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Tom tdt: 

Thi tru&ng viin thdng di dgng Viil Nam dang ddn tr& len bdo hda. Viec giH chdn khdeh hdng dang 
tgo dp luc lin cdc nhd cung cdp, ddc biit la khi xu hu&ng cho phep "chuyin mang giir sd" se duo'c 
thuc hiin trong tuang lai gdn. Nghiin cuu ndy duo'c thiet ke de do luang dnh hu&ng cua cdc nhdn 
td rdo cdn chuyen mang t&i dich vu viin thong di dgng. Phucmg phdp nghiin cieu su dung Id cdc 
phuang phdp phdn tich da biin (kiim dinh tin cay thang do, phdn tich nhdn to khdm phd, luang 
quan, hoi quy). Kit qud nghien ciru lie 897 khdeh hdng tai Tuyen Quang cho thay co 05 nhdn to 
dnh hu&ng lai su trung thdnh khdeh hdng Id (1) chdt luang cugc ggi, (2) thdi do phuc vu, (3) ton 
thdt chuyen doi, (4) su thugn lien vd (5) lien ich giao dich.Trong do nhdn to thdi dophi^c vg co 
dnh hu&ng ngugc chiiu v&i tinh trung thdnh khdeh hdng. 
lis khoa: Trung thanh khach himg, dich vu vien thdng di ddng, riio can chuyen 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. Tills 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 resuh from 897 clients m Tuyen Quang found that 05 factors affecting customer 
loyally 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. Gioi thifu cac nghign ciiu cho thky chi phi dg phat trign mgt 
Thi trudng vign thdng di ddng Viet Nam ngay ^^^^ hang mdi cao gap hr bon dgn sau \kn duy tri 

cang canh Uanh quygt liet va tidn tdi ngudng bao ^9^ ^^^^ "^^"S cu (Chien luoc gidnh khdeh hdng 
hoa, Tmh ddn hdt nam 2012 s6 thue bao di ddng ca ''^.^^'''' """^' ^^^^^- ^ ' ^ " "S^ien ciiu gSn day cho 
nudc dat 131 trieu thug bao (Bd Thdng tin va * 7 f^ t^^-^S^anh ciia khach hang phu thugc vao 
Tnivgn thnno imi^ w ^ •-• -. u , Chat lugng dich vu (Kim & cdng SU, 2004; Akbar & 
Truyen thong 2013). Vi vay ngoa. viec thu hut p^^^z, 2009; Deng & cdng su, 2010; Hanzaee & 
nhmig khach hang mdi thi viec duy tri khach hang Nasimi, 2012). Tuy nhien ddi vdi dich vu vidn thdng 

tmng thanh ngay cang trd len quan trgng hon. Bdi ngoai ygu td ve chSt lugng dich vu, tinh tmng thanh 
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cua khach hang cdn chiu tac ciia nhan td rao can 
chuygn ddi (Julander, 2003; Yang & Peterson, 2004; 
Zhang & Feng, 2009; Qian & cgng su, 2011; 
Danesh & cgng su, 2012). Nhiing rao can nay cd thg 
ngan trd khach hang chuygn sang nha cung cap khac 
mac dli chat lugng dich vu khdng tot cung tao ra su 
tmng thanh khach hang. 

Nghign cim ve tinh tmng thanh khach hitng lit chu 
dg nghien ciiu phd bien trong marketing. Tuy nhien 
tai Viet Nam trong ITnh vvc vien thdng di dgng cac 
nghign ciiu chu ygu xem xet anh hudng cita chat 
lugng dich vu, khdng cd nhieu cac nghidn ciiu vd 
cac ygu td rao can chuyen mang, dac biet la tai khu 
vuc phia Bac.Vi vay nghien ciiu nay dugc thiet ke 
vdi hai muc dich chinh (1) Danh gia dugc miic do 
trung thanh khach hang vdi cac nhit cung cap hien 
tai; (2) Do ludng miic do tac ddng ciia cac nhan td 
rao can chuygn mang tdi su trung thanh khach hang 
trong linh vuc vien thdng di dgng, 

2. Cff sd ly thuydt va mo hinh nghien cihi 

2.1. Su trung thanh khach hdng vd cdc nhdn id 
rdo cdn chuyen mang 

Theo Ganesh & cdng su (2000) sir tmng thanh la 
kgt hgp giii'a hanh vi tmng thanh v^ cam ket quan 
he. Sir tmng thanh vdi san pham, dich vu cd the 
dugc thg hien qua hitnh vi mua lap Iai, duy tri thai 
do tin cay ddi vol nha cung cap va chi quan tam sur 
dung dich vu ciia mdt nha cung cap (Gremler & 
Brown, 1996). Sir tmng thanh dugc xem xet d hai 
khia canh "hanh vi" va "thai do". Tigp can kigu 
"hitnh vi" sir dung phan tich hanh vi cita khach himg 
nhu: hiinh vi mua hgn tuc trong qua khii, sau dd do 
ludng miic do tmng thimh bang tdc do mua, tan suat 
mua va kha nang mua. Tigp can theo kigu "thai do" 
dg cap dgn cac bieu hien ngi tam ciia khach hang 
nhu: tam ly ua thich, su tin nhiem vg sim pham, dich 
vu(Oh, 1995). 

Cd nhigu nhan td tac ddng tdi su tmng thanh cua 
khach himg. Mdt sd nghign ciiu ly giai su hai long 
khach hang dan ddn tinh tmng thanh thdng qua chat 
lugng dich vu (Khan, 2010; Hanzaee & Nasimi, 
2012). Mgt s6 nghien ciiu khac cho rang su trung 
thanh khdng chi xuSt phat tir chit luong dich vu ma 
cdn dgn tir cac nhan td "rao can chuygn mang" 
(Gerpott & cgng su; 2001; Lee & Cunningham, 
2001; Ranaweera & Prabhu, 2003; Kim & cgng su, 
2004; Zhang & Feng, 2009; Qian & cdng su, 2011; 
Danesh & cdng su, 2012). Chat lugng dich vu chi la 
digu kign can khdng phai dieu kien dii. Nhieu khach 
hang sir dung dich vu khdng tdt nhung vin phai 
tmng thanh vdi nha cung cap do khdng cd lua chgn 
khac, Dieu nay dugc kigm chiing tai Viet Nam trong 

giai doan tmdc nam 2004 mudn hay khdng khach 
hiing vin phai su dung dich vu cua VNPT. 

Trong linh vuc vien thdng di ddng chat lugng 
dich vu dugc xem xet d cac nhan td (1) chat lugng 
cugc ggi; (2) cau tnic gia, (3) dich vu gia tri gia 
tang; (4) su thuan tien va (5) hd trg khach hang 
(Kim & cgng su, 2004, Pham Dire Ky, 2007). Day 
la cac nhiin td chinh trong nhdm nhan td chat lugng 
dich vu cd anh hudng ddn tinh tmng thanh cua 
khach hang. 

Cd hai loai rao can la (1) rao can tich cue va (2) 
rao can tigu cue (Julander, 2003). Rao can tich cue 
giir khach hiing d lai vii tao ra tinh tmng thanh dua 
trgn lgi ich mit hg nhan dugc. Ngudn gdc cua rao 
can tich cue lit do "so sanh lgi ich" trong kha nang 
tu do lira chgn cua khach hang. Xet d khia canh nay 
cd thg xem chat lugng dich vu nhu mdt loai rao can 
tich cue. Rao can tidu cue lit rao can giii chat khach 
hang vdi nhit cung cSp raa khong can nhieu nhung 
nd luc cai thien dich vu. Hay ndi each khac rao can 
do su ban che lira chgn cua khach hang hoac su bat 
tien, nhiing tdn that do sir chuyen ddi dich vu cd thg 
dem lai cho khach hang. Trong linh vuc vien thdng 
di dgng cd mdt sd loai rao can nhu: (1) Chi phi 
chuygn ddi bao gom: tdn that chuyen ddi, chi phi 
thich nghi, chi phi gia nhap mdi (Kim & cdng sir, 
2004; Zhang & Feng, 2009). Cac chi phi nay dugc 
xem nhu rao can tieu cue; (2) Sir hap dan ciia dich 
vu thay the nhu: su hdp dan vg danh tieng, hinh anh 
hay chat lugng dich vu (Pham Diic Ky, 2007); (3) 
Quan he khach hang thg hien qua sir than thigt, thai 
do cham sdc khach hang. Nhirng Ioai rito can nay lit 
nhung rao can tich cue. Nhin chung cac kgt qua 
nghien ciiu cho thay miic do rao can cang ldn thi 
khach hang cimg tmng thanh vdi dich vu (Kim & 
cong su, 2004; Zhang & Feng, 2009; Pham Diic Ky, 
2007) 

2.2. Mo hinh nghien cdn vd cdc gid thuyet 
nghien cuu 

Dua trgn phan tich tir co sd ly thuyet nghign cihi 
nay sii dung cac "tich hgp" ca hai hudng la chat 
lugng dich vu va rao can chuygn mang de xay dung 
md hinh danh gia sir tmng thanh ciia khach hang 
cho linh vuc vien thdng di ddng. Ddi vdi nhdm nhan 
to chat lugng dich vu chi xem xet hai thugc tinh la 
(1) chit lugng cudc got va (2) su thuan tien. Bdi cac 
nhiin td nhu dich vu gia tri gia tang, cau tnic gia hien 
nay khdng cd su khac biet nhieu giiia cac nhii cung 
cap. Ddi vdi nhom nhan td rao can chuyen mang 
nghien cim nay ciing chi xem xet hai nhan to la (1) 
Tdn thit chuygn ddi va (2) thai do phuc vu. Mo hinh 
nghien cuu dugc mo ta nhu hinh 1 
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Hinh 1: Mo hinh nghien cuu 

Chdt lugng cugc ggi la cam nhan cua khach hang 
ve chat lugng thoai nhu: sir thoai mai, rd rang vg am 
thanh; tin hieu khdng gian doan; vimg phii sdng 
rdng dg hgn lac mgi luc, mgi noi (Kim & cgng sir, 
2004; Pham Dire Ky, 2007; Zhang & Feng, 2009). 
Rd rang Ichach hitng se cam thay thoai mai va de gan 
bd vdi dich vu ciia nha cung cap ban khi chat lugng 
cudc ggi tdt. Digu nay ciing dugc kigm chiing qua 
cac nghign cim khac nhau (Kim & cgng su, 2004; 
Pham Dire Ky, 2007; Zhang & Feng; 2009). Vi vay 
nghien ciiu dua ra gia thuyet: 

H1: Nhan td chat lugng cudc ggi cd tac ddng tich 
cue den su tnmg thanh cua khach hang. 

Su thudn tien bao gdm cac yeu td nhu: tigp can 
dich vu dg dang; menh gia the da dang phuc vu 
dugc nhieu ddi tugng; chuyen ddi hinh thiic, quyen 
sd hiiu sd de dang, don gian; he thong kenh phan 
phdi rgng; thdi gian giao dich thuan Igi cho khach 
hang (Kim & cdng su, 2004; Pham Dtic Ky, 2007). 
Cac nghign ciiu da kigm chimg dugc anh hudng tich 
cue giiia sir thuan tien va tinh tmng thanh cua khach 
hang (Kim & cdng su, 2004; Pham Diic Ky, 2007; 
Khan, 2010). Vi vay nghien cim dua ra gia thuyet: 

H2: Nhan td sir thuan tien co tac dgng tich cue 
ddn su tmng thanh khach hang. 

Tdn thdt chuyen ddi ciia khach hang la nhung bit 
tien vii tdn that khi thay doi nha cung cap nhu: gian 
doan lign lac, khdng dugc hudng cac uu dai ciia nha 
mang hien tai, tac ddng tdi cac mdi quan he cdng 
viec, giao tigp xa hdi do ddi sd. Tdn thit la mgt loai 
chi phi chuyen ddi, mdt rao can chuyen ddi tieu cue. 
Khi cam nhan tdn that cang Idn khach hang cang 
tmng thanh (Kim & cgng sir, 2004; Pham Diic Ky, 
2007; Zhang & Feng, 2009).Vi vay nghien cuu dua 
ra gia thuyet. 

H3: Nhan td tdn that chuygn ddi cd tac ddng tich 
cue den su tmng thanh khach himg 

Thdi do phuc vu cua nhdn vien la su nha nhan, 
lich su khi tiep xiic ciia nhan vidn tdng dai; vi?c 
hudng dan ngan ggn, dg higu, than thien, lich sir khi 
tiep xiic vdi nhan vign tai cac diem giao dich. Thai 
do nhan vien dugc danh gia tdt se lam khach hang 
thoai mill ban keo theo hg cd xu hudng tmng thanh 
ban vdi dich vu. Nhieu nghign ciiu cung cho thiy 
thai do phuc vu cd anh hudng tich cue tdi su tmng 
thanh khach hang (Kim & cgng su, 2004; Pham Diic 
Ky, 2007; Zhang & Feng, 2009), Vi vay nghign cim 
dua ra gla thuygt: 

H4: Nhan td thai do phuc vu co anh hudng tich 
cue tdi sir tmng thanh khach hang 

3. Phirffng phap nghien cmi 

3.1. Thiet ke cau hdi dieu tra vd lua chpn ihang 
do 

Cac cau hdi cua timg nhan td dugc tham khao tir 
nghien ciiu gdc cua Kim & cgng su (2004) tai Han 
Qudc va nghien ciiu gan day ciia Zhang & Feng 
(2009) tai Thuy Dign. Ddng thdi tham khao mdt bg 
cau hdi bang tieng Viet dugc sir dung tmdc day ciia 
Pham Dtic Ky (2007). Nhirng cau hdi b5ng tigng 
Anh dugc dich sang tigng Viet va dieu chinh hi ngii 
thdng qua thao luan nhdm va qua trinh dich ngugc 
de danh gia tinh ddng nhat vg y nghia ciia cac cau 
hdi qua qua trinh dich. Cac cau hdi sau do dugc 
phdng van thit voi 10 khach hang khac nhau dg danh 
gia mirc do dg hieu ciia tir ngii dugc sir dung. Nhiing 
cau hdi khdng can thiet, kho hidu se dugc Ioai ra 
khdi thang do timg nhan to (d nhan td thai do phyc 
vu va su thuan tien). Cac cau hdi cuoi ciing dugc sir 
dung cho digu tra thuc nghiem nhu bang 1. 
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Ngbien ciiu sii dung thang do Likert 5 diem ddi 
vdi cau hdi thudc cac nhan to trong md hinh. Cac 
cau hdi phan loai (gidi tinh, loai dich vu,...) dugc 
danh gia thdng qua cac thang do phan loai. 

3.2. Chgn mau vd thu ihgp dir lieu 

Ddi tugng didu tra dugc xac dinh lit nhimg khach 
hang dang su dung dich vu vign thdng di dgng ciia 
cac nha mang khac nhau tai Tuyen Quang. Mau 
nghien ciiu lay theo sai sd bien vdi co mlu la 800 
(Suanders & cgng sir, 2007). Dg dam bao cd mlu 
nay IOOO phieu digu tra dugc phat di tren tat ca cac 
huyen ciia tinh Tuyen Quang. Kgt qua thu ve dugc 
897 phigu dieu tra hgp le phan loai theo cac dau hieu 
phan biet nhu bang 2. 

Dieu tra nay dugc thuc hien vdi su giiip do ciia 
Chi nhanh Viettel Tuygn Quang. Mgt ldp tap huan 
vg hudng din digu tra cho cac tmdng Trung tam 
huygn dugc thyc hien. Cac bang cau hdi dugc in vit 
chuygn xudng timg huyen. Nhan vien hd trg didm 
ban la ngudi phu trach digu tra lay y kien khach 
hang Uong qua trinh tac nghiep tai dia ban. 

3.3. Phuang phdp phdn tich dir lieu 

Kiim dinh su tin cdy thang do: Phuang phap phd 

Bang 1: Cac 

bien kigm dinh sir tin cay thang do lit su dung he so 
Cronbach Alpha va he sd tuong quan bidn tdng 
(Suanders & cgng sir, 2007; Hair & cdng su, 2006). 
Mac dil vay he sd Cronbach Alpha chl cd y nghTa 
khi nhan td cd ba bign trd len (Nguygn Dinh Thg, 
2011) vil viec su dung cijng cSn su cln trgng (Corti
na, 1993). Vdi nhiing nhan td cd he sd Cronbach 
Alpha Uong khoang 0.5 - 0.6 cho thay khai niem cd 
su tin cay thip (Nunally & Burstein, 1994). Tuy 
nhign viec loai bign khdng ngn thuc hien mgt each 
CO hgc mil can danh gia ca gia tri ndi dung ciia timg 
bien quan sat trong nhan td (Nguyin Dinh Thg). Bdi 
vay nghien ciiu xem xet ca nhiing nhan td cd be sd 
Cronbach Alpha nhd ban 0.6, he so tuang quan bidn 
tong vin lay d miic tdi thieu 0.3 (Nunally & 
Burstein, 1994). Nhirng nhan td cd hai bign quan sat 
ngu he so tuang quan ldn hon 0.3 dugc xem la cd 
quan he kha chat che (Suanders & cgng su, 2007), 
do dd cd the xem nhu dam bao tinh tin cay cho mdt 
khai niem nghign ciiu. 

Phdn tich nhdn to khdm phd: Phan tich nhan td 
kham pha se giup nha nghien ciiu nit ggn dii Heu tir 
nhieu muc hdi thanh nhiing nhan td it hon mit vin 
phan anh dugc y nghTa ciia cbiing. Mdt sd tidu 

can hdi dieu tra 

Bien quan sat 

Chdttieffng cu^cgoi 

QUA4 

Am ihanh dam tlioai ro rang, thoai mai khi nghe va noi 
Khi can sir dung dich vu ket noi nhanh, khong bi nghen mang 
Khi dang dam thoai, mang khong bi rctt, mat tin hieu, gian doan cuoc g 
Mang dang sir dung co vung phii song rong giiip viec lien lac diicrc moi luc, moi noi 

Kim & cong su (2004), 
Pham DiJc Ky (2007), 
Zhang & Feng (2009) 

ThdiMphucvu 

Thai d6 cua nhan vign tong diii nha nhan, lich s 
Hirong din cua nhan vien nha mang ve dich vu ngan ggn, de hieu 
Thai do Clia nhan vien tai cac diem giao dich khi tiep xuc Jich sir, diing muc 

Kim & cong su (2004), 
Pham Dire Ky (2007), 
Zhang & Feng (2009) 

Ton Otatctiuyen doi 

Anh/chi se mat mot khoan chi phi cho v 
dgng dang su dung sang mang khac 

11 khi chuyen tir mang di 

Anh/chi phai mua mot may dien thoai khac khi chuyen doi su dung mang di dgng 

Nhin chung, anh chi thay chuyen mang mcri se lam phat sinh mot chi phi dang ke 
Anh/chi cam thay bat tien neu chuyen sang mang khac vi g 
doi so diep thoai 

n lien lac do thay 

Kim & cong su (2004), 
Pham Dire Ky (2007), 
Zhang & Feng (2009) 

S\r thudn lien 

M^nh gia the cao da dang dap ung dii nhu cau ciia moi ngucri 
Cac thil tuc chuySn d6i (chii quyen, hmh thirc sir dung) d6 dang, thuan tien 
Cac thli tuc khoi phuc dich vu (thay sim) dl dang cho ngucn sir dung 
Thai gian th\rc hien giao djch hign nay thuan loi cho khach hang 

Kim & cong su (2004), 
Phara E)uc Ky (2007), 
Zhang & Feng (2009)) 

Trung tftanli kfidch lidng 

LOYl 

LOY? 

Uia sir dugc chon iai nha cung cap anh/chi vin chon lai nha cung c5p hien nay vjiu L̂. ^L-yv ̂ ,.»i,.;., ima i.uiit; i.,dj) ann/cni van cnon lai nna cung cap hien nay 
Anh/chi se gioi thieu nha cung cap hien nay cho nhung ngucri ban ciia minh neu ho 
chua sir dung djch vu 
Anh/chi se khuyen nhimg nguoi dang su dyng mang khac nen chuyen sang su dung 
djch vu tu nha cung cap anh/chj dang su dun^ 

Kim & cgng su (2004), 
Pham Due Ky (2007). 
Zhang & Feng (2009) 

\gu6n Tbam klido tie nghien cieu cda Kim & cong su (2004). Phgm Due Ky (2007). Zhang & Feng (2009) 
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Bang 2: Phan loai khach hiing 

Tieu chi phan loai Tan suat (%) 

660 (73.6%) 
237 (26.4%) 
539 (60.1%) 
336 (37.5%) 

17(1.9%) 
5 (0.6%) 

250(27.9%)" 
261 (29.1%) 
343 (38 2%) 

43 (4.8%) 
627 (69.9%) 
270 (30 1%) 

18-29 
30-45 
46-60 
Khac (tir 16 - 18 va tren 60) 

Trinh do hoc van 

PTTH 
Trung cap 
Cao dang 
Dai hoc 
Tra truac 
Tra sau Dich vu siJr dung 

Nguon - Kel qud dieu tra ciia tdc gid 

chuan khi phan tich nhan td kham pha la he sd KMO 
tdi thigu bang 0,5, kiem dinh Bartlett cd y nghia 
thdng ke (p < 0,05), hg sd eigenvalue tdi thieu bang 
1, phuong sai giai thich tdi thieu la 50% (Hair & 
cdng sir, 2006). Phuong phap nit trich nhan td sir 
dung lii phuong phap principal component vdi phep 
xoay varimax dg thu dugc sd nhan td be nhat 
(Hoang Trgng & Chu Nguygn Mgng Ngge, 2008). 
Sau phan tich nhan td kham pha neu cd sir xuat bien 
nhiing khai niem nghign cim mdi so vdi ly thuygt thi 
md hinh nghidn cim se dugc dieu chinh cho phu hgp 
vdi dii lieu thuc te. 

Ddnh gid bdng diim trung binh, do lich chudn vd 
phdn tich tuang quan: De danh gia miic do trung 
thanh va cam nhan vg timg nhan td rao can chuygn 
mang tac gta sir dung digm danh gia trung binh va 
do lech chuan tuong img ciia timg nhan td. Phan tich 
tuong quan dugc sir dung de danh gia vd mdi quan 
he giiia cac nhan td trong thuc td. 

Phdn tich hdi quy vd kiim dinh gid thuyet nghiin 
cuu: Dg kigm dinh cac gia thuyet ngbien ciiu tac gia 
Sli dung phan tich hoi quy da bien. Tigu chuSn kidm 
dinh theo thdng lg lay d mirc y nghia 5%. 

4. Ket qua nghien ciiu va thao luan 

Vdi 1000 phieu dieu tra phat di kgt qua thu vd 
dugc 897 phigu hgp Ig su dung cho phan tich. Kgt 
qua phan tich du lieu thu dugc nhu sau: 

4.1. Kiem dinh su iin cay thang do 

Kgt qua kigm dinh bang he sd Cronbach Alpha 
cho thSy cac nhan td "chat lugng cudc ggi", "thai do 
phuc vu", "tdn that chuyen ddi" va "trung thanh ciia 
khach hang" deu cd Cronbach Alpha ldn ban 0.6 va 
cac he sd tuong quan bien tdng ldn ban 0.3 (trir bien 
L0S2). Digu dd cho thay nhiing nhan td nay la dang 
tin cay, cac bien quan sat dam bao tinh nhSt quan ndi 
tai. Ddi vdi nhan td "su thuan tien" he sd Cronbach 
Alpha bang 0.535 nhd hon 0.6 cho thdy tinh tin cay 
thap. Tuy nhien cac he sd tuong quan bign tdng cua 
cac bign deu ldn hon 0,3, dong thdi nhdm tac gi^ 
cho rang nhiing bien quan sat nay dgu la nhung khia 
canh quan trgng ve mat ngi dung dg do ludng khai 
niem nghien ciru. Vi vay nhan td nay vSn dugc xem 
xet dua vao phan tich d cac buoc tiep theo. 

4.2. Phdn tich nhdn id khdm phd 

Ket qua phan tich vdi cac bien dgc lap cho thSy: 
He sd KMO Idn hon 0.5 (0.716), p-value ciia kilm 
dinh Bartlett nhd hon 0.05, gia tn eigenvalue ldn hon 
1, tdng phuong sai giai thich ldn hon 50% (70.7%), 

Bang 3: Ket qua kiem dinh sir tin cay thang do 

Nhan t6/bien phu thupc 

Chat lucmg cuoc goi 

Thai do phuc vu 

Ton that chuyen doi 

Sir thuan tien 

Ttung thanh khach hang 

He so Cronbach 

.792 

.688 

.732 

.535» 

.700 

Alpha So hi^n 

4 

3 

3 

4 

3 

Ghi chij 

Loai biln L0S2 

Nguon: Ket qua phan tich tir SPSS 
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Bang 4: Kgt qua phan tich ntian t6 kham pha cac bien ddc lap 

Bien quan sat 

QUAI 

QUA3 

QUA4 

QUA2 

LOSl 

L0S3 

L0S4 

ATT2 

ATT3 

CON2 

CONl 

C0N4 

C0N3 

Eigenvalue 

Ctonbach Alpha/Tuang quan 

KMO 

p-value (Bartlett) 

Phirong sai giai thich {%) 

1 

.793 

.752 

.741 

.726 

3.729 

.792 

2 

.891 

,739 

.613 

1.766 

.732 

Thanh phan chinh 

3 

,894 

.855 

1.501 

r - . 6 4 3 

.716 

000 

70.7 

4 

857 

678 

I 176 

r . . 3 3 3 

5 

851 

647 

1020 

r= .318 

Nguon: Kel qud phdn tich tie SPSS 
cac he sd factor loading Idn hon 0.5, cac bten quan 
sat hinh thanh nam nhan td. Didu dd chimg td sir 
dung phan tich nhan td kham pha phii hgp vdi dii 
heu nghign ciiu, Kgt qua kiem tra tinh tin cay cua cac 
nhan td hinh thanh bSng Cronbach Alpha va he sd 
tuong quan cho thay cac nhan td hinh thanh dgu dam 
bao tinh tin cay can thiet (bang 4). 

Kgt qua phan tich vdi bign phu thugc "tnmg 
thanh ciia khach hang" cho thay: He sd KMO ldn 
hon 0.5 (0.627), p-value ciia kidm dinh Bartlett nhd 
hon 0.05, gia tri eigenvalue ldn hon 1, phuang sai 
giai thich ldn hon 50% (62.921%), cac bign quan sat 
hgi tu vg mgt nhan td (bang 5). Dieu dd chiing td 
bign phu thudc la thang do don hudng va sir dung 
phan tich nhan td kham pha phu hgp vdi dii lieu 
nghien ciiu. 

Ket qua phan tich nhan td kham pha cho thay tir 
bdn nhan td ly thuygt hinh thanh nam nhan td, trong 
do nhan td "sir thuan tien" tach thanh hai nhan td 
rigng biet. Hai nhan td dugc dat lai tgn theo gia tri 
ngi dung phan anh ciia cac bign quan sat trong nhan 
td la "su thuan tien" (CONI, C0N2) va "tien ich 
giao dich" (C0N3, CON4). Khi dd md hinh va gia 
thuygt nghign ciiu dugc dieu chinh lai nhu hinh 2. 

Cac gia thuyet dugc phat bieu lai nhu sau: 

HI: Nhan td chat lugng cugc ggi cd anh huong 
tich cue den tinh trung thanh khach hang 

H2: Nhan td thai do phuc vu cd anh hudng tich 
cue dgn tinh trung thanh khach hang 

H3: Nhan td tdn that chuygn ddi cd anh hudng 
tich cuc ddn tinh trung thanh khach hang 

Bign quan sat 

Bang 5: Ket qua phan tich nhan to k h a m pha bien phu thuoc 

Thanh phan chinh 

Tmng thanh cua khach hang 

L0Y2 
LOYl 
LOY3 
KMO 
p-value 
Eigenvalue 
Phuong sai giai thich (%) 

Ngtion: Ket qua phan ttch lit SPSS 

.859 

.795 

.719 

.627 

.000 
1.888 

62 921 
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Hinh 2: M6 hinh nghi§n ciiu dieu chinh 

H4: Nhan td su thuan tien cd anh hudng tich cue 
dgn tinh trung thanh khach hang 

H5 Nhan td tien ich giao dich cd anh hudng tich 
cue den tinh trung thanh khach hang 

4.3. Mirc do irung thdnh khdeh hdng, cdm nhgn 
cdc nhdn td rdo cdn vd mdi quan he giua nhan td 

Kgt qua phan tich cho thay digm danh gia trung 
binh (Mean) vg mirc do hai ldng va cam nhan ciia 
cac nhan td rao can dgu d trgn miic digm 3 Uong 
thang do Likert 5 digm va do lech chuan (SD) cita 
cac nhan td ciing kha nhd (nhd ban 1), Trong dd 
khach hang danh gia cao nhdt d nhan to tien ich giao 
dich (Mean = 3.573, SD = 0.66163) va thap nhat d 
nhSn td tdn that chuygn ddi (Mean = 3.2653, SD = 

Bang 6: Ma tran tuong quan va 

0.65386). Phan tich tuong quan cho thay giiia cac 
nhan td deu cd quan he vdi nhau. Trong dd thai dp 
phuc vu cd tuong quan am vdi sir tnmg thanh khach 
hang (r=-0,135) (bang 6). 

4.4. Phdn iich hoi quy vd kiim dinh gid thuyit 
nghien ciru 

Dg danh gia mdi quan he nhan qua giiia bien dgc 
lap vdi bien phu thugc ta sir dung phan tich hdi quy. 
Ket qua phan tich dir lieu nghien ciiu tbu dugc nhu 
bang 7. 

Phuong trinh hdi quy dugc viet nhu sau: LOY = 
1.124 + 0.137QUA - 0.2I7ATT + 0.200LOS 
+0.328CON + 0.213UIT (bang 7). Kiera dinh F cd 
y nghia thdng kg (p = .000) chiing td cd tdi thigu 
diem danh gia cho timg nhan td 

QUA 

ATT 

LOS 

UTI 

CON 

LOY 

Trung binh 

Do lech chuan 

QUA 

1 

169" 

.462" 

.133" 

202" 

2 8 1 " 

3.5151 

.65213 

ATT 

1 

.329" 

.150" 

.082' 

- 135" 

3,2676 

.84633 

LOS 

1 

.244" 

.130" 

.270" 

3.2653 

.65386 

UTI 

1 

.262" 

.329" 

3.5730 

65548 

CON 

1 

.425" 

3 5050 

.66163 

LOY 

1 

3,4582 

.64416 

**Mirey nghia 0.00! 
Ghi chu • QUA-chdt hrang cugc ggi. ATT-thdi do phue vu. LOS-ton thdt ehuyin dSi, UlT-lien ich giao dich. CON-s 
thugn tien.LOY-trung thdnh kliach hdng 
Nguon. Ket qud phdn tich tit SPSS 
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Bang 7: Ket qua phan tich hoi quy 

(Constant) 

QUA 

ATT 

LOS 

CON 

UTI 

R hieu chinii 

p-value (F) 

He so chua chuiin hoa 

B 

1.124 

.137 

-.217 

.200 

328 

.213 

Sat so chuan 

.146 

.031 

.022 

.032 

.028 

.028 

He so chuan hoa 

Beta 

.139 

-.286 

203 

.337 

.216 

7.672 

4481 

-9.931 

6.266 

11.837 

7.506 

0.343 

0 000 

p-value 

.000 

.000 

.000 

.000 

.000 

.000 

Thong ke da cpng tuyen 

VIF 

1.306 

1.129 

1.431 

1 108 

1.133 

Bien phli thuge- LOY 
Nguon Kit qud phdn tich tie SPSS 

mgt bign ddc lap cd tac ddng tdi bidn phu thugc. He 
sd R^ hieu chinh = 0.343 chirng td nam bign dgc lap 
giai thich dugc 34.3% sir thay ddi cua bien phu 
thugc.Ket qua phan tich cho thay thdng kg t cd p-
value nhd ban 0.05, chiing td cac bign dgc lap deu 
cd anh hudng ddn bign phu thudc, Trong do bign 
"thai do phuc vu" cd anh hudng ngugc chidu vdi 
bign phu thudc. Nhu vay ta chap nhan cac gia thuyet 
HI, H3, H4, H5 va bac bd gia thuyet H2. Cac bidn 
ddc lap Cling cho thay su anh hudng khac nhau dgn 
bign phu thugc. Trong dd anh hudng ldn nhat la bidn 
"su thuan tien" (p= 0,337) tiep dgn cac bien "thai dd 
phuc vu" (P = -0.286), "tien ich giao dich" (P = 
0.2l6),"tdn that chuygn ddi" ((3= 0.203) va cudi 
Cling la bign "chat lugng cudc ggi" (p= 0.139). 

4.5. Thdo luan 

Kgt qua nghign ciiu cho thay cd su chenh lech kha 
ldn ve CO cau khach hang theo gidi tinh. Sd khach 
hang nam gidi cao gap g4n ba lan so vdi khach hang 
nir. Khach hang sii dung djch vu chu ygu la khach 
hang trg tudi, cd dgn hon 90% khach hang cd do tudi 
dudi 45. Didu nay cho thay cd su bat bmh dang trong 
sir dyng dich vu giiia nam va nii. Xu hudng chung 
cho thay nam gidi ia ddi tugng sir dung dich vu 
nhigu hon va dugc uu tien sir dung Uong gia dinh 
trudc nir gidi. Khach hang tre tudi ciing phan anh 
thuc tg ngudi tie cd xu huong chap nhan cac dich vu 
cong nghe de hon so vdi ngudi ldn tudi. 

Nghign Cliu cho thay hien trang vd chat lugng 
dich vu va cac nhan td rao can chuyen mang dugc 
khach hang danh gia d miic trung binh kha (trgn 
miic digm 3). Digu nay phan anh thuc tg cd mdt bd 
phan kha ldn khach hang chay theo cac chuang 
trinh khuyen mai cua cac nha cung c4p khac nhau 
ma khdng thuc su ttung thanh vdi mdt nha cung cip 
nao. 

Nghien ciiu ghi nhan tat ca nhiing nhan td rao can 
chuyen mang dgu cd anh hudng tdi su trung thanh 
ctia khach hang. Digu nay da dugc kigm chirng qua 
cac nghien ciru trudc day (Kim & cgng su, 2004; 
Phara Ditc Ky, 2007; Zhang & Feng, 2009). Mac dii 
vay ket qua nay khong cho thay su ddng nhat vdi 
cac nghign ciiu khac tai nudc ngoai va nghign ciiu 
cua Pham Diic Ky (2007) tai Viet Nam. Cac nghign 
Cliu khac cho thay "thai do phuc vu" cd anh hudrng 
tich cue tdi su trung thanh khach hang, nghign ciiu 
nay lai cho thay anh hudng ngugc lai. Digu nay 
dudng nhu la mdt nghich ly. Tuy nhien c6 thg xem 
nhan td "thai dd phuc vu" nhu mdt thugc tinh phai 
cd cua dich vu Uong md hinh Kano^ (1984 dSn theo 
Nguyen Hoang Bao, 2012), Tiic la ygu cSu vg thai 
do phuc vu (hudng din, cu xir lich su, diing muc) la 
nhiing ygu cau tdi thieu phai cd, khdng cd nd se lam 
cho khach hang bat man. Tuy nhien khi gia tang qua 
raiic ky vgng cd thg lam cho khach hang khdng hat 
Idng va giam tinh khdng tmng thanh. Thuc te khi 
nhan vidn hd trg ve dich vu td ra quan tam mgt each 
thai qua tdi khach hang ciing lam cho khach hang 
khdng hai long va dSn dgn thigu tinh trung thanh. 

Nghien ciiu cho thay tchai niem "su thuan tien" 
trong nghien ciiu gdc ciia Kim & cgng sir (2004) 
khdng phai la mdt khai niem don hudng trong 
nghign cuu nay. Thuc te nd la hai khai niem "thuan 
tien" va "tien ich giao djch" rieng biet. Tuy nhign 
nhirng nhan td nay ciing cho thay tinh tin cay thap 
khi kiem dinh su tin cay thang do. Day la mdt han 
chg cua nghign ciiu nay, cac nghign ciiu tigp theo 
can tiep tuc xay dung, hieu chinh bg thang do hoan 
chinh hon cho cac nghien ciiu tai Viet Nara. Kha 
nang giai thich ciia md hinh cung khdng phai d mirc 
cao (34.4%). Do do, cac nghign cuu tiep theo can 
dua thgm nhiing nhan td khac vao md hinh de tang 
kha nang giai thich hon nira. 

I 
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5. Kien nghi 
Kdt qua nghien ciiu cung dua ra ragt sd ham y 

cho cac nha cung dich vu vign thdng di dgng nhu 
sau' 

Thir nhat, cai thien cbSt lugng cudc ggi, thuc tg 
hien nay chit lugng cugc ggi khdng phai la ragt vSn 
dg ldn vdi khach hang. Tuy nhien vdi nhiing khach 
hang khu vuc mien niti nhu Tuygn Quang cd thg 
viec dam bao nd chua dugc thuc sir tot. Vi vay cac 
nha mang cku xay dung ha tang phu sdng, thyc hien 
viec ling cuu thdng tin khi xay ra su cd (mat dien, 
dirt cap) mgt each nhanh chdng de dam bao he 
thdng lien lac cua khach hang dugc thdng sudt. 

Thu hai, cai thien yeu td "thai do phuc vu" ciia 
nhan vign giao dich va he thdng tdng dai tra ldi 
khach hang. He thdng tdng dai va nhan vien giao 
dich phai dugc hgc nghiep vu, dam bao su hieu bigt 
vg cac gdi gia san pham dg tta ldi thac mac cua 
khach hang. Bd phan ra chmh sach thugc dich vu 
ciing phai tap huan cho giao dich vidn, dien thoai 
vien ve dich vu, giai thich cho khach hang mgt each 

don gian, ngan nggn. 

Thie ba, thay thg cac "rao can tigu cvcc" bSt huge 
khach hang phai tnmg thanh bang nhirng yeu td tich 
cue nhu cai thien dich vu, tang cudng cung cSp dich 
vu mdi, dua ra nhidu tien ich mdi cho khach hang. 
Bdi hien nay "tdn that chuygn ddi" mdt dang cua 
rao can tigu cue van la mdt nhan td cd anh huong 
Idn dgn tinh trung thanh khach hang. Digu nay cd 
thg thay ddi khi co chinh sach "chuyen mang giii 
sd" nhan td nay se khdng cdn y nghia gi nira. 

Thir tu, la cai thien tinh thuan tien cua dich vu 
nhu ludn dam bao hang hda vg sim, the da dang ca 
vd CO cau va sd lugng cho thi trudng tdi tkt ca cac 
digm ban. Cai thien thu ttic chuygn ddi chit quygn, 
hinh thiic sir dung, thay doi thdng tin ca nhan cua 
khach hang theo hudng don gian. 

Thie ndm, cai thien tinh tien ich giao dich nhu thu 
tuc khdi phuc sim, sd, thdi gian giao dich tai cac 
diem giao dich dai hon hoac khdng thuc hien chg do 
ddng ciia vao cdc ngay nghi, ngay ll dg dam bao 
thuan tien cho khach bang.O 

Ghi chii: 

' Anh hudng ciia thugc tinh phai cd tdi sir hai Idng (hoac tmng thanh) khach hang dugc bieu diln bang 

ham. Ui ^ Ao + Trong dd: Ui la su hai Idng hay tinh tmng thanh, AQ, A | la cac tham sd, Xi la thudc 
Xl 

tinh phai cd cua dich vu. 
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