BO GIAO DUC VA BAO TAO
PAI HQOC PA NANG

NGUYEN HANH QUYEN

QUAN TRI QUAN HE KHACH HANG
TAlI NHA MAY NH UA — CONG TY CO PHAN
PAU TU VA SAN XUAT VIET HAN

Chuyén nganh: Quin tri kinh doanh
Ma sb: 60.34.05

TOM TAT LUAN VAN THAC SI QUAN TRI KINH DOANH

Pa Niang - Nam 2012




Cong trinh dwgc hoan thanh ti
PAI HQC PA NANG

Nguoi huéng din khoa lc: TS. NGUYEN THANH LIEM

Phan bién 1: TSPUONG THI LIEN HA
Phan bién 2: GS. TS. 1 DUC HUNG

Luan van da duoc bao vé tai Hoi dong ctim Luan van tot
nghiép Thac § kinh € hop tai Pai hoc Pa Ning vag
ngay l6thang 01 am 2012

C6 thé tim hiéu luan van tai:
Trung tdm Thong tin - bt liéu, Pai hoc Pa Nang
Thu vién treong Pai hoc Kinh €, Pai hoc Ba Ning




1-

Gl MO PAU

1. TINH CAP THIET CUA BE TAI

Khi nén kinh € ngay canganh tranh qugt liét, xu hrong toan éu
hoa ngay cangdrnén rd ét, mudn ton tai va phat trén bit busc cac
doanh nghip phai husng dén KH, liy KH lam trung tam. Khéng
nhitng th, cung & phat trén manh & caa Internet, \Vic tiép cin
KH cang to nén & dang fon véi viéc tng ding cac phn mém quin
ly gop pHin tao nén thanh céng chungatoan doanh ngép.

Trong nhiing ram tro lai day, khidat nuéc c6 nhiing chuyn bién
tich arc ¢ vé mit van hod va xa &i, hoa cung nip phat trén do,
nhiéu doanh nglgp Viét Nam d& &p dng thanh céng nguyérid
“I'dy KH lam trung tam”bing cach xay dng nHing triét ly khi
tuong tac wi KH, phan bét KH va “ca bét hoa” theo KH i mot
muc dich duy nfit 1a 1am saadé thoa man va thé man wrot troi
mongdoi cua KH va c6 nir thé doanh nghiip moi cé thé dang virng
trong thyi ky canh tranh nay. Vi &, CRM khéng con xaaldéi voi
cac doanh nghp Viét Nam. bac biét do anh hrong aia van hoa
phuong Béng, cac doanh ngtp Viét Nam ir lau da quan tam nbu
dén “quan k”. Mot khi quan & duoc thiét 1ap, trén © s 2 bén cung
c6 loi, cac bén thong hanhdong vi muc tiéu tha man nhu 8u caa
cac bén conl.

Bén anh d6, tuy KH 1a quan tng nhing c6 ndt 5 KH nay ki
quan tong hon mot sb KH khéac. Vi tie phai lva clon KH naodé
“quan " moi la didu quan tong. Theo qui lat Perato, 80%oli
nhuin dem ki cho doanh ngldp ch tr 20% KH throng xuyén da
ho. B6 la ly do vi sao doanh ngipi phai “quan tri quan & 20% KH
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cia minh” rfu nhr mubn céng ty &n tai va phat trén bén anh tim
kiém nhitng KH moi.

bac biét, trong giaidoan hién nay, deanh hréng aia suy thodi kinh
té toan @u nén véc giir chan niing KH Ion 1a diéu dac bigt quan
trong ddi véi cac doanh nghp va i Nha may Nhra Viét Han ding
khéng ngoai mc dich do.

Xuit phat fr nhitng thrc tidn trén cung i xu thé chung @a #ét ca
cac doanh nghp, ntin thiy duoc tim quan tong aia CRM. Tac gi
da quyét dinh clon @ tai “Qudn tri quan k¢ khach hang &i Nha
may Nhra — Cong ty @ phan Pdu tw va Sin xudt Vigt Han” véi
muc tiéu hréng dén la khai thacdi da quan B véi nhiitng KH hign
c6 dong thvi giit chan KH trong thi budi kho khin nay.

2. MUC TIEU NGHIEN C UU

- Trinh bay nitng \an dé Iy luan chung ¢ CRM.

- Phéan tich vaanh gia thrc trang céng tAc CRMat Nha may Nhra
— Cong ty @ phan Dau tr va Sin xuat Viét Han.

- B¢ xuat cac gii phap hoan tkén cong tac CRM nim nang cao
nang luc phuc wu va duy tri long trung thanhia KH tai Nha may.

3.POI TUQNG VA PHAM VI NGHIEN C UU

- Bbi trong nghién @u 1a tit ca nhitng Van dé ly luan va thrc tign
lién quandén céng tAc CRMai Nha may Nira Viét Han.

- Pham vi nghién ¢u:

+ Vé ngi dung: Bé tai chi tap trung vao gii quyét nhirng i dung
chi yéu & cong tdc CRM Héin tai dang Bn tai & Nha may ctr khdng
dua ra cach gi quyét cac vin dé khac khi phat sinh.

+ Vé khéng gian:Noi dung nghién ¢u trong plam vi Nha may
Nhya — Cong ty 6 phin Dau tr va Sin xut Viét Han.
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+ Vé thoi gian: Dé tai éip trung nghién ¢u & cong tic CRM i
Nha may Nipga — Céng ty G phin Pau tr va Sin xuit Viét Han
trong khang thoi gian tr nam 2007-2010.

4. PHUONG PHAP NGUYEN CUU

Luan van da sr dung céac plrong phap nghiéntw nhr: Céc
phuong phap toan, phan tichirdiéu, phan tich thng ké va mt sd
phueong phap khéc.

5. CAU TRUC CUA LUAN VAN

Ngoai ptin md dau, muc luc, phu luc, danh mc céc king, hinh €,
céac chi viét tit va danh mc tai liu tham klao, bd cuc dé tai gom ba
phan:

- Phin 1 Co s5' Iy lugn vé CRM.

- PHin 2 Tinh hinh hat déng kinh doanh va ikt trang CRM i
Nha may Nira — Cong ty @ phan Dau tr va Sin xuit Viét Han.

- PHin 3 Gidgi phap hoan thin céng tAc CRMgi Nha may Nha —
Cong ty @ phan Pau t va Sin xuit Viet Han

Phan 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. Gia ti khach hang

1.1.1.1. lgi ich cia viéc thu hat va duy tri khach hang co giaitr

1.1.1.2. Gi& ti khach hang

- Gia trj KH: La gia ti kinh € cia KH déi véi doanh nghip thé hién
thdng quadi nhuan rong.

- Gia tri danh cho KHLa sy khéac bét giita ©ng gia ti va Hng chi
phi aia KH.

- Gia trj tir KH: L& nhirng gia ti ma 6 chic nhan lai tr KH khi KH
duoc t chirc thba man nhuau cia .
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Muc tiéu @ia cic nha gin tri la:

» banh gidduoc loi nhuan thu tr cac nhém KH.

« Xéacdinh chi phi lop ly cho vic tim kém KH muc tiéu.

» Tao dyngduoc long trung thanhia KH.

Hién nay, CRMduogc nhic dén nhr mot cach thkc hiru hiéu gidp
cac nha gin tri thuc hién dugc cac nac tiéudé. Vay CRM la gi?

1.1.2. Khai niém Quan tri quan hé khach hang

Céc khai im o ban V& CRM duoc xéacdinh theo cac quadiém:

Ung dung déi voi
M6 ta thanh céng dia Khai niém dai dién
CRM

Phat trén va| Sy thanh céng wa | CRM lién quandén sr sang

duy tri nmdi | CRM lién quandén | tao va tacdong vao noi

quan K gitta| kha ning tim kém, | quan & voi nhitng thrc thé

Tién | ngudoi mua va| dap tng nhu @u va| caa th truong bén ngoai
trinh | nguoi ban. so thich dia khach| dac biét 1a mang hréi kénh
hang. va ngroi sir dung cwi cng.

(Srivastava, Shervani &

Fahey, 1999)

X&c dinh gia ti | Thanh  cdng @a | CRM thicdiy cac 6 chac

swt doi  cua| CRM doi hoi té chic | ddu tr vao khach hangdé

khach hang, &| thiét 1ap va phan lai | |& nhing ngwn gia ti tiém

Chién | lwong va lai | the tr wu tién ndi | naing aia © chic, nhung
lwoc | ngwdn lyc dé t6 | quan K khach hang ciing $i thiéu héa ngan
chirc dau tr vao | khdng nging dra vao| dau tr vao nhing khach

mot quan 1§ cu | kha ning sinh i sudt | hang khéngdem hi gia tr
thé. doi cua hy. (Verhoef & Donkers, 2001),
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Triét ly

Nim giit khach
hang (va sado6
la kha nang sinh
loi) duoc thyc
hién t5t nhit
thébng qua \ic
tap
xay drmg va
duy o
quan ig.

trung vao

tri

Sy thanh céng wa
CRM doi hoi t6 chic
“|ay khach hang lan
trung tam” king cach
théng héu sr thay
doi du oia
khach hang.

nhu

CRM khong phi 1a mjt du
an i rac, no la nat triét ly
1kinh doanh nim dén viéc
“|ay khach hang lam trun
tam” (Hasan, 2003).

Nhitng ky thuat
quan ly sr hiéu
biét va tong
tAc phn anh
nhing  ngwn
luc cin thiét cha
t6 chrc dé xay
dyng mbi quan
hé c6 ki va dai

han woi khach

hang.

Sy thanh céng @a
CRM chi yéu la do
sy chip nhin aia
nhitng B phan chrc
nang va ngoi s
dung W ky thuit ma
t6 chrc sr dung dé
xay ding sr hiéu biét
va quin ly nhirng nbi
twong tac Wi khach

CRM la K thuat sir dung dé
phoi hop nhiing by phén
ban hang, marketing vagh
théng théng tindé xay drng
mbi quan 1§ véi khach hang
(Shoemaker, 2001).

hang.

Trong Iuin van nay, tac gi thra nhin cach #p cin CRM nhr mot
tién trinh 1 khai rim vé CRM.
1.1.3. Muc dich va vai tro aia Quan tri quan hé khach hang
1.1.3.1. Mec dich aia Quin tri quan h¢ khach hang

- Tao mbi quan k& nhim ting arong long trung thanhisi véi
thuong hiéu cia cac KH it #p xuc trre tiép véi doanh nghip.
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- Giai quyét nhanh chéng cacim dé hay thic mic aia KH v san
pham/dich w.

- Thu thip thdng tin ¥ sin phim hay thic mic aia KH d doanh
nghiép tién hanh cacim chira va ai thién kip thoi.

- Cho phép cadai dién tiép xuc trre tiép voi KH ¢ cung ép cho
KH nhitng dch wi tét hon.

- Tro gitp nhan vién ban hanguth hien don hang nt cach nhanh
nhit.

- Gitr chan KH @ lau hon va ing doanh thuit KH...

1.1.3.2. Vai tro ga Quin tri quan h¢ khach hang

- D6i véi KH

- Péi véi doanh nghép

- Béi véi nha quin ly

- Péi véi nhan vién kinh doanh

1.1.4. TAm quan trong aia Quan tri quan hé khach hang

1.1.4.1. Kli nang dap ung

CRM déap ung nhing thaydoi ma cac doanh ngp dangddi mat
lién quandén KH, thi truong, céng ng luu trir dir liéu, chic ning
marketing.

1.1.4.2. Kl ndng nhdn biét

CRM cho phép nin biét cac KH c6 16ng trung thanh cadng nhr
hiéu chinh c&c &n phim dé tao long trung thanh.

1.1.4.3. Kl nang tang gia tr khach hang

CRM cho phép lam cho KH c6 gid tion qua véc KH mua nhéu
hon, throng xuyén lon, nhiu loai san prim hon. Chi phi tac nglép,
phuc vu cung nlirng sai sét trong ptt vu KH ciing gam. Bén anh
d6, ar gia ting ring st va sr nhiét tinh dia nhan vién pic w, giéi
thiéu cia cac KHdAa tha man, gim chi phi trugn théng 6 dong.
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Doanh nghip con codugc nhiéu théng tin on clng nkc gia ban
cao ton c6 thé chip nhan.

1.1.5. Cécinh vuc chinh aia Quan tri quan hé khach hang

1.1.5.1. Tép thi

- Quin tr; chién dich tiép th

- E-marketing

- CAc c6ng g tr dong hda tép thi khac

1.1.5.2. Ban hang

- T dong hda e luwong ban hang

- Trung tam ti loi KH (call center)

- Quan trj day chuyn daping aiu (demand-chain)

- Quin tr; quan I véi cacdai lyldoi tac

1.1.5.3. Cbéng ngh

CRM dusi gécdd giai phap cong ngh noé la ndt hé thong tich kop
bao @m coéng ngh thu thip, leu trit, phan tich va khai thadidiéu.

1.1.5.4. Och w kh&ch hang

- Quan trj dich w hd tror

- buong day néng

- Quan tri cac dch w tgi chd

1.1.6. Hat dong cia hé théng Quin tri quan hé khach hang

CRMduroc dat nén ting dsa trén 4 nguyén ly sau:

- KH can phai dugc quan ly nhr nhiing tai én quan tong.

- Loi ich aia KH ludn thayddi, khéng phii tat ca cac KHdéu co
mong mwn nhr nhau.

- KH khac nhau & nhu du, thi hiéu, hanh vi mua.

- Hiéu KH tét hon gitp doanh nghp cunging ©t hon, ©i da héa
toan § gia ti. Doanh nghip cang hdu KH thi cang ing @ hoi
tham nlp thi truong va ting phin déng gop éa KH.
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Mgt h¢ thong CRM bao gm 4 thanh piin 1a c&c  thuit chinh ¢u thanh:

- Kho d ligu v& KH

- CAc cong ¢ phan tich ¢ so dit liéu va nfin biét nhiing mau hanh
vi KH.

- Chién lrgc quan tri cac congg.

- Nhitng Vin dé chung & cac bén doi caa méi trong.

1.1.7. Triét Iy Quan tri quan hé khach hang 1:1

Nén taing aia triét Iy nay 1a“Phuc w mpi KH theo ngt cach riéng
biét” . Triét Iy nay bao §m 4 hréc av ban:

« Nhan dién KH (INDENTIFY)

* Phén bit KH (DEFERENTIATE)

« Tuong tac 6i KH (INTERACT)

+ Céabbt hoa KH (CUSTOMIZE)

1.2. TIEN TRINH XAY D UNG CHUONG TRINH QU AN TRI
QUAN HE KHACH HANG

1.2.1. Quy trinh Quan tri quan h¢ khach hang

Quy trinh CRM bao @m 04 giaidoan sauday:

1.2.1.1. Hinh thanh Qun tri quan h¢ khach hang:

1.2.1.2. Kém soét va qdn ly Qudn tri quan h¢ khach hang:

1.2.1.3.Panh gia ket qud thuc hign Qudn tri quan h¢ khach hang

1.2.1.4. Nang cao va phat & Qudn tri quan h¢ khach hang

1.2.2. Tén trinh xay dwng chwong trinh Quan tri quan hé
khach hang

1.2.2.1. Thu tigp théng tin @ sé di# ligu vé khach hang

Céc thong tin ma doanh nghicin thu thip nhr sau:

- Théng tin ¥ KH hién tai va KH tiém ning.

- Cac cuic giao dch.

- Théng tin & phan hdi cia KH dbi vai cac chén dich marketing



cua doanh nglép.

- Théng tin & san pHim.

- Théng tin mé4.

1.2.2.2. Phan tich € ¢ di liéu vé khach hang

Viéc phan tiche s dir liéu v KH can dam bio cac i dung sautay:

- Muc tiéu @a viéc phan tich ¢ s dit liéu.

- Dit liéu vé KH duoc st dung trong phan tich nhthé nao?

- Phrong phapdugc sr dung trong phan tichocsy dit liéu vé KH.

1.2.2.3. lya chpn khach hang nuc tiéu

Chién lugc phan lai KH hiéu qua nhit 1a dra trén gia tr kinh
doanh. Gi& frkinh doanh & cho ta cau # loi KH nao mang di
nhiéu loi nhudn nHit, loi nhuan trung binh vadi nhuan it nkit. Tu
day, cac nha ép thi cé th vach ra ndt chién hrgc dé duy tri va phat
trién cac KH c6 th mang 4i loi nhuin cho minh va gim chi phi
ciing nhr loai bo cadc KH khéng manaai lgi nhuan. Xacdinh, phén
biét, lap muc tiéu trong tac Wi KH dang thvi diém voi théngdiép
thich hyp la vé cling quandngdé nang cao & qua kinh doanh.

1.2.2.4. Xadinh nhiing cdng @ sr dung cho khach hanguu tiéu

Céch tép cin marketingdugc quan tamdn nhit chi yéu trong cac
chién lugc va clrong trinh CRM la marketinguc tiép.

Céc cong e cia marketing tirc tiép:

- Thu tryc tiép (direct mai.

- Telemarketing.

1.2.2.5. Xay gdng nhing chwong trinh tgo mMéi quan hg Ve
khach hang

Nhitng chrong trinh cia CRM bao gm:

- Dich w va kb trg KH.
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- Nhitng chrong trinh c6 tinh thong xuy&ndé duy tri 1ong trung
thanh ¢a KH.

- Thue hién theo yéu &u KH.

- Xay drng chrong trinh trugn théng (Marketing quangh

1.2.2.6.Po lwong thanh céng @a chwong trinh Qudn tri quan hg
khach hang

» Panh gia bén trong

- Gia tf dat duoc tir KH, ty 18 hoan thanh nt tiéudé ra.

- Ty 18 traoddi, sir dung théng tin @ KH d6i voi cac B phan c6
lién quan.

- Ty Ié thu nHin KH va ¥ Ié ban hang cho cunganddi tugng.

» Péanh gia bén ngoai

- Ty 1& chuyén tir quan tam sang muarsphim.

- Mirc d6 tin ciy caa KH déi véi doang nghip: theong hiéu, sin
phdm, dich w...

- Ty Ié thaydoi cac thanh pin aia $in phim theo yéu au KH.

- Ty Ié khong hai long &a KH d& sr dung sin pham.
Tom tit Phan 1

Trong ptin nay, tac gi da tim héu ting quan ¢ CRM. NHing nHin
dinh va tim hdu duoc néu trong pin nay § tao oo s vé mit Iy luan
trong qua trinh nghiénia, phat trén luan vian & Phan 2 va Phn 3.

Phan 2

TINH HINH HO AT PONG KINH DOANH VA TH UC TRANG
QUAN TRI QUAN HE KHACH HANG T Al NHA MAY NH UA

— CONG TY CO PHAN PAU TU VA SAN XUAT VIET HAN.

2.1. VAI NET KHAI QUAT V E NHA MAY NH UA — CONG
TY CO PHAN PAU TU VA SAN XUAT VIET HAN

2.1.1. Gv cAu t6 chirc va nhan s ciia nha may
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2.1.2. Tinh hinh hat déng kinh doanh aia nha may

2.1.2.1. CAc nit hang kinh doanh chi yéu ciia nha may

- Ong nhra va ph kién céc lai phuc vu dung cho \éc thi cong
tuyén cap ngm cia nganh bu dién.

- Ong nhra va va ph kién cac lai phuc wu cho vic thi cong ép
thoat nréc.

- Ong nhra va phu kién céc lai ding cho wéc thi céng cong trinh
dién luc.

2.1.2.2. Mung lwdi phan phéi sin phim éng nhwa cac laii cia
Nha may i thi trwong Mién Trung -Tay Nguyén trong thi gian
qua

Déi v6i KH nguoi tiéu dung:

’ > Nha bané
A
Nha may Nguoi tiéu dung
\ > bai ly )
Déi v6i KH t6 chic:
A\ 4
Nha may > bai ly > KH

Hinh: M ang lwéi phan phéi san pham éng nhya cia Nha may
tai thi trwong mién Trung — Tay Nguyén
2.1.2.3. Tinh hinh tiéu th mgt 9 mgt hang kinh doanh chi yéu
tei Nha may Nhea Viét Han
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Bang: Tinh hinh tiéu thu mét sé mit hang kinh doanh chi yéu
tai Nha may Nhea

M it hang Nam 2009 Nim 2010
Ong nhra va cac phkién vién thong 29.202.322.896 57.445.643.32
Ong nhra va cac phnkién cip thoat moc | 11.422.373.746 24.018.766.612
Téng 40.624.696.642  81.464.409.93

(Ngwn: Nha may Nha— Céng ty @ phan Pau tw vaSan xuit Viét Han)

2.2. THUC TRANG QUAN TRI QUAN HE KHACH HANG
TAI NHA MAY NH UA — CONG TY CO PHAN PAU TU VA
SAN XUAT VIET HAN

2.2.1. Céng tac thu tlp thdng tin co i dir liéu vé khach hang

Ngudn dir liéu vé KH cha yéu dugc nhip tir cac lop ddng mua, bp
dong dai ly, cac chirng tr hdadon, bién lan giao nin hang, i nhan
vién ban hang, cac taéai xe, ... PAn mém quan ly KH dugc chia
thanh nhiu phan & nhr sau:

- Kho hang :Luu trit va cho phép truy >it, ntap théng tin ¢ xuat
nhap sin pHim, c&c nha cungng sin phim va cong o cia Nha may
dbi véi cac nha cungng.

- Thanh plam: Quan ly sin prim ban va KH tiéu th

- Cong w: Cho phép Nha may ¢n ly va theo ddi tinh hinh giao
dich va thanh toania KH trong ndt thoi gian giao dch.

2.2.2. Phantich oo o dix liéu vé khach hang

Hién nay, &i Nha may Nlra Viét Han chra cé ndt phong ban
chuyén trach ¥ic tao lap hay gudn ly théng tin da KH. Viéc thu
thap va r ly nhiing théng tin ¢ KH do nhan viéndi phong ban
hang thrc hién. Tuy nhién, do &lugng nhan vién quéa it mardng
cong vic lai rat nhidu lai thiéu cong ngh hd tro va cach lam aka
hop Iy nén nling théng tin thutugc con At roi rac, chra c6 s lién
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két gitta cAc phong ban tronginbd Nha may. Cac théng tirfwKH
chi méi duoc quan ly & mac d6 co ban chi yéu phuc wu cho cong tac
thong k&, theo ddi congon Cac plin mém duoc st dung chi yéu la
Foxpro va Access nénédg phan tich ¢ sy dit liéu v& KH chi dugc
thuc hién khi cé yéu du cia cip trén hdc khi co tinh hdng dic biét
xay radoéi voi KH.

Nhin chung, hat dong thu tip, quan ly va phan tich théng tin KH
cia Nha may iin nay clra duwoc quan tam thickiang, clra daptng
dugc nhu du dit ra @ cdng tac gan 1y KH.

2.2.3. Phén lai khach hang va tra chgn khach hang muc tiéu

KH cia Nha may ch yéu dugc phan lai dya vao mc dich mua
hang vaiuoc chia thanh 2 nhém chinh:

- Nhém KH 6ng dai ly va dai ly

- Nhém KH la nli¥ng céng ty xay dng

Viéc phan lai KH dya trén 3 tiéu chi sau: Doanh thu trééi iH,
mat d6 mua hang, klhnang thanh toéan va th gian giao dch aia KH
dé lam @ i xép loai KH.

Nha may Nira Viét Han xaadinh dbi teong KH muc tiéu d@ia Nha
may chinh 1a nhém KH dhgdai ly va dai ly.

2.2.4. Xaadinh nhirng céng @ sir dung cho khach hang nac tiéu

Nha may Nixa cung ép thong tin & KH bing 4 hinh tikc chinh:

- Gui thu théng béo trc tiép dén KH.

- Bién thaai.

- Fax.

- Email.

2.2.5. Xay drng nhitng chwong trinh tao méi quan hé véi khach
hang muc tiéu

2.2.5.1. Chinh sacha phim
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Nha may luén & ging tao hinhanh déi véi KH théng qua Wc luén
dam hao chit luong, $ luong va thi gian giao hang. & phim aia
Nha may luériapung day du, kip thoi nhu du aia KH i ving th
truong mién Trung — Tay Nguyén va luahroc ngroi tiéu dung tin
nhiém.

2.2.5.2. C4c clrong trinh hé tre' thuwong xuyénddi véi cac nhom
khach hang

a. Chinh séach chi khiu

- KH la cac cong ty xayuwhg aia Nha maydugc hedng chinh sach
chiét khiu tlly theadon dat hang.

- C4c bng dai ly, dai ly cua Viét Handuoc heong tit ca chinh sach
chiét khiu sau:

+ Chiét khiu don hang

+ Chiét khiu doanh & thang

+ Chiét khiu thanh toan

b. Chinh sachdtrg ban hang

Chinh sach naguoc ap ding Wi tt ca cac Tong dai ly, dai ly cua
Nha may Nhra Viét Han.

Tro thanhdai ly cua Viét Han, KHduoc heong chinh sachditrg
ban hang sau:

+ Puoc Nha may giao handén tai kho cia trngdai ly.

+ DPugc trang b bang higu, bai tri ¢ra hang mt cach chuyén
nghiep.

+ Pugc thudoéi hang hdéa éu bi méic 16i ki thuat haic mua hi cac
phé phim tir sin phim cia cong ty i gia bing 70% gia ban.

+ Puoc hd trg kién thic kinh doanh.

+ Puogc tham gia cac atong trinh khugn mai, throng hang thang,
hang qui theo chinh sachrting aia Nha may.
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+ Puoc cam Kt hop tac dai bn cung i Viét Han.

c¢. Chinh séch tlong

Ap dung Wi cac KH kinh doanh cé B qua. Chinh sach nay ¢h
ap ding cho cadai ly c6 mic doanh & trén 50 tréu dong/thang.

2.2.5.3. Hat dgng truyén théng @ dgng

Cong ty chi yéu quing céo 4i cac wi cdng &ng nhr: cacdiém
dirng xe buyt,dat cac pand ging cdo wi cdng &ng, givi thiéu
thdng tin & cac &n phim moi, bao gia n phim, cac thong & ky
thuat sin phim trén cacdp chi chuy@n nganh. Ngoai ra, céng ty con
hoat dong truyén théng qua cac hinhith khac nlr: cac chrong trinh
hop tac i KH, viéng thim va ting qua cho ning KH nhan k
niém ngay thanhap céng ty KH, ngay thanip nganh,...., tham gia
céac Idi cho, trién |1am nim quing ba throng hiéu, sin phim dén céac
dbi tuong KH muc tiéu.

2.2.5.4. CAc hat dgng ting arong méi quan hé véi khach hang

a. Quin ly hpp dong

b. Phin &nh @a khach hang

c. Quin ly dv bao teroc

2.2.6.Po lwong ar thanh cong dia chwong trinh Quan tri quan
hé khach hang

Tai Nha may Nhra Viét Han, thrgc do ar thanh céngita chrong
trinh CRM duogc thé hién thdng qua vic danh gia: loi nhuan thu
duoc tr KH va sr duy tri, nlieng nHp d6 mua hangdp lai.

2.3.PANH GIA TINH HINH QU AN TRI QUAN HE KHACH
HANG T Al NHA MAY NH UA VIET HAN

Uu diém

- D4 c6 I thong théng tin o s dit liéu vé KH.
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- ba cb6 & phan lai KH va dua ra cac chinh sach phoaphcho frng
nhém KH.

- P 6 cac chinh sack trg KH va lanhdao Nha may cows quan
tamdén cdng tac quangkH.

- CO6 @ sv vat chit vé cong nght va ngwn nhan frc co trinhdo
dam bao viéc nang cao cbng tac guheé quan B KH trong thyi gian
dén.

Nhuoc diém

- Théng tin @ s dit lidu vé KH méi chi dugc thu thip mot cach
don gian, chra day dii dong thyi viéc cip nhit nhitng théng tin ndi
vé KH khéngduoc tién hanh tieong xuyén.

- Phén lai KH méi chi dugc thyc hién mot cach cli quan, theo
cam tinh.

- Poi ngi nhan vién con qua éng ki chua am héu sau ¢
marketing nén vic giai quyét yéu du, thic mic cho KH con chm
chap. Chra xay drng duoc van héa thec sr husng v KH.

- Kénh thoéng tintong tac ¥i KH con qua ngheo nan eh dap
rng day dii yéu du mim hit thdng tin & nhiing ngugn vong ding
nhu giai quyét cac thic mic, khiéu nai cua KH,

TOm tit Phan 2

La mdt don vi méi thanh Bp nhrng trong qua trinh kinh doanh
ciing nhr trong hat dong CRM ndi riéng, Nha may Nfa Viét Han
da coday du diéu kien dé phat trén bén vitng. Tuy nhiéndé ting
cuong ton nira mbi quan & voi KH, can thiét phai trién khai nt
cach chuyén nghp cong tic CRM nim nang cao ang lyc canh
tranh, khai thac va @ichan KHdé dam bao phat trén n dinh, ting
loi nhuan trong thi giandén.
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Phan 3

HOAN THI EN CONG TAC QUAN TRI QUAN HE KHACH

HANG T Al NHA MAY NH UA - CONG TY CO PHAN PAU TU
VA SAN XUAT VIET HAN

3.1. NHUNG TIEN PE CHO VIEC THUC HIEN GIAl PHAP

3.1.1. Phrong hwéng sin xuit kinh doanh trong thoi gian téi
tai Cong ty 6b phan Pau tw va San xuét Viét Han

* M yc tiéu Marketing: Thu hitduoc nhiéu KH mua én phim acia
minh, o ra nhéu sin ptim hon dapting ©t nhit nhu éu cia KH va
nang cao thong hiéu Nhya Viét Han trén th trauong noi dia ding
nhu phat trén throng hiéu sang thtruong quc .

* Muc tiéu CRM &i Nha may Nhea Viét Han: Phéat hén, duy tri
va phét trén mbi quan & caa KH c6 gia tr véi Nhya Viét Han.biéu
d6 c6 nghia 1a Wi KH dic biét 1a cac KH bn, Nhra Viét Han mén
duy tri, phat tén mdi quan & ngay cang tim thiét. Khéng chi ban
san phim cho KH ma céng ty nin KH cia minh & dung %i da
hiéu qua cac 4n phim nhya (i 1é Sir dung sin phim ting 1&n) va gbi
thiéu nhrng KH khac cho Nha may.

3.1.2. Cac ¥u tdé anh hwéng dén hoat déng Quan tri quan hé
khach hang i Nha may Nhea Viét Han

3.1.2.1. Céacéu té bén ngoai

- Mai truong cdng ngh

- Mai truong win hoa - xa hi

- Mai truong chinh tf - phap luit

3.1.2.2. CAc éu té bén trong

- KH

- Péi thii canh tranh trong nganh

- Nha cung dp
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3.1.3. Muc tiéu haat dong Quan tri quan hé khach hang trong
thoi gian dén tai Nha may Nhia Viét Han

Dya vao tém luc va chén luoc phét trén caa cong ty trong thi
gian i, Nha may Nixa Viét Han bét muc tiéu aia CRMtrong thi
gian ®i la gi, d6 chinh & CRM Roadmap.tir d6 tirng hréc xay
dung CRM tr dong hoA.

3.2. GIAI PHAP HOAN THI EN QUAN TRI QUAN HE
KHACH HANG T Al NHA MAY NH UA VIET HAN

Qua phan tich tkc trang CRM ti Nha may Nira Viét Han va
pheong hréng kinh doanh, Marketing, CRMitNha may trong tbi
gian dén, tac gi dua ra gii phap hoan tidh chrong trinh CRM i
Nha may Nlya theo cacisyc sau:

- Budc 1: Thu thp thong tin o s dit liéu v& KH.

- Budc 2: Phan tichesy dit liéu vé KH.

- Bugc 3: Lira clon KH muc tiéu

- Buéc 4: Lira chpn cdng @ tAdcdong vao KH nuc tiéu.

- Budc 5: Xay drng chrong trinh Wi KH muc tiéu.

- Budc 6:Dbo lurong thanh congi@ chrong trinh CRM.

3.2.1. Thu thap théng tin co sé dir liéu vé khach hang

3.2.1.1. Mcc tiéu thu thip théng tin @ s¢ diz liéu khach hang

- Gitp doanh nglp nhan biét nhirng mong mén va nhu éu ca
KH vé:

+ Chit lugng sin pham.

+ Gia & sin ptam.

+ Céc hinh ttic khuyén mai.

+ Cac dch wu kem theo, tth w sau ban.

+ Uy tin aia doanh nglép ddi voi KH.
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- Gitp doanh ngltp xacdinh nhing yéu t anh hrong dén tién

trinh mua én phim aia KH:
3.2.1.2. Hoan thén hé thang théng tin @ s¢ di# liéu vé khach

hang

a. Hoan thén phwong phap thu thp thdng tin khach hang

b. Hoan thén hé thong théng tin e s diz liéu v khach hang
3.2.2. Phan tich o s dit liéu vé khach hang

Mdi KH c6 gia ti khac nhau va cé nhudie khac nhautéi voi Nha

may, én or vao s khac bét gitta cac nhédm KH, nhan vién kinh
doanh & xay drng céc tiéu chi phandikKH, saudé € danh gia ra
chon phrong phéap phu ép voi muc tiéu CRM hén tai cia Nha may
Nhya lam plrong phap phan Bi KH.

3.2.3. Phan lai khach hang va kra chon khach hang muc tiéu

3.2.3.1. Xay gng cac tiéu chi phan I khach hang

- Tiéu chi 1: Phéan Bi KH theo gia tr KH.

- Tiéu chi 2: Phan Bi KH nhu du (theo cling laai hang muadng
nhya uPVC,ong luwn cap hayong HDPE cho cong trinttheo yéu
cau-chit lugng, gia @, mirc do bao hanh, thi gian giao hang...).

3.2.3.2.Panh gi& céc tiéu chi phan l@ khach hang va ira chpn
tiéu chidanh gia
Bang: Panh gia céc tiéu chi phan lai khach hang

Tiéu chi Uu diém Nhwoc diém
- Phan anhduoc gia ti dong| - Phai tinh todn K, chinh xac
Phan  bit | gop aia KH wi Nha may| chi phi b ra cho tng KH.
KH theo gia| Nhya. - Poi khi, dr doan gié tr tiém

tri

- bPanh giaduoc dau la KH
quan tong ma Nha may an

ning khong chinh xac, ad
dén viéc xacdinh giéa ti ciing
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“quan F¢".
- Phu kop woi triét ly 1:1.

khéng chinh xac.

Phan
KH
nhu @u

bt
theo

- Xac dinh duoc nhu éu aia
tung KH.
- Phu lyp woi triét ly 1:1

- Khéng xacdinh duoc gia ti
caa mbi KH.

- Nhu du cia KH lada ding,
Nha may Nixa khéngdu kha
ning W miat tai chinh, nhar
luc. dé phuc wu tirng KH.

- Nhu du c6 ti¢ thayddi theo
thoi gian.

Sau khida danh giauu nhroc diém aia cach phan ko KH theo
tirng tiéu chi, Nha may Nia nén chn cach phén ko KH theo gia ti
KH vi né pht kp vei triét ly va muc tiéudang tén t6i cia Nha may.

Sau khi phéan kg thanh cac nhém KHjinh ky nhan vién gén ly
CSDL KH € chy chaong trinh phéan la KH, dir liéu € duoc
truyén dén céac b phan phong ban lién quan & gitip cho cac nhan
vién nim bt dugc céc lai KH lam oo 5 phan lai dbi tuong KH dé

phuc wu.

3.2.4. Xaadinh cac hinh thic twong tac wi khach hang muc tiéu

3.2.4.1. Ni dung aia cac hat dgng twong tac

Tuong tadc nBm thu tHip cAc ngdn di lidu, cac thong tiduoc cip
nhiat mot cach liéndc, chinh xac va nhanh chong vao CSDL KH.

Cac thong tintugc cip nhit mot cach liéniic, chinh xac va nhanh
chéng vao CSDL KHDO la :

- Théng tin m64 KH (tén,dia cH, linh wrc kinh doanh, Website..).

- Kho khin aia KH trong khi tham gia cungng dch w.

- Mong mwn aia KH & haat dong cunging dch wi caa Nha may.

- C4c hinh thc khuyén khich, in chuyn dugc mongdoi...
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- Théng tin ngoi dai dién, ngroi 1anh dao, ngrdi anh hréng dén
quyét dinh mua va niing sy thich ding nhr ddng @ mua hangia ho.

3.2.4.2. Cac hinh thc twong tac

Ca4c thong tin co6 thduogc thu thip qua nhdu kénh khac nhau nh
twong tac toc tiép voi KH, quadién thaai, qua thr, fax, qua Internet
va qua phiu thu thip théng tin KH. \6i méi kénh khac nhau, chi phi
va lgi ich va i ro ciing khac nhau:

3.2.5. Xay drng cac chrong trinh tao méi quan hé véi khach
hang muc tiéu

3.2.5.1. Phan tich qui trinh plac w, cung #ng sin phdém cho
khach hang

3.2.5.2. Plxc wu kh&ch hang

Dua vao cach phandoKH ¢ trén, i ttng nhém KH riéng Nha
may Nhra c6 nhéu chinh sachubong ddi khac nhau:

* Péi véi nhoém co gia t¥ cao nhit (MVCs): Dbi véi nhom KH
hang nay, chinh sach gi&oc uu tién, kb duoc chiét khiu voi muc
cao nlit (28,5%) doanh thu fuvao thi diém ban hanging nhr qui
mo don hang; Cacalon dat hang ¢a cac cong ty nagtuoc uvu tién
giai quyét; Puoc Nha may quan tam réhi hon dén dich w sau ban;

* Péi véi nhom KH tang truéng cao nhit (MGCs): V6i nhém KH
nay, mirc chiét khiu vé gia ding duoc uu tién nhing ti 1é chiét khiu
thip hon nhém MVC khéng 3-5% doanh thdon dit hangdo;
Puoc cung ép giai phap “upselling”;Bugc Nha may thm hoi, dong
vién, gitpdd thdng qua céacid I8, tét, ...

* Poi véi nhom BZs(doanh thu thduoc khong tk bu dép cho chi
phi b ra): i v6i nhom KH nay, Nha mayaa co ntiing bién phap
manh nhr ting gia ban, gim chi phi plc w ....d¢ KH nay chugn
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sang ndt nha cung &p khac héc bién ho tro thanh niing KH sinh
loi hoac it nhit 1a hod ¥n king cach @t kiém chi phi gén ly, chi phi
van chuyén, chi phi Marketing...

* Péi véi nhdém KH ain chuyén dich (Migrators): Doi vi nhom
KH nay, Nha may Nia vin cung dp, mua bana phim mot cach
dai tra haic théng qua nhan vién ban haddi thi canh tranh, bp
thu gop y...16i nghi KH, thu thip nhitng phn hoi tir KH dé tir d6 c6
thé bién ddi ho thanh MVC, MGC hay BZs.

3.2.6.Po lwong ar thanh cong dia chwong trinh Quan tri quan
hé khach hang

3.2.6.1.Do lwong bén trong

_ Gi4 ti dat duoc tir KH.

- Khoang thyi gian tr thu nHin, xir Iy théng tindén khi ra quyt
dinh thxc hién.

- Ty & thu nkin KH.

- Ty Ié ban hang cho cunganddi tugng.

- Chi phi cho cbng tAc CRM.

3.2.6.2.D0 lwong bén ngoai

- S5 KH mi dat hang.

- Mirc d6 tin ciy caa KH ddi voi doanh nghip.

- Ty 1&€ khdng hai long ¢a KH.

3.3.PE XUAT HO TRQ CHO VIEC THUC THI CONG TAC
QUAN TRI QUAN HE KHACH HANG T Al NHA MAY NH UA
VIET HAN

3.3.1. Tao dung vin hod “hwéng dén khach hang” (chuyén tir
tri ét Iy quan tdm dén chét lweng sin phim sang quan tamdén
khach hang)
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3.3.2.PAu tw phat tri én co sé ha ting

3.3.2.1. Hoan thén ce’ cdu Marketing dinh huwéng khach hang i
Nha may Nhea Viét Han bang cach thanh éip ban Quin tri quan
hé khach hang

3.3.2.2. Tugn dung dao o nguwn nhan lyc cho Ban Qun tri
quan hé khach hang

3.3.2.3.Pau tw h¢ théng may moc thit bi

3.3.2.4.Pau tw phan mém Quin tri quan h¢ khach hang

3.3.2.5. Hach dinh ngén gy cho CRM Roadmap

3.3.2.6. Thi gian thec hign

Tom tit Phan 3

Viéc ung daing mé hinh CRM néu trén trong céng tdc CRIMNtha
may Nhra Viét Han € dem ki nhitng hiéu qua tich arc n6 khéng ch
gilp cho Nha may riim dién dlingddi tuong KH, éip trung vaading
KH muc tiéu, cé cach trc trong tac phu bp véi ting di tuong va
dua ra cac chinh sach riéng chéimhom KH. Tir ¢6 lam ting hrgng
mua @a KH, ting loi nhuan cho Nha may.

Phan 4
KET QUA VA BAN LU AN

Sy hai long @a KH 1a yéu t sbng con va la mc tiéu ma cac doanh
nghiép dang theadudi. Cung \6i sy canh tranh ngay canganh ng
trong méi taong kinh doanh, vic tim héu nhu éu KH, CRM cang
tré nén @n thiét vi thé luan van cang fu ich trong wc dé ra cac
chinh sach, chn lrgc phét trén cia doanh nglép.

Viéc thba man nhu du KH cé y nglia quan tong xuit phat tr tinh
chit tuong tac gira KH wi doanh nghip ding nhr nhitng tacdong
tich arc ma doanh nghp c6 dugc. Cu thé hon, réu doanh ngtéip
dem dén cho KH s hai long cao thi KH&tiép tuc sr dung sin
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phdm, ung b cac 4n phim dich v méi cia doanh nglép, gisi thiéu

cho doanh nghp dbi tac khac, & thanh KH trung thanhua doanh
nghiép va doanh nghp quan tri t6t mdi quan & véi nhitng KH d6

g6p phin giir vitng va giaing th phan, doanh §, lgi nhuan va \i thé

cia doanh nglgp trén th truong. DO 1a muc tiéu ma Bt ky doanh
nghiép nao éng mong mén dat duoc.

Véi dé tai “CRM i Nha may Nha — Cong ty 6 phin Pdu tr va
Sin xuit Viét Har', luan vian nghién éu cong tic CRMai Nha may
Nhya thbe Cong ty @ phin Dau tr va Sin xuit Viét Han. Ldin vian
dugc trinh bay théng qua & diéu tra, phan tich cadidiéu thu thip
dugc; Clng Wi viéc xem xét cadinh hrong, chén luoc phat trén
cia doanh nglép, luan van dua ra net 5 giai phap, kén ngh nhim
hoan thén cong taic CRM. Kt qua diéu tra nay gitp doanh ndigi c6
co hoi hiéu ré bon V& coéng tac quanéhKH hién tai tai doanh nghiip
minh dé tir d6 c6 @ s nang cao cit lvong hait dong va hoan tién
hon nira céng tac gin tri KH nham giir chan niing KH c6 gia tr
trong moi trrong kinh doanh Bin tai.

M6t 1an nira, t6i xin chan thanham on sr huéng din tn tinh dia
thdy gido TS. Ngugn Thanh Liém va cac co chd, anh tPhong
kinh doanhda gilpda téi trong véc hoan thanh in vin nay.



