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LEN LCn NOI TRUYEN MIENG-
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Nghiin cicu ndy dugc thuc hiin nhdm muc dich khdm phd vd do ludng hieu qud hogt ddng truyin 
thdng md doanh nghiip thdng tin di dgng trien khai cd dnh hudng nhu thi ndo lin truyen thdng 
truyin mieng. Thue bao cita cdc mgng thong tin di dgng la nhicng khdch the dieu tra trong chuang 
trinh nghiin cuu. Cd 257phiiu dieu tra hap li dd duac xic ly. Kit qud nghiin cuu cho thdy su hdi 
long vi truyen thdng qua bdn hdng cd nhdn vd su hdi long vi truyin thong tuang tdc cd tdc dgng 
true tiip vd ciing chieu lin truyin thdng truyin mieng. Trong do, truyin thong tuang tdc co dnh 
hudng lin truyin thdng truyin mieng mgnh han so vai nhdn to con lgi. Nghiin cicu cdng cho thdy su 
hdi long vi truyin thdng dgi chiing cd dnh huang khdng ddng ke len truyen thdng truyin miing. 

Tir khod: Truyen thdng truyen mieng; truyln thdng qua ban hdng ci nhdn; truyen thdng dgi 
chiing; truyln thdng tuong lac. 

1. Gidi thieu 

Dich vy thdng tin di ddng, la mdt trong nhiing 
dich vy phat trien nhit cua nginh vien thdng. Ngay 
nay, dich vu thdng lin di ddng da trd thanh mgt dich 
vu thiet yeu cua mdi ngudi dan trong xa hdi. Ddy 
Cling la ly do khien nganh cung cdp dich vu thdng 
tin di ddng d Viet Nam cd miic tang trudng vugt bac 
trong mdt thdp nien gin day. Ddng hdnh vdi sy lang 
trudng Id tinh canh tranh gay gat trong ngdnh kinh 
doanh niy. Liic ndy, thdch thirc ldn lao doi vdi cac 
nha cung cap dich vu thdng lin di ddng la phdt triln 
CO sd khach hing sao cho ngdy cdng thu hiit them 
dugc khach hing mdi va duy tri nhiing khach hing 
hien cd. De dat dugc muc tieu nay, mdt trong nhiing 
cdng cy hiiu hieu dugc nhieu nha nghien ciiu khing 
dmh la nang cao hieu qua truyen thdng cua doanh 
nghiep (Sharma & Patterson, 1999). Tiic Id, doanh 
nghiep cdn trien khai cac hoat ddng truyen thdng 
sao cho truyen dat dugc nhiing thdng tin, thdng diep 
tir nha cung cip dich vy den khach hang cua minh 
de ludn giii mdi lien lac vdi hg, ludn dong hanh vi 
hd trg hg trong sudt qui trinh sir dyng dich vu. 

Mpt trong nhihig phuang lien truyln thdng dugc 
xem Ii dat hieu qua rdt cao trong viec tao dyng Idng 
trung thanh ciing nhu thuc day ngudi tieu dung 
nhanh chdng lien tdi quyel dinh mua Id truyln thdng 
tmyen mieng (Matos vd Rossi, 2008; Kotler & 

Keller, 2012). Thau hieu tam quan trgng cua tmy&i 
thdng truyen mieng, nghien ciiu nay dugc thyc hi6n 
nhdm dat dugc myc tieu sau: 

- Tim hieu mdi tuong quan giiia hieu qud cua boat 
ddng truyen thdng md doanh nghiep thdng tin di 
ddng trien khai vdi truyen thdng truyen mieng. 

- Do ludng miic dnh hudng ciia hieu qud truyen 
thdng Ien truyen thdng truyen mieng. 

Pham vi nghien ciiu: nghien ciiu ddi vdi Ihi 
trucmg lieu dimg (khdch hdng ci nhin) ctich vy 
thdng tin di ddng. 

Y nghTa ciia nghien ciiu: nghien ciiu dugc tiiuc 
hien se phdc thdo mdt biic tranh md td moi tuong 
quari nhan qud giua hieu qui cua nhiing hoat dgng 
Iruyen thdng ma doanh nghiep cung cip dich vy 
thdng tin di ddng thyc hi8n vdi mgt khii niem ciing 
Ihupc ve hieu qua tiuyln thdng Ii tiiiyln thdng 
truyen mieng. Hinh thiic truyen thdng nay, mdc dii 
cd anh hudng mgnh me den hanh vi lieu dimg nhimg 
nhd cung cdp khdng ihl chu ddng tiiyc hien dugc. 
Nd chi cd the cd dugc qua mdt bd lpc do la cam 
nhan ciia khich hdng. 

2. C o sd ly thuyet va cac gia thuyet nghien cihi 

2.1. Nhirng khdi nigm nghien ciru 

Hiiu qud truyin thong (communication effective
ness) 
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Truyen thdng Id hogt ddng ciia xd hdi lodi ngudi, 
nd tao lap va nudi duong nhung moi cpian h? (Lages 
& dtg, 2005). Mac dii truyln thdng thudng dua tiren 
nhiing hinh thiic thdng tin khdc nhau, nhung nd 
khdng dong nghia vdi vi?c chuyen vd nhdn thdng 
tin. D6 truyen thdng cd the xiy ra, con ngudi khdng 
chi trao ddi thdng tin mi cdn phdi cd khd nang gidi 
ma thdng digp tii ddi tic. 

Trong nganh dich vy thdng tin di ddng, Igi ich 
ciia truyen thdng da dugc khdng dinh trong nghien 
ciiu gan ddy ciia Poovalingan & Veeresamy (2007, 
p.87): "Cdc khdch hdng chii ylu cua cic mang dien 
thoai di ddng hii Idng vdi nhung no lyc truyln 
thdng ciia cdc nhd cung cdp dich vy va hg nhin nhdn 
rdng nhihig cdng cy truyln tiidng dugc cdc nhd cung 
cdp dich vy Ihdng tin di ddng iing dyng thyc su hieu 
qui trong xuc tiln marketing mdi quan he (relation
ship marketing). Hem the, nhung khach hing hien 
cd cua cic mang thdng tin di dpng cho bilt hp muon 
trd thdnh nhiing ngudi benh vyc cho nhi cung cip 
cua hp khi hg khdng cim thiy tiec nudi cho su lua 
chgn nha cung cdp, bdi nhd cung cdp da tiiiet ke cac 
gdi dich vy phu hgp cho minh". 

Vdy, the ndo Id hi?u qud truyen thdng? 

Sharma & Patterson (1999) cho rang higu qua 
truyln thdng Id sy chia se nhung thdng tin cd y 
nghTa vd dimg Iiic m^t cdch chinh thdng cung nhu 
phi chinh thdng giira doanh nghiep vi khich hing 
trong sy thdng cam, thdu hilu ldn nhau. Myc dich 
chinh ciia nd la de hudng dan vi dam bao cho khach 
hdng cd thdng tin ddy du vl cdch su dyng dich vu 
cung iihu nhihig ti?n ich tir dich vu bang mpt cdch 
dl hilu vd d% tilp nhgn nhdt. 

Trong ngdnh dich vy viln thdng, hieu qud truyen 
thdng the hien qua: sy dimg Iiic vd tinh cgp nhit cua 
cdc thdng lin lien quan din trgng thii ciia he thdng 
thdng tin, nhung thay ddi ve cdng ngh? tren mgng 
ludi tiidng tin, nhiing thdng tin ve dich vu vd nhung 
ti?n ich mdi cua h? thdng thdng tin, ciing nhu nhimg 
thdng tin ve cdc chuong trinh khuyen mdi, uu dai 
cho cdc khich hing Idn, tiiin thilt. Tuy vgy, truyen 
thdng khdng chi li truyen dat thdng lin. De qua trinh 
truyln thdng dat hi?u qud, nhihig thdng lin truyen 
dgt din khdch hang phdi dugc sogn thdo sao cho 
ngdn ggn, de hieu ddi vdi khich hdng, nhiing chi 
dan thyc hi§n qud tiinh dich vy phii dl tiiyc hien. 
Ben cgnh dd, phuong thiic giao lilp vdi khdch hdng 
trong qud tiinh truyen thdng, ^iao dich cung Id 
nhiing dilm quan ti-gng khdng the bd qua. Nhu vdy, 
de cd dugc higu qud truyln thdng trong ngdnh viln 
Ihdng, cin quan tdm ddng thdi den cdc phuong dign: 
(I) nOi dung cua truyln tiidng; (2) sy diing Iiic cua 
tiTiyIn tiidng vi (3) phuang di?n giao tiep ciia 
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truyen thdng. 

Theo Kotler & Keller (2012), khi xdy dung cic 
chuang hinh truyen tiidng, cdc nha tilp thi cin phii 
dinh gii lit cd nhiing sy lua chgn vl hieu qua cua 
chuong trinh truyln thdng (chuong trinh truyln 
thdng tdt tdi miic nio?) va tinh hieu qud cua nd 
(miic chi phi cho chuang trinh truyln thdng so vdi 
sin Iugng ban vd doanh tiiu?). Thdng ihudng, chi 
phi cho cic chuong trinh truyen thdng dugc cac 
gidm ddc truyln thdng ghi chep rd ring thdng qua 
nhiing chi lieu cho: bao chi, sd lugt quang cdo xuat 
hien tren cac kenh truyen thdng, chi phi cho cdc 
phuang lien truyen thdng khac... Tuy nhien, de 
ddnh gii hieu qua Iruyen thdng, cac rihd tiep thi cin 
chuyen tai nhung chi phi ndy thdnh nhihig thdnh qud 
trung gian nhu sy tilp can vd tin suit (ty Ie phin 
tram thi trudng myc lieu tiep xiic vd sd Iugng ngudi 
liep xuc dugc vdi chuang trinh truyen thdng), diem 
cho sy nhd Igi/hdi tudng vd nhin biet, nhimg thay 
ddi trong Idng tin, va chi phi tren mdt ngin don vi 
linh. Cudi cung thi do ludng sy thay ddi hdnh vi 
chinh l i sy bao ham tdt nhdt cua vi?c tinh toan hieu 
qui truyen thdng. Khi do ludng hieu qud tmyen 
thdng, nhiing khdch hdng trong thi trudng myc lieu 
dugc hdi: lieu rang hp cd nhdn ra vd hdi tudng lai 
dugc thdng di?p truyln thdng; hp nhin thdy nd bao 
nhieu ldn; hg hdi tudng din nhihig dilm ndo trong 
chucmg trinh truyen thdng; hg cd cam nhan nhu the 
ndo ve thdng diep dd. Ben cgnh dd, cac nhd Iruyen 
thdng cdn cin do ludng hieu qud thay ddi hinh vi 
cua thi trudng myc lieu nhu: cd bao nhieu ngudi lieu 
diing mua sin phim, thich nd vd ndi ve nd. Ndi ve 
nd chinh la truyin thdng truyen migng va day Id yeu 
td hieu qui md cac chuang trinh truyen thdng mong 
mudn cd dugc. 

Truyen thdng truyen mieng - Word Of Mouth 
(WOM) 

- Khdi niem truyin thdng truyen miing 

Theo Matos & Rossi (2008), dnh hudng giira cdc 
ca nhdn da nhdn dugc sy quan tam rat ldn trong tam 
ly hgc xa hgi va da cd nhiing bang chiing phong phii 
vl nhiing tucmg quan cua Iruyen thdng cd nhdn khi 
ngudi ta cd sy lya chgn hdnh dgng. Hieu iing ndy 
cua truyln thdng ca nhan cung dugc nghien ciiu 
trong hdnh vi tieu dung vd nhihig md hinh nghien 
cuu vl truyln thdng cd nhdn khi hp tim Idem thdng 
tin (Engel & dtg,1995, tiich tii Matos & Rossi, 
2008). Nhihig nghien curu tiiyc nghipm da cho thdy, 
khich hang sii dung dich vu tiiudng dya vio Iruyen 
Ihdng ci nhdn nhieu hem so vdi khdch hang Ueu 
diing hdng hoa bdi ban chat vd hinh vi trii nghi?m 
ciia djch vy (ZeithamI & dig, 1993). 
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Trong truyen thdng marketing, truyen thdng 
truyen mieng dugc xem Id hinh thiic truyen thdng 
phi chinh thdng, Trong binh thiic truyen thdng niy, 
thdng tin dugc truyen dat tryc tiep tir khdch hing 
ndy tdi nhiing khach hang khic ve: quyen sd hiiu, sii 
dung, hoac dac trung cua nhiing hang hoa vd dich 
vy cu the, va/hoac vl nhiing ngudi ban. Gremler 
(2001) da dinh nghia truyen thdng truyen mieng Id 
hinh thiic trao ddi giiia mgi ngudi (bao gdm nhihig 
ngudi lieu diing hien tai, hay tiem nang) mdt cdch 
khdng chinh thdng va phi thuang mai vl mdt 
thuong hieu, mdt san phdm, mdt doanh nghiep hoac 
mdt dich vu. 

Ldi truyln mieng thudng xdy ra trong nhiing 
cugc ddi thoai true tiep, hodc qua dien thoai giua 
nhiing ngudi Id ban be vdi nhau, ngudi quen, ngudi 
than trong gia dinh, ddng nghiep... qua dd, thay 
dugc khi nang lan toi rat Idn cua phucmg thuc 
truyln thdng nay. 

Nghien ciiu ve khii niem tmyen thdng bang 
truyln mieng da nhan dugc su hudng img tich cue 
tir nhiing ndm 90 cua the ky 20 (Anderson, 1998). 
Nhiing ldi truyen mieng tich cyc da dugc nhan biet 
nhu li phuong lien truyen thdng die biet gii tri giiip 
doanh nghiep xiic tien sin pham va dich vu. That 
vay, vdi ban chdt phi thuong mai, Idi truyln mieng 
dugc chap nhdn mpt each it hodi nghi hem nhiing no 
luc xiic lien (vd: quang cdo, PR, su kien) cua doanh 
nghiep (Heer & dig, 1991). 

- Tdm quan trgng cua truyin thong truyen miing 

Da tir lau, cac nhd nghien cim khdng cdn nghi 
ngd rang Idi truyen mieng trong truyen Ihdng giiia 
ngudi tieu diing vdi nhau cd anh hudng rat manh 
den qua trinh ra quyet dinh tieu dung hang hoa hay 
dich vu. Them vao do, trong ITnh vuc hdnh vi tieu 
diing, cac nha nghien cuu ciing da khdng dinh rang 
Idi truyln mieng cd vai trd quan trpng va nd cd tac 
dgng cue Idn trong qua trinh hinh thanh mong mudn 
tieu dimg ciia ngudi tieu dung, ddng thdi, hanh vi 
tieu diing cua hp. Ddu rdng, ldi truyen mieng cd the 
dnh hudng rdt manh din bit ky mgt quyet dinh mua 
sam ndo (cd hang hoi va dich vu), cac nha nghien 
cim van khang dinh rang, ldi truyen mieng cd y 
nghia dac biet quan trgng cho cac hoat ddng dich vu 
(Gremler, 2001). Vi rang, so vdi viec mua hdng hoi 
thi dich vy khd ddnh gia ban vi tdn tai nhieu riii ro 
hoTi. Mgt ldi gidi thieu rieng biet, cd the chi la mgt 
ngudn thdng tin thdi, nhung nhilu khi nd ciing du dl 
thuyei phuc mdt cd nhdn diing thii mdt dich vu nao 
dd ciia doanh nghiep. 

Katz & Lazarsfeld (1995, tiich tii Raluca, 2012) 
da khang dinh Idi truyln mi?ng cd hieu qud tdc ddng 
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din ngudi tieu dting trong giai dogn chuydn ddi 
thuong hieu mgnh gap 7 Idn so vdi qudng cio tren 
bao v i tap chi, gap 4 ISn so vdi ban hang tryc tilp 
vd gip 2 Idn so vdi quing cdo tren radio. Gan ddy, 
cic nha nghien cuu ciing da chiing minh dugc rang 
Idi gidi thieu cua mdt ngudi khac ve viec khich Ie 
mua hing cua tren 600 mat hang cd hieu qui gap 3 
Idn so vdi qudng cio. Ben canh dd, truyen mi?ng 
cdn cd hieu ung Iim dio ngugc thii dd khdng dong 
thuan hodc thd o cua ngudi tieu dung thinh thai dp 
tich cyc hieu qua gdp 3 ldn so vdi qudng cdo. 

Trong md hinh nhihig nhan td tdc ddng den hanh 
vi tieu dimg, Kotier & Keller (2012) da cho tiiiy, 
nhan Id xa hdi cd inh hudng mgnh den hdnh vi tieu 
dung. Trong nhdn td xa hdi, nhdm tham khdo ky 
kien' (reference group) cd dnh hudng rdt mgnh den 
quyet dinh mua cua ngudi tieu diing. Trong md hinh 
5 budc cua tien trinh mua hang: (1) xdc dinh vin de; 
(2) tim kiem thdng tin; (3) dinh gia va lua chpn 
nhiing khi nang thay the; (4) quyet dinh mua; va (5) 
dinh gia sau khi mua, (Kotier & Keller, 2012) da 
khang dinh nhdm tham khdo y kiln cd vai trd quan 
trpng trong tdt cd cdc budc ciia tiln trinh mua ndy. 
Ngay c i khi, khich hing da hoin thinh budc 3, tiic 
la da hinh thdnh sy uu tien ciia hg ddi vdi cac 
thuong hieu trong tap lua chgn cua minh vd cd th8 
ciing da hinh thdnh y dinh mua. Trudc khi chuyin 
sang budc 4 - quyet dinh mua, thi mdt nhan td cd 
the can thiep xen vao giiia y dinh mua vd quyet dinh 
mua do Id thdi do cua nhimg ngudi khdc- qua truyen 
thdng truyen mieng, tir nhdm tham khao y kien, ma 
quyet dinh mua cd the bi dung Iai neu nhiing ngudi 
thudc nhdm tham khao y kien cd phan hdi trai 
ngugc ve thuong hieu hoac san phdm/dich vy ma 
khach hdng da cd y dinh mua. Hinh dgng niy dupc 
giai thich bdi khuynh hudng ddng co thich tuan theo 
y mudn cua nhung ngudi than quen ciia ngudi tieu 
tiling. 

Lee & dtg (2006) da cho tiiiy, tmyln tiidng 
tmyen mieng cd ddng gdp ddng ke vio gii tri suot 
ddi cua khach hang (customer lifetime value) bdi no 
cd ldc dung ldm giam chi phi duy tri v i hip dan 
khach hdng mdi cho doanh nghiep. Nghien ciiu cua 
Lee & dtg da dua ra cdng thiic dl tinh toin miic till 
kiem tu truyen thdng tmyen mieng vi doanh nghi?p 
cd the thdy dugc hieu qud hipn hihi tii phucmg ti^n 
tmyen thdng nay. 

Mdi quan hi giica hiiu qud truyin thdng vd hi?u 
img truyen miing 

Mac du, hieu qua ciia tmyln thdng tinyln tnidng 
dugc nghien cim rdt tich cyc nhu da thdo ludn tren 
ddy, nhiing ylu Id tiln dl thiic ddy hinh dgng tinyln 
mi?ng Iai nhdn dugc khdng nhieu sy chii y. Nghien 
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cihi ciia Matos & Rossi (2008) da kham phi nhihig 
nhdn td tien de dan din tmyln migng, cung nhu 
tmyen mi?ng da trd thinh dgng co tiiiic diy hdnh vi 
lieu dimg nhu thi nao. Theo dd, Matos & Rossi dd 
khim phi ra rang, nhung nhdn Id nhu: (1) .sy hdi 
long; (2) trung thdnh; (3) chdt lugng; (4) cam kit; 
(5) long tin; vd (6) gid tri cdm nhgn Id nhihig nhdn 
lo tien de anh hudng din tmyln thdng tmyln mieng. 
Cung trong nghien ciiu nay, hai tic gid tren da chimg 
minh dugc rang, Idi tmyln mi?ng tich cue cd lien 
quan mat thiet den long trung thanh vd sy hii Idng. 

Trong nhiing nhin Id tien ih tdc ddng din tmyln 
thdng tinyen migng, ylu td hai long l i mdt khii 
nigm rat rgng Idn. Oliver (1999) da chi ra rdng, hii 
Idng la cim nhgn cua ngudi tieu dung khi qud trinh 
tieu dung ddp ung dugc nhihig nhu cau, ky vgng, 
myc tieu ciia hg mgt cich dl chiu vd thu vi. Nghien 
ciiu ndy Igp tnmg nghien cim mdi tucmg quan giiia 
sy hdi Idng cua khich hing vl hi^u qui tmyln thdng 
ciia doanh nghiep tdi cd nhdn Idiich hdng vdi 
trayln thong tmyen migng. 

Trong tiln trinh kinh doanh, cac thdng tin/thdng 
digp cua nhi sin xudt dugc tmyln thdng den khich 
hing qua cdc hinh thiic sau: (1) Bdn hdng ci nhan, 
(2) quing cdo, (3) khuyen mgi, (4) xudl bdn, (5) 
quan h? cdng chimg, (6) tilp thi tryc lilp, va (7) 
tmyen mi?ng. Trong nhihig hinh thiic tmyln thdng 
ke ti-en tii hinh thiic (1) din hinh thirc (6) Id nhung 
hinh thiic md doanh nghi?p chii dpng td chiic thuc 
hi?n. Ridng ddi vdi hinh thiic thii (7), doanh nghiep 
khdng thi chii dpng chuyin tii thdng di?p ldi khich 
hang qua tmyen migng dugc. Tmyen mieng phy 
thuOc hoin toin vio khdch hang qua dgng co thuc 
diy hg ndi vdi ngudi thdn quen ve cam nhin ciia hg 
doi vdi nhung sdn phdm/dich vy cua nhi cung cip, 
qua nhimg trdi nghidm cua hg trong sudt qui trinh 
mua, tieu diing vd sd dyng cdc sdn phim/dich vu, ke 
ci cam n h ^ cua hg ve nhiing hogl ddng tmyen 
thdng md cdng ty thyc hien (cdc hinh Ihiic tu 1 din 
6 kl tren). Gremler (2001) da nhdn dinh ring, tmyln 
mi?ng Id mgt phdn ciia tmyln thdng marketing vi la 
mil xich cuoi cimg trong chuoi tmyln thdng 
marketing. Nhu vdy, cd thi xem tmyen thdng tmyen 
mt^ng nhu la h? qua ciia hi$u qud lu cac hinh thuc 
fruyen Ihdng md nha cung cip n6 lyc tmyen tdi tdi 
khich hdng. 

Dya vdo dgc thu ciia 6 hinh thirc tmyen thdng ke 
tren, nghien ciiu ndy phin Iogi cic hinh thiic tmyen 
thdng marketing nhu sau: 

Truyen thdng qua bdn hdng cd nhdn: gdm bin 
hdng ca nhdn (perspnal selling) vi khuyen mai (dis
count) 

Truyin thdng dgi chiing: gdm quing cio 
(advertismg), xudt ban (public), quan he cdng chiing 
(public relation) 

Truyen thong tucmg tdc: marketing true tilp 
(Direct marketing) 

- Truyin thdng qua bdn hdng cd nhdn 

Bdn hang ca nhin Id qud trinh tilp xiic true tilp 
giua khdch hang hien cd hogc khdch hing tilm nang 
vdi nhin vien bin hing nhdm tu vdn, gidi thieu, 
thuyei phuc hg lya chgn vi mua sdn phdm. Trong 
ngdnh dich vu thdng tin di dgng, bin hdng ca nhdn 
xiy ra tgi dia diem giao dich ciia nhd cung cip hodc 
cdc tnmg tam chdm soc khich hing cua hg. Ngoii 
ra, ban hang cd nhdn ciing xdy ra tgi dia chi cua 
khach hdng khi ngudi bdn tilp cgn tdi tihig khdch 
hdng ciia minh de tmyln thdng thuyet phyc khdch 
hing mua vi sii dyng dich vy. Ban hang ci nhin 
tudn theo mdt quy trinh nhit dinh. Nd vua li mgt 
nghe thuat, vita Id mdt khoa hgc, vi nd ddi hdi ngudi 
bin hdng phdi sang tgo, linh boat iing xii vdi vd vdn 
tinh hudng bin khdc nhau, ddi tugng khdch hing 
trien vgng khdc nhau. Tmyen thdng trong bin hing 
ci nhan tuy thudc rat nhieu vdo nhan vien bdn hdng 
thdng qua khi nang truyen dat nhung thdng tin vl 
dich vu, quy trinh sir dyng dich vy ciing nhu cic 
thdng tin ve khuyen mai vi phyc vy khdch hang sau 
khi bdn; thdi dp tin tinh, sdn sdng giiip da, giai 
quyel cdc yeu cdu cua khdch hdng Id cich mi nhi 
cung cipi:huyen tdi thdng di?p ciia minh tdi khdch 
hdng. Trong qud trinh bin hing cd nhdn, trinh dg 
chuyen mdn nghiep vy vd ky nang giao tilp ciia 
nhan vien ban hing Id nhiing ylu Id hdng ddu quyet 
dinh den hieu qud tmyen thdng. Ben canh do, vi?c 
bdi tri neri giao dich, cham sde thudng xuyen de neri 
giao dich ludn khang trang, sach d?p, hip dan mdi 
ggi khach hang, ciing nhu thdi gian md cira noi giao 
dich, phyc vy khich hdng la cdch md nhd cung cdp 
dich vy chuyen tdi thdng di?p ciia hg tdi khich 
hing. Khich hing khi trii nghi?m cic quy trinh cua 
ban hdng cd nhdn, hinh thdnh nhihig cim nhdn ve 
qui trinh bin hang, ve nhung Ihdng di?p md nhd 
cung cap chuyen tii, va nhiing cim nhin nay li 
dgng lyc de hg tmyln thdng tmyen mieng tdi bgn 
b^, ngudi thin, ddng nghi?p. Mpt khi khdch hdng 
hii ldng, Idi tmyln mi?ng se li nhimg ldi tuyen 
tmyen tich cyc ve nhi cung cap va ngugc lgi. 
Nghien ciiu ndy kiem djnh miic dg dnh hudng cua 
sy hdi Idng ve hieu qua tmyen thdng trong bdn hdng 
cd nhdn tdi hinh dgng tmyen migng ciia khach hing 
- thue bao di?n thogi di dgng (tmyen thdng tmyen 
mi?ng). Gid thuyet nghien ciiru dugc hinh thdnh Id: 

HI: Muc hdi ldng vi hi^u qud truyen thdng trong 
bdn hdng cd nhdn cd tdc dgng duang vd tn/c tiep 
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lin truyin thdng truyin miing. 

- Truyin thdng dgi chiing 

Cic hinh thirc tmyen thdng nhu: quang cio, xuit 
bdn vd quan he cdng chimg Id nhiing hinh thiic 
tmyln thdng dgi chiing. Cdc hinh thuc tmyen Ihdng 
ndy tmyln dgt cac thdng tin/thdng diep ve y tudng, 
hang hod, dich vy, triet Iy kinh doanh cua doanh 
nghiep mgt each gian tiep qua cic phuang tien 
thdng tin dai chiing den vdi ngudi tieu dimg Men cd 
vd tilm ndng. Hinh Ihirc tmyln thdng dgi chiing cdn 
dugc xem Id tmyln thdng mdt chilu, tiic Id chi cd 
chieu phat thdng tin tir phia doanh nghiep. Muc dich 
cua cic hinh thiic tmyen thdng nay Id nham 
khuyech tmong ban hang vi tgo thien cam ciia 
khdch hang vdi thuong hieu cua doanh nghiep. 
Tmyen thdng dai chiing ngdy nay rdt phdt trien bdi 
sy phit trien manh me va sy tham nhdp sdu rdng cua 
cic phuong tien tmyen thdng dai chiing vio ddi 
sdng ngudi dan trong xa hdi. Tuy vay, sy phit trien 
mgnh me cua hinh thiic tmyen thdng nay ciing trd 
thanh nhugc diem ciia chinh nd. Khich hang ngiy 
nay ciing Iiic nhdn dugc qua nhieu thdng diep quang 
cdo tir qua nhilu nhd cung cap, do dd hg chin nan 
vd khdng cdn hiing thii tiep nhin thdng tin tit kenh 
truyln Ihdng ndy niia. Mac du vay, chua cd mgt 
nghien ciiu ndo phii nhan hoin loan tinh hieu qua 
ciia tmyln Ihdng dai chimg. Lien quan tdi hieu qua 
ciia tmyln thdng dgi chung tic ddng din truyln 
mieng, cd the cd tmdng hgp khich hang hii long ve 
mdt chucmg trinh quing cao, mdt chuong trinh PR 
cua doanh nghiep khi hg tinh cd nghe dugc, xem 
dugc vi ke Iai cho ngudi khac. Nghien cim ky vgng 
rang, mdt khi cd su hai Idng ve mdt hinh thiic tmyen 
thdng dai chiing, khdch hdng se cd thdng tin tmyen 
mieng lich cyc tdi ngudi quen, ngudi than, ban be 
vd ddng nghiep. Theo dd, gid thuyet nghien ciru 
dugc hinh thdnh nhu sau: 

H2: Mice hdi long vi hieu qud truyin thdng dgi 
chung cd tdc dgng duang vd true tiip lin truyen 
thdng truyen miing. 

- Truyin thdng tucmg tdc 

Tmyen thdng tuong tdc Id hinh thiic trao doi 
thdng tin hai chieu (two way communication) giiia 
hai ddi tdc, hay cdn ggi la cich tmyen dat thdng tin 
ddng (dynamic). Ngdy nay, do su biing nd cua xa 
hgi thdng tin, su ldng tiudng ciia may tinh, Internet, 
cic phucmg tien ky thuit sd vi di ddng, cac doanh 
nghiep can phii dan chuyen ddi tii tmyen thdng mdt 
chieu (tmyen thdng dai chimg) sang hmh thirc 
tmyln thdng tuong tic. 

Trong tmyen thdng marketing, tmyen thdng 
luang tie ling dung cac cdng cy tmyen thdng nhu: 

email, tin nhdn (SMS), dign thogi, Blogs vd 
Websites. Bang cic cdng cy tmyen thdng niy, cdc 
doanh nghiep gia tang dugc co hdi tmyen thdng hai 
chieu vdi khich hang myc tieu ciia minh ve sdn 
phdm/dich vy ciia cdng ty; cd co hgi gidi quyet cac 
vin dl cu thi ma mpt khdch hing gap phdi; cd co 
hdi nhdn dugc phdn hdi tryc tiep tii khdch hang; 
ciing nhu cd ca hgi tham hdi, tri an tdi khdch hang 
trung thinh, khdch hdng cd nhiing ddng gdp Idn vio 
doanh thu ciia doanh nghiep. Dac biet, cac cdng cy 
tmyln thdng kl ti-en, do iing dyng cdng nghg thdng 
tin, Internet v i mobile ma tinh diing Iiic cua tmyln 
thdng cd thi dugc ddp irng mdt each trgn ven. 

Nhihig tien ich Idn lao md cic cdng cu tmyln 
thdng tuong tac mang lgi la ddng lyc de cac doanh 
nghiep ndi chung va doanh nghiep thdng tin di dgng 
ndi rieng ngiy cing gia tang su dyng hinh thiic 
tmyen thdng nay. Ddi vdi doanh nghiep thdng tin di 
dgng, phuang ti?n tin nhan SMS cd mdt Igi the die 
biel bdi, mgt khi hgp ddng thue bao da dugc ky ket, 
khdch hdng da chinh thiic sd hiiu mgt sd may dien 
thoai. Liic niy, nhi cung cdp mac nhien cd dugc so 
thue bao di ddng ndy cua khdch hing va day la mgt 
lgi Ihl ldn de nhi cung cap dich vy thdng tin di ddng 
phat huy sii dung phuang tien tmyen thdng ndy. 

Trong qui trinh tuang tdc vdi nha cung cap dich 
vu, khach hdnh hinh thdnh cdm nhgn cua minh qua 
cac phutmg tien tmyen thdng, ngi dung ciia tmyen 
Ihdng vd cdch thirc ma nhd cung cap chuyin tii 
thdng diep qua cac phucmg lien tmyen thdng tuong 
ldc. Khi khdch hang hai Idng, hg cd the chuyen lai 
sy hdi ldng ciia minh ldi ngudi thdn, ban be, ddng 
nghiep bang nhiing ldi truyen mieng tich cue va 
ngugc lgi. Theo dd, gid thuyit nghien ciiu dugc hmh 
thdnh nhu sau: 

H3: Muc hdi long vi hiiu qud truyin thdng tuang 
ldc CO tdc dgng duang vd tr\ec tiip lin truyin thong 
truyin miing. 

2.2. Hinh thdnh mo hinh ly thuyet 

Nhung phan tich tren day ve mdi quan he giiia 
mirc do hdi long ve hi?u qua tmyen thdng cua cac 
hinh thiic tmyen thdng marketing vdi tmyln thong 
tmyen mi?ng dugc md hinh hoa trong md hinh ly 
thuyit (Hinh 1). 

3. Ket qua nghien cihi 

Phucmg phip Idy mdu dinh mirc theo hai thupc 
tinh gidi tinh va dp tudi dugc iing dyng de lya chpn 
ra cdc phan tii miu. Cd mlu dieu tra trong chuong 
tiinh nghien ciiu chinh thiic Ii 257, khich the dieu 
tra l i thue bao di?n thogi di dgng ciia cic nhi cung 
cdp dich vy thdng tin di dpng tren dia bdn TP. HCM. 
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Hinh 1: Mo binh ly thuyet moi tuong quan giira mirc hai Idng ve hifu qua truyen thong va 
truyen mieng 

MU'C HAI L 6 N G 

s 
Truyen thong qua ban 

hang ca nhan 

Truyen thong dai 

chiing 

s 
Truyen thong tuong 

tac 

+ V Truyen thdng Iruyen 

mieng (WOM) 

3.1. Kit qud ddnh gid do tin cgy thang do 

K6t qud ddnh gid d^ tin cay cua thang do bang he 
sd Cronbach alpha vi he sd tuong quan bien tdng 
nhu sau: 

Thang do miic hdi ldng ve tmyln thdng qua bdn 
hdng cd nhdn dugc cdu thinh bdi nam bien quan sit. 
Ket qui phan tich dg tin ciy thang do cho thdy tuong 
quan biln tdng ciia tat ca cdc biln quan sdt biln Ihien 
lii 0.549 den 0.663, deu ldn ban 0.3 vd h? sd a = 
0.814 >0.6. Viy thang do dgt dg tin cay cin thiet mi 
khdng cdn thiel bdt cii mgt sy dilu chinh ndo. 

Thang do miic hdi long vl tmyln thdng dgi chiing 
dugc cau thinh bdi hai bien quan sat. Kel qud phdn 
tich dp lin cgy thang do cho thdy tuong quan bien 
tdng ciia cd hai bien quan sdt deu bdng 0.509 > 0.3 
vd h? so a = 0.667 >0.6. Vgy thang do dat dO tin cdy 
cdn thilt ma khdng cdn thill bit cir mdt sy dieu 
chinh ndo. 

Thang do miic hii Idng ve tmyen thdng tuong 
tic, sau khi dieu chinh loai bd biln khdng thich hgp, 
thang do bao gdm hai bien quan sat. Ket qui dinh 
gid dg tin cay thang do Id: he sd Cronbach alpha (Idn 
2) = 0.84 > 0.6, vd h? sd tuong quan biln tdng ciia 
cd hai biln deu bdng 0.723 > 0.3. Kit luin thang do 
dgt dugc dg tin cdy cdn thiel. 

3.2. Ket qud ddnh gid gid irj thang do 

Ket qud phan tich nhan td khim phi (EFA) cho 
Ihay cd ba nhan to dugc tiich vdi ldng phuong sai 
trich la 69.82% > 60%, cy till: (I) Tmyen thdng qua 
bin hdng cd nhin; (2) tinyln thdng tiicmg lac; (3) 
tmyln Ihdng dgi chung. Tiic Id, phan chung cua cdc 

thang do ddng gdp vdo khai niem muc hii long vl 
cdc hinh thirc tmyen thdng cua nhd cung cdp Idn 
ban phan rieng vd sai sd. Dieu ndy chiing td cic 
thang do nay giii tiiich tdt khdi ni?m miic hdi Idng 
ve hieu qud tmyen thdng ciia nhi cung cip dich vu 
thdng tin di dpng. Cdc bien trong cdc thang do deu 
cd miic tai nhan Id bien thien tii 0.723 den 0.927, 
deu > 0.4 vi cd muc chenh Iech trong muc tdi nhan 
Id Ien nhdn td md biln dd nhdm vdo so vdi miic ldi 
nhin td len cic nhan td khic deu > 0.3. Vay gid tri 
cdc thang do ndy chdp nhdn dugc. 

3.3. Phdn tich hoi quy bgi - Multiple linear 
regression (MLR) 

Nhu da thiy, md hinh ly thuyet (Hinh 1) Id md 
hinh vdi mgt bien phy thudc: Truyen thdng truyin 
miing - WOM, va ba bien doc lip da dugc kiem 
dinh ve do tin cdy, gid tri vi gii tri phdn bi?t id: (1) 
mite hdi ldng vi truyin ihdng qua bdn hdng cd nhdn 
- PSNS; (2) mite hdi ldng ve truyin thdng tuang tdc 
- ICMT; vi (3) muc hdi long vi truyin thdng dgi 
chung - MCMT. 

Kiem dinh MLR, cho thiy, nhdn Id "miic hai ldng 
vl tinyln thdng dai chiing" khdng cd y nghia thdng 

ke (bĵ cMT " 0*^9' S'S- " ^•^^^'' '̂ '.•^^y- ^^ '̂"'"h 
giii- lgi hai nhdn Id dgc lap cdn Igi. Kiem dinh lai md 
hinh hdi quy bgi vdi biln phy thupc Id WOM vi hai 
biln dgc lap (1) PSNS; (2) ICMT, cd kit qui MLR 
nhu sau: R̂  = 0.23 (khic 0); Kilm djnh ANOVA 
cho miic y nghia Sig. = 0.000. Nhu vgy, md hinh hdi 
quy phil hgp. 

Bing 1 cho thay, cac biln PSNS vd ICMT cd tdc 
dpng ciing chieu vdo bien phy thugc WOM vi trgng 
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sd hdi quy b cua c i hai bien nay duong va cd y 
nghTa thdng ke (cd hai deu cd Sig. = 0.000). Neu so 
sinh tdc dgng cua hai bien nay len bien phu thudc 
WOM, cd bpsĵ s = 0.284 vi bjcMi = f*-336. Nhu vdy, 
bien ICMT tdc ddng vdo WOM manh han so vdi 
PSNS. Xem xet kiem dinh da cdng tuyen, cd VFI 
ciia cd hai biln Id 1.038 (<2), hien tugng da cdng 
tuyen khdng xudt hien. 

Ket lugn: md hinh hdi quy dugc chap nhgn. Ham 
hdi quy dugc viet nhu sau: 
WOM = 4.484 + 0.284 * PSNS + 0.336 * ICMT (1) 

4. Kit ludn va ham y quan tri 

Ket qui nghien ciiu cho thdy miic hdi long ve hieu 
qud truyin thdng trong bdn hdng cd nhdn v i hieu 
qud truyin thdng tuang tdc dugc khing dinh Id cd 
tac dpng duong va tryc tiep len truyen thdng tmyen 
mieng. Day Id hdm y quan trgng dl cic nhi cung cap 
dich vy thdng tin di ddng quan tam den cdc binh thiic 
tmyen thdng marketing ndy. Nhu da thao luan d myc 
2.1, hi8u qua dich thyc cua tmyln thdng the hien d 
miic dp lim thay ddi hanh vi cua ngudi tieu diing tir 
nhiing nd lyc tmyln thdng cua nhd cung cip. Ket 
qud nghien ciiu nay ggi y cho cdc nhi quan tri tmyen 
thdng tiep thi trong ngdnh dich vu thdng tin di ddng 
cin lap tmng nhirng nd lyc cua minh vio viec ciing 
CO tinh hieu qui cua tmyen thdng qua cac phuong 
ti?n tmyen thdng tuong tac vd tmyln thdng qua ban 
hang cd nhan. Chi khi cac thue bao dien thoai di 
dgng hdi Idng vdi nhiing thdng tin/lhdng diep ma hp 
nhdn duoc tit cac hinh thiic tmyen thdng ke tren, 
cim giac hii long nay mdi trd thdnh ddng luc ldc 
ddng len hdnh vi cua hg, hp se sdn sing tmyln mieng 

nhihig thdng tin, nhihig cim nhdn tich cyc ciia hp v6 
nha cung cdp dich vy, tir do Iim cho nhung thdng 
diep ciia nhd cung cap lan tod trong thi trudng ngudi 
tieu dimg vi trd tiidnh nhiing kich td tdt khich I§ tieu 
dung va sii dyng dich vy. 

Vdy nhd cung cap dich vy thdng tin di dpng can 
ldm gi de dat dugc dieu ndy? 

Thur nhdt, vi truyen thong qua bdn hdng cd 
nhdn: hieu qui tmyln thdng trong hinh thirc tinyen 
thdng marketing nay phy thugc rat nhi6u vdo ngudi 
bin/giao dich vien. Tu hi^u qua cua tmyen thdng 
qua ban hdng cd nhdn, se hinh thdnh cdm nhdn ciia 
khach hdng vl nhi cung cdp dich vy, qua do mi hp 
cd dgng co thiic ddy, ndi vl cdm nhgn ciia minh vdi 
nhihig ngudi thdn, bgn be, ddng nghigp... De c6 
dugc hieu iing tmyen thdng tmyen mi^ng, cdc nhdn 
vien ban hdng/giao dich vien ciia nhi cung cdp dich 
vy khdng nhiing cdn trau ddi nang lyc chuyen mon 
nghiep vu md cdn phii cd mgt tinh thdn thai dg phyc 
vy tan tinh, san sdng gidi quyet cdc vdn de cua khdch 
hdng. Nguyen tic khdng ndi "khdng" vdi khdch 
hdng cin dugc neu cao (VD: mpt khich hing cd m^t 
yeu cdu, thac mic ve mdt dich vy nio dd, cd th6 Id 
khdng lien quan tdi pham vi phyc vy ciia giao dich 
vien, giao dich vien ciing khdng thS dugc ndi "khdng 
biet hogc khdng thudc phgm vi phyc vy cua ldi" ma 
cdn cung cip cho khach hing nhirng chi din tdt nhal 
de hg cd Ihl gidi quyll duac vdn dl ciia muih). Ben 
canh dd, vi& quan tdm din gid md cira phyc vy 
khach hang tai cic trung ldm giao dich va cham sde 
khach hang ciing l i mdt thdng di^p giii den khich 
hing ve triet ly phyc vy ban hang ciia nhd cung cip 
(VD: viec md cira phyc vy khich hang vio ngdy thit 

Bang 1: trgng so hoi quy (model 2) 

Model 
2 (Constant) 

Truyen 

thong bang 
ban hang ca 
nhan 

Truyen 
thong tuong 
tac 

Hf s6 chira 
chuan hoa 

B 

4.484 

.461 

.547 

SE 

.090 

(W 

.092 

Hes6 
chuan 

hoa 

Beta 

.284 

.336 

t 

49.719 

5.007 

5.938 

Sip. 

.000 

000 

.000 

Tutfng quan 
Zcro-
orde 

r 

.348 

.391 

Partial 

.302 

.352 

Part 

778 

.330 

Da c$ng 
hij 

T 

.963 

.963 

en 

VIF 

1.038 

1.038 

a. Dependent Variable: Muc do san sang gioi thieu ve nha cung cap voi nguoi quen 

Ngudn: tinh todn cua tdc g 
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biy va chu nhgt tai cdc Uung tam giao dich vd cham 
soc khach hang cd the la mdt thdng diep giii den 
nhiing khdch hang ban rdn sudt cdc ngiy trong tudn 
rang nhd cung cap dich vu ludn sin sdng tgo dilu 
ki?n de khdch hing cd thi tiep xiic vdi cdng ty mdt 
each dl ddng vi thudn Igi nhdt vl mat thdi gian). 

Thur hai, ve truyen thong tuang tdc: theo nhu kit 
qui md hinh MLR, trgng sd hdi quy ciia truyln 
thdng tuang tac cao ban so vdi tmyen thdng qua bin 
hing ca nhin. Ket qui niy khang dinh tdm dnh 
hudng quan trgng cua tinyln thdng tirang tic din 
hi?u ling tmyen mi?ng. Ben canh dd, nd khdng dinh 
mgt xu the mdi ciia thdi dai chiing ta, khi ma cdc 
phuang lien tmyen thdng tuong tdc da rdt phit triln, 
tham thau sdu rpng vdo ddi sdng ngudi li6u dung 
trong xa hpi. Day Id dilu kien thuan Igi de nhd cung 
cdp dich vu thdng tin ch ddng tan dung tinh hieu qud 
cua hinh thuc tmyen thdng tucmg ldc, tmyen dat 
nhihig thdng tin mang tinh cap nhat nhit vl dich vu, 
ve ddi mdi ky thuat, vl cdc chuong trinh khuyin 
mai, cung nhu nhanh chdng, kip thdi gidi quyel cic 
vin de vudng mdc md khdch hdng gap phii trong 
qui trinh tieu diing, sii dyng dich vu. Mdt khi nhiing 
nd lyc cua nhi cung cip qua cic phucmg tien Email, 
SMS, Website, Blog, di?n thoai... tao dugc nhiing 
in tugng tdt d?p tdi khdch hdng, ddy se Id ddng lyc 
de hp tmyen mi?ng nhihig cim nhan tdt dep cua 
minh cting nhu nhiing kinh nghiem ciia minh ve nha 
cung cdp djch vy. Khi thyc hipn tinyln thdng tuong 
tic, nhi cung cap dich vy can die biet quan tim den 
nhtmg khia canh sau: phuong tien tmyen thdng, ndi 
dung thdng tin, cdch thiic thyc hi?n, thdi gian thuc 
hi?n... sao cho hinh thiic tmyen thdng niy phdi 
chuyin tdi dugc chinh xdc nhiing thdng dipp tii nhd 
cung cdp ve trill ly phyc vy dinh hudng khach hing 
(customer oriented) ciia nha cung cap. Ddng thdi tao 
kenh phin hdi thuin lgi cho khdch hdng de hg cd the 
trao ddi, ddi thoai vdi nhd cung cap dich vy mgt 
cich thugn ti?n nhdt. 

Cling trong nghifin cihi nay, tic gii da cd nhirng 
cdu hdi dilu tra md td vl phuong tien tmyln thdng 
mi khich hdng ua thich nhdt. Ket qud dieu tra cho 
thdy, ty I? khdch hang hdi Idng cao nhal ve phucmg 
ti?n tmyln thdng tuong tac Id SMS (62%). Dilu ndy 
ciing phan anh mgt thyc tiln rang, ddi vdi thue bao 
di?n thoai di dgng, lin nhdn li hinh thiic tinyen 
thdng tuong tic thugn tipn nhit ddi vdi hg. Bdi vi 
mpt khi tin nhan dugc chuyen di, nd se xuit hi?n luc 
thdi tren miy di?n thogi ciia thue bao di dgng. Dieu 
ndy khic vdi hinh thiic email, websites, blog ddi hdi 
khdch hing phii tiny cap vdo mang Internet mdi 
tilp nhgn dugc thdng tin. Day cung Id mgt ham y 
quan trgng doi vdi cdc nhi cung cdp thdng lin di 

dgng cin quan tim dac bi?l tdi hinh thiic tmyln 
thdng tuong tic niy. Hg can quan lim din ngi dung 
ciia cic tin nhin, tin nhan khdng thudn luy Id nhiing 
thdng tin khd cimg ma cin dugc soan thdo vdi 
nhung ldi Ie Hch thiep, cd cdm xiic nhim chuyin tii 
dugc thdng diep ve sy quan tam, cham sde tdi khich 
hdng ciia nha cung cdp dich vy. Ngay cd thdi gian 
phdt lin nhan SMS ciing can tim hieu mdt each ky 
Iuong de lin nhin den vdi khich hdng khdng roi vao 
nhiing thdi gian giy philn hi cho hp (VD: tit ci cic 
loai tin nhdn khdng nen phdt vao gid ban dem; 
nhimg tm nhdn ve gii cudc khdng nen phat vao gid 
qui sdm cua budi sing; ngugc Iai, nhung tin nhin 
chuc mimg sinh nhat hogc cac su kien thi Igi nen 
nhan sdm vio budi sdng de vira l i nhac nhd vira tao 
cam nhin tdt dep vdi khdch hdng trong mdt ngdy 
mang nhieu y nghia ddi vdi hp...). 

Thir ba, ve truyen thong dgi chung: kel qud 
nghien ciiu cho thay tac dpng khdng ddng ke cua 
hieu qud Iruyen thdng dai chung len tinyen thdng 
tmyen mieng. Dieu niy dugc giii thich bdi trdo luu 
chung ciia xd hdi hien nay vdi nhimg hogt dgng 
quing cao, PR day dac. Nhirng an tugng ve cac 
chucmg trinh tmyen thong dai chung khdng cdn du 
manh de li dgng co thiic day ngudi tieu diing di tdi 
hdnh dgng tmyen mieng. Hon the niia, bin chit ciia 
tmyen thdng dai chiing da Id chuyen tai thdng di?p 
den lodn the xd hdi tieu diing rdi, do do nd khdng cdn 
Id ddi tupng de ngucri ta tmyen thdng cho nhau nira. 

Han che cua nghien cihi va hudng nghien cuu 
tiep theo 

Gidng nhu bat cir mgt nghien ciru nao, nghien 
ciiu niy cd nhimg han che ciia nd, cu the: Nghien 
ciiu niy chi thuc hien ddi vdi khach hing sir dyng 
dich vn thdng tin di ddng tai thdnh phd Hd Chi 
Minh. Kha nang tdng quat hoa ciia kit qui nghien 
ciiu se cao hon neu lap lai co cau mdu bao gdm cac 
thue bao dien thoai di dpng tren pham vi toan qudc. 
Mdt hudng nghien ciru thii vi cd the tiep ndi tii 
nghien ciiu niy, do la tim hieu xem lieu cd sy khic 
biet trong cic nhdn td tao dgng lyc tmyen thdng 
tmyln mieng giira nhirng thue bao di dpng sdng d 
khu vyc ndng thdn va khu vyc thdnh thi. Neu hudng 
nghien cun ndy dugc thyc hi?n, se Id nhiing chi dan 
cu thi ban ddi vdi cdc nhi cung cdp dich vy thdng 
tin di dgng trien khai hogt dgng tmyen thdng 
marketing mgt each dung hudng vi dat hi?u qua cao 
hon cho cac ddi tugng khdch hang d cac viing lanh 
thd khdc nhau.n 

So 19-Ihdng 11/2013 kinltli'J'tiiiltrii'ii 
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Chu thich: 1. Reference group - bao gdm nhung ngudi/nhdm ngudi cd tic dgng true tilp (mat ddi mat) 
hoic gidn tilp din thdi do hogc hanh vi cua ngudi tieu dimg. Nhiing ngudi cd tic dgng tryc tiSp Id 
nhung ngudi trong gia dmh, ban be, ngudi than, hdng xdm, ddng nghiep - Ii nhiing ngudi ma c i nhdn 
khdch hang cd thi trao ddi mdt cich khd lien tye vd phi chinh thdng (Kotler & Keller, 2012). 
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The impact of communication eiTectiveness on word of mouth - a case of cellular service subscribers 
in Vietnam 
Abstract: 

Word-Of-Mouth (WOM) has been known as a communication form that strongly impacts on consumer 
behavior. This study has explored how communication effectiveness of service providers impacts WOM. To 
test the proposed research model, a survey method was used. The result of our research based on data col
lected from the survey of 257 cellular service subscribers shows: both personal selling communication 
effectiveness and interactive communication effectiveness positively and directly impact on WOM. Howev
er, the interactive communication affects on WOM stronger than personal selling communication. In addi
tion, the study shows no significant impact of mass communication effectiveness on WOM. The finding of 
this study implies cellular service suppliers focusing their best efforts on interactive communication effec
tiveness to have positive WOM. 

Thdng tin tac gia: 

*Hodng L^ Chi, thac si 

- Noi cong tdc: Khoa Qudn tri kinh doanh 2- Hgc viin Cdng nghg Biru chinh vien thdng ca sa TP HCM 

Email: hlechi@me.com 

**Nguyen Thj Minh An, Phd gido su. tiin sT 

Khoa QTKDl- Hgc vien Cong nghe Buu chinh Viin thong 

Email: minhanptit@yahoo.com 

Sti 19-thung 11/21113 66 kinli M a i trie! 

mailto:hlechi@me.com
mailto:minhanptit@yahoo.com



