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MO PAU
1. Tinh cap thiét caa dé tai

Toan &u hoa va hi nhap kinh € 1a mdt xu hréng khach quan
trong qua trinh phat . Bé co thé ton tai va phat trén, cac doanh
nghiép phai biét ndm bit, tan dung triét dé cac © hoi, cac bi thé
dong thyi c6 nhiing thayddi, diéu chinh ntim han cké t6i da nhing
rai ro, bat loi ma qué trinh & nhap kinh € dem hi.

Khéach hang l1a du t sdng con éa doanh nglép, khoéng co
khach hangaskhong cé Bt cir doanh nglp nao 6n tai, khach hang
trung thanh - tai @ vO gia @a doanh nglip. bay la nhing ntén
dinh Kt sic ¢6 dong vadung dan vé vai trd @ia khach hang trong
hoat dong kinh doanh &a cac doanh ngép. Hién nay, gan tri quan
hé khach hang khoéng ¢ha ar lva chon cia doanh nglép nhr mét
giai phap trong kinh doanh, ma con dééu ma cac doanh ngig
budc phii thuc hién réu mubn ton tai va phat trén trén th truong
canh tranh ngay cangdamén gay #t.

Quan tri quan & khach hang la céi lugc thu hat va duy tri
phéat trén khach hang img cach 4p trung ngén luc cia doanh
nghiép vao véc cung ép sin phim, dich v chim séc¢ khach hang.

Tai VNPT Pa Ning, quin tri quan & khach hangan dra vao
nhan {rc 1a chinh. Trong khio, thi truong dich wi vién théng Vit
Namdang ngay cang énrong Wi sy gia ntip va anh tranh gay #
cia cac doanh ngép moi. Hoat dong quan tri quan B khach hang
cia cong ty ch yéu l1a giao tp truc tiép v6i khach hangdi quay
giao dch. Mat khac cac giaoidh con mang ang tinh gy to, thi
tuc, chra thrc sr tao thuan loi cho khach hang. Bt thuc € hién nay,
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mang lugi vién thong éa VNPT dang duoc my rong nhanh chong
véi sd luong khach hang ngay cang gimg, tté nhung VNPT hi
chua cé ndt co s dir liéu khach hangap trung va o ché quan ly
thdng tin khach hang éu qua.

Xuit phat tr thuc ¥ khach quan trén nén tacagihon dé tai
“Qudn tri quan k¢ khach hang & VNPT Pa Ning’ dé lam luan
vin tét nghiégp cia minh. Ldn van s tap trungdi su vao nghién
ciu, danh gia vadé xuat nhiing giai phap nlim quan tri quan k&
khach hangai VNPT Ba Nang.

2. Muc tiéu nghién aru

Lam rd cac khai gim, cac vn dé lién quandén quan tri quan
hé khach hang.

Théng qua tim Bu dic diém, tinh hinh #n xuat kinh doanh
dich w vién théng, thrc trang quan tri quan & khach hangai VNPT
Pa Ning dé tir d6 dua ra nling gii phap nlim hoan thén cong tac
quan tri quan & khach hang hoan ath:

- Xay dung ke théng @ so dir liéu khach hangdt nhit.

- Phan lai khach hang, xadinh nhu éu cia ting khach
hang, xay dng chén luoc quan B véi titng nhdém khéach hang.

- Xay dung cac hat dong CRM cho ithg nhém khach hang
nham tao ra nhéu gia ti cho khach hang, duy tri va giang 1ong
trung thanh ga khach hang, & kiém chi phi, giang loi nhuan, tao
dung loi thé canh tranh Bn vitng cho doanh ngép.
3.Poi twgng va pham vi nghién airu

a. Béi twpng nghién aru
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Déi tuong nghién ¢u oia dé tai: 1a cac hat dong lién quan
dén cong tac gan tri quan 18 khach hangai VNPT Pa Ning.

b. Pham vi nghién aru

Pham vi nghién é¢u: Dé tai ép trung nghién eu haat dong
cung dp dich w vién thdng trén thtruong thanh ph ba Ning tir
nam 2006dén ram 2010.

4. Pheong phap nghién @&u

Luan van sr dung ©ng hop cac plrong phap nghién i,
trong d6 chu tong sr dung cac phrong phép: duy & bién chrng,
duy Vat lich gr, diéu tra phan tich kinhét cac plrong phap kho sat
thuc t...

Phrong phéap phan tichémg hyp nhiing $ liéu thong ké va é
liéu thuc t tir thi truong dugc xem |& o ban nhit.

5. Ngun dir liéu

- Ngudn dir liéu thir cip: dugc thu thip dya vao cac&liéu thi
cap tir cac béo céo tibng nién éa VNPT; Kt qua diéu tra @ia cac
nghién @u da thrc hién truge d6 co lién quantén cong tac gan tri
quan l¢ khach hang trongrih wrc kinh doanh gth wi vién théng.

- Ngudn dir liéu s cip: duoc thu thip dwa vao plrong phéap
diéu tra king kang cau bi va phrong phap quan séat. Rbng phap
diéu tra Bing kang cau bi duoc &p ding ddi véi nhitng khach hang
dé vadang s dung dch w cia VNPT. Plvrong phap quan sdliroc
ap ding di véi cac khach handén giao dch ti cacdiém giao dch
cia VNPTDa Nang.
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6. Y nghia khoa hopc va thyc tién cia dé tai

- Hé théng hod, @p nhit cac kén thic Iy luan vé quan tri quan
hé khach hangling ding ly thuyét nay vao cac doanh nghi kinh
doanh dch w vién théng.

- Phén tich vatanh gia thrc trang hat dong quan tri quan &
khach hangia VNPTDHa Nang.

- Hb tro phan tich khach hanté cé not bac tranh éng thé vé
khach hang va Bu ré bon v nhu du ca hy, tir d6 tim ra khach
hang tim ang.

- Xay dung chén lugc cho frng nhém khach hang.

- DPua ra ndt s giai phap nAm hoan thén cdng tac gan tri
quan I¢ khach hangai VNPT ba Nang.

7. B cuc cia deé tai

Ngoai ptin mo dau, két luan va phu luc, dé tai bao ¢m ba
chuong:

Chwong 1 Co o ly luan & quan tri quan & khach hang

Chwong 2 Téng quan ¢ VNPT DBa Ning va thrc trang W
hoat dong quin tri quan i khach hangai VNPT ba Ning

Chwong 3 Mot sb giai phap nlim hoan thén cong tac oin
tri quan i khach hangai VNPT Ba Nang.
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CHUONG 1
CO SO LY LU AN VE QUAN TRI QUAN HE KHACH HANG

1.1. Khai niém vé khach hang
1.1.1. Khai ném

Khach hang la nimg ca nhan, ring nhom ngoi, doanh
nghiép c6 nhu &u ar dung sin phim aia cong ty, c6 kinnang thanh
to4an va mong min dugc thba man nhu au cia minh.

1.1.2. Cac nhém khéch hangisdung dich vie vién théng

- Theo thang dic tién trien: nhom khach hangéin ning,
nhém khach hang én co.

- Theo nic dé sr dung: khach hangdn, khach hangua va
nho.

- Theoddi tuwong st dung: khach hangtic biét, khach hang la
nha khai thac, khach hang doanh éghdac biét, khach hang ca
nhan, b giadinh.

1.2. Cac i dung co ban lién quan dén quan tri quan hé khach
hang
1.2.1. Khai ném W quan tri quan k¢ khach hang

“CRM la ndt chién lwoc va ndt qué trinh toan din nhim dat
dwoc, duy tri va ong tac i khach hangiuoc lya chon nhim o ra
gia tri hiéu qui hon cho cong ty va khach hang. N6 babmgse két
hop giza marketing, ban hang vaah w khach hang#é dat duoc
nhing hiéu qui va higu suit cao ton trong viéc phan phbi gia tri
khach hangy
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1.2.2. Gia tf danh cho khéch hang

Theo Philip Kotlerdinh ngha thi: “Gia tri danh cho khach
hang la & chénh §ch gira tong gia ti khach hang nin diroc so i
tong chi phi @a khach hang. dng gia tr cua khach hang la toandb
nhiing lpi ich ma khach hang tréndpi ¢ mgt san phim dich w nhit
dinh’.

1.2.3. Tri¢t ly marketing “One to One”

Thay vi ban rat san phim tai mot thoi diém t6i nhiéu khéach
hang niat co tré ¢ trong ndt giai doan au thé, nguroi lam Marketing
One-to-One & dung o so dir liéu khach hang (CSDLKH) varéng
tac truyén théngdé ban cho rat khach hang cang réhi sin phim va
dich w ¢6 thé. Pay la ndt chién lugc yéu du cong véc quan ly
nhitng khach hang riéng &i hon 1a quin ly sin phim, kénh phan
phdi va céc clrong trinh riéngd.

1.2.4. Muc tiéu aia CRM

Theo Peppers (1999)umtiéu @ ban aila CRM la:

- Nhan dién khach hang

- Phén bit khach hang

- S traoddi, tuong tac i khach hang

- Ca nhan hoa khach hang
1.2.5. Cac yéudu ciia hé théng CRM
1.2.5.1. CRM hat dong (Operational CRM)

Pé tang tinh héu qua cia CRM hat dong, doanh nglép cin
c6 sr két hop chit che gitra b phan truc tuyén va b phan h trg
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nham chia ¢ chuyén giao théng tin, @ng nhr mot co ciu hop ly dé
ludng théng tindugc tap hop va kru chuyén nhanh nét.

1.2.5.2. CRM phéan tich (Analytical CRM)

Nhitng théng tin khach hang afuoc tr nhiing hat dong
Operational CRM #ng nhr tir nhiing ngwn khac § tap hop, xir ly
va phan tich. Hat dong nay gitp doanh nglp hiéu ré hon vé khach
hang,ddng thdi tao co s dé doanh nghiip dua ra niing k& haach
hanhdong dingdan.

1.2.5.3. CRM ¢éng tac (Collaborative CRM)

CRM odng tac lién quardt viéc thiét 1ap, duy tri va phat tén
hitng kénh giao &p trong tac hai cliu giira khach hang va doanh
nghiep.

1.3. Céc khia anh mé ta caia CRM

Nhitng mbi quan & khach hangan phii dugc quan ly, vadeé
lam viéc nay thanh céndoi hoi can cé nhiing suy nghtién b. Quan
hé KH la mot tai sin quan tong aia doanh nglip. Quan B khach
hang cangiugc phat trén, tai @n cia doanh nglép cang én. Muc
tiéu dia CRM la gia tr mdi quan . Piéu naydugc thé hién qua
viéc phan tich i quan & tr nhiéu gocdo khac nhau vaab ra cac
chién lugc dé phat trén mdi quan Ig.

1.3.1. Traodsi nguén lec trong quan I# khach hang

Quan k& khach hang xoay quanhr $rao ddi cac ngwn luc
gitta nha cung4p va khach hang. Cac niuluc d6 bao gm: Tinh
cam, kién thic va hanhdong. Vi thé dé phat trén quan k khach
hang,diéu thiét yéu ladinh ngha dugc cac khai rém tinh am, kién
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thirc va hanhiong tham gia vaowstraodéi. Piéu nay co6 ngta 1a xac
dinh sr phan céng ladong gira khach hang va nha curdpc
1.3.2. Giu tric cia méi quan hé khach hang

Mot co so dir liéu cia nha cungap bao g@m rat nhiéu cac
méi quan k& khach hang. Mt mbi quan & khach hangal bao gm
su tuong tac Wi khach hang va nbii hanhdong khac ma. Tat ca
nhitng diéu d6 tao thanh &u tric ndi quan . Mdi quan & khéach
hang én dugc phat trén & cac dp do khac nhau. \dc xacdinh ciu
tric mbi quan I8 rat hiru ichdé quan ly cac ndi quan 1.

1.3.3. Céc giaifogn ciia mpi quan hé khach hang
1.3.3.1. Thit Igp mvi quan ¥ khach hang

Lién quandén viéc tham gia vao cac da thuin va ky Kt hop
ddng. Khach hangutnguyén “Ban” s tu do dé doi lay sr an toan va
han cké rai ro. Bé thiét 1ap dugc mdi quan &, cin c6 cacdau mdi
théng tin. NHing théng tindd du khéng niéiu nhrng phai dam bao 1a
ly thi va ngroi cung dp thong tin phi dang tin @y.
1.3.3.2. Gng @ mvi quan I¥ khach hang

bé tang gia ti mdi quan K, cac doanh ngBp cin tp trung
nhiéu hon cho véc aing & cac mdi quan & hon la thét 1ap chang.
Piéu quan tong trong giaidoan nay 1a g chuyén tir sy hai long da
khach hang thanhis manh aia mbi quan 1.
1.3.3.3. Kt thic ndi quan ¥ khach hang

Khi méi quan & khdng té ton tai duoc thi € dan dén phii
chim dat, nhiéu diéu quan tong |a 1am té naodé hai bén cungam
thiy hai long. Vi ti§, doanh nglfip cin phan tich cac nham tnh
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huang dén loi thé canh tranh trong clén lugc quan & caa minh éng
nhu caa ddi tha dé cé caching xir phu hop.

1.4. Xay drng hé théng CRM
1.4.1. Xaadinh nén tang % chic

Diém bit dau aia mjt he thing CRM thi tde hét 1a phan tich
nhitng diéu ma 6 chirc huong dén, ax thé d6 1a sr ménh, vién cnh,
chién luoc va nhiing vin hoa @a n6doé 1a cac chinh séach va intg
gia tn.

1.4.2. Phan tich tic trang % chizc theodinh huwéng CRM

Viéc xacdinh hién trang aia © chic theodinh hréng CRM la
mot haat dong vé cung quan éng. Tiép theo |a cac ha dong aia
doanh nghip Vé hinh thic, v ndi dung va nking déng gop éa
nhitng hait dong mang tinh cit CRM cho doanh ngép.

1.4.3. Xay dng cac hat dong CRM
- Hoat dong khach hang.
- Hoat dong trong tac i khach hang.
- Hoat dong o ra gié tf cho khach hang.
- Con ngroi va cong ngh.
1.4.4. Quy trinh tlec hign CRM
1.4.4.1. Xay @ng @ so dir liéu v khach hang

CSDL la ip hop cac théng tin cé lién quarbivnhau, dugc
thiét 1ap va ép xép theo thi tr, giam thiéu sr sai s6t chng chéo aa
sb liéu thu thip dugc. CSDLKH c6 ti bao @m nhiéu thdng tin thu
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thap duoc tir khach hang. Doanh ngipi hiéu ré W khach hang va
gua trinh 40 ra gia ti caa hp thi msi quan k& cang tér nén co gia ir

1.4.4.2. Phan tichecss dir liéu, lwa chon khach hang wre tiéu

CSDLKH phii dugc theo doi, ép nhit thuong xuyén. Tuy
thuoc vao nirc do sir dung dch wi va sr bién dong aia khach hang,
don vi ¢in bb sung, @p nhit day du s liéu dam bao chinh xac.

L wa chon khach hang rmuc tiéu:
- Xacdinh khach hang
- Phan tich \dc thu lai dia cac khach hang
- Xacdinh cac mc tiéu khach hang
1.4.4.3. Congxthuc hign dé huong i khach hang
- Cong ngk thong tin.
- Cac cbng g Marketing.
- Telemarketing.
1.4.4.4. Xay gng chrong trinh i khdch hang nrc tiéu

Nhitng chrong trinhddi véi KH muc tiéu bao §m: dich w va
hd tro khach hang, rimg chrong trinh ¢ tinh thong xuyéndé duy
tri long trung thanh i@ khach hang, tit hién theo yéu &u khéach
hang, nling chrong trinh dr theéng, xay drng quan B céng chung.

1.4.4.5.Panh gia & thanh céng ¢a CRM

Kiém soét,do luong vadanh gia la niing hréc cwi cling
cia mbt chu trinh CRM. @n phii biét mirc do thanh cong a Mot
chién lugc CRM va rat ra niing kinh nghém dé trién khai 6t hon.
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CHUONG 2
THUC TRANG QUAN TRI QUAN HE KHACH HANG
TAI VNPT PA NANG

2.1.Pic diém cia VNPT Pa Ning anh hwong dén quan tri quan
hé khach hang
2.1.1.Pdgc diém \é cong tac & chirc
2.1.1.1. Qué trinh hinh thanh va phéagtri

VNPT Pa Ning dugc thanh 4p theo qugt dinh $ 613/(P-
TCCB/HPQT ngay 06/12/2007ua Hoi dong quan tri Tap doan Bru
chinh V&n thong Vet Nam.
2.1.1.2. Cl#c ring, nhém w

VNPT Pa Ning la nét tb chic kinh €, mot don vi thanh vién
truc thuc Tap doan BCVT Vit Nam. C6 nhm wu haat dong sin
xuat kinh doanh va pkc vu chuyén nganh n théng - céng ngh
théng tin.
2.1.1.3. B chic by may quin ly

VNPT Dba Ning d4 ting hréc aing & va hoan thin o may
t6 chic cia minh trén ¢ v diéu Ié do Tap doan ban hanh. €ciu t
chic theo hinh thc truc tuyén, Giamddc cé thé chi dao truc tiép dén
cacdon vi. Gom c6 8 phong, ban éie ning va 04don vi truc thuc.
2.1.1.4. Céc th w chinh ¢ia VNPTPHa Ning

Cac dch wi chinh @a VNPTDa Ning cung ép: dién thaai ¢
dinh hiu truyén, gphone, didong vinaphone, kénh thué riéng,
internet (captong, cap quang) ...
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2.1.2.Ddc diém cac ngn luc aia VNPT Pa Ning anh hweng dén
guan tri quan k¢ khach hang

2.1.2.1. Ngdn nhan i
2.1.2.2. Ngdn won

Phan tich ngén von dé danh gia bin dong cac lai ngun
vén cia DN quado cé tié thay duoc tinh hinh huydong von, tinh
hinh sr dung céc lai ngwn vén dé dap ung nhu éu SXKD dong
thoi thay duoc thuc trang tai chinh ¢éa DN.

2.1.3. Tinh hinh kinh doanh ga VNPT Pa Ning giai dogn 2007
dén 2010

VNPT Da Ning ludn duy tridugc toc do ting trong DT &
muac khd, bi nhuan dat dugc & mic cao. Trong ning rim qua, mMc
du d6i dau v6i khéng it khé kkn thach tiic do s gia nHip thi
truong va chia & thi phan aia cac DN ndi nhu EVN, Viettel, SPT ...
doanh thu @a coéng ty am 2007 la 356.104 @u dong, dén ram
2010 la 439.250 tu dong. Nhin chung, DTi@ cong ty ing |én qua
cac rim, naim sau luén caodn nam truéc. Nhr vay, qui md hat
dong SXKD aia céng ty ng, thé hién nd luc cia toan th cong ty
trong qua trinh ha dong.

2.1.4. Phandogn thi trwong dich v vién théng aia VNPT Pa
Ndng

Hién nay, VNPT chmai thuc hién viéc phandoan thi truong
dich w vién théng theodng doanh thuwdc binh quan hang thang
ma chra c6 s phandoan thi trudng theo irng dich wi cu thé.

2.2. Phan tich cadliéu kién anh hwéng dén CRM



13
2.2.1.Pdc diém khach hang ga VNPT Pa Ning
2.2.2.Ung dung cdng ngl# thong tin

Trong cac am qua, VNPTPa Ning da tich arc trién khai
thuc hién 16 trinh @ cau lai t6 chic trongdd muc tiéuday manh phat
trién tng dung cong ngh thdng tin vao hat dong kinh doanhiugc
coi la mbt noi dung quan tng. VNPT Da Ning da ép trung ngdén
luc dau tr choung dung va phét tén céng ngh nham hién dai hoa,
phat trén da chng cac 8n phim dich w nhim nang cao & anh
tranh va phat tén bén viing, dap tng yéu éu hoi nhap véi khu wrc
va qubc t.

2.3. Theec trang quan tri quan hé khach hang &i VNPT Pa Ning
2.3.1. K¢ thong thong tin i VNPT Da Ning

Hé thdng thdng tin khach hang fihdam bao duoc yéu éu
dau tiéndé la coday du co o dir liéu vé khach hang chang thé cac
dich w cia VNPT DBa Ning. Viéc xay drng CSDLKH phi bat dau
tir CAc giao ith turc tiép véi khach hang.

2.3.2. Cong tac aim soc khach hang
2.3.2.1. Hat dong khach hang

Thue hién cha truong “tit ca vi khach hang”, trong rifmg
nam qua VNPTPa Ning d& c6 nhéu chrong trinh hanhdong Wi
muc dich to ra nhliing chugn bién cin ban, manh &, toan dén tir
tu tuong dén hanhdong aia mbi CBCNV trong cong tac plt w,
CSKH, gop phn nang cao Mhé, hiéu qua SXKD.

2.3.2.2. Hat djong trong tac Wi khach hang
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VNPT Pa Ning da xay ding mang ludi cacdiém giao dch
v6i khach hang kha@ong b vada cing dréi nhidu hinh thic khac
nhau, phan & khip tréndia ban thanh ghvéi nhiém wu tu van, gii
déap, cung &p théng tin cho khach hang.
2.3.2.3. Hat dong to gié tri cho khach hang

Nhitng hait dong ai thé cia VNPT Pa Ning dé tao ra gia ti
cho khach handé la: ting qua cho KH cé doanh thu cao, trichéthi
khau thuong mui, t6 chirc hoi nghi khach hang,ap huin cho caatai
ly internetdé ghi nkan nhiing y kién caa KH sau khi & dung dch w.
2.3.3. Phan tich cac nhanétanh hweng dén quan tri quan hg
khach hang #i VNPT Pa Ning

Viéc lam khach hang hai lonta try thanh ndt tai sin quan
trong d6i véi cac doanh nghp va 6 chic trong ® luc nang cao cit
lugng dich w, dé tir d6 nang cao ang lrc canh tranh @a doanh
nghiép. Céng @ cha yéu dé danh gia 1a bng cau bi dé thu thip
théng tin \é s hai long @a khach hangddi véi san prim dich wi cia
VNPT ba Ning cung ép.
2.3.3.1. Théng tin du nghién g¢u

2.3.3.2.banh gia thangio

2.3.3.3. Xaadinh mo hinh cac nham tainh heong aia dén sr hai

Iong ara khach hang

2.3.4. Nhing ®%n tgi va nguyén nhan én tgi quan tri quan hg
khach hang &i VNPT Pa Ning

2.3.4.1. Bn tai
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- B may ctim soc khach hangia VNPTDa Nang con nhdu
han cté, viéc phan ép chim soc khach hang ah hop ly.

- VNPT Pba Ning chra c6 ndt CSDLKH tp trung vading
Vvéi tim voc.Dong thyi chua xay ding duoc chrong trinh plan mém

quan ly quan & khach hang phudp.

- Viéc giao tép voi khach hang kin tai caa VNPT Da Ning
thuong dién ra ti cac quy giao dch, khach hang @ity tim dén nha
cung @p. Mic du, VNPTDa Ning da &p aing phrong phap CSKH
quadién thaai, web, email vadi nha thué bao ning drong nhr chi
mang tinh th dong, chra pkdi hop céc hinh thc twong tac wi KH

mot cachddng b nham tao ar thuan tién, nhanh chéng cho KH.

- Chit luong phuc wu khach hang afe cao, cac thtyc chip
nhian dich wi, qui trinh CSKH conuom ra, phirc tap.

- Qui trinh &p dng tién b caa cdng ngh thdng tin trong gén
ly con cHim va chra theo p voi nhu du quan 1y hién tai.
2.3.4.2. Nguyén nhaar tgi

- Chura coi tong cong tadao wo, bdi dudng nang cao trinko
chuy&n mdén cho CBCNV. Nh thic cia CBCNV chra chuyn bién
Kip S0 \6i yéu cu.

- Mang lu6i cbng ngle thdng tin plaic v cho qun ly chra
dugc dau tr tuong xrng Wi nhu cu hign tai.

- Cac kénhutong tac khach hang o c6 s phdi hop dong b
nén vic thu thip thdng tin khach hang con Bhihan cleé.
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CHUONG 3
MOT SO GIAI PHAP NHAM HOAN THI EN CONG TAC
QUAN TRI QUAN HE KHACH HANG T Al VNPT PA NANG

3.1.Pinh hwéng chién lwgc xay deng hé théng CRM
3.1.1. Chén lwec kinh doanh
Chién lugc kinh doanh ga VNPT Pa Ning dugc xay ding

trén @ s st ménh chung 6a Tap doan Bru chinh VEn thdng Vet
Nam la “VNPT luén 8 luc trong véc ung dung cé héu qua cong
nghé BCVT-CNTT tién tén dé mangdén cho ngoi tiéu dung, nhan
dan Vit Nam nhing gia ti tot dep cho céc $Hng.
3.1.2. Chén lwoc Marketing

Céc hat dong marketing nim tao deng mdt hinhanh aia
VNPT dang nhr mongdoi cua khach hang. Luén ph diu phuc wu
nhu cu dich w vién théng @a khach hang &t cach ét nhit. Khdng
ngirng hoan thén céng ngh, nang cao ing luc mang ludi, nghién
ciru cai tién dua vao nking dch wi méi, cai tién cong tac ban hang.
3.1.3. Chén lwoc CRM

Chién lugc CRM dugc thdng nHit tir chién lugc kinh doanh
va chén lugc marketingdé xacdinh ai 1a KHdang gia éa DN trong
CSDLKH dé tir ¢6 phét trén mi quan k¢ théng qua cac hbdong.
3.2. Xay drng hé théng CRM

3.2.1. Xay dng cac hat dgng CRM
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VNPT Pa Ning cin xacdinh gié ti caa tirng déi tuong khach
hang va #n hanh phan ko khach hang da trén niing gia ti ma
khach hang mangil cho doanh nglép dé quyét dinh mic do dau tu
phu hyp nhim phat trén cac néi quan & voi khach hang. Ngoai ra,
viéc thiét ké va trién khai k¢ thong CRM phu bp < gitp cho doanh
nghiép sr dung don biy cia céng ngh va ngwn luc con ngoi dé
quan tri cac hat dong Marketing, ban hang vaath w khach hang
duoc 6t hon

3.2.1.1. Hat dong khach hang

Xay dyrng CSDLKH tiong nhit, hoan cinh (thu thp théng
tin khach hang, phadoan khach hang); phan tichirckiéu khach
hang, tra cton khach hang ot tiéu (tim ra khach hang c6 &hing
sinh bi, danh gia kh ning to ra bi nhuan twong lai dia khach
hang). VNPTPa Ning cn dat ra dugc nhirng muc tiéu kinh doanh
cu thé va phat tén nhiing chén luoc c6 gia ti tuong ung phu lop
dbi véi tirng nhdém phamoan khach hangié tré thanh nha cungap

dich w1 vién thdng ét nht trén th truong.
3.2.1.2. Hat dong twong tac khach hang

Xay duyng céc chrong trinh nuc tiéu cho &ng phandoan
khach hang;# phim dich wi muc tiéu, chrong trinh Marketing ban
hang; pldi hop cac kénh gin ly; loai bo nhiing khach hang khéng
sinh bi. VNPT Ba Ning én xay ding dugc doi ngii nhan vién co
trach nhém thu thip théng tin éa khach hangitnhiing lan giao dch
cu thé. M&i 1an lién kc voi khach hang pdi duoc ghi ki thanh ng
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bé&o céo ¥ thi ty wu tién \6i khach hang va ning nhu éu cia noi
khach hangté tir d6 cho bét khi nao va nh thé nao khach hang

mudn twong tac Wi ching ta.
3.2.1.3. Hat dong to gié tri cho khach hang

Trong qué trinh kinh doanta giir viilng quandiém lay khach
hang lam trung tamaAy sy hai long @a khach hang lam me tiéu
theo dudi; coi con ngoi 1a nhan & quyét dinh moi thanh céng ga
doanh nghip. Gia ing hiéu qua cua cac clrong trinh Marketing,
ban hang vaidh w, tao thuin loi va mang 4i nhiéu gia ti cho khach
hang nit. VNPT Da Ning cn xacdinh chi gia tri trong qua trinh
hoat dong aia minhdé lam gia &ng loi nhuan va ko ding dp cao
hon so i di thi canh tranh,dé la: ning luc phuc wu, kha nang dap

g, ar dang tin @y, sr ddng cm.
3.2.2. Quy trinh thec hién
3.2.2.1. Xay @ng @ o dir liéu vé khach hang

Véi bat ky thi truong nao, Bm hit dugc nhu du aia khach
hang, htu dugc khach hang la ét trong nhiing yéu t cuc ky quan
trong. Troc bi canh th truong vién théng hén nay, du phi mat
nhiéu thoi gian va ngén luc, viéc xay drg CSDLKH hoan cimh,
thong nhit trén @ s dir liéu hién trang la Kt sic cin thiét. Xay
dung duoc CSDLKH € gilp cho doanh ngép hach dinh chén
luoc va chinh sach kinh doantié ra cac bin phap phc w va
CSKH; xay drng ném tin, long trung thanhia khach hang;ing &

vi thé ciia doanh nglép trugc cacddi thu canh tranh, B tro tich arc
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cho caaion vi thanh vién trong had ddng SXKD. VNPT ba Ning la doanh nghp chi dao véi mang ludi rong

Cap nhat & khai thac khap gdm cécdiém giao dch va cac trung tam CSKH dich wi vién
dir liéu

théng tréndia ban thanh ghba Ning. Théng qualoi ngii giao dch

A
vién throng xuyén tp xic i khach hang, ban hang va CSKA
Thénﬁ;:‘gkhé‘:h Yéu g‘:(/f‘l‘s nrt tao co hoi phét trén mbi quan 1¢, & dang chugn tai dén khach hang

ndi riéng va céng chdng néi chung hinth, throng héu cia VNPT.

Yéu ciu/Giao dch 3.2.2.4. Xay gng chrong trinh i khach hang mc tiéu

4 Thoéna tin KF .
| ! .| Hé théng:

Khach | CSDL Khach hang |« 116,119 _ '
hang . 800126 dinh nhing khach hang nao tha khach hang ki A va loai B <5 la

Papung/Thong bao ah A Yéu cGu

nhitng khach hang ot tiéu (nhém khach hang VIP) ma VNP
v Nang éin nkam t6i boi vi nhitng khach hang nagem hi loi ich cho
Nguoi quan Iy VNPT Pa Ning nhéu nhit vi vay ma én phai cé chinh sach &m

Giao dch

Sau khi tén hanh phan k9 khach hang theo céc tiéu chi, xac

Yéu du Ba&o céo

R . . A A . socdac bit.
Hinh 3.1: M6 hinh xi# ly yéu @u cia hé thong CSDLKH tp trung

3.2.2.5.P0 luong Kt qua thuc hien cheong trinh CRM
3.2.2.2. Phan tich CSDLyd cton khach hang i tigu wong Fet qua e e €heong

- Pdi voi VNPT Pa Ning: can danh gia cac tiéu chi oh Loi

CSDLKH dugc phan tich & muc dich phan lai khach hang. R
ich ma khach hang mangi tho VNPT Da Ning; Doanh thu; Long

Viéc phan lai cac khach hang Bim muc tiéu tim ra cac khach hang ) )
trung thanh ga khach hang; & qua thuc hién cac chtiéu k€ hoach

mang i loi ich nhéu cho VNPTPa Ning. bé tang kha ning cnh N ]
kinh doanh chungi@ VNPT Ba Nang; Tinh tén ich, it cip aia

tranh, VNPTPa Ning cin c6 plrong phap phan ko khach hang da

trén gia ti hien ti, gia ti tidm rang va long trung thanhia khach chuong trinh...

hangdé tir d6 xay drng cac chrong trinh quan &véi timg phandoan - D6i véi khach hang Danh gia nitng gia ti ma khach hang

khach hang rim duy tri khach hang, gidirtg thém wrong khach nhan duoc, ar hai long, & trung thanh va nimg kién thirc ma khach

hang, gép pén mang 4i loi nhuan cho doanh nghp. hang codugc sau khi VNPTPa Ning thrc hién he théng chrong
trinh CRM.

3.2.2.3. Xay gng cac congetacdong vao khach hangam tiéu
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3.3. Ghi phap xay dung cac hat dogng CRM

3.3.1. Giii phap o sr linh hogt trong haat dégng twong tac
3.3.1.1. Hoan tkin quy trinh clim soc khach hang

Dé cong tac chim soc khach hang cééi qua hon, quy trinh
cham sdc khach handin dugc hoan thin dé phu lyp i thuc trang
t6 chirc bd may chim soc¢ khach hangia VNPTDa Nang. Quy trinh
thuc hién cac Bi dung trong cong tac am séc khach handroc don
gian hoa 8§ dem hi sy thuan tién cho khach hangiag nhr nhan vién
thuc hién, tranh sai sot, rat ég thoi gian xir ly, tao mbi lién hé than

thiét gira khach hangdi don vi cung @p dich w.
3.3.1.2. Xay dng h¢ thong cac kénhutong tac khach hangong by

C6 thé xay ding mdt hé théng céac kénh &p xuc tuc tiép voi
khach hang la: cac trung tamaoh s6c khach hang, céém giao
dich, Hng dai 1080,duong day néng, website, email, cda ly do
VNPT Pa Ning qun ly. Bit ca lic nao khach hang rén tiép xuc
véi VNPT Pa Ning, cac kénh nay ludrirs sang vado ra s thoa
méan i da
3.3.1.3. Phét tdn Contact Center

Dé co the phdi hop cac hinh thc twong tac Wi khach hang
mot cachdong kb, nhanh chéng, VNPPa Ning cin phat trén hinh
thirc twong tac Wi khach hangu dong dra trénang ding aia céng
nghé théng tind6 14 phéat tén cac contact center. Khagivcall

center, contact center cho phép VNPA Ning trong tac va liéndc
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véi khach hang theo ndii cach khac nhau. Phatémicontact center
gilp doanh ngkp ci thien dang K mac do hai long @a khach
hang, né rong pram vi phuc wu, hiéu rd hon nhing nhu éu va mong

mudn aia khach hanging arong théng tin hai cldi.

3.3.2. Haet dong teo gié ty cho khach hang

3.3.2.1. Xay dng cac clrong trinh wo gia tr cho ting lagi khach
hang

3.3.2.2. Gdi phap gia ting thém gié trcho khach hang

C6 nhiéu giai phap giaing thém gia ircho khach hang nimg
trong dé tai chi dé cap dén giai phap hoan tiéh quy trinh gii quyét
khiéu nai cua khach hang. Hi dong tiép nhan va xx ly khiéu rai cua
khach hang an thuc hién theo quardiém “Bién loi phan nan thanh
loi khen ngi cua khach hang”.

3.3.3. Con ngvi, cong ngke

Yéu t6 con ngrdi mang tinh cht quyét dinh trong véc xay
dung h thong quan Iy quan & khach hang. bl ciing én dugc dao
tao dé ung ding nting céng ngh va quy trinh mi phu hop Véi cac

muc tiéu CRM chunga toan & chic.

Vai tro aia cdng ngh thé hién & céng ngh ma 6 chic si
dung dé tao gia ti cho khach hang va cac cong agtho hat dong
CRM. VNPT dn mangdén cho khach hang mihg cong ngh mai
nhit tao diéu kién thuin loi cho KH thba man nhu &u cia minh Dac

biét quan tamién viéc tng ding cong ngh thdng tin vao an xuat.
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3.4. Mot sb kién nghi, dé xuat dé thwc hién thanh céng chrong
trinh CRM

- VNPT cin thong nhit cha truong va 1 tri ké haach vbn cho
dy &n xay a@ng he thdng quin tri quan B khach hangai VNPT ba
Nang.

- VNPT an cho trén khai xay dng h thbng CSDLKH thong
nhat khéng chi & mot don vi riéng B ma cho toan & hé thong dia
VNPT, nhim két néi chat ché dir liéu v& khach hang giip cho qua

trinh phan lai khach hangtugc dy du va chinh xac.

- VNPT tao co ché thuan loi hon chodon vi trong véc xay
dung céc chrong trinh khugn mai, CSKH, chit khau thuong mi...
dé don vi chi dong trong hat dong gia ting thém gia ircho KH.

- T6 chic hoc tap vé CRM ddi véi toan ti can [ cong nhan
vién. C6 chinh séachop Iy nhim dao to nhan vién ¢a VNPT lam
viéc wi phong céach chuyén ndimi, ning dong. Yéu éu thaido phuc
vu khach hang pti than thén va #n tinh.

- VNPT cin hop tac thét ké nhiéu loai hinh dch w gia ting
trén mang hon nira dé don vi cung ép cho khach hang &m nang

cao \i thé canh tranh cho doanh ngipi.

- VNPT hb trg don vi vé mit ky thuat haac ar chuyén gia gidp
don vi xay drng thanh céngéthdng quin tri khach hang.
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KET LUAN

Quan tri quan B khach hang khéng ¢hliem hi loi ich cho
VNPT ma condem hi loi ich cho khach hang.d khach hang vaws
thoa man éa khach hang la ne tiéu ma CRM nfim ti. Qua CRM
méi quan I& cia VNPT - khach hangdrnén gn gii hon, kho dr
liu aia VNPT \& khach hangiing dugc cip nhit, quadoé VNPT c6
thé nam kit dugc nhiing nhu du aia khach hang. Qudd cac chinh
séach, chin lugc kinh doanh ¢a VNPT $ dugc diéu chinh cho phu
hop. Véi y nghia nhr vay tac ga da xay drng chrong trinh gan tri
quan & khach hangai VNPT Pa Ning. G thé:

1. Khai quat, B thdng cac an ban ly luan va thre tién vé van
dé quan tri quan 18 khach hang.

2. Phan tich tinc trang hait dong kinh doanh va tkc trang
hoat dong CRM @ia VNPTDHa Nang.

3. Dya trén niing cin ar khoa hyc va thrc tién dé xay drng
chinh sach khach hang cho nhém khach haag téu dé phuc wu
cho chrong trinh CRM.

4. Luan van da dé xuat mot sd giai phap nAm hoan thén céng
tac quin tri quan & khach hangai VNPT ba Nang.



