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Tom tit: Chdt lwong dich vu 1& mét trong nhitng yéu té chinh tac déng dén sir hai long
ciia khdach hang doi véi san pham — dich vu. Trong giai doan chuyén déi so hién nay, véi su
tién bé vé khoa hoc ky thudt, dich vu thong tin di dong da tro nén ph(f bién va g(fn lién véi
moi nguoi trong cudc song hang ngay. Pdc biét, khi c6 khd nhiéu doi thii canh tranh trén thi
trweong thi sw nghién cieu vé chdt lwong dich vu cung cdp cho khdch hang ciia méi doanh
nghiép la vé cing can thiét dé giit chin khdch hang cii ciing nhie 16i kéo nhitng khdch hang
tiem ndang. Nhung lam thé nao dé biét dwoc ddu la diéu khach hang quan tam? Va nhan t6
ndo cia chat lwong dich vu anh huong dén su hai long do?

Tac gia swr dung phuong phdp nghién ciru dinh luong cho nghién citu nady. Thang do
trong bai bao la thang do Likert 5 mitc dg. Tac gia da thu thdp dwoc 914 mau nghién cibu, sir
dung phan mém SPSS dé kiém dinh va phan tich hoi quy twong quan. Tir d6, tdc gid chi ra 4
nhan 6 chii yéu anh hwéng téi chat lwong dich vy thong tin di déng ciia Tong cdng ty Dich vu
Vién théng Vinaphone trong giai doan chuyén doi sé, dwa ra phwong trinh hoi quy ciia chdt
ligng dich vu thong tin di déng véi 4 nhan 16 dé va c6 nhitng khuyén nghi déi véi VinaPhone
dé ndng cao chat lwong dich vu ciia cong ty.

Tir khoa: Chat lwgng dich vy, théng tin di déng, nhan 16 dnh huong, vién thong, chuyén doi so.

Abstract: Service quality is one of the main factors affecting customer satisfaction with
products and services. In the current period of digital transformation, with the advancement
of science and technology, mobile information services have become popular and associated
with people in daily life. Especially, when there are quite a few competitors in the market, the
research on the quality of services provided to customers of each business is extremely
necessary to retain old customers as well as attract new potential customers.
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But, how do you know what your customers care about? And what factors of service quality
affect that satisfaction?

The author used a quantitative research method for this study. The scale in the article
is a 5-point Likert scale. The author has collected 914 research samples, using SPSS software
to test and analyze correlation regression. From there, the author points out four main factors
affecting the quality of mobile information services of Vinaphone Telecommunications Service
Corporation in the digital transformation period, gives a regression equation of mobile
communication service quality with those 4 factors and has recommendations for VinaPhone
to improve the service quality of the company.

Keywords: Service quality, mobile information, influencing factors, telecommunications,

digital transformation.

I. Pit van dé

Thé giéi da va dang budc vao ky
nguyén sb dong nghia vai viée s& chimg
kién nhiéu thay d6i dang ké. Trudc tién la
su chuyén d6i tir thé giéi thuc sang thé
giéi a0, chuyén toan bd cac hoat dong
kinh té - x3 hoi 1én moi truong s6. Qué
trinh chuyén ddi sdu sic nay s& lam thay
d6i hoan toan cac phuong thic quan ly
nha nude, mo hinh san xuét, kinh doanh
cua doanh nghiép ciing nhu doi séng cua
nguoi dan. Nam trong gudng quay do,
cac doanh nghiép cung trng dich vu théng
tin di dong ciing can c6 nhirng thay doi dé
nang cao chat luong, nam bat duge xu thé
dang dién ra chung cua thé gioi.

Vi tu cach 1a mot doanh nghiép nha
nude chu chét, VNPT va VinaPhone d3 va
dang phat huy vai tro din dit trong trién
khai cac giai phap chuyén ddi sd.VinaPhone
Xac dinh 4 linh vuc chuyén d6i sb trong
tam gém: Chuyén d6i to chuc, con nguoi,
trong d6 con nguoi giir vai tro quyét dinh;
chuyén d6i viéc quan tri diéu hanh ndi bd
trén moi trudong sb; NAng cao trai nghiém
khéch hang thong qua sb hoa cac quytrinh
nghiép vu tai c&c diém cham, quan tri kénh
va mé rong kinh doanh trén méi truong sd;

khai théc dir liéu Big Data dé t6i wu hoat
dong san xuat kinh doanh va mé ra cac co
hoi kinh doanh méi. T4t ca cac hoat dong do
déu nham muc dich nang cao chat luong
dich vu théng tin di dong VinaPhone dang
cung cp cho khach hang.

I1. Co sé 1y thuyét

21. Khdi niém dich vu thong tin di
dong

Theo diéu 3 chuong I Luat Vién
thong, dich vu Vién thong la: Dich vu giri,
truyén, nhan va xu 1y thong tin gitra hai
hodc mot nhom ngudi st dung dich vu
vién thong, bao gém cac dich vu co ban va
dich vu gia tri gia tang.

Dich vu théng tin di dong la dich vu
truyén Ki hiéu, tin hiéu, s6 liéu, chit viét, am
thanh, hinh anh hodc cic dang khac cua
théng tin gitra cac ddi tuong khach hang
riéng biét qua mang thong tin di dong bang
c4c thiét bi dau cudi va c6 day du dic tinh
cta mot dich vu thong thuong.[6]

22. Chit lwong dich vu

Theo TCVN ISO 9000:2000, dua
vao khai niém vé chét luong san pham, c6
thé coi chat lugng dich vu la muc do cua
mot tap hop cac dic tinh von ¢d cua dich
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vu théa méin cac nhu ciu, mong doi cua
khéach hang va cac bén cd lién quan.[1]

23. M6 hinh ddnh gid chit lwong
dich vu thong tin di dpng dé xudt

C6 nhiéu mé hinh danh gia chét
luong dich vy nhu mé hinh danh gia chat
luong k¥ thuat/chirc nang cuia Gronroos
(1984) [4], mO6 hinh Servqual cua
Parasuraman cung cac cong su (1985) [5],
mo hinh téng hop cua chét lugng dich vu
cua Brogowicz cung cac cong su (1990)
[2], m6 hinh Servperf ctia Parasuraman,
Cronin va Taylor (1992) - mét bién thé cta
Servqual[3]. Van dung m6 hinh Servqual
véi cac nhan té mai thé hién dic trung cuia
nganh nhu chit luong va d6 phu séng, ciu
truc gia cuoc, thu tuc hoa mang, dd phong
phu cua cac dich vu gia tri gia tang trén
nén di dong... tic gia

Chat luong cudc goi

Cau truc gia

dua ra mo hinh chat luong dich vu théng
tin di dong nhu sau:

Céc gia thuyét nghién ciru:
H1: Thanh phan chat luong cudc goi

c6 twong quan duong véi sy hai long cia
khéach hang.

H2: Thanh phan dich vu gia ting c6
tuong quan duong voi su hai long cua
khéach hang.

H3: Thanh phin ciu tric gia co
tuong quan duong véi sy hai long cua
khéch hang.

H4: Thanh phan thuan tién ¢6 tuong
quan duong véi su hai long cua khach hang.

H5: Thanh phan dich vu khachhang

c6 tuong quan duong véi sy hai long cua
khach hang.

\ Chét lugng

Dich vu gia tri gia tang | dj(‘:h U thong
/ tin di dong

Thuan tién

Dich vu khach hang

Hinh 1: M6 hinh dénh gia chdt heong dich vu thong tin di dong

Bang 1: Cdc bién can do ciia mé hinh ddnh gid chat leong dich vu théng tin di dong.

STT | Nhan to

Dinh nghia Ma hoa

Bién can do

Chat lugng cudc

Chat lvgng dam thoai 10 rang
Khong bi r6t mang khi dang dam thoai

gia loai gia cudce

Chat . N Pham vi phu séng rong khip
goi theo nhan - TS —
1 |luong ., . CLCG Nhamang thyc hién viéc cung cap dich vu
- . | thirc cua khach dtne nhu ho da Ké
cudc goi hang ung nhu ho da cam két
Chatlugngdamthoaitréndiaban(dang
sinh song) 6n dinh
Giacudccacloaidichvuphlihop véi chat
I o luong dugc cung cap
2 C_au fric | Gia cude va cac CTG Dé dang chon lya loai gia cude

Giacudcdadangtheocacloaihinhdichvu
Chiétkhau cao chokhéch hangthanhtoansém
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STT | Nhanto| Dinh nghia Ma héa Bién can do
Hudng dan stir dung dich vu rd rang
Dich vu |Céc loai dich v Luondugecapnhdt
S A Padang,cdnhiéuloai hinhdichvugiatri
3 |giatrigia |giating va su |DVGTGT gia ting
tang tién loi Thuan ti¢n, don gidn trong st dung dich vu
gia tri gia tang
Thu tuc hoa mang dé dang
Thoigiankhéc phuc s cddich vu nhanh
Thu tuc hoa chong
4 Thudn |mang va quy STT Thu tyc cat—mé mang, thay Sim, dong
tién trinh thu tuc thay cudce don gian, thuén tién
dbi dich vu Nhan vién nha mang than thién
Céacchinhanh, daily cianha manghoat
dong co gid gidc phtthop véi khachhang
CAnhiéu trungtam, dai ly cia nha mang
san sang ho trg khach hang
Nhan vién tu van, bd phan cham soc khach
hang than thién, giai dap day du, hoply
A x cac thic mic cia khach hang
: H¢ thong ho trg PPN O P
Dich vu Khéch hang v Khéch hangde dang goivanhan dugc sy
5 |khach . ... |DVCSKH trg giup tir phia nhan vién nha mang
X quy trinh giai - T :
hang 4 khida nai Thoi gian gidi quyét khiéu nai nhan_h
quye : Khéachhang duoc cham soc chu dao khi
dén giao dich tai cac diém giao dich cua
nha mang
Nhan vién ciia nha mang luénhiéu rénhu
cau ctia khach hang
Chat | Chat lugng dich
6 lugng vu TTDD theo |Muc hailong | Khéchhang hailong vé chitlwong dich vu
dich cam nhan cua | cta khach hang |thong tin didong
vuTTDD |khéach hang
[11. Phwong phap nghién ciru sat, (2) cAu trac gia gdm 4 bién quan sat,
3.1. Thang do (3)dich vu gia ting gdm 4 bién quan sat,

Thang do dugc sir dung la thang do
Likert 5 diém, v6i 1 1a hoan toan khéng
d6ng y d¢én 5 1a hoan toan dong y. C6 tham
khao thang do cua cac nghién ciru di trude
va hoi ¥ kién chuyén gia dé hinh thanh
thang do chinh thuc phu hop. Thang do
chat lwgng dich vu TTDP theo mé hinh dé
xuét bao gém 24 bién phu thudc, do luong
5 thanh ph'?ln chét lugng dich vy,

(1) chit luong cude goi gdbm 5 bién quan

(4) thuan tién gdm 5 bién quan sat, (5)
dich vu khach hang gém 6 bién quan sat.
Thang do chit luong dich vu thong tin di
dong ciia Vinaphone gdm 1 bién quan sat
la mirc d6 hai 1ong cta khach hang vé chat
lugng dich vu thong tin di dong.

3.2. Méu nghién ciru

Nghién ctru nay str dung k¥ thuat thu
thap thong tin biang cach gii duong
linkbang cau hoi chi tiét xdy dung trén
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Google Docs tdi cac khach hang da va
dang st dung dich vu thong tin di dong ctuia
Vinaphone. Mau duoc chon theo phuong
phap phi xac suat co kiém tra ty 1 [gi6i
tinh (nam 48%, nir 52%), hinh thurc thué
bao (thué bao tra trude 90%, thué bao tra
sau 10%)], vai kich thuéc mau n

=914. Téc gia su dung ki thuat xay dung
bang hoi dé tat ca cac phan hoi déu hop 1é.
Trong s cac phan hdi nhom tudi dudi 45
chiém 84,2%, nhom tudi trén 45 chiém
15,8%. Thu nhapttr 5-10 triéu chiém
37,3%; tir 10-15 triéu chiém 31,8%;mtrc

khac dat 30,9%.
IV.Két qua nghién ciru va thao luin

4.1. Kiém dinh d¢ tin cdy ciia
thang do

Sau khi tién hanh m3 héa dir ligu tir
bang khao sat, tién hanh kiém dinh d¢ tin
cay thang do v6i hé sb Cronbach’s Alpha vai
nhém nhantd 5 nhan tb cau thanh chét rong
dich vu vién thong di dong ctia Vinaphone.
Két qua, cac thanh phan ctia thang do c6 hé
s6 Cronbach’s Alpha nhusau:

Bdng 2: Hé s6 Cronbach’s Alpha ciia cdc thang do

STT Thang do Hé so Cronbach’s Alpha Panh gia
1 | Chat luong cudc goi 0,88 Tin cay
2 |Cau tric gia 0,68 Tin cay
3 | Dich vu gié tri gia tang 0,814 Tin cdy
4 | Thuan tién 0,87 Tin cay
5 | Dich vu khach hang 0,898 Tin cay

Nhu vay, 5 thang do tréndam bao do
tin cay va ¢ strc anh huong dén chit luong
dich vu thong tin di dong VinaPhone nén
dugc str dung trong mé hinh.

4.2. Hoi quy cdc nhin t6 dnh
hwéng dén mivc dp hai long cia Khach
hang vé chit lwong dich vu vién thong di
dong VinaPhone

Sau khi kiém dinh d6 tin cay cua
thang do, mé hinh hdi quy bdi duwgc xay
dung véi cac bién nhu sau:

- Bién phu thudc: Chat luong dich
vu thdng tin di dong VinaPhone hién dang
st dung.

- Céc bién doc lap, bao gdm: Chat
luong cude goi, Cau trac gia, Dich vu gia
tri gia tdng, Su thuan ti€n. Dich vy cham
soc khéach hang.

- Két qua hoi quy cac bién thu duoc
nhu sau:

Bdng 3. Két qua mé hinh hoi quy mike @ hai long khdch hang vé chdt lwong dich vu vién

théng di dong VinaPhone (5 nhan t6)

Model Summary

Model |R R Square |Adjusted | Std. Error of the Estimate
R Square
1 .825% |.760 154 35841

a. Predictors: (Constant), DVGTGT, STT, DVCSKH, CTG, CLCG
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ANOVAP
Model Sum of Squares |df | Mean Square F Sig.
1 |Regression |132.635 5 26.527 206.507 |.000?
Residual 62.430 486 |.128
Total 195.065 491
a. Predictors: (Constant), DVGTGT, STT, DVCSKH, CTG, CLCG
b. Dependent Variable: Mucdohailongkhachhang
Coefficients?
Model Unstandardized Coefficients |Standardized Coefficients |t Sig.
B Std. Error Beta
1 | (Constant )| -.097 135 =717 474
CLCG 327 .037 341 8.919 .000
STT 201 .026 222 7.779 .000
CTG 312 .033 .280 9.586 .000
DVCSKH |.248 .035 271 7.143 .000
DVGTGT |-.008 .030 -.008 -.286 875
a. Dependent Variable: Mucdohailongkhachhang

Ttr bang két qua, nhan thiy ngay nhan t6 dich vu gié tri gia ting co gia tri P — value =
0.875 > 0.05. Biéu nay cho thdy nhan tj gia tri gia ting khdng c0 y nghia théng k&, khdng anh
hudng dén mire do hai 1ong khéach hang vé chat lugng dich vu vién thdng di dong VinaPhone,
nhan t nay s& bj loai khoi mé hinh. Két qua hdi quy 4 nhan t6 con lai trong mé hinh:

Bdng 4. Két qua mé hinh héi quy mike @6 hai long khdach hang vé chat liwong dich vu vién
théng di dong VinaPhone (4 nhan t6)

Model Summary

Model |R R Square |Adjusted R Square |Std. Error of the Estimate
1 8242 |.760 754 .35809
a. Predictors: (Constant), DVCSKH, CTG, CLCG, STT
ANOVAP
Model Sum of Squares | df Mean Square |F Sig.
1 |Regression 132.837 4 33.209 258.989 |.000?
Residual 62.575 488 128
Total 195.412 492
a. Predictors: (Constant), DVCSKH, CTG, CLCG, STT
b. Dependent Variable: Mucdohailongkhachhang
Coefficients?
Model Unstandardized Coefficients |Standardized Coefficients |t Sig.
B Std. Error Beta
1 (Constant) |-.115 |.127 -910 |.363
CLCG 324 |.036 337 8.679.000
STT 199 |.026 220 7.263|.000
CTG 312 |.032 .280 9.765|.000
DVCSKH |[.249 |.035 272 7.129.000
a. Dependent Variable: Mucdohailongkhachhang
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Vi h¢ s6 xac dinh boi R?=0.76>

0.5 ¢6 thé khang dinh rang 76 % su thay doi
vé chit lwong dich vy thdng tin di dong
VinaPhone dugc gii thich boi4 yéu to: Chat
lwong cude goi, Cau trlic gid, Dich vu gia tri
gia tang, Su thuan tién va Dich vu cham s6c
khach hang. Ngoai ra, con 24% su thay doi
cta bién phu thudc duge giai thich béi cac
yéu t6 khac khong thudc md hinh.

Ddng thoi, tién hanh kiém dinh tinh
pht hop ctia mé hinh véi cip gia thiét:

-HR?*=0

-H;: R £0.

Xét cac gia tri trong bang két qua
kiém dinh Anova, nhan thay: Gi4 tri thong
ké F = 258.989 va gia tri P-value = 0.000
v6i mure Y nghia 0.05. Két luan: Bac bo gia
thiét H , chap nhan H , tic 1a mo hinh hoi

0 1

quy tuyén tinh trén pht hop véi tong thé.

Nhu vy, két qua néu trén da ching
minh tinh hop 1i cia mé hinh hdi quy do
ludng su hai long ctia khach hang vé chat
lugng dich vu vién théng di dong cua Téng
cong ty Dich vu Vién thong VinaPhone
dwa vao trén cac nhan t6 vé: Chat luong
cudc goi, Cau tric gia, Sy thuan tién va
Dich vu cham soc khach hang. M6 hinh ¢6
dang nhu sau:

Y =-0,115+ 0,324X,+ 0,199X, +
0,312X,+0,249X4. Trong do:

Y:Murc hai long khach hang vé chét
luong dich vu vién thong di dong.

X,: Mtrc hai 1ong khach hang vé
chét lugng cudc goi.

X,: Mtrc hai long khach hang vé su
thuan tién.

X,: Mtrc hai long khach hang vé cau
trdc gia.

X, Mac hai long khach hang vé
dich vu cham séc khach hang.

4.3. Khuyén nghi nham néng cao
chit lwong dich vu thong tin di déng ciia
Téng céng ty Dich vu Vién thong
VinaPhone trong giai doan chuyén déi sé

I. Ndng cao chat lwong cudc goi

Ttr mo6 hinh trén ta c6 thé thiy hé s6
ctia chat luong cudc goi = 0.324 va hé sd
P-value = 0.000 < 0.05 chung t6 day la
nhan té tac dong téi mirc d6 hai long va
ph hop véi mé hinh hoi quy. La yéu tb c6
hé s6 anh huong nhiéu nhit dén mac do
hai 1ong khach hang trong mé hinh, diéu
nay 1a hop 1y véi nhu cau sir dung dich vu
cua khach hang VinaPhone, dac biét tai cac
khu vuc d6 thi, nhu cau vé thong tin vién
thong 16n. Vi vay, Vinaphone can nang cao

chat luong cudc goi tir 6 gilp nang cao
mirc 6 hai 1ong khach hang vé chit luong
dich vu vién thong di dong tai Tong cong
ty Dich vu Vién thong VinaPhone. Cong
ty nén d6i méi, nang cao chit lugng cong
nghé, trang thiét bi mang di dong; phéat
trién hé théng mang ludi, tram phat song
dap tmg yéu cAu ngay cang cao vé chat
lugng cudc goi cua khach hang.

ii. Xay dung cdu tric gia cude hop Iy

Vi hé s6 trong md hinh = 0.312 va
hé sé P-value = 0.000 < 0.05, cdu tric gia
cude la mot trong nhimng yéu té 6 sirc anh
huéng rat 16n t6i su hai long caa khach
hang st dung dich vu vién thong di dong
VinaPhone. Piéu nay hoan toan hop ly dic
biét trong moi truong canh tranh gay gat
khong chi giita cac doanh nghiép vién
thong di dong ma con co sy xam nhap cua
cac loai hinh dich vu trén nén mang
Internet. Cong ty nén dua ra mot ciu tric
gi& canh tranh so voi cac d6i thu trén thi
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truong dé thu hat khach hang. Mit khac,
cong ty phai tip trung cac nguodn lyc vao
viéc dau tu nang cao chat luong va da dang
hoa cac goi cude dich vy thoa min nhu ciu
ctia nhiéu tap khach hang khac nhau.

iii. Tang cwong sw thudn tién cho

khach hang

Trong giai doan chuyén ddi sb,uu
tién moi sy thuan tién, tiét kiém thoi gian
va lam viéc hiéu qua, khach hang cua
VinaPhone ciing rit cha trong dén van dé
ndy. Vi thé ma nhan t6 nay da xut hién
trong md hinh danh gia v6i hé s6 1a 0.199.
Hé s6 P-value = 0.000 < 0.05 cho thdy nhan
t nay hoan toan anh huéng dén sy hai long
ctia khéch hang véi chét lugng dich vunha
mang VinaPhone.Cong ty nén rat gon, don
gian hoa cac quy trinh tha tuc hanh chinh
tranh 1am mét thoi gian ciia khachhang.

iv. Hoan thién dich vu cham soéc
khach hang

Ngay nay, cac nha mang khong chi
tranh gianh thi truong bang tiém Iyc tai
chinh, cong nghé, co s& ha tang, uy tin
thuong hiéu. ..ma con chinh bang con nguoi.
Ban than cac khach hang cua VinaPhone
ciing ¥ thirc dugc diéu nay nén khong phai
ngau nhién ma dich vu cham soc khach hang
duoc ho quan tim khi danh gia vé chét lwrong
dich vu nha mang cung cap dich vu. Trong
mo hinh, nhan t6 nay c6 hé sé 1a 0.249, hé
s6 P-value = 0.000 < 0.05, ching to dich vu
cham soc khach hang c6 tac dong 16n téi sy
thay d6i cia mirc do hai long ctia khach
hang véi chat lwong dich vu nha mang.Cong
ty nén dao tao nang cao trinh @6 chuyén mon
nghiép vu cho nhan vién BJ phan cham soc
khéch hang ctia minh, hoan thién hé thong
co s& dir liéu khach hang dé cham soc khach
hang tét hon.

V. Két luin

Tong cong ty Dich vu Vién thong
VinaPhone 1a mdt trong sé nhirng doanh
nghiép hang dau véi vi thé kha viing chéc
trén thi truong vién thong va khach hang
str dung dich vu di dong kha hai long vé
chat luong dich vu dugc cung cap. Tuy
nhién, bén canh d6 van con ton tai mot sb
han ché vé chat luong dich vu. Qua phan
tich, tic gia di chi ra 4 nhan t6 anh hudng
dén chat lugng dich vu thong tin di dong
VinaPhone 13 chét lugng cudc goi, ciu
trdc gia, su thuan tién va dich vu cham soc
khéch hang. Tir md hinh hdi qui, tAc gia da
c6 mot sb khuyén nghi ddi v6i Vinaphone
nhim ning cao chit luong dich vu thdng
tin di dong cua cong ty.

Tai liéu tham khdo :

[1]. B0 Khoa hoc va Coéng nghé, 2000. Tiéu
chuan Viét Nam TCVN ISO 9000:2000 (ISO
9000: 2000) - Hé thong qudn 1y chdt hrong -
Co so va tir vung.

[2]. Brogowicz, A.A., Delene, L.M. and Lyth,
D.M., 1990. “A synthesised service quality model
with managerial implications”, International
Journal of Service Industry Management, Vol. 1
No. 1, pp.27-44.

[3]. Cronin, JJ. and Taylor, S.A., 1992.
“Measuring service quality: a reexamination
and extension”, Journal of Marketing, Val. 6,
July, pp. 55-68.

[4]. Gronroos, C., 1984. “A service quality
model and its marketing implications”,
European Journal of Marketing, Vol. 18 No.
4, pp. 36-44.

[5]. Parasuraman, A., Zeithaml, V.A. and Berry,
L.L., 1985. “A conceptual model of service
quality and its implications for future research”,
Journal of Marketing, Vol.49 No. 3, pp. 41-50.

[6]. Qubc hoi Viét Nam, 2009. Ludt Vién thong.
Dia chi tic gia: Khoa Kinh té - Truong Dai
hoc Mo Ha Ngji

Email: lehang.kt@hou.edu.vn


mailto:lehang.kt@hou.edu.vn

