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NGHIEN CUU MUC BO HAI LONG CUA KHACH HANG
H G1A DINH DOI V1 DICH VU INTERNET CUA TAP BOAN VNPT

Mai Lan Hwong* - TS. Ta Thj bao*

Sw hai Iong cua khach hang la yéu té quyét dinh quan trong doi véi sw thanh cong cua doanh nghiép, dac
biét trong linh v vién théng. Nghién cleu ndy nham tim ra cdc yéu t6 anh hwéng dén sw hai long cua khdach
hang hé gia dinh déi véi dich vu Internet ctia Tap doan VNPT. Nghién ctru st dung phwong phép tiép can
hén hop, bao gébm phéng véan dinh tinh va khéo sat dinh Iwong. Két qua nghién ciru cho thdy chét lwong
thiét bj, gia dich vu va hinh anh thwong hiéu Ia nhikng yéu té cé tdc déng manh nhat dén sw hai long cta
khdch hang. Nghién ctru ciing chi ra sw khdc biét vé mirc d6 hai Iong gitka cdc nhém nhéan khéu hoc, cung
cap nhikng goi y hanh déng giup VNPT cai thién chét lwong dich vu va duy tri khdch hang.

» T khda: mire dé hai long cta khach hang, dich vu internet VNPT, chét lwong dich vy, hinh dnh thuong hiéu, chién

lwoc gia, vién thdng.

Customer satisfaction is a crucial determinant
of a company's success, especially in the
telecommunications industry. This study aims to
identify the factors influencing household customers’
satisfaction with VNPT's Internet services. A
mixed-method approach was employed, including
qualitative interviews and quantitative surveys. The
findings indicate that equipment quality, service
pricing, and brand image are the most significant
factors affecting customer satisfaction. Additionally,
the study highlights differences in satisfaction levels
among demographic groups, providing actionable
insights for VNPT to enhance service quality and
retain customers.

» Key words: customer satisfaction, VNPT internet
services, service quality, brand image, pricing
strategy, telecommunications.

Vs

Ngay gt bai: 25/01/2025

Ngay gwvi phan bién: 24/02/2025

Ngay nhéan két qué va stra phan bién: 10/3/2025
Ngay chép nhan déng: 20/3/2025

DOI: https://doi.org/10.71374/jfarv.v25.i285.10

Gioi thi¢u

Sy hai 1ong cua khach hang 1a nén tang cho
su thanh c6ng cua doanh nghiép trong moi nganh
nghé, phan anh muc d6 san long tiép tuc st dung
san pham hoac dich vy cua khach hang. Trong linh
vuc vién thong, noi canh tranh ngay cang gay git,
viéc hiéu va cai thién sy hai long cta khach hang
1a diéu cdt yéu dé dat duogc su phat trién bén virng.
Nghién curu nay tép trung vao Tap doan VNPT,

* Trwong Qudan tri kinh doanh, Dai hoc Quﬁ'c gia Ha N¢gi

nha cung cép dich vu Internet hang dau tai Viét
Nam, dé danh gia su hai 1ong cua khach hang ho
gia dinh va xac dinh cac yéu t6 chinh anh huong
dén trai nghiém cua ho.

Co s6 1y thuyét va phuwong phap nghién ciru

Co s6 Iy thuyét

Su hai long cua khach hang 13 yéu t6 quan
trong, anh huong tryc tiép dén su thanh cong cia
doanh nghiép, dac biét trong nganh dich vy. Nhiéu
mo hinh di dugc phat trién dé do luong mirc do
hai 10ng cua khach hang, trong d6 c6 mé hinh chat
lugng k¥ thuat/chiic nang ctia Gronroos (1984),
mo hinh ky vong - that vong cua Oliver (1980),
mod hinh Servqual ctia Parasuraman va cdng su
(1985), md hinh Servperf cua Cronin & Taylor
(1992).

Mo hinh chat luong k¥ thuat/chic ning cia
Gronroos nhidn manh rang su hai long khong chi
phu thudc vao chét luong k¥ thuat nhu tbc do
internet, d6 6n dinh cta duong truyén, ma con vao
chét lugng chiic nang, tic la cach thiac dich vu
dugc cung cAp. M6 hinh ky vong - thit vong cia
Oliver cho rﬁng khach hang s& hai 1ong néu trai
nghlem thuc té dap tmg hodc vuot ky vong, nguoc
lai, néu thap hon ky vong, ho s& that vong.

Mo hinh Servqual cua Parasuraman va cong su
xac dinh nim yéu t6 quan trong cta chét luong
dich vu gém su tin cdy, su dam bdo, phuong tién
hiru hinh, mac d6 dap tng va muc d6 dong cam.
Mo hinh nay dugc sir dung rong rai nhung ciing
nhan dugc y kién trai chidu vé tinh chinh xéc.

Tap chi nghién ciu Tai chinh ké toan



(K 1 thing 04 (s6 285) - 2025 )

NGHIEN cUU TRAO POI

bé khic phuc han ché d6, mé hinh Servperf cia
Cronin & Taylor tap trung do luong su hai long
dua trén trai nghiém thuc té cia khach hang, thay
vi khoang céach gitra ky vong va thuc té.

Trong linh vyc vién thong, nhiéu nghién ciru
chi ra rang chat luong dich vu, gia ca, hinh anh
thuong hiéu, hé tro khach hang va co s¢ ha t?mg
cong nghé 1a nhitng yéu tb then chét quyét dinh sur
hai 10ng cta khach hang. Néu cac yéu té nay duogc
dap tmg tot, khach hang c6 xu huéng trung thanh
v6i nha cung cép. Nguoc lai, néu chat lugong dich
vu kém, gid c4 khong hop 1y hodc dich vu cham
soc khach hang chwa hiéu qua, khach hang c6 thé
tim kiém Iya chon thay thé.

C6 thé néi, viéc ap dung cac mé hinh do luong
pht hop va xac dinh chinh xac cac yéu t6 anh
huong 13 rit quan trong dé doanh nghiép vién
thong t6i wu hoa dich vy, nang cao trai nghiém
khach hang va kha nang canh tranh trén thi truong.

Xdy dwng mé hinh nghién civu va gid thuyét

Duya trén tong quan 1y thuyét va cac nghién
ctru truge day, mo hinh nghién ciru dé xuét bao
gdm bay yéu t6 chinh anh hudng dén mic do hai
long ctia khach hang dbi vé6i dich vu Internet cta
VNPT. Cu thé, cac yéu t nay bao gém: co so ha
tang cong nghé (H1), chat lugng thiét bi di kém
(H2), nang lyc dich vu (H3), tiéu chuan va quy
trinh hd trg khach hang (H4), 46 tin cay (HS), gia
dich vu (H6), va hinh anh thuong hiéu (H7).

M6 hinh nghién ctru dé xuit dugc thé hién
trong Hinh 1. Ké qua kiém dinh twong quan
Pearson cho thay cac bién doc lap khong c6 mbi
quan hé dang ké vi nhau (r < 0.3, p > 0.05), x4c
nhan gia dinh rang cac yéu tb nay tac dong doc lap
dén sy hai 1ong cua khach hang, thay vi anh huong
1an nhau.

Hinh 1: M hinh nghién clru dé xuat
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Nguoén: Tdc gia

Phwong phdp nghién ciru

Nghién ctru str dung phuong phap dinh lugng,
véi dir ligu thu thap tir 555 khach hang ho gia dinh
dang st dung dich vu Internet VNPT tai Ha Noi
va TP.HCM. Déi tuong khao sat co dic diém da
dang, trong d6 nam gioi chiém 70,8%, nhom tudi
phd bién nhét 1a 36 - 45 tudi (28,1%) va phan 16n
¢O trinh dd tu cao déng, dai hoc tré 1én (68,9%).
Khach hang biét &én dich vu VNPT chu yéu qua
nhan vién VNPT (50,6%) va nguoi than, ban be
(20%). S6 liéu duge thu thap thong qua bang hoi
tryc tuyén va phong van tryc tiép. Qua trinh phong
van va diéu tra thuc dia duoc tién hanh tir thang
6/2024 dén thang 9/2024. Phuong phap kiém dinh
Cronbach’s Alpha va phén tich nhan t6 kham pha
(EFA) duogc ap dung nham danh gia do tin cay va
gia tri cua thang do.

Két qua nghién ctru

Sau khi thuc hién kiém dinh do tin cady
Cronbach’s Alpha, tat ca céc thang do déu dat hé
s6 tir 0.813 dén 0.901, dam bao do tin cdy cao.
Phén tich nhan t6 kham pha (EFA) xac nhan bay
nhan t6 chinh dnh huong dén sy hai long cua
khach hang, voi hé s6 KMO dat 0.834 va kiém
dinh Bartlett c6 Sig. < 0.05, cho thay dit liéu phu
hop dé phén tich nhan t6. Mot s thang do c6 hé s6
tai thap hon 0.7 da bi loai bo

Bang 1. Két qua phan tich héi quy tuyén tinh
da bién

L3i chuan clia wéc lwgng Durbin-Watson
0.33234 1816

R R? Hiéu chinh R?
0.769° | 0.591 0.587
Bién doc lap: CN, TB, NL, KH, TC, GC, HA
Bién phy thudc: HL

Nguon: Két qua tac gia phan tich dit liéu bang phan mém SPSS
Tiép theo, phan tich hdi quy tuyén tinh da bién
duoc thue hién dé danh gia muc do tac dong cua
cac yéu td dén sy hai long cia khach hang. Két
qué cho thdy mé hinh c¢6 ¥ nghia thong ké voi R
= 0.587, nghia 1a 58.7% su bién thién trong muc
d6 hai long ctia khach hang c6 thé dugc giai thich
boi bay yéu td nghién ctru. Trong d6, chét luong
thiét bi di kém tac dong manh nhit (B = 0.401,
Sig.< 0.001), tiép theo 1a gia dich vu (B = 0.342,
Sig.< 0.01), hinh anh thuong hi¢u (B = 0.332,
Sig.< 0.01). Cac yéu t khac ciing c6 anh hudng
nhung it hon.
Ngoai ra, két qua kiém dinh gia thuyét cho thy
c6 su khac biét dang ké vé murc d6 hai long gitra
cac nhom khach hang theo thu nhép (Sig. = 0.018)
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va nhom khach hang méi so voi khach hang st
dung lau nam (Sig. = 0.035). Diéu nay goi y rang
VNPT cin c6 chién luge linh hoat hon dé dap tmg
ky vong cua cac nhém khach hang khac nhau.
Bang 2. Hé sd héi quy cha phan tich héi quy
tuyén tinh da bién

Heé s6 hoi quy (Coefficients)
Hé s§ Hé s8 Théng ké
chua chudnhéa | chuan héa da cong tuyén
M0 hinh vy t Sig.
B Error Beta Tolerance VIF
(Constant) 0.401 0.131 3.056 0.002
CN 0.180 031 0.231 5.826 0.000 0.676 1.480
B 0.359 0.42 0.401 6.945 0.000 0.654 1310
NL 0.230 0.32 0.283 7.209 0.000 0.688 1.454
! KH 0.204 031 0.260 6.644 0.000 0.693 1.443
TC 0.241 0.26 0313 9.086 0.000 0.791 1.264
GC 0.275 0.28 0.342 6.086 0.000 0.682 1342
HA 0.258 0.36 0.332 7.128 0.000 0.645 1.401
Bién phy thudc: HL

Nguon: Két qua tdc gia phan tich dit liéu bang phan mém SPSS

Két ludn va mét s6 giai phap

Két lugn

Nghién ctru di xac dinh cac yéu t6 anh hudong
dén su hai long cia khach hang doi véi dich vu
Internet VNPT, trong do6 chat lugng thiét bi, gia
dich vu va hinh anh thuong hi€u c6 tac dong manh
nhat. Nhitng yéu to nay quyét dinh trai nghiém
nguoi dung va anh hudéng dén mure dg trung thanh
v6i nha cung cap.

Két qua ciing cho thdy khich hang sir dung
dich vu lau nam c6 mtrc d6 hai long cao hon so
v61 khach hang mé1, phén dnh xu hudéng danh gia
tich cuc hon khi da quen thudc véi dich vu. Ngoai
ra, muc do hai long c6 sy khac biét theo nhom thu
nhap va thoi gian st dung dich vu, cho thay nhu
cau va ky vong cua cac nhom khach hang khong
dong nhat.

Phan tich hdi quy khang dinh vai trd ctia cong
ngh¢, dich vu va thuong hiéu trong viéc nang cao
trai nghiém khach hang. Nhiing phat hién nay
khong chi lam 16 cac yeu to cot 161 &nh hudng dén
su hai long ma con cung cap co sé cho VNPT xay
dung cac chién lugc ding dan.

Mt 56 gidi phdp

Dé nang cao sy hai long khach hang, VNPT s&
thuc hién cac giai phap vé cong nghé, gia ca va
thuong hiéu.

Thir nhdt, VNPT cai thién thiét bi va ha ting
bang cach thay modem, router cii bang Wifi 6 tur

quy 3/2025 tai d6 thi, muc tiéu phu 70% trong 18
thang. Hé thdng quan Iy mang thong minh dung
ph?m mém giam sat thuc, khéc phuc su cd trong
2 gio ciing s& duoc trién khai trong Quy 3/2025.
Khach hang ciing c6 thé linh hoat tir chon thém
cac thiét bi nhu Wifi Mesh, Al Camera qua (g
dung MyVNPT, tong dai va nhan vién.

Thir hai, VNPT 4ap dung gia linh hoat, minh
bach. Ttr quy 4/2025, VNPT quy hoach danh muc
goi cude tir 36 goi con 18 goi dé khach hang dé
lya chon, cac goi cudc dugc nang cép Ién mirc
t6i thiéu 300Mbps so voi mic 150Mbps hién
nay, cing véi d6 1a 6 goi tich hop truyén hinh.
Khéch trung thanh (trén 2 nam) gidm 10% hoa
don tir 1/2026. Tu thang 1/2026, gia cudc tai khu
vye nong thon giam 15% dé phd cap Internet, va
VNPT s& trién khai thi diém 10 tinh mién Trung
trong 6 thang.

Thir ba, VNPT ting truyén thong va thuong
hi€u, dac bi¢t trén moi truong s6. Ngan sach chi
cho quang céo sb tang gap d6i nam 2025 dic biét
trén hai nén tang 1a YouTube va TikTok. Ra mét
Al chatbot trén MyVNPT tuor quy 3/2025 xt ly
80% cau hoi trong 30 gidy, gitp rit ngin thoi gian
cho doi cho khach hang va tinh gon ddi ngi tu
van vién.

Cudi cung, dé gia tang gia tri dich vy, tir quy
2/2026, VNPT s€ hop tac voi Netflix va Golf
Champion dé tich hop vao cac géi internet hién
hiru nhu mét dich vu gia ting dap ung nhu cau
gidi tri cua khach hang. Cung vdi do, cac ung
dung hoc tdp, lam viéc s€ ra mat vao Thang
6/2026, hd trg 50.000 nguoi dung, giup lam da
dang hoa san pham va tién ich cho khach hang
theo dinh hudng “Mot VNPT cho tit ca nhu cau
cua Ho gia dinh”.

Cac giai phap nay giup VNPT nang cao hai
long, gitt chan khach hang va tao loi thé canh tranh.
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