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Tém tit — Nghién ciru chi ra su nhan t6 anh hudng dén sy hai 1ong ctia khach hang d6i vé6i dich vu
Internet Fiber VNN tai VNPT huyén Cai Lay, bao gdm: “Su ddng cam,” “Niang luc phuc vy,” “Phuong
tién hiru hinh,” “Dap Gng khach hang,” “Tiép can dich vu,” va “Sy tin céy.” Dé cai thién, VNPT can dao
tao nhén vién v€ k¥ ndng giao tiép va chuyén mon, dau tu co s& vat chat va nang cao quy trinh xu 1y yéu
cau khach hang. Ngoai ra, can md rong pham vi dich vu, cai thién két ndi va duy tri cam két dich vy minh
bach, qua d6 ting cudng su tin cdy cua khach hang. Nhitng bién phéap nay s& gip nang cao chét lugng
dich vu tai VNPT huyén Cai Lay.

Abstract — The study indicates that six factors influence customer satisfaction with the FiberVNN
internet service at VNPT Cai Lay district, including: "Empathy," "Service competence," "Tangible
evidence," "Customer responsiveness," "Service accessibility," and "Trustworthiness." To improve,
VNPT should train staff in communication and professional skills, invest in infrastructure, and enhance
the process of handling customer requests. Additionally, expanding the service range, improving
connectivity, and maintaining transparent service commitments will strengthen customer trust. These

measures will help improve service quality at VNPT Cai Lay district.

Tir khoa — Sy hai 1ong, khach hang, VNPT, satisfaction, customer.

1. Pit van dé

Thi trudng vién thong tai huyén Cai Lay,
tinh Tién Giang dang c6 su canh tranh manh
mé giita cic nha cung cip nhu VNPT, Viettel,
FPT, v6i nhiéu thuong hidu va goi cudc da
dang. Mic du VNPT d cai tién dich vu, trién
khai cac chuong trinh vu déi va cham soc
khach hang, nhung s6 Iuong khach hang roi bo
dich vu FiberVNN vén gia ting, cu thé nim
2020 tang 33,33% so v41 2019, nam 2021 tang
24,26% so voi 2020. Diéu nay dat ra cau hoi
vé muc do hai 10ng ctia khach hang va cac yéu
td tac dong dén su thoa man khi su dung dich
vu FiberVNN.

Nghién ctru nham tim kiém céc giai phap
nang cao hiéu qua hoat dong va gia ting su gan
b6 cua khach hang véi VNPT. Nghién ciu nay
gitip VNPT dia phuong xac dinh cac nhan t6
anh huong dén sy hai long ctia khach hang sir
dung dich vu Internet FiberVNN, tir 46 diéu
chinh hoat dong cung cép dich vu dé giir chan

khach hang va xdy dung mdi quan hé lau dai.
Pong thoi, viéc hoan thién phuong phap do
luong va thuc hién dinh ky s€ giup phat hién
kip thoi mirc d6 thoa man ctia khach hang, hd
tro cai thién chét lugng dich vu.

2. Co s Iy thuyét va mo hinh nghién ciru

Su hai long cuia khach hang 1a mét trong
nhimg chu dé quan trong trong linh vuc quan
tri kinh doanh va marketing. Theo Kotler va
Keller (2016), sy hai long cua khach hang
dugc dinh nghia 1a trang thdi cdm xuc cua
khéach hang phat sinh tur su so sanh gitra ky
vong trudc khi s dung va trai nghiém thuc té
ctia ho d6i véi san pham hodc dich vu. Nghién
ctru nay sur dung thang do SERVQUAL dugc
Parasuraman va cong su (1988) phat trién, bao
gém nam thanh phén chinh: d¢ tin cdy, kha
nang dap ung, nang lyc phuc vu, sy déng cam
va phuong tién hiru hinh.

Bén canh d6, mo hinh chét l}Io’ng dich vu
va su hai long cling dugc nang cap va ap dung
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rong rdi trong nhiéu nghién ctu trude day.
Theo nghién ctru cua Ladhari (2009), thang do
SERVQUAL dugc diéu chinh phu hop voi
ting linh vuc cu thé dé do luong chat luong
dich vu, dic biét la trong nganh vién thong.
Céc yéu t6 nay s& 1a co s dé phan tich mirc 46
hai long cia khach hang st dung dich vu
Internet FiberVNN.

Li va cong su (2019) da nghién ctu cac
nhan t6 anh hudong dén sy hai long cua khach
hang d6i voi dich vu bing thong rong tai Bic
Kinh, Trung Quéc. Dich vu khéach hang duoc
xéc dinh 14 nhan t6 quan trong nhat, cho thiy
tam quan trong cua viéc ho tro kip thoi va giai
quyét van d¢é trong qua trinh st dung dich vu.

Tai quan Vavuniya ¢ qubc gia Sri Lanka,
Maheswaran va Pushpanathanb (2018) da
danh gia cac nhan t6 anh huong dén su hai
long cua khéach hang str dung dich vu bang
thong rong FTTH. Két qua khao sat 152 khach
hang chi ra rang chat lugng dich vu (CLDV)
va hinh anh thuong hiu co6 tdc dong tich cuc
dang ké, trong d6 CLDV 1a yéu té c6 anh
hudng 16n nhat. Diéu nay khang dinh sy can
thiét ctia viéc dam bao chat luong dich vu va
xdy dung uy tin thuong hiéu dé nang cao su
hai long cua khéach hang.

Daud va cong su (2018) da thuc hi¢én mot
nghién ctu tai Pai hoc Teknologi MARA,
Malaysia, dé danh gia sy hai long cua sinh
vién voi dich vy bang thong rong 4G. Qua
khao sat 161 sinh vién, nghién ciru cho thiy
nhan vién hd tro va ha tang k¥ thuat dong vai
trd quan trong nhét trong viéc cai thién chat
luong dich vu. Nghién ctu cling nhan manh
tam quan trong cua viéc dau tu vao ha tang va
d6i ngii nhan vién dé nang cao su hai 1ong cta
khéch hang.

Su tin cav
\ H,
Phuong tién hitu hinh
‘ \ Hz
Su dong cam —— H;
Pap tmg khach hang _— H
Ning luc phuc vu — Hs
e . / H6
Tiép can dich vu

Nguyén Anh Khoa (2018) da nghién ctru
su hai long cta khach hang ddi véi dich vu
Internet cia VNPT tai thanh phd Tra Vinh.
Dua trén khao sat 160 khach hang, nghién ctru
xéac dinh nam yéu t chinh anh huéng dén sy
hai 1ong bao gébm: do tin cdy, ning luc phuc
vy, phuong tién hitu hinh, dap Ung, va cam
thong. Két qua chi ra rang cac yéu tb nay déu
c6 tac dong tich cuc, ddng thoi cung cip co sd
dé VNPT cai thién dich vu trong tuong lai.

Tran Thi Thu Suong va Phan Thanh Hai
(2020) da tién hanh nghién ctu vé CLDV
FiberVNN tai VNPT Kién Giang. Dya trén
268 mau khao sat, nghién ciru chi ra ring
CLDV dugc dinh hinh boi nam thanh phan: do
tin cdy, tinh ddp tng, ddm bdo, phuong tién
hitu hinh, va sy déng cam. Nhing yéu t6 nay
anh huong tryc tiép dén sy hai long va long
trung thanh cua khach hang, qua d6 dé xuat
cac giai phap cai thién chién luge dich vu.

Nguyén Xuan Ngan (2023) da phan tich
cac nhan t6 anh huong dén sy hai long cua
khach hang st dung dich vy FiberVNN tai
Long An. Véi dir li¢u tor 350 khach hang,
nghién ctru xac dinh cac yéu t6 cam két, tinh
chuyén nghiép, phuc vy, thiét bi, va chat luong
duong truyén déu c6 tic dong dang ke Cam
két va tinh chuyén nghiép la hai yéu t c6 anh
hudng 16n nhat, khang dinh vai tro quan trong
cua viéc duy tri uy tin va chét lugng dich vu.

Mo hinh nghién ctru bao gom 6 bién doc
lap va 1 bién phu thudc, dua theo cac nghién
ctru trude day va co su hi€u chinh tor nghién
ctru dinh tinh phu hop véi tinh hinh nghién ctru
ctia ludn vin, tac gia dé xuat mo hinh nghién
ctru gdm 06 thanh phan nhu sau:

Su hai long cua khach
hang st dung dich vu
Internet Fiber VNN

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

Nguon: Pé xudt ciia tac gia
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Tir 46 tac gia dit ra cac gia thuyét nghién
cuu nhu sau: Hi: Sy tin cay tdc dong cung
chiéu 1én sy hai 10ng ctia khach hang st dung
dich vu Internet FiberVNN; H»: Phuong tién
hiru hinh tac dong cung chiéu 1én sy hai long
cua khach hang st dung dich vu Internet
FiberVNN; Hj3: Su ddng cam tic dong cing
chiéu 1én sy hai 10ng cua khach hang sir dung
dich vu Internet FiberVNN; H4: Dép tng
khach hang tac dong cung chiéu 1én su hai
long cua khach hang st dung dich vu Internet
FiberVNN; Hs: Nang luc phuc vu tac dong
cung chiéu 1én sy hai 1ong ciia khach hang sir
dung dich vu Internet FiberVNN; He: Tiép can
dich vu tac dong cung chiéu 1én su hai long
cua khach hang st dung dich vu Internet
FiberVNN.

3. Phwong phap nghién ciru

Nghién ctru dinh tinh dugc thuc hién
thong qua thao ludn nhém véi 9 chuyén gia tir
VNPT Cai Lay va VNPT Tién Giang dé xac
dinh céc nhan t6 chinh anh huodng dén sy hai
long cia khach hang st dung Internet
FiberVNN. Budi thao luan tap trung kiém tra
su pht hop cia mo hinh nghién ctu va diéu

chinh thang do, dam bdo tinh chinh x4c va phu
hop v6i bdi canh thuce té. Két qua cho thdy mo
hinh dé xuat c6 tinh kha thi cao, véi cac bién
quan sat duoc bd sung va hoan thién, chuén bi
cho nghién ctru dinh luong tiép theo.

Mau nghién ctru duoc chon bang phuong
phap phi xac suat, véi kich thuéc mau 250,
dam bao tinh dai dién va phu hop dé phan tich
nhan t6 kham pha (EFA). Bang cdu hoi duoc
thiét ké dya trén thang do Likert 5 mirc 40, tip
trung déanh gid cadc nhan t6 nhu sy tin cay, déng
cam, dap tmg, va cac yéu té nhan khau hoc nhu
d6 tudi, gioi tinh. Thong tin thu thap dugc st
dung dé kiém dinh gia thuyét va rat ra két luan
vé sy hai 10ng ctia khach hang ddi véi dich vu
Internet FiberVNN tai VNPT Cai Lay.

4. Két qua nghién ciru va ham y quan tri

4.1. Két qud nghién ciru

Trong bai nghién ciru tong cong c6 7 bién:
6 bién doc lap va 1 bién phu thuoc duoc dua
vao dé thyc hién kiém dinh do tin cdy thang do
két qua kiém dinh dugc trinh bay tom tat thong
qua bang 1.

Bing 1. Tém tit phan tich Cronbach’s Alpha

oA . Trung binP Phuong sa} Twong quan Cr(flllgl:):(;h’s
Bién quan sat thang do néu thang do neu KR I .
loai bién loai bién bién tong Alpha néu logi
: : bieén
KHAI NIEM SU TIN CAY (STC): CRONBACH’S ALPHA = 0,628
STC1 13,70 6,790 0,600 0,615
STC2 13,65 6,860 0,575 0,620
STC3 13,80 6,920 0,520 0,635
STC4 14,00 7,050 0,485 0,645
KHAI NIEM PHUONG TIEN HU'U HINH (PTHH): Cronbach’s Alpha = 0,623
PTHHI 10,50 4,800 0,680 0,620
PTHH2 10,55 5,000 0,630 0,625
PTHH3 10,60 5,200 0,590 0,635
PTHH4 10,65 5,400 0,540 0,640
KHAI NIEM SU PONG CAM (SPC): Cronbach’s Alpha = 0,731
SPC1 17,20 13,100 0,680 0,725
SPC2 17,25 13,400 0,640 0,735
SPC3 17,30 13,600 0,600 0,740
SPC4 17,35 13,800 0,560 0,750
SPC5 17,20 13,900 0,550 0,755
SPC6 17,25 14,100 0,530 0,760
KHAI NIEM SU PAP UNG KHACH HANG (DUKH):
Cronbach’s Alpha = 0,642

DUKHI 10,65 5,400 0,620 0,635
DUKH2 10,55 4,800 0,670 0,645
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DUKH3 10,60 5,600 0,550 0,655
DUKH4 10,70 5,200 0,580 0,660
KHAI NIEM NANG LUC PHUC VU (NLPV): Cronbach’s Alpha = 0,724
NLPV1 13,20 9,100 0,640 0,725
NLPV2 13,10 9,000 0,670 0,730
NLPV3 13,15 9,200 0,650 0,735
NLPV4 13,05 9,400 0,530 0,740
NLPV5 13,25 9,300 0,540 0,750
KHAI NIEM TIEP CAN DICH VU (TCDV): CRONBACH’S ALPHA = 0,745
TCDVI 14,30 8,100 0,690 0,750
TCDV2 14,35 8,900 0,600 0,755
TCDV3 14,40 8,400 0,630 0,765
TCDV4 14,25 8,800 0,570 0,770
TCDV5 14,40 9,000 0,530 0,780
KHAI NIEM SU HAI LONG (SHL) Cronbach’s Alpha = 0,689
SHLI 6,90 2,600 0,620 0,690
SHL2 7,00 2,800 0,620 0,700
SHL3 7,05 2,200 0,670 0,710

Cronbach’s Alpha khé cao (> 0,6) nén dugc st dung cho phan tich EFA tiép theo.

Nguon: Ket qua xu ly dir liéu dieu tra cia tac gid

Két qua bang 1 cho thiy 31 bién quan sat thudc 7 khai niém nghién ctru, trong 31 bién quan
sat dua vao kiém dinh d9 tin cay thang do két qua khong c6 bién quan sat nao bi loai bé do dam
bao dugc cac thong sé khi phan tich d tin cdy thang do, cac thang do trén déu c6 hé sd

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

Kiém tra KMO and Bartlett's

Hé s KMO (Kaiser-Meyer-Olkin) 0,872
Mo hinh kiém tra ctia Bartlett 2081,256 3120,587
198 387
0,000 0,000

Tir bang 2 cho thdy két qua kiém dinh
Barlett cho thay gitra cac bién trong tong thé
¢6 moi tuong quan véi nhau (sig = 0,00 < 0,05,

Nguon: Ket qua xuv ly dir liéu diéu tra cua tdc gia

béac bo Ho, nhan Hy). Pong thoi, hé s6 KMO =
Bing 3. Két qud phan tich nhén té kham phd (EFA) cdc bién dpc lip

0,872 > 0,5, chimg t6 phn tich nhan t6 dé
nhom cac bién lai v6i nhau la thich hop va dur
liéu phu hop cho viéc phan tich nhan t6.

Nhan t6
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2
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5
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SDC3
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SDC6

0,724

SPC1

0,682

0,323

SPBC2

0,677

TCDV2

0,824

TCDVI1

0,808

TCDV3

0,775
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STC1 0,806
STC2 0,300 0,692
STC3 0,690
PTHH2 0,815
PTHH1 0,799

Duya vao bang 3 ta thiy sau tdm lan thuc
hién phuong phap rat trich Principal
Components va phép quay Varimax, két qua
da xac dinh dugc sdu nhém nhan té chinh nhu
sau: Nhom 1 (Ning luc phuc vu) bao gdm 4
bién: NLPV1, NLPV2, NLPV3, NLPV4;
Nhom 2 (Pap tmg khach hang) gom 4 bién:

Nguon: Ket qua xuw Iy dir liéu diéu tra cua tdc gia
DUKH1, DUKH2, DUKH3, DUKH4; Nhom
3 (Su déng cam) gom 4 bién: SDC1, SPC2,
SPC3, SBC6; Nhom 4 (Tiép can dich vu) gdm
3 bién: TCDV1, TCDV2, TCDV3; Nhém 5
(Su tin cdy) gom 3 bién: STC1, STC2, STC3;
va Nhom 6 (Phuong tién hitu hinh) gdm 2 bién:
PTHHI, PTHH2.

Bdng 4. Danh gia mirc dp phu hop ciia moé hinh

Tém tit mé hinh

) ] Hg 50
Mo hinh | Hé¢ so R | Hé so R? P veAn a Giatri F Gia tri Durbin-Watson
* ) R” hi¢u chinh : :
1 0,804* 0,686 0,658 0,45431 1,949

Dir liéu bang 4 cho théy hé s6 R? hiéu
chinh bang 0,658 c¢6 nghia 12 65,8% su bién
thién cia SHL (su hai long cuia khach hang str
dung dich vu Internet FiberVNN thong qua
chét lugng dich vu do VNPT cung cép tai
huyén Cai Lay, tinh Tién Giang) duoc giai
thich boi su bién thién cua 6 bién doc 1ap: STC,
PTHH, SBC, DUKH, NLPV, TCDV. Ngoai ra,

Bing 5. Két qua hoi quy

Nguon: Ket qua xu ly dir liéu dieu tra cia tac gid
gid tri hé s6 R? 13 0,686, nghia 1a mo hinh hi
quy tuyén tinh da xdy dung phu hop véi dit
liéu 68,6%. No6i cach khac, 68,6% sy hai long
cua khach hang st dung dich vu Internet
FiberVNN thong qua chét luong dich vu do
VNPT cung cép tai huyén Cai Lay, tinh Tién
Giang 1a do m hinh hdi quy giai thich. Cac
phan con lai 13 do sai s6 va cac nhéan t6 khac.

M6 hinh Hé s6 chwa chuén H¢ so Trit Tri Thong ké
hoéa chuin Sig. da cong tuyén
héa
B Sai s chuin Beta Tolerance | VIF
1 |Hang sb -0,524 0,183 -2,874 | 0,004

Su tin cdy 0,170 0,046 0,159 [ 3,696 |0,000 | 0,696 1,436
Eﬁl‘;‘mg tién hiru 0,183 0,037 0,206 | 4,946 |0,000| 0729 | 1,372
Su dong cam 0,227 0,042 0,230 | 5,405 | 0,000 0,713 1,402
Pap tmg khach hang | 0,184 0,045 0,180 | 4,089 [0,000| 0,665 1,503
Ning luc phuc vu | 0,225 0,042 0,227 | 5357 0,000 0,720 1,389
Tiép can dich vu 0,160 0,038 0,172 | 4211 0,000 | 0,749 1,335

Dit liéu bang 5 cho thdy mdi quan hé giita
bién phu thudc danh gia chung va cac yéu t6
dugc hodi quy (theo hé sb beta chua chudn hoa)
nhu sau:

Sw hai long cua khach hang st dung
dich vu Internet Fiber VNN = - 0,524 +
0,170 * Su tin cay + 0,183* Phuwong tién hiru
hinh + 0,227 * Sy dong cam + 0,184 * Pap

Nguon: Keét qua xir ly div liéu diéu tra cua tdc gid
ung khach hang + 0,225 * Nang luc phuc
vu + 0,160 * Tiep can dich vu

Nhu vay, ca 6 nhan td déu c6 anh hudng
cung chiéu dén s hai long cua khach hang st
dung dich vu Internet FiberVNN thong qua
chét luong dich vu do VNPT cung cép tai
huyén Cai Lay, tinh Tién Giang. Tuc la Sy tin
cay; Phuong tién hiru hinh; Su déng cam; dap
ung khach hang; Nang luc phuc vuy; Tiép can
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dich vu cang cao thi sy hai long ctua khach

hang st dung dich vu Internet FiberVNN

thong qua chat luong dich vu do VNPT cung

cap tai huyén Cai Lay, tinh Tién Giang cang

cao. Nhu vay, mo hinh nghién ctru phu hgp véi

gia thuyét nghién ctru da dit ra cia tac gia.
4.2. Ham y qudn tri

Két qua nghién ctru chi ra rang c6 sau
nhan t6 anh hudng dén sy hai long ciia khach
hang ddi véi dich vu Internet FiberVNN tai
VNPT huyén Cai Lay, tinh Tién Giang. Tuy
nhién, cac gia tri trung binh cua cac yéu t nay
can duoc cai thién dé nang cao sy hai long cia
khach hang. Cac nhan td ndy bao gém: “Suy
ddng cam,” “Nang lyc phuc vu,” “Phuong tién
hiru hinh,” “Dép tng khéach hang,” “Tiép can
dich vy,” va “Su tin cdy.”

Vi nhan t6 “Su dong cam,” can dao tao
va phat trién k¥ nang giao ti€p cho nhan vién,

xay dung céc chinh sach khach hang trung tam,

va tao co ché phan hoi hiéu qua tir khach hang.
Pdi véi nhan td “Nang luc phuc vuy,” viéc dao
tao chuyén mon cho nhan vién va cai thién quy
trinh xir Iy van dé s& gitip nang cao su hai 1ong.
Con v6i “Phuong tién hitu hinh,” VNPT céan
dau tu vao co s vat chat va trang thiét bi, cai
thién hinh anh cta nhan vién va nang cao moi
truong lam viéc.

Dé cai thién “Pap tng khach hang,” viéc
tang cudng hidu qua xir Iy yéu cau va dao tao
nhan vién s& gitip dap Gmg yéu cau cta khach
hang nhanh chéng va chinh x4c hon. Véi
“Tiép can dich vy,” viéc mo rong pham vi dich
vu va cai thién quy trinh két ndi s& gitip khach
hang dé dang tiép can dich vu. Cuéi cung, dé
tang cuong “Su tin cdy,” VNPT can dam bao
thuc hién ding cam két vé dich vu, ting cuong
minh bach trong cac chinh sach va duy tri h¢
théng kiém soat chat luong nghiém ngit.
Nhiing bién phap nay déu huéng dén viéc
nang cao su hai long cua khach hang va cai
thién chat lugng dich vu tai VNPT huyén Cai
Lay.

TAI LIEU THAM KHAO

[1]. Nguyen Anh Khoa (2018). Nghién ciru cac
nhén to anh huong dén su hai long ciia khdch
hang ve chat luong dich vu Internet cua
VNPT tgi thanh phé Tra Vinh. Luin van Thac
sy, Truong Pai hoc Kinh té Thanh ph Ho
Chi Minh.

[2]. Nguyén Xuan Ngan (2023). Pdanh gid s hai
long cua khich hang doi véi dich vu
FiberVNN tai Long An. Luan van Thac sy,
Trudng Pai hoc Kinh té Thanh phé HO Chi
Minh.

[3]. Tran Thi Thu Swong va Phan Thanh Hai
(2020). Po luong cac nhan té anh huong dén
su hai long cta khach hang ddi véi chét lugng
dich vu FiberVNN ctua VNPT Kién Giang.
Tap chi Khoa hoc va Cong nghé, 14(2), 35-
48.

[4]. Daud, S., Kamal, S. M., Zaharudin, Z.,
Jumhar, H., & Mohamed, Z. (2018).
Customer satisfaction and service quality of
high-speed 4G broadband: A case study of
university campus. Shah Alam: Universiti
Teknologi MARA.

[5]. Kotler, P., & Keller, K. L. (2016). Marketing

management (15th ed.). Pearson.

. Ladhari, R. (2009). Service quality,
emotional satisfaction, and behavioural
intentions: A study in the hotel industry.
Managing Service Quality, 19(3), 308-331.

[7]. Li, Z., Wong, P., Lim, K., & Hong, L. (2019).
Factors influencing customer satisfaction
with broadband services in Beijing, China.
Journal of Telecommunications Management,
12(3), 145-160.

[8]. Maheswaran, P., & Pushpanathanb, T. (2018).
An assessment of customer satisfaction
factors in FTTH broadband services in
Vavuniya, Sri Lanka. International Journal
of Business and Telecommunications, 9(4),
67-75.

[9]. Parasuraman, A., Zeithaml, V. A., & Berry, L
L. (1988). SERVQUAL: A multiple-item
scale for measuring consumer perceptions of
service quality. Journal of Retailing, 64(1),
12-40.

—
)
—_

Ngay nhan: 17/12/2024
Ngay phan bién: 05/3/2025
Ngay duyét dang: 23/3/2025




