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LOI CAM DPOAN

P& hoan thanh d@ tai Lun vin Thac si Quan tri kinh doanh, tac gia da tim hiéu,
nghién ctru nhiéu tai liéu tir nhidu ngudn khic nhau, nhu sach, gido trinh, tap chi,
Internet,....Dong thoi thu thap cac sb liéu thuc té, qua d6 thdng ké, phan tich va xay
dung thanh mot dé tai nghién ciru hoan chinh.

T6i xin cam doan dé tai ludn vin tot nghiép nay 1a cong trinh nghién ciru cua
t61. TAt ca cac ndi dung va sb liéu trong dé tai nay do toi ty tim hiéu, nghién ctru va
xdy dung, cac s lidu thu thap la dang va trung thuc. Céc giai phap 1a do t6i rut ra tir
qua trinh nghién ctru 1y luan va thuc tién hoat dong thi truong dich vu FiberVNN cua
VNPT Bic Ninh ma ban than t6i dugc tiép xtic va két qua nghién ctru trong luan vin
chua dugc st dung dé bao vé mot hoc vi ndo.

T6i cling Xin cam két chic chén réng, moi sy giup d& cho viéc thyc hién
ludn van da dugc cam on, cac thong tin trich dan trong luan van déu duogc chi
16 ngudn gde. Toi hoan toan chiu trach nhiém vé 16i cam doan ctia minh trude

Nha truong va nhitng quy dinh phap luat.

Téac gia ludn van

Lé Cong Vinh



LOI CAM ON

Dé hoan thanh ludn vin nay, ngoai sy nd luc ctia ban than, t6i con nhan dugc sy
gitip d& nhiét tinh ciia nhiéu ca nhan, tap thé trong va ngoai trudng.

Trude hét toi xin chan thanh cam on toan thé cac thdy c¢6 giao Khoa Quan tri
kinh doanh, Hoc vién Cong Nghé Buu Chinh Vién Thong da truyén dat cho t6i nhiing
kién thirc quy bau trong qua trinh hoc tap tai truong, dac biét toi xin bay to 1ong biét
on sau séc t6i thay giao, TS. Tran Thi Hoa da tan tinh gitip d& toi trong sudt qué trinh
nghién ctru va hoan thi¢n luan van.

T6i ciing xin guri 161 cam on tdi S, ban nganh, Giam ddc cac cong ty, cac DN
vién thong trén thi truong Béc Ninh da tan tinh cung cép tai lidu, gitp d& i trong qua
trinh nghién ctru luan van.

Cudi cing, t6i xin bay to long biét on t6i gia dinh, nhitng ngudi than, ban bé da
gitp d& va dong vién toi trong sudt qué trinh hoc tip va rén luyén.

Do thoi gian ¢6 han, nén luan van khong tranh khoi nhiing thiéu sot. Kinh mong
dugc sy dong gop cua cac thay co gido ciing nhu toan thé ban doc.

Xin chan thanh cam on !

Téc gid ludn van

Lé Cdng Vinh
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MO PAU
1. Tinh cép thiét caa deé tai

Hién nay DV Internet trén duong cap quang rat phat trién, toc do tang truong DV
Internet cip quang toan thé giéi nam 2019 1a trén 51% mic cho su thach thirc cuia
khing hoang kinh t& manh. Viét Nam hién dang nam trong top 20 quéc gia c6 luong
ngudi dung Internet 16n nhét thé gigi. Thi trudng DV Internet cap quang Viét Nam
dugc danh gid 1a thi trudng c6 nhiéu tiém ning phat trién nhét trong khu vyc chau A.

Hién tai, Viét Nam c6 nhiéu nha cung cdp DV Internet cip quang: VNPT,
Viettel, FPT, .... Su canh tranh gitra cac nha mang da thtc déy thi truong DV Internet
cap quang tro nén soi dong. Cac DN moi ludn té ra nang dong hon trong cac chiéu
thirc tiép can, 1an chiém thi trudng va ddy manh kinh doanh DV thé manh. Diéu nay la
mot tré ngai 16n ddi véi VNPT, VNPT budc phai thay doi phong cach kinh doanh cho
phu hop véi tinh hinh méi.

Trong bdi canh DV Internet cap quang ngdy cang phét trién manh m&. VNPT
Béc Ninh cung cép dich vu cap quang tdc do cao goi 1a FiberVNN. Pay 1a dich vu truy
cép internet cap quang hién dai nhit hién nay cia VNPT véi duong truyén hoan toan
bang cap quang tir ddu nbi dén ngudi st dung. Nhan thiy dugc tim quan trong cta
dich vu Internet cap quang vuot trdi hon han so véi cap dong nén VNPT Biéc Ninh da
giao nhiém vy cho TTKD — Bic Ninh cung ung cac dich vu Fiber VNN.

Tuy rang VNPT Biéc Ninh da luén nd lyc tim kiém KH, thoa méan t6t nhu cau cia
KH nhim mong mudn tao ra su s¢ hitu tdm tri KH vé thuong hiéu FiberVNN. Song
viéc 1am d6 chua c6 16 trinh, td chirc roi rac, thiéu tinh hé théng va ma nguyén nhan
chinh 14 thiéu sy chu trong chién luge Marketing - Mix, v6i chudi cac chién lugc
Marketing thanh phan vé SP, vé gia, vé& kénh phan phdi, xuc tién ban hang... 15 rang,
chua c6 hé thong nham dat dwoc cac myc tiéu mo rong TT va ting thi phan trong timg
giai doan cu thé. Vi vdy trong hai nam qua, két qua SX kinh doanh DV FiberVNN cuia
VNPT Bic Ninh dang c6 d4u hiéu chdm lai: Doanh thu binh quan/TB giam, hiéu suét
sir dung thiét bj tai san khong hiéu qua; Chién luge Marketing - Mix khong dugc chi
trong hoan thién nén nhiéu TT bi bo ngoé; Chinh sach hdu mai sau ban hang khong tao
ra khac biét so vai ddi tha.

Bén canh VNPT Bic Ninh, nhin lai su phat trién vuot bac cta d6i thi canh tranh:
Viettel, FPT khong ngimg nd luc tim kiém thi truong, phat trién thi phan Internet cap
quang. Thi phan cta ho hién c6 1a su 1ap kin nhitng chd trong thi truong ma VNPT



Béc Ninh dang bo ngo, va dic biét 14 chia sé tir thi phan hién c6 cia VNPT Béc Ninh.
Két qua nay 1a nho ho c¢6 phuong an kinh doanh tdt, chién lugc Marketing 16 rang, sat
thuc té, dic biét chién luge Marketing - Mix ctia hg dugc xdy dung theo dinh hudng
thi truong. Nho vdy cac DN nay lién tuc phat trién thi trudng thanh cong.

Trong khi d6 theo kinh nghiém ctia cic DN Vién thong, ciing nhu cac DN kinh
doanh nganh DV khac cho thdy chién lwgc Marketing ma dic biét 1a Marketing - Mix
chinh 1a mot cong cu gitp DN ¢6 ¥ thirc vé thi truong, DN biét khi nao can tranh thu
thi truong 16n, khi nio tranh thu nhitng 16 hong trén thi truong, khi nao can tung ra
nhitng san phim DV méi, khi nao can ddy va kéo DV cta minh qua hé thong kénh
phan phéi, khi ndo thi tich cuc mo rong thi truong sang dia ban khéc, nude khac, khi
nao thi ting chi ngan sach cho cong tac truyén thong quang ba.

Tir thyc trang trén, dé co thé dot pha phat trién thi truong DV FiberVNN thi
VNPT Bic Ninh phai chu trong hoan thién chién luoc Marketing - Mix mét cach co
can ctr tir thi truong. Pé tir d6 khéc phuc duge cac yéu diém trong ting chién lugc
kinh doanh nhiam timg budc lay lai thi truong da bi mat, khai thac cac thi truong méi,
1ép tréng nhitng thi trudong bi bd ngd, va dic biét phat huy hét sttc manh ndi luc cia
DN trén con dudng hoi nhap va phat trién.

Xuét phat tir nhimg nhan dinh trén vé tim quan trong ctia chién lugc Marketing -
Mix trong viéc phat trién TT FiberVNN, cong v6i nhiét huyét dam mé linh vuc
Marketing, t6i chon Iuan van: “Marketing - Mix dich vu FiberVNN tai VNPT Bic
Ninh”.

2. Tong quan van deé nghién ctru

N6i téi hé théng Marketing - Mix ciing c¢6 nghia 1a néi t6i nhimg phwong an lya
chon va quyét dinh ciia Marketing - Mix cho mdt thi trudng muc tiéu. Marketing - Mix
dong mot vai tro chu dao ddi véi hoat dong Marketing cua mét doanh nghiép, n6 chi ra
nhém khach hang can phai huéng t6i va vach ra 16i di dung dan cho tat ca cac hoat
dong khac, nhim khai thac mot cach c6 hiéu qua nhét phan doan thi truong da lya
chon. Nhéan thirc 13 vai tro ctia Marketing - Mix trong thi truong canh tranh hién dai,
dad c6 kha nhiéu dé tai nghién ctru vé chinh sach, chién luoc Marketing - Mix trong
doanh nghiép; tuy nhién d¢ tai nghién ciru Marketing - Mix d6i voi san pham dich vu
dic biét ddi véi san phém dich vu vién thong 1a rat it.

Abraham Tran (2020), “Bi mat thuc su cua Internet Marketing”, Nha xuit ban
Thanh Nién. Noi dung cubn sach giai dap thic mic cach mot ca nhan, to chirc xay
dung thuong hidu, quang céo va ban hang qua internet nhur thé nao? Lam thé nao ban



quyét dinh hinh thtrc tiép thi tryc tuyén nao phu hop véi doanh nghiép cuia ban? Lam
thé nao dé trién khai ké hoach marketing qua internet v&i chi phi thép nhat, lgi nhuan
cao nhét?

Philip Kotler (2007), “Marketing cén ban”, NXB Lao dong - X4 hoi. Noi dung
cubn sach mo ta nhiing tinh huéng thue tién, thé hién tinh chét cua hoat dong
marketing hién dai. Cubn sach néu dan chung, cac su kién quan trong hay nhitng cudc
xung dot tir thuc té trong linh vue marketing gitip ngudi doc hoa nhap duge nhip séng
ctia thé gidi marketing.

Meghna Jain, Fang Han (2012), “Identifying the essential factors in the
marketing mix design (The case of Personal Protective Equipment)”. Ludn van da thuc
hién céac phan tich va so sanh giita cac nha san xuét khac nhau tir d6 xac dinh duoc
nhitng yéu t6 tiép thi hdn hop can thiét trong hoat dong marketing mix d6i véi nhing
cong ty co lién quan dén linh vic d6 bao ho lao dong (BHLD). Pua ra phuong thirc sir
dung hiéu qua cic hoat dong marketing ciia nhimg cong ty lién quan dén linh vuc
BHLD thong qua 4 cong cu la Product, Price, Place va Promotion.

Chai Lee Goi (2018), “A Review of Marketing Mix: 4Ps or More?”. N§i dung
clia bai bao nghién ctru viéc str dung cong cu marketing mix hdn hgp 4Ps da 1a hop ly
hay chua, liéu ¢6 can thém cac cong cu khac. Bai bao ciing dwa ra nhiing goc nhin
nhiéu chiéu vé viéc st dung hoat dong marketing Mix 4Ps ddng thoi dua ra so sanh
diém yéu, diém manh ctia hoat dong Marketing Mix 4Ps v4i Marketing Mix 7Ps.

Chu Quang Hung (2020), “Chién lugc Marketing - Mix ctia dich vu vién thong
di dong tai chi nhanh Viette]l Da Néang tap doan Vién Thong Quan Doi’’, PHKT -
DHQGHN. Dé tai da khai quat duoc co s& 1y ludn vé chién lugc Marketing - Mix va
cac nhén t6 anh huong dén chién luge Marketing - Mix. Phat hién ra nhiing thanh tyu
va han ché trong chién lugc Marketing - Mix ctia chi nhanh Viettel Da Ning. Tur d6 dé
ra cac giai phap nhiam hoan thién chién lugc Marketing - Mix di co ciia chi nhanh
Viettel Pa Néng va b6 sung méi cac chién luge ma Viettel Pa Néng chua c6 dé giap
cho Chi nhanh Viettel Pa Na:mg dat duoc cac ké hoach dat ra, tang trudng duogc thué
bao va doanh thu giai doan 2020-2020.

V6 Nhat Hiéu (2019), “Hoat dong Marketing Mix tai cong ty cd phan nhua
Chau Au”, PHKT - PHQG Ha Nbi. Luan van di khai quat duoc nhimng co sé 1y luan
vé hoat dong Marketing Mix. Néu dugc thuc trang vé hoat dong Marketing Mix trong
cong ty c¢b phan nhya Chau Au va nhimg danh gia, phan tich vé hoat dong Marketing
Mix, cac yéu té anh huong dén hoat dong Marketing Mix. Pong thoi luan vin dua ra



nhitng dé xuat giai phap khic phuc hoan thién hoat dong Marketing Mix. Tuy nhién
cac giai phap nay chi & mirc do khai quat chua thuc sy cu thé, thiéu y tuong mai va sy
dot pha.

Mai Xuan Cuong (2018), “Nghién ctru sy hai long cta khach hang st dung dich
vu MegaVNN ciia VNPT Thira Thién Hué”, PHKT Hué. Dé tai dua ra hé thong co s&
1y luén vé khach hang, dich vu khach hang, sy hai long ctia khach hang va nhan o
quyét dinh, gia tri hai long cta khach hang. Dé tai co dé cép dén internet, ADSL, dich
vu FiberVNN, tinh hinh co ban vé Vién thong VNPT TTH. Dua vao dit liéu tht cép va
dir liéu so cdp thong qua phiéu diéu tra khach hang, dé tai da phan tich kha siu sic su
hai 1ong ctia khach hang sir dung dich vu FiberVNN. Tir d6 dé tai dua ra cac gia phap
vé quy trinh thu tuc dang ky st dung dich vu, nhan vién, chét lugng san pham, gia
cudc dé nang cao sy hai l1ong cia khach hang.

Nhu vy, cac dé tai nghién ctru trén da dé cap dén chién lugc Marketing - Mix.
Tuy nhién, chua cé dé tai xay dung hé théng co sO 1y luan vé dich vu vién thong,
Marketing - Mix dich vu vién thdng, Marketing - Mix dich vy FiberVNN ctia VNPT
Bic Ninh. Vi véy viéc lwa chon dé tai “Marketing - Mix dich vu FiberVNN tai VNPT
Biic Ninh” nham nghién ctru danh gia va dua ra giai phap hoan thién Marketing - Mix
d6i véi dich vu FiberVNN ctia VNPT Bic Ninh c¢6 y nghia khoa hoc va thyc tién,
khong trung 1ap véi cac nghién curu trude do.

3. Muc dich, nhiém vu nghién citu

* Muc dich nghién ciru:

D¢ tai thyc hién nham nghién ctru dé xuét giai phap hoan thién Marketing - Mix
dich vu Fiber VNN tai VNPT Béc Ninh.
* Nhiém vu nghién ciru:

- Hé théng hoa van dé Iy luan vé Marketing - Mix dich vu.

- Phan tich danh gia thyc trang Marketing - Mix dich vu FiberVNN tai VNPT
Bic Ninh.

- Bé xuét giai phap hoan thién Marketing - Mix dich vu FiberVNN tai VNPT Bic
Ninh.

4. P6i twong va pham vi nghién ciru

4.1 Péi twong nghién ciru



Déi tugng nghién ctru cia d& tai 1a cac van dé lién quan dén Marketing - Mix
dich vu cia doanh nghiép.
4.2 Pham vi nghién ctru

Noi dung ciia d& tai tap trung vao cac van dé lién quan Marketing - Mix dich
vu FiberVNN tai VNPT Bic Ninh. Véi cac dit liéu phan tich dugc thu thap trong giai
doan 2017-2019, cac giai phap d& xuit hudng t6i giai doan 2020-2025.

5. Phwong phap nghién ciru

Dé hoan thanh muc tiéu cua dé tai, luan van du kién st dung tong hop cac
phuong phap nghién ctru dinh tinh va dinh lugng, cu thé 1a:

* Phwong phdp phan tich:

- Pé tai sir dung mét sé cac phuwong phap nhu 1a: Phuong phap phén tich théng
ké, phuong phap phan tich hé thong, phuong phap chuyén gia, phuong phap quan sat
va phuong phap diéu tra xa hoi hoc.

* Phwong phdp thu thdp div liéu:

- Vi cac dir lidu thir cip duoc tap hop tir cac tai lidu 1y thuyét, sach, bao, tir cac
cdng trinh nghién ctru trude do, tir cac sb litu phan anh tinh hinh hoat dong kinh
doanh cua VNPT Béc Ninh va mét sé doanh nghiép khac.

- V6i cac dit liéu so cap: Dé tai thu thap thong tin thong qua diéu tra khao sat
véi cac dbi tuong khach hang st dung dich vu bang héi dugc thiét ké sdn. Noi dung
cac cau hoi trong bang hoi lién quan dén hoat dong Marketing - Mix dich vu
FiberVNN tai VNPT Béc Ninh. Mau khao sat dugc léy theo cach thudn tién. Nguoi
héi dép tra 161 ¥ kién ciia minh bing cach danh déu vao cac 6 twong tng theo mot quy
udc riéng trén bang hoi.

6. Két ciu ciia luiin vin

Ngoai phin mé dau, két luan, tai liéu tham khao, ndi dung cua ludn vin dugc
két cau thanh 3 chuong;

Chuong 1:Mot sb van dé chung vé Marketing —-MIX dich vy va dich vu
FiberVNN

Chuong 2: Thuc trang Marketing -MIX dich vu FiberVNN ctua VNPT Bic
Ninh



Chuong 3: Giai phap hoan thién Marketing —-MIX dich vy FiberVNN cua
VNPT Bic Ninh



Chwong 1

MOT SO VAN PE CHUNG VE MARKETING - MIX DICH VU
VA DICH VU FIBERVNN
Gidi thiéu chuong
Chuong 1 gidi thiéu khai quat vé dich vu FiberVNN, vin d co ban vé Marketing
- Mix dich vy, va ndi dung chién luoc Marketing - Mix. Ngoai ra, chuong nay s€ néu

ra cac nhan t6 anh huong lién quan dén chung.

1.1 Vén dé co ban vé Marketing - Mix dich vu

1.1.1 Khdi niém, vai tro ciia Marketing trong doanh nghiép

Marketing c6 vai tro 1a cau ndi trung gian giita hoat dong cta doanh nghiép va thi
truong, dam bao cho hoat dong ciia doanh nghiép hudéng dén thi truong, 1y thi truong
lam muc tiéu kinh doanh. Noi cach khac, Marketing c6 nhi€ém vu tao ra khach hang
cho doanh nghiép. Sir dung Marketing trong cong tac 1ap ké hoach kinh doanh s& gitp
cho doanh nghiép thyc hién phuong cham ké hoach phai xuét phat tir thi truong. [16]

Marketing quyét dinh va didu phdi sy két ndi cac hoat dong san xuét kinh doanh
cia doanh nghiép véi thi truong. Pam bao cho hoat dong kinh doanh ciia doanh
nghiép hudéng theo thi truong, biét ldy thi truong, nhu cau va wéc mudn cta khach
hang 1am chd dya viing chic nhat cho moi quyét dinh kinh doanh.

Marketing lién két giita nguoi san xut va nguoi tiéu ding: Do c6 sy cach biét vé
khong gian va thoi gian giita ngudi san xuat va ngudi tiéu ding nén cac nha san xuét,
kinh doanh khéng thé nim bét duoc nhimng thong tin vé su thay doi ciia nhu cau tiéu
ding néu nhur khong c6 sy hd trg dic luc ciia hé théng thong tin Marketing.

Nho cac hoat dong Marketing ma nhiing quyét dinh kinh doanh c6 co s¢ khoa hoc
hon, dong thoi giup cac cong ty c6 diéu kién thu thap va xir Iy théng tin mot cach hidu
quéa nhat nham thoa mén t6i da nhu cau ctia khach hang.

Marketing gitp khic phuc nhiing 10i kéu ca, phan nan tir phia ngudi tiéu dung
thong qua viéc nghién ctru hanh vi sau mua cua khach hang. Marketing s€ giup cho
cac cong ty thuong mai tim ra nhitng phuong phép toan dién dé giai quyét, khic phuc
nhitng 10i phan nan cua khach hang dong thdi hoan thién hon vé mat hang kinh doanh
cua minh.

Khuyén khich su phat trién va dua ra nhimg cai méi: Véi nhimg thay doi mau

chong trong thi hiéu, cong nghé, canh tranh, mdi cong ty thuong mai ching thé chi



kinh doanh nhitng mit hang hién c6 cta minh. Khach hang luén mong mudn va cho
doi nhiing mat hang mai va hoan thién hon. Do d6, Marketing chinh 1a mdt cong cu
huéng theo thi trudng, lién két khach hang dam bao sy phat trién tai chinh déc luc dé
cong ty thuong mai trién khai phat trién va tung ra thi truong muyc tiéu cac mat hang
moi.

Bang viéc ap dung hop 1y ngén sach, ngudn luc cho Marketing, doanh nghiép co
thé nang cao kha ning canh tranh ciing nhu nang cao nhan biét dich vu, chét lugng
dich vu. T d6 Marketing co thé dem lai nhitng lgi ich, co hoi vé& mit tai chinh cho

doanh nghiép.

1.1.2 Khdi niém dich vu va Maketing dich vu

Marketing la mét qua trinh quan Iy mang tinh xa héi, nhd dé6 ma céc ca nhan va
tap thé c6 dugc nhitng gi ho cin va mong mudn thong qua viéce tao ra, chao ban va trao
doi nhitng san pham c6 gid tri v6i ngudi khéc.

Muc tiéu dich thuc cia Marketing 1a phai biét va hiéu dugc KH, t6t dén murc
cac san pham hay DV cung tmg s& phii hop hoan toan véi KH va ty né s& duge ban.
Nhu vay Marketing 13 hoat dong ctia con ngudi huéng dén viée thoa mén nhu cau va
wéc mudn thong qua céac tién trinh trao doi.
1.1.2.1 Khai niém DV

DV 1a moi hanh dong va két qua ma mot bén co thé cung cip cho bén kia va chu
yéu 1a vo hinh va khong din dén quyén so hiru mot cai gi d6. San pham cta n6 co thé
c6 hay khong gén lién v6i mot san pham vat chat.

Trén géc dd hang hoa, DV 1a hang héa v6 hinh mang lai chudi gid tri théa man mot
nhu cu nao dé cua thi trudng. DV phai gin voi hoat dong dé tao ra no. Cac nhan tb
céu thanh DV khéng nhu nhitng hang hoéa hién hiru, chung khong ton tai dudi dang
hién vat, khong ai cim nhic dugc né. DV 1a mot qué trinh hoat dong, qué trinh d6 dién
ra theo mét trinh tu bao gém nhiéu khéu, nhiéu buéc khac nhau. Mi khau, mdi budc
o thé 1a nhitng DV nhéanh hodc DV ddc 14p v6i DV chinh, d6 1a nhitng DV phu. Mai
loai DV mang lai cho ngudi tiéu dung mét gia tri nao d6. Gia tri cia DV gén lién voi
loi ich ma ngudi ti€u dung nhan dugc tr DV. Gia tri ¢ day thoa man nhu clu mong doi
cua nguoi tiéu dung, né c6 quan h¢ that mat thiét véi loi ich tim kiém va dong co mua
DV
1.1.2.2 Khai niém Marketing DV



Marketing DV 14 sy thich nghi 1y thuyét hé théng véo thi truong DV, bao
gdm qua trinh thu nhan, tim hiéu, danh gi4 va théa man nhu cau cua thi trudng muc
tiéu bang hé thong cac chinh sach, cac bién phap tic dong vao toan bd qué trinh to
chirc SX cung tng va tiéu ding DV thong qua phan phdi cac ngudn luc cia to chirc.
Marketing DV duoc duy tri trong su ning dong qua lai giita san phim DV véi nhu cau
clia ngudi tiéu ding va nhitng hoat déng cua dbi thii canh tranh trén nén tang can bing
lgi ich gitta DN, nguoi ti€u dung va xa hoi.

1.1.3 Marketing - Mix va Markting Mix cho dich vu

Marketing - Mix la su tdp hop cac phuong tién Marketing co thé kiém soat
duge ma DN phdi hop sir dung dé tao nén su dép ung can thiét trong thi truong muc
tiéu nham dat duoc muc tiéu Marketing ctia minh.

C6 nhiéu cong cu khac nhau dugc st dung trong Marketing - Mix, nhung theo
J.McCarthi dd dua ra cach phan loai cic cong cu nay theo bon yéu té goi 14 4 P:

P1: Product: San pham;

P2: Price: Gia ca;

P3: Place: Phén phéi;

P4: Promotion: Xtc tién thuong mai.

Xuc tién
thwong mai
(Promotio

MARKETING
MIX

Hinh 1.1: So @ M® hinh 4P

Cac DN thyc hién Marketing - Mix bang cach phéi hop 4 yéu té chi yéu do dé
tac dong lam thay ddi strc cau TT vé san pham ctia minh theo hudng c6 loi cho kinh

doanh cua DN.
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Tuy nhién v&i 4P chi 1a cong thitc Marketing truyén thong, hién nay d6i véi cac
nganh kinh doanh DV, ngudi ta da cht y phat trién dén céc P dac thu khac, d6 1a:

People: Con nguoi ;

Process: Quy trinh;

Phycical Evidence: Minh ching hiru hinh;

Provision of customer services: Dich vu khach hang;

Phylosophy: Triét 1y kinh doanh.

Do tinh dic thi vé DV dang nghién ciru, nén chu dé tai chi dé cap dén cac P can
tiép can phu hop voi nganh nghé cung cip DV Internet bing rong.

Céc bién ctia mdi yéu t6 P duoc thé hién nhu sau:

P1: Dich vu bao gém: Loai hinh DV, chét luong DV, tinh nang DV, t€n thuong
hiéu DV, bao hanh, DV dinh kém, tra lai.

P2: Gia ca: bao gom : Gia quy dinh, bt gia, chiét khiu, ky han thanh toan, diéu
kién tra cham.

P3: Phén phdi: Loai kénh, pham vi, danh myc DV, dia diém, dy trit, van
chuyén.

P4: Xuc tién thuong mai: Kich thich tiéu thy, quang céo, lyc lugng ban hang,
quan hé cong chung, Marketing tryc tiép.

P5: Con ngudi: Nhan vién, ddi tugng KH, thong dat van hoa va gia tri, nghién
ctru nhan vién.

P6: Quy trinh: Luéng hoat dong, 8 budc tién hanh, méc do lién quan cua KH.

P7: Dich vy khach hang: Quan 1y céc loai nhu clu ctia KH, cac hoat dong dinh
hudng nang cao chét luong phuc vu KH, thiét 1ap quan hé KH, Marketing truc tiép

1.2 N§i dung hoat dong Marketing — Mix

1.2.1 Nghién cvwu thi truwong xdc dinh thi truwong muc tiéu

Thi trueong 12 tap hop cac ca nhan va t chirc thuc hién dang c6 nhu cau mua va
¢6 nhu ciu doi hoi can dugc théa man. Dé tién hanh cac hoat dong Marketing duoc
hiéu qua, cac nha quan tri marketing can phai tién hanh phan chia thi truong ra thanh
nhiing by phan nguoi tiéu ding theo mot s6 tiéu chuan nao d6 trén co s nhitng quan
diém khéc biét vé nhu ciu, vi du phan chia theo lra tudi, theo gigi tinh, theo thu nhap,



11

theo nghé nghiép, theo noi cu trii v.v... qua dé, cac nha quan tri Marketing s& phan
tich, danh gia va lua chon ra khic thi trudng muc tiéu cho doanh nghiép, tir d6 co thé
thiét 1ap va hoach dinh nhiing chién luoc marketing cho tirng khc thi truong muc tiéu

d6 mot cach phu hop.

Lya chon thi truong muc tiéu va dinh vi thi truong 1a khau khong thé thiéu duoc
trong cdng tac quan tri marketing, c6 thé khai quat giai doan nay theo so d6 dudi day:

Phan doan thi truong
(Segmentation)
1. Xac dinh cac can cur
phan doan va tién hanh

phén doan thi truong

Chon thi truong
muc ti€u

(Market targeting)
1. banh gia mtac do
hap dén cua timg
doan thi truong
2. Chon mot hoac
mot vai doan lam

Dinh vi thi truong
(Market
Positioning)

1. Xéc dinh vi thé &
tung doan thi truong
muc tiéu
2. Xay dung chuong
trinh Marketing-mix

2. Xéc dinh dic diém cho thi truong muc

thi truong muc N
tieu

clia timg thi trudng da tiéu

Hinh 1.2. Qua trinh lya chon muc tiéu va dinh vi thi truong
- Phén doan thi truong
Phén doan thi truong 1 mot qué trinh phan chia thi truong tong thé thanh nhiéu
nhom khach hang khac nhau theo nhing tiéu thirc nhét dinh sao cho mdi nhom gom

nhitng khach hang c6 nhimg dic diém chung, c¢6 nhu cau va hanh vi mua giéng nhau .

Bang 1.1: Mt s6 tiéu thirc phan doan thi trudmg ciia DN vién thong

Co sé phian doan Tiéu thirc phén doan Pip tng ciia DN vién théng

Thi trwong tiéu dung:

Theo dia du Theo mién (Béc, Trung, Nam); Két chu gia cude voi nhitng mirc
thanh thi/ nong thon/ mién nui; | gia khac nhau
trong nudc/ quoc té
Theo nhan khau Thu nhap, nghé nghiép, trinh @60 | Gidi thiéu céc dich vu vién thong
hoc hoc van v&i nhiéu tién ich tich hgp cong
ngh¢ hién dai trong chudi gia tri
dich vu
Theo 19¢i ich ky Gia thép. chét luong cao, dich Thiét ké céc: dich vy vién thong
vong vu hoan hao voi muc chat lugng va gia cude
khac nhau
Theo thai d6 ung Dip mua sdm va Iy do mua sim | Céc chwong trinh xtc tién vao cac
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i ngay dac biét

Thi trwong td chire

Quy mo kinh Nho, vira, 16n Thuc hién ban hang ca nhan, ban
doanh hang theo nhém do &p lyc dam
phan cta nguoi mua

Nganh nghé kinh C(’g hodc khong st dupg dich vu | Cung Ging ‘céc dich vu “may do”
doanh vién thong trong chuoi hoat theo yéu cau
dong cua cong ty

Chién lugc canh Khac biét hoa hay chi phi téi vu | Thiét ké san phim wu viét v6i gia

tranh cao d4p ing yéu ciu khac biét hoa
cua nguoi mua

Nguoi ra quyét Quy trinh mua phirc tap hay don | Thiét k& thong diép chao hang hip

dinh mua hodc quy | gian. Nguoi quyét dinh 1a: giam | dén voi tiéu chudn danh gia cua

trinh mua dbc, truong phong, nhdn vién,... | ngudi quyét dinh

Loai hinh s¢ hitu Cong ty tu nhan, cong ty s¢ hiru D& nghi cac gia tri phi hop voi
nha nudc, t6 chirc chinh phu,... | dong co mua hang hodc sy lufa
chon céc dac tinh cta san pham

Co chu va tan sudt | Déu dan hay dot xut Ha gia d6i v6i hop ddng dai han
dat hang va lién tuc

- Dé phan doan hi¢u qua, cic diéu kién duoc dit ra nhu sau:

+ Nhan dang duoc: DN vién thong c6 thé nhan dang cac nhom khach hang va do
ludng duge cac dic diém can thiét. VD: quy mo, kha ning tai chinh, dic diém nhan
khau.

+ Phan biét: cac phan khuc phai phan biét thong qua viéc phan ng voi céac
chuong trinh marketing.

+ Pu quy mé: phan khac phai du 16n dé dem lai loi nhuan.

+ Tiép can dugc: DN c6 thé thuc hién cac hoat dong truyén thong va phan phbi
¢6 hiéu qua.

+ On dinh va kha thi: cac khac thi truong phai on dinh, cac ké hoach tiép can ban
hang phai c6 kha néng thuc hién.

+ Lwa chon thi trweong muc tiéu

Thi truong muyc tiéu la mdt hodc vai doan thi truong ma doanh nghiép lya chon
va quyét dinh tap trung nd luc marketing vao do nhim dat dugc muc tidu kinh doanh
cua minh.

Dé c6 cac quyét dinh xac dang vé doan thi truong dugc lya chon, ngudi lam
marketing can thyc hién hai cong viéc sau: danh gia sirc hap dan cia thi truong, lua
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chon nhirng doan thi truong doanh nghiép s€ phuc vu (thi truong muc tiéu). Viée lya
chon céac doan thi truong muyc tiéu can tinh dén cac yéu td sau day:

Kha ning tai chinh ciia doanh nghiép: Néu kha nang tai chinh c¢6 han thi hop 1y
nhét 13 tap trung vao mot doan thi truong nao d6 (chién luge marketing tap trung).

Dic diém vé san phdm: Doanh nghiép c6 thé chiém linh tit ca doan thi truong
(chién Iugc marketing khong phan biét) voi nhimg san phdm don diéu nhu trai buoi
hay thép. P6i v6i mat hang co thé khac nhau vé két cu nhu: may anh, 6 t6, xe mdy...
thi chién lugc marketing tap trung 1a pht hop hon.

Chu ky séng san phiam: Khi doanh nghiép dwa mot san phdm méi ra thi trudng
thi chi nén chao ban theo phuong 4n san phim méi, c6 thé sir dung chién lugc
marketing khong phan bi¢t hay marketing tap trung.

Mirc d6 ddng nhat cua thi truong: Néu ngudi mua déu ¢ thi hiéu nhu nhau thi ho
s& mua cung s lwong hang hoa trong cing mot khoang thoi gian va phan tmg nhu
nhau d6i v6i nhimg kich thich vé marketing thi nén st dung chién lugc marketing
khong phan biét.

Nhirng chién lugc marketing cla dbi tha canh tranh: Néu cac ddi tha canh tranh
tién hanh phan doan thi truong va c6 chién luoc marketing phan biét cho mdi doan thi
truong thi viéc st dung chién lugc marketing khong phéan biét co thé sé that bai.
Nguoc lai, néu cac ddi thu canh tranh st dung chién luoc marketing khong phan biét
thi doanh nghiép c6 thé sir dung chién lugc marketing phan biét hay chién luoc
marketing tap trung.

T6m lgi thi trwong xde dinh thi trirong muc tiéu bao gom:

- Nhu cau cia KH théng qua diéu tra thi truong: Moi hoat dong cua chién
luge Marketing Mix s& khong thich tmg véi thi truong néu nhu khéng duya trén s¢ ctr
tir nhu cau KH.

- Chu ky song DV: Bé phat huy kha nang phét trién DV trén thi truong, can
hiéu rd giai doan trong chu ky séng cua DV. Chién lugc Marketing Mix cang bam
sat dac diém cua chu ky séng DV thi cang d& phét huy tic dung diy manh phat trién
DV chiém linh thi truong. Vi vdy chién lugc Marketing Mix DV Internet bing rong
s& dé xuat trén co so DV dang trén da phét trién dén giai doan ting truong (DV
FiberVNN) va truong thanh (DV MegaVNN).

- Pung trén quan diém ngudi mua (C — Cutosmer): Liy KH lam trung tam,
ban DV cho KH la ban cho KH 1 giai phép dé giai quyét nhu cau cia KH, chir
khéng phai ban DV co ban nhiam ting cao sy thoa man va hai long cia KH.
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- Phd hop v6i dinh hudng phét trién mang Internet bang rong cua tinh va dinh
huéng kinh doanh ciia VNPT Bic Ninh.

- Khai thac ti da cac thé manh va thoi co, tim co hoi trong diém yéu va thach
thirc.

1.2.2 Xdy dwng cdc chwong trinh Marketing Mix

Trén co s& nghién cuu thi truong xac dinh thi truong muc tiéu néi trén, doanh
nghiép phét trién céc chién thuat marketing mix bao gébm cac quyét dinh lién quan dén
4P nhu san pham, gia ca, phan phdi. 4 P gom c6: San pham (Product), Gia (Price), Xdc
tién ban (Promotion) va Phan phéi (placement), duoc mé ta nhu sau:

/" Sanphim T
i - Chét luong :’ Hé thong phéan ‘:
! - Thiét ké o phoi
i - Tinh néng P Kfnh phanﬂ phoi |
! - Nhan hiéu | - Do bao phi :
1 - Baobi-dong goi v D{a dlﬁm :
i - Dich vu di kem i - Vanti ;
E \T Hau can o
Khéach hang
muc tiéu
(o Gided /" Xac tién hdn hop
;-Dinhgid / i -Quéng cdo E
! - Chién lugc gid | E -Ban hang ca :
i - Phuong thire ' nhan |
' thanh toan ' : “Khuyén mai :
i E i -Quan hé cong E
M . i ching :

Hinh 1.3 ljf;ng quat ndi dung xiy dung chién lwgc Marketing
» Cac quyét dinh ve san pham

- Chat lirong

Chat lugng la yéu té quan trong nhat ddi vai mot san pham/dich vu bét ky.
San pham nao khi tung ra thi truong déu phai c6 chét lugng tét bai thuc té, khach
hang khong bao gio lya chon san pham chét lwong toi. Chat lugng tét ¢ day c6
nghia 1a c6 kha ning théa man nhu cau khach hang, d6 bén dat yéu cau, khong c6
tinh doc hai ddi véi nguoi s dung ciing nhu 1a méi truong xung quanh. Con vé
murc do chat lwong so vé&i cac d6i thi canh tranh (chat luong cao hon, thap hon hay
ngang ngira d6i thu) s& do cdng viéc dinh vi san pham quyét dinh.

- Thiét ké
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Déi vai cac san pham hiru hinh, yéu t6 thiét ké ciing khong kém phan quan trong.
Noi dung, ddc diém thiét ké bao gom:

+ Hinh dang: gon, tién dung, dep mit,...

+ Mau sic: xanh, do, vang tim...

+ Hinh anh: Ca si, dién vién, nhan vat hoat hinh, hoa tiét, logo, slogan...

- Tinh nang

Tinh ning la yéu t6 dem dén kha nang canh tranh cho san pham/dich vu. Théng
thuong, viéc xay dung tinh nang s& do bo phan R&D (Nghién ctu va Phét trién) cling
bo phan san xuét thuc hién. Tuy nhién, nhitng ngudi lam marketing s& chiu tréch
nhiém trong viéc dinh huéng viéc xay dung sao cho phu hop véi nhu cau, mong muén
cua khach hang muc tiéu.

Vi du: Dich vu Internet di kém nhiing tinh ning nhu IP dong, hd tro bang thong.

- Nhén hiéu

Nhén hiéu 1a dic diém nhan dang caa mot hoic mot nhdm san pham trén thi
treong. Nhan hiéu cua mot san pham bao gém tén goi, logo, hinh anh, slogan. Viéc hra
chon tén goi, logo, hinh anh, slogan phu thudc vao nhiéu yéu té nhu dic thu thi truong,
dic tinh san pham/dich vu, canh tranh, muyc tiéu cia doanh nghiép. Can chi y slogan
phai dugc dit 1am sao vira dé phan biét véi san pham ddi tha, vira thé hién gia tri san
pham dén véi khach hang muc tiéu mot cach cu thé (Theo quyén sach Bi quyét dé tro
thanh siéu sao marketing cua Jeffery J.Fox).

- Bao bi dong géi

Quyét dinh vé céc thong tin trén bao bi, tlly vao nhimg diéu kién cu thé ma céc
nha san xuat bao bi quyét dinh dua thong tin gi trén bao bi va dua chung nhu thé nao?

Thong thudng céc thdng tin cha yéu la:

+ Thong tin vé san pham, chi rd d6 1a hang gi.

+ Thong tin v& ngay, ngudi, noi san Xxuit va cac dic tinh san pham.

+ Thong tin vé ky thuat an toan khi sir dung.

+ Thong tin vé phim chét san pham.

+ M4 s6, ma vach.

- Dich vu di kem

Tuy vao ting loai hang ma tam quan trong cua dich vu khach hang s& khac nhau.

Khi quyét dinh vé dich vy, cong ty phai cin ctr vao bdn yéu t chinh 1a dic diém san
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pham, doi héi cua khach hang, dich vu cua déi thu canh tranh danh cho khach hang va
kha nang cta cong ty.

- Phat trién san pham méi

Do nhimng thay d6i nhanh chéng vé thi hiéu, cong nghé, tinh hinh canh tranh
codng ty khong thé ton tai va phat trién néu chi dua vao nhitng san pham hién c6. Vi
vay mdi cong ty déu phai quan tdm dén chuong trinh phat trién san pham méi néu
mudn ton tai va phat trién véi uy tin ngay cang ting.

> Gia ca (Price)

- Chién lirgc gia bao gdm bén noi dung co ban:

+ Nim bt va dy bao mot cach chinh x4c mirc d6 anh hudng cua cac yéu to tac
dong dén cac quyét dinh vé gia.

+ Xac dinh muc gia chao hang, gia bén, gia san pham mai, khung gia, gia gioi
han, thoi han thanh toan gia... Do 1a viéc xac dinh nhitng mirc gia cu thé cho tung mat
hang, kiéu kénh phéan phéi, thoi gian va dia diém tiéu thy, phuong thic thanh toan.

+ Ra c4c quyét dinh diéu chinh va thay dbi gia theo méi truong kinh doanh luén
bién dbi.

+ Lua chon nhiing tng xu thich hop trudc nhitng hoat dong canh tranh qua gia
ca.

- Cdc yéu t6 anh hieong dén quyét dinh vé gid bao gdbm nhimg yéu té bén trong
va yéu t6 bén ngoai, ¢ thé dwoc khai quat qua so d6 sau:

— Cac yéu tb bén ngoai
Cac yéu to bén trong - bac diém thi truong va cau
- Cac myc tiéu Marketing Ca &t dinh va eid - Ban chat va co cau canh
- Marketing mix - Chi phi san » 8¢ quyctdinh ve gid ¢ tranh
xuat - CAc yéu to khéc - Céc yéu t6 khac

Hinh 1.4: Cac yéu t6 anh hwéng dén quyét dinh v& gia
- Xdc dinh mike gid co bdn
+ Xac dinh muc tiéu dinh gig;
+ Xéc dinh ciu ¢ thi trudng muyc tiéu;
+ Xac dinh chi phi phuc vu cho viéc dinh gi4;

+ Phan tich san pham va gi4 ca cua di thu canh tranh;
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+ Lua chon phuong phap dinh gi4;

+ Lya chon mirc gia cu thé.

- Cdc chién lwpc gid

+ Xac dinh gi4 cho san pham méi: nhiing chién luoc vé gia duoc &p dung cho
giai doan dau cua chu ky song san pham la chién luoc gid hét vang, chién lugc gia
tham nhap.

+ Chién luoc gia &p dung cho danh muc san pham: dinh gia cho chang loai san
phdm, x4c dinh gia cho nhitng san pham phu thém, xac dinh gia cho nhiing san pham
kém theo bat budc, dinh gia cho nhiing san pham phu.

+ Céc chién lugc diéu chinh mirc gia co ban.

+ Thay dbi gia: trong nhimng trudng hop do nhiing bién déi cua méi trudong kinh
doanh, cac doanh nghiép budc phai thay ddi ca nhing chién lugc dinh gia cia minh,
nghia 1a phai thay ddi ca mirc gia co ban.

> Promotion (Xtc tién hén hop)

Xuc tién hdn hop 1a cac hoat dong quang céo, khuyén mai, quan hé cong ching
hozc marketing truc tiép nhu giri thu, email nham thdng béo, thuyét phuc va nhic nho
thi truong muc tiéu vé sy ¢d mat caa san pham va céc loi ich do san pham d6 dem lai.

- Qudng c&o: Bao gom moi hinh thirc gigi thiéu mot cach gian tiép va dé cao
nhimg ¥ tuong, hang hoa hoic dich vu duoc thuc hién theo yéu cau;

- XUc tién ban (khuyén mai): 1a nhitng bién phép tac dong tic thoi, ngan han dé
khuyén khich viéc mua san pham hay dich vy;

- Tuyén truyén (quan hé cong chang): La viéc kich thich mot cac gian tiép nham
tang nhu cau vé hang ho4, dich vu hay ting uy tin cia mot don vi kinh doanh bing
cach dwa ra nhitng tin tic c6 y nghia thuong mai vé chlng trén cac 4n pham, cac
phuong tién théng tin dai chlng va mién phi;

- Ban hang ca nhan: La su gidi thiéu bang miéng vé hang hoa qua cudc ddi thoai
vGi mot hodc nhidu khach hang tiém niang nham muc dich ban hang;

- Marketing tryc tiép: La viéc sir dung mot hoac nhiéu cong cu truyén thong
Marketing dé anh huong dén quyét dinh mua truc tiép cua khach hang va tao nén cac
giao dich kinh doanh & moi dia diém.
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Kénh san xuét

—>| Nhén vién tuyén du
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Hinh 1.5: Cac kénh truyén théng marketing dich vu

Dbi vai mdi loai hinh chién lugc xic tién hdn hop, nguoi ta déu cd mot tap hop
cac cong cu chuyén biét dé thuc hién truyén théng Marketing thich hop trong nhiing
thi truong cu thé dbi véi nhung hang hoé cu thé.

- Place (Phan phai)

Phan phdi 1a viéc t6 chirc cac kénh phan phdi khac nhau dé san pham hoac dich
vu ¢6 thé sin sang tiép can va ban cho thi truong khéch hang muc tiéu.

- Quyét dinh s cap cua kénh: tic 1a quyét dinh chiéu dai caa kénh. Kénh khong
cap la kénh marketing truc tiép gdm ngudi san xuét ban hang truc tiép cho khéach hang
cudi ciing. Céc hinh thtc phd bién cua marketing tryuc tiép 1a ban hang luu dong, bén
hang day chuyén, dit hang qua buu dién, ban hang qua dién thoai, ban hang qua ti vi
hozc bén hang tai cac cira hang ciia nha san Xxut.

- Quyét dinh thiét ké kénh: dya trén viéc phan tich nhu cau khach hang, xac dinh
muc tiéu cua kénh, xdy dung nhiing phuong an chinh cua kénh, danh gia phuong an,
két hop véi nhan dinh vé tiém luc va kha nang cia doanh nghiép, doanh nghiép s&
quyét dinh vé thiét ké kénh.
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- Quan tri kénh phan phai: Sau khi xay dyng dwoc kénh phan phdi, nha quan tri
phai khéng ngimg thic day kénh phan phéi, xem xét kénh phan phéi, danh gia va loai
bo, hoic bd sung dé hoan thién kénh phan phéi, hoic giai quyét cac quan hé hop téc,
mau thuin hoic canh tranh gitra cac kénh phan phdi.

Nhu vay, trong 4P néu trén, san pham, gia, xuc tién khuyén mai va phan phéi
phai phdi hop hai hoa voi nhau. Nha quan tri marketing khi diéu chinh cac céng cu
marketing mix can phai tinh dén tac dong tsi cac cong cu khac dé didu chinh chinh
hop 1y.

Bang 1.2: Sy phit hep ciia diic diém chu ky séng sdn phAm/DV va chién lrgec Marketing
Mix

Pic diém Gioi thiéu Tang trudéng Trwéng thanh Suy giam
Doanh thu Théap Téang nhanh Dat dinh diém Suy giam
Chi phi Chi phi trén KH | Chi phi trén Chi phi trén KH Chi phi trén
cao KH trung binh thip KH thép
Loi nhuan Am Tang Cao Giam
Khéch hang Nguoi tién Nguoi ap Chiém da s6 Nguoi cham
phong dung ban dau tré
Déi thu It Tang lén S6 lugng on dinh, S6 lugng
canh tranh bat dau giam giam
Muc tiéu Taorasan | Toidahoathi | Toidahodloi | Gidm chitiéu
Marketing | phim, nhan biét phan nhuén va giir thi va khai thac
va thtr nghiém ph?m nhan hiéu
Chién lrgc Marketing Mix
San pham Tung ra san Béan, mo rong | Da dang hoa nhan | Loai bo nhiing
pham co ban san pham, hiéu va chung loai chung loai
DV, bao hanh kém
Gia ca Theo chi phi Gié tham Gia canh tranh Giam gia
nhép thi
truong
Kénh phan | Tién hanh phan | Tién hanh Tién hanh phan | Bo b6t nhing
phdi phdi co lya chon | phéan phbi phdi ting cuong kénh khéng
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tang cuong

hon

hiéu qua

Quaéng cao

Giéi thiéu san

pham, DV dén

Gidi thiéu va

quan tdm dén

Nhan manh sy khac

nhau vé€ nhan hiéu

Giam dén

murc can thiet

ngudi tiéu dung thi truong va loi ich dé duy tri sy
va kinh doanh rong 16n trung thanh
tién phong
Xuc tien ban | Sur dung xuc Giam dé khai | Tang khuyén khich | Giam t¢i muac

hang

tién ban hang
tang cuong dé

161 kéo dung thtr

thac 1oi thé
cau nguoai tiéu

dung l6n

chuyén nhan hi¢u

tdi da

1.2.3 Céc chinh sach Marketing Mix
1.2.3.1 Chinh sé&ch san pham/DV:

San pham 1a moi thir ¢6 thé chao bén trén thi truong, dé chl y, mua, sir dung,
hay tiéu dung, c6 thé théa man dugc mot mong mudn hay nhu cau.

Khi 1ap ké hoach chao hang hay san pham cia minh nha kinh doanh can suy
nghi theo hai mirc 1a DV cbt 16i (co ban) va DV bao quanh. DV co ban la DV chinh
quyét dinh hé thong DV cua DN. N6 théa man mot loai nhu ciu nhit dinh vi nd
mang lai mot loai gid tri loi ich cu thé gitp KH phan biét DV nay véi DV khéc.

DV co ban quyét dinh ban chit cia DV, gin lién voi hé thong SX cung ung
DV va I6i k¥ thuat cia hé thong san xuit DV. M&i DV cung tng cho KH trén TT
bao gid ciing ¢6 phan co ban ciia nd. DV co ban va DV bao quanh I nhimg DV
riéng biét trong cing hé théng dé tao ra DV tong thé. Pé tao ra cac loai DV khac
nhau cd thé thyc hién thong qua viéc lam thay d6i han gia tri cia DV co ban. DV co
ban ¢6 thé chiém 70% chi phi cua DV tong thé, song tic dong dé KH nhan biét
thuong chiém khoang 30%.
1.2.3.2 Chinh séch gia:

Gia ca la yéu té duy nhat trong Marketing - Mix tao ra doanh thu, cac yéu tb
khéc thi tao ra gia thanh. Tuy nhién nhiéu DN da méc sai lam trong viéc dinh gia, xi
ly gia: Pho bién nhat 1a dinh hudng qué nhiéu vao chi phi, it thay doi gia cho phu

hop véi nhitng bién dbi gia cua thi trudong, gia dugc tung ra doc lap voi cac yéu to
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khac ciia Marketing - Mix, khéng diéu chinh gi4 linh hoat, ding muc theo nhimng
phéan doan thi truong khac nhau.

Trude day gia 1a mot yéu td quyét dinh sy lwa chon cua ngudi mua, song ngay
nay, cac yéu t6 phi gia ca ciing tré nén quan trong trong viéc lua chon cua ngudi tiéu
dung.

Viée dinh gia san phdm c6 y nghia quan trong ddi véi DN vi né anh huong
tryc tiép dén doanh sb va loi nhuan.

- Nhitng quyét dinh vé gia phi:

D6 1a nhitng van dé thuong dé cap, song khong phai tat ca déu phu thudc muc
tiéu dinh gia. Dé thuc hién dinh gid c6 hiéu qua, DN phai quyét dinh céc van dé co
lién quan téi nhitng ndi dung nhu: Vi tri DV trén thi truong; muc tiéu Marketing cta
DN; Chu ky séng ciia DV; D6 co ddn cia nhu cau; Cac yéu t6 ciu thanh chi phi;
Nhimg yéu t6 dau vao cua DV; Hién trang ctia nén Kinh té; Kha ning cung tmg DV.

- Chon phwong phép dinh gia: Mot s6 phuong phap dinh gia nhu sau:

* Pinh gia bang chi phi cong thém.

* Pinh gid v&i muc tiéu thu hoi von.

* Dinh gia dua vao canh tranh.

Canh tranh chi phéi su hinh thanh gia. Trong c6ng nghiép DV, chi phi ¢ dinh
ludn c6 xu hudng ha thip trong mdi don vi DV. Néu khong c6 canh tranh gi& ca c6
thé ha gan t6i muc chi phi ¢ dinh. Nguoc lai, néu ¢6 canh tranh sy ha gia s& déi lap
v6i cac hdng canh tranh dé duy tri khéi luong béan. Két qua dan téi su canh tranh vé
gid v6i quy mo 16n va day chuyén.

DN can nghién ctru chi phi va phuong thire dinh gié cia cac hdng canh tranh,
mirc gia va loi nhuan cua ho. Can so sanh cac murc gid va chat luong DV cua céc
hang canh tranh chinh véi DN trén mdi doan thi truong. Viéc ndm duge chi phi va
chi phi co hoi cua cac hdng canh tranh 13 nhitng yéu t6 quan trong trong phan tich,
danh gi4 va dwa ra nhitng quyét dinh vé gia ca cia DN thyuc hién canh tranh trén thi
truong.

* Dinh gia tron géi DV:
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Mot s6 nganh DV da tan dung khai théc chi phi ¢ dinh, ting hiéu qua cua chi
phi dau tu nén hoat dong nhiéu loai DV két hop, cac DV c6 thé san sé nhing chi phi
chung cho nhau. DV tac dong 1an nhau trong cung tmg va tiéu ding phé bién la DV
tron goi.

Dé xac dinh duogc gia tron goi, DN phai thuc hién sao cho mang lai loi ich
nhiéu hon cho KH khi ho mua tron goi. Hon nira phai tao ra dugc thang du tiéu thu
giita cac loai DV, d6 1 hiéu qua kinh té cua sy tron goi.

Hiéu qua kinh té cua su tron goi, ban riéng cac géi:

Gia str ¢6 hai DV A & B tuong tng véi gia ting DV khéng ban theo goi la Pa
va Pb. Khi thyc hién béan tron goi hai DV, ta c6 muc gia P(a+b) trong d6 gid DV A
s& 13 P*a va DV B la P*b. DBé khuyén khich mua tron géi, P(a+b) phai < Pa + Pb.
Nhu vy P*a < Pa, truong hop nay duogc coi la sy ha gid so véi gia riéng ré. Trong
gia tron g6i con xuat hién thing du tiéu thu. Do 1a thuc hién dich chuyén gia tri gitra
cac DV trong goi lam cho ching tro nén hap dan hon d6i véi KH. Théng thuong
nhitng DV ¢6 chét lugng va KH ¢6 nhu cau tiéu ding, DV d6 s& dugc thuc hién muc
gia cao hon dong thoi ha gia DV, KH it quan tam trong goi so véi gia tri cua ching.
Lam nhu vay ching ta da chuyén dich gia tri tir DV ¢ nhu cau cao sang DV ¢6 nhu
cau thap. Khi mua mdi KH s& hinh thanh gia riéng, s& sin sang mua déi véi ting
DV. KH mua khi gi4 tron g6i thip hon hoic bang murc gia du kién cua ho.

* Pinh gia kiém soat nhu cau:

Gia kiém soat nhu cau. Nhu cau DV réat kho dy doan va thuong thay doi dot
ngot, khi cao khi thap. Gia ca dugc xac dinh nhiam khuyén khich KH dich chuyén
nhu cau, tir ky cao diém xudng thap diém, tao nén nhu cau 6n dinh hon, thun tién
cho hoat dong cung ung. D¢ thuc hién nhiém vu ndy, DN thuc hién mirc gid thp
trong thoi gian it khach va gia cao khi dong khach dong thoi hinh thanh mét ciu tric
DV hop ly.

- CAC chién lwgc diéu khién gia cd.

Céc DN thuong phai diéu chinh gid ban do nhimng diéu kién, hoan canh mdi

truong thay dbi hodc do cac yéu té lién quan dén KH. Céc chién lugc didu chinh gia

bao gom:
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+ Gia chiét khiu:

e Chiét khdu tién mdt: Chiét khau tién mat 12 sy giam gia cho nhiing ngudi mua
ndo thanh toan sém.

e Chiét khau sé heong 14 sy giam gia cho nhitng ngudi mua nhiéu.

o Chiét khdu chirc nang con dwoc goi la chiét khiu thuvong mai duwoc nha SX
gianh cho cac thanh vién trong kénh phan phdi nham kich thich ho hoan thanh
t6t cac cong viéc cia ho.

+ Chién lwgc gia phan bigt: Cac nhém nguoi khéc nhau tra nhimg muc gia
khac nhau cho cing mot DV. KH mua DV & nhém nao chi dugce tiéu dung tai nhém
d6 va doan nhu ciu phai du 16n dé cé thé t6 chirc kinh doanh. KH khong bi nham 1an
khi str dung céc gia khéc nhau.
1.2.3.3 Chinh sach phan phéi:

- Khai quéat vé KPP DV: KPP trong DV ¢6 khéi niém rong hon nhiéu so véi
KPP thong thuong. KPP dugc hinh thanh bét ngudn tir cAc yéu tb: san pham DV,
thwong luong, théng tin, s¢ hitu, hoat dong XxUc tién.

KPP trong DV thong thuong la nhimg kénh ngén, kénh truc tiép, KPP thyc
chat 1 viéc tham gia tac dong truc tiép vao viéc dwa KH t6i tiéu dung. Thanh vién
trong kénh gdm: ngudi cung cip DV, céc trung gian (cac van phong, chi nhanh hay
céc dai ly) va ngudi tiéu dung.

C6 3 phan chinh biéu hién trong kénh, mdi thanh vién thuc hién nhimg chic
nang nhit dinh, 1am tang thém gié tri cua DV. Mdi quan hé giitra DN cung ung DV
va trung gian thuong ndi 1én nhimg mau thuin vé quyén luc va loi ich trong phéan
phdi. Mdi quan hé giira trung gian va KH it mau thuin hon, mirc d6 ciing khdng gay
git, ca hai déu c6 nhiing lgi thé riéng va c6 thé bugc ddi phuong thyuc hién nhiing
yéu cau nao do caa minh.

Mot DN cung tmg DV ¢6 thé sir dung phac dd6 KPP dé minh hoa nhiing su
khéc biét giita hé thong KPP ctia minh véi cac dbi thu canh tranh, ngudi lap ké hoach
sir dung phac d6 dé thiét ké cac chién lugc thay thé cua cac KPP.

- Dinh huwéng chién lugc kénh:
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Marketing da chidu xut hién khi mot hang DV thyc hién da dang héa DV, da
dang hoéa trung gian, da dang héa KH muc tiéu.

+ Hoi tu: voi phuong cach tiép can ndy hing DV ban mot loai DV qua nhiéu
dang trung gian, dén mot loai KH. Mot DN sir dung cach ndy mudn dat dén cung
mot loai KH muc tiéu qua mdi phuong tién 6 san.

+ Thich nghi: trong cach tiép can nay DN ban mét loai DV cu thé qua mot sb
loai trung gian va dang KPP dén nhiéu loai KH khac nhau. Véi chién lugc nay cho
phép DN thuc hién muc tiéu mé rong thi truong, phét trién sang cac doan TT khac
nhau véi nhém KH khac nhau. Phuong phép nay gay han ché cho DN trong viéc tim
hiéu mot sé doan TT riéng biét.

+ Mo rong hé thdng: theo céch tiép can nay mot DN ban nhitng DV khac nhau
qua nhiéu loai KPP khac nhau dén mot loai KH. Néu DN c6 su hiéu biét tot vé KH
thi céch tiép can nay la c6 hiéu qua.

+ Lap day duong 6ng: Trong cach tiép can nay DN béan nhiéu loai DV qua
mdt loai trung gian dén nhimg doan TT khac nhau. Nhimng ngudi trung gian thanh
cong s& tao ra dugc thé luc véi cac hang DV.

+ Tran ngép thi trudng: theo cach tiép can ndy DN phan phéi nhitng DV khac
nhau qua nhiéu loai trung gian khac nhau dén nhitng TT khéc nhau. Chién luoc nay
cho phép DN chiém linh todn bo TT voi cdc DV caa minh. Hé théng KPP nay rat
rong 16n, ca trong pham vi khdng gian va thoi gian. Bat loi cia phuong thic nay la
khau t6 chc.

- Hé thong KPP trong DV: gdm cac loai sau:

+ KPP truc tiép: Loai kénh nay thich hop nhét d6i voi DV. Kénh truc tiép c6
hai loai 1a KPP tai DN va KPP t6i tan nhd KH theo hop dong. Hai loai kénh nay
thich hop v6i DV thuan tuy, mirc d6 quan hé giita ngudi cung tmg va nguoi tiéu

dung cao.

Ngudi cung cip > Nguoi tiéu dung
bV —— DVtainha ——»

_Hinh 1.6: So d6 kénh phan phéi truc tiép.
+ KPP gian tiép: KPP gian tiép c6 su tham gia cua trung gian.
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Nguoi ———— Dailyvaméigioi ———— > Nguoi
cung cap tiéu dung
DV

— Dailyban — Pailymua ——>

Hinh 1.7: So d6 kénh phan phéi gian tiép.
1.2.3.4 Chinh sach xuc tién thwong mai:

Chinh sach nay giir vai tro rat quan trong trong Marketing hdn hop: N6 cung
cip thong tin cho KH va nhiing giai phép vé nhitng mdi quan hé ndi bd ciing nhu
mdi quan hé thi trudng. Giao tiép thiét lap su rd rang, su dinh vi va gidp KH nhan
thirc ddy dii hon gia tri DV.

N6 bao gdom céc hoat dong: quang cdo, giao tiép ca nhan DV, khuyén khich
tidu thy, truyén miéng, hoat dong giao té.

- Quang céo: Chirc ning quang céo trong DV la xac dinh thong tin vé DV,
dinh vi DV, phét trién khai niém dich vy, nhan thic tot hon vé sé luong va chit
lugng DV, hinh thanh mirc 6 mong doi va thuyét phuc KH mua hang.

Do dic diém khong hién hiru ciia DV da mang lai nhiéu khé khan cho hoat
dong quang céo. Quang céo khong tryc tiép vao DV nén phai tap trung vao céc dau
mdi hitu hinh vao céc dau hiéu vét chit nhim gidp cac ddi tuong nhan tin nhan dang
rd nét vé DV.

- Truyén miéng trong chuyén giao DV: Thong tin truyén miéng rat thich hop
trong hoat dong giao tiép DV giira nhan vién cung tmg va KH, phat huy kha ning
tiép thu cua KH va hd trg cho c& nhan hoa. Hon nira trong giao tiép c& nhan, thdng
tin truyén miéng con cung cip nhitng dau méi hitu hinh vé DV, giam rui ro trong tiéu
dung cho KH.

- Giao tiép ca nhan: Pugc coi la ban hang trong DV. D6 1a qué trinh tryc hién
chuyén giao dich vu giita nhan vién cung tng DV véi KH. Giao tiép ca nhan phai
dam nhan ddng thoi cac chirc nang 1a ban hang, hoat dong tao ra DV va kiém soat
DV trén co s& do truyén tin cho KH.

- Khuyén khich tiéu thy:
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Hoat dong khuyén khich tiéu thu trong DV bao gdm viéc st dung céc cong cu
cuing nhing giai phép thich hop trong timg hoan canh cu thé ciia DN va thi truong,
day manh tiéu thu trong ngan han. Cac cong cu kich thich tiéu thu tap trung vao
khuyén khich KH tiéu ding nhiéu hon DV ctua DN bang viéc tao ra nhimng lgi ich
phu thém nhu ting qua, ting thém gia tri cho nguoi sir dung, phiéu du thuong, giai
thudng, cac cudc thi va bao hanh mién phi.
1.2.3.4 Dich vu khach hang

DVKH la mét qué trinh bao gém cac quyét dinh, cac hoat dong dinh hudng
nang cao chit luong phuc vu KH, ludn tao ra DV thoa mén ngay cang cao nhu ciu
mong doi ciia KH nham dinh vi DV, thiét 1ap quan hé lau dai va trung thanh ctia KH
v6i DN va DV cua DN.

Tir nhitng van dé trén cho thady DVKH khong phai 1a cham séc KH. Cham soc
KH chi la mot trong nhitng hoat dong cia DVKH. DVKH la mot hé thdng cac bién
phép, cac chinh sach, 1a mot chudi cac cong viée ndi tiép nhau trong qua trinh cung
cép nham lam ting sy hai long cua KH va duy tri quan hé lau dai voi ho. Pé muc
tiéu cia DVKH duoc thuc hién, DN phai giai quyét cAc van d& nhu: chit lugng DV,

chat luong cac hoat dong phuc vu, Marketing dé ¢ sy hoa nhép giita cac yéu té do.
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Béng 1.3: N¢i dung hoat dgng CSKH theo giai doan

Giai doan Néi dung hoat dong DVKH

- C4c nhiém vu va cac chinh sach DV KH

- Nhan thac cua KH

- Muc tiéu DV KH

Trudc giao dich - C4c qué trinh hd trg cho myc tiéu DV

- Con ngudi, nhitng co ché hd trg cho cac muyc tiéu DV
- H tro vé k¥ thuat, théng tin phan hoi

- Giao tiép DV, bao dam chit luong DV

- Str dung théng tin khac.

Trong giao dich - Quan ly céc loai nhu cau cua KH
- Quan ly thoi gian

- Quan ly céc cép do DV

- Tinh chinh xac cua hé thong

- C4c DV phu

- Cé4c van dé lién quan

- HO tro tai chinh

- Su tép trung

- Thuén tién khi thod man nhu cu tai chd.

- Bao hanh

- Thong tin phan hoi

- Chuong trinh phuc hdi DV

- Kiém tra chat lugng DV

Sau giao dich - Lap ké hoach stra chira

- Théng qua buu dién dé cing c¢b niém tin cho KH
- M6 rong ban hang

- Marketing tryc tiép

- Lap céu lac bo KH trung thanh

- C4c hoat dong KM dot xuat.

(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh )
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1.2.35 Yéutd con nguoi:

- Vai tro vi tri con ngwei trong DV:

Yéu t6 con nguoi giit vi tri rat quan trong trong Marketing DV. Viéc tuyén
chon, dao tao, dong luc va quan Iy con ngudi... chi phdi rat 16n toi sy thanh cong ciia
Marketing DV.

- Nhitng vai tro khac nhau ciia con ngwoi trong DV:

Trong hoat dong cung cdp DV, con ngudi giit cac vi tri khac nhau. Mdi vi tri
cu thé doi hoi ky ning chuyén mdn nghiép vu khéc nhau va dam nhan chtic ning
marketing nhat dinh. Nguoi ta chia sb nguoi trong DN ra thanh bon nhém:

+ Nhom ngudi lién lac: Nhém nay quan hé thuong xuyén véi KH, lién quan
nhiéu t6i Marketing thé ché, niam giir cac chirc vu trong cong ty, quyét dinh chién
luoc kinh doanh, chién luoc Marketing cua cong ty. Nhitng ngudi to chic thuc hién
cac chuong trinh Marketing, ra cac quyét dinh, cAc ménh lénh Marketing hang
ngay...

+ Nhom nguoi hoat dong bién: Nhom nay khong lién quan truc tiép toi
marketing thé ché, thuong & vi tri thip trong t6 chirc thé ché cua cong ty, tiép xic
thudng xuyén véi KH. Timg thanh vién giir vai tro 12 céc thanh bién, thiét 1ap va tao
nén nhitng mdi quan h¢ giita DN véi KH. Doi ngii ndy hiéu biét nhu cau cua KH,
tryc tiép thuc hién DV cung cip cho KH, truc tiép tdc dong téi ning suét, chit luong
DV, t6i viéc thoa man nhu ciu cia KH t6i muc ndo.

+ Nguoi tac dong, nhém nay bao gém nhiing ngudi khong truc tiép thuc hién
DV, khong téc dong vao KH. Nhimg tac dong vao tién trinh thuc hién DV cua DN
nhu thuc hién chién luoc Marketing cua cong ty, nghién ctru Marketing, phat trién
DV méi va cac chitc nang Marketing khac.

+ Nguoi doc 1ap, nhom nady dam nhén nhitng chicc nang khic nhau trong DN
(bén ngoai dong chay mot DV nao d6) khodng truc tiép tiép xdc voi KH va khong
truc tiép tham gia vao hoat dong cung cip DV nao d6 theo quy dinh.

- Vi tri con ngwoi trong cung #mg DV:

Dé tao ra DV, ludn c6 hai dong chay dong hanh la dong chay cong nghé va

dong chay quan tri.
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Trong dong chay cong nghé, ¢ nhan con ngudi giit mot vai DV nao do, tiép
nhan thong tin tir kich ban dé nhan thirc vai minh chiém giir, thyc hién ky niang DV
theo mo binh hanh vi vai caa minh, cung cip DV cho KH.

Trong dong chay quén tri, con nguoi tiép nhan thdng tin tir hé théng quan 1y,
thuc hién su phdi két hop cac k¥ ning giita cAC ca nhan, giita céc t6 chirc, phdi hop
vé khong gian, thoi gian gitra cac yéu t& d6, bao dam cho hé théng quan tri duoc van
hanh dong bo, thong sudt thuc hién SX cung cip DV cho KH.

Nhu vay con nguoi 1a su tong hoa giira hai dong chay cong nghé va dong chay
quén tri trong hoat dong SX DV.
1.2.3.6 Quy trinh dich vu:

C6 hai phuong phép thiét ké qua trinh DV:

- Phuong phdp md hinh héa: St dung mé hinh ta dé dang khai quat duoc toan
bd qué trinh, d& phét hién va hoan thién qua trinh. Qua d6 gilp cAc nha quan trj phat
hién dugc nhitng mau thuan phét sinh trong van hanh cung tmg DV, tinh toan duoc
chi phi, ning suét cho cac budc, cac khau cua ca hé thdng thudc qua trinh.

Str dung cac mo hinh dé xéac dinh qué trinh hoat dong hé thong DV con d& xé&c
dinh cac diém tiép xUc giira to chirc DV va KH. Céc diém tiép xdc |2 nhitng dau mbi
hitu hinh dan téi qua trinh DV. Quan ly DV s& phét huy tac dung tich cuc khi théng
qua cac dau mbi do.

- Phuong phap mé ti nhan dang tuan ty DV: Phuong phép nay ding thiét ké
qué trinh DV trong méi truong hoat dong.

1.3 Giéi thiéu khai quat vé DV FiberVNN

1.3.1 Gigi thi¢gu DV FiberVNN
Dich vu FiberVNN la dich vu internet cap quang toc do cao do VNPT cung
cép. VNPT da trién khai FiberVNN trén toan qudc dé mang toi nhitng trai nghiém
tuyét voi cho khach hang khi sir dung internet va dich vu truyén hinh.
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FiberVNN dem dén v van nhing wu dai tuyét voi danh cho khéch hang.

Bén canh d6 dich vu FiberVNN ciing ¢6 nhiéu wu diém c6 thé ké dén nhu:

Téc do6 truy cap mang nhanh véi hé thong bang thong rong hién dai, dudng
truyén dan hoan todn bang cap quang dén ting dia chi thué bao

Puong truyén on dinh, khach hang khéng con lo ling vé viéc rét mang, khong
bi suy hao tin hiéu boi nhidu dién tir, thoi tiét hay chiéu dai cép.

Miic gia ctia dich vu ciing vo cing hap dan, phd hop véi gia dinh va c& nhan.

Bén canh gi4, dich vu FiberVNN con mang t&i nhiéu wu dai cho khach hang vé
gia cudc, thang sir dung va luu luong, gilp khach hang thoai méi truy cap mang dé
dap tng nhu cu cua minh.

Dich vu hd trg, ldp dit nhanh chéng ciing 1 wu diém cua FiberVNN.

Ngoai str dung FiberVNN khéch hang c6 thé dang ky va lip dit sir dung nhiéu
dich vu trén mot duong truyén. Pay 1a uu diém 16n giup khach hang dé dang hon
trong viéc quan Iy va tiét kiém cude phi.

1.3.2 Pic tinh ciia sdn phdm DV FiberVNN

Dich vu FiberVNN la mét trong nhitng san phdm cia dich vu vién thong nén ¢

6 diy du cac ddc tinh cta san phim dich vu vién thong nhu sau:
1) Tinh vé hinh ciia san pham:

San pham dich vu vién thong 13 hiéu qua cta qua trinh truyén dua tin tic tir
nguoi giri dén ngudi nhédn. Do viy n6 khong phai 1a mot vat pham cy thé. Khach hang
khong nhin thay, khong nghe thay, khong so thay, khong ngui thay. Coé nghia 1a san
pham dich vu khong hép dan truc tiép dén cac giac quan cta khach hang.

Pay chinh 1a mot nhugc diém 16n ctia san pham dich vy, vi khach hang khé nhan
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thirc dugc vé chét lugng, cong dung, lgi ich va khach hang kho bi hip dan. Do vay ban
cac dich vu dich vu vién thong kho hon, doi héi nghé thuét ban hang cao hon.

2) Qué trinh tiéu diing va cung cdp dich vu xdy ra dong thoi, voi sw tham gia
cua cd khach hang va giao dich vién:

Khi khich hang dén qudy giao dich thi qua trinh mua ban va tiéu ding bat dau
xay ra dong thoi. Do vdy nguoi giao dich vién dong hai vai: Khai thac vién va ngudi
ban hang. Vay ho phai duoc dao tao ca hai linh vyc 1a nghiép vu khai thac va tam ly
giao tiép, k¥ thuat ban hang.

Chit lugng DV phu thudc vao tdm trang cua cia giao dich vién. Mbi quan hé
giao tiép giita khach hang va nhan vién c6 anh hudéng 16n dén tm 1y, sy cam nhan cua
khach hang vé chét lugng DV.

3) Dich vu phdi trai qua nhiéu cong dogn o cac don vi khac nhau, dia
phuong khac nhau:

Do 1a cac cong doan di, dén, qua giang.

Nhu vdy, mét noi 1am mat khach hang thi cac noi khac ciing mit theo. Cho nén
moi don vi trong hé thong déu phai nd lyc 1am cho khach hang hai 1ong, bat ké ddi voi
ngudi nhan hay ngudi g, 1a ddi twong phuc vu hay kinh doanh. Phai thay mit cho cac
don vi khac trong h¢ thong dé giup d& hay nhén 15i v6i khach hang. Phai tuan thu
chinh xac céc thé 1¢ quy trinh khai thac théng nhét trén ca nuéc.

1.3.3 Diic diém DV FiberVNN

Téc d6 cao va 6n dinh: Véi tuyén cap qudc té méi APG, VNPT cam két chdm
dut hién tuong gian doan dudng truyén. Pong thoi dam bao tang toe do két ndi va duy
tri duong truyén 6n dinh.

H¢ théng phu khip ca nudce: Khach hang s& khong con lo ling vé viée bi dit
duong truyén hay rét mang khi dang truy cdp vao mang.

Mién phi sir dung Modem: Py 1a wu dii ciia VinaPhone danh cho khach hang
khi ding ky ldp dit mang internet méi. Khach hang s& dwoc cho mwon Modem trong
sudt thoi gian st dung dich vy, gitp khach hang tiét kiém chi phi.

Mién phi cude lép dat: Uu dai nay danh cho nhimng khach hang thanh toan trudc
tién cude tir 6 thang.

Pa dich vu trén 1 duong day: Ngoai dich vu internet khach hang c6 thé tich hop
sir dung thém dich vu MyTV ma chi cin mot duong truyén duy nhét, trai nghiém da
dich vy, tiét kiém va tot nhat danh cho khach hang.
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An toan, bdo mat cao: Phan mém bdo mat F-Secure bdo vé thong tin, chong

virut, ma doc dam bao an toan khi két ndi mang.
1.4 C&c nhan t6 anh hwéng t6i Marketing - Mix dich va Fiber VNN

1.4.1 Nhan 16 bén trong doanh nghiép
Moi truong bén trong bao gém cac nguén luc vé nhén lyc, tai chinh, san xudt,

nghién ciru va phat trién, hé thong thong tin, marketing ...ctia doanh nghiép.

Nguén nhén luc

Nhan lyc duoc hiéu 1a tit ca nhiing nguoi tham gia vao hoat dong san xuét kinh
doanh cua doanh nghiép ma bit ké ho lam viéc gi, & cwong vi ndo. Con ngudi la yéu t6
dau vao vo cliing quan trong quyét dinh sy thanh cong hay that bai ciia doanh nghiép.
Nguon Iyc con nguoi duge chia thanh cac cip: cic quan tri vién cp cao, quan tri vién

cap trung va doi ngii cong nhan vién.

Tai chinh

Diéu kién tai chinh thuong dugc xem 1a phuong phap danh gia vi tri canh tranh
ctia doanh nghiép va 1a diéu kién thu hut dbi véi cac nha dau tu.

Dé hoach dinh céc chién luge hiéu qua can x4c dinh nhitng diém manh, yéu
trong linh vuc tai chinh cua doanh nghiép. Kha nang thanh todn, can céan no, von
luan chuyén, loi nhuén, st dung von, luong tién mat...caa doanh nghi€p cé anh
hudng 16n dén viéc hoach dinh va té chirc thuc hién chién luge. Doanh nghiép cé
nang lyc tai chinh tdt s& gitp cho cac chién lugc hoat dong kha thi hon.

Sdn xudt

Hoat dong san xuit bao gdm cac hoat dong bién ddi tat ca cac yéu t6 dau vao
thanh yéu t6 dau ra. Qua trinh quan tri san xuat bao gdbm: quy trinh, cong suat, hang
ton kho, luc luong lao dong, chat luong san ph'flm. Nhiing diém manh va diém yéu cua

hoat dong san xuét déng nghia vdi su thanh cong hay thét bai caa td chirc.

Nghién citu va phdt trién

Dé nghién ciru méi truong bén trong ctia mot doanh nghiép thi hoat dong
nghién ctru va phat trién (R&D) dugc xem 1a hoat dong kha quan trong. Vi mdi truong
kinh doanh ngay cang canh tranh khdc liét thi viéc lién tuc tao ra nhimg san pham va
dich vu méi 1a mét lgi thé canh tranh hét strc can thiét va 1a yéu t6 sdng con ciia moi to

chtrc.
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Dé danh gia mat manh, miat yéu cua hoat dong nay nguoi ta thuong dya vao chi
phi danh cho ching. C6 bbn phuong phap thuong dugc sir dung dé xac dinh chi phi
nghién ciru va phat trién:

- Pau tu cho cang nhiéu dy an cang tot;

Str dung phuong phap tinh theo phan trim doanh sé ban hang;

So sanh véi chi phi nghién ctru va phét trién cua ddi thu canh tranh;
- Xac dinh xem san phdm méi thanh cong nhu thé nao va sau d6 tinh nguoc tré

lai d€ xac dinh nhu cau dau tu cho nghién ctru va phat trién.

H¢ thong thong tin

Théng tin co vai trd quan trong trong moi td chirc, 1a ciu ndi gan két giira cac
b6 phan vi n6 tiép can dir lidu tho tir ca méi truong bén ngoai va bén trong cua to chirc.
Gitip theo ddi cac thay d6i ciia moi trudng, nhan ra nhimg méi de doa trong canh tranh
va hd trg cho viéc thuc hién, danh gia va kiém soat chién lugc. V&i viée tin hoc hoa da
g6p phan lam cho hé thong thong tin dugc truyén dat mot cach nhanh chong va thong
sudt. Ngay nay phan 16n cac tp doan, cac doanh nghiép déu c6 bd phan chuyén trach
quan 1y hé thong mang tin hoc két ndi giita cic bd phan.

Ngoai ra hé théng thong tin hiéu qua cho phép doanh nghiép co kha niang dic
biét trong céc linh vuc khac nhu: chi phi thap, dich vu 1am hai long nguoi tiéu ding ...

1.4.2 Nhan t6 bén ngoai doanh nghiép

Moéi truwong vi mo
+ Yéu 6 kinh té
Cac yéu t kinh té chi yéu gdm: toc d¢ ting truong kinh t& (GDP), tang truong
CPI, tinh trang lam phat, that nghiép, 13i sut ngan hang, toc d6 dau tu,.. Mot nén kinh
té ting truong, GDP cao, thu nhip qudc dan ting 1én, mirc sdng cta nguoi dan duoc
nang 1én thi ho mudn tiéu ding nhimg hang hoa chit lugng tt hon, kiéu dang, mau ma
dep hon va chap nhén thanh toan véi gia cao hon va ngugc lai.
+ Yéu t6 chinh tri - phdp ludt
Bao gdm céc quy dinh v& phap luat ma cac yéu to nay tac dong 1én két qua kinh
doanh cuia cac doanh nghiép nhu: Luét doanh nghiép, chinh sach, cac cong cu didu tiét
kinh té ctia chinh phu... Cac yéu t6 nay c6 thé tao ra co hdi hay nguy co cho cac doanh
nghiép.
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Céc quy dinh vé phap luat, duong 16i chinh sach ctia chinh phu; hé thong quan
ly hanh chinh; hoat dong cua céc t6 chirc bao vé quyén loi clia ngudi tidu ding;...co
thé can tro hodc tao diéu kién thuén loi cho cac hoat dong marketing hodc tao ra co hoi
hay nguy co cho cac doanh nghiép..

+ Yéu t6 xa héi

Méi trudng van hoéa co anh huong 16n dén hoat dong marketing ciia doanh
nghiép bao gf”)m: Thé ché x3 hoi, gia tri xa hoi, 16i Séng, nghé nghiép, dan sb, ton giao,
quan niém vé dao dirc, phong tuc tap quan,... Cac yéu té van hoa xa hoi chi phdi hanh
vi tiéu dung va hanh vi kinh doanh..

+ Yéu t6 tw nhién

Céc van dé chu yéu cin nghién ciru vé méi trudng ty nhién phuc vu cho
marketing: Xu hudng bao vé méi truong; Sy thiéu hut ngudn nguyén lidu; Sy gia ting
chi phi ning lugng; Céac quy dinh ctia chinh phu vé vé sinh cong nghiép.

Yéu t6 ty nhién c6 anh hudng dén nguén luc dAu vao cin thiét cho hoat dong
ctia doanh nghiép. Céac yéu té nay vira la co hoi dé doanh nghiép khai thac vira 1 nguy
co ma doanh nghiép phai tim cach d6i pho va thich nghi.

+ Yéu to cong nghé

Yéu té khoa hoc cong nghé tic dong dén hiéu qua san xuét kinh doanh cuia
doanh nghiép. Vira 1a co hoi dé doanh nghiép umg dung va nang cao chét lugng san
phim, ting ning suat vira la nguy co khi ma yéu ciu cta khach hang vé san phiam
ngay khét khe. Cac doanh nghiép can phai chu y dau tu nghién ciru dé phat trién san
pham méi, tmg dung nhitng cong nghé méi vao san xuat. Nhy do, doanh nghiép co

duogc nhitng san pham mai thay thé va stic canh tranh méi vé gia ban

Moéi trwong vi mo
+ Poi thii canh tranh

Déi tha canh tranh 1a yéu t tic dong truc tiép kha ning canh tranh cia san
phim doanh nghiép, canh tranh trén thi trudng 1a tit yéu khach quan, dong luc dé
phat trién. Dé phat trién dugc chién luge va ké hoach marketing hi¢u qua, doanh
nghiép phai nghién ciru cac ddi thu canh tranh nhu mot cin cr truc tiép. Dé tao
duoc mot chién lwoc canh tranh tdt cac doanh nghiép budc phai bo ra kha nhiéu chi
phi cho cac hoat dong: Phéan tich méi truong, phan tich dbi thu canh tranh, chién
luge quang céo, khuyén mai, ... Doanh nghiép cin xac dinh rd minh phai canh tranh
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voi nhitng dbi thu nao? Tir d6, nhan dang chinh xac va ndm bit dugc chién lugc,
muc tiéu phat trién, nguén luc caa ddi thu canh tranh truc tiép.
+ Doi thii tiém dn

Céac ddi thu canh tranh, ké ca cac d6i thu tiém an ludn tim moi cach, moi chién
luoc dbi pho va canh tranh v6i nhau nhdm muc dich 1am cho lgi nhuan cua dbi phuong
bi giam sit. PSi tha méi tham gia kinh doanh trong nganh c6 thé 1a yéu t6 lam giam
lgi nhuan ctia doanh nghiép do ho c6 kha nang dua vao cac nang luc san xuit méi véi
mong mudn gianh khach hang, chiém thi phan nhanh chéng. Vi véy, khi phan tich moi
truong kinh doanh, cac doanh nghiép can luu y dén dbi thu tiém an.

+ Khéch hang

Khéch hang 1a di tuong ma doanh nghiép phuc vu va 14 yéu t quyét dinh sy thanh
cong hay thit bai ctia doanh nghiép. Boi vi khach hang tao ra san pham va thi truong. Quy
md khach hang s& anh hudng dén ngudn hang ciia nha cung cip.

Khéch hang 1a ngudi tiéu dung: cac ca nhan, ho gia dinh c6 nhu cdu mua hang
héa phuc vu cho muc dich tiéu dung.

Khach hang 14 cac nha ban buodn, ban 1é: cac td chuc, ¢4 nhan mua hang hoa
cho muc dich ban lai dé kiém 161

+ Nha cung cdp

Nha cung cép 1a céc t6 chitc va cac ca nhan dam bao cung tmg cac yéu té can
thiét cho doanh nghiép va cac ddi tht canh tranh dé tao ra hang hoéa va dich vu nhét
dinh.

Bit ky su thay d6i nao ctia nha cung cip ciing s& anh hudong dén hoat dong san
xuét kinh doanh ctia doanh nghiép. Nha cung cip co thé khiang dinh quyén Iyc cua
minh bang cach de doa ting gia hodc giam chét lugng nguyén vat liéu, khong giao
hang ding han cho doanh nghiép. Do d6, viéc nghién ciru va tim hiéu vé cc nha cung
cﬁp 12 mot viée 1am cin thiét trong hoat dong kinh doanh cua bAt ky td chirc nao. Mot
t6 chirc nén lam viéc véi nhidu nha cung cép khac nhau, dé tranh tinh trang bi nha
cung cép gay ap luc va lgi cho minh.

+ Trung gian marketing

Trung gian marketing 13 cac t6 chirc kinh doanh doc lap tham gia hd trg cho
doanh nghiép trong cic khau khac nhau trong chudi gia tri cia doanh nghiép. Cac
trung gian nay rat quan trong. Do vdy doanh nghiép phai biét lya chon céc trung gian

phit hop va xay dung mdi quan hé lau dai véi ho.
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Két lugn chuong

Chuong 1 gi6i thiéu nhimg van d& tong quan vé dich vu FiberVNN va
Marketing - Mix dich vu. D6 chinh Ia co s¢ dé tc gia luan vin so sanh, dbi lap giita
ly thuyét va thyuc tién ¢ nhitng chuong sau.
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Chuong 2

THUC TRANG MARKETING-MIX DICH VU
FIBERVNN CUA VNPT BAC NINH
Gidi thiéu chuwong
Chuong 2 di vao gidi thiéu théng tin chung VNPT Bic Ninh va phan tich thuc
trang hoat dong Marketing - Mix DV FiberVNN tai Doanh nghiép. Day la nén tang
dé dua ra giai phép hoan thién Marketing - Mix DV FiberVNN cho VNPT Bic Ninh
¢ chuong 3.

2.1 Giéi thiéu khai quat VNPT Bic Ninh

2.1.1 Lich sir hinh thanh va phat trién
- Tién than cua Vién théng Bic Ninh la Cong ty Dién B&o Dién Thoai duoc
chinh thtrc thanh 1ap thang 1/1993.

> Céc giai doan phat trién:
+ Trudce khi chia tach:

Thang 4/2001, Téng Cong ty Buu chinh Vién Thoéng Viét Nam di ra quyét
dinh cho Buu dién tinh Bic Ninh thuc hién thi diém phuong &n d6i méi quan ly, khai
thac, kinh doanh Buu chinh Vién Théng.

Cong ty Vién Thong Bic Ninh la don vi tryc thudc Buu dién tinh Béc Ninh,
duoc thanh 1ap theo quyét dinh s6 3879/QD-TCCB ngay 28/09/2001 cua Tdng giam
dbc Téng cong ty Buu chinh - Vién thong Viét Nam trén co so sat nhap Cong ty
Dién béo - Dién thoai va phan Vién thdng duoc tach ra tir cic Buu dién huyén, thi x4
chuyén kinh doanh vé céc loai hinh dich vu Vién thong.

Tu ngdy 01/06/2007 Céng ty Vién thdng thém chirc ning quan ly, phét trién,
khai théc dich vu Internet dwoc nhan chuyén giao tir Trung TAm Tin Hoc - Buu dién
Tinh Bic Ninh.

Ngay 9/1/2006, Thu twéng Chinh phi di c6 quyét dinh sb 06/2006/QD-TTg vé
viéc thanh 1ap cbng ty me - Tap doan Buu chinh Vién Thong Viét Nam — day la
budce
chuyén d6i t6 chtrc quan trong nham khing dinh vai trd chu dao caa VNPT trong linh
vue Buu chinh Vién thong,

+ Sau khi chia tach:
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Vién théng Béc Ninh dugc thanh lap theo Quyét dinh sb 661/Qb-
TCCB/HDQT cua Tap doan Buu chinh Vién thong Viét Nam ngay 06/12/2007 trén
co so to chirc lai cac don vi kinh doanh dich vy vién théng - cong nghé théng tin va
cac don vi truc thudc khac ciia Buu dién tinh Bic Ninh. Dén ngay 1/1/2017, Vién
thong Bic Ninh chinh thirc hoat dong theo md hinh méi.

La don vi thanh vién truc thuéc Tap doan Buu chinh Vién théng Viét Nam,
VNPT Bic Ninh ¢6 nhiém vu hoat dong kinh doanh va hoat déng cong ich cung cp
céc dich vy vién thong, cong nghé thong tin chii dao trén dia ban tinh Bac Ninh.

Clng céac don vi thanh vién khac ctiia Tap doan Buu chinh Vién thong Viét
Nam, VNPT Biac Ninh hoat dong trong mot day chuyén cong nghé vién thong lién
hoan, thng nhat trén ca nude, 6 mdi lien hé mat thiét véi nhau vé t6 chirc mang
ludi, loi ich kinh té, tai chinh, phat trién cac dich vu vién théng dé thuc hién cac muc
tidu, ké hoach do Tap doan giao.

Tru s& chinh cia Vién thdng Bic Ninh duoc dat tai sb 62 Ngd Gia Tu -
Phuong Vii Ninh — Thanh phé Béc Ninh — Tinh Béc Ninh.

2.1.2 Chire néing nhiém vu ciia VNPT Bic Ninh
Vién thdng Bic Ninh la don vi hach toan phu thuéc VNPT; ¢6 chtc ning hoat
dong san xuét kinh doanh va phuc vu chuyén nganh vién thong - céng nghé théng tin
nhu sau:
- T) chirc, xay dung, quan ly, van hanh, lip dat, khai thac, bao dudng, sira chita
mang vién thong trén dia ban tinh;

- T chuc, quan ly, kinh doanh va cung cép céc dich vu vién thoéng, céng nghé
thong tin trén dia ban tinh;

- San xuét, kinh doanh, cung tng, dai ly vat tu, thiét bj vién thong — cdng nghé
thdng tin theo yéu cau san xuat kinh doanh cua don vi va yéu cau ciia khach hang;

- Khao sat, tu van, thiét ké, ldp dat, bao dudng céc cong trinh vién théng —
cong nghé théng tin;

- Kinh doanh dich vu quang céo, dich vu truyén thong;

- Kinh doanh bét dong san, cho thué van phong;

- Té chirc phuc vu théng tin dot xuat theo yéu cau cua cap uy Dang, Chinh
quyén dia phuong va cap trén;

- Kinh doanh céc nganh nghé khéc trong pham vi dwoc Tap doan Buu chinh
Vién thong Viét Nam cho phép va phl hop véi quy dinh ctia phap luat.
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VNPT Béc Ninh c6 tu cach phéap nhan, duoc dang ky kinh doanh, ¢ con diu
riéng theo tén goi, dugc ma tai khoan tai Ngan hang va Kho bac Nha nudc, chju
trach nhiém trudc phap luat va trudc Tap doan vé cac hoat dong cia don vi minh
trong pham Vi quyén han va nghia vu dugc quy dinh; Chiu tréch nhiém ké thira
quyén, nghia vy phap 1y va loi ich hop phap khac vé dich vu vién thdng, cong nghé
théng tin ciia Buu dién tinh Béic Ninh cii theo quy dinh cta phép luat.

2.1.3 Co céu bg may t6 chivc va nguon nhan lyc
* So db t6 chiic:

Ban Giam doc

¥

¥

i Phong
Bieu hanh — Nghiép vu

. Phong
Tong hop — Nhén sw

]|

. Phong
Ké hoach - K& toan

PEH PBH PBH PBH PBH PBH PBH PBH Phing
Thanh Gia Lrong Thuin Tién Qué Yén Tir Som Khach

phé Binh Tii Thinh Du Vi Phong '“:!,Tﬂ
chwe

Doanh

nghigp

Hinh 2.1: Co cAu té chirc ciia Trung tim
o Nguon: Phong cham soc khach hang

> Ban Giam doc gom:
Giam doc: 12 ngudi diéu hanh va c6 quyén quyét dinh cao nhat tit ca nhimng
vén dé lién quan dén hoat dong hang ngay cuaTrung tm. Giam ddc chiu trach nhiém
truée Tong cong ty dich vu Vién Thong VNPT Vinaphone, vé viéc t6 chirc san xuat
kinh doanh, thyc hién cac bién phap dé dat duoc cac muc tiéu phat trién do Tap doan
buu chinh vién thong Viét Nam dé ra.

Pho giam ddc: 1a ngudi giup Giam ddc trong viée didu hanh san xuat kinh
doanh cua Trung tdm, chiu trach nhiém trude Giam Pdc, trude phap luat vé nhiing
cong viéc dugc phan cong.
>

thuc hién cdc nhiém vu cu thé sau: TS chirc nhan sy san xut; quy hoach, dao tao, dé

Phong tong hop - nhan syu: C6 chirc ning tham muu giup Giam déc cong ty

bat, mién nhiém va nhan xét chit lugng cong viéc cta can bd cong nhan vién hang
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nam theo dung tiéu chuin va quy ché Trung tdm; thuc hién cong tic tuyén dung, quan
ly va st dung lao dong; thuc hién cong tac kiém tra, thanh tra viéc thuc hién ndi dung
ki thuat lao dong cta cong nhan vién cac khdi co quan Trung tdm. Thuc hién xay dung
quy ché tién lwong cia Trung tim. T chirc dau thdu, mua sam.

>  Phong ké toan — ké hoach: T chirc hach toan kinh t& va hoat dong san xuat
kinh doanh cta Trung tim theo phap 1énh ké toan thong ké ctia Nha nuéc va Tong
cong ty. Téng hop két qua kinh doanh, 13p bao cao ké toan, phan tich hoat dong san
xuat.Ghi chép phan anh chinh xac, kip thoi va cé hé thdng cac nghiép vu kinh té phat
sinh va su dién bién cta cic ngudn von, giai quyét cac ngudn vén phuc vu cho san
xuit kinh doanh cua Trung tam.

> Phong diéu hanh- nghiép vu: La b phan chirc ning tro gitp Gidm doc trong
céc linh vuc cu thé sau; Xay dung cac co ché chinh séch, diéu hanh moi hoat dong san
xuét kinh doanh cta Trung tim kinh doanh VNPT- Bic Ninh, t6 chtc tinh cudc cho
khach hang, nghiém thu san pham, kiém tra chét luong ki thuat; tham muu cho Giam
dbc Trung tam trong cdng tac quan 1y ki thuat va td chire nghién ciru khoa hoc ki thuat
phuc vu cho san xuét kinh doanh cia cong ty; xdy dung cic phan mém cong nghé
thong tin dé phuc cong tic quan ly, tinh toan dua ra cac s6 liéu phai thu khach hang ,
hd tro cac phong ban hang khi ¢6 thic méc vé hé thong phan mém.

»  Cac phong ban hang, Phong KH TC - DN: La don vi ¢6 chitc nang thuc hién
tryc tiép cong tac ban hang va kinh doanh dich vu VT-CNTT cho ddi twong Khach
hang t6 chitc Doanh nghiép trong dé giam dbc phong ban hang 1a ngudi c6 nhiém vu
diéu hanh, don déc, quan 1y cac nhan vién thi truong, déng thoi chiu trach nhiém
true ban lanh dao Trung tim vé viée thyuc hién cac co ché, chinh sach va két qua kinh
doanh do Trung tam dé ra.

>  Pai Hb trg Khach hang: La don vi c¢6 chitc ning thuc hién truc tiép cong tac
Outbound cham soc khach hang, tiép nhan xt Iy bao hdong dich vy, tu vén dich vu cho
khach hang, ban hang telesale trong d6 giam doc Pai 1a ngudi c6 nhiém vy diéu hanh,
don déc, quan ly cac Pién thoai vién, nhan vién cia phong déng thoi chiu trach nhiém
trudc ban lanh dao Trung tAm vé viée thuc hién céac co ché, chinh sach kinh doanh do

Lanh dao Trung tam dé ra.
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Nhdn xét: Mbdi phong ban trong bd may t6 chirc ctia Trung tim kinh doanh
VNPT - Bic Ninh déu c6 nhiing chtrc ning va nhiém vu riéng, dugc néu rd trong quy
dinh tai diéu 1& t6 chirc hoat dong ciia Trung tim tai quyét dinh do Hoi ddng quan tri

Tap doan Buu Chinh Vién thong Viét Nam cong bo.

2.1.4 Co 56 ha tang

- Mang chuyén mach: Hién c6 1 Host EWSD, 57 vé tinh DLU, 9 vé tinh
V5.2, véi tong dung luong lap dit 91.648 sb. Tong s6 TB cb dinh dang hoat dong la
46.122. Hiéu suit st dung thiét bi 1a 50%.

- Mang truyén dan: D3 hoan thanh Iip dit va dua vao sir dung mang MAN-E,
bao gdom 01 Ring Core gdm 2PE-AGG dit tai Thanh phé Béc Ninh, va két nbi 6 GE
vé VTN, 05 vong Ring truy nhap véi 06 UPE cung cap truyén dan cho mang bing
réng toan tinh.

- Truyén dan lién tinh: Hién c6 49 ludng E1 Bac Ninh di Ha Noi, truyén dan
cho mang PSTN. Ngoai mang MAN-E noi trén con c¢é mang di dong Vinaphone tir
BCS cua Bic Ninh vé MSC Ha Noi. C6 32 soi quang trong s 64 soi trén tuyén céap
quang ndi tinh Bic Ninh — Tir Son dugc st dung 1am tuyén cdp quang lién tinh Béc
Ninh — Ha Nai.

- Truyén dan noi tinh: 100% tuyén truyén dan ndi tinh cip 2 tir Trung tam vé
huyén va 100% tuyén truyén din ndi tinh cap 3 tir thanh phd, huyén thi vé céc x4, dai
tram Vién thong da duogc cap quang hoa.

- Tinh dén cudi nam 2019, VNPT Béc Ninh di dugc Tap doan trang bi 272 dau
thiét bi quang, trong d6 c6 184 diu OSN, 52 dau Metro100, 36 diu FLX 150/600,
948 km cép quang cé4c loai. Mang truyén dan quang chay trén 16 vong Ring dap tng
100% truyén dan quang ndi tinh cdp 2 tir trung thm vé& huyén va 100%tuyén truyén
dan noi tinh cap 3 tir thanh phd huyén thi vé cAc x&, dai tram VT. Mang truyén dan
quang cung véi 78 dau thiét bi viba PASSOLINE dam bao phuc vu cho truyén dan
mang ludi tram BTS Vinaphone phu song trén dia ban toan tinh.

- Mang di dong Vinaphone: Pa dugc lap dat va dwa vao hoat dong 03 tram
BSC 354 & 731 NTN, phat s6ng 546 tram BTS trong toan tinh, trong do: 251 tram
2G va 295 tram 3G-Node B.
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- Mang ngoai vi: Tong chiéu dai cap dong cac loai 1a 2.199 km. Téng dung
luong cap gdc: 146.190 doi. Tong dung luong cép gbc dang sir dung 51.289 doi.
Hiéu suat sir dung cap gbc chi méi dat: 57%.

- Mang bang rong va FFTx: Toan tinh ¢6 77 Tram VT di duoc lap dit thiét bi
DSLAM dé cung cip DV Internet ADSL, tong dung luong lip dat la 23.736 ports.
Mang FTTx c6 61 L2 Switch 14p dit tai 36 tram, c6 kha ning cung cap cho 1.464 TB
FTTx trén toan mang. Trong tuong lai khdng xa VTBN sé& tao ra mot xa 16 thdng tin
c6 thé trién khai nhiéu dich vu gié tri gia tang, dich vu ndi dung nhu 1900, IP Tivi,
thuong mai dién ta.....

- Hé thdng co so ha tang kién tric dai tram: Hién VNPT Béc Ninh ¢6 tru s&
chinh dt tai TP Béc Ninh, 8 trung tam tryc thudc dat tai 8 huyén thanh véi hon 120
dai tram VT va 15 diém giao dich.

Bing 2.1: H¢é théng nha tram ciia VNPT Bic Ninh dén 31/12/2019:

TT Tén ha tang S6 lwong theo khu vire Téng
Thanh phé Huyén
1 Tru so lam viéc 1 8 9
2 Tru s& Pai, Tram VT 56 248 304
3 biém giao dich 4 16 20
4 Diém ban hang do thué vi 2 8 10
tri

(Nguon: Phong Kinh doanh tiép thi VNPT Bdic Ninh )
* Mang luéi vién thdng hién dai dugc ddu tw ddng bo, rong khip, hé théng ha
ting kién tr(c quy mod trén khip dia ban tinh Bic Ninh dap tng day du nhu cau sir
dung dich vu dién thoai ¢d dinh va ADSL cua nhan dan chinh 1a diém manh va la

diém khac biét vé quy md ciia VNPT Béc Ninh so véi cac ddi thu.

2.1.5 Tinh hinh KH
Dén hét 31/12/2019, VNPT Béc Ninh ¢6 khoang 112.724 KH sir dung céc DV

tra sau nhu dién thoai ¢ dinh hitu tuyén, ¢6 dinh vo tuyén Gphone, di dong, Internet
bing rong (Internet ADSL/MegaVNN, Internet FTTH/FiberVNN), MyTV, truyén s6
liéu (Kénh thué riéng, MegAWan, Metronet), mang lai hon 70% doanh thu kinh
doanh DV phét sinh ctia VNPT Bic Ninh

Chi tiét s6 luong KH ddi véi timg loai DV tinh dén 31/12/2019 nhu sau:
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Internet Internet
ADSL/MegaVNN FTTH/FiberVNN;
12,14% 0,29% MyTV; 0,57%

A A ia
Truyén so liéu;
0,02%

Dbién thoai di dong;

12,09% Pién thoai cb dinh

hiru tuyén; 48,79%

Dién thoai ¢b dinh
vo tuyén Gphone;
26,10%

Hinh 2.2: Ty trong sb lwong KH theo DV ciia VNPT Bic Ninh.

S6 khach hang

250000
200000
150000
100000

50000

N&m 2017 Ndm 2018 N&m 2019

m S6 lwong TB FiberVNN B T6ng s6 khach hang toan tinh Nim

Hinh 2.3: S6 lwgng TB Fiber VNN va Téng s6 khach hang toan tinh
(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh)

Hién nay KH ciia VNPT Béc Ninh dugc phan thanh 6 d6i tugng KH khac nhau
dé phuc vu cho hoat dong cham séc KH, bao gom:

- Khéach hang dic biét (KHPB): Khéch hang la céc co quan thuong truc diéu
hanh cta Pang, chinh quyén dia phuong, qudc hoi.

- Khéach hang 16n (KHL): Khéach hang khéng thudc cac loai KHDPB va dat
doanh thu caa VNPT tir 1.000.000 ddng/thang/ma KH.
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- Khéch hang doanh thu cao (DTC): Khach hang cé doanh thu phét sinh cac
tir 400.000 dong dén dudi 1.000.000 dong/thdng/ma KH.
- Khach hang phé théng: La cac khach hang con lai khong thugc cac nhom

khéach hang: KHPB, KHDNDB, KHL, KH ddi tac, KHDTC.

Bang 2.2: Phan loai KH sir dung DV tra sau ciia VNPT Béic Ninh:

Néi dung 2017 2018 2019
KHL 1458 1762 1989
S6 luong TB FiberVNN (TB) 1127 1362 1685
% S& KH ting so nam trudc (%) 120.8 112.8
KH DTC 1218 1537 1796
S6 lugng TB FiberVNN (TB) 952 1218 1592
% S6 KH ting so nam trudc (%) 127,9 128,2
KH DB 481 559 608
S6 lwgng TB FiberVNN (TB) 359 482 539
% SO KH ting so nam trudc (%) 134,2 111,8
KH phé thong 94.446 | 115724 | 126914
S6 lugng TB FiberVNN (TB) 58.782 | 65.115 77.825
% S6 KH tang so nam trudc (%) 110.78 119.52
Téong s KH toan tinh (KH) 97.603 | 119.582 | 131.307
S6 lwgng FiberVNN (TB) 61.220 | 68.177 81.641

(Nguon: Trung tdm Kinh doanh VNPT Bic Ninh)
Céc KH sir dung dich vy tra trudc cia VNPT Bic Ninh: Do 1a DV di dong tra

truge. S6 lwong KH ndy rat 16n, ho thudng mua hang thdng qua dai ly, va diém giao

dich, diém ban 1¢ cia VNPT Bic Ninh. KH nay dong gop mirc doanh thu tuong dbi
16n (chiém tir 20-22% so véi téng doanh thu kinh doanh DV phét sinh).

[ Commented [H2R1]:

[Commented [H1]:




45

2.1.6 Két qua SXKD cita VNPT Bic Ninh tir 2017 -2019
2.1.6.1 Tinh hinh thuc hién doanh thu phét sinh:

- Tong doanh thu phét sinh nim 2019 dat 512.406 tridu dong, dat 108,41% ké
hoach Tap doan giao, giam 9% so v&i nam 2018, ting 21% so v4i nam 2017. Tuy
nhién tong doanh thu phét sinh ciia nim 2019 thdp hon nam 2018 la do ¢6 su bién
dong vé co céu doanh thu ban thé (nim 2019 bang 13% cuia nim 2018).

- Ty trong cua doanh thu DV FiberVNN so véi tong doanh thu VT CNTT qua

cac nam duoc thé hién nhu sau:

Bing 2.3: Ty trong doanh thu DV FiberVNN so véi téng doanh thu VT CNTT
Ty trong (%)

TT Chi tieu Niam 2017 | Niam 2018 | Nam 2019
1 | Doanh thu DV FiberVNN 48,1 51,6 50,2
2 | Doanh thu cac DV VT khéc 51.9 48,4 49.8
Tong 100,00 100,00 100,00

(Nguon: Phong Ké hoach VNPT Bdic Ninh)

2.1.6.2 Tinh hinh phét trién TB giai doan 2017-2019:
1) Poi véi DV dién thoai cé dinh:
+ Tbng s6 TB c¢b dinh hién c6 trén mang dén 12/2019 la 81.641 TB, ting
19.7% so v6i nam 2018.
+ Tinh hinh phét trién mé&i TB dién thoai ¢ dinh hitu tuyén giam dan qua cac
nam tu 2017 - 2019
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Thué bao ¢d dinh hitu tuyén

250
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142

1 1 135 ;134
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100 5
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Thang 1 Thang 2 Thang 3 Thang 4 Thang 5 Thang 6 Thang 7 Thang 8 Thang 9 Thang Thang Thang
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==®=Ndm 2017 ==®=Nam 2018 N&m 2019

Hinh 2.4: Biéu d6 phit trién TB c6 dinh hitu tuyén
(Nguon: Phong ke hoach VNPT Bac Ninh)

Viettel
17,.575%206

BEviN

VNPT 19.8689%0

62,5572%20

Hinh 2.5: So' d thi phin TB ¢6 dinh nim 2019.

Ngudn: S& thdng tin truyén théng Bac Ninh

2) Poi voi DV MegaVNN va FiberVNN:

Téng sb TB Internet bang rong hién c6 trén mang dén 12/2019 1a 81.641 TB.
Trong d6 TB MegaVNN 14 0 TB, TB FiberVNN la 81.641 TB.

3) Péi véi DV di dong tra sau:

Téng sé TB di dong tra sau hién c6 trén mang dén 12/2019 la 25.455 TB.

TB di dong tra sau phat trién m&i nim 2019 bang 78% so vai 2018, ting gap 3
lin so nim 2017. S6 TB roi mang nam 2019 ting 36% so nim 2018, ting 10% so
v6i 2017, nguyén nhan chinh 12 do ¢6 su 16n manh dan cia cac nha mang. Hién tai
Béc Ninh ¢6 5 nha mang cung cap dich vu di dong tra sau, gom: VNPT Béc Ninh
(Vinaphone), Viettel, Beeline, Vietnammobi, MobiFone. Tuy nhién cic mang di dong
Beeline, Vietnammobi c6 s6 lugng TB kha nho.
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2.1.6.3 Két qua SXKD VNPT Béc Ninh giai doan 2017-2019:

Bing 2.4: Bang thong ké két qua SXKD VNPT Bic Ninh giai doan 2017-2019

Pon vi tinh: Triéu dong.

TT Chi tiéu

Niam 2017 | Nam 2018 | Nam 2019

| | Téng doanh thu phat sinh

389.396,48 | 419.271,76 | 500.406,74

Il | Chi phi sdn xudt thwong xuyén

145.231 147.439 146.503

Il | Loi nhudn truée thué

118.210 118.564 119.001

IV | Khdu hao tai sin cé dinh

132.980 134.890 137.876

V | Tong mirc dau tw thwe hign

176.983 177.367 178.334

(Nguon: Bao cao tong két cac nam tir nam 2017-2019- VNPTBN)
T6m lai tinh hinh kinh doanh ctia VNPT Béc Ninh dang trén da giam toc do

tang. Mic dU hién nay vi tri s6 1 thi phan TB van dugc VNPT Béc Ninh chiém git.

Ty 1& ng dong ting cao, ning suat lao dong thap.

2.2 Thue trang hoat dong Marketing - Mix dich vu FiberVNN ciia VNPT

Bic Ninh

2.2.1 DV FiberVNN cita VNPT

Bic Ninh

Hién nay Internet bang rong cb dinh cia VNPT Béc Ninh cung cap la Internet

ADSL vai cong nghé FTTX, truyén dan trén doi cap quang goi 1a FiberVNN.

DV FiberVNN bao gém céc goi cude sau:

Bang 2.5: M0 ta céac goi tbe do DV FiberVNN

Téc d6
Thc do trong nudc Tée a6 quéc té
Tén goi
Fiber36+ 36 Mbps 16,2 Mbps
Fiber50+ 50 Mbps 20,5 Mbps
Fiber60 60 Mbps 22.8 Mbps
Fiber8o 80 Mbps 28.8 Mbps
Fiber100 100 Mbps 35 Mbps
Fiber150 150 Mbps 50 Mbps
Fiber300 300 Mbps 85 Mbps
Fiber500 500 Mbps 125 Mbps
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(Nguon: Trung tdm Kinh doanh VNPT Bc Ninh )

Trong cac gobi Fiber lai c6 cac goi Ecot, +, Vip+

FiberVNN 1a DV dugc cac KH DN cht v dén véi téc do siéu nhanh, téc do
upload cuiia FiberVNN vuot ngudng download ADSL2+, thoa man cac nhu cau vé
dung luong bing thdng, cé thé 1én dén vai chuc Mb/gidy cho DN. Véi dong DV nay,
dbi tuong tidu ding c& nhan rét it, boi mac chi phi kha cao, nén chi mot sb it KH tu
nhan thuéc DN ho gia dinh méi sir dung. Phén 16n trong s cac TB FiberVNN hién
cé la cac dai ly Internet cong cong.

Mic di méi ra doi ké tir nam 2017, FiberVNN ciia VNPT Béic Ninh da bi
canh tranh tryc tiép bai DV Internet cap quang cua Vietel. Viettel chd trong vao 3
g6i téc do cho 3 ddi twong: KH 1a dai Iy Internet cong cong (Publ6/Pub téc do
34Mb/640Kbps), KH 1a DN, t6 chirc, ca nhan c¢d nhu ciu biang thong thap, trung
binh: BiZ12 (12Mb/512Kbps), Office (32Mb/640Kbps) va KH la DN, tb chic, c&
nhan c6 nhu cau bang thdng cao: Pro (50Mb/1536Kbps). Trong khi EVN chi tap
trung danh manh 1 go6i cudc duy nhat 1a goi téc d6 25Mb/512Kbps ap dung cho céc
dbi tugng KH.

Tém lai DV Internet FTTH trén thi trudng Bac Ninh chiu sy canh tranh gay gat.
Theo cac chuyén gia VT, canh tranh manh s& hudng dén dua mirc cude FTTH vé g?m
dung voi sy van hanh ciia mang va mo rong quy mé thi truong, diéu nay dong nghia
v0i viée déy manh canh tranh v6i cac DV Internet khac, vi thé FTTH dugc danh gia la

DV c¢6 tiém ning va thay thé DV Internet ADSL. Vé6i dinh hudng nay cac nha
mang VT tép trung dAu tu cho mang cap quang mot cach manh mé, nham dat duge cac

chi tiéu phat trién TB quang trong giai doan dén nam 2020 cta minh.

2.2.2 Nhu cau DV FiberVNN ciia VNPT Bic Ninh

- 86 lwong ngwoi ding: Dén hét 31/12/2019, dan sb toan tinh 1a 1.170.078
nguoi, tuong duong hon 245.000 h¢ gia dinh, sb lao dong c6 viéc 1am la 788.000 dan,
tuong duong v6i hon 195.000 ho gia dinh. Hién VNPT Bic Ninh c6 82.716 TB/
154.323 TB Internet bang rong toan tinh, trong d6: 100% la TB FiberVNN.

Ty 1& nguoi ding Internet ting dan ¢ ca thanh thi va nong thon. Ty 1¢ nay dén

cudi ndm 2019 nhu sau:
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KH thanh phé KH huyén

KH cbng ich
3%

Hinh 2.6: Ty trong KH theo vung dia ly

Ngudn: Sé thong tin truyén théng Bic Ninh

Do diéu kién sdng, mirc thu nhap, nhu ciu dung Internet & thanh thi cao hon
nong thoén. Tuy nhién tir 2019 trd lai dy, nhu cu dung Internet & nong thon tang 1én
dang ké, cu thé téc do ting TB bang rong khu vuc néng thon dat mirc 47% trong khi
con s6 nay cua thanh thi chua dén 24%. Do d6 viéc phat trién thi truong néng thon
cling d& hon. Pa phan KH ndng thon thudc déi twong ci nhan. Do d6 thi truong nay
hién dang dugc VNPT Bic Ninh quan tdm, boi nhu cau st dung DV con 16n, d& tiép
thi.

- Muc dich tiéu dung DV: Qua cudc khao sat trén 530 KH tai dia ban tinh Bic
Ninh cho thay hau hét 100% KH dugc khao sat c6 do tudi tir 15 dén dudi 55 déu co
nhu cau st dung DV Internet bang rong ( Ngudn: Trung tim kinh doanh VNPT Bic
Ninh). Nhin chung muc dich st dung DV cua KH khac nhau: 39,23% KH truy nhép
Internet dé cép nhat tin tic, 4,51% phuc vu cho viéc kinh doanh/kiém tién, 23,46%
phuc vu cho viéc hoc tap va 22,02% cé nhu cu gidi tri, ddc biét gidi tré ludn Ia ddi
tuong sir dung Internet cao nhat, & Itra tudi tir 15 -24 quan tdm chu yéu dén cac noi
dung giai tri, nhu game truc tuyén, nhac trong nudc va thé thao, xem cac hinh anh,
clip trén mang... DV Internet hién nay 1a phuong tién truyén théng dang cé téc do
phat trién bén viing, s6 lugng ngudi dung Internet ngdy cang ting va dang trd thanh
phuong tién thong tin phd bién. Sé lwong KH sir dung Internet vuot qua lugng ngudi
nghe dai, xem Radio, nghe tin tirc qua truyén hinh, doc bao, lam cho cac loai hinh DV
nay suy giam dang ké.

- Hinh thirc sie dung DV: Nhu cau sir dung Internet tai cac diém cong cong van
dugc duy tri, tuy nhién c6 giam, song nhu cau st dung Internet tai truong hoc va nha
riéng dang ting manh. Cuy thé trong nim 2019, s6 lwong TB FiberVNN phat trién ting
manh cho d6i tugng ca nhan va gido vién, hoc sinh, sinh vién (chiém trén 90% sé TB
phat trién moi). Tuong tmg d6 thi sb lwong TB FiberVNN phat trién cho dai ly
Internet m&i khong nhiédu
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- Déi twong KH va sw lwa chon 0i toc dp ciia KH, phwong thirc tinh cudc:

C6 62,2% KH st dung DV FiberVNN véi phuong thire tinh cude tron goi, chi
38,8% str dung theo phwong thirc tinh cudce theo luu lugng. Trong d6 KH Ia ca nhéan
ho gia dinh ¢ nhu cau sir dung DV thap va tam Iy tiét kiém chi phi nén dang ky su
dung DV theo hinh thtrc tinh cude tron géi. Nhu cau ciia KH nay dang chuyén hudng
tir phwong thirc tinh cude theo luu lugng sang tron goi (nam 2018 s6 TB dung tron
g6i dat 85% so véi nam 2019), boi nhu cau truy cép Internet cia con ngudi ngay
cang tang. Trong d6 do nhu cau vé viéc phd cap sir dung mang va CNTT trong
truong hoc nén VNPT Bic Ninh di c6 chinh sach wu dai KH gido vién ding tron goi,
vi vay luong TB theo phwong thirc goi ciing duge gép phéan ting. Déi voi goi co so
thi lugng TB theo phuong thuc tinh cudc tron goi chiém dén 67% st dung phuong
thirc tinh cude tron géi. Pa s6 KH sir dung géi toc do SOMB tré 1én 13 DN, té chic
sir dung DV FiberVNN véi phuwong thirc tinh cude tron goi, géi toe do cao .

- Khd nang thanh todn: Pa phan KH c6 kha ning thanh toén 6n dinh, sb
luong KH khong kiém soat nhu cau dé phat sinh cude vuot kha nang thanh toén fit,
chi roi vao mot sé trudng hop KH chua hiéu biét vé dung lwong upload va download
va hinh thic thanh todn la Iuu lugng. Tuy nhién véi mite cude ngay cang giam do
KM, canh tranh nén KH rat loi trong tiéu ding DV, vi thé da s6 KH Iuya chon thanh
toén tron goi.

- Nhu cdu siv dung SP thay thé: Khi cong nghé di dong phét trién manh,
nhiéu KH da roi mang Internet biang rong cd dinh dé chuyén sang sir dung DV bang
rong di dong. Mot trong nhitng dong thai gilp sitc cho DV Internet di dong tang
nhanh 1a cac nha mang di dong khong ngimg KM thiét bi dau cudi, diéu ndy mot
phan pha bo rao can vé chi phi trang bi ban dau dé ding DV bing rong di dong cua
KH. Céc KH dang st dung DV homel dang ¢ hudng chuyén nhu cau sit dung goi
Hom Combo ké tir khi xut hién géi cudc nay.

- C4C yéu t6 quyét dinh hanh vi mua hang ciia ngwoi tiéu dung:

S6 lugng TB phat trién & céc thang 5, 6, 7 ludn cao va céc thang 8, 9, 10 ludn
6 luong TB cat giam manh nhét trong nim. Binh quéan ty trong TB cét giam trong
céc thang 8, 9, 10 so véi tong TB cat giam trong nam |a gan 40%. Diéu nay ndi 1én
tinh mua hang theo dot ciia mot lwong 16n KH. Ho ¢6 nhu cau mua DV vao dip he,
theo nhu ciu ciia con céi. Vay day la 16p KH khdng c6 kha niang thanh toan nhung
tac dong 16n dén quyét dinh mua hang.

Doi vai thi truong Bic Ninh da phan KH thu nhap khdng cao, nén rat quan
tam dén gia cudc va quyén loi KH dwoc huong. Tam Iy tiéu dung DV cia KH trong
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thoi gian gan day c6 vé trong cho KM. C6 thé d& dang thiy rang trén 50% KH khao
st c6 thu nhap tir 5 dén dudi 7 triéu dong/thang chon chwong trinh KM c6 gié tri cao
nhét, va ¢ muc chi tra cudc hién tai thap (<200.00 dong/thang). P6 1a nhimg ddi
tuong KH thudng xuyén sir dung DV khi c6 KM, cua bat ky nha cung cap nao.

Dé6i voi DV FiberVNN: KH FiberVNN la nhitng dbi twong c6 kha ning chi tra
cude 16n, nén rat chi trong dén chét lwong DV, do vay ho c6 thé khdng quan tam
nhiéu vé gia. Tuy nhién KH duoc Viettel, EVN tiép thi manh, ché d6 wu dii cao, cho
dung thir dé khang dinh chat lugng DV, ... 1am cho KH bi chi phdi quyét dinh tiéu
dung cta minh, vd VNPT Béc Ninh budc phai giam cudc trong KM dé gitr KH.

Yéu 6 gia va phi gia: Hon 47% KH khao sat ¢6 do tudi tir 35 — 55 13 ¢6 miic
thu nhap 6n dinh (tir 5-7 triéu dong/thang) quyét dinh chon DV cua nha cung cip
dam bao chit lugng DV t6t (thdng qua viéc ho chon nha cung cip ma ho danh gia c6
chat lugng DV s 1). Tuy nhién ciing c6 10% KH c6 d6 tudi tir dudi 35 ¢ thu nhap
chwa cao nhung lai chon géi cudc Internet véi mirc 150.000 ngan dong/thang. Va
mire chi tra ky vong cho tiéu dung Internet hon 100.000/ thang.

2.2.3 Thuee trang Marketing - Mix DV FiberVNN ciia VNPT Bdic Ninh
2.2.3.1 Chinh sach SP

Cac DV Internet ma VNPT Bic Ninh dang cung cép c6 tén thuong hiéu la
FiberVNN.

Internet cap

Hinh 2.7 : Logo DV Internet biing rong ciia VNPT Bic Ninh
Ty 1& % doanh thu timg g6i téc d6 so voi tong doanh thu DV

nhu sau:
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Bing 2.6 :Ty 1& % doanh thu tirng goi tbe d9 so véi tdng doanh thu DV FiberVNN

Nam 2019
Ty trong
Ty trong doanh thu timg g6i téc d6 so doanh thu DV MegaVNN
Tén goi
Fiber36+ 15,36%
Fiber50+ 68,34%
Fiber60 14,89%
Fiber80 5,4%
Fiber100 4,8%
Fiber150 3,1%
Fiber300 0,06%
Fiber500 0,02%

(Nguon: Trung tdm Kinh doanh VNPT Bdc Ninh )

Chat lugng DV: C6 thé n6i chét lugng DV 1a yéu t6 ma VNPT Bic Ninh xem
la cdng cu then chét trong canh tranh véi cac DN khac. Dong thoi chat lwong DV
ciing 12 yéu t6 duoc dung dé tao su khéc biét so véi DV cua cac DN khac. S6 lugng
TB Internet bing rong hong binh quan/thang 1a 1,18% so véi TB hién c6, thap hon
mirc quy dinh ctia nganh cho phép (10%). C&c nguyén nhén TB Internet bing rong
hong chiém sé lwong 16n 12 dwdng truyén (dén 65%) nén dé chu dong trong viéc
khic phuc. Thoi gian khac phuc su ¢4 TB Internet biang rong c6 dinh hong binh quéan
1a 3,94 gio, trong d6 < 2 gid chiém 30%, nhé hon 8 gid chiém 40%, thdp hon so véi
quy dinh cta nganh (< 8 gio dat 50%), 60% con lai <24 gid. Tuy nhién dén céc
thang mia mua, so liéu hong ting dot bién, da phan vuot tiéu chuan cho phép cua
Tap doan.

Thoi gian thiét 1ap DV binh quéan 1a 1,1 ngay, dat chudn quy dinh (< 2 ngay),
v6i thoi gian ndy, da phan thoa man dwoc yéu cau cia KH.

Chinh viéc VNPT Bic Ninh chl trong dén chét luong DV nén trong thoi gian
qua VNPT Bic Ninh da khing dinh thwong hiéu vi chit lugng, sb liéu khao sat KH
cho thiy 66% KH danh gia VNPT Bic Ninh la don vi ¢6 chéat luong DV t6t nhat, ké
dén 1a Viettel (58%), va sau cing 1a FPT (14%).

Chinh séach cip doi san pham — DV: VNPT Béc Ninh dang ap dung chinh sach
trang bi mién phi cac loai thiét bi dau cudi cho KH va xem d6 nhu Ia phan tir mang
dé theo di quan ly. Gom: Modem quang, day cép quang TB di trong nha va bo thiét
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bi quang CPE cho DV FiberVNN. KH khéng tén chi phi d¢& mua céc thiét bi. Day
ciing la céch chuan hoé thiét bi, nang cao chat luong DV.

Bao hanh thiét bi dau cubi DV: Khi TB hong do thiét bi ddu cudi, VNPT s&
trang bi mién phi thiét bi dau cudi khac dé KH sir dung.

Tém lai chich sach DV don gian, chd trong nhiéu dén chat luong DV, tao
diém khac biét trong kinh doanh théng qua yéu t6 nay.

* Nhitng ton tai, yéu kém trong chinh sach SP:

Chinh séch DV thudn tuy chi méi dé cap dén co so vét chat ha ting mang dé nang
cao chat lugng DV, chua chl trong dén cac bang chimg vat chat vé DV nhu thiét
bi dau cudi chua in thuong higu, bao bi hop dong mang biéu trung logo DV, cam
nang huéng dan sir dung DV, NameCard ca nhan cong nhan lip dit va bao dudng
tuyén, nhan vién thu cudc...

Chua diy manh cung cip DV GTGT trén DV Internet biang rong. Nhiéu bai
hoc ciia VNPT Pa Ning, VNPT Thanh Hoa cho thdy trién khai thanh cong DV
VNPT School, DV hoc truc tuyén, DV tao trang web vé tu van sirc khoé, tu van
tuyén sinh cua dia phuong gdy dwoc su chi ¥ cia nguoi tiéu dung lam ting luu
luong sir dung. Piém ndy ciing 1a mot trong nhimg Xxu huéng phat triéen DV
FiberVNN trong thoi gian dén gilp kéo dai chu ky song cua mang bing rong cb
dinh.
2.2.3.2 Chinh sé&ch gia

- Pinh gia cudc DV Internet bing rong c¢b dinh cua VNPT Bic Ninh bao gdm
cac loai gid cude nhu sau:

+ Cu6c déu ndi hoa mang, cudc chuyén doi giira cac go6i toc do, cude dich
chuyén vi tri 1ap dat, cudc chuyén quyén sur dung.

+ Gia cudce st dung: Mdi DV FiberVNN déu c6 hai phuong thirc gid cudc st
dung: theo Iuu Iugng hodc tron goi cude.

- Bang cude DV FiberVNN dén thoi diém 6/2011: Xem phu luc dinh kém.

- Hién nay viéc dinh gid cudc DV FiberVNN duoc thyc hién: Tap doan VNPT
quy dinh khung gia, va phan ciap cho VNPT Bic Ninh dugc giam va ting trong
khoang gi4 nhét dinh, dugc quyén quyét dinh cudc theo ddi twong KH. Tuy nhién
khoang gi4 quy dinh cua Tap doan xét vé mit gi4 tri tuyét ddi thi gid thap nhat
VNPT Bic Ninh c6 thé quyét dinh bang véi gid cude géi cude thap nhat hién hanh
ciia DN khac. Piéu nay lam VNPT Bic Ninh bi han ché v& linh dong gié.
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Bing 2.7: Bang m0 ti gia cude tron goi FiberVNN cia VNPT Bic Ninh ban ra thi
trwong thoi diém cuoi niam 2019:
DVT: dong/TB/thang

Loai DV Gié cuée
VNPT FPT VIETTEL

FiberVNN
Goi tbc do nho hon 150.000 200.000 | 180.000-
hoic bing Giam t6i da: 20% | (cao nhat) | 200.000
36Mbps/36Mbps
Goi toc do 180.000 220.000
40Mbps/40Mbps Giam t6i da: 20%
Goi toc do 200.000 240.000
50Mbps/50Mbps Giam t6i da: 20%

(Nguon sé liéu Trung tdm Kinh doanh VNPT Bdc Ninh)
- Can ctr chu yéu cua viéc dinh gia cuéc cua VNPT Béc Ninh 1a hinh thirc
dinh gi4 dya vao canh tranh va dan dau chat luong DV, ma khdng phai cau thanh tur
gié thanh.

Cuéc binh quan/ thué bao FTTH

400000

340000

350000
315350

300000
250000 235120
200000
150000
100000

50000

Nam 2017 Nam 2018 Ndm 2019

Hinh 2.8: Biéu db doanh thu binh quan/TB niam 2017, 2018, 2019
(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh )
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2.2.3.3 Chinh sach phan phéi

Dé cung cap c4c san pham dich vu dén véi khéch hang mot cach nhanh nhat,
tao su tién loi va thoai mai nhat cho khach hang, VNPT Bic Ninh hién dang trién
khai theo 2 loai kénh, d6 1a Kénh phén phdi truc tiép va Kénh phan phdi gian tiép

Trung tdm kinh doanh
VNPT Bac Ninh
v
Trung tdm vién théng Béc Ninh
Céac phong ban hang khu vuc
Dai ly
' ,
Bin e Bén 1¢
v v 1 v v
Khéch hang

Hinh 2.9: So' d6 KPP hién tai ciia VNPT Béic Ninh

(Nguon: Trung tim Kinh doanh VNPT Béc Ninh)
- KPP truc tiép: Pay la kénh thé manh cia VNPT Bic Ninh, hé thdng
kénh ban hang da dwoc hinh thanh ddng b trén toan tinh. Véi hé thong co s&
ha tang kién tr(c rong khip, tir thanh thi dén nong thon, 43 nha tram/65 X4,
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phuong, thi trin, VNPT Bic Ninh thiét k& mot mang Iu6i ban hang rong khip
dap ing cac khu vuc c6 nhu ciu sir dung dich vu tir cao dén thap, bao gdm:

+ Ban hang tai cac diém giao dich:

Heé théng cac ctra hang Vién thong trang hoang, thim my, c6 nhan dién rd
nét vé thwong hiéu phli hop véi tiéu chuin diém giao dich. Toan tinh co 12
diém giao dich, trong d6 tai Thanh phd Béc Ninh 1a 5 diém, con lai 7 diém/5
huyén.

Thoi gian phyc vu ciia cac diém giao dich 12 lién tuc tir 6h30° dén hét 21
gio hang ngay. Cac diém giao dich thyc hién nhiém vu chap nhan nhu cau KH,
hoan tat thu tyc hoa mang TB, ban séq phf{m tra trude Vinaphone, thu guo’rc
VT-CNTT, dang ky thong tin KH, chuyén doi su dung DV, stra chita thict bi
dau cuoi, ban hang hoa: mdy dién thoai co dinh, di dong, ....vé co bdn cac giao
dich ndy chua thy hién t6t chirc ndng tu van khach héng. )

Ty trong ban hang gidm dan qua cac nam, dicu nay bicu hién khi co
canh tranh, KH c6 nhi€u su lwa chon, ngudi ban hang phai tu van, tiép xuc tai
dia chi KH thi méi mong ¢ KH. M¢t trong nhirmg nguyén nhan chin cua viée
giam ty 1€ nay la do chua gan thu nhap nhan vién ban hang tai DGD voi ket
qua ban hang, nén chua that sy phat huy heét hiéu qua cua viéc ban hang.

+ Ban hang qua CBNCV: Toan th¢ CBCNV cua VNPT Béc Ninh deu 1a mot
tiep thi vién. Tuy nhién lyc lugng trong tdm va xuyén suot cua hoat dong kénh
nay la  CBCNV tryc tiep san xuat: Cong nhan  BDSC&PTTB, nhan vién t6
ban hang, nhan vién t6 CSKH... Day 1a lyc luong ban hang c6 chat lugng nhat
vi am  hiéu nhiéu vé DV, c0 trinh d¢ ky thuat viing. Hinh thirc ban hang

chi yéu cua luc lugng nay la ban hang tai nha. ]

Viéc ban hang qua CBCNV chi dung lai ¢ viéc phat trién dugc DV ma
chua ding y nghia cta viéc ban hang Ia ban giai phép tiéu dung DV cho KH.
Mdi nam c6 khoang 35-61% sé TB phat trién mai duge bén hang qua luc luong
ndy. Song ty 1& ndy ting din vao nam 2019. Dic bist ddi véi DV FiberVNN —
DV méi nén ty trong ban hang qua kénh nay dat hon 90% so véi tong TB phét
trién duoc.

+ Bé&n 1¢ qua cac diém truy cap Internet cong cong: Hién VNPT Bic
Ninh c6 15 diém ban 1é truy cép Internet cdng cong tryc thudc cac Trung tam
VT, KPP nay chiu nhiéu strc ép vé canh tranh véi chinh KH cua VNPT Béic Ninh.
Doanh thu binh quan/ngay la 3.200.000 ddng.

+ Ban hang tai cac gian hang luu dong: Do6i ngdi ban hang cia VNPT
Béc Ninh tai c4c Trung tdm t6 chirc cac dot béan hang luu dong tai cac khu vuc
déng dan nhu cho, trudng hoc, Siéu thi, nha thd, ay ban x&, phuong... nhim tao
thuan loi cho KH. Tuy nhién két qua ban hang chua cao va tan suat ban hang
khong thuong xuyén, nén chua tao dwoc niém tin trong KH.
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- KPP gian tiép:

Chién lugc thiét ké KP gian tiép cua VNPT Béc Ninh 12 ban nhiéu loai DV
qua mot loai trung gian la dai ly. Hoat dong ban DV giao cho KPP gian tiép phu
trach theo ting cdng doan DV. Céng doan chinh cac thanh vién trong KPP gian
tiép tham gia la giéi thiéu, tuw vin DV, cung cdp cac thu tuc lap hop dong cho
KH. Cong doan 1ip dit DV, nghiém thu DV van do VNPT Béc Ninh dam nhan.

+ Ban hang qua cac dai ly moi gioi: Hién dén cubi nim 2019, VNPT Bic
Ninh c6 61 dai ly gdbm 20 dai ly da DV, 18 dai ly don DV, 23 dai ly luvu dong (S6
luong nay bién dong hang nam). Pbi twong dai ly hau hét 1a nguoi than quen
ciia VNPT Bic Ninh, trong khi luc Iugng nhan réi trong xa hoi chua dugc quan
tam va khai thac tot. Do vay két qua ban hang qua kénh nay t6i da chi chiém
10% so s&6 KH phat trién duoc ciia toan VNPT Bic Ninh.

Bang 2.8: Théng ké s6 lwong TB qua cic kénh phan phdi true tiép va gian tiép

, Ty trong so tong TB phat trién
S6 lugng TB (TB)
TT Loai KPP trong nam (%)

2017 2018 2019 2017 2018 2019

1 | KPP tryc tiép | 3.062 3.964 3.496 85,67 89,07 95,21

2 |KPPgiantiép| 512 486 176 14,33 10,92 4,79

Tong 3.574 4.450 3.672

(Nguon: Trung tdm Kinh doanh VNPT Bdac Ninh)

2.2.3.4 Chinh sach xuc tién ban

+ Qua KPP tryc tiép: Pay Ia KPP dwoc VNPT Bic Ninh chd trong va déy
manh, théng qua nhiéu hinh thirc nhu khen thudng, phan tién lwong phét trién TB,
giao chi tiéu tiép thi dé danh gia ty 1& hoan thanh ké hoach, nham xét ning suét
chat lwong thang... Tuy nhién cac chinh sach nay chua khuyén khich dugc
nguoi lao dong bdi viée khen thuong khéng kip thoi va mirc thuéng chua cao,
tinh cdo bang trong giao chi tiéu tiép thi va xét niang sudt chat luong thang.
Mirc thuéng thdp ¢ diu nim va cao dan vao cudi nim.

+ Qua KPP gian tiép: KPP gian tiép dwoc huong chinh sach hoa hong dai
ly tiép thi phét trién TB. Puoc thuong theo sé lwong TB tiép thi liy ké theo
thang/ quy/ nam. Tuy nhién muc thd lao/hoa hong dai |y chua cao, thip hon
nhiéu so v6i cac DN khac trong tinh. Chwa khuyén khich dai ly séng voi nghé.
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Bing 2.9: Mire thi lao dai ly, cong tac vién cac nha cung cip
Don vi tinh: Dong/TB

Noi dung VNPT EVN Viettel
DV FiberVNN
1 thang
Duéi 10 TB/thang | 50.000 | 80.000 | 200.000 100.000 | 200.000
cuoc FTTH
Tu 10- 30
60.000 | 100.000
TB/thang
Tu 30 -50
80.000 | 150.000
TB/thang
Tu 50 TB/thang
. 100.000 | 180.000
trd 1én

(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh)
Céc chinh sach thu lao cia VNPT Bic Ninh ap dung cho dai ly chua dugc
quan tam ding muc va chua thuong xuyén trong hoat dong trao d6i kinh nghiém nhu
hoi thao, hoi nghi.

Pon vi: s6 lan
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HINH BAC NINH THANH

Hinh 2.10:‘T?m suit quing cdo giai doan 2017 =2019.
(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh)
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Nhu véy c6 thé thdy tan sudt quang ba trén bao Bic Ninh la nhidu nhét. Két
quéa cho nhitng nd lyc quang c&o giai doan 2012-2019 thé hién nhu sau: Hon 100%
KH nhan dién dung thwong hiéu VNPT Bic Ninh; C6 trén 70% KH biét dén logo
DV MegaVNN, va hiéu duoc d6 1a DV Internet bing rong cép dong; Tuy nhién cé
trén 60% KH chua nhan dién Logo DV FiberVNN cua VNPT NT, va khong biét do
Ia DV Internet cép quang dén nha TB.

Cac chuong trinh quang ba cia VNPT Béc Ninh thuong tap trung vao tuyén
truyén, quang ba cho céc dot KM, hodc khi c6 théng tin diéu chinh vé chinh sach san
pham: nang tc do, diéu chinh sé luong goi cude va tén géi cude, dia chi mail mién
phi, ... thiéu quang b4 mang tinh nhic nhé.

Nbi dung quang cao thiéu sy hap dan, da phan doc 10i nhu thong béo, khéng
¢6 mau kich, hinh anh minh hoa. S6 liéu nghién ctru cho thiy 72% KH danh gi
chuong trinh quang ba khong hap dan.

- Hoat dng tai trg:

Hang nam VNPT Bic Ninh da tham gia nhidu hoat dong tai trg pham vi néi tinh,
huéng dén nhiéu déi twong KH tiém ning nhu: Cac chwong trinh trao hoc bong cho
hoc sinh nghéo hiéu hoc, hoc sinh dat giai thii khoa tot nghiép phd théng; Chuong
trinh tiép strc moa thi tuyén sinh trong 4 nam lién do bao Thanh nién t6 chirc cho cac
hoc sinh PTTH...; Két qua khao sét cling phan &nh hiéu qua cta hoat dong nay, cu
thé trén 85% KH dbi tuwong hoc sinh sinh vién nhan biét dung logo VNPT Bic Ninh,
va 100% s6 d6 nhan biét dung logo MegaVNN cua nha cung cap VNPT Bic Ninh,

Ngoai ra ciing c6 nhimg chwong trinh tai trg cac hoat dong di véi cong dong,
x& hoi nham vao céc dbi tuong dic biét trong tinh nhu: Poan thanh nién, ba me Viét
Nam anh hiing, ngudi c6 cdng cach mang (tai tro hoi thao do tinh doan t6 chirc cho
luc lugng doan vién thanh nién, xay nha tinh nghia, phung dudng ba me Viét Nam
anh hung, viéng thim nghia trang, ing ho dong bao béo lut, ...)

- Hoat dgng quan hé cdng chung:

+ Hoat dong quan hé cdng ching cia VNPT Béc Ninh chiu sy anh huéng
chung ctia Tap doan VNPT. C4c 4n pham nhu bai bao, tu liéu nghe nhin, ban tin DN
duoc gisi thidu chung trén cac kénh truyén hinh VTV, dat biét 1a cac miu quang bé
nhic nhé tén goi VNPT trong céc chuong trinh, su kién 16n va trudc gio thoi sy da
thu hat luong 16n khan gia xem dai biét dén VNPT, day 1a mot nd luc 16n cia Tap
doan trong quan hé cong ching ma VNPT Bic Ninh 1a don vi thanh vién duoc thira
hudng.

+ Ngoai ra VNPT Bic Ninh tham gia cac sy kién riéng c6 & tinh nhu sau:
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e Ding tap san bdo xuan Bic Ninh Ia hinh thirc tuyén truyén véi cong ching
vao dip Xuén hang nim caa VNPT Bic Ninh.

e Xay dung c4c doan phim tai lidu giéi thiéu vé hinh anh VNPT Béc Ninh, co
so ha tang, quy mo kinh doanh cia VNPT Béc Ninh nhim chiém thi phan tam tri
nguoi tiéu dang.

T6m lai hoat dong quan hé cong ching ciia VNPT Bic Ninh chwa chu dong
tao sy kién nhu hop béo cong bd DV mdi hodc cong bd chuwong trinh xay nha tinh
nghia, trién 1dm, hoi thao chuyén d& c6 sy tham gia ciia co quan béo chi, to chirc cac
show vui choi ¥ nghia, nhdm thuc hién duoc viéc hd tro gi6i thiéu DV, tao nén su
quan tdm dén DV.

- V& KM:

Céc chuong trinh KM qua céc nam tir 2017 — 2019 c6 thé thay da phan tap trung
Va0 ting cudc hda mang, mién phi sir dung thiét bi dau cudi, ting cude sir dung,
tang thém 1 sd vat pham khac nhu Webcam, chuong trinh diét virus ban quyén, thé
1718, thé hoc tiéng anh, 40 mua, 40 thun, balo.... Chuong trinh KM ¢6 gié tri thap tir
dau niam, va thudng ting gia tri KM vao cudi nam. Thoi gian KM dai, thoi lugng
KM day, hau nhu thang nao ciing c6. Riéng TB FiberVNN chi phét trién dugc khi c6
KM. Hoat dong KM chi khuyén khich KH mua hang, chua quan tdm khuyén khich
trung gian ban hang.

Theo théng tin khao sat c6 89,81% KH chwa hai long vé KM caa VNPT Bic
Ninh, trong d6 36,06% KH noi rang gia tri KM chua cao, 53,21% KH ndi chuong
trinh KM ciia VNPT Bic Ninh chua thuong xuyén.

Twong quan tin sudt KM va két qua phét trién TB giai doan 2017 — 2019:

Nam 2017: 4 dot KM/199 ngay, phat trién duoc 2.738 TB FiberVNN.

Nim 2018: 5 dot KM/207 ngay, phat trién dugc 3.721 TB FiberVNN.

1 dot KM/40 ngay, phét trién 13 TB FiberVNN
Nam 2019: 5 dot KM/226 ngay, phat trién dugc 2.955 TB FiberVNN.
8 dot KM/260 ngay, phat trién 218 TB FiberVNN.
(Xem phu lyc s6 3)

Theo s liéu trén cd thé thay ty trong TB phat trién c6 KM/TB phat trién ting
dan qua c&c nam: 2017 1a 76%, dén 2018 ting 1én 84%, va nam 2019 tiép tuc dat
muc gan 86%.
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Hinh 2.11: Biéu d thong ké sb lwgng thué bao Fiber VNN giai doan 2017-2019
(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh)

Bang 2.10: S$6 lwgng TB roi mang sau KM

Thang két thic Thang két thic
S6 TB cat | KM va bit dot S6 TB cit KM va bét dot
Thang | giam KM méi Thang | giam KM méi

1 57 7 83

2 56 X 8 127 X
3 67 X 9 98

4 54 10 261 X
5 66 X 11 81
6 91 X 12 79

(Nguon: Trung tam Kinh doanh VNPT Bdc Ninh )

Hau nhu tong s6 TB phat trién méi trong nim déu ¢ diém chung 16n, do la
hoa mang trong cac dot KM chiém hon 80%. S6 lugng TB phét trién méi khdng
tham gia KM rét it, khong dén 20%. Nhu vay c6 thé nhin thay khi canh tranh manh
KH c6 tam ly chd doi KM, va KH 1a ngudi ¢6 loi va duoc coi trong nhit trong moi
hoat dong ban hang.

Doanh thu binh quén cta cdc TB KM lién tuc giam nam 2019 khoang 35.000
ddng/TB/thang, bang 69% nim 2018, va nim 2018 bang 58,8% so véi 2017, bing
1/3 so v&i binh quan doanh thu/TB/thang toan tinh. Tuy nhién dé phat trién dwoc sb
lugng TB méi mdi nam VNPT Bac Ninh phai chi tir ngudn chi QC- KM 1a 807,52
triéu dong, binh quan mdi TB MegaVNN phaét trién méi duoc chi 213.000 dong/TB
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va 816.000 dong/TB FiberVNN. Chwa gdm chi phi vat tu vat liéu mua sim phan tir
mang.

* Nhitng ton tai, yéu kém trong chién lwge XUc tién thwong mai:

Cong tac tuyén truyén quang ba chd trong nhiéu vao nhan dién hinh anh va
thuwong hiéu, nhung chua hd trg ddy manh ban hang. Chi phi quang b4 nhic nhé DV
chiém 0,03% so tong chi phi QC KM DV, quang c4o hd trg ban hang chiém chua
dén 1% va PR la diém yéu kéo dai nhiéu nam.

Chua t6 chirc dot nghién ctru thi trudng chuyén sau theo phan khuc thi truong
dé tim hiéu thi hiéu ngudi tiéu ding va cé chinh séch Marketing thanh phan pht hop.

Chuong trinh KM chua hap dan, chua that sy gay dugc su chi y cua KH.
Hinh thirc KM 1ap di lap lai nhiéu lan, gia tri KM ngay cang ting, lam ting tam ly
mong cho ban hang KM ma khéng c6 chuong trinh KM mang tinh dét pha.

Chua 4p dung chuong trinh KM cho TB dang sir dung DV, ngodi trir mot sd
chuong trinh quay sé tring thudng tb chirc chung véi cac DV VT khac.

Chua c6 chwong trinh KM theo dbi twong KH, hodc theo phan khc thi truong
c6 dic tinh riéng, ciing nhu chua khuyén khich KH thudc mang DN khac sang.
2.2.3.5 Chién lugc con nguoi cia VNPT Béc Ninh

Hién tinh dén hét 31/12/2019 VNPT Bic Ninh c6 416 lao dong, trong do6 ty 18
ngudn nhan luc san xuat va quan 1y 1a 63%-36%.

Trinh d6 nhan lyc tuong tng theo hai khdi quan Iy va san xuét nhu sau:

Ty trong trinh d6 doi ngii quan ly Ty trong trinh d6 doi ngii san xuat
o 0 Chuwa qua
a
Thac < da0 tao O Baihoc ha s i
308 101 66,67 Chuaqua  hecsy Baihoc
' dao tao 18,39
So cép 0

45,97

O Cao dang 01076;7"9
4,04 '
8 So
c4p6,06
@ Trung cap Trung c&p
19,19 29,88

Hinh 2.12: T trong trinh d$ dfi ngii quén Iy va sin Xui':it kinh doanh
(Nguon: Phong t6 chirc 1ao déong VNPT Bac Ninh)

Pay 1a co cu lao dong mong ddi voi san xudt va day dbi véi quan ly. Trong
diéu kién canh tranh, lyc lwong SX can duoc uu tién.
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Luc luong doi ngii tiép xdc tryc tiép véi khéch hang 1a 124 ngudi, trong d6 c6
60,48% trinh do so cip, 29,03% trinh do trung cép, 10,48% trinh d6 cao dang, dai
hoc.

Pugc phan bb cho cac vi tri nhu sau: tai cac diém giao dich 33 ngudi, luu
dong bén ngoai va tai dia chi KH: 91 ngudi.

DV MegaVNN va Fiber VNN & hai DV cbng nghé ky thuat mdi, cbng tac
tuyén dung, dao tao cia VNPT Béc Ninh chua dap tng yéu cau. Pa phan nhan vién
ban hang caa VNPT Béc Ninh la xuit than tir cong nhan BDSC&PTTB dién thoai,
chua c6 kién thirc v& cong nghé thong tin. Nhung khi xir Iy sy ¢6 TB hong nay rat
can kién thirc v& may tinh, mang. Trong khi cong tac dao tao chi qua 1 hodc 2 lan
vao nam 2017, dao tao trinh d6 co ban, nhung chua c6 dao tao nang cao. Do vay luc
lugng ban hang chua that sy chuyén nghiép.

Bing 2.11: Bién dong co cAu vé trinh dd ddi ngii ban hang
Don vi tinh: %

Trinh d6 Nam 2017 Nam 2018 Nam 2019
Pai hoc 47 5,01 8,06
Cao dang 3,5 3,63 2,41
Trung cap 31,76 29,09 29,03
So cap 60,04 62,27 60,5
Chua qua dao tao 0 0 0

(Nguon sé liéu Phong 6 chitc lao dong VNPT Bdc Ninh)

- M&u thuan ton tai giita c4c nhan vién tiép xtc KH véi KH:

+ Do nhan thic vai trd va vi tri caa ca nhan nén qué trinh tiép xic KH c¢6
nhiéu phat sinh mau thudn. Ban than nhan vién tiép xdc chua hiéu rd vai tro dai dién
VNPT Bic Ninh caa minh, hinh dnh ciia ca nhan ho s& 1 co s& ban dau ¢é KH danh
gia vé VNPT Bic Ninh. Ho tw cho rang vi tri ho dang nam giit 1a thép nhét trong day
chuyén san xuit, cung tng DV, nén ho chi dimg lai & cac cong doan thao téc, thuc
hién céc thu tyc dap Gmg nhu clu cta KH, ma chua toat Ién duoc su cau thi KH, tu
van tiéu dung trong vai tro 1 ngudi 6 kién thirc chuyén mén nghiép vu dé KH cam
thay 6 loi, an tim chon VNPT Bic Ninh cung cap va sir dung DV.

+ KH dwoc VNPT Bic Ninh xac dinh dua vao vi tri Trung tim dé phuc vu, nhung
ban than nhan vién tiép xc KH c6 k¥ ning giao tiép chua tdt, hay dung thé 1é
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thi tuc va nghiép vu dé 1am diéu kién cn va du dé thoat khoi sy gan hoi cia
KH, thay vi hudng dan nhiét tinh va thuyét phuc KH bang cac bang ching logic.

+ Théai d6 phuc vu: Nhéan thuc di d6i véi hanh dong. Hon 20% KH duoc khao
sat déu danh gia chua hai 1ong vé thai do phuc vu ciia VNPT Béc Ninh, can cai tién
hon. Trong d6 yéu t6 phuc vu vé mat giao tiép nhiéu hon, vi yéu t6 phuc vu vé mat
sira chita k¥ thuat da dwoc KH chap nhan va danh gié cao.

- Hoat dong Marketing noi bo: Chua dinh hinh rd nét, dau d6 mot vai hoat
dong huéng dén KH noi bo. Nhung chua that sy mang lai nhimg thay dbi vé chat
trong phong cach phuc vu. Trén 75% KH ndi bo cung cap thdng tin khi phong van
tryc tiép déu cho rang cac ché do chinh sach caa VNPT Bic Ninh chua that sy hip
dan. Pay 1 then chét vé nhan thirc dé chuyén thanh hanh dong trong mdi con ngudi
ctia VNPT Bic Ninh trong moi hoat dong tuyén truyén quang bé va ban hang.

- Vi tri ctia nhan vién tiép xtc KH trong chién lugc phét trién dich vu:

Chién lugc phat trién DV hau hét dugc xay dung thdng qua danh gia va khai
thac thong tin tir cac ngudn sd lidu thir cip. Théng tin so cip cham, va bj dong. Tir
2017 dén nay chua c6 cudc khao sat danh gia vé DV, céc giai doan phét trién DV
thdng qua luc lwong ban hang, tiép xic KH. Piéu ndy biéu hién vi tri cia nhan vién
tiép xdc tryc tiép KH khong ¢ chd ding trong xay dung chién lugc phét trién DV.
Két qua 1a bo phan nay chi 1am theo cam tinh theo hudng din cta bo phan xay dung
chinh séch.

* Nhitng ton tai, yéu kém trong chién luwgc con ngwoi:

Trinh d6 nghiép vu va k¥ ning giao tiép ciia doi ngii ban hang, chim séc KH
chua cao.

Nhan thirc v& vai trd cua nhan vién tiép xdc truc tiép KH chua dugc ho hiéu
rd, ho chwa nhan ra chinh ho 1 cau ndi dwa tin tr DN dén KH, sau d6 goi ma, tim
hiéu va thu nhan tin tir KH phan anh tra v& DN, va chinh ho I ngudi xir Iy thong tin
d6 dé thoa man ngay cang cao cac nhu cau mong doi ciia KH.

Nhian thtrc vé& hoat dong Marketing theo ting linh vuc chtc niang phong ban
ciia khdi quan ly chua tot, dan dén hanh dong tao thuan lgi cho viéc trién khai
Marketing thanh phan nhdm phat trién thi truong chua hiéu qua.

Chua quan tm dung muc dén KH noi bd. Thuc chat diy la doi ngi tuyén
truyén vién 1am cong tac quang ba hi¢u qua nhat.

Chua str dung ngudn nhan lyc la nhan vién ban hang truc tiép dé nghién ciru
thi truong trude khi tung ra DV méi.
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2.3 Panh gia chung vé Marketing - Mix dich vu FiberVNN ciia VNPT

Bic Ninh

2.3.1 Nhitng két qua da dat dwoc

Nhin chung véi thuc trang chién luge Marketing Mix DV Internet biang rong
nhu trén, theo y kién céc chuyén gia ciia nganh c6 thé danh gid kha ning thich ung
cua chién lwoc Marketing Mix trudce tinh hinh canh tranh manh trén thi truong theo
nhu phu luc s6 6. Qua d6 ¢ thé rat ra vu nhuge diém chinh cho timg chién luoc
Marketing thanh phan nhu sau:

- Chién lugc SP: Puoc danh gia c6 kha ning thich ung thi truong dat mirc 71%,
trong d6 chién lwoc SP da thuc sy toat 18n mot thuong hiéu Fiber VNN nhit quén,
v6i cac goi toc do va cude phi hop véi nhu cdu KH, tao diéu kién thuan loi cho KH
dugc sir dung thiét bi dau cudi mang dat tiéu chuan va mang lai thuong hiéu dan dau
vé chét luong trén thi trudng. Bén canh d6 chinh sach SP chua that su chd trong dén
cac bang chung vat chat cho DV, ciing nhu giai phép phéat trién DV gia ting, nhim
g6p phan ting doanh thu binh quan/TB.

- V& chién luoc gid: Pugc danh gid c6 kha ning thich tng thi truong dat mirc
54%, trong d6 chién luoc gia chi dat dwgc muyc tiéu dinh gia phi hop vai vi tri din
diu vé chét lugng DV, va phdi hop dinh gid voi cac hoat dong DVKH, nhung gia
DV chua linh dong trong canh tranh trén thi truong, dbi twong KH duoc dinh gid
riéng con it, chua dat trong tdm viéc dinh gid vao KH quan trong, va thu hat KH
thanh toan truéc nham giam ap luc mat KH trude sy giam gia manh cia céc ddi tha.

- Vé chién lugc KPP: Puoc danh gia c6 kha nang thich tng thi truong dat
mirc 40%, trong d6 chién luge KPP thiét 1ap dwoc kénh ban hang truc tiép hiéu qua
v6i nhan dién thwong hidu céc diém ban hang dat chudn nganh, pham vi va thoi gian
phuc vu dam bao thuén loi cho KH, tuy nhién chinh sach danh cho KPP gién tiép con
yéu, chua khuyén khich hi¢u qua ban hang, chiém linh thi phan DN khéc, ciing nhu
phét trién ha ting cua KPP nay.

- Vé chién lugc xdc tién thuong mai: Pugc danh gia c6 kha nang thich tmg thi
truong dat mirc 56,8%, trong d6 chién luge XUc tién thuong mai da tao loi thé nhit
dinh cho VNPT Bic Ninh, véi hinh anh cong ty tét dep, thuong hiéu DV duoc nhidu
ngudi biét dén, chiém duogc thién cam cua cong ching voi san pham. Tir d6 khuyén
khich khach hang mua SP nhanh hon va nhiéu hon. Pic biét la chi ra cho KH thay
duoc muc thyc chi tra ciia KH trong sir dung DV phu hop véi thi truong. Song chién
luge con nhiéu hoat dong kém hiéu qua: nhic nhé DV, cung cép thong tin vé DV
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cho KH, dang tin v& sy 16n manh trong SXKD ctia DN, tao thdi quen vé cach ban
hang mdi...

- V& chién luge qué trinh DV: Pugc danh gia ¢ kha ning thich ung thi truong
dat mirc 79%, trong d6 chién lugc qué trinh DV dugc xem 14 twong dbi hoan thién,
boi thoi gian toan trinh dat dugc tiéu chuan nganh, c6 quy trinh phdi hop cho timg
céng doan DV. Quy trinh xay dung dwoc tinh dén yéu t6 tao thuan lgi cho KH, dam
béo thi tuc va co sé quan ly KH va cd tmg dung tin hoc trong céng tac quan ly. Tuy
nhién cin diy manh hon nira trong viéc thyc hién uu tién vé thoi gian toan trinh cho
céc KH dac biét, KH 1on, KH doanh thu cao. Ddng thoi can téch riéng cac chi tiéu
chat lugng DV FiberVNN.

- V& chién lugc DVKH: Puoc danh gi4 c6 kha ning thich ung thi truong dat
mttc 70%, trong d6 chién luge DVKH c6 kénh tu van tryc tiép va gién tiép hoat dong
lién tuc, thoa man nhu cau hau hét KH. Xay dung duoc méi quan hé véi KH, véi ty
16 KH roi mang thip nhét, dir liéu KH cap nhét theo hudng c6 co sé cho viéc xay
dung chinh
séch DV KH phi hop mong doi cia KH. Bén canh d6 chién lugc DVKH can tiép tuc
chuén hoé phong céch phuc vu KH, dinh ky t6 chirc héi théo, hoc tap kinh nghiém vé
cong tdc DVKH nham dwa hoat dong DVKH trd nén chuyén nghiép, tao su khéc biét
DV manh mé tao lgi thé canh tranh cho DN.

- V& chién luoc con nguoi: Puogc danh gia co kha ning thich ung thi truong
dat muc 40%, trong d6 chién luge con ngudi la chién lugc dai han, c6 vi tri quan
trong, do vay VNPT Bic Ninh d4 khong ngimg nang cao kién thtrc chuyén mén va sé
luong nhan lyc tryc tiép SX. Song két qua trudec mét cho thay mot sé kién thirc lién
quan dén nhan thirc vé vai trd cia lao dong truc tiép, ky ning giao tiép, ky nang ban
hang, kinh nghiém nguoi lao dong con han ché. Viéc cham lo duy tri va gin giit van
hoa DN ngay cang giam nhiét huyét, hoat dong khuyén khich nhan vién ban hang va
ban hang noi b chua dat két qua mong mudn.

Tém lai, nhirmg uu, nhugc diém trong chién luoc Marketing Mix chinh Ia
nhitng bdc 16 trong qua trinh van hanh tng dung Marketing trong thj truong. Khi thi
truong ¢6 canh tranh manh, DN muén phét trién thi truong, phét trién DV thi can tao
su khéc biét vé DV so véi cac doi thii canh tranh thong qua chinh sach gia va con
nguoi, can tim kiém thi truong, duy tri thi phan théng qua chién lwoc KPP va xic
tién thwong mai. Nhung mot chién luge Marketing hiéu qua 1a chién lugc ¢ su phi
hop hai hoa cac Marketing thanh phan.
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2.3.2 Nhiing ton tgi va nguyén nhan
Ton Tai
> Chinh sach phin phéi

Mic diu VNPT Bic Ninh da da dang ho hinh thtrc ban hang, song méi chi chii
trong t&i viéc cung cép san phém, dich vu ¢ hinh thttc ban 1€, cung cép dich vu tai cac
ctra hang thudc hé théng trung tim Vién thong huyén, cac dai Iy ma chua dau tu xing
dang cho viéc phat trién hinh thirc ban hang tai dia chi khach hang, mét hinh thic hiéu
qua cao trong phuong thirc ban hang.

Hé théng cong tac vién da phat trién twong dbi rong song ho chua dugc dao tao
bai ban, chi mot phan trong lyc lwong iy ndm dugc nhimg kién thirc co ban mang tinh
dac thu cua dich vyu. Do d6, hiéu qua hoat dong ctia hé théng cOng tac vién chua cao,
chua thuc sy tao dugc sttc manh toan dién trong viéc gidi thi€u dich vu dén khach
hang.

Viée du tu co s& vat chat méi chi chu tdm cho diém cung cép thudc hé théng
quan 1y cta cac trung tim Vién thong, con viée dau tu cho cac dai ly, diém ban hang,
cong tac vién chua nhiéu dan dén kha nang tiép can dich vu ciia khach hnag khong cao,
khong thoa méan dugc nhu cau cia khach hang. Dong thoi mirc Iuong hd trg cho cong
tac vién con thap va cham hon mit bang thi truong nén chwa khuyén khich cong tac vién
khuyén khich hét minh cho muc tiéu ctia don vi.

> Chinh sach xtc tién hén hop

VNPT Bic Ninh chua ¢ sy chuyén nghiép hoa trong khau xay dung va thiét ké
chwong trinh quang céo, chua co chién lugc quang céo tiép thi dai han hodc chua
nghién ctru ky tdm 1y tiéu dung ciia nguoi dan nén nhiéu chuong trinh con mang tinh
dai tra. Hon thé, tin suét thyc hién cac chwong trinh quang cao, khuyén mdi con it,
chua trong tdm nén chua thuc sy dong lai trong tim tudng khach hang vé hinh anh va
dich vu ciia don vi. Do d6 gdy ra sy lang phi ma khong mang lai két qua nhu mong
mubn.

Chua c6 su danh gia, kiém tra sat sao viéc thuc hién cac noi dung quang céo,
khuyén mii tai cac trung tim vién thong, chua rat dugc kinh nghiém. Do dé nhiéu
chuong trinh vé sau di theo 161 mon cii, gy ra su lang phi thoi gian, cong sirc, tién cua.

Bén canh d6 co ché tai chinh chiu nhiéu rang budc, khong linh hoat, khong dap
{mg duogc nhu cau phat sinh trong hoat dong quang céo, khuyén mai, tiép thi.
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Céc hoat dong marketing tryuc tiép, ban hang truc tiép van chua cha trong dau tu
vé co s& vat chét, nhan luc, tai chinh va chwa c6 sy danh gia rat kinh nghiém nén chua
phat huy hét hiéu qua.

> Chinh sach chim séc khach hang

Bén canh nhitng can b thyc sy c6 thai do tich cuc vé cong tac cham soc khach
hang thi van con ton tai nhirng bd phan, can bd chua thuc su coi trong cong tac nay.
D6 14 nhitg nguoi cong tac & cac vi tri thudng xuyén tiép xic véi khach hang nhu
giao dich vién, dién thoai vién, nhan vién day may ... Ho van chua xac dinh duge vi tri
ctia khach hang nim & dau, chua nhan thirc hét dugc tim quan trong ciia cong tac
chiam soc khach hang. Khach hang van con kéu ca, phan nan vé& phong cach phuc vu
ctia nhitng ngudi tiép xuc tryc tiép véi khach hang. Cac cong nhan lip may khong co
khi nang gidi thidu v& dich vu Vién théng khi khach hang c¢6 nhu cau tim hiéu.

Nhan vién thyc hién ky hop ddng hodc tham gia tra 161 khiéu nai khong ndm
chic toan bo quy trinh cung cép dich vu, ...

Cong tac xay dung quan 1y hd so dit liéu thué bao va khach hang, viéc cap nhat dir
liéu khach hang ctia mdt sb trung tim Vién théng con thiéu chinh xéc, thiéu thong tin nén
g4y kho khan cho dai 108 khi tra ctru, khong nhéap dit liéu cho cac thué bao tam ding nén
da xay ra sy khiéu nai ctia khach hang khi goi 1én 1080.

> Chinh sach con ngwoi

Co ché dai ngod ddi voi mot sd ddi twong CBCNV chua duge thoa dang nhu doi
ngill cdng tac vién, dai ly, ...

Vin con tinh trang nhan sy dwoc tuyén 1a con em can bo trong nganh nén trinh
d6, chuyén mén dio tao hdu nhu chua phii hop véi yéu ciu cong viée can tuyén dung,
phai mat thoi gian, cong strc, tién cta dé dao tao lai méi phuc vu dugc yéu cau cong
Viéc.

Cong tac kiém tra, giam sat CBCNV tuy d thyc hién nhung chua chit ché, van
mang tinh bao cép, chua tu giac.

Nguyén nhéan
> Nguyén nhan khach quan
Bén canh nhitng nguyén nhan xuit phat tir ban than Tap doan nhung ton tai ma
Tap doan dang phai d6i mit co phan xuat phat tir nhitng nguyén nhan bén ngoai ma cu
thé 1a tir phia Nha nude
Thir nhit, sy vu tién phat trién khong dong déu gitra cac nha Mang vién thong
giy kim him sy phaét trién ctia cac don vi. VNPT Biéc Ninh Ia thuong xuyén phai gdng
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minh 1én dé c6 ting trudng doanh thu ma van phai tiét kiém chi phi dé dam bao mirc
loi nhuan hang nam. Véi nhimg han ché nhu vy thi VNPT Béc Ninh dang dan tro
thanh don vi tut hau phia sau cac nha mang d6i thii duoc dau tu bai ban.

Thit hai, cac quy dinh va chinh sach cta Nha nudc con ruom ra, dién hinh 1a cac
thi tuc xin phép lién quan toi hoat dong dau tu, dau thau lam han ché qua trinh khai
thac va str dung dich vu.

Thir ba, viéc can thi€p qua sau tu cdc don vi chi quan cia VNPT Béc Ninh lam
cho viéc dua ra cac quyét dinh san xuét kinh doanh thiéu khach quan, minh bach.

> Nguyén nhén chi quan

Thi nhat, nhan luc cho hoat dong quan tri marketing chua dugc chu trong va
dau tu théa dang. VNPT Bic Ninh chua c6 mot phong riéng biét thuc hién chirc ning
marketing, nhan sy cta bd phan nay khong nhidu nhung thuong xuyén phai kiém
nhiém rat nhiéu mang viéc chuyén mon khac. Trong bdi canh canh tranh gay gat hién
nay, viéc co6 mdt b phan chuyén thyuc hién cac cong viéc lién quan dén thi truong, lap
ké hoach, hoach dinh va t§ chtic thuc hién céc chién lugc phuc vu cho cdng tac san
xuét 1a vo ctng can thiét.

Chinh sach luong con bi han ché do ngudn chi phi phan b6 hang nim dé dam bao
chénh 1éch thu chi. Nhan vién di quen véi viéc thay ddi quy ché luong nén khong
muén thuc hién cdc nhiém vu mot cach dai hoi vi s¢ 6 thé lai co thay dbi trong tuong
lai.

Céan bo, nhan vién con chua nhén thire rd vé vai tro cua hoat dong nghién cuu thi
trudng, ciing nhu chuc nang va nhiém vu cua no, tu d6 din dén viéc td chirc xac dinh
muc tiéu cho nhitng hoat dong nay con chua phu hgp. Thong tin thu thap dugc thuong
khong tap trung va do tin ciy khong cao, chua thu tap dugc cac thong tin can thiét va
cap nhat vé thi trudng, cac bi¢n dong rat phuc tap cia tinh hinh thi truong, tdm 1y va su
thay ddi trong phong cach tiéu dung trén thi truong.

Cong tac dao tao dé nang cao vé trinh d nghiép vu cho can bd nghiép v, ciing
nhu nang cao hiéu biét chung vé cac kién thirc marketing chwa dwgc quan tdm dung
mtrc.

Thit hai, van dé tai chinh con gip nhiéu kho khin vi phai doi phan ngudn tir tap
doan nén viéc phan bd tai chinh cho cac hoat dong marketing con han ché.

Thir ba, viéc nhan thic vai tro cla cong tac quan tri marketing trong Tép doan
con chua sdu sic, cong tac quan tri marketing con chwa dugc ban lanh dao quan tim
ding muc.

VNPT Bic Ninh méi chi dimng lai & muc tiéu lam thé nao dua ra san pham dén
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tan tay nguoi tiéu ding voi, gia ca phai chiang nhét, chir chua thyc sy quan tim dén
viéc quan tri marketing dé xay dung mét chién Iuge phan phdi dai han cho san pham,

Thir tw, vé thyc chat VNPT Bic Ninh chi 1a mot khau trung gian dé dua san
pham ciia tdp doan dén tay khach hang nén VNPT Bic Ninh khong dwoc chu dong vé
tai chinh, khéng dugc chu dong vé chién luge hodc khong chu dong dugc vé san
phim. Cac chwong trinh dugc giao vé c6 pht hop véi dia ban hay khong thi VNPT
Bic Ninh tinh van phai trién khai.

Thir nim, do yéu cau phai trién khai qua nhiéu linh vuc méi trong cing mét thoi
diém (Truyén hinh, phan phdi ban 1é thiét bi, giai phap cong nghé thong tin) nén
nghiép vu chuyén mén ciia nhan vién chua thé dap tmg. Kinh nghiém trién khai kinh
doanh mdi miat hang 1a khac nhau nén khong tranh khoi kho khan trong qua trinh trién
khai, chi nhanh hau nhu phai vira lam vira mo.

Tur nhitng nguyén nhan chinh 1a do nhan lyc mong, tai chinh con kho khin va
nhan thie chua di vé tim quan trong cua cong tac quan trj Marketing, thi cic nguyén
nhan dudi day dugce coi 1a nguyén nhan kéo theo:

Co s6 ha tang han ché, cong nghé cham phat trién: S6 lwong tram thip hon rat
nhiéu so vi ddi thu, viéc trién khai tram 4G di sau ddi thu ca vé chit luong va quy
mo.

Doi ngil nhan sy khong qua nhiét tinh dé trién khai cac chuong trinh marketing
nhu: hinh anh cira hang xudng cdp, hi¢u qua ban hang kém, nhan vién chay chi tiéu

40.Thué bao ro1i mang cao do chua duge cham soc kip thoi.

Két lugn chuong

Chuong 2 cung cap cai nhin téng quan vé VNPT Bic Ninh va Marketing -
Mix DV FiberVNN tai Doanh nghiép. Pong thoi, thuc trang hoat dong Marketing -
Mix DV FiberVNN cua doanh nghiép cting s&é dugc phéan tich. Pay sé la co s¢ quan
trong dé dua ra giai phap hoan thién Marketing-Mix DV FiberVNN cho doanh
nghi¢p.
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Chuong 3

GIAI PHAP HOAN THIEN MARKETING - MIX DICH VU
FIBERVNN CUA VNPT BAC NINH
Gidi thiéu chuong
Chuong 3 dua ra gidi phdp hoan thién quan tri Marketing - Mix dich vu
FiberVNN cta VNPT Bic Ninh trong thoi gian téi. Ngoai dwa ra dinh hudéng muc tiéu
phat trién DV FiberVNN, s& dé xuat mot s6 giai phap hoan thién Marketing - Mix DV
FiberVNN cho giai doan 2020-2025.

3.1 Muc tiéu phat trién DV FiberVNN ciia VNPT Bic Ninh

3.1.1 Muc tiéu phét trién kinh doanh DV FiberVNN ciia VNPT Bic Ninh
3.1.1.1 Muc tiéu tong quét:

- Giir vimg vai trd 1a DN c6 thi phan s 1 trong cung cap cac dich vu vién

thong, cong nghé thong tin trén dia ban tinh Bic Ninh.

- N& lyc khdng ngimg dé dem dén cho KH céc dich vu vién théng - cong nghé
thdng tin véi chat lugng dich vu, chit luong phuc vu tot nhit va gid ca canh tranh
nhat..
3.1.1.2 Cac muc tiéu cu thé cua giai doan 2020-2025:

- Téng doanh thu ctia VNPT Bic Ninh doan 2020-2025 vao khoang 1.445 ty

ddng, binh quan 289 ty dong/nam. Téc d6 tang binh quan 10-12%/nam.

Trong d6: Doanh thu DV FiberVNN chiém trén 21%/tong doanh thu tir TB tra
sau mdi nam, toc do ting doanh thu dat tir 11%/nam tro 1én.

- Ning suét lao dong ting binh tang t6i thiéu 5-7%/nam.

- Nang cao chét luong dich vu vién théng, cong nghé thdng tin, da dang hoé
loai hinh dich vu, phan diu dén nam 2025 VNPT Bic Ninh chiém 50-60 % thi phan
Internet.

- Vé6i sy hoi tu cia cdng nghé vién thdng, internet, truyén hinh, phan diu dén
nam 2020 c6 téi 30% sb ho dan trén dia ban sir dung cac dich vu gié tri gia ting cua
VNPT Bic Ninh nhu IP Tivi, DV néi dung trén Inetrent, thwong mai dién tur.
3.1.1.3 Quy hoach phét trién mang bang rong giai doan 2020-2025:

- Trong giai doan 2020-2025, cdu hinh mang truy nhap 171 tram, trong do6 c6
77 tram ci, 94 tram lép méi. Mang truy nhdp dam bao cung cép dich vu cho 72.135
cong ADSL2+, 7.471 cong FE.
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Bang 3.1: Chi tiét s6 lwong cdng dy bao Iip dit dén 2025

TT Noi dung Tram | ADSL | FE

1 | SO lugng cong du béo lap dit dén nam 2021 128 | 33.679| 2.639
2 | S6 lwong cong du bao lip dat phat trién nim 2022 9| 7535| 1.441
3 | SO luong cong du béo lap dat dén nam 2022 137 | 41.214| 4.080
4 | S luong cong dy bao phat trién nam 2023 11 9.428 | 1.046
5 | SO lugng cong dy béo lap dat dén nam 2023 148 | 50.642 | 5.126
6 | SO lwong cong du bao lip dat phat trién nim 2024 9| 10.341| 1.036
7 | S6 lugng cong du béo lap dat dén nam 2024 157 | 60.983| 6.162
8 | SO lugng cong du bdo lap dat phat trién nam 2025 14| 11.152| 1.309
9 | S luong cong du bao lip dit dén nam 2025 171 72135 7.471

(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh )
3.1.2.4 Phét trién dich vu:

Bang 3.2: S6 lwong TB phét trién va trén mang dy béo dén 2025

S6 TB Internet phat Téc dp ting trudng

Nim trién trong nim S6 TB c6 trén mang (%)

MegaVNN | FiberVNN | MegaVNN | FiberVNN | MegaVNN | FiberVNN
2021 2.500 100 14503 321 120,83 | 145,25
2022 2.200 300 16.703 621 11517 | 193,46
2023 1.500 700 18.203 1321  10808| 21272
2024 1.400 900 19.603 2221 10769 16813
2025 1.000 1.500 20.603 3721  10510| 16754

3.1.2 Quan diém Marketing ciia VNPT Bdc Ninh

- Khéch hang c6 quyén lya chon nha cung cép:

(Nguon: Trung tdm Kinh doanh VNPT Bac Ninh )

Tu duy kinh doanh mai: Huéng vé khéach hang, coi trong khach hang:

Do canh tranh nén cung ngay cang 16n hon ciu. Do vay khach hang cé vi thé

thwong luong trén, ho 1a nguoi quyét dinh mua gi, & dau, cua ai, gia ca ra sao. Vi vay
ho quyét dinh dén sy thanh bai ciia VNPT Béc Ninh. VNPT Béc Ninh phai chii dong
tim dén va phuc vu KH.

“NO CUSTOMER - NO SALARY,

- KH chinh 1a nguoi tra lwong cho toan thé CBCNV VNPT Bic Ninh.
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NO CUSTOMER - NO FUTURE,

NO CUSTOMER - NO THINGS”

Khong c6 KH, VNPT Bic Ninh khong thé c6 doanh thu, khong thé c6 loi
nhuén, khong thé tra lwong cho nguoi lao dong; Khdng c6 khéch hang, VNPT Bic
Ninh khong thé cé su phat trién, khéng thé cé ting trudng, ciing nhu khodng thé ton
tai VNPT Bac Ninh. Do vay KH Ia trung tam trong moi hoat dong SXKD, KH dang
dugc coi trong.

- Ngay cang théa man hon nhitng mong d¢i cia KH dé lam muc tiéu
hanh d¢ng:

Dé phét trién va bén viing trong diéu kién canh tranh manh, VNPT Bic Ninh da
y thitc duge tim quan trong ciia KH, nén VNPT Bic Ninh xac dinh phai n lyc giir
KH. Giit KH khdng don thuan l1a lam hai l1ong KH thong qua chét lugng dich vu tdt,
ma moi hanh dong giit KH nhim muc tiéu thoa man mong doi cua KH, tir khau chao
hang, tiép thi, ban hang, dén hau mai sau ban hang dé thoa man va thoa man hon nita
mong doi cua KH. Mong doi cuia KH khong dimg lai ma bién dong lién tuc, va mdi
KH 1a khéac nhau. Vi vay VNPT Bic Ninh can biét mong doi cua ting dbi tuong KH
dé phuc vu phd hop. Pay 1a mot d6i méi quan trong trong tu duy kinh doanh huéng
vé khach hang caa VNPT Bic Ninh.

3.2 Mt s,(“') giai phap hoan thién Marketing - Mix DV FiberVNN cia
VNPT Bic Ninh cho giai doan 2020 -2025

3.2.1 Hoan thién céng tac nghién ciru thi truong xac dinh thi truong muc
tieu
3.2.1.1 Giaiphap tong thé hoan thién chién luwoc Marketing-Mix
1) Pé xudt mé réng tiéu chi phan doan thi trirong Va Xac dinh thi truong muc
tieu:
a) Phan doan thi truwong: Phan doan thi trudng ciia DV Internet bang rong theo cac
tiéu thire sau:
- Dua trén tiéu thire dia ly: Thi trudng tinh Béc Ninh dwoc chia thanh 3 phan
khuc:
+ Khu vue thanh phé PRTC va thj trin true thude cac huyén, véi dic thi:
e Dan s6 dong, chiém ty trong 16n, sdng tap trung.
e Thu nhap 6n dinh, mic chi tiéu binh quan 16n, doi séng khé cao.
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e Nhu cau sir dung thdng tin, mang Internet nhidu. Thi truong c6 tinh canh
tranh cao, do tinh dia t& tot nén cac DV VT khac déu hudng vao doan thi trudng nay.
+ Khu vue con lai cia cdc X8 phuong truc thudc huyén, thanh (nhung
khong bao gom cac khu vue thude ving VT cong ich): Pic diém cua phan doan
nay nhu sau:
e Dan s6 chiém ty trong nho trong tong s6 dan tinh Béc Ninh.
e Thu nhap ¢ muc trung binh, thip. Kha ning tiéu ding ¢ muc thap.
e Nhu ciu st dung DV FiberVNN dang trén da tang truong.
e Miic d6 canh tranh manh, béi nhidu nha cung cép c6 ning luc mang ludi du
rong dé cé thé khai thac thi truong.
+ Khu vue thuge vang VT cong ich: Thuan Thanh, Gia Binh, Luong Tai.
Pay la dbi twong thu nhép thip, chwa c6 nhu cau sir dung DV nhiéu, la dbi
tuong dugc nha nude khuyén khich sir dung dé rit ngin khoang céch chénh léch vé
tiép can VT cdng nghé thdng tin giita thanh thi va néng thon.
- Dyra trén tiéu thire tudi tac va thu nhap:

Bang 3.3: M0 ta phan doan thi truomg theo tudi va thu nhap

Duwéi 35 T
35-60

Trén
60

Tuoi

nhu cau tiéu ding DV cao, quan tam
vé chit luong DV it quan tam vé
gia.

nhép cao

Thap Tré thu nhap thap. Trung nién thu |Gia/Nghi huu
La d6i twong thich cai mdi, nhan | nhap thip thu nhép thap
thong tin nhanh. Quan tam vé gia.

Trung binh  [Tré thu nhdp trung binh: dbi tuwong | Trung nién thu |Gia/Nghi huu
ndy c6 nhu ciu sir dung DV cao, |nhap  trung |thu nhap trung
quan tdm vé gia va chat luong DV | binh binh

Cao Tré thu nhap cao: Thich thé hién, | Trung nién thu | Gia/Nghi huu

thu nhép cao

- Duya trén tiéu thirc nghé nghiép: Co lién
thodng tin:

guan dén mg dung Cong nghé
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+ Gio vién, hoc sinh, sinh vién: C6 nhu cau nghién ctru, hoc tip qua mang
nhiéu, 12 noi giGp thé hé tré tiép xc véi Vi tinh va mang Internet. Dbi tuong nay
chiém s6 lwong 16n (6.047 giéo vién va 113.108 hoc sinh vao cudi nim 2019)

+ Cén bo cdng nhan vién chirc: nhu cau sir dung DV cao, phuc vu cho cong
viéc hang ngay. Day la dbi tugng dugc Nha nude dinh huéng chuyén doi hinh thirc
lam viéc tir truyén thong sang tmg dung cdng nghé théng tin trong quan ly. Véi hon
49,6 ty cho cong tac diao tao ngudn nhan lyc CNTT cua tinh giai doan 2021-2025 cho
thay thi truong tiém ning ndy day hip dan.

+Y té: bénh vién, bac si. V4i 150 co so y té, trén 14000 CBCNV nganh y té
toan tinh (dén cudi 2025), ddi twgng ndy c6 mirc tiép XUc rong, moi thanh phan trong
x4 hoi, yéu cau cong viéc can dém mang va cong nghé thdng tin.

+ Phong vién, nha bao: Béo dién tr ngdy cang phat trién, nhu ciu st dung
mang Internet ciia lyc lwong ndy ciing cao, do nhu cau cong tac ho ¢6 sy di chuyén
nhiéu, tiép xuc nhiéu.

+ Poan thanh nién: 1a d6i twong tré, thuong tham gia hoat dong cong dong, x4
hoi, nang dong, d& chap nhan cai méi. Nhu cau sir dung thong tin cao.

+ Nong dan, ngu dan, diém dan: S6 luong KH tiém nang nay Ién, mic thu
nhap thap, nhung nhu ciu st dung trong DV trong tuong lai cao, boi viée tng dung
may méc, khoa hoc, cong nghé vao san xudt ngay cang ting.

+ Kién tr(c su, nha thiét ké: Nhitng nguoi ngay cang c6 nhu cau huéng dén
thAm my cao, nén nhu cau tim kiém thong tin, hinh anh, ...trén mang cao. S6 lugng
KH nay it nhung nhu cu vé bang thong sir dung cao.

+ Nhan vién béan hang dién tr, may tinh: Day la ddi twong c6 co hoi tiép xuc
nhiéu vé6i ngudi tieu dang DV Internet, ho 1a luc lugng lam cong tac quang bé tot
nhat.

+ Ho kinh doanh dai ly Internet: Tai c&c dai ly Internet 1a noi dao tao mét luc
luong biét sir dung Internet nhanh va rong rai nhat. Mé ra mot nhu cau tiéu dung moi
lira tudi, ddc biét 1a cac dbi tugng tré em.

b) Xac dinh thi truong muc tiéu:

Véi dic tinh mang ludi rong khip, co so ha ting nha Tram va con nguoi du
manh dé phat trién thi truong & cac khu vyc ndng thon, viing sau ving xa; Cong véi
DV Internet bang rong ngay cang trd nén can thiét va dugc phd cap dén moi ting 16p
nhan dan trong xa hoi, gia ca phi hop cho timg dbi twong, DV con chiu sy canh
tranh vai DV Internet di dong 3G. Do viy thi truong muc ti€u dugc x&c dinh nhu
sau:
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- Phan khuc thi treong muc tiéu thir nhit: Cac ddi twong KH tré tudi, trung
nién, thu nhép tir trung binh dén thip. Cu thé & céc nganh nghé sau: Nganh Giéo duc,
KH nganh Noéng, I&m, ngu nghiép, Poan thanh nién, Cong nhén vién chtic, Nhén
vién bén hang dién tir, may tinh, Cong nhan. Bic diém & doan thi truong nay la sb
lugng KH déng dao, phan b rai rac, tiém nang con nhiéu, loi thé canh tranh ¢ doan
thi truong gid ca phu hop cho timg dbi twong, nham tan dung khai thac triét dé mang
lIudi nén dinh gia giam hon so v&i KH théng thuong khéc.

- Phan khic thi trwong muc tiéu thir hai 1a: Cac d6i tuong KH c6 thu nhép
cao, mirc do sir dung DV nhiéu, khong quan tdm vé gia, quan trong vé chét lugng DV.
O doan thi truong nay, DV FiberVNN ctia VNPT Bic Ninh dé duge KH chap nhan
boi chat lugng DV 1a thé manh va 1a mot trong nhiing diém khac biét so v6i DV cia
dbi thu canh tranh, lai 1a don vi kinh doanh VT quy mo 16n nhét tai tinh nén tao nhiéu
wu d3i va c6 diéu kién phuc vu KH tdt hon.

- Phan Khiic thi truomg muc tiéu thir ba 1a: huéng dén cac KH co su trung
thanh v6i nha cung cap DV, ho st dung DV thudng xuyén, voi mic st dung 6n dinh
va lau dai. Ho 1a nhirng ngudi it thay doi theo cai méi. Loi thé canh tranh trong doan
thi trudng nay 1a chinh saich DVKH ciia VNPT Bic Ninh: vu tién thoi gian xt Iy TB
hong, chiét khau, tham hoi, ting qua,....

Bang 3.4: Pinh hwéng goi cwde twong ing voi phan khic thi treong:

Poi twong KH hwéng dén Goi toc | Goi toe | Goi toc | Goi Goi | Géi toc
do do ) toc do do trén

30MB | 40MB |50MB | 60MB ﬁﬁg 100

MB

Phan khuc thi truong muc tiéu thr

nhit: Cac d6i twong KH ca nhan

. ) X X X
tré tudi, trung nién thu nhap tur
trung binh dén thap
Phan khuc thi truong muc ti€u thir
hai la: Cac dbi tuong dai 1y
Internet, KH t6 chtie, KH c6 thu
X X X X

nhdp cao, mic d st dung DV
nhiéu, it quan tim vé gia, quan tam

vé chat luong DV.
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2) Tdng cuong hoat dong nghién citu thi truong:

- Hoat dong nghién ctru thi truong 1a nham giap DN c¢6 cai nhin cu thé va chi
tiét nhat vé KH va vé dbi thi canh tranh. Viéc xdy dung chién lugc Marketing Mix
phu thudc rat nhiéu vao dinh hudng tur thi truong. Pé ¢6 duoc cac dinh huéng ding,
cac DN phai thuong xuyén ndm bat hanh vi tiéu ding, so thich, thi hiéu, nguyén vong
ctia KH... Bén canh d6, DN phai ludn c6 thong tin vé& san pham, gia ca, phan phdi va
xuc tién ban hang cua ddi thu canh tranh truc tiép, va xac dinh cai gi c6 y nghia nhét
dbi véi chirc nang ciia DN minh, nham thiét lap céc chién lwgc marketing thanh phan
thich tmg tot vai thi truong, dam bao nang cao ning lyc canh tranh va chiém linh thi
truong. Mudn vay VNPT Béc Ninh can:

+ T chirc hoat dong nghién ctru thi truong thudng xuyén, véi muc tiéu nghién
ctru 16 rang. DAi twong nghién ctru ¢6 chon loc va ndi dung nghién ciru cu thé.

+ Thiét 1ap hé théng tinh bao Marketing ndi bd/cong tac vién thi truong: hoat
dong bi mat, cap nhat cac thong tin vé d6i thu canh tranh, cac chién lugc cua dbi thu,
KH cta dbi thi.

+ Téap huan cho nhén vién ban hang thuc hién mot phan chirc ning nghién ctru
thi truong thong qua lay ¥ kién KH, phan hdi nhimg ¥ kién KH.

- T chiic cac dot nghién ctru thi truong chuyén siu theo phan khuc thi truong
dé tim hiéu thi hiéu nguoi tiéu dung lam co s& diéu chinh chinh sach phuc vy, ban
hang theo sé thich cia KH.

- Thyc hién cac budc tham do y kién KH qua dién thoai sau mdi qua trinh giao
dich v6i KH, nhu: Lap dit TB mdi, sira chita TB, thay thé thiét bi hong, thu tién, giai
quyét khiéu nai, thay d6i noi dung cung cdp DV, nhim nidm bét tdm tu nguyén vong
KH.

3) Nhom gidi phdp tong qudt hodan thién chién lwpc Marketing Mix DV
FiberVNN giai doan 2020-2025:

Dé chién luoc Marketing Mix dat dugc hiéu qua mé rong thi truong thi phai co
su két hop cac Marketing thanh phan, phai dit trong tim vao viéc khoi phyc 1ong trung
thanh nhan hiéu, ting kha nimg chiém linh thi truong, va ting tiém luc tmg pho véi
dbi thu canh tranh. Cu thé:
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Chién lwrgc P thanh Giai doan Giai doan Pén Muc tiéu
phan 2020 — 2021 2022 2023-2025
P1: Chién lugc SP ) , ) Tao trong tam
Lam noi bat 1 so goi toc | Goitoc dd | Goitoec do Goéi toc do ting goi DV,
do Fiber 36+ dén | Fiber 200 dén | Fiber 500 twong Ung Vol
Fiber 150 Fiber 300 ting  khac  thi
trudong muc tiéu
P2: Gia Cao hon ddi | Bang d6i tha | Thip hon | Tién dén cha
Pinh gid theo canh , I don i4 canh
tranh, phu hop véi tha R R doi thu R tranfg1 ¢
timg d6i tuong KH g i -
P3: KPP Khoi phuc Pay manh Tang kénh va
Pa dang hoa cac hinh | KPP Bgu dién | KPP luvu nang suét ban
thec ban hang, voi | tinh. T6 chire | dong. Kénh hang,  khuyén
chinh sach khuyén | KPP luu Marketing khich KH su
khich thanh vién kénh | dong. Kénh | qua dién thoai dung theo hinh
thich hop. cong tac Vl: n | vaWeb » thurc tron goi
P4: Xic tién thwong Thuyét  phuc
mai KM KH hién Tap trung | ngudi mua. Bdo
Tang hinh thitc quang | co. KM theo vé hinh anh cua
c4o co hinh anh, tiéu | P6i mai noi doi tuong DN va DV.
pham .... dung KM. KH. Tang s& luong
Lua chon chién lugc | Phan doi KH méi, ting
day va kéo hop thoi | wong KM thi phan.
diém.
Chu trong KM KH
dang dung DV > >
P5: Con ngudi Tang lugng | Tap huan KH | Hinhthanh | Tao hinh anh vé
Dao tao, tap huan trang | lao dong ban | Tang cuong bo phan phong céch phuc
bi céc kien thic chuyén | hang. lao dong ban | Marketing | vy chuyén
modn, céc ky ndng dé | Chuyénbien | hang. chuyén nghiép
phuc vu KH tot. nhéan thirc ’
Tap huin KH hanh dong vi
KH R R
P6: DVKH Diéu chinh Quan tam CS Gitt KH hién co.
Hoan thién co s¢ dir | tang chi phi KH néi bo Tao su khac biét
litu KH. Thiét lap | DVKH. Cham | Tang cuong vé DV
quan hé KH. séc KH hinh thire giao
Hau mai KHnoi by | <400.000 tiep qua mang
) T dong/TB, tu
van KH -
P7: Qua trinh DV Xay dung quy | Ra soat va RGt ngin thoi




79

Xay dung cac quy trinh | trinh thiét 1ap | hiéu chinh cac gian toan trinh.
riéng cho Fi’berVNN voi | DV, stra chita | quy trinh: Uu Chuyén mon
chi tiéu chat lugng cao DV,'giéi ) tién cac KH hod ting cong
hon. quyét khiéu quan trong doan DV

nai DV cho '

FiberVNN.

- Lam ndi bat mot hodc mot sb goi tdc d6. Nham han ché mirc d6 dan trai goi
DV, lam ting cac chi phi truyén thong va quan 1y khac.

- Pinh gi4 theo canh tranh, pht hop véi ddi twong KH: Gia ban DV s& han ché
thay d6i, ma chi ap dung trong cac dot dinh gia KM, nham tmg pho vdi tinh hinh giam
gia cua cac dbi thu canh tranh, tai nhirng thoi diém nhét dinh.

Bai toan dinh gia dam bao téc do giam gid khong gdy hodc giy anh huong it
dén giam doanh thu va chi cho KH thdy dugc su phu hop vé gia so véi ddi thu canh
tranh:

Chi phi thoi gian
Gia tri SP +
Gia tri hinh anh Chi phi ning lugng = Gia DV
Gié tri con nguoi cong stc.

- Pa dang hoé cac hinh thtre ban hang véi chinh sach khuyén khich thanh vién
kénh thich hop, nhan manh yéu t5 tdm ly: 1am theo kha ning, huong theo két qua.
Thoa yéu ciu ting sé lwong KH méi vao mang ngdy cang nhiéu, véi toc do ting 6n
dinh, Luu luong truy cdp Internet ting, khuyén khich KH sir dung theo hinh thirc
tron goi..

- Ch0 trong truyén thdng, quang ba theo céc kénh thong tin KH sé dong da
chon, Cai tién noi dung quang céo tap trung hinh anh, &m thanh, tiéu phim dé nhé.
DPé khuyén khich tiéu thy theo huéng hiéu qua can lya chon thoi diém &p dung chién
luoc ddy va kéo nham hudng vao trung gian Marketing hay KH. Bic biét trong chinh
sch KM, phai dy todn kinh phi KM cho KH dang st dung DV.

- Tinh todn va co cau lai ngudn chi phi theo hudng tang chi cho hoat dong
DVKH, nham dat muc tiéu giit KH. Két hop véi cac chuwong trinh khuyén khich tiéu
thy, tao ra sy phong pht hoat dong sau ban hang. Quan tdm dén hoat dong hau mai
sau ban hang dbi vi KH noi bo vi ddy duge xem 13 trung gian Marketing cam nhén
DVKH dé tuyén truyén tot nhat. Tang cuong chiam séc KH & mirc doanh thu duéi
200.000 ddng/TB/thang.

- Yéu té con nguoi ludn c6 tim quan trong nhét trong chién luge Marketing
Mix. Bao gdm ngudn nhan Iyc ndi b va KH. Con ngudi quyét dinh sy thanh bai cua
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ca nhién lugc nén cin dau tu cho con ngudi. Trude hét phai thay ddi tw duy nhan
thirc, dé tir d6 tac dong I1én hanh dong.

- Pé hudng dén chuyén mén hoa timg cong doan DV, dam bao chi tiéu thoi
gian chuyén giao DV, can xem xét lai qué trinh DV KH. Phan loai mirc d6 uu tién
thoi gian thuc hién cac DV hd tro cho KH theo phan loai d6i tuong KH.

T6m lai trong hé thong giai phép tong thé ndy, mudn trién khai hiéu qua can
phéi hop hai hoad vai nhau trong ting chién luoc cy thé, trong timg giai doan, nham
phét huy hiéu qua timg P theo muc tiéu dé ra.

3.2.2 Hoan thi¢n cac chwong trinh Marketing Mix dich vu FiberVNN ciia
VNPT Bac Ninh

v’ Qudng cdo, khuyén mai

Péi véi VNPT Béc Ninh 1a don vi phu thudc, khong ban hanh chinh sach ciing
nhu diéu chinh chinh sach quang céo, khuyén mai. Chinh vi thé, khau trién khai chinh
sach quang céo va khuyén mai dén khach hang sao cho phat huy hét hiéu qua cua
chuong trinh cép trén ban hanh 1a cong viéc phai dugc quan tam. Pé thuc hién duoc
muc tiéu nay thi VNPT Béc Ninh c6 thé ap dung mot s6 bién phéap sau:

- Quang cao

+ Xay dung ké hoach cu thé cho cong tic quang céo: Muyc dich cua quang cdo,
thoi gian quang cdo, ndi dung va hinh thurc quang céo, chi phi quang céo cho tirng dot.
Ddng thoi phai tong két, danh gia hiéu qua cua cong tac quang cdo, rut kinh nghiém dé
Iira chon ra duoc hinh thirc, ndi dung quang cdo phu hop cho ting thoi diém. Mot ké
hoach quang céo bao gom céc giai doan sau:

» Budc mot: Xac dinh duge mire d6 nhan thirc cua khach hang v& dich vu cua
VNPT Bic Ninh va ban than don vi. Didu nay c6 thé thuc hién dugc thong qua nghién
ctru marketing.

> Buéc hai: Xac dinh nguyén nhan dan dén nhimng cam nhan d6 dbi véi khach
hang. Trc 14 VNPT Bic Ninh xem san phim, dich vu ctia minh nhu thé nao, hinh anh
ctia don vi nhu thé nao, dem lai nhitg cam nhan gi cho khach hang ma khach hang lai
c6 cam nhan nhu vay.

» Bude ba: Tir nhimg dit liéu thu thap dugc vé cam nhan cua khach hang
ciing nhu nhitng nguyén nhan dan t6i cam nhan d6, VNPT Béc Ninh phai thiét lap
muc tiéu cta minh vé thi phﬁn, vé nhan biét ctia khach hang, ...

> Buéc bon: VNPT Béc Ninh phai hoach dinh chién lugc quang céo va chién
thuat thuc hién.
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> Buéc nam: Tong két két qua dat dugc, danh gia va tim ra sy chénh 1éch giira
muc tiéu va thuc hién, tir d6 rat ra bai hoc. Pay la co so clia cac chuong trinh truyén
thong tiép theo.

+ Pa dang hoa cac phuong tién quang cado hon nira: Quang céo qua bao chi, tap
chi, truyén hinh, truyén thanh, quang cdo ngoai trdi, quang cdo qua canh, quang céo
qua thu tryc tiép. Tuy nhién, song song véi viéc da dang cac hinh thirc quang céo thi
VNPT Bic Ninh ciing phai lya chon cac phuong tién phu hop véi timg dich vy, timg
giai doan, tirng thi truong khach hang, dac biét phai dam bao tiéu chuin dinh luong va
dinh tinh cua cac phuong tién quang céo.

» Tiéu chuén dinh luong bao gém: Pham vi hoat dong, tan sb phéat va chi phi
trén mot ngan ngudi duoc tiép can.

> Tiéu chudn dinh tinh bao gdm: Sy phu hop giira d6i twong nhan tin va
phuong thirc quang cdo, sy phi hop giira chién lugc cua thong diép va phuong tién
quang cdo, kha ning tac dong ciia quang céo, co hdi tao kha nang tiép thu quang céo,
hiéu qua cua tn s6 tich liy.

- Khuyén mai

Viéc khuyén mai tro nén hitu hiéu nhét khi nd két hop cuing véi quang céo. Do vay
khi c¢6 chuong trinh khuyén mai caa cac dich vu VT - CNTT thi VNPT Béc Ninh nén két
hop Véi quang c4o trén cic phuong tién dai ching thi dem lai hiéu qua cao. Mbi chuong
trinh khuyén mai déu c6 nhitng muc tiéu riéng.

+ Pi v6i nguoi tiéu dung 1a thac day khach hang sir dung nhiéu dich vu hon
V6i luu lugng cao hon va véi nhitng dich vu méi thi khuyén khich khach hang ding
thir, thu hat khach hang dang dung cua cic hdng canh tranh.

+ Dbi v6i nguoi béan 1é: Chuong trinh khuyén mai ¢6 tac dung d6i véi cac dai ly
1a khi doanh nghiép mudn thac day phat trién mot dich vy, & mot thi truong nao do.

+ Nguoi ban hang: Muc tiéu khuyén khich cac nhan vién, dai ly ung ho céc dich
vu Mdi ra doi, nhirng dich vu dang c6 canh tranh, khich thich ho ban hang nhiéu trong
nhiing gio thap diém.

Vi vdy, VNPT Bic Ninh nén ap dung cac bién phap sau dé ting cuong hiéu qua
clia cong tac khuyén mai. Cu thé la:

+ Xay dung trinh tu cy thé cho viéc thuc hién chwong trinh khuyén mai dé tir d6
lam cdn ctr cho viéc trién khai thuc hién trong timg truong hop cu thé bao gdm cac
budc sau:

» Budc mét: Xac dinh muc tiéu khuyén mai. Tc 1a xac dinh doan thi truong

muc tiéu ma chuong trinh khuyén mai muén hudng toi dé thyuc hién
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» Budc hai: Lya chon cong cy xic tién. Cac muc tidu xtc tién 1a co so dé lua
chon cong cu khuyén mai thich hop nhat. Chi phi, hiéu qua dat dugc cia md cong cu
can dugc danh gia

> Budc ba: Lap ké hoach chuong trinh khuyén mii. Bao gdom: Xéc dinh dia
diém thuc hién khuyén méi: Lua chon dia diém khuyén mii sao cho phu hop véi doan
thi truong ma chwong trinh khuyén mai mudn hudng t6i. Thoi gian khuyén mai: D6 1a
khoang thoi gian quy dinh trong cic quyét dinh ban hanh chuwong trinh khuyén mai.
Xac dinh lyc lugng tham gia khuyén mai: Can phai tinh toan chi tiét sao cho hop 1y vé
mit con ngudi, tiét kiém nhan lyc, chi phi, thoi gian ma van dat hiéu qua mong
mudn.Van d& quan trong nira 1a quy mé murc do khuyén mai va ngan sach khuyén mai

» Budc bon: Thir nghiém. Thir nghiém trén quy mé nho nham phat hién ra
nhitng van dé tiém 4n gay t6n kém dé khic phuc.

» Budc nam: Tong két, danh gia hiéu qua khuyén mii so v6i chi phi bo ra nhu
thé nao cua chuong trinh khuyén mai thi diém.

» Budc sau: Rat kinh nghiém va nhan rong chuwong trinh khuyén mai sao cho
dat hiéu qua.

» Budc bay: Tong két két qua cudi cung cua chuong trinh khuyén mai, rat
kinh nghiém cho nhirng chwong trinh tiép theo. O déy can phai danh gia két qua so voi
muc tiéu dé ra.

+ Pa dang hon nita cac hinh thirc khuyén mai dé thu hat khach hang, kich thich
thi truong dap tng manh hon va mau chong hon.

» Céc hoat dong nham c6 dong thuong mai nén &p dung nhu: Tro cip may
cho khach hang, giam gia khi khach hang sir dung dich vy, qua tang cho khach hang,
giao doanh sb cho céc dai ly, cac diém giao dich dé ho ¢6 muyc tiéu phan dau ...

> Cb dong nhan vién ban hang: Bang nhiéu hinh thirc nhu tién thuong, lap cac
phong trao thi dua, dat doanh sb béan. Trong kinh doanh dich vu thi can ¢ quy thuong
cho nhan vién béan hang tét, nhan vién giao dich gioi, to chirc cac dot thi dua dé khuiy
ddng phong trao.

> Ngoai ra con c6 mot s6 ¢ong cu khuyén mai 1a: Loai “tao uu quyén cho
khach hang” chiing kém mét thong tin vai mot mon qua gi do.

> Bdn hang tryc tiép va marketing truc tiép

Bén hang truc tiép va marketing truc tiép 1a hai cong cu ngay cang dugc s
dung rong rai trong cac doanh nghiép kinh doanh dich vu néi chung va doanh nghiép
cung cap dich vy VT - CNTT noi riéng va ching dang thé hién nhitng hiéu qua rd rang

trong viéc ning cao ning luc canh tranh ciia cac doanh nghiép. Dé ting cuong hon nira
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hidu qua ctia ban hang tryc tiép va marketing tryc tiép, VNPT Bic Ninh nén ap dung
cac bién phap sau:

- Bdn hang truc tiép

+ Té chirc hoat dong ban hang truc tiép thudng xuyén va sau hon, rong hon dén
moi dbi twgng khach hang, ap dung cho cac dich vu ma don vi cung cép.

+ VNPT Bic Ninh can xdy dung mot quy trinh ban hang mét cach chuyén
nghiép va hiéu quéa cua riéng don vi minh, phit hop véi khach hang va dic diém noi
don vi hoat dong. Tu do td chirc dao tao cho tit ca CBCNV du la nguoi truc tiép ban
hang hay khong truc tiép ban hang. Nhiém vy ban hang thudng théng qua cac giai
doan ban hang sau:

» Giai doan m¢gt: Tim khach hang mé&i. Muc dich cua giai doan nay la xac
dinh danh sach cac khach hang twong lai. C6 thé tim kiém tir cdc thong tin luu trit
khach hang ci, khach hang hién tai, tir cic tap chi, Internet, danh ba dién thoai.

> Giai dogn hai: Chuan bj khi tiép xtic. Muc dich cua giai doan nay 1a thu thap
thong tin cang nhidu cang t6t vé khach hang tuong lai trudc khi tiép xuc truc tiép,
nham ndm dugc cac nhu cau cia ho. Pdi voi khach hang doanh nghiép can hiéu rd cac
thanh vién tham gia vao “don vi ra quyét dinh”

> Giai dogn ba: Trinh bay ban hang: Pay la giai doan tiép xtc truc tiép véi
khach hang nhim gidi thiéu dich vu.

> Giai dogn bén: Xur 1y nhiing tir chdi mua cta khach hang. Nhiém vu cua giai
doan nay 1a ing xir, giai quyét nhimg tir chdi mua ciia khach hang.

> Giai dogn nam: Két thuc ban. Pén day, nguoi ban hang can lya chon thoi
diém phu hop dé két thiic qua trinh ban va nhan duoc don dat hang.

> Giai doan sdu: Theo dai va tiép tuc quan tam. Day 13 giai doan d& bi bo
quén, nhung c6 ¥ nghia quan trong nham dam bao su hai 10ng ctia khach hang va git
dugc khach hang lau dai.

- Tang cuong dau tu tai chinh, nhan lyc cho hoat dong ban hang truc tiép dé
phat trién hon nira hinh thirc nay nhu ting cuong doi ngii cong tac vién va c¢6 chinh
sach khuyén khich ximg dang; khuyén khich nhan vién trong don vi cing tham gia
hoat dong cung cép dich vu cho khach hang ¢ moi luc, moi noi, déng thoi cling co ché
d6 khen thudng kip thoi cho nhitng nhan vién nay, ...

- Marketing triee tiép

+ Pa dang hon céac hinh thuc marketing truc tiép nhu: Telemarketing, thu tryc
tiép, ...

+ Pau tu nhiéu hon vé tai chinh cho hinh thic nay.
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+ Can danh gia sat sao hon nira két qua dat dugc so v&i chi phi bo ra.

v Quan h¢é cong ching

- Hoat dong quan hé cong chung cia VNPT Bac Ninhkhong chi ding lai & viée
xdy dung mbi quan hé v6i khach hang hién tai va tiém ning ma con phai mé rong hon
nita dén cac nhom cong chung khac. Do 1a:

+ Céc trung gian trong kénh phéan phdi (dai ly). Can thuyét phuc ho tin tuong,
gén b6 v6i don vi, co thé dung cac n phém ndi b, cac bai bao trén cac tap chi.

+ Cac nha cung cdp, cic nhan vién ctia doanh nghiép, cong ddng tai chinh.

+ Chinh quyén céc cép co anh huong 16n dén hoat dong cua doanh nghiép (Uy
ban nhan dén tinh Bic Ninh, Poan thanh nién tinh Bic Ninh, ...). Do vy, VNPT Bic
Ninh cin xay dung dugc mdi quan hé tin cay véi chinh quyén. Cac cong cu c6 thé thuc
hién nhu 1a cac hoat dong tai trg cho cac sy kién thu hut chu y nhu phyung dudng ba me
anh hung, bao vé moi truong,...

+ Céc cong dong tai dia phuong. VNPT Béc Ninh can xdy dyng hinh anh ban
than nhu 12 mot “hang x6m than thién” dbi voi cong dong dia phuong noi ma don vi
cung cép dich vu thong qua cac hoat dong tur thién, tai tr¢ cho cac su kién van hoa, xa
hoi, thé thao, vin hoa, gido duc,... dia phuong.

- Pa dang hoa hon nita cac cong cu dung cho quan hé cong chung nhu gido duc
va dao tao, trién lam,... va can danh gia hi¢u qua ciling nhu so sanh két qué dat dugc
vé6i chi phi bo ra cua cac hoat dong cong ching.

3.2.3 Hoan thi¢n cdc chinh sach Marketing Mix dich vy FiberVNN ciia
VNPT Bac Ninh

3.2.3.1 Giai phap hoan thién Marketing thanh phan:

Nhin chung chién lugc Marketing Mix DV Internet bang rong ciia VNPT Béc
Ninh tuong ddi dan trai voi nhidu ton tai phét sinh trong qué trinh van hanh trén thi
truong, can cO giai phdp khic phuc. Mic du céc Marketing thanh phin déu con
nhitng ton tai nhat dinh, tuy nhién mot s6 Marketing thanh phan ¢6 mirc d6 thich tng
trén thi truong khé t6t di rang chua hoan thién, nhung mot sb chién luge Marketing
thanh phan c6 do thich ung qué thip (<50%). Vi vay d& tai sé tap trung d& xuat céc
giai phap cu thé cho cac Marketing thanh phan nay va cac Marketing thanh phan c6
tac dong nhiéu dén mé rong thi truong nhu chién luge dinh gi4, chién luoc KPP,
chién luge X(c tién thuong mai, chién lugc con nguoi.

1) Veé chién heoc gia:

* Muc tiéu dinh gi&: Phai dam bao quyén loi cia nhitng KH quan trong.
Khéng nén quyét dinh giam gia nhanh, voi vang theo ddi thu canh tranh, ma nén ra
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S04t cac phdi hop marketing thanh phan: quang céo, KM, chinh séch DVKH con
thiéu s6t hodc chua két hop ¢ diém nao, chua phi hop ¢ diém nao va co giai phap
khic phuc. Vi néu khéng nhu vay thi chinh nha cung cip DV khang dinh DV ciia
minh khéng c6 gi khac biét so v&i déi tha canh tranh.

Dinh gid DV duogc tap trung vao 3 nhdm giai phap nhu sau:

Dinh gi4 phi hop véi ddi tuong KH va thoi gian, khong gian.

Dinh gi4 thich tng véi didu kién canh tranh.

Dinh gi4 c6 tinh dén cac yéu t6 khac cua Marketing Mix.

Chi tiét:

- Pinh gia phi hop voi dbi tuong KH va thoi gian, khong gian: vu tién KH
hién ¢, KH dat doanh thu cao.

+ Tiép tuc duy tri hinh thirc dinh gi4 cho KH lau nam: Pay la ddi tugng c6
doanh thu binh quan trén TB cao. Chinh séch gi4 d& xuit thdp hon muc gi4 théng
thuong, nham khich 1¢ sy trung thanh cia KH. Gia d& xuat nam trong khung Tap
doan cho phép. Tuy nhién can chi rd cho KH théay 2 loi ich trong bang gié 1a s6 nim
st dung va mirc doanh thu déng gép, doanh thu cang cao ty 18 chiét khau cang nhiéu.
Pé 1am dugc viée ndy, nén dua ra muc tich luy cu thé theo niam, va muc khung
doanh sb dat twong tng ty 18 tich luy. Muc tich luy c6 xem xét dén yéu t6 so sanh
voi gid KH méi phai tra khi tham gia chuong trinh KM, nhim han ché nhu cau roi
mang dé tiép tuc huong KM.

+ Pinh gid KM cho KH dang ding DV: Bang hinh thirc ting cudc/qua hién
vit tai thoi diém thanh todn cudc trong khoang thoi gian nhit dinh, nhét 1a cac KH
c6 thoi gian sir dung DV sau khi hét han KM. Xo4 tan tam ly ciia KH vé roi mang dé
huong KM ctiia VNPT Béc Ninh hodc ciia mang khéc. Hinh thirc KM tap trung vao
tang phiéu mua hang, ting/chiét khau cude, quay sb tring thuong nhan dip 1&, ngay
thanh 1ap nganh, Tét, chao ming TB thr 5.000, thir 10.000 ... .

+ Pinh gid DV c6 diéu kién: C6 3 loai c6 diéu kién kém theo chinh sach gia:

@ Tht nhat: Cu ly cdp nho hon 300 mét;

@ Thir hai: Yéu cau thoi gian khac phuc sy c¢6 hong <30 phit ddi véi noi
thanh phd, va <60 phdt ddi véi khu vuc huyén, thoi gian thiét 1ap DV < 1 ngay, nhu
ciu vé thong tin DV tai thoi diém.

@ Thir ba: Kém cac g6i DV phu thém: huéng dan st dung tai nha theo gio,
bao dudng may tinh dinh ky, cai dit phan mém diét virus.

Day la phuong phép dinh gia thu hat KH biét cam nhéan gié tri va chi phi bo
ra. Tiéu dung theo phong cach chuyén nghiép.
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Theo KH Nguyén Van Thuén, t6i dang dung DV Fiber VNN ciia VNPT Béc Ninh,
g6i cudc HomeTV téc do 30Mpbs. Da nhidu lan Viettel gidi thiéu goi cudec 30Mpbs
v6i mirc gia 180.000 ddong/thang. Tdi di dong y chuyén mang, tuy nhién sau thoi
gian trai nghiém DV, t6i d3 quay lai mang VNPT, vi & mang nay, toi tim dugc cac
DV theo yéu cau va giai phép ky thuat khi can.

+ Mo rong dbi twong &p gid wu di, bao gdm: Ngoai cac dbi twong dugc wu
ddi hién 4p dung nhu: Nganh gido duc, Y té, Co quan Pang, chinh quyén dia
phuong, s& ban nganh, cac dbi tuong chién luge khac can &p gid wu dai dé khuyén
khich lwong KH trén mang ting gdm: Hoc sinh, sinh vién, ndng dan, Ngu dan, Diém
dan, Nhan vién, ctra hang ban/sira chita may vi tinh, cbng nhan, phong vién, béo, dai.
Mirc cude giam so véi KH thong thudng t6i da dén 45% (bang véi g6i gido vién hién
tai).

- Pinh gia thich tung voi diéu kién canh tranh:

+ Dinh gi4 thap dam bao c6 kha niang canh tranh vé gia. Lo trinh dinh gia thip

nhu sau:
Tiéu chi Giai doan Giai doan Giai doan
2021- 2022 2023 2024-2025
Bang doi thu - Thap hon doi thu
Gié niém yét Déi thu dang tap | trung BR di'd(f)ng BR di dong manh
Thap hon d6i tha | Thip hon d6i thu
Gid KM - >
Thap hon d6i tha | Thap ddi thu Thap hon déi thu
Gia KH thyc tra —_— — _—

+ Khong thyc hién giam gia thuong xuyén ma ting cuong dinh gia KM, chiét
khiu cudc cho KH theo dbi tuong va diéu kién sir dung.
+ Pinh gia cip d6i san phim DV: Bén gdi DV chung may tinh. C6 nhiéu hinh

thic dinh gia cip doi nhu hd trg gia ban, ting qua KM dinh kém, wu dai goi cudc
DV FiberVNN.... Tri gid giam khi dinh gia cdp do6i dugc tinh trén muac 18 do bén
ddng thoi 2 DV. C6 thé dé ra khung gia cho ba dbi twong KH sau:
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Bing 3.5: Pinh gia cip dbi SPDV theo dbi twong KH:

Poi twong KH Gia tri may + Goi cudc cap doi

KH thu nhép thap, méi | Gid tri mdy <7 triéu dong, cam két sir dung DV trong 12
sir dung mang, may tinh | thang, giam cudc trong 5 thang dau, hd tro gia ban may

(muc 13i ban may = 0 ddng hodc tai tro |4 cho dbi tac).

KH thu nhap thip c6 | Gia tri may <10 triéu dong, cam két sir dung DV trong 12
nhu cau cao vé mang, | thang, giam cudc tron goi trong 10 thang dau, hd tro gid

céu hinh may ban may thap hon gié thi truong/l13i tra gop = 0 dong.

KH c6 thu nhap cao Gia may >10.000.000 dong, to chirc quay so tring thudng.

Theo nha phan phéi may Vi tinh nhan hiéu BNC, DN chiing t6i hién dang cung
cAp may vi tinh cho VNPT Béc Ninh. Ching t6i dam bao cung cip thiét cho VNPT
tinh v6i muc gia thip hon gia thi truong. Ngoai ra tly ting thoi diém ching t6i co
thé hd trg don vi cac chuwong trinh KM. Chlng t6i mong dugc hop tac v6i nhidu
VNPT tinh khac. Boi ching toi biét chi c6 ting lwong may vi tinh tiéu thy trén thi
truong thi cdc VNPT méi phét trién tot DV Internet bang rong.

+ Pay manh tich hgp cuéc DV khéc: Hién nay trén mot duong cap dong thoi
c6 thé ldp dong thoi 3 DV: ¢b dinh, FiberVNN, MyTV. Tuy nhién hién nay mdi loai
TB c6 mot loai cude TB riéng. Dé khuyén khich KH st dung DV va khai théc toi da
hiéu sudt sir dung mang luéi, VNPT Béic Ninh di giam cuéc TB cho truong hop st
dung tir hai DV tré 18n trén 1 dudng cép. Tién dan dén x0a bo cuéec TB DV khi KH
dung nhiéu DV trén 1 duong cép bang céch tinh doanh thu phat sinh trén 1 duong
cap dat tir doanh s6 nhat dinh tro 18n s& khong c6 cude TB. Bén canh d6 chd trong
tich hop cudc bang rong cb dinh va bang rong di dong, nham han ché canh tranh noi
b, tan dung thé manh cua 2 mang. Véi hinh thic tich luy diém cho TB bang rong di
dong khi TB bang rong c¢b dinh dat luu luong t6i da mirc cude tran quy doi. Hodc cu
10.000 ddng cudce truy nhap mang bang rong di dong thi duoc ting 20% cudc bing
rong c6 dinh.

- Pinh gi4 c6 tinh dén cac yéu t6 khac cua Marketing Mix:

+ Pinh gié chiét khau cho KH khi hop téc quang céo, gidi thidu DV, tiép thi
KH cho VNPT Bic Ninh. Vi déy la kénh quang ba dwoc nhidu KH lya chon.

+ Dinh gi4 theo nhan thic vé chat lugng DV. Vi tri VNPT Bac Ninh dugc xép
hang nhét vé chét lugng DV trén thi truong s& cd loi thé vé tu vin KH st dung DV.
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Bai nhidu KH thich sir dung cac goi toc do cao, thoi gian truy cap siéu nhanh. Khéng
chay dua gia theo ddi thii canh tranh, gi& cua DV dugc KH thira nhan chat luong cao
c6 thé van cao gia hon cac doi thu canh tranh khéc, tuy nhién muirc chénh léch khong
qua xa.

* Tinh kha thi ciia chinh sach gia:

- Xét dén hét thang 6 nam 2020, Viettel va FPT di diy manh cung cép
FiberVNN voi g6i toc d6 30MB, va dinh gia ban KM duéi muc 200.000
ddng/TB/thang. Ngoai ra tai cac thanh phd 1on Viettel di ap gia cho FiberVNN véi
g6i tbc do 50MB vai gia 250.000 dong/TB/thang, ¢6 han ché s lugng, va cho théng
tin nay lén trang cac web. Cac nha cung cap DV déu tuyén b s& c6 16 trinh giam gia
va tao diéu kién dé nguoi dan duoc c6 nhiéu co hoi tiép can voi DV truy nhap
Internet.

- Thang 5/2020, VNPT trudc &p luc canh tranh vé gid, ciing da quyét dinh ban
hanh thém géi Home 1, va cac VNPT tinh da &p dung géi Homel véi gia <150.000
dé giir KH, giam gia dong loat cho KH hién hiru, KH lau nam.

- Céc hinh thirc 4p gia theo ting ddi twong KH, nhat 1a KH ¢6 sé lwong dong
ciing 14 hinh thtc tuyén truyén quang ba hiéu qua.

- Trong tuong lai, 16 trinh giam gia chic chan s& xay ra, boi tinh phd cap DV
d6i v6i nguoi tiéu dung, DV Internet di dong dwoc ddu tu manh, va chinh sach
khuyén khich phét trién mang cap quang cua Nha nudc.

2) Hé thong kénh phan phoi:

Muc tiéu ciia KPP 12 thiét 1ap dwoc mot mang ludi ban hang rong khip, phat
trién thi truong, len 161 vao thi truong ngéch, ting kha nang phét trién KH méi, ting
kha ning tiéu ding ciia KH hién c6. Hoan thién chién lugc KPP tap trung vao 3 giai
phép sau:

Nhom giai phap mo rong hinh thirc ban hang qua KPP truc tiép va gian tiép;

Nhém giai phap kich thich cac thanh vién trong kénh;

Nhém giai phap giai quyét cac mau thudn trong kénh.

Chi tiét:

- Nhém giai phap mé rong hinh thirc ban hang qua KPP truc tiép va gian tiép:

+ Pau tu xe ban hang luu dong chuyén dung tan suit ban hang thudng xuyén
kém KM cuc bé:

Theo danh gia ciia KH vé kénh ban hang luu dong:
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Bing 3.6: Panh gia ciia KH vé kénh ban hang luu dong

Panh gia cia KH Ty 1€ %
Tao thuén loi cho KH 61,89
Khuyéch truong hinh anh 13,02
Gan giii voi KH 25,09

(Nguon s6 liéu so cap)

Nhu vay ¢6 hon 86% KH danh gia hoat dong ban hang luu dong ctia VNPT
Bic Ninh tao thuén lgi cho KH, gan giii KH do vdy can khuyéch truong hinh thirc
ban hang luu dong nhu mot kénh chinh théng, nhim chi dong tim dén khach hang,
phuc vu KH tai dia chi KH. Thong qua hinh thitc dau tu xe ban hang luu dong
chuyén dung, giao cdc Trung tdm thuc hién ban hang thuong xuyén trén dia ban
huyén thanh. Dé thu hat KH dén mua hang tai xe, nén ¢ cac trd choi, cac chuong
trinh KM cuc bo, cd qua tang hién vat khi KH diang ky sir dung DV tai xe.

+ Thiét 1ap kénh ban hang chuyén theo dbi tugng KH: Cac KH ding ky nhu
cau qua kénh ban hang nay dugc dam bao phuc vu theo chi tiéu cong bd, va muc
cude tron goi theo yéu cau. Kénh ban hang nay dic biét uu tién KH mang ddi thu
chuyén sang, KH lau nim va KH thuc danh sach KHL, KH dic biét, KH cii cua
VNPT rdi mang ¢ DTC, KH ndi bo. Thuc hién DV theo yéu cau KH.

+ Mo rong kénh ban hang qua Web, vi c6 dén 14% KH tim hiéu DV théng
qua trang web cia VNPT Bic Ninh.

KH 1a 1 CBCNVC dang cong tc tai S Thong tin va Truyén thdng mong
mubn dwoc nhan mail khi cé thong tin vé DV nhu KM, ting cudc, quay s tring
thuong, ..., vi ca nhan tdi it co thoi gian dé xem truyén hinh, nghe truyén thanh, ...
vao web 1a hinh thire cap nhit tin tic nhanh nhat va thuong xuyén nhat, it nhat 1a 7

ngay/tuan.

+ Tang cuong hoat dong ban hang cho cdc KH mua DV theo thoi vy, tai cac
khu vuc c6 dic diém kinh té, xa hoi dic thu nhu ving bién, vu mua, hoc sinh, gi4o
vién .... Pay la mot trong nhiing céch thic khai thac hiéu qua thi truong ngach.

- Tao kénh tiép thi 1a KH hién c6. Chinh KH ndy méi tao ra tiéng néi khach
quan cho nha cung céap. Hién nay 33,4% KH dugc khao sét lya chon nguoi gidi thidu
DV la KH dang dung DV ctia chinh nha cung cap do.

- Nhom giai phép kich thich céac thanh vién trong kénh:
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+ Dung strc manh khen thudng va thu nhap tao dong lyc ban hang cho can bo
cong nhan vién dé day manh ban hang truc tiép qua CBCNV: Pay la kénh béan hang
hiéu qua, uy tin. Viéc giao doanh s ban hang va chi tiéu tiép thi TB cho CBCNV va
quy d6i don gi4 lwong theo khéi lwong thyc hién nham nang cao ¥ thirc phuc vu KH,
cdu thi KH, t6n trong KH nhu ho giit chinh tdi tién ctua ho. Nhung hién tai viéc ban
hang chwa duoc gin két voi thu nhap va bi nhiéu chi phdi béi cac chi tiéu khac. Tam
ly trong cho, v lai va thiéu trach nhiém ciia nhiéu nhan vién ban hang da lam tac
dong giam hinh anh VNPT Bic Ninh, chét lugng DV.

+ Tang cuong hop tac kénh ban hang Buu dién tinh. Xem day la kénh béan
hang cdp 1. Tang thu lao dai Iy cho Buu dién tinh cao hon cac dai Iy khac 10%. Tai
céc diém phuc vu cia Buu dién tinh déu 6 tiép nhan phét trién TB, bao méy hong,
tiép nhan nhu cau chuyén déi hinh thirc sir dung DV,...

Theo Ba Cham - Truéng Phong Kinh doanh Buu chinh - VT- Tin hoc Buu
dién tinh: Hién mdi quan hé hop tac chwa khai thac dwoc loi thé cua bén Buu dién
tinh (ha tang, con ngudi), chwa dit mdi quan hé hop tac dung tam cua né. VNPT Bic
Ninh can chi dong dwa mbi quan hé hop tac dat muc hai bén cing c6 loi. Hé thong
kénh ban hang Buu dién tinh rong khip, c6 chuyén mén vi truée day khi chua tach
Buu chinh VT thi ngudn nhan sy ctua KPP nay ciing thuc hién ban DV VT. Trang bi
ha tang va con nguoi Buu dién tinh chuyén nghiép hon nén khong thé danh dong
KPP Buu dién tinh véi 1 dai ly VT khac. Ngoai ra KPP nay c6 uy tin va dugc KH tin
tuong véi bé day hoat dong kinh doanh BCVT hon 70 nam.

+ Ra soat loai bo tat ca cac dai Iy nhidu thang lién khéng phat sinh doanh sb
hodc TB tiép thi. Tim va ky hop dong dai ly/cong tAc vién véi cac ddi tuong dé& tiép
can KH, c6 kién thirc vé& chuyén mén nhu: nhan vién ban méy tinh, sira chita may
tinh, IT cac DN, truong thén, xém truong, khu truong dé moi gidi phét trién TB,
chim soc KH, thu no..., dic biét 1a tiép thi cic DV GTGT nhim ting luu luong va
nhu cau sir dung bang thdng.

+ Trang bi cac diéu kién ban hang dé gisi thiéu, dung thir, hudng dan st dung
tai chd.

+ Xay dung doi ngii huan luyén ban hang trong VNPT Bic Ninh. Tuyén chon
céc ca nhan co kha ning giao tiép tdt, biét truyén dat va c6 kinh nghiém thuc t& tham
du cac 16p hoc ngén han vé k¥ nang tiép thi, nghé thuat giao tiép, cach ban hang gioi
... dé dao tao lai cac bo phan tiép xtc KH, nham ting dan tinh chuyén nghiép trong

hoat dong ban hang, va phuc vu truc tiép KH.
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+ Té chirc dao tao, hdi thdo chuyén dé, giao luu hoc hdi va thuong xuyén trao
d6i kiém tra kién thirc vé san pham, dich vu méi ciing nhu kinh nghiém, k¥ ning ban
hang ctia kénh dai 1y, kénh Buu dién tinh, cong tac vién.

+ Diéu chinh chinh sach thu lao dai 1y c6 tinh dén yéu t6 ting gi4 san pham tiéu
dung tai tinh. Mirc gia tiép thi chap nhan duoc nén duy tri trong tiép thi TB 1a 100.000
— 150.000/TB dbi véi DV FiberVNN. Mirc luy ké trong thang dat tir 20 TB/dai ly thi
s€ duoc khuyén khich tang thém. Co ché chi tra thu lao kip thoi, theo méc sb lugng,
hodc theo mdc thoi gian tudn/ thang. Phan doan ndi dung thyc hién trong ddy chuyén
cung cip DV dé dai Iy thuc hién chuyén.

Theo dai Iy VT Tung Béach- Trung tim VT Qué V4, toi lam dai 1y tiép thi phat
trién TB cho ca VNPT va Viettel. Thu lao VNPT thap hon nhung DV ctia VNPT dé&
tiép thi hon, trong khi thu lao ctia Viettel cao hon, va thanh toan nhanh, gon hon nhiéu,
tiép thi xong TB nao la dugc nhan tién ngay va khong phai 1am bat ky ban ké nao.
VNPT nén han ché thu tuc thanh toan, bao céo, chi tra tién thu lao nhanh, kip thoi hon,
nham khuyén khich dai 1y. Vi dai 1y t6i c6 nhidu TB tiép thi tir 2 thang tr& 1én chua
nhan duogc thu lao.

- Huén luyén KH théng qua hinh thirc tdp hudn DV tép trung theo nhu cau dang
ky cta KH.

* Tinh kha thi ciia chinh sach:

Luc luong dai 1y/Cong téc vién la hé théng ban hang can quan tam, vi ho la
cac cd nhan dic thi nhan rdi hodc ¢ chuyén mon, hodc 1a nguoi thr ba ban hang.
VNPT Bic Ninh s& han ché tiang lao dong, nhung van du nhan luc dé tiép can va
phét trién thi truong.

Kénh bén hang chuyén nghiép s& 12 md hinh huéng dén cua nhiéu DN 1én
trong twong lai. Do véy , ban hang khong chi la lip dit DV, theo ddi chat lugng DV,
ma ban cho KH giai phap, ban cho KH niém tin, va sy tién dung ciia DV. Néu tap
huén, huéng dan st dung KH, khi KH hiéu DV, thiy DV la nhu cau khong thé thiéu
thi san lugng va doanh thu DV s& khéng ngtng ting.

Vi phd dung ciia mang Internet, cac hinh thirc ban hang méi s& xuét hién
nhanh, cac tién ich tai chd duoc KH lya chon.

3) Vé chién lwoe XUC tién thuwong mai:

Trong chién luge ndy can tap trung vao 4 nhém giai phép:

Nhom giai phap cho hoat ddng quang cao.

Nhom giai phép kich thich tiéu thu.
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Nhom giai phap vé& quan hé cong ching

Nhém giai phap vé Marketing truc tiép.

Chi tiét:

- Nhém giai phép cho hoat dong quang céo: Sir dung dé hudng thdng tin
thuyét phuc vao ngudi mua:

i/ D6i méi, cai tién céc hinh thirc quang ba hién &p dung: nhim dat muc tiéu
hd tro ban hang, nhic nhd DV, cung cap thong tin khac biét vé DV.

+ Pbi moi tw duy vé& quang ba: khdng tham thong tin, quang béa c6 bd cuc rd
rang, ngén gon, cu thé ho& bang hinh anh, it chir. Thiét ké dep, tham khao y kién KH
noi bo trude khi dén voi cong ching. Muc dich cac chuong trinh quang ba huéng
dén 12 1am rd loi ich khéc biét cia DV minh dang cung cap va gia tri KH cam nhan
vé DV, nhim ting dong co lya chon nhan hiéu khi quyét dinh mua hang.

+ Thyc hién quang c4o nhic nhd DV, tan suét tdi thiéu 11an/thang trén phuong
tién nhu truyén hinh dia phuong, thdng qua to roi kém bang ké cudc, trén trang Web,
guri mail, bang ron tai cac diém cong cong.

+ P4y manh hoat dong quang ba hd trg ban hang qua dién thoai, phét loa trén
xe luu dong, phat to roi, thong bao trén loa phét thanh ciia x& phuong. Ho trg ban
hang la tit ca cc hoat dong nham dam bao rang khach hang nhan biét vé san phdm
hay dich vu cua ban, c6 4n twong tot vé& chling va thyuc hién giao dich mua bén that
su.

+ Tb chuc lai phong trung bay SPDV theo hudng két hop trung bay va ding
thir DV phuc vu cho hoat dong ban DV, bén thiét bi. Day l1a kénh quang c4o c6 mo ta
tinh hiru hinh ciia DV, gilp KH khing dinh niém tin va nhanh chéng c6 quyét dinh
tiéu dung DV.

ii/ B6 sung thém nhing hinh thirc quang c&o/ truyén thong moi:

+ Thiét ké cac doan clip quang ba vé VNPT Bic Ninh. Quang ba vé DV, goi
cudce phuc vu cho hoat dong quang ba dinh ky.

+ Doi méi hinh thire quang bé hinh thire to roi véi noi dung ngén gon, tao tinh
t0 mo tim hiéu cua KH, dé lai sé dién thoai cho KH lién hé thay vi c¢b cong ting tin
suat quang ba & KH nhd dén VNPT Bac Ninh. Tuy nhién hinh thirc quang ba nay
khong duogc lam dung.

+ Quang ba bang céch t chirc trd choi tim hiéu DV, mang, kién thirc tin hoc
qua thu, hodc dién phiéu vé chuong trinh KM hién hanh va dy doan sé luong KH
yéu thich chuong trinh giéng KH. Hinh thirc ndy chua dugc VNPT Béc Ninh thuc

hién.
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- Nhém giai phép vé& quan hé cong ching: nhim mang lai sy dé cao hodc/va
bao vé hinh anh cia DN va DV

+ Hoach dinh ké hoach PR hang nam, trong dé xuyén su6t phai c6 su phdi
hop hoat dong PR voi hoat dong quang ba va ban hang, néu thoi gian cu thé thuc
hién chwong trinh ndo va phuc vu cho viéc truyén thong DV nao. Toan b cac hoat
dong PR dugc thong ké, sip xép, tong hop va viét bai dua tin trén chuong trinh phim
tai liéu cua Pai truyén hinh Bic Ninh.

+ Tai trg dao tao kién thirc tin hoc cho cac hoi néng dan, doan thanh nién cac
khu vyc huyén xa chwa c6 diéu kién tiép xuc Internet. Pay Ia luc luong chiém sb
dong, khitao diéu kién vé kién thirc tat nhién s& dan dén hanh vi tiéu dang.

+ Mién phi DV cho cé4c co quan dua tin: b4o Béc Ninh, Dai truyén hinh Bic
Ninh, dai phét thanh Bic Ninh.

+ Tao mbi quan hé véi chinh quyén dia phuong théng qua viéc thuc hién tai
trg hoat dong cong ddng nhu: Lap diém Internet cong cong thanh nién, dong goép xay
nha tinh nghia, tham nudi, phung dudng ba me Viét Nam anh hung, quyén gép sach,
béo, tap chi cho cac x& huyén nghéo, ...

+ Duy tri ¢6 d6i méi hinh thirc tai tro cac chuwong trinh: truyén hinh vé tu van
strc khoé, tu van mua thi tuyén sinh, trao hoc bong cho hoc sinh nghéo hiéu hoc, hoc
bong thu khoa, trao thuong cho hoc sinh doat giai thi tin hoc tré khéng chuyén, to
chire budi lién hoan van nghé giai tri cho nhan dan.

- Nhém giai phép kich thich tiéu thu: Hoat dong KM phuc vu muc tiéu tang
nang suat ban hang, hdu mai KH sau mua hang, bao toan thi phan.

+ Tang cudng KM KH dang sir dung DV, dic biét vao céc thoi diém dbi thu
canh tranh KM phat trién méi.

+ Hon 55% KH dugc khao sat chon Iya hinh thirc KM tang cudc 12 thang, va
hinh thirc tra tron géi mirc giam dén 30% cude mdi thang trong 1 nim. Do vay chuong
trinh KM nén c6 nhiéu Iya chon cho KH. Pic biét chuong trinh KM Iuu y khuyén khich
KH thanh toan trude, khuyén khich KH tan dung thiét bi Modem hién ¢6 cua KH.

+ Tang cudong KM phét trién méi ddu nam. Phan tich, danh gia hiéu qua cua

tung chuong trinh KM.
+ KM theo ddi trong KH:
i/ B6i voi MegaVNN:
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Bing 3.7: Chwong trinh KM DV FiberVNN theo d6i twong KH

Poi twgng KH

Néi dung chwong trinh

Thoi  diém

thuce hién

Chwong trinh
KM phu gy cha

y kém theo

KH phét trién | Tang cudc s dung 6-12 thang /| Gid tri KM [ Chao mimg KH
méi (khéng | cude tron géi trong 12 thang. cao ¢ dau | thir 100, 200, 300
gdbm céc loai | Kém theo qua ting hién vat: | nam, dén | trong timg dot
KH theo dbi|bald dén trudng, do dién tir gia | thang 4 ting | KM.
tuong wu tién). | dung co gia tri twong duong. dot bién, va | D6 vui tim hiéu vé
KH khong nhan modem: ting | giam dan gia | kién thac  trén
thém cudce sir dung /6 thang. tri KM cubi | Internet.
KH thanh toéan trugc: chiét khau | nam.
cude theo ky thanh toan trude.
Trong d6 KH | Nhu KH méi kém thém cac uu
mang khac dai vé DVKH.
KH hoc sinh, | Binh gi& KM g6i hoc sinh. | Trudce ky thi, | Tao chuyén muc
sinh vién Tang thé hoc truc tuyén. trong 3| choi ma hoc trén
thang he trang web co
thuong.
KH nbéng dan, | Tang cudc s dung 6-12 thang | Vao mua | Chao ming néng
ngu dan /cube tron goi trong 12 thang. | KH xong vu | dan thir 10, 20, 30,
Ting phiéu mua phan bon. M¢ | thu hoach 50, 100 vao mang
16p tap huan DV mién phi
KH CBCNV | Tang vé du lich/ ting cudc sir Giam mot phan
dung khi KH gidi thiéu nguoi hoc phi hoc bing
khac hoa mang. A, B tin hoc
KH DN KH dang ky tr 5 TB tro Ién
tang kém chuong trinh diét vius
mién phi hang thang.
KH lau ndm Tuy theo thoi gian sir dung DV, | 2-4 lan/nam
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tang cudc su dung: 2 dén 5

nam, trén 5 nam.

KH dang
dung DV

s

Tuy theo muc st dung DV, ting
phiéu xang dau. Tang thé cao.

Ky 3 théng,
6 thang

i/ P6i vi KM FiberVNN:

Hon 14,53% KH duoc khao sat chon hinh thitc KM la ndp trude 50% gid tri goi
cude thang dau tién, mién cude thang dau tién, giam 20% cude thang trong 6 thang. Co
33% KH chon ting cudc trong 6 thang. Nhu vay ¥ khién KH khong thong nhét, chuong
trinh KM FTTH nén da dang hinh thic KM. N6i dung chuong trinh KM du kién:

Bing 3.8: Chwong trinh KM DV FiberVNN duy kién:

Poi twong KH

Noi dung chwong trinh

Thoi  diém

thue hién

Chwong  trinh
KM phu gay
chu y kem theo

KH hién c6

Tang thé, tang qua hién vat
chiét khiu cudc.

Dai ly Internet

Tang cudc s dung tur 3-6

Vao cac thoi

Ho trg chuong

théang. gian dai ly c6 | trinh KM tai dia
HJ trg tién bang hiéu, qua | nhiéu KH chi KH.
tang KM cho KH cua dai ly
DN/t chirc Chiét khau cudc/trich thuong Tang qua hién
vat.
Ca nhén Tang cudc st dung tr 3-6 | Trudc quyét | Quay sO tring
thang. dinh giam | thudng

Tang phiéu mua hang.

cude cua doi
thu

+ KM cho trung gian Marketing: Dudi cac hinh thitc khuyén khich ban hang,

ting vé sd luong, ting chiét khéu cudc sit dung cho dbi twong lam trung gian

Marketing.

- Nhém giai phép vé Marketing tryc tiép:
+ Tang cudng kénh Marketing qua dién thoai. Vi ddy ciing 1a thé manh cta
VNPT Bic Ninh véi mang ludi rong khip va hon 90% thi phan TB cb dinh va hon
35% thi phan TB di dong.
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+ Téap trung cho kénh Marketing qua mang, tao théi quen thuan loi cho KH
qua nhiéu hinh thirc, chi can click chudt thi s& duwoc phuc vu ngay.

* Tinh khd thi ciia chién lwgc:

Viéc quing céo khac biét dé gay chi y cho KH. Céc trd choi, chuong trinh,
quay sé s& gitip KH hiéu rd hon céc diéu kién cia chuong trinh KM, hiéu DV.

Hoat dong nghién ctru thi trudng gilp ngudi hoach dinh chién luge ¢6 cai nhin
téng quan tir thi truong, dé d& xuit cac chich sach kinh doanh sat thyc té.

Chuong trinh KM da dang, phu hop nhiéu nhu cau cua KH. Tan dung tbi da
c4c tai san, thiét bi san c6 cua KH dé khai th4c DV, nhung duéi hinh anh ting quyén
loi KH. Goi mé céc nhu cau KH.

Chuong trinh KM c¢é kém cac chuong trinh KM phu gay chd y vi hinh thic
tiép nhan thdng tin truyén théng ciia KH tuong dbi phan tén, kénh quang ba noi tinh
thuc sy nghéo nan, VNPT Bic Ninh phai tim cach gy chd y KH véi nhiéu hinh
thurc.

4) Veé con nguoi:

Day la yéu t6 quan trong quyét dinh, vi n6 lam chu thé trién khai cac chuong
trinh Marketing con lai.

Tép trung vao 2 nhom giai phéap:

Nhom giai phap dbi véi nhan su noi bo

Nhém giai phap ddi véi KH

Chi tiét:

- Nhém giai phéap déi v6i nhan sy ndi bo:

+ Diéu chinh lai co cdu nhan su vé twong quan lyc luong gitra cap quan ly
trung gian va nhan vién truc tiép. Tang dan bo phén truc tiép san xuit, giam ngudn
nhan lyc cap quan ly trung gian.
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BAN
LANH
PAO

Cép quan ly trung gian

Nhan vién trye tiép

Khéch hang

So dd 3.1: M6 hinh co ciu td chire vi KH

+ Thay ddi vé chat trong nhan thtrc, tu duy cta doi ngii ban hang, doi ngii tiép
xuc KH vé tam quan trong cia KH, vé tim quan trong trong chirc nang dai dién DN
giao dich v6i KH cua chinh ho.

+ Rén luyén ky nang ban hang cho nhan vién ban hang, ho phai mé ta sy khac
biét DV ma ho dang béan dé thuyét phuc KH. Ho can biét xay dung niém tin giita
nguoi ban va nguoi mua. Ho phai chi cho KH thay dugc su tvong xtmg vé gia, khi
khéach hang thiy rang gia tri cia mot DV tuong ximg véi gia da dinh, khach hang s&
thuc hién ngay giao dich mua b&dn ma bo qua cac lya chon khéc.

+ T chirc t6n vinh nhirg nhan vién ban hang gioi, phuc vu KH tbt thong qua
két qua ban hang, két qua CSKH, gitt KH ¢ lai mang. Pay la dong lyc tao sy canh
tranh gitra cac nhan vién.

+ Nang cao kién thirc chuyén mon nghiép vu va ky ning giao tiép cua doi ngii
ban hang, chim s6c KH mot cach lién tuc théng qua 16p tap hudn véi giang vién noi
b0, giang vién cac Truong Pai hoc ciia nganh va cic Truong bén ngoai.

+ Pao tao nhim nang cao nhan thirc vé hoat dong Marketing theo ting linh
vuc chire niang phong ban cua bo phan gian tiép trong san xuét.

+ Pdi tuong KH nodi bd dugc tham gia cac chuong trinh wu di riéng va co
danh gid bd phan thyc hién trién khai chuong trinh do.

+ Tét ca KH ndi bd ¢6 sir dung DV duoc dé nghi viét thu ndi 1én cam xuc cua
mot KH khi tham gia st dung DV ctua VNPT dinh ky hodc dot xuat, voi mong mubn
céi tién, hoan thién nhimg budc ndo, khau nao, va mong duoc phuc vu nhu thé nao.
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+ T6 chirc thi tuyén va kiém tra kién thirc, ki niang caa CBCNV tiép xuc truc
tiép voi KH dé san loc va hoan thién doi ngii ban hang.

+ C6 co ché khich 1¢ lao dong thoi vu lam cong tac tiép xic KH dat cac chi
tiéu vé ban hang, phuc vu KH dé tao ngudn thay thé cac nhan luc khac khéng dap
tmg nhu cu phyc vu KH.

- Nhém giai phép d6i voi KH:

+ Mo cac 16p bdi dudng ngan han mién phi cho KH, nhim tap hudn KH, trang
bi cho KH nhiing kién thirc co ban vé may tinh, mang, xir ly cc sy c¢b thong thuong
trong qué trinh str dung DV, nham goi ma, kich thich nhu cau sir dung DV ciia KH
tdng Cao0.

+ Giai quyét cac mau thudn trong kénh ban hang: gdm cc mau thuin vé& nhan
vién va dai ly, nhan vién tiép xtc KH va KH. Théng qua hinh thirc quy dinh rd rang
trach nhiém trong timg cong doan DV ddi véi timg chic danh nhan vién, dai ly. Mbi
quan h¢ dai ly va nhan vién, dai ly va dai ly, dai ly vd KH dugc khdng ché bing
quyén loi vat chat thoa thuan trong hop dong kinh t& voi dai ly. Mbi quan hé giira
nhan vién va dai ly, nhan vién va KH duoc quy doi thanh diém dé tinh nang suét chat
luong théang va phan loai xép luong cho nhan vién. Tt ca theo mot dinh hudng vi
KH.

* Tinh khd thi ciia chién lwge:

Nhan t6 con nguoi trong Marketing Mix didc biét quan trong, vi cac Marketing
thanh phan trién khai hi¢u hay khéng qua doi hoi phai ¢ sy nd luc va tham gia cua
con ngudi, bao gdm CBCNV DN, khach hang, dbi tac, cac dai ly/cong tac vién.

Cac chinh sach dao tao, tap hudn con nguoi 1a dau tu dai han, khong bao gid
15. Vi vay du 1a nhan vién ban hang, hay KH, hay dai Iy cong tac vién déu nén tap
trung cho hoat dong tap huin dao tao, dé cai thién nhéan thic tu twéng va hanh dong.
3.3 Mot s6 kién nghi
3.3.1 Vi Bg Thong tin va Truyén thong

Xay dyng “Nét vian héa mang” trong nhan dan. Bang hinh thirc khuyén khich
ngudi dan mua may vi tinh. H3 tro nhitng dia phwong nghéo dugc tiép xic véi mang
Interrnet, mua may vi tinh véi mac gié vu dai.

3.3.2 Véi Tap doan:

Thic déy hinh thirc ban hang tai dia chi khach hang, dao tao bai ban nhan vién

kinh doanh.

pé nghi Tap doan dAu tu co s& vat chit cho cac dai ly, diém béan hang.
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Dé nghi Tap doan cdng bd gia tbi thiéu khdng cé 1ai, hodc khdng dwoc phép
thuc hién trén quy moé toan mang dé VNPT tinh chu dong trong cudc chién canh
tranh vé gia.

Dbi voi cac KH 1au nam dé nghi nén cé chinh sach hau méi sau ban hang mot
cach khéc biét so voi mang dbi thu canh tranh trén quy mo Tap doan, va c6 phan
quyén chu dong cho VNPT tinh.

T chirc KM cho KH dang sir dung DV quy md toan qubc voi gia tri 16n gay
tiéng vang vé thuong hiéu DV, han ché tdm ly KH huy TB hién c6 dé tham gia
chuong trinh KM.

Hé théng lai cac quy trinh dé trién khai tiéu chuan chat luong DV theo chuan
ISO.

Nén c6 chuyén muc hoi thao chuyén dé theo khu vuc cum, nham duc két cac
kinh nghiém hay dé nhén rong tim kiém KH va giit thj phan.

3.3.3 Vi Dia phwong:

Nang cao muc luong cho cdng tac vién

Tang cudng nhiéu hinh thirc ban hang nhu online, thanh toan truc tuyén ..

Dé nghi tinh ¢6 chinh sach dung chung co s¢ ha tang mang giita cic DN, tranh
lang phi ngudn dau tu.

Thong bao ké hoach quy hoach, stra chita ciu, duong, khu chung cu méi, khu
dan cu, khu san xuét cong nghiép. .. dé don vi c6 dinh huéng phat trién mang dong bo.

S¢ Cong thuong cua tinh nén chu dong giam sat chuong trinh KM ctia cac DN
Vién thong trén toan tinh theo quy dinh ctia Ludt thuong mai va thong tu hudng dan vé
viéc dinh gid KM.
Két lugn chwong

Chuong 3 néu ra dé xuét cac giai phap hoan thién Marketing - Mix dich vu

FiberVNN cta VNPT Bic Ninh cho giai doan 2020-2025.
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KET LUAN

DV FiberVNN ngay cang tré nén thiét yéu ddi véi con ngudi, né dan hinh
thanh nhu cau can thiét duoc dinh huéng phd cap dé moi ngudi, moi thanh phan c
thé tiép xdc, st dung. VNPT Béc Ninh da kinh doanh DV nay trong nhiéu nam, véi
thé manh mang ludi rong, ngudn nhan lyc ¢ chuyén moén viing, DV dat chit lugng
t6t, nd luc ndy da gidp VNPT Bic Ninh hién c6 vi tri din dau thi phan KH. Tuy
nhién khi c6 canh tranh manh, toc d¢ ting truong KH giam, thi phan giam sit, doanh
thu DV giam, .. tir nhitng bt lgi trén toi chon nghién ctru dé tai: “Marketing - Mix
dich vu FiberVNN tai VNPT Béc Ninh”.

Trén co s nghién ciru nhitg van dé ly luan c6 lién quan dén Marketing -
Mix; Tham khéo cac tai liéu khoa hoc; Nghién ctru tinh hinh canh tranh DV; Két qua
diéu tra thyc té vé& nhu cau sir dung DV FiberVNN d6i véi khach hang TT Béc Ninh,
cac chuyén gia cd kinh nghiém trong linh vuc kinh doanh DV FiberVNN; Vi
phuong phép nghién ctiru pht hop t6i di sdu nghién ctru va giai quyét duoc mot sb
van dé nhu: Hé théng hod nhimmg van dé Iy luan co ban vé Marketing - Mix DV,
danh gia dugc thuc trang vé Marketing - Mix DV FiberVNN.

Nhimng diém manh cia chién lwgc Marketing - Mix DV FiberVNN cia VNPT
Béc Ninh 13 di tao dwoc thwong hiéu sé mot vé chat lugng DV trén TT, c6 su khéc
biét DV théng qua chinh séch DVKH so véi DV cua cac ddi thu canh tranh, dong
thoi da c6 img dung cong nghé thdng tin vao quy trinh cung cap DV. Tuy nhién véi
nhitng yéu diém ciia Marketing - Mix hién nay, chién lugc dinh gia chua tao sy chi
dong gi4 trong canh tranh, cac chinh sach Marketing chua hap dan KH, nén téc do
phét trién DV cham lai, hinh thic tao sy khac biét DV théng qua chinh sach DVKH
va KM chua cao nén viéc gitt chdn KH chua thanh cong.

Tir 6 dua ra cac giai phap co ban nhim hoan thién chién lwgc Marketing -
Mix DV FiberVNN. Céac giai phap dua ra duoc dua trén nhitng can cur phap ly, can
cur thuc tién.
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PHU LUC
Phu lyc 1: S6 TB phét trién va cit giam 2017-2019
bVT: TB
STT Pon vi Tong Tang | Tong giam | Thyc ting
Nam 2017
1 | May dién thoai ¢6 dinh 2,913 330 2,583
2 | Gphone 7,222 82 7,140
3 | TB FiberVNN 3,574 474 3,100
4 | TB Di d6ng tra sau 825 666 159
Téng 2017 14,534 1,552 12,982
Néam 2018
1 [ May dién thoai c6 dinh 2,223 399 1,824
2 | Gphone 14,072 315 13,757
3| TB FiberVNN 4,433 727 3,706
4 | TB Di d6ng tra sau 3,815 540 3,275
5|FTTH 17 0 17
T("ing 2018 24,560 1,981 22,579
Nam 2019
1 | My dién thoai ¢ dinh 1,002 1,156 -154
2 | Gphone 2,498 490 2,008
3 | TB FiberVNN 3,451 1,120 2,331
4 | TB Di dong tra sau 2,983 735 2,248
5| My TV 1,007 6 1,001
Téng 2019 11,162 3,524 7,638
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Phu lyc 2: Twong quan giita gi4 tri KM, thoi gian KM va két qua phaét trién TB giai doan

2017 - 2019
Ket
bot | Tén chuong trinh Thoi gian Noi dung KM qua
(TB)
Nam 2017: FiberVNN
05/01/2017 dén | Tri gi& co ban 131.000 dong | 505
Dot 1 | Mimg Xuan méi ) .
15/02/2017 Tri gi4 toi da: 160.000 dong
Chado mung ngay giai ) . 968
, Lo .| 16/04/2017 dén | Tri gia co ban 300.000 dong
Dot 2 | phéng Bac Ninh, ngay
o 10/06/2017
quéc té lao dong
Chao  mung Quéc i B . 483
01/07/2017 dén | Tri gi& co ban 290.000 dong
bot 3 | khanh 2-9 va ky niém L \
30/08/2017 Tri gi4 toi da: 530.000 dong
ngay thanh 1ap Nganh
Dot 4 01/10/2017 d@én | Tri gia co ban 420.000 dong | 782
ot . 3
| 15/11/2017 Tri gi& toi da: 780.000 dong
Téng 2017 2.738
Nam 2018: FiberVNN
01/01/2018 dén | Tri gi4 co ban 131.000 dong | 670
bot 1 | Chao 2018 o 5
15/02/2018 Tri gia toi da: 931.000 dong
Dot 2 VNPT Bic Ninh dén | 17/04/2018 dén | Tri gid co ban 240.000 déng | 725
ot . 5
' chao he 2018 31/05/2018 Tri gi4 toi da: 840.000 dong
Dot 3 VNPT d6n chao nim | 18/06/2018 dén Tri gi& co ban 360.000 dong | 769
ot . 5
' hoc méi 01/08/2018 Tri gi4 t6i da: 840.000 dong
Chac mimg Qudc , Tri gi4 co ban 700.000 dong | 855
15/08/2018 dén L 5
bot 4 | khanh 2-9 va ky niém Tri gid toi da: 950.000 dong
1/10/2018
ngay thanh 1ap Nganh C6 KM KH dang st dung
o 25/10/2018 dén Tri gi& co ban 400.000 dong | 702
Dot 5 | VNPT két ndi dam mé L, .
25/11/2018 Tri gi4 t6i da: 500.000 ddng
Téng nim 2018 3.721
Nam 2018: FiberVNN
20/11/2018 dén 13

bot 1

Khéng cé chu dé

31/12/2019

Tri gi4 7.000.000 ddng
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Nam 2019: FiberVNN

ot 1 FiberVNN chao Xuén | 01/01/2019 @én | Tri gi& co ban 360.000 dong | 300
ot . \
' méi 31/01/2019 Tri gia ti da: 560.000 dong
Trj gia co ban 360.000 déng | 596
. ) 01/03/2019 dén | Tri gia t6i da: 560.000 dong
Dot 2 | Chao mung tét Poc 1ap ) . .
30/04/2019 Co tham gia quay so tring
thuong
Tri gia co ban 120.000 dong | 570
ot 3 FiberVNN sbi dong | 01/06/2019 dén | Tri gi4 ti da: 1.040.000
ot \
cung béng da 15/07/2019 dong
C6 KM TB dang st dung
ot 4 VNPT Bic Ninh chao | 25/08/2019 dén | Tri gid co ban 120.000 déng | 909
ot . o .
mirng Quoc khanh 2/9 | 10/10/2019 Tri gi& toi da: 540.000 dong
Tri gia co ban 220.000 déng | 580
Dot 5 FiberVNN két ndi dam | 15/11/2019 dén | Tri gi4 tbi da: 1.050.000
ot \
' mé 31/12/2019 ddng
C6 KM TB dang st dung
Téng nam 2019 2.955
Nam .
FiberVNN
2019
. 01/03/2019 dén ; 64
Dot 1 | Khong co6 chu de Tri gia: 7.000.000 dong
31/03/2019
. 05/04/2019 dén . 21
bot 2 | Khong c6 chu de Tri gia: 7.000.000 dong
05/05/2019
KM cuc bd TB|8/06/2019 dén . 44
bot 3 ] Tri gia: 7.000.000 dong
FiberVNN 30/06/2019
KM cuc bo TB | 25/06/2019 dén .
bot4 | Tri gia: 7.000.000 dong
FiberVNN 15/07/2019
. 20/07/2019 dén ; 42
Dot 5 | Khong co chu de Tri gia: 6.000.000 dong
30/08/2019
. 21/09/2019 dén ; 26
Dot 6 | Khong co cha dé Tri gi4: 6.000.000 ddng

31/10/2019
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Tri gi4: 6.000.000 dong

KM cuc bo TB|01/11/2019 dén
bot7 | Co6 KM TB dang str dung

FiberVNN 31/12/2019 .

400.000 ddng/thang
R 12/11/2019 dén Tri gia: 6.000.000 dong 21
Dot 8 | Khong c6 chu dé
31/12/2019
Téng nam 2019 218




Phuy luc 3: Quy trinh thiét 1ap DV
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QUI TRINH PHAT TRIEN TB FIBERVNN TAI VNPT BAC NINH

T DV KH

Tiép nhan thong tin vé
nang lyc mang ludi.

Kiém tra thong tin KH
Kiém tra kha niing cung
cp.

Kiém tra tinh duy nhét cua
username, password do KH
cung cép.

Thoa thuén hop ddng véi
KH.

Ban giao hop dong cho
KH.

Thu h va xuét hod don.
Gin VPI/VCI, kich hoat
account.

Lap ma KH d8 tinh cude.
Nhéb co so dit liéu danh

Phén mém quéan ly TB

Théng béo nang lyc mang luéi

&
<
Thong bdo y/c ciia KH (néu dap ing
kha nang cung cip)
4
»
Théng béo kq va ban giao hd da ky
<&
<
Théng béo kq giao dich véi KH thanh
cong
q
>
Théng béo kq va ban giao ban v&
hoan céng
<&
<

T6 BS SC PTTB

Ra soat nang lyc mang
luéi.

Kiém tra dudng day dap
img tdc do.

Ky hop dong cung cip va
sir dung DV.

Péu day nhay tai MDF.
Lép dit va ban giao thiét bi
déu cubi cho KH.

Lap ban v& hoan cong va
bién ban ban giao DV véi
KH.

Nhiép sb liéu cap, s6 lisu
TB.
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Phu luc 4: Quy trinh xtr Iy TB hong.

QUI TRINH XU LY TB HONG

Khéch hang thdng bao \

may hong
Céc bd phan khac goi bao
A
B6 phan 119 goi kiém tra
TB hong,
A
119 nhép chuong trinh

QLSCTB, nhap dia chi KH,
phan cong SC va in Phicu

BP stra chita xtr
ly hu hong

Thiét bi dau cudi hong,
doi TB cho KH, lap BB

giao nhan.
v
Xir ly xong, lap BB nghiém | B phén SC thiét bi xir
thu voi KH va bao 119 | 1y hu héng

A 4

119 goi dién kiém tra
va nhap két qua vao
chuong trinh quén ly

So dd: Quy trinh xir Iy TB hong.




Phu luc 5: Quy trinh Giai quyét khiéu nai

CAC BAN CHUC NANG CUA TAP POAN VNPT

A 4

LANH PAO PON VI CHU TRI GIAI QUYET KHIEU NAI

KH

1&

A

Trung tdm dich vy khach héng/\

tam diéu hanh

A

Cac phong
quan ly chuc
nang , trung

vién théng

h 4

r N
Céc cong ty, B0 phan Céc Phong
dai tram gidi quyét churc nang
cung cip khiéu nai cua don vi
dich vu truc ctadonvi [¥— cha quan

thudc don vi chu quan dich vu
dich vu hoac DN
hodac DN lién quan

lién quan

So d6: Quy trinh giai quyét khiéu nai.
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Phu luc 6: Danh gia kha ning thich (mg thi truong ciia chién luge Marketing Mix

. Nhan dinh kha ning dap Tr(,;ng %
Chién luge . . ng $0 dat
Marketing Yéu cau cu thé Tot |Khd | Trung | Yéu yeu

Mix (100 | (70 |binh | (0%) ciu

%) | %) | (50%)
- Tén thwong hiéu DV thong | X 10 10
nhét, 15 rang, d& nhé.
- G6i DV phu hop véi nhu cau X 20 14
KH.
- Duy tri vi tri dan dau vé chat | X 25| 25
luong DV trén thi truong.
- Tao thuan lgi cho KH trong X 15| 75
P1: Chinh | két hop s dung SP khac, DV

sach SP .
khac.
- Chuan hoa thiét bi dau cudi X 10 7
mang. Co chinh sach bao hanh
nhanh, phu hop.
- Pam bao cac bang chimg vat X 5 0
chit cho DV.
- Tang ty 1¢ KH dung DV gia tri X 15| 75
gia tang.
- bam bao gia phu hgp véi tinh X 20 10
hinh canh tranh trén thi truong.

P2 Gia |~ Rut ngin khoang cach doanh X 5| 25
thu binh quan/TB.
- Han ché toc do giam doanh X 5| 25
thu do giam gia.
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P3: Kénh
phén phoi

- Han ché thay doi gia niém yét 10 7
va thay bang dinh gia KM dé

thich Ung thi truong.

- Tang cuong dinh gia theo dbi 15| 75
tugng dé thu hut t6i da nhu cau

cua KH.

- Khuyeén khich KH st dung 15| 75
theo phuong thuc thanh toan

trude.

- Pinh gia ban uu tién cho KH 20 10
doanh 6 cao, KH ¢6 s6 luong

TB 16n, KH 1au nam.

- Phoi hop dinh gia voi chinh 10 7
sach DVKH.

- Phat triNén co s6 ha tang KPP. 10 5
- KPP d¢ nhén dién thuong hi¢u 5 5
nganh.

- Duy tri két qua ban hang qua 10 10
KPP tryc tiép.

- Tang cudng két qua ban hang 15 0
qua KPP gian tiép chiém ty 1¢

trén 50% tong lugng.

- M6 rong pham vi phuc vy 5| 25
rong khap.

- bam bao thoi gian phuc vu 5 5
cac BGD >14 gio/ngay.

- Tao sy hing hai cho cac thanh 15| 75
vién phén phoi.

- Chiém linh thi phan DN khéc. 10 5
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- Nang cao trinh d¢ d6i ngii X 15 0
nhan vién ban hang.

- Giam cac mau thudn trong X 10 0
kénh.

Hoat dong quéang céo:
- Phat trién va duy tri hinh anh X 5/ 35
t6t dep cua cong ty.

- Duy tri sy nhan biét va hinh X 7| 49
anh cua nhan hiéu. Pat duogc su

ua thich nhan hiéu.

- Tao su quen thudc cho nguoi X 4 2
tiéu thu vé cira hang, cach ban

hang mai.

- Giam thoi gian nhan vién ban X 4 2

hang giai thich nhing diéu co
P4: Xic ban cho khach hang.

tien thuong | e mire ban. X 7] 35

mai
- Nhéac nhé ve DV. X 5 0

Hoat dong PR va truyén miéng

- bat duoc nhitng vi tri va thoi
diém tdt trén cic phwong tién
truyén hinh, bao chi va nhan vat

ndi tiéng.

- Truyén thong nhiing bao cao X 4 0
vé thanh qua hoat dong cua

cong ty.

- Két hop hoat dong xa hoi voi | X 5 5

quang cao.
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- Xay dung thi¢n cam cua cong
chung véi san pham, DN va véi

nganh.

Hoat dong KM:

- Thong bao cho khach hang
muc tiéu v& sy c6 mit cia dong
san phim moi DN trén thi

truong.

3,5

P5: Quéa
trinh DV

- Khuyén khich khach hang
mua san phim, thuc diy mua

nhanh hon va hiéu hon.

15

10,5

- Lam cho KH théy duogc su
khac biét cuia SP DN so vdi san

pham cta DN khac.

10

- Chiing minh sy hop ly cua gia

ban so v&i dbi thu canh tranh.

10

- Tao thé thuan loi cho cong ty

so véi doi thu

4,9

- Thoi gian toan trinh dat tiéu 20 14
chuan cua Tap doan.

- Quy trinh thiét lap DV, sua 20 14
chita TB hong, giai quyét khiéu

nai, thu cude hop 1y, khoa hoc.

- Trong quy trinh DV ¢6 sy uu 10 10

tién vé thoi gian toan trinh cho
cac KH dac biét, KH 16n, KH
doanh thu cao.
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- Tao thuén lgi cho KH trong X 10 7
qua trinh st dung: thong tin

DV, sua chita, bao hanh...

- Han ché sb lan tham gia cua | X 10 10

KH trong qua trinh thyc hién

thu tuc

- Quy trinh xdy dung theo| X 20 20
huéng chuyén moén hoa tirng bd

phan.

- Ung dung cong nghé thong tin X 10 7

trong quan ly quy trinh con.

- Tao dung su trung thanh cta 20
KH. KH roi mang thap nhat.

- Kénh tu van tryc tiép va gian | X 10 10
tiép hoat dong 24/24.
- Thoa man 100% y kién, thac X 15| 105
mic, khiéu nai cua khach hang.
- Xay dung moi quan hé chat X 10 7
ché véi khach hang muc tiéu.

P6: DVKH | - Phong cach phuc vu KH dat X 10 5
tiéu chuén, chuyén nghiép.
- Xay dung co s¢ dir liéu KH. X 15| 105
Thuong xuyén cép nhat thong
tin KH.
- Chinh sach DVKH phu hop X 15| 10,5

v6i mong doi cia KH. Piéu
chinh chinh sach DVKH theo

dién bién thi truong.
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- Tép huan/hdi thado cong tac X 5| 25
DVKH dinh ky.

- Nang cao chat lugng va so

lwong nhan lyc truc tiép SX.

- Hoat dong dao tao, tap huan X 20 10
ky niang giao tiép, ban hang,
phuc vu KH cho lyc lugng ban
hang, tiép xtc KH.

- Nhan thic v€ vai tro dai dién X 15 0

cua nhén vién ban hang.

P7:Con | . Tap huan KH. X 10 0
nguoi
- Duy tri nét van hoa DN . X 10 5
- Tang cuong hoat dong DV KH X 7 0
ndi bo.
- Pam bao nhan vién thuong X 8 4

tiép xtuc KH thuc hién nghién
ctru thi truong thuong xuyén.

- Khuyén khich nhan vién ban X 20 14

hang dat cac chi tiéu.

Ghi chu: Cdc chuyén gia tham khdo y kién bao gom: Chuyén vién phu trach Marketing
Ban Kinh Doanh ciia Tdp doan BCVT Viét Nam, Ban gidm doc, cdc truéng phong
Kinh doanh T ié'p thi, Ké hoach, Ké toan théng ké tai chinh, cac chuyén vién trinh do
Thac s7 kinh té, kinh nghiém céng tdc trén 14 nam ciia VNPT Bdc Ninh.
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Phuy Iyc 7: Phiéu tham do y kién KH:

CONG HOA XA HOI CHU NGHIA VIET NAM
Poc lap - Tw do - Hanh phiic

PHIEU THAM DO Y KIEN KHACH HANG
Kinh gui: Quy Khach hang

Loi du tién ching t6i trin trong giri dén quy 6ng/ba 11 cam on sdu sic vi da bét chit thoi
gian tham gia gop ¥ kién trén phiéu khao sat nay.

Hién chiing t6i dang thyc hién nghién ctru chuyén dé tim hiéu thi hidu, nhu ciu va mong muén
clia ngudi tiéu ding Internet trén dja ban tinh Béc Ninh, nhim khai quat hoa tinh hinh thi truong dé de
xuét cc giai phap cham soc khach hang va mang lai chit lugng dich vu tt nhat, thoa man nhu cu
mong doi ciia quy khach, chung t6i kinh mong quy khéach vui long cho ¥ kién danh gia cu thé vio

biéu mau sau:

TT NOQI DUNG Y KIEN TRA LOI
1 Nghe nghiép hién tai cua quy 6ng/ba [JCéan bd cong nhan vién
[ Kinh doanh c4 thé
[JHoc sinh/sinh vién
[JCBCNV nganh gido duc
CJCBCNV nganh Y té
[]Cong nhén xi nghiép/ DNTN/C.ty
[JNo6ng dan/Ngu dan/Diém dan
OKREC.....coiiriiicircecerciis
2 Quy Ong/ba thudc vui long cho biét | ] Tur 15 — 25 tudi
nhém tudi clia minh O Tir 26 - 35 tudi
] T 36 — 55 tudi
3 Quy Ong/ba thudc vui long cho biét | [] Dudi 2 triéu dong/thang
mttc thu nhp ctia minh [ Tir 2 triéu dén dudi 5 triéu ddng/théng
[ Tir 5 triéu dén dudi 10 tri¢u dong/thang
[] Tir 10 tridu ddng trd 1én
4 Quy ong/ba hién dang st dung dich vu | [] FTTH cua FPT
truy nhdp Internet cia nha cung ¢dp? | [ FTTH cita VNPT Béc Ninh
[ FTTH cua Viettel
5 Quy 6ng/ba thuong truy nhdp Internet | [] Chat/mail
dé 1am gi? [J Kinh doanh/kiém tién
[JHoc tap
[]Cap nhat tin tirc
[ Giai tri
6 Quy 6ng/ba hoa mang dich vu truy nhip | [JCBCNV cua DN
Internet thong qua ddu méi tiép thi nao? | [J Pai 1y/Cong tac vién
[INguoi quen dang dung DV Internet
[]Piém giao dich
7 Dénh gia cua quy 6ng/ba vé thtr tuw nha | [JVNPT Bac Ninh
cung cip co gia cude DV truy nhap | [] Viettel
Internet tir thip dén cao. O FPT
Quy Ong/ba dénh s6 tir 1 dén 3, s6 nhd | [] Khong quan tam
twong wnQ gia thap, so lon tuwong ing
gia cao.
8 DPanh gia cua quy ong/ba vé thtr tw nha | [JVNPT Bac Ninh
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cung cap c6 gia cudc DV truy nhép | [] Viettel

Internet tir thip dén cao. [ FPT

Quy Ong/ba déanh sé6 tir 1 dén 3, s6 nhé | [] Khong quan tam
twong img gid thip, sé lén tuwong img
gié cao.

9 Déanh gia cua quy 6ng/ba vé thir ty nha | [] VNPT Bac Ninh
cung cdp co chat lugng DV truy nhap | [] Viettel

Internet tur thép dén cao. O FPT

Quy Ong/ba dénh s tir I dén 3, s6 nhé | [] Khang quan tam
twong un gia thap, so lon twong ung gia
cao.

10 | Dénh gia cta quy 6ng/ba vé thir tuw nha | []VNPT Bac Ninh
cung cép c6 chat lugng DV truyén hinh | [] Viettel

tir thip dén cao. O] FPT

Quy Ong/ba dénh s6 tir 1 dén 3, s6 nhé | ] Khang quan tam
twong wng gia thap, so lon twong ung
gia cao.

VNPT Bic Ninh xin chan thanh c4m on nhing ¥ kién dong gép quy bau ctia quy dng/ba.

Théng tin khach hang: (Quy dng/ba cé thé ghi hodc khéng ghi théng tin cd nhan)
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~ Phy 11;1c 8: BG(X) sung s6 liéu }(héo sét‘
KET QUA KHAO SAT KHACH HANG

Khi khao s:ait tham do y kiél} cua 530 khach hang vé dich vu Fiber VNN trén dia
ban tinh Bac Ninh cho ta két qua nhu sau

T

NOI DUNG

Y KIEN TRA LOI

1

Nghé nghiép hién tai cia quy 6ng/ba

[JCan bd cong nhan vién
[JHoc sinh/sinh vién
[[]Cong nhan xi nghiép

C6 84 nguoi 14 can by cong nhan vién chiém
15,85%

C6 33 ngudi 1a hoc sinh sinh vién chiém 6,23%
C6 234 nguoi 1a cong nhan xi nghiép chiém
44,15%

C6 123 ngudi 1a nong dan chiém 23,3%

C6 56 ngudi nganh khac chiém 10,57%

2 Quy Ong/ba thudc vui long cho biét | (] Tur 15 — 25 tudi
nhém tudi cia minh [ Tir 26 — 35 tudi
[ Tur 36 — 55 tubi
Do tudi tir 15 — 25 tudi ¢6 154 ngudi chibm 29,06%
Do tudi tir 26 — 35 tudi c6 129 ngudi chiém 24,34%
Do tudi tir 36 — 25 tudi c6 247 ngudi chiém 46,6%
3 Quy Ong/ba thudc vui long cho biét | [] Dudi 6 triéu dong/thang
murc thu nhap ctia minh ] Tur 6 triéu dén dudi 10 tridu déng/théng
O Tir 10 triéu dén duéi 15 triéu dong/thang
[ Tir 15 triéu ddng tré 1én
Thu nhép Duéi 6 triéu ddng/thang co 134 ngudi
chiém 25,28%
Thu nhép Tir 6 triéu dén dudi 10 triéu dong/théang cd
142 ngudi chiém 26,79%
Thu nhap Tir 10 triéu dén dudi 15 trigu ddng/thang
6 193 ngudi chiém 36,42%
Thu nhép Tir 15 triéu dong tré 1én c6 61 ngudi
chiém 11,51%
4 Quy 6ng/ba hién dang st dung djch vu | [ FTTH cua FPT

truy nhép Internet ctia nha cung cap?

O FTTH caa VNPT Béc Ninh

[ FTTH cua Viettel

Str dung dich vu truy nhédp Internet ctia nha cung
chp FTTH cua FPT c6 154 nguoi chiém 29,06%
St dung dich vu truy nhap Internet ctia nha cung
cdp FTTH cua VNPT cé 138 ngudi chiém
26,04%

St dung dich vu truy nhap Internet ctia nha cung
cdp FTTH ciia Viettel c6 154 ngudi chiém
44,91%
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5 Quy ong/ba thuong truy nhdp Internet | [] Chat/mail
dé 1am gi? [ Kinh doanh/kiém tién
[1Hoc tap
0] Giai tri
St dung Internet thudng truy nhip dé chat/mail c¢6
129 nguoi chiém 24,34%
St dung Internet thuong truy nhap dé kinh doanh cé
151 ngudi chiém 28,49%
Str dung Internet thudng truy nhap dé hoc tap c6 131
ngudi chiém 24,72%
Str dung Internet thudng truy nhap dé giai tri c6 119
nguoi chiém 22,45%
6 Quy 6ng/ba hoa mang dich vu truy nhap | [JCBCNV ciua DN
Internet thong qua dau méi tiép thi nao? | [] Pai 1y/Cong tac vién
[JNguoi quen dang dung DV Internet
[JPiém giao dich
Hoa mang dich vu truy nhép Internet thong qua
ddu mdi tiép thi CBCNV ciia DN c6 156 ngudi
chiém 29,43%
Hoa mang dich vu truy nhép Internet thong qua
Dai I§/CTV ¢6 162 ngudi chiém 30,57%
Hoa mang dich vu truy nhép Internet thong qua
Ngudi quen dang dung DV Internet c6 136 nguoi
chiém 25,66%
Hoa mang dich vy truy nhap Internet thong qua
Diém giao dich ¢6 76 ngudi chiém 14,34%
7 Danh gia cua quy ong/ba vé thtr tw nha | [JVNPT Bac Ninh
cung cdp co gid cudc DV truy nhap | ] Viettel
Internet tir thip dén cao. O FPT
Quy Ong/ba dénh s6 tir 1 dén 3, s6 nho | [] Khong quan tam
twong umg gid thap, so Ién tuong vmg | C6 134 ngudi danh s6 VNPT s 1 chiém 25,28%
gia cao. C6 183 nguoi danh s6 Viettel s6 1 chiém 34,53%
C6 134 ngudi danh sb FPT sb 1 chiém 40,19%
8 Danh gia cua quy ong/ba vé tht ty nha | [JVNPT Bac Ninh
cung cdp co gid cudc DV truy nhap | [] Viettel
Internet tir thip dén cao. O FPT
Quy Ong/ba dénh s6 tir I dén 3, s6 nhé | [] Khang quan tam
twong ing gid thap, so Ién tuwong tmg | C6 215 ngudi danh s6 VNPT s 1 chiém 40,57%
gia cao. C6 138 nguoi danh s Viettel sb 1 chiém 26,04%
C6 134 nguoi danh sb FPT sb 1 chiém 33,39%
9 Dénh gia cua quy ong/ba vé thtr tuw nha | [JVNPT Bac Ninh
cung clp co chat lwong DV truy nhép | [] Viettel
Internet tur thép dén cao. O FPT
Quy Ong/ba dénh s6 tir 1 dén 3, s6 nho | [] Khong quan tam
fwong im gid thap, so Ién twong img gid | C6 154 ngudi danh s6 VNPT s6 1 chiém 29,06%
cao. C6 123 ngudi danh s6 Viettel s6 1 chiém 23,3%
C6 134 nguoi danh sb FPT sb 1 chiém 45,66%
10 | Dénh gia cta quy 6ng/ba vé thir tw nha | [JVNPT Bac Ninh

cung,ca"ip,c() chit lugng DV truyén hinh
tur thap dén cao. ) ) )
Quy Ong/ba danh so tir 1 dén 3, s6 nho

[ Viettel
O] FPT
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[J Khéng quan tam

C6 167 ngudi danh s6 VNPT sb 1 chiém 31,51%
C6 154 nguoi danh sé Viettel s6 1 chiém 29,06%
C6 134 nguoi dénh s6 FPT s6 1 chiém 39,43%

twong ung gia thap, so lon twong ung
gié cao.




