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LOI MO PAU
1. Ly do chon dé tai

Trong moi truong kinh doanh hién dai, khach hang khong chi don thuan 1a nguoi
mua san pham hay dich vu ma con 13 nhan t6 quyét dinh sy phat trién bén viing cua
doanh nghiép. Dac biét, ddi véi cac doanh nghi¢p trong linh vuc co khi xay dung, viéc
duy tri va mé rong quan hé véi khach hang dong vai tro quan trong trong viéc dam bao
nguén doanh thu 6n dinh va tao 1gi thé canh tranh.

Cong ty TNHH Co khi Xay dung Hoang Chau la mét trong nhirng doanh nghiép tu
nhan dang hoat dong tich cyc trong linh vuc thi cong va san xuat co khi tai tinh Quang
Nam. Trong nhiing ndm gan day, cong ty di c6 nhitng budc tién nhét dinh vé quy mo
va nang lyc thyc hién dy 4n. Tuy nhién, hoat dong quan tri quan hé khach hang cua
cong ty van con nhiéu han ché, lam giam hiéu qua trong viéc duy tri khach hang cii va
thu hat khach hang mai.

Tu thuc té, em nhan théy viéc nghién ciru va dé xuit céc gidi phap nham hoan
thién cong tac quan tri quan hé khach hang tai cong ty 1a hét sirc can thiét va ¢ tinh
ung dung cao. Do do6, em quyét dinh lya chon dé tai: “Mot sb bién phap hoan thién
cong tadc quan tri quan h¢ khach hang tai Cong ty TNHH Co khi X4y dung Hoang
Chéau”. Thong qua dé tai nay, em mong mudn gop phan cung cip co so khoa hoc va
thuc tién cho cong ty trong viéc xay dung chién luge cham soc khach hang hiéu qua,
huéng dén phat trién bén viing trong thoi gian téi.

2. Muc tiéu nghién ciru

Hé théng hoa co s¢ 1y luan vé quan tri quan hé khach hang (CRM), bao gém cic
khai ni¢m, vai tr6 va moé hinh 4p dung.

Thyc trang quan tri quan h¢ khach hang tai cong ty TNHH co khi xdy dung Hoang
Chau, ddnh gia nhiing wu diém va céc khé khian dang gip phai.

Van dung cac 1y luan vé quan tri quan h¢ khach hang da duoc hoc vao diéu kién
thue tién ctia cong ty nham cai thién hiéu qua quan 1y khach hang, hop dong, bao gia
va bao tri cho cong ty TNHH co khi xay dung Hoang Chau.

3. P6i twong nghién ciru

- Péi tuong: Thuc trang hoat dong quan tri quan h¢ khach hang tai Cong ty TNHH

co khi xay dung Hoang Chau



- Pham vi nghién cuu:

+ V& noi dung: hoat dong quan tri quan hé khach hang tai Cong ty TNHH co khi
xay dung Hoang Chau, nhiing thanh tyu, han ché va cic giai phap nham hoan thién
hoat dong quan tri quan hé khach hang tai cong ty

+ V& thoi gian: dé tai tap trung nghién ctru hoat dong quan tri quan hé khach hang
tir ndm 2022 dén nam 2024

+ V& khong gian: Cong ty TNHH Co khi xay dung Hoang Chau
4. Phwong phap nghién ctru

Thu thap, nghién ctu s6 liéu thuc té & Cong ty, nha cung ung, thi truong, ddi thu
canh tranh.

Phuong phap phan tich, danh gié, tong hop....
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LOI CAM ON

Pé hoan thanh bai khoa luin nay, ngoai su ¢d gang cia ban than, em con nhan
duoc nhiéu sy gitp dd tir moi ngudi xung quanh.

Trudc tién, em xin gui 161 cdm on chan thanh dén Ban Giam hiéu Truong Pai hoc
Kién Trac Pa Néng, thdy c6 gido cac bd mon va ¢6 Luu Khanh Hién di ludn tan tim
huéng dan va chi biao em trong suét qua trinh vira qua. C6 da cho em nhitng dong gop
¥ kién bd ich dé em c6 thé hoan thanh duoc bai khoa ludn ndy. Nho c6 sy gitp d& cua
¢6 em di co thé hoan thanh tt cac nhiém vu dugc giao tai don vi thuc tap ctia minh.

Tiép dén, em xin giri 101 cam on sdu sic dén Ban Giam déc Cong ty TNHH Co khi
xdy dyng Hoang Chau, chi Van Thi Hanh truong phong kinh doanh, anh Tran Nam
Viét truong phong ké toan va toan thé can bo nhan vién trong cong ty da tao co hoi va
gitip & cho em trong qua trinh thyc tap tai ddy. Trong sudt thoi gian thuc tip, em da
hoc hoi duoc rat nhiéu kién thirc va k¥ nang quy bau tir moi truong lam viéc chuyén
nghiép ctia cong ty. Su huéng dan va hd tro tan tinh cua cac anh chi giup cho em nang
cao dugc kha nang chuyén mon cua minh va ngay cang hoan thién ban than hon. Em
xin bay to 10ng biét on dén tat ca moi nguoi.

Mic du ¢ nhiéu ¢ ging nhung do budc dau lam quen mot dé tai nghién ciru, voi
kinh nghiém va thoi gian c6 han nén chac chan khong thé tranh khoi nhiing thiéu sét.
Rat mong su quan tam dong gop ¥ kién cia tat ca moi nguoi.

Xin tran trong cam on!
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CHUONG 1
CO SO Li LUAN VE QUAN TRI QUAN HE KHACH HANG
1.1. Co s li luan vé khach hang
1.1.1. Khai niém vé khach hang

“Khach hang 1a ngud1 mua hodc cé sy quan tdm, theo doi mdt loai hang hoda hoac
dich vu nao d6 ma su quan tim nay co6 thé dan dén hanh dong mua”. Khach hang la
dbi twong phuc vu ctia doanh nghiép, 13 yéu t6 quan trong nhét quyét dinh t&i su thanh
bai trong kinh doanh. Doanh nghiép c6 chién luoc ban hang tét s& phuc vu tot khach
hang va khai thac hiéu qua tiém ning cua thi trudng. SO lugng va dic diém cua khach
hang s& quyét dinh quy md, co cau thi trudng va quy dinh muc tiéu, chién luoc ban
hang cua doanh nghiép. Nhu cau cta khach hang thuong khong dong nhat va thuong
xuyén bién dong.

1.1.2. Vai tro cua khach hang

Khach hang ¢6 vai trd quan trong ddi v6i doanh nghiép, bao gom:

Poéng vai tro quan trong trong viéc tao nén gia tri cho san pham cta doanh nghiép.
Khach hang 12 ngudi st dung cudi cing cia san pham. Ho s& danh gia gid tri cta san
pham d6 va quyét dinh liéu ho sé& tiép tuc s dung san pham ctia doanh nghiép nita hay
khong. Do d6, dap tng nhu cau va yéu cau cta khach hang 1a cuc ky quan trong va
gilip tao nén gia tri cho san pham cua doanh nghiép.

Khach hang 14 ddi twong tao ra doanh thu, loi nhuan cho doanh nghiép thong qua
vi€éc mua san phém, dich vu. Vi vay, viéc quan 1y khach hang mdgt cach tdt nhit c6 thé
gitp doanh nghi€p duy tri va tang trudng doanh thu, 1¢i nhuan trong thoi gian dai.

Dong vai tro trong viéc xay dung thuong hiéu cua doanh nghiép. Khich hang la
nguoi truc tiép tiép xuc voi san pham hodc dich vu ctia doanh nghiép, va ho c6 thé tro
thanh dai Iy quang cao mién phi cho doanh nghiép néu ho hai 1ong véi san pham hoic
dich vu d6. Nguoc lai, néu khach hang khong hai long, ho co thé tac dong tiéu cuc dén
thuong hi¢u ctia doanh nghi¢p. Vi vay, viéc quan ly khiach hang mot cach chuyén
nghiép va tao ra trai nghiém t6t cho khach hang s& tao ra nhitng dai Iy quang cdo mién
phi va giup xay dung thuong hi¢u ciia doanh nghi¢p

Pong vai tro trong viée dwa ra danh gia va phan hdi cua khach hang. Gitp doanh
nghiép danh gia hiéu qua san pham hoic dich vu d6 va cai thién chung dé dap tng tot

hon v&i nhu cau cua khach hang.



Khach hang 1a nguon thong tin quan trong, giup doanh nghiép hiéu rd hon vé nhu
cau, yéu cau va thoi quen st dung san phém hodc dich vu cta ho. Piéu nay giup doanh
nghiép cai thién san pham hodc dich vu cia minh, ting cudng sy hai long cuia khach
hang va gitp tao ra su khac biét so v6i cac dbi thi canh tranh.

1.1.3. Phan loai khach hang

Khach hang cta doanh nghiép ton tai dudi nhiéu hinh thtrc khac nhau. Khach hang
ctia doanh nghiép c6 thé dugc chia lam hai nhém: khach hang c4 nhan va khach hang
t6 chc.

+ Khéch hang 1a nguoi tiéu dung cd nhan: Ho 1a by phéan chiém ti 1& 16n nhit va
quan trong nhat. Chinh vi vy, nghién ctru hanh vi ciia nguoi dung ludn 13 muc tiéu
quan trong cua cac doanh nghiép.

+ Khach hang t6 chirc: bao gdm cac doanh nghiép thuong mai, cac doanh nghiép
san xuat, cc to chirc phi kinh doanh va cac ¢ nhan, to chitc nudc ngoai

Doanh nghiép thuong mai mua san pham tir nha san xuat hoic tir cic doanh nghiép
thuong mai khac, dung san pham 1a cong cu truc tiép kiém 10i. Cac doanh nghiép
thuong mai thuc hién da s6 cac giao dich trao doi trén tri truong. Cac doanh nghi¢p
thuong mai ¢6 anh huéng manh mé dén sy phat trién cua thi truong vi vay nghién ciru
hanh vi mua cta doanh nghiép thuong mai cling 1a mgt nhiém vu quan trong cia cac
nha san xuat.

Nhom d6i tuong khach hang tiép theo 14 cic doanh nghiép san xuat mua san pham
dung lam yéu t6 dau vao cho qué trinh san xuét ctia minh. Hanh vi mua ctia nhom nay
it thay d6i va khong phire tap nhu nguoi tiéu ding ciing nhu cac doanh nghiép thuong
mai.

Céc t6 chirc phi kinh doanh gdm cédc co quan nha nudc, cac to chirc xa hoi, doan
thé,... Nhom khach hang nay mua san pham phuc vu cho hoat déng cua chinh minh
hoic chuyén giao cho cac ddi tuong khac sir dung.

Ca nhén, to chic nudc ngoai ciing 13 mot ddi twong mua san pham cta doanh
nghiép. Nhom d6i twong nay c6 nhu cau ciing rat da dang, c6 yéu cau vé san pham va

cach thirc mua rat khac nhau.



1.2. Co s li luan vé quan tri quan hé khach hang
1.2.1. Khai niém

Khai niém Quan tri quan hé khach hang (CRM - Customer Relationship
Management) xudt hién cing voi khai niém marketing tir ddu nim 1990 va nhanh
chong tré thanh mot nghi€p vu quan trong trong kinh doanh, dac biét khi cac ing dung
cong nghé thong tin gitp ting cudng téc do, hiéu qua cua hoat dong quan tri quan hé
khach hang.

CRM la chién luge kinh doanh ¢t 16i nham muc dich tao ra va duy tri mbi quan hé
¢6 loi nhuan vé6i khach hang, bang cach thiét ké va cung cap cac dé xuit gia tri vuot
troi. CRM dua trén dir li¢u lién quan dén khach hang chét luong cao va duoc hd tro
b1 cong nghé thong tin.

CRM 1a mot thuat ngit trong nganh thong tin bao gém cac phuong phép, phan
mém va mang Internet gitip doanh nghiép quan tri cdc mdi quan hé véi khach hang
theo cach thirc ¢6 to chic.

CRM la mdt quy trinh quan tri moi khia canh tuong tac cia mot cong ty voi khach
hang, bao gém viéc tim kiém khach hang tiém ning, ban hang va dich vu. Céac tng
dung CRM cung cip su hiéu biét sdu va cai thién mbi quan hé cong ty - khach hang
bang cach két hop moi goc nhin vé cac hoat dong twong tac voi khach hang vao mot
hé thong.

CRM la mdt cach tiép can tich hop nham nhan dién, thu hut va gilr chan khach
hang. Bang cach cho phép céac to chirc quan 1y va diéu phdi cac tuong tac cua khach
hang qua tat ca cac kénh, cac bd phan chirc ning cia cong ty, nganh kinh doanh va
khu vuce dia Iy, CRM giup cac t6 chirc tdi da hoa gia tri cua mdi twong tac véi khach
hang va thuc ddy hiéu suat vuot trdi cho cong ty.

CRM 14 mot hé thng thong tin tich hop duoc sir dung dé 1én ké hoach, lap lich
trinh va kiém soat cac hoat dong trudc va sau ban hang ciia mot cong ty. CRM hd tro
cho moi khia canh giao tiép voi khach hang hién tai va tiém ning, bao gdm trung tam
cudc goi, lyc luong ban, marketing, nhitng ho tro ky thuat va dich vu sau ban. Muc
ti€u chinh cia CRM la cai thién su tang truong va lgi nhuan dai han bﬁng viéc hiéu
biét tot hon hanh vi ctia khach hang. CRM huéng dén cung cap nhitng phan hoi hiéu
qua hon va sy tich hop tot dé danh gia tot hon ty 1¢ loi nhuén trén von dau tu (ROI).



CRM 1a mét chién luge kinh doanh nhim tdi wu héa loi nhuan, doanh thu va sy hai
1ong cua khach hang, dat dugc nhd to chirc phan loai khach hang, nuédi dudng su hai
long ciia khach hang va thuc thi cac qud trinh tip trung vao khach hang.(Ngudn:
Customer relationship management ctuia Francis Buttle and Stan Maklan, tr.17)

CRM 1a tong thé cac hoat dong cua doanh nghiép lién quan dén khach hang nham
nhan ra cac khach hang tiém ning, bién ho thanh khach hang thuc sy, xay dung, duy
tri, cang cb va phat trién mdi quan hé voi nhitng khach hang nay (theo nguyén tic:
gianh dugc khach hang di kho, gitt duoc khach hang con kho hon nhiéu lan). Trén goc
d6 tac nghiép, CRM ciing dugc hiéu 1a mot hé thdng tong hop nhiéu ki thuét tir nghién
cuu khach hang, phan tich hanh vi khach hang, chia doan thi truong, lya chon thi
truong muyc ti€u, dinh vi san phém dén ban hang, dich vu khach hang.

CRM 1a chién lugc kinh doanh huéng t6i viéc lua chon va quan 1y khach hang
nham t6i vu hoa gia tri dai han. CRM 1a sy van dung triét Iy va van hoa kinh doanh
hudng t61 khach hang dé trién khai cac hoat dong marketing, ban hang va dich vu
khach hang hiéu qua. (Ngudn: Turban, Ecommerce 2006, tr.549)

Tién than cia CRM 1a Hé thong Tu dong héa Ban hang (SFA - Sales Force
Automation). SFA nham tong hop va cung cap thong tin cho luc lugng ban hang tir tat
ca cac ngudn khac trong cong ty. Sau nay SFA phat trién 1én thanh CRM, thuc té 1a
mot tap hop cac module cong cu quan 1y khach hang, nong cbt ciia hé thong nay 1a co
s& dir liéu vé khach hang do cac bd phan thu thap duoc. Ky thuat co ban cia CRM la
tmg dung cong nghé thong tin vao phan tich dit liéu vé khach hang (data mining) va
dua ra cac bao cao lién quan dén quan 1y khach hang cho nhiéu dbi twong khac nhau
trong to chuc.

1.2.2. Muc dich, vai tro ciia quan tri quan h¢ khach hang
a. Muc dich cia quan tri quan hé khach hang

Muc dich ctia CRM 12 tdi wu hoa qua trinh cap nhat, quan 1y, khai thac va cung cap
thong tin vé khach hang cho tat ca cac bd phan trong cong ty, tir d6 cho phép cong ty
thiét 1ap va duy tri quan hé véi khach hang tot hon.

CRM gém cac muc dich cu thé nhu sau:

Dbi voi bd phan ban hang: Rat ngan chu ky ban hang, ning cao doanh thu trung
binh cua tirng nhan vién, nang cao gia tri trung binh don hang va doanh thu trung binh

theo khach hang.



Dbi v6i bd phan tiép thi: Nang cao ty s6 phan hoi ciia cac chién dich tiép thi, giam
chi phi lién quan dén viéc tim ra d6i twong tiém ning va bién ho trd thanh khach hang.

Di voi bd phan chim soc khach hang: Nang cao nang suat phuc vu khach hang
clia ting nhan vién, ndng cao hé s6 thoa man dong thoi giam thoi gian phan hoi va thoi
gian giai quyét mdi yéu cau tir khach hang.

b. Vai tro cia quan tri quan hé khach hang

- Tang cuong 1ong trung thanh ciia khach hang: cac chuong trinh duge to chirc
thudng xuyén dé duy tri va ting cuong 10ng trung thanh cta khach hang. Vi du: cac
chuong trinh tich luy diém cua khach hang do cac hing hang khéng thuc hién.

- Thu hat khach hang tiém nang: cac chuong trinh khuyén mai nham thu hut cac
khach hang méi. Vi du: cac chuong trinh mién phi ding ky, cai dat dich vu Internet
ADSL

- Céc chuong trinh duy tri khach hang: tang luong, thudng dé duy tri doi ngii nhan
vién chu chét cua cong ty.

- Cross-sell/Up-sell: Chao ban cac san pham bd sung (cross-sell) hodc cic san
pham nang cip (up-sell) ma khach hang c6 nhu cau, véi muc dich ting sy hai 1ong cua
khach hang va doanh thu ctia doanh nghiép. Vi du: mua qua tét ting thém ruou, sb co
la.

1.2.3. Cac nhan t6 anh hwéng dén quan tri quan hé khach hang

Quan tri quan hé khach hang dong vai trd vd cung quan trong trong kinh doanh,
chinh vi vy ma cic doanh nghiép khong thé xem nhe hay bé qua hoat dong nay dé
mang lai nhiéu hon nhiing gia tri thiét thuc cho sy phat trién ciia doanh nghiép. Pé
cong viéc quan tri khach hang dién ra suon sé va hiéu qua, ngoai viéc phai xay dung
mot quy trinh ddy du, cac doanh nghiép khong thé khong quan tdm dén cac nhan t6
anh huong dén né, voi hai nhan t6 chinh 13 nhan t6 cht quan va nhén t6 khach quan.

a. Nhén to chi quan

Yéu t6 con ngudi: Pay 1a mot trong nhirng rao can 16n nhit véi doanh nghiép khi
trién khai cong tac quan tri quan hé khach hang. Cong tac nay doi hoi sy quan tim cia
nhiéu bo phan tr 1anh dao dén nhan vién. Mbi nguoi can nhan thuc rd vai trd cia cong
tac quan tri quan hé khach hang, xem khach hang la trong tdm cho hoat dong cua
doanh nghiép. Quan tri quan hé khach hang 1a mot nhiém vu téng thé, doi hoi sy tham

gia cia moi1 ca nhan.



Yéu tb chién luoc: Viéc quan tri quan hé khach hang can dinh huong va diéu khién
tap trung khong nging vao khach hang. Khi xay dung duoc tAm nhin quan tri khach
hang s& tao ra mot birc tranh tong thé vé cach nhin nhan, ddnh gia va thau hiéu vé
khach hang, cic tuong tac 1y tuong. Pé lam duoc diéu nay, doanh nghiép can dinh
hudng:

- Vi tri cia minh trén thi trudng so véi ddi thu canh tranh.

- Théng tin vé nhu ciu, mong mudn cua khach hang, cac danh gid phan hoi cua
khach hang hién tai va khach hang tiém nang.

- Chién lugc quan tri quan hé khach hang 1a yéu t6 quyét dinh dén toan hé thong
quan tri quan hé khach hang nén can thuc hién trén co s chién luoc dinh vi hoan
chinh, hi¢u qua.

b. Nhén t6 khach quan

Hanh vi ctua khach hang va dac thu cta doanh nghi¢p: hoat dong quan tri quan hé
khach hang luén yéu cau tu duy coi khach hang 13 trung tim va moi quyét dinh cua
doanh nghiép phai nham dén viéc hd tro qua trinh cung cép dich vu, giao dich va phuc
vu khach hang mot cach tdt nhat. Trude tién, doanh nghiép can xac dinh thi truong
muc tiéu ma minh mudn huong téi va dya vao dac thu kinh doanh ctia doanh nghiép
dé dinh hudng phat trién va dat duoc muc tiéu cudi cung vé doanh thu.

1.2.4. Cac chirc nang cua CRM
a. Tiép thi

Quan tri chién dich tiép thi: CRM cung cép cac cong cu giap lap ké hoach, thuc
hién ké hoach va danh gia hiéu qua cac chién dich quang céo. Pong thoi, cac cong cu
nay giup hoat dong nghién ciru thi trudng dé dang hon thong qua téng hop va phan
tich dit li¢u, phan doan va lgya chon thi truong muc ti€u, theo déi danh gia cac phan hoi
E-marketing: Thong qua cac Gng dung trén web dé ting cuong bao céo, giao dich va
phdi hop hoat dong vai khach hang. Xay dung cong dong khach hang va ting cuong
chtrc ning giao tiép v4i khach hang. T6 chirc cac hoat dong nham thu hat khach hang
dén v&i website cua doanh nghiép. Tu dong hoa cac giao dich: Trong thwong mai
truyén théng, cac cong cu doanh nghiép cung cap cho nha ban 1¢ dé ting cudng quan
hé nhu tu lanh, bién hiéu, qua tang... dé tdng cuong quan hé¢ véi khach hang; trong
thuong mai dién tir cac Gmg dung sd hoa ciing dugc st dung nhu blog, dién dan,

freebies...



b. Ban hang

Tu dong hoa luc lugng ban hang: Cac cong cu giup nhan vién ban hang phuc vu
khach hang nhanh hon, dé dang hon va hiéu qua hon. Nhiing module phan mém
chuyén dung gitip phan tich dir liéu khach hang va doanh nghiép dé tao ra cac ban
chao hang phu hop nhét, to chirc ban hang, theo ddi khach hang, phan tich hiéu qua
ban hang va du doan doanh sd.

Trung tam tra 161 khach hang(call center) va cac céng cu méi: Call center nham
giam khodng cach gitta doanh nghiép va khach hang. Bén canh do, cic cong cu mdi
FAQ, dién dan, blog, hoi nghi truc tuyén. .. giup viéc giao luu, chia sé thong tin voi
khach hang dé& dang hon, ting cuong quan hé tot hon. Quan tri day chuyén cung tng
(demand-chain): Giam thiéu trung gian 13 mot bién phap dé ting cuong va cing cd
quan hé giita doanh nghiép va khach hang. Quan tri chudi cung tng cang hiéu qua,
quan hé cang t6t. Cac module phan mém giup viéc quan 1y ngdy cang thuan tién hon.
Qua d6, hang hoa co thé giao truc tiép tir cac nha cung cip dén thiang khach hang. Bén
canh d6, viéc cung cip thong tin san pham, tao cac catalog truc tuyén, du doan yéu cau
va t6i wu hoa cac hoat dong xuc tién ciing dé dang hon néu nha cung cép chia sé hé
thng thong tin v6i doanh nghiép

Quan tri quan hé véi cac dai 1y/dbi tac: Nha phan phdi ludn giit vai trd quan trong
vi tryc tiép giao dich v&i khach hang va nhan nhing thong tin phan hoi tir khach hang.
Quan 1y cac nha phan phéi tir dai 1y, ban budn va ban 1é giup doanh nghiép nam bat
tinh hinh thi truong chinh xac hon.

c. Dich vu khach hang

Quan tri dich vu hd trg: Cac module chuyén trach vé dich vu ho tro sé
thuc hién céc chirc ning trao ddi v4i khach hang, email lién lac, thong ké céac
dich vu, cho phép tu phuc vy, tu van chuyén sau truc tuyén.

Puong day néng: truc tuyén 24/7 véi cac phuong tién hd trg 4m thanh, hinh anh, video
cho phép tro gitp khach hang t6t nhét.

Quan tri cac dich vu tai cho: truy cap hé théng tr xa cho phép nhan vién

dich vu khach hang dén tan dia diém khach hang va thuc hién cac hoat dong hd

tro truc tiép.



1.3. Cac m6 hinh CRM
- M6 hinh IDIC vé CRM, dugc Don Peppers va Martha Rogers, thudc tap doan
Peppers and Rogers phat trién va da xuat hién trong mot s6 cudn sach cia ho. Mo hinh
IDIC goi ¥ rang cac cong ty nén thuc hién bon hanh dong dé xay dung mdi quan hé
mot - mot chat ché hon véi khach hang.
+ Xac dinh khach hang 12 ai va xay dung sy hiéu biét sau sac vé ho
+ Phén biét khach hang dé xac dinh khach hang nao cé gia tri nhat va cung cap
nhiéu nhat cho tuong lai.
+ Ca biét hoa phuc vu va truyén théng dén khach hang dé dam bao rang mong doi
cua khach hang dugc dap tng.
+ Tuong tac v6i khach hang dé hiéu dugc mong doi ciia khach hang va mdi quan
hé voi cac nha cung cap hoidc thuong hiéu khac.
- M6 hinh chudi gia tri CRM, md hinh CRM cua Francis Buttle, gff)m nam giai doan
chinh.
+ Phan tich danh muc khach hang
+ Xay dung quan h¢ véi khach hang
+ Phat trién mang ludi (SCOPE)
+ Phat trién gia tri chao ban
+ Quan 1y chu ky séng khach hang
- M6 hinh Payen & Frow
+ Xay dung chién lugc: Chién lugc trong tAm cia quy trinh ndy gom chién lugc
kinh doanh va chién lugc phat trién khach hang.
+ Tao gia tri: X4c dinh gia tri ma doanh nghiép c6 thé mang lai cho khach hang va
nguoc lai.
+ Tich hop da kénh: Truyén thong dén toan bd cac bd phén trong td chirc bao gobm
bo phan ban hang, marketing, cham s6c khach hang,...
+ DPénh gia hiéu qua hoat dong: Panh gia lai chién lugc ciia minh, néu khach hang
hai 1ong va cac bd phan dang dap tng KPI nghia 1a hé thong dang van hanh tot,
néu khong thi hay thay d6i chién lugc dya trén thong tin phan hoi cia khach hang.
+ Quan 1y thong tin: Cap nhat, luu trir va quan 1y thong tin ctia khach hang, dam
bao dugc nguodn thong tin duoc luan chuyén nhip nhang va thong sudt cho cac bd phan

xu ly.



- M6 hinh CRM cua Gartner

+ Tam nhin CRM: tu tudng lanh dao, social worth, value proposition

+ Chién lwgc CRM: muc tiéu, doan thi truong, tuong tac hiéu qua

+ Trai nghiém khac hang: hiéu yéu ciu, quan 1y sy mong doi, hai 10ng va canh

tranh, hop tac va phan hoi.

+ Hop tac trong va ngoai to chitc: Van hoa va ciu tric, hiéu khach hang, ky nang,

nang luc, phan thuong va khuyén khich, déi tic va nha cung tng.

+ Quan 1y cac qua trinh trong CRM: chu ky doi sdng khach hang, quéan 1y tri thirc

+ Thong tin CRM: dir li¢u, phan tich, mdt quan diém & tat ca cac kénh

+ Cong nghé CRM: cac g dung, kién tric/thiét ké, co so ha tang

+ Do luong CRM: chi phi phuc vy, sy hai long, sy trung thanh, chi phi xa hoi
( Nguon: Customer Relationship Management Concepts and Technologies Fourth
Edition cta Francis Buttle and Stan Maklan, tr.22)

1.4. N§i dung quan tri quan h¢ khach hang theo mé hinh IDIC
1.4.1. Nhan dién khach hang

Nhiém vu dau tién trong vi¢c thiét lap mot quan h¢ 1a nhan dién tung khéach hang.
Trudc hét phai biét duge pham vi gidi han, tao co hoi, 1ap thi ty vu tién dé nhan dién
khach hang c4 nhan.

Budc dau tién ndy co tinh chat quyét dinh. Nhung v6i hau hét cac doanh nghiép,
nhan dién ciing doi hoi to chirc nhitng ngudn thong tin khac nhau trong doanh nghiép,
nghia 14 dam bao rang doanh nghiép c6 co ché khach hang, khong chi v6i ma san
pham ma con véi mi khach hang, doanh nghiép can phai nhan dién khach hang theo
nhiéu kénh, thong qua céac dir liéu vé hanh vi, vé& thai d9,... 1am co so phan tich khach
hang, nhan dinh vé nhu cau, hanh vi cua khach hang chinh xac hon. Hon nita, doanh
nghiép can biét mdi khach hang cang chi tiét cang tét - bao gém thoéi quen, sé thich va
nhimg dic diém khac riéng biét ctia ting ngudi. Thém vao d6, doanh nghiép ciing can
c¢6 nhitng co ché dé nhan biét, do luong va d6i xir mdi khi c6 khach quay tré lai mua
hang. Pé lam duogc diéu nay, nha quan 1y can co nhimmg quy dinh, quy ché dé theo dai
danh gia theo tirng khach hang chir khong phai 13 theo ca thi trudng. Muc dich 12 nham

nhan dién khach hang, gitr chan khach hang, tiép tuc quan hé voi cong ty.



Giai doan 1: Tiép can khach hang

Giai doan nay tip trung vao viéc thu thap va xac dinh thong tin chi tiét vé ting
khach hang nham xay dung mot co so dit liéu toan dién, gitip doanh nghiép hiéu rd ai
1a khach hang ctia minh. Céc thong tin can thu thip bao gdm:

- Théng tin ca nhan: Ho va tén, tudi, gidi tinh, dia chi, s6 dién thoai, email.

- Thong tin nhan khau hoc: Nghé nghiép, thu nhap, trinh d6 hoc vén.

- Hanh vi mua sdm: Lich st giao dich, san phém/ dich vu di mua, tn suit mua
hang, gid tri don hang trung binh.

- Kénh tuong tac va thich: Cura hang vat 1y, website, ing dung di dong, mang xa
hoi.

Giai doan 2: Xay dung co s¢ dir licu
Ra soat lai s6 liéu khach hang. Bao gém cac cau hoi yéu cau doanh nghiép phai tra 1oi
duoc nhu:

- Doanh nghiép hién dang luu trit bao nhi€u khach hang?

- S6 lugng khach hang doanh nghiép dang c6 trong co so dit liéu 1a bao nhiéu?
Moi thong tin vé nhitng khach hang d6 liéu da day du hay chwa?

Loai bd céac thong tin trung 1dp, sira 16i chinh ta, 1am sach dir liéu. Sau dé tich hop
thong tin vao co s¢ dir licu va dugc luu vao mdt hé théng duy nhat.

Giai doan 3: Nhan dién khach hang

Khi da c6 trong tay mot danh sach nguoi dung san ¢ va thu thap dugc. Budc tiép
theo 1a giai doan nhan di¢n khach hang. Pay 1a budc co ban ciia mo hinh IDIC. Cy thé
nhu:

- Xéac dinh vé thong tin nhan dién khach hang. Lién két toan bo thong tin nhan
dang d6 voi cac giao dich . Tuong tac voi doanh nghiép.

- Nhap thong tin vé khach hang vao hé théng dir litu CRM cua doanh nghiép dé
quan 1y thong nhat.

- Phan tich dic diém nhdn dang ngudi dung théng qua hd so va hanh vi cia ho. Tur
d6 du doan xu hudng mua hang cling nhu hanh dong trong tuong lai.
1.4.2. Phan biét khach hang

Doanh nghiép ludn phai biét rang: mdi khach hang c6 gia tri khac nhau do co
nhimg nhu cau va doi héi riéng. Biét dugc sy khac nhau cua khach hang cho phép

doanh nghiép tap trung cac ngudn luc vao khach hang nao mang lai gia tri nhiéu nht,

10



vach ra chién luoc ca biét khach hang cu thé hoan chinh nham théa man nhu ciu khac
nhau ctia khac hang. Viéc nhom khach hang - tién trinh gop khach hang vao cting mot
loai dua trén gia tri ca bi€t - 1a mot budc quan trong trong viéc tim hiéu va phuc vu
khach hang mot cach co lgi nhét. Phan biét khach hang lién quan dén viéc phan loai
khach hang theo gia tri va theo nhu cau.

* Phan biét khach hang theo gia tri

Gia tri khach hang ddi voi mot doanh nghi¢p dugc xem la mdt tai san, mat bién
dinh huéng twong lai. Hay noi cach khac, doanh nghiép can phan biét khach hang theo
gia tri khach hang lau dai (Customer Lifetime Value - CLV) chtr khong phai theo gia
tri hién tai. Gia tri lau dai cua khach hang dugc coi nhu gia tri hién tai thuan cua dong
dong gop tai chinh ky vong trong tuong lai cia khach hang cho doanh nghi¢p véi gia
dinh viéc kinh doanh khéng thay dbi.

Pé ra quyét dinh tap trung ngudn luc tot hon, doanh nghiép phai nhan biét gia tri
tai san vo hinh va khuynh huéng mua cta khach hang trong tuong lai dé tir ¢6 cung
cap nhiéu gia tri hon cho nhimg khach hang dang va sé& tao ra nhiéu gia tri hon cho
doanh nghiép.

Khi no6i vé gia tri can sit dung hai khai niém 1a gia tri thuc va gia tri tiém an. Gia tri
hién tai (thuc té) 13 gi tri ctia khach hang nhu mot tai san cua doanh nghiép, chung ta
biét hanh vi hién tai va du doan hanh vi trong twong lai ctia khach hang. Gia tri nay
khong c6 thay d6i nhiéu trong méi truong canh tranh. Gia tri tiém an 13 tat ca gia tri
ma khach hang c6 thé mang lai néu chung ta ap dung c6 ¥ thirc mot chién lugc dé cai
thién né, tirc bang cach nao d6 thay d6i hanh vi mua hang trong tuong lai ciia khach
hang.

Gia tri khach hang 1au dai: mdi khach hang ngay nay déu c6 hanh trinh theo thoi
gian trong quan hé v6i doanh nghiép ma mdi su kién déu anh huong vé tai chinh dén
doanh nghiép (strc mua, thanh toan dich vu, trao d6i hay nang cip san pham, yéu cau
bao hanh, gidi thi¢u cho céc khach hang khac, goi dién nho trg giap,... Mbi su kién sé&
dién ra vao mot thoi gian cu thé trong twong lai va ¢ tac dong dén tai chinh, tinh toan
tai thoi diem d6. Mdi khach hang khac nhau c6 méi d6 thi khac nhau. Gia tri 1au dai
cua khach hang dugc xem la gia tri hién tai thuan cua dong gop tai chinh theo dd thi
thong qua co s& khach hang.

Khach hang khac nhau c6 céc gia tri khac nhau.
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Tap trung ngudn lyc vao nhitng khach hang nay 1a nguyén li quan trong ctia phan
biét khach hang ma cdt 18i 1a nguyén li Pareto (80% hoat dong ctia doanh nghiép dén
tir 20% khach hang cta n6). Dé tap trung vao khach hang tét hon, khach hang c6 thé
phén biét thanh 4 loai:

+ Nhitng khach hang c6 gia tri nhat: ho ¢6 gia tri thyc té cao nhat d6i v4i doanh
nghi¢p. Ho giao dich nhiéu nhat, mang lai 191 nhuén cao nhét, sin long hop tac va co
xu hudng trung thanh nhat. Ho c6 gia trj phan dong goép 1on nhit va muyc tiéu cia
doanh nghiép 1 duy tri nhitng khach hang nay vi ho c6 thé giir cho hoat dong cua
doanh nghiép & vi tri dan dau.

+ Nhitng khach hang c6 kha niang ting trudng cao nhat: ho c¢6 tiém nang phat trién
nhat (thong qua ban chéo san pham, giit khach hang 1au, thay doi hanh vi khach hang
dé giam chi phi). Ho c6 kha ning ton tai khac biét 1on gitta gia tri thuc té va gia tri
tiém nang, c6 thé 1a khach hang tot nhat.

+ Nhitng khach hang c6 gia tri am: ho 13 nhiing khach hang du nd lyc dén may
cong ty cling thu dugc lgi nhuan thap hon chi phi, nghia 1a gi4 tri thuc ctia ho am va
gia tri tiém nang cling co thé Am bat ké doanh nghi¢p lam gi, theo dudi chién lugc nao,

+ Khéch hang can dich chuyén: ho 1 nhitng khach hang ngap nghé bo vuc khong
sinh loi va kho biét trude gia tri ting truong tiém ning.

* Phén bigt khdch hang theo nhu ciu

Moi khach hang khac nhau déu c6 mot nhu cau sir dung cac san pham khac nhau.
Viéc nhin nhan dugc quan diém hanh vi cua khach hang chinh la chia khoa dé mang
tGi moi thanh céng. Chac chan mot diéu 13 cac san pham cia doanh nghiép s& khong
thé 1am hai long 100%. Vi vy ma viéc phan nhom theo nhu cau thuc sy 13 van dé can
duoc quan tam.

Nguoi ban hang c6 thé tac dong toi hanh vi khach hang nham nhiéu muc dich khac
nhau nhu lam cho khach hang mua thém san pham hay st dung thém dich vu tai chinh
tron goi, 1am cho khach hang twong tac trén website dé giam chi phi thay vi théng qua
trung tdm dich vu khach hang nhim nim giir gia tri tiém ning cta ho. Vi vay hiéu
duogc nhu cau cia khach hang la diéu thuc su quan trong.

Khach hang 13 ngudi kiém soat hanh vi cia ho va nhitng hanh vi d6 chi thay d6i
néu chién luoc ciia doanh nghiép c6 thé theo kip nhu cu cta khach hang. C6 kha nang

nhin nhan tinh hinh theo quan diém cuia khach hang 14 chia khoa thanh cong cho bét ki
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chién luoc khach hang nao. Nhung trong thuc tién, nhitng khach hang khac nhau phai
dugc phan loai vao nhiing nhém khac nhau dya theo nhu ciu. RS rang s¢ rt ton kém
khi doanh nghiép phai thiét ké nhiing dic tinh san pham hay dich vu riéng cho ting
khach hang. Thay vao do, si dung CNTT s& gitip cdc doanh nghiép phan loai khach
hang thanh nhom t6t hon, sau d6 két hop mdi nhom véi san pham dich vu dugc tuy
bién dai chiing thich hop.

Van dé 1a sy phtrc tap cua viéc mo ta va phan loai khach hang theo nhu cau, theo
cac nha phén tich, nhu cau khach hang c6 nhiéu kich ¢&, sic thai. D6i v6i ngudi tiéu
dung, c6 nhitng niém tin manh mé vé tam 1y, giai doan séng, tAm trang, mong mudn...
V61 khach hang doanh nghiép c6 nhiing giai doan kinh doanh khéc nhau, bao céo tai
chinh, nhiing kiéu ra quyét dinh hay nhiing kiéu t6 chirc khac nhau.

Doanh nghiép can dit khach hang vao doanh muc vén dau tu, cha yéu dya trén
nhu cau. Mot phan doan thi truong gdm nhitng khach hang c6 cung thudc tinh. Mot
danh muc von dau tu khach hang gdm nhiing khach hang gidng nhau. Cach tiép can
phan doan thi truong dua trén nhitng thudce tinh trong khi cach tiép can danh muc von
dau tu dya trén sy dap ung nhu cau 16n hon cua timg khach hang.

1.4.3. Ca biét hoa khach hang

C4 biét hoa khach hang 1 qua trinh tily chinh san phdm hodc dich vy dé phu hop
v6i nhu cau va so thich cua tig khach hang hoic phan khic khach hang.

Vé loi ich ctia ca biét hoa, doanh nghiép sé& dugc ting muc do hai long, ting long
trung thanh, ting doanh thu, ting hiéu qua tiép thi vi qua d6 khach hang cam thiy
minh dugc quan tdm dung nhu cau, dé xuat ding san pham véi muyc dich khach hang,
gidm chi phi vi tap trung ding khach hang.

Khi phan biét duwoc khach hang theo gi tri va nhu cau ciia ho, s& phai tiy bién san
pham cta doanh nghiép theo nhu cdu va gia tri cta ho. Pé dua khach hang vao xu
huéng trung thanh, doanh nghiép can c6 hanh vi thich tmg dé thoa méan nhu ciu riéng
biét cua khach hang.

Thay d6i san pham, bd sung dic diém, két ndi v6i cac san pham khac. Cung cap
cac dich vu va sir dung giao tiép ca nhan hodc nhitng quan tim mang tinh chat c4 nhan
dén khach hang. Co nhiéu lya chon dé thuc hién ca biét hoa theo khach hang nhu xéc

dinh cac san phém dich vu bao quanh, san phém dich vu tron goéi, bao goi, giao hang
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va logistics, cac dich vu phu thudc cta san pham (Stra chita, bao tri, diéu chinh san
phém,...), huén luyén, 1ap hoa don, diéu khoan thanh toan.

Cic cdch thirc trién khai cd biét héa khdch hang:

Ca biét hoa theo phdn khuc khach hang:

Hinh thtrc nay dya trén vi¢c chia thi truong thanh nhitng phan khac khac nhau dya
trén dic diém nhan khau hoc, tam 1y hoc hodc hanh vi tiéu dung, sau d6 doanh nghiép
diéu chinh chién lugc tiép thi, san pham, dich vu dé phu hop véi ting phan khuc. Muc
tiéu 1a t6i wu hoa mirc d6 ph hop giita san pham va nhém khach hang muc tiéu thay
vi 4p dung chién luoc dai tra. Phan khiic khach hang thuong dugc xac dinh qua nghién
ctru thi trudng, dir liéu ndi bd va hé thong CRM, gitp doanh nghiép trién khai cac giai
phap cé bi¢t hoa c6 tinh dai di¢n cho nhoém, thay vi ¢4 nhan cy thé.

Theo Buttle & Maklan (2015), viéc ca bi¢t hoa theo phan khuc tao diéu kién cho
doanh nghiép khai thac loi thé quy mé ma van duy tri duge su phit hop nhét dinh trong
trai nghiém ctia khach hang. Pay 1a hinh thirc thuong duoc sir dung & cip do dau tién
trong tién trinh trién khai CRM vi tinh kha thi va kha ning quan 1y cao hon so vdi ca
biét hoa tirng ca nhan.

Ca bi¢t hoa khach hang theo gia tri

Hinh thirc nay dwa trén nguyén ly rang khong phai tit ca khach hang déu mang lai
gia tri nhu nhau cho doanh nghiép. Do do, viéc dau tu nguff)n luc nén duogc uu ti€n theo
gia tri vong doi khach hang (Customer Lifetime Value - CLV). Cac khach hang c6 gia
tri cao s€ nhan dugc muc d§ phuc vy, trong tac va hd tro cao hon nham tdi wu héa ty
suét sinh 10i tir tng mdi quan hé.

Cach tiép cin ndy yéu cau doanh nghiép danh gia dinh ky va dinh luong gia tri
khéach hang thong qua phan tich dir li¢u tai chinh va hanh vi ti€u dung, tir d6 xay dung
cac chinh sach khéc biét hoa trong viéc phuc vu va tuong tac. Theo 1y thuyét quan tri
quan hé khach hang, c4 biét hoa theo gia tri 1a phuong phap quan 1y chién luoc nham
dam bao sy bén ving va hiéu qua trong phin b ngudn luc (Buttle & Maklan, 2015).

Cd bi¢t héa khdch hang theo phwong thirc cho diém:

- Xay dung b tiéu chi cho diém

Doanh nghiép can xac dinh cac chi s6 phu hop dé danh gia khach hang, thuong
bao gém cac yéu té nhan khau hoc, hanh vi tiéu dung va gia tri kinh té. Céc tiéu chi

phé bién la:
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+ Gan day nhét khach hang tuong tac hoic mua hang.

+ Tan suat mua hang trong mot khoang thoi gian xac dinh.

+ Téng gia tri giao dich hodc lgi nhuan mang lai.

- Gan trong sb va tinh diém

MGdi tiéu chi duoc gan mot trong sd phan anh mirc d6 quan trong tuwong d6i. Dua
vao hé thong dir liéu khach hang, cac diém sb duoc tinh toan cho ting khach hang va
chuan hoa dé thuén tién cho viéc phan nhém.

- Phan nhém khéch hang
Khach hang sau khi dugc chidm diém s& duogc phan loai theo cac nhom nhu:

+ Nhom gia tri cao (VIP/Premium)

+ Nhém tiém ning phat trién

+ Nhém can duy tri hodc kich thich mua lai

+ Nhoém c6 rii ro ro1 bo
Viéc phan nhom nay 1a co s& dé trién khai céac chién luge ca biét hoa co trong tam.

- Trién khai cé biét hoa

Tuy theo tung nhom diém, doanh nghiép sé diéu chinh noi dung tiép can, muc do
uu tién cham soc, chinh sach gid, vu dai hay kénh tuong tdc phu hgp. Khach hang
diém cao duoc ca biét hoa su hon véi trai nghiém ca nhan hoéa, trong khi nhom diém
thap c6 thé duoc cham soc bang cic cong cu ty dong hoa chi phi thap.

1.4.4. Twong tac véi khach hang

Tuong tac duge hiéu 13 qua trinh giao tiép hai chiéu gitra doanh nghiép va khach
hang nham xay dung méi quan hé gan két, 1au dai va gia tri. Ngoai ra, tuong tac con la
qua trinh ling nghe, phan hdi va thdu hiéu nhu cau, mong doi ctia khach hang.

Tuong tac dong vai tro trung tdm trong viéc duy tri va phat trién moi quan hé
khach hang véi cac y nghia quan trong nhu:

- Tao diéu kién cho su thau hiéu 13n nhau, thong qua twong tac thudng xuyén,
doanh nghiép c6 thé hiéu rd hon vé hanh vi, ky vong va cam nhan ctia khach hang, tir
d6 diéu chinh chién luoc phu hop.

- Tuong tac tich cyc giup khach hang cdm nhan dugc sy quan tam, tao ra cam giac
duoc lang nghe va danh gia cao.

- Céc tuong tac chinh 1a nguén dir liéu quy gia dé doanh nghiép cai tién san pham,

dich vu va trai nghiém khach hang.
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Cach thirc twong tac

Tuong tac voi khach hang dugc phan theo chinh sach uu dai nhu: cho chinh sach
san pham, cho bao tri, chiét khau, hoa hong. Mbi yéu td ¢6 nhiing dic diém riéng, song
déu gop phan nang cao hiéu qua quan tri quan hé khach hang.

* Chinh sach san pham

Chinh sach san pham déng vai trd quan trong trong viéc xay dung va duy tri moi
quan hé v6i khach hang. “San pham” 13 mot trong nhiing yéu t6 cot 16i giup doanh
nghiép tao ra gid tri cho khach hang. Viéc phat trién cac san pham chat luong, dap tng
nhu cdu va mong mudn cua khach hang, khong chi gop phan thu hut khach hang méi
ma con cung ¢6 mdi quan hé 1au dai voi khach hang hién tai.

+ Cac phan khuc san pham: Viéc phan loai san pham theo cic murc gia, tir san
pham tiéu chuan dén cac san pham cao cép, gitip doanh nghiép tiép can duoc nhiéu doi
tuong khach hang.

+ Uu dii san pham: Cung cip cac san pham phién ban giéi han, hodc cac san phdm
c6 tinh ning vuot trdi véi muc gia vu dai. Piéu nay gifp tao ra sy khac biét cho san
pham cua cong ty va khuyén khich khach hang quay lai.

* Chinh sach bao tri

Trong nganh cong nghiép, dac bi¢t la cac linh vyc san xuét va co khi, chinh sach
bao tri dong vai trd quan trong trong viéc duy tri sy hai long va long trung thanh cua
khach hang. Parasuraman et al. (1988) da chi ra rang chét lugng dich vu, trong d6 ¢6
dich vu bao tri, la yéu td quan trong trong vi¢c hinh thanh va duy tri mbi quan hé véi
khach hang.

+ Dich vu bao tri mién phi hodc giam gia: Cac doanh nghiép c6 thé cung cp dich
vu béao tri mién phi hodc voi mirc gia uu déi cho khach hang mua san pham trong mot
khoang thoi gian nhat dinh sau khi mua. Diéu nay giup cing ¢6 mdi quan hé va nang
cao su hai long cta khéach hang.

+ Cham soéc khach hang sau ban hang: Bao tri va hd trg khach hang trong sudt
vong doi cia san pham khong chi giup duy tri chat luong san pham ma con gia ting
long trung thanh cta khach hang. Viéc cung cap dich vu hd tro khach hang thudng
xuyén, nhu cung cap thong tin cip nhat vé san pham hodc nhimg thay doi trong chinh
sach bao tri, giup khach hang cam thay duoc quan tim va nang cao su gan két.

* Chinh sach chiét khau
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Chinh sach chiét khu 1a mot cong cu manh mé trong chién luoc marketing, khong
chi gitip doanh nghiép thuc day doanh thu ma con 1a mot phuong tién hiéu qua dé
tuong tac voi khach hang. Chiét khau c6 thé giup ting cudng sy hai 1ong va 1ong trung
thanh cua khach hang néu dugc ap dung mét cach hop 1y.

+ Chiét khau theo khéi lugng mua: Cac doanh nghiép c6 thé ap dung chinh sach
chiét khau cho khach hang khi mua véi s6 luong 16n. Picu nay khong chi khuyén
khich khach hang mua nhiéu hon ma con duy tri méi quan hé 1au dai.

+ Chiét khau cho khach hang than thiét: Cac chuong trinh chiét khau dic biét danh
cho khach hang quay lai hodc c6 hanh vi mua sim thudng xuyén s& gitip xay dung
1ong trung thanh va khuyén khich khach hang tiép tuc mua hang.

* Chinh sach hoa hong

Chinh sach hoa hong dong vai tro quan trong trong viéc thuc day nhan vién ban
hang hodc ddi tac ban hang tao dung mdi quan hé 1au dai voi khach hang. Chinh sach
hoa hong khuyén khich nhan vién hoic dbi tac co dong luc trong viéc gia ting doanh
thu va cai thién chét luong tuong tac voi khach hang.

+ Hoa hong cho nhén vién ban hang: Céac chinh sach hoa hong d6i véi nhan vién
ban hang giup ho c¢6 dong luc trong viéc cham séc khach hang, tir d6 thuc diy doanh
thu va cai thi¢én hiéu qua tuong tac véi khach hang. Nhan vién ban hang sé dugc
thudng theo ty 18 phan trim tir gia tri hop dong hoidc doanh thu ban hang dat duoc.

+ Hoa hong cho khach hang giéi thiéu: Cong ty ¢ thé trién khai chuong trinh hoa
hdng hodc thuong cho khach hang khi ho gidi thiéu ngudi khac mua san pham. Chinh
sach nay khong chi gitip mo rong mang ludi khach hang ma con tao ra méi quan hé
bén vimng gitta cong ty va khach hang thong qua nhimng 10i gidi thiéu tir nhitng nguoi
quen biét.

1.5. Do lwong hiéu qua
1.5.1. Chi tiéu do lwong

Trong quan tri quan hé khach hang, viéc danh gia hay do luong hi€¢u qua hoat dong
khong chi giap doanh nghiép nhan dién dugc mirc dd thanh cong cua cac chuong trinh
cham soc, ma con cung cap co sd quan trong cho viéc cai tién quy trinh, t6i wu hoa
ngudn luc va xdy dung chién luoc khach hang dai han.

Theo Payne va Frow (2005), do luong hoat dong CRM can dugc thuc hién mot

cach toan dién, bao gém ca yéu té dinh lwong (doanh thu tir khach hang, ty 1& quay
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lai...) va dinh tinh (sy hai long, mc dg trung thanh...). Viéc danh gid hiéu qua khong
chi giéi han & két qua cudi ciing, ma con phai phan anh dugc chat luong cia toan bo
qué trinh tuong tac gitta doanh nghi¢p va khach hang.

Tuong tu, Kotler va Keller (2021) cho réng hoat dong CRM hi¢u qua can duoc gén
v6i chién lugc tong thé cua doanh nghiép. Do d6, cic chi s6 do ludng can phan anh
khong chi kha nang gitr chan khach hang, ma con 1a gié tri ma khach hang mang lai
cho doanh nghiép trong dai han. Mot hé thong CRM dugc quan 1y tét s& khong chi
gitp doanh nghiép gitt dugc khéch hang hién tai, ma con mod rong duoc t¢p khéach
hang tiém ning théng qua su gidi thiéu va uy tin thi trudng.

(1) Nhom chi s6 vé khach hang

Céc chi s6 nay phan anh mirc d6 hai 10ng, trung thanh va hanh vi mua hang cua khach
hang. Mot s chi sd tiéu biéu bao gdom:

- Customer Satisfaction Score (CSAT): do luong mirc do hai long ngay sau khi khach
hang trai nghiém san pham/dich vu.

- Net Promoter Score (NPS): thé hién kha ning khach hang sin sang gidi thiéu san
phém/dich vu cho nguo1 khac.

- Customer Retention Rate (CRR): ty 1€ gilt chan khach hang trong mdt khoang thoi
gian nhat dinh.

- Churn Rate: ty 1€ khach hang ro1 bo hoac nging hop tac.

(2) Nhom chi s6 tai chinh lién quan ¢én CRM

- Customer Lifetime Value (CLV): tong gi4 tri ma mot khach hang mang lai trong sut
vong doi giao dich.

- Cost to Serve: chi phi trung binh doanh nghiép phai bé ra dé phuc vu mdi khach hang.
- Return on CRM Investment (ROI): ty suét loi nhuan trén khoan dau tu vao hé thong
CRM, phan 4nh mirc d6 hiéu qua tai chinh cua viéc trién khai CRM.

(3) Nhom chi s6 vé quy trinh va cong nghé

Cac chi s6 nay phan anh mic d6 chuyén nghiép va hién dai hoa trong van hanh hé
thong CRM:

- Time to Response: thoi gian trung binh dé phan hoi yéu cau hodc khiéu nai tir khach
hang.

- CRM System Usage Rate: murc do sir dung phan mém CRM trong ndi bo cong ty.

- Data Accuracy Rate: do chinh x&c va cap nhat cua dir liéu khach hang trong hé théng.
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1.5.2. Phwong phap do lwong
a. Khao sat khach hang
Pay 1a phuong phap pho bién dé do luong su hai long, ky vong, va muc d6 trung thanh
ctia khach hang. Doanh nghiép c6 thé sir dung cac bang hoi truc tiép, phong van hodc
khao sat online dé thu thap y kién khach hang.
Mot s6 cong cu thuong dung:
- Thang do Likert (tir 1 dén 5 hodc 1 dén 7) dé danh gia muc d6 hai 1ong.
- Cau hoi mé dé ghi nhan gop ¥, khiéu nai, dé xuat.
b. Phéan tich dir li€éu hanh vi khach hang
Phan tich cac dir liéu tir lich sur giao dich, tan suit mua hang, murc chi ti€u va hanh
vi str dung dich vu 1a mot phuong phap hiéu qua dé danh gia CRM.
- Khach hang trung thanh
- Khach hang c6 nguy co roi bo

- Gi4 tr1 vong doi khach hang
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CHUONG 2
THUC TRANG HOAT PONG QUAN TRI QUAN HE KHACH HANG TAI
CONG TY TNHH CO KHi XAY DUNG HOANG CHAU
2.1.Tong quan vé Cong ty co khi xAy dung Hoang Chau
2.1.1. Gi6i thiéu vé Cong ty
Tén Cong ty: Cong ty TNHH co khi - xdy dung Hoang Chau
Tén giao dich: Cong ty co khi xay dung Hoang Chau
Tén viét tit: HOANG CHAU Co., Ltd
Try so chinh: 345 Pién Bién Phu, Qudc 16 1A, Thi trin Nam Phudc, huyén Duy
Xuyén, tinh Quang Nam
Nguoi dai dién phap luat: Huynh Ngoc Chau
bién thoai: 0235 2214500
Fax: 0913 480257
2.1.2. Linh vuc kinh doanh
- Linh vuc kinh doanh:
+ Xay dung cac cong trinh dan dung
+ Thi cong x4y lap cong trinh cong nghiép
+ Hoan thién xay dung trang tri ndi that va tao kién tric canh quan cong trinh
+ Gia cong lap dat két cau kim loai
+ Stra chita san pham co khi
- Céc san pham chu yéu cua Cong ty bao gdm: Nha xuong san xuat, bé thép chira
nhién lidu, dng thép thiy 1gi, cot thu phat song, xay dung cong trinh dan dung céc loai,
san pham co khi khac.
2.1.3. Qua trinh hinh thanh va phat trién ciia Cong ty
Nim duogc thé manh va tiém ning cua kinh té tinh Quang Nam khi 1a ving kinh té

dac biét cua ca nudce, c6 nhitng tién dé 1a diéu kién thuan loi cho phat trién cac nganh
kinh té néi chung va nganh co khi xay dung néi riéng, thuc hién t6t chii truong phat
trién kinh té cua Nha nudc, trong xu thé ngdy cang c6 nhiéu cong ty ra doi dudi nhiéu
hinh thirc hoat dong khac nhau, ngay 15/01/2002 Coéng ty TNHH co khi xdy dung
Hoang Chau dugc thanh 1ap va chinh thac di vao hoat dong san xuét kinh doanh véi
tén goi: Cong ty TNHH co khi x4y dung Hoang Chau, Cong ty dugc so ké hoach dau
tu Quang Nam cip gidy phép kinh doanh sé: 3302080127.
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Hinh thirc s¢ hiru von: chu sé hitu

Sau hon 22 nim hoat dong, Cong ty di c6 nhimg su phat trién 16n phu hop véi xu
thé hoi nhap va phat huy tiém nang ciia minh, doanh thu ngay cang ting thém, ché do
nguoi lao dong cling tung budc dugce cai thién,... tir 46 tao tién dé cho viéc phat trién
lau dai, nang cao nang suét, hiéu qua kinh doanh va ngay cang viing manh.

2.1.4. TAm nhin, sir ménh va gia tri cot 16i
2.1.4.1. TAm nhin

Cong ty hudng t6i tro thanh mot trong nhitng nha cung cép vat liéu va giai phap
xdy dung hang dau khu vuc mién Trung - Tay Nguyén.

Luon tng dung cic cong nghé moi, tién tién vao qua trinh san xuat va thi cong,
cong ty khong nging dau tu va ning cao doi ngii nhan vién, md rong quy mo hoat
dong dé dap Gmg nhu cau cua thi truong
2.1.4.2. St ménh

Mang dén nhiing san pham toan dién, chat luong cao, dép tng nhu cau cta khach
hang va gdp phan vao sy phét trién cua cong dong.

Cong ty tap trung phuc vu cho ca cac cong trinh dan dung, tir cac du 4n nho dén
cac du an 16n.

Cong ty ludn y thirc dugc trach nhiém xa hoi ciia minh, tich cyc tham gia bao v¢
moi truong.
2.1.4.3. Gia tri cot 16i

Cong ty ludn dat chat luong cong trinh 1én hang dau, dam bao moi cong trinh déu
duoc thi cong dung k¥ thuat, ding tién d6 va dat tiéu chuan cao nhat.

Dbam bao an toan lao dong cho cong nhan va moi ngudi xung quanh cong trinh.

Sy hai 10ng cua khach hang 1a thudce do thanh cong cta cong ty. Cong ty ludn ling
nghe va dap img moi yéu cau cta khach hang.

Str dung céac vat li€u than thién véi moi truong va gidm thiéu tac dong dén moi

truong xung quanh lam 6 nhiém moi trudong
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2.1.5. Co ciu by may to chirc ciia Cong ty

Giam doc

¥

Pho giam ddc

\/ j/ \/ V \V4

Phong ki Phong ké hoach Phong kinh Phong ké toan -
thuét cong doanh tai chinh
trinh

Doi san xuat

So @6 2.1. Co ciu to chirc bd may ciia Cong ty Ghi chu:

——> : Quan h¢ truc tuyén
<----> - Quan h¢ chirc nang

* Chirc nang, nhiém vu cia cac phong ban, by phan cia cong ty:

- Giam déc: La nguoi dai di€n phap nhan ctia cong ty, chiu trach nhiém vé moi hoat
dong (ky thuat kinh té, chinh tri xa hoi) cua cong ty trudc phéap luit. Déng thoi la
nguoi truc tiép quan 1y, diéu hanh moi linh vuc hoat dong ctia cong ty.

+ T6 chuc thyc hién ké hoach kinh doanh va phuong an dau tu cia cong ty.

+ Xay dung quy ché tra luong, tién lwong thu lao theo ting doi trong cong ty.

+ Thay mit cong ty ky két hop dong lao dong theo dung quy dinh cua diéu 1é va phap
luat.

+ Puoc quyén uy quyén, iy nhiém cho Phé Giam ddc hodc ngudi khac theo quy dinh
ctia phap lut hién hanh dé thyc thi giai quyét mot s cong viée khi can thiét.

+ Chiju trach nhiém trudc co quan phap luat vé nhitng quyét dinh ctia minh trong qua
trinh diéu hanh quan 1y san xuét kinh doanh ctia cong ty.

- Phé giam doc:

+ Tham muu cho giam dbc vé moi linh vuc hoat dong ciia cong ty.

+ Phu trach chuyén mang ké hoach, chat lugng, k¥ thuat, tién do thi cong cua cac cong

trinh.

22



+ Tryc tiép tham gia va giam dinh cac du 4n dau tu, phat trién chiéu sau va cac chi tiéu
dinh muc ké hoach k¥ thuat.

+ Truc tiép tham gia viéc chi dao thi cong nham nang cao ning suat, tiét kiém vat tu,
giam gia thanh...

- Phong ké toan tai chinh:

+ Thuc hién dung cac quy dinh vé ké toan thong ké do Bo tai chinh ban hanh.

+ Hoach toan ké toan cac hoat dong san xuat kinh doanh ctia Cong ty , gitp giam déc
trong cong tac quan ly kinh té, quan 1y tai chinh cua Cong ty.

+ Lap bao cao két qua hoat dong san xuat trong thang, quy, nam.

+ Lap ké hoach hang thang, quy, nam gém: ké hoach thu chi, ké hoach von san xuét dé
dap tmg kip thoi von va quan Iy ngudn von chit ché.

+ Phoi hop véi phong k¥ thuét thi cong trong viéc thanh toan lwong, thanh toan vat tu
cho nha cung cap.

+ Hoach toan kip thoi, chinh xac hiéu qua kinh té va xac dinh mc 13i, 16 cua cong
trinh, hang muc cong trinh hoan thanh.

- Phong kinh doanh: Giir vai tro 14 cau ndi giita cong ty va thi trudng, dong gop truc
tiép vao hiéu qua hoat dong cua cong ty.

+ Xay dung ké hoach chi tiét vé doanh s, thi truong va chién luoc phat trién

+ Tim kiém, tiép can khach hang tim ning, quang ba san pham

+ Pam phan, soan thao va ky két hop dong véi khach hang

+ Phan tich thi trudng, thu thap dit liéu vé xu hudng, nhu ciu khach hang

+ Phéi hop vi bo phén tai chinh dé theo ddi va thu hdi cong no

- Phong ké hoach: Tham muu cho Gidm ddc vé viée xay dung ké hoach ngén han mé
rong ciia Cong ty vé ké hoach san xuat hang nam, du thau.

+ Lap ké hoach san xuét kinh doanh hang ki va timg cong trinh.

+ Tim kiém thi truong, 1ap ho so ddu thau cong trinh co ban, tring dai tu.

+ Soan thao hoat dong thi cong xay lp .

+ Lap duy toan chi phi san xuat cho cc cong trinh.

+ Phéi hop céc phong ban xay dung dinh mirc ky thuat.

- Phong Ki thuat cong trinh: La phong nghi¢p vu dugc thanh 1ap véi nhiém vy tham
muu va thuc hién cac chirc nang sau:

+ Soan thao hd so thiét ké, 1ap phuong an té chire thi cong.
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+ Quan 1y vé chét luong thi cong cac cong trinh, dam bao thi cong dung tién do, dam
bao ki thuat, my thuat ctia cong trinh.

+ Giam sat vé mat ki thuat, nghi¢m thu cong trinh hoan thanh.

+ Hudng dan ki thuat cho cong nhan.

- Pdi san xuit:

+ Lap ké hoach thi cong, chuan bi vat tu, thiét bi va nhan luc cho cac dy an xay
dung cong nghiép.

+ San xuét gia cong cac san pham hang hoa, thuc hién cic cong viéc xay dung va
lap dat thiét bi theo ding thiét ké va tién d6 da dé ra.

+Pam bao cac cong trinh dugc thi cong dang tiéu chuan ky thuat va chét luong.

+ Dam bdo cac bién phap an toan dugc thuc hién nghiém ngat trong qua trinh thi
cong.

+ Thuc hién bao tri, stra chita cac thiét bi va cong trinh khi can thiét.

* Thong qua qua trinh phan tich co cdu b mdy to chirc quan 1y ta thdy bo may
quan 1y cuia cong ty don gian véi hai cap quan 1y, dugc sir dung rong rai ¢ hau hét cac
doanh nghi¢p vira va nho ¢ Viét Nam. BO may quan ly chét ch€, moi cong viéc dugc
giao pho rd rang cu thé.

2.2. Cac yéu t6 tac dong dén doanh nghiép
2.2.1. Moi truong vi mo
a. Khach hang

Khach hang 1a mot trong nhirng yéu té quan trong cdu thanh moi trudng vi mé, tac
dong truc tiép dén hoat dong kinh doanh va dinh hudéng san xuat ctia doanh nghiép.
Pbi v6i Cong ty TNHH Co khi Xay dung Hoang Chau, khach hang cha yéu 1a cac
doanh nghiép va to chirc tai khu vuc mién Trung — Tay Nguyén, trong d6 c6 thé ké dén
nhu Cong ty C6 phan Tap doan Hoa Sen (chi nhanh Binh DPinh, Pa Ning, Thira Thién
Hué, Quang Tri), Cong ty TNHH Xuat Nhap Khau 2-9 Pak Lak, Truong Mau gido
Nam Phuéc Sb 1, Cong ty C6 phan Hoéa chat Cong nghé cao EURONANO,... Cac
khach hang nay chil yéu hoat dong trong linh vuc cong nghiép, xay dung co ban, gido
duc hoac thuong mai — xudt nhap khau.

Dbi voi cong ty CP Tap Poan Hoa Sen, 1a mot thuong hiéu d c6 uy tin trén thi
truong, ndi tiéng vai vai tro 1a nha tai tro chinh cho cac chuong trinh thién nguyén nhu

“Mai am gia dinh Viét” va ho la khach hang c6 tan suat mua hang nhi€u nhat ctia cong
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ty trong nim vira qua. V&i nhu cau mo rong cac chi nhanh kinh doanh va nha xudng
san xudt, trong nam vira qua Coéng ty TNHH Co khi x4y dung Hoang Chau di c6 co
hoi dugc ban ra san pham cta minh d6 1a nha thép tién ché cho Hoa Sen Group véi tin
suat 12 10 1an/ndm vé6i bon chi nhanh néu trén. Gia tri hop dong cua Hoa Sen Group
mang lai cho doanh nghiép kha nhiéu doanh thu, chiém 40% tong doanh thu nim vira
qua. Ho thuong wu tién cac ddi tac tin cay dé xdy dung méi quan hé. Tao cho cong ty
nhiéu thuan loi trong mbi quan h¢ cling nhu tao nguén doanh thu 6n dinh dai han. Khi
doanh nghiép d6 phat trién, nhu cau cta ho sé& ting thi tir d6 kéo theo gia tri hop dong
voi cong ty cling s€ tdng. Nhung bén canh do cling c6 nhitng thach thirc cho doanh
nghiép rang Hoa Sen Group 1a mot khach hang thudng yéu cau tiéu chuan cao vé chat
lugng san phém va dich vu, déng thoi doi hoi tién do giao hang chat ché. Vay nén
cong ty phai dau tu nhiéu vao quan 1y va san xuat dé dap ung.

Vé phuong dién nhu cau, cac khach hang cong nghiép nhu Hoa Sen va
EURONANO c6 yéu ciu cao ddi voi chit luong ki thuat, tinh chinh xac, do bén va
kha ning chiu lyc ctia san pham co khi. Nhitng don vi nay thudng dat hang cac két cau
thép, khung gia dd, thiét bi lap dat theo tiéu chuan ky thuat riéng biét, doi héi doanh
nghiép phai c6 kha ning tiy bién san pham cao va dap ung dung tién do thi cong.
Trong khi d0, cac don vi thudc khdi gido duc va dan dung nhu Trudong Mau gido Nam
Phudc ¢6 xu hudng vu tién san pham c6 tinh thim my, an toan va pht hop voi cong
trinh cong cong. Cong ty thuong mai nhu 2-9 Pak Lak 1a trung gian phan phdi nén yéu
cau san pham dé& van chuyén, c6 tinh 1ip ghép linh hoat, phu hop tiéu chuan xuit nhap
khau.

Mot diém dang cha ¥ 1a cac don dat hang tir nhom khach hang trén thuong mang
tinh mua vu, tap trung chu yéu vao giai doan tir thang 2 dén thang 8 hang nam, day la
thoi diém thuén loi vé thoi tiét cho hoat dong xay dung tai mién Trung. Trong d6, cac
thang cao diém tir thang 5 dén thang 7 thuong ghi nhan s luong don hang gia ting dot
bién nhim kip tién do cong trinh trudc mua mua. biéu nay tao ra ap lyc 16n cho bo
phan san xuat va diéu phdi thi céng cua cong ty, dic biét khi nhiéu cong trinh dugc
trién khai dong thoi tai cac dia phuong trai dai tir Quang Tri dén Pik Lik.

Tinh trang don don hang trong mot khoang thoi gian ngan khong chi lam ting rui
ro vé& qua tai cong suat, ma con anh hudng dén kha nang kiém soat tién do, chat luong

va chi phi dau vao, do gia nguyén vat liéu thudng c6 xu hudng bién dong theo mua.

25



Bén canh do6, viéc phan tan dia diém thi cong khién chi phi van chuyén va nhan luc
ting cao, doi hoi cong ty phai ¢6 ning luc quan tri dy an hiéu qua, dong thoi trién khai
cac bién phap kiém soat ndi bo chit ché trong thoi gian cao diém. Ngoai ra, tinh chat
rai rac cua don hang trong cac thang con lai trong ndm (tir thang 9 dén thang 1) khién
cho ning luc san xuit ciia cong ty khong duoc duy tri 6n dinh quanh nam, d& dan dén
tinh trang du thira hoac thiéu hut lao dong thoi vu.

b. Nha cung t&rng

Trong chudi gi4 tri san xuat ciia doanh nghiép, nha cung tng déng vai trd quan
trong trong viéc dam bdo tinh lién tyuc va chat lugng dau vao cho qua trinh thi cong,
ché tao. Cong ty TNHH Co khi Xay dung Hoang Chau hién hop tac v6i nhiéu nha
cung Gmg nguyén vat liéu va linh kién co khi trong khu vyrc mién Trung. Cu thé, Cong
ty C6 phan Tap doan Hoa Sen — Chi nhanh Quang Nam va Céng ty TNHH Tén Thép
Hai Ngan 13 cac don vi cung cap thép va ton, nhitng vt tu co ban, chiém ty trong 16n
trong tf)ng chi phi dau vao. Bén canh do, Cong ty TNHH Vit li¢u xay dung Phan Ngoc
Anh va Coéng ty TNHH MTV Thuong mai va Dich vu Lé Vian Sa dam nhiém cung cap
cac vat lieu xay dung nhu xi mang, cat, d4 — phuc vu cho cac cong trinh xay dung co
ban. Pdi v6i cac linh kién co khi chinh xac, Cong ty TNHH MTV Chau Thanh cung
cap thép tam kich thudc 1500*6000mm, va Cong ty TNHH Cong nghiép Cuong Thinh
cung cap céc chi tiét nho nhu bu 16ng, ¢ vit.

Cac nha cung cap néu trén c¢6 pham vi hoat dong trong khu vuc Quang Nam va
mién Trung, nhd d6 c¢6 uwu thé vé vi tri dia 1y, giam thiéu thoi gian va chi phi van
chuyén. Tuy nhién, do dic thu mua vu ciia nganh xay dung, cac nha cung ung ciing
thudng xuyén roi vao tinh trang qua tai don hang trong cac thang cao diém tir thang 5
dén thang 7, dan dén nguy co thiéu hut vat tu, dic biét 1a thép, ton va xi mang. DPicu
nay anh hudng dén tién d6 san xuit, thi cong, dong thoi 1am ting chi phi dau vao khi
gia vat liéu bién dong.

Hoa Sen Group 1a mot doanh nghiép s 1 trong linh vuc san xuét va kinh doanh
t6n thép ¢ Viét Nam va 1a nha xuat khau ton thép hang dau khu vuc Pong Nam A. Co
mot loi thé cho doanh nghiép d6 1a ho vira 1a khach hang vira 1a nha cung tng cho
Cong ty TNHH co khi xay dung Hoang Chau tir 6 tao nén su rang budc 1an nhau, tao
nén su hop tac chit ché cuia ca hai cong ty. Cong ty nay la cong ty gan bo lau nam, 1a

nha cung tng dang tin cdy, ho dam bao duoc rang s& cung cip nguyén vt liéu va thiét
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bi ding chat lugng, s6 lugng va thoi gian, gitp cong ty duy tri quy trinh san xuat lién
tuc. Tir d6 gitip cong ty giam thoi gian cho doi, ting hiéu sudt san xudt va dap tng
ding tién do cac du an xay dung, tao niém tin cho khach hang.

Vé mat chi tiéu chéat luong san pham, cic nha cung cAp nhu Hoa Sen hodc Hai
Ngan 13 nhimg thuong hiéu 16n, c6 kha ning dam bao cac tiéu chuan vé ky thuat, do
bén va do chinh xac co hoc, phi hop véi yéu ciu ciia cac cong trinh cong nghiép. Tuy
nhién, ddi véi nhitng vat tu phu hodc don vi nho 1€, cong ty can ting cuong kiém soat
chat luong dau vao thong qua quy trinh kiém tra va 1y mau tai kho, dé han ché rii ro
k¥ thuat phat sinh trong qua trinh thi cong.

Do tinh chat don hang tap trung theo mua vy, cong ty thuong xay dung ké hoach
tdn kho chién lugc vao dau quy I héng nam, nham dam bao c6 du nguén vat liéu du
phong cho mua cao diém. Viéc du trit mot phan nguyén vat liéu co ban nhu thép tam,
xi ming, bu 16ng 1a can thiét dé tranh gian doan san xuat trong thoi gian cao diém.

V& van chuyén, phan 16n nha cung tng st dung phuong thic van tai dudng b nodi
ving, két hop thué ngoai xe tai trung chuyén. Tuy nhién, cong ty van dbi mat voi rii
ro vé tré giao hang do un tic, thoi tiét xau hodc gian doan cung tng tir phia ddi tac, dic
biét trong miia mua bdo hodc khi gia nhién liéu ting cao. Qua qua trinh van chuyén ho
ludn hd tro cac chinh sach vu dai vé thanh toan nhu tra chim hodc hd tro ky thuat gop
phan t6i wu hoa van hanh ciia doanh nghiép.

c. Poi thii canh tranh

- Tai khu vuc mién Trung - Tdy Nguyén cé rat nhiu cong ty co khi xdy dung
thanh 13p va hoat dong dé dap tng nhu cau phat trién co sé ha ting cling nhu phuc vu
san xuat nhu Cong ty TNHH co khi Cao Xuan Diing dugc thanh 1ap nam 2005, Cong
ty TNHH MTV Pha Khanh,.. Déu 1a nhitng cong ty duoc thanh 1ap tir 1au va khé giau
kinh nghiém. Duéi ddy 1a bang phén tich cac dbi tha canh tranh véi Cong ty TNHH
Co khi xay dung Hoang Chau.
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Bang 2.1. Phan tich ddi thi canh tranh

bPonvi |CT TNHH Co khi | CT TNHH MTV Pha | CT Co khi Cao
xay dung Hoang | Khanh Xuan Diing
Tiéu chi Chau
San pham Nha thép tién ché|Nha thép tién ché | Nha thép tién ché
(m2) (két cau nha xuong | ( két cau nha xudng | (két cu nha xudng
cong nghiép, ndng | cong nghiép, ndng | cong nghi€p, ning
luc thi cong tur|lyc thi cong tur|luc thi cong tu
150m2 dén 5000m2) | 150m2 dén | 150m2 dén
5000m2) ) 5000m2) )
Gia 1.500.000 1.800.000 2.000.000
(d6ng/m2)
Chinh  sach | Bdo hanh 24 thang Bédo hanh 12 thang Bé4o hanh 12 thang
san pham
Mitc d6 phu | Toan quéc Toan qudc Toan qudc
song
San pham Bé thép 25m3 chua | Bé thép 25m3 chira | Bé thép 25m3 chira
(cai) xang dau xang dau xang dau
Gia 52.000.000 61.000.000 65.000.000
(ddng/cai)
Chinh  sach | Bdo hanh 12 thang, | Bdo hanh 10 thang Béo hanh 6 thang
san pham lap dung hoan chinh
Mitc d6 phu | Toan quéc Toan qudc Toan qudc
song

- Qua bang phan tich trén ta thiy duoc rang Hoang Chau c6 loi thé manh hon céc

doi thu trén ve gid va chinh sach sdn pham. Vé san pham nha thép tién che, gia cua

Hoang Chéu thap hon Phti Khanh 300.000 dong/m2 va thap hon Cao Xuan Diing 14

500.000 dong/m2. Con vé chinh sach san pham, cac cong ty khac chi bao hanh 12

thang nhung ddi véi Hoang Chau khach hang s& duoc bao hanh 24 thang. Nhung bén

canh do, tuy gia cia Hoang Chau dua ra thip hon cac cong ty khac nhung vé mit cht

luong san pham va tién do thi cong thi khong hé kém canh.
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- Khi ¢6 nhiéu ddi thu canh tranh nhu vay, Hoang Chau khong nging cai tién cong
nghe, chat luong san phém, dich vu hau mai dé duy tri loi thé canh tranh va dé duy tri
su trung thanh ciia khach hang dbi vai cong ty.

Két luan: Qua phan tich moi trudng vi mo, dé co thé phat trién bén viing cong ty can
phai xay dung chién luoc, hiéu rd duge khach hang va ting cudng cac chinh sach hau
mai. Can phat trién quan hé bén viing voi nha cung Gmg va phai cai tién lién tuc dé doi
pho hiéu qua véi cac ddi thi canh tranh.

2.2.2. Moi truong vi mo

a. Méi trueong Kinh té

Giai doan 2022-2024, nén kinh té Viét Nam duy tri da phuc hoi va ting truéng on
dinh, véi tbe do tang truéng GDP binh quan dat khoang 6,5%/mnam. Day la muc ting
kha cao trong bdi canh kinh té toan cau con nhiéu bat 6n va ap luc lam phat. Nam
2022, sau anh huong cua dai dich COVID-19, GDP tang truong 8,02%, muc cao nhét
trong giai doan 2011-2022, cho théy su phuc hoi manh mé sau dai dich. Nam 2023,
tang truong kinh té dat 5,05% thap hon so v6i naim 2022 va muc tiéu dé ra 1a 6,5%,
nguyén nhan chu yéu 1a do sirc mua va san xuit chua phuc hoi viing chic sau dai dich,
cung v6i nhimg bat on cua kinh té thé gidi anh huéng dén nén kinh té trong nudc.
Niam 2024, nén kinh té nudc ta dat mic tang truong kinh té trén 7,09% GDP so véi
cung ky nam trudc, vuot qua muc ti€u dé ra 1a 6 - 6,5% GDP. Dat 476,3 ty USD nho
vao xuat khiu manh mé va dong von dau tu nudc ngoai ting cao. Thudc nhom sd it
cac nude co toe do ting trudng cao trong khu vuc va thé gidi. Pay 1a mic ting trudong
rat tich cuc, thé hién su quyét tam cao, nd luc 16n va hiéu qua cua ca hé théng chinh tri
trong chi dao diéu hanh va thuc hién nhiém vu phat trién kinh té - xa ho1. Tbc do tang
truong 6n dinh 13 nén ting quan trong thuc dy cac hoat dong dau tu xdy dung, tir d6
tao diéu kién thuan loi cho cac doanh nghiép nganh co khi — xdy dung nhu Cong ty
TNHH Co khi X4y dung Hoang Chau mé rong thi truong tiéu thy san pham.

Trong giai doan 2022-2024, chi s gi4 tiéu dung cua Viét Nam duoc duy tri & mic
on dinh, phan anh hi¢u qué cua cac chinh sach diéu hanh vi mo trong kiém soat lam
phat. Nam 2022, CPI binh quan ting 3,15% so v&i nam 2021, dat muc tiéu ciia Qudc
hoi dé ra, Viét Nam thudc nhom cac nude ¢6 muic lam phat thép. CPI binh quan nam
2023 tang 3,25% so v4i ndm 2022, tiép tuc nam trong pham vi kiém soat lam phat ciia

Qudc hoi. Trong ndm 2024, thi truong hang hoa thé gidi co nhiéu bién dong do anh
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huong bai cac yéu té chinh tri, xung dot quan sy cta cic qudc gia. Thién tai bio 1
Yagi tac dong nghiém trong lam cho mdt sé noi & mién bac Viét Nam khan hiém cac
mat hang nhu rau, cu qua, thuc phém dan dén tang gia cuc bo. Duoi su chi dao cua
Chinh phu, cac bd, nganh, dia phuong ting cudng cong tac cung tng hang hoa thiét
yéu phuc vu nhan dan bi anh hudng boi bao 1i. Qua d0, gia hang hoa trén thi truong
nhin chung khong c6 bién dong bat thuong, lam phat cia Viét Nam duoc kiém soat &
murc phi hop dé hd tro cho ting trudng kinh té, CPI nim 2024 ting 3,63% so v4i nim
trudec.

Lam phat co ban thang 12/2024 ting 0,25% so vai thang trudc, ting 2,85% so voi
cung ky nam trudc. Binh quan nam 2024, lam phat co ban tang 2,71% so v6i nam
2023, thdp hon muc ting CPI binh quan chung (3,63%), chi yéu do gia luong thuc,
thue phém, dién sinh hoat, dich vu gido duc, y té 1a yéu td tac dong lam tang CPIL.

Theo Ngan hang Nha nudc Viét Nam, 13i suat co ban c¢6 thé duy tri & mire tir 5,5%
dén 6% trong nam 2024, véi muc tiéu giit 6n dinh 14i suat dé thuc day ting trudng kinh
té sau giai doan dai dich. Mirc 13i suat nay c6 thé ting hodc giam tiy thudc vao chinh
sach diéu hanh cia NHNN va tinh hinh kinh té qudc té. Lii suat cao 1am ting chi phi
vay von ciia doanh nghiép, anh hudng dén dau tu mé rong san xuat va kinh doanh.
DPong thoi, 13i suat cao ciing anh huong dén quyét dinh mua hang tra goép cua nguoi
tiéu dung.

Trong nhiing nim gan dy, Ngan hang nha nudc da thuc hién chinh sach diéu hanh
ti gia hdi dodi linh hoat, phu hop véi dién bién thi truong va tinh hinh kinh té vi mé.
Pic biét, trong boi canh FED tang 14i suat lién tuc tir naim 2022 dén nay, dinh cao vao
thang 7 nam 2023 1én dén 5,5%, ddng USD manh 1én giy strc ép cho cac dong tién
khéc. Trong nude, gid d6 la My binh quan trén thi truong tu do quanh mic 25.488
VND/USD. Chi s6 gia d6 la My thang 12/2024 tang 0,09% so v&i thang trude, ting
4,31% so voi cung ky nam trude.

b. Méi truwong Chinh tri - Phap luat

+ Méi trwong Chinh tri:

O Viét Nam, moi truong chinh tri 6n dinh tao diéu kién thuan lgi cho cac doanh
nghiép trong nganh co khi xdy dung. Hién nay, Chinh phii Viét Nam dang dau tu
manh vao cic dy an ha ting nhu dudng cao tdc, cau cang,... 1a co hoi 16n cho nganh co

khi xay dung n6i chung va Cong ty co khi xay dung Hoang Chau noi riéng.
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Vé an ninh quéc gia cling nhu an sinh xa hdi thi Viét Nam la mot nude 6n dinh voi
s6 luogng té nan, nhitg ngudi vo gia cu rat it so voi nhiéu nude trén thé gidi. Theo sd
lidu thong ké nam 2024, ty 18 ho nghéo ca nude da giam xudng dudi 1%, trong khi ty
1¢ ho ngheo tai cac huyén ngheéo con khoang 26% va dudi 13,5% d6i voi dong bao dan
toc thiéu sd. Nhimng con sb nay cho thay sy cai thién dang ké trong cong tac giam
nghéo da chiéu, gop phén 6n dinh x4 hoi va tao diéu kién thuan lgi cho doanh nghiép
phat trién, dic biét tai cac dia phuong con nhiéu kho khan.

V& thi truong lao dong, ty 18 that nghiép trong do tudi lao dong nam 2024 1a 2,24%,
trong d6 khu vuc néng thén dat mic thip hon (2,05%) so véi khu vuc thanh thi
(2,53%). Pay la tin hiéu tich cuc cho thay kha ning phuc hoi sau dich va hiéu qua cia
céc chinh sach phyc hoi kinh té. Tuy nhién, ty 1¢ that nghiép trong thanh nién (15-24
tu6i) van & mirc cao (7,83%), cho thay thach thirc trong viéc két ndi dao tao va nhu cau
tuyén dung thuc té cua thi truong.

Chinh sach an sinh hién nay dwoc sira d6i nhu diéu chinh trg cip vu dai nguoi c6
cong véi cach mang, muc chuan trg cap tang tir 2,055 triéu dong 1én 2,789 triéu dong
(tang 35,7%). Luat Bao hiém xa hoi stra do6i giam do tudi duoc huong tro cép huu tri
xa hoi xubng 75 tudi, doi voi nguoi thude hd nghéo, can ngheo thi tir di 70 tudi dén
duéi 75 tudi duoc hudng tro cap.

Ty 1& bao phu bao hiém y té dat khoang 94,2% dan sd, twong dwong 95,52 triéu
nguodi tham gia duge thong ké nam 2023. Cac chuong trinh x6a d6i giam nghéo da
gitip ty 16 ho nghéo giam dang ké, nam 1993 1a 58% dén nam 2024 giam con 2,5%.

Viéc ty 18 ho nghéo toan qudc giam xudng dudi 2%, cung véi cac chuong trinh
bao tro xa hoi duoc trién khai déng bo, giup duy tri trat ty xa hoi, giam thiéu cac rui ro
phi kinh té trong qua trinh thi cong va trién khai dy 4n x4y dyng tai cac dia phuong.
Su céi thién thu nhap va muc séng cua nguoi dan, dac bi¢t tai ndng thon va vung sau
ving xa, 1am ting nhu cdu vé nha &, co s& ha ting dan sinh (trudng hoc, bénh vién,
duong giao thong...). Pay 1 co hoi dé cac doanh nghiép co khi xdy dung mé rong thi
truong. Nhung bén canh d6, du tong thé ty 18 thit nghiép thap, nhung nhom lao dong
tré van gap kho khan trong viéc tiép can cong viéc on dinh, dan dén thiéu hut ngudn
lao dong k¥ thudt c6 tay nghé cao — dic biét quan trong trong nganh co khi xay dung

doi hoi ki thuat chinh xac va an toan.
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+ Mo6i trwong Phap luat

- Cong ty hoat dong trong linh vuc co khi va xay dung do d6 chiu su diéu chinh
ctia nhiéu chinh sach, nghi dinh va thong tu lién quan sau:

Luat xay dung $6 50/2014/QH13, quy dinh vé hoat dong dau tu xay dung, quyén
va nghia vu cta to chirc, ca nhan dau tu xdy dung cong trinh.

Nghi dinh s6 46/2015/ND-CP, quy dinh vé quan 1y chat luong va bao tri cong trinh
xay dung.

Nghi dinh s6 59/2015/ND-CP, quy dinh vé 1ap, thim dinh, phé duyét du an va
quan ly thuc hién du an.

Thong tu sé 04/2017/TT-BXD, quy dinh vé quan 1y an toan lao dong trong thi
cong xay dung cong trinh.

Nghi dinh s6 40/2019/ND- CP, quy dinh vé quan 1y méi trudng trong hoat dong
san xuét, kinh doanh, dich vy, yéu cau cac doanh nghiép tuan tha cac tiéu chuan méi
truong.

Nghi quyét sé6 74/2022/QH15, day manh viéc tiét kiém, chong lang phi, ap dung
trong quan 1y tai chinh va sir dung ngudn luc.

c. Méi trwong Vian héa - Xa hoi

- Méi trwomg nhan khau hoc:

Theo két qua Piéu tra dan sd Viét Nam vao nam 2024 1a 101,3 triéu nguoi, tang
1,0345 triéu nguoi twong duong 1,03% so voi nam trudc, 13 quoc gia dong dan thi 3
trong khu viuc Pong Nam A va thi 16 trén thé gidi. Phan bd chu yéu ¢ dong bang, dan
s ¢ nong thon chiém ty trong cao hon thanh thi, chiém 61,5%. Trong tong dan sb ca
nuée thi dan s6 nam chiém 49,8% va dan sé nit chiém 50,2%.

Ty suét sinh tho (s6 tré sinh ra séng trén 1.000 dan) nim 2024 1a 13,9%, giam so
v6i mutrc 15,2% ctia nam 2022. Tong ty suat sinh (s6 con trung binh mét phu nit sinh
trong sudt cudc doi) nam 2024 dat 1,91 con/phu nit, giam nhe so voi muic 2,01 cia
nam 2022.

Ty suat tir tho (s6 ngudi chét trén 1.000 dan) nim 2024 13 5,5%, giam so voi mirc
6,1% ctia nam 2022. Ty 1¢ gia ting dan sb tu nhién nim 2024 dat 8,4%, giam so véi
muc 9,1% cua nam 2022.

Viét Nam dang trong giai doan “co cau dan sd vang” véi luc lugng lao dong doi

dao, dan sb trong do tudi lao dong (15-64 tudi) chiém khoang 69% tong dan sb tao co
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hoi thuc déy kinh té, tao thé manh cho cong ty vé mit nhan su. Nhung bén canh do
Viét Nam dang sap phai d6i miat véi tbe d6 gia héa dan sb. Vi vay doi hoi can phai co
cac chinh sach phi hop vé an sinh x3 hoi va cham séc y té.

Nam 2024, ty 1€ lao dong qua dao tao cé béng, ching chi dat 28,3%, tang 1,3% so
v6i cing ky nam trude. Su gia ting nay phan anh nd luc cua Viét Nam trong viéc nang
cao chat lugng ngudn nhan luc théng qua cac chuong trinh dio tao gido duc.

Quy mo6 dan s6 16n khong chi 1a loi thé vé nguén nhan lyc ma con tao ra mot thi
truong ti€u thu ndi dia rong 16n va on dinh, dic biét trong cac linh vuc thiét yéu nhu
xdy dung ha ting, nha & va cong trinh dan dung — vén 1a cac linh vyc tiéu thu manh
san pham va dich vu co khi xay dung.

+ Dan s6 dong din d&én nhu cau xay dung nha 6, cong trinh coéng cong, co so ha
téng nhu truong hoc, bénh vién, khu dan cu... lién tuc gia tang. Diéu nay kéo theo nhu
ciu cao vé cac san pham nhu két ciu thép, cong — cira ty dong, thang hang, thiét bi co
khi coéng trinh va hé thdng thi cong hd tro.

+ Quy mo dén s6 16n tao diéu kién hinh thanh nhiéu khu cong nghiép, do thi hoa
nhanh, tor §6 mo rong thi truong cho cac doanh nghiép co khi xay dung, ca trong mang
dan dung 1an cong nghiép.

+ Sy ting trudng cua tang 16p trung lwu di kém voi nhu ciu nang cao chit luong
song ciing thuc day nhu cau sir dung cac san pham co khi c¢6 tinh thAm my cao, chat
lugng tot va than thién vi moi truong.

Tuy nhién, sy dich chuyén lao dong va chénh 1éch phat trién ving mién dat ra yéu
cau ddi v6i doanh nghiép trong viéc phan bo nguoén lyc hop 1y, dam bao chinh sach
phtc loi va dAu tu vao dao tao dé khai thac hiéu qua tiém nang nhan khau hoc. Do do,
céc doanh nghiép co khi xdy dung can chii dong xdy dung chién lugc nhan su phi hop,
két hop gitra tuyén dung, dio tao va gitt chan lao dong dé dam bao phat trién bén viing
trong bdi canh bién dong xa hoi hién nay.

- Moi trwomg Xa hoi:

Nguoi Viét Nam c6 h¢ gia tri van hoa chiu anh huéng manh mé tu yéu td lich su,
truyén thong va tu tuong A Pong, dic biét 1a Nho gido.

Gia dinh dong vai tro 1a trung tim, gan két chit ché trong doi séng va cac quyét
dinh quan trong. Long hiéu thao va sy ton trong ddi véi moi nguoi trong gia dinh 13

gia tri cot 161. Luodn dé cao tinh tap thé, doan két trong cong viéc va cudc song.
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Thoi quen lam viéc ctia ngudi Viét dang dan thay doi, két hop gitra truyén thong
va hién dai. Ho 1a nhiing nguoi kién nhan, cin cu va tan tAm trong cong viéc. Hi¢n nay
nhiéu nguoi tré ngay cang cdi mé véi cong nghé, hoc héi va xu hudng 1am viee quoc
té.

La mot nudc dang chuyén minh manh mé tir mot nén kinh té néng nghiép sang
cong nghiép va dich vu, nén nén kinh té chi dang & mirc 6n dinh nén con nguoi & day
thuong dit ning yéu té gia ca, vu tién san pham ré va phu hop tai tién. Dic biét nguoi
tiéu dung Viét thuong wu tién cac thuong hiéu da duoc xdy dung niém tin lau dai. Vay
nén cong ty can phai dé ra cac san pham co chinh sach gia hdp din nhung bén canh d6
can phai di kém véi chat luong dé tao niém tin cho khach hang.

Thi hiéu tiéu dung ngdy cang hudng dén san pham gia ca hop 1y nhung dam bao
chat luong cling budc cac doanh nghiép trong nganh co khi xay dung phai diéu chinh
chinh sach san pham va gia dé dap Gmg nhu ciu thuc tién. Tuy nhién, su thay doi
nhanh chong cua xu hudng xa hdi cling doi hoi doanh nghi¢p phai thich ting linh hoat,
dau tu vao xay dung thuong hiéu, chét luong dich vu va yéu t6 con nguoi. Do do, viéc
nam bit ding cac dic diém x4 hoi va hanh vi nguoi tiéu dung 13 yéu t6 then chdt giup
doanh nghiép co khi xay dung dinh hudng chién luge phi hop trong dai han.

d. Moi trwomg cong nghé

Trong béi canh cong nghé hoa, hién dai hoa thi yéu t6 cong nghé chiém vai tro
ngdy cang quan trong trong su phat trién cua Viét Nam néi chung va Quang Nam noi
riéng.

Theo gioi gian, cac cong nghé mai phat trién, cac nguyén vat lidu trong nganh co
khi xay dung nhu thép, bé tong, cac vat li¢u phu trg cling can thay md&i hodc cai tién dé
nang cao chat luong cong trinh va hiéu qua san xuat. Dicu nay s& giup cong ty ting
dugce lgi thé canh tranh trén thi truong nhung bén canh do sy thay doi nay doi hoi cong
ty phai nghién ctru va thir nghi¢m cong ngh¢ mai.

Viéc ap dung cac phan mém quan 1y tai chinh, nhan sy, kho vat liéu giup cho cong
ty nang cao ning suét lao dong, tiét kiém chi phi.

Cac loai may moc thiét bi phuc vu cho cong viéc nhu may xic, may dao, cau, thiét
bi thi cong cau duong,.. c6 anh hudng 10n dén ning sut va chit luong cta cong trinh.

Can bao tri dinh ki, nang cap hodc thay thé thiét bi cii dé duy tri hiéu qua san xuat va
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tranh gian doan trong qua trinh thi cong. Giup tiét kiém chi phi lao dong , rat ngan thoi
gian thi cong va giam thiéu rii ro, sai sot.

Ngay nay, nho sy tién bo nhanh chéng cua khoa hoc cong nghé trong linh vuc co
khi xay dung da mang lai nhiéu cai tién dot pha. Céac thanh tyu cong nghé mdéi nhu
cong nghé thiét ké va mo phong 3D hién dai gitp toi wu hoa két cdu thép, tiét kiém vat
lidu, rt ngan thoi gian thiét ké va thi cong thuc té. Hé thdng may cat CNC, may han ty
dong gitp dam bao d6 chinh xac tuyét dbi trong gia cong chi tiét, giam chi phi lao
dong thu cong. Thép cuong dd cao, thép ma hop kim chdéng an mon gitp ting kha
nang chiu luc cho két cu, gia ting tudi tho coéng trinh. Cong nghé phu bé mit tién tién
nhu son tinh dién, ma kém nhing néng dugc tng dung rong rii nham nang cao kha
ning chong in mon, chéng oxy hé, dam bao thim m¥ va kéo dai tudi tho cong trinh.

e. Moi trwong ty nhién

Quang Nam nam trong khu vuc khi hdu nhiét déi gi6 mua, c6 mua khé va mua
mua rd rét. Mua mua thudng c6 bio, mua 16n kéo dai gay 1i lut & dong bang va sat 15
dat & mién ni. Lam anh hudng dén hoat dong san xuat nong nghiép, doi sdng nhan
dan va can tré giao thong.

Nhung bén canh d6, Quang Nam c6 loi thé 16n vé tai nguyén thién nhién nhu hé
théng song ngoi, dat dai, khoang san phong pht 13 da voi, than bun, quing sit va cat.
Cac khoang san nay chil yéu phuc vu cho nganh xiy dyng tao thé manh cho cong ty,
nhung can tudn thu cic quy dinh bao vé méi trudng, tranh tinh trang can kiét tai
nguyén va 6 nhiém mdi trudng.

Két luan: Qua phan tich méi truong vi mé cho thay Cong ty TNHH Co khi xdy dung
Hoang Chéu dang hoat dong trong moi trudng c6 nhiéu co hoi vé chinh sach phat trién
ha ting, tai nguyén,... nhung phai d6i mat voi nhitng kho khan thach thic nhu bién
dong kinh té, bao vé mdi truong va thién tai.

* Két lugn chung: Mbi trudng vi md va mdi trudng vi mo cé tac dong song song va
sdu sic dén hoat dong ciia Cong ty TNHH Co khi xay dung Hoang Chéu. Trong bbi
canh nén kinh té phuc hdi sau dai dich, chinh sach dau tu cong vao ha téng, cung voi
dinh huéng phat trién nganh co khi - xdy dyng ctia Chinh phti ¢3 mo ra nhiéu co hi
cho cong ty trong viéc md rong thi trudng, ndng cao nang lyc canh tranh. Bén canh do
xu huéng gia hoa dan sd, yéu cau vé chuyén doi s va cong nghé san xuat hién dai

cling dit ra nhitng thach thic trong viéc doi méi quan tri va phat trién ngudn nhan luc.

35



O gbc d6 vi mo, cong ty chiu tac dong truc tiép tir khach hang, nha cung cap, d6i
thtl canh tranh va cac bén lién quan khac. Sy gia tang ky vong ctia khach hang vé chat
luong san pham va dich vu doi héi cong ty phai chu trong hon dén cong tic quan tri
quan hé khach hang va nang cao trai nghiém.

Moi truong kinh doanh hién nay tao ra nhiéu co hdi nhung ciing di kém véi khong
it thach thac. Do d6, Cong ty TNHH Co khi xdy dung Hoang Chau can c6 nhiing
chién luge linh hoat, tap trung vao doi méi cong ngh¢, nang cao chat luong nguf“m
nhan lyc dé phat trién bén viing.

2.3. Céc yéu té nguon luc
2.3.1. Co sé vt chat

Cong ty TNHH Co khi xay dung Hoang Chau nim toa lac trén duong Qudc 10 1A,
nam & vi tri dac dia ngay trung tdm thi trin Nam Phudc. La noi giao thong sim uét va
1a truc duong chinh cua tinh Quang Nam ndi cac tinh. Tai ddy tao cho Cong ty thu hut
duoc sy chu ¥ cia khach hang, ting kha ning tiép can véi sd luong 16n khach hang
tiém nang nho lwong ngudi va phuong tién qua lai dong. Dudi dy 1a hinh anh thé hién

cong chinh cua Cong ty Hoang Chau:

i"““" v

Hinh 2.1. Cong chinh Céng ty TNHH Co khi xdy dung Hoang Chdu
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Hién nay tong dién tich cta cong ty 1a 7.500m? bao gém cac khu chic ning dugc
bb tri & bang sau:

Bang 2.2 . Bang thé hién dién tich cic khu chirc ning ciia Cong ty

Dién tich sir dung S6 lugng (m?) Ty trong (%)
Nha lam viéc 400 5%

Nha kho 800 11%

Nha xuong 5000 67%

Khu sinh hoat 100 1%

Cong trinh phu 300 4%

San bai, 16i di 400 5%

Dién tich khac 500 7%

Tong 7500 100%

O van phong, may tinh 13 cong cu chinh dé phuc vu cho cong viéc, mdi nhan vién
lam viéc tai van phong s& dugc b6 tri mot may tinh va ban lam viéc riéng.

Cong ty TNHH Co khi Xay dung Hoang Chau la don vi hoat dong trong linh vuc
gia cong co khi va thi cong xay dung cac cong trinh dan dung va cong nghiép. Do dac
thu nganh nghé yéu cau do chinh xac cao va tién do thi cong nhanh chong, cong ty da
dau tu mot hé théng may moc thiét bi hd tro hién dai nham nang cao nang suét, chat
lugng san pham va t6i wu hoa chi phi san xuat. Mot s6 nhom thiét bi nhu:

+ May cit CNC: Puogc str dung dé cit cac vat liéu kim loai theo ban vé ky thuat
v6i d6 chinh xac cao, phuc vu cho qua trinh gia cong khung thép, chi tiét co khi.

+ May han ban tu dong va may han hd quang: Hd tro viéc lip rap, lién két cac cau
kién thép, dam bao mbi han déu, chic chin va dap tmg tiéu chuan ky thuat.

+ May udn thép va may chan ton thuy luc: Gitp dinh hinh cac thanh sét, ton, thép
theo yéu cau thiét ké cong trinh, ting tinh linh hoat trong thi cong.

+Cau truc va xe nang: Phuc vu van chuyén, lép dat cac céu kién c6 kich thude va
trong luong 16n tai cong trinh hodc trong xudng san xuat.

+ Thiét bi do kiém: Bao gom thudc do dién tir, may do do day, thiét bi kiém tra
moi han. .. nham dam bao san pham sau gia cong dat chuan chét luong.

Bén canh hé théng may moc cb dinh phuc vu gia cong co khi, cong ty con dau tu

phuong tién van chuyén va xe thi cong chuyén dung nham dap tng nhu ciu giao hang,
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van chuyén cAu kién va trién khai cong trinh tai hién truong mét cach hiéu qua. Mot )
phuong tién chinh bao gdm:

+ Xe tai cac loai (1,5 tin — 10 tan): Dung dé van chuyén cau kién thép, may moc,
thiét bi va nguyén vat liéu tir xuong dén cong trinh hoic dén dia diém cta khach hang.

+ Xe cAu ty hanh: HJ tro nang ha va lép dit cac cau kién c¢6 kich thuée va trong
luong 16n tai cong trudong, dam bao tién do va an toan lao dong.

+Xe nang hang: Str dung trong xudng san xuit dé di chuyén nguyén vat lidu va san
pham noi bd nhanh chéng, an toan va chinh x4c.

2.3.2. Ngudn nhén lyuc

Nhan sy 1a mot trong nhitng yéu to then chdt quyét dinh dén hiéu qua van hanh,
kha ning canh tranh ciing nhu mutc d6 twong tac va duy tri mdi quan hé 1au dai véi
khach hang ctia mdi doanh nghiép. Pdi voi mot cong ty hoat dong trong linh vuc co
khi xay dung nhu Cong ty TNHH Co khi Xay dung Hoang Chau, ddi ngli nhan su
khong chi can dam bao vé sb lugng ma con can dat yéu cau vé chét luong chuyén mén,
kinh nghiém thyc tién va kha nang dap ng linh hoat véi nhu cau cua thi truong.

Viéc phén tich co cdu nhan sy s& gop phan danh gia rd hon vé thuc trang ngudn
I hién co ctia cong ty, tir d6 1am co sé dé dé xuat cac chinh sach ddo tao, tuyén dung,
cling nhu nang cao hi¢u qua tuong tac voi khach hang trong cac hoat dong kinh doanh.
Co cau nhan su thuong dugc xem xét theo nhiéu khia canh nhu gidi tinh, tinh chét lao
dong va trinh d6 hoc van, nham phan anh toan dién nang luc ndi tai ciia t6 chuc.

Dudi day 1a bang s6 lidu phan dnh co cdu nhan sy hién nay ciia Cong ty TNHH Co
khi Xay dung Hoang Chau qua 3 nam 2022, 2023 va 2024, dugc thu thap tir Phong ké

toan cua cong ty:
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Bang 2.3. Bang co cAu nhan sy tai Cong ty TNHH Co khi xiy dung Hoang Chau

(BVT: Nguoi)

Nim 2022 Nim 2023 Nim 2024 2023/2022 2024/2023
Chénh Chénh
Chi tiéu i i i Chénh Chénh
So lwgng Ty 1€ So lwgng | Ty 1€ | So lwgng | Ty 1€ léch Iéch léch Iéch
ty 1€ ty I1é
Téng s6 lao dong 54 100% | 60 100% | 62 100% | 6 11% |2 3%
I.Phén theo giéi tinh 54 100% | 60 100% | 62 100% | 6 11% |2 3%
Nam 51 94% | 57 95% | 59 95% | 6 12% |2 4%
Nir 3 6% 3 5% |3 5% |0 0% 0 0%
IL.Phan theo tinh chit lao dong 54 100% | 60 100% | 62 100% | 6 11% |2 3%
Truc tiép 47 87% | 52 87% | 54 87% |5 11% |2 4%
Gian tiép 7 13% |8 13% |8 13% | 1 14% |0 0%
II1.Phan theo trinh 49 LD 47 87% | 52 87% | 54 87% |5 11% |2 4%
bai hoc, sau bH, Cb 6 11% 7 12% |7 11% |1 17% 0 0%
Trung cp 2 4%, 3 5% |3 5% |1 50% |0 0%
Cong nhan k¥ thuat 39 2% | 42 70% | 44 1% |3 8% 2 5%
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Nhan xét: Qua bang sb 2.3, nhin chung thi tong s lao dong cua doanh nghiép ¢ xu
huéng ting 1én qua cac nim, nam 2022 tong sd lao dong 1a 54 ngudi, dén nam 2024
tang 1én hon so véi nam 2022 1a 8 nguoi, tirc ting 1én 14%. Su gia tang tong s6 lao
dong phan anh xu huéng mé rong quy mo hoat dong san xuét va thi cong cta cong ty
trong giai doan nay. C6 thé nhan thiy coéng ty dang dam nhan thém nhiéu dy 4n co khi
xdy dung méi doi hoi bo sung nhan sy dé dam bao tién d6 va chét luong cong viée.

Ty 1é lao dong nam trong cong ty duy tri & mic rat cao, chiém tir 94% dén 95%
trong giai doan 2022-2024. Nguoc lai, ty 1€ lao dong nit chi dao dong tir 5% dén 6%
va gan nhu khong thay d6i qua cac nim. Boi vi dic thu cia nganh co khi xay dung yéu
cau nguoi lao dong phai thuong xuyén lam viéc trong méi trudng khic nghiét, ¢é tinh
chat nang nhoc, doi hoi suc khoe, thé luc tdt va kha nang chiu ap lyc cao. Nhiing dac
diém nay phu hop véi thé trang va k¥ nang cta lao dong nam hon so véi lao dong nir.

Trong giai doan 2022-2024, ty 1¢ lao dong truc tiép chiém ty trong cao, & mirc
87%, trong khi lao dong gian tiép chi chiém tir 13% giam con 12%. Lao dong truc tiép
1a Iyc luong thyuc hién cac cong viée chinh tai xudng san xuit va cong truong xay
dung nhu gia cong co khi, lip rap két cau thép, thi cong nén mong va ha tang k¥ thuat.
Véi ddc thu hoat dong chil yéu trong linh vuc co khi xay dung, yéu cau cao vé tién do,
khéi lugng cong viée va tinh thi cong trong thao tac, cong ty ¢ xu huéng duy tri va
tang cuong doi ngili lao dong truc tiép dé dam bao hiéu qua san xuat va thi cong.
Nguoc lai, ty trong lao dong gian tiép (gom cac bo phan ké toan, nhan su, hanh chinh,
quan 1y dy an, kinh doanh...) giit & mirc 6n dinh va c6 xu huéng giam nhe, phan anh
co ciu to chirc gon nhe, tap trung vao van hanh thuc té hon 1a hanh chinh — van phong.
- V& phan theo trinh do lao dong, giai doan 2022-2024 cho thay ty 1& cong nhan k¥
thuat chiém wu thé o rét, dao dong tir 70% dén 72%, véi dic thu hoat dong chinh la
thi cong cong trinh va gia céng co khi, cong ty can mot lyc luong 16n lao dong cé tay
nghé thyc hanh, am hiéu k¥ thuat van hanh may moc, thi cong ngoai cong truong va
c6 kha nang lam viéc theo nhém véi cuong do cao. Do do, cong nhan k¥ thuat luén
chiém ty trong 16n va 13 luc lugng nong cbt trong bd may nhan su cua cong ty. Ty 18
lao dong trinh do cao déng, dai hoc, sau dai hoc chi chiém ty 1¢ nho nhung dang c6 xu
huéng ting nhe tir 11% (2022) 1én 13% (2024). Piéu nay cho thiy cong ty dang ting
budc chu trong dén viéc nang cao trinh dd chuyén moén héa, nhét 13 & cac vi tri giam

sat cong trinh, thiét ké k¥ thuat, ké toan — tai chinh va quan 1y quan hé khach hang.
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2.3.3. Co chu tai chinh

Co ciu tai chinh 13 mot ndi dung quan trong phan anh tinh hinh phan bd va s
dung cac nguon luc tai chinh trong doanh nghiép. Thong qua viéc phén tich co ciu tai
chinh, ¢ thé danh gia muc do an toan tai chinh, kha nang ty chu tai chinh, cling nhu
rti ro tai chinh ma doanh nghiép dang di mat trong qua trinh hoat dong.

Péi voi Cong ty TNHH Co khi Xay dung Hoang Chau — mot doanh nghiép hoat
dong trong linh vuc co khi xdy dung véi dic thu vén dau tu 10n, chu ky san xuét kéo
dai va phu thudc nhiéu vao hop doéng dy 4n — viéc quan 1y co cau tai chinh hop 1y 1a
yéu t6 then chdt gitip dam bao tinh 6n dinh va bén viing trong hoat dong kinh doanh.

Co céu tai chinh ctia doanh nghiép thuong dugc xem xét thong qua céc ty trong
gilta ng phai tra va von chi sé hitu, gilia tai san ngén han va tai san dai han, cling nhu
kha niang dap tng cac nghia vy tai chinh trong ngin va dai han. Viéc phan tich co cu
tai chinh khong chi giup danh gia hiéu qua str dung nguén von, ma con 1a co sé dé dua
ra cac dinh hudng tai chinh phi hop nham nang cao hiéu qua quan tri va phat trién bén
ving

Duéi day 1a bang s liéu thé hién co cdu tai chinh ctia Cong ty TNHH Co khi Xay
dung Hoang Chau trong giai doan 2022-2024:
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Bing 2.4. Co ciu tai chinh ciia cong ty giai doan 2022-2024

(DVT: VND)
Chi tiéu Nim 2022 Niim 2023 Nim 2024 2023/2022 2024/2023
TAI SAN Gia tri % Gia tri % Gia tri % Chénh I¢ch CL % | Chénh léch CL %
‘l;‘mTa‘ san ngan 16.734.184.616 | 46,81% | 18.638.029.955 | 51,95% | 25.965.418.053 | 60,24% 1.903.845.339 | 5,33% | 7.327.388.098 | 20,42%
I..Tién Vf‘l cac
khoin tién tuong 46.649.976 0,13% 57.051.797 |  0,16% 287.265.580 |  0,67% 10.401.821 | 0,03% 230.213.783 | 0,64%
dwong tién
III. Cac khoan
ohii thu 16.073.943 0,04% |  1.743.608.401 | 4,86% | 11.636.368.091 | 27,00% | 1.727.534.458 | 4,83% | 9.892.759.690 | 27,58%
I Phai thu cua 0 0% | 1.727.534.458 | 4.82% | 11.620294.148 | 26,96% |  1.727.534.458 | 4.83% | 9.892.759.690 | 27,58%
khach hang
4. Phai thu khac 16.073.943 0,04% 16.073.943 | 0,04% 16.073.943 0,04% 0 0% 0 0%
IV. Hang tdbn kho | 16.671.460.697 |  46,63% | 16.837.369.757 | 46,93% | 14.041.784.382 | 32,58% 165.909.060 | 0,46% | (2.795.585.375) | -7,79%
1. Hang t3n kho 16.671.460.697 | 46,63% | 16.837.369.757 | 46,93% | 14.041.784.382 | 32.58% 165.909.060 |  0,46% | (2.795.585.375) | -7,79%
B. Taisan daihan | 19.016.930.057 | 53,19% | 17.236.851.006 | 48,05% 17.136.352.193 | 39,76% | (1.780.079.051) | -4,98% |  (100.498.813) | -0,28%
V. Taisan cd dinh | 17.683.277.762 | 49,46% | 16.113.169.212 | 44,91% | 15.246.832.042 | 3537% | (1.570.108.550)  -4,39% |  (866.337.170) = -2,41%
Nguyén gia 25.744.962.902 | 72.01% | 25.744.962.902 | 71,76% | 26.446.934283 | 61.36% 0 0% 701.971.381 |  1,96%
Sé?*t)“ haomon iy | ¢ 61 685.140) | -22,55% | (9.631.793.690) | -26,85% | (11.200.102.241) | -25.99% | (1.570.108.550) | -4,39% | (1.568.308.551) | -437%
VIIL Tai séin khiac | 1.333.652.295 3,73% | 1.123.681.794 | 3,13% 1.889.520.151 |  4,38% (209.970.501) | -0,59% 765.838.357 |  2,13%
éugi“l‘;glff 0 0% 12.062.657 | 0,03% 257.279.590 0.60% 12.062.657 | 0,03% 245216.933 | 0.68%
2. Tai san khac 1.333.652.295 373% | 1.111.619.137 | 3,10% 1.632.240.561 3,79% | (222.033.158) | -0,62% 520.621.424 | 1,45%
TONG CONG
TAI SAN
(200= 35.751.114.673 100% | 35.874.880.961 | 100% | 43.101.770.246 100% 123.766.288 | 0,35% | 7.226.889.285 | 20,14%
110+120+130+150
+160+170+180)
NGUON VON
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I. No ngén han 25.891.314.693 | 72.42% | 25.947.102.705 | 72,33% | 33.082.732.285 | 76,75% 55.788.012 | 0,16% | 7.135.629.580 @ 19,89%
éénphal tra nguol | 3 505.999.690 8,97% |  4.052.596.966 | 11,30% 3.069.104.230 7,12% 846.597.276 | 237% |  (983.492.736) | -2,74%
éénﬁ%igg mua 1|y 508.507.744 11,77% 0 0% 0 0% | (4.208.507.744) | -11,77% 0 0%
5. Phai tra khac 9245611272 |  25,86% | 12.295.611.272 | 3427% | 18.395.611.272 | 42,68% |  3.050.000.000 | 8.53% |  6.100.000.000 | 17,00%
giziihva no thué |53 195.987 25,82% | 9.598.894.467 | 26,76% | 11.618.016.783 | 26,95% 367.698.480 | 1,03% | 2.019.122.316 |  5,63%
II. Vén chi sé o o o
hivu 9.859.799.980 | 27.58% | 9.927.778.256 | 27.67% | 10.019.037.961 | 23.25% 67978276 | 0,19% 91.259.705 |  0,25%
; 5 ng gop cua chi | g 443 707 785 26,42% | 9.483.702.785 | 26,44% 9.533.702.785 |  22,12% 40.000.000 | 0,11% 50.000.000 |  0,14%
floncc?lfl S‘(!y“gﬁéhu‘-’c 416.097.195 1,16% 444.075.471 | 1,24% 485.335.176 1,13% 27.978276 |  0,08% 41.259.705 | 0,12%
TONG CONG

NGUON VON 35.751.114.673 100% | 35.874.880.961 | 100% | 43.101.770.246 100% 123.766.288 | 0,35% | 7.226.889.285 | 20,14%

(500=300+400)
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Nhan xét:

- Nhin chung, qua 3 nim vira qua co ciu tai chinh cta cong ty c6 bién dong ting 1én,
tir ndm 2022 qua 2023 c6 tang nhung khong dang ké, con nam 2023 qua 2024 ting
manh.

- Nam 2022, téng tai san, tong ngudn von 1a 35.751.114.673

- Tong tai san, tong ngudn von nam 2023 so voi nam 2022 ting tir 35.751.114.673 1én
35.874.880.961, tang 1én 123.766.288, tirc tang 0,35% so vdi nam 2022.

- Nam 2024, tong tai san, tong ngudn von ting tir 35.874.880.961 1én 43.101.770.246,
tang 1€n 7.226.889.285, tuong ung v&1 muc tang truong 20,14% so voi nam 2023.

* Co c4u tai san:

Tai san ngin han cta doanh nghiép trong giai doan 2022-2024 c¢6 xu huéng ting
lién tuc va dang ke, tir 16.734.184.616 nam 2022 1én 25.965.418.053 nam 2024, tuong
g v6i muc tang truong 1a 25,75%. Pay 1a dau hiéu tich cuc cho thdy doanh nghiép
dang mé& rong quy méd vén lwu dong nham dap Gng nhu cdu san xuat — kinh doanh
ngan han.

+ Khoan phai thu khach hang ting manh tir 0 dong (2022) 1én 11,62 ty dong
(2024), chiém hon 25% tong tai san. Piéu nay cho thdy doanh nghiép dang mo rong
ban hang theo hinh thirc tra chdm kéo dai 3 thang dé thu hit khach hang, thoi gian
thanh toan dai hon, dé tao diéu kién cho nhiing khach hang gip khé khan tai chinh va
mot phan khién khoan phai thu 16n béi vi cac hop dong roi vao thoi ky cudi ndm 2024 .
Nhung bén canh d6 ton tai nhiing rui ro néu khach hang cham tra hodc mat kha ning
chi tra s& 1am cho khoan phai thu ting 1én, dong tién hoat dong suy giam, ting chi phi
tai chinh do thiéu tién mit, doanh nghiép phai vay ngan hang dé duy tri hoat dong. D&
gip tinh trang mat vén néu khach hang khong tra.

+ Hang ton kho nim 2024 giam tir 16,8 ty (nim 2023) xudng con 14 ty dong,
tuong duong giam gan 17%. Ton kho cao nhung dugc kiém soat tot giup doanh nghiép
chu dong trong san xuét va kinh doanh, khong bi gian doan do thiéu nguyén vat li¢u
hozc hang hoa. Pidu nay dic biét quan trong trong cac nganh c6 chu ky san xuat dai,
hoic trong giai doan nhu cau thi truong ting cao. Viéc duy tri lugng ton kho cao trong
khi kiém soat tot giup doanh nghiép giam phu thudc vao nha cung cip va giam rui ro

dut gay chudi cung ing, nhat 1a trong bdi canh thi trudng bién dong.
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Trong giai doan 2022-2024, tai san dai han ctia doanh nghiép c6 xu hudéng giam
nhe, tir 19.016.930.057 nam 2022 xudng 17.136.352.193 nim 2024. Mirc giam tuong
mg qua 3 nam 1a 5,26%. Su syt giam tai san dai han trén boi vi doanh nghiép da khau
hao hét mot phan tai san c¢b dinh.

+ Tai san cb dinh ludn chiém ty trong cao (gan 50% tong tai san). Piéu nay phan
anh dung dic thu ciia mot doanh nghiép san xuat co khi — xdy dung, von can dau tu
vao nha xudéng, may moc, thiét bi. Tai san ¢b dinh gidm qua cac nam bédi vi da dugc
trich khau hao.

+ Tai san khac chiém ty trong khong 16n, ting muc khong dang ké chi tir 3% lén
4%, su tang 1én nay 1a do chi phi tra trudc thué mat bang nha xudng ciia doanh nghiép.
* Co' cAu ngudn von:

- No ngfm han:

+ Nam 2022, no ngan han 1a 25.891.314.693 dong chiém 72,42% trén tong ngudn von
1a 100%.

+ Nam 2023, no ngan han 1a 25.947.102.705 dong chiém 72,33% trén tong ngudn von
1a 100%, nam nay c6 tang nhung tang nhe, tdng 1én 55.788.012, trc tang 1én 0,16%.

+ Nam 2024, no ngan han 1 33.082.732.285 dong chiém 76,75% trén tong ngudn von
l1a 100%, nam nay tdng manh hon nam trudc, tang 7.135.629.580, tang 19,89%

+ Nguyén nhan cta sy ting 1én nay 1a do sd tién phai tra cho ngudi ban tang 1én nhung
ngudi mua tra tién trudce lai giam xudng. Giai doan nim 2023 sang nim 2024 ting
manh, phai tra khac ting tir 12 ty 1én 18 ty, vay va no thué tai chinh ting tir 9 ty 1én 11
ty do cong ty ting vay ngan hang va tai chinh ngin hang dé tai tro chi phi san xuit,
dau tu.

- Von chu sé hitu

Vén chu so hitu qua cac naim khong bién dong nhiéu, dic diém cta cong ty 1a cong
ty TNHH nén ngudn vén chi so hitu chii yéu dén tir cac thanh vién gép von ban dau
nén khong c6 su bién dong manh vé vén chi so hitu qua cic niam.

Trong khi no ngin han ting hon 27% trong nim 2024 nhung v6n chi s¢ hitu chi
tang 1%. Cong ty ng nhiéu, von cha s¢ hitu it nén nguén von cia cong ty chu yéu la
nguén von vay, nén bi ap lyc trong viéc thanh todn ng va tinh ty chu vé mat tai chinh

thap.
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2.3.4. Két qua kinh doanh

Bang két qua kinh doanh git vai trd quan trong trong viéc phan anh toan dién tinh
hinh hoat dong kinh doanh trong mot ky ké toan nhét dinh. Béo cao nay thé hién cu thé
céc chi tiéu nhu doanh thu thuén, gia von hang ban, 1g1 nhudn gop, chi phi hoat dong,
thu nhap khac va lgi nhuan sau thué, qua do cho théy hi¢u qua hoat dong san XUuét,
kinh doanh cua doanh nghiép. Thong tin tir bang két qua kinh doanh khong chi 1a co
s& dé cac nha quan tri doanh nghiép danh gia hiéu suit van hanh, ma con gitp cac dbi
tugng bén ngoai nhu nha dau tu, cac déi tac kinh doanh dua ra cac quyét dinh phi hop.

Pbi voi doanh nghiép hoat dong trong linh vuc co khi xdy dung nhu Cong ty
TNHH Co khi Xay duyng Hoang Chau, viéc phan tich bang két qua kinh doanh khong
chi nham danh gia muc do hiéu qua cua hoat dong san xudt va tiéu thy san phém, ma
con gitp xac dinh 18 cac yéu to chi phi anh hudng dén lgi nhuan trong bdi canh thi
truong canh tranh khéc liét va chi phi nguyén vat liéu bién dong. Pac biét, trong diéu
kién ty 1& gia vén hang ban chiém ty trong 16n trong co cau doanh thu, bang két qua
kinh doanh déng vai tro then chdt trong viéc chi ra mtc do t6i wu hoa chi phi, kha
nang kiém so4t hoat dong va ning luc tao gia tri gia ting cua doanh nghiép.

Pé co cai nhin toan dién vé hiéu qua hoat dong san xuat, kinh doanh ctia Cong ty
TNHH Co khi Xay dung Hoang Chau trong giai doan 2022-2024, bang sd liéu sau

day sé& trinh bay két qua kinh doanh ctia doanh nghiép trong 3 nam vira qua.
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Bang 2.5. B4o c4o két qua kinh doanh ciia cong ty giai doan 2022-2024

(bVT: VND)
Chi tiéu Niam 2022 Niam 2023 Niam 2024 2023/2022 2024/2023
Gia tri % Gia tri % Gia tri % Chénh léch CL % Chénh léch CL %
1. Doanh thu ban hang
va cung cip 10.351.313.980 | 100% 37.860.361.426 | 100% 21.431.740.425 | 100% 27.509.047.446 | 265,75% | (16.428.621.001) | -43,39%
dich vu
3. Doanh thu thuan vé
ban hang va cung cip
dich 10.351.313.980 | 100% 37.860.361.426 | 100% 21.431.740.425 | 100% 27.509.047.446 | 265,75% | (16.428.621.001) | -43,39%
Ich vu
(10=01-02)
4. Gia von hang ban 9.208.549.233 | 88,96% | 36.242.915.481 | 95,73% | 20.052.389.217 | 93,56% | 27.034.366.248 | 261,17% | (16.190.526.264) | -42,76%
5. Loi nhuin gop vé
ban hang va cung cip
dich 1.142.764.747 | 11,04% | 1.617.445.945 4,27% 1.379.351.208 6,44% | 474.681.198 4,59% (238.094.737) -0,63%
Ich vu
(20=10-11)
6. Doanh thu hoat dong
) 28.641 0,00% 226.394 0,00% 101.172 0% 197.753 0,00% (125.222) 0,00%
tai chinh
7. Chi phi tai chinh 465.110.747 4,49% 753.569.749 1,99% 517.295.963 2,41% 288.459.002 2,79% (236.273.786) -0,62%
Trong d6: chi phi lai
465.110.747 4,49% 753.569.749 1,99% 517.295.963 2,41% 288.459.002 2,79% (236.273.786) -0,62%
vay
8. Chi phi quan ly kinh
doanth 597.297.255 5,77% 766.590.148 2,02% 748.081.786 3,49% 169.292.893 1,64% (18.508.362) -0,05%
oan
9. Loi nhuén thuin tir
80.385.386 0,78% 97.512.442 0,26% 114.074.631 0,53% 17.127.056 0,17% 16.562.189 0,04%
hoat dong kinh doanh
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13.Téng lgi nhuin ké

toan trudc thué 80.385.386 0,78% 97.512.442 0,26% 114.074.631 0,53% | 17.127.056 0,17% 16.562.189 0,04%
(50=30+40)
14. Chi phi thué TNDN | 16.077.077 0,16% 19.502.488 0,05% 22.814.926 0% 3.425.411 0,03% 3.312.438 0,01%
15. Lo¢i nhuin sau
thué thu nhap doanh

64.308.309 0,62% 78.009.954 0,21% 91.259.705 0% 13.701.645 0,13% 13.249.751 0,03%

nghiép
(60=50-51)
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Nhéan xét:
*Hiéu qua san xuat, kinh doanh :

Két qua kinh doanh ciia Cong ty trong giai doan 2022-2024 c6 su bién dong déng
ké. Cuy thé, doanh thu thuan nim 2023 dat 37,86 ty dong, ting manh 265,79% so véi
nam 2022, doanh thu thuan ctia nim 2022 thap do thoi diém d6 thi truong van con dnh
huong cia dai dich COVID nam 2021, ma du an xay dung thi kéo dai 1-2 nam nén
trong nim 2022 cong ty c6 it hop ddng. Qua nim 2023 dang trong giai doan phuc hoi
kinh té, nhiéu cong trinh duoc dau tu nén doanh thu cua cong ty duoc ting vot. Tuy
nhién, sang nam 2024, doanh thu chi dat 21,43 ty déng, giam 43,39% so véi nam trudc,
cho thay hoat dong kinh doanh bat dau gap kho khin do bién dong thi truong. Thép, xi
ming, vat tu co khi ting gia do bién dong thi trudng qudc té va chi phi logistics leo
thang da 1am ting gia von hang ban, trong khi kha ning diéu chinh gia ban san pham
dau ra ciia cong ty bi han ché vi canh tranh. Theo sb liéu nganh, gia thép xay dung
trong nudc nam 2024 co luc ting 8-12% so v6i cung ky 2023 do chi phi san xudt va
nhap khau ting. Bén canh d6, trong nam 2024 mot s6 du an xay dung cong nghiép va
ha téng bi cham tién d6 do chinh sach kiém soat vdn dau tu cong va tin dung that chat,
dic biét trong quy I va II. Piéu nay dan dén giam sb luong hop dong méi va gian doan
thanh toan tir khach hang, anh hudng truc tiép dén dong tién va doanh thu ctia Hoang
Chau.

- Gia von hang béan ting twong (mg voi doanh thu thuan, cho thdy mdi quan hé chat
ché giita doanh thu va chi phi san xuit/cung cip dich vu. Nam 2023 ting manh 1én gin
gap 3 1an so v4i nam 2022, ting 261,17%. Qua nam 2024 doanh thu thuan giam lam
cho gia vén hang ban ciing giam, giam 42,76% so voi ndm 2023. Gia vén hang ban
chiém ty trong cao roi vao khoang 89% - 95% doanh thu thuan, gid nguyén vat liéu
dau vao rat cao cong thém chi phi nhan cong tuy vy nhung cong ty van ¢ ging mua
nguyén vt lidu v4i gia cao dé giir chan khach hang va dan dén lgi nhuan gop it. Qua
d6 cho thdy k¥ ning kiém soat hang ban cta doanh nghiép con han ché vi vay can co
cic chinh sach tot hon. Loi nhuin gdp nam 2022 1a 1.142.764.747, nim 2023 loi
nhuan gdp tang 1&€n 4,59% so vo1 nam 2022. Nam 2024 giam hon so v6i nam 2023 1a
0,63%.

- Loi nhuan thuan qua 3 nim ciia cong ty & muc thap, boi vi chi phi 13i vay va chi

phi quan 1y kinh doanh nhu lwong, bao hiém, chi phi hanh chinh, chi phi khau hao
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TSCD.... chiém ty trong cao. Béi vi cong ty cha yéu tir vay no ngan hang nén chi phi
tai chinh cao anh huéng dén loi nhuan thuan cta cong ty, dong thoi ciing ting ap luc
tai chinh voi cac khoan no ngin han, nhung do cong ty c¢6 ngudn von chu it va dic
diém cua cong ty 1a TNHH nén khé huy dong ngudn von tir d6 viée vay no 1a giai
phap tbt nhat dé cong ty tiép tuc duy tri hoat dong va phat trién hoat dong kinh doanh.
2.4. Thyc trang hoat dong quan tri quan hé khach hang tai doanh nghiép

Hién nay, hau hét cac cong ty déu phai duong dau vé6i su canh tranh gay git trén
thi truong. Nhan thirc dugc viéc canh tranh cia thi truong Viét Nam tac dong dén
nganh co khi xay dung, Cong ty TNHH co khi xay dung Hoang Chéu da uu tién viéc
xdy dung san pham ctia minh nham huéng tdi khach hang vi khach hang chinh 1a tai
san quan trong d6i véi Cong ty va 1a ngudn gia tri tao ra doanh thu cho Cong ty. Vi
vy, Cong ty da xay dung cho minh mét hé thong co so dit liéu, quan 1y tat ca nhiing
thong tin khéch hang cua minh.

Khach hang cua Cong ty TNHH co khi xay dung Hoang Chau khong phéan theo do
tu6i. Bén canh d6, san pham ma Coéng ty cung cip cho khach hang d6 1a nha thép tién
ché, cac san pham co khi,... Chinh vi thé, da s6 phan 16n khach hang cua Cong ty 1a
khach hang t6 chire. Khach hang to chirc 1 tén goi chi cac khach hang doanh nghiép,
cong ty, td chirc kinh doanh, hoac phi loi nhuan c6 nhu clu sir dung san phém ma don
vi khac cung cap.

Hoat dong quan tri quan hé khach hang cuia Coéng ty TNHH co khi xdy dung
Hoang Chéu tip trung vao nhitng khach hang méi. Trong khi d6, dé ton tai va phat
trién trong nén kinh té c6 xu hudng toan cau hoa, doi hoi nhiéu Cong ty phai c6 tinh
hoi nhép va canh tranh. Véi viéc Cong ty tap trung quan tri vao khach hang maéi s€ bd
16 nhitng khach hang trung thanh. Giira viéc tap trung tao dung mdi quan hé tot véi
khach hang tiém nang la khach hang méi véi viée xdy dung long tin véi khach hang
trung thanh 1a khach hang cii thi diéu hién nhién khach hang trung thanh bao gid ciing
tao ra gia tri 16n cho Céng ty, bén canh dé, giup Cong ty giam dugc nhiéu chi phi hon
vao viéc khach hang tiém ning.

Quan tri quan hé khach hang cuia Cong ty dugc ap dung theo md hinh IDIC.
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2.4.1. Nhan dién khach hang (Identify)

Hién nay, Cong ty TNHH Co khi xay dung Hoang Chau tiép can khach hang chi

yéu thong qua cac phuong thiic truyén thong va mang ludi moi quan hé c6 san nhu:

- Tiép can truc tiép thong qua cac du an thuc dia, cong trinh xay dung.

- Puoc gidi thiu tir cac khach hang cii.

- Ngudn khach hang chinh dén tir cac doanh nghiép xay dung, chu dau tu cong

trinh dan dung va cong nghiép tai tinh Quang Nam va céc tinh lan can.

Co s¢ dit lidu khach hang ctia Cong ty hién nay dugc luu trit chi yéu dudi dang

bang tinh Excel, do bd phan kinh doanh ty xay dyng va cap nhat. Cac thong tin dugc

ghi nhan bao gom:

+ Ho tén khach hang

+ S dién thoai, dia chi

+ Loai cong trinh da str dung

+ Gia tr1 hop dong
STT CONG TRINH CHUDAUTU PIA CHI SO DIEN THOAI o HOP ONG T
Gié tri khoi heong hoén thanh Goithiu:  |CONG TY TNHH MOT $6 23 dudmg Ngb Quyen, phuomg
Xy lip. ‘ THA_NH VIEN _ ThﬁnngL ’ 026? 39’50017 20012024 1,989.977.000
Dy én: Chinhanh Hoa Phi - Congty | XUAT NHAP KHAU 2-9 DAK |thanh pho Budn Ma Thugt, tinh Dak | (LE BUC HUY)
TNHH MTV XNK 2-9 ik Lk LK Lk, Viét Nam
Thmé quyén st dung &t v nha xong gin | Coug ty Co Phan Tgp Doan Hoa |374 Neti Hanh Son, Phwomg M§  |y0n5 065 777

Alién voi dit it ngay 23/01/2024 dén Sen - Chi Nhanh Thanh Pho B4 | An, Quin Ngii Hanh Son, Thinh (NGUYEN VAN BINH) 23/01/2024 400.000.000
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it - Cli Nbéuh Tinh Quing Tr v;-m an Lo, Tauh Quing T | yerrven v THY S R
Thué mt bing, nhi xurong ti ngiy Cong Ty C6 Phin Tép Doan Hoa |Quéc 1o 1A, Thén Quing Tin, Xa 0981 008 991

5 16501""__’024 den het ng_ﬁy 15/06/2024 theo  |Sen Phude Loc, Huyén Tuy Phude, (PHAM XUAN GI0I) 25/03/2024 200.000.000
Hop dong thué lpi quyén sit dung détky | - ChiNhanh Tinh Binh Djnh | Tinh Binh Dinh, Viét Nam :

[T £ 2 N . " - . R . a b} " B ) - Ty
Gid ml:hothro'r?ghoan thanh Gia cong lip CONG TY CO PHAN To -.-Than Liéu Tri, X Binh 0905 100 181 ‘
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trinh: CONGTY COPHANHOA  [Phuine Dién Nam Dong, THiXa 0236 3737 868 ‘
st . " . T S : ; 17/0412024 3.451.638.659
Nha may gia eong co khi, Hang mue: Xy |CHAT CONG NGHE CAQ Ditn Ban, Tinh Quang Nam, Vigt  |(NGUYEN BAO HOP)
dyng nha méy, EURONANO Nam
Céng Ty C6 Phan Tép Doan Hoa [S6 11 Nguyén Van Linh, Phuéng 0981 005782
8|Sira chiva kho b Sen An Hia, e R 041052024 1.585.000.000
_ ; _ fhi Nhanh Tinh Thita Thiﬁn Thénh PhA Fné Tinh Thita Thién
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Hinh 2.2. Hinh anh minh hoa data khdch hang trén trang tinh
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- Cac khach hang 16n nhu Cong ty CP Tap Poan Hoa Sen, Cong ty TNHH Xuat
Nhap Khiu 2-9, Cong ty CP Hoa Chiat Cong Nghé Cao EURONANO, D.H
(CAMBODIA) RUBBER CO., LTD... Nhitng doanh nghiép nay mang lai gié tri hop
ddng 16n cho cong ty, dimg dau 13 Cong ty CP Tap Poan Hoa Sen, doanh nghiép c6
tan suat mua hang 16n nhat trong nim vira qua. Vé dic diém cua cac doanh nghiép nay
thi nhin chung ho déu c6 quy mé 16n, nén yéu cau rat khat khe vé chat lugng san pham,
quy trinh san xuit, yéu cau k¥ thuat chi tiét nhu tiéu chuan chat luong ISO, thoi gian
giao hang cuy thé, cac diéu kién bao hanh, tiéu chuan an toan va bao vé méi trudng.

- Cac khach hang nho nhu Céng ty TNHH Thiét bi cong nghiép Mai Gia Phic,
Truong mau gido sé6 1 Nam Phudc,...Nhitng khach hang ndy c¢6 quy md nhd, gia tri
don hang khong 16n, tan suat mua hang chi mot vai lan/nim. Mic du nhé nhung ho
thuong dé ra yéu cau vé chat luong va kém theo gia phai thap. Piéu nay lam cho cong
ty thu lai rat it loi nhuan, doi khi khong du bu cho chi phi san xuat.

Viéc tiép cin va phat trién khach hang tiém ning 1a yéu té quyét dinh trong viéc
duy tri va m¢ rong thi truong. Mot trong nhitng phuong thirc hi€u qua trong viéc xay
dung mbi quan hé v6i khach hang tiém ning 13 thong qua truyén miéng. Cong ty
Hoang Chau di xuat sic trong viéc tiép can khach hang thong qua cach dé. Truyén
miéng van 1a mot cong cy manh mé trong nganh xay dung. Khi mot khach hang hién
tai hai long véi chét luong san phém va dich vu, ho c6 xu hudng chia sé trai nghiém
tich cuc ctia minh véi nhitng nguoi xung quanh. Piéu ndy tao ra mot vong tron lan toa
thong tin c6 strc anh hudong manh mé. Bén canh do, van tdn tai han ché dang lo ngai la
hoat dong tiép can khach hang méi van con thu dong, chu yéu dua vao cic méi quan
hé quen biét trong nganh. Céach tiép cén nay tuy phu hop trong ngin han, nhung vé lau
dai s& han ché kha nang mo rong thi truong, gidm mic do nhan dién thuong hi€¢u va
khién cong ty kho tiép can dugc cac nhom khach hang tiém ning ngoai ving.

2.4.2. Phan biét khach hang (Differentiate)

Sau khi nhan dién khach hang, cong ty TNHH Co khi Xay dung Hoang Chau phan
biét khach hang dya trén hai can ctr d6 la gia tri va nhu cau.

- Phan biét khach hang theo gid tri véi 4 tiéu chi nhu sau:

+ Tiéu chi 1: Doanh thu 1 yéu t6 ddu tién phan anh mic d6 dong gop thuc té cua
khach hang vao két qua kinh doanh cuia doanh nghiép. Trong mdi truong san xuat — thi

cong, noi chi phi dau tu c6 dinh 16n va vong quay von cham, viéc xac dinh nhom
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khach hang tao ra ty trong doanh thu cao 1a diéu kién tién quyét dé doanh nghiép duy
tri on dinh tai chinh va phat trién bén viing. Viéc dinh vi nhém khach hang c6 gié tri
cao giup doanh nghiép uu tién nguon lyc nham gia ting sy hai long, trung thanh va
kha nang sinh lgi 1au dai. Ngoai ra, viéc nhan dién muc do doanh thu cling cho phép
danh gia hiéu qua hop tac va ning luc tiéu thy san pham & ting nhém khach hang, tir
d6 diéu chinh chinh sach gia, chiét khau, dich vy hau mai phu hop.

+ Tiéu chi 2: Thoi gian hop tac giita khach hang va doanh nghiép phan anh chiéu
sdu cua mdi quan hé kinh doanh va mutrc do gan bé qua thoi gian. Trong diéu kién thi
truong bién dong, cac mbi quan hé hop tac dai han c6 ¥ nghia chién luoc boi ching
giam thiéu rui ro bién dong don hang, nang cao sy hiéu biét 1an nhau trong cac yéu cau
ky thuat va diéu kién giao dich, déng thoi tao diéu kién cho su tuong tac on dinh trong
chudi cung mg. Thoi gian 1a yéu té tich lily niém tin va hiéu qua giao tiép gilta cac
bén. Do vay, viéc phan loai khach hang theo thoi gian hop tac giap doanh nghiép xéac
dinh duoc dau 12 nhom khach hang trung thanh — nén tang cot 18i cua chién lugc giir
chan va phat trién khach hang trong dai han.

+ Tiéu chi 3: S6 lwong don hang /ndm nod danh gia mic d6 tuong tac thyc té giira
khach hang va doanh nghiép. Khong giong nhu doanh thu, tan suét giao dich phan anh
hanh vi mua hang lap lai, 1a mot trong nhitng yéu t6 nén tang dé xac dinh nhom khach
hang than thiét. Trong nganh co khi x4y dung, viéc duy tri dugc cac khach hang co
don hang dinh ky, ké ca véi gia tri trung binh, van dong vai trd quan trong trong viéc
6n dinh ning sut van hanh va quan 1y dong tién hiéu qua. Viéc phan loai khach hang
theo s6 luong don hang gitip doanh nghiép dinh hudng chién luge giit chan va khuyén
khich hanh vi tiéu dung lap lai.

+ Tiéu chi 4: Tinh thanh khoan ciing 1 mot yéu té quan trong, né phan anh kha
ning va cam két tai chinh cua khach hang trong viéc thanh toan cac nghia vu phat sinh
tir hop dong. Nganh co khi xdy dung c6 dic diém 1a chu ky hop dong dai, gia tri thanh
todn 16n va thuong ap dung chinh sach tin dung thuong mai, vi¢c ddnh gia va phan loai
khach hang theo tiéu chi thanh khoan 1a diéu kién bat budc dé phong ngira rii ro ng
x4u va mat kha niang thu hoi vén. Cac khach hang c6 lich st thanh todn ding han 1a
nhom it rii ro va ¢6 thé duoc vu tién trong chinh sach tin dung, trong khi nhom khach
hang c6 thanh khoan kém can duoc kiém soat chit ch& hoic yéu cau hinh thtrc thanh

toan trudc.
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- Phéan biét khach hang theo nhu cau c6 rat nhiéu tiéu chi, nhung Cong ty Hoang
Chéu chon tiéu chi yéu cau k¥ thuat. Tiéu chi nay dic biét co ¥ nghia vi phan 16n san
pham ciia cong ty 13 két cau thép, khung nha xudng, bon chira, v.v..., déu doi héi mirc
d6 gia cong, ché tao va lip dung twong d6i cao. Viéc phan loai mirc d6 yéu cau k¥
thuat theo timg nhoém khach hang giup doanh nghiép danh gid dugc mic do dau tu
nguén luc, thoi gian thuc hién va chi phi phuc vy, tir d6 dua ra chién lugc dinh gia va
phan bd ning luc san xuat hiéu qua hon. Ba cip d6 yéu cau ky thuat dugc xac dinh
nhu sau:

+ Muc don gian: Khach hang dat hang cac san pham c6 két cdu tiéu chuin ma
cong ty da ting san xuat hodc ¢ san thiét ké mau. Khong yéu cau tiy bién thong sé ki
thuat, chét liéu, hodc quy trinh san xuét dic biét. Hd so ky thuat co thé tai sir dung tur
cac dy an trude. Mic don gian giup doanh nghiép dé 1én ké hoach san xuét, thoi gian
xtr Iy don hang nhanh, it phat sinh chi phi thiét ké va giam sat ky thuat. Phu hop dé san
xuat hang loat hoidc trong thdi gian cao diém, gitip t6i wu hoéa ning luc van hanh va
giam chi phi don vi san pham.

+ Mt ¢6 chinh sira nho: Khach hang yéu cau diéu chinh mot sb chi tiét trong thiét
ké nhu kich thudc, thay d6i mau son,...nhung khong thay doi két cau tong thé hodc
nguyén 1y san pham. Mirc ndy 1am ting nhe chi phi san xuit do phai thay d6i quy trinh
hodc nguyén vat liéu, c6 thé anh huong dén tién d6 néu khach hang thay ddi yéu cau
sat thoi gian san xuat.

+ Muc phire tap: Khach hang chi néu yéu cau stir dung va yéu cau cong ty thiét ké
tir dau. San phém yéu cau ky thuat cao nhu chiu luc dac biét, kha nang chéng an mon,
son phi bao vé nhiéu 16p,... Dbi voi muc ndy cong ty phai ton kém dang ké vé thoi
gian thiét ké, khao sat hién trudng, 1ap trinh gia cong va kiém tra chat lugng. Nguy co
phat sinh sai sot k§ thuat hodc diéu chinh 1p lai trong qué trinh trién khai. Gay 4p luc
1én hé théng nhéan sy k¥ thuat va quan 1y tién do, doi hoi nang luc diéu phéi cao.

Véi viée phan biét khach hang theo gid tri va nhu cau nhu trén mang lai rat nhiéu
loi ich d6i v6i doanh nghiép. Cong ty da xay dung hé thng tiéu chi phan loai khach
hang duya trén ca gia tri tai chinh (doanh thu, tinh thanh khoan, s6 lugng don hang, thoi
gian hop tac) va nhu cau ky thuat, giap danh gia khach hang mot cach toan dién va
chinh xac hon. Viéc két hop ca yéu t tai chinh va k¥ thuat phu hop véi dic thu nganh

co khi xdy dung, noi yéu cau ky thuat rat quan trong.
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Tiéu chi vé yéu cau k¥ thuat rat phu hop v6i nganh co khi xdy dung, bai muc do
phtc tap k¥ thuat co anh huéng 10n dén chi phi, thoi gian va nang luc san xuit. Viéc
phan loai nay gitp cong ty du doan va phan bo nang luc san xuét, dinh gia ding.

2.4.3. Ca biét hoa khach hang (Customize)

Dua vao cach thirc phan biét nhu trén, cong ty Hoang Chéu tién hanh ca biét hoa
khach hang theo phuong 4n cho diém nham dam bao tinh toan dién khi khai thac cac
tiéu chi, cu thé nhu sau :

* Poi v6i tidu chi doanh thu, ndé phan anh muc do dong gop tai chinh ciia khach
hang, tac dong dén hiéu qua hoat dong ctia doanh nghiép dugc ap dung nhu sau:

+ Khach hang mang lai doanh thu tir 2 ty tr¢ 1én s& duoc 5 diém

+ Mirc doanh thu khach hang mang lai tir 500 triéu dén dudi 2 ty s& dugc 3 diém

+ Va doanh thu dudi 500 triéu s& tuong ung 1 diém.

* P6i voi tinh thanh khoan, 13 kha ning thanh toan cac khoan no dang han, bao
gdm ca tra trudc, tra sau hodc theo tién do hop ddng, Hoang Chau ap dung nhu sau:

+ Khach hang dugc chim 5 diém néu c6 kha ning thanh toan rat tot, luén thanh
toan 100% gi4 tri cua hop dong dung han.

+ Khéch hang thanh todn 85- 95% cac khoan ng dang han, 5-15% c6 phat sinh
cham tré nhe tir 5-10 ngay nhung khong gy ra anh hudng dén hoat dong ctia cong ty,
khach hang nay duoc 3 diém.

+ Va khach hang chi thanh toan dudi 85% cac khoan ng ding han, con trén 15%
khoan ng khach hang thanh toan cham tré qua 60 ngay, khach hang nay dugc cham 1
diém.

* P6i voi tidu chi vé thoi gian hop tac, noi 1én chat lugng ciia mdi quan hé va kha
nang duy tri l¢1 ich bén viing gitra cac bén, dugc ap dung nhu sau:

+ Khach hang hop tac véi doanh nghiép lién tuc trén 3 ndm va khong gian doan
duoc cho 1a rat 6n dinh va twong Gmg véi mic diém 1a 5.

+ Khach hang duogc cho 13 twong d6i 6n dinh c6 mirc hop tac tir 1 dén dudi 3 nim,
c6 thoi diém tam ngung nhung quay lai, twong tng véi muc 3 diém.

+ Va khach hang khong 6n dinh, méi hop tac dudi 1 nam, chi ¢ giao dich ngan
han, tuong g voi 1 diém.

* Poi véi tiéu chi vé s6 don hang/nam, 14 chi s6 phan 4nh mirc do duy tri quan hé

giao dich gitra khach hang va doanh nghi¢p duop ap dung nhu sau:
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+ Nhitng khach hang mua hang trén 5 don/nim duoc cham 5 diém

+ Khach hang mua tir 2—4 don/nim 12 3 diém

+Va chi 1 don/nam 13 1 diém.

* POo1 voi tiéu chi yéu cau ky thuat, ti€u chi noi lén mirc do phurce tap trong yéu cau

san pham, dugc ap dung nhu sau:

+ Cac khach hang co6 yéu cau k¥ thuat don gian duge chim 5 diém

+ Truong hop khach hang ¢ yéu ciu diéu chinh nho, chi anh hudng dén mét phan

trong san pham, khong 1am thay d6i ban chét k¥ thuat, khong yéu cau phai thiét ké lai,

van nam trong kha nang thyc hién sé duoc 3 diém

+ Nhiing khach hang c6 yéu cau phirc tap, phai thiét ké va ché tao theo timg yéu

cau cu thé cua khach hang dugc cham 1 diém.

Qua cach cho diém nhu trén, bang dudi day s€ 1a mot vi du minh hoa cach doanh

nghiép ap dung dé cham diém va so sanh gitta cac khach hang:

Bang 2.6. Bang minh hoa ca biét héa khach hang theo phwong an cho diém

Khach

hang CoPg ty CP Cong ty TNHH Céng ty Mai Truogg Mau
Tap doan 29 Gia Phiic giao
Ticu chi Hoa Sen bak Lak Duy Trung
Doanh thu 4,7 ty 58 |19ty 3d 300 triéu | 1@ | 150 tri¢u | 1d
. 100% 100% 100% <85%
Egl;;hanh ding 5d | dung 5d ding 5d | dung 1d
han han han han
2;‘“ ganhop | o3 am |5d |1-3n4m [3d | 1-3nim |3d | <lnim | 1d
50 don S5don |54 4don |3d¢ |ldon |1d | l1don | 1d
hang/ndm
Al A1 Co
Yeucduky | pih 3¢ P 1s¢ Phgctp |14 | PO" | sd
thuat sira gian gian
Tong diém 23d 194 11d 9d

Sau khi ca biét duoc nhitng nhom khach hang dya trén tong diém cua bang vi du

minh hoa, cong ty Hoang Chau phan nhém dya trén tong diém ciia 5 chi tiéu nhu sau:

+ Khach hang chién luoc: S6 diém tir 20-25 diém twong tng v6i 5 chi tiéu

+ Khach hang than thiét: S6 diém tir 15-<20 diém
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+ Khach hang tiém nang: S6 diém tir 10-<15 diém

+ Khach hang khong hiéu qua: Dudi 10 diém Gmg v6i 5 chi tiéu

Viéc ap dung phuong phap cho diém trong ca biét hoa khach hang di mang lai cho
Cong ty TNHH Co khi Xay dung Hoang Chau nhiéu loi ich thiét thuc trong quan tri
quan h¢ khach hang, cu thé nhu sau:

+ Th nhét, viéc st dung cac tiéu chi cu thé cung voi hé théng thang diém dinh
lugng rd rang, minh bach gitip danh gia khach hang mot cach dinh luong, dé so sanh
va theo doi su thay doi theo thoi gian.

+ Thir hai, thong qua két qua phan loai khach hang dua trén diém sd, doanh nghiép
c6 thé thiét 1ap cac chinh sach uu dai twong (mg voi timg nhom khach hang, chang han
nhu: khach hang chién lugc, khiach hang than thiét, khach hang tiém nang va khach
hang khong hi¢u qua. Su khac biét hoa trong chinh sach gia, phuong thic thanh toan,
dich vu hau mai hay hd tro k¥ thuat sé gop phan ting cuong muc do tuong tac va sy
hai long cua khach hang dbi v6i doanh nghiép.

Bén canh nhiing loi ich d6, phuong 4n chdm diém vAn t6n tai nhitng han ché nhat
dinh. Cu thé, phuong an chidm diém hién nay bi gidi han trong su linh hoat theo thoi
gian. Phuong phap cho diém thudng dugc xay dung dua trén dir liéu qua khir va phan
anh trang thai tinh ciia mdi quan hé khach hang tai thoi diém danh gia. Tuy nhién,
trong boi canh thi truong va hanh vi khach hang ludn bién dong manh mé, viéc sir
dung mot hé théng chdm diém cd dinh dé din dén tinh trang khong con phi hop véi
thuc té.

2.4.4. Twong tac voi khach hang (Interact)

Sau khi d3 c4 biét dugc cac nhom khach hang, cong ty Hoang Chau tién hanh trién
khai céc chinh sach vu dai twong tac vdi cac nhém khach hang néu trén:

* Khdch hang chién ligc

+ Khéach hang dugc cung cap san pham gia cong theo yéu cau ky thuat, cho phép
tly chinh miu mi, str dung vét liéu cao cip nhu thép khong gi, ma k&m nhung nong,...
va dugc giam gia truc tiép 5% so voi bang gia niém yét. Cong ty cho phép khach hang
chia nho thanh toan thanh 3 dot 20% - 40% - 40% va duoc hd tro mién phi van chuyén.

+ Bén canh d6, chinh sach bao tri mién phi kéo dai dén 18 thang, bao gom dich vu

kiém tra k¥ thuat dinh ky tai cong trinh va thay thé linh kién néu phat hién 15i. Néu
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khach hang can hd tro bao tri khi da qua thoi gian 18 thang, cong ty s& hd trg giam
30% chi phi cho khach hang.

+ Vé chiét khau, khach hang chién lugc con duge giam thém 2-3% tong gia tri
hop ddng néu thyc hién thanh toan sém hon han da giao.

+ Pong thoi, cong ty cling trién khai chinh sach hoa hong hap din, véi muc thudng
2% gia tri hgp dong néu khach hang gidi thiéu dugc ddi tac méi ky két don hang trén 1
ty dong, kém theo qua ting ki thuat c6 gia tri tir 5 dén 10 triéu dong.

+ Ngoai ra, vao cac dip 18 nhu tét, cong ty s& gtri thu chiic mimg kém theo lich treo
tuong hodc lich dé ban. Vao nhitng dip sinh nhéat, cong ty s€ giri banh kem thay 101
chtic ming dén khach hang dé thé hién su quan tdm tir d6 gitip ting sy gan két véi
nhau hon.

* Khdch hang than thiét

+ Pb6i voi nhém khach hang nay, cong ty cho phép lwa chon gitta cac dong tiéu
chuan va nang cap. Mirc vu dii gia dat 3% va dugc hd tro ban vé thiét ké ky thuat
mién phi. Cong ty hd trg van chuyén trong ban kinh 50km va cho céng ng ngan han tir
7-10 ngay.

+ Chinh sach bao tri 4p dung mién phi trong vong 12 thang, kém theo mot lan thay
son chéng gi dinh ky néu phat hién bong tréc.

+ Ngoai ra, khach hang than thiét s& nhan muc chiét khau 3% cho don hang >500
triéu va duoc giam thém 2% néu tai ky trong vong 6 thang.

+ V& chinh sach hoa hong, cong ty trao thudng bang phiéu mua hang tri gia 2 triéu
ddéng cho mdi luot gidi thidu thanh cong, dong thoi ting phu kién k¥ thuat theo quy
néu doanh thu dat muc chi tiéu.

* Khdch hang tiém ning

+ Ho duoc giam gia 3% cho don hang dau tién, khong yéu cau khach dit coc trude
va dong thoi s& khong hd tro cong ng. Mién phi van chuyén néu dit hang trong vong
10 ngay sau tu van.

+ Chinh sach bao tri chi 4p dung trong 6 thang dau, néu c6 nhu ciu bao tri thém s&
phai tra phi v&1 mue vu dai gidm 20%.

+ Chiét khiu chi 4p dung tir don hang thtr hai tré di, khi dat >200 triéu trong vong

6 thang, v&i mirc chiét khau 13 2%.
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+ Hinh thitc hoa hong ¢ nhém nay cha yéu 1a hién vat, nhu thé mua hang 500.000
dong cho mdi luot gidi thidu co phét sinh don hang.

* Khach hang khong hiéu qua

+ Ho chi duoc cung cdp ban v& ki thuat phat thao, khong duoc giam gid va phai
thanh toan trudce 30% gia tr1 don hang.

+ Bao tri chi 4p dung cho 3 thang dau, néu sau khoang thoi gian nay khach hang
yéu cau thi phai tra chi phi theo muc gia cong khai.

+ Khong ap dung khuyén mai, chiét khau, hodc qua ting kém, trir khi khach hang
thay d6i hanh vi mua hang trong vong 12 thang lién tuc.

+ Néu khach hang c6 dau hiéu cai thién, ting gia tri mua hang 1én 200 tri¢u/quy,
thanh toan dung han trong 2 don lién tiép c6 thé nang han 1én khach hang tiém ning va
duoc hudng cac chinh sach uu dai ciia khach hang tiém ning.

Chinh sach tuong tac véi khach hang ctia Cong ty TNHH Co khi Xay dung Hoang
Chau dat dugc nhirng thanh tyu quan trong trong viéc phan loai va ap dung cac uu dai
phu hop cho ting nhém khach hang. Cong ty da phan chia khach hang thanh cdc nhom
rd rang, tir khach hang chién lugc dén khach hang khong hiéu qua, qua do gitp tdi vu
hoa cac chién luge chim séc va duy tri moi quan hé lau dai. Chinh sach wu dii linh
hoat va da dang vé6i cac chwong trinh giam gi4, chiét khau, hd trg van chuyén mién phi,
va bao tri mién phi d3 nang cao su hai 1ong va khuyén khich khach hang duy tri moi
quan hé bén viing. Ngoai ra, cong ty ciing trién khai chinh sich hoa hong hap dan cho
viéc gidi thiéu khach hang méi, giip moé rong mang ludi khach hang va tang trudng
doanh thu. Cong ty con chu trong vao viéc duy tri méi quan hé 1au dai véi khach hang
qua cac hanh dong nhu guri qua ting, thu chiic ming vao cac dip 1€ va sinh nhat, tir 6
tao dung su gin két va 1ong trung thanh tir phia khach hang.

Nhung bén canh do, van ton tai han ché d6 1a chinh sach tuong tac ddi véi khach
hang khong hiéu qua con cung nhic. Thiéu cac bién phap chu dong dé cai thién mdi
quan hé v6i nhom ndy ngoai viée chd ho “ty cai thién”. Diéu nay c6 thé khién cong ty
b6 15 co hoi chuyén doi.

2.4.5. Po lwong hoat dong quan tri quan hé khach hang
2.4.5.1. Phuwong phap do luwong
Cong ty Hoang Chau dung phuong phap khao sat bang bang hoi dinh luong ddi

v6i cac khach hang dang hop tac nhim xac dinh muc d6 hai long ctia khach hang ddi
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v6i cac khia canh chinh trong mdi quan hé v&i doanh nghiép. Téac gia da xdy dung
bang khdo sat véi 10 ti€u chi danh gia mirc do hai long, céc tiéu chi dé6 dugc do luong
dua trén thang do Likert 5 mirc d6 (tir 1 dén 5) va bang khao sat dugc dinh kém & phu
luc.

S6 lugng khao sat: 20 mau hop 18.

Hinh thirc thu thap: Bang hoi phat tryc tiép va guri qua email.
2.4.5.2. Phuwong phap xit 1y s6 liéu

Sau khi thu thap dit liéu, tién hanh ma héa va nhap dit liéu vao phan mém Excel dé
xtr 1y. Cu thé nhu sau:

+ Tinh gid tri trung binh cho ting ti€u chi danh gia;

+ Phan loai mirc do hai long theo thang phan loai:

Piém trung binh Mirc hai long
4.20 - 5.00 Rét hai long
3.40-4.19 Hai long

2.60 - 3.39 Binh thuong

1.80 - 2.59 Khong hai long
1.00 - 1.79 Rét khong hai long

2. .4.5.3. Két qua

Két qua khao sat 20 khach hang dang hop tac ctia Cong ty TNHH Co khi Xay
dung Hoang Chau cho thidy muc d6 hai 1ong nhin chung dat muc kha tich cuc, voi tat
ca cac tiéu chi déu ndm trong khoang tir 3.51 dén 3.89 diém trén thang do 5 diém. Két
qua dugc biéu thi nhu sau:

Bang 2.7. Két qua khao sat do ludng murc d6 hai 10ng ctia khach hang

Tiéu chi dianh gia Piém trung binh Mirc hai long
Chét lugng san pham 3,508773726 | Hai long
Gidca 3,641729813 | Hai long
Giao hang 3,608966445 | Hai long
H6 tro k¥ thuat 3,629942778 | Hai long
Giao tiép nhan vién 3,548789287 | Hai long
Chinh sach hau mai 3,57698625 | Hai long
Cham s6c khéach hang 3,661757085 | Hai long
Linh hoat yéu cau 3,660355305 | Hai long
Cép nhat thong tin 3,890900055 | Hai long
Hai long chung 3,661505035 | Hai long
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Két qua khao sat trén cho thay:

+ Tiéu chi cap nhat thong tin vé san phém, dich vu dat diém trung binh cao nhét 1a
3.89 diém, phan anh nd luc cta cong ty trong viéc truyén tai thong tin kip thoi, day du
va minh bach dén khach hang.

+ Cac tiéu chi Cham soc khach hang va linh hoat yéu cau déu dat 3.66 diém, cho
thay khach hang dénh gia cao sy quan tim ca nhan héa va kha ning diéu chinh dich vu
theo nhu cau thuc té.

+ Chat lugng san pham chi dat 3.51 diém, thip nhét trong céc tiéu chi, phan anh
mot sb han ché trong viée dap tng ky vong k¥ thuat ctia khach hang.

+ Giao tiép nhan vién véi 3.55 diém cho thdy van con phai trao doi hon nita dé cai
thién k¥ nang giao tiép, thai do phuc vu va su chuyén nghiép ctia nhan vién.

+ Piém trung binh tong thé qua tiéu chi “Hai 1ong chung” 13 3.66 diém, thudc
nhom “Hai 1ong”, tuy nhién chua dat mtc “Rat hai long”. Diéu nay dat ra yéu cau cp
thiét vé viéc nang cao trai nghi¢m khéach hang trén nhiéu khia canh hon nita, dic biét
trong bdi canh canh tranh nganh co khi xay dung ngay cang gia ting.

2.5. Panh gia thuc trang hoat dong quan tri quan hé khach hang tai cong ty
2.5.1. Thanh tyu dat dugc

Trong hoat dong quan tri quan h¢ khach hang, cong ty Hoang Chau da ghi nhan
duoc mot sd két qua tich cuc, phan anh cho su nd luc cai thién chat lugng cua cong ty,
thé hién qua cac thanh tyu sau:

+ Cong ty di xuit sdc trong viéc tiép can khach hang thong qua truyén miéng. Khi
mot khach hang hién tai hai long véi chat luong san phém va dich vu, ho c6 xu hudng
chia sé trai nghiém tich cuc ctia minh v&i nhitng nguoi xung quanh. Diéu nay tao ra
mot vong tron lan toa thong tin ¢6 strc anh hudng manh mé.

+ Doanh nghiép di xay dung duoc hé théng phan loai khach hang tuong di 1d
rang va hop ly, dua trén cac ti€u chi dinh lugng nhu doanh thu, thoi gian hop tac, kha
ning thanh toan, sé don hang/nam va yéu cau ky thuat. Viéc két hop ca yéu t6 tai
chinh va k¥ thuat pht hop véi dic thu nganh co khi xay dung, noi yéu cau ky thuat rat
quan trong.

+ Viéc ca biét hoa khach hang theo phuong 4n cho diém cu thé timg tiéu chi gitp
cong ty dinh luong va so sanh khach hang mot cach khach quan. Piéu nay gitp dé

dang phan nhém khach hang theo cac mirc d6 chién luoc, than thiét, tiém ning va
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khong hiéu qua, tir 46 dé dang xay dung cac chién luoc marketing va chim soc phu
hop.

+ V& hoat dong tuwong tac véi khach hang, cong ty da trién khai cac chinh sach uu
dai linh hoat va da dang cho tirng nhom khéach hang (chién lugc, than thiét, tiém ning,
khong hiéu qua) nhu cac chuong trinh giam gia, chiét khau, hd tro van chuyén mién
phi, va bao tri mién phi qua d6 gdp phan ting cudng su hai long, thuc ddy mbi quan hé
lau dai, dac bi€t vé1 nhém khach hang c6 gia tri cao.

2.5.2. Han ché con ton tai

Bén canh nhiing thanh tyu dat dugc, cong ty Hoang Chau van ton tai nhirng han
ché nhu:

+ Cong ty chu yéu tiép can khach hang thong qua quan hé ca nhan, cic cong trinh
thuc dia hodc gidi thi€u tr khach hang cii. Cac kénh tiép can hién dai nhu website,
mang xa hdi, cac nén tang internet chua dugc khai thac hiéu qua, dan dén viéc mo
rong thi trudng bi han ché. Hién nay, thoi budi cong nghé lam viéc qua internet, giao
tiép trén internet nhiéu né lam cho khach hang dé tiép can doanh nghiép hon da dang
hon. Khi nén tang twong tac cta cong ty dugc md rong thi kha niang luong khach hang
clia cong ty sé ting 1én, kha nang xir 1y thic mac ciing nhu khiéu nai cho khach hang
s€ nhanh hon.

+ Phuong an chdm diém hién nay bi gi¢i han trong sy linh hoat theo thoi gian.
Phuong phap cho diém thuong dugce xdy dyng dua trén dir liéu qua khar va phan anh
trang thai tinh cia mdi quan hé khach hang tai thoi diém khao sat hodc danh gia. Tuy
nhién, trong bdi canh thi truong va hanh vi khach hang luén bién dong manh mg, viéc
sir dung mot hé théng chdm diém cd dinh dé dan dén tinh trang khong con phu hop véi
thuc té

+ Chinh sach twong tac d6i v6i khach hang khong hiéu qua con cing nhic. Thiéu
cac bi¢én phap chua dong dé cai thién mbi quan hé voi nhom nay ngoai viéc chd ho “tu
cai thién”. Piéu nay c6 thé khién cong ty bo 15 co hoi chuyén doi.

2.5.3. Nguyén nhan

Nhitng han ché con ton tai néu trén khong xuat hién mot cach ngau nhién, ma la
két qua cua nhiéu nguyén nhan c6 tinh hé thong va gin lién véi dic diém to chic,
ngudn lyc va nhan thirc quan tri cia doanh nghiép. Nhitng han ché nay xuat phat tir

mot sO nguyén nhan co ban dudi day:
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+ Do déc thu nganh co khi xay dung c6 xu hudéng phu thudc vao quan hé cé nhan,
dau thau, hodc giéi thiéu tir khach hang cii, cong ty chua nhan thirc day du vai tro va
loi ich 1au dai cta viéc mo rong cac kénh tuong tac hi¢n dai.

+ D liu danh gia dugc thu thap va cap nhat khong thuong xuyén. Thong thuong,
hé théng cho diém chi duoc cap nhat theo chu ky dinh san (quy, nra ndm hodc nam),
dan dén viéc dir liéu tré nén lac hau so véi thuc té thay ddi lién tuc cua khach hang.
Viéc khong cap nhat thuong xuyén khién diém sé khong phan anh dung trang thai hién
tai ctia mdi quan hé khach hang.

+ Cong ty c6 xu hudng tap trung vao nhém khach hang sinh 1oi cao, nén it dau tu
nguén luc dé phuc hdi hodc cai thién hanh vi mua hang cua nhom khach khong hiéu
qua. Viéc nay dan dén chinh sach bi dong, chi phan hdi khi khach hang chii dong thay

doi.
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CHUONG 3
GIAI PHAP HOAN THIEN HOAT PONG QUAN TRI QUAN HE KHACH
HANG TAI CONG TY TNHH CO KHi XAY DUNG HOANG CHAU
3.1. Phuong hudéng hoat dong va muc tiéu kinh doanh cia Cong ty
3.1.1. Phuwong huwéng hoat dong

Sau hon 22 nam hoat dong va phat trién, hién tai cling nhu trong tuwong lai cong ty
s& duy tri viéc giir viing thi trudng & Mién trung va Ty Nguyén. Bén canh nhing
khach hang truyén thong, trong tuong lai cong ty sé ddy manh viéc mé rong thi truong
ra hai mién Nam Bic rat giau tiém ning.

Bén canh d6 cong ty ciing s& timg budc mua saim, doi méi cac may moc phuc vu
san xudt da lac hau va dau tu mot s6 may moc san xuit san pham gia dung ma trude
day cong ty chua chu trong, tim kiém va dau tu dé phat trién. Tir d6, da dang hoa san
pham va nang chét lugng san pham san xuat, dap ung day du hon nhu cau cia nguoi
tiéu dung. Pong thoi Coéng ty ciing tich cuc xdy dung thuong hiéu, hoc hoéi kinh
nghiém ciia cac doanh nghiép khac cing nganh dé nang cao hiéu qua hoat dong san
xuat kinh doanh.

Trong diéu kién canh tranh khdc liét, cong ty xac dinh ro loi thé canh tranh phai
dén tir sy két hop gitra chat luong san pham, tién do thi cong va gia thanh hop 1y. Dé
lam duoc diéu ndy, cong ty sé tiép tuc tdi uu chi phi san xut, ting cuong kiém soat
chét luong va nang cao trinh do k¥ thuat cua déi ngli nhan su.

Véi phwong cham “liy khach hang lam trung tdm”, coéng ty cha tim dén viéc xay
dung va duy tri mbi quan hé lau dai, bén viing voi khach hang. Trong d6, cac hoat
dong chim soc khach hang sau ban, thu thip phan hdi va ca biét hoa theo nhu ciu
khach hang s& dugc day manh. Pay ciing 1 dinh hudng phu hop voi xu thé phat trién
quan tri quan h¢ khach hang hién dai.

Mit khac, cong ty ciing c6 va duy tri mbi quan hé véi cac khach hang cil than thiét
va gan giii v6i cac khach hang méi. Cong ty t6 chirc hoat dong gip mit giao luu vao
nhimg dip cudi nim dé tao nén su gan két hon véi khach hang.

Trong qua trinh m& rong hoat dong, cong ty dit ra yéu cau vé quan ly tai chinh
chit ch&, dam bao tinh thanh khoan va hiéu qua st dung von. Cac bién phap kiém soat
rii ro trong thi cong, mua sam vt tu, quan 1y dy 4n s& dugc nang cao nham giam thiéu

t6n that va dam bao tién do cong trinh.
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3.1.2. Muc tiéu kinh doanh
- On dinh va gilr viing thi truong hién tai, dac biét 1a thi truong Quang Nam. Tich cuc
tim kiém khach hang mai dé phat trién va mo rong thi trudng.
- Tao dyng thwong hiéu uy tin, chat luong va chuyén nghiép, tré thanh dbi tac tin ciy
ctia cac doanh nghiép, chii dau tu va nha thau 16n
- Xay dyng hé théng quan tri quan hé khach hang hiéu qua, giup cong ty quan Iy va
khai thac dir liéu khach hang t6 chirc mot cach bai ban.
- Hoan thién hon nita cic chinh sach tra luong, tién thudng, ting cudng cac bién phap
kich thich dé tdng nang suét lao dong, khai thac tdt tai san hién co va tang thu nhap
cho nguoi lao dong.
- Pau tu thém cic may moc thiét bi hién dai trong qua trinh san xuat ciing nhu trong
giao nhan hang hoa.
- Pam bao tinh sin sang clia nguyén vt liéu dé dap tng nhu cau moi luc, moi noi.
- Tang cudng chim soc khach hang va toi vu quy trinh tiép can khach hang tiém ning.
- T6i wu héa cach thirc van chuyén dé tiét kiém ngéan sach.
- Tang cuong hé théng kiém soat ndi bo, nang cao nang luc quan 1y dy 4n, dam bao
tién d6 va chét luong cong trinh ding nhu cam két voi khach hang.
- Tuan thi cac quy dinh vé bao vé méi truong trong thi cong, dong thoi tich cuc tham
gia cac hoat dong x4 hoi va dong gop cho cong dong dia phuong.
3.2. Pé xuit gidi phap hoan thién cong tic quan tri quan hé khach hang tai cong
ty TNHH Co khi xay dung Hoang Chau
3.2.1. Xay dung va van hanh kénh truyén thong qua fanpage facebook
3.2.1.1. Co s6 thuc hién giai phap

Trong bdi canh chuyén ddi s6 dién ra manh mé, mang xa hoi da tro thanh mot
cong cu truyén thong thiét yéu, dong vai tro quan trong trong viéc xdy dung thuong
hiéu va két ndi khach hang. Tai Viét Nam, Facebook van giir vi thé 1a nén tang mang
xd hoi pho bién nhat, véi hon 70 triéu nguoi dung tinh dén dau nim 2024, bao gdm
nhiéu cha doanh nghiép, nha thau, k¥ su va cac bén co lién quan trong nganh xay dung.
Viéc sir dung Facebook dé tiép thi va twong tac khach hang 1a mot xu hudng pho bién
va hi¢u qua, dic biét ddi véi cac doanh nghié¢p vira va nhé c6 ngan sach marketing han

cheé.
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Facebook cung cip cac cong cu quang cio manh mé&, cho phép cong ty thuc hién
cac chién dich marketing nham dén ddi trong khach hang cu thé. Cong ty co thé sir
dung cac cong cu quang cdo nhu quang cao bai viét, video, hodc san pham truc tiép
trén nén tang Facebook Marketplace dé thuc day viéc ban hang. Viéc st dung céc
chién luoc quang cdo hiéu qua khong chi ting kha ning tiép cin khach hang méi ma
con giap duy tri sy hién di€n cia cong ty trong tdm tri khach hang hién tai.

Pbi véi Cong ty TNHH Co khi X4y dung Hoang Chau, viéc xdy dung mot
Fanpage Facebook chinh thirc khong chi 1a giai phap phu hop véi diéu kién ngudn lyuc
hién tai ma con 1a bude di chién luoc nhidm cai thién kha nang tiép can khach hang
méi mot cach chit dong, gop phan nang cao hiéu qua quéan tri quan hé khach hang va
thuc day ting trudng doanh thu trong dai han.
3.2.1.2. Phwong hudéng thue hién gidi phap

Pé giai phap phat huy hiéu qua va tao tic dong tich cuc dén hoat dong mé rong thi
truong, viéc trién khai fanpage can duoc thyc hién theo mét 10 trinh ¢ hé théng, bao
gdm cac budc cu thé nhu sau:

Thir nhat, khoi tao va thiét 1ap fanpage theo chudn chuyén nghiép. Cong ty can tao
lap fanpage véi tén goi 1o rang, thé hién dung linh vuc hoat dong va ban sic thuong
hi¢u. Thong tin trén trang can duoc cap nhat déy du va chinh xac, bao gém dia chi tru
sO, thong tin lién hé, gio lam viéc, mo ta dich vy, cac hinh anh cong trinh tiéu biéu
cling nhu lién két website (néu c6). Viéc cong bd hd so ning lyc trén fanpage ciing
g6p phan gia ting murc d0 tin cdy va thuyét phuc ddi véi khach hang tiém ning.

Thi hai, xdy dyng ndi dung truyén thong c6 dinh huéng va duy tri thudng xuyén.
Fanpage can dugc van hanh mot cach nhit quan véi tan sut dang bai tir 2 dén 3 1an
mdi tudn. Noi dung nén bao gdm hinh anh cong trinh thuc té, video thi cong, cac moc
tién do quan trong, hoat dong ndi1 bo cong ty, phan hoi tir khach hang, thong bao tuyén
dung cling nhu cac sy ki¢n ndi bat. Viéc st dung hinh anh va video chét luong cao
khong chi tao 4n twong thi gidc ma con ting cudng kha ning tiép can ty nhién va ty 16
tuong tac.

Thit ba, ting cudng tuong tac va trién khai quang ba co tra phi. Cong ty can duy tri
viéc phan hdi nhanh chéng cac tin nhan va binh luan dé xdy dung hinh anh doanh
nghiép chuyén nghié¢p, than thién va dang tin cay. Bén canh do, viéc tdn dung quang

c4o Facebook (Facebook Ads) gitip cong ty tiép can cac nhom khach hang muc tiéu
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mot cach hiéu qua, dac biét la cac doi tuong nhu nha thau phu, doanh nghiép xay dung,
hodc nha dau tu tai khu vuc mién Trung va céc tinh 1an can.

Thi tu, danh gia va cai tién hoat dong truyén thong dinh ky. Hiéu qua van hanh
fanpage can duogc theo ddi thong qua cac chi sd cu thé nhu s lwong nguoi theo ddi,
murc d6 twong tac (luot thich, binh lun, chia sé), thoi gian phan hoi khach hang va sb
lugng khach hang tiém nang lién hé qua fanpage. Trén co so do6, cong ty co thé dicu
chinh ké hoach ndi dung, tan suit dang tai hodc ngan sach quang cio nhiam tbi vu hoa
hiéu qua tiép thi va gia ting chuyén doi tir twong tac tryc tuyén sang hanh vi mua hang
thuc té.

St dung cac cong cu nay dang rat hiru ich nhung hau nhu cong ty da bé qua. Dung
dé tiép can v6i khach hang mot cach d& dang tir viée tim kiém khach hang méi, cham
soc khach hang cil, tiép nhan khiéu nai, tu van khach hang, nhitng mbi quan hé khach
hang c6 thé s& dugc xay dyng tot hon nhd thong qua cac trang truc tuyén. Cong ty co
thé str dung nhiéu phuong tién gian tiép dé ban hang va twong tac voi khach hang trén
fanpage facebook, néu tan dung t6t cac kénh nay thi cong ty sé& tim dugc nhiéu khach
hang tiém ning, ting kha ning twong tac 1én hon, viéc dong gop y kién hay trao doi tir
khéach hang s€ tang 1€n, tao co hdi cho cong ty virng manh hon.

Trang nay cha yéu dé gi6i thiéu san pham duogc cong ty cung cdp, ding bai, ting
tuong tac v4i khach hang, thém thong tin ciia cong ty va gan dudng link cia trang
website cong ty dé khach hang khi doc va twong tac v6i cac bai viét s& ¢6 thé tim dén
duoc, dbi voi trang facebook nhitng nhan vién bén bd phan kinh doanh va bén hd trg
khéach hang s& dugc tro chuyén moi khi c6 khach twong tac. Khi 1am viéc qua fanpage
facebook sé& c6 nhitng wu diém cho coéng ty nhu:

+ D& tiép can khach hang tiém nang hon, vi xa hoi hién tai gan lién véi internet va
mang xa hoi nén vi¢c tiép can la dé

+ Chuyén nghiép hon vi duoc dau tu vé hinh anh va chat lugng.

+ Facebook s& c6 nhimg phan tich danh riéng cho fanpage cta cong ty vi thé s& dé
dang do luong hon, hi€u qua hon.

+ Phan tich hanh vi va nhu cau khach hang thong qua tri tué nhan tao. Khi khach
hang c6 nhu cau vé san pham hay c6 nhiing tir khoa lién quan thi théng qua viéc phan

tich facebook sé& dé xuat cho khach hang tham khao.
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3.2.2. Gidi phap nang cao tinh linh hoat theo thdi gian trong phwong phap ca biét
héa bing cho diém
3.2.2.1. Co s6 thuc hién gidi phap

Hién nay, Cong ty TNHH Co khi X4y dung Hoang Chau dang trién khai va ap
dung phuong phap cho diém nhim phan nhém khach hang. Phuong phéap nay gitp
cong ty c6 cai nhin tong quan vé gia tri timg khach hang d6i v6i doanh nghiép, tir 46
phuc vu cho viéc xay dung céac chinh sach cham séc va uu dai phu hop. Tuy nhién, hé
thong cho diém hién tai van con mang tinh tinh, tirc 13 chi yéu phan anh dir licu tai
mdt thoi diém khao sat hodc danh gia nhét dinh ma chua c6 co ché cap nhat lién tuc va
thuong xuyén.

Viéc thiéu tinh linh hoat trong cap nhat dir li¢u khién cho hé théng khong thé phan
anh day du va chinh x4c sy thay d6i lién tuc trong hanh vi va nhu cau ciia khach hang.
Trong thuc té, khach hang c6 thé thay d6i tan suat dat hang, quy mo hop dong hoic
phuong thirc thanh toan do cac yéu t6 nhu bién dong kinh té, canh tranh, xu hudng thi
truong hodc chinh sach ndi bd cua ho. Néu hé théng cho diém khong duoc diéu chinh
kip thoi dé phan anh nhiing thay d6i nay, viéc phan loai khach hang s& khong con
chinh xac, ddn dén cac quyét dinh vé cham soéc va wu dai khong con phi hop va thiéu
kip thoi, tir @6 anh hudng tryc tiép dén hiu qua quan tri quan hé khach hang ctia cong
ty.

Bén canh d6, néu hé thong diém sd mang tinh tinh va khong cap nhat theo thoi
gian, thi c4 biét hoa s& mat di tinh chinh x4c va linh hoat. Vi vy, can c6 giai phap dam
bao kha nang cap nhat va diéu chinh hé thong cho diém dinh ky, dé chinh sach ca biét
hoa ludn phi hop véi dic diém khach hang trong timg giai doan.
3.2.2.2. Phwong hudéng thue hién gidi phap

Dé giai quyét van dé trén, doanh nghiép trién khai ddng bo cac phuong hudng sau:
a) Xay dung hé thng dit liéu khach hang cap nhat dinh ky

+ Thiét 14p quy trinh thu thip va cap nhat dir liéu khach hang theo chu ky ¢ dinh
(vi du: hang thang hodc sau mdi hop dong).

+ Sir dung phan mém quan ly khach hang (CRM) tich hop v6i Excel hoic Google
Sheets dé tu dong hdéa mot phén viéc nhap dir li¢u va tinh diém theo céc tiéu chi.

+ DPao tao nhan vién kinh doanh va by phén cham s6c khach hang trong viéc ghi

nhan thong tin day da va kip thoi.
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b) Ap dung mé hinh chdm diém dong theo giai doan chién lugc

+ Linh hoat diéu chinh trong s cac tiéu chi danh gia tiy theo ting giai doan kinh
doanh. Vi du: trong giai doan m& rong thi phan, wu tién khach hang tiém ning; trong
giai doan 6n dinh, uvu tién khach hang trung thanh.

+ Thanh lap td phan tich nd1 bo dinh ky ra soat va hi¢u chinh bg ti€u chi cho diém,
két hop ca dinh luong va dinh tinh.
¢) Két hop phuong phap dinh tinh trong danh gia khach hang

+ B6 sung cong cu khao sat dinh tinh nhu bang héi mo, phong van ngan, phan hoi
tryc tiép tir bd phan kinh doanh dé ghi nhan nhiing yéu t6 phi dinh luong nhu do tin
cdy, thai do hop tac, xu hudng tai ky hop dong, ...

+ St dung thong tin nay dé hiéu chinh hodc bd sung diém sd mot cach linh hoat,
tang d6 chinh xac va phu hop thuc té.

d) Tang cudng kiém tra va danh gia hiéu qua hé thong cho diém

+ Tb chirc cac budi kiém tra dinh ky (2 quy/lan) dé danh gia mtc d6 chinh xac cua
hé théng phan loai, tir 46 dua ra diéu chinh kip thoi.

+ Két hop phan hdi tir khach hang vé sy phi hop cta chinh sach wu dii dé xac dinh
tinh hiéu qua cia hé théng cham diém hién tai
3.2.3. Hoan thién chinh sach twong tac véi nhom khach hang khong hi¢u qua tai
Cong ty TNHH Co khi Xay dung Hoang Chau
3.2.3.1. Co sé dé thue hién giai phap:

Trong hoat dong quan tri quan h¢ khach hang, viéc phan loai va ap dung chinh
sach phu hop theo timg nhém khach hang 1a mot yéu t6 then chdt giup t6i uu héa hiéu
qua kinh doanh va duy tri sy phat trién bén vimg. Tuy nhién, nhém khach hang khong
hiéu qua 13 nhitng d6i twong c6 gia tri mua hang thap, hanh vi thanh toan khong 6n
dinh hoic thiéu su gén két — thuong bi xem nhe trong chinh sdch cham soc, dan dén sy
lang phi vé mat tiém nang.

Tai Cong ty TNHH Co khi Xay dung Hoang Chau, chinh sach hién hanh d6i véi
nhom khach hang khong hiéu qua chii yéu mang tinh kiém soat, giam sat chit ché va
ap dat cac rang budc nham giam thiéu rui ro phat sinh, thay vi tap trung tao dong luc
hodc co hoi dé nhom khach hang nay cai thién hanh vi, ting gia tri mua hang, va gan
b6 hon vé&i doanh nghiép. Cach tiép can nay mic du giup han ché thiét hai tirc thoi,

nhung lai bé qua mot phan tiém ning phat trién dai han ctia nhém khach hang, dong
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thoi khong phu hop véoi xu hudng quan tri quan hé khach hang hién dai. Ngay nay,
chién luge “nudi dudng lai” khach hang — tic 13 tai kich hoat va chuyén ddi nhimng
khéch hang it hiéu qua thanh cac khach hang c6 gia tri hon, dang tré thanh mot
phuong phap quan trong va duoc nhidu doanh nghiép cht trong nham ting truong bén
ving.

Viéc duy tri thai d6 thu dong, thiéu sang tao trong quan Iy nhém khach hang khong
hiéu qua khong chi gay ton that vé mat doanh thu ma con anh huong dén hinh anh va
uy tin ctia doanh nghiép trong mat khach hang. Hon nita, sy thiéu dau tu va khuyén
khich d6i v6i nhom nay c6 thé tao ra tm 1y khong hai long, ddn dén mat co hoi tai
giao dich va lan truyén nhiing phan héi tiéu cuc trén thi truong. Nguoc lai, néu c6 mot
chién luoc chuyén héa hiéu qua, cong ty sé tan dung duoc ngudn luc khach hang rong
16n hon, mé rong mdi quan hé hop tac, ting doanh thu tir cac khach hang hién dang &
murc thap va xdy dung nén tang khach hang trung thanh trong twong lai.

Do d6, viée thiét 1ap cac giai phap chién luge nham thuc ddy chuyén hoa nhom
khach hang khong hiéu qua thanh khach hang tiém ning 1a can thiét va c6 tinh kha thi
cao.
3.2.3.2. Phuwong hudéng thue hién gidi phap

Pé hoan thién chinh sach chim séc nhom khach hang khong hiéu qua va thic day
qua trinh chuyén hoa ho thanh khach hang tiém ning hodc than thiét, Cong ty TNHH
Co khi Xay dung Hoang Chau trién khai mot sé phuong hudng thyc hién cy thé nhu
sau:

a. Thiét 1ap chuong trinh “Tai két ndi khach hang” dinh ky

Cong ty can xdy dung chuong trinh twong tac lai dinh ky voi nhém khach hang
khong hiéu qua. Chuong trinh nay sé dong vai trdo nhu mét co ché “kich hoat lai” quan
hé hop tac, véi ndi dung bao gdm:

+ Guri thu moi hop tac kém theo wu dai gigi han (nhu mién phi thiét ké so bo nang
cao, ho trg van chuyén, hodc giam gia nhe cho don hang dau tién).

+ T churc cac dot chim soc tip trung theo quy hodc nira nim, do bd phan kinh
doanh hodc cham soc khach hang truc tiép thuc hién.

b. C4 nhéan hoa hoat dong khao sat va tu van lai khach hang
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Pé hiéu rd nguyén nhan dan dén hanh vi mua hang kém hiéu qua, bd phan kinh
doanh can chu dong trién khai khao sat dinh ky, két hop vo1 hoat dong tu van truc tiép.
Cac budc bao gom:

+ Gui biéu mau khao sat don gian hodc thyc hién phong van nhanh qua dién thoai
dé ndm bat kho khin cu thé ctia khach hang (Vé san phém, dich vy, thanh toan...).

+ Phan tich két qua khao sat dé diéu chinh lai giai phap cung cap — c6 thé 1a goi
san pham don gian hon, thoi gian giao hang linh hoat hon hodc wu dai tai chinh phu
hop.

+ Thuc hién tai tu van ca nhan hoéa nham thuyét phuc khach hang quay lai hop tac
trén co s phi hop hon véi nhu cau thuc té caa ho.

c. Nang cao trai nghi¢ém dich vy hau mai, ké ca v&i don hang nhd

Cong ty can thé hién su quan tam d6i voi tat ca khach hang, bat ké gia tri don hang,
nham ctng ¢b moéi quan hé dai han. Mot s6 bién phéap cu thé gom:

+ Thyuc hién cham s6c sau ban hang nhu goi dién héi tham, gui thu cdm on hodc
tang pham nho (lich, bat, phiéu mua hang).

+ Duy tri thai d6 phuc vu chuyén nghiép, tan tinh trong qua trinh giao hang va hd

trg k¥ thuat, tir do cai thi¢n hinh anh thuong hi¢u va tang kha nang quay lai hop tac.

71



KET LUAN

Khong thé phu nhan rang thanh cong ciia mot doanh nghiép phu thudc rat nhiéu
vao mbi quan hé ciia doanh nghiép v6i khach hang. Khi canh tranh trén thi truong dién
ra ngdy cang gay gat, viéc thu hat va gitr chan khach hang 1a rat khé khin, thi quan tri
quan hé khach hang 14 viéc rit quan trong va can thiét ma doanh nghiép can lam dé co
duoc khach hang trung thanh.

Quan tri quan hé khach hang (CRM) la mgt phuong phép gitp cac doanh nghiép
tiép can va giao tiép vdi khach hang mot cach c¢6 hé théng va hiéu qua, quan 1y cac
thong tin ctia khach hang nhu thong tin vé ho tén, nghé nghiép, thu nhap, nhu céu,
thong tin lién lac,... nham phuc vu khach hang t6t hon. Doanh nghiép cé thé dat duoc
doanh sb ban hang ngdy cang cao dong thoi dem lai sy long cho khach hang 13 do ap
dung m6 hinh CRM hié¢u qua va phan tich dit liéu mot cach chinh xac.

Cong ty TNHH Co khi xay dung Hoang Chau trong nhitng ndm qua da dat duoc
nhiéu thanh tich dang khich 18, diéu d6 thé hién qua muc ting truong vé doanh thu va
loi nhuan & timg nam. Gop phan vao két qua d6 1a sy nd luc cia tit ca cac nhan vién
trong tt ca cac hoat dong, trong do, quan trong nhét 1a hoat dong quan tri quan hé
khéch hang. Tuy nhién, bén canh nhiing thanh tyu, hoat dong quan tri quan hé khach
hang ctia cong ty con ton tai mot s6 han ché, cong ty c6 thé dwa d6 dé khic phuc va cai
thién thém, giup phat trién hon trong tuong lai.

Do nhing han ché vé kién thic ciing nhu kinh nghiém thuc tién, bai nghién ctu
nay chic chin khong trach khoi nhiing thiéu sot vé ca mit ndi dung 14n hinh thirc. Vi
vdy ca nhan em mong mudn nhan dugc su gop ¥ tir quy thay, cd dé giup cho bai khoa

luan duoc hoan thién hon.
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PHU LUC
Xin chao quy Anh/Chi!
T61 1a nhan vién cua Cong ty TNHH Co khi xdy dung Hoang Chau. T61 dang thuc
hién du 4n v6i dé tai " Nghién ctru cac yéu t6 thoa man khach hang tai Cong ty TNHH
Co khi xay dung Hoang Chau". Két qua cua viéc khao sat ndy chi nham vao muyc dich
phuc vu cho d¢ tai nghién ctru cia t6i, ngoai ra khong c¢6 muc dich c4 nhan nao khac.
Nhing y kién dong gop ciia Anh/Chi 1a nhimng thong tin rt co gia tri nham gitp t6i
hoan thanh dé tai nghién ctru ciia minh dé hoan thién cong tac Quan tri quan hé khach
hang tai cong ty. Vi vdy, kinh mong Anh/Chi danh it thoi gian dé gitip t6i hoan tat
bang khao sat nay.
Phan I. Thong tin chung
1. Giéi tinh:
[J Nam U Nir [J Khac
2. Do tudi:
OJ Duéi 25 tudi
O T 25 - 35 tudi
] Twr 36 — 45 tudi
[ Trén 45 tudi
3. Thoti gian da hop tac voi cong ty:
[J Dudi 1 nam
[J Tu 1 -3 nam
[J T 3 -5 nam
[J Trén 5 nam
4. Loai hinh khach hang:
[] Ca nhan
[ Doanh nghiép
[ Péi tac xay dung trung gian
Phan II. Panh gia mirc d hai long
Thang do Likert 5 diém:
1 — Rét khong hai 1ong | 2 — Khong hai long | 3 — Binh thuong | 4 — Hai long | 5 — Rét
hai long
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Noi dung danh gia 1 2 3 4 5

1. Chét luong san pham dap tng ding yéu
cau k¥ thuat

2. Gié ca phu hop so véi gid tri nhan dugc

3. Thoi gian giao hang ding cam két

4. Kha niang phan hoi va hd tro ky thuat
khi ¢6 van dé phat sinh

5. Nhan vién kinh doanh giao tiép rd rang,

chuyén nghiép

6. Chinh sach hau mai (bdo hanh, sua

chita, hd tro sau giao hang

7. Thai do cham soc khach hang tan tinh,

san sang ho tro

8. Su linh hoat khi khach hang c6 yéu cau
dac biét

9. Kha ning cap nhat théng tin san pham

moi

Phén 3. Dé xuat/y kién thém tir khach hang

Cam on Anh/Chi da danh thoi gian hoan thanh khdo sat nay!
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