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LOI CAM DOAN

T61 xin cam doan luan van nay la cong trinh nghién ctu cua riéng to1, duogc
tap hop tr nhiéu nguon tai li¢u va lién hé thuc t€ vict ra, khong sao chép cua bat ky

luan van nao trude do.

T6i xin hoan toan chiu trach nhiém vé ndi dung cua luan van nay.

Ha Ngi, ngay thang nam 2014

TAC GIA LUAN VAN
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LOI CAM ON

T6i xin tran trong cam on cac Thay gido, C6 gido Vién Kinh té va Quan ly-
Trudng Pai hoc Bach khoa Ha Noi da tan tinh giang day va giup dd trong sudt khoa
hoc.

T6i xin bay to long cam on sdu sic dén TS Tran Viét Ha di tan tinh hudng dan
va gitip d& trong suét qua trinh thyc hién luan van.

T6i cling xin chan thanh cam on ban b¢, dong nghiép va gia dinh da chia s¢
dong vién, gitip d toi trong qua trinh hoc tap va thuc hién dé tai tot nghiép.

Mic du véi su ¢b géng cua ban than, nhung do thoi gian va trinh d§ con han
ché, nén ban luan van khong thé tranh khoi nhitng thiéu sot. Toi rat mong nhéan dugc
su gop ¥ chan thanh cua cac Thiy, C6 gido va cac ban déng nghiép nham bd sung,
hoan thién trong qua trinh nghién ctru tiép van dé nay.

Xin tran thanh cam on.

Ha Nogi,ngay  thang  nam 2014

Nguwoi thue hién

Nguyén Vin Diing
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PHAN MO DAU

1. Ly do chon dé tai

Viét Nam dang trén con dudng hoan thién nén kinh té thi truong. Diéu nay thé
hién 13 & co cdu nén kinh té, su phat trién cta cac doanh nghiép trong nudc ciing nhu
1a sy dau tu ngdy cang gia ting vao cac doanh nghiép Viét Nam. Ddi v6i nén kinh té
thi truong thi viéc canh tranh giita cac doanh nghiép 1a diéu khong thé tranh khoi,
tham chi thi ngdy cang tré nén gay gét. Chinh vi vay, dé c6 thé canh tranh duoc véi
cac d6i thu ciing nganh thi viéc ning cao gia tri thuong hiéu ctia doanh nghiép 1a vo
cung quan trong. Trong thoi ki phat trién kinh t& ngay nay, thim chi thuong hiéu con

quan trong hon ca tai san co s¢ vat chat cua cac doanh nghiép.

Bai nghién ctru nay s€ dua ra thuc trang gia tri thuwong hi¢u cua Viettel trén thi
treong Viét Nam dua trén danh gid ctia khach hang. Qua do, Toi thong qua thyc hi¢n
dé tai s& néu 1én “Pé xudt mét sé gidi phdp nham ning cao gid tri thwong higu

Viettel dwa vao cam nhdn cua khdach hang”

2. Lich sir nghién ctru
Tt trude dén nay, da c6 nhiéu cong trinh nghién ctru v€ viéc nang cao gia tri

thuong hi¢u, vi du nhu:

- Lé Thi Hong Nhung (2005), Khod ludn tét nghiép, Panh gia tai san thuong
hiéu Pho 24.
- Lé Thi Mong Kiéu (2009), Khéa ludn tét nghiép, Panh gia mirc do nhan biét

thuong hi¢u ngan hang Eximbank.
3. Muc dich nghién ciru

Muc tiéu nghién ctru ctia dé tai 1a dé& xuat mot sd giai phap nhiam nang cao gia
tri thuong hi¢u Viettel dya vao cam nhan cua khach hang.

T muc ti€u trén, nhi€ém vy nghién ctru cia dé tai gém

+ Hé théng hoa mot s6 van dé 1y luén lién vé thuong hi¢u, gia tri thuong hi¢u

va nang cao gia tri thuong hiéu dua vao cam nhan ctuia khach hang.
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+ Phan tich thyc trang gia tri thuong hi¢u dya trén cdm nhan ctia khach hang
Viettel.
+ D& xuat mot s6 giai phap nham néng cao gia tri thwong hiéu Viettel dya
vao cdm nhan cda khach hang.
4. PH6i twong va pham vi nghiém ciru
DPéi twong nghién ciru: Gia tri thwong hiéu di dong Viettel du trén danh gia cam
nhan cia khach hang
Khach hang 13 nhitng khach hang st dung di dong ctia Viettel. Bao gdm: Vién
chtic, cong nhan, sinh vién vi day 1a cac d6i twong c6 nhu cau sir dung dién thoai 16n
nhét hién nay do dic thi cong viéc va thudng xuyén phai xa nha.
Pham vi nghién crru: Phan tich gia tri thuong hi¢u di dong Viettel dya trén
danh gia cdm nhan cta khach hang.
5. Phwong phap nghién ciru
Nham d4nh gia mot cach khach quan va khoa hoc két qua hoat dong xay dung
thuwong hiéu mang di dong Viettel. T6i da tién hanh diéu tra phong van 170 ngudi
trong d6 c6 Vién chirc, cong nhan, sinh vién dang st dung dién thoai di dong.
Thong qua cac bang hoi phong van v6i ndi dung thich hop, dong thoi két hop
sir dung chwong trinh xir Iy SPSS dé xir 1y cac sd liu can thiét thu thap tir nhimg dbi
tuong nghién ctlru, trong qué trinh phan tich sir dung phan tich nhan t6 KMO, EFA,
kiém dinh Cronbach’s Anpha va hoi quy...
Nhirng diém ndi bat cia luin vin
Luan vin ndy dugc nghién ctru trong mot doanh nghiép cu thé, mang tinh dic
thu riéng ctia nganh dién tir vién thong — cong nghé thong tin. Trong giai doan nganh
vién thong va thong tin dang c6 nhimg chuyén bién hét stc sau rong, két qua nghién
ctru ciia Ludn vin s& giai quyét nhitng van dé mang tinh thoi sy nhat va thuc sy 1a
nhiing van dé dang duoc dat ra cho cac nha quan tri cua Viettel. Do d6, Luan van co
thé xem nhu 12 mot trong nhimng nghién ctru thiét thyc nhat cho Tap doan Vién thong
Quan doi Viettel.

6. Ket cau cia lugn van
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Ngoai phan dan nhap va két luan gém c6 3 chuong:

Chuong 1: Co s¢ 1y luan vé thuong hi¢u va gié tri thuong hiéu.

Chuong 2: Phan tich gia tri thuong hi¢u Viettel dua trén danh gia cdm nhan cta khach
hang.

Chuong 3: D& xuat mot s giai phap nham nang cao gia tri thuong higu Viettel.
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CHUONG 1

CO SO LY LUAN VE THUONG HIEU VA GIA TRI THUONG HIEU

1.1. Ly thuyét vé thwong hi¢u va gia tri thwong hiéu
1.1.1. Khai niém thwong hi¢u
Khi néi dén thuong hiéu thi co rat nhidu khai niém, nhung theo gido trinh Quan
tri thuong hiéu - truong Pai Hoc Kinh Té Hué thi khai niém thuong hiéu dugc chia
theo hai quan diém rd rang: quan diém truyén thong va quan diém tong hop.
. Quan diém truyén théng duoc dai dién bang khai niém cua Hiép hoi
Marketing Hoa Ky: "Thuong hi€u moét cai tén, tur ngtr, ky hi¢u, biéu tuong, hinh v¢,
thiét ké,. hay tong hop cuia tit ca cac yéu t trén nham xac dinh va phan biét hang hoa
va dich vu cua mdt ngudi ban hodc nhdm ngudi ban véi hang hoa va dich vu cia cac
d6i thu canh tranh”. Nhung theo t6i thi quan diém nay chi yéu tap trung nhin manh
dén tinh vat chat va hitu hinh cta thuong hiéu, bai vi néu chi 13 hinh twong véi cai
tén, biéu trung thoi thi chua du; ding sau né can phai 1a chit lugng hang hoa, dich
vu, cach umg xur ctia doanh nghiép voi khach hang, cong dong, nhirg hiéu qua va
tién ich dich thuc cho nguoi tiéu dung do hang hoa va dich vu ma né mang lai... thi
thuong hi¢u d6 mdi di sau vao tam tri khach hang.
. Quan diém tong hop thi s& c6 mot cai nhin tong hop hon vé thuong hiéu,
duoc dai dién boi hai khai niém sau:
> Theo Amber & Styler: “Thuong hi€u 1a mot tap cac thude tinh cung cép cho
khéch hang muc ti€u cac gid tri ma ho doi héi”, san phém chi 1a mot thanh phén
cta thwong hiéu, chu yéu cung cép loi ich chirc ning cho khach hang, cac yéu tb
khac ctia marketing mix ciing chi 13 cac thanh phan cta thuong higu.
> Theo Philip Kotler: “Thuong hiéu 14 san pham, dich vu dugc thém vao cac yéu
td dé khac biét hoa véi san phém dich vu khéc ciing dugc thiét ké dé thda man

cung nhu cau. Su khac biét nay c6 thé 1a vé mat chuirc nang, cac yéu to
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hiru hinh cta san pham. Chung ciing c6 thé 1a cac yéu t6 mang tinh biéu twong,

cam xic, hogc vo hinh ma thuong hiéu thé hién ra”.

Nhu vay véi dé tai nghién ctru nay, toi sé st dung dinh nghia cua Philip- Kotler
trong qua trinh nghién ctru. Boi vi d6 1a mot dinh nghia mang tinh tong hop, phu hop
v6i van dé nghién ctru 13 danh gia mirc d6 nhan biét cuia khach hang vé mot thuong
hiéu cua t6i. Dé danh gia dugc cac san phém, dich vu thém vao cac yéu td khac dé
tao nén su khac biét hoa so vdi cac san phém, dich vu canh tranh khac trén thi
truong.

1.1.2. Gia tri thwong hi¢u:

“San phém la mot vat gi d6 duoc san xudt tai mot nha may, thuong hi¢u 1a méot
cai gi do dugc mua boi khach hang. Mot san phém 6 thé sao chép boi mot d6i thu
canh tranh, mot san phém c6 thé bi 13i thdi nhanh chong, thanh cong cia mot thuong

hi¢u la vo tan.” (Theo Stephen King, nhom WWWP, Lon don).

Vé co ban, khai niém tai san thuong hiéu nhan manh dén tim quan trong cua
vai tro thuong hiéu trong cac chién luoc marketing. Khai niém tai san thuong hiéu rd
rang da x4y dyng nén nhiéu nguyén 1y vé& quan tri thwong hiéu. Nguyén do 14 n6 thich
ung véi cac tién bo vé ly thuyét va nghién ctru hién tai, nhim vao nhitng thach thuc
méi clia quan tri thuong hiéu tao ra boi mot truong Marketing thay doi, tuy nhién
khai niém tai san thuong hiéu c6 kha niang dem lai nhiéu sang t6 méi va hitu ich.

Co6 rat nhidu quan diém khéc nhau vé gia tri thwong hiéu (tai san thuong hiéu),
v6i dé tai nghién ctru nay em xin dua ra mot khai niém vé gia tri thuong hiéu cua
David Aker:

Theo gido sw Aaker — Pai Hoc Berkeley cua My. “Gia tri thuong hiéu la
mot tap hop nhan hi€u, nhiing tai san lién quan dén nhan hiéu, do la tén va biéu tuong
(hay ky hiéu), cai d6 dugc thém vao hay trir di tir viéc cung cap gia tri boi san pham
hodc dich vu tir nha san xuit hodc khach hang cua nha san xuat. Cho nhitng tai san

hodc tién no nam dudi gia tri thuong hiéu, chiing phai dugc lién két vaoi tén
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va biéu tuong cua thuong hi¢u. Néu tén va biéu tuong can thay ddi, thi mot it hodc tat
ca cac tai san hodc tién ng c6 thé bi anh huoéng hoac tham chi mét, mic du o thé thay

doi béi mot tén hoac biéu tuong méi™.

1.1.3. Nhirng lgi ich cia gia tri thwong hiéu:
% Cung cip gia tri cho khach hang:

Tai san thuong hiéu nhin chung 1a cong thém hodc trir di vao gia tri di véi
khéach hang. Thuong hi¢u ho tro viéc dién giai, xtr 1y thong tin va tich luy khéi luong
16n thong tin vé san pham va thuwong higu. N6 ciing ¢ thé anh hudng dén niém tin
ctia khach hang trong quyét dinh mua (nho vao nhiing kinh nghiém st dung trong qué
khtr hay sy quen thudc véi san phém hay thuong hi¢u va dac tinh ctia nd). Mot cach
tiém tang, diéu quan trong hon 1a chat lugng cam nhén va lién tuong thuong hiéu co

thé gia tang su thoa man cua khach hang véi kinh nghiém str dung trong qué kh.
4 Cung cap gia tri cho nha san xuit:

Ngoai vai tro dem lai gia tri cho khach hang, gia tri thuong hi¢u con tang thém
gia tri cho cong ty bang cach tao ra cic khoan ngan quy bién theo nhiéu cach khac

nhau.

-Thir nhat, n6 ting cudng cac chuong trinh thu hat khach hang méi va luu giir
khéach hang cii. Chéng han, mt chuong trinh cd dong theo su khich 1¢ thtr huong vi
méi hay cach sir dung méi hiru hidu hon néu thwong hiéu 1a quen thudc, va néu khong

can chéng lai sy hoai nghi ctia khach hang vé chat lugng thuong hiéu.

-Tht hai, bon yéu té cua gia tri thuong hiéu cudi cing co thé gia tang 1ong
trung thanh ddi véi thuong hiéu. Chit lugng cam nhén, nhitng lién tuéng, tén thuong
hiéu ndi tiéng dem lai 1y do mua san pham va anh hudng dén sy hai 1ong khi sir dung
san phiam. Tham chi ngay ca khi no khong phai 1a yéu t6 then chdt dé lya chon
thuong hi€u, n6 ciing co thé dam bao viéc giam di sy khich 1€ dé chon thuong hiéu

khéc. Long trung thanh véi thuong hiéu dac biét quan trong trong viéc mua tai
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thoi diém ma ddi thu canh tranh ¢6 nhitng san pham méi va c¢6 duoc céc lgi thé vé san
pham. Luu ¥ rang 1ong trung thanh ddi véi thuong hiéu vira 1a mot trong nhiing tiéu
thirc cua tai san thuong hiéu, vira 1a két qua cia tai san thwong hiéu. Anh huéng tiém
tang cua cac tiéu thirc khac dén long trung thanh du dé chi ra mot cach rd rang do 1a

gia tri ma tai san thuong hi¢u dem lai cho cong ty.

-Thir ba, tai san thuong hiéu cho phép dem lai gié tri thang du cao hon thong
qua viéc dat duoc mirc gia cao hon va it nho cay dén c¢6 dong hon. Trong nhiéu tinh
huéng, cac yéu td cua gia tri thwong hi¢u ho tro tao ra mirc gia cao hon. Hon nira, mot
thuong hiéu v&i nhitng bat lgi vé tai san thuong hiéu s& phai du tu nhiéu hon trong

hoat dong c6 dong, doi khi chi 1a dé duy tri vi tri ctia n6 trong kénh phan phdi.

-Thtr tu, gia tri thuong hiéu cung cip mot nén tang ting truéng thong qua mo
rong thuong hi¢u. Mot thuong hi¢u manh s€ lam giam chi phi truyén thong rat nhiéu

khi m& rong thuong hicu.

-Thir ndm, gia tri thwong hidu nhu 1a don bay trong kénh phan phdi. Ciing
tuong tu nhu khach hang, cic trung gian phan phdi s& c6 sy tin tuéng nhiéu hon dbi
v6i nhitng tén thuong hiéu da c6 nhitng nhan biét 13 lién twdng nhat dinh. Mot thuong
hiéu manh s& c6 loi thé trong viéc danh dugc viée trung bay trén quiy hang va su hop

tac cua cac trung gian trong thyc hién cac chuong trinh marketing.

-Cudi cung, gid tri thuong hi€u con mang lai loi thé canh tranh va cu thé 1a sé

tao ra rao can dé han ché sy tham nhap thi truong cua cac doi thu canh tranh méi.

1.2. Nhitng yéu té tao nén gid tri thwong hiéu:

Theo gido su Aaker — Dai Hoc Berkeley cua My Gia tri thuong hi¢u dugc nhoém vao
trong 5 yéu to cau thanh:

+ Sy nhén biét tén va biéu turong cua thuong hiéu.
Su lién tuong cua khach hang vé thuong hiéu.

_l’_
+ Su cam nhan vé chat luong cua thuong hiéu.
+

Su trung thanh ddi voi thwong hiéu.
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+ Nhiing tai san khac ctia thuong hiéu nhu: phat minh sang ché, nhan hiéu
dang ky, quan hé kénh phan phéi...
Gi4 tri thwong hiéu duoc tong két trong hinh dudi day
Hinh 1: Cdc yéu t6 cau thanh gid tri thwong hiéu (Aaker)

Nhin thire Chat lrong
thuong hiéu cam nhan

Lién twong
thuong hiéu

Long trung
thanh vai f_ﬂ‘é‘ TRI ) Cac tai san thuong
tlufr‘mg THUONG HIEU hiéu khac
pEEL= e
Dem lai gia tri cho khach Edem lgi gia iri cho cdng v
hang: - MNing cao tinh hitu hidu va

. 5 ' v . = I | o L]

- Tang cuémg didn giai/xir hl‘e_:u qua cua cic chuong
1 théne i = trinh marketing

FTnong tn \ . .

y = - Lang trung thanh v

- Gia tang su tin teong vao thuong hiéu

quyét dinh mua - Gid ca/ loi nhudn
- Tang mue do hai long khi = M rdng thuong hiéu
sir dyng - Bén bay thuone ma

- Li thé canh tranh

Hinh trén da cho thiy gia tri thwong hiéu dé tao ra nhiing gié tri cho viéc

danh gia cua khach hang va nha san xuat.

1.2.1. Sw nhén biét tén va biéu twong ciia thwong hiéu:

Khach hang thuong mua nhitng thuong hiéu quen thudc c6 1€ vi chung dang
tin cay ddi vai khach hang boi kinh nghiém st dung va sy théa man. Mot sy thira
nhan thuong hi¢u quen thudc s€ thuong dugce lya chon hon 1a mot thuong hi¢u khong
c6 tiéng tam. Nhan t6 sy nhan biét 1a ddc biét quan trong trong qua trinh xem xét va

quyét dinh mua cta khach hang ddi v6i thuong hiéu.
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Hinh 2: Cip dé s nhdn biét thiwong hiéu

Hinh trén thé hién mirc d6 khac nhau cta sy nhan biét vé thuong hi¢u
Nhirng loi ich ma sw nhdn biét thuong hiéu mang lai:
Hinh 3: Loi zrgﬁ' S nhan biét thwong hiéu
trong

tim tri

Nhd lai thuwong
hiéu

Sur thira nhin thuong
hi¢u

Khéng nhiin biét thuong
hiéu
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Tin twdmg vao nhirmg
| ligén tuimg khic cd the
chiic chiin

Sir thiin mét dén wa thich

Su nhéin biét
thwrong hiéu

Tin hiéu thyue chit/ sy
cam két

Thuong hiéu dwoe danh gia

1.2.2. Sw lién twéng dén thwong hiéu:

Mot trong nhitng thanh phan déng gop nhiéu nhit vao gia tri thuong hiéu do 1a
cac lién hé thuong hi€u, d6 1a cach dé khach hang st dung mot thuong hi¢u. Céc lién
tuong thuong hiéu ma khach hang c6 thé cam nhan va danh gia c6 thé 1a cac thudce
tinh cua san phém, hinh tuong c4 nhan hodc la mot biéu tuong cu thé nao do. Lién
tudng thuong hiéu dugc hinh thanh va dan dudng béi dic tinh cua thuong hicu
— D6 chinh 14 cai ma cong ty mudn thuong hiéu dai dién trong tm tri khach hang. Do
do6, mét trong nhitng chia khod cho sy tao dung mét thuong hiéu manh 1a viéc hinh

thanh va phat trién dic tinh thuong hiéu.

a. Gia tri cta viéc lién twéng thwong hi¢u:

Hinh 4: Gia tri cua viéc lién tuwong thuong hiéu
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Cinap di gl
trimh/khii phuc
thing tin

Su phiin bit

Lién twing Tir I¥ do dén mua
thwong hiéu

Tao ra thai 44i tich
tinbh

Co sir cho viée mé ring
thwong hi¢u

Thong qua dic tinh cua thuwong hiéu, khach hang co thé lién hé gitta viéc
nguoi tiéu dung san pham véi nhitng lgi ich chirc ning hiru hinh ciia thuong hiéu

hodc c6 thé 1a nhiing 191 ich cdm xuc vo6 hinh.

Lién tuong thuong hiéu c6 thé hinh thanh tir nhimg khia canh khac nhau vé

dac tinh cua mdgt thuong hié¢u gém:
- Thuong hiéu nhu mot san pham
- Thuong hiéu nhu mét t6 chirc
- Thuong hi¢u nhu mot con nguoi
- Thuong hi¢u nhu mot biéu tuong

b. Cac loai hinh lién twéng dén thwong hi¢u
Lién tuong thuong hiéu c6 nhiéu hinh thirc. Mot trong nhitng cach phan biét
thuong hiéu 1a dua trén cdp do triru twong va thong tin dugc khai quat va cu thé hoa

nhu thé nio trong céc lién két thuong hiéu.
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Hinh 5: Cdac logi hinh lién twong thuong hiéu

Nurde
! khu
vire
Nhir dia Iy
nge -
dés MNhirn
thii g dic
diém
can vi
Lhp ,
san Imﬂ'
ifz Giia
P t : g
pil dbi
Tinh
cach R
. S nii S
fesd t".E / d .
nhi iéng'c 1l=l]]L
n on Sy
ngwoi cha y

1.2.3. Sw cim nhdn vé chit lwong ciia thwong hi¢u

Mot thuong hiu s€ c6 dugc nhan thirc vé chat lugng toan dién ddi voi khach
hang ma khong can thiét phai dua vao kién thirc véi nhitng giai thich chi tiét ciia nd
vé chat lugng. Su nhan thuc vé chat luong co thé cam nhén theo nhiéu dang khac
nhau tir nhitng loai hinh khac nhau cta nhitng nganh cong nghiép khac nhau. Sy cam
nhan chat luong sé& truc tiép anh hudng dén quyét dinh mua va sy trung thanh thuong
hiéu, ddc biét khi mot nguoi mua khong duoc thic dy hodc ¢6 sy phén tich ki ludng.

Ngoai ra, cam nhan chat lugng c6 thé 1a co sd cho viéc mé rong thuong hidu.

Gia tri dich thuc cta thuong hiéu xuat phat tir nguoi tiéu dung, néu ho c6
nhimg cam nhan tét thi thwong hiéu méi c¢6 gia tri cao. Khi noi vé gié tri thuong hiéu
thi ching ta lai quan tdm dén hai khia canh. Tht nhét, gia tri cdm nhan 1 nhitng cam

xUc, tinh cam cua nguoi tiéu dung doi voi thuong hig¢u. Thur hai, gia tri
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tai chinh 1a gid tri cong ty, trong d6 mot s6 yéu td tai chinh (gia ca, doanh s6...)co
dugc tir hanh vi tiéu ding cua khach hang, ho chon dung thwong hiéu cia t6 chirc hay
1a nhiing ddi thu canh tranh. Tuy nhién, c6 mdt sb thuong hi€u c6 dugc nhiing tinh
cam rat tét cua nguoi tiéu dung nhung ho lai khong chon dung. Nguoc lai, mot sb
thuong hiéu dugc chon dung thi nguoi tiéu dung lai khong cé tinh cam tét. Trong hai
truong hop trén thi thuong hiéu khoéng mang lai nhiéu gia tri cho t6 chirc va vi thé
khéng duoc dinh gia cao. Van dé ¢ day 1a lam sao co thé khic phuc duoc cac tinh

trang trén? Khai ni¢m vé gid tri cdm nhan s€ mang dén 101 gidi dap.

Nguoi tiéu dung ludn chon mua nhitng san pham va dich vu mang lai gia tri
cam nhan cao nhat. Piéu ndy c6 nghia 12 ho ludn suy xét giira nhitng loi ich nhan
duoc va chi phi ma ho phai trd cho tung thuong hi¢u. Ho khong hoan toan chon
thwong hiéu c6 gia ca thip nhét khi nhiing loi ich ma ho mang lai thi khéng nhiéu.
Nguoc lai, ho vui 1ong chip nhan mét gia cao dé duoc str dung nhirng san pham uy

tin.

Gi4 tri nguoi tiéu dung nhan dugc chinh 14 sy chénh léch giita tong gia tri
nhan dugc va téng chi phi phai tra. Tong gia tri nhan dugc 1a nhing loi ich ma ngudi
tiéu dung mong doi & mot san pham hay dich vu. Tong chi phi 1 tat ca nhiing chi phi
ma nguoi tiéu dung phai tra trong viéc so sanh, mua va sir dung san phém dich vu.

Khi néi dén gia tri nhan duoc thi nguoi ta luén ham y d6 chinh 1a gid tri cam
nhan. Cung mdt san phém va dich vu thi gid tri nhan dugc hoan toan khac nhau dbi
voi mdi ngudi. Mdi nguoi cd mot hoan canh séng khéc nhau, nhan dinh khac nhau vé
muc do quan trong va chi phi ho phai tra cho san phém va dich vu. Téom lai, mdi
nguoi tiéu dung déu c6 sy danh gia khac nhau cho cing mot san pham hay dich vu -
d6 chinh 1a gid tri cdm nhan. Gia tri cdm nhan la mdt khai ni¢m rat quan trong dbi véi
td chirc. Mot nha san xuét tin ré‘mg khi ho tao ra duoc san phém tt, gia ca phai chang
thi ngudi tiéu dung s& chon mua. Tuy vy, mot san pham tét chi khi ngudi tiéu ding

cho rang né tt - mot gia ca phai ching chi duoc quan tim khi ma ngudi
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tiéu dung cam nhén rang né phu hop vai nhiing loi ich ma ho nhan dugc khi tiéu dung
san pham.
Anh hwén g doi vgi sw cam nhdn chit lwong?
Mirc @6 cam nhan chét lugng.
Mtc dd cam nhén chét luong ddi voi truong hop dich vu.
Chuyén giao chat lugng cao.
Cam két d6i v6i chat luong.
Nhitng dau hiéu cta chit luong cao.

Gia nhu mot khau hiéu chit luong.

o o o o o oo o

Lam cho cam nhan thuc té pht hop vé6i chat lugng.

1.2.4. Sw trung thanh déi véi thwong hiéu:
Long trung thanh duoc dinh nghia 13 sy gin bo cia khach hang v6i mot

thuwong hiéu trong mot chung loai san phdm nao d6 qua thoi gian.

Trong hoat dong kinh doanh, cdc doanh nghiép thuong phai tén kém rat nhiéu
ngudn lyc va chi phi dé tim kiém duoc nhitng khach hang méi so véi viée duy tri
khach hang hién tai. Trong nhiéu thi truong, khi gia it thay dbi thi su thay ddi cua
khach hang trong hanh vi mua ciing twong ddi it. Tuy nhién, viéc cam két ctia khach
hang hién tai véi thuong hiéu 1a kém bén viing. Mot phan cua long trung thanh ddi
v6i thuong hiéu dén khach hang cii, chinh nhitng ngudi nay tao ra sy cam két va anh
huéng téi nhitng khach hang méi ciia cong ty d6i v6i thuong hiéu; tao nén 1ong trung

thanh thuong hiéu.

Su trung thanh thuong hiéu s€ gitip cong ty duy tri dugc nhitng khach hang cii
trong mot thoi gian dai. Sy trung thanh s& dugc tao ra boi 4 thanh t trong tai san
thuong hiu la: sy nhan biét thuong hiéu, chét lugng cam nhan, thudc tinh thuong
hi¢u va cac yéu td so hitu khac. Chat lugng cam nhén va thudc tinh thuwong hi¢u cong
thém sy ndi tiéng cua thuong hiéu sé& tao thém niém tin va Iy do dé khach hang mua

san pham, cling nhu nhitng thanh t6 nay s& anh hudng dén sy hai long cia
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khach hang. Gia ting sy trung thagnh vé thwong hi¢u dong vai trd rat quan trong &
thoi diém mua hang khi ma cac ddi thu canh tranh ludn sang tao va c6 nhiing san
phém vuot trdi. Sy trung thanh thuong hi¢u 1a mot thanh to trong tai san thuong hi¢u
nhung ciing bi tac dong bdi tai san thuong hi¢u. Sy trung thanh thuong hi¢u 1a mot

trong nhitng gia tri ma tai san thuong hiéu mang lai cho cong ty.

Hinh 6: Cap dé ciia long trung thanh thwong hiéu

Sy
trung
thanh

cua
ngurir

mua
Thich thuomg hiéu

nhuw

TTTrert e
Thoa min cua nhimg ngudn
mua v&1 nhimg thay doi
i

Thod min/ Mua thanh thoi
quen Khong ¢6 ly do nao de
thas dad

Nhitng su thay doi/ it nhay cam vé 214 — Khong trung thanh van
thurong higu

Hinh trén 1a mot sd cip d6 vé long trung thanh cua khach hang dbi voi thuong
hiéu. M6i muc d6 twong ing véi mot cach thirc marketing khac nhau, tuy vao nhiing
loai hinh kinh doanh khac nhau. N6 khong hoan toan dai dién cho céc 16p san pham

dac bi¢t hoac 1a thi truong.
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Su trung thanh dbi v6i thuong hiéu 13 co s dé giam su thiét hai dbi voi hoat

dong canh tranh. Nhiing dbi thu canh tranh c6 thé bi nan tir viéc tiéu thu ngué)n lue dé
thu hat sy thoa man cua khach hang. Hon nita, 10ng trung thanh c6 y nghia don bay

thuong mai 16n hon, tir nhitng khach hang mong doi thuong hiéu luén san co.

Hinh 7: Loi ich cua sy trung thanh thwong hiéu

Giam chi phi Marketing

Pan biy throng mai

SU TRUNG
THANH . Thu hat Khach hang mbi:
: - Tyo ra long trung thanh

(101 v thwong hiéu
= Cam két déi van khach
TTATTE TTTr

Thdai gian lam vigée phan lai
sir de doa doi véi nhimg
nguy ¢ canh tranh

Va nhitng nguyén tic co ban dugc dua ra dé duy tri 1ong trung thanh cia

khach hang d6i voi thuong hiéu:
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Hinh 8: Cach thirc tao nén sy trung thanh thuong hiéu.

D6i xir tot vdi khich hang

Giir chian Khach hang

Do Iirdmeg'guan 1§ sor ,
L thodomdn khich | SU TRUNG
hang. THANH
THUONG HIEU

Tao ra sir thay doi vé gis

Cung cip thém cho khach

hang
1.3. Phuong phap phan tich:

1.3.1. Phin tich nhén t6 khdm phd EFA

Trude khi kiém dinh 1y thuyét khoa hoc thi can phai danh gia do tin cay va gia
tri cua thang do. Phuong phap Cronbach Alpha dung dé danh gia do tin cdy cta thang
do. Con phuong phép phén tich nhan t6 kham pha EFA (Exploratory Factor Analysis,
goi tit 1a phuwong phap EFA) gitp ching ta ddnh gi4 hai loai gi4 tri quan trong cua

thang do 1a gia tri hoi tu va gid tri phan biét.

Phuong phap phan tich nhan t6 EFA thudc nhém phan tich da bién phy thugc
13n nhau (interdependence techniques), nghia 1a khong c6 bién phu thudc va bién doc
1ap ma no dua vao mbi twong quan giita cac bién v6i nhau (interrelationships). EFA
dung dé rat gon mot tap k bién quan sat thanh mot tap F (F<k) cic nhan té co y nghia
hon. Co s& cua vi¢e rat gon nay dua vao mbi quan h¢ tuyén tinh cia cac nhan t voi

cac bién nguyén thiy (bién quan sat).
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Céc tac gia Mayers, L.S., Gamst, G., Guarino A.J. (2000) dé cap rang: Trong
phan tich nhén td, phuong phap trich Pricipal Components Analysis di cling v6i phép
xoay Varimax 1a cach thirc duge str dung phd bién nhat.

Theo Hair & ctg (1998, 111), Factor loading (hé sd tai nhan t6 hay trong sd
nhan t) 14 chi tiéu d¢é dam bao mirc ¥ nghia thiét thuc ciia EFA:
+Factor loading > 0.3 dugc xem la dat mic tdi thiéu.
+Factor loading > 0.4 dugc xem la quan trong.
+Factor loading > 0.5 dugc xem 13 c6 y nghia thyc tién
Diéu kién dé phan tich nhan t6 kham phé 13 phai thoa man cac yéu cau: Hé sb tai
nhan t6 (Factor loading ) > 0.5
0.5 < KMO < 1: Hé s6 KMO (Kaiser-Meyer-Olkin) 1a chi s6 dugc dung dé xem xét
su thich hop cta phan tich nhéan td. Tri s6 KMO 16n ¢6 ¥ nghia phan tich nhan t6 1a
thich hop.

Kiém dinh Bartlett c6 ¥ nghiathéng ké (Sig. < 0.05): Day la mot dai luong thong ké
dung dé xem xét gia thuyét cac bién khong c6 tuong quan trong tong thé. Néu kiém
dinh nay c6 y nghia thong ké (Sig. < 0.05) thi cac bién quan sat c6 mdi twong quan véi

nhau trong tong thé.

Phan trim phuong sai toan bo (Percentage of variance) > 50%: Thé hién phan
tram bién thién cta cac bién quan sat. Nghia 12 xem bién thién 1a 100% thi gi4 tri nay

cho biét phan tich nhan t6 giai thich duoc bao nhiéu %.
1.3.2. Kiém dinh One-Sample T-Test
Cac budce khi thuc hién kiém dinh One-Sample T-Test bao gém:

+ Budc 1: it gia thuyét H,: “Gia tri trung binh cta bién tong thé = gia trj cho
trude”

+ Budc 2: Loc ra cac truong hop thoa mén cac diéu kién (néu cd) ciia nhom
do1 tugng tham gia kiém dinh.

+ Buéc 3: Thuc hién kiém dinh One-Sample T-Test
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+ Budce 4: Tim gid tri Sig tuong tng vt gia tri T-Test t da tinh dugec.
+ Budc 5: So sanh gia tri Sigvdi gia tri xac suét o
+ Néu Sig>athi ta chip nhan gia thuyét H,

+ Néu Sig<athi ta bac bo gia thuyét H,
1.1.5. M6 hinh nghién ciru:
Nghién ctru vé gia tri thwong hiéu thi c6 nhiéu mo hinh nghién ciru lién quan
va ciling c6 rat nhidu quan diém veé tai san thuong hiéu nhung trong d6 phd bién

nhat 14 quan diém cua gido su David Aaker va gido su Kevin Lane Keller.

el
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(2) Phin

rng
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Hinh 10: Mé hinh vé gid tri thwong hiéu ciia David Aaker

Mhdn thirc

thirong higéu

Chat luemg
cam nhin

Long
rung
thianh vin

T3 TRy
e

hiéu

GIA TRI
THUGNG HIEU

Lién tudng
thuong hiéu

Cac tai san
thuong hidu

33 -
RITEE

Dem lai gia tri cho khach

Bem lgi gic ivi cho cong 1y

hang:
- Ting cuong dién giai/xir
ly thong tin
- (ia ting sur tin trdng vao
quyét dinh mua
- Tang mirc dd hai long khi
str dung

Tuy nhién t6i quyét dinh sir dung mo hinh cua David Aeker dé thyc hién trong

hinh vé tai san thuong hi¢u ma toi biét.

- Mang cao tinh hitu hié¢u va

hi¢u qua cha ciac chuong
trinh marketing

Ling trung thanh v
thuong hidu

Gia cal lod nhudin

Mdr ring thuong hiéu

Fifus b tlhyreoaos g e
Ty e e

Loi thé canh tranh

dé tai ma t61 nghién ctru. Bo1 vi t61 nhan thay dugc sy rd rang va tinh sat thuc voi dé

tai cua to1, thém vao do thi d6 cling 1a mo6 hinh ma t61 hi€u rd hon trong s6 cac mo
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CHUONG 2

PHAN TiCH GIA TRI THUONG HIEU VIETTEL DUA TREN PANH GIA
CAM NHAN CUA KHACH HANG

2.1. Gigi thigu chung vé Tdp Doan Vién Théong Quin Dji Viettel.
2.1.1. Giéi thi¢u chung.

Tap Poan Vién Thong Quan Doi 1a doanh nghié€p Nha nudc cé tu cach phap
nhan, thyc hién hach toan kinh té doc lap, c6 tai khoan tai ngan hang.

e Tén giao dich qudc té: Viettel Corporation.

® Try so chinh cua Tap DPoan tai:

® Sb 1A duong Giang Van Minh - Quin Ba Dinh — TP Ha Noi.

e Di¢n thoai: (84)-2660141 Fax: 84-4.84604668.

e Website: http:// www.viettel.com.vn

e Tong giam ddc Tap Poan : Thiéu tuéng Nguyén Manh Hung.
e Gidy chimg nhan DPKKD: 109822 do UBKH NN cip ngay 20-10-1995.

2.1.2 Qua trinh hinh thanh va phat trién.
Viét Nam di trai qua nhiéu nim dai chién tranh khdc liét, két thic chién tranh

va xdy dung kinh té trong hoan canh nén kinh té hau nhu tir con s6 khong. Trudc tinh
hinh d6, Pang va Nha nudc 1am thoi da thyc hién cong cudc ddi méi dat nude. Nghi
quyét Pai hoi Pang toan qudc 1an thtr VI (6/1986) da quyét dinh duong 16i doi méi
dat nudc, chi truong phat trién nén kinh té nhiéu thanh phan van hanh theo co ché thi
truong, c6 sy quan ly cia Nha nudc theo dinh hudng xa hdi chu nghia. Thyc hién
theo tinh thin Nghi quyét nay, tinh hinh kinh té di c6 nhiing chuyén bién va mo ra
nhitng hudng di tich cuc. Nhitng nam cudi thap ky 80, quan ddi Viét Nam da hoan
thanh nhiém vu quéc té, va khi d6 nhiém vu chién dau cua quan doi da chuyén sang
nhiém vu san suét chién ddu va tham gia san suét, lam kinh té, bao vé cong cude doi
méi do Pang dé xudng va lanh dao.

Binh chung thong tin lién lac la binh ching c¢6 nhiém vu bdo dam thong tin

lién lac cho Lanh dao chi huy tir trung wong dén céc don vi co s¢ trong toan quan ca
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thoi chién cling nhu thoi binh. Trudce tinh hinh mét lyc lugng 16n nhiing si quan, b
d6i c6 chuyén mon nghiép vu giéi phuc vu trong chién tranh d tach ra khoi quan doi,
didu nay lam dat nue mét di nhitng chuyén gia giéi, chay mau chat xam do vay viéc
dao tao, bdi dudng, thu hat, gitr gin nguén can bg, nhan vién ky thuat vé thong tin noi
chung va linh vuc vién thong noi riéng can dugc quan tim sau sic, nham dap g yéu
cau, nhiém vu trong tinh hinh moi.

Tur nhimng cin c trén, Binh ching thong tin lién lac d4 1ap luan chimg kinh té
k¥ thuat bao cdo B6 Qudc phong va cac co quan chirc nang ciia Nha nudc vé viée xay
dung, thanh 1ap Cong ty dién tir va thiét bi thong tin. Ngay 01/6/1989 dong chi Vo
Vin Kiét - Pho Chu tich Hoi dong Bo truong da ky Quyét dinh s 58/HDBT thanh
lap Téng Cong ty dién tu thiét bi thong tin thudc Bo Tu Iénh Thong tin lién lac, Bo
Quéc phong.

Day la dau son lich sir danh dau su ra doi va ngay 01/6 hang nam da tr thanh
ngdy truyén thong cta Tap Poan Vién thong Quén doi Viettel.

Noi dung Quyét dinh néu: Téng Coéng ty do Tong cuc Cong nghiép Qudc
phong, thudc Bo Qubc phong uy quyén quan 1y; 1a don vi san suat dinh doanh, hoat
dong theo ché do hach toan doc 1ap; ¢ tu cach phap nhan. Quyén han ctia Tong Cong
ty: dugc md tai khoan & ngan hang, truc tiép ky hop dong kinh té vé san sut, gia
cong, tiéu thy san phérn, xuét nhap khau; lién doanh véi cac co quan trong va ngoai
nudc theo ché do chinh sach, phap luat nha nudc; dugc dung con dau riéng dé giao
dich.

Ngay dau thanh lap, t6 chitc Tong Cong ty bao gdm 4 xi nghiép, 2 Cong ty
tryc thudc va co quan Tong Cong ty, c6 nhiém vu san xuat kinh doanh cac san pham
vé dién tir-thiét bi thong tin, khao sat, thiét ké, xay lép, san xuat, stra chira khi tai
thong tin phuc vu qudc phong va kinh té.

Thang 7/1993, Hoi dong B trudng di ban hanh Nghi dinh s6 388/HPBT vé
viéc sép Xép lai doanh nghiép nha nudc, Téng Cong ty dugc td chirc lai thanh Cong

ty dién tir thiét bj thong tin.
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Ngay 27/7/1993, Bo truong Bo Qudc phong ra Quyét dinh s 336/QD-QP vé
viéc thanh 1ap lai doanh nghiép nha nudc: Cong ty dién tir thiét bi thong tin véi tén
giao dich 1a SIGELCO, thugc Bo Tu 1€nh thong tin lién lac - BQP.

Ngay 14/7/1995, trudc yéu cau phat trién cta chién lugc vién théng qudc gia,
dugc phép cia Thu tudng Chinh phu, Bo truong Bé Qubc phong ra Quyét dinh sd
615/QP-QP quyét dinh doi tén Cong ty Dién tir thiét bi thong tin (SIGELCO) thanh
Cong ty Pién tir Vién thong Quan ddi vai tén giao dich quéc té 1a VIETEL, truc thudc
BTL thong tin lién lac — BQP. Pugc bd sung nganh nghé kinh doanh, dugc phép cung
cép cac dich vu BCVT, tré thanh nha khai thac dich vu vién thong tha hai tai Viét
Nam. Tu day danh tir Viettel da chinh thirc tr¢ thanh tén va thuong hi¢u doanh nghiép
ctia Téng Cong ty, timg budc dé lai diu an ngdy cang dam nét trong nganh BCVT
ciing nhu trong doi song kinh té xa hoi ciia ca nudc.

Ngay 19/4/1996, Sat nhap 3 don vi la Cong ty Dién tir Vién thong Quan doi,
Cong ty Dién tir va Thiét bi Thong tin 1, Cong ty Dién tir va Thiét bi Thong tin 2
thanh Cong ty Dién tir Vién thong Quan d6i (VIETEL) truc thudc BTL thong tin lién
lac — BQP. Nganh nghé kinh doanh chinh 1a: Cung cap céc dich vu BCVT trong nuéc
va quéc té, san xuét lép rap, stra chira va kinh doanh cac thiét bi dién, dién tu thong
tin, anten thu phat viba sb, xay lip cac cong trinh thiét bi thong tin, duong day tai
dién, tram bién thé; khao sat thiét ké 1ap du &n cong trinh BCVT, Xuét nhap khéu cong
trinh thiét bi dién ttr vién thong.

Ngay 29/4/2003, Thii tuéng Chinh phi ra Quyét dinh s 80/2003/QD-TTg phé
duyét phuong an téng thé sip xép, d6i médi doanh nghiép nha nuée truc thuoc BQP
giai doan 2003-2005. Trudc tinh hinh d6, ngay 28/10/2003, BQP ra Quyét dinh sb
262/2003/QD-BQP, doi tén Cong ty Dién tir Vién théng Quan doi thanh Cong ty Vién
thong Quan doi.

Dé dap tmg yéu cau nhiém vu trong tinh hinh méi, ngay 27/4/2004, Bo truong
BQP ra Quyét dinh sé 51/QD-QP vé viée tir ngay 01/7/2004 diéu chuyén Cong ty
Vién thong Quan doéi tr BTL thong tin vé truc thude BQP véi tén goi Cong ty Vién
thong Quan do1, tén giao dich 1a VIETTEL.
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Ngay 1/6/2004, nhan dip ky niém 15 nim ngay thanh lap, Téng Cong ty Vién
thong Quén doi vinh du dugc Pang, Nha nudc trao ting phan thuong Huan chuong
lao dong hang nhat.

Budc vao thoi ky doi méi, thoi ky vién thong nude ta dang co su phat trién
manh mé&, c¢6 nhiéu doanh nghiép kinh doanh dich vu vién thong ra doi, Cong ty Vién
thong Quén ddi da co nhitng budc tién vuot bac va vi vay, ngay 02/3/2005, Thu tudng
Phan Vin Khai da ky Quyét dinh thanh 1ap Tong Cong ty Vién thong Quén doi va
ngay 6/4/2005 BQP c6 Quyét dinh s6 45/2005/QD-BQP thanh lap Tong Cong ty Vién
thong Quan ddi, tén giao dich qudc té bang tiéng Anh 1a VIETTEL CORPORATION,
tén viét tat 1a VIETTEL. Pay 1a d4u 4n khang dinh budc phat trién méi ciia Tong
Cong ty ca vé quy md, ning luc va kinh nghiém trong linh vuc vién thong (tir Cong ty
phat trién thanh Tong Cong ty).

Nganh nghé kinh doanh la: cung cdp cac dich vu BCVT trong nudc, quoc té;
phat trién cac san pham phan mém trong linh vuc DPTVT, CNTT, Internet; san xuat
lap réap, sira chita va kinh doanh céc thiét bi dién, PTVT, CNTT va thiét bi thu phat
vo tuyén dién; khao sat va 1ap du an cong trinh BCVT, CNTT, x4y lip cac cong trinh
thiét bi thong tin, duong day tai dién, tram bién thé; dau tu xay dung co sé ha t?mg dia
dc, khach san, du lich; XNK cong trinh thiét bi toan bo vé dién tur thong tin va cac san
pham dién tir, CNTT.,

Nhiém vu qubc phong: Mang luéi clia Tap doan vién thong quan doi 14 ha ting
thong tin thir hai cia Quan ddi, thuc hién phuc vu cho mang thong tin quan sy trong
thoi binh va nhanh chéng chuyén sang phuc vu nhiém vu qudc phong khi co tinh

hudng xay ra.

2.1.3. M6 hinh, t6 chirc ciia Tap doan:
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Hinh 11: M6 hinh té; doan vién théng qudn ddi

CONG TY ME - TAP POAN VIEN THONG QUAN POI VIETTEL
BAN TONG GIAM POC

CAC PHONG, BAN CHUC NANG

KHOI CAC PON VI HOACH TOAN PHU THUQC (10 Pon vi va 64 CN)
1. Cong ty vién thong Viettel 7. Trung tim phan mém Vién thong
2. Cong ty mang ludi Viettel Viettel o
3. Cong ty Bat dong san Viettel 8. Trung tam phan mém Doanh
4. Cong ty phat trién dich vu méi Nghiép Viettel

Viettel 9. Trung tam Dao tao Viettel

. Cong ty truyén hinh Viettel 10. Trung tam dao tao bong da Viettel

6. Vién NC&PT Viettel 11. 64 Chi nhanh Viettel Tinh/TP

.

KHOI CAC CONG TY LIEN KET
(TC.ty)
(Do Viettel si hifu dudi 50% vin DL)
TCT CPXNK&XD Viit MNam -
Vinaconex

KHOI CAC CONG TY CON
HOACH TOAN POC LAP (11 C.av)
* Uhe DN do Viettel sd hiiu
100%, viin DIL:
Cong tv TMHH 1 TV Thong tin M

Cong ty TMHH 1 TV Thong tin M2 Mgdin hing thuong mai CP quén 461

Cong ty THNHH 1 TV (LY
TM&EXNK Viettel Cong ty phat trién 46 thi Vinaconex-
Cong tw TMHH | TV KI» Viettel

uhi Vietic] ) Cry Tai chinh CP Vinaconex — Viettel
Cang tw thing tin vién thong
Bién Iye
Cac DN do Viettel sd hifru
trén 50% vin DL
Tong cong ty CP Buru chinh Viettel
Cong ty CF Béu tr Quoc té
Viettel (VTG
Cong tv CP TVWTK Viettel
Cong tv TWHH Vietel-CIIT
Cong ty Viette]l Pero

Cty CP Cong nghé Viettel.

- EY €P Cang nghiép caosi Eoeéco - -
----- " KUQIGAGCONE T DO VTG
DAL TU VON O NUOIC MGOAT (4
Cty)
1.Cong tv Star Telecom (STL-Lao)
2.Cang ty Viettel-Campuchia {(VTC)
. A.C0ong tv Mateom (Haiti)

4. Cong tv Mowitel 1Mw:-;trnbiq{|-=.:]
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2.1.4. Triét 1y thwong hiéu, triét Iy kinh doanh:
- Triét Iy thwong hiéu:
Thuong hi€u cua Viettel phai thé hién dugc nhitng tiéu chi, dac diém:
e Ludn dot pha, di dau, tién phong.
e (Cong nghé mai, da san phém, dich vu chét luong tbt.
e Lién tuc cai tién.
e Quan tdm dén khach hang nhu nhing c4 thé riéng biét.
e [am viéc va tu duy co tinh cam, hoat dong c6 trach nhiém xa hoi.
e Trung thuc voi khach hang, chan thanh véi dong nghiép.
- Nhan dién thuwong hiéu

Logo cua Viettel duoc thiét ké dua trén ¥ tuong 1ay tir hinh twong hai ddu nhay
don mudn ndi véi moi ngudi rang: Viettel ludn ludn biét ling nghe va cam nhén, trin
trong nhimng ¥ kién ctia moi ngudi nhu nhiing ca thé riéng biét — cac thanh vién cia
Cong ty, khach hang va dbéi tac. Pay cling chinh 13 ndi dung cta ciu khau hiéu
(slogan) cua Viettel: Hay ndi theo cach cua ban (Say it your way).

Nhin logo Viettel, ta thiy né dang chuyén dong lién tuc, xoay van vi hai dau
nhay duoc thiét ké di tir nét nho dén nét 16n, nét 1on lai dén nét nho, thé hién tinh
logic, luon ludn sang tao, ddi méi.

Khdi chir Viettel duoc thiét ké c¢6 su lién két v6i nhau thé hién sy gan két,
dong long, ké vai sat canh cua cac thanh vién trong Téng Cong ty. Khéi chir duge dit
& chinh giira thé hién triét Iy kinh doanh cta Viettel 1a nha sang tao va quan tim dén
khach hang, chung stc xay dung mdt mai nha chung Viettel.

Ba mau cua logo 1a: xanh thién thanh, vang dat va tring thé hién cho thién,
dia, nhan. Su két hop giao hoa gitra troi, déat va con nguoi thé hién cho su phat trién
bén viing ctia thuong hiéu Viettel.

- Triét Iy kinh doanh:
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e Lién tyuc d6i méi, sang tao va ludn quan tAm, ling nghe khach hang nhu nhiing
c4 thé riéng biét dé cung ho tao ra cac san pham, dich vu ngay cang hoan héo.

e Gin két cac hoat dong san xuét kinh doanh véi cac hoat dong nhan dao, hoat
dong xa hoi.

e Chan thanh véi ddng nghiép, cing nhau gin bé, gdp stc xdy dung méi nha

chung Viettel.

2.1.5. Gia tri c6t 16i ciia Vin héa Viettel:

Vin hoa Viettel 1a cach 1am, cach thuc hién va hoan thanh coéng viéc nhu thé
nao. Ban sic vin hoa, sirc manh ctia con ngudi Viettel nim trong 8 gia tri ¢t 15i dugc
duc két qua 17 nam hinh thanh va phat trién:

1. Thuec tién 1a tiéu chuan kiém nghiém chan Iy
Trudng thanh quan nhirng thach thirc va that bai
Thich tng nhanh 1a strc manh canh tranh
Séang tao 1a strc séng
Tu duy hé théng
Két hop Dong — Tay

Truyén thdng va cach lam ngudi linh

A e B

Viettel 1a ng6i nha chung

2.1.6. Mot s6 danh hiéu trong nudée ciia Viettel:
- Huén chuong lao dong hang nhét (21/5/2004)

-Ngay 9/01/2007 chu tich nuéc ky quyét dinh s6 37/QD-VTN Phong ting
Téng cong ty vién théng quan doi danh hiéu anh hung lao dong giai doan 1996- 2005.

-Nam 2007, dugc Chinh phu tdng co thi dua kha nhét, ¢6 3 don vi duge tang
Huan chuong lao ddng hang 3 va nhiéu phan thudng cao quy khéc.

-Ngay 21/5/2009, Chi tich nuéc Nguyén Minh Triét ky quyét dinh tang TCT
Huan chuong Boc Lap Hang Ba.
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-Ngay 30/5/2009, Chu tich nudc Nguyén Minh Triét ky quyét dinh ting Danh
hiéu Anh hiing lao dong cho Tong gidm ddc, Thiéu tuéng Hoang Anh Xuén.

-Ba ndm lién tyc (2008-2010) Tap doan dugc BO TT&TT tang co don vi Xuét
séc, din dau vé thuce hién cac chi ti€u thi dua nam.

-C6 3 Cong ty (Vién thong, Cong trinh va Mang 1uéi) va 7 ca nhan duoc
bang, nha nudc tang danh hi¢u Anh Hung Lao Pdng.

2.1.7. Cac danh hiéu quéc té:
-Puoc Infoma. M6t t6 chirc thong ké va danh gia vién thong co uy tin cta thé

gidi xép loai 83/100 thwong hiéu manh nhit thé gioi.

-Tap chi Wireless Intelligence danh gia 1a 13/20 doanh nghiép vién thong phat
trién nhanh nhat thé gi6i.

-Wireless Intelligence xép hang doanh nghiép c6 quy mé mang ludi, thué bao
36/700 doanh nghiép vién thong trén thé gidi.

-Giai thuong ciia nim 2008 vé vién thong va CNTT khu vuc chdu A Thai
Binh Duong, Word Communication Awards (QQCA) 2009, binh chon Viettel 1a “Nha
cung cip dich vu vién thong tot nhat thé giGi tai cac nudc dang phat trién” do binh
chon.

-Nam 2011, WCA binh chon Metfone thuong hi¢u cua Viettel tai thi truong
Campuchia 1a “Nha cung cdp dich vu vién thong tot nhat thé gidi tai thi truong dang
phat trién”

2.1.8. Vé mdt s6 thanh qua ndi bat ciia Viettel trong nim 2013:

Tap doan dugc Pang va Nha nudc phong tdng danh hi€u Anh hung luc lugng
vii trang nhan dan vi nhitng déng gop cho Quan doi, cho Qudc phong nhitng nim qua.

Thu tuéng CP phé duyét Dé an Tai cau tric Tap doan Vién théng Quan doi
v6i muyc tiéu tré thanh ltrong 20 Cong ty vién thong va CNTT 16n nhat toan cau, 1a 1
trong 10 Cong ty vién thong 16n nhat vé dau tu ra nudc ngoai. Cac linh vyuc chinh 14
vién théng, CNTT, dau tu ra nudc ngoai va nghién ciru san xuét thiét bi. Ra mat Tong

cong ty Mang ludi, Tong cong ty Vién thong, Cong ty Truyén hinh, t6
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chirc lai VTG chuyén vé diéu hanh kinh doanh, xdy dung Trung tim Diéu hanh Khai
thac Toan cau truc thudc VTNet 1 nhitng budce di dau tién dé thuc hién D& an Tai cdu
truc.

Trong bdi canh suy thoai kinh té, cac Cong ty cing nganh hau nhu khong
tang truong hodc phé san thi Viettel van dat muc ting trudng 15,5%, cao gan gap 3
lan GDP cuia dit nude. Va murc ting truong cao nhit trong sd cac DN vién thong
trong nuéc (VNPT ting truong nam 2013 1a 2.5%). Pay 1 két qua cta tam nhin
Viettel tir nhitng nim trude ddy, khi dang thanh cong tir dich vu di dong thi da bat dau
dau tu cho nhirng linh vuc méi nhu dau tu ra nudc ngoai va san xuat thiét bi (dau tu
ra nudc ngoai ting trudng 30% va dat doanh thu 1 ty d6 la, san xuét thiét bi ting
truong 100%).

Viettel ndm 2013 14 Tap doan kinh ké c6 tinh hiéu qua cao nhat ca nudc. Tong
doanh thu dat 162.886 ty dong, loi nhuan trude thué dat 36.000 ty dong, dimg thir hai
trong ) gén 500.000 doanh nghiép ca nudc, chi dung sau Tap doan dau khi. Véi loi
nhuén trude thué trén tai san dat 38%, loi nhuan sau thué trén von chi sé hiru gﬁn
40%. So v6i mot DN 16n cung nganh thi cac chi sé nay 16n hon tir 3-4 lan. Pac biét
nam 2013 Viettel déng gop ngan sach nha nudc 18.000 ty dong, ting 63% so Vi
nam 2012, chiém khoang 8% tong ndp ngan sich nha nudc cia tit ca cac DN nha
nuoc - La mdt dong goép quan trong trong khi ngan sach nha nudc tham hut. BDong
g6p cho BQP gan 600 ty dong.

Lan dau tién linh vuc nghién ctru san xuat dat doanh thu trén 1000 ty dong,
ting gip d6i ndm 2012. Nhiéu san phim quan sy va dan sy da dugc san xuét loat va

cung cip cho thi trudng,cho Quan doi.

2.2. Mjt sb nguy co thdach thirc va sw khdc biét cia thwong hiéu Viettel

2.2.1. Mt s6 nguy co va thach thire d6i véi thwong hiéu Viettel

- Thi truwdmg trong nwéc budce vao bao hoa, ting trudng cham lai, kho phat
trién thué bao mai, khuyén mai 1én lam s6i mon doanh thu thuc. Cach lam dai tra nhu
trudc day sé khong con hiéu qua nira. Mot s6 chinh sach méi ctia Bo TT&TT c6 thé

s€ lam cho canh tranh trong nudc manh hon nira. Viéc canh tranh thong qua chét
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lwong dich vy, chim séc khach hang, kénh ban hang truc tiép s& ngay cang dong vai
trd quan trong hon. Viéc khai théc cac thi truong ngach, von 1a cong viéc kho, doi hoi
nhiu cong sirc va sang tao s& ngdy mot quan trong hon.
- Piu tr ra nwée ngoai khé khin hon. Céc co hoi ldy gidy phép méi hau nhu
khong con. Nam 2010 xay ra mot sd vu mua ban, sap nhap 1am xuat hién nhiing TD
vién thong 16m, c6 qui mé gip 10-20 lan Viettel, nhu Vodafone, Telefonica, Airtel,
Vimpelcom. Cac Cty nay c6 kha ning tai chinh 16n, dé thau tom thi truong ho da tra
gia rat cao dé mua lai cac Cty vién thong tai cic nudc. Viettel 1a mot Cty nho s&
khong dé khi canh tranh truc tiép v6i cac TD nay.
- Viettel da thuc su to ra, thuc sy c6 cua an cua dé va do vay, cac van dé cua
no6 cling da thyc su xuét hién, d6 1a: mét kiém soat & 16p dudi, quan liéu, thiéu trach
nhi¢m, tho o, 191 dung k& ho cua hé théng dé truc loi, thiéu nang dong, sang tao, ngai
gian kho, muén huong thy, lang phi va chi phi cao. Viéc phat trién va to ra cua Viettel
1a tit yéu, nhung viéc giai quyét cac bat cap clia n6 1a nhiém vu cap thiét ciia Viettel.
- Ning lwe quan Iy ciia cdc cip chwa theo Kip sw phat trién, khoang cach
gitta nang luc thuc té clia can bd va yéu cau cd xu thé cang ngay cang 16n thém. Néu
Viettel khong rat ngan duoc khoang cach nay thi cang phat trién, cang to ra s& cang
c¢6 nguy co sup do.

Bit ky mot sy phat trién ndo cling s& nay sinh nhitng van dé moi, thoi gian
thay d6i tat nhién s& c6 nhitng thach thirc méi. D6 13 qui luat, vin dé 1a Viettel phai

binh tinh thdo g& va coi d6 13 co hoi cho mdt su phat trién tiép theo.

2.2.2. M0t sb loi thé khac biét ciia Viettel ma cac nha cung cip khac kho c6 thé
c6 dugc
Gido su Michael Porter, ngudi dugc ménh danh 1a cha dé cua Chién lugc canh

tranh da phat biéu vé tu duy chién luge nhu sau: canh tranh khong phai dé tré thanh
gioi nhit ma 1a dé tro thanh khéc biét nhat mot cach bén virng. Tire 13 chung ta phai
c6 cai ma dbi tha khong thé co, khong thé bat chudc ké ca trong ngan va dai han. Hon

10 nim qua Viettel da khong ngimg sang tao, dau tu c6 tim nhin dai han,
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xdy dung van hoa dé tao ra nhiing khac biét bén viing d6, nhung Viettel di chua tan
dung hét nhting loi thé d6, chua nhin 3 nhing loi thé ma chi Viettel co, dé tir d6 tim
cach phat trién, tim cach 1am phu hop va hiéu qua nhat. C6 rat nhidu cach ma Viettel
kinh doanh, quang céo, Marketing, ban hang khong khac gi miy so voi cac déi thu.
Néu vay Viettel s rat kho chién théng trong dai han, tham chi s& that bai va cung that
bai v6i déi thi. T6i xin néu ra mot s6 loi thé clia Viettel.

- Viettel ¢6 né nép ky luat, to chic quan doi. Viettel 1a doanh nghiép Quan doi
lam kinh té, 12 doanh nghiép kinh té - quc phong. Ha ting, luc luong cia Viettel 1a
du bi cho quan doi. Nhimng noi, nhimng viéc kho khin nhét ludn can dén quan doi. To
chtc va ky luat Viettel mang ¢am chat quan doi.

- Su khac biét vé van hoa: Viettel 1a mot trong sd it cac doanh nghiép c6 ky luat
cao, c6 ky cuong, c6 su diéu hanh triét dé, quyét li¢t theo phong cach quan doi.
Viettel c6 van hoa chap nhan thay doi, chu dong thay doi trudc khi budc phai thay
d6i. Viettel 1 mot trong sb rat it cic doanh nghiép c6 kha ning thich tng rat nhanh
v6i su thay doi.

- Sy khac biét vé bo may td chuc: Viettel co quyén luc tip trung, c6 kha ning
huy dong bo may, cac ngudn luc dé tap trung cho cac chién luge. Su két hop chién
lugc giftra tap trung va phan tan: Tap trung vé chién luoc, vé mang ludi, vé tai chinh,
vé dau tu, vé diéu dong nhan sy; phan tan vé t6 chuc kinh doanh, vé khai thac thi
truong.

- Viettel ¢6 ha tAng mang ludi, ha ting bing rong vé dén thén, xa:

Vién théng dang chuyén rat nhanh sang bing rong. Viettel c6 mang cap quang 16n
nhat trong sd cic doanh nghiép, hon 120.000 km cap quang la két qua dau tu nhanh
va lién tuc trong hon 10 nim qua. Mang 3G phu song rong nhat, 16n gap 2,5 lan déi
thu, dang duoc danh gia 1a c6 toc d6 nhanh nhét, vira qua khi chuyén sang ha tang
truyén dan IP, toc do lai duoc ting gip doi. Mang truyén dan IP Metro 13 mot quyét
sach chién luoc ding din, ching ta trong 3 thang nita s& trién khai xong t&i murc x4,
trong khi cac Cty khac con chua nghi dén viéc dau tu.

- Viettel 1am chi k¥ thuét:
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Viéc qui hoach, thiét ké, lép dat, hiéu chinh va t8i uvu hoan toan do Viettel 1am chu. Vi
lam chii duoc nén ngudi Viettel co thé nang cao chat lugng mang, t6i wu mang, sang
tao ra cac giai phap k¥ thuat maoi, tu trién khai khi dau tu ra nude ngoai. Trén thyc té
Viettel dd tu thiét ké va trién khai mang tai cac nu6c Lao, Campuchia, Peru, Pong
timo, Haiti, Tanzania,.... Tir nim 2008, Viettel da chinh thirc quan diém vé chuyén
giao cong nghé 1a chuyén tir Ty 1am Ta xem sang Ta lam T4y xem.

- Viettel 1am chi kénh ban hang, lam chu luc lwgng ban hang:

Ngay tir nhitng ngay dau, khi con rit nho, Viettel di xay dung cac kénh ban hang: 850
ctra hang, siéu thi Viettel, 1.000 dai 1y iy quyén, quan Iy 60.000 diém ban, luc luong
co dong, ban hang tryc tiép 1én toi hang ngan ngudi. Viettel nhan thirc rat rd rang,
trong moi trudong canh tranh ai tiép can dugc khach hang, ai lam chu kénh ban nguoi
d6 s& thang. Viettel 1a Cty dau tién xay dung doi ngii nhan vién dia ban. V&i doi ngi
1én t6i hon 20.000 nguoi, mdi ngudi quan 1y khoang 1.000 ho dan, Viettel ¢ thé di
sdu vao ting gia dinh, timg nguoi dan, day chinh 1a kénh tot nht dé ban hang, dé
cham soc khach hang, dé giit khach hang, dé quang ba san pham, dé ban nhing san

pham khac ngoai vién thong.

2.3.  Ddnh gid ciia khdch hang vé gid tri thwong higu mang di¢n thoai di
dong Viettel
2.3.1. Muc tiéu:

Muc tiéu diéu tra 1a danh gi4 hién trang c4u thanh gi tri thwong hiéu thong
qua cam nhén tr khach hang dya trén 5 thanh tdt cAu thanh la: Su nhén biét tén va
biéu tuong cua thuong hi¢u; Sy lién tudng cua khach hang vé thuong hi¢u; Sy cam
nhén vé chat lugng cta thuong hi¢u; Su trung thanh ddi véi thuong hi¢u va nhiing tai
san khac cua thuong hi¢u nhu: Phat minh, sang ché, nhan hi¢u, dang ky, quan h¢
kénh phan phbi.

2.3.2. Céc dbi twong va pham vi nghién ciru:
Poi twong nghién citu: Gia tri thuong hidu di dong Viettel du trén danh gia cam

nhan cua khach hang.
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Khéch hang la nhiing khach hang st dung di dong cta Viettel trén dia ban Ha
Noi. (Bao gom: Vién chikc, cong nhdn, sinh vién la doi twong ddc thii thwong xuyén
phdi xa gia dinh nén viéc su dung dién thoai cua cac doi twong nay rat thuong xuyén)
Pham vi nghién ciru: Phan tich gia tri thuong hiéu di dong Viettel du trén danh
gid cam nhan cua khach hang.
2.3.3. Cach lay miu:

Nham danh gia mot cach khach quan va khoa hoc két qua hoat dong xay dung
thwong hiéu mang di dong Viettel, t6i d tién hanh diéu tra dbi twong 13 nhitng Vién
chire, cong nhan, sinh vién dang st dung dién thoai di dong.

Céch ldy mau dugc thuc hién nhu sau:

+Ddi véi sinh vién dén truong PHCNHN tiép xuc phong van 60 Sinh vién.
Két qua thu vé 46/60 phiéu hop 1&. Trong d6 Nam=21, Nir=25.

+Pdi v6i Cong nhan t6i dén khu cong nghiép Nam Thing Long phong van 60
Cong nhan. Két qua thu vé 51/60 phiéu hop 1¢. Trong 46 Nam=17, Nit=34.

+Dbi v6i vién chirc t6i dén mot sd trudng cap 1, cdp 2, cip 3 va UBND
Phuong trén dia ban phong van 50 ngudi. Két qua thu vé 43/50 phiéu hop 1¢. Trong
do6 Nam=12, Nir=31.

Thong qua cic bang hoi phong van véi ndi dung thich hop, ddng thoi két hop
sir dung chwong trinh xir Iy SPSS dé xir 1y cac s liu can thiét thu thap tir nhimg dbi
tuong nghién ciru. Toan bd cu héi diéu tra nam trong phan phuy luc, trong qua trinh
phan tich, danh gia cua ddi twong duoc phong van, ndi dung ciu hoi chi dugc dua ra
mot cach van tat nham lién két cac van dé nghién ctru va goi cho ngudi doc ndi dung
ctia van dé d6. Bé thu thap nhimg danh gia cua ngudi st dung, t6i tién hanh thiét ké
va phét bang hoi v6i két cau nhu sau:

S6 lugng phiéu diéu tra phat ra : 170 phiéu.
Hinh thtrc diéu tra: phong van ca nhén truc tiép bang bang hoi.

Két qua diéu tra thu vé 140 phiéu hop 8.

Théng tin miu:
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Doi tuong diéu tra 1a Vién chtrc, Cong nhan va Sinh vién c6 nhitng dac diém sau

5
i Bifa G Pz T I8 odie divis
- trrerrags
(Nguon: sé liéu diéu tra)
Bing 1: Poi Tuwong trang diéu tra
Valid Cumulative
Dbi tuong Frequency Percent Percent Percent
Vién chirc 43 30.7 30.7 30.7
. Cong nhan 51 36.4 36.4 67.1
Valid - -
Sinh vién 46 32.9 32.9 100
Total 140 100 100

S lugng cua cac ddi tuong diéu tra c¢6 su chénh léch nhung khong chénh léch
nhiéu, cu thé 1 Vién chirc chiém 31% trong tong sé mau, ty 1¢ Cong nhan 1a 36% va
con lai 1a Sinh vién. Cac d6i twong khac nhau thi s& c6 su hiéu biét trong viéc tiép
can va sir dung mang dién thoai do tiép cin nhiéu thong tin tir nhimg ngudn khac
nhau.

Theo s6 liéu diéu tra muc chi tidu hang thang cho di dong ctia cac ddi twong 1a

khac nhau dugc thé hién & bang két qua diéu tra nhu sau:
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Bing 2: Diéu tra chi tra dién thoai hang thing

oy aen o , <50.000d 50.000 dén 100.000 trén 100.000d
Chi tra dién thoai hang thang
SL % SL % SL %
Vién chirc 1 4% 22 28% 20 59%
Cong nhan 5 19% 41 51% 5 15%
Sinh vién 20 77% 17 21% 9 26%
Tong 26 100% 80 100% 34 100%

Két qua diéu tra cho thay, Sinh vién 1a nhiing d6i twong hau hét phai song phu
thudc vao tro cép tur phia gia dinh, vi vay viéc str dung di¢n thoai ctia sinh vién rat
thdp phan 16n nho hon 50 ngan mdi thang chiém 77% trong sb nguoi chi tra dién
thoai nho hon 50 ngan dong. Cong nhén 1a nhitng nguoi ¢6 thu nhap thip, do vay khi
chi tiéu thi ho thuong tinh toan can nhic dén gia ca chi phi, ho thuong lua chon viéc
chi tiéu cho nhitng thtr can thiét va c6 gia ca hop 1y nhat nham tiét kiém. Dbi voi chi
tiéu cho dich vu di dong ciing vy, Cong nhan ludn can nhic chi phi nay. Cu thé ddi
voi Cong nhén thi khi duge hoi 1a anh (chi) chi tiéu bao nhiéu tién dién thoai mdi
thang thi cht yéu Cong nhan cho rang ho chi tiéu khoang 50 ngan dén 100 ngan mdi
thang chiém 51%. Ngoai ra d6i tugng Vién chirc thuong chi tiéu nhiéu hon cho viéc
st dung dién thoai nay khi dugc hoi anh chi chi bao nhiéu tién dién thoai mdi thang
thi chi yéu ho cho rang chi trén 100 ngan chién ty 1& cao 59%. Vi viée chi tiéu & cac
murc khac nhau nay s& anh huéng dén viéc lya chon mang di dong ctia khach hang.
Cong nhan va Sinh vién s& lya chon nhitng mang nao c6 gia cudc thip nhat nhung

van dam bao chét luong dich vu va phuc vu.

2.3.4. Nhan biét thwong hiéu:

2.3.4.1. Mitrc @9 nhén biét cac thwong hiéu mang di dong:

Dé tim hiéu mic d6 nhan biét cac thuong hiéu mang di dong ctia khach hang
mot cach khach quan, t6i da thiét ké 1 cAu hoi nhdm danh gia vé su nhan biét cac
mang di dong cua khach hang thong qua viéc liét ké ra danh sach cdc mang di dong
hién c¢ trén thi truong roi dé ho tu sép xép theo thur tu vu ti€én cadc mang ma ho nhé

dén. Sau khi thu thap, thong tin dugc ma hoa va téng hop, ta duoc bang nhu sau:
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Bang 3: Co cau theo mire @ wu tién nhan biét

Mobifone Vinaphone Viettel GTel Vietnamobile

Puoc

nhé Tﬁ’n Phan Tﬁ‘i,n Phan Tﬁ‘i,n Phan Tﬁi,n Phan Té’n Phéan
toi SO tram SO tram SO tram SO tram ) tram
Pau 46 32,9 3 2,1 90 64,3 1 7

tién

Thu 79 56.4 24 17,1 35 25 3 2,1
hai

Thu 15 10,7 100 | 71,4 14 10 3 2,1 8 5,7
ba

Thu 9 6,4 1 7 51 36,4 79 56,4
tu

Thu 4 2,9 85 60,7 50 35,7
nam

Tong 140 100 140 100 140 100 140 100 140 100

(Nguon: sé liéu diéu tra)
O bang trén. Két qua khao sat cho thdy trong 140 ngudi dugc hoi thi c¢o dén 90
nguoi nghi dén Viettel dau tién, chiém 64,3% khi nhic dén mang dién thoai di dong,
tiép sau d6 moi tGi Mobifone (46 nguoi twong tmg véi 32,9%). Vinaphone véi 3
nguoi chiém 2,1%. Tbdi tam két luan réng su nhan biét cua khach hang ddi véi Viettel
1a kha cao. Diéu nay cho thdy mang Viettel thuéc Tap doan Vién thong Quan doi 1a
mot mang duoc phi song rong khap, rt gan gili, va gan nhu an sdu vao tiém thic cia
ngudi sit dung. Tiép theo sau d6 méi 1a mang di dong Mobifone, sau do la
Vinaphone, GTel va Vietnamobile. Diéu nay ciing d& hiéu 1a do Viettel hién nay dang
dan dau trén thi truong thong tin di dong vé phan phu séng (co6 hon 19.000 tram
BTS). Py ciing 1a mot con s6 kha quan, mot tai san thuwong hiéu ¢ gia tri. Tuy
nhién, trong thoi ki hién nay khi ma sy xuét hién cua cac cong ty, cac tap doan vién
thong 16n ngay cang day dic trén thi truong Viét Nam thi luc d6, chic chin miéng
banh thi phan dugc nhé téi dau tién lic ndy s& cam thay bat an cho vi tri quan quan
cta minh trudc do.
2.3.4.2. Phuong tién nhin dang thuwong hi¢u:
Cac cong cu truyén thong gitip nhan dang thuong hiéu 1a cac hinh thirc quing

céo trén tivi, quang cdo trén bao, tap chi, bang ron, ap phich, gia dinh, ban b¢ va
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Internet... TAt ca cac cong cu nay déu gitp hinh thanh sy lya chon mang di dong cua
Nguoi str dung boi bang cach nay hay cach khac, cac cong cu trén déu co tac dong
truc tiép hoac gian tiép dén su nhan thire cua nguoi s dung vé san phém hay dich vu
d6. Ho cang danh gia cao thong tin tir quang céo trén tivi, trén bdo hay tu Internet thi
chung t6 thong tin thu thap tir cic ngudn d6 1a bd ich trong viée tac dong dén sy nhan
thirc va sy ra quyét dinh cua ngudi st dung. Nguoc lai, néu ho danh gia y kién cua
ban bé minh 1a quan trong hon, thi viéc hoc hoi nhan thic cua ngudi than qua viée da
str dung san pham 13 diéu ngudi st dung quan tdm hon ca trude khi lira chon mang.
Tuy thudc vao su danh gia ndy, chung ta s& thdy dugc gia tri ctia thuong hiéu cua
tirng nha cung cip dich vu mang. Va c6 thé danh gia duoc
anh hudng ctia nhirng nhén thue do téi ’quy’ét dinh thué bao cua ho.

Du¢i day 1a bang danh gia su bict dén cac mang di dong thong qua cac phuong
tién truyén thong tuong Gng:

Bing 4: Mirc dg danh gid sw biét dén cdc mang di dong théng qua cdc phirong

tién truyén théng tuwong img.

gj; glgl();gg tién Mobi Vina Viettel GTel Vietnamobile | Khac
Quang cao trén 90% 76,4% 85% 69,3% 69,3% 7%
tivi (126 (107 (119) 97 97 (1
Quang cdo trén 57,1% 55,7% 56,4% 48,6% 36,4% 2,9%
bao, tap chi (80 (78 (79 (68 (51 (4
Bang ron, ap 60,7% 56,4%  63,6% 55% 46,4% 7%
phich (85 (79 (89 (77 (65 (1
Gia dinh, ban 71,4%) 62,9% 71,4% 42,1% 46,4% 1,4%
be (100 (88 (100 (59 (65 (2
Internet 67,1% 52,999  62,9% 31,4% 35%) 2,9%
(94 (74 (88 (44 (49 (4

(Nguon: sé liéu diéu tra)
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Két qua théng ké & trén cho thiy phan 16n ngudi sir dung déu biét dén cac mang
dang dung, nhiéu nhat 12 & quang céo trén tivi (ti 1& biét dén mang di dong nho quang
c40 trén tivi 1a cao nhét ¢ tit ca cdc mang). Cu thé 13 thong qua hinh thirc quang céo
trén tivi thi co téi 90% ngudi st dung biét dén mang Mobifone, 76,4% biét dén
Vinaphone, 85% biét dén Viettel va cudi cung 1a 69,3% biét dén mang Vietnamobile.
Piéu nay ciing dé hiéu, boi vi tir xua dén nay, truyén hinh dugc xem 13 6ng vua cua
cac phuong tién quang cdo truyén thong, da sé moi ngudi danh nhiéu thoi gian trong
ngay cho viéc xem tivi hon 1a thoi gian danh cho cac phuong tién quang cao khac.
Truyén hinh két hop gita viéc sir dung hinh anh, mau sic, 4m thanh va sy chuyén
dong ... chinh diéu nay tao ra hiéu qua trong viéc chuyén tai nhiing thong diép cua
doanh nghiép dén véi khach hang mot cach hoan hao nhit. Uu diém cia hinh thirc
quang céo ndy 1a co thé tao ra gia tri va anh hudng ngay 1ap tic cho mot san pham
hay dich vy, n6 giup doanh nghiép c6 thé tiép can dé dang v6i ddi twong ma doanh
nghiép dang huéng dén. Chinh vi nhitng wu diém nhu thé ma ta thiy hau nhu tit ca
cac nha mang déu s dung phuong tién nay dé quang ba hinh anh thuong hiéu cua
minh cho du chi phi cho viéc nay khong hé nhé chut ndo. Va ta thiy Viettel ciing
dang khai thac rat t6t hinh thirc quang cdo nay, co6 dén 119 trén tong s6 140 nguoi
dugc hoi cho biét 1a ho biét dén Viettel nho cac chuong trinh quang céo trén tivi, day
12 mot con s cao ching to hiéu qua trong cong tic marketing ctia cac nha quan tri.
Tuy nhién, hinh thirc quang céo nay ciing c6 mot vai nhuoc diém d6 1a chi phi cho
mot chuong trinh quang cdo thuong rat cao (chi phi cho kich ban, y tuéng, dao dién,
dién vién.v.v.) thé nén tiy thudc vao kha nang tai chinh ciia Cong ty ma cé su lua
chon sao cho phu hop. Thir 2 d6 1a viéc quang cdo qua béo, tap chi. Ty 1é biét dén
thap hon so voi quang cdo qua tivi, diéu nay duoc giai thich c6 18 1a do s luong doc
gia cia cac bao, tap chi thp hon nhiéu so v6i luong ngudi xem truyén hinh. Tuy
nhién no ciing ¢6 wu diém d6 1a thong tin d& thay d6i hon, viéc cap nhat gia ca hay
khuyén mai dic biét ciing dé dang hon so véi trén hinh thirc quang céo qua tivi, khi
c6 su thay doi vé thong tin ddng nghia v6i viée thay dbi kich ban va quay lai gan nhu

toan by mau quang cao,
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diéu nay s& ton thém nhiéu tién. Néu nhu ti 18 nguoi st dung biét dén mang théng qua
hinh thirc nay chi trén dudi 50% & tat ca cic mang thi con sd nay da dugc nang 1én
nhiéu khi ta st dung cic bang ron va ap phich. Pay ciing 1a mét lya chon dugc sir
dung nhiéu. Va Viettel ciing dang ap dung rat t6t hinh thirc nay. Ta c6 thé d& dang bt
gip nhiing ban rén v6i hinh anh va mau sic nbi bat vé Viettel dugc treo tai nhiing
truc dudng 16n, hay nhiing ngi giao nhau, ¢ noi déng nguoi qua lai. N6 gitp rat nhiéu
trong viéc tao su nhan biét thuong hiéu d6i véi khach hang.

Khong ai c6 thé phu nhan dwoc lgi ich ma quang cao dem lai cho doanh nghiép
nhung trong thoi dai hién nay khi ma cac quang céo truyén thong dang dan bi thu hep
do chi phi quang cdo rat ton kém. C6 thé mat vai chuc triéu dong cho mdi gidy xuat
hién quang cao trén truyén hinh. D6 ciing 1a 1y do cia viéc dang hinh thanh mot
hudng di maéi trén linh vuc marketting quang cao, do 1a linh vuc quang cdo trén mang
internet. Theo s6 lidu & bang trén, ta thiy rang, Mobifone (67,1%) dang dan dau vé
hinh thirc quang cdo qua internet, Viettel thap hon méi dat 62,9%. Con cic nha mang
khac thi ti 1¢ nay thdp hon han. Hinh thirc quang cdo truc tuyén ndy cé rat nhidu uu
diém, wu diém dau tién d6 1a tiét kiém chi phi, thir hai d6 1a d& dang tiép can thi
trudong toan cAu mot cach nhanh chong. Chi véi mot website, ta co thé dua hinh anh
ctia doanh nghiép va khach hang tiém ning dén toan thé gi6i, thit ba 1a tinh hi¢u qua
cao va co thé dé dang kiém soat sy thay ddi trong chién dich quang céo 24/24h va con
nhiéu hon thé nira. Vi nhimg wu diém d6, viéc quang céo truc tuyén trén Internet tuy
con 1a kha mgi mé nhung ngay cang dugc cac nha lam marketing ap dung pho bién va
khai théc trigt dé.

Mot cach khai quat, gia tri thuwong hi¢u cia mgt mang di dong phu thudc chu
yéu vao chat luong song va céac tién ich mang. Mang cang c6 uy tin cao, thi cang c6
thé doi hoi muc gia cudc cao hon. Nguoc lai nhiing mang chua tao dugc gia tri
thuong hiéu thi budc phai dua ra mic gia cude thip dé thu hat 16p ngudi tiéu dung,
ma tinh kinh té 1 yéu t6 quan trong nhit trong quyét dinh thué bao cua ho. Dua vao
thong tin quang cdo, khuyén mai hay y kién tir ban bé, ngudi than ma mdi nguoi tidu

dung c6 cam nhan riéng vé do phu hop cua tirng mang so voi doi hoi ca nhan.
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Tat ca cac ¥ kién trén déu da cho ta thiy ring tim quan trong cua cic phuong tién
truyén thong, né giup cho khach hang nhan dang dwoc thuong hiéu cua doanh
nghiép, do d6 mdi mot doanh nghiép phai biét lya chon cach thirc phu hop dé tuyén
truyén va cung cdp thong tin cho khach hang vé ban than doanh nghiép mét cach

hiéu qua nhat.

2.3.4.3. Nhan biét thwong hi¢u théng qua Logo va Slogan:

¢ Nhan biét Logo

Logo gan lién v&i thuong higu, nd khong chi 1a tin hiéu co vai trd quan trong
trong hoat dong truyén thong ma né con 14 tai san vo hinh trong viéc biéu dat gia tri
thuong hi¢u. Hién tai trén thi truong vién thong hién nay, co rat nhiéu nha mang dang
cung hoat dong, d6 d6 mot diéu tat yéu 13 cling c6 rat nhiéu logo twong tng véi cac
nha mang d6. Thé nén, viéc nhan biét logo thuong hiéu 13 mot diéu khong d& dang gi.
Nén t6i da thuc hién mot cau hoi nham diéu tra mitc d6 nhan biét mau chi dao ciia
thuong hi¢u Viettel, théng ké lai tAt ca cac cau tra 101, ta c6 duoc biéu dd sau.

Biéu dé 2: Mirc do nhdn biét mau logo

LOGO

m do xanh
m xanh cam
® vang den
W cam xam
® xanh

m khong biét

1%

2%

(Nguon: s6 liéu diéu tra)
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Bing 5: So liéu diéu tra mau chii dao logo thuong hiéu Viettel

M?.u ghﬁ dao logo thuong Frequency Percent Valid Cumulative

hiéu viettel Percent Percent
D6 xanh 7.0 5.0 5.0 5.0

Valid | xanh cam 49.0 35.0 35.0 40.0

vang den 1.0 0.7 0.7 40.7
cam xam 3.0 2.1 2.1 42.9
Xanh 52.0 37.1 37.1 80.0
khong biét 28.0 20.0 20.0 100.0
Total 140.0 100.0 100.0

Theo bang trén, ta thiy rang c6 6 cau tra 10i, twong ing vdi 5% trong tong s6 140
nguoi dugc khado sat lya chon mau chu dao cua Viettel 1a do-xanh, 35% tuong Gng
v6i 49 ngudi lya chon mau xanh-cam, 2,1% tuong ing véi 3 nguoi chon cam-xam,
37,1% twong Gng v6i 52 ngudi chon xanh con lai 1a khong biét chiém 20%. Chi co
35% tuong Ung v4i 49 nguoi tra 101 trong tong s 140 ngudi cho ra ciu tra 16i 1a
dung, day 1a mot con s twong ddi thap, nhat 1a ddi voi 1 mang di dong co6 mirc do
phu séng cao nhét trén thi truong hién nay nhu Viettel. Dac biét, c6 t61 hon 37% (52
cau tra 10i) cho rang mau chu dao ciia logo thwong hiéu Viettel 1a mau xanh, day la
mot sy nham 1an ctia ngudi sir dung vi thyc chat mau chi dao cua logo Viettel 1a 2
mau xanh-cam. Vay cau hoi dat ra 1a cong tac marketing, quang ba thuong hi¢u ma
cu thé & day la mau sdc chinh cua logo thuong hi¢u cua Viettel da thuc sy c6 hi¢u
qua chua? Va lam thé nao dé c6 thé gitp ngudi sir dung c6 thé nhan ra mau chu dao
cta logo thuong hiéu mét cach chinh xac? Do 13 mot cau hoi 1am dau ddu cac nha
quan tri. Dau biét rﬁng tén tudi ciia mot thuong hi¢u khong thé mot s6m mot chiéu
dugc khang dinh va c6 chd dung trén thi truong cling nhu 4n sdu vao tiém thirc cia
ngudi tiéu dung, nhung cach xtc tién dé no trd nén ndi tiéng va phd bién ciing 1a mot
phan quan trong can dic biét chu y trong qua trinh x4y dyung tai san thuong hiéu cia
doanh nghiép. Dé danh gia 1 hon vé sy nhan biét thwong hiéu Viettel, t6i tiép tuc
cudc khao sat ¥ kién khach hang v6i cau hoi nham nhén biét Slogan.

¢ Nhin biét Slogan

Tuy chi la mt cau ndi nhung Slogan da trai qua mot quy trinh chon lya ki
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cang, nod giéng nhu 161 tuyén thé ciia doanh nghiép, tat ca muc dich, ¥ nghia, s& mang,

tam nhin cua doanh nghi€p déu ham chira trong mot cau néi ngan gon, stc

tich, da nghia do. Bén canh do, Slogan con phai thé hién duoc su thau hiéu phuong

cham kinh doanh vé céc loi thé canh tranh, phén khic thi trudmg va mire d6 truyén

tai thong digép dé co thé dinh vi trong tam tri cua khach hang.

Biéu do 3: Mire dé nhan biét slogan

(Nguon: sé liéu diéu tra)

Bing 6: S6 liéu diéu tra Slogan ciia Viettel

slogan viettel Frequency | Percent Valid | Cumulative
Percent Percent
Moi lic moi noi 6 43 4.3 4.3
Lu6n bén ban du ban & noi dau 3 2.1 2.1 6.4
Valid

¢ [Khong ngimg vuon xa 5 3.6 3.6 10
Hay noi theo cach ctia ban 110 78.6 78.6 88.6
Khéng nhé 16 11.4 11.4 100

Total 140 100 100

Theo bang trén, ta nhan thay rang c6 110/140 ngudi, chiém 78,6% lwa chon

cau tra 10 Slogan cua Viettel 1a “Hay néi theo cach cua ban”. Day 1a mot ti 18 rat cao,

1a mot diéu ddng mimg vi phan 16n ngudi str dung déu co6 thé nhan biét Slogan
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clia Viettel mot cach chinh xac. C6 thé noi day la mot loi thé 16n cua Viettel khi kha

ning nhan biét slogan ciia nguoi str dung chiém ti 1é cao nhu vay.
2.3.5. Lién twéng thwong hi¢u:

Mot thanh phan quan trong cdu thanh nén gia tri thuong hiéu 1a lién tuong
thuong hiéu. Lién twong thuong hiéu 1a sy lién tuong cta khach hang dén mot hay
vai diém dic trung d6i v6i mot thuong hiéu nao d6 khi thuong hiéu nay duoc nhéc
dén. Gia trj tiém an ding sau cai tén ctia thuong hiéu d6 chinh 1a nhitng lién tudng
riéng c6 gan lién véi thuong hiéu d6. Hinh anh thwong hiéu duogc xay dung dya trén
cac lién tuong thuong hiéu.

Néu mdt thuong hi¢u dugc dinh vi trén nhiing lién tuong dac thu cho mot
ching loai san pham hay mot nganh cong nghiép thi déi thu canh tranh s& rt kho
khan trong viéc tn cong hodc s€ tao ra dugc mot rao can viing chic cho nhiing ddi
thi canh tranh md&i. Sy li€n tuong 1a mot trong nhitng diéu ki diéu cta bd ndo con
nguoi, va nho n6 con nguoi da hinh thanh nén tinh cach va suy nghi cia minh. Su
lién tuong da co khi con ngudi biét nhan va trao doi thong tin voi méi trudng bén
ngoai.

Pé x4c dinh xem khi nhic dén Viettel khach hang sé& lién tuong dén tinh chat
hay dic diém nao, t6i da dit ra cau hoi “Khi nghi vé Viettel thi anh/chi nghi dén dic
tinh néi bt nao ma Viettel mang lai?”. Cau hoi nay c6 thé giup ta so sanh xem giira
chién lugce dinh vi cta Viettel va thyc té lién tuong ctia nguoi tidu ding cé khoang
cach nhu thé nao dé tir d6 co bién phap diéu chinh lai cho phi hop. Cau hoi duge dit
ra voi nhitng goi y duoc dua ra san dong thoi co phuong dn mé dé cho nhing khach
hang c6 nhitng suy nghi khac c6 thé bay to6 suy nghi khac ctia minh. Cau hoi nay chi
cho phép ngudi duoc phong van chon mot dap an nhim xac dinh xem ddi véi ngudi
dugc phong vén thi ddc diém nao cia Viettel ma ho lién tuong dau tién. Nhimng goi y
dua ra bao gém céc tiéu chi ma Viettel da dinh vi va ca céc tiéu chi thuc té phat sinh

trong qué trinh hoat dong cia doanh nghiép. Két qua duoc thé hién qua so d6 sau:
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Biéu do 4: Mirc a6 lién twéng thwong hiéu

{Ngudn: so licu diéu tra)

Bang 7: So licy diew tra dgc tinh noi bgt cug Viettel ma hach hang nghi tor

Dic tinh ndi bt cia viettel ma khach Valid | Cumulati
hang nghi toi Frequency | Percent | Percent | Percent
Valid Mang gia ré 33 23.6 23.6 23.6
chiam soc khich hang t6t 13 9.3 9.3 45.7
Mang di dong c6 chuong trinh 5 3.6 3.6 49.3
quang cao déc sac
Chét lvgng dam thoai tt 14 10 10 59.3
ving phu song rong 54 38.6 38.6 97.9
khac 3 2.1 2.1 100
140 100 100
Total

Theo théng ké cho thay c6 38,6% (chiém ti 1¢ cao nhét) s6 ngudi duoc phong
van phat biéu rang khi n6i dén Viettel thi dic tinh ma ho lién tuéng dén dau tién 1a
“viing phii séng réng”. Piéu d6 ciing 1a duong nhién vi hién nay Viettel dang 1 nha
mang vién thong di dong duy nhit phi séng khip 63 tinh thanh va hién nay Viettel da
md rong ving phu soéng cua minh ra bién dao. Tap doan Viettel di don dau, tién

phong trong viéc phi séng di dong & ving bién dao. Tinh dén nay, Viettel da so
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hiru mang lu6i phu song bién ddo véi hon 1.400 tram BTS doc b bién va ngoai khoi,
c¢6 kha niang phuc vu gan 7 triéu thué bao. Viettel cling 12 nha mang duy nht tai Viét
Nam c6 hé thdng cac tram phu bién, dao va nha gian (phat song tim xa 60- 100 km),
dem lai co hoi lién lac cho hang tram nghin nguoi dang hang ngay lam viéc khai thac,
danh bit va cac dich vu trén bién cta Viét Nam. Gan day thang 11/2013 Viettel da
phu séng thém 200 don bién phong. Co6 thé néi hién nay di dau trén nudc ta cling co
mang Vietel. Khong dung lai ¢ do hi¢n Viettel d@ mé rong vung pha song cua minh
sang Lao, Campuchia, Haiti, Mozambique, Tanzania . . .

C6 61 23,6% (chiém ti 18 cao thir 2) ngudi duoc phong van chon phuong an
Viettel 1a “mang gia ré”. Pay chinh 1a chién luoc dinh vi ctia Viettel, Viettel da dinh
vi cho minh la: gia thép, linh hoat trong quang ba hinh anh va dac bi¢t la c6 sach lugc
dé cham soc khach hang mdt cach than thién, tan tinh. Vao thoi diém gia nhdp nganh
Viettel nhan dinh gia cudc vién thong di dong & Viét Nam van & mirc cao so véi thé
gidi va so voi muc thu nhdp binh quan trong nudc. Hon nira Viét Nam cé khoang
80% dan s6 sdng ¢ néng thon cd thu nhap thap vi thé mubn mang dich vu lién lac di
dong nay dén véi ho, gia cudc ré la diéu kién tién quyét. Viettel di cu thé héa muc
tiéu dua vién thong dén cho moi nguoi dan Viét Nam bang gia cude wu dii va nhicu
chuong trinh khuyén mii hap dan. Mot trong nhitng chinh sach gia duoc coi 1a budc
ngoit 16n khong chi riéng Viettel ma con cho ca thi truong vién thong Viét Nam do
chinh 14 viéc giam gia cude cac cude goi qudc té. So véi cude goi di cua cic nha cung
cap khac trén thi truong trong nude thi gia cude Viettel hon 52%, xét trén pham vi
khu vyc cling nhu thé gidi thi Viettel ciing nam trong top gia cudc thap nhat. Viettel
theo dudi chinh sach gia t6t nhat nham dem lai loi ich t6i da cho khach hang. Cong ty
mudn x6a bo khoang cach Viét Nam va thé giéi bang viéc dua ra murc gia hop li nhét
v6i khach hang, qua d6 mo rong két ndi giita ngudi dan Viét Nam vé6i ban bé nam
chau. Chinh vi thé khi n6i dén mang di dong Viettel nhiéu nguoi lién twéng ngay no
1a mot mang gia ré, didu d6 da an sau va tm tri cta phan 16n ngudi dan Viét Nam.

Néu trude day chit luong song di dong va dich vu hd trg va chiam séc khach
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hang khong duoc nhidu doanh nghiép chu trong thi hién nay day 1a yéu t6 quyét dinh
su song con ciia nganh. Khi thi phan trén thi truong di dong xem nhu di c6 vé bio
hoa, thi viéc thu hat va giit chdn ngudi ding bang chat lwong va nhiing chién dich
chiam soc khach hang dang duwgc nha mang quan tAm hang dau.

Theo nhu théng ké clia nghién ciru thi chi ¢6 9,3% s6 ngudi duge phong van
tra 10i rang khi noi dén Viettel thi ho lién tuéng ngay day 1a mang c6 chuwong trinh
“cham séc khdch hang tot”. Diéu d6 ciing d& hiéu vi Viettel da dinh vi trong dau
khach hang ngay tir dau Viettel 1a cong ty vién thong co gia ré, phong phi song rong.
Viettel ciing dd nd lyc rat nhidu trong cong cudc cham soc khach hang nhu da thanh
1ap Trung tim cham soc khach hang vao nim 2009 dé c6 thé phuc vu khach hang tot
nhat c6 thé. Hién nay gia cudc vién thong giam dén muc san va kho c6 thé giam hon
duoc nira, chi€u thic canh tranh chinh ctia cdc nha mang la tim kiém sy hai long cua
nguoi tiéu dung, trong d6 khau cham so6c khach hang tré nén dac biét quan trong.
Chinh vi thé Viettel phai tao dung trong mat nguoi tiéu ding minh 1a doanh nghiép
phuc cu khach hang tdt.

V6i tiéu chi “chdt lwong dam thoai tot” thi c6 10% nguoi phong van lién
tuong dén tiéu chi nay khi nhiac dén Viettel. Viettel 1a don vi dau tu vé chiéu rong rat
16n phu séng tir dat 1ién bién gidi cho dén bién dao.

C6 12,9% ngudi duoc phong van dong ¥ véi tidu chi “Viettel la mang danh
cho gidi tré” Con s nay khong 16n nhung né ciing cho thiy Viettel da c6 duge mot
hinh anh tét trong mat cac ban tré.

Tiéu chi “mang cé chwong trinh quéang cdo déc sac” chi ¢6 3,6% ngudi duge
phong vén tra 101 y kién nay. Cac chuong trinh quang céc cua Viettel chua tao duoc
dau 4n sau sic trong tAm tri nguoi tiéu dung va cai ma Viettel huéng dén khach hang
cling khong phai 1a cac chuong trinh quang céo dic sic ma 1a sy cam nhén cac dich
vu tot nhat ma Viettel mang dén cho khach hang ctia minh.

Tom lai qua két qua diéu tra ta co thé thay sy lién tuéng cia khach hang khi
nhic dén thuong hiéu Viettel di c6 nhing lién tuong dung voi huéng ma nha mang
nay dinh vi cho san phdm cta minh. D6 déu 1a nhimg lién tudng tét vé thuong hiéu

Viettel, nhung bay gio khi ma gia cudc khong phai 1a yéu td dé canh tranh nhu
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trude day khi méi gia nhap nganh thi Viettel cin phai dinh vi lai trong tam tri
ngudi tiéu dung nhitng dic diém ndi bat khac ciia minh dé dam bao co thé canh tranh tét
cudc chién vai cac nha mang dudng nhu khong c6 hdi két nay.
2.3.6. Cam nhan chit hrong thwong hiéu

Bing 8: Kiém dinh KMO
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. -850
Bartlets  Test ~ of  APProx-Chi-Square | 455546
Sphericity df 66.000
Sig. .000

(Nguon: Két qud phan tich)
Qua két qua bang trén cho thdy KMO c6 gia tri 1a 0.850 16n hon 0.5, két qua

nay ching to rang so luong mau du 16n va da diéu kién dé€ ti€n hanh phan tich nhan

t6 kham pha. Két qua kiém dinh Bartlett's Test of Sphericity cé gia tri 0.00 nho hon

0.05 nén cac bién thu dugc trong phan tich nhan t6 déu c6 y nghia.

Bing 9: Kiém dinh EFA
Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings
Component 0 Cumulativ 0 Cumulative
Yoof % of
Total . e Total .
Variance Variance %
1 4.521 37.677 37.677 4.521 37.677 37.677
2 1.241 10.34( 48.017 1.241]] 10.340 48.017
3 1.135 9.455 57.473 1.135 9.455 57.473
4 .892 7.431 64.903
5 792 6.599 71.503
6 .690 5.753 77.256
7 .592 4.934 82.190
8 521 4.339 86.529
9 479 3.991 90.520
10 437 3.643 94.163
11 377 3.144 97.308
12 .323 2.692  100.000
Extraction Method: Principal Component Analysis.

(Nguon: Két qua phdn tich)
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Két qua phan tich cho ra 3 nhom nhan té co ban ciia mic do dong ¥ voi chat
lugng cua mang Viettel. 3 nhom yéu t6 nay giai thich dugc 57,473% bién dong.
Trong nhimng bién quan sat c6 hai bién d6 1a thai do nhan vién than thién, lich su, vui
vé va bién d& dang st dung nhiéu dich vu gia tri gia ting, co hé sb tai lan luot 1a
0.437, 0.354 nho hon 0.5 nén 2 bién nay bi loai bo. Cac bién con lai c6 hé so tai didu
c6 gid tri 16n hon 0.5.

Sau khi phan tich, cac nhan tb dugc gdp lai thanh 3 nhém nhan td chinh duoc mo ta
nhu sau:

. Nhom nhan td thtr nhit: duoc dat tén 13 “chét lugng ctia mang viettel” bao
gdm 5 nhén t6 sau:

Mang phu séng toan quc.

Chét luong dam thoai tdt.

Céc cudc goi bi thong subt, khong bi nghén mang.

Thu tuc don gian.

Hé thong ctra hang giao dich rong khap
Diéu khac hang quan tim dau tién 1 nhitng loi ich cho ban than khi sir dung mang di
dong, khach hang luon can mot mang co chét luong tdt, dam thoai 1o rang va mang
phu séng rong, nhom nhan té nay giai thich duoc 37,677% phuong sai va day 1a
nhém nhén t6 giai thich bién dong sai 16n nhat.

. Nhom nhan té thi hai: “chi phi sir dung mang” nhan té ndy bao gdm cac nhan
t6 sau:

Nhiéu chwong trinh khuyén mai va giam gia.

Chi phi hoan mang dich vy di dong 1a hop ly.

Gi4 cude goi va tin nhan hop 1y
Nhom nhan té nay giai thich duoc 10.340% bién dong cta phuong sai. Khi khach
hang str dung mang di dong thi van dé chi phi sir dung luén dugc can nhic. Khach
hang luén muén str dung mang di dong véi chi phi thip nhét, trong d6 diéu quan tim

nhat 13 chi phi goi va nhan tin v6i hé s6 tai 1a 0.806.
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. Nhom nhan t6 thir ba: “nhém khac”. Bao gdm 2 nhan tt d6 1a cac khiéu nai

duogc giai quyét va nhiéu hinh thirc thanh toan thuan tién. Khach hang luén quan tim

viéc minh dugc quan tdm nhu thé nao khi sir dung dich vu mang di dong cua viettel,

nhom nhan t6 nay giai thich duoc 9,455% bién dong cua phuong sai.

Bing 10: Cdc nhan t6 c6 dwoc sau riit trich

Rotated Component Matrix®

Component
1 2 3

Mang phii séng toan qudc 797

Chat lugng dam thoai t6t 752

Céc cudc goi bi thong subt, khong bi nghén mang 794

Thu tuc don gian 560

Hé théng cira hang giao dich rong khip 668

Nhiéu chuong trinh khuyén mai va giam gia 268

Céc thic miac,khiéu nai duoc giai quyét 185
Nhiéu hinh thtrc thanh toan thuén tién 701
Chi phi hoan mang dich vu di dong 1a hop ly 704

Gi4 cude goi va tin nhin hop ly 206

with Kaiser Normalization.

Extraction Method: Principal Component Rotation Method: Varimax

Analysis.

a. Rotation converged in 5 iterations.

(Nguon: Két qua phdn tich)
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Sau khi phan tich nhan t6 EFA rit trich ra cic nhan t6 chinh, T6i tién hanh
kiém dinh d¢ tin cay thang do, cac nhan t6 co hé sd cronbach’s Alphal nhé hon 0,6

dicu bi loai
bao.
MNhom
-
Reliability Statistics

Cronbach's N of Items

Alpha

0.7955951 5
MNhom
.

Reliability Statistics

Cronbach's |N of Items

Alpha

0.722829 3

Nhoém 3:

Reliability Statistics

Cronbach's |N of Items

Alpha
0.5914549 2

Két qua kiém dinh Cronbach’s alphal cho thdy nhom nhén t6 cudi cing ¢6 hé
s6 Cronbach’s alphal b::ing 0.5914 nho hon 0.6 nén bi loai bo, 2 nhan td con lai duge

chép nhén.
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Phén tich hdi quy cac nhén t6 thuc day su hai long voi mang Viettel nhu sau:

Bing 11: Céc nhan t6 cé dwoc sau rit trich

Model Summary

Mo Adjusted |Std. Error of] Change
del R R Square RS he Esti
e quare [the Estimate Statistics
R
F df Sig. F
Square df2 Chanee
Change Change 1 g
1| 0.450°| 0202456 |0.18893 [0.68343 020245 | 1497719 15 1 118 10000

a. Predictors: (Constant), REGR factor score 2 for analysis 1, REGR factor score 1 for
analysis 1

Bing 12: Phdn tich hoi

Bang 10: Cac nhan t6 c6 duoc®é rat trich  Coefficients®
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
I [(Constant) 3.661 062 58.927 | .000
REGR factor score 1
for analysis 1 283 062 373 4.535 | .000
REGR factor score 2
for analysis 1 191 062 252 3.064 | .003

a. Dependent Variable: toi hai long ve mang viettel

(Nguon: Két qua phdn tich)

Sau khi tién hanh phan tich nhan td, kiém dinh d6 tin cay thang do. Ta c6 duogc cac

nhan t6 du didu kién tién hanh phan tich hdi quy. M6 hinh hdi quy duoc sir dung 13
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md hinh hdi quy da bién nhim thdy dugc mic do tic dong cua timg nhan té dén su
hai 10ng ctia khach hang vé mang di dong viettel dya trén nhiing nhéan t6 da rit trich.
Trong md hinh héi quy bién phy thudc 13 bién “t6i hai long vé mang viettel” dit 1a F
, bién ddc lap 1a cac bién rut trich tir phan tich nhan t EFA.

Mo hinh phan tich hoi quy:

F = p, + PiFactori + p,Factor2

Tir bang két qua ta thdy dugc mdi quan hé tac dong gitta bién phu thudc “t6i hai long
v&1 mang viettel” vai cac bién doc lap.

Kiém dinh F cho gia tri p- value nhé hon 0.05 ching t6 mé hinh phu hop, hé sb
twong quan chung R= 0.450 va c4 hai yéu t6 giai thich dugc 20,245% (R?=0.202456)

Bang Coefficients cho phép kiém dinh hé s6 goc cia mo hinh ta co t;=4.535 va
t,=3.064 va p- value=0.000 < 0.05 nén khfmg dinh c¢6 mbi quan hé tdn tai gitra bién
doc 1ap va bién phu thudc. véi hé s6 goc p,;=0.283 va p,=0.191. ta c6 thé viét phuong
trinh nhu sau:
F=3,661 + 0.283Factorl + 0.191Factor 2
Dya vao md hinh héi quy cho thy. v6i hé s6 Pi=0.283 thi khi nhan t6 1 thay doi 1
don vi thi s& 12 cho mutc do hai long véi mang di dong viettel thay d6i 0.283 don vi.
twong tu v6i nhan t6 2. Khi nhan t6 2 thay d6i 1 don vi thi s& 1am cho mirc d6 hai
10ng véi mang viettel thay d6i 0.191 don vi. voi hé sb p= 3,661 thi trong diéu kién
ma cac nhan td khac khong tac dong thi van c6 mot sy hai long nhét dinh vé mang
viettel.
2.3.7. Trung thanh thwong hi¢u

Trung thanh 13 yéu t6 quan trong gitp doanh nghiép c6 lwong khach hang 6n
dinh trong cac diéu kién kho khan. Két qua phan tich théng ké mo ta vé sy muc d

trung thanh cua Viettel dugc thé hién qua théng ké bang va biéu dd nhu sau:
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Bdng 13: Danh gia long trung thanh cua khach hang

Hoan toan Khon Trun Pén Hoan
TT | Muc d¢ long Trung thanh khéng abn & 14 & M | toan
dong y gy P y dong y
| E/‘i’étizlkh“h hang trung thanh cia 25% | 11.6% | 37.2%|34.7% | 14.0%
T6i thdy tw hao khi gi6i thié

2 m‘;;g i,yiet-telaglo n‘g%;gi‘ kﬁ:::l 50%| 83%| 53.7%|24.0%| 9.1%
3 | Téi hai 1ong vé mang Viettel 0.8% | 5.0%]| 31.4%|529%]| 9.9%
4 | Téi yéu thich thuong hiéu Viettel 0.8% | 83%]| 35.5%|463%]| 9.1%

Ti sé tiép tuc str dung mang 0 0 0 0 0
5 | Visttal 1.7% | 7.4% | 124%|47.1% | 31.4%

Biéu dé 5: Mire 46 long trung thanh

(Nguon: So liéu diéu tra)

Qua biéu dd, voi phat biéu t6i sé tiép tuc sir dung mang Viettel thi c6 47,1% khach

hang sir dung mang Viettel cho cho ring ho déng ¥ s& tiép tuc sir dung mang ndy va

¢6 31,4% khach hang cho rang ho khang dinh chéc chin sé st dung mang viettel

trong lau dai, s6 lugng khach hang dang hai 10ng véi mang Viettel chiém ty 1¢ rat 16n

dén 78,5% (47,1%+31,4%) cho thiy s6 luong khach hang st dung mang Viettel s& sir

dung lau dai véi ty 1é rat 1on. Con ty 1¢ cho rang ho s& khong st dung mang
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viettel trong twong lai chiém ty 1& thdp hon véi 8,1% (nhung can phai xem xét nguyén
nhan va cic bién phap dé giai quyét tot nhan giir chan cc khach hang nay).

Véi phat biéu tht hai 13 6i yéu thich thwong hiéu Viettel thi c6 46,3 % nguoi
dugc hoi dang sir dung mang viettel thi ho dong ¥ va 9,1% khach hang hoan toan
dong ¥ v6i quan diém nay bén canh d6 van c6 mot s6 lwong khach hang van cé y kién
trung 1ap voi thuong hiéu nay va c6 9,1% nguoi dugc hoi cho rang ho chwa yéu thich
thuong hi¢u nay.

Vi phat biéu tht ba 14 t6i hai long vé mang Viettel thi c6 52,9% khach hang
cho riang ho dong ¥y véi phat biéu nay, c6 9,9 % khach hang hoan toan dong ¥ va
31,4% khach hang ho thay binh thuong khi sir dung mang Viettel. S5 liéu trén cho ta
thy ty 18 khach hang hai 1ong véi mang nay 1a kha cao. Chimg t6 Viettel dang phuc
vu khach hang khé tt va khach hang thay hai 10ng v&i mang nay, nhung bén canh d6
van c6 mot ty 1& khach hang khong hai 1ong voi mang nay chiém ty 18 5,8%.

Véi phat biéu t6i thdy tir hao khi giGi thiéu mang viettel cho ngueoi khdc thi c¢6
24,0% va 9,1% khach hang cho ring ho dong ¥ va hoan toan dong y véi phat biéu
nay ty 1& nay kha thap, khach hang van chua ty hao khi gidi thiéu cho ban bé sir dung
mang Viettel voi 53,7% khach hang cho 1a trung lap. Ty 18 khach hang khong dong y
va hoan toan khong ddng ¥ 1an lugt 13 5% va 8,3%.

Dbi v6i phat biéu cudi cung 14 i la khdch hang trung thanh cia Viettel thi c6
34,7% va 14% khach hang doéng ¥ va hoan toan dong y véi quan diém nay, véi ty 16
trung thanh nay van chua cao nhiing van la lugng khach hang 16n cua Viettel cho nén
can ¢ nhitng vu dii cho ddi twong nay nham nang cao sy hai 1ong va thoa man, co
37,2% khach hang van dang phan van c6 trung thanh véi Viettel hay khong. Ty 1é cho
rang ho khong trung thanh véi mang viettel 1an luot 13 2,5% va
11,6%.

Pé danh gia mot cach cu thé hon vé mirc 46 dong ¥ vé cac y kién trén ciia khach hang,

khach hang da thyc sy trung thanh véi mang Viettel chua? Ta tién hanh kiém
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dinh gia tri trung binh véi giai thuyét Ho(jt) = 4 va muc ¥ nghia 13 0.05. gia thuyét

HI(fi) =£ 4 ta c6 két qua nhu sau:

Bing 14: Kiém dinh One-Sample Test vé long trung thanh

One-Sample Test

Test Value =4

95%
Mean
Sig. Confidence Interval
t Df Differenc )
(2tailed) of the Difference
(§
Upper
Lower PP
T6i s& tiép tuc sit dung mang viettel | _670 | 120 504 -.06612 -2615 | .1293
Toi yéu thich thuong hicu viettel -6.202 | 120  [000 -45455 -5997 | 3094
To6i hai long vé mang viettel 4912 | 120 .000 -.33884 -4754 2022
Toi thay ty hao khi gioi thidéu mang
viettel cho nguoi Khac 29.160 | 120  |.000 -76033 -9247 | 5960
To1 1a khach hang trung thanh cua
. -6.170 | 120  |.000 -.53719 -7096 | -.3648
viettel

(Nguon: Két qua phan tich)

Qua két qua cia bang trén gitp danh gia mot cac tot hon vé nhimg muc do

ddng y cua khach hang vé mang Viettel. Cu thé nhu sau:

Dbi vai tiéu chi toi s& tiép tuc sir dung mang viettel ¢6 sig = 0.504 > o = 0.05. chua

¢ co s& bac bo H, chap nhan H, trén thyc té, nhu vay khach hang dong y rang sé

tiép tuc sir dung mang Viettel trong twong lai. Khach hang da nhan thay nhiing loi

ich cua mang Viettel mang lai, ho quyét dinh tiép tuc su dung nham dam béo nhan

duoc cac loi ich do. Pdi vai 4 tiéu chi con lai, c6 gia tri sig = 0.000 < a= 0.05. bac

b6 H, chdp nhan H =£4 nhu vay khach hang khong dong ¥ vai cac phét biéu con lai.

Khach hang khong dong ¥ v&i phat biéu yéu thich thuong hiéu Viettel, khach
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hang con biét dén nhiéu thuong hiéu ctia cac mang khac, khach hang c6 thé yéu

thich mot mang nao dé gy nhitng 4n tuong tét d6i véi minh.
D6i v6i phét biéu toi hai 1ong vé mang Viettel thi ¢ thé khach hang do chua dugc

thod man mot cach tdt nhat, chua nhan duge sy cham soc d@)ng bd nhét nén ho van
chua thay hai long. Con hai phat biéu con lai 1a toi 1a khach hang trung thanh va toi
tu hao khi gidi thi¢u mang viettel cho ngudi khac thi do ban dau khéach hang chua
thdy hai long nén n6 anh hudng dén 1ong trung thanh cua khach hang.

2.4. Nhirng han ché va cac nhén t6 anh hwéng dén gia tri thwong hiéu

2.4.1. Nhirng han ché cia thwong hi¢u:

- Nhan biét thwong hiéu: Tir két qua diéu tra cho thay nhan biét thuong hiéu
Viettel qua cic phuong tién truyén thong la thip, ddc biét nhan biét qua Tivi va
Internet. Khach hang nhan biét qua Logo ciing thip diéu d6 chimg to khach hang
nhén biét thuong hi¢u Viettel 1a chua cao.

- Lién tuong thuong hiéu: Qua két qua diéu tra cho thiy khach hang da c6
nhing lién tudng dung v6i hudng ma di dinh vi cho san pham ctia minh. Tuy nhién
khi ma thi phan vién thong dd bdo hoa thi Viettel nén chu trong vao chim soc khach
hang dé gin gitr khach hang. Khi diéu tra vé dic tinh ndi bat cta Viettel khach hang
chua danh gia cao chdm soc khac hang cua Viettel.

- Cam nhan chét luong thuong hiéu: Két qua phan tich cho thdy mutc do hai
long d6i v6i chat lugng phuc vu khach hang cua Viettel 1a chua cao, dac biét khi phan
tich do tin cdy thang do con c6 hai nhan té chua thoa man.

- Trung thanh thuong hiéu: Tir két qua didu tra thong qua két qua kiém dinh
One- Sample Test vé 1ong trung thanh vé6i thuong hiéu Viettel ctia khach hang 1a thép.
Vi vay Viettel can phai 16 lyc nhiéu hon nita dé khach hang trung thanh nhiéu hon véi

thuong hi¢u.

2.4.2. Cac nhan td anh huéng:
Tir nhitng han ché trén t6i da rut ra duoc mot sé nhan té anh huéng dén thuong hiéu

Viettel nhu sau:
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- Chinh sach Marketing dé quang ba thuong hi¢u: Viettel chua chu trong phat
trién thuong higu online trén internet. Van d¢ nay hién nay dugc cac doanh nghiép
nude ngoai va mot sé doanh nghiép trong nudc sir dung rat hidu qua dé quang ba
thuong hi¢u ctia minh.

- Chat luong phuc vu khach hang: Chat lugng phuc vu tai céac diém giao dich la
rit quan trong, ddy la noi ma khach hang thuong xuyén dén dé giao dich, hoi cac thic
méc vé dich vu va 1am cac dich vu sau ban khac. Do d6 doi ngii giao dich vién tai cac
diém tiép xtic co tic dong rat 16n tdi hinh anh ciing nhur uy tin cua Viettel.

- Cham séc khach hang cua Viettel can phai duoc quan tim ding mirc. Vé phia
khach hang thi luén mong mudn nhan duoc cang nhiéu hinh thitc cham séc khach
hang cang tdt, cac thiac mac khiéu nai ciia khach hang phai duoc giai quyét nhanh
chong dé khach hang thoa man hon véi dich vu ddy 1a nhan t6 rat quan trong dé gin

gilt khach hang va khach hang s€ tin tudng va trung thanh véi thuong hiéu.
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KET LUAN CHUONG 2

Phat trién va giit vitng thuong hiéu gitip tao uy tin 16n ddi véi khach hang, tao
long trung thanh cao, thu hat khach hang tiép tuc st dung dich vu cua Viettel.
Thuong hiéu Viettel 1a sy dam bao vé chat luong dich vy, tao uy tin 16n vé chat
lwong dich vu vién théng trong rit nhiéu nim qua. Piéu ndy, cac doanh nghiép khac
hoan toan khong cé dugc tai cadc nudc Viettel da dau tu noi chung va thi truong Viét
Nam noi riéng.

Déi véi Viettel, thuong hiéu chinh 13 yéu té chil yéu quyét dinh khi lya chon sir
dung dich vu vién thong, bai thuong hiéu tao cho khach hang su an tam, tin tudng
vao chat luong san phém, gia cude, cham soc khach hang, chét luong dich vu tiét
kiém thoi gian tim kiém thong tin, tranh dugc rii ro.

Viéc trién khai hé théng nhén dién thuong hi¢u dugc Viettel thuc hién thong qua
cac hoat dong truyén thong, quang ba thuong hiéu nhu hop dong tai tro cac su kién
trén truyén hinh, tai trg Hoi chg thuong mai, tham gia quang cdo trén céc tap chi,
bao, truyén hinh, t6 chirc cac chuong trinh khuyén mai, Internet ...da duoc thuc hién
gop phan phat huy hiéu qua tong hop hiéu qua PR, ning cao uy tin va thuong hiéu
Viettel.

Tuy nhién tir két qua diéu tra cho thdy khach hang nhan biét thuong hiéu
Viettel théng qua cac hinh thirc quang cdo 1a khé tét. Nhung nhin mot cach tong thé
thi Viettel ding thir 2 sau Mobiphone, dic biét su nhan biét Viettel qua Internet tir két
qua khao sat cho thay két qua thap dat 62.9%. Trong khi ngdy nay cong nghé thong
tin va truyén thong dang phat trién manh mé thi viéc thyc hién quang ba thuong hiéu

qua Internet 14 rat quan trong va can thiét duoc cac cong ty.

Hién nay khi thi phan vién thong dudng nhu c6 déu hién bdo hoa thi van dé dat
ra d6i voi cac nha cung cép dich vu 1 1am thé nao dé phat trién dugc khach hang méi
su dung dich vu ctia minh da kho thi viéc gitr chan khach hang con kho hon nhiéu.
Dé gin gitr duoc khach hang thi cong ty phai c¢6 chuong trinh chdm soc khach hang
t6t, giai quyét nhanh cac thic méc, khiéu nai cua khach hang, s& tao duoc su tin ciy

va an tAm tir phia khach hang. Theo két qua diéu tra khao sat trén
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cho thay c6 9,3% ngudi duge hoi cho rang Viettel chim soc khach hang tbt, con s6
nay 1a qué thap. Vi vay Viettel can phai ¢ giai phap cu thé dé c6 thé nang cao hinh
anh thuong hi¢u Viettel trong tam tri khach hang.

Can ning cao chat luong phuc vu khach hang, khong nging nang cao trinh d6
nghiép vu voi d6i ngii nhan vién giao dich dé c6 tac phong chuyén nghiép va thai do
hoa nha, vui vé, than thi¢n véi khach hang.

Nhin chung thong qua viéc khao sat khach hang cho thiy Viettel 1a thuong
hiéu ¢6 uy tin, duoc khach hang nhé dén dau tién khi duoc nhic dén, tén thuong hiéu
1a yéu t6 chinh giup khach hang nhan biét thuong hi¢u. Piéu nay chimg té thuong

hiéu Viettel da c6 chd dung trong tAm tri ctia khach hang.



WiEEn kinh tf & Qwmhan 1§ Tmaomg K hiua

el .

CHUONG 3

PE XUAT MOT SO GIAI PHAP NHAM NANG CAO GIA TRI
THUONG HIEU VIETTEL

Ttr nhitng phan tich tir chuong 2, t6i néu ra mot s6 giai phap dé co thé phat trién

gia tri thuong hiu cta Viettel:

3.1 Muc tiéu phat trién thuong hiéu ciia Viettel

+ Van dung c6 hi¢u qua hé théng nhan dién thuong hi¢u trong tat ca cac an
pham, cac hoat dong tiép thi - ban hang, online trén mang dic biét 1a tén thuong hiéu.

+ Phat trién thuong hiéu vimg manh va ning cao chat luong ciia mang lugi
vién thong theo hudng hién dai, dong bo, rong khip khong chi trong nudc ma con
phat trién manh tai cac nudc Viettel dau tu.

+ Cung cip cac dich vu da dang, chit luong dat tiéu chuan qudc té dén nguoi
dan trén khip moi mién cua dit nudc va cac qudc gia Viettel di dau tu.

+ Duy tri hinh anh thwong hiéu 14 doanh nghiép cung cip cac dich vu VT-
CNTT 16n nhat trén thi truong VI-CNTT véi chat lugng cung cip t6t nhét, gia ca
thap nhét.

+ Phat trién manh céc dich vu gia tang gia tri trén di dong va cac dich vu mdi,
ting budc phd cap Internet.

+ Piy manh céc hoat dong quang ba thwong hiéu nham dua thuong hiéu
Viettel dén gan véi khach hang hon.

+ Tbi da hoa hiéu qua hoat dong phat trién thuong hi¢u, cam két dem dén cho
khach hang nhiing gia tri thuc cta cudc song bang nhiing san pham VT va CNTT c¢6
chat lwong dich vu va phuc vu t6t nhit.

3.2 Cac giai phap phat trién thwong hi¢u Viettel:
3.2.1 Phat trién thwong hiéu online gin véi hé thong nhin dién thwong
hi¢u thong qua Internet.

a> Co so lwa chon:
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Khi viéc tiép can véi Internet ngay cang tré nén dé dang hon nho su phat trién ciia
cac dich vu mang, nén cac doanh nghi¢p thi nhau quang ba thuong hi€u cia minh
thong qua cac Website. Thong qua mang Internet mot cong ty nhéd sé duong nhu 16n
hon, mdt thuong hi€u cli duong nhu méi mé hon néu c6 dugc mot Website thiét ké
tdt. Ngoai ra, thi truong muc tiéu cho mot thuong hiéu cé thé mé rong hon vé mat dia
Iy vi ddy 1a mang toan cau va Website ciia doanh nghiép c6 thé nbi voi cac Website
khac nham khai thic méi quan hé ddi tac.

Bén canh viéc quang céo qua truyén hinh, Viettel nén ting cuong quang ba
thuong hiéu trén Internet thong qua Website. Ty 1¢ khach hang biét dén Viettel qua
phuong tién nay 1a 62,9% chua duoc cao lam trong khi lugng khach hang sir dung
Internet & nudc ta 1a rat 16n.

Viéc “lam thuong hi¢u” da tré nén quen thudgc voi moi doanh nghi¢p, nhung
“lam thuwong hiéu truc tuyén” thi hdu nhu van con qud méi mé voi hau hét doanh
nghi¢p Viét Nam noi chung va Viettel noi riéng.

Lam thwong hiéu chinh 13 xdy dung mot nén tang nhan dién viing chéc giup cho
cac nhan vién tiép thi - ban hang phat trién thi truong dé dang hon rat nhiéu.

Viéc phat trién thuong hiéu dién tir gitp khach hang dé dang tim kiém thong tin
vé doanh nghiép va san phém, dich vu.

b> Muc tiéu giai phap.

Tir két qua danh gia nguodn dir liéu diéu tra viéc nhan biét thuong hiéu Viettel
qua Internet chi dat 62,9% day 1a con s6 kha thap d6i v6i tAm nhin thuong hiéu cta
Tap doan vién thong Quan doi Viettel, vdi muc tiéu nang cao nhan dién thuong hiéu
Viettel thuong qua Internet tir phia khach hang 1én trén 90% thi Viettel can thyc hién
mdt s6 giai phap sau.

c> Noi dung giai phap.

bé phat trién dugc thuong hi€u online nham nang cao nhan dién thuong hiéu tur
phia khéach hang, Viettel can phai thuc hién cac hoat dong cu thé sau:

- Hiéu biét ¥ tuong thuong hiéu, muc tiéu thuong mai cta Viettel, dua ¥ tuong

va muc tiéu d6 to1 voi ban doc va khach hang.



WiEEn kinh tf & Qwmhan 1§ Tmaomg K hiua
FuLAESE P ol O el =

- Xay dung website v&i ndi dung phong pht, hinh thirc dep, thich hop vdi bo
nhan dién thuong hiéu, giup cho déng dao ngudi quan tdm biét tdi dich vu va san
pham cuia Viettel mot cach rd rang nhat.

- Website than thién, d& sir dung, d& trao doi, do twong tac cao véi doc gia.

- St dung cac cong cu hd tro nhu: xay dung event truc tuyén, cac chién dich
email marketing, tham gia vao cac dién dan, xuat hién trén bao dién tr, lam SEO, xay
dung cac chirc nang thuong mai dién tir cho website ...

- C6 bd nhan dién thuong hiu truc tuyén tuong thich véi bd nhéan dién thuong
hiéu hién dang sir dung trong cac hoat dong truyén thong, tiép thi, ban hang.

- Can dua thong tin vé cac 4n pham lién quan dén san pham, dich vu, cac hoat
dong khuyén mai, truyén thong, chim séc khach hang... 1én website dé gitp khach
hang c6 nhin nhin tdt hon vé cac hoat dong va viéc nhan thac vé thuong hi¢u cta
Viettel ciing t6t hon.

d> Két qud mong doi

Tir cac giai phap trén cho thiy viéc quang ba thuong hiéu va xay dung thuong
hiéu néu 1am tdt, 1am thuc su s& c6 tinh lan toéa rat 16n, nhiéu vu diém. T6i tin chic
rang giai phap trén s& nang cao dugc sy nhan biét thuong hiéu tir phia khach hang
khoéng chi & muc 62,9% nhu hién nay ma s& nhanh chong tang 1én rat cao trong twong
lai dat trén 90%.

Tom lai, viéc xay dung va quang ba thuong hi€u trén Internet that su co rat
nhiéu tién ich va wu diém nhu chi phi thap, mic do chi tiét cao (thong tin vé san
phém, vé cong ty, tin tirc, thong tin cdp nhat khéc, thong cdo bao chi.), tiét kiém thoi
gian va chi phi cho khach hang khi tim hiéu, dang ky dich vu cta Viettel va quan
trong hon hét 13 tao mdi quan hé bén ving giita Viettel va khach hang. Vi 1& d¢, thiét
nghi Viettel khong nén bo trong thoi dai thong tin dang phat trién nhu vii bio nhu
hién nay.

3.2.2. Giai phap ting cwdng cong tic chim séc khach hang, giai quyét triét dé
cac thic mac khiéu nai ciia khach hang.

a> Co so lwa chon:
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Khach hang luén mong mudn dugc nhan cang nhiéu hinh thirc chiam soc khach
hang cang tot va do ciing 1a mong mudn cta hau hét cac khach hang khi dugc phong
van,

Hon nita yéu t6 giai quyét cac thic méc, khiéu nai cua khach hang Viettel chua
dugc khach hang danh gia cao. Nguyén nhan chinh 1a do khach hang chua thoa man
v6i tinh hinh cham séc khach hang cia Viettel, vi vay khi dugc hoi chi c6 9,3%
khach hang danh gia Viettel cham séc khach hang tdt.

Hién nay thi phén vién thong gén nhu da bao hoa, viéc phat trién dugc mot thué
bao mai 1a rat kho khan, thi viéc gin gitr khach hang lai cang khé khan hon. Vi vay
van dé dat ra 1a 1am thé nao dé giir dwoc khach hang. Bé gin giit dugc khach hang thi
van dé tién quyét va quan trong nhat 1a phai thuc hién cham soéc khach hang tot.

b> Muc tiéu giai phap.

Nham nang cao 4n tuong ciia khach hang mdi khi lién tuong nhé dén thuong
hi€u Viettel c6 chuong trinh cham séc khach hang tét, véi muc ti€u nang cao nhan
thirc ciia khach hang cam nhan Viettel c6 chuong trinh cham so6c khach tdt tir 9,3%
1én trén 80% thi Viettel can thyc hién mot sb giai phap sau.

¢> Ngi dung giai phap.

Thoi gian qua, viéc cham soéc khach hang cua cac nha cung cap dich vu vién
thong da c6 nhirng budc tién, nhung van chua dugc dau tu va 1ap ké hoach cu thé
nhu mot sd hoat dong khac. ba s6 con xem do la cong viéc giai quyét su vu khiéu nai
phat sinh. Hau qua cho thdy & méi truong canh tranh manh nhu hién nay, khach hang
khong hai 1ong vé6i dich vu cua doanh nghiép va ho khi d6 thudong chuyén sang sir
dung dich vu thay thé ctia doanh nghiép khac. Pé giit duoc khach hang va ning cao
muirc d6 hai 1ong cua ho can phai thuc hién.

- Giai quyét kip thoi cac khiéu nai cua khach hang, khuyén khich ho khiéu nai
va thu thap khiéu nai.

- Tb chirc trao doi phong van khach hang di roi bo doanh nghiép hodc thu thap

tir phuong tién thong dai chung, tir bao cdo cta cac bd phan tiép xuc truc tiép
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giao dich véi khach hang. Doanh nghiép can xay dung qui trinh giai quyét khiéu nai
don gian, nhanh chong va dé dang dé khuyén khich khach hang khiéu nai.

- Xay dung co s& dir liéu khach hang. Cac co so dit liéu nay s& ho trg nhan
vién giai quyét khiéu nai moi théng tin vé qua trinh sir dung dich vu ciia khach hang,
cac vin ban lién quan va cic cong cu dé giai quyét kip thoi va hop 1y. Tir ddy cac bd
phan quan 1y ctia doanh nghiép ciing tién theo ddi dé dé diéu chinh phu hop.

- Lua chon, dao tao chuyén mon nghi€p vu va phan quyén cho nhan vién giai
quyét khiéu nai truc tiép. Viéc nay s& giup cho ho giai quyét dwoc khiéu nai coa
khach hang ngay lan dau tién nhan don thu khiéu nai. Nhu véy chi phi vé thoi gian va
phuong tién di lai ciing nhu cong cu giao dich dugc giam tbi da, mang lai loi ich cho
ca tur hai phia, khach hang va doanh nghiép.

- Nang cao kha ning giao tiép ciia nhan vién giao dich, béi su nhiét tinh cta ho
trong viéc dap ung cac yéu cau va nhu cau dic biét cia khach hang anh huéng 16n
dén sy hai 1ong ctia khach hang.

- Doanh nghiép nén thué€ cac cong ty lam dich vy, vai trd clia cac cong ty nay
gidng nhu mot dai 1y cip I, ho giai dap thic méc va hd trg cac doanh nghiép thuc hién
céc loai hinh dich vu nhu chuyén hinh thirc cho khach hang tir tra trudc sang tra sau
va nguoc lai, chuyén chu quyén, tam cét hodc ndi thong tin, thay ddi dia chi thanh
toan, thay Sim, thu cudc, mé thong tin thong bao no cude, huy hoic dbi hop dong.

- Ngoai ra, doanh nghiép can xay dung hé thong trg gitip nhu cung cép thong
tin vé cc van dé thuong gip, mé hop thu tra 101 thic méc cta khach hang, t6 chirc b
phan tiép nhén cudc goi, thiét 1ap hé théng trd 101 tw dong hodc cung cép s6 dién thoai
mién phi ho trg khach hang.

d> Két qua mong doi:
Véi nhitng giai phap thuc hién néu trén néu thyc hién t6t va bai ban s& giai
quyét triét dé cac khiéu nai ctua khach hang, ning cao kha ning giao tiép cho dbi
tugng tiép xuc truc tiép voi khach hang tir 46 gia ting thoéa man cua khach hang, ting

murc do hai long tir phia khach hang, khi d6 muc tiéu nang cao nhén thuc ctua
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khach hang cam nhan Viettel c¢6 chwong trinh cham soc khach tot tir 9,3% 1én trén 80%
s€ som trd thanh hién thuec.

e> Ké hoach hanh dong:

Xay dung ké hoach chim séc khach hang hang nam.

T6 chie chuong trinh chiam soc khach hang véi chu dé khac nhau thong qua hai
hinh thirc: T6 chitrc ban tu van cham soc, giai dap thong tin cho khach hang; Cham
soc khach hang 16n truc tiép tai dia chi cua khach hang nham cung cip dich vu tot
nhat dap lai sy tin ding ctia khach hang. Mit khac nhim da dang hoa céc hinh thic
cham séc khach hang dic biét 1a cac ddi twong khach hang 16n dong thoi thé hién su
quan tam, tri an ddi véi cac khach hang 16n cua Viettel bang nhimng hanh dong chim
soc thiét thuc nhat.

Muc dich cua chuong trinh:

+ Thong qua hoat dong CSKH phai 1am cho khach hang thay dugc hinh anh
cua Viettel, cdm nhan dugc sy quan tam cu thé tir Viettel, dem lai sy hai long cho
khéach hang khi st dung dich vu cua Viettel, cac chinh sach vu dai ma khach hang
duogc huong.

+ La cau ndi dé ning cao su hiéu biét 14n nhau gitta khach hang va Viettel véi
muc dich 1am cho khach hang hiéu duogc tinh nang, tdc dung, loi ich cua vi¢c st dung
dich vu dé)ng thoi lam cho don vi hiéu duge nhu cau cia khach hang qua do diéu
chinh cong tdc SXKD cho phu hgp.

+ Thyc hién cua qua trinh tiép thi, ban hang, cham séc sau ban; quan 1y chat ché
va tao dung mdi quan hé bén chat voi khach hang dé khach hang sir dung dich vu cia
Viettel mot cach thuong xuyén, lau dai.

Noi dung cham sdc:

+ Hudng dan, tu van, gidi thiéu khach hang vé gia cude, cach sir dung dich vu.

+ Két hop gidi thiéu cac chuwong trinh khuyén mai.

+ Gi6i thi€u cac chinh sach uu dai danh cho khach hang 16n.

+L4y vy kién danh gia, gop ¥ cta khach hang thong qua mau phiéu thu thap
thong tin khach hang.
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+ Tang qua luu ni¢m.

3.2.3. Giai phap ning cao chit lwong phuc vu khach hang.

a>  Co so lua chon.

Chat lugng doi ngil giao dich vién hién nay cua Viettel 1a khong dong déu,
thai do phuc vu ctia mot sé giao dich vién con thiéu chuyén nghiép va van con mang
tu tudéng kinh doanh cii. Thuc té, doi ngil giao dich vién nay chinh la b mat cua
Viettel thé hién hang ngay voi khach hang. Chat lugng phuc vu cta doi ngii nay cé
tac dong rat 1on t6i hinh anh ciing nhu uy tin ciia Viettel.

Nang cao chat luong phuc vu bang cach khong ngimg nang cao trinh d nghiép vu
voi doi ngili nhan vién ¢6 tac phong chuyén nghi¢p va thai d§ hoa nha, vui vé, than thién
v6i khach hang. C6 nhiéu ¥ kién ctia khach hang cho rang diéu nay la can thiét.

b> Muc tiéu gidi phap.

Nang cao chat lwong phuc vu khach hang tai cac diém tiép xuc thwong hiéu,
tang cudng chat lugng phuc vu cua cac diém tiép xuc thuong hiéu, ning chuyén mén
nghiép vu cta giao dich vién tai cac diém tiép xtc nén chuyén nghiép hon dap tng
nhu ciu phuc vu ngay cang cao ciia khach hang.

c> Noi dung giai phap.

Dé nang cao chét luong ctia doi ngil nay can thyuc hién mot sd bién phap sau:

Trude hét can thdng nhit vé cac tiéu chuin hinh thirc bén ngoai v6i doi ngii
giao dich vién nay nhu dong phuc, quan 4o, gidy dép, dau toc, cung cach phuc vu....
Trong cudn “Cam nang thuong hiéu” tuy c6 dé cap dén téi trang phuc cho doi ngii
giao dich vién. Tuy nhién dé trién khai trén thuc té thi can chi tiét hoa hon. Thuyc té
c6 thé thué cac nha thiét ké tao mau dwa trén nhiing tiéu chi nhu dic diém kinh
doanh, hay h¢ thong thuong hi¢u. Ciing gidng nhu hé thong nhan dién thuong hi¢u
mai da duoc ap dung, viéc dua ra mot chuin théng nhét cho doi ngli giao dich vién
s& gop phan ning cao hinh anh cua Viettel ciing nhu ting cuong y thirc phuc vu cia
doi ngii nay.

Thir hai can xdy dung bd quy tic Gmg xir ctia nhan vién khi tiép xtc véi cac

khach hang nhu bo tiéu chuan danh gia mirc do hoan thanh cong viéc, khen thuong
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va ky luat dé c6 thé do ludng chinh x4c hidu qua cta doi ngii nay tir d6 ¢ nhiing
diéu chinh kip thoi.

Thu ba, cong tac tap huén, cap nhat thong tin cho doi ngii giao dich vién 1a dac
biét can thiét vira gop phan nang cao nghiép vu cho ho, vira tao diéu kién dé ho ¢o
thé phat huy hét kha ning chuyén mén ciia minh.

Thir tu, can tai cau trac lai lao dong cho di dao tao lai va danh phan ngan quy
giai quyét chinh sach lao dong khong con dii nang lyc phuc vu....

Ngoai ra, hé théng thu ng chua dugc xem nhu 1a 1 kénh thong tin phat trién,
quang ba dich vu Viettel dén khach hang, 1a hinh anh dai dién truc tiép cua Viettel
dén vai khach hang. Do dé, can ting cudng hudng dan nghiép vu, cac chinh sach gia
cudc khuyén mai dbi v6i nhan vién thu ng dé co thé tu van cho khach hang, thai do,
cach ung xir v6i khach hang, dong phuc dam bao tinh chuyén nghiép nham gay thién
cam cho khach hang vé hinh anh cia Viettel.

* P6i v6i nhan vién giao dich v6i khach hang: Ting cuong kiém tra, giam sat,
chan chinh viéc phuc vu khach hang ctia nhan vién thong qua hinh thtrc khach hang
bi mat. Béng moi bi¢n phap thiét thuce, hiru hiéu, xay dung co ché thudng, phat nham
nang cao y thure trach nhiém cua CBNV trong cong tac phuc vu khach hang:

+ Thai d§: ding muc, tan tinh, hop tac, lich su v6i khach hang.

+ Trang phuc, hinh thuc: dau toc, d@)ng phuc gon gang, ngin nép. Nhan vién mac
ddng phuc theo dung chirc danh cong viéc.

+ Phong céch: Khong lam viéc riéng, an uéng, hut thube tai noi lam vi¢c, khong
ndi chuyén riéng khi giao dich véi khach hang.

+ Kién thirc: cap nhat cac co ché, chinh sach, dich vu méi.

d> Két qud mong doi.

Véi nhirng 16 luc trén toi tin rdng s& nang cao chat lugng phuc vu khach hang
tai cac diém tiép xuc, giai quyét duoc hét nhitng bang khodan, thac mic, khiéu nai tir
phia khich hang khi sir dung céc dich vu vién thong. Khach hang s& hai long véi cac

san phém dich vu ma minh dang st dung, tir do tiép tuc st dung dich vu va
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trung thanh véi Viettel, khi d6 s& gidi thiéu v6i ban bé va nguoi than sir dung san pham

dich vu vién théng cua Viettel vi dugc chiam soc tot.
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Mot thuong hiéu mudn tdn tai duoc trong tam tri cua khach hang va duoc
cong chung biét dén phai 1a mot thuong hiéu phai c6 nhitng dic tinh riéng ctia n6 ma
cac thuong hiéu khac khong c6 duge. Diéu nay doi hoi Viettel can ¢ chién luge nhat
quan trong dinh vi thwong hiéu, quang ba truyén théng thuong hiéu,van dung c6 hiéu
qua h¢ théng nhan dién thuong hi¢u... nham xay dung va duy tri hinh anh Viettel 1a
doanh nghiép cung cip dich vu vién thong hang dau trén thi trudng dich vu vién
thong - Cong nghé thong tin, luén cam két cung cép cho khach hang nhimng dich vu
v6i chét lugng t6t nhat, gia ca thap nhét thi truong.

Bang viéc tao ra nhitng khac biét gitra cic san pham thong qua Thuong hiéu,
duy tri va phét trién long trung thanh cua khach hang d6i voi thuong hiéu, Viettel s&
tao cho minh nhiing tai san khong phai 1a tai san hiru hinh nhu nha xudéng, méy moc
... ma 13 tai san v6 hinh nhu 1 k¥ ning quan ly didu hanh, nhan sy, bi quyét cong
ngh¢. d6 chinh 1a nhiing gié tri tao nén thuong hi¢u. Nhu vay thuong hiéu Viettel 1a
mot tai san vo hinh c6 gia tri can dugc quan tim va dau tu thich dang. Uy tin that su
ctia thuong hiéu luén gin lién véi chat luong san pham va dich vu. Mic du c6 chién
lugc phat trién thuong hi¢u toan dién va chuyén nghiép, nhung thuong hi¢u chi dugc
khach hang biét dén khi chit luong san pham, dich vu dugc khang dinh. Vi vay, dé
thuong hiéu phét trién manh mé, dem lai hiéu qua thiét thuc, Viettel can ting cuong
dau tu, t6 chirc va diéu hanh tot mang ludi, nang cao chét lugng va da dang hoa cac
loai hinh dich vy, tang cuong k¥ nang kinh doanh, dao tao ddi ngii can bo... Pac biét,
chiam soc khach hang 1a mot trong nhiing tiéu chi quan trong khang dinh uy ti cta
mdi thuong hidu. Do d6, can xay dung nhiéu chwong trinh chim soc khach hang thiét
thyc, trong d6 xac dinh rd chinh khach hang Iam nén thanh cong cua Viettel.

Mot thi truong vién théng phat trién ding hudng doi hoi nhiéu yéu té ma
trong do d'fiy manh viéc nang cao chét luong dich vu, cht trong déu tu co so ha tﬁng
mang, chinh sdch Marketing, moéi truong phép 1y, vai tro ciia co quan quan ly la dac

biét quan trong. Viéc xdy dung duoc mot chién luge phat trién hop 1y, ton trong
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khach hang s& gitp cho doanh nghiép khang dinh duoc vi tri va thwong hiéu cia
minh, chu dong canh tranh va dap tng dugc cac yéu cau khat khe nhét cua nén kinh
té dat nudc khi hoi nhap day du nén kinh té thé gidi trong cac nam tiép theo.

DPé tng pho véi cac thach thirc, ndm bit cic co hoi phat trién, Viettel can
hoach dinh mét chién lugc phat trién dang dén, khong chi nang cao chét luong dich
vu ma con phai khong ngung gia tang cac gia tri cho khach hang thong qua céc dich
vu hdu mai, chdm s6c khach hang. Quan hé cong chiing chinh la bién phap quan trong
dé chiém dugc tinh cam cua khach hang, danh duogc sy quan tam va chu y ctia cong
chung. Viéc déy manh hoat dong quan h¢ cong chiing 1a mdt doi hoi tat yéu, can duoc
quan tdm hon nita va phai dugc thuc hién thuong xuyén, mot cach déng bd va nhat
quéan trong cac don vi ciia Viettel. Day ciing chinh 1a céng cu hitu hi¢u dé phat trién

manh thuong hi€u Viettel.
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PHU LUC I: BANG HOI CHiNH THUC

Ma s0 phiéu

PHIEU PIEU TRA

Chao cac ban!

T6i 1a hoc vién cao hoc Lop 12BQTKD3- khoa Quan tri Kinh doanh — Vién kinh té
va Quan ly truong Pai hoc BKHN. Hi¢n tai téi dang thuc hién dé tai nghién ctru “Pé
xudt mét sé giai phdp nham néng cao gid tri thwong hiéu Viettel dwa vao cim
nhén ciia khdach hang”. Bé c6 thé hoan thanh dugc dé tai rat can dugc su hop tac ctia
céc ban. Thong tin ma cac ban cung cip sé& dugc giit kin va chi sit dung cho muc dich
nghién ctru. Xin chan thanh cadm on!

( 0: chon nhiéu phuong an ; O: chon mét phuong an)
PHAN L.
Cau 1: Anh/chi biét dén mang di dong nao khong?

0 C6 -> tiép tuc 0 Khong -> ngung
Cau 2: Anh/chi vui long sép sép theo thur ty vu tién (1,2,3,4,...) cac mang ma anh chi nho

dén?

Céu 3: Anh/chi biét cac mang di dong hién tai qua cac phuong tién truyén thong nio sau

day:
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(C6 thé chon nhiéu cau tra 1di cho mot mang di dong)

Quéng céo dinh

uang cao Bang ron, ap| Gia dinh, ,
Quang trén bao, tap £ P Internet Khac
trén tivi phich ban bé
chi

Tén mang di dong

Mobifone

Vinafone
Viettel
GTel

Vietnamobile

Khéc

Khong nhé ro

Ciu 4: Hién tai anh/chi c6 dang st dung mang Viettel khong? Néu khong thi mang nao?

o Co -> vui 10ng bd qua céu 5, 6 roi tiép tuc
o Khong (............... ) ->vui 1ong tra 10 cau 5, 6, 7, 8, 9, 12 rdi chuyén

sang

Cau 5. Vi sao anh/chi khong dung mang Viettel? ..........ccccoviriiiniiniiiieceeeeee e

Cau 6: Anh/chi c¢6 ¥ dinh chuyén sang sir dung mang Viettel trong thoi gian toi khong
?

o Co 0 Khong

CAu 7: Anh/chi cho biét mau chu dao cua thuong hi¢u Viettel?

o Dbd-xanh 0 Xanh-cam
o Vang-den 0 Cam-xam
o Xanh 0 Khong biét

Cau 8. Anh chi cho biét slogan cuia Viettel?
0 Moi lic- moi noi
0 Luoén bén ban du ban ¢ noi dau
o Khong ngumg vuon xa

o Hay noi theo cach cua ban
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o Mang di dong mdi- trao luu moi
o Live on bright side
o Khong nhd

Cau 9. Khi nghi vé Viettel thi anh/chi nghi dén dic tinh ndi bat nio ma Viettel mang lai:

(Chi chon mot cdu tra loi)

0o Mang gia ré 0 Mang danh cho gidi tré
0 Cham séc khach hang tét 0 Mang di dong c6 chwong trinh quang céo
dic séc

o Chat luong dam thoai t6t 0 Vung phu soéng rong

V&i mdi cau phat biéu sau Anh/chi vui 1ong danh dau cdu tra 161 danh gia diing nhat
quan diém cua anh chj theo cac mirc do sau:

1. Hoan toan khéng dongy  2.Khéng dongy 3. Trung lip ~ 4.Pongy 5.
Hoan toan dong y
Cau 10. Anh/chi hiy cho biét danh gia ciia anh chi vé cac tiéu chi sau day ctia mang
dién thoai di dong Viettel. (Danh cho nguoi dang su dung Viettel)

Tiéu chi Mirc do danh gia

1 21 3| 4

A.Chét A.1 Mang di dong phu song khip toan qubc

luong |A.2 Chét lwong dam thoai rd rang

dich A.3 Cac cudc goi thong sudt, khong bi nghén mang

hay nhiéu song

A.4 Dé dang str dung nhiéu dich vu GTGT

B. Chét B.1Thu tuc don gian

lvong |B.2 Hé thong cira hang giao dich rong khip
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B.3Nhiéu chwong trinh khuyén mai, giam gia

B.4 Nhan vién cham soc khach hang c6 thai do than

thién, vui vé va lich sy

B.5 Thic mac va khiéu nai duoc giai quyét thoa dang

B.6 Nhiéu hinh thtre thanh toan thuan tién

C.Gia |C.2 Phi hoa mang dich vu di dong 1a hop 1y

CUOC1C.2 Gia cude goi, nhan tin hop 1y

Tén mang di dong Thtr tu vu tién nhd dén

Mobifone

[Vinafone

Viettel

GTel

Vietnamobile

Khac ( )

Ciau 11. Anh/chi cho biét danh gia ciia minh vé céc y kién sau (Danh cho ngudi

dang st dung)

Tiéu chi Mirc d§ danh gia

1 2 31 4

Tbi s& tiép tuc st dung mang Viettel

To6i yéu thich thuong hi¢u Viettel

T61 hai long vé chat luong dich vu Viettel

T6i thay tu hao khi gidi thiéu mang Viettel cho ngudi khac

To1 1a khach hang trung thanh cua Viettel
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Cau 1-2. Theo anh/chi dé thu hut khach hang thi Viettel can phai lam gi?
o Nang cao chét lugng va sb luong san phém, dich vu tién ich
0 Nang céo chét lugng phuc vy, chim séc khach hang
0 Khuyén mai nhiéu hon
o Téang cuong quang cao, PR
0 Mé rong vung phu soéng
0 Mo rong kénh phan phdi

0 Khac( vui 10ng N€U I8): .eovveveieeiieiieieeeie e
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PHAN II.Vui 10ng dién day du thong tin ca nhan

CAU 13, TN oo S6 dién thoai: ......ccevveervecrennenn,
Cau 14. Gioi tinh: o Nam o N
Cau 15. Dbi tugng: o Sinh vién............. o Cong nhan.................. aoVién chuc.............
Cau 16. Do tudi: 0 18-20 tudi 0 20-22 tudi o Trén 22

Cau 17. Anh/chi chi tra bao nhiéu tién di dong mdi thang:
o Dué1 50.000 o Tur 50.000-100.00 g Trén 100.000
Cau 18. Xin Anh/ chi cho biét Qué quan:
o Ha Noi 0 Ngoai tinh

Xin chan thanh cadm on su hop tac cua Anh/chi.



WiEn kinh & & QDaan 1§ Trnaomg E hdu

FoEAEE B LR )] T

PHU LUC 2: KET QUA THONG KE MO TA

. Valid Cumulativ
Valid Frequency Percent
Percent e Percent
co 140 100.0 100.0 100.0
Mobhil®
one Valid Cumulative
. Percent Percent
Valid Frequency Percent
mang nho dau tien 46 329 32.9 329
mang nho thu 2 79 56.4 56.4 89.3
mang nho thu 3 15 10.7 10.7 100.0
Total 140 100.0 100.0
Fid .
¥ I

one
Valid Cumulative
Percent Percent
Frequency Percent
valid mang nho dau tien Z.1 Z.1 2.1
mang nho thu 2 24 17.1 17.1 19.3
mang nho thu 3 100 71.4 71.4 90.7
mang nho thu 4 9 6.4 6.4 97.1
mang nho thu 5 4 2.9 2.9 100.0
Total 140 100.0 100.0
Viettel
Frequency Percent Valid Percent Cumulative Percent
90 04.5 04.5 04.5
Valid  mang nho thu 2 35 25.0 25.0 89.3
mang nho thu 3 14 10.0 10.0 99.3
mang nho thu 4 1 7 7 100.0
Total 140 100.0 100.0
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GTel
Frequency Percent Valid Percent ggrr:;ﬂ?tive
Valid mang nho dau tien 1 i i i
mang nho thu 3 3 2.1 2.1 2.9
mang nho thu 4 51 36.4 36.4 39.3
mang nho thu 5 85 60.7 60.7 100.0
Total 140 100.0 100.0
vietnamobile
Khac
Frequency Percent Valid Percent Cumulative Percent
Valid mang nho dau tien
1 7 14.3 14.3
mang nho thu 2
1 7 14.3 28.6
mang nho thu 6
5 3.6 71.4 100.0
Total
7 5.0 100.0
Missing 9
133 95.0
Total
140 100.0
biet den mobifone thong qua quang cao tren tivi
Cumulative
Frequency Percent Valid Percent
Percent
vaia co
126 90.0 90.0 90.0
khong
14 10.0 10.0 100.0
Total
140 100.0 100.0

biet den mobifone thong qua quang cao tren bao chi
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Cumulative
Frequency Percent Valid Percent
Percent
Valid co
80 57.1 57.1 57.1
khong
60 42.9 42.9 100.0
Total
140 100.0 100.0
ie n mobifone thong qu ng ron bang ron ap
Ph] ch Frequency Percent Valid Percent Cumulative Percent
Vald [
85 60.7 60.7 60.7
khong
55 393 39.3 100.0
Total
. o 140 . | .100.0 100.0
biet den mobifone thdng qua gia dinh ban
L=
Frequency Percent Valid Percent Cumulative Percent
Valid co 100 71.4 71.4 71.4
khong 40 28.6 28.6 100.0
Total 140 100.0 100.0
biet den mobifone thong qua internet
Frequency Percent Valid Percent Cumulative Percent
Valid co 9% 67.1 67.1 67.1
khong 46 329 32.9 100.0
Total 140 100.0 100.0

biet den vinaphone thong qua quang cao tren tivi

Frequency Percent Valid Percent Cumulative Percent
Valid _ co
107 76.4 76.4 76.4
khong
33 23.6 23.6 100.0
Total
140 100.0 100.0
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Biet den vinaphone thong quaquang cao tren bao chi

Frequency Percent Valid Percent Cumulative Percent
Valid co 78 55.7 55.7 55.7
khong 62 44.3 44.3 100.0
Total 140 100.0 100.0

Biet den vinaphone thong qua bang ron ap

-lj]u' ch Frequency Percent Valid Percent Cumulative Percent
Valid __ co Y 36.4 56.4 36.4
Khong 61 43.6 43.6 100.0
Total 140 100.0 100.0
Biet den vinaphone thong gua gia dinh ban

L Frequency Percent Valid Percent Cumulative Percent
Valid co 88 62.9 62.9 62.9
khong 52 37.1 37.1 100.0
Total 140 100.0 100.0
Biet den vinaphone thong qua internet
Trequency Percent Valid percent Cumulative Percent
Valid co T 529 529 529
khong 66 47.1 47.1 100.0
Total 140 100.0 100.0

biet den viettel thong qua quang cao tren tivi

Frequency Percent Valid Percent Cumulative Percent
Valid CO 19 85.0 85.0 85.0
khong 21 15.0 15.0 100.0
Total 140 100.0 100.0

biet den viettel thong qua quang cao tren bao chi
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Frequency Percent Valid Percent Cumulative Percent
Valid co 9 56.4 56.4 56.4
khon 61 43.6 43.6 100.0
g 140 100.0 100.0
Tota
biet den viettgl thong qua bang ron ap
phich
Frequency Percent Valid Percent Cumulative Percent
Valid  co
89 63.6 63.6 63.6
biet dquw';{éclttl thong qua gia dinh ba
b 51 36.4 36.4 100.0
Total
140 100.0 100.0
Frequency Percent Valid Percent Cumulative Percent
Valid co 100 71.4 71.4 71.4
khong| 40 28.6 28.6 100.0
Total 140 100.0 100.0
biet den viettel thong qua internet
Frequency Percent Valid Percent Cumulative Percent
Valid co 88 62.9 62.9 62.9
khong 52 37.1 37.1 100.0
Total 140 100.0 100.0
biet den GTel thong qua quang cao tren tivi
Frequency Percent Valid Percent Cumulative Percent
Valid co 97 69.3 69.3 69.3
khong 43 30.7 30.7 100.0
Total 140 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid co 63 4%.06 48.6 4%.06
khong 72 51.4 51.4 100.0
Total 140 100.0 100.0
biet den GTel thong qua bang ron ap
]‘.l]'l.'i ch Frequency Percent Valid Percent Cumulative Percent
Vahd co 77 55.0 55.0 55.0
khong 63 45.0 45.0 100.0
Total 140 100.0 100.0
biet den GTel thong gua gia dinh ha11
be
Frequency Percent Valid Percent Cumulative Percent
Vahd co 59 42.1 42.1 42.1
khong 81 57.9 57.9 100.0
Total 140 100.0 100.0
biet den GTel thong qua internet
Frequency Percent Valid Cumulative Percent
Percent
Valid co 44 31.4 31.4 31.4
khong 96 68.6 68.6 100.0
Total 140 100.0 100.0
biet den vietnamobie thong qua quang cao tren tivi
Frequency Percent Valid Percent Cumulative Percent
Vahd co
97 69.3 69.3 69.3
khong
43 30.7 30.7 100.0
Total
140 100.0 100.0

biet den vietnamobile thong qua quang cao tren bao chi
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Frequency Percent Valid Percent Cumulative Percent
Vahd co
51 36.4 36.4 36.4
khong
89 63.6 63.6 100.0
Total
140 100.0 100.0
biet den vietnamobile thong qua bang ron ap
phich
Frequency Percent Valid Percent Cumulative Percent
Valid co
65 46.4 46.4 46.4
khong
75 53.6 53.6 100.0
Total
. . . 140 . .| .100.0 100.0
biet den vietnamobile thong gqua gia diph ban
b
Frequency Percent Valid Percent Cumulative Percent
Valid co 65 46.4 46.4 46.4
khong 75 53.6 53.6 100.0
Total 140 100.0 100.0
biet den vietnamobile thong qua internet
Frequency Percent Valid Percent Cumulative Percent
Vald Y
49 35.0 35.0 35.0
khong
91 65.0 65.0 100.0
Total
140 100.0 100.0
biet den mang khac qua quang cao tren tivi
Frequency Percent Valid Percent Cumulative Percent
Valid o
1 7 25.0 25.0
khong
3 2.1 75.0 100.0
Total
4 2.9 100.0
Missing 9
136 97.1
Total
140 100.0
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biet den mang khac qua quang cao tren bao tap chi

Frequency Percent Valid Percent Cumulative Percent
Vahid khong
4 2.9 100.0 100.0
Missing 9
136 97.1
Total
140 100.0

biet den mang khac qua bang ron ap

ahicsl

R Frequency Percent Valid Percent Cumulative Percent
Vahd co 1 25.0 250
khong 3 2.1 75.0 100.0
Total 4 2.9 100.0
Missing 9 136 97.1
Total 140 100.0
biet den mang khach qua gia dinh ban
be
Frequency Percent Valid Percent Cumulative Percent
Valid co
2 14 50.0 50.0
khong
2 1.4 50.0 100.0
Total
4 2.9 100.0
Missin 9
136 97.1
g Total
140 100.0

biet den mang khac thong qua internet
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co su dung viettel khong

Frequency Percent Valid Percent Cumulative Percent
Valid co 120 85.7 85.7 85.7
khong 20 14.3 14.3 100.0
Total 140 100.0 100.0
vi sao khong su dung
Frequency Percent Valid Percent Cumulative Percent
Valid da dung mang khac 9 6.4 45.0 45.0
chat luong chua tot 5 3.6 25.0 70.0
khac 6 43 30.0 100.0
Total 20 14.3 100.0
Missing System 120 85.7
Total 140 100.0
co y dinh chuyen sang dung viettel trong tuong lai khong
Frequency Percent Valid Percent Cumulative Percent
Valid co 5.0 335.0 335.0
khong 13 9.3 65.0 100.0
Total 20 14.3 100.0
Missing System 120 85.7
Total 140 100.0
Communalities
Initial Extraction
chat luong dich vu: mang phu song toan quoc 1.000 .654
chat luong dich vu: chat luong dam thoai tot 1.000 .632
chat luong dich vu:cac cuoc goi thong suot, khong bi nghen mang 1.000 .569
chat luong dich vu: de dang su dung nhieu dich vu GTGT 1.000 354
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chat luong phuc vu: thu tuc don gian 1.000 514

chat luong phuc vu: he thong cua hang giao dich rong khap 1.000 .553

chat luong phuc vu: nhieu chuong trinh khuyen mai, giam gia 1.000 .651

chat luong phuc vu: thai do nhan vien than thien, lich su,vui ve 1.000 437

chat luong phuc vu: thac mac, khieu nai duoc giai quyet 1.000 .670

chat luong phuc vu: nhieu hinh thuc thanh toan thuan tien 1.000 .687

gia cuoc: chi phi hoa mang dich vu di dong la hop ly 1.000 574

gia cuoc: gia cuoc goi nhan tin hop ly 1.000 701

Component Transformation Matrix

Component 1 2 3

1 735 .545 403

2 -574 817 -.057

3 -.360 -.189 913

Extraction Method: Principal Component
Analysis. Rotation Method: Varimax with Kaiser Normalization.
Case Processing Summary
N %
Valid 121 86.4
Cases Excluded® 19 13.6

Total 140 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

7196
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Item Statistics
Mean Std. Deviation N
chat luong dich vu: mang phu song toan quoc 4.1653 1.04361 121
chat luong dich vu: chat luong dam thoai tot 3.8760 198801 121
chat luong dich vu:cac cuoc goi thong suot, khong bi nghen mang 3.3884 96929 121
chat luong phuc vu: thu tuc don gian 3.5868 98885 121
chat luong phuc vu: he thong cua hang giao dich rong khap 3.8843 91460 121
Item-Total Statistics
Corrected Cronbach' s
Scale Mean if Scale Variance if
Item-Total Alpha if
Item Deleted Item Deleted
Correlatio Item Deleted
n
chat luong dich vu: mang phu song toan quoc 14.7355 8.479 .607 147
g
ol T e e
Mean Variance Std. Deviation N of Items
18.9008 13.257 3.64098 5
Case Processing Summary
N %
Valid 121 86.4
Cases Excluded® 19 13.6
Total 140 100.0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's Alpha N of Items
723 3
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Item Statistics
Mean Std. Deviation N
chat luong phuc vu: nhieu chuong trinh khuyen mai, giam gia 3.6612 97940 121
gia cuoc: chi phi hoa mang dich vu di dong la hop ly 3.5537 93051 121
gia cuoc: gia cuoc goi nhan tin hop ly 3.6777 1.08946 121
Item-Total Statistics
Corrected Cronbach's
Scale Mean if Item| Scale Variance if Item-Total Alpha if
Correlatio It
Deleted Item Deleted n em
chat luong phuc vu: nhieu chuong trinh khuyen
mai, giam gia 7.2314 3.163 486 702
gia cuoc: chi phi hoa mang dich vu di dong la hop ly 7.3388 3.193 528 .656
gia cuoc: gia cuoc goi nhan tin hop ly 7.2149 2.470 .630 522
P—p——
Mean Variance Std. Deviation N of Items
10.8926 5.813 2.41109 3
Case Processing Summary
N %
Valid 121 86.4
Cases Excluded?® 19 13.6
Total 140 100.0
a. Listwise deletion based on all variables in the procedure.
Reliability
Statistics
Cronbach's
N of Items
Alpha
0.591454857 2
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Item Statistics

Mean Std. Deviation N
chat luong phuc vu: thac mac, khieu nai duoc giai quyet 3.3388 79114 121
chat luong phuc vu: nhieu chuong trinh khuyen mai, giam gia 3.6612 97940 121
Item-Total Statistics
Scale Corrected | Cronbach's
Scale Mean if )
Variance if Item-Total | Alpha if Iten
[tem Deleted
Item Deleted Correlatio | Deleted
n
chat luong phuc vu: thac mac, khieu nai duoc giai quyet 3.6612 959 .160 a
chat luong phuc vu: nhieu chuong trinh khuyen mai, giam gia  |3-3388 626 -160 a

Scale Statistics

a. The value is negative due to a negative average covariance among items. This violates reliability model assumptions. You
may want to check item codings.

Mean Variance Std. Deviation N of Items
7.0000 1.833 1.35401 2
Descriptive Statistics
Mean Std. Deviation N
toi hai long ve mang viettel 3.6612 75888 121
REGR factor score 1 for
analysis 1 .0000000 1.00000000 121
REGR factor score 2 for
analysis 1 .0000000 1.00000000 121
Correlations
REGR
REGR factor score
toi hai long ve mang viettel factor score
1 for analysis 1
2 for
analysis 1
Pearson toi hai long ve mang viettel 1.000 373 1252
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Correlation | REGR factor score 1 for analysis 1 .373 1.000 .000
REGR factor score 2 for analysis 1 1252 .000 1.000

Sig. toi hai long ve mang viettel .000 .003

(1-tailed) REGR factor score 1 for analysis 1 .000 .500
REGR factor score 2 for analysis 1 .003 .500

N toi hai long ve mang viettel 121 121 121
REGR factor score 1 for analysis 1 121 121 121
REGR factor score 2 for analysis 1 121 121 121

Variables Entered/Removed"

Model Variables Entered Variables Removed Method

REGR factor score 2 for
1 analysis 1, REGR factor score Enter

1 for analysis 1*

a. All requested variables entered.

b. Dependent Variable: toi hai long ve mang viettel

Model Summary

Change Statistics
Model | R :quare :djusted R Std: Error of the R Square .
quare Estimate Change F Change dfl df2 Sig. F
Change

1 A450* | 202 .189 168344 .202 14.977 2 118 .000
a. Predictors: (Constant), REGR factor score 2 for analysis 1, REGR factor score 1 for analysis 1
ANOVA®
Model Sum of Squares df Mean Square F Sig.

Regression 13.991 2 6.996 14.977 .000°
1 Residual 55.116 118 467

Total 69.107 120

a. Predictors: (Constant), REGR factor score 2 for analysis 1, REGR factor score 1 for analysis 1

b. Dependent Variable: toi hai long ve mang viettel
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Coefficients®
. ) Standardize
Unstandardized Coeftficients
Model d t Sig.
Coefficients
B Std. Error Beta
58.9
(Constant) 3.661 .062 27 .000
. 4.53
1 REGR factor score 1 for analysis 1 283 .062 373 5 .000
. 3.06
REGR factor score 2 for analysis 1 191 .062 252 4 .003
a. Dependent Variable: toi hai long ve mang viettel
One-Sample Statistics
Std.
N Mean e Std. Error Mean
Deviation
toi se tiep tuc su dung mang viettel 121 3.9339 | 1.08578 .09871
toi yeu thich thuong hieu viettel 121 3.5455 | 80623 .07329
toi hai long ve mang viettel 121 3.6612 | 75888 .06899
toi thay tu hao khi gio thieu mang viettel cho nguoi khac 121 3.2397 | 91310 .08301
toi la khach hang trung thanh cua viettel 121 34628 | 95779 .08707

One-Sample Test

Test Value =4

Sig. (2tailed)

Mean

Difference

95% Confidence Interval

of the Difference

Lower Upper
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toi se tiep tuc su dung mang viettel -.670 120 .504 -.06612 -.2615 1293
toi yeu thich thuong hieu viettel -6.202 120 .000 -.45455 -.5997 -.3094
toi hai long ve mang viettel -4.912 120 .000 -.33884 -.4754 -.2022
toi thay tu hao khi gio thieu mang viettel cho nguoi
khac -9.160 120 .000 -.76033 -.9247 -.5960
toi la khach hang trung thanh cua viettel -6.170 120 .000 -.53719 -.7096 -.3648
T Te s by
Taasds
thu hut khac hang: nang cao so luong va chat luong san pham, dich vu tien ich
) Cumulative
Frequency Percent Valid Percent
Percent
co 86 61.4 61.4 61.4
Valid khong 54 38.6 38.6 100.0
Total 140 100.0 100.0
thu hut khach hang: nang cao chat luong phuc vu cham soc khach hang
. Cumulative
Frequency Percent Valid Percent
Percent
co 87 62.1 62.1 62.1
Valid khong 53 37.9 37.9 100.0
Total 140 100.0 100.0
thu hut khach hang: khuyen mai nhieu hon
) Cumulative
Frequency Percent Valid Percent
Percent
co 119 85.0 85.0 85.0
Valid khong 21 15.0 15.0 100.0
Total 140 100.0 100.0
thu hut khach hang: tang cuong quang cao, pr
. Cumulative
Frequency Percent Valid Percent
Percent
Valid co 35 25.0 25.0 25.0
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khong 105 75.0 75.0 100.0
Total 140 100.0 100.0
thu hut khac hang: mo rong vung phu song
. Cumulative
Frequency Percent Valid Percent
Percent
co 43 30.7 30.7 30.7
Valid khong 97 69.3 69.3 100.0
Total 140 100.0 100.0
thu hut khach hang: mo rong kenh phan phoi
. Cumulative
Frequency Percent Valid Percent
Percent
co 33 23.6 23.6 23.6
Valid khong 107 76.4 76.4 100.0
Total 140 100.0 100.0
thu hut khach hang: khac
Cumulative
Frequency Percent Valid Percent
Percent
co 3 2.1 2.1 2.1
khong 1 i v 2.9
Valid
9 136 97.1 97.1 100.0
Total 140 100.0 100.0
goi tinh
. Cumulative
Frequency Percent Valid Percent
Percent
nam | 50 35.7 35.7 35.7
Valid nu | 90 64.3 64.3 100.0
Total | 140 100.0 100.0
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