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SATISFACTION AND CUSTOMSER EXPENDITURE IN NHA TRANG CITY
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TOM TAT

Muyc tiéu cla nghién cteu 13 kiém dinh méi quan hé gitka hinh anh thwong hiéu véi gia tri
cam nhan, s hai lbng va hai dang thire cla sip trung thanh 13 trung thanh thai 90 va trung thanh
hanh vi cy thé 13 mirc chi tiéu cha cac khach hang 14 thué bao tra sau clia MobiFone, Nghién ciru
st dung mé hinh phuwong trinh cau tric (SEM) va dwa tr&n méu dai dién vo&i 285 khach hang tai
thanh phé Nha Trang. K&t qua nghign ciru thé hign mé hinh phi hop tht véi dir lidu va ong ho vé
mat thue nghidm hau hét cac quan hé gia thuyét do tac gia @& xuét. Ngoai trir mdi quan ha gita
hinh &nh thirong higu va mirc chi tiéu khdng cé ¥ nghia théng k&, hinh anh thuong higu déu cb
anh huwéng duong dén chét lrgng cdm nhén, gia tri cdm nhan, sy hai long va s trung thanh thai
d6. Ngoai ra, cac thang do lwéng cac khéi niém sl dung bréc dau g3 thé hién do tin cay va do gia
tri hdi tu cling nhw 6 gia tri phan biét.

Tir khéa: Hinh anh throng hiéu, gia tri cdm nhén, sw hai long, mdc chi tiéu, MobiFone,

ABSTRACT

The objective of this study was to test the relationship between brand image and perceived
value, satisfaction, and two forms of loyalty is loyalty behavior and loyalty attitude namely spending
of the customer is MobiFone postpaid subscribers in Nha Trang City. Research results have shown
that the existence of the positive impact of brand image on perceived quality, perceived value,
satisfaction and loyalty attitude. The relationship between brand image and the expenditure was
not statistically significant. Perceived quality has a positive impact on perceived value and both are
concepts that affect customer satisfaction. The relationship between satisfaction with the two forms
of loyalty are positive, but the relationship between satisfaction and attitudinal loyalty stronger than
the secondary behavior.

p Key words: Brand image; perceived value; satisfaction; expenditure; MobiFone.

1. Giéi thigu

Tinh d¢én hét nam 2011, thi trudmg vidn théng di ddng dang budc vao thdi ky béo
hoa, tbe 46 tng trudmg chung trén thj trudng chém lai trong khi su canh tranh giffa cic nha
mang ngly cang trd nén quyét liét. C4c nha cung cdp dich vu lién tuc dua ra céc chuong
trinh khuyén mai hip din va giam gi4 cuéc nhdm thu hut khach hing va mé réng thi phin
cho minh. Tuy nhién viéc ndy cang tré nén khé khin hon khi né khéng phai 1a médi quan
tdm chinh ctia khach hang khi lva chon mang di dong. Khi d6 bén canh chat lugng dich vu,
véu t6 quan trong gitip nha mang tao nén wu thé véi ngudi tiéu ding 14 phai cé duge mdt
hinh anh thuong hiéu manh. Né c6 tic déng tich cuc dén tong thé thuong hidu, thu hep
khoang cach gitta thurong hiéu va khach hang dua trén sy phat trién 16n manh v& xtc cam
tir 46 tic d6ng va lam ting cudng sirc mua. Diéu nay dic biét quan trong trong thi trudmg
vién thong di dong khi ma viéc chuyén sang dich vu cia déi tha canh tranh ngay cing d&
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dang. Hau hét c4c nghién ciu vé sy trung thanh trrde day déu sir dung cac do Iudng tr bio
c4o nhu truyén miéng tich ciwc, d& nghi ngudi khac sir dung, vy dinh quay lai. Piéu nay c6
thé gdy ra nhimg két luén sai 16ch néu c6 sy khac biét dang ké giita v dinh va hanh vi
(Mittal va Kamakura, 2001). Do d6, mdt nghién ctru khoa hoc tiép cén sy trung thanh ciia
khéch hang bing mét do hromg khach quan dua trén sb tidn chi tiéu thuc té cia ho 14 thét
sy m&i va thiét thie (Seiders va-ctv, 2005). Xudt ph4t tir nhitng yéu ciu thuc tidn néu trén,
viéc khao sat anh huéng clia hinh 4nh thuong hidu dén gia tri cam nhin, su hai long va
mitc chi tiéu cila khéch hang la 14t cén thiét, vi tir &6 c6 thé ning cao hon nita cao ning hzc
canh tranh va kha ning chiém linh thi phan ciia MobiFone so véi dbi thi canh tranh.
2. Co sé Iy thuyét
2.1, Sy trung thanh cua khdch hang

Su trung thanh cia khich hang thé hién théi do, hanh vi lién quan dén san pham,
dich vu. N6 bao gdm kh ning mua hang lai trong tuong lai, viée ki méi nhitng hep ddng
giao dich, hay chdng lai kha ning chuyén ddi sang nha cung cép dich vu khéac (Andreassen
va Lindestad, 1998). Nhung nhiéu tic gia déu thira nhén ring sy trung thanh bao gbm ca
khia canh thdi d6 va khia canh hanh vi (Seiders va ctv, 2005; Cretu va Brodie, 2007).
Trong nghién ciTu nay, sy trung thanh duge do ludmg thong qua thai 46 va hanh vi cu thé 14
mirc chi tiéu thyc té cia khach hang (Seiders va ctv, 2005) dbi véi dich vu théng tin di
- déng clia MobiFone tai Nha Trang.
2.2. Sur hailong

Khai niém vé sy hai long dudmg nhu dugce chidp nhin rong rai nhit 13 xem né ghn
lién véi mét giao dich cu thé hodc ¢ tinh tich lily theo thiri gian (Selnes,1993; Johnson vé
Fornell; 1991). Nghién ctru nay dinh nghia siyr hai long nhv mdt phan ing cam xuc tich cuc
a6i véi mét dich vu dwoc tich liy theo thoi gian (Oliver, 1999). '
2.3. Quan h¢ giiva syr hai long va sw trung thanh

Cac nghién ¢l truée diy cho thiy su hai 1ong 13 yéu t6 quan trong dé giai thich sy
trung thanh cda khach hang (Anderson va Sullivan, 1993; Bolton va Drew, 1991). Trong
linh vire vién thong di ddng, nghién cira trén thé gidi d4 chi ra ring sy hai long ¢6 anh
hudng manh mé& dén hanh vi chi tiéu va su duy tri tiép tuc s dung dich vy cuia khach hang
(Mittal va Kamakura, 2001). Nhitng khach hang cé sy hai long cao s& cé khuynh hurong
tiép tuc chi tiéu cho dich vu cao hon va d& chip nhan hon déi v5i hanh vi ting gia ciia nha
cung cip hay giam gi4 cua d6i thi canh tranh (Turel va Serenko, 2004). T 13p luan trén,
gia thuyét sau ddy dugc aé nghi:

Hla: Sy hai long cé tic ddng duong voi sy trung thanh thai d6.

H1b: Sy hai long ¢6 téc d§ng diwong vdi mire chi tiéu.
2.4, Gia trj cdm nhgn

Nghién ctru nay dinh nghia va do hrong gi4 trj cdm nhén 13 cam nhén v& sy chénh
1§ch giita cai ma khach hang nhén dugce so vdi cai ma ho d3 chi tra. Téng gia tri nhén dugc
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'l nhimg o1 ich ma ngudi tiéu ding mong doi & mét san phém, dich vu. Téng chi phi 14 tt
*"cé nhiing chi phi ma ngudi tiéu ding phai tra trong viéc so sinh, mua v sit dung sén

pham dich vu (Kotler, 2003, tr.47).

2 5. Quan h§ gifta gid trf cdm nhin va sy hai Iong

Sw cam nhin cta khach hang vé chit luong dich vu cang cao 50 véi chi phl ho béra

‘dé sit dung dich vy thi gia trj c4m nhan ciia ho vé dich vy cang cao, diéu nay din téi sy hai
ong cao hon (Tam, 2004). Mét sé nghién ciru trong nganh vién thong di dong ciing chi ra
:4nh huéng cia gia trj cam nhan dén sy hai long ctia khach hang ((Wang va ctg, 2004). Vi
viy, gi thuyét duoce a8 xuft 1a:

H2: Gia trj cim nhan c6 tic dong duong véi sy hai long.

{'-=2. 6. Chit lu'(mg cdm nhin

Chit lrong cam nhén 13 sy dinh gi4 cha ngudi tidu ding vé su tuyét hdo cua mot

“ san phim. N6 ciling khac biét so v6i chét hrgng cia déi twong ma c6 18 khdng ton tai, bai vi
 chat lugng déu phai duge cam nhan b ai d6, c6 thé 1a nhitng ngudi tiéu diung, nhimg nha
- quan tri, hoc nhitng nha nghién ciru (Zeitthaml, 1988). Nghién c¢ru nay dinh nghia va do

luémg chit luong cam nhén nhw 1& ddnh gid vé nhimg niém tin ndi trdi lién quan dén maot
sin phém, dich vy trong dé tai niy cu thé 1a dich vu théng tin di déng MobiFone (Olsen,

£ 2002).

2.7, Quan h§ gita chit lwpng cim nhin v sw hai long

Céc nghién ciru trude diy di cho thiy chit lwong cam nhén [3 nguyén nhén din dén

- sy hai 16ng (Ravald va Gronroos, 1996). Nghién ctru trong linh vuc vién thong di déng cho

thiy cam nhén tich cyc cia khach hang vé chit logng dich vu 13 yéu 8 anh hudéng quan

- trong nhét doi véi sy hai long ciia khéch hang (Gerpott, 2001). Trén co s& d6, dé tai nay
. duara gia thuyét sau:

H3: Chét hrong cam nhan c6 tic déng duong 1én sy hai long.
2.8, Quan h¢ giiva chitt egng cim nhdn va gid trf cdm nhin

Gié trj cim nhén cta khach hang d6i véi dich v s& cao hon khi chét lrong dich vy

- cam nhén vugt trdi hon so véi nhimg chi phi ho phai bé ra dé sit dung dich vu (Tam,

2004). Nghién ciu cia Wang v Yang (2004) trong linh vuc vién théng da chi ra chit
hrgng cim nhan c6 thé anh huémg dén hanh vi clia khach hang mot céch gidn tidp boi gid
trj cdm nhén. Tu ddy ching ta c6 cic gia thuyét tiép theo nhur sau:

H4: Chét lugng cdm nhén c6 tic ddng dwong 1én gia tri cam nhén.
2.9. Hinh dnh thwong higu

Hinh dnh thuong hiéu cling duoc xem nhwr 14 sur dai dién cho thuong higu trong tdm
tri ngudi tiéu dung (Dobni va Zinkhan, 1990) hay 12 nhitng cam nhin ma ngudi tiéu ding
Tat ra dwgc tir mét thuong hidu (Keller, 1993). Nghién ctru nay dinh nghia hinh anh thuong
higu nhw 13 birc tranh tinh thin cia ngudi tidu diing vé san phim, dich vu dugc cung cép,
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va n6 bao gdm nhimg ¥ nghia tweng trung ma ngudi tiéu ding két hop vdi thudc tinh cu
thé ctia san phim, dich vu (Dobni va Zinkhan, 1990).

2.10. Quan hé giita hinh dnh thwong higu va sy trung thanh

Hinh anh thwong hiéu ¢ anh hudng manh va duge mong doi 1a mét yeu t6 quan
trong quyét dinh dén sy trung thanh va s& dén t&i phitng hanh vi 6 tac ddng tich cuc dén
thuong hiéu nhu mua hang 1ap lai, d& pghi mua hang hay quang cdo truyén miéng (Selnes,
1993; Martenson, 2007). Hinh dnh t6t ciing giup cong ty ting lwong ban hang, thi phan va
thiét lap cling nhu duy tri méi quan hé trung thanh véi cac khach hang (Nguyen va
Leblanc, 2001). Déi véi thi trudmg vién théng di dong, hinh anh thuong higu 1a mot trong
nhitg yéu t& quyét dinh sy trung thanh cla khach hang, viéc tiép tuc duy tri st dung dich
vu, chip nhin gia cao hay quang céo truyén miéng cho dich vu (Lai, Griffin va Babin,
2009; Kim va Yoon, 2004). Tir 12p ludn trén, gid thuyét tiép theo dugc dua ra:

HSa Hinh anh thwong hiéu ¢6 tic ddng dwong 1€n su trung thanh thai d9.

I-ISb Hinh anh thiong hiéu c6 tic dong dwong 1én mirc chi tidu.
2.11. Quan h¢ giiva hinh dnh thwong higu va sw hai long

Hinh anh thwong hiéu ciing gop phan hinh thanh thai do, niém tin, sy hai long va
hanh vi ciia ngudi tiéu ding. (Andreassen va Lindestad, 1998). Trong linh virc vién thing
di dong, phidu nghién clru trén thé giéi ciing d3 chimg minh méi quan hé glu'a hinh dnh
thuong hiéu va su hai 1ong cha khach hang theo d6 ¢o y nghia quan trong quyét dinh dén
s trung thanh (Lai, Griffin va Babin, 2009). Tu co sd trén tac gia duara gia thuyét:

H6: Hinh anh thuong hidu c6 tac dong duong 1én sy hai long.
2.12, Quan h§ giira hinh dnh thuwong hiéu va gid tri cam nhin

Nghién cim ciia Cretu va Brodie (2005) chi ra hinh 4nh thuong hiéu cé anh hudng
manh mé dén chit Jugng cam nhin dich vy, va réng hon 13 dén gid tri cam nhén va sy
trung thanh. Vi vy, m¢ réng sang linh vyc vién thong di dong, nghién ciru nay dé xuit gia
thuyét sau:

H7: Hinh anh thuong hidu ¢6 tic déng duong 1én gia tri cam nhan.
2.13. Quan hé giira hinh dnh thwong hi¢u vi chdt lwgng cdm nhgn

Hinh anh thuong hiéu déng vai trd quan trong trong sy hinh thanh cam nhén vé
chit luong. N6 tao ra nhilng mong doi chéc chin trong cac tidu chi danh gia san pham,
dich vu. Nhiéu khéch hang chi nhén biét nhimg gbi sdn phém, djch Vi qua hinh anh thuong
higu (Cretu va Brodie, 2007; Selnes, 1993). Péi véi thi trudng vién thong di dong, theo
hidu biét cuia ban than tic gia, chua cé nghién ciru nao d& cap dén mbi quan hé nay. Tuy
nhién, du'a vao két qua cla cac nghlen ctru trén thé giéi, nghién ctru ndy md rong sang linh
vuc vién théng va dé xudt gia thuyét rang:

HS8: Hinh anh thwong hiéu cé thc ddng duong 1én chit lugng cim nhén.
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- 3. Phwong phép nghién ciu

. Nghién efru duge tién hanh thong qua hai giai doan chinh: nghién ctru dinh tinh
pham x3y dyng bang cdu héi phong vén va nghién ciu dinh lugng bing phuong phép
phong vén truc tiép. PSi trong nghién ciru 1a cic khach hang dang sir dung dich vu cia

“MobiFone tai TP. Nha Trang, hinh thizc thué bao tra sau, thanh toan cwéc trye tiép, 6 thai
gian sir dung dich vu tir 12 théng tr& 18n. T4c gia sé tién hanh chon méu dai dién dya trén
mitc chi tiéu thyc té hang thang cua khach hang. Tir bao cao téng hop chi tiét cude thang
3/2012, tac gia tién hanh 1ap danh séch déi twong diéu tra & timg mitc chi tidu, s6 miu cu
thé cin thu. Phuong phap 1y mau ngiu nhién don gién s& duge sit dung dé trich loc danh
séch khach hang cy thé cudi cliing @& phat bang ciu hoi.

(Dxl\fdgcncgl:ntgg ng) ' ki(;cl;lr inaig Tilé % S0 mau cén thu
Duéi 100 2,946 21.5 61
Tir 100 - dudi 200 4,253 31.0 89
Tir 200 - dudi 300 2,686 19.6 56
Tir 300 - dudi 400 1,448 10.5 30
Tir 400 ~ duéi 500 819 6.0 17
Tix 500 tré 1én 1,571 11.4 32|,
Téng cong 13,723 100.0 285

3.1. Do ludng khdi nigm “ Chéit epng cém nhin”:
Pugc do luong béng 4 bién quan st trén thang do Likert 7 diém 13 xut shc, ¢6 chit
hromg cao, khéc biét, tuyét hdo (Wang va ctg, 2004),

hd

3.2, Do luomg khdi nigm “ Gia trj cam nhin”;
Tac gié sir dung thang do Likert 7 diém dé do luong khai nidm nay véi 4 bién quan
sat: ph hop v6i chi phi bo ra, ximg déng, mang lai gia tri cao, so sanh véi cic ddi thit canh
franh viéc lya chon dich vy ciia MobiFone 14 t6t (Wang va ctg, 2004).
3.3. Do luong khdi nigm “Sw hai long”:
Tac gia sir dung thang do Likert 7 diém dwoc phat trién boi Wang va ctg (2004)
gdm 5 bién qQuan sét: hdi long, théa man, thich tha, phin khich, tu hio.
3.4. Do luomg khdi nigm “Ti rung thanh thai dj”:

6 bién quan sat dugc sir dung dé do luong khéi niém nay trén thang do Likert 7
diém: tiép tuc sir dung dich vu, tiép tyc sit dung cho dii c6 nhimg wu &3i tir ¢6i thu canh
tranh, sir dyng thém, giGi thidu cho ban be, ngudi quen, truyén miéng tich cuc cho nhimg
ngudi khic, that khé dé tir bé mang (Pham Anh Tuin, 2008).
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3.5. Do liong khai niém “Trung thanh hanh vi — mirc chi tidu ”:

Téc gia sé& tién hanh do ludng sy trung thanh hanh vi ctia khach hang dva trén mic
chi tiéu thuc té cia ho. Tir danh sach cude thyc té hang thang két xuat tir hé théng thanh
toén cude phi ctia MobiFone, tic gia s& tién hanh chon loc nhimg ddi twgng khach héng
phti hop theo muc tién nghién citu ban dau va theo timg miic cwde trong vong 3 thang lién
tuc 13 4,5,6.

3.6. Do lwong khdi niém “Hinh dnh thwong higu”:

Téc gia sir dung thang do likert 7 diém trong nghién ciru ciia Nguyen va Leblanc
(2001) va Cretu va Brodie (2007) véi 12 bién quan sit: nght ngay dén MobiFone ddu , nhé
rét r5 Logo va Slogan ctia MobiFone, ludn ¢6 4n tirgng t6t véi MobiFone, hinh anh thuong
higu MobiFone ¢6 4n tugng tdt trong tAm trf khach hang, uy tin chét luong, sang trong,
dich vu tbt, cong nghé hi¢n dai, chuyén nghiép, ngurdi tién phong', than thién, 13 “nhat”.

4. Két qua va thioe ludn

Pé dat dwge myc tidu dAu tién 12 mudn khing dinh cic thang do hromg dam bao vé
dd tin cdy, d0 gia tri hoi ty va phan biét. Tac gia tién hanh phan tich nhan t6 kham pha cho
5 khéi ni¢m trong gia thuydt d& xuit. Sau d6, cac thang do khéi niém “chét lugng cam
nhan”, “gid tri cam nhan”, * su hai long”, “sy trung thanh thai d§” va “hinh anh thuong
hidu” s& dwoc tién hanh phan tich nhan t8 khing dinh (CFA). K&t qua cho thiy gia tri cla
théng ké chi-binh phuong 1a 732.848 véi 285 bac nr do, xac sut 0.000 chimg & ring
théng ké nay 12 ¢é y nghia véi kich thude méu 285. Ty sb Chi-binh phwong chia bac t do
CMIN/DF = 2.571 > 2.0. Gi4 trj RMSEA 12 0.074, nhé hon 0.08, ddng thai gis tri CFI 1a
0.922 déu chip nhin dugc. Tuy nhién, GFI = 0.829, thip hon mitc d& nghi 0.90. Két qua
phén tich ndy ham ¥ ring mé hinh do hudomg ¢6 a5, phi hop chip nhdn duoc. Tuy nhién,
kha ning cai thién d6 phi hop ciza md hinh 14 rét cao. Do 46 tac gia tiép tuc thire hién cac
buée phén tich tiép theo dé 6 thé cai thién d6 phi hop clia mé hinh. D2 tai ndy st dung
mbt k§ thuat 14y téng trung binh céc chi bao dbi véi 3 thang do “Hinh anh thwrong higu”,
“Sy hai long” va “ Sy trung thanh thai 46", Tac gia d4 1y trung binh ngiu nhién mdi 2 chi
bao trong s6 6 chi béo ciia mdi thang do dé hinh thanh nén 3 chi béo chung cho médi do
trong cha 3 cau tric khai niém nay .

Bing 1. Cdc chi 56 thing ké phin dnh d3 phis hgp ciia mé hinh do lucmg diéu chinh

RMSEA GFI CFI CMIN DF P CMIN/DF ‘

0.064 0.919 | 0.968 226.924 105 0.000 2.161 ‘

So véi mé hinh CFA ban ddu, d6 phi hgp ciia mé hinh CFA hiéu chinh 14 tét hon
nhiéu véi GFI va CFI ting déng ké, ddng thoi CMIN/DF va RMSEA ciing gidm.
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4.1. Ddnh gid @p tin cdy va dj gid tri hji ty ciia thang do

Bdng 2. Cdu triie khdi niém, trong 56 nhén 6 va dj tin cdy tong hop

B . Trong s6 nhan tb Téng
Cau tric D¢ tin cay .
e m Khéng t-values p " | phwong sai
Khai ni¢m + .- [Chuén héa tong hop trich
Chuén héa ric
Chét lugng cdm nhan [ 0.91-1.00 | 0.81-0.86 | 16.0-17.6 0.88 0.81
Gia trt cam nhén 090-120]10.79-0.87 | 157-18.1 0.89 0.76
Su hai long 1.70-2.3010.84-091 | 17.1-194 0.93 0.85
Su trung thanh 170-2.10|0.84-0.89| 17.1-19.0 0.91 0.83
Hinh anh thwong hi¢u [ 1.70-2.000.79~0.89 | 157~ 18.9 0.93 0.82

Céc trong s6 nhan t6 clia céc chi bao dbi voi cac khéi niém ddu dat mirc v nghia
khé cao (p < 0.001; gia trj thng ké student (t) déu kha 16m, tir 15.7 dén 19.4. Bén canh &6,
céc gid tri trong sb nharn t6 chuén héa trai dai tir 0.79 dn 0.91. Két qué nay cho thiy 45 gia
tri héi tu chia céc thang do 14 kha t8t. Tt ca cdc thang do déu cb céc gia trj d6 tin ciy téng
hop nim trong pham vi duoc dénh gia la rdt tét, trai dai tir 0.89 dén 0.94. Céc gié tri
phuong sai trich cfing virgt mirc 0.76 . Két qua nay cho thiy ring, cac thang do sir dung

déu dat d6 tin cdy cao, thich hop cho viée phén tich xa hon.

4.2. Kiém dinh dj gid i phin bigt gitva cdc khdi nigm

Téc gia tién hanh kiém dinh hé sb twong quan giita cac khai niém thanh phén cta

mét khai niém 16n va nd phai <0.9 thi mdi dat gi tri phan biét bing excel.

Bing 3. Kiém dinh d3 gid tri phdn biét gita cdc khdi nigm

N =285
I R SE CR | Pavalue
'|Chét lwgng cam nhan |<—>|Thuong hidu 074 | 0.03 | 647 | 0.000
Thuong hiéu <-->|Trung thanh 0.78 | 0.03 591 | 0.000
'|Hat long <-->|Trung thanh 0.76 0.03 6.12 0.000
| Gia trj cam nhén <-->|Hai long 0.71 0.04 6.91 0.000
|Chét lvong cam nhén |<-->|Gia tri cam nhén 0.70 | 0.04 | 694 | 0.000
Chat lwgng cam nhan |<-->|Trung thanh 0.70 | 0.04 | 696 | 0.000
| Gia trj cém nhan <-->|{Trung thanh 072 | 004 | 678 | 0.000
Gia trj c4m nhén <-->|{Thuong hiéu 0.78 | 0.03 | 591 | 0.000
‘ }Eong hidu <-->| Hai long 0.74 | 0.03 | 6.38 | 0.000
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Chat lugng cam nhédn |<-->| Hai long 076 | 003 | 6.10 | 0.000
Chi tiéu <-->|Trung thanh 0.16 | 0.05 | 1424 | 0000 |
Chi tiéu <--> | Thuong hiéu 0.13 | 005 | 1467 | 0.000
Chi tiéu <.-> |Hai long 0.19 | 005 | 13.83 | 0.000
Chi tiéu <—>] Gia trj c&m nhén 015 | 005 | 14.44 | 0.000
Chi tiéu <->|Chét hrong cam nhdn | 020 | 0.05 | 13.64 | 0.000

Két qua cho thiy P-value déu <0.05 nén hé sé twong quan cia tirng cip khai niém
khac biét so vdi 1. Do d6 cac khéi niém dat dugc gia trj phin biét.

4.3. Ddnh gid cdc quan h§ ciu triic va kidm dinh gid thuyét

Pé kiém dinh cic quan hé cdu tric, @& tai ude hrong mdt md hinh chu tric nhu
dugc md ta trong mé hinh 1y thuyét. Két qua cho thiy gi4 tri cia théng ké chi-binh phuong
14 234.183 v6i 110 bac tu do, xéc sut 0.000 chimg t6 ring théng ké nay 14 c6 ¥ nghia véi
kich thuéc miu 285. Ty s§ Chi-binh phuong chia bac tw do CMIN/DF =2.129 < 3.0 lakha
tét. Gia tri RMSEA 12 0.630, nhé hon mire d& nghi 0.08, déng thoi hai gi4 tri GFI = 0.916
va CFI = 0.967 la cao hon mirc d& nghj 0.90. Két qua phan tich niy him ¥ ring mé hinh
phuong trinh céu tric ¢6 d6 phit hop 8t so véi dit liéu hién c6.

Bing 4. Kiém dinh cdc quan hé cdu tric trong mé hinh dé xudt

Hé s6 chu HE sb
A » K
Két tric | cau tric | Thong
Gia thit | knomg | chudn | két
ludn | chudn héa| pga
H1a: Hai long -> trung thanh Ung hd {0.42 0.41 5.60%%*
H1b: Hai long -> mitc chi tidu Ung hé [0.51 0.21 2.03*
H2: Gia trj cam nhén -> hai long Ung b |0.31 0.20 2.36*
H3: Chét lugng cam nhén -> hai 1dng Ung hé [0.77 0.43 5.42%%*
H4: Chét luong cam nhén -> gi4 tri cam nhan Ung ho [0.31 0.27 3.48%%x
H5a: Hinh 4nh thuong hiéu -> trung thanh Ung ho [0.50 0.48 6.38%**
hl'\ i
H5b: Hinh 4nh thwong hidu -> me chi tiéu Khong | o351 loto  |-0.12¢
ung hj
H6: Hinh anh thwong hiéu -> hai long Unghd {0.28 0.28 3.06*
H7: Hinh &nh thuong hiéu -> gi4 tri cdm nhén Ung hé [0.31 0.59 7.05%x*
H8: Hinh dnh thuong hidu -> chit lrgng cam nhin |Ung hé [0.42 10.75 11.63*%**
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Ghzchu P < 0.05 **p <001, ¥*p < 0.001.

. R Chdt leong cam nhan = 56.0%, gid tri cém nhin = 65.4%, hai long = 67.6%, trung
,;‘.thanh 69.9%, chi tiéu = 4%.
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Hinh 1. M6 hinh ciu tric tuyén tinh SEM

4.4. Théo lugn két qua nghién civu

Két qui nghién ciru cho thiy hiu hét cac gia thuyét déu duogc chimg minh v& mit
dinh hrgng va c6 sy tuong ddng cao so véi cic nghién cir trude diy trén thé gisi. Cu thé,
quan h¢ giffa hinh anh thuong hiéu vi trung thanh hanh vi thé hién gua mic chi tiéu la
khong 6 ¥ nghia théng ké va két qua nay cin dugce kbam pha xa hon trong nghién cins tiép
theo d€ tim hiéu nguyén nhan giai thich cho diéu nay. Hinh anh thuong hiéu ¢6 anh huémg
duong dén sir trung thanh v dinh. Tdn tai cac tuong quan dwong giita hinh anh thuong hiéu
V&i chét lrong cdm nhén (Cretu va Brodie, 2007; Selnes, 1993), gid tri cam nhén (Cretu va
Brodie, 2005), va sy hai long (Bolton va Drew, 1991; Johnson & Fronell, 1991; Veloutsou
va Daskou, 2004). M8i quan hé gita hinh anh thwong hiéu va sy trung thanh ¥ dinh 13
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5. Mgt sb goi y cho cong ty _
Dbéi véi thi trudmg vién thong di ddng dang ¢6 su canh tranh manh mé nhu hién nay
thi viéc ning cao hinh anh thuong higu ¢d ¥ nghia vo cing quan trong trong viée duy tri va

biét. Vi thé manh 13 mang di d6ng cé chit lugng dich vu va dich vu chiam sé¢ khach hang
tét, cdng ty cin duy tri va tiép tuc phat huy né dé ¢ thé tao thanh mot chudi gi4 tri dbng

A~

nhit. Khach hang s& mua san pham, dich vu cia cong ty néu ho nhin thay c6 su khac biét

Cén phai c6 sur thong nhét trong cich quang b4 san phim, djch VU cua cdng ty trén
cac phuong tién truyén thong, cach trinh bay va nhitng vu d3i khach hang, cic giao djch
cua céng ty vdi khach héng, quang cao va khuvén mai dé mang lai sy trai nghiém thuong
hiéu mét cach hoan hao, vitng chic. ‘

Xdy dung mang ludi phén phéi dura thuong hiéu MobiFone dén v6i moi tang 16p
khéch hing. Véi thé manh di trude déi tha Viette] vé phin khtic thj treong thanh thi, tuy

nhién & céc tuyén huyén, thi xa cdng ty can tip trung vio phan khtc ndy dé c6 thé mé rong
 d6i twong khich hing bing cach md rong kénh phan phéi, dua d6i ngii ban hang truc tiép
vé tin huyén, thi, pht trién high thize ban hang trire tidp dén tin h¢ gia dinh.

Khéng ngimg dau tir vio nghién ciu & phit trién, tao san phdm, dich Vu méi dap
ng nhu cau ciia khach hang.
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