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Tém tit:

Phan nan doéng vai tré quan trong doi véi viée duy tri s trung thanh ciia khdch hang. No gitp
cdc nha quan Iy nhdn biét cac van dé xay ra véi khach hang d@é cé cdc chinh sach quan tri hiéu
qua hon. Nghién cieu nay tiép can theo Ly thuyét céng bang va mo réng mé hinh nghién ciru
bang cach két hop bién Niém tin va Cam nhgn trach nhiém nham tang tinh giai thich. Mot cuoe
khao sat lat cat dwege thee hién, thu thdp dir liéu tic 305 khach hang cia Mobifone, Vinaphone
va Viettel o Can Tho. Két qua phan tich bang phicong phap SEM da chi ra anh hwomg ctia ¢ong
bang phan phéi, cong bang nwong tde, va niém tin doi véi sw hai long cia khach hang ciing nhie
¥ dinh phan nan. Nhumg khong cé bang chirng dé khang dinh vai tro ciia cong ba"wg thii tuc. Ket
qua con cho thay vai tro diéu tiét cua cam nhdn trach nhiém doi véi moi quan hé giira hai long
va ¥ dinh phan nan. Tir d6 dé xudt mét so vmg dung trong thuc tién va hwong nghién ciru trong
tirong lai.

Tir khéa: Cam nhan trach nhiém; Dich vu dién thoai di dong; Ly thuyél cong bang; Niém tin;
Y dinh phan nan.

Antecedents of complaint intention: A case study of telecom service in Can Tho

Abstract:

Complaint behaviors play an important role in maintaining customer loyvalty in telecom service
industry. They reveal the customer s experience of service failure and provide the information
to control the problems. Prior scholars have proved the significant role of customer satisfaction
as a mediator for complaint intentions. Therefore, it is necessary to explore the antecedents of
customer satisfaction and its impact on complaint intentions. This study expands the Justice
theory by adding other variables — Trust and Perceived Responsiveness. The research suggests
a model to combine these issues in order to examine complaint intentions of the customers. A
cross sectional survey was conducted with 305 respondents among the customers of Mobifone,
Vinaphone and Viettel in Can Tho. The results from data analysis through testing a structural
equation model point out that distributive justice, interactional justice and trust have positive
impact on customer satisfaction and, in turn, on complaint intentions, but the impact of
procedural justice is not supported. They also find the relationship between customer satisfaction
and complaint intention could be moderated by perceived responsiveness. Finally, practical
implications and future research directions are discussed.

Keywords: Perceived responsiveness; mobilephone service; justice theory; trust; complaint
intention.
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1. Gidi thi¢u

Hanh vi phan nan rit quan trong déi véi duy tri
khéach hang va lgi nhudn doanh nghiép (Holloway,
Wang & Parish, 2005). Nghién ciru vé hanh vi khach
hang, Breazeale (2009) cho thfxy chi phi thuyét phuc
mét khach hiang méi cao gdp nam lan so véi duy
tri mot khach hang hién c6. Dac biét trong linh vure
dich vu dién thoai di dong, su canh tranh gitra cac
cong ty ngay cang tré nén khoc liét thi viée duy tri
khéch hang trung thanh sin c6 la rit can thiét.

Hart & cong sy (1990) nhdn dinh c6 su khac biét
ro gitra cac cong ty quan ly sy phan nan (cua khach
hang) tot va cac cong ty quan ly chua tét. Cong ty
thanh cong thuong khuyén khich khach hang phan
nan thong qua cic chinh sach mang tinh “hop tac
tich cuc” va hanh dong tuong tac ctia nhan vién,
trong khi da s6 doanh nghiép trung binh thudng tiép
cin theo hudng thu dong trong viéc quan ly phan
nan (Firnstahl, 1989).

Ngay cang nhiéu cong ty nhan ra lgi ich cua viée
khuyén khich khach hang phan nan vé van dé khién
ho khong hai long vé6i cong ty, nhung lam thé nao dé
khuyén khich hanh vi nay thi vin con rat it nghién
ctru (Voorhees & Brady, 2005).

Tir nhitng 1dp ludn trén, tac gia cho rang viéc tim
hiéu ¥ dinh phan nan cua khéch hang 12 mét vn dé
hét strc quan trong ddi véi nha quan tri trong moi
nganh dich vu. Tuy nhién nghién ctru vé dé tai nay &
Viét Nam chura nhiéu, van con nhirng nhan dinh vai
quan diém thiéu tich cuc dbi véi hanh vi phan nan.
Nhirng nghién ctru vé dé tai y dinh hanh vi trong linh
vire dich vu trudce day thudng tap trung vao viée du
doan xu hudng mua hang hon la cha ¥ vao y dinh
phan nan (Cronin, Brady & Hult, 2000). Do do, kién
thirc vé viée nguoi tiéu ding di dén quyét dinh phan
nan va cach ma nha quan 1y c¢6 thé khuyén khich
khach hang néi 1én su bat man véi cong ty van con
han ché. Bai viét nay c6 thé xem la mdt trong nhirng
nd Iue diu tién xem xét vé cha dé y dinh phan nan,
dé cung céip biang chimg khoa hoc gilip cac cong ty
dich vu dién thoai di dong tai Cin Tho c6 thé quan 1y
phén nan hi¢u qua nham diéu chinh, t6i vu hoa dich
vu cia ho. Muc tiéu nghién ctru cu thé 1a xac dinh
cic yéu t6 anh hudong dén ¥ dinh phan nan cua khach
hang sir dung dién thoai di dong va mirc do tac dong
cua cic yéu té do.

2. Co s 1y thuyét va phwong phép nghién ciru

2.1. Co 50 Iy thuyét

Dich vu dién thoai di dong dua trén hé thing

mang vién thong ma khong c6 bat ky sy lién h¢ ly
tinh nao gitra nguoi tiéu ding va mot san pham vat
chit. Do d6, ngudi sir dung mang di dong von di
giao dich vdi mot mirc do cao cua sy khong chic
chiin so voi ngudi tiéu ding truyén thong. Nhimg
diic diém nay c6 thé dan dén nhitng tryc tric, sai sot
khac so véi san pham, dich vu thong thuong va diéu
ndy s& tao ra hanh vi phan nan khac so véi tiéu ding
truyén thong.

Cic nghién ciru vé dé tai phan nan truée day
thuong tiép can theo hudng Ly thuyét cong bang doi
véi céc san phim/dich vu thude thi truong truyén
thong. Trong gidi han cua nghién ctru nay, tac gia
ciing ap dung hudng tiép can theo huéng Ly thuyét
cong bing nhung dé xuat mé rong mé hinh voi hai
bién: Niém tin va Cam nhén trdch nhi¢m nham ting
tinh giai thich ciia mo6 hinh.

2.1.1. Ly thuyét cong bang

Khai niém cong bing thuong duge dé cap trong
cac nghién ciru vé giao dich xa hdi (Wu, 2013).
Trong dé6, cic hoc gia nhdn manh vai tro cia cong
bang trong viéc dinh hinh cac giao dich tiép theo
(Smith, Bolton & Wagner, 1999; Voorhees & Brady,
2005). Colquitt & cong su (2001) téng hop 183
dé tai co lién quan dén chu d¢é cong bing va phin
loai ra 3 thanh phan chinh: Cong bing phan phoi -
Distributive justce, Cong bing thu tuc -Procedural
Jjustice va Cong bang twong tic - Interactional
Justice.

- Céng bang phén phéi: dé cip dén sy cam nhén
khi c4 nhian danh gia cong bing cia mét cude trao
do6i bang cach so sanh chi phi va lgi ich nhan dugc
tir trao d6i do; va hinh thanh mot danh gia vé mire do
cong bi’mg (Martinez — Tur & cong sur, 2006). Smith,
Bolton & Wagner (1999) da chimg minh ring nhan
thirc vé c¢ong bang phdan phoi ¢6 anh huong dén su
hai long cua khach hang va tir d6 tac dong dén ¥
dinh phan nan.

- Cong bfiﬂg thit tuc: dé cap dén sy nhian thic
vé cong bing d6i vai cac chinh sach, tiéu chuan
(Voorhees & Brady, 2005). Leventhal (1980) lan
diu dé cap dén khai niém cong bing thi tuc trong
mot nghién ciru vé chinh sach cong ty va xdc dinh
sau tiéu chi danh gia: 1-phu hop: ap dung thu tuc
nhét quan giira cic ca nhéan; 2-khéng thién vi: bo qua
lgi ich ca nhin cua ngudi ra quyét dinh; 3-chinh xac:
dam bao thong tin chinh xac trong qua trinh thu thap
va st dung dé dua ra cic quyét dinh; 4-¢co thé khic
phuc: ¢6 co ché sira chira nhitng quyét dinh sai lam;
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5-dai dién: dam bao ¥ kién cuia tit ca cac bén bi anh
hudng boi quyét dinh da duge ghi nhan va xem xét;
6-dao dirc: ddp g cac gia tri dao dirc xa hoi. Cac
nghién ctru ciing chi ra ring khi ca nhan cam thay
tin tuong vao cong bang thi tuc, ho sé cam thay hai
long hon véi cac két qua nhan dwoc, thim chi két
qua d6 c6 mot s6 bét lgi (Lind & Tyler, 1988).

- Cong bang twong tdc: Bies & Moag (1986) da
tach cic khia canh c¢6 lién quan dén ci nhan trong
cong bing th tyuc, va goi khai niém d6 1a cong bang
twong tae. Cong bang tirong tae dé cap dén sy cong
bang dugc nhan thirc thong qua (g x(r ca nhan (cua
nhén vién) ma khach hang nhin dugc trong qua trinh
ra quyél dinh (Martinez — Tur & cdng su, 2006; Son
& Kim, 2008). C6 bon tiéu chi danh gia cong bang
twong tac: 1-bién minh cho quyét dinh; 2-su trung
thue; 3-su ton trong; 4-miac do doc quyén. Mot
nghién ciru trong linh vyc Internet dd dinh nghia
cong bing tuong tac nhir 12 mirc d6 ma khach hang
trurc tuyén cam nhan vé sy trung thue va dang tin cay
cua cong ty trong viéce tuan thu ciac cam két o lién
quan dén van dé bao mat thong tin ¢4 nhan (Son &
Kim, 2008).

Nhiéu nghién ciru vé dich vu da xac dinh moi
quan hé gitra nhdn thice cong bang va su théa mén
cua khach hang (Holloway, Wang & Parish, 2005).
Trong nghién ctru d6i véi linh vire nha hang-khach
san, Martinez - Tur & c{ng sur (2006) cho thiiy cong
bing phan phdi 1a yéu té ¢6 tac dong manh nhét so
vl 2 thanh phﬁn con lai, Maxham & Netemeyer
(2002) cting nhin nhin sy tic dong cua ba thanh
phén cong bang dbi véi su hai long cua khach hang
khi nghién ctru nganh xiy dung, nhung két qua phan
tich dir lidu cho thiy céng bang thi tuc va cong bang
twong tac ¢ trong s6 16m hon so véi cong bang phan
phoi trong du bao su hai long clia khach hang. Nhiéu
hoc gia cling xéc dinh moi quan hé nay nhung co sur
khac nhau vé mire d§ tic dong tiy theo nganh nghé
hodc viing lanh thé. Do do, tac gia dé xuat kiém dinh
mbi quan hé giira 3 thanh phén cong bang véi su hai
long cua khach hang: qua d6 xac dinh mirc do tac
dong cia timg thanh phan:

H1, 2, 3: Cong biang phan phdi, Cong bing thu
tuc, Cong bing tuong tic ¢6 twong quan duong dbi
vai sur hai long cua khiach hang.

2.1.2. Niém tin

Chre ndng va vai tro cua niém tin dugce xac dinh
trong nhiéu nghién ctru hanh vi trao ddi xa hoi
(Kelley, 1979). Biing céch ting ky vong vé mot két

qua tich cue d6i voi hanh vi du kién cua cac bén
tham gia trao ddi, niém tin duge xem nhu 1a mét co
ché chung cho viéc giam mirc d6 rui ro cua cc giao
dich (Grabner - Kraeuter, 2002).

Pavlou & Fygenson (2006) dinh nghia niém tin
la sy tin tuong clia ngudi mua rang ngudi ban sé cu
xtr ¢6 dao dirc. Theo Theory of Reasoned Action-
TRA (Ajzen & Fishbein, 1980), niém tin tao cam
gidc thudn lgi trong cac giao dich. Morgan & Hunt
(1994) nghién ctru trong linh vye mua sdm truc
tuyén, nhin dinh niém fin 1a mot yéu té quan trong
dé danh gia s hai long clia ngudi tiéu ding. Lin &
Wang (2006) x4c nhan niém tin ¢ mdi quan hé tich
cuc vai s hai long cia khach hang trong nghién
ctru vé thuong mai di dong. Trudmg hop céc cong ty
cung cap dich vu di dong, khach hang rat it tiép xtc
true tiép voi nha cung cp. Nhiéu truong hop xay ra
sai sot trong viéc tinh cude phi, dich vu khong ding
chét lugng cam két, da anh hudng dén niém tin cta
khach hang. Vi vy, tac gia dé xuat bo sung bién
niém tin bén canh 3 thanh phan céng bang nham
tang tinh giai thich cua mé hinh nghién ctru. Gia
thuyét dugc dit ra:

H4: Niém tin c¢6 tuong quan duong ddi véi sy hai
long cua khach hang.

2.1.3. Moi quan hé giita sw hai long ciia khach
hang va vy dinh phan nan

Theo Kotler (2001), sy hai long 1a mic d§ cia
trang thai cam gidc ciia mt ngudi bat ngudn tir viée
so sanh két qua thu dugc tir san pham/dich vu véi
nhitng ky vong ctia ngudi d6. Khi cam thay khong
hai long, khach hang thuong c6 mong mudn néi 1én
véin dé cta ho va hinh thanh ¥ dinh phan nan (Liu &
McClure, 2001). Céc tai liéu nghién ciru trong linh
vue dich vu cho théy sir lién két gilra sy kém hai
long cia khach hang va y dinh phan nan (Zeelenberg
& Pieters, 2004). Thogersen & Juhl (2009) lap ludn
ring mot trong cac tién t6 co ban tic dong dén phan
nin cia ngudi tiéu ding 1a sy bat man cia ho voi
khiém khuyét/thiéu hut trong cac san pham/dich vu.
Theo Voorhees & Brady (2005), su hai long do6i voi
mot dich vu cu thé c6 anh huéng ty 1é nghich dén ¥
dinh phan nan trong tuong lai, diéu nay dong nghia
vGi viée néu sy hai 1ong cua khach hang ting lén,
nguoi do sé it ¢6 xu hudng phan nan trong twong lai.
Cronin, Brady & Hult (2000) nghién ctru cic nganh
dich vu nhu cham soc sire khoe, dich vu cung cap
thire dn nhanh, gidi tri... cho ring anh huéng cua
dich vu ddi véi khuynh huéng hanh vi ¢6 thé duge
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tac dong bai bién trung gian la sy hai long cuia khach
hang. Tong hgp cic nghién ciru trén, ngudi viét nhan
dinh khi khach hang cang cam thay khong hai long
vai dich vu cuia nha mang, y dinh phian nan cua ho sé
tang 1én. Gia thuyét nghién ciru dat ra:

H5: Su hai long cua khach hang co twong quan
am ddi véi ¥ dinh phan nan.

2.1.4. Bién diéu tiét

Ngoai cac bién chinh da néu trén, két qua luge
khao tai lieu (Wu, 2013; Voorhees & Brady, 2005)
cho thay mdt s6 bién didu tiét ¢ kha ning cting cb
mdi quan hé nghich bién gitra sy hai long va ¥ dinh
phan nan. Nghién ctru ndy dé xudt xem xét cdam
nhan trach nhiém nhu 12 bién diéu tiét nhim khuyén
khich khach hang tang ¥ dinh phan nan khi cam thay
khong hai long (Tax, Brown & Chandrashekaran,
1998). Cam nhan trach nhiém duge dinh nghia nhu
sir nhin nhén cua khach hang vé mirc do san sang
ctia nha cung cip dich vy déi voi viée giai quyét
van dé (Richins, 1987). Nghién ctru cua Voorhees
& Brady (2005) va Wu (2013) cho thiy vai tro didu
tiét cta cam nhdn trach nhi¢m trong mbi quan hé
gitra sur hai long va y dinh phan nan. Tl can cur do,
nghién ctru néu Ién gia thuyét:

H6: Cam nhan trach nhiém cang cao thi mbi quan
hé gitra su hai long cua khach hang va y dinh phan
nan cang manh.

2.1.5. Mo hinh nghién ctru

Tir céc gia thuyét, dé tai dé xuat mé hinh nghién
clru dya trén nén tang Ly thuyét cong bang, ¢6 két

hop b sung mét s bién giai thich khac nhu Hinh 1.

2.2. Phuwong phap nghién ciru

2.2.1. Chon mau

Nghién ctru chu yéu thyc hién theo phuong phép
dinh lrgng c6 ap dung phuong phap dinh tinh trong
qua trinh thiét ké thang do. Mot cude khao sat lat cat
bing cich phong van tay déi dugc trién khai nhim
thu thip dir liéu so cﬁp. Mau quan sat duge chon
theo phuong phép chon mau muyc dich. Pay 1a mot
phurong phap chon mau phi x4c suat, d6i tugng mau
dugce chon dya trén danh gia cua hoc gia (Black,
2010). Vi diéu kién han ché vé nguon luc, cong véi
thyc té khi trién khai khao sat nhom khéch hang da
timg giip van dé trong sir dung dich vu di dong cua
3 nha mang I6n Mobifone, Viettel va Vinaphone &
Cén Tho cho thiy nhimg d6i twong nay tuong ddi
kho tiép can. Do d6, phuong phap chon mau muc
dich c6 thé xem la phit hop.

Pép vién duge dé nghj mo ta vé trai nghiém cua
ho dbi véi cac truc tric xay ra khi s dung dich vu
di dong trong vong 6 thang qua trude khi cho y kién
vé cac cau hoi chinh. Trong suét qué trinh, tic gia
ludn sin sang giai thich, tra 10i cc cau héi c6 lién
quan nhim giam thiéu sur hién 1am ciing nhir khuyén
khich sur tap trung cua dép vién. Cudi cing, 305 mau
quan sat duge sir dung lam dir liéu dau vao nham dép
(g céc yéu cau vé kich thude mau khi phan tich voi
mé hinh phwong trinh ciu tric — SEM (Kline, 2005).
Cong cu thong ké phan tich 1a phin mém SPSS 20
va AMOS 7.0. Thong tin nhan khau hoc clia mau

Hinh 1: M hinh nghién ciru dé xuit

LY THUYET CONG BANG

' N '
Cong bing phiin phi
RS
B
Cong bing thu tue
5 < H5 " el
| Sir hai long Y dinh phin nin
-
Cong bing twong tic
L& Ho
p
Niém tin Cam nhdn trach nhi¢m
A\
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Bing 1: Dic diém nhin khiu hoc ciia miu quan st

Pic diém S6 lwgng Ty 18 (%)
Giai tinh
Nam 161 528
Nir 144 472
Do tudi
<20 21 6.9
21-30 123 40.3
31-40 111 36.4
41 -50 36 11.8
=50 14 4.6
Thoi gian sir dung
< | ndm 8 26
I —3 nam 36 11.8
3—5npam 50 16.4
5—7nam 60 19,7
> 7 nam 151 49.5

quan sat dugc trinh bay trong Bang 1.

2.2.2. Thang do

Bang hoi chu yéu duge thiét ké theo dang thang
do Likert tir “1-hoan toan khong dong ¥ dén “5-
hoan toan dfmg ¥”. Thang do cac bién duoc md
phong ¢6 diéu chinh: 3 thanh phan céng bang tham
khao tir thang do dugce phat trién boi Martinez — Tur
& cong sur (2006), Turel, Yuan & Connelly (2008),
Chiu & cong su (2009), Wu (2013); Niém tin duge
mo phong tir thang do cia Wu (2013), Turel, Yuan &
Connelly (2008); Sw hai long cua khach hang, v dinh
phan nan, va cam nhdan trach nhiém duogc ap dung tur
thang do cua Wu (2013), Voorhee & Brady (2005).

Phuong phap dinh tinh duge thyc hién bang cach
tham van chuyén gia ngén ngir va chuyén gia trong
linh vire quan hé khach hang dé kiém soat céc van
dé ngdn ngir, van hoa ciing nhu ¥ chi chi quan trong
qua trinh Viét hoa tir thang do gdc tiéng Anh. Nghién
ciru so by 50 mau ciing dugc tién hanh nham kiém
tra mic d¢ phu hgp cua bang hoi va danh gia cac
truc triic trong qua trinh khao sat.

3. Két qua va thio ludn

3.1. Két qua

3.1.1. Kiém dinh @5 tin ¢y va phan tich nhan 16
kham pha EFA

Cronbach’s alpha dugc ding dé kiém dinh tinh
nhét quin va do tin ciy cua cc thang do. Gia tri
Cronbach cua céac thang do y dinh phan nan (0,864);
su hai long ctia khac hang (0,949); céng bang phén

phoi (0.855); cong bang thii tuc (0,707); céng bang
tieong tac (0,938); niém tin (0,737), cam nhan trach
nhiém (0,659) déu >0.6 (Bang 2).

O thang do niém tin, néu bo gia tri caa TRUSTO1
va TRUSTO02 thi gia tri Cronbach cua bd thang
do tang lén. Do d0, tic gia quyét dinh loai 2 bién
quan sat trén, két qua kiém dinh cubi ciing thang do
TRUST cho gié tri alpha la 0,792.

Tiép theo, phan tich nhin t6 kham phd EFA
(phwong phap khai thac-Principal Axis Factoring,
phép xoay-Promax) cung cip cho hoc gia mot ciu
tric yéu t6 trong Pattern Matrix (cac bién quan sat
dugce nhom lai voi nhau theo mie d§ ndi tuong
quan—intercorrelation). KMO dat 0.829, cac bién
quan sat duge nhom lai ding nhu thang do ban dau,
hé s tai trén 0.4,

3.1.2. Phdn tich nhén 16 khang dinh-CFA

CFA dugc tién hanh nhidm khfmg dinh su phu hop
cua cau trac thang do cting nhu mic do phu hop-
model fit.

Két qua CFA sau khi tién hanh néi cac bién cé
Modification-indices cao cho thdy cac chi sé phu
hop ctia md hinh déu du t6t dé tién hanh cac phan
tich tiép theo (Bang 3).

3.1.3. M6 hinh phwong trinh cdu triic - SEM

Pé kiém dinh cac gia thuyét nghién ciru, ky thuit
SEM duge tic gia sir dung. Két qua cho thdy mo
hinh ¢6 chi s6 phu hop tét, dap (mg céc tiéu chi theo
quy dinh thong ké (Hinh 3).
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Bing 2: Két qua kiém dinh dj tin ciy

Cronbach's
Alpha Cronbach's
néu xoa alpha
bién
COMPLOI Trong 3 thang tdi, t6i chidc chan s€ phan nan céc van dé lam toi 783
khong hai long dén nguoi quan ly cia nha mang di dong.
COMPLO2 :;E?g 3 thdng 141, t61 s€ yéu cau nha mang xur ly sy ¢O ma tdi gip 869
Trong 3 thing tdi, toi sé thao luan vé cac vin dé 16i gap phai trong 0.864
COMPLO3  qud trinh str dung dich vu voi nguoi quan Iy hodic nhan vién cia nha 867
mang.
COMPL04 Trong 3 lhang 1di, t6i s¢ thong béo cac sw ¢d toi gap cho nha mang 776
dé ho cung cap dich vu t6t hon.
SATISO1 T6i rit thich sir dung dich vu ctia nha mang t6i dang ding 932
SATIS02 T6i nghi riing t6i da dang dén khi lya chon nha mang nay 946
SATISO03 T6i cam thiy thoai mai véi nha mang di dong nay 936
Trong twong lai, t6i s& tiép tuc sir dung dich vu ciia nha mang hién 0,949
SATISO4 o s 73 HECERN & 933
SATISOS Nhin ch_tnmg toi hai 1ong véi cée dich vu duge cung cap béi nha 935
mang hién tai
DISJUSO] G‘la trj cua cac d;f:h vu t6i nhan dugce twong ximg véi mire gia ma t6i 825
da tra cho cdc nha mang
DISIUS0? T olﬂngh! rang ;%{a lf! cic dich vu ma t6i nhan duge tr nha mang ty 1& 290
thudn vai gia toi da tra
DISJUSO3  Toi nghi riing chit lrgng dich vu mang phu hgp véi gid cua no 843 0,855
DISIUSO4 T6i nghi rang phi dich vu cia nha mang t6i dang sir dung phu hgp 876
vai cht lrong ciia n6
DISIUSO5 Néu xem x€l tdt ca cic khia canh, nhimg dich vu duge cung cip boi 789
nha mang nay la hop ly
PROJUSO1 Nhirng chinh sach cua nha mang duoc dp dung mét cich cong bang 669
d6i vai it ca khach hang
PROJUS02  Nhirg chinh sach ctia nha mang duge dp dung kha 6n dinh 573
i i a nhi i v dua trén nhir 0,707
PROJUSO3 Nhirmg chinh sach cua nha mang duge ap dung dya trén nhimg 661
thong tin chinh xéc
PROJUSO4 T6i nghi rang nha mang sé lam rd bét ky sy thay dbi nao vé chinh 667
sach va cung cap thong tin khi khach hang yéu ciu
INJUSO1 Tdi da duge doi xir cong bang trong sudt quad trinh turong tac véi cac 932
nhin \ju.n dich vu cua nha mang
H¢ thong ho tro khéch hang cua cac cira hang cung cdp nhimg 1o
oS0 giai thich k]p thoi va chinh xac 240
INJUSO3 H¢ lhong hé trg khach hang cua cac nha mang giai thich cic quy 910 0,938
trinh dé hiéu
. \ - - P - = . 45
INJUS04 :1{1:3 l\{liong hé trg khéch hang ctia cic nha mang hoat dong dé dang va 926
INJUSO05 Hé thong hd trg khach hing cia cic nha mang twong tac tot Vi t6i 908
TRUSTO1 Dich vu ctia nha mang t6i dang dung la dang tin cay 754
TRUSTO? Chinh séch dich vu cia nha mang t6i dang dung 1a cong khai, minh 656
bach ’ 0.737
TRUSTO03 ~ Nha mang luon thue hién ding cam két cua ho véi khach hang 627
TRUST04  Téi tin vao nhitng thong tin ma nha mang cung cép cho t6i 653
PERRESO] Khi ¢6 bat ky su bai mén cua khach hang xay ra, toi tin twong rang 549
cac nha mang sé cb ging khic phuc no.
PERRES02 Toi tm rang cdc nha nha mang sé xir 1y nhimng khiéu nai cua téi dé 593 0,659
161 tiép tuc sir dung dich vu ctia ho
PERRES03 Khi t6i mua sim dién thoai, t6i chon cac nha mang co uy tin dé dam 550
bao chit lugng dich vu
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Hinh 2: Két qui CFA
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Chisquare/df = 1.815

TLI = .961
RMSEA = .052
CFl = .966
AGFI = .852

p =.000

Bing 3: Chi s6 phit hop ciia md hinh

Chi sb phu hop Chuén

Ngudn Gia tri

IA
=]
*
*

Chi-square/df
Tucker-Lewis-Index 0.,95%*
AGFI 0,85%*
CFI 0,95%*
RMSEA < (,08%*

IV v

v

Ullman & Bentler (2003) 1.815
Hu & Bentler (1999) 0.961
Hair & cong sur (1995) 0.852
Hu & Benler (1999) 0.966
MacCallum & cong sy (1996) 0,052

Béng 4 cho thiy cong bang phdn phoi va cong
bang tiwong tac 6 tac dong tich cuc dén sue hai long,
cic trong ) B lan luot 1a 0,484 va 0,176, P-value
tot; diéu nay ddng nghia H1, H3 dugc chip nhan.
Tuy nhién, khong di bang chimg x4c nhan mdi quan

hé gitra cong bang thii tuc va sir hai long do P-value
>0,05, gia thuyét H2 do d6 khong duge chap nhén.
Niém tin ¢6 ¥ nghia giai thich dbi voi sie hdi long
cuia khach hang, p=0,232, H4 dugc chip nhan. Két

qua ciing cho thdy si hai long 1a bién trung gian
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Hinh 3: Két qua SEM
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Bing 4: Két qua M6 hinh phwong trinh cu tric

Estimate S.E. C.R. P
H1 SATISf < DISJUSS 0,484 0,083 5.822 e Chép nhan
H2 SATISf  <-- PROJUSE -0,001 0,089 -0,011 0,991 Khong chip nhan
H3 SATISf < [INJUSf 0,176 0,038 4.624 ok Chép nhan
H4 SATISf  <--—- TRUSTf 0,232 0,051 4,561 W Chap nhan
H5 COMPLf <--- SATISf -0,15 0.067 -2,235 0.025 Chap nhan

quan trong dé dinh hinh y dinh phan nan (B=-0,15;
P-value=0,025). Thong qua trung gian su hai long,
cac tién t6 ¢ong bang phdn phoi, cong bang tuwong
tac, va niém tin anh huémg dén y dinh phan nan; H5
duge chap nhan.

Vé vai tro diéu tiét cua cam nhan trach nhiém
trong H6, tac gia sir dung ky thuat phan tich mo
hinh phwong trinh cdu triic da nhom-Multigroup
structural equation modeling. Cic mau quan sat
duge chia thanh 2 nhom theo phuong phap phan doi
trung vi (median-split): nhom c6 cam nhan trach
nhiém cao va nhom c6 cam nhén trach nhiém thap.

Tiép theo, kiém dinh khac biét chi-square dugc thuc
hién nham danh gia sy khac biét giira hai nhém mau
néu trén. Két qua cho thy vai tro diéu tiét cia bién
cam nhdn trach nhiém lén moi quan hé gitra su hai
long va v dinh phan nan la co6 co so (Bang 5).

3.2. Thao ludgn

Nghién ciru vé y dinh hanh vi dugc thyuc hién kha
nhiéu nhung ¥ dinh phan nan chi méi dugc xem
xét gan day (Voorhees & Brady, 2005; Wu, 2013).
Dbac biét, trong linh vue dich vu dién thoai di dong,
chura ¢6 nghién ciru nao xem xét vé v dinh phan nan
ctia khach hang. Do d6, dé tai nay dugc xem nhur la
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Bing 5: Két qua kiém dinh chi-square véi cong cu Stats Tools Package

Mo hinh tong thé

Khéng han ché 62,001 44
Han ché hoan toan 80.105 52
So lugng nhoém 2

18,104

Su khéc biét

KHONG Céac nhom ¢6 sy kKhic biét o

cép d6 mo6 hinh

mét nd lyc ban dau nham khoéa lap phan nao van dé
nghién ciru néu trén. D con han ché trong tiép can
mau khao sat, dé tai da gop phan md rong mé hinh
Ly thuyét cong bang. Phan tich cho thiy 3 yéu td
tac dong tich cuc dén sir hai long cua khach hang
va dinh hinh y dinh phan nan trong tuong lai gdom:
Cong bang phan phoi, Céng bang tuwong tac, va
Niém tin. Két qua nay 1a kha twong dong véi nhimg
nghién ciru trude trong linh vire san xuat hang hoa
nhu dé tai cia Smith, Bolton & Wagner (1999),
Martinez — Tur & c¢dng su (2006).

Trong moi giao dich, khiach hang luén ¢6 xu
huéng so sach giira gia ca chi tra véi chit luong san
pham/dich vu nhan duoc, dich vu dién thoai di dong
cling khong ngoai 16. Néu gid trj dich vu khach hang
nhan dugc khong tuong ximg véi sé tién chi tra-
cong bang phdn phoi-thi khiach hang s& cam thay
khong hai long va c6 xu huéng phan nan. Két qua
nay c6 lién quan cac Iy thuyét kinh té hoc khi cho
rang con nguoi duy 1y luén co dong luc dé tbi da hoa
lgi nhuén va giam thiéu chi phi trong giao dich xa
hoi. Hon nita, vai trd ctia cdng bang phdn phoi con
duoc nhén manh do dac diém it tuong tac vat ly thuc
sir gitra khach hang va nha cung cép dich vu di dong.
V&i moi truong it su tiép xtc nhwr vay, viéc danh gia
gitra lgi ich va chi phi chinh 1a diém quan tim mau
chét ddi vdi nguoi tidu ding.

Cong bang twong tde ciing 1a yéu té quan trong
d6i voi su hai long. Piéu nay don;__ nghia vai viéc
cic cong ty nén trién khai hé thong, hé trg phuc vu
khach hang. Cac nghién ciru thuyc nghiém da nhan
manh sy firong tac gitra nhan vién voi khach hang.
Tuy nhién, véi dich vu dién thoai di dong co dic
diém thiéu tuong tac vt ly gitra nhéin vién va khach
hang, hé thé-ng hé trg kip thoi, hiéu qua va dé tiép
can khi nguoi tiéu ding can la rét can thiét.

Khong ¢6 bing chimg cho thiy ¢ong bang thii tuc
¢6 anh huong dén sy hai long cua khach hang. Diéu
ndy ¢6 thé do dich vu di dong da dugc hinh thanh
trong thoi gian kha dai {xuét hién tir nam 1993). Céc

chinh sach nhu quy dinh giao dich, thanh toan... da
dugce xac dinh rd rang. Quy trinh dugc lap trinh véo
hé théng va van hanh hau nhu khong can sy can
thiép ciia con ngudi. Vi vay, khach hang co thé dé
dang nim bit cac chinh sach dé lya chon dich vu
pht hop: do doé it c6 kha niang khong hai long véi
chinh sach cua cong ty.

Niém tin ¢b quan hé tich cye dén sy hai long, tix
d6 anh huong dén y dinh phan nan. Nhu vay, sie
hai long 6 thé duge cai thién néu khach hang hinh
thanh trang thai tim 1y tich cyuc d6i véi nha mang.
Cu thé, niém tin dugc tao ra khi khach hang cam
thiy chinh sich ctia nha mang la cong khai, minh
bach va nha mang ludn thuc hién ding cac cam két
cua ho vai khach hang.

Cubi cung, su diéu tiét cua cam nhdn trach nhiém
cho thiy cong ty c6 thé khuyén khich khach hang
n6i 1én y kién phan nan vé van dé ho khong hai long.
Cdm nhdn trach nhiém khién ngudi tiéu ding cam
thdy tiéng noi ctia ho duge ling nghe, vén dé cia ho
duge xem xét. Day cling chinh la yéu t6 ma cac cong
ty nén quan tim khuyén khich dé c6 thé tiép thu ¥
kién cua khach hang va nhé dé nang cao chit lugng
dich vu trong tuong lai.

4. Két luin

D& tai gop phin cung cép cin cir khoa hoe d6i voi
cée tién to tac dong dén y dinh phan nan tir huéng
tiép can Ly thuyét cong bang. Theo do, nhan dinh
vé sy cong bing trong giao dich cin phai duge chi
trong nham mang lai su hai long cho khach hang va
dan dén giam y dinh phan nan trong tuong lai.

Két qua nghién ctru cho thdy chién luge gia can
dugc cac cong ty tiép tuc quan tim vi khach hang
luon ¢6 ddng co toi da hoa loi ich va t6i thieu hoa
chi phi. Cung cép d;ch vu ¢6 chit lugng phu hop vai
mire gia canh tranh van s& la chién luge cot 16i trong
twong lai dé dat tGi sy hai long cia khach hang. Bén
canh do, cac cong ty nén cb giing da dang hoa kénh
truyén thong vai khach hang. Kénh truyén thong sé
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tao diéu kién cho cic twong tac thuong xuyén, kip
thoi, chinh xéc; hudng dén su thau hiéu 1an nhau, su
tin twong gitra khach hang va doanh nghiép. Cubi
cung, sai sot la rui ro khong thé tranh khoi trong hé
théng quan tri, cach xir Iy cua cong ty trong nhimg
tinh hudng nay 1a cuc ky quan trong. Khach hang s&
cho cong ty biét nhimg véan d& chua t6t dang dién ra
khi ho cam thdy ¥ kién dong gop duge ling nghe,
giai quyét. Dy khong chi don thudn la van d& quan
tri phan nan ma con goép phan xiy dyng uy tin cia
cong ty trong nhan thirc cua khach hang.

Theo luge khao tai liéu, hién co rat it dé tai xem
xét chu dé y dinh phan nan trong linh vue dich vy
noi chung va dich vu dién thoai di dong noi riéng.
Do do, tac gia ky vong sé cung cap nhimng nén tang
quan trong cho viéc nghién ciru chu dé nay trong
twong lai. Cudi ciing, du c6 nhiéu nd lyc, nghién cru
ndy van con mot s6 han ché nhat dinh: 1-Di lidu

phén tich chi thu thip trong pham vi Can Tho, do
d6 két qua nghién ciru s& co han ché khi 4p dung
vio cic dia phuong khac; 2-Do diéu kién trién khai,
phwong phip chon mau muc dich duge lua chon,
day 1a phuong phap chon miu phi xdc suat, vi viy
¢6 nhimg diém yéu tw nhién trong vi¢c khai quat hoa
nhimg trudng hop khéac; 3-dap vién duge yéu cau
mo ta vé cdc tryc tric xdy ra trong qua trinh sir dung
dich vu trude khi tra 10i cac cau hoi chinh cé thé
tao ra xu hudng tiéu cuc, anh huong két qua tra loi
cua ho. Tac gia mong rang, cic nghién ciru tiép theo
s& giai quyét cac han ché trong nghién ctru nay va
gitip thay ddi nhirg goc nhin chua tich cuc vé hanh
vi phan nan. Phan nan nén dugc xem nhur 1a mot
mén qua, 13 co hdi tuyét vai dé ning cao long trung
thanh cua khach hang (Voorhees & Brady, 2006)
chir khong phai 1a ric rdi cho cac cong ty (Kendall
& Russ, 1975).

Loi thira nhin/cam on: Nhém tdc gia chan thanh cam on sie gitp dé tan tinh ciia cac Thay, C6 6 truong
Bai hoc Can Tho trong qud trinh thwe hién nghién ciru nay. Ngodi ra ciing giri loi cam on dén Thac sy
Tran Gia Trung Dinh, Vién Nghién ciru phat trien TP.HCM vi nhitng ho tro rat hiru ich trong qua trinh

phan tich dir liéu.
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