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TOM TAT:

Nghién citu ndy dudc thuc hién nhim muc tiéu xac dinh cdc y&u t& 4nh hudng dén chat lugng
dich vu truyén hinh MyTV ctia VNPT Pdng Thap. Dit liéu clia nghién citu dugc thu thap tir 200
khach hang da st dung dich vu thong qua khéo sit truc ti€p bing bang ciu hdi theo phuong phap
chon miu thuén tién. Phuong phép phan tich dif liéu chinh dugc diing trong nghién citu 1a phan tich
nhén t6 kham pha (EFA), két qué nghién ctfu cho thiy c6 5 yé&u t6 dnh hudng dén chat lugng dich
truyén hinh MyTV ctia VNPT Pdng Thap, bao gdbm: phudng tién hitu hinh, sy ddm bio, sy tin ciy,

gid ca, sy ddp tng.

T khéa: chit luong dich vu, VNPT, dich vu MyTV.

1. Dat van dé

Ngay nay, cidc doanh nghiép khong thé chi dwa
vao viéc cdi ti€n, ddi méi san pham dé€ dat dugc
thanh cong ma cin phdi d4p tng nhiéu hon cdc yéu
cAu vé chat lugng dich vu nhim gia ting su thda
man ctia khach hang. Viéc giip khich hang hai
long hon, hay néi cach khdc 1a dap tng t6t hon sy
mong dgi ciia khdch hang sé gitp cac doanh nghiép
tao nén su khdc biét so vdi doi thii canh tranh trong
nhiéu linh vic, nhu linh vuc truyén hinh tuong tic
trén nén tdng ha tAng mang.

MyTV 1a dich vu truyén hinh tuong tic qua
internet duva trén cong nghé IPTV do Tap doan Buu
chinh Vién thong Viét Nam (VNPT) cung cap t6i
khach hang. Hién nay, MyTV di khing dinh dudc
vi thé trudc cac d6i thi canh tranh va dudc rat nhiéu
ngudi ding va chudng.Dich vu truyén hinh twong
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tdic MyTV dudc Tap doan VNPT xdc dinh 1a dich
vu chién lugc c6 kha niang phat trién rit nhanh
trong tuong lai. Viéc canh tranh vé gia da khong
con 1a mot huéng di dugc va chudng, vi da sd chinh
sach vé gia clia cdc cong ty cung cAp dich vu truyén
hinh déu khd twong dong. Vi vdy, VNPT dang
huéng dé€n mot chi€n ludc canh tranh dya trén viéc
cung cip dich vu chat lugng cao thdéa min nhu cau
ctia khdch hang. Viéc tim ra va ddnh gid cac y&u to
tdc dong d&n chat lugng dich vu truyén hinh tuong
tic MyTV, qua d6 d& xudt cic bién phiap nhim
nang cao chat lugng dich vu dang 1a van dé c6 y
nghia thuc tién rat cao clia VNPT néi chung va
VNPT Ddng Thap néi riéng.

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

ChAat lugng dich vu 12 mot sy do ludng mic do
dich vu dudgc dua dé€n khach hang tuong xing véi
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mong dgi clia khich hang t6t dén dau. Viéc tao ra
mot dich vu chit lugng nghia 1a d4p ng mong dgi
ctia khach hang mot cdch ddng nhit. Parasuraman
(1991) giai thich ring d€ bi€t dugc su du dodn cia
khach hang thi t5t nhat 12 nhan dang va thau hi€u
nhitng mong ddi clia ho. Viéc phat trién mot hé
thong dinh lugng dugc nhitng mong ddi clia khach
hang Ia cin thiét, sau d6 ta s& mot chi€n ludc chat
lugng cho dich vu ¢6 hiéu qua.

Theo Parasuraman (1988), “chat lugng dich vu
12 khodng cach giita sy mong dgi vé dich vu va
nhan thitc cia khach hang khi s& dung dich vu”.
Ciing theo Parasuraman, ky vong trong chat luong
dich vu 1a nhitng mong dgi clia khiach hang, nghia
12 ho cdm thdy nha cung cAp phdi thuc hién chi
khong phii sé thyc hién cdc yéu cau vé dich vu.

ChA't lugng dich vu phdi dugc ddnh gia trén hai
khia canh la qu4 trinh cung cap dich vu va két qué
cta dich vu (Lehtinen, 1982). Gronroos (1984)
cho riing “chat lugng dich vu dugc danh gid trén
hai khia canh 1a chat lugng k¥ thuat va chat lugng
chtic nidng”.

Parasuraman va cong sy di xay dung va ki€ém
dinh thang do c4c thanh phan cla chit lugng dich
vu, goi 1a thang do SERVQUAL, gbm c6 5 thanh
phan: do tin cdy, tinh ddp Gng, tinh ddm bao,
phuong tién hitu hinh, va sy dbéng cidm.
Parasuraman (1991) khfmg dinh, SERVQUAL la
thang do hoan chinh vé chat lugng dich vu, dat gid
tri va dd tin ciy va cé thé dugc Ung dung cho moi
loai hinh dich vu khic nhau. Thang do SERVQUAL
dugc diéu chinh va kiém dinh bdi nhiéu nha nghién
cttu & nhiéu loai hinh dich vu khdc nhau, tai nhiéu
quoc gia khac nhau.

Ha Nam Khanh Giao va Lé Qudc Diing (2013)
cho riing md hinh SERVQUAL la phd bi€n nhung
van c6 nhudc diém vé su khong phit hdp véi tat ca
céc loai hinh dich vu. Trong khi dé, d6i véi nghién
ctfu vé sy hai long khach hang d6i véi chat lugng
dich vu trong Iinh vuc truyén hinh tra tién, mo6 hinh
FTSQ ctia Gronroos ¢6 mot sd uu diém nhu: tap
trung hai khia canh chinh ctia chat lugng dich vu la
chat lugng chitc niing va chat lugng k¥ thuat. Tir do,
nhém tic gid da k€& thira moé hinh SERVQUAL va
FTSQ lam cd s§ tham khio d€ tic gid c6 thé duara
mo hinh nghién citu gdm cdc nhin t6: mic do tin

cay, mitc dd ddp ung, mic do ddm bdo, mic dod
ddng cAm, phuong tién hitu hinh va k& dén 13 y&u to
gid cd, sau cling 1a hinh dnh doanh nghié&p.

Nghién cttu sit dung thang do chat lugng dich vu
truyén hinh trd tién (Ha Nam Khdnh Giao va Lé
Quéc Diing, 2013) va dua trén cd s 5 thanh phian
ctia md hinh SERVQUAL, véi su diéu chinh va bd
sung bi&€n quan sat phli hgp véi thi trudng tai thanh
phd Cao Lanh. Thang do cdc thanh phan cht lugng
dich vu bao gobm 6 thanh phan: Phuong tién hitu
hinh; Sy cAm thong; Suw ddp tng; Sy tin cay; Su ddm
bdo va Gid cd. Mo hinh nghién cttu dugc dé xuat
nhu Hinh 1.

Hinh 1: Mé hinh nghién cdu

(" Phuong ién hiu hinh
(Su cam thong
Chat
Csu dap ing luong
dichvu
CSU tin cay truyén
hinh
("sudambao

CGié ¢

Nguon: Tdc gid dé xudt

3. Phuong phap nghién citu

Nghién citu dugc ti€n hanh qua 2 giai doan:
Nghién ctu sd bd duge thuc hién thong qua phdng
vén truc ti€p v6i 30 khach hang da st dung dich vu
nhiam khdm pha, xem xét sy phit hgp clia cdc thang
do, hiéu chinh v bd sung thang do, ddnh gid so bd
thang do cdc khdi niém nghién ctu trude khi ti€n
hanh nghién cttu chinh thic; Nghién cttu chinh thitc
dudc thuc hién bing cach khdo sat y ki€n khach
hang thong qua bang ciu héi phdng van dudc thiét
k& sdn. Dit liéu dudc thu thap thong qua khdo sit
khach hang da s dung dich vu MyTV cia VNPT
DPong Thép tai thanh phd Cao Lanh bing phuong
phdp 14y mAu thuin tién va ti€n hanh phan tich qua
3 budc: Kiém dinh d6 tin cdy cta thang do bing hé
s6 Cronbach’s Alpha; Phan tich nhan t6 khdm ph4
EFA; Phan tich tuong quan va hdi quy. Theo Hair

$6 21 - Thang 10/2023 219



TAP CHi CONG THUGNG

(2006), kich thuc miu tdi thi€u 1a gap 5 14an tdng sd
bi€n quan sat: n > 5 x k; trong d6: k 13 tdng s6 bién
quan sat. Nghién cttu thuc hién véi 30 bi€n quan
sat, cd mau t&i thi€u 13: n =5 x 30 = 150. Tuy nhién,
dé€ s6 liéu dudc tin cay hon, trong nghién ctu, tic
gid da ti€n hanh khio sit 200 khich hang dé tién
hanh phan tich. Thai gian thuc hién kh3o sit dé thu
thap dif liéu tir thdng 7 d&€n thang 8 nim 2023.

4. K&t qua nghién cifu

4.1. Kiém dinh do tin c@y ciia thang do

Hé s& Cronbach’s Alpha 1a mot phép kiém dinh
thong ké vé mitc dd chit ché ma ciac muc héi trong
thang do tuong quan véi nhau. C4c bién c6 hé so
tuong quan bién - tdng nhd hon 0,3 s& bi loai. Pong
thdi, thang do s& dugc chon khi hé s6 Cronbach’s
Alpha 16n hon 0,6 (Nunnally & Berstein, 1994). K&t
qua kiém dinh thang do 14n cudi cho thiy hé s&
Cronbach’s Alpha cta cdc y€u t6 ludn nim trong
khoang tir 0,717 - 0,856, chiing td thang do do Iudng
tuong ddi tot va dat tiéu chudn (> 0,6). Sau khi loai
bd 5 bi€n do c¢6 hé sd tai nhan t& nhd hon 0,3 thi
phan tich Cronbach’s Alpha da giif lai 25 bi€n quan
sat va ti€p tuc dudc dua vao phan tich nhan t6 khdm
pha EFA & budc ti€p theo. (Bang 1)

Bang 1. K&t qud ddanh gié dé tin cay

ctathang do
Nhan t5 Cm;gﬁ:h’s ii:':gt
hop 1é
Phuang tién hiiu hinh (PTHH) 0,831 4
Su cam thang (SCT) 0,768 3
Sudap (ing (SDU) 0717 3
Sutin cay (STC) 0,856 4
Su dam bao (SDB) 0,840 4
Giaca (GC) 0,809 4
Chat lugng dich vu (CLDV) 0,875 3

Nguon: Két qud kiém dinh Cronbach’s Alpha
tir s8' lieu diéu tra
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4.2. Phén tich nhéan t6'khdm phd EFA

Phan tich nhan t6 khdm ph4 doi hdi phai thda
min mot s diéu kién, trong d6 hé s6 KMO la chi
tiéu diing d€ xem xét sy thich hgp ctia phén tich
nhan t6 phdi dat tir 0,5 dén 1,0 (Hoang Trong va
Chu Nguyén Mong Ngoc, 2008); cdc bi€n c6 hé
sO truyén tai nhé hon 0,5 sé bi loai ddng thdi tdng
phuong sai trich phdi dat hon 50% (Gerbing &
Anderson, 1988). Phan tich nhan 6 khdm pha véi
viéc st dung phuong phdp trich Principal Axis
Factoring va phép xoay Varimax cho 25 bié€n clia
md hinh. K&t qud EFA Iin cudi cho thdy, cdc
thang do déu dat yéu cau vé gid tri. Cu thé: két
qua EFA cho thang do cdc y&u t& dnh hudng dén
chat lugng dich vu truyén hinh dudc trich thanh 6
nhin t6, v6i gid tri riéng cla nhan t§ tht 6 dat
1,131 va tdng phuong sai trich 13 70,153%. Tuong
tw, k&€t qua EFA cho thang do chat lugng dich vu
dugc trich thanh 1 nhén 8, v6i tdng phuong sai
trich 12 73,132% tai Eigenvalues = 2,404, cho thy
k&t qua phan tich nhan t6 12 ddm bdo do tin cay.

4.3. Phan tich tuong quan va hoi quy

K&t qui phan tich hdi quy cho thdy hé sd R?
diéu chinh = 0,664 ¢6 nghia 12 66,4% sy bién
thién cla chdt lugng dich vu truyén hinh dudc
gidi thich b&i cdc nhin t& dugc dua vao mo hinh,
con laila cdc nhan td khdc chua duge nghién ciu.
Hé s6 Durbin - Watson cia mé hinh = 1,512
chiing té khong c¢6 hién tugng ty twong quan trong
md hinh. Kiém dinh F ¢6 Sig. = 0,000 < 0,05 nén
md hinh hdi quy 14 phit hdp va ¢é ¥ nghia thong
ké, titc 12 cdc bi€n doc 1ap c6 4nh hudng dén bién
phu thudc.

Béng 2 cho thdy c6 5 nhan t6 dnh hudng dén
chat lugng dich vu truyén hinh do sig. < 0,05. M6
hinh ciing khong x4y ra hién tugng da cdng tuyén
vi hé s6 phéng dai phuong sai VIF < 10. Nhu vay,
phuong trinh hdi quy uéc lugng cdc y€u td dnh
hudng d&€n chit lugng dich vu truyén hinh bao
gdm 5 nhan t§, dugc thi€t 1ap nhu sau:

Y =0,418 +0,462%X, +0,271¥X4

+0,335%X 4 +0,361%X5 +0,297*X¢

Thong qua ki€m dinh ctia m6 hinh cho thay cic
y&u t& anh hudng dé€n chat lugng dich vu truyén
hinh MyTV cta VNPT Ddng Thdp tai thanh phd
Cao Lanh dugc sip x€p theo thit ty gidm din, bao
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BAng 2. K&t qud phén tich héi quy

Hé s6 chua dudc chuanhéa | Hé sd dudc chun héa Da cdng tuyén
Mo hinh - t Sig.
B Do léch chuan Beta Tolerance VIF

Hang s6 0,418 0,329 4,318 0,001

X1 0,462 0,088 0,449 5,900 0,000 0,520 1,837

X2 0,094 0,077 0,084 1,207 0,140 0,544 1,519

X3 0,271 0,084 0,230 2,425 0,000 0,658 1,585

X4 0,335 0,063 0,368 1,012 0,004 0,631 1,425

X5 0,361 0,069 0,368 1,651 0,011 0,702 1,065

X6 0,297 0,058 0,296 3,663 0,000 0,939 1,632

R?=0,672 R2 diéu chinh =0,664 Durbin-Watson =1,512 | F=14,282 Sig =0,000

gbdm: phuong tién hitu hinh (X;), sy ddm bio (X5s),
su'tin cay (Xy), gid cd (Xg), sy ddp ng (X3).

5.Ké&tluan va ham y quan tri

Nghién cttu dd chi ra ring, c6 5 y€u t§ 4nh
hudng dén chi't lugng dich vu truyén hinh MyTV
ctia VNPT DPong Thdp tai thinh phd Cao Lanh,
bao gdm: phuong tién hitu hinh, sy ddm bao, su tin
cly, gid cd, sy ddp tng. Trong 5 y€u t6 nay, y€u t&
phuong tién hitu hinh c6 tdc dong manh nhit dén
chat lugng dich vu truyén hinh MyTV clia VNPT
boéng Thap. Qua dé, xdc dinh y&u td phuong tién
hitu hinh ri't quan trong, 4nh hudng 16n d&€n chat
lugng dich vu va sy thda man ctia khach hang, gép
phan quyé&t dinh kha ning canh tranh gifta dich vu

TAI LIEU THAM KHAO:

truyén hinh MyTV véi cac dich vu truyén hinh tr3
tién khic.

Pé nang cao chit lugng dich vu dich vu
truyén hinh MyTV, VNPT DPéng Thdp nén tip
trung chd y d&n 5 thanh phan then chSt ¢6 dnh
huédng d&€n cha't lugng dich vu, d6 1a: phuong tién
hitu hinh, sy ddm béo, su tin cdy, gid cd, sy ddp
ting. Ludén ddm bdo cho viéc chim séc khdch
hang tir xa dugc t6t nha't khi c6 su ¢d tic thdi, cdc
chinh sdch gid can dugc minh bach va ddm bdo
tinh canh tranh véi chinh sdch gid cla cdc ddi thd
canh tranh trén dia ban thanh phd, dao tao thém
cho d@6i ngii nhan vién k¥ thuit cdc kié€n thic vé
chim s6c khdach hang m
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THE SERVICE QUALITY OF VNPT DONG THAP’S
MyTV TELEVISION SERVICE
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ABSTRACT:

This study identifies the factors affecting the quality of the MyTV television service of VNPT
Dong Thap. The study's data was collected from 200 customers who used the service through a
direct questionnaire-based survey with the convenience sampling method. Exploring Factor
Analysis (EFA) was used to analyze the collected data. The study finds that there are five factors
affecting the quality of VNPT Dong Thap's My TV television service, including tangible means,
assurance, reliability, price, and responsiveness.

Keywords: service quality, VNPT, My TV television service.
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