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Abstract

In recent years, the telecommunications service market has developed rapidly and strongly,
contributed to help the telecommunications market become more competitive, supplied a
variety of services with reasonable prices, and brought benefits for users. Up to now, the
market share of the mobile market in Ho Chi Minh City in general and Ho Chi Minh City in
particular is being divided to 4 service suppliers: Mobifone, VinaPhone, Viettel, Vietnamobile.
From January 08, 2018, the network operators started a new war to gain market share since
the regulation on the conversion of the terrestrial mobile telecommunications network with
unchanged number of the Ministry of Information and Communication comes into effect.
Network operators must compete for service quality, if customers are not satisfied, they will
switch to another network operator and remain their numbers. This is good for customers but
poses a big challenge for network operators like Mobifone.

A research of assessment of the satisfaction of customers using Mobifone mobile service in
Ho Chi Minh City aims to measure the influence of some factors to the satisfaction of
customers who are living and working in Ho Chi Minh City. Since then, solutions are given
to help Mobifone change its direction to attract subscribers by increasing service quality,
thereby improving customers’ satisfaction.
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1. Introduction

Customers’ satisfaction with products - services is a vital issue for every business. In today's
context, technological advancements, mobile telecommunications services today have
become popular and indispensable for everyone in daily life. Especially, when there are quite
a lot of competitors, the research on the service quality supplied to customers of each
business is extremely necessary to retain existing customers as well as entice potential
customers.
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On November 23, 2017, the Ministry of Information and Communications promulgated
Circular No. 35/2017/TT-BTTTT which stipulates the conversion of the terrestrial mobile
telecommunication network with unchanged number. The conversion of the terrestrial mobile
telecommunication network with unchanged number (converting network) means the mobile
subscriber of this terrestrial mobile information service supplier becomes a mobile subscriber
of other terrestrial mobile information service supplier and retains the number (including
network code and subscriber number). Telecommunications businesses equally provide a
service of network conversion regardless of mobile subscribers. This Circular takes effect
from January 08, 2018. Since then, the network operators start to fight for market share.
Network operators must compete for service quality, if customers are not satisfied, they will
switch to another network operator and remain their numbers. This is good for customers but
poses a big challenge for network operators like Mobifone because according to Mobifone's
representative, the risk of losing market share, especially the market share of loyal customers,
is entirely possible. For example, customers switch to networks with better service quality,
especially better prices and prepaid subscribers are considered to be the easiest to switch
networks. It can be seen that the deployment of network conversion service with unchanged
number is an effective tool to promote competition, implemented by many countries around
the world. At that time, the work of the service quality assurance will be very important.
Therefore, the key plan of the network operators in 2018 is to keep and develop customers
during the period of converting network and remaning number. No network operator wants
their customers to switch to and use another network operator’s services.

From this reality, what should Mobifone do to maintain its market share in Ho Chi Minh City
and develop in the future? With these forecasts, Mobifone must change its direction to attract
subscribers by increasing service quality thereby improving customers’ satisfaction. But how
to know what customers care about? And which factors affect that satisfaction?

2. Research Method

Sample size and sampling method: The study was conducted with 37 observed variables and
the sample size was 300. Sampling method: probabilityless by convenient sampling.
Mobifone mobile subscribers regardless of age and occupation are easily accessible at
agencies, units or living in wards / communes of Ho Chi Minh City.

Research using the following analytical techniques: Descriptive statistics, verification of the
reliability of scales, factor analysis, analysis of correlation coefficients, assessment of
differences between grouping properties Depend on the dependent variable by Independent
Samples T-Test, Anova analysis and multiple regression analysis with model verification
techniques.

3. Research Model

According to the available studies, the analysis mentioned in section 2.3 chapter 2, the author
proposes a research model for "Assessment of the satisfaction of customers using Mobifone
mobile service in Ho Chi Minh City." as Figure 1 below.
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Proposal of research model

| |
| |
|
| I +

Hi I Call quality |
| |
| |+

H Service increase i
| | Satisfaction of
! customers usin
| + ) by

Hs | Service charge ! Mobifone mobile
| : service
|
| B . | +

H4 | Promotion, advertisement T
| |

Hs | . | + Personal features:

. : Convenience | - Sex

| | -Age

o | ! + - Occup;tion

5| Customer support i - Subscriber form
| - Usage time of Mobifone network
| g

-

Figure 1. Research model for Assessment of the satisfaction of customers using
Mobifone mobile service in Ho Chi Minh City

4. Research Results
4.1 Assessment of Reliability of Scale Using Cronbach's Alpha Coefficient

After collecting official data, checking and entering data, reliability analysis of scale using
Cronbach’s Alpha coefficient for 6 independent components is conducted. Results of
reliability analysis of scale using Cronbach’s Alpha coefficient are shown in Table 1.

Table 1. Cronbach’s Alpha analysis results

Symbol Component Number of observed variables | Cronbach’s Alpha coefficient
CL Call quality 4 0.874
DV Service increase 4 0.805
GC Service charge 5 0.838
KM Promotion, advertisement 5 0.821
TT Convenience 5 0.825
KH Customer support 6 0.805
SHL | Satisfaction 8 0.874

(Source: Processing SPSS)

Through the analysis results in Table 1, Cronbach's Alpha coefficients of 6 independent
components are > 0.8, 01 dependent component > 0.7 and item-total correlation of variables
is > 0.3. Therefore, the scale is reliable and accepted to measure the satisfaction of customers
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using Mobifone mobile service in Ho Chi Minh City. All 6 independent components and 29
variables in the scale are used by Exploratory Factor Analysis for the formal research
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4.2 Exploratory Factor Analysis for the Formal Research
4.2.1 Exploratory Factor Analysis for Independent Components

According to Table 2. KMO coefficient reaches .768 (greater than .5) and Sig. value at the
Barlett test reaches .000 (less than .05), eligible to conduct Exploratory Factor Analysis.

Table 2. KMO, Barlet test for independent variables

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. (KMO coefficient) | .768
Bartlett's Test of Approximate Chi-square value 3689.950
Sphericity (Barlett test) df 406

Sig. .000

Source: SPSS data processing analysis

There are 6 components extracted (Total value or Eigenvalue is greater than 1) with the total
variance explained is 61.351% > 50% (satisfactory), meaning that these 6 components have
explained 61.351% variable variance of data (Table 3).

Table 3. Total variance explained, formal EFA

R Extraction Sums of Squared Rotation Sums of Squared
Initial Eigenvalues . .
Loadings Loadings

=
5 s s
E | 3 g : = g 2 = g s
o — (] E - () E - (] E
O S z = S z = S 2z =
© g © % ) g
X O X O X O

1 4.708 16.234 16.234 4.708 16.234 16.234 3.127 10.781 10.781
2 3.189 10.998 27.232 3.189 10.998 27.232 3.080 10.619 21.400
3 3.019 10.409 37.640 3.019 10.409 37.640 3.019 10.409 31.810
4 2.783 9.598 47.238 2.783 9.598 47.238 2.999 10.343 42.152
5 2.217 7.643 54.881 2.217 7.643 54.881 2.970 10.242 52.394
6 1.876 6.470 61.351 1.876 6.470 61.351 2.597 8.956 61.351
7 975 3.363 64.714

Source: SPSS data processing analysis

Rotated Component Matrix with Varimax rotation extracts 6 components with high factor
loading on only a certain component and the variables have factor loading which is greater
than 0.5 (satisfactory), the variables are classified into the initial official components are all
in the same factor as the rotation component matrix result (Table 4). The scale results after
the EFA are officially used to study, analyze, and assess in the next step.
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Table 4. Rotated Component Matrix of formal EFA

Components

1

2

KH5

157

KH3

734

KH2

728

KH4

.688

KH6

672

KH1

.637

GC4

.853

GC2

.763

GC5

.759

GC3

744

GC1

.703

KM2

.815

KM3

778

KM4

71

KM5

.755

KM1

.694

TT2

.785

TT1

.784

TT3

.768

TT4

.758

TT5

711

CL1

.881

CL3

.865

CL2

.836

CL4

792

DVv4

.845

DV3

833

DV1

741

Dv2

.703

(Source: SPSS data processing analysis)

Table 4 shows the results of Rotated Component Matrix. There are 6 components extracted
into 6 independent variables and named representing component according to Table 4.13. The
number of components extracted is consistent with the initial components of the scale.
Therefore, research concepts in this case achieve discriminant value.

- The EFA for dependent components

After the EFA for independent variables and extracting the last 6 components, we continue to
analyze the components for "Satisfaction" as follows:
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KMO coefficient reaches .806 (greater than .5) and Sig. value at the Barlett test reaches .000
(less than .05) (Table 5), eligible to conduct exploratory factor analysis.

Table 5. KMO, Barlet test for dependent variable

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. | .901
Bartlett's Test of Sphericity Approx. Chi-Square 988.650
df 28

Sig. .000

(Source: SPSS data processing analysis)

There is one component extracted (with Total value or Eigenvalue greater than 1) with a total
variance explained of 53.565% (greater than 50%), consistent with the initial component
concept (Table 6).

Table 6. Total Variance Explained, formal EFA

Total Variance Explained

Component | Initial Eigenvalues Extraction Sums of Squared Loadings

Total % of Variance Cumulative % Total % of Variance Cumulative %
1 4,285 | 53.565 53.565 4,285 | 53.565 53.565
2 735 9.188 62.754

(Source: SPSS data processing analysis)

Analysis results from tables 4, 5 and 6 show that the dependent variable of the model is
measured by 8 observed variables with good convergence. The EFA has grouped observed
variables of satisfaction concept into a component. Observed variables SHL1, SHL2, SHL3,
SHL4, SHL5, SHL6, SHL7, SHL8 with its factor loading according to Table 4.17 are greater
than 0.5; Eigenvalue = 4.224 > 1, KMO coefficient = 0.806 and total variance explained =
52.793 > 50% is satisfactory.

The formal quantitative study will derive the results extracted from the EFA for the dependent
component of 8 initial satisfaction variables to gather a single variable using the MEAN
instruction. The content of this gross variable is "Satisfaction level for Mobifone mobile
service in Ho Chi Minh City", denoted as SHL. (Table 6)

5. Conclusion

The description of the sample information helps the author have an overview of the research
sample according to 5 parameters: sex, age, occupation, usage time of Mobifone mobile
network and form of mobile subscribers. The descriptive statistics also show that customers
are satisfied with Mobifone mobile service in Ho Chi Minh City with the average value of all
components which is greater than 3.00. The next step is to consider customers’ expression of
satisfaction in each aspect of Mobifone mobile service supply in Ho Chi Minh City.

On the basis of the survey results by questionnaires, assessment of the reliability of the scale
with Cronbach alpha coefficient and Exploratory Factor Analysis are conducted. Then, the
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author uses multiple regression analysis in order to determine the importance of the
independent variables involved in explaining the dependent variable, concurrently verify the
proposed model and hypotheses.

The purpose of this study is to test the proposed theoretical model, measure the satisfaction of
customers using Mobifone mobile service in Ho Chi Minh City.

Scale test by assessing Cronbach’s Alpha reliability and Exploratory Factor Analysis with no
observed variables still remains the model of 6 independent components and 29 observed
variables. The EFA confirms the proposed initial research model with 6 reliable components
in measuring customers’ satisfaction when using the service. It is satisfaction with call quality,
service increase, service charge, promotion, advertisement, convenience and customer
support.

The results of Pearson linear correlation analysis show that 6 independent variables correlate
with the dependent variable.

Linear regression analysis with 6 independent components and 1 dependent component is
conducted that result leads to a linear regression equation with adjusted R* = 63.8%,
independent variables of multiple regression models have explained 63.8% of variation of the
dependent variable SHL so it can be used for research. Component variable test (Student test)
shows results of the independent comnponents affecting in the same direction to the
dependent variable SHL. The entire model test (Fisher test) concludes that the independent
variables of the multiple regression model explain in a meaningful way for the variation of
the dependent variable SHL; or the linear regression model is built to be consistent with the
existing and statistically significant data. In addition, other test steps show that the model has
no first-order autocorrelation, no change of error variance phenomenon and no collinearity
phenomenon.

The overall regression model is written in the form of:
SHL =0.252 KH + 0.314 GC + 0.259 KM + 0.238 TT + 0.187 CL + 0.300 DV + ¢

A test of the difference between the attributes of customer grouping and customers’
satisfaction by Independent-samples T-Test and one way ANOVA is conducted. The result
shows no difference, means sex, age, occupation, form of mobile subscribers and customers’
usage time of Mobifone network do not affect "Satisfaction of customers using Mobifone
mobile service in Ho Chi Minh City". It means, when building the regression equation
regardless of the above qualitative variables.
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