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TOM TAT:

Nghién cttu nhim tim ra cdc nhan t6 4nh hudng dén sy hai l1ong clia khach hang dén dich vu
MyTV clia VNPT trén dia ban huyén Tuy Phong tinh Binh Thuan. K&t qua nghién cttu cho thiy c6
5 y&u t& 4nh hudng d&n su hai 1ong clia ngudi dan 1a theo thit ty Anh hudng tir cao d&n thap, d6 la:
(1) phuong tién hitu hinh, (2) sy tin cay, (3) su ddng cam, (4) gid cudc va (5) ning lyc phuc vu. Dua
trén k&t qua thu dudc, nghién citu cling dua ra mdt s6 ham ¥ quén tri cho céc nha quén Iy, nhim
ning cao su hai long clia khach hang ddi véi dich vu MyTV ctia VNPT trén dia ban huyén Tuy

Phong, tinh Binh Thuén.

T khéa: nhan t6 dnh hudng, sy hai long ctia khach hang, dich vu MyTV, VNPT, huyén Tuy

Phong, tinh Binh Thuén.

1.bit van dé

VNPT véi vi th€ 1a mot doanh nghiép c¢6 lich
st hinh thanh va phat trién 1du nim trong linh vuc
truyén hinh MyTV, hon nita VNPT ciing 14 don vi
tién phong trong 16 trinh ddm bdo quy hoach vé
phét trién ha ting vién thong bing rong d&€n nim
2025. Tuy nhién, khdong phdi vi th€ ma khich
hang hoan toan lya chon st dung dich vu MyTV
cia VNPT, van c6 mot lugng khdch hang rdi bod
dich vu MyTV ctia VNPT tai tinh Binh Thuin néi
chung va tai huyén Tuy Phong néi riéng. Cu thé:
theo so liéu bdo cdo k&t qua kinh doanh trong nim
2021 cta VNPT tai dia ban huyén Tuy Phong, da
¢6 625 thué bao rdi mang, chi€m 38,9% tdng so
thué bao rdi mang trén toan tinh Binh Thuin, s6
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thué bao phat trién méi 1a 2.132 thué bao, ty 1&
thué bao rdi mang/thué bao phét tri€n mdi la
29,3%. Piéu nay cho thiy, tinh hinh n dinh va
phét trién lugng thué bao st dung dich vu MyTV
cta VNPT tai huyén Tuy Phong vin con nhiéu
han ch€. Vay li do gi khi€n kh4ch hang tir chdi sit
dung dich vu MyTV cia VNPT tai huyén Tuy
Phong va lam th&€ nao dé giit chan khach hang cii
va thuyé&t phuc khdch hang méi st dung dich vu
ctia minh, d6 chinh 1a bai todn cin c6 13i gidi ddp
cho ban lanh dao VNPT tai huyén Tuy Phong
trong thdi gian t&i. Khi tit ci cdc van dé vé k¥
thuat, kinh t€ ctia khdch hang dugc ddp ng ma
khdch hang vin r&i bé minh thi doanh nghiép can
ditra cAu hdi liéu khach hang da hailong vé dich
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vu clia minh chua va cdc nhan t6 4nh hudng su hai
long ctia khach hang vé chat lugng dich vu MyTV
ctia VNPT tai huyén Tuy Phong la gi?

Dé gitip xdc dinh chi ti€t hon cdc nhan t&
chinh 4nh huéng dén sy hai long ctia khdch hang,
ddng thdi d€ nang cao sy hai 1ong cta khiach
hang khi st dung dich vu MyTV cia VNPT, téic
gid chon "Nghién cttu cdc nhan t6 dnh hudng dén
sy hai long ctia khdch hang vé chi't lugng dich vu
MyTV ctia VNPT tai huyén Tuy Phong, tinh Binh
Thuin” nhim ddnh gid y€u t6 c6 tdc dong dén sy
hai long cda khdch hang d6i véi dich vu MyTV
ciia VNPT trén dia ban huyén Tuy Phong, tinh
Binh Thuén.

Dua trén két qua nghién ctu, tic gid d& xuat
mot s6 ham ¥ qudn tri nhim cdi thién chat lugng
dich vu MyTV cta VNPT, v6i mong mudn tao su
hai Iong hon nita clia khdch hang ddi véi dich
MyTV cia VNPT tai khu vuc huyén Tuy Phong,
tinh Binh Thuén.

2. Co'sé Iy thuyét va phuong phap nghién citu

2.1. Ly thuyét chung vé dich vu MyTV

Nam 2009, dich va MyTV ctia VNPT chinh thirc
ra mit thi trudng - 13 mot trong nhitng dich vu
truyén hinh trén nén tdng cong nghé IPTV ra doi
diu tién tai Viét Nam, IPTV 13 cong nghé truyén
din hinh 4nh k§ thudt so t6i ngudi sit dung dua trén
giao thiic internet v6i két ndi biing thong rong.

Cung v6i sy phat tri€n clia cdng nghé, hién nay
khach hang c6 rat nhiéu Iya chon dé€ xem truyén
hinh theo yéu cau, vi du nhu xem ngay trén cic
dong smart TV hoic cdc loai thiét bi gitp TV
thuGng c6 cac tinh ndng nhu smartTV.

Trong hon 10 nim hinh thanh va phat trién,
MyTV di khong ngirng d8i méi minh dé dap tng
thi hi€u khdch hang. Tir viéc lién tuc ting kénh, bd
sung cdc chuyén muc, cidc chuong trinh mdi, t6i
viéc 4p dung cdc cdng nghé méi cho chit lugng
hinh 4nh o nét hon, b sung tinh ning mdi cho
phép ngudi dung ghi lai, xem ti€p trén nhiéu thiét
bi cAm tay dAu cudi kh4c nhau.

Nhd vay, di thi trudng truyén hinh tré tién trong
nudc canh tranh rat khoc liét, song tir khi ra mit cho
t6i nay, MyTV vin ludn giit vitng vi tri din dau thi
trudng truyén hinh IPTV.

2.2. M6 hinh nghiéu ciiu dé xudt

- Gid thuy&t H1: Phuong tién hitu hinh tuong
quan v4i su hai 1ong cia khach hang (ky vong +).

- Gia thuyé&t H2: Sy tin ciy c6 tic dong thuin
chiéu 1én sy hai 1ong ctia khach hang (k¥ vong +).

- Gi4 thuy€&t H3: Sy dong cam c6 tdc dong thuan
chiéu 1én sy hai 1ong clia khach hang (k¥ vong +).

- Gi& thuyé&t H4: Gid cudc c6 tdc dong thuin
chiéu 1én sy hai 1ong ctia khach hang (k¥ vong +).

- Gi4 thuyé&t H5: Ning luc phuc vu c6 tic dong
thuan chiéu 1én sy hai long ctia khach hang (k¥
vong +)

Hinh 1: Mé hinh nghién ciu dé xuét

| Phuongtiénhiuhinh  |—H1+

Su hai long
cla khach
hang vé dich
vu MyTV
clia VNPT
tai huyén
Tuy Phong

[ Sutin cay

[ Su déng cam

[ Gia cudc

[ Nang luc phuc vu

3. Phuong phap nghién ciu

Nghién cttu chinh thitc la nghién cttu dinh lugng.
Vi day la nghién cttu khdm phé cung vdi phan tich
nhu trén, nén phuong phdp chon miu phi xédc suat
v6i hinh thifc chon mAu thuin tién 12 phit hgp nhat.
Céc bang cau hdi nghién ciu s& dugc gl tryc ti€p
dén doi tugng khdo sat 1a nhitng khdch hang dang
stt dung dich vu MyTV ctia VNPT trén dia ban
huyén Tuy Phong, tinh Binh Thuén.

D6i véi phan tich nhan t6 khdm phd EFA: Dya
theo nghién ctru cia Hair (2006) cho tham khao
vé kich thuéc miu du ki€n. Theo d6 kich thuéc
mau t3i thi€u 1a gdp 5 1an tdng s6 bi€n quan sit:
n# 5 x k; trong d6: k 12 téng sd bién quan sat. C6
24 bi€n quan sdt, cd miu t6i thi€u la: N= 5x24
=120 miu. Tuy nhién, dé s& liéu dudgc tin cay hon,
trong nghién cttu thuyc t€&, tic gid da phat hanh 300
mau, thu h6i 280 mau, loai 15 phi€u trd 15i khong
phil hop, st dung 265 miu c6 trd 15i phit hgp dé
phén tich.
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Bdng 1: K&t qud ki€m dinh thang do

Bién Trung binh Phuong sai Cronbach’s
quan | thangdonéu | thangdonéu TUSI,] g ﬂuan Alpha néu
sét loai biéh loai biéh bién tong loai bigh
Yéu t6'Phuong tién hiu hinh, Cronbach’s Alpha= 0.876

HHA1 12.91 9.708 0.773 0.834
HH2 13.43 12.215 0.686 0.860
HH3 13.48 11.622 0.676 0.858
HH4 12.82 10.298 0.748 0.839
HH5 12.90 10.077 0.700 0.854
Yéu t6'Su déng cam, Cronbach'’s Alpha = 0.750

DC1 10.76 3.538 0.606 0.661
DC2 10.86 3.747 0.545 0.695
DC3 10.95 3.611 0.511 0.712
DC4 10.65 3.267 0.536 0.703
Yéu t6'Nang Iuc phuc vu, Cronbach’s Alpha = 0.888

NL1 10.42 6.275 0.800 0.838
NL2 10.3 6.295 0.716 0.874
NL3 10.54 6.757 0.742 0.861
NL4 10.44 6.801 0.774 0.851
Yéu t6'Su tin cay, Cronbach’s Alpha= 0.858 (lan 1)

TC1 10.84 5.808 0.795 0.778
TC2 11.63 7.037 0.714 0.821
TC3 11.24 6.371 0.692 0.823
TC4 10.98 6.227 0.636 0.851
Yéu t6'Gia cudc, Cronbach’s Alpha = 0.862

GC1 11.21 6.175 0.612 0.861
GC2 11.22 5.613 0.800 0.792
GC3 11.17 5.308 0.723 0.819
GC4 10.77 5.168 0.722 0.821
Yéu t6'thang do su hai Iong ctia khach hang, Cronbach’s Alpha = 0.825
HL1 715 3.028 0.642 0.799
HL2 6.96 2.752 0.720 0.723
HL3 6.72 2.295 0.704 0.748

Nguodn: Két qud phan tich dit liéu khdo sdt ciia tdc gid
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4. Két qua nghién cifu va
thao luan

4.1. Kiém dinh dj tin cdy ctia
thang do Crobach Alpha (Bdng 1)

Nhin chung, cdc thang do trén
déu c6 hé sd Cronbach’s Alpha
kha cao (> 0.6). TAt cd cdc bién
quan sit cla thang do nay déu c6
hé s6 tuong quan bién tong 16n
hon 0.3, do d6, chiing déu dudc st
dung cho phan tich EFA ti&p theo.

4.2. Phén tich nhéan to kham
phd EFA (Bdng 2)

Kiém dinh sy thich hgp cta
phan tich nhan t6 ddi v6i cdc dir
liéu ban diu bing chi s§ KMO
(Kaiser - Meyer - Olkin). Thudc
do KMO trong phan tich nhan to
cho thdy, hé¢ s6 KMO dat
0.886>0.5, chiing t6 phuong phap
phan tich nhan t§ khim pha EFA
ap dung 1a thich hgp.

Kiém tinh tuong quan giita céc
bi€n quan sét

St dung Barletts test trong
Bang 2, gid tri Sig. = 0.000 (Sig =
0.000 < 0.05), k&t qué chi ra cic
bién quan sit ¢ tuong quan tuyén
tinh trong mdi nhan 8.

Kiém dinh phuong sai trich

Bédng 3, Phuong sai trich bing
69.436, th€ hién sy bi€n thién
clia cdc yé&u t& dugce phan tich ¢6
thé gidi thich dudc 69,436% su
bi€n thién cla dir liéu khao st
ban diu, day la mic y nghia &
mitc khd. Hé s6 Eigenvalues clia
y&u t& thit 5 bing 1.230>1, thé
hién sy hoi tu ctia phép phén tich
dirng & y&u to thit 5, hay két qua
phan tich cho thdy c6 5 yé&u to
dugc trich ra tir dit liéu khd o sdt.

4.3. Phén tich hoi quy da bién

Béng 4 cho thdy, cdc bién doc
lap gdbm Phuong tién hitu hinh
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BAng 2. Hé s& KMO va kiém dinh Barlett

cho cdac bién déc I1ap

KMO and Bartlett's Test
Hé so KMO
(Kaiser-Meyer-Olkin) 0898
Approx. Chi-Square 3041.508
Ki€ém dinh
Bartlett of 210
Sig. 0.000

Nguodn: Két qud phan tich dit liéu
khao sdt ciia tdc gid

(F_HH), ning lyc phuc vu (F_NL), Sy dong cdm
(F_DC), St tin ciy (F_TC), Gi4 ¢4 hop 1y (F_GC)
déu c6 y nghia thong ké Sig. <0.05 nghia 12 5 y&u t&
nay thuc sy c6 4nh hudng cling chiéu d&€n Sy hai
1ong ctia ngudi dan (F_HL).

4.4. Két qua kiém dinh INOVA

Theo Bang 5, ki€ém dinh F st dung trong bing
phén tich phuong sai vin 1a mot phép gi thuyét vé
do phit hop ctia md hinh hdi quy tuyén tinh tong
thé. K&t qua phan tich cho thiy, kiém dinh F ¢6 gia
tri 1a 85.438 véi Sig. = 0.000(b) chiing té6 mo hinh
hdi quy da bi&€n 14 phit hop véi tap dit lidu, cdc bién
dua vio déu c6 y nghia trong thong ké.

BAng 3. Phuadng sai trich véa cdc yéu t6 rat trich cia phén tich EFA cho bién doc Iép

Nhan Gia trj Eigenvalues Chi s& sau khi xoay
5 Tong | Phuongsaitrich | Tichlily phuongsaitrich | Tong | Phuongsaitrich | Tich Iily phuong sai trich
1 7.881 37.531 37.531 3.459 16.472 16.472
2 2.079 9.899 47.429 3.022 14.389 30.861
3 1.807 8.604 56.034 2.909 13.851 44.712
4 1.585 7.547 63.58 2.792 13.296 58.008
5 1.230 5.856 69.436 2.400 11.427 69.436
6 0.687 3.270 72.706
Ngudn: Két qué phén tich dit ligu khéo sdt ciia tdc gid
Bdng 4. BAng hé sé héi quy
Hé sdmé hinh
Hé s& chua chudn héa Hé s6 chuan héa Théng ké da cdng tuyén
Mb hinh t Sig.
B Std.Error Beta Tolerance VIF
Hangs6 | -0.316 0.156 -2.017 0.045
F_HH 0.228 0.034 0.312 6.636 0.000 0.659 1.518
F NL 0.110 0.034 0.156 3.245 0.001 0.627 1.595
1 F DC 0.193 0.043 0.197 4.447 0.000 0.745 1.342
F_TC 0.163 0.036 0.228 4.485 0.000 0.566 1.767
F GC 0.132 0.035 0.171 3.774 0.000 0.706 1.416
a. Bién phu thudc: F_HL

Nguodn: Két qud phan tich dit li¢u khdo sdt ciia tac gid
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Bdng 5. BAng phén tich ANOVA

ANOVA-
Mo hinh Sum of Squares df Mean Square F Sig.
Hoi quy 57.204 5 11.441 85.438 .000b
1 Phan du 34.682 259 0.134
Tong 91.885 264

5.Kétluan

Nghién citu da trinh bay két qua vé miu nghién
cttu dudi dang mo ta thong ké, két qua vé ki€ém
dinh cdc thang do ctia cic khdi ni€ém nghién ciu
thong qua danh gid do tin cay Cronbachs Alpha,
phan tich nhan t6 kham pha (EFA) va phan tich hoi
quy. Sau d6 kiém dinh sy phit hgp cia md hinh v6i
céc gid thuy&t da dua ra.

K&t qud phan tich cho thdy, y&u td “phuong

Ngudn: Két qud phan tich dit liéu khdo sdt ciia tdc gid

tién hitu hinh” (beta chuin héa = 0.312) tic dong
nhiéu nhat; ti€p theo 1a “su tin cay” (beta chuin
héa = 0.228), k& dén 1a y&u t6 “sy déng cdm”
(beta chudn héa = 0.197) va y&u t6 “gid cudc”
(beta chudn héa = 0.171) va cudi ciing 12 y&u to
“ning luc phuc vu” (beta chuén héa = 0.156) c¢6
tdc dong thidp nhat d&n sy hai long cta khich
hang d6i v6i dich vu MyTV ctia VNPT trén dia
ban huyén Tuy Phong, tinh Binh Thuin m
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OF CUSTOMERS WITHMYTYV SERVICES PROVIDED BY VNPT
IN TUY PHONG DISTRICT, BINH THUAN PROVINCE
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ABSTRACT:

This study determines the factors affecting the satisfaction of customers with MyTV services
provided by Vietnam Posts and Telecommunications Group (VNPT) in Tuy Phong district, Binh
Thuan province. The study’s results show that there are 5 factors affecting the customer
satisfaction. These factors, which are listed in descending order of influencing level, are (1)
tangible means, (2) trust, (3) empathy, (4) costs, and (5) service capacity. Based on these results,
some administrative implications are presented to help VNPT managers improve the
satisfaction of customers with MyTV services in Tuy Phong distric, Binh Thuan province.

Keywords: influencing factors, customer satisfaction, MyTV service, VNPT, Tuy Phong
district, Binh Thuan province.
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