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PHAN MO DAU
1. Ly do chon dé tai
Trong bdi canh nén kinh té sé phat trién manh mé, cac doanh nghiép ngay cang
chu trong dén hoat dong marketing va ban hang truc tuyén nham tiép can khach hang
nhanh chdng va nang cao hiéu qua kinh doanh. Dic biét, su phat trién cua cac nén tang
mang xa hdi nhu Facebook, TikTok da tao ra nhiéu co hoi cho doanh nghiép trong viéc
quang ba san phém, dich vy va mé rong thi truong. Vi vay, viéc xay dung va hoan thi¢n
quy trinh ban hang dong vai tro quan trong trong vi¢c nang cao hi€u qua hoat dong kinh

doanh cua doanh nghi¢p.

Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Néng 1a doanh nghiép
hoat dong trong linh virc Marketing Online, chuyén cung cép cac dich vu quang cdo trén
nén tang Facebook, TikTok va hd trg van hanh cac kénh ban hang truc tuyén cho ca
nhan va doanh nghiép. Cong ty di va dang dap (rng nhu cdu marketing ctia nhiéu khach
hang la ca nhan kinh doanh va doanh nghi€p vira va nho.

Tuy nhién, qua qua trinh thyc tip va tim hiéu thuc té tai doanh nghiép, em
nhan thay hoat dong ban hang ctia cong ty vin con mot sb han ché nhat dinh. Quy mé
chi nhanh con nho, nguén nhén luc chua that sy 6n dinh va mot s hoat dong ban hang
chua duge trién khai mot cach bai ban va dff)ng bo. bidu nay phﬁn nao anh hudng dén

hiéu qua tiép cin khach hang va kha ning mé rong thi trudng ctia doanh nghiép.

Xuét phat tir thyc té d6, viéc nghién ctru va dé xuat cac giai phap nham hoan thién
quy trinh ban hang tai doanh nghiép 14 cin thiét. Mot quy trinh ban hang rd rang, khoa
hoc va hiéu qua s& giup doanh nghiép ning cao kha ning tiép can khach hang, ting ty

16 chuyén d6i va nang cao hiéu qua kinh doanh.

Chinh vi vay, em quyét dinh chon d¢ tai: “Hoan thién quy trinh ban hang truc
tuyén tai Cong ty TNHH MTYV XP Media Gia Lai — Chi nhanh Pa Ning” lam d¢
tai nghién ctru cho chuyén dé t6t nghiép cua minh, nham phan tich thuc trang quy trinh
ban hang hién tai vé dé xuit cac giai phap phu hop dé nang cao hiéu qua hoat dong cua

doanh nghi¢p.



2.

Muc tiéu nghién ctru
Muc tiéu tong quat

Nghién ctru va danh gia thuc trang quy trinh ban hang tai Cong ty TNHH MTV

XP Media Gia Lai — Chi nhanh Pa Ning, tir d6 dé xuat cac giai phap nham hoan thién

quy trinh ban hang, gbp phan nang cao hiéu qua kinh doanh va ning lyc canh tranh cua

doanh nghiép.

Muc tiéu cu thé

Hé thdng héa co s6 1y luan vé ban hang va quy trinh ban hang trong doanh nghiép.
Phan tich va danh gia thuc trang quy trinh ban hang tai Cong ty TNHH MTV XP
Media Gia Lai — Chi nhanh Pa Nang.

Xéc dinh nhitng vu diém, han ché va nguyén nhan trong quy trinh ban hang cta
doanh nghié¢p.

Pé xuat mot s6 giai phap nham hoan thién quy trinh ban hang, nang cao hiéu qua
hoat dong kinh doanh cua cong ty trong thoi gian to1.

Poi twong nghién ciru

Déi twong nghién ciru ciia dé tai 1a quy trinh ban hang truc tuyén tai Cong ty

TNHH MTV XP Media Gia Lai — Chi nhanh Pa Nang, bao gém cic budc tim kiém

khach hang, tu vin dich vu, chdm soc khach hang va chdt hop dong dich vu.

4.

Pham vi nghién ciru

Pham vi ndi dung: Hoan thién quy trinh ban hang truc tuyén tai Céong ty TNHH
MTV XP Media Gia Lai — Chi nhanh Pa Nang

Pham vi khong gian: Pé tai dugce thue hién tai Cong ty TNHH MTV XP Media
Gia Lai - Chi nhanh Pa Ning

Pham vi thoi gian: St dung sb 1iéu dé phan tich trong thoi gian 3 nim tir nim
2023 - 2025.

Phwong phap nghién ciru

Céac phuong phap duoc sir dung dé thuc hién dé tai 13 phuong phap thong ké, so
sanh va thu thap dir liéu.

Phuong phap thong ké: Dung dé thu thap, xtr Iy va phan tich cac con sd (mat

lwong) dé tim hiéu ban chit va tinh quy luit von c6 cua chiing (mit chét) trong



diéu kién khong gian va thoi gian cu thé, cac hoat dong tu nguén website cua
cong ty va cac ngudn chinh thdng khac.

- Phuong phap so sanh: Phuwong phap nay dugc dung pho bién nhim so sanh va
danh gia két qua, xac dinh vi tri va xu hudng bién dong ctia cac chi tiéu phan tich.

- Phuong phéap thu nhap va xt 1y s6 liéu: tat ca cac sb liéu va thong tin trong bai
chuyén d¢é tot nghiép 1a céc sb liéu thir cap duoc cung cap boi cac bd phan phong
ban ctia Cong ty TNHH MTV XP Media Gia Lai, vdi muc dich phuc vu cho viéc
phan tich thuc trang hoat dong marketing online tai cong ty.

6. Két cAu d@ tai
Chuong 1: Co s& Iy ludn vé quy trinh ban hang tryc tuyén trong doanh nghiép

Chuong 2: Thyc trang quy trinh ban hang tryc tuyén tai Cong ty TNHH MTV XP
Media Gia Lai — Chi nhanh Pa Ning

Chuong 3: Hoan thién quy trinh ban hang truc tuyén tai Cong ty TNHH MTV
XP Media Gia Lai — Chi nhanh Da Ning



LOI CAM ON
Khoa luan tot nghiép chuyén nganh Quan tri kinh doanh véi dé tai “Hoan thién
quy trinh ban hang tryc tuyén tai Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh
Pa Ning” 1a két qua ciia qua trinh nd luc hoc tap, nghién ctru va cd gang khong ngirng
cua ban than em trong sudt thoi gian thuc hién khoa luén. Dé hoan thanh dé tai nay, em
d3 nhan duoc rat nhiéu sy quan tam, giup d& va dong vién tir quy thay co, gia dinh, ban

be va don vi thuc tap.

Trudc hét, em xin bay té 10ng biét on siu sac dén cd Nguyén Thi Lé Loan — giang
vién hudng din da tryc tiép tan tinh chi bao, dinh hudng, gop y chuyén mén va hd trg
em trong sudt qua trinh thuc hién khoa luan. Nhitng ¥ kién dong gop quy bau cta co da

gitip em hoan thién dé tai mot cach tét hon ca vé ndi dung 1an hinh thiec.

Em xin chan thanh cdm on Ban Giam hiéu Trudong DPai hoc Kién trac Pa Nang,
quy thﬁy 6 khoa Kinh té va B6 mon Quan tri kinh doanh da tao diéu kién thuan lgi cho

em trong qua trinh hoc tip va thuc hién khoéa luan tot nghiép.

DPdng thoi, em xin giri 101 cdm on dén Ban lanh dao cung toan thé anh/chi nhan
vién tai Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Ning da nhiét tinh ho
trg, cung cﬁp thong tin, tai li€u va tao diéu kién thuan loi dé em c6 co hoi tim hiéu thuc
té hoat dong ban hang truc tuyén cua cong ty trong sudt thoi gian thyc tip.

Cubi cuing, em xin giri 101 cam on dén gia dinh, ban bé da luon dong vién va hd
trg em trong qua trinh hoc tap cling nhu hoan thanh khoa luan nay.

Do kién thuc va kinh nghiém thyuc té ctia ban than con han ché nén khoa luan khé
tranh khoi nhitng thiéu so6t. Em rat mong nhin duogc nhirng ¥ kién dong gop quy bau tir
quy thay co dé dé tai duoc hoan thién hon, ddng thoi gitp em tich liy thém kinh nghiém

va kién thirc phuc vu cho cong viéc trong tuong lai.

Em xin chan thanh cam on!
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CHUONG 1: CO SO LY LUAN VE QUY TRINH BAN HANG TRUC TUYEN
TRONG DOANH NGHIEP

1.1. Tong quan vé khach hang

1.1.1. Khai niém

Khéch hang 1a ngudi mua hodc c6 su quan tdm, theo doi mdt loai hang hoa hoac
dich vu nao d6 ma sy quan tdm niy c6 thé din dén hanh dong mua. Trong hoat dong
kinh doanh, khach hang gitr vai tro trung tdm, 13 d6i twong phuc vu cua doanh nghiép
va 13 yéu t6 quan trong quyét dinh dén sy thanh bai ctia doanh nghiép trén thi trudng.
Do d6, moi hoat dong ban hang déu phai huéng dén viéc théa man nhu ciu cta khach

hang va tao ra gia tri cho ho.

Trén co so do, ban hang khong chi don thuan 1a qua trinh trao d6i hang hoéa hodc
dich vu lay tién, ma con 13 qua trinh doanh nghiép t6 chtic cac hoat dong nham tiép can,
tim hiéu nhu cau, thuyét phuc va phuc vu khach hang. Thong qua hoat dong ban hang,
doanh nghiép co thé khai thac hiéu qua tiém nang cia thi trudng, dong thoi xay dung va

thue hién cac chién luogce kinh doanh phut hop véi tirng nhoém khach hang muc tiéu.

Bén canh do, s lugng va dac diém cua khach hang c6 anh huong truc tiép dén
quy mo va co cAu thi truong, tu do chi phéi viéc xac dinh muc tiéu va chién luge ban
hang cua doanh nghiép. Trong diéu kién nhu cau ctia khach hang khong dong nhit va
thudng xuyén bién dong, hoat dong ban hang doi hoi phai duoc to chltc mot cach linh
hoat, pht hop véi tirng thoi diém va ting ddi tuong khach hang, nham nang cao hi¢u

qué ctia cac chién thut va hoat dong tac nghiép ban hang.

Nhu vay, c6 thé hiéu mot cach khai quat ring, ban hang 13 qua trinh doanh nghiép
trién khai cac hoat dong nham chuyén héa nhu cau va sy quan tdm cta khach hang thanh
hanh vi mua hang, qua dé tao ra doanh thu va gop phan thuc hién cac muyc tiéu phat trién

cua doanh nghiép.

1.1.2. Phan loai khach hang

Trong hoat dong kinh doanh, khach hang 1a d6i tugng trung tim ma doanh nghiép
huéng dén phuc vu. Tuy nhién, do su khac biét vé nhu cau, hanh vi tiéu ding ciing nhu
dic diém ca nhan, khach hang khong ton tai dudi dang mot nhom dong nhat ma duoc
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phan chia thanh nhiéu nhom khéac nhau. Viéc phan loai khach hang nhu vy c6 ¥ nghia
quan trong, gitip doanh nghiép nhan dién diing ddi tugng muyc tiéu, tir d6 xay dung chién

luge ban hang va marketing phu hop, nang cao hiéu qua kinh doanh.

Trude hét, cin cir vao dbi tuong mua hang, khach hang dugc chia thanh hai nhém

co ban 1a khach hang c4 nhan va khach hang to chirc:

Khach hang ca nhan 1a nhitng nguoi tiéu dung cudi cung, thuc hién hanh vi mua
nham phuc vu nhu cau sinh hoat hodc tiéu ding c4 nhan. Nhém khach hang nay thuong

c¢6 hanh vi mua chiu anh hudng boi yéu td tim 1y, so thich va thu nhap.

Khach hang t6 chirc bao gdm cac doanh nghiép, co quan nha nudc hodc to chire
phi loi nhuan, thuc hién viéc mua hang nhim phuc vu hoat dong san xuét, kinh doanh
hodc van hanh t chirc. Quyét dinh mua ctia nhém khach hang niy thudng mang tinh 1y

tri, dua trén cac ti€u chi nhu chi phi, hi¢u qua va lg1 ich 1au dai.

Bén canh d6, trong qua trinh mua hang, khach hang con c6 thé dam nhan nhitng
vai trd khac nhau nhu ngudi khai xudng nhu cau, nguoi anh hudng dén quyét dinh,
ngudi truc tiép dua ra quyét dinh, ngudi thuce hién hanh vi mua va nguoi sir dung san
pham hoic dich vu. Viéc xac dinh dung vai tro ciia tirng d6i tuong trong qua trinh mua
gitp doanh nghiép c6 cach tiép can phu hop, tir 6 gia ting kha ning thuyét phuc va

hi€u qua ban hang.

Ngoai ra, khach hang ciing duoc phan loai dua trén hanh vi va dic diém tim ly.
Theo tiéu chi ndy, phan biét cic nhém nhu khach hang dé tinh, khach hang kho tinh,
khéach hang do dy hay khach hang trung thanh. M6i nhom khach hang sé c6 nhiing dic
diém riéng trong qué trinh ra quyét dinh mua, doi hoi doanh nghiép phai c6 phwong phap
tiép can va phuc vu linh hoat, phu hgp véi tirng dbi tuong cu thé.
Cubi clng, xét theo mbi quan hé véi doanh nghiép, khach hang dugc chia thanh
khach hang tiém ning, khach hang hién tai va khach hang trung thanh.
- Khach hang tiém ning 13 nhitng ngudi ¢6 nhu cau nhung chua phét sinh giao

dich, trong khi khach hang hién tai 1a nhirng nguoi da va dang sir dung san pham

hodc dich vu ctia doanh nghiép.



- Khach hang trung thanh 13 nhém khach hang c6 muc do gin bo cao, thudng xuyén
mua hang va dong vai trd quan trong trong viéc duy tri doanh thu 6n dinh cho

doanh nghié¢p.

Nhu vay, viéc phan loai khach hang theo nhiéu tiéu chi khac nhau khong chi gitip
doanh nghiép hiéu rd hon vé dic diém va nhu cau cia tirng nhom khach hang, ma con
la co s& quan trong dé xay dung chién luoc kinh doanh, chién lugc ban hang va cac

chinh sach cham soc khach hang mét cach hiéu qua va bén viing
1.2. Téng quan vé ban hang truc truyén

1.2.1. Khai niém bén hang truc tuyén
a. Khai niém ban hang
Ban hang 13 mot nghé xuét hién tir rat lau trong sy phat trién kinh té - xa hoi cua
loai nguoi. X3 hoi cang phat trién, nhu cau mua - ban, trao d6i hang héa ngay cang gia
tang, nghé ban hang lai cang phat trién manh mé va cong viéc ban hang ciing tré nén da

dang va phuec tap.
Hién nay c6 rat nhiéu dinh nghia khac nhau vé ban hang:

Ban hang 1a mot hoat dong v6 cung quan trong, nd quyét dinh dén sy tOn tai va
phat trién ctia doanh nghiép, mot trong cc cach tiép cin ban hang dwoc nhidu doanh
nghiép ap dung 1a tiép can ban hang véi tu cach mot khau quan trong, mot bo phan hiru
co cia qué trinh kinh doanh. Theo cach tiép can ndy thi: “Ban hang 1a mot khau mang
tinh chat quyét dinh trong hoat dong kinh doanh, mot b phan cAu thanh thudc hé théng
t6 chirc quan 1y kinh doanh cta doanh nghiép chuyén thuc hién cac hoat dong nghiép
vu lién quan dén viéc thue hién chire ning chuyén hoa hinh théi gia trj cta san pham
hang ho4 tir hang sang tién ctia to chirc d6.”

Theo qua trinh mua hang cta khach hang, ban hang chinh 1a viéc giap khach hang
hoan thanh qua trinh mua hang cua ho, giup ho giai quyét van d& ma ho dang gip phai
bang viéc cung cap cho ho mot sé san pham nao do.

Ban hang 13 hinh thic giéi thiéu bang miéng vé hang hoéa hay dich vy thong qua

su giao ti€p cua ngudi ban véi1 ngudi mua, nham muc dich ban dugc hang.

Ban hang 1a hoat dong trao hang va thu tién ciia nhan vién.
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Ban hang 1a mot hoat dong kinh doanh ma muc ti€u la dua hang héa dich vu dén

thoa min nhu cau cta nhitng ddi trong tiéu dung khac nhau trong x3 hoi.

Toém lai: Ban hang 1a mot hoat dong trung gian, thuc hién chtrc ning cau ndi giita
cung cau vé hang hoa, giita san xuat va tiéu dung. Thong qua hoat dong ban hang, hang
hoa s& van dong di chuyén tir nha san xuat kinh doanh tdi cac dbi tuong tiéu ding, hoan

thién mdt chuong trinh san xuét kinh doanh va tai san xuét xa hoi.
b. Khdi niém bdn hang triee truyén

Ban hang truc tuyén (ban hang online) dugc hiéu 1a cac hoat dong kinh doanh,
budn ban, trao d6i hang hoa dién ra trén mang internet. Hinh thtrc ban hang nay khong
can co cira hang vat 1y, hodc c6 cira hang nhung diy manh quang ba san phdm qua céac

kénh tryc tuyén. Qua trinh giao dich s& dién ra chil yéu trén mang internet.

Ban hang truc truyén la mot rng dung cua thuong mai dién tir. Vé ban chét, ban
hang truc tuyén ciing 13 qua trinh ban hang hoa dén nguoi tidu dung con nguoi ban nhan
dugc tién tir nguoi mua. Tuy nhién, ban hang truc tuyén duoc thuc hién trén co so st
dung phuong tién dién tr, internet hodc mdt mang két ndi @é tién hanh giao dich tir xa,
ngudi mua va nguoi ban khong can thiét phai gip nhau. Phuong tién dién tr dugc hicu
la cadc phuong tién hoat dong dua trén cong nghé¢ di¢n, hodc céd két ndi cac mang vién
thong, internet... Vi sy phat trién cua internet va cong nghé thong tin, nhiéu phuong
tién dién tr mo1 dugce st dung 1am hoat dong ban hang truc tuyén duoc tro nén thuan

tién. Thiéu phuong ti€n dién tr va mang két ndi thi khong c6 ban hang truc tuyén.

Qua mdt sb tiép can dwa ra cach hiéu vé& ban hang truc tuyén nhu sau: “Ban hang
tryc truyén 13 viéc ban hang hoa va dich vu qua internet va cac kénh dién tir khac dén
khach hang v&i su hd tro tir cic phuong tién dién tir”. Internet 1 kénh chil yéu va phd
thong nhat bén canh cac kénh dién tir khac, 1a moi truong dé nguoi ban sir dung nham
dua thong tin, hang héa, hodc dich vu dén khach hang. Véi ban hang truc truyén, nguoi
mua va ngudi ban cé thé tién hanh mua ban, trao doi hing héa ma khong can phu thudce
vao thoi gian va dia diém. Pja diém mua ban dugc to chtc trén khong gian mang giup
cho viéc mua ban duoc tién hanh moi noi moi lac trong diéu kién két ndi duge dam béo.
Céc phuong tién di¢n tir nhu di€n thoai thong minh, may tinh bang...duoc ngudi1 mua
va nguoi ban st dung dé thuc hién giao dich. Su chu dong trong mua ban tryc tuyén
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luén & mirc cao. Ngudi ban va ngudi mua ti€n hanh giao dich tryc tuyén dya trén yéu to
niém tin 13 rat 16n. Viée giao hang cé thé do bén thir ba dam nhan va thanh toan duoc

thuc hién qua cac hé thong thanh toan dién tir hodc dich vy thu tién ho tir nha van chuyén. ”

1.2.2. Pic diém ciia ban hang truc tuyén trong doanh nghiép

Giong nhu ban hang truyén thong, ban hang truc tuyén 1a hoat dong ban hang
bao gdom céc chu thé tham gia vao qua trinh mua ban 1a: Bén ban, bén mua, cac trung
gian. Déi twong mua ban trong ban hang truc tuyén 13 hang hoa, ¥ tudng, dich vu va cac
san pham s6. Sy khac biét cta ban hang truc tuyén 13 sir dung khong gian mang lam moi
truong giao dich va thuc hi¢n cac giao dich thong qua cac phuong ti€n dién tir. Ban hang

tryc tuyén mang mot s6 dac di€ém co ban sau:

a. Ban hang truc tuyén dwoc thuc hién qua cdc phuong tién dién tr va cac kénh
dién twr
Ban hang truc tuyén c6 thé dién ra giita ngudi ban hodc dai dién nguoi ban vai
nguoi mua hoac dai di€én ngudi mua qua mdt kénh dién tir nao d6 (nhu mang internet)
thong qua cac phuong tién dién tir (nhu dién thoai thong minh,...), khong can gip truc
tiép. Céc giao dich nay co thé thuc hién tu dong hodc c6 su tham gia ciia con nguoi.
Phuong ti¢n dién tir va kénh dién tir 1a cong cu dé cac bén tién hanh giao dich, néu thiéu
mdt trong hai hodc ca hai thi khong c6 ban hang truc tuyén. V&i nhitng tién b ctia cach
mang cong nghiép 4.0, nhiéu phuong tién dién tir va cac tng dung méi duoc sir dung
trong ban hang truc tuyén, gitip cho qua trinh mua ban nhanh chdng va thong minh. Ban
hang tryc tuyén ngoai nhitng yéu té ha ting ki thuat truyén thong (nhu kho hang, cira
hang,...) can x4y dyng ha tang thuong mai dién tir, trong d6 cac hé thong thuong mai
dién tir gitip cho ngudi ban va ngudi mua giao dich tir xa. Néu khong c6 internet, va cac
{rng dung thi khong c¢6 ban hang triuc tuyén. Chinh mang internet va cac (ng dung di
dit nén moéng cho thwong mai dién tir phat trién va cac hoat dong ban hang tryc tuyén

tré thanh hién thue.
b. Tinh san sang ciia ban hang triec tuyén

Viéc sir dung cong nghé ban hang trén mang va cac cong cu hd tro giup cac giao
dich mua ban tryc tuyén dién ra nhanh chéng, khong phu thudc vio khong gian va thoi
gian. Trong ban hang truyén thong, dé cac cira hang vat 1y hoat dong 24/24 gio tat ca
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cac ngay 1a rat kho khan. Trai lai, cic website ban hang dugc két ndi internet tao diéu
kién cho khach hang trén toan cau co thé truy cap vao dé mua hang bat ké thdi gian nao.
Ca 24h trong ngay déu 1a thoi gian thuc hién cac hoat dong ban hang di véi ban hang
tryc truyén, yéu cau ctia khach hang c6 thé duoc dap tng bat ké thoi diém nao thong
qua hé thdng ban hang truc tuyén. Cac nha ban hang tham chi con c6 thé tur tim kiém va

cht dong tu van cho khach hang nhd hé thdng ban hang truc tuyén.
c. Khéng dwoc xdc thiee kiém tra hang héa truée khi mua

V& nguyén tic, moi hang héa va dich vu trong ban hang truyén thong déu c6 thé
duoc ban truc tuyén. Tuy nhién, viéc ap dung cac cong nghé va qua trinh chuyén doi s6
d3 1am cho céc hinh thai ctia san pham thay ddi, cach thirc tiéu dung ctia san phdm ciing
thay d6i. San phim trong ban hang truc tuyén dugc cung cip toi ngudi mua dudi dang
hinh anh va cac thong tin di kém, khong c6 san pham thyc. Ngudi mua truc tuyén xem
hang trén cac gian hang tric tuyén hoic trén cac website ban hang dé di dén quyét dinh
mua. Diéu nay doi hoi ngudi mua phai cé mot s6 k¥ nang nhét dinh dé hinh dung vé san
pham, nhim xac dinh dung san phim theo nhu cau. Mot s6 doanh nghiép c6 uu thé khi
ap dung mo hinh két hop ban hang truc tuyén va ban hang truyén thong. Khi d6 ngudi
mua c6 thé kiém tra hang hoa cu thé tai cac diém ban vt Iy ctia doanh nghiép néu thiy

can thieét.

d. Hoat dong ban dwoc thuc hién chu yéu dwa trén niém tin cua nguoi mua voi uy

tin, thwong hiéu cua nguoi ban

Mic du dang 13 xu hudng duoc wa chudng nhit 1a gisi tré, van con khong it ngudi
cho rang mua ban tryc tuyén khong an toan. Trong thuc té khong it 1n ngudi mua bi
cht hang Ira vi san pham khong dung nhu quang céo hay chuyén tién ma khong nhin
dugc hang.... hai yéu t6 chinh anh hudng dén niém tin trong mua hang tryc tuyén la
nhan thirc vé danh tiéng ctia website (nguoi ban) va chat lwong san pham/dich vu trén
website. Cac nha ban hang truc tuyén c6 uy tin, cac san pham uy tin hay da c6 thuong
hiéu mang lai cam giac an toan cho nguoi mua. Khi ngudi tiéu ding ¢6 niém tin manh
mé v6i viéc mua sim truc tuyén thi thai d6 ddi véi mua sam truc tuyén cang tich cuec.
Nguoi tiéu dung dang c6 xu hudng mua va thanh toan truc tuyén cac san pham gia ré

hodc céac san pham c6 thuong hi¢u tir cac nha ban hang truc tuyén c6 uy tin. Ho s€ st



dung dich vu giao hang thu tién do bén thir ba thuc hién véi cac hang héa mua truc tuyén
khac. Do vy, cac doanh nghiép ban hang truc tuyén can chu trong xay dyng niém tin
d6i voi khach hang. Pong thoi, cac co quan hitu quan can sém hoan thién khung phap

Iy dé ngudi mua yén tim mua béan truc tuyén.
e. Hang hoa co thé duwgc giao nhan duwoi dang vat thé hodc dir liéu

Trong ban hang truc truyén, san pham c6 thé & dang san pham vat 1y (hitu hinh)
va san pham s6. Nguoi ban, ban ca hai loai san pham nay qua cac kénh truc tuyén dudi
dang hinh anh va thong tin san pham dé ngudi mua lya chon. V&i cac san pham vat 1y,
thong thuong viéc giao hang s¢ do mét bén thir ba lam dich vu van chuyén dam nhan.
Nguoi mua s& nhan san phim cu thé va thanh toan qua cac kénh truc tuyén cho nguoi
ban, hodc dung dich vu giao hang thu tién (COD). Khach hang mua truc tuyén thuong
dung hinh thirc COD dé dam béo an toan trong qua trinh mua hang truc tuyén. Vi cac
hang hoa s6, ngudi ban s& giao hang tdi ngudi mua qua cac kénh truc tuyén két ndi truc
tiép nhu qua thu dién tt, tin nhin,...ma khéng can qua cic trung gian van chuyén. Cac
hang hoa sb ton tai dudi dang cac tép tin, cac video,...va duoc tiéu dung thong qua cac
phuong tién di€n tir nhu may vi tinh, dién thoai thong minh,.. .Vén dé co ban trong qua

trinh mua ban, giao nhan hang hoa s 14 uy tin va s tin tudng trong qua trinh giao dich.

Khac biét véi cac phuong thirc ban hang truyén thong, quy trinh ban hang truc

tuyén mang nhirng dic diém dic thu sau:

Thir nhdt, khong c6 su tiép xuc truc tiép v6i khach hang. Toan bd qua trinh giao
tiép voi khach hang duoc thuc hién thong qua cac cong cu nhu Facebook, Zalo, email,
dién thoai,...Diéu nay doi hoi nhan vién ban hang phai c6 k¥ ning giao tiép online tt,
tao duoc su tin tudng thong qua ndi dung va cach tu van.

Thir hai, phu thudc vao cong nghé va nén tang s6. Hiéu qua ciia quy trinh ban
hang tryc truyén chiu anh hudng 16n tir cac nén tang nhu Facebook Ads, TikTok Ads,
hé théng CRM, chatbot,...Néu cong nghé khong 6n dinh hoic khong duoc khai thac

hiéu qua s& anh hudng truc tiép dén két qua ban hang.

Thit ba, toc dd twong tac nhanh va lién tyc. Khach hang online thudng yéu cau
phan hdi nhanh. Néu doanh nghiép phan hdi cham, khach hang c6 thé chuyén sang ddi

thii. Do d6, quy trinh ban hang truc truyén can dam bao tinh kip thdi va lién tuyc.
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Thir tr, d& do luong va kiém soat. Cac hoat dong ban hang truc tuyén c6 thé do
ludng thong qua cac chi s6 nhu ty 1& phan hoi tin nhan, ty 1& chuyén doi, chi phi trén
mdi khach hang,...giup doanh nghiép dé dang danh gia hiéu qua.

Thtr ndm, tinh c4 nhan hoa cao. Dya vao dir li¢u khach hang, doanh nghiép co

thé tu van cac goi dich vu phu hop voi tirng ddi tugng, gitp ting kha nang chdt don.

Thir sau, quy trinh linh hoat va dé thay d6i. Do mdi trudng online bién dong
nhanh (thudt toan, xu hudng...), quy trinh ban hang can dugc diéu chinh lién tuc dé phu
hop vdéi thi trudng.

1.2.3. Vai tro ciia ban hang truc tuyén

Ban hang tric tuyén 13 hinh thitc ban hang qua mang, thong qua quang cdo va
bao gia trén mang, khach hang goi dién thoai ddt hang hodc ddt hang tryc tiép trén mang
va nha cung wng giao hang dén tan noi cho khach hang. Ban hang truc tuyén ngay cang
dong vai trd quan trong trong doi séng xa hoi vi d6 1a nhitng phuong thirc giao dich
nhanh nhét, hiéu qua nhat, tan dung duoc tdi da moi nguén luc. Nho ban hang truc
truyén ma cac nha cung cip da tiép can gan hon voi khach hang, diéu do6 cling dong

nghia véi viéc ting chat lugng dich vu cho ngudi tiéu dung.

Trong ban hang truc truyén, nguodi ban va ngudi mua khong gip nhau truc tiép
ma thong qua mang, do d6 van dé cap nhat thong tin cho cac bén s& nhanh hon, nhung
doi hoi ngudi tham gia phai co kha ning sir dung. Hon nita ban hang tryc tuyén 1a viéc

kinh doanh trén cac thiét bi dién tir nén no s& bj tac dong theo su thay ddi cua cong nghe.

Trong nhirng nim gin day, cung voi sy phat trién manh mé ctia cong nghé thong
tin va truyén thong thi ban hang qua dién thoai va mang Internet d dan tré thanh nhirng

hinh thirc ban hang pho bién thay thé cac hinh thirc ban hang c6 dién khéc.

Trén day 1 nhitng hinh thirc ban hang tiéu biéu chir khong phai 1a tat ca. Tuy
thudc dic diém hang hod, quy mo kinh doanh, mé1 truong kinh doanh, tiém nang doi
ngli ban hang ma doanh nghi¢p thuong mai chi dong van dung cac hinh thirc ban hang
khac nhau nhim giit vitng, mé rong thi trudng, ting nhanh doanh sb va lgi nhuan cho

doanh nghi¢p.



1.2.4. Hinh thirc ban hang truc tuyén

Trong hoat dong kinh doanh, hinh thirc ban hang dugc hiéu 1a nhitng cach thuc
ma doanh nghiép lya chon nham tao diéu kién cho khéach hang tiép can va thuc hién
hanh vi mua hang. Phuong thirc ban hang la “nhiing phuong phap, cach thirc ma nguoi
ban hang lya chon dé tao diéu kién cho ngudi mua tiép can voi hang hoéa, dich vu va

mua hang hoa, dich vu d6”.

Trén co s& d6, cuing voi sy phat trién cua cong nghé thong tin va Internet, cic
hinh thtrc ban hang truyén théng di duoc mo rong va chuyén d6i sang méi truong truc
tuyén, hinh thanh nén hinh thitc ban hang tryc tuyén. Day 14 hinh thirc ban hang ma toan
bd hodc phan 16n qua trinh giao dich giita doanh nghiép va khach hang duoc thuc hién

thong qua cac phuong tién dién tir va nén tang Internet.

Xét theo phuong thirc tiép can va trién khai hoat dong ban hang, ban hang truc

tuyén duoc thuc hién thong qua nhiéu kénh khac nhau:

Mot 1a ban hang qua website thuong mai dién tir ctia doanh nghiép, cho phép
doanh nghiép chii dong kiém soat toan bd qua trinh gidi thiéu san pham, dinh gia va

cham séc khach hang.

Hai la ban hang thong qua céac san thuong mai di¢n tir, noi doanh nghiép tan dung
nén tang trung gian dé tiép can luong 1on khach hang, ddng thoi str dung cac dich vu hd

trg ve thanh toan va van chuyén.

Ba la ban hang qua mang xa hoi, mot hinh thirc ngay cang phd bién nhd kha ning
tuong tac cao, giup doanh nghiép tiép can khach hang mot cach nhanh chong va linh
hoat.

Ngoai ra, c6 thé thay ban hang truc tuyén ciing dugc trién khai duéi dang ban
hang theo don dit hang dién tir. Theo do, khach hang giri yéu ciu mua hang thong qua
cac kénh truc tuyén, doanh nghiép tién hanh xac nhan, xtr Iy va thuc hién giao dich
1.3. Quy trinh ban hang truc tuyén
1.3.1 Quy trinh ban hang trwc tuyén

Quy trinh ban dich vu quang cdo truc tuyén 1a mot hé thdng cac budc nghiép vu
dugc to chire theo trinh tu logic nham tim kiém, tiép can, thuyét phuc va duy tri khach
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hang trong méi truong sd. Khac voi ban hang truyén théng, quy trinh ndy dién ra chu
yéu trén nén tang truc tuyén, noi thong tin duoc truyén tai nhanh chong, mic d6 canh

tranh cao va hanh vi khach hang thay déi linh hoat.

V& ban chét, quy trinh ban hang truc tuyén khong chi don thudn 1a hoat dong giao
dich ma con 1a qua trinh tao dung nhan thic - hinh thanh nhu ciu - thuyét phuc quyét
dinh - duy tri mdi quan hé, trong d6 mdi budc déu cé sy tac dong 1an nhau. Quy trinh
ban hang tryc truyén nay gém 6 budc va dugc chia thanh 3 giai doan: Trudc ban, trong

ban va sau ban.

1.3.1.1. Giai doan truwéc ban
Giai doan trudc ban dong vai tro tao lap nén tang cho toan bd quy trinh, quyét

dinh dén chat lvgng khach hang dau vao va hiéu qua chuyén d6i ¢ cac giai doan sau:
Bueée 1: Tim kiém va xdc dinh khdch hang tiém ndng

Pay 1a budc khoi dau ciia quy trinh, nham hinh thanh nguon khach hang c6 kha
nang phat sinh nhu cau sir dung dich vu quang céo. Trong mdi trudng truc tuyén, hoat
dong nay khong dién ra mot cach ngau nhién ma dua trén dit liéu va hanh vi nguoi dung.

Cu thé qua trinh nay bao gom:

- Thu thap dir li¢u khach hang: Thong qua quang cao, tuong tac trén mang xa hoi,
website hoac hé théng CRM.

- Nhan dién nhu cau tiém an: Dua vao hanh vi nhu tim kiém san phém, tuong tac
v6i ndi dung quang céo, dé lai thong tin.

- Sang loc va phén loai: Dya trén cac tiéu chi nhu nganh nghé kinh doanh, quy mé

hoat dong, mirc d§ quan tdm va kha nang chi tra.

V& ban chat, budc ndy 14 qua trinh chuyén dbi tir “dir liéu thd” sang “khach hang
tiém ning cé gia tri”. Néu viéc sang loc khong chinh xac, doanh nghiép sé& tén nhiéu chi
phi va thoi gian trong cac budc tiép theo ma khong dat hidu qua.

Buée 2: Chudn bi va tiép cdn khéach hang

Sau khi x4c dinh khach hang tiém ning, doanh nghiép tién hanh chuin bi noi
dung va phuong thirc tiép can nham tao 4n twong ban dau va kich thich sy quan tim cia
khach hang.
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Qua trinh nay bao gdm hai hoat dong chinh:

(1) Chuan bi trudc khi tiép can:

- Xay dyng kich ban tu van phu hop véi tirng nhom khéach hang.

- Chuan bi tai liéu minh hoa nhu bang gia, ngi dung quang cao mau, két qua chién
dich trudc do.

- Lua chon phuong tién giao tiép phu hop voi hanh vi khach hang.

(2) Tiép can khach hang:

- Thyc hién giao tiép qua cac kénh truc tuyén nhu tin nhin, dién thoai, email.

- Truyén tai thong tin mot cach ngén gon, rd rang, tap trung vao lo1i ich.

- Tao sy két no1 ban dau va khoi goi nhu cau.

Ban chét ctia bude nay 1a qua trinh kich hoat su cha ¥ va tao tién dé cho tuong
tac siu hon. Trong mdi trudong online, khach hang ¢ nhiéu lwa chon nén néu khong tao

duoc an tugng ngay tir dau, kha ning bi bo qua 1a rat cao.

1.3.1.2. Giai doan trong ban

Day la giai doan trong tdm cua toan bd quy trinh ban hang, noi doanh nghiép truc
tiép twong tac voi khach hang nham chuyén héa nhu ciu thanh quyét dinh mua dich vu.
Hiéu qua ctia giai doan nay anh hudng quyét dinh dén ty 1¢ chuyén dbi khach hang tiém
ning thanh khach hang thuc té, ddng thoi phan anh rd ning luc chuyén mon va kha ning
thuyét phuc ctia d6i ngii ban hang.

Bu6c 3: Tw vdn va trinh bay gidi phdp

Sau khi da thiét 1ap duoc két ndi ban dau v6i khach hang, nhan vién ban hang
tién hanh khai thac nhu cau cu thé va xay dung giai phap phu hop véi tirng trudng hop.
Pay 1a budce quan trong nham xac dinh dung van dé khach hang dang gip phai va dé
xut goi dich vu phu hop nhat.

Qua trinh tu van va trinh bay giai phap thuong dién ra theo cac ndi dung sau:

- Phan tich nhu cau khach hang: Nhan vién ban hang chu dong dat cau hoi, ling
nghe va thu thap thong tin lién quan dén nganh nghé kinh doanh, san pham/dich
vy, dbi twong khach hang muc ti€u, muc tiéu truyén thong, ngan sach du kién va

céc van dé khach hang dang gip phai trong hoat dong marketing.
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- Xéc dinh vAn dé ¢t 16i: Trén co sé thong tin thu thap dwoc, nhan vién danh gia
nhitng khé khan ma khach hang dang gip phai nhu thiéu khach hang tiém nang,
doanh s thép, thuong hi€u chua dugc nhan dién tdt hodc chién dich quang cao
trude day chua mang lai hi¢u qua.

- Dé xuit giai phap phu hop: Nhan vién tién hanh xdy dung phuong an trién khai
phu hop véi nhu cau thuc té cua khach hang, bao gém lya chon nén tang quang
cdo (Facebook, TikTok, Google...), hinh thitc ndéi dung (video, hinh danh,

livestream, seeding), ngan sach dau tu va dinh huéng muc tiéu chién dich.

Khac voi hinh thirc ban hang truyén thong, & budc nay nhan vién ban hang khong
don thuan gi6i thiéu dich vu ma dong vai tro nhu mot chuyén gia tu van giai phap, giup
khach hang hiéu duoc cach thirc dich vu c6 thé hd trg giai quyét van dé kinh doanh cua
ho. Vi vay, kha ndng phan tich nhu cau va tu vin chuyén siu 13 yéu t6 then chdt quyét

dinh sy thanh cong cuia budc nay.
Burée 4: Xur Iy phan déi cia khdach hang

Trong qué trinh cAn nhic mua dich vy, khach hang thudng phét sinh nhirng bin
kho#n hoic phan ddi lién quan dén hiéu qua, chi phi va muc d6 uy tin cia doanh nghiép
cung cap dich vu. Pay 1 hién tugng phd bién va mang tinh tat yéu trong hoat dong ban

hang, dic biét d6i véi cac dich vu vo hinh nhu quang cdo truc tuyén.
Céc phan dbi thuong gip ciia khach hang bao gom:

- Lo ngai v€ hi€¢u qua thuc té cua chién dich quang céo;
- Cho rang chi phi dich vu chua phu hop vo1 ngan sach hién tai;
- Thi€u ni€ém tin vao ning luc tri€én khai cua doanh nghiép;

- Di ting st dung dich vu twong ty nhung khong dat két qua nhu ky vong;

Pé xir Iy hiéu qua cac phan d6i ndy, nhan vién ban hang can thuc hién theo trinh

- Nhan dién dung nguyén nhan phan dbi: Xac dinh phan doi cua khach hang xuét

phat tir van d8 tai chinh, thiéu thong tin hay thiéu niém tin vao dich vu.
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Phan tich va gidi thich dya trén loi ich thuc té: Lam rd gia tri dich vu mang lai,
cach thuc trién khai va 1y do vi sao giai phap duoc dé xuat phit hop voi khach
hang.

Cung cap bang ching thuyét phuc: Str dung cac case study, s liéu chién dich
trudc day, phan hoi tir khach hang cii hodc hinh anh két qua thuc té dé gia ting
murc do tin cay.

Diéu chinh d¢ xuat khi can thiét: Truong hop khich hang gip tré ngai vé ngan
sach hodc chua phi hop véi phuong an ban dau, doanh nghiép co6 thé diéu chinh

6i dich vu, pham vi trién khai hodc ngan sach dé xuit dé ting tinh kha thi.

Vé ban chat, budc xtt Iy phan doi la qua trinh gidm thiéu rii ro cdm nhén cua

khach hang va ctng ¢ niém tin d6i voi dich vu, qua dé thuc day khach hang tién gin

hon dén quyét dinh mua.

Buée 5: Chot don hang

Sau khi khach hang d3 duoc giai ddp thic mic va dong thuan véi giai phap dé

xuat, nhan vién ban hang ti€n hanh budc chot don nham chuyén doi tur giai doan can

nhéc sang hanh dong mua thyuc té.

Qua trinh chét don thuong bao gdm cac ndi dung:

Xac nhan lai nhu cdu va giai phap d3 thong nhat: Nhan vién ra soat lai toan bd
ndi dung tu van dé dam bao khach hang hiéu rd goi dich vy, pham vi trién khai
va muc tiéu chién dich.

Lam rd chi phi, quyén loi va diéu kién thuc hién: Thong nhat ngan sach, thoi gian
trién khai, quyén lo1 khach hang, cam két dich vu va trach nhiém cua cac bén.
Huéng dan thu tuc thanh toan va ky két hop dong: Hoan tit cac budc xac nhan
don hang, ky hop ddng dich vu, thanh toan va ban giao thong tin cho bd phan

trién khai.

Trong moi trudong ban hang truc tuyén, budc chot don cdé mét s6 dac di€ém nodi

bat nhu:

Quy trinh dién ra nhanh chong thong qua nén tang sd;

ft thi tuc gidy to hon so v&i ban hang truyén thong;

13



- Phy thudc 16n vao mirc dd tin tuong ctia khach hang dbi voi doanh nghiép va

nhan vién tu van.

Ban chat ctia budce chot don 1a chuyén d6i trang thai tir y dinh mua sang hanh
dong mua thuc té, ddng thoi phan anh két qua tong hop ciia toan bd cac budc trude do

trong quy trinh ban hang.

1.3.1.3. Giai doan sau ban
Giai doan sau ban khong chi dung lai & viéc hoan tat giao dich ma con hudéng

dén viéc toi da hoa gia tri khach hang trong dai han.
Buc 6: Cham séc khdch hang sau ban va xir Iy khiéu nai

Sau khi khach hang hoan tit giao dich, doanh nghiép khong dirng lai & viéc cung
cép dich vu ma tiép tuc duy tri cac hoat dong hau ban nham dam bao chat luong trién
khai, ning cao mirc do hai 1ong va phat trién mdi quan hé 1au dai voi khach hang. Trong
linh vuc dich vu quang céo truc tuyén, budc nay bao gom hai noi dung chinh: Cham soc

khach hang sau ban va xir 1y khiéu nai.
a. Qua trinh cham soc khach hang sau ban

Cham séc khach hang sau ban 14 qué trinh doanh nghiép tiép tuc dong hanh cing
khach hang trong subt qua trinh trién khai dich vy, nham dam bao dich vu duge thuc

hién dting cam két va mang lai hiéu qua nhu mong doi.
Céc hoat dong cham séc khach hang sau ban bao gdm:

- Trién khai dich vu theo cam két: Doanh nghiép tién hanh thuc hién chién dich
quang céo theo ndi dung da thdng nhat véi khach hang, bao gom thiét lap chién
dich quang céo, xay dung ndi dung truyén thong, phan bd ngan sach va trién khai
quang c4o trén cac nén tang phu hop.

- Theo ddi va do luong hi¢u qua chién dich: Trong subt qua trinh thyc hién, doanh
nghi¢p thuong xuyén theo doi cac chi sb hiéu qua nhu luot tiép can, lugt tuong
tac, ty 1& chuyén d6i, chi phi trén mdi khach hang tiém ning nham danh gia hiéu
qué thyc té cta chién dich.

- Béo c4o két qua dinh ky: Nhan vién phu trach tong hop dir liéu, phan tich két qua
trién khai va giri bao céo dinh ky cho khach hang dé cap nhat tinh hinh thyc hién,
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ddng thoi giai thich cac chi sé 1ién quan nham giup khach hang hiéu rd hiéu qua
dau tu quang céo.

- Hb trg va xir Iy cac van dé phat sinh trong qua trinh trién khai: Khi chién dich
phat sinh 18i k¥ thuat, hiéu qua chua dat nhu mong mudn hodc c6 thay doi tir phia
nén tang quang céo, doanh nghiép can chi dong diéu chinh va dua ra giai phap
kip thdi dé dam bao chién dich van hanh on dinh.

- Thu thip phan hdi va cai tién dich vu: Doanh nghiép ghi nhan y kién danh gia tir
khach hang nham hoan thién quy trinh va niang cao chat lwong dich vu trong céc
1an trién khai tiép theo.

- Tu van gia han va mé rong dich vu: Dya trén két qua dat dugc, doanh nghiép dé
xuit cac giai phap tiép tuc trién khai hodc mé rong chién dich nham hd trg khach
hang dat dugc muc tiéu kinh doanh lau dai.

- Duy tri mdi quan hé khach hang: Thudng xuyén lién lac, chim séc va cung cap
thong tin hitu ich dé gia ting muc d6 gin bo va xay dung tép khach hang trung

thanh.

Vé ban chit, chim soc khach hang sau ban 1a qua trinh chuyén d6i tir mdi quan
hé giao dich ngan han sang quan hé hop tac dai han, gép phan nang cao gié tri vong doi

khach hang.

b. Xur Iy khiéu nai ciia khdach hang
Xu ly khiéu nai 13 mot ndi dung quan trong trong giai doan sau ban, dac bi¢t dbi
v6i dich vu quang cdo truc tuyén - noi hiéu qua phu thudc vao nhiéu yéu té va d& phat

sinh su khong hai long tir phia khach hang.
Qua trinh xu ly khiéu nai thuong duogc thuc hién theo cac budce sau:

- Tiép nhan khiéu nai: Doanh nghiép tiép nhan phan hdi tir khach hang thong qua
cac kénh nhu dién thoai, email, tin nhin hogc truc tiép, dam béao thai do chuyén
nghi€p va ton trong khéach hang.

- Xac dinh nguyén nhan khiéu nai: Phan tich nguyén nhan din dén su khong hai
10ng, c6 thé xuat phat tir hiéu qua chién dich chua dat ky vong, sai sot trong qua

trinh trién khai hodc sy khac biét trong nhan thtrc giita hai bén.
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- Giai thich va trao d6i thong tin: Doanh nghiép cung cip thong tin rd rang, minh
bach vé tinh hinh thyc té, dong thoi giai thich cac yéu té anh hudng dén hiéu qua
quang cao dé khach hang hiéu diing van dé.

- Dé xuit phuong 4n xu Iy: Tuy theo mirc do va nguyén nhan, doanh nghiép dua
ra giai phap phu hop nhu diéu chinh chién dich, toi vu ndi dung, gia han thdi gian
hoic hd trg thém gia tri dich vu.

- Theo ddi va danh gia sau xir Iy: Sau khi giai quyét khiéu nai, doanh nghiép tiép
tuc theo ddi muc d6 hai 10ng cua khach hang va rat kinh nghiém nham han ché

cac van dé trong tu trong tuong lai.

Vé ban chat, xur Iy khi€u nai khong chi nham giai quyét van dé phat sinh ma con
la co hdi dé€ doanh nghi¢p cung c¢6 ni€m tin, ndng cao chat luwgng dich vu va hoan thién

quy trinh ban hang.

> Quy trinh ban dich vu quang cdo truc tuyén 13 mot hé thong gdm 3 giai doan va
6 bude c6 mdi quan h¢ chat ch€ véi nhau. Mbi buéde khong ton tai doc 1ap ma co
su ké thira va bo tro 1an nhau, tao thanh mot chu trinh khép kin tir tim kiém khach
hang dén duy tri mdi quan hé 1au dai. Viéc hiéu rd ban chét va cach thirc van hanh
ctia tirng budc trong quy trinh s& gitp doanh nghiép xay dung chién lwgc ban
hang hiéu qué, nang cao ty 1¢ chuyén do6i va gia ting nang lyc canh tranh trong

mdi truong kinh doanh sb.

1.3.2. Cac yéu to anh hwéng dén quy trinh ban hang trwe tuyén
Quy trinh ban hang tryc tuyén chiu anh huéng cia nhiéu yéu té khac nhau, tac

dong truc tiép dén hidu qua tiép cin va kha ning chdt don, cu thé nhu sau:

Nguon nhén lyc ban hang 13 yéu td quan trong hang dau quyét dinh hiéu qua cua
quy trinh ban hang. Bao gdm k¥ ning giao tiép va tu vin online, kha ning phan tich nhu
cau khach hang, k¥ nang xir 1y tir chdi, kinh nghiém thuc té. Néu doi ngii ban hang thiéu

k¥ ning, quy trinh s& bi gian doan va ty 1& chuyén doi thap.

Chdt lwong dich vu anh hudng tryc tiép dén quyét dinh mua va kha ning quay lai
ctia khéch hang. Thé hién qua hiéu qua quang céo, uy tin thuong hiéu, kha ning dap tng

nhu cau. Dich vu cang hiéu qua, khach hang cang tin tudng va d& chdt don hon.
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Mbi trieong cong nghé hd trg toan bd quy trinh ban hang. Bao gdm hé CRM quéan
Iy khach hang, chatbot tu dong tra 1i, nén Nén tang quang céo (Facebook Ads, TikTok
Ads...). Cong nghé gitip tang toc d6 xir Iy t6i vu hidu qua lam viéc quan 1y dit liéu khach

hang tot hon.

Chinh sdch gid va wu ddi 13 yéu t6 anh hudng 16n dén quyét dinh mua cua khach
hang. Bao gé)m muc gia dich vy, cac goi dich vu linh hoat, chinh sach khuyén mai. Gia

phu hop v6i kha ning tai chinh s& gitp ting kha ning chdt don.

Hanh vi va nhu cau khach hang trong moéi trudong online c¢6 dac di€m yéu cau
phan hoi nhanh, dé do sdnh nhiéu don vi, nhay cam gia ca. Viéc hiéu rd hanh vi cta

khéch hang gitp tu van dung nhu cau, ca nhan hoa dich vy, tang ty 1¢ chuyén doi.

Quy trinh ban hang truc tuyén 13 mot hé thdng gdm nhiéu budc lién két chit chg,
chiu tic dong cua nhiéu yéu té tir con ngudi, cong nghé dén thi trudng. Viée xdy dung
va hoan thién quy trinh ban hang mot cach khoa hoc s€ giip nang cao hi¢u qué kinh

doanh, toi wu chi phi va ting kha nang canh tranh trong méi trudng so.

1.4. Tiéu chi d4anh gia hiéu qua hoat ddng ban hang tryc tuyén

Trong bdi canh chuyén d6i sb, viée danh gia quy trinh ban hang truc tuyén can
duoc thuc hién dua trén hé thé)ng tiéu chi cu thé nhim phan anh dﬁy da hi¢u qua hoat
dong, chét lurgng van hanh va mirc d thoa man cua khach hang. Cac tiéu chi danh gia

hi€u qua hoat dong ban hang truc tuyén duoc xac dinh nhu sau:

Tiéu chi vé tinh hiéu qua ctia quy trinh ban hang truc tuyén: Tinh hiéu qua phan
anh muc d¢ dat dugc muc ti€u kinh doanh cua doanh nghiép thong qua quy trinh ban
hang. Tiéu chi nay duoc thé hién qua cac chi sé nhu doanh thu ban hang, chi phi ban
hang va kha ning chuyén dbi khach hang. Cu thé, doanh thu cho thiy két qua diu ra cua
toan bo quy trinh; chi phi ban hang phan 4nh muc d6 st dung ngudn luc; trong khi do,
ty 1¢ chuyén doi thé hién kha ning bién khach hang tiém ning thanh khach hang thyc té.
Ngoai ra, hiéu qua con duoc thé hién thong qua gia tri don hang trung binh va muc loi
nhudn dat dugc. Viée xem xét tong hop cac yéu td niy giup doanh nghiép danh gia murc

dd hoan thanh muc ti€u va hi€u qua cua tung giai doan trong quy trinh ban hang.

Tiéu chi vé tinh linh hoat va dong b cia quy trinh ban hang truc tuyén: Tiéu chi

nay phan anh kha ning van hanh tron tru va mirc d6 lién két giita cac bo phan trong toan
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bd quy trinh ban hang. M6t quy trinh hiéu qua cin dam bao su phdi hop chit ché giita
cac khau nhu thu hit khach hang, tu van, xtr 1y don hang, giao hang va chim soc sau
ban. Tinh linh hoat duoc thé hién ¢ kha niang doanh nghiép diéu chinh quy trinh kip thoi
trude nhitng thay dbi cta thi truong, hanh vi khach hang hodc cong nghé. Bén canh do,
mirc d6 ddng bd con duoc danh gia thong qua thoi gian xtr Iy don hang, téc d6 phan hoi
khach hang, mac d han ché sai sot trong qua trinh van hanh va kha nang xu 1y céac van
dé phat sinh. Nhitng yéu t6 nay cho thdy quy trinh c6 van hanh hiéu qua, lién tuc va 6n
dinh hay khong.

Tiéu chi vé trai nghiém va su hai 10ng cua khach hang: Pay 1a tiéu chi phan anh
chét lwong dich vu va gia tri ma khach hang nhan dugc trong toan by qué trinh mua
hang. Su hai 10ng cua khach hang duoc hinh thanh tir sy so sanh giita ky vong ban dau
va trai nghiém thyc té. Tiéu chi ndy c6 thé duoc danh gia thong qua mirc do hai 1ong sau
mua, phan hdi va danh gid cta khach hang, ty 1& khach hang quay lai mua hang ciing
nhu ty 1& khiéu nai hodc hoan tra san pham. Mot quy trinh ban hang tric tuyén hiéu qua
khong chi dung lai & viéc hoan tat giao dich ma con phai tao ra trai nghiém tich cuc, tu

d6 thiic day 1ong trung thanh va kha ning gidi thiéu san pham/dich vu cho nguoi khac.

Tiéu chi vé kha ning kiém soat va do ludng quy trinh: Tiéu chi niy phan 4nh mirc
d6 doanh nghiép c6 thé theo dbi, kiém soat va danh gia tirng budc trong quy trinh ban
hang. Mt quy trinh hi€u qua can co hé théng d@r liéu rd rang, minh bach va dugc cap
nhat lién tyc. Diéu nay thé hién qua kha ning theo d5i don hang theo thoi gian thue, do
luong hi¢u qua tirng kénh ban hang, cling nhu phat hién va xu ly kip thoi cac sai léch.
Tiéu chi nay gitip doanh nghiép nang cao kha ning quan tri va ra quyét dinh dua trén dit
ligu.

Tiéu chi vé mirc d6 tng dung cong nghé va tu dong hoa: Trong moi trudng truc
tuyén, cong nghé dong vai trd trung tm trong van hanh quy trinh ban hang. Tiéu chi
nay duoc danh gia thong qua mirc do sir dung cac cong cu nhu hé thdng quan 1y khach
hang (CRM), phan mém quan 1y don hang, chatbot, marketing, ... Mot quy trinh c6 murc
d6 tu dong hoa cao s& gitip giam chi phi, han ché sai sot va ning cao hiéu qua xir 1y,

d6ng thoi cai thién trai nghiém khach hang.
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Tiéu chi vé kha ning mé rong cua quy trinh: Tiéu chi nay phan 4nh kha ning quy
trinh ban hang c6 thé mo rong khi quy mé kinh doanh ting 1én ma khong lam giam hiéu
quéa hoat dong. Mot quy trinh t6t can dam bao co thé xur 1y khdi lugng don hang 16n hon,
phuc vu nhiéu khach hang hon hodc mé rong sang nhiéu kénh ban hang khac nhau ma

van duy tri chat luong dich vu.

Tiéu chi v& mtrc do phi hop voi thi truong va khach hang muc tiéu: Quy trinh
ban hang truc tuyén can duoc thiét ké phu hop véi dic diém ctia khach hang muyc tiéu
va hanh vi mua sam cua ho. Tiéu chi ndy dugc thé hién qua mirc do ca nhan hoa trong
tu van, noi dung truyén thong phi hop, ciing nhu su thun tién trong qué trinh mua hang.
Néu quy trinh khong phu hop v6i khach hang myc tiéu, hidu qua ban hang s& bi han ché

du céc yéu to khac dugce to1 vu.

Tiéu chi vé tinh bén virng va kha ning duy tri quan hé khach hang: Khong chi
tap trung vao giao dich ngan han, quy trinh ban hang can hudng dén viéc xay dung mbi
quan hé lau dai vé1 khach hang. Ti€u chi nay dugc danh gia thong qua kha nang duy tri
khach hang cii, phat trién khach hang trung thanh va xay dung hinh anh thuwong hiéu tich

cuc trén thi trudng.

Tom lai, viéc danh gia quy trinh ban hang truc tuyén can dugc thuc hién trén
nhiéu khia canh nham phan anh dy du ca két qua, qua trinh van hanh va dinh huéng
phat trién ctia doanh nghiép. Tam tiéu chi bao gom hiéu qua, linh hoat va dong bo, trai
nghiém khach hang, kha ning kiém soat, mic do (g dung cong nghé, kha ning mo
rong, mirc 46 phi hop thi trudng va tinh bén virng gitp danh gia toan dién quy trinh ban
hang. Trén co s& d6, doanh nghiép c6 thé xac dinh nhitng diém manh, han ché va dé
xuit giai phap hoan thién, gop phan ning cao hiéu qua hoat dong va ning lyc canh tranh

trong méi trudng kinh doanh sb.
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CHUONG 2: THUC TRANG QUY TRINH BAN HANG TRU'C TUYEN TAI CONG
TY TNHH MTV XP MEDIA GIA LAI — CHI NHANH DA NANG

2.1. Tong quan vé Cong ty TNHH MTV XP Media Gia Lai

2.1.1. Gi6i thi¢u chung vé Céng ty TNHH MTV XP Media Gia Lai
- Tén cong ty: Cong ty TNHH MTV XP Media Gia Lai
- Ngay thanh lap: 20/10/2016
- Ma s thué: 59011794
- Tén giao dich: XP MEDIA
- Pai dién theo phap luat: Nguyén Minh Xuin
- Chirc vu: Gidm doc diéu hanh
- Dia chi: 370/46 Pham Vin Dong, Phuong Théng Nhat, Tinh Gia Lai, Viét Nam.
- bi¢n thoai: 0922 222 468

- Logo cua cong ty:

METIA

p Uy tin - Trach Nhiém - Hiéu Qua <

Hinh 1.1: Logo cong ty
2.1.2. Lich sir hinh thanh va qua trinh phat trién

Cong ty TNHH Mot Thanh Vién XP Media Gia Lai chinh thirc dugc thanh
1ap vao ngay 20/10/2016, dit tru so tai 370/46 Pham Vian Pong, Phudng Thong Nhét,
TP. Pleiku, Gia Lai. Céi tén "XP" dugc dit theo tén viét tat ciia nguoi sang 1ap, dong
thoi thé hién tinh than "Experience — Performance": trai nghiém khach hang va hiéu qua

14 hai gia tri cot 161 ma cong ty theo dudi.

Sau khi cung ¢6 duoc vi thé va co su phat trién on dinh tai Gia Lai, XP Media bt
dau trién khai chién lugc mé rong thi truong ra khu viue mién Trung. Nam 2021, cong

ty chinh thtrc thanh 1ap vin phong Da Ning, dit tai tang 07, 214 Lé Thanh Nghi, Phuong
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Hoa Cudng, Quan Hai Chau, Thanh phd Da Néng va dén thang 4 nim 2025 mé thém
van phong tai tang 03, 07 Luong Nhit Hoc. Viéc mo rong nay danh didu mot budc phat
trién quan trong ctia XP Media, nham tiép can thi trudng niang dong hon, gia ting kha

nang canh tranh va mé rong mang ludi khach hang trong linh vuc Marketing Online.

Trai qua qua trinh hinh thanh va phat trién, XP Media khong ngirng d6i méi, nang
cao ning luc chuyén mon va hoan thién mo hinh hoat dong. Vi dinh hudng phat trién
bén viing va lay khach hang lam trung tim, cong ty tirng budc khang dinh vai tro 1a don

vi cung cap giai phap Marketing Online uy tin tai khu vuc Gia Lai va mién Trung.

2.1.3. Linh vuc kinh doanh

Linh vyc kinh doanh chinh ctia Cong ty TNHH MTV XP Media Gia Lai — Chi
nhanh Da Ning 1a dich vu quang cdo tryc tuyén trén cic nén tang mang xa hoi, tap trung
chu yéu vao Facebook va TikTok. Cong ty dong vai tro 1a don vi trung gian trién khai,

quan ly va to1 vu cac chi€n dich quang cao theo nhu cau va ngan sach cia khach hang.

Bén canh d6, XP Media con hoat ddng trong linh vuc tu van giai phap Marketing
Online, hd tro khach hang xay dung chién lugc quang cdo phu hop voi san pham, thi

truong muc ti€u va muc ti€u kinh doanh trong tirng giai doan.
Cac san pham, dich vu ma XP Media dang cung cap bao gom:
a. Dich vu chay quang cao TikTok

Cong ty cung cap cac dich vu lién quan dén quang cdo va van hanh trén nén tang

TikTok nhu:

- Bankénh Tiktok sin tir 1-2k fl, kénh new vé khach tir xdy dung dan

- Chay quang cio TikTok, chay ladingpage, chay video dd vé gi6 hang, chay
livestream Tik Tok

- Thiét ké landing page (landing 1& link san pham cta khach hang ma bén minh
thiét ké sin)

- Tao TikTok shop

- Goi van hanh kénh TikTok shop

- (61 xay kénh co ban
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Dich vu ndy nhim dap trng xu huéng marketing bang video ngin va livestream

dang ngay cang phd bién.
b. Dich vu quang cao Facebook
XP Media trién khai nhiéu hinh thirc quang céo Facebook khac nhau nhu:

- Quang c4o tin nhan (Messenger Ads);
- Quang cao tuong tac bai viét;

- Quang cao tiép can;

- Quang cao livestream;

- Quang cao chuyén doi.

Cac dich vu nay giup khach hang ting mirc do nhan dién thuong hi¢u, thu hut

khach hang tiém ning va hd trg ban hang tryc tuyén.
c. Dich vu hd trg va tdi vu fanpage
XP Media cung céip cac dich vu ho tro nhu:

- Cham s6c fanpage;
- Tang lugt twong tac, luot theo doi;
- Seeding bai viét theo ndi dung quang céo;

- Buff mit livestream.

Nhirng dich vu nay gbép phan nang cao hi¢u qua cua cac chién dich quang céo va

tang do tin cay cho fanpage ctia khach hang.
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2.1.4. Két qua hoat ddng kinh doanh ciia cong ty

Bang 1.1: Két qua hoat déng kinh doanh giai doan 2023 — 2025 ciia cong ty tai chi nhanh Pa Néng.

bVT: VND
Chénh léch
Nam 2024/2023 2025/2024
Chi tiéu
Tuyét @i |Twong ddi| Tuyét ddéi |Twong dbi
2023 2024 2025
\]ljli)anh thu ban hang va cung cap dich 16.084.000.0001  17.344.000.000 20.322.000.000[ 1.260.000.000 7,8%| 2.978.000.000 17,2%
Céc khoan giam trir doanh thu 668.000.000 723.235.000 820.574.000 55.235.000 8,3% 97.339.000 13,5%
A. Doanh thu thuan vé ban hang va
cung cép dich vu 15.416.000.000|16.620.765.000 |19.501.426.000 1.204.765.000 7.8%| 2.880.661.000 17,3%
Gia von hang ban 13.160.000.000| 14.278.000.000| 16.608.200.000, 1.118.000.000 8,5%| 2.330.200.000 16,3%
B. Loi nhuén gop vé ban hang va
cung cép dich vu 2.256.000.000 2.342.765.000| 2.893.226.000 86.765.000 3,8%| 550.461.000 23,5%
Doanh thu hoat ddng tai chinh 623.135.400 683.642.000 723.260.000 60.506.000 9,7% 39.618.000 5,8%
Chi phi tai chinh 265.352.000 272.468.000 388.352.000 7.116.000] 2,7% 115.884.000 42.,5%
Chi phi ban hang 167.357.000 210.462.000 337.134.000 43.105.000 25.8% 126.672.000 60,2%
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Chi phi quan ly doanh nghiép 48.000.000 57.280.000 83.353.000 9.280.000 19,3% 26.073.000 45,5%
C. Loi nhuén thuin tir hoat djng

kinh doanh 2.398.426.400 2.486.197.000f 2.978.805.000 87.770.600 3,7%|  492.608.000 19,8%
Thu nhap khac 352.000.000 383.643.000 405.670.000 31.643.000 9% 22.027.000 5,7%
Chi phi khac 108.000.000 149.200.000 258.235.000 41.200.000 38,1%| 109.035.000 73,1%
D. L¢i nhuin khac 244.000.000 234.443.000 147.435.000 -9.557.000 -3,9%|  -87.008.0000  -37,1%
E. Tong loi nhuin ké toan truéc

thué 2.642.426.400 2.720.640.000 3.126.240.000 78.213.600 3%| 405.600.000 14,9%
F. Chi phi thué TNDN hién hanh 528.485.280 544.128.000 625.248.000 15.642.720, 3% 81.120.000; 14,9%
G. Loi nhuén sau thué thu nhap

doanh nghiép 2.113.941.120 2.176.512.000f 2.500.992.000 62.570.880, 3%|  324.480.000 14,9%
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Duya trén s6 lidu tai bang 2.1 c¢6 thé nhan thiy két qua hoat dong kinh doanh cta
Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Ning trong giai doan 2023-2025

c6 xu hudng ting trudng tich cuc va tuong dbi 6n dinh.

Trude hét, doanh thu ban hang va cung cap dich vu cua cong ty lién tuc ting qua
cac nam. Cuy thé, ndm 2024 ting 7,8% so v&i ndm 2023, twong (ng ting 1.260.000.000
ddng; dén nam 2025 tiép tuc ting manh 17,2%. Diéu nay cho thiy hoat dong kinh doanh
clia cong ty dang duoc mé rong, kha ning tiép can va khai thac khach hang ngay cang hiéu
qué. Sau khi trir cac khoan giam trir doanh thu, doanh thu thuan ciing ting trudng 6n dinh,

phan anh chét luong doanh thu dwgc cai thién.

Bén canh d6, gia von ban hang ting qua cic nim voi tbe do twong ddi cao (ndm
2024 ting 8,5% va nim 2025 ting 16,3%), cho thay chi phi dau vao c6 xu hudng gia ting.
Tuy nhién, toc d6 ting cua doanh thu van cao hon, gop phan lam cho lgi nhudn gop vé ban
hang va cung cip dich vu ting dang ké, dic biét nim 2025 ting 23,5% so véi nim 2024.

Diéu nay chirng t6 cong ty van kiém soat tot hiéu qua kinh doanh cét 16i.

Xét vé hoat dong tai chinh, doanh thu hoat dong tai chinh tdng nhe¢ qua cac nam,
trong khi chi phi tai chinh c6 xu hudng taing manh hon, dac bi€t nam 2025 tang 42,5%.
Diéu nay c6 thé gay ap luc nhat dinh dén loi nhudn néu khong dwoc kiém soat hop 1y.
Ngoai ra, chi phi ban hang va chi phi quan 1y doanh nghiép déu ting kha cao, lan luot dat
muc taing manh trong giai doan 2024 — 2025, phan anh viéc cong ty dang mo rong quy mo
hoat dong, nhung ddng thoi ciing lam gia ting ap luc chi phi.

Vé két qua lgi nhuan, loi nhuan thuan tr hoat dong kinh doanh tang trudng qua cac
nam, tir 2.398.426.400 dong ndm 2023 1én 2.978.805.000 ddng nim 2025. Loi nhudn sau
thué thu nhap doanh nghiép ciing duy tri xu hudng ting, dat 2.500.992.000 d6ng viao nim
2025, ting 14,9% so v&i nam 2024. Piéu nay cho thay hiéu qua hoat dong kinh doanh tong

thé ctia cong ty 1a tich cuc.

25



Tuy nhién, 1g1 nhudn khéac c6 xu hudng gidm manh, dac biét ndm 2025 giam 37,1%
so vOi nam 2024, cho thay cac ngudn thu ngoai hoat dong chinh khong 6n dinh va c6 dau
hi¢u suy giam.

Tom lai, trong giai doan 2023-2025, chi nhanh Pa Néng ctia Cong ty TNHH MTV
XP Media Gia Lai dat dugc su tang truong tot vé doanh thu va lgi nhuén, thé hién xu hudng
phat trién tich curc. Tuy nhién, su gia ting nhanh cta cic khoan chi phi va su suy gidm cua
loi nhudn khac 13 nhitng van dé can dugc quan tim, nham dam bao hiéu qua kinh doanh

bén virng trong nhitng giai doan tiép theo

2.1.5. Co ciu t6 chire

a. So do co cau to chirc

Giam doc
{(Nguven Minh Xuin

Y f ¥ Y f

[Phbngkmh doanh] [ Phong ki thudt [ Phong nhin sy } [ Phong Design } [ Phong ké toan ]

Hinh 1.2: So do co cdu t6 chirc

b. Churc nang cua cdc phong ban

Giam ddc diéu hanh: La ngudi ding dau trong b may quan 1y, chiu trach nhiém
chinh trong vi¢c diéu hanh toan bd hoat dong cua doanh nghi€p. CEO c6 nhiém vu xay
dung chién luoc phat trién, to chirc trién khai ké hoach, giam sat hoat dong cua cac phong
ban va dam bao doanh nghi€p van hanh hiéu qua. Bén canh d6, CEO ciing dai di¢n cong
ty trong cac mdi quan hé dbi ngoai nhu d6i tac, khach hang, nha dau tu va chiu trach nhiém

trudc Hoi ddong quan tri hodc chii doanh nghiép.

Phong kinh doanh: C6 chirc nang chinh 14 phat trién thi trudng, tim kiém khach hang
va thiic ddy doanh thu. Phong nay dam nhén viéc xdy dung ké hoach kinh doanh, trién khai
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hoat dong ban hang, phan tich thi trudng va dé xuét cac chién luge phu hop dé dat duoc
muc tiéu doanh sé. Ngoai ra, phong Kinh doanh con theo dai hiéu qua ban hang va chim

soc khach hang hién tai dé gitr chan va mé rong tép khach hang.

Phong k¥ thuat: Chiu trach nhiém trién khai va quan 1y cac hoat dong k¥ thuat, phat
trién san phém hodc dich vu cua doanh nghiép. Nhi¢m vu bao gém nghién ctru, thiét ké,
bao tri hé thong va dam bao chit lwong k¥ thudt ctia san pham/dich vu. Phong k¥ thuat
cling hd tro cac phong ban khéc trong cac van dé lién quan dén cong nghé, dong thoi dam

bao hoat dong k¥ thuat dién ra an toan, hiéu qua va ludn duoc cai tién.

Phong nhan su: Dong vai trd quan 1y va phat trién ngudn nhan lyc ciia cong ty. Cac
nhiém vu chinh bao gém tuyén dung, dao tao, danh gia hi¢u suét lam viéc va xay dung cac
chinh sach luong thudng, phuc loi cho nhan vién. Ngoai ra, phong nhan sy con c6 trach
nhiém duy tri moi trudng lam viée tich cuc, phat trién vin hoa doanh nghiép va xay dung
cac chinh sach gilr chan nguoi tai.

Phong Design: Chiu trach nhiém sang tao ndi dung va thiét ké hinh anh phuc vu cho
cac hoat dong truyén thong, quang ba va nhan dién thuong hiéu. Nhiém vy ctia phong nay
bao gff)m thiét ké , bién tap nd1 dung cho website, mang xa hoi, va cac chién dich marketing.
Phong ciing phdi hop chit ch& véi bd phan Marketing dé dam bao thong diép truyén thong
nhit quan, sang tao va ding dinh hudng thuong hiéu.

Phong ké toan: La bd phan quan Iy tai chinh va ké toan cta doanh nghiép. Phong
nay c¢6 nhi€ém vu hach toan, 1ap bao cédo tai chinh, kiém soat thu chi va quan ly dong tién.
Ngoai ra, phong ké toan con dam bao tinh minh bach, chinh x4c trong cac béo cdo tai chinh

va tuan thu day du cac quy dinh phap luat lién quan dén tai chinh - ké ton.
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2.2. Cac yéu td moi trwong tac dong dén hoat dong kinh doanh ciia cong ty
2.2.1. Moi truwong vi mo

2.2.1.1. Khach hang

Khach hang dong vai tro trung tdm trong mo hinh hoat dong ctia XP Media. Nhom
khach hang chu yéu clia cong ty bao gdm cic ci nhan kinh doanh online va cac doanh
nghiép vira va nho ¢6 nhu ciu trién khai cac hoat dong quang cdo va truyén thong truc
tuyén. Cac khach hang nay thudng hoat dong trong cac linh vuc nhu ban 1€, thoi trang, my

pham, dich vy dn udng (F&B), gido duc, bat dong san va cac nganh dich vu tai dia phuong.
a. Ca nhan kinh doanh online

Nhom khach hang ca nhan kinh doanh online chiém ty trong 16n trong co cu khach
hang ctia XP Media. Py 14 cic ca nhan ban hang chu yéu trén cic nén tang mang xi hoi
nhu Facebook, TikTok, v&i cac san pham phd bién nhu thoi trang, vai, trang strc, my pham,
dd gia dung, phu kién va san pham tiéu ding nhanh. Pic diém cta nhém khach hang nay
14 quy md kinh doanh nhd, ngan sach marketing han ché nhung c¢6 nhu ciu quang céo

thudng xuyén dé duy tri don hang va ting d6 nhan dién.

Phan 16n c4 nhan kinh doanh online chua c6 kién thirc chuyén sau vé marketing k¥
thuat sb, dac biét 1a viéc thiét lap, tdi uu quang cao va do luong hi¢u qua chién dich. Do
d6, c6 nhu cau cao ddi véi cac dich vu tron gbi nhu tu vin ndi dung quang céo, chay quang
c4o Facebook, Tik Tok va t6i wu chi phi theo hiéu qua thuc té. Nhom khach hang nay thudng
quan tdm dén chi phi - hiéu qua, kha ning ra don nhanh va su hd tro kip thoi trong qua

trinh trién khai quang céo.
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Xem true quing cdo

@ Bing feed Facebook

Hinh 2.3: Khdch hang cd nhdn chay quang cdo
b. Doanh nghi€p vira va nhé

La nhoém khach hang c¢6 quy mé t6 chirc va hoat dong bai ban hon so v6i ca nhan.
Céac doanh nghiép nay hoat dong trong nhiéu linh virc nhur bat dong san, gido duc, thuong
mai, dich vu va ban 1é. Pic diém cta nhém khach hang nay 1a c6 nhu cu xay dung hinh

anh thuong hi€u dai han, duy tri sy hi¢n di¢n 6n dinh trén cac kénh truyén thong sb.

Mic du chua c6 bo phan marketing chuyén trach hodc d6i ngii con han ché vé kinh
nghiém, cac doanh nghiép vira va nho vin can cac giai phap marketing tong thé nhu xay
dung chién lugc quang céo, quan Iy fanpage, san xuat ndi dung va do luong hiéu qua chién
dich. Ngan sach marketing ctia nhom nay cao hon so vdi ca nhan, tuy nhién van dit ning
yéu cau vé hiéu qua dau tu. Do dé, ho thuong lya chon cac don vi cung cép dich vu
marketing c¢6 kha nang tu van, trién khai va t6i vu quang cao phu hop véi myc tiéu kinh
doanh.

Trong bi canh thi truong rong 16n cang 1am ndi bat vai tro cua khach hang khi Viét
Nam c6 murec do st dung Internet va mang xa hoi rat cao: Gan 79% dan s st dung Internet
va gan 73% st dung mang xa hoi, diéu nay tao ra lwong khach hang tiém ning rat I6n cho

cac dich vu digital marketing nhu dich vu XP Media cung cap.
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Khach hang tac dong dén cac yéu td khac mirc gia va phuong phap cham soc, thic
day XP Media can khong nging cai tién dich vu va tu van giai phap phu hop véi tirng
nhom khach hang cu thé. Viéc nidm bit xu hudng sir dung mang xa hoi, do tudi chu dao
truy cap Internet va hanh vi tiéu dung k¥ thuat s6 s& gitp XP Media tdi vu hoa chién Iugc
kinh doanh va gitr chan khach hang hi¢u qua hon.

Xem truoc quang cao Quangese  Bicnoen

& 0O 0 e v

Hinh 2.4: Doanh nghiép vira va nho chay quang cdo
2.1.1.2. Nha cung cip
Trong hoat dong kinh doanh dich vu Marketing Online, XP Media khong truc tiép
san xudt san pham hiru hinh ma phu thudc chil yéu vao cac nha cung cap dich vu nén tang
ky thuat s6 va ha tang cong nghé thong tin dé trién khai cac chién dich quang co cho khach
hang. Cac nha cung cip nay dong vai trd quan trong trong viéc dam bao kha ning tiép can

khach hang, hiéu qua truyén thong va tinh on dinh ctia hoat dong kinh doanh.

Nhom nha cung cip chinh ciia XP Media bao gdm cac nén ting quang céo truc tuyén
nhu Facebook, TikTok, Google, Zalo va YouTube. Cac nén tang niy cung cap khong gian
hién thi quang cdo, dir liéu ngudi dung, cong cu thiét 1ap — quan Iy chién dich va hé théng
do ludng, phan tich hiéu qua quang céo. XP Media sir dung cac nén tang nay dé trién khai
quang cdo cho khach hang thong qua céc hinh thirc nhu Facebook Ads, TikTok Ads va

Google Ads. Viéc cac nén tang thuong xuyén thay d6i thuat toan, chinh sach quang céo va
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chi phi d4u thau c6 anh hudng truc tiép dén hiéu qua chién dich va ngan sach quang céo

ctia khach hang, tir d6 tac dong dén chat luong dich vu ma XP Media cung cap.

Bén canh cac nén tang quang cdo, ha ting Internet ciing 1a mot yéu to khong thé
thiéu dbi véi hoat dong marketing online. Do do, cac nha cung céip dich vu Internet nhu
FPT, VNPT va Viettel duoc xem la nhirng nha cung cap gin tiép nhung giir vai trd quan
trong d6i v6i XP Media. Cac don vi ndy cung cip duong truyén Internet On dinh, téc do
cao va dung luong truy cap lon, giap doanh nghi¢p duy tri qué trinh 1am vi¢c lién tuc, tai
1én n6i dung quang céo, quan 1y chién dich va trao ddi thong tin v4i khach hang mot cach
hiéu qua.
2.2.1.3. Doi thit canh tranh

Dé danh gia rd hon vi thé cia XP Media Gia Lai trén thi truong dich vu Marketing
Online, viéc so sanh v6i cac ddi thu canh tranh cling va khac phan khc 13 can thiét nham

1am 6 loi thé, han ché cling nhu murc do canh tranh ctia doanh nghié¢p nhu sau:

Bdng 2.2: So sanh véi doi thii canh tranh

XP Meida Gia
Tiéu chi Lai The Lead Agency Life at HUGvyn
ai
Marketing Digital Marketing tong | Digital Marketing, quang
Online,  quang | thé, tip trung vao chién | cio da nén tang, marketing

Linh vwee | cdo Facebook & |lugc, data marketing | tron goi
hoat dong | TikTok, tu van va | va t6i wu chuyén di
chinh | trién khai chién

dich quang céo

truc tuyén
Quang cdo | Chién luoc marketing, | Quang  cdo  Facebook,
Dich vu :
Facebook  Ads, | qudng cdo da kénh | Google Ads, xdy dung noi
chinh

TikTok Ads, | (Facebook,  Google, | dung, quan ly fanpage
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quang cao tin
nhin, livestream,
seeding, buff
tuong tac, cham

soc fanpage

TikTok), t6i uu phéu
ban hang

C4 nhan kinh | Doanh nghi¢p vira va | Ca nhan kinh doanh online,
Péi twong | doanh online, | 16n, thuong hiéu can | ho kinh doanh, doanh
Khach hang | doanh nghiép nho chién luge dai han nghi€p nho va vira
va vua
Phamvi | Chii yéu trong | Pham vitoan quic Chu yéu trong nudce
hoat dong | nudc

Pi¢ém manh

Chi phi phu hop,
linh hoat theo
ngan sach khach
hang, cham soc
khach hang sat
sao, trién Kkhai

nhanh

Kinh nghiém trién khai
chién dich 16n, chuyén
moén sau, su dung dir

li¢u dé to1 vu hi€u qua

Dich vu da dang, phu hop
nhiéu nhom khach hang, dé

tiép can

Quy mo con nhd,

nguon luc han

Chi phi dich vu cao, it
phu hop voi khach

Murc @6 khac biét chua cao

so v&i cac agency cung phan

Han ché ,
ché so v&1 cac | hang ngan sach nho khuc
agency lon
Mirc do Canh tranh gian tiép | Canh tranh truyc tiép (cung
canh tranh (khac phan khtic khach | phan khtic khach hang)
voi XP hang)
Media
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Tir bang so sanh cho thdy XP Media c6 loi thé canh tranh & phan khuc khach hang
c4 nhan va doanh nghiép nho nhd chi phi hop 1y va su linh hoat trong trién khai dich vu.
Trong khi d6, The Lead Agency hudng dén phan khuc doanh nghiép 16n véi chién lugc
marketing chuyén sau, con Cong ty TNHH TMDV Hugvyn 1a d6i thii canh tranh tryc tiép
do cung cap cac dich vu twong dong va ciing hudng dén nhom khach hang doanh nghiép
vira va nho.

2.2.2. Méi trudng vi mo

2.2.2.1. Mdi trwong kinh té

Trong giai doan 2023-2025, nén kinh té thanh phd Pa Ning tiép tuc duy tri xu
huéng phuc hdi va ting trudng sau giai doan chiu tac dong ctia bién dong kinh té toan cau,
tao diéu kién thuén loi cho su phat trién cua cac nganh dich vy, dac biét la Digital Marketing.
Theo s6 liéu tir Cuc Thong ké thanh phd Pa Ning, nim 2023 GRDP cua thanh phd ting
khoang 9,01% so v&i nim 2022; sang nim 2024 va dy kién nam 2025, nén kinh té tiép tuc

duy tri da ting trudng 6n dinh, trong d6 khu vuc dich vy va thuong mai gitr vai tro cha dao.

Su tang truong kinh té kéo theo sy gia ting vé s luong doanh nghiép, ho kinh doanh
va c4 nhan tham gia hoat dong kinh doanh tryc tuyén, tir 46 lam gia tang nhu cau sir dung
cac dich vu Marketing Online. Pong thoi, xu huéng chuyén dbi sé trong kinh doanh ngay
cang rd nét, budc cac doanh nghiép phai dau tu nhiéu hon vio hoat dong quang ba va tiép

can khach hang trén nén tang so.

Tuy nhién, trong bdi canh kinh t& vin tiém an nhirng yéu té bién dong nhu chi phi
dau vao tang, ap luc canh tranh cao va strc mua chua thyc sy on dinh, cac doanh nghiép tai
Pa Niang ngay cang than trong hon trong viéc chi tiéu cho hoat dong marketing. Khach
hang khong chi quan tim dén chi phi ma con chii trong dén hiéu qua dau tu (ROI) cua cac
chién dich quang céo. Piéu nay dit ra yéu cau cho XP Media trong viéc t6i vu ngan sach,
nang cao hiéu qua trién khai va xay dung céac giai phap marketing pht hop véi tirng phan

khtic khach hang.
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Nhin chung, yéu t6 kinh té trong giai doan 2023-2025 vira tao ra co hoi mé rong thi
truong, vira dat ra nhitng thach thirc nhét dinh, doi hoi XP Media phai linh hoat thich irng

va nang cao nang luc canh tranh dé phat trién bén virng trong linh vurc Marketing Online.

2.2.2.2. Yéu t6 chinh tri - phap luat

Trong giai doan 2023-2025, moi trudng chinh tri - phap luét tai Viét Nam ndi chung
va thanh phé DPa Néng noi riéng tiép tuc duy tri su 6n dinh, tao nén tang thuan lgi cho hoat
dong san xuat kinh doanh ciia doanh nghiép. Chinh quyén dia phuong day manh cai cach
hanh chinh, hd tro doanh nghiép va thiic day chuyén d6i sb, qua d6 gop phan tao diéu kién
cho cac doanh nghiép hoat dong trong linh vuc Marketing phat trién.

Bén canh d6, hé thdng phép luit 1ién quan dén throng mai dién tir va marketing truc
tuyén ngay cang duoc hoan thién, voi cac quy dinh vé quan 1y quang céo, bao vé dir liéu
c4 nhan, an ninh mang va quyén loi ngudi tiéu dung. Nhitng quy dinh nay gitp thi trudng
hoat dong minh bach, lanh manh hon, d@)ng tho1 nang cao niém tin cta khach hang ddi véi

cac hoat dong kinh doanh truc tuyén.

Tuy nhién, viéc siét chit quan 1y noi dung quang cdo va dir liéu nguoi dung ciing
dit ra yéu cau cao hon ddi v6i cac doanh nghiép trong viéc tuan thii phap luat. Cac doanh
nghiép cung cap dich vu Marketing Online nhu XP Media can dam bao ndi dung quang
cdo dung quy dinh, minh bach thong tin va bao v¢ dir li¢u khach hang, tranh céc rui ro phap
Iy ¢6 thé phat sinh. Ngoai ra, su thay ddi va cap nhat lién tuc ctia cac quy dinh phap luat
cling doi hoi doanh nghiép phai thudng xuyén theo ddi va diéu chinh hoat dong cho phu
hop.

Nhin chung, yéu té chinh trj - phap luat trong giai doan 2023 — 2025 vira tao ra moi
truong kinh doanh 6n dinh va minh bach, vira dit ra yéu cau cao vé tuan tha va thich ung,
budc XP Media phai ndng cao nidng luc quan tri va ddm bao hoat dong kinh doanh phu hop
v6i quy dinh hién hanh.
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2.2.2.3. Yéu t6 vin héa — xi hoi

Tai thanh ph6 Pa Nang c6 tac dong rd rét dén hanh vi tiéu dung va hiéu qua cta cac
hoat dong Marketing Online. Trong nhitng nim gan day, thoi quen sinh hoat va tiéu dung
ctia ngudi dan Pa Ning c6 su thay d6i manh mé& theo hudng gin lién voi moi trudng sb.
Internet va mang xa hoi da tr¢ thanh cong cu quen thudc khong chi trong giai tri ma con

trong viéc tim kiém thong tin san pham, danh gia dich vu va dua ra quyét dinh mua sam.

DPa Ning 1a d6 thi 1én, c6 dan sb tré, trinh d6 dan tri cao va muc do tiép can cong
nghé tdt. Nguo1i dan tai day c6 xu hudng st dung mang xa hoi nhu Facebook, TikTok va
cac nén tang video ngan v4i tin suat cao, dic biét thong qua thiét bi di dong. Viéc mua sim
tryc tuyén, dit dich vu online va tiép nhan thong tin quang c4o qua mang xi hoi ngay cang

tré nén phd bién, hinh thanh thoi quen tiéu dung s rd rét trong doi séng x4 hoi.

Sy thay di trong vin hoa tiéu ding s6 tai Pa Ning tao ra co hoi 1on cho XP Media
khi nhu cau st dung cac dich vu Marketing Online ngay cang gia ting. Khach hang c6 xu
huéng tim dén cac don vi cung cip dich vu chay quang cdo, sang tao ndi dung va quan 1y
truyén thong trén mang xa hoi dé xay dung hinh anh thuong hiéu va thic ddy doanh sb.
bay la diéu kién thuan loi dé XP Media mo rong tép khach hang va phat trién hoat dong
kinh doanh tai thi truong Pa Nang.

2.2.2.4. Yéu t6 cong nghé

Yéu td cong nghé gitt vai tro then chét trong hoat dong kinh doanh dich vu
Marketing Online ctia XP Media tai thi truong Da Nang. V&i dinh hudng phét trién thanh
thanh phé thong minh, Da Nﬁng c6 ha tﬁng internet 6n dinh, tbc do truy cép cao, tao diéu
kién thun loi cho cac doanh nghiép trién khai quang céo va truyén thong trén nén tang sb.
Ngudi dan va doanh nghiép tai dia phuong sir dung internet va thiét bi di dong thuong
xuyén, dac biét la mang xa hdi, lam cho cac hoat dong marketing online tr¢ thanh kénh tiép

can khach hang hi¢u qua.

Dé dap (g nhu cau cua khach hang tai Pa Ning, XP Media truc tiép sir dung cac

cong cu va nén tang cong nghé trong qud trinh trién khai dich vu. Trude hét, cong ty khai
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thac Facebook Ads Manager va TikTok Ads Manager dé thiét 1ap, quan Iy va tdi wu céc
chién dich quang céo trén mang xa hoi. Hai nén tang nay cho phép XP Media nham chon
khach hang theo khu vuc dia Iy Pa Nang, do tudi, gi01 tinh, so thich va hanh vi tiéu dung,
phu hop voi nhom khach hang 14 cd nhan kinh doanh, hd kinh doanh va doanh nghi¢p vira
va nho tai dia phuong.

Bén canh d6, XP Media str dung Google Ads dé trién khai quang cdo tim kiém va
quang c4o hién thi, giup khach hang tiép can nguoi dung dang c6 nhu ciu thuc té vé san
phém va dich vu tai khu vuc Pa Nang. Trong hoat dong sang tao ndi dung, XP Media rng
dung cac phan mém thiét ké va chinh stra phd bién nhur Canva, Adobe Photoshop va CapCut
dé thiét ké hinh anh, chinh stra video ngin va ndi dung quang céo phuc vu cac chién dich
trén Facebook va TikTok. Nhitng cong cu nay gitip cong ty dap irng xu hudng quang cao
tryc quan, video ngan va livestream - hinh thirc dang duoc khach hang quan tam va st

dung nhiéu.

Ngoai ra, XP Media con sir dung cac cong cu hd tro quan 1y cong viéc va chim soc
khach hang nhu Google Drive, Google Sheets, Zalo OA va Messenger dé luu trix dit lidu,
theo ddi tién do chién dich va trao d6i thong tin nhanh chong véi khach hang. Viéc tng
dung ddng bd cac cong cu cong nghé gitp XP Media nang cao hiéu qua lam viéc, tiét kiém
thoi gian va dap tng kip thoi yéu cau ciia khach hang
2.3. Céc ngudn lwe anh hwdng dén hoat dong kinh doanh ciia XP Media

2.3.1. Co s& vat chit

Dé van hanh t6t mot doanh nghiép thi co so vat chat dong vai trd quan trong trong
viéc dam bao hoat dong hi¢u qua va phat trién. Panh gia duoc tinh hinh co sé vat chét cua
cong ty gitp xac dinh duoc nhitng yéu tb can chu trong, nang cip hoic thay ddi dé phu hop
vGi cong viée san xuat va nhu cau clia cong ty, dudi ddy sé 1a bang phan tich 3 ndm chi tiét

cac co sO ha tang, trang thiét bi cia Cong Ty TNHH MTV XP Media Gia Lai.
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Bdng 2.3: Co s¢ vit chat ciia ¢ong ty tai chi nhanh Pa Nang

sTT | Logicostvat PVT S6 lwgng
chat

1 May tinh ban Cai 15
2 Ban Cai 10
3 Ghé Cai 50
4 Tai nghe Ca 15
5 Tu do Cai 2
6 Diéu hoa Cai 4
7 Quat Cai 4
8 Ké dép Cai 2
9 Dép Poi 100
10 Tu ho so Cai 2
11 May loc nuéde Cai 2
12 May cham cong Cai 2
13 May in Cai 2
14 O dién Cai 6
15 Sofa Bo 2

(Nguon: Phong ké todn)

Co s& vat chit 1a mot trong nhirng yéu td quan trong gitip Céng ty TNHH MTV

XP Media Gia Lai van hanh 6n dinh va nang cao hiéu qua hoat dong kinh doanh. Viéc
dau tu day du trang thiét bi 1am viéc khong chi dap ng nhu cau tac nghiép hing ngay
ma con gdp phan ning cao ning suit lao dong va chat luong dich vu cung cap cho khach

hang.

Duya trén bang 2.3 cho thiy, hé thong trang thiét bi ctia cong ty twong ddi day du,
phu hop voi dac thu hoat dong trong linh vuc Marketing Online. Cong ty hién c6 15
may tinh ban phuc vu cho cong tac thiét ké noi dung, chay quang céo, quan Iy fanpage
va xtr Iy dit liéu khach hang. DAy 1a trang thiét bi quan trong, dap trng nhu cu lam viéc

cua ddi ngii nhan sy chuyén mon.
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Ngoai ra, cong ty dugc trang bi 10 ban lam viéc, 50 ghé, cung v6i 2 ti hd so va
2 k¢ dung nhiam dam bao khong gian lam vi¢c gon gang, khoa hoc va thuan tién cho
viéc Iuu trir tai liéu. Hé théng may in, may chim cong, b dién duoc b tri dﬁy du, hd tro

t6t cho cong tac hanh chinh - vin phong.

Vé diéu kién moi truong lam viéc, XP Media dau tu 4 may diéu hoa, 4 quat, cung
v&i2 may loc nudce, giup tao khong gian lam viéc thodi mai, ddm bao stc khoe cho nhan
vién. Ngoaira, cong ty con trang bi tai nghe phuc vu cho cong viéc chinh stra video, ndi
dung quang céo va trao do6i truc tuyén voi khach hang. Khu vuc tiép khach va nghi ngoi
duogc bd tri 2 bd sofa, tao su chuyén nghi¢p va thuan tién trong qua trinh lam viéc va

trao doi.

Nhin chung, hé théng co s& vat chat ciia Cong ty TNHH MTV XP Media Gia Lai
duoc dau tu twong ddi ddy du, dap ung tt nhu cau hoat dong hién tai. Pay 1a nén tang
quan trong giup cong ty duy tri hoat ddng on dinh, ning cao hiéu qua cong viéc va tao

diu kién thudn lgi cho viéc md rong quy mo trong thoi gian toi.

2.3.2. Ngudn nhén lyc

Trong bdi canh nén kinh té ngay nay thay ddi va canh tranh gay git, viéc quan 1y
va toi wu hoa co ciu lao dong tré thanh mot yéu td quan trong gitip cong ty duy tri va
phat trién bén virng. Ngudn nhan lyc 13 mot trong nhitng yéu té anh hudng truc tiép qua
trinh hoat dong kinh doanh ctia cong ty, viéc diéu chinh va phan bo ngudn lyc qua 3 nim
tir ndm 2023 dén nam 2025 ctia Cong Ty TNHH MTV XP Media Gia Lai c6 nhiéu thay

do1 nhu sau:
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Bdng 2.4: Co cdu lao ddng ciia céng ty tai chi nhanh Pa Nang

So sanh
Niim 2023 Niim 2024 Niim 2025
2024/2023 2025/2024
Chi tiéu %
. Ti . Ti . Ti | Chénh % Chénh | chénh
So 1€ So | 1€ So 1€ léch | chénh | léch léch
lugng | (%) | lwgng | (%) | lwgng | (%) @) |lkehE®) | @) =)
Tong s luong 27| 100 32| 100 48 | 100 5 19% 16| 50%
I. Gi6i tinh
1. Nam 11 | 40.74 15 | 46.88 20| 41.7 4 36% 50 33%
2. Nit 16 | 59.26 17 | 53.13 28 | 583 91 6% 11| 65%
IL Trinh d$ hoc van
PH & Cao ding 26 | 96.30 31| 96.88 46 | 95.8 5 19% 15| 48%
Lao dong phd thong 1| 3.70 1| 3.13 20 42 0 0% 1| 100%
I11. Db tudi
1. Du6i<=25 24 | 88.89 29 | 90.63 441 917 5 21% 15| 52%
2.Ta25<=35 31111 33| 938 4| 83 0 0% 1l 33%

(Nguoén:Bé phdn nhén sw ciia cong ty)

Tong s6 lao dong ctia chi nhanh c6 xu hudng ting nhanh va lién tyc qua cac nim.

Cu thé, nam 2023 chi nhanh c6 27 lao dong, dén nim 2024 ting 1én 32 nguoi (ting 5
nguodi, trong ung 19%) va nam 2025 dat 48 nguoi (tang 16 nguoi, tuong ung 50%). Su
gia ting manh m& nay cho thiy quy mé hoat dong ctia XP Media tai thi trudng Pa Ning
dang dugc mo rong rd rét. Nguyén nhin cha yéu 1a do nhu cau st dung dich vu
marketing online cua cac ca nhan kinh doanh va doanh nghiép dia phuong ngay cang
tang, budc cong ty phai bd sung nhan su dé dap ng khdi luong cong viée 16n hon, dic

biét 1a cac vi tri lién quan dén quang cao, sang tao ndi dung va cham soc khach hang.

Theo co cdu gidi tinh, lao ddng nam va nit déu ting vé sb luong qua cic nim.
Lao dong nam tang tir 11 nguoi ndm 2023 1én 15 nguwdi ndm 2024 va 20 ngudi ndm
2025. Lao dong nir tang tr 16 nguoi lén 17 nguoi va dat 28 nguoi vao nam 2025. Mac
du s lwong nam ting nhanh hon vé ty 1¢ trong giai doan dau, nhung lao dong nit van
chiém ty trong cao hon trong tong s6 lao dong (trén 53%). Diéu ndy phan anh dic thu

cong viéc cua nganh marketing online phii hop véi lao dong nit, ddng thoi cong ty ciing
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c6 xu hudng tuyén dung linh hoat, khong phan biét gigi tinh ma chd trong vao k¥ ning
va hi¢u qua cong viéc.

V& trinh d6 hoc vén, lao dong co6 trinh d dai hoc va cao déng chiém ty trong ap
dao trong toan b giai doan, dao dong tir 95,8% dén 96,88%. S lugng lao dong trinh
d6 dai hoc va cao dang ting tir 26 ngudi ndm 2023 16n 31 ngudi ndm 2024 va 46 nguoi
nim 2025. Diéu nay cho thiy XP Media chu trong phat trién doi ngii nhan sy c¢6 chuyén
mon, kién thirc va k§ nang pht hop véi mot nganh nghé doi hoi kha nang tu duy sang
tao, str dung cong nghé va cap nhat xu huéng lién tyc. Trong khi d6, lao dong pho thong
chi chiém ty 1 rat nho va ting khong dang ké, cha yéu phuc vu cac cong viée hd trg,

hanh chinh hodc k¥ thuat don gian.

Theo d6 tudi, lwc lwong lao dong ciia cong ty tap trung cha yéu & nhom dudi 25
tudi, chiém trén 88,89% va ting 1én hon 91,7% vao ndm 2025. Sb luong lao dong tré
ting manh tir 24 nguoi ndm 2023 1én 29 ngudi ndm 2024 va 44 ngudi nam 2025. Picu
ndy phan anh dinh hudng tuyén dung ciia XP Media huéng dén doi ngii nhan sy tré,
ning dong, dé thich nghi voi cong nghé méi, c6 kha ning sang tao va cap nhat nhanh
cac xu huong marketing trén mang xa hoi nhu Facebook va TikTok. Nhom lao dong tir
25 dén 35 tudi chiém ty 1é nho va ting cham, cha yéu dam nhiém cac vi tri c6 kinh

nghiém hon nhu quan 1y nhém hoac phu trach chuyén mén.

Téng két lai, nguén nhan luc cua XP Media tai chi nhanh ba Nﬁng khong chi
ting vé sd lugng ma con duoc nang cao vé chit luong. Viée gia ting lao dong tré, co
trinh d6 chuyén mén cao cho thiy cong ty dang dau tu manh vao con nguoi dé dap ung
chién lugc mé rong thi trrdng va nang cao nang luc canh tranh. Co cAu nhan sy hién tai
phu hop vé6i dic thu nganh marketing online, tao nén tang virng chic cho XP Media phat

trién 6n dinh va bén virng trong thoi gian téi.
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2.3.3. Nguon lye tai chinh

Badng 2.5: Bang cdn doi ké todn giai doan 2023 — 2025 ciia cong ty tai chi nhanh Pa Nang.

DVT: VND
Nam Chénh léch
2023 2024 2025 2024/2023 2025/2024
- Ti - Ti o Ti A, 2ks | Twong A, 2k | Twong
Chi ticu Gia tri trong Gia tri trong Gia tri trong Tuyét doi aéi Tuyét doi daéi
A- TAI SAN NGAN
HAN 1.832.518.230| 76,2%| 1.931.138.720| 71,4%| 2.069.336.000]  73%| 98.620.490  5,4% 138.197.280) 7,2%
I. Tién va cac khoan tuong
duong tien 838.235.230| 34,9%| 823.323.520| 30,5%| 824.352.500 29% -14.911.710f -1,8% 1.028.980 0,1%
II. Céc khoan dau tu tai
chinh ngan han 53.840.000{ 2,2% 55.350.000{ 2,0% 58.534.400, 2,1% 1.510.000  2,8% 3.184.400 5,8%
III. Cac khoan phai thu
ngan han 646.185.000| 26,9%| 744.230.000| 27,5%| 931.235.600] 32,7%| 98.045.000 15,2%| 187.005.600 25,1%
V.Tai san ngan han khac 294.258.000| 12,2%| 308.235.200| 11,4%| 255.213.500 9% 13.977.2000 4,7% -53.021.700 -17,2%
B. TAI SAN DAI HAN 570.894.520| 23.8%| 772.635.716| 28,6%| 776.774.000 27,3% 201.741.196 353%  4.138.284  0,5%
I. Céac khoan phai thu dai
han 106.258.000 4,4%| 204.235.200 7,6%| 243.235.400] 8,5%| 97.977.2000 92,2% 39.000.2000 19,1%
I1.Tai san cb dinh 319.000.000{ 13,3%| 397.235.430| 14,7%| 332.325.0000 11,7& 78.235.43Q 24,5% -64.910.43Q -16,3%
I11. Bat dong san dau tu 47.235230| 2,0% 65.352.300| 2,4% 64.2352000 2,3% 18.117.070 38,4%  -1.117.1000 -1,7%
IV. Tai san d¢ dang dai
han 12.932.530{ 0,5% 32.340.000{ 1,2% 45.623.3000 1,6%| 19.407.470 150,1%| 13.283.3000 41,1%
V. Pau tu tai chinh dai han 38.236.230| 1,6% 36.236.324| 1,3% 51.231.100p 1,8%  -1.999.907 -52%| 14.994.777 41,4%
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VI. Tai san dai han khac 47.232.530{ 2,0% 37.236.462| 1,4% 40.124.0000 1,4%  -9.996.068 -21,2% 2.887.538 7,8%
TONG CONG TAI SAN | 2.403.412.750| 100%| 2.703.774.436| 100%]| 2.846.110.000] 100% 300.361.686 12,5%| 142.335.564 5,3%
C.N(_)’PHAITRA 766.412.750| 31,9% 833.539.236| 30,8% 961.977.600 33,8%| 67.126.486) 8,8% 128.438.364 15,4%
I_Ngngénhan 513.485.875| 21,4% 532.769.619| 19,7% 530.125.170, 18,6%| 19.283.744] 3,8% -2.644.449  -0,5%)
II. No dai han 252.926.875| 10,5%| 300.769.617| 11,1% 431.852.430, 15,2%| 47.842.7420 18,9% 131.082.813 43,6%
D.VON CHU SO HUU | 1.637.000.000| 68,1%| 1.870.235.200| 69,2%| 1.884.132.400 66,2% 233.235.200 14.2% 13.897.200  0,7%
TONG CONG NGUON

VON 2.403.412.750| 100%| 2.703.774.436| 100%| 2.846.110.000 100%| 300.361.68¢ 12,5%| 142.335.564 5,3%
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Dua trén s6 liéu tai bang 2.5, c6 thé nhan thiy quy mo tai san va ngudn von clia
Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Nang trong giai doan 2023
2025 ¢6 xu hudng ting trudng 6n dinh.

Trude hét, tong tai san clia cong ty ting qua cac nam, tir 2.403.412.750 dong nim
2023 18n 2.703.774.436 dong nim 2024 va dat 2.846.110.000 dong vao nam 2025. Mtic
ting 1an luot 13 12,5% va 5,3%, cho thdy quy mé hoat dong ctia cong ty dang dan duoc

mo rong.

Xét vé co cau tai san, tai san ngan han chiém ty trong 16n trong tong tai san (trén
70%) va c6 xu hudng ting qua cac nim. Trong d0, cac khoan phai thu ngin han ting
manh, ddc bi¢t nam 2025 tang 25,1% so vdi nam 2024, chiém ty trong cao nhét trong
tai san ngan han. Diu nay phan anh viéc cong ty mé rong hoat dong ban hang nhung
cling tiém an rui ro vé kha ning thu hdi céng ng. Nguoc lai, tién va cac khoan tuong
duong tién co xu hudng gidm nhe, cho théy lugng tién mat du trir chua thue sy ddi dao.
Ngoai ra, mdt s6 khoan muc nhu tai san ngén han khac bién dong khong on dinh, dic

biét nam 2025 gidm so v&i nam 2024.

Dbi voi tai san dai han, quy mo c6 sy gia ting nhung chiém ty trong thap trong
tong tai san. Trong d6, tai san c¢b dinh ting trong ndm 2024 nhung giam vao nim 2025,
cho thay cong ty co sy diéu chinh trong dau tu tai san phuc vu hoat dong kinh doanh.
Bén canh d6, cdc khoan dau tu dai han va tai san do dang c6 xu hudng tiang, thé hién

dinh hudng mo rong trong tuong lai.

Vé co cdu ngudn von, ng phai tra ¢6 xu hudng ting qua cac nam, tir 31,9% nam
2023 1én 33,8% nam 2025. Bang chu y, ng dai han tding manh (43,6% trong giai doan
2024-2025), cho thiy cong ty c6 xu huéng sir dung don by tai chinh dé phuc vu hoat
dong dau tur va mo rong. Trong khi d6, no ngin han c¢6 xu hudng giam nhe, phan anh

kha ning kiém soat nghia vu tai chinh trong ngin han.

Bén canh d6, von chu s hitu van chiém ty trong 16n trong tong ngudn von (trén
66%) va duy tri xu hudng ting qua cac nam. Diéu ndy cho thdy cong ty co nén tang tai

chinh twong d6i 6n dinh va kha ning ty chi vé von cao.
Tom lai, trong giai doan 2023-2025, tinh hinh tai chinh cia Coéng ty TNHH MTV
XP Media Gia Lai — Chi nhanh Pa Ning tvong ddi 6n dinh va c6 xu hudng phat trién
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tich cuc. Tuy nhién, cong ty can chi trong hon dén viée quan 1y cac khoan phai thu va
kiém soat ng vay nham dam bao kha ning thanh toan va han ché rui ro tai chinh trong
thoi gian téi.

2.4 Thue trang quy trinh ban hang trwee tuyén tai Cong ty TNHH MTV XP Media
Gia Lai — Chi nhanh Pa Ning

2.4.1. Muc tiéu ban hang tryc tuyén

Trong bdi canh canh tranh ngay cang cao trong linh vuc Marketing Online, Cong
ty TNHH MTV XP Media Gia Lai — Chi nhanh Da Ning xac dinh hoat dong ban hang
tryc tuyén 1a phuong thire kinh doanh chu dao nham mé rong thi truong va nang cao
hi¢u qua kinh doanh. Dya trén thuc té hoat dong, myc ti€u ban hang truc tuyén hién tai

cua cong ty dugc thé hién trén cac phuong dién sau:

Thir nhit, gia ting s6 lvong khach hang tiém ning va mé rong pham vi tiép cin
trén nén tang so. Hién nay, cong ty tap trung khai thac khach hang trén cac nén tang nhu
Facebook, TikTok va cac hdi nhom kinh doanh online. Muyc tiéu ctia XP Media 1a duy
tri ngudn khach hang tiém ning 6n dinh cho d6i ngii Sale thong qua hoat dong tim kiém
va tiép can hang ngay. Theo thuc té hoat dong, mdi nhan vién Sale c6 thé tiép can tir
khoang 50 — 100 khach hang tiém ning/ngay thong qua céc kénh online, tir d6 tao ngudn

dir liéu khach hang phuc vu cho hoat dong tu van va ban hang.

Thtr hai, ning cao sé lugng don hang va doanh thu tir hoat dong ban hang truc
tuyén. XP Media huéng dén muyc tiéu gia ting sd luong don hang théng qua viée trién
khai da dang cac goi dich vu quang cdo nhu Facebook Ads, TikTok Ads, quang céo
livestream, chim soc fanpage va seeding. Theo thuc té hoat dong, trung binh mdi nhan
vién Sale c6 thé chét tir khoang 15 — 30 don hang/thang, trong khi tong sé don hang toan
chi nhanh dao dong tir khoang 80 — 150 don/thang tuy tirng giai doan kinh doanh va quy
mod nhan su. Pay dugc xem 1a muc ti€u quan trong nham dam bao doanh thu va duy tri

hoat dong 6n dinh clia cong ty.

Thir ba, nang cao ty 1& chuyén d6i khach hang tiém niang thanh khach hang thuc
té. Cong ty tap trung trién khai hoat dong tu van theo hudng ca nhan hoa nham ting kha
ning chot don. Muc tiéu hién nay cua XP Media 1a ning cao hiéu qua chuyén do6i thong
qua viéc lwa chon dung khach hang tiém ning, khai thac dung nhu cau va dé xuit giai
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phap phu hop véi ngan sach thuc té ciia khach hang. Céac goéi dich vu duoce khach hang
Iya chon ch yéu thudc phan khuc chi phi trung binh, dao dong tir vai trim nghin dén

vai tri¢u dong tuy theo nhu cau quang céo.

Thtr tu, ndng cao chét lugng dich vu va muc do hai long cua khach hang. XP
Media huéng dén myc tiéu cai thién trai nghiém khach hang thong qua viéc hd tro trién
khai, theo ddi chién dich va xir Iy phan hoi nhanh chong. Trong thuc té, khoang 60 — 70%
cac phan hoi tiéu cyuc lién quan dén hiéu qua livestream hodc quang céo dugc cong ty
xir ly ngay trong ngay thong qua viéc t6i wu ndi dung, diéu chinh tép khach hang hodc
ngan sach quang cdo. Piéu ndy gop phan ning cao mirc d6 hai 1ong va han ché tinh trang

khéach hang durng str dung dich vu.

Thtr ndm, gia tang ty 1€ khach hang quay lai va duy tri quan h¢ hop tac lau dai.
Bén canh viéc tim kiém khach hang mdi, cong ty con tap trung khai thac ngudn khach
hang cii nham duy tri doanh thu 6n dinh. Sau khi két thiic chién dich quang cdo, nhan
vién Sale tiép tuc li€én hé cham séc, cap nhat vu dai va tu vén céc chién dich tiép theo.
Muc tiéu ctia hoat dong nay 1a nang cao ty 1¢ khach hang tai sir dung dich vu, dong thoi

phat trién mdi quan hé hop tac 1au dai véi khach hang.

Thir su, nang cao hinh anh thwong hiéu va uy tin ctia cong ty trén moi trudng so.
Thong qua hoat dong marketing ndi dung trén fanpage, Tik Tok, website va cdc hgi nhém
kinh doanh online, XP Media huéng dén muc tiéu gia ting mirc 46 nhin dién thuong
hi€u va xay dung hinh anh doanh nghi¢p chuyén nghi€p trong linh vuc dich vu quang
céo truc tuyén. Viéc thuong xuyén ding tai két qua thuc té, phan hoi tich cuc cua khach
hang va hinh anh chién dich d4 trién khai gitip cong ty tao niém tin va nang cao kha

nang canh tranh trén thi truong.

Nhin chung, muyc tiéu ban hang tryc tuyén hién tai cua Céng ty TNHH MTV XP
Media Gia Lai — Chi nhanh Da Ning khong chi tap trung vao viéc gia ting doanh thu
va sd lugng don hang ma con hudng dén nang cao chét lugng dich vy, cai thién mirc do
hai long ciia khach hang va x4y dung méi quan hé hop tac bén vitng trong moi truong

kinh doanh sb.
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2.4.2. Pic diém khach hang ciia XP Media

Khach hang cua Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Da Ning
cht yéu 1a cac ca nhan kinh doanh online va doanh nghiép vira va nhé ¢6 nhu cau quang
ba san pham, ting doanh s6 ban hang trén cic nén tang s nhu Facebook va TikTok.
Duya trén thuc té hoat dong ban hang truc tuyén tai cong ty, khach hang ctia XP Media

c6 nhirng dac diém nodi bat nhu sau:

Thér nhét, khach hang cha yéu 13 nhém kinh doanh online quy mé nho va vira.
Phan 16n khach hang ciia cong ty 1a cac shop ban hang online hoat dong trén Facebook,
TikTok hoac livestream ban hang. Nhom khéach hang nay thuong kinh doanh cac mat
hang nhu m§ pham, thoi trang, phu kién, d6 gia dung, thuc pham va hang tiéu dung.
Quy md kinh doanh chii yéu & murc nhé hodc vira, ngan sach quang cdo khong qua 16n

nhung c6 nhu cau quang ba thuong xuyén nham ting twong tac va gia ting don hang.

Trong thuc té, cac goi dich vu khach hang st dung phd bién c6 murc chi phi dao
dong tir vai trim nghin dén vai triéu dong cho mdi chién dich, pht hop vdi kha nang tai

chinh cua nhoém khach hang c4 nhan kinh doanh online.

Thi hai, khach hang c6 nhu ciu cao vé quang cdo livestream va ting tuong tac.
Mot dic diém ndi bat ctia khach hang tai XP Media la tap trung nhiéu vao hoat dong
livestream ban hang trén Facebook va TikTok. Do canh tranh ngdy cang 16n trén nén
tang s6, khach hang c6 nhu cau st dung cac dich vu quang céo livestream, buff mat xem,
tang like, comment va chia sé nham ning cao mirc d6 tuwong tac va thu hut ngudi xem

trong qua trinh livestream.

Ngoai ra, nhiéu khach hang mong mudn quang céo gitip ting lwot tiép can nhanh
trong thdi gian ngian dé thic ddy doanh sb ban hang theo tirng phién livestream hoic

tirng chién dich cu thé.

Thir ba, khach hang c6 su khac biét vé mirc do hiéu biét ddi voi quang céo truc
tuyén. Khach hang cua XP Media bao gdm ca nhoém da tirng chay quang cdo va nhoém
chua co6 nhiéu kinh nghiém vé Marketing Online. P6i v6i khach hang méi, ho thuong
chua hiéu rd vé cach thic hoat dong cua quang cao Facebook Ads hodc TikTok Ads,
chua biét cach xac dinh ngan sach va danh gia hiéu qua chién dich. Vi vay, nhan vién
Sale phai danh nhiéu thoi gian dé giai thich, tu van va dinh hudng giai phap phu hop.
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Trong khi d6, nhom khach hang da tirng sir dung dich vu quang céo thudng quan
tam nhiéu hon dén hiéu qua thuc té nhu sé lugng don hang, chi phi quang céo, ty 1é

chuyén doi va kha nang t61 uu chién dich.

Thér tu, khach hang nhay cam vé chi phi va hiéu qua quang céo. Do phan 16n
khéch hang la cd nhan kinh doanh hodc doanh nghi¢p nhé nén ngéan sach danh cho quang
c4o con han ché. Vi vay, khach hang thudng quan tim nhiéu dén murc chi phi dich vu va

hiéu qua thyc té mang lai. Cac phan hoi phd bién thudng xoay quanh van dé:
Chi phi quang cdo c6 phu hop hay khong;

- Quang cao co6 ra don hay khong;
- Bao lau thi c6 hi€u qua;
- C6 dam bao ting doanh sb hay khong.

Diéu nay doi hoi doi ngii Sale ciia cong ty phai c¢6 k¥ ning tu van, xir Iy tir chdi
va giai thich hiéu qua dich vu mot cach 10 rang dé tao niém tin cho khach hang.

Thir ndm, khach hang c6 nhu cau dugc hd trg va chim soc thuong xuyén trong
qué trinh trién khai dich vu. Khach hang tai XP Media khong chi quan tim dén két qua
cudi ciing ma con cha trong qua trinh hd trg trong khi chay quang cdo. Trong thuc té,
khach hang thuong xuyén theo doi tinh trang chién dich va mong mudn duoc cap nhat

lién tuc ve hié¢u qua quang cdo, mirc 4o phan phoi va kha nang ra don.

Do d6, cong ty thudng tao nhém Zalo hoic Telegram dé trao doi truc tiép giita
khéach hang, Sale va by phan k¥ thuat nham hd trg nhanh chong va xtur Iy kip thoi cac
van dé phat sinh.

Thtr séu, khach hang c6 xu hudng tiép tuc st dung dich vu néu dat hiéu qua tHt.
Dbi v6i nhirng khach hang dat két qua tich cuc tir cac chién dich quang cdo, kha ning
tiép tuc sir dung dich vu tuong d6i cao. Nhiéu khach hang sau khi chay thir véi ngan
sach nho sé tiép tuc tang ngan sach hoac st dung thém céac dich vu khac nhu cham soc

fanpage, seeding hoac quang cao livestream.

Diéu nay cho thdy nhém khach hang cua XP Media ¢6 xu hudng duy tri hop tac

1au dai néu cong ty dam bao dwoc hiéu qua dich vu va chit lvgng chim séc khach hang.
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Nhin chung, khach hang ctia Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh
Pa Ning chu yéu 1a cac ca nhan kinh doanh online va doanh nghiép vira va nho c6 nhu
ciu quang cdo trén nén tang s. Pay 13 nhom khach hang c¢6 nhu ciu cao vé ting twong
tac, quang ba san pham va hd tro livestream, nhung dong thoi ciing kha nhay cam vé chi
phi va hiéu qua quang cdo. Vi vy, cong ty cAn cht trong hoat dong tur vin ca nhin hoa,
cham sdéc khach hang va t6i wu hiéu qua dich vu nhim nang cao kha nang canh tranh va

duy tri khach hang lau dai.

2.4.3. Pic diém san phim dich vu quéang cdo cia Cong ty TNHH MTV XP Media
Gia Lai — Chi nhanh Pa Ning

Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Da Ning cung cap céc dich
vu quang cdo truc tuyén trén cac nén taing mang xa hoi nhu Facebook va TikTok, bao
gbém: chay quang cdo bai viét, quang céo livestream, chdm soc fanpage, seeding, buff
tuong tac (like, follow, comment, view) va cac dich vu hd trg livestream. San phém dich

vu clia cong ty mang nhirng dic diém cy thé nhu sau:

Thir nhdt, dich vu mang tinh v6 hinh nhung dugc “hitu hinh héa” thong qua két
quéa dau ra: Khach hang khong thé kiém tra chit luong dich vu trude khi str dung ma chi
c6 thé danh gia thong qua cac két qua sau trién khai. Tuy nhién, tai XP Media, dich vu
duoc “cy thé hoa” thong qua cac goi san pham rd rang nhu: 1.000 Iuot follow Facebook
v6i mirc gia khoang 100.000 dong, 100 luot like bai viét khoang 20.000 dong, hay céac
g6i seeding binh luan theo s lugng cy thé. Dicu nay gitip khach hang dé hinh dung gia

tri dich vu va tao co s¢ dé doanh nghiép chirng minh hiéu qua théng qua sd liéu thuc té.

Thir hai, hi¢u qua dich vu phu thudc truc tiép vao nén tang va thuat todn quang
c40: Cac dich vy cua XP Media chu yéu trién khai trén Facebook va TikTok — 1a nhitng
nén tang st dung thuit toan dé phan phdi noéi dung. Mic du cong ty c6 thé cam két mot
sd chi tiéu dau ra dbi v6i dich vu buff hoic seeding, nhung ddi véi cac dich vu chay
quang céo, hiéu qua thuc t& con phu thudc vao nhiéu yéu t6 nhu ndi dung quang céo,
hanh vi ngudi dung va mirc do canh tranh. Vi dy, gbi chay quang cdo bai viét theo ngay
v&i ngan sach 500.000 dong/ngay chi udc lugng muc tiép can (5.000 — 8.000 Iuot) , cho
thay két qua khong hoan toan cd dinh ma mang tinh twong ddi.
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Thur ba, dich vu c6 tinh linh hoat cao va duoc xay dung thanh nhiéu g61 vo1 muirc
gia cu thé: XP Media xay dung cac goi dich vu da dang nhu géi chay quang cdo theo
ngdy, theo thang, gbi cham soc fanpage, seeding hodc buff twong tac véi nhiéu muc chi
phi khac nhau (tir vai trim nghin dén vai triéu dong). Trong thuc té, sy linh hoat nay
gitp cong ty tiép can dugc nhidu nhom khach hang, tir ca nhan kinh doanh nho 1¢ dén
doanh nghiép vira va nho. Pong thoi, nhan vién Sale c6 thé dé dang diéu chinh va “thiét
ké” giai phap phi hop véi nhu cau cu thé ciia tirng khach hang, thay vi ap dung mot mo
hinh ¢6 dinh.

CHAM SOC PAGE

GOI CHUYEN NGHIEP 7TR999

HO TRO LEN CHUONG TRINH
KHUYEN MAI VAO CAC_
DIP LE SYKIEN TRONG THANG

TOI UU THONG TIN TRANG

BANG GIA DICH VU

DINH HUGNG NOI DUNG TRANG LEN LICH DANG BAI TU DONG

FACEBOOK TIKTOK
1000 Like Page 100k 1000 Tim 150k ik s 200 - 300 LIKE M1 BAI DANG
100 Like Post 20k 1000 Theo doi 150k
é i 34 BAI VIET 1 THANG 30 - 40 CMT MOI BAI DANG
1000 Theo dal 100k 50 Cmt Video 50k VE SAN PHAM DICH VU (CO THE YEU CAU NHIEU HON)
50 Cmt Post 50k 1000 View 150k

100 Cmt Video 50k 3 VIDEO NGAN DANG VE

SAN PHAM THU HUT KHACH HANG

100 Cmt Video 50k MOI BAI 50 CHIA SE HOI NHOM

Téit cd cde géi bén em déu lém plan lich déng bai giri quy anh chi duyét truge a

CHAM SOC PAGE

GOI CO BAN 3TR599

CHAM SOC PAGE

HO TR LEN CHUONG TRINH

GOINANG CAO 5TR999

xguvsn MAI VAO CAC
DIPLI

TSI UU THONG TIN TRANG ‘ 1
SUKIEN TRONG THANG

DINH HUGNG NOI DUNG TRANG

LEN LICH DANG BAI TYDONG

TANG 1000 LIKE
VA FOLLOW CHO PAGE

T61 YU THONG TIN TRANG ‘

DINH HUGNG NOI DUNG TRANG

TANG 3000 LIKE
VA FOLLOW CHO PAGE

HO TRO LEN CHUGNG TRINH
KHUYEN MAI VAO CAC.
DIP LE SYKIEN TRONG THANG

LEN LICH DANG BAI TY DONG

‘ 100 LIKE MOI BAI DANG
’ 15 CMT MOI BAI DANG

20 BAIVIET 1 THANG
VE SAN PHAM DICH VU

1VIDEO NGAN DANG VE

ot S MOI BAI 50 CHIA SE HOI NHOM
SAN PHAM THU HUT KHACH HANG

Tét ¢ cdc g6i bén em déu lam plan lich déng bai giri quy anh chj duyét truge @

BANG GIA SEEDING

27BAIVIET 1 THANG

VE sAN PHAMDICHVY 20 - 30 CMT MOI BAI DANG

|
N
|

2 VIDEO NGAN DANG VE

SAN PHAM THU HUT KHACH HANG

150 - 200 LIKE MOI BAI DANG ‘
MOI BAI 100 CHIA SE HOI NHOM ‘

Téit ca cdc goi bén em déu lam plan lich déng bai giti quy anh chi duyét truge o

BANG GIA SEEDING

LIVESTREAM TIKTOK

Seeding 1h............ 150k
Seeding 2h........... 250k

SEEDING LIVE SEEDING VIDEO SEEDING POST
‘SEEDING KHEN SEEDING KHEN Chay 1006t ... 100K [T —
ccuAm
+ MA SAN PHAM Chay 160cmt Chay 100cmt ... 100Kk
PP E——

Chay 200cmt ......... 200k Chey 150€mt ...........150k

Seeding 3h........... 350k

Hb trg soan ndi dung seeding néu khach chua cé ndi dung

Seeding 4h .......... 450k
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ANG G
BANG GIA SHARE LIVE

I )
- - - ‘ 1H 30.000d || 54.0004 || 68.000d H 79.000d4 H 90,0004 | IOB,DOOﬁ|
‘ 1“30 40.000d || 81.000d ||IG§ 000d ‘ ‘ 17.000d ‘ ‘ 132.000d | I56,0D0d|
400 chia sé 700 chia sé 1400 chia sé
‘ 2H 60.000d || 108.000d4 || 135.000d ‘ ‘ 156.000d ‘ ‘ 168.000d |204.000d|
‘ 3H 90.000d | | 162.000d I | 203, DGDG‘ l 189.000d ‘ ‘204.0005 IZZE.ODDd |
‘ 4H 120.000d | | 216.000d I | 225 DODG‘ ‘ 234, DOOG‘ ‘ 252.000d I 276.000d |

J'  BANG GIA BUFF MAT LIVE TIKTOK

| aiin ] coman [ ioomer J omie § 200mic J asomie f aoome |
gian

‘ 1H H 45.000d4 H 60.0004 H 95.000d H 120.000d H 150.0004 H 1an,nnna‘
‘ 2H H 70.0004 H 110.0004 H 130.0004 H 150.000d H 180.000d H 210 0006‘
‘ 3H | ‘ 90.0004 | ‘ 140.0004 ‘ | 160.0004 | ‘ 180.0004 | ‘ 220. OOOG| ‘ 250.0006‘
‘ a4H | ‘ 120.0004 | ‘ 180.0004 ‘ I 210.0004 | ‘ 230 OODﬂ| ‘ 260,000ﬁ| ‘ 280.0004 ‘

Hinh 2.5: .Gia cac goi dich vu cua XP Media

Thir tw, dich vu gin lién v6i hé théng do ludng chi tiét va lién tuc: Mot dic diém
ndi bat trong hoat dong tai XP Media 1a moi chién dich quang cao déu dugce theo ddi
thong qua céac chi sé cy thé nhu CPM (chi phi trén 1.000 Iuot hién thi), CPC (chi phi
trén moi luot click), $6 luong tin nhén, ty 1€ chuyén ddi,... Cac chi sb nay khong chi
dung dé bao cao cho khach hang ma con 1a co s& dé bo phan k¥ thuat diéu chinh chién
dich theo tirng giai doan. Vi du, néu chi phi tin nhin qua cao, nhan vién sé& thay doi ndi

dung quang c4o hodc tép khach hang dé ti uu lai hiéu qua.
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Dgocs v Sodus v Nguéng * v Ngudngconlal ¢ v Limits v Tongtiéu s v

72626033 16,256,559 20,000,000 3,743,441 122,369,065 1,646,427157
72626033 10,080,683 20,000,000 9,919,317 No limit 1,433,325,827
43814648 12,039,379 20,000,000 7,960,621 No limit 1,376,066,320
36608014 17,269,657 20,000,000 2,703,343 No limit 921,408,396
01126249 9,194,856 20,000,000 10,805,114 122,369,065 903,344,843
17523488 10,294,494 20,000,000 9,705,506 122,369,065 871,636,338
72626033 8,036,121 20,000,000 11,963,879 No limit 796,088,274
99112798 2,917,059 20,000,000 17,082,941 121,963,118 743,003,110
72626033 9,004,430 20,000,000 10,995,570 36,551,489 684,975,658
72626033 4,830,806 20,000,000 15,169,194 32,000,000 594,127,320
72626033 18,036,328 20,000,000 1,963,972 122,369,065 590,106,696

Hinh 2.6: Mau cdc chi sé diing dé bdo cdo cho khdach hang camp dé chay dwoc

bao nhiéu

Thir ndm, chét lugng dich vu phu thudc 16n vao nang luc doi ngli nhan su: Tai
XP Media, qua trinh cung cap dich vu khong chi don thuan 1a “chay quang cio0” ma bao
goém nhiéu cong doan nhu nghién ctru thi trudng, xdy dung noi dung, thiét ké hinh
anh/video, thiét 1ap chién dich va t6i uu hiéu qua. Do dé, néu doi ngii nhan su thiéu kinh
nghiém hodc k¥ ning, hiéu qua quang cdo s& bi anh hudng dang ké. Trong thuc té, su
chénh 1éch vé ning luc giita cac nhan vién c6 thé din dén su khac biét vé hiéu qua giita

cac chién dich, ngay ca khi cung mot ngan sach va nganh hang.

Thir sdu, dich vy mang tinh lién tuc va yéu cau theo ddi, toi vu thuong xuyén
sudt qua trinh trién khai: Khong giéng nhu viéc ban mot san phém hoan chinh, dich vu
quang cao tai XP Media doi hoi phai theo ddi va diéu chinh lién tuc trong sudt thoi gian
chay chién dich. Nhan vién k¥ thuat phai thuong xuyén kiém tra hiéu qua quang céo,
cap nhat xu hudng ndi dung, diéu chinh ngan sach va thay d6i chién lugc néu can thiét.
Pong thoi, viée trao d6i vai khach hang ciing dién ra lién tyc théng qua cic nhoém lam

viéc dé dam bao chién dich di ding hudng.

Thir bay, dich vu c6 tinh rii ro va kho dam bao két qua tuyét dbi: Do chiu anh
huong tir nhidu yéu té bén ngoai nhu thuat toan nén tang, xu hudng thi trudng, hanh vi
ngudi tiéu dung va mirc do canh tranh, hidu qua quang cio khong thé cam két chinh xac

100%. XP Media thuong trién khai theo huéng thir nghiém véi ngan sach nho trong giai
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doan dau, sau d6 do ludng va toi uvu dan dé dat hidu qua tét hon. Cach lam nay giup
giam thiéu rui ro cho khach hang, dong thoi tao co sé dé mo rong quy mé chién dich

néu dat két qua kha quan.

Tom lai, san pham dich vu quang céo truc tuyén tai Cong ty TNHH MTV XP
Media Gia Lai — Chi nhanh Pa Ning mang dic trung rd nét ctia dich vu marketing s6
v6i tinh vo hinh, linh hoat, do lwdong duoc va phu thudc nhidu vao yéu to cong nghé
cling nhu nang lyc con ngudi. Nhitng dac diém nay vura tao ra co hgi phat trién, vira dat
ra yéu cau cao ddi v6i cong ty trong viéc nang cao chat lwong dich vu va hiéu qua trién
khai.

2.4.4. Cac phuong thire tiép cin va khai thac khach hang tryuc tuyén

Trong bdi canh kinh doanh dich vu Marketing Online, viéc tiép can va khai thac
khach hang trén méi trudmng sd dong vai trd quan trong trong viée mo rong thi trudng va
gia ting doanh thu. Dya trén thyc té hoat dong, Cong ty TNHH MTV XP Media Gia Lai
— Chi nhanh Pa Néng da trién khai da dang cac phuong thirc nham tim kiém va duy tri

khach hang truc tuyén, cy thé nhu sau:

Marketing ndi dung két hop quang céo truc tuyén trén cic nén tang sb: Py la
phuong thire chu dao trong hoat dong tiép can khach hang cua cong ty. XP Media sir
dung cac nén tang pho bién nhu Facebook, TikTok dé trién khai cac hoat dong marketing
thong qua viéc xay dung ndi dung (content) dudi dang bai viét, hinh anh, video ngan
nham gi6i thiéu dich vy, chia sé kién thirc va dang tai cac két qua thuc té. Bén canh do,
cong ty con st dung cac cong cu quang cao tra phi nhu Facebook Ads, TikTok Ads va
Google Ads nham mé rong pham vi tiép cdn, gia ting nhan dién thuong hiéu va thu hat
khach hang tiém ning. Viéc két hop giita ndi dung ty nhién va quang cdo tra phi giup

nang cao hi¢u qua ti€p can cling nhu kha ning chuyén doi khach hang.

Khai thac khach hang thong qua website va fanpage cua cong ty: Pong vai tro la
kénh thong tin chinh thirc, gitip khach hang tiép can thong tin vé dich vu, bang gia va
cac chuong trinh vu dai cua cong ty. Trong do, fanpage 1a kénh hoat dong ndi bat, dugc
cap nhat thuong xuyén vdi cac ndi dung gidi thidu dich vu, hinh anh két qua chay quang
c4o, phan hoi tir khach hang va cac chuong trinh khuyén mai. Dong thoi, fanpage con

14 kénh tuong tac truc tiép v6i khach hang thong qua tin nhan va binh luan, tir d6 doi
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ngil nhan vién Sale c6 thé tu vin va chuyén d6i khach hang thanh don hang. Website
dong vai trd b tro, gitp ning cao tinh chuyén nghiép va hd trg khach hang tra ciru thong

tin mot cach day du hon.
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Hinh 2.7: Website va fanpage cua cong ty

Tiép can khach hang thong qua cac hdi nhom va kénh ca nhan trén mang xa hoi:
Ngoai cac kénh chinh thirc, XP Media con tan dung cac hgi nhém kinh doanh, marketing
trén Facebook, Zalo dé dang bai gidi thiéu dich vu va tiép can khach hang tiém ning.
Pay 13 kénh c6 chi phi thip nhung kha ning tiép can dung d6i tuong cao. Bén canh do,
d6i ngii nhan vién Sale ciing sir dung tai khoan ca nhin dé dang bai, két ban va tu vin
tryc tiép cho khach hang. Hinh thic ndy mang tinh c4 nhan héa cao, gitp tao sy tin

tudng va nang cao kha nang chuyén doi.

Nhém
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g
ﬂ Cong khai - 129K thanh vién - 70+ bai viét/ngay
Mua bén & livestream mién phi tai nhém Dang ky Thanh vién VIP khéng qua kiém Tham gia

duyét LH:FB Nguyén An (0977.200.907)
&™) 3 ngudi ban 1a thanh vien
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Céng khai - 2,4K thanh vién - 90+ bai viét/ngay Tham gia
Nhém chia live stream va dang bai mién phi Page BPG ACE Gaming TV

CHIA SE LIVESTREAM - SHARE LIVESTREAM

Coéng khai - 71K thanh vién - 60+ bai viét/ngay

HE THONG CHIA SE LIVESTREAM HANG BAU VIET NAM & CHUYEN SAU QUANG
CAO FACEBOOK RA DON. L/H : 0369.765.296 (ZALO)

EOPD 5 nguoi ban 1a thanh vien

Tham gia

Hinh 2.8: Tim kiém khdch hang trén cdc hdi nhém
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Khai thac khach hang thong qua kénh gidi thi€u va uy tin tir khach hang cii: Cong
ty con tiép can khach hang thong qua hinh thirc gi6i thiéu tir khach hang da str dung dich
vu. Khi khach hang hai long voi chat lugng dich vy, ho ¢6 xu hudng gigi thi€u cho ban
be, ngudi quen hodc d6i tac. Pay 1a kénh mang lai hiéu qua cao do mirc do tin cay 16n
va chi phi thip. Ngoai ra, viéc xdy dung hinh anh uy tin théng qua cic phan héi tich cuc,
két qua thuc té va hoat dong seeding ciing gop phan gia ting niém tin va thu hut khach
hang moi.

Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Ning d trién khai da
dang cac phuong thirc tiép can va khai thac khach hang truc tuyén, bao gdm marketing
ndi dung két hop quang céo, khai thac kénh fanpage — website, tin dung di liéu khach
hang cii, st dung hoi nhom va kénh ca nhan, cling nhu kénh gidi thi€u tor khach hang.
Su két hop linh hoat giita cac phuong thirc nay gitip cong ty mé rong pham vi tiép can,
nang cao hi¢u qua ban hang va tang kha nang duy tri khach hang trong moi truong kinh

doanh sO

2.4.5. Hinh thirc ban hang tryuc tuyén

Tai Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Néng, hoat dong
ban hang duoc trién khai cht yéu theo hinh thirc ban hang truc tuyén thong qua cac nén
tang mang xa hoi va cong cu giao tiép tryc tuyén. Dy 1a hinh thic phi hop voi ddc thu

dich vu quang cdo truc tuyén ma cong ty dang cung cip.

Ban hang thong qua nén tang mang xa hoi: DAy 1a hinh thirc ban hang cha yéu
clia cong ty. Nhan vién Sale tim kiém khach hang tiém ning trén Facebook, Tik Tok, cac
ho6i nhoém kinh doanh, fanpage va livestream ban hang, sau d6 chu dong tiép can dé gisi

thi¢u dich vu quang céo.

Ban hang thong qua tu van tryc tiép qua tin nhan: au khi tiép can khach hang,
nhan vién Sale st dung Messenger, Zalo hoac Telegram dé trao doi, tu van dich vu, gui
bao gia va thoa thudn hop tac. Toan bd qué trinh giao dich duoc thuc hién tryc tuyén ma

khong can gap mat truc tiép.

Ban hang theo hinh thirc tu vin dich vu Marketing Online: Do san pham ctia cong

ty 1a dich vu quang cdo nén nhan vién Sale khong chi gidi thi¢u dich vu ma con tu van
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giai phap quang cdo phu hop voi nhu cau, ngan sach va muc tiéu kinh doanh cia tirng

khach hang trudc khi chot don.

Ban hang thong qua khach hang gi6i thiéu: Bén canh viéc tim kiém khach hang
moi, cong ty con khai thac ngudn khach hang tir su gidi thiéu ctia khach hang cii d3 tirng
str dung dich vu. Pay 1a ngudn khach hang c6 murc d6 tin tudng cao va kha ning chuyén
doi tt.

Nhin chung, hoat dong ban hang truc tuyén tai XP Media cha yéu duoc thuc hién
thong qua mang xi hoi két hop tu van tryc tiép trén cac nén tang nhin tin. Hinh thtc
nay phtt hop vé6i dic thu dich vu quang céo truc tuyén, giup cong ty tiép can khach hang
nhanh chéng, tiét kiém chi phi va mé rong pham vi kinh doanh.

2.4.6. Quy trinh ban hang tryuc tuyén

Tai Cong ty TNHH MTV XP Media Gia Lai - Chi nhanh Pa Nang, quy trinh ban
dich vu quang céo truc tuyén duoc trién khai hoan toan trén moi trudng online va duoc
t6 chirc thanh 3 giai doan chinh: Trudc ban - trong ban - sau ban, mdi giai doan bao gom

cac budc cu thé, co su lién két chat ché voi nhau trong van hanh.

2.4.6.1. Giai doan trwdc ban

Day 1a giai doan dau tién trong quy trinh ban hang tai XP Media, nhim tao ngudn
khach hang tiém ning va thiét lap tuong tac ban dau. Giai doan ndy c6 anh hudng truc
tiép dén hiéu qua ciia cac budc sau, boi chat lugng khach hang diu vao s& quyét dinh

kha ning chdt don ctia nhan vién Sale.
Bueée 1: Tim kiém va sang loc khdch hang tiém nang

Tai XP Media, hoat dong tim kiém khach hang khong dién ra mot cach ngiu
nhién ma dugc thyc hién c6 dinh hudng, bam sat nhom khach hang muc ti€u ctia cong
ty 1a cac ca nhan kinh doanh online va doanh nghiép nhé c6 nhu cau quang cdo trén nén

tang so.
Quy trinh tim kiém khach hang trong XP Media dién ra nhu sau:
% Nhan vién Sale sir dung nhiéu kénh khac nhau dé thu thap thong tin khach hang

nhu sau:
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- Facebook: Nhan vién tham gia cac hoi nhom ban hang, group kinh doanh online
hodc tim kiém céac fanpage ban hang. Tai ddy, nhan vién quan sat cac bai ding
ban san phém, livestream hodc hoat dong tuwong tac cia shop dé x4c dinh mtre d6
hoat dong kinh doanh.

- TikTok: Tim kiém céc tai khoan dang livestream ban hang hoic ding video quang

ba san pham. Nhitng tai khoan nay thudng c6 nhu cau quang cao dé ting tiép can.

Sau khi thu thap danh sach khach hang, nhan vién Sale tién hanh sang loc dya
trén mot s6 tidu chi cy thé nhu: tin suat dang bai ban hang, mic d6 twong tac trén
fanpage hodc tai khoan (lwot thich, binh lun, chia sé), sb lwong nguoi xem livestream,
tan suit xudt hién quang cdo trén Facebook hoic Tik Tok thong qua thu vién quang céo,
cling nhu quy mo hoat dong kinh doanh thé hién qua sé lugng san phim ding ban va
mutrc d cdp nhat ndi dung. Trén co s¢ do, khach hang duoc phan loai thanh nhom c6

nhu cau quang c4o cao va nhém khéach hang ti€ém nang dé€ vu tién ti€p can phu hop.
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Hinh 2.9: Danh sach khach hang
Bueée 2: Tiép cdn va tao twong tdc ban ddu

Sau khi xac dinh dugc khach hang tiém ning, nhan vién Sale tién hanh tiép can

thong qua cac kénh nhan tin tryc tuyén nhu Messenger hodc Zalo.
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Hinh 2.10: Nhdn vién nhan tin tim kiém khdach hang

Trude khi nhin tin, nhan vién thudng tim hiéu so bd vé hoat dong kinh doanh
ctia khach hang, bao gém linh vuc kinh doanh, san pham/dich vu cung cap, quy md hoat
dong va mirc d6 hién dién trén cac nén tang s0. Déng thoi, nhan vién c6 thé thuc hién
cac tuwong tac ban dau nhu like, theo di trang ca nhan hodc fanpage nhiam tao su quen

thudc va tang kha ning phan hoi.

Noi dung tin nhan ban dau dugc xay dung theo hudng goi mo, tap trung vao viéc
hoi tham tinh hinh kinh doanh hodc nhu cu quang céo, thay vi chao ban dich vu tryc
tiép. Qua trinh tiép can duoc ca nhan héa dua trén dic diém turng khach hang nhim han

ché tinh trang giri tin nhan hang loat gy phan cam va nang cao hiéu qua tuong tac.

Song song v&i hoat dong tiép can, nhan vién Sale tién hanh phan loai va danh gia
so b nhu cau khach hang dua trén cac thong tin thu thap dugc. Cu thé, khach hang dugc
phan loai theo mdt sb tiéu chi nhu: Linh vuc kinh doanh, mic do hoat dong (moi bat
dau hay da van hanh on dinh), nhu cau quang cdo (c6 nhu cau rd rang hay chi dang tim
hiéu) va kha nang chi tra. Viéc phan loai ndy giup nhan vién xac dinh mirc d6 tiém ning
ctia khach hang, tir d6 lya chon céch tiép can va ndi dung tu van phut hop trong cac budc

tiép theo.
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Trong trudong hop khach hang chua phan hoi, nhan vién s& chi dong nhén lai sau
mdt khoang thoi gian nhat dinh v6i ndi dung diéu chinh phit hop nham duy tri twong tac
va ting kha ning phan hoi.

Budc nay c6 muc ti€u chinh 1a thiét 1ap cudc hoi thoai ban dau, d@)ng thot budc
d4u nhan dién nhu ciu va mc do tiém nang cua khach hang, 1am co s& cho hoat dong

tu van va dé xuat gidi phap ¢ cac giai doan sau.

Nhin chung, giai doan tiép can tai XP Media dugc trién khai linh hoat, bAm sat
hanh vi khach hang trén nén tang sb va co su két hop giita c4 nhin hoéa va phan loai
khach hang. Tuy nhién, hiéu qua van phu thudc nhiéu vao k¥ ning c4 nhan ctia nhan

vién, do quy trinh phan loai va danh gia nhu cau chua dugc chuan hoa hoan toan.

2.4.6.2. Giai doan trong ban

bay 1a giai doan trung tam trong quy trinh ban hang tai Cong ty TNHH MTV XP
Media Gia Lai — Chi nhanh Pa Ning, noi dién ra qua trinh chuyén hoa tir nhu cau ban
dau cua khach hang thanh quyét dinh st dung dich vu. Hiéu qua cua giai doan nay phu
thudc lon vao ky nang tu van, kha nang thuyét phuc va mic d§ am hiéu dich vu cua

nhan vién Sale.
Buée 3: Khai thac nhu cau va tw van gidi phdp

Sau khi da thiét lap dugc cudc hoi thoai véi khach hang, nhan vién Sale tién hanh
trao doi sdu hon nham khai thac nhu ciu thuc té. Qua trinh nay dugc thuc hi¢n thong

qua viéc dat cau hoi, ling nghe va phan tich thong tin tir phia khach hang.

Cu thé, nhan vién tap trung tim hiéu céc nodi dung nhu: San phém hodac dich vu
ma khach hang dang kinh doanh, hinh thirc ban hang hién tai (livestream, dang bai, chay
quang c4o), mirc do hoat dong trén cac nén tang sd, cling nhu nhirng kho khin ma khach
hang dang gip phai trong qua trinh tiép can khach hang hoic gia ting doanh thu. Pong
thoi, nhan vién xac dinh muc tiéu cu thé ctia khach hang nhu ting don hang, ting twong
tac, mé rong tép khach hang hoic xay dung thuong hiéu, két hop véi viéc danh gia kha

ndng chi trd va ngan sach danh cho hoat dong marketing.

Trén co sO cac thong tin di thu thap, nhan vién Sale tién hanh dé xuit cac goi
dich vu phii hop véi nhu cau ctia khach hang. Cac giai phap pho bién bao gdom:
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- Goi chay quang céo bai viét theo ngay, theo chién dich ngdn han (10 ngay) hoic
theo thang;

- Goi chay quang céo livestream nham ting lwot xem va tuong tac trong thoi gian
phat truc tiép;

- (G6i cham soc fanpage theo thang vai cac mirc co ban, nang cao va chuyén nghiép;

- Dich vu seeding, buff twong tac (like, comment, share, view) dé hd trg tang do

tin cdy va thu hut khach hang ban dau;

Bén canh viéc gidi thi¢u dich vy, nhan vién Sale con trinh bay hi¢u qua du kién
clia tirng g6i dich vy, chiang han nhu mirc do tiép can, twong tac hodc kha ning thu hut
khach hang tiém ning trong diéu kién ngan sach cu thé. Cac két qua nay thuong duoc
dua ra dudi dang wdc lugng dua trén kinh nghi¢m trién khai thuc té va dic diém nganh

hang ctia khach hang, nhim gitp khach hang c6 co sé can nhic va lya chon.

Ddng thoi, nhan vién ciing xay dung 16 trinh trién khai co ban cho khach hang,
bao gdm cac budc nhu: Chuan bi ndi dung va hinh anh, thiét lap chién dich quang cdo,
theo ddi va toi vu hiéu qua trong qua trinh chay, cling nhu bao céo két qua theo tirng giai
doan. Lo trinh nay gitip khach hang hinh dung 6 qua trinh thuc hién dich vu va thoi

gian dat duogc két qua.

Viée tu van dugc thuc hién theo hudng linh hoat, khong mang tinh &p dit, ma
diéu chinh phu hop v&i tirng khach hang nham dam bao giai phap dua ra phu hop véi
nhu cau va nguén luc thuc té.

Ban chat ctia budc nay l1a giup khach hang nhan dién rd van dé dang gap phai,
dong thoi hiéu duoc cach thirc ma cac dich vu clia cong ty co thé hd tro gidi quyét van
dé mot cach hiéu qua.

Buréc 4: Bdo gid va thuyét phuc khdch hang

Sau khi di thong nhat vé dinh huéng giai phap, nhan vién Sale tién hanh bao gia

va giai thich chi tiét vé goi dich vu dé xuat.
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Hinh 2.11: Nhén vién bdo gid va gidi thich chi tiét vé géi dich vu

Trong qua trinh nay, nhan vién cung cap thong tin cu thé vé chi phi, ndi dung
cong viéc, quyén loi khach hang nhan dugc va hi¢u qua du kién cta chién dich. Déng
thoi, nhan vién co thé dua ra cac vi du thuc té hodc két qua tur cac chién dich trude d6
nham ting tinh thuyét phuc.

Bén canh viéc cung cap thong tin, nhan vién con phai xtr Iy cac phan hoi va ban
khodn tir phia khach hang. Cac vin dé thudng gip bao gdm murc chi phi, hiéu qua quang
c40 va muc do uy tin cta cong ty. Nhan vién can giai thich rd rang, dua ra dan chirng cu
thé va diéu chinh phuong an néu can thiét dé phu hop hon véi ky vong ciia khach hang.

Thuyc chat, ddy 13 qua trinh ciing ¢ niém tin va giam thiéu rai ro cam nhan cua
khach hang truée khi dua ra quyét dinh.

Buée 5: Chot don hang

Khi khach hang da ddng ¥ sir dung dich vu, nhin vién Sale tién hanh cac buéc

chdt don nham hoan tat giao dich.
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Da vang a gid em |én nhém mai lam viéc chj nha
16:22

Hinh 2.12: Khdch hang dong y sir dung dich vu

Cu thé, nhan vién xac nhan lai toan bd ndi dung da théng nhat v6i khach hang,
bao gdm goi dich vu, ngan sach, thoi gian trién khai va cac quyén loi di kém. Sau do,
nhan vién hudng dan khach hang thyc hién thanh toan theo hinh thtrc phit hop va thong
nhat phuong thuc trién khai dich vu.

Trong méi trudng ban hang truc tuyén, qua trinh chdt don thudng dién ra nhanh
chong, it thi tuc phite tap va phu thudc nhiéu vao mirc d6 tin tudng ma khach hang danh

cho doanh nghiép.

Sd luong don hang dugc chét tai XP Media c6 su dao dong theo tirng thoi diém,
phu thudc vao hiéu qua tim kiém khach hang va ning lyc tu vin ctia d6i ngii Sale. Trung
binh mdi thang, mdt nhan vién Sale c6 thé chét tir khoang 15 - 30 don hang, trong khi
tong sb don hang cua toan bo chi nhanh c6 thé dat tir 80 - 150 don/thang (tiy vao quy
md nhan sy va giai doan kinh doanh). Cac géi dich vu duoc chét chil yéu 1a cac goi
quang céo livestream murc chi phi trung binh, pht hop v&i dbi tegng khach hang 1a ca

nhan kinh doanh va doanh nghiép nho.

Ban chat cta budc nay 1a chuyén doi tir trang thai “quan tdm” sang “quyét dinh

mua”, ddng thoi danh dau két qua cua toan bo qua trinh tr van va thuyét phuc trude do.
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> Giai doan trong ban tai XP Media duoc trién khai theo hudng tu van giai phap va
ca nhan hoa theo tirng khach hang, phu hop voi dac thu dich vu quang céo truc
tuyén. Tuy nhién, hiéu qua van phu thudc nhiéu vao k¥ ning xir Iy tinh hudng va
kinh nghi€ém cua nhan vién Sale, do chua c6 kich ban tu vAn va chét don duoc

chuan hoa hoan toan.

2.4.6.3. Giai doan sau ban

Giai doan sau ban tai Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Da
Néng khong chi dirng lai & viée hoan tit giao dich ma con huéng dén viée dam bao chat
lwong dich vy, ndng cao murc d hai 1ong va duy tri mdi quan hé 1au dai voi khach hang.
Day la giai doan quan trong giup doanh nghiép gia tdng gia tri vong doi khach hang va

tao ngudn doanh thu bén virng.
Budc 6: Ban giao va trién khai dich vu

Sau khi hoan tat qua trinh cht don, nhan vién Sale tién hanh ban giao thong tin
khach hang cho bd phan k¥ thuat dé trién khai dich vu.

Cong ty tao nhom lam viéc trén cic nén tang nhu Zalo hodc Telegram, bao gdm
khach hang, nhan vién Sale va b phan trién khai. Nhom nay dugc su dung dé trao doi

thong tin, cip nhat tién do va xir Iy cac vin dé phat sinh trong subt qué trinh thuc hién.
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)ZP MEDIA - Chj Giao Nguyén - 1tr chay live & QO
& 4thanhvién W Khich ha

@Giao Nguyén Da chi, minh s& lam viéc & nhém nay chi nha

TOM TAT CHIEN LUQC

G6i dich vu: Livestream

Ngan sach: 1 triéu

Phudng thiic thanh 9h sang mai

Phuong thiic thanh toan: Thanh toan trudc khi chay

Ha Tién

@Ha Tién Ok e

Da em chao chi nha, em la VU ky thuat vien a

https://www.facebook.com/KimSuong

https://www.facebook.com/KimSuong

Em gui dudng link ndy ngay mai trudc khi chay chi gan vao giip em nha
B B8 68 Gl A4 B B
Hinh 2.13: Ldp nhom va bao cao chién luoc

Dong thoi, nhan vién Sale cung cap day du thong tin lién quan dén nhu cau, muc
tiéu va goi dich vu ma khach hang da dang ky. Bo phan k¥ thuat dua trén d6 dé thong
nhat vdi khach hang vé no1 dung quang cédo, k€ hoach trién khai, ngan sach va thoi gian
thuc hién.

Budc nay nham ddm bao qua trinh chuyén giao thong tin dugc chinh xac va thong

nhét, tao diéu kién thuén loi cho viéc trién khai dich vu ding theo cam két.
Buéc 7: Theo déi va cdp nhdt két qua

Trong qua trinh trién khai chién dich quang cao, XP Media thyuc hi¢n theo doi va
cap nhat dong tién duoc phan phéi qua Faceboook hodc Tiktok mot cach lién tuc truc
tiép dé bao véi khach hang thong qua nhom lam viée chung (Zalo/Telegram) giita khach
hang, nhan vién Sale va bo phan k¥ thuét.
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Hinh 2.14: Trinh quan Iy quéing cdo Facebook phdn phoi chi phi quang cdo

Dua vao trinh quan 1y quang cdo Facebook cong ty cdp nhat két qua theo thoi
gian thuc, dac bi€t trong cac chién dich livestream. Bo phan k¥ thuat thuong xuyén
thong béo tinh trang phan phdi quang cio thong qua cac méc cu thé nhu “camp can 2507,
“camp cin 4007, “camp cin 650”,...nham phan 4nh murc d6 tiéu ngan sach va kha ning

phan phdi ctia chién dich tai tirng thoi diém.

=l XP MEDIA - Chj Gllao. Nguyén - 1tr chay live 8 QO

& 4th »
@Giao Nguyén Da oke chj
Camp can rdi chj nha

:a g
~ oOke
Campcan250rdichinha s a4 -
Camp c&n 400 r3i chi nha
Camp cén 650 3i chi nha
Camp can xong rdi a
Okenhé
v

BB 2O Aaysy @8 -
Hinh 2.15: Nhdn vién ky thudt bdo cho khéach hang sé tién chay quang cdo

Thong qua cac cap nhat nay, khach hang co thé theo ddi truc tiép tién do chay
quang cao, dong thoi nim bat duge murc d6 hiéu qua ban dau cua chién dich. Pay ciing
14 co s& dé bo phan k§ thuat danh gia tinh trang hoat dong cua quang céo, tir d6 kip thoi
dua ra cac diéu chinh can thiét.
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Trong trueong hop chién dich ¢6 dau hiéu phan phdi cham, hiéu qua thip hoic
khong dat ky vong, bd phan k¥ thuat s& tién hanh ti wu nhu diéu chinh tép khach hang
muc tiéu, thay doi ndi dung quang cao hodc phan b lai ngan sach. Cac diéu chinh nay
duoc trao d6i truc tiép véi khach hang trong nhom nham dam bao sy minh bach va thong

nhét trong qua trinh trién khai.
Buéc 8: Chim séc khdch hang va xir Iy khiéu nai

Trong qué trinh trién khai dich vu, Cong ty TNHH MTV XP Media Gia Lai — Chi
nhanh Pa Nang duy tri hoat dong chim séc khach hang mot cach thuong xuyén va lién

tuc nham dam bao hiéu qua chién dich ciing nhu kip thoi xir 1y cac vin dé phaét sinh.

Trén thuc té, viée chim soc khach hang duogc thuc hién truc tiép thong qua nhom
lam vi¢éc chung (Zalo/Telegram), noi c6 su tham gia cia khach hang, nhan vién Sale va
bd phan k¥ thuat. Nhan vién phu trach chu dong twong tac véi khach hang trong subt
qué trinh chay quang cdo, bao gdm viéc hoi thim tinh hinh ban hang, ghi nhan phan hoi

thuc té tir cac budi livestream va cap nhat hi¢u qua chién dich.

Theo ghi nhan thuc té, sau mdi budi livestream, nhan vién thuong chu dong hoi
khach hang vé két qua ban hang nhu sé lugng don, mirc do twong tac hodc cam nhan
chung. Trong trueong hop két qua tich cuc (vi du: “ban 6n”, “c6 don déu”), nhan vién s&
dé xuat duy tri hodc nhan rong cach chay quang cdo hién tai. Nguoc lai, khi khach hang
phan hdi tiéu cyc nhu “it don”, “khdng hiéu qua”, cong ty s& ngay lap tirc chuyén sang

quy trinh x@ 1y khiéu nai.

Hinh 2.16: Cham séc khéch hang va xit Iy khiéu nai

Quy trinh xir Iy khiéu nai tai XP Media dugc thyc hién theo cac bude cu thé:
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- Tiép nhan va phan hoi nhanh: Ngay khi khach hang phan 4nh van dé (thuong
trong vong 5—10 phut), nhan vién Sale hodc k¥ thuat s& phan hoi dé thé hién sy
ghi nhan va tran an khach hang.

- Kiém va xac dinh nguyén nhan: Bo phan k¥ thuat tién hanh kiém tra céc chi s6
chién dich nhu luot tiép can, chi phi, tép khach hang va ndi dung quang cdo. Vi
du, trong truong hop thuc té, chién dich van co luot tiép can nhung ty 1¢ chdt don
thép, nguyén nhan dugc xac dinh dén tr nodi dung livestream hodc mirc d canh
tranh cao tai thoi diém phat song.

- Giai thich va tu van lai cho khach hang: Nhan vién trao doi rd rang v6i khach vé
tinh trang chién dich, giap khach hiéu ring hiéu qua quang céo khong chi phu
thudc vao chay ads ma con li€n quan dén noi dung, kich ban livestream va thoi
diém ban hang.

- Pé xuit phuong an diéu chinh: Cong ty dua ra cac giai phap nhu tbi wu lai tép
quang cao, diéu chinh ndi dung, thay d6i khung gio livestream hoic tiép tuc theo
ddi va toi wu trong qua trinh chay.

- Theo ddi sau xir Iy: Sau khi diéu chinh, nhan vién tiép tuc theo ddi va cép nhat

két qua dé dam bao tinh hinh duoc cai thién.

Trén thyc té, khoang 60—70% céc phan hoi tiéu cuc ctia khach hang lién quan dén
hiéu qua livestream (it don, twong tac thip) duoc xir Iy ngay trong ngay thong qua viéc
t6i wu chién dich va tu van lai noi dung ban hang. Piéu ndy gitp phan 16n khach hang
tiép tuc sir dung dich vu thay vi dirng hop tac.

Budc nay khong chi gitp giai quyét cac vin dé phat sinh trong ngan han ma con
dong vai trd quan trong trong viée duy tri sy hai 1ong, cting ¢d niém tin va xay dung mdi
quan h¢ lau dai v6i khach hang.

Bueée 9: Duy tri va phdt trién khéch hang

Sau khi két thuc chién dich quang cao, Cong ty TNHH MTV XP Media Gia Lai
— Chi nhanh Pa Nang tiép tuc trién khai cac hoat dong duy tri va phat trién khach hang
nham gia ting ty 18 tai str dung dich vu va xay dung mdi quan hé hop tac lau dai.

Nhan vién Sale khong dirng lai & viéc hoan tat chién dich ma chu dong lién hé lai
v&i khach hang sau khi két thiic dé danh gia mirc do hai long. Noi dung trao doi thuong
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tap trung vao hi€u qua dat dugc, nhirng diém con han ché va dinh hudng cai thién cho
cac chién dich tiép theo. Trén co so d6, nhan vién dé xuat khach hang tiép tyc trién khai
quang cao, diéu chinh ngan sach hodc sir dung thém cac dich vy khac nhu cham soc

fanpage, seeding hodc tang tuong tac.

Bén canh do, cong ty duy tri lién lac v&1 khach hang thong qua cac kénh nhu Zalo,
Messenger hodc nhom lam viéc cii. Nhan vién Sale thudng xuyén cap nhat thong tin vé
chuong trinh vu dai, goi dich vu méi hoac chia s¢ kinh nghiém ban hang nhiam gilr turong

tac va tao su gén két v6i khach hang.

> Nhin chung, budc duy tri va phat trién khach hang tai XP Media d3 duoc trién
khai trong thuc té va mang lai hiéu qua nhit dinh vé ty 1¢ khach hang quay lai.
Tuy nhién, dé ning cao hiéu qua lau dai, cong ty can xay dung quy trinh chim

soc khach hang sau ban mot cach bai ban va ddng b hon.

2.4.7. Két qua hoat dong ban hang truc truyén

Duya trén quy trinh ban hang tryc tuyén dd duoc trién khai tai Cong ty TNHH
MTV XP Media Gia Lai — Chi nhanh Da Ning, c6 thé nhan thdy hoat dong ban hang
tryc tuyén clia cong ty trong thoi gian qua dat dugc mot sé két qua nhat dinh, thé hién

qua céc khia canh sau:

Bdng 2.6: Thong ké chi tiéu do lwong két qud hoat dong ban hing

Két qua thue té ghi nhan giai doan 2023

Tiéu chi danh gia
—-2025

Chi tiéu danh gia

Tinh hi€u qua caa
quy trinh ban

hang trye tuyén

Doanh thu ban hang

va cung cap dich vu

Doanh thu nim 2023 dat 16.084.000.000
dong; nam 2024 dat 17.344.000.000 dong
(ting 7,8%); nim 2025 dat 20.322.000.000
dong (ting 17,2%).

Loi nhuan gop ban
hang va cung cap

dich vu

Lo1 nhuan gdp tang lién tyc, dac bi¢t nam

2025 tang khoang 23,5% so v&1 nam 2024.

S6 luong don hang

chét/thang

Trung binh toan chi nhanh dat khoang 80 —
150 don hang/thang.
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S6 lwong don

hang/Sale/thang

Moi nhan vién Sale trung binh chot khoang
15 — 30 don hang/thang.

Kha ndng chuyén

d6i khach hang

Ty 1¢ chuyén doi twong d6i kha quan nho
hoat dong tu van c4 nhan héa va tiép can

dung dbi tugng khach hang muc tiéu.

Tinh linh hoat va
dong bd ciia quy

trinh

Téc d0 phan hoi
khach hang

Céc phan hoi va khiéu nai ctia khach hang
thuong dugc xu ly trong khoang 5 — 10
phut.

Kha ning phdi hop

gitra cac bo phan

Sale — k¥ thuat — khach hang phdi hop truc
tiép thong qua nhom Zalo/Telegram trong

suot chién dich.

Kha ndng xtr Iy phat
sinh

Khoang 60 — 70% phan hoi tiéu cuc dugc
xtt Iy ngay trong ngdy théng qua tdi vu

chién dich quang cdo.

Trai nghi€ém va su
hai long cua khach

hang

Ty 1€ khach hang
quay lai st dung

dich vu

Mot b phan khach hang tiép tuc s dung
hoic mé rong chién dich quang cao sau khi

dat két qua tich cyc.

Mtrc d6 hai long

cua khach hang

Khach hang danh gia cao kha ning ho trg
nhanh va theo doi chién dich lién tuc cta

cong ty.

Ty 18 khiéu nai

Chu yéu phat sinh & cac chién dich
livestream c6 hi¢u qua chua dat ky vong,
tuy nhién dugc xur 1y twong dbi nhanh
chong.

Kha ning ki¢m
soat va do luong

quy trinh

Theo do1 hiéu qua

quang cao

Céc chién dich dugc do ludng thong qua
CPM, CPC, luot tiép can, luot trong tac va

chi phi quang cao.
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Cap nhat két qua
theo thoi gian thuc

B6 phan k¥ thuat thuong xuyén cdp nhat
tinh hinh dua vao trinh quan ly quang céo
Facebook dé thong bao cho khach qua
nhom dudi dang nhu “camp can” trong qua

trinh chay quang cao

Mirc d¢ trng dung
cong nghé va tu

dong hoa

Ung dung nén tang

sd trong ban hang

Cong ty su dung Facebook, TikTok,
Messenger, Zalo, Telegram dé tim kiém, tu

van va cham so6c khéach hang.

Murc do tu dong hoa

Hoat dong cham s6c khach hang va quan
ly dit liéu chu yéu van thuc hién thu cong,

chua ng dung CRM chuyén sau.

Kha ning mé rong

cua quy trinh

Khé nadng ti€p cin

nhiéu khach hang

Quy trinh online giup cong ty tiép can
khach hang & nhiéu khu vuc khac nhau ma
khong bi gi61 han dia ly.

Kh4 nidng mé rong

quy mo dich vu

Cong ty co thé linh hoat trién khai nhiéu goi
quang cao va dich vu hd trg khac nhau tuy

theo nhu cau khach hang.

Mirc do phu hop
v@i thi treong va
khach hang muc

tiéu

Phu hop véi nhém

khach hang muc tiéu

Quy trinh ban hang tap trung trén nén tang
mang xa hoi, phtt hgp v61 nhom khach hang
kinh doanh online.

Mtrc d0 ca nhan hoa

trong tu van

Nhan vién Sale tu van dua trén nganh hang,
ngan sach va muc ti€u kinh doanh cua ting

khach hang.

Tinh bén virng va
duy tri quan hé

khach hang

Duy tri lién lac sau

ban

Cong ty thudng xuyén cap nhat wu dii, ho
tro va tu van chién dich mé&i cho khach

hang cii.

X4y dung mdi quan

hé lau dai

Hoat dong cham séc sau ban gop phan gia
tang ty 1€ khach hang quay lai va duy tri
hop tac lau dai.
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Dua trén céc tiéu chi danh gid, c6 thé thay hoat dong ban hang truc tuyén tai
Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Da Ning trong giai doan 2023 —
2025 dat duoc nhitng két qua twong ddi tich cue. Doanh thu va sé lugng don hang c6 xu
huéng ting trudng qua cac nim, kha ning tiép cin va chuyén ddi khach hang duoc cai
thién, dong thoi cong ty da xay dung duoc quy trinh phdi hop kha linh hoat giita bo phan
Sale va k¥ thuat. Tuy nhién, mtc do tu dong hoa va chuan hoa quy trinh van con han
ché, hoat dong quan 1y khach hang chu yéu phu thudc vao kinh nghiém c4 nhan cua
nhan vién. Vi vay, cong ty can tiép tuc hoan thién hé théng quan tri va ning cao tinh

ddng bd nham nang cao hiéu qua ban hang truc tuyén trong thoi gian téi.

2.5. Panh gia chung quy trinh ban hang truc tuyén tai Cong ty TNHH MTV XP
Media Gia Lai — Chi nhanh Pa Ning

2.5.1. Uu diém

Cong ty da xay dung duoc hé théng san phém dich vu da dang, linh hoat va phu
hop v6i nhiéu phan khiic khach hang. Cac géi dich vu dugc thiét ké rd rang, c6 mirc gia
cu thé (tir thip dén trung binh), gitip khach hang dé dang lya chon theo nhu cu va kha
nang tai chinh. Déng thoi, viée “hiru hinh hoa” dich vu thong qua céac chi s6 nhu luot
tuong tac, follow, view,...gop phan ning cao tinh minh bach va tao niém tin cho khach

hang.

Phuong thirc tiép can khach hang truc tuyén da dang va bam sat thuc té thi truong.
Cong ty da két hop hiéu qua nhiéu kénh nhu Facebook, TikTok, hoi nhoém, fanpage, di
liéu khach hang va kénh giéi thiéu. Su két hop nay gitp mé rong pham vi tiép can, dong
thoi t6i wu chi phi tim kiém khach hang.

Hinh thitrc ban hang linh hoat, phil hop v6i méi trudng sd. Viée trién khai ban
hang hoan toan online thong qua Messenger, Zalo, Telegram giup tiét kiém thoi gian,
chi phi va ning cao kha ning tiép can khach hang ¢ nhiéu khu vuc. Pong thoi, phuong
thirc ban hang theo hudng tu vin giai phap va cho phép khach hang thir nghiém dich vu
gitp tang ty 1& chuyén doi.

Quy trinh ban hang duoc xay dung trong ddi rd rang theo 3 giai doan: Trudc ban
- trong ban - sau ban. Cac budc trong quy trinh c6 su lién két chit ché, dic biét 1a hoat
dong chiam séc sau ban duoc chi trong thong qua viée theo ddi, cap nhat két qua va xir
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Iy phan hoi nhanh chong. Diéu ndy gop phan ning cao mirc d6 hai long va duy tri mdi

quan hé vd1 khach hang.

Két qua hoat dong ban hang dat mac kha quan. S6 luong don hang duy tri 6n
dinh, doanh thu c¢6 xu huéng ting trudng va ty 16 khach hang quay lai & mirc twong dbi.
Ngoai ra, viée xtr 1y kip thoi cac phan hoi tiéu cuc cho thay cong ty c6 kha ning kiém

s04t va cai thién chat lugng dich vu trong qué trinh trién khai.

2.5.2. Han ché
Bén canh nhirng uu diém, hoat dong ban hang truc tuyén tai cong ty van con ton

tai mot sO han ché.

Quy trinh ban hang chua dugc chuin hoa hoan toan: Mic du di co cac budce cu
thé, nhung viée trién khai trong thuc té van phu thudc nhiéu vao k¥ ning va kinh nghiém
clia tirng nhan vién. Chua c6 kich ban chung cho tirng giai doan (dic biét 1a tiép can, tu

van va chot don), dan dén hi€u qua khong dong déu gilra cdc nhan vién.

Hoat dong tim kiém va sang loc khach hang con mang tinh thi cong: Nhan vién
chu yéu tu tim kiém khéach hang trén cac nén tang mang xa hdi, chua c6 hé¢ théng dir
liéu khach hang tap trung hodc cong cu hd tro phan tich. Piéu nay lam tén nhiéu thoi

gian va c6 thé bo sét khach hang tiém ning.

Hi¢u qua ban hang phu thudc 16n vao ning lyc ca nhan: Do dac thu ban hang
online va chua c6 quy trinh chuan, két qua ban hang phu thudc nhiéu vao k¥ ning giao
tip, tu van va xu 1y tinh hudng cua tirng nhan vién Sale, gdy khé khin trong viéc kiém

soat chat lugng chung.

Hoat dong chim séc va duy tri méi quan hé v6i khach hang chua c6 hé thong 1d
rang. Mic du cong ty c6 thuc hién cham séc khach hang, nhung chil yéu mang tinh tu
phat, chua c6 quy trinh cu thé vé tin suit lién hé, noi dung chdm séc¢ hodc chuong trinh
khach hang than thiét. Di¢u nay lam han ché kha nang khai thac t6i da gia tri vong doi
khach hang.

Dich vu c6 tinh rui ro cao nhung chua c6 co ché cam két ro rang, hi¢u qua quang
cdo phu thudc vao nhiéu yéu t6 bén ngoai nhu thuit todn nén tang, hanh vi nguodi dung

va mutrc d6 canh tranh. Tuy nhién, cong ty chua xay dung cac chinh sich cam két hoic
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co ché giam thi€u rui ro mot cach rd rang, dé dan dén khiéu nai tir phia khach hang khi

két qua khong dat ky vong.

Hoat dong do luong va bao cao chua dugc chuin hoa vé hinh thirc, mic du cac
chi sé duogc theo dbi day du, nhung cach thie trinh bay va bao cdo cho khach hang con
mang tinh thti cong, chwra c6 hé thong béo cdo chuyén nghiép. Diéu ndy c6 thé anh hudng

dén trai nghiém khach hang va tinh chuyén nghiép cta cong ty.

Canh tranh cao va kho tao su khac biét ro rét, thi trudong dich vu quang cao truc
tuyén hién nay c6 nhiéu don vi cung cip voi mire gia va dich vu twong tu. Trong khi do,
XP Media chu yéu canh tranh béng gia va su linh hoat, chua xay dung duoc loi thé canh

tranh noi bat vé thuong hiéu hodc cong nghé.

Nhin chung, quy trinh ban hang truc tuyén tai Cong ty TNHH MTV XP Media
Gia Lai— Chi nhanh Pa Ning di duoc xdy dyng tuong d6i hoan chinh, phu hop vai dic
thi nganh va bdi canh kinh doanh s6 hién nay. Cong ty c¢6 nhiéu loi thé vé s linh hoat,

kha ning tiép cin khach hang va phuong thirc trién khai dich vu.

Tuy nhién, dé nang cao hiéu qua hoat dong va huéng dén phat trién bén virng,
cong ty can tap trung vao viéc chuan héa quy trinh ban hang, nang cao chat lugng doi
ngli nhan sy, tng dung cong nghé trong quan ly khach hang va hoan thi¢n hoat dong
cham soc sau ban. Pay s€ 1a co s¢ quan trong giip doanh nghi€p nang cao nang lyc canh

tranh trong linh vuc Marketing Online trong thoi gian téi.
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CHUONG 3: HOAN THIEN QUY TRINH BAN HANG TRUC TUYEN TAI CONG
TY TNHH MTV XP MEDIA GIA LAI — CHI NHANH DA NANG

3.1. Co sé¢ dé xuit giai phap

3.1.1. Pinh huéng phat trién ciia cong ty giai doan 2026 — 2030

Trong bdi canh hoat ddng Marketing Online ngay cang phat trién manh mé, cling
v6i xu hudng chuyén ddi sé trong hoat dong kinh doanh cua cac doanh nghiép, Cong ty
TNHH MTV XP Media Gia Lai — Chi nhanh Pa Ning xac dinh dinh hudng phat trién
trong giai doan 2026 — 2030 theo hudng nang cao chat lugng dich vy, md rong thi truong
khach hang va hoan thién quy trinh ban hang truc tuyén nham ting ning lyc canh tranh

trén thi trudong.

Trén co so thyc trang hoat dong kinh doanh va quy trinh ban hang truc tuyén hién

nay, cong ty dinh hudng tap trung phét trién theo cac ndi dung sau:

Pay manh phat trién dich vu quang céo truc tuyén trén cac nén tang s6. Cong ty
tiép tuc tap trung vao cac dich vu chu lwc nhu chay quang cdo Facebook Ads, TikTok
Ads, quang céo livestream, chim soc fanpage va cac dich vu hd tro ting tuong tic. Dong
thoi, cong ty hudng dén viéc da dang hoa cac goi dich vu theo tirng nhom khéach hang
nham dap trng t6t hon nhu ciu clia c4 nhan kinh doanh, ho kinh doanh va doanh nghiép
nho.

Hoan thién va chuin héa quy trinh ban hang truc tuyén. Trong giai doan 2026 —
2030, cong ty dinh hudng xay dung quy trinh ban hang theo hudéng chuyén nghiép va
ddng bo hon giita cac bd phan Sale, Marketing va k¥ thuat. Cac budc tim kiém khach
hang, tu van, chdt don, trién khai dich vu va cham soc sau ban s& dugc chuin hoa nham
nang cao hi€u qua van hanh, gidm sy phu thudc vao k¥ nang ca nhan cia nhan vién va

nang cao trai nghi€ém khach hang.

M¢ rong quy mo khach hang va thi truong hoat dong. Cong ty dinh hudng gia
tang s0 lwong khach hang thong qua viéc day manh hoat dong marketing truc tuyén,
khai thac hiéu qua cac nén ting mang xa hoi va mé rong tép khach hang ngoai khu vuc
DPa Ning. Bén canh nhom khach hang c4 nhan kinh doanh online, cong ty hudng dén
tiép can nhiéu hon cac doanh nghiép vira va nhé cé nhu cau quang ba thuong hi¢u trén
mdi truong so.
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Nang cao chat lvong ngudn nhan lyc. Cong ty xac dinh doi ngii nhan sy 1a yéu
t6 quan trong quyét dinh hiéu qua hoat dong kinh doanh. Do dé, trong giai doan t&i, XP
Media dinh hudng tdng cuong dao tao k¥ nang chuyén mon cho nhan vién Sale va bo
phan k¥ thuét, dic biét 1a k§ ning tu van, cham soc khach hang, t6i wu quang cao va xir

Iy tinh hudng phat sinh trong qua trinh trién khai dich vu.

Tang cuong tng dung cong nghé trong hoat dong ban hang va quan ly khach
hang. Cong ty dinh huéng tng dung cac cong cu hd trg nhu phan mém quan 1y khach
hang (CRM), hé thong quan 1y dir li¢u khach hang, chatbot tu dong va cac cong cu phan
tich dir liéu nhdm ning cao kha ning kiém soat quy trinh ban hang, t4i wu hiéu qua

quang cao va cai thién toc d6 phan hoi khach hang.

Nhin chung, dinh hudng va muc tiéu phat trién giai doan 2026 — 2030 ciia Cong
ty TNHH MTV XP Media Gia Lai — Chi nhanh Da Ning tip trung vao viéc nang cao
hi€u qua hoat dong ban hang truc tuyén, m¢o rong thi truong va hoan thién chit lugng

dich vu nham huéng dén sy phat trién bén viing trong méi trudng kinh doanh sb.

3.1.2. Muc tiéu cu thé hoat dong ban hang tryc tuyén

Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Nang dinh huéng phat
trién hoat dong ban hang truc tuyén theo hudng chuyén nghiép, ddng bd va hicu qua
hon nham nang cao nang lyc canh tranh trén thi truong dich vu Marketing Online. Trén
co s& dinh hudng phat trién chung ctia cong ty, hoat dong ban hang truc tuyén duogc xéac

dinh v&1 cac muc ti€u cu thé.

Bén canh dinh huéng phat trién, cong ty cling dat ra mot s6 muc tiéu cu thé cho

giai doan 2026 — 2030 nhu sau:

- Gia ting s6 luong khach hang va duy tri toc do ting truéng doanh thu hiang nim;

- Nang cao ty 1é chuyén doi khach hang tiém ning thanh khach hang thuc té;

- Tang ty 1€ khach hang quay lai st dung dich vu thong qua hoat dong cham soc
sau ban;

- Hoan thién quy trinh ban hang truc tuyén theo huéng dong bod, chuyén nghiép va
dé kiém soat;

- M6 rong pham vi hoat dong va nang cao mirc 4o nhan di¢n thuwong hi¢u XP Media

trén thi truong dich vu Marketing Online;
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- Xay dung ddi ngli nhan sy c6 chuyén mon va k¥ nang phu hop voi xu hudng phat

trién cua linh vuc marketing so.

Gia tang sb lugng khach hang tiém ning va mé rong tép khach hang truc tuyén.
Cong ty dit muc tiéu diy manh hoat dong tiép can khach hang thong qua cac nén tang
s6 nhu Facebook, Tik Tok va cac kénh truyén thong truc tuyén khac nhim mé rong pham
vi tiép can khach hang. Pong thoi, cong ty hudng dén khai thac hiéu qua hon nhom
khéach hang 1a c4 nhan kinh doanh online, h kinh doanh va doanh nghiép nhé c¢6 nhu

cau quang cao tryc tuyen.

Nang cao ty 1& chuyén d6i khach hang trong quy trinh ban hang truc tuyén. Cong
ty dinh huéng cai thién hiéu qua tu vin va chdt don thong qua viéc chuin hoa quy trinh
ban hang, nang cao k¥ nang cua ddi ngii Sale va tang cudng ca nhan hda trong hoat dong
tu van. Muyc tiéu dat ra 1a nang cao kha ning chuyén doi tir khach hang tiém ning sang
khach hang thyc té, dong thoi giam ty 16 khach hang tir chdi hodc ngirng sir dung dich

vu trong qua trinh tu van.

Tang trudng doanh thu tir hoat dong ban hang truc tuyén. Cong ty hudng dén duy
tri toc d6 tang truong doanh thu 6n dinh thong qua viéc gia ting s6 luong don hang, da
dang héa géi dich vu va mo rong quy mo hop tac voi khach hang hién tai. Bén canh do,
XP Media ciing dit muc tiéu gia ting gia tri trung binh trén mdi don hang bang cach tu

van thém cac dich vu bo tro nhu cham soc fanpage, seeding va ting twong tac.

Nang cao chét luong chim séc khach hang va ty 1¢ khach hang quay lai sir dung
dich vu. Cong ty xac dinh cham soc khach hang sau ban 12 yéu td quan trong trong viéc
duy tri quan hé lau dai v&i khach hang. Trong giai doan téi, cong ty huéng dén xay dung
quy trinh cham séc khach hang dong bo hon, ting cudng hoat dong hd trg, phan hoi va
xtr Iy khiéu nai nhdm ning cao mirc d6 hai long va gia ting ty 1& khach hang tiép tuc sir

dung dich vu.

Hoan thién va chuan hoa quy trinh ban hang truc tuyén. Cong ty dit myc tiéu xay
dung quy trinh ban hang rd rang va dong bo giita cac bo phan Sale, Marketing va k¥
thudt nham nang cao hiéu qua phdi hop trong qua trinh trién khai dich vu. Pdng thoi,
viéc chuin hoa quy trinh s& giup han ché sai sét, giam sy phu thudc vao k§ ning c4 nhan
va ning cao kha ning kiém soat hoat dong ban hang.
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Tang cudng ng dung cong nghé trong hoat dong ban hang truc tuyén. Cong ty
dinh hudng trng dung cic cong cu hd tro quan 1y khach hang, hru trit dit liéu, theo doi
hiéu qua quang co va ty dong hoa mot sé hoat dong cham séc khach hang nhim ning

cao hi¢u qua quan tri va toi wu quy trinh van hanh.

Nang cao chit luong doi ngii nhan vién Sale va bo phan k¥ thuat. Cong ty huéng
dén viéc dao tao chuyén mon, k¥ nang tu van, k¥ nang xir Iy tinh hudng va kha nang sir
dung cic nén tang quang céo cho doi ngii nhan vién nham ning cao hié¢u qua ban hang

va chét lugng dich vu cung cﬁp cho khach hang.

Nhin chung, cic muc tiéu cu thé trong hoat dong ban hang tryc tuyén ciia Cong
ty TNHH MTV XP Media Gia Lai — Chi nhanh Da Ning giai doan 2026 — 2030 déu
huéng dén viéc ning cao hiéu qua kinh doanh, hoan thién quy trinh ban hang va xay

dung mdi quan hé bén virng véi khach hang trong méi trudng kinh doanh sb.

3.2. Mot s6 giai phap hoan quy trinh ban hang true tuyén tai Cong ty TNHH
MTYV XP Media Gia Lai — Chi nhanh Pa Niing

Dua trén thuc trang hoat dong ban hang truc tuyén tai Cong ty TNHH MTV XP
Media Gia Lai — Chi nhanh Pa Ning, c6 thé nhan thdy nhirng han ché chi yéu ciia cong
ty hién nay tip trung vao ba van dé cdt 151, bao gdm: Quy trinh ban hang chua dugc
chuin héa dong bo; chua xay dyng quy trinh chdm soc sau ban va xay dung cac kich
ban xtr Iy tir chdi va xir Iy phan hdi tiéu cuc cta khach hang.

Do d6, dé nang cao hiéu qua hoat dong ban hang truc tuyén trong thdi gian t6i,

cong ty can tap trung trién khai mot s6 giai phap trong tim sau

3.2.1 Hoan thién quy trinh ban hang trwe tuyén nhim ning cao hiéu qua va tinh
dong b trong hoat déng ban hang

Hién nay, hoat dong ban hang truc tuyén tai Cong ty TNHH MTV XP Media Gia
Lai — Chi nhanh Pa Ning van phu thudc nhiéu vao kinh nghiém va k§ ning c4 nhan cia
tirng nhan vién Sale. M&i nhan vién c¢é cach tim kiém khach hang, tu van va xir Iy tinh
hudng khac nhau nén hiéu qua ban hang chua dong déu, gay kho khin trong viéc kiém
soat chat luong va dao tao nhan su méi. Vi vy, cong ty cAn xay dung va chuan hoa quy

trinh ban hang truc tuyén theo hudng cu thé, dong bo va cé tinh hé thong hon.

79



Quy trinh ban hang tryc tuyén dé xuét cho cong ty duoc trién khai qua cac budc

cu thé nhu sau:

Budc 1: Tim kiém va thu thap khach hang tiém ning. O budc nay, cong ty can
quy dinh rd ngudn tim kiém khach hang va cach thirc thu thap dir liéu nhim dam bao
nhan vién Sale tiép can dung ddi twong muc tiéu. Nhan vién Sale thuc hién tim kiém
khéch hang thong qua cac nén tang nhu Facebook, TikTok, hoi nhém kinh doanh online,

fanpage ban hang, livestream va dir li¢u khach hang cii cua cong ty.

Trong qué trinh tim kiém, nhan vién cin ghi nhan diy du cc thong tin co ban
ctia khach hang nhu: Tén shop, linh vuc kinh doanh, nén tang hoat dong chinh, mutc d6
tuong tac, hinh thirc ban hang va diu hiéu d3 tirng chay quang cdo. Cac thong tin ndy
can dugce luu trit theo biéu mau hodc file dit liéu théng nhat nham thuén tién cho viéc

theo doi va cham soc sau nay.

Bén canh d6, cong ty can xdy dung tiéu chi sang loc khach hang cu thé nhu: Mirc
d6 hoat dong cua shop, nhu cau quang cdo, quy mo ban hang va kha ning tai chinh. Viéc
sang loc giup nhan vién wu tién tiép can cac khach hang c6 kha ning chuyén doi cao,

tranh mat thoi gian vao nhirng khach hang khong phu hop.

Budc 2: Tiép can va tao tuong tac ban dau v6i khach hang. Sau khi xac dinh dugc
khach hang tiém ning, nhan vién Sale tién hanh tiép cin thong qua Messenger, Zalo
hodc cac nén tang nhén tin khac. Trude khi nhin tin, nhan vién can tim hiéu so bd hoat
dong kinh doanh ctia khach hang nham c4 nhan hoa ndi dung trao doi.

Nbi dung tiép can can duoc xay dung theo hudng ty nhién, mang tinh ggi mo
thay vi ban hang truc tiép ngay tir du. Nhan vién co thé bit dau bang viéc hoi tham tinh
hinh kinh doanh, hiéu qua livestream hodc murc do tuwong tac trén fanpage nham tao cam
gi4c gan giii va tang kha ning phan hoi.

Pbi véi tirng nhom khach hang khac nhau, cong ty can xay dung cac kich ban
tiép can riéng. Vi du:

- Dbi v6i khach livestream it don: Tap trung trao d6i vé kha ning ting twong tic

va to1 uu ti€p can khach hang.
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- Dbi véi khach méi kinh doanh online: gidi thidu cac goi quang cdo ngin sach
thap dé khach hang dé tiép can
- Dbi véi khach da tirng chay quang cdo nhung khong hiéu qua: nhdn manh vao

kha ning t6i wu chién dich va cai thién ty 1& chuyén doi.

Trong Trong trudng hop khach hang chua phan hdi, nhan vién can thuc hién cham
soc lai theo khung thoi gian cu thé nhu sau 1 ngay, 3 ngay hodc 7 ngay nham duy tri
turong tac va gia ting ty 18 phan hoi.

Budc 3: Khai thac nhu cau va phan tich khach hang. Khi khach hang bat dau phan
hdi, nhan vién Sale tién hanh khai thac nhu cdu nhim xac dinh chinh xac vin dé khach

hang dang gip phai. Noi dung khai thac can tip trung vao cac yéu td nhur:

- Sanpham hodc dich vu dang kinh doanh;

- Hinh thirc ban hang hi¢n tai;

- Ngan sach quang céo;

- Muc tiéu mong mudn;

- Kho khan trong hoat dong ban hang online;

- Hiéu qua cua cac chién dich quang céo trudc day.

Trong qué trinh trao d6i, nhan vién can ling nghe va ghi nhan thong tin day du
dé danh gia muc do tiém ning cta khach hang. Pdng thoi, cong ty can xdy dung biéu
mau phan loai khach hang theo tirng nhém nhu khach hang méi, khach hang cé nhu cau
rd rang, khach hang dang tham khao hoic khach hang c6 kha ning tai chinh cao nhim
hd tro cho hoat dong tu van & cac budc tiép theo.

Budc 4: Tu van giai phap va dé xuat goi dich vy phu hop. Dya trén nhu cau da
khai thac, nhan vién Sale tién hanh tu van giai phap phu hop cho tirng khach hang. Viéc
tur van can theo hudng “tu vin giai phap” thay vi chi gi6i thiéu dich vu don thun.

Pbi v4i khach hang livestream ban hang, nhan vién can tu van cac gbi chay quang
céo livestream két hop ting twong tac va t6i wu khung gio phat truc tiép. Dbi véi khach
hang muén xdy dung thuong hiéu, cong ty c6 thé dé xuit cac gbi cham soc fanpage,
quang cao bai viét hoic seeding thuong hiéu.

Bén canh viéc gidi thi¢u goi dich vy, nhan vién can trinh bay cu theé:
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- Muc tiéu chién dich;
- Hiéu qua du kién;

- Thoi gian trién khai;
- Céac budc thuc hién;

- Ngéan sach phu hop;

Diéu nay giup khach hang hinh dung r& hon vé qua trinh trién khai dich vy va

ting murc d tin tudng ddi voi cong ty.

Budc 5: Béo gia va xtr Iy tir chdi ctia khach hang. Sau khi khach hang dong ¥ voi
dinh huéng giai phap, nhan vién Sale tién hanh bao gia chi tiét cho tirng goéi dich vu.
Noi dung bao gia can thé hién rd:

- Chi phi trién khai;

- Noi dung cong viéc;

- Quyén loi khach hang nhan dugc;
- Thoi gian thyuc hién;

- Chinh sach hd tro va tdi wu.

Trong qué trinh bao gia, khach hang thuong phat sinh cac phan hoi nhu gia cao,
lo ngai khong hiéu quéa hodc chwa tin tudng vao cong ty. Vi vy, cong ty can xdy dung
san bo cau tra 101 xir Iy tir chdi cho ting tinh hudng nham hd trg nhan vién Sale phan

hoi thong nhat va chuyén nghiép hon.

Ngoai ra, nhan vién c6 thé st dung cac hinh anh két qua thuc té, phan hoi tir

khach hang cii hoic s6 liéu chién dich trude d6 dé gia ting tinh thuyét phuc.

Budc 6: Chdt don va xac nhan trién khai dich vu. Khi khach hang dong v str dung
dich vu, nhan vién Sale tién hanh x4c nhan lai toan bo ndi dung da théng nhét nhu 2061

dich vy, ngan sach, thoi gian trién khai va phuong thirc thanh toén.

Sau @6, nhan vién hudng dan khach hang thanh toan va ban giao thong tin cho
bo phan k¥ thuat. Pong thoi, cong ty can xay dung biéu miu xac nhan dich vu nhim
han ché sai sot trong qua trinh trién khai va dam bao su thong nhét giira khach hang véi

cong ty.
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Budge 7: Ban giao va trién khai chién dich quang cdo. Sau khi chdt don thanh
cong, bo phan Sale ban giao day du thong tin khach hang cho bo phan ki thuat. Cong ty
tao nhoém lam viéc chung trén Zalo hoic Telegram bao gdm khach hang, Sale va k§ thuat

dé thuan ti€n cho viéc trao d61 va cap nhat tién do.

Bo phan k¥ thuat tién hanh xay dung ndi dung quang cao, thiét 1ap chién dich,
theo ddi hidu qua va cap nhat két qua thuong xuyén cho khiach hang. Trong qua trinh
trién khai, cac chi sb quang cao can dugc kiém tra lién tuc nham kip thoi t6i wu chién

dich khi can thiét.

Budc 8: Chim sdc sau ban va duy tri khach hang. Sau khi két thc chién dich,
nhan vién Sale tiép tuc chim soc khach hang nhim duy tri mbi quan hé va gia ting kha
ning tai sit dung dich vu. Nhan vién chu dong lién hé hoi thim két qua ban hang, ghi

nhan mtrc d6 hai long va tu van dinh huéng quang cdo tiép theo cho khach hang.

3.2.2. Hoan thién quy trinh cham s6c khach hang sau ban

Cong ty TNHH MTV XP Media Gia Lai — Chi nhanh Pa Ning can xay dung quy
trinh chim s6c khach hang sau ban theo hudng bai ban, théng nhit va co tinh lién tuc
nham ning cao murc do hai long, gia ting ty 1¢ khach hang quay lai va duy tri mdi quan
hé hop tac lau dai. Hién nay, hoat dong cham soc sau ban tai cong ty chu yéu duoc thuc
hién dua trén kinh nghiém c4 nhan ctia nhin vién Sale nén chua c6 sy dong b vé thoi

gian chim soc, ndi dung trao doi va cach xir Iy phan hdi khach hang.

Vi vay, cong ty can xay dung quy trinh chim soc khach hang sau ban cu thé voi
cac ndi dung nhu: thoi gian lién hé lai khach hang, tan sut cap nhat két qua chién dich,
ndi dung chim soc khach hang va quy trinh tiép nhan — xtr Iy phan hoi. Quy trinh nay

c6 thé duoc trién khai theo cac budc nhu sau:

Bueée 1: Thiét Idp va duy tri kénh lién lac véi khdach hang sau khi chot don. Ngay
sau khi khach hang dong ¥ str dung dich vu, cong ty can tao nhom lam viéc trén Zalo
hodc Telegram bao gém khach hang, nhan vién Sale va b phan k¥ thuat nhim dam bao
qué trinh trao d6i duoc xuyén sudt. Trong nhom nay, nhan vién phu trach can chii dong
gi6i thiéu quy trinh trién khai, thoi gian cdp nhat két qua va dau méi hd tro dé khach
hang d& dang lién hé khi can thiét.
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Viéc duy tri nhém trao doi riéng giup ning cao tinh chuyén nghiép, tao sy minh
bach trong qua trinh trién khai dich vu va giup khach hang cam thay duoc hd tro lién

tuc.

Buée 2: Chii dong chdam séc va cdp nhdt két qua trong qud trinh trién khai chién
dich. Trong sudt qua trinh chay quang cdo, nhan vién Sale va bd phan k¥ thuat cin chu
dong cép nhat két qua chién dich theo tung giai doan cu thé. P6i véi cac chién dich
livestream, vi¢c cdp nhat nén dugc thuc hién theo thoi gian thyc nham giup khéch hang

theo dbi truc tiép hiéu qua quang cdo.

Sau mo1 budi livestream hodc moi ngay chay quang cdo, nhan vién can chu dong
hoi tham tinh hinh ban hang cua khach, ghi nhan phan héi vé s6 lugng don hang, mic
do tuong tac va hi€u qua chién dich. N§1 dung trao doi can tap trung vao viéc ho trg

khach hang thay vi chi don thuan béo céo sb licu.

Vi du, nhan vién c6 thé trao ddi theo hudng: “Hién tai livestream cua chi tuong
tac kha on, bén em s& tiép tuc t6i uu thém tép khach hang dé tang kha nang ra don & céac
phién tiép theo.” hodc “Hom nay luong tiép can tét nhung ty 1& cht don chua cao, bén

em dé xuit diéu chinh lai ndi dung livestream va khung gio phat dé cai thién hiéu qua.”

Viéc chit dong cap nhat va chim soéc gitip khach hang cam nhan dugc sy dong

hanh cua cong ty trong subt qua trinh sir dung dich vu.

Buéce 3: Tiép nhdn va xir Iy phan hoi, khiéu nai ciia khdch hang. Khi khach hang
phan hoi tiéu cuc hodc phat sinh khiéu nai lién quan dén hiéu qua quang cdo, nhan vién
can phan hoi nhanh chéng thay vi dé khach hang cho doi qua 1au. Cong ty cin quy dinh
thoi gian phan hdi ban dau d6i voi khach hang trong khoang tir 5-10 phut ké tir khi tiép
nhan thong tin.

Sau khi tiép nhan phan hoi, nhan vién Sale phdi hop vdi bd phan k¥ thuat kiém
tra nguyén nhan phat sinh thong qua cac chi s6 chién dich nhu luot tiép can, CPM, CPC,
ty 16 chuyén ddi hodc ndi dung quang céo. Trén co sd do, cong ty can giai thich rd
nguyén nhan cho khach hang va dé xuat phuong an xir Iy phu hop nhu:

- Diéu chinh tép khach hang muc tiéu;

- Thay d6i noi dung quang cao;
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- To6iuu ngan séach;
- biéu chinh khung gi¢ livestream,;

- Theo ddi va t6i wu thém trong qua trinh chay.

Sau Sau khi xtr 1y, nhan vién tiép tuc theo ddi va cap nhat két qua dé dam bao
hiéu qua chién dich duoc cai thién va khach hang cam thiy yén tdm hon khi sir dung

dich vu.

Buoc 4: Panh gia hiéu qua chién dich sau khi két thiic dich vu. Sau khi chién
dich quang cao két thiic, nhan vién Sale can chi dong lién hé lai véi khach hang dé danh

gid mirc do hai long va hi¢u qua dat duoc. Noi dung trao doi bao gém:

- Két qua chién dich;
- Nhiing diém dat duoc va han ché;
- Danh gia mac dg phu hop cua goi dich vy;

- Dé xuit huéng trién khai tiép theo.

Thong qua budc ndy, cong ty khong chi ghi nhan y kién khach hang ma con tao

co hoi dé tu van mo rong dich vu hoac tiép tuc hop tac trong céc chién dich tiép theo.

Buwée 5: Duy tri chiam séc va phat trién khdach hang lau dai. D6i voi khach hang
da tirng str dung dich vy, cong ty can duy tri trong tac dinh ky nham ting kha ning quay
lai stt dung dich vu. Hang thang hodc vao cac dip dic bi€t, nhan vién co thé guri thong
tin vé chuong trinh wu dai, cac goi dich vu madi hoac chia sé kinh nghi¢m ban hang, xu

hudng quang cao moi trén Facebook va Tik Tok.

Ngoai ra, XP Media ciling nén xay dung chinh sach uu dai danh cho khach hang
cll nhu gidm gia khi tai st dung dich vy, tdng thém lugt tuong tac hoac hd tro tbi wu
mién phi trong cac chién dich tiép theo. Diéu nay khong chi gitip giit chan khach hang
ma con gop phan xay dung hinh anh chuyén nghiép va gia ting sy gan két 1au dai véi
khach hang.

Viéce xay dung quy trinh chim soc khach hang sau ban theo hudng cu thé va dong
bd s€ giup XP Media nang cao chat lugng dich vy, cai thién muc do hai long cua khach
hang, ting ty 18 khach hang quay lai va tao nén tang cho su phat trién bén viing trong

hoat dong ban hang truc tuyén.
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3.2.3. XAy dung siin cic kich ban xir Iy tir chéi va xir Iy phan hdi tiéu cue ciia khach
hang

Trong hoat dong ban hang tryc tuyén tai Cong ty TNHH MTV XP Media Gia Lai
— Chi nhanh Pa Ning, khach hang thudng phat sinh nhiéu phan hodi va tinh hudng tir
chdi trong qua trinh tu van cting nhu sau khi trién khai dich vu. Tuy nhién, hién nay viéc
xtr Iy cac tinh hudng nay van chil yéu dya vao kinh nghiém c4 nhan cta tirng nhan vién
Sale nén chua dam bao tinh ddng bd va hiéu qua. Diéu ndy d& din dén sy thiéu nhat
quan trong cach tu van, anh huéng dén kha ning chét don ciing nhu mic do hai long

cua khach hang.

Vi vay, cong ty can xdy dung hé thong kich ban xtr Iy tir chdi va xtr 1y phan hoi
tidu cuc theo hudng cu thé, linh hoat va phi hop véi ting tinh hudng thuc t& nham hd

trg nhan vién Sale trong qué trinh tu van va chdm soc khach hang.

Doi véi trwong hop khdch hang cho rang chi phi quang cdo qua cao. Pay 13 phan
hoéi phd bién trong qua trinh bao gid, ddc biét ddi vi nhom khach hang ca nhan kinh
doanh nho hodc khach hang mdi tiép can dich vu quang céo truc tuyén. Khi gip tinh
hudng nay, nhan vién Sale khong nén tap trung giai thich vé “gia” ma can huéng khach

hang dén “gid tri” va hi€u qua ma dich vy mang lai.

Trudc hét, nhan vién can lang nghe phan hdi ctia khach hang va thé hién sy dong
cam d6i v6i van dé ngan sach. Sau dé, nhan vién giai thich 1 chi phi quang cao khong
chi bao gdm ngén sach chay quang cdo ma con bao gdom qua trinh nghién ctru khach
hang muc ti€u, xay dung ndi dung, thiét ké hinh anh, t6i wu chién dich va theo ddi hiéu

qué trong sudt qua trinh trién khai.

Bén canh d6, nhan vién can phan tich cu thé hiéu qua ma khach hang cé thé nhan
duoc twong tng voi tirng murc ngan sach. Vi dy, ddi v6i cac khach hang livestream ban
hang, nhan vién c6 thé giai thich rang viéc diu tu quang cao gitip ting lugng nguoi xem
tryc tiép, ting kha ning tiép can khach hang médi va hd tro gia ting doanh thu trong qua

trinh livestream.

Trong truong hop khach hang c6 ngan sach han ché, cong ty nén linh hoat dé xuat
cac gobi quang cao nho hodc chién dich thir nghiém ngan han nham giup khach hang dé
tiép can dich vu hon trude khi mo rdng quy md quang cao.
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Doi véi trieong hop khdch hang nghi ngo hiéu quad qudng cdo. Nhiéu khach hang
c¢6 tam 1y lo ngai vé hiéu qua do chua ting str dung dich vu hodc di tirng chay quang
c4o nhung khong dat két qua mong mudn. Khi gip tinh hudng ndy, nhan vién Sale can
tap trung xay dung niém tin cho khach hang thong qua cic din ching thuc té va giai

thich rd co ché hoat dong ciia quang céo truc tuyén.

Nhan vién can cung cap cac hinh anh két quéa chién dich thyc té, phan hoi tich
cuc tir khach hang cii hodc cac chi s6 quang cdo nhu lugt tiép can, lugt twong tac va
lrong tin nhan ma cong ty da trién khai trude do. Viée sir dung sb lidu thuc té giup ting

tinh thuyét phuc va tao su tin tuong cho khach hang.

Ddng thoi, nhan vién cin giai thich rang hiéu qua quang cdo khong phu thudc
hoan toan vao viéc “chay ads” ma con lién quan dén nhiéu yéu té khac nhu chat luwong
san phém, ndi dung livestream, mirc do canh tranh thi treong va hanh vi khach hang
muc tiéu. Piéu ndy gitp khach hang c6 gbéc nhin thuc té hon vé hoat dong quang co

truc tuyén va han ché ky vong qua cao.

Ngoai ra, cong ty c6 thé ap dung hinh thirc trién khai thr nghiém v6i ngan sach
nho trong giai doan dau nham giup khach hang danh gia hiéu qua thuc té trudce khi quyét

dinh m& rong chién dich.

Déi véi truong hop khdch hang phdn hoi qudang cdo khéng ra don. Pay 1a phan
héi tiéu cuc thuong xuat hién trong qua trinh trién khai chién dich, dic biét d6i vai cac
chién dich livestream ban hang. Khi tiép nhin phan hoi nay, nhan vién Sale va bd phan
k¥ thuat can xir Iy nhanh chong nham tranh anh huéng dén mirc do hai long va niém tin

cua khach hang.

Trude hét, nhan vién can tiép nhan phan hdi véi thai do tich cuc, tranh tranh cii
hodc d6 16i cho khach hang. Sau d6, bd phan k§ thuat tién hanh kiém tra cac chi s6 quang
co nhu Iuot tiép can, lwong ngudi xem livestream, ty 1& twong tac, chi phi quang co

va tép khach hang muyc tiéu nhim xac dinh nguyén nhén cy thé.

Sau khi x4c dinh nguyén nhan, nhan vién can giai thich & cho khach hang vé tinh
trang chién dich. Trong nhiéu trudng hop, quang cdo van tiép can duoc khach hang
nhung ty 1& chuyén ddi thap do noi dung livestream chua thu hit, gia san phdm chua

canh tranh hoac khung gi¢ phat sobng chua phu hop.
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Trén co s¢ do, cong ty can dé xuat cac phuong an di€u chinh nhu:

- Thay d6i ndi dung quang cdo hoic kich ban livestream;

- Téi vu lai tép khach hang muc tiéu

- Diéu chinh ngin sach va thdi gian chay quang céo;

- Thay d6i khung gid livestream phtt hop hon v&i hanh vi khach hang;

- Ting twong tic ban dau cho livestream thong qua seeding hoic buff twong tac.

Sau Sau khi diéu chinh, nhan vién tiép tuc theo ddi va cap nhat két qua cho khach
hang nhim dam bao chién dich dugc cai thién va khach hang cam nhan duoc sy hd tro

tir phia cong ty.

Doi véi truong hop khdach hang so sanh gid véi doi thii canh tranh. Trong qué
trinh tur van, nhiéu khach hang thudng so sanh muc gia dich vu ctia XP Media vdi cac
don vi khac trén thi truong. Khi gap tinh huéng nay, nhan vién Sale khong nén tap trung
vao viéc giam gia truc tiép ma can 1am ndi bat sy khac biét vé chét luong dich vu va gia

tr1 ma cong ty mang lai.

Nhan vién can giai thich réng mdi don vi s& co cach trién khai, chét lwong dich
vu va mirc d6 hd trg khac nhau. Tai XP Media, khach hang khong chi dugc hd trg chay
quang cao ma con duoc tu vAn ndi dung, theo doi chién dich lién tuc, toi vu quang cao

va cham séc trong sudt qua trinh trién khai.
Bén canh do, cong ty can nhan manh cac lgi thé nhu:

- C6 dbi ngii ky thuat hd tro truc tiép;
- Cap nhat két qua quang cdo theo thoi gian thyc;
- Co chinh sach cham s6c khach hang sau ban;

- HOo trg tu van chién lugc livestream va ban hang online.

Trong Trong truong hop can thiét, cong ty c6 thé linh hoat diéu chinh géi dich vu
hoic dé xuat cac phuong an phit hop véi ngan sach khach hang thay vi giam gid lam anh

hudng dén chat lugng dich vu.

Viée xay dung va chuan hoa cac kich ban xir 1y tir chdi va phan hoi tiéu cuc s&
gitip Cong ty TNHH MTV XP Media Gia Lai — Chi nhdnh Da Néng ning cao tinh
chuyén nghi¢p trong hoat dong ban hang truc tuyén, giam sy phu thudc vao kinh nghiém

88



c4 nhin cua nhan vién Sale va ting kha ning xt Iy tinh hudng trong thuc té. Pong thoi,
giai phap nay con gop phan nang cao ty 1¢ chdt don, rat ngan thoi gian dao tao nhan vién

mdi va cdi thién mirc do hai long cua khach hang trong qua trinh sir dung dich vu.
Vi du kich ban xir 1y tir chdi ctia khach hang vé chi phi quang cdo qua cao

Trong qua trinh tu van dich vu tai Cong ty TNHH MTV XP Media Gia Lai— Chi
nhanh Pa Ning, trudng hop khach hang cho rang chi phi quang cdo qua cao 1a tinh
hudng xay ra kha pho bién, dic biét d6i vdi nhom khach hang ca nhan kinh doanh online
hoic khach hang méi tiép can dich vu quang cdo. Dé ning cao kha ning thuyét phuc va
han ché tinh trang khach hang tir chdi dich vu, cong ty can xay dung kich ban xt Iy cu
thé nhu sau:

Tinh hudng: Khach hang phan hoi “Chi phi chay quang c4o bén em hoi cao, chi
thdy chwa phu hop v6i ngan sach hién tai.”

Budrc 1: Tiep nhdn phan hoi va thé hién sy dong cam voi khach hang. Trudce tién,
nhan vién Sale khong nén phan bac ngay ma can thé hién su ling nghe va dong cam

nham tao tam Iy thoai mai cho khach hang. Noi dung phan hdi c6 thé trién khai nhu sau:

“Da em hiéu tdm 1y cta chi a, vi hién nay chi phi quang céo ciing 1a van d& ma
nhiéu shop kinh doanh online kha can nhic, dic biét khi minh can téi uvu ngan sach
nhung van mong mudn c6 hiéu qua tot.”

Viéc phan hoi theo hudng dong cam gitp khach hang cam thay dugc ton trong
va giam tim 1y phong thi trong cudc trao doi.

Buée 2: Khai thic thém nguyén nhan tir chéi cia khdch hang. Sau khi tao duoc
su c&i mo, nhan vién Sale can tiép tuc d3t cAu hoi nham xac dinh nguyén nhan cu thé
khién khach hang cam thiy chi phi cao, chang han:

“Hién tai chi dang du kién ngan sach khoang bao nhiéu dé bén em hd tro tu vin
g61 phu hop hon a?” hoac “Trudc day chi da tung chay quang cdo vdi mic ngan sach
nhu thé nao rdia?”

Budc ndy giup nhan vién xac dinh khach hang dang giap van dé vé ngan sach thuc

té hay dang chua tin tudng vao hiéu qua dich vu.
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Buoce 3: Giai thich gia tri dich vu thay vi chi tdp trung vao chi phi. Sau khi xac
dinh duoc nguyén nhan, nhan vién Sale tién hanh giai thich gi4 tri ma khach hang nhan
dugc khi st dung dich vu. Noi dung tu vAn can tap trung vao hi€u qua va lgi ich thay vi

chi nhan manh gia tién.

Vi du: “Da bén em khong chi hd tro chay quang cao don thuin ma con hd tro tbi
uu t¢p khach hang, theo doi chién dich lién tuc va diéu chinh trong qua trinh chay dé
gilip quang céo tiép can diing khach hang tiém niang hon. Vi vay chi phi s& di kém véi

qué trinh t61 vu va hd tro xuyén sudt dé ting kha ning ra don cho shop minh.”

Buc 4: Dé xudt phiong én phit hop véi ngdn sdach khdach hang. Néu khach hang
van con bin khodn vé chi phi, nhan vién can linh hoat diéu chinh phwong 4n thay vi ¢6

gang ép khach str dung g6i dich vu 1on.

Vi dy: “Néu hién tai chi mudn test trudc dé danh gia hiéu qua thi bén em c6 thé
hd trg minh chay thtr véi ngan sach nho trude khoang 300.000 — 500.000 dong/ngay dé
minh theo di hiéu qua thuc té rdi sau d6 t6i wu va mé rong thém néu phu hop a.”

Viéc dé xuat goi thir nghiém giup giam rii ro cam nhan va ting kha ning khach
hang dong ¥ sir dung dich vu.

Buéc 5: Tao swyén tam va thiic day quyét dinh sir dung dich vu. O giai doan cudi,
nhan vién Sale can cung ¢6 niém tin cho khach hang béng cach nhiAn manh sy hd trg va

cam két ddng hanh cia cong ty.

Vi du: “Trong qua trinh chay bén em s& theo ddi va cap nhat lién tuc cho chi, néu
quang c4o chua 6n thi k¥ thuat s& hd tro toi wu lai ngay dé dat hiéu qua tot hon. Bén em

cling s& hd trg minh xuyén sut chir khong phai chay xong 1a két thuc a.”

Thong qua cach xt Iy trén, nhan vién Sale vira giai quyét dugc tim 1y lo ngai vé
chi phi cta khach hang, vira ning cao mirc do tin tuong va ting kha ning chuyén doi
sang quyét dinh sir dung dich vu. Pay 1a mot trong nhitng kich ban quan trong can duoc
chudn hoa tai XP Media nham nang cao tinh chuyén nghiép va hiéu qua trong hoat dong

ban hang tryc tuyén.
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TRUONG PAI HOC KIEN TRUC DA NANG CONG HOA XA HQI CHU NGHIA VIET NAM
KHOA KINH TE Poc 1ap — Ty do — Hanh phiic
BO MON QUAN TRI KINH DOANH

Pa Nang, ngay.....thang......ndm 2026

MAU PON KHAI BAO SU DUNG Al
Khai bao ciia sinh vién vé viéc sir dung tri tué nhan tao tao sinh c6 trach nhiém.

T61 Phan Thi Ha Ti€n, cam doan rang t61 da stir dung c6 trach nhi€ém cac cong cu tri tu¢ Nhan

tao tao sinh (GenAl) trong qué trinh chuan bi khéa luin nay.

Bang viéc ky vao don ndy, t6i X4¢ nhan cac ndi dung sau:
1.Khai bao sir dung Al
Vui 1ong cho biét ban c6 str dung bét ky cong cu Al tao sinh nao (vi du: ChatGPT, Gemini,
V.V.) trong viéc tao ra bai lam nay hay khong:
. Co, t61 co6 su dung cac cong cu Al trong bai danh gia nay.
e [0 Khodng, toi khdng str dung bét ky cong cu Al nao.

>

2. Chi tiét vé viéc sir dung Al (Néu ban chon ""C6" ¢ trén)
e Cac cong cu Al da sir dung:

ChatGPT (OpenAl), Google Search (hd trg tra ciru va tim kiém tai liéu tham khao)

e Muc dich sir dung AI (vi dy: tim ¥ tudng, soan thao, tom tit, chinh stra):

- HO tro dién dat, chinh stra ciu vin va trinh bay ndi dung theo vin phong hoc thuat.

- HO tro tim kiém va tong hop thong tin lién quan dén quy trinh ban hang truc tuyén.

e Cic phin cu thé ¢6 su hd trg ciia Al:

- Tém tit tai liéu kham khao

- HO tro ra soat 16i chinh ta, ngit phap va chuan hoa hinh thirc trinh bay khéa luan cua cac
chuong.

Téi xac nhin rang toi dd xem xét ky ludng va xac thue tit ca ndi dung do Al tao ra vé

tinh chinh xac, tinh nguyén ban va sy phu hop.
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3. Lién chinh, trach nhiém hgc thuit va tuin thu dao dirc va phap luat

Téi chiu trach nhiém hoan toan vé ni dung cua bai ndp nay va xac nhan réng Al chi duoc
str dung nhur mot cong cu hd tro, khong phai 1a tc gid chinh cho bai 1am cua toi.

To61 xac nhan ré“mg Al khong dugc st dung dé nguy tao, lam gid hodc thao ting dir ligu.
To61da dam bao réng khong c6 dit 1i¢u bi mat hodc riéng tu nao dugc chia sé vdi cac cong
cu Al ma khong c6 su cho phép thich hop.

T6i di tuan tha tit ca cac yéu cau phap 1y 1ién quan dén bao vé dir liéu va s hiru tri tué,
dong thoi da trich dan nguon mot cach thich hop.

Bai danh gia nay phan dnh nd lyc tri tué ca nhan cua t6i, va trach nhiém d6i voi bai lam

nay hoan toan thudc vé ca nhan toi.

Cam két

Téi hiéu réng bét ky su thiéu tuan tha nao ddi vai viée st dung Al c6 trach nhi€m, bao
gdm viéc khong khai bao sir dung Al hodc trinh bay sai s that, c6 thé din dén viéc Khoa
luan tbt nghiép cua to1 bi tir chdi ma khong can xem xét thém.

Bang viéc ky vao don nay, toi khiang dinh ring bai ndp nay phan anh trung thuc bai lam

cua toi va to1 da tuan thu cac nguyén tac s dung Al co trach nhi€m.

Chir ky: Noay:
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