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TOM TAT:

Cung vdi sy phat trién ctia xa hoi, yéu ciu dich vu ctia khdch hang, dic biét 1a trong linh vuc di
dong ngay cang c6 nhitng doi hdi cao hon. P& ddnh gid dugc mic d6 hai long clia khach hang ddi
véi linh vuc di dong doi hdi cAn phdi cé nhitng nghién citu d€ tim ra cdc nhan td tic dong dén su
hai long vé chatlugng dich vu, tir 6 ¢6 nhitng gidi phdp dé xui't gitip doanh nghiép hoan thién hon

dich vu trong tuong lai.

T khéa: su hai long clia khach hang, chit lugng dich vu, thé gidi di dong, TP. Da Ning.

1. Dit van dé

Trong giai doan hoi nhap v6i nén kinh t& th&
gidi, cac doanh nghiép Viét Nam phdi d6i mit véi
su canh tranh ngdy cang gay git clia cdc doanh
nghiép nuSc ngoai diu tu vao Viét Nam, dic biét
trong Iinh vyc ban 1é. TU khi cich mang cong
nghiép 14n thi 4 bing nd va phat trién manh mé,
nhitng phat minh céng nghé ngay cang dugc cai
thién vdi nhitng budc dot pha lam thay d6i thoi
quen va cudc sdng clia ngudi tieu dung, trong d6
viéc phdt minh ra di€n thoai di dong 1a mot trong
nhitng phat minh quan trong, 4nh hudng dén nhiéu
linh vuc. Nhu cau s& hitu mot chi€c dién thoai di
dong v6i mdi ngudi ngay cang thi€t yéu, khong thé
thi€u trong cudc song, do vay clra hang ban 1€, siéu
thi ban 1€ dién thoai di dong xuit hién ngay cang
nhiéu, nén mitc dd canh tranh cang khéc liét.
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Niam 2007, clta hang siéu thi dién may Thé gi6i
di dong dau tién xuat hién tai Ha Noi dd cung ciAp
cho khich hang cdc sian phim dién ti nhu dién
thoai di dong, may tinh xach tay, mdy nghe nhac,
phu kién.. dugc nhiap khiu chinh hing tir cic
thuong hiéu ndi ti€ng trén thé gidi, vdi chat luong
hang h6a ddm bdo va gi4 thanh canh tranh nhat. D&
dat dudc lugng khach hang 6n dinh, thi phin 16n va
khén dinh vi tri cia minh, Th€ gidi di dong da phai
¢ gang va nd lyc rat nhidu.

Nhung dé thu hiit khach hang méi ciing nhu 8n
dinh va gitt chdn dugc khach hang cii la mot
nhitng nhitng van dé ludn dugc Thé gi6i di dong
quan tim va chi trong. P& gidi quyét vin dé nay,
bai vi€t nghién citu dé tai “Su hai long ctia khach
hang vé chd't lugng dich vu ctia Thé gi6i di dong -
nghién ctfu tai Thanh Phd Pa Ning” nhim do
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ludng nhitng nhan t6 d4nh hudng sy hai 1dong clia
khdch hang vé chit lugng dich vu cia Thé gidi di
dong, tir d6 dé xui't mot sd gidi phap gitp doanh
nghiép hoan thién hon chit lugng dich vu cda
minh trong tuong lai.

2. Phuong phap nghién ciu

Nghién citu dugc ti€n hanh qua 2 giai doan
chinh: nghién citu s6 bo bing phuong phdp dinh
tinh va nghién cttu chinh thitc bing phuong phip
dinh lugng.

Nghién cttu dinh tinh: cu thé nhu sau:

Budc 1: Lap dan bai thio luan nhim chuén bi
cho qué trinh thdo ludn nhém, thu thip thdng tin tir
ddi tugng nghién ctu.

Budc 2: Tién hanh thdo luan nhém theo dan bai
thdo luin & trén.

Buidc 3: Téng hgp két qua.

Thang do cudi cling ciing ¢c6 mot s& diéu chinh
gdm c6 26 bién quan sit trén 8 bi€n doc lap va 1
bién phu thudc

Nghién cttu dinh lugng: MAu dudc chon 1 ngudi
tiéu dung tai TP. Pa Ning. D liéu sé dugc xi 1y
v6i phan mém SPSS 20.0.

K&t qua khdo sit cia nhém qua dit liéu SPSS
cho thay s6 liéu rat ddm bdo cho k&t qua khio sit,
nhém di c6 sy diéu chinh bang ciu hdi véi quy
trinh phit hgp, md hinh tong thé 1a 182, dif liéu
khdo sdt cudi ciing 1a 182, khi diéu tra khdo sit,
nhém con khoanh ving va md&i hgp tdc mot cach
hiéu qua qua viéc quan sdt thdi do ngudi dugc
khdo sét.

Phuong phdp phan tich dit liéu: P& ti€n hanh
phén tich dit liéu, 182 bang cau hdi s€ dugc st dung
dé ti€n hanh khao sit, dugc thuc hién bing phian
mém SPSS.

3. K&t qua nghién cifu

3.1. M6 hinh nghién ciiu

Dua trén cdc nghién ctru truGe dady va muc ti€éu
clia nghién ctu, bai viét d& xuidt mo hinh nghién
ctu nhu'sau: (Hinh 1)

3.2. Phén tich két qua nghién ciiu

3.2.1. H¢ s6 Cronbach’s Alpha

Nhan xét: K&t qua ki€m dinh cho thdy hé s&
Cronbach’s Alpha ciia tong thé 1a déu 16n hon 0.6,
hé s& nay c6 y nghia. Hé s6 cdc bi€n quan st c6 hé

Hinh 1: Mé hinh nghién ciu dé xuét

(DO TIN CAY )

(su CAM THONG j

(su HOU HINH )

(SU PAP UNG j

(suaAM BAO ) SU HAI LONG

(ciAch )

(TRUYE‘N THONG )

(SUTiN NHIEM )

BAng 1. K&t qud phan tich hé s&

Cronbach’s Alpha
STT | Thangdo ;Z:':Zt Cronb:ce:hs':Alpha

1 - 3 0.843
, oT 5 0.806
3 HH 3 0.710
A DU 3 0.840
5 BD 3 0.788
5 aC 3 0.843
. — 3 0.824
g | TN 3

s0 tuong quan bién phit hgp (> 0.3), nén dat yéu cau
vé d6 tin cay, khdng c6 trudng hop loai bd bién. Vi
vay, cdc bi€n quan sit déu dudc chdp nhin va sé
dudc st dung trong phan tich nhin td tiép theo.
(Béng 1)

3.2.2. Phan tich EFA nhan t6 déc lap

Phan tich nhan t& dugc thuc hién qua 2 1An. Mdi
1an chiing tdi lai loai b6t mot s6 bién c6 hé sd nhan
0 < 0.05 (s& khong hién thi trong SPSS). Ci& nhu
vay tdi 1an thit 2, moi viéc déu sudn sé. Khong con
bi&n nao bi loai.

a. Bién doc lap

Phan tich nhan t§ kham pha (EFA) dugc sit dung
dé€ kiém tra @0 hoi tu cta cdc bién quan sit theo
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titng thanh phan trong mo6 hinh nghién citu dé xuat.
Phuong phép rit trich dugc chon d& phan tich 1a
phuong phap principal components vé&i phép quay
varimax.

TAat c4 26 bi€n quan sat thudc 10 nhin td trong
mo hinh nghién cttu (bi€n doc 1ap) déu dugc dua
vao phan tich nhan t6 khdm pha. K&t qua phan tich
nhan & kham phé (EFA) d6i vdi cdc bién quan sat
nay cho thay nhusau: (Bing 2)

Bdng 2. KMO and Bartlett's Test
cho bién déc lap

Hé s6 KMO ,928
Gia tri chi binh phuong xap xi | 2124,867
Kiém dinh N
Bartlett's Bactido 190
MUic y nghia ,000

Kiém dinh tich thich hgp clia mo hinh phén tich
nhan t6 EFA (KaiserMeyer-Olkin): Thuéc do
KMO (Kaiser-Meyer-Olkin) c6 gia tri = 0,928 théa
diéu kién 0,5 < KMO < 1. K&t luan: Phan tich nhan
t6 12 phi hgp véi dit lieu thuc t€.

Gia tri Sig 1a 0.000 nhé hon 0.05. Chinh vi vay,
nhan t6 phan tich khdm pha da phu hop.

K&t qua tir ma trin xoay Matrix® cho thay:

- H¢ s6'tdi Factor loading: Mc tiéu chuin chap
nhan ctia hé so tai Factor loading phu thudc vao cd
mau nghién cdu. Kich thuéc mau ctia nhém 1a 183
ndm trong mitc 120-350. Chinh vi vay, 14y hé s0 tai
12 0.5. Khi thyc hién nhin t6 khdm ph4, nhap vao
d€ loc ra bang ma tran xoay. Bi€n nao c6 hé s tai
tir 0.5 trd 1én s& ddp tng yéu ciu dé ra.

- Nhan 6 Egigenvalues: Nhan t& s6 3
Eigenvalues 16n hon 1. Néu dit liéu dugc trich ra 1a
3 nhén t6 dau tién thi cic nhan t& nay thé hién dic
tinh dit liéu t8t nhit so v6i nhitng nhan t& con lai.

- Gid tri phuong sai trich la 62.946%. C6 nghia
12 3 nhan t6 dudc trich trong EFA phan 4nh dugc
62.946% su bi€n thién cla tat ca cdc bi€n quan sét
dugc dua vao.

b. Bién phu thujc

Hé s& KMO trong phan tich 0.5 < .500 < 1, cho
thiy ring k&t qua phan tich yé&u t& 12 ddm bdo dod
tin cdy.
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Bdng 3. KMO and Bartlett's Test
cho bién phu thuéc

Hé s6 KMO 500
Gia tri chi binh phuong xap xi 34,331
Kiém dinh -
Bartlett's Bactudo 1
Mic ¥ nghia 000

K&t qua phan tich cho thd'y c6 mot nhan & dudc
trich tai eigenvalue = 1.417 > 1. Nhan t6 nay giai
thich dugc 70.862% bién thién dir liéu clia 2 bién
quan sat tham gia vao EFA.

3.2.3. Phan tich Tuong quan bién Pearson

- Céc gi4 tri sig 4 déu nhd hon 0,05, do vay céc
bi€n déu tuong quan nhau va ¢ ¥ nghia thong ké.

- Hé s0 tuong quan cla cdc bién X tuong téc
nhau ciing khdng qué 16n, mot s6 cip bi€n c6 hé s6
pearson > 0,3, vi vay khi phin tich tuong quan cian
chi ¥ hién tuong quan giita cic bién doc 1ap nay.
(Bang4)

K&t qud Béng 5 cho thdy mo hinh ¢6 hé s6 R?
12 0.585 va hé s6 R? hiéu chinh 1a 0.512. Gi4 tri R?
hiéu chinh = 0.512 cho thdy cdc bién doc lap dua
vio phan tich hdi quy 4nh hudng 51.2% su bién
thién ctia bi€n phu thudc, con lai 48.8% la do cdc
bi€n ngoai mod hinh va sai sd ngiu nhién. K&t qui
Bang 5 ciing dua ra gid tri Durbin-Watsondé danh
gid hién tugng tu tuong quan chudi bac nhat. Gid
tri DW = 1.751, nim trong khoang 1.5 dén 2.5 nén
k&t qua khong vi pham gid dinh ty tuong quan
chudi bac nhat (Yahua Qiao, 2011).

Kiém dinh sy phi hop tdng thé ctia mo hinh
hdi quy.

3.2.4. Phan tich ANOVAa

D€ ki€m dinh do phit hgp md hinh hdi quy,
chiing ta dit gid thuyét HO:R?= 0. Phép ki€m dinh
F dugc st dung d€ ki€m dinh gid thuyét nay.
K&t qui ki€m dinh: Gi4 tri sig ki€ém dinh F biing
0.000 < 0.05, do d6, m6 hinh hdi quy 1a pha hgp.
(Béng 6)

- Kiém dinh c4c gia thuyét nghién cttu. (Bang 7)

VIF cda truyén thong 16n hon 2 nén bi loai. Mo
hinh giir lai ddp Gng va tin cay



KINH DOANH

Bdng 4. Két qud tuong quan
Truyén théng Pap (ing Tin cay Hai Long
Hé s6 tuong quan Pearson 1 ,659** ,619** ,668**
Truyén thong Gia try Sig. (2-tailed) ,000 ,000 ,000
Bién quan sat 182 182 182 182
Hé s6 tuong quan Pearson ,659** 1 ,588** AT75
DBép tng Gia tr| Sig. (2-tailed) ,000 ,000 ,000
Bién quan sat 182 182 182 182
Hé s6 tuong quan Pearson ,619** ,588** 1 ,495*
Tin cay Gia tr| Sig. (2-tailed) ,000 ,000 ,000
Bién quan sét 182 182 182 182
Hé s6 tuong quan Pearson ,668** AT75%* ,495** 1
Hai long Gia tr| Sig. (2-tailed) ,000 ,000 ,000
Bién quan sét 182 182 182 182
BAng 5. K&t qud héi quy tuyén tinh
M6 hinh R R? R2hiéu chinh Udc lugng sai s6 chudn Durbin-Watson
1 ,7652 ,585 512 735 1,751

a. Predictors: (Constant), TN3, CT1, HH3, GC2, HH2, TT1, HH1,DU2, TT3, CT3, TC1, DU3, TN1, TC2, GC1, DB2, DB3,

DU1,DB1,TT2,DU4, GC4, GC3, TC3, TN2, CT2

b. Dependent Variable: HL2

Bdng 6. K&t qud ANOVA

Model Tong trung binh df Trung binh F Hé so Sig.
Regression 112,660 26 4,333 8,028 ,000°
Residual 79,877 148 ,540

Total 192,537 174

a. Dependent Variable: HL2

b. Predictors: (Constant), TN3, CT1, HH3, GC2, HH2, TT1, HH1, DU2, TT3, CT3, TC1, DU3, TN1, TC2, GC1, DB2, DB3,

DU1,DB1,TT2, DU4, GC4, GC3, TC3, TN2, CT2

— K&t quad md hinh cdc nhan 8 4nh hudng sy
hai 1ong ctia khach hang vé chat lugng va dich vu

clia Thé gidi di dong
HL =0,022DU + 0,125TC

4. Két luan
Su hai Iong ctia khdch hang 1a van dé hét sitc

quan trong d6i cdc doanh nghiép, cic cd s& kinh
doanh néi chung va Th& gidi di dong néi riéng.
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BAng 7. Phan tich héi quy

Hé so héi quy chua Hé so hdi quy Thong ké
M hinh chuén héa chuén héa t Sig. da cong tuyén

B Sai s6 chuan Beta Do chap nhan VIF
Hang s6 ,828 ,225 3,682 ,000
Truyén thong ,664 ,092 ,576 7,255 ,000 484 2,067

1 Pap Uing ,026 ,091 ,022 ,289 J73 513 1,948
Tin cay ,116 ,068 125 1,699 ,091 ,560 1,787
a. Dependent Variable: Hai long

Trong bdi cdnh hién nay, su canh tranh gay git
gifta cdc doanh nghiép cang trd nén gay git. Do
viy, xu huéng chung hién nay 12 quan tim nhiéu
hon nita t6i khdch hang. Ping trude bdi canh Ay,
nghién citu nhim xem xét nhitng nhan t6 nao tic
dong dé&n sy hai long clia khdch hang, dé tim cach
nang cao sy hai long ctia khach hang va dé gép y
V@i cdc nha quan tri cia cong ty.

K&t qua nghién ctu ki€m dinh d4nh gid thang
do da x4c dinh nhan t6 tic dong t6i sy hai long clia
khich hang vé chit lugng dich vu clia Thé gi6i di
dong. P6 12 sy ddm bio vé chat lugng dich vu.

Vé giai doan nghién cttu va ki€m dinh mo
hinh héi quy, cdc thanh phin hdi quy déu phit hgp
va c6 ¥ nghia thong ké, mo hinh hdi quy phit hgp
vdi tdng thé. K&t qua hdi quy cho thdy sy hai long
clda khdch hang dugc tic dong qua nhin to su
ddm bdo vé chat lugng dich vu. Piéu nay cé
nghia: Khdch hang cin sy ddm bdo ctia doanh
nghiép vé chi't lugng sdn phdm bdn ra, cic y&u t&
vé gid, gid canh tranh; ddm bdo vé cung cip diy
dd thong tin sdn phim, tinh cAp nhat clia thong tin
vé sdn pham,...

Qua cdc phan tich, cic ki€m dinh, c6 thé khing
dinh: Sy ddm bdo vé chit lugng dich vu 1a nhin t&
quan trong 4nh hudng d&€n mic dd hai long cda
khach hang ddi v6i chat lugng dich vu ctia Thé
gidi di dong trén dia ban thanh phd Pa Néng.

5. Gidi phap

T két qua nghién ciftu di dudc trinh bay &
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chuong trudc, tic gid xin dua ra nhitng khuyén
nghi giip Thé gidi di dong nang cao sy hai long
ctia khdach hang vé chitlugng dich vu clia minh.

Vé chdt lugng sdn phdm: Hau hét khich hang
déu ciing mong muén mua mdt sin phdm tdt,
xttng ddng vé6i s6 tién minh bé ra. Vi vdy, ddm bdo
chat lugng sin phim 12 mot yéu t& quan trong
trong viéc ning cao muc do hai long clia khach
hang. Sdn phim phai c6 ngudn gdc xudt xi rd
rang, ¢ cic s liéu ky thuat dat tiéu chudn quéc
t&, cung cip san pham chinh hing.

Vé gid cd: Gid ca 1a van dé hét stic nhay cam,
dic biét trong linh vuc dich vu. Chinh vi vay, Thé&
gidi di dong can bdn gid ding cam két. Pic biét,
thuc hién cam két ban gid bing hoic ré hon doi
thu canh tranh.

Vé dich vu sau mua: Thuc hién ding nhitng gi
da cam k&t véi khach hang: ddi trd, bio hanh,..
Céc chuong trinh khuy&n mai phdi thuc hién ding
nhu chinh sdch ma cong ty da dé ra.

Vé thong tin: Thong tin vé sdn pham, dich vu
phdi dudc cAp nhat thudng xuyén day dd. Pa dang
cdc hinh thic truyén thong d€ khach hang ti€p cin
thong tin mot cdch dé dang hon. Céc hinh thitc
truyén thong phdi c6 sy hap din, thu hit d6i véi
khach hang. TU d6, cung cip cho khich hang
nhitng sdn phdm va dich vu t&t nhat, phit hop véi
diéu kién va nhu ciu ctia khiach hang. Lam cho
khdch hang cdm thdy an tAm khi mua hang tai Th€
gididi dong m



KINH DOANH

TAILIEU THAM KHA O:
1. Hoang Trong & Chu Nguy&n Mong Ngoc (2008). Phdn tich dit liéu nghién citu voi SPSS, Tap 1&2. Ha Noi:
NXB Héng Piic.

2. PGS.TS. Lé Vin Huy (2010). Gido trinh phuong phdp nghién ciiu trong kinh doanh, Truong Pai hoc Kinh t& Da
Ndng. Ha Noi: NXB Tai chinh.

3. Nguyé&n Thi Mai Trang (2006). Chat lugng dich vu, su théa min va 1ong trung thanh ctia khdch hang siéu thi tai
TP. H6 Chi Minh. Tap chi Phdt trién khoa hoc va Céng nghé, 9(10), 57-70.

4. TrAn Minh Tanh (2018). Nghién citu sy hdi long ciia khdch hang vé chdt lugng dich vu tai chudi cita hang bdch
héa Co.op Smile. Luan vin Thac sy, Trudng Pai hoc M& TP. H6 Chi Minh.

5. Ha Nam Khdnh Giao & Nguy&n Tan Vii (2011). Sy théa min ctia khdch hang d6i véi chit lugng dich vu hé
thong siéu thi Vinatexmart. Tap chi Phdt trién kinh té, 253, 9-16.

Ngay nhén bai: 10/11/2022
Ngay phan bién d4anh gia va sia chira: 10/12/2022
Ngay chap nhan ding bai: 20/12/2022

Thong tin tdc gia:

TRUONG HOANG HOA DUYEN
Khoa Quan tri kinh doanh
Truong Pai hoc Duy Tan

THE SATISFACTION OF CUSTOMERS
WITH THE SERVICE QUALITY OF MOBILE WORLD
IN DA NANG CITY
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ABSTRACT:

Along with the development of society, customers are demanding more on customer
services. It is necessary to explore the factors affecting the satisfaction of customers with the
service quality to help businesses assess the level of customer satisfaction and find out solutions
to improve their service quality in the future.

Keywords: customer satisfaction, service quality, Mobile World, Da Nang city.
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