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TOM TAT:

Bai nghién ctfu ddnh gia mic do mitc do tdc dong clia cic nhan td dén sy hai long clia khich
hang (SHL) vé chat lugng dich vu Internet tai VNPT TP. Bé&n Tre (VNPT Bén Tre). K&t qua
nghién citu cho thi'y dugc cdc nhan t& dnh hudng d&€n SHL vé chat ludng dich vu Internet tai
VNPT Bén Tre, bao gdm: (1) Miic dd ddm bdo tic ddng manh nhat, k€ d&n 12 nhin t5; (2) Kh
ning didp tng; (3) Kha ning ti€p cin; (4) Phuong tién hitu hinh; va (5) Mic do tin cay. K&t qua
nghién cttu giip VNPT B&n Tre c¢6 co s§ va nén tdng dé tim ra gidi php gia ting SHL vé chit

lugng dich vu Internet tai VNPT B&n Tre.

T khéa: sy hai long, chat lugng dich vu Internet, nhan t8 4nh huéng, TP. Bén Tre.

1.Pat van dé

Trong bdi cdnh nén kinh t& thi trudng nhu hién
nay, vi€c gilt chin va thu hit khdach hang quay trd
lai 1a diéu rat can thi€t, dugc xem 1a sy sdéng con
ctia t8 chic. PE thyc hién dugc diéu nay, céc td
chiic da dua nhau thyc hién quiang cdo, ban hanh
chinh sdch khuy&n mai, wu dai khi dé€n mua hang,
st dung cdc dich vu clia t6 chifc minh. Tuy nhién,
cdc hoat dong d6 phan nao giy nén tinh trang ton
kém qud nhiéu, khong it t8 chitc da khong dd kinh
phi @€ thuc hién. Trong khi d6, khong it t& chic da
nhin thic ra ring, viéc ning cao chat lugng dich
vu 12 diéu cin thi€t gidp gia ting su quay trd lai
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cia khach hang véi t6 chiic cia minh, hay néi
cdch khdc d6 1a viéc gia ting SHL vdi td chiic 1én
mic tot nhat; diéu nay gidp cdc t8 chic gidm
thi€u chi phi vao viéc quang cdo khong thiét y&u,
ma con cé thé tin dung va phdt huy t6i da cdc
ngudn lyc dang c6 (Dharmadasa & Gunawardane,
2017; Selelo & Lekobane, 2017).

Cung véi d6, dé duy tri khach hang cii va ti€p
tuc md§ rong ciing nhu thu hdt khach hang mdéi
nhiim gia ting doanh thu 12 diéu ma cdc doanh
nghiép rit quan tim hién nay, thong qua viéc gia
ting SHL, nhiéu doanh nghiép di duy tri va thu
hit thém rat nhiéu khdch haing mdi. Chinh vi 1&
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dé, nghién cttu dnh hudng ciia chi't lugng dich vu
dé&n SHL la chii dé dugc cdc nha nghién ctu dua
ra ban luan lién tuc trong nhiéu thap ky qua. Tuy
nhién, hién nay, vin chua cé nghién cttu vé viéc
danh gid 4nh hudng cla chat lugng dich vu dén
SHL c6 sit dung dich vu Internet tai VNPT Bén
Tre. Chinh vi vay, viéc nghién ctu 4nh hudng cia
cha't lugng dich vu dén SHL ctia cdc cd nhan c6 st
dung dich vu Internet tai VNPT Bén Tre 1a diéu
rat can thiét.

Thuc t& cho thy, c6 nhiéu khidch hang vin chua
hai long véi dich vu chat lugng dich vu Internet tai
VNPT Bén Tre trong sudt thdi gian qua, do chat
lugng mang Internet, dudng truyén con cham va do
pht séng khdong quéd rong, lam gidm chat lugng st
dung mang cta ngudi dan. Chinh vi vy, nhém tic
gi ti€n hanh nghién ctu nay d€ tim ra cic nhan t&
thudc chat lugng dich vu 4nh hudng d&n SHL c6 st
dung dich vu Internet tai VNPT Bé&n Tre, qua d6 dé
xudt cdc ham § qudn tri nhim nang cao SHL c6 st
dung dich vu Internet tai VNPT Bén Tre. Chinh vi
vay, dé tai thyc sy 13 van dé can thiét va cé y nghia
thuc t&.

2. Phuong phap va mé hinh nghién citu

Nghién cttu 4p dung phuong phap hdn hgp, két
hgp gitra dinh tinh va dinh lugng. Trong dé:

- Nghién citu dinh tinh: Lugc khdo cdc nghién
cttu lién quan d€ rit ra 6 hinh nghién citu phit hop
véi dé tai. Va x4y dung cdc bi€n quan sit cho cdc
thang do va hiéu chinh bi€n quan st cda cédc
thang do ctia cdc nhan t6 trong md hinh nghién
citu dé xuat.

- Nghién citu dinh lugng: Pugc st dung do ludng
céc nhan t6 chat lugng dich vu tdc dong dén SHL
khi stt dung dich vu Internet tai VNPT B&n Tre.

MAu nghién cifu trong nghién citu dinh lugng
dugc thyc hién bing phuong phap 1dy mau thuan
tién, v6i ¢d miu 1a 276 khich hang @€ phan tich
EFA v6i s0 lugng bién quan sit 1a 30; Theo quy tic
ctia Comrey va Lee (1992), diéu nay ddm bido cd
mau 8t cho nghién cttu theo cong thiic n > m*5 (véi
m bi&n quan sit, n: tdng sd phi€u diéu tra).

Dit liéu dudc thu thap bing khio sit thong qua

bang cau hdi c6 ciu tric dudc thi€t k& sdn gii truc
ti€p d&n khanh hang d€ phdng van va nhan két qua
ngay. Dit liéu thu thap dugc xit Iy biing phan mém
SPSS 20 gdm danh gid do tin cAy cla cdc thang do
v6i kiém dinh Cronbach’s Alpha, phin tich nhan t&
khdm phd EFA véi kiém dinh Barlett vda KMO, mo
hinh hdi quy tuy&n tinh va cdc phép kiém dinh sau
mod hinh.
- M6 hinh nghién citu dé xuat: (Hinh 1)

Hinh 1: Mé hinh nghién ciu dé xudt
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3. K&t qua nghién ciu

3.1. Thong ké mé td

Thong tin clia cdc d6i tugng khdo sat duge mo ta
cu thé nhu'sau:

- Gidi tinh: nam ¢6 140 d6i tugng, chi€ém ty 1é
50,7% va nit c6 136 d6i tugng, chiém ty 1& 49,3%.

- Trinh dé: trung hoc phd thong c6 39 d6i tugng
chi€m ty 1& 14,1%; trung cAp, cao dang c6 81 doi
tugng chi€m ty 1& 29,3%; dai hoc c6 132 ddi tugng
chi€m ty 1& 47,8% va sau dai hoc c6 24 doi tugng
chi€m ty 1€ 8,7%.

- P wdi: dudi 30 wdi ¢6 22 d6i tugng chim
1& 8,0%; tir 30 d&n 40 tudi c6 174 ddi tugng chi€m
ty 1& 63,0%; tir 41 d&n 50 tudi c6 80 ddi tugng
chi€m ty 1& 29,0% va trén 50 tudi c6 0 ddi tugng
chiém t§ 16 0,0%.

3.2. Bdnh gid dj tin cdy ctia cdc thang do thong
qua phdn tich Cronbach’s Alpha

Sau khi kiém dinh thang do dé loai bi€n xu, ta
c6 két qua tong hdp dd tin cdy thang do cho titng
bién nhan td trong md hinh nhuw Béng 2.
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Bdng 2. Tdng hdp két qud phén tich Cronbach’s Alpha

o Truéc phan tich Sau phan tich Cronbach’s Alpha
e Cronbach’s Alpha S&bién Ha s&

Cronbach’s Alpha Sd bién
Mic dé dam bao 5 0,750 3 (Loai DB4, DB5)
Kha nang dap (ing 5 0,893 5
Mt db tin cay 5 0,900 4 (Loai TC5)
Phuang tién hiiu hinh 5 0,880 3 (Loai HH4, HH5)
Kha nang tiép can 5 0,941 5
Su hai long khach hang 5 0,808 3 (Loai HL4, HL5)

Bdng 3. Ki€ém dinh KMO cdc bién déc lap

Giatr KMO 0,759
Gia tr| Chi-Square 5.645,435
Kiém dinh
Bartlett's of 190
Sig, 0,000

Nguodn: Két qud phan tich dit liéu

3.3. Phan tich nhan t6' khdm phd cdc thang do
thujc cdc nhan to anh huéng dén Su hai long
khdch hang

Vi két qua phan tich nhan t6 cdc bién thudc cdc
nhin & doc lap, tic gid thu dugc hé s6 KMO la
0,759 16n hon 0,5 v6i gid tri Sig. 1a 0,000, diéu d6
khéng dinh gi4 tri KMO ddm b3o tinh thich hgp ctia
viéc phan tich nhan t& khdm pha v mic do ¥ nghia
clia dif liéu dwa vao thuc hién phan tich nhan t6.
Thong ké Chi-Square clia kiém dinh Bartlett c6 gid
tri 5.645,435 v6i mic y nghia Sig. 1a 0,000 < 0.05
(Béng 3).

DPong thdi, phan tich phuong sai trich, cho thdy
phuong sai trich dat gia tri 77,195%, gia tri nay kha
cao, nhu vy 77,195% bién thién clia dif liéu dugc
giai thich bdi 5 nhan 6, cdc thang do dugc ritra va
chdp nhan. Piém dirng khi trich cic nhan t3 tai
nhan t0 thit 5 véi gia tri riéng eigenvalue 13 1,334
16n hon 1 (diéu nay khing dinh cdc bi€n dua vao
dugc sdp x&€p thanh 5 nhém nhan t8).
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Ngudn: Két qud phan tich dit liéu

3.4. Phén tich nhén t6'khdam phd cdc thang do
Su hai long khdch hang

Tuong tu, két qua tri s6 KMO 1a 0,708 16n hon
0,5, diéu d6 khing dinh gid tri KMO d4dm bao tinh
thich hgp clia viéc phan tich nhian t6 khdm pha va
muc do ¥ nghia cta dit liéu dua vao thuc hién phan
tich nhan t6. Thong ké Chi-Square cla kiém dinh
Bartlett ¢6 gid tri 275,205 v6i mitc § nghia Sig. la
0.000 < 0,05, diéu nay cho thay k&t qué kiém dinh
KMO hoan toan ¢6 nghia th6ng ké v6i mic § nghia
5% (Bang 4)

BAng 4. Kiém dinh KMO cdc bién thudc nhan t6
Su hadilong khdch hang

Giatr KMO 0,708
Gia tr| Chi-Square 275,205
Kiém dinh
Bartlett's of 3
Sig, 0,000

Nguodn: Két qud phan tich dit li¢u

Viéc phan tich phuong sai trich, cho thdy
phuong sai trich dat gia tri 72,471%, gia tri nay kha
cao, nhu vdy 72,471% bién thién cia dit liéu dudc
gidi thich bdi 1 nhan t8, cdc thang do dugc rdtra va
chdp nhan. Piém ding khi trich cdc nhan td tai
nhin t6 tht nhat véi gia tri riéng (eigenvalue) 1a
2,174 (Bang 5)
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Bdng 5. K&t qué phuong sai trich

Thanh Gia tr riéng Tong binh phuong tai nhan t6 trich dugc
phan Tong % phuongsai | % phuong sai tich Iy Tong % phuongsai | % phuong sai tich Iy
1 2,174 72,471 72,471 2,174 72,471 72,471
2 0,464 15,453 87,924
3 0,362 12,076 100,000

Extraction Method: Principal Component Analysis.

3.5. Két qud mé hinh hoi quy tuyén tinh

K&t qua ki€m dinh Independent Sample T-Test
va One Way ANOVA céc nhan t§ Gidi tinh, Trinh
dd hoc van, Do tudi d&€n Sy hai long khich hang
cho thay khdng c6 su khéc biét. Do d6 mo hinh hdi
qui chi dua 5 nhan t& chinh 1am bi€n doc 1ap va bién
phu thudc sy hai Iong clia khdch hang vé chit lugng
dich vu.

Tir k&t qua hdi quy (Bang 6) cho thdy nhan t& Su
hai 1ong khach hang c6 quan hé tuyé&n tinh d6i véi 5
nhan t& Mitc do ddm bao (DB), Khd ning ddp ting
(DU), Mtic dd tin cay (TC), Phuong tién hitu hinh
(HH), Kha niing ti€p can (TC).

Mic dd 4nh hudng cao nhat d€n nhan t& Sy hai
long khach hang d6 1a nhan 8 Mic do ddm bao
(beta chuin héa 1a 0,34866; tic dong cling chiéu),
khi nhan t6 Mtc do ddm bdo tot hon (ting 1én 1 don

Nguédn: Két qud phan tich dit liéu

vi) thi Sy hai long khich hang ting 1én 0,348 don
vi. K&t qué nay ciing ddng nhi't v6i nghién cttu ctia
Nguyén Danh Nam va cong su (2021).

Ti€p dén 1a nhan t6 Khd ning ddp dng (beta
chuén héa 1a 0,269) tic dong cling chiéu v6i SHL,
k&t quéd tuong dong v6i Kwok va cdng su (2016),
khi nhan t6 Kha niing ddp ¢ng tot hon (ting 1én 1
don vi) thi Su hai long khdch hang ting 1é€n 0,269
don vi. Tuong tu, 3 nhan t6 con lai trong mo6 hinh
ciing c6 tidc dong cuing chiéu d&n sy hai long clia
khdch hang st dung dich vi Internet (Shava, 2021;
Ha Nam Khédnh Giao va Trin Hitu Af, 2012).
(Béng 6)

4. Ham y quan tri ti két qua mo hinh

- D€ khach hang cam thiy don vi cung ting dich
vu Internet ¢6 sy quan tim, chim s6c va hd trg
khach hang, cdc don vi cung tng dich vu Internet

Bdng 6. K&t qué mé hinh héi quy

Hé s6 chua chudn héa | Hé s6 da chuan héa Da cdng tuyén
Mo hinh t Sig.
B Std. Error Beta Tolerance VIF

(Constant) -0,719 0,299 -2,404 | 0,017

Mic do dam bao 0,362 0,052 0,348 6,962 0,000 0,711 1,406

Kha néng dap (ing 0,272 0,055 0,269 4,977 0,000 0,607 1,647
1 Mic do tin cay 0,167 0,044 0,160 3,776 0,000 0,995 1,005

Phuang tién hiiu hinh 0,204 0,045 0,190 4,504 0,000 0,994 1,006

Kha nang ti€p can 0,189 0,045 0,221 4,237 0,000 0,651 1,537

a. Dependent Variable: Su hai long ctia khdch hang
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cAn tip trung ting cudng cong tic tu van, hd trg va
cham séc khach hang, trong d6 phai dit sy hiéu qua
va tinh chuyén nghiép 1én hang dau. Tai cic ctta
chinh cda cdc don vi ludn c¢6 nhan vién tu van, hd
trg cac gidi dap thic mic, cling nhu ti€p thu y ki€n
phdn 4nh cta khach hang vé dich vu Internet.

- Cac don vi cung tng dich vu Internet nén
thudng xuyén td chifc cac cudc thim do y kién ciia
kh4ch hang thdng qua nhiéu hinh thitc khdc nhau
nhu: ti€p xtc trd chuyén tryc ti€p, badng khio sit,
ddnh gid trén website,... TAt c4 cdc y ki€n déng gép
clia khach hang cin dudc san loc, xem xét va thuc
hién cic gidi phdp nhim han ché sy tdi dién trd lai
céc 161 khi cung cap dich vu Internet.

- VNPT Bé&n Tre nén cong khai héa cdc dudng
ddy néng va cdc s6 dién thoai clia cdc cd nhin
trong viéc phuc vu khach hang, khic phuc va gidi
quyét cdc van dé phat sinh trong giao dich cla
khach hang.

- PAu tr vao cong nghé mdi, thudng xuyén
nghién cifu cic cong nghé mdi d€ 4p dung cho viéc

TAILIEU THAM KHAO:

cung cip dich vu Internet nhanh hon, cling vé6i d6 1a
viéc thuc hi€n trich quy du phong tai chinh cho viéc
chti dong trong viéc cap nhat va ddi mdi cong nghé,
mdy méc, trang thi€t bi phuc vu cong viéc.

5.Kétluan

Thong qua viéc nghién cttu, danh gid mic do
tdc dong clia cdc nhan t6 dén sy hai long clia khach
hang vé chit lugng dich vu Internet tai VNPT thanh
pho Bén Tre, két qui phan tich md hinh hdi quy
tuyén tinh cho thdy dugc cdc nhin t6 dnh hudng
dén Su hai long ctia khdch hang vé chat Iugng dich
vu Internet tai VNPT thanh phd Bén Tre, bao gbm
5 nhan t6, trong d6, (1) Mic do ddm bdo tdc dong
manh nhat, k€ dén la (2) Kha ning ddp tng, (3)
Kh4 niing ti€p cin, (4) Phuong tién hitu hinh va (5)
Miic do tin cay. K&t qud nghién citu cia nhém tic
gia 1a nhitng thong tin tin cdy va ddng quan trong
trong viéc tham khéo gitip VNPT Bén Tre c6 co s
va nén ting gia ting Sy hai 1ong ctia khich hang vé
chat lugng dich vu Internet tai VNPT thanh pho
Bén Tre W
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ABSTRACT:

This study assesses the impact of factors on the customer satisfaction about the quality of
the Internet service provided by VNPT at Ben Tre City (VNPT Ben Tre). The study finds out
that there are five factors affecting the customer satisfaction, including (1) The level of
assurance emerged as the most influential factor, followed by (2) Responsiveness, (3)
Accessibility, (4) Tangible media, and (5) Reliability. This study is expected to help VNPT
Ben Tre find practial solutions to improve the satisfaction of their customers with the Internet
service.

Keywords: satisfaction, Internet service quality, influencing factors, Ben Tre city.
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