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SU THAU HIEU VA SE CHIA CUA NHA MANG CUNG CAP
DICH VU THONG TIN DI PONG DANH CHO KHACH HANG
TAI THUA THIEN HUE

Nguyén Pic Quan*
Truong Dai hoc Kinh t€, Dai hoc Hué, 99 H6 Déc Di, Hué, Viét Nam

Tém tat: Nghién cttu nay khdm phé va danh gia kha nang dong cam ctia nha mang cung cip
dich vu thong tin di dong tai Thira Thién Hué d6i voi khach hang. D liéu nghién cttu duoc
khao sat tir 384 khach hang st dung dich vu thong tin di ddng tai Thira Thién Hué. M6 hinh
nghién cttu vé kha ndng dong cam duoc dé xuét trén co s& md hinh chét lwong dich vu cta
Parasuraman v6i thang do SERVPERF. Két qua nghién cttu cho thdy khach hang danh gia cao
cac nha mang trong viéc bo tri thoi gian lam viéc thuén tién, nhan vién nha mang ludén niém no
khi do6n tiép va quan tam dén khach hang, dong thoi cliing chi rd han ché cua nhan vién nha
mang vé kha nang tim hiéu nhu cau ciing nhu 1dy loi ich cua khach hang lam tam niém khi
phuc vu. Duya trén két qua phan tich, tac gia da goi y xay dung cac giai phdp nang cao sy thdu
hiéu va sé chia cua nha mang danh cho cdc nhdm khach hang hoc sinh, sinh vién, tiéu thuong,
budn ban nhé, néong dan ngw dan, doanh nhan doanh nghiép va cdng chitc vién chitc trén thi

treong Thira Thién Hué.

Tt khoa: Kha nang dong cam, nhu cau, loi ich khach hang, nha mang, dich vu thong tin di
dong

1  Ditvan de

Hién nay thi treong dich vu thong tin di dong da dén ngudng bao hoa, khach hang ngay
cang doi hoi cao vé chét lugng dich vu. Ddc biét, v6i 10 trinh da dwoc B6 Thong tin va Truyén
thong cong bd, theo d6 du kién cudi nam 2017 khach hang st dung dich vu théng tin di dong
dugc phép thuc hién chuyén nha mang cung cdp dich vu thong tin di dong (goi tat la nha
mang) gitt nguyén s6 thué bao, vi vay viéc thuc sy hiéu, nam bat dting nhu cau khach hang,
nhdt 1a sw dong cam va xem 1gi ich ctia khach hang 1a 1oi ich cta chinh nha mang, loi ich ctua
modi nhan vién 1a mot yéu cau cap bach doi hoi cac nha mang can phai thwee hién.

bé dap ting mot phan nhu cau do, nghién cttu nay tap trung kham pha va danh gia muc
d6 hiéu biét, kha nang dong cam, ciing nhu viéc xem 10i ich ctia khach hang la 1oi ich cua nha
mang trén dia ban tinh Thtta Thién Hué, dong thoi dwa ra mot sd khuyén nghi gitp nha mang
c6 géc nhin va nhan thitc dting vé tam quan trong ctia khach hang.

* Lién hé: quan.nd@mobifone.vn
Nhan bai: 06-06-2017; Hoan thanh phan bién: 31-07-2017; Ngay nhan dang: 4-10-2017
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2 Mo hinh nghién cttu

Kha nang dong cam — kha nang thé hién sy quan tdm cham soc dén ting ca nhan khach
hang, hiéu biét nhiing gi khach hang mudn va thyc su mudn mang lai 1¢i ich cho khéach hang.
Thanh phan nay duoc danh gia thong qua cac tiéu chi: (1) Nha mang luén niém no don tiép
khach hang; (2) Nha mang biét quan tdm dén khach hang; (3) Nha mang 1ay loi ich ctia khach
hang lam diéu tdm niém d€ phuc vy; (4) Nha mang hiéu rd nhiing nhu cau cua khach hang va
(5) Nha mang lam viéc vao nhitng gio thuan tién (Parasuraman va cs. ,1985).

Trén co so cac mod hinh nghién cttu vé sy hai long cua khach hang duoc ing dung rong
rai trong nhiéu linh vuc, tac gia tim hiéu va phan tich mo6 hinh nghién cttu 5 khoang cach gitra
ky vong va cam nhéan thuc t€ cua khach hang vé chat lugng dich vy, trong dé cd yéu td vé kha
nang dong cam cua Parasuraman véi thang do SERVQUAL. Thang do SERVQUAL duoc
Parasuraman va cong su khing dinh 1la mot cong cu do luong chat lwong dich vu tin cay va
chinh xac (Parasuraman va cs., 1988, 1991, 1993) va da dugc tng dung rong rai (Buttle 1996,
Robinson 1999). Tuy nhién, viéc st dung mo hinh chat luong dich vu ctia Parasuraman lam co
s& cho viéc danh gia chat lwong dich vu cling con nhiéu tranh cai (Carmen, 1990; Babakus va
Boller, 1992; Cronin va Taylor, 1992). Do d6 Cronin Taylor da dua ra thang do SERVPERF dé
thay thé thang do SERVQUAL boi theo Cronin va Taylor, viéc do lwong chat luong dich vu dua
trén thang do SERVPERF chi can dya vao gia tri cdm nhan d€ do va danh gia duoc cam nhéan
cta khach hang.

Tai Viét Nam, theo Nguyén Huy Phong va Pham Ngoc Thiy (2007), thang do SERVPERF
cho két qua t3t hon so véi thang do SERVQUAL. Bang hoi ctia thang do SERVPERF ngan gon,
dé hiéu va dé tra 16i hon bang hoi ctia thang do SERVQUAL. Ngoai ra, thang do SERVPERF tuy
don gian nhung cho két qua kha chinh xac vi khi hoi me d¢ cam nhéan khach hang thuong cé
xu hudng so sanh gitta cAm nhan va mong mudn ctia minh d€ tra 16i bang cau hoi.

Cén ctt vao tinh hinh thi treong ciing nhu vai tro quan trong cua thanh phan dong cam
v6i khach hang trong chién lugce phét trién ctia cac nha mang, tac gia dé xuat tng dung mo hinh
nghién cttu ctia Parasuraman véi thang do SERVPERF dé kham pha, danh gia kha nang dong

cam cuia nha mang véi khach hang st dung dich vu thong tin di dng tai tinh Thira Thién Hué.
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So d6 1. M6 hinh nghién ctu dédnh gia chit lwgng dich vu ctia Parasuraman

3 Phuong phap nghién cttu

D¢ danh gia duoc sw dong cam ctia nha mang cung cap dich vu thong tin di dong d6i
v6i khach hang, tac gia da thuc hién quan sat va diéu tra truc tiép thong qua phiéu phong van
khach hang tai cac ctra hang, trung tam giao dich ctia nha mang ¢ cap huyén. Tac gia ghi nhan
qua trinh lam viéc truc ti€p voi khach hang qua (1) Thai do cua giao dich vién trong qua trinh
tu van va cung cap dich vu cho khéach hang; (2) Thai d6, tam trang ctia khach hang khi cé thac
mac, khiéu nai vé dich vu va céch giao dich vién tiép nhan xt ly; (3) Nhiing trao doi gitra khach
hang va giao dich vién vé cac dich vu nha mang dang cung cap.

Tac gia da tham khao y kién cac chuyén gia kinh doanh va quan ly trong linh vy thong
tin di dong d€ dwa ra nhiing danh gia tong quat vé thai dé phuc vu khach hang cting nhu phan
tich cac yéu t6 khach quan tac dong dén su thau hiéu cling nhw viéc quan tam dén loi ich khach
hang ctia nha mang.

Két qua nghién ctru dinh tinh bang viéc quan sat, tham khao y kién chuyén gia va
phong van thir 30 khach hang trén dia ban cho thay viéc iing dung mé hinh Parasuraman véi
thang do SERVPERF d6i véi yéu td kha nang dong cam gom 5 bién: (1) Nha mang luén niém no
dén tiép khach hang; (2) Nha mang biét quan tam dén khach hang; (3) Nha mang 1dy loi ich cua
khach hang lam diéu tam niém dé phuc vy; (4) Nha mang hiéu rd nhiing nhu cau cua khach
hang; va (5) Nha mang lam viéc vao nhitng gio thuan tién dap tng dwgc muc tiéu nghién ctru.

Can ctt vao s liéu thong ké khach hang c6 dang ky thong tin day du, dung quy dinh
cua Bo Thong tin va Truyén thong phan bd theo dia ban va theo nghé nghiép dén thoi diém
thang 10 ndm 2016, 4p dung phuwong phap chon mau cta Krejcie va Morgan véi cong thitc xac

dinh c& mau:
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trong d6 n 1a 1a c& mau; y 2 1a gia tri khi binh phwrong twong tng véi gia tri do tin cay va bac tu
do; N 1a kich thudc tong thé duoc xac dinh bang s6 luong khach hang ctia nha mang tai Thira
Thién Hu€ thang 10 nam 2016 la 390.550 khach hang; P la ty 1é cta hién tuwong nghién cttu trong
tong thé, trong treong hop nay 1ay gia tri P = 0,5 dé gia tri c& mau sé 16n nhat trong diéu kién
cac bién s6 khac khong d6i; ME sai s8 chon mau trong trudng hop nay lwa chon gia tri sai s8 5
%.

Duya trén dit liéu tong thé khach hang va khach hang tai tirng dia ban cap quan/huyén
phan chia theo nhém nghé nghiép, tac gia woc tinh gia tri & mau va phan phdi vao cidc nhém
nghé nghiép tai cac dia ban tuyén huyén (Bang 1).

Dit liéu sau diéu tra dwoc xtt Iy bang pham mém SPSS. Cac thong s3 tinh todn bao gom tan

s6, gia tri trung binh; phrrong sai va d léch chuan; kiém dinh gia tri trung binh mot mau.

Bang 1. Dac diém mau nghién cttu theo dia ban va nghé nghiép tai Thita Thién Hué&

Ngheé nghiép
c s Cong chiec/  Tiéu thwong/ Nong dan/ Doanh nhan/ Hoc sinh/ "
Dia ban n | o, N . n R n Tong
vién chirc buén ban nho Ngu dan Doanh nghiép  Sinh vién

TP Hué 20 61 0 61 61 203
Phong Dién 3 5 5 3 0 16
Quang Dién 3 4 4 3 0 14
Pht Vang 10 14 13 10 0 47
Huong Thay 4 12 12 12 0 40
Huong Tra 6 9 9 6 0 30
Phu Loc 7 10 10 7 0 34
Téng 53 115 53 102 61 384

4 K&t qua va thao luan

41 Danh gia vé kha ning dong cam trong cung cip dich vu ctia nha mang

Vi thang do Likert 5 mtrc d6 tir rat khong dong y dén rat dong y. Két qua thong ké mo ta
thu duoc ¢ Bang 2.

Nhin chung, khach hang danh gia ¢ muc tot, trén mic hai long d6i voi cac tiéu chi (1)
Nha mang luén niém n¢ dén tiép khach hang; (2) Nha mang biét quan tam dén khach hang; (5)
Nha mang lam viéc vao nhitng gio thuan tién.

Dai voi hai tiéu chi: (3) Nha mang 1dy loi ich ctia khach hang lam diéu tam niém dé phuc
vy; (4) Nha mang hiéu ré nhitng nhu cau cua khach hang, két qua phan tich cho thdy khach

hang chua hai long hai tiéu chi nay.
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Bang 2. Két qua danh gia vé kha niang déng cam trong cung cap dich vu cia nha mang

tai Thtra Thién Hué
Tu rit khong dong y dén rit dong y Téng s6 Tyle Gia Do
n , danh gia S0 tri léch
Tiéu chi 1 2 3 4 5 hop 1¢ véi tumg  dm
TS % S % TS % TS % TS % TS % mau binh an
Nha mang luén 0
niém no d6n tiép 0 0,0 0 0' 30 15,4 95 48,7 70 359 195 100 50,78 421 0,688

khach hang.

Nha mang biét
quan tdm dén 0 0,0 7 3,1 46 20,6 110 493 60 269 223 100 58,07 4,00 0,777
khéach hang.

Nha mang 14y loiich
ctia khach hang lam
diéu tim niém &€
phucvu

0 0,0 16 68 86 36,8 83 355 49 209 234 100 60,94 3,71 0,876

Nha mang hiéu 1o
nhitng nhu GAucia 2 1,1 10 5,3 50 26,3 83 43,7 45 23,7 190 100 49,48 3,84 0,885

Nha mang lam
viéc vao nhiing 0 0,0 5 2,1 47 20,0 61 26,0 122 51,9 235 100 61,2 4,28 0,855
gi0 thuan tién.

Ghi chii: TS- TAn sb Nguodn: két qua diéu tra, phan tich cta tac gia nam 2016
Kiém dinh mttc d6 dénh gid hai tiéu chi (3) va (4) trén ctia khach hang véi cdp gia thuyét:
Ho: Mirc ¢ dinh gid trung binh cia khdch hang doi voi tiéu chi X la mikc hai long,
Hu: Mire d¢ dinh gid trung binh cua khdch hang d6i voi tiéu chi X la dwéi mire hai long
Két qua kiém dinh trung binh mdt mau déi véi 2 tiéu chi: (1) nha mang 1y loi ich caa

khach hang lam diéu tam niém cuta ho, (2) Nha mang hiéu rd nhitng nhu cau ctia khach hang va

dugc thé hién ¢ Bang 3.

Bang 3. Két qua kiém dinh danh gid ctia khach hang d6i vdi 2 tiéu chi trong thanh phéan kha nang
dong cam chua dat yéu cdu ctia nha mang tai Thira Thién Hué

Tiéu chi Gid tri trung binh  Cnenn léch gid tri Sig
trung binh
N&a r{lang.{ay l(z} ich ctia khach hang lam 371 0295 0,000
diéu tdm niém d€ phuc vu
Nha mang hiéu rd nhitng nhu cau cta 3,84 0,163 0,006

khach hang

Nguodn: két qua diéu tra, phan tich cta tac gia nam 2016

Nhu vay, véi do tin cay 95 %, c6 du co so d€ két luan réng khach hang danh gia nha
mang chua thuc sy hiéu 16 va xem loi ich khach hang la diéu tdm niém ctia ho trong quad trinh

phuc vu.
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Nhin chung, khach hang danh gia cac tiéu chi khac & muc tét, trén miec hai long nhu thai
d6 niém no ctia nhan vién, sy quan tdm cta nhan vién nha mang danh cho khéach hang ciling

nhu tinh thuén tién trong gio lam viéc cua nha mang tai Thira Thién Hué.
4.2  Panh gia vé kha ning dong cam trong cung cip dich vu cia nha mang theo dia ban cip
huyén

Bang 4. Két qua danh gia thanh phan déng cam trong qua trinh cung cdp dich vu cia nha mang
tai Thira Thién Hué theo dia ban c&p huyén

. Phong Quang B Huong . Lo
TP Hue -~ .~ Pha Vang Huong Tra Phua Loc
Dién Dién Thay
Tiéu chi
WN TB nN 1B nWN 1B  nN 1B n/N 1B 1N B nN B
Nha mang luén

niemnodontiép 6287 424 2041 440 86 467 8B 406 1282 440 2667 400 BB 391
khach hang

Nha mang biét
quan tam dén 7129 40 2941 420 28 32 04 397 3077 375 2667 400 3636 392
khach hang

Nha mang 1y loi
ich ctia khéch
hang lam diéu

63 374 329 367 28 446 5208 356 231 34 2000 417 4848 34

tam niém ctia ho

Nha mang hiéu rd
nhiing nhu cau 6287 383 41,18 400 5000 42 6667 378 000 2000 383 333 373
ctia khach hang

Nha mang lam
viéc vao nhiing 7426 438 3529 417 6429 478 B0 3B/ BB 462 300 367 3636 43

gio thuén tién

Ghi chii: n/N la ty 16 nhém déi tuong so voi ¢& mAau; TB la gia tri trung binh
Ngudn: Két qua diéu tra, phén tich cua tac gia nam 2016
Két qua diéu tra va phan tich cho thdy khach hang danh gid kha cao vé tiéu chi ‘Nha
mang luén niém no don ti€p khach hang’ tai thanh phd Hué ciing nhu tai cac thi xa, cac huyén
ngoai trir tai huyén Phu Loc tiéu chi nay khach hang danh gia ¢ muc thap hon.
Tiéu chi ‘Nha mang biét quan tam dén khach hang’ thi hau hét cac dia ban déu duoc
khach hang danh gia cao, riéng tai Thi xa Hreong Thuy khach hang danh gia tiéu chi nay ¢ mttc
trung binh (3,75) vi vay nha mang, dac biét la b phan thuc hién cong tdc CSKH can kiém tra,
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tim hiéu nguyén nhan dé cong tac chdm soc, thdu hiéu khach hang cua nha mang tai Thi xa
Huwong Thay dwoc tot hon.

Tiéu chi ‘Nha mang 14y loi ich ctia khach hang lam diéu tdm niém ctia ho’ khi phuc vu
chua dwgc khéch hang danh gia cao & hau hét cac khu vuc, ngoai triv huyén Quang Dién va Thi
xa Huong Tra duoc khach hang danh gia ¢ muc hai long. Cé thé néi day la ton tai néu nha
mang cung cap dich vu thong tin di dong lam t6t thi 1oi ich ctia nha mang va loi ich cia khach
hang luén song hanh, nha mang va khach hang luén cting chién thang.

Tuwong tw, tiéu chi ‘Nha mang hiéu rd nhu cau cuia khach hang’ khi phuc vu chi duoc
khach hang danh gia & muc trung binh, ngoai tritr huyén Phong Dién va huyén Quang Dién
duoc khach hang danh gid mic hai long. O day, nguyén nhan c6 thé nim 6 kha ning nim bt
hay ky nang tim hiéu nhu cau khach hang ctia nhan vién nha mang. Ngoai ra cting c6 thé do ap
lyec vé cong viéc ctia nhan vién cao dan dén khong du thoi gian dé tim hiéu, goi md nhu cau ctia
khach hang. Vi vdy, nha mang can xem xét thém véan dé dao tao bén canh viéc dinh luwong cong
viéc hop ly cho nhan vién.

Dai voi tiéu chi ‘Nha mang lam viéc vao nhitng gio thudn tién’, két qua cho thdy khach
hang danh gia khong cao tiéu chi nay tai thi treong thi xa Heong Tra va thi treong huyén Phu
Vang do 2 Trung tam giao dich Phi Vang, Huong Tra thuc hién thoi gian mo ctta phuc vu
khach hang chwra ding quy dinh chung.

43 Danh gia vé kha ning dong cam trong cung cap dich vu cta nha mang theo nghé
nghiép

D6i véi 2 tiéu chi ‘Nha mang luén niém nd dén tiép khach hang’ va ‘Nha mang lam viéc
vao nhitng gio thudn tién’, cic nhom khach hang & cac nghé nghiép khac nhau déu danh gia tot
0 2 tiéu chi nay. Diém danh gia trung binh la trén muic 4 — Mtic hai long.

Vé tiéu chi ‘Nha mang biét quan tam dén khach hang’, két qua khao sat cho thdy nhém
khéach hang néng dan/ngue dan danh gia ¢ mutc trung binh tiéu chi nay (3,74), va nhém khach
hang hoc sinh cap 3/sinh vién ciing chua dénh gid cao tiéu chi nay (3,86).

Tiéu chi ‘Nha mang 14y loi ich khach hang lam diéu tam niém cua ho ‘d€ phuc vu duoc
khach hang danh gia & muc trung binh thdp ¢ tit ca cac nhém khach hang, ngoai trir nhém
khach hang ndng dan/ngu dan danh gid & muc kha cao (3,94). Day 1la mot van dé doi hoi nha
mang dac biét luu y d€ nang cao hon nira chat lwong cham soéc khach hang, nhét la trong diéu
kién thi treong da bao hoa ciing nhu viéc khach hang duoc phép chuyén nha mang cung cap
dich vu git* nguyén s6 thué bao sé dwoc Bo Thong tin va Truyén thong thiec hién vao cu6i nam
2017. Néu nha mang thuc sy xem loi ich khach hang 1a 1¢i ich cua chinh nha mang thi sé git
duoc chan khach hang va tiét kiém chi phi hon chi phi phat trién khach hang méi, do d6, doanh
thu tiép tuc duoc duy tri va ngay cang tang truong theo nhu cau sit dung dich vu théng tin di

dong ngay cang tang.
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Tiéu chi ‘Nha mang hiéu r6 nhu cau cua khach hang’ duoc danh gia kha tot doi voi 3
phan khtc khach hang la cong chitc/vién chic, tiéu thuong/budén ban nho va hoc sinh/sinh vién
nhung phéan khic néng dan/ngu dan danh gia thdp tiéu chi nay. D liéu cho thay phéan khuc
ndng dan/ngu dan hau nhu chi st dung cac dich vu co ban (thoai, SMS), it sit dung cac dich vu
gia trj gia tang do nhu cau khong nhiéu vi vay nhan vién nha mang can xem lai cach tiép can va

go1 m& nhu cau cho phan khtic khach hang nay.
Phan khtic khach hang: doanh nhan/doanh nghiép danh gia chwa cao tiéu chi ‘Nha mang

hiéu rd6 nhu cau khach hang’. S6 liéu thdng ké va phong van sau mot s6 khach hang cho thay
nhu cau khach hang cta phan khic nay teong déi cao, nhung thoi gian ti€p can khach hang ctia
giao dich vién twong d6i ngan do &p luc xtt ly yéu cau ctia khach hang trong mot thoi diém 16n,
nhat 1a & Thanh phd Hug, cdc huyén Phti Vang, thi xa Hueong Thuy, vi vaydiéu kién d& nam bat
va thoa man nhu cau khach hang con han ché. Khuyén nghi nha mang thuwong xuyén boi dudng
ky ndng, ddc biét d6i vdi cac dich vu GTGT mdi ciing nhu tdng cuong nhan luc trong gio cao
diém dé€ giam tai trong xt ly cong viéc d6i véi giao dich vién.

Nghién cttu danh gia kha nang dong cam ctia nha mang cung cap dich vu thong tin di
dong doi voi khach hang tai dia ban Thira Thién Hué ¢ thoi diém khao sat cho thay ba diém
ndi bat.

Thit nhdt, khach hang danh gia & mtec t6t, trén mutc hai long doi voi cac tiéu chi ‘Nha
mang luén niém no don tiép khach hang’; ‘Nha mang biét quan tdam dén khach hang’; ‘Nha

mang lam viéc vao nhiing gio thuan tién’.

Thit hai, tiéu chi ‘Nha mang 1ay loi ich khach hang lam diéu tam niém ctia ho” khi phuc
vu chuwa duoc danh cao 6 cac phan khic khach hang theo nghé nghiép ciing nhu ¢ tat ca dia
ban cap huyén. Vé mdt tong thé c6 thé noi tiéu chi nay rat quan trong, thé hién quan diém cta
nha mang vé 1¢i ich ctia khach hang. Vi vdy, nha mang can tim hiéu nguyén nhan dé khéc phuc

cting nhu lam rd quan diém trong kinh doanh dén véi nguoi lao dong.

Thit ba, két qua danh gia chung ciing nhuw danh gia theo dia ban cho thdy vé co ban tiéu
chi ‘Nha mang hiéu rd nhu cau ctia khach hang’ chua duwgc khach hang danh gia cao. Nguyén
nhan do tai Thanh phd Hu€ ty 1é khach hang tham gia tra 16i phong van cao, khach hang tai
khu viee nay da phan stt dung nhiéu dich vu GTGT, luu luong khach hang vao gio cao diém
16n dan dén diéu kién thuan loi d€ nhan vién nha mang co thé ndm bat kip nhu cau thye sy cua
khach hang con han ché. Tuy nhién, xét theo phan khtic nghé nghiép, tiéu chi ‘Nha mang hiéu
rd nhitng nhu cau cta khach hang’ ddi véi phan khic néng dan/ngu dan — nhéom khach hang
hau nhw chi st dung dich vu thong tin di ddng co ban nhung dwgc danh gia thap (3,59) la mot
han ché cua nha mang trong viéc phuc vu nhom khach hang nay. Khuyén nghi nha mang can

tang ca nhan vién phuc vu khach hang tai thanh phé Hué, nhat la gio cao diém cting nhu phan
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tich, tim hiéu nguyén nhan chuwa hiéu rdé nhu cau d6i v6i phan khic khach hang nong dan/nguw

dan dé€ c6 giai phap CSKH phan khuc khach hang nay t6t hon.

Bang 5. Két qua danh gia thanh phan déng cam trong qua trinh cung cdp dich vu cia nha mang

tai Thira Thién Hué theo nghé nghiép

Céng Tiéu NG Doanh Hoc sinh cio 3/
on oc sinh ca
chitc/vién thwong/budn R & R nhian/doanh o N P
Tiéu chi i , R dan/ngu dan . sinh vién
chire ban nhé nghiép
n/N TB n/N TB n/N TB n/N TB n/N TB
Nha mang luén niém
o , . 56,60 4,13 42,61 4,29 33,33 417 60,40 4,20 60,66 4,19
no don ti€p khach hang
Nha mang biét quan
e 5849 390 4435 420 42,59 3,74 68,32 4,09 80,33 3,86
tam dén khach hang
Nha mang 1ay loi ich cia
khéach hang lam diéu tim 66,04 3,49 52,17 3,72 57,41 3,94 64,36 3,75 7049 3,63
niém cua ho
Nha mang hiéu rd nhiing
" R 56,60 3,90 38,26 3,95 31,48 3,59 53,47 3,85 73,77 3,76
nhu cau ctia khach hang
Nha mang lam viéc vao
5849 413 5304 433 40,74 427 68,32 4,30 85,25 427

nhiing gio thuén tién

Ghi chii: n/N 1a Ty 16 nhém déi tuong so voi ¢& mau; TB la gia tri trung binh

5 Kétluan

Ngudn: Két qua diéu tra, phén tich cta tac gia nam 2016

Tinh dong cam, thdu hiéu sé chia v6i khach hang thé hién sy quan tam, cham séc dén

tieng ca nhan khach hang, dua trén sy ké thira thang do thanh phan déng cam trong mo hinh

SERVPERF cta Parasuraman, nghién cttu da chi ra dwogc ¢é 5 yéu t6 thé hién sy dong cam cua

nha mang d6i voi khach hang. Hy vong két qua nghién ctru sé gép phan nang cao nhan thuac

cua nhan vién nha mang cung cap dich vu thong tin di dong d6i véi khach hang trén dia ban

Thita Thién Hué. Tuy nhién, nghién cttu chi méi diing lai danh gid kha ndng dong cam ctia nha

mang d6i voi khach hang, chuwa danh gia vé cac thanh phan tin ciy, kha nang dap ung, nang

lwec phuc vu, phuong tién hitu hinh.
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EMPATHY AND UNDERSTANDING OF OPERATORS PROVIDING
MOBILE INFORMATION SERVICES IN THUA THIEN HUE PROVINCE

Nguyen Duc Quan*
HUE - University of Economics, 99 Ho Dac Di St., Hue, Vietnam

Abstract: This study explores and assesses the empathy to customers of operators providing
mobile information services in Thua Thien Hue province. The data were collected from 384
mobile users in the province. The study model is based on Parasuraman’s service quality model
with the SERVPERF scale. The results show that customers appreciate network operators in
terms of convenient working hours and the readiness of the network staff to welcome and care
about the customers. These results also indicate the limitations of the employees in
understanding the needs as well as the interests of customers during the service. Based on the
findings, the author suggests some solutions that aim at enhancing the empathy and
understanding of the network operators towards groups of customers, including students,
farmers, small traders, fishermen, business people and civil servants in the Thua Thien Hue
market.

Keywords: Empathy, understanding, customers, mobile information services
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