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1
MO PAU

1. Tinh cép thiét cta dé tai

Trong thoi dai hoi nhap va canh tranh gay git nhu hién nay, hau
nhu tit ca moi doanh nghiép déu y thirc duoc su ton tai va phat trién
ctia ho déu phy thudc vao khich hang. Khi khach hang ngay cang
tro thanh nhirng ngudi tiéu dung thong minh va cé nhitng doi hoi
nhiéu hon trong viéc théa man nhu cau cta minh thi cac doanh
nghiép phai tim ra cac cach thirc khac nhau dé théa mian mong muén
d6 va phuc vu khach hang mot cach tét nhat. Voi su giam sut nhung
loi thé cua san pham hay la su bao hoa trong cac nganh céng nghiép
tiéu dung, quan hé khach hang tu than da tré thanh loi thé canh tranh
quan trong hang dau ctia bat ky doanh nghiép nao mudn duy tri long
trung thanh cua khéach hang.

Thi truong khi dot hoa 1ong ma dic biét 1a mat hang gas ludn co
su bién dong vé gia ca do dién bién gia cua thé giéi. Khi ma cong ty
mat loi thé canh tranh vé gia ca do phu thudc kha 16n vao gia Gas
thé gi6i thi néu khong c6 chinh sach ban hang hop 1i va quan li tot
quan hé véi khach hang thi viéc mat khach hang 1a rat c6 thé.

Trén thi truong Mién Trung va Tay Nguyén, cong ty c6 hon 20
db6i thu canh tranh véi cac chinh sach wu dai khach hang kha da dang
tir khdu hau mai dén khau dich vu sau ban. Bén canh d6 mit hang
Gas (LPG) 4 loai nhién liéu thuéc nhom nguy hiém, dé chay nd nén
viéc quan tdm dén an toan cho khach hang sir dung Gas sau khi ban
la diéu dang duoc luu tim. Vi vdy, dé nam giir khach hang ¢ lai va
duy tri 1ong trung thanh khach hang nhiéu hon véi thuong hiéu Gas
Petrolimex thi céng ty khong chi tich cuc thuc day xic tién ban

hang, tao ra san pham chat luong cao ma con phai quan tam nhiéu
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hon dén viéc dap mg mong mudn cua khach hang thong qua viéc
cham soc khach hang nhiéu hon.

Trong thoi gian vira qua, lanh dao Cong ty TNHH Gas
Petrolimex di nhan thiy dugc tim quan trong ctia cong tac quan hé
khach hang trong hoat dong san xuét, kinh doanh ctia minh. Nhung
nhin chung céng tac quén tri quan h¢ khach hang cta cong ty hién
nay chua dugc trién khai mot cach bai ban, déng b0, cac chinh sach
khach hang van chua dap tng dugc nhu cdu va mong mudn cua tat
ca cac nhom khach hang ctia cong ty.

Xuét phat tir nhitng 1i do trén tic gia chon dé tai “Hodn thién
cong tac qudn tri quan hé khdach hang tai cong ty TNHH Gas
Petrolimex Pa Ning” dé nghién ciru.

2. Muc tiéu nghién ciru

Véi muc tiéu nghién ctu cong tdc quan tri quan hé khach hang
ctia cong ty TNHH gas Petrolimex Pa Ning, dé tai duoc thuc hién
nham:

Panh gia thyc trang trong cong tac quan tri quan hé khach hang
ctia cong ty. Tir do, dua ra mot sb giai phap nham giup cong tc
quan tri quan hé v6i khach hang ciia cong ty t6t hon va nang cao
10ng trung thanh cta khach hang v6i san pham gas clia cong ty.

Cdu hoi va gia thiét nghién cieu

e (Cac muyc tiéu va lgi ich quan tri quan hé khach hang duogc
miéu td nhu thé nao?

e Lam thé nao quan 1y cic mdi quan hé khach hang cua cong
ty?

e Lam thé nao dé danh gi4 hiéu qua cong tic quan tri quan hé
khéach hang?

3. Poi twgng va pham vi nghién ciru:
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Dbi twong nghién ctru: Luan van tap trung nghién ctru 1y luan vé
quan tri quan hé khach hang, cac mbi quan h¢ v6i khach hang, murc
d6 thoa man nhu cau cua khach hang ddi véi san phém dich vu caa
cong ty dé tir d6 thiét ké mot quy trinh théng nhét cho toan b cong
ty.

Pham vi nghién ctru: dé tai chi tap trung nghién ctru mot s noi
dung vé cong tic quan tri quan hé khach hang tai Cong ty TNHH
Gas Petrolimex Pa Nang.

4. Phuwong phap nghién ciru:

e Tham khéo tai liéu vé quan tri quan hé khach hang, phan tich,
téng hop 1y luan va phén loai, hé thong hoa thong tin.

e Phuong phap mo hinh hoa.

e Phuong phép phan tich.

5. Bo cuc ciia d@ tai : bao gdm 3 chuong

Chuong 1: Co so Iy luan vé& quén tri quan hé khach hang.

Chwong 2: Tinh hinh kinh doanh va thyc trang quan tri quan hé
khach hang cong ty TNHH Gas Petrolimex Da Ning.

Chuong 3: Hoan thién cong tac quan tri quan hé khach hang
Cong ty TNHH Gas Petrolimex Da Nang.

6. Tong quan tai liéu nghién ciru

Nghién ciru vé quan hé khach hang ciia Trudng Pai hoc Kinh té
P4 Nang c6 cac luan vin clia cac tac gia c6 cung hudng nghién ciru
vé CRM. Nhin chung, cic luin vin di phéan tich co s& 1y luin 13
rang nhung chua danh gia ddy du hién trang Quan hé khach hang tai
don vi va mot s6 giai phap con chua phu hgp. Cu thé:

Luan van thac s§ v6i dé tai “Quan tri quan hé khach hang tai
Chi nhanh ngan hang dau tu va phat trién Quang Nam, nam 2008:

chua dua ra cac giai phap ca biét hoa tirng loai khach hang.
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Luén van thac sy voi dé tai “Hoan thién cong tac quan tri quan
hé khach hang tai Cong ty Xang dau Khu vuc 5 cua tic gia Vuong
Vin Dii, ndm 2011: Chua phan tich rd tién trinh xdy dung chuong
trinh Quan hé khach hang tai don vi.

CHUONG 1
MOT SO VAN PE LY LUAN VE
QUAN TRI QUAN HE KHACH HANG

1.1. KHAI QUAT VE KHACH HANG

1.1.1.Khai ni¢m vé khach hang

“Khach hang 12 tit ca nhimg ngudi mua trén thi truong.”[5]

“Khach hang cia doanh nghiép chic chin 1a nguoi mua san
pham ciia doanh nghiép; nhung ho ¢ thé 1a nguoi st dung san
pham, ciing c6 thé khong sir dung.”[4]

1.1.2.Gia tri khach hang

Gia tri tir khach hang (Lifetime Value - LTV, hay Customer
Lifetime Value - CLV) 1a nhiing gia tri ma t5 chirc nhan lai tir khach
hang khi khach hang da duoc t6 chirc thoa man.

bé danh gia sy gén b6 va kha nang sinh loi that sy cua khach
hang, t6 chirc ¢6 thé sir dung 4 yéu t co ban [7]:

- Chi phi thu hat;

- Loi nhuan;

- Chi phi;

- Do dai ciia cac mbi quan hé.
1.2. TONG QUAN VE QUAN HE KHACH HANG

1.2.1. Mt s6 khai niém

Xem CRM la viéc luu trix va phan tich dix liéu.
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Xem CRM nhu su thay di vian hoa trong to chirc.

Xem CRM nhue mot hoat dong quan tri tdp trung vao cac
mbi quan hé cha khdng phai cac giao dich.

Xem CRM nhu mét hoat dong quan tri nhu cau.

Xem CRM nhu mot chién luoc tap trung vao khach hang hién
tai.

Xem CRM nhu kha ning tac nghiép, nhan manh vao quan hé
sinh loi.

Tu nhitng dinh nghia trén cho chiing ta mot khai niém chung
vé quan tri quan hé khach hang: La mot phuong phéap toan dién
nham thiét 1ap, duy tri, mo rong cac quan hé khach hang[2].

1.2.2.Lgi ich ctia Quaén trji quan hé khach hang

- Pbi v6i Khach hang;

- Pbi v6i Doanh nghiép;

- P6i voi nha quan 1y;

- Péi v6i nhan vién;

1.2.3. Céc chirc niing ciia Hé thong quan tri quan hé khach
hang

- Chuc nang Giao dich;

- Churc nang Phan tich;

- Chtrc ning Lap ké hoach;

- Chure nang Khai bao va quan ly;

- Chtrc nang Quan ly viéc lién lac;

- Chtrc nang Luu trir va Cép nhap;

- Chirc niang Hd tro cac du 4n;

- Chuc nang Thao luan;

- Chtrc nang Quan 1y hop dong;

- Chtrc nang Quan tri;
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1.3. TIEN TRINH THU'C HIEN QUAN HE KHACH HANG

Tao lap Co so dir liéu

v

Phan loai va Iya chon khach hang

v

Céc cong cu tac dong dén KH

Chuong trinh hanh dong ddi vai
khach hana

v

Panh gia hiéu qua

Hinh 1.2. Tién trinh quan tri quan h¢ khach hang
1.3.1. Tao lap co sé& dir li€u
— Muc tiéu cua tao 1ap co so khach hang;
— Khai niém vé co s dit liéu;
— No6i dung ctia co s dir liéu khach hang;
— Ngudn thu thap co so dit liéu;
— Giai phap luu trit co s¢ dir ligu;
— Phan loai co s¢ dif liéu,
— Quan ly co sé dit ligu;
— Céc tiéu chi danh gia ciu tric hé Co so dit lidu.
1.3.2. Phén loai va lwa chgn khach hang
— Phén loai khach hang theo gia tri;
—Phan loai khach hang theo muc dich mua hang.
1.3.3. Cac cong cu hwong dén khich hang muc tiéu
Marketing qua thu.
Marketing qua dién thoai.



Marketing tan nha.
Marketing qua thu dién tur.
1.3.4. Chuong trinh hanh dong ddi véi khach hang muc tiéu

Chuong trinh long
trung thanh cua KH

Dich vu

khéch hang bép g theo yéu

/ cau ca biét
\ Chuong trinh

Quan trj mdi
guan h¢ KH

Chuong trinh tri 4n /

truyén thong

Hinh 1.4. M6 hinh cac chwong trinh quan hé khach hang[8]

a. Dich vu khdach hang

b.Chwong trinh 10ng trung thanh ciia khdch hang

C. Ca biét hoa theo khdch hang

d. Chwong trinh truyén thong

1.3.5. Panh gia hi¢u qua

TOM TAT CHUONG 1
Trong chuong nay, luan vin da trinh bay tong quan co so 1y

luan vé khach hang, quan tri quan hé khach hang, mé hinh tién trinh
quan hé khach hang. Nhitng nhan dinh va tim hiéu duoc néu trong
Chuong nay s& tao co s¢ v& mat 1y ludn trong qua trinh nghién ctru,

phat trién dé tai & Chuong 2 va Chuong 3.



CHUONG 2
THUC TRANG HOAT PONG KINH DOANH VA QUAN
TRI QUAN HE KHACH HANG TAI CONG TY TNHH
GAS PETROLIMEX PA NANG
2.1. PHAN TiCH TiNH HiNH KINH DOANH TAI CONG TY
TNHH GAS PETROLIMEX DA NANG

2.1.1. Khai quat vé Cong ty TNHH Gas Petrolimex Pa Ning

a. Lich str hinh thanh va phdt trién

b. Linh vwc hoat dong

C. Chii s¢ hitu

d. Co ciu té chire

2.1.2. Tinh hinh hoat dong kinh doanh Gas tai Cong ty
TNHH Gas Petrolimex Pa Ning

a. Sdn lugng tiéu thu

b. Thi truong tiéu thu

c. Két qua hoat déng kinh doanh

d. Thi phén ciia cdc nha cung cip
2.2. THUC TRANG QUAN TRI QUAN HE KHACH HANG
TAI CONG TY TNHH GAS PETROLIMEX DA NANG

2.2.1. Co s6 dir liéu va quan ly co sé dir liéu khach hang

a. H¢ thong co sé div ligu khdch hang

— Pbi véi khach hang tiém ning: cong ty chua quan 1y;

— Dbi voi khach hang hién dang giao dich: hién cong ty dang
quéan 1y 4 thyc thé thong tin co ban; thong tin nhan khau; dir liéu
mua hang; nhitng thic méc, khiéu nai. Cac thudc tinh & mdi thuc thé
chua déy da, chua phan anh dugc hét cac diac diém, nhu cau cua
khéch hang ma cong ty can theo ddi dé dap tmg;
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— Pbi véi khach hang hién khong con giao dich: cong ty hién
khong quan 1y nguyén nhan khach hang roi bo cong ty.

- Ngudn thu thap co so dir lidu

- Giai phap luu trir dir liu

- Quan ly co so dit li€u

Nhén xét:

* Uu diém: viée ung dung phﬁn mém gitp viéc thu thap va luu
trit thong tin khach hang chinh xac, nhan dién dugc khach hang
dugc theo doi.

* Nhuoc diém: co s& dir liéu khach hang chua déy du, chua tap
hop thanh kho di liéu ding chung, cac khiéu nai cta khach hang
khong dugc cong ty luu kém voi dir li€u khach hang, chua thyc hién
cong tac thanh loc, ra soat thong tin khach hang.

2.2.2. Phan loai va lya chon khach hang:

Phdn logi khach hang

—Theo thiét bi ton chira:

+ Khéch hang gas binh: 12kg, 13kg va 48Kkg;

+ Khach hang gas roi.

—Theo vi tri dia ly.

Nhan xét:

* Nhuoc diém: st dung tiéu thirc phan doan khach hang theo
thiét bi ton chira 1a chua phit hop. Khach hang st dung gas binh dan
dung 12, 13kg va khach hang st dung gas binh 48kg c6 dic diém
hoan toan khac nhau vé muc dich st dung, qui mo6 st dung, khac
nhau gitta ca nhan va to chirc...Céc tiéu thirc phan loai khéng danh
gié duoc gia tri khach hang.
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Lua chon khach hang muc tiéu

Toan b khach hang gas roi va thi truong khach hang gas binh
tai cac tinh TT — Hué, Pa Nang va Quang Nam. Py 14 nhiing thi
truomg 6n dinh, ¢ muc tiéu thy cao.

Nhan xét:

* Nhuoc diém: Tu viéc phan loai khach hang kha don gian, con
nhiéu han ché va tiéu chi lya chon thi truong muc tiéu chung theo
ting ving thi truong khién cong ty phai ap dung cac chinh sach
chung theo timg thi trudng, khién cong ty tén kém nhiéu chi phi cho
céc khach hang ¢ gia tri thap nhung lai khong sinh loi nhiéu.

2.2.3. Cac cong cu hwéng dén khach hang muc tiéu:

Hién nay cong ty dang ap dung hinh thic tuong tac véi khach
hang nhu qua gép mat tryc tiép, dién thoai, email, fax, ...

Nhan xét:

* Uu diém: tong dai tra 10i ty dong 801801 gilp khach hang
nhan dugc mot sb thong tin co ban mot cach nhanh chong, cong ty
khong mat nhiéu thoi gian dé tra 101 nhitng cau hoi thudng gip cua
khach hang 24/7.

* Nhuogc diém: Tong dai tra 1oi ty dong 801.801 la kénh thong
tin mot chidu nén chwa c6 su twong tic cao giita doanh nghiép voi
khéch hang.

2.2.4. Chuwong trinh hanh déng ddi véi tirmg nhém khach
hang

Tu thang 5/2006 cong ty da xay dung va ap dung quy trinh thu
thap va xir 1y y kién khach hang. Vi vay, hau hét cac y kién cua
khach hang déu dugc giai quyét nhung lai chua quy dinh thoi gian

yéu cau giai quyet nén con mot so y kién con xur Iy cham.
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Ngoai ra, cong ty ciing da trién khai mot sd chinh sach hd trg
dich vu khéach hang nhu sau:

— Pdi voi khach hang gas roi:

+ Thu tuc ky két hop dong va mua hang nhanh gon;

+ Bao dudng dinh ky hoic sira chira, thay moi cho khach hang.

— Déi voi khach hang gas binh:

+ Giao hang nhanh chéng;

+ Tu van thiét ké bd tri, trang tri dia diém ban hang mién phi
(d6i voi khach hang dai 1y);

+Co6 Tong dai tu dong dé cong bd gia ban 1¢, huéng dan su
dung gas an toan, hiéu qua.

Nhan xét:

* Uu diém: Nho cong ty co quy trinh thu thap y kién khach hang
va giai quyét thic mac, khiéu nai nén cong ty di nhan duoc y kién
dong gop tir phia khach hang dé co thé dép ung nhu ciu cia khach
hang tét hon va phuc vu khach hang chu déo hon.

* Nhuoc diém: c¢6ng ty can nghién ciru dé dua ra chinh sach hd
trg dich vu da dang dap ung tot hon cho ting loai khach hang. Céng
ty chua c6 chinh sach cho khach hang tiém ning va khach hang cii
da roi bo cong ty.

Ca biét hoa theo khach hang

— Dbi v6i khach hang gas roi:

+ Cung cp sb luong gas theo nhu cau;

+ Thiét ké va ldp dat hé thdng cung cp gas phu hop véi nhu
cau, bd tri khong gian san xuat.

—Pbi voi khach hang gas binh: cong ty chua nim thong tin
khach hang cu thé nén khong ap dung chinh sach ca biét hoa khach
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hang gas binh. Hién cong ty dang luu hanh 3 loai binh theo khdi
lugng: 12 kg, 13 kg, 48 kg.

Nhan xét:

* Uu diém: Cong ty dd c6 chinh sach ca biét hoa cho khach
hang gas roi.

* Nhuoc diém: cong ty chua chu trong dén cong tac ca biét hoa
cho khéach hang gas binh..

2.2.5. Panh gia hoat dong quan hé khach hang tai Cong ty

a. Quan h¢ giita khdach hang voi cong ty

Qua céac bao cao hoat dong kinh doanh ciia cong ty, c6 thé co
nhitng danh gia vé quan hé ciia khach hang véi cong ty nhu sau:

— Sy trao d6i, st dung thong tin vé khach hang giita cac bod
phan trong cong ty

Do dit lidu dugc quan 1y rdi rac, cong ty chua c6 quy dinh cu thé
vé viéc chia sé, quan 1y, st dung thong tin khach hang nén cac don
vi tu xdy dyng va quan ly thong tin khach hang ctia mdi ca nhan phu
trach, chua c6 su trao ddi thong tin, danh gia khach hang mét cach
ddng bo trong cong ty.

— Két qua giai quyét khiéu nai cta khach hang tai cong ty: tat ca
cac khiéu nai déu dugc cong ty giai quyét nhung trong dé cac vu
viéc lién quan dén chét lugng, bao tri bao dudng van phai giai quyét
1an hai méi théa mén cac yéu cau cia khach hang.

— Muc d6 hai long cta khach hang:

Dich vu dat hang qua dién thoai van chua duoc khach hang danh
gi4 cao do hau hét khach hang phai cung cdp tat ca thong tin lién
quan dén viéc mua san pham trong cac lan giao dich nhu dbi véi

khéch hang mua lan dau.
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Céc chinh sach khuyén mai va chiét khdu chua dugc danh gia
cao do chua phu hop v6i nhu cau cia khach hang st dung gas.

Trong thoi gian dén cong ty can ting cudng cong tac bao tri, bao
dudng ddi voi khach hang dan dung.

Nhin chung, cong ty da c6 nhiing chinh sach cham soéc khach
hang thuong mai va khach hang cong nghiép tuong dbi t6t. Nhung
nguogc lai cac khach hang dan dung chua duogc cong ty cham soc
theo ding mong mudn va nhu ciu ciia khach hang dic biét 1a dich
vu bao tri, bao dudng va chinh sach chiét khau, khuyén mai.

Con ngudi va céng nghé doi véi hoat dong kinh doanh tai cong

ty

— Con nguoi

Hién tai cong ty chua c6 nhan vién phu trach quan 1y co s¢ dir
li¢u khéch hang.

Nhin chung, d6i ngii nhan su cta cong ty twong ddi on dinh va
c6 tham nién lau nam trong nghé. Tuy nhién, d6i ngii nhan vién tai
cac cira hang con han ché trong viéc tiép thu cong nghé quan Iy méi.

— Cong nghé

Cong ty di trang bi ddy dii hé théng may tinh c6 két ndi mang
LAN tai cic phong ban cua cong ty va dudng truyén biang thong
rong két ndi v6i cac chi nhanh. Con cac cira hang chwa dugc két ndi
internet dé c6 thé chuyén tiép dir liéu, cac béo cao can giri dén cong
ty théng qua fax.

Phin mém INGAS 3.0 dép ung duoc yéu cau quan 1y mot sb
thong tin co ban cta khach hang va phuc vu cho viéc ban hang tai
ctra hang cho khach hang dan dung, khach hang cong nghi¢p nho.
Phan hé quan 1y ban hang phan nao di quan ly dugc cac thong tin co

ban dbi v6i khach hang thuong mai, khach hang cong nghiép 16n
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nhung chua ddy du cac chirc ning nhu chic ning giao dich, chirc
nang phan tich, chiic nang lap ké hoach, chuc nang quan ly lién lac.

b. Uu va nhwoc diém ciia cong tic Qudan tri Quan hé khdch
hang tai cong ty

— Uu diém

Qua phén tich thyc trang quan hé khach hang cia cong ty Gas
Petrolimex Pa Ning cho thiy cong ty dd duoc mot sé két qua dang
khich 1&. Cong ty di dau tu cong nghé dé quan 1y thong tin khach
hang, hé thong tong dai tra 10i ty dong nham giup khach hang cap
nhat mot sé thong tin co ban va thuong gap.

— Nhuge diém:

Cong tac quan tri quan hé khach hang tai cong ty chua dugc
thuc hién bai ban. Cac thong tin thu thdp va quan 1y tai cac phan
mém con so sai, chua dugc st dung mot cach hiéu qua. Cong tac
phan loai khach hang khong phu hop véi dac diém cia khach hang,
khong xac dinh duoc gia tri khach hang mang lai cho cong ty nén
cac chinh sach wu dai cho ting loai khach hang chua dap ung tdt cac
nhu cau ngay cang ting cua khach hang.

Trong thoi gian dén cong ty cn hoan thién co s& dit liéu khach
hang, nang cip hé théng téng dai va md hinh giao dich v&i khach
hang hién tai thanh hé théng contact center (trung tdm lién hé khach
hang) dé nang cao hiéu qua trong viée tiép nhan va xir 1y cac thdng
tin khach hang, cha trong nhiéu hon dén khau tuy bién cho khach
hang, c6 nhiéu wu dai hon v6i khach hang trung thanh va dong gop
doanh thu cao cho cong ty.
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TOM TAT CHUONG 2

Tir nhitng van dé trong Chuong 1, trong Chuong nay tac gia di
sau nghién ctru, phan tich thyc trang hoat dong quan tri quan hé
khach hang ctia cong ty TNHH Gas Petrolimex Da Néng. Qua phén
tich cho thiy cong ty c6 day du didu kién co s vat chat, ngudn nhan
lyc, tai chinh va khach hang dé phat huy thé manh, tan dung cac
diéu kién hién co dé trién khai CRM. Chuong nay ciing da néu ra
duogc nhitng mat dat dugc va nhitng van dé con ton tai dé tir d6 can
thiét hoan thién cong tic quan tri quan hé khach hang nhim nang
cao nang luc canh tranh, khai thac va gitt chan khach hang dé dam

bao phat trién 6n dinh, ting loi nhuan trong thoi gian dén.

CHUONG 3
HOAN THIEN CONG TAC QUAN TRI QUAN HE
KHACH HANG TAI CONG TY TNHH GAS
PETROLIMEX DA NANG
3.1. NHUNG TIEN PE CHO VIEC THUC HIEN GIAI PHAP
3.1.1.Xu hwéng phat trién ciia nganh gas
3.1.2. Muc tiéu chién luge ciia cong ty trong thoi gian dén
— Muc tiéu tong quat
— Muc tiéu cu thé dén nam 2015 trén thi truong Mién Trung
va bac Tay Nguyén
3.1.3. Pinh hwéng hoat dong quan tri quan hé khach hang
dén niim 2015
3.1.4. Cac nhén t6 anh hwong dén hoat dong quan hé khach
hang tai cong ty
a. Péc diém khach hang
—Khach hang thuong mai;
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—Khach hang cong nghiép;
—Khach hang dan dung.

b. Péc diém sin phim

Gas la san pham tuong d6i dong nhét va d& chay nd, dong thoi
1a loai hang hoa tiéu ding phd bién nén viéc kinh doanh n6 doi hoi
phai ¢am bao nhiing tiéu chuan k¥ thuat vé an toan, van hanh.

C. Khd ndng ciia cong ty

Kha niang vé ngudn luc vé lao dong, ngudn luc tai chinh va co
sO vat cht cua cong ty trong ddi vitng manh va c6 nhiéu loi thé dé
c6 thé xdy dung va phat trién cac chuong trinh marketing hay quan
hé khach hang, nang cao vi thé canh tranh cua cong ty trong thi
truong hién nay

d. Mgt so chinh sich quan hé khdch hang ciia cdc doi thii
canh tranh

e. Quy mé thi truwong trong thoi gian dén

Trong ndm 2015 muc ting truong dat khoang 6% va tir ndm
2016 -2020 binh quin muc ting trudng nhu ciu gas s& trd vé& mirc
tdng trudng cua cac nam 200?, 2006 1a 7% nam.

0. Cdc phwong tién truyén thong

Theo két qua nghién ctru Net Index lan thir 3 vé& xu huéng sur
dung Internet tai Viét Nam nhan théy Internet vuot qua radio va bao
gidy dé tré thanh phuong tién thong tin duoc sir dung phd bién nhat
tai Viét Nam.


http://www.semvietnam.com/tag/internet/
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3.2. GIAI PHAP HOAN THIEN CONG TAC QUAN TRI
QUAN HE KHACH HANG TAI CONG TY TNHH GAS
PETROLIMEX PA NANG

Tac gia xay dung quy trinh tuén theo quy trinh nhu sau:

| Tao 1ap Co s¢ dit liéu |

| Phan loai va lua chon khach hang |

v

Céc cong cu tac dong dén khach hang

v

Chuong trinh hanh dong d6i v6i khach hang

v
Danh gia hiéu qua
Hinh 3.1 Tién trinh Quan tri quan hé khach hang
3.2.2. Hoan thién co sé dir li€u khach hang

Muc tiéu cua co so dir liéu khdach hang

Co s6 dit liéu can ¢o su théng nhét vé ciu trac. ’

Luu trit thong tin khach hang mot cach cé hé thong.

Hoan thién cdu triic co sé dif liéu

— Poi voi khach hang hién dang giao dich: Gom 06 thyc thé:
Thong tin co ban, thong tin nhan khéu, dir liéu mua hang, tuong tac,
danh gia, khiéu nai.

—P6i véi khach hang khong con giao dich: ngoai nhiing thong
tin da dugc cap nhat nhu d6i v6i khach hang hién dang giao dich
trong qua trinh giao dich véi cong ty, cong ty can quan 1y thém 1y do
khach hang khong tiép tuc mua hang, ngudn thong tin dé biét dugc

do tin cdy cua thong tin.
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— Pbi voi khach hang tiém niang: cau tric dit liéu nhu khich
hang hién tai nhung khong c6 cac dir liéu vé lich sir giao dich, bd
sung thém ngudn thong tin dé danh gia mic do tin ciy ciia thong tin.

Nguon thu thp co sé dir liéu

Giai phap luu trie va Quan Iy co so dir liéu

Trudc tién cong ty can nghién ctru dé phat trién phan mém Gas
Solution thém phéan hé Quan 1y quan hé khach hang cho tuong thich
v6i cac phan hé da co va phan mém INGAS 3.0 ma cac cira hang
hién dang st dung dé co thé hop nhit co so dit liéu khach hang dung
chung, ciing nhu viéc quan 1y cac ngudn luc va cac qua trinh kinh
doanh cua cong ty dugc thong sudt, chit chd va ning cap thanh cac
phan mém quan 1y tryc tuyén.

Cong ty can ra soat viéc luu trir va quan 1y co sé dir liéu khach
hang bang phan mém tng dung phan mém INGAS 3.0 tai tit ca cac
ctra hang, yéu ciu cac ctra hang bd sung thong tin cta cac khach
hang con thiéu.

Dé ngudn co so dit liéu ciia khach hang lubn 1a mét ngudn thong
tin quy cho qua trinh twong tac cta céng ty véi khach hang, cong ty
can phat hién nhiing dit liéu trung lap, thanh loc dit liéu, tong hop
dir liéu dinh ky hang quy.

3.2.3. Phan loai, xép hang va lra chon khich hang

a. Phan logi va xép hang khach hang

Tuy vao muc dich mua hang khach hang s& c6 nhimg dic diém,
nhu cau va mong mudn khac nhau. Vi vay, dé co nhiing chinh sach phu
hop cho timg nhém khach hang can phan loai khach hang dam béo
nhitng khach hang c6 ddc diém va nhu cau tuong dong. St dung tiéu
chi phan loai theo myc dich mua hang dé phéan loai khéch hang thanh 4
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nhém khéach hang chinh: Khach hang thuong mai, khach hang cong
nghiép 16n, khach hang cong nghié€p nho, khach hang dan dung.

Ngoai ra, do gas 1a loai san pham thuong xuyén bién dong vé
gid. Vi vy, dé dé dang trong viéc phan loai khach hang va danh gia
cong bang giita mirc d6 dong gop cua khach hang trong sudt thoi
gian giao dich tac gia d& xudt hoan thién cong tic phan loai va xép
hang khach hang tai Cong ty d6i voi cac nhoém khach hang thuong
mai, khach hang cong nghiép 16n, khach hang cong nghiép nho dua
trén 2 tiéu chi la san luong tiéu thu tich luy va thoi gian giao dich.
Riéng dbi voi khach hang dan dung, tin sudt ddi gas cua cac hd gia
dinh da sd tir 3-4 1an/ nam cho loai gas binh 12-13kg. Muc san
luong tiéu thu gas tich luy hang nim twong d6i bing nhau nén
khong can st dung tiéu chi san luong tidu thy tich luy dé phan loai
khach hang ma chi sir dung mot tiéu chi thoi gian giao dich dé phan
loai. Sau khi danh gi4 quy m6 mua hang, thoi gian giao dich cua tat
ca cac khach hang, tic gia dua ra cac mac chim cia cac tiéu chi trén
dugc trinh bay cu thé trong cudn Toan vin va danh gia dic diém cua
nhém khach hang dé dé xuit ti trong chdm diém cac tiéu chi.

* Khach hang thuong mai (Nhom A)

Béng 3.5. Ty trong ciia cia cac tiéu chi danh gia KH nhom A

Stt Loai khach hang Mirc diém
1 San lugng 60%
2 Theo thoi gian giao dich 40%

(Nguon: Téc gia dé xudt)
* Khach hang cong nghiép lon (Nhém B)
Bang 3.9. Ty trong ciia cia cac tiéu chi danh gia KH nhom B

Stt Loai khach hang Miurc diém
1 San lugng 40%
2 Theo thoi gian giao dich 60%

(Nguon: Téc gia dé xudt)
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* Khach hang cong nghiép nho (Nhom C)
Bang 3.13. Ty trong ciia ciia cac tiéu chi danh gia KH

nhom C
Stt Loai khach hang Murc diém
1 San luong 40%
2 Theo thoi gian giao dich 60%

(Nguon: Téc gia dé xudt)

Diém danh gia va xép hang ctia 03 nhém khach hang thuong
mai, khach hang cong nghiép 16n, khach hang cong nghiép nho déu
duoc chia thanh 03 loai khach hang:

— Khach hang A3, B3, C3: diém tir dudi 2 diém tro xudng;

— Khach hang A2, B2, C2: diém tir 2 diém dén duéi 3 diém;

— Khéach hang A1, B1, C1: diém tir 3 diém trd 1én.

* Khach hang dan dung (Nhom D): sit dung tiéu chi thoi gian
giao dich dé phan loai

Bang 3.15. Bang phan loai khach hang nhém D

Stt | Loai KH Dic diém

1 D3 La khach hang dan dung c6 thoi gian giao dich dudi 3 nam

2 D2 L& khach hang dan dung c6 thoi gian giao dich tir 3 ndm dén du6i 5 nam
3 D1 La khach hang dan dung c6 thoi gian giao dich tir 5 nam trd 1€n

(Nguon: Téc gia dé xudt)
Két qua phan logi
b. Lwa chon khdch hang muc tiéu
La tat ca cac loai khach hang & bon nhom khach hang ngoai trir
nhitng khach hang c6 15% s6 lan mua hang tra qua han dudi 30
ngdy trong vong 1 nam hodc 03 lan mua hang tra qua han trén 30
ngay trong vong 1 nam.
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3.2.4. Pa dang cic cong cu huong dén khach hang muc tiéu:
Lua chon hinh thirc twong tac phu hop véi ting dic diém khach
hang
3.2.5.Chwong trinh hanh ddng dbi véi khach hang
a. Chinh sdach thu hit khdch hang tiém ning
b. Chinh sdch duy tri long trung thanh déi véi khdach hang
hién tai
* Cdi tién quy trinh gidai ddp, xir Iy thic mdc, khiéu nai
* Cdc chuong trinh, chinh sach cho ting nhom khach hang
— Khach hang thuong mai (Nhém A):
+ Hb trg % chi phi trang tri diém ban;
+ C6 gidy cam két chit luong hang hoa khi giao hang;
+ Giao hang dng hen nhu da cam két;
+ C6 thong béao thay doi gia trudc 15 ngay;
+ P0i tra nhitng binh gas bi i rét;
+ BPinh mac du ng 100-500 triéu vaGi thoi han tra cham 30 ngay.
+ Chiét khiu tir 5-15% theo gia ban 1é cong bb trén thi trudng.
— Khach hang cong nghiép 16n (Nhom B):
+ Co gidy cam két chat lugng hang hoa khi giao hang;
+ Kiém tra, bao dudng hé théng cung cdp gas mdi khi giao
hang;
+ Giao hang dng hen nhu da cam két;
+ C6 thong béo thay ddi gia trude 15 ngay;
+ Hb trg 50% chi phi hé théng cung cép gas;
+ Hb trg 100% chi phi lip dat khi thay méi hé thong cung cap
gas;
+ Tang thiét bi canh bao ro ri gas;
+ Dinh muc du ng 50-150 tri€u véi thoi han tra cham 30 ngay.
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+ Duoc hudng mirc gid wu dai theo tirng loai khach hang;

—Khach hang cong nghiép nhé (Nhém C):

+ C6 gidy cam két chat luong hang hoa khi giao hang;

+ Kiém tra, bao dudng hé théng cung cip gas mdi khi giao
hang;

+ Giao hang dung hen nhu da cam két;

+ C6 thong béo thay doi gia trude 15 ngay;

+ Hb trg 50% chi phi hé thong cung cap gas;

+ Hb trg 100% chi phi lip dat khi thay méi hé thong cung cap
gas;

+ Tiang thiét bi canh béo 10 ri gas.

—Khach hang dan dung (Nhom D):

+ Xac nhan binh con nguyén niém phong khi giao hang;

+ Kiém tra, bao dudng hé théng cung cdp gas mdi khi giao
hang;

+ Giao hang dting hen nhu da cam két;

+ C6 thong béo thay doi gia trude 15 ngay;

+ Duy tri hé thong cong khai gia ban 1¢

+ Hb tro 2 tridu khi d6i 01 bép méi khi khach hang da du 5 nam
st dung;

+ Hb trg 100% phi thé chan khi d6i binh Composite (loai binh
gas moi chdng chay nd) tri gia 1.490.000 d (chi dugc doi 01 lan
trong sudt thoi gian st dung);

+ Tang van diéu 4p 2 ting tri gia 390.000 d khi dbi binh
Composite.

+ Pugc hudng muc gid vu dai theo ting loai khach hang;
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c. Chinh sach 16i kéo khdch hang khéong con giao dich

Cong ty can danh gia lai gia tri khach hang dé xem xét vé mirc
d6 dap ung nhing yéu cau dic biét cua khach hang. Nhitng khach
hang nay duoc tiép tuc tinh diém theo phwong phap phan loai va xép
hang khach hang hién tai ¢ trén va dugc huong cac chinh sach uu
dai theo két qua phén loai khach hang.

d. Cd biét hoa khdach hang

— Pa dang hoa san pham

— DPa dang hoa vé dich vu

3.2.6. Po lwdng, danh gia, kiém soat cong tac quan hé khach
hang

a. Quan hé giita khdach hang vdi cong ty

b. Cong nghé va con ngwoi doi véi hoat dong kinh doanh tai
cobng ty
3.3. CAC GIAI PHAP HO TRQ

3.3.1. PAu tw hé théng contact center (Trung tadm lién hé
khéch hang)

a. Sw cdn thiét phdi dau tw hé thong contact center

b. M6 hinh hé thong

3.3.2. Xay dung vin hoéa to chirc theo dinh hwéng khich
hang

a. Giita nhdn vién trong cong ty

b. Giita nhén vién véi khdch hang
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KET LUAN

Véi muc tiéu nghién ciru co s¢ ly ludn ctia quan tri quan hé
khach hang va thuc trang quén tri quan hé khach hang tai Cong ty
TNHH Gas Petrolimex Pa Nang trong thoi gian vira qua tir d6 hoan
thién cong tac quan tri quan hé khach hang tai cong ty luan van da
hoan thanh dugc mét sb ndi dung chu yéu sau:

Luén van néu ra dugc mot sd van dé cua dé tai hé théng 1y luén
vé quan tri quan hé khach hang. Pong thoi da dé ra nhitng ndi dung
chi yéu can tién hanh dé hoan thién cong tac quan tri quan hé khach
hang tai Cong ty TNHH Gas Petrolimex Da Nang.

Phan tich thyc trang hoat dong kinh doanh va thyc trang quan tri
quan hé khéch hang tai cong ty.

Dua trén nhiing can ctr khoa hoc va thyc tién dé hoan thién codng

tac quan tri quan hé khach hang tai cong ty.



