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TOM TAT

Trong xu thé chuyén déi sé manh mé va yéu cau ngay cang cao vé két noi thong tin lién lac khong gidn
doan, cac giai phap hop truc tuyen dang dong vai tro huyet mach doi véi hoat dong cua nhiéu co quan va
doanh nghiép. Xuat phat tir nhu cau thuc tién do, nghién ciru phan tich thuc trang nham ndng cao chat lirong
dich vu héi nghi truyen hinh truc tuyen tqi tap doan buwu chinh vién thong Viét Nam — Chi nhanh Vinh Long
(VNPT Vinh Long). Dé c6 cdi nhin sdau sdc va khdch quan vé trdi nghzem thwee té cua nguoi dung, tac gia s
dung phwong phdp nghién ciru dinh tinh, thong qua viéc thu thdp va phan tich 56 liéu khao sat khach hang vé
chdt lwong dich vy trong giai doan 2022-2024. Qua trinh danh gid nay dwgc thiét ké va thuc hién mgt cach
toan dién, qua dé danh gid cdc yéu to nhir chat lirong dwong truyén, nang lic ' phuc vu, kha nang dap vmg, su fin
cdy, phwong tién hitu hinh va gia dich vy. Dya trén co so dit li¢u da duoc tong hop va xit Iy khoa hoc, két qud
nghién ciru chi ra nhu'ng wu diém, han ché va nguyén nhan anh hwong dén chat heong dich vu. Viéc nhén dién
ranh mach cdc rao can ky thudt cing nhu quy trinh quan Iy la tien de cuc ky quan trong dé xdy dung cdc chién
heoe t6i wu héa. Tir d6, dé xudt céc gidi phap ndng cao chat leong duong truyén ky thugt, nang cao nang luc
doi ngu hé tro, tang cuong cong tac kiém tra, kiém sodt trong toan hé théng, gia tang cong tac cham soc khach
hang va giai phap hé tro gid nham cdi thién toan dién chdt lwong dich vu hoi nghi rmyen hinh tai dia phirong,
g6p phan cting ¢6 uy tin thwong hiéu va duy tri loi thé canh tranh ciia doanh nghiép vién théng trén thi triong.

Tir khéa: Chat leong dich vu, hoi nghi truyen hinh, VNPT Vinh Long.
ABSTRACT

Amidst the vigorous trend of digital transformation and the increasing demand for uninterrupted
communication connectivity, virtual meeting solutions are playing a vital role in the daily operations of numerous
organizations and enterprises. Stemming from this practical need, this study analyzes the current situation
with the aim of improving the quality of video conferencing services at Vietnam posts and telecommunications
group: a case study of the Vinh Long branch (VNPT Vinh Long). To gain profound and objective insights into
the actual user experience, a qualitative research approach was employed, drawing on customer survey data
collected during the period 2022-2024. This evaluation process was comprehensively designed and executed,
where the analysis focused on key dimensions, including transmission quality, service capability, responsiveness,
reliability, tangibility, and pricing. Based on the systematically synthesized and scientifically processed database,
the findings highlight both strengths and limitations, as well as the underlying factors affecting service quality.
Clearly identifying technological barriers and management workflows is a crucial prerequisite for formulating
optimization strategies. Based on these insights, the study proposes several strategic solutions: upgrading
network transmission quality, enhancing staff competence, strengthening system-wide monitoring and control,
improving customer care, and implementing flexible pricing policies. By effectively addressing the current
operational bottlenecks, these measures are expected to comprehensively enhance the quality of VNPT Vinh
Long s video conferencing services in the coming years, thereby contributing to consolidating brand reputation
and maintaining the telecommunications enterprise § competitive advantage in the market.

Keywords: Service quality, video conferencing, VNPT Vinh Long
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1. Gioi thiéu

Trong bdi canh chuyén ddi sé6 manh m& va
su bing nd cua cong nghé thong tin, dich vy hoi
nghi truyén hinh truc tuyén (THTT) ngay cang
dong vai tro quan trong trong hoat dong quan ly,
diéu hanh, trao d6i thong tin ciia cac co quan Nha
nudc, to chirc va doanh nghiép (DN). Thyc hién
Nghi dinh s6 85/2016/ND-CP ngay 01/7/2016 cta
Chinh phu vé bao dam an toan hé thong thong tin
theo cap d9, Quyét dinh s6 157/QD-BTTTT ngay
28/01/2022 ctia B Thong tin va Truyén thong vé
tiéu chi ky thudt, va ddc biét 1a Quyét dinh s6 605/
Qb- BTTTT phé duyet Ké hoach phat trién nén
tang sd qudc gla vé hop truc tuyén thé hé méi,
viéc nang cao chat lwgng dich vu (CLDV) THTT
can dap tmg diy du cic yéu cau vé an toan, bao
mat, tinh 6n dinh va hiéu qua trong qu4 trinh trién
khai. Sau dai dich Covid-19, xu hudng sir dung
dich vu hop trure tuyén tai Viét Nam ting truong
manh. Thi trudng tré nén canh tranh gay gat, doi
hoi cac don vi cung cap dich vu phai khong ngimg
nang cao chat lugng, da dang tinh ning, cai thién
chdam soc khach hang (CSKH) va xay dung goi
dich vu linh hoat.

Trong thyc té, VNPT Vinh Long di trién khai
nhiéu giai phap nham duy tri khach hang nhu da
dang g6i dich vu, chinh sach gia linh hoat, hé trg
k¥ thuat 24/7, khao sat ¥ kién khéch hang va céc
chuong trinh khuyén mai. Tuy nhién, cac giai
phép ndy méi dimg lai ¢ mic ngén han, chua hinh
thanh chién lugc toan dién va bén Vu'ng, trong khi
sy canh tranh tir cic (mg dung qudc té va trong
nude ngay cang khoc liét.

Nhiéu nghién ctru trong va ngoai nude da
chi ra tam quan trong cua CLDV va CSKH doi
voi sy phat trién bén vimg cua doanh nghiép. O
Viét Nam c6 thé ké dén nghién ctru ciia Pham Thi
Phuwong Hoa (2021) vé néng cao chat lugng CSKH
tai CMC; trén thé gidi co nghién ciru cia Nguyén
Thanh Khuong va Nguyén Thi Hong Tham (2023)
vé su chap nhan va str dung héi nghi truyén hinh
trong giang day trong dai dich Covid-19: Nghién
ctru thye nghiém tai Viét Nam (Acceptance and Use
of Video Conferencing for Teaching in Covid-19
Pandemic: An Empirical Study in Vietnam). Tuy
nhién, phan 16n cic nghién ciru trude day chi yéu
tap trung vao thi truong chung hodc cac khu vue
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do thi l6n, chua co nhiéu nghién ctru chuyén sau
& cap dia phuong, dic biét tai VNPT Vinh Long.
Diéu nay khién cho mét s6 giai phap dé xuit trudce
d6 chua that sy phu hop hoac kho ap dung trong
thuc té.

Xuit phat tir thuc tién do, tac gia lya chon
nghién ctru “Gidi phdp ndng cao chat lwong dich
vu hoi nghi rruyén hinh truc tuyé’n tai VNPT Vinh
Long” véi mong mudn dong gop vao viée phat
trién va nang cao hon nira CLDV tai don vi trong
thoi gian t6i, nhim dem dén sy hai 1ong vuot trén
mong dgi cho khach hang sir dung dich vu. So véi
cac dia phuong khac, nghién ctru tai Vinh Long
mang tinh mdi & viéc két hop phén tich dinh lugng
mirc d hai long ctia khich hang véi viéc dé xudt
cac giai phap quan tri phu hgp voi dac thu dia
phuong, qua d6 gop phan nang cao ning luc canh
tranh va phat trién bén virng dich vu.

2. N§i dung nghién ciru
2.1 Co sé 1y thuyét vé chit lwong dich vu

Chét lugng dich vy (CLDV) la mét trong
nhimg yéu té then chdt anh huéng truc tiép dén
su hai long va long trung thanh cua khach hang,
dac biét trong linh vuc dich vu cong nghé nhu hoi
nghi truyén hinh tryc tuyén. Trong cac mo hinh
do lwong CLDV, SERVQUAL do Parasuraman,
Zeithaml va Berry (1985) phat trién dugc xem 1a
nén tang pho bién nhat, gdm nam thanh phan: do
tin cdy, tinh dap mg, su dam bao, sy dong cam va
yéu t6 hiru hinh. Sau d6, SERVPERF ctia Cronin
& Taylor (1992) ra doi nhu mot bién thé, chi tép
trung do luong chit luong thuc té tir trai nghiém cua
khéch hang thay vi so sanh véi ky vong ban dau.

Trong nghién ctru nay, nhom tac gia lua chon
b tiéu chi danh gia CLDV bao gdm db tin cay,
tinh dap tmg, phuc vu, sy dong cam, yéu td hiru
hinh va gia ca. Cac tiéu chi nay khong chi ké thira
tir m6 hinh SERVQUAL ma con duoc diéu chinh
dé phu hop véi dic thu dich vy hoi nghi truyén
hinh truc tuyén tai VNPT Vinh Long.

2.2 Phuong phap nghién ciru

- Phwong phdp thu thip so ligu

S liéu thir cap duoc thu thap tir cic bo cdo
¢o lién quan, bén canh do sb liéu con dugc cung
cép boi cac phong ban tai Trung tdm kinh doanh
VNPT Vinh Long dé phuc vu cho viéc thu thap,
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xur Iy va phan tich dir liu. S6 liu so Cép duoc thu
thép tir khao sat thong qua 156 khach hang dang
sir dung dich vy hoi nghi truyén hinh true tuyén
tai VNPT Vinh Long. Qua d6, nhom tac gia dua
ra cac giai phap thiét thuc va hiéu qua gitp ning
cao chat luong dich vu héi nghi truyén hinh truc
tuyén tai VNPT Vinh Long trong giai doan méi.

Nghién ctru sir dung bang haoi khao sat khach
hang 14 t6 chirc, doanh nghiép va co quan nha
nuoc trén dia ban tinh Vinh Long da va dang su
dung dich vy hoi nghi truyén hinh tryc tuyén cua
VNPT Vinh Long trong giai doan 2022-2024.
Thang do Likert 5 mitc d (tir 1 — rat khong dong
y dén 5 — rat dong ¥) dugc p dung dé do luong
céc tiéu chi chit lugng dich vy gém: do tin cay,
tinh d4p tmg, phuc vy, sy dong cam, yéu td hiru
hinh va gia ca.

- Phwong phdp phan tich sé liéu

Phuong phap théng ké mé ta: Tir s liéu thu
thip qua céc bdo cdo va két qua khao sat sé liéu
s& dugc xir Iy va trinh bay dudi dang bang biéu
dé phan tich vé quy md, co cau va hiéu qua hoat
dong cua dich vu.

Phuong phép so sanh: Bao gdm cé so sanh
tuyét d6i va so sanh twong d6i nham danh gia sy
khac biét va xu huéng bién dong cua cac yéu td
anh huong dén chat lugng dich vu qua cdc nim
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(2022-2024). Qua do6, giup lam rd sy thay doi
trong mirc do hai long cia khach hang va chat
lugng dich vu tai VNPT Vinh Long.
3. Két qua nghién ciru va thio luin

Dé ¢6 cai nhin toan dién va siu sic vé chat
lwong dich vu hoi nghi truyén hinh tric tuyén tai
VNPT Vinh Long, nhom tac gia di tién hanh khao
sat thuc t& 156 khach hang 1a cac co quan, doanh
nghiép sir dung dich vu. Khao sat dua trén cac
tiéu chi d4nh gid, bao gdm: d¢ tin cdy, kha ning
d4p g, nang lyc phuc vy, sy dong cam, phuong
tién hiru hinh va gia ca. Cac két qua phén tich chi
tiét dudi day s& gop phan nhan dién rd hon nhiing
diém manh, han ché va dinh hudng giai phap cai
thién dich vu.
3.1 D§ tin cay cua dich vu

Tir két qua khao sat & Bang 1 cho thiy da sb
khach hang danh gia tich cuc vé tidu chi TC1 véi
gia tri trung binh 3.63 va tiéu chi TC2 dat 3.57.
Tuy nhién, tiéu chi TC3 ¢6 diém trung binh thap
nhét trong nhém 14 3.5, phan anh khé khan khi trién
khai tai cac don vi c6 quy mé 1én. Bén canh do,
tiéu chi TCS ¢6 diém cao nhat véi 3.71 nhung d¢
1éch chuén I6m, cho thiy sy khong dong déu giira
cac nhom khach hang trong trai nghiém thuc té.

Bang 1. Két qua khao sat cia thang do Su tin ciy (TC)

Ky " Mire danh gia Trung | D§ léch | %
hiéu Norslung 1 2 3 4 5 binh | chuin ¥ ugha
Gt lpongdaing | g 13 2 80 26 L
TC1 | truyén o6n dinh, it bi 3.63 1.060 Bongy
gian doan. 6,4% | 83% | 17,3% | 51,3% | 16,7%
H¢ thong bao mat | g 17 31 74 25
TC2 iggnda?nbtignansﬁg‘: 3.57 | 1.066 | Ddngy
& e ECUC! 5804 | 10,9% | 19.9% | 47.4% | 16,0%
Chat luong duon
truyén luéngdém bgo 8 B S 61 21 )
TCS e 3.50 | 1.087 | Déngy
ngay cd khi c6 nhiéu
ngudi tham gia, | S1% | 13.5% | 250% | 39,1% | 17,3%
1? thé;lf ﬁoat d}?{lg 10 17 23 77 29
TeH: | o P 15: 363 | 1103 | Pdngy
> Ehuagt'p 6,4% | 10,9% | 14,7% | 49.4% | 18,6%
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Thoi gian bao tri

va khéc phuc su cd 17 g 12

ix] 38

TC5 | nhanh chong, khong

viéc.

lam gian doan cong | 10,9% | 4,5% | 12,2% | 48,1% | 24,4%

i 1.203 | Péngy

3.2 Kha ning dap rng cua dich vu

(Nguon: Tong hop két qua khdo sat, 2025)

Bang 2. Két qua khao sat cua thang do Sy dap ting (DA)
Ky . Mirc danh gia Trung | Dg léch - -
hiéu Tging 1 9 3 4 5 binh chuin Tagha
Tong dai hd trg
hack hang phanhdi| 8 12 B 7 13
DAl S prefi Ao 3.49 | 0967 |Trungbinh
nhanh chong khi co , i ] . )
Jeu ol 52% | 7,7% | 30,8% | 45,5% | 10,9%
Qua trinh dang ky,| 7 20 62 55 12

DA?2 |cai dat dich vu don
gian, nhanh chong. 4,5% | 12,8% | 39,7%

3:29 0.944 | Trung binh
353% | 7,7%

Khi xay ra su 6, k§ 8 12 41

cép, cap nhat thuong

! 82 13 ‘
DA3 |thudt vién ho tro kip ¥l 0.940 Pong y
thoi, hiéu qua. 51% | 7.7% | 26,3% | 52,6% | 8,3%
Dich vy dugc ning| 4, 8 58 66 10

Trung binh

DA4 :
xuyén dé dap ung

0, 0 0
ilie ey 89% | 51% | 37,2%

332 | 0.997
423% | 6,4%

Tir Bang 2 cho thiy, kha ning dap tmg cuia
dich vu hdi nghi truyén hinh truc tuyén tai VNPT
Vinh Long dugc khach hang danh gia & mirc kha
tich cuc, tuy van con mdt sé diém can cai thién.
Vé mat hd tro ki thudt, tai tiéu chi DA dat gié tri
trung binh 3.49, trong khi DA2 chi dat 3.29 - m{c
thap nhat nhom. Diéu nay cho thiy can don gian
hoa quy trinh ban dau dé ning cao trai nghiém
3.3 Niang luc phuc vu cia nhin vién

(Nguon: Tong hop két qua khao sat, 2025)
khach hang. Nguoc lai, k§ thuit vién hd tro khi
¢6 su ¢ dugc danh gia tich cuc véi 3.51, phan
anh niém tin vao ning lyc xir Iy su cb kip thoi.
Tuy nhién, viéc cap nhat dich vu thuong xuyén
chura duoc khach hang cam nhén rd thé hién qua
mirc danh gia 3.32, can ting cudng tinh chu dong
trong cai tién hé thong.

Bing 3. Két qua khao sat cia thang do Ning luc phuc vu (PV)

: Miie danh gia b ;
l]li<"y Noi dung Tl:::lllg Igch n ‘l(ﬁa

cu 1 2 3 4 5 chudn | *5
Nhi?m V‘ién co l(ién Ehl'rc F:huyf’:n 10 13 16 80 37 Do ng

PV1 | mén tot, tu van thong tin, cac 3.78 | 1.099 g

giai phap xir 1y hidu qua. "¢ 400 | 8305 | 10,3% | 51,3% | 23,7%

An vién hod iét ti 9 L7 22 37 71 O
PV2 Nhan vién }30 tro I:].’l\’llf_:t tinh, 392 | 1247 Do'ng

chuyén nghiép. 5,8% | 10,9% | 14,1% | 23,7% | 45,5% ¥
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C:'ic Euéng’dén tLr nhé‘n viéfl ] 21 36 35 56 Blag
PV3 | de¢ hiéu, giup khach hang sur 3.71 | 1.230 p
dung dich vu tot hon. 51% | 13,5% | 23,1% | 22,4% | 35,9% i

I\‘]hﬁn vie":'n cham Aséc .kxhéch 1 7 38 30 20 Ding
PV4 | hang thuong xuyén kiém tra 3.58 | 1.009 ,
chit lugng dich vu. 7,1% | 4.5% | 24,4% | 51,3% | 12,8% y

Qua két qua Bang 3 cho thay, két qua danh
gia vé Nang lyc phuc vu cua doi ngii nhan vién
VNPT Vinh Long kha tich cuc & nhiéu khia canh.
Trong dé, tiéu chi PV2 dat diém trung binh cao
nhat 1 3.92, cho thiy phan 16n khach hang hai
long véi su chuyén nghiép va nhiét tinh tir nhan
vién. Tiép dén, tiéu chi PV ciing dugc danh gia
cao véi diém trung binh dat 3.78, phan anh nhan
vién hd trg c6 kién thirc chuyén mén tét, tu van
céc giai phap hiéu qua dén khach hang.

Tuy nhién, van con mét sb han ché nhét dinh
can dugc quan tAm cai thién. Cy thé, tiéu chi PV3
dat 3.71, phan anh k¥ ning truyén dat thong tin
van chua thuc su rd rang va hiéu qua trong moi
trudng hop. Dic biét, tiéu chi PV4 ¢6 diém trung
binh thap nhat trong nhém 1 3.58, cho thay mot
bd phan khach hang van chua cam nhan duoc su
chii déng tir phia nhan vién khi phét sinh yéu cau
ho trg. Do d6, viéc ting cudong dao tao ki ning
giao tiép, nang cao tinh than phuc vu va dam bao
su dong bo trong chét lugng nhan sy 1a diéu can
thiét dé cai thién trai nghiém khach hang trong
thoi gian téi.

(Nguon: Tong hop két qua khao sat, 2025)
3.4 Mirc do dt"ing cam véi khach hang
Qua két qua Bang 4 co thé thdy khach hang
nhin nhin twong dbi tich cuc vé s quan tim va
hd tro tir VNPT Vinh Long. Cu thé, tiéu chi DC3
dat diém trung binh cao nhit trong nhém véi 3.71,
cho thdy nhén vién di bude dau dap tmg duge nhu
cau sir dung thuc té. Tiép dén 1a tiéu chi DC1 véi
diém trung binh 3.68, thé hién nd lyc cua don vi
trong viéc ca nhan hoa dich vu theo déc thu nguoi
dung. Bén canh do, tiéu chi DCS5 dat 3.67, va DC4
dat 3.58. Du van ¢ mirc kha, nhung su phan hoa
trong danh gia con 1on, phan anh trai nghi¢ém cua
khach hang chua that sw nhat quan giita cic nhom.
Tiéu chi c6 diém thap nhét trong nhém 1a DC2
chi dat 3.49. Diéu nay cho thy chinh sach vu dai
hién tai chua tao duoc dau in 1o rang hodc chua
tiép can hiéu qua dén nhom khach hang muyc tidu.
Nhin chung, khach hang danh gia kha t6t vé
s ddng cam va hd trg cia VNPT Vinh Long. Tuy
nhién, don vi ¢an cai thién hon nita & céc chinh
sach hau mai, dong thoi chuén hoa quy trinh cham
soc dé tang tinh dong déu trong trai nghiém khach
hang gifra cac bd phan va khu vuec.

Bing 4. Két qua khao sat cua thang do Sy dong cam (DC)

Ky b Mirc danh gia Trung | P léch | Y
hiéu ¢ £ 1 2 3 4 5 binh | chuin | nghia
VNPT hiéu 5 nhu cau 10 17 18 79 32 Pdn
DC1 |khéch hang va dé xuét giai 368 | 1.113 ne
kg phil hop. 6,4% | 10,9% | 11,5% | 50,6% | 20,5% y
Khach hang thajm thiét 13 7 44 75 17 Tgu
DC2 | duge huéng nhidu chinh 349 | 1.032 | .
) 83% | 4,5% |282% | 48,1% | 10,9% binh
Nhéan Vi‘én quan tdm dén 15 14 26 47 54 ‘
)5 e W il e 371 | 1200 | POn8
khich hang va twvan goi | 9o, | 9% | 16,7% | 30,1% | 34,6% y
dich vu phu hop.
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If;i‘“ vién h"kﬁ’“k‘;hli 15 19 | 27 50 45 i
DC4 ht} “ﬁay - ;t‘ b ?}C - 358 | 1.285 | "8
AL CORRUYSL SIS | o9 | 12.9% | A7 | 3:10%, | 28.8% Y
dung dich vu.
DC5 | hoat cho doanh nghiép 3.67 1.256 ;
thay déi goi dich vu. 83% | 11,5% | 15,4% | 34% | 30,8% y

3.5 Phuong tién hiru hinh

Phuong tién hitu hinh phan 4nh nhimng yéu t6
¢6 thé quan sat dugc cua dich vu, nhu giao dién
phin mém, chit lugng hinh anh va 4m thanh, kha
nang tuong thich thiét bi va thong tin tra ciru. Bang
3 cho thay, phan 16m khach hang danh gié tich cuc
vé cac yéu td nay. Trong do, tiéu chi HH1 dat diém
trung binh cao nhat véi 4.27, cho thay su hai long
ndi bat cia nguoi ding dbi voi trai nghiém truc
quan khi sir dung dich vy. Tiép theo 1a tiéu chi
HH4 v6i diém trung binh 4.17, thé hién su hiéu

(Nguon: Tong hop két qua khao sat, 2025)

qua trong cong tac truyén thong qua nén tang truc
tuyén cua VNPT.

Céc yéu t6 khac nhu HH2 dat gi4 tri trung
binh 14 3.94, HH3 dat 3.85 va HH5 v&i 3.83 ciing
duoc danh gia tich cue. Tuy nhién, van con mot
bo phan khach hang chua hai 1ong vé su hd trg
thiét bj hodc chua cam nhén rd hiéu qua, thé hién
qua d¢ 1éch chuan con cao. Do d6, cin ting cudng
truyén théng chinh sach va dam bao tinh déng nhét
trong trién khai hd tro ky thuat.

Bing 5. Két qua khao sat ciia thang do phuong tién hiru hinh (HH)

. Mikrc dinh gia by ;
hll{’?:] Nyl dung 1;‘:1';13 léch n ‘lflia
¢ 1 2 3 4 5 chuin | ™8
Giao diél’l phia.n mém dé SLI' 4 10 12 44 86 Déng
HHI1 | dung, than thién véi ngudi 4.27 1.025 ;
dung. 2,6% | 64% | 7,7% |28,2% | 55,1% y
Chat lugng 4m thanh 5
! ’ 5 15 18 64 54
HH2 | hinh 4nh tét, dam bao trai 394 | 1.067 | POR8
nghiém khi hop truc tuyén. 3,2% | 9,6% | 11,5% | 41% | 34,6% y
Dich vy b trg ang thich | 9 | 59 2 80 | 45 Péng
HH3 | nhiu thiét bi, d& dang két 3.85 | 1.148 ,
ol 58% | 12,8% | 1,3% | 51,3% | 28,8% y
KH c6 thé dé dang tra ctru 5
: 9 5 14 50 8
HH4 | thong tin vé dich vu trén ¢ 417 | 1102 | POne
website. 57% | 32% | 9% |32,1% | 50% y
C6 hd tro thiét bi di kém 7 11 37 48 33 Png
HHS | (néu c6) dé dam bao chit 383 | 1.114 :
lugng cao. 45% | 71% | 23,7% | 30,8% | 34% y

3.6 Gia ca va géi dich vu

Gia cé va tinh linh hoat cta g6i dich vu 1a yéu
t6 quan trong anh huong dén quyét dinh sir dung
dich vu ctia khach hang. Két qua khao sat tir Bang
6 cho thiy, phan 16n khach hang danh gia kha tich
cuc vé mirc gia va cac chuong trinh wu dii ma
VNPT Vinh Long dang ap dung.
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(Nguén: Tong hop két qua khdo sdt, 2025)

Cu thé, tiéu chi GC2 dwgc danh gia cao nhit
trong nhom véi diém trung binh 3.87, tiép theo 1a
GC1 va GC3, cung dat murc trung binh 3.84, cho
thdy sy hai long tuong d6i 6n dinh tir phia khach
hang. Tuy nhién, d6 léch chuin dao dong tir 1.09
dén 1.12 phan anh van c6 sy khac biét trong cam
nhan gitta cdc nhom khach hang. VNPT Vinh Long
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can tiép tuc hoan thién cong tac truyén thong, tu
van r0 rang hon vé gia tri cua timg goi cude cling
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nhu cac wu dii di kém, nhdm néng cao sy dong
thuan va tao an tugng tot hon voi khach hang.

Bang 6. Két qua khao sat ctia thang do vé gia ca (GC)

Ky . Mire danh gia TR | o P =
higu Noi dung " - - ” - binh Do léch chuan | Y nghia

Qg owow f02| g6 (| W | 2W | BB | 47

VNPT hop 1y X
el | . SRRES 3.84 1.127 Pdng ¥

vei chat luong da | ¢ 40, | 7,195 | 12,8% | 43,6% | 30,1%

cung cap.

VNPT c6 nhiéu goi| ¢ 16 10 76 46

cude linh hoat phu _
GC2 .. L 3.87 1.106 Dong ¥

hop v6i nhu cau sir 5,1% | 10,3% | 6,4% | 48,7% | 29,5%

dyng.

VNPT co cac 6 16 23 63 48

chuong trinh g .
Gy e 3.84 1.092 Péng ¥

khuyen mai, vauu | 3 go. | 10,3% | 14,7% | 40,4% | 30,8%

dai hap dan.

3.7. Panh gia chung vé CLDV hdi nghi truyén
hinh tryc tuyén tai VNPT Vinh Long
3.7.1. Nhitng két qua dat dwoc

- V& co s6 vat chét va ha tang ky thuat, VNPT
Vinh Long d3 xay dung dugc ha tang k¥ thuat hién
dai, ddng bo, dam bao dwong truyén 6n dinh cho
dich vu hoi nghi THTT. Ving phu song mé rong,
két ndi nhanh va it gian doan, dic biét hd tro hiéu
qua cho cac co quan hanh chinh cz’ip huyén va xa.

Heé thong trang thiét bi dugc nang cép thudng
xuyén, kha ning két ndi da diém céu 6n dinh, dap
ung t6t nhu cau trién khai cac hoi nghi cép tinh.

- Vé ngudn nhén lyc va hd tro ki thuat: Doi
ngii nhan sy c6 chuyén mén cao, sd lugng nhén sy
tang tir 111 (2022) 1én 120 (2024), trong d6 trén
80% co trinh d¢ dai hoc va sau dai hoc. Trung tam
CNTT duoc dau tu manh, ting nhan sy tir 20 1én
38 ngudi, dam bao hd tro ky thuét 24/7, quy trinh
xir 1y sw ¢ dugce chuan hoa.

Da6i ngti k¥ thuat tai cac huyén thuong truc,
xir Iy nhanh su ¢d, duy tri hoat dong thong sudt
trong cac su kién quan trong.

- V& thi phin khach hang ting truéng bén
ving, tir 121 don vi (2022) 1én 171 don vi (2024),
mirc ting gan 42%. Dich vy di phd cap tir cip tinh
dén xa, dugc nhidu co quan trong yéu tin ding

(Nguon: Tong hop két qua khao sat, 2025)
(Tinh ty, UBND, cac co s6 gido duc, y té...). Ty
16 khach hang tai ky dat khoang 84% tong sé khach
hang, thé hién sy hai long va tin cdy lau dai.

- V& mirc d6 hai long cuia khach hang, khao
sat 156 khach hang cho thiy céc tiéu chi nhu tin
cay, nang luc phuc vu, phuong tién hiru hinh, chinh
sach gia du dat tir 3,5/5 trdr 1én. Cac yéu té nbi bat
duoc danh gia cao nhu giao dién phan mém than
thién, da thiét bi, phan héi k§ thuat nhanh chéng.
3.7.2. Nhitng ton tai

- V& kha ning dap tmg, hé thong chua on dinh
khi t6 chirc hdi nghi quy mé 1én, nhiéu diém cau,
dic biét & cac co quan hanh chinh ¢6 nhu cau két
ndi dong nguoi.

- V& quy trinh, tha tuc dang ky va cai dat dich
vu con phire tap, giao dién huéng dan chua truc
quan, thiéu nhén sy tu van cho khach hang & xa
trung tam.

- Vé trai nghiém khach hang van con su dong
déu chua cao, chénh léch giita cdc nhom khach
hang (tuyén huyén thuong it nhan sy ky thuat hon).

- Vé hoat dong marketing va mé rong thi
phan con han ché, s6 lugng khach hang méi duy
tri thdp (26-29 don vi/nam), anh huong dén toc
dd mo rong.

- V& chinh sich truyén thong khuyén mai,
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wu dai thiét bi chwa hiéu qua. Dich vu con thiéu
ca nhan hoa theo nhu ciu timg nhom khach hang
(gido duc, y té, doanh nghiép tu nhan).

3.7.3. Nguyén nhdan chii yéu

- V& nguyén nhan chi quan, han ché cha yéu
xudt phét tir viéc phin bd nhéan su chua hop ly
(mdt s6 huyén con thiéu k¥ thuat vién), quy trinh
cung cap dich vu chura dong b va ki nang phuc vu
chua dong déu. Bén canh do, hoat dong marketing
con mang tinh truyén thong, thiéu kénh sb va chua
cha trong nhém khéch hang ngoai khéi hanh chinh
cong; chinh sach vu dai, cham séc khach hang
chua linh hoat va ca nhan hoa.

- Vé nguyén nhén khich quan, co s ha tang
vién théng tai mdt s viing sdu con yéu, chi phi déu
tu cao; dic thi khach hang chi yéu 14 co quan Nha
nude nén quy trinh hanh chinh cham va thiéu linh
hoat. Ngoai ra, VNPT Vinh Long con chiu stic ép
canh tranh gay git tir Viettel, FPT, Zoom, Microsoft
Teams, Google Meet v&i loi thé vé cong nghé, chi
phi linh hoat va trai nghiém nguoi dung hién dai.
4. Giai phap ning cao chit lwgng dich vu hdi
nghi truyén hinh truc tuyén tai VNPT Vinh Long

Bén canh nhitng két qua da dat duoc, dich vu
héi nghi truyén hinh truc tuyén tai VNPT Vinh
Long van con mot s6 kho khin, han ché anh huong
dén chét luong cung tng dich vu nhu: (i) ha tang
ky thuat chua dong bo, dic biét tai cac khu vuc
nong thon; (i1) nang lyc chuyén moén va ky nang
phuc vu ctia ddi ngii nhan sy con chua dong déu;
(iii) cong tac kiém tra, kiém soat chat lugng dich
vu chua toan dién; (iv) chinh sach cham s6c¢ khach
hang chua phu hop véi déc thu tirng nhém; (v) gia
ca dich vu con thiéu linh hoat theo nhu cau sir dung
va diéu kién dia phuong. Dé ning cao chat lugng
dich vu hoi nghi truyén hinh truc tuyén trén dja
ban tinh Vinh Long, VNPT Vinh Long can trién
khai ddng bo mot sé nhom giai phap trong tAm sau:

Thit nhdt, nang cap co so vét chit va chit lugng
k¥ thuat dudng truyén theo quy mé 1én. Can dau
tu ddng bo hé théng cap quang dén cac xi ving
sau nhu Tra On, Tam Binh, Binh Tén, thay thé két
nbi khéng day kém 6n dinh hién nay. Bén canh
d6, can hd trg cic co quan 16n chudn hoa thiét bi
dau cudi nhu camera, micro, man hinh. Chuyén
dbi tir hé théng may chu truyén théng sang nén
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tang dam may nhim ting tinh linh hoat, kha ning
mo rong va do on dinh cua hé thong.

Thir hai, nang cao chit lugng ngudn nhén luc
phuc vu hoi nghi truyén hinh. Can ra soat, phan
loai nang luc doi ngi ky thuat, nhan vién cham soc
khach hang, tir d6 xay dung 19 trinh dao tao phu
hop. T chitc cic chuong trinh huin luyén thyc
té, dao tao chuyén sau vé ky thuat, bao mat va ky
ning giao tiép. Ap dung mé hinh dao tao tai chd,
dién tap lién huyén, thi dua ndi bd va két hop tng
dung cong nghé s6 dé danh gia, quan 1y higu qua
ndng luc nhén sy.

Thir ba, ting cudng cong tac kiém tra, kiém
soat ndi bo hé théng dich vu. VNPT Vinh Long
cén trién khai m hinh giam sat phan cap theo cum
huyén, két hop kiém tra thyc té tai diém céu va
dbi soat dinh ky gitra cac t6 k¥ thuat. Ap dung hé
thong giam sat van hanh tap trung, canh béo 16i
thiét bi theo thoi gian thuc. Pdng thoi, thiét 1ap
quy trinh tiéu chuén trong cung cdp va van hanh
dich vu, do ludng hiéu qua thong qua céc chi s6
k¥ thuét, phan hoi khach hang va hiéu suat lam
viéc cua nhan vién.

Thir tu, cai thién chinh sach va cong tac cham
soc khach hang. Thiét ké cac chinh sach riéng biét
theo timg nhom khach hang nhu khéi hanh chinh,
gido duc, y té, doanh nghiép vira va nho. Thanh lap
t6 hd tro k¥ thuat luu dong theo dia ban, t6 chire
chuong trinh “1 k¥ thudt vién - 1 khach hang than
thiét”, trién khai cac tuan 1& cham séc khach hang
dinh ky. Két hop giira tu vén truc tiép va cham
soc qua nén tang sb, déng thoi thuc hién khao sat
ngin sau cac cudc hop 16n dé kip thoi diéu chinh
va cai thién chat luong dich vy.

Thir nam, diéu chinh chinh sach gia dich vy
theo hudng linh hoat va canh tranh. Cén xay dung
céc gbi cudce da tang phi hop theo timg nhém khéach
hang va khu vyc. Ddi vai cac dia ban néng thon
hodic viing sau, nén trién khai hinh thirc ding chung
theo cum hodc thué dich vu lru dong. Ngoai ra,
can day manh chuong trinh khuyén mii theo quy,
giam gia lity tién theo thoi gian sir dung, két hop
cung cip combo dich vy nhu internet - camera -
hoi nghi tryc tuyén. B6 sung cong cu béo gia truc
tuyén va trién khai chinh sach dung thir mién phi
dé tang kha nang chuyén doi tir trai nghiém sang
sir dung thuc té.
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5. Két luan

Nghién ctru nay da cung cip cai nhin toan
dién vé chit luong dich vu héi nghi truyén hinh
tryc tuyén tai VNPT Vinh Long trong bdi canh
cong nghiép ho4, hién dai hoa ¢ dia phuong. Dya
trén co so 1y thuyét va két qua khao sat thyc tién,
nghién ciru da chi ra ring mic du VNPT Vinh
Long dat duoc nhidu két qua tich cuc trong viée
cung cap dich vu, van con ton tai nhirg han ché
nhu ha ting k¥ thuat chua dong bo ¢ khu vie ndng
thon, dich vu cham séc khach hang chua hiéu qua,
chinh sach gia thiéu linh hoat, kiém soat chét luong
con chua toan dién va dgi nga ky thuat can ning
cao nang lyc chuyén mén. Diém méi ctia nghién
ctru nam ¢ viéc khai thac dir liéu thyc ching tai
mét don vi cap tinh, tir d6 phan 4nh 1o dic thu dia
phuong va cung cp nhiing dé xuét kha thi, gin
lién véi didu kién trién khai thuce té. Trén co s¢ do,
ngghién ctru di xay dung nhom giai phap dong bo
nham nang cao chit lugng dich vu trong thoi gian
t6i, bao gdm hién dai hoa ha tang k¥ thuat; ting
cudng cong tic cham séc khach hang; chuan hoa
quy trinh kiém soat chat luvong; phat trién doi ngii
k¥ thuat chuyén nghiép; va cai tién chinh sach gia
phi hop vai timg nhom khach hang. Néu dwoc ap
dung, cic giai phap nay khong chi gbp phan khic
phuc nhiing han ché hién tai ma con ning cao ning
lie canh tranh cia VNPT Vinh Long, dong thoi
hd tro tién trinh chuyén déi s cua tinh. Ngoai gia
tri thue tién, nghién ctru cling mé ra nhitng huéng
tiép can cho cac cong trinh tiép theo. Cu thé, viéc
mo rong pham vi nghién clru sang cac tinh khac
hodc so sanh giita cac nha cung cap dich vu sé
gitip 1am rd hon tac dong ciia bdi canh va mé hinh
quan tri. Bén canh do, viéc ap dung thém cac chi
s6 danh gia qudc té hodc phan tich chi phi — loi
ich theo timg phén khitic khach hang s& mang lai
nhirng bang chiing c6 gla tri hon cho v1ec hoach
dinh chién lugc phat trlen dich vu vién thong —
cong nghé thong tin & cap dia phuong.

TAI LIEU THAM KHAO

B0 Thong tin va Truyén thong, (2022), Quyét dinh s6

157/QD-BTTTT ngay 28 thang 01 nim 2022 vé

viéc Ban hanh B§ tiéu chi yéu cau ky thuat toi

Khoa hoc Kinh té

thiéu nén tang Hop truc tuyén.

B Thong tin va Truyén thong, (2022), Quyét dinh s6
605/QD-BTTTT ngay 31 thang 3 nim 2022 vé
viéc phé duyét Ké hoach thiic day phat trién va
sit dung nén tang s6 qudc gia vé hop truc tuyén
thé hé mdi cho co quan nha nudc va cac td chire,
doanh nghié¢p, ca nhéan. https://thuvienphapluat,vn/
van-ban/Cong-nghe-thong-tin/Quyet-dinh-605-
QD-BTTTT-2022-su-dung-nen-tang-so-quoc-gia-
Hop-truc-tuyen-the-he-moi-634737,aspx

Chinh ph, (2016), Nghi dinh s6 85/2016/ND-CP ngay
01 thang 7 nam 2016 ctia Chinh phi vé bao dam an
toan hé thong thong tin theo cap do, Cong thong
tin dién tir Chinh phu. https://vanban,chinhphu,vn

Hoa. PT.P, (2021), Nang cao chat livong dich vu cham
séc KH tai Cong ty Co phan ha tang vién thong
CMC, Luan van thac si, Truong Pai hoc Buu
chinh Vién thong.

Cronin.J.J., and S.A. Taylor, (1992), Measuring service
quality: A reexamination and extension, Journal
of Marketing, No, 56 (July), pp,55-68.

Dabholkar. P. A., Thorpe. D. 1., and Rentz. J. O, (1996),
A measure of service quality for retail stores:
Scale development and validation, Journal of the
Academy of Marketing Science, 24(1), 3-16.

Davis, F. D. (1989). Perceived usefulness, perceived
ease of use, and user acceptance of information
technology. MIS Quarterly, 13(3), 319-340.

Khuong. N.T. and Thém, N.T.H, (2023), Acceptance
and Use of Video Conferencing for Teaching
in Covid-19 Pandemic: An Empirical Study in
Vietnam, AsiaCall Online Journal.

Parasuraman A., Zeithaml V, and Berry L, (1985),
“A conceptual model of service quality and its
implications for future research”, Journal of
Marketing, 49: 41 -50.

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis,
F. D. (2003). User acceptance of information

technology: Toward a unified view. MIS Quarterly,
27(3), 425-478.

Al Ajaleen, Y, S., and Saadon, M, S, (2023), The effect
of service quality on customer satisfactions in
Jordanian telecommunications companies, Res
Militaris, 13(1).

S6 42 nam 2026 | 43



