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Tdm tat: 

Truyen thdng truyin miing dupe biit din nhu la mdt hinh thirc iruyin thdng cd tdc ddng mgnh 
me len hdnh vi khdeh hdng. Nghien cuu ndy cho thdy hiiu qud truyen thdng cua cde doanh 
nghiep eung edp dich vu thdng tin di ddng cd dnh hudng nhu the ndo den hdnh dong truyen 
mi^ng cua khdeh hdng sdng tgi khu vue ndng thdn. Kit qud nghien euu dyra trin diiu tra 210 ddi 
tupng cho thdy si^r hdi long ve truyen thdng truyen miing vd truyen thdng dgi chung co tdc dpng 
duong vd true tiip lin truyin thdng truyin miing. Kit qud ciia nghiin ciru cUng cho thdy ed syr 
khac biet ed y nghia trong hdnh vi cda khach hdng sinh sdng a nhirng khu vuc dia ly khde nhau, 
qua do, ngg y rdng cdc nhd cung cdp dieh vu di ddng cdn tap trung nd luc ciia hp vdo truyen 
thong dgi chiing a vung ndng thdn vd truyin thdng tucmg tdc d vung thdnh thi. Ben cgnh do hp 
cdn thuc hi^n tdt hogt dpng truyin thdng qua bdn hdng cd nhdn a ed hai khu vuc tren. 
Tir khoa: Truyen thdng marketing; truyen thdng truyen mieng; truyen thdng qua ban hang ea 
nhan; truyen thdng dai chiing. 

The impact of marketing communication eiTectiveness on word of mouth: a case of cellu­
lar service subscribers living in rural areas 

Abstract: 

Word-Of-Mouth (WOM) has been known as a marketing communication form that strongly 
impacts consumer behavior This study explores how communication effectiveness of service 
providers influences WOM of customers living in rural areas. The research results based on data 
collected from the survey of 210 cellular service subscribers show that personal selling commu­
nication effectiveness and mass communication effectiveness positively and directly impact 
WOM. The findings of this study also suggest differences in consumer's behavior in different 
areas, implying that cellular service providers should focus their effort on mass communication 
in i-ural area and interactive communication in urban area while personal selling communica­
tion should be done well in both areas. 

Keywords: Marketing communication, word of mouth, personal selling communication; mass 

communication. 

1. G i d i thi$u ma cdn tid thanh nhan td khdng the thieu dugc cua 

Trong thg ky 2 1 , ciing voi su phat trien cua cong ''^c lucmg san xujt va cong nghe san xui t . Trong doi 
. , I , . sdng kmh te xa hoi ngay nay, su phat t nen eua cac 

nehe thong tin va truyen thong, vai y o cua tin tuc va ,. , . ; . . . ' i . -• , - L - i • 
^ • ^ J e» jjj^,j^ ^.y yjgjj thong cung cap cac moi hen he thi 

miyen thdng ngdy cang tang cao bdi kha nang ndng ^ ^ ^ ^-^^ ^^^ ^^^ ^^^^ ^^ ^^^^- ^jg^ j ^ ^ ^ ^ g j~^ 

cao hi?u qud cua nen sdn xudt xa hgi vd giai quyet ^^ ^^^ xudt vdi nhd san xudt, gma nha sdn xuat vdi 

cac nhi?m vy xa hdi cua nd. P h u a n g tien thdng tin cdc td ehiic xa hgi, nd thiie ddy cdc moi quan he 

khdng ehi giup cho vi?c qudn ly boat dpng sdn xudt cdng viec va hoat dpng kinh doanh. Ciing vdi sy 

sa 221 thdng 11/2015 63 kjiihteilial trien 



phdt trien eua eae lye lucmg sdn xudt, hdi nhdp kinh 
te vd md eua thi trudng viln thdng tir nam 1995, t^i 
Viet Nam thi trudng vien thdng da ed nhihig chuyen 
bien manh me tiong hai thap men qua. Cy the, cung 
cap dieh vu vien thdng va dac biet dich vu thdng tin 
di dpng d Viet Nam cd miic tang trudng vuot bac. 
Ddng hanh vdi sy tdng trudng la tinh canh tianh gay 
gat tiong nganh kinh doanh nay. Liic ndy, thach thirc 
Idn lao ddi vdi eae nha cung cap dich vu thdng tm 
di dpng Id phdt tnen thue bao va duy tri thue bao 
(khdeh hdng hien cd). De dat dugc muc tieu nay, 
mpt trong nhihig cdng cy him hieu dugc nhieu nhd 
nghien ciiu khang dinh Id ndng cao hieu qua truyen 
thdng marketing giiip truyen tdi duoc nhiing thdng 
tin, thdng diep tir nhd cung cap djeh \ai. giup khdeh 
hang cd dupe nhihig thdng tin ddy du ve doanh 
nghi?p, khieh le hanh vi mua hdng vd duy tii dupe 
mdi quan he vdi khdeh hang. 

Mgt trong nhiing phuong tien truyen thdng 
marketing dugc xem la d t̂ hieu qud rdt cao tiong 
viec t^o dyng long trung thanh cung nhu thuc ddy 
ngudi tieu dung nhanh chdng tien tdi quyet dinh 
mua Id truyen thdng truyen mieng (Matos & Rossi, 
2008; Kotler, 2000). Tai Viet Nam. mgt nghien cim 
trude ddy dd eho thdy cd nhung tac ddng ed y nghia 
ciia hi$u qua truyen thdng len truyen thdng truyen 
mieng (Hodng Le Chi & Nguyin Thi Mmh An, 
2013), nghien ciiu da dugc thyc hien vdi ddi tugng 
khach hdng la thue bao dien thoai di ddng. Tuy 
nhien, nghien ciiu dd dugc trien khai tai thanh pho 
Hd Chi Minh, la khu dd thi ddng ddn cu nhat vd cd 
nen kinh t6 phdt tridn nhat d Viet Nam. Cdu hdi dat 
ra Id: li?u rdng ed sy khde biet yong hanh vi truyln 
mieng cua cdc thue bao d khu vyc thdnh phd Hd Chi 
Minh vdi cdc thue bao di ddng d cdc dia ban khac, 
cy the Id khu vye ndng thdn, hay khdng? 

Tir nhiing lap luan tren ddy, nghien eiiu nay dugc 
thyc hi?n nhdm dtti duge cdc muc tieu sau: 

- Xac dinh va do ludng dnh hudng ciia truydn 
thdng marketing len truyen thdng truyln mieng 
tiong ngdnh dieh vu thdng tin di ddng ddi vdi thue 
bao di ddng d khu vyc ndng thdn Viet Nam. 

- So sanh sy khac bi?t ciia hieu qud truyln thdng 
marketing len tniyen thdng truyen mieng giiia cac 
ddi tugng khdeh hdng la thue bao di dgng d khu vyc 
TP Hd Chi Minh vd khu vuc ndng thdn. 

Ddi tupng nghien ciru tiong nghien ciiu nay la 
hieu qua boat dgng truyln thdng marketing eiia 
doanh nghi?p. 

Phgm vi nghien ciru: nghien eiiu ddi vdi thi 
trudng tieu dung (khach hdng ca nhdn) dich vu 
thdng tin di dpng khu vue ndng thdn Viet Nam. 
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f nghia cua nghien cuu: nghien cuu duge thuc 
hien cho thdy hieu qua ciia cdc ho^t dpng truyln 
thdng ciia doanh nghiep thdng tin di dpng cd tac 
dpng nhu the ndo dSn truyen thdng truyen mieng, va 
ed nhiing khac biet nhu the ndo khi so sanh hieu qua 
eua tdc dgng nay len ddi tugng khach hdng la thue 
bao d TP. HCM. 

2. Cff Sff ly thuyet \k phuong phap nghien cihi 
2.1. Khdi niem truyin thong 

Truyen thdng Id sy tiao ddi thdng lin mang tinh 
hai chieu nham chia se sy hieu biet lan nhau (Dun­
can & Moriarty, 1998, trieh tiong Lages & cgng su, 
2005). Trong cdc tai lieu marketing, nhiing nghien 
eiiu ve truyen thdng ehiem vi tri kha quan tigng. 
Theo Anderson (1998), truyln thdng manh me se 
ddn den ket qua la cdc ben ddi tdc cd duac thdng tin 
hai chieu tdt ban, qua dd, hp se tu tin han yong 
quan he vd vi the ma hg san sang hem tiong viec duy 
tri mdi quan he. Theo Lages & cpng sy (2005), 
truyen thdng cd the xem Id thdnh phdn quan tigng 
nhdt de cd giao tilp thanh cdng giira cae ddi tac. 
Nhiing doanh nghiep cd muc do giao tac cao thudng 
chi tieu ngudn luc qudn tri va tai chinh vdo viec duy 
tri va phdt trien mang ludi truyen thdng tiong mdi 
trudng ciia hg. Dieu nay cho thdy truyen thdng la 
mdu ehdt de cd dugc mdi quan he manh tu do dan 
den thdnh tich cao cua doanh nghiep. 

Trong ITnh vye viln thdng, lgi ich ciia truyln 
thdng tiong tao dyng ehat lugng mdi quan he giira 
nhd cung cdp vd ngudi mua da dugc khang dinh 
tiong nghien ciiu ciia Poovalingam & Veerasamy 
(2007). Truyen thdng hieu qud cd tac ddng len chdt 
lugng mdi quan h$ giiia nhd cung cdp dieh vu vien 
thdng vd khaeh hdng, qua dd ed tae dgng cd y nghia 
len Idng trung thanh cua khach hang cung da dugc 
khang dinh tiong nghien cim cua Hoang Le Chi va 
Nguyen Thi Minh An (2012). 

2.2. Khdi nifm Mfu qud truyen thong 

Truyen thdng hieu qua la viec trao ddi, chia se 
thdng tin mot caeh diing Iiie va cd y nghia giiia cac 
ddi tac tiong sy thdng cam, than hieu lan nhau 
(Sharma & Patterson, 1999). Trong mdi trudng kinh 
doanh, truyln thdng hieu qua Id each dl doanh 
nghi?p gidi thieu, hudng ddn va dam bao cho khach 
hdng cd thdng tin ddy du ve cac san pham/dich vy, 
each sii dyng san phdm/dich vy cung nhu nhimg 
ti|n ich tu chiing bang mpt each dl hieu vd dl tiep 
nhan nhat. 

Trong nganh dich vu vien thdng, sy diing luc vd 
tinh cap nhat cua eac thdng tin lien quan den ti?ng 
thai eua he thdng thdng tin, nhimg thay ddi ve cdng 
nghe tien mang luai thdng tin, nhihig thdng tin ve 
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dich vy va nhung ti?n ich moi cua h? thdng thdng 
tin, cung nhu nhiing thdng tin ve eae chuang trinh 
khuyen mai, uu dai cho cac khach hang Idn, thdn 
thiet, chinh Id hieu qud truyen thdng (Hoang Le Chi 
& Nguyin Thi Minh An, 2013). Dl cd dugc hieu 
qua truyen thong trong nganh vien thdng, eac doanh 
nghiep can quan tam ddng thdi den cdc phuang 
di?n: (1) npi dung ciia truyen thdng; (2) sy dung luc 
cua truyen thdng vd (3) phuang dien giao tilp cua 
truyen thdng. 

2.3. Khdi niem truyen thong marketing 
Theo Kotier & Keller (2012), ti^yln thdng mar­

keting la nhung phuang tien ma nhd dd cac doanh 
nghiep tim each thdng bao, thuylt phue vd nhdc nhd 
ngudi tieu dung mdt each tryc tiep vd gidn tiep vl 
cac sdn pham vd thuong hieu md hg ban. Cd thi 
hieu rang, truyln thdng marketing la nhiing phuang 
ti$n ma cdng ty cd the sir dung de thiet lap mgt sy 
ddi thoai vd xdy dyng cae mdi quan he voi khdeh 
hdng. Kotier & Keller (2012) cung da khdng dinh 
rang truyen thdng marketing giiip ciing cd Idng 
tnmg thanh eua khach hang va qua dd ddng gdp vao 
tdi sdn khaeh hang (customer equity). 

Nghien ciiu ciia Hoang Le Chi vd Nguyen Thi 
Minh An (2013) da tdng hgp cac phuang tien truyen 
thdng marketing thdng qua eae hinh thiic trayen 
thdng cu the sau: (I) Ban hang cd nhan, (2) quang 
cao, (3) khuyen mai, (4) xudt bdn, (5) quan he cdng 
chiing, (6) tiep thi tryc tilp, vd (7) trayin mieng. 
Cac hinh thirc trayen thdng marketing nay dugc 
dien gidi nhu sau: 

- Bdn hdng cd nhdn (personal selling) la hinh 
thitc trayin thong marketing thdng qua: gidi thieu 
ban hang, hpp mat khdeh hang, chuang trinh khich 
I?, hgi chg trien lam thuang mai. 

- Qudng cdo (advertising) la hoat dgng trayen 
thdng marketing thdng qua: quang cao bdo vd phat 
sdng, bao bi ben ngoai sdn phdm, tai lieu dinh kem 
bao bi, Phim anh. Brochure va booklet, dp phich vd 
td rai, danh ba, qudng cao in lai, bang qudng cdo, 
bdng hieu, vat pham trung bay d eira hdng, DVD. 

- Khuyen mai (discount) la boat ddng trayen 
thdng marketing thdng qua: thi dua, tid chai, giai 
thudng tign gdi, nit tham may man, qua tang, hdng 
mau, philu thudng, hodn tien. . 

Xudt bdn (publication) la hoat dgng trayen 
thdng marketing thdng qua: xuat bdn pham, tap chi 
cdng ty, nhdn di^n thuang hieu. 

- Quan he edng chimg (public relation) la boat ddng 
truyln thdng marketing thdng qua: bai dien thuyet, hdi 
thdo, bao cdo thudng nien, thien nguyen, quan he cdng 

ddng, van ddng hanh lang, td chiic sy kien. 

- Tiep thi true tiep (direct marketing) la boat dgng 
truyen thong marketing thdng qua: catalog, thu, tiep 
thi qua dien thoai, mua sam dien tii, trayen hinh mua 
sdm, email, SMS, blog cdng ty, fanpage, tiang web. 

- Truyin mieng (word of mouth) la hoat dpng 
trayen thdng marketing thdng qua: hoat ddng truyen 
khau ciia khach hang vdi khach hdng. 

Nghien ciiu cua Hodng Le Chi va Nguyen Thi 
Minh An (2013) eung da nhdn dinh rdng: cdc hinh 
tbiie trayen thdng tir hinh thirc (1) den hinh thirc (6) 
la nhirng hiiih thiie md doanh nghiep chii dpng td 
ehiic thye hien. Rieng ddi vdi hinh thiic tmyen 
mieng, doanh nghiep khdng the ehu dpng chuyen tdi 
thdng diep tdi khach hang qua tmyen mieng duge, 
tmyen mieng phy thupe hodn todn vdo khdeh hdng 
qua ddng eo thiie ddy hg ndi vdi ngudi than quen ve 
earn nhan cua hg ddi vdi nhiing san pham/dich vu 
eiia nha eung cap, qua nhitiig trai nghiem ciia hp 
tiong sudt qud trinh mua, tieu diing va sir dyng cdc 
sdn pham/dich vu, ke ea cam nhdn cua hg ve nhirng 
boat ddng tmyen thdng marketing ma cdng ty thyc 
hien (eae hinh thuc hi I den 6 ke tien). Ben eanh do, 
eac tac gia cQng da phdn loai 6 hinh thuc trayen 
thdng ke tren thanh ba nhdm phuang tien trayen 
thdng marketing: 

- Truyin thdng qua bdn hdng ed nhdn: gdm ban 
hang ea nhan va khuyen mai. 

- Truyin thdng dgi chiing'. gdm qudng cdo, xudt 
ban, quan he cdng chiing. 

- Truyen thong tucmg tde: marketing tryc tiep. 

2.4. Tam quan trpng ciia truyin thdng truyen 
miing 

Theo ly thuyet trayen thdng marketing, tmyen 
thdng tmyen mieng dugc hieu Id: "trayin thdng phi 
chinh thdng, ttong hinh thirc tmyen thdng nay, thdng 
tin dugc trayen dat tryc tiep tir khach hang ndy tdi 
nhirng khaeh hang khac ve: quyen sd hiiu, sir dung, 
hoae dac trung cua nhQiig hang hoa vd dich vu cy 
the, va/hoac vl nhiing ngudi ban" (Westbrook, 1987, 
261). Hinh thiie trayen thdng nay eiing la hinh thiic 
trayen thdng phi thuang mai, bdi doanh nghiep 
khdng the tid tien cho nhimg khach hang eua minh 
de hg thyc hien trayen mieng eho nhiing ngudi than 
quen ciia hp. Cung chinh bdi tinh chdt phi thuang 
mai md trayen thdng trayen mieng cd hieu qua tac 
ddng din ngudi tieu dimg trong giai doan ehuyen ddi 
thuang hieu manh gdp 7 Idn so vdi quang cao tien 
bdo va tap chi, gap 4 Ian so vdi bdn hang tryc tiep vd 
gap 2 lan so vdi qudng cdo tren radio (Katz & 
Lazarsfeld, 1995, trich tiong Raluca, 2012). Ngoai 
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ra, trayen mieng cd hieu qud gdp 3 Idn so vdi quang 
cdo tiong viec lam ddo ngugc thdi do khdng ddng 
thuan hodc thd a cua ngudi tieu dimg thdnh thai do 
tich eye. Theo Gremler (2001), vdi dac tinh vd hmh 
ciia dich vu, ngudi tieu diing thudng khd danh gia ve 
dich vu vd gap nhieu rui ro ban so vdi viee tieu diing 
hang hoa, do do trayen thdng truyen mieng lai eang 
ed y nghia dac biet quan ygng. Ddi khi mpt Idi gidi 
thieu tir nhirng ngudi thdn quen, ddng nghiep hay tir 
mgt chuyen gia ciing du de thuyet phuc mdt cd nhan 
dung thir mdt dieh vu nao do (Gremler, 1994). 
Tmyen thdng trayen mieng cd tae dyng ldm giam 
dang ke ehi phi duy tri khaeh hang hien cd vd hap 
dan khaeh hang mdi thdng qua hieu iing lao gia tii 
khach hang sudt ddi (customer lifetime value) cua nd 
(Lee & cpng sy, 2006). 

Nhu vdy ed the nhan thdy rang, trayen thdng 
tmyen mieng cd tdm quan tigng dae biet trong 
tmyen thdng marketing, nhung de cd dugc nd, 
doanh nghiep can cd nhiing nd luc dac biet de tae 
dgng vdo khaeh hang thdng qua nhihig cdm nhdn 
mang tinh ea nhdn cua hg, qua dd hdnh ddng truyen 
mieng mdi duge thyc hien. Nghien ciiu ciia Matos 
& Rossi (2008) da kham phd nhung nhdn td tiin de 
dnh hudng trayen mieng: sir hdi Idng, trung thdnh, 
ehdt lupng, cam kit, tdng tin. vd gid tri cdm nhgn. 
Nghien cim cua Hoang Le Chi va Nguyen Thi Minh 
An (2013) da kiem dinh md hinh ly thuyet anh 
hudng cua su hai long ve trayen thdng qua ban hang 
cd nhdn, trayen thdng dai chung vd trayen thdng 
tuang tdc len trayen thdng trayen mieng. Nghien 
ciiu ndy dugc thyc hien khi nghien ciiu khdeh hang 
cua ngdnh dich vy thdng tin di dgng vd thyc hien d 
khu vyc thdnh phd Hd Chi Minh, Id khu do thi ddng 
due vd CO miie do phat trien kinh te bde nhat ciia 
Vift Nam. Ket qud nghien cuu eho thay hai nhdn td 
truyin thdng qua bdn hdng cd nhdn vd tniyen thdng 
tuang tde cd dnh hudng duong va tryc tiep len 
truyin thdng truyen mieng. Cdc tdc gia ciia nghien 
citii ndy dd cd nhan dinh rang nhdn td truyen thdng 
dgi chimg khdng cd tdc dgng len tmyin thdng 
trayen midng bdi mdi tmdng khaeh hdng tai TP. Hd 
Chi Minh tiong eude sdng ban rdn ciia minh, hg dd 
qua tai vdi thdng tin dai chiing do dd khdng ed ddng 
lyc de trayen dat lai nhung thdng tin tir cde phuong 
ti?n tmyen thdng dai chiing den ngudi than vd ban 
be cua minh. Day eiing Id ly do ddn din muc tieu 
nghien eiru ciia nhdm tac gia (nhu dl cap d muc 1). 

2.5. Cdc gid thuyit nghien cuu 

Nghien ciru cua nhdm tdc gia Id mgt nghien eiru 
Idp l?i loai II- nghien cuu thye hien gidng nhu 
nghien ciiu da cd nhung d nhinig ngir canh khac 
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(Nguyin Dinh Thg, 2011). Cu the, nghien ciiu nay 
tiep nhdn md hinh nghien ciiu trade ddy tiong 
nghien cuu ciia Hodng Le CM & Nguyin Thi Minh 
An (2013), nhung thi traang nghien ciiu Id khu vye 
ndng thdn eua Viet Nam. 

Truyen thong qua bdn hdng cd nhdn 
Theo Kotier & Keller (2012), ban hang cd nhdn la 

qua trinh tucmg tac trye tiep mat ddi mat vdi mgt 
hoae nhieu ngudi mua tiem nang nham myc dich 
gidi thieu, tid Idi cac edu hdi vd Idy cdc don dat 
hang, Khach hdng khi tiai nghiem cac quy trinh ciia 
ban hang cd nhan, hinh thanh nhung cdm nhan ve 
qud tiinh ban hdng, ve nhiing thdng diSp md nha 
cung cap chuyin lai, vd nhiing edm nhdn nay Id 
dpng lyc de hp trayen thdng trayen mieng loi b^n 
be, nguoi thdn, ddng nghiep. Nghien cim ciia Hodng 
Le Chi va Nguyin Thi Minh An (2013) da khang 
dinh tmyen thdng qua ban hdng ea nhdn cd tae dpng 
duong vd tryc tiep len trayen thdng trayen mieng 
(nghien cim tai khu vyc TP. Hd Chi Minh). Nghien 
eiiu ciia nhdm tac gid kiem dinh lai mdi quan he nay 
tai khu vye ndng thdn Viet Nam. Gia thuyet nghien 
eiiu duge hinh thanh la: 

- HI: Mirc hdi long ve hieu qua trayen thdng 
tiong bdn hang ea nhan cd tae ddng duong vd tryc 
tiep len trayen thong trayen mieng ciia cdc thue bao 
dien thoai lai khu vuc ndng thdn. 

Truyen thdng dgi chung 

Tmyen thdng dai chiing la viee tmyen dat cdc 
thdng tin/thdng diep vl y tudng, hdng hoa, dich vu, 
triet ly kinh doanh cua doanh nghiep mdt each gian 
tiep qua cdc phuang tien thdng tin dai chiing din vdi 
ngudi tieu dung hien cd va tiem ndng. Ddy Id hinh 
thiic tmyIn thdng mgt chieu (tir doanh nghi?p den 
ngudi tieu diing). Nghien cuu cua Hoang Le Chi va 
Nguyen Thi Minh An (2013) da khdng dinh tmyIn 
thdng dai chiing khdng cd anh hudng cd y nghia len 
truyen thdng trayin mieng (nghien eiiu dugc thuc 
hien d khu vyc TP. Hd Chi Minh). Nghien eiiu ciia 
nhdm tae gid kiem dinh mdi quan he tren ddy d khu 
vye ndng thdn Viet Nam va gid thuyet nghien cim 
duge hinh thdnh nhu sau: 

- H2: Miic hdi Idng ve hieu qud tmyen thdng dai 
ehung cd tac ddng duong vd trye tilp len trayin 
thdng trayen cua cdc thue bao dien thoai tai khu vye 
ndng thdn. 

Truyin thong tuang tde 

Trayen thdng luang tac la hinh thiic trao ddi 
thdng tin hai ehieu (two way communication) giiia 
hai ddi tae, hay cdn ggi la la each tmyIn dat thdng 
tin ddng (dynamic). Khi khdeh hdng hai Idng vl qud 
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ttinh tuong tdc vdi nha cung cap dich vy, hg cd the 
chuyen tdi sy hdi Idng ciia minh tdi ngudi thdn, ban 
be, ddng nghidp bang nhiing Idi tmyen mieng tich 
eye va nguge lai. Nghien cim cua Hoang Le Chi vd 
Nguyen Thi Minh An (2013) da khdng dinh trayin 
thdng tuang tdc cd tac ddng duong vd trye tiep len 
tmyen thdng tmyen mieng. Nghien ciiu ciia nhdm 
tdc gia kiem dinh lai mdi quan he nay tai khu vyc 
ndng thdn Viet Nam vd gid thuyet nghien ciiu dugc 
hinh thanh nhu sau: 

- H3: Miic hdi Idng vl hieu qua tiiiyln tiidng 
tuong tac ed tac ddng duong va tryc tiep len trayin 
thdng trayen mi?ng cua eac thue bao dien thoai tai 
khu vye ndng thdn. 

Md hinh nghien ciiu dugc the hien tiong Hinh I 

2.6. Phuang phdp nghiin cuu 

Thang do ludng cac khai niem nghien cim trong 
md hinh ly thuyet (Hinh I) hodn toan dua vdo thang 
do ludng cac khai niem trong nghien ciiu ciia Hoang 
Le Chi vd Nguyin Thi Minh An (2013), 

Ngdnh dich vu thdng tin di ddng dugc lya ehgn 
de kiem dinh eac gia thuyet nghien eim. Khach the 
nghien ciiu Id nhiing khach hdng thue bao dien thoai 
di dgng cua cdc nha cung cdp dich vy thdng tin di 
dpng hien dang sinh sdng tai khu vye ndng thdn 
thupe edc dnh phia nam Vi^l Nam (tir tinh Thira 
Thien Hul tid vdo miln Nam Viet Nam - xem Bdng 
9 phdn Phy lyc). 

Co mdu dugc xde dinh phii hgp vdi nghien cim 
kiem dinh md hinh hdi quy bgi luyen tinh, theo cdng 
thuc kinh nghidm - n Idn ban hoae bang 50+8p, vdi 

p la sd lugng bien doc lap tiong md hinh (Nguyen 
Dinh Tho, 2011). Theo md hinh ly thuyet va thang 
do ludng cdc khai niem dgc lap de xudt tien day, cd 
mdu Idn han 130 la dat yeu eau. Trong nghien cim 
nay, cd mau dieu tia la 210. Phuang phap Idy mdu 
dinh miie theo cac thupc tinh dia phuang, gidi tinh 
va dp mdi dugc img dyng de lya ehgn ra cdc phan 
tu mau. 

Phuang phdp dieu tia: dieu tia bang bdng hdi. 

3. Ket qua nghien cihi 

Ket qud dieu tra cho ca cdu mdu nghien ciiu dugc 
trinh bay tiong Bang 1. 

3.1. Kit qud ddnh gid dp tin cgy thang do 

Ket qua danh gia do tin eay cua thang do bang he 
sd Cronbach alpha cho thdy: 

Thang do miic hdi Idng ve trayen thdng qua bdn 
hdng cd nhdn duge edu thdnh bdi nam bien quan sat. 
Ket qua phan tieh dd tin cay thang do cho thdy he sd 
luang quan bien tdng ciia tat ca cac bien quan sal 
biln thien tti 0,631 din 0,787, deu Idn han 0,3 va he 
sd alpha la 0,867 >0,6. Vay thang do dat dd tin cay 
cdn thiet md khdng cdn bat cii mdt sy dieu chinh 
ndo. 

Thang do miic hdi Idng ve tmyen thdng dai chiing 
dugc cau thdnh bdi ba bien quan sdt. Ket qua phdn 
lich dd tin cay thang do eho thay tuong quan bien 
tdng bien thien tir 0,346 den 0,66 deu Idn ban 0,3 vd 
he so alpha la 0,702 >0,6 (Nguydn Dinh Tho, 2011). 
Tuy nhien, dii lieu thdng ke cho thay, neu loai bien 
MCMT3 - Hiiu duac cdc thdng diep tic cdc chuang 
trinh td chirc su kien vd PR, He sd Cronbach alpha 

Hinh 1: Md hinh ly thuyet anh hudng cua miic do hdi long vl hieu qua truyen thong marketing 
len truyen thdng truyln mieng (WOM) 

Mirc HAI L6NG 

Tmyen thdng trayen i 
mieng | 

(WOM) 
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cd Ihl tang len. De cdi thien dp tin cdy ciia thang do 
nay, nhdm tac gia loai bien MCMT3 vd cd ket qud 
thang do cd alpha la 0,801, va cdc h? sd tuong quan 
bien tdng deu Idn ban 0,3, vay thang do dat dugc dp 
tm cdy. 

Thang do miic hdi Idng vl truyen thdng tuong tdc 
dugc cau thdnh bdi ba bien quan sdt. Ket qud phdn 
tich dp tin cdy thang do eho thdy, h? sd Cronbach 
alpha eua thang do Id: 0,686 > 0,6 vd cdc biln trong 
thang do ed he so tuang quan biln long bien thien 
tir 0,449 den 0.598 diu Idn ban 0,3. Kit Iudn, tiiang 
do mue hdi Idng ve tmyen thdng tuang tdc d^t dugc 
dd tin cdy cdn thiet. 

3.2. Kit qud kiem djnh gid tri thang do 

Ket qud phan tich nhan Id kham phd (EFA) cho 
thay cd hai nhdn td duge trich, tiong dd, eae bien 
(I) Hai long khi nhdn dugc Idi tham hdi qua 
SMS/Email/...; (2) Cd till yao ddi vdi cdng ty qua 
SMS/Email/...; (3) Hai Idng khi nh în dugc thdng 
tin vl dieh vy qua SMS/Email/... khdng dat dugc 
gid tri phan bi?t bdi hieu sd cua h? sd tai nhan td 
(loading factor) vao eac nhdn td dugc de xuat diu 
nhd han 0.3. Do do cdn phdi loai eae bien ndy. 

Sau khi loai cac bien ke tien, ket qua phan tieh 
nhdn Id kham pha Idn 2 cho thay, ed hai nhdn to 
dugc tiich vdi tdng phuang sai trich Id 71,32% > 
60%, cu the la hai nhan td: (1) Truyin thdng qua 
bdn hdng ed nhdn; (2) Truyin thdng dgi chung. Tiic 
Id, phdn chung ciia cdc thang do ddng gdp vdo khdi 
niem muc hdi long ve eac hinh thirc trayen thdng 
cua nha cung cdp Idn ban phdn rieng va sai sd. Dilu 
ndy chiing td cdc thang do ndy gidi thieh tdt khai 
niem miie hai long ve hieu qud trayen thdng ciia 
nhd cung cap dich vy thdng tin di ddng. Ben eanh 
do, cdc bien tiong cac thang do deu cd mirc tdi nhdn 
td biln thien tii 0,734 din 0,905, diu > 0,4 va cd 
muc chenh lech tiong miie lai nhdn td len nhdn td 
ma bien dd nhdm vdo so vdi miie tai nhan Id len eac 
nhan Id khac deu > 0,3. Vay gia tri eac thang do nay 
chdp nhdn dugc. 

Den day, ket qud kiem dinh cac thang do ludng 
cho thdy cd sy khde biet so vdi md hinh ly thuyet 
dugc de xuat ban ddu, cu the: kiem djnh gia tri 
thang do chi trieh dugc 2 nhdn td truyen thdng qua 
bdn hdng cd nhdn vd truyen thdng dgi chiing. Cde 
bien ciia thang do truyin thdng tuang tdc khdng dat 
gid tri can thilt de giai thich khai niem tiem an su 
hdi long vi truyin thdng tucmg tdc ciia ngudi tieu 
dimg do dd bj loai ra khdi md hinh. 

Khdi niem phu thudc tiong md hinh ly thuyet Id 
trayen thdng trayin mieng (WOM). Dya vdo 
nghien ciiu cua Hoang Le Chi vd Nguyen Thi Minh 
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An (2013), khai niem ndy dugc do ludng bang mdt 
bien duy nhat: sy san sang gidi thieu ve nhd cung 
cdp dich \-u thdng tin di ddng cho ngudi thdn/ ban 
be, do dd khdng cdn kiem dinh thang do ludng eho 
khai niem phy thuge nay. Nhu vay, ket qud cua qua 
trinh kiem dinh da sdng Igc nhiing bien khdng phii 
hgp trong cdc thang do vd dl xudt cac nhan td thich 
hgp de dua vdo kiem dinh md hinh nghien ciiu bdng 
phdn tich hdi quy bdi tuyIn linh (MLR - Multiple 
Linear Regression). 

3.3. Kit qud phdn tich mo Mnh hdi quy boi 

Tir kel qua kiem dinh do lin cdy va gid tri thang 
do, cdc khdi niem dua vdo phan tich hoi quy bgi 
tuyen linh gdm: bien phy thuge la truyen thong 
truyen mieng (WOM) va hai bien dgc lap: (1) tiiiyen 
thdng qua bdn hdng cd nhdn (PSNS) va (2) truyen 
thdng dgi chiing (MCMT) 

Ket qud MRL, kiem dinh sy phii hgp eua md hinh 
cho thay, he sd xde djnh R- = 0,349. He sd nay bieu 
thi mdi tuong quan giiia biln thien hdi quy vd bien 
thien cua cdc bien dge lap tiong md hinh, qua do cd 
the ndi rang, cdc bien dge lap giai thich dugc 
khodng 35% phuang sai cua bien phu thugc tiong 
md hinh dugc kiem djnh nay. Kiem dinh F bdng 
ANOVA cho thdy, mue y nghia Sig. = 0,000. Nhu 
vay, md hinh hdi quy phii hgp. 

Xem xet bang tigng sd hdi quy (Bang 2), cae bien 
truyen thdng qua bdn hdng cd nhdn va tiuyin thdng 
dgi chung ed tae dgng eimg chieu vao bien phu 
thudc WOM vi trgng sd hdi quy Beta ciia cd hai bien 
nay duang va cd y nghia thdng ke (ea hai deu cd 
Sig. = 0,000). Neu so sanh tac ddng ciia hai bien nay 
len bien phy thudc WOM, cd tigng sd hdi quy chua 
chuan hod ciia bien truyen thdng qua bdn hdng cd 
nhdn la 0,732 va bien truyen thong dgi ehiing Id 
0,383 nhu vay, bien truyin thdng qua bdn hdng cd 
nhdn tae dgng vao WOM manh ban so vdi tmyen 
thdng dai chiing. Xem xet kiem dinh da cdng tuyen 
eho thdy dung sai ciia ca hai bien dgc lap (Tolerance 

- T) deu bang 1 ed nghia Id phan rieng cua mdi bien 
dgc lap Idn, do do, he sd phdng dai phuang sai - VIF 
ciia cd hai bien Id 1,000 (<2), hien tugng da cdng 
tuyen khdng xudt hien. Kel Iudn, md hinh hdi quy 
dugc chap nhan. Ben canh do, mpt tiong nhung myc 
tieu cua nghien cuu ndy Id so sdnh sy khac biet cua 
hieu qua tmyen thdng marketing len trayen thdng 
trayen mieng giua cdc ddi tugng khdeh hang la thue 
bao di dpng d khu vyc TP. Hd Chi Minh va khu vye 
ndng thdn. De so sdnh cac mdu vdi nhau, ngudi ta 
cdn su dung he sd hdi quy chua chudn hod, do dd, 
hdm hdi quy bdi tuyen tinh chua chudn hod dupe 
viet nhu sau: 

WOM = 4,828 + 0,732 * PSNS + 0,383 * MCMT 

4. So sdnh k£t qua nghien ciru tai khu vurc TP. 
H6 Chi Minh 

Nhu dd biet, ket qua nghien eiiu ve anh hudng cua 
hieu qud tmyIn thdng len trayen thdng tiuyen mieng, 
trudng hgp khdeh hdng Id thue bao di dpng khu vyc 
TP Hd Chi Minh (Hodng Le Chi & Nguyin Thi 
Minh An, 2013), da dua ra md hinh hdi quy bdi chua 
chudn hod dugc kiem djnh Id cd y nghia dudi ddy: 

WOM = 4,484 + 0,461 * PSNS + 0,547 * ICMT 

Trong dd: ICMT - trayen thdng tuong tac va 
PSPS - tmyen thdng qua ban hdng cd nhdn. Theo 
dd, hai lac nhan: tniyen thdng qua bdn hdng cd 
nhdn vd tniyen thdng tucmg tde la nhiing nhan Id tac 
ddng tryc tiep len trayen thdng tmyen mi?ng. 

Lien ket ket qud kiem dinh md hinh hdi quy ddi 
vdi cdc nghien eiiu tiong hai trudng hgp khach hang 
la thue bao di ddng d khu vye TP. HCM (Hoang Le 
Chi & Nguyin Thi Minh An, 2013) va khu vye ndng 
thdn yong nghien ciiu hien tai, eho thay nhiing khac 
biet duge the hien tiong Bang 3, 

Tir ket qua so sdnh 6 Bdng 3, ed the nit ra nhimg 
nhan dinh sau day: 

Nhdn td thii nhat la tmyen thdng qua bdn hdng cd 
nhdn ed anh hudng den trayen thdng trayen mieng 
ddi vdi khach hdng d cd khu vyc TP. HCM va khu 

Model 

1 (Constant) 

Truy§n thong 
qua ban hang 
canhan 

Truy^ thong 
dai chung 

Bang 2 

HI so chua 
chuan hoa 

B 

4.828 

,732 

.383 

SE 

,077 

,078 

,078 

KSt qua phan tich hoi quy boi tuyIn tinh 

tie so 
chuan 
hoa 

Beta 

.528 

.277 

1 

1 
t 1 Sis 

62,392 

9,437 

4.943 

.000 

,000 

,000 

Tuong quan 

Zero-order 

,528 

,277 

Partial 

,549 

,326 

Part 

.528 

,277 

Da cong tuyen 

T 

1,000 

1,000 

VIF 

1,000 

1,000 
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Bing 3: So sanh cac ket qua nghien cirn tai cac dia ban khic nhau 

Gia thuylt 

Hai Idng vl hî u qiia truyen thdng Uong ban hang 
HI ca nhan co tdc dgng duong vd tryc tilp len truyen 

thdng trayen mi?ng. 

Hai Idng vl hi?u qua trayen thdng dai chung co tac 
H2 dpng duong vd true tilp len truyln thdng Uuyln 

mieng. 

Hai long vl hi?u qua truyen thdng tuong tac co tac 
H3 dong duong va true tiep len tniyen thdng Uuyen 

mi?ng. 

Sy phii hgp 

Tmdng hgp khach hdng 
d khu vyc TP. HCM 

Phil hgp 

Phil hgp 

KhSngphu hpp 

Tmdng hgp khdeh hang 
d khu vuc ndng thdn 

Phu hgp 

Khong pha hap 

Phu hgp 

vyc ndng thdn. Nhung ddi vdi nhan td thu hai thi 
truyin thdng dgi chung cd tdc dgng len tmyen thdng 
trayin mi?ng ddi vdi khach hdng d khu vyc ndng 
thdn md khdng cd tdc dgng len hdnh vi trayen mieng 
eua khach hdng d TP. HCM. Dieu nay ngugc lai ddi 
vdi nhdn td thirc ba - truyin thdng tuong tde. Nhung 
khac bi?t dugc kham phd tren ddy giai thich mdt 
cdch sdng dgng thyc tien ve nhiing khac bi?t tiong 
hanh vi tieu dung ciia khdeh hang d nhiing khu vyc 
dia ly khde nhau, vdi phong each sdng, thdi quen, 
miie dp tham nhap eua cac phuang tien cdng nghe 
trayen thdng vao ddi sdng ngudi ddn khac nhau. 

Ddi vdi ngudi tieu diing d khu vyc ndng thdn, do 
rihip sdng khdng qua sdi dgng, phucmg lien giai tri 
khdng nhieu, mire dg tham nhap Internet ehua eao, 
ngudi dan chua bj lugng thdng tin dai chiing qua 
nhilu ddy tdi lam tian ngdp cuge sdng eua hp, thi 
cdc phuang ti?n truyin thdng dgi ehiing vdn cd 
nhirng siic manh to Idn tdc dgng den tdm tri ngudi 
tieu diing vd khi hg hai Idng ve mgt chuang yinh 
tmyen thdng dai ehiing ndo dd, hp se cd dgng lyc de 
trayen dat thdng tin ciing nhu earn xuc ciia minh den 
nhimg ngudi xung quanh. Ben canh dd, nhirng 
phucmg ti?n trayen Ihdng tuong tde lai cdn khd xa la 
vdi dai da sd ngudi tieu diing khu vyc ndng thdn. 
Do dd, ket qua dieu tra eho thdy, thang do ludng 
khdi ni^m tniyen thdng tucmg tdc, mac du dat dugc 
dp tin cay khi kiem dinh Cronbach alpha, nhung khi 
kiem djnh gid Iri thang do thi miie tdi nhdn td va dp 
phan bi?t khong d^t yeu cau, cho thay nguoi tieu 
dung d khu vyc ndng thdn edn khd mo hd ve nhiing 
phuang ti?n trayen thdng ndy, vi the ma nhdn td 
tmyIn thdng mang tac bi loai bd sau khi kiem dinh 
gid tri thang do bdng phdn tich nhan td khdm pha. 

5. Ket luan va h^m >' quan tri 

Ket qud nghien ciiu cho thdy vdi khach hang la 
thue bao di dgng d khu vyc ndng thdn, sy hdi long 
ve hi?u qua trayen thdng tiong ban hang cd nhan vd 

tmyIn thdng dai chimg dugc khang dinh la cd tdc 
dgng ducmg vd tryc tilp len tmyen thdng trayin 
mi?ng. Day la ham y quan tipng de cdc nhd eung 
cap dich vu thdng tin di dpng quan tam din eac hinh 
thiic tmyen thdng marketing nay. 

Thii nhat, ve tmyen thdng qua ban hang cd nhdn: 
Dii Id kinh doanh d khu vuc thanh thi hay ndng 
thdn, thi hieu qud tmyIn thdng yong hinh thiie 
trayin thdng marketing nay phy thupc rat nhieu vao 
ngudi ban/giao dich vien. Tir hieu qud cua trayen 
thdng qua bdn hang cd nhan, se hinh thdnh cam 
nh|in ciia khdeh hang ve nha cung cap dich vy, qua 
dd md hg cd dgng ca thiic ddy, ndi ve edm nhdn cua 
minh vdi nhirng ngudi than, b?n be, ddng nghiep.., 
B% cd dugc hi$u ung trayin thdng trayin mieng, 
cac nhdn vien ban hang/giao dieh vien cua nha cung 
cdp dich vy khdng nhung edn tiau ddi nang lyc 
chuyen mdn nghiep vy ma can phai ed mgt tinh than 
thai do phyc vu tan tinh, san sang giai quyet cde van 
de eua khaeh hang. 

Thii hai, ve trayin Ihdng dai chiing: kit qud nghien 
ciiu cho thay tdc dgng eua hieu qua trayen thdng dai 
ehiing len trayin thdng trayen mieng ddi vdi khach 
hang d khu vye nong thdn Id ed y nghia. Dieu nay ggi 
y cho cdc nha qudn tri marketing ve sue manh to Idn 
ciia truyen thdng dai chung ddi vdi khach hdng ndng 
thdn. Viec ddu tu vdo nhiing chuang trinh trayen 
thdng dai chiing de ehuyen tdi thdng diep cua nha 
eung cap cho ddi tugng khach hdng nay nham dan 
den mpt hi?u iing tmyIn thdng cd hieu qud cao hon 
Id tmyen thdng tmyIn mieng la viee lam ed y nghia 
vd hiia hen hi$u qua trayen thdng cao. 

Thir ba, vi?c so sanh sy khde biet ve hi|u qua 
truyen thdng len tmyen thdng tmyIn mieng, hdm y 
vdi cdc nha qudn tri marketing thiet lap nhimg 
chuang trinh trayen thdng tiep thi thich hgp rieng 
biet vdi nhiing thi tmdng thugc eac khu vyc dia ly 
khde nhau. Cu the, ngoai \'iec trien khai cdc chuang 

So 221 Ihdng 11/2015 70 kintiteihaltrieii 



tiinh nang cao hieu qua cua trayen thdng qua ban thdng trayen mieng. Ben canh do, tai khu vyc thanh 

hang cd nhdn sao cho phu hgp vdi dia phuong, dia phd Hd Chi Minh, cac phuong lien t r ay in thdng 

ban kinh doanh. Thi d dia ban khu vyc ndng thdn, tuong tac ed anh hudng mgt each cd y nghia den 

cac nhd cung cdp dich vu vien thdng cdn dac biet tmyen thdng trayen mieng, do dd, viec img dung 

chii tigng den viec sang tao cde chuang trinh trayen cdc p h u a n g lien trayen thdng dien tu nhu: E-maii, 

thdng dai chung sao eho that an tugng nham h u d n g website, fanpage, S M S . . . I^i la ITnh vye ddi hdi sy 

den viec ndng cao hieu qua trayen thdng qua trayen sang tgo ciia nha t i l p t h i .O 

P h u luc 

Bang 4: T h a n g do luoTig cac khdi niem ng^hi£n ciiu 
Truyenthong qua bdn hdng cd nhan 

PSNS 1 Thdi gian phuc vy a cac trung tam DV khach hang ciia XYZ hoan toan phii hgp vdi nhu cdu ciia toi 

Nhan vien djch vu ciia XYZ luon san sang phuc vu khi toi den vdi hp 

PSNS3 Nhan vien dich vu ciia XYZ co sy hieu biet sau sac ve nhiing dich ma ho cung cap 
P'^NS4 Nhan vien dich vu ciia XYZ luon cung cap nhung thong tin huu ich ve dich vy cua hp khi toi den 

vdi ho 

Truyen thong dgi chiing 

MCMTl Nhimg chupng trinh quang cao cua XYZ tren Tivi luon hap dan toi 

MCMT2 Nhung muc quang cao cua XYZ tren bao va tap chi luon hap din toi 

MPMTI ^^^ ^^^^ *^" ™ nhung thong diep ma XYZ truyen dat thong qua cac cac sy kien chuong trinh 
quan he cong chung cua hg 

Tniyen thong tmmg tdc 

ICMT I Tdi CO the Irao ddi vdi XYZ qua SMS/ Email/ di^n thoai/ Blog/ websites mpt each de dang 

i rMT9 ^ ° ' ^^^ ' ° " ^ **' " ^ ^ ^^^'^ thdng tin ve dich vu va nhihig doi mdi cong nghe tii XYZ qua 
SMS/Email/ dien thoai/ Blog/ websites 
Tdi hai Idng khi nhdn dugcnhihig ldi tham hoi tii XYZ vao nhimg dip le va ngay ky niem qua SMS/ 
Email/ dign thoai/ Blog/ websites. 

Truyin thong truyen mifng ^ ^ 
Toi luon san sang gidi thieu ve XYZ cho ngudi than/ ban be ciia tdi khi hp co nhu cau hoa mang 

^ thue baodi dong 

B a n g 5 : K e t q u a k i l m d i n h d o t i n c a y ci ia t h a n g d o 

Thang do So bien Bi^n bi loai Cronbach alpha 

Miic hai Idng ve tmyen thong qua ban hang ca nhan 5 a = 0.867 

Miic hai Idng ve truyen thong dai chung 

Miic hai Idng ve tmyen thong tuong tac 

B a n g 6: T r o n g s6 cac n h a n to t a c n h a n c u a t r u y l n t h o n g t r u y e n mif n g ( lan 1) 

Nhan to 

I 

Nhan vien DV Iudn sin sang phuc vu 0.857 0.056 

Nhan vien DV c6 hiSu biet sau sac 0.837 -0.034 

Thdi gian phuc vv cua TTDVKH 0.774 0.149 

Nhan vien dich vy luon cung cap thong tin huu ich 0.753 0 226 
Nhan vien djch vy lufln phyc vu tan tinh 0.697 0 29 
Hai long khi nh^n duoc loi tham hoi qua SMS/Email?... 0.498 0.412 
NhChig myc quang cao tren bao va tiip chi luon hap dan -0,016 0.863 
Chuong trinh quang cao tren tivi luon hap dan 0.023 0.812 
Co dil nao ddi vdi cdng ty qua SMS/Email.. 0.303 0.383 
Hai long vl thdng tin dich vy qua SMS/Email,.. 0.419 0.531 
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Bang 7: Trpng so cac nhan to tac nhSn cua truyln thong truyln migng (Ian 2) 
Cac nhan td 

Nhan vien DV luon san sang phuc vy 
Nhan vien DV co hieu biet sau sac 
Thoi gian phyc vy cua TTDVKH 
Nhan vien dich vy luon cung cap thong tm huu ich 
Nhan vien dich vu Iudn phyc vy tan tinh 
Nhtrng myc quang cao tren bao va t̂ ip chi luon hap dan 
Chuang trinh quang cao tren tivi luon hap dan 
Tong phuong sai trich (%) 
Eigen value 

TruySn thong qua ban 
hang ca nhan 

.882 

.836 

.788 

.769 

.734 
071 
114 

48.803 
3.416 

Truyen thong dai 
chung 
.022 
-.072 
099 
.180 
.255 
.905 
.902 

71.316 
1.576 

Bang 8: rom tat mo hinh hoi quy boi tuyen tinh 

Model Summai^'' 

Model 

1 

R 

.596" 

R 
Square 

.355 

Adjusted R 
Square 

.349 

Std. Error of 
the Estimate 

1.119 

Change Statistics 

R Square 
Change 

.355 

F 
Change 
56.746 

S i g F 
Change 

.000 

a. Predictors; (Constant), Hai long ve truyen thong dai chiing, Hai long ve truyen thong quan ban hang 
b Dependent Variable; Luon san sang gioi thieu voi nguai khac ve cong ty 

canhan 

Bang ANOVA" 

Model 

1 

Regression 

Residual 

Total 

Sum of Squares 

142.020 

257.779 

399.799 

df 

2 

206 

208 

Mean Square 

71.010 

1.251 

F 

56.746 

Sig. 

000* 

a. Dependent Variable: Luon sin sang gi6i thieu vcri ngii6i khac ve cong ty 
b. Predictors; (Constant), Hai long ve tmyen thong dai chiing, H^i long ve truyen thong quan ban hang canhan 

Bang 9: Thong ke cd c^u m i u dieu tra 

Dia phinmg 

Trung Bp 

Thira Thien Hue 

Da N5ng 

Quang Ngai 

Nam Trung Bp 

Binh Dinh 

Phil Yen 

Khanh Hoa 

Binh Thuan 

Dap vien 

10 

10 

10 

8 

10 

10 

10 

30 

38 

Dia phirmig 

Tay Nguyen 

Dak Lak 

Gia Lai 

Lan Dong 

Ddng Nam Bp 

Binh Duong 

Tay Ninh 

Dong Nai 

Dap vien 

18 

10 

14 

18 

12 

20 

37 

50 

Dia phtftmg 

Tay Nam Bo 

Tien Giang 

Ben Tre 

Ddng Thap 

Kien Giang 

Tong Cpng 

Dip vien 

14 

14 

15 

12 

55 

210 

Sd 221 Ihdng 11/2015 kInliteJ'liiittrifn 



Tai l ifu tham khao 

Anderson, E. W. (1998), 'Customer satisfaction and word-of-mouth'. Journal of Service Research, 1(1), 1-14. 

Gremler, D. D., Gwinner, K. P., & Brown, S. W. (2001), 'Generating positive word-of-mouth communication through 

customeremployee relationships', InternationalJournal of Service Industry Management, 12(1), 44—59. 

Gremler, D.D.(1994), 'Word-of-mouth about service providers: an illustration of theory development in marketing", 

in Park, C.W, and Smith, D. (Eds), AMA Winter Educators Conference Proceedings, Marketing Theory and 

Applications, American Marketing Association, Chicago, IL, pp. 62-70. 

Hoang Le Chi & Nguyin Thi Minh An (2012), 'Cac nhan td tac ddng len Idng tin trong mdi quan he giira nha cung 

cSp dich vy vien thdng va khach hang doanh nghiep tai Viet Nam', AT/ziA te vd phdt trien, 183, 27-35. 

Hoang Lp Chi & Nguyin Thi Minh An (2013), 'Tac dpng ciia hieu qua truyin thdng len ldi ndi truyln mieng-nghien 

ciiai trudng hop khach hang la thue bao dien thoai di dpng', Tgp chi Kinh ti va phdt tnin. 197, 58-66. 

Kotier P. & Keller K. (2012), Marketing management. 14th Edition, Prentice Hall. 

Kotier, P. (2000), Marketing Management Millenium Edition, Tenth Edition. Preotice-Hall, Inc. 

Lages, C , Lages, C,R, & Lages, L,F. (2005), 'The RELQUAL scale, a measure of relationship quality in export mar­

ket ventures'. Journal of Business Research, 58, 1040-1048. 

Lee, J., Lee, J. & Feic L. (2006), 'Incorporatmg word-of-mouth effects in estimadng customer lifetime value'. Data­

base Marketing & Customer Strategy Management. 14 (1), 29-39. 

Matos, C A. & Rossi, C A V, (2008),'Word-of-mouth communications in marketing: a meta-analytic review of the 

antecedents and moderators', Academy of Marketing Science, 36, 578-596 

Nguyin Dinh Thg (2011), Phtrong phdp nghien cini khoa hoc trong kinh doanh, Nha xuat ban Lao Dpng Xa Hpi 

Poovalingam, K. & Veerasamy, D, (2007), 'The Impact of Communication on Customer RelaUonship Marketing 

among Cellular Service Providers', Alternation, 14 (1), 86 - 119. 

Raluca, G.I (2012), 'Word-of-mouth communication: a theoretical review'. Marketing and management innovation, 

No.l , 132-139. 

Sharma, N, & Patterson P.G (1999), 'The impact of communication effectiveness and service quality on relationship 

commitment in consumer, professional service^'. Journal of sei-vice marketing, 13(2), 151-170. 

Westbrook, R,A, (1987), 'Product/consumption-based affective responses and postpurchase processes', Journal of 

Marketing Research, 24(August), 258-270. 

Thong tin t ae gia: 

*Hodng Le Chi, Tien sy 

- To chue tdc gid cdng tdc: Khoa Qudn tn kinh doanh - Hoe vien Cdng nghe Buu chinh Viin thdng Ca so 

tgi Thdnh phd Hd Chi Minh 

- Linh vue nghiin eiru chinh: Khoa hpc qudn tri kinh doanh vd marketing 

- Dia chi Email: hlechi@me.com 

**Hd Tien Diing, Phd gido sir. tiin sy 

- Td chue tdc gid cdng tdc: Khoa Qudn tri kinh doanh, Dgi hoc Kinh te Thdnh phd Hd Chi Minh 

- Linh vuc nghien ciru: Khoa hpe qudn tri kinh doanh vd marketing 

s6 221 thdng 11/2015 73 kifllileiiial Irien 




