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Tém tit — Nghién ctru nay phan tich viéc phat trién dich vu chim soc khach hang tai VNPT Tay
Ninh trong giai doan 2023-2025. Mac du VNPT Tay Ninh da dat dugc tang trudng kinh doanh tich cuc,
dic biét trong linh vyc dich vu s va Internet cdp quang, nhung chi s6 trai nghiém khach hang binh
quan chi dat 4,03/5, chua dat dugc muc tiéu ké hoach 4,13. Cac han ché chinh bao g6m thoi gian dép
ung su ) k¥ thudt con cham, trai nghiém da kénh chua lién mach va cham soc khach hang chu ddng
chua duoc khai thac téi da. Str dung phuong phép dinh tinh, trong d6 c6 khao sat 651 khach hang to
chire/doanh nghiép, nghién ctru da phan tich thuc trang, chi ra cic diém nghén va dé xuat h¢ thong giai
phap ddng bo nhu chuyén ddi tir cham séc thu dong sang chi dong, nang cao tu phuc vu bang Al, hoan
thién tich hop da kénh va ca nhan hoa trai nghiém khach hang. Két qua nghién ciru nham gitp VNPT
Tay Ninh nang cao sy hai 1ong va long trung thanh ctia khach hang, gop phan thiic day ting truong kinh
doanh bén viing trong bdi canh chuyén déi sé.

Tir khéa — Phat trién dich vu chiam séc khach hang, trai nghiém khach hang, VNPT Tay Ninh,
chuyén doi so, sy hai 1ong cia khach hang.

Abstract — This study analyzes the development of customer care services at VNPT Tay Ninh
during the 2023-2025 period. Although VNPT Tay Ninh has achieved positive business growth,
particularly in digital services and fiber-optic Internet, its average customer experience index reached
only 4.03 out of 5, missing the target of 4.13. The main limitations include slow response times for
technical incidents, a non-seamless omnichannel experience, and underutilized proactive customer care.
Utilizing qualitative methods, including a survey of 651 organizational and corporate customers, this
study analyzes the current situation, identifies bottlenecks, and proposes a comprehensive set of
solutions. These include transitioning from passive to proactive care, enhancing Al-powered self-
service, perfecting omnichannel integration, and personalizing the customer experience. The research
findings aim to help VNPT Tay Ninh improve customer satisfaction and loyalty, contributing to
sustainable business growth in the context of digital transformation.

Keywords — Customer service development, Customer experience, VNPT Tay Ninh, Digital
transformation, Customer satisfaction

1. Giéi thiéu Tai Viét Nam, nganh VT-CNTT dang phat
trién manh mé& vai sy canh tranh khéc liét gitia
cac nha mang 16n nhu VNPT, Viettel, Mobifone
va cac nha cung cp dich vu sb khac. Vién thong
Tay Ninh (VNPT Tay Ninh) la don vi truc thude
Tap doan Buu chinh Vién thong Viét Nam giir
vai trd quan trong trong viéc cung cip dich vu
vién thong, Internet, truyén hinh MyTV va céc
giai phap s cho ngudi dan va doanh nghiép trén
dia ban tinh. Trong giai doan 2023-2025, VNPT
Tay Ninh da dat dugc nhiing két qua kinh doanh
tich cyc, ddc biét 1a tdng truong manh & nhom
dich vu sb va Internet cap quang. Tuy nhién, thuc
trang CSKH van ton tai nhiéu han ché: trai
nghiém da kénh chua lién mach, thoi gian dap
ung su ) ky thudt con cham & mot s6 dia ban,

Trong bdi canh cach mang cong nghiép 4.0
va chuyén dbi sd qudc gia, dich vu chim soc
khach hang (CSKH) di tro thanh yéu t6 then chot
quyét dinh loi thé canh tranh bén vimng cia céac
doanh nghiép, dic biét trong nganh vién thong -
cong nghé thong tin (VT-CNTT). Khach hang
ngiy cang thong minh, doi héi cao vé trai nghiém
c4 nhan hoa, tbc d6 dap ung nhanh chéng va su
ddng cam tir nha cung cip. Theo cac nghién ctru
qudc té va trong nudc, chat lugng CSKH khong
chi anh huéng tryc tiép dén sy hai long va long
trung thanh cta khach hang ma con tac dong
manh mé dén doanh thu, thi phin va uy tin
thuong hiéu.
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cong tac cham soc chu dong chua dugc khai thac
t6i da, dan dén chi sd trai nghiém khich hang
(TNKH) binh quan chi dat 4,03/5,00, chua dat
muc tiéu ké hoach 4,13.

Nhitng han ché trén khong chi lam giam su
hai 10ng cta khach hang ma con anh huéng dén
kha ning giit chan thué bao va mé rong thi phan
trong mdi truong canh tranh gay git. Viéc khach
hang d& dang chuyén mang, cing véi ap luc tir
cac d6i thu ap dung cong nghé Al Big Data va
mo hinh ty phuc vu hién dai, doi hoi VNPT Tay
Ninh phai c¢6 nhitng thay d6i can ban trong chién
lugc CSKH. Néu khong cai thién kip thoi, doanh
nghiép s& d6i mat v6i nguy co mat dan loi thé
canh tranh va sut gidm doanh thu dai han.

Vi vy, vi€c nghién ctru chu dé “Phat trién
dich vu cham soc khach hang tai VNPT Tay Ninh”
1a hét stic can thiét, mang tinh cip bach ca vé ly
ludn va thuc tién. V& 1y luan, dé tai hé théng hoa
co s khoa hoc vé& CSKH, cac md hinh CSI,
SERVQUAL va xu hudéng tng dung cong nghé
s6. V& thuc tién, nghién ctu phan tich sau thuc
trang CSKH giai doan 2023-2025 thong qua khao
sat dinh Iuong trén 651 khach hang t6 chirc/doanh
nghiép, chi ra cac diém nghén va dé xudt hé
thong giai phap dong bg, kha thi: chuyén doi tir
cham soc thu dong sang chu dong, tdi wu trai
nghiém da kénh, déy manh tu phuc vu béng Al,
ca nhan hoa dich vu va gén CSKH voi ting
trudng doanh thu.

Nghién ctru khong chi gop phan giap VNPT
Téay Ninh nang cao chi s6 TNKH, t6i uu nguon
Iuc va thuc day muc tiéu kinh doanh giai doan
2026-2028, ma con cung cép tai liéu tham khao
c6 gia tri cho cac don vi VNPT khac trén dia ban
tinh va cac doanh nghi¢p VT-CNTT dang hudng
t6i chuyén doi sd. Viéc hoan thanh dé tai s& gop
phan khang dinh vai trd dan dit cia VNPT trong
hanh trinh x4y dung dich vu s6 1ay khach hang
lam trung tam tai tinh Tay Ninh.

2. Co s& ly thuyét

2.1. Co s6 Iy thuyét vé dich vu chiam séc
khdach hang

Trong bdi canh kinh té s va canh tranh khéc
ligt, dich vu cham soc khach hang (CSKH) duogc
xem la yéu td chién luge then chét quyét dinh su
ton tai va phat trién bén viing cua doanh nghiép.
Theo Kotler [1], CSKH khong chi la hoat dong
giai quyét khiéu nai ma 1a nghe thudt tao ra gia tri,
su thoa man va xay dung moi quan hé lau dai véi
khach hang, bién ho thanh nhimg nguoi tng ho
trung thanh cho thuong hi¢u.

Khach hang 14 c4 nhan hodc t6 chirc truc tiép
hodc gian tiép tiéu thu san phém, dich vu cua
doanh nghiép. Ho la trung tdm cua moi hoat dong
kinh doanh, 1a ngudén thu nhap chinh va quyét
dinh su song con cta doanh nghiép [1]. Khach
hang hién dai trong ky nguyén s c6 dic diém
chu dong tim kiém thong tin, doi hoi cao vé trai
nghiém ca nhan hoa, tién logi, trdch nhiém xa héi
va cong nghé. Hanh vi khach hang bao gdbm nim
giai doan: nhén biét nhu cau, tim kiém théng tin,
danh gia phuong an, quyét dinh mua va hanh vi
sau mua. Nhu cdu chim séc cua khach hang tap
trung vao sy ton trong, thau hiéu, tién loi, an toan,
gi4 ca hop 1y va dong cam.

Dich vu cham s6c khach hang 1a tap hop céc
hoat déng hd tro, tu van, giai quyét van dé trudc,
trong va sau khi mua hang nham théa man nhu
cdu, nang cao sy hai 10ng va duy tri mdi quan h¢
bén ving. Muyc tiéu chinh cia CSKH bao gom:
tao trai nghiém tich cuc, xay dung mbi quan hé
lau dai, tao 4n tuong tdt vé doanh nghiép va thu
hut khach hang tiém nang [1].

Dich vu CSKH ¢6 céac dic diém co ban: tinh
vo hinh, khong tach roi (san xudt va tidu diung
ddng thoi), tinh khong 6n dinh, khong luu trir va
tinh twong tac cao. Phan loai CSKH theo thoi
diém (trude, trong va sau ban hang) va theo hinh
thirc tuong tac (truc tiép va gian tiép). Tiéu chi
danh gia chit luong dich vu theo mé hinh
SERVQUAL ciia Parasuraman [2] gdm 5 nhom:
Su tin tuong, Kha nang dap umg, Nang luc phuc
vu, Su thdu hiéu, dong cam va Yéu tb hitu hinh.

Nguyén tic CSKH bao gom ling nghe thau
hiéu, ton trong khach hang, nhit quan trén moi
kénh va cd nhan hoa trdi nghiém. Cac phuong
thirc CSKH hién dai nhan manh ung dung cong
nghé (Al chatbot, self-service), mang xa hoi va
hé thong quan tri quan hé khach hang (CRM).

2.2. Mé hinh Chi sé hai long khich hang
(CS1)

M5 hinh Chi s6 hai 1ong khach hang (CSI) 14
cong cu quan trong dé do luong mirc d6 thdoa méin
cua khach hang. M6 hinh CSI (ACSI - My, ECSI
- Chau Au) phén tich mbi quan hé nhan qua giita
ky vong, chat lugng cam nhan, gia tri cam nhan,
su hai long va long trung thanh. Muc ti€u cia mo6
hinh 1a xac dinh khoang cach gitta ky vong va
thyc té, cung cap co s& khoa hoc dé doanh nghiép
cai tién dich vu, t6i wu quy trinh va nang cao hiéu
qua kinh doanh.

Cong cu quan ly dich vu CSKH bao gém
phan mém CRM (Hubspot, GetFly...), hé thong
tuong tac da kénh, téng dai 4o va cac nén tang tu
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dong hoa. Cac cong cu nay giup thu thap, phan
tich dir liéu khach hang, tuy dong hoéa quy trinh va
ca nhan hoa trai nghiém.

Xu huéng phat trién CSKH hién nay tap
trung vao: ung dung Al va tu dong hoa, phan tich
Big Data dé c4 nhan hoa, trai nghiém da kénh lién
mach va mé hinh ty phuc vu (self-service).
Nhiing xu huéng nay giap doanh nghiép dap tng
ky vong ngay cang cao cua khach hang vé toc do,
tién loi va su thiu hiéu.

2.3. Cdc nghién ciru trudc

Trong nudc, Phan Thi My Chién [5] nghién
ciru giai phap nang cao sy hai long cua khach
hang tai Chi nhanh FPT H6 Chi Minh, nhin manh
vai tro cia chuyén ddi s6 va ca nhan hoa dich vu.
Nguyén Hiru Dinh [6] phan tich sy hai long vé
dich vu di dong tai VNPT VinaPhone Vinh Long,
chi ra han ché vé tdc d6 dap tmg va dé xuat hoan
thién quy trinh.

Pham Phuong Mai [7] tap trung vao giai
phap nang cao hai long khach hang tai VNPT
Vinh Long. Cac nghién ciru nay déu chi ra ring
chat lwong CSKH anh hudng tryc tiép dén long
trung thanh va doanh thu.

V& Lam Tong [8] ciing nghién ctru vé CSKH
cua VNPT tai cac dia ban khac, tip trung vao
chat luong dich vu Internet cap quang va di dong,
lam ndi bat van dé dong bd kénh tuwong tac va
cham séc chu dong.

Céc nghién ctru trude day chu yéu tap trung
vao do luong sy hai long theo md hinh

SERVQUAL hoic ACSI tai mot sb dia ban cu thé,

it nghién ciru sau vé chuyén do6i tir CSKH thu
dong sang chu dong, két hop cong nghé s6 va gin
lién voi ting truong doanh thu tai cép tinh nhu
VNPT Tay Ninh. Hon nita, bdi canh 2023-2025
véi sy bung nd chuyén déi s6 sau dai dich va
canh tranh gay gat giita cac nha mang doi hoi
phai c6 nghién ctru cap nhét, toan dién hon.

3. Phwong phap nghién ciru
3.1. Phuwong phdp dinh tinh

Thu thap va phan tich tai liéu thir cp: cac
bao cdo ndi bo cia VNPT Tay Ninh (2023-2025),
tai liéu chién lwgc CSKH cta Tap doan VNPT,
cac van ban quy trinh, quy dinh lién quan dén
cham s6c¢ khach hang.

Phéng vén sau khong ciu trac va trao ddi y
kién véi lanh dao, nhan vién cac bo phan Kinh
doanh, K¥ thuat, CSKH va mot s6 khach hang dai
dién dé 1am 15 thuc trang, nguyén nhan han ché
va tinh kha thi cua cac giai phap.

Quan sat thuc té tai cac diém giao dich, téng
dai va hoat dong cham soc khach hang tai mét so
huyén, thi xa trén dia ban tinh Tay Ninh.

Nghién ctu st dung phuong phap khao sat
bang hoi dé thu thap dir liéu so cip, danh gia mirc
d6 hai long va cam nhén cia khach hang vé dich
vu CSKH.

Béang héi dugc xdy dung dua trén cac tiéu
chi cia md hinh SERVQUAL va cac yéu t6 cdt
161 trong quan tri trdi nghiém khach hang
(TNKH). Str dung thang do Likert 5 mirc do (1:
RAt khong hai long — 5: Rét hai 1ong). Bang hoi
gdm 3 nhém cau hoi chinh:

Thai d9, tdc phong cta nhan vién (Cau 1).
Thoi gian dap tmg va xtr 1y su ¢d (Cau 2).

Noi dung va hinh thuc cac chuong trinh
cham s6c khach hang (Céau 3).

Déi tuong va miu khao sat: Khach hang t6
chic/doanh nghiép dang st dung dich vu cua
VNPT Tay Ninh va nim trong danh sach trién
khai chuong trinh tri an CSKH. Mau khao sat ban
dau 12 651 khach hang sau khi chuén héa dit lidu.
Mau khao sat thanh cong 1a 616 khach hang, dat
ty 1¢ 94,62%.

Maic du nhém khach hang ca nhan/h gia
dinh (B2C) chiém sb luong 16n vé mit co hoc
trén dia ban tinh Tay Ninh, nhém khach hang t6
chirc/doanh nghiép (B2B/KHDN) lai 1a khbi
khach hang chién lugc, dong gop ty trong doanh
thu chinh va c6 bién lgi nhudn cao cho VNPT
Tay Ninh dac biét & cac mang dich vy sb, ha tﬁng
kénh truyén riéng, chimg thyc sd, hoa don dién tir
va cdc giai phap cong ngh¢ thong tin chuyén biét.
Khéi KHDN c¢6 yéu cau khit khe vé cam két chat
lwong dich vu (SLA), toe d6 xir 1y su ¢b ky thuat
va trai nghiém cham séc da kénh. Do d6, viéc tap
trung phéan tich sdu nhém KHDN phéan anh dang
"diém nghén" cbt 16i va dap tng truc tiép muc
tiéu cai thién trai nghiém dich vu sb cuia don vi.

3.2. Dir liéu nghién ciru

Pam bao d6 tin cay va gia tri cia nghién cuu,
bang hoi duoc kiém tra logic, ngdn ngit rd rang
va thir nghiém trude khi trién khai.

Dit lidu dugce kiém soat chat lugng loai bo
mau khong hop 18, xir Iy truong hop khach hang
khong hai long trong vong 24 gio.

Két hop da ngudn dit liéu (bdo cdo ndi by,
khéo sat, phong van) nhim ting tinh khai quat
hoa va giam sai I&ch.

Ngudn dir liéu thtr cip duoc thu thap tir:
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Bao cao hoat dong kinh doanh cia VNPT
Tay Ninh nam 2023, 2024, 2025 v&i doanh thu
theo ting nhom dich vy, s6 lugng thué bao.

Bio cédo két qua chuong trinh hanh dong
CSKH hang nam cta don vi.

Céc tai lidu chién lugc, quy trinh, chinh sich
CSKH cua Tap doan VNPT va VNPT Tay Ninh.

Dir liéu khao sat tr 616 khach hang to
chtrc/doanh nghiép (thanh cong).

= Cau 1 (Thai d6 nhan vién): Piém trung
binh 4,02/5,00.

= Cau 2 (Thot gian dap ung): Diém trung
binh 4,00/5,00 (thap nhat).

= Cau 3 (Chinh sach tri an): Piém trung
binh 4,06/5,00.

* Piém TNKH binh quin toan hé thdng:
4,03/5,00.

4. Thue trang cham séc khach hang tai VNPT
Téy Ninh

4.1. Gidi thiéu VNPT Tay Ninh

Muc tiéu cham s6c khach hang ctia VNPT
giai doan 2023-2025, dac biét trong nam 2025 tap
trung vao viéc s6 hoa toan dién, c4 nhan hoa trai
nghiém va 1ay khach hang 1am trung tim. VNPT
khong chi chua trong hd tro ky thuat ma con kién
tao mot h¢ sinh thai dich vu sb lién mach, hién
dai. Cham séc khach hang tr¢ thanh lya chon sb
v6i muyc tiéu chién luge tré thanh nha cung cap
dich vu vién théng - CNTT hang dau tai Viét
Nam. Nang cao muc d¢ hai long, ting cuong trai
nghiém khach hang tai moi diém tiép xuc thong
qua viéc thau hiéu hanh vi va tim 1y nguoi dung.
Giir chan va phat trién khach hang trung thanh,
giam ty 1¢ roi mang, va thu hit khach hang moi
bang cac chwong trinh tri an hap dan. S6 héa quy
trinh khi chuyén d6i tir chim soc truyén thong
sang cham soc s, tu dong hoa cac khau ho tro.

VNPT Tay Ninh 1a nha cung cip dich vu
cham soc khach hang c6 chi sd trai nghiém khach
hang xuét sic nhit tinh. VNPT Tay Ninh tré' nén
khac biét so voi cac ddi thi canh tranh, mang dén

nhing trai nghiém két ndi hoan toan méi cho
khach hang, tao ra mdt cai nhin duy nhét vé moi
khéch hang trén moi diém tiép xiic -tai tit ca cic
kénh ban hang cua VNPT Tay Ninh.

Lay khach hang lam trung tim, VNPT Tay
Ninh dam bao rang khach hang 13 trung tim cua
moi triét ly, hoat dong cua VNPT Tay Ninh.
VNPT Tay Ninh tin rang chinh khach hang 1a ly
do d&& VNPT Tay Ninh c6 thé ton tai, va s& lam
moi cach dé giit cho khach hang hai long. Kién
tao trai nghiém tuyét voi cho khach hang khong
phai nhiém vu cta bd phan cham séc khach hang
hay nhiém vu riéng 1¢ cia mot don vi cu thé. Tat
ca nhan vién, tat ca cac bd phan/don vi tryc thude
VNPT Tay Ninh s& déu can phai cing nd luc dé
tir 46 co thé 1am hai long khach hang.

4.2. Muc tiéu chién lwgc

Xay dyng chuong trinh trai nghiém két ndi
cho moi ddi tuong khach hang st dung dich vu
cua VNPT Tay Ninh, bam sat theo cac tru cot: (a)
Quan tri TNKH, (b) H¢ théng cong cu hd tro
(cong nghé), (¢) Té chic — Van hanh, (d) Vian
hoéa, (e) D liéu dya trén thang diém TM Forum
danh gia tir 1 dén 5.

Cép d6 1 - Khoi dau: Nhan thirc so khai vé
s6 hoa, cac quy trinh chu yéu lam thu cong va roi
rac.

Cép d0 2 - Pang quan 1y: Bit dau trién khai
cac cong nghé s6 nhung con cuc by va phan
manh gitra cac b phan.

Cép d6 3 - Xéc dinh/Pinh hinh: Quy trinh
chuyén do6i s6 duoc chuén hoa, tich hop va ap
dung thong nhat trong toan t6 chuc.

Cip d6 4 - Po ludong/Quan 1y dinh luong:
Doanh nghiép sir dung dit liéu va cic chi sb
(KPIs) dé theo ddi, quan 1y sat sao hiéu qua
chuyén dbi.

Cép do 5 - Tdi wu hoéa: Cong nghé sd dong
vai tro cot 161 trong van hanh, lién tuc ddi méi, tu
dong hoa toan dién va nang cao trai nghiém
khéch hang.

4.3. Phdn tich thuc trang

Bdng 1. Do lwong trdi nghiém khdach hang

Tru cgt Nhoém chi tiéu Muc tiéu 2025
Po luong trai nghiém khach hang 4,00
Quan trj trai nghiém | Quan Iy trai nghiém khach hang 4,20
khach hang ThAu hidu khach hang 4,50
Mtrc d¢ tin nhiém vdi khach hang 3,80
Piém quin tri trai nghi¢m khich hang 4,13

(Nguon: Khao sdt ciia tdc gid)
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Lay khach hang lam trung tm, thay déi dan
phuong phéap quan tri tir quan tri trai nghiém theo
ting dich vu tién t6i quan tri trdi nghiém theo
tirng phén loai khach hang.

Thiét ké mo hinh trai nghiém khach hang

1ién mach tir khach hang t&i nhan vién va cac dbi

tac cua VNPT Tay Ninh dé cai thién gia tri khach
hang, thu hep khoang cach gitia kha nang dap
ung cua VNPT Tay Ninh v6i mong dgi ctia khach
hang.

Bing 2. Hé thong cong cu ho tro

Tru cot Nhom chi tiéu Muc tiéu 2030

Quan tri cong nghé ho tro trai nghiém khach hang 3,75
Kién truc cong nghé va tng dung dé nim bat hanh vi
cua khach hang 3,00

Cong nghé Ung dung va nén ting hd trg quan ly quy trinh trai
nghiém khach hang 3,50
Lién két va tinh toan 3,33
Diém cong nghé hd trg trai nghiém khach hang 3,40

(Nguon: Khao sat cua tac gia)
Xay dung cong cu, phat trién hé thong hd tro tang nay trong toan b vong doi cua khach hang
trén nén tang cong nghé¢ thong minh gitp quan tri  d¢ dem dén gia tri vong doi khach hang (CLV)
di liéu khach hang, sit dung hiéu qua cac nén ngay mot 16n hon cho VNPT Tay Ninh.
Bing 3. Hé thong t6 chikc, vin hanh

Tru cot Nhoém chi tiéu Muc tiéu 2030
Quan 1y hoat dong trai nghiém khach hang 4,00
N Thiet ké va d61 méi dich vu nhim mang lai trdi nghiém
To chire, van | khach hang 3,75
hanh Pam bao dap tng dwoc trai nghiém da cam két vai
khéch hang 4,50
Piém Tb chirc, van hanh 4,08

(Nguon: Khao sat cua tac gia)

X4y dung, hoan thién cong tac to chirc, diéu
hanh céc bo phan cia VNPT Tay Ninh mét cach
hiéu qué va linh hoat dé thuc hién chuyén ddi trai
nghiém khach hang. Véi dinh huéng “Lay khach

hang 1am trung tdm”, cdn dam bao con ngudi van
1a chu thé chinh trong trai nghiém khach hang,
can ddi hai hoa yéu t& “may moéc hd trg con
nguoi” trong qua trinh cham séc¢ khach hang.

Bing 4. Viin héa té chive

Tru cft Nhom chi tiéu Muc tiéu 2030
Gia tri t0 chure 3,50
Co hoi phat trién 3,83

Vin héa Mbi truong [am viéc 4,00
Diém van hoa 3,78

Cai thién sy gin két to chuc va ting cudng
kha ning phan quyén phan nhiém cua VNPT,
ddng b tir quy trinh quan 1y, ning luc va su hiéu
biét tir cdp trén xudng cAp dudi dé dam bao kha

(Nguon: Khao sat cua tac gia)
nang phan quyén linh hoat va hiéu qua quan ly
cia VNPT Tay Ninh. Bam bdo van hoa lay khach
hang lam trung tdm dugc tham nhuan trong toan
bd can bd cong nhan vién ctia VNPT Tay Ninh.

Bing 5. Qudn tri di¥ liéu ciia 16 chire

Tru cot Nhoém chi tiéu Muc tiéu 2030
Quan tri dir liéu Ve trai nghiém khach hang 4,14
Hé théng, quy trinh thu thap, Iuu trit, xur 1y dir liéu 4,00

Dir li¢u Gia trj mang lai cta di lidu trai nghiém khach hang 3,33
Pi¢m dir liu 3,83

(Nguon: Khao sat cua tac gia)
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Nang cao vai tro cua dir li€u trong trai
nghiém khéach hang, hudng téi muc tiéu cung cp
trai nghiém ca nhan hoa cho khach hang cuia
VNPT Tay Ninh. Dir liéu 1a chia khéa cho mdi
quan hé 1au dai gitp VNPT Tay Ninh hiéu rd hon
vé khach hang, tir 46 mang lai nhitng tuong tac c6
tinh c& nhan véi tung khach hang.

4.4. Mt s6 két qua dat dwoc

- Chuyén dich sang nén tang s da giam tai
ap luc cho cac quy giao dich truyén thong bing
cach dich chuyén ty 18 16n khich hang ca nhan
sang tu phuc vu trén app My VNPT. Khach hang
c6 thé ty dong cude qua vi VNPT Money, ddi goi
cudc va bao hong ha ting cap quang My VNPT.

- Pao tao, chuin hoa do6i ngli AM chuyén
phuc vu cac dbi tuong khach hang 16n, khach
hang VIP thudc khdi co quan chinh quyén, ngin
hang, va khdi doanh nghiép FDI tai cac khu cong
nghiép, dugc ap dung quy trinh hd tro k§ thuat va
xtr 1y su ¢ kénh truyén truc tiép 24/7 véi cam két
SLA nghiém ngit. Nghiém tic trién khai cac
chuong trinh cham so6c dinh ky, gia tang chinh
sach uu dai cho khach hang than thiét, ting qua
sinh nhat va vu dii dya trén muc chi tiéu thuc té
theo tiéu chuan dénh gia cta timg khach hang.

- Thay vi chi danh gia khach hang qua cam
tinh cua nhan vién, VNPT Tay Ninh da dua vao
van hanh hé thdng do luong chi s6 khach hang
than thiét voi muc tiéu diém s6 TNKH dat mirc
t6i thiéu 4,13/5,00. Viéc thu thap dir liéu phan hoi
ctia khach hang ngay sau khi két thiic giao dich
giup don vi phat hién nhanh cac "diém cham" bi
16i dé khéc phuc kip thoi.

4.5. Tén tai, han ché

- Trai nghiém da kénh chua hoan toan lién
mach thong tin giita b phan tiép nhan (Tong
dai/Kénh s6) va bo phan thyc hién tai dia ban (K§
thuat vién thong cac huyén/thi xa) doi lic con c6
do tré. Khach hang trong mot vai trudng hop van
phai 1dp lai théng tin phan anh khi chuyén tir
kénh tuong tac sé sang kénh tuong tac truc tiép
véi nhan vién ky thuét dia ban.

- Céc chuong trinh CSKH trién khai chua
ddng déu giita cac khu vuc: Nhimg khu vuc
Thanh phd Tay Ninh, thi xi Hoa Thanh, Trang
Bang c¢o ty 1€ cai dat app My VNPT va thanh toan
khong dung tién mat rat cao, con tai cac huyén
bién gidi, vung sau (nhu Tan Chau, Tan Bién,
Chau Thanh) thi twong d6i thap.

- Dich vu CSKH van con ton tai hinh thitc
van hanh theo mé hinh thu dong cho khach hang
bao su ¢ hodc khiéu nai réi méi xir Iy. Viée khai
thac dir liéu 16n dé dy bao sém hanh vi roi mang

hodc chu dong bég t{i ha tﬁng trude khi khach
hang nhan ra sy ¢o0 van chua dat d§ phu nhu ky
vong.

5. Giai phap phat trién dich vu chim séc
khach hang tai VNPT Tay Ninh

D¢ nang chi s6 TNKH tir 4,03 1én muyc tiéu
4,13/5,00 va vuot trdi hon trong giai doan 2026-
2028, VNPT Tay Ninh can trién khai dong b cac
giai phap sau:

1. Chuyén ddi tir cham soc thu dong sang
chu dong: Xay dung hé thdng canh bao som dua
trén dir li€u real-time (giam sat suy hao duong
truyén, hanh vi sir dung) va nén tang ban dd sb
GIS. Khi phat hién nguy co su ¢d hodc nguy co
r0i mang, hé thong tu dong diéu phdi d6i PUN
(phéan ng nhanh) ky thudt — CSKH — kinh doanh
xur 1y trong vong ti da 2 gio, két hop chinh sach
uu dai ca nhan hoa kip thoi.

2. Ti wu trai nghiém da kénh lién mach va
tu phuc vu: Déng bd toan dién dir ligu giita App
My VNPT, téng dai, Zalo OA, Facebook va hé
thong ky thuat. Nang cdp manh mé& Al
Chatbot/Voicebot thong minh trén App My
VNPT dé khach hang ty tra ciru, dong cudc, doi
g01 bao hong va tu khic phuc sw ¢0 co ban 24/7,
giam tai cho téng dai va giao dich truc tiép, dic
biét tai ving sau, bién gidi.

3. Ca nhan hoa dich vu gin véi ting trudng
doanh thu: Xay dung chén dung khach hang chi
tiét dya trén Big Data, phan khiic 1 rang (ca nhan,
SME, doanh nghi¢p FDI, VIP). Trién khai
chuong trinh tri an theo vong doi khach hang nhu
sinh nhét, ky niém hop dong, dip lé va chinh sach
“Nang cip toc do gt nguyén gia”. Dao tao nhan
vién tdn dung moi diém cham dé tu van
upsell/cross-sell tinh té v&i khach hang.

4. Nang cao ngudn lyc con ngudi va phan
quyén: Ap dung KPI + BSC minh bach, thuéng
phat rd rang gén v6i diém hai long khach hang
Tang phan quyén cho doi PUN va nhén vién
tuyen dau trong xir Iy khiéu nai va wu dai nho.
Pay manh dao tao k¥ ning thau hiéu khach hang
va ban hang ho tro.

5. Giam sat va cai tién lién tuc: Pa dang hoa
cong cu do luong TNKH (CSAT tuc thi, CES,
khio sat dinh ky) két hop vong lap phan hoi
nhanh dé diéu chinh kip thoi.

Viéc thuc hién quyét liét cac giai phap trén
s€ giip VNPT Tay Ninh khoéng chi khic phuc
diém nghén vé téc do dap tng va tinh lién mach
ma con bién CSKH try thanh dong luc ting
truong bén viing, nang cao long trung thanh va
thi phan trén dia ban T4y Ninh.
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