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LOI MO DAU
1. Ly do chon dé tai

Trong nhiing nim gan day, hoat dong nhap khau hang héa tir Trung Qudc vao Viét
Nam ngdy cang phat trién manh mé va chiém ty trong quan trong trong thwong mai. Véi
loi thé vé gia ca, ngudn hang phong phi, quy mé san xuat 16n va kha ning cip nhat xu
huéng nhanh, hang héa Trung Qudc khong chi phuc vu nhu cau tiéu ding ma con tré
thanh ngudn cung chu yéu cho nhiéu ca nhan, ho kinh doanh va doanh nghiép tai Viét
Nam.

Cung véi su phod bién ciia cac nén tang thuong mai dién tor Trung Qubc nhu
Taobao, 1688 va Tmall, nhu cau dit hang, mua hd va van chuyén hang hoéa Trung — Viét
ngay cang ting. Pay 1a co hoi phét trién cho MIB GROUP, nhung ciing tao ra ap luc
canh tranh 16n khi khach hang c6 nhiéu lya chon va yéu cau cao hon vé gia ca, toc do
xu 1y, chat luong tu van va do tin cay cua dich vu.

Trong bi canh dé, hoat dong ban hang ca nhan giit vai trd quan trong trong viéc

tiép can, tu van, thuyét phuc va duy tri méi quan hé véi khach hang. Déi véi linh vuc
logistics Trung — Viét, nhan vién ban hang khong chi gidi thiéu dich vu ma con can giai
thich quy trinh dat hang, bao gia, x{r Iy thdc mac va tao niém tin cho khach hang trudc
khi ho quyét dinh sir dung dich vu.
Trong thoi gian thyc tap tai Cong ty TNHH Pau tu va Kinh doanh Quéc té MIB GROUP
v6i vi tri thuc tap sinh kinh doanh, tac gia da truc tiép tham gia vao qué trinh tim kiém
khach hang, tiép can, tu van va hd tro chét don. Qua quan sét thuc té, tic gia nhan thay
cong ty hién dang trién khai hoat dong ban hang chu yéu thong qua cac kénh truc tuyén
nhu Facebook, hoi nhom va tuong tac véi khach hang tiém nang. Tuy nhién, hiéu qua
ban hang van con mot s han ché khi lvong khach hang tiép can twong ddi 16n nhung ty
1¢ chuyén dbi thanh don hang chua cao. Mot s6 khach hang chua thuc sy phit hop hodc
chua c6 nhu ciu rd rang, trong khi ndi dung tiép can va k¥ ning tu van chua tao duoc
sttc thuyét phuc di manh.

Tur thyc té trén, viéc nghién ctru va dé xuét giai phap hoan thién hoat dong ban
hang c4 nhan tai MIB GROUP 14 can thiét nhim nang cao hiéu qua chuyén d6i khach
hang, taing doanh sb va cai thién nang lyc canh tranh. Vi vay, tac gia lya chon dé tai:
“Giai phap hoan thién hoat dong ban hang c4 nhén tai Cong ty TNHH Pau tu va Kinh
doanh Quéc té MIB GROUP”.



2. Muc tiéu nghién ciru

Pé tai duoc thue hién nham phan tich thuc trang hoat dong ban hang ca nhan tai
Cong ty TNHH Pau tu & Kinh doanh Quéc té MIB Group. Trén co s& d6, dé xuit mot
s6 giai phap nham hoan thién hoat dong ban hang c4 nhan tai cong ty.
3. Pdi twong nghién ciru
a. D6i twong nghién ciru cia dé tai
- Péi tuong nghién ctru: Hoat dong ban hang ca nhan ddi voi mang dich vu mua ho
hang hoa Trung Quéc — Viét Nam tai Cong ty TNHH Dau tu & Kinh doanh MIB Group.
b. Pham vi nghién ctru
- Pham vi ndi dung: Nghién ctru tap trung vao hoat dong ban hang ca nhan tai Cong ty
bao gém cac ndi dung: quy trinh ban hang, phuong thirc tim kiém va tiép can khach
hang, k¥ nang tu van — thuyét phuc va kha nang chuyén dbi khach hang. Trén co s& do,
dé xuat giai phap hoan thién hoat dong ban hang c4 nhan tai cong ty.
- Pham vi khong gian: Tai Cong ty TNHH Dau tu va Kinh doanh Quéc té¢ MIB GROUP,
try so tai 630-632 dudng Ngo Quyén, quan Son Tra, Thanh Phb Pa Nang.
- Pham vi thoi gian: Céc s6 lidu va thong tin dugc thu thap tir giai doan 2023 — 2025
4. Phwong phap nghién ciru
a. Phuong phap thu thap
- Thu thap dir li¢u thir cép: Téng hop tai li€u tur sach, gido trinh, bdo cao khoéa luan khac
va bao cdo ndi bo cia MIB Group.
- Thu théap dir liéu so cép: Thuc hién quan sat thuc té trong qua trinh thuc tap tai cong
ty MIB Group.
b. Phwong phap phan tich va tong hop
- Str dung cac dir li¢u thu thap dugc dé phan tich bién dong doanh thu, co céu lao dong
va thyc trang quy trinh ban hang tai cong ty, tir d6 tong hop va dua ra nhan xét.
c. Phwong phap dé xuét giai phap
- Dya trén phan tich thyc trang va céc han ché, tac gia dé xuat giai phap cu thé, kha thi,
phtt hop véi dinh huéng phat trién ctia cong ty MIB Group.
5.Y nghia cia dé tai

Dé tai gop phan 1am rd nhitng han ché trong hoat dong ban hang ca nhan tai Cong

ty TNHH Pau tu & Kinh doanh Quéc t& MIB Group. Ttr d6, dé xuit cac giai phap giup



cong ty nang cao hiéu qua tim kiém, tu van va chuyén d6i khach hang, gop phan ting
doanh thu va nang cao nang luc canh tranh trong nganh logistics Trung — Vi¢t.
6. Két cau dé tai

Dé tai duoc chia thanh ba chwong chinh véi cic ndi dung nhu sau:
CHUONG 1. CO SO LY LUAN VE HOAT PONG BAN HANG CA NHAN
CHUONG 2. THUC TRANG HOAT BDONG BAN HANG TAI CONG TY TNHH
PAU TU & KINH DOANH QUOC TE MIB GROUP
CHUONG 3: BE XUAT MOT SO GIAI PHAP HOAN THIEN HOAT PONG BAN
HANG CA NHAN TAI CONG TY TNHH PAU TU & KINH DOANH MIB GROUP



LOI CAM ON

Daiu tién, em xin phép duoc gui 16i cam on sdu sic dén Giam d6c D6 Trong Anh
Vii ciing cac Anh/Chj tai cac phong ban ctia Cong ty TNHH Pau tu & Kinh doanh MIB
GROUP d3 tao diéu kién dé em dugc thuc tap tai cong ty, déng thoi lubn nhiét tinh hd
trg em trong qua trinh 1am viéc, giai dap nhitng thac mac cta em khi tim hiéu vé cong
ty dé hoan thién bo céo nay.

Em xin giri 161 cam on chan thanh dén anh Phan Tién Thanh — Truong nhom team
Challenge, nguoi da ludn theo ddi, hd trg, truc tiép dio tao, kém cip va huéng dan em
trong sudt qua trinh thyc tap tai vi tri thuc tap sinh kinh doanh.

Em xin cdm on ¢6 Mai Thi Thao Chi — Gidng vién huéng dan, ngudi da luon tan
tinh huéng dan em trong sudt ky thuc tap, cung cap nhiing kién thirc lién quan va dua
ra cac gop ¥ quy bau dé em co thé hoan thién bai bao cdo ctia minh.

Loi cudi ciing, em xin cam on Khoa Quan tri Kinh doanh ciing nhu Nha truong d
tao diéu kién dé em duoc trau doi kién thuc trong 4 nam vua qua, déng thoi tao co hoi
dé em duoc ing dung nhitng kién thirc d hoc vao thuc tién thong qua dot thuc tap nay.

Trong qua trinh thuc tap, mic du em di c¢b gang hoc hoi tir cac Anh/Chi trong cong
ty, tiép thu sy hudng din cua giang vién va tham khao nhiéu tai liéu khac nhau, tuy
nhién bai bao cdo van khoé tranh khoéi nhirng thiéu sot. Vi vay, em rét mong nhan duoc
su thong cam va nhitng nhan xét, gop y tir quy thay co dé bai bao cdo duoc hoan thién
hon.

Em xin chan thanh cam on!
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CHUONG 1. CO SO LY LUAN VE HOAT PONG BAN HANG CA NHAN
1.1. TONG QUAN VE HOAT PONG BAN HANG
1.1.1. Khai niém ban hang

Bén hang 14 hoat dong kinh té nham ban duoc hang hoa ciia nha san xuét cho tat
ca cac doi twong tiéu dung khac nhau trong x hoi. Tuy nhién do cach tiép can khac
nhau, muyc dich nghién ctru khac nhau nén trong thuc té c6 nhidu quan niém khéac nhau
vé ban hang.

Theo Philip Kotler thi “Ban hang 1a mot hinh thirc gi6i thiéu truc tiép vé hang hoa,
dich vu thong qua su trao d6i, trd chuyén véi ngudi mua tiém niang dé ban duoc hang”.

Theo James M. Comer dinh nghia “Bén hang 1a mt qua trinh trong d6 ngudi ban
kham pha, goi tao va théa man nhitng nhu cau hay uéc mudn ctia ngudi mua dé dap tng
quyén loi thoa déng, 1au dai cta ca hai bén”.
Nhu vay, du c6 su khac biét trong dién dat va pham vi, nhung cac quan niém trén ciing
c6 nhiéu nét twong ddng. Va vai cac cach tiép can trén, ta co thé hiéu: Ban hang 1a mot
qua trinh nguoi ban hang khong chi don thuan dap tmg nhu cau, mong mudn cua ngudi
mua ma bao gém cac giai doan tim hiéu, kham pha nhu cau, thim chi go1 tao nhu ciu
sau d6 mé&i dap tmg nhu cau cta ngudi mua.

Ban hang ca nhan hay con thudng dugc goi 13 ban hang truc tiép.

1.1.2. Vai tro cua ban hang

Ban hang c4 nhéan 13 ciu ndi ca nhan trong to6 hop truyén thong marketing tich
hop. Néu nhu quang c4o bao gdm phan 16n truyén théng phi ¢4 nhan véi cac nhom tiéu
dung 16n thi ban hang ca nhan lién quan dén twong tac ca nhan giita nhan vién ban hang
va khéach hang. Véi sy phat trién cta cong nghé ngay nay, ban hang c4 nhan khong chi
g61 gon trong hinh thirc mat ddi mat ma co thé thyuc hién qua di¢n thoai, qua email, qua
website hay cac mang xa hoi.
- Ngoai chirc ning ban hang, ban hang truc tiép con c¢6 3 vai trd quan trong:

e Lién két doanh nghiép véi khach hang: luc lwong ban hang 1a méi lién két quan
trong gitta doanh nghi€p va khach hang. Nhan vién ban hang 1a nguoi dai dién
cho doanh nghiép dé giao dich véi khach hang. Déng tho1, ho con dai dién cho
khach hang truéc doanh nghiép.



e Phéi hop Marketing va ban hang: ban hang truc tiép chinh 1a két qua hiru hinh cta
t6 hop Marketing. B4 phan ban hang 12 dau mdi tiép xuc v6i khach hang: nhiing
ngudi thue nam thong tin thie té vé khach hang, thi trudng va ddi thu canh tranh.
Do d6, néu bd phan ban hang két hop chit ché vdi cac b phan Marketing khac
thi doanh nghiép s& c6 nhiéu loi thé trong viéc tao ra gia tri cho khach hang.

e Quan ly quan hé khach hang: luc lugng ban hang dong vai trd quan trong trong
xdy dung quan hé khach hang. V&i nhiéu khach hang, ngudi ban hang chinh 1a
doanh nghiép. Do d6, néu khach hang c6 mdi quan hé tot voi nhan vién ban hang,
ho ¢6 thé tré nén trung thanh véi doanh nghiép va san pham ma nhén vién d6 dai
dién. Cac hoat dong ctia ban hang tric tiép bao gdbm tu van, ban va cham soc sau

ban gitp nhan vién ban hang hinh thanh va quan 1y mdi quan hé véi khach hang.

1.2. BAN HANG CA NHAN
1.2.1. Khai niém ban hang ca nhan

Ban hang c4 nhéan 13 qua trinh giao tiép truc tiép giita ngudi ban hang va khach
hang, qua d6 ngudi ban tim hiéu nhu cau, tu van, gidi thiéu, thuyét phuc khach hang lya
chon va mua san pham.

Ban hang c4 nhan c6 thé dugc dinh nghia 14 qua trinh giao tiép truc tiép gitra mot
nhan vién ban hang va mot khach hang tiém nang, trong d6 ngudi ban tim hiéu nhu cau
ctia khach hang va cb ging théa mén nhitng nhu cau d6 bing cach cung cép cho khach
hang co hdi mua mot thir gi d6 cé gia tri, chéng han nhu mot san phém hoac dich vu.

Theo Philip Kotler (Marketing cin ban, NXB Théng ké, 1994) “Bén hang c4 nhan
13 mot hinh thre giéi thiéu truc tiép bang miéng vé hang héa/ dich vu thong qua sy trao
d6i tro chuyén voi nguodi mua tiém niang dé ban duoc hang.

Theo tac gia James M.Comer (Quan tri ban hang, NXB Thdng ké, nim 1995), ban
hang ca nhan dugc dinh nghia "la mdt qua trinh (mang tinh c4 nhan), trong d6 ngudi
ban tim hiéu, kham pha, goi tao va dap tng nhu cau hay wdc mubn ctia ngudi mua dé
dap Gmg quyén loi thoa dang, 1au dai cua ca hai bén". Hodc theo tic gia Rene Mouliner
(K¥ thuat ban hang, NXB Van hoa - Thong tin, ndm 2004), ban hang c4 nhan dugc hiéu
1a: "Cach sdp xép, t6 chirc mot cudc thuong luong mang tinh chat xay dung, trong do,
cac bén thuong thuyét, du 13 bén mua hay bén bén, vira bao vé quyén loi ctia minh vira
¢ ging trao ddi, ban bac nham cb ging dat t6i mot sy théng nhét chung". Ca hai dinh

2



nghia trén mot mit tiép tuc phat trién, bo sung 1am rd thém nodi ham cua dinh nghia th
nhit vé ban hang ca nhan; mat khac cho thiy, ban hang ca nhan mang day du dic tinh
co ban ciia mot qua trinh marketing. Qua trinh nay dwogc bit ddu va gin lién xuyén sudt
& tit ca cac khau con lai voi mot hoat dong vO cung quan trong - hoat dong tim hiéu d6i
tac, tim hiéu khach hang.

Theo hai tac gia Hoang Trong va Hoang Thi Phuong Thdo (Quan tri chiéu thi,
NXB Théng ké, nim 1996), ban hang ca nhan dugc quan niém la: "hinh thirc giao tiép
mang tinh chon loc cao, cho phép nha tiép thi dwa cac thong diép co tinh thuyét phuc
dén cac nhu ciu cu thé ctia ngudi mua hodc ngudi anh huong dén quyét dinh mua.
Chinh vi vdy, ban hang c4 nhan con dugc goi bang mot tén khéac - ban hang truc tiép.
1.2.2. Ban chit ciia ban hang c4 nhén

Chung ta d bat ¢au nhan biét dugc nhitng diéu cbt 16i, khac biét ciia ban hang ca
nhan so véi cac cong cu truyén thong khac va so vai cac hoat dong ban hang thong
thuong.

Trudc hét, phai thdy rang ban hang c4 nhan 13 mot loai cong viéc thude vé hoat
dong marketing. Ban hang ca nhan 1a mot trong ndm céng cu co ban (4 cong cu khéc la:
quang céo, xuc tién ban, tuyén truyén va quan hé cong chung, marketing truc tiép) cta
chinh sach xtc tién hdn hgp. Chic ning co ban ctia ban hang ca nhén 1a truyén thong,
1a gidi thi¢u vé san phénﬂhe‘mg hoa dich vu ctia doanh nghiép dé tao nén sy ua thich cua
khach hang va dan dat ho di t&i quyét dinh mua hang. Tuy nhién, so véi cac cong cu
khac, dac biét 1a so vo1 quang cao, ban hang ¢4 nhan c¢6 nhitng nét dac thu:

(1) Ban hang ca nhan 14 sy giao tiép sinh dong, truc tiép va qua lai gitta hai hay
nhiéu nguoi. M&i mot ngudi tham du ¢6 thé nghién ciru tryc tiép nhitng nhu cau va dic
diém cta nhitng nguoi khac va tirc thoi co nhitng su diéu chinh giao tiép mot cach thich
hop.

(2) Ban hang c4 nhan gop phan thiét 1ap nhitng mbi quan hé hét strc da dang - tir
nhing quan hé c6 tinh chat xa giao, hinh thirc gitta ngudi ban, ngudi mua dén tinh quen
biét than thiét ciia nhitng ddi tac, ban bé va tham chi 14 anh em.

(3) Ban hang ca nhan thuc sy 1a mot qua trinh thuong thuyét, dam phén, thuong
luong binh dang gilta ngudi ban va ngudi mua. Qua trinh nay phai lay nhimg nguyén

tac cua marketing 1am nén tang va dé roi lai lam cho ban hang ca nhén tr¢ thanh cong



cu quan trong ctia marketing. Trong qua trinh thuong thuyét, dam phén gitta ngudi ban
va ngudi mua, ngudi ban dong vai tro "thuyét khach" dé ban hang. Theo ¥ nghia nay,
ngudi ban ludn 1a ngudi thuyét phuc chtr khéng phai 1a ngudi khuat phuc nguodi mua.

Mit khéc, dé thay rd hon ban chat clia ban hang ca nhan, ngudi ta ciing tién hanh
so sanh no véi nhitng hoat dong ban hang thong thudng, dic biét 1a kiéu ban hang truyén
thdng - ban hang cta nhitng mau dich vién cua thoi kinh té chi huy bao cip trude day &
Viét Nam. Su so sanh nay cho thay ban chat ctia ban hang ca nhan con duoc boc 16 qua
maot sO dac trung quan trong sau:

(1) Néu trong ban hang truyén thong ngudi ta chi cha trong dén viéc giao hang va
thu tién, nguoi ban khong can dé y, khong can quan tim sin soc khach hang thi nguoc
lai, trong ban hang ca nhan, nguoi ta cha trong dén giao tiép va "rao hang". Diéu . nay
cling hoan toan phu hop véi nhiing dtic két 1au nay cua ching ta rang "vira ban vira rao
méi dit hang".

(2) Néu trong ban hang truyén théng, nguoi ban hang chi thu dong chd doi yéu cau
tir phia khach hang thi ngugc lai, trong ban hang c4 nhan, nguoi ban hang luoén dong vai
tro chu dong tiép xuc téi khach hang. V&i phuong thitrc ban hang ca nhn, cho du la
trong khung canh cta mot cira hang hay siéu thi, ngudi ban ludn té ra 4n cin niém no
v6i khach hang, chu dong tiép can v6i khach hang ngay tir khi ho vira bude vao cira
hang, nguoi ban hang phai don tiép ndng nhiét tat ca moi ngudi bude vao ctra hang bat
ké 12 ho c6 phai 1a ngudi mua hay khong. Hon thé nita. v6i phong cach ban hang ca
nhan, hang ngay doi quan ban hang cua cac doanh nghiép thudng xuyén c6 mat & khip
moi noi trén thi truong, dén véi ting khach hang, tai dia diém lam viéc ctia ho dé chao
ban hang hod. Chang han: chiing ta c6 thé thiy cac trinh dugc vién dén véi cac bénh
vién hay cac nha thudc, nhitng nguoi chao ban vat liéu xay dung dén véi cac chi dau tu
hay l4n 16i tai chan cong trinh dé chao ban hang hoa vé6i cac chu thau, nhitng nhan vién
ban hang ciia cac cong ty du lich téa di khap cac co quan, to chirc, trudng hoc dé chao
ban céc tour du lich trudc mdi mua du lich.

(3) Néu trong ban hang truyén thong, ngudi ban hang chi dap tmg nhu cau dinh
san tir phia khach hang thi ngugc lai, trong ban hang c4 nhan, ngudi ban hang khong chi
dap ung nhitng nhu cau dinh sin ma con goi tao va dap tmg nhu cau, uéc mudn moi.
Chang han, tai mot cira hang ban gidy, néu theo phong cach ban hang ca nhan, nguoi

ban hang sau khi ban dugc gidy con duoc huan luyén dé biét cach goi ¥ ban dugc nhitng
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mon hang khac di kém véi gidy nhu: tat, xi danh gidy, ban chai danh gidy. Tham chi,
bang nhitng k¥ ning ban hang diéu luyén, bang nhiing 16i chao hang day stc thuyét
phuc, di vao long ngudi trén co sé thiu hiéu dén "chan to, k& toc" nhu ciu cua khach
hang, trén co sé dam bao nguyén tic binh ding, hai bén cliing c6 1oi, ngudi ban hang con
c6 thé bién mot ddi trong tir chd hoan toan khéng c6 v dinh mua dén chd mua mot hang
hoa nao d6 dang dugc bay ban tai cira hang. Hon thé nita, bang tit ca nhing cai do,
ngudi ban hang c6 thé bién mot d6i twong tir chd mua mén hang nay dén chd tiép tuc
mua mén hang khac cuia cong ty, tir chd mua hodc chua mua dén chd s& mua va tiép tuc
tr¢ thanh khach hang trung thanh, chung thiy ctia nguoi ban, cua ctra hang va cia cong
ty.

(4) Néu trong ban hang truyén théng, ngudi ban hang chi hanh dong mot cach may
moc, don di€u, it sang tao tham chi 1a chi hét strc thd o va lanh dam thi nguoc lai, trong
ban hang ca nhan, ngudi ban hang hanh dong mot cach nghé thuat, day stc sang tao.
Thiét nghi ring, ba dic trung dau ctia ban hang ca nhan di da cho ching ta thay 13 rang
n6 1a mot nghé thuat. Tuy nhién, dé hiéu rd thém dic trung nay, co thé ké ra day mot vai
dau hiéu vé tinh nghé thuat ctia ban hang ca nhan nhu: P6 13 qua trinh van dung diéu
luyén kién thirc ctia nhiéu linh vuc khac nhau vao trong cong viéc ban hang; Cac hoat
dong chao ban hang héa hét sirc uyén chuyén va linh hoat theo timg ddi twong ngudi
mua va bién doi thich hop theo ting khong gian va thoi gian cy thé ciia qua trinh mua
va ban; Cac hanh dong trong ban hang c4 nhan déu dugc tién hanh mot cach khon ngoan,
khéo 1éo, muu luwge va muu meo; Ban hang ca nhan 1a mot ngh¢ thuat nhung khong phai
1a "4o thuat".

(5) Cubi cung, mot nét ban chit nira ctia ban hang c4 nhan can duoc nhan thie 13
ban hang ca nhan dugc quan niém 13 hoat dong giao dich dé tiéu thu hang hoa/ dich vu
ctia doanh nghiép (nha san xuat), do chinh doanh nghiép tién hanh chtr khong phai do
céc t chirc trung gian phan phdi thyc hién (ngudi ban budn hoic cac t6 chirc ban 18).
Tuy vay, & ddy ciing can luu y rang, 1y thuyét ban hang hoan toan cé thé ap dung cho
cac cong ty thuong mai va trd thanh vii khi quan trong dam bao cho mot trong nhitng

hoat dong chinh yéu nhat cta loai hinh cong ty nay dat dugc sy thanh cong.



1.2.3. Muc tiéu ciia ban hang ca nhan

Nhitng muyc tiéu cta ban hang truc tiép co thé theo hudng tao nhu cau hay theo
huéng xay dung hinh anh. Mic du nhiéu cong ty quan tim dén viéc thong tin, nhic nho

va x4y dung hinh anh nhung muc tiéu cha yéu van 1a hudng khach hang dén véi san

pham.

- Cac muyc tiéu ctia ban hang truc tiép duoc trinh bay trong bang sau:

Bang 1.1. Muc tiéu ciia ban hang truec tiép

Loai muc tiéu

Muc tiéu cu thé

Huwdéng
theo nhu

cau

Hudng
theo hinh

anh

Thong tin

Thuyét phuc

Nhic nho

Nganh va
cong ty

— Trinh bay day du tat ca thudc tinh ciia san pham.
— Giai thich céc thic mac.

— Khao sét chi tiét hon cac van dé c6 thé phat sinh.
— Phan bié¢t nhitng thudc tinh cua san phém so voi1 canh
tranh.

— Thay doi quyét dinh mua cta khach hang.

— T6i da héa s lwong ban trén cac mdi quan hé xay
dung duoc.

— Ban san pham dong bo.

— Xoa dju sy bat man cua khach hang.

— bPam bao giao hang déu dan, 6n dinh.

— Tiép tuc phat trién quan hé sau khi khach hang da
mua.

— Phat trién quan h¢ khi sép 18p lai viéc mua.

— Lam khach hang yén tam dé tiép tuc mua.

— Tao hinh anh t&t vé sy hién dién cta nhan vién ban
hang.

— Tao su chép nhén cho cac hoat dong ban hang.

— Tao su tin cay cho khach hang va cac gidi khac.

1.2.4. Yéu cau ddi v6i ban hang ca nhan

bé thuc hién cac nhi¢m vu trén, mot nhan vién ban hang doi héi c6 nhirng hiéu

biét sau dé co thé thong tin va thuyét phuc khach hang:




- Hiéu biét vé san pham: Hiéu rd vé san pham, dic diém, tinh ning, céng dung,
chat luong san pham.

- Hiéu biét vé doanh nghiép: Hiéu rd vé ngudn gdc cua doanh nghiép, lich si, triét
1y kinh doanh cua doanh nghiép.

- Hiéu biét vé khdch hang: Hiéu rd dic diém, dong co, nhu cu cta khach hang.

- Hiéu biét vé thi trieong va doi thii canh tranh: Dac diém vé tdp quan mua ban cua
thi truong. Piém manh, diém yéu ctia d6i thu canh tranh trén thi truong.

Ngoai ra nhan vién ban hang can phai c6 phong cach, kha ning giao tiép voi khach
hang cua minh (3M: Smile: Vui v¢, Sincerely: Nhiét tinh, Speed: Nhanh nhen).
1.3. QUY TRINH BAN HANG CA NHAN

Qua trinh giao tiép v4i khach hang cua nguoi ban hang dugc chia thanh cac giai
doan khac nhau. Mdi giai doan d6 déu c6 nhitng ndi dung va yéu cau k¥ ning cu thé.
Nguoi ta co thé phan chia hoat dong nghé nghiép theo cong nghé ban hang ma mdi
ngudi ban hang chuyén nghiép phai tuan theo. Theo d0, qui trinh ban hang gdm céc giai
doan co ban sau day:

- Giai doan tim kiém khach hang tiém ning

- Giai doan chuén bj tiép xuc

- Giai doan nhan dang nhu cau va van dé

- Giai doan trinh bay va biéu dién

- Giai doan xtr ly phan tng cia khach hang

- Giai doan thuong luong

- Giai doan két thic ban hang
1.3.1. Giai doan tim kiém khach hang tiém ning

Sy thanh cong hay thit bai cia ngudi ban hang phu thudc vao kha ning tiép can
va ngudn khach hang tiém ning ma ho c6 thé khai thac dugc. Ngudn khach hang tiém
nang nay khong c6 dinh ma ludn ludn thay d6i. Péi voi nguoi ban hang chuyén nghiép
ho ludn can phai c6 mot ngudn du trir danh sach cac khach hang tiém niang. D6 1a nhiing
ngudi c6 nhu cau vé cac san pham. Mudn c6 thém nhiéu khach hang tiém ning méi,
ngudi ban hang can phai chi dong qua trinh tim kiém ctua minh. N6i mét cach khac,
ngudi ban hang can phai ning dong va tich cuc hon trong giao tiép xa hoi. S6 luong

khach hang tiém ning phu thudc vao cac cudc gip g, tiép xtc trong quan hé cong chiing
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ctia ngudi ban hang. Cang gip g& nhiéu ngudi, s& cung ¢b thém nhiéu co hoi tét dé chao
ban san pham va c6 thém danh sach khach hang tiém ning méi. Vi vay, 1a ngudi ban
hang chuyén nghiép ho can phai xem viéc tim kiém khach hang tiém ning 1a cong viéc
thudng xuyén, lién tuc. Viéc tim kiém khach hang tiém ning mubn mang lai hiéu qua
thiét thuc phai trai qua 5 budc sau day:

- Bué6e 1: Lap danh sach khach hang tiém ning

- Budc 2: Chon loc

- Bué6c 3: Ghi lai thong tin va sdp xép cudc hen

- Bué6c 4: Thiét 1ap cudc hen

- Budce 5: Luu trir thong tin

* Ngudn khach hang tiém ning;

Nguon khach hang tiém niang cua ngudi ban hang rat phong phti. Ho ¢ thé tim
kiém tir nhitng nguén chua yéu sau day:

- Tir méi quan hé cd nhan san co:

Nguon nay bao gom nhitng ngudi ma nguoi ban hang 6 mdi quan hé quen biét tir
trude. PO 13 ngudn khach hang tiém ning co6 thé dé& dang tiép cin nhat do tinh cam va
su tin tudng von co.

Nguoi ban hang s& thiy dé dang hon trong viéc tim kiém va tiép xtac voi khach
hang tiém ning trong phan doan thi trudng sin ¢ ciia minh.

+ Nguoi than, rudt thit: vo, chéng, anh chi em, quan h¢ ho hang, dong toc.

+ Ban bé dong nghiép, cong s

+ Nhiing nguoi trong ciu lac bd, nhom sinh hoat cong dong.

+ Ban bé va nguo1 quen cii

+ Nhitng ngudi trong ton gido, hoat dong thé thao, vin héa xa hai.

- Théng qua méi quan hé cd nhdn dé dwoc gidi thiéu.

Pay 14 nguon tim kiém khach hang tiém ning vé lau dai ciia ngudi ban hang. Thong
qua cic mdi quan hé ca nhan trong cac linh vuc khic nhau dé duoc gidi thiéu lam quen
v6i khach hang tiém ning. Néu ngudi gidi thiéu cang cé uy tin va do tin cdy cao véi
ngudi duoc gidi thidu thi kha nang tiép xiic va thuyét phuc s& cang cao hon.

+ Pong nghiép ctia ngudi than.

+ Ban be¢ cili, mdi cua nguoi than.

+ Ban bé, nguoi than cta khach hang thuc té.



+ Cac mdi quan hé xa hoi.

+ Cac mdi quan hé c6 anh huong...

- Tiép xiic truc tiép voi nhitng nguoi khong quen biét.

Tiép xtic v6i nhitng nguoi khong quen biét 1a phuong thirc quan trong dé tim kiém
ngudn khach hang tiém ning. Day ciing 13 mot thir thach thuc su dé rén luyén k¥ ning
ban hang va nang cao tinh chuyén nghiép ctia doi ngti nguoi ban hang. Ngudi ban hang
c6 thé tim kiém ngudn khach hang tiém ning nay bang nhiéu cach:

+ Chu dong goi dién cho nhitng nguoi chua quen biét dé gip g& va gidi thiéu vé

ban than, cong ty va san pham.

+ Chu dong tiép xtc voi nhitng ngudi quen biét cia khach hang thuc té.

+ Chu dong giao tiép véi cac cong sd, cac nhan vat c6 anh huong 16n.

+ Thuyét trinh trudc cong chiing theo ké hoach...

- Tim kiém trén cdc phwong tién truyén théng dai chiing nhw: bédo chi, internet,

mang noi bg, nién giam thuwong nghiép...

* Chon loc khdch hang tiém ning

Khong phai tit ca nhitng nguoi tiép xtic déu co thé tré thanh khach hang tiém ning
clia nguoi ban hang. Vi vay, can thiét phai thu thap ddy du cac thong tin vé ho va c6 qua
trinh chon loc. Muc dich ctia hoat dong nay 13 ngudi ban hang tim kiém duoc nhiing
khach hang tiém ning du tiéu chuéan.

Nhiing tiéu chuan ctia mot khach hang tiém nang da trinh bay ¢ phan trén bao gdom:
C6 nhu cau vé san phém; C6 kha nang tai chinh dé mua san phém: Thudc dién duoc
chap nhén; C6 quyén quyét dinh va c6 kha ning tiép can.

* Luru trir thong tin vé khach hang va sip xép cudc hen

Céc thong tin vé khach hang tiém ning can dugc luu trit mot cach ddy du va cé hé
théng. Thong thudng, ngudi ban hang chuyén nghiép déu c6 thé thong tin vé khach hang
tiém nang cua minh. Trong thé thong tin can ghi 10 ho tén, tudi, dia chi lién hé, sd dién
thoai va nhitng nét chi yéu vé tinh trang gia dinh ctia khach hang....

Bang 1.2. Thé thong tin khach hang tiém ning

STT Ho va tén Ngay thang Dia chi S6 dién Tinh trang

nam sinh thoai




STT Ho va tén Ngay thang Dia chi S6 dién Tinh trang

nam sinh thoai

AN | B W

Trén co so ké hoach cong tac ciia minh va hoan canh cu thé ctia khach hang tiém
nang, nguoi ban hang 1én ké hoach cho viéc tiép xic mot cach cy thé. Ké hoach sap xép
cac cude goi va gap g& khach hang duoc xy dung theo lich tudn va tham chi theo thang
cong tac.

* Thuwong xuyén cdp nhit danh sich khdch hang tiém néing

Danh sach khach hang tiém nang 1a kho tu liéu quy gia trong hoat dong nghé
nghiép ctia nguoi ban hang. Can ludn quan sat va lang nghe dé nhan ra dugc co hoi co
khach hang tiém niang. Danh sach vé khach hang tiém ning phai luén dugc cip nhat mot
cach thuong xuyén. D6 1a hoat dong can dugc wu tién va dic biét quan trong.

1.3.2. Giai doan chuin bij tiép xiic

Chuan bi tiép xtic v6i khach hang tiém nang 1a khau rt quan trong trong qua trinh
giao tiép ctia ngudi ban hang. Cong tac chuan bi tot gitip cho nguoi ban hang hoan toan
tu tin va chi dong khi giao tiép voi khach hang, ing pho c¢6 hiéu qua véi nhitng dién
bién phat sinh va gay dung cung cb niém tin voi khach hang. Noi dung cong tac chuan
bi ctia ngudi ban hang gdm c6:

- Thiét 1ap cudc tiép xtic

- Chuan bj ho so khach hang

- Chuén bi tai liéu va trang phuc

- Chuén bi try sé va van phong lam viéc
1.3.2.1. Thiét 1ap cude tiép xuic

Sau khi tim kiém khach hang tiém ning va l1én ké hoach tiép xtic, ngudi ban hang
can phai chinh thirc thiét 1ap cudc tiép xuc. La ngudi ban hang chuyén nghiép khong

cho phép qua trinh tiép xtc dién ra mot cach tuy tién, khong co ké hoach. Vi vay, ho can
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chu dong lén ké hoach thiét 1ap cudce hen. Pé thiét 1ap cudc hen, nguoi ban hang co thé
st dung hai hinh thirc phd bién 1a tiép cin qua dién thoai va tiép can truc tiép.
* Tiép cin qua dién thoai

Tiép can qua dién thoai dé thiét 1ap cudc hen 1a phwong thirc tiép can khach hang
tiém ning rt phd bién hién nay. Dic diém co ban cua giao tiép qua dién thoai 1a:

- Khéng tiép xtic truc tiép véi khach hang.

- Cong cu giao tiép duy nhat duge sir dung 13 ngdn ngir néi.

- Khéng thé hinh dung dwgc hoan canh giao tiép cua khach hang.

- Kho hinh dung ra ngon ngit biéu cam va trang thai tim 1y ctia khach hang.

- Dé bi gian doan bat ¢t lac nao.

Tir nhitng dic diém trén, khi giao tiép qua dién thoai, nguoi ban hang cin chu y
tGi mot s6 yéu cau sau day:

- Muc dich cua tiép can qua di¢n thoai chu yéu 1a dé thiét 1ap cudc hen, chir khong
phai dé ban san pham.

- Can chuan bi t6t nhitng diéu can phai trao d6i voi khach hang qua dién thoai va
ca nhitng d6i pho trude cac phan tng tir chdi cta khach hang.

- Thoi gian tiép xtc qua dién thoai can ngan gon, ngudi ban hang can phai nhanh
chong nhén ra dic diém hoan canh hién tai ciia khach hang dé Gmg xi.

- Chu y rén luyén k¥ ndng noi trong giao dich dién thoai:

+ Chao, gioi thi€u ban than

+ Noi r0 muc dich cudc goi

+ Giong noi tu nhién, chan thanh, mach lac

+ Am luong vira du nghe, c6 ngit diéu tao an tuong va gy thién cam

+ Khong cat may trudc

+ Khong quén 161 cdm on va hen gép lai

- Khong nén giao tiép bang dién thoai vao nhing thoi diém khong c6 loi vé tam 1y

(nghi trua, dém khuya...).

* Tiép cdn truee tiép

Tiép can truc tiép 14 cach thirc giao tiép ma ngudi ban hang ddi dién, tiép xuc truc
tiép voi khach hang tiém ning. Nhitng cudc tiép xtc ndy c6 thé duge hen trude hodc co

thé dién ra dot xuat. Tuy nhién, tot hon ca 1a nén c6 ké hoach chu dong tir du. Khach
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hang tiép xuc truc tiép c6 thé 1a khach hang co quen biét, khach hang duoc gidi thiéu
hoic khach hang chua hé quen biét.

So v6i tiép can qua dién thoai, tiép can truc tiép tuy tén kém hon vé mit thoi gian,
cong sirc, nhung néu c6 du kinh nghiém thi phuong phap nay dam bao cho ngudi ban
hang c6 co hoi thanh cong rat cao. Tiép cin truc tiép 1a hinh thire giao tiép co tac dong
manh m& vao tdm 1y cua khach hang. Khach hang cam thay dugc dé cao va ton trong.
Piéu d6 1am tang hiéu qua thuyét phuc.

Tiép can truc tiép cho phép ngudi ban hang hiéu rd hon vé nhirng mong mudn va
dic diém cé tinh ciia khach hang tiém nang. Trong qua trinh giao tiép, nguoi ban hang
c6 thé sir dung tong hop cac cong cu giao tiép dé tac dong vao khach hang va ciing dé
dang c6 dugc nhitng thong tin tin cdy nhat, d& dang nhan ra hoan canh giao tiép dé co
nhitng tng xu cho phu hop.

Tiép can truc tiép tao nén hinh anh kha toan dién cta nguoi ban hang chuyén
nghiép ma tiép can qua dién thoai khong thé 1am dugc. Mit khac, néu hoan canh va dién
bién thuan loi thi ngay trong lan tiép xtic dau tién, nguoi ban hang c6 thé thuyét phuc
dugc khach hang va ban san pham. Nhu vay 1a du c6 thiét 1ap cudc hen qua dién thoai
thi tiép xuc truc tiép van 1a hinh thic giao tiép bat budc ciia qua trinh hoat dong nghé
nghiép d6i véi ngudi ban hang.

Ngoai hai hinh thirc tiép can khach hang tiém nang chu yéu néu trén, ngay nay
ngudi ta con st dung nhiéu hinh thirc khac phong phu va da dang nhu: Qua thu dién tt,
thu tay, tin nhan, 16i nhin hen qua nguoi trung gian...
1.3.2.2. Chuin bi hd so khach hang

Chuan bi ho so vé khach hang tiém nang 1a ndi dung chuan bi quan trong nhat &
giai doan ndy. Nguoi ban hang can ghi nhd: "Khéng chuén bi, nghia 1a dang chuin bj
cho sy thit bai". Ho can phai nim bat nhirng thong tin vé khach hang k¥ ludng, cu thé
va chi tiét nhat. Chi c6 thé trén co s& nhu vay, ngudi ban hang méi c¢6 kha nang tu van
va dan duy, thuyét phuc khach hang ma thai.

Trude khi giao tiép chinh thirc véi khach hang tiém ning, ngudi ban hang can nam
vitng cac thong tin co ban vé khach hang sau day:

- Ho va tén

- Tuoi tac
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- Nghé nghiép va noi cong tac

- Dia chi nha 6, s6 dién thoai lién lac

- Tinh trang gia dinh (vo chdng, con cai...)

- Nghé nghiép ctia cac thanh vién trong gia dinh

- Thu nhap ca nhan hang thang

- Mtc thu nhéap binh quan cua ca gia dinh

- P4 mua san phim ndo cta cong ty va cua ddi thi canh tranh chua?

- Nhitng dic diém tinh cach va tam Iy

- S& thich cé nhan, s& truong va s¢ doan

- Cac quan hé xa hoi

- Su hi¢u biét vé bdo hiém, trinh do hoc van

- Ton gido va tin ngudng

- Kha ning quyét dinh chi tiéu trong gia dinh

- Kha nang va diéu kién tiép can...
1.3.2.3. Chuan bi tai liéu va trang phuc lam viéc

- Vé tai liéu phuc vu cho cudc gip gd véi khach hang, nguoi ban hang can chuan
bi:

- Thé nhan vién

- Hop dong mau

- Cac tai liéu quang cdo cho san pham

- Sach va an pham vé cong ty

- Cac bang tinh toan san, cac vi du minh hoa vé quyén lgi cua khach hang
- May tinh

- Danh thiép....

Vé trang phuc va dién mao, can phai tao ra nhiing an tuong tdt dep ngay tur ban
dau voi khach hang tiém nang. Ngudi ban hang c6 thé mic dong phuc theo qui dinh cua
cong ty hodc dn mic tu do. Trang phuc khong nén cau ky qué hodc cdu tha, ludm thudm.
Can phai chi y mot cach toan dién vé ngoai hinh nhu: quan 4o, gidy dép, mii nén, trang

suc, cach trang diém...
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Mit khac, cling can tuy thudc vao déi twong khach hang tiém ning va hoan canh
giao tiép cu thé dé lwa chon trang phuc cho phi hop. Dién mao trong giao tiép phai dang
hoang, tu tin, tao 4n tuong va thién cam ddi voi khach hang.
1.3.2.4. Chuin bi tru sé va vin phong

Trong truong hop tiép xc va ban hang tai cong s ngudi ban hang can chi ¥ chuén
bi try sé va van phong lam viéc ciia minh. Yéu cau chung 14 try s& va van phong lam
viéc phai hd tro tich cuc cho viéc tao ra 4n tuong thién cam ban dau va tham gia vao
cung tng dich vu t6t nhat cho khach hang. Nhitng chd ¥ co ban ciia ngudi ban hang tai
cong so la:

- Canh quan moi truong xung quanh tru s¢

- Huéng dan giao dich cho khach hang

- C4c bang chi din va thong bao

- Trang tri noi that vin phong

- Tai liéu va diéu kién 1am viéc

- Dich vu khach hang

- Trang phuc va vin hoa giao tiép cong so...

1.3.3. Nhéin dang nhu ciu va van dé

O giai doan du cua qua trinh ban hang truc tiép, diéu c6 y nghia then chdt 1a nguoi
ban hang phai nhanh chong nhan ra nhu cau va van dé ma khach hang quan tdm. Chi ¢6
thé trén co s d6 thi nguoi ban hang mai c6 kha nang tu van va chio hang ding nhu
mong mudn cua khach hang tiém niang ma théi.

Nguoi ban hang nén tranh bi sa 1ay vao viéc trinh bay chao hang trudc khi nhan ra
nhirng nhu cau cta khach hang tiém ning. Dé 1am duogc diéu d6 nguoi ban hang can chu
¥ dén k¥ nang hoi va tra 10, trong d6 k¥ nang hoi 1a cuc ky quan trong.

Bang 1.3. Cac dang cAu héi thwong ding trong ban hang true tiép

Loai cau héi Muc dich Vi du

- Cau hoi rang budc Dung dé xac nhan hodc - Ong thyc sy quan tdm
rang budc khach hang vao | dén van dé 1ai suat chr?

mot van de
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Loai cau héi

Muc dich

Vi du

- Céu hoi dan dat

Hudng dan nhan thic ctia
khach hang

- Ong cam thay dich vu

ctia ching t6i nhu thé

nao?
- Cau héi lya chon Dé khach hang chon - Ong muén giri ky han 3
phuong an thang hay 6 thang?

- Khing dinh/ciu hoi

Thac day khach hang suy

nghi van dé do

- Chung t61 giam gia 10%

ong cam thay thé nao?

- Cau hoi goc nhon

Pé cai khach hang vao

mot vi thé nao do

- Néu chung toi giam 12%

ong hai long chu?

- Cau hoi tim thong tin

Thu thap thong tin

- Cong ty ong c6 bao

nhi€u cong nhan?

- Cau hoi do ¥

Tham do tu tuong va Cam

xuc cua khach hang

- Ong nghi sao vé 1ai suat

dang tang?

- Cau hoi xac nhan

Dé biét khach hang c6
dong y vé mot van dé

khong?

- Ong thay ¥ kién cia toi
hop ly chir a?

- Cau hoi giai toa

- bé khach hang di vao

mot van dé cu thé nao do

- Ong néi... 13 ¢6 y nhu thé

nao a?

- Cau hoi gai y

- Trinh bay mét van dé dé
khach hang suy nghi véi it

rai ro

- T6i khong cho rang 6ng

chi lo lang vé gia ca?

- Cau hoi chuyén tiép

- b€ chuyén sang van dé

khac

- Ong c6 y kién nao khac

ve van dé do nita khong?

- Cau héi ddo nguoc

- Pay trach nhiém cho

khach hang

- Thé 6ng mudn gid ca la

bao nhiéu?

Bén canh viéc nhan dang chinh xac nhu cAu va van dé nhiing nguoi ban hang
chuyén nghiép can phai tao cho khach hang nhiing 4n tugng va thién cam tbt ngay trong
giai doan tiép xtic ban dau. Piéu nay lién quan dén hang loat van dé trong k¥ ning giao
tiép cua nguoi ban nhu: Ky nang chao hoi, gidi thi¢u, cac dich vu cham séc trude ban

hang...
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1.3.4. Giai doan trinh bay va biéu dién

D4y 1a giai doan quan trong nht ciia ca mot qua trinh giao tiép cia ngudi ban hang
tryc tiép, boi vi nd cd ¥ nghia quyét dinh dén két qua va thuc hién muc tiéu ban hang.
Tuy nhién, day ciing 1 giai doan khé khin nhit vi ngudi ban hang ludn dbi dién véi
nhing phan nan, phan tng chéng dbi cua khach hang tiém ning.

Mot khi nhitng nhu cau va van dé ctia ngudi mua di duge xac dinh thi van dé tiép
theo dwong nhién 1a phan trinh bay ctia ngudi ban hang.

Vén dé dau tién 1a trinh bay céi gi? O phan trén, bang cac ciu hoi ngudi ban hang
da xac dinh dugc nhiing san pham thich hop nhat dé dap tmg nhu cau cua khach hang.
Sau khi thao luan dy du nhimng gi khach hang mudn, nguoi ban phai biét nhan manh
vao nhitng dic tinh 1oi ich nao cta san pham. Mdi san pham déu c6 thé mang lai hang
loat nhiing 1o1 ich khac nhau cho khach hang.

Tuy nhién, mdi khach hang lai quan tdm dén nhiing loi ich d6 mét cach khac nhau.
Phén trinh bay cta ngudi ban s& gitip ho thuyét phuc khach hang 1a minh d3 c6 10 giai
t6t cho nhu cau.

Vén dé quan trong & phan trinh bay 1a ngudi ban can nam rd khach hang mua
nhirng loi ich ndo va quan tdm dén nhitng dic diém nao cla san pham co thé mang lai
cho ho nhing loi ich mong muén. Can phai chi y rang, khach hang mua san pham 1a vi
nhirng loi ich ma san phim d6 mang lai cho ho. Vi vy ngudi ban hang thanh cong 1a
biét cach ghép ndi nhitng dic diém cia san pham dem ban vdi lgi ich cua ngudi tiéu
dung. Bé lam duoc diéu d6 nguoi ban hang can phai nhin vao san phdm cta minh tir
goc d6 ciia nguoi tiéu dung. Mit khac, nguoi ban hang xudt sic 13 nguoi biét dong vai
ctia nha tu van giap khach hang lya chon san phém ¢6 loi nhat cho ho. Vi vay, nguoi
ban hang can phai nghién ctru k§ ludng cac san pham chio ban ctia minh va dua ra duoc
cac giai phap hop 1y cho cac van dé cua khach hang.

Khi phan tich 1oi ich ctia san pham can chu y phan tich ¢ ca hai cip d6 1a: loi ich
co dugc tr viéc mua mot loai san phém nao do va nhiing 1oi ich c6 dugc do mua san
pham tir nha cung cép. Khi trinh bay san phdm nguoi ban hang khong nén sa da vao viéc
gidi thidu nhiing dic diém cia chung ma can cha y dén loi ich ma ching c6 thé mang

lai cho khach hang. Mot phurong phép don gian dé két néi dac diém cua san pham va loi
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ich ctia khach hang 1a khi trinh bay nguoi ban hang két hop ching bing cac cum tir sau
day:

- Diéu nay c6 nghia la...

- Piéu nay mang lai két qua 1a...

- biéu nay cho phép 6ng...

Trong trinh bay ngudi ban hang khong nén dé ngudi mua hiéu 1a nhirng van dé d6
chi c6 ho m&i n6i ma thoi; can thiét phai c6 su xac nhan va dong tinh cia khach hang.
O day, k¥ thuét dit cau hoi ciing rat quan trong.

bét cau hoi trong trinh bay c6 hai chirc nang:

- Kiém soat rang ngudi ban da thau hiéu nhitng loi ich ma ngudi mua dang tim
kiém "C6 phai day 13 thir ma 6ng dang tim kiém khong?"

- Khang dinh rang nguoi mua di hiéu nhitng diéu ma nguoi ban da noi. Nguoi ban
khong nén trinh bay dai dong va rac rdi, khong nén dung tiéng 16ng... ma can néu van
dé cho ngudi mua trinh bay va hoi. Viéc dit cau hoi cho phép ngudi ban nhiing thong
tin can thiét nham truyén thong hiéu qua va thay doi phan trinh bay cho phu hop véi
ting nguoi mua.

Mot van dé khac 1a ngudi mua rat dé dat trong viée chuyén doi nha cung cap san
pham. Ho thudng bam vao cac nha cung cip va loai san pham dang dung dé tranh cac
nguy co s& nay sinh khong tién lidu trudc dugc. Pé giam cac nguy co d6 ngudi ban hang
chu ¥ t6i thu truc tiép van dé sau:

+ Ban hang c6 dan chung: Ngudi ban soan ra mot danh sach cac khach hang hai
1ong vé tirng loai san pham va lay thu tir va 101 nhan xét ctia ho dé cung cb niém tin cho
khach hang. K¥ thuat nay rat hiéu qua vi n6 chuyén ngudi mua tir vi tri chi quan tim
dén san pham sang vi tri bi thuyét phuc rang san pham nay 1a giai phap cho van dé cua
ho.

+ Biéu dién: Biéu dién ciing s& 1am giam nguy co vi né chimg minh sy loi ich cua
san pham trén thyc té. Do 1a hinh thirc tac dong vao nhu cau ciia khach hang rt manh
m&, nhét 12 voi mit hang cong nghé - k¥ thuat.

Khi biéu dién sin phdm can chia thanh hai giai dogn:

- M6 ta tom tat cac dac diém va loi ich ctiia san pham va cach str dung chung.
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- Biéu dién sir dung san pham cuia ngudi ban. Pay 1a giai doan cuc ky quan trong.
Nguoi ban phai luyén tip thanh thao, cin phai tip trung vao nhimg loi ich co
ban ma ngudi mua quan tim va nén dua khach hang cing tham gia biéu dién.

+ Bao dam: Nhitng bao dam vé do tin cdy cia san pham va cac cam két khac cua
nguoi ban dugc thé hién trén mot diéu khoan phat cu thé khi nguoi ban trinh bay va
chao hang s& ting thém tinh thuyét phyuc va niém tin cho ngudi mua.

+ Khuyén khich mua va dung tht: Trong truong hop ngudi mua van ¢6 ¥ dinh mua
hang tai nha cung cp cii thi ngudi ban hang nén khuyén khich ho mua thir san pham.
D6 1a cach thirc khon ngoan dé lay dugc mot don dat hang nhé nham chimg minh kha
nang clia cong ty trong viéc cung cap nhitng san pham c6 chat luong cao, gia ca va dich
vu canh tranh; Tir d6 tao ra sy két ndi lau dai véi khach hang.

Trong giai doan trinh bay va biéu dién, nguoi ban hang chuyén nghiép bén canh
chu ¥ t6i k§ nang hoi va tra 10i con can rén luyén k¥ ning lang nghe chi dong.

* Ky niang lang nghe: Ky ning lang nghe 1a mot trong nhitng k¥ nang dic biét quan
trong trong giao tiép va dam phan thuong mai.

Sy thanh cong ctia ngudi ban hang khong chi do tai dn néi thuyét phuc tao nén, ma
quan trong hon nita 1a phai biét lang nghe chu dong, lang nghe mot cach chuyén nghiép
nhat. Khi chim chu lang nghe va khuyén khich ngudi khac noi, nguoi ban hang thu dugc
nhiéu lgi ich co ban d6 1a:

- Thé hién duogc sy ton trong v&i nguoi noi va théa man dugce tam 1y cua ho.

- Lang nghe nguoi khac néi diéu quan trong nhat 13 ngudi ban hang sé thu thap
dugc thong tin tir phia khach hang mot cach day du nhat; cho phép phat hién ra nhiing
nhu ciu va mong mudn cta ho. Pong thdi, qua ciu chuyén ho trinh bay, c6 thé nhan ra
nhitng suy nghi, tim tu, tham chi ca nhitng mau thudn trong tu duy, nhiing dic diém ca
tinh cuia ho duoc boc 10.

- Lang nghe mot cach chu dong va chuyén nghiép 1a mot ki niang dic biét quan
trong khi xir Iy phan ting ctia khach hang. Hay kién nhan lang nghe va khuyén khich ddi
phuong noéi, ngudi ban hang s& gitp khach hang voi di nhitng 4m tc, buc doc va phién
mudn; ngudi ban hang s& trd thanh nguoi dong cam va 1a chd duya tin cdy trong suy nghi
ctia khach hang. Qua d6 s& gay dung va cang ¢ niém tin trong ho, gitip ban vuot qua

tré ngai va thanh cong.
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- Rén luyén k¥ ning ling nghe gitip cho ngudi ban hang tim ra con dudng tot nhat
dé 16i kéo va chinh phuc khach hang, thong qua viéc phat hién ra nhiing diém then chdt
c6 gia tri, nhimg yéu t6 mang y nghia quyét dinh t6i viéc hinh thanh nhu cu vé san
pham cua khach hang.

Khi ling nghe nguoi khac noi can phai cha ¥ nhitng diém co ban sau:

- Pung voi va cit 161 cua khach hang cho du ho c6 nhitng vin dé ma ban khong

thich; hiy kién nhan lang nghe khach hang noi.

- bung véi va két luan khach hang thiéu hiéu biét hodc hiéu sai van deé.

- Tap trung moi nd lyc vao van dé khach hang dang trinh bay bang ca sy quan tim
va dong cam.

- Nhan manh sy dong ¥ va tan thanh cta minh v6i nhimg diéu khach hang néi dung
bang nhitng cau néi phu hoa nhu: Da, ding thé, tuyét voi, anh quyét dinh nhu
thé that sang sudt...

- Hay goi y dé khach hang trinh bay thém bang cach goi mé van dé nhu: Roi sao
nita, xin anh néi tiép, con nhiing van dé gi nira?...

- Hay chi y rang, khi lang nghe ban khong chi nghe bang tai ma phai str dung t6t
nhét cac ngodn ngir biéu cam phu hoa nhu: anh mat, vé mit, nu cui...

- Khi lang nghe ngudi khac néi can tranh hanh vi gay e ché va nham chan nhu:
vira nghe vira 1am viéc khac, nghe mot cach lo dénh, vira nghe vira phan tng
chbng doi...

1.3.5. Giai doan xir ly phan ing cua khach hang
1.3.5.1. Bin chit ciia phén tng

Phan tng ctia khach hang 1a nhimng biéu hién bang 151 néi hodc thai d, hanh vi ciia
ho phan nan hoic khéng dong ¥ vé nhiing van dé ma nguoi ban hang dua ra trong qua
trinh tu van ban hang. D6 chinh 13 ddu hiéu cta sy chua dugc thoéa mén trong giao tiép
va dam phan. Phan ung ctia khach hang duoc biéu hién trong ba trang thai tam 1y chu
yéu sau ddy: Chat van, lo ngai va tir choi.

* Chdt vin

Khi khach hang quan tdm dén san phiam nhung chua hiéu 16 vé lgi ich cua san
pham mang lai, diéu kién mua, hodc nhitng van dé khac, ho thudng phan tng bang cach

chat van nguoi ban hang. Day chinh 1a co hdi tot dé ngudi ban hang giai thich va thuyét
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phuc khach hang. Vi vdy, ngudi ban cé kinh nghiém thudng rat binh tinh va chuan bj
san sang cac van dé ma khach hang thac mac, chat van.

Trong giao tiép, ngudi ban hang can phai tao co hoi va khuyén khich khach hang
tiém ning trinh by nhitng diéu phan van va chua hiéu rd ctia minh. Khi tra 10i chat van
ctia ho, cn phai hiéu ding ndi dung chat vén, tap trung suy nghi k¥ cang trude khi tra
101. Mt khac, ciing can tra 101 thing vao nhitng chit van ctia khach hang, tranh vong vo,
dam bao cho khach hang duoc thoa min nhu cau khi chat van.

* Lo ngai

Lo ngai 13 trang thai tAm 1y xudt phat tir sy nghi ngo, thiéu tin tuéng cua khach
hang. Su nghi ngd ¢6 ngudn goc tir sy hiéu chua du, chua dung nhing van dé ma nguoi
ban hang trinh bay, giai thich. Trang thai tim 1y nay co thé ndy sinh trong toan bd céc
giai doan ctia qua trinh giao tiép ban hang. Tuy nhién, su lo ngai duoc thé hién rd nhat
& giai doan khach hang quyét dinh mua san pham.

Trong nhitng tinh huéng nhu vy, nguoi ban hang can phai chu ¥ lang nghe nhiing
diéu ma khach hang lo ngai, phan tich dé hiéu rd nguén gbc cua su lo ngai. Mit khac,
trong xir su, can phai t6 ra thong cam véi nhirg suy nghi, lo ngai ctia khach hang, dam
bao vai khach hang 1a minh da hiéu dang nhiing ban khoan cta ho. Tir d6, nguoi ban
hang s& giup khach hang giai téa nhitng ban khoan va lo ngai, ciing ¢d niém tin vao
quyét dinh mua san pham cua ho.

* Tir choi

Ttr chéi 1a két qua cta qué trinh nghi ngd va chat van chwa dugc giai toa, hoic 1a
chua hinh thanh nhu ciu manh mé trong khach hang. Biéu hién cta tir chi mang tinh
quyét liét hon nghi ngd va c¢6 thé duoc tra 10 truc tiép hodc né tranh.

Trude su tir chéi cia khach hang, ngudi ban hang khong duoc t6 ra bat binh hay
chan nan. Can thiét phai chim chu ling nghe, kién nhan va diéu quan trong hon ca la
phai hiéu duoc nguyén nhan cia sy tir chéi, tir 46 dua ra nhitng giai phap cu thé dé vuot
qua su tir chdi ciia khach hang.

Ciing can phai nhan manh rang, sy tir chdi cta khach hang trong mot lan giao tiép
cu thé khong ddng nghia véi viée cham dut qué trinh giao tiép ban hang. Nguoi ban
hang vin con nhitng co hoi chd doi ¢ nhimng lan giao tiép tiép theo. Diéu quan trong
nhit & day 1a phai duy tri mdi quan hé t6t dep v6i khach hang tiém ning dé nudi dudng

co hoi.
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1.3.5.2. Nguyén tic chung ciia xir Iy phan wng

* Nguwoi ban hang chuyén nghiép can cé thai do ding trude phan vmg ciia khdch
hang:

Dé c6 thé xir Iy phan Gmg thanh cong, diéu quan trong dau tién 13 can c6 mot thai
d6 khach quan va tich cuc truée phan ing ciia khach hang. Nhiéu ngudi ban hang thudng
hoang mang va t6 ra lo lang trudc nhiing phan (mg d6. Tham chi ho xem phan tng 13 su
de doa va cd ging tim moi cach chdng dbi lai theo hudng tiéu cuc. Khi khach hang phan
g, can phai c6 mot quan diém va thai do nhin nhan van dé mot cach diing dan nhat:

+ Khach hang phan tng ching t6 ho di quan tam dén nguoi ban hang dén nhiing
didu ma ngudi ban hang gidi thiéu, dén san pham ma ngudi ban hang chao ban. Do 1a
dau hiéu cta sy t6t lanh, 1a co hoi chir khong phai su de doa.

+ Ho phan ng d6 1a su phat trién tat yéu ctia tim 1y khach hang. Pa 1a nguoi mua,
ho thuong c6 nhitng phan tng ty vé xuat phat tir tim 1y bao vé tai tién va khing dinh
nang luc ban than.

+ Khach hang phan tmg 1 do ho dang tim kiém su dong cam va sé chia ctia nguoi
ban hang trudc nhitng van dé dat ra cho cong vi¢c cua chinh ho. Ho dang tim kiém su
tu van cia nguoi ban hang.

+ Mot s6 phan tmg tir phia khach hang 13 nham mudn kiém tra ning luc cta nguoi
ban hang.

- Muc tiéu co ban khi xir Iy phan tng 1a phai xay dung va phai giit gin dugc mbi
quan hé than thién va hop tac lau dai véi khach hang tiém nang dé hudng t6i muc tiéu
cudi cing. Ngudi ban hang chuyén nghiép cin phai chu dong trong xtr Iy phan tng. Can
phai nhin nhitng phan tng ctia khach hang trong trang thai van dong tich cuc nhat.

Trong qua trinh giao tiép, nguoi ban hang 14 ngudi ludn phai dwong dau véi thach
thirc d6 1a nhimg phan tng, can phai hét sirc binh tinh va khon ngoan. Ngudi ban hang
chuyén nghiép khéng duoc xem day 14 co hoi dé ching té minh va tim kiém chién thing.
Xt Iy phan tng phai dugc xem d6 1a co hoi dé hiéu rd hon vé khach hang va dung hoa
loi ich cua ca hai bén. D6 1a qua trinh tiép can 14n nhau, 14 co hoi dé xay dung mdi quan
hé than thién d6i bén va ngudi ban hang thé hién ban linh nghé nghiép ctia minh.

- Lu6n 1am chu trong moi tinh thé: Dé diéu hoa dugc cac mdi quan hé trong xir Iy

phan g ngudi ban hang can phai ludn 1am cha duge tinh thé. Ngudi lam chi tinh thé
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s& c6 thé dan dit qua trinh xtr Iy phan Gng theo hudng c6 loi nhat. Viéc 1am chu tinh thé
xem x¢€t trén hai phuong dién co ban sau day:

+ Lam chu ban than: Nguoi ban hang phai c6 thai do binh tinh, biét kiém ché cac
hanh vi mang tinh bot phat bat loi. Can thiét phai kiém soat dugc 16i néi va hanh dong
ctia minh. Khi ¢6 151, hdy vui vé nhan 15i vé phia minh, khang dinh thién chi va nhiing
diéu tét dep cua dbi phuong.

+ Kiém soat hoan canh: Nguoi chi dong trong xir Iy phan tng 13 nguoi biét phan
tich tinh hinh, du doan nhirng dién bién va kha ning c6 thé xay ra, khong bi dong trude
nhiing tinh hudng bt ngd va khong dy doan trude.

Mit khac, ngudi ban hang can phai ¢6 du ban linh va kinh nghiém dé dinh huéng
cho sy phat trién cua qua trinh nay. Ngudi kiém soat duoc hoan canh 14 nguoi hiéu rd
dugc diém manh, diém yéu cia minh va ciia ddi phuwong. Trong nhiing tinh hudng cu
thé biét xoay chuyén, 1t nguoc thé co bang cach bién nhiing diém yéu thanh diém manh,
thach thirc thanh co ho1 cia minh.

- Piéu quan trong nhét trong xur Iy phan ng 13 hiéu rd nguyén nhan ciia phan tng
C6 nhiéu nguyén nhan din dén sy phan tng cta khach hang. Ngudi ban hang phai hiéu
dung nhitng nguyén nhan ndy méi c6 thé tim ra phwong phéap xir 1y hitu hiéu nht.

V& cin ban ¢6 3 nhom nguyén nhan sau day:

+ Nhiing phan tng sai: D6 13 nhitng phan tng do khach hang chua hiéu hoic hiéu
chua day du vé nhitng diéu ma nguoi ban hang gidi thidu. Nhimng phan tng nay co thé
xuat hién boi nhitng yéu té tAm 1y bi tc ché tao nén.

+ Nhitng phan tng dung: Phan tmg cua khach hang ciing c6 thé xuat phat tir nhicu
nguyén nhan:

* Khach hang hiéu rat & nhitng khuyét tat ciia san phdm ma ngudi ban hang gidi

thiéu

* Khach hang c6 nhiing thong tin chinh x4c va cu thé vé san pham ctia d6i thii canh

tranh

* Nhitng sai sOt trong qua trinh giao tiép ctia chinh ngudi ban hang

+ Nhitng phan g dé tri hoan hoic thay cho 15i khudc tir chua san sang mua san

pham.
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1.3.5.3. K¥ nang va ngh¢ thuat xir ly phan &ng

Trude nhitng phan tng cta khach hang, k¥ ning va nghé thuat x& 1y phan tmg can
cht y vao nhitng di€ém co ban sau day:

- Khong dugc phan ung tic thi trd lai nhitng phan tmg cta khach hang, can phai
thong cam véi nhitg suy nghi cua ho, biét chim chu ling nghe va phén tich k§ cac
nguyén nhan cua phan tng.

- Néu ban c6 1561 hiy vui vé nhan 16i véi khach hang

- Pit cau hoi dé hiéu rd nguyén nhan cia phan g va tra 1oi v6i mot thai do niém
nd va cau thi

- Pdng tinh mét cach c6 diéu kién véi nhitng phan tng ctia khach hang, khong phu
nhan sach tron va khong dugc noi voi khach hang 1a sai, khong hiéu

- Néu budc phai phé phan mét diéu gi d6, ban hiy nén bat dau bang nhitng 16i khen
chan that ty day long

- Can phai c6 bang chtng cu thé va sinh dong dé thuyét phuc khach hang. Khong
nén xur 1y phan ing mot cach chung chung va qua loa, chiéu 1¢

- Pé xtr 1y phan g ciia khach hang, can chu y téi nhiing k¥ thuat co ban nhu:
Pong tinh c¢6 diéu kién; 1at nguoc thé o, lang tranh; chuyén bong cho d6i phuong...

Qua trinh xir 1y phan tng cta khach hang thudng trai qua bén budc cin ban 13:

+ Pong cam voi khach hang

+ Hiéu dung phan g va 1am rd van dé

+ Giai téa phan ung

+ X4c nhan rang khach hang d hai long
1.3.6. Giai doan thuwong lwgng

Trong nhiéu truong hop, ngudi ban hang c¢6 kha nhiéu quyén han vé diéu kién ban
hang do cong ty quy dinh. Vi vdy, viéc thuong luong c6 thé xuit hién trong quy trinh
ban hang. Ngudi ban hang c6 thé thuong lugng vé gia ca, cac diéu khoan thanh toan,
thoi gian giao hang va cac van dé khéc cua trao d6i, mua ban. Sy théa thuan c6 duge sé
tiy thudc vao can can quyén lyc va nhitng k¥ ning thwong luong cua hai bén.

Dé dam bao cho viéc thuong luong dat hidu qua, ngudi ban hang can phai chuan

bi va phan tich tt nhirng yéu t6 nhu: Nhu ciu cua khach hang, su canh tranh ma nha
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cung cip phai d6i dau, kién thirc kinh doanh ctia ngudi mua, nhirng ap lyc... Mit khac,
ngudi ban hang can cha ¥ t6i nhitng van dé sau day:

- Hay khoi dau voi gia cao nhung nén thyc té:

Khoi dau véi gia cao c¢6 thé ngudi mua sé& dong ¥ chap nhan va ciing 13 sy chuan
bi soan chd cho thuong lugng, boi ngudi mua cé tim 1y chd ngudi ban nhuwong bo dé
ban dugc hang. Tuy nhién, ngudi ban hang can phai tru tinh gidi han chip nhin cua
ngudi mua, néu khong thi s& phan tac dung va ngudi mua s& khong mudén néi chuyén
ntra.

- Tim cach nhuong qua dé c6 nhuong lai:

Doi khi ngudi ta phai nhan nhuong don gian 1a chi dé ban duoc hang. Néu nguoi
ban hang danh mot chat khoang tréng cho minh dé thuong lugng thi c6 thé dép tng
dugc nhu cau cia nguoi mua. Trong trudng hop ngudi ban hang c¢6 tham quyén, ho ¢o
thé nhan nhuong qua lai nham 16i kéo ngudi mua. Thong thudng k¥ thuat ma ngudi ban
st dung & day 1a: "Néu... Thi".

+ Néu ong c6 thé nhan hang ngay tai kho cua chiing toi, thi ching t6i ¢6 thé giam
gia ban 1 tridu dong.

+ Néu 6ng thanh toan ngay, thi chung toi s& dong ¥ giam gia 5%...

Nguoi mua ciing st dung cac ki thut thuong lwong dé tim loi thé cho minh. Vi
vay, ngudi ban can phai chii y dé tranh nhimg hau qua xau:

+ K§ thuat "Néu.. Thi": "Néu ong dong y giam gia 20% thi téi mua, néu khong thi
t61 s& tim nha cung cp khac". Trong trudng hop ndy phan Gmg thoa dang ctia ngudi ban
tly thudc vao viéc phan tich can can quyén luc tir ddu. Néu nguoi mua cd nhiéu cach
chon lya t6t hon hodic ngang bang thi nguoi ban ¢ thé nhuong bd. Néu san pham cua
ngudi ban co loi thé hon han thi nén bac bo dé nghi do.

+ K§¥ thuat "Ct ban ré 1an nay. lan sau t6i s& mua tiép". Trong truong hop nay
ngudi ban hang can xac 1ap mot cam két rd rang hodc 1at nguogc thé cd "Néu 6ng mua
lan nay véi gia d6 thi 1an sau chung toi s& giam gia cho ong". Hay nhé 14 can phai x4c
1ap mo1 quan hé 1au dai vai khach hang.

+ K¥ thuat ra don gi6 “Ong nén xem lai gi4 ca clia minh di, ching t6i da c6 bao
gi4 ctia cac nha cung cip khac va déu thap hon". Phan tmg cta nguoi ban hang lic nay

tuy thugc vao muc do tu tin. Ngudi ban hang c6 thé cho 1a ngudi mua noi xao va dé nghi
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cho xem bao gid hoac giai thich rd su khac biét vé gia cd. Néu nguoi ban hang tin chac
vao thanh cong trong qué khir thi c6 thé khuyén ho nén mua & chd ré hon.

1.3.7. Giai doan két thiic ban hang

Két thiic ban hang 13 mot giai doan rat quan trong trong qué trinh giao tiép ban
hang ctia nguoi ban hang. Khong biét két thac hodc két thiic khong thanh cong ¢ nghia
1a chua di duoc dén cai dich can phai dén. Két thuc ban hang mang ca tinh k¥ thuét va
ngh¢ thuat; vi vay, nguoi ban hang Cin phdi két thiic bdn hang dung luc. Khi khach
hang biéu 16 thai d6 dong ¥ mua, ngudi ban hang khéng nén dai dong va cham tré, boi
vi diéu d6 s& 1am phan tan tu duy va anh hudng thay doi quyét dinh mua; can phai két
thic ngay qua trinh ban hang. Mit khéc, ciing khong duoc phép két thic qua trinh ban
hang mot cach guong ép, gy bat ngd cho khach hang, tao nén su wc ché vé tam 1y va
buc bdi cho khach hang.

Pé c6 thé két thic ban hang dung lic diéu quan trong 1a ngudi ban hang can phai
theo doi dién bién tim 1y nguoi mua va nhanh chong nhan ra nhitng déu hiéu chip nhan
va san sang mua ctia khach hang. Dau hiéu san sang mua c6 thé khong xuét hién trong
sudt qua trinh chao hang ma c¢6 xu hudng 1én xudng trong thoi gian nguoi ban hang chao
hang, trinh bay va biéu dién. V& mit 1y thuyét thi ngudi ban hang nén két thuc & diém
cao cua nhu cu, nhung xéac dinh ra duoc diéu d6 1a mot kho khian. Bé xac dinh duoc
dau hiéu mudn mua, nguoi ban hang ¢ thé cin cr vao:

* Déu hiéu bang 1oi néi:

- Su thtra nhén, tdn thanh ctia khach hang vé nhirng loi ich va uu diém ma san
pham mang lai.

- Nhitng cau hoi cuia khach hang vé dich vu khach hang

- Nhirng cau hoi ciia khach hang vé kha ning mua khdi luong 16n

- Nhitng cau hoi cuia khach hang vé thu tuc, gidy to

- Nhitng cau hoi vé kha ning bd sung va thay d6i hop dong.

- Nhitng cau hoi cuia khach hang vé kha nang giam gia...

* Déu hiéu khong bang 1oi ndi:

- Gét déu tan thanh.

- Nét mat rang rd han hoan.

- Quan tAm dic biét dén hop ddng, quang cdo
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- Ngdi chom ra phia trude cham cha ling nghe nguoi ban hang trinh bay véi thai

do thich thu.

- Néu 6 ngudi thtr ba, hily quan sat thai do cua ho c6 anh hudng dén quyét dinh

mua cta khach hang nhu thé nao?

* Cdc kj thugt két thiic ban hang

Phwong phap dwong nhién: Diy 1a phuong phap két thuc ban hang mang tinh ap
dat. Khi phat hién ra diu hiéu chép nhan cua khach hang, nguoi ban hang mac nhién coi
nhu khach hang dd quyét dinh mua va thyc hién cac khau cong viée chudn bi cho quyét
dinh mua hang lay s chtirng minh thu, dién thong tin vao gidy yéu cau dat hang, 14y chir
ky...).

Phwong phap nhwong bd: Day 1a phuong phap két thiic ban hang bang cach dua
thém mot s6 loi ich cho khach hang hodc thda thuan déng ¥ vO1 mot s6 diéu kién theo
nhu cau cua khach hang

Phwong phap dit cau héi dé két thic:

- Hoi khach hang vé thoi gian giao hang

- Hoi khach hang vé s6 luong san pham mudn dat hang

- Hoi khach hang vé thoi gian va phuong thire thanh toan

- Hoi khach hang vé cach thirc giao nhan

- Hoéi khach hang vé nhu cau dich vu hd tro...

Phwong phap tong hop, so sanh: Trong trudng hop khach hang con do du va
ludng ly khi quyét dinh mua hang ngudi ban hang c6 thé dung bang phan tich téng hop
dé so sanh nhitng mat dugc va mat mat khi khach hang mua. Ngudi ban hang can tom
tat nhitng loi ich chu yéu ctia san pham trong chiao hang va nhirng thuong luong duoc
thong qua.

Phwong phap khan cau: Day 1a phuong phap két thuc ban hang bang cach tac
dong vao tam 1y, vao nhitng suy nghi tét dep va tinh cam cao thuong, mudn 1am on cho
ngudi khac dugc nhd trong moéi con ngudi. Ngudi ban hang can phai biét khéu goi vao
tam 1y va nhimg mong mudn huéng thién cua khach hang.

Phwong phap thach d6: Day 1a phuong phap thuong it duoc sir dung. Tuy nhién
v61 nhitng khach hang tiém nang tu cao, c6 tinh sy di¢n hodc vadi khach hang do du,

chan chir khi ra quyét dinh thi trong nhiing truong hop cu thé str dung phuong phap nay
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s& mang lai hiéu qua tirc thi. Tuy nhién, khi str dung phuong phap nay phai hét strc té
nhi va c6 ngh¢ thuat.

Mot khi viéc mua ban da dugc thoa thuan thi ngudi ban hang can thuc hién hai
nguyén tac: Thir nhat 13, khong dugce bdc 10 cam xtc, can két thic ban hang mot cach ty
tin va chuyén nghiép; Thu hai 13, hiy roi di ngay nhung van giit vé lich su va hen ngay
gip lai. Néu ngudi ban hang con nan lai thi ngudi mua van con co hoi thay ddi ¥ dinh
va huy don dit hang.

Giai doan cudi cing ctia ban hang 1a ngudi ban hang tién hanh theo ddi muc do
hai long cta khach hang vé hoat dong mua ban di dién ra, ké ca san pham, giao hang,
lép dat, sir dung va huan luyén st dung. D6 khong chi 1a trach nhi¢m, 1a dao duc cua
nha kinh doanh ma con 1a cach thirc khon ngoan dé thé hién tinh cam cua cong ty véi

khach hang nham thuc hién muc tiéu lau dai 1a giit khach chir khong chi 1a ban hang.
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CHUONG 2. THUC TRANG HOAT PONG BAN HANG TAI CONG TY TNHH
PAU TU & KINH DOANH QUOC TE MIB GROUP

2.1. Téng quan vé Cong ty TNHH Pau tw & Kinh doanh Quéc té MIB Group

2.1.1. Giéi thiéu chung

- Tén cong ty: Cong ty TNHH Dau tu & Kinh doanh Qudc té MIB Group
- Tén cong ty cii: Cong ty TNHH Xic tién Thuong Mai Quéc Té Bao Pen
- Tén viét tit: MIB GROUP CO.,.LTD

- Ma S6 Thué: 401812961

- Pia chi: 34 Phan Lang 5, Phuong An Khé, Thanh phd Pa Ning, Viét Nam
- Nguoi dai dién phéap luat: B Trong Anh Vil

- S6 dién thoai: 097 5102 853

- Email: baodenexpress@gmail.com

- Facebook: https://www.facebook.com/baoden.vn

- Website: https://baoden.vn/

- Ngay hoat dong chinh thuec: tir 08/02/2017

s
BRODEN

LOGISTICS

Hinh 2.1. Logo Bdo Den Logistics
(Nguon: Phong hanh chinh nhdn su)
2.1.2. Qua trinh hinh thanh va phit trién cong ty
Cong ty TNHH Pau tu & Kinh doanh Quéc té MIB Group c6 tién than 13 Cong ty

TNHH Xtc Tién Thuong Mai Quéc Té Bao Pen, dugc thanh 1ap vao nam 2017 tai thanh
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phd Da Néng. MIB Group 1a mot trong nhitng cong ty dau tién tai Pa Ning khai thac
dich vu dit hang va van chuyén hang hoéa truc tiép giita Trung Qudc va Viét Nam, nham
dap ing nhu cdu nhap hang ngay cang gia ting cua cac shop kinh doanh online va doanh
nghiép vira va nho.

Trong giai doan 2018-2019, doanh nghiép ghi nhan su ting trudéng nhanh vé quy
mé nhén su, doanh thu va sb luong khach hang. Sy phat trién manh mé cua thuong mai
dién tir d tao dicu kién thuan lgi dé cong ty mo rong hoat dong, dong thoi tich liiy kinh
nghiém trong viéc t6 chtrc va quan 1y dich vu logistics xuyén bién gidi.

Nam 2020, trudce tdc dong cua dai dich Covid-19, hoat dong kinh doanh cua doanh
nghiép c6 du hiéu chiing lai. Trudc bdi canh dé, cong ty tién hanh tai cau tric mo hinh
hoat dong va chinh thirc doi tén thanh Béo Pen Logistics. Viéc thay ddi tén goi nay danh
dau budc chuyén quan trong trong viéc dinh vi thuong hiéu theo huéng chuyén nghiép
hon.

Ttr ndm 2022, doanh nghiép budc vao giai doan mé rong quy mé va phat trién hé
sinh thai dich vu. Cu thé, cong ty thanh 1ap kho chi nhanh tai TP. Ho Chi Minh, dong
thoi trién khai cac dy an thanh vién nhu Bao Pen Cargo — chuyén van chuyén hang hoa
chinh ngach Trung Quéc — Viét Nam va BoxMo — cung cép dich vu thanh toan ho, hd
trg ngoai héi cho khach hang nhap khau.

Nim 2023, doanh nghiép tiép tuc mo rong dia ban hoat dong thong qua viéc thanh
1ap van phong chi nhanh tai TP. Ho Chi Minh va doanh nghiép lién doanh c6 tru so tai
Trung Qudc, gitp gia ting mirc d6 chii dong trong chudi cung tng. Pén nam 2024, cong
ty thanh 1ap kho chi nhanh tai Ha N1, qua d6 mé rdng pham vi phuc vu khach hang trén
toan qudc.

Dén nim 2025, doanh nghiép chinh thirc d6i tén thanh Cong ty TNHH Pau tu &
Kinh doanh Quéc té MIB Group, thé hién dinh hudng phat trién theo mé hinh tdp doan.
Cung véi do, viéc thanh 1ap kho tryc tiép tai Trung Québc tao nén tang cho su phat trién
6n dinh va bén viing trong giai doan trong tuong lai.

2.1.3. Linh viee va san pham/dich vu kinh doanh

Linh vice kinh doanh: Dich vy chinh ctia cong ty 1 cung cap giai phap nhap hang

Trung Qudc toan dién cho khach hang. Bao gom dit hang truc tiép tir cac san thuong

mai dién tir Trung Qudc va van chuyén hang héa tir Trung Quoc ve Viét Nam.
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Sdn pham/dich vu:

- Dich vu dét hang Trung Quéc

- Dich vu nhap khéu chinh ngach
- Dich vu ky gtri

- Dich vu thanh toan ho

H¢ sinh thai dw dn:

Béang 2.1. HE sinh thai du dn

Du an Chire nang chinh

Bé4o Den Logistics Pit hang va van chuyén

Bao ben Cargo Dit hang va van chuyén hang héa line chinh ngach

duong bo

BoxMo Thanh toan ho

(Nguon: Phong hanh chinh nhén si)
2.1.4. Co céu td chirc va chirc ndng, nhiém vu ciia cac phong ban

% Co cau to chirc

e Céwiin tai chinh

( ) ) ] )

[Phé G Kinh Doanh

\
( | )

. L Hurman Resource
Phé G Marketing Phé GB Lagistics Phé CB Vin Hank v e Fattrar Pha G Tai Chinh,
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Hinh 2.2. So' d6 co ciu té chive ciia MIB Group

(Nguon: Phong hanh chinh nhédn su)

¢ Chirc niang va nhiém vu phong ban
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Bang 2.2. Chirc ning va nhiém vu cia tirng phong ban

B¢ phan

Chire nang

Nhiém vu chinh

Giam doc

Quan ly va dicu

hanh cao nhét

- Xay dung chién lugc phat trién
téng thé cho MIB Group.

- Chi dao, giam sat hoat dong cua
cac phong ban.

- Quyét dinh cac van dé quan trong

vé nhan su, tai chinh va dau tu,...

B phéan Kinh doanh

Phat trién thi truong

va doanh thu

- Tim kiém, tiép can khach hang co
nhu cau nhap hang Trung Qudc.

- Tu van dich vu mua hang ho, van
chuyén Trung — Viét.

- Cham séc va duy tri mdi quan hé

v6i1 khach hang.

B6 phan Marketing

Quang b4 thuong

hiéu va dich vu

- Quén 1y ndi dung truyén thong trén
cac kénh online.

- Thiét ké hinh anh, video quang ba
dich vu.

- Trién khai cac chwong trinh

marketing thu hit khach hang.

B6 phan Mua hang

Tim nguon va dat

hang Trung Qudc

- Tim kiém nha cung cap trén 1688,
Taobao, Tmall, Alibaba.

- Pam phan gia va diéu kién mua
béan véi doi tac Trung Qudc.

- Theo dai tién d6 giao hang ndi dja

Trung Qudc.

B6 phan Cham séc

khéach hang (CSKH)

H) tro khach hang

- Nhan khéach hang dugc ban giao tu
bo phan kinh doanh.

- Tiép nhan va giai dap thac mac cua
khach hang.

- Theo doi tinh trang don hang.
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B¢ phan Chirc niang Nhiém vu chinh

- X1r Iy cac van dé phat sinh trong

qua trinh str dung dich vu.

B6 phan Logistics Quan 1y kho bdi va | - Tiép nhan, kiém dém va phan loai
hang hoa hang hoa tai kho Trung Qudc va
Viét Nam.

- biéu phéi hoat dong kho Bic —
Trung — Nam.

- Phéi hop dam bao tién do giao

hang.
B0 phan Van hanh | Diéu phdi van tai va | - Diéu phdi phuong tién van chuyén
kiém so4t chat va doi ngil tai xé.
lugng - Kiém tra chit luong hang hoa

trude khi giao.
- Xir 1y su ¢d trong qua trinh van

chuyén.

Bo phan Tai chinh — | Quan 1y tai chinh va | - Thyc hién thanh toan qudc té,
Ké toan thanh toan thanh toan hd cho khach hang.
- Quan ly thu — chi, cong ng.

- Lap béo céo tai chinh dinh ky.

B phéan Nhan su Quan tri ngudn - Tuyén dung, dao tao va phat trién
nhan luc nhan su.

- Thuc hién cong tac lvong, thudng
va ché do C&B.

- Xay dung van hoa doanh nghiép va

moi truong lam viéc.

Nhin xét: Co cau to chirc clia cong ty dugc xay dung twong d6i day du va 16 rang, phu
hop v6i dac thu hoat dong trong linh vuc mua hang hg va van chuyén Trung — Viét. Mai
bd phan dam nhiém mot chirc ning riéng nhung c6 sy lién két chit ché, hd tro 13n nhau
trong qua trinh xir Iy don hang tir khau tim kiém khach hang, mua hang, van chuyén dén
chim soc khach hang. Co cdu nay gitp cong ty ning cao hiéu qua quan 1y, rat ngin thoi
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gian xtr 1y cong viéc va han ché rui ro trong qua trinh van hanh. Ddng thoi, viéc phan
cong nhiém vy rd rang cling tao diéu kién dé nhan vién chu dong va phat trién hon trong
cong viée, lam viéc doi nhom tir d6 gop phan nang cao chét luong dich vu va uy tin cua
MIB Group trén thi truong.

2.2. Céc yéu t6 méi truwong tic dong dén hoat dong kinh doanh ciia doanh nghiép
2.2.1. Méi trwong vi mo

2.2.1.1. Khach hang

Khach hang myc tiéu ciia MIB Group chu yéu 1a hd kinh doanh online, shop ban
hang trén mang xa hoi va san thwong mai dién tr, cac kho hang, dau mdi budn si va
doanh nghiép vira va nhé c¢6 nhu cau nhap hang Trung Qudc thudng xuyén. Nhom khach
hang nay hoat dong da dang nganh hang nhu thoi trang, d6 gia dung, phy kién, qua tang
va vat tu tiéu dung, phan bd trén nhiéu tinh thanh, tap trung tai cac khu vuc c6 hoat dong
kinh doanh online phat trién nhu Ha No6i, Ho Chi Minh va Pa Nang. Khach hang tim
dén MIB Group v61 mong mubn nhap hang thuan ti¢n, tiét kiém chi phi va han ché rai
1o, déng thoi duogc hd tro tron goi tir khau tim nguén, dat hang, thanh toan dén van
chuyén vé Viét Nam. Trong hanh vi tiéu dung, khach hang chu yéu tiép can dich vu qua
cac kénh truc tuyén, thuong so sanh nhiéu don vi dua trén gia ca, muc do tu van va uy
tin. Khi c6 trai nghiém tot, khach hang c6 xu hudéng hop tac lau dai va phat sinh don
hang 1ap lai, gop phan tao ngudn doanh thu 6n dinh cho MIB Group.
2.2.1.2. Cac nha cung cép

Déi v6i MIB Group, nha cung cip khong phai 1a cac don vi cung cip nguyén vat
liéu ma 14 cac ddi tac cung tng dich vy dau vao trong chudi van hanh logistics. Cac nha
cung cip nay dong vai trd quan trong, anh hudng truc tiép dén chit luvong dich vu, chi
phi va thoi gian van chuyén cta cong ty.

Nha cung cip vén tai:

- Bao gdm cac hing tau bién, don vi van chuyén duong bd xuyén bién gidi va cac
hang chuyén phat noi dia tai Trung Quéc nhu ZTO, YTO, SF Express. Pay 1a cac d6i
tac dam nhén viéc van chuyén hang hoa tir nha cung cap Trung Qudc dén kho cua cong
ty va tir kho Trung Qudc vé Viét Nam. Nang luc va do 6n dinh cua cac don vi nay anh

huong truc ti€p dén toc do giao hang, chi phi van chuyén va mirc d0 an toan cua hang
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hoa. Tuy nhién, cong ty cling chiu rai ro phy thudc vao cac ddi tac ndy, dic biét trong
cac giai doan cao diém hodc khi c6 bién dong vé chinh sach thong quan.

Nha cung céip ha tang:

- Bao gdm cac don vi cho thué kho bai tai cac khu vuc trong diém nhu Bang Tuong,
Ha Khéu (Trung Qudc) va cac tinh, thanh phd tai Viét Nam. Hé thong kho bii dong vai
trd trung gian trong viée tap két, phan loai, kiém dém va diéu phdi hang hoa. Chét lugng
kho bai, vi tri dia Iy va chi phi thué kho anh huong dén hiéu qua van hanh va kha ning
t1 wu chi phi cta cong ty.
2.2.1.3. Cac trung gian Marketing

Cdc trung gian marketing chinh ciia MIB Group bao gom:

MIB Group st dung da dang cac kénh trung gian marketing dé tiép can khach
hang, bao gom fanpage Facebook, website chinh thirc, cac hdi nhom nhap hang Trung
Quéc. Pay 1a nhing kénh quan trong gitip doanh nghiép quang ba dich vu, xay dung
thuong hiéu va thu hut khach hang tiém ning.

Ngoai ra, doi ngii nhan vién kinh doanh va cham s6c khach hang dong vai tro 1a
trung gian truc tiép, tu van dich vy, giai dap thic mac va duy tri mbi quan hé v6i khach
hang. Trong nganh dich vu, yéu t6 con ngudi ndy c¢6 anh hudng 16n dén quyét dinh mua
va muc do hai long cua khach hang.

Bén canh d6, hé thong cong nghé ciing duoc xem 1a mot dang trung gian hd tro,
giup khach hang dé dang theo ddi don hang va nang cao trai nghiém sir dung dich vu.
2.2.1.4. Poi thii canh tranh
a. Poi thi canh tranh truc tiép:

Bang 2.3. P6i thii canh tranh truc tiép

Cong ty Vitri/ Van Poi twong San pham / Loi thé canh
phong — Kho khach hang Dich vu tranh
bai chinh

Giang Huy | Van phong tai Doanh nghiép | Van chuyén | Hé thong kho bai

Logistics | Vi¢t Nam: cong | va khach hang Trung — | 16 rang, tuyén van
bd 15 trén hang nhap Viét; logistics chuyén 6n dinh,
website; hé khau hang duong bo; hd | thong tin minh
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Cong ty Vi tri/ Van Péi twong San pham / Loi thé canh
phong — Kho khach hang Dich vu tranh
bai chinh
théng kho tai hoéa sb luong | trog nhap khau | bach, uy tin cao
Trung Qudc 16m; khach chinh ngach. | trong phan khuc
(Quang Chau, hang can van logistics.
Poéng Hung...) | chuyén on
va kho tai Viét | dinh, tuyén cd
Nam (Ha Noi, dinh.
TP.HCM).
Bach Viét | Hoat dong tai Canhan kinh | Van chuyén | Chuyén tuyén van
Group Pa Nang va cac | doanh, shop | hang hoa chuyén, tiép can
tinh lan céan; online va Trung — Viét; | khach hang online
chu yéu khai doanh nghiép | hd tro mua nhanh, dap Ung
thac khach hang | nho. hang ho theo | linh hoat nhu cu
qua kénh online nhu cau. van chuyén.
va mang ludi
dbi tac van
chuyén.

Nhan xét: Viéc ca hai doanh nghiép déu c6 kho nhin hang tai Trung Qudc va kho tai
Viét Nam cho théy muc do canh tranh truc tiép trong linh vuc van chuyén Trung — Viét
1a kha cao. Tuy nhién, MIB Group c6 loi thé ndi bat nho tru so 16 rang tai Da Néang va
mo hinh dich vu tron goi, phut hgp v6i nhém khach hang ¢4 nhéan kinh doanh va doanh
nghiép vira — nhd. Trong khi d6, Giang Huy Logistics manh vé logistics quy mé 16n va
Bach Viét Group linh hoat vé van chuyén, thi MIB Group can béng tot gitra dich vy, hd
trg trai nghi¢m khach hang, tao loi thé canh tranh bén virng tai thi truong mién Trung.

b. P6i thii canh tranh tryc tuyén ciia MIB Group: 13 cac don vi cung cdp dich vu
mua hang ho va van chuyén Trung — Viét hoat dong chu yéu trén nén tang online nhu

Facebook, Zalo, website, khong c6 cong bd rd vin phong va kho bii. Cac don vi nay
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canh tranh v&i MIB Group chil yéu vé gia dich vu va toc d6 phan hoi thong qua tu van
truc tuyén.

2.2.2. Méi trwong vi mo

2.2.2.1. Yéu t6 nhin khiu

Khach hang ctia MIB Group phén bé trén toan qudc, tap trung cha yéu tai thanh
phd 16n nhu Ha Noi, Pa Ning va H6 Chi Minh — cac do thi c6 ty 1é dan s trong do tudi
lao dong va kinh doanh online cao. Theo Tdéng cuc Théng ké (GSO), cac do thi 1on
chiém ty trong cao vé ho kinh doanh c4 thé va doanh nghiép nho. Pay 1a nhom khach
hang thudng xuyén phat sinh nhu cau nhap hang Trung Qudc phuc vu ban 1é. Viéc MIB
Group dat kho tai Ha Noi, Pa Nang va Ho Chi Minh va vian phong tai Da Nang, H6 Chi
Minh gitip doanh nghiép tiép can va phuc vu khach hang toan qubc hiéu qua.
2.2.2.2. Yéu t6 kinh té

Giai doan 2024-2025, kinh té Viét Nam ghi nhan su phuc hdi tich cuc véi céc chi
s6 vi mo 6n dinh, tao da thuan loi cho nganh dich vu Logistics xuyén bién gidi phat
trién. Theo béo co ctia Tong cuc Thong ké (GSO), tong muc ban 1¢ hang hoa va doanh
thu dich vu tiéu ding nam 2024 dat muc ting truéng an tuong khoang 10,2% so voi
nam trudce. Pac biét, BO Cong Thuong ghi nhan doanh thu thuwong mai dién tir B2C tai
Viét Nam dat mbc 26,3 ty USD vao nam 2024, duy tri tdc do tang trudng on dinh khoang
20% mdi ndm. Piéu nay thic day cac shop online, ho kinh doanh va doanh nghiép vira
—nho tang cudng nhap hang Trung Qudc. Tuy nhién, nhu cdu nhap hang mang tinh mua
vu va theo xu hudng, tao ap luc cho MIB Group vé xir Iy don 16n, thoi gian van chuyén
va kiém soat chi phi.
2.2.2.3. Yéu t6 chinh tri - phap luat

Hoat dong ctia MIB Group chiu su diéu chinh cta Luét Thuong mai dién tir, Luat
Thué Gi4 tri gia ting va cac van ban hudng ddn nhu Thong tw 219/2013/TT-BTC. Cac
quy dinh nay yéu cau doanh nghiép minh bach thong tin don hang, chi phi dich vu va
nghia vy thué (thué GTGT hang nhap khau, thué nhap khau theo tirng mat hang). Viéc
tun thu day du phap luat giap MIB Group giam rui ro phap 1y va ning cao uy tin so véi
céc don vi trung gian nho 1¢. Ngoai ra, sy thay d6i trong chinh sach thong quan va kiém

so4t chit ché tai cira khau dip cubi nam nham ngan chin hang gia, hang 1au 1a mot thach
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thirc thuong truc. Pic biét, 16 trinh chuyén di tir tiéu ngach sang chinh ngach tir nim
2026 1a yéu t6 quyét dinh sy ton vong ciia cac don vi logistics trung gian.
2.2.2.4. Yéu té cong nghé

Su phat trién manh cua thuong mai di¢n tir va cong nghé sb lam thay ddi hanh vi
khach hang. Theo Béo c4o Chi s Thuong mai dién tir Viét Nam (EBI) caia VECOM,
Thuong mai di¢n tr Viét Nam tiép tuc duy tri tde do tang trudng cao trén 25% trong
giai doan 2024-2025, dua Viét Nam tré thanh mot trong nhitng qudc gia c6 thi trudng
Thuong mai dién tir phat trién nhanh nhit khu vuc. Dic biét, theo Cuc Thuong mai di¢n
tr va Kinh té s6 (B6 Cong Thuong), ty 1é ngudi dan st dung Internet dé tham gia mua
sdm truc tuyén da dat muc trén 60%, dan dén xu hudng khach hang tim kiém, so sanh
gia va lya chon don vi van chuyén hoan toan qua cac kénh online. Piéu nay vua tao co
hoi m& rong thi trudng toan quoc, vira gia ting ap luc canh tranh gay gat, buoc MIB
Group phai dau tu manh m& vao ha tang cong nghé dé t6i vu hoa quy trinh van hanh.
Cu thé, doanh nghiép da ap dung hé théng quan tri hién dai nhu Lark Suite dé két ndi
thong tin thong sudt giita cac phong ban va chi nhanh. Viéc tng dung Lark Suite khong
chi gitip quan 1y don hang mot cach minh bach ma con ting toc d6 phan hoi khach hang
(Sale Admin, CSKH), gitp doanh nghiép thé hién sy chuyén nghiép hoéa quy trinh tir
khau tiép nhan yéu cau dén khi hang vé kho. Pay chinh 13 yéu t6 then chdt giup MIB
Group nang cao nang luc canh tranh trong bdi canh nén kinh té sé dang thay di ting
ngay hién nay.
2.2.2.5. Yéu t6 vin hoa — xa hoi

Xu hudng tiéu dung tai Viét Nam hién nay chiu anh huong rd nét tur thi truong
Trung Qudc, dic biét 1a tim 1y ua chudng hang héa c6 mau ma da dang, gia thanh ré va
bat kip xu huéng (hay con goi trend) nhanh chéng. Theo théng ké tir B6 Thong tin va
Truyén thong, Viét Nam hién c6 khoang 78 tri¢u ngudi dung Internet, trong d6 théi quen
xem Livestream ban hang da tr¢ thanh mat phén ctia vin héa mua sam hién dai, v6i hon
60% ngudi tiéu dung cho biét ho timg chét don qua cac phién tryuc tiép. Sy bung n cia
cac nén tang nhu TikTok Shop va Douyin (Trung Qudc) d3 thuc ddy manh mé nhu cau
nhap hang theo cdc md hinh "kinh doanh xu huéng" véi vong doi san pham ngan. Diéu

nay tac dong tryc tiép dén hoat dong ctia MIB Group khi khach hang ngay cang yéu cau
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khit khe hon vé tc d6 nhap hang (phai nhanh dé kip xu hudng) va gia ca phai cuc ky
canh tranh dé tdi wu loi nhuén ban I¢.

Theo khao sat vé hanh vi ngudi tiéu dung ctia B Céng Thuong, yéu t6 "thoi gian
giao hang" va "sy da dang ciia miu ma" dang dan tré thanh wu tién hang dau. Do do,
MIB Group khong chi déng vai trd van chuyén ma con phai ning cao ning luc tu vén
ngudn hang phu hop, kiém soat chit chd rui ro vé chit lvong dé bao vé uy tin cho cac
ho kinh doanh va doanh nghiép Viét Nam trong chudi cung ing xuyén bién gidi.
2.2.2.6. Yéu té tw nhién

Diéu kién ty nhién va vi tri dia 1y gidp bién gidi Trung Qudc 13 yéu t6 nén tang tac
dong truc tiép dén hiéu qua van chuyén hang hoa. Vi dudng bién gidi dat lién dai hon
1.200 km tiép giap céc tinh phia Nam Trung Qudc, Viét Nam sé hiru loi thé giao thuong
duong bo cuc ky thuan loi, gitip rit ngan thoi gian luan chuyén hang héa tir cac thi phu
san xuat nhu Quang Chau, Bang Tudng vé cac kho tap két.

Theo bdo céo tir B§ Giao thong Van tai, véi viéc hoan thanh nhiéu tuyén cao toc
huyét mach va sy cai thién ctua Chi s6 Hiéu qua Logistics (LPI) Viét Nam (dang xép
hang 43/139 quéc gia), ha téng giao thong tai cac do thi 16n da tao diéu kién t6i wu cho
cac don vi Logistics mé rong quy mo phuc vu khach hang trén toan qudc mot cach nhanh
chong va on dinh. Viéc MIB Group bd tri hé thdng kho bii tai ca ba mién Bic — Trung
— Nam bao goém Ha Noi, Pa Nang va Ho Chi Minh gitip doanh nghiép tranh duoc nhiéu
rti ro do thién tai, rat ngan cung duong giao hang tai kho dich va giam thiéu dang ké
tinh trang don u hang hoa tai mot diém.

2.3. Céc ngudn lire ciia doanh nghiép dnh hwéng dén hoat dong kinh doanh

2.3.1. Co sé vt chit

Co s& vat chat 13 ngudn luc quan trong giup MIB Group dam bao trong chudi cung
g logistics Trung — Viét. Hién nay, doanh nghiép dd dau tu hé théng ha ting dong bd

tr van phong lam viéc dén mang ludi kho bai tai cac vi tri chién luge nhu:
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Hinh 2.3. M@t 56 hinh dnh cdc kho ciia MIB Group
(Nguon: Phong hanh chinh nhén su)

% Vin phong va kho bai:

Bang 2.4. Co sé vt chit — vin phong & Kho bii

Loai Dia diém Dia chi chi tiét
hinh
Vin Pa Ning (Trusd | Tang 6, s6 630—632 Ngb Quyén, quan Son Tra,
phong chinh) Thanh Phé Da Néng.
Ho6 Chi Minh Tang 2, phong 2A, s6 36A Lé Van Huén, quan
Tan Binh, Thanh ph H6 Chi Minh.
Kho bai Ha Noi 225 Linh Nam, phuong Vinh Hung, quan Hoang
ndi dia Mai, Thanh Phd Ha Noi.
Pa Nang 34 Phan Ling 5, phudng An Khé, quian Thanh
Khé, Thanh Phé Pa Néng.
Hb6 Chi Minh 29E dudng s6 18, phudng Binh Hung Hoa A,
quan Binh Tan, Thanh phd Ho Chi Minh.
Kho bai Trung Qudc Kho Bang Tudng, tinh Quang T4y, Trung Qudc.

quoc té

(Nguon: Phong hanh chinh nhdn su)
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Nhan xét: Hé thong vin phong va mang ludi kho bai xuyén bién gidi chinh 1 loi thé
canh tranh c6t 161 giup MIB Group khang dinh vi thé trén thi trudng. Viéc so hitu kho
tryc tiép tai Bang Tudng (Trung Qudc) gitp cong ty chu dong kiém soat chat luong va
s6 lwong hang hoa ngay tir diém tap két du tién, giam thiéu ti da rai ro that lac hay hu
hong. Ddng thoi, cac kho bii cac kho tai ba mién Bic - Trung - Nam giup rat ngan dang
ké thoi gian giao hang dén tan tay khach hang. Mang lu6i rong khip nay khong chi tdi
uu héa chi phi van hanh ma con giup dich vu cua cong ty c6 mire gia cuc ky canh tranh.
Diy chinh 13 nén tang viing chic dé doanh nghiép tu tin cung Gmg giai phap logistics
toan dién va chuyén nghiép cho moi dbi twong khach hang.

b. May méc thiét bi tai vin phong Pa Ning:

Bang 2.5. May méc thiét bj tai vin phong Pa Ning

(PVT:Cii)
STT Chi tiéu S6 lwong

1 | May tinh ban 30

2 | Mayin 3

3 | Thiét bj trinh chiéu 2

4 | Tivi 2

5 | Wifi 2

6 | Banlam viéc 30

7 | Ghé lam viéc 70

8 | Ban phong bép 10

9 | Ghé phong bép 80

10 | May diéu hoa 12

11 | May quat 8

12 | Camera 7

13 | Lo visong 2

14 | Tu lanh 1

(Nguon: Phong hanh chinh nhdn su)
Nhan xét: Hé thong co s& vat chat cia MIB Group nhin chung dap tng day du cac diéu
kién can thiét cho hoat dong nghiép vu cua mdt chuyén vién Sale Logistics. Tai don vi,

ngoai trir cic bo phan chuyén trach khac duoc cung cip may tinh dé ban ¢ dinh, doi
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ngil nhan vién Sale duoc khuyén khich sir dung Laptop ca nhan dé toi wu hoa tinh linh
hoat trong viéc di chuyén, gip g& khach hang va xtr Iy don hang moi lic moi noi. Su
phan bd nay khéng chi dam bao hiéu suit cong viéc ma con phu hop véi dic thu cong
viéc nang dong cua bo phéan kinh doanh, déng thot tdn dung tdt ha téng Internet toc do
cao va khong gian 1am viéc hién dai tai van phong. Bén canh d6, cong ty con hd tro nhan
vién dugc bita an nhe mién phi tai bép dn, cac thiét bi can thiét trong sinh hoat ngoai gid
lam viéc.

2.3.2. Ngudn nhén lyc

Bang 2.6. Quy md va co ciu lao ddng ciia cong ty giai doan 2023-2025

Chi tiéu Niam 2023 Nim 2024 Nim 2025

S6 lwong | % |S6lwong | % |S6lwong | %

1. TONG SO LAO PONG 60 100 85 100 105 100

2. Giéi tinh

- Nam 11 18,3 18 21,2 28 26,7

- Nit 49 81,7 67 78,8 77 73,3

3. Trinh d hoc vén

- Pai hoc 36 60 48 56,5 62 59

- Cao déng 13 21,7 15 17,6 19 18,1

- Trung cap 5 8,3 10 11,8 13 12,4

- Trung hoc pho thong 5 8,3 11 12,9 11 10,5

(Nguén: Phong hanh chinh nhén si)

Nhin xét:

Vé quy mb lao ddéng: Quy mé lao dong cua MIB Group c6 xu hudng ting lién
tuc trong giai doan 2023-2025. Tong sb lao dong tang tir 60 ngudi nam 2023 1én 85
ngudi nam 2024 va dat 105 nguoi nam 2025. Piéu nay cho thay cong ty dang mé rong
quy md nhan sy nham dap tmg nhu cau phat trién hoat dong kinh doanh va van hanh
dich vu logistics.

Vé co ciu theo giéi tinh: Co ciu lao dong theo gidi tinh tai MIB Group c6 su
chénh 1&ch 15 rét, trong d6 lao dong nit ludn chiém ty trong cao hon lao dong nam. Cu

thé, ty 1€ lao dong nir chiém 81,7% nam 2023, 78,8% nam 2024 va 73,3% nam 2025.
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Trong khi d6, ty 1& lao dong nam tang dan tir 18,3% 1én 26,7% trong cung giai doan. Su
thay doi nay cho thay cong ty van duy tri lyc luong lao dong nir 14 chi yéu, dong thoi
¢ xu hudng bo sung thém lao dong nam dé phuc vu cac vi tri lién quan dén véan hanh,
kho bai hodc cac cong viéc can strc khoe va tinh k¥ thuat cao hon.

V& trinh d hoc van: Ngudn nhan luyc ciia MIB Group c6 trinh d6 hoc vén twong
dbi tot khi nhém lao dong c6 trinh do Pai hoc luén chiém ty trong cao nhét trong co ciu
nhan sy. Cu thé, lao dong trinh d¢ Pai hoc chiém 60% nam 2023, 56,5% nam 2024 va
59% nam 2025. Bén canh d6, nhom lao dong trinh d6 Cao dang ciing duy tri ty trong
kha 6n dinh, dao dong tir 17,6% dén 21,7%. Cac nhém Trung cdp va Trung hoc phd
thong chiém ty trong thap hon nhung van tang vé s6 lugng qua cac nam, gop phan dap
mg nhu ciu nhan sy ¢ nhiéu vi tri khac nhau trong cong ty.

Nhin chung, co cdu nhan su cia MIB Group giai doan 2023-2025 cho thay xu
huéng mé rong ca vé sb luong va chat luong. Viée duy tri ty trong cao lao dong co trinh
d6 Pai hoc va Cao dang 1a nén tang quan trong gitip cong ty nang cao hiéu qua tu van,
xtr Iy don hang va phat trién hoat dong logistics Trung — Viét trong thoi gian toi.

2.3.3. Nguon lyc tai chinh

Bang 2.7. Nguén lue tai chinh ciia MIB Group giai doan 2023-2025

(PTV: Pong)

Z 1A 45 2 o
Chi tiéu 2023 (ddng) | 2024 (ddng) | 2025 (ddng) |V 1E tang truomg (%)
2024/2023 |2025/2024
Tai san lvudong | 6.820.450.320| 8.122.913.027| 9.994.819.836 19,1 23
Taisancd dinh | 4.727.941.964| 5.523.926.849| 6.604.475.237 16,8 19,6
Tong tai san | 11.548.392.284| 13.646.839.876| 16.599.295.073 18,2 21,6
No phai tra 6.432.980.150| 7.597.915.293| 9.179.491.344 18,1 20.8
Vénchusdhitu | 5.115.412.134| 6.048.924.583| 7.419.803.729 183 22,7
Tong nguon von | 11.548.392.284| 13.646.839.876| 16.599.295.073 18,2 21,6

(Nguon: Phong kinh doanh)
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Nhan xét:
* Tai san:

Nhin chung, quy mo tai san cia MIB Group giai doan 2023-2025 c6 xu huong
tang lién tuc. Tong tai san ting tir 11.548.392.284 ddng nam 2023 1én 13.646.839.876
ddng nam 2024 va dat 16.599.295.073 ddng nam 2025. Tdc d6 ting trudng tong tai san
lan luot dat 18,2% va 21,6%, cho thiy doanh nghiép dang mé rong quy mé hoat dong
tuong d6i 6n dinh.

Trong co céu tai san, tai san luu dong ludn chiém ty trong cao hon tai san ¢ dinh
va tang tir 6.820.450.320 déng nam 2023 1én 9.994.819.836 dong nim 2025. Piéu nay
cho thiy cong ty duy tri ngudn luc ngan han tuong ddi 16n dé phuc vu cac hoat dong
thanh toan, xtr Iy don hang va van hanh dich vu logistics. Bén canh do, tai san ¢ dinh
cling tang déu qua cic nam, tir 4.727.941.964 dong lén 6.604.475.237 dong, phan anh
viéc doanh nghiép tiép tuc dau tu vao co s& vat chat va nang luc van hanh.

* Nguén von:

Tong nguén von cua MIB Group ting tuong Ung v4i tong tai san, tur
11.548.392.284 ddng nam 2023 1én 16.599.295.073 dong nam 2025. Trong d6, no phai
tra ting tir 6.432.980.150 dong 1én 9.179.491.344 dong, véi téc d6 ting 18,1% trong
niam 2024 va 20,8% trong ndm 2025. Diéu nay cho thay doanh nghiép c6 sir dung thém
ngudn von bén ngoai dé dap tng nhu cau mo rong hoat dong.

Vén chi s¢ hiru ciing ting lién tuc tir 5.115.412.134 déng nim 2023 lén
7.419.803.729 ddng nam 2025. Pic biét, tc do ting von chu sd hiru nim 2025 dat
22.7%., cao hon toc do tang no phai tra 1a 20,8%. Pay 14 tin hiéu tich cuc, cho thay ning
luc tai chinh tu c6 cia doanh nghiép duogc cai thién.

Nhin chung, co cdu ngudn vén ciia MIB Group van duy tri twong ddi can bang
gilra ng phai trd va von chu sé hitu, tao nén tang tai chinh 6n dinh cho viéc mé rong hoat
dong kinh doanh trong thoi gian tdi.

2.3.4. Tinh hinh kinh doanh ctia MIB Group (Giai doan 2023 - 2025)
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Bang 2.8. Bio c4o két qua hoat dong kinh doanh ciia MIB Group

(PVT: dong)

A R A (1)
Chi tiéu 2023 2024 2025 Ty 1€ tang truong (%)
2024/2023 | 2025/2024
Doanh thu ban
hang va cung cp| 21.138.964.820| 24.426.815.905 | 28.677.081.872 15,6 17.4
dichw
Doanh thu thudn | 20.970.492.505 | 24.231.989.465| 28.375.659.664 15,6 17.1
Gidvéndichvu | 16.781.246.880| 19.357.426.915| 22.609.474.637 15.4 16.8
Chi phi quéan ly
doanh nghiép va| 3.176.482.115| 3.826.914.772| 4.357.384.291 20,5 13.9
ban hang
Loi nhuan trudc
o 1.012.763.510| 1.047.647.778| 1.408.800.736 34 34,5
Thue -~ thu nhdpl 00 coh 702|  209.529.556]  281.760.147 34 345
doanh nghiép
Loi nhuin sau
g 810.210.808|  838.118.222| 1.127.040.589 3.4 345

(Nguoén: Phong kinh doanh)
Nhin xét:

Nhin chung, két qua kinh doanh ctia MIB Group giai doan 2023-2025 ¢ xu hudng
tang truong tich cuc. Doanh thu thuan ting lién tuc tir 20.970.492.505 dong nam 2023
1én 24.231.989.465 dong nam 2024 va dat 28.375.659.664 dong nam 2025. Toc do ting
truong doanh thu thuan 1an luot dat 15,6% va 17,1%, cho thdy quy mé hoat dong kinh
doanh cua cong ty ngay cang dugc mé rong.

Vé chi phi, gia von dich vu ciing ting qua cac nam, tir 16.781.246.880 dong nim
2023 1én 22.609.474.637 ddng nam 2025. Tuy nhién, toc d6 ting gid von nim 2025/2024
1a 16,8%, thap hon tdc d6 ting doanh thu thuan 17,1%, cho thiy cong ty da co sy kiém
so4t tuong d6i tot hon dbi véi chi phi dich vu. Bén canh d6, chi phi quan Iy doanh nghiép
va ban hang ting manh 20,5% trong nim 2024, nhung sang nam 2025 toc d6 ting giam
con 13,9%, phan anh ddu hiéu kiém soat chi phi van hanh t6t hon.

Loi nhuan sau thué ctia cong ty duy tri mic duong va tang lién tuc qua cac nam,
tir 810.210.808 dong nam 2023 1én 838.118.222 dong nam 2024 va dat 1.127.040.589
dé)ng nam 2025. Piac biét, nam 2025 loi nhuin sau thué tang 34,5% so véi nam 2024,

cao hon nhiéu so v&i mirc ting 3,4% cuia giai doan 2024/2023. Diéu nay cho thay hi¢u
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qua kinh doanh ctia MIB Group da duogc cai thién rd rét, nhét 12 khi téc do tang lgi nhuan
cao hon tdc do tang chi phi trong nam 2025.

Tuy nhién, gia vbn dich vu van chiém ty trong 16n trong doanh thu thuan, cho thiy
bién loi nhun cua linh vuc logistics Trung — Viét con twong d6i mong. Vi vdy, trong
thoi gian t6i, cong ty can tiép tuc kiém soat tét gia von, chi phi ban hang va chi phi quan
1y, ddng thoi nang cao hiéu qua 1am viée cua doi ngii ban hang nham duy tri tbc do ting
truong loi nhudn 6n dinh hon.

2.4. Thue trang hoat dong ban hang c4 nhan dich vu van chuyén Trung — Viét tai
MIB Group
2.4.1. Céc dich vu anh huwéng dén hoat dong ban hang

Trong hoat dong ban hang c4 nhan tai MIB Group, cac dich vu cong ty cung cap
dong vai tro 1a d6i tuong truc tiép dé nhan vién kinh doanh tu van va thuyét phuc khach
hang. Do d6, viéc phén tich dic diém céc dich vu nay 14 co s& quan trong dé danh gia
hiéu qua hoat dong ban hang.

Hién tai, MIB Group cung cap cac dich vu chinh lién quan dén nhap khau hang
hoéa tir Trung Quéc, trong d6 hoat dong ban hang ca nhan tap trung vao cac nhém dich
vu nhu sau:

Nhom dat hang:

e Dich vu dat hang Trung Qubc: cong ty s€ thuc hién mua hang hd trén cac san
thuong mai dién tir ndi dia Trung, bao gébm van chuyén tir kho Trung Qudc vé
kho Viét Nam cua MIB.

e Dich vu nhap khau chinh ngach: 13 hinh thirc nhap khau diy du bao gém toan bo
thu tuc phap 1y, khai bao hai quan, ndp thué va xuit hoa don VAT day du, dam
bao hang hoda thong quan an toan, hop 1€ va nhanh choéng.

Diy 1a nhitng nhém dich vu ma cong ty truc tiép tham gia vao toan bd qua trinh
va khach hang chi can cung cip thong tin san pham nhu hinh anh, mé ta hoic muc gia
mong mudn thi bo phan ban hang s& thay mat khach hang tim ngudn hang, lién hé véi
nha cung cap, tién hanh dat hang va van chuyén.

Nhén xét: Do quy trinh dich vu bao gém nhiéu céng doan va mang tinh chat trung gian,
khach hang thuong chua hiéu rd cac bude thuc hién. Vi vay, ho c6 xu huong dat nhiéu

cau hdi va can dugc tu van chi tiét trude khi dua ra quyét dinh. Piéu nay lam cho qua
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trinh ban hang kéo dai, phu thudc nhiéu vao k¥ ning tu vn ciia nhan vién va d& xay ra
tinh trang khach hang quan tdm nhung chua chét don.
Nhom dich vu ky gwi va thanh toan:

e Dich vu ky giri (khach giri hang tir Trung Qudc sang Viét Nam).

¢ Dich vu thanh toan ho

Day 1a nhom dich vu danh cho khach hang di c6 kinh nghiém nhap hang va c6 thé
tu mua hang va 1am viéc v6i nha cung cap Trung, chi can cong ty van chuyén va thanh
toan (hodc khi ky guri c6 thé ty thanh toan duoc).
Nhén xét: Nhom khach hang nay thudng da c6 kinh nghiém va nhu ciu rd rang, do d6
it phy thudc vao tu van. Vi vdy, thoi gian ban hang ngin hon va kha ning chdt don cao
hon, dic biét khi gia cudc van chuyén phut hop véi nhu cau ciia khach hang.
2.4.2. B6 phan phu trach ban hang

bé danh gia hoat dong ban hang c4 nhan tai MIB Group, co cAu nhén su cta bd
phan ban hang duoc thé hién qua bang sau:

Bang 2.8. B phan phu trach ban hang

Nhom ban hang S6 lwong (nguoi) Trinh d¢
Team Alpha 7 7 Pai hoc
Team Challenge 11 10 Pai hoc, 1 Cao déng
Team Lucas 7 5 Pai hoc, 2 Cao déng
Team HCM 10 10 Pai hoc
Tong 35 32 Pai hoc, 3 cao ding

(Nguon: Phong hanh chinh nhdn su)

Nhdn xét:

- Tir bang trén c6 thé thdy rang d6i ngii ban hang tai MIB Group gém 35 nhan vién,
trong d6 32 nguoi co trinh d¢ dai hoc, chiém ty 1€ 1on. Boi ngli dugc td churc thanh cac
team nhu Alpha, Challenge, Lucas va HCM, mdi team c6 mot leader phu trach quan ly

va ho tro nhan vién.
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- Viéc phan chia theo team gitip thuén tié€n trong quan ly va tao dong luc canh tranh gitra
cac nhom. Tuy nhién, s6 lwong nhan su giita cac team khong déng déu do bién dong
nhan sir (nhan vién nghi viéc va c6 dinh hudng khac cho cong viéc), dong thoi hiéu qua
hoat dong phu thudc nhiéu véao nang lyc cua leader va ky nang cua tirng nhan vién.

- Trong khi d6, dic diém dich vu ctia cong ty mang tinh phirc tap, doi hoi nhan vién phai
¢6 k¥ ning tu van tét. Tuy nhién, k¥ ning giita cac nhan vién chua dong déu va chua
dugc dao tao bai ban. Piéu nay dan dén sy chénh 1éch vé hiéu qua ban hang giita cac
team va lam giam ty 1& chdt don.

=> Tir d6 ¢6 thé thiy rang, viéc ning cao k¥ ning tu van va xay dung chuong trinh dao
tao phit hop cho doi ngil ban hang 14 can thiét nham cai thién hiéu qua hoat dong ban
hang cé nhan tai cong ty.

2.4.3. Quy trinh ban hang

2.4.3.1. Tim kiém va tiép cAn ban dau khach hang tiém ning

Trong hoat dong ban hang c4 nhan, tim kiém khach hang tiém ning 1a giai doan
dau tién c6 vai trd quan trong trong toan bo quy trinh ban hang. Pay 1a budc giup nhan
vién ban hang xac dinh nhitng d6i tuong c6 kha ning phat sinh nhu cau st dung dich
vu, tir d6 tao co sé cho cac bude nhu tiép xtc, tu van va thuyét phuc khach hang.

bdi véi MIB Group, hoat dong nay dac biét quan trong vi dich vu logistics Trung
— Viét chi yéu phuc vu cac chii shop online, ho kinh doanh, doanh nghiép c6 nhu cau
nhap hang tir cic nén tang thuong mai dién tir Trung Qudc.

Hién tai, nhan vién ban hang tai MIB Group chii yéu tim kiém khach hang thong
qua Facebook va cac hdi nhom cong déng truc tuyén. Mt sb cac hoi nhom thuce té duge
sir dung trong qua trinh tim kiém khach hang nhu sau:

- Van chuyén hang Trung Qudc vé Viét Nam

- Van chuyén Trung — Viét gia ré

- Pbi tién Trung Qudc — Nap Té Alipay — Wechat — Van chuyén

- Cong dong nhap khau chinh ngach Trung Qudc

- Nhép khau chinh ngach Trung — Viét

- Order TaoBao — 1688 — Tmall — gia tan gbc

Diy 1a nhitng hoi nhom cong ddng tap trung nhiéu khach hang c6 nhu ciu nhip hang

Trung Qubc, van chuyén Trung — Viét, kinh doanh hang ndi dia Trung Québc hodc dit
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hang trén céac san thuong mai dién tir nhu Taobao, 1688, Tmall, Alibaba,... Vi vay, cac
h6i nhém nay dugce xem 1a ngudn tiép can chu yéu tai MIB Group.
Tai cac hoi nhom nay, nhan vién ban hang tién hanh dang bai gidi thiéu dich vu,

chia sé thong tin bai viét vé gia cudc, thoi gian van chuyén va cac chinh sach ho trg

khach hang.
@ ® & #H OO A @ v
| ORDER HANG TRUNG QUGC - VAN CHUYEN TRUNG VIET
lﬁ Thién Kim - 8 thang 5 ltic 23:23 - @

% NHAP KHAU CHINH NGACH TRUNG - VIET | LINH HOAT SEA & DUGNG BO

%, Zalo Kim: 0917 132 756
4@ Hotline: 0333 474 331

~ Can nhap hang Trung Quédc bai ban — c6 VAT - t6i uu chi phi?

# BAO DEN LOGISTICS hé trg:

+/ Chinh ngach tir 50kg/ma hang

& Pudng bd nhanh — J Pudng bién tiét kiem
/' Hoéa don, CO, chiing tir day du

+/ Theo déi don minh bach

Xem thém

Thién Ki

4 3 ; 3 i
ng sin ea B Y +f 5
! 2 g6¢ o ,
12 HN - D3 Ning - HCM ¢ .5- =

Hinh 2.4. DPing tdi bai viét vé dich vu trén Facebook

@

Bén canh viéc dang bai, nhan vién cling chu dong tuong tac véi khach hang thong qua
viéc tra 101 binh luédn, phan hdi tin nhin hodc theo dbi cac bai viét co nodi dung lién quan
dén nhu cau nhap hang va van chuyén. Khi khach hang c6 nhu cau, ho thudng chi dong
nhin tin, dé lai binh luan dudi bai ding hodc goi dién truc tiép cho nhan vién ban hang

dé hoi thém thong tin.
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[ = = & z -
:# VAN CHUYEN HANG CHINH NGACH TRUNG VIET /A Chia sé #: Datham gia Q

Ngudi tham gia an danh - @ Cong khai
2gic-Q B4t ky ai cling c6 thé nhin thdy moi ngudi trong nhém va nh
- gi ho dang.
© Hién thi

Ai cling cé thé tim thdy nhém nay.

File phuong tién mai day

Bén minh san lugng hang tét can tim bén

cty Chinh ngach truc tiép nhap khau hang,

nhiéu kinh nghiém, cuéc phi tét. é lai z1 I
minh ib.

H3s Qs D [ ]
Xem thém binh ludn
© e )
anh/chi can tim don vi vdn chuyén

Trung->Viét gié ré uy tin lién hé em hé tro tu van -0975491007
GiA chi tir 3.5k/ka _hadc 800k/khdi (chinh naach)

Hinh 2.5. Twong tdac bai dang voi khach hang trén Facebook

Sau khi nhan dugc phan hoi tir khach hang, nhan vién ban hang s& vao trang ca
nhan cua khach, gui 161 moi két ban va nhan tin chao hoi trén Facebook. O budc nay,
ndi dung trao ddi chu yéu mang tinh so bo nham xac dinh khach hang c6 that sy quan
tam dén dich vu hay khong. Néu khach hang thé hién nhu cau rd rang, nhan vién sé xin
s6 dién thoai va két ban Zalo dé tiép tuc tu van & cac bude tiép theo.
Nhan xét: Tuy nhién, hoat dong tim kiém khach hang hién nay phy thudc chii yéu vao
Facebook va cac hoi nhom cong dong truc tuyén. Pay 1a nhimg kénh c6 muc do canh
tranh cao do nhiéu don vi van chuyén cing tiép can mot nhom khach hang twong tu.
Bén canh do, phﬁn 16m khéach hang trong cac hoi nhém chua cé nhu cau 10 rang, chu yéu
& giai doan tim hiéu va so sanh, nén thudng dit nhiéu cau hoi nhung chua sén sang sir
dung dich vu. Piéu nay lam nhan vién ban hang mat nhiéu thoi gian tw van nhung kha
nang chuyén dbi thanh don hang thuc té chua cao.
=> Nhiing han ché trong viéc tim kiém va tiép can khach hang ciing tao ap luc cho cac
bude tiép theo trong quy trinh ban hang, dic biét 1a giai doan tu van va thuyét phuc
khach hang. Vi viy, MIB Group cidn mé rong thém cac kénh tim kiém khach hang méi
nham da dang hoa nguoén khach tiém ning, giam sy phu thudc vao Facebook va nang
cao hiéu qua tiép can khach hang.
2.4.3.2. Tu van dich vu qua Zalo

Sau budc tiép can ban dau trén Facebook, Zalo 13 kénh trao ddi tryc tiép chu yéu
dugc nhan vién ban hang tai MIB Group sir dung dé tu van chi tiét cho khach hang.
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Thong qua kénh nay, nhan vién giri bang gia, giai thich chinh sach dich vu va trao ddi
tryc tiép v6i khach hang trong qua trinh tu van.

Trong qua trinh tu van, nhan vién ban hang can xac dinh khach hang thudc nhém
nhu cau nao: khach can dat hang hg, khach can nhap khau chinh ngach, khach da ty mua
hang, can ky gui,... dé tu van ndi dung phu hop.

Déi voi khach hang st dung dich vu dit hang Trung Qudc, nhan vién can giai thich
k¥ quy trinh tr tim san phém, bao gia, dat coc, mua hang, van chuyén vé kho Trung
Quéc, van chuyén vé Viét Nam va giao hang cho khach.

Déi v6i khach hang sir dung dich vu ky giri, ndi dung tu van tap trung vao dia chi
kho Trung Quéc, cach ghi ma khach hang, thoi gian van chuyén, phi cin ning va cach
theo do1 don hang.

D6i v6i khach hang ¢6 nhu cau thanh toan ho, nhan vién can 1am r ty gid, phi dich
vy, thoi gian xur 1y thanh todn va cach xac nhén giao dich. Riéng voi khach hang nhap
khau chinh ngach, ndi dung tu van can nhin manh dén thu tuc hai quan, chung ttr, thué,
héa don VAT va mirc dJ an toan phép 1y cua hang hoa.

Sau khi x4c dinh duoc nhu ciu ctia khach hang, nhan vién s& gti bang gia hoic
bao gia riéng tuy theo loai dich vy, s6 lugng hang hoa, chiing loai san phém va phuong

thirc van chuyén ma khéch lga chon.

~
BROBER

LOGISTICS

BANG GIA DICH VU KY GUI

BANG GIA ORDER

! Raldiiedl  ° Jddisine M

S tién phaithanhtodan 1 4 2 4 3 4 4 e - ,
TUYEN KHOILUONG | PONGIA (VNB/KG)

1 Tién hang trén web: Gia san phdm niém yét trén website

2 Phi ship Trung Quéc: Phi van chuyén tir ngwéi bén t6i kho hang tai Trung Quéc 0- IOKGIKIEN 25.000 VNP

3 Phigiao dich: Phi dich vy dwoce 4p dung theo bang phi dwéi day: BANG TUONG - HA NOI 10 - 50KG/KIEN 23.000 VND

Gia tri don hang Phi dich vu >50KGIK|EN 20.000 VNP

<2.000.000VND 3% A
0 - 10KG/KIEN 36.000 VND

2.000.001 - 20.000.000VND 2%

BANG TUONG - DA NANG 10 - 25KG/KIEN 29.000 VND
20.000.001VND - 50.000.000VND

50.000.001VND - 200.000.000VND >25KG/KIEN 26.000 VND

* Phi dich vu t8i thiéu: 9.000VNB/don hang 0- 10KG/KIEN 36.000 VNP

4 Cwéec van chuyén: Cwéc van chuyén dwoc 4p dung theo bang phi dwéi day:

BANG TUONG - HO CHI MINH 10 - 50KG/KIEN 29.000 VNP

Kho Bich >50KG/KIEN 26.000 VND

Gia cudc

(Ap dung tir ngay 01/05/2026)

Bang cwérc nay sé tinh cho cac kién hang téi kho Bing Twérng (Trung Quéc) vao ngay 14/04/2026

Hinh 2.6. Mgt sé hinh dnh bang gid dich vu tai MIB Group
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Bén canh vi¢c gri bang gid, nhan vién ban hang con giai thich chinh sach dat coc,
thoi gian van chuyén va cac khoan chi phi c6 thé phat sinh trong qua trinh sir dung dich
vu. Dic biét, ddi voi khach hang moi, nhan vién can l1am rd 1y do dat coc, ty 1€ dat coc,
cach thirc thanh toan, thoi gian xir Iy don hang va cach hoan tién néu c6 phat sinh. Viéc
giai thich rd cac ndi dung nay gitp khach hang hiéu ding quy trinh, han ché nham lan
va giam tam ly lo ngai khi str dung dich vu.

Tuy nhién, theo sd liéu thuc t& ghi nhan trong qua trinh tiép can tai doanh nghiép,
ty 16 khach hang chuyén tir giai doan tu van qua Zalo sang giai doan dong ¥ tao don va
dit coc chi dat khoang 15-20%. Piéu nay cho thay, trong khoang 10 khach hang duoc
tu van chi tiét, chi c6 khoang 1-2 khach tiép tuc di vao quy trinh dat hang. Pay 1a diém
nghén dang chu y trong hoat dong ban hang ca nhan tai MIB Group, bé1 mdc du nhan
vién di tiép can duoc khach hang va cung cap thong tin dich vy, nhung kha ning chuyén
héa nhu cau thanh quyét dinh sir dung dich vu van chua cao.

Nguyén nhan chil yéu dén tir viéc khach hang thuong so sanh gia giira nhiéu don
Vi van chuyén, e ngai muc dat coc, chua hoan toan tin tudng vao thoi gian van chuyén
va con lo ling vé rui ro phat sinh trong qua trinh nhap hang. Bén canh d6, han ché nay
cling lién quan dén thyc trang d6i ngii ban hang da néu ¢ muc 2.5.2, khi k¥ nang tu van
va xir Iy phan ddi giita cac nhan vién chua dong déu, déng thoi chua duoc dao tao mot
cach bai ban. Vi vay, trong mot sd truong hop, nhan vién méi chi ding lai ¢ viéc bao
gia va giai thich chinh sach, chua dii kha nang thuyét phuc, tao niém tin va 1am noi bat
loi ich caa dich vu d6i voi timg nhom khach hang.

Tir d6 co thé thay, giai doan tu vin qua Zalo giit vai trd quan trong trong viéc
chuyén d6i khach hang tiém nang thanh khach hang sir dung dich vu. Tuy nhién, dé nang
cao hiéu qua chuyén d6i, MIB Group can chuan héa ndi dung tu van theo tirng nhém
dich vu, ddng thoi ning cao k¥ ning xur Iy phan dbi va thuyét phuc khach hang cho d6i
ngll ban hang.
2.4.3.3. Tiép nhan don hang

Khi khach hang da duoc tu van vé bang gi, chinh sach dich vu va dong y 1én don,
nhan vién ban hang tai MIB Group s& chuyén sang budc hd trg khach hang dang ky tai
khoan va st dung cong cu dat hang cta cong ty. Day 1a budc quan trong vi khach hang

bét dau chuyén tir trang thai quan tdm sang trang thai sir dung dich vu thuc té.
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Trén thuc té, nhin vién ban hang giri cho khach hang dudng link hudng dan tao tai
khoan trén website/app cia MIB Group. Pdi véi khach hang méi hodc chua quen véi
cong cu dit hang, nhan vién s& hudng din thém hoic truc tiép hd trg khach dang ky tai
khoan.

€ C 2 baoden.wvn/huong-dan/dang-nhap-he-thong-dat-hang-moi g

1] @ B THCN (@ SUDEBAOGIA 4 Gemini @ TROLY [&) 1688 TAOBAO TU BAO GIA - SHISHI Perplexity TAILEU SALECUA.. PB4

o DICH VU BANG GIA HUGNG DAN CAM NANG CHINH SACH TINTUC HOSONANGLUC TUYENDUNG

CACH THU'C PANG NHAP HE THONG PAT HANG MO

« Budc 1: Truy cap website hé thong dat hang mdi https:/nhaphang.baoden.vn/

womn  Tigdhmnay 3965VND g3 Cai dat tign ich mua hang Diing nhop/Dang ky

Danh myc
® ThéiTrang
Mo VaBe
N\ Gloy Dép

Phy Kige Thal Trang &
Trang Sic

@ PhyKién Dign Tir
Van Phong Phém

& SiécKhoe & Séc Dep

San pham ban chay Xem thém San pham xu hudng Xem thém

e
B OER

Dang ky tai khaan

o BRODEN

wwamn: LOGISTICS
triurgdar sucury Hudng Lan Saliung

pie—— Nhép méa OTP

Nhap ma OTP da dudc gii d&n email cia ban.

B0 g it s o
Bja chi nhan hing * O

HE Thi Minh

Con lgi: 09:58

B Thi iséng

XACNHAN
An Thai fxing HA Thi Mish

Ban chuanhan duge ma? Gii lai mé! (28s)

Hinh 2.7. Links hwéng dén ding ky tai khodn va ding nhdp trén website
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Trong truong hop khach hang chwa quen thao tac, nhan vién c6 thé huéng dan ting
budc hoic hd trg khach ding ky tai khoan.

(R T ® 8 8

uuuuuuuuuu

Thém san phéim véo gié hang béng link

=
Hinh 2.8. Huwong din cdch dang nhdp va bo don vao gio hang

Noi dung hd tro thudng bao gdm cach truy cap hé thong, dién thong tin ca nhan,
dang nhap tai khoan, tim kiém san pham, sao chép link san pham tir Taobao, 1688, Tmall
hoic cac nén tang khac, sau d6 dua san pham vao gio hang trén hé théng cua cong ty.

Sau khi khach hang tao don, nhan vién ban hang cé thé hd tro kiém tra so bd cac
thong tin quan trong nhu link san phém, $6 lugng, mau sic, kich thudc, gid hang va céc
ghi chu dic biét néu c6. Viéc kiém tra nay giup han ché cac 18i phat sinh nhu chon sai
mau, sai thudc tinh san pham hodc thiéu théng tin can thiét trude khi don hang duge xir
ly.

Khi don hang d3 dat, thi khach hang sé& tién hanh dit coc 70% tién hang theo chinh
sach cuia cong ty & trén app/web. Nhan vién ban hang s& thong bao cho b phan ké toan
kiém tra va duyét khoan dat coc. Sau khi khoan dat coc dugc xac nhan, don hang s¢
duoc chuyén sang bude xir Iy don hang.

Nhin chung, budc tiép nhan don hang tai MIB Group duoc thyc hién twong ddi 18
rang va c6 sy hd tro tir phia nhan vién, gitp khach hang dé dang thao tac va han ché sai
sot trong qua trinh tao don.

Tuy nhién, dbi v&i mot s6 khach hang mai, viée thao tac trén h¢ théng van con gip
khé khin va can su hd tro tir nhan vién. Bén canh do, yéu cau dit coc trude khi xur Iy
don hang cling c6 thé khién mot sb khach hang con do du, dac biét 1a nhitng khéach hang
chua c6 nhiéu kinh nghiém.
=> Piéu nay cho thay hiéu qua ctia budc tiép nhan don hang khong chi phu thudc vao
hé théng ma con lién quan chat ché dén chat lugng tu van va murc d6 tao niém tin & giai

doan trudc do.
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2.4.3.4. Xir ly don hang
Sau khi khach hang hoan tit tao don va dit coc tién hang thanh cong, don hang s&

duoc tiép nhan trén hé thong app/web ctia MIB Group. O budc nay, nhin vién ban hang
c6 trach nhiém thong bao trén nhom bo phan mua hang & trén hé théng Lark dé truong
nhoém bd phén diéu phdi nhan vién dé mua hang.
- Sau d6 nhan vién ban hang s& chuyén toan bo thong tin don hang (link san pham, sd
lwong, yéu cau, anh chup man hinh) cho nhan vién mua hang qua nhém Zalo trao ddi
noi1 bo.
- B0 phan Mua hang c6 trach nhiém:

e Lién hé voi nha cung cap Trung Qudc dé dit mua san pham.

e Thuong luong gia (néu can theo yéu cu ciia khach hang), xac nhén tinh trang hang

t6n kho.

e Theo ddi don hang nodi dja Trung Qudc tir nha cung cap vé kho tap két tai Bing

Tuong (Quang Tay).
e Cap nhat trang thai “da mua” va ma van don ndi dia lén h¢ thong app/web cua MIB
Group.
osls  Tigidhamnoy 40DOVND g Céiddttitn ichmuahng g o HmﬂwD&nSi‘Dun.g(..M)E.)
~ & v W ang B =] A
S Iong donhang: 1 Téng gid tri don hang: 1.532.496 VND o it file
O #ozemzznmoprA [ [E)mBMMimLa Chapellett FERIE  Kho dich: Tidt kibm - 98 Néng [m} 1.431.600 VND(357.9 ¥)

14.316 VND

m s '
(Hang thanh Iy quén 4o nimia déng La Chapelle 2025 vdiwu... ovND
ovnD

86,580 VND
1,532,496 VD
1.431.600 VND

100.896 VHD
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Ch tiét don hang

DONHANG  CHAT VOINHANVIENCSKH  KHIEUNAI  LICHSUCHINK SUA

#0260122NMDPRA O () #4BM#La Chapelle EREE  Kho dich: Tiét kiém - DaNing

Ghi chi: N/A

Kiémhong [ Baohiém [ Dénggéi(gd) [ Déng gdi (x6p)

Sén phém

= i i WM (Hang thanh Iy quén do nirmia déng La Chapelle 2025 vai vu déi dac bigt! S8 lugng cé han!)
Mou she/Méu: 60892~ (60892-den: 8.)
Kich thude: §

S6igng: 3/-/- Dongia: 477200 VND (¥ 119.3)

hidt khdu: 119.3%

© Them vio yeuthich | [NCERTTCRERT TR

Théng tin kién hang

M@ wan ddn Ma dan hang Trong Wwang (ka)

Kndi lugng (m3) Phidéng gsi)

Khéng cé dirligu

Phi van chuyén TQ-YND

Trang théi kisn

Pia chi nhén hang

Hudng Dén Si Dung
0703525262
An Théi Déng, HS Chi Minh, An Théi Déng, HA Chi Minh

Hanh trinh ddn hang

o

Ché xac nhan
09:01:43, 22/1/2026

Kho Viét Nam

Lich sit ddn hang

Thisi gian thonh todn Sétidn

09:01:43, 22/1/2026 1431600 VND

2 s -
Téng thanh tién
Téng tién héng

Gidm gia

Chiét khdu Trung Quéc
Tiénhoan coc

Phi mua hang (1%)

Phi van chuydn TQ - VN
Phi dichvu giatang

« Bdo hiém

« Kiémhéng

+ Dénggbi

Téng thanh toén
Dathanh toan

Cén lai

Yau céu giao hang

Logi gico dich

‘Thanh todn don hang

4,000 VND/¥

1.431.600 VND (¥357.9)
O VND (0%)

QVND

QVND

14,316 VND

OVND (0.00¥)

QVND

86.580 VND

71.580 VND

15.000 VND
OVND

1.532.496 VND

1.431.600 VND

100.896 VND _

Hinh thitc

vithuéng

Hinh 2.9. Giao dién théng tin vé don hang mua thanh cong trén app/web

Trén hé thong nay s& cho phép khach hang kiém tra trang thai don hang va theo
ddi qué trinh xir 1y don. Thong qua chirc nang nay, khach hang c6 thé chu dong ndm bét
tién d6 vé don hang.
- Tiép nhén va van chuyén xuyén bién giéi:

Sau khi hang dugc nha cung cip Trung Qudc giri di (phat hang), bo phan Logistics
tai kho Trung Qudc sé tiép nhan hang, tién hanh kiém dém, can do, dong goi va sap xép
van chuyén xuyén bién gi6i vé Viét Nam (qua dudng bd hoic dudng bién tuy theo loai

hinh dich vu).
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Trong qué trinh van chuyén, nhan vién ban hang van 1a ddu mbi cap nhat thong tin
cho khach hang. Néu c6 bién dong (cham thong quan, tic duong, thay ddi lich trinh),
nhan vién s& chi dong thong bao vao nhém Zalo dé khach hang yén tam.

Nhan xét: Giai doan nay cho thdy MIB Group di c6 sy phan cong rd rang giira cac bo
phan va tng dung hé théng cong nghé (app/web, Lark, Zalo) dé quan 1y don hang, gitp
khach hang co thé cha dong theo doi tién do. Tuy nhién, van tdn tai mot sb diém can cai
thién: viéc sir dung dong thoi hai kénh Lark va Zalo ndi bo d6i khi dan dén phan tan
thong tin, cd trudng hop nhan vién mua hang bé sot trén mot kénh lam cham xu ly. Bén
canh do, du hé théng cho phép khach tu theo doi, nhiéu khach hang van c6 thoi quen
mudn duoc nhan vién thong bao tryc tiép, néu nhan vién phan hdi cham, khach dé phat
sinh lo lang. Mit khac, khi c6 sai 1éch giita thong tin tir nha cung cip Trung Qudc va
thuc té kiém hang (thiéu, sai mau ma), quy trinh xir Iy chua duoc chuan hoa, phai 1am
viéc lai v6i nha cung cap gay cham tré va anh huong dén tién d6 kinh doanh cia khach
hang.

2.4.3.5. Hoan thanh don hang

Sau khi hang hoa dugc van chuyén vé mot trong ba kho noi dia cia MIB Group
(Ha Noi, Pa Ning, HO Chi Minh) thi khach hang s& nhin duoc thong bao qua Zalo hoic
dugc nhan vién ban hang thong bao truc tiép trong nhém trao d6i véi khach. Thong bao
nay gitp khach hang biét rang hang da vé va co thé tiép tuc thuc hién cac budc thanh
todn, nhan hang theo quy trinh cua cong ty.

Sau khi hang da duoc kho xép sin sang giao, khach hang va nhan vién s& thong
bao cho khach hang tién hanh tao yéu cau thanh toan trén hé thong. Do khach hang da
dit coc tién hang & giai doan trudce, budce ndy cha yéu lién quan dén viéc thanh todn con
lai va cac khoan phi phat sinh néu co, chéng han nhu phi van chuyén, phi dich vu hoac

phi giao hang.

4000VND @ Chiddtténichmuohong @ Coidat

Quan ly giao hang
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Thanh tedn don hang

Théng tin kién hang

Ma van ddn

M& ddn hang

Trong ludng (kg)

Khéi hugng (m3)

Phi déng géi @

Phivén chuyén TQ-VNG® Trang théi kign

Ba thanh todn

Can thanh toan

1.431.600 VND

204.896 VND

Kienhuongdansudung D260122NMDPRA sm? 78.000 VND 10.000 VND Sin sang gioo hang
Thanh tién Nap tién ngay
Téng tién hang 1.431.600 VND
Giam gia OVND
Phi mua hang 14.316 VND
Phi van chuyén tgi Trung Quéc 20.000 VND
Phi vén chuyén Trung Quéc - Vigt Nam 10.000 VND
Phi dich vy gia tang 164.580 VND
Phi kigm hang 15.000 VND
Phi bdo hidm 71.580 VND
BDéng géi 78.000 VND
TENG THANH TOAN 1.636.496 VND

"-* THANH TOAN NGAY

Nhéap mé PIN
Nhép mé PIN cia ban d& hoan thanh gioo dich

ale

Hinh 2.10. Giao dién tao yéu cau thanh todn trén hé thong app/web

Sau khi yéu cau thanh toan dugc tao, nhan vién tiép tuc hd trg tao phiéu giao hang

cho khach. Tty theo nhu cau, khach hang c6 thé lwa chon hinh thirc nhan hang nhu céng

ty hd tro goi ship, khach tu goi don vi van chuyén hoac khach truc tiép dén kho nhén

hang. Trong trudng hop khach can cong ty hd trg giao hang, nhan vién ban hang s& nhin

cho vao nhom yéu cau cau giao hang theo khu vuc cia khach hang dé hd tro goi ship va

sap xép giao hang theo thong tin khach cung cap.
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xe mdy -
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Hinh 2.11. Giao dién tao phiéu giao hang trén hé thong app/web

Co6 thé thiy, budc thanh toan phan con lai va hd trg nhan hang khong chi 1a khau

hoan tat giao dich ma con anh huong truc tiép dén trai nghiém cta khach hang. Néu
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thong bao hang vé dugc giri kip thoi, yéu cau thanh toan va phiéu giao hang duoc tao rd
rang, dong thoi viéc phdi hop véi kho dién ra nhanh chong, khach hang s& cam thay quy
trinh chuyén nghi¢p va minh bach hon.

Sau khi khach hang nhan hang tai kho hodc qua don vi giao hang, dung sb lugng,
dung mau mé, khong bi hu hong va khong phat sinh vin dé, don hang dugc xem 13 hoan
thanh. Pay 1a két qua tich cuc vi khach hang c6 trai nghiém tbt, tao nén sy tin tuong ddi
v6o1 nhan vién ban hang va cong ty.

2.4.4. Xir 1y khiéu nai

Bén canh quy trinh ban hang, hoat dong xir 1y khiéu nai sau ban ciing dong vai tro
quan trong trong viéc duy tri mdi quan hé véi khach hang va anh hudng dén quyét dinh
st dung dich vu trong tuong lai.

Truong hop don hang phat sinh khiéu nai thi do dic thi cta dich vu mua hang va
van chuyén xuyén bién gii, mot sd van dé co thé xay ra nhu thiéu hang, sai mau ma,
hang bi v&, hu hong hoic thoi gian giao hang cham hon dy kién. Khi c6 phat sinh, nhan
vién ban hang thudng 1a ngudi dau tién tiép nhan phan hoi tir khach hang.

Hién tai, cong ty chua c6 mot quy trinh xur 1y khiéu nai thong nhat, chinh thirc va
duoc chuin héa dan dén cac tinh trang nhu:

Thoi gian phan hoi trung binh kéo dai tir 2 dén 5 ngay, tham chi 1au hon véi cac vu viée
lién quan dén nha cung cip Trung Qudc.

e Ty 18 giai quyét dit diém trong vong 7 ngay chi dat khoang 50—60%. Nghia 14 c6
tGi 40-50% khiéu nai kéo dai trén mot tuan, nhiéu vy kéo dai ca thang.

e Phuong an dén bu mic du ¢6 rd rang, nhung van thiéu nhat quan. C6 nhimng trudng
hop khach hang duoc hoan tién day di, nhung ciing ¢6 trudng hop chi duge giam
gia cho don hang sau ma khong dugc dén bu truc tiép, giy birc xuc.

e Nhan vién ban hang bi dong, khong c6 thim quyén giai quyét, phai cho y kién tir
cép trén hodc céc bd phan khac.

e Uy tin ctia cong ty bi anh hudng, nhiéu khach hang sau khi trai qua khiéu nai khong
hai long s& khong quay lai sir dung dich vu, tham chi con c6 phan hoi tiéu cuc

trong cac hoi nhom, anh huong dén kha nang thu hut khach hang méi.
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=> Piéu nay cho thiy viéc xay dung quy trinh xur 1y khiéu nai rd rang, thong nhat va
nang cao ning lyc xir 1y tinh hudéng cho nhan vién 1a can thiét nhdm nang cao su hai
long va duy tri khach hang.
2.5. Két luan chung vé hoat dong ban hang c4 nhan tai MIB Group
2.5.1. Uu diém

Qua phan tich thuc trang, co6 thé thiy hoat dong ban hang c4 nhan tai MIB Group
c6 mot sb uu diém, dic biét & giai doan sau khi khach hang da quyét dinh sir dung dich
VU
- Cong ty da ung dung hiéu qua hé thong website/app trong viéc tao don, theo ddi don
hang va thanh toan, gitip quy trinh xtr Iy minh bach va thuén tién hon cho ¢4 khach hang
va nhan vién.
- Nhan vién ban hang thyc hién tt vai tro hd tro khach hang trong qua trinh tao don, dat
coc va theo ddi don hang, gop phan giup khach hang yén tam khi sir dung dich vu.
- Su phéi hop giita cac bd phan (ban hang, ké toan, mua hang, kho) twong ddi chit chg,
gitip qua trinh xir Iy don hang dién ra lién tuc va han ché gian doan.

Nhin chung, MIB Group c6 thé manh & khau van hanh va hd tro sau ban, gép phan
nang cao trai nghiém khach hang va duy tri sy tin tuéng.
2.5.2. Han ché va nguyén nhén caia han ché

Bén canh nhiing vu diém, hoat dong ban hang ca nhan tai MIB Group van con mot
sd han ché va nguyén nhan:
- Chura khai thac da dang ngudn khach hang tiém ning: Hoat dong tim kiém khéach
hang ctia nhan vién ban hang hién nay chu yéu tip trung trén Facebook va cac hoi nhom
nhap hang Trung Qudc. Viéc phu thudc nhicu vao mot kénh tiép can khién ngudn khach
hang tiém ning chua da dang va pham vi tiép can khach hang méi con han ché. Bén
canh d6, Facebook 1a méi truong c6 murc d§ canh tranh cao, khi nhiéu nhan vién ban
hang va cac don vi logistics khac cung tiép can ciing mot nhom khach hang. Diéu nay
khién khach hang dé so sanh gia, dich vy va chinh sach gitia nhiéu bén. Ngoai ra, chat
lugng khach hang tir cac hdi nhém chua 6n dinh, nhiéu khach chi hoi gia hodc tham
khao thong tin. Nguyén nhén 1 nhan vién ban hang van chu yéu dua vao kénh tiép can

quen thudc, chua chu dong mo rong thém cac nguodn tim kiém khach hang méi. Vi vay,
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hiéu qua tim kiém khach hang tiém ning con han ché va chua tao duoc ngudn khach on
dinh cho hoat dong ban hang ca nhan.

- T¥ 1é chuyén déi tir tw vAn sang dit hang con thip: Nguyén nhin chi yéu xuét phat
tir k¥ ndng tu van cua nhin vién ban hang con chwa dong déu va chua thuc su thuyét
phuc. Hién nay, cong ty chwa c6 chuong trinh ddo tao bai ban vé ky ning tu vén, khai
thac nhu cau, xir 1y tir chdi va chdt don, khién mot sb nhan vién con bi dong trong qua
trinh trao d6i voi khach hang. Mic du nhan vién di tiép can va cung cap thong tin chi
tiét vé dich vu, nhung cach tu van chua tao dugc da niém tin va chua 1am ndi bat gia tri
khac biét cia MIB Group so v61i cac don vi canh tranh. Do do, nhiéu khach hang sau khi
duoc tu van van tiép tuc so sanh gia, can nhéic thém hodc chua dua ra quyét dinh su
dung dich vu, lam cho ty 18 chuyén déi tir tu vin sang dat hang con thap.

- Chura ¢6 quy trinh xir Iy khiéu nai ré rang: Khi phat sinh cac van dé sau ban nhu
cham hang, thiéu hang, sai don hodc hu hong hang héa, nhan vién ban hang 1a ngudi
tryc tiép tiép nhan va tu xir Iy khiéu nai cho khach hang. Tuy nhién, cong ty chua xay
dung quy trinh xir 1y khiéu nai cu thé dé huéng dan nhan vién thyc hién théng nhat trong
ting trudng hop. Viée xtr Iy hién nay chu yéu dira vao kinh nghiém, kha ning phan doan
va cach giao tiép cua tirng nhan vién. Bén canh d6, cong ty chua c6 biéu mau ghi nhan
khiéu nai théng nhat, chua quy dinh rd thoi han phan hdi khach hang va cach xac minh
nguyén nhan phat sinh 13i. Piéu nay dé din dén tinh trang thoi gian xur 1y kéo dai, cach
phan hoi giira cic nhan vién chua dong nhéat va anh hudng dén mic do hai 1ong cia
khach hang.

Nhan xét: Nhitng han ché nay cho thay hoat dong ban hang ca nhan tai MIB Group van
chua t6i wu & cac giai doan trudc va sau ban, anh hudng dén hiéu qua chuyén d6i va kha
nang duy tri khach hang. Py 1a co so dé dé xuat cac giai phdp nham nang cao hi¢u qua

hoat dong ban hang ca nhan tai cong ty trong chuong 3.
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CHUONG 3. PE XUAT MOT SO GIAI PHAP HOAN THIEN HOAT PONG BAN
HANG CA NHAN TAI CONG TY TNHH PAU TU & KINH DOANH MIB
GROUP
3.1. Co sé dé xuat giai phap
3.1.1. Pinh huéng phat trién ciia doanh nghiép

Dinh hudng giai doan 2026-2030, MIB Group dinh hudng phat trién theo hudng
trung han va dai han, tap trung vao mé rong quy mé hoat dong, ting doanh sb va xay
dung nén tang ting truong bén viing. Pay 1a dinh hudng phi hop v6i bdi canh nhu ciu
mua hang va van chuyén qudc té ngay cang ting, dong thoi mitrc do canh tranh trong
linh vyc logistics cling ngay cang 16n.
- Muc tiéu phat trién nam 2026 — 2030: MIB Group du kién mé thém mét chi nhanh vian
phong tai Ha Noi nham mé rong pham vi thi truong va ting kha ning tiép can khach
hang tai khu vuc phia Bic. Bén canh d6, cong ty ciing dinh hudng phat trién thém mot
phong kinh doanh méi tai Pa Nang. Cung vé&i viéc mo rong vin phong va phong kinh
doanh, MIB Group ciing ¢ ké hoach mé rong doi ngii nhan sy méi dé dap ing nhu cau
phat trién trong thoi gian t6i. Pac biét, viée bo sung nhan su kinh doanh s& gitip cong ty
nang cao kha ning tiép can khach hang méi, cai thién chat lugng tu van va ting ty 18
chuyén ddi khach hang thanh don hang thuc té. Pay 1a yéu td quan trong vi hoat dong
ban hang ca nhan c6 anh huong truc tiép dén doanh s va kha ning duy tri khach hang
cua doanh nghiép.
- Muc tiéu trung han - dai han: MIB Group dinh huéng mé rong thém line Quang Chau
— Viét Nam va line van chuyén hang hoa noi dia Nhat — Viét nham da dang hoéa dich vu
logistics qudc té. Viéc phét trién thém tuyén dich vu méi gitip cong ty mé rong nhom
khach hang muc tiéu, gidm sy phu thuoc vao mot tuyén van chuyén chinh van chuyén
Trung — Viét va tao thém co hdi tang trudng trong dai han.

T nhitng dinh hudng trén co thé théy, viéc hoan thién hoat dong ban hang c4 nhan
13 yéu cau can thiét d6i v6i MIB Group trong giai doan 2026-2030. Khi doanh nghiép
mo rong thi truong, ting nhan sy, phat trién thém phong kinh doanh va trién khai tuyén

van chuyén maoi.
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3.1.2. Cac han ché

Dua trén nhitng phan tich thyuc trang hoat dong ban hang ¢4 nhan tai MIB Group ¢
chuong 2, thi duéi day 1a nhitng han ché can duogc giai quyét vu tién nhu sau:
e Chua khai thac da dang ngudn khach hang tiém ning.
e Ty 18 chuyén doi tir tu vin qua Zalo sang dat hang van con han ché.
e Quy trinh xtr 1y khiéu nai sau ban hang chua dugc chuan hoa, khién viéc tiép nhan,
ghi nhén va phan hoi khach hang con phu thudc nhiéu vao timg nhan vién.
3.2. Mot s6 giai phap hoan thién hoat ddng ban hang ca nhan tai MIB Group
3.2.1. Mé rong kénh tim kiém khach hang tiém niing qua nén tang TikTok

Hoat dong tim kiém khach hang tiém ning ciia MIB Group hién nay chu yéu dua
vao Facebook, dic biét 1a cac hdi nhom nhap hang Trung Quéc. Céach tiép can nay tuy
van mang lai mot lugng khach hang nhét dinh, nhung d& dan dén tinh trang canh tranh
tryc tiép voi nhidu ca nhan ban hang va cac don vi logistics khac trén cing mot nén tang.
Do d6, viéc md rong thém kénh tiép can méi 1a can thiét nham giup nhan vién ban hang
cht dong hon trong viéc tiép can va khai thac khach hang.

Ttir han ché trén, tac gia dé xuat xay dung kénh TikTok c4 nhan cho tirng nhéan vién
ban hang nham hd trg hoan thién hoat dong ban hang ca nhan tai MIB Group. Thong
qua kénh nay, nhan vién cé thé chia sé noi dung vé nhap hang Trung Québc, dich vu van
chuyén Trung — Viét va cach st dung dich vu cua cong ty. Cach 1am nay tuong tu nhu
& linh vuc bat dong san, khi nhiéu nhan vién moéi gidi xay dung kénh ca nhan dé tao
ngudn khach riéng trude khi tu van truc tiép. D6i véi MIB Group, kénh TikTok ¢4 nhan
gitip nhan vién md rong ngudn khach hang tiém ning, tang kha ning tiép can va hd tro
t6t hon cho qué trinh tu vin khach hang.

a. Muc tiéu:

- Tang kha ning tiép can khach hang tiém ning thong qua nén tang TikTok.
- Thuc ddy hoat dong ban hang c4 nhan ctia nhan vién.

b. Khan thinh gia trong diém:

Dua trén dic diém dich vu va hanh vi tim kiém thong tin cua khach hang trén nén
tang TikTok, nhoém khan thinh gia trong diém dugc xac dinh nhu sau:

e Nhém chii shop online va h kinh doanh nhé: Nhom nay thuong trong do tudi
20-35, c6 thu nhap khoang 10-30 triéu dong/thang va di c6 kinh nghiém nhap
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hang Trung Qudc. Ho quan tdm dén ngudn hang, gia cude, thoi gian van chuyén
va cach t6i wu chi phi. Trén TikTok, nhém nay thuong tim kiém céc ndi dung
nhu ngudn hang gia gdc, kinh nghiém order 1688/Taobao hoic so sanh gia cudce
logistics.

e Nhém ngudi méi ¢é y dinh kinh doanh online: Nhém nay thudng trong d6 tudi
18-30, thu nhap dudi 10 tri¢u dé)ng/théng hodc chua 6n dinh tir kinh doanh. Ho
c6 thé 1a sinh vién, nhan vién vin phong, me bim sira hodc nguoi muén kinh
doanh online dé kiém thém thu nhap. Do chua c6 nhiéu kinh nghiém, nhom nay
thuong than trong, s¢ rui ro va can duoc hudng dan tir dau.

e Nhém doanh nghiép vira va nhé, dau moi budn si: Nhom nay thudng trong do
tudi 2845, c6 thu nhap hoidc quy mé kinh doanh trén 30 triéu dong/thang. Ho co
nhu cau nhap hang s6 lugng 16n va quan tim nhiéu dén su 6n dinh, uy tin, ning
luc kho bai, van chuyén chinh ngach va kha nang xt Iy don hang 16n.

Nhu vy, viéc xac dinh 16 ba nhom khan thinh gia trong diém gitp ndi dung
TikTok c6 dinh huéng cu thé hon. M&i nhém c6 nhu cau khac nhau nén nhén vién kinh
doanh can diéu chinh noi dung phu hop dé ting kha nang tiép can, tu van va chuyén doi
khach hang tiém ning.

c. Thong diép truyén thong:

Thong diép truyén théng duoc xdy dung dya trén gia tri cdt 16i cua doanh nghiép
1a an toan va minh bach trong qué trinh nhap hang Trung Qudc, dong thoi giai quyét
tam ly lo ngai rti ro cua khach hang.

- Thong diép cot 16i: “MIB Group — Giai phap nhap hang Trung Qudc an toan va minh
bach”.

- Y nghia: Théng diép nay phu hop véi dic diém dich vu va nhu cau khach hang, dong
thoi théng nhat voi dinh hudng truyén thong hién tai cia doanh nghiép.

d. Hinh thirc bai dang

- Sir dung nén tang TikTok thong qua kénh c4 nhan ciia timg nhan vién kinh doanh, véi
hai hinh thtrc chinh:

e Video ngan

e Livestream

e. Ké hoach thuc hién
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% V& kénh ca nhan trén TikTok:
Moi nhan vién kinh doanh x4y dung kénh TikTok c4 nhan theo dinh huéng chung
clia cong ty nham dam bao tinh dong bo va chuyén nghiép trong hoat dong truyén thong.

Béang 3.1. Pinh huéng xay dung kénh TikTok ca nhan ctia nhan vién ban hang

Hang muc Yéu cau Vi du cu thé
Tén kénh Théng nhat: [Tén nhan vién] | Nguyén Thi Lan | Bao Pen
| Bao Den Logistics Logistics
Hinh dai dién Anh c4 nhan rd nét, mic Anh chup chén dung tai vin

d6ng phuc hoic 4o ¢ logo phong hoac kho hang

cong ty, nu cuoi than thién

Bio (tiéu sir) Ngan gon trong 150 ky tu, Tén Chuyén vién sale + Bdo Pen
néu ro: chuc vu, dich vu + Logistics

chinh, vu dai, cach lién hé * Nhép hang Trung — Viét »
(Zalo). C6 thé dung icon. Order Taobao/1688

* Gia ré — Uy tin — HO tro 24/7

e Zalo: 0988.xxxX. XXX

Link trong bio | Dung link facebook, website | https://zalo.me/0988xxxxxx
cong ty hodc link tryc tiép

dén Zalo OA (néu co)

Viéc thong nhat xay dung kénh c4 nhan nay gitp tao hinh anh chuyén nghiép, ting
do nhan dién thuong hi¢u va sy tin cay voi khach hang. Dudi day 1a mau kénh c4 nhan
dé xuat nham dong bo vé tén kénh, hinh anh dai dién, tiéu sir va thong tin lién hé.

< Trangcanhanv 8p =

Nguyén Vin Tuan | Bao Pen Logistics
TikTok ID: @tuannv.baoden
0 (o] 0
bang follow Follower Thich

€ Chuyén vién sale | B4o Den Logistics,
B EA Nhap hang Trung - Viét « Order Taobao/1688.
Gi ré « Uy tin - HG trg 24/7.
, Lién hé Zalo: 0755552428.

@ linktree/tuannv.baoden

Stra hd sd Chia sé hd s Thém ban

Hinh 3.1. Mdu kénh cd nhan trén nén ting TikTok
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% Vé ndi dung dé xuit:

Noi dung dang tai trén kénh TikTok c4 nhan ctia nhan vién ban hang can dugc xay
dung theo huéng ngin gon, dé hiéu, gan giii va gin truc tiép voi nhu cau cia khach hang
¢6 ¥ dinh nhap hang Trung Quéc. Cu thé, nhan vién c6 thé trién khai cic nhom noi dung
sau:

e Huéng din nhip hang: Hudng dan khach hang cach tim kiém san pham, dit hang
trén cac san thuong mai dién tir Trung Qudc nhu Taobao, 1688, Tmall.

e Chia sé kinh nghiém: Chia sé cach lira chon ngudn hang, kiém tra do uy tin cua
shop, so sanh gia va han ché rai ro khi nhap hang Trung Qudc.

e Giéi thiéu dich vu cia MIB Group: Giéi thiéu quy trinh dich vu vin chuyén
Trung — Viét, cac budc tir khi khach hang gui link san pham, tao don hang dén
khi nhan hang tai Vi¢t Nam.

e Huéng din sir dung hé thong: Huéng dan khach hang tao don, theo déi tinh trang
don hang, kiém tra cong ng va thyc hién thanh toan trén app/web cuia cong ty.

e Giai dap thic mic thwong gip: Tra 10i cac cau hoi phd bién nhu cach tinh phi
van chuyén, thoi gian hang vé, cach xur 1y khi hang cham, hang thiéu hodc phat
sinh van dé trong qua trinh van chuyén.

e Noi dung hai huéc, bit xu hwéng: Long ghép cac tinh hubng vui, cdu chuyén
thuong gap khi nhap hang Trung Qudc hoic tu van khach hang theo cac xu hudng
TikTok phit hop. Tuy nhién, ndi dung cin ddm bao vin minh, khong gay hiéu sai
vé dich vy, khong st dung hinh 4nh phan cam va van théng nhét véi thong diép,
mau sic, logo, cach trinh bay va phong cach truyén thong chung ctia MIB Group.

Bén canh d6, dé tranh tinh trang moi nhan vién ding tai theo mot phong cach khac
nhau, cong ty can thong nhit dinh huéng ndi dung va hinh anh chung cho cac kénh
TikTok c4 nhan. Cu thé, cac video nén sir dung cung mot thong di¢p chinh, mau sic
nhan dién, logo, cach trinh bay tiéu dé, 1o kéu goi hanh dong va thong tin lién hé. Noi
dung c6 thé mang phong cach ca nhan cia timg nhan vién dé tao su gan giii, nhung van
can dam bao dung thong tin dich vy, hinh anh chuyén nghiép va théng nhat véi thuong
hiéu MIB Group. Diéu nay gitp khach hang d& nhéan dién cong ty, dong thoi tao su tin
cay khi tiép xtc v6i nhan vién ban hang trén nén tang TikTok.

f. Chinh sach khuyén khich va kiém soat
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% Chinh sich khuyén khich ap dung trong thang thir nghiém:

e Cong ty can xay dung mot s chi tiéu danh gia hiéu qua trong giai doan thir nghiém
nhu: sb luong video dang tai, luot xem trung binh, s6 luot binh luan/tin nhin, sb
don hang phat sinh tir TikTok. Cac chi ti€u nay gitip cong ty theo doi hi€u qua thuc
té ctia kénh TikTok c4 nhan, dong thoi 1am cin cir dé khen thudng nhan vién co
két qua tot.

e Thudng: Top 1 : 1.000.000d, Top 2: 700.000d, Top 3: 500.0004.

% Kiém soat vé video hinh anh, ndi dung diing tai:

Cong ty can ban hanh quy dinh chung vé hinh anh nhan dién trén kénh TikTok ca
nhan cua nhan vién ban hang. Cac yéu td nhu tén kénh, anh dai dién, logo, mau séc,
thong diép chinh va thong tin lién hé can duoc théng nhat. Piéu nay giup cac kénh ca
nhan van thé hién phong cach riéng nhung khong tach rdi hinh anh thwong hiéu MIB
Group.

Trudong nhom kinh doanh cua cac bd phan kinh doanh 1a ngudi phu trach néi dung
can kiém tra dinh ky cac video di ding cta nhan vién. Poi véi cac ndi dung lién quan
dén gia, chinh sach dich vu, khiéu nai hodc so sanh voi ddi tha, nhan vién can gui noi
dung dé dugc duyét trude khi dang. Viée kiém soat ndy gitp cong ty han ché rui ro
truyén thong va dam bao cac kénh TikTok c4 nhan hoat dong thong nhat, chuyén nghiép.
3.2.2. Xy dung ké hoach dao tao ban hang cho nhan vién

Ttr han ché da phan tich & chuwong 2 cho thiy, ty 1& chuyén d6i khach hang thép,
mic du nhan vién da cung cap day du thong tin vé dich vu. Diéu nay cho thiy nguyén
nhan ¢t 16i ndm ¢ nang luc tu van cua nhan vién. K§ ning tu van va xir 1y tinh hudng
ctia d6i ngii ban hang tai MIB Group chua dong déu va chua dugc ddo tao bai ban, anh
huong dén hiéu qua ban hang. Do d6, tac gia dé xuit xdy dung ké hoach dao tao ban
hang nham nang cao k¥ ning va cai thién hi¢u qua ban hang ca nhan tai cong ty.

a. Muc tiéu:

Giai phap hudng dén viéc ning cao ning luc ban hang thuc té cho doi ngii nhan
vién kinh doanh théng qua ba nhom k¥ ning cét 15i:

- K¥ ning dit cau hoi va nhan dién nhu cau: Giap nhan vién khai thac ding thong tin vé
loai hang, sb lugng, thoi gian nhap hang va mirc d6 quan tdm ctia khach hang dé tu van

ding trong tam.
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- K¥ nang xt 1y tir chdi: Gitp nhdn vién phan hdi hiéu qua trude cac tinh hudng nhu
khach so sanh gia, e ngai dét coc, lo léng vé thoi gian van chuyén hodc d¢ tin cay cua
dich vu.
- K¥ nang chét don: Giap nhan vién nhan di¢n tin hi€u mua va thic déy khach hang thuc
hién hanh dong nhu gui link san phém, tao don hoac dat coc.
b. Xac dinh nhu ciu dao tao

Nhu céau dao tao ban hang cho nhan vién MIB Group dugc xac dinh dya trén cac
can cu sau:
- Co cAu doi ngii ban hang: Theo thuc trang da phan tich thi bo phan ban hang cuia MIB
Group hién c6 35 nhan vién, dugc chia thanh cdc team Alpha, Challenge, Lucas va
HCM. Viéc chia team giip cong ty thuan tién trong quan ly, phan cong cong viéc va
theo ddi két qua ban hang.
- Hiéu qua ban hang hién con phu thudc nhiéu vao ning luc cia leader va k¥ nang tu
van cua tung nhan vién, din dén su chénh léch trong kha nang tiép can, tu van va chét
don.
- Ty 1& chuyén d6i tir tur van sang dat hang con thap, cho thdy nhan vién can duoc dao
tao thém vé khai thac nhu cau, xtr Iy Iy do tir chdi va thuc day khach hang ra quyét dinh
st dung dich vu.
c. Noi dung dao tao

Pé dam bao tinh thuc tién, chuong trinh dio tao can tp trung vao ba k¥ ning

c6t 161, mdi ky ndng dugc thiét ké thanh mét budi dao tao riéng. Noi dung dao tao can
sit dung chinh céc tinh huéng ma nhan vién MIB Group thudng gip trong qua trinh tu
van khach hang.

Biang 3.2. Céc ndi dung vé dao tao nhin vién MIB Group

STT | K¥ nang dao tao Ly do lwa chgn Thoi lwgng
I | K¥ ning dit cau Giup nhan vién ty tin xr 1y cac 1y do tur 4 gio
hoi va nhan dién | chdi ctia khach hang, dic biét 1a phan ddi
nhu cau vé gia, dat coc, thoi gian van chuyén va

do tin cay cua dich vu.

2 | Ky nang xu ly tur Gitip nhan vién khai thac dung nhu cau, 3 gio

chéi phan biét khach hang hoi do va khach
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STT | K¥ nang dao tao Ly do lwa chon Thoi luwgng

hang c¢6 nhu cau that, tir d6 tu van chinh

xac hon.

3 | Ky nang chdt don | Gitip nhan vién nhan biét tin hiéu mua, 3 gio
thuc déy khach hang tao don/dét coc
dung thoi diém ma khong tao cam giac

¢p budc.

- Tong thoi lwong ddo tao 1 10 gio, trién khai thanh 3 budi riéng (1 tudn/lan) biét dé
khong anh huong qué nhiéu dén hoat dong kinh doanh hang ngiy cta cong ty.
d. Lua chon giang vién bén ngoai

+¢* Tiéu chi chon giang vién:

o C6 it nhat 10 nam kinh nghiém thuc chién trong linh vuc ban hang B2B hodac
logistics.

« i timg ddo tao cho cac doanh nghiép vé k¥ ning ban hang (co feedback tich cuc,
c6 thé cung cap it nhat 2 thu giéi thiéu tir khach hang cii).

« Phuong phap dao tao thuc hanh nhiéu (role-play, case study thuc té), khong 1y
thuyét sudng; ty 1€ thuc hanh tdi thiéu 60% thoi luong.

« Hiéu duoc dic thu nganh mua hang ho va van chuyén Trung — Viét (vu tién giang
vién da tung lam vi¢c véi cac cong ty logistics hodc thuong mai dién tor xuyén
bién gioi).

o C6 kha nang tuy chinh ndi dung dua trén cac tinh huéng Zalo thuc té cua MIB
Group.

e. Ké hoach dao tao

K& hoach dao tao ban hang cho nhan vién MIB Group duogc trién khai theo cac ndi
dung sau:
- Thoi gian trién khai: Chuong trinh dao tao dugc thuc hién trong 3 tuan, tuong ung véi
3 budi dao tao. Mdi tudn té chirc 1 budi nhdm gitp nhan vién co thoi gian tiép thu, thuc
hanh va ap dung vao qua trinh tu van thyc té.
- Pdi twong tham gia: Toan bd 35 nhan vién kinh doanh thudc cic team Alpha,

Challenge, Lucas va HCM s& tham gia khoa dao tao.
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- Hinh thirc dao tao: Khoa dao tao duoc to chirc theo hinh thirc online nham tiét kiém
chi phi, tao diéu kién cho nhan vién tham gia day du va khong anh huong nhiéu dén hoat
dong kinh doanh hing ngay cua cong ty.

- Phwong phap dao tao: Trong mdi budi hoc, giang vién can két hop gitta Iy thuyét ngan
gon, phan tich tinh hudng thuc té va thuc hanh déng vai gitta nhan vién voi khach hang
gia dinh. Céch trién khai nay giup nhan vién khong chi hiéu noi dung dao tao ma con
biét cach van dung vao qué trinh tu van khach hang.

- Hoat dong sau tirng budi dao tao: Sau mdi budi hoc, nhan vién can ap dung ngay ki
ning d3 hoc vao qué trinh tu van thuc té. Truong nhom kinh doanh cé trach nhiém theo
ddi, gop y va hd trg nhan vién diéu chinh cach tu van khi can thiét.

f. Bang ngan sach dy kién

Bang 3.3. Ngin sach dao tao du kién

STT Khoan chi phi dao tao S6 Don gia Thanh tién
lwgng (VND) (VND)
1 Thué giang vién ngoai 1 khoa 15.000.000 15.000.000

(tron goi 3 budi)

2 Gi4o trinh, tai liéu 35 bo 40.000 1.400.000
Tong 16.400.000d
cong

- V& chi phi thué phong thi s& duoc t6 chirc tai van phong hop cua MIB Group.
g. Panh gia dao tao: Sau dao tao, cong ty can theo ddi hiéu qua thong qua céac chi tiéu
nhu ty 1 chuyén ddi, s6 lvong don hang va mirc d6 hai 1ong cia khach hang. Pong thoi,
truong nhom sé& thuc hién danh gia va hd trg nhan vién thong qua cac tinh huéng tu van
thuc té nham dam bao viéc dao tao mang lai hiéu qua lau dai.
3.2.3. Hoan thién quy trinh xir Iy khiéu nai cho nhin vién ban hang

Ttir han ché da phén tich & chuong 2 cho thay, khi phat sinh cac van dé sau ban nhu
cham hang, thiéu hang, sai don hoic hu hong hang héa, nhan vién ban hang 1a nguoi
tryc tiép tiép nhan va xir Iy khiéu nai cho khach hang. Tuy nhién, viéc xir 1y hién nay

con phu thude nhiéu vao kinh nghiém cua tirng nhan vién, chua c6 biéu mau ghi nhan
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thng nhit, chua quy dinh rd thoi han phan hdi va cach xac minh nguyén nhan phat sinh
16i. Piéu nay d& lam kéo dai thoi gian xtr 1y, khién cach phan hdi giita cac nhan vién
chua ddng nhit va anh huéng dén mirc do hai long cta khach hang. Vi viy, tac gia dé
xudt hoan thién quy trinh xtr 1y khiéu nai nham gitip nhan vién ban hang cé cin ctr 6
rang khi tiép nhan, kiém tra va phan hoi khach hang.
a. Muc tiéu gidi phap
- Chuén hoa quy trinh tiép nhan, ghi nhan va xac minh khiéu nai cua khach hang.
- Rut ngén thoi gian phan hoi, gitp khach hang ndm duoc tinh trang xir 1y khi phét sinh
su ¢d.
- Duy tri niém tin va kha ning quay lai sit dung dich vu ciia khach hang.
b. Noi dung trién khai
< Phan loai cic nhém khiéu nai thwong gip

Trudc hét, cong ty can phan loai cic nhom khiéu nai thuong xa ra trong qua trinh

ban hang va van chuyén Trung — Viét. Viéc phan loai theo kha ning xay ra tir cao dén

thap giup nhan vién ban hang dé nhan dién van d€, xac dinh mirc d uu ti€n va lya chon

cach phan héi phu hop.
Bang 3.4. Biang phan loai khiéu nai tai MIB Group
Nhom Kha nang Biéu hién thuwong Dinh huwéng xur ly

khiéu nai | xayra gip

Sai hoac Cao Hang sai mau, sai | Pdi chiéu link san pham, thong
thiéu mau, sai kich thudc | tin dat hang, hinh anh nhan hang
hang hoic thiéu sb luong so | va phdi hop véi bo phan lién quan

voi don dat dé xac minh

Hu hong, | Trung binh | Hang bi v, mép méo, | Yéu cdu khach giri  hinh
that lac that lac hoic don hang | anh/video, ghi nhan day di thong

gia tri 16n phat sinh | tin va bdo trudng nhoém/trudng

tranh chap phong dé phéi hop xtr Iy
Cham tré Trung binh | Hang vé cham hon dy | Kiém tra vi tri don hang, xac dinh
van kién hodc trang thai | nguyén nhan cham tré va thong
chuyén don cip nhat chdm | bao thoi gian du kién cho khach
hang
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Nhém Kha nang Biéu hién thuwong Pinh huwéong xir ly

khiéu nai xay ra gap
Thong tin Thap Khach chua hiéu | Kiém tra thong tin trén hé thong,
don hang trang thai don, phi van | gidi thich lai cho khach hang va

chuyén, phi dich vu | huéng dan cach theo ddi don

hoac cach theo doi

don trén app/web

Viéc phan loai nay giip nhan vién ban hang t8i wu hoa nang lyc dinh vi su cd, xac

dinh mic do wu tién va thiét 1ap phan hoi so bd phit hop ngay tir thoi diém tiép nhan.
% Xay dung quy trinh xir Iy khiéu nai thong nhét

Sau khi phan loai khiéu nai, cong ty can xdy dung quy trinh xtr 1y théng nhat dé
nhan vién ban hang 4p dung trong cac tinh hubng phat sinh sau ban. Quy trinh dé xuat
gdm 5 budc:
- Tiép nhan khiéu nai: Nhan vién ban hang tiép nhan thong tin tir khach hang qua Zalo,
dién thoai hodc cac kénh lién hé khac, dong thoi lang nghe va trin an khach hang,
Ghi nhan thong tin: Nhan vién ghi lai cac thong tin can thiét nhu tén khach hang, ma
don hang, ndi dung khiéu nai, thoi diém phat sinh va hinh anh/video minh chting néu
co.
- X4c minh nguyén nhan: Nhan vién kiém tra thong tin trén hé théng app/web, dbi chiéu
v6i dit liéu don hang va lién hé bo phan lién quan dé xac dinh nguyén nhan phat sinh s
cb.
- Phan hdi phuong an xtr 1y: Nhan vién thong bao két qua kiém tra va huéng xur Iy cho
khach hang. Phan hdi ban dau can duoc thuc hién trong vong 2 gio lam viée ké tir khi
tiép nhan khiéu nai.
- Theo ddi két qua sau xtr 1y: Sau khi c6 phuong 4n giai quyét, nhan vién tiép tuc cap
nhat tién do cho khach hang va xac nhan mtc dj hai long sau xu 1y. Déi véi khiéu nai
thong thuong, thoi gian xtr Iy nén hoan thanh trong vong 3 ngay lam viéc; truong hop
phirc tap can thong bao 18 1y do va thoi gian cap nhat tiép theo.

¢ Chuan héa biéu mau va n¢i dung phan hoi
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- X4y dung biéu mau ghi nhin khiéu nai: Cong ty can thiét ké biéu mau thong nhat trén
cong cu quan 1y ndi bo, gdm céc thong tin co ban nhu tén khach hang, ma don hang,
loai khiéu nai, thoi diém phat sinh va minh chimg kém theo.

- Ghi nhan 18 qua trinh x4c minh va xir Iy: Biéu mau can c6 phan nguyén nhan xac minh,
huéng xr 1y, ngudi phu trach va tinh trang xtr Iy dé nhan vién dé theo ddi tién do khiéu
nai.

- Chuan héa mau tin nhan phan hoéi qua Zalo: Cong ty nén chuan bi sin cac miu tin nhan
cho tirng tinh hudng nhu tiép nhan khiéu nai, yéu cau bd sung thong tin, thong bao dang
kiém tra va phan hoi két qua xtr 1y.

- Pam bao sy théng nhat khi phan hdi khach hang: Viéc chuan héa biéu mau va ndi dung
tin nhin gitp nhan vién ban hang phan hdi chuyén nghiép, han ché thiéu sot thong tin
va tranh tinh trang mdi nhan vién xir Iy theo mot cach khac nhau.

c. K¢ hoach thue hién

Quy trinh xur 1y khiéu nai dugc trién khai theo timg giai doan dé nhan vién ban
hang dé 4p dung. Trudc hét, truong nhom kinh doanh phd bién bang phan loai khiéu
nai, quy trinh 5 budc, biéu mau ghi nhan va miu tin nhian phan hdi cho toan bd nhan
vién ban hang.

Trong thang dau tién, nhan vién 4p dung thir quy trinh khi tiép nhan va xtr Iy cac
khiéu nai thuc té. Truong nhém kinh doanh theo doi cach nhan vién phan loai, ghi nhan
thong tin, phan hoi khach hang va cap nhat tién do xir 1y. Nhitng trudng hop chua phu
hop sé& duoc gop ¥ truc tiép dé nhan vién diéu chinh.

Sau giai doan thir nghiém, cong ty tong hop cac van dé phét sinh, hoan thién lai
biéu mAu, mau phan héi va quy trinh truéce khi 4p dung chinh thirc cho toan bd bd phan
ban hang.

d. Panh gia hiéu qua giai phap

Sau khi 4p dung quy trinh, cong ty cin dénh gi4 hiéu qua thong qua mot s6 chi tiéu
nhu: ty 1¢ khiéu nai dugc ghi nhan day di, thoi gian phan hdi lan dau, ty 1é khiéu nai
dugc xur 1y trong vong 3 ngay lam viéc va mirc do hai long cua khach hang sau xur 1y.

Viéc danh gia dinh ky gitip cong ty phat hién nhiing diém chwa phi hop trong quy
trinh, tir 46 diéu chinh biéu mAiu, thoi gian xir 1y hodc cach phan hdi nhim nang cao chat

lugng cham soc sau ban hang.
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TRUONG DAI HQC KIEN TRUC PA NANG CONG HOA XA HQI CHU NGHIA VIET NAM
KHOA KINH TE Doc lap - Tw do - Hanh phic
BO MON QUAN TRI KINH DOANH

Pa Nang, ngay 01 thang 06 nam 2026

MAU PON KHAI BAO SU DUNG Al

Khai bao ciia Sinh vién vé viéc Sir dung Tri tu¢ Nhan tao Tao sinh c6 Trach
nhiém
T6i, HO6 Thi Gio cam doan réng to1 da su dungq c6 trach nhiém céc cong cuy Tri tué
Nhan tao Tao sinh (GenAl) trong qua trinh chuan bi Khoa luan nay.
Bang viéc ky vao don nay, toi xac nhan cic ndi dung sau:
1. Khai bao sir dung Al
Vui 1ong cho biét ban ¢6 str dung bat ky cong cu Al tao sinh nao (vi du: ChatGPT,
Gemini, v.v.) trong viéc tao ra bai lam nay hay khong:
e [1C0, t6i co sur dung cac cong cu Al trong bai danh gia nay.
e [ Khéng, t6i khong st dung bat ky cong cu Al nao.
2. Chi tiét vé viéc sir dung AI (Néu ban chon "Cé6" ¢ trén)
«  Cac cong cu Al da sir dung:
- Chat GPT
- Gemini
- NotebookLM
- Claude
- Muc dich sir dung AI (vi du: tim y tuong, soan thdo, tom tat, chinh sta):
- Tim y tuong xay dung va sap xép bd cuc cho bai khoa luan.
- Tém tat va viét lai mot s6 ndi dung cho ngin gon, dé hiéu hon.
- HO tro chinh stra cdu chit, 15i dién dat va cach trinh bay bang biéu.
- Cac ph?m cu thé ¢6 swr ho tro ciia AL
- Phan nhé}n xét, phﬁ,l:l tic’h bang s liéu trong Chuong ‘2 dwa trén noi dung da tong
hop yéu cau la cac yéu to moi trudng dnh hudng, ngudn luc tai chinh va tinh hinh
kinh doanh cia MIB Group.
- Phan tich theo yéu cau trong Chuong 3, gdbm giai phap mo rong kénh TikTok, dao
tao nhan vién ban hang va hoan thi¢n quy trinh xtr Iy khiéu nai.
- Phan chinh stra cau chit, rat gon noi dung, kiém tra tinh logic gitra cac chuong.
- Toi xéc‘nhzfm rang toi da xem xét k§ lwdng va xac thuce tit ca ndi dung do
Al tao ra ve tinh chinh xac, tinh nguyén ban va sw phu hop.
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3. Liém chinh, Trach nhiém Hoc thuat va Tuan thi Pao dic va Phap luat - T61
chiu trach nhiém hoan toan v€ nd1 dung ctia bai ndp nay va xac nhan rang Al chi duoc
str dung nhu mot cong cu hd trg, khong phai 1a tac gia chinh cho bai 1am cia toi.
- T4i x4c nhén rang Al khong duge sir dung dé nguy tao, lam gia hodc thao tang di
ligu.
- T61 da dam bao réng khong c6 dir liéu bi mat hoac riéng tu nao dugc chia sé voi
cac cong cu Al ma khong co6 sy cho phép thich hop.
- T4 d4 tuan thi tt ca cac yéu cau phép 1y lién quan dén bao vé dit liéu va sé hitu
tri tué, dong thoi da trich dan ngudn maot cach thich hop.
- Bai danh gi nay phan anh nd lyc tri tué ca nhan cua t6i, va trach nhiém ddi véi
bai lam nay hoan toan thudc vé ca nhan toi.
Cam két
- T6i hiéu rang bat ky su thiéu tuan thu nao ddi véi viée str dung Al co trach nhiém,
bao gom viéc khong khai bao sir dung Al hodc trinh bay sai su that, ¢ thé dan dén
viéc Khoa luan tot nghiép ctia téi bi tir choi ma khong can xem xét thém.
- Bing viéc ky vao don nay, t6i khang dinh ring bai ndp nay phan anh trung thuc
bai lam cua t61 va to1 da tudn thu cac nguyén tac st dung Al c6 trach nhi¢m.
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