Cac nhan t anh hubng dén

su lia chon nha cung cap dich vy

mang dién thoai di dong ctia khach hang
& khu vuc Pong bang song Ciiu Long

Tém tit

NGUYEN GIAC TRI*

Bai viét sit dung phiong phdp phén tich dinh liugng nham ddnh gid cdc nhan t6 dnh hudng dén
su lwa chon nha cung cdp dich vu mang dién thoai di déng ciia khdch hang tai khu vic Pong
bing séng Citu Long. Két qud nghién citu cho thdy, cé 3 nhén 16, gobm: Chdt lugng dich vu;
Céng nghé; Uy tin - thiong hiéu dnh hudng thudn chiéu dén su lua chon nha cung cdp dich vu
mang dién thogi di djng ciia khdch hang tai khu vicc Pong bing soéng Citu Long.

T khéa: thuong hiéu, nha cung cép, gid tri nhdn thife, ¥ dinh mua, Pong bdng séng Citu 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

GIOI THIEU

Mang dién thoai di ddng c6é mit tai thi trudng Viét
Nam dau tién vio nim 1993. Thi trudng dich vu dién
thoai di dong 14 thi trudng it 6n dinh nhdt, canh tranh
ngdly mot gia ting va thay ddi lién tuc, nén cdc nha
cung cip cdn quan tim dén su lya chon nha cung cip
clia khach hang. Viét Nam hién dang ¢6 5 nhi cung cip
dich vu dién thoai di déng d6 la: Mobifone, Viettel,
Vinaphone, Vietnamobile va G-Fone va cdc nha cung
cAp dang phdi d6i mit véi sy canh tranh khdoc liét.
Theo Cuc Vién théng, nhiu nim nay, téng thi phan
ctia 3 doanh nghiép 1én nhat 1a: Viettel, Vinaphone,
Mobifone ludn chiém trén 90%, nim 2019 ting cao
nhit1én t6i 96,2%. Céc doanh nghiép con lai chi chi€m
3,8% thi phan (Ha Linh, 2020).

Lua chon nha cung cap dich vu 12 mot vin dé rat
quan trong, nhung day thdch thic trong ti€p thi dich
vu, bdi vi cdc dich vu néi chung 1a v6 hinh, khé phan
biét vé sdn phim va tiéu ding, khé khan trong viée
tiéu chudn hod va do bén. Kham phd nhitng théng tin
d6 sé gitp cdc nha cung cdp dich vu xdc dinh dugce céc
chié&n lugc tiép thi thich hgp, can thiét d€ thu hit khach
hiang mdi.

Khu vyc Bdng biing song Clru Long 1a khu vyc rong
16n, gdm 1 thanh phd truc thuée Trung uong va 12 tinh.

Pdng bing song Ciu Long chiém 13%
dién tich cd nuéc, nhung 14 noi sinh sdng
cua hon 19% dan s6 cd nude. Chinh vi
vy, viéc nghién cttu cdc nhan t8 4anh
hudng dén suf la chon nha cung cp dich
vu mang dién thoai di dong cua khéch
hang & khu vuc Pong bing song Ciu
Long la rdt can thiét,

CO SO LY THUYET VA PHUONG
PHAP NGHIEN CUU

Cd s6 1y thuyét

Nha cung cdp. Nha cung cip 14 cd
nhan hay t& chifc cung ng sin pham hay
dich vu cho ¢4 nhan hay t8 chitc khéc.
Willis va cong su (1993) da dua ra tiéu
chi chon Iya nha cung cap, bao gdbm: gid
cd, chit lugng dich vu cung @ng, tuin thi
trong giao nhén, chit lugng sin phim
(dich vu), cbng nghé, khi ning quin ly.

Luta chon nha cung cdp

Lua chon m6t nha cung cAp dich vy
trong mdt s6 linh vyc dich vu 1a viéc
phan tich ldu dai. Tuy nhién, khong c6
md hinh nha cung cép dich vu lua chon

*TS., Khoa Kinh t&€ va Quan tri kinh doanh, Truéng BPai hoc Bong Thap
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phd bi€n, ma chi 12 mét co sé cho tit cé
cdc nghién citu mdéi trong linh vuc nay va
cho phép so sdnh két qua tir cdc nghién
cffu khdc nhau, K& tir khi cdc nude phét
trién bi chi phéi bdi nganh dich vu, thi
hiu hét ngudi tiéu dung duge cung Gng
dd loai dich vuy. Qud trinh lya chon nha
cung cip dich vu khéi tao tit méi quan
hé giita khdch hang va nha cung cip
dich vu, ddy 1a budc quan trong nhét
trong viéc c6 dudc mdt khach hang mdi
cho mot nha cung cap dich vu (James F.
Devlin, 2002).

Tiép thi dich vy 1a-kh4i niém vo hinh,
khdch hing c6 thé duge dy ki€n sé phii
d6i mat v6i khé khin trong viéce ddnh
gid cdc dich vu cung cip. Do tinh phi
vt chit nay, nén trong qud trinh sén
xuit dich vu, hiu nhu khong sif dung cic
nguyén, nhién vit liéu cd bin, khong thé
kiém tra, trung bay hay bao géi dich vu.
Khich hing thudng cdm thdy rii ro hon
khi mua dich vu so vdi hing hoa thong
thudng va diéu nay cin trd trao ddi dich
vu. Cdc nha cung cdp dich vu vudt qua
cdc han ch€ nay d€ tao ra lgi th€ canh
tranh thong qua cdc cla hang bédn 1€,
hinh 4nh tugng trung va sit dung cdc biéu
tugng dé thay thé hang héa. Kham phd
nhitng théng tin d6 sé giip cdc nha cung
cip dich vu xdc dinh cdc chi€n lugc tiép
thi thich hap can thiét dé thu hit khéch
hang mdi. Vi vay, d€ lva chon nha cung
cap dich vu nao, ngudi tiéu ding phdi
nhdn biét nhiing thach thic, ma ho phdi
d61 mit, khi ho ¢6 ging dwa ra quy€t dinh
va ddnh gi4 cdc nhén t8 cta dich vu. ma
ho mudn st dung (Debra Ann Grace va
Aron O’Cass, 2004).

Hanh vi mua cua nguoi tiéu dung

Theo Philip Kotler (2008), hanh vi
tiéu ding duge hi€u 1a nhitng phan ng,
ma cdc cd nhin biéu 16 trong qu4 trinh
ra quyét dinh mua hing héa, dich vy.
Biét dugc hanh vi clia ngudi tiéu diing sé
giiip cho doanh nghiép dua ra nhitng sin
pham, nhitng chién lugc ti€p thi va kinh
doanh sdn phim pht hgp.

Arun Kumar Tarofder va Ahasanul
Haque (2007) @& xuat 4 nhan t6 dé lya chon
nha cung cip dich vu vién thong la: Chi phi;
Khi nang vé Céng nghé; Pénh gid chit
hong; Ho sd t6 chife ctia nha cung cip.

Dua trén cdc nghién ctiu trude day, tac
gid dé xuit mo hinh nghién ctiu nhy Hinh.

Phuong phap nghién ciu

D& c6 di liéu phan tich tdc gid phat
di 500 bang ciu hoi, ddi twdng 12 nhiing
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Nguén: Tac gia dé xuat

BANG 1: KET QUA KIEM PINH CRONBACH’S ALPHA

CAC THANG PO

|He¢ s tuong
| |Chél lugng dich vu (CLDV) | 6 0.863 0.578
2 |Gia cudc - chi phi (GC) 4 0.816 0.542
3 |Cong nghé (CN) 0.901 0.614
Dich vu gid tri gia ting
4 (GTGT) 3 0.660 0.396
- |Dich vu cham s6c khich hang |
5 (CSKH) 3 0.722 0.493
6 |Khuyén mai (KM) 5 0.842 0.591
7 |Uy tin - thudng hiéu (UTTH)| 3 0.737 0.520
Su lira chon nha cung cép 3
8 (SLC) 4 0.838 0.664
MNguén: Tinh toan cua tac gia

khédch hang dang st dung dich vu cta cdc nhi mang
tai 3 tinh, thanh phd 12 Png Thap, TP. Cin Tho va
Bac Liéu. K&t qud thu vé 437 bang. Trong s6 céc bing
cu héi thu vé cé 44 bing khong dat yéu cau vé chat
Iwgng tra 13i, nén bi loai. Vi vy, miu thuc t& con lai
393 bing cdu hdi hitu dung dugce st dung cho phén tich
dit liéu cha nghién ciru. Khio sdt duge thuc hién trong
nam 2019. Dt liéu dude dwa vio phin mém SPSS 20.0
dé xtt 1y (Bai viét sit dung cdch viét s6 thdp phan theo
chudn quéc té).
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BANG 2: KET QUA EFA THANG DD (:AC TI'[ANH PHAN

Bién
_ quansat [ 1

CN1

737 '

CN2

J22

CN3

770

CN4

794

CN35

745

CN6

709

CN7

538

CLDV]

.608

CLDV2

587

CLDV3

638

CLDV4

795

CLDV5

753

CLDV6

759

KMI

697

KM2

B15

KM3

710

KM4

.681

KM3

621

GC1

.807

GC2

126

GC3

831

GC4

639

CSKHI

.804

CSKH2

783

CSKH3

.664

UTTHI

762

UTTH2

825

UTTH3

.738

GTGT]1

.667

GTGT2

696

GTGT3

148

Eigenvalue

9467 2.692| 2.165| 1.648| [.467| 1.312| [.186

Phuong sai trich (%) 164.310] 58.260] 51.606| 44.877

36.114]25.812| 14.409

Cronbach's Alpha

0.901] 08631 0.842| 0.816] 0.722] 0.737| 0.660

BANG 3: E 50 T(I(SNG QUAN GITA CAC THANH PH?\N

V| G GTGT [CSKH | |
1| 308" .596™| .423™ 232" .493 .299“' 575™

.308™ 1] 3357 .195™| .428™| 431%™ .155™7) 273"

.596™| 335" 1] 4307 .274"| .520™| .248"| .677"

423" .195%] 430" 1 058 394 3197 421"

23277 428" 2747 0S8 1/ .257"| .081] .224"™

4937|431 5207 3947 2577 1| .343"| 459"

299" 155™ . 319 .081] 343" 1| 533%

5737 273" 4217 2247 459™) .552™ ]

(**) Tuomg quan Pearson cé ¥ nghia théng ké & mitc P < 0.01; n=393

Nguen: Tinh toén cia tac gia
KET QUA NGHIEN cUu

K&t qua ki€m dinh hé sd tin cay Crobach’s Alpha
cdc thang do

Bang | cho thay, hé sd Cronbach’s Alpha cta tat
cd cdc thang do déu lén hon 0.6, cdc hé 88 tuong quan
bi€n - tdng déu 16n hon 0.3. Do d6, (it cd cdc thang do
déu dugc sl dung trong bude phin tich nhin t& khdm
pha (EFA).

Phén tich EFA

K&t qud phén tich EFA trong Bing 2 cho thdy, 31
bi€n quan sat trong 7 thanh phan dnh hudng dén sy lya
chon nha cung cip dich vu mang dién thoai ctia ngudi
tiéu dung. Hé s6 KMO = 0.892, nén EFA phu hgp vdi
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dit liéu, thong ké Chi-square cla ki€ém
dinh Bartlett dat g1 1 5.942E3, v4i mifc
¥ nghia 0.000. Diéu nay cho thiy, cic
bi€n quan st c¢6 wong quan vdi nhau,
xét trén pham vi t6ng thé. Phudng sai
trich 64.31% thé hién rang_ 7 nhén t6 nit
ra gidi thich 64.31% bi€n thién cta dit
liéu, tai hé s6 Eigenvalue bing 1.186 >
1. Cdc nhin t6 trich ra déu dat do tin cdy
va d6 gid tri. Do vily, cdc thang do rit ra
14 chdp nhin dudc.

Phén tich tuong quan

Bing 3 cho thdy, bién phu thudc cé
méi lién quan tuy€n tinh khd chit ché
& mifc ¥ nghia a < 0.05 v&i 7 bién déc
lap. vi tit c4 cdc hé s6 tudng quan tuyét
doi giita cdc bi€n dao dong tir 0.058 dén
0.677, tic 13 thod man diéu kién -1 <
r < +1, Do d6, tat cd cdc bién déu dat
yéu cdu trong phin tich hdi quy tuyén
tinh boi. Diéu nay chiing minh ring, gii
tri phin biét di dat dudgc, hay noi cdch
khéc, cdc thang do trong nghi€n citu nay
da do lusng duge cdc khai niém nghién
ctiu khdc nhau. Ma trén tuong quan cling
cho thily, bién Coéng nghé ¢6 tic dong
manh nhit 1én bién phu thudc Su lua
chon. Ngugc lai, bi€n Dich vu chim séc
khéch hang c6 téc dong it nhat 1én bién
phu thude Sy lya chon.

Phén tich hdi quy

K&t qua héi quy tuy&n tinh boi (Bang
4) cho thiy, hé s6 xdc dinh R?1a 0.635 va
R2 diéu chinh 1a 0.628, nghia la md hinh
dd gi4i thich dude 62.8% su bién thién
clia bién phu thudc sy la chon nha cung
cdp dich vu cia ngudi tiéu dung d6i véi
c4c bién trong md hinh; con lai 37.2% la
do cdc bién ngoai mo hinh tdc dong.

Béng 5 cho thdy, tri $6 thong ké F dat
gi4 tr1 95.625 duge tinh tir gia tri R2=0.635
ctia m6 hinh diy dd, tai mic ¥ nghia Sig.
= 0.000; kiém tra hién tiong wdng quan
biing hé s6 Durbin - Watson (1< 1.719 <
3). Nhu viy, md hinh héi quy tuyén tinh
boi phlt hgp véi dit li€u nghién ciu.

K&t qui Bang 6 cho thdy, chi ¢6 3
nhdn t& 1a: Cong nghé (CN); Uy tin -
thuong hiéu (UTTH); Chit lugng dich vu
(CLDV) trong md hinh ¢6 tuong quan vdi
nhau ¢ mic ¥ nghia Sig. <0.05 va tudng
quan thuin chiéu vdi su lya chon nha
cung cip dich vu clla ngudi tiéu ding.
Con 4 nhén t6: Gid cudc - chi phi (GC);
Dich vy gid tri gia ting (GTGT); Cham
séc khdch hang (CSKH); Khuyén mai
(KM) déu c6 Sig. > 0.05, nén khong c6 ¥
nghia thong ké.
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Do d6, phuong trinh hdi quy ddi véi BANG 4: MO HINH HOI QUY PA BIEN PAY Bd

cdc bi€n c6 hé s6 chuin hoa c6 dang:

w6 higng

Sy lwa chon = 0.169*CLDV + [—— | _
0.470*%CN + 0.378*UTTH 1 797°| 635 628 55640

KET LUAN VA KIEN NGHI

: KET QUA PHAN TiCH PHUCONG SAI

K& qud nghién ciu cho thdy, c6 5 207221 7 29.604(95.625).000¢
3 nhdn t6, gom: Coéng nghé; Uy tin - 7
thuong hiéu; Chat luong dich vu tic |![P09 119:183/355 310
déng d&n s lra chon nha cung cip dich Téng 326.416|392

vu mang dién thoai di dong cta khach
hang tai khu vuc Pdng bing song Citu

Long. Trong d6, nhén t& Cong nghé c¢6
inh hudng 16n nhit. Trén co s6 két qud
nghién ctfu, tdc gid dé xudt motsé nhdm || D
gidi phdp sau: : 58 |- ] -3.061(.002

Nhom gidgi phdp gia tdng cong nghé. CLDV | .213 052 169| 4.128].000 .568|1.759
Cédc doanh nghiép nén dp dung céc cong GC -.009 042 -008| -.219|.827 .699/1.430
nghé mdi, nhl'fnglgifii phdp mdi gitp tfﬁ, ; |CN 524 047 470|11.270{ .000 .545[1.836
uu héa cdc hé thong mang di ddng va co  |GTGT | .038 043 033 .894|.372 717[1.395
dinh trong viéc cung Ca’p céc dich vy ndi CSKH .032 036 031 .B80|.379 .78611.272
dung s va video mdt cach nhanh chéng, KM -.020 053 -015| -372].710 .580[1.725
dong dugc thiét k& phé.l dap Ung nhiing Mguén: Tinh toan cua tac gid

ky vong va théi quen sif dung dang thay _

d6i vo ciing nhanh chéng clia ngu&i s&  tim Iy mong mudn dudc sG hitu sdn phim, dugc trai
dung, ddng thoi gidm thi€u chi phi ddu  nghiém dich vy mang thuong hiéu ctia doanh nghiép do.
tf va nang cao hiéu qua kinh doanh. Cdc  Piéu nay gop phén gia ting gi4 tri, 1gi th€ canh tranh clia
nha khai thdc di d6ng nén trién khai cong  doanh nghiép.

nghé 4G va tién t6i la 5G dé€ ddp ting nhu Nhém gidi phdp gia ting chdt lugng dich vu. Viéc
ciu clia ngudi tiéu diing ngdy cang ting.  chudn héa cu tric tich hgp dich vu va cédc giao thic
Nhém gidgi phdp gia tidng uy tin - trao doi O li€u trén mang, ddm bdo yéu cau dic trung

thuong higu. Tang cutng hé théng nhan  lwu luong s& liéu duge trao dSi va chuyén ti€p clia
dién thuong hiéu mang dén cho khich timg tng dung cu thé, s& 1 diéu kién tién quyét cho sy
hang nhiing gid tri cdm nhdn cd vé 1y  tudng thich clia cdc thiét bi va cdc gidi phdp k¥ thuét
tinh 1n cdm tinh, gay ra cho khdch hang  dugc cung cdp ngay cang phong phi trén thi trudng. O
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