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PHAN MO PAU
1. Ly do chon dé tai

Trong cudc sdng ngay cang phét trién cong voi su phét trién ciia cong nghé 4.0
gitip cho cong tic ban hang cang lic cang thudn tién hon. Cac van dé vé khoang cach
dia 1y, hay khach hang phai bo ra thoi gian dé truc tiép toi cong ty lua chon san phim
minh yéu thich d3 duoc loai bé doi hoi bd phan ban hang phai ludn cai tién cach thic
ban hang ciing nhu thay d6i cach lam marketting hiéu qua hon.

Cong ty C6 Phan SX TM DV AOF — Da Ning ciing 1a mét trong sé do, ké tir khi
ra doi, cong ty da cho ra rat nhidu san phim va ludn cai tién cach thtrc khién cho khach
hang trong nudc ndi chung ciing nhu khach hang Pa Ning duoc nhiéu nguoi biét dén
va st dung. S& di lam duogc diéu d6 1a vi AOF ludn khong ngirng tim hiéu, nam bat duoc
thi hiéu khach hang va tung ra nhitng san phdm phong pht va da dang vé ca kiéu dang
va mau ma. Tuy nhién, thi trudng ndi that ngdy cang cé nhiéu ddi thu canh tranh cia
nhiéu nhin hiéu tén tudi trong va ngoai nudc.

Trudc tinh hinh d6, hién nay Cong ty C6 Phan SX TM DV AOF — Pa Nang ciing
d3 va dang ap dung quy trinh ban hang truc tiép vao hoat dong ban hang va marketting.
Tuy nhién hé¢ théng ban hang con chua dugc hiéu qué, con mot sb mat han ché khi chua
thé hién dugc xuat sic nhiém vu cia minh. Xuat phét tir nhitng van dé quan trong ciing
nhu 14 tinh hinh thye té tai cong ty, 1a mot thuc tap sinh tai cong ty da dugc dao tao va
nhan thitc duoc tim quan trong clia quan tri ban hang nén toi da chon dé tai “MOQT SO
GIAI PHAP HOAN THIEN QUY TRiNH BAN HANG TRUC TIEP TAI CONG
TY CO PHAN SX TM DV AOF — PA NANG” lam khoa luin tét nghiép.

2. Muc tiéu nghién ciru
¢ Muc tiéu chung
Phén tich, danh gia quy trinh ban hang truc tiép tai Cong ty C6 Phan SX TM DV
AOF — Pa Néng dé tir d6 dua ra cac giai phap dé nang cao hiéu qua hoat dong.
% Muc tiéu cu thé
- Hé théng hoa co s& 1y ludn vé quy trinh ban hang tryc tiép tai Cong ty C6 Phan SX
TM DV AOF — ba Ning.
- Phén tich thuc trang va danh gia quy trinh ban hang tryc tiép tai Cong ty C6 Phan SX
TM DV AOF — ba Nang.
- Mot s6 giai phap hoan thién quy trinh ban hang truc tiép tai Cong ty C6 Phan SX TM



DV AOF - ba Ning.
3. Pdi twgng va pham vi nguyén ciru

- Pbi twong nghién ciu

Nhitng van dé vé co s& 1y luan va thuce tién vé& quy trinh ban hang truc tiép tai Cong
ty C6 Phan SX TM DV AOF — Pa Ning.

- V& thoi gian

S6 liéu nghién ctru khach hang c¢6 mua san pham ctia Cong ty C6 Phan SX TM DV
AOF — Pa Ning trong giai doan tir nam 2021-2024.

- V& khéng gian

Nghién ctru duge thuc hién tai Cong ty C6 Phan SX TM DV AOF — Pa Néng, 397
Nguyén Hiru Tho, Khué Trung, Cam L¢&, Pa Nang.

4. Phwong phap nghién ctiru

Trong qué trinh lam bai khoa ludn ¢ sir dung mot sé phuwong phap nghién ciru
nhu: théng ké, phan tich, so sanh, chuén téc, téng hop céc thong tin tai li¢u tur sach, bao,
internet. ..

- Phuong phap phan tich: phan tich cac yéu t6 anh huong dén quy trinh ban hang
tai cong ty, cac yéu to dam bao cho cong nghé cua hé théng CRM.

- Phuong phép xir li thong tin: cac thong tin duge phén loai theo nhitng dé muyc ¢6
su lién két logic véi nhau.

- Phuong phép trinh bay thong tin: khoa luan duoc trinh bay dudi nhiéu hinh thic
bao g?)m van viét, cac bang s6 liéu, cac hinh anh minh hoa cac két qua va mdi lién hé
giita cac van dé.

5. Két cau khoa luan

Véi muc tiéu va dbi twong, pham vi phuong phap nghién ctru di duoc xac dinh
khoa luan nay duoc thiét ké thanh 3 chwong di tir Iy thuyét dén thyc tién nhu sau:
CHUONG 1: CO SO LY LUAN VE BAN HANG VA QUY TRINH BAN HANG
TRUC TIEP TRONG DOANH NGHIEP
CHUONG 2: PHAN TICH QUY TRiNH BAN HANG TRUC TIEP TAI CONG TY
CO PHAN SX TM DV AOF - DA NANG
CHUONG 3: MOT SO GIAI PHAP HOAN THIEN QUY TRiINH BAN HANG TRUC
TIEP TAT CONG TY CO PHAN SX TM DV AOF — DA NANG
KET LUAN



LO1 CAM ON
Trudc tién, em xin cam on tat ca cac Thay Co Trudng Pai hoc Kién Trac Pa Ning
trong sudt 4 nim hoc qua. Xin cam on cac Thay C6 di gitip em trau ddi, rén luyén nhirng
kién thirc, k¥ nang va pham chat dé tré thanh mot ngudi da san sang budc vao con duong
tu 1ap phia trudc.

Xin cam on cac Thay C6 Khoa Kinh Té - Truong Pai hoc Kién Trac Pa Néng.
Céc Thay C6 gitup em hiéu biét nhiéu hon vé céc kién thirc chuyén nganh va rat nhiéu
cac k¥ nang quan trong. Pac biét, xin chan thanh cdm on C6 ThS. Lé Thi Kim Ngan du
rt ban ron nhung Co van ludn tan tinh huodng dan, gitp do em thyc hién Khoa luan Tét
nghiép nay.

Xin cam on cac Anh chi 1am viéc tai Cong ty C6 phan SX TM DV AOF — Pa
Niang d3 huéng dan va cung céip tai liéu cho em hoan thi¢n Khoa luan nay, dac biét em
xin cam on chi Vo Thi HSng Hué di tao diéu kién thuén loi cho em trong subt qué trinh
thuc tap tai Cong ty.

Mic du ban than em da cd géng trong viéc thuc hién khoa luan mdt cach hoan
chinh nhat.Tuy nhién vi kién thtrc chuyén mén con han ché, ban than con thiéu kinh
nghiém thyc tién, do d6 khéa luan t6t nghiép ctia em khong thé tranh khoi nhiing sai sot
nhat dinh ma ban than chua thiy duoc. Rat mong duoc sy quan tdm, dong gop ¥ kién
ctia quy Thay/Co dé dé tai dugc hoan thién hon.

Va mot 14n nira, em xin chiac C6 huéng din cling nhu cac thay c6 trong khoa Quan
tri kinh doanh Trudng DPai hoc Kién trac Da Nang, cung cac anh chi dang cong tac tai
Cong ty C6 phan SX TM DV AOF — Pa Nang 15i chuc strc khoe va nhitng diéu tot dep
nhit.

Xin chan thanh Cam On!

Da Ning, ngay 12 thang 5 nim 2025
Sinh vién thuc hién
Huynh Thi Bao Kha
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CHUONG 1. CO SO LY LUAN VE BAN HANG VA QUY TRINH BAN HANG
TRUC TIEP TRONG DOANH NGHIEP
1.1.  Khai quéat vé ban hang
1.1.1. Cé&c quan nigm ban hang
C6 nhiéu quan diém vé ban hang va co thé khai quat chung nhu sau:
- Quan niém cb dién

Theo quan diém cua C. Méc: “Ban hang 14 sy chuyén hoa hinh thai gia tri cua hang
hoa tir hang sang tién va su chuyén hoa nay dugc xem 13 bude nhay nguy hiém chét
ngudi, kho khin nhat”. Theo quan diém nay, C. Mac cho rang ban hang 1a cong viéc
kho khin nhét. Ban hang 1a khau cudi ciing dé dua hang hoa dén tay ngudi tiéu dung va
thu tién vé tir khach hang. Tuy nhién, dé thu vé duogc tién tir khach hang khong phai la
diéu don gian, c6 rat nhiéu nguoi ban trong khi d6 lai c6 it ngudi mua, vi thé dé ban
dugc hang ngudi ban can phai dua ra duoc phuong thirc hop 1y dé thu hit, 161 kéo khach
hang.

Ban hang duoc hiéu 1a cac hoat dong thuc hién su trao do6i hang hoa hay dich vu
gilra nguoi ban va nguoi mua hang héa hay dich vu. Thong qua hoat dong nay, nguoi
ban s€ nhan lai tor nguo1 mua vat phém, tién hodc gia tri trao ddi da thoa thuan.

- Quan diém hién dai

Theo Philip Kotler: Ban hang 13 mét hinh thire gi6i thiéu truc tiép vé hang hoa hay
dich vu thong qua su tro chuyén, trao ddi voi nhitng ngudi mua tiém nang dé ban duoc
hang hoa hay dich vu.

James M. Comer quan niém: Ban hang 12 mét qué trinh ma trong d6 ngudi ban
kham pha, goi tao va thdéa man nhitng nhu cau hay udc mudn ciia ngudi mua dé dap ting
quyén loi thoa dang, 1au dai ca hai bén.

Ban hang duoc hiéu 13 nén tang trong kinh doanh, ¢ d6 dién ra sy gip g& giira
ngudi ban va ngudi mua & nhirng noi khac nhau dé gitp doanh nghiép dat dwgc muc
tiéu dé ra néu cudc gap gd dién ra thanh cong trong cudc dam phan vé trao doi san pham.

Bén hang 1a hanh vi thuong mai cia thuong nhan Luat Thuong Mai 2005: “Mua
ban hang hoa 1a hanh vi thwong mai ctia thuong nhan theo dé ngudi ban c6 nghia vu
giao hang, chuyén quyén sé hitu cho ngudi mua va nhan tién, ngudi mua c6 nghia vu
tra tién cho nguoi ban va nhan hang hoa theo thda thuan hai bén”.

Theo quan niém nay, hoat dong ban hang s€ tdp trung vao cac hoat dong cuia nhan vién
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ban hang thong qua hoat dong tiép xtc voi khach hang, thuong luong, thoa thuan vé
chét luong gia ca, phuong thirc thanh toan cu thé, dé thda man nhu cu cua khach hang
va mang lai loi ich cho ca hai bén. Ngudi ban va ngudi mua déu c6 nhitng quyén va
nghia vu riéng duoc thong nhat trong qua trinh tiép xuc trao doi va can thyc hién dung
v6i nhitng gi da cam két thuc hién.
Ban hang 1a mot hoat dong vira mang tinh nghé thuat vira mang tinh khoa hoc

Theo quan diém cta Truong Pinh Chién (2001), quan tri Marketing 1y thuyét va thuc
tién:

- Hoat dong ban hang xét vé mat k¥ thuat thi d6 1a su chuyén hoéa hinh thai ctia vén
kinh doanh tir hang sang tién hay chuyén dich quyén sé hiru hang héa cho khach hang
d6ng thoi thu tién hodc quyén duoc thu tién ban hang.

- Xét vé mit nghé thuat, ban hang 13 qu4 trinh tim hiéu, kham pha, goi mé va dap
g nhu cau hay uéc mudn ctia ngudi mua, nham théa man nhu cau mot to chirc trén co
s& théa man nhu cau cua khach hang vé mot gia tri su dung nhét dinh.

Ban hang 14 qua trinh thuc hién cac nghi€p vu k¥ thuat ban hang. Hoat dong ban
hang dugc xem xét nhu mot qua trinh kinh té, bao gom céc cong viéc co lién hé voi nhau

duogc thuc hién ¢ cac bd phan trong doanh nghiép.

/ﬁ 0\ e N\ 4 N\ 4 N\
Nghién Lua chon Phén Quang Ban banh
ctru hanh kénh, hinh phéi c4o va hang gia
vimuia | thic va =)| hang || xictien | ¢ |= | A
sdm clia phuong thirc Vao ban clra diéu
KH ban hang cac hang hang chinh
— /N~ J )\ )

( Nguon: Marketing cin ban )
Hinh 1. 1: Quan niém vé ban hang

Nhu vay, hoat dong ban hang 1a mét hoat dong trung gian, thuc hién céc mbi quan
hé giita khach hang va doanh nghiép. Nhd c6 ban hang ma khach hang c6 thé tiép can
va st dung nhimg san phim minh c6 nhu cau va doanh nghiép c6 thé ban dugc san
phém, tim kiém doanh thu, thu dugc loi nhuan. Chinh vi vay, doanh nghiép can phai
quan tdm nhiéu hon dén hoat dong ban hang va ¢ nhiing chinh sach, bién phap nham
nang cao hi¢u qua hoat dong ban hang ctia doanh nghiép.
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1.1.2. Ban hang trong doanh nghiép thuwong mai
- Kinh doanh thuong mai
Theo tir dién Wikipedia: “Kinh doanh thwong mai la sy dau tu tién cia, cong strc
cua mdt ca nhan hay mdt td chirc vao viéc mua ban hang hoa dé ban lai hang hoa do va
kiém 16i”
- Quy trinh ban hang trong kinh doanh thuong mai

Qua trinh ban hang trong doanh nghiép thuong mai trai qua cac budc sau:

Y M)
. Dich
Mua va B
du trit = ) ‘an — VE
hang hoa ang Phwe
vu
\ ), \___

( Nguon: Marketing cin ban )
Hinh 1. 2: Quy trinh ban hang trong doanh nghiép thwong mai

Nhu vay, dé ban duoc hang khong chi phu thude vao to chic va diéu kién tdt cac
hoat dong ban hang, ma phai giai quyét tot tat ca cac khau trude d6. Dic biét, can phai
chi trong vai tro cua hoat dong Marketing nhu tuyén truyén, quang cdo, thyc hién xtc
tién ban hang. N6i mot cach khac, ban hang khong chi 13 muyc tiéu riéng ciia bd phan
ban hang, ma can duge xéac dinh 1a muc tiéu chung cua toan by doanh nghiép.
1.2.  Vai tro, dic diém, muc tiéu ciaa hoat ddong ban hang
1.2.1. Vaitro

Hoat dong ban hang git mqt vi tri then chot trong h¢ théng san xuat kinh doanh
ctia doanh nghiép cling nhu trong nén kinh t& qudc dan néi chung. Ban hang khong chi
1a giai doan cudi cung trong chudi cung tng ma con 13 cau nbi truc tiép giita doanh
nghiép véi thi trudong tiéu dung. Cu thé, hoat dong ban hang c6 nhiing vai tro chu yéu
nhu sau:
Thit nhit, ban hang 1a phuong tién chi yéu dé dua san pham tir noi san xuat dén tay
nguoi tiéu dung. Trong nén kinh té thi truong, hang hoa chi thyc sy hoan thanh chu ky
san xudt khi duoc tiéu thu trén thi truong. Do do, hoat dong ban hang c6 vai tro then
chdt trong vi¢c hién thyc hoa gia tri va gia tri st dung cua hang hoéa, giap doanh nghi¢p
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thu hoi von va tai dau tu vao san xuat.

Thit hai, hoat dong ban hang dong vai tro luu thong tién té trong nén kinh té. Thong
qua viéc mua ban hang héa va dich vu, tién té duoc luan chuyén tir nguoi tiéu ding vé
doanh nghiép, tir 46 gop phan vao qua trinh lwu thong va phan phdi lai cac ngudn lyc tai
chinh trong toan xa hoi.

Thit ba, ban hang gop phan diéu tiét hang hoa giira cac ving, mién, tir noi c6 ngudn
cung du thira dén noi c¢6 nhu cau tiéu thu cao. Piéu nay khong chi gitp giam thiéu sy
lang phi ngudn lyc ma con dam bao tinh hiéu qua va can ddi trong hoat dong phan phdi
hang hoa.

Thir tw, ban hang mang lai 1g1 ich thiét thuc cho ca nguoi ban lan nguol mua. bdi véi
nguoi ban, ban hang la nguén tao doanh thu, lgi nhuan va duy tri su ton tai ctia doanh
nghiép. DPdi vai nguoi mua, ban hang 1a kénh dé tiép can va lua chon san phém, dich vu
phtt hop véi nhu cau va kha ning tai chinh ciia minh.

Tir nhitng phén tich trén, c6 thé khang dinh rang hoat dong ban hang 13 mot phan
khong thé thiéu trong bat ky nén kinh té nao. Viéc thuc day va phat trién hoat dong béan
hang s& gop phan gia ting sy thinh vuong vé kinh té, ning cao murc sdng cho ngudi dén,
d6ng thoi thoa min nhu cau ngay cang da dang cta xi hoi.

1.2.2. Piic diém ciia hoat dgng ban hang trong nén kinh té thj trwong

Su chuyén d6i tir nén kinh té ké hoach hoa tap trung sang nén kinh té thi trudong da
1am thay d6i cin ban ban chét va cach thirc t6 chiic hoat dong ban hang. Trong nén kinh
té ké hoach hoa, Nha nudc can thiép sau vao qua trinh san xuat va phan phdi hang hoa;
doanh nghiép khéng c6 quyén tu chu trong viéc quyét dinh san xuat hay tiéu thu san
pham. Cac yéu t6 dau vao nhu nguyén vat lidu, may moc, thiét bi thudng dugce phan
phdi theo ché d6 bao cap, con dau ra san pham thuong phai giao ndp theo ké hoach duoc
Nha nuée chi dinh, véi muc gia cd dinh.

Nguoc lai, trong nén kinh té thi truong, cac doanh nghi¢p hoat dong trén nguyén
tac tu chu va tu chiu trach nhiém. Doanh nghiép phai dua ra quyét dinh doc lap ddi voi
ba van dé trong yéu: san xuat céi gi, san xuit bao nhiéu va san xut cho ai. Diéu nay kéo
theo nhitng dic diém noi bat cua hoat dong ban hang nhu sau:

- Khéch hang dong vai tro trung tdm cua thi truong. Nguoi tiéu dung 14 ngudi
quyét dinh su thanh bai ciia mdt san phém hoac mot doanh nghi¢p. Chinh ho 1a nguoi
lwa chon san pham phii hop v&i nhu cau, qua d6 diéu tiét cung cau trén thi truong.
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- Khach hang chi chdp nhan mua hang héa khi dép tmg du cac yéu td: chat luong
tbt, gia ca hop 1y va thuan tién trong giao dich. Do d6, doanh nghiép can khong ngirng
nang cao chat lugng san pham, t6i wu hoa gia thanh va cai thién dich vy khach hang.

- Khach hang ngay cang doi hoi ngudi ban phai quan tim nhiéu hon dén quyén loi
va trai nghiém cua ho. Sy hai 1ong ctia khach hang khong chi nam & chat luong san
pham ma con phu thudc vao su tan tdm, chuyén nghiép trong qua trinh phuc vu.

- Nhu cdu va thi hiéu ctia khach hang thay d6i lién tuc. Piéu nay doi hoi doanh
nghiép phai thuong xuyén khao sat thi trudng, cip nhat xu hudng tiéu dung va diéu
chinh chién lugc kinh doanh mdt cach linh hoat.

Tt nhitng ddc diém néu trén, c6 thé thiy rang trong nén kinh té thi trudng, doanh
nghiép khong chi can tip trung vao hoat dong san xuit ma con phai chu trong dén hoat
dong ban hang nhu mot cong cu chién luogc dé ton tai va phat trién. Viéc nghién ctru,
phan tich thi truong mot cach khoa hoc s& giup doanh nghiép nhan dién diing nhu cau
khach hang, x4c dinh xu huéng tiéu ding va diéu chinh chinh sach ban hang phu hop.
Qua d6, doanh nghiép c6 thé khai thac t6i da loi thé canh tranh, gia tang su hai long cua
khach hang, mo rong thi phﬁn va t6i uu hoa loi nhuan.

1.2.3. Muc tiéu cua hogt dgng ban hang

Muc ti€u cua hoat dong ban hang la dinh hudéng chién lugc dé doanh nghiép dat
dugc hi€u qua cao nhét trong qua trinh dua san phém, dich vu ra thi truong. Trong thuc
tién kinh doanh, muc tiéu ban hang co6 thé chia thanh ba nhom chinh: muc tiéu vé doanh
s6, muc tiéu vé con nguoi va myc tiéu cudi cung la tdi da hoa loi nhuan.

Thir nhit, muc tiéu hudng vao doanh sb. Pay 1a muc tiéu pho bién va thiét yéu dbi voi
moi doanh nghi€p. Doanh s6 dugc thé hién tuy thudc vao dac diém nganh hang, co thé
dué6i dang gia tri tién té (vi du: ty dong doanh thu trong nim), hodc sb lugng hang hoa
tiéu thu (vi du: s6 san pham, 16 hang, tin, thung, t4...). Viéc dit ra muc tiéu doanh sd cu
thé 1a cin ctr dé xay dung ké hoach ban hang, t6 chirc luc luong ban hang va kiém soat
hiéu qua kinh doanh.

Thit hai, muc tiéu hudng vao yéu t6 con ngudi. Doanh nghiép khong thé dat duoc hiéu
qua ban hang néu thiéu mot doi ngili nhan su chuyén nghiép, c¢6 nang luc va nhiét huyét.
Muc tiéu nay tap trung vao viéc xdy dung, ddo tao va phat trién doi ngii ban hang c6
chét luong cao, c6 k¥ ning giao tiép, tu van, thuyét phuc khach hang, déng thoi cé tinh
than trach nhiém va kha nang lam viéc nhém hiéu qua.
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Thir ba, muc tiéu toi thuong 1a loi nhuan. Du 1a san Xuat hay thuong mai, bat ky hoat
d6ng ban hang nao ciing nhim muc dich cudi ciing 14 tao ra loi nhuén cho doanh nghiép.
Doanh thu tir ban hang 1a ngudn thu chu yéu giup doanh nghiép trang trai chi phi, tich
lity va tai dau tu vao cc hoat dong san xut kinh doanh, qua d6 dam bao sy phat trién
bén viing.

Tom lai, muc tiéu ban hang 1a hé théng cac chi tiéu c6 mbi quan hé mat thiét voi
nhau, trong d6 doanh s 13 phuong tién, con ngudi 1a cong cy, va loi nhuan 13 dich dén
ctia moi nd luc ban hang. Doanh nghiép can xac dinh rd cac muc tiéu nay dé td chire
hoat dong ban hang mot cach hiéu qua, gbp phan ning cao vi thé canh tranh trén thi
truong.

1.3. Phan loai phwong thirc ban hang

Phuong thirc ban hang 1a cach thirc ma doanh nghi¢p hoac c4 nhan ban hang lya
chon dé dua hang hoéa, dich vu tiép can nguoi tiéu dung moét cach thuan tién va hiéu qua
nhat. Viéc lya chon phuong thirc ban hang pht hop c6 vai trd quan trong trong viée gia
tang doanh sd, cai thién trai nghiém khach hang va t6i uu hoa chi phi ban hang. Hién
nay, cadc phuong thirc ban hang duogc chia lam hai nhém chinh: phuong thirc ban hang
6 dién va phuong thirc ban hang hién dai.

1.3.1. Phwong thirc ban hang cé dién

Phuong thirc ban hang c6 dién 13 hinh thirc ban hang truyén thdng, trong d6 ngudi
ban thuc hién toan bd qua trinh giao dich vdi khach hang tir tiép can, gidi thiéu san
pham, tu van, thuyét phuc, d&én thanh toan va giao hang. Hinh thtc ndy yéu ciu nhan
vién ban hang phai c¢6 kién thirc chuyén mon tong hop va k¥ ning giao tiép tét.

Phuong thirc ndy gom hai hinh thtc cha yéu:

- Bé&n hang cb dinh: La hinh thirc ban hang tai mot dia diém cy thé, nhu ctra hang,
siéu thi hodc trung tim thuong mai. Nguoi mua chit dong tim dén nguoi ban dé mua
hang. Hi€u qua ban hang phuy thudc nhiéu vao vi tri dia 1y, cach bo tri khong gian ctra
hang va kha niang trung bay hang hoa bat mat, dé tiép can.

- Bén hang luu dong: La hinh thirc ban hang khong ¢ dinh tai mot dia diém, ma
thudng xuyén di chuyén bang cac phuong tién nhu xe day, xe may, 6 to... Nhan vién
ban hang cha dong tiép can khach hang tai nhiéu dia diém khac nhau. Uu diém ciia hinh
thirc nay la tinh linh hoat, kha nang tiép can khach hang cao, dac bi¢t tai nhitng noi it

ctra hang hodc dan cu phan tan.



1.3.2. Phwong thuc ban hang hién dai

Phuong thirc ban hang hién dai 1a hinh thirc trong d6 nguoi ban va ngudi mua c0
thé khong tiép xtc truc tiép nhung van thuc hién duoc giao dich mua ban thong qua céac
cong cu va cong nghé hd tro. Hinh thic ndy gitp mé rong pham vi tiép cin khach hang,
tdng cuong su tién loi va tiét kiém chi phi van hanh. Céc hinh thirc ban hang hién dai
bao gdm:

- Ban hang ty chon: Khach hang tu chon san pham trén quay k¢, sau d6 mang ra
quay thanh toan. Nhan vién ban hang c6 vai trd hudng dan, tw van khi can thiét. Hinh
thirc nay giup tiét kiém thoi gian, ting tinh chi dong va trai nghiém mua sdm cho khach
hang.

- Ban hang trong siéu thi: Pay 14 hinh thtrc phét trién cta ban hang ty chon véi quy
mo 16n hon, chung loai hang héa phong pht hon va hé thong thanh toan hién dai. Nhan
vién tap trung vao viéc hd tro khach hang va quéan 1y ké hang.

- Ban hang qua dién thoai: Doanh nghiép sir dung dién thoai dé gidi thiéu san pham
va nhan don dat hang tir khach hang hién tai hodc tiém ning. Hinh thirc nay phu hop véi
cac san phém o tinh dinh ky hodc cac dich vu cham séc¢ khach hang.

- Ban hang qua hoi cho, trién 1dm: La hinh thtc tiép thi va ban hang két hop, gitp
doanh nghiép quang ba san pham, mé rong thi trudng va ky két hop dong. Ngoai ra, day
cling 14 co hdi dé khao sat nhu cau thi trudng va thu hat khach hang tiém ning.

- Ban hang qua mang Internet (thwvong mai dién tir): La phuong thirc ban hang hién
dai nht, cho phép khach hang mua hang moi luc, moi noi thong qua website, ing dung
di dong hodc mang xa hoi. Hinh thirc ndy khong yéu cau ctra hang vat 1y, gitp doanh
nghiép tiét kiém chi phi va mé rong thi truong toan cau.

1.4. Quy trinh ban hang truc tiép trong doanh nghiép
1.4.1. Khai niém quy trinh ban hang

Quy trinh ban hang duogc hiéu 1a méot chudi cac bude logic, c6 hé théng, dugc thiét
ké va thyc hién theo trinh tu nhat dinh nham hudng dén viéc chuyén doi khach hang
tiem nang thanh khach hang thuc sy, tor §6 mang lai doanh thu va lgi nhuén cho doanh
nghiép. Pay 1a mot phan khong thé tach roi trong hoat dong kinh doanh, dac biét 1a trong
bdi canh canh tranh khéc liét cua thi truong hién nay.

Quy trinh ban hang déng vai trd nhu mot "ban d6 chi duong" gitp dinh huéng cho
nhan vién kinh doanh trong suét qua trinh tiép can, tu van va cham séc khach hang. Viéc
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tuan thii quy trinh nay khong chi gitp t6i wu hoa hiéu qua ban hang ma con nang cao
chét luong dich vy, ciing ¢ mdi quan hé v6i khach hang, tir d6 gop phan vao viée xay
dung thuong hi¢u doanh nghiép.

Bén canh d6, quy trinh ban hang con 13 cong cu dé chuan héa hoat dong ban hang
trong toan bo to chirc. Khi tat ca nhan vién ban hang cung 4p dung mot quy trinh thong
nhat, doanh nghiép s& dat dugc sy nhit quan trong cach tiép cin va xt Iy cong viéc, tir
d6 nang cao tinh chuyén nghiép trong hoat dong kinh doanh. Pong thoi, viéc ap dung
mot quy trinh cu thé con gitp doanh nghiép dé dang dao tao nhin vién moi, kiém soat
hiéu sudt 1am viéc va kip thoi phat hién cac diém nghén trong hé théng ban hang dé co
giai phap diéu chinh phu hop.

Tém lai, quy trinh ban hang khong chi don thuan 1a chudi hanh dong mang tinh k¥
thuat, ma con la mot cong cu quan tri chién luoc, gop phén nang cao hi¢u qua hoat dong
va kha nang canh tranh ctia doanh nghié¢p trén thi truong.

1.4.2. Quy trinh ban hang trec tiép

Mic du tiiy theo ddc diém nganh nghé, mé hinh kinh doanh va quy mé hoat dong
ma mdi doanh nghiép c6 thé xay dung mét quy trinh ban hang riéng, song vé co ban,
mot quy trinh ban hang hiéu qua thuong bao gdm sau budc co ban.

Buéc 1: Tim kiém khach hang tiém ning

Pay 1a budc dau tién va mang tinh chit nén tang trong quy trinh ban hang. Muc
tiéu ctia budc nay la xac dinh va tiép can nhitng doi tugng c6 kha ning trd thanh khach
hang thuc su.

- Doanh nghiép can x4y dung chan dung khach hang muc tiéu dya trén céc tiéu chi
nhu nhu cau tiéu dung, thoi quen mua sam, s thich, do tudi, gioi tinh, khu vuc sinh
sdng va dic biét 1a kha nang tai chinh.

- Céac nguon tim kiém khach hang tiém niang bao gom: mang xa hoi, website doanh
nghi¢p, hoi thao, hoi chg trién 1am, sy kién gi61 thi¢u san phém, co sO dur liéu no1 bo
hoic hé théng gidi thigu tir khach hang cil.

Budre 2: Tiép can khach hang

Sau khi xac dinh duoc khach hang tiém ning, budc tiép theo 1a thiét 1ap két ndi
ban dau v6i ho thong qua cac hinh thirc phu hop:

- Doanh nghiép c6 thé tiép can khach hang thong qua nhiéu kénh nhu goi dién
thoai, glri email, nhén tin, gap go truc tiép hodc thong qua nén tang truc tuyén.
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- Viéc tao 4n tuong tich cuc ngay tir 1an tiép xtic dau tién 1a yéu té then chét dé

duy tri mbi quan tim va mé ra co hdi cho cac bude ban hang tiép theo.
Budée 3: Tu van va gidi thidu san pham

Daiy 1a budce giup khach hang hiéu rd hon vé san pham/dich vu ma doanh nghiép
cung cap:

- Nhan vién ban hang can trinh bay théng tin san pham mot cach rd rang, chuyén
nghiép, dong thoi tap trung vao nhiing loi ich ma san pham mang lai cho khach hang
chtr khong chi don thudn 14 mé ta tinh ning k¥ thuat.

- Viéc diéu chinh ndi dung tu van sao cho phi hop vdi nhu cau va ky vong cua
tirng khach hang sé& giup ting kha nang chét don.

Buéc 4: Giai quyét thic mac va phan hoi ciia khach hang
O budc ndy, nhan vién ban hang can thé hién vai tro 12 nguoi dong hanh, ling nghe
va xir Iy moi thic mic, lo ngai cta khach hang:

- Céc van d& thudng gip c6 thé lién quan dén gia ca, chit luong san pham, thoi
gian bao hanh, chinh sach ddi tra, uy tin thuong hiéu, v.v.

- Viéc str dung cac din ching thyc té nhu phan hoi tich cuc tir khach hang cii, cac
truong hop thanh cong, hodc bdo ddm cua doanh nghi¢p s€ gia ting mirc do tin cay va
thuc day quyét dinh mua hang.

Budére 5: Chét don hang
Chét don 12 budc quyét dinh dén hiéu qua cudi cing cia toan bo quy trinh ban
hang.

- Nhan vién can ap dung céc k¥ thuat chdt sale pht hop nhu: tao cam giac khang
hiém ("san pham sap hét hang"), cung cap uu dai dic biét (giam gia trong thoi gian gidi
han), hodc nhan manh dén nhirng hau qua néu khach hang bo 16 co hoi.

- Sau khi khach hang dong ¥ mua, can nhanh chong hoan tat thu tuc thanh toan,
xac nhan don hang, ghi nhan thong tin dé dam béao viéc giao hang duoc chinh xac va kip
thoi.

Budc 6: Cham soc sau ban hang
Cham séc khach hang sau khi ban 1a budc khong thé thiéu nham duy tri mbi quan
h¢ lau dai va gia tang gia tri vong doi khach hang:

- Doanh nghiép can theo dai phan hoi cuia khach hang vé san pham, giai quyét kip
thoi cac van dé phat sinh, dong thoi cung cap thong tin vé cac chuong trinh khuyén mai
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hodc san pham méi.

- Viéc cham séc tot sau ban hang khong chi gitip ning cao su hai long va 1ong
trung thanh ciia khach hang ma con tao diéu kién thuan loi cho viéc ban hang lan tiép
theo, hinh thanh nén khach hang trung thanh va thic ddy hoat déng truyén miéng tich
cuc.

1.4.3. Quy trinh ban hang truc tiép thong qua cac kénh
1.4.3.1 Quy trinh bdn hang truc tiép tai cira hing

Ban hang truc tiép tai cira hang 13 hinh thtrc ban hang truyén thng, trong d6 khach
hang chu dong dén dia diém kinh doanh ctia doanh nghiép dé tim hiéu va mua san pham
hodc dich vu. Mt dic diém ndi bat cua hinh thirc nay la khach hang thuong da cé san
nhu cau, tir d6 tao diéu kién thuan loi dé nhan vién ban hang trién khai quy trinh ban
hang mot cach hiéu qua. Quy trinh nay bao gdm céac budc sau:
Bude 1: Chuan bi
Giai doan chuén bi 14 nén tang cho toan bg qua trinh ban hang. Nhan vién ban hang can:

- Hiéu rd dic diém, tinh nang, uu diém, nhugc diém cia san phém/dich vy ma cong
ty cung cép.

- Nim bét dugc nhing 191 ich cu thé ma san phém/dich vu mang lai cho khach

hang.

- Chuan bi céc tai liéu hd trg nhu hinh anh minh hoa, bang thong sé k§ thuat, thong
tin vé ngudn gdc xuat xtr, ché do bao hanh, khuyén mai di kém, ...

Budce 2: Chao hoi khach hang
An tuong ban dau c6 vai trd quan trong trong viéc thiét 1ap thién cam véi khach
hang. Nhén vién can:

- Luon gitr thai do niém nd, lich su va chao héi khach hang béng nu cuoi than
thién.

- Giao tiép mé dau mot cach tu nhién, khong ap dit hay giy cam giac phién toai,
gitip khach hang cam thay thoai mai, san sang tham gia vao qué trinh mua sam.

Budre 3: Giao tiép voi khach hang
Sau khi da tao dwoc thién biu cdm ban dau, nhan vién tién hanh trao déi dé tim
hiéu ré hon vé nhu cau ctia khach hang. Trong qua trinh nay:

- Ap dung nguyén tic 80/20: chi nén néi 20% thoi gian dé dit cac cau hoi mo, va
danh 80% thoi gian con lai dé lang nghe khach hang trinh bay nhu ciu, mong muén cua
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minh.

- Tréanh thé hién 4p luc ban hang qua rd rang, nham giit cho khach hang cam giac
dugc ton trong va tu do quyét dinh.

Mot s6 cAu hoi goi mé nhan vién cé thé sir dung nhim xic dinh ré nhu ciu khach
hang bao gom:

Khach hang dang tim mua san pham cho ai?

Muc dich str dyng san phém 14 c4 nhén, to chirc hay muyc tiéu thuong mai?

C6 ai khac cing tham gia vao qua trinh ra quyét dinh khong?

Khach hang dy dinh mua san phim ngay hom nay hay trong thoi gian cu thé nao?
Budc 4: Tu van va hd trg khach hang

Dua trén nhu cau khach hang va kién thtrc di chuan bi vé san pham, nhan vién tién
hanh:

- Gioi thi€u gia tri ¢t 16i cua san phém, nhan manh vao loi ich ma san phém co
thé mang lai vuot ky vong cua khach hang.

- Thé hién su ty tin, chuyén nghiép, va trung thuc trong cach trinh bay nham tao
dung niém tin va sy tin nhiém.

Budére 5: Chét don hang
Khi khach hang d3 quan tdm va thé hién mong mubn mua hang, nhan vién can:

- Xac dinh yéu t& ma khach hang quan tam nhiéu nhat: gia cd, dich vu hdu mai,
ché d¢ bao hanh, v.v.

- Nhan manh nhiing loi ich ndi bat twong tmg dé tao cam giac khach hang dang
nhan dugc gia tri cao hon so vdi chi phi bo ra.

- K¥ nang chét don 1a yéu té quyét dinh gitp chuyén doi khach hang tiém ning
thanh khach hang thyc su, do dé can thuc hién khéo 1éo, linh hoat va ding thoi diém.
Buéc 6: Két thuc ban hang

Sau khi khach hang quyét dinh mua san phim, nhan vién can:

- Thé hién su cam on va tiép tuc duy tri sy than thién: “Ctra hang rat vui khi duge
phuc vu anh/chi, khong biét con diéu gicod thé hd tro thém khong a?”.

- Cau n6i két thuc nay khong chi mang tinh lich sy ma con gitp nang cao trai
nghiém mua sam, tao cam giac dugce cham soc chu dao.

Budc 7: Cham soc khach hang sau khi ban
Cham soc khach hang sau ban hang 1a yéu t6 quan trong gép phan xay dung moi
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quan hé bén viing gitra khach hang va doanh nghiép:
- Nhan vién nén chu dong giit lién lac, thuong xuyén giri thong tin khuyén mai,
huéng dan sir dung hodc khao sat mirc do hai 1ong sau mua hang.
- Giai dap kip thoi cac thic méc va hd trg nhanh chéng trong trudng hop c6 khiéu
nai, gop phan xay dyng hinh anh tich cuc vé doanh nghiép.
1.4.3.2 Quy trinh bdn hang truc tiép qua Email
Budc 1: Xac dinh va thu thap danh sach khach hang
Trudc khi thuc hién hoat dong ban hang nhan vién can chuan bi nhirng kién thirc
cling nhu k¥ nang can thiét dé thuc hién hoat dong ban hang mot cach hiéu qua hon. Mot
ké hoach ban hang chi tiét can dap tmg du cac yéu cau vé thong tin nhu sau:
- Xac dinh d6i twong khach hang tiém nang:Dic diém mua, hang vi mua,.. xac dinh
thong qua cac kénh thuc té nhu qua gidi thiéu, ban beé,nhimg nguoi xung quanh.
- Hiéu 6 vé san pham: Tim hiéu k¥ vé cac dic diém cia san pham, ché do bao
hanh, gia ca, myc dich s dung.,,
- Chuan bi hd so ban hang: Gidy gi6i thiéu san pham, hinh anh san pham, dic tinh
san pham,..
- Thu thap Email cta khach hang tir cac ngudn nhu: wedsite, mang xa hoi, google
form
Budre 2: Guri email giGi thiéu san pham
Pay dugc xem 13 budc quan trong nhat quyét dinh thanh céng hay thét bai trong
cong tac ban hang. Khach hang tiém ning thuong s& quan tim dén gia tri minh nhan
dugc khi chon sir dung san pham cta cong ty vi vy nhan vién can danh manh vao cong
dung, dic tinh, gia ca cling nhu ché do bao hanh cua san pham, tao cam giac 101 cho
khach hang khi str dung san pham cta cong ty.
- Viét Email: Trong ndi dung can kiém tra cic thong tin ciia cong ty
- Dinh kém catalog, td roi, bang bao gid, video vé san pham
- Tiéu dé email can rd rang, thu hut tranh bi bé qua hoic danh dau 14 thu rac
Buwéc 3: Thuyét phuc va giai dap thic mic cua khach hang
Sau khi guri email giéi thiéu vé san pham nhan vién can tryc dé tra 10i nhanh cac
email phan hoi tir khach hang giai dap thic mac cy thé dé khach hang hoan toan tin
tudng vao san phdm ctia minh. Di voi nhitng phan hdi ¢6 thic mic bd sung nhan vién
can hd trg khach hang mdt cach nhanh nhat.
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Budérc 4: Théng nhat va chdt don
Chét don 1a khau quan trong nhat trong quy trinh ban hang, quyét dinh sy thanh
cong duogc thé hién qua két qua 1a doanh sb.

- Gui email x4c nhan don hang véi day du cac thong tin: san pham, s6 luong, don
gi4, chiét khau, phi van chuyén, thoi gian giao, phuong thirc thanh toan,c6 thé dinh kém
d6ng mau dé khach hang xem va phan hoi.

- Sau khi théng nhat, xac nhan qua email dugc xem duéi dang mét giao dich dong
¥ biéu thire (néu chua ky hop dong chinh thic).

Buwdre 5: Giao hang va thanh toan

- Nhan vién tién hanh giri email lién quan dén hinh anh san pham da duoc guri, chi
tiét van don va thoi gian giao hang dén tay khach hang

- Sau khi d4 tién hanh guri email vé giao hang can hudng din khach hang thanh
toan qua cac cong ciia cong ty

- Gui hoa don hodc phiéu x4c nhan da thanh toan
Bude 6:Cham soc khach hang sau khi ban

Quy trinh cham séc khach hang sau khi ban 1a mot budc rat quan trong. Piéu nay
anh huong dén mdi quan hé giira cong ty va khach hang ciing nhu tao méi quan hé lau
dai tir 46 nang cao hinh anh cia cong ty trong mat khach hang. Cham séc khach hang
gilp cong ty tranh tinh trang lang quén khach hang cii di kém vdi hiéu qua khi khach
hang cii s& 1a kénh quang ba hinh anh nhanh va hiéu qua, giup tiét kiém chi phi
marketting ma van thu vé hiéu qua cao.

- Can lién hé v6i khach hang dé kiém tra tinh hinh vé san pham nhu: san pham dén
tay khach hang c6 dung mau ma, hay hu hai trong qua trinh van chuyén hay khong, ..

- Tién hanh giit lién lac v6i khach hang, thong bao vé cac chuong trinh khuyén
mii san pham,...
1.4.3.3 Quy trinh ban hang truc tiép thong qua mang xi hji

Budée 1:Xac dinh khach hang tiém nang

Nghién ctru khach hang 1a budc dAu tién cuc ky quan trong khi bat du mot hoat
dong kinh doanh nao. Viéc ban hang gian tiép cling vay khach hang tiém ning thuong
s& duoc xac dinh qua cac yéu tb:

- S6 1an khach hang quan tim dén san phdm cuia cong ty thong qua wedsite,
fanpage
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- Thoi gian khich hang bo ra dé nghe tu vin vé san pham va dich vu

Sau khi xac dinh dugc khach hang tiém ning giup nhan vién ban hang khong phai
lan man di kiém khach hang tiém ning ma tap trung vao tu van vao san pham. Cac khach
hang tiém ning nay thudng s& c6 ti 16 chdt don cao hon dbi véi nhitng khach hang chua
¢6 nhu cau.

Buwéc 2:Xay dung bai gidi thiéu san phim

Thiét ké hinh anh vé san pham ting luot truy cap trén wedsire tir 6 nang cao ti 18
khach hang chét don vé san pham. Tao cac hashtag 4n twong trén cic nén tang thu hut
khach hang méi, xdy dung bang video chin that vé san phim tao cam giic chin that
nhat cho khach hang vé san pham

Ban hang truc tuyén can chu trong vé marketting hinh anh san pham ciing nhu
quan tdm dén cac ché d6 nhu van chuyén. Sir dung cac cong cu quang cdo trén cic nén
tang nhu facebook,google,.. dé dé tiép can véi khach hang.

Budce 3:Tuong tac voi khach hang

Thudng xuyén tuong tac voi khach hang co thé chu dong chat, re- comment, ciing
nhu giai dap tit ca thic mic ciia khach hang lién quan dén san pham. Chu dong dé lay
duogc sy tin tudng cua khach hang vé san pham dich vu cta cong ty tir d6 c6 dugc thong
tin lién lac ciia khach hang. Nén chu dong sap xép thoi gian goi dién thoai dé khong anh
huong dén cong viée cua khach hang ciing nhu c6 thoi gian tu van phu hop

Pé thu hit duge khach hang méi ngoai quan tdm dén cac chinh sach vé san pham
dich vu con phai c6 murc gia canh tranh thu hut khach hang. Cac murc gia chi can thap
hon mot chiit kém ché d6 van chuyén va bao hanh s& gitip cong ty c6 loi thé canh tranh
hon so véi cac san pham khéc.

Bude 4: Thanh toan va giao hang

Sau khi trai qua giai doan quyét dinh mua ciia khach hang thi cong viéc ctia nhan
vién 1a chét don va tién hanh thanh toan. Cac nhan vién hd tro khach hang vé cac phuong
thirc thanh toan truc tuyén cia cong ty.

X4y dung kénh giao hang bang cach theo ddi don hang dam bao don hang duoc
giao ding gid dung dia chi, viéc giao hang diing thoi diém s& dap ing duoc ki vong cua
khach hang ciing nhu nhan dugc nhiéu phan héi tich cuc hon vé dich vy phia cong ty.

Céc san pham dén tay khach hang phai dam bao khong 16i, du sé luong va du ché
d6 bao hanh, néu trong qué trinh van chuyén c6 truc tric hoic hang dén tay khach hang
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khong di s6 lugng hodc hu hai trong qué trinh van chuyén can lién hé giai quyét ngay
1ap tirc. Pidu nay dugc thue hién dung s& gitip khach hang hoan toan tin tuéng vao dich
vu cua cong ty.
Budc 5: Cham séc khach hang sau khi ban
Thudng xuyén quan tim dén san pham di ban cho khach hang, giai quyét tat ca
thic mic ctia ho vé san pham. Khi nhin duogc sy quan tdm tir phia cong ty khach hang
cii s& tang do hai long tir d6 tin dung san pham cla cong ty cling nhu s& quay lai mua
thém cac san phém khéc. Néu tao duoc thién cam vé san phélm va dich vu khach hang
cii s& gi6i thiéu cho nhiéu khach hang méi tir d6 ting doanh sb cho cong ty.
1.4.3.4. Quy trinh ban hang truc tiép qua dién thoai
Ban hang qua dién thoai 1a phuong thirc giip doanh nghiép tiép can khach hang
nhanh chéng, tiét kiém chi phi va nang cao hiéu qua kinh doanh. Quy trinh gdm 4 budc
chinh:
Budre 1: Chuan bi va lap danh sach khach hang
Nhan vién thu thap dir liéu khach hang tiém nang tir nhiéu nguon nhu danh sach
cll, mang xa hoi, biéu mau dang ky,... va phan loai theo d6 uu tién. Déng thoi, chuan bi
kich ban goi dién voi cac phan: 1i chao, gi6i thiéu san phdm va phuong an xit Iy tir chdi
dé dam bao sy chuyén nghiép.
Budre 2: Goi dién va gidi thidu san pham
Goi dién cho khach hang theo danh sach da chuan bi, gi6i thiéu ban than va doanh
nghiép mot cach ngan gon, lich su. Ling nghe nhu cau va tu van san phadm phu hop dé
tao dung 1ong tin va kich thich quyét dinh mua hang.
Budce 3: Pam phan va x4c nhén don hang
Thuong luong cac diéu kién nhu gia, chiét khau, giao hang, bao hanh. Sau khi thoa
thuan xong, xac nhan lai don hang véi khach dé dam bao thong tin chinh xac.
Buéc 4: Giao hang va thanh toan
Giao hang dung hen va huéng dan khach thanh toan. Sau d6, ghi nhan phan héi va
duy tri lién hé dé cham soc khach hang, ting kha nang mua lai trong tuong lai.
1.4.4. TAm quan treng caa quy trinh ban hang chuan héa
Viéc xay dung va ap dung mot quy trinh ban hang chuan hoa khong chi giup doanh
nghiép hé thong hoa cac hoat dong ban hang ma con mang lai nhiéu loi ich thiét thuc,
g6p phan nang cao hiéu qua kinh doanh mét cach bén vimg. Cu thé:
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- Tang tinh chuyén nghiép trong hoat ddng ban hang: Mot quy trinh ban hang r0
rang gidp nhan vién hiéu duoc vai trd va nhiém vu cua minh tai ting giai doan, tir d6
giam thiéu sai st va ting tinh nhat quan trong cach 1am viéc. Piéu nay gop phan xay
dung hinh anh chuyén nghiép cho doanh nghiép trong mat khach hang.

- Tang ty 1& chdt don hang: Mdi bude trong quy trinh duoc thiét ké dé din dat
khach hang tién gin hon dén quyét dinh mua hang. Viéc t6i uu hoa cac bude nhu tim
kiém khach hang, tu van, giai dap thac méc, va chdt don gitp nang cao kha ning chuyén
d6i tir khach hang tiém ning thanh khach hang thuc té.

- Nang cao chét lugng dich vu khach hang: Quy trinh chuan héa dam bao ring moi
khach hang déu duge phuc vu theo mot tiéu chuin chung, tir budc tiép can cho dén sau
ban hang. Piéu nay gilp tao ra trai nghiém tich cuc, ting mirc do hai 1ong va gitt chan
khach hang lau dai.

- HO trg dao tao nhan vién mdi dé dang: Viéc co sin mdt quy trinh chi tiét gitp
doanh nghiép tiét kiém thoi gian va chi phi trong viéc dao tao doi ngii nhan sy méi.
Nhan vién c¢6 thé nhanh chéng lam quen véi cong viéc thong qua tai lidu quy trinh, tir
d6 rut ngan thoi gian thich nghi va bat nhip cong viéc.

- D& dang do luong va cai tién hiéu qua ban hang: Khi cac budc trong quy trinh
dugc thiét 13p ro rang, doanh nghiép c6 thé gan céc chi s6 danh gia hiéu suat (KPI) tuong
g v&i ting giai doan. Pidu nay gitp theo ddi két qua, phat hién diém yéu va diéu chinh
chién lugce phi hop nham nang cao hiéu qua tong thé.

1.5 Céc yéu té6 anh hwéng dén quy trinh ban hang
Mot quy trinh ban hang c6 thé bi anh huéng béi nhiéu yéu t6, bao gom:

Bang 1.1 Yéu t6 san pham

Pic diém san pham Anh huwéng dén quy trinh ban hang

San pham c6 két cau phtc tap Nhén vién can tu van sdu hon, can nhiéu thoi
gian gip mit hon, khao sat hién trang nhiéu
hon. Tt d6 quy trinh ban hang thuong s€ kéo
dai

San pham don gian, dé hiéu Quy trinh c6 thé rat gon — Quy trinh ban hang

bao gia nhanh va chdt don néu khach can

Gia tri cao Quy trinh ban hang nay thuong phai xay dung
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10ng tin trude khi ban- Can ti mi hon trong céc

quy trinh

Bdng 1.2: Yéu té khach hang

Loai khach hang

Anh huong dén quy trinh ban hang

Khach hang ca nhan

Thuong cam tinh, can tu van theo cam

xuc,quy trinh rat gon va chét don nhanh

Khach hang doanh nghiép

Can trinh bay r0 rang, ti mi c6 logic- can co

quy trinh ban hang bai ban

Khach hang am hiéu san pham

C6 thé rit gon vé quy trinh di thang vao bao

gia, ché d6 bao hanh

Khach hang chua biét gi vé san pham

Gidi thiéu lai tir dau, can cham soc nhiéu hon

dan dén kéo dai quy trinh ban hang dai hon

Khach hang k¥ tinh

Can chuan bi ho so vé san pham that k§ cang
diéu nay lam ting thoi gian ciing nhu khoi

lugng cong viéc cuia quy trinh ban hang

Bang 1.3:

Yeéu to nhan vién:

Nang luc nhan vién

Anh huwéng dén quy trinh ban hang

K§ ning giao tiép tot, thai do tu tin

Tao dwgc nhiéu thién cam voi khach
hang, xay dyng long tin tir d6 c6 thé rat

ngan quy trinh ban hang

Hiéu r0 san pham va dich vu cia

Giai thich dung trong tam, xtr Iy phan hoi

cong ty t6t tang ti 16 chét don

Chu dong va linh hoat Diéu cinh cach tu van theo tung khach
hang gitp quy trinh ban hang linh hoat
khong bi go bo trong mot bd cuc, ting ti
1¢ chét don

Thiéu kinh nghiém Dé& mat sy tin tuong cua khach hang, xir

Iy tinh huéng kém lam khach hang khong

cam théy su an toan khi sir dung dich vu
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diéu nay dan dén quy trinh ban hang phai

kéo dai hodc khong chét duoc don hang

1.6. Cac tiéu chi danh gia hiéu qua quy trinh ban hang

Viéc danh gia hiéu qua quy trinh ban hang 1a mot budc quan trong nham dam bao
rang cac hoat dong ban hang dién ra dung dinh hudng, mang lai hiéu qua kinh doanh va
dap tng nhu cau khach hang. Pay 1a mot s6 tiéu chi co ban duoc sir dung phd bién trong
viéc do Iuong hi€u qua quy trinh ban hang tai doanh nghiép:
1.6.1. Thei gian ban hang

Thoi gian ban hang dugc hiéu 1a khoang thoi gian trung binh tir khi khach hang
bt dau thé hién su quan tam dén san phém/dich vu cho dén khi giao dich dugc hoan tat.
Pay 1a mot chi s6 quan trong phan anh mtc do hiéu qua cta quy trinh ban hang. Néu
thoi gian ndy cang ngan, diéu dé cho thiy cac budc trong quy trinh da dugc t6i uu hoa,
g6p phan rat ngan chu ky ban hang va nang cao kha nang chuyén d6i khach hang tiém
ning thanh khach hang thuc té.
1.6.2. Mirc dé hai long ciza khach hang

Sy hai long cua khach hang 1a mét chi sé dinh tinh nhung mang tinh quyét dinh
dén su thanh cong 1au dai cua hoat dong ban hang. Mtrc do hai long dugc do luong thong
qua khao sat ¥ kién, phan hoi, danh gia, hodc phan tich sb lugng va ndi dung céc khiéu
nai cua khach hang. Chi s6 nay cang cao chimg to quy trinh ban hang dap ung t6t nhu
cau, ky vong cua khach hang, tir 6 gop phan duy tri tép khach hang trung thanh va tao
hiéu tng lan toa, thu hat khach hang mai thong qua gioi thiéu.
1.6.3. Hiéu sudt doanh thu va lgi nhugn

Tiéu chi nay danh gia kha nang chuyén doi khach hang tiém ning thanh khach
hang thuc té, thong qua cac chi sd nhu: ty 1¢ chdt don, doanh thu binh quan trén mdi
khach hang, ty suét loi nhuan gop. Néu céc chi s6 ndy cao va ting trudng dn dinh, didu
d6 phan anh ning luc ban hang tbt, kha nang tu van hi¢u qua va sy phu hop giita san
pham véi nhu cau thi trudng. Pay 1a mot trong nhirng tiéu chi cbt 161 danh gia chit lugng
toan di¢n cua quy trinh ban hang.
1.6.4. Murc d¢ tuan tha quy trinh cia nhan vién

Mot quy trinh ban hang du dugc thiét ké khoa hoc dén dau ciing khong thé phat
huy hiéu qua néu khong dugce trién khai ding cach. Do d6, mirc d6 tuan thu quy trinh
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ctia d6i ngili nhan vién 13 mot tiéu chi quan trong dé danh gia. Khi nhan vién thuc hién
day du va chinh x4c cac budc trong quy trinh, doanh nghiép c6 thé dam béo tinh nhét
quan trong chat luong dich vu, giam sai sot va cai thién trai nghiém khach hang. Pong
thoi, viée tudn thu ciing gitip qua trinh danh gi, cai tién quy trinh dwgc thuc hién dé
dang va hi¢u qué hon.
1.7 Chi phi ban hang

- Bao gdm chi phi marketing, lwvong nhan vién, chi phi van hanh.

- Doanh nghiép can t6i wu hoa chi phi ma vin dam bao hiéu qua ban hang.
= Chuong 1 da trinh bay chi tiét cac khai niém vé ban hang, quy trinh ban hang va cac
tiéu chi danh gia hiéu qua ban hang. Nhimng kién thirc nay s& lam nén tang dé phan tich
thuc trang va mot s giai phap cai thién quy trinh ban hang ciia Cong ty C6 Phan SX
TM DV AOF — Pa Ning trong cac chuong tiép theo.
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CHUONG 2: PHAN TiCH QUY TRINH BAN HANG TRUC TIEP TAI CONG
TY CO PHAN SX TM DV AOF — PA NANG

2.1. Téng quan vé Céng ty TNHH TM DV AOF - Pa Ning

2.1.1 Gig1 thigu chung

Loai hinh doanh nghiép: Cong ty c6 phan ngoai NN
Tén Cong ty: CONG TY CO PHAN SAN XUAT THUONG MAI DICH VU
AOF — Da Néng
Tén qudc té: AOF SERVICE TRADING PRODUCTION JOINT STOCK
COMPANY
Tén viét tait: CONG TY CO PHAN SX TM DV AOF
Dia chi: 397 Nguyén Hitu Tho, Khué Trung, Cam Lé, Pa Nang
Nganh nghé chinh: Hoat dong thiét ké chuyén dung
chi tiét: Hoat dong thiét ké noi that.
Nguoi dai dién: VO Thanh Cong
Hotline: 0901 976 056
Email: info@noithataof.com
Website: https://noithataof.com/
Ngay hoat dong: 2016-10-26
Ma sb thué: 0314081521

Logo cua cong ty:

NOITHATHAGE

Noi y tudng diroc thu'e hién

(Nguon: https://noithataof.com/)
Hinh 2. 1: Logo ciia Cong ty C6 Phin SX TM DV AOF- Pa Ning

2.1.2 Lich si hinh thanh va phat trién Cong ty Cé Phan SX TM DV AOF- Pa Néing

Nam 2014, AOF chinh thic dugc thanh lap, chuyén hoat dong trong linh vuc da

nhan tao Solid Surface. Nhim dép tmg nhu ciu ngay cang cao vé vt liéu hoan thién noi

—ngoai that, ddc biét 1a cac san pham tir ¢4 nhan tao Solid Surface, cong ty khong nging

mo rong quy mo.
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AOF di thanh 1ap 3 chi nhanh tai cac thanh phé 16n nhy TP.HCM, Ha Noi va Da
Ning. Trong d6, tru so tai Pa Nang duoc dua vao hoat dong tir nam 2018, dia chi tai
397 Nguyén Hitu Tho, phuong Khué Trung, quan Cam Lé, TP. Pa Nang.

Ngay tir khi thanh 14p, AOF d3 tap trung phat trién thé manh trong tu van thiét ké
va thi cong tron gbi cac hang muc nhu mat da lavabo, bép, ban dao, quéy 1& tan, bon
tam,... Ngoai ra, cong ty con cung cip va thi cong san nhwa, san gd céng nghiép, san
ngoai troi, tam PVC, cung cac vat tu phu trg chat lugng cao.

Thuong hiéu Nbi that AOF di xay dung duoc uy tin vitng chic trén thi truong nhd
vao ddi ngii k¥ thuat chuyén nghiép, quy trinh san xuit nghiém ngit va dich vu hau mai
tan tam. Cong ty da thi cong hang trim cong trinh trong va ngoai nudc, ddng thdi mo
rong hoat dong xuat khau sang cac thi trudng cao cap.

Trong giai doan phat trién tiép theo, AOF dinh huéng diy manh d6i méi cong
nghé, mo rong quy mo san xuat va nang cao chat luong dich vy, khang dinh vi thé 1a
don vi tién phong trong linh vyc d4 nhan tao va vat li¢u hoan thién hién dai.

2.1.3 Tdm nhin va sir ménh ciia Cong ty C6 Phan SX TM DV AOF- Pa Ning
a) Tam nhin

AOF dinh huéng tré thanh nha san xuét va cung cip hang dau tai Viét Nam trong
linh vuc thiét ké — thi cong noi that, dic biét voi san phém da nhan tao Solid Surface va
cac vat liéu hoan thién hién dai. Cong ty khong ngimg d6i méi dé vuon tim quéc té,
mang dén nhitng san pham va dich vu chat lugng cao, dap tng nhu cau thim my ngay
cang cao cua khach hang.

Véi d6i ngii nhan su giau kinh nghiém, AOF hudéng dén vi tri Nha cung cap uy tin
va dang tin cdy nhét trong nganh kién tric — noi that, cam két khong nglmg nang cao
hiéu qua thAm my va chat luong san pham.

b) Sir ménh
AQF hoat dong dua trén triét Iy "Chat lugng - Sang tao - Dich vu", v61 st ménh cung
cap san pham va dich vy uru viét, nang cao gia tri cudc song cho khach hang. Cong ty dé
cao cac gia tri cbt 16i nhu khat vong, chinh truc, chuyén nghiép va nhéan vin

Cam két ciia AOF:

- V&i khach hang: Mang dén khong gian song hién dai, tién nghi va dang cap.
- V6i nhan vién: Xay dung moi truong lam viée chuyén nghi¢p, than thi¢n, tao
diéu kién phat trién nghé nghiép va nang cao thu nhap.
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- V6i xa hoi: Phat trién hai hoa giira lgi ich doanh nghiép va loi ich cong dong,
doéng gop tich cuc vao cac hoat dong xa hdi va thé hién trach nhiém cong dan.
2.1.4 Linh vuc kinh doanh
Cong ty Co phan SX — TM — DV AOF — Pa Ning hoat dong chu yéu trong linh
vuc thiét ké, san xuat va thi cong cac san pham tir ¢ nhan tao Solid Surface cing cac
vat li¢u hoan thién ndi — ngoai that hién dai.
¢ Linh vuc chinh
Cung cp va thi cong da nhan tao Solid Surface — linh vuc cdt 161 va thé manh cia
cong ty.
< Danh muc san pham — dich vu
- P4 nhan tao cao cip: Solid Surface, ¢4 Marble nhén tao, da van may.

- Da tu nhién: Phyc vu céc cong trinh yéu cau tinh bén va thaim my cao.

Thiét bi vé sinh: Bon tam, lavabo lién khéi bﬁng da nhan tao.

- Vat liéu san: San nhya, san tham.Vat tu phu thi cong: Cac phu kién va vat li¢u
hd tro thi cong chuyén dung.

- Do gd noi that: Ké tivi, giwdng ngu, til bép, ban ddo,...

- Dijch vu thiét ké noi that: Tu van va thiét ké tron géi nha phd, cin ho, van phong,
khach san,...
= Vi danh muc san pham da dang va chét luong cao, AOF dap tng toan dién nhu cau
thiét ké — thi cong ndi that cho nhiéu phan khiic khach hang khac nhau.
2.1.5 Co cidu by may té chirc ciia Cong ty Cé Phan SX TM DV AOF - Pa Ning
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Héi ddng quan tri

Giam doc
4 b 4
Giam déc ki thuit Giam déc kinh doanh Giam déc tai chinh
»  Phong thiétké »| Phong kinh doanh Phong ké todn [
»  Phong sin xuit » Dich vu sau bdn hing Phong nhin sir -

( Nguon: Phong nhan su)
Hinh 2. 2: So' dd co cdu td chirc clia Cong ty Co Phan SX TM DV AOF - Pa
Ning

Qua so dd co cdu t6 chirc ta nhan thiy viéc phan cip quan Iy rat cu thé va rd rang
¢6 su phdi hop giita cac bd phan véi nhau trén nguyén tic 1 cap trén. Theo so d6 cac
phong ban dugc phan dinh 10 rang quyén han va trach nhiém dam béao thuc hién theo
nguyén tic va yéu cau cua cong ty.
2.1.6 Chirc nang va nhiém vu caa cac phong ban

Hoi dong quan tri: La co quan quan 1y ctia cong ty, toan quyén nhan danh cong ty
quyét dinh cac van dé lién quan téi muc dich, gitp cong ty di theo ding dinh hudéng véi
muc tiéu dé ra.

a) Gidm déc chi nhanh

Pinh hudéng va chi dao moi hoat dong cua cong ty, ddm bao cac muc ti€u chién
luge duoc thuc hién. Xay dung, diéu chinh va thuc hién chién luoc dai han, nham phat
trién bén vitng cho cong ty. Quan 1y ngan sach, tai chinh coéng ty, bao gém viéc kiém
soat chi phi, lgi nhuan va duy tri tai chinh lanh manh.

- Giam sat cac hoat dong hang ngay cia cong ty, tir san xuat, cung (g san pham,

dich vu cho dén cac van dé noi bo.

- Pua ra cac quyét dinh 16n anh huong dén cong ty nhu dau tu, chién luoc phat
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trién, nhan sy cap cao.

Xéc dinh va trién khai cac bién phap dé duy tri su phat trién lién tuc va bén viing

cua cong ty trong dai han.

Cung cép thong tin chinh x4c vé tinh hinh cong ty, cac van dé phat sinh va két

qua hoat dong cho hoi dong quan tri.

b) Gidm déc ky thugt

Giam dbc K§ thuat quan 1y, diéu phdi, va giam sat cac hoat dong k¥ thuat, dam

bao chat lugng, hiéu qua va an toan trong cac du an, dong thoi thuc day nghién ctru va

phat trién cong nghé.

Lap ké hoach va trién khai cac chién lugc k¥ thuat.
Quan 1y nhan sy, thiét bi va cong nghé ky thuat.
Giam sat, danh gia chat luong san pham/dich vu.
HOb trg nghién ctru va phat trién san pham mai.

Xt Iy su ¢b va cai tién quy trinh k¥ thuat.

¢) Gidm déc kinh doanh

Giam dbc Kinh doanh chiu trach nhiém hd tro Giam ddc trong viéc xay dung va trién

khai chién lugc kinh doanh, quan 1y doi ngii, phat trién khach hang, gia ting doanh thu,

va gidm sat hiéu qua hoat dong kinh doanh.

Xay dung ké hoach kinh doanh ngan han va dai han.

Quan 1y, dao tao va phat trién doi ngii kinh doanh.

Tim kiém, md rong thi truong va phat trién mdi quan hé v6i khach hang.
Gidm sat, phan tich va bao cdo hi¢u qua kinh doanh.

Phéi hop véi cac phong ban dé dam bao tién do va muc tiéu kinh doanh.

Dé xuét cac giai phap ning cao hiéu qua kinh doanh va ting trudng doanh thu.

d) Gidm déc tai chinh:

Quan li tai chinh cac van dé lién quan dén hoat dong tai chinh ctia cong ty, kiém tra

tinh hop 1y va hop phap ciia cac ching tir, nghiép vu ké toan, giam sat viéc sir dung va

quan ly tai san ctia doanh nghiép, ddm bao tuan thu cdc quy dinh phap luat va quy trinh

ndi bd, dua ra cadc phuong an quan 1y nhan su.

Giam sat bo phan ké toan dam bao tinh chinh xac
Pua ra ké hoach thu chi cho cong ty
Quan ly bo phan nhan sy
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- Pua ra cac chién lugc tuyén dung va dao tao phi hop véi nhu cau cia cong ty
e) Phong thiét ké:

Nghién ctru thiét ké va phat trién san pham. Trién khai cac du an thiét ké va ché
tao cac mau ma mai danh cho cong ty, hd trg bo phan san Xuét lép dat cac thiét bi méi
cling nhu san xuét san pham. Tim tdi cdc mau ma dep, an twong va 16i cudn khach hang,
tim kiém céc thiét bi méi phuc vu nhu cu san xuét cia cong ty

f) Phong sin xudt:
San xuat cac san pham theo don dit hang hodc theo yéu cau ctia cong ty
San xuat san pham theo dung thoi gian va yéu ciu miu mé cua cong ty
Dé xuét cac giai phap, cong nghé gitp cong ty dat dugc ning suat cao hon
g) Phong kinh doanh:

Tim kiém co hoi kinh doanh méi, mé rong thi truong, phat trién cac kénh phan
phéi va duy tri mdi quan hé véi khach hang. Quan 1y cac chién lugc marketing, xay
dung cac chuong trinh khuyén mai, quang ba san pham/dich vu, va thuc hién cong tac
ban hang.Pam phan, ky két hop dong véi khach hang va déi tac. Duy tri va phat trién
moi quan hé 1au dai v6i khach hang hién tai, dong thoi tim kiém khach hang moi.

Nghién ctru thi truong, d6i thu canh tranh, xu hudng tiéu dung va thiét 1ap cac muc
tiéu kinh doanh cu thé. Pua ra cac ké hoach va phuong phéap dé thu hut khach hang méi
thong qua marketing va ban hang truc tiép. T6 chirc cac hoat dong ban hang, tu van cho
khach hang va chdt don hang. Po ludong két qua doanh thu, loi nhuan, va danh gia sy
hiéu qua cua céc chién luogc kinh doanh. Tuyén dung, dao tao va gidm sat nhan vién ban
hang, dam bao doi ngii thuc hién tbt cac chién luge kinh doanh. Theo ddi va bao cao két
qua hoat dong kinh doanh cho cap trén.

h) Phong dich vu sau khi ban hang:
Pam nhan chirc ning stra chita, bao hanh, bao tri san pham cho khach hang. Mang
dén su hai long vé dich vu cling nhu san pham ctia cong ty cung cip
- Lién hé voi khach hang dé nhan phan hoéi sau khi mua hang
- Lén ké hoach bao tri bao dudng cho khach hang
- Phéi hop v6i phong kinh doanh dura ra cac ké hoach quang b4, hoi tham khach

- DPua danh sach va cham soc khach hang V.1.P
i) Phong Két todn
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Tong hop cac sb liéu tai chinh va 1ap bao céo tai chinh dinh ky nhu bang can dbi
ké toan, bao cao két qua kinh doanh, bao cdo luu chuyén tién t&, nhdm cung cép thong
tin vé tinh hinh tai chinh ctia doanh nghiép.

Kiém tra tinh hop 1y va hop phap cua cac chimg tir, nghiép vu ké toan, giam sat
viéc st dung va quan 1y tai san cua doanh nghi¢p, dam bao tuan thu cac quy dinh phap
luat va quy trinh ndi bo.

- Ghi chép, tong hop va béo cdo cac giao dich tai chinh.

- Quan ly va bdo v¢ tai san cua doanh nghiép.

- Kiém tra va kiém soat cac nghiép vu ké toan.

- Lap béo cao tai chinh theo yéu cau ctia co quan nha nude va cac bén lién quan.

- Thyc hién cac cong viéc lién quan dén thué, bao hiém xa hoi va cac nghia vu
phép ly khéc.

j) Phong nhan su:

Theo doi quan 1y nhan sy, thyc hién déy du ché d6 bao hiém, luong, sép xép lao

dong va ndi quy lam viéc
- Thuyc hién cong tac tuyén dung va dao tao
- Xay dung ché d6 luong thuong
- Thuc hién cong tac xét, duyét tang luong
- Thuyc hién cong tac canh cdo va xu li vi pham

2.2. Céac yéu té mdi treong vi md, vi méd tac dong dén hoat dong kinh doanh
cua doanh nghiép

2.2.1 Moi truwong vi mo

a) Moi trwong Kinh té

*Kinh té :Viét Nam dang duy tri toc do ting trudng kinh té 6n dinh (GDP ting
khoang 6-7%/nam), kéo theo sy phat trién manh cia nganh xay dung, ha ting va bat
dong san trong d6 Pa Ning 1a mot trong nhirng thanh phd phat trién nhanh nhat Viét
Nam, c6 nhiéu du an d6 thi, khach san, khu nghi dudng, trung tdm thuong mai... can st
dung d4 granite trong thi cong. Xu hudng dau tu vao bat dong san cao cip thic diy nhu
cau st dung vat li¢u ty nhién bén dep nhu dé granite, tao co hdi 16n cho doanh nghi¢p
trong nganh.

Doanh nghiép d4 granite hudng loi tir s phat trién nay nhung ciing can linh hoat trong
chién luoc gia va san pham dé dap (mg nhu cau da dang cia thi truong.
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*Bién dong chi phi nguyén vat liéu va nhan cong;

- Nguyén liéu ddu vao: Gia thanh khai thac va nhap khau da khéi co6 thé bi anh
huong bai bién dong thi trudng qudc té va chinh sach bao vé tai nguyén trong nudc.

- Chi phi van chuyén: Gia xing dau va logistics ting lam ting chi phi dwa d4 tir
mo dén nha may va tir nha may dén cong trinh.

- Chi phi nhan coéng: Pa Néng c6 luc lwong lao dong ddi dao, chi phi nhan cong
thap hon TP.HCM va Ha Noi, nhung xu huéng ting lwong cé thé lam tang chi phi san
XUAt.

Doanh nghiép can ti vu hoa quy trinh san xuit va dau tu cong nghé dé giam chi phi,
d6ng thoi c6 chién luoc diéu chinh gia ban phu hop.

* Chinh sach tai chinh, thué va 13i suét:

- Thué tai nguyén: Chinh phu dang ting cuong quan 1y va danh thué khai thac tai
nguyén thién nhién, 1am tang chi phi cho doanh nghiép khai théc da.

- Lai suat ngan hang: Néu 13i sut cao, doanh nghiép vay von mé rong san xuat sé
chiu ap luc tai chinh 16n.

- Chinh sach hd trg doanh nghiép: Cac chuong trinh khuyén khich dau tu vao cong
nghiép vat liéu xdy dung c6 thé mang lai co hoi tiép can ngudn von vu dai.

Doanh nghiép can c6 ké hoach tai chinh chat ché&, giam phu thudc vao vay ngan hang va
tan dung cac uu dai chinh sach.

C) Moéi trwong chinh tri phdp ludt.

Chinh sach khai thac tai nguyén: Chinh phii ngay cang kiém soat chit ché viéc
khai thac da tu nhién dé bao vé moéi truong.Nhiu dia phuong, bao gom Pa Néng, di
han ché cap phép khai thac méi, khién doanh nghiép phai nhap nguyén liéu tir cac tinh
khac nhu Binh Dinh, Khanh Hoa.

Quy dinh vé méi trudng va xir 1y chat thai: San xuat da granite gay bui, nudc thai,
chét thai ran, budc doanh nghiép phai dau tu vao hé théng xir Iy.Xu hudng "xanh hoa"
nganh xay dung yéu cau doanh nghiép phai chimg minh san pham than thién véi moi
truong.

Pay dugc coi 1a thach thirc dbi v6i doanh nghiép khi phai dau tu manh tay vao cong
nghé xir i bui, nudc thai hodc phai cai tién quy trinh van chuyén dé phu hop véi chi phi
va xu hudng xanh.

d) Moéi trwong cong nghé
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Cong nghé khai thac va ché bién: Str dung méy cit CNC, robot danh bong gitp
ning cao nang suat, giam hao hut nguyén liéu.Cong nghé xir Iy bé mit méi giup tao ra
da granite chong tray xudc, chdng tham tot hon.

Ung dung cong nghé s trong kinh doanh: Xu hudng ban hang qua website, mang
x4 hoi, san TMPT gitip doanh nghiép tiép can khach hang dé dang hon.Céng nghé
VR/AR gilp khach hang trai nghiém san pham tir xa trude khi mua.

Day dugc coi 1a thach thire dbi voi doanh nghiép khi phai lién tuc d6i méi cac nén tang
ban hang online dé tiép cn thi truong tot hon va c6 nhiéu khach hang hon diéu nay ciing
ddng nghia v6i chi phi ban hang s& tang 1én.

e)Moi trwong vin hod — xa hoi

*Xu hudng tiéu dung va thi hiéu khach hang:

Khach hang wa chudng da tu nhién hon vat liéu nhan tao do do bén va thim my
ca0.Céc cong trinh cao cip (khach san, biét thu, resort) ngay cang chudng da granite
nhap khau (An Do, Brazil) hon da noi dia do mau ma da dang hon.Nhu cau ca nhan hoa
san pham: Khach hang thich dit theo mAu riéng thay vi mua hang c6 san.

* Dan s6 va d6 thi hoa: Ty 1€ d6 thi hoa tai Viét Nam cao (hon 40%), kéo theo nhu
cau vat liéu xay dung lon.ba Ning dang m¢& rong d6 thi, tao co hoi 16n cho nganh da
granite
Day vira 1a thach thirc khi cong ty phai luén d6i méi san pham, cai thién mau ma dé phu
hop vai nhu cau cta khach hang nhung ciing 13 co hoi khi ¢6 nhiéu cac nha thau xay
dung 16n dé cong ty hop tac hon.

Két Lugn: Co thé thidy méi truong vi md ¢ nhiing tac dong dén doanh nghiép san
xudt da noi chung va cong ty noi riéng. Cong ty phai luén d6i mai trong timg khau dé
phat trién 1 cach bén ving trong thi truong canh tranh khdc liét nhu hién nay.

2.2.2. Moéi trwong Vi mo

a) Khach hang

Trong qué trinh xay dung va phat trién thuong hi¢u, Cong ty C6 phan San xuat —
Thuong mai — Dich vu AOF (Pa Ning) da ting budc mé rong quy md kinh doanh va
thiét 1ap hé thong dai 1y phan phdi rong khap trén toan qudc, tir Bac dén Nam, véi sy
hién dién noi bat tai cac thanh phd 16n nhu Ha Noi, Pa Nang va TP. H6 Chi Minh. Nho
vay, AOF da xay dung dugc mdt tap khach hang da dang, bao gff)m:

- Khéch hang bén 1¢
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- Kién tric su

- Céc cong ty xay dung

- Doanh nghiép hoat dong trong linh vyc ndi that, décor

- Ho gia dinh

- Xudng moc

- Xuéng ché tic d4 ty nhién

- Trung tdm thuong mai, van phong, du an bat dong san

- Céc dbi twong khach hang khac nhu: co so san xuat ban ghé, kinh, quang cdo....

Ngoai hé théng khach hang chuyén nghiép va dai Iy phan phéi, AOF con phuc vu
nhom khéach hang tiéu dung ca nhan tryc tiép. Tuy nhién, nhém khach hang nay hién chi
chiém ty trong nho trong tong doanh thu cua cong ty do s6 lugng don hang thudng
khong 16n.

AOF dinh hudng phét trién bén viing dya trén triét Iy: “LAy chat luong lam cét 15i,
dich vu cham soc khach hang 12 yéu t6 gin két gitta thuong hiéu va ngudi tiéu dung.”
Cong ty ludn chi trong vao viéc giai quyét hai hoa loi ich cta khach hang, xem d6 1a
nén tang xay dung long tin va sy trung thanh ciia khach hang dbi véi thuong hiéu AOF
trén thi truong.

b) Nha cung cip

- Nha cung cip chinh cua cong ty 1a Cong Ty C6 Phan Pau Tu Thuong Mai Cao
Dat.

Dja chi: 197 T6 Hién Thanh, Phuong 13, Quan 10, Thanh Phé H6 Chi Minh. Cong
ty v&i bé dai hon 15 ndm cung cép cac san pham lién quan dén d4 nhén tao, da tu nhién,
san gd, san nhya. Pay 1a nha cung cap chinh cta cong ty khi cac don hang duoc chiét
khéu 15% téng gia tr1 don hang cling nhu hd trg 60% chi phi van chuyén,de]c biét nhét
d6 1a nguon hang ludn sin sang van chuyén cham nhét 3 ngay sau khi dat don . Yéu cau
ctia nha cung cip 1a mdi 1an di hang s& di t6i thiéu 1 cong 20 Ft.

Véi lich sir day dan kinh nghiém cung cip san pham lién quan dén da va nhya,
cong ty da hop tic va tré thanh nha cung cap chinh. Véi lich sir hon 10 nim hop téc
cung voi lich st day dén 2 cong ty hira hen tré thanh dbi tac chién luge cua nhau, thuc
day hop tac phat trién hon trong tuong lai

- Nha cung cip thir 2 ctia cong ty 1a Cong Ty TNHH MTV Ctr Nga.

Dia chi : Phé Quang, Phuong Thanh Hung, Thanh phé Thanh Ho6a.Véi lich six
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hon 10 nim kinh nghiép trong linh vuc san xudt cac san pham lién quan da. Uu diém
ctia cong ty 1a ludn thiét ké ciing nhu cip nhat cac miu ma méi trén thi trudng. Cong ty
cling c6 nhitng chinh sach vu dai khi nhap hang véi s6 lugng 16n va dam bao 1ay hang
thudng xuyén. Tuy nhién nhuoc diém 16n nhét chinh 14 gia thanh kha cao vi day 1a hang
c6 thiét ké mat riéng hoac mat dugc nhap khau truc tiép tor nudc ngoai, khach hang néu
dat mau ma riéng sé phai chod doi kha 1au.

Cong ty TNNH MTV Cir Nga dugc coi 1a ddi tac quan trong thir 2 khi 1ay hang s6
lwong, dam bao dung thoi gian giao hang, da dang mAu ma va c6 thiét ké riéng, tuy nhién
gi4 thanh van hoi cao so v6i mit bang chung, trong twong lai hira hen khi da dat duoc
thoa thudn s& c6 nhirng chinh sach t6t hon tir cong ty.

2.2.3 Pdi thia canh tranh

Hién tai thi truong Viét Nam c6 rat nhiéu cong ty thiét ké va thi cong noi that uy
tin, tit ca déu xuat phat tir nhu cau khach hang. Pé dap ung t6t nhu cau cho khach hang
thi cic cong ty phan phdi dang ngay cang xuat hién va phét trién véi su uy tin vé san
phém, chét luong vé dich vu. Doi hoi, cong ty phai nhan dinh dugc van dé d6 va c6
nhing chién lugc thu hat khach hang.

Tai thi trudng Pa Nang co cac ddi thu canh tranh nhu sau:

Bdng 2. 1. Poi thii canh tranh ciia Cong ty C6 Phan TM DV AOF — Pa Ning

ty ¢6 hon 100 nhan
su va tham vong
dat muc tiéu 2028
cO doanh thu trén
1000 ty dong

khach hang.

Tén cong Tong quan vé Pi¢ém manh Pi¢m yéu
ty cong ty

Cong Ty |Dia chi: 284-286 |Thé manh SBS | Khong tu thiét ké
TNHH Lé Quang Chi Q. House 1a tu thi cong. mau ma.

Thiét K& |Cim Lé, TP. Pa |- Véiluongnhansy | >Véi nganh nodi
Va Xay |Néing. Cong ty |day din kinh nghiém | that thay d6i phu
Dung dugc thanh lap cac tho lanh nghé cua hop voi  xu
SBS nim 2012 t6i thoi | cong ty c6 thé dap | hudng la diéu bat
House diém hién tai cong ung dugc nhu cau cla budc, tuy nhién

cong ty chi dung
nhitng mau co
san chua dap tmg
duoc du su da

dang trong mau
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ma

Cong
Noi

ty
that

Dezicor

bia chi: 79 -
Ngé May,Q.Cam
Lé ,TP.Pa Nang

C6 showroom trung
bay hoanh
—>Hudng téi khach

trang

hang va phuc vu nodi
that nhiéu hon, diéu
nay cling gitip cong ty
khong bd qua cac

khach hang nho va lé.

Khong c6 xudng
san  xuét van,
thuong cong ty
s€ nhap cac san
phim tr bén
ngoai ban lai

- Khéach hang
¢6 nhu cau mua
hang sb luong
lon sé phai cho
doi rat 1au vi qua
trung gian van
chuyén, phai phu
thuoc vao nha

cung cap.

Cong

ty

Cd Phan

SX

™

DV AOF

Ning

Da

bia chi: 397
Nguyén Hiru Tho,
Khué Trung, Cam
Lé, Pa Nang

- C6 xudng san xuat
da riéng phuc vu
theo ting yéu cau
cua khach hang.

- Co doi thi cong day
dan kinh nghi¢ém

- C6 xe chuyén chéd

khach

hang thuén ti¢n hon

gip cho

trong viéc mua hang
- Cong ty dap tng
dugc nhu ciu cua

khach hang du ldy

lugng s6 lugng 16n

Luong hang dir
try trong kho 16n
vi kinh doanh cac
san pham noi that
nhiu vat li¢u
khac nhau

- Thuong dan
dén hién tuong
qué tai trong kho,
doi hoi phai mé
rong quy mo kho
cling nhu cong

tac quan 1y kho.
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hay khach 1¢, dam
bao san pham dén tay
khach hang trong thoi
gian ngin nhat, va thi
cong nhitng cong

trinh dep nhat

2.3. Cac nguén luc ciia doanh nghiép anh hwéng dén hoat déng kinh doanh
2.3.1 Tinh hinh co sé vdt chdt

- Vi tri : 397 Nguyén Hitu Tho, Khué Trung, Cam Lé&, Pa Ning

- Co sé ha tang xung quanh: Nam mat tién trén dudng qubc 19, dé nhan thay.

Bdng 2. 2: Thong ké may méc thiét bi cong ty C6 Phan SX TM DV AOF —

Pa Ning

Co sé vat chat S6 lwong bvT
May tinh 5 May
Ban ghé lam viéc 5 Bo
May photo 1 May
Bo ban ghé tiép khach 1 B
May diéu hoa 1 May
May quat 1 May
Wifi 1 Cuc
Sang Silicon 1 Cai
Sung keo 1 Cai
bia cling 2 Cai
Dia Mém 1 Cai
Cat nham bong 16n 2 Cai
Day nguon 2 Cai
Milii khoan gb 1 Céi
Duc 1 Cai
Dao cat gidy 3 Céi
Kim 1 Cai

w
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Kéo 1 Cai
Tua vit 2 Cai
Thudc thuy 1 Cai
Khoa mé may 3 Céi
Thudc do 2 Cai
Ludi cat gach 1 Céi
Keo 502 47 Cai

(Nguon: Phong Ké Toan)

Nhdn xét:

Cong ty C6 Phan SX TM DV AOF — Pa Nang c6 vi tri thuan loi tai mat tién duong
16m, dé nhan dién va tiép can. Co s& vat chat duoc trang bi & mirc co ban, gém déy du
may moc van phong nhu mdy tinh, may photocopy, ban ghé 1am viéc va cac thiét bi hd
tro san xuét nhu sung keo, dao cit, thude do,... phuc vu tot cho hoat dong hién tai. Tuy
nhién, dé dap mg nhu cau mé rong, cong ty nén tiép tuc dau tu nang cap trang thiét bi
trong thot gian toi.

2.3.2 Nguén nhan luc
Bdng 2. 3. Co cau Nhan sy ciia cong ty Co6 Phan SX TM DV AOF — Pa Ning

NAM SO SANH
CHI 2022 2023 2024 2023/2022 2024/2023
TIEU S6 | Tyle| S6 | Tyle| Sb | Tylé | Chénh Chénh
% %
lwgng (%) |lwong | (%) | lwong | (%) léch léch
Tong
9 100 12 100 |22 100 3 33.3 |10 83
lao dong
Gidi tinh
Nam 8 89.9 |11 91.7 |11 50 3 375 |0 0
Nir 1 111 |1 8.3 11 50 0 0 10 1000
Trinh d¢ chuyén mon
bai hoc
. 3 333 |4 333 |11 57.89 |1 333 |7 175
va Sau
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dai hoc

Cao
ding &
trung

cap

444 |6

50

36.84 |2

16.67

Khac

222 |2

16.7

5.27 |0

-1

50

(Nguon s6 liéu : Nhdn sy cong ty Cé Phan SX TM DV AOF — Pa Ndng)

Nhdn xét: Tinh hinh lao dong tai cong ty C6 Phan SX TM DV AOF - Pa Néng c6
xu huéng tang nhe qua cac nam. Nam 2023 cong ty tang 3 lao dong chiém 33.3% so véi
nam 2022 nhén thay cong ty c6 ké hoach phat trién va md rong thi truong. Nam 2024
cong ty ting 10 lao dong twong tng ting 83% diéu nay cho thiy cong ty da xac dinh
dugc muc ti€u nén quyét dinh dau tu mé rong thi phﬁn hon ntra.

Cong ty c6 co cau ngudn nhan lyc theo gi6i tinh cua lao dong nam chiém phan
16n. Lao dong ndm 2022 nam chiém 89.9%, lao dong nir chiém 11.1% va dén nim 2024
lao d6ng nam va nira déu chiém 50%. Nguyén nhan 13 thoi gian gan ddy hoat dong cia
chi nhanh mé rong thi phan va nén can nhiéu nhan vién tu van ban hang 1a nit hon s&
thuan lo1 trong vi¢c giao tiép v6i khéach hang

Xét vé trinh d6 hoc van ctia thanh vién ctia cac nhan vién tai céng ty. Cac nhan
vién c0 trinh d6 hoc véan lao dong pho thong co ty trong tai 2022 14 22.2%, 2023-2024
co ty trong 1a 16.7% gidm 5.5 % so vo1 2022. Vé trinh do dai hoc va sau dai hoc 2022
co ty trong 33.3%, t&i nam 2023-2024 ty trong nhan vién c6 trinh dg dai hoc va sau dai
hoc 14 33.3%. Xét vé trinh d6 cao dang va trung cap tai nim 2022 c6 ty trong 13 44.4%,
2023-2024 c6 ty trong 50%. Piéu nay cho thiy trong nhitng nim qua cong ty dang tap
trung tuyén chon nhitng ngudi co trinh d6 cao hon, sang loc va gitt nhirng nhan vién cha
chét dé ¢6 duoc sy hiéu qua trong cong viéc tot hon.

Bdng 2. 4: Phan bo ngudn nhan lue qua cac nim

Nam
STT Chirc danh Nim 2023 | Niam 2024
2021
1 | Giam Déc 1 1 1
2 | Ké Toan 1 1 1
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3 | Nhan vién kinh doanh 1 3 8

4 | Nhan vién ky thuat 1 1 2

5 | Nhan vién thi cong 5 6 10

(Nguon s6 liéu : Nhdn si cong ty Cé Phan SX TM DV AOF- Pa Nang)

Nhdn xét: S6 luong nhan vién clia cong ty nhitng nim gan day ting nhan vién lam
viée & cac bo phan. Trong d6 chu yéu 1a ting & cac bd phan k¥ thuat, va nhan vién kinh
doanh, thi cong nguyén nhan 13 cong ty mé thém co s& méi. Viée ting sé luong nhan sy
da doi chi phi cia doanh nghiép tang 1én nhung khong anh hudng qua cao.

2.3.3 Nguén luc Tai chinh va Tinh hinh kinh doanh
2.3.3.1 Tinh hinh nguén lwc tai chinh ciia cong ty
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Bdng 2. 5 .Bang cin d6i ké toan qua cac nim ciia Cong ty C6 Phan SX TM DV AOF - Pa Niing giai doan nim 2022 - 2024

TINH HINH TAI SAN VA NGUON VON NAM 2022-2024

Thong ké tai sdn va nguon von

Phan tich khéi

Phan tich chi s6

o (PVT: Nghin Pong) (PVT: %) BVT:%)
Chi tiéu
2022 2023 2024 2023/2022 2023/2022 2024/2023 2024/2023
L.TAI SAN
A- TAI SAN
. 792.728 1.125.007 1.753.508 |  332.277 41.91 628.503 55.86
NGAN HAN
I. Tién va cac
khoan tuong 70.332 17.925 80.344 -52.407 -74.51 62.419 348.22
duong tién
II. Pau tu tai
, - 22.500 39.548 22.500 100 17.048 75.76
chinh ngan han
III. Cac khoan
phai thu ngin 397.826 674.861 948.785 277.035 69.63 273.924 40.58
han
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IV. Hang ton

o 301.878 389.075 654.187 87.197 28.88 265.112 68.13
0
V. Tai san ngan
22.692 20.644 30.644 -2.048 -9.02 10.000 48.44
han khac
B- TAI SAN
. 388.501 556.632 843.635 168.132 43.27 287.004 51.56
DAI HAN
I. Cac khoan
5.016 2.611 9.872 -2.405 -47.9466 7.261 278.09
phai thu dai han
I1. Tai san c6
283.532 331.159 471.356 47.627 16.79 140.197 42.33
dinh
Il. Tai san do
10.614 38.931 60.875 28.317 266.78 21.944 56.36
dang dai han
IV. Pau tu tai
3.500 114.999 256.354 111.499 3185.68 141.355 122.91

chinh dai han
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V. Tai san dai
85.837 68.931 45.178 -16.906 -19.69 -23.753 -34.45
han khac
TONG CONG 2.597.143
. 1.181.230 1.681.640 500.409 42.36 915.507 54.44
TAI SAN
NGUON VON
C- NO PHAI
i 629.274 951.756 1.837.590 259.482 37.48 885.834 93.07
TRA
I. No ngin han 666.911 913.629 1.756.842 246.718 36.99 843.213 92.29
II. No dai han 25.362 38.127 80.748 12.764 50.32 42.621 111.78
D- VON CHU
o 488.955 729.883 759.553 240.928 49.27 29.670 4.06
SO HUU
TONG CONG
] . 1.181.230 1.681.640 2.597.143 500.410 42.36 915.504 54.44
NGUON VON

(Nguon: Phong ké todn Céng ty Cé Phan SX TM DV AOF- Pa Ndng)
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Nhdn xét

Tai san qua cdc nam c6 xu hudng tang, nam 2023 tang 42,36% so voi nam 2022,
nam 2024 ting 54,44% so v&i nam 2023. Trong d6, tai san ngan han nam 2023 ting
332,277 triéu dong tuong tng v6i 41,91% so voi nam 2022, nim 2024 ting 628,503
triéu déng tuong tng véi 5,86 % so véi nam 2023, do tinh hinh kinh doanh c6 su tiang
truong nén cac khoan muc tién va cac khoan twong duong tién va hang ton kho ting
lam cho tai san ngan han c6 xu hudng ting. V& tai san dai han qua cdc nim c6 xu
huéng ting 6n dinh, nim 2023 ting 168,132 triéu dong twong tng voi ting 43,22%
s0 v6i nim 2022, nim 2024 ting 287,004 tridu dong twong tng véi 1,56% so voi ndm
2013.

Ngudn von ciia cong ty qua cac nim c6 xu hudng ting, tong ngudn vén nam 2023
ting 500,410 triéu dong twong tng ting 42,36% so véi nim 2022, nim 2024 ting
915,504 triéu dong twong g vai 4,44% so voi nam 2023. Vé ng phai tra qua cac nim
c6 xu huéng ting, nim 2023 ting 259,482 triéu dong twong Gng vai 37,48% so véi
nam 2022, nam 2024 ting 885,834 dong twong ung voi 3,07% so v4i nam 2023. Picu
nay 1a do cong ty da vay von dé mua thém cac loai may phuc vu cong viéc san xuat.

Nhin chung qua bang can ddi ké toan caa cong ty ta thiy tong tai san va tong ngudn
vbn déu ting 1én qua cac ndm, ching to cong ty dang ting truong va ngay cang phat

trién.
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2.3.3.2 Tinh hinh kinh doanh ciia cong ty
Bdng 2. 6. Bao cdo két qua tai chinh qua cdc nim ciia Cong ty Co Phan SX TM DV AOF — Pa Niing giai doan nim 2022 - 2024
(Nguén: Phong ké toan Céng ty Cé Phan SX TM DV AOF- Pa Néng

2022 2023 . 2023/2024 | 2023/2024
Chi tiéu . . 2024(NDONG) | So sanh 2022/2023
(NDONG) | (NDONG)
1. Doanh thu ban bang va cung cap dich vu | 1.398.395 | 2115.649 2.884.256 717.254 51.29 768.607 36.32
2. Cac khoan giam trir doanh thu 1.603 2.189 2.864 586 36.55 675 30.83
3. Doanh thu thuan ban hang va cung
cap DV 1.396.792 | 2.113.460 2.881.392 716.668 51.30 767.932 36.33
4. Gia von hang ban 1.142.953 | 1.254.868 1.447.567 111.915 9.79 192.699 15.35
5. Loi nhuin gop vé ban hang va cung
cap DV 253.839 858.592 1.433.825 604.753 238.24 575.233 66.99
6. Doanh thu hoat dong tai chinh 5.046 9.951 7.048 4.905 97.20 -2.903 -29.17
7. Chi phi tai chinh 32.166 60.865 90.057 28.699 89.22 29.192 47.96
Chi phi l&i vay 21.480 39050 21.480 100 17.570 81.79
8. Chi phi ban hang 80.220 82.432 89990 2.212 2.75 7.558 9.16
9. Chi phi quan 1y doanh nghiép 52.684 58.945 63984 6.261 11.88 5.039 8.54
10. Loi nhuén thuan tir hoat dong kinh
doanh 83.723 624.919 1143696 541.196 646.41 518.777 83.01




11. Thu nhap khac 554 678 774 124 22.38 96 14.15
12. Chi phi khac 76 82 89 6 7.89 7 8.53
13. Loi nhuan khac 478 596 685 118 24.68 89 14.93
14. Tong loi nhuan ké toan truéc thué 84.201 625.515 1.144.381 541.314 | 642.88 | 518.866 82.95
15. Chi phi thué TNDN hién hanh 16.840 125.103 228.876 108.262 | 642.88 | 103.773 82.95
16. Chi phi thué TNDN hodn lai - - - - - -
67.360 500.412 915.504 433.051 | 642.88 | 415.092 82.95

17. Loi nhuén sau thué TNDN
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Nhdn xét:

Doanh thu ban hang va cung cdp dich vu ctia cong ty qua 3 ndm c6 xu huéng ting
6n dinh, nam 2023 ting 717,254 tridu dong tuong Gmg voi 51.29% so voi nam 2022,
niam 2024 ting 768,607 triéu dong tuong tng voi 36.32% so voi nam 2023, diéu nay 1a
do vao nam 2023 cong ty di quyét dinh dau tu vao khach hang ciing nhu da dang san
pham hon gitip doanh thu ban hang ting 1én

Chi phi ban hang nim 2023 ting 6,261 tridéu dong twong tng vdi ti 1¢ ting 1,88%,
nam 2024 giam 5.039 tridu dong twong ing giam 8,54%. Didu nay cho thdy lugng khach
hang cua cong ty chi yéu dén tir lwong khach hang cii khi cac chi phi ban hang c6 xu
hudng gidam nhe qua cac nam.

Loi nhun sau thué thu nhap doanh nghiép qua 3 nim cta cong ty c6 xu hudng
tang, vao nam 2023 1¢i nhuan sau thué tang manh 433,051 tri€u déng tuong rng tang
642,8 % so voi nam 2022, nam 2024 tang 415,092 tridu dong twong tng tang 82,95%.
Kinh t& nim 2023 bat dau co6 su phat trién 1én dan t6i cac khach hang cii ciing tich cuc
mua hang tir phia cong ty dan dén hién tuong ting vot

—>Qua phén tich bao cao két qua hoat dong kinh doanh cuia cong ty ta thay tinh
hinh kinh doanh ctia cong ty qua 3 nim phat trién. Tuy nhién lwong khach hang cta cong
ty chi 1a khach hang cii diéu nay c6 thé qua loi nhuan nim 2024 da khong ting vuot troi
nhu nam 2023 dé phat trién hon cong ty can phai ¢ nhiing chién luoc kinh doanh mang
tinh dai han, can tap trung vao nhitng loi thé ctia doanh nghiép,tim kiém thém khach

hang méi cling nhu sap xép by may quan ly ban hang c6 trinh d¢ chuyén mén cao,.
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2.4 Phan tich quy trinh ban hang truc tiép tai Cong ty Cé Phan SX TM DV AOF —
Pa Ning
2.4.1 Quy trinh ban hang truc tiép tai cira hang

Quy trinh ban hang tryc tiép tai cira hang bao gém 7 budc nhu sau:

Chuan bi

y

Chao khach hang

y

Giao tiép v6i khach hang

y

Thuyét phuc khach hang

l

Chét don hang

y

Két thiic ban hang

Cham soc khéach hang sau ban

Hinh 2. 3 : So' @6 quy trinh ban hang truec tiép tai cira hang

Buéc 1:Chuén bj

Nhan vién ban hang can hiéu ro cac dic tinh, tinh nang, uu diém cua tung san
pham cong ty cung cap cho khach hang

Nhan vién ban hang can chuén bi sin cac hinh anh san pham thuc té, bang thong
sb k¥ thuat, chinh sach bao hanh, thong tin XUAt xtt,..
Buwée 2: Chao hoi khach hang

Chao hoi khach hang dé tao 4n twong tot ban dau. Sau d6 néi chuyén lam quen véi
39



khéach hang, dung nhitng cau héi don gian dé nhan biét duoc nhu cau cua ho, tir d6 lua
chon san phim phu hop nhét dé giéi thiéu cho khach hang.

Nhan vién can ludn giit thai d6 niém nd, lich sy, chao hoi bang nu cudi than thién
Buéc 3: Giao tiép véi khach hang

Nhan vién cb gang dit cac cau hoi mé dé tao cam giac thoai mai cho khach hang.
Sau d6 tim hiéu nhu ciu cua khach hang
Buéc 4: Thuyét phuc khach hang

Sau khi biét dugc nhu ciu cua khach hang thi nhan vién ban hang s& gi6i thiéu, tu
van cu thé cac san pham phu hop voi nhu cau cua khach hang. Néu 13 cac dic diém,
cong dung, l¢1 ich, mau sic, gia thanh, chinh sach chiét khau ma san phém mang lai cho
khach hang.

Giai dap tat ca thac méc cua khach hang giup ho tin twéng va yén tdim mua san
pham cua cong ty.

Buéc 5: Chét don hang

Sau khi khach hang quyét dinh mua san pham thi nhan vién ban hang s& di thanh
toan giup khach hang.

Nhan vién ban hang s€ luu lai thong tin khach hang va gidi thi¢u cho ho cac chuong
trinh khuyén mai néu c6 dé tao su gin két va an tugng vaoi khach hang dé ho sé nhd dén
cong ty va quay lai mua san phim néu c6 nhu ciu.

Déi voi nhitng khach hang ¢6 nhu cau giao hang tan nha thi cong ty sé hd tro giao hang.
Buéc 6: Két thiic ban hang

Nhén vién ban hang luén dit cau hoi “Hom nay ctra hang c6 thé gitp gi khac cho
anh chi khong?”. Piéu nay sé& khién khach hang cam thay duoc ton trong, cam thay dugc
phuc vu tan tinh, chu déo va mudn quay lai mua hang vao 1an sau. Cam on khach hang
d3 mua sdm tai ctra hang va khuyén khich ho quay lai hodc goi dién néu ho co bat ky
cau hoi hodc van dé nao.

Budc 7: Cham séc khach hang sau ban hang

Thudng xuyén lién lac dé biét tinh trang str dung san phdm cua khach hang, giai
dap tat ca thac mac dé ho cam thdy yén tim véi quyét dinh mua hang ciia chinh ho. Tir
d6 ho s& giup cong ty gidi thiéu tdi nhiéu khach hang hon nita. Cham séc khach hang
sau ban hang con giup cong ty tiét kiém duoc chi phi marketing dang ké.

Nhdn xét: Trong mdi trudong kinh doanh thyc té tai cira hang, quy trinh ban hang truc
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tiép tai ctra hang dugc td chic don gian, rd rang, dé thuc hién, nhim dap tmg nhanh nhu
cau khach hang va t6i wu hiéu qua 1am viéc ctia nhan vién.
2.4.2 Quy trinh ban hang truc tiép qua email

Quy trinh ban hang tryc tiép théng qua email cua cong ty gdbm 6 budc:

Tim kiém va xay dung danh
sach khach hang

|

Gui email gio1 thi¢u doanh

nghiép

A 4

Tu van vé san pham

v

Bao gia va dam phéan

!

Giao hang va thanh toan

Cham soc sau khi ban

Hinh 2. 4: So 6 quy trinh ban hang trwc tiép qua email

Budre 1: Tim kiém va xdy dung danh sach khach hang

Thu thap email tir trang web doanh nghiép, mang x4 hdi,) hodc tir cac mdi quan hé
doi tac.

Phén loai va luu trit email theo ting nhom d6i twong khach hang (doanh nghiép,
ca nhan, dai 1y...) dé d& dang c4 nhan hoa ndi dung giri di.
Budc 2: Guri email gioi thiéu doanh nghiép

Gui thu chao hang hodc gi6i thiéu cong ty véi ndi dung ngan gon, rd rang, lich su.

No6i dung nén néu loi ich san phém, gia tri khéac biét va kéu goi hanh dong (moi
lién hé, nhan tu van...).

Dinh kém catalog, bang béo gia, hinh anh san pham.
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Budée 3 : Tu van vé san pham
Sau khi khach hang phan hdi vé san phdm hodc trinh bay sy thit quan tim, doanh

nghiép can tién hanh tu van chi tiét va c4 nhan hoa ndi dung theo nhu cau cu thé cua
tirng khach hang. Viét Email tu vin gém cac ndi dung sau:

- Gi6i thiéu chi tiét vé san pham khach hang quan tam (thong sb k¥ thuat, uu
diém).Guri hinh anh thue t€ vé cic san pham d3 lip dat

- Tra10i cac cau hoi cy thé ciia khach hang vé gia ca, chiét khau, thoi gian giao
hang, bao hanh,...

- Giao tiép qua email can duy tri phan hoi nhanh chong, canh bao va thé hién trang
thai cau thi, sin sang ho tro, tir d6 tao ra su sang tao va thién cam tur khach hang.
Budce 4: Bao gia va dam phan

Khi khach hang di quan tdm va c6 nhu ciu mua hang r rang, nhan vién can tién

hanh thuong luong cac ndi dung cu thé dé di dén cong viéc chét don. Qua trinh nay can
phai thuc hi¢n linh hoat, minh bach va dam bao.Cac ndi dung thuong lugng:

- Pon gia, s6 luong, chiét khau (néu co).

- Thoi gian giao hang

- Phuong thirc thanh toan (tra trudc, tra sau, chuyén khoan)

- Chinh sach bao hanh
Buéc 5: Giao hang va thanh toan

- Gui email xac nhan giao hang, dinh kém theo hoa don VAT, phiéu giao hanh
hodc ma van don

- Huéng dan thanh toan chi tiét (chuyén khoan, cong ng....).

- Sau khi hoan tt thanh toan, glri email xac nhan da thu tién hodc bo phiéu dién
tu.
Buwée 6: Cham soc sau khi ban

- Guri thu cam on khach hang sau khi hoan tit don hang.

- Dinh ky giri email gidi thi¢u san pham méi, chuong trinh khuyén mai hodc huéng
dan sir dung san pham.

- Hoi tham va ghi nhan phan hoi tir khach hang
Nhdn xét: Quy trinh ban hang qua email tai Cong ty AOF dugc chia thanh nhiéu budc.
Tuy nhién, thuc té cho thiy mot sé bude cé thé bi trung 1ip hodc khong phat huy hiéu
qua rd rét trong mdi truong doanh nghiép nhé, noi khach hang chi yéu 1a c4 nhan va dai
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ly khong thuong xuyén tuong tac qua email.
2.4.3 Quy trinh ban hang truc tiép qua mang x& hgi
Ban hang truc tiép thong qua mang x4 hoi 1a phuong thire ban hang khong tiép xuc
tryc tiép gitta nhan vién va khach hang, thuong thong qua cic nén tang truc tuyén. Quy
trinh nay phi hop véi nhom khach hang ca nhan & xa, khong co diéu kién dén truc tiép

showroom. Tai AOF, quy trinh ban hang truc tiép dugc trién khai theo 6 budc:

[ MNghién crru san pham ]

b

r ey
™ ay dung chan dung khach
hang
o -
-

r e
Maw dumg ndi dung ban
hang
o —
w
‘e Ty
Tiép cén khach hang
o -
-
ra Ty
Chét don
. —
-
ra Ty
Cham soc sau khi ban

e —

Hinh 2. 5: So @ quy trinh ban hang truc tiép qua mang xa hoi
Buéc 1: Nghién ctru san pham
Pé viéc ban hang dat hi€u qud, nhan vién ban hang can chuén bi:
- Cac thong tin cua tirng san phém nhu cong dung, mau sdc, wu nhuoc diém, gia
ca,...
- Hiéu 6 ddc diém cua san pham, cic san pham véan chuyén xa nhu thé nao, thoi
gian van chuyén,.

Budce 2: Xay dung chan dung khach hang

Xac dinh khach hang s& nam trong d6 tudi nao

Khach hang c6 nhu cau nhu thé nao ddi v6i san pham cua cong ty

- Xu thé hién tai ctia khach hang 1a gi: ¢6 hién hay hién dai, sang trong hay t6i gian
Budce 3: Xay dung ndi dung ban hang
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- Ké hoach quay céc video gi6i thiéu vé san pham

- Gi6i thiéu cac cong trinh, san pham da duoc 1ap dit va do hai long cta khach
hang vé san pham ciia cong ty

- Nhan vién ban hang tién hanh dang bai ¢ cac nén tang nhu facebook,zalo.,,,

- Can chuan bj kich ban tur van khach hang
Buéc 4: Tiép can khach hang:

- Nhan vién tro chuyén véi khach hang dé tim hiéu duoc nhu ciu ciing nhu thong
tin cua khach hang

- Tu van vé cac san pham ciing nhu cac chinh sach ciia cong ty

- Tu van vé cach thirc ciing nhu thoi gian van chuyén

- Sau khi d4 tu van ciing nhu giai quyét dugc thiac mac khach hang huéng dan
khach hang Iya chon san pham
Buéc 5: Chét don

- Sau khi thuyét phuc khach hang sir dung san phdm ctia cong ty thanh céng hudng
dan khach hang téi budc thanh toan ciing nhu thong nhat vé thoi gian va cach thirc van
chuyén

- Tién hanh van chuyén va theo ddi don hang, hd tro khach hang vé sy ¢b néu gip
phai
Budc 6: Cham soc sau khi ban:

- Sau khi khach hang nhan duoc san phém can theo ddi t&i cach lép dat, cac van
dé phat sinh trong qua trinh lp dat

- Giir lién lac v&i khach hang tao su thién cam, hudng dan khach hang danh gia vé
dich vu va san pham cia cong ty
Nhdn xét: Trong thoi dai 4.0 nhu hién nay mang xa hoi gop phan khong thé thiéu trong
cudc sdng hang ngay cling nhu trong céng viée kinh doanh. Pay 13 noi hinh anh cua
cong ty duoc thé hién mot cach truc quan va tiép can nhiéu khach hang nhét. Vi vay quy
trinh ban hanh truc tiép qua mang xa hdi ¢ cong ty bao gdm 6 budc trong d6 khong thé
thiéu mot bude nao vi tiép can voi mot lugng khach hang 16n can dau tu cham chut that
k¥ vé hinh anh cta cong ty.
2.4.4 Quy trinh ban hang truc tiép qua dién thogi

Quy trinh ban hang tryc tiép thong qua dién thoai cua cong ty gdbm 4 budc:
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Budc 1: Chuén bi va thu thap thong tin
khéch hang

Budc 2: Goi dién tu van va gidi thi€u san

pham

[ Budc 3: BDam phén va xac nhan don hang J

A

Budc 4: Giao hang, thanh todn va cham soc sau
ban

Hinh 2. 6: So' @6 quy trinh ban hang trwc tiép qua dién thoai

Buée 1: Chuan bi va thu thap thong tin khach hang
Nhan vién kinh doanh tién hanh thu thap thong tin khach hang tiém ning tir cic ngudn
nhu:

- Khach hang cii da tirng mua hang.

- Cac moi quan hé tir nha phan phéi, gidi thiéu tir khach cil.

- Céc thong tin chuan bj bao gdm: tén cong ty/ca nhan, sé dién thoai, vi tri cong
trinh, loai san phém ¢4 nhu cau.

- Nhan vién ciing chuan bj trudc bao gia, khuyén mai, phi van chuyén va chinh
sach chiét khau dé sin sang tu van khi goi.
Budrc 2: Goi dién tu van va gidi thidu san pham

Nhan vién chu dong goi dién cho khach hang tiem nang.

Noi dung cudc goi gom:

- Gi61 thi€u ban than, cong ty AOF va ly do goi.

- Héi tham nhu ciu cua khach hang.

- Tu van san pham phu hop dya trén nhu cau thyc té.

- Néu khach hang c6 nhu cau, nhan vién giri kém hinh anh, bao gia qua Zalo dé

45



khéach xem tryc quan hon.

Budc 3: Bam phan va xac nhan don hang

Khi khach hang quan tim va mudn mua, nhan vién tién hanh thuong luong:

- Gi4 ca (co thé diéu chinh theo sb luong).

- Thoi gian giao hang (thudng trong ngay néu ¢ Pa Ning).

- Hinh thtrc thanh toan (chuyén khoan, tién mit,...).

- Sau khi théng nhat, don hang s& dugc xac nhan bang tin nhin hodc gui file bao
gid/don hang qua Zalo hoac email.

- B0 phén giao hang duoc thong bao dé chuan bi xe va hang hoa.
Budc 4: Giao hang, thanh toan va cham séc sau ban

- Giao hang dung dia chi, thoi gian theo yéu cau ctia khach.

- Nhan vién goi lai sau khi giao hang dé:

- Xéc nhan khach da nhan ding va da hang.

- Hoi tham chét luong phuc vy, d6 hai 1ong.
Nhdn xét: Trong thuc tién hoat dong ban hang truc tiép qua dién thoai 1 kénh giao tiép
nhanh, tién loi va thuong dugc dung dé chét don truc tiép vai khach hang da c¢6 nhu cau
hodc da quen thudc. Do do, viéc xay dung quy trinh ban hang qua di¢n thoai theo 4 budc
co ban 1a hoan toan hop 1y, dam bao vira don gian, dé thuc hién, vira dap ung duoc cac
muc tiéu ban hang.
2.5 Cac yéu té anh hwéng dén quy trinh ban hang truec tiép

Bdng 2. 7. Cac cong cu va phin mém hd tro ban hang truc tiép tai cong ty

Tén phin mém Cong dung Pic diém

GOOGLE ADS Cong cu marketting -Hién thi banner quang céo trén
cac wedsite nim trong mang
ludi quang cao

- Hién thj video trude, sau hodc
trong khi phat video trén
youtube

-Xuat hién tir khoa tim kiém lién

quan dén sdn pham va dich vu

khi ngudi dung tim kiém google
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MISA AMIS Quan ly ban hang -Quan 1y don hang, hop dong,
béo gia
-Theo doi cong ng, doanh thu

theo nhan vién ban hang

«%» Nguon nhan lwc ban hang truec tiép
Tinh dén thoi diém nghién ciru, bd phan kinh doanh cua Cong ty AOF c6 tong
cong 8 nhan vién ban hang, dugc chia thanh hai nhom chinh:
e Nh6m 1 — Ban hang tai cong ty (truc tiép): 3 nhan vién
e NhOm 2 — Ban hang qua dién thoai va Zalo: 5 nhan vién
Nhan vién ctia nhom 2 c6 nhiém vu chu yéu la goi dién, chdm s6c¢ khach hang cii,
gi6i thiéu san pham moi va chdt don hang tir xa.
*Trinh d6 hoc vén:
- C0 2/8 nhan vién tét nghiép dai hoc chuyén nganh kinh té, quan tri kinh doanh.
- CO0 4/8 nhan vién c6 trinh d6 cao ding hodc trung cap.
- CO 2 nhan vién con lai tt nghi¢p phé thong va dugc dao tao nghiép vu ndi bo.
* Kinh nghi¢m lam viéc:
- Chi 3/8 nhén vién c6 kinh nghiém ban hang > 2 nam.
- Con lai da s6 méi 1am duéi 1 ndm hodc méi chuyén sang ban hang qua dién thoai.
- K¥ ndng chuyén mon:
- Nhan vién c¢6 k¥ ning goi dién va thuyét phuc khach con han ché, nhiéu trudng
hop trinh bay lan man, thiéu tu tin.
- Viéc str dung cong cu hd tro ban hang (file béo gia, Zalo OA, Excel, phan mém
quan 1y khach hang) con lang ting, chua dong bo gitta cac ca nhan.
*Pao tao nd1 bo:
- Cong ty chua c6 ké hoach dao tao bai ban, chi hudng dan ban dau va dé nhan
vién tu hoc qua thuc té.
- Thiéu c4c budi chia sé¢ kinh nghiém, mo phong tinh hudng xtr 1y tir chbi hodc goi
dién theo nhém khach hang cy thé.
% Uwu dii cia cong ty
Dbi voi wu dii cua cong ty danh cho khach hang cong ty c6 phan loai khach hang
thanh 2 ngudn:
Khich 1é: Chiém khoang 60% — chu cong trinh nhé, ca nhan xay nha, thau phu.
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U dii cua cong ty:

- Chiét khau don hang: Giam 1-2% cho cac don hang tir 20 triéu trd 1én.

- HO tro van chuyén: Mién phi van chuyén trong noi thanh Pa Nang voi don hang
tr 5 tricu.

- Tu van k¥ thuat mién phi: V§i cac san pham dic thi hodc cong trinh nhé.

- Chinh sach dbi tra linh hoat: Cho phép ddi vat tu chua sir dung néu con nguyén
dai kién trong vong 3 ngay.
Pai ly: Chiém khoang 40% — céc cira hang mua vé ban lai hodc cac cong trinh 1dy sb
luong 16n.
Uu dii cua cong ty:

- Chiét khau cao theo s luong:

- Giam 3-5% cho don hang tir 50-100 tri¢u.

- Giam dén 7% cho don hang tir 100 triéu tro 1én.

- HO trg van chuyén tan noi:

- C0 thé giao hang nhiéu dot theo nhu cau.

- Uu tién thoi gian giao hang nhanh hon so v&i khéach 1€.

- Thoi gian thanh toan linh hoat:

- Cho phép cong no tir 7-10 ngay voi dai 1y quen thudc (da co lich st mua hang

on dinh).
- Cap nhat gia som: Pugc thong bao gia dau ngay qua Zalo dé dé can nhac nhap
hang som.

—>Nhin chung cong ty da c6 nhitng chinh sach cho tirng nhém khach hang riéng
tuy nhién chua c6 hé théng phan loai khach hang chi tiét theo tiéu chi nhu: tin suat mua
hang, gi4 tri don hang, muc do trung thanh, kha ning phat trién,...Diéu nay dan dén viéc
chim soc khach hang chua dugc ca nhan hoa, kho xay dung méi quan hé 1au dai hodc
chuong trinh gitr chan khéach hi¢u qua.

2.6 Panh gia cia khach hang vé quy trinh ban hang truc tiép ciaa cong ty
BANG KHAO SAT Y KIEN KHACH HANG VE QUY TRINH BAN HANG
TRUC TIEP

Kinh chao Quy khach,

Chung t6i 1a Cong ty C6 Phan SX TM DV AOF chi nhanh Pa Ning, rit mong
nhan duoc y kién danh gia ciia Quy khach vé quy trinh ban hang dé cai thién chat luong
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phuc vu. Moi thong tin dugc bado mat va chi phuc vu cho muc dich nghién ctru ndi bo.
Phén 1: Théng tin chung
1. Quy khach thugc nhém khéach hang:
- [ 1 Canhén
- [ ] Doanh nghiép
- [ ] Nha thau xay dung
2. Mtic d§ mua hang tai cong ty:
- [ ] Mua lan dau
- [ ] Mua thudng xuyén
- [ ] Pa trng mua nhung khong con mua
Phéan 2: Panh gia quy trinh ban hang
Vui 10ng danh gia mirc d6 hai 10ng véi cac tiéu chi sau (1: Rat khong hai long — 5:

Rat hai long):

No6i dung 1 2 3 4 5
danh gia

1. Tu van O O O O |
ban hang rd
rang, dé

hiéu

2. Thoi O O O O O
gian phan
hoi yéu cau
nhanh

chong

3. Nhéan O O ] O O
vién nhiét
tinh, than

thién

4. Quy O O O O O
trinh bao
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gia, dat
hang don
gian, dé

hiéu

5. Thoi
gian giao
hang dung

hen

6. Thu tuc
thanh toan

thuan tién

7. Mtrc do
hai long
chung véi
quy trinh
ban hang

Phan 3: D& xuit va ¥ kién khac

Theo ban, cong ty nén cai thién diéu gi trong quy trinh ban hang?

Ban c6 san sang tiép tuc mua hang tai cong ty trong tuong lai?

-[1C6
- [ ] Can nhic thém

- [ 1 Khéng

Chan thanh cam on Quy khach di danh thoi gian dong gop ¥ kién!

Nham phuc vu muc dich nghién ctru mirc d6 hai ciia khach hang vé quy trinh ban

clia cong ty em da tién hanh khéo sat truc tiép khach hang tai showroom vao 6 ngay 7-

12/4/2025 véi sb phiéu 51 va c6 két qua nhu sau:

Cau hoi 1: Tu van ban hang rd rang, dé hiéu
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Tuw vin ban hang rd rang, dé hiéu

25 — 100%
23
S0%
20 80%
B
T0%
15 B0%
50%
10 40%
B
30%
5 20%
1 1 10%
I
0 0%
(4.52,5.9] (2.96, 3.94] (3.54, 452] [1, 1.98] (1.98, 2.96]

Nhan xét: C6 23 khach hang réat hai long v6i nhan vién vé viée tu van ban hang dé
hiéu va rd rang chiém 45,1%, c6 2 khach cho thdy nhan vién tu van chua duge rd rang
chiém 3.9%. Tur d6 c6 thé théy nhan vién van chwa x4ac dinh dwge am hiéu san pham,
céc nhan vién van dang con lang ting trong viéc tu van cho khach hang

Cau hoi 2: Thoi gian phan héi yéu cau nhanh chong

Thévi gian phan héi yéu cdu nhanh chéng

20
18

100%
S0%

19

16
14
12
10

B0%
T0%
&0%
0%
40%
30%
20%
10%

LT R L= B = -]

0%
(2, 31 [1,2] (3, 4] (4, 5]

Nhan xét: Co 19 khach hang khong hai long v6i nhan vién vé thoi gian phan hoi
yéu cau chiém 37.25%, chi c6 10 khach hai long vé thoi gian phan hoi chiém 19%.
Nhan vién ban hang chua tap trung vao phan hdi yéu cau nhanh chong, 1i do chinh & day
13 cac nhan vién ban hang dang qua tai vé s6 luong cong viée. Cac nhan vién ban hang
khong tap trung vao mot cong viéc ma dang phai thuc hién nhiéu cong viéc cling mot
lic.

Cau héi 3: Nhan vién nhiét tinh, than thién
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Nhan vién nhiét tinh, than thién

100%
20%
80%
T0%
&0%
50%
40%
30%
20%
10%

0%
(2,86, 3,52] (4,88, 5,84] (3,92, 4,88] [2,2,96]

Nhan xét: C6 16 khach khong hai 1ong véi nhan vién vé d0 nhiét tinh va than thién
chiém 31,37%, con lai chi ndm ¢ mac do trung tinh. Piéu nay rt dang canh bao trong
thai do lam viéc ctia nhan vién.

Cau hoi 4: Quy trinh bao gia, dat hang don gian, d& hiéu

Quy trinh bao gia, dat hang don gian, dé hiéu

20 100%
18 20%
16 80%
14 T0%
12 &0%
10 50%
8 40%
5 30%
4 20%
2 10%
0 0%

(2,93, 3,86] (4,79, 5,72] (3,86, 4,79] [2,2,93]

Nhan xét: Chi c6 19 khéach hang hai long v6i quy trinh bao gid, dat hang don gian.
Diéu nay cho thay quy trinh ctia cong ty van con kha rudm ra can rat gon hon.

Cau hoi 5: Thoi gian giao hang ding hen
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Thoi gian giao hang dung hen

1005
16 90%
B0%
T0%
E0%
0%
40%
30%

20%
2

e
I
0%

(4,76,5,7] (2,88, 3,82] (3,82, 4,76] (1,54, 2,B8] [1,1,54]

Nhan xét: Tuy rang danh gia ciia khach hang cho thoi gian giao hang diing hen
nam & con sd trung binh cao tuy nhién van con 3 khach hang rat khong hai long. Piéu
nay cho thay trong khau van chuyén ctia cong ty van con bét cap

Cau héi 6: Thu tuc thanh toan thuan tién

Thi tuc thanh toan thuan tién
25 100%
B0
BO%%
T0%

&0%

20

15
50%
40%
30%

10

20%
10%

0%

(4,54, 5,31] (3,77, 4,54] [3,3,77]

Nhan xét: Hau nhu khach hang déu hai long téi rat hai 1ong vé thu tuc thanh toan
cua cong ty

Cau hoi 7: Muc do hai long chung vo1 quy trinh ban hang
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Mdrc do hai long chung vdi quy trinh ban hang
25 100%
B0
BO%%
T0%

&0%

20

15
50%
40%
30%

10

20%
10%

0%

[3. 3.8] (4.6, 54] (3.8, 4,8]

Nhdn xét: Nhin chung quy trinh ban hang cuia cong ty hién tai van dap tmg dugc
nhu cdu cua khach hang, nhung dé doanh sb phat trién hon nita cong ty van can cai tién
mot s6 van dé.

2.7 Panh gia thuc trang quy trinh ban hang tryec tiép tai cong ty
2.7.1 Nhitng diém mgnh

Tong thé quy trinh ban ciia cong ty duge danh gia kha tich cuc:

- Quy trinh ban hang tryc tiép tai cira hang va truc tiép qua kénh dién thoai da dap
tg dii cic yéu cau nhu rd rang, d& thyc hién va dap ing duoc nhu cau cia khach hang
mot cach nhanh chong.

-Quy trinh ban hang tryc tiép qua kénh mang xa hdi dap img duoc yéu cau vé ndi
dung ciing nhu hinh anh cuia cong ty khi tiép can khach hang.

- DP6i ngii ban hang hau nhu 14 ngudi tré tudi, nhidu niang lugng va nhanh nhen c6
kha nang thuyét phuc khach hang

-Cong ty c6 phuong thirc thanh toan linh hoat, nhanh va phu hop da dang véi nhidu
d6i tugng khach hang khac nhau

-Cong ty c6 sy da dang san pham cho khach hang lua chon

-Cong ty c6 nhiéu chinh sach véi timg dbi twong khach hang
2.7.2 Nhéing han ché

- Quy trinh béan hang truc tiép qua email dang kha céng kénh.Tuy quy trinh duoc
xdy dung kha dy du, nhung trong thuc té rat tén thoi gian va khong phu hop voi dic
diém khach hang muc tiéu cua cong ty , von c6 thoi quen trao ddi tryc tiép hoic thong
qua dién thoai/Zalo thay vi email. M6t s6 budc khong can thiét hoic duoc thyc hién
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chéo dé dat dugc thoi gian va ngudn lyc tén kém, nhung hiéu qua khong tuong xing.

- Cong ty chua thuc sy phan hoi khach hang trong thoi gian ngdn nhat

- P61 ngli nhan vién chua thyc su tdm huyét cling nhu chua dugc dao tao chuyén
sdu vé k¥ ning ban hang

- Cong ty chua co ké hoach nghién ctru thi truong va tim kiém khach hang tiém
nang rd rang

- Cong ty chua c6 quy trinh kiém tra, danh gid va kiém tra quy trinh ban hang, tir
d6 chua nam bét dugc tinh hinh thyc té cta quy trinh ciing nhu chua c6 cai thién.

-Cong ty chwa phan loai khach hang mét cach triét dé ciing nhu chwa thuc sy cd
nhirng chinh sach cham soc khach hang dat hi¢u qua
2.7.3 Nguyén nhan cia hgn ché

- Nhén vién ban hang chwa dép tmg du so véi nhu ciu cua cong viée

- Nhan vién chua dugc dao tao bai ban va chuyén sau

- P61 ngili nhan vién tré va chua c6 kinh nghiém

- Qua trinh véan chuyén chua duoc quan tim mot cach rd rang

- Chua c6 bang danh gia, qué trinh lam viéc cua tirng c4 nhan.
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CHUONG 3: MOT SO GIAI PHAP HOAN THIEN QUY TRINH BAN HANG
TRUC TIEP TAI CONG TY CO PHAN SX TM DV - PA NANG
3.1 Pinh huwéng phét trién hoat déng ban hang caa Cong ty Cé phan SX TM DV —
Pa Ning
Trong bdi canh thi trudong canh tranh ngay cang khéc liét, dic biét la nganh vat
liéu hoan thién ndi that va da nhan tao — noi ma su da dang va tinh tham my la yéu tb
séng con, Cong ty Co phan SX — TM — DV AOF — Pa Nang can c6 nhitng dinh huéng
cu thé trong viéc phat trién hoat dong ban hang. Pay khong chi 14 budc di mang tinh
chién lugc ma con 13 chia khoa dé git vimg va mé rong thi phan tai khu vuc Da Ning
cling nhu céc tinh thanh 1an can.
3.1.1 Muc tiéu phat trién quy trinh ban hang truec tiép
- Tang trudng doanh thu
Muc tiéu ctia quy trinh ban hang truc tiép 1 dat dugc muc doanh thu cao hon qua
cac chién lugce ban hang hiéu qua. Cu thé, quy trinh ban hang phai duoc t6i uvu hoa dé
hd tro nhan vién ban hang gia ting doanh thu tir cac khach hang hién tai va mé rong thi
truong khach hang mai. Phan tich mo hinh ban hang theo tung giai doan trong chu ky
mua sim cua khach hang, tr nhan dién nhu cau, dén thuyét phuc va chét don.
- Cai tién ty 18 chuyén doi khach hang tiém ning sang khach hang thuc té
Phan tich cac ty 18 chuyén d6i trong quy trinh ban hang hién tai dé thiy rang nhiéu
khach hang c6 thé dimg lai ¢ giai doan tim hiéu san pham ma khong quyét dinh mua.
Céc chién lugc cai thién ty 16 chuyén ddi c6 thé bao gom cai thién k§ ning tu van cia
nhan vién, toi wu hoa cac kénh ban hang va tang cuong su hién dién truc tuyén.
- Tbi vu hoa quy trinh giao hang va hau mai
Phat trién quy trinh giao hang nhanh chéng va chinh xéc s& gitp cong ty khong chi
1am hai 1ong khach hang ma con tao co hoi dé tai mua hang. Diéu nay yéu ciu cong ty
phdi hop vé6i cac ddi tac van chuyén uy tin va phat trién hé thong hd tro khach hang hiéu
qua sau ban hang.
- Phat trién doi ngii ban hang
Phat trién d6i ngii ban hang chuyén nghiép, ning dong va c6 kha ning thich nghi
véi sy thay ddi, cong ty can thuc hién mot loat cac bién phap nham cai thién k¥ nang,
thai d6 va kha ning dap umg v6i nhitng thay ddi cua thi trudong, cong nghé va yéu ciu
khach hang
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3.1.2 Pinh hwéng cdi tién quy trinh

Dua trén nhitng muc tiéu néu trén, cong ty can dinh hudng cai tién quy trinh ban
hang truc tiép theo cac hudng sau:

- Téang cudng vai tro cua cong nghé thong tin:

Trong thoi dai s6 hoa, viéc ing dung cac phin mém CRM (quan 1y quan hé khach
hang) dé theo dbi hanh trinh khach hang, luu trit lich st giao dich, nhic lich chim soc
khach hang,... 1a diéu thiét yéu. Ngoai ra, hé théng ban hang tryc tuyén ciing can duoc
cai tién, giup khach hang d& dang tiép can san pham, dit hang va phan hoi.

- Cai tién hé thong do ludng hiéu qua ban hang:

Khong chi dua trén doanh 6, ma can c6 thém céc chi tiéu nhu mirc do hai long, ty
1¢ khach quay lai, thoi gian chdt don,... Cac chi s6 nay s& gitp cong ty nhin nhan thuc
chét hiéu qua ctia quy trinh ban hang va c6 co sd dé diéu chinh kip thoi.

- Phdi hop chit ché giita cac bo phan lién quan:

Quy trinh ban hang khong chi 1a nhiém vu cua phong kinh doanh. N6 con lién quan
dén bo phan san xuat, ké toan, kho van, cham soc khach hang,... Do do, can ¢6 co ché
phéi hop va chia sé thong tin giita cac phong ban mot cach minh bach, hiéu qua.

3.2 Céc giai phap hoan thién quy trinh ban hang truc tiép
3.2.1 Téi wu héa quy trinh bdn hang truc tiép

Quy trinh ban hang truc tiép dugc xem 1a “xwong séng” trong hoat dong kinh
doanh cua bat ky doanh nghiép nao, dic biét 1a tai Cong ty C6 phan SX TM DV AOF —
Pa Ning, noi hoat dong ban hang dong vai trd chu chdt trong chudi gia tri. Tuy nhién,
trong qua trinh khao sat thuc té, van ton tai nhiéu diém chua ti vy, bao gdm cac budc
xtr 1y con ruom ra, su phdi hop giita cac bo phan chua dong nhat va thiéu hé thong phan
hdi cai tién lién tuc. Piéu nay khong chi anh hudng dén hiéu qua lam viéc ndi bd ma
con tac dong tryc tiép dén trai nghiém cta khach hang. Mot sé dé vé giai phap rat ngin
quy trinh ban hang nhu sau:

% Rut gon cac bwdc ban hang rwd'm ra trong quy trinh ban hang true tiép qua
email:

- Lido rat gon:

Khach hang trong nganh vat liéu xay dung thudng wu tién goi dién, Zalo dé nhan
dugc phan hoi trye quan hon 1 phan hdi email.

Téi wu thoi gian 1am viéc cho nhan vién ban hang: Giam sb budc gitip nhan vién dé
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nhé, dé trién khai hon, tranh dan trai cong viéc.

Tang hiéu qua theo ddi va phan hdi: Rut gon giup tap trung vao cac hanh dong quan
trong: guri — theo d6i — cham soc.

- Giai phap dé xuat:

e Loai bo Budc 2 — Guri email gigi thi€u doanh nghiép

Ly do : Déi twong khach hang cua cong ty thudng khong tiép can duoc email
marketing, it doc email gi6i thiéu. Viéc giri thu chao hang khong mang lai phan hoi o
rang, tham chi c6 thé duoc xem la thu rac.

Thay thé : Chuyén sang gi6i thiéu ngan gon khi trao doi truc tiép hodc dinh kém
thong tin gidi thiéu trong qué trinh tu van san pham.

e Tich hop Budc 3 vao Budc 1 — Tu van va lay thong tin khach hang

Ly do : Thay vi chi thu thap danh sach email roi méi tu van, c6 thé xac dinh nhu cau
khach hang va tu van san phim ngay tir dau . Diéu nay gitip rat ngan thoi gian va tao
két ndi tot hon.

Vi du : Khi tiép can khach hang qua mang xa hoi hoac dién thoai, nhan vién co thé
ghi thong tin va dong thoi gidi thiéu, tu van san pham phu hop.

- Quy trinh méi sau khi rat gon :

Budc 1 : Tiép can khach hang va tu van san pham.

Budce 2 : Bao gia va dam phan.

Budc 3 : Giao hang va thanh toan.

Budc 4 : Cham sdc sau ban hang.

Bdng 3. 1: Panh gia quy trinh sau khi rut gon

Tiéu chi Trwéc khi riat gon Sau khi rut gon

, Cao hon, tap trung vao
Thap, do khach hang it
Tinh hiéu qua ) cac budc mang tinh thyc
tuong tac qua email

I4
A

te

) Cham do nhiéu budc L .
Toc do xur ly ) Nhanh hon, dé trién khai
trung gian

i Phu hop hon do tiép can
Phu hgp véi doi tweng | Chua cao, vi khach chu ] )
) theo cach khach quen
khach hang yéu dung dién thoai, Zalo "

ung
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, Nhan vién mat thoi gian | Gidm tai cong viéc khong
Toi wu nhan sw

cho email it hi¢u qua can thiét

Nhdn xét: Viée rit gon quy trinh ban hang truc tiép qua email gitip Cong ty AOF tiét
kiém thoi gian, ngudn luc va phi hop hon véi hanh vi tiéu dung thue té cua khach
hang. Tuy nhién, dé duy tri hinh anh chuyén nghiép, céng ty van nén chuan bi san
cac mau email gidi thiéu, bao gia va chim soc khach hang dé sir dung linh hoat khi
can, két qua hiéu qua véi cac kénh nhu Zalo, dién thoai hodc trao ddi truc tuyén tiép
theo.

% Tiang kha niing phdi hop giira cac bd phan:

Kha ning phdi hop giita cac bo phan ciia cong ty chua duge danh gia cao khi cac
nhan vién chiam soc khach hang can thoi gian dé nhan dugc phan hoi ciia ting don hang,
cac bo phan nhu: kho, ky thuat chua that sy theo doi sat sao tién do san xuét cling nhu
thi cong, cac san pham dugc nhap hodc san xuat theo don hang chua théng nhat duoc
thoi gian cu thé, tir d6 c6 thé thdy cac bo phan chua that sy phdi hop tét trong cong viée
cua minh.

- Giai phap dé xuat:

Tao moi truong hoat dong, lam viéc chung: Cac bd phan can thém it nhat thanh
vién vao trong mot nhom chat chung, ¢ trong nhém chat chung nay dugce bao gdm cac
thong tin nhu don hang san xut, s lugng nhap hang, ton kho, thoi gian san xut don
hang, thoi gian giao hang va cap nhat don hang. Cac nhan vién ctia by phan kho phai
cap nhat thong tin kho bai theo ngay.Cac don hang di duogc san xuit xong phai duoc thé
hién bang hinh anh vao cubi ngay.Cac don hang da xuat phai dugc minh ching bang
hinh anh phiéu xuat, tir 46 nhan vién ban hang s& cap nhat dugc thong tin don hang da
dugc xuat di hay chua, xuat khi ndo, don hang nay duoc san xuat hay chua, thoi gian
san xudt co dat yéu cau khong. Cac nhan vién ban hang ciing c6 thé trao d6i truc tiép
v61 cac nhan vién bo phan khéc.

< XAy dung hé thong phin hdi nhanh

Mot trong nhitng diém yéu quan trong trong quy trinh ban hang hién tai cia AOF
1a thiéu co ché phan hoi va cai tién c6 hé thong. Diéu nay khién nhiing van dé phat sinh
trong qua trinh ban hang khong duoc ghi nhan kip thoi hodc bi bd qua, din dén viée lap
lai sai s6t va lam giam trai nghiém khach hang ciling nhu hi¢u suat lam viéc noi bo.

- Giai phap dé xuat:
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Théng tin tir phia Bo phén phan hi Phong ban lién
khach hang — 7 nhanh quan

Hinh 3. 1: So' @6 X4y dwng hé thong phan hdi nhanh

Xay dung b phan phan hdi nhanh. Bo phan phan hdi ¢6 nhiém vu nhan thong tin
tryc tiép ciia khach hang thong qua cac kénh thong tin nhu: wedsite,zalo, hodc ndi bo.
Céc thong tin s€é dugc phan loai nhu cac van dé vé san xuét, kho bi, hay bao hanh. Sau
khi di phan loai can loc thong tin va chuyén dén phong ban lién quan dé giai quyét. Cac
thong tin nhan tir phia khach hang can ghi chu thoi gian, trang thai phan héi, trang thai
giai quyét va nhan vién giai quyét. Cac phong ban lién quan dén cac van dé cia khach
hang can tham gia, ho tro giai quyét van dé. Thuc hién danh gia quy trinh phan hoi theo
thang dé nhan duogc két qua cu thé: Thoi gian ghi nhan thong tin dén khi dugc phan héi,
thoi gian giai quyét van dé,thoi gian phan hoi ciia cac bo phan,... Tir d6 cai tién bo phan
phan hoi nhanh gitp lam hai 1ong khach hang hon.

3.2.2 Ung dung céng ngh¢ vao qudn Iy ban hang

Trong bbi canh thi truong ngdy cang canh tranh va khach hang c6 xu hudng doi
hoi cao vé toc dd — chat luong phuc vy, viéc rng dung cong nghé¢ vao quy trinh ban hang
khong con 12 mot lua chon, ma di tré thanh nhu cau tat yéu. Poi véi Cong ty Co phan
SX TM DV AOF — ba Ning, noi quy trinh ban hang con dang phu thudc nhiéu vao thao
tac thil cong, gidy to va su phdi hop truc tiép gitra cac bd phan, viéc dua cong nghé vao
s& 1a ¢t hich quan trong gitip ting téc do xur 1y, kiém soat dit liéu tot hon va cai thién
trai nghiém khéach hang.

< Ap dung phan mém quan Iy ban hang (CRM)

CRM (Customer Relationship Management) la cong cu gitp theo doi toan by hanh
trinh khach hang: tir giai doan tiép can, tu van, chdt don, cham soc sau ban cho dén khi
quay lai mua hang.

- Loi ich cia CRM mang lai:
Quan 1y thong tin khach hang tip trung: Thay vi ghi chép roi rac, tat ca dir liéu vé lich
st mua hang, s& thich, cong ng, ghi chu cudc goi... déu duoc luu trir tai mot noi duy
nhat.
Phan loai khach hang hiéu qua: Hé thong s& hd trg nhém khach hang theo tiéu chi: khach
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m&i — khach than thiét — khach tiém ning — khach c6 cong no... Tir 46 xay dung chuong
trinh cham séc phu hop.
Theo ddi hi¢u suat nhan vién kinh doanh: Quén 1y dé dang biét dugc ai dang phuy trach
khach hang nao, ty 1& chdt don, sb lugng lién hé mdi ngay...
- Céc phan mém CRM phd bién c6 thé ap dung:
e AMIS CRM (MISA)
o Getfly CRM
e HubSpot CRM (mién phi ban co ban)
e Bitrix24 (tich hop cé chat ndi bg, quan 1y kho)
% Tich hop hé thdng quan ly kho — ban hang — giao hang
Hién nay, AOF quan 1y ton kho va don hang cha yéu qua Excel hodc goi dién xéac
nhan v&i bo phan kho. Piéu nay vira mat thoi gian, vira d& gy nham 14n khi khoi lugng
don hang tdng cao.
- Giai phap cong nghé dé xuat:
Phan mém POS hoic ERP tich hop: Cac phan mém nhu KiotViet, Sapo, Odoo,
Bravo, FastWork... cho phép:
e Quan Iy ton kho theo thoi gian thuc.
e Tu dong trir ton khi don hang duoc xac nhén.
e Thong ké nhanh hang ban chay, hang ton lau.
e Quan Iy don hang tir luc tao dén khi giao hang hoan tat.
e Kétnbi véi bd phan giao nhan
e Cap nhat trang thai giao hang: dang 1y — dang giao — da nhén.
e Tu dong giri SMS/Zalo thong bao tién dd cho khach hang.
- Loiich:
e Giam thiéu sai sot giao nham, thiéu hang.
e HO tro phan bb t6n kho thong minh.
e T&i vu quy trinh xir Iy don hang tir kho dén giao.
% Tang cwong dao tao cong nghé cho nhan vién ban hang
Du c6 hé thong tot nhung néu nhan vién khong biét cach khai thac, str dung thi
hiéu qua mang lai s& khong cao. Do dé, cong ty can tb chirc dao tao dinh ky:

- DPao tao str dung CRM, phén mém bén hang, xur Iy don hang...
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- Pao tao k¥ nang s6: str dung Excel nang cao, phan tich di liéu, quan 1y bao cio.
- Khuyén khich nhan vién dé xuét cai tién hé théng: tao ra dong luc dé ho kham
pha va img dung cong ngh¢ mot cach chu dong.
3.2.3 Nang cao chdt Iweng nhan vién ban hang

Nhan vién ban hang 1a ngudi truc tiép twong tac voi khach hang, 13 ciu nbi giira
doanh nghiép va thi trudng. Do d6, chat luong va k¥ ning ctia nhin vién ban hang ¢
anh hudng rat 16n dén hiéu qua cia qué trinh ban hang ciing nhu hinh anh doanh nghiép
trong mét khach hang.

Tai AOF, d6i ngii ban hang hién nay con chwa dong déu vé chuyén mon, k§ ning
thuyét phuc va chim soc khach hang. Pac biét hon nira 13 thiéu sb lugng nhan vién ban
hang. Khi cic nhan vién ban hang phai 1am nhiéu cong viéc cung mét lic, chua chuyén
mon hoéa duge cong viée ctia minh tir d6 didu nay dan dén ty 18 chdt don chua cao va
thiéu tdi thiéu trong cach tiép can khach hang.Hon nita dé khich 1¢ nhan vién ban hang
lam viéc mdt cach sang tao va nang nd hon can ¢ nhiing chinh sach dai ngd nhan vién
gitip cho nhan vién c6 su cong hién ciling nhu trach nhiém hon trong céng viéc ciia minh.

- Giai phap dé xuat:
% Tuyén dung thém nhan vién ban hang

Viéc tuyén dung nhan vién ban hang nham tim kiém cac nhan vién c6 trinh 6 phu
hop vo1 bo may ban hang ctia cong ty. Viéc ban hang dugc coi la cong viéc quan trong
nhat anh hudng truc tiép t6i cong ty vi vdy nhan vién ban hang can dugc sang loc k¥
sau d6 Iya chon nhitng nhan vién ban hang bo sung cho luc lugng ciia cong ty. Khi tuyén
dung thém ngudn nhan vién ban hang ciing can c6 quy trinh tuyén dung mot cach bai
ban dé dam bao dugc tinh khiach quan ciing nhu ¢6 thé hoan thanh cong viéc duoc giao

mot cach xuat sac.

Pang tin tuyén Phong van truc

So tuyén ;
dune ] g | tiép
‘ - ét dinh 1
Ki hop dong le—— Thir viéc Qhuye inh lya
chon

Hinh 3. 2 So' @6 quy trinh tuyén dung
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- Ping tin tuyén dung:

Ding tin tuyén dung 1én cic nén tang tuyén dung truc tuyén nhu: cho tt,
topcv,.. Trong bai dang can néu rd ndi dung tuyén nhan vién ban hang, thoi gian 1am viée
, muc luong co ban,dd tudi,... Va cic yéu cau tir phia cong ty nhu:

» C¢ strc khoe tot

« Do tudi dudi 35

* Yéu ciu trinh d6 cao dang trd 1én

* C6 thai do, dao duc va tac phong lam vi¢c chuyén nghi¢p

« C6 k¥ ning vé viéc ban hang: K¥ ning giao tiép, k§ ning xtr 1y tinh hudng, ki
nang 1am viéc nhom, k¥ nang vé nghiép vu chuyén mén.

- So tuyén:

Kiém tra hd so cua tng vién: 1y lich tu phéap, van bang tot nghiép, gidy kham sirc
khoe va cac bang cap lién quan nhu tiéng anh, tin hoc,..

Sau d6 chon ra cac g vién c6 CV phu hop véi cac yéu cau tuyén dung tir phia
cong ty, dat lich hen phong vén tryc tiép.

- Phong van truc tiép:

Dit cac cau hoi khao sat vé ca nhan cia Gmg vién, xem xét kha ning lam viéc
hoac cé chiu dugc ap luc tang ca hodc ap luc vé doanh sb hay khong
Dit cac ciu hoi ién quan dén tinh hudng thuc t& khi ban hang, nhim kiém tra
phan xa tinh hudng ciing nhu trinh d cua ng vién
Trao d6i vé muc lwong ciing nhu thoi gian thir viée
- Quyét dinh Iya chon tng vién
Céc ung vién vuot qua vong lua chon mg vién can dap Gng céc tiéu chi tuyén
chon cua cong ty nhu sau:
e Languoi co kha ning giao tiép tot, truyén dat thong tin mot cach dé hiéu,
e (6 kha ning hoc hoi trao doi ban than
e C6 tinh than trach nhiém khi 1am viéc
e Linh hoat va xir 1y tinh hudng tot
o Do tudi dudi 35
e D3 tot nghiép hé gido duc cao ding trd 1én
- Thur viéc
Sau khi da lga chon dugc cac tng vién phu hop voi vi tri nhan vién ban hang,
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céc nhan vién thir viéc trong vong 1-2 thang. Thoi gian thir viéc khong duoc qua ngan
vi néu qua ngin s& khong danh gia duoc ning luc cla tmg vién nhung ciing khong duoc
qua dai vi néu qua dai anh hudng t6i chi phi ciing nhu dao tao nhan vién khong con hiéu
qua

- Kihop dong
Céc ung vién trai qua giai doan thtr viéc dugc nhan Iam nhan vién chinh thiec.

Khi ki két hop dong can thong nhét vé muc luong, bao hiém ciing nhu ché do thing tién
trong cong ty. Cac yéu td anh huong dén thu nhap cua nhan vién nhu KPI, bang danh
gi4 cong viée clia nhan vién cling phai dugc trao ddi mot cach thing thin va minh bach.
trinh bay dé hién hon

+»+ Dao tao nhan vién

Viéc ban hang c6 dat hiéu qua hay khong, ty 1¢ chuyén ddi don hang c6 cao hay
khong, khach hang c6 hai long, vui vé va san sang duy tri méi quan hé 1au dai véi cong
ty hay khong — tat ca phu thudc rat nhiéu vao doi ngii nhan vién ban hang. Cac nhan
vién ban hang ctia cong ty can lién tuc tim kiém khach hang méi, cham soc khach
hang cil, cling nhu nam viing cac thong tin vé san pham mot cach dy du va chinh xac
nhat.

Pé thyc hién tot cic yéu cau nay, nhan vién ban hang can c6 kha nang tiép can, gidi
thiéu va giai dap thic mac cua khach hang mét cach khéo 1éo, thong qua nghé thuat
giao tiép trong ban hang. Pé dat duoc nhiing k¥ ning nay mot cach thuan thuc, dong
tho1 nang cao hinh anh chuyén nghiép ctia cong ty, viéc dao tao nhan vién ban hang la
hét strc can thiét.

Té chirc cac 16p hoc nghiép vu ban hang ngian han

Cong ty s& t6 chuc cac 16p hoc ngin han vao thang 6 va thang 12 hing nim.

« Thoi gian hoc: Mbi khoa hoc kéo dai 5 ngdy. Nhan vién ban hang s& dugc chia
thanh 3 nhom hoc luan phién, trong khoang thoi gian duoc bd tri hop 1y dé
khong lam gidn doan hoat dong kinh doanh chung cua cong ty.

o Giao vién giang day: La nhitng ngudi ¢o kinh nghiém hoac chuyén gia trong
linh vyuc ban hang, dugc moi dé truc tiép ding 16p. Gido trinh s€ dugc thiét ké
phu hop véi dac diém san pham va nhu cau ctia khach hang ma cong ty dang
huodng téi.

« Chi phi dao tao: Trung binh mdi khéa hoc danh cho 20 ngudi véi chi phi

64



1.000.000 ddng/ngudi. Nhu vay, tong chi phi cho 2 khoa dao tao trong nam 1
40.000.000 dong.
Thong qua cac 16p dao tao, nhan vién ban hang sé dat duwoc cac lgi ich sau:
e Y&u cong viéc ban hang hon
o Tré thanh nhan vién ban hang chuyén nghi¢p
« Nang cao kha ning giao tiép va thuyét phuc khach hang
« Xu ly tinh hudng mot cach linh hoat va hiéu qua hon
« Nim bit dugc tam 1y khach hang
« Biét cach chdt don hang
« Biét cach cham soc va giit mdi quan hé voi khach hang
Tao diéu kién cho nhan vién hoc cac khéa hoc online tai nha
Trong bdi canh céng nghé ngdy cang phat trién, viéc ning cao k¥ ning ban hang thong
qua cac khoa hoc tryc tuyén di tré thanh mot giai phap hiéu qua va tiét kiém chi phi.
Doanh nghiép ¢ thé khuyén khich nhan vién chu dong hoc tap bang cach hd trg va to
churc cac chuong trinh dao tao online phu hgp.
Cu thé, cong ty s& dé xuat mot sé khoa hoc phi hop véi yéu cau cong viée, sau do tién
hanh khao sat toan bd doi1 ngti ban hang. Khoa hoc duogc nhiéu nhan vién lya chon nhat
s& duoc cong ty hd tro dang ky va chi tra hoc phi, gitip nhan vién tiép can kién thirc
mot cach thuan tién va hi¢u qua.
« Thoi gian to chirc: Pinh ky 1 lan/nim
« Déi tugng giang day: La cac giang vién co kinh nghiém thyc tién trong linh vuc
ban hang
« Chi phi du kién: 500.000 ddng/ngudi; tong chi phi cho 20 nhén vién la
10.000.000 dong
Loi ich cia hinh thirc dio tao triee tuyén:
e Nhan vién linh hoat trong vi¢c Iyra chon thot gian hoc, dé dang tiép can vo1 noi
dung hoc tap phong phu, da dang
« Doanh nghiép khéng can t6 chtic cac budi dao tao tap trung, tir d6 tiét kiém chi
phi van hanh va thoi gian
« Gilp nang cao trinh d6 chuyén mon va kj ndng méi cho doi ngli ban hang, dac
biét 14 cac k¥ nang hién dai nhu ban hang online, k¥ thuat thuyét trinh, phan
tich dir liéu khach hang
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« Doanh nghiép ky vong sau mdi chu ky dao tao, doanh thu hang nam c6 thé ting
tir 30% dén 40% so v6i giai doan trude
Panh gia hiéu qua lam viéc cia nhan vién ban hang
banh gia hi¢u qua l[am viéc cua doi ngii ban hang 1a mot cong cu quan tri quan trong,
gitip doanh nghiép dam bao hoat dong kinh doanh dién ra dung dinh huéng va theo
dung quy trinh di dé ra. Viéc danh gia nay khéng chi hd tro trong viéc phat hién diém
manh, diém yéu ctia ting ca nhan, ma con 1a co s& dé doanh nghiép dua ra cac quyét
dinh vé khen thudng, dao tao, thing chirc hodc phan bd ngudn luc mot cach hop 1y.
Muc tiéu cta viéc danh gia:
o Dam bao hoat dong ban hang tudn thu ding quy trinh va dinh hudng cua doanh
nghiép
« Nhan dién diém manh, diém yéu cta timg nhan vién dé c6 cac bién phap diéu
chinh phu hop
o Lacan ctr cho cac hoat dong nang luong, dé bat, diéu chuyén nhan su
« Gop phan xay dung vian hoa lam viéc tich cuc, thuc ddy tinh than thi dua trong
toan bd doi ngii ban hang
Nguyén tic danh gia:
« Cong khai, minh bach: Céc tiéu chi danh gia can 13 rang, cu thé va duoc ap
dung théng nhét cho toan bd nhan vién ban hang
o Dinh ky: Viéc danh gia nén dugc thuc hién theo chu ky hang thang hodc hang
quy dé dam bao tinh lién tuc va kip thoi trong cong tac quan tri nhan su
« Két hop dinh lugng va dinh tinh: Bén canh viéc danh gia dya trén s6 liéu kinh
doanh (doanh thu, sé lwong khach hang...), can xem xét thém céc yéu t6 nhu
thai d6 lam viéc, k¥ ning mém, kha ning hop tac va hd trg dong nghiép

Bdng 3. 2: Tiéu chi danh gia nhan vién ban hang

Phwong phap do

Nhom tiéu chi Chi s cu thé Trong s6 (%)
lwong
Doanh sb  dat
1. Hiéu qua Kkinh | o
SO luong don hang | Bao cao CRM 40%

doanh
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2. Cham soc khach
hang

Ty 1& hai
khach

S6 lugng khiéu nai

long

Thoi gian phan hoi

Khao
hang

sat khach

20%

3. Tuan thi quy

Bao cao day du

Bao cao lam viéc

than

- Chu dong

. \ Y 15%
trinh quy trinh lam viéc | hang ngay
Ky nang tu van san ,
4. Ky nang chuyén , Quan sat thuc te,
pham . 10%
mon phan hoi
K¥ nang xtr 1y tur
Tham gia céac
. chuong trinh dao _
5. Phat trién ca Bao cao dao tao ndi1
tao 10%
nhan . . bd
Chia sé kién thuc
cho dong nghiép
6. Thai d§ va tinh | - Tinh than hop tac i
Nhan xét cap trén | 5%

Tiéu chi danh gia nhan vién ban hang

MBJi tiéu chi danh gia dugc chidm theo thang diém 10, sau d6 nhan voi hé sb twong Gng.

Téng diém tbi da 1a 10 diém.

Xép loai két qua danh gia:

- Xuét sac: Tir 9 diém tro 1én

- Tét: T 8 dén 8,9 diém

- Kha: Tir 7 dén 7.9 diém

- Trung binh: Tir 6 dén 6,9 diém

- Can cai thién: Dudi 6 diém

Logi ich ciia viéc danh gia theo quy dinh:

- Tao sy minh bach, cong bang trong cong vi¢c

- Thuc dﬁy nang suét va tinh than hoc hoi trong ndi bo
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- HO trg cong ty phat hién nhan su tiém ning dé dau tu va phat trién
- Giup cong ty d& dang 1ap ké hoach nhan sy, dao tao va luan chuyén phu hop véi
chién lugc kinh doanh
Ché d¢ dai ngd nhan vién

Ché d6 dai ngd (bao gém bdi thudng va phuc 1oi) 12 tap hop cac chinh sach ma
doanh nghiép st dung nhim ghi nhan va khen thuéng nhitng dong gop cta ngudi lao
dong. Ché do nay bao gém ca yéu td tai chinh (tién luong, tién thudng...) va phi tai
chinh (méi truong 1am viée, sy ghi nhan, co hoi phat trién...).

Déi v6i cac doanh nghiép hoat dong trong linh vuc kinh doanh — thwong mai nhu
Cong ty AOF, noi ddi ngii ban hang 13 luc luong chu chdt mang lai doanh thu, viée xdy
dung mdt chinh sach dai ngo hép dan, linh hoat va hién dai la yéu tb séng con dé thu
hat, giir chan va phat trién nhan tai.

1. Ché do dai ngd tai chinh
bay 1a hinh thirc dai ngd duoc thé hién truc tiép béng vat chit, bao gém:
> Tién luong co ban:
- Puoc xac dinh dya trén vi tri cong viéc, trinh d§ chuyén moén va kinh nghiém
lam viéc
- Can ctr vao mit bang thi truong va chinh sach ndi bo
> Luong theo hiéu qua cong viéc (doanh sd):
- Tinh theo ty 1¢ phan trdm trén doanh s6 ban hang (hoa hong hop 1y)
- Luong theo KPI ban hang thang hoac quy
> Tién thuong:
- Thudng “néng” theo tirng hop dong 16n
- Thudng theo thang, quy, nim néu vuot chi tiéu doanh thu

-  Thudng sang kién, thai do phuc vu tdt hodc nhan duoc phan hdi tich cuc tir khach

> Phu cap:
- Phu cép dién thoai, xang xe, an uéng khi di cong tac

- HO0 trg chi phi khi giip g& khach hang hodc tham gia cac chuong trinh ctia cong

> Chinh sach bao hiém va phic loi:
- Dong bao hiém xa hoi, bao hiém that nghiép day di theo quy dinh
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Ho trg mua bao hiém strc khoe cao cap cho cac nhan vién ban hang chu luc

Chinh sach nghi phép, kham strc khoe dinh ky linh hoat va day du

2. Ché d6 dai ngd phi tai chinh

D4y la nhiing hinh thirc di ngd khéng truc tiép bang tién nhung c6 anh huong 16n dén

tinh than lam viéc va sy gan bo 1au dai cua nhan vién.

» MOoi truong lam viéc chuyén nghié€p va than thién:

- Vin phong lam viéc sach s&, trang thiét bj day du

- Chinh sach noi bd minh bach, r6 rang

- Khéng tao ap luc khong can thiét, khuyén khich tinh than sang tao

> Ghi nhan va khen thuéng tinh than lam viéc:

- Vinh danh c4 nhan xuat sac hang thang tai cac cudc hop cong ty

- Gan sao thanh tich tai goc “Bang vang ban hang”

- Gui thu tay hodc thu dién tr cdm on tir ban 1anh dao cong ty

> Co hoi phat trién nghé nghiép:

- Lo trinh thang tién rd rang: tir nhan vién — nhom trudng — trudéng bd phan

- Tham gia cac 16p ddo tao k¥ nang ban hang, k¥ ning mém, cong nghé

- Puoc giao cac du 4n quan trong dé rén luyén va thé hién ning liuc ca nhan

» Gan két tinh than ndi bo:

- Tb chuc du lich hé“mg nam, tiéc sinh nhat, tiéc cudi nim, hoat dong thién nguyén

- Thanh lap céac “ciu lac bo so thich” giup nhan vién thu gidn va gan két ngoai gio

lam viéc
Bang 3. 3: Dé xuit co ché két hgp tai chinh chinh va phi tai chinh
Péi tuong Hinh thtrc tai chinh Hinh thtrc phi tai chinh
Nhan vién moi Luong ctimg + phu cip Giao viéc phu hop nang luc
Nhan vién bén tot Thudng chi tiéu Vinh danh trén toan cong
ty
Nhan vién lau ndm Thuong thdm nién Quan tam dén doi song cua
nhan vién hon
Nhan vién tiém ning Chinh sach giit chan bang | Dé bat cac chirc vu 16n hon
tang luong

Tién ich khi két thuc dai dai tai chinh va phi tai chinh
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Tang cuong sy hai long va trung thanh cua nhan vién, giam thiéu sy nghi viéc.
Tao dong luc noi tai va ngoai tai cho nhan vién phat trién lién tuc.
X4y dyng vin hoa doanh nghiép tich cuc , khuyén khich canh tranh lanh manh.
Nang cao hinh anh cong ty , d& dang thu hat nhan tai moi.
3.2.4 Phan logi khdch hang dé chiam séc phit hop

- Co so dé xuit giai phap

Hién tai, Cong ty AOF dang c6 hai nhom khach hang chinh la khach 1¢ va dai 1y,

voi1 chinh sach wu dai twong tng. Tuy nhién, viéc cham séc khach hang mdi chi dung
lai ¢ cap do nhém chung, chua c6 co ché phan loai cu thé hon theo gi4 trj va tim quan
trong cua ting khach hang. Piéu nay dan dén tinh trang:

- Céc khach hang tiém niang chua dugc nhan sy wu tién xing dang.

- Cham so6c khach hang con dan trai, thiéu trong tam.

- Kho xay dung chién lugc gitt chan khach hang hiéu qua.

Vi vay, can xdy dung mot hé thong phan loai khach hang rd rang, tir d6 ap dung céc
chinh sach cham séc¢ va uu dai phu hop hon cho ting nhom.

- No¢i dung giai phap

Bdng 3. 4: Tiéu chi phan loai khach hang

Tiéu chi Mo ta

. i Khach mua thuong xuyén theo thang/quy
Tan suat mua hang )
duoc x€p loai uu tién hon.

Cin clr vao tong gia tri hodc gi tri trung
Gia tri don hang trung binh -
binh mo61 don hang trong 6 thang.

Bdng 3. 5: Cac nhém khach hang dé xuat

Nhom khach hang Tiéu chi co ban Chinh sach ggi y

U dai gia cao nhat, vu tién
Mua thuong xuyén, don |
Khach VIP . giao hang, cdp nhat som
hang 16m, hop tac lau dai ,
chuong trinh khuyén mai

Gui bao gia dinh ky,

Méi hgp tdc nhung don
. . . CSKH chuyén bi¢t, moi
Khach tiém ning hang gid tri cao hoac co . '
. _7 tham gia chuong trinh tri
tiém nang phat trién A

an
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i Mua nhé 1€, khong thuong | CSKH co ban, giri vu dai
Khach pho thong A ) . _
xXuyen néu co bién dong gia lon

- Céch thirc trién khai

Budc 1: Thu thap dit liéu mua hang tir hé thong ké toan, don hang va nhan vién
ban hang.

Budc 2: Xay dung file Excel hodc tng dung quan 1y don gian dé phén loai khach
dinh ky (theo thang hoac quy).

Budce 3: Xay dung chinh sach uvu dai twuong ing cho tirng nhém khach.

Budc 4: Pao tao nhan vién ban hang dé ap dung phan loai trong thuc té tu van,
chdm soc khach.

- Lot ich mang lai

Tang hi¢u qua cham soc khach hang, ca nhan héa dich vu.

Giir chan duoc khach hang quan trong, ting doanh sé 6n dinh.

Giap nhan vién ban hang dé dinh hudng tu van phu hop, tiét kiém thoi gian va
nang cao hi¢u qua cong viéc.
3.3 Pé xuit trién khai va danh gia hiéu qua
3.3.1 Lg trinh thyc hién gidgi phap

Dé dam bao tinh kha thi va ddng bo khi ap dung cac giai phap giai quyét van de,
Cong ty AOF can xdy dyng trinh phét trién khai cu thé theo ting giai doan. Mdi giai
doan bao gém cac cong cu hoat dong, don vi cam két trach nhiém va thoi gian thyc hién.
Giai doan 1: Chuan bi (1-3 thang)
- Thanh lap Ban chi dao cai tién quy trinh ban hang bao gdm phong dai diénbao gdm
dai dién phong kinh doanh, chdm séc khach hang, cong nghé thong tin, nhan su.
- Kiém soat lai toan bd quy trinh ban hang hién tai , xac dinh diém yéu cu thé.
- Lua chon phan mém CRM phu hop , dénh gia tir 2—3 nha cung cap.
- Té chuc truyén thong ndi b doi cong cu
Giai doan 2: Trién khai thi diém (3—6 thang)
- Ap dung thir quy trinh méi va phan mém CRM tai mét nhom ban hang nho (3-5
nguoi).
- Pao tao nhan sy thir nghiém nhém: k¥ ning sir dung phan mém, giao tiép khach hang,
kich ban tu van méi.
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- Theo ddi két qua qua KPI: s6 luong don hang, toc do xir Iy don hang, phan hoi tir
khach hang.
Giai doan 3: Mo rong toan cong ty (6—12 thang)
- Sau khi c¢6 két qua tich cuc tir nhom thir nghiém, phat trién quy trinh va cong nghé
moi cho toan b doi ngli kinh doanh.
- Thiét 1ap chinh sach khen thudéng gin 1ién véi viée 1am thi cong va hiéu qua ap dung
quy trinh méi.
- Bit dau chuong trinh chdm soc khach hang ty dong: CRM, khao sat hai long, wu dai
dinh ky.
Giai doan 4:D4nh gia, hiéu chinh,cai tién lién tuc (ndm thir 2)
- Pinh ky quy t6 chirc danh gia tién do phat trién khai.
- Thu ¥ kién nhén vién va khach hang dé cai tién quy trinh.
- Piéu chinh KPI va céc chinh sach thuéng pht hop véi tinh hinh thi truong.
3.3.2 Dw bdo tic dong cha gidgi phap
Bang 3. 6: Dw bao tac dong cta giai phap

Chi tiéu Trwéc khi cai tién | Sau 1 nim Sau 2 nam
Ty 1€ hai long 80% 90% >95%
Hang x1r Iy don thoi
) 24-36 gio 12-18 gio <8
gian
Pon vi chot ty 18
. A 22% 28% >35%
thanh cong
Ty 1€ khéach hang
_ 30% 40% >50%
quay lai
Ty 1€ quy trinh thu
~65% 85% >95%

cong

3.3.3 C4c rii ro va bign phap khdc phuc

Bdng 3. 7 Céc rii ro va bién phap khic phuc

Rui ro Mike d§ anh hudng Bién phap xir ly

Nhan vién khong theo kip c Truyén thong, thir nghiém
; ao

su thay do1 nhd trude, ghi nhan phan
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ho1

Hé thong CRM 16i hodc

Chon nha cung cap uy tin,

s Trung binh
kho dung dao tao ky ludng
) . A ] Két hop gitta cii va moi
Khach hang khong thich , .
Thap giai doan dau, ca nhan hoa
quy trinh moi
linh hoat
. Uu tién phan mém mién
Tang chi phi dau tu ban . A o
. Trung binh phi ban dau, chia giai doan
dau .
dau tu
) ) Gan KPIs trién khai vao
Thi€u cam két tor quan 1y
Cao danh gia cua trudéng bo

cép trung

phan
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KET LUAN

Trong bdi canh thi trudng ngay cang canh tranh khc liét, viéc nang cao hiéu qua
quy trinh ban hang 14 mét trong nhitng yéu t6 sdng con gitp doanh nghiép gia ting ning
luc canh tranh, t6i uvu hda doanh thu va xay dung mbi quan h¢ bén vitng v&i khach hang.
Qua qua trinh nghién clru, phan tich thuc trang quy trinh ban hang tai Cong ty AOF,
khoa luan da dua ra cai nhin tong thé vé nhing wu diém, han ché ciing nhu nguyén nhan
dan dén nhirng bat cap con ton tai trong qua trinh trién khai hoat dong ban hang.

Tur nhitng co s& 1y luan va thyc tién da phan tich, khoa luan dé xuét mot hé théng
giai phap cu thé, bao gém ca cai tién quy trinh ndi bd, tng dung céng nghé CRM, dao
tao va phat trién nhan sy ban hang, nang cao ché d6 dii ngo ciing nhu chinh sach cham
s6c khach hang. Pic biét, khoa luan ciing xay dung 10 trinh trién khai kha thi, dé xuét
co ché danh gia hiéu qua va cac bién phap kiém soat rui ro tir ca goc do quan tri va phap
Iy, nham dam bao viée ap dung céc giai phap dién ra hiéu qua, bén virng va lau dai.

Tuy nhién, do gidi han vé thoi gian, nguff)n luc va dit liéu thuc té, khoa luan kho
tranh khoi nhitng thiéu so6t nhat dinh. Tac gia mong nhan dugc su gbp ¥ tir gidng vién
huéng dan, hoi ddng chidm khoa ludn va cac chuyén gia trong linh vuc dé hoan thién
hon d¢é tai nghién ctru, ddng thdi mé rong hudng tiép can trong cac nghién ciru tiép theo.

Hy vong rang, nhitng ndi dung nghién ctru va giai phap dé xuat trong khoa luan s&
dong gop thiét thuc cho Cong ty AOF trong qua trinh doi méi, nang cao hiéu qua quy
trinh ban hang, tir d6 phat trién bén viing trong thdi ky chuyén dbi s6 va hoi nhap kinh

te hién nay.
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