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Tém tit — Nghién ciru voi 228 phiéu khao sat hop 16 tai Thanh phd Tan An xéac dinh 7 yéu té anh
huong dén quyét dinh chon mang Vinaphone: Chat lugng phuc vu (B = 0,286), Hinh anh doanh nghiép
(B =0,251), P tin cay (B = 0,206), Chét lugng dich vu (B = 0,191), Dich vu gié tri gia ting (B = 0,148),
Chi phi (B = 0,131), va Hoat dong chi€u thi (B = 0,101), trong d6 Chat lugng phuc vu anh hudng manh

nhat.

Abstract — The study, based on 228 valid survey responses in Tan An City, identified seven factors
influencing the decision to choose the Vinaphone network: Service Quality (B = 0.286), Corporate Image
(B=10.251), Reliability (B = 0.206), Service Features (3 =0.191), Value-Added Services (§ = 0.148), Cost
(B=0.131), and Promotion Activities (f = 0.101), with Service Quality having the strongest impact.

Tir khéa — Quyét dinh (decision), khach hang (customer), Vinaphone Tan An.

1. Pat van dé

Thi truong mang di dong khong ngimg
bién dong véi su canh tranh ngay cang khéc
ligt, dac biét gitra cac nha mang lé6n nhu
Viettel, Mobifone va Vinaphone. Dén nay,
Viét Nam d3 thu hut nhiéu tdp doan vién thong
dau tu, gop phan thuc ddy sy phat trién manh
mé cua nganh. Tuy nhién, su canh tranh nay
dat ra thach thac 16n cho Vinaphone, khi thi
phan thué bao ctia doanh nghiép da bi Viettel
vuot qua du 1a don vi di trude.

Tai thanh phé Tan An, noi c6 su hién dién
cua 5 nha mang, trong do ndi bat nhat van 1a 3
nha mang chu chdt, cude canh tranh dé gitr
chén khach hang va thu hat thué bao moi ngay
cang gay git. Be nang cao nang luc canh tranh,
Vinaphone can tap trung vao cai thién chat
luong dich vu nham ting sy hai long va long
trung thanh cia khach hang. Tuy nhién, dé
thue hién hiéu qua, can hiéu rd nhimg yéu t6
nao anh huong dén quyét dinh lya chon mang
di dong cua khach hang.

Tir thyc tién nay, nghién ciru “Cac yéu t6
anh huong dén quyét dinh lya chon mang di
dong Vinaphone ctia khach hang tai thanh phd
Tan An, tinh Long An” dugc tac gia thuc hién,
nham cung cip co s¢ khoa hoc va thyc tién cho

viéc xay dung chién luge kinh doanh cua
Vinaphone trong tuong lai.

2. Co s& 1y thuyét va mé hinh nghién ctru

Hanh vi nguoi tiéu dung la mot linh vuc
nghién ctru quan trong nham hiéu cach ngudi
tiéu dung ra quyét dinh mua sam va st dung
san phém hodc dich vu. Theo Kotler va
Armstrong (2018), hanh vi nay bao gém cic
giai doan tir nhan biét nhu cau, tim kiém thong
tin, danh gia cac lwa chon, dén hanh dong mua
sim va phan hoi sau mua. Bén canh d6, Engel,
Blackwell va Miniard (1995) ciing nhan manh
rang hanh vi tiéu dung khong chi gi6i han ¢
cac quyét dinh mua ma con bao ham ca céc
phan tmg va lua chon trude céc kich thich tur
moi truong. Viéc nghién ctru hanh vi nguoi
tiéu dung gitip doanh nghiép xay dung chién
lugce tiép thi hidu qua, t6i uvu hoa san pham va
nang cao su hai long ctia khach hang.

Kim va Lee (2021) d& phan tich cac yéu
t6 anh hudng dén su lua chon dich vu di dong
tai Han Qudc, voi mau khao sat 500 ngudi tiéu
ding. Két qua chi ra rang Chat lwong dich vu
va Hoat dong chiéu thi 1a hai yéu t6 tac dong
manh nhit, trong do Chat lugng dich vu anh
hudng 16n dén sy hai 1ong va 1ong trung thanh
ctua khach hang.
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Wang va Chen (2022) nghién ciu tai
Trung Qudc v6i mau 600 khach hang, st dung
phuong phap SEM. Két qua nhin manh rang
Hinh anh doanh nghiép va Chét lugng dich vu
1a hai yéu t6 quan trong nhét, anh huong manh
dén niém tin va sy hai 10ng ctia khach hang.

Nguyén Thanh Ngén (2021) khao sat 393
khach hang va nhan thay Cong nghé¢ va Uy tin
thuong hiéu la cac yéu t6 co tac dong tich cuc
16n nhat dén sy lua chon nha cung cap dich vu,
trong khi cac yéu t6 nhu Dich vu chim soc
khach hang va Gia tri gia tang c6 anh hudéng
thap hon.

Nguyén Luu Nhu Thuy (2022) nghién
ctru tai thanh phd H6 Chi Minh vé quyét dinh
mua xe tay ga, cho thay Gia tri x4 hoi va Gia
tri cam xuc c6 tic dong manh nhét, trong khi
Gi4 ca va Chét lugng ciing quan trong nhung
it hon.

Hlnh'anh doanh nghiép \ "
Chat lugng dich vu ~—— m
Chat luong phuc vu — H,
Do tin cay __ Ha
Hoat dong chiéu thi — }I;IG ’
Chi phi —

Dich vu gia tri gia ting

Nguyén Phi Son (2021) di phan tich cic
yéu td anh huong dén viéc lya chon dich vu
ADSL tai thanh phé H6 Chi Minh. Hinh anh
doanh nghiép va B9 tin cay dich vu cé tac
dong 16n nhat, trong khi Hoat dong chiéu thi
va Chi phi déng vai tro ho tro.

Thai Thanh Ha (2022) nghién ctu tai
Binh Duong va chi ra rang Chét luong dich vu
1a yéu t6 anh huong 16n nhét dén sy hai long
ctia khach hang, trong khi cac yéu té khac nhu
Gia ca, Tién ich gia tdng, va Tinh don gian thu
tuc ciing c6 anh huéng nhung ¢ mire thip hon.

Mb hinh nghién ctru bao gdbm 7 bién doc
lap va 1 bién phu thudc, dua theo cac nghién
ctru trudc day va cd sy hi€u chinh tir nghién
ctru dinh tinh phu hgp véi tinh hinh nghién ctru
ctia ludn vin, tac gia dé xuat mo hinh nghién
ctru gdm 07 thanh phan nhu sau:

Quyét dinh lva chon

mang Vinaphone

Hinh 1. Mé hinh nghién cieu dé xudt ciia tic gia

Tir d6 tac gia dit ra cac gia thuyét nghién
ctru nhu sau: Hi: Hinh 4nh cta doanh nghiép
c6 tac dong cung chidu dén Quyét dinh Iya
chon mang Vinaphone; Ho: Chat luong dich
vu ¢6 tac dong ciing chidu dén Quyét dinh Iya
chon mang Vinaphone; Hj: Chét luong phuc
vu c6 tac dong ciing chidu dén Quyét dinh Iya
chon mang Vinaphone; Hs: D9 tin cay co6 tac
dong cung chiéu dén Quyét dinh lwa chon
mang Vinaphone; Hs: Hoat dong chiéu thi c6
tac dong cung chidu dén Quyét dinh lwa chon
mang Vinaphone; Hs: Chi phi c6 tic dong
cung chiéu dén Quyét dinh lga chon mang
Vinaphone; H7: Dich vu gia tri gia tdng c6 tac
dong cung chiéu dén Quyét dinh lwa chon
mang Vinaphone.

Nguon: Pé xudt cua tdac gia

3. Phuong phap nghién ctru

Téc gia sir dung phuong phap chon mau
thuan tién dé khao sat cac khach hang sir dung
mang di dong Vinaphone tai thanh phé Tan An,
tinh Long An. Kich thudc mau duoc tinh dua
trén cac yéu cau cua phan tich nhan té kham
pha (EFA), v6i quy tac toi thiéu 1a mau can
gip 5 1an s bién quan sat. Duya trén 32 bién
trong mo6 hinh, kich thuée mau duoc chon 1a
250, dam bao tinh du phong cho cac bang cau
héi khong hop 1€. Thang do Likert 5 mirc do
duoc ap dung dé danh gia cac yéu t6 nhu Hinh
anh doanh nghiép, Chat luong dich vy, B9 tin
cay, Hoat dong chiéu thi, Chi phi, va Dich vu
gid tri gia ting (Nguyén Dinh Tho, 2013;
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Hoang Trong & Chu Nguyén Mong Ngoc,
2008).

Phiéu khéo sat bao gdm hai phan: cac ciu
héi chinh lién quan dén cac nhan té anh hudng
dén quyét dinh lya chon mang di dong va
thong tin cd nhan cta khach hang. Du li€u
duoc thu thap truc tiép béng phiéu khao sat
gidy va xtr 1y bang phan mém SPSS 26.0 sau
khi loai bo cac phiéu khong hop 1é.

Nghién ctru ciing kiém dinh su khéac biét
gitra cac nhom khach hang theo gidi tinh, do
tudi (dudi 26 tudi, 26-35 tudi, 36-45 tudi, trén
46 tudi), va thu nhap (dudi 7 triéu, 7-12 triéu,
12-20 triéu, trén 20 triéu). Két qua thu thap
gitip phan tich cac yéu té tac dong dén quyét

dinh lga chon mang Vinaphone tai dia ba}n
nghién ctru (Green, 1991, trich bdi Nguyén
Dinh Tho, 2013; Hair va cdng su., 2006).

4. Két qua nghién ctru va ham y quan tri
4.1. Két qud nghién civu

Trong bai nghién ctru tong cong c6 8 bién:
7 bién doc 1ap va 1 bién phu thudc duoc dua
vao dé thyc hién kiém dinh do tin cdy thang do
két qua kiém dinh duoc trinh bay tom tit thong
qua bang 1. Két qua cho thiy cac thang do trén
déu c6 hé s6 Cronbach’s Alpha kha cao (> 0,6)
nén dugc sir dung cho phan tich EFA tiép theo.

Bing 1. Tém tit phan tich Cronbach’s Alpha

Bién quan sat Trung binh.thg’ng Phuong sai.thg’ng Tuqng quan Hé sb C’ronba%ch.’ S
do néu loai bién do néu loai bién bién tong Alpha néu loai bién
HINH ANH DOANH NGHIEP: Cronbach’s Alpha = 0,894
HADNI1 11,71 5,407 ,825 ,842
HADN?2 11,68 5,586 ,809 ,850
HADN3 11,73 5,571 ,601 ,893
HADN4 11,70 5,461 ,751 ,870
CHAT LUQNG DICH VU: Cronbach’s Alpha = 0,835
CLDVI1 12,03 3,722 ,683 ,784
CLDV2 12,04 3,654 ,660 , 794
CLDV3 12,03 3,418 ,731 ,761
CLDV4 11,94 3,961 ,590 ,823
CHAT LUQNG PHUC VU: Cronbach’s Alpha = 0,863
CLPVI 12,38 2,994 ,834 ,172
CLPV2 12,35 3,496 ,665 ,844
CLPV3 12,38 3,470 ,684 ,837
CLPV4 12,51 3,229 ,673 ,843
PO TIN CAY: Cronbach’s Alpha = 0,857
bTCI 12,61 3,357 ,813 L7171
bTC2 12,67 3,464 ,721 ,808
bTC3 12,74 3,534 ,759 , 795
bTC4 12,94 3,697 ,537 ,890
HOAT PONG CHIEU THI: Cronbach’s Alpha = 0,865
HDBCT1 12,03 2,880 ,314 ,785
HDCT2 12,00 3,009 , 758 ,809
HDCT3 12,02 3,044 , 729 ,821
HBCT4 11,97 3,497 ,563 ,884
CHI PHI: Cronbach’s Alpha = 0,913
CP1 10,49 4,119 ,885 ,857
CP2 10,43 4,563 ,756 ,903
CP3 10,46 4,302 ,834 ,876
CP4 10,45 4,530 ,7135 910
HOAT PONG CHIEU THI: Cronbach’s Alpha = 0,904
GTGTI 12,96 2,104 | 907 ,829
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GTGT2 13,07 2,361 , 719 ,901
GTGT3 12,96 2,121 891 ,836
GTGT4 13,13 2,714 ,641 ,923

QUYET PINH LUA CHON MANG VINAPHONE: Cronbach’s Alpha = 0,735
Qb1 12,55 2,962 AT7 710
Qb2 12,46 2,937 ,632 613
Qb3 12,32 3,221 ,506 ,686
Qb4 12,11 3,275 ,503 ,688

Bing 2. Két qud kiém dinh KMO va Bartlett’s cdc bién dic lgp

Nguon: Ket qua xuw Iy dir liéu diéu tra cua tac gia

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,866
Bartlett's Test of Sphericity Approx. Chi-Square 5506,089
df 378
Sig. ,000

Tir bang 2 cho thiy Kiém dinh KMO va
Bartlett’s trong phan tich nhéan té cho thdy hé
s& KMO dat 0,866 (> 0,5), Sig. = 0,000 (<
0,05), qua d6 bac bo gia thuyét Ho trén. Két

Nguon: Két qua xir Iy dit liéu diéu tra cia tdc gia
qua nay chi ra rang cac bién quan st trong
tong thé c6 mbi trong quan v4i nhau va phan
tich nhan t6 EFA 1a phu hop.

Bing 3. Két qud phén tich nhén té kham phd (EFA) cdc bién dpc lip

Rotated Component Matrix*

Component

3

4

CP2

,858

CP4

844

CP1

,753

CP3

,751

GTGT3

,856

GTGT1

,855

GTGT2

17

GTGT4

,550

HADN?2

913

HADNI

,883

HADN4

175

HADN3

641

HDCT1

844

HDbCT2

,820

HDCT3

,819

HDbCT4

,575

CLPV1

179

CLPV4

174

CLPV3

171

CLPV2

,705

CLDV3

,834

CLDV2

,743

CLDVI1

,681

CLDV4

,603

DPTCI1

,793

bTC2

,793

bTC3

179
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PTC4 | | |

,715

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Dura vio bang 3 ta thiy khi thyc hién EFA
cho 7 bién doc lap, 28 bién quan sat thi co 7
nhan td duge rat trich va hé sd tai nhan t6 cua
céc bién duoc trich déu 16n hon 0,5 nén chép

Nguon: Ket qua xuw Iy dir liéu diéu tra cua tdac gia
nhan tit ca cac bién quan sat nay. Do vy, 7
nhan t6 dugc trich phu hop véi gia thuyét ban
dau nén khong dat lai gia thuyét.

Bdng 4. Ddanh gia mirc dj phu hop ciia mé hinh

Tom tit md hinh

Hé s6
A 1Y A A A A 2 * .7 - .7 . -
Mo hinh HésO R | HEsO R R hiéu chinh Giatri F Gia tri Durbin-Watson
1 ,9482 0,900 0,896 0,18102 281,622

Dir lidu bang 4 cho thdy hé sé6 R binh
phuong hi¢u chinh 1a 0,896 = 89,60%. Nhu

Nguon: Két qua xir Iy dir liéu diéu tra ciia tac gia
vay, cac bien doc 1ap dua vao chay hoi quy anh
hudng 89,60% sy thay doi cta bién phu thudc.

Bing 5. Két qua hoi quy

Mo hinh Hé so chua chuan hoa Hé so Trit Tri Théng ké
chudn hoa Sig. da cong tuyén
B Sai sb chuan Beta Tolerance | VIF
1 |Hang s6 -, 708 121 -5,852 | ,000

Hinh anh doanh ,183 ,019 251 9,420 | ,000 ,645 1,551
nghiép

Chat luong dich vu | ,172 ,027 ,191 6,440 | ,000 ,522 1,917
Chat luong phuc vu | ,272 ,026 ,286 10,280 | ,000 ,589 1,698
Do tin cay ,190 ,024 ,206 7,941 | ,000 ,676 1,480
Chi phi ,107 ,023 ,131 4,655 | ,000 ,575 1,738
Hoat dong chiéu thi | ,099 ,027 ,101 3,702 | ,000 ,615 1,627
Gia trj gia tang ,166 ,032 ,148 5,160 | ,000 ,554 1,805

Dit liéu bang 5 cho thdy mdi quan hé gitra
bién phu thu¢c danh gia chung va cac yéu t6
duoc hdi quy (theo hé s beta chua chuan hoa)
nhu sau:

Quyét dinh lwa chon mang Vinaphone
= -0.708 + 0,272 * Chat lwong phuc vu +
0,190 * D¢ tin cay + 0,183 * Hinh dnh doanh
nghiép +0,172 * Chit lweng dich vu +0,166
* Gia tri gia tang + 0,107 * Chi phi + 0,099
* Hoat dong chiéu thi

Két qua phan tich mé hinh hdi quy cho
thy, co 7 yéu té anh huong dén Quyét dinh
lwa chon mang Vinaphone d6 13: Bién Chat
lugng phuc vu (B = 0,286), Hinh anh doanh
nghiép (B = 0,251), B9 tin cay (B = 0,200),
Chat lugng dich vu (B =0,191), Dich vu gia tri
gia tang (p =0,148), Chi phi (3 =0,131), Hoat
dong chiéu thi (B = 0,101). Nhu vay céac gia
thuyét Hi, Ha, Hs, Ha, Hs, He, H7 déu duoc
chap nhan & do tin cay 95%.

Nguon: Ket qua xuwr Iy dir liéu diéu tra cua tac gia
4.2. Ham y qudn tri

Chat lugng phuc vu déng vai trd quan
trong nhat trong quyét dinh Iya chon mang
Vinaphone cua khach hang (B = 0,286). bé
nang cao yéu t6 nay, Vinaphone can tap trung
vao dao tao nhan vién, cai thi¢én quy trinh
cham soc khach hang, ap dung cong ngh¢ nhu
Al dé tang kha ning hd trg, va c4 nhan hoa trai
nghiém khach hang thong qua phan tich dir
ligu. Viéc mé rong cac kénh lién lac va dam
bao dich vu hd trg moi lic, moi noi ciing gitip
tang tinh tién loi va sy hai long.

Hinh anh doanh nghiép véi gid tri B =
0,251 anh hudéng manh dén su lva chon cua
khach hang. Vinaphone can ddy manh truyén
thong thuong hiéu qua quang cao, mang xa hoi
cac sy kién CSR, va duy tri danh tiéng truc
tuyén bang cach phan hoi nhanh chong cac
danh gia. Ngoai ra, viéc cai tién san pham,

3
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dich vu va tién phong cong nghé sé& cing c¢b uy
tin thuong hiéu.

b6 tin cdy dich vu (B = 0,206) yéu cau
Vinaphone ddu tu vao ha ting mang, bao tri
dinh ky, nang cao bao mat thong tin, va phan
hdi nhanh cac sy cb. Mot hé théng hd tro
khach hang 24/7 cung cac bién phap bao mét
tién tién s& cung co niém tin va long trung
thanh cia khach hang,.

Chét luong dich vu (B = 0,191) doi hoi
Vinaphone tang cuong mang ludi 4G, 5G, dac
biét ¢ khu vuc nong thon, va nang cap cong
nghé¢ cap quang dé dam bao két ndi nhanh, on
dinh. Téi wu quy trinh hd trg ky thuat, trién
khai géi cudc linh hoat, va cai thién giao dién
mg dung s& gop phan ning cao trai nghiém
khéch hang.

Gié tri gia tang tuy c6 anh huong thap hon
nhung van 13 yéu t dang cha y. Vinaphone
cAn mé rong cac dich vu nhu giai tri, hoc tap,
va thanh toan tryc tuyén, dong thoi trién khai
céc chuong trinh khuyén mai hodc wu dai dé
tang gia tri st dung cho khach hang.

Chi phi la mot yéu t6 ¢6 anh huong khong
nho dén quyet dinh lya chon mang Vinaphone,
voi h¢ s6 B = 0,131. Vinaphone can cd cac
chién luoc dinh gia hop 1y, can ddi giita viéc
t6i wu hoa chi phi cho khach hang va dam bao
lo1 nhuan cho doanh nghiép.

Hoat dong chiéu thi, voi hé s6 p = 0,101,
cling o tac dong dang ké dén quyét dinh lya
chon mang Vinaphone cua khach hang. Chiéu
thi hiéu qua gitp nang cao nhan thirc vé
thuong hi¢u va khuyén khich khach hang tim
hleu st dyng san pham dich vy. Vinaphone
can tiép tuc diy manh cac hoat dong chiéu thi
va marketing nham tiép can khach hang mot
cach toan dién va hi¢u qua hon.

Nhitng ham ¥ trén cho thay rang, viéc két
hop ddng bd cac chién luge nham cai thién
chat luong phuc vu, xay dung hinh anh doanh
nghiép, dam bao do tin cdy va nang cao chat
luong dich vu sé& gitp Vinaphone khiang dinh
vi thé va duy tri sy trung thanh tir khach hang.
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