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Tém tit — Dich vu FiberVNN cua VNPT Long An da dat dwgc mot s thanh cong rat dang khich 1¢.
Bén canh nhiing Kkét qua dat duge van ton tai nhiing han ché ma VNPT Long An can phai cai thién va
khic phuc nhu: Cac géi cude tuy nhiéu nhung chua phit hop véi d6i tuong khach hang, cude dau ndi hoa
mang con cao, ... Vi vay, nghién ciru phan tich thuce trang va dé ra giai phap nhu: Nhom giai phép tao sy
linh dong vé gla cé cam nhan, nhom giai phap nang cao sy tin cdy, ... nham nang cao sy hai long cua
khach hang stir dung dich vu FiberVNN tai VNPT Long An.

Abstract — VNPT Long An's FiberVNN service has achieved some very encouraging successes. In
addition, there are still limitations that VNPT Long An needs to improve and overcome such as: Although
many packages are available, they are not suitable for customers, and the network connection fee is still
high, ... Therefore, the study analyzes the current situation and proposes solutions such as: Solution group
to create flexibility in perceived price, group of solutions to improve reliability, ... in order to improve
customer satisfaction using the service. FiberVNN service in VNPT Long An.

Tir khéa — Dich vy, sy hai long, FiberVNN, Long An, VNPT.

1. Pat van dé

Thi truong Internet cap quang tir ndm 2010 tré nén s61 dong hon voi sy tham gia cua Viettel
va CMC Telecom, cac nha cung cip ha taing méi xuat hién véi cong ngh¢ hién dai gia cudc rat
canh tranh (chi bang phan nura gia cudc cuia FPT va VNPT véi ciing téc do truy nhap). Hon nita
v6i tiém ning tai chinh manh va kha niang quan 1y tot, rat kinh nghiém tr nhiing don vi tham
gia thi truong trude ho da xay dung mot doi ngii cung cap dich vu chuyén nghiép, thoi gian dap
g rét nhanh, chdm soc khach hang sau ban hang rat tot, hd tro ky thuat chuyén sau lam cho
khéch rat hai long véi chét luong dich vu cua hg. Day 1a mdt thir thach rat 16n cho VNPT Long
An. Ngoai nhitng khach hang mdéi, mot bd phan 16n cac khach hang 16n trude day dung dich vu
ADSL d4 chuyén sang str dung vu Internet cap quang dic biét 1a cac dai 1y Internet, doanh
nghiép vira va 16n, cic ngan hang, cong ty bao hiém.

Nim bat duoc xu hudng tat yeu do, cac nha khai thac dich vu Internet cap quang trén dia
ban Long An khong ngung phat trién mang ludi, nang cao chat lugng dich vy, giam gia thanh
dich vy, ho khong ngimg trién khai cac chuong trinh khuyén mai, hu mai, cham soc khach
hang rat 4n tuong nham thu hit s6 lugng déng dao khach hang vé phia minh. Trude thuc té d6,
viéc nghién ctru danh gia thyc trang sy hai long cua khach hang khi str dung dich vu FiberVNN
cua VNPT Long An nham dua ra cac giai phap nang cao mirc d¢ hai long ctia khach hang 1a rat
can thieét.

2. Thuc trang su hai long cua khach hang sir dung dich vu Fiber VNN tai VNPT Long An
2.1. Dich vu FiberVNN va sw hai long cua khach hang

Dich vu FiberVNN duoc hiéu 1a dich vu cap quang téc d6 cao do VNPT cung cap Day la
dich vu truy cép Internet cap quang hién dai nhat hién nay ciia VNPT véi dudng truyén hoan
toan bang cap quang tir dau ndi dén ngudi st dung (VNPT, 2019).

Theo Oliver & William (1985), sy hai long la phan ing cua nguoi ti€u dung dbi véi viec
duoc dép tng nhiing mong mudn, 1a sy hai long ciia nguoi ti€éu dung trong viéce ti€u dung san
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pham hay dich vu ma n6 dép tng nhiing mong muon cua hg, bao gom muc d6 dudi hodc qua
muc mong muon.

Kotler & Keller (2009) cho ring, su hai long cua khach hang tiy thudc vao ning suét thuc
hién, ma nguoi ta cdm nhan duoc tir mot san phém hoac mot dich vy, khi né cung cép gia tri so
v6i ky vong clia ngudi mua. Néu kha niang thyuc hién ciia san pham kém hon ky vong ciia ngudi
mua, thi ngudi mua s& b that vong. Néu kha ning thyuc hién ctia né phu hop véi ky vong cia
ngudi mua, thi ngudi mua s& hai 10ng. Néu kha ning thuc hién ctia nd con nhiéu hon ca ky vong
clia ngudi mua, thi ngudi mua s& phan kich (Kotler & Gary, 2004).

Kotler & Kelvin (2006) cho réng, su hai long 1a muc do cia trang thai cam giac cia mot
ngudi bat ngudn tir viée so sanh nhan thirc vé& mot san pham so véi mong doi ctia ngudi do.

Theo Nguyén Pirc Thang va Vong Thinh Nam (2021), ¢6 5 yéu t6 anh huéng dén sy hai
long ctuia khach hang vé chat lugng dich vu Internet cap quang FiberVNN tai VNPT Thanh pho
Phan Rang - Thap Cham, gom: Phuong ti¢n hitu hinh, sy dong cam, sy tin cay, sy dap ung,
nang luc phuc vu.

2.2. Thuec trang sw hai long ciia khdach hang sw dung dich vu FiberVNN

Bang 1. Tinh hinh phit trién thué bao FiberVNN

Chi tiéu Nim 2020 Nim 2021 Nim 2022
Tdng s6 thué bao 133.406 150.791 167.808
S6 luong thué bao phat trién méi 20.692 24.885 26.501
S6 luong thué bao hiy 11.052 9.064 7.117
Ty 1¢ huy/phat trién méi (%) 53,41% 36,42% 26,86%
Doanh thu dich vu Internet cap quang (triéu dong) 270.788 294.002 315.779

(Nguon: VNPT Long An)

Bang 1 cho thay ty 1& s6 lugng khach hang roi mang so v6i s6 lugng khach hang phat trién

moi co chidu hudng tich cuc. Cu thé: Nam 2020 1a 11.052 thué bao véi ty 1¢ 1a 53 41%, nam

2021 14 9.064 thué bao vdi ty 1€ 36,42%, nam 2022 1a 7.117 thué bao vdi ty 1€ 26,86%. biéu d6

cho thay nhimng chinh sach va hanh dong cia VNPT Long An c6 thé da gitip khach hang gin
b6 hon vé1 VNPT Long An.

Bing 2. Két qud khdo sdt sw hai long ciia khdch hang khi siv dung dich vu FiberVNN
tai VNPT Long An déi véi nhin t6 “Sw tin ciy”
Don vi tinh: %
(Nguon: Ket qua xi 1y 56 liéu cua tdac gia)
Bang 2 cho thiy khach hang cam thay hai long va tin tudong vé sy cam két cung cép dich

Hoan Hoan T 5ng chng
STT Mo ta tof‘ n KP Ong, PP an D(“mg y t(:an (co m:”lu
khong |dongy | van dong
1ong ’ 284)
dong y y
p |VNPT cung cap dutmg truyén dir| ) 55 880 | 1725 |5739| 1620| 100
liéu ding cam két
o |VNPT tinh cu6e phi 16 rang va ) 70 | ¢34 | 1787 | 5845 | 1558| 100
chinh xac
3 (Thoi gian lap dat duong truyén 7 | 546 | 839 |7183| 17.25| 100
cham nhu cam két
4 |TU Khi lap dat dén nay, toc o) ¢ oo 636 | 1127 | 6373 | 12.68| 100
duong truyén ludn 6n dinh
Anh/chi luén tin tuéng tuyét i
5 khj duoc cung cap dich vu tai hé| 1,41 2,46 12,33 | 66,55 17,25 100
thong/cac diém giao dich VNPT

vu cia VNPT cung cap dudng truyén dit liéu ding cam két chiém ty 1& 57,39%. Tuy nhién,
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khach hang hiu nhu chua hai 1ong vi VNPT c¢6 thoi gian lap dit duong truyén chim nhu cam
két chiém ty 18 dén 71,73%. Piéu nay phan anh VNPT Long An chua chu trong dén viéc phat
trién nhanh dich vu cho khach hang, 1am khach hang chua cam thiy hai long khi ¢6 nhu cau st
dung dich vu FiberVNN. D¢ ciing 1a 1y do tai sao muc do hai l1ong khach hang khi dugc cung
cép tai hé théng/céc diém giao dich VNPT mac du chiém ty 1€ cao 66,55% déng ¥y nhung muc
d6 khong hai long chiém ty 18 2,46%.
Bing 3. Két qud khdo sdt mikc dp hai long ciia khdach hang khi siv dung dich vu FiberVNN
DPon vi tinh: %

Hoan Hoan )
A gz toan Khong | Phan x| toan Tong cong
STT Mo ta khong | déngy | vin | P°"8Y| géng | (c& mau 284)
dong y y
Anh/Chi déanh gid co s¢ vat
chat, k¥ thuat ciing nhu cong
1 nghd vién thong cia VNPT 0,70 246 | 1021 | 7430 | 12,32 100
la rat tot, rat hién dai
Anh/Chi danh gid phong
2 |cach phgc vu cua nhan vién 0,35 2,46 7,39 72,55 | 17,25 100
VNPT rat tot
Anh/Chi danh gid chat
3 [uong dich vu FiberVNN | =53 07 1 g 11 | 1725 | 61,97 | 880 100
dang sir dung nhin chung 1a
rat tot
Chat luong dich vu
4 ([FiberVNN dang st dung |, 8,10 | 16,90 | 60,92 | 11,97 100
xung dang véi sO tién ma
anh/chi chi tra
Nhin chung Anh/Chi hoan
5 [oanhailong ve chatluong | o | g10 | 881 | 64,08 | 12,32 100
dich vu Internet dang su
dung

(Nguon: Két qua xir Iy s6 liéu ciia tdc gza)_
Tir bang 3 cho thay mirc d6 hai long khach hang khi sir dung dich vu Fiber VNN cua VNPT
Long An dugc khach hang danh gia co so vat chat, k¥ thuat ciing nhu cong nghé vién thong
ciia VNPT la rit tdt, rat hién dai chiém tylé dong ¥y cao 74,30%, danh gia phong cach phuc vu
cua nhan vién VNPT rat tot murc 6 dong y dén 72,55%, mirc do hoan toan hai long vé chat
luong dich vu Internet tdc d6 cao Fiber VNN dang str dung 64,08%. Tuy nhién c6 8,01 % khach
hang cam thay khong hai long khi danh gia chat luong dich vu Internet toc do cao FiberVNN
dang st dung nhin chung la rat kém va 8,10% khach hang khong hai long vé chat luong dich
vu Internet toc do cao FiberVNN dang sir dung xtmg dang véi s6 tién ma ho chi tra. Piéu nay
phan anh chit lugng dich vu FiberVNN ctia VNPT Long An chwa dap Gng ky vong din dén
khach hang cam thay khong hai long vai sd tién bo ra dé st dung dich vu trong thoi gian qua.
2.3. Danh gida chung sw hai long cuia khdach hang sw dung dich vu FiberVNN
2.3.1. Nhitng két qua dat dwoc:

Vé gia cd cam nhan: Gia cude dich vu Fiber VNN cua VNPT Long An la rt cao so véi cac
doanh nghiép khéc, tuy nhién VNPT ciing dd ¢ ging thudng xuyén c6 nhiing chién dich
khuyén mai nham ha thép cudc dich vu nhung van con cao hon céac di thu canh tranh truc tiép
nhu Viettel. Bén canh d6, nhd c6 nhiéu goi cude nén VNPT Long An ciing tao kha ning dap
ung kha hon cho nhirng phan khuc khéach hang hep.
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V& co s& vat chat: VNPT Long An ngay mdt hoan thién thong qua chién luge nhan dang
thuong hiéu qua viéc xay dung cac diém giao dich theo dung quy chuin caa VNPT tir bang
hiéu, cach bai tri, trang phuc nhan vién. Nhan vién c6 trang phuc chinh t&, hé théng diém giao
dich twong ddi rong khap. Khach hang kha hai long véi thi tuc dang ky dich vu va cac hinh
thirc hd trg dang ky dich vu. VNPT ciing dap Gng twong d6i tét nhu cau dich vu cta khach hang
qua vi¢c thiét lap 44 diém cung cép dich vu trai rong trén khép dia ban tinh, c6 mit tai tat ca
cac huyén, thi xa vdi doi ngii gé‘m 500 nhan vién ban hang truc tiép. Bén canh d6 VNPT Long
An ciing t6 chuc rat tét kénh ban hang qua s dién thoai 39116116.

SL{: tin cay: Thf:)ng l§é cho théy su tin cdy cua khéach hélng vao dich vu kha cao, thé hién qua
ty 1€ ho so huy la rat thap chua dén 10% trong nhiing nam dau.

Vé sy dong cam va su dap ung: VNPT Long An dé c6 b phén tiép nhan su cd 1a tong dai
18001116 va xtr ly khiéu nai cho khach hang nham ho tr¢ cho cong tdc hau mai dich vu
FiberVNN.

2.3.2. Han ché va nguyén nhén:

Gia ca cam nhan: Cudc phi chua canh tranh, tham chi con cao so véi cac ddi tha khac tao
cho khach hang mot tam Iy bat loi 1a dich vu cia VNPT Long An ddng nghia véi gia cao, trong
khi d6 nhic dén Viettel hau nhu ai ciing nghi dén gia dich vu ré. Pay 1a mot van d¢é ma VNPT
can cai thién nhiéu nhat.

Co so vat chat: VNPT Long An dang ddy manh viéc nhan dang thuong hiéu qua viéc xdy
dung cac diém giao dich mau. Tuy nhién viéc trién khai chu truong nay doi hoi kha nhiéu chi
phi nén khong thé hoan thién ngay dugc, do d6 mot sO diém giao dich sau mot thoi gian dai
hoat dong da bat dau xudng cip, bang hiéu mo, khong du anh sang. Hé théng mang tai mot sb
diém giao dich van con cham.

Su tin cdy: Téc do duong truyén la mot van dé ma VNPT Long An cin quan tdm va cai
thién. Hién nay, toc do dudng truyén cong ty cung cip cho khach hang chua thyc su dung nhu
nhiing gi cam két trong g6i cude. Tdc do thuong thap hon so véi cam két, dac biét 1a toe do tdi
thiéu. Ngoai ra, VNPT Long An ciing khong c6 mdt website chuan dé khach hang c6 thé test
kiém tra téc do, vi du nhu cong cu www.speedtest.net ma cac doanh nghiép khac nhu Viettel,
FPT va CMC Telecom déu co.

Su dong cam va sy dap ung: Thoi gian xir 1y su ¢d chdm cho du da co quy trinh xur 1y sur
cd tuy nhién chua dap tmg ky vong cua khach hang. BO phan xu ly su ¢6 to chirc chua quy cu
va thong nhét nén thoi gian xir 1y sy ¢6 kéo dai, lam mat thoi gian ctia khach hang dé dan dén
mat khach hang. VNPT Long An ciing chua phan dinh trach nhiém x{r Iy mét cach rd rang cta
cac b phan lién quan va cling chua c¢6 by phan thuong truc xur ly khiéu nai.

Cong tac cham soc khach hang tuy da trién khai ‘nhung van chua dap ung dugc mong doi
cua khach hang. Murc d6 hai long cua khach hang doi véi cong tac cham soc khach hang cua
VNPT Long An qua két qua khdo sat khong cao chi dirng & mtrc trung binh.

3. Giii phap ning cao su hai long cho khach hang sir dung dich vu Fiber VNN ciia VNPT
Long An

3.1. Nhém gidi phdp tao sw linh dong vé gid cd cam nhin

VNPT Long An céan co ciu lai cac gbi cude dé pht hop v6i nhu cau khach hang theo timg
phan khuc khéac nhau va phu hop véi tung khu vuc khéac nhau trén tinh Long An. Hién nay, ty
1¢ khach hang dang ky str dung goi cudc F2 — F6 rat thap, chi chiém khoang 7% thué bao phat
trién moi. Cong ty nén gom cac goi cude nay thanh mot hodc hai goi o ty trong khach hang sur
dung nhiéu, chang han nhu F2 va F6 danh cho phan khtic khach hang doanh nghiép cao cap.
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Nang tdc do cac gbi cudce FO, F1 1én ngang bang v6i goi cude cua cac ddi thii canh tranh
nhu Viettel, nhdm x6a di hinh anh thuong hiéu VNPT ddng nghia véi gia cao gitip nang cao sy
hai long cta khach hang khi s dung dich vu Internet cap quang FiberVNN cua VNPT Long
An, hai goi cudc nay két hop véi goi F2E s& duoc co cau phuc vu cho khach hang 1a doanh
nghiép vira va nhd.

Xay dung cac goi cude da dich vu gia ré: O phan khuc ho gia dinh ngoai goi cude F2H,
VNPT Long An can phai co cau thém mdt goéi cude co toc d thap hon dé canh tranh voi goi
cudc FTTB eco cua Viettel.

3.2. Nhém gidi phdp duy tri thanh phan phwong tién hitu hinh

Tiép tuc day manh chuong trinh nhan dang thuong hiéu qua cac diém giao dich mau, Xay
dung 19 trinh tién t6i 100% diém giao dich miu. Trudc mat, tap trung phat trién cac diém giao
dich mau tai khu vuc ndi thanh hodc nhitng khu vuc c6 canh tranh gay gat v6i cac doanh nghiép
khac va nang cip sira chita cac diém giao dich dang xubng cip. C6 thé nghién ctru trién khai
thém céc diém giao dich mau tai cac khu vuc dan cu mai.

Tiép tuc hién dai hoa ha tang VNPT trong diéu kién cho phep. Trong do tép trung nhiéu
hon cho ha ting mang di€u hanh san xuat kinh doanh dé khac phuc tinh trang mang cham tai
mot sO diém giao dich.

Dau tu c6 trong diém mo rong mang cap quang gdc. Can cin ctr két qua nghién ctru thi
truong dé xac dinh cac khu vuc c6 khach hang tiém nang dé¢ dau tu thém ha tang mang cap
quang goc tai cac khu vuc nay.

Pay manh hinh thic hd trg 1am thi tuc dang ky tai nha. Vi day 1a mot dich vu tuong dbi
cao cép. Do d6 can td chirc doi ngil hd tro tu vén truc tiép cho khach hang thong qua dién thoai,
hoic thong qua website (khach hang chi vao website dé lai sé dién thoai, nhan vién ban hang
s& chu dong goi dén dé ho tro dang ky), hoac dén gap truc tiép khéch hang dé tu van cu thé.

3.3. Nhom gidi phdp ndng cao sw tin cdy

Béo dam tdc d6 duong truyén dung nhu cam két. Dé trién khai giai phap nay can phai trién
khai rat nhi€u bién phap k¥ thuat lién quan.

Tang cuong két ndi cac thiét bi trong ndi bo mang cﬁz} VNPT Long An, bao dam c6 déy dua
bang thong cho khach hang st dung trong gio cao diém, bo sung cac cong cu giam sat luu lugng
duong truyén ndi mang dé kip thoi tang bang thong khi luu luong dat dén mirc ngudng.

Hién nay, VNPT Long An phai tra cudc két ndi tinh theo bang thong trung binh trong gio
cao diém thuong 1a vao khoang 9 - 14 gid budi sang va 5 - 7 gio trong budi chiéu, khoang thoi
gian con lai luu lwong khéng cao, tham chi kha thip. Dé tan dung t6i da bang thong da thué va
giam nghén mang trong gio' cao diém, VNPT phai nghién ctru ban hanh goi cudce theo gio theo
huéng giam gia t6i da cude truy cap trong gio thip diém hodc khoang thoi gian khong phai la
gio cao diém nhu di néu ¢ trén (vi du nhu khoang thoi gian tir 7 gid dén 9 gio mdi budi sang
va sau 6 gio dén 8 gio vao budi t6i).

Thiét 1ap website do kiém téc do cho khach hang: Xay dung server do kiém tbc do tai
VNPT Long An va két ndi vao trang web www.speedtest.net dé khach hang c6 thé ty kiém tra
tdc 46 mot cach khach quan va cé thé so sanh duogc tée do duong truyén FiberVNN vdi toe do
duong truyén Internet cap quang ciia cac nha mang khac.

3.4. Nhém gidi phdp néng cao sw dong cim, sw ddp ieng va ning luwc phuc vu

Dé}f manh cong tac cham soc khach hang hién c6, da dang hoa chuong trinh va gin liép
voi quyén lgi truc tiép ciia khach hang. Chi phi dé phat trién mot khach hang mai 16n hon rat
nhi€u so v&i chi phi dé duy tri mdt khach hang cii, do d6 VNPT Long An can c6 nhitng chinh
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sach t6t hon nham thé hién sy quan tdm d6i voi khach hang, nhu trong ngay sinh nhat hoic
ngay thanh 1ap doanh nghié€p ctia khach hang can c6 nhiing mon qua kém theo nhiing 101 chuc
y nghia.

Dao tao bd sung cac k¥ ning ban hang cho déi ngii nhan vién ban hang va k¥ ning vé quan
hé khach hang cho cac nhan vién ho trg k¥ thuét.

Giai quyét su c6 nhanh chong hon: VNPT Long An phai diéu chinh lai quy trinh sta chira
dich vu Internet cap quang FiberVNN, bdo dam thuc hi¢n dung viéc stra chira cho khach hang
quan trong, khach hang dac biét, khach hang la céc to chue, ... (cac ddi tuong nay da duoc
VNPT quy dinh rét rd rang) hoan tét trong vong 2 gio dong ho tir khi khach hang goi bao hu va
hoan tat stra chita cho cac khach hang con lai trong vong 4 gio.
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