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^ ^ ' " hanh todn hda dan di§n td (TTHBDT) la giai phap /y tUdng cho cac nha cung cSp dich vu de 
LJ' giao tiep vdi d6i tdc va khach hang trong vi$c tang kha nang xuSl trinh hda dan, tao cd hdi de 
md rdng san phim. Boi vdi khach hang sd dgng djch vg, TTHBDT trd thanh giai phap quan trgng hotrg 
hg mua sam tnic tuyen, quan ly h$u cSn, cai thidn quy trinh kinh doanh. chang ban nhu loai bd dQ li&u 
cu, tang cUdng quan /j? tai chinh, tich hgp cdng cu vao quy trinh lam vide hi$n tai [5]. Bdng thdi, TTHBDT 
la giai phap hihi ich de cat giam chi phi cho ci nha tao lip hda ddn (nha cung cap hang hda, dich vu) 
va ngudi chi tra. Hang nam tai My, sff lUdng hda dan dugc dua ra sd dgng la trdn 201^, chi phi cha mdi 
hda ddn td 2USD den 5USD. Vide sd dung phdn Idn TTHBDT da giup tiet kl$m khoang 47,51} USD cha 
nudc My h^ng nam. Tai Vi$t Nam, TTHBBT da cd thdi gian phat trien khoang 5 nam tfnh tU nSm 2010 
cho d€n nay. Tuy nhien, cac h$ thong TTHBBT tai ViSt Nam chd yeu boat ddng mang tfnh chit nhd le, 
manh mun, chua dat dugc sU chip nh$n mdt each rdng rai cua dai bd ph$n khach hang sd dung dich 
vu. Do dd, hi$u qua hoat ddng cdn qud thip, su phat tnen cua TTHBBT tai Vi$t Nam cdn qua ch$m va 
dang trong tinh tr^ng d$m chdn tai cha Bai viei vi v$y da khai quat mdt sSndt ca bin ve TTHBBT, phSn 
tfch thgc trgng, dua ra mdt sdgiai phdp dSc bidt ve da dang hda loai hinh va thu hOt khach hang nham 
dua su phat then TTHBDT tai Vi$t Nam len mdt tam cao mdi. 

TCf khoa: thanh toan hda ddn di^n td, hda ddn diSn tii. 
Md dau oL- A 
E. Turban (Electronic Commerce: A Managerial 

Perspective, 2010) cho rang TTHDDT la mflt trong 
nhQng ndi dung quan trong bdc nhat c6 dong gop 
tfch ci^c vho SLi thay ddi nhSn thQe cd ban cOa xa 
h$i doi v6\ cac hoat ddng thanh toan di^n tQ. 
TTHDDT CO tac dOng rat 16n trong vi^c cat giam 
chi phi In an va phSn ph5i hoa ddn, d$c bi$t Id vdi 
cac nha cung cap djch vu nhU: diSn, nadc, tnjy€n 
hinh cap, internet, di#n tiioai, thue, cudc phi giao 
thong, cac hoa ddn hdnh chfnh... Oong thdi t^o.ra 
SLf chu ddng toi da cho khdch hang sQ dgng djch 
vi^ trong vl$c xQ ly thanh todn kh6ng phu thu$c 
vao gidi han cDa khdng gian hay thdi gian [3]. 

1. M$t so v i n dS CO bSn vS TTHE)DT 
Khalnl$m TTHBBT 
Ve m#f ban chat, H00T vd hda ddn truy€n 

thffng CO n^i dung tUdng ty nhau. Tuy nhiSn, hda 
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ddn giay dUdc th^ hi$n bang in an, phat hanh 
cdn HDDT la tdp hdp cac thdng diep dO ligu diSn 
tQ ve ban hdng hda, cung Qng d|ch vg, dUdc khdi 
tao, Idp, gQi, nhdn, luu trQ vd qudn ly' bang 
phUdng tidn dl#n tQ. HDBT dUQc xQ ly tren h§ 
thong may tinh cua to chQc da di/dc cap ma so 
thue khi ban hang hda, djch vu va dQdc li/u trQ 
trSn mdy tinh cOa cdc ben theo quy dinh cQa 
phdp ludt ve giao djch didn tQ [4]. 

Doi vdi hoat ddng thanh toan hda ddn tmyen 
thong cua cac nha cung cdp d|ch vu, tieu bieu 
nhQ: di§n, nQdc, tmySn hinh cdp, internet... thQdng 
mang lai sg tdn kem rat Idn ve m^t chi phf in €n vd 
phdn phdi hda ddn, chi phf cho nhdn vien thu 
ngdn. Ben c^nh dd, khdng t^o difdc sQ chCt ddng 
trong thanh todn cho khdch hdng sQ dgng d|ch vg, 
chang han: khdch hang khdng tt\i biSt dQdc chfnh 
xdc khi ndo nhdn vien thu ngdn se d^n thu tien. Vi 
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vdy, khi khdch hang bdn di cong tac hay cd vi§c 
ddt xuat ma sau vdi ISn nhan vien thu ngdn den 
klidng thu du<3c tien cung ddng nghTa vdi djch vy 
dd se bj cat. Day la thuc te thQdng xuydn xay ra 
doi vdi Oianh toan hda ddn truyen thdng. 

Khac vdi thanh toan hda ddn truyen thdng dieh 
ra khi khach hang nhdn dugc hda ddn thuc te 
bang b^n giay vdi day du thdng tin, TTHDDT la 
qua trinh cac nha Idp hda ddn hodc cac ddn vj 
trung gian xua't trinh ban sao hda ddn cua khdch 
hang dudl phien bdn didn tQ. Cac nhd Idp hda ddn 
cd the lî a chpn xuat trinh ban tdm tat hodc ban chi 
tiet hda ddn cho khdch hdng. Hoat ddng nay dem 
den nhieu cd hOi cho nhd Idp hda ddn vd cac nha 
trung gian khi tUdng tdc vdi khdch hdng nhu hudng 
dan khdch hang dfn cac dia chi md minh mong 
mudn, cung nhQ n^m bat cdc s6 thfch vd thdng tin 
ve thdi quen, mong ddi cua khdch hdng, nham tign 
hdnh ban hdng cheo hodc bdn bd sung vd xay 
dung Idng trung thanh cua hp. 

TTHEJDT gitJp giam thi^u cdc chi phi lidn quan in 
an cCia hda ddn giay, giam sg chdm tre"trong giao 
hdng, tiet kiem thdi gian cho cdc d^i \y vd cung cap 
kdnh thdng tin lien lac true tiep giOa nhd cung cap 
dich vg va khach hdng. Ve phia khach hang, khdch 
hdng dUdc hQdng ldi tQ qud trinh thanh todn vd 
quan 1]̂  hda don nhanh chdng, ddn gian. 

Hieu mdt each dan giin, TTHBBT la hinh thOc 
hda ddn thanh toan duoc gdi tn/c tiep din khich 
hang thdng qua cac phuang tiSn diSn tO, cho phep 
khach hang cd the luu trO, quan ly va xCr /j? thanh 
loan mdt each chu ddng. Mdc du vdy, TTHDDT 
khdng phai la mdt hinh thQe thanh todn ddc Idp ma 
viec thanh todn phai dUdc thgc hidn dga tren cdc 
phuong tifn thanh todn dien tCi ktiac nhQ: the tin 
dgng, the ghi nd, vf dien tQ, sec di#n tQ. chuyen 
khoan didn tQ... 

Cac igl fch cda TTHDDT 
Vi^c Qng dgng TTHDDT se mang lgi cdc ldi fch 

sau ddy ddi vdi ca doanh nghidp cung cap drch vy 
vd khach hang sQ dung djch vy. 

+ Giam chi phi: Qng dgng TTHDDT giilp giam 
chi phf cho ca nhd t?o Idp hda ddn vd ngudi chi 
tra. Cdc chi phi cd the ke ra d day bao gdm: chi 
phf xQ \y thanh toan; chi phi in an, phdn phoi vd luu 
trO hda don; chi phf bao mdt va lam giam chi phf 
djch vg khach hdng tQ cac trung tdm didn thoai. 
Vdi TTH£)DT, chi phf san xuat mdt hda ddn duy 
nhat cd thd giam 25-40% so vdi hda ddn tren giay 
(Patel, 2002). Khi giam chi phi se tang kha nang 
sinh Idi va ndng cao nang igc canh tranh cho 
doanh nghiep [4]. 

+ Cai thi$n dich vu khach hang: khi xuat trinh 
hda don vdi dinh dgng di$n tQ vd cung cap nhieu 
kha ndng truy cdp thdng tin chi tiet ve hoa ddn, 
cdc nha tao Idp hda ddn giQp khach hang de'ddng 
quan \y thdng tin tdi khoan cQa minh vd khac phuc 
nhanh chdng khi cd sy cd. Ddng thdi, nhd tgo Idp 
hda ddn nang cao kha ndng tUdng tdc vdi khdch 
hdng cua minh 24/7 vd 365 ngdy trong 1 ndm. 
Bdn cgnh do, khdch hdng cd ^ e buy c^p vao tdi 
khoan cua ho bdt cQ IQc ndo hg muon de thigt Idp 
vd XLl \y thanh todn [5]. 

+ Duy tn Idng trung thanh cua khach hang: sau 
khi khdch hdng sQ dyng TTHDDT vdi nhieu t^n 
fch nhu; tfnh chQ ddng trong thyc hidn xQ ly thanh 
todn, khdng phg thudc vdo khoang each khdng 
gian hay thdi gian, Uianh toan nhanh... se ed nh$n 
biet, so sanh vdi sy bat ti$n cua thanh todn hda 
ddn giay trudc ddy. Dieu nay se glQp cdc nhd cung 
cap djch vy giQ chdn khach hang da tham gia 
thanh todn vi nhOng tidn fch mang lai cho hp. 
Ddng Uidi, do kiem soat dQdc cdc hda ddn ndn cdc 
nha tgo Idp hda ddn cd the theo ddi mpi hoat ddng 
cua khach hdng tren web va cd the tim hieu nhilu 
Uidng Un vd khach hdng. TQ dd cung cap nhilu 
dich vy phu hpp mong muon cua khdch hdng vS 
duy tri long tmng thdnh cua hp. 

+ Wang cao nang luc cgnh tranh: vide sit dyng 
TTHDDT se giQp cac nhd cung cap djch vg ndng 
cao nang Igc canh b-anh cua minh. Trong cudc 
chgy dua de thu hut vd giQ chdn khdch hdng, 
TTHDDT ddng vai trd quan trpng vi hoat dpng ndy 
cung cdp nhieu gia trj gia tang cho khach hang 
ben canh vi$c xuat trinh va thanh toan hda ddn. 

+ Gia tang nhu cau khach hang: TTHDDT giOp 
khach hdng cd thd truy cdp vdo hda ddn cCia minh 
bdt cQ IQc nao, bat cQ ndi ndo vd chi cdn chi tra 
qua mdt cQ click chudt. Vdi sQ phdt tridn nhanh 
chdng cila cdng ngh§ nhQ hidn nay, TTHDDT c6 
the thgc hi§n tren didn thogi di ddng, mdy tfnh 
bang va cac thiet b| di ddng khac. Dieu ndy tao sy 
thudn ti0n va mang lai cac ti$n id i gia tang Idii cho 
khdch hdng, v) vdy lam gia tdng nhu cau sQ dyng 
cua ngay cdng nhieu khach hang tidm ndng. 

Cac ben ff)am gia h$ thong TTHBBT 
Mdi quan he gida cdc chQ the tham gia 

TTHDDT rdt phQc tgp. Can cd nhiJng cdng eg tdt 
nhat dd kiem sodt mdi quan hd ndy Ve cd ban cdc 
ChQ thd tham gia h# mdng TTHDDT dUdc minh 
hpa bdi hinh 1 sau ddy: 

+ Ngudi tao Idp hda ddn: td chQc tn^c tiep cung 
cap cac hang hda, d|ch vg md khach hdng mudn 
mua vd eung cdp hda ddn eho khdch hang. Chu 
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Ngan 

hang 

To chitc 
cimg cJip ca 
sa hp lang 
de kel noi 
\ii xu ly 
giao dich 

Khacii 

hang 

Hlnh 1 : Md7 quan hd gida cac chu 
the ndy co tiid Id cd nhdn ho§c doanh nghi$p (vf 
dg cdng ty vidn thdng, cdng ty Qng dyng) ho^c cd 
quan chinh phQ {tdng cue Thue, tong cgc Hai 
quan). Hp tdng hdp cdc hda ddn vd gQi cho khdch 
hdng. TTHE)DT thay the cae hda ddn truyen thdng 
bang d|nh dang di$n tQ. 

+ Nha cung cap dich vg thanh toin cho ngudi 
t?o l$p hda dan: td chQc cung cdp d|ch vg tdi 
chfnh eho ngudi Idp hda ddn. Hp cd thd Id dai \y 
hodc ddn vj ehuyen cung cdp dich vg cho cdc nhd 
Idp hda ddn. Nhd eung cdp dich vg tdi chfnh nay 
se hodn thdnh ehu trinh TTHDDT bdng cdeh chap 
nhdn yeu cau thanh todn vd chuydn thdng tin cho 
td chQc tdi chinh eua khdch hang thdng qua tmng 
tdm thanh toan bQ trQ tg ddng (Automated 
Clearing House -ACH). 

+ Trung gian ting hgp hda dan: td chQc ddng 
vai trd don vj tmng gian tdng hpp nhidu hda ddn 
khdc nhau, chju trdch nhidm tQ khdu chudn bj hda 
ddn, giao hang vd theo ddi cac mdt hdng lien quan 
den hda ddn. Td chQc ndy hoat ddng vdi chQc 
ndng tmng gian, Idy ngudi tidu dQng Idm tmng 
tdm, hoat ddng ddc l$p vdi ngan hang vd cdc nha 
cung cap djch vg tdi chfnh cho ngUdl tdp hda ddn. 

+ Cong thdng tin/Sin giao dich vi phin phii 
hda dan: td chQc chiu trdch nhidm tdp hpp dQ lidu 
vd phdn phdi hda ddn tdi tdp khach hdng thQdng 
xuyen tmy cdp vdo mang cua cac nhd Idp hda 
ddn. Vf dy nhQ cac website cua cae nhd cung cap 
djch vg intemet (ISP) cd thd hogt ddng nhQ mdt 
trang chu hda ddn cho mdt nhdm ngudi sQ dgng. 

+ Khach hang/Ngudi ndp hda ddn: nhQng 
ngQdi mong mudn xuat trinh vd thanh todn hda 
ddn thdng qua cdc phuong tidn didn tQ. Hp Id ddi 
tupng sau cung tham gia quy trinh thanh toan 
hang hoa vd dich vg. Hp co the td cd nhdn (ngudi 
tidu dQng cuoi cQng, lid gia dinh), mdt doanh 
nghidp hodc mdt td chQc chinh phQ. Khdch hdng 
nh^n hda ddn gid trj gia tdng khi mua hdng dudl 
dgng didn tQ. D|nh dang ndy giQp khdch hang 
giam bdt khdu kidm tra vd ehi phf chuydn tidn 
truyen thong. 

So 93/2016 

thi tham gia h$ thing TTHBBT 
+ Ngin hing: to chQc tdi chfnh cho phdp khdch 

hdng tao vd tmy cdp tdi khoan didn tQ. Hau hdt 
cdc giao djch thdng qua tdi khoan didn tQ ddu Id 
giao djch khdng sQ dgng tidn mdt. Vdi TTHE)DT, 
ngdn hdng la dgi didn cho ca hai bdn: ngudi Idp 
hda ddn vd khdch hdng. Ngdn hdng ch[u trach 
nhidm thanh todn vd thdng bdo cho cdc ben. 
Ngodi ra cdn phai dam bao rang ngudl Idp hda 
ddn nhdn dupc tien hdng hda va d|ch vg tQ khdch 
hdng vdi moi lan thanh todn da dUdc xdc thgc. 
Quy trinh thanh toan chi didn ra giQa cdc td chQc 
tdi chfnh vdi nhau. 

+ Cic nha cung dp ca sd ha ting di kSt noi 
vi xO ly' giao dich: td chQc ehuyen cung cap phan 
cQng vd phan mem hd'trp hd thdng TTHDDT de xQ 
\y giao djch. Td chQc nay cung cap Qng dgng can 
thiet cho cdc chu thd tham gia quy trinh TTHDDT. 
Hp ch|U trdch nhi^m vd dudng mang, may chu, 
mdy tram vd hd thdng luu trQ. 

2. PhUdng phap nghien cQu ttiyc trgng hogt 
ddng TTHDDT tgi Vidt Warn 

Hogt ddng TTHDDT tgi Vi#t Nam dQdc thyc 
hidn cliQ ydu thdng qua sa phdi hdp cOa mdt vdi 
nhd tao Idp hda don (td chQc cung cap djch vy, 
hdng hda) vdi cdc ngdn hdng tgi cdc thdnh phd 
Idn. Khdch hdng sQ dyng cd the thanh todn bang 
djch vy Internet banking do eae ngdn hdng eung 
cap. Tidu bleu nhat trong sd cac nhd tgo l$p hda 
ddn tai Vidt Nam phai kd ddn Tdp dodn didn lyc 
Vidt Nam va cdc nhd cung cap dich vy Intemet 
nhu: VNPT vd Viettel. Vi vdy, nghien cQu ndy dQdc 
thyc hidn dya tren sy khdo sat hoat ddng TTHDDT 
cho cdc dich vu di^n vd Internet tai 2 Uidnh phd 
Idn cd tfnh dai didn Id Hd Ndi vd TP. Hd Chi fwlinh. 

-•- Khdo sat dupc tien hdnh vdi 200 phieu didu 
tra chuyen gia phy trdch ve HE)DT tgi cdc nha tao 
Idp hda ddn djch vy didn vd Intemet. Kdt qua thu 
dQpc 177 phieu hpp Id- Ddy la tmdng hpp tdng thd 
nhd vd biet cy the tdng thd, dp dyng cdng thQe tinh 
cd mau: n = '^/•j + |^/g2\ 
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Theo dd, n = 177, N = 200, sai sdtinh dupe: e 

= 2,54%, dd tin c$y dgt khoang 97,46%. 
+ Vdi 500 phidu didu tra khdch hdng sQ dyng 

TTHDDT ve tidn fch vd sy ddn gidn cDa quy trinh 
thanh todn, thu ddpc 454 phidu hyp Id- D ^ Id. 
trQdng hpp tdng thd nhd vd bidt cythdtdng t h ^ dp 

jng cdng thQe tfnh c3 m^u: n = ^/-i + N/QZJ 
Theo dd, n = 454, N = 500, sai so tinh dQQc: e 

= 1,42%. Nhu v§y, vdi 454 phidu thu dupe tQ cudc 
dilu b^ la cd tinh dai didn vdi dd tin c$y khodng 
98,58%. 

3. Thyc trgng hogt d$ng TTHDDT tgi Vidt Nam 
3.1. Khai quit ho?t ding tdin khai TTHDDT t?l 

V}$tNam 
Dil vdi dich vg di$n 
Cd thd ndi khdng qud khi cho rSng Tdp dodn 

didn lyc Vidt Nam Id ddn v] tridn khai TTHDDT 
sdm nhdt trong ca nUdc, dieu nay dupc thd hidn 
rat rd tai 2 midn: Bac. Nam. Tgi mien Bdc tCf ndm 
2013, Tdng cdng ty Didn lyc TP. Hd Ndi da trien 
khai dp dyng HDDT cho khodng 130.000 khach 
hang mua didn d Qu^n Hodn Kidm vd Qudn Cdu 
Gidy Ndm 2014 tridn khat tiep 2 giai dogn, cy 
thd, giai dogn 1: tQ 1/11 ap dyng HDDT cho 
khoang 740.000 khach hdng d eac Qudn Hai Bd 
Trung, Ba Dinh, Ddng Da, Tdy Hd, Thanh Xudn, 
Long Bien vd cdc huydn Ddng Anh, Sdc Sdn. 
Giai dogn tidp theo tQ ddu thdng 12 dUdc dp 
dyng hinh thQe nay cho 420.000 khdch hdng d 
cdc Huydn TQ Lidm, Thanh Tri, Gia Ldm, Sdn 
Tay, Thudng Tin, Dan PhQdng. 

CucH thdng 12/2015, Tdng cdng ty didn lyc Hd 
N$i da trien khai tai cac Qu§n, Huydn cdn lai Id 
Hodng Mai, Me Linh, Hd Ddng, ChUdng My, 
Thach That, Ba Vi, Hodi Diic, My DQc, PhQ Xuydn, 
Phuc Thp, Qudc Oai, Thanh Oai, Ong Hda, Thgch 
That, Ba Vi, PhQ Xuyen, PhQc Thp, Qudc Oai, 
Thanh Oai vd Clng Hda. 

Tai midn Nam, TTHDDT trong ngdnh didn da 
dupc tridn khai sdm hPn. Thang 12/2012, Cdng ty 
Didn lyc Sdi Gdn (qudn 1;̂  qu$n 1 vd qudn 3) dupe 
EVN HCiyiC chpn lam thf diem vdi khodng 10.000 
khdch hang. Sau hdn 6 thdng trien khai, nhQng Ipi 
ich md HDDT mang lai da duqc chQng minh bang 
thye tidh. Lanh dao Cdng ty Didn lyc Sdi Gdn cho 
biet, gdn nhu 100% khdch hdng duqc hdi deu bdy 
td sy hdi Idng dw vdi vide dp dyng HDBT trong 
thanh todn tidn didn thdi gian qua. Thyc te. khdch 
hdng khdng chi dUde nit ngan thdi gian di lgi. 
thudn ti$n trong thanh todn, md HDDT cdn giQp 
vide luu trO, bao qudn, ddi ehidu... thdng tin dQpc 
rd rdng, minh bgch hdn rat nhieu so vdi hda ddn 
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gidy. DSu thdng 7/2013, hai cdng ty didn lyc Id 
Chp Ldn va Tdn Thudn da chinh thQe dp dyng 
HDDT cho khdch hdng trdn dia bdn cdc qudn 4,5 
7, 8. TQ ngdy 01/01/2014, T^ng cdng ty Didn fye 
TP. Hd Chf Minh da chfnh thQe phdt hdnh HOOT 
trong hogt ddng mua bdn didn doi vdi tdt ca khdch 
hdng trdn dja bdn TP. Hd Chf Minh. 

Theo thdng kd sd bd, hidn EVN HCMC qudn If 
hdn 1,9 tridu khdch hdng dQng di$n, phdt hdnh 
khodng 21,5 tri§u hda ddn/ndm. Neu tgm tfnh chi 
phf in an hda ddn ty in va gQi hda ddn cho khdch 
hdng la khodng 1.000 ddngMa ddn, thi chi phi 
quan ly hda ddn ca ndm cua EVN HCMC v^o 
khodng 21,6 t j ddng. Bdy Id sdtidn khdng h i nh6, 
md ndu sCf dyng HDDT. EVN HCMC se tidt ki§m 
dUdc. Mdt khdc, vdi quy md vd toe dd tdng tnidng 
nhanh chdng nhu hidn nay cQa EVN HCMC, dl 
duy tri bd mdy vdn hdnh On djnh, hidu qua cQng 
nhu ddp Qng dQ^c ydu cSu tdng tmdng cOa h$ 
thdng, thi vide tim ra giai phdp tien tidn, tidt ki$m 
chi phf sdn xuat, ndng cao hidu suat lao ddng... c6 
y nghTa rat quan trpng. \fidc dp dyng HDDT dUOc 
coi Id mdt trong nhQng giai phdp can thidt cua 
EVN HCMC. 

Dil vdi dfch vu Intemet 
VNPT TR Hd Chf Minh vd VNPT Hd Ndi Id hai 

trong so nhieu ddn vi thudc Tdp dodn VNPT di dau 
trong vi§e tridn khai HDDT. TQ thdng 4/2014, tgi 
TP. Hd Chf Minh, cdc khdch hdng tgi Qu$n 1, 
Qudn 3 vd Qu|ln 7 cd thd thanh todn cUdc d|ch vg 
CO d|nh vd Intemet thay hda ddn giSy Cach day 
hdn 1 ndm, tQ thdng 11/2014, VNPT Hd Ndi da 
chinh thQe sQ dyng H£>DT trong thanh toan cudc 
vien thdng ddi vdi khdch hdng td cdc thud bao djch 
vu Vien thdng trd sau. Vide Idm ndy nham ddn 
gian hda thO tyc, tgo thu$n \q\ cho khdch hdng 
trong vide luu ta) vd sQ dyng hda ddn, tidn ĉ o 
vide ke khai va ndp thud. Khdch hdng sQ dyng 
djch vy vidn thdng, Intemet cQa VNPT Hd Ndi, den 
thdi hgn thanh todn cudc vien thdng hdng thdng, 
thay bang vi$c nh$n hda ddn giay tmyen thdng, 
khdch hdng se nhdn ddpc hda ddn didn tQ. Khi 
can tra cQu chi tidt, in vd tai hda ddn didn tQ khdch 
hdng tmy c$p vdo website: http.7/hanoi.vnpt.vn 
bdng user vd password cd nhdn dd ddng k .̂ 

Tfnh ddn thang 3/2015 vide dp dyng HOOT da 
dupc VNPT Hd Ndi tridn khai tgi 5 qudn: Cdu Gidy, 
Ba Dinh, Tdy Hd vd Nam/Bdc TQ Liem. Sau 6 
thdng tridn khai thf didm tgi mdt sd qu$n, huy^n, 
bat dau tQ thdng 5/2015, VNPT Hd Ndi da chfnh 
thQe dp dyng H£)DT trong thanh todn cQdc vien 
thdng vd Intemet trdn todn thanh phd. Ddy Id hinh 
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lip hda dan di$n vi Intemet tgi Vi$t Nam 

' 
H&i don hS^t<f nhiSu bdu chudn h\Sn th| 

Tich hqp nNSu phifdng hfn thanh lodn 

TiSt la$m chi phi in Sn vd phftn phOi cho 
nhd Ifkp h6a don 

B ^ bio d^ tn cdy vd b^o rn^t cao nhSt 
Irong khi xuStMnh vk Ihanh toin h6a don 

Khk nSng Sn d|nh cua h$ thflng khi x^ 1̂  
giao d|ch 

Count 

RowN% 

Count 

RowN'K 

Count 

RowN% 

Count 

RowN% 

Count 

RowNK 

Yftj 

Ai 

27 7% 

27 

15,3% 

7 

4.0% 

10 

5.6% 

6 

3.4% 

K ^ 

79 

44.6% 

44 

24,9% 

15 

85% 

10 

5.6% 

11 

6,2% 

TB 

26 

14 7% 

86 

486% 

24 

13,6% 

14 

7.9% 

23 

13.0% 

Khd 

IS 

102% 

14 

7 9% 

86 

48,6% 

109 

616% 

90 

50,8% 

Tfit 

5 

26% 

6 

3,4% 

45 

25.4% 

34 

19,2% 

47 

266% 

thQe thanh todn mang lgi rdt nhilu Ipi ich thiet djch vu TTHDDT dupe cung cap bdi cdc nhd tao 
thyc. Dgi didn cua VNPT Hd Ndi cho hay, vide thu l$p hda ddn didn vd Internet tai Vidt Nam 
cade d|ch vy viCn thdng vd internet cOa VNPT Hd Kdt qua xQ \y dO lidu didu tra tCf cdc chuydn gia 
Ndi tgi cdc khu vyc nay da dupc dam bdo dQng dugc the hidn d bdng 1 sau day: 
tien dd vd hgn mQc quy d|nh, ddng thdi gidm thidu 
dyoc rdt nhidu cdng vide so vdi B d n g l ; Thuc trang dich vg TTHBDT dugc cung cap bdi cac nhi tgo 
Vide su dyng hda ddn giay trudc ~ ^ ^ -^ ~- ' - - — 
ddy do edng tdc bao quan vd 
tmy luc hda ddn thudn tidn hon. 

TQ ngdy 11/11/2015. Tdng 
Cdng ty Vidh thdng Viettel da 
trien khai HDDT trdn todn thdnh 
phd Hd Ndi. Viettel cho biet, sd 
dT Viettel dp dyng chfnh sdch 
nay trdn cp sd nhOng lpi fch tQ 
HDDT mang lgi va thilc hidn 
ChQ tmdng cQa Chinh phQ tgi 
Thdng tU s5 32/2011/TT-BTC 
ngdy 14/3/2011 cua Bd Tdi 
Chinh ve vide hQdng ddn khdi 
tao, phdt hdnh va sQ dyng hda 
ddn didn tQ bdn hdng hda, eung 
Qng djch vu. Tmdc dd, vdo thdng 9/2015. Viettel' 
Telecom da thQ nghi#m phat hdnh HDDT tgi qudn 
Cau Gidy vd nhdn dQdc sy hddng Qng cung nhu 
gdp y cua khdch hang. Dd chfnh Id cd sd de Viettel 
Telecom njt kinh nghi$m thyc te khi md rdng pham 
vi phat hanh HDDT ra todn ttidnh phd Ha Ndi. 

Thdng 12/2015, long Cdng ty Vidn thdng 
Viettel md rdng trien khai HDDT ra 7 tlnh/thdnh 
phd gdm: Thdnh phd Hd Chf Minh. Can Thd, Bdn 
Tre, Tien Giang, Gia Lai, Thanh Hda, Lang Sdn. 
Tmdc dd, tQ thang 11/2015, Viettel da t r i ^ khai 
HDBT trdn todn thdnh pho Hd Ndi vd nhdn dQ^c 
phan Qng tich cue tQ dong ddo khdch hdng. Bdy 
cung ehfnh Id cd sd dd Viettel Telecom rQt kinh 
nghidm khi md rdng phgm vi tridn khai. Khi dp 
dyng HDBT, dd tra cQu thdng tin hda ddn, khdch 
hdng chi can tmy cdp website http://vietteltele-
com.vn/hoadondientu. Ben canh dd. Viettel se gQi 
HDBT tdi dja ehi mail khaeh hdng dang ky sau khi 
khdch hdng da thanh todn. Viettel cung khuydn 

Ngudn: XCl ty dQ lidu diiu tra bang SPSS 

+ Bdi vdi tidu chf hda don hd* trp nhidu tidu 
chudn hien thj: phdn Idn cdc chuydn gia ddu ddnh 
gid tieu chi ndy cOa d|ch vy TTHDDT chQ yeu d 
mQc Ydu chiem tdi 44.6% vd mQe Kem chidm 
27.7%. Ch! cd mdt ty Id rdt nhd lya chpn mQc Tdt 
chiem 2.8% vd mQc Khd chidm 10.2%. Dieu ndy 
cho thdy TTHDDT van g$p han chd Idn d vide hidn 
Vn\ mdt each rdng rai trdn nhieu thidt b| vd phQdng 
tidn khdc nhau. do dd chua thyc sy tao sy thu$n 
tidn cho ngudi dQng khi mudn xem vd thanh todn. 
Thyc td cho thdy, TTHDDT tgi Vidt Nam chi hd'tn? 
cdc tieu <^udn hidn Uij hda ddn dudl dgng pdf vd 
XML chQ yeu tt/dng thfch trdn may tfnh cd nhdn. 

+ Ddi vdi tieu chf tfch hpp nhidu phUdng tidn 
thanh todn: chi cd mdt tj-1$ rat nhd (3.4%) cdc 
ehuydn gia lya chpn mQc Tdt vd Khd chidm 7.9%. 
Trpng khi dd da phdn chuyin gia deu ddnh gid tidu 
chf ndy 6 mQe Tmng Binh vdi 48,6%, mQe Kdm vdi 
24,9% vd mQe Yeu Id 15,3%. Bidu ndy eho thay 

.„ ^ __ _ , hoat ddng tfch hpp nhidu phUdng tidn thanh todn 
nghr, adtrinh khidu nai ed thd xdy ra, khdch hdng cua TTHDDT cdn 6 mQc thap, ehua tgo thudn Ipi 
can kiem tra tin nhan dupc hd thdng Viettel tra vd vd tgo ra nhieu lya chpn thanh todn cho khdch 
ngay sau khi khdch hang thanh todn tien qua ddu 
so 195 hodc DV_CODINH. Tmdng hdp thdng tin 
khdng chfnh xdc, khdch hdng cd quyen yeu cau 
nhdn vidn thu cudc cCia Viettel gidi ddp hodc gpi 
len tdng ddi Viettel 19008198 (100d/phut) de dupc 
hd'tr(3 nhanh chdng. 

hdng. Thye te tai Vidt Nam hidn nay, cdc nhd l^p 
H€>DT cung sQ dyng duy nhdt mdt phUdng phdp 
thanh toan qua ngdn hdng. Tuy nhidn, sy phSi hpp 
cQng chi manh mQn vi m ^ nhd cung cap dich vy 
HDDT chi phdi hpp vdi mdt vdi ngdn hdng ddn le 
dd tien hanh thanh todn. Do dd, neu khdch hdng 

32 7hi/cti^ghoftd6ng TTHDDT tai vm Nam tham gia khdng cd tdi khoan tai cdc ngdn hdng 
DQ lidu didu tra cac ehuydn gia phu trdch vd ndy Uil khdng tien hdnh thanh todn dui;lc. 
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+ Ddi vdi tieu chi tiet kidm chi ph( in an vd 
phan phw eho nhd Idp hda don: phdn tdn cdc 
chuyen gia ddu ddnh gia vide sQ dung HDDT vd 
TTHDDT se glQp gidm chi phf in an vd phdn phdi 
cho cae nhd Idp HDDT vdi t j IS Idn iQpt Id 48.6% 
6 mQc Khd vd 25.4% d mQc Tot. Ddy cung la thyc 
te da dupc minh chQng tQ chfnh cdc nhd Idp 
HDDT tgi Vidt Nam nhQ Internet vd didn khi tiet 
kidm dUde hdng tram ty ddng hdng ndm tQ vide 
sQ dung vd TTHDDT. 

+ Do! vdi tieu chf dam bao dd tin c$y vd bao mdt 
cao nhdt trong khi xudt trinh vd thanh todn hda ddn; 
chiem ̂  I I Idn cae chuyen gia cho rang tieu chf ndy 
hidn dang dupe cdc nha Idp HDDT Uiyc hidn khd 
hiiu qud vdi danh gid d mQc Tdt va Kha lan lupt Id 
19.2% vd 61,6%. Thyc td cung dio thay, de cd thd 
tai HDDT, khach hdng phai cd ma tmy c^p duyc cdp 
bdi nha Idp HDDT vd khi thanh toan, khdch hdng lgi 
phai trdi qua mdt quy trinh xdc thyc tdi khoan cQa 
cdc ngan hang doi tdc. VI vdy, cd thd ndi tieu chf 
nay hi^n nay tgi Vidt Nam dang dupc cac nhd tgo 
Idp HDDT thyc hidn khd tdt. 

+ Ddi vdi tieu chf khd ndng dn d|nh ciJa hd 
thdng khi xQ ly giao djch: chiem tdi 50,8% cdc 
chuyin gia cho rdng t i iu chf ndy dang dUde thyc 
hi#n d mQc Khd vd 26,6% ddnh gid 6 mQc Tdt. 
Dilu ndy cho thdy, vdi sd iQQng cdc khdch hang 
dang sCl dung thl hd thdng xudt trinh vd TTHDBT 
vdn hdnh rat on d|nh. ludn ddm bao tfnh thdng 
sudt khi xQ 1;̂  cac giao djch tfianh todn. Thye td 
cho den nay hidn tUpng qud tai, nghen mgch hodc 
b| tQ chdi giao djch chua xdy ra doi vdi cdc nhd l$p 
HOOT tai Viet Nam. Tuy nhidn, tidu chf nay mdt 
mdt the hidn su chudn bj hd thdng cua cdc nhd l$p 
HDDT tUdng ddi tot. Mdt khdc, nd eung chQng td 
sd lupng khdch hdng sQ dyng vd tham gia hd 
thdng Id chua nhidu, vl vdy cd the hd thdng chua 
phai da phd vdi sy gia tang dOt bien ciia eac giao 
d|ch thanh todn n in chQa xdy ra sy co. 

DQ li$u dieu tra khich hing sd dung TTHDDT 
ve tidn Ich va su dan gian cOa quy trinh thanh toin 

Kdt qua xQ ly dQ lidu dieu tra khdch hdng sQ 
dung TTHDDT ve tidn ich vd sy ddn gian cua quy 
trinh thanh toan dupe the hidn d bdng 2 dudi ddy; 

+ Ddi vdi tieu chf tidt kidm thdi gian vd chi phf 
trong thanh toan: Chiem phdn Idn khdch hdng da 
tQng sQ dyng TTHDDT ddu eho rdng tieu chi ndy 
da dupe thye hidn khd tdt vdi mQc Kha chiem 
40,8% vd Tdt chiem 24,4%. Trong khi dd mQc Ydu 
chi chiem mdt ty Id nhd Id 4,6% vd Kdm la 8,4%. 
Nhu vdy cd the thdy tai V\^l Nam, djch vu 
TTHDBT da thd hidn dQdc lpi fch sQ dyng khi cho 
phep khdch hang cd thd tu trinh bay vd xQ 1^ thanh 
toan mdt edch chQ ddng vdo bdt kJ thdi gian ndo, 
qud trinh thanh toan nhanh chdng khdng phu 
thupc vdo khodng each khdng gian giOa khdch 

khoa hgc ^ 
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hang vdi nhd tgo Idp HDDT. Dieu ndy cho phep 
khdch hdng tidt kidm thdi gian, cht phf khi thanh 
todn hda ddn. 

+ Ve tao sy iinh hogt vd thu§n tidn cho ngQdi 
dung trong qudn 1;̂  vd lau hi] HDBT. chidm tdi 
49,6% khdch hdng da sQ dyng ddnh gid tidu (^i 
ndy d mQc Khd vd 22,2% ddnh gid 6 mQc Tdt Dieu 
ndy cflng cho thdy mdt thyc td, khi sQ dyng HE)DT 
vd TTHE>DT khdch hdng se khdng phdi qudn l j 
hda ddn gidy hdng thang, tranh dupc mi ro vd hu 
hdng, mat mdt hda ddn. Ngodi ra, cdn de'dang 
quan ty, tim kidm thdng tin hda ddn, thudn tidn cho 
vide ddi ehidu, so sdnh dQ lidu tren hda ddn. 

+ Vd mQc dd don gian, dd" sQ dyng cQa quy 
trinh xudt trinh vd TTHE)DT: t i iu chf ndy dupc cac 
khdch hang sQ dyng djch vy danh gid chCi ydu 6 
mQc Tmng b1nh chiem 43%, mQc Kdm Id 36,8% va 
mQe Ydu la 12,6%. Trong khi dd, cdc ddnh gia d 
mQc Khd vd Tdt chi chiem ty Id qud nhd lan iupt la 
4,2% vd 3,5%. NhQ vdy, cd thd thay v l quy trinh 
TTHDDT hidn nay van cdn phQc tgp vdi nhieu 
budc tien hdnh, thdm chf hogt ddng tmy cdp vao 
xem cdc hda ddn vd tien hdnh thanh todn dang 
dUjtc tdch bidt vdi nhau. Do dd, sy phQc tap ndy c6 
the ngdn can tdi nhieu ngudi dQng vi ddi hdi sy 
hidu bidt nhSt dmh vd CNTT, v l cdc budc thuc 
hidn cua quy trinh khi tien hanh TTHE)DT. Day 
cung Id mdt trong nhQng 1$ do ddn tdi sd lui;lri0 
ngudi Siam gia TTHBBT hidn nay tgi Vidt Nam vSn 
cdn rdt han che. (bang 2) 

+ Ve sy da dang cua loai hinh TTHDDT: cd the 
thay mdt thyc td hidn nay tgi Vidt Nam, hau hdt 
cac nhd tgo l$p HDDT ehu yeu phdi hdp vdi mflt 
vdi ngdn hdng de cung cdp djch vy TTHOOT 
thdng qua tdi khoan ngdn hang didn tQ cCia khdcfi 
hdng. Neu khdch hang khdng cd tdi khodn tgi 
ngdn hdng hgp tac cua nha tao \^p HDDT thl s i 
khdng the thanh todn dQpc. Vi v$y, sQ da dgng aja 
logi hinh TTHDDT dupe khach hdng danh gid chu 
yeu 6 mQc Kem vd Yeu lan \ugt chiem t j l | Idn Id 
33% vd 25,6%, mQe Tmng Binh chiem 32,4%. 
Trong khi mQc Kha vd Tot ehi chiem ty 1§ nhd la 
6,8% vd 2,2%. 

+ Vd d|ch vy hd'trp, chdm sdc khdch hdng khi 
tham gia hd thdng TTHDDT: chidm tdi 40,1% sd 
lugng khdch hdng danh gid 6 mQc Kem, 39,4% 
danh gia d mQc Trung Binh va 12,3% ddnh gid o 
mQc Yeu, Didu ndy eho thay djch vy hd'trp yd 
chdm sdc khdch hang khi tham gia TTHDDT cOa 
cdc nhd tao Idp HDDT cdn nhidu thieu sdt, cdc ho 
trp cd the khdng kjp thdi hodc tfnh ehinh xdc cOng 
nhu sy nhidt tinh cQa cac nhdn vidn chdm sdc 
khdch hdng edn qua ydu. 

+ Vd kha ndng cung cdp thim cdc gid tr| gia 
tdng cho khdch hdng: chidm tdi 32,4% vd 43,6% 
cac chuyen gia danh gid tieu chf ndy chi d mQc 
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S s n a ^ ; Thgc trgng dich vg TTHBDT vi ti$n fch vi sy ddn gian 
cua quy trinh thanh toin 

'~~— __ 
TiSl k i^m Ihdi gian v4 d i i ph i Irong 
Ihanh toSn 

Tao sy lmh hoal vi IhuSn b f n cho 
ngua dung trong q u i n ly v4 luu t i f l h6B 
lion difln h i 

Mill: d J dOn gi^n, dfsCi dyng cua quy 
trinh x u A trinh vd thanh t o i n HDQT 

Sy da d^ng cda loqi hlnh thanh to&n 
hoa dan diOn ICr 

Djch vu hf f i rd , cham sAc kh ieh h i n g 
khi tham gia h$thf ing 

K h a n 3 n g c u n g c 5 p t h S m c i c g i f i t r i g i a 
tSng cho kh ich h i n g 

Count 

R o w N K 

Count 

R o w N K 

Count 

R o w N K 

Count 

R o w N % 

Count 

R a w N % 

Count 

R o w N S 

Y«u 

21 

4.6% 

25 

5 5% 

57 

13 6% 

116 

35 6% 

SB 

12 3% 

73 

16 ,1% 

K i m 

3B 

6 4 % 

32 

7 0% 

167 

36 8% 

150 

33 0% 

182 

4 0 . 1 % 

198 

43 6% 

TB 

66 

14 5% 

71 

15.6% 

195 

43 0% 

147 

32 4% 

179 

39 4% 

147 

32 4% 

K h i 

218 

48.0% 

225 

49 6% 

19 

4 2 % 

31 

6 6% 

25 

5 5% 

24 

5 3% 

TSI 

111 

24 4 % 

101 

22.2% 

IG 

3 5% 

10 

2,2% 

12 

2 6% 

12 

2.6% 

Wgudn; XO /y dO li$u diiu tra bing SPSS 
Trung Binh vd Kdm, ddnh gid 6 mQc Yeu chidm tdi 
16,1%. Trong khi dd cdc ddnh gid d mQc Tdt vd 
Kha chi chidm ty 1$ rdt thap Idn \UQt Id 5,3% vd 
2,6%. ThUc te ndy da eho thdy cdc nhd tgo l$p 
HDDT d Vidt Nam chua dua ra mdt Qu dai cy thd 
hay them gid tr| gia tdng ndo cho nhQng khdch 
hang sQ dyng HDDT vd TTHDBT. Bidu ndy cung 
phdn ndo minh chQng eho sd lupng khdch hdng 
tham gia HDDT vd thyc hi|n TTHDDT tai Vidt 
Nam van cdn qud nhd so vdi sd khdch hdng ddng 
ky sQ dung cdc d|ch vy nhu didn vd Internet. 

3.3. Cac phat hf$n qua phin tfch Uttfc tr^ng 
hogt d^ng TTHBBT t$l Vl$t Nam 

Qua phdn tfch thuc trang hoat ddng 
TTHBBT tgi Vidt Nam dd cho thdy TTHBBT da 
phdn nao di vdo cudc sdng vdi khd nhieu ti^n 
ich duoc thQa nhdn bdi ea cdc doanh nghidp IdP 
hda ddn vd ngQdi sQ dyng d|eh vy nhy: tiet ki$m 
chi phi; tao sy thudn ti'dn dd'ddng trong luu trQ 
vd qudn iy hda ddn; dCddng doi chieu dQ lidu, 
ke khai, ndP thud; ndng eao chat lUQng djch vy 
khdch hdng; thanh todn dd'ddng nhanh chdng 
va giQp eho khdch hdng cd the chQ ddng trong 
qud trinh thanh todn; gdp phan bdo vd mdi 
trQdng do khdng phdi sQ dyng myc in vd gidy... 
Tuy nhien, TTHDDT van cdn nhidu vdn dd tdn 
tgi gay trd nggi tdi sy phdt tridn hdn nQa cQa 
loai hinh nay nhu: 

+ ThU nhit, nhieu khdch hdng chua du kien ...,. ^ ^ .̂  _ 
thQe, ky nang vd cdng cy cdn thidt dd thyc hi$n hdng khdng muon tham gia TTHDDT. 
vi le fra cQu vd TTHDBT. VI vdy, hp cam thdy rdc + ThU nim, cac nhd tgo Idp HDDT tgi Vi i t Nam 
r^. khd hidu vd cd phan e nggi khi tham gia. Day hidn nay chQa eung cap th im gia tq gia tang cho 
Id cdn chUa ndi tdi khdch hdng 6 nhQng ndi chua khdch hdng Uiam gia h$ thong ngodi nhQng tidn 
CO didu ki ln tiep c$n vdi edng nghd hidn dgi thl [ch chinh dupe gidi thidu nhu: tiet k i lm thdi gian vd 
thyc hiln TTHDOT cdn khd khdn hon. Ddy Id mdt chi phf, chQ ddng trong qua trinh thanh toan... Cac 
trong nhQng \y do ngdn can tdi sd IQpng Idn khdch hogt ddng khuydn khfch. Qu dai cho nhQng khdch 
hang sQ dyng vd TTHDDT. hdng mdi tham gia sQ dung HDDT vd TTHDDT Id 

htina hne 

+ Thii hai, cac hoat ddng aing 
cdp TTHE)DT dia cac nhd tgo Idp 
hda ddn d Vidt Nam hidn nay mdi 
chi dQng d mQc dd ddn gian vd 
tn,ic tidp, chua cd sy da dgng vd 
logi hinh vd tich hpp nhidu hda 
ddn tgi cung mdt d\a chi. Di lu nay 
nghTa Id khach hang se phai truy 
cdp tryc tidp vdo tQng website cua 
tQng nhd tgo Idp HDDT khac nhau 
de xem va thanh todn cho cdc logi 
djch vy khac nhau. Hoat ddng ndy 
gdy mat Uidi gian vd chua thyc sy 
thudn ti$n d ^ vdi khdch hdng sQ 
dyng. Ben canh dd, hogt ddng 
cung cap va TTHDDT tgi Vi§t 
Nam chu yeu dupc thyc hiln theo 
mdt logi hinh duy nhdt Id sy phdi 
hpp giOa nhd tgo Idp HDDT vdi 

mdt vdi ngdn hang. 
+ ThU ba, hogt ddng thanh todn ehua dupc tfch 

hpp ngay vdo h i thdng khi ngudi dQng xem vd tai 
hda ddn md van phaiquay lgi b in ngodi sQ dyng 
md dun. Quy trinh xem, tai vd thanh toan cae 
HDDT dugc thye hi ln vdi nhidu budc. Bdy Id mdt 
tnang nhQng IJ do ngan can ngudi dung tien hdnh 
thanh toan vl sy phQc tgp khdng can thidt ci!ia quy 
trinh. Quan trpng hdn la phUdng thQe thanh toan 
cho phip khdch hdng su dyng khi tham pia hd 
thdng TTHBBT chQ ydu thdrig qua tdi khoan cQa 
khdch hdng md tai nhQng ngdn hdng d ^ tae eua 
nhd tgo Idp HDDT. Neu khach hdng khdng cd tdi 
khoan tai cdc ngdn hang ndy mdc du cd the sd 
hQu nhilu phuong ti |n thanh todn didn tQ khac thi 
cung khdng the tien hdnh thanh toan dUdc. 

+ ThQfi/, chdt iQdngdiehvy cham sdc vd hd'trp 
khdch hdng khi tham gia TTHDDT cQa cdc nhd tao 
Idp hda ddn cdn nhieu yeu kdm. Nguyen nhan co 
ban \y gidi cho tdn tgi ndy mdt mdt Id do cdc edng 
cy dupc sQ dyng de cung cap djch vu khdch hdng 
cdn thieu vd yeu. Cho den nay, cdng cy dupc su 
dung phd bidn nhat van chi Id tong ddi di ln thoai, 
cdc cdng cy khdc hau nhu chua dupc phdt t ien. 
M$t khac, cdc phdn hdi vdi thac mac, khidu ki ln 
cua khdch hdng do ddi ngu hd'trp vd chdm sdc 
khdch hang thyc hidn cdn nhieu bat cdp vd tinh 
chinh xdc, dd'hidu, sy kjp thdi vd nhiet tinh. Ddy Id 
mdt trong nhOng ly do chfnh khidn nhidu khdch 
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chua cd. Chfnh vi vdy, so lupng khdch hang tham 
gia TTHE>DT hidn nay vdn edn thdp mdc du cdc 
dau tu ve hg tdng vd cdng nghd cQa cdc nhd tgo 
l$p HDDT da khd hodn thl^n. 

4. Cac g)aij>hap phat Irien TTHE>DT tai Vi$t Nam 
Deed the giai quyet cdc van de cdn tdn tgi 

nham thQe ddy sy phat trien cQa TTHDDT tgi Vidt 
Nam l ln mdt tam cao mdi vdt sy tham gia cQa 
ddng dao khach hdng sQ dyng, cdc nhd tgo Idp 
HDDT d Vidt Nam can phdi thyc hidn ddng bd cdc 
giai phdp sau ddy: 

+ ThQ nhat, cdc nhd tgo IdP HDDT can tidp tuc 
day mgnh cdng tac tuyin tmydn da dgng tren eac 
phUdng ti^n thdng tin dgi chOng dd khach hdng 
nam dUdc nhQng lpi feh vd su thu§n tidn cQa vide 
frien khai TTHDDT. Mdt mdt, cdc nhd tgo Idp 
HDDT &iyc hidn tuyen tmyen bdng td rdi, phdt 
hdnh ^dng bdo, dan pano, dp phich de t^o sy 
ddng thudn vd hdp tac tfch cue, k|p thdi tQ phfa 
khach hdng. Bdn cgnh dd, to chQc cdc sy kidn 
khdch hdng vd hdi ngh| khach hdng dd cd sy 
thdng tin trao ddi hai ehidu vdi khdch hdng sQ 
dyng HDDT vd ITHDDT nham giai dap, thdc mdc, 
cdi tidn djch vu vd pho bien mdt edch rdng rdi. Mdt 
khdc, can sQ dynci dieh ddn, mgng xa hpi nhu mdt 
kenh thdng tin de tao ra cdc lan tmydn tich cyc ve 
ti|n Ich cua vi^c sQ dung HDDT vd cdeh thQe tidn 
hdnh TTHDDT tdi ddng dao khdch hdng. 

+ ThU hai, cdc nha tgo Idp HDDT tgi Vidt Nam 
can da dgng hda each thQe cung cap TtHE)DT. De 
cd thd tich hpp nhieu hda ddn tgi cQng mdt d|a chi 
vd tgo ra sy da dang ve logi hinh cung cdp, cdc 
nhd tgo lap HDBT tgi Vidt Nam edn thye hidn cdc 
cat^ thQe sau ddy: 

(1) SO dung ngin hing la ciu nil vdi cic nha 
tao Up HDDT 

Can phdn bilt giQa cdeh thQe ndy vdi vide mdt 
nhd tgo Idp HDDT ket hpp vdt vdi ngdn hdng dd 
tien hdnh thanh todn, khi dd chi khdch hang cd tai 
khodn d nhQng ngdn hdng hpp tdc mdi cd thd 
thanh toan dupc. Trong cdeh thQe ndy, bdt ky mdt 
ngdn hang ndo cung ddu ddng vai trd cau ndi vdi 
tat ca cac nhd tgo Idp HE)DT, nghTa Id khach hdng 
chi can cd tdi khoan d ngdn hdng thi deu cd the 
tien hdnh thanh toan cho cdc d|ch vy dUQc sQ 
dung. Quy trinh bao gdm cac bude sau ddy: 

Budc 1: Khdch hdng tidn hdnh ddng k^ tgo tai 
khoan vdi mdt Ngdn hdng. 

Budc 2: Ngdn hdng se giQp khdch hdng kfch 
hogt tdi khoan da dang ky vdi ode nhd Idp hda ddn 
(didn, nude, tmydn hinh cdp, Internet..!) vd tdi ve 
cac hda don khdch hdng can thanh toan. 

Budc 3: Ngdn hang se chu ddng gQi email 
thdng bdo tdm tat ve cac hda ddn khdch hdng can 
Oianh toan cQng vdi mdt lien ket nhQng dd khdch 
hdng cd the quay ngupc tr6 lgi website ngdn hdng 
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dd xem, tai vd thiet l$p thanh todn. 
Budc 4: Khdch hdng tmy c$p vdo website cCia 

ngdn hdng ndi minh mo tdi khodn xem hda don v^ 
b i t dau tien hdnh thanh todn. 

Bude 5: Thdng tin vd phUdng tidn hodc tdi 
khoan Uianh todn md khdch hdng khai t}do se 
dupe may chQ xQ \y giao d|ch cua ngdn hdng kidm 
tra vd xdc thyc thanh todn vdi cdc nhd Idp lida 
ddn. 

Budc 6: Ngdn hdng se gQi hda ddn ehi tidt md 
khdch hdng da ^anh todn kdm vdi chi tiet giao 
djch phat sinh tren tdi khodn dd khdch hdng cd thd 
in ra ndu mudn vdo email cho khdch hdng. 

(2) Thanh toin thdng qua nhi cung cip dich 
vg thanh toin trung gian 

Cdeh thQe ndy ddi hdi nhd cung cap dich vg 
thanh loan tmng gian se tidn hdnh kdt ndi vdi tdt 
ca cdc ngdn hdng vd cdc h i thdng thanh todn 
khdc. Cdeh thQe ndy dupe tidn hdnh vdi cdc budc 
sau ddy: 

Budc 1: Khdch hdng tien hdnh dang ky vdi mdt 
nhd cung cdp d|ch vy thanh todn tiung gian. 

Budc 2: Nhd cung cap dich vy thanh todn tmng 
gian se kfch hoat tai khoan khdch hang da dang 
ky vdi cdc nhd Idp hda ddn dd tai ve cdc hda ddn 
khddi hang can thanh toan. 

BQdc 3: Khach hdng truy c$p vdo website cua 
nhd cung cdp dich vy thanh todn tmng gian dd 
xem thdng tin vd hda ddn vd bdt ddu tien hdnh 
thanh todn. 

Budc 4: Thdng tin ve phUdng tidn thanh todn 
ci^a khdch hdng se dQpc nhd cung cdp djch vg 
thanh todn trung gian truyen tdi v l ngdn hdng ndi 
khdch hdng md tdi khoan dd kiem tra vd xdc thyc 
thanh todn. 

BQdc 5: Ngdn hdng ndi khdch hdng md tdi 
khodn s i thyc hidn ehuydn tiln sang tdi khodn 
ngdn hdng cua nhd eung cap djch vy thanh toan 
tmng gian. 

Budc 6: Nhd cung cdp d|ch vy thanh todn trung 
gian thye hidn gQi thdng bdo ehi tidt vd giao d|ch 
cho cdc nhd Idp hda ddn vd thyc hign ehuydn tiln 
vdo tai khodn ngan hdng cua cdc nhd Idp hda ddn. 

+ ThQ ba, cac nhi tao lip HE>BT dn phii hm 
vdi nhieu ngin hang va tich hgp hd thing vdi nhieu 
cdng cu thanh toin khic nhau nhu: vidian ft?, than/i 
toin bang thd tin dgng... nhim tao ra nhieu iga 
chgn thanh toin khic nhau cho khach hing tham 
gia. Didu ndy se giQp cdc nhd tgo Idp HDDT gidi 
quyet dupe tdn tai phd bien hidn nay khi hd thong 
TTHE)DT chi eho phdp khdch hdng^ido ed tdi Wioan 
6 nhQng ngdn hdng hpp tac mdi ed thd thann todn 
duyc. Ngodi ra, thye hi§n gidi phdp ndy cQng se 
giQp cac nhd tgo l$p HDDT cd them nhieu khadi 
hdng vl du sd hOu cdc phQdng tidn tiianh todn khdc 
thi khach hdng van cd thd tidn hdnh thanh todn. 
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Bin cgnh dd, khdch hang khi Uiam gia sQ dyng h$ 
thdng cd ttid thanh todn ngay vdi cdc bQdc tuan ty 
md khdng phdi quay ngupc lgi giao didn ban ddu 
ei!ta website. Day la nhQng van dd md cdc hd thong 
TTHDDT tmdc ddy khdng lam dUdc. 

+ ThQ tu, cic nha tgo l$p HDBT cin phii phit 
tdin thim nhiiu cdng cu decung cip dich vg hi 
trg vi chim sdc khich hing ffiam gia xem. tii vi 
tiin hinh TTH€>DT. Ben cgnh sy gidi ddp vdi 
nhQng thdc mdc ddi hdi phai dupc tri ldi ngay cQa 
khdch hdng ttidng qua tong ddi di#n thogi, cdn tdn 
tgi rat nhieu nhQng thac mac, nhQng vdn dd md 
khdch hdng khdng y l u cau phai nhdn dQpc cdu trd 
ldi ngay vd tn;c tiep. Do dd, khdch hdng se tim 
kiem thdng qua website cQa cdc nha tgo Idp 
HDDT, qua email, di^n dan, mgng xa hdi- VI vdy 
de dgt dupe hidu qua tdng ttie eua chdm sdc 
khdch hdng, cae nhd tgo Idp HDDT Vidt Nam can 
phdi sQ dyng phoi hdp cdc cdng cu sau ddy: 

(1) Bii vdih§ thing FAQ^^ nhQiig trang cdu hdi 
FAQs phdi dupe thiet ke nham tra ldi nhOng cdu 
hdi cQa khdch hdng mdt each nhanh chdng khi tim 
hidu vd HDDT vd TTHDDT hodc cd thac mac phdt 
sinh khi dang thyc hidn giao dtch thanh todn. Vide 
thiet ke FAQs can phai dupc ddt d v| trf dl 'quan 
sdt dd khi truy cdp vdo website cQa nhd ^ o Idp 
hda ddn, khdch hdng cd the de'ddng tim ra. Bdn 
cgnh dd, cdc nhd tgo Idp HDDT Vl$t Nam phai 
dQng d Vj tri cQa khdch hdng, tii$m chf cho nhdn 
vi in thyc hidn TTHDDT de ed the nhdn biet dieu 
gi khdch hdng can tim hidu, didu gi cd thd phdt 
sinh trong qud trinh giao dich TTHDDT. 

(2) Boi vdi vide sU dung email trong chim sdc 
khich hing sQ dung efJlS: cac nhd tgo Idp HDDT 
Vidt Nam can sQ dyng email nhu mdt cdng ey tiiyc 
sy, bdng vi |c tgo Idp mdt ddi n^u tudn theo ddi cdc 
y kidn, cdc phan hdi, cac tiiac mdc cua khdch 
hdng xem, tai vd tidn hanh TTHDDT thdng qua 
email. Tieu chudn cho hogt ddng holrg, chdm sdc 
khdch hang tdt nhdt t r in email dd Id trd ldi trong 
thdi gian cdng nhanh cang tot. Theo tu van eua 
Forrester Research, tdt nhdt chi n in trong vdng 
10 phut ke tQ khi khdch hdng ddt cdu hdi, phfa nhd 
tgo l̂ ip HDDT nen ed sy hdi dap tra ldi. Tat nhlln, 
khdng phdi IQc ndo nha tgo Idp HDDT eung cd the 
hdi ddp mpi y lu cau cQa khdch hdng trong khodng 
ttidi gian ndy, ti'ong trudng hdp dd nhd tgo l$p 
HDDT n in thdng bao vdi khdch hdng biet rdng da 
nh$n duyc email ve van de thac mdc eua hp vd se 
l i in h | vdi hp vdo mdt tiidi gian dugc xdc d|nh. 
Dieu ndy, sd khien cho khaeh hdng dettieo doi sy 
phdn hoi vd chQng td cho khdch hang thdy rdng 
cdc nhd tgo Idp HDDT rdt quan tam tdi cdc vUdng 
mdc cua khdch hdng. 

(3) Cic nhi tao lip HBDT Vi$t Nam cin phii 
xiy dgng diin din ngay tren website cda minh di 

86 93/2016 

tgo diiu ki$n cho khach hang xem tai va thuc hidn 
thanh toin HBDTcd thi tham gia thao luin, chia 
si kinh nghl$m. Tren thue te, ddy Id hogt ddng md 
hdu hdt cdc nhd tgo Idp HDDT Vi|t Nam ddu thidu. 
SQ dyng didn ddn thao ludn la mdt cdng cy chdm 
sdc vd hd'tio khdch hang tham gia TTHDDT khd 
tdt vd hidu qud. Do dieh dan la cdng khai n in bdt 
ky khdch hdng ndo sQ dung HDDT vd ttiuc hidn 
TTHDDT cQng ddu cd the Ua Idi cdu tidi cua 
nhQng khdch hdng khde ddt ra. Di lu ndy, khidn 
eho cdc nhd tgo Idp HDDT phdn ndo giam dude dp 
lyc trong eung cdp cdc djch vy hd'trp khdch hang. 
Bdn cgnh dd, cdc thdng tin chia se ve trai nghidm, 
cdeh xQ ly cdc van de thudng g$p vd TTHE)DT ti'dn 
didn ddn mang tfnh khdch quan eao hdn, vi v$y sy 
tin tudng cQa khdch hdng cung se Idn hdn vd tfnh 
lan tda eung se rdng hon. 

(4) Cic nhi tgo lip HBBT Vift Nam cin tgo 
lip SQ hi$n diin trin mang xa hdi, sQ dgng mgng 
xi hdi nhu m^t kdnh cung dp dich vu khich hang 
cho cic khich hing tham gia TTHDDT. Cdc mgng 
xd hdi dang tgo ra mdt cdng ddng to Idn, vdi tdc dS 
lan tda thdng tin eye ky nhanh chdng. Ngay ca 
nhQng trang thdng tin di ln tQ. mdt logi hinh bdo 
chf mdi, ddi khi cQng thua kem mgng xa hdi trong 
vide lan tda thdng tin, ft nhat dudl gdc dd thdi gian 
[ l j . Theo y kien tu van eua cdc nha qudn ly tgi 
Cdng ty Rostin Ventures (da cd hdn 20 ndm kinh 
nghidm vd tQ vdn eho cdc doanh nghiip nham 
ndng cao mQc dd nhdn biet eua khaeh hdng trong 
TMDT va quan ly quan h$ vdi cdng chung), cdc 
nhd tgo Idp HDDT khdng nen xem mgng xa hdi ehi 
Id mdt kenh de bdn hang, ma do cdn Id phudng 
tidn dd Idm djch vy khdch hang, gia tang sQc thu 
hQt khdch hdng khdc tiiam gia. Vi vdy, cdc nhd tgo 
Idp HOOT Vi i t Nam can quan tdm, xdy dyng cdc 
mdi quan hd tin tudng vdi khach hdng, phdi tUdng 
tdc vdi khdch hdng theo cdeh thQe gan gQi, mang 
tfnh cd nhdn, chia se vdi khaeh hdng nhidu thdng 
tin ed l i in quan tdi HDDT vd TTHDOT. GlQp cho 
cdc khdch hdng tham gia xem, tai vd thyc hidn 
TTHDDT gidi quyet cac van d l thdc mdc, thdm chf 
chi cho khdch hdng tim den cdc dja cht phQ hpp 
dd cd dupe cdc giai phap tdt nhdt. 

+ ThU nim, di cd the tao ra sQ thu hQt vi hi 
tn? khich hing tit nhii, ngoii vi$c diu tu phit 
triin cic cdng eg cung cip dich vg hitrg, cic nhi 
tgo Up HDDT Vi$t Nam cin phii thUc hidn vi$c 
dio tgo nghidp vg cho dgi ngu nhin viin vi dich 
vg khich hing. Mdt mdt, cae nhd tao l$p HDDT 
can ndng cao ti'inh dd cdng ngh| vd sy hidu bidt 
cQa nhdn vidn vd quy trinh, thdm chi cd chfnh 
sdch ydu cau cdc nhdn vi in cQa minh sQ dyng 
HDDT vd TTHDDT de cd thd hUdng ddn khdch 
hdng thyc hidn mdt each thudn thyc. Ben cgnh dd, 
ddi vdi bd phdn hd'trp va chdm sdc khdch hdng 
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cac nha tgo Idp HDDT can phai cd sy hudng dSh 
chi tiet vd cung each, thai dd, sy nhidt tinh khi 
khdch hdng cd thac mac hay khidu ngi. Ddng thdi, 
can phdi cd phuong phap dd quan ly ttieo ddi khi 
cdc nhdn vi in thudc bd phdn n ^ thyc hi|n cdng 
vide. Mdt khdc, thudng xuyen kiem tra hodc ddng 
vai khdch hdng dua ra cdc thdc mac, khieu ngi vd 
HBDT vd thuc hiln TTHDDT de thQ phan Qng 
cQng nhu tinti chfnh xdc, sy kip thdi cCia cdc nhdn 
vien chdm sdc vd hd'trp khdch hdng. Tren ed s6 
dd, giQp cdc nhd tgo Idp HDDT dug ra cdc dieu 
chinh k!p thdi eho vide bdi dUdng nghidp vy, tdc 
phong, tiidi dd, sy nhidt tinh cua nhdn vi in chdm 
sdc khdch hdng. 

+ ThQ siu, dc nhi tgo l$p H€>BT Vidt Nam 
nin dua ra cic Uu dai cho nhOng khich hang thgc 
hi$n TTHDBT vi hitrd nhiiu chui'n hiin thi khic 
nhau nham thu hut khach hing. Mdt mdt. cdc nhd 
tgo idp HDDT cd thd td chQc cac chUPng trinh 
didm thudng cho khdch hdng ti'ung thdnh ho$c 
khdch hdng mdi tham gia; bob tham may man cho 
1000 khdch hdng ddu tien sQ dyng TTHDDT tnang 
thdng; giam 5% gid tri ddn hdng cho khach hdng 
ndo tham gia h | thdng TTHDOT... Quan trpng hdn, 
de thu hQt khdch hdng thi cdc bude thyc hidn xem, 
tai HDDT cung nhu todn bd qud trinh thanh todn 
phai dupc thiet ke mdt cdeh ddn gian, thich hpp 
vdi mpi ddi tupng khdch^hdng khdc nhau. cd nhu 
vdy mdi tgo ra sy pho cdp vd dgi diQng cQg 
TTHDDT ddi vdi dgi bd phdii ngudi ddn. I^dt khdc, 
vi|c hd* trp nhieu chudn hidn thj nhQ: xHTML, 
HTML5 se khien cho qua trinh xem, tdi vd thye 
hidn TTHOOT aJa khaeh hang tid nen dd" ddng 
hdn khi tien hanh tr in nhieu thiet bi di dpng khdc 
nhau md khdng b| bd budc eh! thyc hidn dupe trdn 
mdv tmjicd nhdn nhu trudc ddy. 

Tgi Vidt Nam, TTHDDT da cd sy hodn thidn 
v l loiai hlnh, t i ln fch khi eho phep gidm thieu cdc 
chi phf eho ttiidt b| vd ehi phf in dn, rQt ngan thdi 
gian cung cdp hda ddn, cd kha ndng kiem duy^t 
quan ly vd luu trQ hda ddn mdt cdeh ehuydn 
nghiip, ddng thdi tgo ra sy chQ ddng cho khdch 
hdng trong viec xem, tai vd thye hidn thanh todn. 
Tuy nhiin, de sy phdt tridn eiia TtH€)OT tUong 
xQng vdi nhOng nd'lyc dau tu cd sd hg tang v|ln 
hdnh hd thdng vd gia tang sd lUdng khdch hdng 
tham gia, cdc nhd tgo Idp HDDT Vi§t Nam cdn 
thue hien dong bd cdc giai phdp dQng tren quan 
diem sQ dyng cua khach hdng. Cdc giai phdp 
ndy phai hudng vdo hogt ddng tgo sy thu^n tidn 
cho khdch hdng tham gia vdi nhidu lya chpn logi 
hlnh thanh toan vd nhieu lya chpn hd'trp ve giai 
ddp thac mdc cung nhy cho phep khdch hdng cd 
the thye hidn hogt ddng TTHDDT tren nhidu thidt 
b| khdenhau.^ 

klioa hpc = ^ ^ = ^ ^ = , = ^ _ ^ ^ ^ _ _ 
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Summary 

E-bill payment is an ideal solution for service 
providers to contact partners and customers to 
enhance the capacity of bill presentment and cre
ate opportunities to extend products. To service 
users, e-blll payment Is an important solution to 
help in online purchasing, logistics management, 
business procedure improvement such as dispos
ing of old information, enhancing finance manage
ment, integrating tools to current working proce
dures [5]. At the same time, e-bill payment is a 
useful solution to cut costs for botii bill creators 
(suppliers of goods and services) and payers. 
Annually in the United State the value of bills in 
use totals over $20 billion with unit cost of $2-$5 
per each bill. The use of e-blll payment helps the 
country to save around $47.5 billion every year. In 
Vietnam, e-bill payment has gone through 5 years 
of development since 2000. However, Uie e-bill 
payment system of our country still remains small, 
scattered and not yet widely accepted by Uie 
majority of service users. Therefore, tiie efRdency 
of the system is low, the development is too slow 
and now stands still. The article generalizes some 
main features of e-bill payment, analyses the situ
ation, ttien proposes some solutions in diversi^-
ing forms and attracting customers so that the 
development of e-bill payment system In Vietnam 
can reach a new height. 
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