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Két qua ki€ém tra trung lap #110658 KiemTraTaiLieu

Danh sach cac cau trung lap

1. Trang 5: 1 CHUONG 1 CO SO LY LUAN VE QUAN TRI QUAN HE KHACH HANG
Do trung 1ap: 100%

Nguobn: https./tailieu.vn/doc/do-an-tot-nghiep-quan-tri-kinh-doanh-giai-phap-hoan-thien-hoat-dong-
quan-tri-quan-he-khach-hang-cho-2492182.html

No6i dung nguén: Trang ii MUC LUC LOICAM ON i MUC LUC ii DANH MUC BANG vi
DANH MUC BIEU PO vii DANH MUC HINH viii LOI MO BAU 1 Chuong 1 CO SO LY LUAN
VE QUAN TRI QUAN HE KHACH HANG 3 _1 1 KHACH HANG 3_1 1 1 Khai niém _VE KHACH
HANG 3_1 12 Tam QUAN trong ctia KHACH HANG 3_1 1 3 Phan loai KHACH HANG 4 1131
KHACH HANG t6 chic 4_1 1 3 2 KHACH HANG cd nhan 4_1 2 QUAN TRl QUAN HE KHACH
HANG (CRM) 5_1 2.1 Khai niém CRM 5_1 2 2 Tam QUAN trong cuia CRM 6

2. Trang 5: 6 1 1 Khai niém VE KHACH HANG Phan loai nhém KHACH HANG vai trd cia KHACH
HANG déi véi doanh nghiép

Do trung lap: 79%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-kinh-te-hoan-thien-chinh-sach-cham-soc-khach-hang-
tai-chi-nhanh-ngan-hang-dau-tu-v-2434738.html

No6i dung ngudn: _khdch hang. 1 1 1 khach hang. va vai tro cua khdch hang. déi vdi doanh nghiép 1
1 1 1 Khdi niém vé khach hang. 1 1 1 2 phdn loai khdch hang. 3 _1 1 3 _vai tro cua khach hang. déi
v@i doanh nghiép 4 _1 2 Cham sdéc khdch hang, va tdm quan trong cua céng tac cham séc khdch
hang. 6 1 2 1 Khdi niém vé cham séc khach hang. 6

3. Trang 5: 20 1 3 4 Céac yéu t6 anh hudng dén quan tri guan hé khach hang
Do trung lap: 93%

Nguobn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-ca-nhan-trong-huy-dong-von-2152184.html

NGi dung nguon: khdch hang 1 3 4 Cac yéu té anh hudng dén Quan tri quan hé khach

4. Trang 5: 39 Chuong 2 Thuc tran uan tri quan hé khach hang tai Trung tdm kinh doanh VNPT
HAI DUONG

b6 trung 1ap: 77%

Ngubn: https://tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-crm-tai-trung-tam-kinh-d-2163596.htm|

Noi dung nguon: QUAN TRI QUAN HE KHACH HANG Chuang 2 THUC TRANG vé céng tdc
QUAN TRI QUAN HE KHACH HANG TAI TRUNG TAM KINH DOANH VNPT Dak Lak

5. Trang 5: 44 2 2 Thuc trang quan tri quan hé khach hang tai Trung tdm kinh doanh VNPT iv Hai
Duong

Do trung lap: 73%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

Noi dung nguén: Qudn tri quan hé khdch hang tai Trung tdm Kinh doanh VNPT Béc Ninh

6. Trang 6: 2 2 4 _hoat dong ban hang va cham séc khach hang (tu van ban hang maketing, dich
vu sau ban hang )

Bao cao tao Iuc 23:59 18/07/2022 tai https://app.kiemtratailieu.vn Trang 2 / 22
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Do trung lap: 61%

Ngubn: https://123docz.net/document/7731049-phuong-huong-va-giai-phap-phat-trien-kinh-doanh-
dich-vu-vien-thong-cua-vnpt-ha-noi-tt.htm

NGi dung nguon: Hoat déng ban hang d D&y manh cac dich vu sau bdn hang va chdm séc

7. Trang 6: 2 3 Danh
Hai Duong

D6 trung 1ap: 84%
Ngubn: https.//tailieu.vn/doc/khoa-luan-tot-nghiep-quan-tri-kinh-doanh-phan-tich-hoat-dong-quan-tri
-quan-he-khach-hang-cua-vnpt-t-2408616.html

No6i dung ngudn: hoat déng Qudn tri quan hé khdch hang cua VNPT Thira Thién Hué 71_23 1

Ddnh gid ctua khach hang 77 2 4 _Ddnh gia hoat déng Quan tri quan hé khdach hang tai Trung tdm
Kinh doanh VNPT Thira Thién Hué 84

8. Trang 6: 63 CHUONG 3 GIAI PHAP quan tri quan hé KHACH HANG tai Trung tdm kinh doanh
VNPT HAI DUONG

b6 trung l1ap: 72%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

N&i dung nguén: QUAN TRI QUAN HE TAI TRUNG TAM KINH DOANH VNPT Béc Ninh 50

Chuang 3 MOT SO GIAI PHAP DAY MANH QUAN TRI 53_QUAN HE KHACH HANG TAI
TRUNG TAM KINH DOANH VNPT BAC NINH 53

9. Trang 6: 63 3 1 Phuong hudng hoat dong va hoach Dinh chién luge QUAN TRI QUAN HE
KHACH HANG cua TRUNG TAM KINH DOANH VNPT Hai Duong

Do trung lap: 58%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No6i dung ngudn: Qudn tri 53 _quan hé khach hang TAl Trung tdm Kinh doanh VNPT BAC NINH

53 _3 1 dinh hudng phat trién céng tac Qudn tri quan hé khdch hang tai Trung tdm Kinh doanh
VNPT Bdac Ninh 53_3 1 1 Muc tiéu Kinh doanh dinh hudng CRM cua Trung tdm Kinh doanh
VNPT Bé&c Ninh 53_3 1 2_dinh hudng phat trién_hoat déng CRM_cia VNPT B&c Ninh 53 313

dinh hudng chién luge Quan tri quan hé KH (CRM) 55

10. Trang 6: 64 3 2 MGt sG giai phap Quan tri guan hé khach hang cda Trung tdm kinh doanh
VNPT Hai Duong

b6 trung 1ap: 70%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

NGi dung nguon: 55_3 2 Mét sé gidi phdp hoan thién_Qudn tri quan hé khach hang tai_Trung tdm
Kinh doanh VNPT Béc Ninh

11. Trang 8: 41 bang 2 2 Bé&o cdo K&t qua kinh doanh cua céc dich vu trong tdm ctia TTKD VNPT
Hai Duong gua 5 nam 2017 2021

Do trung l1ap: 60%
Nguobn: https.//123docz.net/document/7309558-quan-tri-quan-he-khach-hang-ca-nhan-tai-trung-tam
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-kinh-doanh-vnpt-vinh-phuc.htm

NGi dung nguon: kinh doanh cia TTKD VNPT Vinh Phic trong nam B&o cdo két qua kinh doanh
cua cdc dich vu trong tdm cua TTKD VNPT

12. Trang 8: Bang 2 6 Diém tinh long Trung thanh théng qua thdi gian st dung dich vu

b6 trung 1ap: 86%

Ngubn: https://tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html|

No6i dung nguon: 27_Bdng 2 1_Diém tinh Iong trung thanh théng qua thoi gian st dung dich vu 32
_Badng 2 2 Diém tinh co gia tri hién tai 33_Bdng 2 3_Diém tinh co gia tri tiém nang 33_Bang 2 4

Diém tinh long trung thanh théng qua chi sé Cr

13. Trang 8: Bang 27
Do trung lap: 88%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No6i dung ngudn: Téng diém gid tri hién tai, gid tri tiém ndng va long trung thanh cda khach hang
trong CSDLKH, c6 diém Téng céng nhu' sau _Bang 2 5 _Téng diém K cua gid tri hién tai, gid tri tiém
nang va long trung thanh 36 3 22 0 04 06 08220051 152

14. Trang 8: Bang 2 9 Két qua cham séc khach hang cda Trung tdm kinh doanh VNPT Hai Duong
thuc hién nam 2021

Do trung lap: 671%

Nguobn: https.//123docz.net/document/7309558-quan-tri-quan-he-khach-hang-ca-nhan-tai-trung-tam
-kinh-doanh-vnpt-vinh-phuc.htm

NGi dung nguén: Trung tdm kinh Bang doanh VNPT Vinh Phuc trong cdc ndm Két qud chdm séc
khdch hang ca nhan cua Trung Bang tdm kinh doanh VNPT Vinh Phdc thuc hién ndm Téng Két

cdc chuong trinh chdm séc khach hang Bang hang ndm cua Trung tdm kinh

15. Trang 9: Hinh 1 4 Quy trinh tri€n khai hé th6ng CRM tai VNPT Ha Nam
Do trung lap: 92%

Nguobn: https./tailieu.vn/doc/khoa-luan-tot-nghiep-quan-tri-kinh-doanh-phan-tich-hoat-dong-quan-tri
-quan-he-khach-hang-cua-vnpt-t-2408616.html

N&i dung ngudn: 13_Hinh 1 2 M4 _Hinh IDIC Phéan tich va Tac nghiép 15 _Hinh 1 3 Md Hinh
danh gia hoat déng CRM 26 _Hinh 1 4 M6 Hinh CBM cua Viettel 29 Hinh 1 5 Quy trinh trién
khai hé théng CRM tai VNPT Ha Nam

16. Trang 9: hinh 2 2 M0 hinh cap nhat va truy van di liéu khach hang tap trung
D6 trung I1ap: 82%

Ngubn: https://123docz.net/document/5117094-quan-tri-quan-he-khach-hang-cmr-tai-trung-tam-kin
h-doanh-vnpt-dac-lac.htm

No6i dung nguon: Md Hinh cdp nhét va truy van dir liéu khach hang tap trung M6 Hinh té chuc quan
ly CRM _Méb

17. Trang 9: Hinh 2 3 _M0 Hinh x{r Iy yéu cau cua hé thdng CSDLKH tap trung (Ngudn phong
DHNV)
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Do trung lap: 78%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No6i dung ngudn: _Mé Hinh xu' ly yéu cdu cua hé théng CSDLKH

18. Trang 15: KHACH HANG 1 1 Khai niém VE KHACH HANG Phan loai nhém KHACH HANG vai
tro cia KHACH HANG déi véi doanh nghiép

b6 trung 1ap: 81%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-kinh-te-hoan-thien-chinh-sach-cham-soc-khach-hang-
tai-chi-nhanh-ngan-hang-dau-tu-v-2434738.html

Noi dung nguén: _KHACH HANG 1 1 1 KHACH HANG va vai tro cia KHACH HANG dbi vdi doanh
nghiép 1 1 1 1 Khédi niém vé KHACH HANG 1 1 1 2 _phén loai KHACH HANG 3 _1 1 3 _vai tro cda
KHACH HANG déi véi doanh nghiép 4 _1 2 Chdm séc KHACH HANG va tam quan trong cta céng
tdc chdm séc KHACH HANG 6 _1 2 1 Khéi niém vé chdm séc KHACH HANG 6

19. Trang 15: 1 1 1 Khai niém khach hang khach hang la nhirng c4 nhan hay t6 chi’c ma doanh
nghiép (TCDN) dang hudng céc né luc Marketing vao dé

Do trung l1ap: 88%

Ngubn: https://tailieu.vn/doc/khoa-luan-tot-nghiep-quan-tri-kinh-doanh-nghien-cuu-cac-nhan-to-anh
-huong-den-su-lua-chon-ngan-hang-2404495.html

Noi dung ngubn: 1_1 1 Khai niém khach hang va hanh vi khach hang 1 1 1 1 Khadi niém khach hang
khdch hang Ia nhirng cd nhén hay t6 chirc ma doanh nghiép dang hudng céc né luc Marketing vao
Ho

20. Trang 15: 1 1 2 Phan loai khach hang C6 rat nhiéu cach dé€ Phan loai khach hang khac nhau
dugc sur dung trong nghién cltu thi truong

b6 trung 1ap: 53%

Ngubn: https://tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-tai-cong-ty-yang-ming-ship-2163427.html

N6i dung nguon: 1 1 2 Phdn loai khdch hang C6 nhiéu cach dé Phan loai

21. Trang 29: Thong tin cua td chic vé khach hang va nhu cau khach hang
Do trung lap: 100%

Ngubn: https.//123docz.net/document/5706500-hoan-thien-cong-tac-quan-tri-quan-he-khach-hang-t
ai-ngan-hang-tnhh-mtv-public-viet-nam-chi-nhanh-da-nang.htm

NG6i dung nguon: khdch hang Théng tin cua té chuc vé khach hang va nhu cdu khdch

22. Trang 32: D6 chinh la gia tri hién tai rong cda cac ludng tai chinh du kién trong tuang lai dén tur
khach hang doé

Do trung 1ap: 51%

Ngubn: https://tailieu.vn/doc/luan-an-tien-si-kinh-te-dinh-gia-thuong-hieu-ngan-hang-thuong-mai-vie
t-nam-1681955.html|

Noi dung nguén: chinh 14 gid tri 14 tai chinh cua thuong hiéu, Auoc tinh bang gid tri hién tai rong cua
cdc ngubn thu nhap du tinh trong tuong
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23. Trang 33: Tan suét (Frequency) Tan suét_giao dich cua khach hang trong mét khoang thai
gian nhat dinh

Do trung lap: 68%
Nguobn: https.://123docz.net/document/7664351-mo-hinh-du-bao-churn-cho-khach-hang-bang-phuon
g-phap-hoc-may-suy-dien-phuong-sai.htm

No6i dung nguon: trong mét khodng thdi gian nhét dinh [ ] Cu thé, cac dinh nghia vé dich vu ngan
hang trong ngan hang la cac giao dich cua khdch hang thdp hon ngudng hoadc khdch hang da déng
tai khoan cda minh [ ] _trong ludn van nay, khach hang churn trong ngan hang Viét Nam dugc xdc
dinh bang s6 lrong giao dich cua khach hang trong

24. Trang 35: Phan biét khach hang theo nhu cau nhu cau Ia nhitng gi khach hang mudn. can, ua
thich hoac mong uéc

Do trung lap: 100%

Nguobn: https.//tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-crm-tai-trung-tam-kinh-d-2163596.html|

No&i dung ngudn: Phan biét khach hang theo nhu cdu nhu c3u la nhitng gi khdach hang muédn, can,
ua thich hoac mong udc nhu c3u giai thich tai sao khdch hang hanh déng va hanh vi la hanh déng
cua khach hang nhing Iuu y dé hiéu nhu cdu khach hang nhu cdu cua khdch hang cé thé thay déi
theo tinh huéng; nhu cdu khach hang da dang va thay déi

25. Trang 35: nhu cau gidi thich tai sao khach hang hanh déng va hanh vi la hanh déng cua khach
hang
Do trung lap: 100%

Nguon: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-crm-tai-trung-tam-kinh-d-2163596.html|

No6i dung nguon: Nhu cdu giai thich tai sao khdch hang hanh déng va hanh vi la hanh déng cua

26. Trang 47: VNPT da tri€n khai hé théng CRM vdéi cac giai doan va trinh tu nhu & hinh

D6 trung 1ap: 87%

Ngubn: https://tailieu.vn/doc/khoa-luan-tot-nghiep-quan-tri-kinh-doanh-phan-tich-hoat-dong-quan-tri
-quan-he-khach-hang-cua-vnpt-t-2408616.html

No6i dung nguon: VNPT da trién khai hé th6ng CRM vdi cac giai doan va trinh tu

27. Trang 48: Hinh 1 4 Quy trinh trién khai hé th6ng CRM tai VNPT Ha Nam
Do trung lap: 92%

Nguobn: https./tailieu.vn/doc/khoa-luan-tot-nghiep-quan-tri-kinh-doanh-phan-tich-hoat-dong-quan-tri
-quan-he-khach-hang-cua-vnpt-t-2408616.html

N&i dung ngudn: 13_Hinh 1 2 M4 _Hinh IDIC Phéan tich va Tac nghiép 15 _Hinh 1 3 Md Hinh

danh gia hoat déng CRM 26 _Hinh 1 4 M6 Hinh CBM cua Viettel 29 Hinh 1 5 Quy trinh trién
khai hé théng CRM tai VNPT Ha Nam

28. Trang 48: Két luan chuaong 1 chugng 1 cda luln van da tim hiéu nhing van dé téng quan vé
khach hang va gquan tri guan hé khach hang néi dung ctia quan tri guan hé khach hang cac yéu té

anh hudng dén hoat dong quan tri quan hé khach hang dé la co sé Iy ludn dé so sanh phén tich
gitra ly thuyét va thuc tién & nhitng chugng sau

Do trung lap: 90%
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Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

NG6i dung nguon: nhirng van dé téng quan vé khdch hang va quan tri quan hé khdch hang néi dung
cua quan tri quan hé khdch hang cdc yéu té anh hudng dén hoat déng quan tri quan hé khdch hang
dé la co sé ly luédn dé so sanh phén tich giia ly thuyét va thuc tién & nhitng Chuong sau

29. Trang 51: (Nguon phong Ké toan K& hoach TTKD VNPT Hai Duong) bang 2 2 _Bao cdo Két
qua kinh doanh cua céc dich vu trong tdm cia TTKD VNPT
Do trung lap: 59%

Nguobn: https.//123docz.net/document/7309558-quan-tri-quan-he-khach-hang-ca-nhan-tai-trung-tam
-kinh-doanh-vnpt-vinh-phuc.htm

NG6i dung nguoén: kinh doanh cia TTKD VNPT Vinh Phic trong ndm _Bdo cdo két qua kinh doanh
cua cac dich vu trong tdm cua TTKD

30. Trang 68: Hoan thanh 100% ké& hoach béc tham tring thuéng cho khach hang. theo chuagng

trinh béc tham trang thudng (chuang trinh béc tham tring thudng dich vu truyén hinh MyTV, di
dong, )

Do trung lap: 51%

Nguobn: https./tailieu.vn/doc/khoa-Iluan-tot-nghiep-quan-tri-kinh-doanh-danh-gia-thuc-trang-hoat-do
ng-xuc-tien-hon-hop-tai-trung-t-2404284.html

No6i dung ngudn: chuong trinh béc tham tring thudng danh cho khach hang theo do, khi khach

31. Trang 71: _hién
doanh thu Qua khu
tri khach hang sé mang lai trong tuong lai

b6 trung 1ap: 91%

Nguobn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-dich-vu-thong-tin-di-dong--1948470.html

N6i dung nguon: xdy dung duoc chuong trinh phdn mém quan ly quan hé khdch hang phu hop
qua trinh phan loai khach hang dang dung lai @ muic phan loai dua trén doanh thu dé xdy dung cac

chuong trinh quan hé khach hang ma chua do ludong duoc gia tri khach hang sé mang lai trong
tuong lai Viéc giao tiép vdi khdch hang Hién tai, thudng dién ra tai. cac qudy giao dich,_khdch

32. Trang 71: Chat lugng phuc vu khach hang chua cao, cac thd tuc chdp nhan dich vu cling nhu
giai quyét khi€u nai. qui trinh cham séc khach hang con rudm ra, phire tap. chua dugdc dan gian
héa

Do trung lap: 83%

Ngubn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-dich-vu-thong-tin-di-dong--1948470.html

NGi dung nguon: Chét lu'gng phuc vu khach hang chua cao, cac thd tuc chdp nhédn dich vu cing
nhu gidi quyét khiéu nai, qui trinh CSKH con rudom ra, phuc tap. chua duoc don gian héa qui

33. Trang 72: qui trinh 4p dung ti€n bd ctia cdng nghé théng tin trong quan Iy con cham va chua
dong bo chua theo kip véi nhu cau guan ly hién tai

D6 trung lap: 90%

Nguobn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-dich-vu-thong-tin-di-dong--1948470.html
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-

No6i dung nguon: uan ly con cham va

chua theo kip v&i nhu ciu quan ly hién tai

34. Trang 72: viéc tham do y kién khach hang con mang tinh hinh thirc, chua hiéu qua, cu thé,
thiéu tinh chuyén nghiép trong qua trinh thu thap 18y v ki€n khach hang

Do trung lap: 100%

Nguobn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-tai-ngan-hang-tmcp-cong-th-2163504.html|

No&i dung ngudn: _Vi
thiéu tinh chuyén nghiép trong qud trinh thu thdp. Idy y kién khdch hang

35. Trang 72: Nhirng nguyén nhan cla ton tai han ché _chua quan tdm ddng muc vé Cong tac dao
tao. bbi dudng nang cao trinh dé chuyén mén cho nhén vién

D6 trung 1ap: 58%

Ngubn: https://tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-ly-cong-ung-dung-cong-nghe-thong-tin-v
ao-cai-cach-thu-tuc-hanh-chinh--2357842.htm|

N&i dung ngubn: _céng tdc dao tao. bdi dudng ndng cao trinh dé chuyén mén cho

36. Trang 72: Cac kénh tuang tdc khach hang chua cé su phdi hgp déng bé nén viéc thu thap
théng tin khach hang con nhiéu han ché,

Do trung lap: 100%
Nguobn: https.//123docz.net/document/4151369-quan-tri-quan-he-khach-hang-tai-chi-nhanh-ngan-h
ang-nong-nghiep-va-phat-trien-nong-thon-huyen-tay-hoa-tinh-phu-yen.htm

No&i dung ngubn: Cdc kénh tuong tac khdach hang chua cé su phéi hop déng bé nén viéc thu thap
théng tin khdch hang con nhiéu han ché do dé khé

37. Trang 72: Chua c6 k& hoach thudng xuyén khao sat. ndm bat nhu ciu va phan anh thuc t& cia
khach hang

Do trung lap: 100%

Nguobn: https.//123docz.net/document/4229995-quan-tri-quan-he-khach-hang-tai-chi-nhanh-mobifon
e-binh-dinh.htm

N&i dung nguén: 5 k& hoach thudng xuyén khdo sat nam bat nhu cdu va phan anh thuc té

cua

38. Trang 72:
hang

b6 trung 1ap: 100%
Ngubn: https://123docz.net/document/4151369-quan-tri-quan-he-khach-hang-tai-chi-nhanh-ngan-h
ang-nong-nghiep-va-phat-trien-nong-thon-huyen-tay-hoa-tinh-phu-yen.htm

N&i dung nguén: Do dé kho ¢ thé phan hdi mdt cdch hiéu qua. ddn dén khé ndm bt nhu ciu

39. Trang 72: Két luan chuang 2 chugng 2 da tim hiéu téng quan vé trung tdm kinh doanh VNPT

Hai Duong va phan tich danh g du’dc hlen trang céng tac guan trl qu an hé khach hang trung tam
kinh doanh VNPT Hai Duong,

quan tri guan hé khach hang tai trung tdm kinh doanh VNPT
Bé trung 1ap: 80%
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Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

N&i dung nguén: Trung tdm kinh doanh VNPT Bac Ninh * Két ludn Chuong 2 Cung cép céi nhin
téng quan vé Trung tdm kinh doanh VNPT Bdéc Ninh va hoat déng quan tri quan hé khdch hang
Trung tdm kinh doanh VNPT Bac Ninh, dbéng thoi cling phan tich danh gid hién trang céng tdc
qudn tri quan hé khdch hang day la co sé quan trong dé dua ra cac giai phap hoan thién céng tac
quan tri guan hé khach hang tai Trung tam kinh

40. Trang 73: 3 1 Phuong huéng hoat déng va hoach Binh chién lugc UAN TRl QUAN HE
KHACH HANG cua TRUNG TAM KINH DOANH VNPT Hai Duong

Bé trung 1ap: 671%

Ngubn: https://tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No6i dung ngudn: Qudn tri 53 _quan hé khach hang TAl Trung tdm Kinh doanh VNPT BAC NINH

53 _3 1 dinh hu'dng phat trién céng tac Quan tri quan hé khach hang tai Trung tdm Kinh doanh
VNPT Bé&c Ninh 53_3 1 1 Muc tiéu Kinh doanh dinh hudng CRM_cua Trung tdm Kinh doanh
VNPT Bac Ninh 53_3 1 2_dinh hudng phat trién_hoat déng CRM_cua VNPT Béac Ninh 53 313

dinh hu'éng chién luoc Quan tri guan hé KH (CRM) 55

41. Trang 73: Vé phuong huéng hoat dong. kinh doanh sap téi cia VNPT, Hai Duong _Tap Trung
duy tri va mé réng thi phan kinh doanh céc dich vu di déng. bang réng MyTV., dem lai doanh thu va
hiéu qua cao

Do trung lap: 73%

Ngubn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-crm-tai-trung-tam-kinh-d-2163596.html|

No&i dung nguon: _Tdp trung, duy tri va mad réng thi phan kinh doanh cdc dich vu di déng bang réng
MyTV dem lai doanh thu va hiéu qud cao

42. Trang 73:
ngudi lao déng va doanh nghiép

D6 trung l1ap: 90%

Ngubn: https://luanvan.moet.gov.vn/?page=1.38&view=37992

Noi dung nguén: Phdt trién bén virng dua trén nguyén tdc can déi hai hoa ba yéu t6 khdch hang.
nguoi lao déng

43. Trang 73: D3&i mdi, lam mdi. thugng hiéu VNPT, coi van hod VNPT, la nén tdng dé€ chuyén tai
thuong hiéu VNPT, t6i khach hang

Pé tring I&p: 100%

Nguon: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-crm-tai-trung-tam-kinh-d-2163596.html|

No6i dung nguodn: D46i mdi, lam mdi, thuong hiéu VNPT, coi van hod VNPT, la nén tang dé chuyén
tai thuong hiéu VNPT, tdi

44. Trang 73: _D6t phé trong phét trién cac dich vu Gid tri gia tng va Céng nghé théng tin nham
phat huy t6i da co s& ha tang da dau tu

Do trung lap: 100%
Nguobn: https./tailieu.vn/doc/luan-van-thac-si-kinh-te-ung-dung-he-thong-the-diem-can-bang-balanc
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ed-scorecard-trong-trien-khai--2385335.html

Noi dung nguén: D4t pha trong phét trién cdc dich vu gid tri gia tdng va Céng nghé théng tin nham
phat huy t6i da co sé ha ting da dau tu (3) Tim kiém

45. Trang 73: _MG& rong kinh doanh sang linh vuc truyén théng nham phat huy Igi thé t6ng hop. dac
biét |1a Igi thé vé céng nghé va mang ludi

b6 trung 1ap: 100%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-kinh-te-ung-dung-he-thong-the-diem-can-bang-balanc
ed-scorecard-trong-trien-khai--2385335.html|

N&i dung nguén: Md réng kinh doanh sang linh vuc truyén théng nham phét huy Igi thé téng hap.
dc biét 1a lgi thé vé céng nghé va mang IuGi (5)

46. Trang 73: _Phat trién c6 trong tAm, trong diém trong linh vuc cong nghiép vién thong dé ho tro
cho hoat dong kinh doanh chinh va mé réng cac hoat déng kinh doanh thugng mai khac

b6 trung lap: 100%
Nguobn: https./tailieu.vn/doc/luan-van-thac-si-kinh-te-ung-dung-he-thong-the-diem-can-bang-balanc
ed-scorecard-trong-trien-khai--2385335.html|

Noi dung ngudn: _Phdt trién cé trong tdm. trong diém trong linh vuc céng nghiép vién théng dé hd
trg cho hoat déng kinh doanh chinh va mo réng cdc hoat déng kinh doanh thuong

47. Trang 73: 2025 hoat ddng CRM dugc xac dinh & mét trong cac hoat déng quan trong ho trg
cho cong viéc kinh doanh cda doanh nghiép

Do trung lap: 51%

Ngubn: https://123docz.net/document/2435497-de-ta-i-phan-tich-tows-chien-luoc-tham-nhap-thi-tru
ong-ha-noi-san-pham-thiet-bi-tin-hoc-van-phong-cua-cong-ty.htm

No&i dung ngudn: Hoat déng kinh doanh cua doanh nghiép Su’ 6n dinh chinh tri duoc xac dinh la mét
trong nhirng tién dé quan trong. cho Hoat déng kinh doanh cia doanh nghiép Su thay déi

48. Trang 74: Tang 20% qia tri dich vu cho khach hang: giam ty I1é thdi gian chd ctia khach hang
trong t&t ca cac y&u t& phuc vu khach hang (thoi han 13p dat may, thdi gian xir ly su ¢d, phat hanh
hod don cudc, ky két hgp dong, thai gian giai quyét khi€u nai, ) xuéng murc thdp nhat; dam bao
dap (ng 4t ca cac yéu cau, nhu cau Tang thém cia khach hang 67 _Thu hit 70% tr& 1én s& khach
hang r&i mang quay vé st dung dich vu cua

b6 trung 1ap: 52%

Nguon: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-h
ang-crm-tai-trung-tam-kinh-d-2163596.htm|

No6i dung nguon: Tdng 20% qia tri dich vu cho khach hang: giam ty 18 thdi gian chd cua khdch hang
trong tat cd cdc yéu té phuc vu khdch Thu hit 85% trd 1én s khach hang roi mang quay vé su
dung dich vu cua VNPT; dat tir 60% trd 1én s6 khdch

49. Trang 74: 3 2 M6t s6 giai phap Quan tri guan hé khach hang cta Trung tdm kinh doanh VNPT
Hai Duong

Do trung l1ap: 73%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No6i dung ngubn: 55_3 2 Mét sé giai phdp hoan thién_Quan tri quan hé khach hang tai_Trung tdm
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Kinh doanh VNPT Baéc Ninh

50. Trang 76: gia tri cia khach hang dugc tao dung trong tat ca cac giai doan truéc trong va sau
khi khach hang mua hang

b6 trung 1ap: 57%

Ngubn: https.//123docz.net/document/6449893-luan-van-thac-si-nang-cao-chat-luong-quan-tri-rui-r
o-tin-dung-tai-ngan-hang-tmcp-quoc-te-viet-nam-chi-nhanh-thai-nguyen.htm

NG6i dung nguon: 4t cd cdc giai doan trude, trong va sau

51 Trang 76 Hay n0| cach khac, g@trl cua khach hanq du‘dc tao dung va Gia tang théng qua viéc

Do trung lap: 58%

Nguobn: https.//123docz.net/document/8038875-quan-tri-quan-he-khach-hang-tai-cong-ty-sua-dau-n
anh-viet-nam-vinasoy.htm

No6i dung nguon: gia tdng hiéu qua cua cdc chuang trinh Marketing, bdn hang va dich vu tao thuan
loi va gia tang gia tri

52. Trang 76: Gia tri |a udc tinh ctua khach hang vé kha nang théa man nhirng nhu cau vé san
phdm hay dich vu

Do trung lap: 71%

Ngubn: https://tailieu.vn/doc/bai-giang-marketing-dua-tren-gia-tri-phan-1-ts-ao-thu-hoai-2515388.htm
/

NG6i dung nguon: tinh cua khach hang vé kha nang théa méan | nhirng nh cdu nay cua sdan phdm hay
dich

53. Trang 77: Phat trién hé théng cham séc khach hang chung nhdm gidi dap nhirng thic méc va
nhirng yéu cau cho tat ca cac loai khach hang

D6 trung 1ap: 68%

Ngubn: https.//123docz.net/document/3704168-quan-tri-quan-he-khach-hang-cong-ty-co-phan-ben-
en.htm

N&i dung nguén: Ph4t trién hé théng chdm séc khach hang chung nhdm gidi ddp thdc mdc yéu cu
cho tét loai khach

54. Trang 77: Trudc khi quyét dinh mua hang Khach hang that su can dugc Gidp d& béi Ho rat
mudn di dén mét lua chon sang sudt nhat

Do trung l1ap: 65%

Ngubn: https.//123docz.net/document/2043942-marketing-dich-vu-mau-chot-de-thoa-man-khach-ha
ng-kho-tinh-doc.htm

NGi dung nguodn: gitip dé khdach hang. that su can duoc gitp dé ho rdt muén ban gidp ho di dén mét
lua chon sang

55. Trang 78: Hoat dong Tudng tac, co thé giup doanh nghiép ti€p can. tang dé tin cay va gi chan
khach hang nhung cling c6 thé khi€n khach hang mét di khéng trd lai

Do trung lap: 78%

Ngubn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-doi-
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voi-nhom-khach-hang-ca-nhan-ta-2406722.html

No6i dung ngudn: ¢cd thé giup doanh nghiép tiép can, tang doé tin cdy va gid chan khach hang nhirng
cang dé dang khién khdch hang mét di khéng trd lai tuong

56. Trang 79: gil két nGi vai khach hang déng vai tro rat guan trong trong Viéc ho bién ho tré thanh
khach hang trung thanh va 14 co s dé cai tién dich vu san phdm nham dap &ng t6i uu nhu cau cua
khach hang

Do trung lap: 72%

Ngubn: https://123docz.net/document/75694 18-dong-tao-sinh-dich-vu-vai-tro-cua-trao-doi-xa-hoi-va
-nhan-thuc-xa-hoi.htm

No&i dung ngudn: khdach hang déng vai tri guan trong trong viéc bién ho trd thanh khdach hang trung
thanh va 14 co s@ dé cai tién dich vu. nham dép ing t6i uu nhu cdu cua khdch hang

57. Trang 79: Chua ké, cach tuong tac véi khach hang hién tai tén it chi phi hgn chuyén déi mét
khach hang mdi,

b6 trung 1ap: 58%
Ngubn: https./tailieu.vn/doc/du-bao-som-nhung-co-hoi-va-rui-ro-doi-voi-doanh-nghiep-nho-va-vua-9
1093.html

No6i dung ngudn: han khach hang vdi doanh nghiép cua ban Luu gitr khach hang hién tai tén it chi
phi hon la tao ra mét khdch hang mdi bang cach thuc hién tét

58. Trang 79: Cac cac tuong tac vdi khach hang sé gilp ban bi€t dugc khach hang cé hai long véi
san pham, dich vu hay khéng,
Do trung l1ap: 56%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-kinh-te-nghien-cuu-cac-yeu-to-cua-phuong-thuc-tao-gi
a-tri-danh-cho-khach-hang-doan-2430612.htm|

No6i dung ngudn: khdach hang cé hai long vdi san phdm dich vu hay nhdn vién dang phuc vu hay
khéng hoac thuc hién

59. Trang 81: _mét s6 phuang phap dao tao c6 thé ap dung dé€ nang cao trinh do. ti€p thi ban hang
dao tao trong cong V|ec Day a phu‘dng phap dao tao tru’c tlep tai ngi lam viéc trong dé ngqudi hoc s

n
thuding 1a dudi sy hudng din cia nhitng ngudi lao dong lanh nghé hon
b6 trung 1ap: 86%

Nguobn: https.//123docz.net/document/3768516-bao-cao-kien-tap-quan-tri-nhan-luc-thuc-trang-va-gi
ai-phap-nham-nang-cao-cong-tac-dao-tao-nghe-cho-lao-dong-nong-thon-tai-huyen-pac-nam-tinh-ba
c-kan.htm

NGi dung ngudn: dugc thuc hién Mét cach co té chiic va cé ké hoach _dao tao duoc hiéu dugc hiéu
1a céac hoat déng hoc tdp nhdm giup cho ngudi lao déng co thé thuc hién cd hiéu qua_han chirc
ndng nhiém vu cua minh _dé chinh 1a qud trinh hoc tap lam cho nqudi lao déng ndm virng hon vé

céng viéc cua minh, l1a nhirng hoat déng hoc tap dé ndng cao trinh dé ky ndng cua ngudi lao déng
de thuc h/en nh/em vu Iao déng cé h/eu qua hon Cac h/nh terc dao tao a _dao tao trong cong viéc

thudng la dudi su hudng dan cua nhitng ngudi lao déng lanh nghé hon dao tao theo kidu chi dan
céng viéc day la phuong phap phdé bién dung dé day cac ky nang thuc hién céng viéc cho

60. Trang 82: Dao tao theo ki€u chi din céng viéc Qué trinh Dao tao nay bat dau bang su gidi
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thiéu va qidi thich clia ngudi day v& muc tiéu cda cdng viéc va chi dan mét cach ty my, theo tirng
budc vé cach quan sat. trao d6i. hoc héi va lam thir cho téi khi thanh thao dudi su huéng din cua
ngudi day

Do trung lap: 88%

Nguobn: https.//123docz.net/document/4620224-pha-t-trie-n-nguo-n-nhan-lu-c-ta-i-be-nh-vie-n-phu-s
a-n-nhi-da-na-ng.htm

Noi dung nguén: dudi su’ hudng dan cia nerng ngquoi lao déng lanh nghé hon [ ] Dao tao theo kiéu

chi d4n céng viéc Qud trinh Pao tao bat ddu bang su’ qidi thiéu va

tiéu cua céng viéc va chi dan ti mi, theo ting budc vé cdch quan sat, trao déi. hoc héi va lam thd
cho t6i khi thanh thao du'di su hudng dan va chi dan chdt ché cua ngudi day Pao tao theo kiéu hoc
nghé chuong trinh Dao tao bat ddu bang viéc

61. Trang 82: cua don vj can trang bi tuong d6i day da ki€n thic vé chuyén mon, chuyén nganh ly
thuyét 1an thuc hanh

b6 trung 1ap: 52%

Nguon: https.//123docz.net/document/3709976-hoan-thien-cong-tac-dao-tao-nhan-luc-tai-cong-ty-c
0-phan-dich-vu-moi-truong-do-thi-tu-liem.htm

Noi dung ngudn: trang bi tuong doéi ddy du kién thirc Iy thuyét 1an

62. Trang 82: dao tao elearning nhu hién nay don vi dang lam ; Ngoai viéc nang cao trinh dé
Chuyen mon ghlep VU, th| V|ec nang ca o Ki nang glao tlep, kha nang ngoal ngu va cac kinh nghlem

khach hang cua Trung tAm ngay cang dugdc hoan thién, ciing cd va khéng ngirng cai tién nham
théa man nhu cau ngay cang cao ctia khach hang

Do trung 1ap: 79%

Ngubn: https.//123docz.net/document/9161729-hoan-thien-cong-tac-quan-tri-quan-he-khach-hang-
cua-trung-tam-vien-thong-sa-thay.htm

N&i dung ngubn: viéc ndng cao trinh dé chun mon nghiép vu. thi viéc ndng cao ky ndng giao tiép,
kha ndng ngoai ngir va cdc kinh nghiém khdc trong cac chu'ong trinh Dao tao cua nhéan vién la vé
cung can thiét giup hoat déng cham séc khdach hang cua Trung tam vién thong Sa Thay ngay cang

dugc hoan thién. cung cé va khéng ngirng cdi tién nhdm théa man nhu cdu ngay cang cao cua
khdach hang Hang nam, chia

63. Trang 82: Cac khda hoc dao tao can dugc t6 chic nghiém tdc. cé ki€m tra danh gia két qua
thudng xuyén d€ lam can cu’ xem xét thi dua dinh ky, xét nang ludgng va xay dung k& hoach,
chuang trinh dao tao cho thdi gian ti€p theo

Do trung lap: 76%

Ngubn: https.//123doc.net/document/8922381-luan-van-thac-si-quan-tri-khach-hang-doanh-nghiep-t
ai-viettel-bac-ninh-chi-nhanh-tap-doan-vien-thong-quan-doi.htm

No&i dung ngudn: Cdc khda hoc, dao tao can té chu'c nghiém tdc, cé kiém tra danh gid két thuong
xuyén dé lam xem xét thi dua dinh ky. xét ndng luong x4y dung ké hoach, chuong trinh dao tao cho
thoi gian

64. Trang 82: Nhitng hoc vién xuét sdc can dugc khen thudng. déng vién kip thdi d& khuyé&n khich
va tao dong luc cho nhéan vién toan Trung tam

Do trung lap: 76%
Nguobn: https.//123doc.net/document/8922381-luan-van-thac-si-quan-tri-khach-hang-doanh-nghiep-t
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ai-viettel-bac-ninh-chi-nhanh-tap-doan-vien-thong-quan-doi.htm

N&i dung nguén: Nhirng hoc vién xudt sdc cin khen thudng. déng vién kip thdi dé khuyén khich tao
dong luc cho nhén vién

65. Trang 83: I8 chuc cac dgt thi chuyén mén nghiép vu vé hoat déng CSKH cua Trung tdm hang
thang, Quy

D6 trung 1ap: 94%

Nguobn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-quan-he-khach-hang-tai-trung-tam-dic
h-vu-vien-thong-vinaphone-1608838.html

NGi dung ngudn: T6 chifc cac dot thi chuyén mén nghiép vu vé hoat déng CSKH cua Trung tdm

66. Trang 83: CAac khoa dao tao can dugc t6 chirc mot cach nghiém tuc. cé ki€m tra danh gia két
qua dé€ lam can cl xem xét thi dua cla tirng nhan vién theo dinh ki

Do trung 1ap: 63%

Nguobn: https.://123doc.net/document/8922381-luan-van-thac-si-quan-tri-khach-hang-doanh-nghiep-t
ai-viettel-bac-ninh-chi-nhanh-tap-doan-vien-thong-quan-doi.htm

No6i dung nguon: Cdc khda dao tao cén té chu’c cdach nghiém tuc, cd kiém tra danh gid két dé lam
xem xét thi dua nhén vién theo dinh

67. Trang 83: Ngoai viéc dao tao nang cao trinh dé chuyén mén va ky nang cho ngudi lao déng. dé€
do6i ngd nhan vién danh moi su quan tam vao céng viéc Trung tAm can dam bao rdng ngqudi lao
dong. dugc ton trong va quan tri guan hé khach hang mang lai lgi ich cho ho Céc yéu t6 can quan
tam khuyén khich ngudi lao déng. 1a + Dé cao y kién nhan vién déi ngl nhan vién la ngudi truc ti€p
thuc hién hoat dong. quan tri guan hé khach hang tai don vi nén khi tri€n khai CRM, nha guan tri
can ldy vy ki€n Dé sudt cda doi ngd nhan vién

b6 trung 1ap: 74%

Ngubn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-hoan-thien-cong-tac-quan-ly-qua
n-he-khach-hang-tai-ngan-hang-q-2338630.html|

No&i dung ngubn: _Ngoai viéc ndng cao trinh do chuyén mén va ky nang cho nguoi lao déng. dé dodi
ngd nhén vién danh moi sy’ quan tdm vao cdng viéc VIB cin dam bdo rdng ho. dugc tén trong va
hoat déng. quan ly QHKH mang lai Igi ich cho ho. cdc yéu t& cdn dugc quan tdm nham khuyén
khich ngudi lao déng. 1a Dé cao y kién nhan vién déi ngd nhan vién la nguoi truc tiép thuc hién
hoat déng. quan ly QHKH tai ngdn hang nén khi tién hanh trién khai hoat déng. quan ly QHKH,
lanh dao hé théng ngdn hang can 14y y kién Dé xudt cua déi ngd nhan vién Thdéng qua_cic Dé
xudt, déi ngd nhdn vién dugc gop y kién cua minh trong viéc xay dung té chi'c va ndng cao chét
luong dich vu _khi nhén vién duoc

68. Trang 83: Thong qua cac dé suét,
xay dung t6 chirc va nang cao chét lugng dich vu

b6 trung 1ap: 92%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-ly-kinh-te-hoan-thien-cong-tac-quan-ly-khach-ha
ng-tai-ngan-hang-thuong-mai-co-2454685.html

NOi dung ngudn: cda déi ngd nhan vién Théng qua cac dé xuat, doi ngd nhan vién dugc gop y kién
cda minh trong viéc xdy dung té chd’c va ndng cao chét lugng dich vu Khi nhan vién dugc déng

z -

gop y kién cua minh trong

69. Trang 83: Khi nhan vién dugc déng gop ¥ ki€n cia minh thi ho sé& nd luc hon vi su phét trién
cua té churc,
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Do trung lap: 81%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-ly-kinh-te-hoan-thien-cong-tac-quan-ly-khach-ha
ng-tai-ngan-hang-thuong-mai-co-2454685.html|

No6i dung ngudn: Khi nhan vién duoc déng gop y kién cua minh trong céng tac xdy dung té chuc ho
sé nd luc hét minh vi su phét trién cua

70. Trang 83: + Chinh sach dai ngd khen thuéng quan tri quan hé khach hang ciing |a mét chic
nang va nhiém vu quan trong trong don vi

D6 trung 1ap: 61%

Ngubn: https./tailieu.vn/doc/luan-van-thac-si-quan-ly-kinh-te-hoan-thien-cong-tac-quan-ly-khach-ha
ng-tai-ngan-hang-thuong-mai-co-2454685.html

NG6i dung nguon: Chinh sach ddi ngé khen thudng Hoat dong Quan ly khdch hang cing la mét
chirc ndng va nhiém vu trong ngédn hang Ngén hang can xdy dung mét Chinh sach dai

71. Trang 83: Trung tam c: ng chinh sach dai ngd déi vGi nhitng c4 nhan hoan thanh tét
cbng viéc dugc giao

D6 trung 1ap: 85%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-quan-ly-kinh-te-hoan-thien-cong-tac-quan-ly-khach-ha
ng-tai-ngan-hang-thuong-mai-co-2454685.html

NoOi dung ngubn: dai ngé ddi véi nhirng ca nhan hoan thanh tét céng viéc

72. Trang 84: 3 2 5 Giai phap vé céng nghé Trung tdm kinh doanh VNPT Hai Duong_luén dau tu

khoa hoc cong nghé méi nhét. chat luvgng dich vu ctia Trung tAm khéng ngirng dudc cai tién nham
dem lai cho khach hang moét dich vu hoan hdo nhét,

Do trung lap: 72%
Ngubn: https.://123docz.net/document/4916395-quan-tri-quan-he-khach-hang-tai-trung-tam-dich-vu-
vien-thong-vinaphone-thuc-trang-va-giai-phap.htm

NG6i dung nguon: [uén d3du tu khoa hoc céng nghé mdi nhat, chét lugng dich vu cua Trung tdm
khéng ngirng duoc céi tién nham dem lai cho khdch hang mét dich vu hoan hdo nhét, Trung

73. Trang 84: Cu thé€ |a Trung tdm kinh doanh VNPT Hai Duong trién khai xay dung hé théng cg s&
dir liéu khach hang théng nhét véi hé théng cta VNPT Vinaphone nham két néi chit ché di liéu vé
khach hang

Do trung lap: 71%
Nguobn: https.://123docz.net/document/4916395-quan-tri-quan-he-khach-hang-tai-trung-tam-dich-vu-
vien-thong-vinaphone-thuc-trang-va-giai-phap.htm

No&i dung nguon: Trung tdm VinaPhone trién khai xdy dung hé théng co sc dir liéu khdch hang
théng nhat vdi hé théng cda Trung tdm VinaPhone nham két ndi chat ché di liéu vé khach hang

74. Trang 84: vé dinh huéng cho tugng lai gan, hé thdng tinh cudc, thu cudce, thong tin khach hang

dugc théng gua ngan hang thong tin (CSDL) va gua mang céng cong. khach hang c6 thé tra cudc,
qua hé théng VNPT Pay, gua ngan hang

Do trung lap: 70%

Ngubn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No6i dung ngudn: Vé dinh hudng cho tuong lai khéng xa, hé thdng tinh cude, thu cude, thong tin KH
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dugc théng qua ngdn hang théng tin va qua mang céng céng, KH ¢ 60 thé tra cude, qua mang

75. Trang 84: Nhan vién thu cudc khdng phai di thu tirng nha nhu hién nay
bé trung 1ap: 100%

Ngubn: https.//123docz.net/document/3586951-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang.h
tm

No6i dung nguon: Nhan vién thu cude khéng phai di thu tirng nha nhu

76. Trang 84: D4y manh viéc khach hang st dung app My VNPT dé€ khach hang tu quan ly dich
vu, tu lua chon goi cude phu hop, cé sén cac kénh tuong tac véi VNPT Phat trién va hoan thién
mang théng tin t6i wu d& ho trg khach hang 14 muc tiéu cda Trung tadm kinh doanh VNPT Hai

Duang ciing nhu tat ca cac nha khai thac thong tin di déng trong diéu kién dac thu kinh doanh khai
thac linh vuc Dich vu vién théng

b6 trung 1ap: 52%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

Noi dung nguon: _Phdt trién va hoan thién mang théng tin t6i uu dé hé trg khdch hang la muc tiéu
cua Vinaphone cing nhu tat ca cac nha khai thac théng tin di déng trong diéu kién dac thu kinh
doanh khai thac linh vuc Vién théng Hé théng théng tin hoan thién sé

77. Trang 84: Hé thén
sudt lao ddng va hiéu qua lao déng
b6 trung 1ap: 100%

Ngubn: https://tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

N&i dung nguén: Hé thdng thdng tin hoan thién sé Ia céng cu vé cung dic luc quyét dinh dén ndng
sudt lao dong va hiéu gua

78 Trang 84: Trong d6. van dé co ban nhét 1a cac xay dung céc chién lugc va cdc muc tiéu Trong
ri€n. hoan thién hé théng théng tin mét cach cu thé, c6 cdn ci khoa hoc va phu hop vdi

1 gg Ilgn kinh doanh ciing nhu dinh huéng phat tri€n, cta Trung tam kinh doanh VNPT Hai Duong
D6 trung 1ap: 89%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No6i dung nguon: Trong dd, vdn dé co ban nhét la cac x4y dung cdc chién luge va cacmuc _tiéu
Trong viéc phat trién, hoan thién hé théng théng tin mét cach cu thé. cé cdn cu khoa hoc va phu
hgp vdi thuc tién kinh doanh cing nhu dinh hudng phat trién, cia Vinaphone Sau dé. 18 déi ngdi
can bo tin hoc can duogc tuyén dung va dao tao mét cdch bai ban va khoa hoc sao cho cd thé, tiép
can vdi céng nghé mdi mét cach linh  hoat

79. Trang 84: moét hé théng tich hgp cac chugng trinh quan Iy va khai thac nghiép vu cua dich vu
khach hang hoan hao 14 rat can thiét va c&p bach dé& khac phuc cac ton tai hién nay vé téc do va
kha néng khai thac cua hé théng théng tin

Do trung lap: 100%

Ngubn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

NGi dung ngudn: hgp cdc chuong trinh quan ly va khai thdc nghiép vu cda dich vu khdch hang hoan
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hdo 14 rét cAn thiét va cdp bach dé khdc phuc cdc ton tai hién nay vé téc db va kha ndng khai thdc
cua hé théng théng tin Mét hé théng théng tin

80. Trang 84: M6t hé thdng thdng tin dong bd va théng nhét can duge nghién cfu xay dung dua
trén c6t 16i 1a hé théng tinh cude va quan ly khach hang

Do trung lap: 100%

Ngubn: https://tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

N6i dung nguon: hé thdng théng tin Mdt hé théng théng tin déng b va théng nhét can dugc nghién
cuu xay dung dua trén cét I6i 1a hé théng tinh cude va quan ly khdch hang Bam bao tinh bao mat,
an toan

81. Trang 84: Dam b3o tinh bao mAt. an toan va cac chirc ndng tac nghiép ho trg cho dich vu
khach hang néi chung va hoat déng cham séc khach hang nai riéng

Do trung lap: 88%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

NGi dung ngudn: Dam
khach hang néi chung va hoat déng CSKH

82. Trang 85: 5 1a ddi ngid can bd tin hoc can dugce tuyén dung va dao tao mét cach bai ban

va khoa hoc sao cho c6 thé, ti€p can véi cong nghé mdi mot cach linh hoat va sang tao dd kha
nang ti€p thu va phat tri€n cong nghé tin hoc mdi vao diéu kién thuc t€ cia Trung tam

b6 trung 1ap: 73%

Ngubn: https://123docz.net/document/7730500-day-manh-hoat-dong-cham-soc-khach-hang-doanh-
nghiep-tai-trung-tam-dien-toan-truyen-so-lieu-khu-vuc-i-tt. htm

No6i dung nguon: ) la doi ngd can b tin hoc can dugc tuyén dung va dao tao mét cach bai

n va khoa hoc sao cho cd thé tiép can vdi céng nghé mdi mét cdch linh hoat va sdng tao ndng
cao

83. Trang 85: nang cao nang luc canh tranh vé th€ manh céng nghé gidp

b6 trung lap: 100%

Ngubn: https://123docz.net/document/3586951-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang.h
tm

No6i dung nguon: Ndng cao ndng luc canh tranh vé thé manh céng nghé

84. Trang 86: d€ thuc hién dugdc cac bién phap néi trén can T8 chirc tri€n khai cac bién phap dé
ki€m tra, gidm sat va quan ly chat ché viéc tuan tha cac quy dinh vé bao vé bi mat théng tin cé
nhan ctia ngudi st dung dich vu vién théng tai doanh nghiép; gan trach nhiém dén tirng c& nhan;
phan cong lanh dao cda doanh nghiép chiu trach nhiém va c6 hinh thic x{r ly khi tinh trang vi pham
khong dugc cai thién

D6 trung 1ap: 57%

Nguon: https.//thuvienphapluat.vn/van-ban/Cong-nghe-thong-tin/Chi-thi-11-CT-BTTT T-tang-cuong-b
ao-ve-bi-mat-thong-tin-ca-nhan-nguoi-su-dung-dich-vu-ngan-sim-sai-quy-dinh-307406.aspx

No6i dung nguén: cdc quy dinh vé trdch nhiém bdo vé bi mat théng tin cd nhdn cua nquoi st dung
dich vu vién théng; khéng mua ban, luu théng SIM da duoc kich hoat sén dich vu di déng tré trudc
khi chua dang ky théng tin thué bao theo dung quy dinh té churc trién khai cac bién phdp D& kiém
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tra, gidm sat va qudn ly chat ché viéc tudn thd cac quy dinh vé bao vé bi mat thdng tin cd nhan cua
ngudi stz dung dich vu vién théng va viéc mua ban, Iuu thong trén thi truong SIM da duoc kich hoat
san dich vu di dong trd trudc cda cdc téng dai ly ban SIM, dai ly ban SIM, cdc Diém dang ky théng
tin thué bao Ra soat, hoan thién cac quy dinh quy trinh bdo vé théng tin va ngdn ngtra viéc truy
cap, str dung tiét 19, stra déi

85. Trang 86: 3 3 2 Ki€n nghi v&i ban 1&dnh dao trung tdm kinh doanh VNPT Hai Duong D€ thuc

hién chién lugec CRM. truéce hét, ban 1anh dao trung tdm kinh doanh VNPT Hai Duong can dinh
hudng cho toan bd can bd nhan vién cda trung tdm vé tu tuédng CRM, cua trung tam

b6 trung 1ap: 62%

Ngubn: https.//123docz.net/document/4916395-quan-tri-quan-he-khach-hang-tai-trung-tam-dich-vu-
vien-thong-vinaphone-thuc-trang-va-giai-phap.htm

NGi dung ngudn: ban ldnh dao Trung tdm DE thuc hién chién luoc CRM, trude hét, ban lanh dao
Vinaphone can dinh hudng cho toan bg cdn bd nhén vién cua Trung tdm vé tu't dng CRM, cua

86. Trang 86:
hang ma dé |2 u
va luén hudéng dén cac hoat ddng lam khach hang hai ldng nham gidp cho Vinaphone dat dugc
muc tiéu dé ra trong dinh huéng phat tri€n cua trung tam

Do trung lap: 100%

Ngubn: https.//123docz.net/document/4916395-quan-tri-quan-he-khach-hang-tai-trung-tam-dich-vu-
vien-thong-vinaphone-thuc-trang-va-giai-phap.htm

NGi dung nguon: dinh hudng cho toan bé can bé nhan vién cua trung tdm vé tu' t dng_CRM cua
trung tam Céng viéc trién khai hé théng CRM khéng chi la viéc cua phong cham séc khach hang
ma do la viéc cua toan bé CBNV trung tadm vdi tu tudng xuyén subt khdch hang la thuong dé va
luén hudng dén cdc hoat déng lam khdch hang hai long nham gidp cho Vinaphone dat duoc muc
tiéu dé ra trong dinh hudng phat trién cda trung

87. Trang 86: T4t ca CBNV clia dao Trung tam kinh doanh VNPT Hai Duong_can dugc phd bién
vé vai tro, tdm quan trong ctia khach hang déi véi Trung tam
Do trung lap: 51%

Nguobn: https./tailieu.vn/doc/nang-cao-chat-luong-dich-vu-nham-tang-cuong-su-hai-long-cua-khach
-hang-tai-ngan-hang-thuong-mai-viet-2247812.htm|

No6i dung ngudn: hang can duoc phd bién vé vai tro. tam quan trong cua khdch hang déi

88. Trang 87: cong viéc cham s6c khach hang. 1a céng viéc cua tat ca moi ngudi trong trung tam
trong dé bd phan cham séc khach hang. déng vai trd then chét

b6 trung 1ap: 63%

Nguobn: https.//123docz.net/document/5098549-gia-i-pha-p-marketing-tru-c-tuye-n-ta-i-cong-ty-vie-t-
nam-travelmart.htm

No6i dung ngudn: [a Céng viéc cua tat ca moi ngudi trong doanh nghiép trong dé bé phan Marketing
dong vai tro then chét Muc dich cda Marketing du lich la lam hai long khdch hang x4y dung long
trung thanh cda khdch hang thang lgi

89. Trang 89: K&t luan Chuang 3 Chuang nay D& xu4t mét s& gidi phap nhadm cai thién cong tac
quan tri guan hé khach hang tai Trung tdm kinh doanh VNPT Hai Duong

D6 trung 1ap: 66%
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Nguobn: https.//123docz.net/document/8129010-quan-tri-quan-he-khach-hang-tai-trung-tam-kinh-do
anh-vnpt-bac-ninh.htm

N&i dung nguén: d& xudt mét sé gidi phdp nham hoan thién cdng téc quan tri quan hé khach hang
tai Trung tdm kinh doanh

90. Trang 90: Tai cac DN, guan tri quan hé khach hang sé dem lai Igi nhuan cao va bén ving.
dong thgi mang dén cho khach hang su hai long. théa man nhu cau va tao ra gid tri cho khach
hang

Do trung lap: 92%

Nguobn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-quan-tri-kinh-doanh-qquan-tri-quan-he-khach-
hang-tai-cong-ty-thong-tin-di--1906845.html

No6i dung nguon: guan tri quan hé khach hang sé dem lai Igi nhudn cao va bén virng. déng thoi
mang dén cho khdch hang su’ hai long. théa man nhu c3u va tao ra gia tri cho khdch hang Qua
CRM tao cho mdi guan hé gitta doanh nghiép vdi khach hang ngay cang than thién, gan gai

91. Trang 90: Qua CRM tao cho méi quan hé gita doanh nghiép v@i khach hang ngay cang than
thién, gan gui

Do trung lap: 62%

Ngubn: https.//123docz.net/document/9139404-quan-tri-quan-he-khach-hang-tai-cong-ty-co-phan-d
au-tu-va-thuong-mai-tuan-thanh.htm

No&i dung ngudn: cho méi quan hé giira doanh nghiép vdi khach hang ngay

92. Trang 90: Déng thoi, gua cg sé dir liéu doanh nghiép ndm bat duge nhu cau cta khach hang.
tlr d6 nghién clru va cung rng théa man nhu cau cua khach hang,

b6 trung 1ap: 55%

Ngubn: https://tailieu.vn/doc/luan-an-tien-si-kinh-doanh-va-quan-ly-quan-tri-quan-he-khach-hang-tro
ng-kinh-doanh-bao-hiem-vat-cha-1701941.html

N&i dung nguén: cg s¢ dit liéu khdch hang. doanh nghiép ndm bat duoc nhu cu cua tirng khach
hang. tirng nhom khdach hang. qua do. tao ra gia tri cung

93 Trang 90 VI vay doanh nghiép muon hanh cong chlen Iu‘dc CRM phal thuc hlen dav du Vlec

khach hang

b6 trung l1ap: 76%

Nguon: https.//123docz.net/document/140711-phan-mem-quan-ly-khach-hang-than-thiet.htm

NG6i dung nguodn: chién lugc CRM day du gap rat nhiéu khé khan viéc danh gid vi tri hién tai cda
doanh nghiép lién quan dén gia tri, Iong trung thanh va dé hai Iong cua khdch chua ddy da Vi thiéu
théng tin khach hang gia tri, khach hang phan Ién dugc danh gid phién dién theo doanh sé trong khi
long trung thanh va dé hai long cua khdach hang

94. Trang 90: viéc thiét lap cac muc tiéu vé khach hang phai rdé rang, guan tdm dén viéc chi ra cac
yéu cau vé con ngudi k¥ nang. van héa. t6 chuc, trach nhiém. quyén han cac yéu cau vé dit liéu
phai day du, logic, dong bd va théng nhét,

b6 trung 1ap: 63%

Nguon: https.//123docz.net/document/140711-phan-mem-quan-ly-khach-hang-than-thiet.htm
No6i dung nguon: quan tdm dén Viéc chi ra cac yéu cidu vé con ngudi ky ndng. van hda, té chuc,
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trach nhiém. quyén han cdc yéu c3u vé dir liéu khdch hang thi hoan toan thiéu va khéng théng nhét
dua trén dir

95. Trang 90: Thuc hién t6t chién lude cho viéc phan doan san pham. chinh sach gia. truyén théng
va tuang tac. kénh, dich vu khach hang. va quan ly phan doan theo yéu cau khach hang,

Do trung lap: 90%

Ngubn: https./tailieu.vn/doc/khoa-luan-tot-nghiep-quan-tri-quan-he-khach-hang-customer-relationsh
ip-management-trong-chien-luo-1676064.html

NGi dung ngudn: chién lu'gc cho viéc phan doan san phdm, chinh sdch gid, truyén théng va tuong
tdc. kénh. dich vu khach hang va quan ly phdn doan theo yéu cdu khach hang Chi ré cac yéu

96. Trang 90: Chi rd cac yéu cau vé ha tang (nhu cac ky nang. t6 chirc, cong nghé, phan tich va co
s@ dir liéu) dé€ dinh hudng cho cac chién luge hoat dong khac

b6 trung 1ap: 75%

Nguobn: https.//123docz.net/document/7730395-mot-so-de-xuat-ve-cong-tac-quan-ly-quan-he-khach
-hang-tai-tong-cong-ty-buu-chinh-viet-nam-tt.htm

N0| dung nguén: Chi ré cdc yéu ciu vé co sd ha tang (bao gbm cac ky nang. té chire, IT, phan tich

a

7 liéu) dé dinh hudng cho cac chién luoc hoat déng khac

97. Trang 90: do thdi gian han ché€ va kién thirc c6 han nén luan van nay khéng tranh khoi nhirng
sai sot, bat cap

Do trung lap: 73%

Ngubn: https.//123docz.net/document/3112933-phan-tich-tinh-hinh-huy-dong-von-va-cho-vay-tai-ng
an-hang-nong-nghiep-va-phat-trien-nong-thon-chi-nhanh-o-mon-thanh-pho-can-tho.htm

NOi dung ngudn: han ché va kién thuc cd han nén ludn van nay

98. Trang 90: Vi vay, luan van rdt mong nhan dugc nhiéu y ki€n déng gép chan thanh cda cac cb
gido. thay gido. ban bé va déng nghiép dé€ luan van nay dugc hoan thién hon

Do trung lap: 73%

Nguobn: https.//123docz.net/document/6767631-xay-dung-van-hoa-to-chuc-tai-co-quan-huyen-uy-ho
a-vang.htm

NGi dung nguon: Vi vdy, ludn van rdt mong nhén d gc nhiéu y kién déng gép chdn thanh cda cdc
thdy, c6 gido, ban bé va déng nghiép dé dé tai nay d gc hoan

99. Trang 91: Nguyén Thanh Binh va céng su. (2011), an tri guan hé khach hang tai cac doanh
nghiép xudt nhap khau Viét Nam dé tai nghién clfu khoa hoc B0 gido duc va dao tao

b6 trung 1ap: 100%

Ngubn: https://tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

NOi dung ngudn: Nguyén Thanh Binh va céng su 2011 Quan tri quan hé khach hang tai cac doanh
nghiép xudt nhdp khdu Viét Nam. dé tai nghién ctru khoa hoc Bé gido duc va

100. Trang 91: TS Truong Dinh Chién (2014), Quan tri Quan hé khach hang Nha xuét ban Giao
Do trung lap: 78%
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Nguobn: https./tailieu.vn/doc/luan-van-thac-si-chuyen-nganh-quan-tri-kinh-doanh-quan-tri-quan-he-k
hach-hang-tai-ngan-hang-tmcp-da-2169423.html

No6i dung nguon: guan hé khach hang. Nha xuét ban giao théng van tai

101. Trang 91: Nguyén H6 Minh Dc, (2013), Quan tri khach hang tai Trung tdm dich vu
b6 trung 1ap: 100%

Ngubn: https://tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

Noi dung nguon: Nguyén H6 Minh Buc 2013 Quan tri khdch hang tai Trung tdm dich

102. Trang 91: Vién théng Vinaphone. Luén vin thac si. trudng Dai hoc D4 Nang
Do trung lap: 100%

Ngubn: https.//123docz.net/document/8139927-quan-tri-quan-he-khach-hang-tai-trung-tam-kinh-do
anh-vnpt-bac-ninh.htm

N&i dung nguén: Vién théng Vinaphone, Luén vén thac si. trudng Dai hoc B4 Nang Luén

103. Trang 91: Hoang Thi Giang. (2012), Quan tri quan hé khach hang tai Téng céng ty Buu chinh
Viét Nam, Luan van thac si, hoc vién céng nghé Buu chinh Vién théng

D6 tring I&p: 100%

Nguon: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

Noi dung ngudn: Qudn tri khdch hang tai Trung tdm dich vu Vién théng Vinaphone, Luén van thac

si, truong Pai Hoc Ba Néng [6] Hoang Thi Giang 2012 Quén tri quan hé khdch hang tai Téng céng
ty Buu chinh Viét Nam. Luadn van thac si. Hoc vién céng nghé Buu chinh

104 Trang 91 GS TS BUI Xuén Phong (2010) Cal t|en hoat dong quan hé khach hang tai cac buu
in n '

Do trung 1ap: 93%

Nguobn: https.//123docz.net/document/8139927-quan-tri-quan-he-khach-hang-tai-trung-tam-kinh-do
anh-vnpt-bac-ninh.htm

NG6i dung nguon: GS TS Bui Xudn Phong Cdi tién hoat déng quan hé khach hang tai cdc buu dién
tinh, thanh phé; (/) Théng tin Khoa hoc céng nghé va Kinh té

105. Trang 91: GS TS Bui Xuan Phong (2011), Nang cao dé hai long cua khach bién phap quan
trong qilr chan khach hang théng tin Khoa Hoc céng nghé va Kinh té€ Buu dién

Do trung lap: 91%

Ngubn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

N6i dung nguon: GS TS Bui Xudn Phong Cai tién hoat déng quan hé khach hang. tai cac Buu dién
tinh, thanh phd (6/2010) Théng tin Khoa hoc céng nghé va Kinh t€ Buu dién Tap doan BCVT Viét

Nam [8] GS TS Bui Xudn Phong Nang cao dé hai long cua khdch bién phap quan trong gil chan
khach hang. (2/2011) Théng tin Khoa hoc cdéng nghé va Kinh té

106. Trang 91: Vi Ngoc Xuan (2013), Trién khai quan tri Quan hé khach hang (CRM) Kinh nghiém

qudc té va bai hoc cho cac doanh nghiép & Viét Nam Tap chi Kinh t& Phat Trién s§ 193, trang 37
45
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Do trung lap: 100%

Nguobn: https./tailieu.vn/doc/tom-tat-luan-van-thac-si-kinh-te-quan-tri-quan-he-khach-hang-tai-cong
-ty-fpot-telecom-2003171.html

No&i dung nguon: _Trién khai
cho cdc doanh nghiép ¢ Viét Nam. Tap chi Kinh té phat Trién sé 193, trang

107. Trang 91: Choi Sang Long. Raha Khalafinezhad. Wan Khairuzzman Wan Ismail & Siti Zaleha
Abd Rasid (2013), Impact of CRM Factors on Customer Satisfaction and

b6 trung 1ap: 100%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

No&i dung ngudn: Choi Sang Long. Raha Khalafinezhad, Wan Khairuzzman Wan Ismail & Siti

Zaleha Abd Rasid,2013 Impact of CRM Factors on Customer Satisfaction and Loyalt Canada
Published by Candaian Center

108. Trang 91: Vani Haridasan & Shathi Venkattesh, (2011), CRM Implementation in Indian
Telecom Industry Evluating the Effectiveness of Mobile Service Providers Using Data Envelopment
Analysis

Do trung lap: 100%

Nguobn: https./tailieu.vn/doc/luan-van-thac-si-quan-tri-kinh-doanh-quan-tri-quan-he-khach-hang-tai-
trung-tam-kinh-doanh-vnpt-ba-2406709.html

Noi dung ngubn: _Vani Haridasan & Shathi Venkattesh 2011 _CRBM Implementation in Indian

Telecom Industry Eviuating the Effectiveness of Mobile Service Providers Using Data Envelopment
Analysis

- Ht -
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