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ABSTRACT

Complaint behavior plays a vital role in maintaining customer loyalty in
telecom service industry. It helps to reveal customer’s experience about
service failure and provide information to control these problems. Prior
scholars have proved a significant role of customer satisfaction as a
mediator for complaint intentions. Thus, it is necessary to explore
antecedents of customer satisfaction and its impact on complaint intention.
This study expands the Justice theory by adding another independent
variable — Trust to examine complaint intention of customers. A cross
sectional survey was conducted with 954 respondents among the
customers of Mobifone, Vinaphone and Viettel in the Mekong Delta. The
findings from data analysis through testing a structural equation model
point out that justice components and trust have positive impact on
customer satisfaction and, in turn, on complaint intention. Finally,
research results suppose that mobile operators in the Mekong Delta need
to pay attention to pricing strategies, build trust with customers, and
handle service failures.

TOM TAT

Phan nan déng vai tro quan trong doi véi viée duy tri sw trung thanh ciia
khach hdng. N6 gitip cdc nha quan Iy nhdn biét cac vin dé xdy ra voi khach
hang dé cé cdc chinh sach quan tri hi¢u qua hon. Nghién ciru ndy tiép cdn
theo Iy thuyet cong bang va mé réng mé hinh nghién ciu bang cdach két
hop bién niém tin nham tang tinh gidi thich. Mgt cuge khdo sat dwoc thuc
hién, thu thdp dir liéu tir 954 khdach hang cua Mobifone, Vinaphone va
Viettel 6 4 tinh khu virc Pong bang song Ciru Long nham phén tich cdc
yeu 16 anh hwéng dén y dinh phan nan cia khach hang. Két qua phan tich
bang phwong phap SEM da chi ra anh huong cua cac thanh phan cong
bang va niém tin déi voi s hdi long cuia khach hang ciing nhu y dinh phan
nan. Tir két qud nghién ciru cho thdy, cdc nha cung cdp dich vu di déng tai
khu vue Pong bang séng Ciu Long can chii y dén chién hegc gid, phat
trién kénh truyén théng véi khdach hang, va cach xit Iy ciia cong ty trong
nhitng tinh huo”ﬁg dich vu that bai.

Trich dan: Nguyén Thanh Liém va Bui Van Trinh, 2018. Cac yéu té anh hudng dén y ¥ dinh phan nan cua khach
hang: Nghién ctru truong hop khach hang st dung dich vu di dong tai Dong bang song Ciru Long.
Tap chi Khoa hoc Trudng Pai hoc Can Tho. 54(1D): 229-240.
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1 GIOI THIEU

Hanh vi phan nan rat quan trong d6i v6i sy trung
thanh cua khach hang, kha nang duy tri khach hang
cling nhu lgi nhuan cta doanh nghiép (Holloway et
al., 2005). Nghién ciru vé hanh vi khach hang cua
Breazeale (2009) chi ra rang chi phi dé ¢6 mot khach
hang méi cao gap nam lan so véi viéc duy tri mot
khach hang hién co. Ddi véi cac cong ty vién thong
Viét Nam n6i chung va cic cong ty vién thong khu
vue Déng bang song Ciru Long (DBSCL) noi riéng,
van dé canh tranh, gilr vig thi phan glu viing
khach hang sé tiép tuc 1a mot “van dé nong” trong
thoi gian téi khi Viét Nam thye hién Hiép dinh
thwong mai ty do Viét Nam - EU, Cong déng Kinh
té ASEAN (AEC), va sang kién “mot vanh dai, mot
con dudng”. Bdo céo ting trudng kinh té Viét Nam
nam 2015 cho biét, cic cong ty Vién thong trong
nude dang chiu ap lyc canh tranh rat 1on tir cac cong
ty nudc ngoai co cong nghé tién tién nhu Chau Au,
My, Trung Qudc (Vietnam Report, 2015).

Maic du, cac doanh nghiép trong khu wvuc
PBSCL di c6 nhiéu nd luc nham gia ting sy hai
long cua khach hang nhung van con xuat hién kha
nhiéu phan nan cta khach hang. Theo bao cdo cia
Tap doan Buu chinh Vién thong Viét Nam (2015),
Tap doan Vién thong Viettel (2015), va Tong cong
ty VMS Mobifone (2015) c6 khoang 20% khach
hang c6 phan nan v6i doanh nghiép. Mit khéac, nhiéu
khach hang khong hai 1ong nhung ho khong lén
tleng phan nan v&i nha cung cap, ma truyén miéng
vé trai nghiém khong tt v6i ban be, ngudi than, ho
phan nan dén bén thir ba (bao chi, cac co quan chirc
nang nha nudc), hay chuyén sang sir dung dich vu
cua d6i thu canh tranh (Day and Landon, 1976;
Singh, 1990). Ngay cang nhiéu céng ty nhan ra loi
ich cta viéc khuyén khich khach hang phan nan vé
vén dé khién ho khong hai 1ong v6i cong ty, nhung
lam thé nao dé khuyén khich hanh vi nay dién ra thi
van con rat it nghién ciru (Voorhees and Brady,
2005).

Céc nghién ctru da cong bd trong linh vuc nay
chu yéu dy doan vé xu huéng mua hang va hanh vi
phan nan hon 1a y dinh phan nan (Cronin et al.,
2000). Trong khi d6, y dinh phan nan 14 tién t6 quan
trong dé din dén hanh vi phan nan. Viéc xac dinh
duogc cac yéu td anh huong dén y dinh phan nan giup
céc nha quan 1y d& dang hoach dinh cac chién lugc
nhiam khuyén khich khach hang boc 16 hanh vi phan
nan, cling nhu tang su hai long cua khach hang. Do
d6, nghién ciru ndy c6 thé xem 1a mot trong nhimng
nd luc dau tién xem xét vé cha dé y dinh phan nan,
dé cung cip bang chung khoa hoc gitip cac cong ty
dich vu dién thoai di dong tai PBSCL c6 thé quan
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1y phan nan hiéu qua nham diéu chinh, t6i wu hoéa
dich vu. Muc dich trong tdm ctia nghién ctru la xac
dinh cac yéu t6 anh hudng, va mirc d6 tac dong cua
chang dén y dinh phan nan ciia khach hang.

2 COSOLY THUYET, MO HINH
NGHIEN CUU VA PHUONG PHAP NGHIEN
cUu

Céc nghién ciru vé chu dé phan nan trude day
thudng tiép can theo hudng Iy thuyét céng bang ddi
v6i cac san pham/dich vu thudc thi trudng truyén
thdng. Trong gi6i han ctia bai viét nay, viéc tiép can
theo hudng Iy thuyét cong bang ciing duogc ap dung
nhung dé xuat mé rong moé hinh v6i yéu tb niém tin
nhim ting tinh giai thich ciia mé hinh.

2.1 Ly thuyét cong bing

Khai niém cong bang thuong dugc dé cap trong
céc nghién ctru vé giao dich xa hoi (Wu, 2013).
Trong d6, cac hoc gia nhdn manh vai trd ctia cong
bang trong viéc dinh hinh céc giao dich tiép theo
(Smith et al., 1999; Voorhees and Brady, 2005).
Colquitt et al. (2001) téng hop 183 nghién ctru c6
lién quan dén chu dé cong bang va phan loai ra 3
thanh phan chinh: Coéng bang phan phdi
(Distributive  justice), Céng bang thu tuc
(Procedural justice) va Cong bing twong tac
(Interactional justice).

2.1.1 Céng bang phin phoi

Céng bang phdn phéi 12 khai niém dé cap dén sy
cam nhan khi ca nhan danh gi4 cong bang cia mot
cudc trao ddi bang cach so sanh chi phi va loi ich
nhén dugc tir trao d6i do, va hinh thanh mot danh
gid vé mic do cong bang (Martinez- Tur et al,
2006). Smith et al. (1999) da chung minh rang nhan
thirc vé cong bang phdn phéi cb anh hudng dén s
hai long ctia khach hang va tir d6 tac dong dén y dinh
phan nan.

2.1.2 Céng bang thii tuc

Cong bdng thii tuc 13 khai niém dé cap dén su
nhan thire vé cong bang d6i vi cac chinh sach, tiéu
chuin (Voorhees and Brady, 2005). Leventhal
(1980) 1an dau dé cap dén khai niém cong bang thi
tuc trong mot nghién ctru vé chinh sach cong ty va
xéc dinh sau tiéu chi danh gia gdm: (i) pht hop: ap
dung thu tuc nhit quan gitra cac c4 nhén; (ii) khong
thién vi: bo qua loi ich c4 nhan cia ngudi ra quyét
dinh; (iii) chinh xac: ddm bao thong tin chinh xac
trong qua trinh thu thap va str dung dé dua ra cac
quyét dinh; (iv) co thé khac phuc: ¢6 co ché sira chita
nhimg quyet dinh sai lam; (v) dai dién: dam bao y
kién cua tat ca cac bén bi anh hudng boi quyét dinh
da dugc ghi nhan va xem xét; (vi) dao dtrc: dap ung
cac gia tri dao duc xa hoi.
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Céc nghién ctru ciing chi ra rang khi ¢4 nhan cam
thiy tin tudng vao cong bang thii tuc, ho s& cam thiy
hai 1ong hon véi cac két qua nhan duogc, cho du két
qua d6 c6 mot sb bét loi cho ho (Lind and Tyler,
1988).

2.1.3 Céng bang twong tac

Bies va Moag (1986) da tach cac khia canh co
lién quan dén c4 nhén trong cong bang thu tuc, va
goi khai niém d6 13 céng bang twong tic. Cong bang
twong tac d& cap dén su cong bang duoc nhan thirc
thong qua rng xr ca nhan (thuong 1a ciia nhan vién)
ma khach hang nhan dugc trong qué trinh ra quyét
dinh (Martinez-Tur et al, 2006; Son and Kim,
2008). C6 bdn tiéu chi danh gia cong bang twong
tac: (i) bién minh cho quyét dinh; (ii) su trung thuc;
(iii) su ton trong; (iv) mirc do doc quyen.

Mot nghién ctru trong linh vyc internet da dinh
nghia cong bang fuong tac nhu 1a mire d6 ma khach
hang tryc tuyén cam nhan vé sy trung thuc va dang
tin c@y cua cong ty trong viéc tuan thu cac cam két
¢6 lién quan dén van dé bao mat thong tin ca nhan
(Son and Kim, 2008).

2.1.4 Nhdn thirc cong bang va sw hai long ciia
khach hang

Nhiéu nghién ctru vé dich vu da xac dinh mbi
quan hé giita nhdn thirc céng bang va su hai long
cua khach hang (Holloway et al, 2005). Trong
nghién ctru dbi voi linh vyc nha ‘hang - khach san,
Martinez-Tur ef al. (2006) cho thdy cong bang phdin
phoz 1a yéu t6 ¢6 tac dong manh nhét so voi 2 thanh
phan con lai. Maxham va Netemeyer (2002) cling
nhin nhén sy tac dong cua ba thanh phan cong bang
dbi voi su hai long cia khach hang khi nghién ctru
nganh xay dung, nhung két qua phén tich dir lidu
cho thay cong bang thii tuc va cong bang tuong tac
¢6 trong s6 16n hon so vé&i cong bang phan phdi
trong du bao sy hai long ctia khach hang. Nghién
ctru thyc nghiém cua Wu (2013) trong linh vuc mua
hang truc tuyén cho thiy ca ba yéu t6 cong bang co
tac dong duong 1én sir hai long. Trong do, cong
bang phan phoz va cong bang thii tuc thc ddong manh
hon so véi yéu t6 con lai la cong bang thii tuc. Nhiéu
hoc gia ciing xac dinh méi quan hé nay nhung c6 su
khac nhau vé& muc do tac dong tiy theo nganh nghé
hodc vung lanh tho. Do d6, nghién ciru nay dugc
thuc hién nham do luong va kiém dinh mdi quan hé
gilta 3 thanh phan céng bang voi su hai long cia
khach hang véi cac gia thuyét nghién ciru:

Gia thuyét nghién ctru: Cong bang phan phdi
(H1), Cong bang thu tuc (H2), Cong bang twong
(H3) tac c6 tuong quan duong dbi v6i sy hai long
cua khach hang
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2.2 Niém tin

Chtrc nang va vai trd cta niém tin duge xac dinh
trong nhidu nghién ctru hanh vi trao ddi xa hoi
(Kelley, 1979). Bang cach tang ky vong vé mot két
qua tich cuc ddi v6i hanh vi du kién cua cdc bén
tham gia trao ddi, niém tin dugc xem nhu mot co
ché chung cho viéc giam muc d6 rai ro cla cac giao
dich (Grabner-Kraeuter, 2002).

Pavlou va Fygenson (2006) dinh nghia niém tin
1a sy tin twéng clia nguodi mua rang ngudi ban sé cu
xtr ¢6 dao dirc. Trong trao d6i xa hoi, cac giao dich
thudong dugc thuc hién ma khong c6 hop dong 1&
rang hodc cac co ché kiém soat nhim han ché cac
hanh vi co héi, vi vay ma cac bén tham gia vao cac
giao dich nay d6i khi khong thé nhan duogc sy bao
vé phép 1y hoan chinh. Bing cach ting ky vong vé
mot két qua tich cuc ddi v&i hanh vi du kién cua céac
bén tham gia trao ddi, niém tin duoc xem nhu mot
co ché chung cho viéc giam murc d6 rii ro cua cac
giao dich (Grabner-Kraeuter, 2002). Bén canh do,
theo Thuyét hanh dong hop 1y (Theory of Reasoned
Action — TRA) thi niém tin tao cam giac thuan loi
trong cac giao dich (Ajzen and Fishbein, 1980).
Morgan va Hunt (1994) nghién ctru trong linh viye
mua sdm tryc tuyen nhan dinh niém tin 12 mot yéu
t6 quan trong dé danh gia su hai long ctia nguoi tiéu
dung. Lin va Wang (2006) x4c nhén niém tin c6 mdi
quan hé tich cyc vdi sy hai long cua khach hang
trong nghién ctru vé thuong mai di dong. Truong
hop cdc cong ty cung cap dich vu di dong, khach
hang rat it tiép xtic truc tiép voi nha cung cip. Nhiéu
truong hop xay ra sai sot trong vigc tinh cudc phi,
dich vu khong ding chat lugng cam két, da anh
hudng dén niém tin cua khach hang. Vi vy, trong
nghién ctru nay tac gia dé xuét bo sung bién niém tin
bén canh 3 thanh phan cong bing nhim ting tinh
giai thich cia mé hinh nghién ctru. Gia thuyét
nghién ctru dugc thiét 1ap dé kiém dinh méi quan hé
giita niém tin va si hai long ciia khach hang nhu sau:

Gia thuyét’nghién ctru: Niém tin (H4) c6 twong
quan duong doi voi su hai long cta khach hang.

2.3 MGéi quan hé giira sy hai long ciia khach
hang va y dinh phan nan

Theo Kotler (2001), s hai long 1a mic do trang
thai cam gidc cia mot ngudi bt ngudn tir viée so
sanh két qua thu dwoc tir san pham/dich vu véi
nhiing ky vong cua nguoi do trude khi mua san
pham/dich vu. Khi cam thay khong hai long, khach
hang thudng c6 mong mudn ndi 1én van dé cua ho
va hinh thanh y dinh phan nan (Liu and McClure,
2001). Céc nghién ctu trong linh vuc dich vu cho
thidy mbi lién hé gitra sy kém hai long cia khach
hang va y dinh phan nan (Zeelenberg and Pieters,
2004). Thogersen and Juhl (2009) 13p luan ring mot
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trong céac tién to co ban tic dong dén phan nan cia
ngudi tiéu ding 13 su bdt man cua ho véi khiém
khuyét/thiéu hut trong cac san phdm/dich vu. Theo
Cronin et al. (2000), Voorhees va Brady (2005), va Wu
(2013), sy hai long d6i véi mot dich vu cu thé ¢6 anh
hudng ty 16 nghich dén y dinh phan nan trong tuong
lai. Piéu nay dong nghia voi viée néu sy hai 1ong cua
khach hang tang lén, ngudi do s€ it 6 xu hudng phan
nan trong tuwong lai. Tong hop cac nghién ciru trén,
ngudi viét nhan dinh khi khach hang cang cam thay
khong hai long vai dich vu ciia nha mang, y dinh phan
nan cia ho sé ting 1én. Vi vay, gia thuyét nghién ctru

Ly thuyét cong bang

-

Céng bang phan phoi J
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sau dit ra dé kiém dinh mot phan 1y thuyét nghién ctu:

Gia thuyét nghién ctru: Sy hai long cua khach
hang (HS) c6 twong quan am doi véi y dinh phan
nan.

2.4 Mo hinh nghién ciu

Tir céc gia thuyét nghién ctru da dit ra dbi chiéu
v6i nghién ciru cia Wu (2013) vé céc tién td anh
hudng dén su hdi long va y dinh phan nan cua khach
hang, nghién ctru nay d& xuit mé hinh nghién ctru
trén nén tang [y thuyét céng bang, ¢ két hop bd
sung bién niém tin nhu Hinh 1.

Céng bing thi tuc

H3

Céng bang twong tac

e
J

Sy hai long Ji.[ ¥ dinh phan nin

Hinh 1: M6 hinh nghién ciru

3 PHUONG PHAP NGHIEN CUU
3.1 XAy dung thang do va bang ciu héi

Béang hoi gdm 3 phan, phan 1 duoc thiét ké dé
hoi cac thong tin chung vé thué bao nhu thoi gian st
dung, loai hinh thué bao. Phan 2 duoc sir dung dé
khao sat thong tin chinh trong mé hinh nghién ctru
v6i cac thang do duoc thiét ké theo dang thang do
Likert 5 cAp do, tir “1 - hoan toan khong dong ¥ dén
“5 - hoan toan ddng y”. Phan 3 duoc thiét ké dé khao
sat cac thong tin vé ddc diém nhan khiu hoc cia chu
thué bao dugc khao sat.

Thang do c4c bién duoc mé phong cé didu chinh
tir cac cong trinh nghién ciru duge cong bé trude day
va c6 diéu chinh, dé xuit méi cho phu hop véi dic
diém ctia nghién ciru. Trong d6, 3 thanh phan cong
bang tham khao tir thang do dugc phét trién boi
Martinez-Tur et al. (2006), Turel ef al. (2008), Chiu
et al. (2009), Wu (2013); Yéu té Niém tin dwoc md
phong tir thang do cua Wu (2013), Turel ef al
(2008); Su hai long cua khach hang, y dinh phan nan
duoc ap dung tir thang do cia Voorhee and Brady
(2005), va Wu (2013).

Tiép theo, nhiing thang do tiém ning dwoc dich
sang tiéng Viét voi sy hd tro va bién tap ctia chuyén
gia dich thuat chuyén nganh Ngit van Anh. Sau do,
mét nghién ctru dinh tinh quy mé nho theo phuong
phap thao luan nhom chuyén gia duoc thyc hién dé
kiém tra mic d6 phu hop, kha nang ap dung cua bo
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thang do vao thuc té khao sat tai cac tinh PBSCL.
Cuoi cung, kiém dinh tién kha thi cling duoc thuc
hién dé kiém tra d9 tin cdy va gia tri thang do trudc
khi trién khai khao sat trén dién rong.

3.2 C& miu nghién ctru

Kline (2011) cho rang kich thuéc miu thong
thuong cia mé hinh phuong trinh cdu tric
(Structural Equation Modelling - SEM) dugc st
dung vao khoang 200. Trong truwong hop nay, md
hinh phuong trinh c4u trac 1a phuong phap chinh dé
phan tich dit liéu va tinh toan két qua. Do do, kich
thudc mau it nhat nén 1 200. Tuy nhién, dé dam bao
tinh khat quat, dong thoi do nghién ciru dugce thyce
hién trén mot dia ban rong 16n nén khao sat da tién
hanh diéu tra voi 1.000 khach hang.

3.3 Phuong phap thu thap dir liéu

Mot cude khao sat lat cit bang cach phong van
tay doi duoc trién khai nham thu thap dir liéu so cip.
Mau quan sat duoc chon theo phuong phap chon
mAu muyc dich. By la mot phuong phap chon mau
phi xé4c suit, di twong mau duoc chon dua trén
danh gia cua hoc gia (Black, 2010). Vi dleu kién
han ché vé ngudn luc, cong véi thuc té khi trién khai
khao sat nhom khach hang da ting gip van dé trong
st dung dich vu di dong ctia 3 nha mang 16n
Mobifone, Viettel va Vinaphone & 4 tinh, thanh cua
khu vye PBSCL 14 Can Tho, Tién Giang, Long An,
va Kién Giang cho thdy nhimng dbi twgng nay twong
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dbikhé tiép can. Do d6, phuong phap chon mau muc
dich c6 thé xem la phu hop.

Dap vién duge dé nghi mo ta vé trai nghiém cua
ho dbi vdi cac truc tric xay ra khi sir dung dich vu
di dong trong vong 6 thang qua trude khi cho y kién
ve cac cau hoi chinh. Trong sudt qua trinh, phong
van vién luon sin sang giai thich, tra 10 cac cdu hoi
¢6 lién quan nham giam thiéu sy hiéu 1Am ciing nhu
khuyén khich sy tap trung ciia dap vién.

3.4 Phwong phap phan tich dir liéu

Ngoai cac phan tich thong ké mo ta vé mau dicu
tra, nghién ctru nay thuc hién cac phan tich chu yéu
sau:

Phan tich Chi s6 Cronbach’s coefficient alpha dé
kiém dinh tinh nh4t quan ciing nhu do tin cdy cua
céc thang do. Nunnally (1978) cho rang ddi véi cac
nghién ctru mdi, nghién ctru co ban, thi hé s tin cay
ctia thang do duoc chap nhan khi nam trong khoang
tr 0,5 dén bé hon 1; Hair et al. (2003) dé xuét
Cronbach’s alpha dat gia tri tir 0,6 trd 1én thi rat tbt
cho phan tich, kiém dinh tiép theo.

Phén tich nhan t6 kham pha (EFA) gitip dénh gia
gia tri hoi tu va gia tri phan biét cua thang do. Theo
Hair et al. (2003), phén tich nhén t6 kham pha phai
thoa man cac yéu cau nhu: hé s tai nhan t6 (Factor
loading) > 0,5; h¢ s thich hgp KMO (Kaiser-
Meyer-Olkin) ném trong khodng 0,5 < KMO < 1;
kiém dinh Bartlett c6 y nghia thong ké (Sig. < 0,05);
va phan trim phuong sai toan bo (Percentage of
variance) > 50%.

Phuong phap phan tich nhan t6 khing dinh
(Conformatory Factor Analysis — CFA) la mot budce
tiép theo ctia phén tich EFA, dugc tién hanh nhiam
khang dinh sy pht hop cua thang do. Theo Hair et
al. (2009), CFA 1a can thiét dé kiém tra sy phi hop
gitta mo hinh do luong va bd dir li¢u dugc st dung.
Trong nghién ciru ndy, CFA duoc sir dung dé kiém
Bang 1: Két qua kiém dinh d¢ tin cay
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tra mirc d§ phu hop (model fit) cia md hinh.

Phan tich mé hinh phwong trinh cdu trac
(Structural Equation Model — SEM) duoc thuc hién
nhim xé4c dinh vai trd cua bién trung gian su hai
long cua khach hang dbi véi y dinh phan nan cia
khach hang. M6 hinh SEM dugc xem 13 phu hop néu
chi s6 Chi-square/degree of freedom bé hon 2 véi ¢&
méu nhé hon 200 va bé hon 5 voi c& mau 16n hon
200 (Kettinger et al.,1995). Céac chi sb TLI, AGFI,
CFI, c¢6 gia tri 16n hon 0,9 duoc xem la mé hinh phu
hop tot (Hair ef al., 1995; Hu and Bentler, 1999).
Chi s6 RMSEA bé hon 0,08 (MacCallum et al.,
1996).

4 KET QUA NGHIEN CUU VA THAO
LUAN

4.1 Khai quat miu diéu tra

Trong nghién ctru nay, 1.000 bang hoi da duoc
guri dén khach hang dang sir dung dich vu di dong
tai 4 tinh cua khu vuc PBSCL 1a Can Tho, Tién
Giang, Long An, va Kién Giang. Sau khi lam sach
dir lidu, c6 954 mau didu tra dat yéu cau va dua vao
phan tich. Trong 954 mau c6 486 ngudi 1a nit gidi
(50,9%) va 468 nguoi 1a nam gidi (49,1%); co 824
ngudi st dung thué bao tra trude (86,4%) va 130
nguoi ding thué bao tra sau (13,6%); Can Tho c6
305 méu (32%), Long An c¢6 290 mau (30,4%), Tién
Giang c6 198 mau (20,8%) va Kién Giang c6 161
mau (16,9%).

4.2 Do tin cay thang do va phan tich nhan
t6 kham pha EFA

Cronbach’s coefficient alpha dugc xem xét dé
kiém dinh tinh nhé4t quan ciing nhu d6 tin cdy cua
céc thang do. Gia tri sé Cronbach cua cac thang do
Y dinh phan nan (0,933), su hai long (0,887), cong
bangphan phoi (0,901), cong bang thu tuc (0,865),
cong bang twrong tac (0,905), va niem tin (0,903) déu
16n hon 0,6 (Bang 1).

Cronbach's
Cronbach's
Thang do Alpha néu
Alpha
x6a bién
Y dinh phan nan
COMPLO1 Trong 3 thang t&i, t6i chac chan sé phan nan vé cac van dé lam toi 0.921
khong hai long dén nguoi quan ly cia nha mang.
COMPLO2 T;gr;gh zlthang t61, 101 s& yéu cdu nha mang xur 1y sy ¢b ma t6i dang 0.901
T.rong 3 thang tdi, toi s& thao luan vé cac van dé toi gap phai trong 0,933
COMPLO3 qua trinh st dung vdi co quan quan ly hodc nhan vién cta nha 0,918
mang. ) i
COMPLO4 Trong 3 thang td1, toi s€ thong bao su co toi gap cho nha mang de 0.910

ho cung cép dich vu tbt hon.

Sw hai long
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Cronbach'

1)
Thang do Alpha ne Cronbach's
Alpha
x6a blen
SATISO1  Téi rat thich sir dung dich vy ctia nha mang di dong t6i dang dung. 0,858
SATIS02  Toi nghi rang t6i da ding dan khi lya chon nha mang nay. 0,852
SATIS03  Toi cam thay thoai mai voi nha mang di dong nay. 0,856
SATIS04 ;l;riong tuong lai, t6i s€ tiep tuc sir dung dich vu ctia nha mang hién 0.859 0,887
SATISOS Nhin chunAg, toi }131 lpng véi cac dich vu duge cung cap bdi nha 0.883
mang di ddng hién tai.
Coéng bang phin phoi
DISJUSO1 C:n.a t~r1 cua cac filch Yu to1 nhgn fiuqc tuong xing v&i muc gid ma 0.893
toi da tra cho cac nha mang di dong.
DISJUS02 T6i nghi rang gia tri cac dich vy ma t6i nhan dugc tr nha mang ty 0.880

1 thuén véi gia toi da tra.
DISJUS03  Toi nghi rang chét lugng dich vu mang phii hop véi gia ctia no. 0,878 0,901
T6i nghi rang phi dich vu ctia nha mang t6i dang dung phu hop véi

DISJUS04 £ - 0,874
chat luong cua no. )
DISIUSO5 Nﬁu xem xét ta:c ca cic khrla canh, nhitng dich vu dugc cung cap 0.872
boi nha mang nay 1a hop ly.
Cong bang thi tuc
PROJUSO1 Nﬂhunglchm}i .sacrl.l cua ?ha ’mang‘ di dong dugc ap dung mot cach 0.827
cong bang doi voi tat ca khach hang.
PROJUSO02 Nhitng chinh sach ciia nha mang di dong duoc ap dung kha on dinh. 0,818
~ ; , , \ . o2 , ~ 0,865
PROJUS03 NhNung canh §ach cua I}ha mang di dong dugc ap dung dua trén 0.823
nhitng thong tin chinh xac.
T6i nghi rang nha mang di dong s& 1am rd bat ky sy thay ddi nao
PROJUSO4 vé chinh sach va cung cap thong tin khi khach hang yéu cau. 0,842
Cong bang twong tac
INJUSO1 T91 daAduq(A: dO} xur cong bar}g trong suot qua trinh tuong tac véi 0.898
cac nhan vién dich vu clia nha mang.
INJUSO2 H.?'tho’ng hg trq‘lfha‘ch }}ang cua cdc cra hang cung cap nhiing 161 0.892
giai thich kip thoi va chinh xac.
INTUSO3 H@ thong ‘ho trg kgach hang cta cac nha mang di dong giai thich 0.879 0,905
cac quy trinh dé hicu.
INJUSO04 H:e_: tl‘long }10 t’rg }(hach hang cla cac nha mang di dong hoat dong 0.875
de dang va thua vi.
INJUSO5 I—£¢ tl}(?nig. ho trg khach hang cta cac nha mang di dong tuong tac 0.875
tot vai toi.
Ni€m tin
TRUSTO1 Dich vu cua nha mang di dong t6i dang dung 1a dang tin cdy. 0,890
TRUSTO2 Chlph s.ach dich vu cua nha mang di dong t6i dang dung la cong 0.874
khai, minh bach. ) 0.903
TRUSTO3 Caf: nha‘ mang di dong luon thyc hién ding cam két ctia ho vai 0.872
khéach hang. )
TRUSTO04 Toi tin vao nhitng thong tin ma nha mang cung cap cho toi. 0,862
Nguon: Tinh toan tir dit liéu diéu tra tai PBSCL, 2016.

Tiép theo, phan tich nhan t6 kham pha EFA Két qua EFA cho thdy KMO dat 0,929, céc bién
(phuong phép khai thac-Principal Axis Factoring, quan sat dugc nhom lai’dl'n’lg nhu thang do ban dau, hé
phép xoay-Promax) cung cap cho hoc gia mot cau s0 tai trén 0,4. Nhom yeu t0 cong bang tuwong tdc nhap
trac yéu té trong Pattern Matrix (cac bién quan sat Vvao v6i cong bang thii tuc, ¢6 thé duoc giai thich do
dugc nhom lai voi nhau theo miic d6 ndi twong ngudn goc cua yeu t6 cong bang tirong tdc duoc tach
quan—intercorrelation). tir cong bang thii tuc (Bies and Moag, 1986). Do do,
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sau khi phén tich EFA ta ¢6 két qua nhu Bang 2 dudi
day.

Bang 2: Két qua phén tich EFA

Yéu to

1 2 3
DISJUSO1 0,677
DISJUS02 0,789
DISJUSO03 0,801
DISJUS04 0,865
DISJUSO05 0,858
PROJUSO1 0,539
PROJUSO02 0,577
PROJUSO03 0,491
PROJUS04 0,561
INJUSO1 0,742
INJUS02 0,765
INJUSO03 0,920
INJUS04 0,861
INJUSO05 0,873
TRUSTO1 0,786
TRUSTO02 0,837
TRUSTO03 0,842
TRUSTO04 0,908

Nguén: Tinh todn tir diF liéu diéu tra tai PBSCL, 2016

Bang 3: Chi s6 phut hop ciia mé hinh

Tap 54, S6 1D (2018): 229-240

4.3 Phan tich nhin t6 khing dinh CFA

Theo Hair et al. (2009), CFA 14 can thiét dé kiém
tra sy phu hop gitta mo hinh do luong va bo dit liéu
trude khi tién hanh bude phan tich mé hinh phuong
trinh c4u trac SEM. CFA 1a phuwong phép nham xac
dinh su phu hop cta s liéu nghién ctru v6i mé hinh
ly thuyét. Voi CFA, nha nghién ctru ¢ thé biét co
bao nhiéu yéu td, c6 bao nhiéu bién trong timg yéu
t6 nhd vao cac nghién ctru trude d6 hodc mé hinh ly
thuyét da dugc xac dinh tir truée. Trong trudng hop
nay, CFA lam nhi¢m vu xem xét su phu hgp ciia md
hinh d4 c6 sin véi sb liéu nghién ctru. Noi cach khac,
CFA tim céach khang dinh su pht hop ciia mé hinh
Iy thuyét c6 san (ly thuyét cong bang) d6i véi sb licu
nghién ctru.

Trong nghién ctru nay, CFA dugc st dung dé
kiém tra mirc d6 ph hop (model fit) cia mé hinh
bang cong cu AMOS Graphics (Hinh 2).

Két qua CFA sau khi tién hanh ndi cac bién co
Modi cation-indices cao cho thiy cac chi s6 phu hop
ctia mo hinh déu du tét dé tién hanh cac phan tich
tiép theo (Bang 3).

Chi s6 phii hop Mikc yéu ciu Tham khio Gia tri
Chi-square/df <5 Wheaton et al., 1977 4,054
TLI (Tucker Lewis Index) >0,90* Hu and Bentler (1999) 0,944
GFI >0,85%* Hair et al. (1995) 0,919
CFI >0,95%* Hu and Benler (1999) 0,954
RMSEA <0,08** MacCallum ef al. (1996) 0,057

Nguon: Tinh todn tir diF liéu diéu tra tai PBSCL, 2016
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Hinh 2: Két qua phéan tich CFA
Nguon: Tinh todn tir dit lidu diéu tra tai PBSCL, 2016
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4.4 Phan tich phwong trinh ciu tric — SEM SEM duoc sir dung. Két qua cho thdy mé hinh co

P ST SV chi sé phu hop tdt, dap tmg cdc tiéu chi theo
beé kiém dinh cac gia thuyét nghién ctru, k¥ thuat v 2op p ung u auy

dinh thng ké (Hinh 3).
CMIN/df = 4.070
GFl = 918
CFl = .954
TLI =.943
RMSEA = .057
p =.000
70
o0 g|_DISIUSO5 7}l
DISJUSO4 1
DISJUS SJUS03 1 -
DI 1
9! DISJUSQ1 1
2, 67
& % TRUSTO4 2
. &) TRUSTO3 2
i ::: G, 26 i) TRUSTO2 -
> TRUSTO! 1
08 54 19
9
65
SATISO1
SATIS02
SATIS03 SATIS
SATISO4
SATIS05
-53
5%
COMPLO1 89w 87 W 28
COMPLO2 g™ N
COMPLO3 7
COMPLO4

Hinh 3: Két qua SEM
Nguon: Tinh todn tir dit lidu diéu tra tai PBSCL, 2016

Bang 4 cho thdy céng bing phan phdi, cong nhan. Két qua phan tich ciing cho thiy su hdi long

bing thii tuc c6 tic dong tich cue dén sir hdi long 14 bién trung gian quan trong dé dinh hinh y dinh
ctia khach hang, céc trong sb B lan lugt 12 0,276 va phan nan (B = -0,634 va P value = 0,000). Thong
0,540, gi4 tri Pyae tOt, két qua ndy cho phép cac gia ~ qua trung gian sy hai long, cac tién t6 cong bang
thuyét HI va H2 dugc chap nhan. Két qua yéu t6  Phdn phoi, cong bang tuong tac, va niém tin anh
niém tin c6 ¥ nghia gidi thich déi véi si hai long cha ~ huong dén y dinh phan nan, gia thuyét H5 dugce

khéch hang véi B = 0,224, gia thuyét H4 duoc chdp ~ chap nhdn.

Bang 4: Két qua mé hinh phwong trinh cu tric

Estimate S.E. C.R. P
Hl  SATIS < DISJUS 276 052 5345  ***  Chap nhan
H2  SATIS <-  PROIN 540 .054 9.950  *** Chép nhan
H4  SATIS < TRUST 224 039 5.683  *** Chap nhan
H5 COMPL <---  SATIS -634 041 -15.391  *** Chip nhan

Nguon: Tinh todn tir dit lidu diéu tra tai PBSCL, 2016
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4.5 Thao luan

Nghién ctru y dinh phan nan sau tiéu dung chi
méi duge xem xét gan ddy (Voorhees and Brady,
2005; Wu, 2013). bac biét, trong linh vuc dich vy
dién thoai di dong, chua c6 nghién ctru nao xem xét
vé ¥ dinh phan nan ctia khach hang. Viéc két hop fy
thuyét cong bang trong phan tich y dinh phan nan
dugc xem la mot trong nhitng nghién ctru méi cia
linh vuc nay. Do d6, nghién ctru nay dugc xem la
mot nd lyc ban ddu nhim khoa l4p phin nao vén dé
nghién ciru néu trén. DU con han ché nhit dinh
nhung dé tai da gop phan mé rong mé hinh Ly thuyét
cong bang. Phan tich cho thiy 3 yéu t6 tac dong tich
cuc dén su hai long cia khach hang gdm: céng bang
phdn phéi, cong bang thii tuc, va niém tin. Két qua
nay la kha twong dong v6i nhitng nghién ctru trude
trong linh vuc san xuat hang hoa nhu nghién ctru cia
Wu (2013).

Trong cac giao dich hang hoa, khach hang luon
¢6 xu huéng so sach giita gid ca chi tra v6i chét
lwong san phim/dich vu nhan duoc, dich vu dién
thoai di dong ciing khong ngoai 16. Néu gia tri dich
vu khach hang nhan dwoc khong tuong xtng vai sb
tién chi tra (tirc khong nhan duoc cong bang phdn
phoi) thi khach hang s& cam thy khong hai long va
¢6 xu huéng phan nan. Két qua nay co lién quan chit
ché véi 1y thuyét kinh té hoc khi cho ring con ngudi
duy 1y lubn c¢6 dong luc dé tdi da hoa loi nhuan va
giam thiéu chi phi trong giao dich xa hoi. Hon nita,
vai trd cla céng bang phdn phéi con duge nhan
manh do dic diém it twong tac vat 1y thuc su giira
khach hang va nha cung cap dich vu di dong. V&i
moi trudng it sy tiép xuc nhu vdy, viéc danh gia gitra
loi ich va chi phi chinh 1a diém quan tdm mau chdt
d6i v6i ngudi tiéu ding.

Céng bang thii tuc ciing 1a yéu té quan trong tac
dong dén sur hai long va y dinh phan nan cua khach
hang. Diéu niy c6 nghia 14 cic nha cung cép dich vu
can chu trong dén cac chinh sach nhu quy dinh giao
dich, thanh toan can duoc xac dinh rd rang. Cac quy
trinh dugc thu tuc nén dugce 1ap trinh vao hé¢ théng
va van hanh thong sudt nhim giup khach hang c6
thé d& dang ndm bit cac chinh sach dé lua chon dich
vu phu hop; tir d6 lam tang sw hai long véi chinh
sach cuia cong ty va giam y dinh phan nan. Mot diém
dang luu v khac 1a trong phan tich thang do & trén,
nhom thang do ctia céng bang tuwong tac da nhap vao
cung nhém véi cong bang thii tuc. Vi vy, cac cong
ty cling nén trién khai h¢ thong hd trg phuc vu khach
hang. Céc nghién ctru thyc nghiém da nhan manh sy
tuong tac giltra nhan vién véi khach hang cé anh
huong tich cuc dén su hai 1ong cua khach hang. Tuy
nhién, v6i dich vu dién thoai di dong c6 dic diém
thiéu twong tac vét Iy gitra nhan vién va khach hang,
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hé thdng hd tro kip thoi, hiéu qua va dé tiép can khi
ngudi tiéu dung can 1a rat can thiét.

Niém tin ¢6 quan hé tich cuc v6i sy hai long, ti
d6 anh huéng dén y dinh phan nan. Nhu vay, su hai
long c6 thé dugc cai thién néu khach hang hinh
thanh trang thai tam 1y tich cuc dbi voi nha mang.
Cu thé, niém tin duoc tao ra khi khach hang cam
thdy chinh sich ctia nha mang 1a cong khai, minh
bach va nha mang ludn thyc hién dung cac cam Kkét
cua ho voi khach hang. Do d6, cac chinh sach cua cac
nha mang nén dugc ap dung nhét quan giira cac nhom
khéch hang, cac goi cude, va cac khu vuc.

5 KET LUAN VA HAM Y QUAN TRI

Dé tai 80p phan cung cap can ctr khoa hoc ddi
voi cac tlen td tac dong dén y dinh phdan nan tix
hudng tlep can Ly thuyét cong bang. Theo do, nhén
dinh v& sy cong bang trong giao dich can phai dugc
chu trong nham mang lai sy hai long cho khach hang
va nho @6 s& han ché y dinh phan nan trong twong
lai.

Két qua nghién clru cho thiy chién lugc gia can
duoc cac cong ty tlep tuc quan tam vi khach hang
ludn c6 dong co t6i da hoa loi ich va toi thiéu hoa
chi phi. Cung cap dich vu c6 chét luong phu hop voi
mirc gi4 canh tranh van 1a chién lugc cdt 16 trong
tuong lai dé dat toi s hai long ctia khach hang. Bén
canh do, cac cong ty nén cb ging da dang hoa kénh
truyén thong voi khach hang. Kénh truyén thong sé
tao diéu kién cho cac tuong tac thudng xuyén, kip
thoi, chinh xac; huéng dén sy thau hiéu 14n nhau, su
tin tudng gitra khach hang va doanh nghiép.

Theo luge khao tai lidu, hién co rat it dé tai xem
xét chui d¢ ¥ dinh phan nan trong linh vuc dich vu
no6i chung va dich vu dién thoai di dong ndi riéng.
Do d6, nghién ciru ky vong s& cung cap nhiing nén
tang quan trong cho viéc nghién ctru chi dé nay
trong twong lai. Cubi cing, di c6 nhidu nd luc,
nghién ciru ndy van con mot s6 han ché nhét dinh:
1-Dit liéu phan tich chi thu thap trong pham vi 4 tinh
DPBSCL, do d6 két qua nghién ciru s& c6 han ché khi
ap dung vao cac dia phuong khac; 2-Do diéu kién
trién khai, phuong phap chon mau muc _dich duoc
lya chon, day la phuong phap chon mau phi xac
suat, vi vdy c6 nhitng diém yéu tu nhién trong viéc
khai quat hoa nhiing truong hop khac; 3-dap vién
dugc yéu cau mé ta vé cac tryuc tric xay ra trong qua
trinh st dung dich vu trude khi tra 161 cac cau hoi
chinh c6 thé tao ra xu huéng tiéu cuc, anh huong két
qua tra 161 cua ho. Tac gia mong rang, cac nghién
ctru tiép theo s& giai quyét cac han ché trong nghién
clru nay va gitp thay doi nhitng géc nhin chua tich
cuc vé hanh vi phan nan.
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Cubi cuing, sai sot 1a rii ro khong thé tranh khoi
trong hé théng quan tri, cach xur Iy ciia cong ty trong
nhing tinh hubng nay 1a cuc ky quan trong. Khach
hang s& cho cong ty biét nhirg van dé chua t6t dang
dién ra khi ho cam thiy y kién déng gop duoc ling
nghe, giai quyét. Pay khong chi don thuan 1a van dé
quén tri phan nan ma con gdp phan xay dyng uy tin
cua cong ty trong nhan thire cua khach hang. Do do,
phan nan nén dugc xem nhu 1a mot mon qua, 1a co
hoi tuyét voi dé nang cao long trung thanh ciia khach
hang (Voorhees and Brady, 2006) chir khong phai 1a
rc rdi cho cac cong ty (Kendall and Russ, 1975).
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