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TOM TAT:

Pé tai nhiim x4c dinh va do ludng cdc y&u t& Anh hudng d&n y dinh ti€p tuc st dung dich vu va
gidi phdp phit trién dich vu Mobile data cho mang di dong MobiFone tai Thanh ph& H5 Chi Minh
(TP.HCM), bing viéc khdo sdt 445 ngudi tieu dung (NTD) dang st dung dich vu mobile data ctia
nha cung cip dich vu MobiFone tai TP.HCM. K&t qué nghién cttu cho thiy cac nhén t6 tic dong
dén y dinh ti€p tuc st dung dich vu mobile data ctia Mobifone 1a sy hai long, mitc d6 kha dung va
gid cd. Mifc do k¥ vong c6 tdc dong truc ti€p va thuan chiéu 1én do hitu dung. Mic do ky vong c6
tdc dong truc ti€p va thuan chidu I1én sy hai 1ong. P hitu dung c6 tic dong tryc ti€p va ciing chiéu
1én sy hai long. K&t qué ciing gitp cho cdc nha quan tri ¢6 nhitng di€u chinh chién luge va hanh
dong phit hop trong qua trinh canh tranh khdc liét hién nay d6i véi thi trudng vién thong.

Tur khéa: nganh Vién thong, ngudi tiéu dung, Thanh ph& Hd Chi Minh, MobiFone.

1. Dit van dé

MobiFone 12 mang vién thong di dong dau tién
tai Viét Nam, dugc thanh 1ap ngay 16/04/1993, vé6i
tén goi ban diu 13 Cong ty Thong tin di dong
(VMS) truc thudc Tap doan Buu chinh Vién thong
Viét Nam. P&n ngay 01/12/2014, MobiFone dugc
chuyén d8i thanh Tdng cong ty Vién thong
MobiFone, thudc B6 Thong tin va Truyén thong.
Pén thang 11/2018, MobiFone dugc chuyén giao
quyén dai dién chd s& hitu vé& Uy ban Quan 1y von
nha nudc tai doanh nghi€p. Tai Viét Nam,
MobiFone 1a mot trong sd cdc doanh nghiép Vién
thong - Cong nghé thong tin - Noi dung s6 16n nhat,
12 nha cung cAp mang thong tin di dong dau tién,
v6i hon 30% thi phan.
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Linh vuyc vién thong va thdng tin di dong tai Viét
Nam ngay nay da c6 nhiéu ti€n bd vugt bac trong
viéc phat trién va md rong hé thong vién thong trén
toan quoc. Theo s6 lieu thong ké cda Cuc Vién
thong truc thudc Bo Thong tin va Truyén thong,
trong nam 2019 cd nudc c6 trén 125,7 triéu thué
bao di dong. V6i tong dan s6 khodng 96,2 triu
ngudi thi trung binh mdi ngudi dan s& s& hitu 1,3
thué bao di ddng, gAn ngang bing vdi cic nudc phat
trién nhu Han Qudc, Nhiat Ban. Piéu nay cho thiy,
thi trudng trong nudc gan nhu di bao hoa va viéc
phét trién thém thué bao mdi sé& gip nhiéu kho
khén (Ha, 2021). Chinh vi vay, viéc canh tranh giita
cdc nha mang cung cip dich vu thong tin di dong
ngay cang quyét liét, nhat 12 3 nha mang 16n dang
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c6 rat nhiéu khich hang st dung tai Viét Nam Ia
Viettel, VNPT va MobiFone.

Theo s& liéu thong ké trong thang 8/2021 cda
Tap doan VNPT, nha cung cip dich vu thong tin di
dong 16n nhat Viét Nam hién nay 1a Tap doan
Viettel, ding thit 2 1a Tap doan VNPT, va Cong ty
MobiFone dang 12 nha cung cAp ditng thit ba. Tuy
nhién, tai TP.HCM, thi phan khach hang 16n nhat
lai chinh Ia Cong ty MobiFone. Viéc nghién cttu
céc nhan t6 4nh hudng dén viéc ti€p tuc st dung
dich vu mobile data cu thé ddi v6i nha mang
MobiFone tr§ nén rat can thi€t cho cdc nha cung
cap dich vu di dong trong mdi trudng canh tranh
khdc liét.

2. Co'sé 1y thuy€&t va mé hinh nghién citu

2.1. Mot s6'khdi niém chinh

Dich vu dit liéu di dong dugc dinh nghia la truy
cap khong day vao ndi dung s6 héa trén internet
thong qua thi€t bi di dong (Kim, Choi, & Han,
2009), cung c&p nhiéu dich vu khdc nhau, tir thong
tin va dich vu giao thdong nhu bo cédo thdi tiét, dich
vu bdo gid ¢6 phi€u va thong tin giao thong, dén
céc dich vu gidi trf nhu dich vu phét truc tuyén
nhac, dich vu tro chdi di dong va dich vu nhac
chudng (Kim & Han, 2009a).

HAu hét cic dich vu dif liéu di dong dudc coi 1a
mot dich vu gia tri gia tdng cho cdc dich vu thoai va
nhin tin dugc cung cap bdi nha cung cap dich vu di
dong. C4c dich vu dit liéu di dong déu dua trén
cdng nghé nhu mang 3G, 4G, 5G va Wi-Fi. Do vay,
cdc nha mang déu phai diu tu trang bi cdc thiét bi,
cong nghé mdi dé ddm bao cung cip dich vu cho
khéach hang @€ dat chat lugng cao nhat.

Theo Kim & ctg (2009), cac dich vu mobile data
da phd bién trén toan cau do sy phat trién nhanh
chéng ctia cic thi€t bi di dong c6 thé truy cap
Internet. Nhitng ti€n bod trong cong nghé di dong da
cho phép moi ngudi cé co hdi chua titng ¢ d€ truy
cAp ndi dung s& héa ma khodng bi gidi han vé thdi
gian va khong gian. Dich vu mobile data dudc coi la
mot cudc cach mang cdng nghé, trong d6 cung cip
cho ngudi duing, ngudn thong tin va dif liéu lién tuc
bat ké ho & dau, ddng thdi cung cAp cho ho cic dich
vu dudc ca nhan héa cao.

Su hai long clia ngudi hé thong thong tin ding
dudc dnh hudng bdi 2 yé&u t& quyét dinh chinh, d6
la: k¥ vong sau khi sit dung lién quan dén hé thong

thong tin va su khic biét gitra ky vong truée khi dp
dung va hiéu suit thuc t€ cia hé thdng thong tin
(Bhattacherjee, 2001). Mic d6 xdc nhdn va ky
vong sau khi st dung 4nh hudng dé€n mirc do hai
1ong clia ngudi diing vé hé thong thdng tin (Giao &
Hién, 2018).

Mic du viéc ap dung dich vu cong nghé thong
tin s6m 12 giai doan chinh, nhung su thinh cong bén
vitng ctia dich vu cong nghé thong tin phu thudc
vao viéc st dung lai cia ngui dung hon la st dung
ban dau (Bhattacherjee, 2001; Venkatesh & ctg,
2011).

2.2. Cdc mo hinh ly thuyét lién quan

M5 hinh chdp nhan cong nghé - TAM

Mo hinh chip nhin cong nghé (Technology
Acceptance Model - TAM) dugc phat trién bdi
Davis (1989); Bagozzi & Warshaw (1992). Su ti€p
cin mang internet cia ngudi ti€éu dung TP.HCM c6
thé dugc xem 1a viéc st dung cong nghé thong tin
cho muc dich ti€u dung thong qua mang internet,
doi v6i dé tai nay d6 chinh 12 quyét dinh mua vé
m4y bay tryc tuyén.

Ly thuy&t hanh vi du dinh - TPB

Thuyét hanh vi du dinh 13 sy phat trién va cai
ti€n clia Thuyé&t hanh dong hgp 1y TRA (Theory of
Reasoned Action) ctia Ajzen (1991) va Ajzen &
Fishbein (1975) va 1a 1y thuyét dugc sit dung phd
bi€n khi muén du dodn mdt hanh vi cu thé cia cé
nhan bat ky, c6 thé 13 hanh vi chon mua san phim,
dich vu,... Hai y&u t& chinh 4nh hudng dén quyé&t
dinh 13 th4i do cd nhan va chudn chii quan. Trong
d6, thai dd c4 nhan duge do ludng bing niém tin va
su dénh gid d6i véi két qua ctia hanh vi do.

2.3. Cdc nghién ciiu trudc day

Nghién cttu ctia Kim (2010) cho thdy, viéc ti€p
tuc st dung dich vu mobile data phu thudc vao cam
nhin sy hai long. Cdm nhian mc do hitu ich, cdm
nhin vé mic phi cé tdc dong truc ti€p d&€n mitc do
hai 1ong ctia khdch hang, tir 46 anh hudng tich cuc
dén y dinh ti€p tuc s dung, bén canh dé nghién
cu con chi ra dugc cdc dnh hudng xa hoi, cdm
nhan kiém soat hanh vi ciing 4nh huéng dén ¥ dinh
ti€p tuc st dung dich vu mobile data clia khach
hang. Tédc giad nghién citu x4c dinh dugc dnh hudng
clia cdm nhan hitu dung va cdc yé&u t& dnh hudng
bén ngoai cé 4nh hudng 16n nhi't dén y dinh ti&p tuc
st dung cta khach hang.
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Nghién cttu ctia Ojiaku & Osarenkhoe (2018) da
xdc dinh dugc cdc nhan t6 dnh hudng d€ viéc lua
chon thuong hiéu ctia nha cung cip dich vu mobile
data va y dinh ti€p tuc st dung dich vu bao gdm
chat lugng dich vu (chit lugng mang vién thdng),
gid ca, cdc khuy&n mai, hinh 4nh thuong hiéu, tri
nghiém trong qui khit. K&t qua cho thi'y nhin t& vé
chat lugng dich vu va gi4 1 tdc dong 16n nhat dén y
dinh Iva chon thuong hiéu, cling nhu y dinh ti&p tuc
st dung dich vu.

Nghién ciu cta Kim & Oh (2011) cho thdy y
dinh st dung chiu dnh hudng bdi gid tri hitu dung,
trong khi d6 ¥ dinh ti€p tuc st dung dich vu mobile
data bi dnh hudng bdi gia tri thuc dung va gid tri
huéng thuy, trong d6 bao gdm gid ci cia cic goi
cuSc mobile data Anh hudng dén quyét dinh tiép tuc
st dung ctia khach hang.

2.4. Gid thuyét nghién citu va mé hinh nghién
ciiu

P& thyc hién x4c dinh cdc nhan t& quyét dinh ¥
dinh ti€p tuc st dung ctia khach hang mobile data
MobiFone, tic gid sit dung khung 1y thuyé&t vé mo
hinh x4c nhan ky vong (Expectation-confirmation
model- ECM) clia Bhattacherjee (2001) k&t hdp
vGi thuy€t hanh vi dy ki€n (Theory of planned
behavior- TPB) cuing v6i két quéa cta cdc nghién
cttu trudc.

HI: Sy hai long ciia nguoi ding vdi vigc sit dung
mobile data dnh hudng tich cuc dén y dinh tiép tuc
mobile data.

H2: Mitc dé hitu dung cé lién quan tich cuc dén y
dinh tiép tuc sit dung dich vu mobile data.

H3: Miic do xdc nhan ky vong ciia nguoi ditng cé
lién quan tich cuc dén sy hai long ciia ho vdi viéc sit
dung mobile data.

Hinh 1: Mé hinh nghién ciu dé xudt
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HA4: Miic dé xdc nhan ky vong dnh hudng tich cuc
dén tinh hitu dung.

H5: Miic dé hitu dung dnh hudng tich cuc dén su
hai long ciia nguoi ding doi vdi viéc sit dung mobile
data.

Tir @6, mo6 hinh nghién cttu duge dé xuit trong
Hinh 1.

3. K&t qua nghién ciu

3.1. M6 ta méu nghién ciiu

Nghién cttu dugc thyc hién bing viéc khdo sdt
truc tuyén 510 khdach hang dang st dung dich vu
mobile data clia nha cung cAp dich vu MobiFone
tai TP.HCM. K&t qua thu thap c6 445 bang trd
15i hop 1é dugc dung d€ phan tich, dat 87,25%.
Béng 1.

3.2. Kiém dinh h¢ sé'tin cdy Cronbach’s Alpha

K&t qua phén tich cho thdy hé s6 Cronbach’s
Alpha clia tirng khai niém va hé s6 tuong quan bién
- tong clia cdc bi€n quan sit trong tirng khai niém
déu thda man diéu kién, tic 1a cac khai niéem déu
dat dugc do tin cdy va dugc st dung cho céc budc
phan tich ti€p theo.

Phan tich nhan t6' khdm phd (EFA)

K&t qué phan tich nhan t6 kham phi EFA c6 hé
s6 KMO = 0.809 théa min diéu kién (0,5 < KMO <
1), ki€m dinh Bartletts c6 Sig = 0.000. Tai nhan t&
thit 6 ¢6 gid tri Eigenvalue =1.174 > 1 ddm bdo c6 6
nhan & dudc trich va tdng phuong sai trich ctia 6
nhan t& dat 64,392% > 50%. Chi tiét dudc mo ta
theo Bang 3.

3.3. Phén tich nhén t6'khdng dinh (CFA)

K&t qud CFA citia md hinh y dinh ti&p tuc sir
dung dich vu mobile data cia MobiFone dugc trinh
bay theo Hinh 2. Tudng quan giita c4c nhan t6 trong
khainiém nay dugc thé hién trong Bang 4.

hai long

H(1)+—>C Tiép tuc sti dung dich vu MDS )

CSU xac nhan
H(4)+
Y H(5)+
CNhén thic tinh hiu dung >/
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Bdng 1. BAng mé té méu nghién clu

K&t qué cho thiy cic chi s6 Chi-

Tiéu chi Sé’ngudl W|é% square/df =1.622< 5; GFI = 0945,
TLI = 0.956; CFI = 0.963; RMSEA
0, A z
Gisi | Nam 218 49% =0.037 < 0.8. Didu nay cho thdy, dir
tinh Nii 227 51% liéu nghién citu 1a phi hgp clia md
— - hinh (Giao & Vuong, 2019).
Duai 18 tudi 14 3% Bang danh gid tinh db tin cay va
Ti18-25 40 9% hoi tu cia md hinh duge mod ta theo
Po > ] " Béng5.
tudi Tu25-35 40 31% Theo d6, chi s6 CR clia cdc bién
Tu35-45 169 38% déu > 0.7 va chi s6 AVE > 0.5, diéu
Tren 45 ” 8% nay thé hién tinh hdi tu cia mo hinh
ren ° rit manh. Nhu vy, cic chi s6 khing
Bubn ban 64 14% dinh m6 hinh do ludng CFA phu hgp
Nhan vién/chuyén vién 178 40% v6i dif liu nghién ciu da thu thap
dat do tin cay cao.
Nghé | Kinhdoanhonline 98 22% 3.4. Phan tich moé hinh céu triic
nghiép | sinn vien/hoc sinh 30 7% tuyén tinh SEM
' ° M6 hinh ¢6 Chi-square/df =
Huu tri 24 5% 1.782 < 5; GFI =0.938; TLI =0.944;
Khac 51 1% CFI = 0.9539; RMSEA = 0.042. So
liéu nay khang dinh md hinh phu
Ngudn: Két qud phan tich s6'ligu, 2022 hop v6i dit lieu khdo st (Bollen,
Bdng 2. Hé s& Cronbach’s Alpha clia cdc nhén t6
STT | Mabién Nhan & Hesowongquan | HesOtincaykhi | o o\ s Alpha
bién tong loai bién quan sat
1 CH Y dinh tigp tuc st dung 0.583 0.696
2 CI2 dich vu mobile data clia 0.652 0.627 0.763
3 ci3 MobiFone 0562 0.729
4 CONT1 0.575 0.682
5 CON2 Do ky vong 0.598 0.653 0.754
6 CON3 0.577 0.679
7 PU1 0.601 0.688
8 PU2 0.637 0.667
D06 hiiu dung 0.764
9 PU3 0.42 0.779
10 PU4 0.613 0.685
11 SA1 0.582 0.699
12 SA2 0.582 0.699
Mic d6 hai long 0.764
13 SA3 0.569 0.708
14 SA4 0.528 0.729
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STT | Mabién Nhan t& Hesotuongquan | HesOtincaykhi | o\ s Alpha
bién tong loai bién quan sat
15 PRI1 0.569 0.848
16 PRI2 0.653 0.811
Gia 0.842
17 PRI3 0.812 0.738
18 PRI4 0.687 0.797
19 SN1 0.425 0.673
20 SN2 Anh hudng xa hoi 0.534 0.539 0.682
21 SN3 0.537 0.537
Nguén: Két qud phan tich so'liéu SPSS, 2022
Bdng 3. Bang két qud phén tich EFA
Nhan t6
Bién quan sat Tén nhan to'
1 2 3 4 5 6
PRI3 0.910
PRI4 0.845
Gia
PRI2 0.813
PRI1 0.709
SA4 0.766
SA3 0.766
Mic do hai long
SA1 0.762
SA2 0.736
PU4 0.842
PU1 0.776
Do hiiu dung
PU2 0.773
PU3 0.636
Cl2 0.845
CI3 0.814 Y dinh tiép tuc sti dung
cH 0.804
CON3 0.842
CON2 0.822 P& ky vong
CONT1 0.78
SN3 0.803
SN1 0.768 Anh hudng X3 hoi
SN2 0.768
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Nguon: Két qud phan tich so'li¢u SPSS, 2022
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Bdng 4. K&t qud ki€m dinh gid tri phan biét gitia cdc nhan t6 trong mé hinh do ludng

STT Tuong quan r SE CR P
1 PRI <--> SA 0.332 0.029 5.389 b
2 PRI <--> PU 0.278 0.032 4767 i
3 PRI <--> Cl 0.281 0.027 4.795 b
4 PRI <--> CON 0.225 0.027 3.776 i
5 PRI <--> SN 0.205 0.024 3.34 ek
6 SA <--> PU 0.36 0.03 5.413 ek
7 SA <--> Cl 0.36 0.025 5.405 b
8 SA <--> CON 0.443 0.027 6.127 e
9 SA <> SN 0.267 0.022 3.899 b
10 PU <> Cl 0.366 0.029 5.688 b
1 PU <--> CON 0.364 0.03 5.45 i
12 PU <--> SN 0.359 0.027 5172 b
13 Cl <--> CON 0.268 0.024 4.162 b
14 Cl <--> SN 0.135 0.02 2.101 0.036
15 CON <> SN 0.498 0.025 6.36 b
Ngudn: Két qud phan tich sé' liéu AMOS, 2022
Bdng 5. BAng ddnh gié dé tin cdy va tinh héi tu
Model Validity Measures
CR AVE MSV | MaxR(H) PRI SA PU Cl CON SN
PRI 0.852 0.5% 0.1 0.902 0.771
SA 0.766 0.514 0.196 0.77 0.332*** 0.672
PU 0.771 | 0565 | 0.134 0.803 0.278** | 0.360*** | 0.682
Cl 0.772 0.532 0.134 0.792 0.281** | 0.360*** | 0.366*** 0.73
CON | 0.755 0.507 0.248 0.755 0.225** | 0.443** | 0.364** | 0.268*** 0.712
SN 0.714 | 0.543 | 0.248 0.713 0.205*** | 0.267*** | 0.359*** | 0.135* | 0.498*** | 0.656

1989). K&t qua udc lugng (chua chuin héa) clia cdc
tham s& chinh dudc trinh bay trong Bing 6.

Béng 6 cho thdy, y dinh ti€p tuc st dung dich
vu mobile data cia MobiFone dugc danh gia bdi
cdc nhan t6 1a sy hai long, mifc d6 khd dung va
gid cd. Mic do ky vong c6 tdc dong truc ti€p va
thuan chiéu 1én d6 hitu dung. Mtc do ky vong c6

Nguodn: Két qud phan tich s6'lieu AMOS, 2022

tdc dong tryc ti€p va thuin chiéu 1én sy hai long.
Do hitu dung c6 tic dong truc ti€p va cuing chiéu
1én sy hai 1ong. Nhitng tdc dong nay déu cé ¥
nghia thdng ké vi c6 P < 0.05 va phi hgp véi mo
hinh di dé ra. Ngoai ra, k&t qua nay cho thiy, mdi
tuwong quan gitta 4nh hudng xa hoi dén y dinh ti€p
tuc st dung dich vu (H7) ¢6 gid tri P=0.58 > 0.05,
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Hinh 2: Két qud phén tich CFA
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Nguon: Két qud phan tich s6'ligu AMOS, 2022

BAng 6. Bang hé s6 hdi quy chua chudn héa
cta mé hinh ly thuyét

CON | -—> | PU 0.5 0.078 6.436 b Hy
CON | > | SA 0.403 0.074 5.467 b Hs
PU --> | SA 0.171 0.055 3.098 0.002 Hs
SA --> Cl 0.229 0.064 3.558 b H,
PRI --> Cl 0.129 0.043 2.977 0.003 Hg
PU --> Cl 0.212 0.053 4.003 o H,
SN --> Cl -0.04 0.073 -0.554 0.58 H;

Nguon: Két qud phan tich s6'lieu AMOS, 2022

284 S6 19 - Thdng 8/2022

khong c6 ¥ nghia thong ké, dicu
nay c6 nghia, mic du khiach
hang nhian dugc 16i khuyén cta
nhitng ngudi than, chuyén gia,
ban be, lanh dao,... nhung khong
4nh hudng truc ti€p dén y dinh
ti€p tuc st dung dich vu mobile
data ciia MobiFone. (Bang 7)

BAng 7. Hé sé udc lugng
chudn héa ctia mé hinh

ly thuyét

Tudng quan Hé s6
CON -—-> PU 0.409
CON --> SA 0.388
PU --> SA 0.201
SA —-> Cl 0.235
PRI --> Cl 0.162
PU -> Cl 0.256
SN --> Cl -0.035

Nguédn: Két qud phan tich sé'liéu
AMOS, 2022

K&t qua u6c lugng trong phan
tich mo hinh cau tric tuyé&n tinh
SEM cho thiy, cdc mdi quan hé
dudc gia thuy€t trong md hinh c6
¥ nghia bién thién tir 0.000 dén
0.005 dat miic y nghia can thiét.
Hay néi cdach khdc, cdc gia
thuy€t H1, H2, H3, H4, H5, H7
chapnhan.

4. Pé xuat giai phap va két
ludn

4.1. Dé xudt gidi phdap

Gidi phdp xdy dung chinh
sach kinh doanh, marketing dé
lam thda méan su ky vong khdch
hang trong viéc st dung dich vu
dir liéu thong tin di dong.

P& dap tng tot nhat vé nhitng
ky vong, mong dgi tu khich
hang, MobiFone nén thuc hién
céc chinh sdch: Trién khai khdo
sdt khach hang hi€n hitu va phan
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Hinh 3: Két qud SEM theo mé hinh nghién ciiu
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theo tirng nhom d6i tugng khach hang dé hiéu 1o
hon nhitng nhu cau cu thé ma khich hing mong
muén. Bén canh d6, chinh sdch marketing phdi rd
rang, trung thuc v6i san phim dich vu ma
MobiFone cung cap: viéc sit dung cc thong diép
truyén thong hap din cling véi cac hinh 4nh quing
cédo dep mit khong chi thu hit khdch hang quan
tam dén san phim clia MobiFone ma con lam gia
ting ky vong clia khiach hang. PAm bdo chat lugng
dich vu cung cap cho khach hang: chit lugng dich
vu mobile data cia MobiFone chinh 1a dong luc 16n
nhat d€ khach hang hién hitu ti€p tuc st dung. Do
vay, MobiFone cin dit c4c chi tiéu cam k&t vé chat
lugng mang ludi, do kha dung ctia cdc tram thu phat
séng trén dia ban TP.HCM ludén ddm bdo t6t nhat
so vdi cdc nha cung cap thong tin di dong khic nhu
VNPT hay Viettel.

Ting cudng phat trién va cung cip dich vu méi
trén nén ting k&t ndi dit lieu di dong.

Dich vu mobile data cia MobiFone cling nhu
c4dc nha mang khdc & Viét Nam hién nay chii yéu

Nguén: Két qud phan tich sé'liéu AMOS, 2022

la cung cip dudng két ndi phuc vu cho mot vai
nhu cau co ban nhu thanh todn online, dich vu giao
hang nhanh, dich vu mua ban online, hdi nghi tryc
tuyén,.. Do vdy, MobiFone cin nghién ctu va
phét trién thém cdc dich vu mdi trén nén ting két
ndi di dong, dic biét 1a mang 5G dang trién khai &
Viét Nam hién nay. V6i mang 5G c6 tdc do két
ndi cao va dd tré k&t ndi thap, MobiFone c6 thé
xay dung dudc rit nhiéu dich vu méi dé€ ddm bio
tinh canh tranh khong chi v6i cdc nha cung cap
mang vién thong tai Viét Nam, ma con cé thé
canh tranh v6i cdc doanh nghiép phat trién dich
vu sO trén thé gidi. Cic dich vu MobiFone c6 thé
phét trién bao gébm cdc dich vu nhu quan 1y céc
nhd mdy sdn xuit bing cdc thi€t bi k&t ndi van
vat, viét tit 1a IoT thdng qua cédc robot diéu khién
tif xa, phdt trién va cung cip dich vu db thi thong
minh cho cdc thanh phd va céc tinh, thanh phd tai
Viét Nam, dich vu cung cap k&t ndi mang cho cic
phuong tién di chuyén khong ngudi 14i ciing 1a
dich vu ma MobiFone cin quan tim dén. Pay la
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cong nghé da dugc mot sd nudce tién ti€n trén the
giGi dang th nghiém va da dua vao hoat dong
nhu My, Ptic, Nhat Bdn, Trung Qudc.

Giai phdp vé viéc xAy dung cdc chinh sich gid
canh tranh dé giit chan khach hang hién hitu va thu
hat khach hang méi.

Gi4 c4 1a y&u to ciing quan trong trong viéc ti€p
tuc st dung dich vu mobile data cia MobiFone.
Hién nay, chinh sdch cudc cia MobiFone so véi cac
nha mang khéc c6 nhiéu vu diém hon néu so sanh
vé dung lugng st dung/théng so v6i gid phdi tra cho
dich vu. Piéu nay ciing 12 mot phan quyét dinh
trong viéc gilt chdn khach hang hién hitu va thu hat
khach hang mdi. Viéc dinh gid dich vu cta cdc nha
mang di dong 16n & Viét Nam hién nay rat linh
dong va thay ddi thudng xuyén. Do d6, MobiFone
cin lién tuc cip nhat, so sdnh mic gid cudc dé tao
chinh sdch gid canh tranh nham thu hat khach hang.

TAILIEU THAM KHAO:

Bén canh d6, MobiFone can xiy dung cdc chinh
sdch cham s6c khach hang c4 nhan va khich hang
doanh nghiép dang st dung dich vu cia MobiFone.
Hién nay, chinh sidch chim séc khach hang, nhat 1a
khach hang trung thanh st dung dich vu trd sau cta
MobiFone con chua dugc chi trong.

4.2. Két lugn

Nghién cifu nay tim hi€u vé cdc nhan t& anh
huéng dén y dinh ti€p tuc st dung dich vu mobile
data cia nha mang MobiFone tai TP. HCM dua
trén nghién cttu vé gia ca, midc do hitu dung, cim
nhan vé su ky vong clia khdch hang, cAm nhan sy
hai long cia khach hang va da hoan thanh muc ti€u
nghién citu dé ra. Tuy vay, nghién citu chua chi
trong céc nhan td khac nhu chit lugng dich vu, théi
quen st dung, do tin tudng ctia khach hang doi véi
thuong hi€u,... D6 cling chinh 1a dinh huéng cho cdc
nghién cttu ti€p theo W
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ABSTRACT:

This study aims to identify and measure the factors affecting the intention of customer to
keep using services, and propose some solutions to develop the mobile data service of
MobiFone at Ho Chi Minh City. This study surveys 445 customers who are using MobiFone’s
mobile data services and living in Ho Chi Minh City.The study’s results show that the intention
of customers to keep using services is affected by these following factors: customer
satisfaction, price and usage level. In addition, the factor of expectation level has a positive
impact on the usage level, and it also has a direct and positive impact on the customer
satisfaction. This study is expected to help managers make appropriate strategic adjustments
and actions in the increasing competition for the telecommunications industry.

Keywords: telecommunications industry, consumer, Ho Chi Minh City, MobiFone.
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