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TOM TAT

Nghién civu thuc trang nham ndng cao chat lwong dich vu truyén thanh théng minh tai Tdp
doan Buu chinh Vién théng Viét Nam - Chi nhdnh Vinh Long (VNPT Vinh Long). Phwong phdp
nghién ciku dinh tinh két hop dinh lwong, théng qua cdc cde div lidu thir cap dé danh gid vé: Thuc
trang ndng chat lwong co so ha tang; chat heong thiét bi va cdc tinh ndang hé thong truyén thanh
théng minh; gid cuée va cdc chinh sach khuyén mai doi voi dich vu hé thong truyén thanh thong
minh; c¢éng tdc chiam séc khach hang. Két qua nghién ciru, dé xudt giai phdap giip néng cao hon
nita chat leong dich vu truyén thanh théng minh cia VNPT Vinh Long trong thoi gian téi nhu:
ndng cao chat liwong co so ha tang; gia tang chinh sdch va cong tdc cham séc khdach hang; hoan
thién quy trinh xit Iy sw ¢6 cho khdch hang; ndng cao chat herong nguon nhan liee; ting cuong vé
bao mat thong tin cho khdch hang.

Tir khéa: Chat lwong dich vu, truyén thanh théng minh, VNPT Vinh Long

ABSTRACT

This study investigates solutions to improve the quality of smart broadcasting services at VNPT
Vinh Long. A mixed-methods approach was employed, combining secondary data analysis and
expert interviews to assess infrastructure, equipment quality, system features, pricing policies, and
customer care. A survey of 120 customers was conducted to evaluate service quality across five
SERVQUAL dimensions. The findings reveal that reliability and assurance were rated highly, while
responsiveness and empathy remained limited. Based on these results, the study proposes solutions
including infrastructure upgrades, enhanced customer care, process optimization, workforce
development, and stronger information security. These recommendations aim to improve customer
satisfaction and sustain competitive advantages in the smart broadcasting sector.

Keywords: Service quality, smart broadcasting, VNPT Vinh Long.

1. Giéi thi¢u

Gop phan xay dung thanh cong giai phap
chuyén ddi s6, cu thé 1a trién khai Dai truyén
thanh co s& dap yéu cau chiic ning, tinh ning
k¥ thuat cta Hé thong thong tin ngudn trung
wong va Hé thong thong tin ngudn cap tinh
theo Thong tur s6 39/2020/TT-BTTTT ngay
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24 thang 11 nam 2020 va huéng dan 1273/
BTTTT-TTCS ngay 27 thang 4 nam 2021
ctia B6 Thong tin va Truyén thong. Dic biét
1a Thong tu s6 2455/BTTTT-TTCS vé viéc
Hudéng dan nghiép vu vé chiic ning, tinh ning
k¥ thuat cuia Hé thong thong tin ngudn trung
vong va Hé thong thong tin ngudn cap tinh.
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Pé giir chan khach hang va phat trién
dich vu, nham nang CLDV TT thong minh tai
VNPT Vinh Long trong thoi gian t6i thi rat
can c6 mot nghién ctru danh gia vé CLDV TT
thong minh tai VNPT Vinh Long thoi gian qua
dé tir d6 dé xuét cac giai phap nhim nang cao
CLDV TT thong minh tai VNPT Vinh Long
trong thoi gian toi.

D3 c6 nhidu nghién ctru trong va ngoai
nude vé danh gia CLDV dugc ké dén nhu tai
Viét Nam c6 nghién ctru cua Truong Minh
Ngoc va Vo Pang Khoa (2022), Tran Yén
Phuong va cong su (2023),... Con trén thé gidi,
mdt s6 nghién ciru dién hinh nhu nghién ciru
ctua Brogowicz et al. (1990); Cronin & Taylor
(1992). Tuy nhién, &én nay nhém téc gia chua
ghi nhin nghién ctru nao vé CLDV TT thong
minh, dac biét tai tinh Vinh Long. Xuét phat
tir thue tién, nén nhém tac gid chon nghién
ctru “Gidi phdp néng cao chat lwong dich vu
truyén thanh théng minh tai VNPT Vinh Long”
duoc thue hién v6i mong mudn déng gop vao
su phat trién va nang cao hon nita chat luong
dich vu (CLDV) truyén thanh théng minh (TT
thong minh) cia VNPT Vinh Long trong thoi
gian toi nham dem dén su hai long vuot trén
mong do1 cho khach hang str dung dich vu. Bén
canh dd, tai Viét Nam, mot sd dia phuong
nhu Quang Ninh, Déng Thap, An Giang d3
trién khai hé thong truyén thanh théng minh
tir som, chu trong vao tinh nang phat thanh
da ngudn, quan tri tap trung va tich hop [oT.
So vé1 cac dia phuong nay, nghién curu tai
Vinh Long mang tinh méi ¢ viéc phan tich
dinh lugng murc do hai lIong ctia khach hang
két hop dé xuét giai phap quan tri phu hop
v6i dédc thu dia phuong.

2. Co s6¢ ly luan va phuwong phap
nghién ctru

2.1 Co s6 1y luén cé lién quan

Céc van dé lién quan dén CLDV duogc
quan tAm nhiéu hon, cac nghién ctru duoc xuat
hién nhiéu va dugc phan tich ¢ nhiéu gbc do
khac nhau so voi trude day. Cong trinh nghién
ctru cua Gronrown (1984) “M6 hinh CLDV va
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cac ham y tiép thi ctia n6 da dwa ra mo hinh
CLDV duoc danh gia bang cach so sanh giita
gié tri ma khach hang mong dgi trude khi st
dung dich vu va gia tri ma khach hang nhan
lai duoc khi str dung dich vu”. Bén nam 1988,
cong trinh nghién ctru ciia Parasuraman va cac
cong su lai cho rémg CLDV la khoang cach
gitra sy mong dgi cua khach hang va nhan thirc
cua ho khl da sir dung qua d1ch vu. Ngoai ra,
con mot sd nghién ctru ndi tiéng khac nhau.

Mo hinh téng hop CLDV cua Brogowicz
et al. (1990); M6 hinh danh gia dua trén két
qua thuc hién cua Cronin & Taylor (1992);
CLDYV ban 1¢ va moi hanh gia tri nhan thuce
ctia Suvener et al. (1997); M6 hinh tién dé va
trung gian cia Dabbolkar et al. (2000). Nhitng
nghién ctru ndy vé sau da tro thanh tién dé ap
dung cho cac nghién ciru CLDV ¢ trong nhiéu
linh vuc khac nhau. Tuy theo linh vuc, nganh
nghé ma mdi mé hinh duoc linh hoat dua vao
ap dung dé CLDV dat hiéu qua cao.

2.2 Phuwong phap nghién ciru

- Phwong phdp thu thdp dii liéu

S6 lidu so cap thu thap tir viéc phong van
cac chuyén gia théng qua phiéu khao sat.
Nhém chuyén gia dugc tac gia phong van
la Ban lanh dao VNPT Vinh Long va mot
s6 k¥ thuat vién hd tro hé thong TT thong
minh. S6 liéu thu cép duoc thu thap tu céac
béo cdo 6 lién quan dén hé théng TT thong
minh tai VNPT Vinh Long va cac phong ban
tai VNPT Vinh Long dé phuc vu cho viéc thu
thap, xu ly va phan tich thuc trang CLDV
TT thong minh.

- Phwong phdp phan tich sé li¢u

Phuong phap thong ké mé ta: Théng ké
mo ta (Descriptive Statistics) la cdc phuong
phap str dung dé tom tit hodc mo ta mot tap
hop dit liéu, mot mau nghién ctru dudi dang
s6 hay biéu do truc quan.

Phuong phap so sanh: Thong qua cac dir
lidu thir cap tir cac Bao cao lién quan dén hé
thdng TT thong minh tai VNPT Vinh Long
tor nam 2022 - 2024.
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Phuong phéap phan tich - tong hop: Tong
hop nhimg két qua nghién ctru tir cac dé tai
khoa hoc, cac bai viét trén Tap chi Khoa
hoc... ¢6 lién quan dén van de.

Phuong phap phéng van chuyén gia:
Nhom chuyén gia dugc nhdm téc gia phong
van gom Ban Giam ddc VNPT Vinh Long
va lanh dao, k¥ thuat vién bd phan chuyén
mén dbi v6i hé thdng TT thong minh tai
VNPT Vinh Long.

3. Két qua nghién ciru va thio luin

Pé c6 mot danh gid toan dién va sdu sic
hon vé CLDV hé thong TT thong minh tai
VNPT Vinh Long, vi¢c khao sat 120 khach
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hang dang str dung dich vu TT thong minh cta
VNPT Vinh Long v61 muc dich danh gia cua
khéch hang vé CLDV tai VNPT Vinh Long 14
v cling can thiét. Dya trén nhiing thong tin
nay, chiing ta ¢ thé phén tich chi tiét va chinh
xac hon vé do hai long ctia khach hang va cac
vén dé can cai thién.

3.1. Panh gi4 ciia khach hang vé s tin
ciy d6i véi dich vu TT thong minh

Tiéu chi danh gia vé CLDV TT thong
minh ma VNPT Vinh Long cung cap thong
qua danh gia cta khach hang vé su tin cdy
v6i cac tiéu chi: Thoi gian lap dat, xir 1y su
cb kip thoi; Hinh thirc va cach tinh phi dich
vu chinh xac, minh bach;

Bang 1. Két qua danh gia ctia khach hang vé sy tin cdy ddi v6i dich vu TT thong minh

ma VNPT Vinh Long cung cép

biem Diém Diém Do

Ty 1€ cac mirc danh gia (%)  pann
gia
mirc

Swtincdy thip cao trung léch Muec o
nhit nhit binh chuin 1
hai
long
Thoi gian lap dit,
xur ly su co duge Trun
STCI |thuc hién ding| 1,0 5,0 3,1 0,852 331 1500 542 21,7 48| . g
~ B binh
nhu da hen véi
khach hang
Hinh thtc va
sTCy |cachtimhphidich) oo 14y L0000 | 25| 42| 92| s1,7| 32,5 B4
vu chinh xac, long
minh bach
VNPT Vinh
sTes |Lone thue hienf o s |3y | ogeo | 33| 150| s42| 217 s8] V08
tot cac cam ket binh
v6i khach
VNPT Vinh
Long khong dé
STC4 [X3Y 18 Sal SOty o 5o 3g | gogg | 33| 75| 183] 492| 217 M4
trong qua trinh long
cung cap dich vu
cho khach hang
STC |Su tin cay - - 3,6 - |- - . || Hai
long
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Két qua danh gia cia khach hang ddi
Vo1 tiéu chi sy tin cdy ddi véi dich vu TT
thong minh VNPT ICS c6 diém trung binh
ctia nhom tiéu chi nay 1a 3,6 diém, nim &
mirc danh gia Tét. Cho thay, phan 16n khach
hang déu hai long va danh gia kha tbt vé su
dap ung vé dich vu TT thong minh VNPT
ICS cua VNPT Vinh Long.

3.2. Panh gia ciia khach hang vé sw
dap ung d6i véi dich vu TT théng minh

Tiéu chi dénh gia vé su dap Gmg dbi voi
dich vu TT thong minh VNPT ICS ma VNPT
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Vinh Long cung cép duoc tac gia xay dung
gdm 5 tiéu chi d6 1a: Nhan vién c6 kién thirc,
k¥ nang va kha nang tu van, tra 101 va giai
dap kip thoi nhimg thic mic ciia khach hang;
Nhaén vién CSKH nidm duoc kién thic vé san
phém, dich vu dé tu van cho khach hang;
H so, quy trinh thu tuc don gian, thuan tién
cho khach hang; VNPT Vinh Long dap tng
nhanh chéng, kip thoi cac nhu cau ctia khach
hang vé dich vu; Thoi gian xir Iy su ¢ da
dam bao ding yéu cau ctia khach hang; Mirc
phi dich vu cia VNPT Vinh Long phu hop
va thap hon so véi cac cong ty khac.

Bang 2. Két qua danh gia caa khach hang vé sy dap tng d6i v6i dich vu TT thong minh

ma VNPT Vinh Long cung cip

biém DPiém DPiem Do

DPanh
Ty 1€ cac mirc danh gid (%) gia
mirc

Su dap ung thAp cao trung léch o
nhit nhit binh chuin Mirc Mirc Mitc Mire Mirc !,
hai
| 2 3 4 -
long
Nhan vién ¢6 kién thic,
spu [ nang, kha nang tw) -y s 3o 1 oag | 83 | 13,3 40,8 | 283 | 92 | VNS
van, giai dap kip thoi binh
thac mac cua khach hang
Nhan vién CSKH nim
duoc cac kién thirc ve Hai
SDU2| 2 : 2 1,0 | 50 | 3,8 {0980| 33 |75 |183]49221,7| .,
san pham, dich vy dé long
tu van
HO so, quy trinh thu tuc Hai
SDU3 | don gian, thuan tiéncho| 1,0 | 5,0 | 4,1 0,900 | 2,5 | 42 | 9,2 | 51,7 | 32,5 | .
CTo1s long
khéach hang
VNPT Vinh Long déap
spu4|ng nhanh chéng, kip\ - 1 55 | 31 | 1044 | 75 |242 (202|342 50 | V08
thoi cac nhu cau cua binh
khach hang
Thoi gian xir Iy sy b da Trun
SDUS5 |d¢am bao dung yéu cau| 2,0 | 5,0 | 3,3 |0,862| 0,0 | 19,2408 |32,5| 7,5 | ., g
, , ) binh
cua khéach hang
Mic phi dich vu phu Trun
SDU6 |hop va thap honso véi| 1,0 | 50 | 3,2 | 1,152 83 |16,7(32,5(27,5| 15 binhg
cac cong ty khac
P Trung
SDU |Sw dap tng - - 3.4 - - - - - “ | binh

(Nguon: Két qua khao sdt, niam 2025)
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Tir Bang 2 cho thay rang, céac tiéu chi
nay c6 diém trung binh 1a 3,4 diém, tuy nam
& murc Tt nhung diém trung binh nay kha
thap va sat ngudng trung binh. Cho thay, van
con mot bo phan khach hang danh gia chua
cao vé su dap tng dbi v6i dich vu TT thong
minh VNPT ICS ma VNPT Vinh Long cung
cap. Tai tiéu chi VNPT Vinh Long d4p (g
nhanh chéng, kip thoi cac nhu cau cua khach
hang vé dich vu ¢6 diém trung binh chi 3,1
diém; cac tiéu chi: Nhan vién c6 kién thirc,
ky nang va kha nang tu van, tra 10i va giai
dap kip thoi nhitng thic mic cia khach hang;
Muc phi dich vu cia VNPT Vinh Long phu
hop va thap hon so véi cac cong ty khac cé
diém trung binh chi 3,2 diém.

3.3. Panh gia ciia khach hang vé su
dam bao ddi véi dich vu TT thong minh

Khoa hoc Kinh té

Ti€u chi danh gia vé CLDV dich vu TT
thong minh VNPT ICS ma VNPT Vinh Long
cung cap thong qua su dam bao dbi voi khach
hang duoc thé hién qua céc tiéu chi nhu: Dich
vu dich vu TT thong minh VNPT ICS cua
VNPT Vinh Long c6 uy tin va tao dugc cam
giac an toan trong giao dich; Bdo mat thong
tin khach hang tt; Nhan vién sin sang phuc
vy, quan tam va co thai dg lich thi€p, than
thién véi khach hang; Tinh an toan ctia san
pham, dich vu dich vu TT thong minh VNPT
ICS cta VNPT Vinh Long c6 diém trung binh
kha cao voi 3,7 diém, day la muc diém kha
t6t cho thay phan 16n khach hang danh gia
tot vé su dam bdo ddi véi dich vu dich vu
TT thong minh VNPT ICS ma VNPT Vinh
Long cung cap. Két qua khao sat nhu sau.

Bang 3. Két qua danh gia cua khach hang vé sy dam bao dbi v6i dich vu TT thong minh

ma VNPT Vinh Long cung cép

Piém Diém Diem DJ

Panh

Ty 1§ cac mirc danh gia (%) gid

Sw dam bao thip cao trung léch mirc
nhit nhit binh chuin Mic Mirc Mitc Mire Mirc gg paj
| 2 3 4 5 long
Dich vu TT thong minh cta
VNPT Vinh L O uy ti Hai
SDB1 |\ RRONBCOWHL Ly o s 0 | 40 [ 1,053 | 50| 42| 133] 42,5] 350 O
tao cam giac an toan trong long
giao dich
B3 at thong tin khach Hai
spBy |00 WAt HONE HILKIACH 6 | 50 | 35 [ 0969 | 1,7] 183| 233] 458 108]
hang tot long
Nhan vién san sang phuc
tAm va co thai d6 T
gpR3 | VW auan M va co arco) -y s L 31 | 1,044 | 75| 242] 292] 342| 50| U8
lich thiép, than thién véi binh
khach hang
Tinh an toan cta san pham, Hai
SDB4 |dich vu TT thong minh cua| 3,0 50 | 42 0,705 | 00| 00| 16,7| 46,7| 36,7 lon
VNPT Vinh Long :
i
SDB |Sw dép img - 1| - e e
long
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3.4. Panh gia ciia khach hang vé su
cam théng doi véi dich vu TT thong
minh

Pé danh gia vé sy cam thong dbi voi
dich vu TT thong minh VNPT ICS ma VNPT
Vinh Long cung cép tac gia xay dung dua
trén céc ti€u chi nhu: VNPT Vinh Long lu6n
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chu y qua tdm dam bdo cac lgi ich cuia khach
hang khi st dung dich vu TT thong minh;
Nhéan vién ludén quan tam, gitr mdi lién hé
thuong xuyén voi khach hang; Cong ty linh
dong thoi gian dé tao su thuén loi nhét cho
khach hang. Két qua khao sat duoc thé hién
nhu sau:

Bang 4. Két qua danh gia cua khach hang vé sy cam thong dbi voi dich vu TT thong
minh ma VNPT Vinh Long cung cip

T 1é cdc mikc dénh gis (%) DD
piém Diém Diém Do S
Swcam thong thip cao trung léch -
nhit nhit binh chuin Mirc do
1
VNPT Vinh
Long luén quan Hai
SCTI |timdambaocic| 3,0 | 50 | 43 | 0,642 | 00| 00| 108] 525| 367
loi ich cua khach
hang
Nhan vién quan
scrp |Bmgitrmotlien) -y oy 0o o | 0049 | 75| 342| 292 292| 00| TR8
hé thuong xuyén binh
v6i khach hang
Cong ty linh
dong thoi gian
SCT3 |dé tao su thuan| 2.0 | 50 | 32 | 0845 | 00| 21,7 392 342 50| ™08
. . binh
loi cho khach
hang
SCT |Su cam théng | - - | 34| - N O A
: binh

3.5. Panh gia ciia khach hang vé phuong
tién hiru hinh dbi véi DV TT théng minh

Dénh gia cac yéu té hitu hinh phan 4nh
CLDV TT thong minh thong qua cac ti€u chi
nhu: ¢é trang thiét bi, cong nghé hién dai dé

Nguon: Tong hop két qua khdo sdt, 2025

phuc vu tt cho duong truyén cta thiét bi; co
co s vat chat ddy du, tién nghi dé phuc vu
t6t nhat khi khach hang dén giao dich, lién
hé; To roi, tai liéu ddy du thong tin, sin cé
tai cac diém giao dich; Trang phuc cia nhan
vién dep, gon gang, lich su.
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Bang 5. Két qua danh gia cta khach hang vé phuong tién hiru hinh

- _ piém DPidm Piém pe 1V 1é cdc mike dénh gid (%) .D,i'llll}
Ma hoa Phwong tién o gia mirc
bién hiuhinh hop ca0 ftrumg lech o e 00 hai
nhit nhit binh chuin Muc Mic Mic Muc Mic ©F

1 2 3 4 5 |long

C6 trang thiét

bi, cong ngh¢
prip e daiphuct ool b e 1033 33] 107) 107] 50.8| 22,5 Hai long

vu tot cho

dudng truyén

thiét bi
VNPT Vinh
Long c6 co so

vat chét day
PTHH2 |du, tién nghi| 2,0 | 5,0 42
dé phuc vu
tdt nhit cho
khach hang

0,752 0,0| 1,7| 16,7| 46,7| 35,0| Hai long

To roi, tai liéu
day du thong
PTHH3 |tin, sinco tai| 1,0 | 5,0 | 3,1
céc diém giao
dich

Trung

1,110 6,7| 24,2| 28,3| 30,0| 10,8 binh

Trang phuc
PTHH4[CU8 Than) 55 sh | 5y
vién dep, gon

gang, lich su

0,642 0,0] 0,0| 36,7| 52,5/ 10,8| Hai long

Phwong tién
PTHH b u hinh ) - 37 ) B N

Hai long

(Nguon: Két qua khao sdt, niam 2025)

3.6. Chit lwong dich vu TT thong minh
ciia VNPT Vinh Long cung cip qua danh
gia cua khach hang

Vi bén tiéu chi danh gia vé CLDV TT
thong minh ctia VNPT Vinh Long cung cip
duoc tac gia xay dung gébm: VNPT Vinh
Long cung cip dich vu dich vu TT thong
08 | S6 39 nam 2025

minh t6t téi khach hang; Khach hang hai
long vé CLDV TT théng minh ctia VNPT
Vinh Long; Khach hang sé tiép tuc sir dung
dich vu TT théong minh cua VNPT Vinh
Long; Khéch hang s¢ gidi thi¢u dich vu TT
thong minh cua VNPT Vinh Long cho nguoi
than, ban be.



Tap chi Khoa hoc Pai hoc Ciru Long

Bang 6. Két qua danh gia ciia khach hang vé CLDV TT thong minh ma VNPT Vinh
Long cung cap

Khoa hoc Kinh té

Panh
_ PDinhgidcia Diém DPiém Diém Py 1VI¢cdcmicdinhgid (%) 444
Ma hoa : 5 A £ - .
bin khach hang vé thap cao trung Iléch mirc
CLDV nhit nhiat binh chuin Mirc Mirc Mirc Mire Mirc 3¢ hai
| 2 3 4 5 long
VNPT Vinh Long
cung cap dich vu Hai
CLDV1 |dich vu TT thong| 3,0 | 5,0 42 10,678 0,0 | 0,0 [15,8]51,7|32,5]| ..
R S long
minh tot téi khach
hang
Khach hang hai Hai
CLDV2 |long vé CLDV TT| 2,0 | 5,0 4,1 10,7241 0,0 | 1,7 | 15,8 51,7 30,8 lon
thong minh &
Khach hang s& tiép Hai
CLDV3 |tuc st dung dich| 3,0 | 5,0 3,8 10,594| 0,0 | 0,0 [26,7|62,5|10,8 lon
vu TT thong minh g
Khach hang s€ gidi
thiéu dich vu TT
thong minh cua Trung
CLDV4 VNPT Vinh Long 2,0 | 5,0 32 0,672 0,0 [12,5/55,8[30,0| 1,7 binh
cho nguoi than,
ban be
h;(t l . h \ e
CLDV Chat lugng dic ) i 38 ) ] ] i ) i Hal
vu long

3.7. Panh gia chung vé CLDV TT
thong minh cia VNPT Vinh Long

3.7.1 Nhitng mat dat duoc

- V& co s vat chét va phuong tién hitu
hinh:

+ Tru s¢ chinh va van phong dai dién & vi
tri trung tam, co s khang trang, tao hinh anh
chuyén nghiép va dé tiép can.

+ Hé thong ctra hang dong b hoa thuong
hiéu, tao ddu an voi khach hang.

+ Thiét bi truyén thanh thong minh hién
dai v6i cac tinh nang: truyén thanh khong day
chat luong cao, khong nhidu song, phat thanh
linh hoat, theo lich tu dong, phat tin khén, phat

(Nguon: Két qua khdo sdt, nam 2025)

n6i dung khac nhau ciing luc dén timg cum loa,
hé théng kiém soat tir cép trén, bao mat cao.

- Vé chiam soc khach hang (CSKH): trang
bi dﬁy du thiét bi lam viéc hién dai cho nhan
vién, xay dung hé théng dir liéu khach hang,
phén loai va quan ly khach hang hi¢u qua,
phan mém Insight hd tro ban hang, CSKH
rong khip tinh, doi ngli CSKH chuyén nghiép,
duoc do tao bai ban, chinh sach hd tro ky
thuat va gid cho timg nhém khéch hang, dac
bi¢t 1a khach hang 16n.

- Vé chuong trinh khuyén mai va chinh
sach gia: hinh thure tinh phi minh bach, thu tuc
don gian, dich vu TT thong minh cia VNPT
Vinh Long dugc danh gid cao vé uy tin, an
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toan, tién nghi co sé, tdc phong nhan vién va
CLDV, khach hang hai long, tiép tuc sir dung
dich vu, véi diém danh gia cac tiéu chi tir 4.0
trd 1en.

3.7.2 Nhitng mdt chwa dat dwoc

- Vé quan ly khach hang va img dung
CNTT: chua quan ly nhu cau va ky vong khach
hang mot cach thuong xuyén, khoa hoc, ing
dung CNTT trong quan tri khach hang con
han ché.

- Vé chinh sach gia va marketing: gia cudc
chua linh hoat, thiét bi dau cuéi va dich vu
chua dat chét luong tét, marketing va quang
ba thuong hiéu con yéu, chua thu hut khach
hang muc tiéu, kénh phan phéi chwa dap tmg
nhu cdu ngay cang cao.

- V& cong tac cham soc khach hang: chinh
sach CSKH chi tap trung vao khach hang 16n,
chua hép dan v6i nhom khach hang khéc, quan
tAm nhiéu dén doanh thu, chua chi trong dén
muc do trung thanh, dich vu con don diéu,
chua da dang.

- V& hd tro khach hang: hé thong giai déap
va hd tro dich vu chua da dang, chua tip trung,
gdy bat tién khi khach hang can hd tro, mot sb
don vi chua tuan thu quy trinh cung cap dich
vu va bao dudng thué bao.

- V& co so dit liéu khiéu nai: chua thiét
1ap hé thong luu trit, phan tich khiéu nai dé
cai tién dich vy.

- V& chit lugng nhan sy: ngudn nhan luc
chua dat yéu cdu vé trinh d6 chuyén mén,
marketing; con 16n tudi, thiéu chii dong trong
CSKH.

3.7.3 Phdn tich nguyén nhdn bang mé
hinh dinh luvong

Dua trén dit 1iéu khao sat, nhém téc gia
dé xuat ap dung phuong phap hoi quy tuyén
tinh da bién nham xac dinh mic do tac dong
clia cac nhan t6 dén sy hai long chung cia
khach hang. Két qua mé phong cho thy:
su dap ng clia nhan vién c6 hé sb tac dong
manh nhat (Beta ~ 0.42), tiép dén 1a yéu t6
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dam bao thong tin (Beta~0.31) va co s¢ vat
chat hitu hinh (Beta =~ 0.27). Piéu nay cho
thdy, viéc nang cao k¥ ning va thai do phuc
vu ciia nhan vién 1 yéu té then chét giup gia
tang su hai long, bén canh dé can chu trong
dam bao an toan thong tin va dau tu vao ha
téng thiét bi dé nang cao chét lugng dich vu
mot cach toan dién.

4. Két luan va dé xuit giai phap

4.1. Két luan

Dé tai nghién ctru da hé thdng hoa duoc
khung 1y thuyét vé vé CLDV va nang cao
CLDV trong doanh nghi€p voi cac ndi dung
cu thé nhu: téng quan vé dich vu va CLDV véi
cac ndi dung gém c6: khai niém vé dich vu; dac
diém ctia dich vy; CLDV. Bén canh d6, nhém
tac gia dd gi6i thiéu tong quan vé hé théng TT
thong minh cua VNPT (VNPT ICS) nhu déac
diém hé théng TT thong minh (VNPT ICS) va
cac didc tinh ciia san pham. Tir d6, phan tich
thuc trang CLDV TT thong minh cia VNPT
Vinh Long qua cac dir liéu thir cap dé danh
gia. T két qua phan tich dat duoc nhom tac
gia dé xudt mot sb giai phap gitip ning cao
hon nira CLDV TT théng minh cua VNPT
Vinh Long trong thoi gian td1, voi nhitng gidi
phép duoc dé xuat nhu: nang cao chét luong
co sO ha ting; gia tang chinh sach va cong tac
cham sdc khach hang; hoan thién quy trinh xtr
Iy s c6 cho khach hang; ning cao chit luong
ngudn nhén lyc; ting cudng vé bao mat théng
tin cho khach hang.

4.2. Pé xuit giai phap nang cao CLDV
TT thong minh tai VNPT Vinh Long

Trong moi trudng canh tranh ngay cang tro
nén gay git nhu hién nay thi cong tic nay cang
trd nén quan trong hon bao gio hét. Bén canh
viéc nang cao yéu tb co so ha ting, chét lugng
thiét bi, dam béo an toan thong tin cho khach
hang khi str dung dich vu thi chét luong nguén
nhan lyc, cac chinh sach va cong tac cham soc
khach hang cing quan trong hon bao gio hét,
vi vdy rat can duoc quan tam chu y. Dya vao
nhitng diém yéu con ton tai trong CLDV TT
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théng minh ma VNPT cung cap trong thoi gian
qua cling nhu nhing dinh hudng phat trién dich
vu trong thoi gian t61, qua 6 nhom tac gia de
Xudt cac giai phap nhim nang cao CLDV TT
thong minh tai VNPT Vinh Long nhu sau:

Thir nhdt, nang cao chat luong co s ha
tang, chat lvong phuc vu, dam bao su hap dan
ctia san pham dé giir chan va thu hat dugc
khach hang, can chii trong nhiéu hon dén
chat luong két ndi va chét luong mang phuc
vu khéach hang, dam bao duoc su hai long cua
khach hang khi str dung dich vu.

Thir hai, gia tang chinh sach va cong tac
cham séc khach hang, dua ra cac chuong trinh
khuyén mai hip dan cu thé cho tirng nhém
dich vu theo ting giai doan, vi¢c da dang cac
hoat dong khuyén mai gitp kich cau va thu
hut khach hang tot hon.

Thit ba, hoan thién quy trinh x 1y su ¢b
cho khach hang, dua ra quy trinh xir ly sy ¢ cu
thé v6i su phdi hop chit ché gitra cac bo phan
nhdm dam bao xt Iy sur ¢ tdt nhat, nhanh nhét
tranh lam gidn doan dich vu cua khach hang.

Thit tu, nang cao chét lwong ngudn nhan
luc, trong thoi gian téi VNPT Vinh Long can
thuc hién: dao tao kién thirc gitip nang cao trinh
do chuyén mon, k¥ thuét, nang luyc phuc vu
khach hang cho nhan vién, hoan thién quy trinh
xu ly khiéu nai, thuc hién t6t vin hoéa VNPT
trong cam két phuc vu khach hang, nang cao
hi¢u qua cac kénh giao dich véi khach hang.

Thir nam, nang cao ché d6 bao mat hon dé
lam hai long cua khach hang khi str dung dich
vu TT thong minh cia VNPT Vinh Long, xay
dung quy trinh bao mat thong tin khach hang,
dam bao chi cung cip thong tin cho khach hang
khi dung chi thué bao hoic theo yéu cau ciia
cac co quan nha nudc c6 thim quyén.
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