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MO PAU
1. Ly do lya chon dé tai

Khi nén kinh € ngay canganh tranh quét liét, xu hréng toan éu
hoa ngay cangdrnén ré ét, musn ©n tai va phat trén bit buyc cong ty
phai huéng dén khéach hang,ay khach hang lam trung tam. Khéng
nhiing th, cuing Wi sy phét trén manh e cua Internet, \dc tiép cin
khach hang cangdamén @ dang lon bén anh do viéc ung ding cac
phin mém quan ly gép pln tao nén thanh céng chungactoan doanh
nghip.

Vi vay, quan tri quan & khach hang khéng con xa dbi voi cac
doanh nghép Viét Nam.Bac bit do anh hrong aia vin hoa plrong
Poéng, cac doanh ngip Viét Nam tr lau dd quan tam nBu dén “quan
hé”. Mot khi quan & duogc thiét Iap, trén © s 2 bén clng céol, cac
bén throng hanhdong Vi muc tiéu tha man nhu du cia cac bén con

lai.

Xuat phét tr nhiing thrc tién trén cung & xu thé chung @a &t ca
cac doanh ngp, nhin thdy dugc tim quan tong aia quin tri quan k&
khach hang, tac githuc hién dé tai “Quan tri quan h¢ khach hang i
Cong ty @ phan Vinatex Pa Ning” lam @& tai luin vin thac s cia
minh. Luin vin & tap trungdi su vao nghiénuw, danh gia,dé xuat
nhiing ghi phap nAm quan tri quan & khach hangat Cong ty & phin
Vinatexba Ning.

2. Muc tiéu nghién aru
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Pé xuat mot sb giai phap nlim hoan thén quan tri quan &
khach hangai Cong ty & phan Vinatexba Ning trong thi gian i.
3.Poi twgng va pham vi nghién airu

Déi tugng nghién ¢u: Luan van nghién éu vé cong tac gan tri
quan k& khach hangd chic trong xut khiu hang ét may ai Céng
ty Vinatexba Nang.

Pham vi nghién ¢u: $ liéu thu thip trong khang thoi gian
2008 — 2010.

4. Phwong phap nghién aéu
5. Noi dung va két cAu caa dé tai

Chuong 1: Gy sd ly luan vé quan tri quan i khach hang trong
doanh ngtép.

Chuong 2: Thrc trang quan tri quan B khach hangai Cong ty
cd phan Vinatexba Nang.

Churong 3: Hoan thin cdng tac gin tri quan & khach hangai
Cong ty & phan Vinatexba Nang.
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Chwong 1. Q0 SO LY LU AN VE QUAN TRI QUAN HE
KHACH HANG TRONG DOANH NGHI EP

1.1. Khéach hang va mbi quan hé véi khach hang aia doanh
nghiép

1.1.1. Vai tro g@a khach hangdai véi hoat dgng kinh doanh aia
doanh nghép

Khach hang wa nbt cbng ty la mt tip hop nhitng ca nhan,
nhom ngroi, doanh nghiip ¢6 nhu &u s dung sin prdm aia céng ty
va mong mén duoc thay man nhu &u d6 caa minh.

Vai tro aia khach hanguoc thé hién:

- Khach hang qudt dinh sr sbng con @a doanh nglép

- Khach hang la pt tiéu, la @m hing aia doanh nglép

- Khach hang 1a ngun loi nhuan ma doanh ngBp hudng i
1.1.2. Khach hangd chirc
1.1.2.1. Phan lgi khach hangd chic
1.1.2.2. Quy trinh qu¥ dinh mua hanga khach hanga chic
1.1.3. Mbi quan hé véi khach hang gia doanh nghép
1.1.3.1. Bn chit cia quan I# khach hang

Khi mot Cong tydinh 1 tro khach hang trong & tao ra gia ti
cho hy thi Cong ty phi xem xét cac @i quan k& nhu mot qué trinh.
Giao tép chan tht va vi bi ich aia hai bén chinh I&iéu kién tién
quyét ché s thanh cong @a mbt mdi quan Ig.

1.1.3.2. Céc giailogn phét trén cia quan f# khach hang



- Khach hang tén vong

- Khach hang

- Khéch hang than tti

- Nguoi ung ho

- Nguoi bao ¢
1.2. Khai quat @ quan tri quan hé khach hang (CRM)

1.2.1. Bin chdt ciia CRM

Khai nigm quan tri quan & khach hang: “CRM la 6t chién lugc
va mot qué trinh toan @n nham dat duoc, duy tri va éng tac Wi cac
khach hangtugc lya chon nhim tao ra gia t hiéu qua hon cho céng
ty va khach hang. N6 badm ar két hop giita marketing, ban hang
va dch w khach hangté dat duoc nhirng hiéu qua va héu stt cao
hon trong véc phan phi gia tri khach hang”

CRM cHi ra hai & dich chugn trong tr duy aia doanh nglép:
mot dich chuyn tir tw duy dra vao giao gth sangt duy dra vao
mbi quan & va not dich chugn khac t tu duy dra trén &n phim
sang tr duy dra trén ng hrc. Két hop ca hai sr dich chugn nay
chinh la an chit ciaa CRM.

1.2.2. lgi ich ciia CRM

- Baping nhing thayddi ma cac doanh ngép dangddi mat co
lién quandén nhirng ngroi tiéu dang, thtruong, céng ngé

- Cho phép nin biét cac khach hang cé long trung thanh cao
ciing nhr hiéu chinh nhing sin phim va dch w d tao long trung
thanh.



- Cho phép lam cho khach hang c6 giddn
1.2.3. Muc tiéu aia CRM

- Nhan dién khach hang

- Phan kit khach hang

- Sr traoddi tuong tac Wi khach hang

- Ca nhan ho& khach hang
1.2.4. Cac yéudu cia hé théng CRM

- CRM hat déng

- CRM phén tich

- CRM ong tac
1.2.5. Ba tu gt ciia CRM

- Tao gia ti cho khach hang

- Xem xét &n phim nhr mot qua trinh

- Trach nhém cia doanh nglép
1.2.6. Mpi quan h¢ gi@ga marketing quan i& va CRM

CRM la mdt hinh thrc marketing quan édya tréntng ding
cong ngk thdng tin va marketingocsy dir liéu, qua not phan mém
bao ham & ciu trdc 6 chirc hé théng vin hod doanh ngép va nhan
vién.
1.2.7. CRM B2C va CRM B2CB
1.3. Quy trinh thuc hién CRM

1.3.1. Xay @ng o & di lidu vé khach hang
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* Co so dir liéu khach hang#a doanh nghip bao gm:

- Hb so gbc khéach hang

- Co so dir liéu giao dch

- Co s dir liéu khach hang

- Co so dir ligu marketing

- Kho dr liéu
* COng ty co tié thu thip cac thdng tin & khach hangia minh king
nhiéu cach khac nhau oh

- Théng quadc lugng ban hang

- Doanh nghdp t6 chic nghién ¢u diéu tra th truong

- Théng qua coéng nghthé: thé thanh toan, th bao hiém, th
thanh vién ...

- Ngoai ra con c6 cac cong enarketing toc tiép nhr: Direct
mail, telemarkting, va rimg tiép xtc khéac i khach hang.

- Quan sét va thu 4p y kién cia khach hang trong cacémi lam
hoic hoi cho thuong i

1.3.2. Phéan tich @ liéu, lwa chpn khach hang nuc tiéu
* Phéan tich o sy dit liéu

Dé phan tich ¢ sd dit liéu, doanh nglép cin phai:

- Xacdinh khach hang

- Xacdinh nhu du aia ting khéach hang.

- Phan tich \dc thu lai tr cac khach hang



- Phan lai cac khach hang thanh g nhém khac nhau.
* Lya chon khach hang ot tiéu

Sau khi c6 céc théng tinieg nhr phén lai dugc khach hang,
doanh ngHip tién hanh fra cton khach hang ot tiéu dé thyc hién
chuong trinh marketingia doanh ngkp.

1.3.3. Cong @ thec hign @ hweng t6i khach hang
* Cong ngl¢ théng tin
* Thu tryc tiép
* Telemarketing
1.3.4. Xay dng chwong trinh voi khach hang nuc tiéu
* Dich w khach hang:
* Chuong trinh 10ng trung thanh (loyalty/ frequency pre):
* Thuc hién theo yéu &u khach hang (customization)arSxuat va
dich w theo yéu &u aia trng khach hang.
* XAy dung truyén théng (communication):
1.3.5.Panh gia gr thanh cong @éia CRM
Kiém soét,do luong danh gia 1a niing brée cubi cling dia mbt
chu trinh CRM va iing 1a @ so dé bit dau mot chu trinh ndi. Can
phai biét mic do thanh céng wa mdt chién lwgc CRM va rit ra
nhitng kinh nghém dé trién khai 6t hon CRM trong doanh ngép.
Qua trinhdanh gia hdu qua 1a cn thiét dé c6 nhing diéu chinh,
thaydéi phu hop voi chién luoc CRM da dat ra.
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Chwong 2. THUC TRANG QUAN TRI QUAN HE KHACH
HANG TAI CONG TY CO PHAN VINATEX DA NANG
2.1. Gioi thiéu vé cong ty Vinatexba Niang
2.1.1. Qua trinh hinh thanh va phat #n

Nam 1995: Chi nhanh dhg cong ty dt may Vit Nam &i ba
Nang dugc thanh ip

Nam 2008: Ngay 1/7/2008uoc d6i tén thanh Céng tyécphan
Vinatexba Ning.

2.1.2. % do té chirc aia cong ty

2.1.3 C4c yu to kinh doanh aia Cong ty

2.1.3.1. luc lupng laodsng

2.1.3.2. M4y moc thi by

2.1.3.3. Tinh hinhdn kinh doanh

2.2. Tinh hinh kinh doanh xdit khéu ciaa Vinatex DN 2008- 2010
2.2.1. @ ciu mat hang xuit khdu

Mat hang xidt khdu cia Céng ty chia lam hai nhom chinfg la
mat hang @t may va @t kim, trongdé hang @t thoi ludn chém da
sb v6i cAc én phim quan au, short, &cosmi...

2.2.2. Th trwong xudt khdu cia Cong ty

Thi trudng xuit khdu caa Cong ty ch yéu la th truong My (trén
78%), K tiép la EU va céac thtruong khac nir Nhat, Trung Quéc,
bai Loan...
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2.2.3. Kt qua kinh doanh xuit khdu

Giai doan 2008-2010 la giaioan khéng thén loi cho hat dong
san xuat kinh doanh ga VinatexbPa Ning nén trong thi gian wra
qua bi nhuan aia Cong ty co6 xuindng gam.

2.3. Thec trang quan tri quan h¢ khach hang i Céng ty cb phan
Vinatex Pa Niang

2.3.1. Tinh hinh khach hangé chirc trong xuit khdu hang dt
may i Cong ty @ phan VinatexPa Ndng

Hién nay Coéng tydang giao éth Wi 12 khach hangdt chic
trong hat dong xuit khau hang d may. b6 la cac khach hang:
Supreme, Fishman, Tahhsin’s, Snicker, Textma, MaarwNorth
Gaiety, Melcosa, CK Global, JMB, Chori, SGA.

2.3.2. Phan tich \c thec hién quy trinh CRM #i Céng ty @ phdn
Vinatex Pa Ning
2.3.2.1. Céng tac xayag hé thong @ so dir liéu khach hang

Hién nay &i Cong ty clra c6 ndt phong ban nao chuyén trach
viéc tao lap hay qun ly théng tin @a khach hang, §c thu thip
nhitng théng tin éng hop do nhan viénat phong kinh doanktam
nhiém. Nhiing théng tin thuduoc con At roi rac, théng tin X ly giira
cac phong ban trongdnbd Céng ty clra c6 & lién két chit chg.

* Thu thap thdng tin ¥ khach hang kn nay chi yéu duoc thuc hién
théng qua internetiién thai va cac bi cho thuong mai.

* C4c thdng tin thu thp bao gm:
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- Théng tin mé 4 khach hang: Coéng ty €maéi c6 nhing théng
tin nhue tén khach hanglia ch, website..., Céng tyam quan tam
hon nira dén ddi tuong 14 naroi quyét dinh mua hangté giap xay
duyng mbi quan 1§ tot dep hon v6i khach hang.

- Théng tin giao @th ¢m £ hop dong, ngay, ma hangs
lvong, ching laai, don gi4, doanh thuuhg mat hang...tuy nhién
chua c6 ndt sr tdng hpp dir liéu cho ting khach hang riéng &idé
nhan biét chu k' mua hang a trng khach hang .

- Théng tin ¥ dac diém sin phim: dya trén thong tin giaoich
dugc khach hang cungap trong ndi lan dat hang. Théng tin nay
gilp Cong ty 40 ra nhing sin phim dap ing yéu au khach hang
nhung nhHing théng tin nay &hbi Iang quén ngay khi Céng ty giao
hang va nlin duoc tién. Cong ty &n coi tong viéc luu giir va X 1y
dé tim hiéu nhing dac diém riéng \é nhu éu aia trng khach hangit
d6 c6 & chim soc khach hang phwp.

Nhin chung, Cong tga y thic duoc tim quan tong aia viéc thu
thap va qun ly thdong tin khach hang nhg lanhdao Céng ty clra
dua radugc huéng di cho viéc t chic, ©tng hop, quin ly théng tin
mot cach chuyén ngép; cac thdng tin & chi dirng lai & viéc thu
thap, ghi chép ma ata dugc tong hop va xr ly mot cach nghiém tac
va khoa hc.

2.3.2.2. Phan tichitlliéu, lva chon khadch hang wrc tiéu

* Phan tich ¢ liéu
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Viéc phan tich d liéu khach hangat Céng ty & phan Vinatex
ba Ning chra duoc thrc hién mot cachdong b va c6 khoa bc,
diéu nay gay kho kin cho cong taata chon khach hang o tiéu va
xay drng mbt mdi quan I tét voi khach hang.

* Lua chon khach hang i tiéu

Hién nay dra vao céch tic Céng ty cadugc ngubn nguyén it
liéu, Cbng ty chia khach hangdéc ngoai thanh 2 nhénidp la: khach
hang lai A va khach hang ko B.

Khéach hang lgi A: khach hang 1a ngi chi dinh ngn nguyén
vat liéu, doanh nglép ung tién dé mua nguyén at liéu tir nha cung
cap saud6 sin xuit dé tao ra @n phim theo ndu thiét ké da co6 én
roi giao thanh pim cho khach hang va fimduoc tién thi lao.

Khach hang lai B: khach hang giao nguyéritviéu, mau thiét
ké, Cong ty tén hanh &n xuit tao ra thanh phm rdi giao ki cho
khach hang va riim duoc tién thu lao.

Do doanh thutt khach hang lg A |6n hon nén Cong ty danh
nhiéu ar quan tam varu di hon cho khach hang #0A.

Nhin chung, theo cach phanilkhadch hang nayua Coéng ty
chua dugc chit chg, con bng quéat chung chunddi véi tat ca cac
khach hang, giaitcam nhin aia khach hang va giaitkhach hang
tao ra cho Coéng ty 1a khac nhaéunnhr quan tamat ca déu nhr
nhau thi & rat ton kém.

2.3.2.3. Cac cobnguctac dong vao khach hangam tiéu
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Céc hinh thic twrong tac Wi khach hang nip khiu dang duogc
Coéng ty & dung nhr gap ¢ truc tiép, dién thai, email va fax. Tuy
nhién hinh tirc twong tac ch yéu dugc thuc hién théng qua email.

Cong tyda co nhing tién bo trong viéc 4p ding cac congichién
dai dé c6 tré tiép xuc nhéu hon véi cac khach hang, tuy nhiénéui
s dung cac cbng € tuong tac con &t chung chung, aka cé cac
céng @ cu thé phu hyp voi ting khach hangwcthé ma vic sir dung
cbng @ tuong tac chmang tinh cét tac nghép hing ngay.

2.3.2.4. Chrong trinhdoi véi khach hang mc tiéu

Cong ty khoéng c6 chinh sachaob dinh ai thé cho ting nhém
khach hang. Ning wi nhitng khach hangé c6 quan & 1au ram,
Céng ty c6 nhiu thuan loi trong viéc hiéu biét dac diém khach hang,
nhu éu va mong mén aia trng khach hang. Céng & &n dunguu
thé naydé xay drng chinh sach mangilgia tri cho khach hang, téti
ké chinh sachuong ddi 6n dinh déi véi khach hang rdm thoa méan
nhu cu, xay drng va duy tri rdi quan I lau &n véi khach hang.

Nhin chung céng tac xaydg chrong trinh khach hang wa
tiéu chra thrc ar hiéu qua. Vinatexba Nang chra c6 & phan bét rd
rang doi véi tirng khach hang, Céng ty cled ging dam bao chit
lugng Sin pim va chao gidanh tranh ma tlu ar quan tamdén
viéc lam ting gia ti khach hang & cac hat dong sau banitdo thiét
lap mdi quan 1§ tot dep, ban hang trugn thong dé tao loi ich bén
vitng cho @ hai bén sau nay.

2.3.2.5.Panh gia & thanh céng ¢a CRM
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Van dé dit ra Wi Vinatex ba Nang ladiéu tra xem nic do hai
long aia khach hang nhthé nao, kv hai 16ng ¥ nhiing yéu t nao,
chua hai long ¢ nhiing yéu 6 nao va nguyén nhan vi sao.

Tu bang phan tich @ liéu, c6 50% khach hangi@ Cong ty ém
thdy hai long va & tiép tuc mua hang trong dh gian dén, mot 5 yéu
t6 1am hai 1dng khach hang la: &tHuong hang hoa VinateRa ring
cung @p dung nhr cam Kt; Vinatexba Ning c6 gia ét cho khéach
hang; ghi quyét rd cac ¥in dé lién quandén viéc cung ép hang hoa;
c6 danh #ng trong ki nang phuc wi; an toan trong giaoich; thai
d6 cua nhan viénith gr, than thén; chiu trach nhdm kip thoi cho
nhiing sai s6ttdi voi hang hoa.

Tuy nhién, bénanh d6 ding con cé rit sb yéu t chua thrc ar
lam khach hang hai l1ongusié dang va #n loi khi giao dch Wi
Vinatex Ba Ning; hait dong phan hdi théng tin; mirc d6 sin sang
dap ung yéu au khach hang; tac phong laméej do tin ciy va
chuyé&n nghip cia nhan vién; cac alng trinh tié hién ar quan tam
dén khach hang;wsquan tam gii quyét cac \in dé ma khach hang
gap phai

Trong thvi gian dén Cong ty &n phai nd luc hon nira trong véc
tao gia ti cho khach hangé cé tré duy tri va nang caag tié khach
hang trung thanh iéu nay § quyét dinh trong lai axa Céng ty.

2.3.3. Nhing %n tgi va nguyén nhanén tgi

2.3.3.1. Ni¥ng ©n tgi
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- Phrong phap & chic thyc hién, b5 may ctim séc khach hang
cia VinatexDa Ning con nhiu han ché.
- Dit liéu V& khach hang ara cip nhit thuong xuyén vatay du.

- Qua trinh phén o khach hang dma do luong duoc gia ti
danh cho kh&ch hang va giakhach hang mangil

- San phm, dich w caa Vinatexba Nang don diéu.

- Hoat dong chim séc¢ khach hang tmang tinh th dong.

- Tac phong lam ¢t cia nhan vién ala chuyén nglép
2.3.3.2. Nguyén nhaari tgi

- Bo may qun tri quan & khach hangia Cong ty cha kip doi
mai.

- Cac kénhuong tac clva cé s két hop dong b nén véc thu
thap théng tin khach hang con Bbihan ché

- Cong ty clra coi thng cong taaiao wo, i dudng nang cao
trinh d6 chuyé&n mon, ¥ nang cho can & cong nhan vién. Nim thirc
cia can b cong nhan vién ata chugn bién kip v6i nhu diu céng
Viéc.
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Chwong 3. HOAN THIEN CONG TAC QUAN TRI QUAN HE
KHACH HANG T Al CONG TY CO PHAN VINATEX
PA NANG

3.1. Nghién @&u cac @&n cir hoan thién quan tri quan hé khach
hang tai Céng ty ¢d phan Vinatex Pa Ning

3.1.1. Muc tiéu vadinh huwéng kinh doanh aia Céng ty trong tli
ky 2011-2015

3.1.1.1. Mcc tiéu a:a Cong ty

3.1.1.2.binh hsgng kinh doanh#a Céng ty
a. Xay drng van hoadinh hréng khach hang
b. Dinh hréng W nhan g

c. binh hréng marketing

3.1.2. Cécdiéu kién anh hwéng dén hoat dpng quan tri quan hé
khach hang ui Coéng ty @ phan Vinatex Pa Ning thoi ky 2011-
2015

3.1.2.1.D¢c diém khach hang

3.1.2.2.Ung dung cbng ngh thdng tin

3.1.2.3. K thong quin ly chit luong theo tiéu chén 1ISO 9001:2000
3.1.3. Phan tich chdi cung ing gia tii cho khach hang

3.1.3.1. Cac hat déng chinh &o gia tri

3.1.3.2. C4c hat dong b tro
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Nhitng ©n tai trong hait dong to gia ti cho khach hang:

- Ngudn nguyén ku dau vao @a Cong ty ph thusc chi yéu vao
nha cung &p nudc ngoai nén khong ty khongétchi dong
nguyén lgu, thoi gian tép nhan vat tu do \ay anh hrong dén thoi
gian giao hangibk thoi cho khéach.

- Véi day chugn cong sét 16n tao diéu kién cho Cong ty ép
nhin nhitng don dat hang én véi gid anh tranh nirng wi nhitng
don hang nb thi rit khé thrc hién.

- Ngwn nhan frc aia Cong ty con nkil han ché vé ngaai ngi,
vé kha nang thu thp, phan tich théng tin khach hamti¢u nayanh
huong dang K dén haat dong ko gia ti cho khach hang.

- Céac chrong trinh quan tandén khach hang ata duoc quan
tamdung mic, chra 1am cho khach hangm thdy dugc Cong ty gia
ting gia ti danh cho khach hang.

3.1.4. Muc tiéu vadinh huwéng hoat dgpng quin tri quan h¢ khach
hang
3.1.4.1. Mcc tiéu aa haat dong quin tri quan | khach hang

Xay drng mbi quan & 1au dai, c6 ¥ ngia wi cac khach hang,
tao gia ti I6n hon cho trng khdch hang va lam chintg khach hang
tré nén cé gia frhon ddi voi Cong ty.
3.1.4.2.binh hrong hait dong guan tri quan & voi khach hang

Cong ty én phii xay dung va & dung @ s dir liéu khach hang
mot cach cé Hiu qua, lién két giira cac phong badé dam bao cho
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viéc cung ép va s dung théng tin trong éi bo théng nHit va nhanh
chéng,da cang hoa cac kénhrvng tac wi khach hang, xayuhg hé

thong cac tiéu chin phan nhém khach hang va cé chinh saghlf

déi véi ting nhém khach hang aim i vu héa cac gia trtuong tac
v6i khach hang va mangilgia tri cho Cong ty.

3.2. Gii phap nhim hoan thién quan tri quan hé khach hang i

Cong ty &b phan Vinatex Pa Niing

3.2.1. Hoan thén ce ¢ die liéu khach hang
3.2.1.1. Hoan tkin phrong phap thu thip théng tin khach hang
a. Tang arong thu thip diz liéu s cap

Cong ty c6 th thu thip théng tin & khach hang ing phrong
phap: Quan satiéu tra qua email va quién thaai.
b. Sk dung dch w nghién @u khach hangit bén ngoai

Hién nay, cacd chic hd trg thuong mai, phong throng mai hoac
thuong wi Viét Nam i cac nréc c6 thé cung dp théng tin ¢ cac
cong ty c6 lien quan. Bémth d6, Cong ty c6 té cha dong tim kiém
théng tin qua Internet ko thué Céng ty chuyén ngdipi dé nghién
ctiru khach hang va tit hién viéc kiém tra tin ding.
3.2.1.2. Xay ang h¢ thong thdng tin trong € s diz liéu khach hang
a. Xacdinh cac théng tindn tim héu vé khach hang

- Chu k¥ mua hang, théi quen mua hang&hach hang
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- Pac diém va yéu éu riéng @a trng khach hangtéi voi san
pham, gia &, phan phi, co dong

- biac diém, tip quan mua hangaia khach hang tly tide vao
quéc gia @a trng khach hang.

- Méi quan & ca nhan, doanhéssb nha kho hat dong kinh
doanh éa khach hang.

b. Sip ¥p théng tin

Sau khi thu thp duoc cac théng tinan tim hiéu, nhiing thdng tind6
dugc sip xép theo tng modul sau:

- H6 so gbc khach hang: M khach hang, téndia ch cia khach
hang...; Thong tin ngoi dai dién

- Co s dir liéu giao dch: Giao dch phat sinhpic diém mua hang,
banh gi4 éa khach hangd/ddi thu; Piéu khain trong op dong;
Kha nang thanh toan...

- Co s dir liéu khach hang: Rim tng aia khach hangdi cac chinh
sach gia, an prim, phan phi, c6 dong; Yéu du riéng bét cia ting
khach hang, Y Kin phan hoi, d& xut. ..

+ Tinh tang ddp tng aia Coéng ty: Céng tya dap ung duoc don
hang hay cha.

3.2.2. Hoan thén hogt dong phan tich @ s¢ di# liéu va lwa chon
khach hang muc tiéu

3.2.2.1. Phan tich théng tig khach hang

Cong ty @n phan tich niing van dé nhu:
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- Pac diém oaa ndi khach hang trong §¢ dat hang

- Gia ti thoa man, gia irtron doi cua mdi khach hang.
- Nhitng thic mic, khiéu nai cua khach hang

- Nhitng kh&ch hangé wi bo cong ty.

- Cong ty @n thing ké $ luong don hang, &n phim, gia @ theo
tirng khach hang

- Cong ty d@ing én phan tichduoc nhing yéu t6 méi truong bén
trong va ngoai tadong dén hanh vi, qu§t dinh mua éa khach hang.

3.2.2.2. Xay ang cac tiéu chi phan i khach hang vaula cton
khach hang mc tiéu

CAc tiéu chi phan &i khach hangém co:
- Thoi gian quan B véi Cong ty.

- Sy 6n dinh va throng xuyén éa nhu @u.
- Doanh thu binh quandnnam.

- Yéu du V& chit luong, miu ma, gid é.

- Yéu du V¢ thoi gian giao hang.

- Uy tin, kha nang thanh toén.

- Mongdoi, mong mén cia khach hang.

Sau khi tén hanh phan k9, khach hangasduoc nhdm vao cac nhém
khac nhau baodgn:
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Tiéu chi Nhom A Nhom B Nhom C Nhom D

Thoi gian giao dch|Trén 3 mm Trén 3 am Trén 2 @am [Dudi 2 nam

Nhu cu Ondinh, TX [Ondinh On dinh Khong TX

Doanh thu bging [Trén5tréu [2-5trUSD |1 —2tr USD @i 1 tr USD

nam USD

Yéu ciu CL, mau  [Phu hop Phu lop Phu fp, Khong phu

ma, gia é@ quan tam gighop, gia thp

YC thoi gian giao [Phu lyp Phu lop bung ten Khaéng phu

hang hop

Uy tin, ki nang  |Cao Trung binh Trung binh| Trung binh

thanh todn

Mongdei caa KH [Nhan hang ém|Nhan hang Giai thich r6 |Gia thip hon
ddang TG CAcC \An dé

Mong mun cia  [Su tién loi, d@ [Puoc dapung [Gia Ht hon

KH dang khi giao |don hang nh I

dich

* Cac khach hang nhém Am: Supreme va Fishman

* Cac khach hang nhém B“)m: Tahhsin's, Textma, Snicker.

* C4c khach hang nhém C‘Blgl: Mainwear, Melcosa, CK Global,
North Gaiety.

* Cac khach hang nhém Dbon: IMB, Chori, SGA.

3.2.3. Xaadinh cac cong a tacdéng vao khach hang mc tiéu

* Ling nghe y Kin cia khach hang

- Cap nhit lién tuc y kién khach hang
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- Khuyén khich hat dong gop y t khach hang
- Cha dong noi khach hang sangam Céng ty
- Piéu tra @ thoa man @a khach hang

* Xay dung @ ché phan Ging vadap ung nhanh yéuau cia khach
hang

- Phan tich yéuan aia khach hang
- Tim héu mong mén thyc ar caa khach hang
- Dua ra cac caudi dé tim hiéu van dé
- Theo di sau khi @i quyét y kién phan nania khach hang
- Thuc hién tt cac tiéu chén trach nhém va Hoi.
- Tim nguyén nhan &b khach hang.
3.2.3.4. Xay g@ng chwong trinh vgi khach hang nuc tiéu
* Pdi voi khach hang nhém A
- Pa chng hoa riu ma vadam bao chit luong hang hoéa
- binh gié linh hat dua trén g thuong lugng Wi khach hang.

-Tang ardng cac gch wi kém theo nbr dich wi van chuyén, dam
bao tién loi khi giao dch, ghi quyét thic méc va thic hién chrong
trinh khach hang trung thanh.

* Pdi v6i khach hang nhém B:
- bam bao chit lugng $in phim theo yéu &u caa khach hang

-Ap dung chinh sach gidu dai
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- Tang ardng cac gch wi tu van, giai quyét thic mic
* Pdi voi khach hang nhém C

- Lya chyn cungirng nhiing sin phim pha fyp voi kha nang gin
XUAt

- Ap dunguu dai thap Vé gia

- Thuc hién dic vu giai dap thic méc.
* Péi voi khach hang nhdm D: Cong tyichén fra chon nhitng mit
hang co6 gia va ti gian giao hang phudp voi kha nang sin xuat
ciia Cong tydé dapung.

3.2.5. Mpt sj gidgi phap khac 1§ tre' cho vigc thwc hién CRM fai
Cong ty @ phan Vinatexda Ning

3.2.5.1.Pa4u tw phan mem CRM
3.2.5.2.Pay munh hait dgng dao o va phét trén ngwn nhan lic
3.2.6. Kém tra viéc thuec hign

Cong ty @n kiém tra vic thec hién quy trinh CRM théng qua
cac tiéu chidanh gia: Thaido lam viéc caa nhan vién; Théngdsvé
thi phan, loi nhuan trugc va sau khi thc hién quy trinh CRM; § hai
Iong aia khach hang.
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KET LUAN

Ngay nay, mdi wong kinh doanh thaytéi nhanh chéng, amh
tranh kHic nghit hon doi hoi cac 6 chirc cin phii c6 giai phapdé
xay drng ring lyc canh tranh éa minh. Chin lugc CRM 1a &
théng nhit cac chén luoc khach hang, ho dong to gia ti cho
khach hang, ha dong trong tac khach hang, dm luoc V& con
nguoi, xay drng vin hod & chic huéng dén khach hang, apudg
céng ngk hd tro qua trinh tiac hién.

Vi nhitng ghi phapdé xuat, cung i sy nd luc cia Cong ty 6
phan VinatexPa Ning, tac gi hy vong ring Céng ty & tim duoc
huéng di phi hp dé thuc hién thanh céng ha dong quan tri quan
hé khach hanggat dugc muc tiéu CRM va cac o tiéu kinh doanh.



