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PHAN MO DAU

1. Ly do chon deé tai
Xu hudng mua hang hién nay cua ngudi tiéu dung dang chuyén dich tir mua hang truc
tiép sang mua hang online, cac doanh nghiép dang xay dung kénh ban hang online tro thanh

kénh phan phdi chinh cac san pham dich vu dén nguoi tidu dung.

Nhan thay duoc tim quan trong cua viéc xay dung kénh ban hang online cua Trung tam
Kinh doanh VNPT — Hai Duong, don vi da thanh Iap Phong ban hang online véi muc tiéu xay
dung d6i ngii ban hang online cac san pham, dich vy cia VNPT t6i khach hang. Do dic thu
san pham dich vu ma Trung tam Kinh doanh VNPT — Hai Duong cung cap c6 dic trung 1a
san pham chu dao la dich vu vién thong, cdng nghé thong tin nén viéc trién khai tiép can dé

ban san pham dich vu qua kénh online con nhiéu khé khan.

Ngay tir khi thanh 1ap Phong ban hang online, san lugng dich vu ban qua kénh online
con han ché, mot sb san pham dich vu chua tiép can duoc vai khach hang qua kénh nay, nhim
néang cao hiéu qua ban hang qua kénh online cua Trung tdm Kinh doanh VNPT — Hai Duong
can c6 cac giai phap thiac day viéc trién khai ban hang online, dua cac san pham dich vu toi
ngudi st dung 1a nhiém vu cap thiét. Vi ly do nay toi chon dé tai “Giai phap thuc day ban

hang qua kénh online cua Trung tam Kinh doanh VNPT- Hai Duong” lam dé tai nguyén cuau.

2. Tong quan vé van dé nghién ciru
Dua vao cac co sd ly luan, va cac cong trinh nghién ctru vé phuong phap trién khai ban

hang qua kénh online, lam cin ctr dé xay dung giai phap thiic day ban hang qua kénh online.

Cudc cach mang cong nghé 4.0 da tan dung strc manh lan téoa vé CNTT va sb hoa, véi
su phat trién manh mé cua internet, tri tué nhan tao ra doi, big data (dir li¢u 16n) da va dang
tao ra sy thay d6i dot pha trong chudi cung tng toan cau, cac hinh thirc ban hang truyén thong
trude ddy ciing khong nam ngoai anh huéng d6. Vi mdi nhan vién ban hang, ban hang online
s& 14 chia khoéa tiép can khach hang mot cach nhanh nhat thong qua ing dung, quang ba, giéi
thiéu san pham, tiét kiém chi phi va khai thic nhu cdu cia mdi khach hang dé ban hang hiéu
qua.

Ngay nay cling v&i sy phat trién cua Internet va dich bénh Covid — 19 chua ¢ dau hiéu
két thuc thi viéc ban hang online hay con duoc goi 1a ban hang truc tuyén duoc nhiéu doanh

nghiép, khach hang coi trong nhu mot chién lugc kinh doanh t6t. Dic biét khi viéc canh tranh
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ban hang cac san pham dich vu vién thong va cong nghé thong tin giira cac nha mang ngay
cang gay git va phuong thirc kinh doanh truyén théng “Di timg ngd, gd ctra timg nha” tré nén
khoé khin hon. Do d6 ban hang online duoc xem 1a “Mé vang” ciia mdi ngudi ban hang trong

thoi dai sO bdi cac loi ich ban hang online mang lai.

Lién quan dén hoat dong thuc ddy ban hang ctia doanh nghiép, nhiéu cong trinh nghién

ctru, sach va céac hoat dong nghién ctru khoa hoc da phat hanh, cu thé nhu sau:

- Sach Quan tri ban hang, Tran Thi Thap, NXB Thong tin va Truyén thong, 2012. Noi
dung ctia cudn sach nay da cung cip cac kién thirc co ban vé ban hang, céc phuong phap, k¥
ning ban hang, cach thirc 1ap ké hoach, t chirc ban hang nhim dat hiéu qua cao. Ngoai ra
sach con hudng dan phuong thie kiém soat va danh gia hoat dong ban hang.

- Luén van: “Gidi phdp thic ddy hoat dong ban hang d6i véi dich vu théng tin di dong
tai Trung tam Kinh doanh VNPT — Qudng Tri” cua cao hoc vién Nguyén Lé Thuy Hai, Pai
hoc Pa Nang — Truodng dai hoc kinh té naim 2019. Luan vian nghién ctru va dua ra mot s6 giai
phap hoat dong ban hang d6i véi dich vu théng tin di dong Vinaphone trong méi trudng canh
tranh khoc liét ctia cic nha mang vién thong.

- Luén van: “Giai phap nang cao hiéu qua hé thong kénh ban hang Vinaphone tai Trung
tam Kinh doanh VNPT — TP Hd Chi Minh” ctia cao hoc vién Lai Thanh Hoang Anh, Pai hoc
Ngoai thuong nam 2017. Luan vin da phén tich xdy dung mé hinh kénh ban hang nham thic
day hoat dong ban hang, dua ra mot sé giai phap xay dung kénh ban hang dé ning cao hiéu

qua ban hang dich vu vién thong tai dia ban TP Ho Chi Minh.

Nghién cau cac phuong phap ban hang dang duoc trién khai tai Trung tam Kinh doanh
VNPT- Hai Duong, so sanh phuwong thirc ban hang online véi cac phuong thirc ban hang khac.
Xay dyng 1 sb giai phap dé thuc day ban hang qua kénh online.

3. Muc dich nghién ciru

Nghién cuiru thuc trang hoat dong ban hang, dac biét la hoat dong ban hang qua kénh
online, tir 46 dua ra cac giai phap dé thuc day ban hang qua kénh online.

Muc dich nghién ciru cu thé:

- Tong hop cac co so Iy luan thuc tién vé& quy trinh ban hang online.

- Panh gia viéc trién khai ban hang qua kénh online tai Trung tdm Kinh doanh VNPT-
Hai Duong trong giai doan tir thang 1/2020 dén thang 6/2021.
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- Dua ra cac dé xuat giai phap nham thic day ban hang qua kénh online trong giai doan

tiép theo.

4. Pbi twong va pham vi nghién cieu
Poi twong nghién cizu: Hoat dong ban hang qua kénh online tai Trung tam Kinh doanh
VNPT — Hai Duong.

Pham vi nghién cuu:

- Pham vi vé dia diém: dé tai nghién ctu tai Trung tdm Kinh doanh VNPT — Hai
Duong.

- Pham vi vé noi dung: D¢ tai nghién cau vé hoat dong ban hang qua kénh online tai
Trung tam Kinh doanh VNPT — Hai Duong trong gia doan tir thang 1/2020 dén thang 6/2021.

5.Phuwong phap nghién ciru

Cac phuong phap nghién ctru trong luan van nhu sau:

- Phuong phap thu thap sé liéu: Thu thap cac sé liéu thir cap trong cac bao céo hoat
dong san xuat kinh doanh cta don vi, cac ban ban trién khai, giao ké hoach cho don vi tir
Tbng cong ty Dich vu Vién thong.

- Phuong phép xtr Iy, phan tich dit liéu: Di liéu thtr cap thu thap duoc chon loc, théng

ké, so sanh va dung cac ham tinh toan trong xcel dé thuc hién.

6.Ket cau luan van
Trong luan van ndy, cung véi cac phan mé dau, két luan va danh muc tai liéu tham

khao, luan vin dy kién két cAu gdm 3 chuong, cu thé nhu sau:

- Chuong 1: Co s6 1y luan, thyc tién vé kénh ban hang online.

- Chuong 2: Thyc trang ban hang qua kénh online tai Trung tam Kinh doanh VNPT —
Hai Duong.

- Chuong 3: Mot sb giai phap thiic diy ban hang qua kénh online tai Trung tim Kinh
doanh VNPT — Hai Duong.
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CHUONG 1: CO SO LY LUAN, THUC TIEN VE PHUONG THUC BAN
HANG

1.1. Khai quat vé ban hang
1.1.1. Khéi niém vé ban hang

Ban hang 14 nén tang trong kinh doanh 13 sy gip g& ciia ngudi ban va ngudi mua &
nhirng noi khac nhau giup doanh nghiép dat duoc muyc tiéu néu cudc gip gd thanh céng trong
cudc dam phan vé viéc trao ddi san pham.

Ban hang 13 qua trinh lién hé v6i khach hangtiém ning tim hiéu nhu cau khach hang,
trinh bay va chirng minh san pham, dam phan mua ban, giao hang va thanh toan.

Ban hang 13 su phuc vu, giap d& khach hang nham cung cip cho khach hang nhirng thir
ma ho mudn.
1.1.2. Vai tro cria ban hang

Pbi voi cac doanh nghiép thi hoat dong ban hang chinh 12 hoat dong co ban nhat, cot 13i
nhét tao nén doanh thu va dem lai lgi nhuén, gitp doanh nghiép c6 thé ton tai va phat trién.
Trong nén kinh té qudc dan, viéc thuc hién tot trong cong tac ban hang 13 diéu kién dé két hop
chat ché gitta luu thong hang hoa va luu chuyén tién té. Khi cong thuc hién tot khau ban hang
s& gitp cho qua trinh chu chuyén tién mit on dinh va cang cb gia tri dong tién tir d6 dem lai
su 6n dinh va nang cao doi séng ctia nguoi lao dong nodi riéng va clia toan xa hoi ndi chung.

Véi cac doanh nghiép thi ban hang 13 khau cudi cing trong khau san xuat kinh doanh
nén nd quyét dinh sy thanh bai ctua doanh nghiép. Tét ca cac hoat dong quan tri khac déu
nham muc dich 13 ban duoc hang hoa va chi c6 ban hang madi thuc hién duge muc tiéu kinh
doanh ctia doanh nghiép. Ngoai ra tir khau ban hang, hang hoa chuyén tir hinh thai hién vat
sang hinh thai tién té, vong chu chuyén von cua doanh nghiép dugc hoan thanh va tiép tuc
vong méi, doanh nghiép tiép tuc di vao hoat dong san xuat kinh doanh. Vi vay hoat dong ban
hang 14 hoat dong nghiép vu co ban nhat, né chi phdi va quyét dinh cac hoat dong khac cua
doanh nghiép.
1.1.3. Céc hinh thsc ban hang

Theo Pao Xuan Khuong (2016) dwa ra mot sé6 phwong phap ban hang phd bién, cac
doanh nghiép, cong ty thuong dung dé dép tmg nhu cau cua khach hang:

Phuong thirc ban hang truc tiép: La phuong thire giao hang cho ngudi mua tryuc tiép tai

kho (hay tai phan xuong khong qua kho) cia doanh nghiép.
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Phuong thirc giri hang di ban: La phuong thirc ma bén ban chuyén hang cho bén mua
theo dia diém ghi trong Hop dong.

Phuong thire hang d6i hang: La phwong thtrc xuat san pham, hang hoa thudc dbi tuong
chiu thué gia tri gia ting theo phwong phap khau trir d6i ldy vat tu, hang hoa, TSCD khong
tuong tu dé sir dung cho san xuét, kinh doanh hang ho4, dich vu thudc doi tuong chiu thué
gi4 trj gia tang tinh theo phuong phap khau trir, ké toan phan anh doanh thu ban hang dé doi
lay vat tu, hang hoa, TSCD khac theo gi4 ban chua co thué gia tri gia ting.

Phuong phap ban hang dai 1y, ky gtri: La phuong thirc ma bén chu hang (goi 1a bén giao
dai 1y) xuit hang giao cho bén nhan dai 1y, ky gtri (goi 12 bén dai 1y) dé ban.

Phuong thire ban hang tra cham, tra gop: La khi giao hang cho ngudi mua, thi lugng
hang chuyén giao duoc coi 1a tiéu thy, doanh thu ban hang duogc tinh theo gia ban tra tién
ngay, khach hang chi thanh toan mot phan tién mua hang dé nhan hang va phan con lai tra
dan trong mot thoi gian va chiu khoan 13i theo quy dinh trong hop dong.

Phuong thire ti€u thu ndi1 bo: La viéc mua — ban san phﬁm, hang hoa, dich vu gitra don
vi chinh va don vi tryc thudc voi nhau trong cling mot cong ty, tong cong ty, tap doan, lién
hiép xi nghiép,...

Ban hang online: La giao dich mua ban hang héa dugc thyc hién thong qua mang
internet, nguoi mua va ngudi ban thuc hién giao dich thong qua chuyén khoan hodc thong
qua cac cong ty chuyén cung cép dich vu shipper.

1.2. Khai quat vé kénh ban hang
1.2.1. Khéi niém vé kénh ban hang

Theo Chi Bao (2019) dinh nghia: “Kénh ban hang la thuat ngir dugc su dung trong hoat
dong dua san pham ra thi truong. Vi tinh chét thuc hién véi hoat dong kinh doanh. Tir d6
tim kiém cach thuc hiéu qua nhat trong tiéu thu san pham cua doanh nghiép. Céac cach thuc
d6 mang dén cac kénh ban hang khac nhau. Trong khi cac ddi tugng hay nhu cau tiép can can
duoc khai thac hiéu qua. Gan véi cac kénh ban hang lva chon phai 1a nhitng chu thé ¢6 nhu
cau, kha ning cao ddi véi san pham cua doanh nghiép.”

Ciing Kénh ban hang 1a thuat ngitr duoc s dung trong hoat dong kinh doanh. Véi céc
kénh duoc tao ra giup dua san pham dén voi khach hang c6 nhu cau hi¢u qua nhét. Khi d6
mang dén mot tap hop cac hé thdng, cic chudi ctra hang hay cac phan tir tham gia vao qua
trinh chuyén dua hang héa tir nha san xuat (hodc to chirc ddu mbi) dén ngudi sir dung. Tinh

chat ctia ban hang dugc thé hién véi lgi nhuan mong mudn tim kiém to1 da.



1.2.2. Chire nang cua kénh ban hang

Chung 1a chinh, san pham 1a thir yéu”. Theo Peter Drucker vai trd, chirc ning cua kénh
ban hang dbi véi doanh nghiép:

Vé vai tro:

Kénh béan hang 14 cong cu chinh dam duong nhiém vy phan phdi, trao d6i hang hoa khic
phuc nhitng ngin cach vé thoi gian, khong gian gitra nha san xuat va ngudi tiéu dung muc
tiéu. Lam théa man nhiing nhu cau cu thé ctia nhom khach hang muc tiéu.

Churc nang:

Chirc ndng trao doi, mua ban: Trao doi, mua ban 1a chirc ning phd bién nhét ciia kénh
ban hang. Vé ban chat, chic ning nay 1a viéc tién hanh cac hoat dong mua ban, bao gdm viéc
tim kiém, danh gia gia tri ciia san pham hang héa / dich vu va tiéu thy san pham (bao gdm
viéc st dung ban hang ca nhan, quang cdo va phuong phap Marketing khac).

Chike nang phdn logi, sap xép hang héa: Cac kénh ban hang co6 thé phan loai cac san
pham 16n khong d6ng nhat do doanh nghiép san xuat thanh cac don vi dong nhat nhé hon va
c6 thé quan 1y dugc (vé chat luong, quy mo va gid ca).

Chike néing lwu kho va dw triv hang héa: Luu kho va duy trir hang hoa ¢ thé duoc hiéu
1a viéc tich lity san pham hang hoa/ dich vu. Chirc ning nay tich lily ciia kénh ban hang lién
quan dén viéc nhan biét nhiing thay ddi vé nhu cau dbi véi san phém / dich vu trén mot sb thi
truong. Theo d06, cac kénh nay tich lily hang t6n kho dé duy tri chit luvong va gia ca 6n dinh
trén thi trudong.

Chike ndng tiép thi: Kénh ban hang con duogc goi 1a kénh tiép thi vi chiing 13 mét trong
nhitng diém tiép xtic ¢dt 13i noi nhiéu chién lugc tiép thi duoc thuc hién. Ho tiép xuc truc tiép
v6i khach hang cudi cung va gitip d& nha san xuét trong viéc tuyén truyén thong diép thuong
hiéu, loi ich ctia san pham va céc loi ich khac dén khach hang.

Chike ndng chia sé rii ro: Cac kénh ban hang chiu rii ro bang cach tra trude cho ngudi
san xut nhirg san pham chua duoc ban cho khach hang. Ho cam két cac rai ro lién quan dén
hu hong c6 thé xay ra trong qua trinh van chuyén, phan loai, déng goi, kha ning nhu cau thap,
thiéu hut ngudn cung, v.v. ddi véi san pham.

Chitc nang thong tin: Mot trong nhitng chttc nang quan trong khac cuia kénh ban hang
12 n6 mang va chuyén thong tin vé cong ty, nhan hiéu, tinh ning ctia san phim va nhirng thong

tin quan trong khac dén véi khach hang cudi cung.



1.2.3. Kénh ban hang online

Theo Viét Hung (2020) dinh nghia: “Kénh ban hang online c6 thé hiéu 1a cac hoat dong
kinh doanh, buén ban truc tuyén, chu yéu dién ra trén mang Internet va thong qua cac kénh
ban hang phd bién nhu website doanh nghiép, cac trang mang xa hoi nhu Facebook (Fanpage,
group), Instagram, Google Plus.... Pic biét, trong ban hang online, ca hai d6i tugng ngudi
mua va nguoi ban déu sir dung céc thiét bj dién t nhu may tinh, dién thoai co6 két ndi Internet
dé thuc hién cac quy trinh mua ban va giao dich.”
1.3. Hoat dong ban hang qua kénh online hién nay
1.3.1. Cac hinh th#c ban hang qua kénh online.

(1) Website ban hang

(2) Facebook

(3) San thwong mai dién tir

(4) Youtube

(5) Affiliate Marketing

(6) Instagram

(7) Ban hang qua Email

(8) Trang rao vat

(9) Zalo

(10) Quang céo trén Google

(11) SMS

(12) Tiktok

(13) Viét bai PR

(14) Tai tro thwong hiéu

(15) Thué KOLs
1.3.2. Hoat dgpng ban hang online tgi cac doanh nghiép vién thong

Loi ich ciia thuong mai dién tir (TMDT) néi chung va kinh doanh tryc tuyén néi riéng
d6i voi doanh nghiép vién thong (DNVT) 1a tiét kiém chi phi thip nhit va tao loi nhuan cho
cac bén giao dich. Theo do, chi can mot khoan ngan sach nho dé xay dung mot website ban
hang qua mang, giéi thiéu san phdm trén mang x3 hoi va tham gia trén cac san TMDT la

DNVT c6 thé tiép thi va cung cip san pham t6i khach hang. Co thé néi, chi phi bo ra ban dau


https://blog.webico.vn/thiet-ke-website-cong-ty-doanh-nghiep-chuyen-nghiep/
http://www.facebook.com/
http://www.instagram.com/
http://www.plus.google.com/
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tuong ddi thap so voi ban hang truc tiép. Didu ndy cho thdy nhiing loi ich tiém ning cia
TMDT mang lai 1a rat hitu ich.

Thuan lgi va khé khan khi ap dung mé hinh kinh doanh KDO cho doanh
nghiép vién thong

Vé thudn lpi

- Tra civu théng tin san pham nhanh

- Pon bay tir thwong mai dién tir:

- Ho tro vé mdt cong nghé ngay cang hoan thién

Vé khé khin

- V6i cac DNVT chi tap trung ban hang online c6 thé c6 mot (hodc mot vai cira hang
ban hang), hoic khong c¢o ctra hang truc tiép vi chi phi ¢d dinh cho cac ctra hang kha 16n (chi
phi thué mat bang, chi phi nhan vién). Viéc gia ting cac cira hang chi phu hop khi da ¢6 lugng
khach hang thuyén xuyén du 16n tai cac khu vuc dia ly nhét dinh (cac tinh, thanh phé 16n).

- DNVT kho dap ung dugc ha tang va cac tmg dung cong nghé thong tin dé quan 1y ban
hang KDO va cham séc khach hang.

trinh ban hang online qua 7 bwéc cia DNVT:

Buwéc 1: Nghién cizu san pham/dich vu

Buwoc 2: Xdc dinh thi trwong muc tiéu

Buwoc 3: Twong tic voi khach hang

Buc 4: Lén chién lwoc Marketing

Buwoc 5: Xay dung kénh ban hang

Buwoc 6:Cham soc khach hang

Két luan chuong 1:
Chuong 1 khai quét cac van dé Iy thuyét vé ban hang va kénh ban hang, hoat dong ban
hang qua kénh online hién nay la co s¢ dé nghién ciu noi dung vé thyc trang ban hang qua

kénh online tai Trung tdm Kinh doanh VNPT — Hai Duong.
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CHUONG 2: THUC TRANG BAN HANG QUA KENH ONLINE TAl TRUNG

TAM KINH DOANH VNPT — HAI DUONG

Noi dung chinh caa chuong 2 1a gigi thiéu khai quat vé co cau to chuc, tinh hinh hoat
dong san xuat kinh doanh cua Trung tm Kinh doanh VNPT — Hai Duong. Pi siu vao phan
tich thuc trang ban hang qua kénh online tai don vi. Co ciu van hanh va td chuc thyuc hién cac
phuong thirc va dinh hudng ban hang qua kénh online.

2.1. Tong quan vé Trung tam Kinh doanh VNPT — Hai Dwong
2.1.1.Qua trinh hinh thanh va phét trién Trung tm kinh doanh VNPT — Hai
Duwong

Lich sir hinh thanh caa VNPT ma tién than 1a nganh Buu dién Viét Namduoc thanh 1ap
ngay 15/08/1945, trong hon 70 nim qua da gin bo véi doi sdng cia ngudi dan, cling nhu gop
phan khéng nho vao su nghiép xay dung va bao vé T6 quéc XAa hoi chu nghia.

Ngay 07/04/1990, nghi dinh 115/HPBT chuyén Tong cuc buu dién thanh Tong Cong ty
buu chinh - vién thong Viét Nam kinh doanh 2 dich vy chinh d6 1a buu chinh va vién thong.
Theo quyét dinh s6 91/QD-TTg ngay 07/05/1994 chuyén Tong coéng ty Buu chinh — vién
théng Viét Nam thanh Téng cong ty kinh doanh 100% vén Nha nuée. Dén thang 04/1995
Tong Cong ty Buu chinh Vién thdng Viét Nam duoc thanh lap va di vao hoat dong theo mo
hinh Tong cong ty 91, ddy 1a Tong Cong ty truc thuéc Tong cuc Buu dién va Chinh Phu.

Trung tdm Kinh doanh VNPT - Hai Duong dang ky hoat dong chi nhanh theo Luat
doanh nghiép, cac quy dinh cua phép luat, Biéu 18 t6 chirc va hoat dong cia Tong cong ty.

Trung tdm Kinh doanh VNPT - Hai Duong c6 Giay chiing nhan ding ky hoat dong
chi nhéanh, cé con du, dugc mo tai khoan tai cac ngan hang thuong mai dé giao dich theo
quy dinh cua phép luat.

Tén doanh nghiép: Trung tdm kinh doanh VNPT — Hai Duong — Chi nhanh  Téng
Cong ty dich vy Vién thong

Tén viét tat: Trung tm kinh doanh VNPT — Hai Duong

Dia chi: S6 1 dai 16 Ho Chi Minh, phuong Nguyén Tréi, thanh phé Hai Duong, tinh Hai
Duong.

M4 sb thué: 0106869738-038

bién thoai: 02203866966 Fax: 02203830200

Website: www.haiduong.vnpt.vn
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Trung tdm Kinh doanh VNPT — Hai Duong la chi nhanh hach toan phu thuéc, truc thuoc
Téng cong ty dich vu vién thdng — don vi thanh vién hach toan doc lap thudc Tong cong ty
Dich vu Vién thong (VNPT Vinaphone)
2.1.2 Chike ndng nhiém vu va nganh nghé kinh doanh

Trung tdm Kinh doanh VNPT - Hai Duong c6 chirc nang kinh doanh céc san pham, dich
vu tai dia ban tinh Hai Duong, bao gém:

Nganh, nghé kinh doanh chinh:

- Kinh doanh céc san pham, dich vu vién théng-cong nghé théng tin

- Kinh doanh céc dich vy phat thanh, truyén hinh, truyén thong da phuong tién;

- Kinh doanh cac dich vu ndi dung, dich vu gia tri gia tang;

- Kinh doanh céc dich vu tu van, khao sat, thiét ké, bao dudng, bao tri, stra chira, cho
thué cong trinh, thiét bi vién thong, cong nghé thong tin, truyén thong.

- Kinh doanh xuat khau, nhap khau va phan phdi ban budn, ban 1é cac vat tu, trang thiét
bi thudc céc linh vuc dién, dién tir, vién thong, cong nghé thong tin.

Nganh, nghé cé lién quan dén nganh nghé kinh doanh chinh:

- Kinh doanh céc dich vu quang cdo, dich vu truyén thong;

- Kinh doanh dich vu cho thué vin phong, co s& ha ting vién thong;

- Pai Iy vé may bay va cac phuong tién van tai khac;

- Kinh doanh cac nganh nghé khac khac khi duoc Tong cong ty cho phép va phu hop
v6o1 quy dinh cua phép luat.
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2.1.3 So do té chirc ciia Trung tam kinh doanh VNPT — Hdi Dwong

Ban Lanh dao

l ,, l

Phong Phong Phong

Nhén sy - Tong hop Ké hoach - Ké toan Piéu Hanh - Nghiép vu ad

12 Phong ban
hang Huy¢n,
thanh ph
- PBH Binh
Giang
- PBH Cam

Phong

"| Khac hang T
churc

doanh nghi¢p

Giang
- PBH Chi Linh
- PBH Gia Loc
- PBH Kim
Thanh
- PBH Kinh M6n
- PBH Nam Séach
- PBH Ninh
Ban hang Giang

_C

Phong

— OO —

\ 4

online - PBH Thanh Ha
- PBH Thanh
Mién
-PBHTiKy
Hinh 2.1 So d té chiec Trung tdm kinh doanh VNPT — Hai Dwong I_-|PDBH Thanh ph6

Nguén: Phong nhan sw tong hep - TTKDVNPT Hai Duong
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2.1.5 Khai quat két qua kinh doanh cia Trung tdm kinh doanh VNPT-Hdi Duwong
Bang 2.1. KET QUA SAN XUAT KINH DOANH CUA TRUNG TAM KINH
DOANH VNPT-HAI DUONG

(Tir 2018 dén 2021)
Stt | Chi tiéu Pon vi tinh 2018 [ 2019 | 2020 | 2021 | Ghichi
1 | Toéngdoanhthu | Ty dong 502 |552 |598 |650
2 | Tong s6 lao dong | Nguoi 159 [157 |152 |145
, Ning suat lao| Ty 3.16 [351 |[3.93 |4.48
dong dong/ngudi/nam
205 [243 [252 |280 |Bao gom
) BRCD | Nghin thué bao
A Tong caMy TV
thué bao | Di 183.2 [ 193.8 | 203.7 | 210
Nghin thué bao
dong
5 | Chénh léch thu chi | Ty dong 485 |509.25 | 524.5 | 540.25
NOp ngan sach nha . 14 15.2 16.7 |18
6 , Ty dong
nuocC

Nguon: B&o c&o san xuat kinh doanh caa Trung tdm kinh doanh VNPT-Hai
Duong cac nam tir 2018 dén 2021
2.2. Thuc trang ban hang qua kénh online
2.2.1. Khai quéat vé san pham dich vu ciia Trung tam Kinh doanh VNPT- Hai
Duong
La doanh nghiép 16n trong cung cap dich vu vién thong cong nghé thong tin trén dia
ban tinh Hai Duong, cic san pham dich vu cung cip ctia Trung tim Kinh doanh VNPT —
Hai Duong:

- Nhom dich vu vién thong: Dién thoai ¢ dinh, Gphone, dich vu di dong Vinaphone (tra
trude, tra sau), dich vu internet (cip quang, cap dong), internet truc tiép, dich vu thué
kénh riéng.......

- Nhém dich vu CNTT: Dich vu chit ky s6 VNPT — CA, dich vy ké khai bao hiém xa hoi
truc tuyén VNPT-BHXH, dich vu héa don dién tir VNPT-Invoice, dich vu hop dong dién
tir eContract, phadn mém quan tri tong thé doanh nghiép One Business, phin mém quan 1y

bénh vién VNPT-His, phr:in mém mét cira dién tir VNPT-iGate, mang gido duc Viét Nam
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vnEdu....
- Dich vy truyén hinh: Truyén hinh twong tac MyTV
- Nhom ha t?mg dich vu: Dich vu may chu do VPS, dich vu dién toan ddm may VNPT
Cloud, dich vu luu trit web Webhosting. ...
2.2.2. Nguén luc trién khai ban hang qua kénh online.
2.2.2.1.Nang lyc tai chinh

Bang 2.2: Mt s6 chi tiéu vé ning luc tai chinh cia VNPT Hai Dwong giai doan

2019 - 2021
TT Chi tiéu PVT Nam Nam Nam
2019 2020 2021
1 |Doanh thu Triéu ddng |313.685 | 332.468 |367.558
2 [Téc @6 tang doanh thu % 11,28 5,99 10,55
3 |Loinhuan Triéuddng | 4.124 | 11.816 | 14.550
4 [Tbc d6 tang loi nhuan % -67,03 186,52 23,14
5 NOp ngan sach Triéu dong | 16.407 | 18.439 | 13.288
6 [Toc do ting ndp ngan sach % 12,22 12,38 -27,94

(Nguén: Bdo cdo tong két VNPT Hai Duong cdc nam 2019-2021)
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Viettel:
18.32%

= VNPT
= Viettel

VNPT:
81.68%

( Nguon: S¢ théng tin truyén théng tinh Hdi Duwong)
Biéu dd 2.2: Thi phan thué bao ¢ dinh tai dia ban Hai Dwong tinh dén

31/12/2021
Mobifone I Khéc
15.94% 0.34%
Vinaphone
33.66%

® Vinaphone
® Viettel
= Mobifone
m Khéc

Viettel
50.06%

(Nguon: So théng tin truyén théng tinh Hai Duong)
Biéu d6 2.3: Thi phan thué bao di dong trén dia ban Hai Dwong tinh dén

31/12/2021
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FPT
13.71% = VNPT
m Viettel
= FPT

Viettel
17.7%

VNPT
68.59%

(Nguén: So théng tin truyén théng tinh Hai Dwong)
Biéu d6 2.4: Thi phan thué bao internet tai dia ban Hai Dwong tinh dén
31/12/2021

2.2.2.2.Nang luc qudn Iy va diéu hanh

Trong nhitng ndm qua, tuy c6 nhiéu yéu t6 tic dong khong thuan loi nhung VNPT Hai
Duong da luon phén d4u hoan thanh tdt cac muc tiéu, ké hoach, nhiém vu do Tap doan giao
va ctia don vi dé ra. Thong qua két qua d6 cho thdy phan nao ning lyc quan 1y, diéu hanh
ctia Ban Lanh dao VNPT Hai Duong ciing v6i sy quyét tim, khong ngimg nd luc cia doi
ngii can by cong nhan vién, nguoi lao dong. Ban Lanh dao da luon sau sat véi don vi co s0,
thuong xuyén vé v6i co s¢ dé nam bat, thao g& kip thoi nhitng vudng méc, kho khin cua céc
don vi truc thudc.
2.2.2.3.Gié tri phi vdt chat ciza doanh nghiép

Gi4 tri phi vat chat ctia doanh nghiép chinh 13 gia tri thwong hiéu va uy tin trén thi
truong. La mot don vi tryc thudc Tap doan Buu chinh Vién thong Viét Nam, VNPT Hai
Duong ké thira nhitng nét truyén thong vin héa, thuong hiéu, uy tin v6i 72 nam ké tir khi ra
doi va phat trién ctia mot Tap doan Nha nude. Co mang ludi co so ha tang va cac diém phuc
vu rong khép trén dia ban toan tinh, ké ca nhitng vung sau, vung Xa.

Gi4 trj thuong hiéu va va uy tin cia VNPT Hai Duong con duoc ké dén & viéc tham
gia cac hoat dong nhan dao, tir thi€n, cac chuong trinh chinh sach, phuc lgi xa hdi tai dia
phuong. Chinh nho tham gia tich cyc cac hoat dong nay, hinh &nh cuia VNPT Hai Duong da

tr& nén gan gili, than thién hon v4i khach hang.
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2.2.2.4.Trinh d¢ trang thiét bj va cong nghé
Véi loi thé c6 bé day hoat dong trong linh vire vién thong - cong nghé thong tin, Tap
doan Buu chinh vién thong Viét Nam néi chung va VNPT Hai Duong ndi riéng ¢ hé thong
co s ha ting rong khép trén dia ban, trang thiét bj v6i cong nghé hién dai. Céng nghé GSM
cho mang di dong hoat dong trén 4 bang tan, dai tr 9000MHZ dén 1.800MHZ; Céc tram thu
phat séng BTS lién tuc dugc dau tu thém, tai dia ban tinh Hai Duong s6 tram BTS dau tu
qua cdc nam 2019 - 2021 cu thé: 2019 c6 224 tram, 2020 c6 233 tram, 2021 c6 249 tram;
Bén canh d6, VNPT Hai Duong khong nging dau tu thém GPON tai cac “diém den” dé 1ip

day ving phu séng dap tng nhu ciu cua khach hang.
Bang 2.3: S6 tram thu phat song ciia cac nha cung cap dich vu vién thong trén
dia ban Hai Duwong c6 dén 30/06/2020

DPon vi tinh: Tram

TT Nha cung cip S6 tram thu phat séng
1 VNPT Hai Duong 254
2 Viettel Hai Duong 250
3 Mobifone Hai Duong 54

(Nguon: Phong kj thudt dau tw VNPT Hdi Dwong)

Qua s6 liéu trén ta nhan théy, s6 tram thu phat song cia VNPT Hai Duong so vdi cac
dbi thu canh tranh trén dia ban 1a nhiéu hon. Trong d6, so v&i Viettel thi gin nhu twong
duong (VNPT Hai Duong chi nhiéu hon 4 tram), so vi Mobifone gap 4 lan.
2.2.2.5.Nang Iuc vé Marketing

- Vé chinh sach gid cwée: Chién luge gia cude 1a mot phan quan trong trong giai phap
téng thé va can phai duoc quan tri mot cach hé thong.

- Vé céng tdc cham séc khach hang: Voi luc lugng lao dong dong hon ddi thu do 1a
mot vu thé cia VNPT Hai Duong, chinh vi vAy ma cong tic chdm soc khach hang duoc
VNPT Hai Duong phén giao dén timg nhan vién kinh doanh va cé sy chuyén biét hoa trong
cong tac cham soc khach hang VIP, khach hang t6 chirc doanh nghiép, khach hang c4 nhan...
2.2.2.6.Vé nguon nhan lyc

Nhan luc 13 yéu t quan trong trong qué trinh san xuit kinh doanh, dic biét 1a dbi véi

cac nganh dich vu. Nguén nhan lyc 14 nhan td cha yéu tao nén lgi nhuan cho doanh nghiép,
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khong c6 nhitng ngudi lao dong hiéu qua thi doanh nghiép cho du c6 ning lyc 16n vé tai
chinh, vé khoa hoc cong ngh¢ cling khoé cé thé dat duoc muc tiéu cia minh. Pén cudi nam
2021, VNPT Hai Duong c6 420 can bd cong nhan vién va gn 200 cong tac vién, day 1a mot
luc lvong hung hau va la thé manh so v&i cac ddi tha trong linh vuc kinh doanh dich vu vién
thong trén dia ban.

Bang 2.6: Co ciu lao dong ciia VNPT Hai Dwong theo dd tudi, va trinh dd tinh

dén 31/12/2021
TT Pon vi S6 li¢u dén 31/12/2021
1 Trinh d¢ lao dong
Sau dai hoc 9
Dai hoc 196
Cao dang 117
Trung cap 86
So cap 12
2 PO tudi
Duéi 25 tudi 19
Tir 26 - 35 tudi 146
Tir 36 - 45 tudi 187
Trén 45 tudi 68

(Nguén: Phong nhdn sy téng hop - VNPT Héi Dirong)

2.2.3. Pinh hwong trién khai

Mot 1a, TTKD VNPT - HD - Muc tiéu dan dau chuyén d6i sb

Hai 13, Nhan sy chat luong cao

Ba 13, L4 co dau

Bén 13, Vuon ra thé gisi
2.2.4 COng cu thuc hién.

Mot 1a, VNPT Digital Marketing

Hai la, VNPTKIios la dich vu quan ly ban hang thong minh vira duwge VNPT
ra mit danh cho cac shop ban 1&, nha hang, bar/karaoke, cafe cao cap...
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Thw ba, shop CTV cua VNPT
2.3. Nhitng han ché va két qua dat dwoc
2.3.1 Ké qud dat duwoc.

Pé tham gia ban hang online trén trang website https://shop.vnpt.vn, nhan vién ban hang
chi can c¢6 mét chiéc dién thoai thong minh hodc mot may tinh két ndi véi Internet dé tao lap
tai khoan Face book, Zalo, Youtube, Instargram, ... tham gia cac trang mang xa hdi. Nhan
vién ban hang vao trang website https://shop.vnpt.vn dé tao mot tai khoan Cong tac vién ban
hang online cho ¢4 nhan minh. Tt tai khoan Cong tac vién ban hang online, nhan vién ban
hang vao website https://shop.vnpt.vn tao duong landing Page hodc Tracking links theo chu
dé san pham can ban, ... roi chi viéc copy duong link ciia Landing Page hodc Tracking links
via tao, cung voi anh cua san phém can ban va dang 1én mang xa hoi nhu Facebook, Zalo,
Youtube, Instargram, ... dé kinh doanh cac san phém dich vu cia VNPT mot cach nhanh
chong va thuén tién.

2.3.2 Nhiing han ché.

Mic du duoc danh gia 1a TTKD VNPT - Hai Duong c6 doanh thu, thi phan cao so
v6i cac dbi thu trén thi truong Hai Duong, tuy nhién trong viéc nang cao nang lyc canh
tranh cta don vi con mot s6 han ché:

- Chua manh dan trong dau tu thém co so ha tﬁng. Tién d6 trién khai cac du an dau tu
cho ban hang online con chua dam bao.

- Viéc quy hoach cau triic mang luéi, quan 1y tai san mang ludi kinh doanh online con
chua duoc cht trong nhiéu din dén lang phi trong str dung nguén lyc.

- Co ché phdi hop nodi b gitta khéi kinh doanh va khéi k§ thuat chua phil hop,
khong co ché tai cu thé dan dén tinh trang cham tré trong khau phuc vu khach hang.

- Cong tac kiém tra, giam sat viéc thyc hién cac ké hoach kinh doanh online cta cac
don vi truc thudc chua dugc thuc hién thudong xuyén.

- Luc luong lao dong dong nhung bd phan chuyén ddm nhan mang kinh doanh onlien
chua dap (mg dat chuan vé khung nang luc ctia Tap doan dan dén ning suét lao dong thap.

- Chua c6 co ché hop 1y trong viéc giir ngudi gioi dan dén tinh trang chay mau chat
xam.

- Cong tac dao tao nang cao ning luc kinh doanh online cua nguoi lao dong da cha
trong nhung chua hiéu qua.

- Nang luc quan ly va di€u hanh cua cac lanh dao cap trung con thiéu va yéu vi vay
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viéc van con mét sd don vi truc thude kinh doanh khong hi€u qua.

- Cong tac quan ly cong ng khach hang van con chua chit ché, tinh trang khach hang

chay 1y khong thanh todn ng din dén ty 1¢ ng x4u van con cao
Két luan chwong 2:

Chuong 2 danh gia két qua san xuét kinh doanh cta Trung tim Kinh doanh VNPT — Hai
Duong trong 2 nim 2019, 2029, ddng thoi di sdu nghién ctru thyc trang viée trién khai ban
hang qua kénh online tai don vi. Can ctr vao nhirng phan tich, nhan xét vé thuc trang trién
khai ban hang qua kénh online, danh gia nhirg két qua dat duoc va nhirng han ché. Tir d6
1am co s& dé dé xuat mot sb giai phap thiic diy ban hang qua kénh online trong thoi gian t6i.

CHUONG 3: MOT SO GIAl PHAP THUC PAY BAN HANG QUA KENH
ONLINE TAI TRUNG TAM KINH DOANH VNPT — HAI DUONG

Gidi thiéu chuong:

Duya trén co so 1y thuyét, thuc tién ¢ Chuong 1 va nhing ton tai di dugc chi ra tai
Chuong 2, chuong 3 dua ra dinh huéng chién luge, muc tiéu ban hang qua kénh online. Tir
thyc trang ban hang qua kénh online tai Trung tdm Kinh doanh VNPT-Hai Duong, tac gia dé
xuat giai phap nham thuc day ban hang qua kénh online dé dong gép phan trong viéc thuc
hién ké hoach san xuat kinh doanh cta don vi trong thoi gian tdi.

3.1. Pinh hwéng va muc tiéu ban hang online
3.1.1 Dinh hwong.

Vé dinh hudng phat trién ban hang online dén nam 2025, dong chi Bi thu Pang uy,
Truong dai dién VNPT trén dja ban Hai Dwong, Giam doc VNPT HD cho biét, bén canh
nhiém vu nang cao ning luc 14nh dao va sirc chién dau cia Pang; phat huy dan chu, doan két;
Pang bd VNPT HD tiép tuc khang dinh vai trd 1a don vi chi luc vé cung cap cac dich vy vién
thdng - cong nghé thong tin, ha tang sb, dich vu s6 gop phan xay dung chinh quyén sb, do thi
thdng minh. Clng véi d6, dé phuc vu phat trién kinh té - x& hoi va nhu cau ngay cang cao cia
ngudi dan, Pang bd VNPT HD tiép tuc diy manh phat trién ha ting mang vién thdng - cong
nghé thdng tin hién dai, ddng bd va nang cao chét luong phuc vy, cung cap trai nghiém khach
hang khi stir dung dich vu mua hang online.

3.1.2 Muc tiéu:
Phan diu hoan thanh va hoan thanh vuot mire cac chi tiéu ké hoach nam 2021
1. Trién khai cac chuong trinh trong diém ctia Tap doan theo chién lugc VNPT4.0: xay

dung hoan thién vé du bao quan tri rui ro tai cac bd phan; trién khai ap dung ma tran phan
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quyén, phan nhiém (RACI) tat ca cac nhiém vu duoc giao; trién khai ap dung phuong phap
cai tién chét luong theo phuong phap Lean Six Sigma (LSS);

2. Ra soat lai toan bo cac giai phap nam 2019, 2020 dé diéu chinh bd sung va t6 chirc
thuc hién dam bao hi€u qua.

3. Xay dung ké hoach chi tiét dé trién khai thuc hién thanh cong cac muc tiéu va giai
phap kinh doanh online cac dich vu chu yéu, trong tdm 1a dich vu data (3G/4G), tip trung
chiam soc khach hang va phat trién khach hang chuyén mang gitt s6; ban goi cude gia dinh,
van phong data. Diéu chinh mé hinh kénh ban hang va ning cao hiéu qua kénh ban hang cua
Dai ly, diém uy quyén, VNPost va doi ngii thu cudc.

4. Piéu hanh thyc hién t6t cac dinh hudng: Ly khach hang lam trung tim; nang cao trai
nghiém khach hang; quan 1y khach hang trung thanh; xay dung méi quan hé véi khach hang
trén dia ban. Trong d6 chu trong tip trung vao ning cao chit lugng phuc vu khach hang khi
lap dat, xtr 1y, thu cudc, giai quyét khiéu nai; Pau tu thém co s ha ting & cic ving trang,
diém den phuc vu ndng thon maoi. Phan d4u tré thanh nha mang co chét lugng dich vu va chat
lugng cham soc khach hang mang dén su trai nghiém khach hang tot nhat trén dia ban.

5. Hoan thién s hoa mang ludi, cac cong cu diéu hanh san xuat kinh doanh tai don vi
nhim nang cao cong tac quan tri didu hanh va ting ning suit lao dong.

6. Tap trung xay dung giai phap nang cao hi¢u qua kinh doanh online thong qua danh
gia hi¢u qua tung dia ban, tirng dich vy; xay dung co ché khuyén khich cac don vi thuc hién
t6t ké hoach duogc giao.

3.2. Mot sb giai phap thiic day ban hang qua kénh online
3.2.1. Lwa chgn hinh thac ban online cho téng dich va.

Tht nhét, lya chon hinh thirc ban hang online cho tung dich vu

- Can ctr dinh huéng cua Trung tim dé xay dung muc tiéu, giai phap lua chon hinh thirc
ban hang online cho tung dich vu va tirng dia ban. Pac biét muc ti€u va giai phap ban goi gia
dinh, cac chuong trinh trong diém cta Tong cong ty va Trung tam.

- Pébi vai tap khach hang 1a thué bao di dong hién hiru dang hoat dong trén dia ban, lya
chon hinh thirc cham séc online qua OB telesales trén cac tap nhu: Di dong Vinaphone tra
trude hét han chu ky dai, tap khach hang st dung di dong géi cude tich hop chu ky ngan nang
1én chu ky dai, tap khach hang chua stir dung dich vu data....
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3.2.2. Pao tao Ky ning vé ban hang online.

Mang xa hoi n6éi chung va Facebook néi riéng dang ¢ vao thoi ky hoang kim hon bao
gid hét, cac hinh thirc marketing va ban hang trén hé thong mang xa hoi ciing dang ngay mét
phat trién ruc r& v6i co sb hinh thire va phuong phap cuc ky da dang. Vao cudi thang 4/2020,
Téng Cong ty da kip thoi to chirc cac chuong trinh dao tao “K§¥ ning ban hang Online” cho
d6i ngii nhan vién kinh doanh bao gdm k¥ ning ban hang qua facebook, zalo, google,...

Sau khoa hoc, cac don vi sé trién khai ung dung vao cong tac ban hang thuc té tai don
vi, VNPT Hai Duong dua ra d4nh gia mtrc d6 tmg dung thuce tién. Két thic dot danh gia thang
7/2021, 3 nhan vién kinh doanh c6 diém cao nhit toan Tong Cong ty véi diém sé 19/20 la:
Chi Lé Thi Thoa, Chi Lé Thi Thuy, Chi Phan Lé Huynh Trang.
3.2.3. Xay dwng cdc céng cu hé tro' phar hep

- B6 tri nhan su ¢6 nang luc, trinh do dé quan tri website, trang mang xa hoi vé san
pham. Nhén sy can c6 hiéu biét tot vé san pham, co thé dang tin bai, hinh anh, video clip vé
trai nghiém san pham, cung cap thong tin san pham ddy du nhu tinh ning, hinh anh vé san
pham, chinh sach gi4, ché do bao hanh... tra 10i thic mac vé san pham, tir d6 gia ting uy tin
DN va tinh ning vuot troi ctia san pham tao niém tin cho khach hang.

- M6 rong céc dai 1y qua cac ctra hang/chudi ctra hang tién ich. Ch trong dua san pham
vao cac trung tAm thuong mai, cac nha ban 1é 16n nham ma rong pham vi ban hang tai cac thanh
phé 16n ciing nhu toan qudc, tao uy tin cho san pham. DN can chuan bi gidy to minh ching
ngudn gdc, xuat xu, chit lugng san pham khi c6 mit trén cac quay hang duoc bao hd. Tuy
nhién, chi phi dua vao kénh trung tdm thuong mai kha 16n do vay can can nhéc lya chon.

- Két nbi voi cac nha van chuyén, cic nha thanh toan trung gian (vi dién tu, thanh toan
truc tuyén) dé giam thoi gian giao nhan va thanh toan. Ap dung mé hinh ky gui hang hoa tai
cac san TMPT (Tiki, Lazada) ting mirc do uy tin cta san pham va tang thoi gian giao hang
to1 khach hang; tham gia/ddng ky mo6 hinh ban hang chinh hang (Lazmall trén san Lazada,
Senmall trén Sendo hay Shopee Mall trén san Shopee...).

- Str dung cac phan mém hd tro ban hang da kénh phu hop theo quy mé, dao tao nhan
su dé dung hiéu qua cong nghé thong tin cho quan 1y ban hang da kénh.

- Xay dung thuong hi¢u, bao hd thuong hiéu san phém vO1 cac san phém, dich vu tu san
Xudt.

-COng cu gia cuoc va khuyen mai:
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Gia 12 mot cdng cu quan trong dé phat trién dich vu. Trong giai doan dau, dé t6i da
hoa loi ich, doanh nghiép da dat gia & mic cao. Pidu nay c6 nghia 1a trong thi trudng tiém
ning, mot b phan 16n khach hang tiém ning van chua thé chi tra va st dung cac dich vu.
Hién nay qua trinh ma ctra, canh tranh ngay cang khéc liét, két qua tat yéu 1a su giam gia
dich vu. Rao can tham gia dich vu duoc ha xudng mirc rat thap do d6 thém nhiéu ngudi tiéu
dung sé c6 kha niang va tham gia stir dung dich vu. Tuy nhién vi dich vu vién théng c6 co
gidn cau bac thang, hon nita c6 nhiéu phan doan thi trudng phiic tap nén chinh séch gia phai
hop 1y dé vira thu hat thi trudng méi, vira giam ti thiéu anh huéng t6i cac phan doan thi
tredng truyén thong da 6n dinh. Trong nhitng nim qua, gia cude dich vu vién théng hang
nim déu giam; hién nay gia cuéc cac dich vién thdng caa cac cong ty vién thong turong ddi
nhu nhau va cac chuong trinh khuyén mai, giam gia d6i véi dich vu vién thong ciing duoc
xéac dinh & mirc twong dwong nhau. Khi c6 mot don vi té chic khuyén mai, hay giam gia thi
ngay lap tic cac cong ty vién thong khéc ciing to chirc khuyén mai, hoac giam gia. Bé thu
hat va giira khach hang cho nén van dé gia 1a hét sicc nhay cam dé doanh nghiép ton tai va
phét trién dic biét 1a cac san pham, hay dich vu méi cung cap ra thi trudng nhu cac dich vu
gia tri gia tang. Pay 1a 16p dich vu méi, dang & mirc do bat dau tiép can thi truong do do
can cac giai phap dé phat trién va gan bo véi khach hang. Cac giai phap vé gia & day lién
quan dén hai van dé Ion: van dé dinh gia dich vu va van dé phan biét gia.

* Giai phap vé xay dung va dinh gia dich vu Trong giai doan dau phét trién, cac dich vu
gia tri gia ting trén nén 3G cua di dong, trén internet van con mai la va chua pho bién dén
dong dao nguoi su dung.

* Giai phap vé hoat dong khuyén mai Tang cuong hoat dong khuyén mai khdng chi
nham vao dich vu thoai ma vao ca cac dich vu moi, diéu nay 1am cho hoat dong khuyén mai
s& mang tinh thuc chat hon, duoc khach hang mong doi, da dang hoa céc hinh thic khuyén
mai, quan Iy khuyén mai c6 hiéu qua va tiét kiém chi phi. Hoat dong khuyén mai caa don vi
chi tap trung cho céac dich vu tra sau. Diéu nay lam ting sé khach hang tra sau trong khi hién
nay s6 khach hang tra trudc chiém da sé do d6 don vi can c6 chinh sach khuyén mai cho céac
dich vu tra trudc don vi lam dugc diéu ndy s& ting doanh thu, giam chi phi quan ly.

Nén phan cac mirc cudc phi dé dua ra cac mirc khuyén mai, chiét khau twong duong cho
khach hang. Pon vi van can giit cac hoat dong khuyén mai hién c6 dé canh tranh véi cac
doanh nghiép khéc; thuc hién khuyén mai cho thué bao nhan ky niém 1 nim, 2 nim.,... ngdy

khach hang dang ky st dung dich vy, to chuc 18 tri an khach hang, tang qua cho khach hang
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nhan dip cac ngay dac biét,... Khi gigi thiéu dich vu méi c6 thé khuyén mai vé cude dé khuyén
khich khach hang sir dung. Xay dung cac chuong trinh khuyén khich su trung thanh caa khéch
hang: mtc thudng tang 1én ciing voi s6 lugng va doanh thu ma khach hang sir dung, hd tro
stra chira thay thé thiét bi dau cudi cho khach hang khi bi hu hong.

CRM 2.0 — Giai phap hiéu qua cho cong viéc kinh doanh ngay nay

Ngay nay van con rat nhiéu chti doanh nghiép khong nhan thirc va cong nhan nhiing loi
ich to 16n ma mét giai phap CRM c6 thé mang lai. Cac hé thong CRM thoi ki dau ciing dong
gbp dugc mot s6 loi ich nhét dinh, nhung voi sy phat trién vuot bac vé cong ngh¢, thoi dai
méi cia CRM da dén.

3.3. Kién nghi
3.3.1.D6i véi Nha nwéc va co quan qudn Iy Nha nwoc tai tinh Hdi Duwong

Mot 1, Nha nudc can tiép tuc xay dung, hoan thién va ban hanh hé théng phap luat dong
bo, 6n dinh 1au dai, pht hop véi nén kinh té thi trudng va cac cam két qudc té. Hé thong vin
ban quan ly cia Nha nude lién quan dén hoat dong SXKD cua VNPT can dugc ban hanh
nhanh chéng, kip thoi, day du. Cac van ban luat can chi tiét, bao tram duoc cac noi dung
hudéng dan tranh phai ban hanh cac nghi dinh, thong tu huéng dan kém theo;

Hai 13, tiép tuc cai cac hanh chinh, thuc hién chinh pha dién tir dé giam thiéu cac khau
trung gian trong qué trinh to chic hoat dong va thuc hién nghia vu tai chinh caa VNPT véi
Nha nudc, dac biét la minh bach, cdng khai cac tha tuc hanh chinh.

Ba 13, d& nghi c6 quy dinh vé céc khoan muc phi cho hoat dong nghién ciu thi trudng,
hoat dong PR, tai trg, chiam soc khach hang, dé cac doanh nghiép vién thdng cé thé canh tranh
duoc trong cac hoat dong Dich vu sé d6i voi KHDN
3.3.2.D6i véi Tdp doan VNPT.

Tao diéu kién cho VNPT chi dong trong viéc hoach dinh ké hoach dau tu, kinh doanh

dich vu va tao ra moéi treong canh tranh lanh manh tai dia ban Hai Duong.
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Két luan chwong 3: Tir viéc phan tich thyc tién trong cong tac ban hang online tai Trung
tdm Kinh doanh VNPT — Hai Duong, chuong 3 da ra cac giai phap nghién ctru dinh hudng,
muc tiéu cho cOng tac ban hang online.

KET LUAN

Viéc xay dung cac giai phap thac day ban hang online nham dwa ra cac diém cham
gitra dich vu véi khach hang, tao loi thé canh tranh, nang cao hiéu qua kinh doanh cho
don vi.

Khi ap dung cac giai phap thac day ban hang online tai Trung tam Kinh doanh
VNPT — Hai Duong d bude dau ¢ hiéu qua nhu: Lugng don hang yéu cau lap dit, st
dung dich vu qua kénh online ting dan, tao ra kénh ban hang mégi cho nhan vién kinh
doanh dia ban, duoc khach hang biét dén dich vu VNPT cung cép.

Tuy nhién trong thoi gian téi, dé dat duoc hiéu qua cao trong linh vuc ban hang
online thi Trung tdm Kinh doanh VNPT — Hai Duong can ap dung ddng bo cac giai
phap sau: Nang cao k¥ nang ban hang cho nhan vién kinh doanh, xay dung cac cong

cu hd tro dit manh dé twong tac dén khach hang, dong bo trong cac khau ban hang.



