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1
MO PAU
1. Ly do chon dé tai:

Nam 2021, thi truong dich vu Truyén hinh ¢& Viét Nam dang ding trude cudc canh
tranh gay git va khdc liét gitta cac nha cung cip 16n trong nuéc nhu Viettel, FPT, Truyén
hinh cap Viét Nam, Truyén hinh cap SCTV... Néu nha cung cap ndy dung gia ca dé lam wu
thé thi nha cung cap khac ciing c6 thé nhanh chong ha gia twong dwong. Canh tranh di kién
cho cac doanh nghiép lién tuc dua ra nhiing cai tién ndi dung, va cong nghé cho san pham
va hinh anh ciia minh dé ton tai va phat trién. Cac doanh nghiép kinh doanh nghanh dich vu
Truyén hinh mudn 1am khach hang thoa mén thi can phai c¢6 nhiing phuong thirc riéng gin
lién vé&i chat luong dich vy ma thuong dugc khach hang rat d& cam nhéan. Hién nay, cac
doanh nghiép khong nhiing lién tuc dua ra nhiing cai tién cho san pham va cac chuong trinh
marketing dé ting su tin cdy cho khach hang khi Iya chon. Sy trung thanh cua khach hang
da tro thanh phuong cham trong kinh doanh cua thoi dai hién nay. Tir d6, mdi quan hé gitra
doanh nghiép v6i khach hang ngay cang phat trién ca vé chiéu rong va chiéu sau. Khai niém
quan hé khach hang d3 xuat hién trén thé giéi mot cach tat yéu nhu vay. Xay dung chién
lwge quan tri méi quan hé khach hang — CRM 1a nhén t6 khong thé thiéu d6i véi su thanh
cong cua doanh nghiép. Song cac doanh nghiép ciing lo ngai vé kha ning ting cudng tinh
canh tranh. Ho nhan thay can phai tao nhiing ban sic riéng d¢é giit lai khach hang, tim nhiing
phuong thirc méi dé c4 nhan hoa nhitng kinh nghiém ddi v6i khach hang, diéu nay lam cho
mdi quan hé ting thém sirc thuyét phuc. Viéc quan 1y cdc mdi quan hé khach hang khong
nhiing chi dé gilt chan khach hang ma no6 con tao ra mdt loi thé canh tranh rat riéng va manh
cua cac doanh nghiép.

Véi ky vong san xuat kinh doanh hiéu qua gop phan véo sy ting truong 6n dinh, bén
virg lau dai, Trung tm Kinh doanh VNPT - Hai Duong (viét tat 1a TTKD VNPT- Hai
Duong) 1a don vi tryc thuoc Tong Cong ty dich vu Vién thong - Tap doan Buu chinh Vién
thong Viét Nam la dai dién cung tng dich vu VT- CNTT trén dia ban tinh Hai Duong ludn
nhan thirc dugc vai trd quan trong clia viéc quan tri quan hé khach hang c6 tim quan trong
vO cung dic biét dbi v6i cac doanh nghiép noéi chung va dbi véi TTKD VNPT -Hai Duong
noi riéng.

Tuy nhién, cdng tac quan tri quan hé khach hang sir dung dich vy Truyén hinh MyTV
cia TTKD VNPT - Hai Duong van con nhitng vuéng mic khach quan va cha quan, viéc

quén tri quan hé khach hang ctia Pon vi con theo hudng truyén théng, chua xem khach hang
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la trung tdm; chua c6 mot md hinh quan tri cu thé ma chu yéu thyc hién cac cong viéc do
Don vi yéu clu, cac bd phan chua co6 sy lién két chat chg, cong vi¢e ché)ng chéo dan dén
vi€c quan ly khong hai hoa va linh hoat. Chua cha trong nhiéu dén cbng tac quan tri quan hé
khéch hang sir dung dich vu Truyén hinh MyTV dan dén 1am anh huéng dén hoat dong kinh
doanh cua doanh nghiép, tinh trang khach hang khdng hai 1ong huy dich vu chuyén sang
nha cung cip khic vin con xay ra thuong xuyén, ngoai viéc lam giam doanh thu va loi
nhuan cua don vi con dua don vi roi vao vi tri xép hang thip qua cac danh gia xép hang
BSC cua Tap doan.

Chinh bai nhan thirc duoc tdm quan trong ciia cng tac quan tri quan hé khach hang
stt dung dich vu Truyén hinh MyTV cia TTKD VNPT - Hai Duong, nham 1am gia ting
khach hang méi, 1am giam sé lugng khach hang huy dich vu, mang lai nhiéu loi nhuan,
doanh thu cho don vi, t61 da nghién ctru va lga chon dé tai: QUAN TRI QUAN HE
KHACH HANG SU DUNG DICH VU TRUYEN HINH MYTV TAI TRUNG TAM
KINH DOANH VNPT HAI DUONG d¢ lam dé tai cho luan vin ctia minh.

2. Tong quan tai liéu nghién ciru

Quan tri quan hé khach hang (CRM) 13 mot phuong thirc kinh doanh bao gdm céc
phuong phap, k¥ thuat va kha ning gitp cho cac doanh nghiép quan 1y cac mdi quan hé
khach hang hiéu qua hon.Muc tiéu co ban cia CRM la gitip céc to chirc kinh doanh quéan 1y
khach hang cta minh t6t hon théng qua su gidi thiéu vé cac hé thong, phuong phap kinh
doanh dang tin cdy . Dé thuc hién tot cong tac Quan tri quan hé khach hang khong chi don
gian 13 cai dat va ung dung tt cac phan mém 1a xong ma can phai két hop nhiéu chinh sach
khac va phuong phap khac nhau bao gdm viéc tiép can khach hang, dao tao nhan vién,
Marketing, quan 1y hé thong thong tin, tat ca cac nhan td trong kinh doanh phai dugc diéu
chinh cho phu hop véi ti€u chi dat khach hang & vi tri trung tam.

Pé tai nghién clru clia CAC tic gia co ¥ nghia quan trong vé mat thuc tién: cung cép
cai nhin tong quat vé tdm quan trong cua khach hang, hoat dong quan tri quan hé khéch
hang st dung dich vu Truyén hinh MyTV trong thoi gian gan day, tong két nhitng thanh
qua dat dugc va néu ra mot so ton tai trong cong tic quan tri quan hé khach hang. T d6 dé
xudt mot s giai phap, kién nghi phu hop véi thuc té nhdm ning cao hiéu qua cong tic quan
tri quan hé khach hang, trén co sé do nang cao hi¢u qua hoat dong kinh doanh trong linh
vuc vién thong, giup don vi phat trién bén vimg. Tuy nhién tir gbc do truc tiép cta dé tai

luan van hién chua c6 nghién ctru nao dé€ cap tryc tiép va toan di¢n vé cac gidi phap hoan
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thién cbng tac quan tri quan hé khach hang (CRM) sir dung dich vu Truyén hinh MyTV,
nhing tac déng cia cac yéu td méi truong bén ngoai, cac co hdi thach thirc trong tinh hinh
canh tranh khdc 1iét hién tai gifta cac Doanh nghi¢p cung cép dich vu Truyén hinh tai dia
ban tinh Hai Duong. Do vay, dé taii “QUAN TRI QUAN HE KHACH HANG SU DUNG
DICH VU TRUYEN HINH MYTV TAI TRUNG TAM KINH DOANH VNPT HAI
DUONG” sé& nghién ctru toan dién va dwa ra giai phap nham hoan thién cong tac quan tri
quan hé khach hang str dung dich vu Truyén hinh MyTV tai TTKD VNPT- Hai Duong.

3. Muc tiéu nghién ctru:

3.1. Muc tiéu chung

Nghién ctru nay tap trung phan tich thyuc trang hoat dong quan tri quan hé khach hang
sit dung dich vu Truyén hinh MyTV caa TTKD VNPT - Hai Duong. Tir d6 dé xuat cac giai
phap xay dung mot mo hinh cy thé va phu hop cho hoat dong quan tri quan hé khach hang
st dung dich vu Truyén hinh MyTV tai TTKD VNPT - Hai Duong trong nhitng nam t&i va
kién nghi.

3.2. Muc tiéu cu thé

Pé dua ra duoc cac giai phap vé cong tac quan tri quan hé khach hang (CRM), luan
vin tip trung vao cic muc tiéu nghién ciru cy thé sau:

* Nghién ctru 1y thuyét vé khach hang, mdi quan hé khach hang va cac mé hinh trong
CRM.

* Phan tich thuc trang cong tic quan trj mdi quan hé khach hang tai TTKD VNPT -
Hai Duong tir nim 2019 dén nam 2021.

* Pira ra mot s6 giai phap nhim x4y dung mot mo hinh cu thé va phu hop cho hoat
dong quan tri quan hé khach hang st dung dich vu Truyén hinh MyTV tai TTKD VNPT -
Hai Duong trong nhitng nim téi va kién nghi.

4. Poi twong va pham vi nghién ciru:

- Poi twong nghién ciru: Hoat dong quan tri quan hé khach hang st dung dich vu
Truyén hinh MyTV tai TTKD VNPT - Hai Duong.

- Pham vi nghién cuu:

* Noi dung: Nghién ctru hoat dong quan tri quan hé khach hang sir dung dich vu
Truyén hinh MyTV tai TTKD VNPT - Hai Duong.

* Khdng gian: Toan bd dia ban cac Phong ban hang thuoc TTKD VNPT - Hai
Duong quén ly.



* Thoti gian:

+ Str dung s6 liéu thtr cap trong 2 nam tir 2019 — 2020

+ S liéu so cap dung dé nghién ciru dé tai tac gia thuc hién phong van khao sat nim
2021.

5. Phwong phap nghién ciru: Dé tai st dung phuong phap phan tich, thong ké, khao
sat, tong hop

5.1.Phwong phap thu thip s6 li¢u thir cap

Can cir vao sb lidu th cip cia TTKD VNPT - Hai Duong tir nam 2019 dén nim
2021 duogc thu thap tir cac Bao cdo danh gia vé Do hai long khach hang str dung dich vu
truyén hinh MyTV cua TTKD VNPT Hai Duong, Bdo cdo vé sb luong Khéch hang Phat
trién méi, Bao cdo sd luong Khach hang Huy dich vu Truyén hinh MyTV, Béo cdo vé s6
lugng Khach hang dich vu Truyén hinh MyTV chuyén sang Nha cung cap khac dé danh gia.

Ngoai ra, luan vin ciing thu thip cac sb liéu so cip dén 12/2021 thong qua viée thuc
hién goi cac cudc goi dién khao sat dén khach hang dé lam co s& khach quan danh gia chinh
xac két qua dat duoc cia don vi trong hoat dong quan tri quan hé khach hang st dung
Truyén hinh MyTV ctia TTKD VNPT Hai Duong. Trén co s& c6 nhimng nhan thirc khoa
hoc, ¢6 sd liéu cu thé, ¢6 sy danh gia khach quan dé dua ra cac giai phap nham hoan thién
cbng tac quan tri quan hé khach hang st dung dich vu MyTV ctia TTKD VNPT - Hai
Duong trong nhitng ndm toi.

5.2. Phuong phap thu thép sé liéu so cap

Thu thap qua diéu tra phong van can bd cong nhan vién dang cong tac tai TTKD
VNPT - Hai Duong ciing nhu cac khach hang hién tai d3 va dang sir dung dich vu Truyén
hinh MyTV cua VNPT - Hai Duong.

Hinh thirc diéu tra duoc st dung: Piéu tra bang phat phiéu phong van cho nhan vién
va khach hang. Day 1a hai nhom dbi twong diéu tra chi yéu, quan trong nhét ciia d¢é tai. Viéc
thu thap ky kién nham tim hiéu danh gi4 ctia ho vé cac hoat dong lién quan dén quan tri
quan hé khach hang dich vu Truyén hinh MyTV tai TTKD VNPT - Hai Duong.

Thiét ké bang hoi

Bang héi duogc coi 1a hinh thirc ctia toan b cudc diéu tra, né thé hién noi dung
nghién ctru va dugc xem la cong cu dé dat duoc muc tiéu nghién cuu.

Thiét ké bang hoi cho dé tai nay bao gdm 2 phan:

- Phan 1: Thong tin ca nhan
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- Phan 2: Noi dung chinh nhiing thong tin ma khach hang danh gia vé chinh sach
hoat d6ng marketing cho dich vu Truyén hinh MyTV ctia TTKD VNPT - Hai Duong.

Tat ca cac bién quan sat trong cac thanh phan ciia hoat dong marketing déu str dung
thang do Likert 5 mirc do: 1. R4t khong dong ¥; 2. Khong dong y; 3. Trung lap; 4. Dong v;
5. R4t dong y.

Thyc hién bang cach giri bang hoi dén khach hang huéng dan dé khach hang dién
vao bang hoi sau d6 thu lai dé tién hanh phén tich.

Phuwong phap chon miu

* Déi véi nhém doi twong nghién civu la khdch hang va can bé cong nhén vién: tac
gia st dung phuong phap chon miu xac xuét, cy thé trong d6 13 phuong phap chon miu
theo cum. Bang cach 14y ra cac nhom nho can bo nhan vién trong timg bd phan, va khach
hang & 12 Phong ban hang truc thuoc TTKD VNPT - Hai Duong dé tién hanh khao sat, tir
d6 suy rong ra tong thé.

Kich thwée mau: Liy xac suat 30 nguoi trong s6 nhan vién tai don vi dé tién hanh
khao sat. Mau tham gia tir cic Phong Diéu hanh Nghiép vy, Phong Béan hang Online, Cong
tac vién OB Telesale, Phong Khach hang Doanh nghiép, cac Phong ban hang khu vuc va 20
khach hang st dung dang st dung dich vu Truyén hinh MyTV tai TTKD VNPT - Hai
Duong la nhiing lyc lugng tham gia chinh vao hoat dong.

Phuong phap xir 1y so6 liéu

Pé co thé tién hanh xir Iy s6 liéu so cp thu thap duoc qua diéu tra, tac gia sit dung
phan mém Excell dé tong hop dir lidu thu thap va tién hanh phan tich, thong ké. Dé tir d6
dua ra cac két luan lién quan dén van dé can duoc nghién ctru

2. Két ciu cua dé tai

Pé tai ngoai phan m¢ dau, két luan va tai liéu tham khao duoc két cdu thanh 3
chuong

Chuong 1: Ly luan chung vé quan tri quan hé khach hang

Chuwong 2: Thuc trang cdng tac quan tri quan hé khach hang st dung dich vu Truyén
hinh MyTV tai Trung tdm Kinh doanh VNPT- Hai Duong

Chwong 3: Giai phap hoan thién hoat dong quan tri quan hé khach hang st dung
dich vy Truyén hinh MyTV tai Trung tm Kinh doanh VNPT- Hai Duong
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CHUONG 1: LY LUAN CHUNG VE QUAN TRI KHACH HANG (CRM)
1.1 Tong quan vé quan tri quan hé¢ khach hang.
1.1.1. Khdach hang va quan hé khach hang
1.1.1.1. Khach hang

Phan loai khach hang c6 thé dya vao nhiéu tiéu chi nhu:

* Khach hang bén ngoai: Pay la nhitng nguoi thuc hién cac giao dich véi doanh
nghiép, béng nhiéu hinh thuc: Gap g0 truc tiép, giao dich qua dién thoai hay giao dich truc
tuyén. Khong c6 nhimg khach hang nhu thé nay, doanh nghiép ciing khong thé ton tai.Ho 1a
ngudi truc tiép quyét dinh mua, nguoi str dung, ngudi tra tién, nguoi duoc hudong quyén loi
vé viéc str dung cac san phém, dich vu.

* Khach hang noi bo:

- Nhan vién chinh 1a “khéach hang” cia doanh nghiép, va cac nhén vién ciing chinh la
khéch hang cua nhau. Ho 1a nhitng ngudi 1am cho doanh nghiép ¢ cac by phan, phong ban
khac nhau str dung san phém, dich vu dé thoa man nhu cau cua gia dinh, ban than.

- Vi khai niém vé khach hang duogc hiéu theo mét nghia rdng, chi khi nao doanh
nghiép cé su quan tdm tdi nhan vién, xay dung dugc long trung thanh cua nhan vién va
ddng thoi cac nhan vién trong doanh nghiép c6 kha ning 1am viéc v6i nhau, quan tdm dép
g nhu cau dong nghiép thi ho méi c6 dugc tinh than lam viée tét, méi ¢ thé phuc vu cac
khach hang bén ngoai ciia doanh nghiép mot cach hiéu qua, théng nhét.

* Khach hang hién hitu: 1a nhitng khach hang d3 mua va str dung cac san pham, dich
vu cua doanh nghiép. Khach hang hién tai quyét dinh doanh thu ciing nhu 191 nhuin ctua
doanh nghiép trong hién tai

* Khach hang tiém ning: 14 nhiing khach hang cé nhu cau vé san pham, dich vu cua
doanh nghiép, mudn str dung san pham dé va c6 kha ning chi tra, thanh toan. Ho ciing 1a
ngudi quyét dinh dén kha ning ton tai cling nhu sy phat trién clia doanh nghiép trong twong
lai.
1.1.1.2. M6i quan hé véi khach hang

Ngay nay, cac doanh nghiép dich vu xem viéc gitt chan khach hang tr¢ thanh mot
chién luge cha luc, phan anh tAm nhin dai han. V&i xu huéng canh tranh ngdy cang gay git,
chi phi dé phat trién mot khach hang méi tén rat nhiéu 1an so véi chi phi giit chan khach
hang hién hitu. Khach hang trung thanh rit quan trong, giup doanh nghiép c6 duoc sy 6n

dinh , ddm bdo doanh thu va lgi nhuan cho doanh nghiép. Ho chinh 14 nhiing khach hang
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bao v¢ thuong hiéu cuia doanh nghiép va tiép tuc ung ho va bo qua nhiing sai sét nhé cua
doanh nghiép.
1.1.2. Khdi ni¢m vé qudn tri quan hé khdch hing

Vao nhitng nim 1990 mot sé nha nghién cru cia My nhu Jagdish Sheth Jim Bessen
Hugh Bishop di 1an dau tién dua ra thuit ngit CRM (Customers Relationship Management).
T d6 dén nay, cic quan niém vé CRM quan tri quan hé khach hang da khong ngimg thay
dbi va ciing c6 nhiéu quan niém khac nhau vé CRM. Hién nay quan diém CRM da phat
trién manh mé& va tré nén hoan thién hon.

1.1.3 Chirc nang ciia qudn tri quan hé khdach hang

Nho hé théng CRM, Céng ty va nhan vién phu trach s& dé& dang nhén ra nhiéu ddi
tugng khach hang, phéi hop véi cac bo phan ky thuat khac trong cong ty thyc hién cac hoat
dong Marketing, ban hang va cung cap dich vy pht hop, nham t6i wu hoa lgi nhuan va mang
lai su thoa min cao nhét cho khach hang. CRM con gitip Ban 1anh dao cong ty xem xét,
danh gia hiéu qua cong viéc ciia cic nhan vién dé dua ra dugc cac chinh sach khen thuong
hodc ky luat.

1.1.4 Ddc trung cia qudn tri quan hé khach hang

- CRM tao dung cac mbi quan h¢ lau dai, c6 y nghia, mang tinh c4 nhan véi cac KH,
nhiing ngudi s€ tao ra thu nhap cho doanh nghiép trong tuong lai.

- CRM dua doanh nghiép dén gan cac KH hon, dé hiéu ré hon ting nguoi, dé chuyén
giao gia tri 16n hon cho ting ngudi va 1am cho timg ngudi trd nén co gia tri hon dbi voi
doanh nghiép; CRM nham dat dén nhirng muc tiéu khach hang cu thé thong qua nhiing hanh
dong hudng vao nhitng KH cu thé.

- CRM doi hoi dbi xir cac KH khac nhau mot cach khong gidng nhau.

- CRM cho phép nhan dang, thu hut va 1am trung thanh nhitng KH tot nhat nham dat
doanh s6 va lgi nhuan cao hon; CRM phat trién va hoan thién cac mdi quan h¢ voi cac KH;
CRM gia tang hoat dong kinh doanh v&i timg khéach hang hién tai ctia doanh nghiép
1.2 N§i dung cia quén tri quan hé khach hang

M6 hinh IDIC (ldentify, Differentiate, Interact, Customize) la mé hinh dugc phat
trién bai Peppers va Rogers vao nim 2004 vé thiét 14p va quan tri quan hé khach hang thong
qua 4 yéu t6. Nhitng yéu t6 ndy duoc xac dinh dua trén su ca biét duy nhat ciing nhu dic
diém lap lai trong moi quan hé giita khach hang vé6i doanh nghiép.

Mo hinh IDIC



Nhdn dang cac KH
(Identification)

4

Phdn biét cac khach hang
(Differenciation)

!

Twong tac voi cac KH
(Interaction)

4

Cid bigt theo KH
(Customization)

1.2.1. Nhdn dang cdc khdach hang:
1.2.2. Phéan logi khach hang:
1.2.3. Twong tdic voi cdc khdach hang:
1.2.4. Ca biét theo khdch hang:
1.2.5. Kiém sodt, danh gid hoat dpng qudn tri quan hé khdch hang

Thong thuong, chi phi dé tiép can mot khach hang mdi cao gap nhiéu lan chi phi duy
tri mot khach hang d3 c6 san. Chi phi ban hang va chi phi phuc vu khach hang cii ciing thap
hon nhiéu so v&i mot khach hang mdi. Nhimng khach hang trung thanh thudng xuyén mua
hang s& it cht ¥ dén gia ca hon va ciing d& phuc vu hon. Con nhitng khach hang hai long voi
cong ty s& khen ngoi cong ty v6i nhidu ngudi khac, qua d6 gitp cong ty co thém nhiing
khach hang. Viéc tmg dung CRM sé tiét kiém duoc rat nhiéu chi phi cho cac cong ty.
1.3. Hoat dong quan tri quan hé khach hang trong linh vuwe vién thong
1.3.1. Piic diém ciia dich vu vién théng trong hoat dpng quan tri quan hé khdch hang
1.3.2. Cdc nhan té anh hwéng dén hoat dpng qudn tri quan hé khdch hang (CRM)

Dich vu vién thong 1a san pham truyén dua tin tic, do vay no bi chi phdi bai nhing
dic diém kinh té nhu sau:

- Dich vu vién thong 12 mot loai san pham thiét yéu cta doi song xa hoi.

- Dich vu vién thong 1a mdt loai san phém v0 hinh khong nhin théy duoc, tiéu dung

mot 1an va la san pham dac biét cua nganh vién thong.



9

- Dich vu vién thong duoc tiéu thu ngay trong qua trinh tao ra nd, vi vay viéc dam
béo chat luong khai thac mang ludi, chét luong dich vu co6 yéu cAu rat cao.
1.3.1.1. Gidi thiéu Dich vu Truyén hinh MyTV
1.3.1.2. Cdc diém ddc biét ciia dich vu Truyén hinh MyTV
1.3.1.3. Cdc diém trimg hop véi cdc déi thii canh tranh
1.3.1.3. Cdc yéu t6 anh huong dén hoat ddng quan tri quan hé khdach hang trong dich vu
vién thong.

Két luén chwong 1

Chuong 1 Luén van da tong hop co sd 1y ludn chung vé hoat dong quan tri quan hé
khach hang (CRM) trong linh vuc kinh doanh dich vu Truyén hinh. Trén co s ké thira cac
nghién ctru, luan van dua ra cac khai niém tong hop vé quan tri quan hé khach hang (CRM),
ndi dung hoat dong quan tri quan hé khach hang noéi chung va cho cic dich vu vién thong
noi riéng. Ngoai ra, ciing néu bat cac dic diém riéng cua dich vu Truyén hinh MyTV trong
cong tic quan tri quan hé khach hang dé 1am co sé phén tich hoat dong quan tri quan hé
khéch hang (CRM) cua phan thuc trang chuong 2.

CHUONG 2 : THUC TRANG CONG TAC QUAN TRI QUAN HE KHACH
HANG SU DUNG DICH VU TRUYEN HINH MYTV TAI TRUNG TAM
KINH DOANH VNPT — HAI DUONG

2.1. Tong quan vé TTKD VNPT — Hai Dwong
2.1.1. Gidi thi¢u vé Téong Céng ty Dich vu Vién thong VNPT VinaPhone

Tén doanh nghiép: TONG CONG TY DICH VU VIEN THONG

Tén giao dich nude ngoai: VNPT VINAPHONE CORPORATION

Tén viét tait: VNPT VINAPHONE

Loai hinh doanh nghi¢p: Cong ty trach nhi€ém hiru han mot thanh vién

Lich sir hinh thanh va phit trién

Tap doan Buu chinh Vién thong Viét Nam (VNPT) 1a Tap doan giit vi tri dimg dau
vé phat trién Vién thong - Cong nghé thong tin (VT-CNTT), Tap doan c6 du ning luc canh
tranh v6i cac Tap doan VT - CNTT 1én trén toan cau. VNPT ludn nd lyc trong viéc tng
dung hiéu qua cac cong nghé VT-CNTT dé “Két ndi moi ngudi” mang lai nhiing gia tri tot
dep cho nguoi tiéu dung Viét Nam. DPong thoi, VNPT 1a nha cung cip dich vu dau tién dat
nén moéng cho su phat trién ciia nganh VT-CNTT Viét Nam.
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Ngay 10/6/2014, Thu tudng chinh thic ky Quyét dinh s6 888/QD-TTg phé duyét Dé
an tai co ciu Tap doan Buu chinh Vién thong Viét Nam giai doan 2014-2015, hoan thanh
viéc tai cau triic véi mé hinh méi cong ty me Tap doan Buu chinh Vién thong Viét Nam va
3 Téng Cong ty: Tong Cong ty Dich vu Vién théng (VNPT- Vinaphone); Tong Cong ty Ha
tang mang (VNPT — Net); Tong Cong ty Truyén thong (VNPT —Media).

Co cdu to chvrc quadn ly va chirc nang kinh doanh cua cdac don vi thanh vién
MO HINH TO CHUC CUA TONG CONG TY VNPT-VINAPHONE

- i ( CHU TICH B
KIEM SOAT \

PANG,
VIEN - v _ — : DOAN THE
[ BANTONG GIAMDGC | L )
e . e e e
A s SN S RN S N —
o ( ( \ N\ \ < N Vs N\ Vs N
Khai Ban Ban Han VAN BAN [ BaN BAN BAN
& ” ~ S e : i
Chuyén mén NCTT va KE HOACH AR ST DlioNE KY THUAT CHAT KE TOAN - PHAP CHE —
nghiép vu PTDV -DAU TU \NGHIEP vu | Lrone TAI CHINH THANH TRA
v ) v §
( . < a | ( BAN KHACH HANG
Khéi L K S G AR ‘ TO CHU'C— DOANH NGHIEP ]
Piéu hanh —_—— B 2
Kinh doanh L e, o
. T R - =
TRUNG TAM | ‘ TRUNG TAM
20 Hhinads =) x K "
HO TRO' BAN HANG MIEN TRUNG | | HO TRO' BAN HANG MIEN NAM
KhoKioh CONG TY | , BAN ‘
kio,a::/ T":?P VIEN THONG QUAN LY Tm’:ﬁ;‘:’“
b ¥
aithuc hien QuBCTE DU AN
tap trung
A4 =
TRUNG TAM KINH DOANH VNPT-TTP
Kh&i cac Trung P - - - < 2
tam Kinh Phong Phong Céc phéng Phong Phong
doanh VNPT Téng hop - K& hoach - Bén hang Khu Khach hang DPiéu hanh
TP Nhan sw K& toan vwe TC-DN Nghiép vu
) L )

KHACH HANG )

Hinh 2.1. M6 hinh t6 chirc ciia Tong Cong ty VNPT Vinaphone
(Nguon: Mé hinh co cau té chikc ciia VNPT Vinaphone)

2.1.2. Co céu to chirc ciia TTKD VNPT — Hii Dwong

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

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

Dia chi: S6 1 dai 16 H6 Chi Minh, phudng Nguyén Trii, thanh phé Hai Duong, tinh
Hai Duong.

M sb thué: 0106869738-038

Dién thoai: 02203866966 Fax: 02203830200

Website: www.haiduong.vnpt.vn

Trung tdm kinh doanh VNPT — Hai Duong la chi nhanh hach toan phu thudc, truc
thuoc VNPT Vinaphone — don vi thanh vién hach toan doc lap.
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Téng Cong ty dich vu vién thong dugc thanh lap theo quyét dinh sé 88/QD-VNPT-
HDTV-TCCB ngay 08/05/2015. Dén ngay 25/09/2015 chu tich Hoi dong thanh vién Téap
doan Buu chinh Vién thong Viét Nam quyét dinh diéu chuyén Trung tdm kinh doanh VNPT
— Hai Duong truc thudc Vién théng Hai Duong sang tric thudc Tong cong ty Dich vu Vién
théng (VNPT Vinaphone).

2.1.3. Két qua sin xudt kinh doanh ciia TTKD VNPT — Hii Dwong giai doan tiv nim
2019 dén nim 2021
Bing 2.1. Bing két quad hoat déng kinh doanh ciia TTKD VNPT — Hii Dwong giai doan

2019 — 2021
Céc chi tiéu bonvi 2019 2020 2021
tinh
Téng doanh thu ban hang | Ty dong | 521.5 550.6 589
va cung cap dich vu
Tong chi phi Ty dong | 82 75.5 88
Chénh léch thu chi Ty dong | 439.5 475.1 501
Tong ndp NSNN Ty dong | 15.9 16.8 18.5
Tong so thué bao di dong | thué bao
Tong sO thué bao bing | thué bao | 163.913 198.000 223.668
rong (Fiber va MyTV)

2.2. Cong tac quan tri quan hé khach hang sit dung dich vu Truyén hinh MyTV tai
Trung tam kinh doanh VNPT - Hai Duwong
2.2.1. Quy trinh trong hoat dpng qudn tri quan hé khdch hang si¢ dung dich vu Truyén
hinh MyTV tai Trung tdm kinh doanh VNPT - Hdi Dwong
2.2.1.1. Hogt dong ban hang

Trung tdm kinh doanh VNPT - Hai Duong dang sir dung Phdn mém Diéu hanh san
xuat kinh doanh (PHSXKD) 1a mot hé thong céng cu phan mém, 1a mot moi truong khép
kin cac qui trinh khai thac tac nghiép, quan 1y va diéu hanh san xuat kinh doanh dich vu
vién thong — cng nghé thong tin (VT- CNTT) trong d6 c6 dich vu Truyén hinh MyTV. Co
s& dir liéu cua hé théng tap trung dam bao tinh toan ven thong tin dit li¢u, tinh bao mat cao,
lién két dugc véi nhidu bai toan quan 1y khac nhu : Quan 1y nhan su - tién luong.

Dir liéu khach hang 1a mot trong nhimg dir liéu quan trong hang dau ctia mdi doanh

nghié¢p, gitp doanh nghi€p nhan dién, phan loai khach hang. Tt d6 don vi xay dung dugc co
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s¢ dir liéu khach hang chuan nhét, gitp doanh nghiép dé ra cac chinh sach ban ban hang,
chiam s6c khach hang. .. t6t nhat, phu hop v6i nhu ciu va mong mudn ciia mdi nhém khach

hang.

thong Quan
Hétheng  Dirligu
Cham séc khach hing

v phat trién th

Liphop déng 6 Khai thac

trung pnn
Quén Iy daily

Kiém ké céng ng

nh bal
Thanh toan
Bdo céo

=@ )

Gachng
Tiép nhan phén i khach hing

Xurly thué bao
Tocku  Quénlytéanha

Quén Iy nguéiding  Digu hanh TC
Closé  Gidi thidu

Xiljng Baohéng CapnhatKQTC Simhopdéng  Xirlykhicunai HeanthignHS Héadon  Quan iy DB

Ban chéo
[ Nnzp mei (F5) [ Ghilai (Fo) @ Hiy || o Them TT X X6a TT | g Lien he I Email g Vittu L] Teanha B, TéiCSR (D Tai CTS (| Quan Iy chitiet @ Pong

M

Théng tin khach hang (F2)  Théng tin thug bao (F3)

Théng tin khach hang
ME hop ding [ 11714 | noayLpte 04 LoaikH Kne & rLi ce3
MEKH (%) [wocoo142760 ] Nowbidsidén  [Tran Thi Thigu Anh | chieva [ ]
Ten khachhang () [Tran Thi Thigu Anh | ®adinen - |[629, Tam Giang, Phuréng Tran Hung Do, Thanh Pha Hai Duang, Tinh Hai Duong ]
BiachiKi () |« | [6/23, Tam Giang, Phudng Trén Hing Bao, Thanh Phé Hai Dudng, ognm 8 | eentwoa [oo1770%285 | Fax [ ]
Loai GT () Chiing minh han dén V] sserey H6 knd g ]
Nady cép (%) [10/052007 | Noican o cBp HK [ | Nozycipb [10/05/2007 ]
Nedyhéthan | | Noaysioh (9 Nganhing (] [kho Bac g
Giéi tinh O khong @ Nam O Nt Quéc tich [7] Viét Nam ~|  m3ssthue [ | Taikhozn [ ]
Noarh nghe | .. & Dantec [ Dan tickinh ~| Bscmmg [ |
Ghichi [ ]

Théng tin thanh todn
ME thanh tozn | .. | [HDGAO0184805 | Mzdaiden |[teanhtor W MEnchén [ Danvial Phéng Bén Héng Thénh Pt
Ténthanhtoén | Tran Thi Thigu Anh | HinhthicTT (% |Tai dia chi thanh todn ~| Manvrees [-
Biachi TT 6729, Tam Giang, Phutang Tran Hung Bao, Thanh PhG Hai Dugng, Tinh Hai Dudng | Mganhang ([ Taikhodn
Bia chi €T 6729, Tam Giang, Phuang Tran Hung Bao, Thanh Phs Hai Dugng, Tinh Hai Dudng | chitaiknozn [ | ma <6 thug
BiachiBC 6729, Tam Giang, Phudng Tran Hung D30, Thanh PhG Hai Dugng, Tinh Hai Ducng | chicha [ | manwvoL [ ]

Email [ | ser 0917704285 |

Danh sach thanh todn M3 TT €CBS: Dich vy khic

st M3TT Tén thanh todn Bia chi thanh todn Dia chi chimg tir Nhén gidy béo aude qua SMS

1 HDGADD 184605 Tian Thi Thigu Arh 6/23, Tam Giang, Phutng Trin Hung Dao, Thinh PhG HaiDuong, .. 6/29, Tam Giang, Phuring Trén Hung Bao, Thinh Phé Héi Duong, ..

10:35 AM

A ENG  Saturday

%2 & thong Quan Iy phat

thué bao & Piéu

T6 Khai thac

Thanhtodn  Xiljthuébao  Quan I nguti ding

Héthéng Dirliéu  Lap hop déng Gachng  Quin Ij daily DituhanhTC  Xilyng Biohéng CapnhatKQTC Simhopdéng  Xirlykhiéunai  HoanthiénHS Héadon  Quan by DB
Chim séc khach hang  Tiép nhan phan hoi khach hang  Kiém kécongng  Bdocse Tractu Quinlytéanhs Binchéo Ciasé  Gidithieu
A Nhap méi (F5) [ Ghilai (F9) @ Hiy || Thém TT X X6a TT | g Lién he M Email §o Vattu [ Tanha B Tai CSR (2 Tai CT5 ) Quan by chitiet ® Déng

M

Théing tin khach hang (F2)  Théng tin thué bao (F3)
Loai HD Thay d6i t6e d Internet: | Trang théi T8 Ngaysirdung [L1/05/201603:04PM O | soikr
Dich v B3ng réng c5 dirh | Loaihich Fiber ~| cusers [ o] anseov | ]
aéu I8p d5t Thay d6i t6c d5 Intermet ] K [ Trang bi Wén théng trang bi sihong [ |
MicardcTe | HOMEXLTP déng - 130817 VND ~| B8 buang T8 thutng Emal [thewarhtg 1 @vnn.m | micarse  [frangéi wmw [ ]
SEmayjacc  [thieuanhtgl | s 04169431 Tocd HOVEX 1 -Fiber NN Tit kiém IP dong Téc g4 thue Gename [ |
Tharh todn Tran Thi Thieu Anh-HDGAOD184805 ~| Danh sach khuvén mai, a3 coc TEthicing T8 Ky thustPhi Y 8ras (@) [HDG.ENG23U. 103.8RA | Password
Ténthuéboo  [Trén Thi Thigw Anh | ngzy s 23/01/1576 1P Dslam [10345321 | ostam IPT.BNG2-ERAS6 P tinh
Bia<hiTB 6729, Tam Giang, Phuténg Tran Hung Dao, Thanh Phs Hai Dudng, Tinh Hai Ditang, Vit Nam | system [Frosroc. oo ar 12 | sheif [t | Nesportmn [HOG.HDG.TPO.OLT.ZT.]
Pia chil® [6/29, Tam Giang, Phuang Tran Hung Dao, Thanh Pha Hai Duang, Tinh Hai Duong, Viét Nam | Rack | | port [s | Portmar [o ]
BonviqQL Trung tém Vi thiing Thanh Phd - Vién théing Hai Duang | wa erivip st B | veriowan [1t | apsiport [2855-11 || vmP
Ghichd [ | veuswan  [ss || Hep cép ngen| | onupass | ]
S5 thang ck o | ngaykrad / DV cing thém Loai cép Cép 12 Tiicép ngon | | Tuyen cao | |
D khic Tucas | | 81 cé ngan | Juene | ]
o6icipose | | capngon | Jary | 120
cipeic | A-HDG/06{Khay 41 - 44)| Bia chiMac | | cang nghe | GPoN|
Danh sich thué bao [ Tir NCC khac chuyén sang
METT SEméy/ace ER) Tén thué bao Dia chltp a3t Ngzy sir dung chaquén Spitter ME VP TENCKSE S5 thing...
7
HDGAD0 184805 000258285CNTT Tran Thi Thigu Anh 6/29, Tam Giang, Phugng Tran Hung Bao, Thanh Phé Hai Duang, ... 22/09/2017 voC1
HDGADO184305  hdgmytv406866 | 04328843 Tran Thi Thigu Anh 6/29, Tam Giang, Phung Tran Hung Dao, Thanh Phi Hai Duong, ... 28/11/2020 ™D
» HDGADO 184805 thieuanhtg1 04169431 Tran Thi Thigu Anh 6/23, Tam Giang, Phuting Tran Hung Bao, Thanh Ph& Hai Duong, ... 11/05/2016 TTKD
Gl Ban iz /3
£ Tran Thi Thigu Anh - tttanh.hdg Phién ban HDG.1.0.2.27 i

10:44 AM
N ENG

Saturday

(Nguén: Trang PHSXKD ciia Tong cong ty)
* Nhom thong tin bd sung nhu: thong tin vé tinh hinh tai chinh (muc thu nhap), trinh
dd hoc van, nghé nghié¢p, loai dich vu dang sir dung ciia VNPT.
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Ngoai ra con thu thap cac dir liéu vé hanh vi nhu thoi quen cta khach hang, lich st
khiéu nai, phan anh, bao hong dich vy, tan sudt st dung san phém dich va dich vu ctua khach
hang da tirng st dung dich vu cua TTKD VNPT — Hai Duong.
2.2.1.2. Hoat dong Marketing

Phat trién cac tinh ning cua Fanpage, Facebook c4 nhan nham dua cac san pham dich
vu cia VNPT Hai Duong trong d6 c6 dich vu Truyén hinh MyTV dén véi KH thuong
xuyén, nang cao cac trai nghiém KH. Tao cac duong Link ban hang online trén Shoponline
dé nang cao trai nghiém khach hang trén méi trudng s6. Chu dong két ban va twong tac véi
khach hang qua Zalo, Facebook, giir lién lac voi khach hang thuong xuyén, nham gia tang

gia tri mdi quan hé cua khach hang (CRM).

m @ Triyen hinh MyTV - Tracking X| B Sin phim - G6i cubc truyen X |4 @ & - B8 X
& (G2 R0 pt.vn/goi-cuoc-truyen-hinh-mytv.htmI2utm_source=freedooBvsb_click_id=0e16e31842fc4b279¢5139e103e509dc16531415672883k619d5j012748nx] B ’«“ﬁ e H @ &
.|
®
0]

GOI TRUYEN HINH MYTV
W
[ ) ) . )

E COBAN 1THANG COBAN 7 THANG COBAN 15 THANG

~
+

¥

[

W

4

r'i 20,00 1thang ( ang n g

B

ﬁ o i
P | Tro1y do cia VNPT-AMI ~

0. v ip? Chiing t6 nghd  § ..

CHUAN 1THANG CHUAN 7 THANG CHUAN 75 THANG

Hinh 2.7: Fanpage san pham dich vu ciia VNPT Hai Duwong

(Nguon Shoponline)

2.2.1.3. Cdc dich vu trudc va sau ban hang

* Trudce khi ban hang

Chuan bi dit liéu khach hang, xac dinh tap khach hang muyc tiéu, td chuc goi dién
thoai lién hé trudc véi KH qua hé thong IPCC cua Tap doan.
Vi du: Trude khi mudn moi Kh st dung dich vu Truyén hinh MyTV, phai loc tap khach
hang dang st dung dich vu Internet cap quang trén phian mém PHSXKD cua Tap doan,
phan loai theo doanh thu, dbi trong khach hang dé tu van goi Truyén hinh MyTV phu hop ,
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hiéu qua, dem nhiéu tién ich cho KH. Chuén bj cac cong cu can thiét dé tiép xtc va tu van
moi Kh mua dich vu Truyén hinh MyTV. Néu Kh dong ¥, tién hanh ky hop déng, lip dit,
huéng dan str dung dich vu Truyén hinh MyTV.

BAO CA0 KET QUA LAY Y KIEN CUA KHACH HANG (chi fiéu C41)

Thing 03/2020
Téng hop (PTDV mei Co ddy + Sita chita)

Thisi gian théng ké: 00h00 ngay 03/08/2020 dén 2400 ngiy 0210972020

— = ; : e Tile% | Tile% | Tilé%

| Téngsémiukhiosat | TOngs0 | o < | S hugug KH “Hii oy KUy iy - . .
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it O e O QOHUIHD) | (30409 | (9008 | aopeopey | e | lme- | lne-
o . - tmf Kingfnh — —— — — porn L B
L | Cashin | Doashnghitp| gy, | ™0 [ Canbin | 2™ | Cantin | D™ | Cantin | D™ | Canhin | D™ | Canhin | o | doah | Net | Meda | Ghichi

J nghiép nghiép nghiép nghiép ughip | gy |(c4D) (%)|(C41) (%)

22=()-
5-0)- | G-
ool @ oo oo o olw o|o]o| o] e /om0
1H0A)

Cé dinh I 0 o w1 0 0 0 0 0 [ 0 of 10000 10000 10000

a1 MesaV N 0 0 0 0 | 0 0 0 0 0 0 [ 0 o v o] vl

o [Foe VNN 1658 104 W m T 0 | 0 0 0 0 o %5 1000 10000
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i NN R TS 0 NS 6 0 [ 0 of 9863 10000 10000

‘ Myty 0 29 S w s 0 0 3 0 0 0 0 of 9872 10000 10000

Cing: LR o s e s 40 ] IS 7 0 [ ] o %7 10w 1000

TONG CONG R 495 1647 168]  ssss| s 0 [ 7 0 0 0 o 9902 10000 100.00]

Thire hign theo CV 6 2163 ngay 17/05/2018

2.2.1.4. Hogt dong phan tich khach hang

Theo quy dinh chung ctia T4p doan Buu chinh Vién thong Viét nam, TTKD VNPT -
Hai Duong ciing da phan loai khach hang thanh cac nhom : khach hang 1a nguoi tiéu dung
cudi ciing, cac khach hang 1a nguoi ding trung gian va khach hang dic biét, lam co so cho
viéc ban hanh céc chinh sach phu hop voi timg dbi twgng khach hang. Cac cach phan loai
khach hang tai TTKD VNPT - Hai Duong bao gdm: phan loai theo d6i tugng sir dung, mtrc
do stir dung, cung su quan tam yéu cau véi dich vu, ¢6 su tuong déng vé kha nang chi tra khi
sir dung dich vu... Phan loai khach hang theo nghanh nghé, phan loai khach hang theo
doanh thu...Cu thé nhu sau:
- Khdch hang tiéu diing cudi cing (End Users) 1a nhimg nguoi diang ky str dung dich vu
MyTV cho hd gia dinh. Nhém khach hang nay dang st dung dich vu FiberVNN cua VNPT
Hai Duong Nhitng ho gia dinh nay 1ap thanh thi truong nguoi tiéu dung, goi la khach hang
B2C (Business to Consumer). Co s¢ dé phan doan khach hang tiéu dung 13 dwa vao cac
nhom ti€u thuc: nhéom ti€u thuc dia 1y, nhom ti€u thic nhan khéu hoc, nhom tiéu thirc hanh
vi d6i v6i san pham...Ddi v6i dich vu truyén hinh MyTV, TTKD VNPT — Hai Duong phan
chia thi truong nguoi ti€u dung theo ti€u thire mirc thu nhép trung binh cua cac h¢ gia dinh -
thuoc nhom tiéu thirc nhan khau hoc. Dich vu Truyén hinh MyTV duogc cung cép theo
huéng dich vu truyén hinh twong tac, truyén hinh theo yéu cau c6 d6 phan giai cao, dap tmg

nhu cau nghe nhin chat lugng cao, phtt hop véi moi nhu cau ciia khach hang
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- Khach hang sir dung trung gian ciia dich vu MyTYV la cac khach san, resort, cac trung
tam luu tra trén dia ban Tinh Hai Duong. Ho dung dich vu truyén hinh MyTV dé phuc vu
cho qua trinh san xuét kinh doanh dich vy luu tra ctia Khach hang tai khach san, resort, khu
nghi dudng ... Day 1a mot phan khac v6i quy md tuong dbi 16m, c6 kha ning chi tra 6n
dinh. Quy mé nhom dbi trong khach hang ndy ngay mot ting 1én theo su phat trién cua nén
kinh té xa hoi va phat trién ctia nganh du lich. Vi d6i tuong khach hang ¢6 nhu cau st dung
da dang, dich vu Truyén hinh MyTV ciing chu trong dén viéc khéng ngirng mé rong cac
dich vu ctia minh theo hudng c6 tinh giai tri cao hon, dap tng day du cac nhu cau giai tri
cua cac khach hang hién dai.
- Khéch hang dac biét cling dugc TTKD VNPT — Hai Duong dac biét quan tdm do la
nhitng co quan thudng truc diéu hanh cia Pang, co quan quan 1y nha nuéc trén dia ban
Tinh... Ludn wu tién nhitng chinh sach wu dii, chinh sach giai quyét khiéu nai, khic phuc sy
¢ hd tro nhanh chéng trong qua trinh sir dung dich vu ciia VNPT, tién hanh kiém tra chat
lugng, bao dudng thiét bi dau cudi ddi vai d6i twong khach hang dic biét da néu o trén.

Ngay nay, dich vu truyén hinh tra tién noi chung 1a dich vu thiét yéu trong mdi gia
dinh. Nhiéu thé hé trong mét gia dinh str dung chung mot thué bao. Trudc ddy, cac thué bao
dich vu truyén hinh tra tién thuong thudng thire dich vu tai nha, nhung nay da cé su dich
chuyén vé dia diém. Nho sy thong dung ciia Smart phone va céc thiét bi cam tay thdng minh
c6 két ndi mang ma nay ho co thé xem céc dich vu truyén hinh tra tién moi lac moi noi nhu
trén 6 td, trong quan ca phé hay tai cong so... Clung v6i su phat trién cua doi séng xa hoi va
su phét trién khong nglmg cia cac thiét bi dau cudi 1a cong nghé san xuét Tivi thé hé moi
v6i do phan giai HD, full HD, khach hang ngay cang yéu ciu cao hon dbi véi chat luong
dich vu truyén hinh so véi trude day. Do 1a mong mudn duoc st dung da dang cac dich vu
trén hé thdng truyén hinh tra tién thay vi chi don thuan 13 xem cac kénh truyén hinh nhu
trudce day.

bé ting doanh thu trén mdi thué bao str dung dich vu Truyén hinh MyTV hién tai thi
viéc phan loai khach hang nhu trén 1a chua du boi cach phén loai nay chi nhin dién nhitng
KH can duoc chim soc dic biét phat trién thém mdi quan hé.

Phan loai va tim kiém dé khai thac lwong khach hang tiém ning 1a rit quan trong
trong viéc m& rong thi truong va giit viing thi phan. Nhung do mot sd nguyén nhan khach
quan va chii quan coéng tic ndy dén nay van chua duoc TTKD VNPT — Hai Duong thuc

hién mét cach cé hé thong nén chua dat hi¢u qua cao.
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2.2.1.5. Hoat dong céng tac khach hang

TTKD VNPT — Hai Duong di c6 nhiéu chuong trinh hanh dong muc dich tao ra
nhirng chuyén bién can ban, manh mé, toan dién tir tu tudng dén hanh dong cua mdi can bo
nhan vién trong cong tac phuc vu, CSKH, gép phan nang cao vi thé, hiéu qua SXKD. T
chtrc nhiéu 16p tip hudn nang cao k¥ ning chim séc khach hang, tuyén truyén gido duc
CBCNV néng cao ¥ thirc trach nhiém véi khach hang, dang ky thi dua cam két thyc hién va
xay dung ché d6 khen thudng khuyén khich ddi véi cac c4 nhan va tip thé lam tbt.

2.2.2. Thuc trang hoat dong qudn tri quan hé khdach hang siv dung dich vu Truyén hinh
MyTV tai Trung tam kinh doanh VNPT - Hai Duong

Trung tdm kinh doanh VNPT- Hai Duong dang sir dung Phan mém DHSXKD bao
gdm C4c qui trinh khai thac, tic nghiép, quan 1y va diéu hanh san xuat kinh doanh dich vu
vién thong trong d6 ¢6 dich vu Truyén hinh MyTV.

Céc chuc ning cia hé théng duoc to chirc rat chit ché va c6 mdi quan hé véi nhau
thong qua kho dir liéu tap trung cia Tong Cong ty. Mot ca nhan trong mdi phong ban trong
qui trinh khai thac dugc cdp quyén dam nhan mét s6 chirc ning khai thac hé théng. Tét ca
cac qui trinh khai thac phat trién, dich chuyén, chuyén nhuong, bao hong, tinh cude, khao
sat cham so6c khach hang ... phai tuan thu cic quy dinh dé ra va dugc giam sat bai cac
Chuyén vién thudc Phong Piéu hanh Nghiép vu (Phong PH - NV) thuéc TTKD VNPT Hai
Duong.

2.3. Panh gia chung hoat dong quan tri quan hé khach hang sir dung dich vu Truyén
hinh MyTYV tai Trung tim kinh doanh VNPT - Hai Dwong
2.3.1. Nhitng wu diém

- Trung tdm kinh doanh VNPT - Hai Duong co ban d4 hoan thanh tot muc tiéu cta
quan tri quan h¢ khach hang gia ting doanh thu, lg1 nhuén cho VNPT qua cac nam.

- Ca biét hoa khach hang: Trung tdm kinh doanh VNPT - Hai Duong d4 trién khai t6t
cac chuong trinh cham séc khach hang, chinh sach khuyén mai nham muyc tiéu thu hiit thém
nhiéu khach hang méi va tao ra dugc nhiéu khach hang trung thanh st dung dich vy, khéach
hang l6n.

- Trung tdm kinh doanh VNPT - Hai Duong di tao dugc cho minh chd dung viing
chéc trén dia ban tinh trong diéu kién c6 nhiéu dbi thi canh tranh 16n nhu FPT, Truyén hinh
cap, SCTV...

2.3.2. Nhitng ton tai va nguyén nhan
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B6 may cham soc khach hang cua Trung tdm kinh doanh VNPT - Hai Duong con
nhiéu han ché, viéc phan cip cham soc khach hang chua hop 1y. Viée cham soc khach hang
chu yéu qua goi dién thoai OB Telesales do Phong Hb trg Khach hang hién tai 1a Phong Ban
hang Online phu trach.

CSDL khach hang tip trung toan Tap doan VNPT van con chua ddy du, dong thoi
chua xdy dyng dugc chuong trinh phdn mém quan 1y quan hé khach hang phu hop véi
nhitng yéu cdu méi tir phia khach hang.

Dit liéu vé khach hang chua dugc cap nhat thudng xuyén va day du chinh xac.

Hién tai, qua trinh phan loai khach hang dang dung lai & mirc phan loai dua trén
doanh thu dé xay dung cac chuong trinh quan hé khach hang ma chwa do ludong duogc gia tri
khach hang s& mang lai trong tuong lai. Pdi tuong Khdch hang tiéu diing cuéi cing (End
Users) 1a nhitng nguoi dang ky st dung dich vu MyTV cho ho gia dinh sb lugng khach
hang chiém ty trong 16n nhung doanh thu & mirc binh thudng, d& thay ddi, dé bi 16i kéo béi
cac nha cung cap khac trén thi truong. Poi tuong Khach hang sir dung trung gian cia
dich vu MyTYV Ila cac khéch san, resort, cac trung tam luu tra trén dia ban Tinh Hai Duong.
Ho dung dich vu truyén hinh MyTV dé phuc vu cho qua trinh san xuét kinh doanh dich vu
luu trii cia Khach hang tai khach san, resort, khu nghi dudng ... thi chiém ty trong chua

dugc cao nhung kha nang chi tra on dinh, mang lai nhiéu doanh thu cho Pon vi.
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KET LUAN CHUONG 2

Hién nay, cong tac quan tri quan hé khach hang tai Trung tdm kinh doanh VNPT -
Hai Duong chua thuc sy dugc quan tim dung mirc cua cac cép lanh dao. Viéc cham soc
khéch hang twong tac voi khach hang chua thue su xuyén sudt tir Tap doan dén chi nhanh
cac tinh, dan dén phan tan ngudn luc, mdi tinh 1am mdi kiéu va co thé din dén tinh trang
mot khach hang c6 thé dugc cham séc hai 1an hodc khong dugc cham soc lan nao do khau
quan tri quan hé khach hang chua thyc hi¢n déng bo.

Vi viy, viéc tap hop thdng nhit théng tin khach hang dé phuc vu cong tac quan tri
quan h¢ khach hang dugc hién déng bo tir cac budce: Nhan dién khach hang, khac biét hoa
khach hang twong tac v6i khach hang dén budc tuy bién theo khach hang hay ca biét hoa
khach hang theo phuong cham xuyén subt tir Tap doan dén chi nhanh cac tinh 1a hét stic can
thiét va cép bach dac biét 1a trong giai doan thi trudng canh tranh khoc 1iét nhu hién nay.

Trong chuong 2, Luan van da danh gia thyc trang cong tdc quan tri quan hé khach
hang sir dung dich vu Truyén hinh MyTV tai Trung tdm kinh doanh VNPT - Hai Duong
thong qua quy trinh hoat dong gdm nim budc cuia CRM: ban hang, Marketing, dich vu,
phan tich va cong tac. Tur thuc trang da phan tich, dua ra nhitng wu diém, nhuoc diém va
nguyén nhdn ton tai cua hoat déng quan tri quan hé khach hang st dung dich vu Truyén
hinh MyTV tai Trung tdm kinh doanh VNPT - Hai Duong. Ttr nguyén nhan do 1a co s¢ dua
ra cac giai phap nham hoan thién quan tri quan hé khach hang tai Trung tdm theo dinh
hudng phat trién chung.

CHUONG 3: GIAI PHAP HOAN THIEN HOAT PONG QUAN TRI QUAN
HE KHACH HANG SU DUNG DICH VU TRUYEN HINH MYTV TAI
TRUNG TAM KINH DOANH VNPT- HAI DUONG

3.1 Pinh hwéng phat trién ciia Trung tim Kinh doanh VNPT- Hai Duong
3.1.1. Pinh huéng phit trién ciia Tong cong ty Dich vu Vién thong (VNPT VinaPhone).
Pinh hwedng phdt trién dén nam 2025 ciia VNPT

% Pinh hiomg chién lwge vé phat trién kinh doanh

- Gitr vitng va mo rong thi phcfn, thi truong, kinh doanh co hiéu qua cac dich vu dem
lai nguoén thu 1ém nhie di déng, bing réng va co dinh.
3.1.2. Pinh huéng phit trién ciia TTKD VNPT — Hii Duong.

% Cac muyc tiéu phat trién ciia VNPT dia ban Hai Dwong giai doan 2020-2025

Muc tiéu tdng quat:
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+ Cung cap dong bo cac giai phap, dich vu Vién thong, Cong nghé thong tin va
truyén thong.

+ Giit vai trd chu dao qudc gia trong viéc phat trién ha ting va cung cip cac dich vu
Vién thong, Coéng nghé thong tin va truyén thong.

+ Phat trién kinh doanh dua trén 03 nhém linh vue, dich vu

- Dich vu di dong, bang rong, cb dinh.

- Dich vu Gia tri gia tdng va Cong nghé thong tin.

- Dich vu truyén thong.

Muc tiéu cu thé:

Tang trudng hang ndm

+ Tong doanh thu tir khach hang dat toc d6 ting truong binh quan nam dat 19-21%.

+ Téng loi nhuan dat téc do tang trudng binh quan nam dat 25-27%/ nam.

+ Cac chi s hiéu qua

- Loi nhuan/ Doanh thu: 4% - 4,5%

- Loi nhuan/ lao dong: 60 — 65 tricu VND/lao dong/nam.

- Thi phﬁn dich vu di dong VNP chiém trén 30%, dich vu bang rong trén 75%.

Muc tiéu dén nam 2025:

Téng doanh thu dat 1455 — 1480 ty dong, toc d6 ting trudng binh quan dat 18-19%.

Téng loi nhuan dat 86,3 ty dong, toc do ting trudng binh quan dat 23-25%/nam.

Céc chi s6 hiéu qua

Loi nhuan/ Doanh thu: 5,5% - 5,8%

+ Loi nhuan/ Lao dong: 135-150 triéu VNDB/lao dong/nam.

+ Thi phan dich vu di dong VNP chiém trén 45%, dich vu bang rong trén 75%.

- Vé thi trirong:Chii trong dén nhitng ving thi trudng quan trong nhu cac ving kinh
té trong diém, cac diém du lich, cac khach hang 16n, cac dich vu trong yéu co ty trong doanh
thu cao.., tng budc hudng t&i cac thi truong nong thon. Phat trién nhanh cac dich vu moi
c6 tde do tang truong cao trong d6 co dich vu thong tin di dong.

- Vé dinh huéng kinh doanh: Cong ty chil truong phat trién cac hinh thirc ban buén
luu lugng, ban lai luu lugng va chu trong dén dich vu két ndi véi cac nha khai thac khac.

- Vé kénh phan phoi: Cong ty thyc hién chii truong phat trién rong khap cac kénh ban
hang, da dang hoa céac hinh thtrc ban hang, tin dung ngudn liwc xa hoi dé ban hang cho cong

ty.
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3.1.2. Pinh huwéng phdt trién hoat dpng quin tri quan hé khdch hang sir dung dich vu
Truyén hinh MyTV tai Trung tam kinh doanh VNPT - Hai dwong.

Hién tai dich vu Truyén hinh MyTV da dugc cung cép rong rai trén toan quéc voi
hang triéu khach hang hién dich vu da c6 hon 170 kénh truyén hinh trong nuéc va quéc té
hang chuc nghin ndi dung véi cac thé loai phim, ca nhac, karaoke thiéu nhi, gido duc dao
tao va hang loat cac dich vy, tinh nang tién ich tuong tdc cao nhu tua di xem lai ... VNPT
quyét tim giir vitng vi thé vé ting truéng va phat trién dich vu truyén hinh k¥ thuat sd.

3.2. Mot s6 giai phap hoan thién hoat dong quan tri quan hé khach hang sir dung dich
vu Truyén hinh MyTV tai TTKD — VNPT Hai dwong
3.2.1. Hoan thién cong tac nhan dang khach hang

Hé théng co s& dit liéu (CSDL) khach hang sir dung dich vu truyén hinh MyTV can
duoc két ndi mot cach linh hoat gilta cac bo phan vdi hé théng diéu khién tap trung tao diéu
kién cho viéc tra ciru cap nhat thong tin vé lich sir twong tac ciia khach hang dé qua d6 co
thé dap ung khach hang mot cach tot nhat.

B6 sung thém céc chirc nang cia co s dir liéu (CSDL) khach hang str dung dich vu
truyén hinh MyTV
3.2.2. Hoan thién phén tich dii li¢u khdach hang

Vé cong tac diéu tra nghién ctru thi truong ¢ hai ndi dung d6 1a cap nhap nhiing
théng ké vé tinh hinh thi trudng va diéu tra nhu cau thi hiéu va hanh vi ctia nguoi tiéu dung.

Ngoai ra thu thap du thong tin dé phan tich gia tri khach hang,

Vé6i noi dung cap nhap nhitng thong ké vé sé lugng thué bao dich vu truyén hinh tra
tién thi nén giao thém cho cic nhan vién k¥ thuét cong viéc thong ké sd lugng thué bao st
dung timg dich vu truyén hinh tra tién trén timg dja ban theo quy hodc hang thang tiy vao
nhu cau cap nhap thong tin cia lanh dao. Viéc nay co thé thuc hién dugc dya trén kinh
nghiém lap dat dudng day dich vu truyén hinh cta cic nhan vién k¥ thuat nhiing 1an di khac
phuc su cd va lép dat. Viéc théng ké nay da dugc TTKD — VNPT Hai Duong tién hanh
nhung khong dugc thuong xuyén.

Vi viée diéu tra nhu cau thi hiéu thi truong khach hang st dung cac dich vu BRCD
trong d6 c¢6 Dich vu truyén hinh MYTV thi day 1a mot cong tac marketing can dugc tap
trung. Do d6i ngii nhan vién kinh doanh con chua chuyén nghiép nén khic phuc hoat dong

nay khoé c6 thé thyc hién duoc. Tuy nhién van c¢6 phuong phap khic phuc d6 1a thué ddi tac
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nghién ciru thi truong hodc cir ngudi ¢6 trinh d6 chuyén mén trong Pon vi tién hanh nghién
ctru thi trudng voi sy hd tro ctia doi ngli nhan vién thu cude trong viéc thu nhan nhing
phiéu diéu tra khach hang.

3.2.3. Hoan thi¢n phdn biét khach hang

Déi v6i khich hang sit dung trung gian ciia dich vu MyTV

Phuc vu cic khach hang theo cach thirc riéng (san pham duoc thiét ké theo kiéu riéng
mang nét dic thu riéng), tham hoi, ting qua dinh ky, to chirc gip mit cho cac dai dién cua
mdi khach hang di thim quan du lich dam bao dap tmg tit ca cic nhu cau cua khach hang
thudng xuyén, nang cao muc do gan két ciia khach hang voi Pon vi. Tang cudng tiép xuc,
phat trién moi quan h¢ véi cac khach hang 1a cac khach san 5 sao, 3 sao, cac co s luu tra
16n... ¢6 s6 lugng Phong, budng 16n dé phat trién thém sé lwong khach hang méi dem lai
nguff)n thu 6n dinh cho Pon vi,

Déi véi khdach hang tiéu ding cudi cing (End Users) goi la khich hang B2C
(Business to Consumer)

Giai quyét tat ca cac thic mic, khiéu nai ctia khach hang mdt cach tan tinh chu déo,
c6 cac chuong trinh chinh sach uu tién khich 1€ khach hang gia tdng st dung cac loai dich
vu ma VNPT cung cip. Tan dung ngudn luc chim soc khach hang tai nha, ban chéo céc san
pham dich vu cia VNPT. Cung cap cho khach hang cac dich vu thong thuong vai chi phi
thap két hop véi cac dich vu hd trg co ban nhat.

Ngoai ra can str dung cac giai phap bd trg dé ting thém gia tri cho khach hang nhu:

- T6 chic tiép thi phat t& roi, thu moi sir dung dich vu truyén hinh MyTV dén cac
khach hang muc ti€éu dang st dung dich vu Fiber VNN cua VNPT Hai Duong dé gia tang
phat trién khach hang mdi mang lai doanh thu cao cho Pon vi. Dya vao bg co s¢ dir li¢u
duoc dau tu hoan thién thém nhu trén thi viéc dua ra céac tiéu chi nhan dién khach hang muc
tiéu phai duoc thuc hién cy thé 1d rang dé tiép thi hiéu qua dén nhing KH tiém ning nhat
tranh lang phi ngudn lyc. Khach hang tiém ning & day 1a nhitng KH c¢6 nhu cau thanh toan
v6i dich vu truyén hinh MyTV. Bé chon ra nhitng d6i tuong khach hang 13 ho gia dinh co
thé dua trén cac tiéu chi nhu théi quen mua kénh truyén thong hinh thirc twong tac sy yéu
chudng thuong hi€u gia tri ca nhan va xa hoi, tinh trang hon nhan, chi tiéu hd gia dinh, tai
san ...

- Quéng cdo tai cac dai 1y, cac diém cung cap dich vu, cic Diém uy quyén cai dit

dich vu truyén hinh MyTV va phat tai cac Piém do.
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- Viéc sir dung hé théng SMS sé& 13 hoat dong marketing tiét kiém duoc chi phi nhung
thong tin van dén duoc voi khach hang hiéu qua. Danh sach khach hang sé 1a su lién hé giira
viéc khach hang d6 sur dung mang Vinaphone v6i nhitng ti€u chi dugc lya chon vira duogc
néu trén dé tién hanh goi SMS quang cdo.

Déi véi khdch hang dic bi¢t (co quan thwong trwe diéu hanh ciia Déing, co quan
qudn ly nha nudéc trén dia ban Tinh...)

Ul tién phuc vu khach hang nhu dam béo thoi gian cung cap dich vu nhanh chéng, to
chtrc tham hoi dinh ky, chiét khau hop 1y, giri qua chiic ming nhan cac ngay ky niém caa
khach hang...

Khai thac nhitng mbi quan hé cta khach hang dang s dung dich vu truyén hinh
MyTV tao thém khach hang méi thong qua nhiing khach hang hién hiru. Cu thé 1a dén dat
van dé véi nhitng khach hang hién hiru hoi ho nhitg nguoi than ban bé nao mudn sir dung
dich vu truyén hinh MyTV khéng, trich thd lao, hoa hong ngay nhiing su gidi thiéu thanh
cong. M& rong chuong trinh gidi thiéu khach hang méi MyTV ¢6 trich thuong hoa hong
cho tit ca cac khach hang trén toan qudc thong qua viéc ban hang qua link trén Shoponline
cua VNPT.

3.2.4. Hoan thién twong tic voi khach hang

Tuong tac voi khach hang tu dong thong qua phan mém hd trg khach hang: Tdong
cong ty can cap nhap, kiém tra thuong xuyén cac thong tin lién quan dén khach hang. Thong
bao vé thong tin , gid goi ctia cac san pham va dich vu vu dii dén timg khach hang
3.2.5. Hoan thién ca biét hoa voi khach hang

Tuy bién cho cac nhém khach hang d6 1a giai phap hudng dén cac nhom khach hang
khac nhau:

3.3. Mt so kién nghi khac

Trén co so tinh hinh hoat dong thyc té cia TTKD VNPT — Hai Duong két qua
nghién ctru di cho thiy mot cai nhin ding dan vé quén tri qua hé khach hang (CRM) can ap
dung cho DPon vi, d6 1a mot chién luoc kinh doanh trong viéc chon lya va quan ly nhiing
khach hang co gia tri nhat. C6 thé tiét kiém chi phi tiép can khach hang méi (thudng cao
hon gfip 5-10 lﬁn) nho duy tri dugc mbi quan hé tdt véi khach hang hién tai dat dugc su thoa
man va trung thanh cua khach hang tang lgi nhuan tang cuong hiéu quéa hoat dong quan ly
cong ty nhod hé thdng quy trinh rd rang trong CRM cac nhan vién tuan thii quy dinh béo céo

tinh hinh lién tyc trén hé thong cho timg bd phan chirc nang. Viéc phan tich cong tac CRM
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da chi ra dugc nhitng mit tét mat han ché. V& nhitng mat tot thi quy trinh CRM dugc nghién
ctru va hoan thién trén co so tham khao cac giai phap CRM cua cac hing ndi tiéng trén thé
gidi. Bén canh d6 1a viéc ap dung mot hé thong CRM than thién v6i nhan vién hé thong
duoc phan quyén hop 1y st dung mé hinh CRM online mang lai su thuén tién t6t nhit trong
qua trinh st dung. CRM gidp cho ldnh dao kiém soat danh gia duoc cac hoat dong chu chét
Marketing-Sales-Service.
3.3.1.Kién nghi véi VNPT dja ban Hii Dwong

Nhim dam bao ting ning suat lao dong, chat luong, hiéu qua trong cong viéc va
nang cao thu nhap cho nguoi lao dong can Kiém tra ra soat lai cac quy trinh ndi bo

Xay dung chinh sach gi hop 1y cho dich vu truyén hinh MyTV trén cap dong dé giir
khach hang dang c6 xu hudng chuyén qua sir dung cong nghé truyén dan quang.

Xay dung co s¢ dir liéu khach hang tang cuong xay dung quan hé véi khach hang nh
m nam bt va dap Gng kip thoi nhu cau ctia khach hang, duy tri va phat trién thué bao.
3.3.2. Kién nghi véi Tap doan Bwu chinh Vién thong Vigt Nam

Ban hanh cac cong van hudéng dan cu thé cho cic VNPT tinh voi timg dbi tuong
nhén vién ting khau trong phuc vu khach hang gilp nang cao tinh chuyén nghiép lam hai
long khéch hang.

Thuong xuyén t6 chtrc dao tao, nang cao trinh d§ cho nhan vién k¥ thuat dia ban ca
trén linh vuc k¥ thudt cling nhu cong tac ban hang.

Tang cuong quan 1y vé chét lugng dich vu thong qua dau tu trang thiét bi dam bao
chat lugng.

Ting cudng dau tu mang ludi dé ting dung luong dudng truyén, giam tai luu luong.
Pam bao chat luong dich vu truyén hinh MyTV khi cung cép cho khach hang. Gitp cac
VNPT tinh thanh d& dang phat trién thué bao hon.

Hién nay yéu diém 16n nhat cia dich vy truyén hinh MyTV d6 1a chi sir dung duoc
mot TV véi 1 bo giai ma. Nén dau tu nghién ciru khac phyc diém nay.

Ra soat lai cac loai STB hién dang c6 trén mang, loai bo nhitng STB khong tdt dé
chat lugng dich vu dugc 6n dinh.

Chu dong dam phan voi cac dbi tac dé co thé mua duoc nhitng kénh truyén hinh hip

dan nhu giai bong d4 ngoai hang Anh, Y, Tay Ban Nha, ...
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Két luin chuwong 3
Trong chuong 3, cin cr vao thyuc trang tai chuong 2 va theo dinh huéng phat trién
chung ciing nhu dinh hudng phat trién dbi véi hoat dong quan tri quan hé khach hang sir
dung dich vu Truyén hinh MyTV cua TTKD - VNPT Hai duong. Luan van dé dé xuit mot
sd giai phap nhim hoan thién hoat dong quan tri quan hé khach hang st dung dich vu

Truyén hinh MyTV tai Trung tim kinh doanh VNPT Hai Duong.

KET LUAN

Viéc nghién ctru hoat dong quan tri quan hé khach hang (CRM) n6i chung va quan tri
quan hé khach hang st dung dich vu Truyén hinh MyTV néi riéng rat co ¥ nghia trong bdi
canh phat trién manh mé& cia nganh dich vu vién thong hién nay. Viéc thuc hién cong tac
quan tri quan hé khach hang 1a thé hién su quan tdm va co trach nhiém véi san pham, dich
vu do doanh nghiép cung cap dé khach hang yén tdm hon trong qua trinh st dung. Nhiing
loi ich thiét thuc trong viéc quan tri quan hé khach hang 1a duy tri mdi quan h¢ khach hang,
pha bo rao can giita khach hang va doanh nghiép, tao nén sy gan giii, than thién va chac
chén rang khach hang mdi s& tro thanh khach hang trung thanh v6i doanh nghiép

Luan van di tong hop co sé 1y ludn noi chung vé hoat dong quan tri quan hé khéch
hang trong linh vuc Truyén hinh, tim hiéu thyc trang hoat dong quén tri quan hé khach hang
st dung dich vu Truyén hinh MyTV tai Trung tdm kinh doanh - VNPT Hai Duong trong
giai doan 2019 — 2021 thong qua cac ngudn dit liéu thi cap va so cap. Cac giai phap dé xuat
trong luan vin nham hoan thién cong tac nhan dang khach hang, phan tich dit liéu khach
hang, hoat dong phan biét, ca bi¢t hoa va tuong tac khach hang trong cong tadc quan tri quan
hé khach hang st dung dich vu Truyén hinh MyTV tai Trung tdm kinh doanh - VNPT Hai
duong.

Hy vong rang viéc nghién ciru va dua ra mot sé dé xuat cho hoat dong quan tri quan
hé khach hang cua luan vin s& phan nao dong gop vao su phat trién va dem lai nhiéu doanh
thu va lgi nhuan cho don vi. Do Luén van thyc hién trong diéu kién dich bénh nén khong
tranh khoi nhirng thiéu sot, tac gia rit mong s& nhan dugc sy gbp ¥ cia cac thdy, cd, nha
khoa hoc, nha quan 1y quan tdm dén cong tic quan tri quan hé khach hang trong linh vuc

vién thong



