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Thong tin chung: ABSTRACT

Ngay nhgn: 18/01/2015 A study on demographic characteristics and consumers' complaint behaviors towards
Ngay chap nhan: 08/06/2015  mobile telephony services of Can Tho Vinaphone has been conducted through a survey of
110 consumers who have dissatisfaction within the use of the company's services. The

Title: research outcomes have revealed that there are no differences in consumers' complaint
Demographic and behaviors among genders. However, the major complaint comes from the clients aged
customer complaint between 18 and 45 and those with their academic qualifications at tertiary level.
behaviour toward mobile Generally, consumer's complaint behaviors focus on several aspects including (1)

slandering sellers with their friends or relatives, (2) slandering suppliers via social
networks or forums, and (3) terminating purchases and changing the supplier. The main
reason for such complaint is that consumers claim that the calculation of charges is
inexplicit, charges are high, and attitudes of the service staff at transaction places are not
good. This study also recommends some measures for Can Tho Vinaphone in order to
minimize customers' complaint behaviors as well as to receive complaint behaviors
better, including (1) making the calculation of charges explicit to customers by using
clients' online accounts on the Internet, which allows customers to access to information
on charges used at any points of time, and information on options of charge reduction;
(2) besides using hot lines or suggestion boxes, Can Tho Vinaphone should create a
Keywords: section to receive customers' complaint online on the main website or on the face-book
Complaining behaviour, account of the company.
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T khoa:

Hanh vi phan nan, dac
tinh nhén khéu hoc, dich
vu dién thoai

Nghién ciru vé déc tinh nhén khdu hoc va hanh vi phan nan ciia khédch hang doi voi dich
vu dién thogi di dong cua Vinaphone Can Tho dwoc thuc hién thong qua khao sat 110
khach hang c sy khong hai long trong qua trinh sur dung dich vu cua cong ty. Két qua
nghién ciru chi ra hanh vi phan nan cia khach hang khong c6 sw khac biét vé gioi tinh,

nhom tuoz co nhleu su phan nan chii yéu nam trong khodang 18 dén 45 tuéi, va trinh dg
hoc van chii yeu roi vao nhom co trinh do dai hoc, cao ddng. Hanh vi phan nan tgp trung
vao (1) néi xdu vé nguoi ban véi ban bé nguoi than, (2) ndi xau Vvé nha cung cdp thong
qua mang xa hoi, dién dan, va (3) ngung mua va doi nha cung cap. Nguyén nhan chii yéu
cuia nhitng phan nan dwgce xdc dinh la do khach hang cho rang cdch tinh cwde phi khéng
minh bach, cudc phi cao va thai do phuc vu cia nhan vién tai cac diém giao dich chua
tt. Céc bién phap nham gidm hanh vi phan nan cia khach hang va tiép nhan hanh vi
phan nan tot hon dwoc dé xudt cho Vinaphone Can Tho gom (1) minh bach cdch tinh gid
cuée cho khéch hang bang cach sir dung cdc tai khodn khach hang trén mang internet dé
cho phép khdch hang truy cdp xem théng tin cude phi da sir dung bat ky thoi diém nao,

dong thoi xem xét cdc phirong dn gidm gid cude; (2) song song voi viée sir dung dwong
ddy néng hay hép thie gop ¥, Vinaphone Can Tho nén ldp thém muc tiép nhdn phdn énh
ciia khéch hang triec tuyén trén website chinh thirc ciia cong ty, hodc tai khodan facebook.
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1 GIOI THIEU

Véi linh vuc cung cép dich vu mang di dong &
Viét Nam néi chung va trén dia ban Can Tho noi
riéng dang ngay cang canh tranh gay git, nhat la
khi ¢6 su hién dién cta cac nha diu tu nude ngoai
nhu VinpelCom v6i mang Gmobile, Hutchison voi
mang di dong Vietnamobilel, Cong ty cong nghe
thong tin Oracl (My), Cong ty co phan dich vy s6
liéu toan ciu GDS (Nhat Ban) voi cong nghé hién
dai, kinh nghiém quan 1y va tiém lyc vé tai chinh.
Duéi 4p luc canh tranh, thi phan cua cac nha khai
thac mang di dong thuc su dang bi chia nho. bé
git dugc thi phﬁn, ho lién tuc cai thién chét lugng
dich vu va d'fty manh cong tdc cham soc khach
hang nham théa mén nhu cau ciia khach hang hién
¢6 ddng thoi thu hut thém nhiéu khach hang méi.
Diéu nay di tao nén lan song thay d6i nha cung cap
dich vu ¢ khach hang. Sy bén virng cua thué bao va
su trung thanh cua khach hang thuc su bi lung lay
trude nhiing chién luge canh tranh khac nhau cua
cac nha cung cép dich vu mang PTDD. Trong méi
tredng canh tranh khéc liét nhu vay, viéc xac dinh
“khach hang 1am trung tdm” 12 mot triét Iy rit quan
trong trong kinh doanh, né gop phan thiét lap, duy
tri mdi quan hé giita doanh nghiép (DN) va loi ich
cua khach hang. Bén canh d6, nd ciing giap DN
hiéu 15 hon khach hang cta minh va duy tri dugc
mirc d6 hai l1ong d6i v6i DN, tir d6 DN tién hanh
xdy dung céc chién lugc, bude di, thir ty wu tién vé
quan tri quan hé khach hang, quan tri phan nan
khach hang, khao sat su hai 1ong khach hang nhim
gitr dugc khach hang hién tai, phat trién thi phan
bén viing.

Mic du trong thoi gian qua, Vinaphone Can
Tho d3 ¢6 nhiéu nd luc trong cac hoat dong nhim
gia ting sy hai long ctia khach hang ddi vai dich vu
cling nhu dam bao 1g¢i ich ctia khach hang nhung
van con xuat hién kha nhiéu phan nan cua khach
hang (chiém trén 20% tong s6 khach hang) dbi véi
dich vu. Mit khac, mot so khach hang khong hai
long véi dich vu nhung ho khong lén tleng phan
nan v6i nha cung cép, ma ho co thé truyén miéng
nhing trai nghiém khong t6t vé dich vu, ho khuyén
ban be¢, ngudi than khong nén str dung dich vu cua
nha cung cap, ho viét thu phan nan dén bén thtr ba
(bdo chi, cac co quan chirc nang nha nudc), hay
chuyén sang sit dung dich vu cua ddi thu canh
tranh (Day va Landon, 1976; Singh, 1990). Theo
Day va ctv. (1981); Gursoy va ctv. (2007); va

! VinpelCom (Lién Bang Nga) lién két voi Gtel Mobile
mé} doanh nghiép truc thugc Bo Cong An; Hutchison
(Hong Koéng) lién két vai Hanoi Telecom.
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Richins (1983) phan 16n khach hang khong phan
nan tryc tiép VO’l nha cung cdp ma luya chon cach
truyén miéng vé nhiing trai nghiém khong tot voi
san pham vi lgi ich ma né mang lai cho ho khong
16n bang gia tri thoi gian va cong stc ho bo ra,
hodc ho khong biét noi dé phan nan, d6i khi ho cho
ring s& chang c6 gi dugc giai quyét sau khi ho
phan nan. Nhu vay, CCB xuat hién dudi nhiéu hinh
thirc phirc tap va can phai dwoc nghién ctru 1am 3.

C6 nhiéu nghién ciru chi ra rang ¢6 mbi quan hé
giita hanh vi phan nan va dic diém nhan khiu hoc
cia khach hang. Theo Day va Landon (1976);
Beardon va Mason (1984); Heung va Lam (2003)
hanh vi phan nan chi yéu dién ra & nhing ngudi
tré tudi, co hoc van cao va thu nhdp cao. Ngudi co
trinh d6 hoc van cao hon thudng cé tan s khiéu
nai cao hon béi ho 1a nhitng ngudi biét phai khiéu
nai & ddu va lam nhu thé nao dé khiéu nai (Mayer
va Morganosky, 1987). Tronvoll (2007b) cho rang
su hinh thanh hanh vi phan nan dugc chia thanh
nam yéu t6 chinh d6 1a (i) nhitng yéu t5 tinh hubng
(vi du tam quan trong cua dich vu hodc san phém
v6i khach hang); (ii) cac yéu t6 khach hang (dic
diém nhan khau hoc: nhu dd tudi va trinh do hoc
van); (iii) thai d6 va kinh nghiém lién quan dén
khiéu nai hanh vi; (iv) cdu triic nganh san xuat; va
(v) cac ddc diém cua ngudi ban hodc nha san xuét
(vi dy nhu kha nang thanh c6ng). Nhu vay, cac yeu
t6 nhan khiu hoc c¢6 anh huéng quan trong dén
hanh vi phan nan cua khach hang. Quan tri hanh vi
phan nan cua khach hang giap DN phan tich
duogc sy khac nhau vé hanh vi nay giita cic nhom
khach hang theo dic diém nhan khau hoc, qua do
gitip cac nha lam marketing c6 chién lugc quan tri
hanh vi phan nan nhim gia ting sy hai long cua
khach hang.

Trong nghién ctru nay tac gia tién hanh diéu tra
mdi quan hé giita cac bién vé nhan khau hoc lién
quan dén hanh vi phan nan ctia khach hang sir dung
dich vu Vinaphone tai thanh phé Can Tho. Nghién
ctru duoc thuc hién nhim xéac dinh cac yéu tb quan
trong trong nhom nhan khau hoc anh huéng dén
hanh vi phan nan cua khéach hang, qua do xay dung
mot s& khuyén nghi chinh sach giup Vinaphone
Can Tho ning cao hiéu qua cong tic chim soc
khach hang.

bé dat duoc muc tiéu nhu dé cap o trén day,
nghién ctru can tra 10i cac cau hoi (1) hanh vi
phan nan cua khach hang khi st dung dich vu
Vinaphone nhu thé nao? (2) nhom khach hang nao
thuong phan nan nhiéu nhit, dic diém cua ho
nhu thé nao? va (3) giai phdp nao giup giam su
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phan nan cia khach hang ddi vé&i dich vu cua
Vinaphone?

2 COSO LY THUYET VE HANH VI
PHAN NAN CUA KHACH HANG

Hanh vi phan nan cta khach hang (CBB) la
linh vuc dwge rat nhiéu hoc gid va cac nha kinh
doanh quan tdm. Pi c6 nhiéu nghién ciru chi ra
ring CCB dén tir sy hai long/khong hai long cua
khach hang khi sir dung san phim dich vu cua cac
nha cung cap.

Jacoby & Jaccard (1981) dinh nghia CCB la
modt hanh ddng ctia mdt ca nhan trong viéc nhan
duoc mot két qua ti€u cuc lién quan dén mot san
pham, dich vu hodc nha san xudt/nha cung cép
hang hoa. Singh & Widing (1991) cho rang hanh vi
phan nan cua nguoi ti€u dung 1a mdt qua trinh tao
thanh mot tap hop ciia tt ca cac cau tra 10i khong
hai long xung quanh m¢t nhém khach hang, trong
qua trinh tiéu thu hoac trong s& hitu hang hoa hoac
dich vu. Nghién ctru nay ciing chi ra rang hanh vi
phan nan cta ngudi tiéu dung khong phai 1a mot
phan Ung ngay lap tirc ma la mot qua trinh va
khong truc tiép phu thudc vao cac yéu t6 khoi dau
ma phu thudc vao sy danh gia tinh hinh cua nguoi
tiéu dung theo thoi gian. Broadbridge va Marshall
(1995) giai thich rang hanh vi phan nan cia ngudi
tiéu dung 12 mot qué trinh riéng biét, ma bit dau
khi nguoi ti€u dung da danh gia mot hoat dong tiéu
ding dan dén sy khong hai long va két thic khi
ngudi tiéu dung da hoan thanh tat ca hanh vi phan
nan véi nha cung cap va phi hanh vi (truyén miéng
v6i nhitng ngudi xung quanh, tiy chay nha cung
cép). Singh (1990) xéac dinh hanh vi phan nan cua
ngudi tiéu dung bao gdm phan mg sau day: (1)
phan tmg truc tiép voi nha san xudt, (2) thay doéi
nha cung cép, (3) noi v6i ban bé va gia dinh; (4)
phan nan véi mdt co quan quan ly. Mason va
Himes (1973) phan loai cac kiéu phan tng thanh
nhoém hanh dong (1a nhém ¢ phan hdi voi nha san
xuét hodc nha phéan phdi hang hoa) va nhom khong
hanh dong. Trong mot nghién ciru khac, Warland,
Heerman, va Willits (1975) phén loai hanh vi phan
nan cua nguoi tiéu dung thanh hanh ddng kho chiu
va khong c6 hanh dong. Ho cho ring ngudi tiéu
ding c6 thé khong phan nan, mic di ho khong hai
long. Andreassen (2001) cho rang s lwong ngudi
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tiéu dung phan nan it hon so voéi nhitng nguoi
khong phan nan.

Nghién ctru mbi quan hé giita cac yéu t6 nhan
khau hoc va hanh vi phan nan ctia khach hang dwoc
xem 14 nhitng nghién ctru sém nhét trong linh vuc
nay. Theo Day va Landon (1976) chi ra rang hanh
vi phan nan cta khach hang thuong xdy ra & nhém
khach hang tré tudi, nhom khéch hang c6 thu nhap
cao. Nhing ngudi co trinh d6 hoc van cao, thu
nhap cao thudng phan nan vé chét luong dich vu
nhiéu hon so v6i cac nhom khac (Beardon va
Mason, 1984; Heung va Lam, 2003). Nguoi co
trinh d6 cao hoc van cao hon phan nan nhiéu hon
boi ho biét phai phan nan & dau va lam nhu thé nao
dé phan nan (Mayer va Morganosky, 1987). Ca
nhén c6 thu nhip cao hon la ngudi mua thuong
xuyén hon cac mit hang dat tién 1a nhiing nguoi
thudong ¢6 hanh vi phan nan nhiéu hon (Tronvoll,
2007a). Nhitng phat hién ctia Manikas va Shea
(1997) cho thiy khach hang nam giéi phan nan
nhiéu hon so vé6i khach hang 13 phu nit. Trai lai,
Heung va Lam (2003); Keng va ctv (1995) da chi
ra rang phu nit dang c6 xu huéng phan nan nhiéu
hon so v6i nam gidi. Trong mdt nghién ciu dugc
thuc hién & Selangor, Malaysia, Mahayudin va ctv
(2010) da phat hién ra rang phu nit thich hinh thtrc
phan nan thy dong (tirc la noéi véi nhitng nguoi
xung quanh, tay chay), trong khi d6 nam gi6i
thuong sir dung cach phan nan chu dong (truc tiép
phan nan v6i nguoi ban, nha san xuét). Mensah va
Nimako (2012) cho rang khach hang nam giéi cd
nhiéu kha ning dé phan nan véi phuong tién truyén
thong va ngudi ti€u dung dai chiing hon céc khach
hang ni.

3 PHUONG PHAP NGHIEN CUU

Nghién ctru nay dugc xdy dung dua trén nghién
ctru cua Day va Landon (1976), va Day (1977) tap
trung nghién ctru anh huong cua gidi tinh khach
hang dén hanh vi phan nan cua khach hang. Trong
nghién clru nay, mo6i quan h¢ gitra ycu t6 nhan
khau hoc voi hanh phi phan nan ciia khach hang sir
dung dich vu Vinaphone Can Tho duogc tom tat qua
So d6 1. Theo d6, khach hang khi khong hai long
dudi tac dong cua cac yéu td nhan khiu hoc s& thé
hién hanh vi cia minh bing mot trong hai cach: (1)
phan nan va (2) khong phan nan.
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ban dée gopy

So d6 1: Anh hwéng ciia yéu t6 nhan khdu hoc dén hanh vi phan nan ciia khich hang

Nguén: Tac gid xdy dung dica trén nghién citu ciia Day va Landon (1 976) va Day (1977)

Trong nghién ctru nay tac gia str dung ngudn dir
lidu so cap dugc thu thap tir cac khach hang dang
st dung dich vy cua Vinaphone Can Tho b?mg
phuong phap chon mau thuan tién, v6i cong thirc
xéac dinh ¢& mau n = N/(1+N*e?)2. Vinaphone Can
Tho hién dang phuc vu khoang 11.300 khéach hang,
véi @6 tin cay 90%, mau nghién ciru can dat duogc
it nhat 1a 100 quan sat. Dit liéu nghién ctru dugc
thu thap tir thang 09 dén thang 12 nam 2014, bing
cach thirc phat phiéu diéu tra dén timg dap vién 1a
khach hang giao dich tai cic diém giao dich trén
dia ban thanh phd Can Tho. Pé thuc hién nghién
clru nay, tic gia phat ra 180 phiéu va thu vé 125
phiéu, sau khi loai bo cac phiéu khong dam bao
chat lugng, sé phiéu dwoc dung dé phan tich 1a 110
phiéu. Di liéu nghién ctru dugc lam sach va xir ly
v6i phin mém xur 1y s6 lidu théng ké SPSS phién
ban 16.0.

4 KET QUA VA THAO LUAN

Tham do khach hang st dung dich vu cua
Vinaphone Can Tho dugc thuc hién v6i 110 khach
hang khong thoa man véi chét luong dich vu dang
sir dung. Két qua cho thay rang ty 1& khach hang c6
hanh vi phan nan vé chat - luong dich vu vao khoang
57,3%, trong khi d6 sd khong phan nan chiém
42,7% (xem Hinh 1). Didu nay cho thiy khong

2 Trong d6: n: ¢& mau can chon; N: téng thé; e: sai s tdi
da (e= 1- d¢ tin cay)
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phai tit ca cac khach hang khi khong hai long déu
¢6 hanh vi phan nan; dang cha y hon déi voi khach
hang ciia Vinaphone Can Tho, ty 1¢ khach hang giir
im ling chiém ty trong 16n (42,7%) cho thiy su
khé khan cua cong ty trong viéc tim hiéu phan tmg
ctia khach hang d6i véi chat lugng dich vu.
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Hinh 1: Ty 1¢ khach hang c6 hanh vi phan nan
tai Vinaphone Can Tho

Nguén: Phan tich tir s6 ligu thu thap cua 110 khdch hang
tu thang 9-12/2014 tai Can Tho

Nguyén nhan khach hang khong hai long chu
yéu 1a (1) tinh cuéc phi khong minh bach (27,3%),
(2) thai d6 phuc vu ctia nhan vién tai cac diém giao
dich khong tot (24,5%), (3) gia cudc cao (23,6%),
va (4) chit luong dich vu khong 6n dinh (12,7%)
(xem Hinh 2).
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Yéu'td khac
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Thuong xuyén
mét séng
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Gia cudc cao
23.6%

Hinh 2: Nguyén nhian khong hai long ciia khach
hang

Nguon: tir 56 liéu thu thap cia 110 khdch hang tir théng

9-12/2014 tai Can Tho

Két qua trén ddy cho thdy dang c6 van dé ton
tai trong hoat dong twong tac véi khach hang cua
Vinaphone Can Tho. Thir nhat, thong tin vé gia
cudc va cach tinh cude bi khach hang dat trong sy
hoai nghi khi c6 dén 27.3% khach hang cho rang
cude phi ma ho phai tra 1a khong rd rang. Th hai,
thai d6 cua nhan vién khi tiép xtic voi khach hang
ciing 1a mot vn dé dang lo ngai. Pay 1a nhing yéu
diém céan phai khic phuc, boi trong hoat dong cung

Phan D: Khoa hoc Chinh tri, Kinh té va Phdp ludt: 38 (2015): 41-48

cép dich vu thi thai d§ cua ngudoi phuc vu va su
minh bach théng tin ddi véi nguoi mua 1a nhing
yéu t6 hinh thanh nén sy dam bao va su tin cdy anh
hudng dén sy hai long ciia khach hang ddi véi dich
vu (Parasuraman, 1988).

Hanh vi phan nan cia khach hang Vinaphone
Céan Tho chu yéu 1a ngung str dung dich vu va do6i
nha cung cap chiém ty 1¢ dén 29,1% trong tong s6
khach hang duoc tham do. Két qua nay cho théy
néu khach hang khong hai long thi phan tng pho
bién cua ho 1a rat nguy hai d6i v6i Vinaphone Can
Tho béi ho ¢6 thé chuyen sang su dung dich vu cua
ddi thu canh tranh, lam giam thi phﬁn. Mot kiéu
phan nan khéac cting kha phd bién hién nay la néi
x4u vé nha cung cap, trong do c6 hai kiéu noi xdu
(1) néi xau gian tiép théng qua cac trang mang xa
hoi chiém ty 1¢ 27,3%, va (2) noi xau tryc tiép
thong qua cac mdi quan hé gia dinh, xa hoi (nguoi
than, ban bé, dong nghiép) chiém ty 1& 26,4%. Néu
tinh chung ca hai kiéu phan nan nay co thé thay
khach hang phan nan chu yéu bing cach noi véi
ngudi xung quanh vé nhitng gi ho gip phai trong
qua trinh st dung hon 1a phan anh véi nha cung
cip (xem Bang 1).

Bang 1: Giéi tinh va hanh vi phan nan cia khach hang

Nam Nir Tong

Hinh thirc phan nan Solwgng Ty1é Sélwgng Ty1¢ Solwgng Ty I

(nguoi) (%)  (ngudi) (%)  (nguoi) (%)

Phan 4nh tryc tiép v6i nguoi ban 10 9.10% 5 4.50% 15 13.60%

Phan 4nh qua hop thu gop y 0 0.00% 4 3.60% 4 3.60%

N6i xAu vé& nguoi ban véi ban bé, ngudi than 16 14.50% 13 11.80% 29 26.40%

N6i xau trén céc trang mang xa hoi 12 10.90% 18 16.40% 30 27.30%
(Facebook)

Ngung mua, d6i nha cung cip 16 14.50% 16 14.50% 32 29.10%

Tong 54 49.10% 56 50.90% 110 100.00%

Nguon: Phdn tich tir s6 liéu thu thdp ciia 110 khdch hang tir thang 9-12/2014 tai Can Tho

Két qua _phan tich ciing cho thay khong c6 sy
khac biét vé gi6i tinh trong hanh vi phan nan vé
chét lugng dich vu dbi voi Vinaphone Can Tho.
Theo d0, ty 1€ khach hang nam phan nan 1a 49,1%
va khach hang nir 1a 50,9%. Miac du vay, hanh vi
phan nan gitra khach hang nam va khach hang nit
c6 sy khac nhau 1o rét, khach hang nam thuong
phan 4nh truc tiép v6i nha cung cip dich vu, trong
khi d6 khach hang nit chu yéu sir dung cach phan
nan véi ngudi xung quanh hon 1a néi truc tiép véi
nha cung cap dich vu (xem Bang 1).

Vé‘ d6 tudi co hanh vi phan nan dugc phan bd
kha déu, trong d6 da phan khach hang phan nan
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trong d0 tudi tir 18 dén 45, diéu nay dé chip nhan
boi day la nhom tudi sir dung dich vu vién thong
nhiéu nhét (xem Hinh 3). Déi V61 nhom tudi tr 18
dén 25 hinh thirc phan nan chi yéu 1a sir dung cac
mang xd hoi dé lan truyen thong tin tiéu cuc vé
dich vu cua Vinaphone Can Tho, trong khi do
nhoém tudi tir 36 dén 45 chu yéu str dung hinh thirc
truyén miéng noéi xau véi ban be va ngudi thén Ve
nhing trai nghiém khong 6t ctia ho, con nhom tudi
tir 26 dén 36 c6 xu hudng sir dung tat ca cac hinh
thirc phan nan. Pang chi ¥ 1a hinh thic truyén
thong ma doanh nghiép tao ra dé thu thap cic phan
mg cua khach hang 1a hop thu gop ¥ rat it dugc
khéch hang str dung.
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trén 60

s B4 tudi cua khdch hang

45 dén 60
1%

Phan anhtruc
tiép voi nguai
ban
8%

Tudi tir 18 dén 25

Phan anh qua
hép thu gop y
4%

Noi xau vé
nguoiban véi
ban be, nguwoi
than
16%

Tubi tir 26 dén35  ppan anh true
tigp voi nguoi
ban
21%

Phan anh qua
hép thu gop v
3%

N&ixau trén cac
trang mang xa
hgi iFacebook)

21%

Phan anh truc
tiép vai nguoi
ban
3%

Tudi tir 36 dén45s
Phananh qua

Noixau trén cac

trang mang xa

hdi (Facebook)
19%

Hinh 3: P§ tudi va hanh vi phan nan cia khach hang

Nguén: Phan tich tir s6 liéu thu thdp ciia 110 khdch hang tir thang 9-12/2014 tai Can Tho

Bén canh @0, phé"m 16n khach hang c¢6 hanh vi
phan nan vé chét lugng dich vu cia Vinaphone
Can Tho cha yéu la khach hang c6 trinh d6 Pai
hoc, Cao dang/Trung cdp véi ty 1& lan luot la
32,7% va 39,1%. Trong d6 dang cha y la ty 1€
khach hang phan nan vé chat lugng dich vu trong

hai nhém ké trén chu yéu st dung mang xa hoi dé
bay t6 quan diém ciia minh. Két qua nay cho thiy
mot xu hudng mai trong cach thirc phan ung cua
khach hang ddi vé6i chét lugng dich vu cla cac nha
cung cip can phai dugc quan tim nhiéu hon (xem
Hinh 4).

Khéch hang cé trinh d8 dai hoc
Saudaihoc Trinh dé hoc van ca khach hang
10%

Cao
dangiTrung
cap
33%

NG’ xau trén cdc

trang mgng xé

hdi(Facebook).
2%

Plfé" é"h "L-!“f Khach hang ¢6 trinh do cao ding/trung cap Plfén ,é_"h "‘-‘_‘c
lip voingudi tigp voingusi
ban Ngung mua, ban

14%

dsinhacung 17%
cap
22%

Phénanh qua

hap thur gép y

4 ¥ Phan anh qua

hop thu gop y
8%

Noixéuvé
nguoi ban voi
ban bé, ngwdi

than
22%

Hinh 4: Trinh d9 hoc vin va hanh vi phan nan cia khich hang

Nguon: Phdn tich tir s6 liéu thu thdp ciia 110 khdch hang tir thang 9-12/2014 tai Can Tho

Mot diém can phai quan tim khac 1a phan 16n
khéach hang cé hanh vi phan tng thudc cac nhom
can bo cong chie, nhan vién van phong; day la
nhom khach hang c6 didu kién tiép xtc voi cac
dich vu V1en thong nhiéu nhét. Trong do, phuong
thire chu yéu duoc st dung dé phan nan vé chit
lugng dich vu 1a noéi vdoi ban bé nguoi than thong
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qua céch thuc truc tlep, gian tiép va ngung mua
dich vu cua nha cung cap, cach thire truc tiép phan
nan véi nha cung cap chi yéu dugc nhom nhan
vién van phong sir dung, trong khi cach thirc ngung
mua va d6i nha cung cip chu yéu dugc nhom
khach hang cong nhan s dung phd bién (xem
Hinh 5).
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Nghe nghiép ciia khach hang Nhan vién vén phong

Nhén vién
vanphang
21%

Noi xdu trén cde

trang mang xé

76 (Fecebook)
23%

Phén anhtrye
tigp voingudi

17%

Phanénhtnre
tiép véinguai
ban ban
13%

Cén b cong chirc

Phananh qua
hap thu gop §
Phan anh qua 7
hép thur gop v
3%

Noi xau vé
nguoi ban véi
banbe. nguci

thén

tmgmrg a 28%

hai {Facebook)

25%

Noixéu vé
ngudiban voi
banbé, nguoi
than

27%

Hinh 5: Nghé nghiép va hanh vi phan nan cia khach hang

Nguon: Phdn tich tir s6 liéu thu thdp ciia 110 khdch hang tir thang 9-12/2014 tai Can Tho

V6i nhimg phan tich ¢ trén, c6 thé nhan thay
hanh vi phan nan vé chit lugng dich vy cua khach
hang Vinaphone Can Tho xay ra kha phd bién.
Nhimg cach thirc truyén théng dé bay to thai do
khong théa man nhu bao cho nha cung cip, gop ¥
qua hop thu ngay cang it dugc khach hang sir dung.
Nguoc lai, cac cong cu khac cé stic lan téa nhanh
chong va rat khé kiém soat dudi su cong hudng
ctia cong nghé thong tin nhur mang xa hoi, cac dién
dan lai dugc sir dung nhiéu hon. Nhiing thay doi ay
doi hoi Vinaphone tai Can Tho va Vinaphone ca
nude ndi chung can co nhitng phan tng tich cuc
trong hoat dong cham soc khach hang ciing nhu
nang cao chét lwong dich vu.

5 KET LUAN VA PE XUAT

Két qua nghién ctru vé dic tinh nhan khau hoc
va hanh vi phan nan cua khach hang dbi véi dich
vu dién thoai di ddng cua Vinaphone Can Tho cho
thdy hanh vi phan nan cta khach hang khong co su
khéc biét vé gidi tinh, nhom tudi c6 nhiéu su phan
nan chii yéu ndm trong khoang 18 dén 45 tudi va
trinh d6 hoc van cha yéu roi vao nhom co6 trinh do
dai hoc, cao déng. Bén canh do, hanh vi phan nan
tap trung vao nhom (1) noi xau Ve nguoi ban voi
ban bé ngudi than, (2) n6éi x4u vé nha cung cip
thong qua mang xa hoi, dién dan, (3) ngung mua
va d6i nha cung cap. Nguyén nhan chu yéu cua
nhiing phan nan dugc xac dinh la do céch tinh cudc
phi khong minh bach, cudc phi cao va thai d6 phuc
vu ctia nhan vién tai cac diém giao dich chua tot.

Chinh vi vdy, dé giam b6t hanh vi phan nan cua
khach hang, tiép nhan va giai quyét cic phan cua
khach hang t6t hon thoi gian t6i Vinaphone Can
Tho can phai chii trong dén mot sb yéu t6 sau: Thir
nhit, can c6 bién phap minh bach cach tinh gia
cudc cho khach hang va tich cyc xem xét cac
phuong 4n giam gia cude sao cho ¢é thé canh tranh
v6i cac ddi thi. C6 thé sir dung cac tai khoan khach
hang trén mang internet dé cho phép khach hang
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truy cap xem thong tin cude phi da sir dung bat ky
thoi diém nao. Thu hai, dé ting cuong kha ning
tiép nhén cac phan hdi caa khach hang, ngoai viéc
st dung duong day noéng hay hop thu gop v,
Vinaphone Cin Tho nén lap thém tai khoan
facebook hay muc tiép nhan phan anh cta khach
hang truc tuyén trén website chinh thic cua cong
ty.

Quan tdm nhiéu hon dén hanh vi phan nan cua
ctia khach hang 14 cach thirc lam théa man nhu cau
khach hang mot cach gian tiép, cho phép cac nha
san xuat, hay nha cung cdp hang hoa dich vu gia
tang long trung thanh cua khach hang dbi v6i san
pham va doanh ‘nghi¢p. Do ciing 1a cach thirc gitp
cac nha san xuit, nha cung cap nang cao nang lyc
canh tranh so véi cac dbi thu. Vi vay, dudi ap luc
canh tranh gay git trong linh vic vién théng nhu
hién nay, viéc quan tdm dén cac hanh vi phan nan
ctia khach hang ddi v6i Vinaphone néi chung va
chi nhanh Can Tho néi riéng cang trd nén quan
trong hon.
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