0,437 -11,165 0,000
CL 0,189 0,046 0,198 4,115 0,000 0,934 1,070
GC 0,249 0,041 0,299 6,083 0,000 0,896 1,115
TH 0,192 0,067 0,152 2,890 0,004 0,787 1,271
HI 0,111 0,050 0,115 2,223 0,027 0,802 1,246
XH 0,245 0,061 0,194 4,034 0,000 0,933 1,072
CS 0,243 0,036 0,316 6,756 0,000 0,993 1,007
DD 0,320 0,055 0,338 5,837 0,000 0,646 1,547

Nguodn: Két qud phan tich dit li¢u diéu tra ciia nhém tdc gid, 2023

K&t qua hdi qui (Bing 4) cho thdy tat cd 7 bién
doc 1ap déu c6 y nghia thong ké (sig. <0.05), c6
nghia 12 7 nhin td trong md hinh déu tic dong
thuan chiéu 1én xdc suit quyét dinh ding mang
dién thoai di ddng Vinaphone cia khdch hang va
ki€m dinh da cong tuy&n khong vi pham (VIF <
2). Cu thé, néu khich hang d4nh gi4 chit lugng
dich vu mang Vinaphone cang cao thi x4dc suat
khdch hang d6 vin dang st dung mang di dong
Vinaphone cang cao. Hoic néu khach hang danh
gid chinh sdch gid cia Vinaphone B&n Tre cang
canh tranh hay hap din hon thi ho ¢6 xu huéng &
lai v6i mang Vinaphone va ngugc lai. Tudng tu
cho céc bi€n con lai, khi khdach hang ddnh gia cao
thuong hiéu, tinh hitu ich, dnh hudng xa hdi va
dich vu chim séc khdch hang ctia Vinaphone Bé&n
Tre thi log odds clia xdc sudt khdch hang chon
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Cdi thién tinh dé dang sit dung: Pdm bdo ring
sim clia Vinaphone dudc cit I6p sdn va dugc dong
g6i mot cach chinh xdc d€ ddm bao tinh dé sit dung
cho ngudi ding. PAm bdo ring sim clia Vinaphone
tuong thich v6i da s6 cdc mdy dién thoai hién c6
trén thi trudng. Tao ra mot hé thdng phim tit thong
minh va dé st dung dé tra cttu thong tin cho khach
hang. Diéu nay sé gitp ting tinh tién 1gi va gidm
thdi gian tim ki€m thdng tin cho ngudi dung.

Néng cao cong tac chdm séc khdch hang: Pam
bio ring nhan vién tong dai dudc dao tao d€ ling
nghe 4n cin va vui vé khi ti€p xiic vdi khach hang.
Ho can c6 kha ning thé hién sy quan tim va tao ra
mot trdi nghiém t6t cho khach hang khi goi vao
tong dai. Ngoai ra, ddm bdo ring nhin vién tong
dai c6 kién thitc vitng vang vé san phim va dich vu
cia Vinaphone. Ho ciAn c6 kha niing gidi thich va
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huéng din rd rang, d& hiéu cho khach hang khi c6
céc thic mic hoic yéu cau. Pam bio riing moi yéu
cAu va thic mic clia khach hang dudc gidi quyét
mot cdch nhanh chéng va hiéu qua.

Diéu chinh chinh sdch gid phii hop: Tién hanh
nghién cttu va phan tich nhu ciu ctia khdch hang dé
phét trién cic géi cude phit hop. Piéu nay gitp dap
ing da dang héa nhu cAu ctia khach hang va tao ra
st lva chon linh hoat. Pua ra gid cu6c hdoa mang
hgp ly @€ thu hit khach hang tir cic nha mang khac
chuyén d6i sang Vinaphone. Piéu nay tao co hdi dé
md rong thi phdn va ting s§ lugng thué bao clia
Vinaphone.

Tdng cuong, thiic ddy cdc quan hé xa hdi: Py
manh chi€n dich quing b4 d€ ning cao nhan dién
thuong hiéu va ting cudng sy nhin biét vé mang
Vinaphone. Pdng thdi, ddm bdo ring mang
Vinaphone c¢6 sy ti€p can rong rdi va phii séng tai
céc khu vyc quan trong va dong dan cu. Tao mdi
quan hé va hgp tic vdi cdc doi tic, nhu cdc nha ban

TAILIEU THAM KHAO:

1é di dong, cac ctta hang dién thoai di ddong va cic
nha cung cip dich vu khic.

DBdnh bong thuong hi¢u: DAy manh chién dich
quang ba dé€ ning cao nhan dién thuong hiéu cia
Vinaphone va ting cudng sy nhan bi€t vé uy tin va
hinh 4nh t8t clia mang Vinaphone. Pong thdi, md
rong pham vi ti€p cin thi trudng dé thu hit nhiéu
khach hang tiém ning.

Nang cao chdt luong dich vu mang: Piéu nay
bao gbm viéc md rong va nang cip cd s& ha ting
mang, dm bao su 6n dinh va khong bi mat dot ngot
clia mang Vinaphone. Ap dung cong nghé tién tién
trong viéc xt 1y cudc goi va tin nhin dé ddm bio
tinh &n dinh va toc do truyén dit liéu nhanh chéng
va it bi thatlac.

Néng cao tinh hitu ich: Pam bido mang
Vinaphone cung cap céc dich vu da dang va tién
ich, nhu cong nghé 4G, 5G, dich vu truyén hinh truc
tuy€n, dién thoai di dong, va cdc dng dung cdng
nghé mdinhat m
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ABSTRACT:

This study analyzed the factors affecting the decision of customers to use Vinaphone’s cellular
network in Ben Tre province. The study conducted a survey with 300 customers and received 278
valid samples for analysis. The exploratory factor analysis and binary logistic regression analysis
were used to predict the research model of factors affecting the decision of customers to use
Vinaphone’s cellular network. The study’s results showed that there are seven factors, including
service quality, price policy, brand, usefulness, social influence, customer care, and ease of use,
affecting the decision of customers. The prediction model was tested by the binary logistic
regression model with an accuracy of 76.6%. Based on the study’s findings, some management
implications were proposed to help Vinaphone attract more customers to use its cellular network in
Ben Tre province.

Keywords: Vinaphone, cellular network, service quality, binary logistic regression.
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