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Tém tit — Nghién ctru thu thap ¥ kién tir khach hang str dung dich vu dé phén tich cac yéu t6 anh
hudng dén su hai long, bao g?)m chét lugng dich vu, gia ca, su hd trg ky thuat va chuong trinh chim séc
khach hang. Két qua cho théy phén 16n khach hang danh gia tich cuc vé chét lugng dich vy, dac biét 1a
su 6n dinh cia duong truyén va thai do phuc vu cua nhan vién. Tuy nhién, mot sb khach hang van con
ban khodn vé toc do phan hoi khi gap su ¢b ki thuat va mirc d6 hap dan cta cac chwong trinh khuyén
mai. Tir d6, nghién ciru dé xuat cac giai phap nham nang cao trai nghiém khach hang, t6i wu hoa chinh
sach gia cudc va cai thién dich vy hd tro ki thuat dé gia ting su hai 10ng va 1ong trung thanh ciia khach
hang d6i véi VNPT Tan Phudc.

Abstract — The study collected feedback from customers using the service to analyze factors
affecting satisfaction, including service quality, pricing, technical support, and customer care programs.
Results showed that most customers positively evaluated service quality, particularly the stability of the
connection and the attitude of the staff. However, some customers expressed concerns about the
response time for technical issues and the attractiveness of promotional programs. The study proposed
solutions to enhance customer experience, optimize pricing policies, and improve technical support

services to increase customer satisfaction and loyalty toward VNPT Tan Phudec.

Tir khéa — Hai 1ong khach hang (customer satisfaction), chat luong dich vu (service quality), gia

cuoc.

1. Pit van dé

Trong thoi dai cong nghé sé phat trién manh
mé, Internet dd trod' thanh mot ha ting thiét yéu,
khong thé thiéu trong doi sdng hang ngay cia ca
nhan, t6 chirc, doanh nghiép va ca trong hoat
dong quan ly nha nudc. Bac biét, trong bdi canh
chuyén 601 s0 dang dugc d4y manh trén pham vi
toan qudc, nhu ciu sir dung Internet tbc do cao,
6n dinh va dang tin ciy ngay cang gia ting nhanh
chong. Khong chi phuc vu cic nhu cau co ban
nhu truy cap mang, giai tri, hoc tap va lam viéc
truc tuyén, Internet con 1a nén tang dé trién khai
cac dich vu cong truc tuyén, thuong mai dién tu,
gido duc sb, y té tir xa va cac ng dung tri tué
nhan tao. Trong xu thé do, chét lugng dich vu
Internet duge xem la yéu t6 then chdt quyét dinh
sy hai long, mirc d6 gan bé va long trung thanh
ctia ngudi ding ddi voi nha cung cp dich vu vidn
thong.

Vién théng huyén Tan Phuée (VNPT Tén
Phu¢c) 1a don vi tryc thugc Trung tdm kinh

doanh VNPT Tién Giang, git vai trd cung cép
dich vu vién thong, dic biét 1a Internet cap quang

https://doi.org/10.63783/d1a.2025.030

(FiberVNN), cho nguoi déan trén dia ban huyén
Téan Phudce. Trong nhimg nam qua, don vi dé co
nhleu nd lyc trong viée dau tu mo rong ha tang,
t6i wu hoa dudng truyén, da dang hoa goi cude va
trién khai cac chuong trinh chim soc khach hang
nham nang cao trai nghiém st dung. Nhiing cai
tién nay da gép phan dang ké vao viéc mé rong
thi phan va nang cao uy tin thuong hiéu VNPT tai
dia phuong. Tuy nhién, trén thuc té, dich vu
Internet Fiber tai Tan Phuoc van con ton tai mot
s6 diém han ché nhit dinh. D¢ 1a tinh trang toc do
duong truyén khong 6n dinh vao gio cao diém,
mot s0 khu vyc dan cu chua dugc phu song toan
dién, chinh sach gia cudc chuwa du linh hoat dé
dap Gng moi phan khuc nguodi dung, ciing nhu
chat luong cham soc khach hang doi khi chua dat
ky vong vé toc do phan hdi va mirc d hai long.

Trong bdi canh thi truong vién thong dang
canh tranh gay gat, v6i sy gop mit ciia nhiéu nha
cung cdp 16n nhu Viettel, FPT Telecom,
Mobifone... thi viéc nang cao chét lugng dich vu
1a diéu kién séng con dé VNPT Téan Phudc duy tri
loi thé canh tranh va phat trién bén viing. Chét
luong dich vu khong chi dimg lai ¢ thong s k¥
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thuét nhu bang thong hay do tré, ma con bao gdm
cac yéu té cam nhén tir phia nguoi s dung nhu
su tin cdy, kha niang dap Gng nhu ciu, mic do
ddng cam va sy chuyén nghiép trong phuc vu. Do
do, viéc danh gid mét cach khach quan mirc do
hai 1ong cua khach hang 1a budc di can thiét dé
nhan dién nhitng diém manh can phat huy va
nhitng mit han ché can khic phuc trong quy trinh
cung cap dich vu.

Nghién ctru nay duoc thyc hién véi myc ti€u
danh gid muc do hai long cua khéach hang dang str
dung dich vu Internet Fiber tai VNPT Tan Phudc,
thong qua viéc do ludng cac tidu chi vé chit
lugng dich vu, gid cude, dd tin cay, hd tro ky
thudt va cham soéc khach hang. Trén co s¢ do,
nghién ctru s& phan tich cc yéu t6 anh hudng dén
sy hai long ctua khach hang, tor d6 dua ra cac
khuyén nghi va giai phap cu thé nhiam nang cao
chat lugng dich vu trong thoi gian t6i. Két qua
cua nghién cuu khong chi gitp VNPT Tan Phudc
cai thién hi€u qua hoat dong kinh doanh, gia ting
sy hai long va mirc d§ trung thanh cua khach
hang hién tai, ma con c¢6 thé cung cip co sd thuc
tién quy bau cho cac doanh nghiép vién thong
trong viéc xdy dung chién luoc ning cao trai
nghiém khach hang trong thoi ky chuyén doi so,
dac biét tai cac dia ban ndéng thon va vung sau
ving xa, noi con nhidu tiém ning phat trién
nhung ciing d6i madt v6i khong it thach thie vé ha
tang va muc do tlep can cong nghé.

2. Thuc trang sw hai long ctia khach hang si
dung dich vu Internet Fiber tai VNPT Tan
Phwdce thuge VNPT Tién Giang

2.1. Tong quan vé dich vu Internet Fiber va
sw hai long ciia khdach hang

Dich vu Internet Fiber (hay con goi la
Internet cap quang) hién 1a mot trong nhimg giai
phap két ndi vién thong tién tién va pho bién nhat
trong ky nguyén sd, dic biét trong bdi canh nhu
cau sir dung dir liéu bang thong rong tang manh

tai h gia dinh, doanh nghi€p va céc to chirc cong.

Véi wu diém vuot trdi vé toc do cao, do on dinh,
bang thong rong va kha ning truyén dan tin hiéu
manh mé¢, Internet Fiber dd va dang tré thanh
dich vu thiét yéu, hd tro hiéu qua cho hoat dong
hoc tap, lam viéc truc tuyén, truyén thong 30,
dich vu giai tri va thvong mai dién tir. Chét luong
cia cac dich vu vién thong hién dai khong chi
phu thudc vao yéu té ky thuat nhu ha tang truyén
dan hay toc d6 biang thong, ma con chiu anh
hudéng manh me tir cdm nhéan cht quan cta khach
hang vé tinh nhit quan, kha ning dap tmg ky
vong va muc d hiéu qua thuc té khi st dung dich
VUL

Trong bdi canh canh tranh ngdy cang khdc
liét giita cac nha cung cap dich vu vién théng nhur
Viettel, FPT Telecom, MobiFone, viéc nang cao
su hai long cta khach hang ngay cang dugc xem
1a chién lugc cbt 16i dé giit chan ngudi ding, xay
dung long trung thanh va gia tang gia tri vong doi
khach hang. Theo nghién ctu tr [2], doanh
nghiép vien thong khong chi can dau tu manh vao
cong nghé va ha ting, ma con phai chu trong dén
trai nghiém khach hang tir khau ldp dit, van hanh
dén cham soc sau ban hang. Pic biét, trong bdi
canh nguoi dung ngay cang co nhleu lya chon va
dé dang chuyén ddi nha cung cap, sy hai long
dong vai tro nhu mét chi bao quan trong dé danh
gia hiéu qua kinh doanh va kha nang duy tri thi
phan trong dai han.

Sy hai 1ong cuia khach hang d6i voi dich vu
Internet Fiber dugc hinh thanh tir nhidu yéu t6
cAu thanh, trong do ndi bat 1a chat lugng dich vy,
do tin cay cua két ndi, chinh sach gia cudc, sy
linh hoat cua goéi dich vu va mitc d¢ cham soéc, hd
trg k¥ thuat. Theo [3], cac yéu t6 nay khong chi
anh huong doc 1ap ma con c6 mdi quan h¢ tuong
tac phirc tap, doi hoi doanh nghi€p can c6 cach
tiép can tong thé va hé thong dé cai thién hiéu
qua. Bén canh do, cac mo hinh do luong nhu Chi
sd hai 1ong khach hang Hoa Ky (ACSI) dugc
Angelova & Zekiri [4] gidi thi€u da chiing minh
rang sy hai 1ong 1a két qua ciia qua trinh so sanh
giita ky vong ban dau ctia khach hang, chét lugng
dich vu thuc té va gia tri cam nhan sau khi su
dung dich vu. M6 hinh ndy ngay cang dugc ung
dung rong réi trong nganh vién thong dé danh gia
hiéu sudt cung tmg dich vu va diéu chinh chién
Iwoc van hanh.

Ngoai ra, cac nghién ctru chuyén sau nhu
ctia Cronin & Taylor [5] nhdn manh méi quan hé
nhan qua gitra chat lugng dich vu va sy hai long,
ddng thoi khang dinh rang sy hai long 13 yéu t6
trung gian quan trong dan dén hanh vi tiép tuc sir
dung dich vu, gi6i thiéu cho ngudi khac va sy gin
bo dai han véi nha cung cép. Tai Viét Nam, theo
nghién ctru cia [1], yéu t6 trai nghiém khach
hang (customer experience) ngay cang dong vai
tro quyét dinh trong viéc phan biét giira cac nha
mang, khi cac yéu t§ ky thut ngdy cang dugc
tiéu chudn hoa. Tac gia cho rang doanh nghiép
vién thong can tap trung vao viéc t6i wu quy trinh
chdm soc khach hang, don gian hoa thu tyc, phan
hoéi nhanh cac yéu cau hd trg va ca nhan hoa goi
dich vu dé nang cao gia tri st dung thyc té.

Mot yéu td khong thé bo qua trong viée do
luong va phan tich muc d¢ hai long l1a phuong
phap nghién cuu phu hop. Theo Hair & cdng su
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[7], viéc str dung phuong phéap phén tich da bién
nhu phéan tich nhan t6, hoi quy tuyén tinh boi s&
gitp lam rd mdi quan hé giita cac yéu td cau
thanh chét luong dich vu va muc d6 hai long tong
thé cua khach hang. Bac biét, trong linh vuc vién
thong noi dit liéu c6 tinh phirc tap cao va bién
dong theo thoi gian thi cac cdng cu phén tich
thong ké hién dai giup dam béo tinh khach quan
va toan dién cho két qua nghién ctru, tir 46 hd tro
viéc xdy dung chinh sach cai tién dich vu mot
cach khoa hoc.

Tom lai, sy hai long ctia khach hang ddi véi
dich vu Internet Fiber khong chi 1a két qua cua
mot chudi twong tac giita khach hang va doanh
nghiép, ma con 1a chi sé quan trong phan anh

chét lwgng van hanh, mirc d6 phu hop cua san
pham va ning lyc thich tng cia doanh nghiép
trong modi truong canh tranh. Pi véi VNPT Tan
Phudc - mot don vi vién thong hoat dong tai dia
ban c6 nhiéu dic thu vé dia 1y va nhan khau hoc
thi viéc danh gia muc do hai long cua khach hang
1a hét strc can thiét. Pay khong chi 1a co so dé
dua ra cac giai phap nang cao chét luong dich vu
va toi wu hoa trai nghiém nguoi ding, ma con la
dinh hudng chién lugc gitip don vi nang cao ning
luc canh tranh va phét trién bén viing trong giai
doan chuyén d6i s6 hién nay.

2.2. Thyc trang sw hai long cua khdch
hang

Bing 1. Pdnh gid ciia khdch hang vé yéu t6 “Sw tin cdy” khi si dung dich vu Internet Fiber

RAa ¢ Khong | Phan | Pong Ho‘an Pié¢m
- , ax e khong PO A , toan
Tieu chi danh gia ddng ¥ dong y van y ddng ¥ trung
() o [\ <
’ (%) (%) (%) (%) (%) binh
VNPT cung cap dutng truyén ding | 5 5.8 100 | 550 | 275 | 401
cam ket

XVél,\]cPT tinh cudc phi rd rang, chinh 0.8 49 3.3 575 299 410
Tbc d6 dudng truyén 6n dinh 2.5 6.7 12.5 533 | 25.0 3.92
Thoi gian lap dat, stra chita dung hen 1.7 5.0 10.8 56.7 25.8 3.99

Bang 1 cho thay cac tiéu chi lién quan dén
su tin cay cua dich vu Internet Fiber tai VNPT
Tan Phudc dugc khach hang danh gia tich cuc,
phan anh qua mirc d¢ hai long cao, dac biét 1a hai
tiéu chi ndi bat: Minh bach _trong cude phi va cam
két chat lugng duong truyén. Nhimng ket qua nay
cho thiy don vi di tao dung dugc niém tin nhat
dinh trong 16ng khach hang thong qua chinh sach
thong tin 16 rang va cam két dich vu cy the. . Tuy
nhién, tiéu chi vé téc d6 dudng truyén van la

(Nguon: Két qua khao sat cua tac gia)
diém yéu khi co ty 1¢ hai 1ong thap hon so vdi cac
tiéu chi con lai, va ghi nhan diém trung binh thap
nhit trong nhém céc yéu té thude vé “sy tin cay”.
Diéu nay cho thdy viéc dau tu ning cép ha tang
ky thuat, mé rong biang théng va t6i wu hoéa hé
thdng truyén dan dic biét vao cac khung gid cao
diém la nhiém vu cép thiét. D(‘ing thoi, viée cai
thién quy trinh 1ip dat, bao tri va stra chita ding
hen ciing s& gop phan nang cao trai nghiém thuc
té ciia nguoi ding.

Bing 2. Panh gid ciia khdch hang vé yéu t6 “Nang luwc phuc vu” khi sir dung dich vu Internet Fiber

Rfl ¢ Khong | Phan | Pong Ho‘an Piém
- Py e khong A A , toan
Tiéu chi danh gia df“)ng ¥ dongy | van y a5 ng ¥ trung
(1) o o 3
(%) (%) (%) (%) (%) binh
Nhan vién tu van day du thong tin dich vu 1.7 4.2 10.8 57.5 25.8 4.02
Nharg vién co c'huyen mon tot, gidi quyet 17 50 125 55.0 258 308
su c0 nhanh chong
Nhan vién nhiét tinh, lich su khi giao tiép 0.8 4.2 9.2 58.3 27.5 4.08

Két qua khao sat bang 2 cho thdy khach
Bang 2 danh gia vé nang luc phuc vy, cho théy
khach hang c6 danh gia tuong ddi tich cuc vé doi
ngli nhan vién cia VNPT Tan Phudc, dac biét la
& tiéu chi thai do giao tiép lich su va nhiét tinh

(Nguon: Két qua khao sat cua tac gia)

v6i diém trung binh 4.08, va kha ning tu van
thong tin ddy du dat 4.02 diém. Tuy nhién, yéu t6
chuyén mén va ning luc xir Iy su ¢b ciia nhan
vién ky thuat chi dat 3.98 diém, phan 4nh yéu cau
ngdy cang cao cua khach hang dbi véi tinh
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chuyén nghiép, tbc d6 phan tng va nang luc xir Iy dinh ky k§ niang thuc hanh cho d6i ngii k¥ thuat
thue t€. Do d6, VNPT Tan Phudc cén cha trong  va cham soc khach hang.
nang cao nang lyc chuyén moén va to chure dao tao

Bing 3. Pdnh gid ciia khdch hang vé yéu t6 “Sw ddp ieng” khi si dung dich vu Internet Fiber

RAa ¢ Khéong | Phin | Pong Ho‘an Piém
- Py . khong Ao A . toan
Tieu chi danh gia d ﬁng ¥ dong y van y s ng § trung
o, o o 3

(%) (%) (%) (%) (%) binh

Thu tuc dang ky dich vu nhanh chong 0.8 5.0 9.2 57.5 27.5 4.06
VNPT ho trg ki thuat 24/7 1.7 5.8 11.7 55.8 25.0 3.98
Dé dang lién hé khi can hd trg 0.8 4.2 10.0 58.3 26.7 4.06

Bang 3 phan anh cac danh gia vé yéu t6 su
dap ung, voi diém trung binh dao dong tir 3.98
dén 4.06, trong d6 cac tiéu chi nhu thu tuc ding
ky nhanh chong va dé dang lién hé ho tro dat 4.06
diém cho thay khach hang hai 1ong véi quy trinh
cung cép dich vu ban dau va kha nang tiép can hé

(Nguon: Két qua khao sat cua tac gia)

théng hd tro. Tuy nhién, viéc hd tro ky thuat 24/7
chi dat 3.98 diém, cho thiy su can thiét cua viéc
ting cudng ngudn luc hd tro vao gio cao diém
hodc cac ngay cudi tuan va 18 tét, nham dap tng
nhanh choéng va hiéu qua hon.

Bing 4. Pdnh gid ctia khdch hang vé yéu t6 “Sw dong cam” khi siv dung dich vu Internet Fiber

kll}(f)lrtl Khong | Phan Pong I;IOO;: Piém
Tiéu chi danh gia d 6ng§'r dong y van y déng ¥ trung
(1) o o 3
(%) (%) (%) (%) (%) binh
VNPT thuong xuyén ling nghe va thau
hidu nhu cau khach hang 1.3 2.7 10.0 52.0 34.0 4.14
C6 chuong trinh cham séc khich hang | 3.3 140 | 507 | 300 | 4.03
chu dao

Béng 4 lién quan dén sy dong cam, phan 4nh
mirc d6 thiu hiéu va quan tdm ciia doanh nghiép
dén khach hang. Piém trung binh cua hai tiéu chi
thuong xuyén ling nghe, thiu hiéu nhu cau va
cham so6c khach hang chu dao lan luot dat 4.14 va
4.03, cao nhat trong cac yéu t6 danh gia. Két qua
nay cho thiy phan 16n khach hang cam nhan duoc

(Nguon: Két qua khao sat cua tdc gia)

sy quan tam tir phia VNPT Tan Phudc trong qua
trinh sir dung dich vu. Tuy vdy, van con mot bo
phén khach hang chua thyc sy hai long, do do,
don vi can tlep tuc trién khai cac hinh thic tiép
nhén phan hoi linh hoat va c4 nhan hoa, tir do
tang cudng tuong tic va tao ra su két ndi cam xuc
v&i nguoi dung.

Bing 5. Panh gid ciia khdch hang vé yéu t6 “Phwong tién hitu hinh” khi sit dung dich vu Internet Fiber

Rat

Hoan

Kkhon Khong | Phén Pong toan Piém
Tiéu chi danh gia df‘mg%’r dong y van y ddng trung
o0, o () 3
, ‘ , (%) (%) (%) (%) (%) binh
Thiét bi dau cubi (modem, cdp quang) 0.7 27 12.0 553 293 409
dam bao chat lugng ' ' ' ' ' '
Diém giao dich khang trang, dé nhan 13 33 153 513 8.8 403
dién . . . . . .
Nhan vién co dong phuc, tic phong 0.7 20 113 547 313 414
chuyén nghiép ) ' ' ' ' '

Qua s6 liéu bang 5 cho thiy khach hang
danh gia cao vé phuong tién hitu hinh cia VNPT
Tan Phudc, dic biét 1a chit luong thiét bi du
cubi (4.09 diém) va hinh anh nhén vién chuyén

(Nguon: Két qua khdo sdt cua tdc gia)

nghiép (4.14 diém). Tuy nhién, van c6 19.9%
khach hang chua hai long vo1 didu kién diém giao
dich, cho thiy cin tiép tuc nang cip co s& vt
chat va ting cudng nhan dién thuong hiéu.
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Bing 6. Ddanh gid ciia khdch hang vé yéu t6 “Gid cim nhan” khi siv dung dich vu Internet Fiber

Rat

Hoan

A Khéong | Phin | Pong X Piém
- Py e khong A A , toan
Tieu chi danh gia d ﬁng ¥ dong y van y dfﬁng ¥ trung
() (1) (1) 3
%) (Yo) (%) | (%) %) binh
S’Ja cu6e phu hop v6i chat luong dich |, g 5.5 225 | 475 | 220 | 3.81
i\geu g6i cude linh hoat, pht hop nhu |, 6.5 200 | 51.0 | 205 | 3.81
Nhiéu chuong trinh khuyén mai hap dan 3.0 6.0 235 | 455 | 220 | 3.77

Bang 6 vé yéu td gia cam nhén, cho thiy
mirc d6 hai 10ng trung binh dat khoang 3.77 dén
3.81 thép hon so v&i cac yéu t6 khac. Mic du hon
70% khach hang dong y rang gia cuéc phu hop
va c6 nhiéu géi linh hoat, nhung ty 1 phan van va
khong dong ¥ van chiém khoang 25-30%. Diéu
nay cho thay gia ca van la van dé nhay cam, dic

(Nguon: Két qua khdo sat cua tdc gia)

biét trong bdi canh nguoi tiéu ding ngay cang co
nhiéu Iya chon dich vu tir cic nha mang khac. Do
d6, viéc diéu chinh chinh sach gia, gia tang wu dai
theo phan khuc, hodc tich hop thém dich vu gia
tri gia ting s& la hudng di can thiét dé cai thién
nhén thic vé gia tri nhan dugc.

Bing 7. Ddnh gid ciia khdch hang vé yéu t6 “Sw hai long” khi st dung dich vu Internet Fiber

Rfl t Khong | Phian | Pong Ho‘an Piém
0 g e khong PO A , toan
Tieu chi danh gia ddng ¥ dong y van y ddng ¥ trung
o0, o o 3
- (%) (%) (%) (%) %) binh
Toi hai long vé chat lugng dich vy hi¢n |, ¢ 58 | 175 | 525 | 217 | 3.85
tai
Toi san sang gi6i thicu dich vy nay cho | 5 42 | 200 | 508 | 233 | 3.90
nguoi khac

Bang 7 phan anh sy hai 1ong tong thé, cho
thdy khach hang c6 danh gia tich cuc vé dich vu
Internet Fiber tai VNPT Tan Phudc, véi hon 70%
nguoi khao sat thé hién sy hai long hoac hoan
toan hai long voi chat luong dich vu. Dic biét,
tiéu chi san sang giéi thiéu dich vu cho nguoi
khac dat 3.90 diém, cho thidy mic do gin bo va
su tin nhiém cta khach hang twong ddi cao. Tuy
nhién, van con khoang 26% khach hang thé hién
su phan van hodc chua hai 1ong, diéu nay dit ra
yéu cau can tiép tuc cai thién trai nghiém thuc té
trong tung giai doan cia quy trinh dich vu — tu
1ép dat, van hanh dén hd trg sau ban hang.

Két qua phan tich tir cic bang khao sat cho
thdy VNPT Tan Phudc da dat dugc nhiéu thanh
tuu trong viée cung cip dich vu Internet Fiber,
déc biét vé su tin cay, thai do phuc vu va hinh anh
thuong hi€u. Tuy nhién, mot s6 khia canh van can
tiép tuc hoan thién, dic biét 1a vé& tdc do duong
truyén, chét lugng hd tro k¥ thuat 24/7, chinh
sach gia linh hoat va quy trinh chdm soc khéach
hang chuyén sau.

Néu thuc hién dong bod cac giai phap nang
cao chat lugng dich vu theo hudng ca nhan hoa,
chuyén nghiép hoa va sé hoa, VNPT Tan Phudc

(Nguon: Két qua khdo sat cua tdc gia)

khong chi c6 thé nang cao murc d6 hai 1ong ma
con gia tang long trung thanh va kha nang canh
tranh bén viing trén thi truong vién thong day
bién dong hién nay.

3. Panh gia chung sw hai long cia khach hang
st dung dich vu Internet Fiber tai VNPT Tan
Phude thuge VNPT Tién Giang

3.1. Nhitng két qud dat dwoc

_Giai doan 2021-2023, VNPT Tén Phudc dat
nhiéu ket qua tich cuc vé thué bao, doanh thu va
muc do hai long khach hang.

Doanh thu ting ‘51‘1 5,800 triéu déng nam
2021 1én 6,700 triéu dong nam 2023, tuong tng
7.5%/mam.

S6 thué bao méi tang tir 720 1én 850 thué
bao/nam, tong thué bao dat 6,600 vao nam 2023.

Ty 1€ khach hang hai long tang tir 84% lén
86%. Khach hang danh gia cao chat lugng duong
truyén, thai d6 phuc vy, thu tuc nhanh chéng va
chuong trinh cham séc khach hang.

Diém hai long trung binh dat 3.85, cho thay
dich vu ngay cang cai thién, tao tién dé thu hat
khach hang mai.
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3.2. Han ché

Du c6 nhiéu két qua kha quan, VNPT Tan
Phudc van gap mot s6 han ché cu the:

Tbc do tang truong thué bao chiing lai &
muc 6.0% - 6.7%/nam.

Ty 1€ thué bao tang tir 210 (2022) Ién 250
(2023), cho thay kha nang phat trien khach hang
chua dat.

Gia cam nhén chua thyuc sy canh tranh, danh
gia chi dat 3.77-3.81 (di€m) .

Téc d6 duong truyén va thoi gian xir 1y su ¢b
con can cai thién.
i Chat lugng cham séc khach hang chua dong
deu, 10% dén 14% khach hang chua hai long.

Co cau khach hang tap trung vao nhom thu
nhap trung binh, doi hoi chinh sach gia linh hoat
hon d€ mé rong thi truong.

3.3. Nguyén nhan ciia han ché
Mot s6 nguyén nhan chinh gom:

= Canh tranh gay git tir cAc nha mang khac
v6i chinh sach gid linh hoat va wu dai hap
dan;

= Chinh sach gia cudc va khuyén mai cla
VNPT Tén Phudc chua thuc sy hap dan;

* Ha ting ky thudt chua dong bd anh
huong dén toc do va do 6n dinh duong
truyén;

= Quy trinh xir Iy sy ¢ va cham soc khach
hang chwa nhat quan, mot s6 nhan vién
con han ché vé k¥ nang phuc vy;

= Chién lugc phan khic khach hang chwa
1d rang, chua dap tng tot nhu ciu cua
nhom thu nhip thip. Can c6 giai phap
toan dién nhdm ning cao chat lugng dich
vu va tang strc canh tranh.

4. Giai phap nang cao sy hai long cia khach
hang sir dung dich vu Internet Fiber tai VNPT
Tén Phuéc thuge VNPT Tién Giang

4.1. Nang cao chit lwong ha tang mang va
dim bdo tinh én dinh ciia dwong truyén

Ha ting mang 1a yéu t6 nén tang quyét dinh
chét lugng dich vu Internet, dac biét trong boi
canh ngudi dung ngdy cang yéu cau tée do cao,
d6 tré thap va kha ning két ndi 6n dinh. VNPT
Téan Phudce can tiép tuc dau tu hién dai hoéa hé
thong truyén dan théng qua viéc trlen khai dong
bd cap quang chét lwong cao, ning cip cac thiét
bi dau cudi nhu modem, router ciing nhu thiét bi

tai cac diém nat mang quan trong. Pac biét, can
chu trong dam bao bang thong 6n dinh trong cac
khung gi¢ cao diém khi mat do truy cap tang dot
bién bang cach mo rong dung luong tuyén truyén
dan va ap dung co ché diéu tiét luu luong hop 1y.

Bén canh d6, ing dung cong nghé giam sat
thong minh tich hop tri tu¢ nhan tao (Al) va
machine learning (ML) s& gitip tw dong phat hién
diém nghén, dy doan sy c¢d va tdi wu hoa tai
nguyén mang theo thoi gian thyc. Viéc chu dong
bao tri dinh ky, théng bao lich trinh 16 rang dén
nguoi dung qua SMS, app hodc email s€ giup
nang cao tinh minh bach va giam thiéu gian doan
dich vu. Pong thoi, viéc trién khai co ché load
balancing gifta cic tuyén truyén dan va cung cép
cong cu kiém tra duong truyén cho nguoi ding
trén nén tang sb s& nang cao trai nghiém sir dung,
tang cuong muc d6 hai long va chu dong xur ly
cac van dé phat sinh tir phia nguoi dung.

4.2. Dy nhanh thoi gian xiv Iy sw co ky
thudt

Thoi gian khic phuc sy c¢d 1a mot trong
nhing yéu t6 anh hudng tryc tiép dén sy hai 1ong
va danh gid dich vy cta khach hang. Do do,
VNPT Tén Phudc can xay dung co ché phan tng
nhanh theo md hinh “k§y thuat tai chd”, b tri doi
ngli k¥ thudt vién tuc tryc 24/7 tai cac khu vuc
dong dan cu, khu cong nghiép va ving xa noi
thuong gip kho khin vé ha ting. M&i doi nén
dugc trang bi day du thiét bj kiém tra hién dai, xe
chuyén dung va phan mém hd tro di dong dé dam
bao tinh co dong va hi€u qua xur 1y.

Viéc trién khai hé théng phan mém quan ly
su ¢d (ticket system) c6 kha ning tiép nhan, phan
loai va phéan ludng cong viéc theo mirc d6 uu tién
s& gitp giam sat tién d6 xur 1y theo thoi gian thuc.
Cung v6i d6, viéc dua ra cam két dich vu
(Service Level Agreement - SLA) nhu cam két
xt 1y su c¢b thong thudng trong vong 4 gid giup
gia ting niém tin va cam nhan tich cyc tir phia
khach hang. Ngoai ra, can thiét 1ap quy trinh phdi
hop nhanh - gon - hi€u qué giita by phéan k¥ thuat,
téng dai, chim soc khach hang va quan ly khu
vie dé giam thiéu thoi gian phan hdi va nang cao
hiéu qua giai quyét van de.

4.3. Diéu chinh chinh sich gid va da dang
hoa goi cwoc phu hgp voi tieng phin khic
khach hang

Chinh sach gia la mét trong nhing yéu to
nhay cam, anh hudng truc tiép dén quyét dinh su
dung va mirc d6 gan bd cua khach hang. VNPT
Tan Phudc can d4nh gié lai céu tric gia hién hanh,
xay dung hé théng gbi cudce linh hoat hon, phu
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hop v6i cac nhom ddi twong cu thé nhu: ho gia
dinh thu nhap thép, hoc sinh, sinh vién, ho kinh
doanh nho, doanh nghiép nho va vira.

Ngoai cac goi ¢ dinh, nén nghién ctru trién
khai céc gobi dfmg theo dung lugng hodc theo thoi
gian linh hoat, giup nguoi dung lya chon phu hop
v6i nhu cau thuc té. Song song d6, can tich hop
chinh sach uvu dai cho khéach hang trung thanh
nhu: Ting thém thang sir dung, mién phi lap dit
hodc néng bang thong dinh ky. Cac cong cu phan
tich dir liéu l6n (Big Data) va tri tu¢ nhan tao (Al)
can duoc ung dung dé theo dai thoi quen st dung,
tir 46 ca nhan héa goi dich vu, cai thién hiéu suat
tiép thi va tang gia tri vong doi thué bao.

4.4. Tang cwong cdc chwong trinh khuyén
mdi va chim séc khdach hang thén thiét

Chuong trinh khuyén mai khong chi mang
tinh thuc day tiéu ding ngin han ma con giup gia
ting cam nhan tich cuc cua khach hang vé& mirc
dd quan tam tur phia doanh nghi¢ép. VNPT Tan
Phudc can t6 chirc thuong xuyén céc chuong
trinh nhu: tdng data khi thanh todn online, giam
gia cho khach hang gia han som, khuyén mai mua
18 hdi hodc céac su kién dia phuong.

Bén canh d6, chinh sach cham soc khach
hang than thiét nén duoc trién khai bai ban theo
md hinh tich diém, ddi qua, nang hang wu dai
theo s6 nam sir dung hodc ap dung md hinh khach
hang VIP dé ca nhan hoa trai nghiém. Diéu nay
khong chi gitip giit chan khach hang cii ma con
tao ra hiéu ung truyén miéng tich cuc, gop phan
nang cao hinh anh thuong hiéu.

4.5. Chudn héa quy trinh cham séc khdch
hang va nédng cao ky nang phuc vu cua nhdn
vién

Mot dich vy tét khong chi dén tir san phdm
chat lwong ma con tir phong cach phuc vu chuyén
nghiép va nhit quan. VNPT Tan Phudc can xay
dung b0 quy trinh cham so6c khach hang
(Standard Operating Procedure - SOP) rd rang
cho timg giai doan tu van, lap dat, hd tro k¥ thut,
xtr 1y khiéu nai, hau mii. Viéc ing dung hé thong
CRM (Customer Relationship Management) s€
gitip theo ddi lich sir trong tac va ca nhan hoéa hd
trg theo nhu cau timg khach hang.

Song song, doi ngii nhan vién hd trg, nhén
vién k¥ thudt can dugc dao tao k¥ ndng giao tiép,
quéan 1y cam xiic, ky thut xir 1y tinh hudng phirc
tap va tng dung cong nghé hd trg chim soc
khach hang (chatbot, app, tong dai do0...).

Xay dung van héa phuc vu “1,5y khach hang
lam trung tdm”, két hop voi co cheé danh gid KPI

minh bach s€ tao ra dong luc cho nhan vién nang
cao chat lugng dich vu va cai tién lién tyc.

4.6. Ddy manh irng dung cong ngh¢ s0 va
da dang hoa kénh giao tiép voi khdach hang

Chuyén do6i s trong dich vy khach hang la
xu thé tat yéu trong nganh vién thong. VNPT Tén
Phudc can khai thac téi da cac nén tang sé nhu
ung dung My VNPT, MyTV, Zalo OA, Fanpage
Facebook, cong cham soc khach hang truc tuyén
dé tiép nhan, phan hdi va xu ly yéu cau mot cach
nhanh chéng. Chatbot Al can dugc trién khai bai
ban voi he thong dir liéu dau vao phong phu, dam
bao tu van 24/7 va giam tai cho tong dai truyén
thong.

Viéc tich hop hé théng dir liéu khach hang
giup nang cao kha nang ca nhan hoa tuong tac,
ddng thoi ing dung coéng cu phdn tich hanh vi
nguoi dung sé& hd trg du bao nhu ciu, dua ra dé
xuit goi dich vu phit hop hon. Nho d6, khong chi
nang cao chét lugng chiam séc ma con gitp doanh
nghiép mo rong quy mé khach hang trung thanh,
t6i wu chi phi van hanh.

4.7. Nghién ciru nhu cau va théi quen sir
dung Internet ciia khdach hang tai dia ban Tin
Phuoc

Moi dia phuong cé dic diém nhan khau hoc,
hanh vi tiéu dung va kha ning tiép can cong nghé
khac nhau. Do d6, VNPT Tan Phudc cin thuong
xuyén tién hanh nghién ciru thi truong dé hiéu rd
hon vé nhu cau thuc té, ky vong va thoi quen sir
dung dich vu cua nguoi dan trén dia ban.

Céc cong cu nhu khao sat truc tuyén, phong
van nhom (focus group), thong ké dir liéu st
dung... s& giup xac dinh xu hudng tiéu dung dé
diéu chinh san pham, dich vu phu hop.

Cung voi dé, viée ting cudng truyén thong
thuong hiéu théng qua cac chién dich marketing
sO, tai trg su kién cong dong, hop tac voi truong
hoc, doanh nghiép dia phuong s€ giup nang cao
nhan dién thuong hi€u, xay dung hinh anh VNPT
gin bo, than thién va chuyén nghiép trong mat
nguoi dan Tan Phudc.

Cac chuong trinh quang ba can duoc thiét ké
sinh dong, dé tlep can, phu hop voi timg phan
khiic khach hang dé t6i da hoa hiéu qua tiép can.
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