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Abstract: The aim of the research is to suggest some measures to satisfy customers need when using
optical fiber internet service of Tien Giang VNPT group in My Tho city. The research is conducted by
doing a survey on 120 customers who are using the service through questionnaires. In this research,
reliabity analysis Cronbach’s alpha, Exploratory Factor Analysis (EFA) and Multivariate Regression
Model are used by analysing SPSS20.0 data. The results of the research show that there are six groups
of factor affect customers ‘satisfaction of using optical fiber internet service of Tien Giang VNPT:

“quality of service®, “value added service”,
“sympathy”
of customers in My Tho city.
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1. Pit van dé

Trong nhirng nim gan day, tu do hoa thuong mai
trong va ngoai nudc di lam cho kinh té Viét Nam
phat trién mot cach nhanh chéng. Viée st dung dich
vu Internet dé tim hiéu thong tin, hoc tap giai tri da
tr6 nén rong rai va khong nging phat trién. Nhung
di doi voi su phat trién do cling tao ra mot sy canh
tranh hét stc gay git giita cac nha cung cép dich vu
internet. Trén dia ban thanh phd My Tho, tinh dén
thoi diém hién tai c6 4 nha cung c?ip dich vu Internet
cap quang: VNPT vai dich vu FiberVNN, Viettel
la FTTH, FPT la FPT cap quang va cudi cung la
VTVcab véi tén dich vu la Internet VT Veab. Dbi vai
VNPT la mét trong ba nha cung cap dich vu 16n véi
47,3% thi phan, Viettel véi thi phan cao thir hai la
32,6% va thtr ba 1a FPT vai 19,2% thi phﬁn, nén viéc
quan tdm, chim soc khach hang ciia minh 1a diéu rat
can thiét. Hién nay, tai VNPT Tién Giang dia diém
c6 thi phan cao nhat 1a thanh phd My Tho véi 40%
thi phan, cao hon nhiing dia diém khac tai cac huyén,
thi x4. Ngoai ra, cu dan song trong thanh phd kha
dong dut, nén nhu cau str dung dich vu dé phuc vu
cho doi séng rat cao. Vi vay, viéc nghién ctru sy hai
1ong ciia khach hang d6i voi nha mang 1a mot cong
viéc quan trong, can duoc thuc hién thuong xuyén
va lién tuc dé luén dap mg nhu cau cta khach hang.
Tir nhitng 1y do trén, bai viét “Giai phap nang cao su
hai long ctia khach hang khi st dung dich vu Internet
cap quang — VNPT trén dia ban thanh phd My Tho

“service capacity“,
. Among of them, factor of “value added service” has strongest influence on satisfaction

“price structure”, “reliability”,

tinh Tién Giang” duoc nghién ciru nham giai quyét
van dé trén.
2. N§i dung nghién ctru
2.1.Phwong phap nghién ciru
Bai bao st dung 2 phuong phap co ban: phuong
phap thu thap sé liéu va phuong phap phén tich.
Phuong phap thu thap sb lidu: Vi bai viét nay
tac gia da sir dung hinh thirc chon mau phi xac suit,
phuong phap chon miu thuan tién. Tuy nhién, day
cling 1a han ché cuia dé tai do phuong phap chon mau
phi xéc suét (thuan tién) tinh dai dién mau khong cao
dé thu thap thong tin danh gia thuc trang va dé xuét
giai phap.
2.2. Gidi phap gop phﬁn ndng cao mirc dp hai long
cua khach hang khi siv dung dich vu Internet cdp
quang — VNPT trén dia ban thanh pho My Tho tinh
Tién Giang
2.2.1. Nhém gidi phdp vé dich vu gid tri gia tang
Thir nhdt, ting cudng cic chuong trinh khuyén
mii va hd tro cho cac khach hang méi. Cac chuong
trlnh khuyén mai phai thiét thyc va gin lién voi
quyen loi tryc tiép cta khach hang nhu mién phi
cude ddu ndi hoa mang, cude phi hang thang, tang
thiét bi wifi co gia tri, ... ngoai ra, cong ty c6 thé ap
dung cac Voucher mua hang danh cho khach hang
moi st dung dich vu Internet cadp quang cua cong ty.
Thir hai, bén canh viéc khuyén mai danh cho
nhitng khach hang méi, thi viéc quan tim dén khach
hang cii cling 1a mot trong nhitng chinh sach giup gitr
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chan ciing nhu phat trién dugc khach hang méi thong
qua nhitng khach hang da su dung,

Thir ba, da dang hoa chuong trinh cac chuong
trinh khuyén mai, khong chi dung lai trong viéc
khuyén mii cac goi cude, cac san pham kém theo,
cong ty nén c¢6 nhidu hon nhitng dich vu va ludn cap
nhat, bo sung cac chuong trinh khuyén mai méi.
2.2.2. Nhom giai phdp vé nang e phuc vu

T hw nhat, can thyc hién cong tac dao tao nhén
vién vé ky ning giao tlep, ung xu cling nhu giai
quyét céc tinh hudng bat ky khi gap khach hang.

Thir hai, can phat huy tinh sin sang hd tro k¥ thuat
cho khach hang moi luc, moi noi mét cach nhanh
chong. Nhan vién VNPT Tién Giang can cai thién
giao tiép khach hang khi nhan bao hong dich vu dé
khach hang cam thay tot hon khi giao tiép voi nhan
vién va tu d6 hai long h0’n trong qua trinh phuc VUL
Bén canh do, cong ty can tim hiéu cac sy ¢b thudng
gdp va tim cach dé han ché ti da thoi gian stra chita
cho khach hang.

Thit ba, tiép tuc cai thién qui trinh cung cap dich
vu nham giam thoi glan dang ky st dung dich vu
v6i it thu tuc nhat. Tiép tuc nghién ctru cac luat, qui
dinh dudi luat dé cai thién qui trinh cung cip dich vu
gitup khach hang dang ky nhanh hon.

Thir tu, g1a1 quyét su c6 nhanh chong hon: cong
ty phai tim hiéu quy trinh stra chita mot cach nhanh
nhat, it tn ngudn lyc nhat va diéu chinh lai quy trinh
sua chita dich vu Internet cap quang, bao dam thuc
hién dung viéc stra chita cho khach hang quan trong,
khach hang dic biét, khach hang 1a cac to chi, ...
(cac ddi tuwong nay da duoc Tap doan VNPT quy
dinh rit rd rang) hoan tat trong vong 2 gid dong hd
tir khi khach hang goi béao hu va hoan tit stra chira
cho céc khach hang con lai trong vong 4 gio. Cong
ty cling can cam két v6i khach hang s& c6 nhan vién
k¥ thuat tryc tiép xubéng xem xét.

2.2.3. Nhém gidi phdp vé chat lwong dich vu

Thit nhat, VNPT Tién Giang nén chu dong tiép
can cong nghé méi dé co thé dap ung nhu cau ngay
cang cao va nghiém khic ctia khach hang. Bén canh
d6, can ap dung cac khung gio vang trong nhiing gio
cao diém dé c6 thé mo rong bang thong gitp khach
hang dé dang truy cap hon.

Thir hai, VNPT Tién Giang can phai dam bao
dudng truyén tir nha tram cuia VNPT Tién Giang dén
noi lap dit cua khach hang khong dugc gian doan, dé
thuc hién duoc diéu nay VNPT Tién Giang can thiét
1ap nhiéu nha tram dé rat ngin khoang cach dudng
day cung cdp dich vu tir nha tram dén nha khach
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hang. Dac biét, & cac vung sau viung xa, nhiing ving
nam ngoai thanh phd, VNPT Tién Giang nén thiét lap
cac tram nhiéu hon vi nhiing noi nay thuong pham
vi phti song khong dugc tbt, khi khach hang truy cap
Internet c6 the gdp tinh trang dut quang.

Thir ba, can thyc hién nhat quan dich vu sau lip
dat ddi v6i moi khach hang, bang cach thanh lap
phong chuyén tiép nhan phuc vu khach hang sau
lap dat. Piéu nay gitip khach hang an tim hon khi
st dung dich vu cia VNPT Tién Giang nhu sau khi
khach hang lap dat, bao tri, sira chita xong cong ty
can goi dién quan tim khach hang vé viéc lip dat
hay stra chita ciia nhan vién da thyc hién tdt chua, co
diéu gi chua thoa mén co thé dé lai ¥ kién tir d6 dua
ra nhitng chinh sach t6t hon dé hd trg khach hang.
2.2.4. Nhom gidi phdp vé tin cdy

Thit nhdt, cai thién toc do duong truyén cho
khach hang bang viéc rit ngin khoang cach duong
day tir tram dén khach hang, ddi véi cac truong hop
nhidu ngudi sir dung mot mang Internet cap quang co
thé trang bi thém modem két ndi dé c6 thé dam bao
duong truyén dugc tot hon.

Thit hai, han ché nghén mang thong qua viéc ting
cuong cac két ndi céc thiét bi trong ndi by mang cua
VNPT Tién Giang, bdo dam c6 day du bang thong
cho khéach hang sir dung trong gid cao diém; bo sung
cac cong cu giam sat luu lugng cac duong truyén noi
mang dé kip thoi ting bang thong khi luu luong dat
dén murc ngudng.

Thir ba, dé dam bao do tin cdy trong viéc thanh
toan cho khach hang, VNPT Tién Giang can cong
khai cac khoang muc gia cta cac dich vu mét cach
cong khai, c6 bién lai 16 rang. Nhiing dich vu méi
dugc cong thém can thong tin ro thoi han dé khach
hang ¢ nén tiép tuc sir dung hay chuyén géi cudce
méi.

2.2.5. Nhém gidi phdp vé cau triic gia

Thir nhat, khach hang sir dung dich vu cia VNPT
Tién Giang rat da dang, cho nén can da dang cac goi
cudc dé co6 muc gia phu hop véi nhiéu loai khach
hang khac nhau. P6i voi dbi twong khach hang 1a
sinh vién chi phi luén 1a mdi quan tim hang du cua
ho, nén can cé cac gdi cude gia ré gianh cho khach
hang nay hodc can c6 nhiing chinh sach hd tro chi
phi nhu giam gia ddi voi khach hang st dung trén 1
nam,....

Thit hai, giam cude ddu ndi hoa mang nén giam
xuéng bé'mg véi cac dbi thu canh tranh, hodc co thé
khuyén mai mién phi cho khach hang.

2.2.6. Nhém gidi phap vé si cam thong
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Thir nhdt, can c¢6 nhitng budi hoc vé nghiép vu,
cac khoa rén luyén k¥ nang xtr Iy sy ¢ ddi voi dich
vu Internet cap quang danh cho nhan vién dé gitp ho
nang cao tay nghé khi gip khach hang va giai quyét
duogc cac yéu cau ciia khach hang dua ra.

Thiz hai, Tuon dam bao luc luong hau can, hd
trg cho nhéan vién giao dich khach hang dé ho ty
tin nhiéu hon trong cong tac xur Iy dich vy. Can xay
dung va ban hanh quy dinh xtr 1y khiéu nai mot cach
thdng nhat va ludn c6 doi ngii chuyén mén tic truc
trong viéc tiép nhan cac yéu cu cua khach hang va
hen thoi gian thyuc hién.

Thit ba, to chirc giam thinh toan bo nhan vién hd
trg ki thuat dé kiém tra thai d6 phuc vu ctia ho nham
nang cao chat 1u’0'ng phuc vu cho khach hang, glam
thiéu cac su cd ngoai y muédn trong qua trinh hd trg
ky thuat.
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Phat trién nghe chi dong va nghe thu dong... i theo trang 271)

Buéce 4: Chon nhling tir mdi va hoc thude

Tiép dén, sinh vién can chét loc nhiing tir mai
trong doan nghe d6 va hoc thudc. Pay con la cach
sinh vién lam giau von tir vung cho minh, ¢ thé hoc
ca cach phat am va nghia ciia tir, dé 1an sau nghe sinh
vién ciing c6 thé nhén ra.

Buée 5: Nghe lai khong can ban dich

Cubi cing, sinh vién c6 thé nghe lai vai 1an ma
khong can ban dich. O budc nay, sinh vién c6 thé
nghe hiéu céc tir va cum tr da hoc, dé dang nhén ra
tir vung hon khi chiing xuét hién trong nhimng cudc
hdi thoai khac.

b. Phwong phap luyén nghe tiéng Anh thu
dong

- Luyén nghe tiéng Anh khi ngi

Mot s6 nghién ciru cho thay, nguoi hoc ¢6 thé cai
thién ky ning ngén ngit ctia minh bang cach luyén
nghe tiéng Anh thy dong trong gidc ngii. Nguoi hoc
s& ¢6 co hoi tiép xtic v6i cac am thanh mai va bat dau
lam quen véi ngir diéu.

- Cai thién tiéng anh bang ém nhac

Khi nghe nhac, dau 6c cua nguoi hoc s€ dugc thu
gidn. Pay 13 co hoi tot dé ndo lam quen véi tiéng
Anh, tranh cac tinh trang mét méi hay lam viéc qua
sirc. Nguoi hoc ¢6 thé chon bai hat ma yéu thich va
hoc thudc va hat theo.

- Hoc nghe qua phim khéng phu dé

Khi xem phim khong phu d&, nguoi hoc s& tap

trung vao nhirng am thanh duoc phat ra hon khi c6
phu dé. Nguoi hoc ¢ thé im mot bo phim c6 ndi
dung nhe nhang véi nhitng cau thoai don gidn va
xem nhiéu 1dn dé lam quen véi tir vung va ngit diéu
ctia dién vién.

5. Két luan

Trén day la nhiing phan tich, danh gia vé luyén
nghe tiéng Anh chu dong va thy dong, thuc trang hoc
k¥ ning nghe tiéng Anh tai Truong Cao dang canh
sat nhan dan II va mot s giai phap dé sinh vién co
thé ap dung trong qua trinh rén luyén ky nang nay, tur
do 1a nén tang dé phat trién cac k¥ niang khac. Luyén
nghe tleng Anh cha dong va thu dong con gitp sinh
vién nang cao kha nang tu hoc tiéng Anh, tir d6 ¢6 tu
duy doc lap, tinh than lam viéc chuyén nghiép, chii
dong, sang tao va hi¢u qua.
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