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LOI CAM ON

Trudc tién, toi xin bay to 101 cam on chan thanh nhét t6i PGS.TS. V& Khic
Thuodng, Ths Lé Anh Linh d tan tinh chi bao va tao moi diéu kién dé toi c6 thé hoan
thanh Dé 4n mét cach tot nhat.

Trong qua trinh nguyén ciru va hoan thanh dé an tot nghiép, toi da nhan dugc
su giang day va hudng dan nhiét tinh cua cc thdy co gido tai truong Pai hoc Phan
Thiét. T6i xin gtri 101 cdm on chan thanh nhat téi Ban giam hiéu nha trudng, cac thay
cO giang vién khoa dao tao Sau Pai hoc — Pai hoc Phan Thiét da c6 nhirng hudng
dan, gitp do toi trong subt thoi gian tham gia hoc tap tai truong, dic biét 14 trong
giai doan lam Dé an tbt nghiép.

Trong qua trinh thuc hién, do con vai han ché vé 1y luén, kinh nghiém, thoi
gian nghién ctru nén D& 4n khong thé tranh khoi nhiing sai sot.

T6i rat mong nhan duoc nhiing ¥ kién dong gop cua cac Thay, Co gido va cac
ban dé Bé an dugc hoan thién hon.

Tran trong cam on.

Tran Vin Chin



LOI CAM DOAN

Téi xin cam doan Dé an Thac si Quan tri Kinh doanh véi dé tai “ Cac yéu t6 anh
huong dén sy hai long cua khach hang str dung dich vu FiberVNN ctia VNPT Binh Thuan
tai Thi xi La Gi, Binh Thuan.” hoan toan 1a két qua nghién clru cua to1 va chua dugc
cong bd trong bat cr mot cong trinh nghién ctru nao cua ngudi khac. Nhing sb lidu
trong cac bang biéu phuc vu cho viéc phan tich, nhan xét, danh gid dugc chinh tac gia
thu thap tir cac ngudn khac nhau ¢ ghi trong phan tai liéu tham khao. Ngoai ra, dé
tai con str dung mot sb6 nhan xét, danh gia cling nhu sb liéu cua cac tac gia, co quan
t6 chtrc khac va ciing dugc thé hién trong phan tai liéu tham khao.

T6i xin hoan toan chiu trach nhiém veé tinh trung thuc cua s6 liéu va céac noi
dung khac trong D& an cta minh.
Ngay .....thang ...... nam 2024

Tac gia

Tran Vin Chin



TOM TAT

Dé 4n dugce thuc hién nhim xéac dinh céc yéu td anh huong dén sy hai long cua
khach hang str dung dich vu FiberVNN cua VNPT Binh Thuan tai Thi xa La Gi, Binh
Thuan. T d6, & xuat mot s6 ham ¥ quan tri nhim gitip cac nha quan 1y trong viéc
nang cao sy hai long ctia khach hang. Trén co s¢ tiép can nhitng hé thong 1y thuyét
va cac nghién clru trude tac gia dé xuat mo hinh nghién ctru vé cac yéu té van hoa to
chtrc tac dong dén dén viéc su hai long cua khach hang str dung dich vu FiberVNN
cua VNPT Binh Thuéan tai Thi xa La Gi, Binh Thuan.

Phuong phap nghién ctru dinh tinh va dinh luong dugc st dung dé hoan thién
thang do va kiém dinh mbi quan h¢ gitra cac yéu td. Nghién ctru dinh tinh dugc thyc
hién bang phuong phap phong van chuyén gia nham stra d6i, bo sung thang do dugc
tac gia dé xuat cho phu hop véi tinh hinh thuc té. Nghién ctru dinh luong chinh thic
duogc thuc hién bﬁng viéc gui va thu thap bang khao sat hop 1€ tir 388 dép vién. Muc
dich nham thu thap, phan tich théng ké mé ta dit liéu khao sat, khang dinh lai cac
thanh phan ciing nhu gié tri va do tin cdy cta thang do va kiém dinh mé hinh 1y thuyét.
Thang do dugc danh gia thong qua viéc kiém dinh chat lugng thang do va phén tich
nhan t6 khdam pha EFA. M6 hinh nghién ctru Iy thuyét duoc kiém tra thong qua mo
hinh phén tich hoi qui da bién kém véi viéc thong qua cac kiém dinh can thiét, dong
thoi thue hién kiém dinh su khac biét trung binh. Cac budc kiém dinh, phan tich duogc
thue hién trén phﬁn mém SPSS 20.0.

Két qua nghién ctru cho thay c6 mdi quan hé twong quan gitta 6 yéu t6 doc lap
yéu t6 tac dong dén su hai long cua khach hang sir dung dich vu Fiber VNN ctia VNPT
Binh Thuén tai Thi xa La Gi, Binh Thuan; mac d6 tdc dong theo thir tu manh nhét toi
thip nhat nhu sau: 1) Su tin cdy; (2) Phuong tién hitu hinh, (3) Su dap tng, (4) Gia
ca cam nhan, (5) Nang lyc phuc vu, (6) Su dong cam. Bén canh d6, két qua ciing cho
thiy khong co su khac biét co ¥ nghia thong ké vé sy hai 10ng cua nhitng dap vién

thudc cac nhoém gidi tinh, do tuoi, trinh d¢ hoc van khac nhau.



Tir két qua nghién ctru, mot s6 ham ¥ quan tri duoc dé xuit nham gitp cac nha
quan ly trong viéc nang cao sy hai long cua khach hang st dung dich vu FiberVNN

cua VNPT Binh Thuéan tai Thi xa La Gi, Binh Thuan.



ABSTRACT

The project was carried out to determine the factors affecting customer
satisfaction using FiberVNN service of VNPT Binh Thuan in La Gi Town, Binh
Thuan. From there, propose some management implications to help managers
improve customer satisfaction. Based on the approach to theoretical systems and
previous studies, the author proposes a research model on organizational culture
factors affecting customer satisfaction using Fiber VNN service of VNPT Binh Thuan
in La Gi Town, Binh Thuan. Qualitative and quantitative research methods are used
to complete the scale and test the relationship between factors. Qualitative research
1s conducted by interviewing experts to modify and supplement the scale proposed
by the author to suit the actual situation. Official quantitative research is conducted
by sending and collecting valid survey forms from 388 respondents. The purpose is
to collect, analyze descriptive statistics of survey data, reaffirm the components as
well as the value and reliability of the scale and test the theoretical model. The scale
is evaluated through the quality test of the scale and the EFA exploratory factor
analysis. The theoretical research model is tested through the multivariate regression
analysis model along with the necessary tests, and at the same time, the average
difference test is performed. The testing and analysis steps are performed on SPSS
20.0 software.

The research results show that there is a correlation between 6 independent
factors affecting customer satisfaction using Fiber VNN service of VNPT Binh Thuan
in La Gi Town, Binh Thuan; the level of impact in order from strongest to lowest is
as follows: 1) Trust; (2) Tangible means, (3) Responsiveness, (4) Perceived price, (5)
Service capacity, (6) Empathy. In addition, the results also showed that there was no
statistically significant difference in satisfaction among respondents of different
gender, age, and education levels.

From the research results, some managerial implications were proposed to
help managers improve customer satisfaction using FiberVNN services of VNPT

Binh Thuan in La Gi Town, Binh Thuan.

Vi
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DANH MUC TU VIET TAT

CHU VIET TAT | NOI DUNG
Viet Nam Post and Telecommunication
VNPT .
Téap doan Buu chinh Vién thong Viét Nam
VT-CNTT Vién thong — Cong nghé thong tin
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PHAN MO DAU

1. Ly do chon d@ an:

Ngay nay, Internet di tré thanh mot nhu cau thiét yéu, gitp moi ngudi & khip
noi trén thé gidi co thé giao tiép, trao doi, hoc tp, mua sdm, giai tri d& dang, nhanh
chong. Cac ung dung, dich vu trén Internet ciing ngay cang phat trién theo, diéu nay
doi hoi tde d6, bang thong két ndi Internet cao va cap quang trd thanh lwa chon sd
mot dé dap tmg céac dich vu ludn doi hoi mang két ndi toc do cao nhu IPTV, hoi nghi
truyén hinh, video tryc tuyén, giam st tir xa IP Camera...

Thi truong Internet cap quang nhitng nim gan day canh tranh rat gay gat véi
su tham gia ciia cac nha mang Viettel va FPT... 1 cac nha cung cip dich vu v6i cong
nghé hién dai. Voi tiém luc tai chinh manh va kha nang quan ly tbt, doi ngii nhan
vién chuyén nghiép, thoi gian dap tng rat nhanh, chim séc khach hang chu dao, hd
trg k¥ thuat chuyén siu... khach hang rat hai long khi sir dung dich vu ciia ho. Pay
1a mot thir thach rat 16n cho VNPT Binh Thuan.

Véi su thay doi nhanh chéng cta cong nghé Internet cap quang (cong nghé
Gpon), thi bén canh phat trién khach hang méi thi viéc gitt khach hang hién hiru 1a
v6 cung quan trong. Trudc xu hudng tat yéu do, cac nha cung cip dich vu Internet
cap quang trén dia ban Thi X4 La gi di mé rong mang ludi, ning cao chét lugng dich
vu, giam gia thanh dich vu, cung cdp nhiéu gbi cude phu hop voi timg ddi tuong
khach hang, trién khai nhiéu chuong trinh khuyén mai, hdu méi, cham séc khach hang
rat 4n twong nham thu hit s6 lwong dong dao khach hang vé phia minh: Nhu khuyén
mai ting thiét bi dau cudi, giam cudce dich vu, mién phi lap dat, cac gbi cudc tra trude
giam gia, goi cudc tra trudc ting thém thang sir dung, nang toc do gia cudc khong
thay d6i.... Viéc canh tranh ngay cang tré nén gay git, va di bit ddu xay ra tinh trang
nhiéu thué bao rdi bé nha cung cip dich vu nay dé chuyén sang nha cung cap dich vu
khac.

Hon nita trong linh vyuc vién thong hién c6 it nghién ctru vé mirc do hai long
ctia khach hang d6i v6i dich vu vién thong noi chung va dich vy Fiber VNN néi riéng.

D6 1a cac dé tai: “Cdc nhan t6 tac déng dén sw hai long cia khdch hang vé dich vu



thong tin di dong cua Vinaphone tai Binh Thudn” cua tac gia Tra Thi Thu Hoa
(2020), “Cdc nhdn té anh huwéng dén sw hai long ciia khdch hang vé chat lwong dich
vu truyén hinh MyTV tai Vién théng Vinh Long” cua tac gia Lé Thanh Tao (2017),
“Phdan tich murc do hai long cua khach hang vé chat luong dich vu Internet ADSL cua
cong ty vién théng Viettel trén dia ban thanh phé Can Tho” cua tac gia Dinh Lam
Mai Chi (2012), “Nghién ciru su hai long cua khach hang doi véi dich vu dién thoai
V6 tuyén cé dinh tai thanh phé Can Tho” cia tac gia Lé Thi Diém (2009), “Cdc nhén
t6 anh hudng dén mirc @6 hai long cia khdch hang déi véi chat lrong dich vu mang
Vinaphone trén dia ban thanh phé Pa Nang” cua tac gia Lé Thi Thay (2010) va
“Nghién ciru sy hai long ciia khach hang doi véi dich vu ADSL ciia Vién théng Can
Tho — Hiu Giang” cua tac gia Nguyén Thi Hong Diém (2010). Trudc thyc té do, viéc
nghién ctru danh gia cac yéu té anh hudng dén su hai 10ng cua khach hang st dung
dich vu FiberVNN cta VNPT Binh Thuan tai Thi xa La gi nhim dua ra cac giai phap
nang cao mirc do hai 1ong cua khach hang 1a rat can thiét trong hoan canh hién nay.
Vi thé tac gia chon dé tai “Cac yéu té anh hwong dén sy hai long ciia khach hang
stt dung dich vu FiberVNN cia VNPT Binh Thuin tai Thi Xa La Gi, tinh Binh
Thuén” lam dé an thac si ctia minh.

2. Muc tiéu nghién ciru

2.1. Muc tiéu chung.

Nghién ctru cac yéu t6 anh huong dén sy hai 1ong ctia khach hang sir dung
dich vu FiberVNN ctia VNPT Binh Thuan trén dia ban thi xa La gi, tinh Binh Thuan,
tir 46 dé xuat mot s6 ham y quan tri nhdm nang cao su hai 1ong cua khach hang.

2.2. Muc tiéu cu thé.

Can ctr vao myc tiéu chung nhu trén, béo cdo dé an thuc hién nhirng muc tiéu
cu thé nhu sau:

- Hé thdng hoa nhitng co s6 1y ludn lién quan dén cac yéu tb anh huong dén
su hai long cua khéch hang.

- Phan tich, danh gia thuc trang, tir d6 chi ra nhitng wu diém, khuyét diém va

nguyén nhan nhiing ton tai.



- D& xuit mot sb giai phap nang cao sy hai 10ng cia khach hang st dung dich
vu FiberVNN ctia VNPT Binh Thuan tai Thi xa La Gi, Binh Thuan
3. Pdi twong va pham vi nghién ciru

Déi twong nghién civu: Cac yéu td anh huong dén su hai 10ng ctia khach hang
st dung dich vu dich vu FiberVNN.

Pham vi nghién ciru:

Gi6i han vé néi dung: Khach hang dang sir dung dich vu FiberVNN cua
VNPT Binh Thuan.

Gi6i han vé khong gian: Khao sat dia ban thi xa La Gi, tinh Binh Thuan.

Gi6i han vé thoi gian: Thu thap dir liéu thir cap tir nam 2020 dén nam 2023.
Dit liéu so cip 1a khao sat khach hang théng qua phiéu khao sat dugc thuc hién vao
thang 1, 2, 3 nam 2024.

4. Phuong phap nghién ciru

Phuong phap nghién ctru duoc sir dung trong dé tai nay 1a phwong phap nghién
ctru dinh tinh két hop vé6i dinh luong.

St dung phuong phap thu thap thong tin thir cap, théng ké mé ta, ... dé hé
théng hoa cac 1y thuyét vé su hai long cta khach hang.

Thyuc hién nghién ctru dinh tinh véi k§ thuat thdo luan dugc thyc hién qua
phong van truc tiép mot s6 can bd 1anh dao cuia VNPT Binh Thuan. Két qua nghién
ctru dinh tinh 1am co s xay dung bang cau hoi thu thap thong tin dé thuce hién nghién
ctru dinh lugng dé xay dung va hoan thién thang do sy hai 10ng cua khach hang ddi
v6i1 dich vu FiberVNN.

Thuc hién nghién ctru dinh lwong dé kiém dinh thang do sy hai 10ng ctia khach
hang ddi voi dich vu FiberVNN duoc hoan thién trong giai doan nghién ctru dinh
tinh.

Dir liu thu thap dugc xir Iy bang phan mém SPSS 20.0 véi cong cu théng ké
mo ta, kiém dinh thang do voi Cronbach’s Alpha. Kiém dinh cac gia thuyét cia mo

hinh va d6 phu hop tong thé ctia mé hinh. Phén tich hoi quy dé xac dinh yéu té ndo



anh hudng dén sy hai 10ng cua khach hang, yéu t6 nao c6 anh huéng quan trong nhat
va cudi cung 1a thyc hién kiém dinh.
5. Y nghia va thyec tién ciia nghién ciru

V& mit khoa hoc: Két qua nguyén ctru da diéu chinh, bd sung va kiém dinh
thang do cta cac khai niém nguyén ctru trong mé hinh 1y thuyét vé cac yéu té anh
huong dén su hai long khach hang st dung dich vu Fiber VNN tai Thi x4 La Gi -
VNPT Binh thuéan.

Vé mit thuc tién: Nguyén ctru cung cap bang ching trong két qua nguyén ciru
thie nghiém vé cac yéu t6 anh hudong dén sy hai long khach hangkhi sir dung dich vu
FiberVNN tai dia ban thi xa La Gi giup VNPT Binh Thuan cé cac ké hoach kinh
doanh ciing nhu cham soc khach hang pht hop va c6 cac chinh sach, giai phap diéu
chinh dé nang cao su hai 10ng ciia khach hang tai thi xd La Gi va phu hop vai sy thay
d6i va phat trién ctia nganh trong thoi gian toi.

6. Két cau ciia Pé an

Bao cao dé an t6t nghiép ngoai Phan mé dau, Két luan va Tai liéu tham khéo,
c6 két cdu gém 3 phan, cu thé nhu sau:

« Phan M¢ dau.

« Phan Noi dung.

- Chuong 1: Co s¢ 1y ludn va md hinh nghién cuu.
- Chuong 2: Phan tich thyc trang, cic nguyén nhan giy ra van dé.
- Chuong 3: Phan tich giai phap va ké hoach thuc hién.

« Phan Két luan va kién nghi.

TOM TAT PHAN I
Phén nay tac gia gidi thiéu tong quan vé dé an nghién ctru bao gdbm: 1y do chon
dé an, tinh cap thiét va muc tiéu nghién ctru hudng dén, cau hoi nghién ctru, ddi twong
va pham vi nghién ctu, phuong phap nghién ctru, ¥ nghia khoa hoc, thuc hién va
dong gop cua dé an ciing dugc trinh bay trong chuwong nay. Tong hop bd cuc cua dé

an cho bi€t ndi dung cu thé cua tirng chuong cua dé an nghién cuu.



PHAN NOI DUNG

CHUONG 1: CO SO LY LUAN VA MO HINH NGUYEN CUU
1.1. Khai quat vé sy hai 1ong ciia khach hang
1.1.1. Khdi nigm vé sw hai long

Sy hai long 1a mot phan tng day du cua khach hang. N6 1a mot sy phan xét
r@ing mot san phém hay mot dac diém dich vu chinh nd cung cép mot muc do yéu
thich cua vi¢c tiéu thuy lién quan (Theo Richard Oliver, 1997).

Su hai long cua khach hang 1a mot phan Ung mang tinh cdm xuc ctua khach
hang, dap lai kinh nghiém ctia ho v61 mot san phﬁm hoac dich vu (Bachelet — 1995:81,
dan theo Nguyén binh Tho & cong su, 2003).

Sy hai 10ng 13 su phan tng ciia nguoi tiéu dung ddi véi viée ude lugng sy khac
nhau gitra nhitng mong mudn trude dé va su thé hién thue sy cla san phém nhu la
mot sy chap nhan sau khi ding né (Tse va Wilton, 1988).

Su hai long cua khach hang theo Philip Kotler (2000) 1a marc d6 cta trang thai
cam giac ctia mot ngudi bit ngudn tir viée so sanh két qua thu duoc tir san pham (hay
san luong) voi nhiing ky vong cua nguoi do.

Nhu vay, co nhiéu dinh nghia vé sy hai long cua khach hang, nhung tuu chung
lai d6 1a sy phan Gmg cta nguoi tiéu dung khi st dung mot san pham hay dich vu d6i
vo1 viée san phém, dich vu d6 c6 dap ting duogc ky vong ctia ho hay khong. Sy hai
10ng cuia khach hang tuy thudc vao hiéu qua hay loi ich cta san pham dich vu mang
lai so vé6i nhitng gi ma ho dang ky vong. Khach hang c6 thé c6 nhitng cip do hai long
khac nhau. Néu hiéu qua san phém dich vu mang lai thép hon so vo1 ky vong, khach
hang s€ bi bat man. Néu hiéu qua san phém dich vu khop véi cac ky vong, khach
hang s& hai 1ong. Néu hiéu qua san pham dich vu mang lai cao hon ca ky vong, khach
hang dat hai long cao. Nhiing khach hang hai long s€ trung thanh lau hon, mua hang
nhiéu hon, it nhay cam vé gia hon va s& tuyén truyén tot cho coéng ty (Tran Trung
Hung, 2017).

C6 nhiéu khai niém khac nhau vé sy hai long cia khach hang, tuy nhién né

ludén gan lién v6i nhitng yéu to sau:



Ning lyc cta nha cung cép dich vu.
Ky vong vé kha ning dap ing nhu cau ctia khach hang tir nha cung cap dich vu.
Két qua viéc cung cap dich vu va gid tri ma n6 mang lai.
Long trung thanh cua khach hang.
1.1.2. Chi s6 hai long ciia khdch hang (CSI)

Chi s hai long ctia khach hang (Customer Satisfaction Index —CSI) duoc tng
dung nham do luong sy thda min cua khach hang d6i véi cac nganh, cac doanh nghiép
& nhiéu quoc gia phat trién trén thé gioi.

Nam 1989, chi s6 (barometer) do mirc do hai long dau tién duoc ra doi tai
Thuy Dién (Swedish Customer Satisfaction Barometer - SCSB) nham thiét 1ap chi s6
hai long cua khach hang ddi véi viec mua va tiéu dung san phém - dich vu né1 dia.
Trong nhitng nam sau do, chi sé nay duoc phat trién va mg dung rong ri tai cac
nudc phat trién nhu My - ACSI va cac quéc gia EU — ECSI (1998). Chi s6 nay co thé
thuc hién trén phuong dién qudc gia (cac doanh nghiép, cac nganh s& thoa man nhu
thé nao dbi vé6i khach hang cua ho) hoac & goc do ndi bd nganh (so sanh sy thoa man
ctia cac doanh nghiép trong pham vi mot nganh) va so sanh giira cac thoi diém khac
nhau (dé nhan thay su thay d6i). Tir d6, cac doanh nghiép c6 thé biét duoc vi thé, su
danh gia cua khach hang d6i v6i doanh nghiép dé hoach dinh cac muc tiéu va chién
Iuogc kinh doanh.

Nghién ctru va tmg dung CSI & cip doanh nghiép 14 viéc (1) Xéac dinh cac yéu
t6 co tac dong dén nhan thire chat luong hay sy hai long cua khach hang; (2) Luong
hoéa trong s6 hay muc d6 quan trong cia mdi yéu td trong twong quan voi cac yéu td
khac; (3) Xac dinh mic do hai long tai thoi diém nghién ctru ciia khach hang, (4) So
sanh danh gia ctia khach hang trén timg tiéu chi véi dbi thu canh tranh hay véi chinh
minh trong quéa khir (muc tiéu nay thé hién rd hon khi CSI duoc trién khai & cap do
toan nganh va da nganh), (5) Lugng hoa mdi lién hé gitta murc do hai 1ong véi cac dai
luong tiép thi khac (Iong trung thanh, phan cua khach hang); (6) So sanh céu tric sy
hai long, mirc d6 hai long va tdc dong cua sy hai long gitra cac nhoém khéach hang khac

nhau cua cong ty”. Ciing theo tac gia, “cac doanh nghiép can coi CSI nhu mét hinh



thirc kiém toan hang nim véi tai san v6 hinh 13 uy tin, thwvong hiéu, tinh cam ma
khach hang danh cho minh, cac thong tin cua CSI can duoc lién tuc cap nhat vao hé¢
thong thong tin ciia doanh nghiép dé lam co s& trong viée hoach dinh cac chién luoc
trong tuong lai”.

Chi s hai hai long cua khach hang bao gdm cac nhan td, mdi nhan té duoc
cAu thanh tr nhiéu yéu t6 cu thé dic trung cua san phém hoac dich vu. Sy hai long
khach hang dugc dinh nghia nhu 1a mdt sy danh gia toan dién veé su st dung moét dich
vu hodc hoat dong sau ban ctia doanh nghi¢p va day chinh la diém cbt 16i cuia mé hinh
CSI. Xung quanh bién sd nay 1 hé théng cic mdi quan hé nhin qua xuét phat tir
nhing bién s6 khoi tao nhu sy mong doi ciia khach hang, hinh anh doanh nghiép va
san phém, chat lugng cdm nhan va gia tri cdm nhan vé san phém hoac dich vu kéem
theo dén céc bién s6 két qua cuia sy hai long nhu sy trung thanh hay su than phién cia
khach hang.

M6 hinh chi s6 hai 1ong khach hang ciia My (4CST).

Sw hai
long cia

khach
hang

Hinh 1.1 M6 hinh chi s6 hai long khach hang ciia My

Trong md hinh chi s6 hai long cua My (ACSI), gid tri cam nhan chiu tac dong
boi chat luong cam nhan va sy mong doi cia khach hang. Khi do, sy mong doi cua
khéach hang co6 tac dong truc tiép dén chét lugng cam nhan. Trén thuc té, khi mong
doi cang cao, c6 thé tiéu chuin vé chat luong cdm nhén cua khach hang ddi véi san
phém cang cao hodc ngugc lai. Do vay, yéu cAu vé chat luong san phém va dich vu
cung cip cho khach hang can phai dam bao va duoc thoa man trén co so sy hai long

cua ho. Su hai long cua khach hang dugc tao thanh trén co s& chét luong cam nhan,



su mong doi va gia tri cdm nhan, néu chét luong va gia tri cdm nhan cao hon sy mong
doi sé tao nén long trung thanh ddi véi khach hang, trudng hop nguoc lai, day 1a su
phan nan hay sy than phién vé san phim ma ho tiéu dung

Mo hinh chi s6 hai long khach hang cic qudc gia EU (ECST)

Su hai
long ciia

khach

Hinh 1.2 M hinh chi s6 hai 1ong khach hang cic qudc gia EU

Mo hinh chi s6 hai 1ong chau Au (ECSI) c6 mot sb khac biét nhat dinh. So véi
ACSI, hinh anh cua san phﬁm, thuong hi€u co6 tac dong truc tiép dén su mong doi cua
khach hang. Khi d6, sy hai 1ong ciia khach hang 1a sy tic dong tong hoa cila 4 nhan
t6 hinh anh, gia tri cdm nhan, chét lugng cdm nhan vé ca san phém hiru hinh va vo
hinh. Thong thudng, chi s6 ACSI thudng ap dung cho linh vyc cong con chi s6 ECSI
thuong tmg dung do luong cic san pham, cac nganh.

R& rang, diém manh cia cach tiép can nay 13 n6 lam dich chuyén ngay tirc
khic kinh nghiém tiéu dung, tao diéu kién cho viéc nghién ctru mdi quan hé nhan qua
dbi gitta cac yéu té cdu thanh sy hai 1ong va su trung thanh cua khach hang. Do vy,
muc tiéu dau tién cua viéc tiép can theo ciu trac CSI 1a viée giai thich sy trung thanh
ctia khach hang ddi v6i mot san pham noi riéng hay mot doanh nghiép, mot quéc gia
no6i chung thong qua chi s6 hai long khach hang khi chiu sy tac dong truc tiép hodc
gian tiép boi hinh anh, sy mong doi, chit lugng cam nhan vé san phém hoac dich vu

va gia tri cdm nhan doi vdi san pham va dich vu do.



1.2. Khai quat vé dich vu
1.2.1. Khdi niém dich vu

Theo Kotler & Armstrong (2004): Dich vu 12 moi hanh dong va két qua ma
mot bén co thé cung cap cho bén kia va chi yéu 1a v6 hinh va khong dan dén quyén
so hitu mot cai gi d6. San phim cua nod c6 thé c6 hay khong gin lién véi mot san
pham vit chét.

Theo Zeithaml, Mary Jo Bitner va Dwayne Gremler (2009): Dich vu 1a nhitng
hoat dong, nhitng tién trinh va chat luong duoc cung cap hodc hop tic san xuit boi
mot thue thé hodc mot nguoi cho thuc thé hay ngudi khac. Pinh nghia nay mang tinh
hoc thuat cao va dudng nhu kha kho hiéu. Dé dé hiéu hon Zeithaml dwa ra mot khai
niém rong hon déi véi dich vu d6 1a tit ca cac hoat dong kinh t& ma két qua cua né
khong phai 1a mot san pham vat 1y hay 1a sy xay dung, dich vu nay dugc tiéu thu ngay
tai thoi diém n6 duoc san sinh ra va cung cap nhiing gia tri gia ting dudi cac hinh
thirc nhu sy thuan tién, vui choi giai tri, dang gio giéc, tién loi, hoac cham soc strc
khoe; nhirng dang nay nhan manh tinh v6 hinh cia ngudi mua né trong lan dau tién.

Nhu vay, dich vu la nhitng hoat dong tao ra loi ich vé thoi gian, dia diém, tam
trang va gia tri tim 1y cho khach hang, 1am théa man nhu ciu caa khach hang.

1.2.2. Pic diém ciia dich vu

Theo Zeithaml, Mary Jo Bitner va Dwayne Gremler (2009): Dich vu c6 nhitng
dac trung ngoai I¢ ma san phém khong thé nao c6 duogc do 1a tinh vé hinh, tinh khong
d6ng nhat, tinh khong thé chia tach, tinh dé hong.

1.2.2.1. Tinh v0 hinh (Intangibility)

Dic diém khéc biét co ban nhat cta dich vy 1a tinh v6 hinh. Béi vi dich vy 1a
nhirng hoat dong, su thuc thi, khong phai 1a nhiing dd vat trong hién thuc nén ching
ta khong thé nhin, cam nhan, ném hay cham duoc nhu ching ta ¢ thé 1am dugc ddi

vo1 hang hoa. Vi dy, chung ta st dung dich vu cit toc, cac dich vu giai tri, trang diém

Dich vu khong thé luu trit cho nén néu c6 nhirng bién dong 16n vé nhu cau cua

mot loai hinh dich vu nao d6 thi nha cung cap sé rat kho xoay sé dé dap (mg. Ngoai



ra, vi dich vu mang tinh v6 hinh nén khong thé trung bay sin sang dé khach hang d&

dang giao tiép nén c6 thé rat kho cho nguoi sir dung danh gia dung chét luong cua

n6. Vi vy, dé giam sy khong chic chin, ngudi mua s& tim kiém cac bang chimg cua

chat luong dich vu tir nhiing ddi tuong ho tiép xUc, trang thiét bi ma ho théy duoc.
1.2.2.2. Tinh khong dng nhat (Heterogeneity)

Dich vu dugc thyuc hién bdi con nguoi ma hanh vi va tam 1y con nguoi thi
khong hoan toan gidng nhau tai nhitng thdi diém, hoan canh khac nhau; do d6 khong
thé cung cap dich vu hoan toan giéng nhau. Nhitng nguoi nhan vién giao nhan dich
vu s€ dugc khach hang cdm nhan khac nhau, sy cdm nhan nay s€ khac nhau theo tung
ngay tham chi theo tirng gio, tuy thudc vao tdm trang cia nhan vién nay tai nhiing
thoi diém d6. Tinh khong dong nhét ciing c6 nguyén nhan tir khach hang, vi mdi
khach hang s& c6 nhitng nhu cau khac nhau va trai nghiém dich vy theo mot hudng
riéng biét nén chat lwong dich vu theo cam nhan cua ho ciing khong thé nao giéng
nhmlduqchivéy,ﬁnhkhéngdﬁngIﬁﬁlcﬁa(ﬁdnvulékétquécﬁasutécdénglﬁn
nhau gilta ngudi cung céip dich vu va nguoi st dung dich vu.

Dich vy khong déng nhat theo thoi gian, td chre, con nguoi; nén vi¢e bao dam
mot chat luong dich vu nhat quan 1a mot thach thire ddi v6i nha cung cap dich vu.
Chat luong dich vu phu thudc vao rit nhiéu yéu to khong thé dugc kiém soat hoan
toan boi ngudi cung cap dich vy, kha ning va sy sin sang ctia nhan vién nham thoa
mén nhitng nhu cu cta nhitng khach hang va mirc d yéu cau danh cho dich vu.

1.2.2.3. Tinh khong thé chia tach (Inseparability)

Trong khi hau hét cac san phém dugc san xuét ra trude, sau d6 méi ban va tiéu
thu thi hau hét cac dich vu thi hoat dong cung cap va st dung lai xdy ra dong thoi.
Viéc cung cip va st dung dong thoi ciing con ¢ y nghia 13 cac khach hang va nha
cung cap dich vu thudng xuyén twong tac véi nhau trong sudt tién trinh cung cip dich
vy, vi vay co thé anh huong dén viéc trai nghiém dich vu ciia nhau. Ngoai ra, dac tinh
nay con gitip cho nha cung cap thiy duoc vai trd cua ho 1a quan trong trong viée cung
cép dich vy, n6 la mot yéu tb thiét yéu trong viéc trai nghi€ém dich vu danh cho khach

hang.
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Dich vu thi thudng dugc cung cp va tiéu thu cing mot lac nén viée cung cip
dich vy hang loat gap nhiéu kho khan. Chét lugng cua dich vu va sy théa man khach
hang s& phu thudc rat nhidu vao nhirng diéu xdy ra trong “hién thuc”, bao gdm nhiing
hoat dong ctiia nhan vién va sy tuong tac qua lai gitta nhan vién va khach hang. Thudc
tinh thuc tai ctia dich vu cling s€ mang lai nhitng vu thé dudi hinh thuc 1a nhiing co
hoi dé diéu chinh dich vu cung cap cho khach hang riéng biét. Ciing vi viéc cung cip
va tiéu thy dong thoi, nén khach hang ciing ¢6 lién quan qua trinh cung cap dich vu
va quan sat qua trinh cung cap nén c6 thé anh hudng mot cach tich cuc hoic tidu cuc
dén két qua cua viéc giao dich dich vu.

1.2.2.4. Tinh dé héng (Perishability)

Tinh d& hong ham y rang dich vu khong thé dé danh, luu trit, ban lai hay hoan
lai. Mot chd ngdi trén may bay hay khach san, mot gio dong hd cua ngudi luat su,
hay 14 stc chta cia dudng day dién thoai khong duogc sir dung hoic mua khong thé
nao dugc doi lai va str dung hay duoc ban lai sau mot thoi diém nao d6. Tinh d& hong
cua dich vu tuong phan hoan toan véi hang héa, hang héa luu trir dugce trong kho
hodc ban lai vao nhitng ngay khac, hoic ngay ca dugc hoan lai néu nhu khach hang
khong hai long.

Tinh d& hong 1a viéc khong c6 kha ning dé luu trit. Viéc du doan nhu cau va
viéc lap ké hoach mét cach sang tao dé tan dung tdi da ngu@)n luc 1a rat quan trong.
Su that réng dich vu khong thé duoc hoan tra hodc ban lai cling ham y réng can phai
c6 mot chién luge mang tinh phuc hoi manh mé khi moi viéc dién ra sai véi dinh
huéng ban dau.

1.3. Chét lwong dich vu
1.3.1. Khdi niém chét lwong dich vu

Chat lugng dich vu 1a két qua cua sy so sanh cua khach hang, dugc tao ra gitra
nhirng mong doi cua ho vé dich vu d6 va sy cam nhén cta ho khi st dung dich vy do
(Lewis va Booms, 1983; Gronroon, 1984; Parasuraman va cac cong su, 1985, 1988,
1994).

Chat lwong dich vu 1a sy khac biét giita nhitng mong doi ciia khach hang va
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nhitng cam nhan vé dich vu hodc sy théa min hay khong théa man ctua khach hang
dugc hinh thanh bang viéc trai nghiém cta ho théng qua viéc mua va sir dung dich
vu (Gronroos, 1984; Parasuraman va cac cong su, 1988).

Parasuraman va cac cong sy (1998) thi cho ré‘mg “Chét lugng dich vy 1a khoang
cach mong doi vé san phfim dich vu cua khach hang va nhan thirc, cam nhan cta ho
khi st dung qua san pham dich vu d6”. Ong giai thich ring dé biét dugc su dy doan
ctia khach hang thi tot nhat 13 nhan dang va thdu hiéu nhitng mong doi ciia ho. Pay
12 mot dinh nghia ddy du nhat, tong quat nhat vé chat luong dich vu ding trén quan
diém khach hang.

Chat lwong dich vu 1a mic d6 dy doan trudc vé tinh dong nhat (d6ng dang),
c6 thé tin duoc, tai mrc chi phi thép nhét va duoc thi truong chép nhan (theo Deming).

Chat luong dich vu 1a sy danh gia cua khéach hang vé do tin cdy, su dap ung,
nang luc phuc vy, sy cam thong va phuong tién hitu hinh (trich theo Parasuraman va
cong su (1998)).

1.3.2. Pic diém chit lwong dich vu.

Tuy c6 nhiéu khai niém khéac nhau vé chat luong dich vy, nhung theo Luu Van
Nghiém (2008) xét mot cach tong thé chat lwong dich vu bao gdm nhiing dic diém
nhu sau: Tinh vuot trdi, tinh dac trung cua san phﬁm, tinh cung ng, tinh théa man
nhu cau, tinh tao ra gia tri.

1.3.2.1. Tinh vuot tro1

Déi véi khach hang, dich vu ¢ chét luong 1a dich vu thé hién duoc tinh vuot
trdi wu viét cia minh so v6i nhitng san pham khac. Nho vao tinh wu viét ndy lam cho
chét luong dich vu tré thanh loi thé canh tranh ciia cac nha cung cap dich vu. Tuy
nhién, do sy dénh gia vé tinh vuot troi caa chét luong dich vy 1a tr cdm nhan cua
khéach hang (c6 khach hang thi cho 1a wu viét nhung c6 khach hang s& khong cho 1a
uu viét) nén tinh uu viét bi chi phéi rat 1on boi sy cam nhan tur phia khach hang su
dung dich vu do.

1.3.2.2. Tinh dic trung cua dich vu

Chat luong dich vu bao ham nhiing dic diém co ban nhit va nhimng tinh tay
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nhét két tinh trong dich vu tao nén nhirng dac thu cua dich vu ma nhitng dich vu khéc
khong thé nao c6 dugc cho du dich vu co dic diém dé dang bi sao chép do khong
dugc bao vé bang cic ban quyén chdng sao chép. Vi vay, nhitng dich vu c6 chat luong
cao s€ mang nhiéu “dic trung vu viét” hon so véi dich vy ¢co chat lugng thép hon.
Nho vao tinh dac trung ma khéach hang c6 thé phan biét dugc chét luong dich vu cua
cac doanh nghiép véi nhau. Tuy nhién, trén thyc té viéc phan biét tinh dic trung cua
dich vu 1a rat kh6 khan chi trur nhitng truong hop chét lugng dich vu céach biét nhau
qua 16n. Vi vay, tinh dic trung ctia dich vu chi mang tinh twong d6i gitip cho viéc
nhan biét chat lugng dich vu trong nhitng truong hop cu thé dé& dang hon.
1.3.2.3. Tinh cung Ung

Chat luong dich vu gin lién nhiéu qua trinh tir giai doan chuan bi cho dén khi
khach hang sir dung va ca khoang thoi gian dai sau khi dung dich vu. Tién trinh nay
lién quan dén qui trinh trién khai dich vu, phong cach va thai d§ phuc vu ctia o1 ngii
nhan vién, tién trinh nay dugc van hanh hoan hao s& gop phan lam cho chat luong
dich vu tot hon, néu tién trinh nay chwa hoan thién thi chat lvong dich vu khong thé
nao tot dugc. Pay 1a nhitng yéu td ndi tai bén trong nha cung cap dich vu, chinh ban
than nha cung cép dich vu phai nhan biét duoc cac ton tai dé cai tién hoan thién néd
dé tao loi thé canh tranh 1au dai.

1.3.2.4. Tinh théa méan nhu ciu

Nhu cau cia con ngudi 1a mot trang thai cam giac thiéu hut mot su thoa man
co ban nao d6, nhu cau con ngudi ton tai nhu mot bd phan cau thanh co thé va nhan
than con ngudi. Nhu cau ctia khach hang chinh 1a tién d8, 1a cin ct hinh thanh dich
vu cua nha cung cép dich vu. Vi vay, mét dich vu ndo do6 dugc san sinh ra nhat thiét
phai phuc vu cho mot nhu cAu nao dé cua con nguoi va chét luong dich vu tat yéu
phai thoa man nhu cau d6 cua khach hang; néu chét luong dich vu khong thoa man
nhu cau cia khach hang thi ho s€ khong dung nd, dich vu s€ tu nhién bién mét. Trong
moi truong kinh doanh hién nay, dic diém nay ngay cang quan trong hon bao gid hét,
céc nha cung cap dich vu can phai nghién ctru that ki cac nhu cau ctia khach hang va

1am théa man no theo mot phuong cach tdi uu nhat, khong nén dap tmg qua mirc nhu
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cau cua khach hang.

Xét trén phuong dién “phuc vu khach hang” va “tinh théa méan nhu cau” da
bao ham ca ¥ nghia ctia “tinh cung Gmg” khéng nhirng thé ma con bao ham nhirng dic
diém khac boi vi chat lugng dich vu nhu d trinh bay trén 1a mot toan trinh bao ham
tat ca cac giai doan cung cip dich vu, néu khach hang khong théa man véi bat ki mot
giai doan ndo ngay ca giai doan cham soc sau ban hang thi ciing c6 thé 1am suy giam
chat lwong dich vu. Diém khac biét 16 rang nhat dbi véi hai dac diém nay 1a tinh cung
g mang yéu to noi tai trong khi tinh thoa man nhu cau lai bi tac dong bai cac yéu
t6 bén ngoai nhiéu hon.

1.3.2.5. Tinh tao ra gia tri

Gia trj 1a s danh gia ctia nguoi tiéu dung vé kha ning chung cia dich vy thoa
man nhitng nhu cau cua khach hang. Khi chét luong dich vu thoa man mot nhu cau
nao do cua con nguoi diéu d6 déng nghia véi viée dich vy dé tao ra mot gia tri nhat
dinh du n6 1a v6 hinh rat khé do dém duoc. Dich vu khong tao ra gia tri tirc 1a khong
thoa man mot nhu cau nao ciia khach hang thi xem nhu 13 khong c6 chat lugng. Tinh
tao ra gia tri cua chat lugng dich vu phu thudc nhiéu vao sy cam nhan cua khach hang
hon 14 nha cung cép dich vu. Khach hang sau khi sir dung dich vu ho sé& so sanh voi
gia tri ma ho nhan duoc so véi nhitng gi ho ky vong trudce khi str dung dich vu.

1.3.3. Cdc nhén t6 quyét dinh chit lwong dich vu

Céc nghién ciru thyc té cho thdy rang khach hang khong nhén thirc chat luong
dich vu theo mdt nhan t&6 ma ho nhan thirc nd theo nhiéu nhan td khic nhau.
Parasuraman, Valarie Zeithaml, va Leonard Bery 1a nhitng nha nghién ctru tién phong
trong linh vuc chét lugng dich vu. Cac nghién ctru cua ho chi ra réng c6 5 nhén to
quyét dinh chét luong dich vu, do6 la:

Do tin cay (Reliability): D0 tin cdy la viéc thyc hién dich vu dung nhu da hira
mot cach dang tin cdy va chinh xac. Hiéu theo nghia rong, thi do tin cdy nghia la cong
ty thuc hién 161 hira cia ho vé cung cip dich vu, giai quyét cac vin dé phat sinh va
dinh gia. Dac biét 1a 16i hira vé két qua dich vu va thudc tinh cdt 16i dich vu.

Khi niing dap &ng (Responsibility): La su sin sang dé gitp d& khach hang

14



va cung cap dich vu ding lic, mau le. Yéu t6 ndy nhin manh ring sy quan tim va
kip thoi trong viée giai quyét véi nhitng yéu cau cua khach hang, ciu hoi, nhing 10i
than phién va nhitng vuéng méic. Dé diy manh yéu tb ndy vuot troi hon, cong ty phai
nhin nhan qua trinh giao nhan dich vy va nam bét cac yéu cau theo quan diém cua
khach hang chtr khéng phai theo quan diém cua cong ty. Nhitng qui tic cho sy nhanh
chong va kip thoi phan anh cai nhin ctia cong ty vé nhirng yéu cau trong cac qui trinh
cung cdp dich vu cho khach hang mot cach nhanh chong va kip thoi.

Niing lwe phuc vu, sw dam bao (Assurance): La kién thirc va tic phong cta
nhan vién phuc vy, sy nha nhdn ciling nhu kha ning tao long tin va su tin nhiém cta
khach hang. La su quan tim va kha ning ctia cong ty ciing nhu nhan vién nham tao
long tin va su tin tudng cia khach hang.

Sw dong cam (Empathy): La sy quan tdm, luu ¥ va chdm soc dén tirng khach
hang. Ban chét ciia sy thong cam mang tinh truyén dat thong qua dich vy, nhitng nhu
cau cua khach hang luén luén duoc ling nghe va thau hiéu. Khach hang mubn cong
ty hiéu duoc ho va ho that sy quan trong dbi voi nha cung cap dich vu. Cac cong ty
thuong xay dung co s& dit li¢u khach hang.

Phwong tién hiru hinh (Tangibles): Thé hién qua co sO vat chat, trang thiét
bi ctia cong ty va hinh thirc bén ngoai cia nhan vién. Phuong tién hitu hinh 1a sy hién
dién vat chat hay nhitng hinh anh vé dich vu ma khach hang, dic biét 1a nhitng khach
hang moi, s€ dung dé danh gia dich vu.

Phuong tién hitu hinh thuong duoc cac cong ty dich vu st dung dé quang ba
hinh anh cta ho, cung cap chét luong lién tuc t6i khach hang. Bén canh dé, cac cong
ty hoat dong trong linh vuc dich vu ciing thudng két hop phuong tién hiru hinh véi
mot sb yéu t6 khac dé xay dyng hinh 4nh cling nhu chién luoc chat lugng dich vu cho
cong ty.

Céc nghién ciru ciing chi ra rang mirc d6 4nh huéng ciia 5 nhan td trén quyét

dinh dén chat lugng dich vu 1a khac nhau do6i véi cac nén van hda khac nhau.
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1.3.4. M6 hinh chét lwong dich vu SERVQUAL

Trong linh vyc nghién ctru chat lugng dich vu va sy thoa man khach hang da
dugc cac nha nghién ciru thye hién mot cach cé hé thong trong nhiéu nim qua. Trong
d6 phai ké dén mot sé mo hinh ndi tiéng nhu mé hinh khoang cach chat luong
(Parasuraman va cong sy, 1985), mé hinh SERVQUAL (Parasuraman va cong su,
1988). (Bai viét ciia Ths.Tran Thi Nhe Lam, ddang trén hitp://kqtkd.duytan.edu.vn,
ngay 18/4/2017).

M6 hinh SERVQUAL theo Parasuraman (1988) 1a mo hinh da dugc xay dung
va kiém dinh gom 22 bién. M6 hinh nay di duoc tac gia nghién ctru va kiém dinh
nhiéu 1an va di dén két luan rang n6 1a mé hinh thang do phu hop cho moi loai hinh
dich vy (Parasuraman,1991); Thang do SERVQUAL cudi cung bao gém 22 bién quan
sat ma khach hang ky vong nhu sau:

Thanh phan d9 tin cay (Reliability)

Tiéu chi nay thuong dugc do luong bdi cac thang do sau:

1. Cong ty thuc hién dich vu ding ngay tir 1an dau tién.

2. Cong ty gitr dtng 161 hira s& thue hién mot diéu gi d6 vao khoang thoi gian

cu thé.

3. Khi ban gip van dé, cong ty thé hién su quan tdm chan thanh trong giai

quyét van dé cua ban.

4. Cong ty cung cap dich vy dung nhu thoi gian da hua.

5. Cong ty luu ¥ khong dé xay ra mot sai sot nao.

Thanh phin kha ning dap vng (Responsiveness)

Ti€u chi nay thuong dugc do ludong béi cac thang do sau:

1. Nhéan vién cua cong ty cho ban biét khi nao thyc hién dich vu.

2. Nhan vién cua cong ty phuc vu ban kip thoi, nhanh chong.

3. Nhan vién ctia cong ty ludn san sang gitp d& khach hang.

4. Nhan vién ctia cong ty khong bao gid to ra qua ban ron dé khong dap ung

y€u cau cua khach hang.
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ban.

Thanh phin niing luyc phuc vu, sw dim bao (Assurance)
Tiéu chi nay thuong dugce do luong béi cac thang do sau:
1. Hanh vi cta nhan vién trong cong ty tao ra sy tin tuéng d6i voi ban.
2. Ban cam thdy an toan khi thuc hién giao dich véi cong ty.
3. Nhan vién ctia cong ty ludn to ra an can niém nd, lich su, nh nhin véi ban.

4. Nhan vién cua cong ty c6 du k¥ nang, kién thirc dé tra 101 cac cau hoi cua

Thanh phén sy ddng cam (Empathy)

Tiéu chi nay thuong dugc do luong bdi cac thang do sau:

1. Cong ty thé hién sy quan tdm dén ca nhan ban.

2. Nhén vién trong cong ty biét quan tim dén ca nhan ban, hiéu rd nhirng nhu
cau ctia ban.

3. Cong ty léy lgi ich ctia ban 1a diéu tAm niém cua ho.

4. Cong ty bd tri thoi gian 1am viéc thuén tién.

Thanh phan phwong tién hiru hinh (Tangibles)

Tiéu chi nay thuong dugc do luong bdi cac thang do sau:

1. Cong ty c6 co s& vat chat khang trang, bé thé.

2. Cong ty c6 may moc, trang thiét bi hién dai, hép dan.

3. Nhén vién ctia cong ty c6 ddng phuc gon gang, d& nhan dién va than thién.

4. Tranh anh, tai li¢u gioi thiéu vé dich vu cta cong ty trong rat bat mat va d&
nhd.

5. Cong ty bb tri dia diém lam viéc thuan tién.

1.4. Khai quat ve gia ca cam nhan

Gi4 ca cam nhén la sy danh gia cua khach hang vé mirc 6 hy sinh va gia tri

cua no so voinhirng gi ma ho sé nhan dugc. (Jacoby & Olson (1977), Zeithaml (1991)
trich dan tir Alhabeed (2002)).

Theo Zeithaml va Bitner (2000) thi cho rang gia ca ciia dich vu c6 thé anh

huong rat 16n vao nhan thirc vé chat lugng dich vu, murc d hai long va gia tri cam

nhan.
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Gia ca cua dich vu 1a cdm nhan chu quan ctia khach hang véi gié ca cua dich
vu tuong tu cia cac nha cung cip khac (Nguyén Pinh Tho, 2007).

Theo nhiing nghién ctru cua Danaher va Rust (1996), Bolton (1998), Gerpott
va cong sy (2001) thi cho rang gia ca 1a nhitng gi phai tra dé dugc phép st dung dich
vu.

Gi4 ca duoc khach hang cam nhén dya trén 2 tiéu chi: Chi phi bang tién phai
tra cho san pham va chi phi co hoi phai hy sinh d6i voi nhitng gi c6 thé mua bang sb
tién d6. Cling can luu y & ddy, ngudi tiéu ding c6 thé khong phai ludn ludén duoc hiéu
biét trong viéc so sanh ciia ho khi ho ma hoa gia trong mét co sé hang ngay. Ho chi
lam theo nhiing cach c6 ¥ nghia d6i v&i v6i ho nhat (Zeithaml 1983, 1991, Deckson
va Sawyer 1985).

1.5. Méi lién hé giira chat lwong dich vu va sw hai long ciia khach hang

Theo Zeithaml va Bitner (2000), chét luong dich vu va hai long khach hang 13
hai khai niém khac nhau, trong khi chét luong dich vu chi tap trung cu thé vao nhirng
thanh phﬁn cua dich vy, thi sy hai long khach hang la khai niém téng quat. Theo
Cronin va Taylor (1992), Spereng (1996) cho rang giita chit lwong dich vu va hai
1ong khach hang c6 mdi lién hé véi nhau.

Cronin & Taylor (1992) da kiém dinh mdi quan h¢ gitra chét luong dich vy va
su hai long ctia khach hang va két luan réng cam nhan chat luong dich vu dan dén su
hai long cua khach hang. Cac nghién ctru da két luan rang chat luong dich vu 1a tién
dé cua su hai long (Cronin & Taylor,1992; Spreng & Mackoy, 1996) va 13 nhan t6
cht yéu anh huong dén sy hai 1ong (Ruyter, Bloemer, Peeters, 1997).

Céc nghién ctru cho thiy chét lugng dich vu va su théa min khach hang cé
mbi quan h¢ mat thiét v6i nhau, chat lugng dich vu 1a nguyén nhan va sy hai long 1a
két qua (Spereng, 1996; Chow va Luk (2005). Quan h¢ giira chét luong dich vy va su
thoa min khach hang 1a quan hé cung chiéu, chét lwong dich vu ¢6 anh hudng tich
cuc dén cam nhan cua khach hang (Bdi viét ciia Ths.Tran Thi Nhw Lam, dang trén
http://kqtkd.duytan.edu.vn, ngay 18/4/2017).

Sy hai 10ng cta khach hang bi anh hudng béi nhan thire vé chét luong dich
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vu, chit lwong san pham va gia; ngoai ra nhan t6 con ngudi nhu tim trang khach
hang, trang thai tinh cam cua ho va nhitng nhan t hoan canh nhu y kién thanh vién

gia dinh ciing s& anh hudéng dén su hai long.

Chat hrong Céc yeu to
dich vu tinh huong
Chat lwong . Su R L—E}ng‘
san pham hai long trung thanh
Gia ca cam , T,{ -
nhan Cac yeu to
' ca nhan

Hinh 1.3 Cam nhén khach hang vé chit lwgng dich vu va sy hai long

(Nguon: Zeithaml, Bitner va Gremler (2009))

Theo Zeithaml, Bitner va Gremler (2009) thi chét lugng dich vu ¢6 anh huéng
dén sy hai long ctia khach hang.

Nhu trong hinh 2.1, sy hai long bi &nh hudng boi rat nhiéu yéu td: cam nhan
vé chat luong dich vu, chét luong san phém, gid ca cam nhan va cac yéu td tinh huéng
(nhu diéu kién khong gian, thoi gian) ciing nhu cac yéu t6 ca nhan (nhu trang thai
tam ly, tinh cam cua khach hang).

1.6. Méi lién hé giira gia ca cam nhin va su hai long cia khach hang

San pham, hang hoa c6 tinh hitu hinh, khach hang c6 thé nhin thay, cAm nam
duoc, khach hang co thé cam nhan duoc chit lugng trude khi quyét dinh mua no.
Nguoc lai, dich vu c6 tinh v6 hinh, khiach hang khong thé cam nhéan duoc chét luong
dich vu trudc khi sir dung, chinh vi vy ma gia ca ¢ vai tro rat quan trong anh hudéng
dén cam nhan cia khach hang ciing nhu sy hai long cia khach hang khi st dung dich

vu.
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Theo Fornel (1996) cho rang yéu té dau tién xac dinh sy hai 10ng cua khach
hang 13 chat lwong cam nhan, yéu té thir hai méi 13 gia ca. Khi sir dung dich vy, khach
hang phai tra mot khoan chi phi cho nha cung cap. Chi khi nao, ho cam nhan ring
khoan chi phi ma ho phai tra tuong xirng véi chét lugng dich vu ma ho nhan duogc thi
ho méi cam thiy hai long. Khong nhitng thé, khach hang con c6 thé cin ctr vao gia
ca cua dich vu dé so sanh vé6i dich vu twong duong cua cac nha cung cap khac. Néu
hai dich vu twong duong nhau, nhung gia ca cta nha cung cap ctia ho cao hon nhiéu
so voi nha cung cip khéc, thi dwong nhién s& tao cho khach hang cam giac khong hai
long.

Sy hai 10ng ctia khach hang bi tac dong chit yéu bdi hai yéu td: chat luong dich
vu va gia ca cam nhan. Ngoai ra, qua nghién ctru ctia tic gia Pham Hiru Triét vé nang
cao sy hai 1ong ctia khach hang ddi v6i dich vu Fiber VNN, cho thay bién su hai 1ong
chiu su tac dong chu yéu boi bién chat luong dich vu va giad ca cam nhan.

1.7. Tong quan cAc nghién ciru trueée diy vé cac yéu to anh hwéng dén sy
hai long caa khach hang

Nghién ctru cia Pinh Lam Mai Chi (2012) vé chu dé Phan tich mutc do hai
1ong cua khach hang vé chat lugng dich vu Internet ADSL cua cong ty vién thong
Viettel trén dja ban thanh phd Can Tho Nguyén ctru di dua ra cac tiéu chi do ludng
su hai long ciia khach hang d6i v&i chat luong dich vu Internet ADSL cua cong ty
vién thong Viettel trén dia ban thanh phd Can Tho. Nghién ctru str dung ¢& miu gdm
204 khach hang dich vu Internet ADSL ctia cong ty vién thong Viettel trén dia ban
thanh phé Can Tho dé tién hanh phan tich. Phuong phép st dung dé phan tich dit liéu
1a thong ké mo ta, phan tich nhan t6 va mo hinh héi quy tuyén tinh da bién. Két qua
cho thiy, c6 6 thanh phan c6 anh huong thun chiéu dén sy hai long cua khach hang
la: Dich vu khéch hang; Sy dam bao; Thai do phuc vy; Co s& vat chét trang thiét bi;
Chinh séch vi cong dong; Phuong tién hitu hinh. Tir d6, dé xuat giai phap cai thién
va nang cao dich vu internet ADSL nham déap (mg nhu cau ngdy cang cao cua khach

hang.
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Nghién ctru Tra Thi Thu Hoa (2020) vé chu dé& Cac nhan tb tac dong dén su
hai 1ong ctia khach hang vé dich vu thong tin di dong ctia Vinaphone tai Binh Thuan.
Nghién ctru da dua ra céc tiéu chi do luong su hai long va xac dinh mirc d§ anh hudéng
clia cac nhan td tac dong chinh dén sy thoa man ctia khach hang ddi voi dich vu thong
tin di dong ctiia Vinaphone. Phuong phap nghién ctru dugce tién hanh qua hai budc
chinh: Nghién ctru dinh tinh nhim b sung, sira ddi thang do, xay dung va hoan thién
bang cdu hoi va nghién ctru dinh lwong nham thu thap va phan tich dit liéu duoc khao
sat, cling nhu ude lugng va kiém dinh mé hinh. Két qua nghién ciru di xac dinh duoc
cac thanh phan va lugng hoa cudng d6 tac dong cua cac thanh phan nay 1én sy hai
long ctua khach hang ddi véi dich vu dién thoai di dong cua Vinaphone, do la: chét
lugng mang ludi, cAu trac gia cudce, dich vy gia tri gia tdng va dich vu khach hang.
Trong d6, thanh phan chat luong mang ludi 4nh hudng manh nhat dén sy hai long.
Duya trén mirc ¢ anh hudng cua cac yéu tb tac dong dén su hai 1ong cua khach hang,
dé tai da goi y mot sb giai phap cho cong ty dé nang cao sy hai 1ong ctia khach hang
st dung dich vu dién thoai di dong cua cong ty Vinaphone.

Nghién ctru cia Nguyén Thi Hong Diém (2010) vé chu dé Nghién ctru sy hai
long cua khach hang ddi véi dich vu ADSL cua Vién thong Can Tho — Hau Giang.
Nghién ctru di phan tich dugc thyc trang thi truong ADSL cua Vién thong Can Tho
— Hau Giang. M6 hinh nghién ctru gdm 5 nhém nhan t6 anh huéng dén mirc do hai
1ong cua khach hang. Phuong phép phan tich duoc sir dung bao gdm: théng ké mo ta,
kiém dinh do tin cay thang do bang hé sé Cronbach’s Alpha, phan tich nhan t6 kham
pha (EFA), hoi quy tuyén tinh. Két qua nghién ctru cho thiy khach hang chua hai
10ng 1am dbi véi chat luong dich vu ADSL do Vién thong Can Tho — Hau Giang cung
cép. Céc nhan tb: dich vu khach hang, sy thuén ti¢n, chét lugng truy nhép, dich vu
gia ting c6 anh hudng nhiéu nhat dén su hai 1ong ctia khach hang d6i véi chat lugng
dich vu. Cac yéu t6 con lai, bao gém: chi phi hoa mang, chat lugng mang, cude thué
bao va truy nhap cé mirc anh hudng thap hon. Tir d6, nghién ctru dua ra duge mot s6
giai phap chu yéu: giai phap ning cao chit luong mang, dau tu phat trién mang ludi

va ung dung cong nghé moi, hién dai; thuc hién chinh séch gid linh hoat; da dang hoa
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cac dich vu gia tang kém theo; cai thién cong tac cham soc khach hang, quy trinh
cung cap dich vu gitip khach hang tiép can dich vu mot cach dé dang va st dung
thuong xuyén.

Nghién ctru ctia Lé Thanh Tao (2017) vé chu dé Cac nhén té anh huong dén
su hai 1ong cua khach hang vé chit luong dich vu truyén hinh MyTV tai Vién thong
Vinh Long. Nghién ctru Céc nhan t§ anh huong dén sy hai long cia khach hang vé
chat luong dich vu truyén hinh MyTV tai Vién thong Vinh Long. Muc ti€u nghién
cru nham dénh gia mic d6 hai long va xac dinh cac nhan t6 anh hudng dén mirc do
hai 1ong ctia khach hang ddi voi chat lwong dich vu truyén hinh MyTV tai tinh Vinh
Long. Nghién ctru sir dung ¢& mau gdm 200 khach hang dich vu truyén hinh MyTV
tai tinh Vinh Long dé tién hanh phan tich. Phuong phap st dung dé phan tich dit liéu
1a théng ké mo ta, phan tich nhan t6 va mo hinh hoi quy tuyén tinh da bién. Két qua
cho thay, c6 6 thanh phan c¢6 anh huong thuan chiéu dén sy hai long cua khach hang
1a: Phuong tién hitu hinh; Cam thong; Pap ung; Tin cay; Pam bao; Gid ca hop ly. Tu
d6, dé xuat mot sb giai phap cai thién va nang cao dich vu truyén hinh MyTV tai Vién
thong Vinh Long.

Nghién ctru ciia Lé Thi Thity (2010) vé cht dé Cac nhan t6 anh huéng dén
muc do hai long cua khach hang ddi voi chét lugng dich vu mang Vinaphone trén dia
ban thanh phd Pa Ning. Nghién ctru ctia Lé Thi Thay (2010) vé chii dé “Céac nhan td
anh huong dén muc do hai 1ong ciia khach hang ddi voi chat luong dich vu mang
Vinaphone trén dja ban thanh phd Pa Nang”. C& mau nghién ctru duoc thu thap bang
phuong phap chon miu phi xac suat, phong van truc tiép 320 khach hang. Nghién
ctru str dung cac cong cu phan tich nhu: thong ké mé ta, kiém dinh d6 tin cay bang
hé s6 Cronbach’s Alpha, phan tich nhan t6 khdam ph4 (EFA) va phan tich hoi quy
tuyén tinh. Két qua nghién ctru cho thay, mirc d6 hai long ctia khach hang chiu anh
huong boi 3 yéu td: (1) chéat lugng dich vy, (2) thuong hiéu va khuyén mai, (3) gié tri
gia tang. T d6, dé tai da dua ra cac ham y quan tri nham nang cao sy hai long cua
khach hang dbi v6i chit luong dich vu mang Vinaphone trén dia ban thanh phd Da

Ning.
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Nghién ctru cia Lé Thi Diém (2009) vé cha d& Nghién ciru sy hai 10ng cua
khach hang ddi véi dich vu dién thoai vo tuyén cb dinh tai thanh phé Can Tho .
Nghién ctru tap trung phan tich duogc thuc trang thi truong dién thoai vo tuyén ¢ dinh
tai thanh phé Can Tho va xu hudéng phat trién cia no. Phuong phap thao luan nhém
dugc str dung trong nghién ciru, tir d6 cac nhan td anh huéng dén sy hai long cua
khach hang ddi véi dich vu dién thoai v6 tuyén ¢ dinh duoc nhan dang dé hinh thanh
thang do gdm 7 yéu t6 do ludng murc d6 hai long cta khach hang. Ngoai cac phuong
phap théng ké mo ta, phan tich bang chéo, phan tich hé s6 Cronbach’s Alpha, phan
tich nhan t6 kham pha (EFA), phan tich hdi quy tuyén tinh dugc sir dung. Dé tai con
ap dung phan tich SWOT dé c6 co s& dé ra mot s6 giai phap cho doanh nghiép nham
nang cao murc do hai long ciia khach hang ddi voi chat luong dich vu. Két qua nghién
ctru cho thay, nhan t6 vé gid cudc va su thuan tién c6 anh hudong manh hon céc yéu
t6 vé chat luong mang, dich vu khach hang, dich vu gia ting va viéc sir dung dé dang.

Nghién ctru ctia Butt va Cyril (2009) vé chi M6 hinh héa s hai 1ong ctia khach
hang trong dich vu dién thoai di dong . Butt va Cyril (2009) da thyc hién dé tai “Mo
hinh héa sy hai long ctia khach hang trong dich vu dién thoai di dong”. Nhom nghién
cuu da xac dinh muc ti€u nghién ctru 1a chi ra dugc cac nhan t6 anh huong dén murc
do thoa man cua khach hang ddi voi dich vu dién thoai di dong & thi truong Pakistan.
Nghién ctru dinh tinh dugc tién hanh dé xac dinh cac nhan t6 gop phan mang lai sy
hai long cho khach hang ddi véi dich vu dién thoai di dong. Sau khi xac dinh dugc
cac yéu t6 anh huong dén sy hai long cta khach hang s& thuc hién nghién ciru dinh
lugng bang cach phong van truc tiép 124 khach hang thong qua bang cau hoi. Thang
do Likert 5 muc do dung dé do ludng muc d6 hai long cta khach hang, phwong phap
phan tich nhan t6 kham pha, phuong phap phan tich nhan t6 khang dinh (CFA) va mo
hinh c4u triic tuyén tinh (SEM) dugc sir dung dé kiém dinh mé hinh nghién ciru. Két
qua cho théy, su thoa man cia khach hang 1a mot cAu truc da chiéu, va chiu anh hudng
boi 4 yéu t6: Gia tri cam nhan; Vung phu séng va chat lugng tin hiéu; Dich vy khach
hang; Su tién dung. Trong d6 yéu t6 gia tri cam nhan va vung phu séng tic dong

manh dén sy hai long ciia khach hang dbi véi dich vu dién thoai di dong.
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Tom lugc cac cong trinh nghién ctru da tham khao

Bang 0.1: Bang tong hop cac nghién ciru trude

Céc nhan t6 anh
hwéng dén sy hai
long

Céc nghién ctru trude

Tra Thi
Thu Hoa
(2020)

Dinh Lam
Mai Chi
(2012)

Nguyén Thi
Hong Diém
(2010)

Lé Thanh
Tao
(2017)

Lé Thi
Thuy
(2010)

Lé :Fhi
Diém
(2009)

Butt va
Cyril
(2009)

Chat luong

X

X

X

X

Dich vu gia tri gia
tang

X

X

X

X

Cau truc gié cude

Gia tri / Gia ca cam
nhan

Phuong tié€n hiru hinh

Céam thong

Pap ung

Tin cay

X X ||

Chi phi hoa mang

Dich vu khach hang

Su thuan tién

Pam bao

Thai d6 phuc vu

Co so vat chat trang
thiét bi

Chinh sach vi cong
dong

Viéc sir dung dé dang

Thuong hi¢u va
khuyén mai

Vung phu song

1.8. M6 hinh nghién ciru dé xuét ban diu va cac gia thuyét nghién ciru

Theo tong quan tai liéu cho thay, nhiéu nghién ctru da chimg minh duoc cac
nhén td su tin cay, su dap ung, nang luc phuc vy, su déng cam, phuong tién hiru hinh
va gid ca cam nhan anh hudng tich cuc dén sy hai long ctia khach hang dbi v6i chét
luong dich vu (DPinh Lam Mai Chi (2012); Lé Thanh Tao (2017); Tra Thi Thu Hoa
(2020); Nguyén Thi Hong Diém (2010); Lé Thi Diém (2009); Butt va Cyril (2009)).
Trong nghién ctru ndy, chit luvong dich vu Fiber VNN cta VNPT Binh Thuén tai Thi
xa La Gi theo md hinh SERVQUAL gom 5 thanh phan: sy tin cdy, su dap ing, ning
luc phuc vy, su dff)ng cam va phuong tién hiru hinh. Ngoai ra, dya vao téng quan tai

lidu cho thay, sy hai long cua khach hang bi 4nh hudng boi 2 yéu t6 chinh d6 1a chat
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lwong dich vu va gia ca cam nhan. Chinh vi thé, mo hinh nghién ctru dé xuét két hop
mbi quan h¢ gifra chét luong dich vu va gia ca cdm nhéan anh hudéng dén sy hai long
cua khach hang vé dich vu bang rong ¢ dinh FiberVNN tai VNPT Ténh Linh

Két hop mbi quan h¢ gitra chét lugng dich vy, gid ca cdm nhén va sy hai long
ctia khach hang nhu phan tich & trén, mé hinh nghién ctru méi quan hé giita chat
luong dich vy, gid cd cdm nhén va sy hai long ctia khach hang vé dich vu FiberVNN

theo mo hinh dé nghi nhu sau:

H.1
Sw tin cay
H.2
Su dap ung
H.3
Nang lic phuec vu
H.4 »| Su hai long cua khach hang
Su dé)ng cam
H.5
Phrong tien hiru hinh
H.6
Gia ca cam nhan

Hinh 1.4 Mb hinh nghién ciru dé xuat
(Nguon: Tdc gia dé xudt)

* Cac gia thuyét dé nghi cho md hinh nghién ciru.

- Gia thuyét H1: Sy tin cdy noi 1én kha nang cung cap dich vu chinh xac, dung
cam két. M6i quan hé gitta su tin cdy va su hai long ctia khach hang 1a méi quan hé
thuan c6 nghia rang khach hang cang tin ciy vao dich vu thi sy hai long ciia ho cang
tdng va nguoc lai.

- Gia thuyét H2: Pay la tiéu chi do luong kha ning giai quyét van dé nhanh
chong, xur Iy hiéu qua cac hong hoc, khiéu nai trong qua trinh khach hang sir dung.

Day 1a sy phan hoi tir phia nha cung cap dich vu dbi véi nhitng gi ma khach hang
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mong mudn. Khi khach hang danh gia cang cao mutrc d6 dap ung thi sy hai long cta
khach hang cang tang cao va ngugc lai.

- Gia thuyét H3: D4y 12 nhan td tao nén su tinh nhiém, tin tuéng cho khach hang
dugc cam nhan thong qua sy phuc vu chuyén nghiép, kién thirc chuyén moén gioi,
phong thai lich thiép va kha ning giao tiép tot, vi vy khach hang cam thiy an tim
mdi khi str dung dich vu FiberVNN cua VNPT. Khi khach hang danh gia cang cao
nang lyc phuc vu thi sy hai long ctuia khach hang cang tang cao va nguoc lai.

- Gia thuyét H4: chin 1a sy quan tdm, cham soc khach hang an can, danh cho
khach hang sy d6i xtr chu dao tot nhat c6 thé giup cho khach hang cam thiy minh la
thuong khach cua VNPT, luén dugc don tiép néng hau moi lac moi noi. Yéu td con
ngudi 12 phan cdt 161 tao nén su thanh cong nay. Khi khach hang danh gia cang cao
mure d sy dong cam thi su hai long cta khach hang cang ting cao va nguoc lai.

- Gia thuyét H5: Su hitu hinh 12 hinh anh bén ngoai cuia cic co sé vat chat, thiét
bj may moc, phong thai ctia doi ngii nhan vién. Mot cach tong quaqt tit ca nhing gi
ma khach hang nhin thay truc tiép dugc bang mat va cac gidc quan thi déu ¢ thé tac
dong dén nhan t6 nay. Khi khach hang danh gia cang cao phuong tién hiru hinh thi
su hai long cua khach hang cang tang cao va nguoc lai.

- Gia thuyét H6: C6 cac dic diém nhu: Nhiéu goi cudc, gia cude hop 1y hon cac
nha cung cap khac cung goi toc do, chi phi lap dat hop 1y, ludn thong bao dén khach
hang khi thay d6i cach tinh cude. Khi khach hang dénh gia cang cao gia ca cam nhan
cua dich vu thi sy hai long cta khach hang cang tang cao va nguoc lai.

Nhu vay cac bién doc 1ap trong mo hinh gom 5 thanh phan cua chét luong dich
vu la: sy tin cdy, sy dép tng, su déng cam, nang luc phuc vu, phuong ti¢n hiru hinh;
va 01 thanh phan 13 gia ci cam nhan. Mot bién phy thudc 13 bién sy hai long cia

khach hang.

26



1.9. Phuwong phap nghién ctru
1.9.1. Quy trinh nghién ciru

Qui trinh nghién ctru dugc thuc hién theo trinh ty cac budce nhu luu dd sau:

Co s& 1y thuyét

Chat lugng dich vu

Thang do SERVQUAL

Sy thoa man cua khach hang

Nghién ctru chinh thic

Nghién ctru dinh leong
n=388

h 4
Panh gia thang do:

Hiéu chinh thang do

|

Phan tich hdi quy

Mot s6 giai phap nang
cao sy hai long cua khach
hang dich vu Internet cap

quang FiberVNN

Cronbach’s Alpha
v
Pinh gid thang do:
Phan tich nhén t6 kham ———
pha EFA

Nghién ciru so bo
- Thao luap nhém
- Phong van thw

Thang do chinh
SERVQUAL

Diéu chinh

Loai cac bién ¢6 hé s6 twong
quan bién tong nho
Kiém tra hé s0 Alpha

. Loai cac bién c6 trong s6 EFA nho
. Kiém tra yéu to trich dugc
. Kiém tra phuong sai trich duoc

Nguon: Ciia tac gid (2024)

Hinh 1.5 Qui trinh nghién ctru

1.9.2. Nghién cvru dinh tinh
Xdy dung thang do

Dua trén co sé 1y thuyét va cac nghién cuu trude, tac gia dé xuat b thang do gom
c6 mot bién phu thude va sau bién ddc 1ap nhu sau:

Bang 2.3. Xay dung thang do
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Ngu?)n tham

Ky hiéu Caic tiéu chi danh gia
khio
1. Su tin cay
Téc do dudng truyén dit lidu ding véi cam két.
RELI oc do duong truyen dir li¢u ding voi cam ké Sinh Lam Mai
REL2 Cong ty tinh todn cudc phi rd rang va chinh xac. Chi (2012), Lé
REL3 Thoi gian lap dat duong truyén nhanh. Thanh Tao (2017),
_ _ _ Tra Thi Thu Hoa
Tur khi 1ap dat dich vu dén nay duong truyén hoat dong luén
REL4 . (2020).
on dinh.
2. Su dap ung
RESI1 Thu tyc dang ky nhanh chéng va don gian.
RES2 Hinh thirc hd tro 1am thi tuc dang ky da dang.
RES3 Cong ty giai quyét su cd dich vu nhanh. Dinh Lam Mai
Thai do tiép nhén va xu ly khiéu nai nhiét tinh va c6 trach Chi (2012), Le
RES4 i Thanh Tao (2017),
nhiém.
- - Tra Thi Thu Hoa
an vién xu 1y 0 cO k¥ nang tot.
RESS Nhan vién xtr ly sy c6 ¢6 k¥ nang to (2020): Lé Thi
RES6 D& dang lién hé véi Cong ty khi c¢6 khiéu nai (qua ngudi phu |[Didm (2009)
trach, qua tong dai, ...).
RES7 Thong tin dich vu rd rang, diy du trén website
3. Nang lwe phuc vu
ASSS1 Trinh d6 chuyén mén, tay nghé ctia nhan vién cao.
- T S— T —Dinh Lam Mai
Nhan vién cua cong ty ludn to ra an can, niém nd, lich sy, voi
ASSS2 ) . Chi (2012), Lé
khach hang.
. — ——— Thanh Tao (2017),
Nhan vién ctua cong ty ludn gidi dap thdéa dang cac thac mac
ASSS3 Tra Thi Thu Hoa
ctua khéach hang.
: — (2020), Butt va
ASSS4 C6 nhi€u hinh thirc tu van lap dat dich vu. Cyril (2009)
ASSS5 Nhan vién van phuc vu ngoai gié hanh chinh.
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4. Sy dong cam

Nhan vién cong ty luén lang nghe va hiéu dugc nhu cau cua

EMP1
quy khach hang.
- - — - - - —Dinh Lam Mai
Cong ty thuong c6 cac chuong trinh cho khach hang trai
EMP2 o o Chi (2012), Le
nghiém dung thir dich vu.
Thanh Tao (2017),
EMP3 Cong ty ludn t6n trong quyén loi caa khach hang. Tra Thi Thu Hoa
EMP4 Cong ty c6 thong tin ho tro k¥ thuat cho khach hang. (2020), Butt va
EMPS Cong ty giai quyét khiéu nai nhanh. Cyril (2009).
EMP6 Cong ty san sang ho tro k¥ thuat cho khach hang
5. Phuwong tién hiru hinh
TANI Chét luong cap quang, thiét bj dau cudi dén nha khach hang
t6t, dung quy chuan.
TAN2 Tru so giao dich khang trang, bé thé, thuan tién.
TAN3 Nhan vién cua cong ty c6 dong phuc gon gang, dé nhan dién Dinh Lam Mai
TAN4 Cong ty c6 may moc, trang thiét bi hién dai. Thanh Tao (2017),
Tra Thi Thu Hoa
TANS | Cong ty c6 kénh phan phoi rong khap, nhiéu diém giao dich. (2020)
TANG6 Cong ty c6 mang cap quang rong khép.
Tranh anh, tai liéu gidi thi¢u gioi thiéu vé dich vu cua cong
TAN7 . ~
ty rat dep va dé nho.
6. Gia cd cim nhan
PRI Gié cudc cua cong ty co terh canh tranh so v&i cac nha cung Dinh LAm Mai
cap khdc. Chi (2012), L8
PRI2 Cong ty ¢6 nhiéu goéi cude phu hop. Thanh Tao (2017),
Tra Thi Thu Hoa

PRI3

Gia cudc lap dat ban dau cia cong ty ré hon so vdi nha cung

cap khéc.

(2020), Lé Thi
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Diém (2009), Butt
va Cyril (2009)

PRI4 Cong ty thudng ¢ cac chuong trinh khuyén mai.

PRIS Cong ty c6 chuong trinh cham soc khach hang vao cac ngay
ky niém, 18, tét.

7. Sw hai long cua khach hang

SATI Anh/Chi hai long véi dich vu bang rong ¢ dinh FiberVNN |[Pinh Lam Mai
tai La Gi Chi (2012), Lé
Anh/Chj hai 1ong vé co s& vat chat, cong nghé vién thong cua/Thanh Tao (2017),
SAT2 VNPT La Gi Tra Thi Thu Hoa
SAT3 Anh/Chj sin long chi tra phi dich vu bang rong ¢ dinh (2020).
FiberVNN tai La Gi

Nguon: Két qua nghién civu dinh tinh cia tac gia (2024)

Cin cr bang cau hoi dugc chuan bi sin, tac gia tién hanh nghién ctru dinh tinh
theo phuong phép lay ¥ kién chuyén gia thong qua viéc thao ludn v6i nhom. Nhom
chuyén gia tham gia thao luan gém Ban Giam ddc va chuyén vién c6 kinh nghiém
thudc cac Phong K& toan - Ké hoach va Phong K¥ thuét - Pau tu, cac bd phan c6 lién
quan tir cac don vi kinh doanh tryc tiép nhu Trung tdm Kinh doanh, Phong Bén hang
3, Trung tim vién thong 3, Trung tim Piéu hanh Thong tin. Danh sach nhom chuyén
gia duogc liét ké trong phu luc 1.

Muc dich cta thao luan nhém 1a kham pha ra nhitng yéu t6 tac dong dén su
hai long cia khéach hang khi sir dung dich vu Internet cdp quang cua VNPT Binh
Thuan tai dia ban Thi xa La Gi. Pa s cac chuyén gia déu co ban thong nhat véi bang
ciu hoi duoc chuan bj sin, tir két qua thao ludn nhém két hop vé6i co so 1y thuyét vé
chét lugng dich vy, 1y thuyét vé sy hai long cua khach hang va thang do chét luong
dich vu SERVQUAL (Parasuraman & ctg.1998) tac gia da diéu chinh va bd sung
thang do chat luong dich vu SERVQUAL sao cho thich hop véi dich vu Fiber VNN
cua VNPT Binh Thuén tai dia ban Thi xa La Gi.

Két qua thang do chét lugng dich vu FiberVNN ctia VNPT Binh Thuén tai dia
ban dia ban Thi x4 La Gi theo md hinh SERVQUAL gom 6 yéu té nhu trong thang

do chuan tuy nhién cac bién quan sat trong moi y€u t6 dugc hi€u chinh lai, gom 29
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bién quan sat dé do ludong 6 yéu té cua chét lvong dich vu. Trong do, yéu t6 sy tin

ciy gdom 4 bién quan sat, yéu t6 sy dap tmg gdm 7 bién quan sat, yéu t nang luc phuc

vu gom 5 bién quan sat, yéu té su dong cdm gém 6 bién quan sat, yéu to phuong tién

hiru hinh gom 7 bién quan sat. Gia cd cam nhan géom 5 bi€n quan sat. Cu thé nhu sau:

Yéu t6 su tin cay

1. Téc @6 duong truyén dit liéu dang véi cam két.

2. Cong ty tinh toan cudce phi o rang va chinh xac.

3. Thoi gian lap dat duong truyén nhanh.

4. Tur khi lap dat dén nay duong truyén hoat dong ludn 6n dinh.
Yéu to sy dap ing

1. Tha tuc dang ky nhanh chong va don gian.

2. Hinh thire hd tro 1am thu tuc ding ky da dang.

3. Cong ty giai quyét xir 1y su ¢ dich vy nhanh.

4. Thai do tiép nhan va xir 1y khiéu nai nhiét tinh va trach nhiém.
5. Nhan vién xtt Iy sy ¢6 c6 k¥ ning tot

6. D& dang lién hé v6i Cong ty khi c6 khiéu nai (qua ngudi phu trach, qua

tong dai, ...)

hang.

7. Théng tin dich vu 5 rang, day du trén website.

Yéu t6 niing lwc phuc vu

1. Trinh d6 chuyén mén, tay nghé ctia nhan vién cao.

2. Nhén vién ludn an can, niém nd v6i khach hang.

3. Nhan vién cong ty ludn giai dap thoa dang cac thic mic ciia khach hang.
4. C6 nhiéu hinh thire tu van lp dat.

5. Nhéan vién phuc vu ngoai gio hanh chinh.

Yéu té sy dong cam

1. Nhan vién cong ty ludn ling nghe va hiéu dugc nhu cau ctia quy khach

2. Cong ty thuong c6 cac chuong trinh cho khéach hang trai nghiém dung thi

dich vu.
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chuan.

tét.

3. Cong ty ludn ton trong quyén loi cua khach hang.

4. Cong ty co6 thong tin ho tro k§ thuat cho khach hang.
5. Cong ty giai quyét khiéu nai nhanh.

6. Cong ty san sang ho tro ky thuat cho khach hang.
Yéu t6 phwong tién hiru hinh

1. Chat lugng cap quang, thiét bi dau cudi dén nha khach hang tt, ding qui

2. Vian phong, tru sé giao dich khang trang, bé thé, thuan tién.

3. Nhan vién lam viéc co déng phuc dep, d& nhan dién va than thién.

4. Cong ty c6 may moc, trang thiét bi hién dai.

5. Cong ty c6 kénh phan phdi rong khip, nhiéu diém giao dich.

6. Cong ty c6 mang cap quang rong khap.

7. Tranh, anh, tai li€u gidi thi¢u vé dich vu cta cong ty rat dep, dé nho.
Yéu tb gia ca cam nhin

1. Gi4 cudc ctia cong ty c6 tinh canh tranh so voi cac nha cung cap khac.
2. Cong ty c6 nhidu godi cude phu hop.

3. Gia cudc lap dat ban dau ciia cong ty ré hon so voi cac nha cung cap khac.
4. Cong ty thudng c6 cac chuong trinh khuyén mai.

5. Céng ty ¢ chuong trinh chim séc khach hang vao cac ngay ky niém, 18,

Két qua thao luan nhom, chi tiét tirg bién quan sat cta ting thang do nam

trong phu luc 2.
1.9.3. Thiét ké bang cdu héi (Phiéu khdo sdt)

Can cir vao bang cau héi nhap va két qua hi¢u chinh mé hinh trong phan trén

dé xay dung bang cau hoi chinh thirc dé phuc vu cho viéc nghién ctru chinh thiec.

Bang cau hoi khao sat gdm ¢ 03 phan:

Phan mot gdm 37 cdu hoi trong d6 c6 29 cau hoi dau tién dung dé do ludong

chat luong dich vy Fiber VNN ctia VNPT Binh Thuan tai Thi x4 La Gi, 5 cau hoi tiép

theo dung dé do ludng gia ca cam nhan va 3 ciu hoi con lai dung dé do luong su hai
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1ong cua khach hang dbi voi dich vu nay.

Phan hai gém céc y kién nhéan xét, dé xuat ciia khach hang.

Phén ba bao gém cac cdu hoi nham phén loai khach hang theo gi6i tinh, do
tudi, trinh d6 hoc van, thu nhap hang thang, doi tuong st dung dich vu, qui mé doanh
nghiép.

No6i dung bang cau héi khao sat nhu phu luc 2.

1.10. Nghién ciru dinh lwgng
1.10.1. Phwong phdp chon miu/qui mé miu
C& mau diéu tra: C& mau duogc xac dinh theo cong thuc:
n= N/(1+N*¢?)
Trong do:
n: ¢& mau
N: Tong thé mau
e: Sai s6

Tac dung sir dung sai sb tiéu chuan 5%. Day 1a sai s6 dugc sir dung phd bién
va dam bao y nghia thong ké. Nhu vay e = 0.05.

Kich ¢& mau phu thudc vao nhiéu yéu té trong d6 c6 phwong phap phan tich
ma nghién ctru s€ st dung. Trong nghién ctru nay tac gia co st dung phuong phap
phan tich nhan t6 kham pha, theo Gorsuch (1983) phuong phap nay can kich ¢& miu
tdi thiéu 200, tac gia chon kich co mau la 388:; Ngoai ra, theo Hachter (1994) kich c&
mau it nhat bang 5 1an bién quan sat. Cin ct vao sd luong bién quan sat trong nghién
ciru ndy (34 bién quan sat) tac gia chon méiu 1a 388; Tuy nhién, dé dat dugc kich
thudc mau nhu trén 410 bang cau hoi da duoc phat ra dé khao sat.

Phuong phap chon méu cta nghién ctru 1a chon mau phi xac suit v6i phuong
thirc 1y mau thuén tién. Phuong phap 14y mau thun tién nham gitp tac gia tiét kiém
chi phi, thoi gian va dé dang trong viéc tiép can va thu thap mau cho nghién ciru

Téng sb khach hang dang str dung dich vu Fiber VNN tai dia ban Thi X4 La Gi
12 11.177 (N), thay vao cong thirc trén ta c6 ¢& mau diéu tra 1a 388 (n).

Trong nghién ctru ndy, tic gia sir dung thang do likert 5 diém dé sip xép tir
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nho dén 16n véi sb cang 16n 1a cang dong v (1: hoan toan khéng ddng ¥, 2: khong
dong v, 3: trung hoa, 4: ddng ¥ va 5: 1a hoan toan dong ).
1.10.2. Phuwong phap thu thdp dii liéu
1.10.2.1. Thong tin thir cp

Céc bao cao danh gia vé do hai long khach hang, bao cdo phan anh khach hang
ctia Tap doan Buu chinh Vién thong Viét Nam, Trung tdm Kinh doanh VNPT — Binh
Thuan va caa VNPT Binh Thuan.

1.10.2.2. Thong tin so cap

Thu thap thong tin thong qua viéc phong van truc tiép khach hang dé dién vao
phiéu khao sat. i tuong khao sat 1a mot s it khach hang sir dung dich vu Fiber VNN
cua VNPT Binh Thuan tai dia ban Thi xa La Gi, tinh Binh Thuéan.

Chu yéu 1 thu thap thong tin thong qua viéc két hop voi nhan vién k¥ thuat
TTVT 3 khi dén nha khach hang sira chita dich vu Fiber VNN giri phiéu khao sat cho
khach hang va nho khach hang dién vao phiéu khao sat sau d6 nhan lai phiéu.

1.10.2.3. Phuong phap phan tich dir li¢u

Sau khi xay dung xong cac thang do, tién hanh ma hoa cac thang do gom 35
bién quan sat duoc ma hoa theo timg thanh phan. Thanh phan sy tin cdy gom 4 bién
quan sat dwoc mi hoa twong tng 1a REL1, REL2, REL3, REL4; Thanh phan sy dap
tmg gdm 7 bién quan sat duoc ma hoa twong tng 1a RES1, RES2, RES3, RES4,
RESS, RES6, RES7; Thanh phén nang luc phuc vu gém 5 bién quan sat duoc ma hoa
tuong ing 1a ASS1, ASS2, ASS3, ASS4, ASS5; Thanh phan su ddng cam gém 6 bién
quan sat dugc ma hda tuong ung la SYM1, SYM2, SYM3, SYM4, SYMS5, SYM6;
Thanh phan phuong tién hiru hinh gom 7 bién quan sat dugc ma hoa twong ung la
TANI1, TAN2, TAN3, TAN4, TANS, TAN6, TAN7; Thanh phén gid cad cam nhan
g6m 5 bién quan sat duoc ma hoa tuong tng 1a PRI1, PRI2, PRI3, PRI4, PRI5; Thanh
phan su hai long gom 3 bién quan sat duoc ma hoa twong tng 1a SAT1, SAT2, SAT3.

Dt liéu thu thap dugc s€ dugc xu 1y so b trude dé loai bo cac bang tra 101
khong phu hgp sau d6 dugc nhap vao chuong trinh SPSS 20.0 va phan tich dit liéu.

Nghién ctru sir dung mot s6 cong cu phan tich dit lidu sau:
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Kiém dinh thang do bang hé sb tin cdy Cronbach’s Alpha va loai di cac bién
khong dam bao d6 tin cdy dé 1a nhitng bién c6 hé sb twong quan giita bién va téng
nho hon 0,3 va hé sb Cronbach’s Alpha nay thong thudng 16n hon 0,6 14 chap nhin
duoc, néu 16n hon 0,8 dat chat lugng tdt.

Phén tich nhan t6 kham pha EFA, cong cu nay rat hitu ich cho viéc xac dinh
cac tap hop bién va mbi quan hé giira cac bién véi nhau. Thong qua viéc kiém tra hé
s tai nhan t (factor loading) va cac phuong sai trich chung ta c6 thé loai bo cac bién
c6 thong s6 nho. Pé xem xét sy thich hop cia phan tich nhan té dung tri s6 KMO
(Kaiser-Meyer — Olkin), tri s6 KMO phai c6 gia tri trong khoang tir 0.5 dén 1 thi phan
tich ndy moi thich hop, trong trudng hop tri s6 nay nhé hon 0.5 thi phan tich nay c6
kha ning khong thich hop véi cac dit liéu thu thap duoc. Ngoai ra, can phai xem xét
dén gia tri Eigenvalue (Eigenvalue dai dién cho lugng bién thién duoc giai thich boi
nhan t6) dé xac dinh sd luong nhan tb, chi nhitng nhan t6 ¢ eigenvalue 16n hon 1thi
moi duge giir lai trong md hinh, nhitng nhan té c6 Eigenvalue nho hon 1 s& khong ¢6
tac dung tom tit thong tin t6t hon mot bién gdc.

Sau khi hoan tit budc phén tich nhan t6 kham pha sé tién hanh kiém dinh do
phtl hop ciia mé hinh, xay dung mé hinh hdi qui va kiém dinh cac gia thuyét. Cac

budc nay s& duoc phan tich cy thé tai chuong 2.
TOM TAT CHUONG 1.

Chuong nay xac dinh mo hinh nghién ctru, cac gia thuyét dé nghi cho mé hinh
nghién ctru va thang do mitc do hai 1ong cta khach hang ddi v6i dich vu Fiber VNN
ctia VNPT Binh Thuan tai Thi xa La Gi, phuong phap chon mau, phuong phap thu
thu thong tin va phuong phap phan tich dir lidu.
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CHUONG 2: THUC TRANG CAC YEU TO ANH HUONG
PEN SU HAI LONG CUA KHACH HANG SU DUNG DICH
VU FIBERVNN CUA VNPT BINH THUAN TAI THI XA

LAGI, BINH THUAN

2.1. Gi6i thiéu VNPT Binh Thuéan
2.1.1. Lich sit hinh thanh va phdt trién

Tién than cia VNPT Binh Thuén 1a Cong ty Dién bao - Dién thoai dugc chinh
thirc thanh 1ap thang 01/1993.

Trwéce khi chia tach:

- Thang 4/2001, Tong Cong ty Buu chinh Vién Thong Viét Nam da ra quyét
dinh cho Buu dién tinh Binh Thuan thyc hién thi diém phuong an d6i méi quan 1y,
khai thic, kinh doanh Buu chinh Vién Thong.

- Cong ty Bién bao - Dién thoai la don vi truc thuoc Buu dién tinh Binh Thuén,
duogc thanh 14p theo quyét dinh sé 3879/QD-TCCB ngay 28/09/2001 cta Tong giam
dbc Tong cong ty Buu chinh - Vién thong Viét Nam trén co so sat nhap Cong ty Pién
bao - Dién thoai va phﬁn Vién thong duoc tach ra tir cac Buu dién huyén, thi xa
chuyén kinh doanh vé cac loai hinh dich vu Vién thong.

- Tt ngay 01/06/2007 Cong ty Dién bao - Dién thoai thém churc nang quan ly,
phat trién, khai thac dich vu Internet dugc nhan chuyén giao tir Trung tdm Tin Hoc -
Buu dién tinh Binh Thuan.

- Ngay 9/1/2006, Thu tuéng Chinh phu di c6 quyét dinh s6 06/2006/QD-TTg
vé viéc thanh 1ap cong ty me - Tap doan Buu chinh Vién Thong Viét Nam - day 1a
budc chuyén doi t6 chtrc quan trong nhiam khing dinh vai trd chu dao cia VNPT
trong linh vuc Buu chinh Vién thong.

Sau khi chia tach:

- Qua trinh hinh thanh va phét trién dugc thanh 1ap ngay 06 thang 12 nim
2007, VNPT Binh Thuén dugc thanh 1ap theo Quyét dinh s 607/QD-TCCB/HPQT
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ngay 06/12/2007 ctua Hoi ddng Quan tri Tap doan Buu chinh Vién thong Viét Nam
vé viéc Thanh 1ap VNPT Binh Thuén; quyét dinh s6 608/QD-TCCB/HPQT ngay
06/12/2007 cua Chu tich HoO1 déng quan tri Tap doan Buu Chinh Vién thong Viét
Nam; quyét dinh s6 160/QD-VNPT-HDTV-NL ngay 31/5/2016 ctia Hoi dong thanh
vién T4p doan Buu chinh Vién théng Viét Nam vé viéc ban hanh Quy ché t6 chirc va
hoat dong cia VNPT Binh Thuan. VNPT Binh Thuén da trdi qua céac thoi ky lich st
clia dat nude. Gan voi mdi thoi ky do, chirc ning nhiém vu cia VNPT Binh Thuin
co thay ddi, vi vay muc ti€u hoat dong cua VNPT Binh Thuan ciing c6 thay d6i cho
phu hop véi ting thoi ky lich su.

- Bén ngay 1/1/2017, VNPT Binh Thuén chinh thirc hoat dong theo mé hinh
moi. La don vi thanh vién tryc thugc Tap doan Buu chinh Vién thong Viét Nam,
VNPT Binh Thuan cé nhi¢ém vu hoat dong kinh doanh va hoat dong cong ich cung
cép cac dich vu vién thong, cong nghé thong tin chi dao trén dia ban tinh Binh Thuan.
Cung cac don vi thanh vién khac cua Tap doan Buu chinh Vién thong Viét Nam,
VNPT Binh Thuan hoat dong trong mot day chuyén cong nghé vién thong lién hoan,
théng nhét trén ca nudce, c6 moi lién hé mat thiét véi nhau vé to chire mang ludi, loi
ich kinh té, tai chinh, phat trién cac dich vu vién thong dé thuc hién cac muc tiéu, ké
hoach do Téap doan giao.

- Tru sé& chinh caa VNPT Binh Thuan duogc dat tai sd 02, duong Lé Héng
Phong, phuong Binh Hung, thanh phé Phan Thiét, tinh Binh Thuan

2.1.2. Chirc nang, nhiém vu ciia VNPT Binh Thudn
VNPT Binh Thuén la don vi hach toan phu thuoc VNPT; cé chirc nang hoat
dong san xuét kinh doanh va phuc vu chuyén nganh vién thong - cong nghé thong tin
nhu sau:

- T churc, xay dung, quan ly, van hanh, 1ép dat, khai thac, bao dudng, stra
chita mang vién thong trén dia ban tinh;

- T4 chtrc, quan 1y, kinh doanh va cung cip cac dich vu vién thong, cong nghé

thong tin trén dia ban tinh;
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- San xut, kinh doanh, cung tng, dai 1y vt tu, thiét bi vién thong - cong nghé
thong tin theo yéu cau san xuat kinh doanh ctia don vi va yéu cu cua khach hang;
Khao sat, tu van, thiét ké, 1ap dit, bao dudng cac cong trinh vién thong - cong nghé
thong tin;

- Kinh doanh dich vu quang cdo, dich vu truyén thong;

- Kinh doanh bat dong san, cho thué vin phong;

- T chirc phuc vu thong tin dot xuat theo yéu cau cua cap uy Pang, Chinh
quyén dia phuong va cip trén;

- Kinh doanh céc nganh nghé khac trong pham vi duoc Tép doan Buu chinh
Vién thong Viét Nam cho phép va phu hop véi quy dinh cuia phép luat.

VNPT Binh Thuén 1a doanh nghi€p Nha nudc, c6 tu cach phap nhéan, dugc
dang ky kinh doanh, c6 con dau riéng theo tén goi, dugc mo tai khoan tai Ngan hang
va Kho bac Nha nudc, chiu trach nhi€ém trudc phap luét va trude Tap doan vé cac
hoat dong ctia don vi minh trong pham vi quyén han va nghia vu duoc quy dinh; Chiu
trach nhiém ké thira quyén, nghia vu phap 1y va loi ich hop phap khac vé dich vu vién
thong, cong ngh¢ thong tin ctia Buu dién tinh Binh Thuan cii theo quy dinh cta phap
luat.

2.1.3. M6 hinh to chirc

VNPT Binh Thuén hién dugc chia thanh 2 khéi, khdi k¥ thuat va khdi kinh
doanh, hoat dong theo mo6 hinh truc doc “chuyén biét, khac biét va hi¢u qua”. Bao
g6m 7 trung tim tryc thudc: Trung tim Kinh doanh VNPT - Binh Thuan, Trung Cong
nghé thong tin, Trung tim Diéu hanh thong tin, 4 Trung tm vién thong, 4 Phong Ban
hang huyén/thi/thanh phd, phong To chirc khach hang Doanh nghiép, Dai hd tro
Khach hang va khéi cac phong chirc nang nhu: phong Ké toan - Ké hoach, phong K
thuat - Dau tu, phong Nhan su - Tong hop, Phong Diéu hanh Nghiép vu. Cac don vi
chtrc nang 1a khéi ddu ndo cuia VNPT Binh Thuén.
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SO PO BQO MAY TO CHUC VNPT BINH THUAN

Tredng Bai dién Tip doan VNPT tai dia ban Binh Thuin

v ¥
BAN GLAM BOC BAN GLAMBOC
Vién théng Binh Thuin Trung tim Kinh doanh VNFT Einh Thudn
(ECh L thudt) {Khii kinh doanh)

L k4 l ¢ kA ¢
Phong Phong Phing Phing Phing Phing
Nhin s K& toan K§ thuit Nhin s K& toin Biéu hanh
Tong hep Ké heach Biu tw Tong hop Eé hoach Nzhiép vu
Y h 4 r r h 4 F

- Phing 4 Phong ban
Trung tim Trung tim 4 Trung tam Khiach hang Dii bin hing khu
. . - Vién thong I .. . .
Ciong nghe bieu hanh (Ehrvén th Ta chire hang vire (Huvén,
Thang tin Théng tin LoD, T, Doanh Online thi, thamh
= = thanh pha) .. :
nghiép pha)

Nguon: VNPT Binh Thudn (2024)
Hinh 2.1 So' @0 md hinh té chirc VNPT dia ban Binh Thuén
2.1.3.1. Khéi k¥ thuat

Phong K¢é toan K¢ hoach: Tham muu x4y dung ké hoach san xuét hang nam,
hang quy, hang thang va giao ké hoach san xut cho cac don vi tryc thudc cua khdi
k¥ thuat; Thuc hién céc cong tac ké toan, théng ké, thong tin va hach toan trong khdi
k¥ thuat; Quan 1y von, sir dung diéu hanh vén hoat dong bao dam nguyén tac tai chinh
bao toan va khong nging phat trién; Tham muu quéan tri BSC hang quy do Tap doan
giao cho Khéi ky thuat va giao ké hoach BSC hang quy cho cac don vi truc thudc
khéi k¥ thuat.

Phong K¥ thuét Pau tw: Tham muu cong tic quy hoach mang vién théng va
cong nghé thong tin; Cong tac khoa hoc va cong nghé; Cong tac nghién ctru phat trién

cac dich vu moi; Ung dung cong nghé thong tin trong san xuat; Tham muu vé linh
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vuc xay dung co ban, mua sim thiét bi, tai san ¢ dinh theo dung quy dinh ctua Nha
nudc.

Phong Nhén su Téng hop: Tham muu vé cong tac to chirc can bo, cong tac
tuyén dung, cong tac quan 1y va sir dung lao dong, cac co ché chinh sach, ché d6 cho
nguoi lao dong thude khdi ky thuat; Thuc hién céc cong viéc hanh chinh quan tri,
thong tin lién lac, dién nudc tai van phong. T chire 18 tan dbi v6i khach dén 1am viée
tai don vi. Phéi hop voi Phong Nhan su - Tong hop (Khéi kinh doanh) t6 chtic cong
tac ddi ngoai cuia lanh dao VNPT Binh Thuén véi cac co quan, dia phuong.

Trung tAm cong nghé thong tin: Lap trinh cac phan mém Gng dung phuc vu
quan ly, diéu hanh san xuat kinh doanh tai don vi; Tu van, thiét ké va xay dung cac
san pham phan mém phuc vu cho cong tac kinh doanh phdn mém, kinh doanh dich
vu cong ngh¢ thong tin.

Trung tim diéu hanh théng tin: T6 chuc diéu hanh cong tac ing clru mang
vién thong; diéu hanh cong tac xu ly mét lién lac, chét lugng cho khach hang; biéu
hanh cong tac lap dat, xir 1y su ¢b dich vu dép tng cac chi tiéu vé thoi gian, chat
luong.

Cic Trung tAm vién thong huyén/thi xa/thanh pho: Quan 1y, st dung va
khai thac c¢6 hi€éu qua moi nguén luc vé lao dong, phuong tién phuc vu cho nhiém vy
san xuat kinh doanh dich vu VT-CNTT trén dja ban hoat dong; Thuc hién lép dat, xur
1y su ¢, hu hong dich vu cua khach hang trén dia ban quan 1y; Phoi hop véi cac
Phong ban hang thudc Khéi kinh doanh trén cing dia ban dé hoan thanh cac nhiém
vu san xuat kinh doanh.

2.1.3.2. Khoi kinh doanh

Phong Piéu hanh Nghiép vu: Tong hop, phan tich thong tin thi truong.
Hoach dinh chién luoc Marketing; X4y dung va trién khai cac chinh sach ban hang;
Diéu hanh va giam sat cac kénh ban hang cac dich vu; doc cudc; téng hop va tinh
cudc; phat hanh héa don, thong bao cudc cac dich vu tra sau hang thang.

Phong Ké toan K¢ hoach: Tham muu xay dung ké hoach san xuat hang nam,

hang quy, hang thang va giao ké hoach san xuit cho cac don vi truc thudc khdi kinh
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doanh; Thyc hién cac cong tac ké toan, thong ké, thong tin va hach toan trong khoi
kinh doanh; Quén 1y vén, sir dung diéu hanh von hoat dong bao dam nguyén tic tai
chinh bao toan va khong ngirng phat trién; Tham muu quan tri BSC hang quy do
Tong Cong ty giao cho Trung tAm va giao ké hoach BSC hang quy cho cac don vi
trye thude khéi kinh doanh.

Phong Nhan sw Tong hep: Tham muu cho Giam dbc Trung tdm kinh doanh
VNPT - Binh Thuén vé cong tac to chirc can bd, cong tac quan 1y va st dung lao
dong, cac co ché chinh séach, ché do cho nguoi lao dong thudc khéi kinh doanh; Thuc
hién céc cong viéc hanh chinh quan tri, thong tin lién lac, dién nudc tai van phong.
T6 chirc 1& tan d6i v6i khach dén lam viéc tai don vi. Phdi hop v6i Phong Nhan sy
Tong hop (Khbi ky thuat) to chirc cong tac ddi ngoai ciia lanh dao VNPT Binh Thuéin
véi cac co quan, dia phuong.

Phong Khach hang Té chirc Doanh nghiép: Trién khai ban cac dich vu, giai
phap céng nghé thong tin danh cho khéi khach hang 1a cac t6 chirc, doanh nghiép trén
pham vi toan tinh; Phdi hop v6i cac Phong ban hang trién khai cac ndi dung xac tién
ban hang ddi v6i khach hang 13 t6 chiic, doanh nghiép trén dia ban.

Pai Hb tro ban hang online: Tiép nhan va chuyén dau mbi cac trudng hop
bao hong dich vu; Quan 1y thong tin hé 1; Tiép nhan va giai dap cac thong tin kinh té
x3 hoi qua tong dai 1080.

Cic Phong ban hang huyén/thi xa/thanh pho: Quan 1y, st dung va khai thac
c6 hiéu qua moi ngu@m luc vé lao dong, phuong tién phuc vu cho trién khai thuc hién
nhiém vu ban cac dich vu vién thong cong nghé thong tin trén dia ban hoat dong; Phéi
hop v6i cac Trung tdm vién théng thude Khéi ki thuat trén cung dia ban dé hoan
thanh cac nhiém vu san xuat kinh doanh.

2.1.3.3. Cong tac doan thé trong t6 chic

VNPT Binh Thuén trong luén quan tdm xay dung t6 chirc doan thé quan chiing
trong co quan hoat dong, sinh hoat theo ding chiric nang, nhiém vu cua mdi doan thé.
Xay dung cac doan thé vimg manh, quan tim nang cao chat luong hoat dong, sinh

hoat dap ting dugc cong tac SXKD cua don vi.
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Két hop cung chinh quyén trong viéc 1anh dao tao diéu kién cho cac doan thé
phat huy dan chu ¢ co quan, tham gia dong gop xay dung Pang, xay dung chinh
quyén. Tham gia thuc hién cac phong trao thi dua, hudng Gng tot cac dot van dong
xa hoi.

T6 chtrc cac hinh thirc tuyén truyén, van dong, bdi dudng nang cao nhan thirc
ciia CBCNV vé trach nhiém, quyén loi trong viéc tham gia t6 chirc doan thé.

2.2. Phan tich, danh gia thuc trang cac yéu té anh hwéng dén sw hai long
cua khach hang sir dung dich vu Fiber VNN tai Thi Xa La gi — VNPT Binh
Thuin

2.2.1. Khdi qudt tinh hinh sdn xudt kinh doanh ciia VNPT Binh Thudn cdc
nim gan day

Trién khai vin hoa cudi chao trong toan thé can bg, cong nhan vién va ngudi
lao dong VNPT.

Trién khai m6 hinh B2A: Nhén vién kinh doanh va nhan vién k¥ thuat phdi
hop cham soc khach hang tai nha, két hop phat trién dich vu, van dong dong trude va
MNP. Budc dau tao dung hinh anh VNPT théan thién véi khach hang, huéng dén
khach hang, tit ca vi khach hang.

Trién khai nhiéu chuong trinh khuyén mai nhu: Mién phi chuyén tu dich vu
MegaVNN sang FiberVNN, hd trg tir 1 dén 2 thang cudc st dung khi khach hang
chuyén ddi tir dich vu MegaVNN géi cudc thap sang dich vu Fiber VNN géi cudc cao
hon.

Truyén thong nang toc d9, gia khong doi: Truyén thong trén cac kénh Fanpage
TTKD (100% nhén vién TTKD chia sé cac bai viét truyén thong), cac mang xa hoi
khac (zalo, viber), website, Bdo Binh Thuan, cac bién hiéu, dén led.

Tap trung phat trién goéi Home: Van dung chinh sach phan cap gia cude tir
Téng cong ty Dich vy Vién thong, TTKD ban hanh gia cudc cac goi Home Internet,
HomeTV du strc canh tranh trén dia ban.

Cham soc khach hang khong phat sinh luu lugng: Nhan vién kinh doanh trich
xuét dit liéu thué bao Fiber VNN khong phat sinh luu luong, goi dién hodc dén gap
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tryc tiép dé tim hiéu nguyén nhan va xuét phiéu bao hong dé nhan vién k¥ thuat dén
kiém tra stra chita néu dudng truyén cua khach hang bi hong.

Trién khai chinh sach déng truée cudc gop phan giam thué bao rdi mang: Ty
1€ thué€ bao FiberVNN phat trién méi dong trude tai dia ban dat tir 75% trd 1€n.

Dich vu Fiber cia VNPT da phat trién manh mé va tré thanh mot diém sang
trong danh muc cac dich vu ¢t 16i ma VNPT Binh Thuén d3 va dang cung rng dugc
xem 1a dich vu ¢6 toc do phat trién thué bao va doanh thu cao nhét trong nhom cac
dich vu chién lugce cia VNPT hién nay va da khéng dinh dugc vi thé cua minh trén
thi truong. Piac biét, khach hang str dung dich vu Fiber c6 thé phat trién dugc nhiéu
dich vu tién ich khac nhu truyén hinh Mytv, Camera, SmartCA........

Déi v6i riéng dia ban La Gi, khach hang st dich vu Fiber cia VNPT dén
31/12/2023 1a 7.470 thué bao va ciing la dich vu mang lai doanh thu 16n cho VNPT
trén dia ban thi xa bén canh cac dich vu khac.

- Thi phén:

Vé thi phan dich vu Fiber cia VNPT giita cac nha cung cip trén dia ban Thi
xd La Gi tinh dén thang 12/2023, thi phan dich vu Fiber cia VNPT Binh Thuén trén
dia ban Thi xa chiém ty trong 25,29% tinh theo s6 ho dan.

Bang 2.1 Thi phan thué bao dich vu Fiber dang hoat dong dén thang 12/2021

Don vi tinh: Thué bao

STT | Ponvihanhchinh | Sého Sé dan Dich vu Fiber g;l :‘z Yo thi
01 Phuong Tan An 4.040 13.344 1141 28.24%
02 Phuong Tan Thien | 2.020 6.999 483 23.01%
03 Phuong Phuoc Hoi | 4.101 14.508 742 18,09%
04 Phuong Phuée Loc | 3.030 11433 422 13,93%
05 Phuong Binh Tan | 4.989 18.699 757 15,17%
06 Xa Tan Binh 2297 8513 660 28.73%
07 Xa Tan Tién 3.046 11.598 764 25,08%
03 Xa Tan Hai 2.588 9.612 644 24.88%
09 Xa Tan Phutc 3417 12.351 1.240 36,29%
Thi Xa La Gi 20528 | 107.057 | 6853 23.2%

Nguon: VNPT Binh Thudn (2024)
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Bang 2.2 Thi phan thué bao dich vu Fiber dang hoat dong dén thang 12/2022

Don vi tinh: Thué bao

. . Ti 1€ % thi
STT Pon vi hanh chinh | S0 ho SO dan Dich vu Fiber .
phan

01 Phuong Tan An 4.040 13.344 1.202 29.75%
02 Phuong Téan Thién 2.020 6.999 535 26,49%
03 Phuong Phudc Hoi 4.101 14.508 779 19,00%
04 Phuong Phudc Loc 3.030 11.433 455 15,02%
05 Phuong Binh Tan 4.989 18.699 774 15,51%
06 Xa Tan Binh 2.297 8.513 686 29,87%
07 X4 Téan Tién 3.046 11.598 806 26,46%
08 Xa Tan Hai 2.588 9.612 706 27,28%
09 Xa Tan Phudc 3.417 12.351 1.303 38,13%

Thi Xa La Gi 29.528 107.057 7.246 24,53%

Nguon: VNPT Binh Thudn (2024)
Bang 2.3 Thi phan thué bao dich vu Fiber dang hoat dong dén thang 12/2023

Don vi tinh: Thué bao

STT | Pon vi hanh chinh Sé ho Sé dan Dich vy Ti 16 % thi
Fiber phan
01 | Phuong Tan An 4.040 13.344 1.234 30,54%
02 | Phuong Tan Thién 2.020 6.999 542 26,83%
03 | Phuong Phudc Hoi 4.101 14.508 778 18,97%
04 | Phuong Phudc Loc 3.030 11.433 484 15,97%
05 | Phuong Binh Tan 4.989 18.699 805 16,14%
06 | Xa Tan Binh 2297 8.513 713 31,04%
07 | Xa Tan Tién 3.046 11.598 864 28,37%
08 | Xa Tan Hai 2.588 9.612 759 29.33%
09 | Xa Tan Phudc 3417 12351 1.291 37,78%
Thi X4 La Gi 29.528 107.057 7.470 25,29%

Nguon: VNPT Binh Thudn (2024)
Thi phﬁn dich vu Fiber ctia VNPT trén dia ban Thi xa La Gi mac du c6 tang
truéng tinh tir nam 2021 dén nam 2023 nhung chiém ti 1¢ thi phan 25,29% kha thap
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s0 v6i cac nha cung cdp khac, diéu nay cho thiy rang dich vu Fiber cia VNPT van
can c¢6 nhiéu chinh sach kinh doanh phu hop hon trong viéc nang cao chét lugng dich
vu cung cap dé nang cao uy tin va hinh anh thwong hiéu dich vy truyén hinh hang dau
nham canh tranh thi phén tdt hon nita trong viéc kinh doanh dich vu nay.

- Gia cudc:

Vé gia cude dich vu Fiber cuia VNPT dugc xem 1a mang tinh canh tranh, vi
rat nhiéu goi cudc dé khach hang luya chon, day ciing 1a murc gia khach hang chi tra
phtt hop véi nhu cau cudc séng ciia khach hang song tai dia ban Thi x4 La Gi . Tuy
nhién, trong xu thé canh tranh giira cdc nha mang véi cac san pham, dich vu giéng
nhau, nhu cau 6n dinh 1a mot van dé ma cac nha cung cip can quan tim dén dé nang
cao chat luong dich vu cung cip va phu hop véi gia thanh dich vu. Py 13 van dé
quan trong ma lanh dao VNPT Binh Thuan can danh nhiéu sy quan tim dé nang cao
chat luong dich vu Fiber trong thoi gian t&i nham nang cao hon nita su hai long cia
khach hang, gitr chan khach hang cii va mé rong quy mo sd luong khach hang tiém
nang.

- Doanh thu:

Bang 2.4 Doanh thu dich vu Fiber tai dia ban Thi xa giai doan 2021 - 2023

Pon vi tinh: triéu dong

Nam
STT | Dich vu
2021 2022 2023
1 Fiber 14,802 15,216 15,687

Nguon: Phong ban hang 3 — TTKD Binh Thugn

Vé doanh thu tir hoat dong cung tng dich vu Fiber, mdc du lugng doanh thu cdt
16i tuy nhién su ting trudng vé doanh thu cta dich vu ndy qua cac nim trong giai
doan 2021 — 2023 cho thiy c6 su phat trién nhung khong cao qua cac nam 2021-2023.
Do @06, day van la dich vu mang lai hiéu qua dau tu va kinh doanh hiéu qua trong thoi
gian toi ma VNPT Binh Thuan cin danh nhiéu sy quan tim hon nita dé phat trién va

nang cao chat lugng cho dich vu nay.
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2.2.2. Tom tit qui trinh phéi hop cung cép dich vu cho khdch hang cd nhin
trén dia ban tinh Binh Thudn

Tiép nhan yéu ciu, xac dinh ning luc mang c6 dap tng:

- Néu c6 dap tmg:

- Ky hop dong dbi véi truong hop tiép xuc khach hang truc tiép (tai quay giao
dich, tiép thi truc tiép, . . .).

- Tao phiéu yéu cau lép dat dich vu.

- Vi trudng hop tiép xuc khach hang gian tiép (ban hang online, tiép thi qua
dién thoai . . .) chuyén dé nghi cho TTVT hd trg thuc hién thu tuc ky hop déng, Bién
ban nghiém thu, cic gidy to phap 1y lién quan khac (néu co), thu ho cac khoan
cudc/phi khac (néu c6) v6i khach hang sau khi thi cong.

- Giam sat cung cap dich vu. Phdi hop, d6n ddc cac don vi thuc hién cung cip
dich vu.

- Hb tro, xur 1y thu tuc cung cﬁp dich vu.

- Thong tin dé trao doi gitra cac bén lién quan t6i qua trinh cung cip dich vu
cho khach hang bao gdom:

+ Tén, nhom khach hang.

+ M4 dich vu, dia diém lap dat, thong s6 ky thuat dich vu.
+ Phan loai khach hang.

+ Pau mbi kinh doanh, diu mbi khach hang.

- Hoan thién thu tuc, ho so, cap nhat s6 liéu, chuyén cham s6c khach hang.

- Béanh gia hai long khach hang.

- Thi cong lap duong truyén, thiét bi, cai dat dich vy, do kiém, nghiém thu ban
giao dich vu.

- Hoan thién va chuyén ndp bd hd so khach hang (Phiéu yéu cau, hop dong,
bién ban nghiém thu, cac phu lyc khac, gidy to phap 1y, cac khoan cude/phi dich vu
thu ho va chung tir . . . cho TTKD.

- Cau hinh dich vu.

- Diéu hanh, xir 1y khi ¢ tré ngai vé ki thuat trong qué trinh cung cip dich
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Vu.
- Néu mang khoéng c6 dap tmg:
- Giai trinh céc trudng hop khong dap Gng, tim bién phap khic phuc.
( Nguén: Theo OP 929/0D-VNPT ciia Tip dodn)
2.2.3. Tém tit qui trinh tiép nhin xir Iy bdo héng trén dia ban Thi xd La Gi
Tiép nhén yéu ciu cia khach hang:

- Tiép nhan yéu cau cta khach hang 24h/24h trong tit ca cac ngay ké ca
ngay 18, thir 7, chi nhat.

- Déi véi truong hop khong tiép nhén truc tiép qua online: B phén tiép
nhan lién h€ khach hang thong bao vé viéc dd nhan duge yéu cau ctia khach hang dé
khach hang yén tam cho dgi dugc xtr ly. Thoi gian thong bao cho khach hang 1a trong
vong 20 phut.

Kiém tra thong tin trong co s& dir liéu:

- Néu 12 khach hang ca nhan thi thyc hién kiém tra thong tin sy cd trén mang
lu6i (TTPH chi dong nhap thong tin sy ¢b trén hé théng dir liéu ding chung/ di dugc
thong bao dén Dai HTKH) hodc khach hang dang no cude:

- Néu c6 thi thong bao cho khach hang: Trong trudng hop 1a sy ¢6 mang ludi
thi dy bao thoi gian khic phuc xong. Trong truong hop ng cudce thi thong bao cho
khach hang dé thanh toan cudc.

- Néu khong thi hd tro khach hang gian tiép: Néu giai quyét ngay dugc thi
cap nhat két qua xtr Iy vao co so dir liéu, dong phiéu bao hong. Néu khong giai quyét
ngay dugc thi phan doan so bd hong hoc, chuyén phiéu cho TTPH hodc TTVT dé xir
1y, thuc hién sira chita dich vu theo qui trinh cho khach hang.

- Néu 1a khach hang td chirc, doanh nghiép thi thuc hién qui trinh cho ddi
tuong khach hang t6 chtrc, doanh nghiép.

Xéc dinh nguyén nhian hu héng va thuc hién sira chira:

- Thyc hién sira chita theo qui dinh hién hanh, t6i thiéu phai dam bao tir 7Th30

dén 19h00 tat ca cic ngay ké ca ngay 18, thir 7, chu nhat.
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-Dua trén cac két qua do thir, thong bao cua khach hang, xac dinh so bd
nguyén nhan hu hong nhu: Loi cap ngoai vi, 15 thiét bi dau cubi, cap ndi bo khach
hang, 16i céng, hong Card, 16i Core, sai cAu hinh . . .

- Thuc hién stra chita, khic phuc 18i trong ting cho khach hang.

XAc nhan hoan tit sira chira, khéa phiéu, cip nhat:

- Kiém tra chét luong dich vy, x4c nhan hoan tat véi khach hang, cap nhat
két qua xtr Iy vao co so dit liéu, dong phiéu bao hong.

Cham soc khach hang sau swra chira:

- Tra ctru co s& dit liéu thong tin khach hang bao hdng trong thang, chu dong
dién thoai hodc nhén tin voi khach hang dé danh gia d6 hai long ciia khach hang vé
chat luong stra chira (chét luong dich vy, phucvu. . .)

(Nguén: Theo OP 929/0P-VNPT ciia Tép doan)
2.3. Danh gia chung
2.3.1. Nhitng mdt tich cuc

Qua phan tich téng quan thuc trang st dung dich vu Fiber cua khach hang tai
Thi xa La Gi, Tinh Binh Thuén giai doan 2021 — 2023, nghién cru da nhan di¢n dugc
mot s6 diém tich cyc trong viéc nang cao d6 hai long ciia khach hang khi str dung
dich vu Fiber cua VNPT Binh thuan nhu sau:

+ Sap xép cac chtrc danh cua khéi ki thuat gdm “Nhan vién ky thuat dia ban”,
“Nhan vién k¥ thuat hd tro dia ban”, “Nhan vién van hanh bao dudng ha téng ky
thuat” va phan rd nhiém vu cua ting chirc danh trén 6 dia ban, do d6 nhan vién dia
ban ¢ thém thoi gian dé ting cudng cong tac ban hang va cham séc khach hang.

+ Tap trung ra quan ban hang dinh ky, phan nhom KT-KD di ban hang, lua
chon dia ban trong diém. .. nén két qua cac chuong trinh thi dua cudi nam dat két qua
t6t hon.

+ Lanh dao Dia ban cac cap da quyét tim diéu hanh cong tac thu no cudc,
CSKH gitr khach hang.

+ Cong tac dau tu mo rong mang ngoai vi va bo sung mang truy nhap GPON

luén dugc Lanh dao VNPT Binh Thuéan quan tdm dang muc.
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A 1>

+ Giao chi tiéu diéu hanh, BSC chi s ty 18 lip dit va stra hong chi tiét toi ting
dia ban nguoi lao dong phuy trach va dong thoi danh gia hang thang két qua thuc hién
cua nguoi lao dong.

+ Gia cude dich vu hién tai ciia Fiber mang tinh canh tranh cao so v&i cac san
pham twong ty cta cac don vi cung cap;

+ Su quan tam cua lanh dao VNPT Binh Thuéan trong viéc dua dich vu Fiber
1én thanh san pham canh tranh hang dau cia VNPT.

2.3.2. Nhitng han ché

Bén canh nhitng mat tich cuc trong viéc cung cép dich vu Fiber cia VNPT
Binh Thuan trén dia ban Thi xa La Gi, tinh Binh Thuén, nghién ctru cling nhin nhan
mot s6 mit han ché trong viéc cung tng va ning cao ¥ dinh sir dung dich vu Fiber
cua khach hang trén dia ban Thi xa La Gi nhu sau:

+ Cong tac truyén thong chua chuyén nghiép va hiéu qua.

+ Chua quan tri dugc kénh ban hang.

+ Chua quan tri duoc ké hoach muc tiéu hanh dong.

+ Khéch hang chua chu dong chon goéi cude phu hop.

+ Khong chot duge don hang va ngay hen thi cong trong thoi diém tu van.

+ Chua kiém soat duoc tién do thi cong lép dat mdi, bado hong di doi theo thoi
gian khach hang yéu cau.

+ Kénh tiép nhan phan anh chua da dang, chi c6 kénh 18001166.

+ Chua kiém soat dugc lich str chat lugng phuc vu khach hang.

+ Chua chil dong kiém soat thué bao rui ro rdi mang qua do luong khong phat
sinh luu luong va thué bao suy hao.

+ Khéch hang tam ngung dich vu chua dugc theo doi dé tu van tai 1ap dich vu.

+ Chua tap trung day manh gié trj hinh anh thuong hiéu VNPT trén dia ban
kinh doanh.

+ Pon vi chua van dung tét chuong trinh dung thir 3¢ moi khach hang trai

nghiém. S6 lwong TB dung thir hang thang con it.
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2.3.3. Nguyén nhan ciia nhitng han ché

+ M5 hinh diéu hanh kinh doanh dich vy cét 16i da duoc trién khai nhung
chua duoc ap dung bai ban va hi¢u qua; chua théy duoc rd trach nhiém cua mot sb
lanh dao phu trach dich vu bang rong & dia ban cép 2

- Chua tap trung nim bit diy du nhu cau st dung cua khach hang;

- Céc chuong trinh quang cdo, truyén thong dich vu néi chung va Fiber noi
riéng chua dugc xay dung hi¢u qua va mang tinh dai han;

- Cong tac tuyén chon nhan sy chua thuc sy ddm bao muc tiéu tim nguoi phu
hop cong viée va cling chua xay dung duoc chién lugce va ké hoach téng thé chuong
trinh ddo tao va phat trién doi ngii nhan sy cong ty;

- Céc chinh sach, chuong trinh hanh dong chua ndi bat gia tri thuong hi¢u
VNPT trong tam tri khach hang.

- Cong tac phdi hop xac minh Thué bao Tam dirng/Khéa ng cudce/ Thanh 1y
hop déng/ Khoi phuc dich vu tai mot s6 bia ban/ O Dia ban con cham tré theo thoi
gian quy dinh, quy trinh phdi hop ctia Tap doan nén ciing anh huéng dén cong tac to
chtrc thu roc ng, gitr khach hang.

- Chét luong dich vy, chit luong phuc vu, chit lwong CSKH tai mdt s6 O dia
ban, mot sd khu vue chua dam bao, chdm cai thién nén khach hang bi 161 kéo chuyén
sang nha cung cap khéc.

- Viée to chirc thyc hién B2A duy tri déu dan tdi thiéu 02 ngay/tuan, CSKH
két hop ban chéo dich vu. NVKT & NVKD dia ban phdi hop thuc hién tai mot s6 Pia
ban/ O dia ban trién khai nhung thiéu sy giam sat, danh gia.

2.4. Cac yéu to anh huong dén sy hai long ciia khach hang sir dung dich
vu Fiber VNN tai Thi Xa La gi — VNPT Binh Thuan
2.4.1. M6 ta doi twong khdo sdt
Trong s6 410 phiéu khao sat dugc phat ra. Két qua thu vé 1a 388 phiéu hop 1&
va 22 phiéu khong hop 1é. Nhu vay, tong s6 dung cho nghién ctru 1a 388 phiéu khio

sat hop 1€ dugc sir dung lam dir li¢u cho nghién curu.
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Bang tom tit phan bé miu nghién ctru

Théng tin miu ;l:la;; f‘z;ol)g

1. Giéi tinh

Nit 189 48,7

Nam 199 51,2

2. Pj tudi

Duéi 25 tudi 4 1

26 dén 35 tuéi 102 | 263

36 dén 45 tuoi 163 42

Trén 45 tudi 119 30,7

3. Trinh do

PTTH 65 16,8

Trung cip/Cao dang 71 18,3

Pai hoc 218 56,2

Sau dai hoc 34 8,8

5. Thu nhép

Dudi 10 triéu 86 22,2
Tu 10 dén duéi 50 lao dong 302 77,8

6. Loai Khach hang

Cé nhan, H¢ gia dinh 349 89,9
Td chuc, Doanh nghi¢p 39 10,1

Nguon: Két qua phén tich SPSS

51



Vé gi6i tinh: Khach hang 1 nam chiém 48,7% va nir chiém 51,3% trong tong sd

khéach hang duoc khao sat

Gioitinh

M riam
(=]

Nguon: Két qua xik Iy SPSS ciia tac gid (2024)
Hinh 2.2 Mau phén b6 theo gi¢i tinh (%)

Vé d tudi: Khach hang tir dudi 20 tudi chiém 1%, tir 20 dén dudi 30 tudi
chiém 26,3%, tir 30 dén dudi 45 tudi chiém 42%, trén 45 tudi chiém 30,7%.

Dotuoi

M Dusii 25 tuei
B 26 + 35 tuoi
O Tu 30 den 45
B Tren 45

Nguon: Két qua xik Iy SPSS ciia tac gid (2024)
Hinh 2.3 Méu phan b theo do tudi (%)
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Vé trinh d hoc van: Phan 16n khach hang c6 trinh d vin hoa pho thong
trung hoc chiém 16,8% va trung cép, cao déng chiém 18,3%. Pai hoc 56,2%, sau
dai hoc 8,8%.

Trinhdo

WPTTH

B Trung cépicac d&ng
O Bai hoc

M Sau dai hoc

 Nguon: Két qua xii Iy SPSS ciia tac gid (2024)
Hinh 2.4 Mau phan bo theo trinh do hoc van (%)

V& Thu nhap: Mirc thu nhap cua khach hang khéo sat duéi 10 triéu dong/thang
chiém 22,2%, trén 10 triéu dong/thang 77,8%).

Thunhap

W ouwdi 10trigu
I Tir 10 trigu d&n dudi 15 trigu

Nguon: Két qua xit 1y SPSS ciia tdc gid (2024)
Hinh 2.5 Mau phan b6 theo thu nhap (%)

Vé Loai khach hang: Chu yéu 1a ¢4 nhén, ho gia dinh chiém 89,9%, con lai
12 T6 chirc, Doanh nghiép chiém 10,1% tong s6 khach hang dugc khao sat.
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Frequency

Loai_KH

G600

200+

4004

3007

2004

1004

89,9%

10,1%

o~

I I
1.0 15 20

Loai_KH

25

Mean=1.1
Stel. Dew. = 301
N = 355

_ Nguon: Két qua xit Iy SPSS ciia tac gid (2024)
Hinh 2.6 Mau phan bo theo Loai khach hang (%)
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2.4.2. Phén tich cdc yéu té dnh hwong dén sw hai long ciia khdch hang si
dung dich vu FiberVNN tai Thi Xa La gi — VNPT Binh Thudn
2.4.2.1. Kiém dinh mé hinh Cronbach’s Alpha
Theo Nunnally va Burnstein (1994) thang do dwgc danh gia chip nhan va tbt
doi hoi thoa man 02 diéu kién:

Hé s6 Alpha cta tong thé > 0,6 - Thang do dwgc danh gia chip nhan.

Hé s6 Alpha cua tong thé > 0,8 - Thang do dugc danh gia chat luong tot.

Va Hé sb trong quan bién quan sat — thang do > 0,3.

Thang do REL — Su tin cay.

Bang 2. 5 Cronbach’s Alpha cua thang do Su tin cay

Biénquan sat

Trung binh
thang do néu

loai bién

Phwong sai
thang do néu

loai bién

Twong quan

bién - tong

Cronbach’s
Alpha néu

loai bién

RELI1

10.65 4.036 711 805
REL2 10.58 3.970 725 798
REL3 10.57 4.148 678 819
REL4 10.59 4.057 659 827

Cronbach's Alpha =0,852

Nguon: Panh gia dj tin cdy cia thang do — phu luc 4

Thang do REL — Sy tin cdy c6 hé $b Alpha = 0,852 > 0,6. Thang do dat yéu

Tat ca cac bién quan sat déu co hé s6 Alpha > 0,3 nén khong c¢6 bién nao bi

loai.
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Thang do RES - Su dap ung.

Bang 2.6 Cronbach’s Alpha cta thang do Su dap Gng

Bién quan sat | Trung binh Phuong sai | Twongquan | Cronbach’s
thang do néu | thang do néu | bién - tong | Alpha néu
loai bién loai bién loai bién

RESI 20.59 13.055 811 800
RES2 20.60 13.223 174 806
RES3 20.28 14.052 725 816
RES4 20.33 14.092 724 816
RESS 20.39 13.913 704 818
RES6 20.50 14.473 623 830
RES7 20.44 18.536 .003 908

Cronbach's Alpha = 0,852

Nguon: Panh gia dé tin cdy cia thang do — phu luc 4

Biénquan sat Trung binh Phwong sai | Twong quan | Cronbach’s
thang do néu | thang do néu | bién - tong | Alpha néu
loai bién loai bién loai bién

RESI 17.17 12.384 828 878
RES2 17.18 12.557 789 885
RES3 16.86 13.307 753 .890
RES4 16.91 13.422 738 892
RESS 16.98 13.237 718 895
RES6 17.09 13.752 643 906

Cronbach's Alpha =0,908

Nguon: Panh gia dé tin cdy cia thang do — phu luc 4
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Thang do RES, ta thdy Cronbach’s Alpha tong (0,852)>0.,6, bién quan sat
RES7 c¢6 hé sé twong quan bién tong <0,3 va Cronbach's Alpha néu loai bién cua
RES7 (0.908) > Cronbach’s Alphat tong nén ta loai bién RES7. Thang do RES gom
6 bién: RES1, RES2, RES3, RES4, RES5, RES6.

Sau khi loai bién quan sat RES7, chay lai Thang do RES - Su dép mg c6 hé
s6 Alpha = 0,908 > 0,8. Thang do dat chat lwong tot. Tat ca cac bién quan sat déu co
hé sb Alpha > 0,3 nén khong co bién nao bi loai.

Thang do ASS - Nang lwe phuc vu.
Bang 2.7 Cronbach’s Alpha cia thang do Nang luc phuc vu

Biénquan sat Trung binh Phuong sai | Twongquan | Cronbach’s
thang do néu | thang do néu | bién-tong | Alpha néu
loai bien loai bien loai bién

ASS] 14.16 4.459 780 651
ASS2 14.21 4.567 676 .686
ASS3 14.11 6.435 .089 .880
ASS4 14.12 4.779 647 .699
ASSS 14.08 4.895 672 694

Cronbach's Alpha =0,775

Bién quan sat | Trung binh Phuong sai | Twongquan | Cronbach’s
thang do néu | thang do néu | bién-tong | Alpha néu
loai bién loai bién loai bién
ASS1 10.60 3.553 840 806
ASS2 10.65 3.597 751 842
ASS4 10.56 3911 670 873
ASSS 10.52 3.997 707 859

Cronbach's Alpha = 0,880

Nguon: Pdanh gia do tin cdy cua thang do — phy luc 4
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Thang do ASS, ta thiy Cronbach’s Alpha tong (0,775)>0,6, bién quan sat ASS3
c6 hé sb twong quan bién tong >0,3 va Cronbach's Alpha néu loai bién ciia ASS3
(0.880) > Cronbach’s Alphat tong nén ta loai bién ASS3. Thang do ASS gdm 4 bién:
ASS1, ASS2, ASS4, ASSS.

Sau khi loai bién quan sat ASS3, chay lai Thang do ASS - Su déap Gmg c6 hé sb
Alpha = 0,880 > 0,8. Thang do dat chat lugng tbt. Tat ca cac bién quan sat déu co
hé sb Alpha > 0,3 nén khong co bién nao bi loai.

Thang do EMP - Sy dong cam.

Bing 2.8 Cronbach’s Alpha ciia thang do Sy ddng cim

Bién quan sat Trung binh thang| Phwong sai Twong quan Cronbach’s
do néu loai bién | thang do néu bién - tong  |Alpha néu loai

loai bién bién

EMPI1 17.75 7.073 338 733
EMP2 17.76 6.140 654 635
EMP3 17.73 6.130 705 622
EMP4 17.71 6.537 580 661
EMP5 17.74 6.333 .602 652
EMP6 17.93 8.670 015 .808

Cronbach's Alpha =0,731

Nguon: Pdnh gia dé tin cdy cia thang do — phu luc 4

Bién quan sat Trung binh thang| Phwong sai Twong quan Cronbach’s
do néu loai bién | thang do néu bién - tong  |Alpha néu loai

loai bieén bién
EMPI1 14.35 6.472 345 849
EMP2 14.37 5.520 685 743
EMP3 14.34 5.501 741 727
EMP4 14.32 5.871 619 764
EMP5 14.35 5.710 629 760

Cronbach's Alpha = 0,808
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Thang do EMP, ta thidy Cronbach’s Alpha téng (0,731)>0,6, bién quan sat
EMP6 c6 hé sb twong quan bién tong >0,3 va Cronbach's Alpha néu loai bién cia
EMP6 (0.808) > Cronbach’s Alphat tong nén ta loai bién EMP6. Thang do EMP gdm
5 bién: EMP1, EMP2, EMP3, EMP4, EMP5.

Sau khi loai bién quan sat EMP6, chay lai Thang do EMP - Su dép tng c6 hé
s6 Alpha = 0,808 > 0,8. Thang do dat chit luong tot. Tat ca cac bién quan sat déu co

hé sb Alpha > 0,3 nén khong co bién nao bi loai.

Thang do TAN - Phuwong tién hitru hinh:

Béang 2.9 Cronbach’s Alpha cua thang do Phwong tién hiru hinh

Bién quan sat Trung binh thang (Phwong sai thang| Twong quan bién Cronbach’sAlpha
do néu loai bien | do neu loai bien - tong neéu loai bien
TANI 20.59 9.137 732 752
TAN2 20.57 9.300 712 757
TAN3 20.68 9.237 720 755
TAN4 20.68 9.104 714 755
TANS 20.75 12.688 -.044 881
TAN6 20.58 10.348 448 803
TAN7 20.62 9.435 684 762
Cronbach's Alpha =0,811

Nguon: Pdnh gia dé tin cdy cia thang do — phu luc 4

Bién quan sat Trung binh thang |Phwong sai thang| Twong quan bién Cronbach’sAlpha
do néu loai bien | do neu loai bien - tong neu loai bien
TANI 17.26 8.701 766 848
TAN2 17.25 8.900 736 853
TAN3 17.35 8.854 739 853
TAN4 17.35 8.740 729 854
TAN6 17.25 9.977 458 898
TAN7 17.30 8.948 730 855

Cronbach's Alpha =0,881
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Thang do TAN, ta thiy Cronbach’s Alpha tong (0,811)>0,6, bién quan sat
TANS5 c6 hé sb twong quan bién tong >0,3 va Cronbach's Alpha néu loai bién cia
TANS5 (0.881) > Cronbach’s Alphat tong nén ta loai bién TANS5. Thang do TAN gdm
6 bién: TAN1, TAN2, TAN3, TAN4, TAN6, TAN7.

Sau khi loai bién quan sat TANS, chay lai Thang do TAN - Su dap tng c6 hé
s6 Alpha = 0,881 > 0,8. Thang do dat chit lwong tdt.

Tat ca céac bién quan sat déu co h¢ s6 Alpha > 0,3 nén khong c6 bién nao bi

loai.
Thang do PRI - Gia c4 cam nhan.
Béang 2. 10 Cronbach’s Alpha ctia thang do Gia c4 cim nhan
Bién quan sat Trung binh Phuong sai | Twongquan | Cronbach’s
thang do néu | thang do néu | bién-tong | Alpha néu
loai bien loai bien loai bién
PRI 14.18 6.427 760 832
PRI 14.26 7.008 669 855
PRI3 14.15 6.830 653 859
PRI4 14.22 6.586 714 844
PRIS 14.14 6.885 715 844
Cronbach's Alpha = 0,874

Nguon: Pdanh gia do tin cdy cua thang do — phu luc 4
Thang do PRI - Gia ca cam nhén c6 hé ) Alpha = 0,874 > 0,8. Thang do dat
chat luong tét.
Tat ca cac bién quan sat déu c6 hé s6 Alpha > 0,3 nén khong co bién nao bi

loai.
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Thang do SAT — Sw hai long cia khach hang.

Bang 2.11 Cronbach’s Alpha cua thang do su hai long cua khach hang

Bién quan sat

Trung binh
thang do néu
loai bien

Phuong sai
thang do neu
loai bien

Twong quan
bién - tong

Cronbach’s
Alpha néu
loai bién

SATI 7.06 1.986 678 779
SAT2 7.00 1.922 718 740
SAT3 6.98 1.989 676 781

Cronbach's Alpha = 0,831

Nguon: Panh gia dé tin cdy cia thang do — phu luc 4

Thang do SAT — Su hai long cia khach hang c6 hé sb Alpha = 0,831 > 0,8.
Thang do dat chat lugng tét.

Tat ca cac bién quan sat déu c6 hé s6 Alpha > 0,3 nén khong co bién nao bi
loai.

Téng hop bién va thang do bi loai:

TT Thang do Bién quan sat bi Hé s Alpha Két luan
loai
1 REL Khong 0,852 Chat luong tot
2 RES RES7 0,908 Chat luong tot
3 ASS ASS3 0,880 Chat lugng tot
4 EMP EMP6 0,808 Chat luong tot
5 TAN TANS5 0,881 Chét luong tot
6 PRI Khong 0,874 Chat luong tot
7 SAT Khong 0,831 Chat luong tot

Nguon: Pdanh gia do tin cdy cua thang do — phu luc 4
2.4.2.2. Phan tich nhan t6 kham pha (EFA)

Phan tich nhan t6 kham pha EFA, cong cu nay rat hitu ich cho viéc xac dinh
cac tap hop bién va mdi quan hé giita cac bién véi nhau. Thong qua viéc kiém tra
hé s tai nhan t6 (factor loading) va cic phuong sai trich chung ta c6 thé loai bo
cac bién c6 thong sd nho.

Theo Hair & cong su (2006) thi tri s6 KMO phai c¢6 gia tri trong khoang tir
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0,5 dén 1 thi Phén tich nhan t4 nay 1a thich hop véi dit liéu thuc té.

Khi dua tat ca cac bién thu thap duoc vao phan tich, cac bién c6 thé co lién
hé véi nhau. Khi do, ching s€ dugc nhom thanh cdc nhém bién c6 lién hé dé xem
xét va trinh bay dudi dang cac nhén té tac dong dén sy hai long cta khach hang
vo1 dich vu FiberVNN.

Nghién ctru tién hanh st dung phwong phap trich hé s6 Principal component
v6i phép quay Varimax tai diém dung khi trich cdc nhan té co Eigenvalue > 1.
Thang do nao ¢ tong phuong sai trich tir 50% trd 1én 1 duoc chap nhan (Gerbing
&Anderson, 1988)[16]. Cac bién co trong s6 (Factor loading) nhé hon 0,5 s& bi
loai. Tai mdi khai niém c6 chénh 1éch trong s (Factor loading) 16n nhat va bét ky
phai dat > 0,3. Trong phan tich nhan td, yéu cu can thiét 13 hé sé KMO (Kaiser —
Meyer— Olkin) phai c6 gia tri 16n (0,5 < KMO < 1), diéu nay thé hién phan tich
nhan t6 1a thich hop. Néu hé s6 KMO < 0,5 thi phan tich nhan t6 c6 kha ning
khong thich hop véi cac dir lidu. Theo Kaiser (1974), KMO > 0,9 1a rét tot; 0,9 >
KMO > 0,8 1a tot; 0,8 > KMO > 0,7 1a dugc; 0,7 > KMO > 0,6 1a tam duoc, 0,6>
KMO > 0,5 1a x4u va KMO < 0,5 13 khong thé chip nhan duoc (Hoang Trong va
Chu Nguyén Mong Ngoc, 2008).

Tac gia timg bude tién hanh phan tich nhan t6 kham pha (EFA). Phén tich
nhan t6 kham pha (EFA) cho 30 bién d& nhom thanh 6 nhan t6. Sau lan xoay thir
nhat, bién quan sat EMP1 tai 1én ¢ ca 2 nhén té 1a Component 1 va Component 3,
vi pham tinh phan biét trong ma tra trin xoay voi hé s tai 1an luot 13 0.426 va
0.321, mirc chénh léch hé s6 tai nhé hon 0.3; va bién quan sat RES6 tdi 1én & c4 2
nhan t6 13 Component 1 va Component 2, vi pham tinh phan biét trong ma tra trin
xoay véi hé s tai 1an lugt 14 0.515 va 0.552, muc chénh léch hé s6 tai nho hon 0.3.
Tién hanh thuc hién phan tich nhan t kham pha EFA 1an 2 sau khi d3 loai di 2
bién quan sat EMP1, RES6, Két qua ma tran xoay cho thay, 28 bién quan sat dugc
gom thanh 6 nhan td, tit ca cac bién quan sat déu co hé sb tai nhan to Factor
Loading 16m hon 0.5.

- Phén tich nhan t6 kham pha (EFA) cho cac bién ddc lap
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Phén tich nhan t6 kham pha (EFA) lan thi 1

Bang 2.12 H¢ s6 KMO va kiém dinh Bartlett's cic thanh phan lin thir 1

Kiém tra KMO and Bartlett's

Hé s6 KMO (Kaiser-Meyer-Olkin) 0,910

MO hinh kiém tra ctia Bartlett Gia tri Chi-Square 7439.613296
Bac tu do 435
Sig (gia tr1 P — value) 0,000

Nguon: Phan tich EFA cdc bién djc Ip trong mé hinh — phu luc 4

Két qua kiém dinh Bartlett's cho thiy gitta cac bién trong tong thé c6 mdi tuong

quan véi nhau (sig = 0,00 < 0,05). Pdng thoi, hé s6 KMO = 0,910 > 0,5, ching t6

phan tich nhan t6 dé nhom cac bién lai voi nhau 14 thich hop va dir liéu phi hop cho

viéc phan tich nhan t6 (xem bang 2.8).

Bang 2.13 Bang phuong sai trich 1an thir 1

Gia tri Eigenvalues Chi s6 sau khi trich Chi s6 sau khi xoay
Nltl(? " i Phuong Tich liy i Phuong sai| Tich luy i Phuong | Tich liy
Tong saitrich |Phuongsai| Tong trich Phuong sai| Tong | saitrich |Phuong sai
trich trich trich

1 10.565 35.216 35.216 10.565 35.216 35.216 4.018 13.394 13.394
2 2.622 8.741 43.957 2.622 8.741 43.957, 3.971 13.235 26.629
3 2.185 7.282 51.239 2.185 7.282 51.239 3.499 11.665 38.294
4 1.994 6.647 57.887 1.994 6.647 57.887, 3.394 11.312 49.606
5 1.707 5.690, 63.577 1.707 5.690, 63.577 2.922) 9.742] 59.348
6 1.628 5.426 69.003 1.628 5.426 69.003 2.897 9.656 69.003
7 .850 2.834 71.837
8 724 2.413 74.250)
9 .667 2.223 76.473
10 584 1.948 78.422

Nguon: Phan tich EFA cdc bién doc Idp trong mé hinh — phu luc 4
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Bang 2.13 cho thdy, cac nhén t6 déu co gia tri Eigenvalues > 1. Phuong sai
trich 1a 69.003% > 50% 1a dat yéu cau. Voi phuong phap rut trich Principal
components va phép quay Varimax, ¢6 6 nhan t6 duoc rat trich ra tir bién quan sat
(bang 2.9). Piéu nay cho chung ta thdy 6 nhan 6 rat trich ra thé hién duoc kha ning
giai thich duoc 69.003% su thay doi ctia bién phu thudc trong téng thé .
Bang 2.14 Két qua phan tich nhan t6 EFA lan thir 1

MA TRAN XOAY

Nhan to

Bién 1 D 3 4 B 6

quan sat

RES2 .815

RES1 179

RES3 756

RESS5 737

RES4 127

EMP1 426 321

TANI .827

TAN7 778

TAN3 .769

TAN4 756

TAN2 725

RES6 515 .552

IASS2 .862]

IASS1 .853

IASSS5 714

IASS4 672

TANG6 .671

PRI4 768

64



PRI3 765

PRI1 761

PRIS 751

PRI2 736

EMP3 871

EMP2 .809

EMP4 .796

EMPS5 782

REL2 193

REL3 181

REL4 781

REL1 764

Nguo”‘n: Phdn tich EFA cdc bién déc ldp trong mo hinh — phu luc 4

Nhu vay, thang do duoc chap nhan va duoc phan thanh 6 nhom. bién quan sat
EMP1 tai 1én ¢ ca 2 nhan t6 1a Component 1 va Component 5, vi pham tinh phan biét
trong ma tra tradn xoay véi hé¢ sb tai 1an luot 14 0.426 va 0.321, miac chénh 1éch hé sb
tai nho hon 0.3; va bién quan sat RES6 tai 1én & ca 2 nhan to 1a Component 1 va
Component 2, vi pham tinh phan biét trong ma tra trin xoay v&i hé sd tai 1an luot 13
0.515 va 0.552, mitc chénh léch hé s6 tai nhé hon 0.3. Nén bién EMP1 va RES6 bi
loai & 1an phan tich thir 1. Két qua phan tich nhan t6 kham pha EFA 1an 2 (Ian cubi)
nhu sau:

Bing 2.15 Hé s6 KMO va kiém dinh Bartlett's cac thanh phén 1an 2 (Iin cudi)

Kiém tra KMO and Bartlett's

Hé s6 KMO (Kaiser-Meyer-Olkin) 0,904

Mo hinh kiém tra cta Bartlett Gia tri Chi-Square 6792.422847
Bac tu do 378
Sig (gia tr1 P — value) 0,000

Nguon: Phan tich EFA cdc bién doc lap trong mé hinh — phu luc 4
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Két qua kiém dinh Bartlett's cho thy giita cac bién trong tong thé c6 mdi twong

quan véi nhau (sig = 0,00 < 0,05). Pong thoi, hé s6 KMO = 0,904 > 0,5, chimg to

phan tich nhan t6 dé nhém céc bién lai v6i nhau 13 thich hop va dit liéu phu hop cho

viéc phan tich nhan to.

Bang 2.16 Bang phwong sai trich 1an thir 2 {n cudi)

o>

Gia tri Eigenvalues

Chi s6 sau khi trich

Chi s6 sau khi xoay

b ) Phuong Tich lay i Phuong sai| Tich Iy i Phuong | Tich liy

Tong saitrich |Phuong sai| Tong trich Phuong sail Tong | saitrich |Phuong sai
trich trich trich

1 9.784 34.944 34.944 9.784 34.944 34.944 3.657 13.061 13.061

2 2.566 9.165 44.109 2.566 9.165 44.109 3.541 12.645 25.707

3 2.169 7.748 51.857 2.169 7.748 51.857, 3.480 12.428 38.134

4 1.971 7.040 58.897 1.971 7.040 58.897 3.385 12.089 50.223

5 1.685 6.019 64.917 1.685 6.019 64.917, 2.849 10.176) 60.399

6 1.558 5.563 70.480 1.558 5.563 70.480 2.823 10.081 70.480

7 729 2.605 73.085

3 677 2.417 75.502

9 .587 2.098 77.600

10 .523 1.868 79.468

11 .506 1.808 81.275

12 470 1.677 82.953

13 459 1.639, 84.592

14 428 1.527 86.119

15 .396 1.414 87.533

16 .387 1.382 88.915

17 .365 1.303 90.219

18 .344 1.230 91.449

19 331 1.183 92.631

20 .307 1.096 93.727

21 .289 1.032 94.759
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22 281 1.005] 95.764
23 255 910 96.674
24 .249 .891 97.564
25 .230 822 98.386
26 193 .691 99.077,
27 .141 .504 99.581
28 117 419 100.000)

Nguon: Phan tich EFA cdc bién doc ldp trong mé hinh — phu luc 4

Bang 2.16 cho thay, cac nhan t6 déu c6 gia tri Eigenvalues > 1. V§i phuong
phap rut trich Principal components va phép quay Varimax, c6 6 nhan té dugc rat
trich ra tir bién quan sat. Phuong sai trich 1a 70.480% > 50% la dat yéu cau. Diéu
nay chimg cho chung ta thdy 6 nhan té rat trich ra thé hién dugc kha ning giai
thich dugc 70.480% su thay d6i cta bién phu thudc trong tong thé.

Bing 2.17 Két qua phan tich nhan t6 EFA lan cudi (lan thir 2)

MA TRAN XOAY
Nhén t6
Bién quan |1 2 3 4 5 6
sat
TANI1 .809)
TAN3 788
TAN4 779
TAN7 753
TAN2 739
RES2 814
RES3 764
RES1 751
RES5 751
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IRES4 743

IASS2 .863

IASS1 .856

IASS5 7122

IASS4 .680

TAN6 .668

IPRI3 770

IPRI14 768

IPRI1 762

IPRIS 748

IPRI2 740

IREL2 795

IREL3 784

REL4 784

IREL1 765

EMP3 .875

EMP2 .810

EMP4 .807

EMP5 779

Nguon: Phdn tich EFA cdc bién doc 1dp trong mé hinh — phu luc 4

Tir két qua Cronbach’s Anpha va phén tich EFA nhu trén, mé hinh nghién ctru
Iy thuyét chinh thirc gdm 6 nhan t tac dong dén sy hai 10ng ctia khach hang sir dung
dich vu FiberVNN tai dia ban Thi xa La Gi, Binh Thuan.

- Phén tich nhan t6 kham pha (EFA) bién phu thudc

Thang do Sy hai long gdm 03 bién quan sat. Sau khi dat do tin ciy bang kiém
tra Cronbach’s Alpha, phan tich nhan t khdm pha EFA dugc st dung dé kiém dinh
lai mtrc d6 hdi tu ctia cc bién quan sat.

Thang do muc Sy hai long chung dugc xay dung nham khao sat mic do su

hai long cua khach hang st dung dich vu FiberVNN tai dia ban Thi xa La Gi, Binh
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Thuan. Thang do mirc do sy hai long chung gébm SATI1, SAT2, SAT3. Két qua phan
tich nhan t6 EFA nhu sau:
Bang 2.18: Két qua phan tich EFA dbi v6i cac bién phu thude

Bién H¢ sb tai Kiém dinh Gia tri
SATI1 ,881 KMO 0,721
SAT2 ,858 Sig 0,000
SAT3 ,856 Eigenvalues 2.244
Phuong sai trich 74,803

(Nguon: Két qua xir Iy SPSS cuia tic gid)

Két qua phan tich nhén td cho thay:

- Heé s6 KMO trong phan tich bang 0,721 > 0,5, cho thiy rang két qua phan
tich yéu t6 1a dam bao do tin cay.

- Kiém dinh Bartlett's Test c6 hé s6 Sig 14 0.000 < 0.05, thé hién rang két qua
phan tich yéu té dam bao dugc muc y nghia thong ké.

- Phuong sai trich béng 74,803 thé hién ré“mg su bién thién cta cac yéu td
dugc phan tich co thé giai thich dugc 74,803% su bién thién cua dit liéu khao sat ban
dau, day 1a mirc ¥ nghia & muc kha.

- Hé sb Eigenvalues cua yéu to thir 1 bang 2,244 > 1, thé hién su hoi tu cua
phép phén tich dimng ¢ nhén té thi 1, hay két qua phén tich cho thdy c6 01 nhan t6
duoc trich ra tir dir liéu khao sat.

- Heé s6 tai yéu t6 ctia mdi bién quan sat thé hién cac yéu té déu 1on hon 0.6,
cho thay ring cac bién quan sat déu thé hién duoc su anh hudng véi cac yéu td ma
cac bién nay biéu dién.

Nhu vay két qua phan tich nhan té voi cac thang do thudc nhan té su hai long
cling thé hién su tin cay cao.

Tur cac két qué phéan tich yéu tb trén, cac yéu tb 1an lugt dugce tinh toan gia tri
trung binh cta diém danh gia cic bién quan sat thé hién thang do, dé co thé xac dinh
duge mot yéu t6 dai dién cho cac bién quan sat sir dung trong viéc phén tich hdi quy

va tuong quan.
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2.4.2.3. Phan tich hdi quy va thyc hién 6 kiém dinh
Phan tich héi qui da bién:
SAT=( RES, PRI, EMP, REL, TAN, ASS)
- Kiém dinh hé s6 héi qui:

Xem xét cac 6 nhan t6 tir nhom 1 dén nhém 6, xem nhan t nao that su tac dong
dén su hai 1ong s& dugc thyc hién bang phuong trinh hodi qui tuyén tinh:

SAT = Bo + B1RES + B2PRI + B;EMP + B4REL + BsTAN + BcASS + U;

Vi Bi: 1a hé s6 hdi quy; Ui: 1a phan du (Residual)

Sau khi thyc hién kiém dinh mé hinh nghién ctru bang phan tich hoi qui trén
phan mém SPSS 20.0 v6i két qua chi tiét tai phu luc. Ta c6 bang tom tat cac thong
tin chinh phuc vu cho viéc phan tich, danh gid, thao luan vé md hinh nghién curu tai
bang 2.19.

Bang 2.18 Két qua phan tich hdi quy

H¢é s6 chwa chuin H¢ s0 Thong ké cong
hoa chuan héa t Sig. tuyén
Loi tiéu Toler

B chuan Beta ance VIF
(Constant) | -.520 148 -3.519 .000
ASS F .070 .036 .066 1.970 .039 .600 1.666
RES F 119 .032 131 3.765 .000 557 1.795
PRI F .083 .034 .078 2.455 .015 .659 1.518
TAN _F 193 .039 170 4.904 .000 .560 1.785
EMP _F .058 .029 .055 2.012 .025 918 1.090
REL F .625 .031 .608 20.014 .000 731 1.369
Dependent Variable: SAT
R? hiéu chinh: 0,739
ANOVA
Sig.: 0,000
Durbin — Watson: 2,133

Nguén: Phdn tich hoi qui - Phu luc 4

Theo Green (1991), Bang 2.19 cho két qua c6 6 bién dam bao c6 ¥ nghia théng
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ké v6i d tin cdy trén 95%. R? hiéu chinh = 0,739 (73,9% thay d6i SAT duoc giai
thich boi 6 bién doc 1ap, con lai 26.1% 1a do cac bién ngoai mé hinh va sai s6 ngiu
nhién). Theo Fomby, T.B. va cong su (1984), Gia tri théng ké Durbin — Watson =
2,133 niam trong khoang 1.5 dén 2.5 nén khong ¢ hién twong tu twong quan chudi
bac nhat xay ra (Khong c6 hién tuong ty twong quan phan du); VIF < 2 (Khdng cd
hién twong cong tuyén cua cac bién doc 1ap).

Céc bién doc 1ap (PRI, EMP, REL, TAN, ASS, RES), Sig kiém dinh t hé sb hoi
quy cua cac bién doc 1ap déu nho hon 0.05, do d6 cac bién doc 1ap nay déu c6 ¥ nghia
giai thich cho bién phu thudc, khong bién nao bi loai khéi mé hinh.

- Kiém dinh Mrc d§ phu hop ciia mé hinh:
ANOVA véi kiém dinh F dung dé kiém dinh tinh phi hgp ctia mé hinh.
Bang 2.20 Phan tich phwong sai ANOVA

ANOVA?
Mo hinh | Tbng binh Bac tu do Trung binh F Sig.
phuong binh phuong
Hoi quy 130.386 6 21.731 183.843  [.000b
Phan du 45.036 381 118
Tong 175.421 387
a. Dependent Variable: SAT F
b. Predictors: (Constant), REL F, EMP_F, PRI F, ASS F, TAN F, RES F

Nguén: Phan tich héi qui véi 6 bién déc lap — phu luc 4

Sig. = 0, 000° < 0,05 — Mirc do tin ciy 99%

Két luan: M6 hinh 1y thuyét phu hop véi dir ligu thuc té. Cac bién doc 1ap co

tuong quan tuyén tinh v6i bién phu thudc.

- Kiém tra hién twong da cong tuyén:

Cin ctr két qua phan tich hdi qui tai Bang 2.19, ta thdy Chi s6 VIF (D6 phong

dai phuong sai) <2 . Nén khong c6 hién tugng tuong quan gitta cac bién doc lap (hién

tugng cong tuyén).
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- Kiém dinh twong quan:

Theo Fomby T.B va cong su, 1984 kiém dinh Durbin - Watson cai tién thi: Néu
Durbin-Watson 16n hon 1 va nho hon 3 thi Khong ¢6 hién tuong tu tuong quan.

Cin ct két qua phan tich hdi qui tai Bang 2.19, ta thdy Hé s6 Durbin — Watson
= 1,748, nim trong khoan cach tir 1 dén 3. Nén khong c6 hién twong tu tuong quan.

Sy tuong quan giita bién phu thudc véi ting bién doc 14p va mdi twong quan
giita cac bién doc 1ap v6i nhau duoc thé hién qua bang ma tran trong quan (Bang
2.21).

Bang 2.191 Ma tran twong quan

SAT RES PRI EMP REL TAN ASS

Hé sb trong quan 1 508" | 583" | .484™ | 559" | 273" | 799"
SAT_F .000 .000 .000 .000 .000 .000
Sig. (2-tailed)
IN 388 388 388 388 388 388 388
He s twong quan 508™ 1 4907 | 4027 | 5757 | 154 | 3957
ASS_F .000 .000 .000 .000 .002 .000

Sig. (2-tailed)

IN 388 388 388 388 388 388 388
Hé s6 tuong quan .583™ 490™ 1 525" 5197 249" 4557
RES _F .000 .000 .000 .000 .000 .000
Sig. (2-tailed)
N 388 388 388 388 388 388 388
Hé s6 twong quan A484™ A402™ 525" 1 466" 179™ 364"
PRI_F .000 .000 .000 .000 .000 .000

Sig. (2-tailed)

N 388 388 388 388 388 388 388
Hésbtwongquan | .5597 | 5757 | 5197 | .466™ 1 226" | 385"

TAN_F
.000 .000 .000 .000 .000 .000
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Sig. (2-tailed)

N 388 388 388 388 388 388 388
Hésdtwongquan | 2737 | .154 | 2497 | 1797 | 226~ 1 2037
EMP_F .000 002 .000 .000 .000 .000

Sig. (2-tailed)

N 388 388 388 388 388 388 388
Hé s6 tuong quan 799" 395" 455" 364" 385" 203" 1
REL_F .000 .000 .000 .000 .000 .000

Sig. (2-tailed)

N 388 388 388 388 388 388 388

Nguo”‘n: Phan tich hoi qui voi 6 bién doc lap — phu luc 4

Tir Bang 2.21: Ma tran tuong quan cho thiy hé sé tuong quan giita cac bién
doc lap RES, PRI, EMP, REL, TAN, ASS véi bién phu thudc SAT kha cao va tuong
quan cung chiéu.

Heé sb tuong quan cua bién phu thudc véi timg bién doc lap dao dong tir 0,273
dén 0,799. Piéu nay c6 nghia la trong tong thé, ton tai mbi twong quan tuyén tinh gitra
bién phu thudc su hai long ctia khach hang st dung dich vu FiberVNN cua VNPT
Binh Thuan tai Thi x3 La Gi, tinh Binh Thuan (SAT) véi cac bién doc 1ap: Su dap
tmg (RES), Gia ca (PRI), Su dong cam (EMP), Su tin cdy (REL), Phuong tién hitu
hinh (TAN), Ning luc phuc vu (ASS). Xét mbi twong quan gitra cac bién doc 1ap, hé
s6 dao dong tir 0,273 dén 0,799 nén trong tong thé voi muc ¥ nghia 1% thi co ton tai
moi tuong quan trung binh gitra cac bién doc 1ap. Van dé nay s& dugc xem xét vai trd
clia cac bién doc 1ap trong md hinh hdi quy tuyén tinh da bién.

- Kiém dinh phwong sai phan du khong doi:

Gia trj trung binh Mean = 1.93E-15 gan bang 0, d6 léch chuan 14 0.9992 gan

bang 1, nhu vay c6 thé noi, phan phdi phan du xap xi chuan. Do d6, c6 thé két luan

rang: Gia thiét phan phdi chuan cia phan du khong bi vi pham.
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Theo Pituch & Stevens (2016), cac diém dir liéu phan du trong d6 thi scatter
dao dong chi yéu trong doan -3 dén 3 duoc xem nhur 13 diéu kién t6t xac nhan khong
xay ra phuong sai thay d6i. Tur két qua dd thi Scatter Plot bén duéi c6 thé thiy cac
diém dir liéu phan du tao thanh dang dam may c6 d6 10n trai déu nhau doc theo dudng
tung d6 0 va dao dong trong vung -3 dén 3, nhu vay gia dinh phuong sai khong ddi
khong bi vi pham

Sau khi thyc hién kiém dinh cho mé hinh hdi qui phu trén phan mém SPSS,
ta c6 két qua do thi nhu hinh bén duéi:

Scatterplot
Dependent Variable: SAT_F

o

Regression Standardized Predicted Value
(8] o]
]
o ©
&
° &
o
°© 9 &8
W@
/
Wi
& o
0

I I T
4 2 0 2 4

Regression Standardized Residual

74



Histogram
Dependent Variable: SAT_F

Mean =1 93E-15
Sted. Dev. = 0.992
M = 335

60
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Regression Standardized Residual
Hinh 2.7 Két qua kiém dinh Park cho mé hinh hdi qui phu
(Nguon: Phén tich hoi qui - Phu luc 4)

Nhu vay thong qua 6 kiém dinh trén, mé hinh nghién ctru khang dinh c6 6 yéu
t6 anh huong dén sy hai long: PRI, EMP, REL, TAN, ASS, RES.

2.4.3.Thdo ludn két qua hoi qui

Trong hdi quy, thuong chung ta s& c6 hé s6 hdi quy chua chuan hoa (B) va di
chuén hoa (Beta). Mdi hé s6 hdi quy nay cé vai trd khac nhau trong viéc dién giai
ham y quan tri ciia mo hinh héi quy.

Hé s6 hdi quy chua chudn hoa (B) phan 4anh su thay ddi cua bién phu thudc
khi mét don vi bién doc 1ap thay doi va cac bién doc 1ap con lai duoc giit nguyén.
Chung ta khong nhan xét thir tu tdc dong ctia cac bién doc 1ap Ién bién phu thudc dua
vao hé s6 hdi quy chua chuin hoa béi cac bién doc 1ap khong dong nhit vé don vi
hoic néu dong nhat vé don vi thi d6 léch chuan cic bién tham gia vao hdi quy ciing

khac nhau. Su khac biét vé do léch chuan hoac don vi do khién viéc dua cac bién doc
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1ap vao cung mot phép so sanh 13 hoan toan khéng chinh xac, do lac ndy cac bién
khong cting ndm trong mot hé quy chiéu.

Hé s6 hoi quy chudn hoa Beta da thyuc hién chuyén ddi dé dua tat ca cac bién
vé cting mot hé quy chiéu, lac nay céc bién s& cung don vi va dugc dua vé chung mot
hé quy chiéu, do vy ma chiing ta c6 thé so sanh su 16n/nho cua hé sd hdi quy voi
nhau.

Thong qua cac kiém dinh va phan tich hdi qui nhu trén, chung ta x4c dinh dugc
th ty tAm quan trong cila cic yéu t6 anh huong dén sy hai long ciia khach hang s
dung dich cu Fiber VNN cua VNPT Binh Thuén tai dia ban Thi xa La Gi.

Cin cir két qua phan tich hoi quy tai Bang 2.14, cho ta thay hé s hoi qui chua
chuan hoa (B) va hé s hoi qui chuin héa (Beta) va sy tac dong cia cac yéu tb nay
dén su hai long ctia khach hang nhu thao luan dudi day:

2.4.3.1. Hé s6 hoi qui chua chuan hoa (B)

Hé s6 Bpri = 0,083 — Déu (+) quan hé cung chiéu. Khi khach hang danh gia
PRI — Gié ca cam nhén tang thém 1 diém, thi SAT — Su hai long tang thém 0,083
diém.

Hé s6 Bemp = 0,058 — Déu (+) quan hé cung chiéu. Khi khach hang danh gia
EMP — sy dong cam ting thém 1 diém, thi SAT — Sy hai 1ong ting thém 0,058 diém.

Hé s6 Brer = 0,625 — Dau (+) quan hé cung chiéu. Khi khach hang danh gia
REL — Sy tin cay tang thém 1 diém, thi SAT — Su hai long tang thém 0,625 diém.

Hé s6 Bran = 0,193 — Dau (+) quan hé cung chiéu. Khi khach hang danh gia
TAN — Phuong tién hitu hinh ting thém 1 diém, thi SAT — Su hai long ting thém
0,193 diém.

Heé s6 Bass = 0,070 — Dau (+) quan hé cung chiéu. Khi khach hang danh gia
ASS — Ning lyc phyc vu ting thém 1 diém, thi SAT — Su hai long ting thém 0,070
diém.

Hé s6 Bres = 0,119 — Déu (+) quan hé cung chiéu. Khi khach hang danh gia
ASS — Ning lyc phuc vu ting thém 1 diém, thi SAT — Su hai 1ong ting thém 0,119

diém.
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2.4.3.2. Hé s6 hoi qui chuan hoa (Beta)
Theo Norusis, 1993: Hé s6 hoi qui chudn héa Beta danh gia tim quan trong
(mirc 46 tac dong) ctia cac bién doc 1ap theo ty 18 %.

Bang 2.2 Vi tri anh hwéng ciia cic yéu to trong mé hinh nghién ciu

Bién doc 1ap | Gida tri tuyét doi Beta | Ty 18 % Vi tri
ASS 0.066 3:96% >
RES 0.131 11.82% 3
PRI 0.078 7:04% 4
TAN 0.17 15.34% 2
EMP 0.055 4.96% 6
REL 0.608 >4.87% :
Tong 1.108 100.00%

Cin ct két qua nghién ciru thi mirc do anh huong dén su hai long khach hang
ctia cac yéu t6 1an luot theo thir ty tir cao xudng thip nhu sau: REL - Sy tin cay, TAN
— Phuong ti¢n hitu hinh, RES — Sy dap ting, PRI — Gia c4 cdm nhan, ASS — Nang luc
phuc vy, EMP - Su déng cam.

Theo két qua nghién ciru & trén, sau khi tién hanh phén tich bang hé sb tin cay
Cronbach’s Alpha, phan tich nhan t6 kham pha EFA va phén tich hoi qui dé loai bo
céc bién rac. M6 hinh hiéu chinh cac yéu t6 tic dong dén su hai 1ong ctia khach hang
st dung dich vu FiberVNN cta VNPT Binh Thuén trén dia ban Thi xa La Gi chi con
lai 6 thanh phan v&i 28 bién quan sat. Phan tich hdi quy cho ta phuong trinh hdi quy
tuyén tinh nhu sau:

SAT = 0,078PRI + 0,055EMP + 0,608REL + 0,170TAN + 0,066ASS+ 0,131RES

Tir phuong trinh hdi quy tuyén tinh, ta thay c6 6 thanh phan tac dong dén sy
hai long cta khach hang véi cac mire d§ khac nhau, khoang cach chénh 1éch 1a dang

ké tir 0,055 dén 0,608 chung to cac thanh phan tac dong khac nhau dén su hai long

77



ctia khach hang vé dich vu FiberVNN. Tac gia s& phén tich cac thanh phan dua vao
hé s beta tir 16n dén nho. Vi vay, Su tin cdy c6 hé sb beta 16n nhat 0,608; tiép theo
TAN — Phuong ti¢n hitu hinh 0,170, RES — Sy dap trng 0,131, PRI — Gia cd cam nhan
0,078, ASS — Nang lyc phuc vu 0,066, EMP - Sy déng cam 0,055.

Tir ham hdi quy trén cho thy cac hé sé hdi quy mang diu duong (+) thé hién
cac yéu tb trong mé hinh hdi quy c¢6 anh hudng ti 16 thuan dén su hai long cta khach
hang. Két qua nghién ctru ciing cho thy sy trong déng nhat dinh véi két qua trong
cac nghién ctu cua (Pinh Lam Mai Chi (2012); Lé Thanh Tao (2017); Tra Thi Thu
Hoa (2020); Nguyén Thi Héng Diém (2010); Lé Thi Diém (2009); Butt va Cyril
(2009).

Dé nang cao su hai long cta khach hang vé dich vu FiberVNN trén dia ban
Thi X4 La Gi thi VNPT Binh Thuan phai nd luc khong nging, cai tién hon nita nhiing

thanh phan nay (uu tién theo hé s Beta).
TOM TAT CHUONG 2

Thuce trang cac yéu t6 anh huong dén su hai 1ong ctia khach hang sir dung dich
vu FiberVNN cta VNPT Binh Thuan, két qua dat duoc va nhirng ton tai, han ché
trong vi¢c kinh doanh dich vy FiberVNN tai Thi xa La Gi.Dya trén cac s6 liéu thu
thap dugc va phan tich bang phan mém SPSS 20.0 cho ta thiy dugc viéc danh gia
thang do su hai long dich vu FiberVNN ctia VNPT Binh Thuén tai dia ban Thi xa La
Gi theo cam nhan cua khach hang. Két qua xac dinh dugc cac thang do su hai 1ong
va moi quan h¢ gitra cac yéu t6 chat luong dich vy, gia ca cam nhan dich vu Fiber VNN
v6i mirc d6 hai 1ong ctia khach hang. Ngoai ra, chwong nay con phén tich sau hon vé
cac yéu tb anh huong dén sy hai long ctia khach hang lam co so cho két luan va ham

¥ quan tri cua dé an.
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CHUONG 3: PHAN TiCH GIAI PHAP VA KE HOACH
THU'C HIEN

Dua trén viéc danh gia thyc trang, két qua phén tich nhan t6 kham pha va phan
tich mo hinh hdi quy tuyén tinh, nghién ctru di xac dinh dugc 06 nhan té c6 tac dong
dén su su hai long cua khach hang str dung dich vu FiberVNN trén dia ban Thi xa La
Gi, Binh Thuén. Trong d6, mtc d6 anh hudng cta cac nhan t6 giam dan theo thir ty
nhu sau: (1) Su tin cay; (2) Phuong tién hitu hinh, (3) Sy dap tng, (4) Gia ca cam
nhan, (5) Nang luc phuc vu, (6) Su dong cam. Trong d6 mirc d6 tic dong cia cac
nhan t6 va giai thich dugc sy thay doi ctia yéu t6 sy hai long cta khach hang st dung
dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuén, cu thé nhu sau:

- Nhan t6 sy tin cdy dong vai tro quan trong nhat, co tac dong tich cuc nhat d6i
voi su hai long cia khach hang sir dung dich vu FiberVNN tai dia ban La Gi, VNPT
Binh Thuén. Vé6i hé s6 B chudn hoa Bl = 0,608, nhan té s tin cdy giai thich dwoc
60,8% su thay d6i ctia yéu t6 sy hai 10ng ctia khach hang sir dung dich vu Fiber VNN
tai dia ban La Gi, VNPT Binh Thuan. Piéu d6, c6 nghia [a VNPT Binh Thuan can ¢
nhirng chinh séch, trién khai thue hién céc viéc nhu: cong tac tinh todn cudc phi phai
1d rangva chinh x4c, dam bao tdc d6 dudng truyén véi cam két; Pau cubi khach hang;
trién khai cac bién phap nang cao chat luong dich vu.... nham tac dong tich cuc hon
dén su hai long cua khach hang st dung dich vu FiberVNN tai dia ban La Gi, VNPT
Binh Thuan.

- Thur hai 14 tdc dong cia phuong tién hitu hinh Ién sy hai 1ong cuia khach hang
st dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuan v6i hé sb B chuan
hoa B2 = 0,170, nhan t& phuong tién hiru hinh dong vai tro quan trong thir 2, ¢6 tac
dong tich cuc dbi voi su hai long cua khach hang st dung dich vu FiberVNN tai dia
ban La Gi, VNPT Binh Thuan. Nhan t6 phuong tién hiru hinh giai thich dugc 17%
su thay ddi cua yéu td su hai long cia khach hang st dung dich vu FiberVNN tai dia
ban La Gi, VNPT Binh Thuén. Diéu d0, c6 nghia 1a VNPT Binh Thuén cin ¢ nhiing

chinh sach, trién khai thuc hién cac viéc nhu: Pau tu, mé rong mang cap quang trén
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dia ban huyén; T4p trung md rong kénh ban hang, diém giao dich cuia VNPT chét
lugng va hi€u qua, tang tinh chu dong, linh hoat .... nham tac dong tich cyc hon dén
su hai long cua khach hang sur dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh
Thuan.

- Thtr ba v6i hé s6 p chuan hoa B3 = 0,131, nhan té sy dap ing 1én su hai long
cua khach hang st dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuan,
nhan té sy dap ung dong vai trd quan trong thir 3, c6 tic dong ddi v6i su hai long cia
khach hang sur dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuan. Nhan
t6 sy dap ung giai thich duoc 13,1% su thay doi cua yéu té sy hai 1ong ctia khach
hang str dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuéan. Diéu do, co
nghia 1a VNPT Binh Thuan can co nhiing chinh sach, trién khai thuc hién cac viéc
nhu: Can quan tim tao ra nhiéu kénh ding ky lap dat, hd trg da dang hinh thtc dang
ky, thi tuc nhanh gon; Quan tim dao tao nang cao k¥ ning giao tiép ciia nhan vién,
nhat 13 b phan k¥ thuat, Can hoan thién quy trinh stra chira cac su ¢6 ki thuat trong
thoi gian ngin nhét c6 thé.... nham tac dong tich cuc hon dén sy hai 1ong cta khach
hang st dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuan.

- Thtr tu voi hé s6 B chuan hoa 4 = 0,078, nhan t6 gia ca cam nhan 1én su hai
long cua khach hang str dung dich vu Fiber VNN tai dia ban La Gi, VNPT Binh Thuan,
nhan té gia ca cam nhan dong vai trd quan trong thir 4, c6 tac dong dbi véi su hai
long cia khach hang st dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuan.
Nhan to gia cd cdm nhan giai thich dugc 7,8% sy thay ddi cua yéu t6 su hai long cua
khach hang str dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuéan.

- Tht 5 véi hé sd B chuin hoa B4 = 0,066, nhan to nang luc phuc vu 1én sy hai
long cuia khach hang stir dung dich vu Fiber VNN tai dia ban La Gi, VNPT Binh Thuén,
nhan to nang luc phuc vu déng vai tro quan trong thr 5, c6 tac dong ddi vé6i su hai
long cuia khach hang str dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuéan.
nang lyc phuc vu dép g giai thich dugc 6,6% su thay doi ctia yéu té sy hai long cua

khach hang str dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuén.
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- Cudi cung, v6i hé sb B chuan hoa B4 = 0,055, nhan t su ddng cam 1én sy hai
long cua khach hang str dung dich vu Fiber VNN tai dia ban La Gi, VNPT Binh Thuan,
nhan t6 sy dap ing dong vai trd quan trong thir 6, c6 tic dong ddi v6i su hai long cia
khach hang str dung dich vu FiberVNN tai dia ban thi xa3 La Gi, VNPT Binh Thuan.
Nhan t6 su dong cam giai thich duoc 5,5% sy thay ddi ciia yéu t6 sy hai 1ong cua
khach hang str dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuéan.

Tir két qua phan tich murc d6 tic dong ciia cac nhan té di véi véi su hai long
cua khach hang st dung dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuan &
trén. Cho théy nhén té Sy tin cay dong vai tro quan trong nhét, ¢6 tac dong tich cuc
nhét dbi vé6i su hai long cua khach hang sir dung dich vu FiberVNN tai dia ban La
Gi, VNPT Binh Thuan. Do d6, cAn phai xay dung giai phap sy tin ciy cip bach dé
nang cao sy hai long cta khach hang sur dung dich vu FiberVNN tai dia ban La Gi,
VNPT Binh Thuan, nhim cai thién su tin cay cua khach hang vi tat ca ching ta déu
biét diéu d6 cudi cung s& dan dén su tin dung san pham Fiber cta khach hang, hoan
thanh muc tiéu san xuat kinh doanh da dat ra.

Dua vao nguén luc ¢6 sén ciia VNPT mot ké hoach hanh dong chi tiét cung
cac tidu chi do ludng hiéu qua vé su tin cdy trong su hai 10ng ctia khach hang sir dung
dich vu Fiber VNN tai dia ban La Gi, VNPT Binh Thuan cin duoc thiét 1ap dé co thé
t6 chire trién khai cu thé. Noi dung ké hoach hanh dong c6 thé bao gdm: Co s& cla
ké hoach; Muc tiéu cua ké hoach; Ké hoach chi tiét va nguén luc; Ké hoach danh gia
va kiém soat viéc trién khai ké hoach hanh dong. Cu thé nhu sau:

3.1. Co s¢ dé xuit giai phap

VNPT Binh Thuan nhén thiy rang sy tin cdy cua khach hang 1a yéu t6 quan
trong dé duy tri va phat trién thi phan trong linh vuc cung cap dich vu internet. Viéc
xdy dung va duy tri niém tin cua khach hang s& gitp ning cao su hai long va long
trung thanh, tir 46 déng gop vao sy phat trién bén viing ciia doanh nghiép.

3.2. Muc ti¢u ciia ké hoach
- Nang cao sy on dinh va dd tin cdy caa dich vu: Pam bao rang dich vu

FiberVNN ludn hoat dong on dinh va c6 d6 tin cay cao.
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- Tang cwong su hai long cia khach hang: Pap ing va vuot qua mong doi
ctia khach hang vé chét luong dich vu va hd tro ki thuat.

- X4y dung mdi quan hé bén virng véi khach hang: Duy tri va phat trién
méi quan hé lau dai v6i khach hang thong qua viéc cung cap dich vu chat lugng va
hd tro tan tam.

3.3. Ké hoach chi tiét va nguon lwc
3.3.1. Cdi thién ha tang va cong nghé:
- Nang cap hé thong mang:
+ Hoat dong cu thé:
Pau tu vao céc thiét bi mang hién dai (router, switch, cap quang, v.v.) dé dam
bao toc do va d¢ on dinh cua dich vu FiberVNN.
Tang cuong nang luc bang thong dé dap tmg nhu cau ngay cang ting cta khach
hang.
+ Nguon lye:
Ngén sach diu tu: Xac dinh ngudn ngin sach tir cic quy phat trién va dau tu.
Nhan lwe k§ thuat: Doi ngii k§ thuat chuyén mon cao dé trién khai va quan 1y
ha tang méi
Péi tac cong nghé: Hop tac v6i cac nha cung cip thiét bj cong nghé uy tin
- Kiém tra va bao tri dinh ky:
+ Hoat dong cu thé:
Thuc hién lich trinh kiém tra dinh ky cho tat ca cac thiét bi mang.
Ap dung quy trinh bao tri va nang cap thiét bi ¢é dam bao hoat dong on dinh.
Lap ké hoach dy phong va phuc ho6i dé giam thiéu thoi gian gidn doan dich vu.
+ Ngu(“)n luc:
Nhan vién bao tri: D41 ngii bao tri c6 kinh nghiém va dugc dao tao chuyén sau.
Thiét bi dw phong: Sin co thiét bi du phong dé thay thé ngay 1ap tic khi can.
- Ung dung cong nghé méi:

+ Hoat dong cu thé:
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Str dung cac cong nghé giam sat va quan 1y mang tién tién nhu Al va Big Data
dé theo ddi va phan tich hiéu suat hé thong.
Trién khai cac cong cu tu dong héa dé t6i wu hoa qua trinh quan 1y va khic
phuc su cd.
+ Ngu(‘A)n lwc:
Chuyén gia cong nghé: Doi ngii chuyén gia vé Al va Big Data
Phin mém va cdng cu: Mua sim va trién khai cac phan mém giam sat va quan
1y mang.
3.3.2 Tiang cwong doi ngii ky thudt va hé tro khdch hang:
- Pao tao nhan vién:
+ Hoat dong cu thé:
T6 chie cac khoa dao tao chuyén sau vé k¥ thuat mang va cham soc khach
hang.
Cap nhat kién thic vé cac cong nghé mdi va xu hudng trong nganh vién thong.
+ Nguﬁn lwe:
Giang vién va chuyén gia: Moi cac giang vién va chuyén gia hang dau dé
huéng dan.
Ngan sach dao tao: Dy tru kinh phi cho cac khoa dao tao dinh ky.
- Phit trién ddi ngii hd tro ky thuat 24/7:
+ Hoat dong cu thé:
Thiét 14p trung tAm hd tro ky thuat hoat dong 24/7 dé ¢am bao khach hang nhan
duoc ho tro kip thoi.
Tang cuong $6 luong va chét luong nhan vién hd tro ky thuat.
+ Nguon lyec:
Nhan vién hd tro: Tuyén dung thém nhan vién va dao tao ho dé dap ung yéu
ciu cong viéc.
Co sé ha ting hd tro: Trang bi cac cong cu va hé thdng can thiét cho trung

tam ho trg k¥ thuat.
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3.3.3. Cdi thién quy trinh cham soéc khdach hang:
- Thiét 1ap h¢ thong phan hdi khach hang:
+ Hoat dong cu thé:
Xay dung hé thong thu thap phan hdi khach hang qua céc kénh khac nhau
nhu website, email, ing dung di dong, va mang xa hdi.
Phan tich dit liéu phan hoi dé xac dinh cac van dé va cai tién dich vu.
+ Ngu(‘A)n luc:
Phin mém quan Iy phan hoi: Pau tu vao phan mém quén 1y va phan tich
phan hoi khach hang.
Nhan vién phan tich: Doi ngii nhan vién phén tich dir liéu phan hoi va dé
Xudt cai tién.
- Tao 14p cac kénh giao tiép da dang:
+ Hoat dong cu thé:
bam bao khach hang cé thé lién hé va nhan hd tro qua nhiéu kénh khéc
nhau nhu dién thoai, email, website va mang xa hoi.
Phat trién tmg dung di dong riéng dé khach hang d& dang quan Iy dich vu
va yéu cau hd tro.
+ Nguon lyec:
Poi ngii phat trién ving dung: Nhan vién ky thuat dé phat trién va duy tri
ung dung di dong.
Cong cu giao tiép: Pau tu vao cac cong cu giao tiép va hé thong quan Iy
khach hang.
3.3.4. Cac Tiéu chi Do lwong Hiéu qua:
- Po lwong sw 6n dinh va tin ciy caa dich vu:
+ Ty 18 gian doan dich vu: Theo ddi va giam thiéu ty 1& gian doan dich vu
xudng duédi 0.5% mdi thang.
+ Thoi gian khic phuc sw ¢6: Dam bao thoi gian khic phuc sy ¢b trung binh
dudi 2 gio.

- Do lwong su hai long cua khach hang:

84



+ Khao sat hai long khach hang (CSAT): Dat muc ti€u dat diém CSAT
trung binh trén 4.5/5.

+ Ty 1¢ giai quyét yéu cau hd tro 1in dau (FCR): Pam bao ty 16 FCR dat
trén 90%.

- Do lwong sw phat trién bén virng:

+ Ty 1€ gitr chan khach hang: Dat muc ti€u dat ty 1€ gitr chan khach hang
trén 95%.

+ Ty 18 khach hang giéi thiéu (NPS): Pat myc tiéu diém NPS trén 70.

3.4. K¢ hoach danh gia va kiém soat viéc trién khai ké hoach hanh dong

- B4o cao dinh ky: Thuc hién bao cao hang thang vé tinh trang dich vu, cc
su ¢d da xtr Iy va muac do hai 1ong ciia khach hang.

- Panh gia hiéu qua hang quy: To chirc cic budi danh gia hang quy dé phan
tich hiéu qua ciia cac bién phap di trién khai va diéu chinh ké hoach néu can thiét.

- Thu thip phan hoi lién tuc: Lién tuc thu thap va phan tich phan hoi tir

khach hang dé nam bat kip thoi nhitng van dé phat sinh va cai tién dich vu.

TOM TAT CHUONG 3

Chuong 3 d trinh bay tir cac két qua cac budc phan tich & chuwong 2 phan 11, ban chét
van dé cdt 18i va cac nguyén nhan chinh da duoc 1am rd. Tac gia da phan tich rd cac
nhan td tac dong dén su hai 10ng cta khach hang str dung dich vu FiberVNN tai dia
ban La Gi, VNPT Binh Thuan va xac dinh tiéu chi lya chon xay dung ké hoach hanh
dong chi tiét cho giai phap vé su tin cay trong sy hai long ctia khach hang sir dung
dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuén. N6i dung ké hoach hanh
dong bao gém: Co s& cua ké hoach, Muc tiéu caa ké hoach, Ké hoach chi tiét va nguén

luc, Ké hoach danh gia va kiém so4t viéc trién khai ké hoach hanh dong.
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PHAN KET LUAN VA HAM Y QUAN TRI NHAM NANG
CAO SU HAI LONG CUA KHACH HANG SU DUNG DICH
VU FIBER TREN PIA BAN LAGI VNPT BINH THUAN

1. Két luan vé két qua nghién ciru

Budc vao thoi dai k§ nguyén sd, véi cude cach mang cong nghiép 4.0. Pé
tai chiém vi tri s6 1 ctia minh trén thi trudong Internet cap quang ndi chung va dich
vu FiberVNN noi riéng, VNPT Binh Thuén can dic biét quan tam dén viéc nang cao
su hai 10ng cua khach hang str dung dich vu FiberVNN ctia minh dé gan két khach
hang v&i cong ty, tao ra mot rao chan viing chic trude sy 16i kéo clia cac nha cung
cép dich vu khéc. Vi vay, dé tai nay dugc nghién ctru nham xac dinh cac yéu td anh
huong dén su hai long cua khach hang st dung dich vu FiberVNN trén dia ban La
Gi tir 6 dua ra cac giai phap pht hop dé nang cao sy hai 1ong cta khach hang trén
dia ban huyén, ciing nhu gitip VNPT Binh Thuan xem xét can nhic ap dung trén
pham vi toan tinh.

Pay la dé an dau tién dugc ap dung dé danh gia sy hai 1ong ciia khach hang
vé dich vu FiberVNN ctia VNPT Binh Thuén trén dia ban La Gi. Dé tai kham phara
mo hinh thang do vé su hai 10ng ctia khach hang d6i véi dich vu Fiber VNN dura trén
cac ly thuyét vé chat luong dich vu, gid ca cam nhan va sy hai 1ong ctia khach hang
d3 duoc nghién ctru va cong nhan trén thé giéi.

Theo nghién ctru ciia dé tai thi cdc yéu td anh huong dén sy hai long cua
khach hang st dung dich vu FiberVNN cua VNPT Binh Thuan trén dia ban La Gi
dugc do ludong bang 6 nhan té véi 28 bién quan sat.

P6i véi muc tiéu (1): Két qua nghién ctru cho thiy 06 yéu té doc 1ap tac dong
dén sy hai long cua khach hang sur dung dich vu FiberVNN cua VNPT Binh Thuan
trén dia ban La Gi VNPT Binh Thuin nhu mé hinh dé xuét. Khoéng ¢6 ti€u chi nao bi
dap vién danh gia khong dat yéu cau nghién ctru.

Poi voi muc tidu (2): Két qua nghién ciru da xac dinh dugce 06 nhan té c6 mirc

d6 anh huong dén sy hai 1ong ctia khach hang str dung dich vu Fiber VNN caa VNPT
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Binh Thuén trén dia ban La Gi VNPT Binh Thuan theo thtr ty mirc d§ anh hudng ctia
céc nhan t6 giam dan theo thir tu nhu sau: (1) Sy tin cdy; (2) Phuong tién hiru hinh,
(3) Su dap tmg, (4) Gia ca cam nhan, (5) Nang luc phuc vu, (6) Su déng cam.

Po6i voi muc tiéu (3): Dua trén két qua kiém dinh mo hinh va tham van
chuyén gia, nghién ctru dé& xuit mot sd giai phap nhim nang cao sy hai long cia
khach hang str dung dich vu FiberVNN cua VNPT Binh Thuan trén dia ban La Gi
VNPT Binh Thun nhu muc tiép theo.

Can clr két qua khao sat cac nhan t6 anh huong dén sy hai 10ng cta khach
hang sir dung dich vu Fiber VNN trén dia ban La Gi va két qua kiém dinh, phén tich
hoi qui, tac gia kién nghi nham thic day su hai 10ng ciia khach hang sir dung dich vu
FiberVNN tai dia ban La Gi.

2. Mot s6 ham ¥ quan tri nhim nang cao sw hai long ciia khach hang sir
dung dich vu Fiber VNN tai dia ban Thi xa La Gi

Dua trén két qua nghién ctru va phén tich & chuong 2 Phan II, muén nang cao
su hai long cua khéach hang sir dung dich vu FiberVNN tai dia ban La Gi, tac gia dé
xuat mot sb ham ¥ quan tri can phai thuc hién theo thir ty wu ti€n nhu sau:

2.1. Vé ndng cao sw tin cdy

Su tin cay tac dong cung chiéu dén sy hai long cua khach hang sur dung dich
vu FiberVNN, day 1a yéu t6 tic dong 16n thir 1 (gia tri tuyét di Beta 13 0,608). Can
ctr trén két qua nghién ctru dé nang cao su hai 1ong cta khach hang sir dung dich vu
FiberVNN, VNPT Binh Thuan céan thiét phai trién khai thyc hién:

Pam béo téc do dudng truyén dung v6i cam két va duong truyén hoat dong
ludn 6n dinh: Thir nhat 13, giam sat bang thong, luu luong dé nang cao téc do cam
két theo tirng nhoém khach hang; Thir hai 13, khoan cach tir hop két cudi dén nha
khach hang phai dam bao cy ly khong qua 350 mét. Pau tu thém cac splitter dé giam
chiéu dai sub quang dén nha thué bao. Thir ba 13, Thiét bi dau cudi tai khach hang d&
dang thao tac cai dat két ndi, cai dat va thay d6i mat khau wifi tao thuan loi cho cong

tac huong dan, ho tro k¥ thuat tir xa cho khach hang dat hiéu qua cao.
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Cong tac tinh toan cudc phi phai rd rang va chinh xac, khuyén khich va c6
chinh sach khuyén khich khach hang st dung géi cudc (goi cude tra trudc va goi
cudc tra sau).

Pam bao thoi gian lap dat dudng truyén nhanh, dung thoi gian quy dinh cta
tirng loai khach hang wu tién. Khong dé khach hang doi 1au va phan nan.

Trién khai cac bién phap gaim sat dudng truyén hang ngay hang tuan nham
dam bao viéc khach hang tir khi 1ap dat dich vu dén nay duong truyén hoat dong ludn
on dinh; Mit khac, trién khai cac chuong trinh nang cao chét luong dich vu (mang
lu6i, TBDC) nhu can chinh k¥ thuat onsite tai nha khach hang, huéng dan khach
hang va hoic hé tro AP/Mesh. Thuong xuyén chim séc cac thiét bi dau cudi tai nha
khach hang c6 thoi gian sir dung trén 5 nam, néu phat hién hu hong thi thay thé kip
thoi. St dung déng nhét mot chung loai thiét bi dau cudi.

2.2. Vé cdi thign yéu t6 phwong tién hitu hinh

Can ctr két qua nghién ctru va phén tich & chuong 2 phan II cho thiy yéu to
Phuong tién hitu hinh tic dong cing chiéu vé6i sy hai 1ong cta khach hang sir dung
dich vu Fiber VNN, day 1a yéu tb tac dong 16n thir 2 dén sy hai long cta khach hang
st dung dich vu FiberVNN ctia VNPT Binh Thuén tai dia ban Thi xa La Gi (gia tri
tuyét ddi Beta 1a 0,170). Do do, mudn nang cao sy hai long cua khéach hang st dung
dich vu FiberVNN tai dia ban La Gi, VNPT Binh Thuén can tap trung nguén luc dé
nang cao murc d6 hai 1ong cua khach hang dbi véi yéu t6 phwong tién hiru hinh. Cu
thé can phai cha trong thuc hién mét sb giai phap nhu sau:

Pau tu, mo rong mang cap quang trén dia ban Thi x4, trong d6 can tap trung
mo rong tai khu vuc phét trién du lich Cam Binh, Tan Tién, Binh Tan...... Chat
luong mang cap quang dam bao theo diing qui chuan k¥ thuat ciia Nha nudc

Tap trung mé rong kénh ban hang, diém giao dich cia VNPT chat lugng va
hi€u qua, tang tinh chui dong, linh hoat trudc su thay ddi chinh sach quan ly nha nudc:
Chu yéu 13 hé thong dai 1y, cong tac vién ban hang, t6 chtrc nhidu d6i ban hang luu
dong.

Chuyén do61 30% nhan vién thu cudc sang nhan vién ban hang, thu cudc.
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Tiép tuc hoan thi¢n kénh ban hang TCDN va hoan thién co s¢ dir [icu KHDN.

Phan giao lai dia ban cho nhan vién kinh doanh theo huéng chia nho dia ban
dé tiép can ban hang va chiam séc khach hang tét hon.

Phat trién kénh ban hang online: x4y dung va t6 chirc cho doi ngii nhan vién
kinh doanh truyén thong va ban hang qua website, mang xa hoi facebook, zalo...

Tap trung chuyén d6i hé thong kénh ban hang phu hop véi diéu kién va mo
hinh kinh doanh trong méi trudng sd.

Chuan hoéa cac kénh dai 1y tir hinh 4nh bang hi¢u nhan dién thuwong hi¢u, tap
huin mot s6 k¥ ning co ban vé ban hang va chim soc khach hang, c¢6 chinh sach hoa
hong cho kénh nay phu hop.

2.3. Vé ndng cao sw ddp ting

Cin cr két qua nghién ciru va phan tich & chuong 2 Phan II cho thay yéu t6 su
dap tung cua dich vy tac dong cung chiéu voi sy hai 10ng ctia khach hang sir dung dich
vu Fiber VNN, déy 1a yéu t6 tac dong dung thir 3 dén su hai 1ong ciia khach hang (gia
tri tuyét d6i Beta 1a 0,131). Do d6, mudn nang cao mirc do hai 10ng cua khach hang
d6i v6i dich vu Fiber VNN tai dia ban La Gi, VNPT Binh Thuan can nang cao vai tro
quan trong ctia nhan vién va tap huin cho nhan vién dé nang cao mirc do hai 1ong cia
khach hang d6i v6i yéu té su dap tng. Cu thé can thyc hién mot sb giai phap nhu sau:

- Can quan tim tao ra nhiéu kénh dang ky lap dat, hd tro da dang hinh thic
ding ky, thu tuc nhanh gon, nhan vién k§y thuat duong day van phai tiép nhan va nhap
hop dong 1én phan mém diéu hanh san xuat; nén chuyén d6i hop dong cung cép dich
vu qua hop ddng s thay vi hop dong bang gidy nhu hién nay.

- Quan tAm dao tao ning cao k¥ ning giao tiép cua nhan vién, nhat 13 bd phan
k¥ thuat. Tang cudong hd trg k¥ thuat tir xa cho khach hang, dam bao két ndi internet
tdt nhat, viéc khic phuc su cd ky thuat hi€u qua tranh khach hang bao hong lap lai.

- Tap trung dao tao thém, dao tao lai cho ddi ngii nhan vién céac kién thuc vé
chiam soc khach hang, giai quyét khiéu nai cling nhu thai d6, hanh vi phai nhiét tinh,

lich su, tan tinh hudng dan khach hang st dung cac dich vu. Ngoai ra, cac 18i sy ¢d
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duong truyén, hu hong thiét bi... can duge xir Iy nhanh chéng hon, ddy 13 mot van
dé ma hau hét cac khach hang quan tdm dén khi sir dung dich vu vién thong.

- Can hoan thién quy trinh stra chita cac su ¢ k¥ thuit trong thoi gian ngén
nhat c6 thé, thoi gian hoan thanh tir lic khach hang bao hong dén Iic nghiém thu
xudng con 04 gio thay vi 08 gio nhu hién nay, dé dam bao khach hang khong phan
nan, khong anh hudng dén cong viée ciia khach hang, khong gian doan viéc truy xudt
dir li€u cua céc cong ty.

- Pay manh cong tac truyén thong vé dich vy, dic biét 1a cac goi cudc Home,
Home TV, Home Combo, . . . cic chuwong trinh khuyén mai va cham séc khach hang
trén cac kénh truyén hinh qudc gia, cac phuong tién thong tin dai chiing, cic trang
mang xi hoi dé quang bé dich vu rong rdi dén khach hang. Trén Website cia VNPT
Binh Thuan phai cap nhat thong tin dich vu nhanh chéng, chinh xac va ro rang.

- Khong thé pha nhén vai trd quan trong cuia nhan vién trong qua trinh phuc
vu khach hang. Vi vy, doi hoi nhan vién luén phai nang cao trinh d¢ thi maéi c6 kha
nang dap tmg dugc cac yéu cau phire tap va da dang cua khach hang. Dé thuc hién
t6t didu nay, don vi can: - Nha quan 1y can thuong xuyén to chic cac khoa dao tao
bdi dudng kién thirc nghiép vu, k¥ ning chuyén mon ngan han cho nhan vién dic biét
1a cac nhan vién k¥ thuat, ban hang, tu van tong dai. - Chuan hoa phong giao dich
khach hang tai don vi, tir trang thiét bi phuc vu dén ky nang can thiét cho doi ngll
nhén vién, c¢6 co ché giam sat cua lanh dao don vi dé chan chinh kip thoi cac hanh
dong, thai do khong ding muc trong giao dich véi khach hang.

- Nha quan 1y can tip huan cho nhan vién VNPT, ludn tiép nhan va tra 10i tat
ca cac thong tin ctia khach hang lién quan dén don vi dam bao day du cac yéu cau vé
dich vu ctia khach hang va theo ddi cho dén khi hoan thanh, tranh t6 ra qué ban ron
ma lo 13 khach hang. - Cap nhat thudng xuyén, ddy du cac thong tin vé dich vu trén
trang dién tir ciia don vi cac thong tin vé khach hang, cac tién ich theo ddi cung cap
dich vu, hoa don, tu van st dung dich vy, thanh todn hoa don truc tuyén, thu tuc, hd

s0,... dé khach hang tién theo doi, dé giam sat va dé thuc hién.
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2.4. Vé cam nhén vé gid cd

Tiép theo, Cian cir két qua nghién ciru va phan tich & chuwong 2 Phan II cho
thiy yéu t6 gia ca cam nhén cua dich vy tac dong cing chiéu véi sy hai 10ng cia
khach hang st dung dich vu FiberVNN, day 1a yéu t6 tic dong dimg tht 1 dén sy hai
1ong cua khach hang (gia tri tuyét dbi Beta 1a 0,078). Do d6, mudn nang cao murc do
hai long cua khéach hang ddi v&i dich vu FiberVNN tai dia ban La Gi, VNPT Binh
Thuan can tap trung ngudn luc dé nang cao mirc d6 hai long cua khach hang d6i voi
yéu tb gid ca cam nhan cua dich vy. Cu thé can thuc hién mot sb giai phap nhu sau:

VNPT Binh Thuin can c6 nhiéu géi cude phi hop véi timg nhoém ddi tuwong
khach hang va phu hop véi ting giai doan cu thé. Cé chinh sach gia cudc ap dung
d6i voi trudong hop ban hang trén kénh online.

Co go6i cudc tich hop céc dich vu nhu: FiberVNN + MyTV, FiberVNN + di
dong Vinaphone.

Khuyén khich 4p dung nhiéu goéi cudc tra trude phu hop nhu: Goéi cude tra
trude 6 thang duoc sir dung dich vu 7 thang, géi cudce tra trudc 12 thang sur dung 14
thang.

Trong pham vi qui dinh ctia Nha nuéc, VNPT Binh Thuan c6 cac chuong trinh
khuyén mai cho khach hang nhu: Khuyén mai khong thu cudc hoa mang lap dat dich
vu, nang téc do dudng truyén nhung gia gbi cude khong thay doi.

C6 chinh sach gia cude canh tranh hip dan va gianh riéng cho khach hang tir
doanh nghiép khac chuyén sang sir dung dich vu cia VNPT Binh Thuan dé thu hut
161 kéo nhom ddi twong khach hang nay.

Vao cac ngay ky niém cua khach hang nhu sinh nhat, ngay thanh 13p doanh
nghiép, cac ngay 1&, tét, . . . VNPT Binh Thuén cé chuong trinh chim soc khach hang
phu hop véi timg ddi twong nhu: khach hang dic biét, khach hang 16n, khach hang 1a
t6 chtrc doanh nghiép, khach hang c4 nhan. Hinh thtrc nhu thim héi, ting qua, chuc

mig, chuong trinh bao dudng thiét bi dau cudi tai nha khach hang.
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Chu trong trang bi thay thé, bd sung may moc, thiét bi phuc vu cong tac nhu:
May vi tinh, phdn mém quan 1y tinh cude, may do quang, may han quang, bd cong
cu cit bAm cap quang, . . .

Déy manh cong tac truyén thong vé dich vu, dic biét 1a céc g61 cudc Home,
HomeTV, HomeCombo, . . . cac chuong trinh khuyén mai va chdm séc khach hang
trén cac kénh truyén hinh qudc gia, cac phuong tién thong tin dai chiing, cac trang
mang xi hoi dé quang ba dich vu rong rii dén khach hang. Trén Website cia VNPT
Binh Thudn phai cap nhat thong tin nhanh chong, chinh xac va rd rang.

2.5. Vé yéu t6 niing lyc phuc vu

Nang luc phuc vu anh hudng dén su hai long cua khach hang st dung dich vu
FiberVNN ¢ mirc d6 nhat dinh (gia tri tuyét dbi Beta 13 0,066). Tuy nhién, cin ctr
trén két qua nghién ctru dé nang cao sy hai 1ong cia khach hang sir dung dich vu
FiberVNN, VNPT Binh Thuén can phai luu ¥ dén yéu t6 ndy va tip trung trién khai
mot sd giai phap sau:

Vin phong, tru s¢ giao dich khang trang, bé thé, thuan tién giao dich. Thay thé
mdt s6 bang hi¢u nhan dién thuong hiéu VNPT da cii, m¢. Trang tri ndi thét phong
giao dich ding chuan va thong nhat theo qui dinh cua Tap doan, thuan tién giao dich
va lich su.

Trinh 6 chuyén mon, tay nghé ctia nhan vién: Thuong xuyén to chirc tap huén,
bdi dudng k¥ ning mém cho luc lugng lao dong truc tiép tiép xtc véi khach hang.
Hang nam to chirc tap huan thi danh gia nang luc k¥ thuat viéen VNPT 4.0. Hinh thirc
t6 chirc 1a truc tiép hodc gian tiép thong qua hé théng dao tao truyc tuyén
Elearning.vnpt.vn ctia Tap doan.

Déi voi luc luong lao dong ki thuat vién thong: Ting cudng cong tac dio tao,
tap hun bd sung kién thirc cong nghé thong tin va k§ ning quan hé khach hang.

Dbi véi luc lwong nhan vién kinh doanh: Pao tao bo sung cac k§ ning ban

hang va k¥ nang vé quan hé.
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C6 16 trinh bd sung luc lugng lao dong tré co trinh do chuyén moén nghiép vu
dugc dao tao co ban trong thoi dai cong nghiép 4.0, c¢6 k¥ nang mém tét cho ca lao
dong k¥ thuat va kinh doanh.

2.6. Vé yéu té sw dong cam

Cubi cung, Su dong cam anh huéng dén su hai long ctia khach hang sir dung
dich vu FiberVNN & muc d6 nhét dinh (gia tri tuyét d6i Beta 1a 0,055). Tuy nhién,
can ct trén két qua nghién ciru dé nang cao su hai 1ong ctia khach hang st dung dich
vy FiberVNN, VNPT Binh Thuén can phai luu y dén yéu té nay va tap trung trién
khai mot sb giai phap sau:

VNPT Binh Thuén luén t6n trong quyén loi cia khach hang. Nhan vién VNPT
Binh Thu4n ludn hudng vé khach hang, ludn lang nghe va ludn ludn thau hiéu duoc
nhu cau cua quy khach hang.

Nhan vién VNPT san sang ho trg k¥ thuat, khic phuc su ¢d dich vu cho khach
hang nhanh nhat. Bao dam thuc hién dtng thoi gian sta chita cho khach hang, dic
biét 1a nhém khach hang dac biét, khach hang 16n, khach hang t6 chirc, doanh nghiép.
Viéc stra chita phai dit diém han ché viéc khach hang bao hong lai nhiéu 1an, han ché
ty 1€ khach hang béo hdong lap lai dudi 4%.

VNPT Binh Thuan c6 thong tin hd tro k¥ thuat cho khach hang: Trén trang
Web cua VNPT Binh Thuén, thong tin dugc in trén thiét bi dau cudi, cac to roi, pano,
téng dai hd trg khach hang 800126/119.

Tat ca cac khiéu nai cta khach hang déu dugc VNPT Binh Thuan giai quyét
theo dung qui trinh, ddm bao nhanh chéng va hai hoa quyén lgi ciia khach hang. Bén
canh do thi luc luong giai quyét khiéu nai duoc dao tao bai ban, ¢6 tac phong mém
déo, thai d§ phuc vu nhe nhang, lich sy, kién nhan, biét léng nghe y kién khach hang,
¢6 k¥ ning dam phan, thuyét phuc tét.

3. Han ché va huéng nghién ciru tiép theo
Nghién ctru di c6 sy dong gop tich cuc dbi véi VNPT Binh Thuén trong viée

nang cao su hai long cta khach hang cling nhu kinh doanh dich vu FiberVNN trén
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dia ban Thi xd La Gi. Tuy nhién, do gi6i han vé thoi gian, kinh phi va ning lyc thuc
hién cia tac gia, dé tai nghién ctru cling ¢ mot sé han ché nhu sau:

Gi6i han vé khong gian: Nghién ctru chi duoc thuc hién dbi v6i khach hang
dang sir dung dich vu FiberVNN cua VNPT Binh Thuén trén dia ban Thi xa La Gi
nén kha ning tong quat chua cao.

Gi6i han vé ddi twong khach hang: Nghién ctu chi tip trung vao dbi tuong
khach hang dang str dung dich vy FiberVNN trén dia ban Thi xa La Gi nén két qua
nay c6 thé khong thé tmg dung dong loat cho tat ca cac khach hang.

Nghién ctru chi tap trung dé cap dén chét lugng dich vy, chét luong phuc vy,
gia ca dich vu ma chua dé cap dén cac linh vuc khac nhu: gia tri thwong hi¢u, gia tri
khach hang, loi thé canh tranh, qui m6 doanh nghiép... van dé nay dua ra mgt hudng

di nita cho nghién ctru tiép theo.

TOM TAT PHAN III

Phan III d3 trinh bay tom tit cac két qua nghién ctiru dinh lwong tir chuong 3
phén I1, két luan vé céac két qua da thu duoc qua nghién ctru mure do tac dong cua cac
yéu t c6 anh huong dén sy hai 10ng ctia khach hang ddi v6i dich vu Fiber VNN cua
VNPT Binh Thuan trén dia ban Thi xa La Gi. Tur d6, ham y quan tri nham giup cac
nha quan 1y trong viéc nang cao su hai 1ong ctia khach hang d6i voi dich vu Fiber VNN
cua VNPT Binh Thuén trén dia ban Thi xa La Gi. qua d6 duy tri khach hang hién
hiru, gan két gitta khach hang vai don vi, ciing nhu phat trién thém nhiéu khach hang
moi, chiém lai vi tri 12 nha cung cip dich vu FiberVNN s 1 trén dia ban tinh Binh
Thuan. Ngoai ra, d¢ an ciing néu 1én cac han ché trong nghién ctru va huéng nghién

ctru tiép theo.
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PHU LUC 1: DAN BAI THAO LUAN

Phu luc 2.1: Dan bai thao ludn nhém

Xin chao cac Anh/Chi.

T6i dang nghién ctru cac yéu t6 anh hudng dén sy hai 10ng ctua khach hang sir
dung dich vu FiberVNN ctua VNPT Binh Thuén trén dia ban Thi xa La Gi1 dé lam lam
luan van thac si chuyén nganh quan tri kinh doanh. Hom nay t6i rat han hanh duogc
don tiép cac Anh/Chi dé cuing thao luan vé sy hai 10ng ctia khach hang st dung dich
vu FiberVNN cta VNPT Binh Thuén trén dia ban Thi x3 La Gi. Rét mong Anh/Chi
tham gia dong gop y kién va xin luu y cidc Anh/Chi rang khong c6 cau tra 10i nao 1a
dung hay sai, tat ca cac y kién trung thuc ctia cac Anh/Chi déu dong gbp vao su thanh
cong cta nghién ctru nay. Ban than toi rat mong nhan duoc sy hd trg va cong tic chan
tinh cua Anh/Chi.

Phin I: Tim hiéu cac yéu té c6 thé anh hwéng dén sw hai long ciia khach
hang

1. Theo Anh/Chi, sy hai long ctia khach hang ddi vé6i dich vu FiberVNN cua
VNPT Binh Thuédn duoc thé hién qua cac yéu to nao? Vi sao? Yéu td nao quan trong?
Vi sao?

2. C6 thé do luong dugc bang cac yéu td nay hay khong? Vi sao?

3. Ngoai nhitng yéu t6 ma Anh/Chi da néu, nhitng yéu t6 con lai sau day c6 anh
huong gi dén su hai 10ng cua khach hang d6i véi dich vu Fiber VNN ctiia VNPT Binh
Thuan hay khong? (1an luot gidi thiéu nhitng thang do sy hai long theo mé hinh da
chuén bi).

Phan II : Khing dinh lai cic yéu to su hai long

Anh/Chi vui long xem cac yéu t6 trong ciing mot nhom (dwa ra cac yéu té thude
ting thanh phan cta sy hai 10ng cta khach hang d6i véi dich vu Fiber VNN ciia VNPT
Binh Thuin theo mé hinh di chuén bj) va cho biét ¥ kién vé cach phan chia nhom.

Theo Anh/Chi, dé do ludng sy hai long cua khach hang d6i voi dich vu
Fiber VNN ctia VNPT Binh Thuén thi cac yéu t6 nén phan chia thanh timg nhém nhur
thé nao dé phan anh két qua do luong t6t nhat? Vi sao?

Phu luc 2.2: Két qua thao ludn nhém

Két qua thao luan nhom chuyén gia théng nhit cho thay khach hang quan tim
dén cac yéu t6 hai long nhu sau:

Yéu t6 sur tin cly

1. Téc @6 dudng truyén dir lidu dang véi cam két.

2. Cong ty tinh toan cudc phi ro rang va chinh xac.

3. Thoi gian lap dat duong truyén nhanh.



dai, .

4. Tur khi lap dat dén nay duong truyén hoat dong ludn 6n dinh.

Yéu t6 sw dap tng

1. Thu tuc dang ky nhanh chong va don gian.

2. Hinh thire hd tro 1am thu tuc ding ky da dang.

3. Cong ty giai quyét xir 1y su ¢ dich vu nhanh.

4. Thai d6 tiép nhan va xt 1y khiéu nai nhiét tinh va trach nhiém.

5. Nhan vién xtt Iy sy ¢6 ¢ k¥ ning tot

6. D& dang lién hé v6i Cong ty khi c¢6 khiéu nai (qua nguoi phu trach, qua tong
)
7. Thong tin dich vu r6 rang, day du trén website.

Yéu t6 ning lue phuc vu

1. Trinh d6 chuyén mén, tay nghé ctia nhin vién cao.

2. Nhén vién ludn an can, niém nd v4i khach hang.

3. Nhén vién cong ty ludn giai dap thoa dang cac thic mic ctia khach hang.

4. C6 nhiéu hinh thire tu van lap dat.

5. Nhén vién phuc vu ngoai gid hanh chinh.

Yéu té sy dong cam

1. Nhén vién cong ty ludn lang nghe va hiéu dugc nhu cau ciia quy khach hang.
2. Cong ty thuong céd cac chuong trinh cho khéach hang trai nghiém dung thur

dich vu.

3. Cong ty ludn ton trong quyén loi ciia khach hang.

4. Cong ty c6 thong tin hd tro ki thuat cho khach hang.

5. Cong ty giai quyét khiéu nai nhanh.

6. Cong ty san sang ho tro k thuat cho khach hang.

Yéu t6 phwong tién hiru hinh

1. Chit luong cap quang, thiét bi ddu cudi dén nha khach hang tét, ding qui

chuan.

2. Vian phong, tru sé giao dich khang trang, bé thé, thuan tién.

3. Nhan vién lam viéc co déng phuc dep, dé nhan dién va than thién.

4. Cong ty c6 may moc, trang thiét bi hién dai.

5. Cong ty co kénh phan phdi rong khip, nhiéu diém giao dich.

6. Cong ty c6 mang cap quang rong khap.

7. Tranh, anh, tai li€u gidi thi¢u vé dich vu caa cong ty rat dep, dé nhé.
Yéu tb gia ca cam nhin

1. Gia cudc clia cong ty co tinh canh tranh so véi cac nha cung cap khéc.
2. Cong ty c¢6 nhidu goi cude phu hop.

3. Gia cudc lap dat ban dau ctia cong ty ré hon so voi cac nha cung cap khac.
4. Cong ty thudng co cac chuwong trinh khuyén mai.



5. Cong ty c6 chuong trinh cham séc khach hang vao cac ngay ky niém, 18, tét.

Yéu t6 Sw hai long

1. Anh chi danh gia co s& vét chit ki thuat ciing nhu cong nghé vién thong cia
cong ty la rat tot, rat hién dai.

2. Anh chi danh gia chét luong dich vu FiberVNN dang sir dung nhin chung 13
rt tot.

3. Dich vu FiberVNN ciia cong ty ma anh/chi dang str dung xtig dang vdi tién
ma anh/chi chi tra.

DANH SACH CAC CHUYEN GIA THAM GIA NGHIEN CUU PINH TiNH

Stt Ho va tén Chirc vu Pon vi cong tac
01 [Lwong Nguyén Khang |Giam doc VNPT Binh Thuan
02  |Pham Van Quang Pho Giam doc Trung tdm Kinh doanh
N Truong Phong Ké
03 |[Nguyén Van Diing , VNPT Binh Thuan
toan — K& hoach
04 |[Nguyén Thi Ngoc Tram Giam ddc KHDN -Trung tam Kinh doanh
05 [Nguyén Hiru Vinh Pho Giam doc Phong ban hang 3
Trudng Phong
06 |Lé Trung Tri . VNPT Binh Thuan
KV thuat — Bau tu
07  [Pham Thi Thay Pho Giam ddc KHDN -Trung tam Kinh doanh
08 |[Pham Minh Cuong Phé Giam déc Trung tim Vién thong 3
09 [Nguyén Thai Kién Giam dbc Trung tim Piéu hanh thong tin
N , Chuyén Vién Ké
10 Nguyén Thai Cudong oach VNPT Binh Thuin
oac




PHU LUC 2: BANG CAU HOI NGHIEN CUU PINH LUQONG

Xin chao Anh/Chi!

Chung t6i dang thuc hién mot sb nghién ciru vé su hai 1ong cua khach hang dbi véi
chét luong dich vu FiberVNN cua VNPT Binh Thuan trén dia ban Thi xa La Gi. R4t
mong Anh/Chi danh it thoi gian tra 10i gitp ching t6i hoan thanh mot sb cau hoi dudi
day va xin lvu ¥ rang khong ¢ cdu tra 101 ndo 1a dung hay sai, tat ca cac ¥ kién dong
g6p déu rat gia tri va hitu ich cho viéc nghién ctru cia chung t6i. Chung t6i rat mong
nhéan duoc sy hd trg va cong tac chan tinh cia Anh/Chi.

Xin chan thanh cam on quy Anh/Chi!

Phin I: Xin Anh/Chi vui 1ong cho biét mirc d9 dong ¥ ciia minh ddi véi cac
phat biéu sau day vé s hai long d6i véi dich vu Fiber VNN ma Anh/Chi da
va dang dung theo thang do tir 1 dén 5 bing cach khoanh tron vao 6 thich
hop.

(Véi quy wée: 1. Hoan toan khéong dong y; 2. Khong dong ¥; 3. Trung hoa; 4. Dong
¥; 5. Hoan toan dong )

Mirc do dong y
Hoan
toan Hoan
Stt  (Cac phat biéu khon | Khong | Trung A .
A . Pong y | toan
g dongy | hoa ddne v
dong gy
y
Su tin cay
T;( A \ t A ~ 1'}\
| ?C d(_)’ .du’ong ) ruyen dir liéyl 1 ) 3 4 5
ding véi cam két
) 96ng fy ti}lh torén cudc phi rd | ) 3 4 5
rang va chinh xéc
) Thoi gian lap dat duong truyén | ) 3 4 5
nhanh
T khi lap dat dich vu dén nay
4 duong truyén hoat dong ludn 6n 1 2 3 4 5
dinh
Su dap ing

Vi



Thu tuc dang ky nhanh chong
va don gian

Hinh thtc hd tro lam thu tuc
dang ky da dang

Cong ty giai quyét xir 1y su cd
dich vu nhanh

Thai d6 tiép nhan va xir Iy khiéu
nai nhiét tinh va trach nhiém

Nhan vién xt 1y su co co k|
nang tot

10

Dé dang lién hé véi Cong ty khi
c6 khiéu nai (qua nguoi phy
trach, qua tong dai, ...)

11

Thong tin dich vu 13 rang, day
du trén website

Nang luc phuc vu

12

Trinh do chuyén mon, tay nghé
cua nhan vién cao

13

Nhan vién luén an can, niém no
v6i khach hang

14

Nhén vién cong ty ludn giai dép
thoa dang cac thic mic cua
khach hang

15

C6 nhiéu hinh thtrc tu véan lap
dat

16

Nhan vién phuc vu ngoai giogj
hanh chinh

Sw dong cam

17

Nhan vién cong ty ludn ling
nghe va hiéu duoc nhu cau cua
quy khach hang

18

Cong ty thuong co cac chuong
trinh cho khach hang trai
nghi¢m dung thtr dich vu

19

Cong ty ludn ton trong quyén

loi cua khach hang

Vii




20

Cong ty c6 thong tin hd tro k¥
thuat cho khach hang

21

Cong ty giai quyét khiéu nai
nhanh

22

Cong ty san sang ho tro k¥ thuat
cho khach hang

Phuong tién hitu hinh

23

Chat lugng cap quang, thiét bi
dau cudi dén nha khach hang
t6t, dung qui chuan

24

Vian phong, tru s¢ giao dich|
khang trang, bé thé, thuan tién

25

Nhan vién lam viéc cd dong
phuc dep, dé nhan di¢n va than|
thién

26

Cong ty c6 may moc, trang thiét
bi hién dai

27

Cong ty c6 kénh phan phoi rong
khap, nhiéu diém giao dich

28

Cong ty c6 mang cap quang
rong khap

29

Tranh anh, tai liéu gi6i thiéu vé
dich vu cua cong ty rat dep, d&
nh¢d

Gia ca cim nhan

30

Gid cudc cua cong ty co tinh|
canh tranh so véi cac nha cung
cap khac

31

Cong ty c6 nhiéu gbi cude phil
hop

32

Gia cude lap dat ban dau cual
cong ty ré hon so vdi cac nhal
cung cap khac

33

Cong ty thuong co cac chuong

trinh khuyén mai

viii




Cong ty c6 chuong trinh cham| 1 2 3 4 5
34 soc khach hang vao cac ngay ky
niém, 18, tét

Sw hai long

Anh chij danh gia co sé vat chat
15 ky thuat cling nhu cong nghé
vién thong cua cong ty 1a rat tot,

rat hién dai

Anh chi danh gia chit luong
36 dich vu FiberVNN dang su 1 2 3 4 5
dung nhin chung 14 rat tot

Dich vu FiberVNN cua cong ty
37 ma anh/chi dang st dung xtimg 1 2 3 4 5

dang véi tién ma anh/chi chi tra.

Phin II: Y Kkién nhan xét ciia Anh, Chi

1/Theo Anh/Chi yéu t6 nao 13 quan trong anh huéng dén su hai long trong khi sir
dung dich vu FiberVNN cua VNPT Binh Thuan?

2/ Theo Anh/Chi VNPT Binh Thuén nén lam gi dé dap Gng yéu cau caa Anh/Chi?
Anh/Chi can hd trg gi?

Phén III: Mt s6 thong tin khac

1. Gidi tinh: o Nam o N

2. Py tudi: o Du6i20 o Tir20 dén dudi 30 o Tur 30 dén dudi 45
0 Trén 45 tudi

3. Trinh d hoc van: 0 Pho thong 0 Trung cép, cao dang

o Pai hoc o Sau dai hoc
4. Thu nhap hang thang:

0 Duéi 10 trigu 0 Tt 10 trigu dén dudi 15 triu
o Tir 15 triu dén dudi 20 triéu o Tur 20 triéu tré 1én

5. Loai khach hang:

o Ca nhan, Ho gia dinh 0 T6 chirc, Doanh nghiép

6. Qui mo6 doanh nghiép (chi danh cho khach hang 1a doanh nghié¢p):

0 Dudi 10 lao dong 0 Tur 10 dén dudi 50 lao dong

o Tir 50 dén dudi 300 lao dong o Tir 300 lao dong trd 1én
M@t lan nita, xin chan thanh cam on sw nhiét tinh gitp dé ciia quy Anh/Chj!



PHU LUC 3: KET QUA THONG KE MO TA MAU KHAO
SAT

Statistics

Gioitinh Dotuoi Trinhdo QM_DN Thunhap | Loai KH

Valid 388 388 388 388 388 388

N Missing 0 0 0 0 0 0
Gioitinh
Frequency Percent Valid Percent Cumulative
Percent

Nam 189 48.7 48.7 48.7
Valid  N@ 199 51.3 51.3 100.0

Total 388 100.0 100.0

Dotuoi
Frequency Percent Valid Percent Cumulative
Percent

Duoii 25 tuoi 4 1.0 1.0 1.0

26 + 35 tuoi 102 26.3 26.3 27.3
Valid  Tu 30 den 45 163 420 420 69.3

Tren 45 119 30.7 30.7 100.0

Total 388 100.0 100.0

Thunhap
Frequency Percent Valid Percent Cumulative
Percent

Dw6i 10 triéu 86 222 22.2 22.2
Valid Tir 10 trigu dén dusi 15 302 77.8 77.8 100.0

triéu

Total 388 100.0 100.0

Loai KH

Frequency Percent Valid Percent Cumulative

Percent




Valid

Ca nhan, Ho gia dinh
T& chire, Doanh nghiép

Total

349
39
388

89.9
10.1
100.0

89.9
10.1
100.0

89.9
100.0

Xi




PHU LUC 4: KET QUA XU LY SPSS

4.1. Két qua kiém dinh d tin ciy ciia thang do

- Thang do Nang luc phuc vu

Reliability Statistics

Cronbach's

Alpha

N of ltems

775

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if tem Deleted Total Alpha if Item
Correlation Deleted
ASS1 14.16 4.459 .780 .651
ASS2 14.21 4.567 .676 .686
ASS3 14.11 6.435 .089 .880
ASS4 14.12 4.779 .647 .699
ASS5 14.08 4.895 .672 .694
Reliability Statistics
Cronbach's N of ltems
Alpha
.880 4
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Iltem Deleted if tem Deleted Total Alpha if Item
Correlation Deleted

ASS1 10.60 3.553 .840 .806
ASS2 10.65 3.597 751 .842
ASS4 10.56 3.911 .670 .873
ASS5 10.52 3.997 .707 .859

xii




- Thang do Sw dap ung

Reliability Statistics

Cronbach's
Alpha

N of ltems

.852

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if tem Deleted Total Alpha if Item
Correlation Deleted
RES1 20.59 13.055 .811 .800
RES2 20.60 13.223 774 .806
RES3 20.28 14.052 725 .816
RES4 20.33 14.092 724 .816
RES5 20.39 13.913 .704 .818
RES6 20.50 14.473 .623 .830
RES7 20.44 18.536 .003 .908
Reliability Statistics
Cronbach's N of ltems
Alpha
.908 6
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if ltem Deleted Total Alpha if ltem
Correlation Deleted

RES1 17.17 12.384 .828 .878
RES2 17.18 12.557 .789 .885
RES3 16.86 13.307 .753 .890
RES4 16.91 13.422 .738 .892
RES5 16.98 13.237 718 .895
RES6 17.09 13.752 .643 .906
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- Thang do Gia cd cim nhan

Reliability Statistics

Cronbach's
Alpha

N of Items

.874

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if tem Deleted Total Alpha if Item
Correlation Deleted
PRI1 14.18 6.427 .760 .832
PRI2 14.26 7.008 .669 .855
PRI3 14.15 6.830 .653 .859
PRI4 14.22 6.586 714 .844
PRI5 14.14 6.885 715 .844
- Thang do Phwong tién hiru hinh
Reliability Statistics
Cronbach's N of Items
Alpha
.811 7
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if ltem Deleted Total Alpha if Item
Correlation Deleted

TAN1 20.59 9.137 732 .752
TAN2 20.57 9.300 712 757
TAN3 20.68 9.237 720 .755
TAN4 20.68 9.104 714 .755
TANS 20.75 12.688 -.044 .881
TANG 20.58 10.348 448 .803
TAN7 20.62 9.435 .684 762
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Reliability Statistics

Cronbach's

Alpha

N of ltems

.881

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
TAN1 17.26 8.701 .766 .848
TAN2 17.25 8.900 736 .853
TAN3 17.35 8.854 739 .853
TAN4 17.35 8.740 729 .854
TANG6 17.25 9.977 458 .898
TAN7 17.30 8.948 .730 .855
- Thang do Su tin cay
Reliability Statistics
Cronbach's N of ltems
Alpha
.852 4

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Iltem Deleted if tem Deleted Total Alpha if Item
Correlation Deleted
REL1 10.65 4.036 T11 .805
REL2 10.58 3.970 725 .798
REL3 10.57 4.148 678 .819
REL4 10.59 4.057 .659 .827

XV




- Thang do Sw dong cam

Reliability Statistics

Cronbach's N of ltems
Alpha
731 6
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if tem Deleted Total Alpha if Item
Correlation Deleted
EMP1 17.75 7.073 .338 .733
EMP2 17.76 6.140 .654 .635
EMP3 17.73 6.130 .705 .622
EMP4 17.71 6.537 .580 .661
EMP5 17.74 6.333 .602 .652
EMP6 17.93 8.670 .015 .808
Reliability Statistics
Cronbach's N of ltems
Alpha
.808 5
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
EMP1 14.35 6.472 .345 .849
EMP2 14.37 5.520 .685 .743
EMP3 14.34 5.501 741 727
EMP4 14.32 5.871 .619 .764
EMP5 14.35 5.710 .629 .760
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- Thang do su hai long ctia khach hang

Reliability Statistics

Cronbach's
Alpha

N of ltems

.831

Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Iltem
Correlation Deleted
SAT1 7.06 1.986 678 779
SAT2 7.00 1.922 718 .740
SAT3 6.98 1.989 676 .781

4.2. Két qua kiém dinh thang do bang phan tich nhéin t6 kham pha EFA

- Bién ddc lap lan 1

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 910
Approx. Chi-Square 7439.613
Bartlett's Test of Sphericity  df 435
Sig. .000

XVii




Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
Loadings Loadings
Total % of Cumulative Total % of Cumulative | Total % of Cumulativ
Variance % Variance % Variance e %
1 10.565 35.216 35.216| 10.565 35.216 35.216 | 4.018 13.394 13.394
2 2.622 8.741 43.957 2.622 8.741 43.957 3.971 13.235 26.629
3 2.185 7.282 51.239 2.185 7.282 51.239( 3.499 11.665 38.294
4 1.994 6.647 57.887 1.994 6.647 57.887 | 3.394 11.312 49.606
5 1.707 5.690 63.577 1.707 5.690 63.577| 2.922 9.742 59.348
6 1.628 5.426 69.003 1.628 5.426 69.003 ( 2.897 9.656 69.003
7 .850 2.834 71.837
8 724 2.413 74.250
9 .667 2.223 76.473
10 .584 1.948 78.422
11 522 1.741 80.163
12 507 1.690 81.853
13 467 1.556 83.409
14 448 1.494 84.904
15 434 1.447 86.351
16 .396 1.321 87.672
17 .392 1.305 88.977
18 .376 1.254 90.232
19 .352 1.172 91.403
20 332 1.106 92.510
21 .307 1.022 93.532
22 .302 1.007 94.538
23 .281 .937 95.475
24 .268 .892 96.367
25 .253 .842 97.209
26 .235 .783 97.992
27 .200 .668 98.660
28 .155 515 99.176
29 131 436 99.611
30 117 .389 100.000

Extraction Method: Principal Component Analysis.
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Rotated Component Matrix?

Component

1 2 3 4

RES2 .815
RES1 779
RES3 .756
RES5 737
RES4 727
EMP1 426
TAN1 .827
TAN7 778
TAN3 .769
TAN4 .756
TAN2 725
RES6 515 .552
ASS2 .862
ASS1 .853
ASS5 714
ASS4 672
TANG 671
PRI4 .768
PRI3 .765
PRI1 .761
PRIS .751
PRI2 .736
EMP3
EMP2
EMP4
EMPS
REL2
REL3
REL4
REL1

321

871
.809
.796
.782

793
.781
.781
.764

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

- Bién doc lap lan 2

XiX




KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Approx. Chi-Square

Bartlett's Test of Sphericity  df

Sig.

.904
6792.423

378
.000

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
Loadings Loadings
Total % of Cumulative | Total % of Cumulative | Total % of Cumulative
Variance % Variance % Variance %
1 9.784 34.944 34.944| 9.784 34.944 34.944| 3.657 13.061 13.061
2 2.566 9.165 44109 | 2.566 9.165 44109 3.541 12.645 25.707
3 2.169 7.748 51.857 2.169 7.748 51.857 | 3.480 12.428 38.134
4 1.971 7.040 58.897| 1.971 7.040 58.897 | 3.385 12.089 50.223
5 1.685 6.019 64.917 1.685 6.019 64.917 | 2.849 10.176 60.399
6 1.558 5.563 70.480( 1.558 5.563 70.480 | 2.823 10.081 70.480
7 729 2.605 73.085
8 677 2417 75.502
9 .587 2.098 77.600
10 .523 1.868 79.468
11 .506 1.808 81.275
12 470 1.677 82.953
13 459 1.639 84.592
14 428 1.527 86.119
15 .396 1.414 87.533
16 .387 1.382 88.915
17 .365 1.303 90.219
18 .344 1.230 91.449
19 .331 1.183 92.631
20 .307 1.096 93.727
21 .289 1.032 94.759
22 .281 1.005 95.764
23 .255 910 96.674
24 .249 .891 97.564
25 .230 .822 98.386
26 .193 .691 99.077
27 141 .504 99.581
28 17 419 100.000

Extraction Method: Principal Component Analysis.

XX




Rotated Component Matrix?

Component

3

4

TAN1
TAN3
TAN4
TAN7
TAN2
RES2
RES3
RES1
RES5
RES4
ASS2
ASS1
ASS5
ASS4
TANG
PRI3
PRI4
PRI1
PRI5
PRI2
REL2
REL3
REL4
REL1
EMP3
EMP2
EMP4
EMP5

.809
.788
779
.753
.739

.814
.764
751
751
.743

.863
.856
722
.680
.668

770
.768
.762
.748
.740

.795
.784
.784
.765

.875
.810
.807
779

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.
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- Bién phu thudc

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 721
Approx. Chi-Square 441.533
Bartlett's Test of Sphericity  df 3
Sig. .000

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings
Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2.244 74.803 74.803 2.244 74.803 74.803
2 413 13.772 88.574
3 .343 11.426 100.000
Extraction Method: Principal Component Analysis.
Component Matrix?
Component
1
SAT2 .881
SAT1 .858
SAT3 .856
Extraction Method:
Principal Component
Analysis.
a. 1 components
extracted.
4.3. Két qua phan tich twong quan va hoi quy
- Phan tich twong quan
Correlations
SAT F | ASS F RES F PRI F TAN F EMP F REL F
Pearson Correlation 1 508" 583" 484 .559™ 273" .799”
SATF Sig. (2-tailed) .000 .000 .000 .000 .000 .000
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N 388 388 388 388 388 388 388
Pearson Correlation 508" 1 490™ 402" 575" 154" .395™
ASS_F  Sig. (2-tailed) .000 .000 .000 .000 .002 .000
N 388 388 388 388 388 388 388
Pearson Correlation 583" 490™ 1 525" 519" 249" .455™
RES_F  Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 388 388 388 388 388 388 388
Pearson Correlation 484" 402" 525" 1 466" A79” .364"
PRI_F Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 388 388 388 388 388 388 388
Pearson Correlation 559" 575" 519” 466~ 1 226" .385™
TAN_F  Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 388 388 388 388 388 388 388
Pearson Correlation 273" 154" .249™ A79” 226" 1 .203™
EMP_F  Sig. (2-tailed) .000 .002 .000 .000 .000 .000
N 388 388 388 388 388 388 388
Pearson Correlation 799 395" 455" .364™ .385" .203" 1
REL_F  Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 388 388 388 388 388 388 388
**_Correlation is significant at the 0.01 level (2-tailed).
- Phén tich hdi quy
Model Summary®
Model R R Square Adjusted R Std. Error of the | Durbin-Watson
Square Estimate
1 .8622 743 .739 344 2.133
a. Predictors: (Constant), REL_F, EMP_F, PRI_F, ASS_F, TAN_F, RES_F
b. Dependent Variable: SAT_F
ANOVA-®
Model Sum of Squares df Mean Square F Sig.
Regression 130.386 6 21.731 183.843 .000°
1 Residual 45.036 381 118
Total 175.421 387

a. Dependent Variable: SAT_F
b. Predictors: (Constant), REL_F, EMP_F, PRI_F, ASS_F, TAN_F, RES_F

XX




Coefficients?

Model Unstandardized Standardized t Sig. Collinearity Statistics
Coefficients Coefficients
B Std. Error Beta Tolerance VIF
(Constant) -.520 .148 -3.519 .000
ASS_F .070 .036 .066 1.970 .039 .600 1.666
RES_F 119 .032 131 3.765 .000 557 1.795
1 PRI_F .083 .034 .078 2.455 .015 .659 1.518
TAN_F 193 .039 170 4.904 .000 .560 1.785
EMP_F .058 .029 .055 2.012 .025 918 1.090
REL F .625 .031 .608 20.014 .000 731 1.369
a. Dependent Variable: SAT_F
Histogram
Dependent Variable: SAT_F
MMean = 1.93E-15
Stel. Dew. = 0.992
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Regression Standardized Residual
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Mormal P-P Plot of Regression Standardized Residual
Dependent Variable: SAT_F
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Scatterplot
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Dependent Variable: S
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