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LOI MO PAU
1. Tinh cap thiét caa dé tai

Dé ton tai va thrc gr phat trén, mot doanh nghiip phai ludn luén
gan lién kha nang cung &p nhitng $in phim hay dch w cia minh
nhim thad manduoc mongdoi cia khach hang. Tt % cho thiy,
néu doanh nglp sin xuit haic cung ép dich w ma khéng ban
dugc hang hoaia minh thi cho du cady tb khac c6 hoando dén
dau thi ¢éing khong tk tao ra bi nhuan. N6i cach khaajé phat trén,
doanh nghip phai c6 kha nang ludn tlba mén khach hang.

Trong thoi dai kinh t thi trudng anh tranh ngay cang gaytethi
viéc ¢ va dir duoc khach hang trc gy tro thanh néi quan tdm hang
dau cho & ton tai va phat trén cia moi doanh nghip. Trién khai ap
dung ke thong CRM 1a codng ¢ hiru hiéu dé gip doanh ngkdp giai
quyét van dé nay.

Ngay nay ngoi tiéu dungding trréce tinh tang mpi chang loai san
phim déu co6 &t nhiéu nhan hiu. Khach hangal c6 nhing yéu éau
rat khac nhautdi voi san phim hay dch wi va gia @. Ho c6 nhing
doi hoi ngay cang caodvchit lugng va dch w. Trudc ar lya chon
vb cling phong phi mhvay khach hangasbi hap dan boi nhiing thr
hang hdéa nadap ung ®Ht nht nhitng nhu éu va mongdoi ca nhan
cia hp. Ho $8 mua @n ar vao nhin thic V@ gia ti caa minh.

Do d6, lam ti naodé tao dung duoc mdt to chac dinh hréng
huong dén khach hang? theoig hiéu r6, dap ung va tha méan
nhitng mong maén luén thayddi caa khach hang ot tiéu? vadac
biét la dé tao dung dugc long trung thanhia hy thi viec xay ding
mot hé théng Quan ly quan B khach hang (CRM) trong doanh
nghiép chinh |adé tra loi cAu ki nay.

Véi sac ép mnh ng caa rén kinh € va cacdiéu kién caa khach
hangdoi hoi ngay cang cao nhthé, cac doanh nghp Viét Namda
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va dang 1 luc xay drng chit luong sin prim/dich v nhim nang
cao uy tin éa $in prim "made in Vietnam" théng quaéei ap ding
cac I¢ thong quan ly tién tén: ISO 9000, TQM, HACCP. &t ap
dung cac k thong quan ly nayda gitp cac doanh ngig c6 céng ¢
quan ly hiru hiéu va c6 nhiu chuyén bién tich arc. Tuy nhién, qua
viéc ap ding cac kB théng quan ly dia trén cac tiéu clm cac doanh
nghiép dac biét 1a doanh nglp kinh doanh doc phim ding dip
phai nhiéu khé khin trong véc quan ly cac théng tin lién quadén
khach hangbic biét 1a cac hat dong nghién ¢u tim héu mong
mudn cia khach hang, @m soc, duy tri va phat ém mdi quan &
than thét véi khach hangtuoc thuc hién chra hiéu qua, day ding la
thuc trang dang dén ra ti cong ty CP roc Danapha. Xit phat tr
thuc t trén toida chyn dé tai “Quan tri quan & khach hangia cong
ty CP Dirgc Danapha” landé tai nghién ¢u cia minh.
2. Muc dich nghién aru

- Trinh bay niing van dé Iy luan chung ¢ CRM.

- Phén tich vaéanh gié tlrc trang cong tac aan tri quan B khach
hang @a cbng ty CP Doc Danapha

- binh hréng phat tén oia cong ty CP Boc Danapha vaé xut
cac gai phap hoan tln cong tac gan tri quan B khach hangai
cbng ty
3. Péi twong va pham vi nghién aiu

* Pi tugng nghién 6u: Van dé& quan tri quan & khach hangia
cong ty CP xoc Danapha.

* Pham vi nghién @u: L& nhirng Vin dé vé co o ly luan va thic

trang \& quan tri quan & khach hangiea céng ty CP Doc Danapha



4. Pheong phap nghién @&u
- Phrong phép duy & bién ching
- Phrong phap duy & lich sr
- Phrong phép phan tich
- Phrong phéap thng ké
- Phrong phap so santbi chiéu, tng hyp,...
5. Cau trdc luan van:
Chwong 1: Co sé ly luan vé quan tri quan hé khach hang
Chwong 2: Tinh hinh haat dgng kinh doanh va thec trang céng
tac quan tri quan hé khach hang ti Céng ty CP Dwoc Danapha
Chwong 3: Giai phap hoan thién cong tac qun tri quan hé
khach hang tai céng ty CP Dwgc Danapha

CHUONG 1
CO SO LY LU AN VE QUAN TRI QUAN HE KHACH HANG
1.1. KHAI NI EM QUAN TRI QUAN HE KHACH HANG
C6 At nhiéu khai nem khac nhau & CRM, tuy nhién, c6d khai
niém: “Quan tri quan B khach hang la tt phuong phéap toan én
nham thiét 1ap, duy tri va v rong quan B khach hang” 1a khai ain
day du nhit.

1.2. THANH PHAN KI EN TRUC CRM

Collaborative CRM

E-Mail
Internat Call Center
Face-to-face
| contact
Operative CRM
Marketing Sales Service

aulomatlon aulomatlon automation

Analytical CRM ?
Data ,:mal ysm
Cuslurrle.r data base

S d@6 1.1. Thanh pin kién traic CRM
1.2.1. CRM djng tac (Collaborative CRM)

- Phuc wu cho vic phat trén nhirng traoddi truc tuyén voi khach
hang doanh ngp va nhing dch w ca nhan. Cungap kha nang
guan k& véi cac khach hang (phone, email, fax, web, sms,, post
person).

- “CRM cong tac” uo nén g tuong tac gira doanh nghdp voi
cac kénh phan ghva khach hangia no.

1.2.2. CRM hat dgng (Operational CRM)
1.2.2.1 Marketing Automation (Marketing ir dgng hoa)

Marketing Automationgilp cac nha du tri trong vic thiét
lap cac chén lugc V& marketing,danh gia cac chin luoc do; ddng
thoi cac coéng ¢ hd tro dic luc trong véc tién hanh tixc hién
marketing.
1.2.2.2. Sales Force Automation (Ban hang #gng)

Céng @ dic lyc nayduoc thiét ké gitip céng ty gan Iy, dr bao
va dua ra cac bao cao cac gioan aia quy trinh kinh doanh &
qua hon, tir 46 cong ty co th kiém soatduoc toan b cac ngon luc
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va quy trinh ban hang.
1.2.2.3. Service Automation @h vu tw dégng hoa)
1.2.3. CRM phén tich Analytical CRM)

- “CRM phan tich” & dung dr liéu khach hangé tao nén g lién
hé c6 ki qua hi gitra doanh nglép va khach hang.

- Viéc phan tich d liéu tao nén mo6 hinh,uisudc lugng gitp cé
dugc ngubn théng tin ét hon dé hiéu biét vé hanh vi khach hangirt
d6 hinh thanhstuong tdc cang riéng &t theo trng khach hangdn.

- Dir liéu da leu trir phai dugc phan tich 6i mot loat cong @
phan tichdé hinh thanh cacdu ar khach hang, xadinh cac md hinh
hanh vi, quét dinh mrc d6 thoa méan, va tr gidp viéc phandoan
khach hang
1.2.4. Mbi lién h¢ giira cac thanh ptin CRM

Mdi bo phan déu phu thwe lan nhau. Niing phan tich tac
dong dén viéc ra qugt dinh aia “CRM hat dong” khi trién khai cac
quy trinh dch wi kh&ch hang, marketing, ban hangulg khi khdng
cO dr liéu tr cdc qua trinhia “CRM hat dong”, thi “CRM phéan
tich” s5 khéng c6 @ liéu dé phan tich. Va @ liéu duoc xu ly qua cac
cong @ “CRM phan tich” éng € khéng héu qua, cac qugt dinh
chién lugc cing $ khong xdt hién khi khéng c6 8 dong gop éa
“CRM cong tac”. “CRM hat dong”, “CRM phan tich” va g nhay
bén trong kinh doanh ludn theo sat cudan tai caa khach hang.
1.3. CHU'C NANG CUA CRM

+ Giao dch

+Phan tich

+Ldp ké hagch

+Khai bao va qun ly

+Quan ly viéc lién lac

+Lueu trir va @ip nhip

+HJ tro cac dr &n
+Thao lugn
+Quan ly hop dong
+Quan tri
1.4. LQI ICH C UA CRM
- Giam chi phidé tim kiém khach hang
- Khéng d@n phai tim kiém nhiéu khach hang ma thay vao |a gir
1 nhém khach handicaa doanh nglép
- Giam chi phi ban hang
- Loi nhuan tir khach hang caoolm
- Tang arong long trung thanhi@a khach hang
- Banh giadi nhuan tir khach hang.
1.5. QUI TRINH THU'C HIEN CRM
Nhin chung, qui trinh tic hign CRM ¢bm céc rée sau:

Xay cung co <6 dir liéu

'

Phan tich, tdng ké

'

Lua chon khach han

\4
Xay dung mbi quan & khach han

A4
Thu nhin nhiing théng tin lién quadén khach hang

Y
banh gia Féu qua




1.6. PIEU KIEN THANH CONG VA NGUYEN NHAN TH AT
BAlI CUA CRM

1.6.1.Piéu kién thanh céng dia CRM

1.6.1.1. $ quan tdm saud tr cac nha qun ly aip cao

1.6.1.2. Xay gng chén ligc CRM

1.6.1.3 Cdi thién cac quy trinh va cach e kinh doanh

1.6.1.4. Xay @ng nmvt chu trinh qudn ly khach hang

1.6.1.5. Tr van va trien khai CRM theo yéuia

1.6.2. Nguyén nhan tft bai trong qué trinh tri én khai CRM

CHUONG 2
TINH HINH HO AT PONG KINH DOANH VA TH UC TRANG
CONG TAC QUAN TRI QUAN HE KHACH HANG C UA
CONG TY CP DUQC DANAPHA
2.1. TONG QUAN VE CONG TY VA TINH HINH HO AT
PONG KINH DOANH C UA CONG TY CP DUQC DANAPHA
2.1.1. Tong quan W cong ty @ phan Dwgc Danapha

2.1.1.1. Qué trinh rafsi va phat triégn ciia cong ty

Tién than @a Cong ty 6 phin Duoc Danapha lawshop nhit cia 3
don vi: Xudéng Duoc khu Trung Trung & Xudng Dooc Quang Nam
va Xuéng Duoc QuangDa tir chién khu chugn \é.

Nam 1980Uy ban nhan danifih Quyt dinh sat np Coéng ty
Dugc liégu Quang Namba Ning vao Xi nghip Dugc phim Quang
Namba Nang.

Pén thang 01/1983dp tuc sat nAp Cong ty Droc prim Quang
Namba Ning thanh Xi ngléip Lién hyp Dugc Quang Namba Ning.

Nam 1992 tlwc hién ngh dinh 388/HDBT cia Hoi déng Bo
truong, $ Y té tach Xi nghip Lién hop Dugc Quang Namba Nang ra
thanh 2don vi la Xi nghép Dugc phim Ha Ning va Coéng ty Doc
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phim Quang Namba Ning tuc thube S5 Y Té Quang Namba Ning
guan ly.
bén thang 01 am 1997, Xi nghip Dugc phim PBa Ning gia
nhap 1am thanh viéni@ Tong Cong Ty xoc Viét Nam \6i tén gi la:
Xi NGHIEP DUQC PHAM TW 5 DA NANG - Viét tit: DANAPHA.
Tén giao ¢th: DA NANG PHARMACEUTICAL COMPANY
Thang 10 am 2006 Xi nghip Duoc phim TW5 Dba Ning dugc
cd phan hod va chinh tit haat dong wi tén gi Cong ty G phan
Dugc Danapha ngay 01 thang 0dmm2007.
2.1.1.2. Cl#c ning, nhiém vu ciia Céng ty
a. Chic nang
b. Nhgm w
2.1.1.3. Quimé Céng ty
2.1.1.4. @ ciu té chirc cia cong ty
2.1.1.5. Tinh hinh ngdn lzc kinh doanh gia cong ty
* Nguon nhan lrc
Bang 2.1. Bing oo ciu lao dgng cia cong ty CP Orgc Danapha

Nam 2007 2008 2009
SHLD | Tyle| S65LD | Tyle | S6LD | Tyleé
Chi tiéu S|y S|y Ty
(nguoi) | (%) | (ngwoi) | (%) | (nguoi) | (%)

- Theo géi tinh] 320 100 328 100 323 100
+ Nam 147 45,94 150 45,7 148 45,82
+ Nir 173 54,06 178 54,27 175 54,18

- Theo tinh

. 320 100 328 100 323 100
chat
+ Lao dong §
o 105 32,81 108 32,93 104 32,2
gian tiep
+ Laodong 215 67,19 220 67,0] 219 67,8
10



truec tiep
- Theo trinhdd 320 100 328 100 323 100
+ SauDuai
hoc 1 0,31 2 0,61 4 1,24
+ Dai hoc 90 28,13 97 29,57 95 29,41
+Cao
ding+trung 88 27,5 90 27,44 86 26,68
cdp
+ Khéac 141 44,06 139 42,38 138 42,72

Ngwn: Cong ty CP R¢c Danapha

Qua tng $ liéu trén, cho thy tong $ lao dong rim 2008 ing so
v6i nam 2007, tuy nhiénam 2009, thrc hién chinh sachip xép, b5
tri lai can B nhan vién, rét sb can o 16n twdi nghi huu nén $ lao
dong nim 2009 gim so i nam 2008. Nhin chungdslao dong aia
cong ty khong kein dbi nhiéu.

Hién nay cong tylang ap dng nhéu may moéc Hin dai trong sin
xuat vi thé s lao dong tnrc tiép khdng quéadéng, bén enh d6 lao
dong c6 trinhdd cao ngay cangihg, $ lao dong cé trinhdd saudai
hoc nim 2007 chco 1 ngoi, chiém ty 1é 0,31% so ¥i tong $ lao
dong nhrng rim 2008, 20093t 1€ nay tng Ién, Am 2009 ¢ I¢ lao
dong saudai hoc 1a 1,24% so & téng $ laodong.

* Co so vt chdt, may mac thit by
- Mit bing nha xong
- Trang thét bi

* Tinh hinh tai chinh

Sau khi tén hanh 6 phin hoa mm 2006, cong ty hd dong cé
hiéu qua hon, ngwn lyc tai chinh ngay cang anh to diéu kién
thuan loi cho cong ty trong ¥c thuc hién cac chén lugc cia minh
nhim dapang yéu au ngay cang kit khe @a khach hang.
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2.1.2. Tinh hinh hat dgng kinh doanh aia Cong ty CP Drgc
Danapha
2.1.2.1. Gi thigu Vé sin phim aia cong ty

Danh mic sin prim thubc Danapha iing At phong pha bao
gom gin nhr day du cac lai thudc dac tri hiru hiéu c6 tac dng chira
bénh ©t nhit. Danapha ludndvng dén sr ménh phuc wi sic khaé
cong dong king nhing sin phim da ding va cht luong cao, W
nhitng sin phm bb sung vitamin, khoang dhvadiéu tri nhirng kénh
théng ding (thubc mit-tai-miii-hong; gam dau-am $Ht) dén nhiing
loai thubc dac tri cho nlitng nhu @u riéng bét (thuc chbng tAm
cam; thubc i thién haat dong tri ndo), ... Mit sd san phim aia Céng
ty nhu : Bai Thach, cao xoa &l,... B&n enh nhing s$in pkm quen
thuoc trén, cong ty corip trung nghién @u va cho rafoi nhiéu sin
pham moi khac.

Hinh anh mgt s6 san pham ciaa Cong ty

Cao sao vang

BaiThach ¢ Bk
L3I 25 VIEN, B EHIM

7 ]

a 2

W | W .
A

Betaphenin

\s
®
A

2

‘Natrex 50 3

,,,,,,,,,,,,,,,,,,,,

Didu tri: S6i than,
531 tidt nldu, S&1 mit, Vidm bl mat
Bai Thch

Danapharkiia 50
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2.1.2.2. Thitrwong hoat déng ciza cbng ty

Thi truong tiéu thi sin prim aia Cong ty khdng dHa tt ca cac
khu wre, viing, mén trong nrdc ma céng ty con it khiu sin prim
ra ruéc ngodi. Cac s phaim cia Danaphatd xuit sang Nga, cac
nuéc Péng Au, Thai Lan, Lao, Camphuchigivsd luong 6n dinh
hang ram. Ngoai ra, Céng ty coruting gin prim cia minhdén mot
sb thi truong moi khac ...

2.1.2.3. Tinh hinh heat dgng kinh doanh aia cong ty
Bang 2.2. Bao céo & qua hoat dong kinh doanh aia cong ty qua

3 nam 2007-2009

BVT: Pong
Chi tiéu Nam 2007 Nim 2008 Nim 2009
1.Téng doanh thu 129.602.084.402 149.317.044.517 168.7@9.960
2.Céac khan giam trir
(290.883.414) (1.440.440.137) (655.274.899)

doanh thu
3.Doanh thu thidn 129.311.200.984 147.876.604.380 168.073.995/061

N ) (84.101.862.088
4.Gia \wn hang ban ) (93.477.078.414 (93.369.864.80D)
5.Loi nhuin gép 45.209.338.900 54.399.525.966 74.704.130.261
6.Lgi nhuén thuén tir

) 9.537.637.182 10.975.555.574 21.904.631.873

hoat dgng kinh doanh
7.Loi nhuin truéc

i 9.629.532.673 11.195.959.016 22.063.151.677
thue
8.Chi phi thé thu nhip

) R 0 (2.864.151.302

hién hanh
9.Chi phi thé thu nhip 0
hoan hi
10.Loi nhuén thuan 9.629.532.673 11.195.959.016 19.199.000.875

Ngwn: Cong ty CP R¢c Danapha
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Két qua haat dong kinh doanhit nam 2007-200%4éu thu dugc

loi nhudn cao. Mrc loi nhuan khéng ngng ting, mm 2007 bi nhuan
thudn cia cong tydat trén 9,6 ¢ dong, dén ram 2008 ndrc loi nhuan
dat trén 11 ¢ dong, qua am 2009 nic loi nhuan ting ¢in gip doi
nam 2007 vadat trén 19 ¢ dong. Diéu nay cting © sau khi é phin
hoa hat dong kinh doanh @a céng ty 4t hiéu qui, véi muc loi
nhuan nay céng tydd codugc mht ngwdn ngudn tai chinh manh hon,
nhu vay cong ty § co diéu kién dé cang &, cai thién hon céng tac
quan tri quan & khach hang.
2.2. THUC TRANG CONG TAC QUAN TRI QUAN HE
KHACH HANG C UA CONG TY CP DUQC DANAPHA

2.2.1.Pic diém khach hang

Khéach hangiea cong ty ch yéu la cac doanh ngép, cacdai ly,
nha théc, kenh vién.

Bang 2.3. Danh nmuc $ lwgng khach hang ai cac chi nhanh @a

cbng ty mam 2008-2009

BVT: Dong

Nam 2008 2009 2008 2009

Chi SL Tylé SLKH Tyl Doanh thu Tyl Doanh thu Tyl
nhanh | KH (%) (%) (ddng) (%) (ddng) (%)
HaNoi | 1.635| 31.93 1797 3172 40.479.479.657 29.63 04308.303 28.6¢
HCM | 1.695| 33.11 1.850 3266 42.895.479.657 31.40 .908%518.700  30.5¢
Mién

Trueng 1.790| 34.96 2018 3562 53.250.136.420 33.98 6120862| 40.75
Téng

oing 5.120 100 5.665 100 136.625.095734 100 | 150.205.757.563 100

Ngwn: Céng ty CP Roc Danapha
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Nam 2008 Nam 2009
Biéu dd 2.1. Béu dd sb lweng khach hang @a cong ty ti cac chi
nhanh nam 2008-2009

S6 lugng KH ram 2009 i c4c chi nhanhiéu ting so Wi nam
2008, nlit 1a & chi nhanh Mén Trung. i khu wrc nay c6 8 ting
lén & vé s luong khach hang vaaadoanh thu. Bm 2009, 8 luong
KH chiém 35.62% éng KH trong mdc aia cdng ty va doanh thiat
40.75% so ¥i tong doanh thua3 chi nhanhbay 1a khu wc c6 $
lugng KH lon va quen thoc, throng xuyéndat hang cé cong ty
nhu: Céng ty CP doc thiét bi y t& Pa Ning, Cty CP doc thiét bi y
té BinhDinh,...

2.2.2. Cac hat dong CRM tai cong ty

2.2.2.1. @ so dir ligu khach hang @a cong ty

Co s dir liéu aia Danaphatugc luu trir trong pan mém BFO,
gom 18 phan & khac nhau nit Quan ly ban hang, gin ly mua
hang, géan ly quan &, quan ly hé thong,... Mdi phan & gdm nhéu
truong dr liéu khac nhau.

Co so dir liéu KH tai Danapha gin |y tit ca cac thdng tin lién
quandén khach hang, din ly cac giao ith aia nhan vién ban hang
cua cong ty (8i dung giao dich, thvi gian, ghi chd, ...), theo dai cac
san phim (thoi gian dip nhit, sin phim, tinh tang hat dong,...),
nhu éu khach hang (sluong sin prim, dr kién thoi han mua, thi
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gian trén khai, ghi chd, ...), cho phép phanil&hach hang theo
nhiéu tiéu thic khac nhau toyiac thu qun ly cia ngwi sir dung.

Nhitng di liéu vé khach hangtuoc luu trir, phuc wu cho vic tra
ctiru khi cn thiét, thbng ké tinh hinh khach hang; &6 c6 cac chinh
sach chm séc khach hang. Tuy nhién e dir liéu khach hangat
cobng ty hén nay ch & mic d6 don gian, s khai théu tinh 1§ théng,
cap nhit chua phat huyduoc vai tro to thanh trung tdm théng tin,
chua phéat huyduoc hiéu qua nhim nang cao khniang héu biét nhu
cau khach hang, phandikhach hang va cé chinh sach phip Wi
mdi d6i tuong khach hang rih [a déi véi nhitng KH tiém nang.

Ngoai ra, do én trinh mua hangi@ cac doanh ngp t chic
tuong d6i phac tap, bi anh hrong i nhiéu ca nhan khac nhau. Vi
vay, viéc xacdinh va tép cin khach hang ot tiéu la not thach thic
l6n ddi véi nhan vién ban hang va ban gidfét cong ty.

Hinh 2.2. Giao dién Hé so khach hang trong BFO
@ il axlla M UM N G comand G

B oorahvosnong v A 7 ) 5 Sg Khach Hang
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Ngwn: Cong ty CP yc Danapha
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Nhiing khach hangat hangdau tién $ duoc cip nhit théng tin Sau khidat hang Danapha %t h6adon cho khach. Théng qua

vao BFO wi cac rdi dung nhr: d6 Danapha con d@n ly tit ca cac théng tin lién quadén hat
- Tén khach hang dong ban hangi@ nhan viérd tat ca cac chi nhanh théng qua céac
- biach truong dr liéu.
- Ma khéch hang

2.2.2.2. Caarng dung quin ly quan k¢ KH tai céng ty

- Ma s thué a. Lya chon khach hang
- Ngay ghi i .
- Nhan vién ban hang b. Phic wu khach hang
- Tai khain giao dch, ... * Quan ly hpp dong
- San phim ban cho khach hangmg duoc ghiday da véi cac * Phan anh @ia khach hang
thong tin nhr: * Quan 1y dr bao turgc
+ Tén — qui cachie prim c. Chinh sach afm soc khach hang
+ M4 $ 16 sin phim - Chinh sach khéyn méi
+Pon v tinh Bang 2.5. Danh nuc mgt s6 san pham thuéc dwoc khuyén
+ S luong mai cho KH
+ GlaAbarL ) T ) , \ Quy G’|a Khuyé
+ Ty 1 chiét khau, ... - Tén thuoc - Ham hreng cach bVT ban N mai
Hinh 2.3. Giao dén Pon dat hang trong BFO buén
N P PONG DUQC
1 | Artisonic b 100v b 14.700 10+1
2 | Bai Thach lo 45v o 33.999 10+1
3 | Diép Ha Chau b 90v o 26.250 10+1
4 | Dudng Tam An Thn lo100v b 18.375 10+1
. . 2ViX
5 | Ich mau(vién nang) hop 6.300 10+1
10v
KHANG VIEM, D 1
, UNG
_ 14 | Cetirizin 10mg 5vx 10v | hop 9000 10+1
Nguin: Cong ty CP Dchanapha o 15 | Telffadin Tyx 10v| hop | 15.015| 10+1
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60mg(Fexoffenadin)

PIEU TRI CHUC
NANG CUONG

27 | Dalis 10 (Tadalafil 1:0mg My hop | 235.200 10+2

28 | Dalis 10 (Tadalafil 2mg) v hop | 334.400, 10+2

Ngwn: Céng ty CP Roc Danapha
- Chinh séach cht khau
d) Ung ding CNTT vao CRMdi cong ty
2.2.3Uu va nhwoc diém cia cong tac qan tri quan hé KH tai
cbng ty

2.2.3.1.Uu diém

- Hé thdng dr liéu khach hanguoc thu thip, cip nhit mot cach
lién tuc, hiéu ré dac diém aia tirng khach hangb diéu kién thuan loi
cho qua trinhitong tac va xay wing mbi quan 18 tot vsi khach hang.

- Cong ty c6 g phéan chia khach hang thanh cac nhém khac nhau,
diéu nay gitp cong ty B rd dac diém vé mdi nhom khach hangos
luong mua, ngoi quyét dinh mua... 40 thuin loi cho viéc ban hang
va tiét kiém chi phi giao gth.

- Cbng tyda xay drng chinh sach mangilgia tri cho khach hang
la dich wi cham séc khach hang am dap ung thba man nhu au,
mongdoi cia khach hang va duy tridinquan & l1au ken voi khach
hang 4o ra s tang tnrdng trong kinh doanh, nang cao hiitth aia
cbng ty va k& niang anh tranh trén thtruong.

- PHin 16n can 16 nhan vién cong tyéu co trinhdo dac biét 1a
nhan vién %, ning dong, cé pAm chit va quan B tét khi lam viéc

d6 ding la bi thé caa cong ty.
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2.2.3.2. Nhwoc diém

- La&nh dao chra cam Kt thuc hién CRM ding nhr chua c6 @
thong nhit cia cac B phan trong cong ty & CRM

- Hién nay CRM #4i cong ty ch mang tinhd phat

- Cong ty clra xay ding chén luoc CRM ay thé.

- Chra c6 s théng nhit trong qué trinh gin ly khach hang cac
chi nhanh.

- Chra c6 chinh sach r6 ramigi véi tirng dbi tuong khach hang
(khach hang &m nang, khach hang trung thanh, khach hang.l.).

- Chra phan tich, #ng ké,danh giadduoc di liéu cing nhr phan
héi cua khach hang.

- Cong ty clra c6 phong ban ndo chuyén tracécud chac, tHng
hop, quan ly thdng tin ¥ dir liéu khach hangé gop ptan xay drng
mbi quan k¢ giita cong ty va khach hang.

- Tai c&c chi nhanh ala c6doi ngii chuyén trach & haat dong
CRM ma cli yéu la kiem nhém: ké toan ban hang, trinhudc
vién,... nén \dc thiét lap, xay dring va & dung théng tin KH cha
hiéu qua.

- Chra khai thaalugc hét cong ding aia ptin mém BFO

- Poi ngii nhan vién chuyén trach céng Bghong tin con théu.

- Chinh séch cé &ihoda theo khach hang ching nhom khach
hang clra hiéu qua lam kho gir khach hang trung thanlia cong ty.
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CHUONG Il
GIAI PHAP HOAN THI EN CONG TAC QUAN TRI QUAN HE

KHACH HANG C UA CONG TY CP DUQC DANAPHA
3.1. XAC PINH TAM NHIN CHI EN LUQC VE CRM TAl
CONG TY

3.1.1. Tam nhin chién lwec CRM ciia ban lanhdao cong ty

- Ban lanhtao Danaphaan phii ¢ céi nhindling bon vé CRM,
tir d6 ¢6 nhitng cam Kt cu thé dé thuc hién né ndt cach héu qua.

- Can xéacdinh CRM la chén lugc dai lan

3.1.2. Xaadinh muc tiéu chién lwgc CRM

- Thu hat va duy trituoc khach hanging cach 4o ra nhing gia
tri ti vu cho khach hangudéng i dap tng cac nhu au va mong
mudn riéng bét caa hy.

- Ngoai véc xacdinh muc tiéu lam té naodé mang 4i gia tri
cho khach hang, #a man ét nhit nhu du khach hang thi Danapha
ciing én xacdinh dugc gia ti ma céng ty & nhan dugc 1a gi.Po
chinh la:

+ Loi nhuan thuduoc tir khach hang.

+ Sy hai long, tin niim aia khach hang.

+ Long trung thanhi@ khach hangéi véi cong ty ...
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3.2. XAY DUNG BAN PO THUC HIEN CRM TAl CONG TY
CP DUQC DANAPHA

Thoi gian
lip k& hogch Tw#n khai

< XD ¥ haach KD | - Xay dring @ so dir liéu
Cac hréc - Phéoh, thbng ké di liéu
vd chon KH

- XDdimyuan ¢ KH
- Kén trac, TK |- Thu thp TT phan hoi
- - hanh ai:

Hinh 3.1. Bin do thuc hién CRM i Cong ty CP Groc Danapha
3.2.1. Lap ké hoach kinh doanh
3.2.2. Trién khai thuc hién
3.2.2.1. Xay gng, khai thac va qdn ly hi¢u qua co so diz liéu
- Do CRM chi pi hau nhr toan § cac qugt dinh kinh doanh
nén yéu éu Danapha ph dam bao di liéu dau vao CRM luén
“sach” [a rit quan tong.
- Hién nay dr liéu tai Danaphaluoc cip nhit vao BFO
3.2.2.2. Hoan thén chinh s&ach thu hut khach hang
a. Khach hang n cé
B. Khach hang &ém ning
3.2.2.3. Xay dng va aii thién dich vu hé tre' khach hang
Danapha c6 thxay ding 1 & phan h trg khach hang, va
giai dap cac thc mic aing nhr cac pln hdi cua khach hang, ®
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phan nay co th hd tro truc tiép cho khach hix théng quatién thaai,
mail, tra 161 truc tuyén trén website riéngia cong ty

3.2.2..4. Thu tigp thdng tin phin hi

3.2.2.5. Nang cao Bu qua ring dung CNTT néi chung va &
dung phin mém BFO néi riéng trong cdng tac gin tri quan hg
khach ti cbng ty
C6 thé quan ly voi mé hinh nlr sau:

¢

CNTT 2
(Phu trach
chi nhanh
Ha Nai

CNTT1
CNTTS5 Trwéng phong CNTT 3

<>| (Phutrach \« 51 = pp rach (Phy tréch
S
hang i ba

[

CNTT 4

(Pha trach
chi nhanh
Khanh Hoa

M6 hinh 3.1. Qun ly CNTT &i céng ty
Ngoai véc giao nhém vu quan Iy vé miat CNTT tai cac phong
chirc ring & Van phong cdng ty, ching ta con cé fihan cong @i
can [ CNTT chuyén trach thémitcac chi nhanh. €thé nhr sau:
- Can I3 CNTT 1:phy trach ai phong ban han§a Nang gom
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céac inh tr Quang Nam,pa Ning, Hlé va cacinh Tay Nguyén.
-Can by CNTT 2:phy trach chi nhanh Ha® gém céc tnh
phia Bic nhr: TP Ha Ni, Bic Ninh, Ha Nam, ...
- Can by CNTT 3:phu tréach chi nhanh TP &#Chi Minh gom
cac tnh nam b nhe TP H5 Chi Minh, Gin Tho, Tay Ninh, ...
- Cén b CNTT 4:Phu trach chi nhanh Khanh Hoam cac
tinh tir Quang Ngai t6 vaodén Ninh Thuin)
- Céan b CNTT 5:Phy trach chi nhanh Thanh Hoarg céac
tinh tir Quang Tri tré radén Thanh Hod)
Trudc hét trusng phong CNTT pbi hop v6i Giamdbe chi
nhanh B trg cho cac can®CNTT thrc hién nhiém wvu caa minh.
tro cho cac can®@CNTT thuc hién nhiém wu cia minh.
3.2.2.6. Xay gng dji ngi nhan viéndam bio chit lweng phuc
vu tot cho cong tac qan tri quan h¢ khach hang
Con ngroi 14 nhan é then clot dé thuc hién thanh céng CRM. Vi
vay, Danapha an khéng ngng hoan thin bd may nhan s, hoan
thién cong tac tugn dung, Eing arong dao ko, i thién chinh sach
dai ng nham thlicday can b cong nhan vién néi tinh trong cong
viéc, dac biét la trong plic vu KH.
Cu thé nhur sau:
- Tuyén dung thém nhanyc phu trach véc tiép cin vaung ding
cbng nglé thdng tin cho gan ly va QHKH.
- Tuyén thém trinh doc vién cho cac chi nhanh conéhiva yéu
- Throng xuy&n nd cac bp dao to vadao ho lai, bdi dudng
nghiép vu cho nhéan vién.
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KET LUAN

CRM la mot chién luoc kinh doanh téng vao véc tim kiém,
chon lya va duy tri quanévéi nhitng khach hang co giaitnhit.
CRM tap trung vao céc qué trinh marketing, ban hangiet di, do
vay, doi hoi méi doanh nghip phai c6 tim nhin chén lugc va kén
tao mot van hoa luéndinh hrong vao khach hang.

Nguyén ly aa CRM la mi hoat dong aia © chac phii phl
hop V6i nhu ciu va mong mén acia khach hang. Mt tiéu dia CRM
la thu hat va gi dugc khach hangimg cach 4o ra cac gia irtéi uu
cho h.

Trong xu tk& hoi nhap rén kinh € thé gisi, cac doanh nghp
Viét nam néi chung va cac doanh ngghidugc ndi riéngdang co
nhitng @ hoi rat [on v mot thi truong toan éu nhrng dong thi
ciing chu sic ép anh tranh gay #f. Xay drng nbt hé thong CRM
s& cho phép doanh ndip trién khai ntitng chén lugc vé khach hang
nham mang i loi nhuan ti da cho & chic.

Chinh vi ti8, nhing céng ty thanh cdng trongohdai nay l1a
nhitng céng ty tire ar lam vui long va lam tha manday du nhat
khach hang mc tiéu @a minh. Niing cong tydé xem "moi hoat
dong aia céng tydéu dinh hrong khach hang" nhmot triét Iy kinh
doanh tidng nit, bao trim trong toar tchic. Ho Iy thi truong lam
trung tdm va héng theo khach hang gtkhong phii 1a ldy san phim
lam trung tdm hay dvng theo chi phi. Cac céng ty nd§ tao mot

nép lam viec ma theatd tit ca cac thanh viédéu phai c6 "y thic vé

25

khach hang". Mi can  céng nhan viémtéu co ti¢ anh hrong Ht
hoic xiu dén nhan thirc va  thich @ia khach hang.

Em xin chan thanhae on thay gido TS. Ngugn Thanh Liém
da tnre tiép huong din cung cac anh ¢ltan 1§ céng ty CP Doc
Danaphada to diéu kién gidp do em viét dé tai nay. Do kA nang
théng tin va kén thic con lan ché vi vay dé tai khdng tranh kbi
thiéu s6t, emat mong thy cé gido &a chiradé em c6 tk hoan thanh

tdt dé tai. Em xin chan thanham on.
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