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TOM TAT:

Tai Viét Nam, ngiinh Vién thdng d6ng vai trd quan trong trong nén kinh (&, vira 13 nganh ha
ting, vira [a nganh kinh t€ miii nhon, ddng thdsi gép phin bdo dim an ninh quéc phong vi trit tu
xa hoi. ning cao din tri cia ngudi din. Hién nay, trén thi trudng Viét Nam cé 5 doanh nghiép
tham gia kinh doanh dich vu di déng, d6 Ia Viettel, Mobifone, Vinaphone, Vietnamobile.
Gmobile. Nhiim nang cao vi th€ canh tranh, thdi gian qua, bén canh viéc duy tri s6 lugng khéich
hang hién c6, cdc nha mang déu ting cudng md rdng, phat trién khach hing mdi théng qua do
lrdng thi hi€e cla ngudi tiéu ding. Bai viét ndy xem xét va do ludng mitc d6 4nh hudng ciia cdc
y€u tO dén Iong trung thanh cGa khich hang sit dung dich vy di dong tai TP. Pa Lat, tir dé dé xuit
mdt & him ¥ vé quan tri nhiim gia ting 1ong trung thianh cha khich hing cho cic doanh nghiép

cung cip dich vu di ddng.

Tir khéa: Su hai Iong, rao cdn chuyén ddi, 1ong trung thanh, quan trj khich hing, dich vu

di dong.

1. Dit vin dé

Tai Viét Nam. nginh Vién théng dong vai trd
quan trong trong nén kinh t€, vifa 13 mot nganh ha
tang, vira 1a mot nganh kinh t& miii nhon, dong thdi
¢6p phin bio ddm an ninh quéc phong vi trit nf xa
hoi. ndng cao dan tri ¢cha ngudi din. Viét Nam ¢é
5 doanh nghiép kinh doanh dich vu di ddng la Vi-
ettel, Mobifone. Vinaphone, Vietnamobile. Gmo-
bile. Trong d6, 3 nhi mang 16n nhat va chi€m thi
phin nhiéu nhit ld Mobifone, Vinaphone, Viettel.
Viéc phdt trién khdch hiang mdi rdt khé, nhung
viéc duy tri khach hing hi€n tai cang kho hdn. Do
dé. xdc dinh cdc y&u 18 tic dong dén sy hai long
cha khdach hang, v y&u 16 giy khé khiin cho khdch
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hing khi ¢6 ¥ dinh chuyén ddi sang nha cung cip
khdc s€ lam cd sd xdc dinh dugc cdc gidi phdp gia
ting su trung thanh cia khdch hang déi véi dich
vu di déng tai TP. ba Lat.

2. Co s6 1y thuy€t va mo hinh nghién ciu

2.1. Cosd Iy thuyét

Sir hai long ciia khdch hang

Theo Yi & Jeon (2003). cdc khdch hang gan
nhu di ¢6 mdt bd cdc tieu chuin dude thiét lip
trong tdm tri ¢da ho khi ho mudn mua mét sin
phim hay mot dich vy. Mic d9 hai long clia khidch
hang 1a mdt két qud clia viéc so sdnh cdc tiéu
chuin niy d€ nhin thifc vé sin phim di mua hoic
dich vu di nhin.
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NEu mite dd nhdn thicc vé san phim hoic dich
v dd mua phii hgp véi tiéu chudn clia khdch hang,
thi€t 1ap niy sé din d€n su hai long ciia khdch
hing va néu né khéng ddp (ng tiéu chuin cia
khdch hang thi khach hang s& khong hai long.

Rao cdn chuyén doi

Rio cdn chuyén ddi chinh 14 nhitng khé khin
s& gap phai n€u thay ddi qua nha cung cip khic
khi khiach hang khéng théa man véi dich vu hién
tai hay cdc¢ gdnh ning tai chinh, x& hdi va tim ly
ma khéach hing s& cdm nhan khi thay d6i sang nha
cung cép méi (Fornell, 1992).

Long trung thanh

Oliver (1997) da dinh nghia 1ong trung thanh
khdch hang: 13 cam két sdu sic vé viéc mua lai
hay quay lai st dung mot cdch chic chin sdn
pham/dich vu trong tudng lai, din t6i viéc mua lap
lai ciing thudng hiéu, mic dii ¢6 thé bi dnh huéng
bdi hoan cinh va cdc nd lyc cda ddi thil trén thi
trudng nhim din d&n hinh vi thay déi.

2.2. M6 hinh nghién cifu

Dira trén cdc nghién ciu cia Moon-Koo Kim,
Myeong-Cheol Park and Dong-Heon Jeong (2004)
va Zhilin Yang, Robin T. Peterson (2004), Yi &
Jeon (2003) ciing nhv thuyé&t vé sy hai long clia
Oliver (1997). K&t hgp qua nghién citu dinh tinh sd
bd, theo ¥ ki€n chuyén gia b6 sung thém yéu &
“Lgi thé cha ddi thi canh tranh”. Mé hinh nghién
cifu dé& xudt gdm 7 y€u t6 4nh hudng dén bi€n
trung gian Sy hai long khdach hang va Rao cén
chuyén déi. Cu thé:

Cic y€u t6 anh hudng dén sy hai long cia
khach hang bao gdm:

Chit lugng cude goi: Chit lugng k€t ndi cla
dich vu 14 khd ning truy cdp, k€t ndi khi khdch
hang sit dung dich vu. Chat lugng két néi dude
dénh gid théng qua tinh 8n dinh clia dich vu, d¢
d6 k&t ndi nhanh, khong bi nghén mang. khong rét
tin hiéu, vi viing phd séng rong gidp viéc két ndi
thudn Igi & mei lie, moi ndi.

Dich vu gid tri gia ting: Pem lai cho khich
hang nhiéu lya chon hon, nhiéu trdi nghiém dich
vu hon. Céc nghién citu thue nghiém ddi v6i dich
vu 3G cho thdy dich vu gid tri gia ting ndy cé tdc
dong tich cuc dén sy hai long cia khdch hang.

Chim sdc khdch hing: Hé thdng hé trg khich
hang bao gdm nhiéu yé&u t8: s6 lugng phong giao

dich phuc vu khdch hang, thai d6, nghiép vu clia
nhin vién, giao dich vién, téng dai vién...

Cdc y&u t& 4nh hudng d&€n rao cin chuyén déi
bao gom:

Chi phi ton thdt: La nhifng y&u t0 déng vai trd
nhu nhitng khé khin ngin cidn khdch hang ty do
chuyén sang cdc nhii cung cap dich vu khéc. Trong
nganh céng nghiép dich vu vién théng di dong, cdc
di€m trung thanh va cdc chudng trinh thé hoi vién
Ia nhitng thanh phan chii y&u cda chi phi chuyén
mang, bdi vi tit cd 1gi ich thanh vién va diém tich
liy ¢6 thé bi mit khi hgp déng dich vu chim ditt
hodc khdch hing chuyén d8i sang nhi cung cip
khic.

Chi phi djch chuyén: Bao gbm chi phi hda mang
méi, chi phi ddu tuf thi€t bi diu cudi, nhitng t6n that
khdc, nhu: thdi gian tim hiéu théng tin cda nha
mang mdi, gidn doan thong tin lién lac véi cdc moi
quan hé, 4nh huéng d€n cudc séng va cdng viée.

M6i quan hé giita cdc cd nhdn: M6i quan hé
kinh doanh c¢6 thé dwgc giif nguyén bdi vi mét
khach hing bi ngan cin bdi cdc rao cin vé di dong
tif viéc thay d&i nha cung cip. Mit khdc, khdch
hang ¢6 thé thyc hién cic giao dich tiép tuc, bdi vi
khédch hing ¢6 méi quan hé t8t v8i nha cung cip
dich vu.

Loi thé clia ddi thii canh trank: Khi khdch hang
nhan thi'y céc d8i thi trén thi trudng ¢6 nhiéu diém
manh han, mang lai nhiéu Igi ich hon thi kha ning
khdch hang chuyén ddi nha cung cip cao hon:
viing phi song rdng rai, chit lugng séng, cude goi
dn dinh, gid cudc goi ré, chit lugng phuc vu 161,
quan tim dén nhu cAu ctia khdch hang, nhi€u chinh
sach cham séc khach hang va nhiéu chudng trinh
khuy&n mii hip din. (Hinh 1)

3. Pdi tugng va phwdng phdp nghién ciu

3.1. Déi tugng khdo sdt

La nhitng khach hang dang st dung dich vu di
dong tai TP, Ba Lat.

3.2, Phuong phdp nghién cdu

Nghién citu duge thyc hién qua hai budc:
Nghién cifu dinh tinh s6 b§ va nghién cdu
dinh lugng.

- Nghién cifu dinh tinh s b$ dudc thuc hién qua
phéng van, thio ludn véi 8 chuyén gia va 15 khach
hing 12 nhitng ngudi dd va dang st dung dich vu di
déng tai cdc nhd mang Mobifone, Vinaphone,
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Hinh 1: M6 hinh nghién ciu dé xuét

Chat lvong cude goi
1l
Dich vy GTGT kémtheo ™
¥ : » Suhiilong cia
H3 Khach hang
Chém séc Khach hing '
Chi phi tén thit
— y
Chi phi dich chuven
_ Hs Rao cén_c_huyén
Mbi quan hé gita 3 doi
cac cd nhan H

Lai thé ctia déi ti:iﬁrcanh
tranh

Viettel. K&t qua cho thay. phan Ién cdc bi€n quan
sdt duge gilf nguyén va ¢é bo sung thém mot s&
bi€n quan sit, nhu: “Mang di dong ma 161 dang
ditng két néi nhanh, khong bi nghén mang” (Chat
lugng cudc goi), “Mang di dong ma t6i dang dimg
¢ quy trinh, thit tue khi lam dich vu don gidn nhanh
chong” (Chdm séc khich hing). “Khi chuvén déi
nhad mang. 191 phdi so sdnh cde thong rin nhe: cude
dich vu, viing phit song. chdt luong dich vu” (Chi
phi dich chuyén). “Sit dung dich v di dong 161 dang
dung la méor quvér dinh diing dan” va “Mang di
dong toF dang dong ton on dinft va bén vieng, hinh
dnh thuong hiéu 61" (Sy hai long ¢da khdch
hiing). “Khi chuvén déi nha mang, t6i cdm thav bat
tién vi gidn doan lién lac do thav d6i s6 dién thoai”
(Rdo cin chuyén déi) va "Néu ding thém sé dién
thoat, 161 5 wu tién ding 56 cia mang di djng 16i
dang dimg” (Long trung thinh cua khdch hing).

- Nghién ctfu dinh lugng duge thue hién qua
232 mau hgp 1é bing cich phidt bing héi truc
ti€p cho khdch hing tai cdc nha mang Viettel.
Maobifone, Vinaphone. Vietnamobile. Gmobile.
Théng tin thu duge tif nghién cdfu chinh thic
nhim didnh gid thang do qua hé s& Cronbach’s
Alpha va phdn tich nhin & khim phd EFA, phin
tich twdng quan va phan tich hdi quy da bién
théng qua phan mém SPSS.
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Ngudn: Tde gid 1éng hop

4. K&t qua va thao luin
K&t qua ki€m dinh vdi
9 gid thuy€t dugc ing hd
(hé s& Sig. <5%) nhu sau:
me (Bang 1)

T 5. Him ¥ v€ céng tdc
quan tri khiach hang si
dung dich vu di ding

3 Qua két qud nghién citu
Long trung thanh ¢6 7 y&u td dnh hudng dén
Lo CBACH g long trung thianh cta khdch
' hang ding dich vu di déng
Hs tai thi trudng Ba Lat thdng
qua 2 y&u 19 trung gian li
Su hai long khdch hang va
Rao ¢dn chuyén d6i. Trong
do. cé véu té Sy hai long
khdch hang tdc ddng manh
hon (B = 0,522). Va 3 yéu
16 ddc lap tdc dong tich cue
manh nhit la Chit lugng cude goi (B = 0.498),
M&i quan hé gilta cdc cd nhan (B = 0.471). Chim
séc Khdch hang (B = 0.392). M6t s§ gidi phip
duge dé xuit:

Chit trong véu 10 Chdt higng cude goi

Yé&u td chidt lugng cude goi qua nghién citu ¢6
tdc dong tich cyc nhdt dén sy hii long clia khdch
hiang (B = 0.498). B€ dim bdo tiéu chudn chit
lugng cudce goi. cde doanh nghiép cin tang cudng
ddu tr cd s& ha ting mang Iudi d€ nang cao kha
ning cung cdp dich vu: ra sodt. t61 vu héa mang
ludi. dam bdo chit lugng dich vu vién thong do
doanh nghiép cung cip ddng theo tiéu chuin, quy
chufin da cam két va cong bd. Nang cao chit lugng
vilng phi song. ving cung ¢dp dich vu di dong,
dam bdo toc dd truy nhap twdng dng vdi cic goi
dich vu cung ¢dp ra thi trudng vii céng khai tiéu
chuin chit lugng tuong dng vdi cde dich vu dang
cung cip cho khdch hing trén trang théng tin dién
tir cuia doanh nghiép.

Cdc¢ doanh nghiép thyc hién dua diéu khedn
cam két ddm bdo chit lugng dich vu cung cip cho
khich hing theo ding chidt lugng dich vu ma
doanh nghiép di c¢dng bd vao trong hop dong cung
¢dp dich vu. bin théng tin diéu kién st dung dich
vu vién thong. D6i vdi nhitng van dé ma khich
hang phin dnh, khigu nai vé chit lugng dich vu vi

-1
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Bang 1. 18ng hdp két qud kiém dinh gid thuyét

Gié” | NGi dung Hé s?’ h6i’ Gié"m .P ; !ﬁé’t qua
; thuyét 3 ) N quy chuan hoa p (hé s Sig.) | kiem dinh
e el N
Hyt SCL:\ir; Tbéncgk::;:hhr?;r?gcé tac dong tich cuc Ién 0.392 0,000 Ung ho
\ ng g‘;; 2:|u tyégntg?;’it co tac déng tich cyc 1én rao 0,101 0.003 Ung ho
He | gl:)i 22:, igﬁﬂygl;uggp ¢d tac dong tich cuc lén 0.195 0,000 Ung ho
e Gwemmenemammt g | e
T cirieuctot B S R S
Hy: Rao can chuyén déi tac dong tich c;_Jc l&n long 0.487 0.000 Ung héi

trung thanh khach hang

gid cude, cdc doanh nghiép phai nhanh chéng khic
phuc, gidi quyét.

Chii trong véu 16 M6i quan hé gita cdc cd nhan

Qua khdo sdt cho thiy, y&u t& Méi quan hé
gita cdc ¢d nhiin ¢6 tdc dong tich cyc 1én rdo can
chuyén d&i (B = 0.471). Duy tri méi quan hé gdn
b6 mit thi€t véi khdch hiang 12 y&u 6 quan trong
d€ tang long trung thanh cta khdch hing. Walt
Disney titng néi, “Hay ddi dai véi khdch hing ot
d&n mic mi ho muén quay lai thém Ian nita va rd
thém ban bé cda ho”. Tao dung dudc su gin bo
giifa cong ty va khach hang c6 thé 1am ting hi¢u
qué clia marketing truyén miéng (word of mouth)
- phuong phdp marketing hiéu qud bac nhat.

Viéc diu tién doanh nghiép mudn tao méi quan
hé t8t véi khich hiang 14 ¢6 mdt lye lugng nhin
vién lam viéc co tdm, c6 trach nhiém. ky ning,
nghiép vu 16t. Doanh nghiép thuding xuyén t6 chitc

cdc khéa hoe ning cao k¥ ning giao ti€p, chim séc
khdch hang. bén hing,..

Tao long tin & khdch hang bing nhitng cam két,
tiéu chudn phuc vu khdch hang cia doanh nghiép.
Va thuc hién t6t nhitng cam két d6. Pdm bdo
nhitng cam k&t ndy ludén mang lai I¢i ich cho khéich
hiang., luén bao mit thong tin cia khach hang.
Ngoii ra, cin da dang héa cdc kénh chim séc
khach hing, chim séc truc ti€p tai nhi, gidn tiép
qua email, dién thoai, sms, ning cao chit lugng
phuc vu cla tong dai 24/7. Thong bdo cho khdch
hang nhitng théng tin quan trong dnh hudng dén
Igi ich cia khdch hang.

Chi trong truyén théng xa hoi. Internet cé thé
hoat dong nhu mdt cong cy phuc vu rdt hiéu qua
cho doanh nghiép. Trong m6i tru@ng canh tranh
ngiy nay, mai doanh nghiép cin phdi c6 mot sy
hién dién phuong tién truyén thdng xd hdi manh
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mé dé€ k€t ndi vdi khach hang va gilt khdch hing
tham gia viio hoat ddng kinh doanh cia ho.

Doanh nghiép cin chudn bi cdc thong tin phdn
héi khach hang trén phuong tién truyén thong xi
hdi. Bing cdch d6. khdch hing sé duge dé dang
k&t ndi v6i doanh nghiép hon trén moi khia canh,
déng thdi ndm ré bt o thong tin cin thi€tl vé
doanh nghiép. Thudng xuyén 6 chic hdi thio
khdch hang, ndi dung hdi thio mang lai 1gi ich cho
khdch hing hay nhitng thay d&i vé cich quan 1v.
cie dich vy mdi....

Tuy nhién. trong nghién cifu tai thy trudng Da
Lat. d€ xudt thém yéu (6 tic dong l1én rio cin
chuyén d6i 1a "Lgi th€ cla d6i thii canh tranh ™.
Diéu ndy ding vdi thyc t€, vi hién nay khich hing
muéhn doi nha cung cdp thi khdng con chiu nhing
ton that vé chi phi nhu: chi phi hda mang mdi. khé
khin trong viéc ddi sé dién thoai. gidn doan lién
lac.. Chinh sdch mdi cha Nha nudc lién quan dén
viéc chuyén mang giit s8. khdch hing quan tim
hon dé€n nhitng chinh sdach hap din vii khdc biér
clia 461 thil, va moi quan hé ¢ling nhu mive d6 quan
tim dén khach hang ciia doanh nghiép.

Chui trong véu to chim séc khdch hang

Yé&u t8 chim séc¢ khdch hang ciing tic dong
manh dén sy hii long khiach hang (%= 0.392).
Trudc tién. doanh nghiép cin xay dung chinh sich
chdm sée khdch hing, tiéu chudn dinh gid chél
fugng dich vu, bé phin chuyén ki€ém sodt chat
lugng phuc vu cia cdc nhin vién, giao dich vién,
cde ctra hang giao dich.

Chinh sdch cham sdéc khdch hang luén duge
phin loai theo tirng dd1 tugng khach hang, khich
hiang 1du ndm. khdch hang cudc cao. khich hing
ngoai giao. khich hing VIP. khdch hing mdi st
dung,... Chudgng trinh ¢chim sé¢ khdch hang da
dang nhu vdy, khich hing s& ludn cdm thiy minh
dudgce quan tim. ning cao sy hii [ong cta khich
hiang. Xay dyng tiéu chudn ddnh gid chat lugng
phuc vy cho tirng bé phan, titng chife danh.

TAILIEU THAM KHAO:

Thudng xuyén (o chite dio tao nhin vién cdc cip
vé sin phiam, dich vu vi chi€n lude kinh doanh
cOt 151 clia doanh nghiép. cdc tiéu chudn phuc vu.
va k¥ ndng chim séc khdch hiang, k¥ ning gidi
quyét khi€u nai.

Binh k¥ hang thing. hiang quy 18 chic thi
nghiép vu chim séc khdch hang, ki€m tra bi mit
viéc thye hién cdc cam két phuc vu khdch hang
cua cide cifa hing giao dich, giao dich vién, nhin
vién thu cude.... C6 hinh thie xit 1y, ché tai cdc cd
nhin. bd phin vi pham cam két. Khen thudng cic
bo phén. ¢d nhdn thyc hién 10t cdc cam két phuc vu
khdch hing ma doanh nghiép dé xudt.

Su hai long cla khdch hang 12 mét yéu té cuc
k¥ quan trong, ching han nhy thda man tinh ¢cam.
long trung thanh, s hii 1ong vdi cdc thudc tinh cu
thé va y dinh quay trd lai. Tao mét cude khdo sdt
ddi vdi khich hiing sau mdi trii nghiém dich vu sé
giip doanh nghi¢p xdc dinh hiéu qua dich vu cia
minh. Theo ddi sy hii long véi cdc yéu o cy thé
bing cdch diit cdu héi muce tiéu, ching han nhu
“Lam thé nio dé€ ban cdm thi'y hai ldng vdi toe do
phuc vu hdm nay?™ hay “Lam thé nio ban sé ddnh
gid dd dai thdi gian ma ban dd phai cha doi?™

Theo déi cdc ¥ dinh trd lai cita hiang giao dich
biing cich héi nhitng cdu hoi nhu: “Dich vu ngiy
hdm nay ¢6 du khi€n ban quay lai diy vio ngay
mai khéng?™ hodc “Ban ¢6 nghi ring sy lua chon
cta ban ghé thim cira hing cda ching t8i 1d mot
quyét dinh diing d4n khong?™.

Céc cude diéu tra 13 mat cich tdt nhat d€ bict
duge khiich hang cim thdy nhu thé nao khi ho
hoian thién né. Théng thudng. khich hang khong
hai long & chi don gidn la khong quay trd lai mot
noi ma ho cidm thi'y khong hii long. Thudng xuyén
¢ép nhiit cdc cdng cu cdi thién chdt lugng dich vu.
Str dung céng nghé thin thién vdi khdch hang, ting
dung gidp khdch hing tw ki€m tra qud trinh st
dung dich vu cda minh. cude sif dung... giam bat
thdi gian giao dich cia khdch hang m

I. Fornell. C. (1992). A National Customer Satisfaction Burometer: The Swedish Experience. Journal of

Muarketing, 56.6-21.

214 $6 22 - Thang 9/2020




QUAN TRI - QUAN LY

2. Kim, H. (2000). The churn analysis and determinants of customer loyalty in Korean mobile phone. Korean
Information Society Review, 2000, 1-18.

3. Moon-Koo Kim, Myeong-Cheol Park and Dong-Heon Jeong (2004). The effects of customer satisfaction and

switching barrier on customer loyalty in Korean mobile telecommunication services. Telecommunications Policy,
28(2), 145-159.

4. QOliver, R. L. (1997). Satisfaction: A behavioral perspective on the consumer. Boston: [rwin McGraw-Hill.

Ngay nhin bai: 7/8/2020
Ngay phan bién dianh gia va sita chira: 17/8/2020
Ngay chdp nhin ding bai: 27/8/2020

Thong tin tde gid:

1. NGUYEN THI THU HANG

Trudng Pai hoc Bich khoa, Pai hoc Quéc gia Hd Chi Minh

2.NGUYEN THI THU THUY

Hoc vién Khoa Quén 1§ cong nghiép, Tridng Pai hoc Bach khoa, Pai hoc Quéc gia Hé Chi Minh

SOME IMPLICATIONS TO INCREASE
THE CUSTOMER LOYALTY FOR TELECOM CARRIERS

® NGUYEN THI THU HANG
Ho Chi Minh City University of Technology
Vietnam National University - Ho Chi Minh City Campus
® NGUYEN THI THU THUY
Student, Faculty of Industrial Management,
Ho Chi Minh City University of Technology
- Vietnam National University - Ho Chi Minh City Campus

ABSTRACT:

In Vietnam, the telecommunications industry plays an important role in the economy. It is the
infrastructure industry and the spearhead economic sector of Vietnam’s economy. The
telecommunications industry ensures the national security and the social order, and improve the
public awareness. There are five telecom carriers in Vietnam, namely Viettel, Mobifone,
Vinaphone, Vietnamobile and Gmobile. In order to improve the competitive position, all
Vietnamese telecom carriers laund many activities to maintain and expand their markets with
measuremenis to know consumer tastes. This paper examines and measures the impacts of
different factors on the loyalty of customers using telecommunications services in Da Lat City.
Based on this paper’s findings, some implications are presented in order to increase the customer
loyalty for telecom carriers.

Keywords:  Satisfaction, conversion  barriers, loyalty, customer  governance,
telecommunications service.
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