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TOM TAT

Thi truong dich vu thong tin di dong tai Viét Nam hién nay da bucc vao giai doan canh
tranh ngdy cang gay gat va quyét liét. Cdc yéu té vé gid, vimg phii séng, cong nghé... dan dan
khéng con mang tinh quyét dinh trong loi thé canh tranh. Nguoc lai, cong tac chiam soc khdch
hang trong dé cé tong dai hé tro khach hang (Call Center) dang tré thanh nhdn té hang dau
gitip doanh nghiép tao sw khdc biét, chiém linh thi truong va la yéu té gop phan xdy dung
thuwong hiéu cho cac mang di dong tai Viét Nam. Nghién citu nay chi ro doi véi cac mang di
dong thi tong dai hé tro khdch hang la mét kénh truyén thong xdy dung thwong hiéu quan

trong.

Tie khoa: Call Center, Contact Center, téng dai, hé tro khach hang,
cham soc khach hang, thuong hiéu.

1. Thue trang hoat dong tong dai hd
trg khach hang cia cac mang di dong tai
Viét Nam

Trong cac hoat dong cia bat cir doanh
nghi¢p nao bao gio cling phai c6 mot hoat
dong 1a cung cép thong tin, giai dap thic
mic, hudéng dan sir dung san phém, dich vu
cho khach hang. D6 chinh 1a dich vu hd trg
khach hang, day la hoat dong cham soc
khach hang can thiét cho bat cir doanh nghiép
nao khong phan biét quy mo, nganh hang.

Dich vu hd trg khach hang khong phai
14 dich vu c6t 16i ma 1a dich vu bd sung. Tuy
nhién, dy 1a dich vu rat quan trong boi 18
nd cung cap thong tin can thiét cho ca hai
phia: khach hang va doanh nghiép.Khong c6
thong tin tor phia khach hang thi doanh
nghiép khong thé ra quyét dinh, khong c6
thong tin tir doanh nghiép thi viéc trao doi
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mua ban va duy tri sir dung san pham, dich
vu khach hang... kho c6 thé thyc hién tot
duoc. Doanh nghiép nio mudn kinh doanh
phat trién, tang kha ning canh tranh thi phai
1 Phuong thirc lién lac wa thich den bo phan
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Qua khéo sat phuong thuc lién lac uva
thich dén bo phan tra 10i khach hang thi c6
dén 71,8% khach hang chu yéu lién lac qua
kénh dién thoai do d6 Call Center — téng
dai ho trg khach hang c6 vai tro rat quan
trong trong cong tac cham soc khach hang
va xay dung thuong hiéu.
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Call Center — tong dai cudc goi, di ndi
lén ¥ nghia ban dau cua né, diy 1a mot
trung tam, noi cac cudc di€n thoai duogc
thuc hién hoac tiép nhan tra 161. Nhiing
nim gan day c6 mot xu hudng doi tén tir
Call Center thanh Contact Center do tai cac
tong dai cude goi d6 ngudi ta khong chi goi
hodac nghe di¢én thoai ctia khach hang ma
con st dung cac hinh thirc giao tiép khac
nhu email, web, chat, facebook... tirc 1a cac
tong dai cudc goi trod thanh trung tim lién
hé khach hang (Call Center d6i thanh
Contact Center).

Mo hinh chung cua mdt Contact
Center dugc mo ta trong hinh duéi day:

W owlmiww
[ <L L <Ll <1 e’

Workstation

Cac tong dai hd trg khach hang xuét
hién tai My tir nhiing nam 1970. Tuy ra doi
mudn nhung nganh dich vy Call Center
phat trién rat nhanh. Theo sy tinh toan cia
Dr. Jon Anton — Center for Customer
Driven Quality (USA) tai khu vuc Bic My
téng sd ban lam viéc cua cac Call Center
tang trudng khoang 31%/mam. Theo cong
ty tu van Datamonitor c6 tru so tai London
thi hién nay My c¢6 trén 50.000 Call Center
v6i s6 nhan vién khoang 6 triéu. Tai Uc cac
Call Center c6 toc d6 phat trién 8% —
10%/nam voi hang tram ngan lao dong.

Véi 6 nha khai thac mang di dong tai
Viét Nam: Viettel, MobiFone, VinaPhone,
S — Fone, Vietnam Mobile, Gmobile thi c6
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hang ngan dién thoai vién lam viéc 24/7
(mdi ngay 24h, mdi tudn 7 ngdy) tai cic
tong dai hd trg khach hang. Nguoi ta vi von
“mit troi khong bao gio 13n” tai cac tong
dai hd trg khach hang. Cac Call Center cua
nhitng mang di dong 1a noi thé hién sirc
manh canh tranh trén thi truong, xay dung
thuong hi¢u cling nhu dam bao long trung
thanh cta khach hang trong bdi canh thi
truong canh tranh quyét liét va dang di vao
giai doan dau cua thoi ky bao hoa.

MobiFone 1a don vi thong tin di dong
hang dau trong viéc trién khai va van hanh
cac Call Center. Dgi ngli nhan vién chdm
soc khach hang qua dién thoai cua
MobiFone phan 16n dugc thué ngoai tir cac
cong ty chuyén nghi¢p trong linh vuc néy
V6i cac chic nang chinh nhu cung cap
thong tin, giai dap cac thic méc va tu van
cho khach hang vé dich vu cua MobiFone,
xtr 1y céc phan anh, khiéu nai cua khach
hang, tong hop, phan tich va bao céo tinh
hinh phan anh cta khach hang thi c6 thé
no6i tong dai hd tro khach hang 1a mot kénh
thong tin tot nhét cho viéc truyén thong va
x4y dung thuong hiéu MobiFone. Cu thé,
MobiFone da dat dugc nhiing thanh tich:
nhiéu nim lién doat gidi thuong “mang di
dong duoc ua thich nhat”, “mang di dong
chim so6c khach hang tot nhat”, thuong
hiéu xuit sic — Excellent Brand 2013 cua
Hoi S& hitu tri tué thanh phé HO Chi Minh.

D01 ngli nhan vién cham so6c khach
hang qua dién thoai ctia VinaPhone chu yéu
dugc thué ngoai tir cac cong ty hoat dong
trong linh vuc nay. Thiét bi Call Center cuia
VinaPhone hién dai va déng bd. Tuy nhién,
chat lwong ctia nhén vién tra 16i khach hang
cua VinaPhone chua chuyén nghiép, cong
tac quan 1y con mot s ton tai. Chinh diéu
nay da phan nao anh huéng dén cong tac
xay dung thuong hi¢u ctia VinaPhone.
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Viettel 1a mang dién thoai di dong ra doi
nam 2004 nhung d4 c6 nhitng budc phat trién
manh mé va lam thay d6i 16n thi trudong
thong tin di dong Viét Nam. Tuy cong nghé,
thiét bi cac Call Center cta Viettel khong
hién dai béng MobiFone va VinaPhone
nhung Viettel phat trién vé s6 luong. Viettel
cling thué cac di¢n thoai vién tra 101 khach
hang thong qua céc cong ty hoat dong trong
linh vyc nay. Sau nhiéu nim giai thuong
“Cong ty thong tin di dong cham s6c khach
hang tot nhat” thudc vé MobiFone thi tir nim
2010 Viettel quyét tAm cing cb va ning cao
chit lugng cham soc khach hang bang cach
dat trong tdm phat trién va hoan thién cac
tong dai tra 161 khach hang.

Céc tong dai hd trg khach hang c6 vai
trd rat quan trong trong viéc truyén thong
xay dung thuong hi€u cho cac mang di
dong tai Viét Nam. Tuy nhién, hién nay céc
téng dai hd tro khach hang cua cic mang di
dong van con tdn tai mot sé han ché nhu:
chit lugng tra 16i ctia cdc nhan vién chim
soc khach hang chua cao, thai do phuc vu
chua chuyén nghiép, cac van dé giai quyét
ctia khach hang chua dwgc xir 1y triét dé
hodc giai quyét khong thoa dang. Nhitng
ton tai trén do mot s6 nguyén nhan sau: ty
1€ nghi viéc cia nhan vién cham séc khach
hang qua dién thoai kha cao lam anh hudéng
dén chét lugng cudc goi, nghi€p vu nhan
vién chua that sy t6t din dén viéc giai dap,
tw vin chua hoan hdo, trich nhiém cua
nhan vién chdm so6c khach hang chua cao
nén van dé ciia khach hang khong duoc giai
quyét triét dé, ap luc cong viéc khé cao. ..

2. Xay dung thwong hiéu qua kénh
giao tiép Call Center

Xay dung thuong hiéu 12 mdt trong
nhitng giai phap quan trong dé ton tai va
phat trién cta cac doanh nghiép trong giai
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doan hién nay. Trong thoi dai cong nghé
thong tin va thé gidi 1a ‘thé giéi phang” thi
thuong hiéu khoéng con don thuan 1a biéu
tuong, khau ngit, thong tin mot chiéu tir
trén xubng nira ma chung thé hién su cong
tac gitra cong ty va khach hang, hinh thanh
mdt cau tric dé xay dung thuong hiéu dwa
trén khach hang (hai chiéu). Trén quan
diém moi, xay dung thuong hiéu trén co s&
day manh truyén théng cho khach hang trao
d6i, thé hién tdm nguyén. Cach xdy dung
thwong hiéu truyén thong thong qua quang
cao, hé théng nhéan dién thuong hi¢u, quan
hé cong chung. .. tuy van con gia tri nhung
dan dan no s& mét di tinh hap dan va khach
hang sé nham chan, khong dang tin cdy ma
thay vao do phai trao cho khach hang su
tradi nghi€ém ma ho wua thich. Chinh sy trai
nghiém nay s€ mang cho khach hang su
danh gia cao va ghi nhé dé cam nhéan vé
thuong hiéu. Pdi véi cac mang di dong thi
téng dai hd tro khach hang thuc sy 1a mot
kénh truyén thong xay dung thuong hiéu
quan trong. Tong dai hd trg khach hang s&
la “cong giao tiép” giita khach hang va
cong ty. Thong qua “cong giao tiép” khach
hang s€ thuong xuyén tuong tac voi cong
ty va trai nghiém, cdm nhan dugc chét
luong dich vu. Nho cac tong dai hd trg
khach hang cac mang di dong c6 thé trao
d6i, tiép can khach hang va xay dung moi
quan hé, niém tin trong trai tim cua khéach
hang. Xay dung hinh anh cua cong ty trong
“trai tim” cua khach hang la mot cach xay
dung thuong hiéu hiéu qua nhit. Do do,
chat luong dich vu hd tro khach hang c6
vai tro quan trong trong viéc xdy dung
thuong hiéu cac mang di dong. Tai cac tong
dai hd tro khach hang co chit lwong dich
vu tot niém tin khach hang s& duogc cing
cb, khoang cach giira khach hang va cong
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ty s& gan nhau hon, khong nhitng vay vin
hoa ctia cong ty dan dan s& lan téa dén timg
khéch hang qua d6 thuong hi¢u céc cong ty
ngay cang di sdu vao tam tri khach hang.

Hién nay, cic yéu t6 anh huong dén sy
hai long cua khach hang vé dich vu cua
tong dai hd trg khach hang thuong la: su
két ndi, gia cude, giai quyét van dé, toc do
giai quyét, su ton trong, su déng cam, su
than thién, su linh hoat, van dé khach hang
dugc giai quyét ngay lan dau... Trong cac
yéu to trén thi yéu t6: sy két ndi, giai
quyét van dé cua khach hang, su ton trong,
dong cam va giai quyét ngay lan dau rat
quan trong.

Theo tiéu chuan qudc té, khach hang
khi goi t6i tong dai dén hoi chudng thir ba
va trong vong 20 giay la phai gdp duogc
nhan vién chdm soc khach hang qua dién
thoai. Su kho két ndi hodc phai chd doi 1au
ma&i gap duge nhan vién s€ 1am khach hang
danh gia thap dich vu cla cac tong dai hd
tro khach hang. Khach hang khi goi lén
tong dai hd trg khach hang déu mudn van
dé cta minh duoc giai quyét nhanh chéng,
chinh xac, day ciing 1a tam ly chung cua
nguoi tiéu dung khi gap rac réi ddi véi san
phém, dich vu ma minh dang sur dung. Viéc
giai quyét vin dé ctia khach hang phy thudc
rat nhiéu vao trinh do nghiép vy, tinh than
trach nhiém cuia nhan vién tiép nhan phan
anh cua khach hang. Nhan vién phai xem
van dé ctia khach hang nhu 14 ciia minh va
giai quyét v6i tinh than trach nhiém cao
nhat. Diéu nay doi hoi nhiéu vao su thuong
Xuyén dao tao nang cao nghi¢p vu va xay
dung van hoa tinh than trach nhiém cho
nhan vién cua cac mang di dong. Ké dén,
su ton trong va sy dong cam 1a hai yéu té
quan trong ddi voi sy thoa mén cua khach
hang ddi voi téng dai hd trg khach hang.
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Khach hang sir dung dién thoai di dong la
dich vu cong nghé cao do d6 ho cling doi
hoi phai c6 mot thai do phuc vu twong ung.
Vai trd truyén thong gia tri thuong hiéu 13 &
chét lugng phuc vu din dén lién tudng tbt
vé nha cung cép dich vu tir d6 khach hang
c6 thai 46 tt dbi v6i thuong hiéu (dich vu
v6 hinh, giao tiép gian tiép nén né phu
thudc rat nhiéu vao cam giac chi quan cua
khach hang, danh gid cam tinh hay khong
la phu thudc vao thai d phuc vu cuia nhan
vién cham soc khach hang qua dién thoai).

Trong linh vuc dich vu thi thai do phuc
vu chiém dén 80% chét luong san pham /
dich vu. Do @0, vai tro ctia nhan vién cham
soc khach hang qua dién thoai rit quan
trong, tr giong noi, thai do, nghiép vu, ky
nang, hanh vi... déu anh hudng dén sy hai
1ong ctia khach hang. Pay 13 nhéan t6 xay
dung tinh cam cua thuong hiéu trong tri 6c,
trai tim cua nguoi tiéu dung. Ngoai ra, van
dé cua khach hang dugc giai quyét ngay
lan dau ciing 1a mot yéu td quan trong
mang lai sy hai long cua khach hang,
khong nhiing vay diéu nay 1a thé hién su
dang cip d6i voi mot tong dai hd tro
khach hang, nhat 1a khi khach hang can su
trg gitp khan cdp nhu cit mat may... s&
tac dong manh dén thai do va nhan thuc vé
hinh anh thuong hiéu.

Céc tong dai hd tro khach hang c6 vai
tro rat quan trong trong viéc truyén thong
va xay dung thuong hi¢u cho cac mang di
dong tai Viét Nam. Tuy nhién, hi€én nay cac
téng dai hd tro khach hang ciia cac mang di
dong van con ton tai mot sb han ché nhu:
chét luong tra 101 ctia cac nhan vién chim
soc khach hang chua cao, thai do phuc vu
chua chuyén nghiép, cic van dé can giai
quyét ctia khach hang chwa dugc xir 1y triét
dé hodc giai quyét khong thoa dang. Nhiing
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t6n tai trén do mot sé nguyén nhan sau: ty
1€ nghi viéc cua nhan vién cham séc khach
hang qua di¢n thoai kha cao lam anh huong
dén chat luong cudc goi, nghi¢p vu nhan
vién chua that su tot ddn dén viéc giai dap,
tw vin chua hoan hdo, trich nhiém cua
nhan vién cham soéc khach hang chua cao
nén van d& cta khach hang khong giai
quyét triét dé, ap luc cong viéc kha cao...

3. Mot s6 giai phap nang cao chat
lwong dich vu ciia cic tong dai hd tro
khach hang nhim xiy dung thwong hiéu
tai cac mang di djong tai Viét Nam

Thir nhdt, tuyén chon cac tmg cir vién
phu hop véi cong viéc cham séc khéach
hang qua dién thoai, c6 cac giai phap hop
ly gitt chan ngudi lao dong dé giam thiéu
tdi da ty 1€ nghi viéc nham dam bao chat
luong phuc vu khach hang.

Thir hai, thuc hién tot cong tac dio tao va
tai dao tao nghi¢p vu cho nhan vién cham séc
khach hang, xem ddy 1a cong tac xuyén sudt
va trong tam hoat dong cua téng dai hd tro
khach hang nham nang cao nghiép vu tra 10i
khach hang cua dién thoai vién.

Thir ba, xay dyng van hoa lam viéc co
trach nhiém, xem van dé ciia khach hang
nhu 14 van dé ciia minh can giai quyét dé
xtr 1y phan 4nh cia khach hang triét dé
ngay lan tiép nhan dau tién trén tinh than
tradch nhiém cao, tranh tinh trang khéch
hang goi nhiéu lan tong dai hd trg khach

hang méi duoc giai quyét 1am “x6i mon”
niém tin, giam sttc manh thuong hi¢u cua
cac mang di dong.

Thir tw, st dung cac cong cu ky thuat
phan loai nhom khich hang dé phuc vu
khach hang mot cach tot nhét trén nguyén tic
chuyén mén hoéa doi ngti cham séc khach
hang qua dién thoai dé phuc vu dung nhu cu
ctia khach hang, giai quyét vin d& cta khach
hang mot cach nhanh chong, chinh xac tir d6
gia tang su hai 1ong cia khach hang.

Thir nam, xay dyng modi truong lam
viéc tich cuyc nham giai toa ap luc cong
viéc, tao diéu kién nhan vién tra 101 khach
hang c6 tinh than thoai mai dé phuc vu tét
khach hang.

Thir sau, cac mang di dong co ké hoach
mo rong quy md hoat dong cua cac tong
dai hd trg khach hang cling nhu da dang
cac hinh thic tu van khach hang (tu van
qua mail, web, facebook...) dé tranh tinh
trang kho két ndi véi cac tong dai hd trg
khach hang.

Khi thi truong thong tin di dong trd 1én
canh tranh quyét liét va gan nhu bao hoa thi
cong tac cham so6c khach hang va xay dung
thuong hiéu tré thanh yéu t6 séng con ddi
v6oi cac mang di dong tai Viét Nam. Cac
tong dai hd trg khach hang ngiy cang la
mot yéu t6 khong thé thiéu va 1a yéu t6
quan trong giup cac mang di dong tao lgi
thé canh tranh trén thi truong.

TELECOMS COMPANY BUILDING BRAND THROUGH
CALL CENTER SERVICE
Nguyen Hai Quang®, Nguyen Minh Chau®®
(1) Thu Dau Mot University, (2) University of Economics and Law
ABSTRACT
The competition on Vietnam telecommunication market is increasingly fierce and harsh.
Prices, coverage, and technologies are not decisive factors in the competitions any more. In
contrast, customer service, including call center operations, has gradually become the
leading factor that helps Vietnam telecommunications businesses to create a brand
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differentiation, dominate the market, and build brand strategy. This study indicates that call
center service is an extremely significant communications channel for mobile network
operators to build brands.
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