H& tro 6n tap [DE CUONG CHU'ONG TRINH DAI HOC]

Tap chi Kinh té - Ky thuat

PHAN TfEH cAC YEU TO TAC DONG DEN SU HAI LONG CUA KHACH
HANG D01 VOI DICH VU INTERNET BANG THONG RONG (FTTH) TAI
TP.HCM

Tén Thit Vién-
TOM TAT

Véi muc tiéu nghién cieu, tim hiéu vé sy hai long ciia khdch hang, nghién ciru da tién hanh
khao sdt va danh gi sw hai long cia khéach hang doi véi chat heong dich vu Internet bing thong
réng (FTTH) trén dia ban TP. HCM. Trén co sé Iy thuyét vé chat lwong dich vu va si hdi long
ciia khdch hang, mé hinh 1y thuyét ciia nghién ciru dya trén thang do Servqual ciia Parasuraman,
Berry va Zeithaml (1988) va thang do gid ca ciia Mayhew va Winer (1992) véi cdc thanh phan la
phirong tién hitu hinh, d6 tin cdy, dé phan hoi, dé bdo dam va su cam thong, ciing véi thanh phan
gid cd. Thang do cdc nhan t6 ciia sw hai long da dwoc xdy dung véi thang do Likert 5 mike d. Dir
lieu thu thap dwoc phan tich voi phc”in mém SPSS 22.0. Pé tin cdy cua thang do da duoc kiém
dinh boi hé s6 Cronbach’s alpha va phdn tich nhan t6 EFA. Tir nhitng két qua phan tich duworc,
nghién ciru da ¢6 nhitng kién nghi nham cdi thién va ndng cao chat heong dich vu FTTH ciia cdc

nha cung cdp gép phan lam ting sw hai long ciia khdch hang.

Tir khéa: dich vu Internet, FTTH, phan mém SPSS 22.0, Servqual cia Parasuraman,
Berry va Zeithaml (1988) va Mayhew va Winer (1992).

ANALYZING FACTORS EFFECTING SATISFACTION OF CUSTOMERS

ABOUT BROADBAND INTERNET IN HO CHI MINH CITY
ABSTRACT

With purpose about researching customer satisfaction, study proceeded to examine and
analyze customer satisfaction to Broadband internet (FTTH) in Ho Chi Minh city. Based on theory of
service quality and customer satisfaction, theoretical model of study based on Servqual scale of
Parasuraman, Berry, and Zeithemal (1988) and Price scale of Mayhew and Winer (1992) that
constituents are tangible equipment, reliable, responses, assurance, sympathy, and price elements.
Scale of factors about customer satisfaction are built on Likert with 5 levels. Data collected is
analyzed with SPSS 22.0 software. Scale reliable is verified by Cronbach’s alpha coefficient and EFA
factor analyzing. From analyzed results, study provides critical feedback in order to improve and
enhance broadband internet provider s service quality that strengthen customer satisfaction.

Keyword: internet service, FTTH, SPSS 22.0, software, Parasuraman’s Servqual,
Berry and Zeithaml (1988), Mayhew and Winer (1992).

* TS. GV. Truong Dai hoc Kinh té-Ky thudt Binh Duwong.
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1. GIOI THIEU

1.1. Tinh cdp thiét ciia nghién civu

Trén thi trudng vién thong Viét Nam hién
nay, ¢ rat nhiéu nha cung cép dich vu FTTH
nhu: VNPT, FPT, Viettel..., dich vu nay la
mang vién thong bing thong rong bang cap
quang dwoc nbi dén tan nha khach hang dé
cung cép cac dich vu téc d6 cao nhu dién
thoai, Internet téc dd cao, IPTV, hoi nghi
truyén hinh, video tryc tuyén, giam sat tir xa
qua camera.... Trong xu hudng hién nay, cong
nghé vién thong phat trién cang nhanh thi
nhu cau caa khach hang doi hoi cac tiéu chi
chat lwong dich vu ngay cang cao. Mudn dat
dugc muc tiéu thu hit khach hang s dung
dich vy, gitt chan dugc khach hang cii va
canh tranh duoc cac ddi thu cing nganh thi
nha cung cdp dich vu phai khéng nging
nang cap co sé ha ting, ndng cao chat luong
dich vu k¥ thuat. Tu khi dich vu FTTH duoc
dua vao khai thac dén nay, viéc danh gia cac
yéu t6 anh huong dén su hai 1ong cta khach
hang ddi vai dich vu nay chua dugc thuc
hién mot cach nghiém tuc va khoa hoc.

Viéc danh gia sy hai long cua khach hang
dbi voi dich vu FTTH cua cac nha cung cip

dich vu tr¢ thanh mét nghién ctru khong thé

Phurong tién hiru hinh
(TAN)

Su phan héi

Sur cam thong
(EMP)

Sy bao dam
(ASS)

Su tin cay
(REL)

Gia ca
(PRI)

Sur hai long
(SAT)

thiéu. Qua két qua nghién ctru, cac nha cung
cép dich vu s& hiéu o hon xu huodng, thai do,
hanh vi cua ngudi ti€u dung hién nay trong
viéc lya chon nha cung cép dich vu Internet.
Xuit phat tir Iy do do, tic gia mo phong cach
thirc ing dung ly thuyét hanh vi dé tra 16i cau
hoi nghién ctru: (i) Chéat lwong dich vu duogc
khach hang danh gia nhu thé nao? (ii) Piéu gi
khién khach hang hai long/khong hai long voi
chit lwong dich vu? Va (iii) Ly do nao khién
khach hang trung thanh/roi bo dich vu? Tac
gia ky vong day s¢€ la tai liéu tham khao hiru
ich, goi m& hudng tiép cdn moi cho nhidu
cong trinh tiép theo. Pong thoi, cac giai phap
duge dé xuat s& co gia tri tham khao trong vi¢c
ra quyét dinh thu hat khach hang sir dung dich
vu tai don vi nghién curu.
1.2. Khung mé hinh nghién ciru

Tac gia s& két hop cac yéu td anh
huong dén su hai long ctia khach hang tir cac
nghién ctu trudc ddy, cu thé tac gia s& su
dung 5 nhan t6 cia md hinh Parasuraman
& ctg (1988) gdm: (1) Phuong tién hitu hinh,
(2) Su phan hdi, (3) Su cam thong, (4) Sy tin
cdy, (5) Su bao dam. BS sung thém yéu tb
(6) Gia cd tr mé hinh nghién ciou cua
Mayhew & Winer (1992).

H7"

Pic diém ci nhan:
- Gigi tinh

- Do tuodi

- Thu nhap )

- Trinh d¢ hoc van

Hinh 1.1: M6 hinh tdc gia nghién ciru dé xudt
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2. KET QUA NGHIEN CUrU
2.1. Mé hinh hoi quy tuyén tinh
Tac gia tién hanh phan tich hdi quy gitra 6
bién doc 1ap: X1: Phwong tién hiru hinh, X2:
Su phan hdi, X3: Su cam thong, X4: Su bao
dam, X5: Sy tin cay, X6: Gia ca va mot bién
phu thudc Y: Hai long dbi véi dich vu FTTH.
Ta c6 phuong trinh hdi quy tuyén tinh nhu
sau:
Y = fo+ pIXI1+ p2X2 + [3X3 + f4X4 +
B5X5 + B6X6 + e
Trong do:
Y: la gia tri cua sy hai long doi véi dich
vu FTTH;
B1 X1: la hé sé va gid tri ciia nhdn t6
Phuwong tién hitu hinh,
B2 X2: 1a hé sé va gid tri ciia nhdn t6 Sw
phan hoi;
p3 X3: la he $6 va gia tri cua nhan 16 Su
cam thong;
P4 X4: la he $6 va gia tri cua nhan 16 Su
bao dam;,
p5 X5: la he $6 va gia tri cua nhan 16 Su
tin cqy;
B6 X6: la hé sé va gid tri ciia nhdn t6
Gia ca.
C6 2 cach str dung nhan t6 & phan tich
héi quy, cach thir nhét 1a st dung nhan sd

cua nhan t6 da duogc chuan hoa va cach thir

hai st dung nhan s6 dugc tinh bang phwong
phdp trung binh cong. Qua qua trinh thuc
hién nghién ctru ndy, tic gid nhan ra rang sir
dung nhan s6 cua nhan t6 chuan hoa mic du
cho két qua hdi quy tot hon nhung khi do tim
hién tuong da cong tuyén thi hé sé VIF luon
bang 1 nén rat kho giai thich. Vi vay tac gia
sir dung nhan sb trung binh cong dé phan
tich hoi quy.

2.1.1. Xem xét ma trdgn twong quan

Tur két qua bang ma tran hé sb tuwong
quan (phu luc 1), tac gia thiy rang hé sb
twong quan giita bién phu thudc “Sy hai 1ong
v6i dich vu FTTH” vé6i bién doc lap “Su
phan h6i” 14 16n nhat 0.586 va nho nhit voi
bién doc lap “Gia ca” 1a 0.445. Nhu vay, tat
ca cdc nhan t6 déu du diéu kién dé dua vao
mo hinh hdi quy. Tuy nhién khi xem xét giita
cac bién doc 1ap v6i nhau ta thiy c6 sy twong
quan rd rang, day 1a ddu hiéu cta hién tuong
da cong tuyén trong mo hinh.

2.1.2. Xay dwng mé hinh hoi quy tuyén
tinh

Phuong phéap thuc hién hdi quy ma tac
gia st dung 1a phuong phap dua vao lan luot
(Enter), day la phuong phap mac dinh trong
chuong trinh. Gia tri ctia cac bién doc lap
duoc tinh trung binh dua trén cac bién quan

sat thanh phan cua cac bién doc lap do.

Bang 2.1. Bang mé hinh héi quy tuyén tinh theo phwong phép dwa vao lan ot (Enter) Model

Summarys
Adjusted R Std. Error of the )
Model R R Square . Durbin-Watson
Square Estimate
1 .859a 737 731 .260 1.803

Phan ho6i, TB Bao dam

a. Predictors: (Constant), TB Gia ca, TB Tin cdy, TB Phuwong tién hitu hinh, TB Cdm thong, TB

b. Dependent Variable: Sy hai long v&i dich vu FTTH
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Danh gia sy phu hop cia mé hinh: thong
qua céc chi sb ciia bang 3.1, ta thdy mé hinh
6 Rz bang 73.7% va Rz hiéu chinh bang
73.1%, nghia 1a mé hinh tuyén tinh v6i 6 bién
ddc lap da xay dung phu hop véi tap dir ligu

Theo y nghia cua hé s6 thong ké ta co:

duogc 73.1% hay mo hinh da giai thich dugc
73.1% su bién thién cua bién phy thudc “Su

hai long véi dich vu FTTH” va 26.9% con lai
1a do cac bién khac ngoai mé hinh ma dé tai
nay khong dé cap dén.

- Néu R2<0,1

-Néu 0,1 <R2<0,25
-Néu 0,25 <R2<0,5
-Néu 0,5 <R2.<0,8
-Néu 0,8 <R:

- Néu R <0,3
-Néu 0,3<R<0,5
-Néu 0,5<R <0,7
-Néu 0,7 <R <0,9
-Néu0,9<R

Tuong quan & muc thip
Tuong quan ¢ muc trung binh
Tuwong quan kha chat ché
Tuong quan chat ché

Tuong quan rét chit chd

Nhu vay ta c6 thé két ludn muc do phu
hop ctia mé hinh twong ddi cao. Tuy nhién
su phit hop ndy chi dang véi dir liéu mau. Dé
kiém dinh xem mo hinh c6 thé suy dién cho

tong thé thuc hay khong ta phai kiém dinh
d6 phu hop cia md hinh. Pé kiém dinh su
phul hop ctia mé hinh héi quy tuyén tinh boi
ta sir dung gia tri F & bang 2.2.

Bang 2.2: Bdng phdn tich ANOVA mé hinh hoi quy tuyén tinh theo phuwong phdp dwa vdo lan luot

(Enter)
ANOVA.
Sum of
Model df Mean Square F Sig.
Squares
Regression 48.044 8.007 118.396 .000a
1
Residual 17.111 253 .068
Total 65.154 259
a. Predictors: (Constant), TB Gia ca, TB Tin cdy, TB Phuwong tién hitu hinh, TB Cdm thong, TB
Phan hoi, TB Bao dam
b. Dependent Variable: Sy hai long v&i dich vu FTTH

Dua vao bang 2.2, ta thay tri théng ké F cua
md hinh ¢ gia tri sig. 1a rat nho so véi mirc ¥
nghia (sig. = 0.000 < 0.05). Vay ta c6 thé két
ludn md hinh phu hgp véi tap dir li€u va hoan

toan ¢ thé suy rong ra cho toan tong thé.

45

Thong qua kiém dinh thng ké voi cac hé
s6 hdi quy ¢ bang 2.3, tac gia s& kiém tra giai
thuyét va xac dinh tdm quan trong cla cac

bién trong md hinh.
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Bang 2.3: Cdc hé s6 hoi quy tuyén tinh theo phirong phdp dwa vao lan lwot (Enter)

Coefficientsa
Unstandardized | Standardized i ¢ lati Collinearity
Model Coefficients | Coefficients 18- orrelations Statistics
B Std. t Zero-
Error | Beta order |Partial | Part | Tolerance | VIF
(Constant) | -.165 | .151 -1.097 | .274
TB Phwong
tién hiru | .168 | .027 222 6.308 | .000 | .503 |.369 .203 .838 |1.194
hinh
1 |TB Phan héi| .205 | .028 272 7.408 | .000 | .586 | .422 .239 773 [1.294
TB Cam
N .246 | .032 272 7.736 | .000 | .544 | .437 .249 .837 |1.195
thong
TB Bao ddm | .116 | .022 .193 5.218 | .000 | .490 | .312 .168 .760 [1.316
TBTincady | .190 | .022 292 8.568 | .000 | .507 | .474 .276 .891 (1.123
TBGidca | .109 | .023 .170 4.696 | .000 | .445 |.283 151 .790 [1.266
a. Dependent Variable: Sy hai long vé&i dich vu FTTH

Dé kiém tra gia thuyét, tir két qua thong
ké cua bang 2.3, ta thay gia tri sig. cua cac
bién doc 1ap déu nhé hon mirc ¥ nghia 0.05,
nghia 1a cac bién doc lap twong quan cao,
anh hudong dén bién phu thudc tuong dbi cao.
Céc hé s6 hdi quy beta chuan hoa déu co gia
tri duong tirc 1a chung tac dong cung chiéu
d6i v6i bién phu thudc. Nhu vAy mo hinh hoi
quy phit hop véi cac gia thuyét ban dau.

K&t luan: Tac gia tién hanh chip nhan
cac gia thuyét tir H1, H2, H3, H4, H5 va
H6.

Trong nghién clru nay tac gia sir dung h¢
s0 hoi quy chuan hoa (Standardized). Vi hé
s6 hdi quy chua chuan hoa (B), gia tri cta no
phu thudc vao thang do cho nén ching ta
khong thé ding ching dé so sanh mirc do tac
dong cua céc bién doc lap vao bién phu
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thudc trong cung mot mé hinh. Hé s6 hdi
quy chuian hoa Beta 1a hé sb ching ta di
chuan ho4 cac bién, vi vay chang dugc ding
dé so sanh mure do tac dong cua cac bién phu
thudc vao bién doc lap. Bién doc lap nao co
trong s ndy cang 16n ¢ nghia 1a bién dé ¢
tac dong manh vao bién bién phu thudc. Nhu
vy, phuong trinh hdi quy tuyén tinh duoc
thé hién nhu sau:

Y = 0.222*X1 + 0.272*X2+ 0.272* X3+
0.193*X4 + 0.292*X5 + 0.170*X6 + e

Hay:

Sw hai long voi dich vu FTTH =

0.222*Phwong ti¢n hitu hinh +

0.272*Sw phin héi + 0.272*Sw cim

thong + 0.193*Sw bdo dam + 0.292*Sw
- (i i+
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2.1.3. Do tim sw vi pham cdc gia dinh can thiét trong hoi quy tuyén tinh
Scatterplot

Dependent Variable: Su hai long voi dich vu FTTH
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Biéu do 2.1: Biéu do phdn tan Scatterplot

Histogram

Dependent Variable: Su hai long voi dich vu FTTH
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Biéu d0 2.2: Biéu do tan sé ciia phan dw chudn hod (Biéu do Histogram)

Nhin vao biéu d6 Histogram ta thdy phan  P-P plot bic¢u dién cic diém quan sat thyc té
du c6 phan phéi chuan véi gia tri trung binh  tap trung kha sat véi dudng chéo nhiing gia
gan bang 0 va do léch chuan ctia n6 gan bang  tri ky vong, c¢6 nghia 1a dit liéu phan du co
1 (SD =0.988). Nhin vao do thi phan phéi chuan.

a7
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- Gia dinh vé tinh doc 1ap cua cua sai sb
(khdng c6 twong quan giita cac phan du): ta sir
dung dai lwong théng ké Durbin-Watson (d),
dai lugng d co gia tri bién thién trong khoang
tir 0 dén 4 (Hoang Trong — Chu Nguyén Mong
Ngoc) thi ta co thé két luan cac phﬁn du la doc
lap véi nhau. Voi 6 bién doc lap va s6 mau

nghién ctru 16m (n = 260 > 200), tac gia

tra bang thong ké Durbin —Watson thi dy =
1.735. Nhu vay, néu dai lugng d bién thién
trong khoang (du, 4 - dy) hay (1.735, 2.265)
thi ta s& két ludn khong co tuong quan giita
céc phan du. Tir két qua cua bang 3.1, ta co d
= 1.803 roi vao mién chdp nhan gia thuyét
khong co tu twong quan chudi bic nhat hay
khong co twong quan gitra cac phan du.

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Su hailong voi dich vu FTTH
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Biéu d6 2.3: Po thi P-P plot

Két ludn: M6 hinh héi quy tuyén
tinh da xay dung khong vi pham cac gia
thuyét trong hdi quy tuyén tinh.

2.2. Kiém dinh sw khdc bi¢gt cia dic
diém cd nhan dén sy hai long

2.2.1. Su hai long chung doi véi dich vu
FTTH

V61 mo hinh da xay dung, ta cd, sy hai
long dbi v6i dich vu FTTH tai TP. HCM s&
gdm céc nhan t6 1a phuwong tién hitu hinh,

phan hoi, cdm thong, bado dam, tin cdy va gia

48

cd. Do do6, gid tri sy hai long chung sé dugc
tinh bang trung binh cong cla cac gid tri cia
nhan t6 nay. Két qua tur vi€c tinh toan di li€u
méu nghién ctru ta ¢6 sy hai hoa chung ddi
véi dich vu FTTH c¢6 gia tri trung binh la
3.72 & muc hon trung binh.

Tuy nhién gia tri nay chi dai dién cho
mau, ta can phai kiém dinh 1én toan bd téng
thé. Pé kiém dinh gia thuyét nay, ching ta
str dung phuong phap One — Simaple Test.
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Bang 2.4: Kiém dinh One — Simple Test doi voi su hai long

One-Sample Test

Test Value =3.72

95% Confidence Interval of
Mean the Difference
t df Sig. (2-tailed) Difference Lower Upper
Sy hai long vai
dich vu FTTH .058| 259 .954 .002 -.06 .06

Két qua cho thiy ta khong thé bac bo gia
thuyét Ho: Su hai 10ng chung d6i véi dich vu
FTTH cua tong thé co gia tri 1a 3.72 trong
thang d6 Lirket nim mirc d9. Néu ta bac bo
gia thuyét nay thi xac suat mic sai lam 1én
dén 95.4%.

2.2.2. Su khdc biét cua gioi tinh dén su
hai long d6i véi dich vu FTTH

Pé kiém dinh co sy khac biét giita 2
nhom gidi tinh vo1 sy hai long cua khach
hang d6i v6i dich vu FTTH, tac gia st dung
kiém dinh Independent — samples T-test.

Bang 2.5: Kiém dinh tri trung binh giita 2 nhém gidi tinh

Independent Samples Test
Levene’s Test
for Equality t-test for Equality of Means
of Variances
F )
95% Confidence
] of Sig. Mean Std. Error | Interval of the
Sig. t (2-tailed) | Difference | Difference Difference
Lower | Upper
Suhai |Equal
long voi |variances
dichvu [assumed 2.080( .150/.178 258 .859 .011 .062 | -.112 | .134
FTTH
Equal
variances
not .179| 255.563 .858 .011 .062 | -.111 | .133
assumed

Tir két qua kiém dinh trén, ta thiy gié tri
Sig trong kiém dinh Levene > 0.05 hay 0.150
> 0.05, diéu d6 co nghia phuong sai giita 2
nhoém gidi tinh 1a khong khac nhau, do do tac
gia st dung két qua kiém dinh t & phan Equal
variances assumed. Gia tri sig trong kiém dinh
t 13 0.859 > 0.05. Piéu nay duoc két ludn
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véi do tin cay 95%, thi ta s€ khong co su
khac biét vé& su hai long ddi véi dich vu
FTTH gitra nam va nfr.

2.2.3. Sur khdc biét cia dé tudi dén su
hai long doi véi dich vu FTTH

Dé kiém dinh su khac biét cia d6 tudi dén

thai do, tac gia tién hanh kiém dinh Anova,
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trong d6 Levene test dugc tién hanh trude dé kiém dinh phwong sai ciia thai do cua timg

nhom tudi c6 phan phdi chudn hay khong.

Bang 2.6a: Kiém dinh Levene test - Tudi

Test of Homogeneity of Variances

Sy hai long v&i dich vu FTTH

Levene
Statistic dfl df2 Sig.
.682 3 256 .564

Bang 2.6b: Phan tich ANOVA — Tugi

ANOVA

Sy hai long vé&i dich vy FTTH

Sum of Squares df Mean Square F Sig.
Between Groups 2.366 3 .789 3.216 .023
Within Groups 62.788 256 .245
Total 65.154 259

Tir két qua ctia bang 2.6a, ta co Sig 0.564
> 0.05, tirc 1a phuong sai nay c6 phan phdi
chuan, diéu d6 c6 nghia kiém dinh ANOVA
dugc st dung t6t. Két qua phén tich
ANOVA (bang 2.6b) c6 Sig 0.023 < 0.05,

nghia la c6 su khac biét gitra cac do

muc ti€u nay.

Bang 2.6¢: Phan tich sdu ANOVA — Tuéi

tudi, ta tién hanh phan tich siu ANOVA. Do
phuong sai giita cac nhom 1a khong thay d6i
nén ta tién hanh phan tich siu ANOVA bang
phuong phap Bonferroni, day la phuong
phap thuong dugc s dung dé kiém dinh

Multiple Comparisons

Dependent Variable: Sy hai long vdi dich vy FTTH

Bonferroni
95% Confidence
Mean Interval
Difference Std. Lower Upper
(1) Tudi (J) Tuéi (1:) Error Sig. Bound Bound
Duwdi 20 tudi T 20 dén 35 tudi .298* .102 .023 .03 .57
T 36 dén 45 tudi .180 .098 402 -.08 44
Trén 45 tubi 114 113 1.000 -.19 41
Tir 20 dén 35 Duwa&i 20 tudi -.298* .102 .023 -.57 -.03
tusi Tir 36 dén 45 tudi 118 074 | 675 | -32 08
Trén 45 tubi -.184 .094 .302 -.43 .06
Tir 36 dén 45 Duwdi 20 tudi -.180 .098 402 -44 .08
tuéi Tir 20 dén 35 tudi 118 074 | 675 | -.08 32
Trén 45 tubi -.066 .089 1.000 -.30 17
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Trén 45 tudi Dudi 20 tudi -.114 113 1.000 -41 .19
Tl 20 dén 35 tudi 184 .094 .302 -.06 43
Tlr 36 dén 45 tudi .066 .089 1.000 -17 .30

*. The mean difference is significant at the 0.05 level.

thanh phan thu nhap van st dung phuong
phép phan tich ANOVA.
Bang 2.7a: Kiém dinh Levene test — Thu nhdp

Duya vao két qua cta bang 2.6c¢, ta co két
ludn 13 c6 su khéac biét gitta nhém dudi 20
tudi va tir 20 - 35 tudi doi v6i su hai long véi

dich vu FTTH. Test of Homogeneity of Variances
2.2.4. Sy khac biét cua thu nhdp den su Sy hai long véi dich vu FTTH
hai long d6i véi dich vu FTTH Levene
Ciing giong nhu cac kiém dinh & trén, Statistic df1 df2 Sig.
1.055 3 256 .369
Béng 2.7b: Phan tich ANOVA — Thu nhdp
ANOVA
Sy hai long vé&i dich vy FTTH
Sum of Squares df Mean Square F Sig.
Between Groups 2.296 3 .765 3.116 .027
Within Groups 62.859 256 .246
Total 65.154 259

Kiém dinh Levene test co chi s6 Sig tuc tién hanh phan tich siu bang phuong

0.369 > 0.05, chung t6 phuong sai nay cé
phan phdi chudn, do d6 kiém dinh ANOVA
duoc str dung tot. Két qua phan tich ANOVA
sig = 0.0275 < 0.05, nghia 1a c¢6 su khac biét

gitta cac nhdém nén tac gia ti€p

phap Bonferroni. Két qua kiém dinh cho thiy
co su khac biét gitra nhom c6 thu nhap duoi
5 tri€u/thang so v&i nhom c6 thu nhap tu 5 -
dudi 10 tri¢u/thang. Cac nhom con lai khong
co su khac biét.

Bang 2.7¢: Bdng phdn tich sau ANOVA — Thu Nhdp

Multiple Comparisons

Dependent Variable: Sy hai long vdi dich vu FTTH

Bonferroni
95% Confidence
Mean Interval
Difference Std. Lower Upper
(1) Thu nhap (J) Thu nhap (1-) Error Sig. Bound Bound
Duwai 5 triéu Tl 5 dén dudi 10 triéu 262* .097 .043 .01 .52
Tl 10 dén dudi 20 triéu 184 .095 322 -.07 44
Trén 20 triéu .061 .113 | 1.000 -24 .36
T 5 dén duwdi 10 Du@i 5 triéu -.262* .097 .043 -.52 .00
trigu Tir 10 dén dudi 20 triéu -.079 .073 |1.000 | -.27 12
Trén 20 triéu -.201 .096 .220 -.46 .05
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Tir 10 dén dudi 20 | Dudi 5 triéu _184 095 | 322 | -44 07
tricu Tir 5 dén dudi 10 triéu 079 073 | 1000 | -12 27
Trén 20 tricu ~122 094 | 1.000 | -37 13
Trén 20 triéu Duéi 5 tridu _.061 113 [ 1000 | -36 24
Tir 5 d&n dudi 10 triéu 201 096 | 220 | -.05 46
Tir 10 dén dudi 20 triéu 122 094 |1.000 | -13 37

*. The mean difference is significant at the 0.05 level.

2.2.5. Su khdc biét ciia trinh dé hoc vin

dén sw hai long ciia khdch hang doi véi dich

vu FTTH

Tir két qua cua bang 3.8a, ta ¢ chi sd Sig

ta hé s6 sig 1 0.592 > 0.05 nghia 1a c6 khong
co su khéc biét gitra cac nhom.

Bang 2.8a: Kiém dinh Levene test — Hoc vin

Test of Homogeneity of Variances

Su hai long v&i dich vy FTTH

dat 0.06 > 0.05 trc 1a phuong sai ciia cdc nhom Levene
c¢6 phan phoi chuan, kiém dinh ANOVA duoc Statistic dfl df2 Sig.
str dung t6t. Bang 2.8b phan tich ANOVA cho 2.846 2 257 :060
Bang 2.8b: Phan tich ANOVA — Hoc vin
ANOVA
Sy hai long vé&i dich vu FTTH
Sum of Mean
Squares df Square F Sig.
Between Groups .266 2 133 .526 .592
Within Groups 64.889 257 .252
Total 65.154 259

Bang 2.9: Bdng tong hop kiém dinh nhém gid thuyét H7

Gidi tinh Do tubi Thu nhap Trinh dd hoc van
Khac biét vé sy hai Khéng Cé Cé Khéng
Idng ddi véi dich vu
FTTH
Dusi 20 tugi | DU 5 triew/
véinhém ty | thang voi
M6 ta sw khac biét » nhém tr 5 -
20 dén 35 .. a
. dudi 10 triéu/
tudi )
thang
Kiém dinh gia Chap nhan Chap nhan
thuyét Bac bo H7a H7b HéC Bac bo H7d
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Phan tich cac yéu té . . .

3. THAO LUAN KET QUA NGHIEN
ctu

Sau khi nghién ctru, khao sat ¥ kién cua
chinh nhiing khach hang su dung dich vu
FTTH hién nay, nghién ctru xin dugc dé xuét
mot sé nhan xét nhu sau: Tang cudng dio tao
doi ngtit nhan vién c6 trinh d6 chuyén mon va
cac ky nang nghé nghiép cao hon dé ning cao
su hai long va tin tuong cua khach hang khi
tiép xtc, giao dich voi cong ty; Dé han ché
viéc ngh&n mach va rét mang do cé qua nhiéu
thué bao ting trudong, cic nha cung cip can
hoan thién va nang cao ha ting mang cua
minh; Chuyén moén hoa trong hoat dong kinh
doanh va hd tro khach hang: Thoi gian ding
ky, khao sat va le“ip dat dich vy nhanh chong,
hd trg khach hang 24/24; Hop 1y chi phi va gia
thanh dé giam gia cudc cho ngudi sir dung.

Song, trong qua trinh thuc hién, nghién
ciru gdp mot s6 han ché sau day:

Thir nhdt, nghién ctru ndy chi thuc hién
dbi véi cac khach hang st dung FTTH tai
TP. HCM. Kha ning tong quat hoa ciia md
hinh nghién ctru s& cao hon néu nghién ctru
duoc ldp lai trén nhiéu dia phuong khéc.

Thir hai, mau nghién ctru duoc chon theo
phuong phap thudn tién véi hinh thie chon
mau phi x4c suét, tuy dam bao theo 1y thuyét
vé chon mau nhung kha ning tong quat hoa
ctia nghién ctru khong cao.

Thir ba, nghién ctru nay chi xem xét cac

TAI LIEU THAM KHAO

yéu td phuong tién hitu hinh, sy phan hoi, su
cam thong, sy bao dam, sy tin cdy va gia ca.
Ngoai cac yéu td ndy c6 thé co6 nhidu yéu tb
khéac tac dong dén sy hai long ctia khach hang
d6i v6i dich vu FTTH ma nghién ciru nay tac
gia chua dé cap dén nhu cac yéu té vé thuong
hiéu, hinh anh ctia cong ty cung cép dich vu...
ciing c¢6 thé c6 tac dong dén sy hai long.

Thur tw, nghién ctru chi khao sat khach
hang dang stir dung dich vy, do d6 chua khao
sat danh gia nhiing cam nhén ctia khach hang
tiém nang. Mit khac, nghién ctru ciing chua
khao sat nhom khach hang theo sd tién cudc
st dung, goi cude sir dung.

Va, ham ¥ hudng nghién ciru tiép theo Dya

trén nhirng han ché ciia dé tai nghién
clru nay, tac gid dua ra ham y huéng nghién
ctru tiép theo nhu sau:

Thit nhdt, tién hanh nghién ctru rong rai
hon & cac tinh thanh khac trén toan quc.

Thwr hai, nghién cuu 1ap lai co thé chon
mAu 16n hon véi phuong phap chon xac suat
thi két qua s& mang tinh khai quat hon.

Thir ba, m¢ rong pham vi nghién ctru thém
cac yéu tb khac co thé anh huong dén sy hai
1ong cua khach hang d6i véi dich vu FTTH.

Thir tu, cac dé tai tiép theo ¢ thé chon
khao sat danh gia nhitng cdm nhin ctia khach
hang tiém niang hodc nghién ctu thém
phuong phép dinh tinh thong qua céc chi dao
cua Tap doan VNPT.
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PHU LUC
Phu luc 1: Ma tran twong quan Pearson
Correlations
B Su hai
™ B B N Rt
Phuong TB TB Gia |long véi
tién hiru | Phan Cam Bao Tin cay |ca dich vu
Pearson
. 1 351*%* | .212*%* | .223*%* | [172** | .201** | .503**
TB Phuong Correlation
tién hiru Sig. (2-tailed) .000 .001 .000 .005 .001 .000
hinh N 260 260 260 260 260 260 260
Pearson
. 351** | 1 .295** | .186** | .309** | .173** | .586**
TB Phan Correlation
hoi Sig. (2-tailed) | .000 .000 .003 .000 .005 .000
N 260 260 260 260 260 260 260
Pearson
. 212%* | [295%* | 1 .296** | .159** | 239** | 544**
TB Cam Correlation
thong Sig. (2-tailed) | .001 .000 .000 .010 .000 .000
N 260 260 260 260 260 260 260
Pearson
. 223** | .186** | .296** | 1 d47* | 431%* | .490**
\ Correlation
TB Bao
dim Sig. (2-tailed) | .000 .003 .000 .018 .000 .000
N 260 260 260 260 260 260 260
P
earson_ A72%* | . 309** | .159** | .147* |1 121 507**
) Correlation
TB Tin cay ) -
Sig. (2-tailed) | .005 .000 .010 .018 .052 .000
N 260 260 260 260 260 260 260
Pearson
. 201** | .173** | .239** | 431** | .121 1 A45**
.. . |Correlation
TB Gia ca - -
Sig. (2-tailed) | .001 .005 .000 .000 .052 .000
N 260 260 260 260 260 260 260
Pearson
) . 503** | 586** | .544** | .490** | 507** | .445** | 1
Su hai long | Correlation
vo1 dich vu . .
Sig. (2-tailed) | .000 .000 .000 .000 .000 .000
FTTH
N 260 260 260 260 260 260 260
**_Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).
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