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Tém tit:

Thi truweong vién théng di dong Viét Nam dang dan tré 1én bdo hoa. Viéc giik chdn khach hang dang
tao dp lwc 1én cdc nha cung cdp, ddc biét la khi xu hudng cho phép “chuyén mang gitk s sé dwoc
thuwee hién trong tuwong lai gan. Nghién ciru ndy dwoc thiét ké dé do lwong anh hudng ciia cac nhan
16 rdo cdan chuyén mang t6i dich vu vién théng di déng. Phirong phdap nghién ciru sir dung la cac
phirong phdp phén tich da bién (kiém dinh tin cdy thang do, phan tich nhén té kham phd, twong
quan, hoi quy). Két qua nghién civu tir 897 khdch hang tai Tuyén Quang cho thdy c¢é 05 nhan t6
danh hiong toi sw trung thanh khéach hang la (1) chat heong cude goi, (2) thdi dé phuc vu, (3) ton
that chuyén doi, (4) sw thudn tién va (5) tién ich giao dich.Trong dé nhén t6 thai dé phuc vu cé
danh hwéng ngwoc chiéu véi tinh trung thanh khach hang.

Tir khoa: Trung thanh khach hang, dich vu vién thong di dong, rao can chuyén mang

The effect of switching barrier factors on customer loyalty: evidence from the mobile
telecommunication market in Tuyen Quang province

Abstract:

The mobile telecommunications market in Vietnam is gradually becoming more saturated. Retain-
ing customers puts pressure on suppliers, especially when trends enable "Mobile number porta-
bility" will be implemented in the near future. This research was designed to measure the effect of
those switching barriers factors to mobile telecommunications service. Research methods of mul-
tivariate analysis (reliability testing, exploratory factor analysis, correlation, regression) were
used. Research result from 897 clients in Tuyen Quang found that 05 factors affecting customer
loyalty are (1) call quality, (2) attitude of service, (3) switching losses, (4) convenience and (5)
transaction utility. The attitude of service was found to have inverse effects on customer loyalty.

Keywords: Loyalty customer, mobile telecommunication service, switching barrier.

1. Gi6i thiéu

Thi truong vién thong di dong Viét Nam ngay
cang canh tranh quyét liét va tién t6i ngudng bio
hoa. Tinh dén hét nim 2012 s6 thué bao di dong ca
nuoc dat 131 triéu thué bao (B6 Thong tin va
Truyén thong, 2013). Vi vdy ngoai viéc thu hut
nhiing khach hang mai thi viéc duy tri khach hang
trung thanh ngay cang tr¢ 1én quan trong hon. Boi

cac nghién ctru cho thiy chi phi dé phat trién mot
khach hang méi cao gip tir bén dén sau lan duy tri
mot khach hang cii (Chién heoc gianh khéach hang
vé phia minh, 2011). Nhiéu nghién ctru gan day cho
thdy tinh trung thanh ctia khach hang phu thudc vao
chét lugng dich vu (Kim & cong su, 2004; Akbar &
Parvez, 2009; Deng & cong su, 2010; Hanzaee &
Nasimi, 2012). Tuy nhién déi v6i dich vu vién théng
ngoai yéu t6 vé chat luong dich vu, tinh trung thanh
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ctia khach hang con chiu tac cua nhan té rao can
chuyén dbi (Julander, 2003; Yang & Peterson, 2004;
Zhang & Feng, 2009; Qian & cong su, 2011;
Danesh & cong sy, 2012). Nhfmg rao can nay c6 thé
ngan trd khach hang chuyén sang nha cung cap khac
mic du chit luong dich vu khong tét ciing tao ra sy
trung thanh khach hang.

Nghién ctru vé tinh trung thanh khach hang 1a chu
dé nghién ctru phd bién trong marketing Tuy nhién
tai Viét Nam trong linh vyc vién thong di dong cac
nghién ctru chu yéu xem xét anh hudng cia Chat
luong dich vu, khong co nhiéu céc nghién ctru vé
cac yéu td rao can chuyén mang, dac biét 1a tai khu
vuc phia Bic.Vi vy nghién ctru nay duoc thiét ké
v6i hai muc dich chinh (1) Banh gia dugc mic do
trung thanh khach hang véi cac nha cung cap hién
tai; (2) Po luong mirc do tac dong ctia cac nhan t6
rao can chuyén mang ti su trung thanh khach hang
trong linh vuc vién thong di dong.

2. Co s¢ Iy thuyét va mé hinh nghién ciru

2.1. Sw trung thanh khdch hang va cic nhén to
rio cin chuyén mang

Theo Ganesh & cong su (2000) su trung thanh la
két hop gitra hanh vi trung thanh va cam két quan
hé. Sy trung thanh véi san phélm, dich vu c6 thé
duoc thé hién qua hanh vi mua lap lai, duy tri thai
do tin cay dbi voi nha cung cdp va chi quan tim sir
dung dich vu ciia mét nha cung cép (Gremler &
Brown, 1996). Su trung thanh dugc xem xét ¢ hai
khia canh “hanh vi” va “thai d6”. Tiép can kiéu
“hanh vi” sir dung phén tich hanh vi ctia khach hang
nhu: hanh vi mua lién tuc trong qua khtr, sau do do
ludng muc do trung thanh bang tbc d6 mua, tan suat
mua va kha nang mua. Tiép can theo kiéu “thai d6”
dé cap dén cac biéu hién nodi tim cua khach hang
nhu: tdm 1y wa thich, su tin nhiém vé san phém, dich
vu (Oh, 1995).

C6 nhiéu nhan t6 tac dong téi su trung thanh cta
khach hang. Mot s nghién ctru 1y giai su hai long
khach hang dan dén tinh trung thanh thong qua chat
luong dich vu (Khan, 2010; Hanzaee & Nasimi,
2012). Mot sé nghién ctru khac cho ring su trung
thanh khong chi xuét phat tir chat lugng dich vu ma
con dén tir cic nhan t6 “rao can chuyén mang”
(Gerpott & cong syu; 2001; Lee & Cunningham,
2001; Ranaweera & Prabhu, 2003; Kim & cdng su,
2004; Zhang & Feng, 2009; Qian & cong sy, 2011;
Danesh & cong su, 2012). Chit lugng dich vu chi 1a
didu kién can khong phai diéu kién du. Nhiéu khach
hang st dung dich vu khong tdt nhung van phai
trung thanh véi nha cung cap do khong co lwa chon
khac. Piéu nay dugc kiém chimg tai Viét Nam trong

giai doan trude nam 2004 mudn hay khong khach
hang van phai sir dung dich vu cia VNPT,

Trong linh vyc vién thong di dong chat luong
dich vu dugc xem xét & cac nhan t6 (1) chét luong
cude goi; (2) céu truc gia, (3) dich vu gia trj gia
tang; (4) su thuan tién va (5) hd tro khach hang
(Kim & cong sy, 2004; Pham DBuc Ky, 2007). Day
1a cac nhan té chinh trong nhom nhan t chat luong
dich vu c¢6 anh huong dén tinh trung thanh cua
khéch hang.

Co hai loai rao can la (1) rao can tich cyc va (2)
rao can tiéu cuc (Julander, 2003). Rao can tich cuc
gilr khach hang ¢ lai va tao ra tinh trung thanh dua
trén 1o1 ich ma ho nhan duoc. Nguén géc cua rao
can tich cuc 1a do “so sanh lgi ich” trong kha nang
tu do lya chon cua khach hang. Xét ¢ khia canh nay
6 thé xem chit luong dich vu nhu mét loai rao can
tich cuc. Rao can ti€u cyc la rao can gitr chat khach
hang v6i nha cung cap ma khong cn nhiéu nhiing
nd luc cai thién dich vu. Hay néi cach khéc rao can
do su han ché lua chon cta khach hang hoac su bat
tién, nhitng ton that do su chuyén ddi dich vu c6 thé
dem lai cho khach hang. Trong linh vyc vién thong
di dong c6 mot s6 loai rao can nhu: (1) Chi phi
chuyén d6i bao gom: ton that chuyén ddi, chi phi
thich nghi, chi phi gia nhdp méi (Kim & cong su,
2004; Zhang & Feng, 2009). Céc chi phi nay dugc
xem nhu rao can tiéu cuc; (2) Sy hap din cua dich
vu thay thé nhu: su hdp din vé danh tiéng, hinh dnh
hay chét lugng dich vu (Pham Pirc Ky, 2007) 3)
Quan hé khach hang thé hién qua su than thiét, thai
do cham soc khach hang. Nhiing loai rao can nay la
nhitng rdo can tich cyc. Nhin chung cac két qua
nghién ctru cho thdy mirc d6 rao can cang 16n thi
khach hang cang trung thanh voi dich vu (Kim &
cong su, 2004; Zhang & Feng, 2009; Pham DPtic Ky,
2007)

2.2. Mé hinh nghién ciru va cdc gid thuyét
nghién ciru

Duya trén phan tich tir co s¢ 1y thuyét nghién ciru
nay sit dung cic “tich hop” ca hai hudng 1a chat
lugng dich vu va rao can chuyén mang dé xay dung
mod hinh dénh gia sy trung thanh cta khach hang
cho linh vyc vién thong di dong. D4i véi nhém nhan
t6 chat lugng dich vu chi xem xét hai thudc tinh 1a
(D) chét luong cude goi va (2) sy thuan tién. Boi cac
nhan t6 nhu dich vu gié tri gia ting, cdu tric gia hién
nay khong co su khac biét nhiéu giita cac nha cung
cip. D6i voi nhom nhan t6 rao can chuyén mang
nghién ctru nay ciing chi xem xét hai nhan t6 1a (1)
Tén that chuyén ddi va (2) thai do phuc vu. M6 hinh
nghién ctru dugc mo ta nhu hinh 1.
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Hinh 1: M6 hinh nghién ctru

Chit lrgng cudc goi

Tén thét chuyén ddi

Thai d§ phuc vu

Chat lwong cudc goi la cam nhan cua khach hang
vé chat lugng thoai nhu: sy thoai mai, ro rang vé am
thanh; tin hi€u khong gian doan; vung phu song
rong dé lién lac moi lic, moi noi (Kim & cong su,
2004; Pham buc Ky, 2007, Zhang & Feng, 2009)
R4 rang khach hang sé cam thay thoai mai va dé gan
b6 vé6i dich vu ctia nha cung cip hon khi chat luong
cudc goi tot. Pidu nay ciing dugc kiém chimg qua
cac nghién ctru khac nhau (Kim & cong su, 2004;
Pham Buc Ky, 2007; Zhang & Feng; 2009). Vi vay
nghién ciru dua ra gia thuyét:

H1: Nhan t6 chit luong cude goi co tac dong tich
cuc dén sy trung thanh ctaa khach hang.

S thudn tién bao gdm cac yéu té nhu: tiép can
dich vu dé dang; ménh gia thé da dang phuc vu
duoc nhiéu ddi twong; chuyén d6i hinh thirc, quyén
so hitu s6 dé dang, don gian; hé thong kénh phan
phdi rong; thoi gian giao dich thuan lgi cho khach
hang (Kim & cdng su, 2004; Pham Duc Ky, 2007).
Céc nghién ctru da kiém ching dwoc anh hudng tich
cuc gilra sy thuan ti€n va tinh trung thanh cta khach
hang (Kim & cdng su, 2004; Pham buc Ky, 2007,
Khan, 2010). Vi vy nghién ctru dua ra gia thuyét:

H2: Nhan t su thuan tién c6 tac dong tich cuc
dén sy trung thanh khach hang.

Tén that chuyén déi ciia khach hang 1a nhimg bat
tién va ton that khi thay d6i nha cung cp nhu: gian
doan lién lac, khong dugc huong cac vu dai cia nha
mang hién tai, tac dong toi cac mbi quan hé cong
viéc, giao tiép x3 hoi do ddi sd. Ton that 1a mot loai
chi phi chuyén d6i, mot rao can chuyén ddi tiéu cyc.
Khi cam nhén ton that cang 16n khach hang cang
trung thanh (Kim & cdng sy, 2004; Pham DPuc Ky,
2007; Zhang & Feng, 2009).Vi vay nghién ctru dua
ra gia thuyét:

Trung thanh khach hang

H3: Nhan t6 ton that chuyén dbi c6 tac dong tich
cuc dén su trung thanh khach hang

Thai d6 phuc vu cua nhdn vién 1a sy nha nhan,
lich sy khi tiép xtic cia nhin vién tong dai; viéc
hudng dan ngin gon, dé hiéu, than thién, lich sy khi
tiép xuc v6i nhan vién tai cac diém giao dich. Théi
d6 nhan vién dugc danh gia tot s& lam khach hang
thoai mai hon kéo theo ho c6 xu hudng trung thanh
hon véi dich vy. Nhiéu nghién ctru ciing cho thdy
thai d6 phuc vu c¢6 anh hudng tich cuc tdi sy trung
thanh khach hang (Kim & cong su, 2004; Pham Dtic
Ky, 2007; Zhang & Feng, 2009). Vi vay nghién clru
dua ra gia thuyét:

H4: Nhén t6 thai do phuc vu c6 anh huong tich
cuc tdi sy trung thanh khach hang

3. Phwong phap nghién ctru

3.1. Thiét ké cau héi diéu tra va lwa chon thang
do

Céc cau hoi cta ting nhan t6 duoc tham khao tir
nghién ctru gdc ctia Kim & cong su (2004) tai Han
Quéc va nghién ctru gan ddy cia Zhang & Feng
(2009) tai Thuy Dién. Pong thoi tham khao mot bo
cau hoi bang tiéng Viét dugc st dung trude day cua
Pham Puac Ky (2007). Nhitng cau hoi bang tiéng
Anh duoc dich sang tiéng Viét va diéu chinh tir ngir
thong qua thao luan nhém va qua trinh dich ngugc
dé danh gia tinh dong nhat vé y nghia cta cac ciu
hoi qua qua trinh dich. Céac cau hoi sau do dugc
phong van thir véi 10 khach hang khac nhau dé danh
gia mtrc d6 dé hiéu cua tir ngir duoc st dung. Nhitng
cau hoi khong can thiét, khé hiéu s& dugc loai ra
khoi thang do timg nhan t6 (& nhan t6 thai do phuc
vu va su thuan tié€n). Cac cau hoi cudi cung duogc st
dung cho diéu tra thuc nghiém nhu bang 1.
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Nghién ctru sir dung thang do Likert 5 diém dbi
v6i cau hoi thudc cac nhan tb trong mo hinh. Céac
cau hdi phan loai (gidi tinh, loai dich vu,...) dugc
danh gia thong qua cac thang do phan loai.

3.2. Chon mdu va thu thip di ligu

Pbi tuong diéu tra dugc xac dinh 14 nhitng khach
hang dang sir dung dich vu vién thong di dong cta
cic nha mang khac nhau tai Tuyén Quang. Mau
nghién ctru liy theo sai s6 bién véi ¢& mau 1a 800
(Suanders & cong su, 2007). Dé dam bao c¢& mau
nay 1000 phiéu diéu tra dugc phat di trén tit ca cac
huyén ciia tinh Tuyén Quang. Két qua thu vé duoc
897 phiéu diéu tra hop 1¢ phan loai theo cac ddu hiéu
phén biét nhu bang 2.

biéu tra nay duoc thyc hién voi sy giap do cua
Chi nhanh Viettel Tuyén Quang. Mot 16p tap huin
vé hudng din diéu tra cho cac truong Trung tim
huyén duogc thuc hién. Cac bang cau héi dugc in va
chuyén xudng timg huyén. Nhan vién hd tro diém
ban 14 ngudi phu trach diéu tra liy ¥ kién khach
hang trong qua trinh tac nghiép tai dia ban.

3.3. Phwong phap phdn tich dir liéu

Kiém dinh sw tin cdy thang do: Phuong phap phd

bién kiém dinh sy tin cay thang do la su dung he s6
Cronbach Alpha va hé sb twong quan bién tong
(Suanders & cong su, 2007; Hair & cong su, 20006).
Mic du vay hé s6 Cronbach Alpha chi c6 y nghia
khi nhén t6 c6 ba bién tro len (Nguyen Pinh Tho,
2011) va viéc st dung cling can su can trong (Corti-
na, 1993). V¢i nhiing nhan t6 c6 hé sé Cronbach
Alpha trong khoang 0.5 - 0.6 cho thay khai niém c6
su tin cdy thap (Nunally & Burstein, 1994). Tuy
nhién viéc loai bién khong nén thyc hién mot cach
co hoc ma can danh gia ca gia tri ndi dung cua timng
bién quan sat trong nhén t6 (Nguyén Dinh Tho). Boi
vy nghién ctru xem xét ca nhitng nhan té c6 hé s6
Cronbach Alpha nh6 hon 0.6, hé sb twong quan bién
tong van lay ¢ muc toi thiéu 0.3 (Nunally &
Burstein, 1994). Nhing nhén t& ¢6 hai bién quan sat
néu hé sé twong quan 16n hon 0.3 dwoc xem 1a c6
quan hé kha chat ché (Suanders & cong su, 2007),
do d6 c6 thé xem nhur dam béo tinh tin cdy cho mot
khai niém nghién cuu.

Phan tich nhdn té kham phd: Phan tich nhén t6
khém pha s€ gitip nha nghién ctru rat gon dir li¢u t
nhiéu muc hoi thanh nhiing nhan t it hon ma van
phan anh dugc y nghia cua ching. Mot sé tiéu

Bang 1: Céc ciu héi diéu tra

Ma Bién quan sat Tham khao
Chit lugng cudc goi
QUAI Am thanh dam thoai rd ring, thoai mai khi nghe va néi . .
QUA2 Khi cén sir dung dich vu két n6i nhanh, khéng bi nghdn mang Kim & cong sir (2004),
- ; - - o Tio 1A 2 —— Pham buc Ky (2007),
QUA3 Khi dang dam thoai, mang khong bi r6t, mat tin hi¢u, gian doan cudc goi
5 - — - — | Zhang & Feng (2009)
QUA4 Mang dang str dung c6 ving phu song rong gitp viéc lién lac dugc moi lic, moi noi
Thai dp phuc vu
ATTI1 Thai d6 cia nhén vién tong dai nha nhan, lich sy Kim & cong su (2004),
ATT2 Hudng din cia nhan vién nha mang vé dich vu ngin gon, d& hiéu Pham Dirc Ky (2007),
ATT3 Thai d6 cia nhén vién tai cac diém giao dich khi tiép xuc lich sy, dung muc Zhang & Feng (2009)
Ton thit chuyén déi
Anh/chi s& mat mot khoan chi phi cho vi¢c hoa mang mai khi chuyén tr mang di
LOSI1 N , .
dong dang sir dung sang mang khac
LOS2 Anh/chi phai mua mot may di€n thoai khac khi chuyén d6i sit dung mang di dong Kim & cdng su (2004),
md&i i i _ Pham Buc Ky (2007),
LOS3 Nhin chung, anh chi thay chuyén mang mai s€ lam phat sinh mot chi phi dang ké Zhang & Feng (2009)
Anh/chi cam thay bat tién néu chuyén sang mang khéc vi gian doan lién lac do thay
LOS4 Z. A gon .
d01 s6 dién thoai
Sw thudn ti¢n
CONI1 Ménh gia thé cio da dang dap tmg du nhu ciu cia moi ngudi . .
CON2 | Céc thii tuc chuydn ddi (cht quyn, hinh thire sit dung) d& dang, thuan tién Kim & cong sir (2004),
CON3 | Céc ths tuc khéi phuc dich vu (thay sim) d& dang cho ngudi sir d Pham Bic Ky (2007),
ac. L c 01p uc. ic AL (. ay sim) dé ang cho nguoi str dung Zhang & Feng (2009))
CON4 Thoi gian thyc hién giao dich hién nay thuén 1gi cho khach hang
Trung thanh khdch hang
LOY1 Gia sir duoc chon lai nha cung cAp anh/chi van chon lai nha cung cAp hién nay
LOY2 Anh/chi s€ gi6i thi€u nha cung cap hién nay cho nhling ngudi ban ciia minh néu ho Kim & cdng sy (2004),
chua stir dung dich vu Pham Buc Ky (2007),
Anh/chi s& khuyén nhiing nguoi dang str dung mang khac nén chuyén sang sir dung | Zhang & Feng (2009)
LOY3 . s A . By
dich vu tir nha cung cap anh/chi dang str dung

Nguon: Tham khao tir nghién ciru cua Kim & cong sy (2004), Pham Puc Ky (2007), Zhang & Feng (2009)
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Béang 2: Phan loai khach hang

Tiéu chi phén loai

TAn suét (%)

e, Nam 660 (73.6%)
Gidi tinh
N 237 (26.4%)
18-29 539 (60.1%)
e 30-45 336 (37.5%)
Do tudi
46 - 60 17 (1.9%)
Khac (ttr 16 — 18 va trén 60) 5 (0.6%)
PTTH 250 (27.9%)
T A 261 (29.1%
Trinh d§ hoc van rung:cap ( 0)
Cao dang 343 (38.2%)
Pai hoc 43 (4.8%)
. Tra trudc 627 (69.9%)
Dich vu str dung .
Tra sau 270 (30.1%)

Nguon: Ket qua diéu tra cua tac gid

chuan khi phan tich nhan t5 kham pha 1a hé s6 KMO
t6i thiéu bang 0.5, kiém dinh Bartlett c6 y nghia
thong ké (p < 0.05), hé s6 eigenvalue tdi thiéu bang
1, phuong sai giai thich tdi thiéu 1a 50% (Hair &
cong su, 2006). Phuong phap rat trich nhan té sir
dung la phuong phap principal component voi phép
xoay varimax dé thu dugc sb nhdn t6 bé nhét
(Hoang Trong & Chu Nguyén Mong Ngoc, 2008).
Sau phan tich nhan t6 kham pha néu co sy xuat hién
nhing khai niém nghién ciru méi so véi 1y thuyét thi
mo hinh nghién ctru s& dugc diéu chinh cho phu hop
voi dit liéu thye té.

Pdnh gid bang diém trung binh, dj léch chudn va
phan tich twong quan: Bé danh gia mac do trung
thanh va cam nhan vé timg nhan t6 rao can chuyén
mang tac gia s dung diém danh gid trung binh va
d6 1éch chuan tuong tmg ctia timg nhan to. Phén tich
turong quan duoc s dung dé danh gia vé mdi quan
hé gitta cac nhan t6 trong thuc té.

Phan tich hoi quy va kiém dinh gia thuyét nghién
ciru: Dé kiém dinh cac gia thuyét nghién ctru tac gia
sir dung phan tich hoi quy da bién. Tiéu chuan kiém
dinh theo thong 18 liy & muc y nghia 5%.

4. Két qua nghién ciru va thao luin

Véi 1000 phiéu diéu tra phat di két qua thu vé
dugc 897 phiéu hop 1é s dung cho phan tich. Két
qua phan tich dir li¢u thu dugc nhu sau:

4.1. Kiém dinh suw tin cdy thang do

Két qua kiém dinh bang hé sb Cronbach Alpha
cho théy céc nhan t6 “chét luong cudc goi”, “thai do
phuc vu”, “ton that chuyén d6i” va “trung thanh cta
khach hang” déu c6 Cronbach Alpha 16n hon 0.6 va
cac hé sb twong quan bién téng 16n hon 0.3 (trir bién
LOS2). Piéu d6 cho thay nhitng nhan t6 néy la dang
tin cdy, cac bién quan sat dam béo tinh nhat quan ndi
tai. P6i v6i nhan t6 “sy thuan tién” hé s6 Cronbach
Alpha bang 0.535 nho hon 0.6 cho thay tinh tin cay
thip. Tuy nhién cac hé sb twong quan bién tong cua
céc bién déu I6n hon 0.3, dong thoi nhom tic gia
cho rang nhiing blen quan sat nay déu 1a nhiing khia
canh quan trong vé mit ndi dung dé do luong khai
niém nghién ctru. Vi vdy nhén t nay van duoc xem
xét dua vao phan tich & cac budc tiép theo.

4.2. Phén tich nhén té kham phd

Két qua phan tich véi cac bién doc lap cho thay:
Hé s6 KMO 16n hon 0.5 (0.716), p—value cua kiém
dinh Bartlett nhé hon 0.05, gia tri eigenvalue 16n hon
1, tong phuong sai giai thich 16n hon 50% (70.7%),

Bang 3: Két qua kiém dinh sy tin cdy thang do

Nhan t6/bién phu thude Hé s6 Cronbach Alpha S6 bién Ghi chu

Chét lugng cudce goi 792 4

Thai d6 phuc vu .688 3

Tbn that chuyén déi 732 3 Loai bién LOS2
Su thuan tién .535% 4

Trung thanh khach hang .700 3

Nguon: Ket qua phan tich tir SPSS
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Biang 4: Két qua phén tich nhan t6 kham pha cac bién doc lap

y . Thanh phin chinh

Bién quan sat
1 2 3 4 5

QUAI1 793
QUA3 752
QUA4 741
QUA2 726
LOS1 .891
LOS3 739
LOS4 613
ATT2 .894
ATT3 .855
CON2 .857
CON1 .678
CON4 .851
CON3 .647
Eigenvalue 3.729 1.766 1.501 1.176 1.020
Cronbach Alpha/Tuong quan 792 732 r=.643 r=.333 r=.318
KMO 716
p-value (Bartlett) .000
Phuong sai giai thich (%) 70.7

Nguon: Ket qua phan tich tir SPSS

cac hé sd factor loading l6n hon 0.5, cac bién quan
sat hinh thanh nim nhén t5. Piéu d6 chung to sir
dung phén tich nhan t6 kham pha phu hop véi dir
liéu nghién ctru. Két qua kiém tra tinh tin cdy cua cac
nhéan t6 hinh thanh bang Cronbach Alpha va hé s6
tuong quan cho thdy cac nhén t& hinh thanh déu dam
bao tinh tin cdy can thiét (bang 4).

Két qua phan tich voi bién phy thugc “trung
thanh cua khach hang” cho thiy: Hé s6 KMO 16n
hon 0.5 (0.627), p—value cta kiém dinh Bartlett nho
hon 0.05, gia tri eigenvalue l6n hon 1, phuong sai
giai thich 16n hon 50% (62.921%), cac bién quan sat
hoi tu vé mot nhan té (bang 5). Diéu d6 chung to
bién phy thudc 1a thang do don hudng va sir dung
phan tich nhan t6 khdam pha phu hop véi dir liéu
nghién ctru.

Két qua phan tich nhan t kham phé cho théy tir
bbn nhan t6 1y thuyét hinh thanh ndm nhan t3, trong
d6 nhan t6 “su thuan tién” tach thanh hai nhan t6
riéng biét. Hai nhan td duoc dat lai tén theo gia tri
n6i dung phan anh cua cac bién quan sat trong nhan
t6 1a “su thuan tién” (CON1, CON2) va “tién ich
giao dich” (CON3, CON4). Khi d6 mo6 hinh va gia
thuyét nghién ctru duge diéu chinh lai nhu hinh 2.

Céc gia thuyét dugc phat biéu lai nhu sau:

H1: Nhan t6 chat lwong cudc goi co anh hudng
tich cuc dén tinh trung thanh khach hang

H2: Nhan t6 thai do phuc vu c6 anh huong tich
cuc dén tinh trung thanh khach hang

H3: Nhan t6 ton that chuyén doi c6 anh huong
tich cuc dén tinh trung thanh khach hang

Bang 5: Két qua phén tich nhan t6 kham pha bién phu thudc

,, Thanh phén chinh
Bién quan sat
Trung thanh cua khach hang

LOY2 .859

LOY1 795

LOY3 719

KMO .627

p-value .000

Eigenvalue 1.888

Phuong sai giai thich (%) 62.921

Nguon: Két qua phan tich tir SPSS
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Hinh 2: M hinh nghién ctru diéu chinh

Chit lugng cude goi

Thai d§ phuc vu

Trung thanh khach hang

Tén that chuyén dbi

Tién ich giao dich

H4: Nhan td su thun tién c6 anh huong tich cuc
dén tinh trung thanh khach hang

H5: Nhan t6 tién ich giao dich c6 anh hudng tich
cyc dén tinh trung thanh khach hang

4.3. Myrc dp trung thanh khdach hang, cam nhdn
cdc nhdn té rao cin va méi quan hé giiva nhan té

Két qua phan tich cho thay diém danh gia trung
binh (Mean) vé mirc d¢ hai 1ong va cam nhan cua
cac nhan t6 rao can déu ¢ trén muc diém 3 trong
thang do Likert 5 diém va do léch chuén (SD) cua
cac nhan td ciing kha nhé (nho hon 1). Trong d6
khach hang danh gia cao nhat & nhan t tién ich giao
dich (Mean = 3.573, SD = 0.66163) va thap nhat &
nhan t6 ton that chuyén doi (Mean = 3.2653, SD =

0.65386). Phan tich tuong quan cho thay giita cac
nhan t6 déu co quan hé voi nhau. Trong d6 thai do
phuc vu c6 tuong quan am voi sy trung thanh khach
hang (r =-0.135) (bang 6).

4.4. Phén tich hoi quy va kiém dinh gid thuyét
nghién ciru

Dé dénh gia mdi quan hé nhan qua giita bién doc
1ap voi bién phu thudc ta sir dung phén tich hdi quy.
Két qua phan tich dir liéu nghién ctru thu dugc nhu
bang 7.

Phuong trinh hoi quy duge viét nhu sau: LOY =
1.124 + 0.137QUA — 0.217ATT + 0.200LOS
+0.328CON + 0.213UIT (bang 7). Kiém dinh F ¢6
¥ nghia thdng ké (p = .000) ching t6 c6 tdi thiéu

Bang 6: Ma tran twong quan va diém danh gia cho tirng nhén t6

QUA ATT LOS UTI CON LOY
QUA 1

ATT 169" 1

LOS 4627 329”7 1

UTI 1337 1507 244" 1

CON 2027 .082° 130 2627 1

LOY 2817 135" 2707 329™ 4257 1
Trung binh 3.5151 3.2676 3.2653 3.5730 3.5050 34582
Do léch chuén 65213 84633 65386 65548 66163 64416

**Murc y nghia 0.001

Ghi chu: QUA-chét lwong cudc goi, ATT-thai do phuc vu, LOS-t6n thit chuyén doi, UIT-tién ich giao dich, CON-sy

thugn tién, LOY-trung thanh khdch hang.
Nguon: Ket qua phan tich tie SPSS
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Bang 7: Két qua phén tich hdi quy

Hé s6 chua chuan hoa

Hé s6 chuan hoa

Théng ké da cong tuyén

_ _ t p-value

B Sai s6 chuan Beta VIF
(Constant) 1.124 .146 7.672 .000
QUA 137 .031 139 4481 .000 1.306
ATT =217 .022 -.286 -9.931 .000 1.129
LOS .200 .032 203 6.266 .000 1.431
CON 328 .028 337 11.837 .000 1.108
UTI 213 .028 216 7.506 .000 1.133
R? hiéu chinh 0.343
p-value (F) 0.000

Bién phu ti}uéc: LOY
Nguon: Ket qua phan tich tir SPSS

mot bién doc 1ap c6 tac dong tdi bién phu thudc. Hé
s R2 hiéu chinh = 0.343 ching to ndm bién doc 1ap
giai thich dugc 34.3% su thay dbi cia bién phu
thuoc.Két qua phan tich cho thiy thdng ké t co p-
value nhé hon 0.05, ching t6 cac bién doc lap déu
¢6 anh huong dén bién phu thudc. Trong d6 bién
“thai d0 phuc vu” c6 anh hudng nguoc chiéu vai
bién phu thudc. Nhu vay ta chép nhén cac gia thuyét
H1, H3, H4, H5 va bac bo gia thuyét H2. Cac bién
doc lap ciing cho thy su anh huong khac nhau dén
bién phu thudc. Trong d6 anh huc’mg 16n nhét 12 bién
“syr thuan tién” (B=0.337) tiép dén cac bién “thai do
phuc vu” (B = -0.286), “tién ich giao dich” (B =
0.216),“ton that chuyén doi” (B = 0.203) va cudi
cung 1a bién “chit luong cudc goi” (B = 0.139).
4.5. Thdo ludn
Két qua nghién ctru cho thiy c6 su chénh léch kha
16n vé co cdu khach hang theo gi6i tinh. S6 khach
hang nam gi6i cao gap gan ba lan so voi khach hang
nir. Khach hang sir dung dich vu chii yéu 1a khach
hang tré tudi, c6 dén hon 90% khach hang c6 do tudi
dudi 45. Diéu nay cho thay c6 sy bat binh déng trong
st dung dich vy gitra nam va nii. Xu huéng chung
cho thdy nam gioi 1a dbi twong st dung dich vu
nhiéu hon va duoc uu tién sir dung trong gia dinh
trude nir giéi. Khach hang tré tudi ciing phan 4nh
thye t& ngudi tré 6 xu hudng chip nhan cac dich vu
cong nghé dé hon so véi ngudi 16n tudi.

Nghién ctru cho thiy hién trang vé chit lugng
dich vu va cac nhan td rao can chuyén mang dugc
khach hang danh gia ¢ muc trung binh kha (trén
mire diém 3). Piéu nay phan 4nh thuc té c6 mot bd
phan kha lon khach hang chay theo cac chuong
trinh khuyén mai ctia cac nha cung cip khac nhau
ma khong thyc sy trung thanh véi mot nha cung cap
nao.

Nghién ctru ghi nhén tat ca nhimg nhén t6 rao can
chuyén mang déu c6 anh hudng t6i sy trung thanh
ctia khach hang. Piéu nay da duogc kiém ching qua
cac nghién ctru truoc day (Kim & cong sy, 2004;
Pham btc Ky, 2007; Zhang & Feng, 2009). Mac du
vay két qua nay khong cho thay su dong nhit véi
cac nghién ctru khac tai nudc ngoai va nghién ctru
cua Pham Bbuc Ky (2007) tai Viét Nam. Cac nghién
ctru khac cho théy “thai d phuc vu” ¢6 anh hudng
tich cuc toi sy trung thanh khach hang, nghién ctru
nay lai cho thiy anh huéng nguoc lai. Didu nay
dudng nhu 13 mot nghich 1y. Tuy nhién c6 thé xem
nhan t6 “thai d6 phuc vu” nhu mét thude tinh phai
c6 ctia dich vu trong mo6 hinh Kano'! (1984 dan theo
Nguyén Hoang Bao, 2012). Tuc 13 yéu cu vé thai
dd phuc vu (huéng dan, cu xtr lich sy, ding muc) la
nhitng yéu cau t6i thiéu phai ¢, khong cé n6 s& lam
cho khach hang bat méan. Tuy nhién khi gia ting qua
mirc ky vong c6 thé lam cho khach hang khong hai
long va glam tinh khong trung thanh. Thyc té khi
nhan vién hd tro vé dich vu t6 ra quan tim mot cach
thai qua tdi khach hang ciing lam cho khach hang
khong hai 1ong va dan dén thiéu tinh trung thanh.

Nghién ctru cho théy khai niém sy thuan tién”
trong nghién ctru gdc cua Kim & cong su (2004)
khong phai 1a mot khai niém don hudng trong
nghién ctru nay. Thuc té n6 1 hai khai niém “thuén
tién” va “tién ich giao dich” riéng biét. Tuy nhién
nhitng nhén t6 nay ciing cho thdy tinh tin cay thap
khi kiém dinh su tin cdy thang do. Pay 1a mot han
ché ctia nghién ctru nay, cic nghién ctru tiép theo
can tiép tuc xay dung, hiéu chinh bd thang do hoan
chinh hon cho cac nghién ctru tai Viét Nam. Kha
nang giai thich ctia mo hinh cling khong phal 0 muc
cao (34.4%). Do do, cac nghién ctru tiép theo can
dua thém nhing nhan t6 khac vao mo hinh dé ting
kha nang giai thich hon nira.
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5. Kién nghi

Két qua nghién ctru ciing dua ra mot sd ham y
cho cac nha cung dich vu vién thong di dong nhu
sau:

Thir nhat, cai thién chét luong cude goi, thuc té
hién nay chat lugng cudc goi khong phai 1a mot van
dé 16n véi khach hang. Tuy nhién voi nhimng khach
hang khu vuc mién nai nhu Tuyén Quang co thé
viéc dam bao no chua duoc thue su tot. Vi vay cac
nha mang can xay dung ha ting phu song, thuc hién
viéc tmg ctru thong tin khi xay ra sy ¢b (mét dién,
dut cap) mot cach nhanh chéng dé dam bao hé
thdng lién lac ciia khach hang dugc thong sudt.

Thir hai, cai thién yéu to “thai o phuc vu” cua
nhan vién giao dich va hé théng tong dai tra 1oi
khach hang. Hé thong tong dai va nhan vién giao
dich phai duoc hoc nghiép vu, dam bao su hiéu biét
vé cac goi gia san pham dé tra 10i thic mic cua
khach hang. B phan ra chinh sach thudc dich vu
cling phai tap huén cho giao dich vién, di¢n thoai
vién vé dich vu, gidi thich cho khach hang mét cach

Ghi chu:

don gian, ngén ngon.

Thir ba, thay thé cac “rao can tiéu cuc” bit budc
khach hang phai trung thanh bang nhiing yéu t6 tich
cuc nhu cai thién dich vy, ting cudng cung cép dich
vu moi, dua ra nhiéu tién ich méi cho khach hang.
Boi hién nay “tén that chuyén d6i” mot dang cua
rdo can tiéu cuc van 1a mot nhan té c6 anh hudng
16n dén tinh trung thanh khach hang. biéu nay co
thé thay d6i khi c6 chinh sich “chuyén mang giit
$6” nhén té nay s€ khong con y nghia gi nita.

Thir tu, 1a cai thién tinh thuan tién cua dich vu
nhu luén dam bao hang hoa vé sim, thé da dang ca
vé co céu va sd lwong cho thi trudng toi tt ca cac
diém ban. Cai thién tha tuc chuyén doi chu quyén,
hinh thtc st dung, thay d6i thong tin ca nhan cua
khach hang theo hudng don gian.

Thir nam, cai thién tinh tién ich giao dich nhu thu
tuc khoi phuc sim, sb, thoi gian giao dich tai cac
diém giao dich dai hon hodc khong thuc hién ché do
dong cua vao cac ngdy nghi, ngay 1& dé dam bao
thuén tién cho khach hang.(J

" Anh hudng cua thudc tinh phai co t6i sy hai 10ng (hodc trung thanh) khach hang duoc biéu dién bang

ham: U, = A, +ﬁ Trong dé: U, 1a su hai long hay tinh trung thanh, Ao, A, 1a cac tham sd, X, 13 thude
X

1
tinh phai c6 cia dich vy.
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