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Tom tat. Thi truong vién thong di dong Viét Nam da bio hoa, dit ra thach thic cho
cac doanh nghiép trong viéc tim kiém céc giai phap gin giir khach hang trung thanh. Dya
trén két qua phan tich mé hinh céu trdc tuyén tinh SEM vai 150 phan ti duoc lua chon
bang phuong phép chon mau thuan tién, két qua chi ra rang danh tiéng cong ty c6 anh
huong truc tiép dén 1ong trung thanh caa khach hang hé sé chuan héa 0,352. Ngoai ra,
danh tiéng cong ty con co tac dong gian tiép dén long trung thanh ciia khach hang qua
yéu t6 trung gian 1a chat lugng cam nhan (hé sb 0,08), niém tin (hé s6 0,02) va sy hai long
(hé s6 0,2). Tir d6 nghién ctru di dé xuit mot sb giai phap vé danh tiéng cong ty, niém
tin, su hai long, chat lwong cam nhan nham gia ting 1ong trung thanh cua khach hang.

Tir khoa: Danh tiéng cong ty; Chat lugng cam nhan, niém tin khach hang; Su hai
Iong khéch hang; Long trung thanh khach hang.
1. Giéi thiéu
Mot danh tiéng tot duoc coi la mot tai san co thé nang cao ky vong ctia nguoi mua
d6i vai cac dich vy, long trung thanh cua khach hang (Adeosun & Ganiyu, 2013; Shapiro,
1983; Yoon, Guffey, & Kijewski, 1993) va gia tri thi truong ciia mét cong ty (Blanchard,
2019). B4o céo PR thé gidi cuia ICCO dura trén két qua khao sat 3.000 giam dbc cong ty
quan hé cong chung ciing di cho thay rang d6i v6i ho danh tiéng 14 tai san quan trong
nhit trong céng ty ciia minh (ICCO, 2020). Do viy c6 thé thay danh tiéng tich cuc gidp
nang cao hinh anh, xay dung méi quan hé véi khach hang tir d6 gia ting doanh s6 va loi
nhuan cho cong ty. S liéu tir B Thdng tin va truyén thong Viét Nam (2020) cho thay
thi truong Vién thong di dong Viét Nam kha am dam khi dat ngudng bao hoa, mirc ting
truong ciia cac nha mang vién thong di dong déu thip va khong dat yéu cau dat ra (EY,
2020). Mac di MobiFone la nha mang dau tién tai Viét Nam nhung nhiing nim gan day
d3 mat vi thé dan dau vao tay Viettel khi thi phan chi con 17,91% trong khi Viettel chiém
dén 56,39% (Bo6 Thong tin va truyén thdng, 2023) . Do vay dé giir chan khach hang,
MobiFone can ¢ cac cach thic thic ddy, gia tang 1ong trung thanh cua khach hang va
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danh tiéng cong ty 1a mot xu huéng ma doanh nghiép c6 thé lya chon. Nghién ctru duoc
thuc hién nham xac dinh va do luong chiéu hudng tic dong cua danh tiéng cong ty dén
1ong trung thanh khach hang thong qua tac dong truc tiép hozc/va gian tiép qua cac nhan
t6 khéc.

2. Téng quan nghién citu, co sé Iy thuyét va phwong phap nghién ciru

2.1 Tong quan nghién cizu trong va ngodi nuwéc

Anh huéng cua danh tiéng cong ty dén long trung thanh khach hang duoc nghién ciu
kha khiém tbn trén thé gi6i ciing nhu tai Viét Nam. Thuc hién phan tich tric luong thu
muc trén 187 nghién ciu thudc danh muc Scopus (84 nghién ctru) va Web of Science
(103 nghién ctru) c6 lién quan chii dé danh tiéng cong ty va long trung thanh khach hang
tir nam 2003 dén 2025 trong d6 cac nghién ciu chi yéu tap trung trong giai doan sau
2018 dén nay. Két qua phan tich phan cho thay 2/3 nhom tir khoa tai mdi phan tich déu
c6 sy lién quan manh mé giita 10ng trung thanh, sy hai long va danh tiéng cong ty.

customer loyalty

Hinh 1. Két qua tric lwgng tir danh muc Hinh 2. Két qua tric lwong tir danh muc
Scopus Web of Science
Bang 1. Téng hep mét sé6 nhan to phat hién trong va ngoai nwéc lién quan anh
huéng caa danh tiéng cong ty dén 1ong trung thanh khach hang

) . hat Nhin dién
L Long SU Nidm MU g Nhandien g
Tac gia trung hai . luwgng thuong N
R R tin ) " lwe o hanh vi
thanh long cam nhén ’ hiéu
M. A. B. Ali (2022) X X X
Yi (2023) X X X
Wld}/a Handayani va X X %
cong su (2024)
Wei-Mi X
f,\l Ming Ou va % %
cong su (2012)
Chang (2013) X X X X
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Gul (2014) X X X
Ali & cong su (2010) X X
Skallerud (2011) X X X
Selnes (1993) X X X
Bontis, Brooker va
Serenko (2007) X X X
Andriana va cong su
(2019) T X X
Astono (2021) X X X
Trinh Pao Van Anh,
Nguyén Ngoc Hién X X
(2021)
Gurbiiz (2008) X X
Kuenzel va Halliday %
(2010)

Nguon: Téng hop cua nhom tac gid

Mic du cac nghién ctiu vé danh tiéng thuong hiéu dugc thuc hién kha it tuy nhién tir
nghién ciru ctia cAc tac gia, cd thé thiy danh tiéng thuong hiéu c6 méi quan hé manh mé
vé6i nhan té long trung thanh, su hai 1ong, niém tin, chat luong cam nhan. Mot s6 nhan tb
khac ciing duoc cac nha nghién cau trén thé gioi dé cap dén nhu ning lyc, nhan dién
thuong hiéu hoac y dinh mua cua khach hang.

2.2. Mgt sé khai niém quan treng c6 lién quan

Danh tiéng cong ty

Theo nghién ctru tong hop cua Walker (2010), trong hon 43 bai nghién ctru vé danh
tiéng ctia cong ty, c6 hon 19 dinh nghia khac nhau vé danh tiéng. Tir d6 c6 thé thiy rang
cac goc nhin vé danh tiéng rat da dang va phong phi dan dén sy ton tai ctia rat nhiéu dinh
nghia va khai niém vé khia canh nay. Tuy nhién, Roberts & Dowling (2002) va (Wartick,
2002) khuyén khich cac nghién ciru vé danh tiéng thuong hiéu trong tuong lai nén tap
trung vao danh tiéng duya trén cam nhan ciia khach hang vi ddy 1a mot trong nhitng nhém
hiru quan quan trong nhét. Vi vy, nghién ctru cta tac gia sir dung dinh nghia danh tiéng
ctia Walsh va cong su nham danh gia danh tiéng cong ty tir goc nhin cia khach hang.
Theo d6, danh tiéng dua trén khach hang 1a “danh gi4 tong thé cua khach hang vé mot
cong ty dua trén phan ing cua ho ddi véi hang hoa, dich vy, hoat dong truyén thong,
twong tic voi cong ty va/hodc dai dién hodc thanh phéan ctia cong ty (nhu nhéan vién, quan
ly hodc khach hang khac) va/hodc cac hoat dong ciia cong ty dugc biét dén” (Walsh,
Beatty, & Shiu, 2009).
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Theo Walker (2010), c6 ba cach tiép can Iy thuyét vé danh tiéng cong ty di theo qua
trinh x4y dung danh tiéng cia mot doanh nghiép. Theo d6, giai doan dau tién duoc tiép
can theo 1y thuyét thé ché hay con goi 1a 1y thuyét vin hoéa. Day la giai doan cac doanh
nghiép bat dau thiét 1ap danh tiéng trén thi trudng bang cach dat duoc tinh hop phap va
hoa hop véi moi truong vin hoa. Ly thuyét tin hiéu giai thich cho giai doan thir hai, lac
nay cac cong ty dang tao dung hinh anh cong ty cia minh va ¢ géng duy tri danh tiéng
tich cuc ma ho da dat dugc. Trong giai doan thur ba, quan diém dua trén nguén luc tap
trung vao hai vai tro cuia danh tiéng cong ty trong viéc tao ra lgi thé canh tranh va nhiing
két qua ciia mot danh tiéng tét trén thi truong.

Long trung thanh cua khach hang

Nhiéu nha nghién ctru da dua ra cic dinh nghia khac nhau vé long trung thanh cta
khach hang. Mdi nghién ciru dugc thuc hién trong céc giai doan khac nhau va dudi nhiing
diéu kién kinh té khac nhau, dan dén sy khac biét trong viéc dinh nghia long trung thanh
cta khach hang. Dick va Basu (1994) da nghién ctru 1ong trung thanh cta khach hang va
cho rang nd 1a mot mdi quan hé bén vimg giira thai do wa thich cta khach hang va hanh
vi lap lai. Tuong tu, Oliver (1999) cling dinh nghia long trung thanh cta khach hang la
su cam két manh mé trong viéc mua lai hodc tiép tuc stir dung mot san pham/ dich vu mot
cach nhit quan trong tuwong lai, diéu nay dan dén viéc mua lap lai cing mot thuong hiéu
hoic nhém thwong hiéu, mic cho nhiing tic dong tir hoan canh va céc nd lyc tiép thi co
kha nang khién khach hang thay ddi lya chon. Pinh nghia cua Oliver (1999) ngoai cho
thdy su gian két vé mat hanh vi v6i thuong hiéu di cho thiy sy gin két sau sic hon, bén
viing hon vé mit tim 1y. Vi vdy, nghién ctru nay xem xét dong thoi ca thai d6 va hanh vi
dé hiéu rd vé 10ng trung thanh ctia khach hang.

2.3. M6 hinh nghién ciru

Céc bang ching thuc nghiém chi ra rang danh tiéng c6 tac dong tich cuc dén chat
luong cam nhan, niém tin va su hai 1ong ctia khach hang. Mot ¢ong ty c¢é danh tiéng tét
c6 thé tao hiéu tmg hao quang, khi khach hang danh gia cao danh tiéng s& cam nhan tich
cuc vé chat luong san pham hoac dich vu (Roberts & Dowling, 2002). Do vay gia thuyét
duoc dé xuét nhu sau:

Hi: Danh tiéng cta cong ty c6 anh hudng tich cuc dén chat lugng cam nhan cia
khéch hang.

Do danh tiéng dugc cho 1a s& dinh hinh ky vong cta khach hang trude khi ho ing
ho mot doanh nghiép nén mot danh tiéng t6t cho thay khach hang s& mong doi san pham
hodc dich vu ctia cong ty c6 chat lugng cao, day 1a tién dé tryc tiép cho sy hai long cua
khéach hang. Ngoai ra, danh tiéng con gip giam rai ro khi mua hang, cang ¢ niém tin va
tang su tu tin cua khach hang trong viéc danh gia hiéu qua hoat dong va chat luong cua
cong ty (Loureiro & Kastenholz, 2011). Tt viéc xem xét cac nghién ctru da thue hién, tac
gia dua ra cac gia thuyét sau:

Ho: Danh tiéng ctia cong ty c6 anh hudng tich cuc dén sy hai 10ng ctia khach hang.
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Hs: Danh tiéng cong ty c6 anh huong tich cyc dén niém tin cta khach hang.

Nhiéu nghién ctru di ung hoé mdi quan hé giita chit lwong cam nhén va niém tin
ctia khach hang (Aydin & Ozer, 2005). Khi ngudi tiéu ding cam nhan rang chat luong
cua san phérn hodc dich vu cao va phu hgp hoac vugt qua mong doi cua ho, ho c6 xu
hudng phat trién long tin dbi v6i doanh nghiép. Gia thuyét Ha duoc phat biéu nhu sau:

Ha: Chét luong cam nhan c6 anh hudng tich cuc dén niém tin ciia khach hang.

Bén canh d6, chét luong cam nhan ciing gop phan thic ddy su hai long cua khach
hang. Hau hét cac nghién ciru dd xem xét chat luong dich vu 13 yéu t6 tién quyét dan dén
su hai long cta khach hang (Cronin Jr, Brady, & Hult, 2000; Parasuraman, 1985). Gia
thuyét Hs duoc dé xuat:

Hs: Chét lugng cam nhén c6 anh huong tich cuc dén su hai long cua khach hang.

Mot yéu t6 khac anh hudong dén sy hai long 14 niém tin. Cac nghién ctru ctia Kuan
& Bock (2007) va Oliver (1980) di chi ra rang niém tin 14 yéu t6 quan trong nhat khi danh
gia cac yéu t6 anh hudng dén su hai long cta ngudi tiéu dung. Anderson va cong su
(1994) ciing dong tinh rang mirc d6 hai 1ong cao ciia khach hang thuong di kém véi muc
do tin tuong cao. Khi khach hang tin twdng vao mot cong ty, ho s& c¢6 ky vong nhét dinh
vé chit lugng san pham/ dich vu va kha ning dap tng ctia cong ty. Tir 1ap luan trén, gia
thuyét sau day duoc dé nghi:

He: Niém tin c¢6 anh hudng tich cuc dén sy hai 10ng ctiia khach hang.

Trong khi d6, nhiéu hoc gia d3 va dang ngay cang quan tim dén viéc danh gia moi
quan h¢ gitra sy hai long va long trung thanh cua khach hang. Sy hai long cua khach hang
duogc coi 1a mot trong nhitng yéu t chinh giup nang cao long trung thanh (Rust & Zahorik,
1993). Nhitng khach hang cuc ky hai long c6 xu hudng trung thanh hon va gin b6 voi
doanh nghiép 1au dai (Bowen & Shoemaker, 2003). Tir d6 dé xuét gia thuyét Hr:

Hy: Sy hai long c¢6 anh hudng tich cuc dén 10ng trung thanh ciia khach hang.

Bén canh do6, sy hai long con thac déy hoat dong truyén mi¢ng tich cuc - mot yéu
t6 quan trong trong viéc gia ting 10ng trung thanh cia khach hang (Andreassen &
Lindestad, 1998). Tam quan trong cta danh tiéng cong ty ddi v6i 1ong trung thanh ciing
dugc chimg minh trong mot s6 nghién ctru. Nguyen va Leblanc (2001) phat hién rang y
dinh trung thanh duoc coi 1a mét két qua quan trong ctia danh tiéng doanh nghiép. Walsh,
Mitchell, Jackson, and Beatty (2009) xac nhan riang viéc c6 mot danh tiéng t6t 1a yéu to
chinh thuc day long trung thanh ctia khach hang. Do d6, tac gia dé xuét hai gia thuyét sau:

Hg: Danh tiéng cong ty c6 anh huong tich cuc dén long trung thanh cta khach
hang.
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Hinh 3: M6 hinh nghién ciru dé xuat
Nguén: Pé xudt ciia nhém tac gid

2.4. Phwong phdp nghién ciru

Mo hinh nghién ctru d x4y dung chtra dung nhiéu bién tiém an va bién quan sat
c6 mdi quan hé tac dong qua lai theo tung giai doan khéac nhau doi héi can phai thyc hién
cac phép toan thdng ké, kiém dinh mét tip hop cic mbi quan hé, phwong trinh hdi quy
cung mat lac nham giam thiéu sai sd khi thu cac két qua udce luong. Do vay, viéc ap dung
k¥ thuat phan tich mé hinh ciu trac tuyén tinh SEM (Structural equation modeling) 14 can
thiét.

Pay 1a cong cu phdi hop tt ca cac ky thuat nhu hdi quy da bién, phan tich nhan
t va phan tich mdi quan hé hd twong (giita cac phan tir trong so d6 mang) cho phép kiém
tra mdi quan hé phirc hop trong mo hinh.

Nghién ctru thu thap dit liéu cdc khach hang dang sir dung dich vu vién thong di
dong ciia MobiFone trén dia ban Thanh phd Hué, ddi twong da sir dung khong thé tiép
can dugc do cac quy dinh bdo mat vé mat phap ly tai Viét Nam. Theo Hair va cong sy
(2019), v6i mo hinh c6 s6 cau triac bé hon hodc bang 7, gia tri twong quan giita cac bién
Ira chon tdi thiéu bang 0,5 thi c& mau phu hop t6i thiéu 1a 150 phan tir. 150 phan tir dugc
lya chon theo phuong phap thuan tién tai 02 diém giao dich chinh cua thanh phé: Cua
hang MobiFone Thuan Héa (48 Bng Pa, Phuong Pha Nhuan, Quan Thuan Hoa, Thanh
phd Hué) va Cira hang MobiFone Pha Xuan (176 Pinh Tién Hoang, Phuong Thuan Lac,
Quan Pha Xuan, Thanh phé Hué). Thoi diém phong van duoc lya chon khi khach hang
thuc hién hoan tit cac giao dich.

Dua trén sy ké thira cac nghién ciru lién quan va hiéu chinh trong qua trinh dinh
tinh, diéu tra thir nghiém, thang do nghién ciru duoc mo ta nhu bang sau:
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Bang 2: Thang do s& dung cia nghién ciu

Khai niém Thang do Nguon
Danh tiéng MobiFone luon thyc hién ding 16i htra ctia minh véi khdach  Nguyen and Leblanc
cbng ty hang (2001); Lee and Kim

Chit lwong
cam nhan

Niém tin

Sw hai long

Long trung
thanh

MobiFone dang xay dung duoc danh tiéng t6t

MobiFone c6 danh tiéng tot hon cic nha mang khac

T6i c6 cam giac tich cuc vé MobiFone

MobiFone c6 hinh anh téng thé tot

MobiFone cung cép chét lugng cudc goi thoai tdt
MobiFone cung cap két ndi Internet khong day mugt ma
Téc @6 Internet khong ddy caa MobiFone cao

MobiFone cung cip két ndi Internet khong day 6n dinh
MobiFone cung cip da dang dich vu

MobiFone ¢ chinh sach chiam séc khach hang tot hon ddi
thu canh tranh

Dich vu do MobiFone cung cép nhin chung 13 tuyét voi
T6i tin rang MobiFone 1a mot cong ty c6 ning luc

T6i ¢6 xu hudng tin twong vao san pham va dich vu do
MobiFone cung cip

T6i cam thdy MobiFone cé tinh chinh tryc cao

Nhin chung, t6i cam thay MobiFone dang tin cay

To1 hai 1ong véi nang luc chuyén mon ciia MobiFone

T61 hai long véi cach 1am viée cuia nhan vién tai MobiFone
T6i cam thay thoai mai vé méi quan hé v6i MobiFone

T61 hai long véi chét luong dich vu téng thé cua MobiFone
T6i sé& tiép tuc sir dung nha mang MobiFone

Néu c6 nhu cau vé dich vu vién thong khéc trong twong lai,
toi van sé lua chon MobiFone

T6i s& noi tot vé MobiFone véi nhimg ngudi khac

To6i sé khuyén khich ban bé va nguoi than st dung
MobiFone

Ngay ca khi gia ctia cac nha mang khac thap hon, t6i van
s& tiép tuc sir dung MobiFone

(2011); Hsu (2018)
va hiéu chinh cua
nhom tac gia

Lee and Kim (2011);
Liu, Park, and Kim
(2016); Woo (2017)
va hiéu chinh coa
nhom tac gia

Morgan (1994);
Newell and
Goldsmith (2001) va
hiéu chinh cua nhom
tac gia

Fornell (1992);
Oliver (1980) va hiéu
chinh cta nhém tac
gia

Aydin and Ozer
(2005) va hiéu chinh
cta nhom téc gia

Nguon: Tong hop va hiéu chinh

3. Két qua va thao luan
3.1. Két qud nghién cru
Két qua thdng ké dac diém mau cua 150 phan tir nghién ciru thu duoc nhu sau:

cia nhom tac gia
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Bang 3: Piic diém miu khio sat

Pic diém Tinsé Tylé
Nir 88 58,7
Gioi tinh
Nam 62 41,3
Duéi 18 tudi 12 8,0
] 18-26 tudi 79 52,7
Do tuoi 7
27-41 tuoi 46 30,7
Trén 41 tudi 13 8,7
Hoc sinh, sinh vién 79 52,7
Nhan vién van phong 26 17,3
. Kinh doanh 22 14,7
Nghé nghiép
Lao dong tu do 15 10,0
Cong nhan vién chtrc 5 3,3
Khéc 3 2,0
Trén 3 nam 104 69,3
Thoi gian sir dung 1-3 ndm 35 23,3
Dudi 1 nam 11 7,3
Thué bao tra trudc 131 87,3
Loai thué bao
Thué bao tra sau 19 12,7
Dué6i 100.000 dong 108 72,0
Tir 100.000 dong — 300.000 dong 31 20,7
Mirc gia goi cuée . .
Tur 300.000 dong - 500.000 dong 9 6,0
Ttr 500.000 dong tro 1én 2 1,3
Téng 150 100,00

Nguon: Két qua diéu tra, khdo sdat nam 2024
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Két qua kiém dinh d tin cy thang do cho thdy hé s6 Cronbach’s Alpha 16n hon 0,7
va hé s6 tuong quan bién tong 16n hon 0,3 nén tat ca 26 bién quan sat déu phd hop va dat
do tin cay.

Bang 4: Két qua kiém dinh d9 tin ciy cia thang do Cronbach’s Alpha

Bién tong hop Bién quan sat Gia tri thang do
Danh tiéng cong ty 5 0,884
Chat lugng cam nhan 7 0,896
Niém tin 4 0,935
Hai long 4 0,872
Trung thanh 5 0,901

Nguon: Két qua diéu tra, khdo sat nam 2024

Thuyc hién phan tich nhan t6 kham pha EFA bang phép trich Principal Axis Factoring

va phép quay Promax. Két qua kiém dinh KMO va Bellet’s Test cho thay gia tri 0,5 <

KMO <1 va sig < 0,05 nén cac bién quan sat c6 twong quan voi nhau trén tong thé, phu

hop dé phan tich EFA. Két qua phan tich EFA cho thay ¢ 5 nhan t6 duoc trich ra, tong

phuong sai trich 14 65,48% > 50% nén 5 nhan t6 ndy giai thich dugc 65,48% sy bién thién

dir liéu cua tat ca cac bién quan sat dugc dua vao. Bén canh do, cac hé sb tai nhan t6

factor loading déu 16n hon 0,5 va khong c6 hién tuong x&o tron hoac tach, gop nhan té
nén co thé két luan rang két qua EFA 1a phi hop véi mo hinh ban dau.

Két qua tir EFA dugc st dung tiép dé phan tich nhan t6 khang dinh CFA. Quan sat
két qua CFA c6 265 bac ty do, kiém dinh Chi-square = 441,680 v&i P-value = 0,000 <
0,05; CMIN/df = 1,667 < 3; CFI = 0,932 > 0,9; GFI =0,913 > 0,9; TLI = 0,922 > 0,9;
RMSEA = 0,067 < 0,08 thoa man cac ngudng tham chiéu. Vi vay c6 thé két luan rang
cac chi s6 déu dat yéu cau va mé hinh phi hop (twong thich) véi dit liéu nghién cau. Céc
danh gia vé do tin cay cua thang do, gia tri hoi tu, tinh don nguyén va gia tri phan biét
déu thoa man yéu cau nén cac nhom khai niém cé thé st dung tét trong mé hinh cau trdc
SEM tiép theo.

Két qua phan tich mé hinh SEM va thao luan

Bang 5: Chi s6 danh gia do phi hop ciia mé hinh SEM

Chi so Chisquare/df CFI  GFI  TLI RMSEA
Gia tri 1,656 0,932 0,913 0,924 0,066

Gia trj tham chiéu <3 >0.9 >09 >09 <0,08

Két luan Tét Tét Tét Tét  Chap nhan dugc

Nguon: Két qua diéu tra, khdo sdat nam 2024

Két qua phan tich mo hinh cau tric tuyén tinh SEM cho thay tat ca cac chi s6 dé

danh gia d6 phu hop ctia mo hinh déu thoa man: CMIN/Af = 1,656 < 3; CFI = 0,932 >

0,9; GFI =0,913>0,9; TLI = 0,924 > 0,9 va RMSEA = 0,066 < 0,08. Nhu vay, mo hinh
SEM da phu hgp véi dir liéu nghién ctru.
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Két qua udc lugng mé hinh nghién ctru duge thé hién nhu hinh 4 va bang 6:

Két qua cho thay cac gia thuyét nghién ciru dé ra ban dau déu c6 y nghia thdng ké
va mang tac d6ng thuan chiéu. Long trung thanh cua khach hang bi tac dong manh bai su
hai long cua khach hang (B=0,455) va danh tiéng cua cong ty ($=0,387), muc do giai
thich ctia mé hinh nay dat 60,5%. Trong khi d6 su hai 10ng bi tac dong manh nhét bai
danh tiéng cong ty (B=0,433), chat luvong cam nhan (B=0,263) va niém tin cua khach hang
(B=0,245). Danh tiéng cua cong ty ciing duoc ghi nhan anh huong manh dén chit lwong
cam nhan (f=0,629) va mic do giai thich cia mé hinh nay ciing dat gan 40%.

@4 Chi-square=442.028 ; df=267 ; P=.000;
;, m:( c ,,,, Chi-square/df=1.656 ;
T 1 = CFI=.932 ; GFI=.913 ; TLI=.924 ;
Ié? RMSEA= 066
oR 181 763 12
CL @

T z|[=
= =S

QRE®®

E[EEEE

e
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Hinh 4: M6 hinh ciu trac tuyén tinh SEM
Nguon: Két qua diéu tra, khdo sdt nam 2024
Bang 6: U'éc lwong chuan héa md hinh

Mobi quan h¢ R? Trong s6 chuin héa P
Chat luong cam nhan € Danh tiéng cong ty 0,395 0,629 Fkx
Niém tin €Danh tiéng cong ty 0,223 0,040
Niém tin € Chét lugng cam nhén 0251 0,329 0,003
Hai long € Danh tiéng cong ty 0,433 ok
Hai long € Chat lwong cam nhan 0,612 0,263 0,006
Hai long €< Niém tin 0,245 0,001
Trung thanh < Hai long 0,455 Fhx
Trung thanh € Danh tiéng cong ty 0,605 0,387 *xx

Nguon: Két qud diéu tra, khdo sdat nam 2024
Liéu biéu hién ndi bat trong dic diém tudi, thué bao, godi cudc st dung ciia mau khao
sat: khach hang dudi 26 tudi (chiém ty 1& 60,7%); st dung thué bao tra trudc (chiém ty 18
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87,3%) va c6 mirc phi sir dung thué bao dudi 100 nghin chiém ty 1¢ 72% c6 anh huong
diéu tiét dén tac dong giira danh tiéng thwong hiéu va long trung thanh, két qua udc luong
tac dong cho thay gia tri p value cua bién diéu tiét Danh tiéng * Thué bao; Danh tiéng *
Goi cudc va Danh tiéng * Tudi lan luot 12 0,9638; 0,2281 va 0,1947 (>0,05) nén cac bién
nay khong co vai tro diéu tiét anh huong danh tiéng dén long trung thanh cua khach hang.

3.2. Ban lugn két qua

Dau tién, danh tiéng cong ty c6 tac dong truc tiép dén su hai long va long trung
thanh cta khach hang. Két qua nay cho thy xu hudng twong ty véi cac nghién ciru trude
day nhu nghién ctru ciia Ali va cong sy (2010); Gul (2014); Yi (2023) khi cho thiy ring
sy hai 1ong 13 yéu té quan trong nhit anh hudng dén 1ong trung thanh cia khach hang va
c6 tac dong manh hon so véi yéu t6 danh tiéng cong ty. Mic du vay nghién ctru ciing c6
tinh méi khi da cho thiy tic dong truc tiép ctia danh tiéng cong ty dén long trung thanh
ctia khach hang trong khi mdi quan hé ndy con bi bo ngo trong nhiéu nghién ctru trude
day nhu nghién ctru cua Chang (2013) hay Andriana va cong sy (2019).

Bén canh d6, trong mbi quan hé mé rong véi yéu tb chat lugng cam nhan, nghién
ctru ciing chi ra rang chat luong cam nhan ciing 1 mot yéu t6 anh huong trung gian giira
danh tiéng va 1ong trung thanh cta khach hang thong qua nhan t6 hai long. Pay 1a mbi
quan hé phat hién méi ciia nghién ciru so v&i nghién ctru ¢6 dé cap lién quan ctua Chang
(2013), Yi (2023) .

Danh tiéng cong ty c6 anh hudng dén niém tin tuy nhién mic d giai thich con
han ché khi trong s6 chuan héa B=0,223 va murc d6 giai thich ciia mé hinh chi dat 25,1%.
Két qua nay kha thap so véi két qua nghién ctru cia Chang (2013), Yi (2023) va Gul
(2014)

4. Két luan va khuyén nghi giai phap

Xay dung va gin giit 1ong trung thanh c6 ¥ nghia quan trong dbi voi cac chi tiéu tai
chinh doanh nghiép trong bdi canh thi trudng di bio hoa. Nghién ctru da 1am 16 dugc vai
trd quan trong cua viéc nang cao sy hai 1ong va danh tiéng thuong hiéu trong viéc tao
dung va duy tri 1ong trung thanh ctia khach hang, Day 1a 2 yéu té anh hudng truc tiép va
manh m& dén 1ong trung thanh khach hang bén canh cac yéu té gian tiép khac nhu cam
nhan va niém tin ctia khach hang. Dé xay dung 1 danh tiéng t6t, MobiFone Hué can:

- Giit viing quan diém dit khach hang lam trung tim, kip thoi ling nghe nhing phan
hoi tir khach hang va dua ra giai phap nhanh chong, phii hop trudce nhimng kho khan hodc
van dé ma ho gap phai, tao ra nhiing trai nghiém tich cyc. Tir d6 khuyén khich khach
hang chia s¢, lan toa danh tiéng ctia MobiFone

- Chii dong x4y dung, giam sat va bao vé danh tiéng trén nén tang sd. Nén tang s 1a
mdi trudng hoat dong, chia sé thong tin ciia nhimg khach hang tré tubi- nhom dbi tuong
chiém ty 1& rat cao trong co cdu khach hang hién nay ctia MobiFone.

- MobiFone can trién khai cac hoat dong duy tri mot danh tiéng tich cuc trén thi truong
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mot cach thuong xuyén va cé dinh hudng béng cac hoat dong thé hién trach nhiém xa hoi
ctia doanh nghiép huéng dén dbi twong khach hang muc tiéu, nhit quan trong 161 hira va
hanh dong cua thuong hiéu & cip do chi nhanh.

Mic dil nghién ctru ciing dat duoc mot sé két qua nhat dinh tuy nhién viéc khé khan
trong tiép can tong thé din dén nghién ctru chua do ludng duoc tac dong trén nhém khach
hang d3 roi b khoi nha mang, nhom khach hang c6 van dé dbi voi long trung thanh, do
vay nghién ctru con han ché & tinh dai dién cua téng thé. Bén canh do, nghién clru tap
trung vao tinh hudng mot doanh nghiép cu thé MobiFone Hué do vay nhiing dic thi cua
doanh nghiép trong 10 nim tré lai ddy ciing c6 thé 1a yéu té khac biét v& miat két qua.
Nhimg sy thay ddi trong (mg dung cong nghé thong tin khién khach hang c6 thé thao tac
tai nha, khong nhat thiét d&én truc tiép diém giao dich ciing gy kho khin trong viée can
dbi gitra kha ning tiép can va chat luong thong tin ctia miu diéu tra. Viéc phan tich EFA,
CFA trén 150 miu chua du diéu kién phén tich trén 2 miu doc lap. Nhitng han ché nay
s& mé ra co hoi nghién ctru hoan thién tiép theo trong tuwong lai.
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THE IMPACT OF CORPORATE REPUTATION ON CUSTOMER LOYALTY
AT MOBIFONE IN HUE CITY
Tran Ai Thi, Hoang Viet Hanh Nguyen, Tong Viet Bao Hoang, Le Thi Phuong
Thao, Le Thi Phuong Thanh

Abstract. Vietnam's mobile telecommunications market is saturated, posing
challenges for businesses in finding solutions to retain loyal customers. Based on the
results of the SEM linear structural model analysis with 150 elements selected by the
convenience sampling method, the results indicate that corporate reputation directly
impacts customer loyalty with a standardized coefficient of 0.352. In addition, corporate
reputation also has an indirect impact on customer loyalty through the mediating factors
of perceived quality (with a coefficient of 0.08), trust (with a coefficient of 0.02), and
satisfaction (with a coefficient of 0.2). Hence, the study proposed several solutions on
corporate reputation, trust, satisfaction, and perceived quality to increase customer
loyalty.

Keywords: Corporate reputation; Perceived quality; Customer trust; Customer
satisfaction; Customer loyalty.
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