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LOI MO DAU
1. Ly do chon d@ tai

Trong bdi canh nén kinh té thi trudng ngay cang canh tranh gay git, hoat dong
cham soc khach hang (CSKH) dong vai tro then chot trong viéc xay dung loi thé canh
tranh bén vitng va dam bao su phat trién 6n dinh cta doanh nghi¢p. Nhan thic dugc
tam quan trong nay, nhiéu cong ty da va dang khong ngimg nd luc hoan thién hoat
d6ng chim s6c khach hang nham nang cao su hai 10ng, 1ong trung thanh cua khach
hang, tir d6 gia tang doanh thu va lgi nhuén.

Tuy nhién, qua qué trinh tim hiéu va khao st so bd tai Cong ty Trong Thirc, em
nhan théy hoat dong cham soc khach hang cua cong ty van con ton tai mot s6 han ché
nhat dinh, chua thyc sy phat huy t6i da tiém ning trong viéc tao dung mdi quan hé
t6t dep voi khach hang va mang lai hiéu qua kinh doanh cao nhét. Diéu nay co thé
xuat phat tir nhiéu nguyén nhan nhu quy trinh cham séc khach hang chwa duoc chuan
hoa, déi ngii nhan vién chua duoc dao tao bai ban, hodc viéc ing dung cong nghé vao
hoat dong cham soc khach hang con han ché.

Véi su quan tam dac biét dén linh vuc quan tri dich vu va mong mudn dong gop
vao su phat trién ctia doanh nghiép, em nhan thay dé tai "Mt s6 giai phap nham hoan
thién hoat ddng cham soc khach hang t6 chirc tai Cong ty TNHH Trong Thuc" 1a mot
co hoi tét dé van dung nhiing kién thirc di hoc, rén luyén k¥ ning nghién ciru khoa
hoc va mang lai nhirng gia trj thiét thuc cho doanh nghiép.

2. Muc tiéu nghién ciru

- Ly thuyét héa lién quan dén cong tac cham soc khach hang cua doanh nghiép

- Phan tich va danh gia tinh hinh kinh doanh va thyc trang hoat dong cham s6c¢ khach
hang cua Cong ty TNHH Trong Thurc

- Pé xuat mot sd giai phap nham hoan thién hoat dong chiam soc khanh hang trong
tuong lai cua cong ty.

3. Pham vi nghién ciru

- Vé ddi twong nghién ctru: Chu yéu tap trung nghién ciru vé thyc trang hoat dong
cham so6c khach hang ctia Cong ty TNHH Trong Thurc

- Vé khong gian: Tai Cong ty TNHH Trong Thic tai co s& Da Nang

- V& thoi gian: tir nam 2022 - 2024



4. Phwong phap nghién ciru

- Phuwong phép phan tich va tong hop

- Phuwong phép quan sat, phuong phéap théng ké, phuong phap so sanh

- Phuong phép diéu tra bang phong van hoic bang cau héi

5. Céu tric
Dé tai bao gém ba phan
Phan 1: Co s6 1y luan vé cham séc khach hang
Phén 2: Thue trang c6ng tac chim soc khach hang tai Céng ty TNHH Trong Thirc
Phan 3: Mot s giai phap nham hoan thién hoat dong cham soc khach hang tai
Cong ty TNHH Trong Thtrc



LOI CAM ON

Viy 1a ching dudng day thir thach nhung ciing v6 cing ¥ nghia mang tén Khoa
luan tot nghiép da khép lai. Dé co6 thé di dén ngay hom nay va hoan thanh dé tai: "Mot
s6 giai phap nham hoan thién hoat dong cham soéc khach hang tai Céng ty TNHH
Trong Thirc, em biét ring minh da nhan duoc tinh yéu thuong, su giup d& va nhiing
chi dan quy gi4 tir rat nhidu ban tay nhan 4i. Gio phut nay day, hon bao gid hét, em
chi mudn duoc noi 18én 16i cam on chan thanh nhét tir tin day long minh.

Trudc tién, em xin dugc gui 101 tri an su sdc nhat dén Truong Pai hoc Kién trac
Pa Néng, noi di mo ra canh ctra tri thirc va trang bi cho em hanh trang vimg chic
trén con dudng sy nghiép. Em biét on Khoa Kinh té- Nganh Quan tri Kinh doanh, cac
Thay C6 d3 tan tAm truyén day kién thirc, chip canh cho nhitng uéc mo va ludn tao
moi diéu kién tt nhat dé sinh vién nhu ching em dugc hoc tap, rén luyén va trudng
thanh.

Dic biét, voi tat ca long kinh trong va biét on vo han, em xin dugc danh nhitng
dong cam on dac biét nhat t&i Co - Thac si Lé Thi Quynh Anh. C6 khong chi 1a nguoi
Thay dinh huéng khoa hoc ma con 1a ngudi da kién nhan lang nghe, tan tinh chi bao,
ubn nin cho em ting cdu chit, ting y tudng du 1a nho nhat. Co nhimng lic em loay
hoay tudng chirng nhu bé tic, chinh s dong vién, nhitng gbp ¥ sau sic va tim huyét
ctia Co di thip sang lai con dudng, gitp em c6 thém dong luc va niém tin dé hoan
thanh cong trinh nay. Em thyc su cam on Cd rat nhiéu!

Em ciing v cung biét on Cong ty TNHH Trong Thuc dd dang rong vong tay don
nhan, tao co hdi cho em dugc hoc héi va trai nghi€ém moi truong lam viéc chuyén
nghiép, than thién. Chinh tai ddy, em d3 c6 duoc cai nhin thuc té va ngudn dit liéu
song dong, quy gid —nén tang quan trong nhat dé em c6 thé thyuc hién dé tai khoa luan
nay.

Va dic biét, em xin giri 10i cdm on chan thanh nhat dén Chi Hanh Quyén va Chi
Thuy Nga tai Cong ty. Cac Chi khong chi 1a nguoi huéng dan nghiép vu ma con 1a
nhing ngudi Chi day nhiét huyét, luon san sang chia sé kién thirc, kinh nghiém va hd
trg em hét minh trong qué trinh thu thip thong tin, giai dap moi thic mic bang sy
kién nhan va tan tam. Su gitp do cua cac Chi da tao diéu kién thuén loi nhat dé em
hoan thanh tét ph?m thuc tap va c6 dugce cai nhin sau sdc vé hoat dong cham séc khach

hang thuc té.



Cubi cung, khong thé khong nhic dén gia dinh va nhitng ngudi ban than yéu. Gia
dinh luén 1a bén dd binh yén, 1a ngudn dong vién tinh than vo gia. Ban bé ludn sat
canh, sé chia nhitng kho khin va niém vui. Chinh tinh yéu thwong va sy tung ho ay da
tiép thém sttc manh dé em vuot qua moi thir thach.

Khoa luan tét nghiép nay 14 tat ca tim sirc ciia em, nhung chic chan van con nhiéu
han ché va thiéu s6t do kién thirc va kinh nghi¢m con non tré. Em rat mong nhan dugc
su cam thong va nhitng gop ¥ quy bau tir Quy Thay, C6 trong Hoi dong chim khoa
luan dé cong trinh cia em dugc hoan thién hon nita.

Em xin kinh chiic Quy Thay, C6 doi dao stc khoe va thanh cong trong su nghiép
giang day. Kinh chiic Ban Lanh dao va toan thé can bo Cong ty TNHH Trong Thirc
ngay cang phat trién viing manh.

Em xin chin thanh cam on mot 1an nira!

Pa Nang, thang 05 nam 2025



LOI CAM DOAN
T6i xin cam doan day 13 cong trinh nghién ciru cta riéng t6i. Cac s6 liéu va két qua
nghién ctu trinh bay trong khéa luan nay 1a trung thuc va chua timg dugc cong bd

trong bat ky cong trinh nio khéc.

Pa Nang, thang 05 nam 2025
Sinh vién
Lé Ngoc Sinh
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CHUONG 1: CO SO LY LUAN VE CHAM SOC KHACH HANG
1.1. Cac khai niém co ban vé khach hang

1.1.1. Khai niém khach hang
Khach hang (Customer) la nhitng c4 nhan, td chtrc mua hodc st dung san phém,

dich vu cua doanh nghi¢p. Ho 1a trung tam ctia moi hoat dong kinh doanh, 1a ngué)n

thu nhap chinh va quyét dinh sy ton tai, phat trién ctiia doanh nghi¢p. Mot khach hang
c6 thé khong mua san phim ngay 1ap tirc nhung c6 thé mua no trong tuong lai nhung
van thudc nhém khach hang muc tiéu ctia cong ty.

Dua trén cach tiép can khac nhau chung ta c6 mot s vé dinh nghia khach hang:

- Theo Peter Drucker dinh nghia "Khéach hang 1a nén tang ctia mot doanh nghiép va
giit ho hai 1ong 1a muc tiéu kinh doanh quan trong nhat."

- Hodc theo Philip Kotler dinh nghia "Khéach hang 1a ngudi mua hodc nguoi c6 kha
ning mua mot san pham hoic dich vu". (Marketing Management, Philip Kotler).
Tuy dinh nghia vé khach hang c6 khac nhau vé mat ngon ngi, dién dat song déu

phan anh nhiing tinh chat co ban ctia khach hang. Tir d6, khach hang cé thé duoc hiéu

nhu sau: “Khdch hang ciia mét t6 chiee la tdp hop nhitng cd nhéan, nhom nguoi, doanh
nghiép,.. ¢é nhu cau sir dung san pham hay dich vu ciia Cong ty va mong muén théa
man nhu cau do”.

1.1.2. Phéan loai khach hang
Viéc phan loai khach hang c6 thé dua vao nhiéu tiéu chi, c6 thé ké dén mot s kiéu

phén loai co ban nhu: Khach hang cii — khach hang mdai, khach hang ndi bd - khach

hang bén ngoai, khach hang hién tai — khach hang tiém nang,.. O trong dé tai ching
ta s& xét theo kiéu phén loai khach hang bén trong - khach hang bén ngoai.

1.1.3. Khéch hang bén trong
Khach hang bén trong, hay con goi la khach hang noi bg, chinh 1a déi ngii nhan

vién dang lam viéc trong doanh nghi¢p. Ho phu thudc vao céc dich vy, san phém va

thong tin tir cic bd phan khac dé c6 thé hoan thanh t6t nhiém vu ciia minh. Mic du
khong phai 1a dbi twong khach hang truyén théng, nhung sy hai 1ong va hi¢u qua lam
viéc cia ho c6 anh huong truc tiép dén chét luong san phém, dich vu cung cép cho
khach hang bén ngoai. Do d6, viéc quan tam, cham séc va dbi xir véi khach hang bén

trong tuong ty nhu khach hang bén ngoai 1 vo cung can thiét,



Vi du dién hinh, trong mot nha hang, nhan vién 1€ tin va phuc vu ban khong chi
tuong tac véi khach hang dén dung bita ma con can phdi hop chit ché voi bd phan
ché bién dé nim bt thong tin vé moén an va bo phan thu ngan dé xtr 1y thanh toan. Sy
phdi hop nhip nhang giita cac b phan nay, tirc 1a sy phuc vu 13n nhau giira cac "khach
hang bén trong", s& dam bao trai nghiém tot nhat cho "khach hang bén ngoai".

1.1.4. Khéach hang bén ngoai

Khach hang bén ngoai 1 nhitng ca nhan hodc to chirc thyc té tiéu thy san pham
hodc dich vy cua doanh nghiép. Muc dé quan trong cua tirng nhom khach hang bén
ngoai co thé khac nhau, va dua trén nhiéu tiéu chi, ho dugc phan loai thanh cac nhém
Sau:

a. Can cir vao muc dich mua hang

Dua trén muc dich mua hang, khach hang bén ngoai dugc chia thanh:

Khach hang to chire: Pay 1a cic t6 chirc, bao gdm cac ca nhan dai dién mua san
pham, hang hoa hoic dich vu cho doanh nghiép, co quan chinh pht hodc cac t chirc
phi loi nhuan. Pic diém ciia nhém khach hang nay 14 quy trinh mua hang thuong
phtc tap, lién quan dén nhiéu nguoi tham gia va cac yéu to nhu ngan sach, yéu cau
k¥ thuat. Khach hang t chtrc bao gdm mét sé chu thé cé thé ké dén nhu:

- Nha san xuat: Mua hang héa, dich vu dé san xuit ra cac san phém khac va ban
lai. Ho quan tam dén viéc mua nhu mot nha ché tao thiét bi géc, nguoi st dung
cudi cuing hodc mua dé ban lai.

- Nha phan phdi/ban 16: Mua hang héa, dich vu dé ban lai cho cac t6 chuc kinh
doanh khac hoic nguoi tiéu dung cudi cing nham thu loi nhuan. Ho cha trong
dén cac san phém co suc hép dan va mang lai lgi nhuan cao.

- Té chirc chinh phu: Mua hang hoa, dich vu dua trén cac dac diém ky thuat chi
tiét va thong qua quy trinh dau thau. i véi cac mat hang st dung thudng xuyén,
ho c¢6 xu hudng ky hop ddng dai han v6i cac nha cung cip uy tin.

- Tb chuc phi loi nhuan: (bénh vién, trudng hoc, to chirc ton gio, to chirc xa hoi...)
Mua hang theo cac thu tuc chat ché dé dam bao phuc vu muc ti€u va st ménh cua
t6 chirc. Quyét dinh mua hang ctia khach hang t6 chirc thudng doi héi nhiéu thoi
gian va nd lyc tir phia ngudi ban dé theo sat tién trinh mua va hd tro sau ban hang.

Khéch hang 13 nguwoi tieu dung: Day 1a nhitng c4 nhan mua san pham hoic dich

vu dé sir dung cho muc dich ca nhan hoéc gia dinh. Hanh vi mua hang ctia ho chiu



anh huong boi nhidu yéu t6 tim 1y trude, trong va sau qua trinh mua. Doanh nghiép
can hiéu rd hanh vi nay dé dua ra cac chién luoc marketing va chim soc khach hang
phu hop, tir d6 thu hut va gilr chan khach hang.

b. Can cur vao kha nang mua hang

Dua trén kha ndng mua hang, khach hang bén ngoai dugc phén loai thanh:

Khach hang hién c6: La cac t6 chirc hodc ca nhan di tirmg mua va tiéu thu san pham
ctia doanh nghiép, dang duy tri mdi quan hé mua ban. Khach hang hién c6 c6 thé
dugc phan thanh cac cdp bac nhu khach hang mua hang lan dau, khach hang mua
hang lan sau, khach hang thudng xuyén va khach hang chu dong. Viéc 1am hai long
khach hang hién c6 1a uu tién hang dau, boi ho khong chi mang lai doanh thu ma con
12 nguon thong tin gia tri vé thi truong va khach hang tiém nang.

Khach hang tiém ning (khach hang trién vong): La cac t chirc hodc ca nhan co
kha nang tr¢ thanh khéch hang hién c6 ctia doanh nghiép trong tuong lai. Doanh
nghiép can nd lyc tim kiém va tiép can nhom khach hang nay dé duy tri va ting truong
doanh sd. Viéc xac dinh cac khach hang tiém ning c6 kha ning mua hang cao nhét 1a
mot nhiém vy quan trong, doi héi su nghién ctru va phan tich ky ludng.

c. Can cir vao murc do dong gop cia khach hang

Duya trén mitc do dong gop vé doanh sd, khach hang bén ngoai dugc phan thanh:

Khach hang 16n: La nhimg t6 chitc c6 doanh s tiéu thy san pham cia cong ty cao
nhat, dong gop phan 16n vao tong doanh thu.

Khéch hang trung binh: La nhiing t6 chirc ¢6 quy mé mua hang vira phai, mang lai
doanh s 6n dinh & mirc trung binh.

Khach hang nho: La céc to chirc hodc ¢4 nhan mua hang véi s6 luong it hodc khong
thudng xuyén, dong gop ty trong doanh thu nhé hon, nhung van 1a mot phan cua co
so khach hang ctua doanh nghiép.

1.2. Vai tro cua khach hang
a. Pem lai nguon doanh thu

Khach hang tra tién dé so hiru san pham, dich vu ma doanh nghiép cung cép, viy
1a ho d4 tao ra doanh thu cho doanh nghiép. Nguon thu nay 1a co s& dé duy tri hoat
dong kinh doanh ciing nhu chi tra cac khoan phi diéu hanh doanh nghiép nhu lwong
nhan cong, tién thué mit bang,...

b. La co s& cho nhitng quyét dinh cai thi¢n san pham, dich vu



Duya vao nhitng phan hdi va danh gia ctia khach hang, doanh nghiép c6 thé cai thién
san phém, dich vu cia minh.

c. La co s& ciia nhitng chién lwgc kinh doanh hiéu qua

Dua trén chan dung ciing nhu nhu ciu va mong mudn cua khach hang, doanh
nghiép co thé xac dinh céc chién lugce cung cip san pham, dich vu 1am hai long khach
hang va tang doanh thu.

d. La mdt nhén t6 ban hang tiém ning

Bén canh viéc mua va stir dung, khach hang con giup doanh nghi¢p quang ba san
pham thong qua feedback, chia sé trén cac trang x4 hoi, gidi thiéu cho ban be,...
e. La thuédc do gia tri, vi thé ciia doanh nghiép

Khach hang gan b6 1au dai véi thuong hiéu, chirg minh rang ban thuc sy da cung
cAp nhitng san san phim véi chat luong t6t cho ho. Py 1 co sé dé ting gia tri cua
cong ty trén thi trudng so véi cac ddi thii canh tranh va ghi diém trong mat doi tac.

1.3. Cham séc khach hang

Nhan thic diing dan vé vai trd then chdt ciia khach hang d6i voi sy ton tai va phat
trién bén virng da dua cong tac cham soc khach hang tré thanh mot wu tién hang dau
va 1a yéu t6 quyét dinh su thanh cong ctia moi doanh nghiép hién dai. Tuy nhién,
cham soc khach hang khong chi don thudn 1a thé hién thai do lich sy, than thién trong
giao tiép. Hoat dong nay doi hoi su chu ddo, quan tim toan dién va chat luong phai
dugc thé hién xuyén sudt trén moi khia canh ctia san pham ciing nhu dich vu cung
cap. Tuwong tu nhu linh vuc marketing, 1y luin va cac phuong phéap trong chim soc
khach hang duoc diic két va phat trién cha yéu dya trén viéc tong két kinh nghiém
thuc tién tir qua trinh twong tac truc tiép voi khach hang.

Nhin chung, c6 kha nhiéu quan diém va dinh nghia vé hoat dong cham soc khach
hang, tuy c6 khac nhau vé cach dién dat, ngon tir,.. song van phan anh tuong déi giong
nhau vé béan chit cta hoat dong cham soéc khach hang. Vay nén, hoat dong CSKH co6
thé dugc hiéu mot cach twong ddi nhu sau: “Chdam séc khdich hang la tdt ca nhitng
hoat dong ma doanh nghiép thuc hién nham théa mén nhu cau va mong muon cia
khdch hang. Nhitng hoat dong nay co thé dwoc thwe hién & tat cd cdc giai doan tur
truée, trong va sau khi khich hang mua va sit dung san pham/dich vu ciia doanh
nghiép”.

1.3.1. Vai tro cua cham soc khach hang



1.3.1.1. XAy dung mdi quan h¢ véi khach hang

Moi quan hé gitta doanh nghiép va khach hang 1a v6 cing quan trong. Chim soc
khach hang hiéu qua s& gitp doanh nghiép xay dung mdi quan hé bén chit voi khach
hang, giup khach hang cam thay duoc ton trong va quan tim.

Khac vé1i viée chi tap trung tao dung mbi quan h¢ v6i khach hang dua trén muc
tiéu kinh doanh, chim séc khach hang chi trong dén viée hd tro va quan tim dén nhu
cau cta khach hang. Tir d6 khuyén khich khach hang quay lai ¢ cac giai doan khac
nhau trong qua trinh mua hang.

1.3.1.2. Tao trai nghiém mua sim tich cuc

Trai nghiém mua sim cta khach hang 13 toan bo qua trinh twong tac cua khach
hang véi doanh nghiép, tir lic ho biét dén doanh nghiép cho dén khi ho str dung san
pham/dich vu ctia doanh nghiép. Cham soc khach hang hiéu qua sé gitip doanh nghiép
tao ra trai nghiém mua sam tich cuc cho khach hang, khién khach hang hai long va
mudn quay lai mua hang.

1.3.1.3. Tao dung uy tin va thwong hi¢u

Cham soc khach hang ciing 1a co hoi dé truyén dat gia tri cot 18i ciia doanh nghiép
dén khach hang. Uy tin va thuong hiéu 13 nhitng yéu t6 quan trong quyét dinh su
thanh cong cua doanh nghiép. Cham séc khach hang hiéu qua s€ gitip doanh nghiép
xdy dung uy tin va thuong hiéu tich cuc, khién khach hang tin tuéng va danh gia cao
doanh nghiép.

1.3.1.4. Giir chan khach hang hién tai

Gitr chan khach hang hién tai Ia mét nhiém vu quan trong cua doanh nghié¢p. Khach
hang hién tai c6 nhiéu kha ning tiép tuc mua hang tir doanh nghiép hon khach hang
ma&i. Chdm soc khach hang hi€u qua sé gitp doanh nghiép gilr chan khach hang hién
tai, gidm chi phi thu hat khach hang mai.

1.3.1.5. Thu hut khach hang tiém niing

Thu hit khach hang tiém ning 1a mot nhiém vu quan trong ciia doanh nghiép.
Cham soc khach hang hiéu qua sé giup doanh nghiép thu hat khach hang tiém ning,
khién ho cam thay hai long va mudén mua hang tir doanh nghiép.

1.3.1.6. Nang cao hiéu qua hoat dong

Cham soc khach hang hiéu qua s& gitip doanh nghiép giam thiéu chi phi marketing

va quang c4o. Khi khach hang hai long véi san pham/dich vu ctia doanh nghiép, ho



s& san sang gidi thidu san pham/dich vu ctia doanh nghiép cho ban bé, nguoi than.
Diéu nay gitip doanh nghiép tiép can thém nhiéu khach hang tiém ning, ning cao
hiéu qua hoat dong, tang doanh thu va lgi nhuén.

1.4. Muc dich cham s6c khach hang

“Muc dich chinh cua cham soc khach hang la dam bdo su hai long cua khdch
hang, giit chdn khdch hang va thiic ddy su trung thanh déi véi thiwong hiéu hodc sdn
pham”.

Hoic theo quan diém cudn sach Raving Fans cua Ken Blanchard myc dich cua
cham soc khach hang 13 tao ra nhitng "ngudi ham md cudng nhiét" - nhimg khach
hang khong chi hai long ma con tré thanh nhitng nguoi ung hd nhiét tinh cho doanh
nghiép

1.5. Quy trinh cham séc khach hang

Nhin chung, du c¢6 sy khac biét vé mat ndi dung, ngdn ngit va cach dién dat giira
céc quan diém hoic cac doanh nghiép v6i nhau trong quy trinh cham séc khach hang.
Tuy nhién, ban chat quy trinh cham séc khach hang van co sy théng nhat ¢ nhiing
cong viéc va ndi dung cha yéu can trién khai.

1.5.1. Trwdce khi ban hang

Muc dich: hoat dong chiam soc khdach hang truée khi ban hang nham muc dich
chinh la xdy dung long tin va tao nén tang vieng chdc véi khach hang tiém néng. Diéu
nay dat dwoc théng qua viéc hiéu ré nhu cau, cung cap théng tin gid tri, gidi dép thic
mdc va xdy dung moi quan hé tich cuc ngay tir dau, nham muc tiéu cudi cing la giup
khdch hang tw tin hon va téi da héa kha néing ho quyét dinh mua hang thanh céng.

Lén ké hoach xic dinh muc tiéu chung: Nhan vién hay d6i ngii marketing cua
mot doanh nghiép can phai xac dinh muc tiéu khach hang phu hop véi san pham cia
doanh nghiép.

Tim kiém thong tin khach hang: Budc tiép theo sau khi 1én ké hoach day du, cac
doanh nghiép bat dau chay cac chuong trinh quang cdo trén cac phuong tién truyén
thong dé thu hut lugng khach hang cha y d¢én san pham

Mot s6 cong cu co thé tim kiém thong tin khach hang c6 thé thong qua quang co,

khao sat, xay dung website,..



Phén loai khach hang: sau khi c6 duoc dit liéu thong tin ctia khach hang can phan
loai khach hang nham c6 nhitng chinh sach chdm séc khach hang phu hop véi ting
d6i tugng.

Tiép can khach hang: Tiép can khach hang qua cac kénh truyén théng hoic truc
tiép

Gi6i thiéu san pham: Dé san phdm dugc khach hang biét ¢én nhiéu hon thi ngoai
chay chuong trinh quang cdo trén cac trang website hay td chirc cac chwong trinh sale
thi doanh nghiép can phai dao tao mot doi ngii sale chuyén nghiép.

1.5.2. Trong khi ban hang

Muc dich: hoat dong cham séc khdch hang trong khi ban hang nham givp khdch
hang tw tin chot giao dich bang cdch cung cdp théng tin cudi ciing, cung co gid tri
san pham, giai ddp ngay moi thac mdc phdt sinh va hiedng dan chi tiét cdc bude can
thiét (nhw thanh todn, ky két). Piéu nay nham dam bdo giao dich dién ra nhanh chéng,
chinh xdc, logi bé rdo can phiit cudi va duy tri trdi nghiém tich cwc, bién khdach hang
tiem nang thanh khach hang thyc sw mot cach hiéu qua.

Chuan bi truée ban hang: Do tao nhan vién vé san pham/dich vu, k§ nang giao
tiép, va xu 1y tinh hudng.

Tiép cin va tw van: Tu van san pham phu hop, gidi thich & wu diém, chinh sach
bao hanh/doi tra

Xir Iy phan d6i: Giai dap thic méc, thao g rao can (gia ca, chat luong) cho khéch
hang.

Linh hoat dé xuét giai phap (giam gi4, khuyén mai) cho khach hang néu can.

Hoan tat giao dich: HJ tro khach hang trong thu tuc thanh toan, giao hang nhanh
chong, minh bach.

1.5.3. Sau khi ban hang

Muc dich: hoat dong cham séc khdch hang sau khi ban hang nham dam bdo su
hai long toi da ciia khdch hang, xdy dung moi quan hé bén chdt va tao dung long
trung thanh. Piéu nay dat dwoc théng qua viéc hé tro khdach hang sir dung sdn
pham/dich vu, nhanh chéng gidi quyét moi van dé phdt sinh, thu thdp phdn hoi dé
lién tuc cdi thién va duy tri lién lac.

Giri thrr cam on khach hang sau ban hang va tw vin: Thu cam on c6 thé duoc

giri duéi dang viét tay hodc giri email cam on khach hang. Tty thudc vao san pham



va nganh nghé doanh nghiép ban dang hoat dong, thu cam on c6 thé dugc gui dudi
dang viét tay hodc email.

Héi y kién khach hang sau khi trai nghiém san pham: Dé co thé phét trién dugc
san phém theo huong tdt hon, ddi sale can chu dong lién lac lai dé khao sat vé trai
nghiém ctia khach hang v6i san pham ma doanh nghiép dang cung cip

Duy tri trao ddi thong tin va cung cAp théng tin hiru ich téi khach hang: Doi
sale c6 thé tiép tuc giir lién lac v&i khach hang bang cach cung cap nhimng thong tin
c6 gia tri dudi nhiéu phuong tién khac nhau, tir viéc glri email hang tuan dén giri tin
nhan nhiing wu di, doanh nghiép ¢ thé cung cap nhiing thong tin hitu ich dén khach
hang.

Két hop quang béa cho san pham/ dich vu méi: Doanh nghiép c6 thé giri t6i nhom
khach hang trung thanh cta ban nhirng vu dai dic biét lién quan téi san pham.

1.6. Cac phwong thirc dé chim séc khach hang
1.6.1. Phwong thirc chim séc trie tiép

Cham soc khach hang truc tiép tai noi trung bay va ban san pham, tai cac cira hang
dai 1y,...1a mot hinh thtrc rat pho bién hién nay. Cc nhan vién chim soc khach hang
s€ thuc hién nhiém vu ban hang kiém luén cham soc khach hang bé“mg cach dua ra
cac thong tin tu van, cung cap thong tin vé san pham/ dich vu truc tiép dén khach
hang

Bén canh d6 con ¢6 mot hinh thirc cham soc khach hang mot cach true tiép khac
d6 chinh 1a tai cac trung tAm ho trg khach hang, hoic tham chi tai nha khach hang khi
sir dung san pham/ dich vu cta cong ty

Uu diém cua hinh thirc cham soc khach hang truc tiép nay 1a ca khach hang va
cong ty co thé giai quyét cac yéu cau khach hang mot cach nhanh choéng, tién loi va
tiét kiém thoi gian trong viée tiép nhan - phan tich - xir Iy va giai quyét van dé khach
hang.

1.6.2. Phwong thirc cham soc khach hang online

Chim s6c khach hang online 13 hinh thtrc gian tiép thong qua cac phuong tién hd
tro vé thuc hién dua trén cac phuong thirc khac nhau. Thu hep khoang cach béng cac
phuong tién cong nghé thong tin hién dai két hop cing mang xa hoi, nguoi dung c6
thé nhanh chong tim dugc cac thong tin vé san phim qua céc thong tin quang cdo va

tuong tac truc tiép vé san pham.



Mot s6 hinh thire chim séc khach hang online hién nay cé thé ké dén nhu:
- Hinh thirc chdm s6c khach hang qua tin nhan quang céo (Qua s6 dién thoai)
- Hinh thirc cham soc khach hang qua email - thu dién t&
- Cham séc khach hang bang hinh thirc goi dién truc tiép

- Hinh thitc cham séc khach hang thong qua cac dién dan

a. Uu diém ciia phwong thive CSKH gidn tiép c6 thé ké dén nhuw:

- Tiét kiém chi phi: Giam chi phi nhan lic, mit bang va cac chi phi lién quan dén

tuong tac truc tiép.

- Tiép c4n sb luong 16n khach hang: C6 kha nang phuc vu dong thoi nhiéu khach

hang & moi lic moi noi.

- Thuan tién cho khach hang: Khach hang c6 thé lién hé hodc tim kiém thong tin
vao bat ky thoi diém nao.
1.7. Cac yéu to lién quan dén qua trinh chim séc khach hang
Nhin chung hiéu qua hoat dong chim soc khach hang cua cong ty c6 nhiéu yéu to
anh huong ma doanh nghiép can quan tam.

Trong d6 ba yéu t6 chu dao déng vai trd quan trong va then chét bao gom:
- Yéu t san pham
- Yéu t6 con ngudi

- Yéu t6 thuén tién

1.7.1. Yéu t6 san pham
1.7.1.1. Chat hrong san pham

Néu san pham t6t (chat lugng cao, it 161, d& sir dung) din dén hoat dong CSKH it
phai xtr ly khiéu nai, tap trung vao tu van nang cao trai nghiém hoic upsell (gidi thigu
san pham méi).

Néu san phém kém (161 k¥ thuat, kho dung, chinh sach hau mai yéu) dan dén hoat
dong CSKH bj "ngap" trong phan nan, doi hoi xir Iy khing hoang, dén bu, din dén
qua tai va giam hiéu suét.

1.7.1.2. Pa dang san phim



Khi san pham ctia Cong ty c6 sy da dang mau ma giup viéc dap tng nhu cau khach
hang da dang, khach hang c6 nhiéu lwa chon dan t6i hoat dong CSKH dé& dang tu van
san pham phu hop véi ting phan khic, ting ty 1& hai long.

Khi Céng ty c6 nhiéu san pham da dang din t6i d6i ngli CSKH c6 thé két hop
nhiéu san pham dé dé xuat giai phap toan dién (vi du: ban dién thoai kém phu kién,
g61 bdo hanh mé rong).

Viéc da dang san pham ciing gitip giam ap luc tap trung vao mot san pham khi mot
san pham gip su c¢b, CSKH c6 thé chuyén huéng khach hang sang san pham khéc
thay thé, tranh mat khach.

1.7.1.3. Tinh dé st dung

Khi san pham sir dung don gian dan ti doi ngli CSKH khong can qua tap trung
vao giai thich cac van dé k¥ thuat qua nhiéu thay vao d6 d6i ngii CSKH s& danh nhiéu
thoi gian hon tap trung vao viéc twong tac, gidi thiéu tu van vé cac van dé lién quan
khac

Khi san pham can hudng dan st dung phiic tap dan dén doi ngli CSKH can am
hiéu 13 vé cac dic tinh k¥ thuat, cach xur 1y,.. bén canh dé khi khach hang st dung
san pham luén gip van dé ky thuat phat sinh dan t&i doi ngti CSKH phai ludn giai
dap lién tuc

1.7.1.4. Cong nghé san pham

Ngay nay, cdc san pham quen thudc dang chimg kién sy thim nhap manh mé cua
cdng nghé, mang dén nhiing trai nghiém tién loi va théng minh hon cho nguoi dung.
Tt nhiing thiét bi gia dung nhu tu lanh, may giat c6 kha nang két ndi internet, dén
cac vat dung ca nhan nhu dong hd thong minh theo ddi stc khoe, cong nghé dang dan
tré thanh mot phan khong thé thiéu. Vi sy thay doi nhanh chéng vé san pham, hoat
dong CSKH ciing phai ludn cap nhap dé dudi kip xu huéng va phuc vy t6i da nhu cau
cua khéach hang.

V6i san pham chua 4p dung nhiéu cong nghé tién tién hoat dong CSKH thuong
tap trung vao cac khia canh don gian cua san pham, do d6 doi ngéi CSKH khong can
yéu ciu qua cao trong viéc dam bao kién thirc vé san pham.

Nhung dbi v6i san pham da ap dung céc cong nghé cao, hoat dong CSKH s& co

nhirng anh hudng nhit dinh c6 thé ké dén nhu:
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- Tang thém cac khia canh can hd tro: CSKH sé& can trang bi thém kién thirc vé
cac tinh ning cong nghé ciia san pham.

- €6 thé can dén sy phdi hop voi bo phan k¥ thuat: Boi véi cac van dé phirc tap
lién quan dén cong nghé, nhin vién CSKH c6 thé can chuyén giao hodc tham
khao ¥ kién tir bd phan k¥ thuat.

- Cung cip thém kénh hd trg (néu cd): Néu san pham cé tmg dung két ndi (vi du:
app diéu khién), c6 thé c6 thém kénh hd trg qua img dung.

- Yéu cdu tai liéu hudng dan chi tiét hon: Khach hang c6 thé can hudng dan khong
chi vé cach str dung san pham vat Iy ma con vé cach sir dung céc tinh ning cong
nghé.

1.7.1.5. San lwong sin pham

Khi Céng ty ludn c6 san lugng san pham trong kho luén 6n dinh va du 16n dan t6i
giam tinh trang thiéu hang, tranh dé khach hang cho doi hodc hity don qua dé bo phan
CSKH khong phai xtr Iy nhiéu phan nan vé giao hang cham. Nguoc lai, néu luon
trong tinh trang thiéu hang bo phan CSKH phai ludn trong tinh trang qué tai trong
viéc giai quyét phan nan cia khach hang qua d6 1am ti 1é hai long cua khach hang
cling giam di dang ké
1.7.2. Yéu t6 con ngudi

Anh huéng cta yéu t6 con nguoi (nhin vién cong ty) dén hoat dong chim soc
khach hang 1 truc tiép, manh mé& va mang tinh quyét dinh dén chat luong ciia moi
tuong tac. Chinh ning luc chuyén mén, k¥ ning giao tiép, thai d6 phuc vu va su thau
hiéu khach hang ctia doi ngii nhan vién (tir nguoi tiép nhan yéu cau, ngudi giai dap
thac mic cho dén ngudi hd tro ky thuat...) dinh hinh cach khach hang cam nhan vé
dich vu chdam s6c. Mgt nhan vién gioi, tan tam co thé bién mot tinh huéng tiéu cuc
thanh tich cuc, xay dung long tin va sy hai long cho khach hang. Ngugc lai, nhan
vién thiéu sot, thiéu nhiét tinh hodc thiéu chuyén nghiép co thé 1am khach hang buc
boi, méat niém tin va pha hong mdi quan hé, bat ké san pham hay quy trinh c6 tot dén
dau. Do do, con nguoi chinh 1a bo mat va linh hon cua hoat dong cham soc khach
hang, 13 yéu t6 trung tim quyét dinh trai nghiém va su hai 1ong ctia khach hang.

1.7.3. Yéu t6 sw thuén tién
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Sy thuan tién trong chim soc khach hang 1a viéc tao ra mot hanh trinh h tro it ma
sat nhat co thé cho khach hang, gitp ho d& dang, nhanh chong va it tén cong stc nhét
dé tim kiém thong tin, lién hé va giai quyét van dé cia minh

Yéu t6 su thuan tién cé tac dong rat 16n dén két qua hoat dong cham séc khach

hang, mot s6 diém quan trong va then chdt bao gom:

- Kha niing tiép cin: D& dang tim thiy thong tin lién h¢, dia chi cong ty hodc cac

kénh hd tro trén website, tng dung, bao bi san pham, v.v.

- Tinh san sang: Gid lam viéc cua cac kénh ho trg truc tiép (di€n thoai, chat,

email) phut hop véi lich trinh ctia khach hang, hodc ¢6 nhidu khung gio dé lya chon.
- Thot gian cho dot dé két ndi véi nhan vién hd tro (qua dién thoai, chat) la ngén.

- Sw dé dang va don gian: Quy trinh yéu cau ho trg, bdo céo su co, doi tra, bao

hanh don gian, it budc phuc tap.
- Téc d9:Thoi gian phan hdi nhanh chong.

- Linh hoat vé kénh va phwong thirc: Cung cép da dang cac kénh lién hé dé
khach hang lga chon kénh ho cam théy thuén tién nhét (dién thoai, email, chat, mang
xa hoi, form web, SMS, v.v.)

1.8. Ky vong ciia khach hang khi lra chon san pham vé sinh

Nhin chung, muc tiéu cta hoat dong cham séc khach hang nham gia ting mirc do
hai 1ong cua khach hang va gia tang ty 1¢ mua lap lai ciia khach hang. Khi noi dén sy
hai 10ng chiing ta c6 thé hiéu nhu sau: “Sw hdi long ciia khédch hang la mét dang cam
gidc théa man sau khi nhitng ky vong, yéu cau cia khach hang da dwoc dap g,
chiing dwoc hinh thanh théng qua qud trinh trdi nghiém va tich lity khi mua sdm hodc
sit dung cdc san pham, dich vu do doanh nghiép cung cdp”.

Nhu vay, trong linh vyc kinh doanh cac san pham vé sinh néi chung khach hang
van ¢ nhitng ky vong lién quan dén san pham khi mua hang c6 thé ké dén nhu sau:

— PAu tién, chat lugng san phém la yéu td then chét, bao g6m do bén, hiéu qua

hoat dong, tinh ning an toan va thiét ké phu hop.

— Thu hai, gia ca hop 1y va cac chinh sach wu dai 1a diéu kién tién quyét dé t6i uu

hoa chi phi.
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— Tht ba, dich vu khach hang chuyén nghiép, tir tu van dén bao hanh va hd tro
sau ban hang, tao nén su tin tudéng va hai long.

— Th tu, uy tin ciia nha cung cap, thé hién qua kinh nghiém, chtrng nhan va danh
gia tir khach hang trudc do, 1a yéu td quyét dinh sy lwa chon.

— Cubi cung, tinh bén viing va than thién v6i méi trudng ngdy cang trd thanh tiéu

chi quan trong, phan anh trach nhiém xa hoi va xu hudéng ti€éu dung xanh.
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CHUONG 2: THUC TRANG CONG TAC CHAM SOC KHACH
HANG TAI CONG TY TNHH TRONG THUC

2.1. Tong quan vé don vi thue tip
- Tén Cong Ty: CONG TY TRACH NHIEM HUU HAN TRONG THUC
- Logo Cong ty

2
al

TRONG THUC

- M s6 thué: 0400566946

- Nguoi dai dién phap 1y: P Trong Thirc

- Ngay hoat dong: 21/03/2007

- Website Cong Ty: https://thungracgiatot.com

- Email: smthuynga@gmail.com

- Hotline: 023 6393 87 87 - 0911 62 37 37

- Tru s& chinh: 988 -990 Ngb Quyén, Phudng An Hai T4y, Quan Son Tra, Thanh
phé Pa Ning, Viét Nam.

- Chi nhanh 1: Lé Thi Riéng, Phuong Thoi An, Quan 12, TP. Ho Chi Minh.

- Chi nhanh 2: Ngd 75 duong Phu Dién, Bac Tir Liém, Ha Noi.
2.1.1. Lich sir hinh thanh va phat trién

Cong ty TNHH Trong Thuc duge ong Do Trong Thuc thanh 1ap vao thang 3/2007.

Vi hon 15 ndm kinh nghiém trong viéc cung cip va chuyén phan phdi cac loai thung
rac hang dau Viét Nam. Ngoai ra, cdng ty con tu hao 1a don vi tién phong chuyén
cung cap cac san pham nganh nhya tiéu biéu san pham nhya cong nghiép v6i mau
ma da dang va phong phu.

Niam 2009: Panh ddu bude ngoit quan trong khi tham gia trién 1am Qudc té vé vé
sinh méi trudng tai TP HO Chi Minh tai ddy chung t6i dd vinh han nhén giai thuéng

“San pham chat lugng cao” khang dinh vi thé viing manh clia cong ty trén thi truong
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Niam 2017: Cong ty vinh dy nhan dugc giai thuong “Doanh nghiép xuét sic nhat
nam 2017” phan thuéng ximg dang cho nhitng nd luc khong nging nghi cua tap thé
can bd nhan vién

Nam 2019: Cong ty tiép tuc git hai thanh cong khi nhan danh hiéu “Doanh nghiép
dugc yéu thich nhat nim 2019”. Pay 1a minh ching cho su tin tudng va yéu thich cta
khach hang danh cho san phdm va dich vu ctia cong ty

Niam 2024: Hanh trinh 15 ndm di qua cong ty khong ngimg phat trién mo rong thi
treong ra cac tinh thanh trén ca nudc. Muc tiéu huéng dén 1a tro thanh nha cung cip
hang dau cc san pham vé sinh mai truong tai Viét Nam va vuon tam thé gidi

Trong nhitng nam hoat dong, Cong ty TNHH Trong Thuc da va dang hop tac va
cung cip san pham dén véi cac dbi tac 16n nhu Bénh vién Hoan My Pa Nang, Bénh
vién Da Nﬁng, DPai hoc Dong A, Furama Resort Pa Nﬁng,. .. va cac don vi khac trén
toan qudc.

2.1.2. Linh vuc/san pham kinh doanh

- Linh vuc kinh doanh: Ban si, 1¢é cac loai thung rac, thiét bi vé sinh moi truong,
thiét bi nha hang, khach san, pallet, xe nang, thi rac,...
2.1.3. TAm nhin, str ménh va céc gia tri cot 16i
a. Tam nhin

- Trong nhitng nam hoat déng trong nganh, cong ty chuyén cung cip thing rac
Trong Thurc ludn nd lyc, tim toi dé khéng dinh vi thé trén thi truong

- Cong ty mong mudn “Tap thé lanh dao va toan bo doi ngil nhan vién ludn nd luc
dé dua Cong ty TNHH Trong Thirc tré thanh don vi cung cip san pham vé sinh moi
truong — d6 thi va thiét bi khach san, nha hang s6 1 Viét Nam”

b. St ménh

- Cong ty Trong Thirc cam két ludn dem dén cac san pham vé sinh mdi trudong —
d6 thi, thiét bi khach san nha hang, xe nang,.. c6 chat luong tét, gia ca hop 1y nhat
Viét Nam

- Doanh nghiép s& khong ngirng cb ging nang cao chat lvong dich vu nhim mang
lai trai nghiém mua hang thuan tién nhat cho khach hang. Pong thoi ludn nd luc dé
tao moi trudong lam viéc hiéu qua cho moi nhan vién

c. Cac gia tri cot 16i
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“Chét luong t6t — Gia ca hop 1y — Tu véan tan tim — Lang nghe khach hang” 1a
phuong cham kinh doanh ¢t 16 cta céng ty cung cap thung rac uy tin Trong Thirc
ching toi.

- Chét lwong: Cong ty Trong Thirc cam két dem dén quy khach hang cac san pham
6 chat lugng dam bao, nguén géc xuét xt, kiém dinh ro rang. San phém nhan duoc
gidng nhu thong tin cung cip ban dau.

- Gia ca: Chiing t6i ludén c¢d ging tdi uu quy trinh, nhap hang truc tiép dé dem dén
gi4 ca phai ching nhit cho quy khach hang.

- Tu van c6 tam, tan tinh: Doi ngill nhan vién nhiét huyét, tan tam hoat dong lién
tuc sé giai dap tat ca cac thic méac quy khach vé san pham.

- bat loi ich khach hang 1 trén hét: Cong ty luén mudn dem lai trai nghiém mua
hang tuyét voi nhat vi vay toan thé nhan vién déu sin sang ling nghe, tiép nhan cic
¥ kién khiéu nai, xr Iy cac van dé phat sinh mot cach nhanh chong va hiéu qua nhat
ludn dat quyén loi khach hang 13 trén hét.

So @6 co cAu to chire ciia Cong ty

GIAM DOC
L 2
PHO GIAM DOC
l A 4 l l
PHONG HANH PHONG KINH PHONG . .
; . § PHONG KE TOAN
CHINHNHANSY  |Guunss > DOANH Grnnns M  MARKETING  |Ganesdy
A A A A
° v v v

Hinh 1:Co cdu t6 chire
Giam déc (DS Trong Thirc): Giam dbc 1a chu sé hitu doanh nghiép c6 quyén diéu
hanh doanh nghiép theo ché d6 mot thu truong, chiu trach nhiém vé cac hanh vi cua
minh, cling nhu két qua cong viéc cua Cong ty. La ngudi cha sé hitu cao nhit trong
cong ty. Giam ddc c6 nhiém vu hoach dinh 1én cac chinh sach kinh doanh lau dai,

vach ra cac muc ti€u mang tinh chién lugc, dua ra quyét dinh cho cap dudi thuc hi¢n
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cong viéc, phan cap, phan quyén cho cip dudi. La nguoi ra cac chi thi ménh 1énh ma
moi nguoi trong doanh nghiép can phai chip hanh, t6 chitc bd may quan tri du vé sd
luong, manh vé chit luong quan trj vién dam bao quan hé bén virng trong to churc,
hoat dong an khop, nhip nhang hoan thanh tdt nhiém vu dé ra, quan hé véi khach
hang va déi tac.

Phé Giam Déc (Hoang Thi Thuy Nga): Thay mit Giam dbc 1am céc cong viée
duge Giam dbc giao va uy quyén. La ngudi co quyén han sau giam dbc, chiu trach
nhiém vé cic nhiém vu minh lam dudi sy Gy quyén cta Giam déc. Pho giam dbc phdi
hop v6i Giam déc nham diéu hanh cong ty thuc hién cac chién luoc kinh doanh trong
lau dai, giup cong ty phat trién.

Phong hanh chinh — nhan su: Gom 4 thanh vién c¢6 nhiém vu tuyén dung nhan su.
Quan 1y mdi trudng 1am viée va xtr 1y hd so nhéan su va thuc hién cac khiéu nai va
lién quan dén khach hang. Thyc hién viéc chim cong va tinh tién luong cho nhan su
cong ty.

Truéng Phong kinh doanh (B4 Thanh Tam): La ngudi chiu trach nhiém trién khai
cac cong viéc 1ap ké hoach va chién luoc kinh doanh, phat trién san pham, danh gia
va quan ly nhan su thudc phong kinh doanh

Truéng Phong Marketing (T6 Thanh Thién): La ngudi chiu trach nhiém lap ké
hoach va chién luoc marketing, thyc hién cac hoat dong marketing va quan ly nhan
su phong marketing

Phong Ké Toan: GOm 1 thanh vién thuc hién cac nhiém vu ghi nhan va hach toan
giao dich, 1ap béo cdo tai chinh, kiém so4t tai san,..

2.2 Cac yéu t6 moi truong tac dong dén hoat dong kinh doanh ciia doanh nghiép
2.2.1 Cic yéu té vi mb
2.2.1.1  Khach hang

Nhin chung khach hang ctia Cong ty TNHH Trong Thuc chia lam 2 phan doan
khach hang chinh:

A. Khach hang ca nhan

- Quy mé: Chiém khoang 10% tong doanh s6 ban hang ctia Cong ty
- P6i tuong chinh: HO gia dinh, sinh vién, khach du lich,..

- Kich thuéc sir dung: Nho, vira (Khoang 120 lit tré xudng)
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- S6 lwong mua: Nho 1¢ (dudi 10 san pham)

- Yéu cau: Pa dang vé mau ma, yéu cau cao vé mit chat luong san phém

- Hanh vi tiéu dung: San sang chi ra mirc gia cao ddi v6i san pham thung rac, yéu
cau cao vé chat lugng san pham do nhu cdu sir dung lau dai, yéu ciu san pham phai
da dang mau ma va chat liéu nham phu hop véi khong gian sdng.

Tir nhitng yéu cau trén ctia khach hang anh huong tryc tiép dén qué trinh kiém soat
chét luong san phim cua Cong ty trong viéc lya chon nha cung cip, bén canh d6
Cong ty con cung cip da dang san pham thing rac tir hinh dang, chat liéu, mau ma,...
nham phuc vu tot yéu cau cia ddi tugng khach hang c4 nhan

B. Khéch hang t6 chic

Khach hang to chitc chia 1am 3 phan doan chinh: Céc t6 chirc dich vu (Nha hang,
khach san,..), don vi phan phéi nho 1é va céc td chirc cong quyén

Cic td chirc dich vu, kinh doanh

- Péi tuong chinh: Nha hang, khach san, doanh nghiép,..

- Kich thuéc sir dung: Tép trung chu yéu cic san phdm vira va 16n (Trén 120 lit)
- S6 lwong mua: Vira va 16n (Trén 10 san pham)

- Gia tri don hang: Lon

- Yéu cau: Chit luong san pham twong ddi, co cac vu dai, diéu kién thanh toan hop
ly, gia ca hop Iy va cac chinh sach dich vu tét nhu bao hanh va giao hang

Pon vi phan phoi nho 1é

- Péi tuong chinh: Céc ctra hang vat liéu, ctra hang chuyén dung vat li¢u v¢ sinh,..
- Kich thudc: Pa dang kich thude

- S6 lwong mua: Lén (trén 10 san pham)

- Gia tri don hang: Lon

- Yéu cau: Can mua san pham véi so6 lugng 16n, chat lugng tuong do6i, c6 nhiéu uu
dai, dich vu tot. Mong muon mua san pham vdi mire gia dai ly va c6 kha nang thuong

luong gia vo1 Cong ty
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Tt nhitng diéu trén: Nhin chung v6i quy mé cia céac t6 chirc dich vu, kinh doanh
va cac don vi phan phdi nho 1é chiém khoang 70% doanh s6 ctia Cong ty. Do d6 cac
san pham chinh Cong ty wu tién phan phdi 14 cac san pham co kich thude vira va 16n,
cac chinh sach ban hang, wu dai vé gia ciia Cong ty chil yéu tap trung chinh vao ddi
tugng khach hang ndy, ngoai ra cac wu dai giam gia cho sd lugng san pham, khach
hang than thiét va chinh sach giao hang ciing dugc wu tién phuc vu cho dbi tuong
khach hang nay

Cic t6 chirc cong quyén

- Péi tugng chinh: Trudng hoc, bénh vién va cac td chirc cong quyén khac
- Kich thudc str dung: Vira va 1on

- Gia tri don hang: Lon

- S6 lugng mua: Lén

- Yéu cau: Gia ca hop ly, thu tuc va hop dong mua hang day du trai qua nhiéu
budrc, chat lugng san pham tuong ddi va cd cac wu dii vé gia va chinh sach giao hang

Tt nhitng diéu trén: V6i viéc mua sb lugng don hang 16n va gia tri cao cta cac t6
chtrc cong quyén chiém dén 20% doanh s6 ctia Cong ty, tuy nhién do cic yéu cau
khat khe trong viéc mua hang va thoi gian phat sinh mua hang kha 1au do dé céc chinh
sach wu di vé gia, wu dii vé cac dich vu giao hang khong duoc tap trung chil yéu vao
nhom khach hang nay ma chi thuong ap dung uu dii ¢d dinh cho nhom dbi tugng
khach hang nay tily thudc vao s6 lugng san pham ting don hang.
2.2.1.2  Déi thi canh tranh

Véi su quan tAm cua xa hoi d6i véi van dé moi truong ngay cang ting, tiém ning
phat trién to 16n va thi truong ludn on dinh ngudn cau nhat dinh do d6 thic day nhu
cau vé cac san pham than thién v6i méi trudng. Cung voi d6 nhidu qudc gia dang siét
chdt cac quy dinh vé quan ly chét thai, tao diéu kién thuan lgi cho cac doanh nghiép
san xuat san pham xanh. Dan t6i viéc xuat hién ngdy cang nhiéu cac don vi kinh
doanh thung rac va cc san pham vé sinh moi truong

Dué6i day 1a danh sach mot s6 di thu canh tranh tryc tiép cua Cong ty TNHH
Trong Thirc trong san pham thiing rac noi riéng va cic san pham vé sinh méi truong
n6i chung trén dia ban Pa Ning va trén toan qudc

Danh sdch déi thii canh tranh truc tiép
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Tén Doanh nghiép Piém manh Piém yéu

Coéng Ty TNHH TM DV | Chat luong san pham cao | Gié ca cao

Thién Hai N.T.B Cong ty nam tai vi tri giao | MAu ma cac dong san
Dia chi: 436 Ngbo Quyén — | thong thuin tién pham tuong ddi it

Pa Nang

Tel: 0905022699

Cong Ty TNHH Thanh
Luén Plastics

Pia chi: 50 Nguyén Thi
Bay — Pa Nang

Tel: 0916790052

Chat lugng san pham
cung cip cao

Chat lugng san pham céc
mau thung ric dung tich
vira va nho tuong d6i t6t
hon so v41 Cong ty Trong

Thirc

Gia ca cao

Do tip trung chu yéu cac
san pham thung rac dung
tich vira va nho, do do cac
mAu ma san pham loai 16n

con han ché

Cong Ty TNHH Thiét Bi
Mo6i Truong Gia Huy

Dia chi: 82 Tran Van Du
—Pa Nang

Tel: 0914779775

Gidcare

Chu yéu tip trung cac san
phim thung rac vin
phong, do d6 co chat
lugng va gia cac san
pham thiung rac vin

phong tuong dbi tot

Chat lugng san pham
turong ddi kém

Chua da dang cac mau
ma thung rac ngoai troi va

cong cong

Bdng 1: Danh sdch déi thii canh tranh

(Nguoén: Tai liéu ndi bo cong ty)

Nhén xét: Tir bang trén ta nhén thdy Céng ty Trong Thirc ¢6 chat lwong san pham

tuwong doi thap hon tai cdc mau thung rac viea va nho so voi mot so doi thu canh tranh

truec tiép, tuy nhién véi mire gid san pham cung cdp ciia Cong ty hién tai dang twong

xung voi chat lwong san phdam va muc gia ciing twong doi thap hon so voi cac doi

thu canh tranh, ngoai ra voi viéc cdac doi thu canh tranh tdp trung chu yéu vao cdc

mau san phdam viea va nhé ciing tao diéu kién kinh doanh thudn lgi cho Céng ty trong

cdc mdu san phdam [on

Ngodi cdc doi thii canh tranh truc tiép ké trén, Cong ty con c6 cdac doi thi canh

tranh khdc nhw cdc nha phan phoi nhé 1é, cdc nha phan phoi ngodi nuée (Chdng han
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nhu: Cho, cac cua hang ban san pham vé sinh va cac cua hang ban san pham cua

Trung Quéc, An DG,..)

2.2.1.3  Nha cung cip

Danh sach cac nha cung cap

Tén nha cung cap

Chinh sach tiac dong dén Cong ty TNHH Trong thirc

Nha cung cip nhua
Cong ty TNHH Nhua
Nhat Minh

bia chi: Gia Lam — Ha
Noi

Tel: 0981 082 916

Chét luong: Cong ty nhya Nhat Minh luén cam két chat
luong san pham (nhwa HDPE va Composite) cung cip
cho bén Cong ty Trong Thire ludn dat & mirc tot so voi
thi truong

Gia ca ciia Cong ty nhua Nhat Minh cung cip cho Cong
ty Trong Thirc ludn 14 gia dai 1y (ké ca phét sinh 1, 2 san
pham vaAn mirc gia dai 1y), d& dang thwong luong va mirc
coc yéu cau chi 30%/gia tri don hang va don hang ludn
duogc Free ship

Ludn uu tién cung ung cc san pham méi chat lugng va
sd lugng san pham can cho bén Coéng ty Trong Thirc

trudc cac don vi mua hang khac

Nha cung cip phu li¢u
Cong ty Co6 phan thuong
mai & dich vu hanh tinh
xanh

bia chi: 524 Minh Khai,
Hai Ba Trung, Ha Noi
Tel: 0981226786

La don vi cam két cung cip cac phu kién nhu: tay cam,
béanh xe, ban 18, team nhin,.. ctia Cong ty Trong Thirc
Ludn cam két chat lugng san pham cung cap cho Cong
ty Trong Thtrc ludn dat chét luong tot nhat

Murc gia hop tac voi bén Cong ty Trong Thure ludn 1a muc
gia dai 1y (ké ca phét sinh 1,2 san pham), dé dang thuong
luong va mirc coc 40%/gia tri don hang, Free ship

Ludn wu tién cung Gmg san phim cho Cong ty Trong
Thirc so vi cac don vi khac va ludn c6 dua kha ndng cung
cap khdi luong san pham 16n bén Cong ty Trong Thirc

yéu cau

Bdng 2: Danh sdch nha cung cdp
(Nguon: Tai liéu néi bé cong ty)
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Nhén xét: Tir bang trén ta c6 thé thay hién tai Cong Ty Trong Thirc ¢é hai nha
cung cdp chinh, nhin chung cdc nha cung cdp chinh ciia Cong ty ¢ nhitng chinh sdch
va wu ddi twong doi tot nhdt trén thi truong va cé thé lam viéc lau dai, ngodi ra khd
nang thuwong lwong ciia Cong ty doi véi cdc nha cung cdp vé chdt liwong, gid ca sdin
pham twong doi cao do ngodi cdc don vi cung cdp trén Cong ty cé thé hop tic véi
mét s6 don vi cung cdp khdc cé thé ké dén nhwe: Cong ty TM Nhya Pai Thanh, Cong
ty TNHH MiTa,..
2.2.1.4  Trung gian marketing

Don vi van tai La don vi van tai nguyén vat liéu va phan phdi san pham
Cong ty Chanh xe Thién | chinh cua Cong ty TNHH Trong Thirc

Phuc Murc gid dua ra cho bén phia Cong ty TNHH Trong Thuc
Dia chi: 119 Pham Phu | ludn 1a murc gia thp so véi gid thi truong, dé dang thuong
Thir, Phuong 3, Quan 6, | lugng mirc gia dbi vai timg don hang.

TP.HCM V&1 quy mo 16n, Cong ty Thién Phtic ludn ¢6 su hién dién
Tel: 0908696767 trén khap ca nudc do d6 ludn sin sang va uu tién dap Gng
cac don hang van chuyén nguyén vat liéu, phu kién va
van tai san pham bén phia Cong ty dén khach hang mot

cach nhanh chéng

Pon vi phan phoi Ngoai viéc phan phdi truc tiép dén khach hang Cong ty
Céc Pai 1y, cira hang ban | Trong Thirc con cung cap san pham cho céac dai Iy va cac
1é nha ban 1¢ tai Da Ning va toan qudc v6i muc gia si nham

muc dich duy tri mic doanh thu va nguén cung 6n dinh

Bang 3: Danh sach trung gian marketing
(Nguon: Tai liéu ngi bé cong ty)
Nhdn xét: Nhin chung cdc don vi trung gian Marketing cua Cong ty dang hop tac
c6 nhitng chinh sach va wu dai twong doi tot nhat trén thi truong va thiee sw phit hop
Vv6Gi nhu cau hién tai ciia Cong ty, ngodi ra véi kha ndng va nhu cau hop tdc ciia cdc
don vi trung gian Marketing khéc véi Cong ty Trong Thire twong doi cao, do d6 kha
ndang thieong lirong vé mikc gid va cdc chinh sach wu dai cia Cong ty véi don vi phén
phéi va vin tdi twong doi cao.
2.2.2. Cic yéu té vi mo

2.2.2.1.  Mdi trwong kinh té
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DPa Nang 1a trung tdm kinh té, van hoa, khoa hoc va du lich ctia Mién Trung va ca
nude. Tong san pham trén dia ban (GRDP) nim 2024 wdc ting 7,51% so voi nim
2023, cao hon mtrc ting 2,01% ctia nim 2023, xép thir 7/14 tinh ving Bac Trung bd
va Duyén hai mién Trung va xép thir 29/63 dia phuong trén ca nudc vé téc do ting
truéng GRDP ca nam 2024. (Theo Téng Cuc Thong Ké 2024)

Thu nhép binh quan dau ngudi ctia Da Néng da ghi nhan su ting trudng tré lai, véi
tbc do tang twong ung dat 11%, ning muc thu nhap trung binh 1én 5,807 triéu
ddng/thang (Theo Téng Cuc Théng Ké 2024) chimg t6 kha ning chi tiéu cua nguoi
dan da dugc nang cao

Ttr nhitng diéu trén: Vé6i thu nhap binh quan du ngudi ngdy cang ting cao va Pa
Nang 1a mot trung tdm du lich 16n nén lugng khach du lich dén day rat nhiéu, do do
viéc tiéu dung, an ubng va nghi dudng rat 16n din toi hoat dong kinh doanh cua nha
hang, khach san,.. ngay cang phat trién. Qua d6 din ti nhu cau sir dung thung rac
phuc vu cho hoat dong dich vu va ti€éu dung 16n gian tiép tac dong dén su phat trién
ctia cac don vi kinh doanh thing rac va san pham vé sinh mdi truong
2.2.2.2.  Moi trwong phap luat

Theo nghi dinh 45/2022 quy dinh vé& xtr phat vi pham hanh chinh trong linh vuc
bao vé moi trudng, ké tir 1/1/2025 ho gia dinh va c4 nhan khong phan loai chét thai
ran sinh hoat theo quy dinh, khong str dung bao bi chura chét thai ran sinh hoat theo
quy dinh sé& bi phat tién. Tir d6, Cong ty s& c6 co hoi mé rong quy mé va da dang hoa
san pham, cung cdp céc loai thing rac c6 thiét ké chuyén biét cho timg loai rac thai
(rac hitu co, rac tai ché, rac nguy hai).

Theo nghi dinh 47/2022 quy dinh vé viéc xtr phat hanh chinh ddi v6i cac doanh
nghiép kinh doanh san pham thing rac, tir 1/1/2025 quy dinh vé viéc wu tién st dung
chét liéu nhuwa HDPE va cac loai nhua tai ché khac so v&i nhwa PVC vi cac anh huong
tiéu cuc do nhua PVC mang lai cho méi truong. Qua do, anh huéng truc tiép dén qua
trinh lya chon nha cung cap ciia Cong ty nham dam bao tuan thii cic quy dinh cia
nha nudc
2.2.2.3. Moi truong van hoa — xa hoi

X4 hoi ngdy cang phit trién, thu nhap ting, nhu cau dn udng, tiéu ding ngiy cang

16n. Song song v&i d6 su nhan thirc ngudi dan vé van dé bao vé moi trudng ngay cang
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dugc nang cao, doi hoi san pham thung rac phai dap tng céc tiéu chuan vé chat lugng,
d6 bén, kha ning tai ché.

Ttr nhitng diéu trén: Anh hudng truc tiép dén qua trinh lya chon nha cung cap phu
hop va kiém soat, ning cao chit luong san pham cta Cong ty. Bén canh d6, nhiing
quy dinh ctia Nha nudc trong viée phan loai rac anh hudng truc tiép dén nhu cau tiéu
dung da dang ctia ngudi dan ddi v6i san pham thiung rac dan téi anh huéng truc tiép
dén quy mo va da dang héa cac loai san pham cung cip cta Cong ty
2.2.2.4.  MGdi trwong nhin khiu hoc

Pa Ning hién dang 13 noi c6 quy mé dan s6 séng 6 khu vuc thanh thi 16n nhat ca
nude. Theo tong dicu tra méi nhat (Nam 2024) thi c¢6 khoang 1.134.310 ngudi, trong
d6 dan s6 nam chiém khoang 576.000 va dan s nir 1a hon 558.000

Véi mutrc dan cu dong dic 950 ngudi/km?2 trén tong dién tich Pa Nang, nhu cu
mua sam, tiéu dung rat 1on

Co ciu dan s6 1a dan sb tré ,do tudi tir 25-50, cd xu hudng thich tu 1ap va séng
riéng. Bén canh d6 nhan thirc cling nhu sy am hiéu vé viéc bao vé moi truong ¢ cac
ban tré ngay cang dugc nang cao

Tu nhiing diéu trén: Véi co cdu dan sd tré, mat do dan sb dong, nhan thirc ngay
cang dugc nang cao. Do d6 din ti nhu cau tiéu dung dbi véi san pham thung rac
ngay cang chu trong t6i mau ma, chat lwong nhiéu hon => Anh hudng truc tiép dén
qua trinh thiét ké, thi cong va kiém soat chat lugng san pham cua Cong ty ngay cang
dugc nang cao, chi trong hon.
2.2.2.5. Moi trwong tu nhién

Véi sy can kiét cta tai nguyén thién nhién trong d6 cic nguyén liéu chinh dé san
XUat thung rac nhu: nhya, g5, kim loai,.. c6 thé c6 nhiéu bién dong => Dan t6i nguff)n
cung cap san pham va gia ca c6 thé thay doi va khong thé dap img dugc nhu cau kinh
doanh cua doanh nghiép

Song song voi do, véi khi hdu nong am, thung rac dé bi oxy hoa, phai mau, dic
biét 1a cac san pham 1am tir kim loai => Anh huodng truc tiép dén qua trinh kiém soat
cling nhu lya chon nha cung cip phu hop véi chat lugng yéu cau ctia Cong ty ngiy
cang khic khe
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Bén canh d6, bién d6i khi hau va 6 nhiém mai truong ngay cang dang quan ngai
=> vi¢c st dung cac san phélm bdo v€ mai trudng va cac san phélm vé sinh dy kién rat
c6 tiém nang phat trién trong tuong lai
2.3. Cac ngudn e ciia doanh nghiép anh hwéng dén hoat dong kinh doanh
2.3.1. Co s& vat chat

A. Vi tri mit bing ciia Cong Ty

Cong ty duoc xay dung voi dién tich mit bang khoang hon 600m2, nam ngay tai
s6 990 Ngb Quyén, nam gitta Cau Rong va Cau Song Han v6i mit tién rong 16n rat
dé dang di lai va thuan tién cho viéc thuc hién céc chién dich quang cao va tiép nhan
khéach hang.

Dién tich mit bang ciia Cong ty gom 2 phan:

- Khbi vin phong: Rong khoang 400 m2

- Kho bai: Rong khoang 200m2

Nhén xét: C6 thé thdy méi truong lam viéc tru sé Pa Nang ciia cong ty TNHH
Trong Thirc co mot khong gian lam viéc kha rong rdi va thodi mdi, bén canh do voi
Vi tri nam ngay tai truc dwong chinh do dé viéc tiép nhdan khéch hang ciing nhu thiee
hién cdc hoat dong qudng bd ciing rat dé dang.

Ciing véi dé, voi hé thong kho bai rong 200m2 c6 kha nang ddp iimg dit khoi lwong
san phdam vao nhitng thoi diém can dw triv I6n.

B. May méc thiét bi

MAY MOC THIET BI SO LUONG
Phong lam viéc 5
May tinh lam viéc 3
May phd to 2
Quat dting 5
Tu lanh 3
Camera 5
Ta dung ho so, gidy to 1am viéc 3
Ban, ghé 50
Piéu hoa 4
May chiéu 2
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Bdng 4: Mdy méc thiét bi
(Nguon: Tai liéu ndi bé cong ty)
Nhén xét: Dya vio bdng trén, ching ta cé thé thdy co sé vit chat kha day dii, moi
truong lam viéc thodi mai va mat mé, tao cam giac vui vé va giam stress cho nhan
vién dé nhan vién dé nhan vién c6 ngay lam viéc dat hiéu qua cao nhat. Ngodi ra nho
vdo yéu té co sé vt chat ddy di tién nghi sé c6 mét khéng gian mua hang cia khdch
hang ciing thodi mdi.
2.3.2. Ngudn nhan lwe
Ngudn nhan luc tai Cong ty TNHH Trong Thirc nim 2022,2023 va 2024
Ty 1¢ nguon nhén lyc Cong ty TNHH Trong Thirc

Nim 2022 Nim 2023 Nim 2024
S6 Ty 1é So Ty 1é S6 Ty 18
lwgng (%) lwgng (%0) lrgng (%0)
Téng 30 100 27 100 25 100
Do tudi 20 - 34 20 66.67 18 6667 16 64
8 2667 7 2592 7 28
35-44
45 -5 2 6,67 2 74 2 8
Gi6i tinh Nam 11 36.67 10 30,04 10 40
Nit 19 63.33 17 62.96 15 60
Trinh @ | Dai hoc
hocvan | tro Ién 20 66,67 20 74.07 20 80
Cao ding
trung cap 9 30 6 2222 4 16
Khac 1 333 1 37 1 4

Bdng 5: Nguon nhdn luc
(Nguon Phong hanh chinh — nhan su)
Duéi day 1a so lwong cu thé sé nhan sw cac b phén trong cong ty TNHH Trong
Thire
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So6 lwong nhén vién trong tirng b phin ciia Cong Ty TNHH Trong Thikc

BQ PHAN SO LUQONG
Giam dbc 1 nguoi
Pho giam dbc 1 ngudi
Phong kinh doanh 5 nguoi
Hanh chinh nhén sy 4 nguo1
Marketing 6 nguoi
Ké toan 1 nguoi
Bao vé 2 nguoi

Bang 6: S6 lwong nhdn vién timg bg phdn

(Nguon Phong hanh chinh - nhdn su)

Nhén xét: Nhin chung Cong ty khong c6 nhiéu bién dong nhdn sy qua 3 nam, phan
I6m cac nhdn vién cé do tuoi tré, deu cé trinh do dai hoc tré 1én va ¢é kinh nghiém
thuee té trong lam viéc. Hau hét tdt ca cdc nhédn vién déu tam huyét véi cong ty va hiéu
rang sw phdt trién ciia cong ty ciing la suw thing tién cia ban than, mdt khéc cdc nhan
vién déu con tré trung nén lam viéc véi mot tinh than nang dong, hoa dong, givip do
nhau trong céng viéc. Ngodi ra nguon nhdn sw cong ty c¢é si bién déng tang gidm

theo tirng quy, tity thuéc vao tirng bg phdn ma cong ty can nhiéu hay it nhan su.
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2.3.3.
A. Taichinh

Ngudn lwe Tai chinh va tinh hinh kinh doanh

Bang can d6i ké toan nim 2022 — 2024 (Bang riit gon)

TAI SAN Ma 2024 2023 2022
s0

1 2 3 4 5
A TAI SAN NGAN HAN| 100 | 2.690.271.118 | 4.175.175.777 6.932.282.025
(100 = 110+ 120 + 130 +
140 + 150)
I. Tién va cac khoan twong| 110 | 505.672.770 174.926.180 108.071.072
duong tién (110 = 111 +
112)
1. Tién 111 | 505.672.770 174.926.180 108.071.072
IIl. Cac khoan phai thu| 130 | 518.514.477 555.039.717 812.996.745
ngén han (130 = 131 + 132
+...4+ 137+ 139)
1. Phai thu ngin han cia| 131 | 498.514.477 520.195.699 292.996.745
khéch hang
2. Tra trudc cho ngudi ban| 132 20.000.000 34.844.018 520.000.000
ngin han
IV. Hang ton kho (140 =| 140 | 1.365.113.824 | 3.015.871.052 5.181.597.463
141 + 149)
1. Hang ton kho 141 | 2.018.330.057 | 3.509.976.566 5.181.597.463
2. Dy phong giam gia hang| 149 | (653.216.233) (494.105.514) 0
ton kho (*)
V. Tai san ngan han khac| 150 | 300.970.047 429.338.828 829.616.745
(150= 151 + 152 + ...+
155)
1. Chi phi tra truéc ngin| 151 | 291.120.343 419.224.397 601.056.552
han
2. Thué GTGT dugc khéu| 152 9.849.704 10.114.431 228.560.193

trur
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B - TAI SAN DAI HAN| 200 | 10.699.018.547 | 11.230.966.154 | 11.801.399.138
(200= 210 + 220 + 230 +

240 + 250 + 260)

I1. Tai san ¢6 dinh (220 =| 220 | 10.699.018.547 | 11.230.966.154 | 11.801.399.138
221 + 224 + 227)

1. Tai san ¢d dinh hiru hinh | 221 | 5.599.018.547 | 6.130.966.154 | 6.701.399.138
(221 = 222 + 223)

- Nguyén gia 222 | 10.726.443.901 | 10.680.261.454 | 10.680.261.454
- Gia tri hao mon luy ké (*)| 223 | (5.127.425.354) | (4.549.295.300) | (3.978.862.316)
3. Tai san c¢b dinh v6 hinh| 227 | 5.100.000.000 | 5.100.000.000 | 5.100.000.000
(227 = 228 + 229)

- Nguyén gia 228 | 5.100.000.000 | 5.100.000.000 | 5.100.000.000
TONG CONG TAI SAN| 270 | 13.389.289.665 | 15.406.141.931 | 18.733.681.163
(270 = 100 + 200)

C - NQ PHAI TRA (300=| 300 | 2.389.637.467 | 3.715.860.346 | 6.492.799.154
310 + 330)

I. No ngin han (310 =311| 310 | 2.389.637.467 | 3.715.860.346 | 6.492.799.154
+312+...4 323 + 324)

1. Phai tra nguoi ban ngan| 311 | 355.195.232 151.090.132 573.012.378
han

2. Ngudi mua tra tién truge | 312 | 175.590.459 182.108.304 115.040.000
ngin han

3. Thué va cac khoan phai| 313 58.565.888 56.836.236 98.244.471
ndp Nha nudc

9. Phai tra ngdn han khac | 319 | 1.500.000.000 | 3.000.000.000 | 4.501.281.000
10. Vay va no thué tai| 320 | 300.285.888 325.825.674 1.205.221.305
chinh ngén han

D - VON CHU SO HUU| 400 | 10.999.652.198 | 11.690.281.585 | 12.240.882.009
(400 = 410 + 430)

I. Vén chi s6 hitu (410 =| 410 | 10.999.652.198 | 11.690.281.585 | 12.240.882.009
411+412+...+421 +422)

1. Vén gop cua chu sé hiru| 411 | 13.000.000.000 | 13.000.000.000 | 13.000.000.000
(411 = 411a + 411b)

- C6 phiéu phd thong co| 411a | 13.000.000.000 | 13.000.000.000 | 13.000.000.000

quyén biéu quyét
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11. Loi nhuin sau thué| 421 | (2.000.347.802) | (1.309.718.415) | (759.117.991)
chua phan phi (421 =421a
+ 421b)

- LNST chua phan phéi liiy | 421a | (1.309.718.415) | (759.117.991) | (367.149.342)

ke dén cudi ky trude

- LNST chua phan phoi ky | 421b | (690.629.387) (550.600.424) (391.968.649)
nay

TONG CONG NGUON| 440 | 13.389.289.665 | 15.406.141.931 | 18.733.681.163
VON (440 = 300 + 400)

Bdng 7: Bang cdn doi ké todn
(Nguon Phong Hanh chinh — Nhén su)
Nhan xét: Dya vao bdo cdo tai chinh nhu trén, ching ta c6 nhitng nhan xét nhu sau:

Tong tai san ctia Cong ty TNHH Trong Thirc ¢6 xu huéng giam dan qua cac nim,
tir 18.733.681.163 ddng nam 2022 xudng con 15.406.141.931 ddng nam 2023 va tiép
tuc giam xudng 13.389.289.665 dong vao nam 2024. Piéu nay cho thdy quy mé hoat
dong cta Trong Thirc c6 thé dang thu hep. Tuong tu, tong ngudn von cia Cong ty
TNHH Trong Thirc cling giam theo, phan anh sy sut giam twong Gng clia tong tai san.
Phén Tich Chi Tiét Cac Khoan Muc cta Cong ty TNHH Trong Thirc
Tai San:

Tai san ngin han: C6 sy sut giam dang ké qua cac nim, tir 6.932.282.025 dong
(2022) xudng 2.690.271.118 dong (2024).

Tién va cac khoan tuong duong tién: Bién dong khong dong déu. Nam 2023 giam
manh so v6i 2022, nhung lai ting dang ké vao nim 2024, dat 505.672.770 dong. Su
gia ting nay c6 thé dén tir viéc thu hoi ng hodc giam cac khoan dau tu khac ciia Trong
Thurec.

Céc khoan phai thu ngan han: Giam dan, tir 812.996.745 dong (2022) xubng
518.514.477 ddng (2024). Diéu nay co thé tich cuc néu Cong ty TNHH Trong Thirc
quan 1y tot hon cong ng, thu hdi no hiéu qua.

Hang ton kho: Giam manh va lién tuc, tir 5.181.597.463 ddng (2022) xudng con
1.365.113.824 ddng (2024). Viéc giam hang ton kho c6 thé do chinh sach quan 1y tén
kho hiéu qua hon cila Trong Thire, hodc ciing ¢ thé do san lwong tiéu thy giam. Pang
chu y 13 khoan muyc "Dy phong giam gia hang t6n kho" ting 1én, cho thiy c6 rui ro

vé gia tri hang ton kho tai Cong ty TNHH Trong Thiic.
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Tai san dai han: Ciing c6 xu hudng giam nhe qua cac nim, chil yéu do sy giam gia
tri caa Tai san ¢d dinh hitu hinh.

Tai san c¢b dinh hitu hinh: Gia trj hao mon lity ké tang déu qua cac nam, trong khi
nguyén gia c6 su thay doi khong 16n, dan dén gid tri con lai giam.

Tai san ¢ dinh vo hinh: Giit nguyén gia tri 5.100.000.000 dong qua ca ba nim tai
Cong ty TNHH Trong Thirc.

N¢ Phai Tra:

Téng no phai tra cua Cong ty TNHH Trong Thirc giam manh, tir 6.492.799.154
dong (2022) xudng con 2.389.637.467 dong (2024). Pay 1a mot dau hiéu tich cuc,
cho thiy Cong ty TNHH Trong Thirc d3 giam bét ganh ning no.

No ngin han: Chiém toan bd ng phai tra va ciing giam twong tng.

Phai tra ngudi ban ngan han: Bién dong, giam manh nam 2023 rdi tang tro lai vao
nam 2024 nhung van thap hon nhiéu so voi nam 2022.

Phai tra ngin han khac: Giam déng ké, tir 4.501.281.000 ddong (2022) xubng
1.500.000.000 dong (2024).

Vay va no thué tai chinh ngan han: Giam manh, cho thidy Cong ty TNHH Trong
Thirc da tra bot cac khoan vay ngan han.

Vén Chi S Hiru:

Vén chu sé hitu cia Coéng ty TNHH Trong Thirc giam nhe qua cic nim, tir
12.240.882.009 dong (2022) xudng 10.999.652.198 dong (2024).

Vén gop cua chi sé hiru: Khong thay d6i, duy tri & mtrc 13.000.000.000 dong.

Loi nhuin sau thué chwa phan phdi: Am va ngdy cang am ning hon, tir
(759.117.991) dong nam 2022 1én (2.000.347.802) dong nam 2024. Piéu nay cho
thiy Cong ty TNHH Trong Thirc lién tuc kinh doanh thua 15 trong cac ky gan day.
L3 lity ké tang 1én 1a mot du hiéu dang bao dong vé hiéu qua hoat dong kinh doanh
cua Cong ty TNHH Trong Thc.

Nhin Xét Chung va Két Luin vé Tinh Hinh Tai Chinh cia Cong ty TNHH
Trong Thirc

Quy m6 thu hep va hiéu qua kinh doanh giam sit: Sy sut giam cia tong tai san va
viéc loi nhuan sau thué chua phan phéi lién tuc am cho thiy Cong ty TNHH Trong
Thirc dang trong giai doan khé khin, quy mé hoat dong c6 thé bi thu hep va hiéu qua
kinh doanh khong tét.
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Cai thién co ciu no: Viée giam manh ng phai tra, dac bi¢t 1a cac khoan vay nga‘in
han, 1a m6t diém tich cuc, giup giam ap luc tai chinh cho Cong ty TNHH Trong Thirc.

Quan 1y tai san ngan han: Viéc giam hang ton kho va cac khoan phai thu c6 thé 1a
d4u hiéu cua viéc quan 1y hiéu qua hon tai Trong Thirc, tuy nhién ciing can xem xét
lidu c6 phai do sut giam doanh thu hay khéng. Su gia ting tién mit trong nam 2024
12 mot diém sang can dugc duy tri.

Rui ro tir hoat dong kinh doanh: Khoan 15 liiy ké ngay cang ting 1a mot van dé
nghiém trong can dugc giai quyét. Cong ty TNHH Trong Thirc can xem xét lai chién

luoc kinh doanh, kiém soat chi phi va tim cach cai thién doanh thu dé dam bao su

phat trién bén virng.

B. Két qua hoat dong kinh doanh

Bang bao cio két qua hoat déng kinh doanh

Chi tiéu Ma | Nam 2024 Nam 2023 Nam 2022
50

1 2 3 4 5
1. Doanh thu ban hang va cung cip dich| 01 |5.441.792.729 | 4.610.376.255 | 3.985.558.400
vu
2. Cac khoan giam trir doanh thu 02 0 0 0
3. Doanh thu thuin vé ban hang va| 10 | 5.441.792.7 | 4.610.376.255 | 3.985.558.400
cung cép dich vu (10 =01 - 02) 29
4. Gia vbn hang ban 11 |5.331.151.186 | 4.457.216.325 | 3.161.552.589
5. Loi nhuan gop vé ban hang va cung| 20 | 110.641.543 | 153.159.930 | 824.005.811
cap dich vu (20 =10 - 11)
6. Doanh thu hoat dong tai chinh 21 193.448 173.086 2.290.013
7. Chi phi tai chinh 22 | 51.656.312 67.170.087 115.254.389
- Trong d6: Chi phi 1ai vay 23 | 51.656.312 67.170.087 115.254.389
8. Chi phi ban hang 25 0 0 39.200.000
9. Chi phi quan ly doanh nghiép 26 | 718.132.310 | 622.189.675 | 1.055.215.517
10 Loi nhun thuan tir hoat dong kinh| 30 (658.953. (536.026.746) | (383.374.082)
doanh {30 =20+ (21 - 22) - (25 + 26)} 631)
11. Thu nhap khac 31 0 0 9.090.909
12. Chi phi khac 32 | 31.675.756 14.573.678 17.685.476
13. Loi nhuan khac (40 =31 - 32) 40 | (31.675.756) | (14.573.678) (8.594.567)
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14. Tong loi nhuan ké toan trude thué| 50 | (690.629.3 | (550.600.424) | (391.968.649)
(50 = 30 + 40) 87)

15. Chi phi thué TNDN hién hanh 51 0 0 0

16. Chi phi thué TNDN hoén lai 52 0 0 0

17. Loi nhudn sau thué thu nhap doanh| 60 | (690.629.3 | (550.600.424) | (391.968.649)
nghiép (60 = 50 - 51 - 52) 87)

18. Lii co ban trén cb phiéu 70 0 0 0

19. Lai suy giam trén c6 phiéu 71 0 0 0

Bang 8: Bao cdo hoat dong kinh doanh
(Nguon Phong Hanh chinh — Nhén su)

Nhan xét: Bao cdo két qua hoat dong kinh doanh ciia Cong ty TNHH Trong Thirc
trong ba nam tir 2022 dén 2024 phac hoa mot birc tranh tai chinh dang chu ¥, noi su
ting truong vé quy mo hoat dong ddi lap gay gat véi su suy giam nghiém trong vé
hi€u qua sinh 101.
Doanh thu: Tang truéng vé quy mo hoat dong

Cong ty TNHH Trong Thitc da cho thay kha ning gia ting quy mé hodc mé rong
thi phan khi ghi nhan sy ting truéng tich cuc vé doanh thu ban hang va cung cép dich
vu. Chi tiéu nay ting déu din tir 3.985.558.400 VND nam 2022, 1én 4.610.376.255
VND nam 2023, va dat 5.441.792.729 VND vao nam 2024. Viéc cac khoan gidm trir
doanh thu bang 0 trong sudt giai doan nay cho thiy su 6n dinh trong chinh sach ban
hang hoac chét luong san phém/dich vu cia Trong Thirc. Do d6, doanh thu thuan
cling ting trudng twong ung, phan 4nh ding da phat trién vé quy mo.
Gia von va Loi nhuin gop: Ap luc chi phi 1am x6i mon hiéu qua ct 15i

Vén dé cbt 16i anh huéng dén hiéu qua ciia Cong ty TNHH Trong Thirc ndm & gia
vbn hang ban. Chi tiéu nay ciing ting qua cac nam, tir 3.161.552.589 VNP niam 2022
1én 4.457.216.325 VND nidm 2023 va 5.331.151.186 VND nam 2024. Tuy nhién, toc
d6 tang cta gid von hang ban dudng nhu vuot trdi hon toc do ting cua doanh thu
thuan, dic biét 1a trong giai doan 2023-2024. Hé qua tryc tiép va nghiém trong nhat
1a 191 nhuan gop tir hoat dong kinh doanh ¢t 16 cua Trong Thuc sut gidm manh mé
va dang bao dong. Tu muc 824.005.811 VND nam 2022, 1gi nhuan gdp chi con
153.159.930 VND nim 2023 va tiép tuc giam xudng chi con 110.641.543 VND nim
2024. Biéu nay cho thdy Trong Thirc dang phai d6i mat véi ap luc gia ting chi phi

dau vao (nhu nguyén vat liéu, nhan cong...) ma khong thé chuyén hoan toan 1én gia
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ban, hodc hiéu qua quan 1y chi phi san xuat/cung cap dich vu ciia Cong ty dang suy
giam.
Hoat dong tai chinh: Péng gop khong ding ké

Hoat dong tai chinh ctia Cong ty TNHH Trong Thirc khong dong vai trd trong yéu
trong bic tranh lgi nhuan chung. Doanh thu hoat dong tai chinh & murc rat thip va
giam manh tir 2.290.013 VND nim 2022 xubng chi con vai trim nghin VND trong
hai ndm tiép theo (173.086 VND nam 2023 va 193.448 VND nam 2024). Diéu nay
phan anh Trong Thirc khéng c6 nhiéu ngudn thu tir 13i tién giri, dau tu tai chinh ngén
han hay chénh 1éch ty gid dang ké. Mt khéc, chi phi tai chinh, cha yéu 1a chi phi 1ai
vay, c6 xu hudng giam dan qua cac nim, tir 115.254.389 VND nam 2022 xudng
67.170.087 VND nim 2023 va con 51.656.312 VND niam 2024. Su giam nay c6 thé
cho thiy Trong Thtrc d3 giam b6t no vay hodc dugce hudng 13i suat vu dai hon. Tuy
nhién, anh hudng rong cuia hoat dong tai chinh dén két qua kinh doanh cua Cong ty
14 rat nho.
Chi phi hoat dong: N luc cat giam chi phi ban hang nhung chi phi quan 1y con
thach thtrc

Déi v6i Cong ty TNHH Trong Thirc, mot diém dang cha ¥ 13 chi phi ban hang da
dugc cit giam triét dé, tir 39.200.000 VND niam 2022 xudng bang 0 trong hai nim
2023 va 2024. Piéu nay c6 thé 1a két qua cta viéc thay d6i mé hinh ban hang, t6i uu
hoa quy trinh hodc cat giam cac hoat dong quang bé tén kém cua Trong Thirc. Tuy
nhién, chi phi quan 1y doanh nghiép lai ¢6 sy bién dong va vin ¢ murc dang ké: cao
nhat vao nam 2022 (1.055.215.517 VND), giam xudng 622.189.675 VND nim 2023
(c6 thé do nd luc tiét giam chi phi hanh chinh chung), nhung lai ting tro lai
718.132.310 VND niam 2024. Sy ting tré lai nam 2024 ¢ thé phan anh viéc Trong
Thirc phai d6i mat véi chi phi ¢b dinh ting, hodc c6 nhitng khoan dau tu/chi tiéu méi
cho b may quan ly.
Loi nhuén tir hoat dong kinh doanh: L3 ning né va xu huéng xau di

Su sut gidm nghiém trong cua lgi nhuan gop, két hop véi chi phi hoat dong (chi
phi quan 1y con cao mic du chi phi ban hang giam), da day loi nhuan thuan tir hoat
dong kinh doanh ctia Cong ty TNHH Trong Thirc vao tinh trang thua 15 lién tuc va
ngdy cang tram trong hon. Muc 16 ting tir (383.374.082) VND nam 2022 lén
(536.026.746) VND nim 2023 va dat muc 16 ky luc (658.953.631) VND nim 2024.
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Thu nhap va Chi phi khac: Gop phan 1am gia ting khoan 15

Céc khoan muc khac ciing khong hd trg cho két qua kinh doanh ciia Trong Thirc.
Thu nhap khac giam manh, tir 9.090.909 VND nam 2022 xudng bang 0 trong hai nim
2023 va 2024. DBiéu nay cho thiy Trong Thirc khong con cac khoan thu nhap bét
thuong dang ké. Nguoc lai, chi phi khic ¢ xu hudng ting trong hai nim gan nhat, tir
14.573.678 VND nam 2023 1én 31.675.756 VND nam 2024 (cao hon mtc 17.685.476
VNP niam 2022). Su gia ting nay c6 thé do phat sinh cac khoan chi phi bt thuong
d6i voi Cong ty TNHH Trong Thirc nhu phat, bdi thudng, hodc chi phi xir 1y tai san
kém hiéu qua. Két qua 1a, Loi nhuan khéc lién tuc am, lam tram trong thém khoan 16
chung.
Tong loi nhun va Loi nhuén sau thué: Chim siu trong thua 16 kéo dai

Tong hop tat ca cac yéu td trén, Tong loi nhuan ké toan trudc thué ciia Cong ty
TNHH Trong Thirc lién tuc 4m va giam sau hon qua tirng nim, phan anh ding dién
bién tiéu cuc cua loi nhuén tir hoat dong kinh doanh ¢t 161 va cac khoan muc khac.
Do cong ty ghi nhan 15, chi phi thué TNDN hién hanh va hoan lai déu bang 0 trong
ca ba nam. Vi vdy, lgi nhuan sau thué thu nhap doanh nghiép cta Trong Thirc ciing
phan anh y hét xu hudng cua téng loi nhuan trude thué, lién tuc chim siu trong thua
16 voi mirc d6 ngdy cang nghiém trong hon.
Két luan chung

Tom lai, giai doan 2022-2024 13 mot giai doan day thach thirc va kho khan d6i véi
Cong ty TNHH Trong Thtrc. Mic du Trong Thurc di dat duoc su ting trudng vé quy
mé doanh thu, hiéu qua hoat dong kinh doanh cét 15i lai suy giam nghiém trong do
gia von hang ban ting nhanh hon dang ké so véi doanh thu thuan. Van dé méu chét
nay, két hop véi chi phi quan 1y doanh nghiép con dang ké va cac khoan chi phi khac
phat sinh, da day Cong ty TNHH Trong Thirc vao tinh trang thua 15 kéo dai va c6 xu
huéng ngdy cang tram trong hon. Dé cai thién tinh hinh tai chinh, Trong Thirc can
khan truong ra soat va kiém soat chit ché co cau gia von, tim cach nang cao bién lgi
nhuan gdp, dong thoi tiép tuc tdi wu hoa chi phi hoat dong va quan 1y cac khoan muc

chi phi bat thudng mét cach hiéu qua hon.
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2.4. Thue trang hoat dong cham s6c khach hang tai cong ty trong thirc
24.1. Téng quan vé hoat déng chim séc khach hang tai Cong ty TNHH

Trong Thirc trong nhitng nim gin diy

Dua trén quan st thue té, khac biét v6i hinh anh mot s6 doanh nghiép cung nganh
chi tp trung vao ban san pham thing rac hay thiét bi vé sinh ma lo 12 hau mai, tai
Cong ty TNHH Trong Thtrc, hoat dong cham séc khach hang khd dugc coi trong
trong nhan thic cta cac cip quan 1y va doi ngii nhan vién. Cong ty nhan thirc 1 rang
rang trong thi trudng ngay cang canh tranh, viéc gitt chan va lam hai 10ng khach hang
hién tai 14 yéu to then chot dé phat trién bén viing. Su quan tdm nay thé hién qua viéc
cong ty ludn cb gang giai quyét cac van dé phat sinh cho khach hang mét cach thién
chi va nhanh nhat c6 thé trong kha nang ngudn luc cho phép. Pang chu ¥, cong ty da
hinh thanh dugc cac quy trinh xir Iy yéu cau co ban dua trén kinh nghiém thuc té va
su hudng din truyén miéng giita cac nhan vién. Tl viée tiép nhan thong bao vé thiing
rac bi hu hong, xtr Iy yéu cau giao hang b sung, dén hudng dan sir dung an toan céac
san pham vé sinh chuyén dung, cac budc co ban déu it nhiéu duoc tuan thi.

Dé c6 cai nhin rd hon vé hiéu qua hoat dong cham soc khach hang cia cong ty
trong thirc trong nhitng nim vira qua thi tic gia cling tién hanh khdo sat sy hai long
cua khach hang va sy tang truong doanh thu cua cong ty trong nhitng nam vira qua.

Su tdng truong doanh thu trong nhirng ndm vira qua cia cong ty trong thirc dugc

thé hién thong qua biéu d6 sau day:

Doanh thu
1.5
1
0.5
0
2022 2023 2024
® Doanh thu

Hinh 2: Biéu do tang truéng doanh thu giai doan 2022 — 2024
(Nguon Phong Hanh chinh — Nhén su)
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Dé co cai nhin rd hon vé sy hai ctia khach hang vé chét lugng dich vu cong ty
TNHH Trong Thirc cung cap, tac gia da tién hanh cudc khao trén 45 khach hang duoc

thé hién thong qua biéu dd sau:

Cau 1: Tang thé, Anh/Chi co hai long vé dich vu Cham séc khach hang ctia Céng ty TNHH Trong
Thuc?
45 cau tra 1&i

@ 1 (Rat khéng hai long)
@ 2 (Khéng hai long)
3 (Binh thudng)
@ 4 (Hailong)
@ 5 (R4t hai long)

Ny

Hinh 3: Khdo sat su hai long ciia khdach hang

(Nguon: khao sdt diéu tra)
Nhan xét: D6i véi Cong ty TNHH Trong Thire, mot don vi chuyén kinh doanh
thung rac va cac san phém v€ sinh moi trudong, viéc danh gia hi¢u qua hoat dong dich
vu cham soc khach hang thong qua biéu d6 ting truong doanh thu va két qua khao
sat mirc d6 hai 1ong cho thay nhiing khia canh dédng cht y. Cu thé, su gia ting doanh
thu 4n tuong tir mirc xap xi 4 ty dong nim 2022 1én khoang 5.5 ty dong nam 2024 1a
mot minh chiing manh mé& cho théy hoat dong CSKH nhin chung da phat huy tac
dung tich cuc trong viéc dong gop vao tang trudng kinh doanh. Tuy nhién, khi phan
tich sau hon két qua khao sat mirc do hai 1ong, bén canh ty 1& 73.3% khach hang bay
té su hai long mot con s6 tam chép nhan duogc thi viéc 20% khach hang danh gia ¢
muc “binh thudng” 1a diéu cin luu tim. Ty 1& nay goi ¥ rang chit luong dich vu
CSKH cua cong ty chua thuc sy tao nén sy khac biét dot pha hay dang cap vuot troi
s0 v&i cac ddi tha trén thi truong. Thém vao do, su tdn tai cia mot ty 1¢ khach hang
khong hai 1ong ciing chi rd nhiing diém con han ché trong quy trinh va cach thirc van

hanh CSKH ma cong ty can khan truong xem xét va cai thién
Tuy nhién, thach thirc 16n nhat va ciing 1a diém nghén can tré viéc nang tam cong
tac CSKH tai Trong Thitc nam & chd cac quy trinh di dinh hinh trong thuc té nay
chua duoc hé théng hoa, chuin hoa va vin ban héa mot cach chinh thirc. Sy thiéu
vang cac tai liéu quy trinh chuan dén dén nhiéu hé lyy. Thi nhét, tinh nhat quan trong
trai nghiém khach hang bj anh hudng; mdi nhan vién, du cé ¥ tét, c6 thé ap dung cach
thirc giai quyét hoi khac nhau tity thudc vao kinh nghiém va sy "linh hoat" c4 nhén.
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Thir hai, viéc dao tao nhan vién méi gip nhiéu khé khin va rii ro, phu thudc gan nhu
hoan toan vao kinh nghiém cua ngudi huéng din truc tiép va kha ning tiép thu
"ngdm" ctia nguoi hoc. Thit ba, cong ty kho 10ng do ludng chinh x4c va cai tién ting
khau trong quy trinh khi moi thir chi ton tai dudi dang kinh nghiém va hiéu biét ca
nhan, khong c6 co s& dit liéu hay chi s6 1 rang dé phan tich. Chinh sy thiéu chuyén
nghiép hoa trong khau quy trinh ndy, bat chip thién chi va nd lyc cua d6i ngi, 1a rao
can khién cac chi s danh gia hiéu qua CSKH — dic biét 1a tinh dong déu trong trai
nghiém va toc do xur 1y cac truong hop phuc tap — chua thé dat muc tdi wu va bén
ving.

2.4.2. Ngudn nhan lyc thuwe hién nhiém vu chim séc khiach hang trong

nhirng niim gan day tai Cong ty Trong Thirc

P6i twong thuwe hién: Nhan vién ban hang, kinh doanh.

Nhiém vu, cong viéc: Chiu trich nhiém hd tro khich hang toan dién trude, trong
va sau qud trinh mua san pham thung rac va dich vu vé sinh méi truong ctiia Cong ty
Trong Thirc, bao gom tu vén, giai dap thic mac va xir Iy cac van dé phat sinh.

2.4.3. Khach hang va phan loai

Hién tai, Cong ty TNHH Trong Thurc phan loai khach hang thanh hai nhém chinh:
khach hang ca nhan (d6ng gop khoang 10% doanh thu) va khach hang t6 chirc (chiém
khoang 90% doanh thu). V&i pham vi gidi han cua dé tai, nghién ctru ndy sé& tip trung
vao d6i tuong khach hang t6 chirc. Do d6, cac ndi dung vé quy trinh va chinh sach
chiam soc khach hang trong phan tiép theo s& chi dé cap dén nhom khach hang nay.

2.4.3.1. Phan loai khach hang to chirc theo tiéu chi thoi gian va khéi lwong
mua

Hién tai, Cong ty TNHH Trong Thurc dang phan loai khach hang t6 chire dua trén
hai tiéu chi chinh: thAm nién hop tac va khbi lwong mua hang. Muc dich ctia viéc nay
1a dé d& dang trién khai cac hoat dong va chinh sach chdm soc khach hang phu hop
v6i timg nhom. Theo d6, khach hang to chirc duge chia thanh hai nhém chinh:

— Nhém khach hang cii: Bao gdm ca khach hang tiéu dung 1au nam va khach hang

thuong mai, c6 thoi gian mua hang phat sinh trén 6 thang.

— Nhoém khach hang méi: Bao gom khach hang tiém nang hoic khach hang vira

m&i phat sinh giao dich mua hang dudi 6 thang.

Dé 1am rd hon vé timg nhém khach hang, sau day 1a phan mo ta chi tiét:
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Tiéu chi| Nhom khéach hang | Nhom khach hang cii | Nhom khach hang
cii (Tiéu dung) (Thuong mai) maoi
Doi  |Pon vi kinh doanh|Pon vi phan phdi nho 1¢,|Bao gdm ca cac to chirc
twong |(nha hang, khéch|cira hang bao ho lao|cong quyén, nha hang
chinh |san), td churc cong|dong, vé sinh conglkhach san hodc don vi
quyén (bénh vién, |nghiép.... thuong mai,... mdi phat
trrong hoc,...) sinh mua hang
Muc |St dung Bén lai Tuy thudoc vao tung
dich khéch hang
mua
Tham |[Trén 6 thang Trén 6 thang Dudi 6 thang
nién
mua
hang
Thoi |Thuong trén 3 nam | Thudng dudi 6 thang | Ty vao nhu cau ciing
gian nhu dic diém cua ting
mua lgi d6i tugng khach
Khéi |Thuong trén 10 san|Thuong trén 10 san|Trén 5 san pham
Iwong |pham pham
mua
Hanh vi|Yéu cau cao vé chat|Yeéu cau chat luwong|Co thé cé yéu cau vé
lwong, muc gia tuong|twong dbi, gia wu dai,|chat luong ciing nhu
d6i. Mua s6 luong|chinh sach hap din. Mua|yéu cau vé gia ca vi
nhiéu, thoi gian mua $6 luong 16n, tan suét|thuoc ca hai nhém
lai lau. mua lai ngan. khach hang.
Bang 9: Phan loagi khdch hang
(Nguon: Tai liéu néi bé cong ty)
24.4. Quy trinh chdm soc khach hang hién nay tai Cong ty Trong Thirc

Dua trén thuc té hoat dong, Cong ty TNHH Trong Thuc hi¢n dang thyc hién hoat
dong CSKH hang ngay. Tuy nhién, quy trinh CSKH hién nay chua dugc van ban hoa
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mot cach chinh thitc ma chu yéu hinh thanh thong qua kinh nghiém lam viéc thuc té

cua doi ngli nhan vién. Quy trinh hién tai c6 thé dugc chia lam ba giai doan:

Trurde khi ban hing 3 Trong khi ban hang

Sau khi ban hang

Hinh 4: Quy trinh céng tac cham soc khdach hang

Dé c6 cai nhin cu thé hon vé quy trinh cham séc khach hang cta cong ty TNHH
trong Thirc tac gia s€ di vao phan tich va mo ta sau hon tung giai doan

2.4.4.1. Hién trang quy trinh cham séc khach hang trudc khi ban

a. Muc dich

Doi v6i khach hang méi: Muc tiéu cua cong tic CSKH trude ban hang 1a tim
kiém, tiép can khach hang tiém ning, cung cip thong tin san pham va giai dap thic
méc co ban, nham tao 4n tuong ban dAu tich cuec.

P6i véi khach hang lau nim: Giai doan chiam séc khach hang truéc ban hang tap
trung vao viéc duy tri két ndi, goi nhé nhiing trai nghiém tot trudc day va thong bao
vé cac san pham/uu ddi moi phi hop, véi muc tiéu khuyén khich ho mua lai hoic
mua thém.

Cong tac cham soc khach hang trude ban hang dong vai tro then chét. Bén canh
viéc thu hit va tim hiéu nhu cau ban dau, cic budc chim séc khach hang bai ban sé
tao tién dé thuén loi cho qué trinh ban hang. Hién tai, Cong ty TNHH Trong Thirc

dang trién khai mot s6 hoat dong chiam soc khach hang trude ban hang nhu sau:

Budc 1: Xac dinh d6i

tuwogng  khach hang va Bude 2: Tim kiém data
ndng cao cht luong d6i ! /il haing
neii CSKH

y

Bude 3: Qudn i va luu

h thong tin khach hang

Budc 4: Tiép cGn va gidi
thiéu sén phdm ma Céng
ty cung cdp

Hinh 5: Quy trinh cham soc khach hang trudc khi ban hang

Budrc 1: Xac dinh ddi twong khach hang va ning cao chat hwong nhan vién CSKH
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Dau tién, tlly theo muc tiéu va sy phan cong cia linh dao Cong ty TNHH Trong
Thirc, mdi nhan vién CSKH s& phu trach mot nhom khach hang t6 chirc cu thé (phan
chia cong tac tim kiém khach hang tiém nang). Hoat dong phan chia dugc thé hién

thong qua hinh anh dudi day:

A B C D E F

2 PHAN CHIA TiM KIEM KHACH HANG TIEM NANG THANG 3/2025
Tén nhan | Ngay phan | Doi twong khach hang
* ST vién chia hwong den Khu vire Note
. 1 Hoa‘mg Thi 01/03/2025 SL nhiéu . Bl Da Nang - Quang Nam
Thuy Nga Thuwong mai g Ng
Nguyén
52 Hanh | 02/03/2025 Nha nuéc MR Nana - Quang Nam
.
Quyén
Nguyén Thj
6 3 Ngoc 02/03/2025 Khach san Il Da Ning - Quang Nam JER
Nwong
L ai DA Da Nang - Quang Nam
74| P AN 10410312025 - [Quang Ngai) -
Khoa 7 . -
Lé Ngoc s . . vE . .
& 5 Sinh (TTS) 04/03/2025 Khach lé Pa Nang - Quang Nam

Hinh 6:Phdn chia tim kiém khdch hang tiém ning
(Nguén: tai liéu néi bg cong ty)

Sau khi dugc phan cong khu vuc va dbi tuong khach hang rd rang, dé ning cao
nang luc ciia doi ngil tiép xuc khach hang, nhan vién CSKH cua Cong ty Trong Thirc
s& tham gia cac budi dao tao nghiép vu do cic nhan vién giau kinh nghiém va kién
thire vé CSKH cua cong ty truc tiép hudng dan chi tiét.

Bén canh do, cong ty luon cé doi ngli CSKH thudng truc va phong cho tai tru so
dé tiép don khach hang dén giao dich hodc tu van truc tiép.

Nhan xét: Nhin chung, viéc phan chia ddi twong khach hang dé thyc hién cham
soc dugc ap dung cho ca khach hang cii va méi. Déi voi khach hang méi, nhan vién
s& chu dong tim kiém, trong khi véi khach hang cil, nhan vién s& khai thac dir liéu da
duoc luu trit dé trién khai cac hoat dong cham soéc.

Budc 2: Tim kiém data khach hang

Sau khi cac d6i twong khach hang can tiép can va cham soc dugc phan cong, nhan
vién sé tién hanh thu thap thong tin chi tiét vé ho. Qua trinh nay co sy khac biét rd rét
tiy thudc vao viéc khach hang 1a méi hay da c6 trong hé théng.

Déi véi cac khach hang méi, viéc thu thip thong tin doi hoi hoat dong tim kiém

tich cyc tr nhiéu nguon khac nhau. Cac kénh tim kiém tryc tuyén bao gom cac
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website chuyén nganh (nhu https://www.google.com/search, Trangvang.com), mang

x4 hoi nghé nghiép (nhu LinkedIn), hodc cac ngudn dir liéu sin c6 tir hoat dong ndi
bd cua cong ty (vi du: data tir website thungracgiatot.com). Bén canh do, nhan vién
cling tin dung cac nén tang truyén thong xa hoi (nhu hoi nhém Facebook, quang céo
Zalo) dé khai thac thong tin tiém ning. Ngoai ra, thong tin khach hang méi con ¢
thé duogc thu thap hiéu qua thong qua viéc Cong ty tham gia cac hoat dong thuc té
nhu hoi nghi, hoi cho, hodc trién 1am.

Nguoc lai, d6i v6i nhém khach hang cii, théng tin cta ho di dwgc luu trir sin trong
kho dir liéu ndi b cia cong ty (thuong dugc quan ly thong qua cong cu Google
Sheet). Khi dugc phan cong cham soc hoic tiép can lai nhom nay theo khu vuc hay
dbi tuong cu thé, nhan vién chi can truy cap vao co so dir li¢u hién co dé tra ctru va
khai thac thong tin can thiét, thay vi phai thuc hién cac hoat dong tim kiém tir dau.

Budce 3: Quén ly va luu thong tin khach hang

Sau khi thu thip thong tin khach hang, nhan vién sé& tién hanh t6 chirc va luu trix
dir 1iéu nay vao kho dir liéu chung ctia Céng ty (thuong str dung cong cu Google
Sheet). Trong qua trinh nay, nhan vién dong thoi bo sung cac ghi chii va luu ¥ quan
trong cho ting khach hang cu thé.

Céc tiéu chi chinh dugc sir dung dé nhap thong tin khach hang vao hé thong bao
gém: Tén khach hang, Sé dién thoai, Pia chi, va cac ghi chu, luu v dac biét khac.
Viéc cau tric va luu trit thong tin theo cac tidu chi rd rang nay gitp nhan vién dé dang
tra ciru va khai thac dir liéu khach hang khi can thiét, tir ¢ hd tro hiéu qua cho cong

tac cham soc khach hang sau nay.

BAO HO LAOC DONG -~ =
1 # STT ~ TEN ~
- 1 Bao hd Bao QUANG =
MNgoc MNGAI
BAO HO ;
3 2 Phudc Hop ﬁg’;'{"g - -
Loi
s 2 BHLD WaAH QUANG  _ -
(QNG) NGA|
s o BHLP TAP QUANG  _ —
BAO (QNG) NGAI
s s BHLP VIET QUANG =
TRUNG (QNG) NGA|
- = BHLD An QUANG  _ -
Thanh (QNG) NGAI
s - BHLD BiNH QUANG -
PHUGC (QNG) NGAI

Hinh 7: Kho dir liéu khdach hang mai trudc khi ban hang
(Nguon: Tai liéu néi bé cong ty)
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Co thé thiy, hoat dong t6 chirc va nhap liéu theo md ta nay chu yéu tip trung vio
viéc tao dung ho so ban ddu cho khach hang méi. Thong tin ctia nhém khach hang cit
vbn di d3 duoc luu trit va cau tric san trong hé théng tir truée d6, nén khi can, nhan
vién chi don gian 1a truy cép dé tra ciru.

Budrc 4: Tiép cin va giéi thidu san pham ma Céng ty cung cip

O giai doan quan trong nay trong hanh trinh khach hang trudc khi tién t6i giao dich
chinh thtrc, Cong ty tap trung vao viéc tiép can va gidi thiéu san pham/dich vu nham
xay dung su nhan biét, quan tam va tao 4n tuong ban dau tich cuc. Muc tiéu xuyén
sudt 1a mang dén cho khach hang cam giac thoai mai va thuan tién nhat ngay tir nhiing
tuong tac ban dau, chuan bi nén tang tot dep cho cac budc tiép theo. Phuwong thirc
trién khai dugc diéu chinh linh hoat cho tirng nhém ddi twong: khach hang mai va
khach hang ci.

Poi vé6i Nhém Khach hang méi: Sau khi dit liéu tiém ning duoc thu thap va to
chtrc, doi1 ngli nhan vién trién khai da dang cac hoat dong tiép can nham lan téa thong
tin va thu hat sy cha y thong qua:

Kénh Trwc tuyén: Khai thac hiéu qua cac nén tang k¥ thuat s6 bao gom:

- Trién khai chién dich quang co va cac hoat dong gi6i thiéu san pham trén
Fanpage chinh thuc cua Cong ty (Thung rac Trong Thirc).

% Thung rac Trong Thiac - Pon vi cung cap thuang rac gia ré
Ngudi dang: Lé Ngoc Sinh
(-]
1thang3-
OGIA”I PHAP VE SINH MOI TRUONG HIEU QUA VOI THUNG RAC NHUA 660 LIT TRONG
THUC! @
Ban dang tim kiém mot giai phap t8i uu cho viéc thu gom va xdr ly ra... Xem thém

Hinh 8: Trién khai hoat dong gidi thiéu san pham trén Fanpage Céng ty
(Nguon Tai liéu néi bé cong ty)
- Phat trién ndi dung gi6i thiéu san phdm trén YouTube (Thung ric Trong
Thirc).
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- Thuc hién t6i vu hoa cong cu tim kiém (SEO) dé nang cao kha nang hién thi
trén Google cho cac tir khoa chuyén nganh lién quan dén san phim va linh

vuc (vi du: "thung rac", "thungracgiatot.com", "v¢ sinh moi truong").

thing rac gia tét tai da ndng

Tatca Mua sdm  Hinh anh  Videongdn Video Tintre Web  Thém ~

® thungracdanang.com
https:/fthungracdanang.com 3

Trang_chid - Thung Rac Ba Nang TLP - Uy Tin Chat L wong Gia ...
Thiung Rac 2 Ngan C6 Khung Inox 304. 4.850.000¢ ; Thung Rac Bon Ngoai Tréi Co Nap Lat.
1.950.0004 ; Thung Rac Bon Gat Tan Pa Hoa Cuong + Nang Nhwa Gia Gé. 2.250.

Thung Rac Phan Loai Rac Thung Rac Inox Thiung Rac Fittis Thung rac 120 lit

2% Thang rac gia tét
https:/fthungracgiatot.com » ban-thung-rac-cac-loai-tai-... 3

#5 Mau Thung Rac Da Nang Chéat Luong | Cap Nhat Gia ...
Trong Thurc cung cép cac loai thiing rac Ba Nang da dang mau ma; gia thanh canh tranh. Lién hé
0911623737, dia chi 990 Ngé Quyén, Ba Nang.

Hinh 9: Hoat dong t6i wu héa cong cu tim kiém trén google

(Nguén tai liéu ndi bo cong ty)
- Chui dong tham gia va chia sé thong tin hitu ich trong cac hoi nhom truc tuyén
clia tng nganh nghé hodc dbi twong muc tiéu (vi du: hoi nhom nha hang

khach san Pa Ning) nham gian tiép gi6i thiéu giai phap ctia Cong ty.
Kénh Truc tiép: Song song voi cac hoat dong truc tuyén, viéc tham gia cac su kién

nganh 1a co hdi quy bau

Mot s6 su kién cong ty thudng tham gia nhu: tham gia cac budi trién 1am, hoi cho,

héi nghi, dién dan chuyén vé v€ sinh moi trudong.
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Hinh 10: Cong ty tham gia sw kién phdn loai rdc tai nguén nam 2022
(Nguon tdi liéu ndi bé cong ty)

Tai cac sy kién nay, nhéan vién tryc tiép tiép can, tu van chuyén sau vé san phém
(phan tich wu nhugc diém) va xay dung két ndi ban dau voi khach hang tiém ning,
dong thoi trao ddi thong tin lién hé.

Kénh tiép can khéach hang chinh: Tuy c6 nhiéu hinh thirc tiép c4n da dang, song
hinh thtrc tiép can chu lyc ma cong ty TNHH Trong Thirc str dung hién nay van la
Telesales va tu van qua Zalo.

Str dung dir liéu khach hang da chuan bi, nhan vién chu dong lién hé hoi tham, gidi
thiéu chi tiét vé san pham va giri tai liéu tham khao hodc béo gia.

Sau khi khach hang xem xét thong tin, nhan vién tiép tuc theo sat, sin sang giai
dap moi thic méc dé cing c6 mbi quan tdm va thuc day quyét dinh tim hiéu sau hon.

Hoat dong tiép can khach hang qua Zalo dugc thé hién qua hinh anh dudi day

‘ BHLD AN THANH(QNG)-0909070905 W o a O

e BPung roi e

Co viéc gi khong ?

Da e thay hién tai cac don vi cung cap Bhid cé nhu cau ban thém san pham thung rac va vé sinh méi truéng doé a?

Khong biét bén minh c6 nhu cau quan tam khong Anh ?
10:52

‘ Co6 em, e gifi bao gia a xem

Bang bao gia Dai ly Quang Ngai.xlsx
K D3 St y (o)
[

https://thungracgiatot.com

v

(ﬁ'—i Thung rac Trong Thirc cung cap cac loai thun...

F hi Trong Thifc chuyén cung cap ca
Il thungracgistot.con

Daegui~
hea v

Hinh 11: Hoat déng tiép cdn khdch hang méi qua Zalo
(Nguon tdi liéu ndi bé cong ty)
P6i v6i Nhém Khach hang cii: Khac bi¢t vdi cach tiép can ban dau cho khach
hang méi, giai doan nay tip trung vao viéc duy tri mdi quan hé bén chit, cung cb su
hai 1ong va khai thac tiém ning mé rong dya trén nén tang da co:
Thiam héi va Cap nhiat: Nhan vién lién hé tham hoi vé trai nghiém str dung san
pham da mua trudc d6, dong thoi cap nhat thong tin vé cac thay doi hoic chuong

trinh wu dai dic biét danh cho dong san pham ho quan tim hoic da st dung.
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Tw van Mé& réng: Dac biét, nhan vién chu trong tu van chuyén sau va gidi thiéu

cac san pham, giai phap lién quan hodc bo sung dya trén nhu cau va lich str giao dich

da biét. Vi du dién hinh: véi khach hang 1a bénh vién dd mua thung ric y té, hoat

dong "cham soc" s€ tap trung vao tu van chuyén sau vé loai thung nay, dong thoi goi

¥ thém céc san pham bo tro can thiét nhu bao rac y té chuyén dung hodc cac loai

thung rac y té khac pht hop véi cac khu vuc chuyén biét trong bénh vién.

Nhdn xét chung: Nhin chung, trong giai doan trudc khi ban Cong ty TNHH Trong

Thire dd né lwe danh dwoc sy hai long ciia khdch hang théng qua céc hoat déng chiam

soc ban dau, voi mong muon mang den cho khdach hang cam thay sy thoai mai va

thudn tién nhdt trude khi sir dung san phcfm, dich vu cua cong ty.

2.4.4.2. Hién trang quy trinh cham séc khach hang trong khi ban hang

Muc dich: Trong giai doan khdch hang tién hanh giao dich, Cong ty TNHH Trong

Thiec chu trong vao cdc hoat dong cham soc nham tao diéu kién thudn loi toi da dé

khdch hang hoan tdt qud trinh mua hang moét cach dé dang va nhanh chéng, dong

thoi dam bao mang den mot trai nghiém mua sam tich cyc va hai long xuyén suot

giai doan nay.

Bude I: Tiép nhiin khach
hang

—

Bude 2: Xur ly don hang
v gidi dap

—

Bude 3: Hoan tdt giao
dich

Hinh 12: Quy trinh cham soc khdach hang trong khi ban

Budre 1: Tiép nhan khach hang

Khi khach hang c6 nhu cau va cha dong lién hé véi Cong ty Trong Thirc qua cc

kénh nhu truc tiép tai cira hang/cong ty, chat tric tuyén hodc qua dién thoai, day 1a diém

bat dau ctia quy trinh tiép nhan.

Ngay 1ap tirc, nhan vién tiép nhan s& tra ciru thong tin trong hé thong dit liéu khach

hang (duoc xay dung tir giai doan trudce ban hang) dé xac dinh chinh xac khach hang

thudc nhom méi hay cii. Viéc phan loai nay rat quan trong nham dam bao ap dung chinh

sach va phuong thire chiam soc, tu van phu hop nhat véi timg d6i tuong.

Sau khi xac dinh va phan loai khach hang, yéu cau s& duoc chuyén tiép dén nhan

vién phuy trach hodc c6 kién thirc chuyén sau vé phan khac san phdm ma khach hang
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quan tam. Tai day, hoat dong tu van san phém s& dién ra, v6i su khac biét dang ké vé
murc do chi tiét tiy thudc vao ddi twong khach hang:

P6i voi Khach hang méi: Nhan vién thuc hién tu van mot cach ki ludng va day
du, giai thich cin k& vé cac dic diém, tinh ning, vu nhuoc diém cua san pham (nhu d6
bén, su da dang vé mau ma...), gitip ho cd céi nhin toan dién vé giai phap cua Cong ty.

Péi voi Khach hang cii: Nguoc lai, v6i khach hang cii, do da c6 kinh nghiém va
hiéu biét ban dau, hoat dong gidi thiéu vé dic diém san pham thudng dién ra nhanh
choéng va di thing vao trong tAm, tip trung vao xac nhan nhu cau hoic cip nhat théng
tin moi néu co.

Sau phan tu van, nhan vién c6 trach nhiém cung cip ddy du thong tin bao gdm bao
gia chi tiét, chinh sach giao hang va doi tra hang. Hoat dong tiép nhan va tu van nay co
thé thuc hién truc tiép tai kho hang hodc thong qua cac kénh lién lac tir xa nhu Zalo va

dién thoai.
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Budce 2: Xir ly don hang va giai dap

Sau khi khach hang d3 duoc tu vin san pham so bo (tai Bude 1), qua trinh chuyén
sang giai doan di siu vao giai dép cac thic méc cy thé va thao luan cac diéu khoan
lién quan dén giao dich. Cac ciu héi c6 thé xoay quanh dic tinh san pham hodc chinh
sach ban hang ctia Cong ty (nhu chinh sach giao hang, bao hanh, d6i tra...). Pay ciing
13 thoi diém nhén vién linh hoat thuwong luong va dé xuét cac giai phap vé gia ca, uu

d3i (giam gia, khuyén mai...) phi hop voi timng truong hop.

=
at

HOA PON BAN HANG
D Neng ngay 15 thdang 01 ndm 2025

Nha cung cip: Céng Ty TNHH Trong Thirc
Khiach hang: Chi Vin
SDT: 0906543402

Pia chi giao hang: 83 - 85 Cén Diu 24 — Hoa Xuin — Cim Lé

CHAT Ghi chi

STT MAT HANG SL(Cai) LUONG PON GLA

Thing rac 60 lit mau 5 M 100% 150,000 Khéng lap

! trang nghin nap

& Xin quy khdcl vui Idng kiém tra sé hweng va chdr irong hang héa trudc kiti nhdn hang

NGUOI NHAN NGUOIL GIAO NGUOILLAP PHIEU
(K ghi vd ho térn) (K g1 vd ho rén) (EY ghi rd ho térn)

Hinh 13: Hoa don ban hang cho khdach hang

(Nguon: tai liéu ndi bg cong ty)

Phuong thirc tiép can va trong tam hoat dong & budc nay cd su khac biét ro rét
giita hai nhom ddi tugng khach hang:

Doi véi Khdch hang mdi:

Dic thu cua giai doan nay dbi véi khach hang méi 1a su twong tac truc tiép, thuong
dién ra ngay tai kho bai cua Cong ty Trong Thirc. Tai kho, khach hang c6 co hoi thuc
té kiém tra, danh gia san pham, diéu nay doi hoi doi ngili nhan vién phai cé kién thirc
chuyén mén sau vé san pham va k¥ nang xir Iy tinh huéng nhay bén dé giai dap moi
thic mic va yéu cau mot cach hiéu qua, tir d6 xdy dung niém tin va thuc dy quyét
dinh. Hoat dong thao ludn vé gid va chinh sach tip trung vao viéc tao sy tin tudng dé
chdt don hang dau tién.

Doi véi Khdch hang cii:

Nho moi quan hé va sy tin cdy da thiét 1ap qua céc lan giao dich trudce, hoat dong
cham soc va giai dap & budc nay thuong dién ra nhanh chéng va c6 thé thong qua

phuong thic gian tiép nhu Zalo, sé dién thoai hodc Gmail. Noi dung trao dbi di thang
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vao cac van dé trong tam nhu x4c nhan thong tin don hang, théa thuan gia cudi cing
va phuong an giao nhan. Cong ty ap dung chinh sach wu dii vé gia va khuyén mai
dic biét cho nhom khach hang than thiét ndy, dwa trén tham nién hop tac va khoi
luong mua hang. Pac biét, cac khach hang thuong mai lau nam luén nhan dugc muc
gia canh tranh hon khi mua sb lugng 16n.

Buéc 3: Hoan tit giao dich

Giai doan cubi cung trude khi san pham chinh thirc dén tay khach hang 1a hoan tat
cac thu tuc giao dich can thiét, bao gdm x4c nhén thanh toan, ky két hop dong (néu
¢6) va to chirc quy trinh giao nhan hang hoa. Cach thire trién khai va chinh sach ap
dung tai budc nay co sy diéu chinh linh hoat tuy thudc vao nhom khach hang.

P6i voi nhém khach hang cii

Thu tuc & Thanh toan: V&1 nhom khach hang than thiét nay, viéc hd tro soan
thao hop dong (néu can) va xir Iy cac van dé thanh toan dién ra nhanh chéng va tinh
gon nho lich st giao dich va niém tin sin co. Pé ¢ thudn tién cho viéc thanh toan
ctia khach hang thi cong ty c6 nhiéu hinh thirc thanh toan nhu: Chuyén khoan, tién
mat, quét méa Qr,.. Pac biét, dua trén mac do gén b6 va khoi luong mua hang, Cong
ty ap dung cac chinh sach thanh toan linh hoat va wu dai doc quyén nhu cho phép tra
cham, thanh toan nhiéu dot, ghi no, hodic mién coc trudc.

Vi du: Déi voi cac don vi khach hang t6 chire tiéu ding than thiét cua Cong ty,
dién hinh 13 cic bénh vién, truong hoc va cé4c to chirc kinh doanh, do dic thu hoat
dong giai ngan thudng dién ra kha lau. Nham tdi wu hoa su tién loi va gia ting toi da
su hai long cho ting khach hang riéng biét, Cong ty da ap dung chinh sach thanh toan
linh hoat, cho phép céc don vi nay duogc trd cham trong khodng thoi gian tir mot thang,
tham chi kéo dai dén vai thang

Giao hang: Quy trinh giao hang ciing dugc thyc hién thuan loi va day nhanh do
thong tin cua khach hang di dugc hé thdng luu trit ddy du va chinh xac, giam thiéu
cac budc xac nhan rudm ra. Muc do cdp nhat tinh trang don hang va bao quan trong
véan chuyén ciing duoc diéu chinh phu hop, khong qua day dic, phan anh mirc d tin

cay cao gitra hai bén.
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P6i voi nhom khach hang méi

Thii tuc & Thanh toan: Nguoc lai, d6i voi khach hang méi, cong tac hd trg thu
tuc (soan hop dong) va giai dap cac van dé thanh toan dugc thuc hién cuc ky ky ludng
va minh bach. Nhén vién sé& giai thich rd rang vé cac quy dinh lién quan dén ké khai,
phuong thirc thanh toan, va chinh sach van chuyén nham dam bao khach hang hiéu
6 moi diéu khoan va han ché t6i da moi sai sot. Cac chinh sach thanh toan duoc ap
dung chuan theo quy dinh chung cta Cong ty; cac hinh thirc wu dii thanh toan dic
biét nhu ghi ng hay tra cham chwa dugc ap dung cho nhom khach hang nay ma thuong
bat budc khach hang phai coc trude khi giao hang khoang 20% gia tri don hang. Vi
mirc coc nhu vay nhin chung twong dbi dé dang thuc hién véi khach hang.

Giao hang: Trong qua trinh chuan bi va thyc hién giao hang, nhan vién chu dong
cap nhat tién d6 thuong xuyén cho khach hang méi dé ho dé dang theo ddi va chu
dong sap xép viéc nhan hang.

Nhin xét chung: Nhin lai quy trinh cham s6c khach hang trong giai doan ban hang
tai Cong ty TNHH Trong Thirc, ¢6 thé thay cac bude duoc ap dung mot cach bai ban
va thong nhat cho moi khach hang. Tuy nhién, thoi gian va nd luc thuc té danh cho
tung nhom doi tuong khach hang lai c6 sy khac biét rd rét trong qué trinh trién khai.

Déi véi khach hang 1au nam, qué trinh twong tac va hd tro thudng dién ra nhanh
chong va thuan loi nho vao su tin tudng san cé cung lich st giao dich bén viing. Diéu
nay dam bao khach hang ludn cam thay hai long & mirc cao nhat. Tuy nhién, viéc linh
hoat cac chinh sach uvu dai, dac biét 1a cac chinh sach thanh todn nhu tra cham hay
ghi ng cho nhom khach hang nay, doi khi van tiém an nhitng hé luy lién quan dén
cong tac ghi nhan s6 sach, quan 1y cong no va cac van dé chi phi phat sinh khac.

Nguoc lai, ddi v&i khach hang méi, giai doan ban hang doi hoi sy k¥ ludng, kién
nhin va sy dau tu thoi gian ddng ké, tham chi c6 thé kéo dai dén vai tuan. Didu nay
phan anh su dan do va can nhic tw nhién cua ho trong lan dau tién tim hiéu va giao
dich cac san pham cua Cong ty.

Do d6, thanh cong cta giai doan ban hang phy thudc rat 16n vao k¥ ning, sy chuyén
nghiép va thai d¢ tan tdm cua doi ngli nhan vién. Vai tro cua ho trong viéc xay dung
niém tin, giai dap moi thac mac va mang lai trai nghiém mua sam tich cyc 1 vo cling

quan trong, dic biét 13 khi twrong tic va thuyét phuc nhom khach hang méi
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2.4.4.3. Hién trang quy trinh chiim s6c khach hang té chirc sau ban hang

Muc dich: Déi véi giai doan sau khi ban hang, hoat déng cham séc khédch hang
cua Cong ty TNHH Trong Thurc duoc thiét ké nham dat dwroc cdc muc tiéu chinh sau:
dam bdo mirc @ hai long cao nhdt cho khdch hang sau khi mua, xdy dung va duy tri
méi quan hé bén chdt, va cudi cing la nudi dudng long trung thanh, khuyén khich
khdch hang tiép tuc dong hanh ciing Cong ty.

Hoat dong cham soc khach hang sau khi ban 12 mét phan thiét yéu cua chién luoc
kinh doanh, khong chi dé duy tri mbi quan hé v6i khach hang cii va khuyén khich ho
tiép tuc ting ho, ma con 1a kénh hiéu qua dé tao ra khach hang méi thong qua su hai
1ong va gidi thidu truyén miéng.

Nhan thtre 10 gia tri thuc té va vai trd chién luoc cua giai doan hau ban hang nay,
Cong ty TNHH Trong Thire di va dang xay dung, trién khai cac hoat dong chim soc
khach hang sau ban nham cung c6 niém tin, gia ting sy gin bé va tan dung t6i da

tiém ning tir tép khach hang da co. Cac hoat dong chinh duoc ap dung bao gom:

Budc 1: Gi thu cdm Budc 2: HOI y kién
on khach hang sau khi mua
’ hang

\

Budc 4: Duy tri cham Budc 3: Luu théng tin
soc va cung cdp nhitng khach hang

thong tin hitu ich dé'n‘_

khach hang

Hinh 14: Quy trinh cham séc khdach hang sau khi ban hang

Budce 1: Gui thu cam on khach hang sau ban hang

Sau khi giao dich hoan tat, dua trén dix liéu lich s mua hang duogc luu trir, nhan
vién Cong ty TNHH Trong Thirc s& giri 10i cam on chan thanh dén khach hang qua
Zalo hodc email. Hoat dong nay thé hién sy tran trong ddi voi su tin tudng va ung ho
cac san pham vé sinh moi truong ctia Cong ty, dong thoi tao 4n tuong tich cyc nham
khuyén khich khach hang quay tré lai trong twong lai.

C6 sy khéc biét trong cach thirc thé hién 1oi cam on tuy theo dbi tuong:

— P6i véi Khach hang méi: Thu cam on duoc thiét ké chin chu vé ca hinh thuc

va noi dung trude khi gui, thu dugc gui thong qua Zalo hoac Gmail cua khach
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hang, bén canh d6 thu cam on con duoc thiét ké riéng cho timg khach hang

nhim tao 4n twong manh mé& va chuyén nghiép ngay tir 1an mua hang dau tién.

Z gEa )

WP LI U PR

Dear Furama Resort !

Cong ty TNIILI Trong Thire xin gl 101 cdm On chian
thanh nhat dén Quy khich hing da luén tin tuéng
vi 1ua chon cdc san phdm thung ric cling nhu gidi
phéap vé sinh mdi rudng cla ching t6i. La don vj
hoat ddng trong linh vuc gép phan xiy dung mot
mbi tru¥ng sach dep hdn, su Ung hd va dong hanh
clia Quf khach 13 ngudn @éng Iuc vé cung quf bau,
khéng dinh nhifmg nd lye cla ching t6i 1a dang dén
va ¢6 ¥ nghia. Trong Thifc cam k€t s& khong ngling
néng cao chdt lugng san phadm va dich vu, d& mbi
Iya chon cla Quy khich hdém nay s& ti€p tuc la sy
hai long va tin cdy trong tuong lai

L1 | Am

0W

Chén thanh clwm On Quy khdch! 2

Hinh 15: Thw cam on giri cho khdach hang sau khi ban hang
(Nguén: Tai liéu ndi bo cong ty)
— Péi véi Khach hang cii: Viéc cam on c6 thé don gian va than tinh hon qua
mot cudc goi hodc tin nhéin guri 101 cam on truc tiép.

Budc 2: Héi y kién khach hang sau khi trai nghiém san pham
Tiép theo, nhan vién CSKH cta Cong ty s& chu dong lién hé véi khach hang (qua
Zalo hodc dién thoai) vao nhitng khung gio phtt hop tranh dau tuan hodc sang sém
(khoang tir 9:00 — 10:30, chiéu tht 2 — chiéu thir 6) dé thu thap ¥ kién dénh gia vé trai
nghiém str dung san pham (nhu chét lugng thung rac, hoat dong giao hang...). Hoat
dong nay khong chi don thuan 13 hoi tham ma con 1a co hoi dé hd tro va tu van thém.
Viéc thu thap phan hoi va hd trg sau mua duoc trién khai khac nhau tuy ddi tuong:
— P6i v6i Khach hang méi: Pay 1a nhom duoc tap trung hoi tham ki ludng nhit.
Do ho méi 1am quen véi san phdm, nhan vién can chu dong giai dap cac thic
mac vé cach str dung, cach bao quan, va cac luu ¥ khac lién quan dén san pham

da mua.

— Poi voi Khach hang cii: Thay vi hoi vé nhitng van dé co ban, nhan vién s& tim
hiéu sau hon v& trai nghiém vé6i cac san phdm méi ma ho c6 thé di mua gan day
hodc tu van vé nhitng cip nhat/thay d6i lién quan dén dong san phim quen

thudc, hoac cac van d€ moi phat sinh trong qué trinh st dung dai lau.
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Hoat dong thu thap thong tin phan hoi sau khi mua cta khach hang duoc thé hién
thong qua hinh anh sau:

:;Thgnh _Furama Resort W = Q 0

Ae 2 LES & S

Chao Anh Thinh, Trong Thi’c cam on Furama Resort d3 tin dung thung rac bén em.
Khéng biét san pham sir dung tai don vi minh thé& nao, Anh cé goép ¥ gi cho bén em cai
thién khong a?

09:28

U em, bén anh ciing méi diing dudc it bita nén chua cé van dé gi, ma céng nhan mau
ma dep vdi thung nhin day dan chac chan hon chéd trudc anh mua
09:29

v: @

Da em cam an Anh, rat vui khi mau ma va dé day dan san pham lam Anh ung v, cé bat
cU’r van dé hay gop y gi sau nay c bao em nhé!
3 A 09:32

e Aok em

09:32
v @

i

Vang Anh
09:32

Hinh 16: Thu thdp théng tin phan héi sau khi mua hang qua Zalo

(Nguén: tai liéu néi bg cong ty)

Budc 3: Luu thong tin khach hang
Sau khi hoan tat don hang va thu thap duoc nhitng danh gia, nhan xét tir khach
hang (tai Budc 2), nhan vién CSKH c6 trach nhi€ém cép nhat thong tin nay vao kho
dir li¢u cua Cong ty TNHH Trong Thirc. Hoat dong nay nham muc dich luu trit lich
su giao dich mdéi nhat, danh gia, va cac ghi chi quan trong dé thuan tién cho viéc
cham séc va tra ctru thong tin sau nay. Dir liéu va cach thic luu trir dir 1i€u khach

hang sau khi ban ctia Cong ty TNHH Trong Thtrc dugc thé hién qua hinh anh sau
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A B c D E F

1 Ngay Khich hang Dia chi Ngwoi care San Pham Tinh trang
> 100 thung dap

05/10/2024 chi d40-0907940049 da ning Quyén ~ trung da mua ¥
3 05/10/2024 moi tredng tra vinh tra vinh Nga ~ 100 thiing dap 1én  da mua ~
4 05/10/2024 chung cwr x4 hdi da ndng trang da ning Quyén ~ 9 cai 2401 da mua ~
5 uy ban huyén nam giang, c ) 20 thung chim

05/10/2024 phuong quang nam Nga ~ canh cut da mua ¥~
5 da khoa quang

05/10/2024 nam-0935522342 quang nam Nga ~ 15 thung ca heo da mua ¥~
7 UBND xa Ka Dang. 0905

05/10/2024 817368 quang ninh Nga ~ inox nhidu loai da mua >
8 05/10/2024 tuiblue nam hdi an Pa nﬁng Nga ~ 30 cai 6601 da mua ¥
9 07/10/2024 Pham Loc thanh hoa Nga ~ 100- 200 cai 60 lit da mua ¥
10 05/10/2024 Buk 0775550003 Binh dinh Quyén ¥ 10 cai 2401 da mua ¥~
11 07/10/2024 Gy ban cam kim ¢ lién quang nam - S0 caiyté- 151t  damua ~
12 ban quan Iy chg son tra e

07/10/2024 anh0977440836 Pa ning Nga ¥ 10 cai 240 lit va 660 da mua >
- chg¢ cén tho Anh Huynh 0919 7

07/10/2024 222 982- can tho Nga ¥  30dapchan 15, 20l da mua >
14 07/10/2024 Thuy thanh hoa - 10 y té- 15 lit da mua >

TM 1é cirdng & hué
07/10/2024 0915020913 hué Nga ~ 32y té- 15 lit da mua ¥
Nhira Twémng Lap hué

P R A s saa — o iE e oara PR —

+ = THANG 4 ~ B care khach Quyén ~ Mién béc ~ Mién Nam ~ Mién trung ~ sé lugng Ién  ~

Hinh 17: Kho dit liéu tirng doi tiwong khdch hang can cham séc sau khi béan
(Nguén: tai liéu néi bg cong ty)

Nhin chung, viéc luu thong tin khach hang sau ban 4p dung cho ca hai nhom, nhung

quy trinh cap nhat c6 su phan loai dé quan 1y hiéu qua:

— P6i véi Khach hang cii: Nhan vién chi cin bd sung thong tin vé thoi gian va
khéi lwong don hang méi vao hd so sin ¢ cua ho trong hé thong.

— Poi véi Khach hang méi: Mot ho so hoic trang tinh riéng biét s& dugce lap cho
ho, gitp theo ddi va quan 1y qua trinh chdm séc tiép theo mot cach dé dang va
tap trung hon.

Buéc 4: Duy tri chim séc va cung cip nhirng thong tin hiru ich dén khach

hang
Dua trén kho dir li¢u khach hang da cap nhat, nhan vién Cong ty chu dong duy tri
két ndi va cham soc khach hang thuong xuyén. Hoat dong niy bao gdm viéc gtri 10i
chuc vao cac dip dic biét (cudi tuan, 18, Tét) va cung cp thong tin hitu ich, cac uu
d3i hap dan (nhu giéi thidu san pham méi, cip nhat quy dinh phan loai rac theo chinh
phil, giri churong trinh khuyén mai). Phuong thire lién lac chii yéu qua dién thoai hodc
Zalo.

Thuec té, cac hoat dong duy tri lién lac va cung cép thong tin/uru dai nay nhin chung

khong c6 su khac biét 16n giita khach hang méi va khach hang cii. Mic du tan suat
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¢6 thé diéu chinh linh hoat theo tirng khach hang cu thé, ca hai nhom déu nhan dugc
su quan tam va cac thong tin gia tri tir Cong ty.

Bén canh d6, chat lugng cua cac tuong tac cham soc nay (dua vao sy tuong tac va
phan hoi cua khach hang) dwgc nhan vién ghi nhén lai trong hd so. Dit liéu vé chit
lwong chiam soc cua timg khach hang duoc sir dung dé danh gia va dua ra phuong an
chim soc t6i uu hon trong cac budi tong két dinh ky cua Cong ty. Hoat dong danh gia

chat luong cham séc sau khi ban va nhitng luu y duoc thé hién thong qua hinh anh

A B c D E F 6 H J
1
2 CARE KHACH CUA QUYEN
’ _
) BHLD - Binh dinh Viét . . . q care 15.10, q care
4 ) - 103/202 : ¥ - 3 care 4 v »
L POh30-21h30~ | 16/03/2025 Linh 077 231 4300 ¢ linh gd Thwong ... da care khach hang chwa twong tac | trung binh 6.10
5 5 . 103/202 FEmp— — PURRRP . | qecare 15.10, q care
2 [0h30-21h30 16/03/2025 Lan Agh SL nhieu da care khach tra 1oi tn @ 611
5 o - 103/202 P S T N . . . | qcare 15.10, q care
3 P0h30-21h30 ™| 16/03/2025 V6 Tim SL nhieu da care khach hang chwa twong tac @ 612
T 4 p0h30-21h30~ | 16/03/2025 | . L Nhimwée v | dacare Khich fuong tic trungbiny ~ | 4w 1310, g care
1y ban cam kim ¢ lién - 6.13
8 5 POh30-21h30~ | 16/03/2025 |V ban huyén nam giang c Nhanwée ¥ zalo ngimg hoat dong frung binh  ~ ¢ Nea xe‘m i
phwong - nay
nga care 11.10 da co
9 6 P0h30-21h30~ | 16/03/2025 Nha nueéec ¥ da care khéch hang chuwa twong tac | frungbinh  ~ | twong tic va ngay
moi tnrong tra vinh 12.11.2024
) nga care 11.10 da
i 7 POh30-21h30~ | 16/03/2025 Khachle ¥ da care khach hang chua twong tac thap ~ | chua c6 twong tac, q
Dirc Huynh Lee care 6/11
q care 15.10, ngay
n 8 PO0h30-21h30 ~| 16/03/2025 Khachsan ¥ da care khach hang chwa twong tac | frung binh ¥ | 12.11 goi ko nghe
sheraton Dang Anh 0905886 may
29 P0h30-21h30 ~ | 16/03/2025 |Amabel My SLnhidu ¥ da care khach hang chua twong tac thp v qcare 15.10
310 pOh30-21h30 7| 16/03/2025 |, , ., SL phiéu ¥ dacare | khich hing chwa twong tac thap v | qcae IAS,,{(? qeare
+ = THANG 4 ~ @ care khach Quyén = Miénbac ~ MiénNam ~ Miéntrung * sGluonglén ~ ksmiéntrung ~ thuongmai =  Khach mdichao ~

Hinh 18: Théng tin va ghi chii chdt lwong cham séc khdch hang sau ban hang
(Nguon: Tai liéu ndi bé cong ty)
2.4.4.4. Hoat dong tri an Khach hang sau khi ban hang
Trong giai doan cham soc khach hang sau ban hang, Cong ty TNHH Trong Thtrc dac
biét chu trong trién khai cac hoat dong tri an danh cho nhoém khéch hang than thiét
nham cing c6 mbi quan hé gan bé va thé hién sy ghi nhan sau sac. Cac hinh thirc tri
an duoc ap dung rit phong pht va da dang, c6 thé ké dén nhu ting qua tryc tiép, ting
kém san pham sau khi mua hang hoic t6 chitc cac chuong trinh khuyén mai quy mo
16m chi danh riéng cho nhom nay.
Péng cht y, Cong ty wu tién phan bd phan 16n ngudn lic, dic biét 1a vé mit chi phi,
cho hoat dong tri 4n nhom khach hang thwong mai. Diéu nay xuat phat tir thuc té day
1a ddi twong dong gdp ngudn doanh thu tdt va co tinh 6n dinh cao cho Cong ty. Do

do, viéc dau tu vao tri an khong chi don thuan 1a 101 cdm on ma con 1a mdt chién lugc
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quan trong va can thiét dé duy tri, phat trién méi quan hé hop tac 1au dai véi cac ddi
tac kinh doanh trong yéu nay.

Cac hoat dong tri an khach hang cia d¢i ngii CSKH Cong ty nam 2024

Cac hoat dong Ty 1€ % chi phi Khéach hang Khach hang
CSKH thwong mai tiéu dung
Qua ting dip 18 tét 30% 20% 10%
(lich, bia,..)
Ut dii vé gid, chinh 50% 30% 20%

sach khuyén mai

Tang thém cac san 20% 30% 10%
phim (chiang han
mua thung rac tang
tai  dung rac,..),
thuong tang kem khi

giao hang

Tong 100% 70% 30%

Bang 10: Hoat dong tri an
(Nguon: Phong kinh doanh)
Nhén xét: Véi tam niém rang sw thanh c¢éng hién tai ciia Cong ty dwoc xdy dung dua
trén sy tin twong va ung ho cua quy khdach hang, Cong ty TNHH Trong Thirc dac biét
chii trong dén hoat déng tri an khdach hang. Diéu ndy dwoc thé hién ré qua mirc dau
twe (chi phi) ddang ké danh cho hoat dong nay hang ném.
2.4.45.  Diém khac biét vé hoat dgng chim séc khach hang sau ban hang
Trén thyc té trién khai, hoat dong cham s6c khach hang sau ban tai Cong ty TNHH
Trong Thirc duoc thiét ké véi su khac biét rd rét giira cac nhom dbi tugng khach hang
khac nhau, phan anh sy pht hop véi dic thi va tim quan trong ctia tirng nhom. Bang

dué6i day s& minh hoa chi tiét nhitng diém khac biét trong cach tiép can chim soc nay.
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Sw khac biét vé
hoat dong cham
sOc sau ban

hang

Khéach hang tiéu
dung

Khéch hang

thuwong mai

Khéch hang

maoi

Poi twong chinh

Nha hang, khach

san va cac to chirc

Pon vi phan phdi,

cua hang bao ho

C6 thé bao gom

nhiéu doi tugng

cong quyén | lao dong, vé sinh | (ca khach mua sb
(trvong hoc, bénh | cong nghiép,.. luong 16n va
vién,..) khach thuong
mai).
Tén suit chim | Tuong ddi it Nhiéu Nhiéu
soc sau khi ban

Hoat dong Hoat dong cham | Hoat dong cham | Thuong  xuyén
CSKH sau ban | séc cht yéu mang | soc dién ra hang | hoi thim cham
hang nang tinh chat hoi | tuan, thuong | soc, gui nhitng uu

thim nhim muc
dich duy tri moi
quan hé va nhic
lai, goi nhd cho
khach hang vé
Cong ty minh

cung cip, tu van
nhitng thong tin
vé nhitng san
pham méi va dua
ra nhiing uvu dai,
chiét khau hap

dan

dai, khuyén mai

hap dan.

Nhdn xét chung: Nhin chung, quy trinh cham soc khach hang cua Cong ty TNHH
Trong Thurc noi bdt béi su tuy chinh va khac biét ro rét giita ba giai doan (truoc,
trong, va sau ban hang) ciing nhir gita cdc nhém doi twong khdch hang cu thé, thé
hién qua ca chinh sdach va cdch thuc trién khai hoat dong. Cach tiép cdn chi tiét va
linh hoat nay minh chitng cho thdy Céng ty ddc biét dé cao cong tdc chim séc khdch
hang. Muc tiéu xuyén suét la phuc vu khdch hang mét cdch tot nhat, nham dam bao
va t6i da héa si hai long ciia ho trong sudt qud trinh tiwong téc véi san pham va dich

vu cua Cong ty.

(Nguon: Tai liéu néi bé cong ty)
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2.4.5. Cac phuong thirc chidm séc khiach hang hién nay tai Cong ty Trong

Thire

Trong hoat dong cham soc khach hang ciia minh, Cong ty TNHH Trong Thtrc hién
dang linh hoat két hop ap dung ca hai phuong thuc truc tiép va gian tiép xuyén sudt
ba giai doan: trudc ban, trong khi ban va sau ban hang.

Phuwong thivc CSKH true tiép: v6i hé thdng vin phong va kho bai cong ty TNHH
Trong Thirc duoc dit tai tuyén dudong Ngé Quyén mot tuyén duong 16n nén viée tim
kiém cua khach hang dién ra kha d& dang, tai day khach hang c6 co hoi tiép xuc truc
tiép voi1 doi ngli nhan vién. Sy tuong tdc mat dbi mat nay cho phép thuc hién cac hoat
dong nhu tu van chuyén siu, xem xét va kiém tra san pham vé sinh méi truong thuc
té, cling nhu giai dap moi thac méc ngay 1ap tizc. Uu diém vuot trdi ciia phwong thire
tryc tiép 1a giam thiéu thoi gian chd phan hoi, ting tinh c4 nhan hoa, va cho phép xu
1y van dé mot cach nhanh chong, hiéu qua. Phuong thirc nay dic biét phat huy vai tro
trong giai doan trong khi ban, nhat 1a ddi v6i khach hang méi, nhitng ngudi can su tu
van k¥ ludng va mudn truc tiép danh gia san pham trude khi quyét dinh.

Phwong thire CSKH gidn tiép: Bén canh tuong tac truc tiép, Cong ty TNHH
Trong Thuc trién khai da dang cac kénh gian tiép nham t6i wu héa trai nghiém va sy
thuan tién cho khach hang. Cac nén tang chinh bao gom:

— Cham séc gidn tiép qua website cong ty: hién nay cong ty c6 hai website ding

dé phuc vu hoat dong tim kiém cua khach hang, tu van ciing nhu xem xét mau
mi kiéu dang ting loai san phim ma coéng ty cung cip (hai website 1a

thungracgiatot.com va thietbitrongthuc.com). Tai day, khach hang truy cép

website co thé dé dang dé lai thong tin va néu rd nhu cau vé san pham minh
quan tAm. Ngay sau d6, nhan vién cua Cong ty s& chu dong lién hé lai dé cung
cap thong tin va tur van chi tiét.

— Cham séc gidn tiép qua sé hotline: thyc t& hién nay hoat dong ban hang cua
cong ty dién ra chu yéu thong qua sb hotline ctia cong ty, tai day khach hang s&
duoc doi ngii nhan vién cham soc, tu van tan tinh vé tirng mau ma, kiéu dang,
gia ca cua timg san pham ciing nhu cac dich vu lién quan khac. Vé&i doi ngii
nhan vién ludn sin sang phuc vu, tu van trong khung gio hanh chinh (véi s6 fax
ctia cong ty 023.6393.87.87 ) va tham chi cham soc trong tit ca khung gid trong
ngay (v6i sd hotline nhan vién cong ty 0911623737 va 0934794985). Do d6 véi
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hoat dong cham soc gian tiép qua sé hotline khach hang cua cong ty TNHH
Trong Thurc ¢ thé dugc tu vén, giai dap thic méc trong hau hét tat ca cac khung
gi0 trong ngay.

— Cham séc gidn tiép qua Zalo (Thiét bi Trong Thirc va Thing rdc Trong
Thirc): La kénh tuong tac rat quan trong, cho phép khach hang xem hinh anh
san pham chi tiét, 13 noi chinh dé guri bao gia. Zalo duoc st dung xuyén subt ca
ba giai doan: trudc ban, trong khi ban va sau ban hang cho muc dich cham soc,
tur van, bao gia va tri an khach hang.

— Chdm séc gidn tiép qua Fanpage Facebook (Thiing rdc Trong Thirc — Pon vi
cung cdp thing rdc gid ré): Chu yéu phuc vu hoat dong tiép can va quang ba &
giai doan trudc ban. Kénh nay ciing 1a mot trong nhitng diém tiép nhan yéu cau
ban dau va dugc dung dé chuyén hudéng thong tin khach hang tiém ning dén céac
kénh CSKH truc tiép hon nhu Zalo hoac dién thoai.

— Chdm séc gidn tiép qua Gmail céng ty (thungractrongthuc@gmail.com): La

kénh chinh thirc cho viéc glri va x4c nhén cac tai liéu quan trong nhu hop dong,
diéu kién thanh toan, giao hang. Email ciing chii yéu dugc sir dung trong giai
doan trong khi ban (giri hop dong, diéu kién) va sau ban hang (giri thu cam on,
thong bao uu dai).

— Ngoai ra hién nay cong ty ciing c6 kénh chdm soc khac thong qua YouTuBe,
kénh nay chu yéu hd trg hoat dong quang ba, truyén thong va gidi thiéu san
pham thong qua ndi dung video, gop phan vao hoat dong tiép can khach hang
tiém ning & giai doan trudc ban.

Nhin xét: Viéc Cong ty TNHH Trong Thirc dp dung két hop ca phwong thirc trie
tiép va da dang cdc kénh gidn tiép la mét diém céng lom. Cdch tiép cin nay khéng
chi thé hién sw chuyén nghiép ma con cho thdy sy quan tam sdu sdc dén viéc toi wu
héa trai nghiém khéch hang théng qua viéc cung cdp nhiéu kénh twong tdc thudn tién
va linh hoat & moi giai doan. Piéu nay khdng dinh Cong ty khéong chi chii trong vdo
chdt luong san phcfm/d_ich v ma con né luc xay dung moi quan hé bén vitng va dat

sw hdi long cia khdch hang lam wu tién hang dau.
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2.4.6. Cic yéu to anh hwéng dén hoat dong chim séc khach hang tai Cong
ty Trong Thirc
2.4.6.1. Yéu td6 San pham
A. Chét lwong san phim
Chét luong vuot troi la dac diém c6t 161 cua cac san phém v¢ sinh moi truong do
Cong ty Trong Thitc cung cap, boi 1& phan 16n san pham dwge nhap khau tryc tiép tir
nudc ngoai. Chung khong chi dam bao do bén bi, kha nang chéng thAm hiéu qua, chiu
luc tdt ma con duogc ché tao tir vat liéu than thién moi truong. So vdi san phém cua
cac don vi kinh doanh cung nganh tai Pa Nang, chét luong cia Trong Thuc duoc
danh gia cao hon déng ké. Chinh nho wu thé vé chat lwong nay ma ty 18 khach hang
khiéu nai vé tinh trang hong hoc hay bién dang san pham dugc ghi nhan & muc rat

thap.

Cau 6: Van dé khiéu nai vé san pham ma Coéng ty TNHH Trong Thire cung cap ban thudng gap phai
1a gi ? (ban khéng can tré |oi néu chura timng khiéu nai)
12 cau tra |oi

@ Thoi gian st dung san pham

@ Ldi san pham, sai mau ma
San phdm kém da dang (m&u ma, kich
thuot,..)

Hinh 19: Vin dé thuong gap phdi khi khiéu nai ciia khdch hang
(Nguén khao sdt diéu tra)

Tuy nhién, khi phan tich sdu hon dua trén két qua khao sat tir nhitng khach hang
da phat sinh khiéu nai trong giai doan 2022 — 2024, tic gia nhan thy ring phan 16n
cac van dé vé san pham lai xuat phat tir 18i k¥ thuat hodc sai sot trong khau san
xudt/mau ma (vi du: banh xe bi 18i, nap khong khép...) chiém dén 83,3%. Diéu nay
chi ra ring, mic du san phdm Cong ty cung cip dat chit lwong tong thé cao, van ton
tai nhitng khuyét diém nhat dinh bat ngudn tir phia nha san xuat.

Mic du ¢ ghi nhan céac trudng hop khiéu nai vé san pham nhu vy, tong sb lugng
khiéu nai ctia khach hang van & mirc rat thap. Tinh hinh nay da giup bo phan Chim
soc khach hang (CSKH) giam thiéu dang ké khéi luong cong viée lién quan dén viée
xtr Iy cac van dé ki thuat san pham. Nho d6, nhan vién CSKH c6 thé tap trung nhiéu
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hon vao viéc tu van nang cao trai nghiém cho khach hang, thong qua cac hoat dong
nhu huéng dan phan loai rac dung cach, tu vin bao tri san pham, hay chia sé cach st
dung san pham hiéu qua.
B. Pa dang san phim

Cong ty Trong Thirc cung cap danh muc thung rac da dang vé mau m3, bao gdm
nhiéu dung tich, mau sic, chirc ning khac nhau nhu thung rac céng cong, thung phin
loai, thing c6 banh xe... Su da dang nay tao diéu kién thuan loi dé bo phan Chim soc
khach hang (CSKH) d& dang tu van va liwa chon giai phap phi hop nhét voi nhu céu
dic thu cua timg khach hang, tir ho gia dinh, khu cong nghiép cho dén khu vuc d6
thi.

Bén canh d6, viéc két hop tu van cac san phém b6 tro nhu thi dung rac sinh hoc va
dung dich khtr mui gitp Cong ty dé xuat cac giai phap quan 1y rac thai toan dién cho
khach hang. Cach tiép can nay khong chi nang cao su hai long ma con gop phan t6i
ru hoa doanh thu. Sy da dang san pham ma céng ty TNHH Trong Thirc duogc thé hién

mot cach chi tiét thong qua hinh anh dudi day:

aL

Kinh giri quy khach hang

- . DUNG TIiCH . - SAN DUNG TICH . -
SAN PHAM _ |HINH ANH - _ | HINH ANH
(Lit). MAU MA PHAM |(Lit). MAU MA

Thing rac | 240,120.,100.90, : Thung rac . .. P
nhwa 60.30.15... 2: i i con thi Chudt, c4, voi,.. = g »]

Thung rac
Thing 14 240.120.100.90. -
ung racy dahoa | Pé.den.Al... | . LI

1€ 60.30.15... s Al = o el
< eJ i clromng g L S

TG AL GO TREGEOH

Loss aasraw ]
Thm.l.g 1ac :frac: d6i, ba . A . | Song nhwa | Xanh, do, den... |, il
ngoai trot ngan. treo don.,.. iu ’& || e
THIORAC, AL B0 DA CHAR 7 LT THIUING CHE HARG L0 LN
CIIm
Thiing rac | 240,120.,100.90, | L i Thimng ch& Nho. trung,
Inox 60,30,15,.. i‘; F i-:- hang 16m, .. i‘:.'-‘:‘:'

Hinh 20: Danh muc san pham Céng ty TNHH Trong Thirc
(Nguon: Tai liéu ngi bé cong ty)
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C.Séan hrong san pham

Cong ty Trong Thirc s& hitu hé théng kho bai rong rii véi dién tich trén 200m2.
Két hop véi viée tap trung vao d6i tuong khach hang chinh 13 cac t6 chirc, Cong ty
luén duy tri legng ton kho 16n, dam bao kha ning cung tng nhanh chdng cho cac don
hang s luong 16n. Didu nay gitp giam thiéu téi da tinh trang cham tré trong giao
hang, tir d6 giam tai dang ké ap luc cho bd phan Cham séc khach hang (CSKH) trong
viéc xur 1y cac khiéu nai lién quan dén giao nhan. Nho vay, doi ngit CSKH c6 thé danh
nhiéu thdi gian va ngudn lie hon dé tap trung vao cac hoat dong twong tac nhim nang
cao chat luong dich vu va trai nghiém téng thé cua khach hang.

2.4.6.2. Yéu té con ngudi

Doi ngil nhan vién Chiam séc khach hang (CSKH) tai Cong ty Trong Thirc 14 nén
tang vitng chic cho trai nghiém khach hang. Ngay trudc khi bat dau cong viec, mbi
nhan vién déu trai qua qua trinh dao tao chuyén siu vé ki ning giao tiép, ban hang
va nghiép vu xu 1y tinh huéng phuc tap. Pac bi¢t, ho dugc trang bi kién thirc chuyén
mon sdu sac, am hiéu tudng tan vé dic tinh k§ thuat ciia ting loai san pham (nhu kha
nang chiu nhiét vuot trdi cia thung rac nhya hay tiéu chuan an toan nghiém ngat cho
thung rac y té), quy trinh van chuyén va cac thong tin lién quan khac.

Nho nén tang kién thirc va k¥ nang duoc rén luyén bai ban nay, d6i ngiit CSKH c¢6
kha ning khong chi tu vn chinh x4c va chi tiét moi thic mac vé san phdm ma con
Xt 1y céc tinh huéng phat sinh mot cach nhay bén va hiéu qua. Chéng han, khi khach
hang phan nan vé mui hoi tir thung rac, nhan vién san sang dé xuat ngay cac giai phap
thiét thuc (nhu sir dung ti khir mui chuyén dung hodc vé sinh dinh ky). Kha ning
giai quyét van dé vuot troi va su cha dong nay dong gop truc tiép vao viéc nang cao
su hai 1ong, cing cb su tin twong cua khach hang va giam thiéu dang ké ty 18 phan
nan.

Bén canh d6i ngii CSKH va kinh doanh, dé dam bao hd tro kip thoi va ¢ cip do
cao nhat, ngudi quan 1y chinh ciia Cong ty truc tiép dam nhan duong day noéng hd
trg. Vai tro ndy dam béo rang moi thic mic hodc van dé phirc tap hon cta khach hang
vé san pham va dich vu déu dugc giai dap ngay lap tirc va chinh xac

Dé c6 cai nhin rd hon vé thai do va trinh d6 ctia doi ngil nhan vién CSKH tac gia

cling d3 tién hanh khao sat mot sb khach hang va c6 két qua nhu sau:
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CAu 1: Dua trén nhitng lan st dung trudc, trén thang diém tir 1 d&n 10, ban dénh gid murc d6 hai
long chung clia minh vé chét lugng nhén vién CSKH ctia cong ty TNHH Trong Thire nhu thé nao ?

45 cau tra loi

20

15 13 (28,9%)

6 (13,3%)
5(11,1%)

2 (4,4%)
0 (0%) 0(0%)  0(0%)  0(0%) 0 (0%)

1 2 3 4 5 6 7 8 9 10

Hinh 21: Mikc dg hai long vé chdt lwong doi ngii nhéan vién CSKH
(Nguon khao sat diéu tra)

Nhén xét: Duwa vdo két qua diéu tra, ching ta c6 thé nhdn thdy mirc do hai long
vé chat heong doi ngii nhan vién CSKH ciia Cong ty dwoc khdach hang danh gid twong
doi tot, qua dé gép phan khéng nhé vao hiéu qua hoat dong CSKH ciia cong ty.

2.4.6.3. Yéu to thuan tién

Cong ty Trong Thuc tap trung vao viéc kién tao trai nghiém mua sim lién mach
va t6i vu cho khach hang. Diéu nay dat dugc thong qua su két hop giita quy trinh 1am
viéc dugc tinh gon hoa tdi da giup don gian hoa cac thao tac tir dit hang dén xu 1y
yéu cdu va doi ngil nhan vién chim soc khach hang duoc dio tao chuyén sau, ludn
san sang phan hoi nhanh chéng va cung cap hd trg hiéu qua.

Su thuan tién vuot tro1 ma Trong Thirc mang lai dugc thé hién rd nét qua cac yéu
t6 then chot sau:

Kha ning tiép cin dé dang: Khich hang co thé két ndi véi Cong ty va tim kiém
thong tin hd tro mot cach thuan tién trén nhiéu nén tang. Du 13 dia chi vin phong toa
lac ngay tai truc duong chinh Ngo Quyén dé tim thay, hay qua website, img dung di
dong, tham chi 1a thong tin trén bao bi san pham Trong Thirc ludn hién dién ¢ nhing
diém khach hang can.

Tinh siin sang phuc vu cao: Cac kénh hd trg truc tuyén (dién thoai, chat, email)
luén c6 nhan vién tic tryc xuyén subt gio lam vi¢c, ddm bao khach hang nhan dugc

phan hoi kip thoi vao moi khung gio phit hop véi lich trinh ¢4 nhan. Song hanh voi
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d6, viéc duy tri luong ton kho san pham 6n dinh cho phép Trong Thurc sin sang dap
g ngay 1ap tirc moi nhu cau, khong dé khach hang phai chd doi.

Quy trinh thao tic don gian: Moi twong tac hau mai nhu yéu ciu hd trg k§ thuat,
bao céo su cd, thu tuc ddi tra san pham hay yéu cau bao hanh déu dugc Cong ty Trong
Thirc thiét ké tbi gian chi v6i vai bude, loai bé hoan toan sy phuc tap khong can thiét.
Nho véy, khach hang c6 thé hoan thanh cac yéu cau ndy mot cach nhanh chong va dé
dang, tiét kiém déng ké thoi gian va cong stc.

Dé ¢6 cai nhin rd hon va do luong dugce su thuan tién ma Cong ty TNHH Trong
Thirc mang lai, tic gia da tién hanh khao sat mirc d6 hai long cta khach hang tap

trung vao yéu t6 nay. Két qua chi tiét duoc trinh bay trong biéu dd sau day.

Cau 1: Ban danh gia murc dd thuan tién chung khi tim hi€u va mua sam thung rac/céc san phdm vé
sinh mdi trudng tai Trong Thirc trén thang diém tir 1...khéng thudn tién, 5: Rat thuén tién) nhu thé nao?
45 cau tra l&i

@ 1 (Rat khong thuan tién)
@ 2 (Khéng thuan tién)
3 (Binh thudng)
@ 4 (Thuan tién)
@ 5 (Rét thuan tién)

Hinh 22: Ddnh gid mirc do thudn tién cua cong ty TNHH Trong Thirc
(Nguén khao sat diéu tra)
Nhan xét: Biéu d6 khao sat chi ra rang sy hai 1ong cta khach hang dbi véi su thuan
tién trong trai nghiém mua sam tai Cong ty TNHH Trong Thirc dat muc rat tich cuc.
Cu thé, tong cong 93,4% khach hang dd danh gia mac d6 thudn tién & muc cao, véi
57,8% chon "Thuén tién" va 35,6% chon "RAt thuan tién". Két qua nay khéng dinh
rang cac nd luc clia cong ty nham mang lai su tién loi cho khach hang dang phat huy

hiéu qua dang ké.
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2.4.7. Quy trinh gidi quyét khiéu nai ciia Cong ty TNHH Trong Thirc sau

khi ban hang

A.Tinh hinh khiéu nai trong nhirng nim gin day

Nhin chung, do dic tinh bén bi cta cic san pham vé sinh, Cong ty Trong Thirc ghi
nhan sb luong khiéu nai twong d6i it trong vong ba nim gan dy. Tuy nhién, khi c6
khiéu nai phét sinh, chung thuong lién quan dén cac van dé pho bién vé 15i san phim
hodc dich vu. Cu thé, cac khiéu nai thuong dé cap dén nhirng hu hong nhé nhu 16i
banh xe, chdt nép day, thiéu san phém hodc cac van dé vé dich vu nhu cham tré trong
giao hang.

B. Thong ké tinh hinh khiéu nai giai doan nim 2022 - 2024

Nam S luong khiéu nai
cua khach hang

2022 5

2023 3

2024 4

Bdng 12: Théong ké s6 lwong khiéu nai
(Nguoén: Phong kinh doanh)

Nhén xét: Viéc Cong ty Trong Thirc luén duy tri ty 1é khiéu nai hang ndm & mirc
rat thap la mét loi thé quan trong. Tinh trang nay giam thiéu dang ké dp lwc 1én bg
phdn chdm séc khdach hang, cho phép ddi ngii nay danh nhiéu thoi gian va nguon lyc
hon dé tdp trung vao viéc ndng cao chdt lwong twong tac va trdi nghiém tong thé ciia
khdch hang, thay vi chi gidi quyét cac van dé phat sinh. Tir d6, gép phan truc tiép
vdo viée ndng cao chdt lwong dich vu ciia Cong ty mét cach bén viing.

Thoi gian gidi quyét khiéu nai: Cong ty Trong Thirc xtr 1y cc khiéu nai ciia
khach hang mot cach rt nhanh chéng, thudng dugc hoan thanh trong vong chwa day
1 tun. Pic biét, moi chi phi phét sinh lién quan dén viéc giai quyét khiéu nai déu
dugce Cong ty chi tra hoan toan, dam bao quyén loi t6i da va mang lai sy yén tAm cho
khach hang.

C.Quy trinh giii quyét khiéu nai ciia Cong ty TNHH Trong Thirc

Do ty 18 khiéu nai duy tri & murc thap, Cong ty Trong Thirc hién chua c6 quy trinh

giai quyét khiéu nai dugc van ban hoa va cong b chinh thirc. Thay vao do, hoat dong
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xu ly khiéu nai tai Cong ty thuong dua vao kinh nghiém lam viéc thuc té ctia doi ngil
nhan vién CSKH.

Xuat phat tir thuc t& van hanh hiéu qua nay va kinh nghiém thu thap duoc, tac gia
xin phép xay dung mét quy trinh giai quyét khiéu nai nhu trong qué trinh lam viéc tai

Cong ty. Quy trinh nay nham hé thong héa cac budc xir Iy hién tai, bao gdm céc budc

cu thé nhu sau:

BUGC 1: TIEP

INAIL

NHAN KHIEU

BUOC 2: XAC
MINH KHIEU
NAI

BUCGC 3: PHAN
LOAI KHIEU
NAI

BUGC 6: GIAI
QUYET LAI
KHIEU NAI
NEU CHUA

BUOC 5: GIAI
QUYET KHIEU
NAI

J

BUOC 4: DANH
GIA MUC BO
KHIEU NAI

THOA PANG

Hinh 23: Quy trinh gidi quyét khiéu nai

Budrc 1: Tiép nhan khiéu nai

Giai doan nay bt dau khi khach hang cia Cong ty TNHH Trong Thitc gip phai
su ¢ va mong mudn phan anh hoac khiéu nai vé chét luong san phflm hay dich vu.
Pham vi khiéu nai thudng xoay quanh cac san pham chu luc ciia cong ty nhu thung
rac, vat tu vé sinh, v4i cac van dé phé bién nhu: san phém bi 16i k¥ thuat hoic hu
hong vt 1y trong qué trinh van chuyén/str dung (nit, v&, mép méo, tray xudc); san
pham khong ding chung loai, kich thudc, mau sic hodc chat liéu khong dat yéu cau
so v6i don dit hang hodc cic van dé phat sinh trong qua trinh cung cip dich vu nhu
giao hang cham tré, thai d6 phuc vu chua tdt...

Nhan su chiu trach nhiém tiép nhan: Cac nhan sy thudc cac bd phan co vai tro
tuong tac truc tiép va thuong xuyén véi khach hang 1a nhimg nguoi dau tién dam
nhiém viéc tiép nhan khiéu nai. Dién hinh 1a d6i ngii nhan vién kinh doanh, nhan vién
ban hang tai diém giao dich va nhan vién chim soc khach hang.

Kénh tiép nhéan: Dé tao diéu kién thuan loi t6i da cho khach hang, Cong ty TNHH
Trong Thirc thiét 1ap da dang cac kénh tiép nhan khiéu nai. Khach hang c6 thé lya
chon hinh thirc phtt hgp nhat véi minh, bao gdm:

— Tryec tiép tai van phong ctia cong ty trong gid hanh chinh.
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— Thong qua dién thoai hoac Zalo
— Qua email cong ty TNHH Trong Thurc hoic thong qua cic nén tang khac nhu
Facebook, website cong ty,..

Khi tiép nhan khiéu nai qua bit ky kénh nao, nhan vién duoc giao nhiém vu phai
giit virng thai do chuyén nghiép, binh tinh, va thuc hién viéc ling nghe mot cach cin
trong, thdu ddo dé nim bét tron ven nodi dung phan anh cua khach hang. Viéc léng
nghe tich cuc gitip nhan vién hiéu rd ngudn gbe va muic d6 nghiém trong cia van dé.

Ngay sau khi tiép nhan thong tin bang 101 hoic bang vin ban, nhin vién cé trach
nhiém ghi nhan day di va chinh xéc tat ca cac chi tiét lién quan vao hé thong quan 1y
khiéu nai ndi bo cua cong ty hodc biéu mau theo doi dugc quy dinh. Thong tin can
thu thap bao gom: dit liéu dinh danh ctia khach hang (tén, thong tin lién hé), thong tin
san pham bi khiéu nai (m4 san pham, sé luong, dic diém), mé ta cu thé vé van dé/15i
gip phai, kénh va thoi diém tiép nhan khiéu nai. Viéc ghi nhan kip thoi va chi tiét 1a
cin ¢t quan trong cho cac budc xac minh va xu 1y tiép theo.

Cudi cung, sau khi hoan tat viéc ghi nhan ban dau, nhan vién sé& tién hanh xac nhan
lai v6i khach hang vé viéc khiéu nai da duoc tiép nhan va dang trong qua trinh xt ly.
DPong thoi, & phuc vu cong tac danh gid va xac minh, nhan vién thudng dé nghi
khach hang cung cip cac bang ching bang hinh anh hoic video ghi lai 1 rang tinh
trang thyuc t& cta san pham bj 18i hodc van dé gip phai. Cubi cung, théng bao cho
khach hang vé khung thoi gian dy kién cong ty s& c6 phan hdi chinh thirc va phac
thao so lugc cac bude xur 1y ké tiép theo quy trinh cta cong ty.

Budérc 2: Xac minh khiéu nai

Tiép néi Bude 1, khi thong tin khiéu nai da dugc tiép nhan day du va cap nhat chi
tiét trén Bang tinh Google 1am co s dit liéu ban dau, quy trinh chuyén sang giai doan
x4c minh tinh xac thuc cta khiéu nai va thu thap moi thong tin bod sung can thiét dé
1am r van dé.

Nhan su thuc hién: Giai doan x4c minh thuong dugc giao cho cac nhéan sy c6
kinh nghiém day dan va chuyén mén sau trong viéc xir Iy khiéu nai khach hang hodc
nhing ngudi co kién thirc chuyén biét vé nhom san pham cu thé ma khach hang dang
khiéu nai. Cac nhéan sy nay thudc bd phan ban hang, kinh doanh,..

Pon khiéu nai, cung v&i dir li€u da duoc ghi nhan trén Bang tinh Google, sé dugc

chuyén giao ndi bo (thudng thong qua viéc phan cong xir 1y truc tiép trén Google
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Sheet hodc thong bao qua cac kénh ndi bo khac) dén nhan su co nang lyc va kinh
nghiém pht hop. Ngudi nay sé khong chi dira vao thong tin ban ddu ma can chi dong
va khan truong lién hé lai véi khach hang d¢é tién hanh phong van chi tiét va xac minh
lai ting khia canh cua khiéu nai d3 duoc ghi nhan. Muc tiéu la dé lam sdng tO moi
tinh hudng, thu thap thém thong tin tir khach hang, va bo sung dir lidu vao ho so khiéu
nai trén Google Sheet (néu can thiét). Qua trinh nay doi hoi k§ ning giao tiép tot va
su ti mi trong viéc xac thuc thong tin.

Sau khi hoan tat viéc x4c minh truc tiép v6i khach hang va di ¢ cai nhin day du
hon vé van dé, nhan su xur ly khiéu nai s& tién hanh tra ctru thong tin ndi bd béng cach
khai thac dit liéu trén cac hé thdng va bang tinh Google khac ma cong ty sir dung dé
quan 1y hoat dong kinh doanh. Buéc nay bao gom:

Kiém tra ho so mua hang: Tra ctru cic thong tin vé hoa don, don hang va lich sir
giao dich cua khach hang trén Bang tinh Google quan 1y ban hang/khach hang. Viéc
nay nham xac thuc rang khach hang chinh 1a chii s¢ hiru hop phap ctia san pham tai
thoi diém khiéu nai va san pham d6 xuat phat tir nguon cung chinh thirc ciia Cong ty
TNHH Trong Thue.

Kiém tra thong tin kho van va giao nhan: Phéi hop vo1 bo phéan kho van va bo
phan giao nhan dé truy xuét dit liéu vé 16 hang cu thé chira san phém bi khiéu nai
thong tin nay co thé duoc luu trix trén cac Bang tinh Google quan 1y kho, van chuyén,
hoac cac tai liéu khac duogc chia sé noi bg. Trong tam kiém tra 12 xac minh tinh trang
san pham trudc khi roi kho va duoc ban giao cho don vi van chuyén. Cu thé, quy
trinh cia Cong ty TNHH Trong Thirc thudng bao gom viéc kiém tra lai cac hinh anh
san pham dugc chup tai kho truéc khi dong g6i hodc cac bién ban xac nhén tinh trang
v6i bén van chuyén céc tai lidu nay ciling ¢ thé duogc luu trit va quan Iy trén Google
Drive/Google Sheet lién quan. Viéc ddi chiéu thong tin tir cac ngudn ndi bd nay gitp
phan dinh trach nhiém va xac dinh van dé& (néu cd) da phat sinh tir giai doan san
xuat/luu kho hay trong qua trinh van chuyén.

Viéc xac minh k¥ ludng, thu thap thong tin ddy du tir nhiéu ngudn (bao gém céc
Béng tinh Google khac nhau) va dbi chiéu dir liéu & budc nay 1a nén tang then chét
dé dua ra quyét dinh xir Iy khiéu nai mot cach cong bang, chinh xac va ¢ co sd trong
cac bude tiép theo ca quy trinh.

Buéc 3: Phan loai khiéu nai
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Sau khi khiéu nai d4 trai qua giai doan xac minh k¥ ludng tai Budc 2, thong tin s&
dugc phén tich dé tién hanh phan loai, 1am co s& cho cac hanh dong xt 1y phu hop va
hi¢u qua.

Nhan sw dam nhiém: Céac nhan su ¢ kinh nghiém trong xir 1y khiéu nai, thuong
thudc bo phan kinh doanh, ban hang hoac cham s6c khach hang,..

Dua trén ndi dung chi tiét, mtrc d6 nghiém trong cua van dé va két qua xac minh
ban d4u vé nguyén nhan/bd phan lién quan, nhan sy s& tién hanh phan loai khiéu nai
vao cdc nhém xéac dinh. Thong tin phan loai nay dugc cap nhat vao hd so khiéu nai
tuong ng trén Bang tinh Google, gitip dinh hudng luong xir 1y tiép theo.

Céac nhom khiéu nai pho bién duoc phan loai tai Cong ty TNHH Trong Thirc bao
gom:

— Khiéu nai vé chét lugng san phiam: San pham bj 18i, hong hoc hoic khong dung
mo ta (vi du: thung rac nat, sai kich thudc, chat lidu kém).

— Khiéu nai vé dich vu: Cac van dé lién quan dén qua trinh cung cap dich vu (vi
du: giao hang cham, thai 4o nhan vién chua tdt, thong tin san phém thiéu/ sai).

Viéc phan loai chinh xac gitip dinh tuyén khiéu nai dén ding bo phan chuyén trach
va dam béao ap dung phuong thire giai quyét tdi wu.

Buéc 4: Panh gia mire dd khiéu nai

Sau khi khiéu nai di duoc phan loai tai Budc 3, giai doan tiép theo 1a danh gid mirc
d6 nghiém trong cta ting trudng hop. Bude nay co ¥ nghia quyét dinh d6i vai viée
Iira chon phuong thite xtr 1y va cp do quan 1y can tham gia giai quyét.

Nhan sy ddm nhi¢m: Viéc danh gia ban dau thuong do cac nhan sy truc tiép xu ly
khiéu nai (nhu nhan vién kinh doanh, ban hang, cham soc khach hang) thuc hién. Tuy
nhién, cac truong hop dugc xac dinh 13 nghiém trong s& dugc chuyén giao va danh
gi4 siu hon béi cap quan 1y tryc tiép (truong nhom hodc truéng phong kinh doanh).

Dua trén két qua phan loai va thong tin x4c minh chi tiét d3 co trén Bang tinh
Google, nhan vién xt 1y s& tién hanh danh gia nhanh vé mirc d6 anh huéng cua khiéu
nai.

D6i v6i khiéu nai mire d thap: Néu khiéu nai dugc danh gia 1a c6 mirc 46 nghiém
trong khong cao (vi du: chi lién quan dén s luong nho san pham c6 16i don gian, dé
khic phuc), nhan vién truc tiép tiép nhan va xtr Iy c¢6 thé dugc trao quyén dé chu dong

giai quyét ngay. Hinh thirc giai quyét pho bién nhat & cap d6 nay tai Cong ty TNHH
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Trong Thirc thudng 1a thuc hién d6i tra san pham méi ngay cho khach hang theo
chinh sach cong ty.

P6i voi khiéu nai mirc d§ cao: Nguoc lai, néu don khiéu nai dugc danh gialaco
murc d6 nghiém trong cao hodc tiém an rui ro 16n hon (vi du: lién quan dén s luong
16n san pham 161, anh huong dén an toan hodc c6 nguy co giy ton hai dang ké dén uy
tin thuong hiéu cia Cong ty TNHH Trong Thurc), nhan vién phai 1ap tirc bdo cdo va
chuyén giao hd so khiéu nai (d4 dugc cap nhat day du trén Bang tinh Google) 1én cap
treong nhom hodc trudng phong dé xin ¥ kién chi dao va phé duyét phuong an xu 1y.
Cép quan 1y s& dya trén toan bo dit liéu khiéu nai va thong tin danh gia ban dau dé
xem xét k¥ ludng mirc d6 anh hudng tong thé khong chi tic dong truc tiép dén sy hai
long va trdi nghiém cua khach hang ma con cd uy tin va hinh anh lau dai cua cong ty
trén thi truong.

Vi du minh hoa vé viéc danh gia mirc do:

Mot khiéu nai vé viéc Cong ty TNHH Trong Thirc giao nham loai thung rac (vi
du: khach dit thung 100L nhung nhén thung 80L) c6 thé duoc danh gia & mic do
trung binh/nhe.

Nguoc lai, khiéu nai vé nhiéu thung rac trong cung don hang bi nit vd nghiém
trong, khong thé str dung hodc san pham bj 16i k¥ thuit gay nguy hiém s& dugc xép
vao murc do nghiém trong, can su can thiép cua cip quan Iy.

Viéc danh gia mic do chinh xac l1a buéc dém quan trong dé dam bao khiéu nai
dugc xur ly véi su uu tién va nguén lyc phu hop, tranh viéc xur Iy cham tré cac van dé
nghiém trong hodc lang phi tai nguyén cho cac van dé nho.

Buéc 5: Giai quyét khiéu nai

D4y 1a giai doan thyc thi cac bién phap cu thé nham khic phuc van dé va giai quyét
dut diém khiéu nai cho khach hang. Viéc lya chon va trién khai giai phap duoc thuc
hién dua trén két qua tong hop tir qua trinh xac minh, phén loai va danh gia muc do
nghiém trong ctia khiéu nai (tai cac Budc 2, 3 va 4).

Nhan sw thwe hién: Viéc phin cong nhan sy xir 1y truc tiép phu thude vao quy mé
va muc d6 nghiém trong cuia khiéu nai di dugc danh gia.

Poi véi cac khiéu nai quy mé nhé, it phirc tap: Nhan vién ban hang hoic kinh
doanh, nhitng ngudi truc tiép 1am viée voi khach hang, s& chi dong dé xuat va thuc

hién gidi phap.
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Poi véi cac khiéu nai nghiém trong hoic quy mé 16m: Thudng can sy tham gia
ctia cip quan 1y cao hon nhu trudng phong hoic giam ddc cong ty trong viée xem
x€t, phé duyét phuong an. Sau khi phuong an duge duyét, truéng phong sé chi dao
hodc iy quyén cho nhan vién kinh doanh/ban hang/chim soc khach hang tién hanh
trién khai.

Dua trén phuong 4n dd dugc quyét dinh va phé duyét (dic biét ddi véi cac truong
hop phire tap duoc ghi chi 1 trén Bang tinh Google theo doi khiéu nai), giai phap sé&
duoc trién khai mét cach kip thoi nham mang lai su hai long cho khach hang.

Céc giai phap xir 1y khiéu nai dién hinh tai Cong ty TNHH Trong Thirc, tity thudc
vao nguyén nhan goc ré ctia van dé, bao gom:

Khiéu nai do 16i sin pham tir Nha san xuit:

— Doi tra san phadm méi: Cong ty Trong Thic chu dong doi san phim mdi clng
loai hodc san pham twong dwong, dam bao chét luong.

— Sira chita: Thuc hién sira chita mién phi san pham bj 16i (néu c6 thé khac phuc

dugc ma khong anh huéng dén chirc ning va thim my).

— Hoan tién: Trong trudng hop khong thé doi tra hodc sira chita hodc theo yéu cau

hop 1y ctia khach hang, cong ty s& hoan lai tién san pham theo quy dinh.

Khiéu nai do hw héng trong qua trinh soan hang/ndi bd:

Cong ty chiu trach nhiém hoan toan va nhanh chdng tién hanh d6i tra san pham
m&i, dam bao khach hang nhan duoc san phim nguyén ven, ding quy cach.

Khiéu nai do hw héng trong qua trinh van chuyén (do don vi vin chuyén):

Nhan vién xur 1y khiéu nai s& phdi hop 1am viéc v6i don vi van chuyén dé lam 1
trach nhiém. Pong thoi, tién hanh thuong lugng vé phuong an giai quyét (nhu phan
chia chi phi bdi thudng, hd tro khach hang nhan san phim mdi, quy trinh xr Iy san
pham hu hong...) nhim dam bao quyén loi cho khach hang ma vin c6 su phdi hop

gitra cac bén.
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Khiéu nai do giao hang chim tré:

—  Gtri 16 xin 18i chinh thirc dén khach hang vé su bat tién.

— Lam viéc lai v6i bo phan van chuyén dé xac dinh nguyén nhan va thong bao lai
thoi gian giao hang méi chinh x4c nhit cho khach hang.

— €6 thé d& xuat cac hinh thirc xoa diu nhu ting ma giam gia cho don hang tiép
theo hodc qua ting nho nhu maot 1di xin 16i chan thanh.

Khiéu nai vé thai do phuc vu ciia nhin vién:

— Gui 10i xin 18i dén khach hang vé trai nghiém khong t6t.

— Noi b, quan 1y truc tiép s& xac minh thong tin, tién hanh nhic nha, dio tao lai,
va ap dung cac bién phap xir Iy ky luat pht hop véi nhan vién vi pham nham
chan chinh thai d6 va nang cao chét lugng dich vu.

Buéc 6: Giai quyét lai khiéu nai néu chwa théa dang

Trong trudng hop khach hang khong dong ¥ hodc chua hai 1ong voi phuong an
giai quyét khiéu nai ban dau tai Budc 5, quy trinh s& dugc nang cap 1én cap do quan
1y cao hon.

Nhan sy dam nhiém: Cip lanh dao hodc quan Iy cdp cao cua Cong ty TNHH
Trong Thuec.

Cép lanh dao s€ truc tiép tiép nhan va xem xét lai toan b hd so khiéu nai (thuong
dugc theo dai chi tiét trén Bang tinh Google) mot cach khach quan, cong tdm va véi
tinh than thién chi cao nhét.

Duya trén viéc xem xét lai k§ ludng nay, lanh dao s& dua ra quyét dinh giai quyét
khiéu nai cudi cung. Quyét dinh nay c6 thé 1a diéu chinh phuong 4n ban dau hoic dua
ra mot giai phap thay thé nham muc tiéu lam hai 10ng khach hang & murc cao nhat c6
thé trong khuon kho chinh sach cta cong ty.

Vi du: Néu khach hang khong dong y v6i viée stra chira thung rac bi nit va yéu
cau d6i méi san phém, cép lanh dao s& xem xét lai chinh sach d6i tra hién hanh va
tinh trang thuc té cta san phém trén co so dit liéu da co dé dua ra quyét dinh cudi

cung ve viéc c¢6 chap nhan doi méi hay khong.
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2.5.Panh gia chung vé hoat dgng chim séc khach hang ciia cong ty TNHH Trong

Thire
2.5.1. Thanh cong dat dwgc

Nhén thirc rd tAm quan trong ngdy cang gia ting ctia hoat dong chim séc khach
hang, Cong ty TNHH Trong Thirc da chi trong xay dung mot hé théng CSKH hiéu
qua véi kha ning tiép cin khach hang duoc danh gia 1a kha cao. Pic biét, mdi nhan
vién kinh doanh cta cong ty, ngoai nhiém vy tim kiém khach hang méi, con dam
nhiém vai trd tu van, giai dap moi van dé va thic méc cua khach hang mét cach linh
hoat, san sang hd trg moi lic moi noi.

Song song do, doi ngli nhan vién lam cong tdc ban hang va chdm soc khéach hang
tai Cong ty luon dugc chu trong dao tao, nang cao chuyén mén nghié¢p vu tuy that su
chua qua xuét sic nhung nhin chung trong d6i 6n. Nho vdy, ho ludn dam bao du
nang luc va kién thirc dé dap ung tot nhat moi nhu cu cta khach hang.

V& quy trinh chim s6c khach hang, Cong ty hién chua ap dung mét bd quy trinh
cu thé duoc vin ban héa. Piéu nay tao diéu kién cho phép doi ngli nhan vién c6 su
linh hoat va kha nang tuty chinh hoat dong cham séc dé thich tng mét cach téi vu véi
dic diém va nhu cau riéng biét cua ting khach hang cu thé.

Bén canh d0, cong tac cham soc khach hang con nhan duoc su dau tu, bao gém ca
cac hoat dong quang céo va chuong trinh tri an khach hang lau nam dugc thyc hi¢n
thudng xuyén. Cong ty luén chu dong thong bao tdi khach hang vé nhimng uu dai dic
biét va cac chinh sach hép dan, thé hién su quan tdm va mong mudn tri 4n d6i vai
khach hang.

2.5.2. Han ché va nguyén nhan

Cong ty hién c6 twong dbi it cac chuong trinh khuyén mai, tri an duogc thiét ké
danh riéng cho khach hang méi, dong thoi cac chién dich quang céo ciing chua thyc
su tao duoc stc hut va su hép din d6i voi khach hang, bén canh d6 hoat dong tiép
can va gi6i thiéu san pham dén khach hang ciing chua that sy da dang trén nhiéu nén
tang khién doanh nghiép bo qua mot lugng 16n khach hang tiém ning.

Do d6i ngil phu trach cong tac chiam soc khach hang dong thoi cling 1a bo phan
kinh doanh va ban hang, d6i lac khéi lwong cong viéc cua ho tré nén tuong dbi 16n.
Diéu nay c6 thé gay kho khin trong viée giai quyét cac van dé cua khach hang mot

cach nhanh chong tbi da. Pac biét, vao nhing thdi diém nhu cu trong nganh moi
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truong ting cao, khoi luong cong viée trd nén qua tai, din dén nguy co 1am giam sut
chét luong cua hoat dong chim soc khach hang.

Mic du Cong ty di cé quy trinh chdm soc khach hang nhét dinh, nhung quy trinh
nay hién chwa duoc vin ban héa va cong bd chinh thirc. Viée truyén dat quy trinh chit
yéu duva vao kinh nghiém thyc té tir nhan vién c6 kinh nghiém sang nhan vién maéi
dan dén sy thiéu nhat quan, khong tranh khoi viéc mdi nhan vién c6 nhiing cach Gmg
bién va diéu chinh khac nhau tily theo tinh hudng, gy ra su xao tron trong quy trinh
chung. Hon nita, muc ti€u ca nhan cua tirng nhan vién khi thuc hién hoat dong CSKH
cling dugc ghi nhan 1a mot yéu t ¢6 tac dong khong nho dén hidu qua chung cua toan
bd cong tac cham soéc khach hang cua Cong ty.

2.5.3. Nguyén nhin han ché

Cong ty Trong Thirc chua dau tu ddy du va cac giai phap truyén thong, quang
céo trén da dang nén tang con han ché (bao gom ca viéc thiéu vang trén cac kénh
pho bién nhu TikTok, Shopee, Lazada,..). Diéu nay khong chi khién hoat dong tiép
can gi6i thiéu san pham dén khach hang tré nén kho khin hon, ma con vo tinh bo
16 mot lugng 16n khach hang tiém ning trén cac nén tang do.

Trong nganh v¢ sinh moéi trudong, viéc cong ty Trong Thure tich hop doi ngii ban
hang kiém nhi€ém ludén cd cong tdc cham s6c khach hang nhin chung mang lai
nhitng thanh cong va lgi thé nhat dinh nho kha nang nhan vién nam virng kién thic
chuyén sdu vé san pham dé hd tro khach hang hiéu qua. Tuy nhién, cu tric nay
cling boc 10 nhuoc diém la gay qua tai cong viéc, dac biét vao cac giai doan nhu
ciu tang cao. Mot phan nguyén nhan cia sy qué tai nay 1a do hoat dong CSKH
hién tai chua ing dung cac tién bo cong nghé nhu tri tué nhan tao hay tu dong hoa
trén nén tang cham soc gian tiép, khién nhan vién doi khi phai danh nhiéu thoi gian

va cong suc dé gidi dap céac thac mac co ban, lam giam hi¢u qué tong thé.
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CHUONG 3: MOT SO GIAI PHAP HOAN THIEN HOAT
PONG CHAM SOC KHACH HANG TAI CONG TY TNHH

TRONG THUC
3.1.Cin cir dé xuit giai phap

3.1.1. Cin cit dinh hwéng vao phat trién cia Cong ty
Dinh vi thwong hiéu: Cong tac dinh vi thwong hiéu cia Cong ty TNHH Trong

Thurc hién dang tap trung vao viéc nang cao muc do nhan dién mdt cach chién lugc.

Muc dich c6t 16i cua viéc gia tang nhan dién nay la nham hién thuc hoa va phu hop

voi khat vong chung cuia toan thé 1anh dao va doi ngii nhan vién: "Tap thé 1anh dao

va toan bd ddi ngii nhan vién luén nd lyc dé dwa Cong ty TNHH Trong Thirc trd
thanh don vi cung cap san pham vé sinh méi truong — do thi va thiét bi khach san,
nha hang s6 1 Viét Nam”.

Chit lwong dich vu: Chat luong dich vu: Tai Céng ty TNHH Trong Thirc, chat
lugng dich vu duoc xem 13 wu tién hang dau, thé hién rd nét qua phwong cham kinh
doanh: “Chat luong tot — Gia ca hop 1y — Tu vén tdn tim — Lang nghe khach hang”.
Phuong cham nay dac biét nhan manh vai trd cta hoat dong tu van va hd tro khach
hang nhu nhiing nguyén tic dinh huéng cho cong tic cham soc khach hang, tir d6
tryc tiép gbp phan nang cao chat lugng dich vu tong thé mang dén cho khach hang.
3.1.2. Muc tiéu phat trién ciia cong ty TNHH Trong Thirc

Muc tiéu ngin han (tir 2025 — 2027)

— Muc tiéu vé tang truong dinh luwgng: Pat mirc tang truong tir 15% dén 20% trong
vong 3 nam t&1 (muc tiéu nay co thé ap dung cho doanh thu, lg1 nhuén, hodc mdt
chi s6 kinh doanh quan trong khac).

— Muc tiéu vé phat trién nguén nhan lyc: Xay dung dugoc mot ddi ngii nhan vién
cham soc khach hang, kinh doanh va ban hang c6 trinh d chuyén moén cao, hoat
dong chuyén nghiép thong qua cong tac tuyén dung va dao tao hiéu qua.

— Muc tiéu vé khach hang: Nang cao ty 18 hoic s6 luong khach hang trung thanh, dat
murc cao hon so v6i két qua ctia nim trude do.

Muc tiéu dai han (dén nim 2035)

— Muc tiéu vé ting truéng doanh thu: Pat tbc d6 ting truong doanh thu binh quan

10% mdi nam.
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— Muc tiéu vé su hai long ciia khach hang: Phdn dau nang cao mirc do hai 1ong cua

khach hang d6i v&i cong tac cham soc khach hang 1én dén 90%.

— Muc tiéu vé vi thé trén thi truong: Trd thanh cong ty hang dau (Top 1) trong linh
vuc cung cap san pham vé sinh méi truong tai dia ban thanh phd Pa Néng.
3.2. Mot s6 giai phap hoan thién céng tac chim séc khach hang tai cong ty TNHH

Trong Thire

Dua trén két qua phan tich thue trang Cong ty TNHH Trong Thirc tai Chwong 2 va
danh gia tinh hinh kinh doanh trong cic nim qua, c6 thé thay thyc trang hoat dong
cham séc khach hang cta cong ty van con ton tai nhiéu han ché. Chinh nhiing han
ché nay dang 13 rao can, anh huong dén kha ning phat huy hét tiém niang va hiéu qua
hoat dong chung cia cong ty.

3.2.1. Xay dung da dang phwong tién truyén thong

Dénh gia tong thé, trong bdi canh tdc d6 phat trién vuot bac ciia cong nghé va cac
nén tang s6, cong tic xuc tién thuong mai va truyén thong cac san pham thing rac va
v€ sinh moi truong ciia Cong ty TNHH Trong Thurc (& ca giai doan trude va sau ban
hang) con ton tai nhitng diém han ché mang tinh chién luge. Minh chimg 16 nét 1a
hoat dong quang ba san pham van phu thudc chinh vao nén tang Facebook, trong khi
cic kénh thwong mai dién tir (TMPT) va mang x3 hoi tiém niang khac nhu Shopee,
Lazada, TikTok (vén 13 nhitng kénh hiéu qua dé tiép can da dang ddi twong khach
hang tiém nang cho dong san pham nay) chua dugc dau tu khai thac mot cach bai ban
va hiéu qua. Hé luy tat yéu la cong ty dang bo 15 co hoi tiép can va thu hat mot tép
khach hang muc tiéu quy mé 16n (bao gdm ca ¢4 nhan va to chirc) ¢6 nhu cau thyc té
d6i voi cac san pham chuyén biét ma cong ty cung cap.

Trudc thyc trang nay, viéc dau tu dé)ng bd va mo rong cac kénh xuc tién thuong
mai, ban hang tryc tuyén khong chi 13 giai phap cap thiét nham khac phuc diém yéu
hién tai, ma con mang lai nhiing 191 ich mang tinh chién lugc 1au dai. Cu thé, diéu
nay gop phan déng ké vao viéc nang cao mirc d6 nhan dién thuong hiéu cho dong san
pham thing rac va vé sinh moi truong, da dang hoa hiéu qua cac kénh phan phdi, va
mo rong dang ké tép khach hang tiép can. Duya trén tinh trang trén tac gia dé xuat xay
dung da dang cac kénh ban hang va quang ba san pham tryc tuyén cu thé & day 1a xay

dung kénh trén cac nén tang Shopee va Tiktok nhu hinh anh dudi day:
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Hinh 25: Hinh danh san pham dwoc ban va qudng cdo trén Tik Tok Shop

3.2.2. Ung dung cong nghé Chat bot vao chim séc khach hang

Trong bdi canh cong ngh¢, dac biét 1a tri tu¢ nhan tao va tu dong hoa, ngay cang
dugc Umg dung rong rai trong hoat dong cham so6c khach hang & moi linh vyc, xu
huéng ndy cang trd nén quan trong hon dbi véi nganh vé sinh méi trudng. Pay 14 linh
vuc ma khach hang thudng c6 cac cau hoi co ban vé san phém nhu mau sic, chat liéu,
kich thuéc. Di v6i Cong ty TNHH Trong Thirc, mot don vi chuyén kinh doanh thing
ric va cAc san pham vé sinh moi truong véi doi ngli CSKH va ban hang duogc tich
hop chung, viéc 4p dung cic cong nghé nay cang tré nén cip thiét dé giai quyét bai
todn qua tai va nang cao hiéu qua. Cu thé, viéc trién khai chatbot va tu dong hoa trong
cong tac tra 10i tin nhin cham soc khach hang trén cac nén tang gian tiép mang lai
nhiéu loi ich thiét thie. Cac cong nghé nay giup giam tai dang ké cong viée cho nhan
vién bang cach ty dong xir Iy nhanh chéng va hi¢u qua cac thic mac co ban, thuong
gip cta khach hang (vi du: hoi vé thong sé ky thuat thung rac, quy trinh mua san

pham v¢ sinh moi truong, chinh sach giao hang...), von ti€u ton nhicu thoi gian va
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cong suc khi xtr 1y thu cong. Chatbot dam bao dich vu ludn sin sang 24/7 v&i thong
tin nhit quan, chinh xac; dong thdi hd tro thu thap thong tin ban dau, phan loai yéu
cAu thong minh va quan 1y tt luong tuong tac ting vot vao dip cao diém, ngin chin
tinh trang qua tai cuc bo. Nho d6, nhan vién (bao gom ca doi ngii kinh doanh) duogc
giai phong khoi cac tac vu lap di lap lai, c6 thém thoi gian tap trung vao cac van dé
phtec tap, hoat dong ban hang cdt 161 va ning cao trai nghiém chung cho khach hang
bang su twong tac c6 gia tri hon.

Cong tac cham soc va tra 101 tin nhin khach hang trén cac nén tang gian tiép nhu
Zalo, Fanpage, website va cac kénh khac tai Cong ty Trong Thirc hién van dugce thuc
hién gan nhu hoan toan thu céng. Tinh trang nay doi hoi su tng dung vo cling cap
thiét cta chatbot dé tu dong giai dap cac van dé co ban cho khach hang, qua d6 giap
giam thiéu t6i da thoi gian chd doi cta khach hang va giam b6t dang ké khéi luong
cong viéc cho nhan vién. Co ché hoat dong cua mdt hé théng chatbot dién hinh c6 thé

duogc hinh dung rd hon thong qua so dd mé ta ludng tuong tac sau:

Budc 1: Khach hang Budc 2: HE& thdngs
nhan tin nhin tin nhan

l

Budc 3: Phin tich «lr
khdoa khach hang nhan

Buwudc 4: D'ura vao thdng
tim Iuwra -l ti€n hanh
prhan hdi

Hinh 26: Quy trinh hoat déng ciia hé thong chatbot
Hé thong chatbot duoc 4p dung vao cac phuong tién nhén tin gian tiép dugc hinh dung

nhu hinh dnh dudi day:
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Fchat.vn

Chat vdgi chung toi!

Chao ban, chung tdi cd th&é giup gi duogcc
cho ban?

Hotline

Nang cap tai khoan

b Can hd tro

Bang gia

Danh sach san pham

Powered by fchat.vn

Hinh 27: Hinh dnh tin nhan tw dong trén Website
3.2.3. Giai phap nang cao chat lwong ngudn nhan lwe CSKH cho Cong ty

TNHH Trong Thire

Hién tai, Cong ty TNHH Trong Thuc chua thiét 12p bo phan chuyén trach vé cham
soc khach hang. Thay vao do, chirc nang nay hién dang dugc ddm nhiém boi doi ngli
nhan vién kinh doanh (sale). Trong bdi canh quy mé cong ty chua 16n va dic thu cua
nganh vé sinh méi truong von doi hoi sw am hiéu sau sac vé san pham tir ngudi lam
cong tdc cham soc, viéc tich hop vai tro nay vao doi ngili kinh doanh 1a mot giai phap
tuong d6i hop 1.

Tuy nhién, hién nay viéc dao tao doi ngii CSKH ciia cong ty don gian 1a truyén dat
kinh nghiém gifta cdc nhan vién ladu nam va nhan vién madi véi nhau nén chua thuc
sy mang lai hi€u qua cao nhét, do d6 dé thuc su nang cao chét lugng dich vu va dap
ung tdt hon nhu cau cta khach hang, cong ty can dau tu manh mé vao viéc dao tao
va phat trién ning luc cho d6i ngii nhan vién. Cu thé, cong ty nén xay dung mot ké
hoach dao tao nhin vién gdm nhiing phan sau:

A.Muc tiéu dao tao

Muyc ti€u chung: nang cao ti da nang luc va hiéu qua hoat dong cua doi ngli nhan

vién kinh doanh cong ty Trong Thtrc trong viéc thuc hién cong tac cham soc khach

hang, gop phan tang sy hai 10ng va xay dung mbi quan hé lau dai v6i khach hang.
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B. Muc tiéu cu thé

Trang bi kién thtrc siu sdc vé cac dong san pham va dich vu vé sinh mdi trudng
cua Cong ty Trong Thurec.

Nang cao k¥ ning giao tiép chuyén nghiép, ling nghe thau hiéu va xiy dung
thién cam véi khach hang.

Phat trién ning luc phan tich, xir Iy van dé va giai quyét khiéu nai mot cach
hiéu qua va linh hoat dudi ap luc.

Gitp nhén vién hiéu 1 cach thire phdi hop véi cac bd phan khac.

Nang cao kha ning thich ing va duy tri thai do tich cuc trong cac tinh huéng
kho khin hodc thay dbi dot ngot.

Nang cao t6i da kha ning tmg dung cong nghé nhu Chatbot, Al,.. cho nhan

vién.

C.Péi twong dao tao

Toan bg ddi ngli nhan vién kinh doanh dang ki€ém nhiém cong tic CSKH tai cong

ty TNHH Trong Thirc

D.N6i dung dao tao

Ké hoach ddo tao c6 thé chia thanh cac phan chuyén dé:

Phan 1: Nén tang vé chim séc khach hang va vai trd cta nhan vién Sales trong
CSKH

X4y dyng nhan thirc cho toan bd nhan vién vé tim quan trong ciia CSKH trong
nganh va ddi v6i Cong ty Trong Thic.

Phén biét gitra ban hang va cham soc khach hang va su bb trg 1dn nhau.

Xay dung tu duy lay khach hang lam trung tim.

Truyén dat hodc van ban hoa théng nhat vé Quy trinh CSKH co ban cta cong

ty (tir tiép nhan yéu cau dén hau mai).

Phan 2: Kién thirc chuyén sau vé san pham va dich vu

Di sau vao ting loai san pham vé sinh méi trudng cong ty cung cap (vi du:
ting loai thing rac, xir 1y chat thai cong nghiép, may hut bui,...).

Hiéu rd dic diém ky thuat, cong dung, uu diém cuta tung loai.

Céc van dé thuong gip lién quan dén tig san pham va cach khac phyc ban
dau.

Cap nhat vé cac thay doi cong nghé, phuong phap méi trong nganh
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Phan 3: K¥ ning giao tiép va xir 1y tinh huéng CSKH

K¥ ning Giao tiép: Lang nghe chu dong, dit cau hoi hiéu qua, truyén dat thong
tin rd rang, tao thién cam qua giong néi va ngdn ngir co thé (khi gip truc tiép).
K¥ ning thau cam: Hiéu va chia sé cam xuc voi khach hang, dat minh vao vi
tri cua khach hang.

Xtr Iy tir chdi va phan hdi tiéu cuc: Giit binh tinh, khong tranh cii, ling nghe
day du, thira nhan cam xuc ctia khach hang, tim kiém giai phép.

Giai quyét van dé: Phan tich nguyén nhan gdc r& cua van dé, dua ra cac phuong
an giai quyét, cuing khach hang lua chon giai phap, theo dai két qua.

K¥ nang Xt 1y Ap luc va Giir binh tinh: ddo tao cac k¥ thuat kiém soat cam
xuc, d6i pho vai cang thang trong thoi diém cao diém hodc khi gap khach hang
kho tinh.

Phan 4: Thu thap va Xt Iy phan hoi khach hang:

Dao tao hiéu rd cac phuong phéap thu thap phan hoi (truc tiép, qua dién thoai,
email, phiéu khao sét...).

Hiéu 6 cach ghi nhan va tong hop thong tin phan hoi mot cach ¢ hé thong.
Quy trinh chuyén tiép phan hoi dén cac bd phan lién quan (k¥ thuit, quan 1y...).
Céch phan hoi lai cho khach hang sau khi van dé cua ho da dugc xir Iy hodc

ghi nhan.

Phéan 5: Xay dung mdi quan hé va Cham soc khach hang sau ban:

Nim rd céac hoat dong CSKH dinh ky (goi di¢n héi tham, giri email chiic mung
cac dip dac biét...).

Nhan dién co hoi ban chéo hodc ban thém mot cach tinh té trong qua trinh
CSKH.

Biét cach bién khach hang hai long thanh ngudi gidi thiéu

E. Thoi gian thuc hién

C6 thé to chire cac budi dio tao dinh ky (vi du: 1-2 budi/thang) hodc mot dot dao

tao tap trung kéo dai vai ngay, sau d6 duy tri cac budi cap nhat kién thirc, k¥ ning

ngan gon.
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F. Danh gia hi¢u qua dao tao
- Trudc dao tao: Khao sat danh gia kién thirc va k§ ning CSKH hién tai cta
nhan vién.
- Sau ddo tao: c6 bai kiém tra sau khi hoan thanh khoa dao tao nhim danh gia
nang luc va kién thire doi ngli CSKH cua cong ty Trong Thirc, bén canh do
quan sat truc tiép cach nhan vién xt 1y trong tinh hudng thuc té dé dua ra diéu

chinh phu hop
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KET LUAN VA KIEN NGHI
1. Két luan

Trong bdi canh nén kinh té thi trudng ngay cang canh tranh gay git, chim soc
khach hang (CSKH) dong vai tro then chot trong viéc xay dung loi thé canh tranh bén
vitng va dam bao su phat trién 6n dinh cho doanh nghiép. Nhan thirc 1& diéu nay,
Cong ty TNHH Trong Thurc da dac biét chu trong xay dung maot hé théng CSKH hi¢u
qua, duoc danh gia 1a c6 kha nang tiép cin khach hang kha cao.

Tai Cong ty, mdi nhan vién kinh doanh khong chi tap trung tim kiém khach hang
m&i ma con kiém nhiém vai tro tu van, giai dap moi van dé va thic méc cua khach
hang mot cach linh hoat. Pdi ngil ndy ludn san sang ho tro khach hang moi luc, moi
noi. Cong ty dac biét chu trong dau tu vao viéc dao tao, nang cao chuyén mon nghiép
vu cho ddi ngil nhan vién 1am cong tac ban hang va CSKH, nham dam bao ho c6 du
nang luc va kién thirc dé dap tng tot nhat moi nhu cau cua khach hang.

Hién tai, Cong ty chua ap dung mét bo quy trinh CSKH cu thé duoc van ban hoa.
Diéu nay tao diéu kién cho phép d6i ngii nhan vién co su linh hoat, ch dong va kha
nang tiy chinh hoat dong cham soc dé thich tng mot cach téi wu véi dic diém ciing
nhu nhu cau riéng biét cua timg khach hang cu thé.

Bén canh do, cong tac CSKH con nhéan dugc sy dau tu dang ké, bao gSm ca cac
hoat dong quang cao va chuong trinh tri an khach hang lau nam dugc thuc hién
thudng xuyén. Cong ty ludn chi dong thong bao téi khach hang vé nhimng wu dii dic
biét va cac chinh sach hap dan, qua d6 thé hién sy quan tim va mong muén tri 4n sau
sdc d6i voi khach hang ctia minh.

2. Kién nghi

Dua trén két qua phan tich thyuc trang, hoat dong cham sdéc khach hang cia Cong
ty TNHH Trong Thirc van con ton tai mot s han ché nhét dinh. Chinh nhiing han ché
nay dang tro thanh rao can, anh hudng dén kha niang phat huy t6i da tiém niang va
hiéu qua hoat dong chung cua cong ty.

Dé khac phuyc cac ton tai va hoan thién cong tic cham soc khach hang, tac gia xin
kién nghi mét s giai phap nhu sau:

- Pa dang hoéa phuong tién va kénh tiép can khach hang: Cong ty can dau tu dong
b6 va mo rong cac kénh xuc tién thuong mai cling nhu ban hang tryc tuyén trén

cac nén tang phd bién nhu Shopee, Lazada, va TikTok. Giai phap ndy nhim muc

83



dich tiép can va tuong tac hiéu qua voi da dang cac dbi twong khach hang tiém
nang trén khong gian sd.

Ung dung cong nghé Chatbot vao cham séc khach hang: Trién khai chatbot va cac
hinh thirc ty dong hoa trong viéc tra 11 tin nhin trén cic nén tang gian tiép (nhu
Zalo, Fanpage, website) s& gitip giam tai dang ké khdi luong cong viéc cho nhan
vién. DPdng thoi, viée ndy cho phép xir Iy nhanh chong cac thic méc co ban cua
khach hang va dam bao dich vu hd tro ludn san sang 24/7.

Nang cao chit lwong ngudn nhan luc chim séc khach hang: Mic du chirc ning
CSKH hién dang do doi ngii kinh doanh dam nhiém, cong ty can dau tu manh mé
vao viéc dao tao va phat trién nang luc chuyén sau cho doi ngii nay. Viéc dao tao
can tap trung vao cac khia canh quan trong nhu ning cao kha ning thich tng va
xtt Iy ap luc cong viéc, md rong kién thirc chuyén siu vé san pham, rén luyén k¥
nang giao tiép hiéu qua va phat trién nang luc giai quyét van dé mot cach chuyén
nghiép.

Cong ty TNHH Trong Thirc nén chu trong xay dung da dang cac chuong trinh
khuyén mai va hoat dong tri an danh riéng cho ddi twong khach hang méi. Viéc
nay s& gitp tao 4n tuong tdt ban dau, khuyén khich khach hang gin b6 1au dai véi

Cong ty.
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PHU LUC
PHU LUC 1: BANG CAU HOI PIEU TRA
PHIEU KHAO SAT

Toi 1a Lé Ngoc Sinh, sinh vién nam 4 nganh Quan tri Kinh doanh, Trudong Pai hoc
Kién trac Pa Nang. Hién t6i dang thuc hién dé tai nghién ctru khoa hoc vé "Mot s
giai phap hoan thién hoat dong cham soc khach hang tai Cong ty TNHH Trong Thuc".
R4t mong anh/chi danh chit thoi gian quy bau dé tra 1oi phiéu khao sat nay, gop phan
gitip nghién clru cua té1 duge hoan thién hon.
A.PHAN THONG TIN CHUNG
1. Anh/ Chi d4 sir dung san pham/ dich vu ctia cong ty TNHH Trong Thirc bao nhiéu

lan ?

A.Lén déu

B.Lan thir 2

C.Lan thu 3

D.Trén 3 lan
2. Ly do gi khién Anh/chi sir dung san pham dich vu ctia cong ty TNHH Trong Thirc?

A. Chat lugng san pham tot

B. Gia ca canh tranh

C. Thuong hi¢u cong ty

D.Hoat dong CSKH t6t

E. Khac
B.PHAN CAU HOI KHAO SAT
Cau 1: Tong thé, Anh/Chi c¢6 hai long vé dich vu Cham soc khach hang ctia Cong ty
TNHH Trong Thirc? (Trén thang diém tir 1 (R4t khong hai long) — 5 (Rét hai long))
Cau 2: Dya trén nhirng lan sir dung trudc, trén thang diém tir 1 dén 10, ban danh gia
mirc d6 hai long chung ctia minh vé chét lwong nhan vién CSKH cua cong ty TNHH
Trong Thirc nhu thé nao ?
Cau 3: Vén dé khiéu nai vé san pham ma Cong ty TNHH Trong Thiic cung cap ban
thuong gap phai 1a gi ? (ban khong can tra 16i néu chua tirng khiéu nai)

A.Thoi gian str dung san pham

B. L4i san pham, sai mau ma

C. San pham kém da dang (mau ma, kich thuét,..)
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Cau 4: Ban danh gia muc do thuan tién chung khi tim hiéu va mua sam thung rac/cac
san pham vé sinh moi trudng tai Trong Thic trén thang diém tir 1 dén 5 (1: Rat khong
thuan tién, 5: Rat thuan tién) nhu thé nao?
C.PHAN THONG TIN CA NHAN
1. Gio6i tinh
A.Nam
B. N
C. Khac
2. D¢ tudi
A.Duéi 20
B. Tur 20 — du6i 35 tudi
C. Tir 35 — dudi 50 tudi
D.Trén 50 tudi
3. Nghé nghiép linh vuc kinh doanh
A.Nha hang, khach san
B. T6 chuic cong quyén
C.Pon vi phan phdi, kinh doanh san pham vé sinh moi trudng

D.Khac

Xin chdn thanh cam on Quy Anh/Chi!
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