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MO PAU
1. Tinh cip thiét cia d@ tai

VNPT Hai Duong la don vi thanh vién ctia Tap Poan Buu Chinh Vién Thong Viét Nam.
Vé6i mang lué6i vién thong rong khip, dong bo, doi ngii can bd coéng nhan vién co trinh do
nghiép vu viing vang, VNPT Hai Duong cam két dap ng moi yéu cau cta khach hang vé
cac dich vu vién thong, cong nghé thong tin: Pién thoai c¢d dinh, di dong, truy cap internet,
thué kénh, truyén hinh IP, truyén sb li¢u, mang riéng ao, truyén hinh hoi nghi, dich vu )
cho doanh nghiép, tu van, thiét ké, thi cong lap dit trén dia ban tinh Hai Duong

Phong khach hang to chirc doanh nghiép (KH TCDN) 1a mot trong s6 15 don vi, phong
ban truc thuoc VNPT Hai Duong, phong phu trach vi¢c phat trién, cham séc khdi khach
hang la cac doanh nghiép, cac to chiic trén dia ban tinh Hai Duong. Véi hon 8.000 khach
hang dang quan 1y, doanh thu hang nim khoang 160 ty, chiém ty trong 30% doanh thu cia
VNPT Hai Duong, hang ndm phong KH TCDN dugc VNPT Héi Duong giao chi tiéu tang
truong khoang 20%/nam. Theo dinh hudéng chung cua tap doan VNPT, vai chi tiéu ting
truong hang nam cua tap doan la trén 10%, trong dé riéng mang KH TCDN dugc VNPT
Hai Duong dinh hudng 12 mang khach hang chién lugc, c6 kha ning ting truong doanh thu
cao trong nhitng nadm to1. Vi cac muc ti€u cu thé d6, cac dich vu vién thong cong nghé
thong tin (VT- CNTT) cbt 18i duge Lanh dao VNPT Hai Duong dinh hudéng dén trong
nhitng nam t6i 1a cac dich vu chuyén d6i s6 cho khdi gido duc, khdi y té, va chinh quyén,
dbi v6i khdi doanh nghiép thi cac dich vu cdt 16i ciing 14 cac dich vu chuyén d6i sé cho
doanh nghiép, nhu dich vu luu trit dam may, dich vu héa don di¢n tur, chir ky sb dién tu.
Trudc nhiém vu dugc giao hét strc nang 18, doi hoi phong KH TCDN phai luon ludén tu doi
méi, cip nhat cic kién thitc méi vé kinh doanh, marketing. Luén tim toi sang tao, d6i méi
trong tu duy trong c4 ban hang va cham sdéc khéach hang sau ban.

Do vay, voi muyc tiéu nghién ctru, tim gidi phdp va nam bat cc hinh thic trién khai nham
tao dung mbi quan h¢ véi khach hang 1a cac KH TCDN trén dia ban tinh Hai Duong, phuc
vu cong tac ban hang va cham séc khach hang ngiy cang t6t hon nita nham khang dinh vi
thé din d4u cia VNPT Hai Duong 1a nha cung cép cac dich vu VT CNTT khéng chi cung
cap cac san pham tot nhat, gia canh tranh nhat ma mdi ngudi VNPT déu ludn giir trong tim
minh phuong chdm “Khdch hang la nhitng nguoi than yéu nhat”, “VNPT Iuén luén ling

nghe, luén luén thau hiéw”. Xuat phat tir thyc tidén do, tac gia lua chon dé tai “Hoat dong
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quan tri quan hé khach hang déi véi khach hang té chirc doanh nghiép tai VNPT Hai
Duwong”.

2. Tong quan veé van de nghién ctiru

Tac gia c6 tham khao phan Iy thuyét trong mot s tai liéu vé quan tri quan hé khach hang
clia cac tac gia nhu: PGS.TS. Truong Pinh Chién (Chu bién) (2009), “Gido trinh Quan trj
quan hé khach hang”, NXB Phuy nit, Hoang Trong Tir (2005), “Phwong 4n phat trién hé
théng VNPT - CRM sir dung phdn mém ngudn mé”, Hoc vién cong nghé BCVT, Ha Noi.
C4c cudn sach trén da gitp tac gia hiéu rd hon 1y thuyét vé quan tri quan hé khach hang. N6
mang lai cho tac gia nhitng dinh huéng, cach tiép can dung dan nhat dé c6 thé giai quyét bai
toan quan tri quan hé khach hang t6 chic doanh nghiép tai VNPT Hai Duong. Ngoai viéc
tim hiéu va tham khao cac tai liéu qua cac gido trinh, cac bai luan, bai phan tich trén mang
internet, tac gia cling tham khao qua mot s6 bai luan van cua céc tac gia khac da lam trudc
day vé cung dé tai quan tri quan hé khach hang tai cic doanh nghiép vién thong, cu thé
“Quan tri quan hé khdach hang sw dung dich vu vién thong tai chi nhanh VIETTEL Gai Lai”,
Ping Qudc Anh (2015) hay “Qudn tri quan hé khdch hang tai céng ty c¢é phan vién thong
FPT chi nhanh Pdc Léc” cua tac gia Pham Qudc Huy (2016), “Qudn tri quan hé khdch
hang tai céng ty FPT Telecom”, tac gia Lé Tuyét Nhung (2016). Tac gia nhan thdy hau hét
cac dé tai da nghién ctru vé hoat dong quan tri quan hé khach hang trong doanh nghiép VT
CNTT chi néi chung chung cho tit ca cac doi tuong khach hang, chua di sdu vao nghién ctru
dbi twong khach hang cu thé 1a cac khach hang thudc khdi to chirc va doanh nghiép, chua
néu Ién duoc tinh dic thu va tAm quan trong cua dbi twong khach hang nay. Téac gia ciing
chua tim thiy c6 dé tai nghién ctru vé CRM véi ddi twong khach hang t6 chirc doanh nghiép
tai VNPT Hai Duong. Két hop véi thuc té cong tac tai VNPT Hai Duong trong nhitng nam
qua, ban than tac gia da truc tiép tham gia trién khai rat nhiéu cac chwong trinh véi muc tiéu
1a quan tri quan h¢ khach hang nhu, thu thap thong tin, luu trit thong tin, khai thac dir liéu
ctia khach hang, cac chinh sach cham séc khach hang cho ddi twong doanh nghiép va to
chtre. Qua dé giup cho t6i c6 mot cai nhin tong quat vé linh vic ma dé tai minh dang nghién
ctru. Xac dinh dugc tim quan trong cia hoat dong quan tri quan hé khach hang 1a céc t6
chire, doanh nghiép trén dia ban tinh Hai Duong, tir d6 t4cC gia nhan thay dé tai minh lam s&

giGp tim ra thém cac dinh hudng va phuong phap ciing nhu dé xuét cac giai phap, cac kién
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nghi cho 1anh dao, gop phan nang cao két qua kinh doanh ciing nhu hinh anh ciia VNPT Hai
Duong.
3. Muc dich nghién ctu dé tai

Dé xuit giai phdp nham hoan thién hoat dong quan tri quan hé khach hang déi vé6i khach
hang t6 chic doanh nghiép tai VNPT Hai Duong.

Pé thuc hién muc tiéu nay, luan van hudng téi thyc hién cac nhiém vu sau:

- Nghién ctru tong quan Iy thuyét vé quan tri quan hé khach hang

- Phan tich, danh gi4 hién trang vé hoat dong quan tri quan hé khach hang ddi véi
khach hang t6 chtrc doanh nghiép tai VNPT Hai Duong

- Pua ra cac giai phap nham ning cao hoat ddng quan tri quan hé khach hang ddi véi
khach hang to chitc doanh nghiép tai VNPT Hai Duong.

4. P6i twong va pham vi nghién ctru

4.1. Pbi twong nghién ciru: hoat dong quan tri quan hé Khach hang ddi voi khach hang t6
chirc doanh nghiép tai VNPT Hai Duong.

4.2. Pham vi nghién ctru: Luan vin nay tap trung vao nghién ctru cac giai phap dé nang
cao hoat dong quan tri quan hé Khach hang d6i voi khach hang to chic doanh nghiép tai
VNPT Hai Duong dua trén thong tin thu thap qua cac bdo céo kinh doanh tai VNPT Hai
Duong trong giai doan 2019-2021.

5. Phwong phap nghién ciru dé tai:

Trong qua trinh nghién ctru dé dat duoc muyc tiéu 1a dua ra giai phap nang cao hoat dong
quan tri quan hé Khach hang d6i v6i khach hang t6 chirc doanh nghiép tai VNPT Hai
Duong, tac gia du kién s& thu thap thong tin theo 2 phwong phéap khac nhau, cu thé:

5.1.Tiép can vé Iy thuyét: Tim kiém, tong hop nhimng 1y thuyét vé hoat dong quan tri
quan hé khach hang ap dung véi khach hang la cac KH TCDN sir dung dich vu VT CNTT,
ngén tai li€u duoc tiép can tir nhiéu nguén khéc nhau nhu sach bao, gido trinh, internet.

5.2. Tiép can thuc té: Thu thap, tim hiéu thong tin vé hoat dong quan tri quan h¢
Khach hang dbi véi khach hang t6 chic doanh nghiép tai VNPT Hai Duong tir trudc dén
nay bang cac phuong phap sau:

5.2.1. Phuong phép nghién ctru thr cap: thu thap, phan tich va tong hop thong tin thir
cap vé hoat dong quan tri quan hé Khach hang ddi véi khach hang to chic doanh nghiép tai
VNPT Hai Duong giai doan 2019-2021.
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5.2.2. Phuong phap nghién ciru so cdp dinh tinh: Dé thu thap thong tin nay, tic gia du
kién s& thuc hién phuong phap phong van d6i v6i 2 nhém ddi twong, mot 1a phong van cac
lanh dao VNPT Hai Duong, nhitng ngudi dua ra cac chinh sach lién quan dén cac hoat dong
quan hé khach hang tai VNPT Hai Duong, hai 1a phong van cac khach hang thudc nhoém dbi
tugng TCDN, nhitng ngudi da dang va s& st dung cac san pham, dich vu do VNPT Hai
Duong cung cép.
6. Y nghia ciia ludn vin
Lu4n vin s& 1a mot tai liéu hiru ich vé& van dé ung dung 1y thuyét vé& hoat dong quan tri quan
hé khach hang, cu thé 1a hoat dong quan tri quan hé khach hang d6i v6i khach hang t6 chiic
doanh nghiép tai VNPT Hai Duong. Két qua cua luan van t6t nghiép cé thé gitp cho ban
lanh dao VNPT Hai Duong thay rd tinh hinh hoat dong quén tri quan hé khach hang tai don
vi. Qua d6 ban 1anh dao c6 thé can nhéc tinh kha thi cta cac giai phap duoc dé xuit trong
luan van nay dé ap dung vao thyc té, nham nang cao hiéu qua cong tac kinh doanh cta don
vi trong thoi gian toi.
7. Két ciu ciia luin vin:

Noi dung chinh ciia luan vin gém ba chuong:

Chuong 1: Hoat dong quan tri quan hé khach hang trong doanh nghiép

Chuong 2: Nghién ciru thuc trang hoat dong quan tri quan hé khach hang dbi véi
khach hang t6 chtrc doanh nghiép tai VNPT Hai Duong

Chuong 3: Giai phap déy manh hoat dong quan tri quan h¢ khach hang dbi voi khach
hang t6 chirc doanh nghiép tai VNPT Hai Duong.

CHUONG 1
HOAT PONG QUAN TRI QUAN HE KHACH HANG TRONG DOANH
NGHIEP
1.1. Tong quan vé quan tri quan h¢ khiach hang (CRM)
1.1.1. Khai niém vé CRM
Theo mot nghién ctru cua truong kinh doanh Harvard, chi phi dé tao ra mot khach hang

moi thuong 16n gap 5 dén 10 l1an chi phi dé duy tri mot khach hang di co. Mot sb cong ty
thu duoc 100% loi nhudn cta ho tir 5% khach hang ciia ho, phan 16n cac cong ty mat 50%
khach hang cua ho trong vong 5 nam. Diéu d6 cho thiy tim quan trong cua viéc duy tri mdi
quan hé khach hang hién tai ctia cac doanh nghiép. Peter Drucker — mot nha quan tri hang

dau cua My da cho rz‘ing: “Muc dich cia mdt don vi kinh doanh 1a tao ra khach hang”. Git
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khéch hang va ting cudng quan hé véi ho phai tré thanh dinh hudng chién luge cua cac
doanh nghiép. Viéc giir khach hang trung thanh tré nén quan trong vi giit khach hang cii tén
it chi phi hon tao khach hang méi. Mat mot khach hang 13 mat mot ngudn thu nhap cia
doanh nghiép.
1.1.2. Su cén thiét cia CRM

v’ Ndng cao khd nang truyén dat thong tin

v' CRM giup cdai thién dich vu khdach hang
v' CRM giip tw dong hoa cong viéc hang ngay
v’ CRM mang lai hiéu qud cao hon cho nhiéu nhém

v' CRM giup cdi thién dit liéu phan tich va bdo cdo

1.1.3. Pic diém ciia CRM

CRM cho phép nhan dang, thu hut va lam trung thanh nhiing khach hang tot nhat
nhim dat doanh sb va lgi nhuan cao hon. CRM tao dung nhiing mbi quan h¢ lau dai, co y
nghia, mang tinh ca nhan vdi cac khach hang, nhiing nguoi s€ tao ra thu nhdp cho doanh
nghiép trong tuong lai. Vi du khi 4p dung CRM hi¢u qua trong doanh nghiép, khach hang
dang str dung dich vu s& cam thy hai long v6i nha cung cip, tir d6 ho s& d& dang tiép can
cac dich vu méi khi nha cung cap tiép thi tir d6 1am ting doanh thu ting loi nhuan.

1.2.  Noi dung cia quan tri quan hé khach hang

Viéc trién khai chuong trinh CRM 1a mot quy trinh gém nhiéu budc khong phai chi
don gian 1a mua cic phan mém thich hop va cai dit vao hé théng. Pé chuong trinh CRM
phat huy tinh hiéu qua, trudc hét cac to chirc can phai quyét dinh nhitng loai thong tin nio
vé khach hang can phai quan tdm va st dung nhitng thong tin ndy voéi muc dich gi. Vi du,
nhiéu t6 chuc tai chinh luu trir thong tin "quing doi" (lifetime) ctia khach hang nhim muc
dich tiép thi cac san pham téi khach hang ¢ nhiing khoang thoi gian thich hop, sat voi nhu
cau cua ho

1.2.1 Tao lap dir liéu vé khach hang

Trong nhitng nim truéc day, doanh nghiép di tén kém rat nhiéu chi phi cho nhiing

nghién ctru vé khach hang nhung két qua ciing chi 1a nhitng hiéu biét so sai vé khach hang.
Thong tin vé khach hang ngay nay di tré nén dé dang thu thap. Ngudn dit liéu tha cip co
thé c6 duoc qua nhitng bao cao vé nhin khau hoc ¢ nhitng khu vuc dia 1y cu thé ma khong

t6n nhiéu chi phi. Doanh nghiép ciing c6 thé mua duoc nhimng phan mém dir lidu phirc tap



6
v6i gia hop 1y. Do d6 van dé 1a doanh nghiép can thong tin nao chir khong phai 1a lam thé
nao dé c6 dugc thong tin.
1.2.2. Lua chon khach hang muc tiéu
Co s¢ dir liéu 1a not luu triv dir liéu cho phép tham khao nhitng s6 liéu can tim mot
cach nhanh chong, cho phép it ra nhimng tip hop con tir nhitng sb liéu d6 thudong xuyén. Co
sO dir liéu thuong duoc luu trir trong may tinh, thuong khong chira thong tin.
1.2.3. Xay dung mdi quan hé va twong tac véi khach hang
Khach hang c6 thé trong mot thdi gian ngin trd thanh khach hang cta doanh nghiép
vién thong song kho cé thé trd thanh khach hang trung thanh véi ho. Bé ¢o cac khach hang
trung thanh, doanh nghiép can ton nhiéu thoi gian va giai doan khac nhau..
1.2.4. DPanh gia hoat dfng quan tri quan hé khach hang
v' Ddnh gid hoat dpng ciia hé thong CRM
v' Pdnh gid ciia CRM vé hoat dong kinh doanh ciia doanh nghiép
v' Pdnh gid cdc hé thong CRM vé mdt cong nghé
1.3. Céc nhén t6 anh huwong téi hoat dong quan tri quan hé khach hang
Cé4c yéu t6 anh huong dén quan tri quan hé khach hang doanh nghiép gdm nhiing yéu t6:
con nguodi, cong ngh¢, van héa doanh nghi€p va ngan sach. nghia la ho dugc ghi nhan
nhitng dong gop va khen thudng cho hiéu qua cong viée vi tit ca nhitng hanh vi hudéng
vé khach hang
Nhan t6 bén ngoai doanh nghiép
v’ Yéu té cong nghé
Doanh nghiép, dic biét 1a doanh nghiép vién théng cung tng dich vu cong nghé can
danh ra nhiéu thoi gian dé danh gia va can nhac xem md hinh quan tri quan hé khach hang
nao thich hop nhit v6i minh. Quén tri quan hé khach hang chi thuc sy phat huy hét hidu qua
khi n6 dugc thuc thi trén nén tang cong nghé va cach thirc ing dung hop 1y.
v Hanh vi cua khach hang va dac thu cua doanh nghiép
Hoat dong quan tri quan hé khach hang ludn yéu cau tu duy coi khach hang 13 trung
tAm va moi quyét dinh ciia doanh nghiép phai nham dén viéc hd tro qua trinh cung cap dich
vu, giao dich va phuc vu khach hang mot cach tdt nhét. Trude tién, doanh nghi¢p can xac
dinh thi truong myc ti€u ma minh mubn hudng té1 va dua vao dac thu kinh doanh ctia doanh

nghiép dé dinh huéng phat trién va dat duge muc tiéu cudi ciing vé doanh thu.
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1.3.2. Nhan td bén trong doanh nghiép
v’ Yéu té con nguoi
Pay 1a mot trong nhing rao can 16n nhat v6i doanh nghiép khi trién khai cong tac
quan tri quan hé khach hang. Cong tac nay doi hoi sy quan tAm ctia nhiéu bo phan tir lanh
dao dén nhan vién. Mdi ngudi can nhéan thirc 16 vai trd clia cong tac quan tri quan hé khach
hang, xem khach hang la trong tdm cho hoat dong cua doanh nghiép. Quan tri quan hé
khach hang 12 mot nhiém vu tong thé, doi hoi su tham gia ctia moi ca nhén.
v’ Yéu t6 chién lugc
Viéc quan tri quan hé khach hang can dinh huéng va diéu khién tap trung khong
ngimng vao khach hang. Khi xay dung dwoc tim nhin quéan tri khach hang sé& tao ra mot birc
tranh tong thé vé cach nhin nhan, danh gia va thiu hiéu vé khach hang, cic twong tac ly
tuong. Dé 1lam duoc diéu nay, doanh nghiép can dinh huéng:
e Vi tri cia minh trén thi trudng so véi ddi thu canh tranh.
« Théng tin vé nhu cau, mong mudn ctia khach hang, cdc danh gia phan hoi cua
khach hang hién tai va khach hang tiém ning.
« Chién lugc quan tri quan hé khach hang 1a yéu t6 quyét dinh dén toan hé thong
quan tri quan hé khach hang nén can thuc hién trén co sé chién luge dinh vi hoan chinh,

hiéu qua.

TIEU KET CHUONG I

Noi dung chuong I s& giup tac gia c6 dugc cac kién thirc nén tang, co s 1y ludn vé
hoat dong quan tri quan hé Khach hang ddi véi khach hang té chic doanh nghiép tai VNPT
Hai Duong. Day ciing 1a khung 1y thuyét dé tac gia so sanh giita 1y thuyét va thuc trang hoat
dong quan tri quan hé Khach hang di voi khach hang té chic doanh nghiép tai VNPT Hai

Duong, 1a tién dé dé dua ra cc giai phap sau nay.
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CHUONG 2
NGHIEN CUU THUC TRANG HOAT PONG QUAN TRI QUAN HE KHACH
HANG POI VOI KHACH HANG TO CHUC DOANH NGHIEP TAI VNPT HAI
DUONG
2.1. Téng quan vé VNPT Hai Dwong va Phong Khach hang TCDN
2.1.1. Giéi thi¢u tong quat vé VNPT Hai Dwong

VNPT Hai Duong - don vi kinh té tryc thudc Tap doan Buu chinh Vién thong Viét
Nam, cé tu cach phap nhén, chiu trach nhiém truc tiép trude phap luat trong pham vi quyén
han va nhiém vu ctia minh. Véi ddi ngli can bd cong nhan vién tré, tdm huyét, sang tao,
phong céch lam viéc chuyén nghiép, VNPT Hai Duong da va dang phat trién ngay cang 16n
manh. VNPT luén mong muén duoc phuc vu quy khach hang mot cach chu déo, tan tinh,
mang dén cho quy khach hang nhirng san pham va dich vu hoan hao nhét trén nén tang cong
nghé thong tin va vién thong. VNPT ciing tim niém rang, cong nghé véi muyc dich chi don
thuan 13 cong nghé s& khéng mang lai hidu qua san xuét va sy thoa min cta khach hang. Vi
thé trong qué trinh phat trién va hoi nhap, doi ngii nhan vién cia VNPT Hai Duong ludn
lam viéc hét minh, khong ngimg hoan thién, nang cao trinh d6 dé dap Gng nhu cau cua
khach hang mdgt cach nhanh chong nhét, chinh x4c nhét, an toan nhat, tién loi va van minh
nhat, ximg dang véi 10 chit vang: "Trung thanh, Diing cam, T4n tuy, Sang tao, Nghia tinh".
Bit cr khi nao, bat ctt & noi dau, VNPT Hai Duong van ludn giit vitng phuong cham "Su
hai long cua khach hang la thanh cong ctia doanh nghi¢p!".

2.1.1.1. Chirc nang, nhiém vu cua VNPT Hai Dwong

VNPT Hai Duong 1a don vi tryc thudc Tap doan Buu Chinh Vién Thong Viét Nam,
c¢6 chirc ning hoat dong san xuat kinh doanh va phuc vu chuyén nganh Vién Thong - Cong
ngh¢ thong tin nhu sau:

T chuc xay dung, quan 1y, van hanh, lép dat, khai thac, bao dudng, stra chita mang
vién thong trén dia ban tinh Hai Duong.

e T6 chirc quan ly, kinh doanh va cung cap cac dich vu vién thong, cong nghé thong
tin trén dia ban tinh Hai Duong.

e San xuat, kinh doanh, cung tng dai 1y vat tu, thiét bi vién thong - CNTT theo yéu
cau san xuat kinh doanh ciia don vi va nhu cau khach hang.

e Khao sat, tu van, thiét ké, 1ap dat, bao dudng cac cong trinh vién thong céng nghé

thong tin.
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« Kinh doanh dich vu quang céo, dich vu truyén thong.

e Kinh doanh bt dong san, cho thué vin phong.

e T4 chirc phuc vu thong tin dot xuit theo yéu cau cua cap ty Pang, Chinh quyén dia
phuong va cip trén.

e Kinh doanh cac nghanh nghé khac trong pham vi dugc Tap doan Buu chinh Vién
thong Viét Nam cho phép va phu hop voi quy dinh cua phép luat.

2.1.1.2. So' dé bé mdy t6 chirc ciia VNPT Hdi Dwong

VNPT Hai Duong hién duogc chia thanh 2 khéi, khéi k¥ thuat va khdi kinh doanh,
hoat dong theo mo hinh truc doc “chuyén biét, khac biét va hiéu qua”. Bao gém 16 don vi,
trung tam truc thudc:

+ Trung tdm Kinh doanh VNPT - Hai Duong

+ Trung Cong nghé thong tin

+ 12 Trung tam vién thong don vi thanh ph, huyén tryc thudc

+ Trung tam Diéu hanh thdng tin

+ Khéi phong chirc nang: P.K¥ thuat Pau tu, P.Nhén sy, P. Téng hop Hanh chinh, P.
Ké hoach Kinh doanh, P. Ké toan Tai Chinh.

Céc don vi chtrc ndng la khdi ddu ndo cia VNPT Hai Duong c6 nhiém vu td chuc,
quan 1y, diéu hanh moi hoat dong san xuét kinh doanh ctia don vi: Bao gdm cac phong chic
ning P.K¥ thuit Pau tu, P.Nhan sy, P. Tong hop Hanh chinh, P. K& hoach Kinh doanh, P.
K& toan Tai Chinh.

#  Cac don vi true tiép san xuat gom:

v Trung tdm Kinh doanh:

e La don vj kinh té tryc thuoc VNPT Hai Duong c6 chirc ning:

e T chirc kénh ban d6i véi tt ca cc san phém dich vu cua VNPT bao gém cac dich
vu VT va CNTT ciing nhu dua ra cac giai phap vé VT&CNTT cho khach hang.

e T6 chirc CSKH ctia VNPT.

e T6 chire truyén thong gia tri thuong hiéu cia VNPT va cac san pham ciia VNPT Ky
hop dong cung cip dich vu VT-CNTT.

e Kinh doanh cac nganh nghé khac duoc VNPT Hai Duong cho phép.

So d6 2.1. So dd to chirc VNPT Hai Duong
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BAN GIAM DOC

v v v v v v

P.KE P.KE PHONG P.TONG P.KY TRUNG
TOAN TAI HOACH NHAN SU HQP THUAT TAM PIEU

CHINH KINH HANH PAU TU HANH
DOANH CHINH THONG TIN

v v v

TRUNG 12 TRUNG TAM VIEN THONG THANH TRUNG
TAM PHO, HUYEN TRU'C THUQC TAM KINH
CNTT DOANH

So' d0 2.2. So' d tb chirc VNPT Hii Dwrong
(Nguon: Phong Nhan su - VNPT Hdai Duong)

v Trung tim Piéu hanh Thong tin

La don vi kinh té truc thuéc VNPT Hai Duong, hach toan phu thudc, c6 chirc ndng
hoat dong san xuét kinh doanh va phuc vu chuyén nganh vién théng - CNTT cu thé nhu sau:

e T6 chic, xay dung, lép dat, quan ly, van hanh, khai thac, bao dudng, sura chira h¢
thong trang thiét bi mang 15i vién thong — CNTT trén dia ban tinh Hai Duong.

e T6 churc, xay dung, lép dat, quan ly, van hanh, khai thac, bao dudng, stra chita co
sO ha tang tram BTS VNP, tiép nhan xu 1y sy ¢b va ung ctru thong tin co s¢ ha tang tram
BTS — VNP, quan 1y cac hop dong nha tram HOTS, hop ddng dién phuc vu nha tram
HOST.

e Khao sat, tu van thiét ké, giam sat lip dat thi cong, bao dudng, xdy dung cac hé
thong cong trinh vién thong - CNTT va truyén thong mang 16i.

e Cung cép dich vu vién thong Hé 1, t6 churc phuc vu thi cong dot xuét theo yéu ciu

cua cac cap uy Dang chinh quyén dia phuong va cua cap trén.
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TRUNG TAM KINH DOANH

v v v
Phong Phong Ké Phong Diéu
Nhén sy - toan — Ké hanh
Tong hop hoach nghiép vu
v v v v
Phong Phong 01 PBH 11 PBH
Ban hang Khéch hang thugc TP khu vue
Online TCDN Hai Duwong huyén

So 6 2.3. Co céu to chirc Trung tim Kinh doanh VNPT Hai Dwong
( Nguon: Phong Nhan s - Tong hop VNPT Hdi Duwong)

Hién nay Phong Khéach hang TCDN c6 tat ca 19 nhan sy, trong d6 c6 1 Giam Déc
phu trach hoat dong chung, 1 Ph6 giam ddc chiu trach nhiém phét trién va duy tri khach
hang thuéc nhdm Khach hang GOV, SOE, SME, 03 PS phu trach chung vé k¥ thuat, nghiép
vy, 01AS va 13 nhéan su phu trach chinh phdi hop véi cac Phong ban hang thuéc TP Hai
Duong va PBH thudc khu vuc huyén trong qua trinh kinh doanh.

2.1.2. Pic diém cia khoi khach hang to chirc doanh nghiép tai VNPT Hai

Dwong

Trén thi trudng vién thong toan quéc ndi chung va thi trudong vién thong Hai Duong
noi riéng, su canh tranh giita cdc nha mang ngdy cang tré nén gay git. Cac doanh nghiép
khong ngimg dua ra nhimg chuong trinh nham thu hut khach hang méi, giit chan khach
hang cil, ddc biét co nhidu chinh sach wu dai dic biét dé hit khach hang cta déi thi canh
tranh. Do d6, khach hang cé nhiéu sy lya chon hon khi quyét dinh st dung dich vu cua
doanh nghiép nao do.

Khach hang cia VNPT Hai Duong c6 nhiéu nhom khac nhau véi nhitng dic diém
riéng biét. Khach hang bao gdm co quan hanh chinh sy nghiép, cac ca nhan, to chirc, ho gia
dinh, doanh nghiép stir dung san phém dich vu vién thong ciia VNPT. Bao gff)m khach hang
bén trong cong ty va cac khach hang bén cong ty, ké ca nguoi nude ngoai dang sinh song,

cong tac tai Viét Nam.
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- Phong cach phuc vu cta nhan vién chuyén nghi€p, tan tinh. Bén canh do, gia cudc
12 mot trong nhitng chi phi khach hang rat quan trong va chiém ty trong 16n trong tong chi
phi khach hang.

2.2.  Phuwong phip nghién ciru hoat déng quan tri mdi quan h¢ khach hang tai
VNPT Hai Duwong
Trong qua trinh nghién ctru dé dat duoc muyc tiéu 1a dua ra giai phap nang cao hoat dong
quan tri quan hé khach hang d6i véi khach hang t6 chitc doanh nghiép tai VNPT Hai
Duong, tac gia du kién sé& thu thap thong tin theo 2 phuwong phéap khac nhau, cu thé:

2.2.1 Phuong phép nghién ctru thir cap: thu thap, phan tich va tong hop thong
tin thir cAp vé hoat dong quan tri quan hé khach hang dbi vai khach hang to chuc
doanh nghiép tai VNPT Hai Duong giai doan 2019-2021

2.2.2 Phuong phap nghién ctru so cap: Dé thu thap thong tin ndy, tac gia du
kién s& thuc hién phuong phap phong van ddi v6i cac nhan vién thudc phong khach
hang TCDN, cac nhan vién kinh doanh dang tham gia hang ngay vao cong tac ban
hang. Tiép d6 1a thyc hién khao sat ddi v6i khach hang TCDN vé muc do hai long
cua ho v61 VNPT Héi Duong.

2.3. Thuc trang hoat dong quan tri moi quan hé khach hang to6 chirc doanh
nghiép tai VNPT Hai Duong.

2.3.1. Tao lap dit liéu vé khach hang

Co s6 dir liéu 14 noi luu trir dir liéu cho phép tham khao nhitng s6 liéu can tim mot
cach nhanh chéng, cho phép rit ra nhitng tap con tir nhiing s6 liéu thuong dugc luu trix
trong may tinh.

Céu truc co s& dit liéu khach hang dugc minh hoa dudi hinh v€ sau:

Két xut sb lidu
théng tin khach

- ) hang theo file
Nhap s0 liéu Luu trir sO liéu
thong tin khach trén phan mém
hang CCBS, CSS

Tim kiém thong
tin khach hang
don 1¢

Hinh 2.1. Ciu triic co s& dir liéu khach hang té chirc doanh nghiép
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2.3.2. Phan tich dir liéu lya chon khach hang muc tiéu

Phan tich co s& dit liéu khach hang gitp VNPT Hai Duong c6 nhitng nhdn biét co

ban va chinh xac hon, tir 46 dua ra cac chién luoc kinh doanh phu hop véi timg nhém khach

hang riéng biét trén cac thi truong khac nhau.

Phén logi khach hang

Sau khi phén tich cac dic diém cua khach hang, viéc tiép theo ctia don vi 1a can phai
phan loai khach hang. Khong phai tit ca cac khach hang déu giéng nhau, khong phai ai ciing
cO cung mong mudn, nhu ciu, s& thich. Do do, viéc phan loai khach hang s€ gitip cho mdi

cong ty, doanh nghiép xac dinh dugce nhu cau, mong mudn. .. cia timg nhom khach hang, tir

d6 dua ra chinh sach, chién lugc phu hop véi timg d6i twong khach hang riéng biét.

Bang 2.1. Bang phan loai khach hang té chirc doanh nghiép

TT

Nhom khéach hang

Dieu kién

(VND/KH)
Pinh mirc

KHDN Than thiét 1

Thoi gian st dung dich vu >= 12 thang va
cuéc TB tir 500.000 dong — dudi 1 triéu
dong/thang

300.000

KHDN Than thiét 2

Thoi gian st dung dich vu >= 12 thang va
cuéc TB tir 1 triéu dong — dudi 3 triéu
dong/thang

500.000

KHDN Cudc cao 1

KH vién thong, sir dung>= 06 thang. Murc
cudc TB tir 3 triéu dong — dudi 5 triéu
dong/thang

KH kénh truyén, mutc cude TB tir 3 — dudi
5 triéu/thang

1.000.000

KHDN Cudc cao 2

KH vién thong, st dung>= 06 thang. Muc
cudc TB tir 5 triéu dong — dudi 10triéu
dong/thang

KH kénh truyén, muc cudc TB tir 5 triéu
dong — dudi 10 triéu dong/ thang

1.500.000

KHDN Cudc cao 3

KH vién théng, st dung>= 06 thang. Mrc
cudc TB tir 10 triéu déng — dudi 30 triéu
dong/thang

KH kénh truyén, mirc cuée TB tir 10 triéu
dong — dudi 30 triéu dong/thang

2.000.000

KHDN Cudc cao 4

KH vién thong, st dung>= 06 thang. Mirc
cuée TB >= 30 triéu dong/thang

KH kénh truyén, mirc cudc TB >= 30 triéu
dong/thang

3.000.000
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KH gip su cb khiu | KH gip su cb tir 02 lan/thang tré 1én hodc
nai KH khiéu nai gay gt
(Nguon: VNPT Hai Dwong)

200.000

Can cr vao tiéu chi phan loai khach hang trong bang 2.10, VNPT Hai Duong téng
két, phan loai khach hang theo doanh thu cudc giai doan 2018 - 2021 nhu sau:
Bang 2.2. Bang phan loai khach hang té chirc doanh nghiép theo doanh thu cuéc

DVT: S6 thué bao

. s A . Tang/giam so Tz‘m,‘g/giﬁlfl . Tﬁng/giﬁr{l

Mikc cuwchplnh quan cua khach 2018 | 2019 | cing ky nim | 2020 S0 cuvng ky Uéec SO cuvng ky
ang/Thang trud (%) nim 2021 nim

truoc(%) truée(%)
Twr 0 dén dudi 500.000d 4325 | 4757 110 5138 108 5651 110
Tir 500.000d dén dudi 1000.000d 3707 | 4077 110 4444 109 4889 110
Tir 1000.000d dén dudi 3000.000d | 1853 | 2039 110 2283 112 2512 110
T ooo00.000d dén  dudl] 1483 | 1557 105 1619 | 104 1781 110
Twr 10.000.000d tro 1én 988 1038 105 1100 106 1210 110
Téng 12356 | 13468 109 14585 108 16043 110

(Nguon VNPT Hai Duong)

2.3.3. Chinh sach va cong cu tic dong dén khach hang muc tiéu

- Cong ngh¢ théong tin: thuong sir dung d6i v6i khach hang 1a dai 1y, doanh nghiép
dé thong bao cac chuong trinh wu dai, chiét khau. .. giri thw, email chiic mimg nhén dip sinh
nhat, ngay thanh 1ap, hd tro cac phan mém cho khach hang st dung.

Cong nghé thong tin con duoc st dung dé cung cap day du va chinh xac nhét toan bo
thong tin vé cac chuong trinh, dich vu ciia VNPT Hai Duong néi riéng va VNPT néi chung
da va dang trién khai dén khach hang.

- Cdc cong cu Marketing: dugc VNPT Hai Duong trién khai dén tit ca cac ddi
tuong khéach hang, dac biét nhom khach hang TCDN.

- Thong qua hoat dong treo bang ron, phat to roi, dan poster va quang céo trén bao,
dai truyén hinh... VNPT Hai Duong cung cip mot cach day du va nhanh chéng toan bod
thong tin can thiét vé cac chuong trinh dén khach hang. Cac Hoi nghi tri 4n khach hang, cac
hoat dong xa hoi....cling dugc VNPT Hai Duong thuc hién nham muc dich gilr chan khach
hang, tao ra khach hang trung thanh ciing nhu xay dyung hinh anh tét véi cong dong.

- Thiam do ¥ kién khach hang mot cach thuong xuyén dé nhanh chong nim bit thong
tin, cai thi€én nhirng mat con han ché va phat trién cac thé manh so véi dbi thu canh tranh.

- bén tham va tdng qua, giri 16n cam on dén véi cac khach hang 16n ctia don vi.
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- VNPT Hai Duong cung cép thong tin khuyén mai thong qua hé thong giri tin nhin
dén toan bd cac khach hang dang st dung dich vu cia VNPT trén dia ban tinh Hai Duong,

g6p phan han ché khach hang chuyén doi nha cung cap.

- Chuong trinh ting qua sinh nhat truéng don vi, Giam dbc cong ty, ngay thanh lap

doanh nghiép. Chon loc ding ddi twong khach hang dé thuc hién chuong trinh ting qua luu

niém va gui thu cdm on.

- Cdc cong cu bdn hang: t6 chic cic gian hang ban hang luu dong tai cac diém tap
trung dong dan cu, ban hang truc tiép dén timg doanh nghiép, co quan hanh chinh sy
nghiép, dan chinh dang... Ban hang lién két, thong qua cac ddi tac trung gian.

Bang 2.3. Quy trinh xir Iy khiéu nai

Quy trinh tiép nhan va xtr Iy khiéu lai tai VNPT Hai Duong goém 5 budc:

Tiep nhan khieu nai tw
khach hang qua: dién
thoai/email/van ban...

Phan tich khiéu
nai co/khéng the
gciai quvet ngay

Chuyén den bé phan/don vi chu
tri giai quyvet khiéu nai dé xac
minh nguvén nhan va xu I¥.

Tra loi/giai quyet va
khac phuc sua co
khieu nai khach hang

Pongy

Két thuac
khieu nai

Buwéc 1: Tiép nhin khiéu lai

Khong dong ¥
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- Tiép nhan khiéu nai tai cac diém giao dich, qua s6 dién thoai hd tro/cham s6c khach hang,
van ban, email,...
Buwéc 2: Phan tich khiéu lai
- Dbi voi cac khiéu nai truc tiép hoic qua dién thoai ma c6 du thong tin, co thé giai
quyét duoc ngay: tra 16i khiéu nai khach hang ngay
- Béi v6i khiéu nai chwa du théng tin hoic khong thé giai quyét duoc ngay thi thie hién
Budre 3: Xac dinh nguyén nhin phat sinh va giai quyét khiéu nai
- Bo phan/don vi chu tri giai quyét khiéu nai phdi hop véi cac don vi lién quan xac dinh
nguyén nhan phat sinh khiéu nai,
- Pé xuét cac cap co thim quyén phuong an giai quyét.
Budrc 4: Tra loi/giai quyét khiéu nai khach hang
e Lam van ban tra 16i khiéu nai khach hang
e Gui cac bo phan c6 lién quan khic phuc sy ¢d phat sinh khiéu nai (néu nguyén
nhan do 16i ctia don vi cung cap dich vu).
Buéc 5: Két thic khiéu nai
Xay dung doi ngil nhan vién kinh doanh chat lugng cao, ¢6 niang lyc ban hang dé trién
khai cac chuong trinh cia don vi. P41 ngli Cong tac vién ban hang cling dugc dao tao vé céc
g6i san pham dich vu ciia VNPT dé c6 thé tu van dén dong dao khach hang.
2.3.4. Xay dung moi quan hé va twong tic v6i khach hang
e Kénh twong tac véi khach hang

Pon vi trién khai hoat dong twong tac voi khach hang trén ca hai kénh truc tiép va
gian tiép, hau hét san phém, dich vu dang kinh doanh ctia TTKD sé& dugc thuc hién thong
qua hai kénh nay. Cac kénh tuong tac giup ho tro khach hang trong giai doan trudc, trong va
sau giao dich.

Kénh truc tié'p: dugc thuc hién thong qua cac cudc tiép xtc, trao doi truc tiép gitra
khach hang v&i nhan vién tai cac kénh. Mt la, hé théng cac quiy Giao dich cua NPT
Vinaphone: Vé6i 11 diém giao dich trén dia ban toan tinh Hai Duong, trong d6 c6 2 diém
giao dich ¢ thanh phd Hai Duong, 9 diém giao dich ndam & cac huyén va thi xa.

Kénh gidn tiép: thuc hién véi su hd tro cta cong nghé thong tin trong qua trinh trong
tac voi khach hang. Mt la, tong dai hd trg khach hang 800126: C6 nhiém vuy to chirc, trién

khai hoat dong kinh doanh ban hang va hd tro ban hang tir xa thong qua cac phuong tién
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dién thoai, tin nhin, nén tang Internet. T6 chirc, trién khai hoat dong giai dap thac mic tir
khach hang thong qua cac phuong tién truc tuyén.
2.3.5. Panh gia hoat dong quan tri quan hé khach hang

2.4. Panh gia vé hoat dong quan tri quan hé Khach hang dbi véi khich hang t6 chirc
doanh nghiép tai VNPT Haii Duwong

2.4.1. Két qua khao sat danh gia vé hoat dong quan tri quan h¢ khach hang tai
VNPT Hai Duwong
- Pdnh gid chung ciia nhén vién vé hoat dpng quan tri quan hé khdich hang
e Thai do cua khach hang sau khi 4p dung CRM tai VNPT Hai Duong

Bang 2.4. Thai d¢ ctia khach hang khi 4p dung CRM tai don vi

Tiéu chi Tansé | Tilé

(nguoi) | (%)
KH vui vé, than thién, niém no hon khi ho cam thay dugc quan tam 35| 70.0
KH van binh thudng, thai do khong cai thién hon sau khi sir dung 7 14.0
Pa phan KH cam thiy bi 1am phién 8 16.0
Tong 50 | 100.0

(Nguon: Két qua diéu tra — 2021)

e Loi ich mang lai so véi chi phi b6 ra dé trién khai hoat ddng quan tri quan hé khach

hang
Bang 2.5. Quan diém giira loi ich mang lai va chi phi bé ra dé trién khai hoat dong
CRM

Tiéu chi Tén s6 (ngudi) | Ty 18 (%)

Loi ich mang lai cao hon chi phi thoi gian tién bac bo ra 15 30.0
Loi ich mang lai bang v&i chi phi thoi gian tién bac bo ra 20 40.0
Loi ich mang lai thap hon chi phi thoi gian tién bac bo ra 15 30.0
Tong 50 100.0

(Nguon: Két qud diéu tra — 2020)
+ Danh gia chung vé hoat dong quin tri quan h¢ khach hang
Bang 2.6. Mirc d9 vé viéc irng dung CRM

Tiéu chi Tan s6 (ngudi) Ty 18 (%)
Mirc d tbt 12 24.0
Mirc d§ trung binh 26 52.0
Mirc do chua t6t 12 24.0
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Téng

50

100.0

(Nguon: Két qud dieu tra — 2021)

Qua khao sat can bd cong nhan vién tai TTKD VNPT Hai Duong, da s6 moi ngudi

danh gia chung vé hoat dong quan tri quan hé khach hang tai don vi méi chi dat dugc & mirc

d6 trung binh chiém ty 1¢ 1a 52%. Trong d6 c6 24% mau nghién clru trong tong sé mau tham

gia khao sat cho réng hoat dong CRM tai TTKD dat mirc do tot, cung ty I¢ 1a 24% céan bo

nhan vién cho rang hoat dong nay chua dugc tot.

+ DPanh gia vé nhitng thuin lgi va khoé khiin trong trién khai hoat dong quan tri

quan hé khach hang

e Nhirng thuén lgi trong qua trinh trién khai hoat dong CRM

Bang 2.7. Mt s6 thuan loi trong qua trinh trién khai hoat déng CRM

Giatri | Giatri | Gia tri =
= . Y . * | Do léch
Tiéu chi N nho lomn trung cl.l ;;m
nhit | nhit | binh "

Cung cap dich vy dung d6i tuong 50 2 4.04 402
Luu trit dit liéu khach hang dé dang, an toan | 50 2 3.40 535
Lay thong tin tr ,he th?ng de dang, thuan tién, 50 ) 4 358 575
nhanh chdng, chinh xac
Chuong trinh chdm séc khach hang diing doi 50 5 5 412 504
tuong
Bén chéo san pham cho cac dbi tuong 50 2 5 3.84 766
K’hon‘g trun’g‘ khach hang gitra cac nhan vién 50 ) 4 3.6 567
ban hang v4i nhau
Puoc trang bi cac thiét bi hién dai hd tro 50 2 4 3.40 535

(Nguon: Két qua diéu tra — 2021)
e Nhirng kho khin trong qua trinh trién khai hoat dgng quan tri quan hé khach hang

Bang 2.8. Mt s6 khé khin trong qua trinh trién khai hoat dgng CRM

Giatri | Giatri | Gia tri . A
= . . . * | Do léch
Tiéu chi N nhé 16n trung cfl ;Km
nhit nhit binh "
Tan tac khi sir dung phan mém CRM trong cong 50 3 4 334 479
viée
Khi tiép can khach ha 3 trinh thu tha
A1 t1e_p can khach hang trong qua trinh thu thap 50 3 4 3.78 118
thong tin
S6 lugng trang thiét bi chua dam bao vé sd luong 50 3.46 503
Kho khian trong thao tac nhap dit liéu vao hé thong | 50 3.36 525
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Thong tin khach hang sai sét lam cho cac hoat

dong khac bi anh huong >0 > 3.44 1.033
Khoé khan trong viéc thuc hién cac chuong trinh
CSKH: gtri SMS, email, goi dién thoai... Khach | 50 4 3.26 J77

hang cam thy bi 1am phién

(Nguon: Két qua diéu tra — 2021)

+ Danh gia ciia khiach hang TCDN vé hoat dong quan tri quan h¢ khach hang

ciua TTKD VNPT Hai Duong
e Kénh twong tac voi khach hang

e Hoat dong nhan di¢n khach hang

Bang 2.9. Tong hop danh gia ciia khach hang vé hoat dong nhin dién KH

Giatri | Gia | Giatri . n
i , L o, * | Doléch
Tiéu chi N nhé trilén | trung h ';n
nhiat | nhiat | binh chua
PT thu thap, cap nhat thong tin ca nhan cu
YN ‘t uf ap, 02.11211 at thong tin c4a nhan cua 90 1 5 378 0.933
ong/ba thuong xuyén
Thong tin cd nhan ctuia 6ng/ba dugc bado mat 90 3 5 411 0.589
T%long tin cac giao dich chi tiét rd rang, chinh 90 3 5 4.93 0.498
Xac
Nhan vién nh¢ chinh xéc thong tin cua 6ng/ba | 90 1 5 3.66 1.153

(Nguon: Két qua diéu tra — 2021)

e Hoat dong phan bi¢t khach hang

Bang 2.10. Tong hop danh gia ciia khach hang vé hoat dong phan biét KH

CSKH danh riéng cho minh

Tiou chi N Gia tri Gia tri Gia tri Do léch
nhé nhat | 16n nhat | trung binh | chuin
Ong/ba hiéu & minh thudc dbi
i 90 1 5 3.58 0.899

tuong khach hang nao cuia VNPT
VNPT thuc h‘1¢n ca;c. chuong trinh 90 5 5 358 0.899
CSKH theo tung doi tugng
Ong/ba hiéu rd cac chuong trinh 90 9 5 354 0.938

(Nguon: Két qua diéu tra — 2021)

Gia tri trung binh cua 3 y kién nay déu chi dat & muc trung binh va xap xi gan bang

nhau, gia tri trung binh cua cac yéu t6 dat duoc tir 3.54 dén 3.58. Diéu nay cho thay khach

hang kha hai long v6i hoat dong phan biét khach hang ctia TTKD ddi voi cac dich vu danh
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yéu tb trong hoat dong chua dwgc dam bao ddi v6i yéu cau cua khach hang.

e Hoat dong twong tac véi khach hang

Biang 2.11. Tong hop danh gia ciia khach hang vé hoat dong twong tac KH

Giatri | Giatri | Gia tri .
A . . . * | Do léch
Tiéu chi N nho 16n trung h %
nhit nhét binh chuan
Thong bao vé dich vu méi, céac
chuong trinh KM kip thoi, chinh xac %0 3 > 389 0.661
Nhan dugc cdc qua tang tur céc
: i 90 2 5 3.94 0.976
chuong trinh KH than thiét
Cac hinh thuc thanh toan thuan loi 90 5 5 418 0.801
cho KH
‘Thong bao cudc dén KH day du, kip 90 5 5 3.08 0.734
thoi
Lién lac voi NV CSKH dé dang 90 2 5 3.67| 0.750
YNPT gidi quyet kip thoi nhiing 90 5 5 333 0.703
khiéu nai
HA’al long véi cac khiéu nai dugc giai 90 9 5 3.69 0.697
quyét

(Nguon: Két qud diéu tra — 2021)
e Hoat dong ca bi¢t hoa khach hang
Bang 2.12. Tong hop danh gia ciia khach hang vé hoat dong ca biét héa KH

Gia tri | Giatri | Gia tri . n
n , L L * | Do léch
Tiéu chi N nhé 16m trung h ;Km
nhit | nhit | binh |

Hai lorig VO‘I 'ch'at luong DV ma VNPT 90 9 5 301 0.713
cung cap thoi gian qua
San pham phu hop véi nhu ciu TCDN 90 3 5 422 | 0.683
VNPT c6 cé&c chuong trinh vu dai danh
cho nhiing dip dac biét (sinh nhat, cac 90 2 5 3.76 0.928
ngay I€...)
Hai long voi Ch‘ll"lh 'sach uu dai cua 90 5 5 371 0.951
VNPT trong thoi gian qua

(Nguon: Két qua diéu tra — 2021)
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2.4.2. Nhitng diém manh trong hoat dong quan tri quan hé khach hang tai
VNPT Hai Duong

Cian ctr vao két qua khao sat tai ma tac gia da thyc hién tai VNPT Hai Duong, dé co
thé danh gia dugc hoat dong quan tri quan hé khach hang c6 thé dwa vao cac chi tiéu khéc
nhau, cac mat khac nhau cua hoat dong lam co s& cho viéc danh gia.

Vé hoat ddng quan Iy co sé dir liéu khdch hang: Phan loai khach hang va thuc hién
hoat dong quan 1y khach hang theo nhu ciu, doanh thu, nganh nghé, theo thoi gian trung
thanh, Xay dung duogc cac co s¢ dir liéu hudng tdi khach hang nhu ngay sinh, ngay thanh
1ap, so thich, tinh hinh khiéu nai, cac dit liéu dugc cap nhat va bo sung thuong xuyén, co thé
diéu chinh tury bién yéu cau ciia quan ly

Vé hoat ddng twong tdc véi khach hang: Pa dang hoa cac kénh twong tac voi khéach
hang, hd trg khach hang nhu cac kénh truc tiép (diém giao dich, nhan vién kinh doanh), cac
kénh gian tiép (tong dai 800126, cac kénh online nhu mang xa hoi, freedoo, website)

Vé hoat déng cd biét héa khdch hang: Cac chwong trinh danh riéng cho cac khéch
hang TCDN duoc t6 chirc kha thuong xuyén, Cé sy da dang trong ndi dung cac chuong
trinh dugc thuc hién, c6 su két nbi gitra cac dich vu khach hang dang sir dung véi nhau gia
tang su lya chon cua khéach hang.

- Hoat djng bdn hang: quan 1y dugc quy trinh ban hang hiéu qua, c¢6 cai nhin tong
quan vé quy trinh ban hang tir cudc tiép xuc 1an dau tién véi khach hang cho dén khi két
thuc hop dong, cho phép co thé phan tich va quan Iy mot cach hiéu qua viée ban hang

- Hoat dong cham séc khach hang: Quan 1y hoat dong CSKH tét hon. Truy cép duogc
nhitng thong tin c6 lién quan dén khach hang nhu chi tiét vé giao dich mua ban, chi tiét vé
nhitng 1an giao tiép v4i khach hang, nhiing email va tai liéu di guri di hodc nhan duoc tir
khach hang, phén tich hanh vi cua khach hang nho cac cong nghé.

- Hoat dong marketing trong don vi cting dugc thuc hién hi€u qua hon: Quan ly
nhimng chién dich Marketing hiéu qua hon, Tich hop dugc céc tién ich véi nhau: Quan 1y
chién dich, Quan Iy Email, SMS, Telesale, danh sch, cac cudc goi, cong cu danh gia.

2.4.3. Céc ton tai trong hoat déng quan tri quan hé khach hang va nguyén nhan
tai VNPT Hai Dwong

a. Ton tai

Cong tac to chirc thyc hién phan cip bd phan chim séc khach hang chua rd nét, con tip

trung tai cac trung tam khu vuc, Tap doan VNPT nén chua linh hoat. H¢ théng mang ludi



22
chua dau tu kip thoi, rong khap, Hé thong kénh phan phéi con thiéu chua rong khip dia ban
trén toan tinh.

Pon vi VNPT tinh con han ché mot s6 phan quyén trong viéc quan Iy co so dir liéu khach
hang, do d6 gay nhiéu kho khin cho cong tac quan 1y diéu hanh kinh doanh, cong tac cip
nhat, phan tich dir li¢u khach hang,...

b. Nguyén nhan

* Nguyén nhin chii quan

Theo tim hiéu cia tac gia thi nhém nguyén nhan ch quan 1a cic nguyén nhan dén tir cac

co ché chinh sach ctia nha nude, cic quy dinh cia tap doan, cua tong cong ty, né anh hudng
truc tiép dén qua trinh thyc hi¢n hoat dong quan tri khach hang tai don vi vi du:
* V& chinh sach gia cudc, c6 khung quy dinh cu thé ciia nha nuée, véi VNPT 1a mot doanh
nghiép chiém linh thi phan 1én quy dinh v& viéc nang ha gia cudc rat khat khe, phai trai qua
nhiéu budc va nhiéu bo ban nghanh tir d6 dan dén viéc thiéu linh hoat trong viéc giam gia
nham nang cao moi quan hé twong tac véi cac khach hang TCDN tai VNPT Hai Duong

+ Vé nguyén nhan khach quan

Qua khao sat va nghién ciru bao cdo tinh hinh thuc té tai VNPT Hai Duong tac gia nhan
thdy tai VNPT Hai Duong dang c6 mot sd nhiing ton tai co ban mang tinh chat khach quan
anh hudng dén hoat dong quan tri quan hé khach hang v6i khach hang 1a TCDN trén dia ban
tinh cu thé nhu sau.

CHUONG 3
GIAI PHAP PAY MANH HOAT PONG QUAN TRI QUAN HE KHACH HANG DPOI
VOI KHACH HANG TO CHUC DOANH NGHIEP TAI VNPT HAI DUONG
3.1. Pinh hwéng va muc tiéu phat trién CRM d6i véi khach hang 1a to chire
doanh nghiép trén dia ban tinh Hai Dwong

V6i tim nhin s& tro thanh mot nha cung cap dich vu vién thong — cong nghé thong tin
hang dau trén dia ban tinh Hai Duong, trén co sé d6 VNPT Hai Duong d3 dé ra chién luoc
phat trién ciing nhu dinh huéng hoat dong cta don vi trong thoi gian t6i nham thuc hién hoa
tam nhin.

V6i chién lugc uu tién phat trién thi phan & ddi twong khach hang TCDN, phan khic c6
lugng khach hang it nhung doanh thu trén luong khach hang do cao. Hién nay, voi xu

hudng d6 thi héa nhanh, don vi thay ddi dinh hudng cia quan h¢ khach hang, bén canh viéc
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gilr gin cac khach hang hién co, thi tp trung cham s6c khach hang ¢ phén khdc khach hang
]a TCDN trén khip dia ban toan tinh Hai Duong.
3.1.1 Pinh hwéng vé chién lwgc kinh doanh va Marketing
* Tiép tuc phat trién hé thong kénh phap phdi rong khip, chim séc khach hang tin noi va
ban hang da dich vu hiéu qua.
* Xay dung d6i nghil nhan vién dia ban c6 tinh than trach nhiém cao, tim huyét véi nghé.
* Thuong xuyén chim séc va cai tao hinh anh cua cac dai 1y, diém ban hang trén dia ban,
hd tro trang bi hinh anh dong bd, dong nhat.
- Xay dyung chinh sach ban hang cho cac dai ly, diém ban hang phu hop voi quy dinh cia
Bo Thong tin va Truyén thong.
3.1.2. Pinh huéng vé chién lwvgc CRM
Hanh vi khach hang ngay cang thay d6i mét cach co ban, nhu cau cta khach hang ngay
cang da dang hon va sin sang thay doi mdi quan hé hién c6 v6i doanh nghiép cung ung dich
vu boi vi ngdy cang nhiéu nha cung cip hoat dong do d6 khach hang co thé chuyén sang nha
cung cap dich vu khac tot hon. Pay 1a van dé dat ra thyc su quan trong trong VNPT Hai
Duong. N6 bao gom nhiing thay dbi cua khach hang vé nhu cau san pham/dich vu: khach
hang ¢ nhitng khuynh huéng thay di co ban nhu yéu cau cua khach hang ngay cang cao
vé nhiing san phém/ dich vu doi hoi sy nhanh nhen, linh hoat cac van dé
3.2. Mot so giai phap nhim nang cao hoat dong quan tri quan hé khach hang
d6i véi khach hang t6 chirc doanh nghiép tai VNPT Hai Dwong
XUét phat tir qua tinh phan tich, danh gia thuc trang thu hat khach hang doanh nghiép
st dung cac dich vu vién thong cia VNPT Hai Duong, cin ctr vao dinh huéng va muc tiéu
clia cong ty, dé co thé thu hit khach hang doanh nghiép tai dia ban tinh Hai Duong, tic gia
dé xuat mot s giai phap cu thé nhu sau:
3.2.1. Giai phap ning cao chit lwong dich vu
Néu nhu chét luong cac dich vu vién thong dugc dam bao bﬁng cac thong sb k¥ thuat,
su dau tu cho cong nghé hay gia ca duoc diéu chinh theo quy dinh thi dich vu khach hang ¢
day 1a nghé thuat, mang tinh triru tuong... D6i voi khach hang 12 T6 chire, Doanh nghiép,
ho 13 nhitng khach hang rat am hiéu va cap nhat nhanh chéng nhiing tng dung méi, doi hoi
chat luong dich vu va cong tic cham soc rat cao méi thoéa man va dem lai su hai long cho

khach hang kho tinh nay. Dé 1am duoc diéu ndy ta cin c6 cac giai phap sau:
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3.2.1.1. Ning cao chit lwong ciia nhén vién giao dich, nhdn vién chim séc khach
hang, nhén vién truc tong dai ddc bigt la nhén vién kj thudt.

- Thuong xuyén dao tao, boi dudng kha ndng, thai d¢ phuc vu than thién, kha nang
giai quyét khiéu nai chuyén nghiép cho cac nhdn vién theo tinh than vin hoa doanh nghiép
ctia Tong Cong ty VNPT.

- VNPT Hai Duong can dao tao dén timg nhan vién cho ting chwong trinh, nghiép vu
moi trién khai. Pua ra nhiing tinh hung cu thé dé chia nhém thao luan va nhiing tinh hudng
mdi ¢4 nhan tu gidi quyét nhim nang cao tinh hop tac ciing nhu chu dong ciia mdi nhan
vién. Pinh ky cong tac kiém tra va danh gia nghiép vu ctia tng nhan vién.

- Thudng xuyén kiém tra tinh chuyén nghiép tai cac cira hang qua cac chi tiéu: Hinh
anh trang thiét bi tai ctra hang, hinh anh nhan vién, kién thirc nghié¢p vu, k¥ nang tu van, thai
d6 va cac k¥ nang tng xt, xir Iy tinh hudng, cac thao tac nghiép vu nhanh gon va chinh xac.
Qua d6 tim ra nhiing giai phap khac phuc song song véi dio tao nghiép vu tap trung, dao tao
tai chd vé nghiép vu ban hang.

3.2.1.2. Néing cao chit lwong cham séc khdach hang TCDN

Khach hang TCDN 1a mot khach hang 16n, viéc tim kiém khach hang doanh nghiép
moi cuc ky kho khin nén giit dugc khach hang doanh nghiép truyén thdng hién tai thong
qua cong tac cham soc khach hang dong vai tro hét sitc quan trong nham on dinh doanh thu
va phat trién bén vitng. Vi viy VNPT Hai Duong can c6 cc giai phap sau:

- T6 chiic cac hoi nghi khach hang thudng nién nham tri 4n khach hang da st dung
cac san pham, dich vu cia VNPT Hai Duong va ling nghe nhimg ¥ kién déng gop cua
khach hang, dac biét 1a khach hang 16n.

- Phéi hop céc don vi, cac doanh nghiép dong trén dia ban dé thuc hién nhiéu
chuong trinh, nhiéu chinh sach wu dai cho khach hang khi st dung dich vu cia VNPT nhu:
Chuong trinh Khach hang VIP cia VNPT Plus, chuong trinh ban hang tai cac siéu thi,
chuong trinh trao hoc bdng cho cac em hoc sinh nghéo vuot khé, chuwong trinh “ Nu chudi
tré tho”, chuong trinh hd tro ba con mua bio lut....

3.2.1.3. Néing cao chit lwong dich vu vién thong

Qua phan tich sb liéu diéu tra cho chung ta thay khach hang khong hai 1ong vé chat
luong dich vu cia VNPT Hai Duong chiém ty 18 kha cao, thuc té mat do lap dat tram BTS
tai khu vuc mién ndi ven bién 1a rat thép. Kiém ching thuc té khach hang tai mdt $6 vung

néng thon, ven bién, mién nti da danh gia ding vé chat lugng dich vu cua VNPT Hai
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Duong. Pé nang cao chat lugng dich vu vién théng tai dia ban tinh Hai Dwong can tién hanh
cac giai phap sau:

- Ra soat cac 16i mang ludi thong qua hé thdng giam sat chat luong tong dai theo cac
tiéu chi nhu: Ty 1€ thiét 1ap cudc goi thanh cong, ty 1€ rot mach, chét luong dam thoai, thoi
gian nhan va gui tin nhén, cac dich vu gid tri gia ting Vas.

- Khao sat dé tién hanh xay lip cac tram BTS dé mé rong ving phu tai cac vung 16m
song.

3.2.2. Nhém gidi phap lién quan dén gia cuéc va cac géi dich vu

Két qua nghién ctru cho thay gia ca va cac gbi cude 1a nhan té tac dong dén niang luc
canh tranh cta cac doanh nghiép vién thong trén dia ban. Giad cudc va cac goi cudc cia
VNPT déu ré hon, da dang va c¢6 suc canh tranh hon. Nhin chung
& khu vyc thanh phd Hai Duong va cac Thi X4 ciia cdc huyén khach hang nam bat kip thoi
cac goi cudc va am hiéu gia cudc cia VNPT nhung khu vyc nong thon, mién nai thi VNPT
Hai Duong chua thuc sy thAim nhap vao thdi quen stir dung cta ngudi tiéu dung.

Chinh sach khach hang doanh nghiép hién tai chi tap trung phat trién khach hang méi,
cac khach hang doanh nghiép truyén thong chua hudng dugc cac khuyén mai hip dian. Nhu
vay dé 1am hai 10ng khach hang vé gia cudc, cac goi cude va thoa cac muc tiéu kinh doanh
ctia Tong cong ty thi VNPT Hai Duong can tao 16i di cho riéng minh bang cach:

- Cong tac tu van va dinh hudng st dung cac goi cudc cua cac nhan vién VNPT Hai
Duong phai phi hop v6i nhu cau st dung cta khach hang nhu: Chi nghe goi thong thuong,
luét Web, dong nghiép, qudc té, cac tmg dung quan 1y doanh nghiép, goi tich hop dich vu
vién thong cho doanh nghiép, ....

3.2.3. Nhom giai phap chinh sach khach hang
3.2.3.1. Gidi phdp vé nhin di¢n khich hang

® Hoan thi¢n cong tac xdy dung co so dir ligu khach hang

Xéc dinh yéu cau: thong tin khach hang doi hoi d6 chinh xac cao, c6 bat ctr Iy do gi
anh huéng dén do chinh xac cling can phai khac phuc. Hé théng CSDLKH duoc xay dung
dua trén hé thong CSDLKH cii nhung di liéu khach hang duoc thong nhat va hoan chinh
hon, tao thuan 1gi cho viéc cap nhat, tra ctru thong tin khach hang. Xay dung lai h¢ théng co
s& dir liéu khach hang véi mot s6 ndi dung chu yéu sau: B6 sung thong tin, Ngudn thu thap

thong tin bd sung, Pau tu ning cAp phan mém quan 1y thong tin can cd chirc ning tu dbi
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soat thong tin thu duoc qua céc kénh twong tac va nhdn biét dugc thong tin dé han ché
nhiing sai s6t khong dang co.

® Hoan thién cong tdac phdn loai co so dit liéu khach hang

Co s& dit liéu khach hang can phai c6 cac thanh phan dit liéu chung, cu thé bao gdm
cac nhom: Khach hang, Hop déng, Thué bao, Dich vu, Giai quyét yéu cau, Thanh toan,
Khiéu nai, Thiét bi. Piéu nay gitp duoc viée trung ldp va 1ip lai khach hang, gitip giam thoi
gian cho nhén vién khi trién khai hoat dong CSKH trong diéu kién mot khach hang co ding
tén su dung nhiéu dich vu cung ltc.

® Hoan thién cong tac xw ly co so dit liéu khach hang

- Bo phan giao dich khach hang: 14 cac bd phan truc tiép hay gian tiép giao dich voi
khach hang nhu tiép nhan va cap nhat cac yéu cau, phan hoi két qua dén khach hang thong
qua viéc gui gidy bao dong tién, moi bd sung ho so... hodc tra 101 truc tiép bang dién thoai
thdng qua cac s dién thoai giai dap thong tin.

- BO phan cdp nhat va khai thac dir li¢u: 1a cdc by phan san Xuat truc tiép cap
nhat két qua thuc hién 1én CSDLKH trong chu trinh giai quyét hd so cuia khach hang.

- B phan quan 1y: 1a cac chuyén vién, cac nha lanh dao khi can c6 cac bao céo téng
hop tir co s¢ dir 1iéu khach hang.

3.2.3.2. Hoan thién chinh sach khach hang

Mdi mot khach hang khi st dung dich vy cua nha san xuat déu quan tam
dénh nhimg chinh sach, uvu dai ma khach hang s& nhan duoc trong sudt qué trinh st
dung. Vi vdy can thuc hién t6t cac chinh sach khach hang va chim soc khach hang
ma Tong cong ty Vién thong Viét Nam VNPT dé ra. Pé dam bao dugc diéu nay ngoai
nhitng chinh sach pht hop can cé sy tham gia tich cuc thuc hién cta cac nhan vién chim
soc khach hang.

- Xay dung chuong trinh khuyén mai tich liiy theo thoi gian sir dung cta khach hang,
1 ndm, 2 nam ... s€ hudng nhitng vu dai sir dung ma nha mang mang lai.

3.2.4. Giai phap truyén thong

Trong ndi dung cta luin vin, tic gia dua ra cac giai phap dé chi nhanh hoan
thién cong tac truyén thong véi cac ndi dung nhur sau:

Qua két qua diéu tra ta thdy hién tai kénh truyén thdng cac chinh sach san

phan dich vu cia VNPT Hai Duong duoc khach hang biét dén nhiéu nhat qua ban bé ngudi
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than 1a 35,00%, to roi, ap phich la 23,00%, Tivi, bao dai 1a 10,92%, cac phuong tién khac 1a
31,08%. Dé cong tac truyén thong tai chi nhanh ¢ hiéu qua can thuc hién cac giai phap:
3.3. Mot s kién nghi
3.3.1. Pdi v6i Tong cong ty Vién thong Viét Nam

Pé nang cao cong tic thu hut khach hang doanh nghiép, Tong cong ty VNPT Viét
Nam can c6 sy hd tro don vi cac giai phap phu hop dé khong nging phat huy nhitng thé
manh va khic phuc nhiing han ché dang con ton tai.

- Toéng cong ty can nghién ciu k§ cac gbi cude, gid cudc va cac chinh sach
nham dap ung dung va da nhu cau ciia khach hang.

- Téng cong ty can td chirc nhitng cudc thi dua trong san xuét, phat dong cic
nhan vién dua ra nhimng sang kién hay vé cham séc khach hang trong toan téng cong ty.
3.3.2. Poi véi VNPT Hii Duong

- Xay dung bo phan chim séc khach hang tai VNPT Hai Duong 1a phong hd trg
khach hang, phan cong nhiém vu cu thé va chi tiét dén timg c4 nhan nham giai quyét khiéu
nai khach hang va phdi hop tac nghiép vdi cac nhan vién giao dich tai cira hang.

- Thyc hién thuong xuyén cong tac tip huan, dao tao va nang cao nghiép vu ciia cic
nhan vién nham nang cao hiéu qua chdm séc khach hang, nang cao hiéu qua san xuat kinh
doanh.

- Pay manh hon nita viéc giao KPI ddi v6i bo chi tiéu vé do hai long ctia khach hang
dén toan thé nhan vién, viéc ndy trudc day da 1am nhung do trong s KPI vé chi tiéu d6 con
nho din dén cac ca nhan lién quan chua thyc sy nhan thirc dugc tam quan trong vé viéc
danh gia do hai long ctia khach hang.

KET LUAN

Trong bdi canh cua nén kinh té thi truong, kinh té thé giéi dang trong tién
trinh khu vuc héa va toan cau hoéa voi nhiing tién bd vuot bac cua khoa hoc k¥
thuat, sy bung nd cua cong nghé thong tin thi khach hang dong vai tro rat 1on cho sy thanh
cong hay that bai ctia doanh nghiép va ngdy cang mang tinh quyét dinh rd rét.

Dé c6 thé t6n tai va phat trién doanh nghiép can phai tao dung cho minh dugc kha
nang thu hit va gin giit khach hang, déng thoi tim ra phan phic nhitng thi truong méi dé
phu hop véi su thay d6i ciia thi trudng thi doanh nghiép méi c6 kha nang dimg viing va phat

trién bén virng duoc.
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Nhom khach hang Doanh nghiép 1a mét phan khuc thi truong cia VNPT Hai Duong
no6i riéng va Toéng cong ty Vién thong Viét Nam noi chung, viéc phan khuc thi truong nay
gitp cho VNPT xay dung nén nhitng san phim dich vu chuyén siu va cac chuong trinh
chiam séc khach hang chuyén biét danh cho dbi twong khach hang nay, ddy 1a bude di tién
phong ctia nha mang VNPT. Dé thu hit nhém khach hang nay c6 hiéu qua, doanh nghiép
phai nghién ctru k§ hon vé nhom khach hang nay dé c6 thé thoa man t6t hon cac xu hudng
tiéu dung méi ctia khach hang ciing nhu 16i kéo dugc khach hang cua ddi thii canh tranh vé
minh, mo rong duogc thi trudong tiéu thu nham thu duoc lgi nhuin cao va bén virng.

Theo két qua nghién ciru cho thiy c6 4 nhan t6 tac dong dén cong tac thu hit
khach hang Té chtrc doanh nghiép cia VNPT Hai Duong d6 1a: Chit luong dich vu, gia
cudc va cac goi dich vy, Khuyén mai va chinh sach khach hang, Cong tac truyén thong. T
d6 luan van da dé xuat 4 nhom giai phap co ban, trong mdi nhém da dua ra cac giai phap cu
thé, nham nang cao hon nita cong tac thu hut khach hang T6 chirc doanh nghiép caa VNPT
Hai Duong. Pay 1a nhiing giai phap mang tinh kha thi, phui hop véi thyc tién hoat dong cua
don vi:

* Nhom giai phap nang cao chat luong dich vu

* Nhom giai phap lién quan dén gia cude va cac gbi dich vu

* Nhom giai phap vé xay dung cac chinh sach thu hut khach hang doanh nghiép.

* Nhom giai phap truyén thong

Luan vian ciing dua ra mot so kién nghi ddi véi cdp quan Iy Nha nudc, nhiing
van dé sat thuc lién quan dén hoat dong cua nganh Vién théng néi chung va hoat
doéng caa VNPT tinh Hai Duong néi riéng, nham tao ra nhitng hanh lang phap 1y déng b,
cac co ché khuyén khich phu hop giup cho chi nhanh nang cao hiéu qua san xuat kinh doanh

cua minh.



