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Tém tit: Pai dich Covid — 19 da kéo dai gan 2 nam, ddy cd thé giéi vao vong lockdown
lién tuc. Cac hoat dong truc tiéb gc”in nhu té liét. Tuy nhién, nho co sw phat trién manh mé
ciia cudc cach mang 4.0, nhiéu doanh nghiép, té chire trén thé gidi da nhanh chong thuec hién
chuyén doi s6. O Viét nam, ddy ciing dwoc coi la gidi phdp quan trong va xu hudng tat yéu
dé cac doanh nghiép Viét Nam t6n tai, ndng cao nang luc canh tranh, hiéu qua san xudt, cO
thé tham gia vao chudi gid tri toan cdu, tang toc va phat trién. Tuy nhién, cdc doanh nghiép
di dau trong cdng cudc chuyén doi so chdc chdn gap khong it kho khdn. Vi vdy, trong bai bao
nhé nay, théng qua tién hanh khao sdt, danh gid va diéu tra y kién nguwoi ding, nguoi viét
muon NeU ra vai van dé con ton tai ¢ cac doanh nghiép da va dang chuyén doi sé va goi Y gidi

phadp dé ho cé thé thanh céng hon trong céng cudc chuyén doi so ciia minh.
Tir khéa: chuyén doi s6, doanh nghiép, thong tin khich hang, van dé, gidi phap.

Abstract: For nearly 2 years, the Covid-19 pandemic has pushed the whole world into
a continuous lockdown. Direct operations are almost crippling. However, thanks to the strong
development of the 4.0 revolution, many businesses and organizations around the world have
quickly implemented digital transformation. In Vietnam, this is also considered an important
solution and an inevitable trend for Vietnamese enterprises to survive, improve
competitiveness, production efficiency, participate in the global value chain, accelerate and
develop. However, businesses that are at the forefront of digital transformation certainly face
many difficulties. Therefore, in this article, through conducting surveys, evaluating and
surveying users’ opinions, the writer aims at pointing out some outstanding problems in
businesses that have been digitally transformed and suggests solutions so that they can be
more successful in their digital transformation.

Keywords: digital transformation, business, customer information, problems, solutions.
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|. bat van de

Vi su phat trién rat manh mé& coa
cudc cach mang 4.0, chuyén doi sb (digital
transformation) 1a xu thé tat yéu trong thoi
dai ngay nay. Nho ¢6 nén tang tri tué nhan
tao (Al), dién toan ddm may (icloud), dir
liéu 16n (Big Data), Internet of things cung
vGi vo s6 cac phan mém, apps ung dung ra
doi mdi ngay, chuyén doi s6 dién ra nhanh
va manh mé trén toan thé gidi. Pay 1a co
hoi cho cac qudc gia, cac doanh nghiép
phat trién, nhung ciing 1a nguy co tut hau,
bi bo lai ngay cang xa ddi véi cac qudc gia,
doanh nghiép khong quan tdim dén chuyén
d6i s6. Chuyén d6i sb khong don gian la
mirc d6 tng dung va phét trién cao hon cua
cdng nghé thong tin va truyén théng ma 1a
budc dot pha trong phat trién kinh té xa
hoi.

Tuy nhién, chuyén d6i s6 khong phai
la viéc dé dang. Bai bdo ’Digital
Transformation Is Not About Technology’
— ‘Chuyén doi s6 khong phai la van dé cong
nghé’ cta Behnam TabriziEd Lam,Kirk
Girard, va Vernon Irvin[4] néu moét thuc
trang kha dau dau ‘cac cong ty dang rot
hang triéu d6 vaoviéc chuyén dbi s6 - nhung
mot ti 18 16n cac cong ty nay that bai’. 70%
khong dat duoc muc tiéu dé ra. Trong sb
1,3 nghin ti d6 da dau tu vao chuyén dbi sb
nam Nngodai, ude tinh 900 triéu do6 da tan
bién nhu bong béng xa phong.[3]

Tinh trang tuwong tu cling xay ravoi
cac doanh nghiép vira va nhd cua
Singapore. Trong mot cudc khao sat tur 2
nam trude, 99% trong sd 400 cha doanh
nghiép vira va nho ciia dao qubc ndy da bat
dau chuyén d6i s6. Mic du vay, cicdoanh
nghiép vira va nho mai chi nhan thdy su
thanh cong rat khiém tén trong qua trinh

chuyén doi s6. Chi 39% nhin nhan tng
dung chuyén doi s thanh cong — ting nhe
s0 vO1 28% cua 2 nam trudce.

Tai Viét Nam, toan b nén kinh té
ciing nhu cac doanh nghiép dang phai d6i
mit véi nhing thach thirc rat 1on tir qua
trinh hoi nhap chuyén d6i sé va tac dong
cua dai dich COVID-19, dat ra khong it
nhitng khé khan, thach thirc can phai vuot
qua. Theo bdo Lao DPong, trudc dich
COVID-19, hon 50% doanh nghiép ung
dung cac cdng nghé sd. Tir khi xay ra dich
COVID-19, thém hon 25% doanh nghiép
mg dung cdng nghé sb. Cac doanh nghiép
dic biét ki vong chuyén do6i sd giup giam
chi phi (hon 71% doanh nghiép khao sat);
giam vin ban, gidy to (hon 61% doanh
nghiép) va gilp nang cao hiéu qua quan tri
kinh doanh ciing nhu chét luong san pham
(hon 50% doanh nghiép).[6]

Van dé ma tat ca cac doanh nghiép
déu dit ra khi quyét dinh chuyén doi s6 1a
lam thé nao dé theo kip xu thé thanh cong?
Bai nghién ciru nay nhim tim ra cac Vfiqn
dé dang ton tai khi ing dung chuyén doi
sO ma nguoi viet tu tim hiéu, tr do dé ra
mot sO giai phdp nham gidp cac doanh ng-
hi€p tranh dugc rui ro.

I1. Co s6 1y thuyét

2.1 Chuyén déi sé la gi?

That khé c6 thé dinh nghia rd rang
va cu thé chuyén dbi sé vi qué trinh ap
dung chuyén d6i sb s& co su khac biét &
tung linh vuc khdc nhau.

Bill Schmarzo cho rang ‘Chuyén doi
s6 12 tng dung céc tiém luc s vao cac quy
trinh, san phém va tai san dé cai thién hiéu
qua, nang cao gia tri cua khach hang, quan
Iy i ro va kham pha cac co hoi kiém tién

re 9

moi.
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‘Digital Transformation IS
application of digital capabilities to
processes, products, and assets to improve
efficiency, enhance customer value,
manage risk, and uncover new
monetization
Schmarzo)[5]

opportunities.’ (Bill

Theo tai liéu ‘Hudng dan chuyén do6i
s6 cho doanh nghiép tai Viét Nam’,
chuyén d6i sé trong doanh nghiép dugc
dinh nghia la ‘viéc tich hgp, ap dung cong
nghé sd dé nang cao hiéu qua kinh doanh,
hiéu qua quan ly, nang cao nang luc, stc
canh tranh cua doanh nghiép va tao ra cac
gia tri moi.” [2]

Trang The Enterprise Project dinh
nghia ‘Digital transformation is the
integration of digital technology into all
areas of a business, fundamentally
changing how you operate and deliver
value to customers. It’s also a cultural
change that requires organizations to
continually challenge the status quo,
experiment, and get comfortable with
failure.” (Chuyén doi sé la viéc tich hop
cong nghé sé vao tat cd cd linh vuc cia
mét doanh nghiép, vé co ban thay déi cach
thirc vdn hanh va dwa gid tri dén khéch
hang. N6 ciing la sw thay déi van héa, doi
héi cdc té chirc phdi lién tuc thach thirc
hién trang, thwr nghiém va thodai mai voi
thét bai.) [10]

C6 mdt dinh nghia twong tu trong
tiéng Viét, chuyén d6i sé 1a ‘su tich hop
cac cong nghé k¥ thuat s vao tit ca cac
linh vuc cua mdt doanh nghiép, tdn dung
cac cong nghé dé thay d6i cin ban cach
thirc van hanh, mo hinh kinh doanh va
cung cip cac gia tri moi cho khach hang
ctia doanh nghiép d6 ciing nhu tang toc

cac hoat dong kinh doanh. Chuyén dbi sb
cling la mot sy thay ddi vé vin hoa cuia cac
doanh nghi¢p, doi hoi cac doanh nghiép
phai lién tuc thay d6i, thr nghiém cai méi
va thoai mai chdp nhan cac that bai.” [1].
Ca nhan t6i dong tinh voi dinh nghia nay
hon ca.

2.2 Phén bi¢t ‘chuyén déi so’ véi’
s6 héa’

Tuy nhién, ‘chuyén d6i s6’ (Digital
Transformation) thuong bi nhiam 1dn véi
khai niém ‘s6 hoa’ (Digitizing). Can ghi
nhé rang, ‘s6 hoa’ 1a quéa trinh hién dai
hoa, chuyén dbi cac hé théng thuong sang
hé théng k¥ thuat sé (ching han nhu
chuyén tir tai liéu dang gidy sang cac file
mém trén may tinh, s6 héa truyén hinh
chuyén tir phéat song analog sang phét song
k¥ thuat sé...); trong khi d6, ‘chuyén doi
6’ 12 khai thac cac dit liéu c6 duoc tir qua
trinh s6 hoa, roi ap dung cac cong nghé dé
phén tich, bién ddi cac dir liéu d6 va tao ra
cac gia tri mé&i hon. ‘S6 hoa’ c6 thé duoc
xem nhur mot phan cta qua trinh ‘chuyén
doi s0°.

2.3 Mgt so wng dung ciuia chuyén
doi so vao thuc tién

Hién nay, ta c6 thé thiy chuyén doi
s6 kha gan giii trong cudc sdng. Cac td
churc, cong ty, doanh nghiép, truong hoc sur
dung cong nghé k¥ thuat sé dé thay do6i
cach thirc van hanh, m6 hinh kinh doanh
va cung cap gia tri méi cho khach hang.

- P6i v6i mot cira hang dai ly, siéu
thi, cra hang nho ¢, giao dich gitra nguoi
ban va ngudi mua trude khi chuyén doisé
la truc tiép. Khach phai dén tan cua hang,
chon lya, mang ra quéy thanh toan. Nhan
vién thu ngan kiém tirng mat hang, cong
gia va khach thanh toan bang tién mit.
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Khi bat dau chuyén déi sb, viéc tinh gia
tién dugc thuc hién bang may quét, may
tinh, tuy nhién khach van budc phai dén
ctra hang. Ngay nay, nhiéu cira hang thém
mang kinh doanh truc tuyén, tham chi chi
kinh doanh tryc tuyén. Moi giao dich déu
duoc cong nghé hd trg. Chi con khau giao
hang hodc doi khi 1a giai dap thic mac la
qua dién thoai ma thoi.

- Tuong ty v&i nganh ngan hang,
trude kia mudn rat hay gui tién, vay tién,
khach hang phai dén tdn ngan hang dé thyc
hién, ton rat nhiéu thoi gian cta ca hai bén.
Hién hay, chi bang vai thao tic don
gidnqua cac app truc tuyén, tién da duoc

chuyén dén dung dia chi.

- Trudce tinh hinh dich bénh kéo dai,
cac truong hoc ¢ Viét Nam di tién hanh
day va hoc truc tuyén duoc gén hai nam.
Cac thu tuc nhu nhéap hoc, luu trir hd so
nguoi hoc, thu chi, ké toan, quanly lop hoc
va bai giang déu dugc chuyén d6i va luu
trir trén kho dit liéu truc tuyén.

C6 thé thay tai Viét Nam, khi niém
“Chuyén d6i s6” thuong duoc hiéu theo
nghia 13 qua trinh thay ddi tir mé hinh
doanh nghiép truyén théng sang doanh
nghiép sé bang cach ap dung coéng nghé
moi nhu dir li¢u 16n (Big Data), Internet
cho van vat (IoT), dién toan dam may
(Cloud)... nhim thay d6i phwong thirc
diéu hanh, 1anh dao, quy trinh lam viéc,
van hoa cong ty.

Chuyén d6i s6 khong chi quantrong
v6i cac doanh nghiép. Hi¢n nay, cac linh
vuc khac ciia xa hoi nhu chinh phi, truyén
thong dai chiing, y hoc, khoa hoc, gido duc
cling dang chuyén doi sé6 manh mé.

I11. Phwong phap nghién ciru

Dé hoan thanh bai bao nay, nguoi
viét da két hop mot sb phuong phap sau:

- Tién hanh khao sat trén quy mé
nhé 6 doanh nghi¢p van tai, 2 khach san,1
trung tam day My Thuat.

- Tién hanh khao sat trén 50 nguoi
qua phiéu cau hoi.

-Phong van 10 giang Vién cac truong
bH 6 Ha Noi.

IV. Két qua va thio luin

Sau khi tién hanh cic bién phap
nghién clru néu trén, ngudi viét da tim ra
duoc mot sb6 vin dé con ton tai & cac doanh
nghiép da chuyén d6i sb va dé ra giai phap
dudi day.

41. Thiéu minh bach théng tin
qudang cdo

Du cac hoat dong giao dich, mua
ban, trao d6i hang hoa dién ra trén khong
gian mang, ngudi ban van can cung cip
day du va chinh xac cong thong tin vé hang
hoéa hay dich vu ciia minh. Tur d6 nguoi
mua c¢6 co s& can nhic, ra quyét dinh.
Thong tin cang chinh xac, minh bach thi d6
tin cay cua doanh nghiép cang cao.

Tuy nhién, khi khao sat thong tin vé
6 cong ty van tai tir trang https://halotravel.
vn/xe-limousine-ha-noi-sam-son/[8],  thi
dén 5/6 doanh nghiép nay chi bao gia
chung chung la ‘gia vé tham khao’, 2/6
doanh nghiép c6 bao cu thé muc gia cho
ghé ngdi hang A, B nhung lai khong néu
duoc A, B 1a vi tri nao trén xe. Ca biét, c6
doanh nghiép khi nguoi viét goi dién dén
dat xe thi gia vé cao hon han gié trén mang.

Tuong tu tinh trang trén, nguoi
viét ciing khao sat théng tin cua 1
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website khach san & Sim Son, Thanh Hoa
[9]. Theo thong tin trén trang thi khach san
rit gan bién. Nguoi viét goi dién dit
phong, 1& tan cling xac dinh ‘di 3-5 phut la
ra bién’. Tuy nhién trong phan review cua
trang, khong it khach da néu rd ‘xa bién,
phai di xe dién va xe

dién c6 lac khong dwa khach tir bién vé
khéch san.’

Su bét nhat thong tin d6 lam da s
khach hang cim thay khong tin tuéng. Cin
ctr két qua khio sat, su khong rd rang
thong tin nay c6 thé khién khach san mat
di 70% khach hang tiém ning.

Banxemthéngtindatphong !(héch santrénwebsite cta khéch sando, nhungkhi goidiéndénhoi
thilaiduocbaogidcaohonhangidtrénwebsite. Ban cotiép tucdatphongokhachsandokhong?

A. Co

0%

B. Khong

70 % (35/50 nguoi dugce khao sat)

C. Sé xem xét cac yeu to khac.

25 % (15/50 nguoi dugc khao sat)

Vi vay, du lam truc tiép hay chuyén
ddi s6, hodc két hop ca 2, cac doanh
nghiép cin cung cip thong tin mot cach
théng nhat qua cac kénh. Pao tao, cap nhat
thong tin ma&i cho nhén vién truc dién
thoai, nhan vién tra 101 trén website va ky
thuat vién 1a diéu can thiét phai lam.

4.2. Str dung thong tin khdach hang
chwa hiéu qua

Nho chuyén doi s6, rat nhiéu thong
tin nguoi dung dugc cac doanh nghi¢p
‘suru tAm’. Tuy nhién, c6 doanh nghiép st
dung rat hiéu qua nhung ciing c6 doanh
nghiép ‘dé ddy’, hoic co doanh nghiép lai
thu thap théng tin mot cach chong chéo,
dan dén su kho chiu cho ngudi dung.

La mdt hoc vién cua mét trung tam
M§ Thuat duoc gin 3 nim, ngay tir dau
ngudi viét dd ‘phai’ cung cAp nhitng théng
tin nhu s6 dién thoai, email, tai khoan FB,
Xu huéng hoc tap. Vay nhung bat ky lan
nao mudn diang ky khéa hoc méi, nhan vién
cua trung tdm ciing hai lai cac théng tin nay
nhu thé ho chua biét, hodc khdng c6 kho dit
liéu nao deé truy cap vé hoc vién vay. Ho
khong chi gay kho chiu, hut hang cho hoc
Vién, ma con bo 16 co hdi gidi thiéu cac khoa
hoc phu hop cho hoc viénnira.

Trong kinh doanh tryc tiép, ‘khach
quen’, ‘khach hang than thiét’, ‘khach
hang trung thanh’, ‘khach hang trung
thanh thuong xuyén’ 1a cic nhém dbi
tuong ma cac doanh nghiép, ctra hang ludn
mudn mé rong va danh thoi gian dé ‘nhé
mat’, ¢c6 cac wu dai dac biét cho ho. Diéu
nay cling phai dugc thuc hién tuong tu trén
hé thdng online. Tir kho dit liéu do, batky
nhan vién nao ciing c6 thé nam dugc hd so
(profile) khach hang, tir d6 c6 giao tiép
hop 1y vdi khach. Véi cac siéu thi, nha
hang, cac dir lidu vé xu hudng tiéu dung
cuia khach con giap siéu thi don dau duogc
cac mat hang kinh doanh, bé tri nhan luc
phu hgp vao cac gio dong khach.

4.3 So ho trong bdo mdt thong tin

Tinh trang khac rit can cac doanh
nghiép Iuu y la ‘bao mat thdng tin’. Théng
tin 1a tai san 16n nhat cua doanh nghiép.
Nhiéu doanh nghiép lao dao khi théng tin
mat bi 10 ra ngoai. B6 co thé 1a thong tin
vé khach hang, vé cic ké hoach kinh
doanh, vé cac mau ma san phém. Viée s6
hoa gitip nhan vién cong ty dé dang trao
d6i y kién, danh gid. Nhung néu thong tin
bi lot ra ngoai, qua cac ‘gian di¢p cong
nghé¢’’, hau qua that kho luong.
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Véi cac doanh nghiép buodn ban,
cung ung hang hoda, thong tin lién lac véi
khach hang nhu s6 dién thoai, email 13 tai
san quy gia. Néu bi mat kho dit lidu nay,
cong ty c6 thé mat nhiéu ddi tac. Tham chi
khong it trudng hop, cac d6i tuong gia
danh cong ty dé di Ira khach hang cia
cong ty. Truong hop lugng 16n thong tin
khach hang/ ngudi dung bi do ri con dan
t61 gia c6 phiéu sut giam tram trong, dién
hinh 12 Facebook mat 5,3% gi4 tri hom
4/10 vira qua.[11]

Dé giai quyét van dé nay, cic cong
ty can c6 mot doi ngi IT manh dé xay
dung, phat trién hé théng bao mat tot.
Dong thoi, ho ciing cin xdy dung long
trung thanh cta nhan vién véi cong ty dé
tranh rui ro nay.

4.4. Khong tw thu thdp thong tin

Mot ton tai khdc véi cac doanh
nghiép trong thoi ky chuyén d6i sé 1a
khong it trong s6 ho di mua ‘kho dir liéu’
vé khai thac. Rat nhiéu cac cudc goi dién
thoai, tin nhan, email quang cdo doi bom
ngudi ding. Diéu nay khong chi tén thoi
gian va tién bac cta doanh nghiép ma con
khong tac dung. 100% ngudi khdo sat da
chon “khong bao gid tra 1oi tin nhan/ email
quang cao’. Néu 1a cudc goi thi ngay khi
biét muyc dich, moi nguoi déu clp may. Ca
biét c6 ban tré con goi thém ban bé tréu
choc ngudi goi. M6t sé con dang canh bao
trén mang xa hoi nhu 1 chiéu thirc Itra méi
dé ban bé canh giéc.

C6 thé thdy, viéc di tat ‘mua’ kho dit
liéu gay phan tac dung nhiéu hon 1a ¢6 loi.
Céc doanh nghiép hdy tu xay dung kho dir
liéu, tir nhitng khach hang thyc sy dau tién
cua minh.

4.5. Chwa ca nhan hoa khach hang

Hién nay, c6 mot mdi lién hé rat chat
ch€ gitra cac trrong dai hoc va ngan hang
(NH). Pé tién hanh thu hoc phi (HP) duoc
thuan loi, nhiéu trudng yéu cau tit ca sinh
vién (SV) m¢ tai khoan tai 1 NH/ chi
nhanh ngan hang. Pén ky thu HP, SV s&
dua vao tai khoan sd tién tuong ing va sd
du t6i thiéu (tly ngan hang). Tuy nhién, cac
NH lai chua c6 chinh sach phu hop cho d6i
tuong nay.

C6 ngan hang tién thuong bi ‘treo’
trén hé théng dén 2 ngay, lam cham tré qua
trinh théng ké danh sach cho ky hoc tiép
theo, danh sach thi hoac dang ky mon hoc.
SV ciing bi 1am phién vi van dé nay.

Co ngan hang lai tinh phi SMS cho
SV cao nhu nguoi cé thu nhap, trong khi
thuc té cac ban 4y mdi nim dung 3 1an dé
tra hoc phi, con lai khong dung dén thé.
Thanh ra, nhiéu SV bo the NH d6, dén ky
lai vat va di kich hoat lai. Piéu nay khién
nhiéu SV tré nén buc xic va khong thién
cam voi NH d6. Vé lau dai, NH s& mat
chinh lugng 16n khach hang nay.

Tur hai hién trang trén, nganh ngan
hang nén co chinh sach dac biét cho khach
hang sinh vién. Néu c¢6 dich vu hop 1y, ho
s€ la khach hang twong lai, khi ho c6 viéc
lam va van trung thanh vé&i ngan hang. Vi
du, chinh sach SMS tinh theo nam, chinh
sach hiéu Iuc thé 4 — 5 nam dai hoc. Voi
ngan hang chuyén tién cham, nén cai thién
téc do cho di tugng nay dé khong lién doi
dén cac hoat dong khac cua co s¢ giao duc
va SV.

V. Két luan

Chuyén d6i sb bat dau ¢ Viet Nam
tir ddu ndm 2000 nhung may nim gan day
moi phat trién manh m&. Nhiéu doanh
nghiép da dat dugc nhitng thanh tyu dang
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ké. Tuy nhién, do tinh hinh dich bénh bién
d6i phtrc tap 3 thang gan day, khéng it
doanh nghi¢p phai ngung hoat dong hodc
hoat dong cam chirng nén rat khé dé danh
gid chinh xac hiéu qua cua cong cudc
chuyén dbi so.

Pé chudn bi cho cong cudc hau
Covid, cic to chirc, doanh nghiép can c6
su xem x¢ét, danh gia k¥ ludng qua trinh
nay va lén phuong 4n chuin bi ha tang.
Chuyén d6i s6 khong chi 1a ‘thay d6i vé
phuong thuc van hanh va quan ly cua
doanh nghiép’ ma con din dén chuyén doi
ca van hoa cong ty sao cho dat dugc muc
dich ndng cao hiéu qua cac hoat dong trong
doanh nghiép, tiét kiém chi phi va tir d6
nang cao loi nhuan. Thong tin cin théng
sudt gitra cac bd phan dé viéc van hanh
dugce tron tru. Nha quan ly s€ quan ly nguoi
lao dong hop 1y hon, khuyén khich dugc
nhan su cbng hién hiéu qua cho cong ty.
Nguoi lao dong ciing biét rd vé muc tiéu
cong ty cling nhu cong viée, quyén loi cia
minh. V& phia khach hang, théng tin san
pham hay dich vu cang minh bach cang
tao dugc niém tin cho khach, thu hat duoc
nhiéu khach hon, dwong nhién din téi
doanh sb va 1oi nhuan cao hon cho doanh
nghiép.

Loi cam on: Toi1 xin tran trong cam
on Ban Chit Nhi¢m khoa Kinh Té, PH M&
Ha Noi t6 chirc hoi thao ‘Chuyén déi sb
trong doanh nghiép’ dé t6i c6 co hoi tim
hiéu vé linh virc ndy. Xin cam on cac ban
bé, dong nghiép da tham gia khao sat. Xin
cam on hoi ddng phan bién da cho toi
nhirng nhan xét quy gia.
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