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ho mua sam tric !uyen quén Iy hau cdn, céi thien quy trinh kinh doanh, chang han nhif foai b6 di lisu
cd, tang cudng quén Iy tai chinh, tich hop cong cu vao guy trinh 1am viée hidn tai [5] BDéng thoi, TTHOET
1a gidi phap hdu ich d€ cdt gidm chi phi cho cé nha tao I8p héa dan (nha cung cép hang hda, dich wj)
va nguoi chi trd. Hang nam lai My, s& iugng héa don duge dua ra st dyng 13 trén 20 ty, chi phi cho mél
héa don ti 2USD dén 5USD. Vige st dung phdn ién TTHEOT da gip tiét kiém khoarlg 47,5ty USD cho
nude My hang nam. Tai V:et Nam, TTHPBT dd c6 thei gian phat trién Idmng 5 ndm tinh tr ndm 2010
cho dén nay. Tuy nhién, cdc hé thong TTHPDT tai Vigt Nam chtl yéu hogt d0ng mang tinh chat nhd &,
manh miin, chia dal duge su chap nhén mit céch rfing réi cia dai b phan khdch héng st dung dlch
vu. Do dé, hiéu qud hoat dfng con qud thap, su phdt tnén cia TTHOBT tai Vigt Nam con qud chgm va
dang trong tinh trang dm chén tai ch&. Bai viet vi vdy da khaéi quat mot 6 nét co ban vé TTHDOT, phan
tich thuc trang difa ra mpt sG giai phéip déc biét vé da dang hoa logi “hinh vé thy hat khdch hang nham
dita sif phit trién TTHEDT tai Vit Nam fén mot tdm cao mdi.

T khéa: thanh todn h;zci don dign td, héa dfl" dign td,

M3 dfu

E. Turban (Electronic Commerce: A Managerial
Perspective, 2010) cho réing TTHDDT 13 mét frong
nhing ndi dung quan trong bac nhak 6 danq gop
tich ¢y vao sy thay 66i nhén thuc co ban cla xa
h§i d6i v6i cac hoat ddng thanh todn dign ti.
TTHEBT ¢6 tac adng rat [6n trong vige cdt gidm
chi phi In &n va phdn phdi ha don, dic bigt 12 véi
cac nha cung c8p dich vy nhu: dién, nudg, truyén
hinh cdp, internet, dién thoai, thug, cudc phi giao
théng, cac hda ddn hanh chinh... B8ng thdl tac.ra
sy chil ddng t6i da cho khach hang sd dyng dich
vy trong vige x0f Iy thanh fodn khéng phu thugc
vao gidi han clla khAng gian hay thdi gian [3].

1. M8t &5 van da cd bdn v8 TTHEET

Khitl nigm TTHDDT

Vé mét ban chat, HDDT va héa ddn truyén
thiing cd ndi dung tudng t nhau. Tuy nhign, héa

don gidy duge thg hién béing in &n, phat hanh
con HBDT 13 tap hop cac thong digp o ligu didn
0 vé& bdn hang héa, cung tng dich vy, duge khdi
tao, 1&p, gli, nhan, luu trd v& quén 1y bling
phuang tién dién tl, HEBT duge XU Iy trén hé
thding mdy tinh cba 1§ chic aa duge cdp ma s§
thug khi ban hang héa, dich vy va duge lu trd
trén mdy tinh cla cac bén theo quy dinh cla
phép luat v& giao dich dign t [4].

BGi vl hogt ddng thanh todn héa ddn fruyén
thdng clia c4c nha cung cp dich vy, tidu bidu
nhu: dign, nudc, truyén hinh cép, internet... thudng
mang lai sy t6n kém r&t Ién v& mat chi phlin &n va
phan phdl héa ddn, chi phi cho nhén vién thu
ngan. Bén canh a6, khéng tao dude su chi ddng
!rcng thanh todn cho khach hang s dung dich vy,
chéing han: khach hang khéng thé biét dudc chinh
xéc khi ndo nhan vian thu ngan s5 d&n thu tién. VI
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vay, khi khach hang ban di céng tac hay ¢6 viéc
@6t xudt ma sau vai Ian nhan vién thu ngan dén
khéng thu dugc tién ciing ddng nghia vé dich vu
d6 & bj cit. Bay 1a thuc L€ thudng Xuyén xay ra
d6i vai thanh toan hda don truyén theng.

Khéc véi thanh todn héa don truyén thong diénh
ra khi khach hang nhan dugc hoa don thic 1€
béng ban gidy v6i ddy 4l thong tin, TTHDBT la
qua trinh cdc nha 18p héa don hodc cac don vi
trung gian xust trinh ban sao hoa don clia khach
hang dudi phién ban dién ti. Céc nha lap hoa dan
€6 thé Iya chon xust trinh bén t6m tat hodc ban chi
1€t héa don cho khéach hang. Hoat ddng nay derm
dén nhiéu co hdi cho nha 18p héa don va cac nha
trung gian khi tudng tac véi khach hang nhu hudng
ddn khach hang dén cac dia chi ma minh mang
mudn, ¢ing nhu n&m bt cac sd thich va thang tin
vé théi quen, mong dgi cla khach hang, nham tign
h&nh ban hang chéo ho3c ban bé sung va xay
diyng 16ng trung thanh clia ho.

TTHBDT gilp gidm thiéu cac chi phi ién quan in
&n clia hoa don gidy, gidm sy cham tré trong giao
hang, figt kigm thai gian cho cac dai ly va cung cap
kénh théng tin lién lac tryc tigp gilta nha cung cép
dich vy va khdch hang. vé phia khéch hang, khéch
hang duge hudng loi W0 qua trinh thanh toan va
quan Iy héa don nhanh cncng dan gian.

Hiéu mot céch don gign, TTHOBT ia hink thue
héa don thanh todn duac gdf tnfc tiép dén khdch
hang théng qua cdc phuong hén dién ti, cho phép
khdch hang ¢ thé luu trid, qudn Iy ' xd Iy thanh
todn mét cdch cht déng. Mac du vay, TTHEBT
khdng phai 2 mat hinh thiéc thanh toédn déc 1ap ma
viéc thanh toan phai dugc thuc hign dya trén cac
phuong tién thanh todn dien t khac nhu: thé tin
dung the ghi ng, vi dien 10, séc dign tf, chuyén
khaan dign ti...

Cdc lgf [ch eda TTHEET

Vige ting dung TTHEBT s& mang lai cac Igi ich
sau ddy ddi vai ca doanh nghiép cung edp dich vy
va khach hang su dung dich vy,

+ Gidm chi phi: ing dung TTHEET gidp giam
chi phi cho ¢a nha tag Iap hda don va nguﬁn chi
trd. Céc chi phi ¢d thé k€ ra & day bao gém: chi
phi XU Iy thanh todn; chi phi in an, phan phéi va luu
tril héa dan; chi phi bdo mat va lam giam chi phi
dich vy khach hang td cac trung tam dién thoai.
V4i TTHPBT, chi phi sdn xuat mét héa don duy
nhat cé thé giam 25-40% so véi hda don trén gidy
(Patel, 2002). Khi giam chi phi s& ting khi ning
sinh 16i va nang cao nang Iyc canh tranh cho
doanh nghiép [4].

khoa hoc

+ C&j thidn dich vu khdch hang: khi xuat trinh
hoa don véi dinh dang dién t0 va cung cdp nhiéy
kha nang truy cap thong tin chi tiét vé héa dan,
c&c nha tao lap héa don glup khach hang dé'dang
quan Iy théng tin tai khodn clia minh va khic phuc
nhanh chdng khi ¢d stf c§. BGng thdi, nha tao lap
héa dcn nang cao kha nang tuong tac vdi khach
hang ctia minh 24/7 va 365 ngéy treng 1 nam,
Bén canh do, khach hang co thé truy cép vao ta
khodn clia ho bat cuf Ide nao ho mudn dé thiét lap
va x(1 ly thanh toan [5).

+ Duy tri Iong trung thanh cda khdch hang: sau
khi khach hang s dung TTHDDT vdi nhiéu tién
ich nhu: tinh chl d§ng trong thuc hién x4 Iy thanh
toan, khong phy thugc vao khoéng cich khéng
gian hay thdi gian, thanh toan nhanh... s& c6 nhin
biét, so sanh véi sy bat tign cla thanh todn hoa
Gon gidy trudc day. Bigu nay sé giup cdc nha cung
cap dich vy gil chan khach hang da tham gia
thanh toan vi nhiing tién fch mang lai cho ho.
Dang thai, do kiém scat duge céc hda don nén céc
nha tac [4p héa don c6 thé theo ddi moi hoat déng
cua khach hang trén web va cé thé tim higu nhiéu
1hong tin v€ khach hang. Tl G cung c3p nhiéu
dich vu phi hgp mong mudh ciia khach hing va
duy tri long trung thanh coa hg.

+ Nang cao ndng luc canh tranh: viéc sii dung
TTHEDT sé gidp cac nha cung cdp dich vy nang
cao nang l,rc canh tranh clia minh. Trong cugc
chay dua d€ thu hut va gid chan khach hang,
TTHBBT ddng vai iro quan trong vi hoat dgng nay
cung cép nhiéu gid tr| gia tang cho khach hang
bén canh viéc xuat trinh va thanh todn hoa daon,

+ Gia tang nhu cdu khach hang: TTHOBT gilp
khach hang ¢4 thé truy cap vas héa don cdia minh
bat cif lic ndo, bt ci nof ndo va chi cdn chi trd
qua mét cud click chudt. V&i sy phit trién nhanh
chong clia ¢ong nghé nhu hién nay, TTHEBDT ¢
thé thyc hién trén dién thoai di dgng, méy tinh
bang va céc thigt by di dong khac. Biéu nay tao sy
thudn ién va mang lai cac tign ich gia tang ¢n cho
khach hang, vi vay lam gia tang nhu cau si dung
cda ngay ¢ang nhidu khach hang tidm nang.

Cac bén tham gia hé tfxfng TTHOOT

M&i quan hé gida cac chi thé tham gia
TTHODT rét phuc tap. Cén ¢6 nhing cong oy 18t
nhdt g€ ki€m soat m&i quan hé nay. V& cd ban cac
chil thé tham gia hg thdng TTHEDT duge minh
hoa bdi hinh 1 sau day:

+ Ngudi tao I4p hoa dom: 16 chic trye tiép cung
cZp cac hang hda, dich vu ma khach hang musn
mua va cung ¢ip hda don cho khach hang. Chil
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héa don hén oar

Hinh 1: M7 quan hé gida céc chi: the tham gia hé thdng TTHEET

1hé& ndy c6 thé 13 ¢4 nhan hoc doanh nghigp (vi
dy cdng ty vién théng, céng ty ung dung) hoc co
guan chinh phi (t8ng cuc Thug, tong cyc Hai
quan). Ho t8ng hgp cé4e hda don va giti cho khach
hang. TTHOBT thay thé cdc héa don truyén thong
béing dinh dang dién ti.

+ Nha cung cap dich vy thanh toén cho ngudi
tao ldp héa don: t§ chife cung cép dich wu tai
chinh cho ngudi Iap héa don. Ho <6 thé 1a da Iy
ho#c dan vi chuyén cung ¢ép dich vu cho céc nha
lap héa dan. Nha cung c&p dich vy tai chinh nay
88 hodn thanh chu trinh TTHEDT bang céch chap
nhan yéu céu thanh todn vé chuydn théng tin cho
13 chdc tai chinh clia khdch hang théng qua trung
tam thanh toan bl tri tv ddng (Automated
Clearing House - ACH).

+ Trung gian 18ng hgp hda don: 18 chidc déng
vai trd dan vi frung gian tdng hgp nhidu héa don
khac nhat, chiu trdch nhiém tlr khau chudn b héa
don, giao hang va theo doi cac mét hang lién guan
dén héa don. TG chiic nay hoat ddng véi chlc
nang trung gian, 18y ngudi tidu ding lam trung
tam, hoat dong ddc [dp vdi ngan hang va cac nha
cung c3p dich vy tai chinh cho ngudi fap hoa don.

+ Cong thdng tin/Sén giao dich va phan phoi
hda dan: 18 chic chyu trach nhiém tap hop dif liéu
va phan phdi héa ddn tdi tap khach hang thudng
Xuyén truy cip vao mang cfia cdc nha I4p héa
dan. VI du nhu cic website clia cac nha cung cdp
dich vy intemet (ISP) c6 thé hoat dong nhu mot
trang chl héa don cho mét nhém ngudi sd dung.

+ Khich hang/Ngudi ndp hdéa don: nhiing
ngudi mong mudn xudt trinh va thanh todn héa
don thong qua cac phuong tign dién t. Ho 1a d6i
tugng sau cung tham gia quy trinh thanh todn
hang héa va dich vu. Ho cd the 12 c4 nhan (ngudi
fiéu dang cudi cung, hd gia dinh), mét doanh
nghigp hodc mét 18 chic chinh phd. Khach hang
nhan héa don gia tr) gia téng khi mua hang dudi
dang dign t. Dinh dang nay gilp khach hang
gidm bdt khau kidm tra va chi phi chuyén tién
truyén thong.

+ Ngan hang: t6 chiic tai chinh cho phép khach
hang tao va truy cap tai khoan dign ti. Hau hét
céc giao dich théng qua tai khoan dién U déu Ia
giao djch khdng sif dyng tién mat. Véi TTHPDT,
ngan hang [a dai dién cho ca hai bén: ngudi lap
hida don va khach hang. Ngan hang chiu trach
nhiém thanh todn va thdng béo cho céc bén.
Ngoai ra con phéi ddm béo réing ngudi 13p héa
don nhén dudc tién hang hoa va dich vu ti khach
hang vdi mdl 1an thanh todn da dugc xac thuc.
Quy trinh thanh toan chi digh ra gida céc 16 chic
tai chfnh vdi nhau,

+ Céc nha cung cdp co s ha tdng € két néi
va xil Iy giao dich: 18 chitc chuyén cung cdp phan
cung va phan mém hé'trg hé théng TTHEDT déxl
ly giao dich. T8 chic nay cung cdp Ung dung can
thiét cha cac chi thé tham gia quy trinh TFHPOT.
Heo chyu trdch nhiém vé€ dudng mang, may chil,
may tram va hé thohg luu tri.

2. Phuang phap nghién ciu thyc trang hoat
ddng TTHODT tal Vigt Nam

Hoat déng TTHEDT tai Viét Nam duge thuc
hign chl y&u théng qua sy phéi hop clia mot vai
nha tao lap héa don (18 chlc cung cdp dich vy,
hang héa) vdi cdc ngan hang tai céc thanh phé
I6n. Khéch hang sl dyng cé thé thanh toan béng
dich vy Internet banking do cac ngan hang cung
cép. Tiéu bidu nhét trong s& cac nha tao Ap héa
don tai Viét Nam phai k& dén Tap doan dién luc
Viét Nam va cdc nha cung cap dich vu Internet
nhu: VNPT va Viettel. Vi vay, nghién ciiu nay dudc
thyc hién dia trén sy khio sét hoat dgng TTHDET
cho c4ac dich vy dién va Internet tai 2 thanh phd
i6n c6 tinh dai dign 13 Ha Noi va TP. H8 Chi Minh.

+ Khao sat dugc ti€n hanh véi 200 phigu diSu
fra chuyén gia phu tréch vé HPDT tai cdc nha tao
lap hoa don dich vy dién va Intemet. Két qua thu
dugc 177 phiéu hgp I8. Bay 1 trudng hop tong thé
nho va bigt cu"]hé' t8ng the, ap dung cdng thuc tinh
cd mau: n= Ny 4 ne?)
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Theo @4, n = 177, N = 200, sai 58 tinh dugc: &
=2,54%, 46 tin c4y dat khoang 97,46%. .

+ Vi 500 phiéu diéu tra khach hang st/ dung
TTHEET vé tign ich va sy don gidn clia quy trinh
thanh toan, thu dugc 454 phiu h%}a
rudng hgp 18ng thé nho va biét cuﬁh
dung céng thifc tinh ¢8 mau: n =4 4 N(ef )

Theo @6, n = 454, N = 500, sai so tinh dugc: ¢
= 1,42%. Nhu vy, v6i 454 phiéu thu digc tl cude
diéu tra |a co tinh dai dign véi do tin cdy khoang
98,58%.

3. Thyc trang hoat d§ng TTHEDT tai Vigt Nam

3.1. khil quit hogt dbng trién khal TTHRDT tal
Vigt Nam

B4 voi dich vy dign

Cd thé néi khéng qué khi cho réng Tap doan
dién Iyc Viét Nam 13 don vy trién khal TTHEBT
sdm nhét trong cé nude, diéu ndy dugc thé hisn
r4t 16 tal 2 mién: Bdc, Nam. Tai mién Bac tr ndm
2013, Téng cong ty Bién lyc TP. HA N&i 43 trién
khai ap dung HBDT cho khoéng 130.000 khach
hang mua dign & Quan Hodn Kiém va Quan Géu
Gigy. Nam 2014 tri€n khai fiép 2 giai doan, cy
thé, giai doan 1: 1 1/11 &p dung HPBT cho
khodng 740.000 khach hang d cac Quén Hai Ba
Trung, Ba BInh, Bdng Pa, Tay HE, Thanh Xuén,
Leng Bién va cic huyén B6ng Anh, Séc Sdn.
Giai doan ti€p theo tU ddu thang 12 duge ap
dung hinh thiic ndy cho 420.000 khéch hang 4
cac Huyén Tu Liém, Thanh Tri, Gia Lam, Son
Tay, Thudng Tin, Ban Phudng.

Cudi thang 12/2015, Tdng cong ty dién lyc Ha
N6i dé trién khai tai cAc Quén, Huyén ocon lai fa
Hodng Mai, Mé& Linh, Ha Bdng, Chuong My,
Thach That, Ba Vi, Hoai Bc, My Bc, Phi Xuyén,
Phic The, Qudc Oai, Thanh Oai, Ung Hda, Thach
Thét, Ba Vi, Phii Xuyén, Phac Tho, Qudc Oai,
Thanh Qai va Ung Héa.

Tai mién Nam, TTHEDT trong nganh dién da
dugc trién khai sém hon. Thang 12/2012, Cong ty
Dién lyc 5ai Gon (quan Iy quén 1 va quén 3) duge
EVN HCMC chon lam thl diém véi khoang 10.000
khach héang. Sau hdn 6 thang trién khai, nhing Igi
ich ma HBDT mang lai da dugc ching minh bing
thuc tiéh. Lanh dao Céng ty Bién Iyc S4i Gén cho
bigt, gdn nhi 100% Khéch hang dudc hdi déu bay
16 sy hai 1dng 85 véi viée ap dung HPBT trong
thanh toan tién dién thai gian qua. Thic t&, khach
hang khéng chi dugc rit ngén théi gian di la,
thuan tién trong thanh todn, ma HEBT oan gitp
vigc luu trd, bdo quén, d6i chigu... théng tin duge
18 réng, minh bach hon rat nhigu so véi hoa don

Kiiog hge

16. Bay 1a.
téng 1hé‘,l ap
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gidy. Bdu thang 7/2013, hai cong ty dién lyc 3
Chg Ldn va Tan Thuan da chinh thic dp dung
HEBT cho khéch hang trén dia ban cac quan 4, 5,
7, 8. Tif ngay 01/01/2014, Tong céng ty Dién iy
TP. HG Ghl Minh @3 chinh thic phat hanh HEBT
trong hoat ddng mua bén dign d&i vdi 14t ci khach
hang trén dia ban TP. HS Chi Minh.

Theo thong ké sd bg, hign EVN HCMC quin Iy
han 1,9 trigu khdch hang dong dién, phat hanh
khoang 21,5 triéu hoa don/nam. N&u tam tinh chi
phi in @n hda don 1y in va gli héa don cho khéch
hang 13 khodng 1.000 déng/héa don, th chi phi
quan iy héa ddn ¢ nam cia EVN HCMC vao
khoang 21,6 ty déng. DAy la s tién khang hé nhé,
ma néu sif dung HDDT, EVN HCMC sé& st kigm
dugc. Mt khac, véi quy mé va t6c a9 tang trudng
nhanh chéng nhu hién nay ciia EVN HCMC, d§
duy trl b9 mdy van hanh 6n djnh, hiéu qua cling
nhu dap (ng dugc yéu cu tang trudng cila he
thang, thi vige tim ra gidi phdp tién tign, tist kism
chi phi sdn xu&t, ndng cao hiéu sudt lao dgng... ¢
¥ nghta rdt quan trong. Viéc dp dung HDDT duge
coi l& mét trong nhilng gidi phap can thist cla
EVN HCMC.

B4i vdi dich vu Intemet

VNPT TP. H6 Chf Minh va VNPT Ha N&i I3 hai
trong s3 nhiéu dan v) thude Tap doan VNPT di ddu
frong vidc trién khai HDBT. Ti thang 4/2014, i
TP. H& Chi Minh, cac khach hang tai Quan 1,
Quan 3 va Quan 7 ¢6 thé thanh toan cudc dich vy
cd dinh va Internet thay héa don gidy. Cach ddy
han 1 ndm, tr thang 1172014, VNPT Ha Ngi 43
chinh thic st dyng HBET trong thanh toan cudc
vién théng a6 vdi khach hang 1a cac thué bao dich
vu Vién théng trd sau. Viéc 1am ndy nhim ddn
giédn héa thl tuc, tao thuén lgi cho khach hang
trong viéc Iuu tr va s dung hda don, tién cho
viec ké khai va ndp thué. Khéch hang sit dyng
dich vy vign thong, Intemet clia VNPT Ha N&i, dén
thdi han thanh todn cudc viéh thong hang thang,
thay bang viéc nhan hda don gidy truyén thong,
khach hang s& nhan dugc héa don dién to. Khi
cén tra cGu chi tidt, in va tai hda don dién tif khich
hang truy clp vao website: http:/hanoivnptin
béing user va password ¢4 nhan da ding ky.

Tinh d&n thang 3/2015 vigc 4p dung HDET da
Guge VNPT Ha NoF trién khai tai § quan: Céu Gidy,
Ba Pinh, TAy H3 va Nam/Bdc TU Liém. Sau 6
théng trién khai thi diém tai mot s6 quan, huyén,
bét d4u t théng 572015, VNPT Ha Noi 43 chinh
thitc 4p dyng HPBT trong thanh todn cudc vién
théng va Internet trén toan thanh phé. Day 1A hinh
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thdc thanh toan mang lai rét nhigu i ich thist
thuc. Dai dién clia VNPT Ha Ni cho hay, vige thu
cudc dich vy vién thong va Internet clia VNPT Ha
Noi tai céc khu vye nay 03 dugc dam bao dung
ti€n a6 va han mude quy dinh, déng thdi gidm thidu
dudc rat nhiéu cong viéc so vai
vigc sif dyng hoa don gidy truéc
day do cong tac bao quin va

o KIS T VA Quiv LY%

dich vu TTHEDT dugc cung cdp bdi cdc nha tao
14p hoa dan dién va Internet tai Viét Nam

Két qua xr 1y da lidu digu tra t céc chuysn gia
duge thé hién d bang 1 sau day:

Bang 1. Thuc trang dich vy TTHPDT dugc cung cap bdi cde nha tao
13p héa don dign va internet tai Vigt Nam

truy luc héa don thuan tién hon.

T ngay 11/11/2015, Tdng
Cong ty Viéh théng Viettel 93

trién khai HDOT trén toan thanh
phd Ha Ngi. Viette! cho bigt, sd

dT‘ Viettel 4p dung chinh séch
nay trén co sd nhang Igi ich 1l

HEDT mang lai va thyc hién
chli truong cta Chinh phl tai

Thong fu s§ 32/2011/TT-BTC
ngay 14/3/2011 cla BO Tai
Chinh v& viéc hudng ddh khdi

T _ Y& | Kem | TB | Kns | Tét

Héa don hé ¥ nhidu bdu chufin hidn t  |Count 4o 7o 26 el 5

Rowhs | 277%| s46%] 1a7% 102% 28%
Tich hop ntidu phuong ten tharh todn  |Count 27  44] 36] 14 3

Rowt% | 15.3% 249%| 486%[ 78% 34%
it kigm chi phiin &n v phts phicha  [Count 7] 5] o] s ag
nha (4p héa don RowN%_ | 4.0%) 85%| 136%( 486%| 254%
Bim bio ddtin cAy va bdo it caonhl  {Count 10 1] 14 w8 34
rong khi xudtrinh va thanh toén héa ddn [RowN% | 56%] 56%| 7.6%| 616% 19.2%
Kbk g 6n dinh Gl hd théng Khixd 1y |Count 6| 1] 2] s a4
givo dich RowN% | 34% 6.2%] 13.0%| 5o8%| 266%

tao, phat hanh va si dung héa
don dién tlf ban hang héa, cung

ung dich vu. Trude dé, véo thang 9/2015, Viettel”

Telecom @3 th nghiém phéat hanh HBDT tai quan
Céu Gidy va nhan duge sy hudng Ung cling nhu
gop ¥ cla khach hang. 6 chinh 1 ca sd 44 Viettel
Telecom rit kinh nghiém thuc t& khi ma rong pham
vi phat hanh HDBT ra toan thanh phd Ha Noi.

Thang 12/2015, Tong Coéng ty Vién théng
Viettel md rong trign khai HPET ra 7 tinh/thanh
ph& gém: Thanh ph& H& Chi Minh, Cén Thd, Bén
Tre, Tién Giang, Gia Lai, Thanh Hda, Lang Son.
Trude d6, tu thang 1172015, Viettel da trién khal
HODT trén toan thanh phé Ha Noi va nhan duge
phan dng tich cyc td dong dao khéch hang. Bay
Giing chinh 12 £0 88 d& Viettel Telecom it kinh
nghigm khi md rong pham vi trién khal. Kni ap
dyng HBDT, dé tra ciiu théng tin héa don, khach
hang chi cén truy cap website hitp:/ivietteltele-
com.vn/hoadondientu. B&n canh 46, Viettel sé gl
HDBT tdi dya chi mail khach hang déng ky sau khi
khach hang da thanh foan. Viettel cling khuyén
nghi, dé trdnh khigu nai cé thé xay ra, khéich hang
¢dn kiém tra tin nhin dugc hé thdng Viettel tra vé
ngay sau khi khéch hang thanh todn tién qua déu
s6 195 hosic DV_CODINH. Trudng hop théng tin
khong chinh xac, khéch hang ¢ quyén yéu cdu
nhan vién thu cudc cla Viette! gidi dap hodc goi
1én 16ng dai Viettel 19008198 (100d/phit) dé duge
& trg nhanh chéng.

Ngudn: Xd Iy dit lidu diéu tra bang SPSS

+ D6i vdi tidu chl héa don h§ trg nhidu tiéu
chudn hién th: phan (6n cac chuyén gia déu danh
gié tiéu chi ndy ciia dich vy TTHEBT chi yéu &
mic Yéu chigm tdi 44,6% va mic Kém chigém
27,7%. Chi c6 mot ty 1 rit nhd Iua chon mue Tt
chiém 2,8% va mdc Kha chiém 10,2%. Diéu nay
cho thdy TTHOBT vah gép han chg 16n 4 viéc hién
thy mdt cach rong rai trén nhidu thist bl va phudng
tién khéc nhau, do 48 chufa thuc sy tao sy thun
tién cho ngudi ding khi mudn xem va thanh todn.
Thic t& cho thdy, TTHEDT tai Vidt Nam chi h§trg
c4c tieu chudn hién thy héa don dudi dang pdf va
XML chil y€u tuong thich trén may tinh ca nhan.’

+ B8 vdi tiéu ehf tich hdp nhiu phuong tién
thanh todn: chi cd mét ty 1& rat nhd (3,4%) céc
chuyén gia lya chgn mdc TSt va Kha chiém 7,9%.
Trong khi d6 da phan chuyén gia déu danh gid tidu
chi nay d muac Trung Binh vdi 48,6%, muc Kém vdi
24,9% va mic Yéu 13 15,3%. Diéu nay cho thdy
hoat ddng tich hgp nhiéu phudng tign thanh todn
clia TTHEBT con & muc thap, chua tao thuan Igi
va tgo ra nhiéu lya chon thanh toan cho khéch
hang. Thyc t& tai Viét Nam hién nay, cac nha 1ap
HBPT ciing sif dung duy nhét mét phudng phap
thanh todn qua ngan hang. Tuy nhién, sy phdi hgp
cling chi manh mun vi mai nha cung cdp dich vy
HEBT chl phdi hgp véi mét vai ngan hang don le
dé tign hanh thanh toan. Do 46, néu khach hang

2. Thike trang hogl ddng TTHPDT fal Vigt Nam  tham gia khdng cd tai khoan tai cic ngan hang
ﬁ?:r ligu ‘c?léu !rah:a?c chuyén gia phu tréch v  ndy thi khéng tién hanh thanh todn duge.
khoa hge &
thigngmat 7

S5 93/2016



[ move T VA QUAN LY}

+ D&i vdi tiéu chi tigt kiém chi phi in &n va
phan phdi cho nha Iap héa dan: phdn 15n cdc
chuyén gia déu danh gid vigce sl dung HDDT va
TTHODT sé gitp gidm chi ph in &n va phan phél
cho c4c nha Iap HBBT véi 17 18 14n luot I3 48,6%
& muc Khé va 25,4% & mie Tot, Bay cling 1a thyc
t& ¢a duge minh ching t chinh cdc nha lap
HODT tai Viét Nam nhy Internet va dign khi tiet
kiém dugc hang tram ty déng hang nam t viéc
sl dung va TTHROT. .

+ B4 v6i tieu chi dam bao dg tin cdy va bao mét
cao nhat frong khi xudt trinh va thanh todn héa don:
chi&m ty 1& 16n céc chuyén gia cho rang fiéu ¢hi ndy
hign dang dude cAc nha 13p HDPPT thyc hién khd
hiéu qua v&i danh gia 8 muc T6t va Khd Ian lugt 12
19,2% va 61,6%. Thyc & cling che thdy, dé cb thé
tai HDDT, khach hang phai 6 mi fruy cap dugc cip
bdi nha 1ap HPBT va khi thanh toén, khach hang lai
phai trai qua mét quy trinh xéc thyc tai khodn cla
céc ngan hang déi tac. Vi vay, co thé néi fiéu chi
nay hién nay tai Vidt Nam dang dugc cac nha tao
1p HEBT thyc hién kha t3t,

+ B&i voi tiéu chi kha ning &n dinh cla hé
théng khi x{ Iy giao dich: chiém t6i 50,8% céc
chuyén gia cho rang tiéu chi nay dang dudc thye
hién ¢ mic Kha va 26,6% danh gia o muc Tot.
Diéu ndy cho théy, vdi s& lugng cac khach hang
dang s dung th hé théhg xudt trinh va TTHEDT
van hanh rat 6n dinh, ludn dam bao tinh théng
$u0t khi xit Iy céc giac dich thanh todn. Thue t&
cho d&n nay hién fugng qua tai, nghén mach holic
by tif ehéi giao dich chua x&y ra d6i vdi cac nha 18p
HPDT tai Vigt Nam. Tuy nhién, tiéu chi nay mét
mat thé hién su chudn bj hé thdng clia cac nha (3p
HDDT tudng dai t5t. Mt khéc, nd cling chiing td
sd lugng khach hang sil dyng va tham gia hé
thang 13 chua nhiéu, vi vay c6 thé hé ihdng chua
phai dGi phd vdi sy gia tang dot bien clia cac giao
dich thanh toan nén chua x4y ra sy ¢6.

D4 ligu diéu tra khdch hang stf dung TTHOET
vé tién ich va su don gidn cda quy trinh thanh todn

Ket qua xt iy dif ligu diéu tra khdch hang sif
dung TTHDET vé tién ich va sy ddn gidn cia quy
trinh thanh todn dugc thé hién & bang 2 dudi day:

+ D3l vdi tiéu chi tigt kidm théi gian va chi phi
trong thanh toan: Chiém phan Idn khach hang da
ting sif dyng TTHEBDT déu cho réing tigu chi ndy
48 dugc thuc hién kha {6t vdi mic Kha chiém
40,8% va Tot chigm 24,4%. Trong khi d6 mic Yéu
chi chiém mot ¥ 18 nho 12 4,6% va Kém 13 8,4%.
Nhu vay, c6 thé thdy tai Viét Nam, dich vy
TTHPOT da tt]é hign dugc Igi ich si dung khi cho
phép khéch hang ¢ thé ty trinh bay va xd Iy thanh
todn mét cach chil ddng vao bat ky théi gian nao,
qua trinh thanh todn nhanh chéng khong phuy
thugc véo khodng cach khéng gian giiia khach

khoa hoe

hang vdi nha tao lap HBDT. Biéu nay cho phép
khach hang tiét kigm thoi gian, chi phi khi thanh
toén héa don.

+ V& tao sy finh hoat va thuén fién cho ngudi
ding trong quan 1§ va Juu trd HPET: chidm tai
49,6% khach hang da sit dung danh gia tigu chi
ndy & mic Kha va 22,2% danh gi4 & muc T8t Diu
nay cling cho thay mat thyc &, khi sif dung HBET
va TTHBRDT khdch hang s& khong phai quan Iy
héa don gidy hang thang, trénh dudc rii ro vé hu
héng, mat mat héa don. Ngodi ra, con dé dang
quén 1, tim ki€m théng tin hda ddn, thuan tign cho
vigc 401 chidu, 50 sanh dil liéu trén hoa dan.

+ Vé mic a8 don gian, d&€ sd dung cla quy
trinh xu&t trinh va TTHPDT: tidu ¢hi nay dugc cic
khdch hang s dyng dich vy dénh gia chil y&u &
muc Trung binh chiem 43%, mdc Kém [a 36,8% va
muc Yéu la 12,6%. Trong khi 6, céc danh gid &
muic Kha va Tét chi chigm ty [& qua nhd 1an gt I3
4,2% va 3,5%. Nhu vay, cd thé ihdy v& quy trinh
TTHEDT hién nay van con phiic tap vdi nhidu
budc tign banh, tham chf hoat dong truy cip vio
xem cic héa don va fién hanh thanh foan dang
dugc tach bigt véi nhau. Do 66, sy phic tap nay o6
thé ngdn can téi nhiéu ngudi ding vi doi hdi sy
hidu Biét nhdt dinh vé CNTT, vé cdc budc thue
hién clia quy trinh khi 1i€n hanh TTHDDT. Pay
¢ling l& mat trong nhiing ly do d&n 16i s& qug
ngugi tham gia TTHEDT hién nay tai Viét Nam vén
con rét han ché. (bang 2) .

+ V@ sy da dang cua loai hinh TTHPDT: ¢6 thé
thily mét thye & hign nay tai Vit Nam, héu hét
cac nha tao 14p HDBT chi yéu phéi hop véi mét
vai ngan hang dé cung cip dich wy TTHBBT
théng qua 14i khodn ngan hang dién tdf clia khach
hang. Néu khdch hang khong c6 i khodn tai
ngén hang h¢p téc clia nha tzo l4p HEBT thi sé
khdng th€ thanh to@n dugc. Vi vy, sy da dang cia
toai hinh TTHDBT duac khach hang dénh gié chu
y&u & mic Kém va Y&u 13n lugt chism ty 18 1dn 12
33% va 258%, mic Trung Bink chigm 32,4%.
Trong khi muc Kha va T5t chi chiém ty 18 nhd la
6,8% va 2,2%. X

+ V& dich vy hd trg, cham s6c khach hang khi
tham gia hé théng TTHDBT. chiém tdi 40,1% s6
lugng khach hang danh gia & muc Kém, 38.4%
danh gia & muic Trung Binh va 12,3% dénh gia d
muc Yéu. Diéu nay ¢ho thdy dich vu hd trg va
cham s6¢ khach hang khi tham gia _TTP{DDT clia
céc nha tao 14p HDBT con nhiéu thigu sot, cés hd
trg cd thé khéng kip thdi hogc tinh chinh xac ciing
nhu sy nhigt tinh cla cac nhan vién cham
khéch hang cdn qua yéu. L X

+ V& kha nang cung céip thém cdc gid i) gia
tang cho khdch hang: chiém toi 32,4% va 43.6%
cac chuyén gia danh gié tiéu chi ndy chi & mdc
=
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Bang 2: Thic trang o
m.;g" quy trinh thanh toén

vy TTHEDT vé tign fch va sy don gian

+ Th hai, cac hoat dong cung
cép TTHDDT clia cac nha tao 12p

héa don & Vigt Nam hign nay moi
chi diing & mic @6 don gidn va

;’:‘"m?d gianvichphitong  |Ceunt tryc tiép, chua cé sy da dang vé

[RowN % loai hinh va tich hgp nhi€u héa
7-3;\; Inlm tostvh e tan ot [oout dan tai cung m1 dja chi. Diéu nay
e oo ron quin v ki 7 b [Row N %, nghia (& kéhéuh hang sé& phai truy
Mic 40 dun gidn, 0432 dung cla quy[Count s | e w| v C2P infetiép vio ting website clla
i S i v it GO Rowh% | 12on] deau| 0| ezs| asw| LNQ Mhd 2o i3p HOBT khdc nhau
Sy da dang ola foa inh thanh todin_[Count sl s 1e|  w[ 1| 48 xem vathanh lodn cho cAc loal
frca don ditn t Rown | 256w maow| 32| sew| 22w ich vikhacnhau. Hoat dng nay
Dich vu hitro. cham séc khich hang |Cournt s we| | s | gaYmatihdigian va chua thyc sy
khi tham gia h théng [Row N % 123%| 40.1%| 394%| S55%| 28%] g‘\l@“ "e[‘ o3 Vg' légac: hang sif
[Kha nang cung cSp tham cc gid try pia |Counl 73| 108 147} 24) 12| Cﬂ:g 35;" Vc: n'I'I'HBIDToat;i d?f:‘g!
[2ra chotich hing RowN% | te1u| avew| s24n] 53] 26%| Nam chil yéu dudc thyc hign theo

Ngudn: Xt Iy d lidu diéu tra bAng SPSS
Trung Binh va Kém, d4nh gl & mitc Y8u chigm t6i
16,1%. Trong khi d6 cac danh gid & mic Tot va
Khé chi chiém ty 1& rét thdp ldn lugt 1a §,3% va
2,6%. Thyc 1€ ndy da cho thdy céc nha tao |3p
HEBT & Viat Nam chua dua ra mét uu dai cy thé
hay thém gia tr| gia tdng nao che nhilng khéch
héng sl dyng HEBT va TTHEBT. Biéu nay cling
phdn ndc minh ching cho $6 lugng khach hang
tham gia HPDT va thue hién TTHEDT tai Vigt
Nam van cdn quéa rhd so vai s6 khdch hang dang
ky st dung cac dich vy nhu dién va Internet.

3.3. Cac phét hién qua phén tich thyc trang
hoat ddng TTHDDT tal VIgt Nam

Qua phén tich thyc trang hoat dgng
TTHEDT tal Viét Nam a2 cho thdy TTHDOT da
phan ndo di vao cudc séng voi khd nhiéu tign
ich duge thia nhén bdi ca cdc doanh nghiép lap
héa dan va ngudi si dung dich vy nhu: tiét kiém
chi phi; tao sy thuan tign dé dang trong luu trd
va quén iy héa don; dé dang ddi chiéu dd ligu,
ké khai, nép thu&; ndng cao chat lugng dich vy
khé&ch hang; thanh todn d¢€ dang nhanh chéng
va gitp cho khach hang co thé chii géng trong
qué trinh thanh todn; gdp phan bao vé& moi
trudng do khéng phai sU dyng myc in va gidy...
Tuy nhién, TTHDAT véh con nhiéu vin dé ton
tai gay trd ngai tdi sy phat trién hon nita cia
logi hinh nay nhu:

+ Thit nhét, nhidu khéch hang chua a0 kién
thiic, k¥ nang va cong cy cdn thigt 4 thuc higg
viéc tra cdu va TTHEDT. Vi véy, ho cim thay ri
15, kho higu va co phan e ngal khi tham gia. Day
1a can chua noi 16i khach hang 6 nhiing noi chua
o6 didu kién tiép can voi cong nghé hién dai thi
thyc hién TTHEBT cdn khé khan hon. By 12 mot
trong nhing Iy do ng&n can 14i s ugng I6n khach
hang s dung va TTHEBT.

mét foai hinh duy nhat 1a stf phdi
hgp gilla nha tao lap HBET véi
mét vai ngan hang.

+ Thit ba, hoat ddng thanh todn chua dugc tich
hop ngay vao hé thdng khi ngudi ding xem va tai
héa don ma van phai-quay lai bén ngaai sif dung
mé dun. Quy tinh xem, tai va thanh todn cac
HPBT duge thyc hign véi nhigu bude. Bay 1a mét
trong nhiing Iy do ngn can ngudi ding tién hanh
thanh todn vi sy phic tap khong cén thigt clia quy
trinh. Quan treng hon 1& phuong thic thanh toan
cho phép khach hang sif dung khi tham gia hé
thdng TTHEDOT chil y&u thdng qua tai khoan cla
khéch hang md tai nhiing ngén hang d6i tac ca
nha tao [ap HPBT. Néu khach hang khéng cb tai
khadn tai céc ngan hang nay mac du cb thé s
hidu nhigu phudng tién thanh toan dién 1 khac thi
¢ling khdng thé tign hanh thanh toén dude.

+ Thu tu, chét lugng dich vy cham sdc va hd irg
khéch hang khi tham gia TTHEET clia cac nhé tao
18p héa don con nhiéu y&u kém. Nguyén nhan co
ban Iy gidi cho t3n tai nay mdt mét i do ce cong
cu dugc sif dung a8 cung cdp dich vu khich hang
cdn thidu va yéu. Cho dén nay, cang cu dudc st
dung phd bién nhat van chi Ja t8ng dai dign thoai,
cA¢ cong cu khéc hdu nhu chua dugc phat trién.
M3t khac, cac phan héi véi thie mac, khidu kign
clia khach hang do ddi ngl hd tro va cham soc
khéch hang thuc hién'con nhigu bat cap vé tinh
chinh xac, dé hiéu, sy kip thd vé nhiét tinh. Bay la
mét trong nhing Iy do chinh khi&n nhiéu khach
hang khong mudn tham gia TTHEBT.

+ Thi ndm, cac nha tao 18p HDDT tai Viét Nam
hién nay ¢hua cung ¢ap thém gia tn gia tang cho
khach hang tham gia hé thdng ngodi nhing tién
fch chinh duge gidi thiéu nhu: tigt kiém thai gian va
chi phi, chi trong qua trinh thanh toan... Cac
hoat ddng khuyén khich, uu dai cho nhilng khach
hang méi tham gia st dung HEDT va TTHBEDT la

Wfoa kg
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chua ¢b. Chinh vi vay, s6 lugng khéch hang tham
gia TTHDBT hién nay vén con thdp mic di céc
ddu tu vé ha ting va cong nghé clia cc nha tao
|ap HDDT da kha hoan thién.

4. Cac gidi phap phét rién TTHPBT tai Vist Nam

B8 cd thé giai quyél cac van dé con tén tai
nham thilc ddy sy phat trién cia TTHEDT tai Vigt
Nam I8n mdt tdm cao mdi véi sy tham gia cla
dong dao khach hang sU dyng, céc nha tao 1ap
HBBT & Viét Nam cin phai thuc hién d6ng b cdc
giai phap sau day:

+ Thir nhét. cac nha tao lap HPBT cén tigp tuc
ddy manh cong tac fuyén truyén da dang trén cac
phudng tién théng tin dai ching dé khéch hang
ndm dugc nhilng Igi ich va sy thun tién cla vige
trién khai TTHOPT. Mét mit, cic nha tac lap
HEBT thuc hién tuyén truyén bang ta roi, phat
hanh théng bdo, dan pano, ap phich dé tao su
ddng thuan va hdp tac tich cue, kip thoi tf phia
khach hang. B&n canh d¢, to chic céc sy kign
Kkhdch hang va h6i nghy khach hang dé cb sy
thang tin frao ddi hai chiéu véi khach hang si
dung HDPT va TTHDDT nham giai 6ap, thac mic,
cai ti€n dich vy va phé bién mot cach 76ng rai. Mat
khdc, cén sU dung digh dan, mang x& hdi nhu mét
kénh théng tin @& tac ra céc fan fruyén tich cyc ve
tién fch cla vide sl dyng HDBT va céch thic tish
hanh TTHEBT téi ¢ong dao khach hang.

+ Thit hai, cac nha tac [ap HPDT fai Vigt Nam
¢én da dang héa céch thic cung cap TTHBDT. Bé
6 thé tich hop nhiéu héa don tai cling mdt dja chi
va a0 ra sy da dang vé loai hinh cung cép, céc
nha tao lap HEDT tai Viét Nam cén thifc hign cac
cach thilc sau day:

(1) StI dung ngéan hang la cdu ndi voi cdc nha
tao laép HERT

Can phan biét gila cdch thuc nay vdi viéc mét
nha tao lap HOBT K&t hgp vdi vai ngan hang dé
fign hanh thanh toan, khi d6 chi khédch hang ¢ tai
khodn & nhiing ngan hang hap tdc mdi cé thé
thanh toan duge. Trang cach thuc nay, bat ky mot
ngén hang ndo ciing déu déng vai tro cdu ndi vai
13t ca cdc nha tao lap HDOT, nghia 13 khéch héing
chi ¢dn c6 1ai khoan & ngan hang thi déu cd thé
tign hanh thanh toan cho cac dich vy dugc su
dung. Quy trinh bao gém cac bubc sau day:

Budc 1: Khach hang tign hanh dang ky tao tai
khoan vdi m§t Ngén hang.

Bude 2: Ngan hang s& gilip khach hang kich
hogt tai khoan da dang ky vdi cac nha 1ap héa don
(dign, nuéc, truyén hinh cap, Intemet...) va tai vé
c4c héa don khdch hang can thanh todn.

_Budc 3: Ngan hang sé& chi déng gl email
thdng bé&o tém tat vé cac hoa don khach hang cdn
thanh toan cling vdi mét lien ket nhing dé khéch
héng ¢ the quay nguge tré lai website ngan hang

hpe

dé xem, tai va thiél I4p thanh 104n.

Budc 4: Khach hang truy cap vao website cla
ngan hang noi minh md t4i khoan xem héa don va
bat ddu tién hanh thanh toan.

Budc 5: Théng fin vé phiong tidn hofic tai
khodn thanh todn ma khach hang khai baoc s&
dugdc may chil xU ly giao dich cda ngan hang kiém
tra va xac thyc thanh todn véi cac nha lap hoa

dan.

Budc 6: Ng&n hang s& glii héa don chi tiét ma
khach hang da thanh todn kém véi chi tist giag
dich phat sinh trén tai khodn d& khach hang ¢o thé
in ra néu mudn vao email ¢cho khach hang.

{2) Thanh logn théng qua nha cung cdp dich
vy thanh fodn trung gian

Céch thic ndy ddi héi nha cung cap dich vy
thanh todn trung gian s8 tign hanh két ndi vdi tat
¢& cac ngan hang va cac hé thdng thanh todn
khéc. Céch thic ndy dugc tién hanh vdi c4c bude
sau day:

Budc 1: Khach hang fign hanh d3ng ky véi mgt
nha cung ¢dp dich vi thanh todn trung gian.

Budc 2: Nha cung cdp dich vu thanh todn trung
gian s& kich hoat tai khoan khdch hang da dang
ky Vi cée nha 13p héa don d& tai vé céc hda dan
khach hang can thanb toén.

Budc 3: Khéch hang truy ¢8p viao website cla
nhd cung cdp dich vy thanh todn trung gian a8
xem thdng tin vé héa don va bat ddu tien hanh
thanh todn.

Budc 4: Théng tin vé phuong tién thanh toédn
clia khach hang $& dugc nha cung cfp dich vy
thanh todn trung gian truyén 1ai vé ngan hang ndi
khach hang md tai khean d& kidm fra va x4c thyc
thanh todn.

Budc 5: Ngan hang noi khach hang mé tai
khodn s& thyc hién chuyén tién sang tai khoan
ngén hang cua nha cung cap dich vu thanh todn
trung gian.

Bude 6: Nha cung c&p dich vy thanh toén trung
gian thyc hién gifi théng bao chi tigt vé giao dich
cho cac nha 13p héa don va thyc hign chuyén tién
va0 tai knodn ngan hang cla cac nha lap héa don.

+ Thit ba, cic nha tao 1ap HPBT cin phSi hgp
véi nhiéu ngén hang va tich hgp hé théng vdi nhidu
céng cu thanh fodn khdc nhau nhu: vi dign i, thanh
todn bang thé fin dung... nham tao ra nhidu lya
chon thanh todn khac nhau cho khach hdng tham
gia. Biéu ndy sé giup cac nha tao lap HBBT giéi
quyét duge on tai phd bien hign nay khi he thdng
TTHPET chi cho phép khach hangnao c6 ti khoan
& nhing ngan hang hgp tac mdi ¢s thé tharh foén
duge. Ngoai ra, thyc hién gidi phép nay cling sé
gilip cac nha tao 1ap HBDT 6 thém nhiéu khéch
hang vi di sd hitu cac phudng tién thanh todn khéc
thi khach hang vah co thé tién hanh thanh todn.

=4
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Bén canh a4, khach héng khi tham gia sl dyng hé
théng 6o thé thanh ton ngay véi edc budc tuan ty
ma khdng phai quay ngudc lai glao dién ban ddu
clia website. Bay 12 nhilng van 4& ma cac hé théng
TTHEBT tnuéc déy khing am dugc.

+ Thu i, cdc nha ta0 lp HEDT can phéi phét

tién thém nhiéu céng cu G€ cung ¢dp dich vy h§

trg vé cham sdc khdch héng tham gia xem, (3i va
tien hanh TTHDOT, Bén canh sy gidi dép vai
nhiing thic méc ddi hi phai dudc tré%ﬂl ngay clia
khéch hang thong qua inng dai dién thoai, con t5n
tai rat nhigu nhilng théc mac, nhing van 48 ma
Kkhach hang khéng yéu cdu phél nhan dugc cu trd
i%i ngay va tnJe tigp. Do d6, khach hang s& tim
kigm thong qua website cla cic nha tao Iap
HEPT, qua email, digh dan, mang xa hdi. VI vay
dé dat dugc hléu qua tdng thé cia chim s6c

héch hang, céc nha tao 13p HOBT Viét Nam can
phai sit dung ph&i hop cac cong cy sau day:

(1) BGi vdi hé thbng FAQs; nhang trang cu hdi
FAQs phai dugc thiét k& nham tra 18 nhing cau
héj cia khdch héang mét cach nhanh chéng khi fim
hiéu vé HEDT va TTHDBT hogc ¢6 thac méc phét
sinh khi dang thyc hlén giao dich thanh toan. Viéc
thiét k& FAQs cdn phai dugc dit d v) trf d§ quan
sét d& khi truy cap vaoc website clia nha tac 18p
hda ddn, khach hang 6 thé d€ dang tim ra. Bén
canh 46, cic nha tao 12p HPOT Viét Nam phai
ding & v) tri clia khach hang, tham chi cho nhén
vién thyc higén TTHPDT @& c6 the€ nhan biét diéu
gl khach hang cén tim hiéu, diéu gi c6 thé phat
sinh trang qua trinh giac dich TTHPDT.

2) DGi voi vige su dung email trong cham séc
khach hang sl dung eMS: céc nha tao l3p HBBT
Vigt Nam cdin s dyng email nhu mot cdng oy thyc
sy, baing vige tao 14p mat ddi ngd ludn theo doi cac
¥ kién, cac phén héi, céc thic méc clia khich
hang xem, tai va tién hanh 'I'I'HDBT thcmg qua
email. Tiéu chudn cho hoat déng hétrg, cham séc
khach hang 16t nhit trén email do 1a tra 18 trong
théi gian cang nhanh cang (6t Theo tu van cla
Forrester Research, 15t ahit chi nén trong vdng
10 phut k€ tu khi khach hang gt cu hoi, phia nha
ta0 18p HBBT nén cé sy hdi @ap frd (i, Tat nhién,
khéng phéi lde nao nha 'tao lap HPOT cling ¢6 1h
héi dap moi yéu céu clia khach hang tron g khodng
thoi gian ndy, trong trudng hdp dé nha tao lap
HBBT nén thong bao véi khach hang blet rang da
nhan dugc email v& van & thic mic claho va sé
lién he véi hg vao mot thai gian duge xac djnh.
Pidu ndy, s¢ khign cho khich hang d&'theo di sy
phan hay va ching t& cho khach hing thdy rdng
céc nha tao 1ap HPDT rét quan tam 1di csc vudng
méc cla khach hang.

(3) Cdc nha tgo Igp HOPT Vigt Nam cdn phdi
xay dyng dién dan ngay trén wabsite cia minh a8

tgo didu kidn cho khdch hang xem, 14i va thyc hién
thanh toén HPPT c5 thé tham gla thdo iugn, chia
s kinh ngh:am Trén thuc t&, d \fy 12 hogt dong ma
héu hét cdc nha tao lap HODT Vist Nam déu thidu.
St dyng digh dan théo luan ka mot cong cu cham
s6¢ va h&1rg khdch hang tham gla TTHEBT kha
161 va hidu qua. Do diéh dan 13 ¢8ng khai nén bat
ky khéich héng nao s dung HBDT va thyc hién
TTHPBT cng déu cb thé ird 19i céu hdi cua
nhilng khdch hang khac ddt ra. Biéu nay, khién

cho céc nha tac 14p HBBT phén nao giam duds ap
Iy trong cung c8ip céc dich vy hd® tm khach hang.
Bén canh d6, c&¢ théng tin chia sé v& tral nghigm,
céeh X ly céc van dé thudng gép v€ TTHEDT trén
di&n dan mang tinh khich quan c2o han, vi vy sy
tin tudng clia khach hsng oling s I6n hon va tinh
lan 1a cling s& rong han.

4) Céc nha tao iap HEDT Vigt Nam c4n tao
18p sy hign didn trén mang x3 hoi, st dung mang
X3 hoF nhu mdt kénh cung cdp dich vu khéch hang
cho céc khédch hang tham gia TTHPET. CAc mang
X& h§i dang tao ra mdt cdng ddng to I6n, vdi tSc d
lan tda thong tin cuc ky nhanh chéng Ngay ca
nhing trang thdn tin dién 1, mot hoaj hinh baa
chi méi, 48 khi cling thua kém mang & hdi frang
wec lan 1a théng fin, It nhat dudi géc a6 thdi gian
[1]. Theo ¥ kién tw v&n cila cac nha quan Iy tai
Cong ty Rostin Venlures (43 cé hon 20 ndm kinh
nghiém v& tu véin cho cac doanh nghiép nham
nang cao midc dd nhan biét cla khach hang trong
TMBDT va quan Iy quan hé vdi cong chung), céc
nha 120 1ap HDBT khong nén xem mang xa héi chl
14 mét kénh d& ban hang, ma dé con la phuang
tién d& 1am dich vy khach hang, gia tang siic thu
hiit khach hang khdc tham gia. V] vay, cac nhd ta0
1ap HOPT Viét Nam cdn quan tam, xay dyng cac
mé&i quan hé tin tudng véi khach héng phai tuong
tac vi khach hang theo cach thic gan gii, mang
tinh ca nhén, chia sé v6i khdch hang nhiéu thang
tin ¢4 lién quan t8i HBBT va TTHEDT. Gitp cho
céc khach hang tham gia xem, 13i va thyc hién
TTHODT gii quy&t cAc vAn dé thac mac, tham chi
chi cho khach hang tim dén cac dia chi phil hop
d8 o6 dugc cAc gii phép t6t nhat.

+ Thi ndm, dé cd thé tao ra sy thu hit va he™
trg khéch héng 16t nhat, ngoai viéc déu tu phat
tridn cac cng oy cung cap dich vy hi'trg, cée nha
tgo i3p HPBT Vist Nam cdn phai thuc hign vide
dao tao nghigp vy cho doi ngd nhan vién vé& dich
vy khdch hang. MOt mit, c&¢ nha tao 13p HBBT
¢dn néng cao trinh do cang nghé va sy hidu bigt
clia nhan vién v& quy trinh, thém chi cé chinh
séch yéu cdu cac nhan vién cla minh s dyng
HEPT va TTHEBT dé o6 thé hudng dén khich
héng thuc hién mét cach thuan thuc. Bén canh do,

v6i bO phéan hd'trg va cham séc khach hang
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c4c nha tao 19p HEET cdn phéi ¢é sy hudng dén
chi tigt vé cung cdch, that 49, sy nhiét tinh khi
khéch hang cd thiic méc hay khig nai. Béng thai,
céin phai 68 phucng phap dé quan 1y theo déi khi
céc nhén vién thudc b phén nay thie hién cong
viéc. Mat khéc, thudng xuyén ki€m tra hode déng
vai khach hang dua ra cac thic méac, khiéu nai vé
HEDT va thuc hiégn TTHBBT 48 thit phan tng
cling nhu tinh chinh x&c, sy kip thoi cla cac nhan
vién cham séc va h6 trg khach hang. Trén co s&
a5, glitip céc nha tao 1ap HPDT dua ra cic didu
chinh kip thdi cho viéc bdi dudng nghigp vu, tac
phong, thai 6, sy nhiét tinh cla nhan vién chém
so¢ khach hang.

+ Thit séu, cdc nha lao Ip HEPT Vigt Nam
nén dua ra cic uu dai cho nhiing khéch hang thic
hign TTHBDT va h& tro nhiéu chudn hién thy khéc
nhau nhim thu hit khach hang. Mot mit, cac nha
taq 13p HPDT ¢6 thé 6 chdc cac chucng trinh
diém thudng cho khéch hang trung thanh hodc
khéch haing méi tham gia; bdc tham may mén cho
1000 khach hang d4u tién st dyng TTHEBT trong
thang; giam 5% gia tr don hang cho khéch hang
ndo tham gia hé théng TTHEDT... Quan trong han,
dé thu hat khdch hang thi cée budc thuc hién xem,
8 HEBT cling nhu toan b$ qua trinh thanh todn
phai duge thiét k& mét cach dan gidn, thich hgp
véi moi d5i tugng khach hang khac nhau, ¢é nhu
vay mdi tao ra sy phS cip va dal ching cda
TTHDDT d6i vdi dai bd phan ngudi dan. Mat khac,
vigc & tr¢ nhiéu chudn hién th) nhu; xHTML,
HTML5 sé& khién cho qué trinh xem, t&i va thuc
hién TTHBBET cla khach hang 6 nén d€ dang
han khi ti€n hanh trén nhiu thiét by di ddng khic
nhgu ma khéng b| b6 buc}g ¢hl thuc hién duge trén
mayg t%(iﬁ ékhan nhu trude day.

Tai Vigt Nam, TTHDBT da cé sy hoan thign
vé loal hinh, tién ich khi cho phép giam thi€u cdc
chi phi cho thiét by va chi phi in &n, rat ngan théi
gian cung cép hda don, co kha néng kiém duyét
quén Jy va luu T héa don mét cach chuyén
nghiép, d6ng thai tao ra sy chil déng choe khach
hang frong vige Xem, tai va thuc hién thanh toan.
Tuy nhién, d€ su phét trién cla TTHEDT tuong
xdng vdi nhidng nd’lyc d4u tu cd s8 ha tang van
hanh hé théng va gia tang s6 Iudng khach hang
tham gia, céc nha tao ldp HODT Viét Nam cn
thyc hién ddng b cac giai phép dung trén quan
diém sUf dung cia khéch hang. Cac gidi phép
ndy phai hudng vao hoat dgng tao sy thuén tien
cho khadch hang tham gia véi nhiéu tya chon loai
hinh thanh to&n va nhiéu Iya chon hé trg vé giai
ddp thac méc ciing nhu cho phép khéch hiang c6
thé thyc hién hoat déng TTHEBT trén nhidu thigt
b khac nhau. ¢
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Summary

E-bill payment is an ideal solution for service
providers to contact partners and eustomers fo
enhance the capacity of bill presentment and cre-
ate oppoariunities to extend products. To service
users, e-bill payment is an important solution to
help in online purchasing, logistics it
business procedure improvement such as dispos-
ing of old information, enhancing finance manage-
ment, integrating tools te current working proce-
dures {5]. At the same time, e-bill payment is a
usefui solution to cut costs for both bill creators
(suppliers of goods and services) and payers.
Annually in the United State the value of bills in
use totals over $20 bilfion with unit cost of $2-85
per each bill. The use of e-bill 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, the e-bill
payment system of our country still remains small,
scaftered and not yet widely accepted by the
majornity of service users. Therefore, the efficiency
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, then proposes some solutions in diversify-
ing forms and aftracting customers so that the
development of e-bill payment system in Vietnam
can reach a new height.
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