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TAI CHINH DOANH NGHIEP

DANH GIA HANH TRIiNH TRAI NGHIEM KHACH HANG -
XU Hll'l'[NG CHAM SOC KH[\(?H HANG CUA DOANH NGHIEP
VIEN THONG TRONG BOI CANH CACH MANG 4.0

TS. Lé Thi Lan*

Cuéc cdch mang 4.0 da tao diéu kién dich vu Vién théng - Céng nghé théng tin (VT-CNTT) phat trién manh
mé hon, nhwng né ciing lam cho sw canh tranh & thj trieong nay dién ra gay gat hon. Piéu nay buéc cac
doanh nghiép VT-CNTT phai ra nhiéu gié tri gia ting hon cho san pham, dich vu va quan tam nhiéu hon dén
hanh trinh trai nghiém cua khdach hang. Nghién ctru nay tap trung khao sat hanh trinh trai nghiém cta khach
hang va so sdnh véi cdc chi tiéu ddnh gid hoat déng cham séc khdach hang cta doanh nghiép. Pé cé géc
nhin toan dién, nghién ctru da str dung géc nhin cia doanh nghiép théng qua cédc sé liéu thir cdp va géc
nhin cta khdach hang théng qua két qua khéo sét 231 khdch hang dang st dung dich cia VNPT trén dja ban
Thanh Héa. Két qua nghién ctru la co’ sé& dé ra nhikng giai phdp nham ndng cao chét lwong céng tac cham
séc khdch hang cta VNPT ciing nhw céc doanh nghiép VT-CNTT trong béi canh hién nay.

» Tlr khéa: hanh trinh trdi nghiém khach hang, chdm séc khach hang, sw hai long cda khach hang.

The 4.0 revolution has created conditions for the
Telecommunications - Information Technology (VT-
CNTT) service to develop more strongly, but it has
also made competition in this market more fierce.
This forces VT-CNTT enterprises to create more
added value for products and services and pay
more attention to the customer experience journey.
This study focuses on surveying the customer
experience journey and comparing it with the criteria
for evaluating the customer care activities of the
enterprise. To have a comprehensive perspective,
the study used the perspective of the enterprise
through secondary data and the perspective of

the customer through the survey results of 231
customers using VNPT services in Thanh Hoa. The
research results are the basis for proposing solutions
to improve the quality of customer care of VNPT as
well as VT-CNTT enterprises in the current context.

» Key words: customer experience journey, customer
care, customer satisfaction.

Mé dau

Thé giGi dang thay d6i timg ngay va dugc danh
dau su phat trién manh cua nhleu cong ngh¢ tién
tién nhu AL IoT, ML, thuc té a0, dién toan dam
may... Nam 2024, Chinh pha Viét Nam dua ra
dinh huong Phat trién kinh té s6 véi 4 tru cot: Cong
nghiép CNTT va TT, S6 hoa cic nganh, Quan tri
s6 va Dir liéu sb. Pay ciing 1a nam thwong mai hoa
5G trén pham vi toan qudc (Bo CNTT&TT, 2024).
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Nhiing cu hich nay da tao ra diéu kién thuan loi
cho su phat trién cua cac doanh nghiép VI-CNTT,
nhung ciing la yéu t6 khién thi truong canh tranh
gay gat hon. Trong thoi diém kho khan nay, didu
quan trong 1a phai gitt khach hang két nbi véi dich
vu vién thong,

VNPT Thanh Héa 13 don vi kinh té truc thudc
Tép doan Buu chinh Vién thong Viét Nam. Trong
giai doan tir 2020 - 2025, thi truong Vién thong-
CNTT trong tiép tuc bi chia s¢, cac dich vu mang
lai doanh thu lgi nhuén cao nhu: di dong, Internet,
truyén hinh... tiép tuc bi canh tranh manh mé.
Tuy nhién vuot 1€n trén nhitng kho khan thach
thirc 6, doanh nghiép da dat duoc nhiing két qua
toan di¢n.... Nam 2024 VNPT Thanh Hoéa dung
thtr 4/63 tinh thanh. Tong doanh thu dia ban cua
don vi nim 2024 1a 1.246 ty dong, ting 7% so
voi nam 2023, trong d6 dich vu vién thong 1029
ty tang 6%, Dich vu cong ngh¢ thong tin 217,7
ty tang 10% Cac dich vu khac 5,9 ty tang 8%.
VNPT Thanh Hoa di trién khai nhiéu giai phap
tich cuc, thay d6i cong nghé, chinh sach va thi
truong; xay dung hiéu qua cong tac lién két, hop
tac phat trién; phdi hop chiat ché, hiéu qua gitra
Kinh doanh - K§ thuét; dic biét, ddy manh cac
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hoat dong chim soc ban hang nham thuc day
phat trién kinh doanh.

1. Co sé Iy thuyét hanh trinh trai nghiém
khach hang

Trai nghiém khach hang d4 nhan dugc rat nhicu
su quan tam, thu hut cia gidi hoc gia nghién cuu
vé marketing tir som. Khéi niém nay dugc lam rd
hon trong nghién ctru ciia Pine va Gilmore (1999),
Schmitt, B.H. (1999) v&i quan diém “Trai nghiém
khach hang 1a tong thé tit ca nhiing trai nghiém
ma mot khach hang c6 dugc trong mdi quan hé
v6i nha cung g hang hoa va dich vu trong subt
qua trinh ma hai bén c¢6 méi quan hé mua ban hang
héa voi nhau”.

Khai niém duoc nhiéu hoc nghién clru deé cap hon
do 1a “Trai nghiém khach hang la khoang cach mong
doi gitra mtrc d§ “trai nghiém” ma khach hang nghi
la ho dat dugc voi mirc dg ma ho dat dugce” Schmitt,
B.H. (1999). Ivens (2002), Verhoef, P va cong su
(2009), cling cung quan diém v6i quan diém nay khi
dua ra quan diém quan ly trai nghiém khach hang “la
thu hep khoang céach giira cai ma khach hang nhan
dugc va sy mong doi cua khach hang”.

Nghién ctu nay st dung quan diém: “Trai
nghiém khach hang (KH) la cam nhén cia KH vé
mot thuong hiéu theo thoi gian. D6 1a két qua sau
nhiéu twong tac ma KH c6 v6i DN tai nhiéu diém
tiép xtic khac nhau. KH muén dat dugc gia tri tbt
nhét tr s6 tién ho bo ra mua san phém, dich vu.
Trai nghiém tich cyuc gitp ting cudng mdi quan
h¢ gitra khach hang va doanh nghiép, tir d6 khach
hang duy tri théi quen mua hang (Hart, C va céac
cong su, 2007)

Hanh trinh trai nghiém khach hang (CJ) mé
phong qua trinh khach trai nghiém mdt thuong
hiéu theo thoi gian (Erna Andajani,2015). Viéc
mo ta hanh trinh trai nghiém KH gitp DN nam
bét chinh x4c nhitng diém cham (touch-point) va
nhimg gi KH suy nghi, twong tac voi thuong hiéu,
dam bao tinh nhat quan ¢ tat ca cac diém tiép xuc
va trén tat ca cac kénh.

Xu huodng tiéu dung cua khach hang thuong
xuyén thay doi (Erna Andajani 2015) doi hoi cac
nha quan tri phai c6 goc nhin méi. Trong bdi canh
cach mang 4.0 thi xu xudng cham so6c khach hang
phai thich ing ddc biét cac doanh nghiép phai lam
tiép thi co thé gia tang hiéu suit bang cach tim
hiéu vé hanh trinh khach hang trong ky nguyén s
nay (Kotler, 2014).

2. Panh gia dich vu cham séc khach hang va
hanh trinh trai nghiém caa khach hang déi véi
dich vu vién théng cia VNPT

2.1. Theo mét sé chi tiéu danh gid ciia doanh
nghiép

* Theo chi s6 Q0S/QoE

Chi s6 vé chat lwong dich vu Q0S8 (Quality of
Service). Day 1a mot cach thire didu khién mirc do
uu t1en traffic cia hé thong mang. QoS co nhiém vu
truyen tin hiéu véi thoi gian tré tdi thiéu va cung
cap luu luong bang thong cho nhiing Gng dung
truyén thong da phuong tién. Nam 2024 cac chi so
nay cia VNPT Thanh Hoa ¢ mutic 98,41-99,9%.

Chi s6 trai nghiém cia khach hang QoE
(Quality of Experience) 1a chi s6 do sy hai long
cua khach hang. Vi sy cam nhan va ky vong cua
cac khach hang khong bao gio gidng nhau, nén
céc gia tri thong s6 QoE s& khac nhau ddi vai cac
thué bao khac nhau. QoE bao gém ca cam nhén
ctia khach hang d6i v6i chat lugng tong thé dich
vu vién thong md rong tir chat lugng dich vu
khach quan (QoS) dén chét lwong trai nghiém chi
quan cao hon. Chi s6 nay cia VNPT Thanh Hoa
nim 2024 & murc tir 98,02-99,18%, thap hon chi
s6 QoE moét chut.

Céc két qua nay dugc do ludng danh gia hing
thang 1a mot trong nhiing chi tiéu cung dé danh
gia chét lugng dich vu. Dich vu dich vu Fiber VNN
cia VNPT Thanh Hoa dénh gia theo chi so chét
lwong QoS/QoE duoc 5/5 diém va dimg Top 5/63
VNPT cac tinh thanh.

Hinh 1: Minh hoa vé chi sd chat lwgng dich vu
QoS va QoE cua VNPT Thanh Héa
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Chat lwong phuc vu

V& chi tiéu thiét 1ap dich vu va khic phuc sy
c0 tai cac dia ban cac chi ti€u thiét 1ap dich vu va
va khac phuc su c6 dich vu FiberVNN dugc danh
gia theo tung dia ban huyén, thi 1am co s danh
gia KPI cta cac don vi vi vay dong luc dé cac don
vi nang cao chat lugng dich vu dugc coi trong.
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Ngoai ra VNPT Thanh Hoéa céc chi tiéu chat lugng
dich vu phuc vu khach nag duoc danh gia va do
ludng timg thang dén timg don vi. Két qua tong
hop cho thay, chat luong phuc vu khach hang lp
dat déu dat trén 99%.

Chi tiéu thoi gian xit Iy sw co

DPbi v6i dich vu FiberVNN, Leased line,
MegaWan, Metronet: diéu xir ly su ¢6 dich vu
ngay sau khi khach hang bao hong. Dbi véi dich
vu IPTV (LamSonTV, MyTV): Xt Iy sy ¢6 dich
vu cho khach hang ngay trong budi khach hang
bao hong dat 100% trong vong 24h.

2.2. Danh gia dich vu cham soc khdach hang
ciua VNPT Thanh Hoa thong qua tiéu chi phan
héi ciia khdch hang

La mot doanh nghiép cung cip dich vu vién
thong co6 thi phﬁn 16n nhat trén thi truong, thi theo
cac chi tiéu danh gia cua doanh nghiép thi cac chi
s6 danh gia déu kha cao. Pé c6 goc nhin da chiéu,
nghién ctru khao sat 250 khach hang thu vé 231
phiéu hop 1&. Béi tuong khach hang dang st dung
dich vu bang rong ¢ dinh tai VNPT Thanh Hoa.
Két qua nghién ciru cho thiy van con mét sé noi
dung trong cong tac cham soéc khach hang cua
doanh nghiép can hoan thién. Cu thé

* Pdnh gid s long vé dgi ngil nhan vién cham
soc khach hang

Hinh 2: Panh gia cia Khach hang vé cac dich vu
chadm séc khach hang ctia VNPT Thanh Héa

4.3 Su linh hoat trong chuyén ddi géi cuéc § 3,47
4.2 Glri théng bdo thanh toan va bién lai dung... § 3,91
4.1 Thun tién thanh toan cuéc vién théng § 19
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Nguon: Tong hop tir két qua khdo sdt cua tac gia

Két qua khao sat tir 321 khach hang cho thiy
khach hang danh gia cao vé doi ngii chim soc
khach hang cta don vi. Pac biét cac hotline cta
don vi ludn ling nghe va ghi nhan kip thoi cac
yéu cdu cuia khach hang nén dugc danh gia kha
cao (4,47 diém). Tuy nhién, 2 ndi dung cdt 18i ctia

dich vu cham soc khach hang la thai d6 phuc vu
ctia nhén vién va ndi dung tu van khach hang chwa
duoc khach hang danh gia thuc sy cao (3,67 va
3,44 diém). Vi vdy doanh nghiép can dao tao dé
cai thién ndi dung nay.

Sw hai long vé chinh sach cham séc khdach hang

Déi vai tidu chi vé chinh sach chim soc khach
hang thi khach hang kha hai long véi cac chinh
sach khuyén mai va qua ting cta don vi, nhung
cac chuong trinh giam gia cho khach hang cii thi
chua dugc dé ¥ nhiéu.

Sw hai long vé Chdt lwong dwong truyén

VNPT dang duoc danh gia cao vé chét luong
duong truyén so v4i cac ddi thi canh tranh trén
thi truong. Tuy nhién khi khao sat khach hang
thi ty 1 hai 10ng cta khach hang vé tiéu chi nay
van thap hon so véi cac chi sd khac (tir 3,44-
3,51). Mic du nhitng nim gan diy Doanh nghiép
lién tuc nang cap dudng truyén, tang s6 tram vién
thong, nhung van con nhiéu khach hang chua
thuc sy hai long. Piéu nay cho thay nhu cau va
doi hoi cua khach hang ngay cang cao. Nhat 1a
trong bdi canh hau Covid khach hang quen v&i
hanh vi mua sam online, giai tri online... nén nhu
cau truy nhap dir liéu ngay cang 16n.

Sw thudn tién trong thanh todan

V6i yéu t6 nay thi VNPT ludn duge danh gia
cao & muc 3.91 - 3.95 diém. Diéu nay khang dinh
v6i hé thong kénh phan phdi rong khip 27 huyén
thi va sy uu tién 4p dung cong nghé vao hé thong
thanh toan rat thuan tién cho khach hang. Tuy
nhién d6i v6i yéu t6 sy linh hoat trong chuyén do6i
g0i cudc khach hang danh gia chua cao. Vi vay
day ciing 1a yéu to VNPT can dé y hon.

S hai long vé chinh sdach chiam séc khach hang

Déi vai tidu chi vé chinh sach chim soc khach
hang thi khach hang kha hai long véi cac chinh
sach khuyén mai va qua ting cta don vi, nhung
cac chuong trinh giam gié cho khach hang cii thi
chua duoc dé ¥ nhiéu.

2.3. Danh gia dich vu cham soc khdach hang
ciia VNPT theo hanh trinh trdi nghiém khach
hang

VNPT thanh Héa da mo6 phong qua trinh KH
trai nghiém mot thuong hi¢u theo thoi gian. Doanh
nghiép da str dung Bo chi s6 chét lugng mang —
Dich vu 1a thuéc do vé chat lugng mang, dich vu
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va chat luong trai nghiém khach hang. La cong cu
dé danh gia, diéu hanh dam bao chat lugng mang,
dich vu.

Hanh trinh trai nghiém khach hang ddi voi cac
dich vu cia VNPT dupc mo ta gém 3 giai doan
16m, 9 giai doan cu thé va 16 diém cham theo so
do sau:

Hinh 3. Hanh trinh trai nghiém khach hang

Giaidoan chiasé

Giaidoan mua hang

Giaidoanstrdung

VNPT thanh Hoa da mo6 phdéng qua trinh KH
trai nghiém mat thuong hi€u theo thoi gian. Viée
mo ta hanh trinh trai nghiém KH gitp DN nam
bét chinh x4c nhitng diém tiép xtc (diém cham)
(touch-point) va nhirng gi KH suy nghi, tuong tac
voi thuong hiéu, dam bao tinh nhat quan ¢ tat ca
cac diém tiép xuc va trén tat ca cac kénh. Doanh
nghiép da st dung Bo chi s6 chét luong mang —
Dich vu la thuéc do vé chét lugng mang, dich vu
va chat luong trai nghiém khach hang.

Nghién cuu tir géc do khach hang va goc do
doanh nghiép ¢ trén cho thay c¢6 nhiing khoang
cach nhat dinh trong viéc danh gia cac dich vu
cham soc khach hang. Vi vay ¢ ndi dung nay
nghién ctou s€ danh gid hanh trinh trai nghiém
khach hang thong qua két qua khao sat 250 khach
hang dang sur dung dich vu bang rong ¢d dinh cua
VNPT Thanh Héa, S6 phiéu hop 1¢ thu vé 1a 231
phiéu. Tong hop két qua khao sat khach hang tac
gia da mo ta dugc hanh trinh trai nghiém khach
hang duéi day:

Hinh 4: Tong ho'p hanh trinh trai nghiém
khach hang

Nguén: Tong hop tir khdo sdt ciia tic gid

Trong nghién ctru nay tac gia tap trung va mo

ta hanh trinh trai nghi¢ém cua khach hang dang su
dung dich vu bang rong c¢o6 dinh cua VNPT. Két

quéa khao sat cho thay khach hang lya chon chu
yéu vi dich vu vi thwong hiéu cia VNPT ciing nhu
vé su chu d4o nhiét tinh cua nhan vién chim séc
khéach hang. Ngoai ra khiach hang cling mong doi
chét lugng mang 6n dinh hon va toc do truy nhap
nhanh hon; nhan vién hd trg nhiét tinh hon; géi
cude thém nhiéu dich vu kém theo hon.

2.4. Danh gida chung vé thuc trang hoat dong
chim séc khdach hang ciia dich vu bing réng cé
dinh ciia VNPT trén dja ban tinh Thanh Hoa

2.4.1. Nhitng két qua dat dwoc

La mot doanh nghiép din dau thi trudng vé
dich vu bang rong ¢6 dinh, VNPT Thanh Hoa c6
nhiéu nd lyc trong cong tac chim soc khach hang.
Cong tac phan loai khach hang da dugc thuc hién
nghiém tac va diy du.Cac chinh sach cham séc
khach hang da dugc xay dung bai ban phu hop
v6i timg doi twong cu thé. Cac kénh cham séc
khach hang duoc xay dung da dang ca truc tiép
va online. Hé théng trai nghiém dich vu ciing da
dugc quan tam danh gia va cac chi tiéu dugc tap
doan danh gia cao (top 5 toan qudc). Hé thong
cham s6c khach hang c6 mét trén 27 huyén thi cia
dia ban tinh Thanh Hoéa. Cac chinh séch ban hang
linh hoat, viéc diéu hanh kinh doanh bam sat dia
ban, thi trudng va phu hop tung giai doan. Chinh
sach khuyén mai cling phong pht dép g nhu cau
cua khach hang. Cham soéc khach hang chu dong
tiép can xir 1y kip thoi cac thué bao trong ngay.

2.4.2. Céc ton tai, han ché

Bén canh cac két qué dat dugc cong tac cham
soc khach hang cua dich vu bang rong cb dinh cua
VNPT Thanh Héa van ton tai mot s6 han ché nhu:
Cong tac trai nghiém khach hang da duoc quan
tam trién khai, nhung murc do cai thién van con
han ché, chua dap mg yéu cau ciia khach hang.
Heé théng cham séc khach hang qua tu van online
hiéu qua tiép can khach hang mé&i va ty 1& tu van
thanh cong qua kénh online con thap. Cong tac
cap nhat thong tin va phdi hop tuyén truyén giira
doanh nghiép vién thong va cac co quan quan ly
nha nudc chua thuong xuyén, hiéu qua chua cao,
vi vay mot s6 dia ban da bi dbi thu canh tranh
chiam séc t6t hon thay thé dich vu. Doi ngil cham
soc khach hang chua thuc sy chuyén nghi¢p. Cac
noi dung tu van khach hang chua dénh gia cao.
Su chuyén dbi giira cac goi cude con chua thyuc
su linh hoat.
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3. Mt sb giai phap gop phin hoan thién
cong tac cham séc khach hang ciia VNPT trong
bdi canh cach mang 4.0

Xdy dung van héa cham séc khdach hang phu
hop véi béi cinh 4.0

VNPT c6 truyén théng xay dung van hoa doanh
nghiép lau doi v6i ddy du cac yéu to nhan dién
thuong hiéu cho cong tac truyén théng quang ba
nhu Logo Slogan, gia tri cot 16i...Ngoai ra VNPT
c6 bd van hoa ing xu va giao tiép chuyén nghiép
Vi vay | can thuc day viéc thuc hién cac chuan muc
nay dé nang cao chit luong dich vu chiam soc
khach hang. Dic biét trong bdi canh 4.0 s& thich
va hanh vi mua sim cua khach hang da thay doi rat
nhiéu. Vi vay doanh nghiép can xay dung bd vin
hoa cham soc khach hang phu hop.

Boi dwéng, dio tao néng cao chit lwong
nguén nhin lwc phuc vu khich hang phi hop
véi béi cinh méi

Bén canh d¢i ngti cham s6c¢ khach hang chuyén
nghiép thi v6i dic thu cua dich vu vién thong thi
mdi can b nhan vién tiép xuc voi khach hang va
thuc hién nghiép vu cling chinh 1a nhan vién cham
soc khach hang vi vay cung v6i van hoa doanh
nghiép thi cac hoat dong dao tao ky ning va kién
thirc chuyén mon can thudng xuyén dugc thuc
hién. Khuyén khich nguoi lao dong tu hoc tap dé
nang cao trinh d0, k¥ niang, dap ung sy thay doi
ctia cong nghé va thi truong phu hop véi bdi canh
4.0 hi¢n nay.

Si dung dich vu ding ky dé ning cao trdi
nghiém cia VNPT

Thong qua dich vu dang ky, doanh nghiép c6
thé dat duoc nhiing cai tién vé trai nghiém tir cac
khach hang. Doanh nghiép c6 thé ca nhan héa va
cung cap ndi dung tiry chinh hodc cac phuong phap
diéu tri ddc biét dwa trén nhu cau va so thich cta
khach hang.Thong qua mé hinh dang ky, VNPT
c6 thé thiét 1ap su twong tic va giao tiép chit chd
hon véi khach hang. Dich vu dang ky ciing c6 thé
mang lai nhiéu tién ich va dic quyén hon nhu uu
tién mua hang, giam gia, su kién doc quyén... Sur
dung dich vu diang ky dé nang cao trai nghiém 1a
mot chién luge gilt chan khach hang quan trong.

Gidi phdp ting cuwong diém cham ciia khdch
hang

Tang cuong diém cham chim soc khach hang
béng cach to chirc thuc hién cac cong tac: B2A,

5S... két hop thuc hién chinh sach thay thé thiét
bi cii 1 bing tan theo chwong trinh chim soc
khach hang tai Van ban 9177. Céc trung tim cin
quan triét nhan vién khi 1§1p dat, xu ly dich vu tai
nha khach hang phai ¢6 cong cu hd tro do kiém,
thuc hién khao sat, tw van va huéng dan phu hop
v6i diéu kién kién trac, tan dung chinh sach trai
nghiém Mesh, 1ip thém AP dé dam bao chit luong
wifi cho khach hang, khong thuc hién kéo dai thoi
gian hoan coéng. Cac don vi thuc hién phdi hop
chuyén ddi tuong khach hang wu tién dé xir Iy cac
phan anh dic biét cuia khach hang quan trong.

Két ludn

Trong bdi canh cudc cach mang cong nghiép
4.0, tat ca cac doanh nghiép can phai thich tmg va
¢6 nhirng diéu chinh phu hop. Pic biét cac doanh
nghiép vién thong, cong nghé thong tin lai cang co
nhitng giai phap thiét thuc hon. Nghién ctru hanh
trinh khach hang chinh 1a viéc bam sat hon hanh
vi cia khach hang dé co nhiing giai phap thich img
kip thoi voi sy thay d6i nhu cau va thoi quen mua
sam cua khach hang, tir d6 ¢ thé cham soc khach
hang tot hon. Bai viét danh gia thuc trang chiam
soc khach hang cho dich vu bang rong ¢ dinh cta
VNPT trén dia ban tinh Thanh Hoa theo cac chi
tiéu chit luong dich vu va trai nghiém cua khach
hang. Trén co so ciing di dé xuat cac nhom gidi
phap nhiam hoan thién cong tac chiam soc khach
hang cho dich vu bang rong ¢d dinh cua VNPT.
Tir goc nhin da chiu cia nghién ciru ndy ciing
¢6 thé c6 gia tri tham khao cho cac doanh nghiép
VT-CNTT.
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