DAl HOC THAI NGUYEN
TRUONG PAI HQC KINH TE VA QUAN TRI KINH DOANH

NGUYEN THI THU YEN

PANH GIA SU HAI LONG CUA KHACH HANG
VE CHAT LUQNG DICH VU 3G CUA TAP POAN
VIEN THONG QUAN POI (VIETEL) TAI THAI NGUYEN

LUAN VAN THAC ST THEO PINH HUONG UNG DUNG
CHUYEN NGANH: QUAN TRI KINH DOANH

THAI NGUYEN - 2017

Sé hoa bsi Trung tam Hoc liéu - DHTN http://www. Irc.tnu.edu.vn/



http://www.lrc-tnu.edu.vn/

DAl HOC THAI NGUYEN
TRUONG PAI HQC KINH TE VA QUAN TRI KINH DOANH

NGUYEN THI THU YEN

PANH GIA SU HAI LONG CUA KHACH HANG
VE CHAT LUQNG DICH VU 3G CUA TAP DPOAN
VIEN THONG QUAN POI (VIETEL) TAI THAI NGUYEN

Chuyén nganh: Quan tri kinh doanh

M3 sé: 60.34.01.02

LUAN VAN THAC S THEO PINH HUONG UNG DUNG

Ngwdi hwéng din khoa hoc:  TS. PINH HONG LINH
TS. NGUYEN VAN HUAN

THAI NGUYEN - 2017

Sé hoa bsi Trung tam Hoc liéu - DHTN http://www. Irc.tnu.edu.vn/



http://www.lrc-tnu.edu.vn/

LOI CAM DPOAN

Tbi xin cam doan rang, s6 liéu va két qua nghién ciru trong luan van dugc
thuc hién nghiém tdc, trung thuc va moi s liéu trong nay duoc trich dan co

ngudn gdc rd rang.

Tac gia

Nguyén Thi Thu Yén
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LOI CAM ON

Trong qua trinh hoc tap, nghién ciru va hoan thanh luan van nay, t6i da
nhan dugc sy quan tim, gitp d& tan tinh tir phia tap thé va ca nhan:
T6i xin tran trong bay to long biét on tai tat ca cac thay, c¢o gido truong
Pai hoc Kinh té va Quan tri Kinh doanh Thai Nguyén, Phong Pao tao di gitp
do toi trong qua trinh hoc tap va nghién ctu.
T6i xin bay to long biét on sau sic d6i voi  TS. Pinh Hdng Linh
TS. Nguyén Viin Huén

Thay da tan tinh huéng dan, giup do tdi trong sudt thoi gian nghién ctu dé tai.

Tac gia

Nguyén Thi Thu Yén
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DANH MUC CAC TU, CUM TU VIET TAT

CBVvC : Can bo vién chuc
CLKN : Chét luong két ndi
CNTT . Cbng nghé thong tin
CSKH . Cham séc khach hang
CTG : CAu trac gia
DVGTGT : Dichvu giatri gia tang
GNP : Tong san pham quoc dan
GTGT : Giatri gia tang

HSSV . Hoc sinh sinh vién
HTKH : HO trg khach hang
HTKH : HO trg khach hang
MDHL . Su hai long

STT . Su thuan tién

UBND . Uy ban nhan dan

Sé hoa bai Trung tam Hoc liéu - BHTN http://www. Irc.tnu.edu.vn/



http://www.lrc-tnu.edu.vn/

