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DjCH VU NAY TAI HA NOI 
LSThiH^ngYln* 

Tom tdt 
5a/ viit trinh bdy tdng quan ve tM trudng 

dich vu bdng rgng di ddng vd nhimg nhdn td dnh 
hu&ng t&i y dinh mua cda nguoi tiiu dung ddi 
voi dich vu bdng r^ng di dgng tgi Hd Ngi 
Nghiin cuu dugc tkiec hiin bdng phuang pht^ 
nghien cuu dinh tinh vdi viec phdng vdn sdu 
ngudi tiiu diing dang sinh sdng vd ldm viic tgi 
Hd Ngi. Kit qud nghiin cuu cho thdy tinh tien 
ich, tinh hu&ng thu, chdt lugng dich vi/, dnh 
hudng truyin thdng, dnh hudng xd hgi, tinh di 
sic dung, gid dich vu, ky ndng vd khd ndng tdi 
chinh la nhimg nhdn td quan trgng dnh hudng 
t&iy dinh mua cua ngudi tieu dimg ddi vdi dich 
vu bdng rgng di ddng tgi Hd Not Bdi viit ciing 
dua ra mgt sd ggi y qudn tri quan trgng cho 
doanh nghiip viin thdng tgi HdNdi. 

Tir khoa: Y dinh mua, dich vu bang r0ng di 
dpng, HdNdi. 

1. Gidi thidu 
Trong nhung ndm qua, Imh vuc cdng nghe 

thdng tin vd truydn thdng da khdng ngdng phat 
trien gdp phdn thuc ddy su phat tridn cda he 
thdng kdt cdu ha tang, ddng gdp tich circ vdo 
phdt tridn kinh te xa hdi. Hg tang vidn thdng 
khdng ngdng dupc hien dai hoa, phdt tridn ddng 
bd, dgt chuan qudc td, phu sdng cd nudc vd ngdy 
cdng dap dng tdt hon nhu cdu cda ngudi sd 
dung. Bang thdng rdng dupc xem nhu Id ngudn 
lire de tgo sir bidn chuydn cho xd hdi, tang 
trudng kinh ndng sudt lao ddng ciing nhu su ddi 
mdi cho toan xdhdi. B^ig tiidng rdng cung giup 
con ngudi tidp cdn thdng tin tdt hon vd cdc dich 
vu cdng, dd tii do ndng cao chdt lugng cudc sdng 
edng ddng. Theo danh gid cda Ngan hdng thd 
gidi cdng bd vdo tiidng 3 nam 2009 "cd cd thdm 
10% ddn sd sd dung bang rdng thi tiiuc ddy tang 
trudng tdng sdn pham qudc ndi (GDP) them 
1,21% dcdc nudc phdt trien vd 1,38% dcac 

nudc dang phdt trien.Nghien cdu cda Michael 
(2003) cho thdy cd 1% gia tdng thdm nhgp 
Internet bang rgng, GDP binh qudn d^u ngudi 
(GDP/ngudi) se tang khodng 10%, vd 1% tang 
mdc tham nhdp di ddng se tang GDP/ngudi gdn 
5%. Cdng nghe vien thdng bdng rgng ddng vai 
tid quan tigng ddi vdi vide ndng cao nang lyc 
canh ttanh qudc gia vl bang rdng dugc xem Id 
xuong sdng va dgng luc chinh ttong viec khai 
thdc vd thue ddy cdc hogt ddng thucmg mgi didn 
td. 
Nam 2009, Viet Nam bdt ddu tiidn khai dich vu 
bang rdng di ddng, md ra mdt ky nguyen mdi 
cho viec tiep cgn fhdng tin vd Hen lgc, gdp phdn 
nang cao chat lugng cudc sdng cua ngudi ddn. 
Mac du tiii trudng nay hidn phdt tridn nhanh 
nhung sd thud bao mdi dgt khoang 20 tri6u thud 
baova luu lugng du Udu 3G cua Vidt Nam vdn 
cdn khiem tdn, thap hon nhiSu so vdi khd nang 
dap ling cda cdc nhd mgng. Bdi vidt ndy se tim 
hieu nhiing ydu td tac ddng ddn f dinh mua cua 
ngudi tidu ddng ddi vdi dich vu ndy, td dd dua ra 
cdc dd xudt nham khuyen khich hon nfta viec sd 
dung dich vu bang rdng di ddng. 

2. Dich vu bang rong di ddng va thi trudng 
dich vu bang rdng di d$ng t̂ i Viet Nam hidn 
nay 

Trong linh vuc vidn thdng, bang thdng bidu 
didu tdc dp tmydn tdi dft lieu ti'nh theo bit̂ rndt 
gidy. Bang thdng cang rdng thi tdc dd truydn dft 
lieu cang cao. Vi du: tiong mdt gidy tdi td mgng 
intemet ve mdt bdc dnh se tdn nhieu bdng thdng 
han khi tdi 1 tiang van ban chi cd text. 

Bang thdng rdng hay gpi tat la bang rpng Id 
mpt khai nidm tuong ddi, nd phu thupc vao quan 
diem xet vd ludn thay ddi theo su tien bd cua 
cdng nghe. VI dii: cd logi bang rdng theo dich 
vu, Igi cd khdi ni8m theo he thdng truydn ddn. 
Cach day 20 ndm ngudi ta dinh nghia tdc dp chi 

* Le Thi Hong Vln, Th?ic s j , Hgc vign Cong nghS Buu chinh Viln th6ng. 

So 67 (5+6/2015) QOANLtKINHlf 01 



I W l Mh\ TBOftNS KINH DOAHH DjCH VIJ BANG RONG Dl DQNG VA HGHIEN ClJU DINH TINH... 

256 kbit/s dd Id bang rdng. Nhung hidn nay thi Id 
chua du bdi tdc do nay tid nen qua chgm dd cd 
thd tmy nhdp cac thdng tm vd dich vu. Ndi 
chung, hien nay cdc dich vu cd tdc dd nhd hon 
3 84 kbit/s dugc gpi la dich vu bang hep, Idn hon 
thd Id bang rdng 

Cd nhieu cdng nghd cgnh ttauh nhau cd thd 
cung cdp bang thdng cdn tiiidt dd phan phdt cac 
dich vubang rdng. Cdc gidi phap cung cap bang 
rdng dupe phan thanh hai nhdm: cdc cdng nghe 
dudng day cd dinh (Budng day dien thoai, 
ADSL cap quang) va cac cdng nghd vd tuyen 
(viba) vd mgng td bao di ddng (3G, LTE/4G, 
Wfe, Wimax). Trong bdi vidt nay, tdc gid tap 
trung vdo ddi tugng ngudi tieu diing sd dung 
dich vu bang rdng di ddng vi day Id dich vu tidm 
nang nhdt ttdn thi trudng dich vu bang rdng hidn 
nay. 

Tgi \^6tNam, nam 2009 dich vu bang rpng di 
dpng vdi cdng nghe 3G dugc cae doanh nghidp 
Viettel, \%iaphone, Mobifone tridn khai. Khi 
mdi trien khai dich vu bang rdng di ddng vdn 
chua dupc ngudi dan man md lam mgc du cdc 
phuong tien truyen thdng quang cao rdm rd. 
Nhung cho den nam nay, dich vu bang rdng di 
ddiig da th^t su khdi sdc va tidp cdn gdn hon vdi 
nhieu tang Idp khachhang. Theo sd heu cdng bd 
cua Bg Thdng tin - truydn thdng (2014), tdng sd 
thud bao bang rdng di ddng ttong nam 2013 dgt 
khoang 19,7 ttidu ttong do Viettel chidm thi 
phdn Idn nhdt vdi 41,76 %, ddng thd 2 la 
MobiFone vdi 33,56 %, Vmaphone vdi 22,52% 
vd Metuamobile vdi tin phdn nhd nhdt la 2,16%. 
Xet ve chdt lugng tin theo danh gid cda Cue 
Vidn thdng, chdt lugng cdc dich vu bang rdng di 
dpng da dugc cdi tbien dang kd so vdi giai doan 
dau trien khai. Cac hien tupng nhu rdt mgng, 
ngdt kdt ndi... da giam ddng kd. Tdc do tmydn 
du Ueu trung binh khdng theo ly thuydt da dat 
7,2Mbps. Ty le kdt ndi thanh cdng cudc gpi hien 
nay dat tdi 98%, dap ung nhu cdu thdng tin, gidi 
tri cua ngudi dan. Vdi 19,7 tiidu tiiue bao dgt 
dugc tinh den cudi nam 2013 ro rang khdng phai 
la nhd, tuy nhidn, nhidu chuyen gia vidn thdng 
cho bidt: lugng thud bao dich vu bang rdng di 
ddng dat dugc sau 4 nam chinh thdc cd mat tten 
thi trudng tham chi cdn khdng bdng lugng thue 
bao 2G tiiSm mdi ttong 2 tiidng khi thi trudng di 
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dpng dang d giai dogn tang trudng ndng. Vdi sd 
tien rdt Idn md cac nha mang bd ra dd ddu tu eho 
dich vu bdng rdng di ddng tM kdt qud dgt dugc 
qua hon 4 ndm tridn khai cho thdy tin trudng 
bang rdng di ddng dd bdt ddu khdi sdc nhung rd 
rdng vdn chua ddp dng dugc k^ vpng ban ddu 
cua cac nhd mgng. Phdt tridn bang rdng di ddng 
d Viet Nam phai tinh tdi nhieu thach thuc vd thj 
trudng, sdc mua, ha tang cung nhu cac thdi 
quen, tam ly ddc bidt Id f dinh mua cua ngudi 
tidu diing ddi vdi djch vii. 

3. Co sdr 1̂  ludn va phirong phap nghiSn 
cihi cdc nhdn to anh hirdng din f dinh tieu 
dung dich vui bang thdng r$ng di dgng 

3.1. Khdi niem 
Y dinh mua dupc xem la "bao gdm cac ydu td 

ddng CO cd dnh hudng den hanh vi cua mdi cd 
nhdn; cdc ydu td nay eho thay muc dp sdn sdng 
hodc nd luc ma mdi ca nhdn se bo ra dd thuc hien 
hdnh vi" (Ajzen, 1985). Y dinh mua dugc md td 
Id su san sang cua khach hang ttong vide mua 
sdn phdm dich vu (Elbeck,2008). ̂  dinh mua Id 
budc khdi ddu dd du doan hdnh vi mua thuc td 
cda khdch hdng (Howard vd Shetii, 1967) 
Y dinh mua cua ngudi tidu diing ddi vdi dich vu 
bang rdng di dgng Id du dinh cua ngudi tieu 
diing de dang ky (hay tidp tuc dang ky) vd su 
dung dich vu bang rdng di ddng ttong tuong Iai 
(Brown and Venkatesh, 2005;Veni:atesh 
&Brown,2001). 

3.2. Nhimg nhdn td dnh hudng tdiy dinh mua 
cua ngudi tieu diing ddi vdi dich v^ bang rdng 
diddng 

Tren thd gidi da cd mgt sd cdc nghidn cdu ve 
y dinh, hanh vi cua ngudi tieu dung ddi vdi dich 
vu bang rdng di ddng, theo do su hinh thanh cac 
y dinh tieu dung chiu tdc ddng cua nhidu ydu td 
khde nhau. Nghien cdu cda Narest Kumar 
Agarwal (2007) vd "Nhftng nhdn td dnh hudng 
ddn hanh vi chdp nhdn dich vu 3G" tgi 
Singapore da chi ra rang gid, sy tien Igi vd chdt 
lugng dich vu la nhftng nhdn td quan ttgng dnh 
hudng ddn hdnh vi chap nhan dich vu 3G. Tidp 
theo la mdt nghien cdu ciia Hee-Woong Kim 
(2007) vd: "Nhftng nhdn td anh hudng ddn hdnh 
vi chdp nhgn dich vg Mobile Intemet" tai 
Singapore dd kidm tta dnh hudng eua cdc nhdn 
nhdm mdi. Cudi cung la mdt nghien cdu cda 
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Jing Feng-Kuo (2008) la "Nghidn cuu y dinh 
hdnh vi su dgng djch vy bang rpng di dpng" tgi 
Dai Loan. Kdt qud nghidn cdu da chi ra rdng tinh 
sdng tao ca nhan se true tidp dnh hudng din tinh 
dd sd dyng cdm nhan, su hiiu ich cdm nhgn se 
tang len khi ngudi tidu dung cdm nhgn dupe 
vide sd dimg djch vu ndy mdt each dd ddng, tinh 
hliu Ich cdm nhan dugc cd tac ddng mgnh vdo 
thdi dd cda ngudi tidu diing vd cudi ciing la tiiai 
dd cd anh hudng manh ddn y dinh hdnh vi su 
dimg dich vu bang rdng di ddng. Tdm lai, cdc 
nghien cdu tidn cho thdy nhiing nhan td dnh 
hudng ddn y dinh mua cua ngudi tidu dung ddi 
vdi dich vu bdng rdng di ddng cd tiid phdn thdnh 
hai nh6m:(i) Nhdm yen td thudc vS tiidi dp, 
tiong do tinh tien ich va tinh hudng th\i Id ydu td 
quan ttpng tac ddng tich cue ddn ̂  dinh mua cda 
ngudi tieu dung ddi vdi dich vu bang rdng di 
ddng; (ii) Nhdm ydu td thudc vh nh$n thdc cda 
n^d i tidu ddng, tiong dd da dd cdp din nhung 
yeu td nhu: gia, cdng nghd, tuih de sd dung... 
Bdi vidt ndy sd nghidn cdu nhiing nhdm nhdn td 
ttdn d VietNam thdng qua phdngvin sdu. 

3.3. Quy trinh tiep can, thu thap vd xu ly sd 
liiu 

Thdng tin cho nghidn cdu dugc tiiu thap thdng 
qua phdng vdn sdu (in-depih interview). Muc 
dich cua phdng van sdu Id dd thu th|p dft Udu, bd 
sung cho vide xdy dung nhiing nhdn td tdc ddng 
ddn y dinh mua cua ngudi tieu diing ddi vdi dich 
vu bang rdng di ddng. Cac cudc phdng vdn sdu 
dugc thuc hien vdi 15 ngudi tieu dimg tai khu 
vuc Ha Ndi chua sd dgng, da tiing sd dung vd 
dang sd dung dich vu bdng rdng di dgng. Dac 
didm cda cae ddi tugng ndy Id co vi tri xa hdi, 
nghd nghiep, dp tudi vd thu nhdp khde nhau. Cdc 
cupc phdng van dupc tien hdnh ddc Idp. Thdi 
gian phdng vdn khoang 60 phut cho mdi ddi 
tugng, Du li$u phdng van dugc ghi dm, ghi chep 
(vdi ddi tugng tia ldi qua didn thoai) vd xu Iy 
ngay sau do. Trong qud trinh thu thdp sd Ueu, 
nhdm nghidn cdu thudng joiydn thdo luan ve 
cdc vdn dd 1̂  thuydt, sd dung phdng vdn bd sung 
dd tim hidu sdu nham phdt hidn cae van de mang 
tinh dac thu cda tiing ddi tugng nghien cdu. Sau 
khi hodn tdt cdng vide thu thap, dft lieu dugc 
phan tich, tdng hpp, so sanh nham tim ra nhung 
didm chung va didm d^c thu, so sdnh kdt qua 

thuc td va ly thuylt dd dua ra thdo ludn, thdng 
nhdt. 

4. M$t s6 phat hidn chinh cda nghien cura 
Kdt qud phdng vdn vd cdc nhihig nhan td dnh 

hudng tdi y dinh mua cda ngudi tidu dimg ddi 
vdi dich vu bang rpng di ddng tgi Ha Ndi dugc 
tdm tat nhu sau. 

Tinh ti$n ich 
Tfnh tidn ich d ddy Id viec su dung bdng rOng 

nham tang cudng hieu qua cua cac hoat dpng 
nhu gidi quydt cdng vide, timkiSm thdng tin hay 
sdn phdm de mua vd cac cdng vide kinh doanh. 
Kdt qua phdng van cho thay dich vii bang rdng 
di ddng mang Igi rit nhidu tidn Ich cho khdch 
hang. Sd dung bang rgng di ddng giup ngudi 
tidu dung tang cudng hieu qua cua cac boat 
ddng nhu gidi quylt cdng vide, tim kidm thdng 
tin hay sdn pham dd mua va cdc cdng vi$c kinh 
doanh, gidi tri. Dich vu bang rdng di ddng mang 
lai cho ngudi tidu ddng su Imh boat khi ldm 
viec, gidp hg gidi quylt cdng viec mpi ldc, mpi 
noi. Vi du, mdt ngudi tidu diing cho biet: "Cdwĝ  
viic cda tdi rdt ban rdn, thu&ng xuyin phdi di 
cdng tdc, do vdy dich vu bdng rdng di ddng 
mang Igi cho tdi su thudn Igi hon trong cdng 
viec " 

Tinh hu&ng thil 
Tinh hudng thg Id thd vui xudt phdt td ti8u 

dung hay sd dung dich vu. Khi md mdc sdng cua 
ngudi ddn Viet Nam dugc tang len thi hg khdng 
chl cd nhu cdu an no, mgc du nfta md cdn co xu 
hudng thich dugc hudng thu, thich dupc thd 
hidn ban than. Kdt qud phdng vdn cho thay sd 
dung dich vu bang rdng di ddng mang Igi cho 
ngudi tieu dung rdt nhiSu thd vui, gdp phdn tgo 
nen sir thd vi cho cuOc sdng cda ngudi dan. Tidm 
nang giai tri cua bdng rdng di ddng qua viec 
cung cdp cdc dich vu true tuydn, dm thanh, hinh 
dnh vd video, ldi chdc mdng didn td, ttd chai 
didn td.... VI du, mdt ngudi tta ldi phdng van da 
cho bidt: "Sic dun^ dich bdng rdng di dgng rdt 
hdpddn, tdi co thi xem phim, nghe nhac online 
bdt cu luc ndo tdi mudn " 

Chdt lugng dich v^ 
Sd dung dich vu bang rdng di ddng mang lai 

cho khdch hdng su tidn lpi, gidp khdch hang xd 
ly cdng viec mpi ldc mpi noi. Do vay, nhdn thdc 
vd chdt lugng dich vu dupe coi la vdn dd md 
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ngudi tieu dung quan tdm. Chdt lugng dich vu la 
nhan td hftu I'ch dd thuc hipn du bao Udu co hay 
khdng nhiing ngudi sd dung dich vu bi rang 
budc hay bd budc ddi vdi ciing nhd cung cd^ 
bang rpng di ddng. Chdt lugng dich vu cd thd 
dugc coi Id mdt nhdn td tdc ddng den lua chpn sd 
dung dich vu bang rdng di ddng cua khach hdng, 
nd giup nha cung cdp dich vu du bdo li8u cd hay 
khdng nhiing ngudi sd dung dich vu chuydn 
sang sd dung dich vu cua cac nhd cung cap khac 
nlu hp khdng hdi long vdi dich vu da vd dang sd 
dgng ho|c khdng sd dung dich vu nfta. Vi du 
mdt khdch hdng cho bidt: "Chdt lugng dich vif 
bdng rdng di ddng cua nhd cung cdp tdi dang sic 
ditng ldm tdi khd hdi long", v.v. 

Anh hudng xd hdi 
Anh hudng xa hdi la anh hudng td gia (flnh, 

ban be dd dang k^ vd sd dung dich vg. Trong 
mdt tdc phdm Ldng du ttong van hda Vidt Nam 
cua nha van Hihi Ngpc (2006) da cho rdng d 
Vidt Nam, each ngudi ^^etNam thirc hien hdnh 
vi gan chat vdi chudn mue xa hdi, hay ngudi 
Viet Nam hanh ddng theo chudn muc xd hdi, 
theo chudn muc ma hp cho rang mpi ngudi xung 
quanh mong mudn hp thgc hien nhu v$y. Trong 
digu kien van hda ciia Vidt Nam, tac gia dg d o ^ 
nhan td nay se cd tdc ddng ddng ke den y djnb 
mua cua ngudi tidu diing. Mdt khach hang cho 
bidt: 

"Mdt sd anh ch} trong co ^uan tdi dd su dung 
dich vu ndy vd hg cho tdi biet vi su him ich ciia 
dich vu vd khuyen tdi nen dung " 

Banbd, ddng nghiep dugc cho Id ngudn thdng 
tin dugc tim kiem nhiSu nhdt cua ngudi tidu 
dung khi cdn tim kilm tiidng tin giai dap mot 
vdn dd nao do cua hp. Cdn gia dinh la hinh thuc 
cpng ddng rdt bin vung^ cac thanh vi6n gdn bd 
chgt che va dnh hudng Idn nhau. Gia dmh cd sg 
dinh hudng con ngudi ro ret, cdc thanh vidn tilp 
nhdn dinh hudng td cha me ma cdc cd nhan cd 
nidm tin, tin ngudng, nhung dinh hudng chinh 
tti, y thdc vd tham vpng ca nhdn. Cd thd ndi, 
hien nay dich vu bang rpng di ddng chua thuc su 
phd biSn tai Vidt Nam. Do vay, ngudi tieu dung 
cd the se tham khdo y kidn cua nhiing ngudi 
xung_ quanh trudc khi sd dung dich vu. 

Anh hudng truyin thdng 
Anh hudng tmydn thdng la dnh hudng cua 

Ei QOANLtKINHTf 

cdc tiidng tin td ngudn thd cdp nhu la qudng cdo 
vd tin tdc tidn tivi, bdo tri dd dang k^ va sd dgng 
(hoac khdng ddng k^ va sd dung) dich vu. Dich 
vg bang rdng di ddng Id m^t dich vu cdn kha 
mdi tai Vidt Nam. BB dich vu ndy d in dugc vdi 
ngudi tieu ddng thi cac nhd cung cdp phdi qudng 
bd dich vu tten cdc phuong ti$n truydn tiidng 
mdt cdch rdng rai nhdt. Thdng qua cac phuong 
t i |n truyin thdng qudng cdo, ngudi tieu dung se 
biet them nhung thdng tin chi tilt v l dich vu vd 
cd tiid sd ndy ra f dinh sd dung dich vg. Mdt 
khachhang eho biet: 

"Qua cdc qudng cdo tren tivi, tdi dugc biit 
din dich vu bdng rdng di ddng vd tdi bi cudn hut 
bdi su hdp ddn cua dich vi^ do qudng cdo mang 
Igi." 

Tinhdesirdung 
Tinh de sd dung d day the hipn Id mdc dd md 

mdt ngudi cd the su dung djch vu bang rdng di 
ddng mpt each de ddng md khdng cdn phdi cd 
gang. Mdt sd nghidn cdu da chdng minh tinh dl 
sd dung Id mdt nhdn td quan ttpng ddi vdi y dinh 
mua hang cda khdch hang. Day cung Id mdt ydu 
td dugc dg dodn se dnh hudng tdi ^ djnh mua 
cua ngudi tidu dung ddi vdi dich vu bang rpng di 
ddng tai Vidt Nam. Mpt khach hdng cho bilt: 

"Cd ddi luc tdi ciing mudn sic dung dich vu ndy 
nhung khdng biet cdch su dyng nin tdi Igi nggi 
dung" 

Cd the thdy, tnih de sd dung Cling la mpt nhdn 
td dnh hudng tdi thdi dp va y djnh mua hang eua 
khach hdng. Khi khdch hang cam thdy diing 
dich vg khdng ddi hdi nhidu su cd gdng, hp sS 
chu ^ d in dich vu nhidu hon, dac biet Id vdi 
nhung khdch hang chua quen vdi vide su dung 
cdng nghd. 

Giddichvu 
Gid dich vu d day Id sd tien ngudi mua phdi 

tia dd cd dugc dich vg bdng rdng di ddng. Trong 
didu kidn tinh hinh kinh td the gidi cd nhilu biln 
ddng thi ndn kinh t l nudc ta cung phdi ddi mat 
vdi nhilu khd khan tiidch tiidc. Tac ddng nay 
dnh hudng true tilp d in mdc sdng cung nhu khd 
nan^ chi tiSu cua ngudi dan. Vi vay, trudc khi 
quyet dinh tidu dung mdt sdn phdm dich vu, 
ngudi tidu dung se phdi can nhdc rdt ky. Vd gia 
dich vu Id mpt y lu td dugc du doan se dnh 
hudng din -y dinh mua cua ngudi tieu dung ddi 
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vdi djch vu bdng rdng di ddng. Mdt khach hdng 
cho bilt: 

"Trudc day, tdi da su dung dich vy ndy, tuy 
nhiin tic khi nhd cung cdp tdng gid tdi da khdng 
ditng nUa. Tdi nghi muc cudc hdng thdng cua 
dich vu bdng rgng di ddng Men nay Id qud cao " 

Ro rdng, gid djch vg tac dgng din y dinh mua 
cda ngudi tidu ddng ddi vdi viec sd dung dich vu 
bang rpng di ddng. Nlu cd mdt chinh sdch gid 
hgp ly, chac chdn cac nhd cung cdp sd thu hut 
hon nfta ngudi tieu ddng tham gia sd dung dich 
vunay. 

Kyndng 
Ky nang d ddy Id khd ndng cd dugc dd khai 

thdc mgt sdn phdm, dich vu ndo do ma khdng 
can sg hd tip cda ngudi khacDS cd thd su dung 
djch vu bang rdng di dpng, dieu kidn cdn vd dd 
la ngudi sd dung phdi cd thilt bi ddu cudi vd 
dugc kdt ndi vdi intemet, ngudi sd dung cd thd 
sd dung dich vii dd dang hay khd khan phdi phu 
tiiudc vdo kidn thdc, khd nang cda hp. Tdc gid 
mong dgi rang vdi 1^ nang ca ban de sd dung 
tiiidt bi ddu cudi cda ngudi tieu dung thi vide 
chap nhan djch vg bang rdng di dpng sS dgt 
duge t^ Id thdnh cdng cao. Tdc gid dd tiln hdnh 
phdng vdn sdu dd kham phd quan didm vd suy 
nghi cda ddi tupng nghien cdu ve nhiing nhdn td 
dnh hudng den y dinh mua cua ngudi tieu dimg 
ddi vdi dich vg bang rpng di ddng. Vd ket qua 
phdng vdn khach hang ve dich vu bang rdng di 
ddng ttdn dia bdn Ha ndi nhu sau. Mdt khach 
hang cho bilt: 

"Ddi lue tdi cung cd nhu cdu nhicng Igi khdng 
biit cdch diing cdc thiet bi ddu cudi nhu thi 
ndo ". 

Didu nay da cho thdy k^ ndng sd dung cac 
thilt bi ddu cudi la khd quan ttpng ddi vdi y dinh 
sd dung dich vu bang rdng di ddng. Vd ddy la 
vdn de can dugc quan tam. 

Khd ndng tdi chinh 
Kha nang tdi chinh d ddy Id khd ndng ngudi 

tieu diing cd thd chi tra dugc khi su dgng dich 
vu. Cdng nghe bang rdng di ddng khdng tuong 
thieh vdi nhung chile didn thoai hay may tinh 
qud cu va cdu hinh qua thap, vi vdy viec nang 
cdp hogc mua mdt mdy tinh, dien thogi mdi hay 
cdc thilt bi 3G khac nhu Ipad... Id cdn thilt. Tuy 
nhien, ddi vdi ngudi tidu dimg cd thu nhap thdp 

hoac tnmg binh thi khdng de dang ndng cdp 
hoac mua mdy tinh, dien thogi mdi. Mpt khach 
hdng cho biet: 

"Tdi ciing mudn sic dung dich vu ndy nhicng 
gid cua cdc thiet bi hd trg qud cao, tdi dang suy 
nghixem cd nin diing hay khdng" 

Ro rang, rao cdn kinh td dnh hudng rdt Idn tdi 
viec bd ra mdt khodn tien de ndng cap hogc mua 
mdt may tinh, didn thogi mdi....vd chinh didu 
ndy da han che vide sd dich vu bang rdng di 
ddng. 

5. Kit lu^nvd ddxudt 
Kdt qud nghien cdu da chi ra rang Tinh tidn 

ich, tinh hudng thu, chdt lugng djch vu, dnh 
hudng xa hdi, dnh hudng truydn thdng, tinh dl 
sd dung, gid, ky nang, kha nang tai chinh ddu la 
nhihig nhdn td quan tipng anh hudng din y dinh 
mua cua ngudi tidu ddng dli vdi dich vu bang 
rdng di dOng tgi Hd Ndi. Kit qud nghidn cdu ndy 
mang Iai mdt sd ggi y qudn tri quan tipng cho 
doanh nghiep vien thdng tai HdNdi nhu sau: 

Thie nhdt, doanh nghiep can phat huy hieu 
qud cdng cu truyen thdng tdi ngudi tieu diing. 
Nhiing y kiln tu gia dinh, hgn be cd the ddn tdi 
quylt dinh mua dich vu hay khdng. Do vay, de 
phdt huy Igi till cda nhdn td nay thi doanh 
nghiep cdn bilt hudng marketing vao nhiing ddi 
tupng ndy. Khi khdch hdng din vdi doanh 
nghiep, nhan vien phdi tao cho hg su thidn cam 
va gay dn tugng dugc vdi hg. Nlu lam dugc dieu 
nay, su lan truyen theo nhdm khdch hdng la rat 
tdt. Khi cd nhu cdu, hg se gidi thidu cho gia dinh, 
ban be, ddng nghiep. Ngdy nay, khi ma sg phat 
tridn rdt nhanh chdng cua cdng nghe thdng tin 
va truyin thdng thi viec giao tilp true tuyen vdi 
khach hang'la dilu kien thufin loi de lan truyen 
thdng tin. Thdng qua cdc dien dan nhu: 
Facebook, Blog, Fanpage,... doanh nghiep cd 
thd tang cudng quang ba hinh anh, djch vu tdi 
khach hang, ddng thdi ldng nghe cac y kien 
khdch hang mot each tnmg thuc nhdt. 

Thir hai, doanh nghiep xdy dung mdt chinh 
sdch gia phu hpp. Cd the ndi, gid Id mdt nhdn td 
nhgy cam ddi vdi ngudi tieu dung. Cdc nha 
mgng ndn dua ra cdc gdi cudc da dang hon nfta 
dd phu hpp vdi tung ddi tupng khdch hang khac 
nhau. Hon nfta, dS gia tdng gid tri sd dung tien 
mdi thud bao, cac nhd mgng ndn dua ra cac gdi 
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cudc khdng gidi han luu lugng cho khach hang. 
Thu ba, chu ttpng dao tgo dpi ngu nhdn vien ban 
hang Cling nhu nhdn vien ky thudt chuyen ttach 
vl dich vu nay. Cdc nhd quan tri cdn dao tao cho 
nhdn vidn cdc ky nang giao tilp, ky nang thuylt 
phuc va tdc phong lam vide chuydn nghiep. Ben 
cgnh do, cac nhd qudn tri cdn cd cae chinh sach, 
gidi phdp nham khuydn Iduch, tao ddng luc Idm 
viec cho nhdn vien. Cd nhu vdy, thi nhan vien 
chuyen tidch vd dich vu phuc vu khach hdng 
mdt each tdt nhdt. Thdng qua nhan vien chuyen 
ttach v6 dich vu, khdch hdng khdng nhftng cd 
the su dung dich vu mdt cdch de dang hem ma hp 
cdn giup khach hang nhan ra nhung Igi ich ma 
dich vu mang Igi va tgo cho hp mdt su thich thd 
khi sd dung dich vu. 

Thu tu, tiep tuc nd lgc cung cdp nhftng dich vu 
tidn ich mdi nham tgo su hdp ddn cho khach 
hdng, giup nang cao hidu qud ttong gidi tri cung 
nhu Idm vlec cua khach hdng. Lam dupc didu 
nay se tao cho khach hdng mot su cam nhdt tdt 
nhat ciia dich vu. Tu do cdc doanh nghidp cung 
se nang cao hieu qua tmydn tiiong cua minh. 

Thu ndm, t|lp trung ndng cao chdt lugng dich 
vg. Nhd cung cdp phai cam ket thdi gian cung 
c ^ dich vu cho khdch hang. Thdi gian Idp dgt Id 
yen td ddu tien xdc dinh su sdn sang hd ttp ngudi 
dimg ciia nha cung cdp. Khi khdch hang yeu cdu 
dich vu cd nghia khach hang mong mudn dupc 
nha cung cdp dich vu mdt cdch nhanh nhdt, nhu 
vdy vide cam kit thdi gian cung cdp dich vu cho 
khach hang la phuong thdc cam kit chdt lugng 
cho khach hang. Tidp theo nhd cung cdp cdn 
cam kdt thdi gian khac phgc su cd ttong didu 
kien binh thudng, vd ddy ciing Id cam kdt chdt 
lupng dich vu cho khach hang. Cam kit thdi 
gian hdi dm khilu ngi, tta ldi khilu nai, hd ttg 
khdch hang cung la tieu chi dupc khach hdng rdt 
quan tdm. Vd neu nhd cung cdp lam dupc didu 
ndy, chac chdn se tao duge nidm tin tdt nhdt 
ttong mdi khach hdng. 

Kdt qua nghien cdu se gdp phdn giup nhftng 
nhd quan 1̂  dich yg bang rdng di ddng cd thdm 
mdt so ket ludn de hieu ban ngudi tieu dung va 
thuc ddy ngudi tidu dimg sd dung dich vu bang 
rdng di ddng. Tuy nhien, nghien cdu mdi citi 
dugc thuc hien tgi Ha ndi nen chua thi khai qudt 
dugc nhiing nhan td dnh hudng tdi y dinh mua 
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