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NGHIEN CUU SU HAI LONG CUA KHACH HANG VE CHAT LUQNG
DICH VU MANG DI PONG VINAPHONE: TRUONG HQP NGHIEN
CUU TAI HUYEN TUY PHONG, TINH BINH THUAN

Vo Khic Trwong Thi', V6 Khic Truong Thanh?, Dwong Hong Chwong’, Lé Anh Linh?,
Nguyén Ngoc Hoa Ky5"

'Phong Qudan ly Dao tao, Truong Pai hoc Phan Tl hiét, tinh Binh Thudn, Viét Nam
*Trueong Pai hoc Phan T hiét, tinh Binh Thudn, Viét Nam
‘Phong Bdn hang 2, Trung tam Kinh doanh VNPT Binh Thudn, Viét Nam
‘Phong Té chirc Hanh chinh, Truong Pai hoc Phan Thiét, tinh Binh Thudn, Viét Nam
SKhoa Co ban, Truong Dai hoc Phan T hiét, tinh Binh Thudn, Viét Nam

Tém tit: Bai viét “Nghién ciru sy hai long ciia khdch hang vé chdt heong dich vu mang di
déng Vinaphone: Trieong hop nghién ciru tai huyén Tuy Phong, tinh Binh Thudn” nham muc
tiéu kham pha, xdac dinh va do lwong mire dé tac dong ciia cdc yéu té dén sy hai long cia
khdch hang doi véi chat eong dich vu mang di ddng Vinaphone tai huyén Tuy Phong tinh Binh
Thudn. Trong bai viét nay, ky thudt phan tich dinh lwong dwoc nhém tac gia sir dung dé khang
dinh lai thanh phdn va gid tri cia thang do. Két qua khdo sdt 240 ddp vién cho thdy cé bon
trong sdu yéu to dwegc phan tich c¢é tac dong tich cue dén sw hai long ciia khdch hang vé chat
lieong dich vu mang di déng Vinaphone tai huyén Tuy Phong, tinh Binh Thudn, bao gom: (1)
Dich vu khdch hang, (2) Gid cude dich vu, (3) Phwong tién hitu hinh va (4) Chat heong cude
goL.

Tir khéa: Binh Thudn, chat lwong dich vu, mang di dong Vinaphone, sy hai long cua khach
hang, Tuy Phong

1. GIOI THIEU phat song vao dau thang 12/2020. Ngoai ra,

tir thang 11/2018, Bo Thong tin Truyén thong

Trong nhitng nim gan day, nganh vién { : ;
trién khai chuyén mang gilr s, khach hang

thong di dong Viét Nam da trai qua nhiing thay

doi dang ké. Pu tién, dich vu 3G duoc cép
phép va chinh thtrc di vao khai thic vao ndm
2011 boi cac tap doan cung cap dich vu vién
thong nhu Viettel, Mobifone, VinaPhone, va
VietnamMobile. Pén nim 2016, cong nghé
4G dugc céc tap doan nay thu nghiém va
cung cap chinh thirc cho khach hang vao nim
2017 (Pinh Kiém va Tra Thi Thu Hoa, 2021).
Cong nghé 4G ra doi da lam thay d6i gan
nhu hoan toan hanh vi tiéu dung cua khach
hang va tiép dén cong nghé 5G di chinh thic

sau khi sir dung dich vu ctia nha mang nay,
néu khong hai long vé chét luong dich vu ¢6
quyén chuyén sang nha mang khac ma van
gilr nguyén s6 dién thoai. Vi vay, van dé dat
ra cho cic nha mang can phai xdy dung cic
giai phéap, chinh sach gitr chan khéach hang
hién c6 dong thoi thu hit khach hang tir nha
mang khac chuyén sang. Két qua tong két
kinh doanh dich vu di dong ctia Vinaphone
Tuy Phong giai doan 2018-2022 dugc trinh
bay tom tit nhu Bang 1 bén dudi.

Béang 1. Tom tit hoat dong kinh doanh dich vu di dong ctia Vinaphone Tuy Phong giai
doan 2018-2022

Chi tié Nam
rhed 2018 | 2019 | 2020 | 2021 2022
S6 lugng thué bao di dong 23.981 | 24754 | 26.763 | 25.890 27.018
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Doanh thu ban sim, the tra truoe | o3 | 5541 | 2783 | 2.679 2713
(ty dong)
Tong doanh thutat ca cac dich vu | 155 1y 108 | 4216 | 4127 4218
(ty dong)
Ty trong 590.37% | 61.85% | 66.01% | 64.91% |  64.32%

(Nguon: Bao céo ndi bo 2018-2022, Vinaphone Tuy Phong)

Két qua tong hop trong Bang 1 cho thay
dich vu di dong ctia Vinaphone dugc nguoi
dan st dung dich vu di dong trén dia ban
huyén Tuy Phong quan tam va su dung voi
su ting truong déu trong 5 nim gan day.
bay cling dugc xem la dich vy chu dao cua
Vinaphone Tuy Phong bén canh cac dich vu
vién thong khac mang lai ngudén doanh thu
16n nhit va sy canh tranh tot hon cho dich
vu di dong cua Vinaphone trén dia ban huyén
Tuy Phong. Nghién ctru nay dugc thuc hién
nham phan tich, danh gié su tac dong cua cac
yeu t6 va mirc do quan trong cua cac yéu to
dén su hai 10ng ctia khach hang vé chat luong
dich vu mang di dong Vinaphone tai huyén
Tuy Phong, tinh Binh Thuan. Théng qua do,
nghién clru s€ gitip ban lanh dao Vinaphone
huyén Tuy Phong, tinh Binh Thuan c6 co s¢
trong viéc hoan thién cac chién lugc kinh
doanh nham nang cao hon nita sy hai long
ctia khach hang dbi v6i chat luong dich vu
mang di dong Vinaphone trén dia ban huyén.

2. TONG QUAN CO SO LY THUYET
VA PHUONG PHAP NGHIEN CUU

2.1 Tong quan co sé 1y thuyét va mo hinh
nghién ciru

Trén co s¢ ly thuyét nén vé dich vu, chat
lugng dich vy, cdc mo6 hinh do luong chét
lugng dich vu ma dac bi¢t [a moé hinh do
luong chét lugng dich vu SERVPERF cua
Cronin va Taylor (1992). Su hai long cua
khach hang ciing v6i viéc tham khao cac bién
quan sat tir cac nghién ciru twong dong voéi
muc tiéu nghién ciru ciia dé tai dugc thyc hién
trude day trong cling nhu ngoai nudc, trong
do, cac yéu td chat lugng cude goi, sy thuan
tién, dich vu khach hang, chat luong truy cép
va phuong tién hiru hinh dugc ké thira trong
nghién ctru cia Babu va cong sy (2011), Dinh

Kiém va Tra Thi Thu Hoa (2021), Ton Buc
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Sau va Lé Vian Huy (2014); yéu t6 con lai 1a
gia cude dich vy dugce tac gia ké thira trong
nghién ctru ctia Pinh Kiém & Tra Thi Thu
Hoa (2021) va Vo Thanh Hai & V6 Thi Thanh
Thuong (2017). Nhom tac gia xay dung mo
hinh nghién ciru 1y thuyét cho dé tai nay nhu
hinh sau.

Bién diéu tiét:
Giai tinh
Do tai
Hoc vén

Ngllé nghiép

Thu nhap

Chat lrong cude got

Su thuan tién

S hai long cia
khéach hang vé
chat lwong dich v
mang di déng
Vinaphone tai
huyén Tuy Phong,
tinh Binh Thuin

Gia cude dich vu

Chat hrong truy eap

Phurong tién hira hinh

[ Dich vu khach hang

Hinh 1. Mo hinh nghién cvru dwoc nhom tac
gid dé xudt

Mo hinh nghién ctru dé xuat cua dé tai
vé cac yéu t6 tac dong dén su hai long cia
khach hang d6i véi chét lugng dich vu mang
di dong Vinaphone tai huyén Tuy Phong, tinh
Binh Thuén, bao gém: chét luong cudc goi,
su thuan tién, dich vu khéach hang, gia cudc
dich vu, chit lugng truy cip va phuong tién
hiru hinh. Ngoai ra, bai viét con xem xét tac
dong cuia mot s6 bién diéu tiét nhu: gidi tinh,
d6 tudi, hoc van, nghé nghiép va thu nhép.
2.2 Phuong phap nghién ctru

Mdi quan hé giira cac nhan t6 duoc kiém
dinh dé hoan thién thang do bang phuong
phap nghién ctru dinh tinh cling nhu dinh
luong. Nghién ctru dinh tinh duogc thuc hién
bang cach phong van chuyén gia nham stra
dbi, b sung thang do do nhom tac gia dé xuat
cho phu hop véi tinh hinh thuc té. Nghién
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ctru dinh lugng dugc tién hanh bang viéc giri
va thu thap bang khao sat. D6i tuong khao sat
la khach hang st dung dich vu di dong cua
Vinaphone trén dia ban huyén Tuy Phong,
tinh Binh Thuan. Két qua thu vé duoc nhoém
tac gia chon loc dé loai bo nhitng bang khao
sat khong hop 18. Sau do, cac két qua hop 1¢
dugc dua vao phan tich dinh lugng. Trong
nghién ciru cta Hair va cong su (2006), d6i
v6i mo hinh phan tich nhan t6 khdm pha, kich
thuée mau toi thiéu 13 5 miu cho mot tham
sO can woc lugng. Trong nghién ctru nay, mo
hinh ¢6 7 thang do véi 25 bién quan sat, do

d6, ¢& mau tdi thiéu n = 5 x 25 = 125. Tuy
nhién, dé két qua dat dugc do tin cdy cao,
tong sb bang cau hoi khao sat duoc phat ra 1a
250 bang, két qua thu vé 1a 240 bang tra 15i
hop 18 va duge s dung dé lam dir liéu cho
nghién ctru.

Mo hinh nghién ctru 1y thuyét dugc khing
dinh théng qua phéan tich hdi quy da bién
ddng thoi thuc hién kiém dinh su khac biét vé
su hai 1ong cuia khach hang dbi véi chat luong
ctia dich vu vién thong Vinaphone tai huyén
Tuy Phong, tinh Binh Thuén theo tirng nhom
dbi twong khao sat.

3. KET QUA NGHIEN CUU VA THAO LUAN

3.1 Két qua nghién ciru

3.1.1 Thong ké mé ta dic diém ciia méu quan sdt
Bang 2. Thong ké mo ta

Thong tin mau Tansé |Ty1é % Tong %
. Nir 103 42,9
Gidi tinh 100
Nam 137 57,1
<30 tudi 61 254
Do tudi 30 — 45 tudi 120 50,0 100
> 45 tudi 59 24,6
Hoc sinh, sinh vién 23 9,6
‘ Can b, cong chirc 65 27,1 100
Nghe nghiép Nhan vién van phong 53 22,1
Doanh nhéan 64 26,7
Khac 35 14,6
Pho thong 36 15,0
Tfinh do hoc Trung cép, cao déng 77 32,1 100
van Pai hoc 107 44,6
Trén dai hoc 20 8,3
<5 triéu dong 42 17,5
510 triéu dong 105 43,8
Thu nhap 5 ; 100
10 — 15 tri¢u dong 78 32,5
> 15 triéu dong tro 1én 15 6,3

Két qua thong ké cia mau nghién ciru hién
thi trén Bang 2 cho thay:

Vé giéi tinh: Két qua cho thay gitra nam
va nit khong c6 su chénh 1€ch nhiéu, trong do,
nam chiém 57,1% va nir chiem 42,9%.

Vé d6 tudi: Do tudi chu yéu tap trung tir
30 dén dudi 45 tudi chiém 50% va dudi 30
tudi chiém 25,4% va tir 45 tudi tro 1én chiém
24.6%.

Vé nghé nghiép: Pa s6 khach hang str dung
dich vu mang di dong ctia Vinaphone dang la
can bg, cong chuc dang lam vi¢e tai cac co
quan hanh chinh nha nudc chiém 27,1%, ké
dén 1a doanh nhan chiém 26,7%, tiép theo 1a
nhan vién vin phong chiém 22,1%, sau d6 1a
céc khach hang cé nghé nghiép khac chiém
14,6% va cudi cung la hoc sinh, sinh vién
chiém 9,6%.
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V& trinh d hoc véan: Ty 18 cao nhat 1a dai
hoc (44,6%), tiép theo lan luot 13 trung cip
va cao dang (32,1%), pho thong (15%) va sau
dai hoc (8,3%).

Vé thu nhap: Pa phan cic khach hang co
thu nhap tir 5 dén dudi 10 tricu chiém 43,8%,

ké dén 1a cac khach hang c6 thu nhap dao dong
tir 10 dén dudi 15 triéu dong chiém 32,5%,
tiép theo 1a cac khach hang c6 thu nhap dudi
5 triéu déng chiém 17,5% va cudi cung la cac
khach hang c6 thu nhap tir 15 tri¢u dong tre
1én chiém 6,3%.

3.1.2 Thong ké mé td dic diém cua mau quan sat
Bang 3. Két qua kiém dinh chat lugng thang do

STT Thang do Bién Quan Sat bi loai H¢ s6 Alpha Két luan
1 Chat lugng cude goi Khoéng 0,83 Chit lugng tét
2 | Su thuan tién Khong 0,786 Chat luong
3 | Dich vu khach hang Khong 0,785 Chat luong
4 | Gia cuée dich vu Khéng 0,869 Chét luong tot
5 Chat lugng truy cép Khoéng 0,773 Chit luong
6 | Phuong tién hiru hinh Khong 0,857 Chat luong tot
7 | Su hai long Khong 0,837 Chat lugng tot

Nhu vy, gia tri o ciia cac yéu td trong nghién ciru nay déu dam bao do tin cay can thiét, voi
gia tri a nhd nhét 1a cta yéu td “Chét lugng truy cap” voi hé s6 a=0,773; gia tri o 16n nhét 1a
cua yéu td “Gia cude dich vu” véi hé sé o= 0,869. Heé sb tuong quan bién té)ng cla tat ca céac
bién quan sat déu 16n hon 0,3 nén déu dat yéu cau cua kiém dinh. Nhu vay, tat ca 7 thang do
do luong céc khéi niém nghién ctru da dugc kiém dinh dat do tin cay va phu hgp dé su dung

cho budc phan tich nhan t6 kham pha tiép theo.

3.1.3 Phén tich nhén té khdm phd (EFA)

Bang 4. Ma tran xoay nhan to ctia cac bién quan sat

Bién quan Bién dgc lap

Bién phu thudc

sat 1 | 2 | 3 | 4

| 5 | 6 1

1. Gia cudc dich vu (GCDV)

Su hai long (SHL)

GCDV1 0,846

SHL1 0,904

GCDV3 0,797

SHL2 0,866

GCDV4 0,791

SHL3 0,840

GCDV2 0,784

2. Phuong tién htru hinh (PTHH)

PTHH2 0,834

PTHH1 0,821

PTHH4 0,790

PTHH3 0,690

3. Dich vu khach hang (DVKH)

DVKH2 0,823

DVKHI1 0,776

DVKH4 0,700

DVKH3 0,622

4. Sy thuan tién (STT)

STT4

0,809

STTI

0,749

STT3

0,699
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STT2 | | | 0,650

5. Chét luong cude goi (CLCG)

CLCGI 0,847

CLCG3 0,822

CLCG2 0,805

6. Chét luong truy cap (CLTC)

CLTCI 0,831

CLTC3 0,769

CLTC2 0,767

Hé s6 KMO 0,861 0,705
Sig. 0,000 0,000
Eigenvalue 1,203 2,273
Phwong sai trich 68,708 75,751

Két qua rat trich cac bién trong Bang 4 dugc 6 nhén t6 doc 1ap, Eigenvalue ¢ gia tri la > 1,
phuong sai trich > 50% va Sig. = 0,00 (< 0,05) dat yéu cau khi phan tich nhan t6 kham pha. Tur
ma trdn xoay tai Bang 4, c6 thé thiy rang tit ca cac bién quan sat diéu c6 hé sb tai 16n hon 0,55.
Nhu vay, két qua phan tich nhan t6 kham pha cua dir li¢u dat dugc do tin cay vé mat théng ké.

3.1.4 Phén tich hoi quy tuyén tinh bji

Béng 5. Két qua phan tich hdi quy
H¢ s6 hoi quy chwa | HE s6 héi quy Kiém tra da cong
M4 hinh chuin héa chuén héa T Sig. ’tuyén ,
B bo léch Beta bo chﬁp H¢ so
chuan nhan bien VIF
Hing sb 0,232 0,173 1,343 0,180
F CLCG 0,050 0,025 0,089 1,990 0,048 0,798 1,253
F STT 0,027 0,035 0,037 0,761 0,447 0,693 1,444
1 |F DVKH 0,495 0,044 0,541 11,316 0,000 0,700 1,428
F GCDV 0,103 0,025 0,193 4,131 0,000 0,734 1,362
F CLTC 0,040 0,030 0,062 1,356 0,176 0,763 1,311
F PTHH 0,101 0,035 0,141 2,890 0,004 0,673 1,485

Két qua phan tich hdi quy ¢ Bang 5 cho thiy: hai thang do Sy thuén tién (F_STT) va Chat
luong truy cap (F_CLTC) lan luot c6 Sig. ctia kiém dinh t bang 0,447 va 0,176 > 0,05. Nghia
13, & do tin cay 95%, khong c6 mdi quan hé tuyén tinh gitra hai bién nay vdi su hai long cta
khach hang vé chat lugng cta dich vu vién thong Vinaphone tai huyén Tuy Phong, tinh Binh
Thuan. Bén thang do con lai bao gdm: Chat luong cudc goi (F_ CLCG), Dich vu khach hang
(F_DVKH), Gia cudc dich vu (FE_GCDV) va Phuong tién hiru hinh (F_PTHH) déu c6 Sig.
< 0,05 cho thiy céc thang do nay c6 anh huong dén su hai 10ng ctia khach hang ddi voi chat
luong dich vu mang di dong Vinaphone tai huyén Tuy Phong, tinh Binh Thuan. Tir két qua
phan tich trén, phuong trinh hdi quy tuyén tinh duoc viét nhu sau:

Sw hai long = 0,541*Dich vu khach hang + 0,141*Phwong tién hiru hinh + 0,193*Gia
cudc dich vu + 0,089*Chat lwgng cudc goi

Hé s6 Beta chuin hoa cua céac thang do Chét luong cude goi (F_ CLCGQG), Dich vu khach
hang (F_DVKH), Gia cudc dich vu (F_GCDV), Phuong tién hitu hinh (F_PTHH) lan luot
bang 0,089; 0,541; 0,193 va 0,141. Piéu ndy c6 nghia rang cac yéu to nay c6 quan hé tich cuc
dén sy hai long cua khach hang ddi voi chat lugng cua dich vu mang di dong Vinaphone tai
huyén Tuy Phong, tinh Binh Thuéan.
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Bang 6. Tém tit mo hinh

Méhinh | R R’ | Rehigu chinh | Sai b chuin woc tinh | DD
) Watson
i 0,792 | 0627 | 0618 033741 1471

a. Predictors: (Constant), F PTHH, F CLCG, F_CLTC, F_GCDV, F DVKH, F STT

b. Dependent Variable: F SHL

Trong Bang 6, R? hiéu chinh = 0,618, nhu vay, 61,8% thay ddi cua su hai long cua khach
hang d6i v6i chat lwong dich vu mang di dong Vinaphone tai huyén Tuy Phong, tinh Binh

Thuan duoc giai thich boi cac bién doc lap.
3.2 Thao luin két qua

Sau khi phan tich hoi quy va kiém tra sy pht hop ctia mé hinh, nhom tac gia dua ra két luan
veé muc dg tac dong cua cac nhan t6 doi véi bien phu thude trong Bang 7 bén dudi nhu sau:
Bang 7. Muc d6 tac dong

Nhan té Gia tri tuyét ddi Beta % Mirc d§ anh huwéng
CLCG 0,089 9,23 4

DVKH 0,541 56,12 1

GCDV 0,193 20,02 2

PTHH 0,141 14,63 3

Tong 0,964

Két qua trong Bang 7 xac dinh duoc 4
nhan t6 déu c¢6 anh huong cung chiéu dén sy
hai long cuia nguoi dan. Muc do tac dong cua
cac bién doc lap 1én bién phy thudc theo thi
tu tr manh dén yéu dan dya vao do lén cua
hé sé hdi quy chuin hoa Beta nhu sau: (1)
Dich vy khéch hang, (2) Gia cude dich vy,
(3) Phuong tién hitu hinh va (4) Chét lugng
cudc goi.

4. KET LUAN

Bai viét “Nghién cu sy hai long cia
khéach hang vé chat luong dich vu mang di
dong Vinaphone: Truong hop nghién ctru tai
huyén Tuy Phong, tinh Binh Thuan” nham
xac dinh va do luong mirc do tdc dong cua
cac yéu t6 tac dong dén sy hai 1ong cta khach
hang ddi voi chat luong dich vu mang di
dong Vinaphone tai huyén Tuy Phong, tinh
Binh Thuan. Dir li¢u khao sat dugc thu thap

Thong tin tac gia:

bang bang c4u hoi thong qua 240 khach hang.
Két qua nghién ctru cho thay bon yéu t6 tac
dong cung chiéu dén su hai 1ong cua khach
hang dbi voi chat lugng dich vu mang di dong
Vinaphone tai huyén Tuy Phong, tinh Binh
Thuan bao g@)m: (1) Chat lugng cudc goi, (2)
Dich vu khach hang, (3) Gia cudc dich vu
va (4) Phuong tién hiru hinh. Tuy nhién, voi
s6 mau chua that sy 16n va nghién ctu chi
thuc hién trén pham vi huyén Tuy Phong, tinh
Binh Thuan do d6 tinh khai quat hoa cia két
qua nghién ciru c6 thé chua cao. V6i nhitng
han ché néu trén, cac nghién clru sau can bd
sung va duoc thyc hién & nhiéu dia phuong
véi quy mo mau 16n hon, cac nha mang khac
hon va can duoc bd sung thém nhiéu yéu tb
khac bén canh 6 yéu t6 ma dé tai da phan tich
dé két qua nghién ctru dugc tong quat va day
du hon.

TS. V6 Khic Truong Thi, Phong Quan 1y Pao tao, Trudng Pai hoc Phan Thiét, tinh Binh

Thuan, Viét Nam.
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78



The University of Phan Thiet Journal of Science (UPTJS) - Vol.2, Issue 4 September 2024. ISSN: 3030-444X (8 pages)

Email: thanhvkt@upt.edu.vn

ThS. Dwong Hong Chwong, Phong Ban hang 2, Trung tim Kinh doanh VNPT Binh
Thuan, Viét Nam.

Email: chuongduongdigital@gmail.com

ThS. Lé Anh Linh, Phong Tb chirc Hanh chinh, Truong Pai hoc Phan Thiét, tinh Binh
Thuan, Viét Nam.

Email: lalinh@upt.edu.vn

ThS. Nguyén Ngoc Hoa Ky (*Tdc gid lién hé), Khoa Co ban, Truong Pai hoc Phan Thiét,
tinh Binh Thuan, Viét Nam.

Email: nnhky@upt.edu.vn

Ghi chu:

Tac gia da x4ac nhan khong c6 tranh chap veé lgi ich doi vdi bai bao nay.

Thong tin bai bao
Ngay nhdn bai: 12/06/2024
Ngay hoan thién bién tap: 25/08/2024
Ngay duyét dang: 26/08/2024

5. TAI LIEU THAM KHAO

Babu, M. M. & Prince, P. R. (2011). Factors influencing the overall customer satisfaction
of the wireless internet service users: an empirical study in Bangladesh. Indian Journal of
Commerce & Management Studies, (2)6, tr. 14-24.

Cronin J.J. & Taylor S.A. (1992), “SERVPERF versus SERVQUAL: Reconciling
Performance-Based and Perceptions-Minus-ExpectatioN Measurement of Service Quality”,
Journal of Marketing, S8(January), pp. 125- 131.

Dinh Kiém & Tra Thi Thu Hoa (2021). “Panh gia cac yéu td anh huong dén sy hai long
ctua khach hang doi véi dich vu di dong Vinaphone tai Binh Thuén thong qua mo6 hinh cau tric
tuyén tinh PLS —SEM”. Tap chi Céng Thwong, S6 3, thang 2 nam 2021, tr. 244 — 253,

Hair, J., Black, W., Babin, B., Anderson, R., & Tatham, R. (2006). Multivariate data analysis.
Upper Saddle River, N.J: Pearson Prentice Hall.

Ton Pirc Sau & Lé Van Huy (2014). Po luong chi so hai long khdch hang va cdc yéu 16 uu
tién cdi tien chat lwong dich vu trong linh viec vién thong di dong: Minh hoa thuec tién tai cdc
tinh mién trung. Tap chi Kinh té va Phat trién, so6 200, tr. 86 — 96.

Vinaphone Tuy Phong (2022). Bdo cdo noi bo 2018-2022, huyén Tuy Phong, tinh Binh
Thuan

V6 Thanh Hai & V& Thi Thanh Thuong (2017). “Sy hai long cta khach hang d6i véi dich
vu vién thong di dong trén dia ban thanh phd Pa Nang”. Tap chi Cong Thuwong, S6 10.

79



Tap chi Khoa hoc Truong Dai hoc Phan Thiét (UPT]S) - Tap 2, S6 4 Thang 09/2024. ISSN: 3030-444X (8 trang)

FACTORS AFFECTING CUSTOMER SATISFACTION WITH
VINAPHONE MOBILE NETWORK SERVICE QUALITY: A CASE
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Abstract: Research on “Factors Affecting Customer Satisfaction with Vinaphone Mobile
Network Service Quality: A Case Study in Tuy Phong District, Binh Thuan Province” aims
to discover, identify, and measure factors affecting customer satisfaction with Vinaphone
Mobile Network Service Quality in Tuy Phong District, Binh Thuan Province. The authors
use quantitative analysis techniques in this article to confirm the composition and value of the
scale. The survey results of 240 respondents showed that four out of six analyzed factors have
a positive impact on customer satisfaction about the quality of Vinaphone mobile network
service in Tuy Phong district, Binh Thuan province, including: (1) customer service, (2)
service charges, (3) physical facilities, and (4) call quality.
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