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Nghien CLTU cac yeu to anh hucmg den quyet djnh 
tiep tyc su dyng djch vy cua thue bao di dpng tra truoc 
trong dieu l<ien duac phep chuyen mang giO nguyen so 

• TS. DUOHG H Q U T U Y S N - Trudng Dgi hoc Giao thdng vdn tdi 

T 6 M T A T ' Theo Cgc Vien thong (Bd Thdng tin 
v i Truyin thong), da c6 kholng 1,2 tn^u thue bao 
dang ky chuyen mang giu so giua 4 nha mang 
chfnh ciia thi trudng vien thong di ddng tai Viet 
Nam, trong dd c6 81% thue bao chuyen mang 
thanh c6ng, Ket qu i do cho thay, sy hi i long, sy 
trung thanh ciia khach hang ve djch vu di dpng t r i 
fruoc cua cic nhi cung cap tren thi truong dang 
bi suy g i im Noi dung bai b io se tap trung nghien 
CL/u cic ylu tfi CO bin ^nh hudng den quyet dinh 
tiep fuc sd dung djch vu ciia thue bao di ddng t r i 
trudc trong dieu kien cic doanh nghiep tnen khai 
dich vu chuyen mang giu so de thu hut thue bao 
dl ddng ciia cac nha mang khic, Ket qu i nghien 
ciru da cho thay, nhin to ve chat luong dich vu la 
CO t ic dpng manh nhat v6i he so hoi quy chuan 
hoa l i 0,541 (sig = 0,000), nhin to hinh inh doanh 
nghiep tJung thu ba va co tac dpng nhd nhat 

TC/ K H 6 A - Vien thong, y dinh, di dpng, khach hang 

ABSTRACT: According to the Department of 
Telecommunications, Ministry of information and 
Communications, there have been about 1.2 million 
subscnbers registering to switch network among 4 
mam carriers of the mobile telecommunications 
market in Vietnam, of which 81% of subscribers 
have successfully switched network That result 
shows that the customers' satisfaction and loyalty 
of prepaid mobile service of providers in the market 
IS declining. The content of the article will focus on 
studying the basic factors affecting the decision 
of prepaid mobile subscribers on continuing to 
use the sen/ices in the condition that enterpnses 
carry out network switching service by retaining the 
original number to attract mobile subscribers from 
other carriers The result of the study shows that 
the factor of service quality has the greatest impact 
with the standardized regression coefficient of 
0 541 (sig = 0.000) The factor pf business image 
ranks third and has the smallest impact 
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intention. 

I.DATVAND£ 
Theo Thdng tu sd 35/2017/rr-BTTTT ngiy 

23/11/2017 quy djnh v l vile chuyin m^ng vi ln thdng dl 
ddng mat d i t gid nguyin so cua BdThdng tin v l Truyin 
Thdng thi eic thue bao di ddng t r i trudc eua cie mang 
di dpng tai Vi l t Nam dupe ph ip thue h i ln eic budc d n 
th i l t theo quy djnh de chuyen td nh i eung d p dich vy 
nay sang nh i cung d p djch vu khic til ngiy 08/01/2018. 
TCf dd den nay (thdi d i lm th ing 10/2019), theo Cyc Vi ln 
thdng, Bd Thdng tin v i Truyin thdng, da cd kholng 1,2 
tr i lu t hu l bao d ing ky ehuyin mang giir s6 gida 4 nh i 
mang chinh ciia thi trudng v i ln thdng di dpng tai Vilt 
Nam, trong dd ed 81% thu l bao ehuyin mang th inh 
cdng.ThUetedddiehira ring, d c thu l bao di ddng t r i 
trUde cd nhu c iu dich ehuyin tCf nh i cung cap niy sang 
nha cung d p khic l i rat Idn. Di lu niy l im cho sd lupng 
thu l bao cua d c nhi cung d p thay ddi lien tuc. Kit qu i 
do cho thay, sU h i i long, su trung th inh eiia khieh h ing 
v l dich vu di ddng t r i trudc ciia d c nh i cung cap tr^n 
thj trudng dang bi suy gi im. tCf dd ddi hdi cle doanh 
nghilp eung d p dich vu vien thdng d n cd nhdng gi i i 
phip thich hop nhim han ch i tdi da quyet djnh chuyin 
sang nha cung d p khie, dong thdi thu hut th im nhdng 
khich hang mdi ciia cie nhi eung d p khie den vdi 
doanh nghiep. Ndi dung bi i b io se t i p trung nghiin 
edu eic y lu td co b in inh hudng den quylt dinti t i l p 
tuc sif dyng dich vu cua thue bao di ddng t r i trudc trong 
dieu ki ln eic doanh nghilp trien khai dich vy chuyen 
mang gid so d l thu hiit thue bao di ddng eiia d c nh i 
mang khic. Kit qu i nghiin ciru da cho thay, ed nhin td 
v l chat luong djch vu l i cd t ic ddng manh nhat vdi h i 
50 hoi quy ehuan hda la 0,541 (sig = 0,000), nhin td hinh 
Inh doanh nghi lp dirng thdba va ed t ie ddng nhd nhat, 

2. CO sd LY THUYET VA M 6 H I N H N G H I C N CtfU 
2.1. Ly thuylt v l hanh vi khich hing 
Khach h ing dupc hi lu l i ngudi c6 nhu cau v i mong 

mudn v l mpt sin pham. Viec mua eiia ho cd the xiy ra 
nhung khdng cd nghia mua l i chinh hp se sddung sin 
pham do. Khich hang I I thi trudng ciia doanh nghilp, 
ddng thdi khieh hang lai l i mdt trong nhifng lUc luang 
- y lu td quan trong nhat ehi phdi mang tinh quyl t dmh 
tdi d c hoat dpng marketing ciia doanh nghilp. Khieh 
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h ing dupe chia lam khich h ing ca nhan v i khich hing 
td chUe. Hinh vi khich h ing l i ln quan d i n nhung suy 
nghi, d m nhin, thai dp v i nhdng hanh vi m l khach h ing 
thue hien trong qu i trinh tieu dung sin ph im - dich vy 
dudi sU t ic ddng eiia nhdng t ie nhin mdi trudng. 

2.2. Cic yeu to I n h hudng den quyet ^ n h t i lp 
tuc sif dung dich vu 

Theo cich t i l p can v i nghiin cdu ve sU h i i long cua 
khieh hing khi sddung djch vu ndi ehung, djch vy vien 
thdng di ddng ndi r i lng, khi khieh h ing khdng h l i Idng 
v l mdt yeu td n io do v l dich vy di ddng cua nha cung 
d p thi khich h ing se c6 t im ly v l th i ln hudng tim k i lm 
cie nh i cung d p khic de thda man nhu d u eiia minh 
v i dupe phye vu tdt hon.Trong eic md hinh nghien edu 
v l su h i i Idng ciia khich hing, md hinh do lUdng cie ehi 
sd h i i Idng eiia khieh hing (CSl), md hinh nghiin edu ve 
chit luong dich vu ciia Gronroos (1984) da d l cap d i n 
cie y lu td co b in inh hudng d i n quyl t djnh t i l p tuc 
sif dyng djch vy, bao gdm eic yeu to nhu sU h i i Idng 
cua khich hing, chit luong dich vu, ehi phi djch vu, hinh 
inh eiia doanh nghilp. 

Theo nghien cifu cua Asubonteng (1996), chat 
luong djch vu la pham vi m i mdt djch vu d ip dng duoc 
nhu clu v l ky vong cua khich hang trong khi theo 
Bitner, Booms v l Tetreault (1990), chit luang djch vu l i 
th i i dd bi lu h i ln sU dinh gia tdng the. Chit lupng djch 
vu edn ed t h i dUOc dinh nghTa l i su khic biet gida ky 
vpng v i d m nhin ciia khich h ing v l dich vu (Fornell 
v i edng sU, 1996). Nlu nhu sU ky vpng Idn hon hieu qu i 
cua djch vy thi khich hing se khdng thda man v l chat 
lupng v i do dd ho khdng hi i Idng v l chit luong dich vu. 
Lehtinen (1982) cho ring, chat lUpng djch vu phl i dupe 
d inh g i i t r ln hai khia canh l i qu i trinh dich vu va k i t 
qu i cua djch vu. Chat lupng djch vu di dpng dupe hieu 
l i k i t qu i tdng hpp ciia cie ehi tieu the hien mû c do h i i 
Idng ciia ngudi sd dyng dich vu ddi vdi djch vy di ddng. 

Su h i i Idng cua khich hing, theo Philip Kotler 
(2007), sy thda min - h l i Idng ciia khich h ing (customer 
satisfaction) 11 mde dd ciia trang th i i d m giic eiia mdt 
ngudi b i t ngudn td vilc so sinh k i t qua thu dupe til 
vilc t i lu dung sin pham/dieh vu vdi nhdng ky vpng eiia 
khach hing. Su h i i Idng eiia khich hing l i t i m trang/ 
d m giic eiia khach hing v l mdt djch vu, khi sU mong 
dpi cua hp dupe thda man hay dupe d ip ifng vupt mife 
trong suot vdng dc^ eua dich vu. Khieh hing dat dupc sU 
thda man se cd dupe Idng trung thanh v i t i l p tuc mua 
dich vy ciia doanh nghilp (Fornell v i edng su, 1996). 

Hinh i nh doanh nghilp dupc hi lu I I d m nhin 
ehung cua khieh hang v l doanh nghiep Theo dd, n lu 
doanh nghilp tao dupe hinh Inh tdt trong Idng khach 
h ing thi hp d l d ing t»d qua nhifng th i lu sdt trong qua 
trinh sd dyng dich vy. Ben canh do, Gronroos (1984) 
cung ehi ra r ing, hinh Inh doanh nghiep l i tai sin vd g i i 
cua doanh nghi|p va cd t ic ddng tieh cue d i n d inh g i i 
ciia khich h ing v l chit luong dich vu, gia tri san pham 
v i s u h i i Idng cua hp. 

Quylt dinh t i l p tuc sd dyng dieh vu ciia khich 
h ing t h i hi ln sy h i i Idng cua khich hing vdi dich vy. 
Ddi vdi dich vu v i ln thdng ndi chung, djch vu di ddng 

noi rieng, d inh g i l v l chit lupng dich vy ma khach hang 
e lm nhin dupc se t ie dpng Idn d i n quyet dmh t'^P *^^ 
hay khdng t i l p tyc sif dung dich vy ngol i cac y lu td hen 
quan d i n chi phi sd dyng, v l cdng t i c ehim sdc khich 
h ing cua nh i cung c ip. 

2 3 . Md hinh v l g i i thuylt nghiin ctAi 
Dua t r ln d c nghien cifu trudc nhu nghi in cifu 

eiia Gronroos (1984), nghi in cdu ciia Feicket (2001) v i 
Philip Kotler (2007) cung nhu nghi in edu eiia Fornell v i 
edng sU (1996), t ie g i i d l xu i t md hinh v i d e g i l thuyl t 
nghien cdu nhUsau: 

cim linwg dich vy | ^^ 

y 

Hinh 2.1: Hd hinh nghiin cuu 

Gil thuyet HI , Chit lupng dich vy ed t i c ddng d in 
quyet dinh t i l p tuc sif dyng djch vu eiia khieh hing. 

Gi l thuyl t H2. SU hi i Idng ed t i c ddng d i n quylt 
djnh t i l p tuc sif dyng dich vy ciia khieh hing. 

Gi i thuyet H3. Hinh i nh doanh nghilp cd t ie ddng 
den quyl t djnh t i l p tyc sif dyng djch vy ciia khich hing. 

3. PHUONG P H A P N G H I £ N CCTU 

3.1.Thangdoclcnhintd 
Tren eO sd k l thda eie k i t qu i nghi in cdu trude 

ciia Fornell v i cdng sU (1996) v l bd chf sd h i i Idng cCia 
khich hing tai thj trudng Hoa Ky cung nhu nghiin ciJu 
ciia Marie-Paule Bayoll v i edng sU (2000) v l md hinh 
d inh g i i sU h i i Idng eiia khich h ing ve djch vy theo 
cleh t i l p c in eiia md hinh PLS, k i t hop vdl d c nghiin 
edu trong nude ed l i ln quan nhU nghiin cifu eua Thli 
Thanh Hi (2013), nghiin edu eiia Nguyin Tuylt Khanh 
(2017) de xiy dung thang do cie nhan td. Tit d d c elu 
hdi ciia d c b i ln dUOc do ludng b ing thang do 5 mde 
dp ciia Likert, vdi 1= Khdng ddng y den 5 = Rlt ddng 
y vdl eiu hoi ehung l i : Xin eho biet mire do ddng y eiia 
khach hang ve cic nhan dmh sau, lien quan den d c y lu 
td t ie ddng den y djnh t i l p tuc sd dung djch vu di ddng 
t r i trudc trong dieu ki ln khich h ing duoc ph ip chuyen 
mang gid nguyen sd? CIc cau hdi duoe the h i ln trong 
Sdng 3.;. 

3.2. Phuong phip thu thip sd lilu 
De thu thip dd lieu phue vu phin tieh, danh g i i cie 

g i i thuylt nghiin cdu, thdng qua mang xa hoi v i thdng 
qua phan mem google doc Kit qu i ghi nhan duac l i 230 
d u t r i Idi, nhUng cd 6 d u t r i Idi khdng hop le do khdng 
du thdng tin, Cudi ciing, cd 224 d u t r i ldi dupe sd dung 
trong phin tich v i xd ly bing phan mem SPSS 20.0. 

4. K^T QUA N G H | £ N CCTU VA B I N H LUAN 

Vdi 224 phieu khio sit dupe sd dung eho ph in 
tich, cd 14,3% la khich h ing sddung mang Vinaphone 
37,5% eiia mang Mobifone, 73,7% eiia mang Viettel, cdri 
lai l i eiia d c doanh nghilp cung d p dich vu khie. Vdi 
k i t qu i dd, sd l i lu thu th ip dupe tien h inh cic budc 
phin tich t i l p theo. 
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S ^ 4.1. Kit qui kiim dfnh KMO vi Cronbach's Alpha 
Nhin (6 Thang do , KMO Cronbach's 

i I — \ *"*• 
: Hinh inh \ - Khdch hdng tin tudng 10,869 i 0,866 
doanh r>ghi#p vio cam k^t cua nhd cung I 

1 - HAON IBdyol dp dkh vu di d^ng ! | 
I v i cOr>g iU,: - Khdch hdng tin tUdng £n 
I 2000) 

Chjt luvng 
d|ch vv -CLDV 
(Fornell vd 
c^ngsM, 1996) 

dinh vd vCmg chde v6i nhd 
cung cip 

- Khdch hdng tin tk/dng 
vdo si/d6ng g6p cua doanh 
nghi$pvdixah$i 

- Khdch hdng tin tuAng 
doanh nghiep quan tdm 
d^n khdch hdng sir dgng 
dich vij ^ ^ 

Svr hdi Idng 
-SHL 
Tlidl Thanh Hd, 
2013), Nguyen 
Tuy*t Khanh, 
2017) 

Quyit dinh 
tl6p tMC sir 
dyng - QDSD 
(Sanchez vd 
C^ng sy, 2009) 

- Khdch hdng ddnh gid 0,835 0,865 
t i ng th^ chdt lirpng d(ch vy 
IdtdtsaukhlsCidyng | 

• Ch5t lupng djch vy cua 
nhd cung c jp ddp Oiig y4u ' 
cdu cua khdch hdng 

- D$ tin cdy cua khdch 
hdng v^ chdt lupng d]ch vu j 
CLianhdcungcapIdrdt l6t_ J | 

- T6i cdm thay hdi I6ng khi ; 0,815 j 0,918 
siJl dyng dich vu 

- T6i se li^p tyc sir dyng 
d|ch vg ciia nhd cung cdp j 
hl^n t^l 

-TOI seglOi thi^u d|ch vy I I 
cua nhd cung cdp hl$n t ^ i ' 
cho nhOng ngUdi khdc 

- Khdch hdng si vdn sir i ( 
dyng d|ch vy cCia nhd cung 
cdp hl^n tal do chdt lijpng 
dkh vy tfit ' 

• Khach hang se van ul 
dyng djch vu cua nhd cung 
dp hl^n lai do chl phi 
chuyen 66\ khAng hi^p ly 

- Khdch hdng sg vdn %it 
dyng djch vu cua nhd cung 
cdp hi^n tai do hinh dnh, 
thuong hi^u cua doanh 
nghiep 

- Khd ndng khdch hdng 
se vdn sir dung d|ch vu cCia 
nhd cung cap hi^n tal cao 
hon cdc nhd cung c^p khdc 

Nguon- Tfnh toin tdsoli$u dieu tia 

Cie k i t qu i kiem dinh tai Bdng 4.2 eho thiy, cic 
thang do cic nhin td nghiin edu d i u ed Cronbach's 
Alpha Idn hon 0,7 v l he so KMO cung Idn hOn 0,7 n ln 
d ip dng cic y lu d u ve dp tin cay ciia sd l i lu d i lu tra. 

Kit gud phdn tich nhdn to. 
Kit qu i phin tfch nhin t6 cho thay, cd ba nhan 

td ddc l i p vdi he sd KMo 110,792 v l phuong sai trich l i 
79.63 (Idn han 50%). 

Bing 4.2. Kit qui phin tich nhin to 

HADh44 

HADN3 

HA0N2 

Rotottd Component Matrix 

Component 

1 1 2 • 

,903 • 

.849 1 

.844 

3 

HADNl .795 

SHU 

1 SHL3 

SHL1 

CLDV3 

CLDVl 

1 CLDV2 

,919 1 

.908 , 

,844 

,907 

,898 

.760 

NguSn. Tir^ toin tusili^ diSu tra 
Kit qu i dd cho ph ip nghiin cdu t i ln h inh bUdc 

t i l p theo ciia phin tich sd lieu l i kiem djnh he sd hdi quy 
v i ph in tieh ANOVA. 

Bing 4.3. Kit qui phin tich md hinh 

Model 

' 

P 1 Rbinh 
1 phuong 

,762* J80 

Rblnh 
phuong 

hi^u chinh 

,573 

5ais6chuJn 
udc lugng 

.65375902 

H$s6 
Durbin-
Watson 

1.292 

Nguon: Tinh toin tusili$udiiu tra 
Kit qu i ph in tich md hinh hoi quy cho thiy, md 

hinh ed R'' = 0,576 va R'' duae d i lu chinh = 0,58. R' dUpc 
d i lu chinh = 0,57.3 ndi l l n dp thich hpp ciia md hinh 
I I 57,3%, Kit qu i dd cho thiy, y djnh t i l p tue sif dyng 
hay chuyin ddi nha cung d p khic ciia khich h ing c i 
nhin vdi dieh vy d i ln thoai di dpng t r i trudc phy thudc 
v io 57,3% eic y lu td nhu hinh Inh doanh nghi|p, su h i i 
Idng v l chit luang djch vu, 

Bing 4.4. Kit qui phin tich hi so hoi quy 

i "~ "" 
H^ $6 chiA chain 

_(Constant) 9,339E-017 .046 

HADN ,093 .046_ 

CLDV ,541 .054 

H«s6 
chufn 

hda 

,093 

,541 

,276 

t 

,000 

2,014 

10,007 

5,096 

MCicy 
nghia 

1,000 

,045 

,000 

,000 

Nguon. Tinh toin tusoli^diiu tra 
Ket qu i tai Sdng 4.4 cho thiy, cie he so hdi quy 

d i u Idn hon 0,1 va deu duong vdi mire y nghTa nhd hon 
0,0001 cho thay, cie g i l thuyl t nghiin cdu d i u ed y 
nghTa v i d i u duac chap nhin. Kit qu i eung eho thiy, 
trong ba nhin td nghiin edu t ie ddng d i n y djnh tiep 
tuc SLfdung hay chuyen doi nha cung d p khic thi nh in td 
ve chat luang djch vy l i cd t ie dpng manh nhat vdi h i so 
hdi quy ehuan hda l i 0,541 (sig = 0,000), nh in td sU hi i 
Idng ed t i c ddng Idn thd hai vdi h i sd hdi quy chuan hda 
la 0,276 (sig = 0,000), nh in to hinh i nh doanh nghi lp 
ddng thd ba va cd t i c ddng nhd nhat. 

5. K £ T LUAN 

Su h i i Idng v l sU trung th inh eiia khach h ing sif 
dung dieh vy ndi ehung, dich vy vien thdng ndi r i lng 
da dupe nhi lu b i i v i l t , t ie gia nghiin cdu. Pham vi bai 
b io da do ludng sut ic ddng eiia ba nhin td 11 hinh Inh 
doanh nghiep, chat luong djch vu, sU h i i Idng ciia khich 
hang inh hudng d i n y dmh t i l p tue sd dung djch vy 
di ddng t r i trudc eiia khich hang hay ehuyen doi sang 
nha mang khie trong d i lu kien dupc chuyen ddi va giit 
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nguyin sd. Kit qu i cho thiy, d ba nhan to d i u ed t ie 
ddng den y dinh tiep tue sd dung dieh vu cua nha cung 
d p hien tai eiia khich hang. Kit qu i dd eho thay. trong 
dieu ki ln t i c dpng eiia xu hudng ehuyin mang gid sd, 
n lu cie doanh nghilp eung d p dieh vu di ddng van 
duy tri v i khdng ngiflig n ing eao chit luong djch vu, gia 
t ing sy h i i Idng ciia khieh hang k i t hpp vdi n ing cao 
g i i tri v i hinh i nh thuong hieu cua doanh nghilp thi se 
giOp doanh nghilp giurchin nhijnig khieh hing hi|n tai. 
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