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LOI CAM POAN
To6i tén Nguyén Viét Hi€u, 16p cao hoc K.14 Trudng Pai hoc Kinh t&
thanh phd H6 Chi Minh. T6i xin cam doan ludn viin nay 1a cda toi, sO liu st
dung c6 ngudn goc rd rang, cdc tai liéu sit dung dudc cdng bd cong khai. Tdi xin
chiu hoan toan trach nhiém vé ban ludn vin nay.

Téac gia luin vin

Nguyén Viét Hicu



LOT CAM ON

PAau tién, cho phép t6i giti 16i cAm on sdu sic d&€n PGS. TS Lé Thanh Ha,
ngudi da tan tinh huéng din, quan tAm gitip dd va hét long dong vién toi vé
phuong dién 1y thuyét ciing nhu nhitng nghién citu trién khai trong thuc t& trong
sudt thdi gian thyc hién Luin vin nay, su hd trg quy bdu cia PGS. TS Lé
Thanh Ha d3 gidp téi phdt trién y tudng va hoan chinh luin vin tot nghiép.

T6i ciing xin cAm on Ban lanh dao Buu dién Tinh LAm dong, Buu dién
Thanh phd Pa Lat di tao diéu kién thuin 1i vd hd trg cho tdi trong sudt qud
trinh 1am ludn vin va ciing qua ddy cho phép tdi glti 15i cdm on dén ban be va
ddng nghiép da cung cip tai liéu va trao ddi, gép ¥ nhiéu ndi dung bé ich dé€ toi
hoan chinh ludn van nay.

Cudi ciing, toi xin chan thanh cdm on gia dinh t6i da hd trg ra't nhiéu cho
t6i v& mit tinh than cling nhu vé mit vat chit trong sudt thdi gian hoc tip ciing
nhu trong thdi gian 1Am ludn vin t6t nghiép.

Do thdi gian c6 han, ki€n thic con han ch€ vi vay trong luan nay khong
thé trdnh khdi nhitng thi€u sét, rit mong su déng gép y kién cia Quy Thay, Quy
Co6, ban bé va déng nghiép dé€ toi c6 thé hoan thién hon cong trinh nghién citu
ctia minh d€ mang lai hiéu qud cao trong thuc tién cong viéc ciia nganh Buu
chinh.

Mot 1an nita, xin chin thanh cdm on nhitng tinh cdm t6t dep ma moi ngudi

da danh cho t61.

TP. HO CHI MINH,2007
Téac gia ludn vin

NGUYEN VIET HIEU
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LOI MG PAU

Trudc bdi cdnh ctia TAp doan Buu chinh Vién thong Viét nam 1a chia tich
gitta Buu chinh va Vién thong trén co sé xod bd doc quyén trong kinh doanh Buu
chinh Vién thong, cdc don vi kinh doanh ngly cang chiu sitc ép manh mé tir cdc
chinh sdch cdi cdch va chiu sy tdc dong gay git ciia mdi trudng canh tranh. Do
d6, dé ton tai va phat trién cdc Buu dién tinh, Thanh phd va cdc Cong ty truc
thudc Tap doan Buu chinh Vién Thong Viét nam (VNPT) phai ting cudng cii td
cich 1am viéc clia minh sao cho c6 thé hoat ddng mot cach hiéu qui nhat, mot
trong nhitng cong tdc mang ¥ nghia chién lugc va dudc dinh hudng mot cach 1lau
dai cta cdc Buu dién tinh, thanh phd hién nay 12 hoan thién hoat dong chim séc
khich hang d6i vdi tirng loai hinh dich vu buu chinh ciing nhu cdc loai hinh dich
vu vién thong.

Theo ké hoach cua Tap DPoan Buu chinh Vién thdng Viét Nam, bit dau tir
15 thang 8 nim 2007, Téng cong ty Buu chinh s& chinh thdc di vao hoat dong.
DPay 1a mot budc ngoic 16n va tat y&u d6i vdi lanh vie Buu chinh Viét nam trén
con dudng ddi mGi d€ hodi nhap qudc t&€ d€ thich tng v6i mdi trudng kinh doanh
mdi sau khi chia tdch, dich vu Buu chinh phai d6i m&i mot cach toan dién. Mot
trong nhitng 1anh vuc mang tinh dot phd va cling 1a mdt trong nhitng hoat dong
chinh cda dich vu Buu chinh hién nay 1 dich vu chuyén phat Buu kién hay néi
ding hon 12 dich vu van chuyén hang héa.

Cung véi chii truong ddi méi TAp doan Buu chinh Vién thong Viét Nam,
Buu dién tinh LAm déng — Buu dién thanh phd Pa lat cling nim trong xu thé
chung d6, tirng bugc tdch Buu chinh va Vién thong, hoat dong Buu chinh c6 diéu

ki€én hach todn ddc lap, hinh thanh nhitng cong ty chuyén sdu hoat ddng trong



linh vuc Buu chinh. Pay 1a xu huéng tit y€u nhim ning cao kha ning canh tranh

cla Buu chinh nhat 12 trong 1anh vuyc buu kién .

Dich vu van chuyén hang héa trong diéu kién hién nay ciing khong tranh
khéi sy canh tranh gay git clia cdc doanh nghiép trong nhiéu linh vyc. D€ khing
dinh vi tri cia minh va phat trién dich vu buu kién, Buu Pién Thanh Phd Pa Lat
phdi thuc hién rat nhiéu bién phdp d€ nang cao hiéu qua sdn xuit trong linh vuc
kinh doanh clia minh.Trong giai doan 2001-2005, bén canh Buu dién thanh phd
Da lat 1a nha cung cdp chd dao céc dich vu van chuyén Buu kién céc tuyén trén
toan quoc theo mang buu chinh ctia TAp doan Buu chinh Vién thong Viét nam
cdn c6 cic cong ty tham gia cung cap cdc dich vu chuyén phat hang héa trén dia
ban thanh phd Pa lat nhu cdng ty TNHH Thanh Budi, cong ty Phuong Trang, Thi
Théo vv..va cdc doanh nghiép nhd, tu nhan tham gia va canh tranh manh d6i véi
dich vu van chuyén hang héa tai thinh pho Pa lat, chi y&u 12 con dudng kinh t&

van chuyén hang héa huy&t mach tir Pa lat d&€n Thanh phd H6 Chi Minh

XuAt phdt tif nhitng yéu cAu cap thi€t va nhitng dién bi€n thi trudSng mang
dam nét thyc t€ hién nay clia nganh Buu chinh néi chung va Buu dién thanh phd
DPa lat néi riéng, ching tdi dd chon dé tai : “Gidi phdp hoan thién hoat dong
chdam séc khdch hang dich vu Buu kién tai Buu dién thanh phd Da lat ” 1am luan

viin cao hoc khoa hoc kinh t& ctia minh.

K&t cAu ludn vin :

Chuong 1 : Ly luan chung vé chim s6c khach hang.

Chuong II  : Tinh hinh hoat ddng sidn xuit kinh doanh clia Buu dién
Tinh LaAm ddng va tinh hinh kinh doanh dich vu Buu kién trong nhitng nim qua

cta Buu dién thanh pho Da lat.



Chuong III : Cdc gidi phap hoan thién cong tic chim s6c khdach hang

dich vu Buu kién tai Buu dién thanh phd Da lat.

Pham vi nghién cttu dé tai :

Dich vu Buu kién tai Buu dién thanh phd Da lat 1a mot loai hinh dich vu
rat phong phii va da dang, bao gdm rit nhiu tuyén van chuyén hang héa trén
céc tinh thanh v huyén ly trén todn qudc theo mang 1u6i buu chinh, vi vay dé
tai nghién ctu nay chi tip trung vio tuyén van chuyén Buu kién trén tuyén
dudng van chuyén hang héa huyé&t mach 12 Pa lat — Thanh phd H6 Chi Minh,
dé tai hi vong s& mod td dugc cdch nhin tdng quit vé cdc khia canh nghién citu,

va dua ra dudc nhitng gidi phdp mang tinh thuc t€ cao.



PHANT :
LY LUAN CHUNG VE CHAM SOC KHACH HANG

1.1 Khéi niém vé chim séc khich hang :

Chdam s6c khidch hang hay dich vu khidch hang (customer service/
customer care) 1a thuit ngit doanh nghiép rat hay néi d&én hoic nghe néi dén.
Tuy nhién, d€ hi€u ding va 1am ding cdc cong viéc cia hoat ddong chim séc

khach hang thi khong phai la doanh nghiép nao ciing thuc hién dugc.

Chim s6c khiach hang 12 mot phin quan trong trong hoat dong
marketing, déng vai trd quan trong trong viéc dim bdo thanh cong cla bat ci
doanh nghiép nao. Viéc chim séc khdach hang phai dudc thuc hién toan dién
trén moi khia canh cta sdn pham va dich vu cung cip cho khiach hang. N&u chi

chii trong vio sidn pham thi viéc chim séc khach hang sé& khong dat hiéu qua.

Trén thuc t€ hén nay c6 nhiéu cdch hi€u vé dich vu chim séc khich
hang. Ching han :
- Dich vu chim séc khdch hang 1a viéc ti€n hanh cong viéc mot cdch ¢
trinh tu cho phép cdc vuéng mic clia khich hang vé sin pham, dich vu dugc xi
1y c6 hiéu qué; cdc thic mic dugc gidi dap lich su, cdc lo ling dugc nhanh chéng
gidi tda; cdc tai nguyén va dich vu sin sang dugc ti€p can.
(Theo Clearlybusiness.com)
- Dich vu chidm séc khach hang 13 khd ning clia mot td chic ludn nhat

quédn trong viéc danh cho khdch hang ding nhitng gi ma ho mudn va ho can.

(Theo Tricare Management Activity)



- Dich vu chim séc khiach hang 1a tit cd nhifng cong viéc ma nha cung
cAp hang héa (dich vu) c6 thé va dugc cho phép lam dé ddp @¥ng nhu cau va
mong mudn clia khdch hang.

(Theo Relationship Marketing)
V6i Tap doan Buu chinh — Vién thong Viét Nam, hoat dong ndy dugc quy

dinh cu thé nhu sau:

Nghiép vu chim séc khach hang bao gdm nhitng hoat dong c6 tic dong
tryc ti€p dén khach hang nhim duy tri va phdt trién dich vu, dem lai sy hai
1ong, tin cay cho khich hang, @m bio hiéu qué kinh doanh ctia Téng Cong ty
Buu chinh — Vién thong Viét Nam trén co s& céc quy dinh clia nha nudc vé
Buu chinh - Vién thong - Tin hoc.

(Theo quy dinh nghiép vu cham soc khdch hang)

Mic du cé nhiéu cdch hi€u, nhung di€m chung ndi bat qua cdc khai

niém dé 12 diéu luén dé cao khach hang, ludn huéng t6i sy thda min cdc nhu
clu, mong mudn ctia khdch hang, 1am hai 1ong khiach hang. Néi khéc di, theo
chiing t6i, chim séc khach hang cé thé dudc hi€u la: Phuc vu khich hang theo
ciach ma khdch hing mong mudn dugc phuc vu va lam nhitng viéc cin thiét dé

gilt cdc khach hang ban dang c6.

1.2 Muc tiéu cia chim séc khiach hang:

Chim s6c khach hang 1a d€ thda man khiach hang. Sy thda man khidch hang 12
muc do trang thdi cdm gidc cia khach hang bit ngudn tir viéc so sdnh két qua

thu dugc khi st dung, tiéu diing san phadm, dich vu vdi sy mong dgi.
Su théa man khach hang c6 thé dudc nhin nhian duéi ba khia canh :

Khia canh ludt phdp - Khia canh khach hang - Khia canh cia nha quan ly.



1.2.1 Khia canh luat phap cua sy théa man khach hang :
Khia canh phép ly trong thda min khdch hang c6 thé bao gdm céc linh vuc sau:
- C4c chi tiéu, thong s6 ky thut;
- Céc diéu khodn hgp dong;
- Céc luat vé budn ban hang héa;
- Quyén 1di ngudi tiéu dung;
- Céc luat va quy dinh vé gi4 cd;
- Cé4c tiéu chuin lién quan dén linh vuc kinh doanh;
- Céc quy tic hanh nghé;
- C4c huéng din danh cho céc t8 chiic ¢6 phan nan, khi€u nai;
- Céc quy dinh vé sitc khde va an toan;
- Céc luat, quy dinh vé qung c4o;
- Céc luat, quy dinh vé bao vé dit liéu;
- Cdc quy dinh danh cho ngudi dan va céc tai liéu tuong tu.

O khia canh phédp 1y, su thda man khdach hang cé nghia la ddp tng cac
tiéu chudn sdn phdm hay dich vu, gid cd, giao hang, an toan va chat lugng.
Khach hang sé& hai 1ong n€u ban tudn thd tit cd cdc quy tic hanh nghé ciing

nhu cdc diéu luat lién quan dén linh vuc hoat dong clia minh.
1.2.2 Khia canh khach hang :

TAm di€m cda théa man khach hang 1a d4p &ng vuot qud su mong ddi clia

khach hang, va mifc cao nhat 1a dat dugc “sy vui suéng ctia khdch hang”.



C6 ba giai doan 1o rang:

- Trudc ban hang, khi ky vong ctia khach hang dugc nudi dudng thong qua

quang cédo, nhitng 15i truyén miéng hay cdc dang thitc khic ciia viéc thong tin.

- Trong qud trinh ban hang, khi khdch hang ching ki€n cdch doanh nghiép

Xt 1y cdc yéu cu clia khdch hang va ban hang.

- Sau bdn hang, khdch hang dang s dung sdn phdm, dich vu ctia doanh

nghiép.

Ca 03 giai doan trén cing dong gép vao su théa man khach hang. Ky
vong cua khdach hang thong qua céc giai doan nay va nhitng kinh nghiém thuc
t€ ctia khach hang s& k&t ndi véi nhau @€ dinh hinh mitc d6 hai long.

1.2.3 Khia canh cia nha quanly:

Nhiém vu nha quén 1y 1a phai quan 1y hoat dong ctia doanh nghié€p, phai
tao ra dugc cac mitc dd thda min khach hang cao nhat.

G6c nhin nha qudn 1y vé thda man khiach hang phdi bdt dau tir nhan thifc
ring nhitng gi doanh nghiép cung cAp phai vugt qua tinh trang chat lugng binh
thudng cla sdn pham hay dich vu. Quédn ly su thda min khdch hang bit dau
bing su hi€u o cdc y&u td di cling v6i nhau d€ tao nén cic cap do théa man.

Nha quén 1y phdi ti€p tuc theo sdt qué trinh ¢ng x& ctia khdch hang sau
khi ho da mua hang.

1.3. TAm quan trong ctia cong tac chiim séc khach hang:
Moi sdn phdm, du 13 hang héa hay dich vu ludén cé mdt bd phan dich vu
di keém. Xe cd hay mdy tinh thi cin dudc sita chita. Khach hang muén hdi vé

cich thic dung mot bing video. Cdc nha ky thuit can cé 15i khuyén dé van



hanh mot mdy tién mdi... chd't luong clia cdc viéc 1am nay cé thé tao ra hoic pha
v3 moi quan hé v6i khdch hang. Ngay cd ddi v6i ban than cdc ban cling vay.
Ban da bao gid ty thé ring sé khong bao gid quay lai mdt qudn dn hay khong
mua sidn phAm clia mdt Cong ty ndo d6 vi nhitng gi ma ho di lam ddi v6i ban
chwa? Chic chin Ia c6 roi. Vay thi, & cuong vi 1a ngudi ban hang, 12 nha cung
cAp san pham, dich vu, ban c6 mong mudn khach hiang ctia minh sé thé nhu vy

khong?

Céc cong ty déu biét ring chat lugng clia dich vu chim séc khich hang
phdi phit hgp véi chat lugng sdn phdm. Tuy nhién, nhiéu Cong ty hoat dong
trong linh vyc ché€ tao sdn phdm lai ddnh gid thdp tAm quan trong cda hoat dong
chim s6c ddi véi sy trung thanh cda khdch hang. Du mot thi€t bi dang hoat dong
t6t nhu dude quing cdo, nhung ddi véi nhiéu khach hang, viéc Cong ty cung cip
céc 131 khuyén hitu ich va khong bdt ho phdi chd dgi ldu bén dién thoai ciing
quan trong khong kém.

Nhu vay, bat ké 13 hang héa hay dich vu, m&i quan hé giita ngudi mua
va ngudi ban chi bit diu khi viéc mua ban dudc ti€n hanh. Sau dé, cdc bén c6
thé lién lac v6i nhau, nhung tAm quan trong ctia viéc lién lac d6 ddi véi mdi bén
lai khiac nhau. Pdi v6i Cong ty, viéc hi€u dudc ring cudc ti€p xtic ndo ctia khach
hang 12 cAn thi€t va hiéu qua d€ xay dung mdi quan hé 1au dai giita hai bén trd
thanh nhitng thdi khic quy€&t dinh (moments of truth) cho hoat dong cia don vi.
1.3.1 Dich vu chim séc khiach hang tét 1a hinh thitc quiang cdo mién phi

nhung mang lai hiéu qua cao cho doanh nghiép.

Mot khach hang hai 1ong s& néi véi trung binh 05 ngudi khiac. Mdi ngudi
trong s6 05 ngudi nay lai sé néi vdi it nha't 05 ngudi khic nita,... Va nhu thé tiéng

t0t vé doanh nghiép sé dudc nhiéu ngudi bi€t t6i. Ngugc lai, mot khdch hang



khong hai long s& phan nan vé6i trung binh 10 ngudi. Mdi ngudi trong s& 10
ngudi nay lai k& vdi it nhat 10 ngudi khac, 1am cho ti€ng xau lan xa, gdy ra nguy

cd mat thém nhiéu khdch hang nita. Do d6, c6 thé thiy ring:
- Dich vu khdch hang t8t tao ra cdc quiang cdo mién phi c6 dd tin cdy cao.

- Dich vu kh4ch hang kém tao ra hinh 4nh tiéu cuc vé doanh nghiép vdi toc

dd lan truyén gip doi.

1.3.2 Dich vu chim séc khach hang tét 1am cho khach hang ti€p tuc mua

hang ctia doanh nghiép:

Céc khdach hang hai 10ng khong chi néi v4i ngudi khdc. Ho ciing sin
sang quay lai &€ mua hang héa ctia doanh nghiép khi ho c6 nhu ciu. “Tai sao
phdi bd cong tim ki€m nha cung cAp mdi khi ta dang rat hai long véi noi dang
phuc vu minh?”. Chinh suy nghi nay da khi€n khdch hang & lai vé6i chiing ta.

Va viéc c6 dugc cdc khach hang quen thudng mang lai cho doanh nghi€p
co hoi gidi thiéu véi khdch hang thém nhiéu sdn ph:?fm, dich vu m@i cua don vi
va khach hang cling dé chap nhin hon.

C4c khach hang ngay nay kh4 coi trong yé&u t& dich vu. Ho sin sang trd
gid cao hon cho san phdm cda ban né€u ho cdm thid'y minh dang dudc hd trg bdi
mdt hé thdng dich vu hoan hdo. Doanh nghiép ctia ban c6 thé ban hang véi gid

cao hon dong nghia véi viéc s& ¢6 1gi nhuén, ting trudng va thinh vugng hon.

1.3.3 Dich vu chim séc khach hang tot 1am giam chi phi kinh doanh va ting

I¢gi nhuén :
Piéu nay c6 thé thiy dudc thong qua cic khia canh sau:

- Ty 1& ghi nhé6 clia khiach hang ting 1én ddng nghia véi viéc chi phi

cho viéc tao 1ap co s& dif liéu vé khach hang gidm di.
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- C4c khich hang quen dudc phuc vu hiéu qud hon, do ta da biét

dudc cdc yéu cau ctia ho, con ho thi bi€t nén trong doi & ta dicu gi va vi
thé€ ciling d& ton chi phi giao dich védi ching ta.

- Lan dau tién ma ta 1am t5t ngay thi s& khong ton chi phi d€ khic
phuc. B&i vi “cong lam di khong biing cong lam lai”.

- Lam dich vu tot thi s& khong bi than phién, khi€u nai, do dé sé
khong bi t&n thdi gian, tién bac vao viéc xit Iy cdc khi€u nai.

- Ti€t kiém dudc chi phi ti€p thi, quing cdo sin phdm, dich vu.
Nhiéu nghién citu cho thiy chi phi d€ ban mdt lugng hang nhit dinh cho
mot khiach hang méi ton kém gip 03 — 05 1an so véi chi phi dé ban lugng
hang nay cho m¢t khach hang hién c6.
Dich vu chim séc khiach hang tot gitip tao ra cdc khach hang trung
thanh cho doanh nghiép:

Khdch hang hai 10ng khi chiing ta ludén ddp ¢ng dugc nhitng mong dgi cua

ho. Khdch hang s& cdm thdy vui suéng khi chiing ta 1am dugc nhitng diéu vugt

qud su ky vong clia ho. Do vay, dich vu khach hang tdt sé& gitip ta ¢c6 thém nhiéu

khach hang trung thanh.

Ho sé& gidn b6 vdi chiing ta ngay cd khi dugc cdc nha cung cip khic 16i

kéo, chao mdi nhitng dé nghi hap din, cdc co hoi quing cdo hay cdc cd ngdi to

16n hon. Can phdi luu y ring khdch hang cang gdn bé véi doanh nghiép trén

phuong dién cd nhian bao nhiéu thi khich hang cang c6 nhi€u khd ning trung

thanh v6i chiing ta bdy nhiéu.



Khi chiing ta cung cip dich vu khdch hang t6t, ching ta sé& giif dugc khdch
hang 1au dai. Lic nay, ching ta ¢6 nhi€u cd hoi d€ cung cAp cho ho thém cic
san phAim mdi khdc, va khach hang cling dé chdp nhan hon.

Xu huéng ngay nay, dich vu ngay cang chi€m ty trong cao trong thu nhap
qudc dan, dic biét 1a xu th€ cung cip dich vu tron géi. Khi khdch hang giri buu
kién, ho mudn dugc cung cAp hop dung, diy budc, gidy boc chdong va dip, nhin
hiéu dep, mudn nhan tai nha, phat tai nha.. Cung cip thém cdc dich vu nay
khach hang thi hai 1ong hon, con ching ta thi ¢c6 thém cong viéc, st dung lao

dong hiéu qua hon.

1.3.5 Dich vu chim séc khiach hang tot sé giip tao dong lyc lam viéc cho

doi ngii nhan vién cua doanh nghiép:

Khi khach hang dugc phuc vu, ho nhin nhan ching ta 1a hinh anh dai dién
cho c& don vi, va ho nhan xét vé don vi thong qua cdch ching ta phuc vu ho. Khi
ching ta cung cap dich vu khdch hang tot thi uy tin ctia don vi s& dugc nang cao,
don vi c6 sy ting trudng cd vé doanh thu 14n thi phdn. C4dc nhin vién sé& cé thu
nhap cao hon, c6 cong dn viéc lam &n dinh, c¢6 nhiéu cd hoi phat tri€n ban than
va sy nghiép. Khach hang dugc phuc vu t6t khi€n moi ngudi sé lam viéc vui vé
hon do khong phdi ling nghe nhitng 13i phan nan va do vy ning suit lao dong
cao hon. TAt cd moi ngudi déu xdc dinh dudc nhiém vu clia minh, sy doan két,
phdi hgp hanh dong cda cdc “khdch hang bén trong” sé chit ché, hiéu qui hon.
Tém tit phan1:

Ngay nay cidc doanh nghiép phai nhanh chéng thay d6i mot cach co ban
nhitng suy nghi cia minh vé cong viéc kinh doanh va chién lugc marketing; cic
doanh nghiép Buu chinh Vién thdng cling khong nim ngoai quy luat d6, bdi vi

muc tiéu ctia doanh nhiép 1a gi6ng nhau, ludén phdi giit dugc lugng khach hang



cii va phat trién md rong so lugng khach hang tiém ning. Do d6, cong tic chim
séc khach hang s& cang phdi chi trong va doi hdi mang tinh chi&n lugc va thich
tng véi tirng thdi ky clia mdi doanh nghiép.

Chiam s6c khdch hang ¢é y nghia chi€n lugc trong sy ton tai va phat trién
ctia mdi doanh nghiép va quyét dinh s& lugng sdn phdm dich vu, quyét dinh
doanh thu va quyé&t dinh mifc do chi phdi thi trudng clia doanh nghiép. Chim séc
khach hang t6t s& mang lai cho doanh nghiép, cong ty mdt ngudn thu dn dinh va
khach hang ciing 1a nguSi quang cdo tich cuc va hiéu qua cho doanh nghiép. 1a

ngudi bao vé mot cach khach quan cho doanh nghiép truée du luan xa hoi.

Trong mot thi trudng canh tranh khoc liét nhu hién nay cdc d6i thi canh
tranh thudng xuyén nhim vao nhitng khuyét di€m trong codng tic chim séc
khach hang d€ 16i kéo khdch hang vé phia minh. Nén cong viéc chim séc khach
hang thudng xuyén phai cdi ti€n nhim thich ¢ng v4i nhitng xu th€ mdi cua thi

truong.

Vi nhitng 1y do trén, chim séc khiach hang c6 y nghia s6ng con vdi doanh
nghiép néi chung va doanh nghiép Buu chinh vién thong néi riéng. Do vay, viéc
hi€u khdch hing mot ciach k§ ludng va toan dién cé chinh sdch riéng, v6i nhitng
ch& @6 wu dii dic biét va thich hop dé bi€n nhitng khdch hang ti€ém ning thinh

nhirng khach hang 16n va la nhitng khach hang trung thanh ctia doanh nghiép.



Phan Il :
PANH GIA THUC TRANG HOAT PONG CHAM SOC KHA CH HANG
DICH VU BUU KIEN TAI BUU PIEN THANH PHO PA LAT - LAM PONG

2. Téng quan vé Buu Pién Tinh LAm Pong.

¢ Qué trinh thanh lap va phat trién ctia Buu Pién Lam Pong

Cudi nim 1975, nganh Buu dién hai tinh LAm Pdng va Tuyén Dic ¢6 107
cdn bd chuyén vién, hé thong td chifc tir tinh d€n huyén da tuong d6i hoan chinh.
Thang 6 nim 1975 Ty Buu dién LAm Pong dugc thanh 14p cdc bo phan chuyén
mon nghiép vu tirng buéc dugc hinh thanh. Mic di méi dugce cling c6 nhung cén
bd va cong nhin vién vdi trinh d6 k§ thuat con y&u va thi€u, cd sd vat chat ky
thuat nghéo nan lac hiu, yéu cau nhiém vu lai ning né nén viéc thuc hién
nhiém vu ciia Nganh Buu dién lic d6 giap khong it khé khan.

Do yéu cau td chifc lai cidc don vi hanh chinh, thing 9 nim 1975 tinh Thuin
Lim dudc thanh 14p gom LAm Pong cii, Tuyén DPitc, Ninh Thuin, Binh Thuin
va Binh Tuy. Pa Lat trd thanh don vi hanh chinh ngay cip tinh; tir diy nganh
Buu dién 2 tinh Lam Péng cii, Tuyén Pic lai dugc t§ chic theo don vi hanh
chinh mdi.

Thdng 01 nim 1976, sau khi gidi th€ tinh Thuin Lam; tinh LAm DPéng dugc
thanh 14p trén cd sé hdp nhat 2 tinh LAm Pdng, Tuyén Ptic va thanh phd Pa
Lat.

Ngay 12 thing 8 nim 1976 Buu dién tinh LAm Pdng dugc thanh 1ap. Ngay
sau khi dugc thanh 1ap, Buu dién tinh LAm Pong di day manh viéc cing c6 td
chitc tir tinh d&€n huyén, tirng buc dn dinh vé nhan luc, bd may quan 1y sip x&p

diéu chinh cdn bo, kip thdi trién khai vd md rong dich vu Buu chinh Vién Thong,



tan dung phuong tién sin ¢, cling c¢d cdi tao mang dudng thu, md rong mang
luéi Buu va bién.
Cac trung tim va Buu di€n huyén dugc hinh thanh:
% Trung tAim Pién Bdo - Dién Thoai
% Trung tim Buu chinh
& Buu dién huyén Bédo 1oc
% Buu dién huyén Bic trong
% Buu dién huyén Di Linh
% Buu dién huyén Bon duong.
¢ Vai tro:
Buu dién tinh LAm Pong 12 don vi kinh t&€ c¢o s& ctia TAp doan kinh t&
Vién thong Viét nam (VNPT), 1 ndi truc ti€p tao ra sdn pham va tao ra thu nhap
qudc dan va déng vai trd rat 16n trong viéc hd trd phat trién kinh t& — xa hoi cda
tinh LAm Pdng néi riéng, va clia cd nu6c néi chung.
- Buu chinh Vién thong 1a nhitng co s§ ha ting quan trong, cho nén
Buu dién tinh LAim Pdng ¢6 vai trd to 16n trong viéc thu hit dau tu.
- V6i xa hoi Buu dién tinh LAm Pdng gép phan cdi thién ddi song vat
chat va tinh thin cla nhan din ngay cang ning cao hon.
¢ Chdc nédng:
Buu dién tinh LAm Pong ¢6 2 chifc ning chii yé&u la:
- S4n xuat kinh doanh : Sdn xuit, kinh doanh cdc dich vu Buu chinh,
Vién Thong, Tai chinh..., Ngoai chifc ning sin xuit kinh doanh thi Buu
dién tinh LAm Pdng con ¢6 thém chifc ning phuc vu chinh tri xa hoi.
- T8 chitc sdn xuédt va kinh doanh céc nghi€p vu, dich vu buu chinh

vién thong trén dia ban toan tinh. Trong qu4 trinh sdn xut phai bdo toan



von va ti€n tdi tao ra 1gi nhuin, dong thdi md rong kinh doanh téng hdp

dé khai thac st dung hét nhitng ning luc sdn xuit cia Buu dién tinh.

- Tu van khéo sét, thi€t k&, xay 1dp chuyén nganh thdng tin .

- Khong ngirng mé rong lién k&t kinh t& gitta cdc don vi va céc 6 chiic
kinh t&€ khédc trong cidc hoat dong sidn xuat kinh doanh. Thyc hién tdt
nhiém vu kinh t€ xa hoi, bdo vé mdi trudng, bdo vé tai sdn qudc gia, bdo
v€ an ninh chinh tri va an toan xa hoi.

+ Tinh hinh hoat dong kinh doanh ctiia Buu Pién Lam Pdng thoi gian qua :

+ Bo may td chitc quan Iy sian xuit ciia Buu dién tinh LAm Pong:

Pugc thanh 1ap theo diéu 1é td chic va hoat dong clia Téng cong ty Buu

chinh - Vién Thong Viét Nam.

Ban Gidm ddc: gdbm Gidm ddc va ba phé Gidam ddc
Gidm ddc : do hoi ddng quan tri bd nhiém, mién nhiém, khen thudng, ky

luat theo dé nghi clia Téng Gidm ddc. Gidm ddc 12 ngudi phu trach chung, chi
dao va diéu hanh cdc hoat dong sdn xuat kinh doanh cla Buu dién tinh, chiu
trach nhiém truc ti€p v6i Tdng cuc Buu dién, TAp doan Buu chinh Vién Thong
va ny Ban Nhan Dan tinh vé cdc hoat dong ctia Buu dién tinh.

¢ Tinh hinh hoat dong kinh doanh :

Buu dién tinh LAm Pdng da hoan thanh toan dién va vugt mitc khd cao
cdc muc tiéu nim 2006, ludn hoan thanh vugt mitc k& hoach, duy tri tdc dd ting
trudng va mot s6 chi tiéu c¢d bdn cao hon binh quin chung trong toan Tap doan
Buu chinh Vién thong Viét nam, ti€p tuc duy tri dudc sy On dinh va phit trién
trong diéu kién c6 nhi¢u khé khin, thach thic tir moi trudng kinh doanh.

Mang lugi Buu chinh Vién thong ti€p tuc dudc ting cudng ning luc va mé

rong vung phuc vu, ddm bdo thong tin lién lac thong sudt, dap ng yéu ciu chi



dao di€u hanh cia cdc co quan Pdng, Nha nudc va Chinh quyén cic cip, dong
gép tich cuc cho cdng tic an ninh qudc phong, gilt gin an ninh chinh tri, trat ty an
toan xa hdi, sin sang phong chdong thién tai, 1 lut, d4p ¥ng nhu ciu ngay cang
cao cua khach hang.

Qudn triét va trién khai kip thdi chi dao cia Nganh vé diéu chinh cuSc phi
cac dich vu Buu chinh, Vién thong; viéc thuc hién gidm gid nhiéu dich vu da
gép phan kich thich khach hang st dung, gia ting sin lugng cic dich vu.

Hiéu qué sdn xudt kinh doanh ti€p tuc dugc cai thi€n; von, tai sin khong
nging ting 1én, ning suat lao dong ting, chit lugng doi ngii lao dong dugc ning
1€n ro rét.

Thu nhip clia cdn bd cdng nhan vién khong ngitng dugc cdi thién, ddi song
vin héa tinh thin ngay cang dugc nang cao.
Mot so két qua dat dugc trong nim 2006
% Hoan thanh vugt mic cic chi tiéu k& hoach
v' Téng doanh thu phét sinh: 326,393 ty ddng; vudt 5,6% ké& hoach,

ting trudng 11%; trong do:

- Doanh thu Buu chinh vién thong phdt sinh:320,218 ty dong, vugt 5,6%

k& hoach dugc giao.

- Doanh thu hoat dong khéc : 3,330 ty dong.
- Doanh thu hoat dong tai chinh : 1,711 ty dong
- Doanh thu khac : 1,134 ty dong.

Téng doanh thu dugc hudng: 270,132 ty ddng, vudt 1,3% k& hoach.
v' Phdt tri€n mdi 27.216 dién thoai ¢d dinh, vugt 43,2% k& hoach,

ting trudng 36,7% so cung ky.



v' Phat trién mdi 1.927 thué bao Internet (1.834 thué bao ADSL va 93
thué bao 1260), vudt 20,4% k& hoach, ting trudng 142% so cung ky.
v San lugng PHBC dat 7,951 triéu t3, vudt 9,7% k& hoach, ting
truong 17,4%.
v Téng sd thué bao hién cé trén mang 13 199.515 mdy, ting 35,8% so
ndam 2005, trong do6 :
- Dién thoai c6 dinh : 134.658 mdy ting 25,3%.

- Di dong tra sau 10.618 mdy, gidm 1.285 mdy, bing89% nim
2005.
- Di d0ng tra trudc 45.363 may, ting 92%.

v’ Téng s6 Internet trén mang 13 8.876 thué bao, ting trudng 266%,
trong do6: Thué bao ADSL: 2.939; Dich vu 1260 : 2.872;
Dichvu :1268+1269
v' MAt d6 dién thoai dat 16,88 mdy/100 dan.
v' Ning suit lao dong binh quan khdi Buu chinh vién thong dat
315,97 triéu ddong/ngudi/nam.
v" Thyc hién nghia vu ndp vé Tap doan Buu chinh Vién thong va ndp
thu€ tai dia phuong :
- Thyc hién nghia vu ddi véi Nganh:
Téng s6 da ndp 1a 203,868 ty ddng, trong d6 chuyén trir vé x4y dung co
ban biing ngudn von khau hao tai sdn dé lai 1a 65,001 ty dong.

- D61 v6i ndp thué tai dia phuong :

Téng so thu€ dau ra phdinop 25,962 ty dong
S6 da ndp va khau trir nop : 27,991 ty dong

Trong dé :



S6 thuc nop

S& khau tri thué€ dau vao

4,768 ty dong

23,223ty dong

Bdng 2 : T1 trong doanh thu cdc dich vu Buu chinh Vién thong

Tinh LAm Dong nim 2006

STT Dich vu Doanh thu Ty trong
( Triéu dong) (%)
1 | Mdy dién thoai thu cudc 36,697 16.46
2 | Lién mang (C6 dinh — di dong) 31,623 14.18
3 | Bién thoai Lién tinh 29,565 13.26
4 | Dién thoai ndi hat 22,667 10.17
5 | Cé4c loai Vién thong khdc: 19,226 8.62
108; 1900; thué trung k&, bdo dudng; ...

6 | bién thoai ndi tinh 17,024 7.64
7 | Cac dich vu Buu chinh 13,263 5.95
8 | Doanh thu ban hang héa 13,038 5.85
9 | Doanh thu hoa mang 11,824 5.30
10 | Bdn thé di dong tra trudc 10,065 451
11 | Doanh thu tir di ddng 10,045 4.51
12 | Doanh thu Internet 3,324 1.49
13 | Phat hanh bdo chi 2,995 1.34
14 | Bién thoai qudc t& 1,598 0.72

Téng cong 222,959 100%
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2.1 Gi6i thiéu tong quan vé Buu Pién thanh phé Pa Lat : (Phu luc 01)

2.2. Tinh hinh kinh doanh dich vu Buu kién tuyén thanh pho Da Lat di thanh

phé” Ho Chi Minh trong nhitng nim vira qua :

2.2.1 Tinh hinh thi trud'ng van chuyén hang héa tuyén thanh phd Pa Lat -
Thanh phé Hoé Chi Minh

Trong nhitng nim qua sy phdt trién manh mé kinh t€ xa hoi cda Thanh
pho ba Lat, giai doan 5 nam 2002-2006 véi GDP binh quin 12%/ndm. Nganh
van tai phdt trién manh vé chi't lugng va s6 luong, vdi nhu cau trao ddi budn ban

ting manh, véi toc do ting trudng binh quan 10%/nim.




Véi uu th€ ctia thanh phd Pa Lat 14 thanh phd du lich ndi ti€ng, do vu thé
vé diéu kién ty nhién nén sin phdm codng, ndng nghiép da trd thanh nhitng
thuong hiéu nhu: cdc loai rau, hoa, qua, tra atisd, café...dugc khach hang trong

va ngoai nudc chdp nhan.

Thanh phd Da Lat ¢6 vi tri nim gin trung tim kinh t€ 16n, ning dong clia
Viét Nam (thanh phd Ho Chi Minh va khu vuc Pong Nam bd), d6 1a diéu kién
thuan 1gi d€ phat tri€n kinh t& xa hoi cla thanh phd, dic biét 1a phat trién nganh
van tdi hang héa, 1a cAu ndi quan trong dé thiic day cdc nganh kinh t& khic phat

. R
trien.

Hang nim sdn lugng lugng hoa mau va cdc sdn phdm may mic ... tif thinh
phd Pa lat dudc xuit ra thi trudng céc tinh va cdc nudc chi€m khodn 345.000 tdn
(S6 liéu thong ké 2006) di noéi 1én duge day 1a mot thi trudng van chuyén hang
héa rat 16n.

Hé thong van tdi ngoai qudc doanh phat trién khong ngitng vé s& lugng
xe, chat lugng xe ngdy cang dudc thay thé cdc chiing loai méi ddp Gng nhu cau
kha 16n vé thi trudng van tdi hing héa. Hién nay s6 lugng xe van tii hang héa
trén dia ban thanh phd Da lat theo s liéu thong ké nim 2006 1a hon 600 chiéc

trong d6 xe c6 trong tai tir 2,5 d€n 5 tAn chi€ém mot ti 1& khd 16n.

Theo s6 liéu thong ké cia Cuc Thong ké Lam dong, khdi lugng hang héa
trao ddi giita Pa Lat va thanh phd H6 Chi Minh 13 rit 16n, binh quin khodng hon
165.230 tAn/nim (biing dudng bo va dudng hang khong, nhung van tdi chi yéu
12 bing dudng bo).

Tuyé&n Pa Lat di thanh phd H6 Chi Minh: sin phim trao ddi 12 rau, hoa,
qua, tra, café.. va nhitng dic sdn (sdn phdm thd hoic ché& bi€n); san phadm thi

cong my nghé truyén théng nhu tranh théu tay, dét thd cAm....



Tuyén thanh phd HO Chi Minh di Pa Lat cht y&u 1a hang tiéu dung va

san pham cong nghiép, dién ti....

Tai thanh phd Pa Lat dich vu kinh doanh vin tdi ra't phdt tri€n, Cong ty
TNHH Thanh Budi, Cong ty TNHH Thi Thao, Cong ty TNHH Phuong Trang 1a
nhitng doanh nghiép chi€m thi phan 16n vé kinh doanh van tdi (hon 80%), ti€p
theo sau d6 1a Buu dién, Buu chinh Viettel va cdc doanh nghiép vin tdi tu nhan

nho 1€ khac.
2.2.2. Nhitng thuan Igi va khé khin :

Viéc phat trién thi trudng cho dich vu buu kién ddi v6i nganh Buu chinh
Vién thong néi chung va tai dia ban Buu dién thanh phd Pa lat néi riéng, tly
thudc rat nhiéu vao y€u td thich nghi cda dich vu d6. Trong d6 bao gdm cdc y&u
t6 kinh t& va xu huéng phat tri€n clia dia ban cling nhu cdc quy trinh quy pham
clia dich vu phai linh hoat, mém déo nhiim thich Gng vdi cdc tic dong clia moi
trudng ty nhién va moi trudng canh tranh nhat 1 trong linh viuc Buu kién (van
tai hang hoa).

Vi 1& d6 viéc hang loat cdc dich vu buu chinh mdi ra doi nhim ddp tng va
hd trg cho dich vu Buu kién nhuw Buu chinh Uy théc, dich vu khai gid 1a mot su c&
ging va phl hgp v6i mot xu th€ chung trén toan qudc, nhung lai bi €o udt khong
phdt tri€n tai mot s dia ban cdc tinh thanh khéc, trong d6 c¢6 Buu dién thanh
phd Pa lat 1a mot vi du mang tinh dién hinh va nhit 1a trong thdi gian tdi viéc
buu chinh didng vitng tu tim ra 16i di, tv tim ra thi trudng cho chinh minh liéu
chiing da dé&n lic ty khing dinh minh.

Hién nay tai dia ban Thanh phd Pa lat khd nhiéu doanh nghiép c6 nhu
cau van chuyén hang héa tir thanh phd Pa Lat dé€n Thanh phd Hd Chi Minh

nhung do tinh chit canh tranh vé chit lugng dich vu va hé thong gid cd cho nén



dén thdi diém hién nay tai Buu Pién Thanh Phé Pa Lat khdch hang st dung
dich vu Buu kién (Tuyé&n Pa lat — Thanh phd H6 Chi Minh) kh4 thua thét.

Trong khi d6 tinh hinh canh tranh giita cic doanh nghiép vo cung gay git,
canh tranh qua tirng giai doan tlr tinh chat phuc vu nhv thi trudng ngoai van tai
hang héa ngoai khong tinh chi phi boc d& hang hda 1én xudng — Thdi gian dudc
sip x&p uyén chuyén phit hdp vdi tirng doanh ngiép (Xe va ngudi chd cho dén
khi doanh nghiép sdn xut xong hang héa d€ boc dd 1&én xe nhung khong tinh chi
phi cOng thém...)

Thuin lgi :

- Hé thong chap nhan dich vu Buu kién :

Hé thdng chdp nhin hang héa dudc trdi rong bao gdm cic Buu cuc bao
gdm 12 Buu cuc trén toan thanh phd Pa lat, cdc buu cuc dugc trdi rong dén 12
phudng va 03 xa (do dai ly Buu dién vian héa xa dam trach)

Hé thdng Pai ly Buu cuc tryc thudc Buu dién Pa lat thuc hién nhiém vu
chap nhan dich vu trén dia ban rong

Bén canh d6 cdc nhin vién Buu td ngoai chitc nang tryc phat Buu kién
con ¢6 chifc ning chdp nhan cdc Buu kién khi khdach hang yéu cau chdp nhan tai
nha.

- boi ngll nhan vién :

Tai cdc Buu cuc, dai Iy va Buu dién vin héa xa dugc huin luyén vé k¥
ning nghi€p vu cling nhu viéc cdp nhat cac thong tin nghi€p vu

- Hé thong kho bii chita hang héa :

Hé thong kho bdi c6 va dugc bo tri tai Buu Pién Thanh Phd Pa Lat va
Trung TAm Van Chuyén Qudc T€ - Lién Tinh (VPS)

- Chi phi Ivu kho thap (tif ngay thd sdu mdi tinh chi phi luu kho)



- Ching loai xe van chuyén da dang : Cdc trong tai xe c6 tir 1,5 tAn — 2,5
tdn — 5 tdn va trong ngay c6 02 chuyén xe viéc van chuyén hang héa di Pa lat
thanh phd H6 Chi Minh

- Cu6i cuing 1a thuong hiéu VNPT luon dugc khach hang tin tudng

Bang 2.2.2.1 Bang gia dich vu buu kién tuyén Pa lat - TP H6 Chi Minh

Trong lugng 1kg 2 kg 3kg 4 kg S kg 6 kg 7kg 8 kg

Gia cudc 3.300 4.400 5.500 6.600 7.700 8.800 | 9.900 | 11.000

9k 10k 11k 12k 13k l4ke | 15k 1k
Trong lugng g g g g g g g g

ti€p

theo

Gia cudc 12.100 | 13.200 14.300 15.400 | 16.500 | 17.600 | 18.70 | 1.100

0
Bang 2.2.2.2 Cudc phat tai nha theo dia chi yéu cau
Trong luong T61 50Kg | Trén 50Kg | Trén 400Kg
16 hang /1 dia chi dén 400 Kg | dén 800Kg
Miic cudc tdi thiu (ddng) 19.800 39.600 66.000

Khé khén :

- Chiing loai hang héa chap nhian chuyén chd han ché.

- Chua ¢6 xe chuyén dung chuyén chd hang héa thit yé&u (hoa, rau qua..)

- Thdi gian chua chli dong vao ngudn hang ciia ban hang con tuy thudc
vao hé thdng buu cuc trén cdc tuyén doc qudc 16 20

- Mot ngay chi ¢6 02 chuyén

- Thdi gian van chuyén hang héa kéo dai do cdc quy dinh nghiém ngit vé
nghiép vu buu kién do Tap doan Buu chinh Vién thong Viét nam ban hanh.

- Quy trinh déng g6i hang hod g theo dudng buu kién nghiém ngit



- Céc doanh nghiép van tii khic (ngoai Buu dién) c6 wu th€ ndi bat 13
thdi gian van chuyén nhanh, thi tuc don gidn tién 19i, gid cudc ré (khi gt khoi
lugng hang 16n), ching loai dich vu da dang (khdng rang budc nhitng hang héa
nhu chat 1dng, hang cong kénh, hang tudi song....), chat lugng phuc vu véi doi
ngl nhan vién tré, ning dong....dugc khach hang danh gia cao va hai 1ong hon

doanh nghi€p Buu dién.

Tuy nhién, nhitng han ch€ cla dich vu van tdi ngoai nganh, dé 1a mic do
an toan thap, trudng hgp mat mat hu hdng thi mitc bdi thudng chua hgp 1y. Qui
trinh t6 chic sdn xudt chua khoa hoc, chua chuyén nghiép (vin con cich thic
kinh doanh van tdi nhd 1 manh miin), viéc truy tim, bi€t thong tin vé hang héa
gin nhu rat khé, d6i v6i nhitng haing héa cé gid tri can an toan, bdo mat... thi cic

doanh nghiép nay chua ddp ¢ng yéu cau.

2.3 DPanh gia tinh hinh kinh doanh dich vu buu kién tai Buu dién Pa lat

tuyén Pa Lat — thanh phé Hé Chi Minh 2002 — 2006 :

Buu kién 12 mot trong nhitng dich vu buu chinh truyén thdng lau ddi cia Buu
dién Pa Lat, dugc cung cip tai td't cd cac di€m giao dich rong khip trén dia ban

thanh phd Pa Lat (9 di€m giao dich chinh va trén 30 dai ly).

V61 nhitng vu diém cta dich vu buu kién d6 12 mot trong nhitng dich vu
truyén thdng quen thudc ddi v6i khach hang, gid cudc ré (cudc binh quin tuyén
Pa Lat — thanh phd H6 Chi Minh 12 1.100 dong/ kg), mang ludi cung cip dich vu
rong khip rat tién ich d6i v6i khiach hang. Giai doan 2002-2006, sin Iugng buu
kién binh quin 9,5 ngan buu kién ~ 143 tAn/nim; tdc dd ting trudng thap

13,76%~ 4.760 buu kién (tr 7.054 nim 2002 ting d€n 11.814 nim 2006).



Bang 2.3 : San lugng doanh thu dich vu Buu kién giai doan 2002-2006

SO LUQNG (Cii) DOANH THU (d6ng)
NAM . . | TRONG PO PI TPHCM . . TRONG PO PI TPHCM
TONG SO SAN TONG SO DOANH
LUQGNG TY LE THU TY LE
2002 7,054 1,195 | 16.94% | 120,165,635 | 21,151,500 | 17.60%
2003 7,954 1,135 | 14.27% | 130,450,292 | 18,841,000 | 14.44%
2004 8,151 1,196 | 14.67% | 135,386,551 | 18,538,000 | 13.69%
2005 10,462 1,264 | 12.08% | 171,102,324 | 18,201,600 | 10.64%
2006 11,814 1,321 | 11.18% | 204,284,976 | 14,927,300 7.31%
TONG 45,435 6,111 761,389,778 | 91,659,400
TAI:IG 113.76% 102.54% | 90.13% 114.19% 91.66% | 80.27%
TRUONG

(Nguon : Buu dién thanh phd Pa lat)

Doanh thu binh quan 152 triéu/nim chi€m ty trong 3% tong doanh thu buu

chinh va bing 1% tdng doanh thu Buu dién Pa Lat. Téc dd ting trudng doanh

thu cao 14,19% ~ 84 tri€u/nam.

Do dic thii cia hé thong gid cude buu kién: tinh theo cu ly ving mién va

trong luong, glti d&€n nhitng ndi xa gid cudc sé cao va khdi lugng cang 16n thi

cudc sé giam. Trong giai doan 5 nim 2002-2006 buu kién c6 san lugng ting

trudng thdp nhung doanh thu ting manh, diéu d6 c6 nghia khach hang gl buu

kién dén nhitng ving xa (nhu mién bic) va sin lugng buu kién gl d€n nhitng

khu vuc trung tAim (TP H6 Chi Minh) gidm ddng ké.




Dich vu Buu kién tuyén Pa Lat-TP Hé Chi Minh va ngugc lai:

Tai chiéu di tir Pa Lat d&€n TP HO Chi Minh, véi binh quan 1,2 ngan buu
kién~18 tAn/ nim, san luong chi€m ty trong binh quin 13% trong tdng sd buu
kién va ty trong gidm manh qua cdc nim (t¢ 16,94% nim 2002 xuéng con
11,18% niam 2006). Téc do ting trudng thap 2,54% ~ 126 buu kién. Ty trong
doanh thu chi€m binh quan 12% va gidm manh 20% tir 17,60% nim 2002 xudng
con 7,31% nam 2006. doanh thu gidm 9%~7 triéu.

D6 1a xu hudng tat y&u clia nén kinh t& thi trudng, do sy phat trién manh
mé cda cdc doanh nghiép vén tai tai dia ban thanh phd Pa Lat va sy chAm d6i
md&i vé cd ch€ chinh sdch, vé chi€n lugc kinh doanh ctia Buu dién, 1am cho dich
vu van tdi, trong d6 buu kién bi canh tranh khoc liét va chia sé thi phan rat
manh. Nhitng thi phan, khdch hang 16n mang lai 1¢i nhuin (tai khu vyc trung
tAm, tai cac thinh phd 16n) cdc doanh nghiép van tdi ngoai nganh gan nhu chi€m
linh thi phdn hoan toan, khdch hang thi trudng ctia dich vu buu kién 13 nhitng noi

xa, nhitng khach hang nho, 1€ mang tinh phuc vu.

Tai chiéu dén clia buu kién tir thanh phd H6 Chi Minh d&€n Pa Lat vdi sdn
lugng binh quan hang nim 3,5 ngan cdi ~ 56 tin/nim. San lugng buu kién chiéu
dé&n gap 3,5 1an sdn lugng chiéu di, do thanh phd H6 Chi Minh 13 trung tAm kinh
t&€ 16n nhat clia Viét Nam, ndi giao thudng cung cAp hang héa giao dich cho céc

tinh thanh khdc.

Do cd ché€ hoat dong cia Tap doan Buu chinh Vién thong Viét nam
(VNPT) va cdc Buu dién Tinh, Thanh hoat dong hach todn phu thudc, dic thu
cia sin phim nganh lién quan dén nhiéu Buu dién ciing thuc hién, vi th€ doanh
thu buu kién phat sinh tai Buu dién Tinh, Thanh nao thi ghi cho don vi d6. Khi

buu chinh tdch riéng va hach todn ddc 1ap thi viéc tinh dén #n chia doanh thu



tirng sdn phadm dich vu 1a tat y&u d€ tinh hiéu qua kinh doanh titng Buu dién tinh,

thanh.
2.4 Tinh hinh chim séc khach hang dich vu Buu kién :

2.4.1 Chat lugng dich vu : con nhiéu han ché dic biét 12 thdi gian van chuyén
hang hod chAm hon so véi thi trudng ngoai (Quy trinh dich vu Buu kién tuyén Pa
lat — Thanh phd Hd Chi Minh 12 03 — 05 ngay trong khi d6 thi trudng ngoai 1a
24 ti€ng déng hd). Thi tuc con khd rudm rd va lam mat thdi gian cda khdch
hang, day 132 y&u t6 4nh hudng manh dé€n kha ning canh tranh va thi phan cla
dich vu tai dja ban thanh phd. T8 chic sdn xuit con lac hau va thi€u khoa hoc,
qui trinh thé 1& thd tuc cham ddi mdi, nhiéu thao tic, nhiéu 4n phim, nhiéu s6

sdch thira...gdy bat tién cho khach hang va c4 ngudi ban hang.

V6i cam két chdt lugng dich vu: “Nhanh chéng, chinh x4c, an toan, tién
I¢i va van minh”, trong d6 chi ti€u nhanh chéng va an toan chua dip ng yéu
cAu khdch hang, cdc don khi€u nai, x&t 1y thu gép ¥ nhu : that lac, hu hdng hang
héa, thdi gian hang hod khong d4p tng theo chi tiéu cam két ... vin dién ra trong
cic ndm

Bang 2.4. Khi€u nai ctia khiach hang vé dich vu Buu kién cdc nim 2004 - 2006

Niam | Thitlac hing héa trong | Hu hdng trong qua | Thdi gian vin chuyén khong
qud trinh van chuyén trinh van chuyén ding chi tiéu cam két
2004 237 vu 183 vu 96 vu
2005 193 vu 172 vu 142 vu
2006 187 vu 119 vu 217 vu

(Nguon : Buu dién thanh phd Pa lat)




Chat lugng dich vu con kém so vdi cdc nha cung cip khdc tai dia ban.
Nguyén nhan chii yéu do rang budc bdi qui trinh, thé 1¢ thd tuc, hanh trinh giao
nhin 1am cho thdi gian chuyé&n phat buu kién rat chim, nhitng ring budc vé thé
1 thd tuc nhu han ché€ chiing loai hang giti, ring budc vé kich thuéc, trong lugng

hay qui dinh géi boc....
2.4.2 Chién lugc kinh doanh :

Chiam ddi méi, v6i phuong thic kinh doanh “rdt truyén théng” thinh
thodng c¢6 chuong trinh khuyén mai gidm gi4, gan nhu khong c¢é chuong trinh
khic d€ khuyé&ch truong, ti€p thi, phat tri€n dich vu. Chinh sich gid cudc thi€u

linh hoat, gin nhu it thay d6i vdi nhitng thay ddi cla thi trudng va thi€u hdp ly.

Trong thdi gian qua, Buu dién Pa Lat d3 nghién ctfu mot s6 gidi phdp dé
phat trién dich vu Buu kién tuy&én Pa Lat - thanh phd H6 Chi Minh; hdp tic véi
Buu dién thanh phd H6 Chi Minh trong phdt tri€n dich vu buu kién.....Tuy nhién
do nhitng rang budc vé co ché& chinh sdch (sy phé duyét clia cap trén Buu dién

tinh).... cdc nghién cttu ndy da khong dugc dp dung thuc té.
2.4.3 Lao dong, i'ng dung cong nghé

Lao dong trong Iinh vuc buu chinh dang la bai todn khé gidi. Hién tai
trong linh vuc buu chinh v6i doanh thu chi€m hon 5% tdng doanh thu ctia Tap
doan Buu chinh Vién thong Viét nam (VNPT), nhung lao dong chi€m hon 50%,
. Tinh trang thi€u lao dong c6 trinh dd lanh nghé nhung lai thira lao dong khong
c6 trinh do lanh nghé hoic c6 nhitng k§ ning di dudc dao tao khong con phu
hdp véi yéu ciu hién tai, do d6 nhi€u cong viéc khong c6 ngudi thyc hién trong
khi nhi€u nhin vién khong bi€t Iam viéc gi, ning sudt lao dong thip. Nguyén

nhan cla tinh trang trén 13 do c6 mot sd ngudi di dugc dao tao qud lau, chua



dugc dao tao lai; viéc cAn nhic, xem xét ¢t ngudi di dao tao & tirng lic, tirng noi
chua ding d6i tugng dan dén tinh trang sau khi dugc ddo tao khong phat huy hét
hiéu qud can thi€t. Trinh dd cla dodi ngii cdn bd cong nhan vién tuy khd cao
nhung phin 16n 12 dudc ddo tao theo hinh thifc tai chifc, 1am viéc theo kinh
nghiém nhiéu hon 12 van dung nhitng ki€n thitc di hoc, vi vy din d&€n ning suat
lao d6ng, hiéu quéa cong viéc va thai do phuc vu khach hang chua ddp ing dugc

y€u cau deé ra.

Viéc ttng dung cong nghé trong kinh doanh buu chinh n6i chung va dich
vu buu kién néi riéng con rat thd sd. Pa phan khai thdc thi cong, chua ng dung
hé thong biang chuyén, thang ning hang, khai thdc chia chon ty dong....’ng dung
tin hoc trong cung cip dich vu con han ché& va bat cip: chua cé chuong trinh
quan ly tap trung toan nganh, chuong trinh quan 1y buu kién tai don vi chi mang
tinh thong ké, con nhiéu bt cip va chua thue sy hd trg ddc luc cho sdn xuit kinh
doanh. Piéu nay dnh hudng 16n dén chat luvgng dich vu buu kién cia VNPT néi
chung va tai Buu dién PBa Lat n6i riéng.

2.5. Khao sat danh gia tinh hinh chim séc khiach hang dich vu Buu kién tai
Buu dién thanh phé Dalat :
2.5.1 Thiét k& bang cAu hdi :

TU yéu cdu ndi dung dé tai, thong qua trao d6i vdi cdc khach hang, cic
nha nghién cifu ching to6i duwa ra mot sd cAu hdi sd bd va tién hanh khio sat thi
nghiém khodng 30 khach hang c6 nhu ciu thudng xuyén st dung dich vu buu

kién va dua ra bing cAu hdi chinh thitc duing dé khao sit.

Noi dung bing cau hdi dugc thiét k& nhu sau :



Phan I : Badng cAu hdi dugc thi€t k& theo chiéu cot doc gdbm céc chi tiéu
ddnh gi4 chinh vé chat lugng phuc vu clia giao dich vién, cdc y&u t& vé co s§ vat

chat.. dugc ma hod tir VO1 dén V47

C4c chi tiéu ddnh gia tr 1 d€n 5 ctia khach hang st dung dich vu Buu kién

phia bén phai bang cdu hoi 1a mitc dd hai long theo cac quy udc :
Trong d6 gid tri 1 : R4t khong hai long

2 : Khong hai long

3 : B6i khi hai lIong va khong hai long

4 : Hai long

: RAt hai long.

9]

Phan II : Pudc thi€t k€ theo chiéu ngang vé dic tinh cdc chi tiéu vé céc

y&u t& nghé nghiép, thu nhap, trinh do viin ho4 thit ty tir 01 dén 07.
2.5.2 Phuong phap thu thap thong tin :
Phuong phdp thu thip dit liéu bang cdch phat phi€u khdo st da 1ap cdc cau hoi.

Dai tugng khdo sdt 1a bao gdm cdc khach hang st dung dich vu Buu kién tai Buu
dién thanh pho Da lat thong qua hé thdng Buu cuc, Buu dién vin héa xi va Dai

1y Buu cuc tuy&én Pa lat — Thanh phd H6 Chi Minh.

Bang 2.5.2.1 Thyc hién phat phiéu diéu tra

Tinh hinh phi€u diéu tra S6 lugng
Tdng s& phi€u phit ra 386 100%
S& phi€u thu vé 367 95,37%
S& phi€u st dung dugc 350 95,08%
S6 phi€u khong st dung dudgc 17 4,63%

Ghi chu :




S6" phiéu khong st dung dugc vi khdch hang trd 1oi giong nhau hodc bé trong

nhiéu chi tiét cta cdu hoi.

Bang 2.5.2.2 : Co cAu miu diéu tra phin theo buu cuc, buu dién vin héa xa, dai ly

bia diém Khu vuc
1 | BUUBIEN TRUNG TAM Phudng 1 48 | 13,7
2 | BUU CUC PHAN PINH PHUNG Phudng 2 431 123
3 | BUU CUC TRAN PHU Phudng 3 34 9,7
4 | DPAILY BUU BIEN HOANG V THU Phudng 4 18 5.2
5 | PAILY BUU PIEN HOANG DIEU Phudng 5 21 6,0
6 | PAILY BUU PIEN LA SON PHU TU Phuding 6 - 7 38| 10,8
7 | BUU CUC BUI THI XUAN Phudng 8 33| 94
8 | BUU CUC PHAN CHU TRINH Phuding 9 — 10 36| 10,3
9 | BUU CUC TRAI MAT Phudng 11 16| 46
10 | BUU CUC THAI PHIEN Phudng 12 23 6,6
11 | BUU CUC CAUPAT Xa Xuan Trudng 23| 6,6
12 | BUU PIEN VAN HOA XA TA NUNG Xi Ta Nung 17 4.8

TONG SO 350 | 100%

(Ghi chu : dd loai tric cdc phiéu khong hop 1é trén tieng khu viec)

2.5.3 Phan tich dit li€u sau khi thu thip thong tin :

- Pdnh gi4 chat lugng phuc vu clia giao dich vién

- Pdnh gi4 chat lugng dich vu Buu kién

V12)

- Céc chi tiéu do ludng vé cd s8 vat chat

- Mitc d6 hai long vé hé thdng phan phdi

- Po ludng yéu td gid cd dich vu Buu kién

- Giai quyét cdc khi€u nai d6i v6i dich vu Buu kién (M3 hod tir V27 — V31)
- Mitc d6 hai long vé cdc chuong trinh khuyén mai

- Mittc @6 ggi nhé quang cdo cta dich vu Buu kién

(M3 hod tir VO1 — VO06)

(Md hod tir VO7 —

(M3 hod tir V13 — V17)
(M3 hod tif V18 — V22)
(M3 hod tir V23 — V26)

(Ma hoa tr V32 — V36)
(M3 hod tr V37 — V46)

- Mtic @6 st dung Buu kién/thang Pa lat — tp. H6 Chi Minh (M3 ho4 : V47)

Céc chi tiéu vé thong tin cd nhian dudc thuc hién :




- Y&u t6 nghé nghiép : Ma C2 dugc d4nh tir 01 d&€n 07

- Thong tin vé thu nhap : M2 C3 tir 01 dén 05
- Trinh d§ van hoa : Ma C4 tir 01 dén 04

Ching t6i st dung phAn mém SPSS 12.0 cho viéc thong ké mo td ki€m dinh
thang do va phan tich cdc nhin t6 lién quan.

2.5.4 K&t qua thu thap dugc tir thong tin c4 nhan :

Bang 2.5.4 : Thong tin c4 nhan cua khiach hang sit dung dich vu Buu kién

tuyén Pa lat — Thanh phé H6 Chi Minh

Tiéu chi Phin loai S6 lugng Ty 1€
Gidi tinh Nam 165 47.1%
Nt 185 52.9%
Trinh do Duéi trung hoc phd thong 26 7.4%
Trung hoc phd thong, trung cip 161 46.0%
Cao ding, dai hoc 155 44.3%
Trén dai hoc 8 2.3%
Nhén vién vdn phong 118 33.7%
Cong nhin 49 14.0%
Sinh vién, hoc sinh 74 21.1%
Nghé nghiép | Budn bdn 26 7.4%
NOoi trg 12 3.4%
Doanh nghi€p nudc ngoai 6 1.7%
Doanh nghié€p trong nuéc 25 7.1%
Nghé khic 40 11.4%
Thu nhéap Duéi 1 triéu 94 26.9%
T 1- dudi 2 triéu 150 42.9%
T 2 - dudi 3 tri€u 72 20.6%
Tu 3 - dudi 4 triéu 17 4.9%
Trén 4 triéu 17 4.9%
Mic dd st Thing mdt 1an 182 52.0%
dung Théng hai lan 30 8.6%
dich vu /thing | Thdng trén hai lan 15 4.3%
Chi st dung 1an dau 123 35.1%




Qua bdng thong tin trén cho thiy s6 khiach hang st dung dich vu c6 trinh
dd hoc van tir trung cAp dén Pai hoc chi€m ty 1& khd cao (44.3 — 46.0) va mit
bing chung khdch hang st dung dich vu chii y&u la cdc cd quan, nhian vién vin
phong) chitng td sy an toan va tin tudng & dich vu buu kién, tuy nhién qua diéu
tra kh3o sdt cho thay phan 16n buu kién 1a do cdc co quan trén dia ban chd yé&u

l1a cd quan hanh chinh sy nghiép.

Bén canh d6 mdc do s dung dich vu cla cac cd quan doanh nghiép trong
nudc (7.1) va doanh nghi€p nudc ngoai (1.7) dic bi€tla ciac hd ti€u thuong budn
bdn (3.4%) 1a rat thap, qua thyc t&€ khio sit cho thdy 1a thdi gian chuyén phat
hang héa ciing nhuw mot s6 mit hing ma dich vu Buu kién chua thé ddp tng cho
khach hang. Mdc d6 st dung dich vu buu kién trung binh thang 01 1in chi€m
52% va st dung dich vu thang 02 chi€m 8,6% va thdng trén 03 1an 1a 4,3% dicu
nay cho thdy dich vu Buu kién c6 xu huéng gidm dan, nhat 1a khiach hang c6 nhu
cau thudng xuyén st dung dich vu Buu kién tuyé&n thanh phd H6 Chi Minh. Qua
khdo sdt luong khach hang st dung 1in dau dich vu buu kién (35.1) 1a khd cao
chitng té cong tic quing ba va cic chuong trinh ti€p thi dich vu chua dudc diy

manh trong thdi gian qua.

2.5.5 K&t qua danh gia chat lwgng phuc vu giao dich vién:

Bang 2.5.5 : D4anh gia chat lugng phuc vu giao dich vién

‘ Frequency Percent Valid Cumulative
Percent Percent
R4t khong hai long 8 2.3 2.3 2.3
Khong hai long 34 9.7 9.7 12.0
Do6i khi hai long 119 34.0 34.0 46.0
Hai long 128 36.6 36.6 82.6
R4t hai long 61 17.4 17.4 100.0
Total 350 100.0 100.0




Qua k€&t qua nghién cifu cho thd'y khiach hang hai long chi€m kh4 cao (17.4
— 36.6) tuy nhién d4nh gid vé mifc dd hoan toan khong hai Iong va rat khong hai
long vé thdi d6 phuc vu clia doi ngii nhitng ngudi truc ti€p ti€p xic vdi khach
hang (2.3 — 9.7) c6 thé néi chua c6 modt doi ngll giao dich dung ‘ti€u chuin’
trong cong tdc giao dich va chim séc khiach hang. Cho nén di€u cin quan tim va
dé ra cdc gidi phap trong cong tdc bdi dudng doi ngii giao dich vién ciing nhu
cdc k&€ hoach dao tao ngudn nhin luc trong ddi ngi nhan vién cling nhu cong tic
tuyén chon ngudi phit hgp, cdng tic ddo tao, huan luyén, cong tic td chitc, dinh
gid, ddi ngd déu chua dugc thuc hién ding trong thdi gian vira qua.

Nhan vién giao dich v6i khdch hang con thi€u kién thitc, k§ ning va thdi do
ding din. K&t qua 1a khach hang thudng kéu ca vé thdi dd lanh nhat, thd o, clta
quyén clia cdc giao dich vién buu dién. Viéc t6 chifc ddi ngii chim séc khich
hang ciing chua dudc bai ban, dic biét chwa chd y dén dodi ngili chim séc céc
khach hang 16n 12 nhém khich hang c6 tim quan trong séng con ddi véi doanh
nghiép. Hon nita nhém khdch hang nay dang bi cdc ddi thd canh tranh 16i kéo

manh qua hinh thifc bidn hing va chim séc truc tiép.

2.5.6 K&t qua danh gia mitc dé hai long cia dich vu Buu kién :

Bang 2.5.6 : Panh gia mitc do hai long ctia dich vu Buu kién

Frequency Percent  Valid Cumulative
Percent Percent
R4t khong hai long 13 3.7 3.7 3.7
Khong hai long 37 10.6 10.6 14.3
Doi khi hai long 95 27.1 27.1 41.4
Hai long 150 42.9 42.9 84.3
R4t hai long 55 15.7 15.7 100.0
Total 350 100.0 100.0




Theo k&t qua nghién citu cho thdy (Bidng 2.5.6) mifc do hai long dich vu
buu kién khd cao (15.7 — 42.9) tuy nhién quy trinh chdp nhan dich vu Buu kién
van con “cd dién: din d€n khich hang phdi chd 1du, mat thdi gian, cic An pham
lién quan dén dich vu Buu kién con nhiéu thong tin va chi ti€t khong cin thiét

dé khich hang dién vio... (3.7 — 10.6)

Thdi gian chuyén phdt hang hod tuyén Pa lat — Thanh phd HS Chi Minh
van con mat nhiéu thdi gian do trung binh 13 01 tuin, trong khi d6 thi trudng van
chuyén ngoai thdi gian giao hang giao dong tir 10 - 12 ti€ng dong hd, do 4p
dung ‘ciing nhic’ cdc quy trinh nghiép vu nhu : hang hod van chuyén dé&n thanh
phd HO Chi Minh tai trung tim khai thac Buu chinh lién tinh sau d6 dudc khai
thdc dua vé Buu dién thanh phd HS Chi Minh — Giai doan ti€p theo tir Buu dién
thanh phd H6 Chi Minh ti€p thuc khai thac va dua vé cdc Buu dién quan huyén
— Tur cdc Buu dién quin huyén khai thac trén cdc tuyén va lap gidy mdi theo
dudng buu chinh do hé thong Buu td4 ddm nhin (d€n tay ngudi nhin trung binh 1a
03 ngay, vi luc lugng Buu t4 sé& kiém nhiém di phdt thu, thu mdJi lanh tién, phat

bio... ).

Qua khao siat dinh gid da ndi 1én hang hod gui qua dudng Buu kién chua
that su da dang va phong phii vi bi rang budc cic y&u td vé géi boc, chiing loai
hang héa, vit cAm gii, bén canh d6 khich hang ¢6 nhu cau gl hang héa thudng
gip khé khin vé géi boc do y&u t6 rang budc trong qué trinh van chuyén nhu
diy gai ...do d6 g6i boc do buu dién cung cAp thudng khong ddm bio tinh thim

my cao ciing nhu d§ an toan hang hod cua khach hang.

Hé thong khai thic, chia chon clia Buu chinh hién nay 4p dung phuong

thitc ‘boc vdc’ 1a chd y&u, vi vy giai doan chdp nhan hang hod gii clia khach



hang qua hé thdng giao dich dugc ‘sing loc’ nhim tranh cdc y&u t& rii ro 12 diéu

khong tranh khoi.

2.5.7 K&t qua danh gia midc do hai long vé co sé vat chat quay Buu kién :

Bing 2.5.7 : Panh gia mifc d) hai long vé co sé vat chat cia quay Buu kién

‘ Frequency Percent Valid Cumulative
Percent Percent
R4t khong hai long 13 3.7 3.7 3.7
Khong hai long 29 8.3 8.3 12.0
boi khi hai 1ong 78 22.3 22.3 34.3
Hai long 152 43.4 43.4 77.7
RAt hai long 78 22.3 22.3 100.0
Total 350 100.0 100.0

Theo bang 2.5.7 khach hang ddnh gid kh4 hai long vé cd s vat chat cla
giao dich trong d6 cdc yéu td dudc nhan manh va cin dugc phat huy 1a vi tri
quay giao dich hé thdng pano quing cdo (22.3 — 43.4), nhung qua khio sit cho
thdy con mot s6 chi tiéu vé trang thi€t bi kém (3.7 — 8.3), cdng tdc chim séc
khich hang chua dugc quén triét nén cd s§ vat chat, trang thi€t bi cdc dich vu

néi chung k€ ¢4 dich vu Buu kién déu chua dat yéu cau.

Bd mdt cdc noi giao dich v6i khach hang tuy da khang trang hon, nhung con
nhi€u nhugc di€m. C4c phuong tién hién dai dé khach hang giao ti€p v6i Buu
dién Pa lat mic du dudc trang bi nhung con khd thi€u. Mit khdc, hién nay c6
mdt tinh hinh chung tai cdc giao dich Buu dién 13 su bd sung c¢d s& vat chit thi€u
ddng bd, vi vay viéc hom nay trang bi vat dung nay, mai trang bi thit khdc cho
nén din dén tinh trang giao dich thi€u tinh th&m m§ va su sip x&p cdc vat dung
cAn thi€t chua khoa hoc 1a diéu hién nhién vi vy qud trinh phuc vu khach hang

s& mat nhiéu thdi gian clia khach hang va clia ca giao dich vién.



2.5.8 K&t qua d4anh gia mic do hai long vé hé thong phan phdi :

Bang 2.5.8 : Panh gia mic do hai long vé hé théng phan phdi

Frequency Percent Valid Cumulative
Percent Percent
R4t khong hai long 14 4.0 4.0 4.0
Khong hai long 31 8.9 8.9 12.9
Doi khi hai long 91 26.0 26.0 38.9
Hai long 141 40.3 40.3 79.1
RAt hai long 73 20.9 20.9 100.0
Total 350 100.0 100.0

K&t qua khdo sat (Bang 2.5.8) c6 thé thdy cic phuong thifc ban hang hién
nay 13 rit da dang tai Buu dién Da lat, phong cdch phuc vu clia hé thong dai ly
buu cuc twdng d6i cao. Tuy nhién Buu dién Da lat chi tip trung vdo viéc bdn
hang tai buu cuc, kiosque, di€m buu dién vin hod xd va hé thong dai ly chua
chi trong d&n hinh thifc ban hang tai nha cho cdc khach hang quan trong - cdc cd
quan, doanh nghiép. Pay la cdc nhém khdch hang dé bi canh tranh nhat. Ngay
tai cdc buu cuc, kiosque... thi cdch bdn hang ciing chii yéu mang tinh bi dong,
chua khuyé&n khich, ggi m& nhu cau ctia ho.

C6 thé n6i Buu dién Pa lat mdi chi ngdi chd khach hang d&€n v6i minh ma
chua di tim khdch hang, chua vat va d€ giit khdch hang. Hinh thifc ban hang tron
g6i cling chua duge quan tdm. Pay 1a k€t qua cla thdi ky kinh doanh tuong d6i
dé dang. Nhung thi trudng Buu kién bit dau budc sang mdt giai doan méi day

thach thuec.



2.5.9 K&t qua ddnh gia mitc do hailong vé giad ca cia dich vu buu kién :

Bang 2.5.9 : Panh gia midc do hai long vé gid ca cia dich vu buu kién

Frequency Percent Valid Percent Cumulative
Percent
R4t khong hai long 19 5.4 5.4 5.4
Khong hai long 46 13.1 13.1 18.6
boi khi hai long 112 32.0 32.0 50.6
Hai long 114 32.6 32.6 83.1
RAt hai long 59 16.9 16.9 100.0
Total 350 100.0 100.0

Trong bdng 2.5.9 cho thdy quy trinh gidi quyét cdc khi€u nai thic mic clia

khich hang nhin chung dugc gidi quyét kip thdi va trong thdi gian qua di c6

dugc nhitng budc ti€n dang k€ vé mit nghiép vu ciling nhu phong cich ti€p xic

cia giao dich vién khi trd 15i nhitng thic mic, khi€u nai ctia khdch hang(16.9 —

32.6). Tuy nhién bén canh d6 con mdt sd trudng chua that sy dem lai sy hai long

(5.4 — 13.1) cho khdch hang, nhat 1a thi€u sy nhanh nhay trong cdch gidi quyét

vin dé, ciing nhu khong nén qud dya vdo quy trinh khi€u t§ khi€u nai clia tap

doan Buu chinh Vién thdng Viét nam ban hanh s& gdy nhitng chdn ndn, phién

long khach hang.

2.5.10 Miic do hai long chuong trinh khuyén mai dich vu Buu kién :

Bang 2.5.10 : Panh gia midc do hai long chuong trinh khuy&n mai Buu kién

Frequency Percent Valid Cumulative
Percent Percent

R4t khong hai long 52 14.9 14.9 14.9
Khong hai long 54 15.4 15.4 30.3
Doi khi hai long 98 28.0 28.0 58.3
Hai long 99 28.3 28.3 86.6
RAt hai long 47 13.4 13.4 100.0
Total 350 100.0 100.0




Qua khdo sit, nhin chung du6i mit khdach hang cdc chuong trinh khuyén
mii trong thdi gian vira qua ddi véi dich vu Buu kién gin nhu khong c6 su d6i
mdi ndo diang k&, cdc chi tiéu dang gid khong hai long, rat khong hai 1ong chi€m
ti 1€ kha cao(14.9 — 15.4). Cac chuong trinh giam gid 30% cuéGc dich vu trong cac
ngay 1& va cdc chuong trinh ting qua cho cdc khdch hang (bing tién mit) c6
doanh thu trén 300.00 dong thi dudng nhu chura ¢6 dong thai ndo mang tinh kich

thich khach hang st dung dich vu.
2.5.11 Két qua danh gia do gg¢i nhé quang cdo dich vu Buu kién :

Bang 2.5.11 : Panh gia d) gg¢i nhé quang cdo dich vu Buu kién

‘ Frequency Percent Valid Cumulative

Percent Percent
R4t khong hai long 16 4.6 4.6 4.6
Khong hai long 50 14.3 14.3 18.9
Doi khi hai long 100 28.6 28.6 47.4
Hai long 125 35.7 35.7 83.1
R4t hai long 59 16.9 16.9 100.0
Total 350 100.0 100.0

Qua bang ddnh gi4 2.5.11 cho th4y dich vu Buu kién & mic d6 gdi nhé
quang cdo 1a tuong d6i cao (16.9 — 35.7) trong thdi gian vira qua va can phdt huy
th€ manh hién nay. Tuy nhién thyc trang kh3o sit cho thdy trong thdi gian vira
qua cdc chuong trinh quing cdo 13 do hd trg quing cdo khic nhau clia cdc dich
vu buu chinh khic trong cling mot chuong trinh khuy&n mai dugc t6 chifc trong
mot thdi gian nhat dinh nao d6, vi du 1€ 30/4 va 1/5 cac dich vu Buu chinh nhu
Chuyén tién, Phat hanh bdo chi, Buu phaim... déng loat khuy&n mii cho nén sy
chia tach, cit xén thong tin ddi véi tirng dich vu trong dgt khuy&n mai tir d6 dan
dén sy hi€u bi€t, nhan thic thong tin tir phia khdch hang khong dugc tron ven 1a

diéu hét sitc dé hi€u (4.6 — 14.3), mit khic cdc thong tin quing cdo mang tinh cd



dién van dudc duy tri dudi hinh thifc phat td rdi tai cdc giao dich, hé thong pano
tai cdc buu cuc va dai ly d3 qud cii va tdc dung clia hé thdng nay gan nhu mang
lai hiéu qua rat thAp mic du cdc Buu cuc phan 16n dudc bo tri tai cdc vi tri kha
thuan I¢i trén dia ban thanh pho Da lat
2.6. Nhitng han ché& va nguyén nhan :

Trong thdi gian vira qua Buu dién thanh pho Da lat di thuc hién cdc hoat
dong chim séc khach hang vé cdc dich vu néi chung va dich vu Buu kién néi
riéng, nhung nhitng hoat dong nay con mang tinh ty phat, chua diy dd, chua
thong nhi't trén toan mang ludi todn thanh phd hodic cdc chuong trinh chim séc
khach hang gan nhu 12 "dé€n hen lai 1én" chua c6 tinh sdng tao va phdi hgp véi
céc chuong trinh nghién ctu thi trudng, do vay chua c6 hiéu qud thyc sy nhim
nang cao kha ning canh tranh cda dich vu Buu kién. Pa dén Iic can phdi c6 su
quan 1y théng nhat va c6 mdt chuong trinh mang tinh chi€n ludc cla tong thé
trong d6 tap trung vao cdc phat hién sau :

Nhan thic clia cdn bd cOng nhan vién ddi v6i cong tdc chim séc khach hang :

C6 thé néi phan 16n thyc trang chim séc khiach hang qua kh3o sit cho thiy
Buu Dién DPa lat chua thyc sy coi trong hoat ddng chim s6c khdch hang vi chua
thd'y nguy co canh tranh manh hon nita dang d€n gin ma ching ta chi con rat it
thdi gian dé chuidn bi. Do vy, cong tic chi dao dich vu khich hang chua dudc
chu trong.

DPo6i ngii nhitng ngudi truc tiép ti€p xtc véi khach hang cé thé néi Buu dién
Pa lat chua c6 mot doi ngii cdn bd di tiéu chudn trong cong tic chim séc khach
hiang. C4 ba khau 13 cong tic tuyén chon ngudi phi hdp, cong tic dio tao, huin
luyén,céngtéct5 chitc, d4dnh gid, dai ngd déu chua dudc thuc hién ding theo

yéu ciu.



Cho t6i nay van chua c¢é co ché, chinh sich nhit quan vé chim séc khich
hang. Do nhu cdu cap thi€t, mot s6 TS bd phan truc thudc buu dién thanh phd
Pa lat ty td chiic cong tic dich vu khich hang. K&t qua 13 mdi don vi thuc hién
mot ki€u, thi€u thong nhAt, bai ban, trong khi dich vu buu kién mang tinh day
chuyén toan mang. Do chua c6 quy dinh cu thé nén nhiéu cong viéc dich vu

khéach hang khong r6 thudc chiic trach cia bd phan nao.

Trong thdi gian qua mic dii ¢é sy c¢d ging nhu di dua ra nhiéu dich vu
mang tinh hd trg trong cdng tic phat trién dich vu buu kién mdi cung cAp cho xa
hoi. Tuy nhién, do trinh do dan tri con thap, dich vu thi mang tinh v6 hinh cho
nén sy hi€u bi€t cda ho con han ché€. Qua khio sit ngay c4 1am trong buu dién
nhung khong phai ai ciing hi€u hét cong dung 1di ich clia cdc dich vu Buu chinh
vién thong. Thé nhung céc giao dich vién clia it chi y t6i viéc cung cap thong tin
vé cdng dung, 1di ich cla cdc dich vu cho khidch hang biét, cdc hinh thitc thong
tin kh4c ciing han ch€. K&t qud 12 mitc dd st dung clia khach hang bi han ché&

theo.

Céc y ki€n vé chat lugng phuc vu nhu thai do, tic phong giao ti€p clia giao
dich vién d6i v6i khach hang. C6 thé néi phan 16n cdc y ki€n phan nan cda
khach hang thudc vé loai nay, titc 1a thudc loai dich vu khdch hang (chim séc
khach hang). B6 1a viéc khong chd trong cung cip thong tin cho khdch hang,
thi€u quan tdm, niém nd d6i v6i khach hang, 13 thdi do clra quyén, ban on.
Trong qué trinh giao ti€p v6i khach hiang con hay néi chuyén vdi cic dong
nghiép. Khich hang chd 1du nhung khong dudc dé y. Khong tin tinh gidi dap
cdc thic mic ctia khdch hang. Giao ti€p bing ti€ng Anh con han ch€. Thi€u
thong tin cho khich hang. Khiach hang bi dua diy long vong khi can gidi quyét

mdt van dé gi mic du rat nhd.



Tém tit phanII :

Cung v6i bé day lich stt hinh thanh va phdt trién Buu dién thanh phd Pa
lat, dich vu Buu kién di khing dinh dugc vi th€ clia minh trong sudt qud trinh
phdt trién. Hon thé€ nita, trong xu th& kinh t€ thi trudng hién nay thi trudng van
tdi hang hod phat trién mot cdch nhanh chéng. Vi vy, doanh thu dich vu Buu
kién da gép phan khong nhé vao ngudn thu chung cia Buu dién thanh phd Pa

lat.

Ngoai ra, so v6i cac doi thi canh tranh trén cung lanh vyc dich vu Buu
kién c6 nhiéu uvu th&€ vugt troi nhu : hé thdng nhin sy giau kinh nghiém, ciing

nhu hé thdng phan phdi dugc trdi rong trén toan thanh phd Pa lat.

Tuy nhién, bén canh nhitng co hdi dé phat trién dich vu Buu kién van con
phai d&i mit v6i nhitng thich thic va su canh tranh gay git trén thi trudng van
tdi hang héa. P6 1a sy thach thitc vé sin pham dich vu con nhiéu mit han ché
chua ddp Gng dugc nhu ciu cda khdch hang nhu : thdi gian chuyén phat hang
héa con chim so v6i nha khai thiac khdc. Cdc chién ludc ti€p thi, cong tic chim
s6c khdach hang chua dugc chud trong va dinh huéng mdt cdch ré nét. Phong cich
phuc vu khdch hang con yé&u, vin xdy ra tinh trang khdch hang phan nan, khong

hai 10ng khi st dung dich vu buu kién do Buu dién thanh phd Da lat cung cap.

Qua khio sdt, thuc t€ da chitng minh phin 16n khdch hiang chua that su
hai long d6i véi dich vu buu kién, chua ddp ¢ng va thda man hét cdc nhu cau st
dung ctia khach hang. Vi vay, d€ giit vitng thi phan cling nhu nang cao kha ning
canh tranh thi viéc ning cao chit lugng dich vu ciing nhu chat lugng phuc vu cia
dich vu buu kién hién nay 12 mdt cong viéc cAp bach hang diu cla Buu dién

thanh phd Da lat.



PHANIII :
MOT SO GIAI PHAP NANG CAO HIEU QUA CHAM SOC KHA CH HANG
DICH VU BUU KIEN TAI BUU PIEN THANH PHO PA LAT

3.1 Céc gidi phap nhim ning cao hiéu qui chim séc khiach hang dich vu
Buu kién tai Buu dién thanh phé Da lat :
3.1.1 Giai phap vé thuong hiéu dich vu Buu kién :

Dé€ khai thac va phat huy hét tic dung 1gi th€ von ¢6 clia loai hinh dich vu
Buu ki€n 1a van chuyén hang héa va dich vu nay trd thanh mot loai hinh dich vu
van chuyén hang héa da chiing loai, nhim ddp @ng hiu hét tit cd cdc nhu cau
clia khiach hang vé van chuyén hang héa trén dia ban thanh phd Pa lat cin goi
tén dich vu that don gidn, phd cip vé tén goi d€ moi khach hang d& hiéu, dé
nhd. Vi vy theo chiing tdi tén dich vu buu kién phdi dudc trd vé cho chinh bin
chit clia san pham dich vu ctia né 1a :

“DICH VU VAN TAI BUU CHINH”

“Dich vu vdn tdi Buu chinh” 12 mot tén goi bao ham nhiéu y nghia, tén
goi nay néi Ién tinh chuyén nghiép ctia dich vu, ciing nhu thé hién dugc tinh phd
cAp ma bat ctf ai ciing c¢6 thé hi€u dugc : Chic ning, bin chit cia dich vu va
cudi ciing 12 ban sic cla dich vu, cda doanh nghiép dang kinh doanh dich vu

Céc hoat dong quan trong can thuc hién trudc khi quing ba “Dich vu van
tdi Buu chinh” 1a x4y dung thong diép ctia dich vu dén vdi khdch hang. Va yéu
cau cd bdn vé ndi dung cdc thdong diép cda dich vu : d6 chinh 13 viéc phai nhan
manh dé&n nhitng tién ich ma khich hang c¢é thé nhian dugc khi sit dung nhitng
dich vu ma chiing ta cung cip, va ho chi c¢6 thé nhan dudc nhitng tién ich cao
nhat tir ban than dich vu "Van tdi Buu chinh" mang lai. D€ tir @6 chuyén tai dugc

“nhitng gi4 tri” ma ching ta mang dé€n cho khach hang. Thong diép nay phai



nhin manh d€n nhitng gi4 tri t6t nhAt ma dich vu "Van tdi Buu chinh" mang lai,
vG31 bd mat hoan toan khac dich vu Buu kién :

Thoi gian giao hang cuc ngdn — Dich vu vén tdi gid re,

Chiing toi cung ganh vdc vdi cdc ban,
Thanh cong cua ban la thanh cong ctia chiing toi !
3.1.2 Gidi phap vé 4n pham :

Trude day, khi khach hang ¢6 nhu cau giti hang héa thudng nhian dugc
mot tJ gidy ghi theo chi dinh rit rudm ra, sau d6 giao dich vién ki€m tra, déng
d4u va chip nhan dich vu. Qua diéu tra thyc t& cho thiy viéc chdp nhin dich vu
mat rat nhiéu thdi gian v van chua c6 dudec mot sy than thién gitta Buu dién va
khach hang trong giao dich. Tir @6 phan 4nh tinh lac hiu, “cd di€n” tir phong
céch giao ti€p cho dén ban chit clia dich vu nay.

Vi vay, viéc dp dung cong nghé mi vach va dua vao quy trinh chdp nhan,
khai thdc hang héa 12 mot gidi phdp mang lai hiéu qua t6t nhat. Cong nghé nay
cho phép quy trinh chip nhan hang hod dudc cdi thién mot cich ding ké vé
nhiéu phuong dién, nhu :

- Thdi gian chdp nhin hang héa : Ti€t kiém thdi gian cho khdach hang

trong qué trinh chdp nhan hang, gitp gidi tda sy chd ddi dch tic giita cdc

khach hang ding trudc quay, viéc giao nhin hang héa s& trd nén nhanh
chong va chinh xéc.

- Thuan tién trong qud trinh khai thdc dau di tai cdc bd phan khai thac

hang héa, trong qud trinh vin chuyén va lvu giit hang héa tai kho dau dén

(Thanh phd HO Chi Minh) hét sitc khoa hoc. Tir d6 cho phép luu kho,

nhan dién, sip x&p va khai thac dau phdt hang hod hét sitc nhanh chéng

nhim gidi quyét sy 4ch tic hang héa trong kho cling nhy mang lai thdi

gian va sy thudn ti€n cho khach hang khi nhén hang héa tai buu cuc phat.



- Pic biét cong nghé ma vach cho gidi dap thic mic cta khdch hang tir
khau chdp nhian dén khau phdt mot cdch nhanh chéng (nhu trude diy 1a
do tim hang mdt cdch thii cong va mat thoi gian, thi€u khoa hoc).

3.1.3 Giai phdp ning cao chit lugng bao bi va da dang héa sin pham van chuyén:

Hang hod dugc chip nhan van chuyén theo dich vu Van tdi Buu chinh bao
gdm céc chlng loai khdc nhau, kich ¢d khdc nhau. Pic biét quy trinh bao bi, géi
boc lam sao dudc gidn tién nhat, it thdi gian va gidm thi€u chi phi. Hang hda
dugc chap nhian da dang cho phép van chuyén tir cic thi€t bi dién ti¥... cho dén
cac dic san cta dia phuong ma trudc ddy dich vu Buu kién “bd ngd” nhu mut
dau trong chai, dau tudi, rau qud .. va chi tiéu tuyét ddi quan trong 12 an toan
hang héa cho khédch hang.

Vi vay, gidi phdp thi€t k& thang chita hang (tham kh3o ban vé& phin phu
luc) phit hdp véi loai xe van chuyén hang ctia Buu chinh vé6i nhitng t3i trong
khac nhau, dong thdi cho phép lip ghép, thdo rdi nhim tao tién ich khi van
chuyén hang hod cdng kénh ciing nhu khong chi€ém khong gian trong xe. Thang
chita hang cho phép van chuyén céc chai lo, cdc loai hang héa ddi hdi tinh bdo
quan dic biét... qua dich vu “Van tdi Buu chinh” ma khong yéu ciu bao bi mot

céch phuc tap nhu dich vu buu ki€én hién nay.

Nang cip va cdi tao hé thong bing chuyén van chuyén hang ho4 va thang
nang hang tai trung tAm khai thac (gidm thi€u thao tdc thi cong va ddm bio an
toan cho hang héa); tin dung nhitng xe tdi nhd, chuyén dung d€ phuc vu giao
nhan tai thanh phd da lat, khi nhu cAu hang héa 16n sé& tinh dén st dung xe van

tdi cda Buu dién Pa lat d€ van chuyén da chlng loai hang héa.



3.1.4 Giai phap vé rit ngin thoi gian van chuyén hang :

Rit ngdn quy trinh tir khau chap nhan dich vu d&€n khau khai thac va phat
hang hod d€ rit ngin thdi gian khai thac hang. Hién nay khdch hang chi y&u
nhian hang hod tai thAnh phd H6 chi Minh tir Trung tAm giao dich thudc Trung
tAm Van chuyén Lién tinh va Qudc t& khu vuc II (VPS 1), vi vay c6 thé rit ngin
thdi gian t6i da vé chi tiéu thdi gian dich vu (hién nay quy trinh nhdn hang dich
vu Buu kién Da lat — Thanh phd H6 Chi Minh tir 05 dén 07 ngay), tir d6 hang
héa ma khdch hang giti hom trudc c6 thé nhan ngay viao ngay hom sau tai thanh
phd H6 Chi Minh va ngudc lai. Chi tiéu thdi gian nay c6 thé ngang bing vdi cic
doanh nghiép van tai hang hoa thi trudng ngoai.
3.1.5 Giai phap hoan thién vé hé thdng phan phoi :

Qua kh3o sit thuc t& cho thdy cong viéc can khic phuc truSc mit 1 cling
c6 lai hé thdng cdc buu cuc va khuyén khich phat trién hinh thic dai 1y buu dién,
di€m chap nhian hang hod nhim md rong mang ludi kinh doanh phuc vu vi mo
hinh nay mém déo hon, hiéu qua hon, phit hdp hon vé6i xu thé canh tranh clia thi

trudng van chuyén hang hod hién nay.

Bang 3.1.5 Hé thong Buu cuc — Pai Iy ddm nhiém chiéc niing phan phéi chinh

STT Pia diém | Khu vyc
1 BUU PIEN TRUNG TAM Phudng 1
2 | BUU CUC PHAN PINH PHUNG Phuding 2
3 | BUUCUC TRAN PHU Phudng 3
4 | PAILY BUU PIEN HOANG VAN THU Phudng 4
5 | PAILY BUU PIEN HOANG DIEU Phudng 5
6 | PAILY BUU BIEN LA SON PHU TU Phudng 6 — 7
7 BUU CUC BUI THI XUAN Phudng 8
8 | BUU CUC PHAN CHU TRINH Phudng 9 — 10
9 | BUUCUC TRAIMAT Phuding 11
10 | BUU CUC THAI PHIEN Phudng 12
11 | BUUCUC CAUDPAT X3 Xuan Trudng
12 | BUUBIEN VAN HOA XA TA NUNG Xi Ta Nung




DPay sé& 1a hé thong phan phdi chinh va tryc ti€p cda dich vu Van tdi Buu
chinh d&n véi khach hang. Viéc cung cip dich vu tai Buu cuc c6 vu diém 1a dé&
thuc hién, dé quéan ly va doi ngii nhan vién chuyén nghiép, c6 kinh nghiém.
Dich vu chim séc khdch hang ciing dugc chi trong ding miic va dé tao an tugng
nhd vao uy tin sin c6 clia Cong ty. Nhung bén canh d6, c6 thé khich hiang sé&
gip nhiéu khé khin trong viéc di lai, hodc c6 thé s& c6 tinh trang qud t3i tai cic
Buu cuc khi s6 lugng khach hang can phuc vu qud nhiéu. Ngoai ra, gigi han vé
thdi gian hoat dong tai cdc Buu cuc ciing 13 modt nhude di€m (nhat 1a ddi vdi cic
buu cuc ngoai thanh).

Tuy nhién, do cdc Buu cuc nay phan 16n déu thudc & khu vuc trung tim
thanh phd, nén can phai ting cudng hé thong dai ly déng thdi c6 k& hoach md
rong thém hé thong dai ly dén cdc khu vuc khdc nhat 1a cdc khu vic ving ven
thanh phd.

Hé thong dai ly clia Buu dién thanh phd Pa lat hién nay gdm khodng hon
40 dai ly. Trong d6, khu vyc thanh phd gan 30 dai Iy (tham khdo bing danh
sdch dai ly kém theo & phu luc). Do dich vu nay méi ra ddi, st dung cdng nghé
mdi nén s€ khé khin cho cdc dai Iy trong viéc cung cip dich vu cho ngudi skt
dung. Hon nita, viéc quan 1y cling nhu 1am sao d€ ddm bdo chit lugng phuc vu
s& gip khong it khé khin. Vi vay, can lva chon mdt s6 dai 1y 16n c6 uy tin va dia
di€m phit hgp dé€ thuc hién phan phdi ddy dd. Ciing cin hét sitc chi y dén cong

tdc hd trg doi v6i cdc dai 1y nay: huan luyén vé dich vu, k§ ning ti€p bdn hang...

Bén canh y dinh s dung hé thdng dai ly hién c6, mot sd cac dai ly va clra
hang khic sé& ra ddi d€ tao dugc mot hé thong phan phdi ddng déu, ngoai ra can
c6 chinh sach khuyé&n khich (nhu ting hoa hong, ting qua, hoic hd trg co s& vat

chat, trang tri..) d6i vdi cic dai ly méi ddp Gng yéu cau vé dia diém ciia Buu



dién. Xay dung hé thong phan phdi hoan chinh dua trén cd s§ ciac Pai ly Buu
dién, Buu dién vin hod dugc chon loc theo tirng khu vyc nhim phét huy thé
manh mdi quan hé clia tirng dai ly trén tirng khu vuc, tirng tuyén dudng. Trong
d6 tap trung ban hang tryc ti€p qua hé thdng phan phdi vao cdc viing va khu vuc
thi trudng mang tinh trong di€m.

Pién hinh :

Khu vyc phudng I, II, III 1 trung tAm ddu mdi vé budn ban va hinh thanh
cdc khu vuc bdn si va bdn 1é cdc hang hod trén dia ban toan tinh do hé thong
Buu dién trung tim — Buu cuc Tran phid (nim 2006 12 Buu dién trung tim) -
Buu cuc Phan Pinh Phiing ddm nhiém, déng thdi hd trg cdc tuyén hé thdng dai
1y buu cuc tryc thudc trén dia ban trung tam... Tuong ty cdc khu vuc con lai dugc

chia va phu trdch theo tirng tuyén truc thudc.

St dung hé thong dai 1y s& tao sy thuin 1gi cho khidch hang va gép phan
xay dung mot hé thong phan phdi rong khdp. Tuy nhién, si dung hé thong dai Iy
ciing gip mot s6 khé khiin nhu':

v' Piém bin hang khong truc tuyé&n, chi't lugng phuc vu khong ddm bio.

v Qudn 1y phuc tap.

Ngoai ra, hé thdng “bdn hang tryc ti€p” s& 12 mot bd phan trong kénh
phan phoi. Poi ngii ban hang truc ti€p s& chiu trach nhiém quin ly mot nhém
khach hang hoic c¢6 nhu ciu 16n nhu cdc doanh nghiép, cong ty .. hodc céc
khéach hang cd nhan.

Pao tao va xay dung doi ngii “bdn hang truc ti€p” tai dia chi khach hang
yéu cau mot cdch chuyén nghiép vi d6 1a chi€n lugc khing dinh thuong hiéu

ciing nhu tién chi€n luge chim séc khdch hang. Vi vy cin ti€p tuc phat tri€n



dich vu chdp nhan tai dia chi theo yéu ciu clia khdch hang, trong thdi gian dau

mién phi chdp nhén tai dia chi theo yéu cau.

3.1.6 Giai phap vé nang cao hi¢u qua hoat dong quang cdo va ti€p thi chim

soc khach hang :

Dich vu Van tdi Buu chinh mic du 12 mot moé hinh cii dva trén cd sG dich
vu Buu kién, nhung viéc thi€t 1dp mdt thuong hiéu mdi ddng thdi cdi tao ning
cAp toan bo quy trinh, quy pham ddi hdi cin c6 nhitng dong tdc, k& hoach quing
c4o, ti€p thi mang tinh chién lugc 12 dich vu méi dui mit khach hang trén dia

ban.
Quang cdo — Ti€p thi :

Céc chuong trinh quang cdo dich vu Van tai Buu chinh mang tinh doc lap
khong thé 16ng ghép, quing cdo chung véi cdc dich vu Buu chinh khic nhu trudc
day. Hé thdng tJ rdi, thu chao hang, poster quing cdo mang tinh doc lap véi
nhitng ndi dung va thong diép mang tinh phd cip (Phu luc maquette t3 roi dich
vu Van tai Buu chinh). Diéu quan trong dé thanh cdng trong cong tic tiép thi
quang cdo dich vu Van tdi Buu chinh d6 1a tao sy khac biét ctia dich vu so v6i
cédc nha cung cip khéc, va day 1a mot chi€n lugc dudc thuc hién trong qué trinh
lau dai bao gdm tir cong doan ti€p thi, chdp nhan, khai thac, vin chuyén va phat
hang dé tao cho dich vu Van tdi Buu chinh mang nhitng dic trung riéng clia Buu
dién thanh phd Pa Iat.

Dich vu Van tdi Buu chinh 1a dich vu mdi nén cong tdc quang cdo ti€p thi
va cdc chuong trinh hoat dong khuy&n mai can dugc chi trong, nhit 1a trong giai

doan ti€p can thi trudng.



Céc hinh thifc quang cdo can thyc hién trong giai doan dau :

v' Phuong tién quing ba: truyén hinh (dai truyén hinh, dai phdt thanh
truyén hinh), bdo chi (bdo LAm d6ng, bido Thanh nién va bdo tudi tré trong trang
muc quang cdo tai dia phuong)...

v Pano, 4p phich tai nhitng noi cong cdng va trung tAm thanh phd: tai tru
s§ ctia Buu dién trung tAm thanh phd , dic biét tai khu vuc phudng 01,02, 03...

v Bing ron, Poster tai cdc cta hang, buu cuc, dai ly.

v Quéng cdo bing tJ roi, héa don cude dién thoai trong cdc thang ...

v' Tiép thi tryc ti€p : tao diéu kién cho khach hang s dung thit dich vu
va st dung tht dich vu tai cac di€ém giao dich; 1€ khai truong va hoi nghi khach
hang; T8 chifc cic quay hang gidi thiéu va sit dung thi¥ tai cdc trién 1am, hoi
chg, nhat 1a thdi di€m 1& hoi festival hoa tai Pa lat .

Yéu ciu chung clia cdc chuong trinh quing cdo 13 phdi ddm bao tinh
thong nhat vé hinh dnh dich vu: Logo, bi€u trung, bi€u ngit...

Noi dung clia cdc chuong trinh quing cdo nhiim lam ndi bat 1én dic tinh
cia dich vu Van tdi Buu chinh. Pic di€m dau tién can lam ndi bat 1a chi phi cho
dich vu thip, gitip ngudi st dung ti€t kiém chi phi. Nhung chi phi thip & day
khong ddng nghia vdi chd't lugng thadp. Ngoai ra nhitng dic diém can chd trong
thé hién trong cdc chuong trinh quing cdo nhu : chit lugng chuyén phit hang
hod mang tinh canh tranh v€ thdi gian cling nhu gid cd canh tranh so vdi cdc khai
thac khac trén cung dia ban.

DP6i tugng muc tiéu cho quing cdo 1a nhitng doanh nghiép trong va ngoai
nudc, cic ho ti€u thuong..., k€ hoach tuyén truyén, quing cdo cho dich vu Van

tai buu chinh dugc cu thé héa nhu sau :



Bang 3.1.6 : K& hoach Tuyén truyén - Quang cdo dich vu Van tai Buu chinh

Thoi gian Hinh thiic Ghi chi
du kién
- Giéi thiéu dich vu méi tai cac khu vyc | Tao an tugng ban dau.
15 ngay | cong cong, cic hdichg, trién 1am, trén | Ti€p nhan y kién
Internet... phan hoi.
- Quéang cdo trén cic phuong tién thong | Tao sy hi€u bi€t ban diu
20 ngdy | tin. vé dich vu trong khdch
- TAn sudt lip lai thap. hang.
(khodng 1 hoiic 2 tuan/lan) Cung cap thong tin v€ thoi
gian dua ra dich vu.
- Quang cdo trén cac phuong ti€n thong | Pua ra cac thong tin cu
tin. thé vé dich vu nhu : dic
- Tan suat lip lai cao hon (21an/tuan). | di€m, gia dich vu ...
- St dung t0 rdi, poster, bang ron, pano, | Chi trong d€n viéc dua ra
20 ngay | 4p phich tai nhiéu dia diém: cdc don vi | cdc chuong trinh khuyé&n
tryc thudc buu dién, nhitng noi cong mai trong thdi gian,
cOng, khu vuc tip trung dan cu.
- Quing cdo manh, nhdn manh cdc Kich thich va tao nhu cau.
chuong trinh khuy&én mai hap din cho | St dung cdc bién phdp dé
cdc khdch hang dau tién, khdch hang ting trudng dich vu.
35ngay | st dung so lugng nhiéu. Nhan manh hinh 4nh dich

- T8 chitc cdc hoat dong tim hiéu vé
dich vu, cdc chuong trinh boc thim, x0
s0, tring thudng.

vu tai nhitng noi cong
cong, trong cic hoat dong
tap thé.

Ciéc chinh sach khuyé&én mai :
Mot s6 chinh sdch khuy&n mai s dung trong thdi gian bit ddu cung cip

dich vu Van tdi Buu chinh tao di€u kién cho khich hang dung thi va phat tri€n

thi phan nhanh hon:

v Chinh sach gidm cuGc dich vy vin Tai Buu chinh : 4p dung cho nhirng

khach hang 16n, thudng 1a cdc cong ty, t6 chic trong thdi gian dau, mdc gidm




cudc cho phép tir 20% dén 30%, tlly vao dong thdi thi trudng nhim ddm bdo cho
cong tac phat trién thi phan.

v Chinh sach gidm hodc mién cuce : 4p dung cho khdch hang 1a ¢4 nhan,
ho gia dinh trong thdi gian dau st dung dich vu.

v Chinh sdch uu ti€én cho khach hang trung thanh : 4p dung cho cic
khich hang cam két st dung dich vu dai han dugc mién phi chdp nhan tai dia chi
theo yéu cau (Chi phi hodn nay dudc tinh vao chi phi khuyé&én mai ctia dich vu).

4 Chinh sich khuy&n mai biing qua ting bing tién hoic hién vat, cdc ddt
bdc thim tring thudng theo quy dinh hién hanh véi co hdi triing thudng hap dan.
Mot s6 chinh sach khuy&n khich st dung trong thoi gian dich vu phat trién:

v" Gidm cudc dich vu trong nhitng dip 1€, t€t.

v Giam cuéc dich vu cho cac khach hang ¢c6 midc cude cao hodc cé chinh
sdch chdm séc diac biét cho cdc khdch hang nay (qua ting sinh nhit, qua ting
nhan dip ndm mdi...)

v Cdc hinh thifc bdc thim tring thudng, cdo tring ngay, xd s6 v6i qua
ting bing hién vat.

v Tat cd céc chi phi phat sinh do c4c chinh sdch trén sé& dudc tinh vao chi
phi quing cdo khuyén mai, v6i mic tir 20% dén 30% mifc chénh 1éch doanh thu
va tuy theo bi€n chuyén cda thi trudng va dién bi€n nhu cau, cdc chinh sich sé&
dudc lwa chon ho#ic k&t hdp cho hop 1y .

Chim séc khach hang :

Dich vu Van tdi buu chinh dudc dwa ra cung cap chinh thic trén thi trudng
doi hdi cong tdc chim séc khach hang can dude sy quan tim thda ddng, vi diy
12 mot dich vu méi nén c6 dugc khdch hang chdp nhian hay khdng sé& phu thudc

rat nhiéu vao thanh cong clia cong tic chim séc khach hang. Hon nita, diy 1a



mot dich vu ¢6 tinh canh tranh cao nén cin chuin bi that t5t cho hoat dong chim
séc khdch hang. Hién nay, Buu dién trung tAm truc thudéc Buu dién thanh phd Pa
lat (Pia chi 02 Lé Pai Hanh) dang 12 diu moi hoat dong chim s6c khich hang,
do vay khi dua ra dich vu Véan tai Buu chinh hoat dong cdc cdng tic chi dao
cham sé6c¢ khach hang cho dich vu nay ciing do Buu dién trung tim ddm trach.
Mot mit, dé ti€t kiém chi phi; mit khdc, trung tAm ciing di tich lu§ nhiéu kinh
nghiém trong linh vuc nay. Tuy nhién, quan trong 13 cAn dau tu thém nhan luc
cho trung tdm, cling nhu c6 sy phan cong trach nhi€m rd rang (b6 phan phu trach
khai thac hang hod, phan tuyén hang...) d€ d&é dang quan 1y.

Bén canh Buu dién trung tim ddm nhiém chinh c6ng tdc chim séc khach
hang 132 bd phan chiu trach nhiém tryc ti€p cho cdc hoat dong chim séc khiach
hang, viéc td chiic quan ly va thuc hién cong tic chim séc khdch hang phii
dugc chuyén mon héa dén tirng bo phan, tirng vi tri lao dong. Khuyén khich st
dung cdc ngudn lyc bén ngoai nhu hé thong dai 1y, cong tic vién d€ thuc hién
hoat dong chdam s6c khach hang.

Quan Iy khach hang :

D€ thyc hién tot cong tdc quan ly khdch hang, cian phdi thuc hién cic
cong viéc nhu sau:

v Xay dung co 56 dit liéu khdch hang: bao gdbm cic thong tin lién quan
dé&n khdch hang, sdn lugng cling nhu s6 lugng sit dung dich vu; phdi dudc cap
nhat thudng xuyén. Trén cd sé hé thong dit liéu vé khiach hang 16n, Buu dién
trung tAm tip hgp va ra sodt lai d€ ¢ co s dif liéu chung vé khich hang 16n, dé
c6 bién phdp chim séc phi hop, tranh chdng chéo, tring lip.

v Phén loai khdch hang: tuy theo dic di€m clia khdch hang ma cin c6
su phan loai dé d& dang trong cong tic chim séc, mdi bd phan khach hang dugc

phan loai s€ do m6t nhdm nhén vién quén ly.



+ Khach hang 16n: 1 céc t8 chitc, doanh nghiép c6 mic do si dung dich
vu binh quén thang tr 500.000 ddng trd 1én (theo quy dinh ctia Tdng cong ty vé
khach hang hang 16n st dung dich vu Buu chinh).

+ Kh4ch hang vira va nhd: 12 cédc td chiic, doanh nghiép c6 mifc sit dung
dich vu vién thdng binh quin thdng tir 300.000 ddng trd 1én.

+ Khdch hang cd nhin, hd gia dinh: 1a ¢4 nhin, h6 gia dinh st dung dich
vu.

Quan ly dit liéu khach hang:

Céc thong tin can luu trit thém, nha't 12 ddi vdi cdc khach hang 16n, khich
hang vira va nho:

+ Phuong thitc lién lac khi cin thi€t (dién thoai, dia chi).

+ Ngay sinh, ngay ky niém (ddi véi khdch hang tw nhan)

+ Thong tin vé thanh todn viéc s dung dich vu, ngay truyén thong, ngay
ky niém (ddi vé6i cic cd quan, t6 chic)

+ Tinh hinh khi€u nai va gidi quyét khi€u nai trudc day.

+ Pic di€m nganh nghé, linh vyc kinh doanh.

Trong d6 cdc cong viéc nhu : phan tich cdc thong tin cd ban d€ trén cd s8
d6 c6 cdc bién phap chim séc, 16i kéo thu hit khiach hang phit hgp, cu thé gdm
mdt sd thdng tin nhu sau:

+ Loai khiach hang chuyén sang st dung dich vu ctia nha khai thdc khdc.

+ Thai di€m khach hang chuyén sang st dung .

+ Luu lugng st dung dich vu ctia khach hang.

Cham soéc khach hang
Cdc hoat dong trudc khi dua dich vu mdi ra thi truong:
v' Diéu tra, khdo sdt nhu ciu thi trudng.

v' Tuyén truyén, quing cdo, gidi thiéu vé dich vu.



v' Theo ddi y ki€n phdn hoi ctia khich hang vé dich vu, gid cudc dugc
thong bdo.

v' Pam bdo chat lugng thi€t bi, dich vu trude khi dwa dich vu méi ra thi
truong.

4 S6 liéu nghién citu thi trudng cin duge luu gilt va cip nhat thudng
xuyén qua cdc nim dé 1am cd s du bdo cho cdc nim ti€p theo, ddng thdi dé
xuat hodc thyc hién cdc gidi phdp kinh doanh, khai th4c thi trudng.

v Thong qua cdc phuong ti€n thong tin dai chiing, hoi nghi khich hang,
cac dgt trién lam... gidi thiéu dé khach hang bi€t va quen dich vu méi (khodng 6
thdng trude khi dua dich vu vao cung cip).

v Thong bio khidch hang biét thdi gian, dia ban mé dich vu, thuong hiéu,
cach st dung, gia cudc... ciia dich vu méi (khoang 2-3 thang truéc khi dua dich

vu ra cung cap).

Chdm séc khdch hang tiém ndng:

v' Khéch hang tiém ning bao gdm nhitng khiach hang chua st dung dich
vu, hoiic dang st dung dich vu van chuyén hang héa ctia nha khai thdc khic.

v’ Thong ké, quan 1y cdc dit liéu vé khach hang tiém ning thdng qua
cong tdc khio sit, diéu tra, nghién cttu thi trudng hoic cdc kénh thong tin khéc,
cin cd vao dic di€m dich vu, két qua phan doan thi trudng muyc ti€u va ngin
sach danh cho quing cdo, khuy&n mai dé thuc hién cic hoat dong chdm séc
khdch hang tiém ning nhim kich thich nhu ciu, thu hiit khdch hang, m& rong va
chi€m linh thi trudng.

v Tuyén truyén, quing cdo trén cdc phuong tién thong tin dai chiing,

quing cdo biing bang, bi€n tai cic diém ban hang, daily.



v Tié€p thi qua dién thoai, gt thu, giti td rdi, tai liéu huéng din st dung
dich vu d€n khach hang.
T6 chic hoi nghi khdch hang giéi thi€u dich vu.
Cho khach hang st dung thi.

M3 cdc 16p dao tao, hitong dan st dung dich vu.

D N N NN

Thyc hién cdc hinh thitc khuy&én mai ph hgp khuyén khich khéch
hang st dung.

v D&i v6i khach hang ngling st dung dich vu: cin theo ddi va tim hi€u
nguyén nhan, khdc phuc va thuy€&t phuc khdch hang ti€p tuc st dung dich vu.

Chdm soc khdch hang hién dang sv dung dich vu Buu ki¢n :

v Thuong xuyén cdp nhat, phin tich cidc dir li€u khich hang hi€n co,
thong ké theo doi sy bi€n dong vé s6 luong va doi tugng khach hang, vé bi€n
dong san lugng theo tirng thdi di€m, theo tirng thi trudng muc tiéu, dé xud't va to
chitc thyc hién cdc gidi phdp ti€p thi d€ tao quan hé tot, giit khach hang, ting
doanh thu va mé rdng thi trudng.

v' Chil dong thyc hién cdc gidi phap ti€p thi, khuyén mai ddi véi cdc
khach hang hién c6, khiach hang c6 mifc cudc chi trd 16n, thanh todn day dd,
ding han trong thdi gian dai va lién tuc.

v' Thudng xuyén td chifc cdc dot diéu tra vé chat lugng dich vu va chat
lugng phuc vu theo loai khach hang. Trén cd s& y ki€n ctia khach hang, cdc don
vi chii dong dé xuit va t6 chifc thyc hién cdc gidi phap duy tri v ning cao sy
hai 1ong cda khach hang, gidi quyét kip thdi va triét d€ nhitng ton tai lam gidm
chat lugng dich vu.

v' Linh hoat trong gidi quy€t cdc khi€u nai va vudéng mic ciua khdch

hang, vu tién khach hang c6 mic cudc chi tra 16n



v DPoi ngii ban hang phdi dugc dao tao nim vitng nghiép vu, cdch su
dung dich vu va gid cu6c dich vu. Huéng din, tu vaAn tin tinh, chu ddo, tao diéu
kién cho kh4ch hang lwa chon dich vu, thi€t bi hdp 1y ddp ng nhu ciu khdch
hang.

v/ Cong tic bdo hanh, bio dudng thi€t bi phuc vu t8t va nhanh nhat cho
khach hang.

Dich vu hd tr¢ khiach hang :

v' Doi ngii gidi dap cho khich hang phdi dugc cAp nhat va kiém tra
thudng xuyén vé trinh d6 chuyén moén nghiép vu, hi€u bi€t vé dich vu va thdi do
phuc vu khach hang.

v' Nghién ctfu rit ngin thdi gian gidi quyét khi€u nai. Giao quyén gidi
quy€t khi€u nai cho b phan chim séc¢ khach hang.

Quan hé Wng xi¥ véi khach hang :

v Giao dich vién, khi ti€p xdc véi khdach hang phdi ddm bao trang phuc

theo quy dinh, deo thé nhan vién, c6 thdi dd niém nd, lich sy, ti€p nhan va gidi

quyét cdc yéu cau mdt cich uyén chuyén linh hoat .
3.1.7 Giai phap vé phat tri€n ngudn nhan hyc :

D&i véi lao dong truc tiép ti€p xic vdi khach hang (ké ca lao dong dai ly
Buu dién, Buu dién viin hod x4 va dodi ngii Buu td chdp nhan hang ho4 tai dia chi
yéu cau) thudng xuyén cin c6 cdc chuong trinh ddo tao va tip huidn nghiép vu
chdm séc khach hang, cdc ky thuat bdn hang, k§ ning giao ti€p v4i khdch hang
dé thich ng v6i mdi trudng doi hdi phuc vu ngay cang cao ctia khach hang ciing
nhu sy canh tranh vé chat lugng dich vu cda cdc doanh nghiép khdc trén cling

dia ban. Pdong thdi tirng budc cap nhat va tdp huin cdc chuong trinh nghiép vu



méi, tir d6 that sy chd dong va nhuin nhuyén cdc k§ ning chim séc khich

hang....

Cédc chuong trinh dao tao phdi thudng xuyén c6 céc chuong trinh huin
luyén mang tinh ngin han, tai chd va mang tinh thuc t€ cao dé ddm bdo su cap
nhat lién tuc, bén canh d6 ting thém thdi gian thyc hanh, khio sat ti€p xtc thuc
t&€ d6i v6i thi trudng tranh nhitng chuong trinh tip huidn chuyén vé 1y thuyét sé&
gdy nham chdn va thi€u tinh ¥ng dung cao. Trén thuc t&, con nhiéu khach hang
phan nan vé thdi do phuc vu thi€u tin tinh va nhad nhin, trong khi hau hét moi

ti€p xdc truc ti€p vdi khach hang déu & khau nay.

D6i véi lao dong khai thiac va phuc vu, 4p dung cdc hinh thifc bdi dudng,
b8 tiic, theo cdc khéa hoc tip trung hoic mdi gidng vién truyén dat d€ nang cao
trinh dd hi€u bi€t vé cong tdc chim séc khach hang nhiim tranh ling ting trong
xtr 1y nghiép vu. Pong thdi, 14y k§ ning va tidc phong phuc vu lam tiéu chuin
danh gia.

B& sung kié€n thifc nganh nghé, cip nhat ki€n thifc méi, ning cao trinh do
theo yéu ciu cong tdc, tao ra doi ngii lao dong c6 cd cdu hgp ly. Can bd cong
nhan vién dugc clr di dao tao phai phu hgp v6i nhi€ém vu dudc giao, chitc danh
cong tdc va quy hoach dao tao, gin chit giita viéc ctt di dao tao vdi bo tri sut
dung lao dong sau dao tao. Uu tién bdi dudng, ning cao trinh do tay nghé, k§
ning giao ti€p khach hang thdng qua céc 16p tip hudn, bdi dudng ngin han cho

ddi ngil lao dong truc ti€p sdn xuat.
Tém tat phan III :

Giai phdp hoan thién hoat dong chim séc khach hang dich vu Buu kién

tai Buu dién thanh phd Pa lat vdi tiéu chi ning cao kha ning canh tranh thong



qua cdc hoat dong chim séc khach hang, ning cao chat lugng dich vu, md rong
va phat trién thi trudng van tai hing héa trong giai doan hién nay tai Buu dién

thanh phd Da lat

Gidi phdp vé thuong hiéu véi muc dich tao ra sy nhin dién mot cdch 1o
nét va cu thé d6i vé6i dich vu van tai hing héa mang tinh dic thii cda nganh buu
dién, vdi tén goi “Van tdi Buu chinh” thuong hiéu ndy néi 1én mot wu thé méi
trong nganh van tdi ma nhitng doanh nghiép khic chua cé6, ddng thdi thé hién
dudc su gidn két vé thuong hiéu giita dich vu Van tdi Buu chinh va Tap doan Buu
chinh Vién thong VNPT ma thuong hiéu nay da dugc khiach hang nhin nhin

trong thdi gian qua.

Giai phdp vé 4n phdAm nhim gidi quyé&t xuyén sudt cic yéu td then chot
ma dich vu buu kién van chua gidi quyét dudc, trong d6 cdc van dé cdng tic
chdm s6c khach hang nhuv thdi gian chdp nhan, khai thdc, phin tuyén hang héa
mot cdch khoa hoc, cho dén céc thi tuc khi€u nai va gidm sat hang héa trong
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sudt qud trinh vin chuyén hang.

Giai phap Bao bi — Pa dang héa sidn phaAm van chuyén dugc dit ra véi
muc tiéu md rong thi trudng Van tdi Buu chinh, cho phép van chuyén hing héa
gdm nhiéu chiing loai khdc nhau, cho phép sit dung t6i da cong sudt xe van tdi
ddc ching cta nganh Buu chinh va rit ngidn thdi gian chdp nhan hang hoa tai

céc giao dich .

Gidi phdp hé thdng phan phdi tip trung khai thic nhitng uu thé vuot troi
va 1di th€ canh tranh cda hé thdng buu cuc va dai 1y buu cuc so vdi cdc nha khai
thdc khdc, ciing nhu phét huy ting suit chAp nhin hang héa trén tirng khu vuc

thudc dia ban thanh pho Da lat.



Gidi phap Quang cdo - Ti€p thi - Chim s6c khach hang v6i yéu cau dinh
huéng mot cach cu thé, rd nét trong d6 muc tiéu ting trudng thi phan va hoan
thién cdc cong tdc chim séc khdch hang trong toan bd quy trinh, tr khidu chip

nhian hang héa d&€n khiu chuyén phat hang tao nén su gin két.

Gidi phdp vé ngudn nhan luc vdi yéu cau cu thé héa va xdc dinh rd vai
tr0, trach nhiém clia cdc thanh vién trong Buu dién thanh phd Da lat, ciing nhu
céc chuong trinh tip huin, dao tao mot cdch thyc t€ trong giai doan canh tranh

hi€n nay.

Céc gidi phap trén 12 nhitng y€u t6 c¢d bdn va quan trong, nhim hoach
dinh nhitng chi€n lugc chim séc khdch hang dich vu buu kién tai thanh phd Da

lat trong giai doan tGi.

3.2 Mot so kién nghi v6i Téng Cong Ty Buu Chinh Viét Nam

Can hoach dinh chi&n lugc dich vu Buu kién trong thdi gian t6i mang tinh
viing mién vi nhu vy mdi c6 kha niing phét huy th€ manh ctia dich vu Buu kién

doi véi tirng dic diém kinh t€ trén tirng khu vuc.

Can sém x4y dung hoan thién va dinh vi dich vu Buu kién véi muc dich

ting chat lugng dich vu va tao sy khdc biét cda dich vu buu kién.

Nén xay dung hé thdng gid cudc linh hoat, phit hgp mang tinh thi trudng:
hi€én tai cudc buu kién tinh theo vung va theo trong lugng, nén b6 sung thém
cudc tinh theo 16 hang, theo kich thudc, theo chiing loai hang gtti (4p dung hang
nhu hang thong thudng, hang cdng kénh, dé v&, chit 18ng, tudi song), theo yéu

cau clia khach hang (trong cdc trudng hop cdc hang héa dic biét)..xay dung



bi€u gid cudc theo phan loai khach hang: 4p dung cuSc uvu dii cho khich hang

16n, thudng xuyén ctia buu dién.

M3 rong quy ch€ hoat dong cho hé thong dai Iy Buu cuc trong d6 ngoai
nghiép vu chip nhan cic dich vu buu chinh truyén thdng, nén md ra cic hoat
dong mang tinh rong rdi nhu phat hang héa, thu cudc dich vu cong thém (thu
tién, phat hang hod tai dia chi cho khdch hang nhim tao su chd dong d6i vé6i

khéach hang trén ting khu vuc).



KET LUAN

Qua khéo sét thuc t&€ qud trinh hoat ddng chim s6c khdch hang dich vu Buu
kién tai Buu dién thanh phd Da lat, qua phan tich cdc y&u t6 ddnh gid clia khdch
hang, phin tich di€ém manh va di€ém y&u, ciing nhu nhitng co hdi va thach thic

cla dich vu Buu kién chiing t6i nhin thdy :

Trong nhitng nim gan day, tinh hinh kinh t€ tai dia ban thanh phd DPa lat ¢
nhitng su chuyén ddi kinh t€ manh mé vé moi mit, nhat 1a dich vu van tai hang
héa nhim ddp ¢ng su ting trudng kinh t€ trén dia ban, chit lugng dich vu Buu
kién mic di ¢6 ti€n bd nhung néi chung vin chua cao, chua ddp ¢ng dugc nhu
cau cda xa hdi, cda nén kinh t€. Nhat 12 nhitng dich vu Buu kién trén tuyén
dudng huyé&t mach Pa lat — thanh phd H6 Chi Minh gan nhu chua tao dugc mic

do canh tranh cin thi€t trong thdi gian qua.

Thu tuc trong khai thac va giao dich tuy da dugc cai thién trong nhitng nim
vira qua nhung nhin chung vin con rudm ra gy khé khin trong qué trinh khai
thdc, gdy chaAm hanh trinh. Viéc td chifc quan Iy sdn xui't Buu kién phan theo dia
gidi hanh chinh dd gy trd ngai cho viéc t61 wu hod qu4 trinh sdn xuat, lam chim
thdi gian chuyén phat. Mot s& cong doan khai thac bi lip di lip lai, dic biét viéc
lip lai phi€u chuyén, ban ké cia cdc loai buu pham, buu kién giy ton kém cho
sdn xuat va kéo dai thdi gian chd ddgi.

Duya trén co s§ thyc trang hién nay ctia dich vu Buu kién nhim dua ra
nhitng gidi phdp hoan thién cdng tdc chim séc khach hang, ddng thdi thyc hién
nhitng gidi phdp mang tinh dinh huéng chi€n ludc dich vu Buu kién d€ tao nén
nhitng uvu th& canh tranh méi, phét huy t0i da nhitng uu th€ von cé cda dich vu

Buu kién hién nay d6 1a dich vu Van tai buu chinh.



Dich vu Van tdi Buu chinh 12 mot qud trinh chuyén d6i cdc khau két noi
tir trude tSi nay cia dich vu Buu kién, n6 cho phép hoat ddng mang tinh canh
tranh cao so véi thi trudng vin chuyén hang hod bén ngoai. C6 thé néi day la
md hinh thit nghiém mang tinh thuc t€ cao ddi cdc dich vu Buu chinh truyén
thong khdc, va dich vu van tdi Buu chinh dya trén co sd hé thong sin cé cia
mang 1u6i buu chinh hién nay; phit hgp véi chd truong dudng 16i phat trién kinh
t€ x4 hodi clia dia ban thanh phd Da lat, thuc sy trd thinh mot trong nhitng dich
vu mii nhon, lam ddng luc thuc dﬁy sy phat trién cac dich buu chinh khic va
day ciing 12 budc di tién phong dau tién clia 1anh virc Buu kién trén pham vi toan

qudc d6i véi Tdng Cong ty Buu chinh Viét nam hién nay.
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Phu luc 01 :

2.1 Gi6i thiéu tong quan vé Buu Pién thanh phé Pa Lat :

2.1.1 Téng quan lich s hinh thanh va phat trién Buu dién thanh phé Pa lat :
Cong Ty Buu chinh — Phat hanh bdo chi (PHBC) dugc thanh lap tu
nim 1986, d&n nim 2002 ddi tén thanh Buu dién Thanh phd Pa Lat, Buu
dién Thanh pho Pa Lat dudc thanh 1ap theo dé 4n thi di€m budc 02 vé
chuyén ddi mo hinh t8 chitc lai vé quan 1y va sdn xuat clia Buu dién tinh
Lam DPdng, theo quy&t dinh s&: 1793 QB/TCCB — LB ngay 31/05/2002 clia
Téng gidm doc cong ty Buu chinh — Vién thdng Viét Nam vé viéc td chitc
lai Cong ty Buu chinh — PHBC Buu dién tinh Lim DPdng thanh Buu dién
Thanh phd DPa Lat va hoat dong theo c¢d ché kém theo quyét dinh s6 181
QD/TCCB - LP ngay 06/06/2002 ctia Giam déc Buu dién tinh Lim DPdng
vé viéc ban hanh quy ch€ vé t§ chifc va hoat dong ctia Buu dién Thanh phd
ba Lat.

Buu dién Thanh pho Da Lat 1a don vi kinh t€ tryc thudc, hach todn phu
thudc Buu dién tinh LAim Pdng; hoat dong chuyén nganh Buu chinh Vién
thdng; c6 tu cach phdp nhin theo phan cip cia Buu dién tinh LAm DPong.

Buu dién Thanh phd Pa Lat ¢é chifc ning hoat dong sidn xuit kinh
doanh va phuc vu trén céc linh vyc:

Khai thac, van chuyén, buu ph?fm, buu kién, bdo chi ndi tinh.

Kinh doanh cdc dich vu Buu chinh - PHBC trén dia ban Pa Lat.

Cung cip cdc dich vu Vién thong tai cdc diém giao dich va thuc hién

céc dich vu hd trg kinh doanh dich vu Vién thong trén dia ban Pa Lat.

Cung cdp, quén ly, khai thdc, kinh doanh dich vu Buu chinh, Vién

thong hé 1 va thyc hién chifc ning cla dai trung tim tinh.



Qudn ly nghiép vu, t6 chifc kinh doanh tai cic di€m Buu dién vin hda
Xa.
Huéng dan nghiép vu va ky hgp dong véi cdac Pai ly buu dién.
Kinh doanh vat tu, thi€t bi Buu chinh, Vién thong lién quan dén dich
vu do don vi cung cAp.
Kinh doanh cdc nghé khdc khi dugc Téng cong ty cho phép.
2.1.2 Quyén han va nghia vu ctia Buu dién Thanh phé Pa Lat:
Cé6 quyén tu chii kinh doanh theo phan cip clia Buu dién tinh; chiu su
rang budc vé nghia vu va quyén 1gi d6i véi Buu dién tinh; chiu trdch
nhiém trudc phdp ludt trong pham vi quyén han va nghia vu dugc Buu
dién tinh giao.
C6 quy ché td chifc va hoat dong.
C6 con dau riéng theo tén goi d€ giao dich.
Pugc md tai khodn tai ngdn hang va kho bac nha nudc.
Pugc Buu dién tinh giao quén 1y, st dung, khai thac tai sdn va von luu
dong; dugc giao chi tiéu k& hoach: sin lugng, doanh thu, chi phi, lao
dong, tién luong. Chiu trach nhiém vé viéc hoan thanh k& hoach da
dugc Buu dién tinh giao dé€ gép phin bio toan va phat trién s6 von ma
Téng cong ty Buu chinh — Vién thong giao cho Buu dién tinh.
C6 bang can ddi k€ todn, hé thong sd sdch k€ todn.
C6 cdc quy cia don vi va dugc st dung quy theo quy dinh va huéng
din cda Buu dién tinh.
Buu dién Thanh phd Pa Lat chiu sy 1anh dao cia Gidm ddc Buu dién tinh,
ca Thanh dy va Uy Ban Nhan dan thanh pho Pa Lat v& viéc chidp hanh
phdp luat, cic mit hoat dong lién quan dén Pang, Chinh quyén, T& chitc

kinh t&, xa hdi va nhin din trén dia ban; gin nhiém vu phat trién mang



Buu chinh — Vién thdng vdi quy hoach phit trién kinh t€ xa hdi clia dia ban
thanh phd va cida tinh LAm Pdng.
< Céc san phim ciia Buu Pién thanh phé Pa Lat
Buu dién thanh phd Pa Lat 1a don vi sdn xuit kinh doanh truc thudc Buu
Pién Tinh, sin phim chd y&u § linh vuc buu chinh, phdt hanh bdo chi,
vién thong.
e Dich vu buu chinh.

Buu phdm thudng, ghi sd;

Buu kién trong nudc va qudc t€: di, d&€n va qua;

Thu chuyén tién quoc t&: dén;

Money gram: dén;

Céc dich vu chuyén tién: thu, dién, chuyén tién nhanh: ca di, dé€n;

- Dich vu di€n hoa;

- Hop thu thué bao, tem chai;

- Dich vu ti€t kiém buu dién;

- Dich vu buu chinh uy théc.
e Dich vu vién thdng:

- Fax, dién bdo, dién thoai trong nudc va qudc t€ (ca dién thoai
thé, dién thoai di ddng tra trudc), cdc nghiép vu dic biét: Coollect

call, HCD, tim ngudi...



- Chap nhan cdc dich vu vién thong: 1ip dit mdy dién thoai cd
dinh, di dong, cdc dich vu gid tri gia ting cla tdng dai, ban vat tu

hang hod thi€t bi vién thdng, thu tién cudc phi dién thoai.....

e Dich vu Phat hanh bédo chi :
- Béo chi trung uong, dia phuong va bdo chi ngoai nganh

Ngoai ra Buu dién thanh phd Da lat con khai thic cdc dich vu khic theo
hgp ddng ctia Trung TAm Buu Pién Sai Gon, Trung TAm VPS va céc to chifc
chuyén phdt nhanh quéc t&: CPN, PCN, DHL, FEDEX... thu cu6c dién thoai thué

bao hd trg cho cong ty Vién thong.

Tém lai, Buu dién thanh phd Pa lat ¢6 ddy di cdc dich vu truyén thdng,
dich vu méi va c¢6 mot mang IuSi buu cuc rong 16n ddp ¢ng nhu ciu ciia khach
hang.

2.1.3 M hinh t6 chidc quan Iy va san xuét tai Buu dién Thanh phé Pa Lat

+%+ MO hinh t6 chiic:

Buu Pién thanh phd Pa Lat 1a t§ chic kinh t& don vi thanh vién
hach todn tryc thudc Buu dién tinh LAm Pdng. Bd mdy t6 chitc quin 1y
dugc thanh 14p theo diéu 1é t§ chic va hoat dong cla Buu dién tinh LAm

Péng.

Tinh d&€n diu nim 2006 tdng s6 cdn bo cong nhan vién toan Buu
Pién thanh phd 1a 117 ngudi (khong k€ thué ngoai). Trong d6 s6 CB-
CNV c6 trinh d6 dai hoc, cao ddng 1a 33, trinh do trung cip la 37, sd cip

12 39, b6 tic nghiép vu 12 8, con s6 lao dong thué ngoai mot sd di qua
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dao tao (tdp trung tai cdc bd phin: buu t4, giao dich, khai thiac, con lao
dong chua qua dao tao tip trung nhiéu tai bd phan thu ngan).

Khéi quan 1y : gdm c6 céc t6 bd phin

a. T6 Téng hgp: Chiu trach nhiém quin 1y diéu hanh moi hoat dong clia
don vi. T6 bao gdm ban gidm ddc va cdc chuyén vién, cdn sy, nhin vién

gitp viéc cho ban gidm déc.

Ban gidm ddc bao gdm 01 Gidm d6c va 01 Phé gidm doc :

- Gidm doc :

= Qudn ly diéu hanh va chiu trach nhiém chung vé moi hoat dong
san xudt kinh doanh ctia Buu dién thanh phd theo phin cip clia Gidm
ddc Buu dién tinh LAm Pong.

= Tryc ti€p di€u hanh cdc mit cong tic: k€ todn tai chinh; to chic
cén bd lao dong tién luong; k& hoach kinh doanh; k& hoach dau tu phat
trién; &ng dung tin hoc.

» Tryc ti€p 1am chd tich hoi déng tu van, trudng cdc ban: ning bac
luong; thi dua khen thudng; ky luat lao dong; ban chi dao thuc hanh tiét
kiém; chdng tham nhiing.

» Tryc ti€p quin 1y diéu hanh hoat dong cla cidc bo phan: k& todn,
quan ly tdng hdp; ki€m sodt; tin hoc.

» Phdi hop ciing Phé gidm doc chi dao diéu hanh cdc bd phdn quin
1y sdn xuit khdc. Trong trudng hdp Phé gidm doc di ving, Gidm ddc
truc ti€p chi dao cdc phan cong viéc cla Phé gidm doc.

* Trong trudng hgp Gidm doc di ving, Gidm doc c6 trach nhiém giao
lai tryc ti€p cho Phé gidm doc khdc theo tirng trudng hdp cu thé.

- Phé gidm ddc:



» Tryc ti€p diéu hanh vé t8 chic sdn xuit, kinh doanh trén mang Buu
chinh — phat hanh b4o chi trén dia ban thanh phd Pa Lat.

» Tryc ti€p 1a trudng cdc ban chi dao cdc cong tidc: Piéu hanh thdng
tin; phong chéng Iut bdo va gidm nhe hiu qud thién tai; bdo vé quin sy
dong vién thudc pham vi trach nhiém ctia Buu dién thanh phé.

» Tryc ti€p 1a trudng cdc ban chi dao cdc cong tdc: Nghién citu tng
dung khoa hoc k¥ thudt va cdc gidi phdp hitu ich; an toan vé sinh lao
dong — phong chong chdy nd.

= Tryc ti€p quan ly va di€u hanh cdc by phan khai thac Buu chinh,
van chuyén Buu chinh va Phat hanh bio chi.

= Phdi hdp ciing Gidm ddc chi dao diéu hanh cdc bd phan quén ly
sdn xuat khic cda don vi.

b. T6 K& Todn:

Bao gdm 6 ngudi c6 nhiém vu tham muu cho lanh dao vé céc tit ci cdc

linh vuc lién quan d€n K& todn — Thong ké — Tai chinh trong don vi.

Céc chic danh trong t8 bao gom:

= 01 K& todn trudng.

01 K€ todn thanh todn, theo ddi chi phi vat tu, tién luong.

01 K& toan thu, theo ddi doanh thu, cong ng.

01 Chuyén vién theo ddi vé thu ng.

01 Cén su theo ddi vé héa don dic thu va ti€t kiém buu dién.

01 Nhén vién thd quy.
c. T6 Kiém sodt ti€p thi:
GOm 11 ngudi, chiu trach nhiém thong ké theo ddi sai sét vé khai thic

nghiép vu thong tin, trd 15i khi€u nai cho khdch hang, gidi quyé&t kip thdi



nhitng sai pham vé thé 1é& thd tuc trong khai thdc, diéu tra trd 15i bién ban

nghiép vu clia Buu dién tinh thanh khdc gii tdi, ki€n nghi v6i cAp trén nhitng

2 - 2 e A A ~ A A A 2 [P . N o
kho6 khdn cua cac tdo, bd phan san xuit, chuyén vé cong tac ti€p thi va chim

séc khach hang, cling v6i nhém chuyén phat nhanh.

Khoi cic don vi san xuit:

B6 mdy sin xuit kinh doanh tai Buu dién thanh phd Pa Lat dugc td chic thinh

cac t8, bod phan nhu sau:

/(’ M M A pd A . 'A’ A’ A Ve M
T6 Giao dich trung tAm: ¢6 nhi€ém vu giao ti€p, chdp nhan cic loai

hinh dich vu ma khdch hang c¢é nhu ciu vé Buu chinh, B4o chi trong

nuéc va quoc té.

a-

T6 Khai thac: ¢c6 nhiém vu chia chon, phin huéng déng tii géi
cho cdc Buu cuc ¢6 quan hé trao d6i tdi géi, khai thic déng mé
tdi g6i, chuyén di va giao cho cdc bo phan lién quan.

TS Buu Ta: c6 nhiém vu phdt dén tay ngudi nhin cic buu gbi
theo quy dinh cia Nganh, bén canh d6 con kiém nhiém thém
dudng thu cap Il va cap Il & cdc tuyén Pa Lat — Lac Duong va
tuyén Pa Lat — Cau Pat.

TS Quan ly Phat hanh bdo chi: c6 nhiém vu chdp nhin dit bdo
chi trong va ngoai nudc cia doc gia dai han va cda cdc Pai ly,
sau d6 dit nhu cau véi nha xuit ban; mdi khi bao vé chia chon va
phét dén doc gid, c6 nhiém vu theo ddi cong ng, doanh thu phat
hanh bdo chi, trd 13i khi€u nai ctia khdach hang va bdo cdo cudi
thing vé K& todn.

TS Pién bio dién thoai: c6 nhiém vu nhin va chuyén cic loai

dién bao hé I, dién bdo thudng, cic loai Fax va dam nhiém cung



cap cho khdch hang cdc dich vu Vién thdng tai Giao dich trung

tam.

e- T6 Buu cuc Bui Thi Xudn: c6 nhiém vu nhu t§ Giao dich trung

tam.

f- T6 Buu cuc Phan Chu Trinh: gdm 10 ngudi, c6 nhiém vu nhu to

Giao dich trung tam.

g- T6 Thu ngin: c6 nhiém vu quan 1y viéc thu ng.

Bang 2.1: TI TRONG DOANH THU CAC DICH VU

BUU CHINH - PHAT HANH BAO CHI NAM 2006

TT Dich vu Doanh thu | Ty trong
( Triéu ( %)
dong)
1 | Ban tem + Buu phim 2.152 32.82
2 | Chuyén tién 1.436 21.91
3 | Buu pham chuyén phit nhanh 1.277 19.48
4 | Phat hanh bio chi 1.021 15.58
5 | Buukién 453 7.00
6 | Cac dich vu khic: (COD, BCUT, 119 1.31
XTHQ, Hop thu...)
7 | Pién hoa 66 1.01
8 | BP; BK khai gia 13.3 0.20
9 | Ban tem choi 7 0.11
10 | Ti€t kiém Buu dién 5 0.07
Tong cong: 6.554 100%




SO PO 2.1: TI TRONG DOANH CAC DICH VU
BUU CHINH VIEN THONG BUU PIEN THANH PHO PA LAT

" 0%

bién hoa EMS khai gia TN
o
Cac dich vu 1% 0%
khac(COD,PH,BCYT)
1%
Bwu kién TN+NN Tem choi
7% 0%

Tién tem may

/— 33%

Doanh thu PHBC
16%

BP CPN Chuyén tién
20% 22%
@ Tién tem may ® Chuyén tién 0O BP CPN
0O Doanh thu PHBC B Bwu kién TN+NN @ Cac dich vu khac(COD,bH,BCY
B bién hoa O EMS khaigia TN B Tem choi

@ Tiét kiém bwu dién




Phu luc 02 3 )
MAU PHIEU PIEU TRA

Ching t6i 1a sinh vién 1am khod luin t6t nghiép kinh t€ clia trudng Pai hoc Kinh
t€ thanh phd H6 Chi Minh, véi mong mudn dem nhitng tri thifc clia minh gép
phin ning cao chdt lugng dich vu va chat lugng phuc vu dich vu Buu Kién tai
Buu dién thanh phd Pa lat. Ching t6i rdt mong nhan dugc nhitng y ki€n déng
gép clia Quy khach hang trong phi€u diéu tra nay va ddnh gid cao nhitng thdng
tin déng gép quy bau ctia Quy khich va xin cam doan ring tit cd nhitng thong
tin cia Quy khach hang s€ dugc git bi mat. Xin vui long b6t chiit thsi gian tra

15 mot s6 cau hdi dudi day :

Dia di€m phdéng van

Ho tén ngudi phdng van

Ngay phdng vin
Nam [J No [

Ho tén ngudi dugc phdng van :

bia chi nha riéng : Dién thoai :

bia chi cd quan : Pién thoai :

Cau 1 : Ong (ba) cho bi€t mic do hai long cia minh vé chit lwgng dich vu
ciing nhu chat lugng phuc vu déi véi dich vu Buu kién theo cdc mic do hai
long sau :

Xin d4nh diu vao 6 so thich hgp véi qui wéc
Trong d6 gia tri 1 : RAt khong hai long

2 : Khong hai long
3 : Doi khi hai long va khong hai long

4: Hai long



5 : Rat hai long.

Ma CAC YEUTO MUC PO HAI LONG
CHAT LUGNG PHUC VU CUA GIAO DICH VIEN DICH VU BUU KIEN

V01 | Giao dich vién c6 thdi do lich sy, niém nd. 1 2 3 4 5

V02 | Giao dich vién nhiét tinh, chu ddo. 1 2 3 4 5

V03 | Giao dich vién c6 tdc phong nhanh nhen. 1 2 3 4 5

V04 | Giao dich vién c6 kha ning tv van dich vu theo nhu | 1 2 3 4 5
cau giti hang hda ctia khiach hang.

V05 | Giao dich vién c¢6 nhiéu kinh nghiém, kié€n thic, am | 1 2 3 4 5
hi€u cdc cdc quy trinh nhan g cia dich vu Buu kién.

V06 | Tém lai, mic do hai long vé phong cdch phuc vu cda | 1 2 3 4 5
Giao dich vién dich vu Buu kién.

CHAT LUGNG DICH VU BUU KIEN

V07 | Quy trinh chdp nhin dich vu Buu kién mang lai sy | 1 2 3 4 5
thda man cho quy khach hang.

V08 | Thdi gian chuyén phat cdc buu kién hién nay 1a phu | 1 2 3 4 5
hdp v6i nhu cau clia quy khdch

V09 | Cac thd tuc nhdn gi va phat Buu kién hién nay la | 1 2 3 4 5
don gidn va phu hgp

V10 | Hinh thdc bao bi - dong géi buu ki€én hi€n nay mang | 1 2 3 4 5
tinh thAim my cao

V11 | Hang héa chap nhan giti da dang va phong phi 1 2 3 4 5

V12 | Tém lai, mitc do hai long vé chat lugng dich vu Buu | 1 2 3 4 5
kién.

CO SO VAT CHAT TAI PIEM GIAO DICH BUU KIEN

V13 | Giao dich Buu dién luén thodng mat — sach s€ tao| 1 2 3 4 5
cam gidc thodi mai trong qud trinh st dung dich vu
Buu kién

V14 | Vi tri giao dich dich vu Buu kién thuin tién cho viéc | 1 2 3 4 5
chuyén phat va nhin cic buu kién.

V15 | Su bd tri, sip dit co s vat chat hgp ly nhim tiét kiém | 1 2 3 4 5
thdi gian cho khachhang va mang tinh thim m§ cao

V16 | Hé thong bang hiéu, bing cudc, cdc niém yét quy | 1 2 3 4 5
trinh quy pham ctia dich vu buu kién hgp ly.

V17 | Tém lai, mitc do hai long cd sé vat cua dich vua Buu | 1 2 3 4 5

kién




HE THONG PHAN PHOI DICH VU BUU KIEN

V18 | Tai cac giao dich Buu dién 1 2 3 4 5
V19 | baily Buu dién 1 2 3 4 5
V20 | Hé thong nhan vién buu t4 1 2 3 4 5
V21 | Yéu cau chip nhdn hang ho4 tai dia chi theo yéu ciu 1 2 3 4 5
V22 | Tém lai, mitc do sir dung thuong xuyén hé théng phan | 1 2 3 4 5

phoi

CAC YEU TO MUC PO HAI LONG
GIA CA DICH VU BUU KIEN

V23 | Gid dich vu Buu ki€n hién nay 1a phu hgp. 1 2 3 4 5
V24 | Gid thdp hon so véi cdc cong ty van chuyén hang héa | 1 2 3 4 5

khéc.
V25 | Chi phi chdp nhan va phdt hang tai nha hgp ly 1 2 3 4 5
V26 | Tém lai, mitc d6 hai long vé gia ca. 1 2 3 4 5

GIAI QUYET CAC KHIEU NAI DICH VU BUU KIEN

V27 | Gidi quyét cdc yéu ciu clia khach bing thdi dd quan | 1 2 3 4 5

tam, chan tinh va ¢6 trach nhiém.
V28 | Gidi quyét nhanh chéng cdc yéu cau. 1 2 3 4 5
V29 | C4c khi€u nai gidi quyé&t nhanh chéng va thda ddng. 1 2 3 4 5
V30 | Cach tinh cuGc dich vu hoan toan chinh xac 1 2 3 4 5
V31 | Tém lai, mitc @6 hai long vé su tin ciy ciia dich vu 1 2 3 4 5

CHUONG TRINH KHUYEN MAI DICH VU BUU KIEN
V32 | Ting qua nhan dip sinh nhat, ngdy L&, v.v... 1 2 3 4 5
V33 | Phi€u st dung dich vu Buu kién mién cuéc 1 2 3 4 5
V34 | Giam cudc st dung cho khdach hang thuGng xuyén 1 2 3 4 5
V35 | Qua ting cho khdch hang than thiét 1 2 3 4 5
V36 2. Tém lai, mic d6 hai long vé| 1 | 2 | 3 | 4 | §
chuong trinh khuy&n mai
MUC PO GOI NHG QUANG CAO DICH VU BUU KIEN

V37 | Qua xem Tivi 1 2 3 4 5
V38 | Qua nghe dai truyén thanh 1 2 3 4 5
V39 | Boc Bao chi 1 2 3 4 5
V40 | Qua hé thong Poster 1 ) 3 4 5
V41 | Tam khéo t& rdi 1 2 3 4 5




V42

Hét thong Pand, hop dén

V43

VAt phadm quing cdo

Va4

g 2, . LN
To6 chic cac su kién

V45

Ban be, ngudi thin

V46

a) Tém lai miic do hailong vé
chuong trinh quang cdo
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MUC PO SUDUNG DICHVU
BUU KIENTRONG THANG

TRA LOT

V47

Thang st dung 01 1in

V48

Thang st dung 02 1an

V49

Théng st dung trén 02 1an

V50

St dung dich vu 1an dau tién

Cau2:
Xin cho bi€t nghé nghiép cia Ong (ba) :

NGHE NGHIEP

TRA LOI

Nhén vién vin phong

C1 Cong nhin

Sinh vién hoc sinh

Budn ban

Noi trg

Doanh nghiép nuéc ngoai

Doanh nghiép trong nuéc

Khac

Xin cho bi&t thu nhap binh quin thing cia Ong (ba) nim trong mic nao sau

B. THU NHAP BINH QUAN/ THANG

TRA LOI

Dué6i duéi 1 tri¢u dong

C2 | Tu 1 - duéi 2 triéu dong

Tt 2 — duéi 3 triéu dong

Tt 3 — duéi 4 triéu dong

Trén 4 triéu dong




Xin cho biét trinh dd viin héa cia Ong (ba) :

TRINH PO VAN HOA TRA LOI
Dué6i trung hoc phd thong
C3 | Trung hoc phd thong, Trung Cap
Cao Ping, Pai hoc
Trén dai hoc

K¢& thic phéng van vao lic : h gid ,ngay thing
nam 2007
a)
b) NGUOI PUGC PHONG VAN NGUOI
PHONG VAN
(Ky,ghi ro ho va tén) (KYy,ghi ro ho va tén)

Xin chan thanh cdm on Ong (ba)



Phu luc 03

KET QUA KHAO SAT CHI TIET TINH HINH

CHAM SOC KHACH HANG QUA CAC CHI TIEU PANG GIA

GIAO DICH VIEN CO THAI PO NIEM NO

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 27 7.7 7.7 7.7
Khoéng hai long 40 11.4 11.4 19.1
bai khi hai long 107 30.6 30.6 49.7
Hai long 107 30.6 30.6 80.3
R4t hai long 69 19.7 19.7 100.0
Total 350 100.0 100.0
GIAO DICH VIEN NHIET TINH CHU PAO
Cumulative
Frequency Percent Valid Percent Percent
Valid  RAt khong hai long 15 43 43 43
Khong hai long 45 12.9 12.9 17.1
boi khi hai lIong 119 34.0 34.0 51.1
Hai long 110 314 314 82.6
R4t hai long 61 17.4 17.4 100.0
Total 350 100.0 100.0
GIAO DICH VIEN CO TAC PHONG NHANH NHEN
Cumulative
Frequency Percent Valid Percent Percent
Valid ~ RAtkhong hai long 14 4.0 4.0 4.0
Khoéng hai long 47 13.4 13.4 17.4
boi khi hai long 126 36.0 36.0 53.4
Hai long 108 30.9 30.9 84.3
Rat hai long 55 15.7 15.7 100.0
Total 350 100.0 100.0




GIAO DICH VIEN CO KHA NANG TU VAN CAC DICH V[

THEO NHU CAU GUI HANG HOA CUA KHA CH HANG

Cumulative
Frequency Percent Valid Percent Percent
Valid  RAt khong hai long 19 5.4 5.4 5.4
Khong hai long 40 114 114 16.9
boi khi hai long 89 254 254 423
Hai long 142 40.6 40.6 82.9
R4t hai long 60 17.1 17.1 100.0
Total 350 100.0 100.0

GIAO DICH VIEN CO NHIEU KINH NGHIEM, KIEN THUC
AM HIEU CAC QUY TRINH NHAN GUI BUU KIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 15 43 43 43
Khong hai long 32 9.1 9.1 134
bai khi hai long 106 30.3 30.3 43.7
Hai long 121 34.6 34.6 78.3
R4t hai long 76 21.7 21.7 100.0
Total 350 100.0 100.0

TOM LALMUC PO HAI LONG VE PHONG CACH PHUC VU
CUA GIAO DICH VIEN BUU PIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 8 23 23 23
Khong hai long 34 9.7 9.7 12.0
bo6i khi hai long 119 34.0 34.0 46.0
Hai long 128 36.6 36.6 82.6
R4t hai long 61 17.4 17.4 100.0
Total 350 100.0 100.0

QUY TRINH CHAP NHAN DICH VU BUU KIEN MANG

LAI SU THOA MAN CHO QUY KHA CH HANG




Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 21 6.0 6.0 6.0
Khong hai long 42 12.0 12.0 18.0
boi khi hai long 113 323 323 50.3
Hai long 139 39.7 39.7 90.0
R4t hai long 35 10.0 10.0 100.0
Total 350 100.0 100.0

THOI GIAN CHUYEN PHAT CAC BUU KIEN HEN NAY PHU HQP
VGI PIEU KIEN CUA QUY KHACH

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 19 5.4 5.4 5.4
Khoéng hai long 60 17.1 17.1 22.6
boi khi hai long 99 28.3 28.3 50.9
Hai long 107 30.6 30.6 81.4
Rat hai long 65 18.6 18.6 100.0
Total 350 100.0 100.0

THU TUC NHAN GUI VA PHAT BUU KIEN HIEN NAY

PON GIAN VA PHU HQP
Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 18 5.1 5.1 5.1
Khoéng hai long 35 10.0 10.0 15.1
boi khi hai long 89 254 254 40.6
Hai long 139 39.7 39.7 80.3
R4t hai long 69 19.7 19.7 100.0
Total 350 100.0 100.0

HINH THUC BAO BI PONG GOI BUU KIEN HIEN NAY
CO TINH THAM MY CAO

Cumulative
Frequency Percent Valid Percent Percent
Valid ~ RAtkhong hai long 16 4.6 4.6 4.6
Khoéng hai long 48 13.7 13.7 18.3
boi khi hai long 82 234 234 41.7
Hai long 142 40.6 40.6 82.3
Rat hai long 62 17.7 17.7 100.0
Total 350 100.0 100.0

HANG HOA CHAP NHAN GUI PA DANG VA PHONG PHU



Cumulative
Frequency Percent Valid Percent Percent
Valid ~ RAtkhong hai long 19 5.4 5.4 5.4
Khong hai long 35 10.0 10.0 15.4
boi khi hai long 81 23.1 23.1 38.6
Hai long 129 36.9 36.9 75.4
RAt hai long 86 24.6 24.6 100.0
Total 350 100.0 100.0

TOM LAI MUC PO HAI LONG VE CHAT LUGNG DICH VU BUU KIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid  R&t khong hai long 13 3.7 3.7 3.7
Khong hai long 37 10.6 10.6 14.3
bai khi hai long 95 27.1 27.1 41.4
Hai long 150 429 429 84.3
R4t hai long 55 15.7 15.7 100.0
Total 350 100.0 100.0

GIAO DICH BUU PIEN THOANG MAT- SACH SE TAO CAM GIAC
THOAI MAI TRONG QUA TRINH SU DUNG DICH VU BUU KIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 20 5.7 5.7 5.7
Khong hai long 28 8.0 8.0 13.7
boi khi hai long 63 18.0 18.0 31.7
Hai Iong 145 41.4 41.4 73.1
R4t hai long 94 26.9 26.9 100.0
Total 350 100.0 100.0

VI TRi CAC GIAO DICH QUAY BUU KIEEN THUAN TIEN
CHO VIEC CHUYEN PHAT VA NHAN CAC BUU KIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid ~ RAtkhong hai long 14 4.0 4.0 4.0
Khong hai long 37 10.6 10.6 14.6
boi khi hai long 69 19.7 19.7 343
Hai long 140 40.0 40.0 74.3
RAt hai long 90 25.7 25.7 100.0
Total 350 100.0 100.0




SU BO TRi, SAP PAT CO SG VAT CHAT HGP LY NHAM
TIET KIEM THOI GIAN VA MANG TINH THAM MY CAO

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 15 43 43 43
Khong hai long 30 8.6 8.6 12.9
boi khi hai long 94 26.9 26.9 39.7
Hai long 155 443 443 84.0
R4t hai long 56 16.0 16.0 100.0
Total 350 100.0 100.0

HE THONG BANG HIEU, BANG CUGC,CAC NIEM YET
QUY TRINH QUY PHAM CUA DICH VU BUU KIEN HOP LY

Cumulative
Frequency Percent Valid Percent Percent
Valid Rat khong hai long 15 4.3 43 43
Khong hai long 37 10.6 10.6 14.9
boi khi hai long 70 20.0 20.0 34.9
Hai long 143 40.9 40.9 75.7
RAt hai long 85 24.3 24.3 100.0
Total 350 100.0 100.0

TOM LAL MUC PO HAI LONG VE CG SG VAT CHAT CUA BUU KIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 13 3.7 3.7 3.7
Khoéng hai long 29 8.3 8.3 12.0
boi khi hai long 78 223 223 343
Hai long 152 434 43.4 77.7
R4t hai long 78 223 223 100.0
Total 350 100.0 100.0

SU HAI LONG HE THONG PHAN PHOI TAI GIAO DICH BUU PIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid  RAt khdng hai long 22 6.3 6.3 6.3
Khong hai long 43 12.3 12.3 18.6
boi khi hai long 100 28.6 28.6 47.1
Hai long 127 36.3 36.3 83.4
R4t hai long 58 16.6 16.6 100.0
Total 350 100.0 100.0

SU HAI LONG HE THONG PHAN PHOI PAI LY BUU PIEN




Cumulative

Frequency Percent Valid Percent Percent
Valid ~ RAtkhong hai long 23 6.6 6.6 6.6
Khong hai long 45 12.9 12.9 19.4
boi khi hau long 93 26.6 26.6 46.0
Hai long 130 37.1 37.1 83.1
RAt hai long 59 16.9 16.9 100.0
Total 350 100.0 100.0

SU HAI LONG HE THONG POI NGU NHAN VIEN BUU TA

Cumulative
Frequency Percent Valid Percent Percent
Valid  R&t khdng hai long 17 49 49 49
Khong hai long 45 12.9 12.9 17.7
boi khi hai long 97 27.7 27.7 45.4
Hai long 133 38.0 38.0 83.4
R4t hai long 58 16.6 16.6 100.0
Total 350 100.0 100.0

YEU CAU CHAP NHAN HANG HOA TAI PIA CHI THEO YEU CAU

Cumulative
Frequency Percent Valid Percent Percent
Valid ~ RAt khdng hai long 15 43 43 43
Khong hai long 44 12.6 12.6 16.9
bai khi hai long 92 26.3 26.3 43.1
Hai long 129 36.9 36.9 80.0
R4t hai long 70 20.0 20.0 100.0
Total 350 100.0 100.0

TOM LAI MUC PO HAI LONG VE HE THONG PHAN PHOI

Cumulative
Frequency Percent Valid Percent Percent
Valid  RAt khdng hai long 14 4.0 4.0 4.0
Khoéng hai long 31 8.9 8.9 12.9
bai khi hai long 91 26.0 26.0 38.9
Hai long 141 40.3 40.3 79.1
R4t hai long 73 20.9 20.9 100.0
Total 350 100.0 100.0




GIA CA DICH VU BUU KIEN PHU HQP

Cumulative
Frequency Percent Valid Percent Percent
Valid  R&t khong hai long 20 5.7 5.7 5.7
Khong hai long 63 18.0 18.0 237
D61 khi hai long 98 28.0 28.0 51.7
Hai long 122 34.9 34.9 86.6
R4t hai long 47 13.4 13.4 100.0
Total 350 100.0 100.0
GIA CA THAP HON SO VOI CAC CONG TY
CHUYEN PHAT HANG HOA KHAC
Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 30 8.6 8.6 8.6
Khong hai long 61 17.4 17.4 26.0
boi khi hai long 116 33.1 33.1 59.1
Hai long 96 27.4 27.4 86.6
R4t hai long 47 13.4 13.4 100.0
Total 350 100.0 100.0

CHI PHi CHAP NHAN VA PHAT HANG TAI NHA HOP LY

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hailong 24 6.9 6.9 6.9
Khong hai long 44 12.6 12.6 19.4
boi khi hai long 99 28.3 28.3 47.7
Hai long 124 354 354 83.1
R4t hai long 59 16.9 16.9 100.0
Total 350 100.0 100.0
TOM LAIMUC PO HAI LONG VE GIA CA
Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 19 5.4 5.4 5.4
Khong hai long 46 13.1 13.1 18.6
boi khi hai long 112 32.0 32.0 50.6




Hai long 14 | 326 | 32.6 83.1
R4t hai long 59 | 169 | 16.9 100.0
Total 350 | 100.0 | 100.0
GIAI QUYET YEU CAU CUA KHACH BANG THAI PQ
QUAN TAM, CHAN TINH VA CO TRACH NHIEM
Cumulative
Frequency Percent Valid Percent Percent
Valid  R&t khong hai long 30 8.6 8.6 8.6
Khong hai long 62 17.7 17.7 26.3
Doi khi hai long 107 30.6 30.6 56.9
Hai long 104 29.7 29.7 86.6
R4t hai long 47 13.4 13.4 100.0
Total 350 100.0 100.0
2 A 2 - A A
GIAI QUYET NHANH CHONG CAC YEU CAU
Cumulative
Frequency Percent Valid Percent Percent
Valid  R&t khong hai long 23 6.6 6.6 6.6
Khong hai long 53 15.1 15.1 21.7
Doi khi hai long 118 33.7 33.7 55.4
Hai long 103 29.4 29.4 84.9
R4t hai long 53 15.1 15.1 100.0
Total 350 100.0 100.0

CAC KHIEU NAI GIAI QUYET NHANH CHONG VA THOA PANG

Cumulative
Frequency Percent Valid Percent Percent
Valid ~ R&t khong hai long 17 4.9 4.9 4.9
Khong hai long 66 18.9 18.9 23.7
boi khi hai long 122 34.9 34.9 58.6
Hai long 94 26.9 26.9 85.4
R4t hai long 51 14.6 14.6 100.0
Total 350 100.0 100.0

CACH TINH CUGC DICH VU HOAN TOAN CHINH XAC

Frequency

Percent

Valid Percent

Cumulative
Percent




Valid

Rat khong hai long
Khong hai long
bo6i khi hai long
Hai long
R4t hai long

Total

21
44
105
120
60
350

6.0
12.6
30.0
343
17.1

100.0

6.0
12.6
30.0
343
17.1

100.0

6.0
18.6
48.6
82.9

100.0

TOM LAI MUC PO HAI LONG VE SU TIN CAY CUA DICH VU

Cumulative
Frequency Percent Valid Percent Percent
Valid  RAt khong hai long 18 5.1 5.1 5.1
Khong hai long 53 15.1 15.1 20.3
boi khi hai long 113 323 323 52.6
Hai long 112 32.0 32.0 84.6
R4t hai long 54 15.4 15.4 100.0
Total 350 100.0 100.0
TANG QUA NHAN DIP SINH NHAT,NGAY LE,V.V...
Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 66 18.9 18.9 18.9
Khoéng hai long 55 15.7 15.7 34.6
boi khi hai long 82 234 234 58.0
Hai long 101 28.9 28.9 86.9
Rat hai long 46 13.1 13.1 100.0
Total 350 100.0 100.0
A 2 A X 2,
PHIEU SU DUNG DICH VU BUU KIEN MIEN CUOC
Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 59 16.9 16.9 16.9
Khoéng hai long 58 16.6 16.6 334
boi khi hai long 85 24.3 243 57.7
Hai long 97 27.7 27.7 85.4
Rat hai long 51 14.6 14.6 100.0
Total 350 100.0 100.0

GIAM CUGC SU DUNG CHO KHACH HANG THUONG XUYEN




Cumulative
Frequency Percent Valid Percent Percent
Valid RAt khong hai long 62 17.7 17.7 17.7
Khong hai long 51 14.6 14.6 323
boi khi hai long 98 28.0 28.0 60.3
Hai long 92 26.3 26.3 86.6
R4t hai long 47 13.4 13.4 100.0
Total 350 100.0 100.0
QUA TANG CHO KHACH HANG THAN THIET
Cumulative
Frequency Percent Valid Percent Percent
Valid RAt khong hai long 60 17.1 17.1 17.1
Khong hai long 60 17.1 17.1 34.3
boi khi hau 1ong 87 24.9 24.9 59.1
Hai long 86 24.6 24.6 83.7
R4t hai long 57 16.3 16.3 100.0
Total 350 100.0 100.0

TOM LAL MUC PO HAI LONG VE CHUGNG TRINH KHUYEN MAI

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 52 14.9 14.9 14.9
Khong hai long 54 154 154 30.3
boi khi hai long 98 28.0 28.0 58.3
Hai long 99 28.3 28.3 86.6
R4t hai long 47 13.4 13.4 100.0
Total 350 100.0 100.0
z. A P d 7
MUC PQ GGI NHO QUANG CAO QUA TIVI
Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 28 8.0 8.0 8.0
Khong hai long 51 14.6 14.6 22.6
boi khi hai long 80 229 22.9 45.4
Hai Iong 111 31.7 31.7 77.1
R4t hai long 80 22.9 22.9 100.0
Total 350 100.0 100.0

MUC PO GOI NHG QUANG CAO QUA TRUYEN THANH




Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 24 6.9 6.9 6.9
Khong hai long 70 20.0 20.0 26.9
boi khi hai long 102 29.1 29.1 56.0
Hai long 104 29.7 29.7 85.7
Rat hai long 50 14.3 14.3 100.0
Total 350 100.0 100.0
MUC PO GOI NHG QUANG CAO QUA "BAO CHI
Cumulative
Frequency | Percent Valid Percent Percent

Valid R4t khong hai long 20 5.7 5.7 5.7

Khong hai long 60 17.1 17.1 22.9

boi khi hai long 90 25.7 25.7 48.6

Hai long 124 35.4 35.4 84.0

R4t hai long 56 16.0 16.0 100.0

Total 350 100.0 100.0
MUC PO GOI NHG QUANG CAO QUA POSTER
Cumulative
Frequency Percent Valid Percent Percent
Valid ~ R&t khong hai long 23 6.6 6.6 6.6
Khong hai long 66 18.9 18.9 254
boi khi hai long 88 25.1 25.1 50.6
Hai long 113 32.3 32.3 82.9
R4t hai long 60 17.1 17.1 100.0
Total 350 100.0 100.0

MUC PO GOTI NHG QUANG CAO QUA HEE THONG TO ROI

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hailong 31 8.9 8.9 8.9
Khong hai long 72 20.6 20.6 29.4
boi khi hai long 100 28.6 28.6 58.0
Hai long 106 30.3 30.3 88.3
R4t hai long 41 11.7 11.7 100.0
Total 350 100.0 100.0




MUC PO GOI NHG QUANG CAO QUA PANO, HOP PEN

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hailong 25 7.1 7.1 7.1
Khéng hai 1ong 49 14.0 14.0 21.1
boi khi hai long 107 30.6 30.6 51.7
Hai long 108 30.9 30.9 82.6
R4t hai long 61 17.4 17.4 100.0
Total 350 100.0 100.0

MUC PO GOI NHG QUANG CAO QUA CAC VAT PHAM QUANG CAO

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hai long 25 7.1 7.1 7.1
Khong hai long 61 17.4 17.4 24.6
boi khi hai long 101 28.9 28.9 53.4
Hailong 105 30.0 30.0 83.4
Rat hai long 58 16.6 16.6 100.0
Total 350 100.0 100.0

MUC PO GGINHG QUANG CAO QUA TO CHUC CAC SU KIEN

Cumulative
Frequency Percent Valid Percent Percent
Valid ~ R&t khong hai long 21 6.0 6.0 6.0
Khong hai long 61 17.4 17.4 234
boi khi hai long 103 29.4 29.4 52.9
Hai long 114 32.6 32.6 854
R4t hai long 51 14.6 14.6 100.0
Total 350 100.0 100.0

MUC PO GOI NHG QUANG CAO QUA BAN BE, NGUOI THAN

Cumulative
Frequency Percent Valid Percent Percent
Valid R4t khong hailong 20 5.7 5.7 5.7
Khong hai long 50 14.3 14.3 20.0
boi khi hai long 99 28.3 28.3 48.3
Hai long 127 36.3 36.3 84.6
R4t hai long 54 15.4 15.4 100.0
Total 350 100.0 100.0




TOM LAL MUC PO HAI LONG VE CHUGNG TRINH KHUYEN MAT

Cumulative
Frequency Percent Valid Percent Percent
Valid  RAt khong hai long 16 4.6 4.6 4.6
Khong hai long 50 14.3 14.3 18.9
boi khi hai long 100 28.6 28.6 47.4
Hai long 125 35.7 35.7 83.1
R4t hai long 59 16.9 16.9 100.0
Total 350 100.0 100.0




Phu luc 04

MO HINH TONG THE THANG GIU HANG
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Phu luc 06 :

DANH DACH PAI LY BUU PIEN PA DICH VU

STT TEN PAILY PIA CHI
01 | 69A PUGNG BA THANG HAI 69A PUONG BA THANG HAI
02 | BEN XE 01 TO HIEN THANH
03 | BUI THI XUAN 1 30A BUI THI XUAN
04 | BUI THI XUAN 2 1D/4 BUI THI XUAN
05 | BUI THI XUAN 3 09B BUI THI XUAN
06 | BUI THI XUAN 4 75B BUI THI XUAN
07 | PAIHOC PA LAT 72A/2 BUI THI XUAN
08 | CAO BA QUAT 10 CAO BA QUAT
09 | CHI LANG 20 CHI LANG
10 | HAI BA TRUNG 2 18 HAI BA TRUNG
11 | HOANG DIEU 01 HOANG DIEU
12 | HAI THUONG 33B HAI THUONG
13 | HOANG VAN THU 16B HOANG VAN THU
14 | HOANG VAN THU 1 LO 02 HOANG VAN THU
15 | PHUONG 06 05BIS LA SON PHU TU
16 | MAI HAC PE 05B MAI HAC PE
17 | NGUYEN CONG TRU 82 NGUYEN CONG TRU
18 | NGUYEN PINH CHIEU 43 THONG THIEN HOC

19

01A NAM KY KHOI NGHIA

01A NAM KY KHOI NGHIA

20 | 05B NAM KY KHGI NGHIA 05B NAM KY KHGI NGHiA

21 | NGO QUYEN 02A NGO QUYEN

22 | NGUYEN TU LUC C37 NGUYEN TU LUC

23 | NGUYEN THI MINH KHAI 01 NGUYEN THI MINH KHAI
24 | NGUYEN THI NGHIA 01 NGUYEN THI NGHIA

25 | NGUYEN VAN CU 02/10 NGUYEN VAN CU

26 | NGUYEN VAN TROI 95 NGUYEN VAN TROI

27 | 36 PHAN BOI CHAU 36 PHAN BOI CHAU

28 | 17 PHAN BOI CHAU 17 PHAN BOI CHAU

29 | 57 PHAN PINH PHUNG 57 PHAN PINH PHUNG

30 | 349 PHAN PINH PHUNG 349 PHAN PINH PHUNG

31 | 03A PHU PONG THIEN VUGNG 03A PHU PONG THIEN VUGNG
32 | 15/1 PHU PONG THIEN VUGNG 15/1 PHU PONG THIEN VUGNG
33 | 36 PHU PONG THIEN VUGNG 36 PHU PONG THIEN VUGNG
34 | TU PHUGC 220 TU PHUGC - TRAI MAT
35 | TRIEU VIET VUGNG 16 TRIEU VIET VUGNG

36 | VONG LAM VIEN 263 VONG LAM VIEN

37 | XUAN TRUGNG 539 XUAN TRUGNG

38 | XO VIET NGHE TINH 33 XO VIET NGHE TINH

39 | YERSIN 18 YERSIN

40 | 28 THI SACH 28 THI SACH

41 | LY THUGNG KIET 01 LY THUGNG KIET

42 | NGUYEN TRAI 07 NGUYEN TRAI




Phu luc 05

Chiing toi ganh vac cing cac ban !

DICH VU VAN TAI 6IA RE

Dy s
‘ WVAN ™ BUU CHiNH THO! GIAN CUE NGAN

» Quy khach giti hang hdm nay nhian hang tai Tp H6 Chi Minh vao ngay ngay hom sau.

= Piém chdp nhan hang hod tai cic giao dich Buu cuc va dai ly trén toan Buu dién Pa lat

MOI CHI TIET XIN LIEN HE TAI CAC GIAO DICH BUU PIEN THANH PHO DA LAT

iy goi : 063. 81. 9999

Thanh cdng cda ban [ thanh cong cia ching ti !

BANG GIA DICH VU VAN TAI BUU CHIiNH
Thanh ph6 ba lat d&€n Thanh ph6 HO Chi Minh

Trong lugng 1kg 2 kg 3 kg 4 kg Skg 6 kg
Gia cudc 3.300 4.400 5.500 6.600 7.700 8.800
Trong luong 9 kg 10 kg 11 kg 12 kg 13 kg 14 kg
Gia cudc 12.100  13.200 14.300 15.400 16.500 17.600

CUGC PHAT TAI NHA THEO PIA CHi YEU CAU

7 kg 8 kg
9.900 11.000
15 kg 1kg

ti€p
theo

18.700 1.100

Trong lugng 16 hang /1 dia chi T6i 50Kg Trén 50Kg dén 400 Kg

Mitc cudc tdi thiéu (ddng) 19.800 39.600

Trén 400Kg d&én 800K g

66.000

= Quy khach giti hang dén 20Kk gid cudc chi con 1.430 ddng/kg



Phu luc 07 :

PANH GIA CUA KHACH HANG VE THUC TRANG
CHAM SOC KHA CH HANG DICH VU BUU KIEN TAI BUU PIEN PA LAT

= Hé s6 Crobach'alpha cua thyc trang chat lugng phuc vu Giao dich vién

Item-total Statistics

Scale Scale Corrected

Mean Variance I tem- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
Vo1 17.5571 19.0211 . 7579 .8968
V02 17 .5400 19.5213 .7893 .8916
VO3 17.5800 20.1297 .7331 .8996
V04 17.4629 20.0029 .7133 .9025
V05 17.3857 19.8078 .7515 .8970
V06 17.4171 20.2037 .7927 .8922

Reliability Coefficients
N of Cases = 350.0 N of Items = 6

Alpha = .9124

= Hé s6 Crobach'alpha cua thuc trang chat lugng dich vu Buu kién

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item it Item Total if Item

Deleted Deleted Correlation Deleted
Vo7 17.7314 19.5151 .6457 .8765
V08 17.6914 18.3572 .6907 .8700
V09 17.5000 18.7092 .6998 .8681
V10 17.5571 18.9122 .6715 .8727
V11l 17.4371 18.3098 .7100 .8666
V12 17.5257 18.4392 .8054 .8523

Reliability Coefficients

N of Cases = 350.0 N of Items = 6
Alpha = .8873



» Hé sé Crobach'alpha ctia thuc trang co sé vat chat di€ém giao dich Buu kién

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item it Item Total if Item

Deleted Deleted Correlation Deleted
V13 14.7457 13.3764 .7385 .8983
V14 14.7743 13.3386 .7710 .8911
V15 14.9114 13.7027 .7988 .8859
V16 14.8000 13.5702 .7355 .8986
V17 14.7800 13.3698 .8298 .8792

Reliability Coefficients
N of Cases = 350.0 N of Items = 5

Alpha = .9105

= Hé s6 Crobach'alpha ciia thuc trang hé thong phan phdi dich vu Buu kién

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item it Item Total if Item

Deleted Deleted Correlation Deleted
V18 14.1429 13.7503 .7362 .8877
V19 14.1400 13.6451 .7372 .8877
V20 14.1029 13.5768 .7952 .8750
V21 14.0314 13.8242 .7452 .8856
V22 13.9371 13.8470 .7862 .8773

Reliability Coefficients
N of Cases = 350.0 N of Items = 5

Alpha = 9039



= Hé s6 Crobach'alpha cua thuc trang gia ca dich vu Buu kién

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item it Item Total if Item

Deleted Deleted Correlation Deleted
V23 10.0486 9.1409 .7482 .8904
V24 10.1743 8.7804 .7720 .8824
V25 9.9429 8.7417 .8002 .8720
V26 9.9486 8.7996 .8255 .8633

Reliability Coefficients
N of Cases = 350.0 N of Items = 4

Alpha = .9049

= H¢ so Crobach'alpha cia thuc trang giai quyé&t khi€u nai dich vu Buu kién

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item it Item Total if Item

Deleted Deleted Correlation Deleted
V27 13.4029 14.3960 .7528 .8940
V28 13.3057 14.2186 .8179 .8799
V29 13.3457 14.6681 7771 .8887
V30 13.1800 15.1165 .6946 .9056
V31 13.2457 14.3979 .8197 .8799

Reliability Coefficients
N of Cases = 350.0 N of Items = 5

Alpha = -9099



= Hé s6 Crobach'alpha cua thuc trang chuong trinh khuyén maii dich vu Buu
kién

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
V32 12.2543 22.6945 .8333 .9410
V33 12.2057 22.5192 .8604 .9362
V34 12.2400 22.5382 .8729 .9340
V35 12.2143 22.5242 .8418 .9396
V36 12.1714 22.7384 .8863 .9320

Reliability Coefficients
N of Cases = 350.0 N of Items = 5

Alpha = .9486

= Hé s6 Crobach'alpha mitc d§ ggi nhé quang cdo dich vu Buu kién

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item it Item Total if Item

Deleted Deleted Correlation Deleted
V37 30.0200 69.7274 .6998 .9416
V38 30.2429 70.5111 .7161 .9405
V39 30.1000 69.5974 .7832 .9375
V40 30.1429 69.1944 .7723 .9380
V41l 30.3343 69.6100 . 7596 .9386
V42 30.1143 69.9009 .7484 .9391
V43 30.1743 68.6544 .8093 .9362
V44 30.1657 69.6859 .7872 .9373
V45 30.0743 69.7251 .7998 .9368
V46 30.0286 69.7356 .8129 .9363

Reliability Coefficients
N of Cases = 350.0 N of Items = 10

Alpha = .9440
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