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MUC PQ HAI LONG CUA KHACH HANG VE CHAT LUQNG
DICH VU MANG DI PONG VINAPHONE TiNH THAI NGUYEN

Ha Thi Thanh Hoa, Chu Thi Kim Ngan', Dwong Thi Thiy Huong
Truong Dai hoc Kinh té & Quan tri kinh doanh — DH Thai Nguyén

TOM TAT

Sy hai long ciia mot loai hinh dich vu bat ki duoc danh gia dya trén nén tang cua ba khia canh co ban
1a: chat lugng chirc nang, chat lwong ki thuét va hinh anh cia co quan/cong ty cung cap dich vu do.
Céc yéu t6 nay tic dong dén cam nhan, danh gia ciia khach hang vé mirc d6 hai long cua ho vé chat
lwong dich vu ma co quan/ cong ty dem lai. Ciing dong thoi dua trén mé hinh SERQUALva cac dic
diém co ban vé chat luong dich vu mang di dong, nhom téc gia da diéu tra, nghién ctru va danh gia
muc do hai long ctia khach hang sir dung mang di dong Vinaphone trén dia ban tinh Thai Nguyén
dua trén 5 yéu t6 cau thanh d6 1a phuong tién hiru hinh, d tin cdy, sy dam bao, mirc do phan hoi,
mirc 36 cam thong dé tir d6 dua ra céc bién phap nang cao chat lugng dich vu nham théa man sy hai
long cua khach hang khi st dung dich vu mang di dong Vinaphone Thai Nguyén.

Tir khéa: chat lwong, dich vu, mang di déng, sw hai long, Vinaphone tinh Thdi Nguyén, khdich

hang, ndng cao chdt heong

MO DAU

Vién thong 12 mot trong nhitng nganh dich vu
then chdt dbi véi sy phat trién ciia mdi qubc
gia. Nganh vién théng di va dang cung cip
rat nhiéu san phélrn dich vu hitu ich va can
thiét ddi voi doi séng con nguoi. Thuc té cho
thdy, trong nhitng nim gan ddy, doanh thu thu
duoc tir nganh vién thong ciia Viét Nam ngay
cang cao, dong gép mot phan khong nhoé vao
téng thu nhap qubc dan. Trong d6, chiém thi
phan cao nhat trong tong doanh thu ciia nganh
chinh 1a doanh thu tir cac thu€ bao di dong.
Tuy nhién, trén thyc té, doanh thu tr thué bao
di dong cua VNPT lai thép hon so v&i doanh
thu tr thué bao di dong cua Viettel, cling nhu
viée tir trude dén nay VNPT ludn cha trong
dén mang internet ma da quén mat ring mang
di dong ciing 1a mot linh vuc vo cing tiém
ning dé chiém linh thi truong. Véi VNPT
Thai Nguyén, dia phuong dugc coi la mdt
trong nhitng ving kinh té trong diém khu vyc
mién nai phia Béc thi dich vu di dong lai cang
chiém vai tro quan trong va thiét yéu déi voi
con ngudi va nén cong nghiép noi diy. Mic
du mang di dong Vinaphone c6 dong gop 16n
vao ngudn thu cua VNPT Thai Nguyén,
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nhung so v6i dbi thu canh tranh thi doanh thu
tir mang di dong Vinaphone chi 1a mét con s6
rat nho, chi bang 1/5 doanh thu di dong cua
Viettel. Chat Iuong dich vu ciing nhu cac
chinh sach cuia Vinaphone Thai Nguyén noi
chung ciing chua dugc khach hang danh gia
cao, dac biét la so véi nhiing loi thé ma
Vinaphone hién c6.

Viéc danh gia sy hai 1ong ctia khach hang vé
chat luong dich vu mang di dong hién tai cua
Vinaphone Thai Nguyén 1a rat can thiét. Danh
gia nay s€ gitp doanh nghi¢p phan tich dugc
tinh hinh tiéu dung dich vu hién tai, chit
luong dich vu dugc danh gia khach quan dua
trén cam nhan cda nguoi st dung dich vu. T
d6, dua ra cac bién phap dé lam khich hang
thoa man hon khi str dung dich vu ciia minh.
CO SO LY LUAN

Chat lugng dich vu

C6 nhiéu dinh nghia khac nhau vé chat lugng
dich vu. Powell noi rang: “Chat luong dich vu
nhu la sy khac biét gitra mong doi va nhan
thtc vé dich vu that sy nhin duoc’[4],
Parasuraman cho ré'mg: “Chat luong dich vu la
su danh gia toan dién vé thai do hudng t6i su
vuot troi cua dich vu” [3], con Zeithaml va
Bitner lai cho réng: “Chéat luong dich vu la sy
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cung cép dich vu vuot trdi so voi mong doi
khach hang” [5]. Thong qua dinh nghia cua
hai tac gia Zeithaml va Bitner, ta ¢ thé thiy
1d ¢6 sy phan biét giita chit lwong chirc ning
va chit lugng két qua k¥ thuat. Trong khi chat
lugng chirc nang quan tdm t6i qua trinh cung
cap dich vu, qué trinh nay gan lién voi thai do
hay hanh vi ctia nhan vién phuc vu va toc do
ctia dich vy, con chét luong két qua ky thuat
tap trung vao két qua ctia qua trinh cung cap
dich vy, nghia 1a cai ma khach hang nhéan
duoc. Chi tiét hon, Parasuraman, Zeithaml va
Berry cho rang chat lugng dich vu 13 khoang
cach gitta sy mong doi cua khach hang vé
nhiing tién ich ma dich vy s€ mang lai cho ho
va nhan thirc, cdm nhén cta ho vé két qua ho
c6 dugc sau khi da sir dung qua dich vu do.

Vi vdy, chit lugng khong c6 mot cach ngiu
nhién ma 13 két qua cta y dinh quyét doan, nd
luc nghiém tac, huong di thong minh va su
khéo 1éo. Chat lwong gin lién cac quy trinh,
nhiém vy va ky vong vé két qua thyc hién.
Xét mot cach téng thé, chat luong dich vu
mang bao gdm cac dic diém sau: tinh vuot
troi, tinh didc trung cua san pham, tinh cung
(g, tinh thoa min nhu cau, tinh tao ra gia tri.
Sw hai 1ong ciia khach hang vé chit lwgng
dich vu

Su hai long theo Parasuraman (1988) 1a két
qua tong hop cua chit luong dich vu, chat
lwong san pham va gia. No6i cach khac, su hai
long cia khach hang la gia tri cdm nhan cia
khach hang. Gia tri & ddy duoc hiéu 1a “toi s&
nhan dugc gi tmg voi diéu toi bo ra”[3].

Theo Zeithaml va Bitner thi “sy hai long la
qua trinh nhan xét, danh gia cia khach hang
vé san pham hay dich vu ma san pham hay
dich vu nay c6 dap ung dugc cac nhu cau va
su ki vong cua ho hay khong” [5].

Quan diém cua Zeithaml va Bitner dugc xem
1a phu hop véi cach tiép can cua Kotler khi
cho rang sy hai long 1a cam giac tich cuc cia
mot ngudi bt ngudn tir viée so sanh két qua
thu duogc tir san phim véi nhitng ky vong cua
nguoi do.
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M&bi quan hé giira chit lwgng dich vu va sy
hai long cia khach hang

Chat lugng dich vu va sy hai long tuy 1a hai
khai ni¢m khac nhau nhung c6 lién h¢ chat ché
v6i nhau trong nghién ctru vé dich vu. Cac
nghién ctru trudc day da cho thiy chit luong
dich vu 1a nguyén nhan dan d&én sy thoa min
[1]. Ly do 1a chét lugng dich vu lién quan dén
viéc cung cép dich vu, con sy thoda man chi
danh gia dugc sau khi da st dung dich vu.

Hai long ciia khach hang xem nhu két qua,
chat luong dich vy xem nhu la nguyén nhan,
hai long c6 tinh chat dy bao, mong doi; chat
luong dich vu la méot chuén ly tuwéng. Sy thda
man khach hang 14 mot khai niém tong quat,
thé hién sy hai long ctia ho khi tiéu dung mot
dich vu. Trong khi d6 chat lugng dich vu
chi tap trung vao cac thanh phan cy thé cia
dich vu [5].

Tém lai, chit luong dich vy 1a nhéan td tac
dong nhiéu dén sy hai long cua khach hang.
Néu nha cung cép dich vu dem dén cho khach
hang nhitng san pham co chat lugng théa méin
nhu ciu ciia ho thi nha mang d6 da budc dau
lam cho khach hang hai long. Do d6, mu6n
nang cao su hai long khach hang, nha cung
cap dich vu phai nang cao chét lugng dich vu.
PHUONG PHAP NGHIEN CUU

Quy trinh nghién ctru

Véi ddi tuong khao sat da dé ra, tac gia tién
hanh diéu tra theo phuong thirc: truc tiép di
gip khach hang, phong van va cing khach
hang hiéu, dién vao phiéu diéu tra. Sau khi
diéu tra, nhom tic gia s& tong hop sb liéu va
phan tich, danh gia mtc d6 hai long cua khach
hang thong qua cac so lidu thu thap duoc dudi
su hd trg cua phan mém SPSS 15.0 [6].

MAu nghién ciru

Déi tugng dicu tra khao sat ¢ day d6 1a khach
hang da va dang st dung dich vy mang di
dong Vinaphone tai Thai Nguyén. Tac gia lua
chon dbi tuong khach hang nay vi day la
nhitng khach hang da st dung dich vy mang
di dong Vinaphone nén ho da c6 co hoi dugc
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trai nghi€ém va cam nhén vé dich vu ma tac
gia nghién ciru dé dua ra cai nhin mot cach
khach quan va chinh xac nhat. Nhom tac gia
lya chon miu ngau nhién cua cac khach hang
st dung dich vu mang di dong Vinaphone
trén dia ban cac huyén Dai T, Béng Hy, Phu
Luong, V6 Nhai, Pinh Hoa, Phd Yén, Song
Cong, TP Thai Nguyén voi tong sb mau diéu
tra 1a 200 khach hang (gap t6i thiéu 5 lan s
bién quan sat), trong d6 nam cé 114 khach
hang chiém 57%, nir ¢6 86 khach hang chiém
43%. Dit liéu dugc phan tich va xur li bang
phan mém SPSS 15.0 [6].

Cong cu do lwong

Trong nghién ctru nay thang do hai long vé
chat lugng dich vu mang di dong dugc dua
trén co so ly thuyét ctia Parasuraman va céc
cong su (1988), bao gdm 5 nhan t6 sau:

D¢ tin cdy: nobi 1én kha nang thyc hién dich
vu pht hop va dung thoi han ngay lan dau
tién va duoc do bing 5 bién quan sat gdm:

T1: Panh gia vé mirc d6 thanh cong cua cudc
goi: Vinaphone c6 ty 1& dugc thiét lap thanh
cong cao.

T2: Danh gia vé tinh hop 1y cia gid cudc:
Vinaphone hgp ly chinh xéc, cong khai.

T3: Panh gia vé thoi gian thyc hién dich vu:
Vinaphone chi tiét, dung thoi gian

T4: Panh gia vé mirc d6 rd rang, chinh xéac
cua hoa don st dung dich vu: Vinaphone
duoc thong bao dung thoi han

T5: Panh gia vé murc d6 bao mat thong tin va
giao dich cua Vinaphone véi khach hang

D¢ phan hoi: Mic @6 dap tmg nhanh nhen
cac yéu cau, sy sin long phuc vu khach hang
va cung cip dich vu nhanh chéng, duogc do
bang 5 bién quan séat, bao gdom:

PH1: Panh gia vé mirc d6 sin sang phuc vu
ctia nhan vién trong bat ki thoi gian nao.

PH 2: Panh gia vé mirc d6 khong gy phién
nhiéu, lang phi thoi gian ma nhan vién gay ra.
cho anh chi.

PH 3: Panh gid mirc d sot séng khi phyc vu
cta nhan vién: Nhan vién khong td ra qua ban
ron dé khong phuc vu anh chi.

PH 4: banh gia mic 9 thuc hién nghiép vu
cua nhan vién: Nhan vién thyc hién nghiép vu
nhanh chong, chinh xac.

Sw dam bao: Panh gia nang luc, tinh kip thoi,
ding han trong qua trinh cung cdp dich
vu,duoc do béng 5 bién quan sat, bao gém:
DBI1: Panh gia mic d6 tu van, giai dap thic
méc 1d rang, hop ly tao sy tin tuong cho anh
chi cua nhan vién

DB2: Danh gia mirc 6 phuc vu thé hién su
lich sy, nha nhan, lich thi€p, an can, san sang
phuc vu va huéng dan khach hang.

DB3: Panh gia vé kién thirc am hiéu vé dich
vu ma minh cung c?ip cua nhan vién
Vinaphone.

DB4: Panh gia vé Thoi gian chd doi cung cip
dich vu cua Vinaphone.

DBS: banh gia vé dich vu hd trg khach hang
nhanh chong, thuén tién cia Vinaphone
Phirong tién hitu hinh: thé hién qua ngoai
hinh, trang phuc ctia nhan vién phuc vu, cac
trang thiét bi hd tro cho dich vu va duge do
bang 4 bién quan sat, bao gdom:

H1: Péanh gia vé cac tram giao dich bd tri hién
dai, khoa hoc thuan tién, trung tam cua
Vinaphone.

H2: Panh gia vé trang phuc gon gang, lich su
cua nhan vién VNPT

H3: Panh gia vé cac tai lidu lién quan dén
dich vu ddy du, bat mat (to roi, miu ding
ki,...).

H4: Vinaphone c6 thoi gian giao dich hop Ii,
thuan tién cho anh chi.

Sw dong cam: dugc do bang 4 bién quan sat,
bao gom:

DC1: Panh gia vé viéc quan tim dén khach
hang trongnhiing dip ddc bi¢t (sinh nhat, 16
tét) cia Vinaphone.
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DC2: Péanh gia vé viéc huéng dan thu tuc cho
anh chi diy du, dé hiéu cia nhin vién
Vinaphone.

DC3: Danh gia vé viéedic biét chi v dén viéc
giai quyét khiéu nai ciia Vinaphone khikhéch
hang yéu cau.

DC4: Panh gid vé viéc hiéu nhitng nhu cau
dic biét ma khach hang mong muén vé dich
vu cua Vinaphone.

Sw hai long cua khach hang: Noi 1én do dap
mg ctia chit lwong dich vu véi mong mudn
ctia khach hang, dugc do bang 6 bién quan
sat, bao gém:

HL1: Danh gia chung vé su hai 1ong ctia anh
chi dbi vé&i co sd vat chit cia Vinaphone.
HL2: Danh gia chung vé su hai 1ong ctia anh
chi véi cach phuyc vy cia nhan vién
Vinaphone.

HL3: Panh gia chung vé su hai 1ong ctia anh
chi dbi voi gid cude va cac diéu kién dich vu
cta Vinaphone.

HL4: Danh gia chung vé su hai 1ong ctia anh
chi voi chat luong dich vu mang di dong
Vinaphone Thai Nguyén mang lai.

HL5: Panh gia vé viéc tiép tuc sir dung mang
Vinaphone ctia anh chi

HL6: Anh chi sé gidi thi€u nguoi khac st
dung mang di dong Vinaphone.

Nhom tac gid su dung thang do nam muc do
cua Likert (1932) dé do luong muc d6 hai
long ctuia khach hang vé chat luong dich vu
(1:52:53:54:5,5) [2].

Tiéu chuin két luan

Sy hai long cua khach hang st dung dich vu
mang di dong Vinaphone tinh Thai Nguyén
dugc danh gia dya vao thang do Likert 5 diém:
1 - 1.8: Ratkém

1.8 —2.6: Kém
2.6 — 3.4: Khong y kién
3.4 —4.2:Kha
42-5.0: Tét
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KET QUA VA BAN LUAN

Pinh gia chung vé mirc d9 hai long cia
khiach hang sir dung mang di dong
Vinaphone tinh Thai Nguyén

Tir bang sb liéu danh gia vé mic d¢ hai long
ctia khach hang sau khi nhom tac gia diéu tra
khdo sat cho thdy, mirc d¢ hai long ctia khach
hang vé chit luong dich vy cia mang di dong
Vinaphone tinh Thai Nguyén la chua cao.

Bang 1. Pdnh gid chung vé mikc ¢ hai long ciia

khach hang
Bién quan sit GTTB P léch chuin
HL1 3.36 0.575
HL2 3.47 0.539
HL3 3.52 0.567
HL4 3.54 0.584
HLS5 3.56 0.662
HL6 3.47 0.626

Co s& vat chat cia Vinaphone Thai Nguyén
dugc danh gia & mic thip nhit (3,36). Sau do
dén cung cach phuc vu cta nhin vién 1a yéu
td kém hai long thir 2 (3.47). Dan dén viéc
gi61i thi€u Vinaphone cho ban be ciing chi dat
& ngudng thip (3.47). V& gia cudc va cac
diéu kién dich vu ctia Vinaphone dat & mirc
trung binh, khong thap ciing chua cao (3.52).
Tom lai, mic dd hai long chi dat & ngudng
trung binh (3.49). Tuy nhién, do thdi quen,
nén du chua hai long voi chat luong dich vu
cia Vinaphone Thai Nguyén nhung khach
hang vin c6 xu huéng tiép tuc sir dung dich
vu mang nay (3.56).

Ddnh gid vé cdc yéu té hiru hinh

Bang 2. Pdnh gid cdc yéu té hitu hinh

Bién quan sit GTTB D léch chuin
HI 3.37 0.619
H2 3.41 0.651
H3 3.38 0.669
H4 3.54 0.686

Khéach hang danh gia kha dong déu hau hét tat
ca cac bién. Trong d6 thoi gian giao dich hop
ly duoc danh gid cao nhit (3.47), nhan vién
c6 trang phuc gon gang, lich su (3.42). Tuy
nhién, day lai 1a nhan t6 c6 gi4 tri trung binh
thép nhét trong 5 nhan t6. Két qua nay hoan
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toan phi hop véi danh gia ciia bién HL1 c6 gia
tri trung binh bing 3.36. Pidu d6 ching t6
kl}éch hang chua ¢ sy hai long cao ddi véi cac
yéu t0 hiru hinh ctia Vinaphone Thai Nguyén.
Ddnh gid vé dj tin cdy

Bang 3. Pdnh gid vé dg tin cdy
GTTB  Pj léch chuin

Bién quan sat

T1 3.65 0.672
T2 3.62 0.631
T3 3.72 0.635
T4 3.61 0.601
T5 3.69 0.677

C6 5 phat biéu dugc dwa ra dé khach hang
danh gia vé mirc d6 tin cdy clia nhan td, trong
d6 viéc c6 thong bao chi tiét vé thoi gian thuc
hién dich vu duoc danh gia cao nhat (3.72).
Tht hai la viéc bao mat thong tin giao dich
(3.69). Viéc thong bao rd rang vé héa don sir
dung dich vu va céch tinh gia hop ly cong
khai dugc danh gia thip nhit (3.61 va 3.62).
Ddnh gid vé mirc d¢ phin héi ciia
Vinaphone Thai Nguyén
Bang 4. Ddnh gid vé mitc dé phan hoi

Bién quansit GTTB P9 léch chuin
PHI 3.65 0.878
PH2 3.48 0.844
PH3 3.70 0.778
PH4 3.59 0.816

C6 4 phat biéu danh gia vé muc do phan hoi
cia Vinaphone Thai Nguyén. Trong do, viéc
nhan vién khong t6 ra ban rdn dé phuc vu
khach hang duoc dénh gia cao nhat (3.70). Sau
d6 dén yéu t6 nhan vién luon sin sang phuc vu
bat cr thoi gian nao (3.65). Hai yéu t& nhan
vién khong gy phién nhiu, mét thoi gian va
thuc hién nghi€p vu nhanh chdng, chinh xac
duogc danh gia thip hon ca (3.48 va 3.59).
Ddnh gid vé dp diam bdio

Bang 5. Ddnh gid vé sy dam bdo

Bién quan sit GTTB  Dj léch chuin
DB1 3.52 0.839
DB2 3.40 0.967
DB3 3.55 0.794
DB4 3.18 0.779
DB5 3.28 0.811

Nhéan vién cé kién thirc tw vin vé dich vu
minh cung cép 14 yéu té duoc danh gia cao
hon ca trong 5 yéu t6 vé do dam bao (3.55).
Nhén vién tu van, giai dap thic mic o rang,
hop 1y, tao su tin tudng cho khach hang dugc
danh gia & mirc trung binh (3.52). Nhan vién
chua lich sy nha nhan, d6i luc con to thai do
voi khach hang (3.40). Hai yéu t6 thoi gian
chd doi cung cép dich vu va viée hd tro khach
hang thyc hién nhanh chéng, thuén tién dugc
cho 13 kém nhét (3.18 va 3.28). C6 nghia la
viée xur li dich vu con qua cham tré khién cho
khach hang cam thiy khong hai 1ong rat 16n.
Ddnh gid vé cdc yéu té dong cim
Bang 6. Pdnh gid vé mikc dp dong cam

Bién quan sit GTTB  Pj léch chuin
DCI 3.42 0.779
DC2 3.58 0.719
DC3 3.43 0.786
DC4 3.52 0.770

4 phat biéu trong nhéan t6 dong cam ctia khich
hang v&i Vinaphone Thai Nguyén dugc danh
gia 6 nguong trung binh. Trong d6 viéc nhan
vién hudng din cho khach hang thu tuc diy
du, dé hiéu dugc danh gid 1a cao hon ca
(3.58). Sau d6 dén yéu t6 nhan vién hiéu
nhitng nhu cau dic biét ma khach hang can
trong khi sir dung dich vu (3.52). Tuy nhién
viée giai quyét khiéu nai va quan tdm toi
khach hang trong dip dic biét van con rit han
ché. Cong ty nén tap trung vao nhiing yéu to
dugc danh gia thip nay dé ning cao chét
luong dich vy ciia minh.

KET LUAN VA KIEN NGHI

Két luan

V&1 myc tiéu danh gia su hai long cta khach
hang vé chat luong dich vu mang di dong
Vinaphone, nhom tac gia da cb ging lam rd:

- Tém tit co s& ly luan vé su théa mén cla
khach hang khi str dung dich vu mang di dong.
- Str dung mé hinh SERVQUAL dé phén tich,
do luong va danh gia sy hai long cia khach
hang d6i voi dich vu mang di dong
Vinaphone.
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- Nhan biét duoc ¥ kién dénh gia cia khach
hang vé chit luong dich vu mang di dong
Vinaphone ma VNPT Théi Nguyén cung cip.
Két qua nghién ciru cia nhém tac gia di chi
ra rang: Pa phan khach hiang chua hai long
chwavé chit luong dich vu mang Vinaphone.
Trong d6 cac yéu t6 ma khach hang it thoa
mén nhét 13 co s& vat chit ciia doanh nghiép,
sau d6 la cung cach phuc vy ctia nhan vién.
Khién cho khach hang c6 xu huéng trung
thanh véi doanh nghiép 1a chua cao. Pay
chinh 1a cac diém ma VNPT Thai Nguyén cin
phéi quan tim nhiéu hon trong qua trinh ning
cao chit luong dich vu dé dap ung tot hon
nhu cau cua khach hang.

Kién nghij

- Can tién hanh thuong xuyén céng tac thu
thap ldy y kién danh gia ciia khach hang vé
chat luong dich vy mang di dong.

- Hoan thién, ning cép co s& vat chét, co so
ha tang phuc vu cho hoat dong giao dich.

- Can bg, nhan vién can nang cao ki ning,
nghiép vu cham so6c khach hang va giai
quyét nghiép vu chuyén mén nhanh chéng,
chinh xac.

SUMMARY

- Tang cuong quang ba hinh anh, nang cao
chat lugng cac hoat dong dich vu gia tri gia
tang nham théa man nhu céu cua khach hang.

- Quan tam hon nita téi khach hang trong
cac dip dic biét, sinh nhat, 18 tét.

- Tang cuong quang ba, thu hut khach hang
moi tir khach hang hién tai va cac ngudn khac.
TAI LIEU THAM KHAO

1. Oliver, Richard L. and John E. Swan (1989),
“Consumer Perceptions of Interpersonal Equity
and Satisfaction in Transactions: A Field Survey
Approach”, Journal of Marketing, 53(April), pp.
21-35.

2. Oliver, R. L. (1997), Satisfaction: A Behavioral
Perspective on the Consumer, New York, NY:
McGraw-Hill.

3. Parasuraman, A., Leonard L. Berry, and Valarie
A.  Zeithaml  (1988), “Refinement and
Reassessment of the SERVQUAL scale”, Journal
of Retailing, 67, pp. 420-450.

4. Powell, T (1995), Total Quality Management as
competitive advantage: a review and empirical
study, Strategic Management Journal, Vol. 16,
No. 1, pp. 15-37.

5. Zeithaml, V. A. & M. J. Bitner (2000), Services
Marketing, Boston: McGraw- Hill.

6.Hoang Trong & Chu Nguyén Méng Ngoc, Phdn
tich dir liéu nghién ciru véi SPSS, Nxb Thong ké
(2015), pp. 46 — 48.
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The satisfaction of any kind of service is assessed on the basis of three basic aspects: the quality of
the function, the technical quality and the image of the agency/ service provider. These factors
affect the customer's perceptions about their satisfaction with the quality of service provided by the
agency. Simultaneously, based on SERQUAL model and basic features of mobile network service
quality, the authors investigated, studied and evaluated the level of satisfaction of customers using
Vinaphone mobile network. The province is based on five components: tangible means, reliability,
assurance, level of feedback, level of empathy, and measures to improve service quality. Satisfying
customers' satisfaction when using Vinaphone mobile network service.
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