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MO PAU

1. TINH CAP THIET CUA DE TA|

Khéach hang ngay cangigivai trd quan tng va la ngan lyc chi
yéu tao nén thanh céng cho doanh réghikhach hang mangildoanh thu
va loi nhuan cho doanh ngBp, dong thyi khach hang 1a ning ngroi dem
lai ngudn théng tin cho doanh ndi, nhitng thdng tindé rat can cho s ton
tai va cO tié tao nén thanh cdng cho doanh réghi

Coéng ty Xing diu khu wrc V 1a codng ty hat dong trong thh wic
san xuit kinh doanh cac i hang x%ng diu, dhu ms hoa bng. Tiém rang
ciia cong ty la it 16n, throng hiéu va én phim aia céng tydugc khach
hang hén tai rat va ching nhing trong nking rim gin day, ngoai nking
khach hang trudn thong tir trudc dén nay, cong ty &n chra cé nling hat
dong thichdangdé tim kiém khach hang gi. Bung twéc hoan énh do
cong ty plai c6 nhing gii phapdé gir chan nking khach hangicdong
thoi tim kiém nhitng khach hang & dé phat huy Kt tiém rang aia cong
ty.

Xuét phat tr thuc t# d6, viéc “Hoan thién cong tac qdn tri quan
hé khach hang (CRM) & Céng ty Xing ddu khu veec V" |a hét sic cin
thiét va myc tiéudé ciing & phat trén céng ty trong thi giandén.

2. MUC TIEU NGHIEN C UU

- Trinh bay nking van dé ly luan chung @ quan tri quan & khach
hang. Phan tich vdanh gia thxc trang cong tac gin tri quan B khach
hang.binh hréng phét trén aia Cong ty Xng diu khu wic V vadé xuat
cac ghi phap hoan tién cdng tac gin tri quan k& khach hang rim: nang
cao ning luc phuc wu va duy tri Iong trung thanhua khach hang cong ty.
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3.POI TUQNG VA PHAM VI NGHIEN C UU

Déi tuong nghién @u |a tat ca nhitng van dé ly luan va thre tién
lién quandén céng tac gan tri quan k& khach hangai Cong ty Xing diu
khu wrc V.

- Pham vi nghién ¢u:

+ Vé ngi dung: Pé tai dé cap mot sb ndi dung c6 tinh kh thi va héu
qua trong cdng tac gun tri quan | khach hangai cong ty.

+ Vé khoéng gian:Noi dung nghién éu trong plam vi Cong ty Xing
dau khu wre V.

+ Vé thoi gian: Dé tai ép trung nghién &u vé quan tri quan & khach
hang &i Céng ty Xang diu khu wc V trong khang thyi gian 2006 -2010.

4. PHUONG PHAP NGUYEN CUU

Pé thuc hién dugc dé tai luan van da sr dung cac plrong phap
nghién d¢u nhr: Cac plrong phap toan, ptong phép x ly va phan tich&
liéu sr dung cac pAn mém twong thich nir Excel, SPSS... Cac pbng
phéap tidng ké va mt sb phrong phap khac.

5. CAU TRUC DPE TAI

Ngoai ptin md dau, muc luc, phu luc, danh mc cac Bing, hinh ¥,
cac chi viét tit va danh mc tai lisu tham kho, b5 cuc dé tai gom ba
chuong:

« Chuong 1: G sv ly luan vé quan tri quan k& khach hang.

e Chuong 2: Thrc trang cbng tac qin tri quan & khach hangai
Cong ty Xing diu khu wrc V.

e Chuong 3: Gai phap hoan tBnh cdng tac gan tri quan i khach
hang &i Cong ty Xing diu khu wc V.



3
CHUONG 1
CO SO LY LU AN VE QUAN TRI QUAN HE KHACH HANG

1.1. TONG QUAN VE QUAN TRI QUAN HE KHACH HANG

1.1.1. Marketing, quan tri quan hé khach hang va gia ti danh cho
khach hang

1.1.1.1. Mpt s khai niém vé marketing

Marketing: la mot tién trinh x& i va quan ly theod6 cac ca nhan
va cac nhém cdugc cai ma b mong mién théong qua Vic tao ra, traaddi
nhitng sin phim ¢6 gia ti voi nhitng ngrodi khac.

Marketing quan & Marketing quan & c6 muc tiéu xay ang moi
quan & thoa man in nhau lau dai & cac ddi tac quan wng nhr khach
hang, nha cungip, cac nha phan phnhiam nudi drsng va duy tri quané
laman lau dai i ho.

1.1.1.2. Khai n#m quin tri quan h¢ khach hang

Quan tri quan B khach hang laap hop cac hat dong mang tinh
chién luoc nhim Iya chon, thiét 1ap, duy tri, phat tén cac néi quan I tét
dep va lau dai gita doanh ngldp va khach hang, trérress lam thiching
cac qué trinhab ra bi ich aia khach hang va doanh ng

1.1.1.3. Gia tt danh cho khach hang

+ Gia tri khach hangLa gia ti kinh € cia khach hang (KHdi véi
doanh nghlip, thé hién théng quadi nhuan rong.

« Gia tri danh cho khach hand:a sr khac bét giira Hng gia ti va
tong chi phi éa khach hang

« Gia trj tir khdch hang:La nhiing gia ti ma 6 chic nhan lai tur
khach hang khi khach hadgoc 6 chic thoa man nhuau cia hy.
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1.1.2. Mac dich va vai tro aia quan tri quan hé khach hang

1.1.2.1. Muc dich cia quan tri quan h¢ khach hang

Tao mjt cam nhan vé méi quan 1§, giai quyét nhanh chéng cacim
dé hay thic mic vé san phim/dich w. Thu thip théng tin khach hangé
doanh nghip phuc wu kip thoi. Cho phép éip xdc tire tiép vi KH dé cung
cap dich w tét hon. Tro giGp nhan vién ban hanguih hién don hang mt
cach nhanh rit va gir chan KH @ 1au bon ntam ting doanh thuit KH...

1.1.2.2. Vai tro gdn tri quan k¢ khach hang
= Poi véi khach hangCRM gilp KH héu rd hon vé DN.

= Poi véi doanh nghip: CRM gilip DN guan ly khach hang.
= Poi véi nha quin ly: CRM gidp nha gan ly: thdng k&, phan tich va
danh giéa tinh hinh kinh doanh nhantinh
= Poi vdi nhan vién kinh doanh€RM cho phép nhan vién gu ly
thoi gian va cong ic hiéu qua dé chim s6c KH Kp thoi.
1.1.3. Cacinh vuc chinh aia quan tri quan hé khach hang
1.1.3.1. Tép thi
= Quan trj chién dich tiép thi: Bao @m cac cong ¢ gilp hp ké
haach, thrc hién ké haach vadanh gia cac chin dich quing céo.
= E-marketing:La nhing tng ding &o cong @ tiép thi truc tuyén
thiét yéu trong cac hat dong throng mai dién tir, tiép thi s hoa toc ...
= Céac cong @ tw dong héa tép thi khac: Cac cong ¢ gitp hp ké
hoach tiép thi, nghién @u tiép thi, quan tri thuong hiéu, gitp lam éc trong
nhom va qan ly cac tai 8n lién quandén tiép th.
1.1.3.2. Ban hang
»  Tuw dong hoa lrc lugng ban hang:Cung ép cho nhan vién ban
hang cac thong tin lién quaén khach hang.
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= Trung tam t& loi khach hang (call center)céng @ nay din lién
vé6i hé théng mang dién thaai hoac cac I thdng traoddi da kénh.

=  Quan trj day chuyn dap #ng aiu (demand-chain)Cac cong ¢
bao @m cac phanéaquan ly vé thdng tin 4n phim, to catalog tirc tuyén,
du doan yéu au va 6i uu héa véc lam gia.

=  Quan tri quan 1§ véi cac dai ly/doi tAc: Gom cac phan hquan tri
mang ludi déi tac, qun ly viéc phan chia thtruong ...

1.1.3.3. Cbéng ngh
CRM duéi gocdd giai phap cong ngh né la not hé théng tich kop
bao @m cdng ngh thu thp, lueu tri, phan tich va khai thadidiéu.

1.1.3.4. Och vu khach hang

=  Quan trj dich w hé tro:  Gdm nhiing phan B: quan tri trao doi
khach hang, tr gitp lién hc da k&nh web-email, thedévcusc goi, cho
phép khach hangrtphuc wu.

= Puong day ndng:Cac plrong tién va phn mém cho phép khéach
hang c6 th goi dién truc tiép dén bo phan dich wi 24/7.

= Quan tri cac dch w tai ché: Cac cong e cho phép gin ly cac ty
gitp fai hién traong nhr quan Iy vé hau can, xép hang cac yéuaa tir KH ...
1.1.4. Hat dong ciaa hé théng quan tri quan hé khach hang
CRM hinh thanh gl trén 4 nguyénit:
- Khach hang an duoc quan Iy nhr nhiing tai €n quan tong.
- Loi ich aia KH ludn thaydéi va c6 mong mén nhr nhau.
- Nhu céu, mong mén, hanh vi muai@ KH luén thayddi.
- Cong @ hd tro ky nang dé tim hiéu KH va tim ra i ich aia KH.
1.1.5. TAm quan trong cia quan tri quan hé khach hang
1.1.5.1. Kla nang dap ring: CRM déap ting Wi nhitng thayddi ma
cac DNdangddi mat c6 lién quantén KH, thi truong, cdng ngé luu trir dir
liéu, cac clic ning marketing...
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1.1.5.2. Kli ndng nhgn biét : CRM cho phép doanh ndipi nhin
biét cac KH c6 long trung thanh cadng nhr hiéu chinh cac 8n ptim dé
tao long trung thanh.

1.1.5.3. Kl& nang ting gia ti khach hang

CRM cho phép lam cho khach hang co gidwn qua véc khach
hang mua nku hon, throng xuyén lon, nhiu loai san pHm hon.

1.1.6. Triét Iy quan tri quan hé khach hang 1:1

Nén tang aia triét Iy nay la “phuic vu mdi khach hang theo &b
cach riéng Ht".

Nhan dién khach hang (Identification )

Phéan bit khach hang (Differentiation)

Tuong tac i khach hang (Interaction)

Phuc wu theo nhu &u riéng @a KH (Customization)

1.1.7. Qui trinh gquan tri quan hé¢ khach hang

1.1.7.1 Hinh thanh gudn tri quan h¢ khach hang

C6 ba qugt dinh quan tng: xac dinh muc dich tham gia vao
CRM; lya chon cac béncho chrong trinh CRM phu bp va phat trin
chuong trinhcho s tham gia quanécaa khach hang.

1.1.7.2 Kém soét va qin ly quan tri quan h¢ khach hang

Khi CRM dugc dua radé thuc hién thi cac mi quan & riéng &
ciing cén phii dugc quan ly va kiém soat chit chg.

1.1.7.3Panh gié thec hign qudan tri quan k¢ khach hang

Dinh ky danh gia cac qua caa chrong trinh CRM 1a 8n thiét dé
xem chrong trinh cédap ung ky vong khéng, hac chrong trinh c6 mang
tinh Bén vitng theo mc tiéu dai lan hay khéng.

1.1.7.4 Nang cao va phét ém qudan tri quan h¢ khach hang

Nhitng quan B khach hangion lé va cac chrong trinh CRMdéu
trai qua ndt ching duong tién trién cia ching. Mt s xu huéng tién trién
theo cachiuoc hach dinh turée, trong khidé nhidu s khac thi tén trién
mot cach tr nhién.
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1.2. TIEN TRINH XAY D UNG CHUONG TRINH QU AN TRI MOI
QUAN HE KHACH HANG

Churong trinh CRM bao gm 6 hedc sau

Budc 1-Xay drng @ v dir liéu

Budc 2-Phan tiche sy dir liéu

Buéc 3-Lua chon khach hang e tiéu

Budéc 4-Cac congwetacddong vao khach hanguuo tiéu

Budéc 5-Xay drng chrong trinh \6i khach hang nac tiéu

Budc 6 —Cachio luong dé chuong trinh CRM thanh céng

1.2.1 Xay dung oo so dir liéu:

Dir liéu c6 im quan tong quyét dinh dén chién luoc marketing, do
vay bat cr mot to chirc nao éng phii quan tamdén thiét 1ap duoc mot dir
liéu vé khach hang.

1.2.2 Phén tich di liéu khach hang:

Budc quan tong dé hoan thanh 6t giai phap CRM la \éc t chic
moét CSDL haic mét file thdng tin. Phan tichidliéu dwa trén céng nghva
kha nang ntay bén @a ngroi phéan tich.

1.2.3. lira chon khach hang muc tiéu:

Céc doanh nghp ngay nay chudn dinh hréng kinh doanhit san
phim sangdinh heéng vao khach hang dh cach co cbn loc. Sr dau tu
dan tai chi tiéu n ngn lyc. Do \ay lya chon ding khach hang 1a éh
yéu déu quan tong trong chén lugc CRM.

1.2.4. Cac congetac dong vao khach hang nac tiéu:

Sau khi xaatinh dugc khach hang ot tiéu, phén lgi dugc KH,
thi budc tiép theo la lam th naodé dinh hrong ©i khach hang mc tiéu,
truyén théng i khach hang mc tiéu, chugn déi nhitng khach hangam
nang thanh KH tipec ar cua cbng ty, vadng cuwng long trung thanhia hy.

1.2.5. Xay drng chwong trinh véi khach hang muc tiéu

Nhiing chrong trinh éia CRM bao §m: Dich w va b trg khach
hang. Niing chrong trinh c6 tinh thong xuyé&ndé duy tri 16ng trung thanh
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cia KH.. Thrc hién theo yéu &u khach hang. Va xayudg chrong trinh
truyén théng.

1.2.6 Cach do lwong dé chirong trinh quan tri quan hé khach hang
thanh cong

» Panh gia bén trong

» Panh gia bén ngoai

CHUONG 2

THUC TRANG CONG TAC QUAN TRI QUAN HE KHACH HANG
TAI CONG TY X ANG DAU KHU VUC V

2.1 GIOI THI EU TONG QUAN VE CONG TY XANG DAU KHU
VUC V
2.1.1 Lich s hinh thanh va phat trién
Sau khi mén nam hoan toan &i phong ngay 10/11/1975, B
truong Bo Vat tu d& ki quyét dinh £ 807/VT-QD thanh #p Cong ty Xing
diu ba Ning, tuc thuwpe Tong cong ty dang diu (Bo Vat tu). Ngay
20/02/1980, Quit dinh $:71/VT-QP cia B Vat tu dbi tén Cong ty Xng
diu ba Ning thanh Céng ty #hg diu khu wc V. Tir giai doan nay, hat
dong aia Cong ty chinh thc mang 4m khu wrc. Trong 32 am qua, Céng
ty Xang diu khu wc V da vinh dr dugc Nha mréec phong dng 06 Huan
chuong Laoddng cac lai trong d6 c6: 01 Huan arong Laodong Hang
nhat, 01 Huan chong Chén cong va nkiu bing khen, & luan ku cia
Chinh, B) Thuong mai, B6 Céng an, B Tai chinh, éa UBND tinh Quing
namba ring, UBND thanh pé ba Ning va cacinh thanh ph khac.
2.1.2 Chic niang, nhiém vu va ar cau té chirc cia Cong ty
2.1.2.1 Ch#c nang va nhém vu cia Cong ty
Chirc ning: Tiép nhan, o quan, vadap ang nhu du & Xing
dau, cac 8n phim hoéa du, khidét va céac 1t liéu khac...
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Nhiém ve: Nhiém wu trong tdm @a Coéng ty la cungng Xang diu
c6 hiu qua theo chi truong aia Nha méc va Tong Cty.

2.1.2.2. @ cdu té chirc gia Cong ty

Cong ty Xng diu khu wic V haat dong theo mé hinh doanh
nghiép Nha nréc wira chu ar chi dao aia nganh ch quan vira tr cha trong
kinh doanh. Céng tac ga ly bao gm hai inh wc: Quan ly kho tép nhan
du trir Xang diu va 6 chac quan ly hat dong kinh doanh Xng diu trén
mot dia ban éng.

2.1.3 Tinh hinh \& c4c ngn luc dia cong ty

2.1.3.1. Tinh hinh & dung ngusn nhan luc

Téng $ lao dong aia Céng ty trong nimg rim qua c6 xu kéng
giam nhe déu giira cac am. Ty Ié lao dong v cip va nghép wu ngin han
chiém khaing 50% tréndng $ lao laodong aia Céng ty va & lao dong
nay xu hréng tang Ién.

2.1.3.2. Phan tich tinh hinh tai@ va ngwn vén cia cong ty

*, Tai san

Tong tai @n aia Cong ty ladt Ion so \6i nganh va cati tiém luc
tai chinhdé dau tr manh & hon nira vao hat dong kinh doanh @a minh.
Tuy nhién,dé nang cao ing lrc aanh tranh Cong tyan c6 nhing chinh
sach &n kho 6i uu hon nira, thét 1ap chinh séach tinwhg va gan tri khaan
phai thu hop ly d&é vira thu hatduoc khach hang vaat duoc tinh héu qua
trong véc ar dung tai an.

*. Nguon vén

Ngudn von caa Cong ty dng bién dong lién tc ting 1én kha nhanh
qua cac mm. Nam 2006 ngdn von dat 335.134 tdu VND thi dén nam
200944 1a 531,181 téu VND. Tuy nhién, ngéin von cia Cong tyduoc tai
trg cha yéu bing ny ngin han nén i ro trong s dung \on vay 1a khadn.

2.1.3.3. Kt qua hogt dgng kinh doanh i Cong ty

Loi nhuan rong cia Céng tyeiing ting din quacac ram. Du chi phi
cua C.ty ing quacac mam nhrng thu nfip ting nhanh bn chiphi nén bi
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nhuan rong ciing ting. Loi nhuan rong ting khing dinh 1a C.ty da di dung
hudng dau tu va hiéu qua; tinh hinh tai chinh cia Cong tyduoc cai thién.
2.1.3.4. Phan tich céc théngidai chinh

- Théng & kha ndng thanh toan:Kha nang thanh toan B thoi va
kha nang thanh toan nhantia Cong ty kha cao va cé xudng géam nte.

- Théng & ne: Céc thdng & no c6 xu hréng ting din 1én qua cac
nam. Nguyén nhan la do Cong t§ dung ngwn von vay kha én.

- Théng 9 kha ndng sinh lpi: Cac théng & loi nhuan rong bién va
loi nhuan gop bién At thap. Nguyén nhan 1a do chi phia C.ty quadn.
2.2. THUC TRANG CONG TAC QUAN TRI QUAN HE KHACH
HANG CUA CONG TY

2.2.1. Muc tiéu aia chwong trinh quan tri quan hé khach hang
trong thai gian qua tai Céng ty

»  Gitr chan khach hangic
> Giir vitng th phan aia th treong KH muc tiéu Céng ty.

>  Tao duoc uy tin Bt tir khach hangig gép ptn nang cao uy tin
va i thé cia Cong ty trén thtrudong nlim tao nén cdng ¢ canh tranh i
cacddi thu canh tranh trong nganh trén cudi ban.

2.2.2. Thyc trang cbng tac qun tri quan hé khach hang dia céng

ty

2.2.2.1. Cong tac xayuehg va quin tri co so diz ligu

Ngudn dir lieu khach hang ehyéu dugc nhap tir cac lyp dong
mua, hyp dong dai li. CAc ching tr héadon, ban bién nln mua hang,it
nhan vién thtruong ...PHNn mém duoc chia thanh nidu phan B, mbi phan
hé 1a mdt chac nang riéng vaduoc quan i boi mot nguoi c6 quyén va trach
nhiém trong fnh wrc ay.

2.2.2.2. Cong tac qgin ly, phan tich théng tin khdch hang
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Chi méi luu giir trong 1 so cia KH nhitng théng tin ¢ tén, ti,
dia cH, doanh thu, & lugng tiéu thi, cong . Théng tin KH cthh méi duoc
quan ly & mac do co ban, chi yéu phuc wu cdng tac thng k&, theo dai g

2.2.2.3. Cong tac phéan i khach hang i Cong ty

Khéach hang&a Cong ty thanh 3 nhom chinh:geiphan nhom nay
cha yéu dya vao mac dich tiéu dung ¢a KH)

- Nhém khach hanghg dai Iy va dai Iy .

- Nhém khach hangia xuit.

- Nhom khach hang tiéu dungrertiép.

Coéng ty dra vao 4 tiéu chi: & luong tiéu thn (doanh thu), it do
mua hang, kinniang thanh toan, ti gian giao dch aia khach hangé lam
co s xép loai khach hang.

2.2.2.4. Cac congucsik dung dé twrong tac Wi khach hang

Phrong tién ma cong ty anyéu ar dung dé cung ép théng tin va
tuong tac cho khach hangg 3 hinh tirc chinh: Théng baotc tiép dén
kh&ch hanggdién thai va Fax.

Ngoai ra Cong ty conasdung cac hinh tic nhr: Tiép xuc trrc
tiép, qua Email ... con khéa khiérént do phrong thic giao dch wi khach

hang Bing cac phong tién néu trén t thanh thoi quén va kéo dai qua

nhiéu ram.

2.2.2.5. Céc chinh sach va ahng trinh duy tri thwong xuyén
guan k¢ khach hang hén tai caa Cong ty

a. Céc chinh sach

+. Chinh séach én phim

San phim kinh doanh &a Céng ty 1a nfing sin pham thiét yéu va
chua cé én pham thay tlé.

+. Chinh séch gia

Xang diu la mdt san phim duoc Nha nréc bao ho va kiém soat
chat chg. Nha nréc quidinh gia tén.
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+.D0i Véi gia ban budn:Cong tyduoc xacdinh gia ban &i mac
gia thip hon gia tn bing cach & dung cong tiic:

Gi& ban = Gia ndp + Chi phi thrc t + Binh mic loi nhuan

+. Hoat déng truyén théng @ dong

Hogt dong quing c&o @a Cong ty Cha yéu nham théng tin nix
gioi thieu sin pram moi, thdng qua cac théngd i thuat caa sin pham,
théng bao thagdi va gia @, gioi thiéu vé nhitng dch wi can thiét...

Poi Véi hogt déng xdc tén ban hang:Céng ty ap dng hinh thic
tang throng, gahm gia, chu chi phi vin chuyén, cho non bon bé chaa,
cho phép # cham va luan chuén no...

Ban hang ca nhanMot hinh thic gisi thiéu sin phim thdng qua
c&c nhan vién thtruong chuyén ngkp.

Hgi che, trién 1dm: Cong ty gbi thiéu nhan hdu san pham, hinh
anh Cong ty i khach hang mc tiéu thong qua cadhcho, cac céc trién
l&m danh cho cac Cong ty trong nganh céngémhi

X&c d@inh ngan sachNgan sach danh cho téry théng é dong
trung binh hangam l1a 600 tréu dong.

b. Cac plvong thic giao dch wi khach hang ¢a cong ty

Céng ty © chac két hop theo 3 céach ittt giao dch: Theo &n
phaim, khu wrc dia Ii va phi trach theo lai khach hang. Riong phap &
chic nay dra trén chinh sachis phim cia Cong ty vatac diém khach
hang. $n phim chuyén dng vada cing hda &n phim Xang diu; Khach
hang én xuit va nhom khach hang tiéuuthruc tiép, cac nha phan ph
(Pai ly, tong Pai 1y).

c. Chrong trinh giao d@ch wi khach hang

Truyén théng Marketing rdm thayddi trang thai nin thic aia
khach hang & muc tiéu céi cung 1a khach hang oh mua gén phim aia
cbng ty.
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d. Cac chvong trinh 15 tro duy tri throng xuyéndoi véi cac nhém
khach hang

+ Poi véi nhémPi ly, tong dai ly: Thu laoddi voi dai ly theo th
truong throng 1a 100-20Qtong/lit, cho mron bé chia, b tro dau tu trang
thiét bi (son bo, sa chira &t bom, bang hiu, bién béo, tr van ky thuat, dao
tao nhan vién, Kim dinh &t bom....). Hbi nghi KH hang rim va &ng qua.
Uu tién xe giao hang, dhhan thanh toan: 7-10 ngay.

+ Poi véi nhom khach hangas xuit: Giam gia ban va cht khiu
mua $ luong lon, thoi han thanh toan: 30 ngayh thic hsi nghi KH hang
nam, taing qua, gim gia ban khi muadsluong lon ...

+. Poi véi nhdm khach hang tiéu diunger tiép: Cong ty throng
ap ding chrong trinh #ing qua 4i cac Gra hang khi KHién mua hang.

2.2.2.6.Panh gia hait dgng quin tri quan h¢ khach hang hén
tai caa cong ty

a. Quan I giza khach hangdi Cong ty

Trong thi gian qua, cac nhan vién ban hatigd ging phuc wu dé
KH dugc hai long. Cong ty rim thdy da pHin khach hangiéu giao dch
vé6i Cong ty khi kb ¢6 nhu 4u.

b. Con ngeoi va céng ngh doi véi hogt dong quin tri quan
khach hang ¢a Cong ty

Con ngeoi: Cong ty c6 o cau doi ngii nhan g 6n dinh, d& c6 tham
nién lau am. Pay la nhing diém thuan loi dbi voi cong ty. Tuy nhiéndoi
ngii nhan vién con4n ché trong vic tiép thu cong nghiquan Iy moi.

Céng ngld: Nhitng phrong tién dungdé lién lac voi khach hang:
email,dién thaai, may fax ... nibng Céng ty lam \dc, lién hc chi yéu Voi
khach hang dng dién thai, may fax. Hén nay ch c6 ndt sd phan mém
don gian dé quan ly théng tin khach hang ohExcel, pin mém ké toan,
Foxpro va chradau tr nhiéu vao céng nghhién dai.

c. Uu va nhrpc diém aia quan tri quan & khach hang Cong ty
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Nhin chung Céng ty #g diu khu wc V d& chd tong dén cong
tdc gun tri quan B khach hang, tuy nhién cac hinhrthma Céng ty ap
dung chra da chng vadong ko, chra ding cac qui trinh trong @a tri moi
quan & vsi khach hang, nén nimg két qua thu duogc chra cao va s thoa
méan @a khach hang ata tt.
2.2.3. Gin thiét phai hoan thién chinh sach qun tri quan hé khach
hang aia Cong ty trong thoi gian dén

Khach hangiugc xacdinh ladinh hréng trung tdm cho cac ho
dong aia cac doanh ngép. Coduoc KH da khd, véc giir chan ngt khach
hang hi khé hon ddi véi moi doanh nghip. Diéu nay doi hoi ban than
Cong ty pli d& ra cac chinh sach quaa khach hang ¢p ly, phong ph
vada cing danh cho KH1i@a minhdé ho nhan thiy khé ma c6 ot su uu
dai nhr vay tir phia cac cbng ty khac. €bo nhr vay, C.ty moi hoat dong
thuc ar ¢ héu qua, ¢6 bi nhuan cao va di viing dugc thi phan hién co.

CHUONG 3

HOAN THI EN CONG TAC QUAN TRI QUAN HE KHACH HANG
(CRM) TAI CONG TY X ANG DAU KHU VUC 5

3.1 NHUNG TIEN PE CHO VIEC THUC HIEN GIAl PHAP
3.1.1 Muc tiéu va phrong huéng kinh doanh aia Céng ty

3.1.1.1. Muc tiéu chién luec

Muc tiéu ngin han

- Phén du dat mac thi phan cao lon nam trede, ting ty trong ban
truc tiép 1én 50% .

- Xay dung thém khang 15 @ra hang 4i Pa Nang dén naim 2015
va gia ting mrc dich w cungung cho khach hang.

Muc tiéu dai han

Phét trén mo rong th truong, phin dau giir duoc mic doanh &
hing rim trén 70 % thphin. Nang v thé canh tranh éa Cong. Qan ly
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chit luong theo tiéu chin ISO 9000 va ISO 14000 va hoaréthhé thong
kho cing theo qui hach aia thanh ph.
3.1.1.2. Plwong hwong hagt dgng kinh doanh trong nlieng n@m
toi
- Pam hao cung dp Xang diu cho ®n kinh € va an ninh géc
phong. Gir viing trén 70 % thphan kinh doanh Xng.
- Tich arc tim kiém thém KH tém ning dé mo rong th truong aia
Cty. Pau tu nang ép, xay drng lai cac éng Xang diu, kho Xing dau.
- Cung @ cdng tac gan tri ban hang, duy tri én quan 1§ tt dep
véi khach hang,ab dung long tin éa khach handdi véi Cong ty.
- Xac dinh mrc cong w hop ly dé tang kha ning mua éa khach
hang. © chac, gip xép lai luc lugng laodong.
- Thir nghigm cac céng nghméi nhu may ban Xng diu tu dong...
3.1.2.Pinh hwéng hoat dgng quan tri quan hé khach hang trong
thoi gian té1
Hoat dong CRMduoc i tién nham dat dugc muc tiéu ting arong
kha nang héu biét nhu du, dic diém adia khach hangét da hoa gia ir
tuong tac Wi khach hang ndm thu hat khach hangdnva duy tri long
trung thanh ga khach hangi; nang cao kihnang anh tranh éa Cong ty.
3.1.3. Cac ¥u té anh hwong hoat déng quan tri quan hé khach
hang Céng ty
3.1.3.1. CAcéu té bén ngoai
«  MB@i trwong cong nglg: Voi sy phéat trén cia khoa bc cong ngh
da anh hrong dén nganh Yng diu, nhr viéc van chuyn, bao quan. Sr

dung Internetdé tim kiém théng tin trén thtruong, giao dch khach hang...

e M@i trwong win hda - xa i: Dan $ Viét Nam hén nay khang
hon 80 tréu ngroi, day la tém ning to bn v& ngwbn nhan frc phuc vu cho
qué trinh phat tén dat nuéc.
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« M@i trwong chinh ti - phap luit: Xang diu la mit hang taaiong
manh va saudng dén toan b nén kinh €, 1a mat hang chén lugc caa i
qudc gia. Vi tié Nha nréc quan ly viéc kinh doanh Xng diu rat chit che.
3.1.3.2. CAc4u té bén trong Cong ty
+ Khéach hang:Khach hang &a Cong ty Xng diu khu wic V duoc
phan thanh cac nhém sau:

- Tong ddi ly, dai ly: Nhdm khach hang nay laclyéu cia cong ty
chiém dén 50 % doanh thuia cong ty.

- Khéch hang én xuit: Nném khach hang nay &¢hyéu mua $n
phim cia cong tydé phuc vu cho nhu &u sin xuat.

- Khéch hang tiéu dungtc tiép: Day 1a nhém khach hangyivsd
lwong I6n nhit, phan b rong khip trén th truong aia Cong ty.

Déi thii canh tranh trong nganh:

- Cong ty ¥ng diu Quanpgi: La ddi thu chinh chém 15% th
phan.

- Céng ty K thugt dich w ddu khi (PTSC):PTSCda xay ding
dugc mot mang leéi rong rai kinh doanh nhiénéli va cac an phim dau
khi bao ém 21 cay #ng va mng lugi phan pli tai cac inh phia Bc va
mot sd tinh Mién Trung nlr Quang Ngéi vaba Nang.

- Cong ty xing diu Petec:Khéi luong xing diu PETEC kinh
doanh hangam chiém trén 13% thphan trong nréc.

- Cong ty xing dau hang khang (VinapcolLdng ty Xing diu hang
khéng Vit Nam la nha cungng nhién Iéu hangdau cho cac hang hang
khong ti cac san bay darudg Viét Nam.

Déi thii canh tranh tiém tang

- Nha may éc diu Dung Qut: Loi thé cia nha maydc dau Dung
Quit 1a tr chii v& ngubn hang cunging va nd & phat trén hé théng ban ¢
riéng bén anh cung &p ngwn hang cho cac Cong tyaKg diu khac. Mt
khac, trong @ong lai Céng ty & gap phii nhiing déi tha canh tranh 4t



17

manh dén tir cAc e trong khu wc nhr: Petonas ( Malaysia), Petrolium (

Indonesia), Petro Thailand...

» Nha cung dp: Hién nay ngén cung ép chi yéu aia Cong ty la
do Téng Coéng ty Xng diu Viét Nam nlp Xang diu tir cac éng lon trén
thé gi¢i theo K haach ma Cong tyta dang ky. Ngoai ra Cong ty con i
khau truc tiép t cac mac nhr Arap, Singapore, Kuwait, Trung Qo (chi
yéu la xing 90), Nga (ch yéu la Jet A1), Thai Lan (c¢hyéu la diu hay).
San phim aia Céng ty 80% la riip ngai, con ki 1 phan 1a mua ai cua
don vi trong nréc ¢6 ngén nhap ngai, 1 phan diéu dong i bo.

3.2. GIAI PHAP HOAN THI EN QUAN TRI QUAN HE KHACH
HANG T Al CONG TY X ANG DAU KHU VUC V
3.2.1. M tri quan tri quan hé khach hang hén tai cia Cong ty

- CSDL KH chra day du, chra c6 plan mém CRM, chra tip hop
va xir ly théng tin \& khach hang. Cac kéntiang tac i KH da duoc thiét
ké nhung chra cé chinh sach charg loai KH khac nhau. Chméi quan
tamdén chit lugng sin phim va ban hang. Hinhdk dich w chra nhéu va
chua linh hat cho nhéu loai KH. Chua xay drng dugc vian hoa thrc ar
huéng vao KH, hat dong CRM chra tao uu thé canh tranh cho cong ty.

3.2.2. Lo trinh thwc hién quan tri quan hé khach hang dén nam
2015 dia Cong ty
Chi pti
A

CRM tu ddna

CRM

CRM hién tai

» Thoi aiar
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<» CRM Roadmapta CRM ma hat dong dra trén gn tang aia
cbng nglé thdng tin, toan & di liéu aia khach handuoc tip hop thanh
mot kho dr liéu vadugc quan ly boi mot phan mém ang ding CRM.

+* CRM 1t dong hoa:La mot chuong trinh CRM ma céc hbdong
cia nédéu tr dong hod, & chuong trinh Marketing, tc luong ban hangut
dong hoa, cacidh wi va ky thuat hd trg khach hanggdén viéc cung ép cac
dich w déu tr dong.

3.2.3. Gii phap hoan thién quan tri quan hé khach hang ti
Cong ty Xang diu Khu vuc V

Giai phap clrong trinh CRM @n thiét phai hoan thén theo cac
budc thé hién sau:

Budc 1-Xay drng o so dir liéu

Budc 2-Phan tiche so dir liéu

Buéc 3-Lwa chon khach hang e tiéu

Budc 4-Céac congetacdong vao khach hanguu tiéu

Budc 5-Xay drng chrong trinh 6i khach hang nic tiéu

Budc 6 —Cachio luong dé chuong trinh CRM thanh céng

3.2.3.1 Xay gng o so die liéu khach hang

a. Hoan thén tién trinh thu thkip théng tin

Muyc tiéu thu thip théng tin nkm: Nhan biét nhiing mong mén va
sy hai long @a khach hangdr Gia a thap, khuyén maéi, cht luong gin
phdm, dich w chim séc khach hang, nhan viényphw va chim séc. Uy
tin cong tyddi voi khach hang. Cacin dé vé van chuyén giao nian ...

Céc yu t6 anh hrong dén tién trinh mua &n prim caa khach hang:
Loai khach hang, lg hinh sin phim, cac $u t lién quandén qua trinh
cungung $in phim. Va cac congictuong tac wi khach hang va théng qua
su hai long @ia KH danh gia céng tac ple vu KH cua Cong ty.

«  Thu thdp tr di¢ liéu thi cdp

Khach hang &a Cong ty Yng diu khu wc V hau hét 1a nhing

khach hangdn d6 la nhing ©ng dai Iy chiém 2,1 %,dai ly 26,2 %, khach
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hang an xuit chiém 37,8%. Tuy nhién khach hangeaccéng ty muaéi sb
luong I6n cddén 65% khach hang.

« Thu thdp tir di# liéu so cdp: Thu thap théng tin gilp nin dang cac
théng tin ¥ nhiing ca nhan khach hang riéng hhing mong mén va
nhirng sy thich @a hy...

b. Hoan thén co so dir liéu khach hang

Sau khi thu thp dugc théng tin KH, tn hanh é@p nhit théng tin
thanh CSDL khéach hang hay Bo KH, nhim theo ddi KHdé nhan dién ra
KH quan tpng aia Cong ty. ThAt sr can thiét phai thiét ké xay drng haic
ap ding mdt chuong trinh plan mém vé quan Iy co so dir liéu KH.

3.2.3.2 Phén tich & ligu khach hang

Co s dir liéu aia khach hanguoc phan tich & muc dich phan
loai khach hang. ®da dang aia thing ké céc iéin va nhiing phrong phép
sip xép ar phan tich nhom cac &i & da dugc ar dung dé nhom nling
khach hanga véi nhau thanh nimg mau, theo hanh vidong tr nhau.

Viéc phan bit cac khach hang 8m muc tiéu tim ra cac khéach
hang mic tiéu @ia Céng ty Xng diu khu wc V.

3.2.3.3. Xaatinh khach hang muc tiéu

a. Xay dng cac tiéu chi phan #tikhach hang:

Tiéu chi 1: Phan bt khach hang theo gia vongdoi (LCV)

Tiéu chi 2: Phan bt theo gia tr hién tai cia khach hang(CE).

Tiéu chi 3 Phan bit khach hang theas lugng (doanh thu).

Tiéu chi 4 Phan bit theo bi nhuan.

b. Lwa chpn phwong phap phan bt khach hangXét dac diém sin
phim xiang diu va thrc trang hait dong kinh doanh &a C.ty lam &n ox
danh gia ra chon bing viéc tinhdiém dé tim ra tiéu chi cdiém cao nht.

- Loai 1: Chon doanh thu trong khag tir 1 ty ddng/ram tro én.

- Loai 2: Chpn doanh thu trong klag tr 500 tréu dén ¢in 1 ¥
dong/ ram.
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- Loai 3: Chpn doanh thu trong kiag tr 100 tréu dén gain 500
triéu dong/ram.

- Loai 4: S5 con hi.

c. Xacdinh khach hang e tiéu

Khach hang mc tiéu thwe khdi tdng dai ly, dai ly va khach hang
san xuit dugc xacdinh dra trén © s cia cac tiéu chid dugce xacdinh.

3.2.3.4. Cac conguctacdong vao khach hang mc tiéu

a. Xacdinh mi dung hait dong twong tac

No6i dung chinh ga hat dong trong tac khach hang chinh la thu
thap cac thdng tirdé cap nhit vao CSDL khach hang.

b. Xay ding hinh thic twong tac

Tuy thusc vao ngadn di liéu cin thu thip ma § cé cac hinh tic
tuong tac khac nhaduoc sr dung. Cac hinh tic nim thu thip di liéu s
cap bao gm: Tuong tac tuc tiép voi khach hang, qudién thai, qua fax,
qua Internet, qua email ... phithu thip théng tin khach hang.

c. Panh gia hinh thic twong tac: So sanh cac hinhith twong tac
dé chon hinh thirc trong tac phu bp va c6 hdu qua.

d. Lera chpn hinh thic twrong tac

Qua céc tiéu chi trédpi voi mdi hinh thic trong tacdéu couu thé
va nhrgc diém riéng,dé cé thé chon dugc hinh thic trong tac phu bp Voi
mdi KH. C4c hinh tlic c6 tié chon dé twong tac bao ¢m: twong tac toc
tiép, quadién thaai, qua fax, qua email.

Khach hangdng dai ly vadai ly:

« Khach hang lgi 1 : Pay la cac khach hang co gia mhat dbi vai
Cong ty, dadd viéc giir mbi quan k¢ voi ho phai dat 1én trén iit, nram thaa
man myi nhu diu aia hy. Véi cac hinh tiic trong tacda néu trén téi an
hinh thic twong tac toc tiép voi ho.

« Khach hang laei 2 : Pay ding la nhing khach hang lauam cia
Céng ty, t6i cbn hinh thirc twong tac: toc tiép va quatién thaai.



21
« Khéach hang lai 3 va 4: Trong tac qua fax, pbi thu thip thong tin
khach hang va Internet.

Khach hang &n xuit:

« Khach hang lai 1 va 2: Teong tac toc tiép, quadién thaai, fax.
» Khéach hang lai 3 va 4: Trong tac qua faxdién thaai.

e. Két qua ciia qua trinh kong tac

Két qua thu duoc & trén tié hién rd nét KH @a cong ty &t nhay
cam va héu ré W qué trinh giao ith, dac th @a sin plim Xang diu cia
Cong tyddi vaéi ho. Ho biét cac yu t6 trén chi can co s thayddi du rit nho
ciing lamanh hrong lon dén két qua va qua trinh kinh doanhia trng don
vi. Dic biét 1a vin d& vé gia, codén 58,8% cho 1aat quan tong, 41,2% kha
quan tong.

3.2.3.5. Xay @ng chwong trinh véi khach hang muc tiéu

Khach hangdng dai ly vadai ly:

Logi 1: Tang chét khau, xe cong ty §n chuyn dén roi, uu tién
hang, thi han thanh toan: 8-10 ngay.5Hro dau tu trang thét bi, uu tién
giai quyét khiéu nai, phan hbi théng tin nhanh chéng, chinh xac cho khach
hang. Bng qua cdi nam, kb tro chi phi marketing ...

Logi 2: Tang chét khau, b tro van chuyn, ban hangpu tién
hang. K tro dau tu trang thét bj ... Thyi han thanh toan 1a 6 - 8 ngay, quan
tam vao cac ngay Itét...

Logi 3: - Tang chét khau, b tro van chuyén, h trg ban hang. Thi
han thanh toan 14 5 - 6 ngay, quan tam vao cac rigiy. .

Logi 4: Hb tro van chuyén, 1 tro ban hang.

Khéch hang &n xuit:

Logi 1: Giam gia ban, ang thyi han thanh toanyu tién hang, &
trg van chuyén, uu tién gai quyét khiéu mai nhanh va bp ly. Prn hi
théng tin nhanh chéng, chouen bé chaa... Thi tuc giai quyét don hang,
hop ddng nhanh gn
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Logi 2: Giam gia ban, thi han thanh toan: 30 ngay.dHro van
chuyén, dam bao chit luong hang hoayu tién hang, ang qua cac i 18
tét...
Logi 3: Khong thayddi gia, tb trg van chuyén, thyi han thanh toan
khdngddi va tang qua cac b I8 tét.
Logi 4: Gioi thiéu mua hangai cira hang.

3.2.3.6.P0 lwong két qud ciia gidi phap quin tri quan k¢ khach
hang Céng ty
a. bo luong bén trong
e Gia tni dat dugc tir khdch hang.
« Khoang thdi gian tr thu ntin, xir ly théng tindén khi ra quyt
dinh thrc hién
* Ty I¢ thu ntin khach hang: Khach hangémtham gia vao &
thong la bao nhiéu?4hg bao nhiéu g tram so \6i thoi gian tréc?
« Ty Ié ban hang cho cungdnddi tuong: $ luong hang hoéa ban
cho khach hang at tiéu cho ing Ién hay khéng?.
» Chi phi cho céng tac CRM ?
b. Do luong bén ngoai
S6 khach hang @i dat hang, nic do tin ciy cia khach hangéi
v6i doanh nghip. Va ¥ Ié khéng hai long a khach hangdo luong pHin
traim 5 khach hang aka hai long ¢ san ptim va dch wi cia cong ty.
Trénday la rdi dung dia “Gidgi phap hoan thgn qudn tri quan hé
khach hang @i Cong ty Xing diu khu viec V", dé c6 thé thuc hién duoc
giai phap nay thian c6 ghi phap B trg dé cd thé trién khai thre hién.
3.3.PE XUAT HO TRQ CHO VIEC THUC THI CONG TAC QU AN
TRI QUAN HE KHACH HANG T Al CONG TY
3.3.1. Xay drng vin hoa © chirc theodinh hwéng khach hang
Dé thyc thi CRM, cong ty &n xay drng vin hoa thrc ar huéng vao
KH. Céacdac trung vin hdaduoc thiét 1ap va theodudi xuat phét fr nhiing
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nha l&anhdao cip cao va sado xudng toan cong ty. & phat trén tr duy
kinh doanh mii, thic diy can B nhan vién #n sang chiaéthéng tin &
KH.

3.3.2.Pau tw phét trién co' sb ha tang

3.3.2.1. Hoan thén co cdu Marketing dinh huéng khach hang i
Cong ty ling cach thanh éip ban quin tri quan k¢ khach hang

Véi muc tiéu la hat dong Marketing éa Cong ty phi 1ay khach
hang lam trung tandoi hoi phai hoan thén oo ciu t chirc Marketingdinh
huéng khach hangimg cach thanhip ban CRM trong Cong ty.

3.3.2.2. Tuyn dung 440 o nguin nhan lxc cho ban qun tri
guan hé¢ khach hang

Ban CRM thanhdp v6i muc dich diéu phdi moi hoat dong aia
Coéng tydinh hréng vao khach hang, trém &b tap hop va phan tich cac
ngwn dir liéu khach hang

3.3.2.3.Pdu tw h¢ thong may mac thét bi

Dau twr mua &m may moc thit bi cho CRM Roadmap.

3.3.2.4.Padu tw phan mém quan tri quan k¢ khach hang

Cong ty @n ddy manh ung ding cdng ngh théng tin trong gan ly
va phuic wui KH. Cty nén thét 1ap prin mém CRM phu bp Vi dic diém
cbng ty.

Mot sb phan mém co thé ung ding la: E-BUSINESS SUITE,

MICROSOFT CRM, VASC CRM, ACCESS, BUSINESS CONTACT
MANAGER, ...

3.3.2.5. Hach dinh ngan q cho CRM Roadmap

Ngan qy cho CRM Roadmapssiugc tinh toan trén« sy dau tur
phat trén oo s ha tang.
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KET LUAN

Trénday ladé tai thyc hién nghién éu vatng ding cho Céng ty
Xang diu khu wrc V.

Trong nhing rim qua, Céng ty ¥ng diu khu wc V d& xacdinh
cbng tac qan tri quan k& khach hang la B phap ku hiéu dé nang cao
chit luong phuc wu va duy tri néi quan & tét dep voi khach hang. Tuy
nhién, cdng tac nayam con nhéu bat cap. Vi vy, giai phap hoan tkn
cong tac gan tri quan | khach hangai Céng ty Ia ét can thiét. Luan van
“Hoan thén cong tac qan tri quan i khach hangdi Cong ty Xing diu
khu wrc V” dadat dugc két qua nhr sau:

- P4 k¢ théng hoa niing van dé Iy luan vé quan tri quan & KH
(CRM).

- ba phéan tichtdnh gia tlec trang cdng tac din tri quan & khach
hang @a Cong ty Xng diu khu wc V trong thi gian vra qua. Qualo,
danh gia nking thanh céng vaan ché cia cong tac trérat Cong ty.

- D& dé xuit giai phap hoan tln céng tac gan tri quan & khach
hang @a Céng ty Xng diu khu wc V.

- Doanh nghip c6 tié lua cton mot chién lwgc CRM hyp Iy dua
trén tiéu chidat khach hang lam trung tam, quan t@n nhu déu cia
khach hang rim dit duoc muc dich va duy tri rdi quan I tét dep voi
khach hang véat duoc loi nhuan i da trong kinh doanh.

- CRM lam cho doanh ngip ting khi nang aanh tranh Bng viéc Gii
thién mbi quan & cia cong ty i khach hang. Duy tri éi quan ¢ tot dep
hon voi khach hang.

- CRM gilip céc cong tyasdung niing ngwn lec (nhan irc va céng
nghg) dé hiéu thiu dao thaido, thoi quen éa khach hang vaanh gia gia ir
cua trng phandoan cho khach hang riéngébi



