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CHAP THUAN CUA HQI PONG

Luan vin nay, voi dé tya 13 “Cac nhan t6 anh huong dén sy hai long va 1ong trung
thanh cta khach hang dbi v6i mang dién thoai di dong Vinaphone: Trudng hop nghién
ctru tai Thanh phd Can Tho”, do hoc vién Nguyén Bach Khoa thuc hién theo sy hudng
dan ctia PGs.Ts. Luu Thanh Ptrc Hai. Ludn vin d3 bao cdo va dugc Hoi déng chdm luén

van thong quangay ................

Uy vién Thu ky
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Phan bién 1 Phan bién 2
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Can bd huéng dan Chu tich Hoi dong
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NHAN XET CUA CAN BQ HUONG DAN KHOA HQC

Can Tho, ngay 19 thang 11 nam 2020

Nguoi huwéong dan khoa hoc

PGS.TS Luu Thanh Dire Hai



LOI CAM TA

Trudc tién ti xin cdm on PGs. Ts Luu Thanh Dtrc Hai - Giang vién huéng dan
tryc tiép cua t6i. Cam on vi thay ludn nhiét tinh hudéng dan moi khi t6i gap phai ric rdi
hodc ¢6 cau hoi vé van dé nghién cru ctia minh. Thay van ludn cho phép t6i ti do bay
t6 quan diém dong thoi dua ra nhitng nhan xét, gop ¥, dan dat toi di diing hudng trong
sudt thoi gian nghién ctru, thuc hién dé tai luan van thac si.

T6i cling xin cam on cac thiy co trong khoa Kinh té - Truong Pai hoc Nam Can
Tho d3 truyén dat cho t6i nhitng kién thirc chuyén siu vé chuyén nganh trong sudt thoi
gian hoc tip dé t6i c6 duoc nén tang kién thirc hd tro rat 16n cho toi trong qué trinh 1am
luan van thac si.

Cubi cuing, toi xin giri 101 cam on dén gia dinh va ban bé vi da luon hd tro toi va
khuyén khich lién tyc trong sudt nhitng nam hoc tap va qua qua trinh nghién ctru va viét
luan vin nay. Thanh tyu nay s& khong thé c6 duge néu khong c6 ho.

Xin chan thanh cam on!

Can Tho, ngay 19 thang 11 ndam 2020

Hoc vién thuc hién

Nguyén Bach Khoa



TOM TAT

Nghién citu nhim x4c dinh cac nhan té anh huéng dén sy hai long va 1ong trung
thanh cia khach hang d6i véi mang dién thoai di dong Vinaphone tai Thanh phé Can
Tho. Dir liéu dugc thu thap tir 402 khach hang dang str dung dich vu mang dién thoai di
dong Vinaphone trén dia ban Thanh ph Can Tho. Nghién ctru thuc hién kiém dinh va
hiéu chinh mé hinh Iy thuyét thdng qua: Hé sé tin cay Cronbach’s Alpha, phan tich nhan
t6 kham ph4, phan tich nhan t6 khang dinh va mé hinh cau trdc tuyén tinh. Két qua
nghién ctru da xac dinh ¢6 07 nhan t6 anh huong dén long trung thanh cua khach hang.
Trong d6, thang do chat luong dich vy bao gom 06 thanh phan: chat lugng dich vy mang,
cau trdc gi4, su thuan tién, dich vu gia tri gia ting, dich vu khach hang va su két ndi cua
cac san pham dich vu. Céc phét hién chi ra rang chat lwong dich vu tac dong truc tiép
va cling chiéu dén sy hai long caa khach hang, su hai 10ng ciing c6 mot mdi quan hé tich
cuc téi 10ng trung thanh cua khach hang. Va céc thanh phan cua thang do chét lugng
dich vy khdng tac dong truc tiép dén 10ng trung thanh caa khach hang ma tac dong théng
qua su hai 1ong cua khach hang. Bai viét ciing dwa ra mot s6 ham y quan tri nham nang
cao chat lwong dich vy nham gia ting sy hai 10ng cua khach hang, qua d6 duy tri va gia
tang long trung thanh cua khach hang ddi voi mang dién thoai di dong Vinaphone tai
Thanh phé Can Tho.



ABSTRACT

The study aims to determine factors affecting customer satisfaction and loyalty for
Vinaphone mobile phone network in Can Tho city. Data were collected from 402
customers using Vinaphone mobile network service in Can Tho city. Research to test
and adjust theoretical models through: Reliability Analysis Cronbach's Alpha,
Exploratory Factor Analysis, Confirmatory Factor Analysis and Structural Equation
Modeling. The research results have identified 07 factors affecting customer loyalty. In
which, the service quality scale includes 06 components: network service quality, price
structure, convenience, value-added services, customer service and the connection of
products and services. The findings showed that service quality has a direct and positive
impact on customer satisfaction, and that satisfaction also has a positive relationship to
customer loyalty. And components of the service quality scale do not directly impact
customer loyalty, but impact through customer satisfaction. The article also gives some
administrative implications to improve service quality in order to increase customer
satisfaction, thereby maintaining and increasing customer loyalty for VVinaphone mobile
phone network in Can Tho city.



LOT CAM POAN
T6i xin cam doan dé tai luan van nay Ia do chinh t6i thuc hién, cac sb liéu thu thap
va két qua phan tich dwgc thé hién trong dé tai 1a trung thuc, dé tai khong tring véi bat

ky dé tai nghién ciu khoa hoc nao.

Can Tho, ngay 19 thang 11 nam 2020

Hoc vién thuc hién

Nguyén Bach Khoa
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