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TOM TAT:

Nghién cttu dugc thuc hién v6i muc tiéu x4c dinh cdc nhan t6 tdic dong dén sy hai 1ong clia
khach hang khi st dung dich vu gidm sdt tau c4 VNPT-VSS cta Cong ty Dich vu Vién thong
Vinaphone tai tinh Binh Thu2n. K&t qud nghién cttu cho thdy ¢6 5 nhan t6 dnh hudng dén sy hai
1ong ctia khach hang khi sit dung dich vu VNPT-VSS tai tinh Binh Thuin, d6 1a: (1) Chat lugng
cudc goi, (2) Su thuin tién, (3) Dich vu khdch hang, (4) C4u tric gid va (5) Phuong tién hitu
hinh. K&#t qué phan tich cho thdy c6 4 trong 5 nhin t6 dudc phan tich cho thdy sy dnh hudng
tich cuc dén sy hai long ctia khdch hang khi st dung dich vu gidm s4t tau cd VNPT-VSS clia
Cong ty, d6 1a: (1) Phuong tién hitu hinh, (2) Cha't lugng cudc goi, (3) Gid cude dich vu va (4) Su
thuan tién. K&t qud nghién ciu cling dwa ra mdt s6 ham § quin tri, giip Ban gidm doc
Vinaphone Binh Thuin hoan thién cdc chinh sdch, ning cao hon nita sy hai 10ng cia khéach
hang d6i v6i dich vu VNPT-VSS ctia cong ty trong thdi gian tdi.

Tu khéa: dich vu VNPT-VSS, Cong ty Dich vu Vién thong Vinaphone, tinh Binh Thuan.

1.Datvandé

Trong nén kinh t& hién nay, dich vu vi&n thong di
dong da trd nén vo ciing phd bi€n véi hau hét moi
ngudi dan. Cling véi sy phat trién vé Vién thong -
CNTT néi chung, dich vu di dong néi riéng da co
nhitng budc ti€n vugdt bac. Nganh Vién thong di
dong Viet Nam da ching kién nhitng thay ddi to 16n,
lam thay d8i gdn nhu hoan toan hanh vi tiéu ding
ctia khich hang. Nhiéu nha cung ciAp dich vu nhu:
Viettel, VinaPhone, MobiFone, VietnamMobile, IT
Telecom,... cung tham gia thi trudng, modi trudng
kinh doanh ngay cang canh tranh gay git, doi hoi
cic doanh nghiép khong ngimg van dong va ddi méi
dé bit kip vdi nhitng xu huéng phat trién clia thé
gidi va nhu ciu clia khdch hang.

Niam 2017, Luat Thiy sdn 2017 ra ddi, theo d6
cac Thong tu, Nghi dinh huéng din Luat dugc ban
hanh, d€ luat di vao ddi song, ddm bio ngudi dan
thuyc hién nghiém phap luit cAn c6 su phdi hdp
ddng bd gifta cdc co quan chiic ning, ngudi dan va
cdc doanh nghiép cung cAp dich vu gidm sét thu c4
theo luat dinh. Trén co s& nghién ciu cdc quy dinh
ctia luat, sau thdi gian thir nghiém cing Téng cuc
Thdy san, VNPT trién khai dich vu gidm sit thu c4
VNPT -VSS, dip ting yéu cau clia cd quan quéan ly
nha nuSc vé khai thdc thiy sin xa bd, cling nhu
ddm bio cong tdc ctu ho citu nan trén bién.

DPén thang 5/2021, thi phan VNPT-VSS tai Binh
Thuin mdi dat 14%. P& ting thi phan, VNPT can
cai thién hiéu qua hoat dong, ning cao niang luc

S6 8 - Thang 4/2022 313



TAP CHi CONG THUONG

canh tranh, nhanh chéng cling ¢d hoat dong dich vu
nang cao thi phin. P& dat dudc diéu nay, VNPT
Vinaphone can nghién cttu nim rd hanh vi tiéu
diing, nhitng y&u t6 mang dén sy hai long khi sir
dung thi€t bi va dich vu do VNPT cung cp, gin véi
viéc cdi thién cd s& vat chat ky thuat, chat lugng
dich vu dé ddp &ng nhu ciu ngdy cang cao cia
khich hang. Bén canh d6, cidc ndi dung nghié€n ciu
s€ giip cho VNPT VinaPhone Binh Thuin hoan
thién bd mdy van hanh, ning cao ning lyc cdn bo
quan ly d€ ddm bio cho doanh nghiép phat trién
bén vitng.

XuA't phat tir thuc tién néu trén, tic gid chon dé
tai: “Céc nhén t0 tdc dong dén sy hai long cla
khach hang khi st dung dich vu VNPT-VSS cta
Cong ty Dich vu Vién thong Vinaphone tai tinh
Binh Thuian” dé nghién ctu. Dya trén két qua
nghién ciu, tic gid dé xudt cdc ham y quan tri
nhim gitp ban linh dao tham khao, hoan thién cdc
chinh sdch nhim ddp dng tdt hon nhu ciu cda
khdch hang, thu hit t5t hon lugng khach hang méi
st dung dich vu VNPT-VSS néi riéng va dich vu
ctia VNPT n6i chung.

2. Co'sé 1y thuyét va phuong phap nghién citu

2.1. Khdi ni¢m vé su hai long ciia khdch hang

Su hai 10ng khich hang [a mot thuidt ngif nhan
dugc rit nhiéu sy quan tim chd y cla cdc nha
nghién cttu va nhitng nha quan tri bdi vi tim quan
trong clia n6 nhu 12 mot yéu td chinh trong chién
Iuge kinh doanh va Ia muc ti€u trong moi hoat dong
kinh doanh, dic biét 12 trong boi cinh thi trudng
canh tranh gay gét nhu hién nay.

DPdng thdi, sy hai 1ong 12 mdt danh gia ma khiach
hang dua ra sau khi sit dung san pham hoic dich vu
va d4nh gid nay rit khong dong nhat.

2.2. Vai tro su hai long ciia khdch hang doi véi
doanh nghi¢p

Su hai 1ong ctia khach hang c6 vai tro tdc dong
d6i v6i muc tiéu, chi€n luge phat trién cia doanh
nghiép. Viéc théa man khach hang trd thanh tai san
quan trong trong viéc nang cao chat lugng dich vu,
gilt viing su trung thanh, ning cao ning lyc canh
tranh ctia doanh nghiép.

Su hai long 1a tai sdn v6 gid cho cic cong ty,
cung cAp Igi th€ canh tranh chua tiing ¢6. Sy hai
long ctia khach hang gitp xay dung mdi quan hé
lau dai va dat dugc muc ti€u kinh doanh 1a Igi
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nhudn. Mot doanh nghi€p c6 thé 1am hai long
khach hang clia minh bing cich ching minh cic
dich vu vé chat lugng va gid ca.

2.3. Dich vu vién thong di dpng va do luong chat
luong dich vu

2.3.1. Dichvu

Dich vu 12 mdt hoat dong hoic mot chudi hoat
dong it nhiéu c6 tinh chit vo hinh, nhung khong cin
thiét, dién ra trong cic moi tuong tic giita khich
hang va nhan vién dich vu va / hoic cdc hé thong
cung ng dich vu dugc cung cip nhu 1a cdc gidi
phép gidi quyét cdc van dé ctia khdch hang.

2.3.2. Dich vu vién thong di dong

Vién thong dugc hiéu nhu 1a cach thifc trao di
thong tin, dit liéu thong qua ky thuit dién, dién ti
va cdc cong nghé hién dai khic. Dich vu vién thong
di dong 1a dich vu truyén ky hiéu, tin hiéu, sd liéu,
chit vi€t, Am thanh, hinh dnh hoic céc dang khac
clia thong tin giita cdc di€ém két cudi thong qua
mang vién thong.

2.3.3. Mo quan hé giita chdt luong dich vu va sy
hai long ctia khdch hang

ChAt lugng dich vu va sy hai long tuy 1a hai khdi
niém khac nhau, nhung c6 li€n hé chat ché véi
nhau. Trong nghién citu vé dich vu, sy hai 1ong clia
khiach hang xem nhu k&t qué, chit lugng dich vu
xem nhu 1 nguyén nhan, chit lugng dich vu va su
hai 1ong khdch hang ton tai mdi quan hé nhan qua.

Su théa mén khdch hang 1a mot khai niém tﬁ;ng
quét, thé hién sy hai 1ong ctia ho khi tiéu ding mot
dich vu. Trong khi d6, chit lugng dich vu lai chi tp
trung vao cic thanh phan cu thé ctia dich vu. Tuy
chat lugng dich vu va sy hai long ¢6 mdi lién hé véi
nhau, nhung sy hai long cia khach hang bi tic dong
bdi nhiéu y&u t& khic nhau, nhu: chit lugng sin
pham, chat lugng dich vu, gid ca, y&u td tinh hudng,
y&u td c4 nhan.

2.3.4. M6 hinh nghiéu citu dé xudt (Hinh 1)

- Gi4 thuy&t H1: Chat lugng cudc goi tdc dong
dé&n sy hai long ctia khach hang khi st dung dich vu
VNPT-VSS tai tinh Binh Thuin.

- Gi4 thuy&t H2: Sy thuén tién tic dong dén su
hai 1ong cta khach hang khi s& dung dich vu
VNPT-VSS tai tinh Binh Thuin.

- Gi4 thuy&t H3: Dich vu khich hang tdc dong
dé&n sy hai long ctia khach hang khi sit dung dich vu
VNPT-VSS tai tinh Binh Thuin.
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Hinh 1: M6 hinh nghién ciu dé xuét

VNPT-VSS ciling nhu ¢6 thim nién lam viéc tai
Vinaphone Binh Thuén tir 5 nam trd 1&€n va dang

[Chét Ve e giit céc vi tri quan 1y tir cAp phé phong ban trd 1én.
[ Suthuan ien . K&t quéa nghién cttu gidp dé tai hinh th\énh \tharolg do
R ]\ Su hailong chinh thic cho nghién cttu va lam tién dé dé xay
(Dich vy knach hang ) & claKHAGi | qging bang cau héi khdo st thu thap dit lidu phuc
- véiDV vu cho nghién cttu dinh lugng & budc tiép theo.
[Cé’u tric gia R Nghién ctu c}jnh lugng dudc thuc h~ién thong qua
phén tich cdc mau dit liéu thu thap ngau nhién dugc
[PhUOng tién hiiu hinh tir khdo sat cac khach hang da va dang st dung dich

- Gia thuyé&t H4: Cau tric gi4 tdc dong dén sy
hai long cia khdach hang khi s dung dich vu
VNPT-VSS tai tinh Binh Thuén.

- Gi4 thuy&t H5: Phuong tién hitu hinh tdc dong
dé&n sy hai 1ong ctia khach hang khi stt dung dich vu
VNPT-VSS tai tinh Binh Thuén.

3. Phuong phap nghién ctiru

Nghién cttu dugc thuc hién trén cd s§ st dung
k&t hgp phuong phap nghién citu dinh tinh va dinh
lugng.

Nghién ctu dinh tinh dudc thuyc hi€én véi muc
dich gidp xéc dinh céc yéu to nao dnh hudng dé&n sy
hai long cta khdach hang khi st dung dich vu
VNPT-VSS va cdc khia canh gidi thich cho cdc y&u
t6 d6. Nghién citu dinh tinh sit dung phuong thitc
thdo ludn chuyén gia c6 thAm nién trong nganh
kinh doanh dich vu vién thong va am hiéu dich vu

vu VNPT-VSS trén dia ban tinh Binh Thuin.

Theo Hair, khi phan tich nhan t6 khim ph4d EFA
thi yéu cau kich thuéc miu t5i thiéu phai la 50, tot
hon 1a 100, hodc theo cdng thic: n = 5*x (n 1a ¢d
mAu, x 12 s& bi€n quan s4t). Nghién cttu nay gom 23
bi&n quan sit (19 bién quan sat do ludng cho 5 yéu
t6 doc 1ap, 4 bi€n quan sit do ludng bién phu
thudc). Do vay theo nhu nghién ciru cia Hair va
cong su (2010) thi kich thuSc miu t6i thi€u cho
nghién cttu la: n =5%23 =115 khich hang.

Tuy nhién, d€ han ch€ c4c sai s6t trong qud trinh
thu thap dit liéu, tdc gid ti€n hanh khdo st 200
khich hang. K&t qua phi€u tr 15i khio sit thu vé
c6 8 phi€u tra 151 khong hgp 1&. Do do, s6 quan sat
hgp 1& @& dua vao phan tich 1a 192 phiéu tra 15i.

4. K&t qua nghién citu va thao luan

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

BAng 1. K&t qud ki€m dinh thang do

Bigh quan sét Trung" binh _thir"ng do Phuo:lg sai.thﬁl"lg do Turler’\g iuan CrorlPach’_s ﬁl’pha
néu loai bién néu loai bién bién tong néu loai bién

Chét lugng cudc goi (ac= 0.670)

CL1 7.604 3.738 0.529 0.511
CL2 7.000 4.304 0.532 0.516
CL3 7.281 4.695 0.397 0.681
Suthuén tién (a= 0.813)

TT1 11.182 2.789 0.658 0.755
TT2 11.286 2.771 0.623 0.769
T3 11.401 2482 0.619 0.777
TT4 11.286 2.740 0.641 0.761
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B8 quan sat Trunq, binh .th.janr)g do Phuo?’g sai.th.a:lg do TU?Arjg (luan CrorlE)ach’.sﬁI,pha
néu loai bién néu loai bién bién tong néu loai bién

Dych vu khach hang (a = 0.866)
DV1 15.568 7.639 0.660 0.845
DV2 15.526 7.696 0.658 0.846
DV3 15.536 7.768 0.677 0.841
Dv4 15.682 7.600 0.703 0.835
DV5 15.771 6.900 0.749 0.823
Gia cudc (.= 0.878)
GC1 11.969 3.109 0.774 0.829
GC2 11.979 3.047 0.795 0.820
GC3 11.953 3.406 0.702 0.857
GC4 12.005 3.209 0.682 0.866
Phuong tién hiiu hinh (cc= 0.867)
HH1 11.021 5110 0.616 0.869
HH2 11.026 5177 0.684 0.848
HH3 11.182 4.056 0.831 0.781
HH4 11.224 4.018 0.775 0.810
Su hailong (a = 0.859)
HL1 11.531 4.250 0.741 0.805
HL2 11.505 4.440 0.784 0.792
HL3 11.505 4.325 0.799 0.784
HL4 11.615 4.322 0.547 0.900

Nhin chung, cic thang do trén déu c6 hé s&
Cronbach;s Alpha kh4 cao (> 0.6). Tat ca cac bién
quan sét clia thang do ndy déu c6 hé s§ tuong quan

Bdng 2. Hé s6 KMO va ki€m dinh Barlett cho
cdéc bién déc lap

bi€n tdng 16n hon 0.3, do d6, ching déu dugc sit Hé s6 KMO 0.733
dung cho phan tich EFA ti&p theo.
4.2. Phén tich nhéan t6'khdm phd EFA (Bing 2) Approx, Chi-Square 2073.740
Kiém dinh sy thich hop ctia phan tich nhin t& Kiém
d6i v6i cdc dir liéu ban dau bing chi s6 KMO dinh df 190
(Kaiser - Meyer - Olkin). Thuéc do KMO trong Barlett
phan tich nhan & cho thdy, hé s6 KMO dat 0.733, Sig 0.000

chitng t6 phuong phap phan tich nhan 6 khim pha

EFA ap dung la thich hgp. Nguon: Két qud phan tich dit li¢u
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Bdng 3. Phuang sai trich vé céc yéu té rat trich cGa phan tich EFA cho bién doc Iap

Initial Eigenvalues Extraction Sun?s Rotation Sum.s
S of Squared Loadings of Squared Loadings
Total Va"ﬁ;ac:;e Cum;l,ative Total Va‘yr:acr)]foe Cu m;!ative Total Va"ﬁ)ac:‘fce Cum;:ative

1 3.637 | 18.187 18.187 3.637 18.187 18.187 3.280 16.402 16.402
2 3.387 | 16.935 35.122 3.387 16.935 35.122 2.982 14.908 31.310
3 2.661 13.304 48.426 2.661 13.304 48.426 2.924 14.622 45.932

4 2428 | 12141 60.567 2428 12.141 60.567 2.609 13.044 58.976
5 1.555 7.777 68.344 1.555 7.777 68.344 1.874 9.368 68.344
20 0.049 0.247 100.000

Kiém dinh phuong sai trich:

Bang 3, Phuong sai trich biing 68.344, thé hién
ring su bi€n thién clia cdc y&u 8 dugc phan tich ¢6
thé giai thich dudc 68.344% su bién thién cda dir
liéu khdo sit ban diu, diy 12 mic y nghia & mic
khd. Hé s0 Eigenvalues clia yéu td thi 5 bing
1.555>1, thé hién sy hoi tu ctia phép phan tich difng
& yé&u td thit 5, cho thdy céc nhan t6 dudc trich c6
thé gidi thich 68.344% su bién thién cla dif liéu.

Nguédn: Két qud phan tich dit liéu

4.3. Phén tich hoi quy da bién (Bing 4)

Hé s6 hdi quy chuin héa clia cic bién ciing cho
thiy 4 yéu t§ doc 1ap nay 4nh hudng duong dén Su
hai long ctia khdch hang: Khi y&u t6 Chat lugng
cudc goi ting 1 don vi thi Sy hai long cta khach
hang ting 0.385 don vi; Khi yéu t& Su thun tién
tang 1 don vi thi Sy hai long ting 0.219 don vi; Khi
y&u t6 Gid cudc ting 1 don vi thi Sy hai long ting
0.273 don vi; Khi y&u t6 Phuong tién hitu hinh ting

Bdng 4. Bang hé s6 héi quy

Vodel U'g;’;;gtz:d Sct‘:)::;crf;:;d t S Collinearity Statistics
B Std. Error Beta Tolerance VIF
(Constant) -1.102 0.382 -2.884 0.004
F CL 0.273 0.035 0.385 7.735 0.000 0.938 1.066
FTT 0.279 0.065 0.219 4.310 0.000 0.901 1.110
1 F DV 0.027 0.050 0.027 0.547 0.585 0.954 1.048
F GC 0.317 0.057 0.273 5.596 0.000 0.975 1.025
F_HH 0.413 0.047 0.426 8.729 0.000 0.975 1.026

Nguédn: Két qud phan tich dit liéu
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BAng 5. K&t qud phén tich ANOVA trong héi quy

M@ hinh Téng binh phuong Df Binh phuong trung binh F Sig.
H6i qui 49.963 5 9.993 49.067 0.000b
1 Phan du 37.879 186 0.204
Téng 87.842 191

1 don vi thi Sy hai long cta khach hang cling ting
0.426 don vi.

4.4. Két qua kiém dinh INOVA

K&t qua kiém dinh F & trén cho gid tri sig. <
0.05, diéu ndy c6 nghia phan tich hdi quy 1a phu
hdp, md hinh nghién cttu dé xudt phi hgp véi tap
dir liéu thu thap dugc.

5. Két lugn

K&t qua phan tich hdi quy 192 phiéu trd 15i hgp
1& tir diéu tra khdo st 200 chd tau dang s dung
dich vu VNPT-VSS cho thdy ¢6 4 trong 5 yé&u to
dugc phan tich 4nh hudng tich cuc d&n sy hai long
ctia khach hang khi st dung dich vu VNPT-VSS tai
tinh Binh Thuén, d6 la: Phuong tién hitu hinh, Chat

TAI LIEU THAM KHAO:

Nguodn: Két qud phan tich dit li¢u

Iugng cudc goi, Gia cude dich vu va Sy thuln tién.
Trong d6, yéu t6 dnh hudng 16n nhat dé€n sy hai
long caa khach hang khi s dung dich vu VNPT-
VSS 1a Phuong tién hitu hinh (B = 0.426) va yéu to
Su thuén tién 1a y&u t6 cho thdy sy &nh hudng yéu
nhit dén sy hai 1ong clia khdch hang khi st dung
dich vu VNPT-VSS tai tinh Binh Thuan (3 =0.219).

Pay 1a cd s6 d€ tac gia d& xudt cic ham y nhim
nang cao sy hai 1ong cta khach hang khi st dung
dich vu VNPT-VSS tai tinh Binh Thuén trong th&i
gian t6i, gép phan giit chan, thu hit khdch hang va
nang cao lgi th& canh tranh cia VNPT so véi cdc
cong ty vién thong khac hién dang hoat dong trén
dia ban tinh B
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ABSTRACT:

This study determines the factors afffecting the satisfaction of customers with the VNPT-VSS
fishing vessel monitoring service of Vinaphone Telecommunications Service Company in Binh
Thuan province (Vinaphone Binh Thuan). The study finds out that there are five factors affecting
the customer satisfaction, including (1) Call quality, (2) Convenience, (3) Customer service, (4)
Pricing structure, and (5) Tangibles. The study’s results show that four out of five analyzed
factors positively impact the satisfaction of customers with the VNPT-VSS fishing vessel
monitoring service, including (1) Tangibles, (2) Call quality, (3) Service charges and (4)
Convenience. This study also presents some managerial implications to help the Vinaphone Binh
Thuan’s Board of Directors improve the company’s polices in order to enhance the satisfaction of
customers with the VNPT-VSS fishing vessel monitoring service in the coming time.

Keywords: VNPT-VSS service, Vinaphone Telecommunications Service Company, Binh
Thuan province.
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