
Anh hu'dng cua chat lu'grng djch vu 
den SI/ hai long cua khach hang 
tai cac doanh nghiep vien thong 
tren dja ban TP. Da Ning 

TRCTCJNG HOANG HOA DGYEW 
HUYMH TIMH CAT" 

Torn tat 
Bdi vie't sff dung phuang phdp phdn tich dinh lugng nhdm tim ra nhffng nhdn td'dnh budng di'n 
suhdi ldng cua khdch hdng tgi cdc doanh nghiep viin thdng tren dia bdn TP. Dd Ndng. Ki't 
qud nghiin cffu cho thdy. co 4 nhdn id thudc chdt lugng dich vw, gom: Mffc do ddp ffng; Sutin 
cgy; Phuang tiin hffu hinh; Ndng lffc phuc vu dnh hudng din sU hdi long cua khdch hdng lgi 
cdc doanh nghiep viin thong tren dia bdn TP. Dd Ndng. 

Tit khda: doanh nghiip. quyi't dinh. nghien cffu. dnh hudng, khdch hdng 

Summary 
The article uses quantitative method to discover factors impacting customer satisfaction with 
telecommunications companies in Da Nang city. The outcome points out four components of 
service quality, including Responsiveness, Reliability, Tangibles and Assurance that affect 
customer satisfaction with those companies. 
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Giai THIEU 

Da Nang dang la ttpng diem phdt trien du hch, dich 
vu cua mien Trung va ca nffdc, ngay cdng cd nhieu cdc 
cdng ty nffdc ngoai den dau tff ve nhieu llnh vUe. Dieh vu 
viln thdng do dd cd nhieu ed hdi phdt trien. Tuy nhien, 
bdn canh nhiihg co hdi, cdn cd ca nhihig khd khdn thdeh 
thffc. Dac biet la sff hien dien cua cdc nha dau tff nffdc 
ngoai vdi cdng nghe hidn dai, kinh nghiem quan ly, tiem 
lffc tdi chinh va tam anh hudng khdng nhd cua cde dich 
vu thay the, xua't phat tff nhu cau va ddi hdi ngdy mdt 
cao tff ngffdi diing. Do do, cae doanh nghiep vidn thdng 
tten dia ban TP. Da Ndng can cd nhffng giai phdp cu the 
dd tao dffng dffdc uy tin do'i vdi nhdm dd'i tffdng tiem 
ndng nay, ben canh nhiiYig giai phap cai iidn edng nghe, 
cdeh dffa san pha'm tdi khdch hang, cham chiit va quan 
tam ddn ngffdi sff dung eiing la giai phdp hieu qua nha't 
thdng qua chd't Iffdng dicb vu chdm sdc khdch hdng. 

CO sd LY THUYET VA PHl/ONG PHAP 
NGHIEN CLfU 

Crf sof ly thuyet 
Theo Parasuraman ZeithamI va Berry (1985), chat 

Iffdng dich vu id khi cam nhdn cua khach hang ve mdt dich 

vu da tao ra ngang xiiiig vdi k^ vong trffdc 
dd eua hp. Cdc tdc gia cung ky vong ttong 
chd't lffdng dich vu Id nhffng mong mud'n 
ciia khach hang, nghia la hp cam tha'y nhd 
cung cd'p phai thuc hien, chff khdng phdi se 
thffc hien cde yeu cau ve dieh vu. 

Gronross (1984) cho rdng, sff hdi Idng 
cua khach hang nen danh gia trong mdt 
thdi gian ngan, cdn cha't Iffdng dich vu 
nen ddnh gia thai dd ciia khdch hdng ve 
dich vu do trong khoang thdi gian ddi. 

Theo nghien effu cua Parasuraman vd 
cdng sff (1988). cd 10 lieu chi ddnh gid 
cha't Iffdng dich vu, gom: Dp tin cdy; Khd 
nang dap ffng; Ndng lffc phue vu; Tiep 
can; Lich sU; Thdng tin; Tin nhiSm; Dp 
an todn; Hieu bidt khdch hang; Phffdng 
tien hi?u hinh. 

Nghien cffu ciaa Le Thi Thuy (2017) 
cho rdng, cac nhan td, gdm: Gid cd; Sff 
thuan tien; Khuyen mdi: Djch vu gia 
tang; Hd trd khdch hang vd Thffdng hieu, 
deu anh hffdng ddn sff hai ldng cua khdeh 
hang dd'i vdi dich vu mang vien thdng 
Vinaphone tren dai ban TP. Dd Ndng. 

*, ", TrUdng D?i hpc Duy Tan 
Ngdy nhdn bdi-14/5/2020; Ngdy phdn hien; 19/6/2020; Ngdv duyftddng: 24/6/2020 
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Trong khi dd, Le Thi^Tuyet Mai (2017) 
cho r^ng, cac nhan to: Phffdng tidn hffu 
hinh; Sfftin cay; Mffc do dap ffng; Ndng 
lUc phuc vu; Sff cam thdng va Khuyen 
mai cd anh hffdng tdi cha't Iffdng djch vu 
mang vinaphone tai Quang Nam. 

Dffa vdo cd sd ly thuyet neu tren, 
nhom tdc gia xdy dffng md hinh nghien 
ciJu nhff Hinh. 

Cac gia thuyet nghien cffu dffdc dUa 
raid: 

HI: Sff ttn cdy dffdc khdeh hang ddnh 
gid cang nhieu, thi Sff hai long cua khdch 
hdng cdng cao va ngffdc lai. 

H2: Mffc dp dap ffng dffdc khach hang 
ddnh gia cang cao, thi Sff hdi Idng cua 
khdch hang cang cao vd ngffdc lai, 

H3: Ndng iffc phuc vu dffpc khdch 
hang danh gid cang cao, thi Sff hdi long 
cua khach hdng cdng cao va ngffdc lai. 

H4: Sff dong cam dffdc khach hang 
ddnh gia cang eao, thi Sff hai ldng cua 
khach hang cang cao va ngffdc lai. 

H5: Phffdng tien him hinh dffdc khdch 
hdng ddnh gid cang cao, thi Sff hai Idng 
ciia khdch hdng cang cao va ngffdc lai. 

Phrfrfng phap nghidn cffu 
De thu thdp dff lieu, nhdm tdc gia 

phdt ngdu nhien 130 phidu cho cac khdch 
hdng dang sff dung dich vu viln thdng lai 
3 cong ty viln thdng Idn tai Dd Nang la 
FPT, Viettel va VNPT. Ket qua thu ve 
130 phieu, sd phieu khdng hdp le la 10 
phieu. Sd phidu dffde sff dung dd dffa vao 
phan tich la 120 phieu. Thdi gian tidn 
hanh thu thap dff lieu tff ngay 01/02/2019 
den ngdy 15/3/2019 (Bdi vii'l sff dung each 
vii't sdthgp phdn theo chudn qudc ti'). 

KET QUA NGHIEN CQu 

Ki§m dinh dd tin cdy thang do 
Trong mdl nhdm, edc bidn Iffdng 

quan ed bidn long < 0.3, dffdc xem Id 
bien rdc vd bi loai. Thang do dffdc cha'p 
nhdn khi he sd Cronbach's Alpha > 0.6. 

Kdt qua Bang I eho thd'y, he so' 
Cronbach's Alpha cac nhan td, gdm: 

Nang lffc phue vu. Mffc dp dap ffhg, Phffdng tien hffu 
hinh va Sutin cdy, deii cd he sdCronbach's Alpha > 0.7. 
Ben canh dd, trong mdi nhdm bien, thi he sdtUdng quan 
long cua edc bien quan sal deu Idn hdn 0.3. Dieu nay 
khang dinh, thang do cdc nhdn td rut trich tff cdc bien 
quan sal la phii hdp va ddng ttn cay. Vi vay, eae nhan td 
nay dUde dUa vdo phan lich nhan tdkhdm pha (EFA). 

Ket qua phan tich dd'i vdi nhdn tdphu thude Suhai 
long, he sdCronbach's Alpha > 0.7, cac bien'quan sat 
cung cd he sd tUdng quan tdng cua cac bien quan sdt 
deu ldn hdn 0.3. Nhff vay, nhdn id ndy cung dffdc dffa 
vao phdn tich EFA. 

Phdn ti'ch EFA 
Vdi kdt qua kiem dinh KMO la 0.845 > 0.05 (phan 

tich nhan td thich hdp vdi dff lieu) vd P - value cila kiem 
dmh Bariett nhd hdn 0.05 (cdc bien quan sat Iffdng quan 
vdi nhau ttong tdng die). Dieu ndy cd the ket luan rang, 
dff lieu khao sdt dupe dam bao cac dieu kien de tidn hanh 
phan tich EFA vd cd the sff dung cdc ket qua dd (Bang 2). 

Ket qua eiing cho thd'y, 5 nhan to, gom: Nang lUe 
phuc vu (NLPV); Mffc dp ddp ffng (MDDU); Phffdng 

HiMH: MO HIMH MGHIErH CffO ot XGAT 

i^-f y (STC) 

1 Mi>c dd dip irnn (MDDU) 

Njing lire 

j SydSna 

[ Phiraos 
1 (PTHH) 

phwc vu (NLPV 

cam (SDC) 

^nhauh , .h 

1-
Sir hcii long doE v6i chSi luiTng dich 
vu cua cac doanh nghiep viln Ihong 

ircn dm ban TP Da Nang 

BAMG 1: Hf SO CROMBACH'S ALPHA 
CUA CAC MHOM BIEM QUAM SAT V6 CHAT Lff0MG DjCH VCl 

CHAM sdc KHACH HAMG 
Nfiom bifTn iHg stf Cronlndi's AlidialPhtfAie sai 

Nana life phuc \u 
Mu'c do i&D Ifnc 
PhiftJns Uen hull hinh 
Si/tin cav 
SI / done c Jm 

0.898 
0 874 
0 8 ) 4 
DHU 
0721 

13 538 
12,632 
7 130 
9 266 
5,230 

StfhAfteblfiii 
5 
5 
4 
5 
4 

BAMG 2: KIEM DjMH KMO VA BARTLETT'S TEST 
Kiem dinh KMO and Bartlett's 
Gia tn kiem dinh KMO 
BarUetfsTeslof 
Sphenciiv 

Giii t n 

Dl 

0 845 
1354.099 

231 

BAMG 3: TOMG PHCTCiMG SAI TRICH CUA BIEM DpC LAP 

1 
2 
3 
4 
.S 

T6ne 
7.768 
2 068 
1767 
1-667 
1248 

% PhiTcAie sai 
35.311 
9,400 
8 030 
7 379 
5.674 

dSu 

35.311 
44.711 

60.320 
65.994 

T6 
Tfilne 
7.768 
2 068 
1-767 
1 667 
1 248 

ne bbih ohiftfuE 

35 311 
9 400 
8.030 
7 579 
5 674 

ti i trone 
Tich luv % 

.15,311 
44711 
52.741 
60-320 
65.994 

Tfine DhifcAip s 
T^ne 
3.697 
3 445 
2611 
2.386 
2-379 

% PhUtfne sai 
16 806 
15 6,iy 
11 868 
10 846 
10.S14 

m trfch 
Tfch luv % 

16 806 

3̂ ^ 465 
44 3 r , 

55 179 
65-994 

Phuang phdp chiit: Phdn lich thdnh phdn chfnh. 
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BAMG 4: MA TR^M XOAY MHAM TO LAM 2 TROMG KET QGA 
PHAM TiCH MHAM TO DQC L^P 

ROTATED COMPOMEMT MA TR^M MATRIX^ 

NLPV5 
NLPVl 
NLPV4 
NLPV 3 
NLPV 2 
MDDU4 
MDDUl 
MDDU5 
MDDU3 
MDDU2 
PTHH 3 
PTHH2 
PTHH4 
PTHHl 
STCl 
STC4 
STC5 
STC3 
SDC3 
SDCl 
SDC2 
SDC4 

n 
1 

.8^3 

.807 

.806 
754 
740 

2 

-819 
-803 
-775 
-719 
-697 

lanh ohSn 
3 

,814 
769 
703 
697 

4 

779 
,682 
673 
627 

741 
.705 
639 
636 

Phuang phdp chie'l: Phdn tich thdnh phdn chinh. 
Phuang phdp xoay vdng: Varimax vdi Kaisser binh thudng hda 
a. Xoav vonv hoi tu trone 6 ldn ldo 

BAMG 5: KET QOA KIEM DjMH HE SO TCTCJMG QUAM PEARSOM 

HL 

NLPV 

MDDU 

PTHH 

STC 

SDC 

Pearson Correlalion 
Sis. (2-tailecl) 
N 
Pearson Correlalion 
SiE. (2-tailed) 
N 
Pearson Correlalion 
SiE. {2-tailed) 
N 
Pearson Correlalion 
Sis. (2-tailed) 
N 
Pearson Correlation 
SiE. (^-tailed) 
N 
Pearson Correlalion 
Sii?. (2-lailed) 
N 

HL 
1 

120 
.589** 

.000 
120 

.611*'' 
.000 
120 

.000 
120 

618** 
.000 
120 

.331** 
.000 
120 

NLPV 
.589̂ *̂ 

.000 
120 

1 

120 
.431** 

.000 
120 

446** 
000 
120 

509** 
.000 
120 

,356** 
.000 
120 

MDDU 
-611*'^ 

.000 
120 

.431** 
.000 
120 

1 

120 
.426** 

.000 
120 

.463** 
.000 
120 

418** 
000 
120 

PTHH 
.513** 

.000 
120 

.446** 
000 
120 

476** 
.000 
120 

1 

120 
.387** 

.000 
120 

.3^7** 
.000 
120 

STC 
.618** 

.000 
120 

.509** 
.000 
120 

463** 
.000 
120 

.387** 
.000 
120 

! 
120 

.479** 
,000 
120 

SDC 
.331** 

.000 
120 

.356** 
.000 
120 

.418** 
.000 
120 

.327** 
.000 
120 

,479** 
000 
120 

1 

120 

tien hffu hinh (PTHH); Sff tm cay (STC); Str dong cam 
(SDC) deu cd Eigenvalue ldn hdn 1 (Bang 3), nen dffdc 
giff Iai trong md hinh phan tich. 

Sau khi tie'n hanh xoay nhan to' lan 2. nhdm tac gia 
tien hanh loai bd bien STC2 do Ichdng dam bao dieu 
kien (Bang 4). Nghien cffu tie'p tuc dffa cac nhan td'nay 
vao phan tich hoi quy. 

Ket qua phan ti'ch h6i quy 
Md hinh hoi quy tone quat: 
Y^pO + plXl 4- p2X2 + P3X3 +... + piXi 4- ei. 
Trong dd: 
Y: Bie'n phu thudc; 
BO: He so'chan (hang sd'); 

(31: He so'hoi quy rieng; 
Xi: Cac bie'n dpc ISp trong md hinh; 
ei: Bie'n ddc lap nglu nhien cd phan 

pho'i chuan vdi trung blnh la 0 va phffdng 
sai khdng ddi a'. 

HL= po -i- pl.NLPV + d2.MDDV + 
P3.PTHH + M-STC + I35.SDC + ei_ 

Trong dd: HL la gia tri cua bie'n phu 
thuoc Sff hai long cua khach hang dd'i vdi 
chat Iffdng dich vu cham sdc khach hSng 
cua cac doanh nghiep vidn thdng tren dia 
ban TP. Da Nang. 

Cac gia thuye't cho md hinh: 
- H,,: Cac nhan td'chinh khdng cd md'i 

tffdng quan vdi sff hai idng cua khach 
hang ve chat Iffdng dich vu cua cac 
doanh nghiep viln thdng tren dia ban 
TP. Da Nang. 

- HI, H2, H3, H4, H5 cd tffdng quan 
vdi sir hai long cua khach hang dd'i vdi 
chat Iffdng dich vu cham sdc khach hang 
cua cac doanh nghiep vien thdng tren dia 
ban TP. Da NSng. 

Kiem dinh h$ sdtUffng quan 
Bffdc dau tien trong phan tich hoi quy 

tuyen tinh, ta se xem xet cac md'i quan 
he tffdng quan tuyen tinh giffa bien phu 
thudc va tffng bie'n ddc lap (Bang 5). 

Ke't qua Bang 5 cho thay, vdi mffc y 
nghia 0.01, gia tn Sig. cua cac cdc nhan 
to': Nang lffc phuc vu (NLPV); Mffc do 
dap ffng (MDDU); Phffdng tien hffu hinh 
(PTHH); Sir tm cay (STC) va Sff dong 
cam (SDC) deu nhd hdn 0.01. Dieu nay 
cho tha'y, cac nhan td' nay deu cd tffdng 
quan tuye'n tinh kha manh vdi bien Sff 
hai long cua khach hang 

Phdn tich md hinh hoi quy tuyen tinh 
Viec sff dung phffdng phap lffa chon 

Stepwise trong thiet lap md hinh se giup 
nhan ra cac bien ddc lap cd kha nang 
dff doan td't cho bien phu thudc. Phffdng 
phap chon tffng bffdc Stepwise la sff ket 
hdp cua phffdng phap dira vao dan vk 
loai trff dan va la phffdng phap dffdc sff 
dung thdng thirdng nhat. Tai mdi bffdc, 
song song vdi viec xem xet de dffa dan 
vao phffdng trinh hdi quy nhffng bie'n cd 
y nghia nhat vdi phffdng trinh hoi quy, 
thu tuc cung xel de dira ra khdi phffdng 
trinh dd bie'n ddc lap khac theo mdt quy 
tac xac dinh (Bang 6). 

Ke't qua Bang 6 cho tha'\. bien dpc 
lap Sff dong cam (SDC) khdng du tieu 
chuan xac sua't F - vko > 0.05 va xac sua't 
F - ra < 0.1. nen da bi loai ra khdi md 
hinh hoi quy ban dau. Md hinh mdi dieu 
chinh bao gdm cac bien ddc lap: Nang 
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life phuc vu (NLPV); Mffc dd dap ffng 
(MDDU); Phffdng tien hffu hinh (PTHH); 
Sir tin cay (STC) va bien phu thudc Sff 
hii ldng (HL). 

Ti^n hanh phSn tich md hinh h6i quy 
tuyen tinh bang phffdng phap Stepwise, 
ket qua hoi quy nhff Bang 7. 

Ket qua Bang 7 cho thay, cac bie'n 
dOc lap, gom: STC, MDDU, NLPV, 
PTHH deu cd gia tri Sig. nhd hdn 0.05, 
nen co the ndi ck 4 bien nay giai thich 
dffdc stf bie'n thien ve Sff hai long cua 
khdch hang. 

Ta cd md hinh hdi quy nhff sau: 
HL = 0.294'^STC + 0.303*MDDU + 

0.234*NLPV + 0.166^PTHH 

KET LUAN VA KIEN NGH! 

Ke't qud nghien cffu cho tha'y, cac 
nhan td' cua chtCt Iffdng dich vu anh 
hffdng de'n sff hai long cua khach hang 
tai cdc doanh nghiep vien thdng tren dia 
ban TP. Da Nang lan lffdt la: Mffc dp dap 
i?ng (MDDU); Sff tin cSy (STC); Nang 
life phuc vu (NLPV); Phffdng tien hffu 
hinh (FTHH). ^ 

Dffa tren kd't qua nghien cffu, nhdm tac 
gid dffa ra mdt so' giai phap nhkm nang 
cdo chat Iffdng dich vu cham sdc khach 
hdng tai cdc doanh nghiep viSn thdng tren 
dia bdn TP. Da Nang, cu the nhff sau: 

Ve Mffc dd dap ting. Doanh nghiep can 
md rpng cac kenh thdng tin, trong do, chu 
trpng theo hffdng con ngffdi, dau tff vao dpi 
ngu nhan vien ky thuat theo hffdng lam 
viec chuySn nghiep, dam bao tieu chi kip 
thdi, hidu qua khi khach hang cd nhu cau. 

Dd'i vdi Sutin cdy. Theo do, mdi can 
b6, nhan vien tai cac doanh nghiep phai 
thffc hidn vi6c ldn kd' hoach trong cdng 
vi$c. Ngoai ra, cac can bo, nhan vien. 

BAMG 6: THO TUC CHQM BIEM 

r j p 
Mdbinh 

1 

2 

3 

4 

BMTn di£a vtko 

Nang life phuc vu 

Mu'c do dap u^g 

Phifdng cien hffu hinh 

Sir tin cay 

U & difa vko/ loai ra* i ^ ^ 
Bi£n loai ra FbiAAieDli^D i' ^ 

Tirng bif<3c (Tieu chuan Xac sua't F-
vao > 0,050. Xdc xuat F- ra < 0 100). 
TCfng btfiSc (Tieu chu^n: Xac suat F-
vao > 0.050. xac xuat F- ra < 0.100) 
Tifng bu'dc (Tieu chuan: Xdc sua't F-
vao > 0,050, Xac xua't F- ra < 0.100). 
TCfng bifi3c (Tieu chuan; Xac suat F-
vio > 0.050. Xac xuat F- ra < 0.100) 

BAMG 7: KET QQA HOI QGY Sff DUMG PHffdMG PHAP STEPWISE 

MO hinh 

4 

Hans so 
STC 
MDDU 
NLPV 
PTHH 

H^stfhSiipir 
clit^ chu^n hod 
B 

0.234 
0.293 
0.''73 
0.204 
0.159 

Std. Error 
0.286 
0 073 
0.065 
0.065 
0.067 

chudn hod 
Beta 

0.294 
0.303 
0.234 
0.166 

T 

0.818 
3.984 
4.224 
3.155 
2.356 

Sig. 

0.415 
0,000 
0.000 
0.002 
0.020 

ThS^ngkS 
cOns tuvSh 

Tolerance 

0 6.'i7 
0 69! 
0 647 
0.722 

VIF 

1 522 
1.447 
i..547 
1 3S6 

a. Bien phu thuoc: HL 

phdng ban can xac dinh rd cac cdng viec phai lam, 
sap xep theo cac thff tff cac cdng viec can dffdc giai 
quyet ffu tien. Tuy nhien, lanh dao doanh nghiep can 
quan tdm hOn dd'i vdi cac bd phan, nhff: bd phdn kmh 
doanh, bd phan ky thual... nham tao ddng lffc cho hp 
trong cdng viec, tff do gdp phan nang cao cha't Iffpng 
dich vu cham sdc khach hang, nang cao sff hai long cho 
khach hang. 

VeNdng lucphuc vu. Dd'i vdi nhdn vien kinh doanh, 
tim kie'm khdch hang, can dam bao tff va'n rd rang, 
chinh xac va day dii cac quy dinh de khach hang ndm 
rd. Dd'i vdi nhan vien bd phan ky thuat, can tang so 
Iffdng nhan vien ky thuat de dam bao phuc vu cho .sd' 
Iffdng ldn khdch hang hien nay cua cdng ty. 

vi Phuang lien hffu hinh. Thifdng xuyen lam mdi 
ddn vi cua minli thdng qua cac hoat ddng, nhff: sffa 
chffa, m dffdng va cai tao lai ndi lam viec, tao ra sff 
khac biet cho hinh anh cua doanh nghidp. Ben canh dd, 
doanh nghiep can nang cd'p he thd'ng cac trang thie't bi 
de cd the tao ra sff vffdt trdi ve cha't Iffdng phuc vu.Q 
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