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NGUYEN GIAC TRI' 
T6muh 
Bci.i viet sa d1;tng phll(fng phap phan tf ch djnh lu(!ng nhli.m danh gia ccic nhan ttf anh hudng de'n 
S~( ll!a ch9n nha Cung cdp djch Vfl m(;lng di¢n tho(li di d<}ng cua khach hang tc;ii khu Vl!C D6ng 
btfng song Ct(u Long. Ke't qua nghien cuu cho thdy, c6 3 nhan 16, gbm: Chdt lu(lng djch v?t; 
Cong ngh¢; Uy tin - thucmg hi~u dnh hitong thu{j,n chdu de'n sv zva ch9n nha cung cdp djch v~ 
rn<;mg di~n tho(J,i di d(mg ci(a khdch hang tqi khu Vf(C Dtfog bling song Ci(u Long. 

Tu kh6a: thucmg hi~u, nha cung cdp, gia trj nh{j,n thac, y djnh mua, D6ng bdng song Crlu Long 

Summary 
This article uses quantitative analysis to evaluate factors affecting customers' choice of mobile 
network providers in the Mekong Delta region. The results point out 3 factors that positively 
affects their choice, including Service quality; Technology; Brand reputation. 

Keywords: brand, providers, perceived value, purchase intent, Mekong Delta 

GICJI THl~U 

M?ng di~n tho<;li di d(?ng c6 m~t t<;li thi tntong Vi~t 
Nam dfru tien vao nam 1993. Thj tn.fong dich V~l di~n 
tho?i di d9ng fa thj tn:tong ft 6n clinh nhilt, C?nh tranh 
ngay m(}t gia tang va thay d6i lien tl,lC, nen cac nha 
cung dp d n quan tam de'n Slf h;ta ch9n nha cung cilp 
cua khach hang. Vi~t Nam hi~n dang c6 5 nha cung dlp 
dich v1,1 di~n thoSti di d()ng d6 la: Mobifone, Viettel , 
Vinaphone, Vietnamobile va G-Fone va cac nha cung 
df'p dang phai d6i m~t voi Slf qnh tranh kh6c Ji~t. 
Theo C1,1c Vi~n thOng, nhi~u nam nay, t6ng thi phfin 
c1fa 3 doanh nghi~p Jon nha't Ia: Viettel, Vinaphone, 
Mobifone luon chie'm tren 90%, nam 2019 tang cao 
nha't len t6'i 96,2%. Cac doanh nghi~p con l~i chi chie'm 
3,8% thi phfin (Ha Linh, 2020). 

Llfa ch9n nha cung ca'p dich v1,1. la m()t va'n cl~ rilt 
quan trc,mg, nhLtng dfiy thach thU'c trong tie'p tht djcb 
V~I, bai vl cac dtch Vl,l n6i chung la VO hlnh, kh6 phan 
biet v~ san phffm va tieu dung, kh6 khan trong vi~c 
tieu chuffn hoa va do b~n. Kham pha nhung thOng tin 
dose giup cac nha cung cilp dich v1:1 xac djnh dtt<;Jc cac 
chie'n lti<;Jc tie'p th! thfch hejp, dn thie't d8 thu hUt khach 
hang m6'i. 

Khu vi;tc B6ng bang song Cuu Long Ia khu vlfc r9ng 
lOn, g6m 1 thanh pho trlfc thu(?c Trung tfdng va 12 tinh. 

E>6ng bang song Cii'u Long chie'm 13% 
di~n tfch ca nu'oc, nhu'ng la noi sinh s6ng 
cua hon 19% dan s6 ca nu'oc. Chinh Vl 
v?y, vi~c nghien cuu cac nhan t6 anh 
hU'dng de'n Slf llfa chQn nha cung ca'p dich 
Vl,f ITI?l1g di~n thO?i di dQng CUa khach 
hang (J khu vlfc B6ng bang song CU'u 
Long fa ra't dn thie't. 

ca sa LY THUYET vA PHV(JNG 
PHAP NGHIEN CVU 

Cd sd Iy thuye't 
Nha cung cdp. NM cung df p la ca 

nhan hay t6 chll'c cung ung san ph5m hay 
djch v~1 cho ca nhan hay t6 chttc khac. 
Willis va c9ng s~i (1993) da dua ra tieu 
chi ch911 lt;ta nha cung dip, bao g6m: gia 
ca, cha't luqng dich·v1,1 cung ttng, tuan thU 
trong giao nMn, chlit lu<Jng san phim 
(dtch v1,1), cong ngM, kha nang guan ly. 

Lv.a ch9n nha Cung cap 
Llfa chQn m()t nha cung df p dich VI) 

trong m9t s6 Hnh vlfc dich v1:1 la vi~c 
phan t!ch liiu dai. Tuy nhien, khong c6 
mo hlnh nha cung cilp dich vt,t h/a ch9n 

• TS. , Khoa Kinh te va Quan trj kinh doanh, Truong E>~i hQc E>6ng Thap 
Ngay nh(in bili: 151612020; Ngay phlm bi?n: 201712020; Ngay duy~1 dang: 271712020 
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ph6 bie'n, ma ch) Ut m¢t CCI SCJ cho ta't ca 
Cele nghien CUU moi trong JTnh VlfC nay Va 
cho phep so sanh ke't qua tU' cac nghien 
cdu khac nhau. K€ tu khi cac nuoc phat 
tri€n bi chi phO'i bdi nganh dich vi;i, th1 
hftu he"t ngtrC5i tieu clung chtc;Jc cung 11ng 
du lol;li dich v1,1. Qua trlnh llfa ch9n nha 
cung dp djch v9 kh6i tl;lO tu m6i quan 
M giii'a khach hang va nba cung dp 
dich Yl:I, day Ia buoc quan tr<;>ng nhat 
trong vi~c co duqc rn9t khach hang mdi 
cho m9t nha cung cap dich v9 (James F. 
Devlin, 2002). 

Tie'p thi dich V\l la-khai ni~m VO hlnh, 
kMch hang c6 th€ duc;Jc dlf kie'n se phai 
do'i rn~t voi kh6 khan trong vi~c danh 
gia cac dich V9 cung ca'p. Do tfnh phi 
v?t cha't nay, nen trong qua tr'inh san 
xua't djch v1,1, hfiu nhtt khong sll' d9ng cac 
nguyen, nhien v?t li~u cCI ban, khong th~ 
ki€m tra, trttng bay hay bao g6i djch v~1. 
Khach hang thliClng cam tha'y rui ro hon 
khi mua dich Vt;1 SO Voi hang h6a th6ng 
thltClng va di~u nay can trCJ trao d6i dtch 
Vl.J . Cac nha cung ca'p djch v1,1 vtf</t qua 
cac h<;tn che' nay d~ tStO ra lc;Ji the' c~nh 
tranh thong qua cac dra hang ban le, 
hlnh anh tlic;Jng trling va sii' d1:1ng cac bi~u 
tuc;Jng a€ tbay the' hang h6a. Kham pha 
nhung thOng tin d6 se giup cac nhi!t cung 
ca'p djch Vl.J xac djnh cac chie'n ht(/c tie'p 
thi thich hc;Jp d n thie't d~ thu hut khach 
hang moi. Vl v~y, d~ lt!a ch9n nha cung 
c§'p djch V\J nao, ngU'{Ji tieu dung phai 
nMn bie't nhung thach thuc, ma hQ phai 
d6i rn~t, khi hQ co' gang du'a ra quye't d!nh 
Va dfoh gia cac nhan t6 Cua dich Vl,1 , ma 
bQ mu6n sU' d1,1ng (Debra Ann Grace va 
Aron O'Cass, 2004). 

Hanh vi mua cua ngu(Ji tieu dung 
Theo Philip Kotler (2008), hanh vi 

tieu dung duc;Jc hi~u la nhii'ng phan ling, 
ma cac ca nhan bi~u 19 trong qua trlnh 
ra quye't djnh mua hang hoa, dich Vl.J. 
Bie't du<;jc hanh vi cl'1a ngt(C1i ti~u dung se 
giup cho doanh nghi~p dua ra nhCi'ng san 
ph~m, nhung chie'n ltrc;Jc tie'p thi va k inh 
doanh san ph~m pbU hc;Jp. 

Arun Kumar Tarofder va Ahasanul 
Haque (2007) a€ xufft4 nhan to' d~ hfa ch<;>n 
nha cung ca'p djch v~1 v i~n thong la: Chi phi; 
Kha nang v~ Cong ngh~; Danh gia chfft 
lu<;fng; H6 sd t6 chU'c cua nha cung cff p. 

Dt!a tren cac nghien ctill trudc day, tac 
gia ct€ xuilt mo hlnh nghien cau nhlf Hinh. 

Phu'<fng phap nghien cU'u 
D€ c6 du li~u phan tfch tac gia phat 

di 500 bang cau hoi, d6i tU'<;1ng la nhung 
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Ngu6n: Ta<: gia d~ xuilt. 

BANG 1: KET QUA K&M D!NH CRONBACH'S ALPHA 

cAc THANG DO 
" J: S6 H~ s6 tu'dng 

Thang do-_ bit n Cronbach's quan giiia 
quan Alpha bit n tclng 
sat nhO nha't 

1 Cha't htcJng djch v1,1 (CLDV) 6 0.863 0.578 

2 Gia cuoc - chi phi (GC) 4 0.816 0.542 

3 Cong ngb~ (Cl\l) 7 0.901 0.614 

4 Dich v1,1 gia tri gia tang 3 0.660 0.396 
(GTGT) 

5 
Djch VIJ cham s6c kMch hang 

3 0.722 0.493 
(CSKH) 

6 Khuyen m<,1i (KM) 5 0.842 0.591 

7 Uy tin - thuC1ag hi~u (UTIH) 3 0.737 0.520 

8 S t! ltja ch9n nha cung ca'p 
4 0.838 0.664 (SLC) 

Ngu6n: Tinh toiln cua tfl<: gi<:i 

khach hang dang SU' d1,Jng dich Vt;1 CUa CaC nha m~ng 
t<:ii 3 tinh, thanh ph6 la D6ng Thap, TP. C§n Tho va 
B~c Lieu. Ke't qua thu v6 437 bang. Trong s6 cac bang 
cau Mi thu v~ co 44 bang kh6ng dStt yeu cfiu v~ cha't 
llic;Jng tra Ioi, nen bi lol;li. Vl v~y, mAu thlfc te' con l~i 
393 bang cau Mi huu d1,1ng duc;Jc sii' d\lng cho phan tlch 
du li~u ciia nghien cuu. Khao sat duc;Jc thlfc hi~n trong 
nam 2019. Du Ii~u dlic;Jc dtta vao ph~n m~m SPSS 20.0 
d€ xii' ly (Bai vie't sil d1,mg each vie't s6 thqp pMn theo 
chutln quoc tt). 
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BANG 2: KET QaA EFA THANG DO cAc THANH PHAN 

Bie'n NMnt6 
Quan sat ., 1 2 3 4 5 6 7 

CNl .737 
CN2 .722 
CN3 .770 
CN4 .794 
CN5 .745 
CN6 .709 
CN7 .538 
CLDVJ .608 
CLDV2 .587 
CLDV3 .638 
CLDV4 .795 
CLDV5 .753 
CLDV6 .759 
KM! . 697 
KM2 .815 
KM3 .710 
Kl\14 .681 
KM5 .621 
GCJ .807 
GC2 .726 
GC3 .831 
GC4 .639 
CSKH l .804 
CSKH2 .783 
CSKH3 .664 
UTTHJ .762 
UTTH2 .825 
UTTH3 .738 
GTGT l .667 
GTGT2 .696 
GTGT3 .748 
Eif!envalue 9.467 2.692 2. 165 1.648 1.467 1.312 1.186 
PhuC!nf! sai trich f%1 64.310 58.260 51.606 44.877 36. /l 4 25.812 14.409 
Cronbach 's Alvha 0.901 0.863 0.842 0.816 0.722 0.737 0.660 

BANG 3: H~ so Tc.tdNG QOAN a ttiA cAc THANH PHAN 

NOIDUNG CLDV GC CN,·· G'l'GT CSKH KM UTT-H SLC 
CLDV 1 .308'" .596'" .423'' .232" .493 .. .299'* .573" 
GC .308 .. l .335 .. .1 95 .. .428 .. .43 1 •• .155 .. .273'" 
CN .596'" .335'' I .430 .. .274*' .520" .248'' .677'" 
GTGT .423'" .195 .. .430"' l .058 .394" .319" .421'' 
CSKH .232*' .428"' .274'" .058 1 .257" .081 .224" 
KM .493 .. .431 '' .520 .. .394" .257 .. 1 . 343 .. .459" 
UTTH .299 .. . 155•· .248 .. .319'" .081 .343" 1 .552" 
SLC .573'* .273'" .61r .421 '' .224"' .459° .552" l 

(**) T11<1ng quan Pearson coy nghia thO'ng ke o muc P < 0.01; n=393 
Ngu6n: Tinh toan clia tac gia 

KET QUA NGHIEN cuu 

Ke't qua ki~m djnh h~ s6 tin c~y Crobach's Alpha 
cac thang do 

Bang 1 cho tha'y, h~ s6 Cronbach 's Alpha ci'ia tit 
ca cac thang do d€u lon Mn 0.6, cac h~ s6 tttclng quan 
bie'n - t6ng d~u Wn hdn 0.3. Do do, ta't ca cac lhang do 
d€u dtt<Jc sU' di,mg trong bl.fdc pban tlch nhan t6 kham 
pha (EFA). 

Phan ti ch EF A 
Ke't qua phan tich EFA trong Bang 2 cho tha'y, 31 

bie'°n quan sat trong 7 thanh phffn anh hll&ng de'°n Slf [~(a 
ch<;>n nha cung cilp d!ch v1;1 m~ng di~n tho~i cua ngl.f(Ji 
tieu dung. H~ s6 KMO = 0.892, nen EFA phU hc;1p vdi 

82 

dii' li~u. th6ng ke Chi-square cua ki€m 
djnh Bartlett d;;it gia tri 5.942E3, vdi mrrc 
y nghia 0.000. Di~u nay cho tha'y, cac 
bie'n quan sat co tttdng quan v(fi nhau, 
xet tre n ph~m vi t5ng tbl Phlidng sai 
trfch 64.3 l % th€ hi~n rhng, 7 nhan t6 rut 
ra giai thich 64.31 % bie'n thien cua du 
li~u . ti;ii M s6 Eigenvalue bang 1.186 > 
1. c.:tc nhan t6 trich ra d~u di;it do tin c~y 
va do gia trj. Do v~y, cac thang do rut ra 
Ia cha'p nh?n du'<;1c. 

Phan tich tttoog quan 
B ~i ng 3 cho thify, bie'n ph1,1 thuQC c6 

m6i lien quan tuye'n tinh kha ch~t che 
a muc y ngh1a Ct. < 0.05 voi 7 bie'n doc 
l~p, vl tilt ca cac h~ 6 tl.fdng quan tuy~t 
d6i giua cac bie'n dao dong tl! 0.058 c1e'n 
0.677, tac la thoa man di~u ki~n -1 :::; 
r s + 1. Do d6, ta't ca cac bie'n d~u d~t 
yeu cfiu trnng phan tlch hoi quy tuye'n 
tlnh b()i. Bi~u nay chU'ng minh rang, gia 
ttj pha n bi~t da d l,lt dlf(Jc, hay n6i each 
khac, cac thang do trong nghien cuu nay 
dfi do lu(ing du'CJC cac khcii ni~m nghien 
cU'u khac nhau. Ma tr~ n tu<Jng quan cung 
cho tha'y, bie'n CC>ng ngh~ co tac d()ng 
m;;inh nhift len bie'n ph1;1 thuoc St! llfa 
ch<;>n. Ngu'c;1c l~i . bie'n Dich v 1,1 cMm soc 
kMch hang co tac ct(fog ft tiha't Jen bie'n 
ph~1 thu()c Slf h,ta chQn. 

Phan tich h6i quy 
Ke't qua b6i quy tuye'n tinh b9i (Bang 

4) cho tha'y, M s6 xac d!nh R2 la 0.635 va 
R2 di€u chtnh la 0.628, nghla la mo hlnh 
aa giai thich duqc 62.8% slf bie'n thien 
cua bie n phl;l thUQC S\l' llfa chQD nh~ Cung 
cff p d!ch V\l CUa ngl.f(li tieu dung dQ'j v{jj 

cac bie'n trong mo hlnh; con l~ i 37.2% la 
do cac bie'n ngoai mo h'inh tac d<)ng . 

Bang 5 cho thtly, tri s6 thong ke F d~t 
gia ttj 95.625 du<;ic tinh tU' gia tii R2 = o.635 
cua m6 hlnh dAy du, t~i muc y nghia Sig. 
= 0.000; ki€m tra hi~n tlf<;Jng urong quan 
b~ng h~ s6 Durbin - Watson (l< 1.7 19 < 
3). Nhu v?y. m6 hlnh hoi quy tuye'n tinh 
b()i phu hc;1p vC1i du li~u nghien cU'u . 

Ke't qua Bang 6 cho tha'y, chi c6 3 
nhan to la: Cong ngh~ (CN); Uy tin -
thttong hi~u (UTTH); Cha't lttqng d!ch v9 
(CLDV) trong mo hlnh c6 ti.tong quan vdi 
nhau Cl muc y nghTa Sig. :::: 0.05 va tl.fong 
quan thu~n chieu vai Slf Iva chQn nha 
cung ca'p dich Vl,J cl'1a ngl1C1i rieu dung. 
Con 4 nhan t6: Gia cttdc - chi phl (GC); 
Dich v1,1 gia tri gia tang (GTGT); Cham 
soc khach hang (CSKH); Khuye'n m~i 
(KM) deu c6 Sig. > 0.05, nen khC>ng c6 y 
nghTa th6ng ke . 
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Do do, ph1Mng tdnh h6i quy do'i vdi 
cac bie'n co M s6 chufi'n Ma co d~ng: 

SI! l11a chc;m = 0.169*CLDV + 
0.470*CN + 0.378*U7TH 

KET LU~N VA KIEN NCH! 

BANG 4: MO HINH HOI QUY DA BIEN DA y DU 

Ke't qua nghien ecru cho tha'y, c6 
3 nhan t6, g6m: Cong ngM; Uy tin -
thll'Clng hi~u; Chit hic;Jng dich vi;i tac 
dong de'n sv Iva chQn nha cung d{p djch 
Vt;I m:,mg di~n tho?i di d()ng cua khach 
hang t?i khu VlfC D6ng b~ng song Cltu 
Long. Trong do, nhan t6 Cong ngh~ c6 
anh hu<°Jng !On nha't. Tren Cd sO' ke't qua 
nghien cU'u, tac gia d~ xua't mot so' nh6m 
giai phap sau: 

H6i quy 207.2271 7 29.604195.6251.000" 

l ISO' dtf 119.1891385 .310 

TJng 326.4161392 

BANG 6: KET QUA PHAN TICH HO! Q{JY BQI 
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(H~ng sO') -.592 
Nhom giai phdp gia tiing cong ngh?. CLDV .213 .052 .169 4.128 .000 .568 1.759 

GC -.009 .042 -.008 -.219 .827 .699 1.430 
CN .524 .047 .470 11.270 .ooo .545 1.836 
GTGT .038 .043 .033 .894 .372 .717 1.395' 
CSKH .032 .036 .031 .880 .379 .786 1.272 

KM -.020 .053 -.015 -.372 .710 .580 1.725 
UTTH ..403 .036 .378 11.210 .000 .833 1.200 

Cac doanh nghi~p nen ap d\mg cac cong 
ngh~ mdi, nhung giai phap mdi giup t6i 
UU h6a CaC h~ thong ID?ng di dong Va CO 
dinh trong vi~c cung ca'p cac dj.ch v1,1 nqi 
dung s6 va video m()t each nhanh ch6ng, 
hi~u gua. H~ th6ng tn?ng mc3i cho di 
dong duc;Jc thie't ke' pMi dap ling nhung 
kY v9ng va th6i quen sU' d1,mg dang thay 
d6i VO cung nhanh ch6ng cua ngu(Ji stl' 
d1;mg, o6ng th0i giam thi€u chi phi dfiu 
tll' va nang cao hi~u qua kinh doanh. Cac 
nha khai thac di d()ng nen tri€n khai cong 
ngh~ 4G va tie'n toi la 5G d~ dap ll'ng nhu 
du cua ngu(Ji tieu dung ngay ding tang. 

Nguen: Tinh toan cua tac gia 

Nhom gitl.i phap gia tang uy tin -
thttrJng hifu. Tang cu<Jng h~ thO'ng nh~n 
di~n thudng hi~u mang ae'n cho khach 
hang nhung gia tri d.m nMn d. v~ ly 
tlnh l~n cam tinh, gay ra cho khach hang 

tam ly mong muon dltQC SO' hil'u San phllm, dltc;JC trai 
nghi~m dich Vt;I mang thltdng hi~U CUa doanh nghi~p d6. 
Di~u nay g6p phftn gia tang gia tfi, lc;Ji the' c~nh tranh cua 
doanh nghi~p. 

Nhom gW.i phdp gia tiing chift lli(fng dtch v{I. Vi~c 
chuffn h6a dfu true tkh hc;Jp dich Vt;I Va cac giao thU'c 
trao d6i s6 li~u tren m~ng, dam bao yeu du d?c trung 
hru lu<;ing s6 li~u duc;Jc trao d6i va chuy~n tie'p cua 
tling ti'ng di;ing Cl.J th~, se Ia dieu ki~n tien quye't cho sv 
tudng thfch cua cac thie't bi va cac giai phap ky thu~t 
du<;ic cung ca'p ngay cang phong phU tren th! tn.t<Jng.D 
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