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MO PAU
1. U CAN THIET CUA BE TAI

IPTV la céng ngh truyén tai hinhanh kj thuat s5, Am thanh va
dir liéu i nguoi st dung bing giao thkc IP trénduong truyén
Internet king théng éng. Vi Ay, khac i céng nglé caa truyén hinh
truyén thng ch cé kha nang cung ép théng tindinh tuyén mot
chiéu, IPTV ¢6 ki ning to ra tinh ttong tac hai chiu i khach
hang.

Vi co s ha ting king ©ng hign nay, cungs khuyén khich tr
phia @ quan qan Iy nha mée trongung ding i tu giira ha ting
vién théng va h tang truyén din phat séng phét thanh tény hinh,
du tinh né § I thi treong tiém nang va hra hen dua lai nhiéu tién ich
cho khach hang.

Véi co 85 ha ting mang ludi da dugc dau tr khai thac éch w
dién thaai cb dinh va Internetd cé, nleng hién nay $ thué bao &

dinh va Internet c6 xuddng bao hoa va khach hang c6 khuynh

hudng sr dung dién thaai di dong va truy ép 3G cho nérdé khong
lZng phi ngan tai nguyénia dau t, tip doan quyt dinh phat huydi
da hiéu qua caa hing théngduong tic mang legi dé khai thac éth
vu MyTV nhim dem hi doanh thu chaap doan.

Thang 10/2009 VNP Pa Ning da khai trrong dch w truyén
hinh cdng ngh IPTV vai tén @i 1a MyTv. Thé nhung chodén nay
dich w truyén hinh IPTV ¥n chra thu hatdwoc ar quan tam ga
ngudi dan trén & nuéc n6i chung va ngdi dan ki TP Pa Ning noi
riéng.

Viéc lam khach hang hai londf ty thanh ndt tai sin quan
trong dbi véi cac doanh nghp, dé tir d6 nang cao ang lrc canh
tranh @ia DN. Xuit phat fr cAc thrc t trén, em chn d tai nghién
ctru “Nghién cru sr hai long ¢ia khach hangisi véi dich w truyén
hinh MyTV ¢i TP Pa Ning”.
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2. MUC TIEU NGHIEN C UU CUA PE TAI

Dé tai nghién ¢u duoc thec hién véi muc tiéu:

- Xac dinh cac nhandtbén tronganh hrong dén sr hai long
khach hangisdung dch wi truyén hinh MyTV.

- Do leong mrc d6 anh hréng aia cac nhandtddi vai sy hai
long aia khach hangisdung dch w MyTV cia VNPTDa Ning.

- Kién ngh mot sb giai phap nfim nang caows hai long khach
hang & chit lwong dch w truyén hinh MyTV &i thanh plé ba
Nang.

3. PHAM VI VA PH UONG PHAP NGHIEN CUU

Déi tuong nghién ¢u la nhém khach hang ca nhdang sr
dung dch w truyén hinh MyTV dia VNPTDa Ning it nhit 6 thang.

Quy trinh thrc hién nghién au:

- Nghién au dinh tinh

- Nghién @u dinh lrong

Théng tin thu thp duoc $ duoc xu ly bing pHin mém SPSS.
Thangdo sau khidugc danh gia Bng phrong phap B s tin ciy
Cronbach alpha va phan tich nhankham pha EFA, phan tichbh
quy bbi duoc sr dung dé kiém dinh mé hinh nghiéniwi.

4. Y NGHIA THUC TIEN CUA BE TAI

Cung d@p théng tin thrc & vé cac bén $ co the tacdong dén
si thda mén ¢a khach hangusdung dch wi IPTV.

Lam @ s cho VNPTDa Ning tham kko dé hoachdinh chén
lwoc kinh doanh @a minh va hinh thanh cac éhilwoc Marketing
cho dch vua MyTV.

Giap VNPTDa Ning #ip trung 6t hon trong véc hach dinh
cai thién chit lugng dch wi MyTV va phan phi cac ngen lyc, ding
nhu kich thich nhan viédé cai thién chit lvong dch w tét hon.

5. CAU TRUC CUA LUAN VAN
Gom phin ms dau va 04 clrong.
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CHUONG 1-00 SO LY LU AN VA THUC TIEN

1.1.PINH NGHIA VA PAC PIEM CUA DICH VU

1.1.1.Pinh nghia dich vu

Theo Zeithaml & Britner (2000),ich w la nhirng hanh vi, qua
trinh, cach thic thyc hién mot cdng viéc ndodé nhim tao gia ti s
dung cho khach hang lamdh man nhu au va mongdoi caa khach
hang.

Theo Kotler & Armstrong (2004),ich w1 1a nHing hat dong
hay ki ich ma doanh nghp c6 tté cong hién cho khach hang dm
thiét 1ap, cing @ va nmo rong nhing quan B va hyp tac lau dai i
khach hang.

1.1.2.Dic diém dich vu

1.1.2.1. Tinh v6 hinh

1.1.2.2. Tinh khdndong nhit

1.1.2.3. Tinh khéng étach wi

1.1.2.4. Tinh khéngel giiz duoc
1.2. CHAT LUQNG DICH VU

1.2.1. Khai niém chét lwong dich vu

Chét luong dch w duoc dinh nghia hing nhéu cach khac
nhau tly thac vaoddi tuong nghién ¢u va méi trong nghién ¢u.
Chat lugng dch w 1a mrc d6 ma nét dich wi dapng duoc nhu éu
va ar mong dgi cia khach hang (Lewis & Mitchell, 1990;
Asubonteng & ctg, 1996; Wisniewski & Donnelly, 1996
Edvardsson, Thomsson & Ovretveit (1994) cirgrcHit luong dch
vu la dch w dapung dugc ar mongdoi cia khach hang va lam tho
man nhu 8u cia hp. Theo Parasuraman & ctg (1985, 1988)%tch
lvong dch w la khaing cach dgira sr mongdoi cua khach hang va
nhian thic cia hp khi da st dung qua déch w.

1.2.2. CAc $u té cAu thanh chit lwong dich vu

Co thé phan tich cht lugng dch w thanh 2 thanh pgim ciu
thanh cti yéu nhr sau:
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- Chit lugng trén plrong dién ky thuat (hay plin arng aia
chit luong).

- Chit lugng trén plrong dién chrc ning (hay pAn mém cia
chit luong).

1.3. I HAI LONG KHACH HANG

1.3.1. Sr can thiét do lwong mirc d9 hai long khach hang:

- Hiéu duoc mic d6 hai long @a khach hangié quyét dinh
cac hat dong nfim nang cao thda mana khach hang.

- CO thé danh giaduoc higu qua cia cac hat dong nhim nang
cao & hai long @¢ia khach hang.

- CAc thong tin, & qua diéu tra gidp so sanhia do thda man
cua khach hang,u két qua khéngdat duoc haic mic do thda man
khach hang tip thi nguyén nhan céértugc tim hiéu va hanhiong
khic phuc cé ti¢ duoc thee hién.

- So séanh §i d6i tha canh tranh.

1.3.2. Khai niém s hai long khach hang

“Sy hai long @a khach hang laws so sanh ch quan gira
mi:c d¢ mong medn aia khach hang di thuc t dap 1ng ¢ hai long
cia mgt sin phim hay it dich w”.

1.3.3. Phéan lai s hai 16ng khach hang

1.3.3.1. Theo it 3 nha nghién aru

C6 thé phan lai sy hai Iong Ga khach hang thanh 3alova
chdng cé s tacdong khac nhadén cac nha cungip dich w:

- Hai long tich ac (Demanding customer satisfaction)

- Hai 16ngdn dinh (Stable customer satisfaction

- Hai 1ong thu dong (Resigned customer satisfaction)

1.3.3.2. @n o vao phin #ng tinh thdan khi nhu cdu cia
khach hangduwgc dap iing c6 thé phan chia s hai long aia khach
hang theo cac lgi dusi day. thda man, vui & giai thoat, noi la,
ngac nhién n¥ng 5.
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CAc tang thaidéu 1a sr hai long @a khach hang ning li cé
su khac bét rat Ion.

1.3.3.3. @n aF vao cac dng lép khac nhau @a hé thong
kinh doanh tiéu the

- Srr hai 16ngddi véi doanh nghip

- Sy hai 16ng i hé théng kinh doanh tiéu ththi truong

- Sy hai 16ng ¢ san phim, dch

- Sr hai l16ng & nhan vién

- Sy hai long ¢ hinhanh va méi taong

Trong cac phong dién hai long éa khach hang thigshai long
vé san phim va dch w 1& @ ban nhrng ding khéng vi th ma coi
nhe nhiing y kién nhan xétdanh gia éa khach hangdcac phlrong
dién khac.

1.3.3.4. @n ci vao giaidogn phat trién khac nhau trong qué
trinh mua, c6 thé phan lagi sw hai l1ong aia khach hang thanh bn
logi nhar sau:

Su hai long treée khi mua, g hai l1ong khi mua hangushai
long khi st dung, sr hai 1ong sau khitsdung.

Nhu vy, chi khi suy ngfi toan dén v nhu du adia khach
hang, ta rii c6 thé tao raduoc cim giac hai Iong hoan todnkhach
hang.

1.3.4. Cac nhané anh huéng dén sir hai long khach hang

Sy hai Iong @a khach hang ¢h tacdong aia nhiing nhan &
sau:

1.3.4.1. Cldt lwong dich w

Chét lwong dch w duoc dinh ngha hing nhéu cach khéac
nhau tly thac vaoddi tugng nghién ¢u. Xét mdt cach éng tre,
chit lvong dch w bao @m céacdic diém sau:Tinh wrot tréi, tinh
ddc tneng aia sin phim, tinh cunging, tinh théa man nhuwa, tinh
tao ra gia tn:
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R® rang, cht luong dch w gin lién i cac gid tr duoc tao ra
nhim phuc wu khach hang.

1.3.4.2. Gia @ hang hoa

Gi4 @ la hinh thirc biéu hién bing tién cia gia ti hang hoa va
dich w. Gi4d @ dugc xacdinh dra trén gia tr sr dung va @m nhin
cua khach hangdvsain phim, dich w ma minh & dung. Ngoai ragdé
danh gia taaiong aia nhan & gia @ dén ar hai long khach hang,
chdng ta &n xem xéiddy du hon & ba khia enh sau:

- Gia so i chit lugng.

- Gia so i cacddi thu canh tranh.

- Gia so wi mongdgi caa khach hang.

1.3.4.3. Thwong hiéu

Thuong hiéu 1a khai ném luéndi lién v6i nhitng gia ti vo hinh
trong tém thic ngroi tiéu dung. Tt ca doanh nghip hait dong
trong th truong khi xay drng throng hiéu, ngoai mac dich xay drng
hé théng nhin dién dbi véi cong ty va én phim, con nét muc dich
cao @ hon dé la 1am sao clim giit vi tri TOM (Top of Mind) trong
tam tri khach hang. M quan I§ giita throng hiéu va s lién wong
cua khach hangldi véi cac théc tinh @a throng hiéu théng qua
danh téng, uy tin, 1ong tin a chinh ngoi tiéu dungddi véi thuong
hiéu.

1.3.4.4. Khugn mai quing céo

Chuong trinh khugn mai quing cdoduoc cho 1a Bp din 16i
cudn khach hangtuoc thé hién qua caatic diém nhr chrong trinh
khuyén mai throng xuyén, Ap din va duoc khach hang thich tha
tham gia mua hang.

1.3.4.5. Och w gia tang

Dich w gia ting chinh |a rit trong cac yu t6 dé phan bit
dich wi cia cac nha cungip trén th trudng. Cung kinh doanh b
nganh dch w nhung doanh ngltp nao cung 4p duoc nhigu dich wi
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gia ting dic treng di kem fon thi doanh ngldp d6 thu hatdugc
nhiéu ar quan tam bn aia khach hang vaédao ra s hai long ton.

1.3.4.6. H trg khach hang

Khi chét lugng dch w cia cac nha cungip trén th truong da
la nhr nhau thi éth w khach hang chinh lau thé canh tranh tranh
trén th truong. Dich wi khach hang baodgn hé théng b tro khach
hang va quy trinhditrg khach hang & khiéu nai, khiéu kién.

1.3.4.7. g thudn tién

Sy thuan tién trong nganh kinh doantiah w rat quan tong,
né khéng chchi phi viéc khach hang &p cin dich w ma con th
hién & viéc khach hangisdung dch wi iy nhr thé nao.
1.4. CAC MO HINH NGHIEN C UU SU HAI LONG KHACH
HANG

1.4.1. M6 hinh SERVQUAL

Parasuraman & ctg (1985, 19883 dua ra md hinh &m
khoang cach cht lwong dch w. Chit lugng dch w1 bao @m nim
thanh pln oo ban, d6 la:

1. Tin @y (reliability)

2.b4apung (resposiveness)

3. Nang lec phic wu (assurance)

4.DPdng cam (empathy)

5. Phrong tién hitu hinh (tangibles)

1.4.2. M6 hinh Kano

M hinh Kano ¢ sy thoa mén khach hang phan chiaghainh
hang héa vaidh wi ra 3 lai: can ban, thec hién va kich thich. Mt
san phim anh tranh phi dap ung thuc tinh @n ban, ©i da hoa
thuc tinh thrc hién va cang nkiu thue tinh kich thich ma né coéh
c6 6 mot mirc chi phi th tredng cHip nhan.

10

Hai long L, 3 }
\ Thudc tinh kich thic

Thuoc tinh thec hién

A
Khongdugc /

/m@n kan

Khéng hai long

Hinh 1.2. M6 hinh hai long khach hangia Kano

1.4.3. M6 hinh nghién &u s hai long khach hang trong
nganh théng tin di dong aia M-K.Kim et al

~

Chat lugng dch wi

Gia a dich w

Su hai long khach

Hinhanh throng higu hang

Khuyén mai, quang céo

Dich w gia &ing

J

Dich w khach hang

J

Hinh 1.3. M6 hinh hai long khach hangia M-K.Kim et al
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1.4.4. Nghién é&u s hai Iong khach hang & dung dich vu
truy &n hinh cap aia hang Telesign Inc:Nghién aru duoc thyc hién
trén 1350 khach hangrsiung dch w truyén hinh capy 3 thanh ph
I6n aia nréc My d6 la New York, Los Angeles va Chicago. Nghién
ctru st dung thangdo ti 16 1 dén 10dé danh gia 4m quan tong aia
12 nhan & cua dch wi truyén hinh capit d6 danh gia g hai long éa
khach hang &i do tin ciy 95% va sai & 3%.

Nghién d@u ch ra fing, khach hang it quan tam ehit luong
chwong trinh trugn hinh hay ith w gia ting ma khach hang quan
tam nhéu dén chit luong dch wi ¢t 16i va dch w khach hang.

STT Yéu t6 do lwong Tam guan S" ha
trong long

1 Hinhanh rd rang 9.47 7.80
2 | Cung ép chrong trinh c6 cht lvong 9.01 7.88
3 Cé it, haic khdng c6 s gidndoan 9.11 6.94
4 ba cang goi aréc 9.16 7.57
5 Giaa hop ly 9.03 6.70
6 C6 chrong trinh caidat don gian 8.43 7.95
7 | C6 nhéu tién ich st dung 8.59 7.29
8 | C6 chrong trinh t& phi cho ni lan xem 6.26 8.12
9 Khéi phuc lai dich wi ding ken 9.08 7.58
10 | D& dang liéndc vsi TT DVKH 8.95 7.14
11 | P4putng nhanh khi cowsgiandoan xay ra 9.10 6.73
12 | Hoéadon tinh aréc chinh xac vadhiéu 9.09 8.08

1.45. Nghién aru “Cable & Satellite TV: Which is
better?”: Bé danh gia s hai long @a khach hangdi véi hai loai
dich wi truyén hinh \é tinh va trugn hinh cép, nghiénio da sr
dung cac nhanitdanh gia nir sau:

(1) S lugng kénh trugn hinh : Selection of channels
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(2) Cht lvong hinhanh : Picture quality
(3) Chit lvgng &m thanh : Sound quality
(4) Dich w kh&ch hang : Customer services
(5) Gia @ hop ly : Value for money

Két qua nghién @u cho thy & ca 5 nhan & danh gia thi s hai
long aia khach hang trén hinh \é tinh 1a cao nht, tiép dén 1a
truyén hinh cép tin Bu s va ci cing 1a trugn hinh cap tin Bu
tuong tu.

1.4.6. Nghién &u s hai long khach hangdéi véi hai loai
truyén hinh vé tinh va truyén hinh cap ky thuat sé cia
CONSUMMER REPORT niam 2007: Nghién @u dugc thuc hién
trén 35.660 khach hang slung dch wi truyén hinh \é tinh va trugn
hinh cap @a 12 hang trudn hinh khac nhawitMy. Nghién ¢u da
dua ra cac phan tichrd nha cung 4p dich w dich w truyén hinh
cua khach hangutng tr nhe nhe nghién &u cia rim 2004, a thé
nhu sau:

(1) Sb luong kénh trugn hinh ~ : Channel Choice

(2) Chat lugng hinhanh : Image Quality
(3) Chit luong am thanh : Sound Quality
(4) Sutin ciy : Reliablity

(5) Giaa hoply : Value for money
(6) Hb tro khach hang : Support

Két qua nghién &u cho thy ring: khach hang hai longsiv
dich w truyén hinh \é tinh nhiéu hon dich w truyén hinh cap. Cac
hang trugn hinh c6 & lugng k&nh phong pha, éhlugng hinhanh
va am thanhét thi ti 1& hai 16ng cao &n, hay néi cach khac, khach
hang quan tdm néil ¢én chit lugng dch w hon gid & hay dch w
khach hang.
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1.5. GIOI THI EU VE CONG NGHE TRUYEN HINH IPTV
1.5.1.Pinh nghia IPTV
Internet Protocol TV - |a emg truyén hinh Kt hop chit chg
véi mang vién théng. N6i éng hon IPTV 1a dch w gid ti gia ting

s dung mang hing ©ng IP plic vu cho nhéu ngroi dung (user).

Cac user co6 ththong qua may vi tinh PC #io may thu hinh ph
thdng ®ng Wi hop phdi ghép set topbo#é sir dung dch wi IPTV.

1.5.2. Mot sb dic tinh caa IPTV

- Hé tror truyén hinh trong tac

- Sr dich thyi gian

- Ca4 nhan hoa

- Yéu @u vé bang thdng thp

- Hé tro nhiéu logi thiét bi dau cwi

1.5.3. C4c dch vu cung dp béi IPTV

- Cung @p cac dch w quang ba

- Cung ép céc dch w theo yéu éu

- Cung ép céc dch w trong tac

1.5.4. S khéc biét giira IPTV va truy én hinh Internet

Do déu dugc truyén trén nang dra trén giao thc IP, ngroi ta doi
lic hay nim IPTV 1 trugn hinh Internet. Tuy nhién, 2ath w1 ndy c6
nhiéu diém khac nhau:

- Puroc truyén ti trén ren mung khac nhau:

- Vé mat dia li

- Quyen s hizu hg tang mung

- Co ck¥é truy aip
1.6. GIOI THI EU VE DICH VU TRUYEN HINH MYTV C UA

VNPT DA NANG

1.6.1. Kénh phan pléi dich vu

Vién théngba Ning wi vai tro ladai ly caa Cong ty phn
mém va truyn théng VASC clu trach nhgm giao dch tc tiép voi
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khach hangtt phat trén thué bao, tinhuc va thu adc, ban thit bi
dau cudi, cham séc khach hang, gog céo, khugn mai,...Pon vi
chi quan aia dch wi MyTV la Céng ty plin mém va trugn théng
VASC quan K gian tép vsi khach hang théng qua thong ©ng dai
hé trg khach hang 18001255 #m websitehttp://www.mytv.com.vn

Hién tai, Vién thongba Ning c6 3 kénh phan phla aira hang,
T kinh doanh fip thi vadai ly

1.6.2. C4c dch vu caa MyTV

Truyén hinh Phim truyn, Am nluc, Karaoke S6ng phat thanh
triec tuyn, Games Chia & hinhdnh, Théng tin én biét, Tiép thi
truyén hinh Thé thag Tra aiu diém thi, Tin tizc, Doc truyén.

1.7. TOM TAT CHUONG

CHUONG 2 - THIET KE NGHIEN CUU

2.1. MO HINH NGHIEN C UU PE XUAT

Trén @ s tim hiéu va phan tich cac md hinh nghi&muoé sr
hai 1ong khach handa duoc ap ding ong réi trong nkiu linh wrc,
cac mo hinh nghiéni va Kt qua nghién @u vé linh wrc truyén
hinh, ddng thyi xuat phat fr muc tiéu nghién ¢u caa dé tai, vadic
diém ocia dch w truyén hinh MyTV, mé hinh nghiéniu d& ngh s
dung trong nghiénteu sr hai long khach handbi véi dich w truyén
hinh MyTV tai tp Ba Ning duoc dé xuat gdm cac nhand nhr sau:

(1) Chit lugng dch wi cbt 16i

(2) Gia c hop Iy

(3) Dich w gia ing

(4) Dich w1 khach hang
2.2. MO TA CAC THANH PHAN VA CAC GIA THUYET

TRONG MO HINH NGHIEN C UU

+ Chét lwong dich vu cbt 16i:
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Trong md hinh nghiénua, chit lvong dch wi ¢t 16i md &
cacdac diém chit luong dic treng Von cé @a dch wi truyén hinh.
Khach hang &hai long u ho nhan thay dich wi truyén hinh MyTv
that sy mang i mot chuong trinh clit lugng cao cho @i [an xem.

Gid thuyét H, : Chat lirong dich w cot 16i tang (giam) thi s
hai Iong @ia khach hanging ting (giam) theo. Hay noi cach khac,
Chit lwong dich w cot I8i trong quandong bien |1&n s hai long @a
khach hang.

+ Gid ca hgp ly:

Trong md hinh nghiénael, gia é@ hop ly mé & cam nhan cia
khach hang & sr twong quan dia $ tién minh b ra so i chat
lwong dch wi mang 4i. Trong qua trinhis dung, réu dich w truyén
hinh MyTV cung ép dem hi sy hai 16ng cho khach hang thi khach
hang ém thy sb tién minh I ra la trong duong Wi chét lvong nhin
dugc.

Gid thuyét H, : Néu réu gia i hop ly tang (gizm) thi s hai
Iong aia khach hanging ting (giim) theo. Hay néi cach khéac, gia
ca hop ly trong quandong bién 18n s hai long @a khach hang.

+ Dich vu gia tang:

Trong mé hinh nghiénuwi, dch w gia tng md & sy phong
pha aia cac gch w cong thém do gth wi truyén hinh MyTV cung
cAp ma céac lai truyén hinh khéac khong c6 ho c6 it lon va st hiru
ich aia n6. Khach hangs<hai ldng Bu ho nhan thiy dich w truyén
hinh MyTv thit sy mang &i sy hiru ich cho khach hang.

Gid thuyét H; : Chdt lirong dich w gia ting ting (giam) thi s
hai Iong aia khach hanging ting (gium) theo. Hay néi cach khéc,
dich w gia tng tong quandong bén 1&én s hai long @a khach
hang.
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+ Dich vu khach hang

Trong md hinh nghiénua, dch w khach hang baodg he
thong b trg khach hang va quy trintdhrg khach hang & khiéu rai,
khiéu kién. Dich w khach hangdt khién khach hang yén tamis
dung dch w, tin tréng vao nha cungap dich w va nang cao trt
d¢ théa man ¢a khach hang.

Gid thuyét H, : Néu chit luong dich w khach hang #a dich
vy MyTV ting (gim) thi % hai long @¢ia khach hang ing ting
(giam) theo. Hay noi cach khacjcth w khach hangitong quan
dong bign 18n s hai long @a khach hang.

M6 hinhduoc viét lai theo phrong trinh nhr sau:

HL(Y)=a+a*H;+a*Ho+ & Ha+ a* Hy e
2.3. QUY TRINH NGHIEN C UU

Nghién d@ru € duoc thuc hién qua hai giatioan, do la :
Nghién aru 3o b dung plrong phapdinh tinh va nghiénm
chinh thrc dung plrong phapdinh hrong.

2.4. NGHIEN CUU PINH TiNH

CAch thirc nghién ¢u o day sr dung ky thuat phong van, thio
luan nhém va hi y kién chuyén gia.

2.4.1. Thio luan nhom

Nghién @u 2 bd dugc thyc hién thdng qua plrong phap
nghién &u dinh tinh tho luan nhom. Nhém tho ludn 10 ngroi véi
do tudi tir 25 dén 50 |a nling khach hangua VNPT ba Ning sr
dung dch w MyTv it nhat 6 thang. Nghiéniw nay dingdé diéu
chinh va B sung thanglo sao cho phudp v6i dich v MyTV. Cac
cau hvi trong dan bai tho luin nhém @m trong pln phu luc 1.1 va
két qua thao luan nhoém Am trong phr luc 1.2.

2.4.2. Phrong phap chuyén gia

Ap dung phrong phap chuyén gia vao qua trinh nghiémw ¢
nay, tac gi dd moi cac chuyén gia la caaiing trung tdm nin: trung
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tam ghi dap khach hang 800126, trung tamirmhsoc khach hang,
phong » ly khiéu nai, phong gan Iy mang va dch w, phong kinh
doanh tép thi tham giadéng gép y kén cho ting cau Bi vira duoc
hinh thanh trong pim thio ludan nhém. Céac y Kn déng goép xay
dung duoc tiép thudé hoan clnh théng tin va #ng cau bi trudc khi
xay drng phéu diéu tra va phattén tin tay khach hang.

2.4.3. Két qua nghién atu dinh tinh va hiéu chinh thang do
cho dé tai

Dua trén Kt qua nghién @u dinh tinh, éing nhr tham ko cac
thangdo tir cac nghiénu di trudc, tac gi da hidu chinh, b sung va
xay drng thangdo hoan cinh cho céac §u t6 trong mé hinh nghién
ctu cia minh.

2.4.4. Tom fic két qua nghién aru dinh tinh va hiéu chinh
thang do cia dé tai

Két qua duoc tom it theo king sau :
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Gia tri gia tang

11 | Truyén hinh MyTv c6 nhiu dich w gia ting GT1

12 Céc dch wi gia ting ludn ludndugc cip nhat moi GT2

13 | CO6 nhéu tién ich sr dung chrong trinh. GT3

14 Céch & dung céc #n ich @ia dch w MyTV rét don gian. GT4

Dich va khach hang

15 Thi tuc hoa mang, Ep dat dich wa nhanh chéng. KH1

16 | Thyi gian khic phuc ar ¢6 nhanh. KH2

17 | Hoéadon tinh aréc chinh xéc & hiéu. KH3

18 | C6 nhéu diém hb trg khach hang KH4

19 | Thvi gian gii quyét khiéu nai nhanh chong. KH5

20 | Tongdai chim s6c khach hangtrg nhanh chong. KH6

21 Nhan viéndi cacdiém giao dch phuc wu nhiét tinh than thin. KH7

Sw hai long aia khach hang

27 Anh/ch hoi";m toan hai longdv chat luong dch wi MyTV cua HLL
VNPT ba Ning

23 Anh {Ch hoan toan hai Idngov gia c dich w MyTV cua VNPT HL2
ba Nang.

24 | Anh/ chihoan toan hai long khi lamad véi VNPT Da Ning. HL3

STT Bién quan séat M,é
héa

Chit lweng dich vu cbt I5i
1 Dich v MyTV c¢6 chit lvong hinhanhdep, ré nét. cL1
2 Dich wu MyTV c6 chit lvogng am thanh trung tie, $Sngdong. CcL2
3 | Dich wi MyTV c6 $ luong kénh trugn hinh phong ph. CL3
4 | C6 nhéu kénh trugn v6i hinhanh c6do phan gii cao. CL4
5 | C6 nhéu kénh trugn hinh hay. CL5
6 Trong qua trinh xem tinéi khéng b chap chon, 6t mang. CL6

Gia ca hop Iy

Chi phi hoa mng hién nay la phu ép. GC1
Chi phi thué bao hang thanguritién nay la phu &p. GC2
Cudc phi $r dung céac dch wi gia ting hién nay la phu &p. GC3
10 | Pa chng g6i ardc rat phi hop véi nhu éu cia khach hang. GC4

2.4.5. Thiét ké bang cau i

Bang cau i chinh thrc dugc Sr dung trong nghiénteu
gom c6 cac phn sau : Pn 1: Théng tin ¥ s danh gia @a
khach hang & chit liwong dch w MyTV va s théa mén @a
khach hangPhin 2: Théng tin ¥ dap vién.
2.5. NGHIEN CUU PINH LUQNG

2.5.1.Phrong phap thu thap théng tin va d@ miu : Dit liéu
dugc thu thip théng qua hinh ttt phbng Van trec tiép. Tac gi da
giri di 400 bing cAu bi va nhan dugc hoi dap 352 Bng, trongdé co
308 king tha: man yéu au vaduoc sr dung dé phan tich.
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2.5.2. Phrong phap phan tich di liéu
+ Phan tich mé d Dé phan tich cac thc tinh dia nmu
nghién @u nhr: théng tin ¥ do tudi, gisi tinh, thu nkp hang
thang...
+ Kiém dinh va danh gia thangdo: Bé danh gia thangio
cac khai nim trong nghiéneu, cin phai kiém trado tin cay, do gia

tri caa thangio qua phén tich Cronbach’s Alpha va phan tich EFA.

+ Phan tich Wi qui da bién: Bé xacdinh mbi quan I giira
cac nhom kin doc lap (cac nhand thanh phn) va nhom in phy
thuoc (ar hai 1ong) trong mé hinh nghiéitg.

+ Phan tich ANOVA:Nhim xacdinh anh hréng dia cac
bién dinh tinhddi véi sy hai long @a khach hangisdung dch w
truyén hinh MyTv
2.6. TOM TAT CHUONG

CHUONG 3 - KET QUA NGHIEN CUU
3.1. MO TA MAU
3.1.1. Phrong phép thu thap dir liéu va ty 1¢ hoi dap
Phrong phap thu tip di liéu la ptong van tryc tiép doi
teong nghién ¢u va @i bang i truc tiép d¢én ddi twong nghién au.
Kich theéc mau la 308.
3.1.2. M6 & thong tin mau
Gom théng tin ¢ chit luong dch w MyTv va théng tin ¢
nguoi dugc phong van aia mau nghién éu.
3.2. KIEM DINH VA PANH GIA THANG DO
3.2.1. Phan tich Cronbach’s Alpha
Can phai loai bo myc hoi CL6 cia thangio “Chat lwong dch
vu ¢t I8i” va loai bé muc KH2 aia thangdo “Dich w khach hang”.
Nhu vay con hi 22 bién dugc chip nhin dwa vao phan tich nhag t
(EFA) & budc tiép theo.

20

3.2.2. Phan tich nhané kham phéa (EFA)

+ Phan tich nhan & cho cac bén dgc lgp: Thuc hién bing
phueong phap Principal Axis Factoringsivphép xoay Promax vaéh
s6 Kappa ling 4. Két qua c6 04 nhand duoc trich rair két qua phan
tich gom 22 bén quan sét.

+ Phan tich nhan & cho cac bén phu thugc: St dung
phueong phap Principal Component§iyhép xoay Varimax. B qua
tat ca cAc bén quan saféu co 1 b tai nhan® > 0.4
3.3. KIEM PINH MO HINH VA CAC GI A THUYET

3.3.1. Phan tich trong quan

Két qua phan tich cho #y, tit ca cac bén doc lap (CL, GC,
GT, KH) déu c6 trong quan i bién phs thusc (HL) & mic y ngha
1%.

3.3.2. Phan tich bi qui da bién

Tom lai, dua vao Kt qua phan tich Bi qui, tac g két luan :
C6 04 nhand tacdong dén ar hai 1ong khach hangrsdung dch w
truyén hinh MyTv : (1) Cht lugng dch w cbt 16i; (2) Gia @ hop ly;
(3) Dich wi gia ting; (4) Dich w khach hang. Trong 4 nhaé trén,
nhan 6 “Dich w gia &ng” cé tacdong lon nhit d&én “Su hai long”
v6i hé sd hdi qui 1a 0,373, nhanbtcé tacdong nho nhit 1a “Gia a
hop ly” véi hé sd hdi qui la 0,100. Kt qua hdi qui dugc biéu dién
dudi dang toan bc nhr sau :

HL = 0,067 + 0,373*GT + 0,358*CL + 0,111*KH + 0,0tGC

3.3.3. Cac nhan & anh hwéng dén s hai long dich vu
truy én hinh MyTv

v Dich w gia tang :

Hé sd hoi qui nay la 0.373diéu nay c6 ngta : trongdiéu kién
cac nhand khac khongidi, khi “Dich wi gia &ing” ting 1én 1don vi
thi “Sy hai long” € tang 1én 0.373.
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v’ Chdt luong dich w cot 16i:

Hé sb hdi qui nay 1a 0,358, c6 nd : trongdiéu kién cac nhan
t6 khac khongioi, khi “Chét luong dch wi ¢bt I6i” tang Ién 1don vi
thi “Su hai long” € tang Ién 0,358.

v Dich w khach hang:

Hé s trong quan gia “Dich wi khach hang” i “su hai long”
la 0,111. Trc 1a réu nhan thic V@ dich w khach hanging Ién 1 thi
s hai 1ong khach handdi voi dich w ting 1én 0.111 &i diéu kién
cac nhand khac khéngtoi.

v Gida hoply:

Hé s hdi qui nay 1a 0,100; c6 ngh : trongdiéu kién cac nhan
t6 khac khongidi, khi “Gia ca hop ly” tang Ién 1don vi thi “Sy hai
Iong” <& tang 1én 0,100.

3.3.4. Kiém dinh céac g thuyét

Gia thuyét H, : Chdt lirong dich w cot I8i cang cao thi s hai
Iong dch w cang cao.

Hé sb hdi quy gira cHit lvong dich w cbt 16i (CL) va sr hai
long (HL) la 0,358, ttc la gi thuyét Hy duoc chip nhin ¢ mic y
nghia 5% @a mau dir liéu khao sat.

Gia thuyét H, : Gia i cang fwp ly thi s hai long cang cao

Hé s hdi quy giira gid @ hop Iy (GC) va & hai long (HL) la
0,100, trc gia thuyét H, dugc chip nhan & mirc y nghia 5% @ia mau
dir liéu khao sat.

Gia thuyét H; : Chdt luweng dich w gia ting cang cao this
hai Iong khach hang cangn

Hé sb hdi quy giira dch wi gia ting (GT) va g hai long (HL)
la 0,373 nén githuyét H; dugc chip nhin véi mirc y ngha 5% d@a
mau dir liéu da khao sét

Gia thuyét H, : Dich w khach hang cang cao thi- iai long
khach hang cang cao.
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Hé sb hdi quy giita dch w khach hang (KH) vaushai long
(HL) 14 0.111 Wi mirc ¥ nghia 5% @a mau dit liéu khao sét.
3.4. PHAN TICH ANOVA

Nhiam kiém dinh anh hréng aia cac bén dinh tinhddi vai cac
bién dinh lwrong, mic dich dé xem xét cac nhém khach hang khac
nhau c6 tadong khac nhadén y dinh sr dung dch wi hay khéng.
3.5. TOM TAT CHUONG

CHUONG 4 - KET LUAN VA PE XUAT
4.1. TOM TAT KET QUA, Y NGHIA VA KI EN NGHI

4.1.1. Tém it két qua nghién aru

Két qua nghién @u cho thy cac thangto trong mé hinhiéu
dat d6 tin ciy va do gia ti. Nghién ¢u ding da xacdinh dugc mod
hinh cac nhanétthanh phn cé anh hrong dén ar hai long khéach
hangdéi véi dich wi truyén hinh MyTv thanh phba Ning, c6 éng
cong 4 nhand anh hrong dén ar hai 1ong theo cac at do tdcdong
khac nhaudé la: (1) Dich w gia ting c6anh hrong I6n nhit dén ar
hai long khach hangasdung dch wi truyén hinh MyTv (c6p =
0,373), K dén la (2) Cht lugng dch w cbt 16i (co p = 0,358), tép
theo |a (3) Bch wi khach hang (cf = 0,111) va céi cung la (4) Gia
ca hop ly (cOp = 0,100) c6 taddong nhd nhat ¢én Sr hai long khach
hang & dung dch w truyén hinh MyTv.

Nghién d@u ding da danh giadugc ar anh hréng hay khéng
cua trng nhém khach hang theodgitinh, do tusi va thu nlap hang
thangdén tirng nhan d trong md hinhdé tir d6 c6 @ s xem xét nic
d6 anh hrong aia tirng nhan & dén ar hai long gira cac nhém khach
hang khac nhau.

4.1.2. Y nghia cia nghién aru

Viéc xacdinh dugc cac nhané cé anh hrong dén sr hai long
khach hangis dung dch w truyén hinh MyTV |a vé clngan thiét,
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né lam o sy @ cho VNPTDa Ning c6 tkt haach dinh nHing chén
luoc kinh doanh, & hoach phat trén, k& haach dau tr theo mirc do
uu tién phd bp wi ngwn lyc cia minh, nBm co thé dap tng ©t
nhit nhu éu cia khach hang trongiéing lai.

4.1.3. Mt sb kién nghi déi véi VNPT Pa Ning

v"Vé dich w gia tzng: Pay la nhand cé anh hrong I6n nhit
dén ar hai long @a khach hang, vaiog ladic diém khac bét duy
nht caa truyén hinh MyTV so i cac lai truyén hinh cap khac. Vi
vay phat trén dich w gia ting la yéu au hangdau dé tao ra sr khac
biét cho @n ptim dich w tao nén ndt trdo kru Moi trong viéc xem
truyén hinh. Vi vy, kién ngh nha cung ép dich w :

- Cung d@p thém nhdu hinh thirc giai tri hitu ich khac cho
nhiéu lra twi nhu: doc truyén, hoc Tiéng Anh cho thiu nhi, bi quyt
ndi trg, lamdep cho ch em, $ng vui $ng khve cho ngoi gia.

- Chu ydén ar phét trén & nhitng dch w duoc xem lauu thé
ndi troi so Wi cac kénh trugn hinh théng thong khac nix phat trén
mé hinh giao dc vadao to tir xa.

- Cap nhit cac video clip bai gng dé khach hangu hoc,
nang cao Kin thirc, tr kiém tra trinhdd caa minh qua cac bait
nghiém.

- Luyén va hyc cac k ning phat &m éing Anh ngay 4i nha
vé6i cac bai ging aia cac thy co gido uy tin nit.

- Thuong xuyén ép nhat kho dch wu noi dung phong phu va
maoi mé.

- Sang 4o trong vic cung @p céac lai hinh dch wi gia ting

v'Vé chit lirong dich w cot 16i: Nhan 6 nay céanh hrong thi
hai sau ¢ch wi gia ting. Do \dy :

- Bé dich w truyén hinh MyTv mangdi chét luong hinhanh
dep, ré nét; cht lwong Am thanh trung tie thi yéu au vé mang ludi
co b ha ting va cong nghphai dugc daping, a thé:
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+ Tinh toandam bao hing théng cho mng truc 1a arc ky
quan tong va plirc tap doi hoi céng tac ¢ bao nhu &u chinh xac va
thuc t khai thac.

+ Lya cton céng ngh nén tin héu hiéu qua nhét.

+ Thuong xuyén kém tra, ko dudng va nang 4p mang
[udi.

- Theo ddi sat thhiéu nhu éu cia khach hang trongrg giai
doan dé biét khach hangiang chéng cac kénh tridn hinh nao va
cung ép cho phu bp, thu hat khach hang dnva gir chan khach
hang hén co.

- Cung d@p nhiéu kénh trugn hinh i hinh anh c6d6 phan
giai cao (truyn hinh theo chin HD).

- Phéat trén cac kénh trudn hinhdic sic, riéng co aa truyén
hinh MyTv tio ar khac bét so \6i cac cdng ty trugn hinh cap khac,
tao nén traottu xem trugn hinh nai trong céng ching.

v'Vé gid ai: Bé co th gia ting khi ning anh tranh aa
minh trén thtreong thi VNPTDa Ning céin tip trung xay @ng nt
cau tric gia adc that hop 1y, an thé nhr sau:

- Uu dai V& giaddi véi nhitng go6i aroc dich w da cang, dic
biét dbi voi nhitng khach hangting ki sr dung nhéu dich w caa
VNPT cung lac.

- Pa chng nhiu goéi arée dich w, ¢6 tté cho phép khach hang
tur tao g6i aroc phu kyp nhit cho minh.

- Giam gia aréc lap dat hoa mang dé kich thich nhu au cho
cac khu wc da diu tr mang le6i nhung e do phéat trén chim,
hudng dén viéc hoa mang mén phi ch thu argc sr dung nhim thu
hat khach hang va nhanh chémga dch w da cung &p vao khai
thac, nang caoivhé canh tranh.

- Xay drng chinh sach gia carphan bét gitta cac gb trong
ngay va cac ngay trongani...chinh sach gidaa khuyén khich khach
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hang & dung dch w thuong xuyén, Bing ngaydé nang cao @
lwong, doanh thu.

v"Vé dich w khach hang:Ngun nhan frc cia VNPT mang
nétdac thu riéng va khacar cac doanh nghp khac, nén ¥c giai
quyét vin dé ngwdn nhan &c cia VNPT néi chung va VNP Pa
Nang noi riéng khong ph mot som mot chiéu. O gocdd déng gop y
kién, tac gi dé xuat mot sd y tuong nho:

- Céc giao ith vién ti cacdiém giao dch hin nay chra c6
chuy@&n mdn héa cac\cong véc. TAc gi dé xuit nén c6 cadiém
giao dchda dch wi nhung trongd6 phéan chia thanh cac khictd wa
riéng,dé mac 46 chuyén mon héaua giao dch viéndwoc nang cao
va mang tinh chuyén ngipi hon.

- Thudng xuyéndao ko va nang cao &n thic vé chuyén mén
nghiép wu ciing nhr kién thic vé chim séc¢ khach hang cho giach
vién.

- T chic phan lai va c6 K haach dao o lai luc lwong lao
dong theo rdng chuyén sau va caimh wc con yu, théu nhr: tin
hoc, kién thirc kinh doanh, cong nghdich wu méi, kién thic phac
vu va tay ngh cho céng nhan.

- Nang cao tinh tn trach nhim, phong céch th&io caa nbi
can [ cong nhan vién trong pb w khach hang. ahg arong my
cac bp bdi dudng nghép wu, ngte thuit giao tép cho nhan vién giao
dich, nhan vién gi quyét khiéu nai...

- Cén I lam cong tac gi quyét khiéu mai phai dugc dao to
chuyén mdn nang cao nghivu giai quyét khiéu nai.

- Khic phic ar ¢ trong thyi gian ngin nhit co thé.

4.2. MQT SO KHO KH AN, HAN CHE CUA PE TAl VA

HUONG NGHIEN CUU TIEP THEO

4.2.1. Mt sb kho khin gip phai khi nghién ciru dé tai:

- Nguon tai lisu tham kfio con fan ché
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- Ban than ti clra c6 nhéu kinh nghém trong viéc diéu tra
phong van ding nhr thu thp thoéng tin, ki ning tiép cin va thuyt
phuc déi tugng diéu tra chra thit sy tot nén qua trinh ping Van gip
kha nhéu kho khin.

- Thoi gian va kinh phi con nbii han cké.

- Mot sb ddi twong duoc diéu tra héu sai cau bi do do cung
cip nhing thong tin khéng chinh xac, laimh hrong dén két qua
nghién cu.

4.2.2. Han ché ciia dé tai va hwéng nghién aru tiép theo:

Nghién @ru naydem hi két qua va nhirng déng gop nht dinh,
phan nao gitp cho VNPPa Ning hiéu rd duoc nhirng nhan é c6
anh hrong va nirc d6 anh hrong aia trng nhan & dén sy hai long
khach hangis dung dch w truyén hinh MyTv nfim c6 nlitng chén
lugc kinh doanh phudp hon. Tuy nhién, nghiéntu nay vn con
nhitng han ché :

- Nghién @u chon mau theo plrong phap than tién (la not
trong nhiing phrong phap chn miu phi xac sht) nén tinhdai dién
con thip, khi nang ©ng quat héa chdam déng chra cao. Nghién
ciu tiép theo nén atn miu theo plrong phap phanang (la nét
trong nhitng phrong phép chn miu theo xac sit) nhr vay s3 khai
quét hoa vatat higu qui thong ké nhéu hon.

Nghién d¢u nay chitap trung kho sat 4 nhanstcéanh hrong
dén ar hai long. Kt qua phan tich bi qui cho thiy do thich lp aia
md hinh 1a 70,4%, ndh 1a ch c6 70,4% phong sai éa bién phy
thudc “Su hai long” dugc giai thich byi cac nhand trong mé hinh.
Nhu vy, con 29,6% piong sai @a bién phi thupc duoc giai thich
boi cac nhand bén ngoai mé hinkday la cac thanh pin chra dugc
dé cap trong mé hinh nghiénta dé xuit. Pay ding & ndt husng
cho nghién au tiép theo Gadé tai.



