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LOI MO PAU
1. Ly do chon dé tai

Trong nhiing nam gan day, cing véi sy phét trién ciia nén kinh té va nhu cau dau
tu xay dung co so ha ting giao thong tai Viét Nam. Diéu nay kéo theo nhu cau 16n doi
voi cac loai vat liéu phuc vu thi cong cong trinh giao thong, trong d6 nhya duong la mat
trong nhitng vat liéu quan trong. Vi viy, cac doanh nghiép kinh doanh nhya dudng cén
khong ngimg nang cao hiéu qua hoat dong kinh doanh nham dap Gng t6t nhu cau cia thi
truong va tang cuong nang lyc canh tranh.

Chi nhanh Nhua duong Petrolimex Pa Niang thudc Cong ty Nhua duong
Petrolimex — mot trong nhirng don vi cung cap nhua dudng cho nhiéu dy 4n giao thong
tai khu vue mién Trung va Tay Nguyén. Trong nhiing nim qua, chi nhanh da dat duoc
nhiéu két qua tich cuc trong hoat dong kinh doanh. Mac du trong qua trinh hoat dong,
chi nhanh da x4y dung duoc mot quy trinh ban hang tuong di day du, song van con ton
tai mot s6 han ché nhu mot sé khau trong quy trinh con mét nhiéu thoi gian xu ly, anh
huong dén hiéu qua kinh doanh va téc d6 phuc vu khach hang.

Xuat phat tir nhitng van dé trén, cling vi qué trinh thuc tdp va tim hiéu thyc té tai
chi nhanh, tic gia quyét dinh lya chon dé tai “Mét sé gidi phdp nham hoan thién nji
dung ciia quy trinh bdan hang tai Chi nhanh Nhiwa dwong Petrolimex Pa Ning” v5i
mong mudn phén tich thyc trang quy trinh ban hang tai chi nhanh, tir d6 dé xuat mot sb
giai phdp nham hoan thién quy trinh ban hang va nang cao hiéu qua hoat dong kinh
doanh trong thoi gian téi.

2. Muc tiéu nghién ctru

Muc tiéu chung: phan tich va danh gia thuc trang quy trinh ban hang tai Chi nhanh
Nhua duong Petrolimex Da Néng, tir d6 dé xuét cac giai phap phi hop nham hoan thién
quy trinh ban hang, gop phan nang cao hiéu qua hoat dong kinh doanh, ting kha nang
phuc vu khach hang va nang cao nang luc canh tranh cta chi nhanh trén thi truong.

Muc tiéu cu thé:

- Tbng hop, hé théng nén tang co so 1y thuyét vé ban hang va quy trinh ban hang
trong doanh nghiép
- Phan tich va danh gia thuc trang trong quy trinh ban hang ctia doanh nghi¢p, chi

ra duoc nhitng wu nhuge diém cia quy trinh ban hang hién tai ciia doanh nghiép



3.

4.

5.

- Dé xuat duge mot sd giai phap véi chi nhanh dé hoan thién ndi dung quy trinh
ban hang nhdm nang cao hiéu qua hoat dong kinh doanh ctia chi nhanh.
Poi twong va pham vi nghién ciru
Déi trong nghién cru: quy trinh ban hang cua chi nhanh Nhua dudng Petrolimex
Pa Nang
Pham vi nghién ctru:
- Pham vi thoi gian: giai doan 2023 - 2025
- Pham vi khong gian: chi nhanh Nhya duong Petrolimex Pa Ning
- Pham vi ndi dung: tim hiéu vé& quy trinh ban hang va thuc trang cta quy trinh
ban hang tai chi nhanh Nhya duong Petrolimex Da Nﬁng, tr d6 dua ra mot sb
giai phap nham nang cao hiéu qua ciia quy trinh ban hang tai chi nhanh.
Phwong phap nghién ciru
Phuong phap thu thap dir lidu: nghién ctru tai lidu sach, gido trinh lién quan dén
hoat dong ban hang dé hiéu duoc Iy thuyét vé cong tac ban hang, ban chat va vai
tro ctia nd; tim kiém céc tai lidu san c6 tir doanh nghiép va cac bai nghién ctu
lién quan dén dé tai.
Phuong phap quan sat: Thong qua phuong phép quan sat cac hoat dong ban hang
hién tai cta chi nhanh, c6 thé nhin rd hon vé cach thirc thuc hién quy trinh ban
hang dé dua ra nhitng giai phap hop 1y.
Phuong phap phan tich, so sanh, tong hop, danh gia: phuong phap nay duoc st
dung dé phén tich thuc trang hoat dong cua doanh nghiép trong giai doan 2023 —
2025.
Bo cuc ciia dé tai
Ngoai phan m¢ dau, két luan va cac danh muc, bai bao cao gdbm 3 chuong:
Chuong 1: Co so 1y luan vé hoat dong ban hang
Chuong 2: Thuc trang quy trinh ban hang tai chi nhanh Nhya duong Petrolimex
Pa Nang
Chuong 3: Mot sb giai phap hoan thién ndi dung ctia quy trinh ban hang tai chi
nhanh Nhuya duong Petrolimex Da Néng



LOI CAM ON

Dé c6 thé hoan thanh tot bai bao céo tot nghiép nay, trude hét em xin t6 long biét
on chin thanh dén quy thiy c6 trong Khoa Kinh té, Truong Pai hoc Kién trac Pa Ning
d3 truyén dat kién thire cho em trong sudt qua trinh em tham gia hoc tip tai truong. Vén
kién thue duoc tiép thu trong qua trinh hoc khong chi 13 nén tang trong qua trinh nghién
clru ma con 1 hanh trang quy bau dé em budc vao doi mot cach vitng chic va ty tin.

Dic biét, em chan thanh cam on giang vién huéng din Th.S. Luu Khanh Hién da
tan tinh huéng dan cho em trong sudt qua trinh thuc hién dé tai. C6 da danh nhiéu thoi
gian dé gip gb ciling nhu giai dap thic mic trong qué trinh em thyc hién bai béo cdo nay
d€ c6 the hoan thanh mét cch tot nht.

Cudi cung, em chan thanh cdm on anh chi Phong Kinh doanh Chi nhanh Nhuya
duong Petrolimex Da Nacmg da cho phép va tao diéu kién thuan loi dé em duge thuc tap
tai don vi. Qua qua trinh thuc tdp ¢ chi nhanh, em da hoc héi duogc rat nhiéu kién thirc
thuce tién hitu ich va dac két cho ban than nhimng kinh nghiém can thiét cho twong lai.

Do thoi gian va kién thirc ctia ban than con han ché nén bai khéa luan nay sé khong
tranh khoi nhiing sai sot, kinh mong nhan dugc nhiing ¥ kién dong gop tir thay co.

Em xin tran trong cam on!
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CHUONG 1: CO SO LY LUAN VE HOAT PONG BAN HANG
1.1. Khai niém, vai tro va ban chit ciia hoat dong ban hang
1.1.1. Khdi niém hoat dong ban hang

Ban hang 1a mét thuat ngit duoc sir dung phd bién trong kinh doanh va c6 nhiéu
khai niém, quan diém vé ban hang dugc phat trién theo thoi gian. Sau day 1a mot sé khai
niém

Theo Philip Kotler: “Ban hang 1a mét hinh thirc gi6i thiéu tryc tiép vé hang hoa,
dich vu thong qua su trao doi, trd chuyén véi ngudi mua tiém ning dé ban duoc hang.”

Theo James M. Comer: “Béan hang 1a mét qua trinh trong d6 ngudi ban kham pha,
goi tap va thoa min nhitng nhu cau hay uéc mudn cta ngudi mua dé dap tmg quyén loi
thoa dang, 1au dai cta hai bén.”

Theo John W. Ernest & Richard Ashmun: “Ban hang 14 tién trinh x4c dinh nhiing
nhu ciu va mong mudn cua nhitng ngudi mua tiém nang; gidi thiéu vé san pham theo
mot cach nao d6 khién cho nguoi mua di dén quyét dinh mua.”

Theo quan niém co dién: “Ban hang la hoat dong thuc hién su trao ddi san phém
hay dich vu ctia nguoi ban chuyén cho ngudi mua dé duoc nhan lai tir ngudi mua tién,
vat phém hoac gia tri trao ddi da thoa thuan”.

Theo quan niém hién dai: “Ban hang la tién trinh thuc hién cac moi quan h¢ giao
tiép gilta ngudi mua va ngudi ban. Trong d6, ngudi ban nd luc kham pha cac nhu cau,
mong mudn clia ngudi mua nham thoa man tbi da cac loi ich 1au dai cho ca hai bén mua
va ban”.

Nhu vay, du cé rat nhiéu khai niém ban hang va cach dién dat khac nhau vé ban
hang, nhung ching c6 dic diém va nét twong ddng gidng nhau, két ndi quan hé gitra
nguoi mua va nguoi ban.

1.1.2. Vai tro ciia hoat dong ban hang
a) Vai tro cua hoat dong ban hang trong qua trinh kinh doanh cua doanh nghiép

Thir nhét, ban hang 1 khau cudi cuing ctia qua trinh kinh doanh, dam bao qua trinh
kinh doanh dién ra binh thudng, nén viéc ban hang hiéu qua la co s dé ddy nhanh qua
trinh tai san xuét, cai thién hiéu qua von dau tu, ... Bén canh do, ban hang 1a nghiép vu
co ban thyc hién muc dich kinh doanh ciia doanh nghiép 1a lgi nhuan, vi vay né quyét
dinh va chi phéi cac hoat dong nghi¢p vu khac cua doanh nghi¢p nhu: nghién ctru thi

truong, tao ngu@)n hang, dich vy, du trir...



Thi hai, nhan vién ban hang 13 cau ni giita doanh nghiép va khach hang, moi nd
Iirc khéac cua doanh nghiép c6 thé khong dem lai két qua néu viéc ban hang khong hiéu
qua.

Thtr ba, hoat dong ban hang dugc thuc hién theo chién lugc va ké hoach da vach
ra, hang hod cila doanh nghiép dugc khach hang chap thuan, uy tin ciia doanh nghiép
dugc git virg va cung cb trén thuong trudng. Ban hang 1a khau hoat déng c6 quan hé
mét thiét véi khach hang, anh hudng dén niém tin, uy tin va su tai tao nhu cau cia nguoi
ti€u dung. Do vay, ban hang cling 1a vii khi canh tranh manh mé ctia doanh nghiép v&i
céc d6i thu canh tranh.

Thir tu, két qua hoat dong ban hang phan anh két qua hoat dong kinh doanh, phan
anh su dung ddn muc tiéu cua chién lugc kinh doanh, phan anh sy nd luc ) géng cua
doanh nghiép trén thi trudong, dong thoi thé hién trinh d6 t6 chirc, nang lcuwj diéu hanh,
t6 16 thé va luc ciia doanh nghiép trén thuong truong

Vai tro cua ban hang mang tinh da dang, phu thudc vao tung vi tri ban hang hodc
nhiing tinh huéng ban hang cu thé va ngay nay cac doanh nghiép danh su quan tim ngay
cang tang vao tinh chuyén nghi¢p ctia ban hang.

b) Vai tro ciia hoat dong ban hang doi véi phdi thire marketing hon hop

Déi vai chién luge san pham: ngudi ban hang c6 vai trd quan trong trong viéc thu
thap thong tin trén thi truong, dé xuat y tudng vé viée cai tién san xuit san pham méi.
Nguoi ban hang c6 thé tham gia vao viéc thir nghiém san phdm mdi, thir nghiém thi
truong; tham gia vao cac quyét dinh nhan hiéu va co cdu mat hang cung cip cho thi
truong.

Déi voi chién luge gia: ngudi ban hang tiép can thudng xuyén, ho biét rd kha nang
thanh toan cua cac doi tuong khach hang muc ti€u, biét 16 chién lugc gia cua ddi thu
canh tranh trén thi truong cac khu vuc, hiéu phan tmg ciia khach hang vé gia ca san
pham cua cac doanh nghiép va cta ddi thu, hiéu duoc xu hudéng bién dong gia theo thoi
gian... Vi vay, luc lwong ban hang c6 thé tham gia vao viéc dinh gia theo thi truong (khi
doanh nghiép str dung phuong phap dinh gia theo thi trudng hodc dinh gia theo ddi thu
canh tranh). Diéu nay gitip cho chién lugc gia ctia doanh nghiép ludn thich nghi véi moéi
truong kinh doanh, dong thoi gitip ngudi ban hang thuan loi trong viéc ban hang.

Déi vai chién lugc phan phdi: kénh phan phdi 1a con dudng duoc lira chon dé dua
san pham tir nha san xudt dén véi nguoi tidu ding cubi cung. Trén con dudng do, ngudi
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ban hang dong vai tro 14 ngudi van chuyén hang hoa tir noi san xuat dén noi sir dung va
do vy ngudi ban hang c6 vai trd quan trong trén kénh phan phdi, 1 mbi lién két chit
ché gitta chién lugc phan phdi vé6i cac phan con lai ciia hone hop marketing.

Déi véi chién luoc xtc tién hdn hop: xuc tién hdn hop bao gdm: quang céo, khuyén
mii, quan hé cong chiing, ban hang tryc tiép va marketing tryc tiép. Trong chién lugc
xuc tién, hoat dong chao ban san phdm cta ngudi ban hang 1a thanh phan quan trong
nhét va c6 tinh quyét dinh dén su séng con cta chién lugc nay, cling nhu cac chién luoc
khac ctia hdn hop marketing. Trong chién lugc xuc tién hdn hop thi quang c4o 14 phuong
tién tac dong 1au dai dén khach hang dé ho biét dén doanh nghiép; khuyén mai va truyén
thong mang dac tinh xung dot nhét thoi cta nha san xudt, con hoat dong chao ban san
pham ciia nguoi ban hang sé quyét dinh quy mé don hang va méi quan hé lau dai véi
khach hang.

1.1.3. Ban chit ciia hoat dpng bdan hang
a) Bdn hang la mét hoat dong giao tiép

Ban hang 14 qu4 trinh giao tiép hai chiéu gitta ngudi ban va ngudi mua. Trong qua
trinh ban hang, giita ngudi ban va nguoi mua trao doi thong tin voi nhau. Nguoi ban
khong chi truyén thong tin cho khach hang biét vé san pham, dich vu do minh ban ma
con chi dong nhan thong tin tir phia khach hang dé hiéu ré khach hang hon. Ngudi ban
can tao co hoi dé hiéu rd mong mudn, tAm 1y, thi hiéu, nhu ciu cua khach hang va ngay
ca khi khach hang chua c6 nhu ciu mua mét thtr gi d6 xac dinh thi ngudi ban van ¢ thé
201 ¥, gi6i thiéu cac loi ich cua san pham dé nguoi mua phat sinh nhu cdu mua.

Trong qua trinh giao tiép v&i khach hang, nguoi ban can st dung tat ca cac phuong
tién giao tiép bang ngdn ngit 101 n6i va ngdn ngir khong 11 dé truyén dat dén khach hang
day du nhitng thong tin can thiét ciing nhu tao ra sy himg khai giao tiép, niém tin noi
ngudi mua dé ho co thé gidi bay nhitng mong muén, sé thich ctia minh. Mot qua trinh
giao tiép ci mo, nhidu thong tin tir ca hai phia s& 1a co s& dé ban hang thanh cong.

b) Qua trinh ban hang la qud trinh chu dong

Trong qua trinh ban hang hién dai, ngudi ban c6 nhiém vu chu dong tim kiém va
phat hién, tu van, kich thich, g01 mo nhu cau ctia khach hang. So véi ban hang thu dong
thi ban hang chii dong vt va hon nhiéu. Di voi ban hang thy dong, ngudi ban chi 1a

nguoi “ban hang” theo dung nghia den ctia nd, lic nay nguoi mua da xac dinh duge nhu



cAu san pham gi r0i va chu dong néu ra yéu ciu mua, nguoi ban chi can dua san pham
ra va dua tién ve.

Bén hang chu dong trd thanh mot xu hudng tat yéu vi trén thyc té ¢ rat nhidu
khach hang khong biét dugc minh c¢6 nhu ciu cu thé gi, hodc da c6 nhu ciu nhung khong
biét str dung san pham, dich vu nao dé dap tmg nhu cau d6. Khach hang co rat nhiéu
cong viée can quan tm, ho khong co6 thoi gian dé tim hiéu k§ vé san pham, dich vu cia
doanh nghiép. Ban hang chii dong s& dap g dugc ca nhitng nhu cau tiém an ciia khach
hang, gitup cho khach hang hai long, con doanh nghiép thi ban duoc nhiéu hang hon.
Ban hang chu dong gitip doanh nghiép ning cao sy canh tranh. Néu doanh nghiép khong
tan dung dugc nhitng co hoi tiép can voi khach hang dé ban hang hoa cta minh thi cac
d6i thu sé gianh 13y co hoi do.

1.2. Caéc hinh thirc ban hang

Trong hoat dong kinh doanh, ngudi mua va ngudi ban c6 quyén lua chon nhiing
hinh thitc phtt hop véi diéu kién ctia minh. Hinh thirc va phuong thirc ban hang phan
anh moi quan hé gitra ngudi mua va nguoi ban trong giao dich mua ban, thanh toan va
van chuyén. tuy thudc vao ti€u chi phan loai dé phuc vu nhirng muc tiéu nhét dinh, c6
thé co cac loai hinh ban hang sau:

1.2.1. Can cit vao dia diém giao hang

- Ban tai kho cung ing: 1a m¢t hinh thirc kinh doanh ma trong dé cac giao dich mua
ban hang hoéa dién ra truc tiép tai kho ctia ngudi ban, doanh nghiép hay nha cung
cap. N6 ¢ uu diém 1a giup doanh nghiép tiét kiém dwgc mét s6 chi phi (mit bang,
nhan vién ban hang, quang cdo, ...); gitp doanh nghiép tiép can duoc nhiéu khach
hang tiém ning hon, tir d6 ting doanh s6. Vi ban hang tai kho nén chi tiép can khach
hang & gan hodc c6 kha ning tu van chuyén hang hoa, tir 46 gy bat tién. Hinh thirc
nay thich hop véi khach hang c6 nhu cau 16n, tiéu dung 6n dinh va nguoi mua co
san phuong tién van chuyén hang hoa.

- Bén qua cira hang, quay hang: 13 hinh thirc ban 1é truyén thdng, noi hang hoéa dugc
trung bay tai mot dia diém c6 dinh (ctra hang, siéu thi, quﬁy hang) dé nguoi mua
dén xem, lwa chon va giao dich truc tiép. Hinh thirc nay thich hop véi nhu cau nho,
danh muyc hang hoa nhiéu, chu ky tiéu dung khong 6n dinh.

- Bén tai dia diém tiéu dung: 13 hinh thirc nhan vién dén truc tiép nha khach hang thay
vi khach hang dén cira hang dé gi6i thiéu va tu van san pham phu hop. N6 tao thuan
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loi cho ngudi mua va 1a phuong thirc cht yéu dé nang cao chat luong phuc vy khach

hang va canh tranh 1an nhau.

1.2.2. Theo khdu lwu chuyén hang hod

Ban buén 1 hoat dong ban hang néi chung thudng nhim thoa man nhu cau kinh
doanh hay tim kiém lgi nhuén ctia khach hang. Pac diém cta hinh thirc ndy thé hién
qua chu thé ban hang bao gdm cac nha phan phdi, cac dai 1y cap 1, cip 2, va ddi
tugng mua hang thuong 13 cac cira hang ban 16, nha budn trung gian, ddng thoi tinh
chit mua hang dung dé ban lai kiém loi nhuan. Bén canh d6, sb luong san phém mdi
14n mua nhiéu; hanh vi quyét dinh mua hang cham, k¥ ludng cho 1an dau va mau
cho céc 1an sau d6; muc do trung thanh véi nhan hiéu san pham thudng cao (tiy
thudc vao lgi nhuan).

Ban 1¢ 12 hoat dong ban hang truc tiép cho ngudi tiéu dung cudi cung nhim thoa
méan nhu cau tiéu dung c4 nhan, khong mang tinh chat thwong mai. Pic diém cia
hinh thtc ban hang nay thé hién qua chu thé ban hang chinh 1a cic chu ctra hang
ban 1¢ hay nhan vién quay hang va dbi twong mua hang bao gdm cic c4 nhan vai
tinh chat mua hang dé thoa man nhu cau c nhan hoic ho gia dinh. Mit khac, trong
hinh thirc ban hang nay, sé 1an san phdam mdi 1an mua it, hanh vi quyét dinh mua

hang nhanh chéng, mitc d6 trung thanh véi nhan hiéu thuong thap.

1.2.3. Theo phwong thirc ban

Ban theo hgp dong va don hang: hinh thirc nay thuong ap dung cho nhiing hang hoa
c6 tinh chat quan trong, can dam phan trude khi ky két hop dong. Ngudi ban c6 thé
chia nho sé luong hang héa dé giao hang va ngudi mua cé thé thanh toan thanh
nhiéu lan theo quy udc hgp dong. Trong qua trinh thyc hién hop dong, hai bén phai
cung thé hién trach nhiém va ton trong loi ich cua nhau.

Thuan mua vira ban: 1 hinh thtrc khong can ky két hop dong khi mua hang. Hinh
thirc nay thuong ap dung cho nhitng hang hoé co tinh chit don gian, ngudi mua
thuan mua, ngudi ban dong y ban, khong can giri don hang

Ban d4u gia: hinh thirc nay ap dung cho mét s loai hang hoa ban véi s luong 16n,
hang khé tiéu chuan hoa, hang chuyén ding dugc ban dau gia dé tim nguoi mua tra

gi4 cao nhat.



Xuat khau: 1a phuong thirc ban hang dic biét can tuan theo cac quy dinh xuat nhap
khau ctia Chinh phu va ciing chi cac don vi duoc phép kinh doanh xuét nhap khau

thuc hién.

1.2.4. Theo méi quan hé thanh todn

Mua dut ban doan 1a mua ban va thanh toan ngay khi giao nhan hang hoa. N6 c6 vu
diém 1a doanh nghiép thu dugc tién ngay, dam bao an toan trong kinh doanh, nhung
cling gdy tré ngai cho nhiing khach hang khong cé tién ngay ma nhat 1a ho khong
c6 du tién dé mua tra gop.

Ban hang tra chdm, tra gop 1 hinh thirc ban hang thu tién nhiéu 1an, theo d6, nguoi
mua s& thanh todn mot phan gia trj tién ngay tai thoi diém mua, phan con lai s& thanh
toan nhiéu 1an & cac ky tiép theo va phai chiu so 13i trén sd tién tra cham d6. Doi voi
mot s6 loai hang héa thong thuong, tiéu dung rong rdi va co tinh chat phan tan thi
nguoi ta st dung hinh thirc mua hang qua dai 1y trd cham (vi du: tivi, ti lanh, xe

may, ...).

1.2.5. Cac hinh thirc ban hang khac

Ban hang truc tiép 1a viéc ban hang hoa, dich vu mét cach truc tiép nhat tir tay nguoi
ban dén tay ngudi mua ma khéng qua mét dia diém ban 1¢ ¢d dinh nao. Cac loai
hang hoa, dich vu duoc tiép thi téi ngudi tidu dung boi doi ngii nhitng nguoi ban
hang doc 1ap. Tuy thudc vao mdi cong ty ma ngudi ban hang dugc goi 13 phan phbi
vién, dai dién, tu van vién hodc co cac tén goi khac. Cac san pham duoc ban thong
qua cac budi gi61 thiéu, chia sé, thuyét trinh tai nha hodc cac budi gap mat va duogc
ban tryc tiép boi nhitng nguoi ban hang nay.
Ban hang qua dién thoai 1a mot phuwong phap marketing truc tiép ma thong qua dé
mot ngudi ban hang sir dung dién thoai dé thuyét phuc va quang céo san pham, hang
hoéa hay dich vu cia cong ty hay cia minh dén véi khach hang tiém ning. Viéc ban
hang c6 thé dién ra & bat ky dau, tiép can khach hang & khip moi noi, ban hang tir
xa qua dién thoai, tuy doanh ) thép nhung lai nhan dugc nhitng thong tin bo ich vé
nhu cdu cua thi trudng.
Bén hang qua ngudi moéi gidi (hay moéi gidi thwong mai) 1a viéc mot “thuong nhan”
lam trung gian gidi thi€u bén ban hang hda (hoac cung tng dich vu) véi bén mua
hang hoa (hodc thué dich vu d6) va duoc hudng “hoa hdong” (“phi méi giéi”). Hinh
thirc nay phu hop v6i doanh nghiép 1an dau tién tham nhap thi truong, hodc khi thi
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1.3.

truong bién dong nhanh ma ngudi ban lai it kinh nghiém va ciing rat phu hop khi
doanh nghiép muén xdm nhap thi trudng ma viée tuyén truyén quang cdo co kho
khan.

Ban hang qua Internet 1a hinh thirc ban hang qua mang, thong qua quang céo va bao
gia trén mang, khach hang goi dién thoai dat hang hodc dat hang truc tiép trén mang
va nha cung cip giao dén tin noi cho khach hang. N6 gitup doanh nghiép tiép kiém
chi phi, linh dong vé khong gian va thoi gian, tiép can dugc nhiéu khach hang. Co
thé thay hinh thirc nay ngay cang déng vai trd quan trong trong doi sdng xa hoi vi
d6 1a nhirg phuong thirc giao dich nhanh nhat, hiéu qua nht, tin dung duoc tdi da
moi nguén lyc. Tuy nhién, doanh nghiép ddi mat voi cac van dé vé an toan bao mat
va kho khan trong viéc tao dung niém tin cho khach hang. Pay 13 hinh thitc kinh
doanh trén céc thiét bi dién tir nén nd sé bi tac dong theo sy thay ddi cua cong nghé.

Khai niém va vai tro cia quy trinh ban hang

1.3.1. Khai niém quy trinh ban hang

Quy trinh ban hang 1a mot chudi cac hoat dong cu thé duoc sép Xép theo trinh tu

hop 1y nham dat muyc dich cudi ciing 13 ban san pham hoic dich vu cho khach hang.

1.3.2. Vai tro cua quy trinh ban hang

Viéc xay dung mot quy trinh ban hang dong vai trd quan trong trong viéc phat trién

mot doanh nghiép. N6 duogc coi nhu kim chi nam trong viéc chuyén doi khach hang tir

khach hang tiém ning thanh khach hang than thiét.

Quy trinh ban hang chuan giup bd phan quan 1y, ban 1anh dao d& dang kiém soat,
danh gia dugc hoat dong, hi¢u qua lam viéc cua nhan vién.

C6 mot quy trinh ban hang s€ tao ra su 1o rang trong cach lam viéc cua cadc nhan
vién, tir d6, ho s& dé dang hon trong viéc tiép can voi khach hang.

Mot so d6 quy trinh ban hang tét s& gitip doanh nghiép phén loai va phan tich hanh
vi khach hang trong quéa trinh mua hang mot cach don gian hon, tir d6, doanh
nghiép co thé dwa ra nhitng hoat dong tiép can, tuong tac pht hop véi khach hang
trong tung giai doan mua hang (chéng han nhu goi dién thoai, viét email hay gap
& truc tiép, ...).

Tao su chuyén nghiép cua cong ty trong dadnh gia cua khach hang.

Nhanh chéng rat ngén duge su chénh 1éch vé trinh do, k¥ ndng cua nhan vién cii

va moi.



1.4. Cac budc xay dung quy trinh ban hang

Tim kiém va Chuén bj tiép ieplean Trinh bay va

phinloa1 |\ —»| cankhach " 1. hang minh hoa

|

Cham soc sau ban |« Chdt don hang X 1i tur choi
khach hang

khach hang hang

Hinh 1.1: So' dd quy trinh ban hang
(Nguén: Gido trinh Quadn tri ban hang)
1.4.1. Tim kiém va phén logi khdch hang
1.4.1.1.  Tim kiém khdch hang
Hoat dong tim kiém khach hang 1 qua trinh tim kiém, thu hut va giit chan khach
hang m&i thong qua viéc cung cap ndi dung va xdy dung mdi quan hé véi ho. Viée chu
dong tim kiém va tiép can dung nhom khach hang muc tiéu khong chi gitp gia ting
doanh s6 ban hang ma con dong vai trd khéi dau cho toan bo chu trinh tiép thi va cham

soc khach hang.

Trong hoat dong ban hang, viéc tim kiém khach hang duogc thuc hién dua trén
nhiing cin ctr cu thé:

- Dua vao muc tiéu kinh doanh: viéc tim kiém khach hang can xudt phat tir muc
tiéu kinh doanh ma doanh nghiép dit ra trong ting giai doan cu thé. Tuy theo
dinh hudng nhu mé rong thi truong, gia ting doanh thu, duy tri thi phan hay tap
trung ti€u thy mgt nhom san phém nhét dinh, doanh nghi¢p sé x4c dinh cac nhém
khach hang muyc tiéu tuong ung. Chang han, néu myc tiéu 1 mé rong thi truong,
doanh nghiép s& uu tién tim kiém khach hang méi ¢ cac khu vuc hodc phéan khac
chua khai thac; néu muc tiéu 13 gia ting doanh thu, doanh nghiép c6 thé tap trung
vao nhitng khach hang c6 quy mo 16n, kha nang chi tra cao hodc khach hang hién
hitu ¢6 tiém ning mua thém; con trong truong hop ddy manh tiéu thu mot san
phém cu thé, hoat dong tim kiém s& hudng dén nhitng khach hang c6 nhu cau
phtt hop véi dic tinh cta san pham do.

- Dua vao dic diém ctia san pham hodc dich vu ctia doanh nghiép: Mdi san pham,

v6i nhitng dic tinh riéng vé cong dung, chit lvong va mic gia, s& chi phu hop
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voi mot sb dbi tuong nhét dinh trén thi truong. Do do, doanh nghiép can can clr
vao cac dic diém nay dé xac dinh dung phan khic khach hang c6 kha ning tiép
nhan va st dung san pham. Pong thoi, nhitng yéu t6 nhu mirc do phirc tap, gia
tri va tan suét str dung cua san pham ciing anh huéng dén cach thire tim kiém va
lya chon cua khach hang.

Dua vao nguén lyc cua doanh nghié¢p: bao gém nguén luc tai chinh, nhan luc, hé
thong phan phdi, cong nghé, ... Ngudn luc ciia doanh nghiép khong chi quyét
dinh kha ning tim kiém khach hang ma con anh huéng dén chit luong khach
hang duoc tim kiém, tir d6 tic dong truc tiép dén hiéu qua hoat dong ban hang
ctia doanh nghiép. Cu thé, ngudn luc tai chinh cho phép doanh nghiép dau tu vao
cac hoat dong marketing, quang cdo, nghién ctru thi truong hodc mé rong kénh
tiép can khach hang; néu ngu@)n luc tai chinh han ché, pham vi tim kiém s& bi thu
hep va chu yéu tap trung vao cac kénh chi phi thap. Bén canh d6, nguon nhan
lyc, dac bi¢t 1a do1 ngti kinh doanh, quyét dinh kha nang khai thac thong tin, tiép
can va xay dung mdi quan hé véi khach hang; doi ngil c6 trinh d6 va kinh nghiém
cao s& gitp doanh nghiép tiép can dung ddi twong va nang cao ty 1& chuyén doi.
Ngoai ra, hé thong phan phdi va cong nghé (nhu hé thong quan 1y khach hang,
cong cu phan tich dit liéu) hd tro doanh nghiép trong viéc thu thap, xir Iy va quan
1y thong tin khach hang mot cach hiéu qua, tir 46 ning cao chat luong cta qua
trinh tim kiém. Do dé, tuy thudc vao mirc do va kha ning huy dong cac ngudn
lyc ndi tai, doanh nghi¢p sé lya chon phuong thirc tim kiém khach hang phu hop,

dam bao t6i wu hoa chi phi va dat duoc hiéu qua cao trong hoat dong ban hang.

Khi thi trudng thay d6i ngay cang nhanh, khach hang ngay cang tu chi trong viéc

mua sam, vi vdy doanh nghiép can khong ngimg d6i méi va két hop nhiéu phuong phép

tim kiém khach hang khac nhau dé mo rong tép khach hang tiém ning va duy tri da ting

truong bén virng.

¢ Telesales va khai thac dir liéu khach hang

Telesales 1a hinh thic tiép can khach hang qua dién thoai, trong d6 nhan vién truc

tiép gi6i thidu san pham, thu thap phan hoi va sang loc khach hang tiém ning. Phuong

phap nay thuong duogc st dung trong cac doanh nghiép B2B, nganh dich vu tai chinh,

bao hiém, bat dong san... Telesales ngay cang hiéu qua hon khi két hop véi khai thac

dir li¢u khach hang. Viéc st dung h¢ théng CRM, dir liéu web va dir liéu tir bén thir ba
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gitip xac dinh dung d6i twong muc tiéu trude khi goi dién, tir d6 nang cao ty 1é chuyén
doi.

Bén canh d6, viéc xay dung dit liéu khach hang chat luong khong chi gitip tiép can
hiéu qua ma con tao nén tang cho cac hoat dong chim soc sau ban hang. Hon nita, véi
mét dir liéu chat lugng, cong ty co thé mau chong tim dén ding khach hang muc tiéu
ctia minh. M6t cudc goi diing ngudi, ding lic c6 thé tao ra doanh thu bang ca thang ngdi
cho khach hang ty tim dén (Jeb Blount, 2015, Fanatical Prospecting).

% Quang cdo truc tuyén

Quang céo tryc tuyén 1a mot trong nhitng céng cu manh mé& nhat dé doanh nghiép
tiép can khach hang tiém ning mot cach nhanh chéng va c6 thé do ludng duogc. Vi su
phat trién ciia cac nén tang nhu Google Ads, Facebook Ads, TikTok Ads, doanh nghiép
c¢6 thé nham chinh xac ngudi dung theo do tudi, gidi tinh, vi tri dia 1y, so thich, hanh vi
tiéu dung.

Quang cao k¥ thuat sé giup doanh nghiép tiét kiém chi phi so v&i quang céo truyén
théng va tao ra luong 16n dir liéu phuc vu cho cac hoat dong marketing tiép theo. Hon
nita, cong nghé s gitp nha tiép thi khong chi tiép can khach hang ma con hiéu ho va
phuc vu ho ding luc, ding cach (Kotler, P., & Keller, K. L., 15th, 2016, Marketing
Management). C6 thé noi, quang céo truc tuyén tré thanh “vii khi chién lwgce” gianh lay
su cht y ban dau tir khach hang.

+» Mang xa hoi va nguoi anh hudng (KOL, KOC)

Mang xa hoi 1a kénh tim kiém khach hang rat hiéu qua nho vao luong nguoi dung
16n, muc d6 twong tac cao va kha ning lan truyén manh. Doanh nghiép c6 thé sir dung
cic nén tang nhu Facebook, Instagram, TikTok, ... dé quang ba thuong hiéu, t6 chirc
mini game, livestream, hodc dang tai ndi dung dinh huéng nhu cau.

Ngoai ra, viéc két hop voi nguoi anh hudng — tic 1a cac KOL (Key Opinion
Leader) va KOC (Key Opinion Consumer) — gitip doanh nghiép xay dung niém tin tir
phia khach hang mdt cach nhanh chong. Khach hang hién dai khong tin quang céo, ho
s& d& dang tin vao nhitng nguoi gibng ho hon (Charlene & Josh, 2008). Pay 1a Iy do vi
sao marketing dya vao ngudi anh huéng tré thanh xu huéng va phuong phép tim kiém
khach hang hiéu qua trong moi trudng mang xa hoi.

% Email marketing
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Email marketing 12 phwong phép giri néi dung quang céo, khuyén mai, ban tin hozc
thu moi truc tiép dén hop thu ca nhan cua khach hang. Du d3 ton tai 1au, email marketing
van 1a cong cy rat hiéu qua — dac biét trong cdc mo6 hinh B2B va thuong mai dién tir —
nhd khé ning ¢4 nhan hoa cao va chi phi thip. Email 1a mot trong nhitng coéng cu ban
hang quan trong nhat trong chién luoc tao doanh thu bén viing néu dugc ca nhan hoa
dang cach (Aaron & Marylou, 201, Predictable Revenue).

Khi dugc thiét ké t6t, email c6 thé giup doanh nghiép nudi dudng khach hang tiém
ning va dua ho dan dén quyét dinh mua hang. Tuy nhién, dé hiéu qua hon, email
marketing can dugc két hop voi hé thdng quan 1y dit liéu khach hang (CRM), tu dong
hoa va do ludng hanh vi mé thu, click vao lién két nhanh chong.

% Hoi cho, hoi thao, két ndi nganh

Céc su kién nhu hoi cho trién 1dm, hoi thao chuyén nganh, hodc cac budi két ndi
doanh nghiép 13 co hdi quy bau dé doanh nghiép tiép can truc tiép voi khach hang tiém
nang hoic ddi tac phu hop.

Pay 1a hinh thirc truyén théng nhung van rat hiéu qua, dic biét trong cac nganh
cong nghiép, bat dong san, thiét bi, dich vu doanh nghiép... vi khach hang cé thé trai

nghi¢m tryc ti€p san pham hoac trao do61 sau vé giai phap ma cong ty cung cap.

Két qua ctia bude tim kiém khach hang 13 viéc doanh nghiép thu thap va hinh thanh
dugc dir 1iéu khach hang ban dau, bao gém cac thong tin co ban nhu dac diém, nhu cau
va kha nang mua cta khach hang. Trén co s& dit liéu nay, doanh nghiép tién hanh phan
loai va sang loc dé xac dinh nhiing doi tuong c6 muc d§ phu hop cao, tir d6 hinh thanh
tap khach hang tiém niang phuc vu cho hoat dong ban hang. Pay 14 co s& quan trong
gitip doanh nghiép lwa chon dung khach hang muc tiéu, t6i vu hoa ngudn luc tiép can
va nang cao hiéu qua trong cac bude tiép theo cua quy trinh ban hang nhu tiép can, tu
van va chét giao dich.
1.4.1.2.  Phan logi khach hang

Phén loai khach hang 1a qué trinh phéan chia khach hang ctia doanh nghi¢p thanh
c4c nhom nho khac nhau dya trén cac dic diém, nhu cau, hanh vi, hay cac dac tinh khac
nhau.

Phan loai khach hang gitp cho doanh nghiép hiéu rd hon vé khach hang ciia minh,
tir 46 dwa ra cac chién lugc kinh doanh va tiép thi pht hop dé nang cao hiéu qua kinh

doanh, ting cudng mbi quan hé v6i khach hang.
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Khach hang co thé dugc phan loai theo nhiéu cach khac nhau, tuy thudc vao muc

dich va linh vuc cta doanh nghiép. Dudi day 1a mot sé cach phan loai khach hang phd

bién:

R/
0‘0

7
0'0

R/
0‘0

Phan loai khach hang bén trong va bén ngoai doanh nghiép
Khach hang bén trong doanh nghiép (khach hang ndi bd) 1a cac nhan vién, cap
lanh dao, cb dong, bd phan/phong ban... trong ciing mot doanh nghiép, tao thanh
mot chudi cung ung ndi bo. Néu gifra cac bo phan khong c6 su lién két, hop tac
thi doanh nghiép s& khé dat dugc muyc tiéu kinh doanh ctia minh.
Khach hang bén ngoai doanh nghiép 1 nhitng ca nhan hoic to chirc ma doanh
nghiép khong phai 1am viéc truc tiép voi ho nhung van anh huong dén hoat dong
va két qua kinh doanh ctia doanh nghiép.

Phén loai khach hang theo c4 nhan va to chirc
Khach hang c4 nhan 14 nhiing c4 nhan mua sam san pham/dich vu cho nhu cau
st dung c4 nhan, gia dinh hoac ban bé. Ho khong dai dién cho bat ky td chirc hay
doanh nghiép nao. Quyét dinh mua sim thudng dua trén sé thich, nhu cau ca
nhan, cam xuc va gia ca. Doanh nghiép thudng tuong tac truc tiép voi timg khach
hang ca nhan, ¢6 gang xay dung mdi quan hé va tao trai nghiém ca nhan hoa.
Khéch hang t6 chirc 1a cac don vi, to chirc (cong ty, co quan chinh phu, t6 chirc
phi lg1 nhuén) mua san phém/dich vu dé st dung trong hoat dong san xuét, kinh
doanh hodc van hanh. Ho mua sam dé dap Gmg nhu cau cia doanh nghiép, chang
han nhu nguyén liéu san xuat, thiét bi, dich vu IT hodc giai phap phan phdi. Quyét
dinh mua sim thuong dya trén ti€u chi kinh doanh, g1 ich va hi€u quéa trong hoat
dong kinh doanh ctia hg. Doanh nghi¢p thuodng tuong tac véi cac quan 1y hoac
ngudi dai dién chuyén nghiép cua khach hang doanh nghiép va giao tiép thudng
dién ra qua cac cudc hop, hop dong va thuong thao.

Phan loai khach hang theo ddc tinh

- Theo do tudi: Phan loai nay dua trén do tudi cuia khach hang. Nhitng phan loai

thuong gap bao gom tré em, thanh nién, nguoi trung nién va ngudi cao tudi.

- Theo thu nhap: Phan loai nay duva trén muc thu nhap ctua khach hang. Nhiing

phan loai thuong gip bao gdm khach hang c¢é thu nhép thap, trung binh va cao.

- Theo nghé nghiép: Phan loai theo nganh nghé hodc cong viéc hién tai ctia khach

hang.
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- Theo s6 thich va nhu ciu: Phan loai nay dua trén s¢ thich va nhu cau cua khach
hang. Nhiing phan loai thuong gip bao gdm khach hang thich du lich, thé thao,
thoi trang, 4m thue. ..

- Phan loai khach hang theo dia 1y 1a cach phan loai dua trén dia ly cua ho, vi du
nhu khu vyc thanh phd, nong thon, d6 thi, ngoai 6. Viéc phan loai khach hang
theo khu vuc dia 1y gitip cac cong ty hiéu rd hon vé dic diém va nhu cau cua
khach hang & tirng khu vuec.

% Phan loai khach hang theo phéu

- Khach hang mdi 1a khach hang chua ting mua hang hodc str dung dich vu cua
cong ty. Pay 1a nhom khach hang cin dugce quan tim va cham séc dic biét dé
thu hat va gitt chan ho.

- Khach hang tiém nang 1a nhitng nguoi, to chirc ¢6 kha nang tro thanh khach
hang thuc té cuia cong ty trong tuong lai.

- Khach hang trung thanh la nhitng khach hang da mua hang hodc st dung dich
vu cua cong ty trong mdt khoang thoi gian dai va c6 xu huéng mua hang thuong
xuyén hodc trung binh.

- Khach hang chua quay lai la nhitng khach hang da timg mua hang, sir dung dich
vu cua cong ty nhung khong quay lai trong mot khoang thoi gian dai. Cac cong
ty can tim hiéu 1y do tai sao khach hang chua quay lai va tim cach khac phuc dé
thu hut ho trd lai.

¢+ Phan loai theo gia tri 1a phan loai khach hang dua trén gia tri ma ho mang lai cho
cong ty, bao gdm:

- Khach hang quan trong 1a nhitng khach hang c6 gia trj cao nhat d6i voi cong ty,
dong gop dang ké vao doanh sd, loi nhuén va thuong hiéu ctia cong ty.

- Khach hang trung binh 1a nhiing khach hang mua hang thuong xuyén hoac dong
g6p mdt phan nho vao doanh sb va loi nhuin cua cong ty.

- Khach hang khong quan trong 1a nhitng khach hang thuong mua hang it hodc
khong dong gop dang ké vao doanh s va loi nhuan cua cong ty.

1.4.2. Chudn bj tiép cén khdch hang (tién tiép cin)

Chuan bi tiép can khach hang 13 qua trinh nghién ctru, xdy dung chién lugc va
trang bi day du thong tin, cong cu can thiét trude khi twong tac tryc tiép hodc gian tiép
v6i khach hang tiém ning.
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Sy chuén bj trudc gitip cho nhan vién ban hang c6 duoc nhiing théng tin cy thé vé
khach hang, biét dugc nhitng yéu t c6 thé anh hudéng téi viéc mua hang cua khach hang,
tir 46 gitp cho nhan vién ban hang co thé giao tiép hiéu qua véi khach hang, tao hinh
anh tin cay

O budc ndy, nguoi ban hang can ra soat lai danh sach khach hang, danh gia lai cac
yéu t6 nhu nhu cau thyc té, kha ning thanh toan, mirc d6 sin sing mua va vai trd cia
khach hang trong qua trinh ra quyét dinh. Trén co s& do, tién hanh thu hep va uu tién
nhom khach hang tiém ning cao, nhim tip trung ngudn luc vao nhitng khach hang co
gi4 tri nhat. Viéc dinh hinh lai nhom khach hang trong giai doan tién tiép cin khong chi
gitp nang cao tinh chinh xéc trong lya chon ddi tuong ma con tao diéu kién dé c6 thé
Iira chon phuong thirc giao tiép pht hop va nang cao hiéu qua ciia toan bd qua trinh ban
hang.

< Nhiing thong tin ma nguoi ban hang can chuan bi

Théng tin vé san pham/dich vu ciia minh: Ngudi ban hang can nim viing cac dic
diém, cong dung va loi ich cta san pham hoic dich vu ma minh cung cap, dong thoi
hiéu rd diém khac biét so voi cac dbi thu canh tranh trén thi truong. Viée chuén bi nay
khong chi dimng lai ¢ kién thic 1y thuyét ma con bao gdm kha niang phan tich gié tri cot
16i (USP) va xé4c dinh san pham sé& giai quyét van dé gi cho khach hang. Phuong thiic
thuc hién chu yéu 1a nghién curu tai liéu ndi1 bo, catalogue, bang gia, trao doi voi bo phan
k¥ thuat va phan tich vu — nhuoc diém cta san pham. Piéu nay gitup ngudi ban chuyén
tir viéc “ban san pham” sang “ban giai phap”, qua d6 ning cao hiéu qua thuyét phuc
khach hang. Khach hang khong mua san pham, ma khach hang mua giai phap, loi ich
ma san pham mang lai. Nhu vdy, thong tin vé san pham/dich vu phai thé hién rd diéu
nay.

Chudn bj vé théng tin ciia khdch hang: Trong qua trinh ban hang cho cac to chirc,
ngudi ban hang can phai ndm bat duoc thong tin vé nhitg ngudi tham gia vao qua trinh
mua hang va thong tin vé cong ty clia ho. Vé ca nhan ngudi mua, ngudi ban hang cé thé
tim hiéu vé nghé nghiép, ban bé... ctia ho. V& cong ty, ngudi ban hang can tim hiéu
nhitng thong tin vé hoat dong ctia cong ty (linh vuc kinh doanh, san xuét san pham/dich
vu gi, thi trudng ctia cong ty, cong ty dang phai d6i mat voi nhitng thach thirc nao), vé
viéc mua hang cua cong ty (qui trinh mua hang nhu thé nao, co ché, ho dang sir dung
dich vu cta cong ty nao, v.v.). Viéc thu thdp thong tin co thé dugc thuc hién thong qua
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nhiéu phuong thic nhu tim kiém trén website, mang xa hoi, st dung hé théng CRM
hoic khai thac tir cac mdi quan hé sén c6. Nhd d6, ngudi ban co thé chu dong xay dung
céch tiép can phu hop va ting kha ning thanh cong khi tiép xic khach hang.

Chudn bi tdi liéu va cong cu ban hang: Céc tai liéu can thiét bao gdbm ho so ning
luc doanh nghiép, catalogue san pham, bang bao gia, hop dong miu va céc tai liéu trinh
bay nhu slide hoidc video gi6i thiéu. Bén canh dé, ngudi ban ciing can sir dung cc cong
cu hd trg nhu phan mém CRM, email chuyén nghiép hoic cac nén tang trinh chiéu dé
nang cao hiéu qua giao tiép v6i khach hang. Viéc chuan bi k§ ludng céc tai liéu nay
khong chi gitip cung cap théng tin rd rang ma con gbp phan tao dung hinh anh chuyén
nghiép va uy tin cho doanh nghiép.

Chudn bi phirong thirc tiép can khdch hang: Nguoi ban can lya chon phuong thirc
tiép can phu hop voi timg ddi twong khach hang nhim t6i wu héa kha ning phan hoi.
Céc phuong thirc phé bién bao gom goi dién thoai, giri email, gip truc tiép hoic tiép can
qua cac nén tang mang xi hoi nhu Zalo, Facebook, LinkedIn. Déi v6i khach hang doanh
nghiép (B2B), viéc két hop email va gip truc tiép thuong mang lai hiéu qua cao, trong
khi khach hang c4 nhan (B2C) c¢6 thé linh hoat hon trong phuong thirc tiép can. Viéc lya
chon dung kénh tiép can s& giup ngudi ban tiét kiém thoi gian, ting ty 16 twong tac va
nang cao hi€u qua ban hang.

Ldp ké hoach thoi gian va lich tiép cdn: ngudi ban can xay dung ké hoach thoi
gian cu thé cho viéc tiép can khach hang nham dam bao tinh hiéu qua va khoa hoc. Diéu
nay bao gém viéc lva chon thoi diém lién hé phu hop, sép xép lich hen 0 rang, xac nhan
trudc vai khach hang va 1én ké hoach di chuyén trong truong hop gip truc tiép. Nguoi
ban co thé st dung cac cong cu hd trg nhu lich dién tir dé quan 1y thoi gian va theo dai
tién do cong viée. Viéc 1ap ké hoach hop 1y khong chi gitp t6i wu héa ngudn Iyc ma con
g6p phan nang cao tinh chuyén nghiép trong qua trinh ban hang.

1.4.3. Tiép cin khdch hing

Tiép can khach hang 1 qu4 trinh tiép xuc, tuong tic va trao d6i v6i khach hang dé
tao mdi lién két va tim hiéu nhu cau cta khach hang. Tir d6, xay dung niém tin va cung
cap gia tri dich thuc cho khach hang nham nang cao mirc d6 hai 1ong cta ho dbi véi
doanh nghiép.

Tiép can khach hang c6 vai trd quan trong trong viéc xac dinh nhu cdu va mong
mudn cta khach hang, tir 46 dua ra cac chién lugc va giai phap phu hop dé dap tng nhu
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ciu d6. Pong thoi, tiép can khach hang ciing gitp tao dung méi quan hé tin cdy va tao
1ong tin cho khach hang vao san phdm va dich vu cua doanh nghiép.

C6 hai phuong thirc tiép can khach hang chii yéu d6 1a tiép can truc tiép va tiép
can gian tiép

Tiép cdn khdch hang trao déi triee tiép: 13 phuong phép trao doi truc tiép ctia nhan
vién ban hang v6i khach hang thong qua viée giao tiép va trao ddi thong tin.

Tiép can tryc tiép khach hang 1a mot phuong phap rat hidu qua trong quan tri ban
hang, dac biét trong vi¢c xay dung mbi quan hé 1au dai va tao sy tin tuéng. Uu diém 16n
nhat ctia phuong thirc nay 1a giup nhan vién ban hang c6 co hoi hiéu rd hon vé nhu cau,
mong mudn ctia khach hang, tir 46 dwa ra nhirng giai phap pht hop va tu van chinh xac
hon. Tuy nhién, nhuoc diém 1a ton nhiéu thoi gian va chi phi (di chuyén, t6 chirc gip
mat).

Dé viéc gip gd dat hiéu qua cao, nguoi ban hang can phai chuan bi ndi dung cudc
gip, nhitng van dé can trao d6i, dy kién trudc mot s6 tinh hudng, v.v. Trong khi tiép xtc
v6i khach hang, nguoi ban hang can phai biét quan sat, lang nghe va dit dugc cac cau
hoi v6i muc dich thiam do, thu thap thong tin, kiém tra thong tin. Cac dang cau hoi
thuong dugc st dung 1a cau hoi mo, cau hoi danh gia truc tiép, cau hoi dé khach hang
tu so sanh voi ddi thu canh tranh, cau hoi dan dat... Khi gap khach hang, viéc tao an
tuong ban dau rét quan trong: vé bé ngoai lich sy, thai d§ than thién va san sang léng
nghe; diéu d6 lam khach hang cam thiy thoai mai va coi mé hon.

Tiép cdn khdch hang trao déi gian tiép: qua trinh tiép can khach hang c6 thé dién
ra thong qua nhiéu kénh giao tiép, nhu tro chuyén qua dién thoai, email, mang xa hoi,
trang web, quang cdo...

Tiép can khach hang qua email 12 hinh thtc giri thu dién tir ¢ giao tiép v6i khach
hang tiém nang hodc hién tai. N6 co thé dugc st dung dé gidi thi€u san phrflm/dich vu,
cung cap thong tin hodc cham séc khach hang. Uu diém cua phuong thirc nay 1a chi phi
thap, dé trién khai hang loat va co thé cung cap thong tin chi tiét, chuyén nghiép. Pong
thoi, email gitp khach hang c6 thoi gian suy nghi trudc khi phan hdi. Tuy nhién, nhuoc
diém 14 ty 16 m& email khong cao, dé bi bo qua hodc roi vao thu rac, va thiéu sy tuong
tac truc tiép nén kho tao an tuong manh.

Tiép can qua dién thoai 13 hinh thirc nhan vién ban hang st dung cudc goi dé lién
hé, gidi thi€u san phém hodc thiét 1ap cudc hen véi khach hang. Uu diém 1a tiét kiém
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chi phi, linh hoat va c6 thé trién khai hang loat trong thoi gian ngan. Nhiing kho khan
gip phai khi tiép can qua dién thoai 1a: kho doan dugc phan Gng cua khach hang vi
khong tiép xuc truc dién véi khach hang, thong tin thudng mot chiéu, hoic bi cit ngang
boi nhitng viéc quan trong hon. Khi thuc hién cudc hen qua dién thoai, can luu v

- Lap ndi dung cudc thoai trude khi goi

- Khong nén qué voi va, can lich sy nhi nhin trong 161 no1

- Danh thoi gian can thiét & khach hang suy nghi va dit ciu hoi

Tiép can qua mang xa hoi 1a phwong thirc tiép can khach hang théng qua cac nén
tang truc tuyén (Zalo, Facebook, LinkedIn...), cho phép doanh nghiép twong tic véi
khach hang moi lac, moi noi. Ngudi ban c6 thé st dung tin nhin, bai dang hoic quang
céo dé tiép can va duy tri mdi quan hé véi khach hang. Uu diém ndi bat 1a chi phi thap,
pham vi tiép c4n rong, dé ca nhan hoa nodi dung va phit hop véi xu hudng chuyén doi sb
hién nay. Theo cac nghién cuu, viéc st dung da kénh gitip tang kha nang tuong tac va
nang cao hiéu qua tiép can khach hang. Tuy nhién, nhugc diém 13 mirc do tin cdy ban
dau khong cao, thong tin dé bi troi hodc nhidu, va can thoi gian xay dung uy tin ca nhan
hoac thuong hiéu.

1.4.4. Trinh bay va minh hoa

Sau khi tiép c4n thanh cong véi khach hang tiém nang, nhan vién ban hang sé& bat
dau trinh bay vé nhimng thong tin, dic diém ndi bat cua san pham/dich vu, thong tin vé
gia ca ciing nhu nhirg cam két ctia doanh nghiép vé viéc dap tng yéu cau va nhu ciu
cua khach hang.

Muc tiéu cta trinh bay dé xuit véi khach hang 14 dé c6 dugc sy chdp nhdn cua
khach hang d6i v6i san pham/dich vu va dé san pham/dich vy thoa man nhu cau cua
khach hang, gitp khach hang giai quyét van dé cua ho.

Viéc doanh nghiép ban thir ma khach hang can chir khong phai ban thir ma doanh
nghiép c6 s& khién trong tim ciia viéc thuyét trinh huéng vé khach hang chtr khong con
13 bai doc thoai ctia nhan vién ban hang vé tinh ning cua san pham/dich vu. Trong quéa
trinh thao luan, trao d6i, néu khach hang cling dwa ra y kién, néu lén nhiing van dé thac
mic thi viéc chdt don thanh céng di di dugc hon nira ching dudng.

Dé tao 4n tugng tot thi ngudi ban hang phai sir dung kinh nghiém va k¥ ning giao
tiép, phai cha y dén thai do, trang phuc, ctr chi, phong cach chuyén nghiép dé thu hut s
cht y va gay thién cam ¢ nguoi mua. Cu thé:
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- Tao4n tuong tdt 1an dau tién: trang phuc thich hop, thai d0 tu tin, gay an tuong
t6t bang nhitng phong cach xi giao trong kinh doanh nhu bét tay hay chon chd
ngoi.

- Xay dung mdi quan hé tich cuc thong qua viéc giéi thiéu: ban than, cong ty (danh
thiép), tao bau khong khi than thién, coi mé

Sau khi xay dung quan hé, ngudi ban phai dat nhimg cau héi ma ddi twong quan
tam, dan dit d6i twong mua hang thiy dwoc hoan canh ctiia minh va su can thiét phai
mua hang. Ttr d6, giéi thiéu va lam cho ngudi mua thiy 1 loi ich ma ho dugc hudng
khi mua hang ctuia minh.

- Gi6i thiéu san pham: trinh bay loi ich mang lai cho khach hang, néu cac cau hoi
dé khach hang tich cuc tham gia vao cudc hoi thoai, quan sat phan ng vé nhu
cau va mong mudn cuia khach hang

- Lot ich cua viéc minh hoa: gilt dugc su cht y cua khach hang, tang sy hiéu biét
ctia khach hang vé san pham, théng tin duoc luu gilt 1au hon, tao cam giac vé
quyén sd hiru.

- Noi dung minh hoa: nim duoc khach hang quan tdm dén yéu t6 nao: tiy thudc
vao muc tiéu mua hang, cac dac trung ti€u biéu dem dén loi ich gi cho khach
hang, tranh dua ra qua nhiéu chi tiét lam khach hang kho tap trung.

- Phuong tién hd trg ban hang: san phém, hinh miwmod hinh, catalogues,
brochures, hinh anh minh hoa, giéy chirng nhan, cac phuong tién dién tu: slides. ..

Ngoai ra, nhan vién ban hang ciing khéng nén qua muc ca ngoi san pham/dich vu
ctia minh dé tranh viéc khach hang dat ky vong qua cao ma cam thay that vong vé sau.
Luc d6, doanh nghiép khong nhitng mat di nhitng vi khach nay ma con mét ludn ca co
hoi tiép can véi nhitng khach hang tiém ning khéac 1a gia dinh, ban bé ciia nhiing vi
khach nay.

1.4.5. Xir Iy tir chéi khdch hang

Xt 1y tir chdi trong ban hang 14 qua trinh ma nhén vién kinh doanh hodc ngudi ban
hang d6i mat va giai quyét cac phan d6i, nghi ngd, hodc Iy do ma khach hang tiém ning
dua ra khi ho khong san sang mua san phrflm hoac dich vu.

% Cac k¥ nang xir 1y tir chdi ctia khach hang

Ky ndng chia sé 1a khi khach hang dang suy nghi vé mot van dé nao do, nhan vién

ban hang can dung trén quan diém cua khach hang dé c6 nhitng 161 n6i phu hop.
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Thdi dé chdn thanh, chii y lang nghe: Khi khach hang dua ra 10i chi trich, nhan
vién ban hang can chim chi ling nghe, phan biét dau 13 101 néi that, dau 13 161 néi khong
that, sau do suy doan nguyén nhén va ly do thyc su cta su viéc. Trong truong hgp nhan
vién ban hang nhén thiy trong 151 phan nan cua khach c6 diém khong hop 1y thi khong
nén phan d6i ngay ma can dan dat hop 1y, nhu thé méi khién khach hang dé dang chap
nhan ¥ kién ctia minh.

Trd 107 can ké, ludn gitk binh tinh: D6i xtt voi khach hang can phai chan thanh, tir
tén, 6n hoa, sir dung tir ngit phi hop, khong néi qua nhiéu, khong hira hen tuy tién.

Tén trong khdch hang, khéo léo g xir: Trong bat ctr truong hop ndo, nhin vién
ban hang ciing khong dugc coi thuong v kién va sy phan nan hay chi trich cua khach
hang. T6t nhat khong nén phan doi truc tiép, néu khong s& khién khach hang thém kich
dong, buc boi. Truong hop khach hang sai thi nhan vién ban hang cling khong nén chi
ra, vach ra céi sai d6, néu khong s& dé gay phat y, dong cham dén su tu 4i cta ho thi
cudc ban hang s& tré nén guong gao va kho thanh cong.

Tao duong lui cho minh: Khong phai 161 phan nan nao cta khach, nhan vién ban
hang ciing ¢ thé xtr Iy 6n thoa. Néu gip tinh hudng du dung moi cach ciing khong thé
giai quyét, khach qua cing thang gay gat thi nhan vién ban hang can phai lui budc, tam
thoi tranh cac xung d6t 1on hon nita dé c6 thé mong gip lai va hop tac 1an sau, hoic kho
khin hon nita thi can chip nhén va danh thoi gian d6 dé cham soéc ciing nhu tim kiém
mot khach hang méi.

Phuwrong phdp phii dinh gidn tiép 1a pht nhan 1i ndi ciia khach hang mot cach vong
vo, tirc 1a sau khi nghe nhiing 161 phan nan cia khach hang, nhan vién ban hang trudc
hét phai cong nhan nhitng 10i n6i d6, sau d6 méi trinh bay quan diém ctia minh. Cach
1am nay dic biét thich hop v6i nhitng khach hang ludn cho minh 13 ngudi am hiéu san
pham, vi thé nhan vién ban hang khong nén phan dbi truc tiép ma can 4p dung k¥ ning
no6i chuyén khéo 1éo.

1.4.6. Chot don hang
Chét don hang 1a thoi diém khach hang dua ra quyét dinh mua va thuc hién thanh
toan. Rat it khach hang tiém ning sé& ty chdt don, do d6 nhan vién ban hang can phai c6
hanh dong, 101 n6i thic giuc ho ra quyét dinh. Pay la budc quan trong voi tat ca cac
doanh nghiép vi né truc tiép quyét dinh giao dich c6 thanh cong khong va doanh sb co
tang 1én hay khong.
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K§ ning chbt don 1a mot trong nhiing k¥ ning quan trong nhat ddi v6i nhan vién

ban hang. K§ ning nay giup nhan vién ban hang thuyét phuc khach hang mua san pham

hoac dich vu cua minh.

Lu6n gitr thai d6 vui vé va than thién véi khach hang: Khi giao tiép v6i khach
hang, nhan vién ban hang luén mim cuoi va than thién, da toat 1én dugc nang luong
tich cuc cho ngudi dbi dién va giam bét ciang thing trong cudc trd chuyén véi
khach hang. Néu trong truong hop khach hang khong dong y thi nhan vién ban
hang van phai vui vé cudi, két thiic giao dich khong thanh cong bang mét nu cudi
than thién... nhu vay da tao dugc an tuong voi khach hang.

Tao niém tin cho khach hang: Cach t6t nhat dé 1am diéu nay chinh 1a xay dung
niém tin v&i khach hang. Pau tién 13 niém tin vao san pham, vao thuong hiéu va
vao dich vu do doanh nghiép cung cap. Sau d6, tao niém tin tir chinh nguoi tu van
ban hang.

Tao su khan hiém cho san phém hodc dich vu: Ddi véi khach hang, su khan hiém
mang lai sy kich thich va thach thirc. Ho thuong cam thdy quan tdm hon dén san
pham khi biét rang né c6 gidi han hodc chi ¢ thé s¢ hitu v6i sé lwong nhat dinh.
Diéu nay gitp cho san pham cua ban trd nén dic biét va khién khach hang mudn
so hitu n6 hon. Tuy nhién, dé thu hit khach hang thong qua sy khan hiém, nhan
vién ban hang can phai nghién ctru va hiéu ré ddi tugng khach hang cia minh.
Pua ra 10i dé nghi voi khach hang: Viéc dua ra 16i dé nghi v6i khach hang ciing 1a
mot nghé thuit ma nhan vién ban hang nao cling can phai c6. Khi tu van ban hang,
ngudi mua hang phai ludn duoc ton trong. Khong thé voi va chét don bang cach
“cheo kéo”, “nan ni” khach hang, ma thay vao d6, nhan vién ban hang phai tao
duogc su tin cay va su an toan cho khach hang khi mua san phém/ dich vu cua doanh
nghiép.

Pua ra chuong trinh vu dai dac biét: Bat ké khach hang nao ciing mudn duoc
hudng chinh sach mua hang dic biét. Ngudi ban hang gioi 1a nguoi khién nguoi
mua thoa mén duoc diéu d6. Py ciing 1a bi quyét gitip ban chét don hiéu qua. Co
thé ap dung chién thuat nay khi qua trinh tu van gan két thuc nhung ngudi mua
van ludng Iy vé gia thanh.

Sau khi ch6t don hang thanh cong, hoat dong ban hang chua két thuc ma chuyén

sang giai doan hoan tt giao dich, trudc khi bude sang giai doan chim soc sau ban. O

20



giai doan nay, doanh nghiép can thuc hi¢n mdt s6 cong viéc quan trong nham dam bao

viéc cung cap san pham/dich vu dién ra ding cam két.

Nhan vién ban hang can x4c nhan lai toan bd nodi dung don hang, bao gém ching
loai san pham, s6 lugng, gia ca, dicu kién thanh toan, thoi gian va dia diém giao
hang. Viéc xac nhan nay gitp tranh sai s6t va dam bao sy thong nhét giita doanh
nghi¢p va khach hang

Doanh nghiép tién hanh hoan tat cac thu tuc phap 1y va tai chinh, chang han nhu
ky két hop dong d6i voi khach hang doanh nghiép hoic thuc hién thanh toan theo
thoa thuan. Pay 1a budc quan trong nham dam bao tinh phap 1y va quyén loi cua
cac bén trong giao dich.

Nhan vién ban hang can phéi hop vai cac bg phan lién quan nhu kho van, san Xuét
hodc k¥ thuat dé t6 chic giao hang hodc cung cap dich vu ding tién do va chat
luong da cam két. Qua trinh nay doi hoi sy phdi hop chit ché nhim dam bao san
pham dén tay khach hang mot cach chinh xac va kip thoi.

Trong qua trinh giao hang va str dung ban dau, doanh nghiép can theo ddi va hd
trg k¥ thuat khi can thiét, nham giup khach hang sir dung san pham hiéu qua va

han ché phat sinh van de.

1.4.7. Cham soc sau ban

Cham séc khach hang sau ban hang 1a cac hoat dong hd tro, tuong tac véi khach

hang sau khi ho da hoan tat giao dich mua san phém hoac sur dung dich vu.

Tuy day 1a qua trinh dién ra sau khi dd ban hang thanh cong, nhung 12 mét budc

khong thé thiéu trong quy trinh ban hang hiéu qua. TAm quan trong cta viéc thuc hién

t6t dich vu sau ban hang 13 khach hang lap lai viéc mua hang, gidi thiéu véi cac khach

hang khac, théa man tdi da nhu cau khach hang, xay dung mbi quan h¢ lau dai, tao thé

canh tranh.

% Muc tiéu cia cham soc khach hang sau ban

- Giai quyéet khiéu nai: Trong hoat dong cham sdc sau ban, gidi quyét khiéu nai cua

khach hang 13 muc tiéu quan trong nhim dam bao sy hai 1ong va duy tri niém tin
ctia khach hang ddi véi doanh nghiép. Khi phat sinh van d¢, doanh nghiép can
nhanh chong tiép nhan thong tin khiéu nai thong qua cac kénh nhu dién thoai,
email hodc gip truc tiép; sau d6 tién hanh ghi nhan, phan loai va xac minh nguyén
nhan dé dua ra phuong an xir Iy pht hop. Qué trinh nay thudng do bd phan chim
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soc khach hang hodc nhan vién kinh doanh truc tiép phu tréach, déng thoi ¢co su
phdi hop véi cac bo phan lién quan nhu ki thuat hodc van hanh trong truong hop
can thiét. Viéc xtr Iy can dam bao tinh kip thoi, minh bach va dung cam két, trong
d6 phan hoi ban dau nén duogc thuc hién trong thdi gian ngan (thudng trong vong
24 gid) va dugc giai quyét dut diém trong thdi gian sém nhat tiy muc do cia su
viéc. Sau khi xtr I, doanh nghiép can theo di lai mac do hai 1ong cua khach
hang nham dam bao van dé da duoc giai quyét triét dé va khoi phuc niém tin cia
khach hang.

Duy tri va phat trién méi quan hé cta khach hang: Viéc duy tri va phat trién mbi
quan hé khach hang lam tang kha nang mua lai va tao ra khach hang trung thanh.
Doanh nghiép can chi dong lién hé voi khach hang ngay sau khi hoan tat giao
dich dé hoi tham, huéng dan sir dung va hd tro ban dau, sau d6 duy tri lién hé
dinh ky nham cap nhat thong tin san pham, cung cap uu dai hoic dé xuat giai
phap phit hop véi nhu cau tiép theo. Pong thoi, doanh nghiép can thuc hién phan
loai khach hang dé thuc hién hoat dong cham s6¢ mot cach tot nhat, dic biét déi
v6i khach hang 16n hodc khach hang than thiét. Nén trién khai cac chuong trinh
tri an, wu dai hoic chim soc dic biét nhim ting mic 46 gan bo va long trung
thanh cua khéach hang.

Duy tri va phat trién mdi quan hé ciia khach hang thudng do b phan chim séc
khéach hang, nhan vién kinh doanh phu trach khach hang hodc b phan marketing
phéi hop thuc hién. Hoat dong ndy mang tinh lién tuc va 1au dai, khong gidi han
trong mdt khoang thoi gian cu thé. Thong thuong, doanh nghiép s€ lién hé lai voi
khach hang sau khi mua (vi du: 1-3 ngay dé hoi tham), sau d6 duy tri dinh ky
(hang thang, hang quy hoic theo chu ky sir dung san pham), nham nang cao trai

nghiém va gilr chan khach hang hi¢u qua.

% Cac phuong phap thuc hién cham s6c khach hang sau ban

Viéc cham séc khach hang khong chi gidi han & nhitng nhan vién tryc tiép giao

dich véi khach hang ma con bao gém toan thé nhan vién cta doanh nghiép - nhiing

ngudi khong truc tiép tiép xuc voi khach hang. Vi vay, ho ciing can duoc dao tao dé giao

tiép va ing xtr mot cach than thién va tot dep v6i khach hang. N6 bao gdm tir thai do,

hanh vi dén ning luc ctia ngudi phuc vu. Phdi ludn sin sang giai dap va giai quyét nhitng

thic mic, than phién cta khach hang. Sin sang tao thém nhing thuan loi cho khach
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hang nhu phuc vu chu dao hon, dap tmg kip thoi cho khach hang khi ho ¢6 yéu cau khan
cap. Duy tri lién lac thudng xuyén v6i khach hang va dam bao khach hang c6 day du
thong tin vé san phém, dich vu stir dung.

e Chim soc truc tiép — tap trung

Cham soc khach hang tai trung tam dich vu khach hang dit tai cac dia diém c6 vi
tri thuan loi 13 hinh thire cham soc truc tiép tip trung. Phuong thirc nay do cac chuyén
gia vé cham séc khach hang véi cac phuong tién k¥ thuat hién dai, co s¢ vat chét hién
dai, truc tiép tu van cho khach hang vé san phém, dich vu, chinh sach thanh toan, bao
hanh, doi tra hang, ...

Phuong thirc ndy c6 vu diém 13 qua su giao tiép truc tiép voi khach hang, nhan
vién cham soc s& ¢6 co hoi hiéu o hon vé khach hang, co thé diéu chinh hanh vi, 161 néi
cua minh thong qua thai d¢ cua khach hang. Bén canh do6, ngoai ngdn ngtr 101 noi, con
c6 sy tac dong cta ngdn ngir co thé lam ting hiéu qua bicu dat sy quan tam dén khach
hang.

Han ché ctia phuong phéap nay 1a chi phi cao. S6 luong trung tim c6 thé han ché
va khong phai moi khach hang déu c6 diéu kién dén tan noi dé duoc phuc vu.

e Chim soc truc tiép — phan tan tai cac diém ban hang

Phuong phéap nay dugc thyc hién ngay tai cac diém ban hang, quay giao dich — 13
noi tiép xtic truc tiép dé thuc hién cac giao dich v6i khach hang. Nhan vién ban hang s&
dam nhiém ca vai tro ban hang 1an cham soc khach hang. S6 luong khach hang duoc
cham soc sé& ting 1én dang ké nho mang ludi cac diém ban hang rong rii. Bén canh do,
chi phi du tu ciia phuong thic nay khong cao.

Tuy nhién, nhuoc diém 1a chat lugng chiam séc khach hang sé& bi han ché do k¥
nang, trinh d§ ctia nhan vién ban hang khi phai kiém nhiém ca hai vai tro. Chinh vi vy,
ho thuong khong toan tam toan y véi hoat dong cham so6c. Thuong hinh thire nay chi
dap tmg duoc nhitng yéu cau cham séc khach hang don gian. Phuong thire ndy, véi dic
diém 1a pham vi 16n, rai rac, s& gy kho khin cho cong tac dao tao hudng dan.

e Cham séc tryc tiép — phan tan tai dia chi ciia khach hang

Cham soc truc tiép — phan tan tai dia chi ciia khach hang 13 hinh thtrc duoc ap dung

d6i voi cac nhom khach hang 16n, khach hang dic biét. Doanh nghiép sé& cir nhan vién

chuyén nghiép vé cham séc khach hang dén tan dia chi cta khach hang.
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Hinh thure nay tuy dem lai hi€u qua cham soc rét cao, chung to6 dugc sy quan tdm
sdu sic cua doanh nghiép dén khach hang. Nhung doi hoi doanh nghiép phai c6 luc
luong chuyén vién chiam séc khach hang c6 trinh d6 nhét dinh, chuyén nghiép.

e Chim soc gian tiép

Cham soc gian tiép 1a hinh thtc chdam so6c khach hang dugc thuc hién qua cac
phuong tién lién lac hién dai, dién thoai, Internet... Phuong phap cham séc khach hang
nay ngay cang duoc st dung rong rii. Ap dung phuong phap ndy doéng nghia véi viée
doanh nghiép can t6 chirc doi ngil nhan vién c6 chuyén mon, thiét 1ap hé thong thong
tin da phuong tién phuc vu khach hang.

Uu diém cua phuong thirc nay 13 khach hang s& duoc phuc vu bat ¢ luc ndo, bat
ctr dau, khong giéi han khong gian va dia diém. T d6, doanh nghiép c6 thé tiép can
rong rai nhiéu dbi twong khach hang véi chi phi khéng qua cao.

Han ché cua hinh thuc nay la ndi dung cac hoat dong cham séc chi 1a su trao doi
thong tin. Khong dugc tiép xuc truc tiép, nhan vién khong thé nhan biét dugc tam trang,

thai do cua khach hang, kho co thé 1am ho hai long.
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CHUONG 2: THUC TRANG QUY TRINH BAN HANG TAI CHI NHANH
NHUA PUONG PETROLIMEX DA NANG

2.1. TONG QUAN VE DOANH NGHIEP
2.1.1. Gi6i thiéu chung vé doanh nghiép

Cong ty TNHH Nhya duong Petrolimex (PAC) 14 cong ty con thudc Tong cong ty
Hoa dau Petrolimex (PLC) — don vi thanh vién cua Tép doan Xing dau Viét Nam
(Petrolimex). PAC chuyén kinh doanh nhya dudng va cac san pham c6 dan xuét tir nhya
duong trén thi trudng toan qudc va cac nude trong khu vire Nam A.

Chi nhanh Nhya dudng Petrolimex Da Ning 1a mot trong nhitng chi nhanh dau
tién cia Cong ty TNHH Nhya duong Petrolimex di vao hoat dong vao ngay 15/09/2015.
C6 van phong tai tang 8, toa nha Petrolimex Pa Nang, s6 122 duong 2 thang 9, phuong
Hoa Cuong, quan Hai Chau, thanh phd Pa Ning.

)’ PETROLIMEX

Hinh 2.1: Logo ciia cong ty hoa dau Petrolimex (PLC)
(Nguon: Website ciia cong ty)
% Tam nhin: Giit vimg vi thé 1a “Nha cung cip Nhua dudng hang dau Viét Nam”
«* St ménh:
e Cung cip san pham nhya duong chat luong cao va cac san pham dan xuat, dap
{rmg nhu ciu da dang ctia nganh xay dung.
e Gia ting gi tri cho khach hang bang cac san pham va giai phap ky thuat tbi wu,
tao sy yén tam va tin cay.
% Gia trj cot 18i:
e Moi sy dau tu gén v6i trach nhiém nguoi lao dong Petrolimex;
e Mang lai gid tri that sy cho nguoi lao dong Petrolimex noi riéng va nhiing khach
hang bén ngoai Petrolimex ndi chung;
e Doi ngil nhan sy chuyén nghiép, tim huyét va giéi chuyén mon;

e Vin hoa doanh nghiép két tinh trong bon chit: “tinh than dong doi”
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2.1.2. Qua trinh hinh thanh va phat trién

Ngay 09/06/1994, Cong ty Dau nhon duge thanh 14p nhu mét don vi thanh vién
ciia Tong cong ty Xang dau Viét Nam (nay 1a Tap doan Xing dau Viét Nam -
Petrolimex)

Dén ngay 13/10/1998, don vi doi tén thanh Cong ty Hoa diu dé md rong sang
mang nhya duong va hoa chat

Ngay 27/12/2005, Cong ty TNHH Nhya duong Petrolimex (PAC) chinh thirc ra
doi va xac dinh st ménh 13 trd thanh nha cung cap nhua dudng hang dau Viét Nam.

Pau nam 2012, Cong ty TNHH Nhuya duong Petrolimex tién hanh khoi cong xay
dung Kho Nhya dudng Tho Quang tai TP. Pa Ning.

Dé dap ung cac quy dinh vé quan 1y thué dia phuong va ting cudng tinh chi dong
trong giao dich vdi cac géi thau tai khu vuc, Chi nhanh Nhua duong Petrolimex Pa
Ning di chinh thic dugc ding ky va di vao hoat dong ngay 15/09/2015. Co try s tai
Tang 8, Toa nha Petrolimex Pa Nang, s6 122 duong 2 thang 9, Phuong Hoa Cuong,
Quan Hai Chau, Thanh phd Pa Nang.

2.1.3. Linh vue/san pham kinh doanh

Nganh nghé chinh: Ban budn nhua dudng va cac san pham khéac thudc linh vuc
nhya duong

San pham chu dao:

e Nhya duong polyme (PMB): Cac mac PMA-I (PMB-I), PMA-II (PMB-II),
PMA-IIT (PMB-III).

e Nhil twong nhya duong: Céc loai goc axit nhw CRS-1, CRS-2, CMS-2, CMS-
2h, CSS-1, CSS-1h va céc loai nhii trong polyme nhu CRS-1P, CRS-2P, CMS-
2hP, CSS-1hP.

e Nhua duong 16ng Petrolimex: Cac mac nhu MC-30, MC-70, MC-3000.

e Nhua dudng déng phuy: dugce déng, rot truc tiép tir nhya duong dic ndng,
dang x4 va 1am nguoi dén nhiét do moi truong.

2.1.4. Co ciu to chirc ciia doanh nghiép

Chi nhanh Nhya dudng Petrolimex Pa Néng 1a don vi ban hang cua Cong ty
TNHH Nhua duong Petrolimex tai khu vuc thi truong chinh tir Quang Tri dén Quang
Ngidi va thi truong mé trén toan qudc. La dai dién ban hang khu vyc Trung Trung B
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va don vi hach toan phu thudc nén chi c6 02 phong chirc nang 1a phong Kinh doanh va

phong Tai chinh — K& toan.

Giam ddc
chi nhanh

! '

Phong Kinh doanh Phong Tai chinh — ké toan

Hinh 2.2: So dd co cAu t6 chirc ciia Chi nhanh Nhwa duong Petrolimex Pa Ning

(Nguon: Phong Kinh doanh — Chi nhénh Petrolimex Pa Néng)

¢ Chirc ning, nhiém vu cac phong ban

Giam déc chi nhanh

Do giam dbc cong ty tuyén chon, bd nhiém hodc ky hop dong c6 thoi han tbi da
l1a 5 nam.

Piéu hanh toan b hoat dong ctia chi nhanh thong qua cac phong ban chirc nang.
Chiju trach nhiém trudc Giam dbc cong ty me vé moi hoat dong diéu hanh cua

chi nhanh.

Phong kinh doanh

Tham muu cho 1anh dao cong ty trong viéc hoach dinh chién lugc san phém, to
chire trién khai va kiém soat cac hoat dong cua thi truong nhu: thu thap, quan
1y, phan tich thong tin thi truong va khach hang.

Cong tac hd tro, cham soc, quan 1y khach hang va thuc day ban hang.

Cong tac tiép thi ban hang va gi6i thiéu san pham mai.

Cong tac xay dung thuong hiéu san pham va hinh anh cong ty.

e Phong tai chinh — ké toan

Phong Tai chinh - K¢é toan ctia Chi nhanh c6 chirc nang tham muu gitp Giam déc

Chi nhanh chi dao va t6 chtrc thuc hién cac ndi dung sau: cong tac Tai chinh, cong

tac Ké toan va cong tiac T chuc hanh chinh tai Chi nhanh theo quy dinh cta Chi

nhanh, Cong ty va Phép luat.

2.2.Céc yéu td méi truong tac dong dén hoat dong kinh doanh ciia doanh nghiép

2.2.1. Moi truwong vi mo

2.2.1.1. Méi trwong kinh té
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Nam 2024

Theo sb liéu do Toéng cuc Théng ké, téc do ting truéng GDP cia Viét Nam nim
2024 dat 7,09% so voi nam 2023, vuot muc tiéu ké hoach dé ra (6 — 6,5%). Chi sd gia
tiéu dung (CPI) binh quan cd nam 2024 tang khoang 3,63% so v&i nam trude, dudi muc
tiéu tor 4 - 4,5% do Quéc hoi dé ra, cho théy ré‘mg lam phat dugc kiém soét tuong doi
hiéu qua, tao diéu kién 6n dinh kinh té vi mé. Bén canh do, 14i suit ngan hang nam 2024
duy tri & murc thap dé hd tro doanh nghiép. Cac ngan hang thuong mai trién khai nhiéu
g6i vay uu dai vé6i 1ai sudt thap dé kich cau tin dung. Thi trudng ngoai hdi trung binh
nim 2024 bién dong manh, véi mirc ting trudng ca nim 1én t6i 4.63% do cau ngoai té
ting cing su manh 1én ctiia dong USD trén toan cau. Theo béo cdo ciia Téng cuc Thong
ké, thu nhap binh quan cia nguodi lao dong 1a khoang 7,7 tri¢u VND/thang trong nam
2024, tang 8,6% (khoang 611 nghin ddng) so v&i nam 2023.

C6 thé thay rang mdi trudong kinh té ctia Viét Nam nam 2024 dang tao ra co hoi
manh mé& cho Chi nhanh Nhya duong Petrolimex Pa Nang, dic biét 1a thong qua viéc
day manh giai ngan dau tu cong vao cac dy 4n cao toc va ha tang trong diém tai mién
Trung. Giup chi nhanh gia ting san luong tiéu thu déang ké. Tuy nhién, viéc ty gia
USD/VND bién dong manh da dit ra thach thirc 16n vé gia vén nhap khau va bién loi
nhuan. Bén canh d6, nho mat bﬁng 14i suat cho vay duy tri & muc thép va lam phat duogc
kiém soat tot, chi nhanh da co thé t6i uu héa chi phi tai chinh va 6n dinh gia thanh van
chuyén tir kho dén cac cong truong. Nhitng diéu nay, cho thdy mot nam 2024 day trién
vong, tao da dé Chi nhanh ba N?mg cung ¢ vi thé dan dau tai thi truong nhya duong
mién Trung trong giai doan tiép theo.

Nam 2025

Niam 2025 danh ddu mot cot mde bit pha quan trong cia nén kinh té Viét Nam voi
nhitng chi s6 vi mo an tuong, khéng dinh vi thé m&i trén ban do kinh té toan cau. Tdc
do tang truong GDP dat muc 8,02%, vuot xa muc tiéu dé ra (6,5-7%) va dua quy mo
nén kinh té cham méc 514 ty USD, xép thtr 32 thé gidi va thir 4 trong khu vie ASEAN.
Tinh chung ca ndm 2025, CPI tang 3,31% so v&i nam trudc, thép hon nhiéu so véi muc
tiéu cia Qudc hoi dé ra (4,5%), tao méi trudng thuan loi cho tiéu dung va dau tu. VE ty
gia hoi doai gitra VND va USD trong nam 2025, tuong d6i on dinh, khong xay ra bién
dong 16n, qua d6 gop phan giam thiéu rui ro trong hoat dong xuat nhap khau va kiém
soat ap luc lam phat nhap khau.
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Tir cac chi s kinh té trong ndm 2025, c6 thé thiy nén kinh té Viét Nam dang ¢
trang thai tang trudng manh, 6n dinh. Piéu nay da tao diéu kién thuan 1gi cho hoat dong
san xuat kinh doanh ctia cac doanh nghiép. P6i voi Chi nhanh Nhya duong Petrolimex
Da Néng, su phat trién manh m& cua nganh xay dung va dau tu ha ting giao thong da
lam gia ting nhu cau tiéu thu nhya dudng, gdép phan md rong thi trudng va ning cao
doanh thu. Tuy nhién, nén kinh té ting trudng cao ciing kéo theo su canh tranh ngay
cang gay gat trong nganh, doi hoi Chi nhanh phai tiép tuc nang cao hiéu qua ban hang
va chét luong dich vu dé duy tri va phat trién vi thé trén thi truong.

Ouy I nam 2026

Téng san pham trong nudc (GDP) quy 1/2026 wéc ting 7,83% so véi cung ky nim
trudce (quy 1/2025 tang 7,07%). Dac bi¢t, khu vuc cong nghiép va xay dung ting truéng
8,92%, cho thay cac du 4n ha tAng va dau tu cong dang duoc ddy manh. Chi s gi tiéu
dung (CPI) binh quan quy 1/2026 ting 3,51% so v&i cing ky ndm trudc, thip hon muc
tiéu 4,5% song c6 xu hudng ting do ting gia dau thé gidi va hang hoa, dich vu co ban
nhu nang luong, luong thuc.... Chi sé gia USD ting nhe, khoang 2,58% so véi cung ky
nam trudc. Lai suat ngan hang c6 xu hudng ting nhanh va dat dinh vao cubi thang 3,
dau thang 4.

Nhin chung, tinh hinh kinh té trong quy I nim 2026 c6 su but pha manh mé cua
GDP cung véi viée thuc ddy giai ngan dau tu cong, s& tao ra cac tac dong lan téa dén
nhiéu nhém nganh nhu vat liéu xay dung, xay dung ha téng, xay lép dién, bat dong san,
logistics. Piéu nay tao co hoi cho nganh nhya dudng néi chung va chi nhanh nhira duong
Petrolimex Pa Ning néi riéng. Tuy nhién, di kém véi d6 1a ap luc tir lam phét va bién
dong ty gid, truc tiép tac dong dén gia thanh nhap khau nguyén liéu dau vao. Do d9, chi
nhanh can cha dong thich tng théng qua viéc t6i vu hoa hoat dong kinh doanh, nang
cao hiéu qua sir dung von va ting cudng ning luc canh tranh dé duy tri hiéu qua hoat
dong trong bdi canh kinh té hién nay.
2.2.1.2. Moéi trwong chinh tri - phdp ludt

s Chinh tri

Vé an ninh quéc gia, nim 2025 ghi nhan nhiing dau an tich cyuc trong viéc kéo
giam sau cac loai tdi pham so v&i ndm 2024. Theo bdo cdo ciia B Cong an va Chinh
pht, riéng cong tac dAu tranh véi toi pham vé trat tu x4 hoi, sd vu pham td1 vé trat tu xa
héi giam 12,18%, trong do, mat s6 loai toi pham nguy hiém, dic biét nguy hiém giam

29



sdu so v6i cung ky ndm 2024. An ninh trén cic tuyén bién gidi dat lién va bién dao dugc
giit vitng. Cong tac phdi hop bién phong dugc ting cudng nhim ngin chin xuit nhap
canh trai phép, budn lau va toi pham xuyén qudc gia.

V& an sinh x4 hoi, thi truong lao dong nudce ta duy tri muc 6n dinh. Theo bao c4o
ctia Tong cuc Thong ké Viét Nam, ty 1¢ that nghiép trong d6 tudi lao dong nam 2025 1a
2,22%, giam 0,02% so v6i nam trudc, trong d6 khu vuc thanh thi 1a 2,51%; khu vuc
nong thon 1a 2,02%. Bén canh do, theo thong tin cua Bao hiém x3 hoi Viét Nam, tinh
dén cudi nam 2025, toan quéc di c6 hon 20,04 triéu ngudi tham gia bao hiém x3 hoi,
dat 93,1% ké hoach, chiém 42,4% luc luong lao dong trong do tudi. Pbi voi bao hiém
y té, ca nudc hién ¢6 92,6 triéu nguoi tham gia, dat 94,9% ké hoach giao; ty 1€ bao phu
dat 91,4% dan s6.

Nhin chung, méi truong chinh tri cia Viét Nam hién nay dang duy tri & trang thai
on dinh, cung voi1 an ninh trat tu dugc dam bao va céac chinh sach an sinh xa hoi duoc
trién khai hiéu qua, da tao nén tang thuan loi cho hoat dong kinh doanh cua cac doanh
nghiép. Nho vao d6, nganh nhua duong giam thiéu rii ro trong van chuyén; chudi cung
ng dugc dam bao tinh lién tuc. Mitc d6 bao phii bao hiém ngay cang cao, gbp phan
dam bao doi sdng nguoi dan, diéu nay gitp hinh thainh mot nén tang xa hoi vimng chéc
thuc day cho sy phat trién kinh té. Ddi v6i Chi nhanh Nhya dudng Petrolimex Pa Ning,
moi truong chinh tri nude ta nam 2025 lam nang cao hiéu qua hoat dong, cing ¢ vi thé
canh tranh va tao diéu kién mé rong thi trudng trong bdi canh dau tu ha tang giao thong
phat trién manh.

* Phap luat

Nhya duodng 1a loai vat liéu c6 tinh chat bién d6i manh theo nhiét d6 va thoi gian
luwu trix. Vi vay, B Giao thong van tai ban hanh mot hé théng vin ban quy pham phéap
luat cyc ky chat ché dé kiém soat chat lwong tir khau nhap khau dén khau tham nhya.
Thong tu quy dinh vé quan 1y chit lugng vat liéu nhya duong st dung trong xay dung
cong trinh giao thong (Thong tu 27/2014/TT-BGTVT ngay 28/07/2014).

Tir ngay 01/07/2025 dén 31/12/2026, Nghi dinh 174/2025/ND-CP quy dinh: Giam
2% thué suat GTGT cho hang héa — dich vu dang ap dung thué suat 10% (tirc giam con
8%). Khong ap dung ddi v6i nhom hang hoa trong Phu luc I va II, bao gém hoéa chét,
khoéang san, hang hoa chiu thué tiéu thu dic biét... Vi nhya duong thudc nhom hang hoa
lién quan dén hoa chat, nam trong Phu luc I — danh muc hang héa khéng duoc giam thué
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GTGT theo Nghi dinh 174/2025/ND-CP. Do d6 doanh nghiép trong linh vuc nhya duong
van phai chiu mirc thué suét 10%.

Theo Luat Bao vé méi truong 2020 va Nghi dinh 08/2022/ND-CP yéu ciu cic co
sO san xudt, kinh doanh ¢ phat sinh chat thai phai c6 Gidy phép méi trudng (GPMT).

Mot quy dinh hoan toan méi va co tac dong tai chinh truc tiép tir ngay 05/01/2025
12 Nghi dinh 153/2024/ND-CP quy dinh vé phi bao vé méi trudng ddi véi khi thai.

Hoat dong cua tram chiét nap va kho bai phai tuan thu nghiém ngét theo QCVN
05A:2020/BCT vé an toan trong san xuit, kinh doanh va bao quan hoa chit nguy hiém.

Trong bdi canh méi trudong phap luit ngay cang chit ch&, chi nhanh nhya duong
Pa Néng can kip thoi nim bat cac chinh sach va cac nghi dinh cta Chinh phu s& gitp
don vi khong chi tranh dugc cac rui ro vé xir phat vi pham hanh chinh ma con khang
dinh vi thé dan dau trong viéc cung cip cic san pham dé gdp phan ting chit luong cho
cac cong trinh nudc ta.
2.2.1.3. Moi trwong vin hod — xa hgi

Theo Cuc Thong ké Qudc gia, tinh dén ngay 31 thang 12 nam 2025, dan sd Viét
Nam udc tinh khoang 101,9 triéu nguoi, ding thir 3 Pong Nam A va dung tha 16 thé
gidi. Cung vai do, theo s6 liéu téng két cuia B Xay dung cong bo, ty 1€ d6 thi hoa toan
quéc dén cudi nam 2025 udc dat khoang 45% va tiép tuc duy tri xu hudng ting. Luc
lugng lao dong tur 15 tudi tro 1én cua ca nude nam 2025 1a 53,5 triéu nguoi, tang 589,5
nghin ngudi so voi ndm trudc.

Mit khac, khi mirc song va chat luong do thi hoa ting cao thi xa hoi ciing dit ra
yéu cau cao hon d6i véi chéat lugng clia cac cong trinh giao thong. Céac tuyén duong
khong chi can dam bao két ndi vat Iy ma con phai dap Gmg céac tiéu chuan khat khe vé
tinh an toan, sy tién nghi va tinh bén virng. Piéu nay khién cac chu dau tu va nha thau
¢6 xu huéng Iya chon nhiing doanh nghiép cung cip nhwa duong cé uy tin, dam bao
chét luong san pham 6n dinh va dap tng day du cac tiéu chuan k§ thuat.

Ngoai ra, nhan thirc ctia x3 hoi vé van dé bao vé méi trudng ciing ngay cang dugc
nang cao. Céac hoat dong san Xuét, van chuyén va thi cong vat liéu xay dung phai cha
trong hon dén viéc giam thiéu tac dong tiéu cuc dén moi truong. Cac doanh nghiép trong
nganh nhya duong khong chi canh tranh vé gia ca ma con phai quan tam dén yéu t6 an

toan lao dong, bao v&€ mdi trudong va trach nhiém xa hoi trong hoat dong kinh doanh.
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Tt nhitng dic diém cia méi truong vin héa — xa hoi, co thé thay quy mé dan sb
16n, tdc do d6 thi hoa gia ting da thic ddy nhu cau dau tu xay dung co sé ha tang va
giao thong ngay cang ting, 1a diéu kién thuan loi giup Chi nhanh mé rong thi truong
tiéu thy nhya dudng va gia ting doanh thu. Tuy nhién, yéu ciu ngdy cang cao cia xi hoi
d6i voi chat lugng cong trinh giao théng ciing tao ap luc budc Chi nhanh khong ngimg
nang cao chit luong san pham, dam bao ngudn cung 6n dinh va ting cudng hd tro k§
thuat cho khach hang. Pong thoi, xu hudng chu trong bao vé moi trudng va an toan lao
dong cling yéu cau Chi nhanh quan tdm hon dén hoat dong van chuyén, bao quan va
cung ng nhya dudng theo hudng an toan, han ché anh huéng dén moéi trudng. Vi vay,
dé nang cao kha ning canh tranh va dap tng t6t nhu cau thi trudng, Chi nhanh can tiép
tuc dau tu vao chat luong san phém, nang cao trinh do nguén nhan luyc va hoan thién
dich vu khach hang trong thoi gian téi.
2.2.1.4. Moi trwong cong nghé

Su phat trién ctia Internet of Things (IoT) d4 va dang tac dong dén qua trinh chuyén
d6i s6 vi n6é mo ra cac co hdi dau tu méi, giam chi phi van hanh, cai thién trai nghiém
ctia khach hang, ting ning sut lao dong va ting doanh thu cho cac doanh nghiép. Bén
canh d6, mang 5G/6G hd trg cho cac ung dung [oT tde do truyén tai dir li€u nhanh hon,
tir d6 tang kha ning két ndi trong cac linh vuc nhu giao théng, y té va san xuat.

Tri tu€ nhan tao khong con 1a khai niém xa vo1 ma con dang tré thanh nhitng cong
cu can thiét trong nhiéu linh vuc, chang han nhu y té, gido duc, san xuat va dich vu.
Chung khéng chi t6i wu hoa quy trinh 1am viéc ma con gitp ra quyét dinh dua trén dir
liu.

Tom lai, trong mdt ky nguyén ma cong nghé thay doi timg gio, viéc 1am chu dir
lidu thong qua Al va két ndi van vét qua IoT gitip chi nhanh ning cao hiéu qua quan Iy
kho bii, giam sat phuong tién van chuyén va chat luong san pham theo thoi gian thyc,
tir d6 giam chi phi van hanh va han ché that thoat. P4y 1a co hoi dé Petrolimex Pa Ning
nang cao hiéu suat van tai va uy tin thuong hiéu nho cong nghé cing c6 vi thé dan dau
tai thi treong mién Trung. Tuy nhién, 4p lyc ddu tu cong nghé ban dau va doi hoi nhan
I phai thich nghi cuc nhanh véi tdc d6 chuyén d6i s6 nhu hién nay.
2.2.1.5. Moi truwong tu nhién

V& nudc ta: Viét Nam nam trong khu vuc nhi¢t doi am gi6 mua, chiu tac dong
manh m& ctia bién d6i khi hau. Cac hién tuong thoi tiét cuc doan nhu bio, 1 lut va néng
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néng gay gat dién ra v4i tin suat cao hon, anh huéng truc tiép dén tudi tho ha tang giao
thong.

Dbi v6i Ba Nang, c6 loi thé nim ¢ trung tim mién Trung, 14 cira ngd ra Bién Pong,
két ndi hanh lang kinh t& Pong - Ty, c6 cang nude sdu. Chi nhanh thuin loi tiép can
ngudn hang nhap khau bang duong bién gitp ti wru hoa chi phi van chuyén so véi duong
bd. Bén canh d6, khu virc mién Trung nhirng nim nay chiu anh huéng khong it cia cac
hién tugng thoi tiét cuc doan nhu mua 1, bao 16n. Pidu nay 1am gian doan chudi cung
mg nhyra dudng tir kho bii dén cong trudng, dong thoi 1am ngung tré viée thi cong tham
nhua.

Ap lyc chinh sach bao vé mdi trudng ciia Nha nude va thanh phd: Nudce ta dang
huéng dén muc tiéu Net Zero vao nam 2050, nham giam thiéu tac dong ciia bién d6i khi
hau, ting cudng hop tac quéc té. Tir do, thic ddy nganh nhua dudng d6i méi cong nghé
dé giam thiéu rc thai va carbon. Mit khac, Pa Ning dang thuc hién dé an "Xay dung
Pa Ning - Thanh phd méi truong" (giai doan 2021 — 2030). Thanh phé ap dung cac quy
chuan khat khe vé xr Iy nudc thai, khi thai tai cac khu cong nghiép, noi c6 cac kho bai
nhya duong.

Duéi ap luc vé cac chinh sach bao vé moi truong, chi nhanh phai dau tu vao hé
thong xur 1y khi thai, kiém soat mui va ngin ngira su ¢b tran hoa chat tai kho bai dé tranh
céc mirc phat hanh chinh va rai ro phap 1y. Bén canh d6, tinh hinh khi hau khic nghiét
nhu nudc ta ndi chung va mién Trung ndi riéng lam hu hong nhanh céc cong trinh ha
tang str dung nhya dudng truyén thng. Diéu nay doi hoi chi nhanh phai cung cép céac
san pham cai tién hon (nhua dudng polime, nhwa dudng nhil twong) chiu duge khi hau
nong.

2.2.2. Moi trwong vi mo
2.2.2.1. Khach hang

Do dic tinh ctia san pham nén khach hang ctia Nhya duong Petrolimex Pa Ning
cha yéu 1a khach hang t6 chirc. Nhém nay bao gdm céc tong cong ty xay dung ha tang,
cac don vi thi cong giao thong chuyén dung va cac don vi kinh doanh tram tron bé tong.
Dic thi ctia nhom khach hang nay 1a quy mé giao dich 16n, doi hoi cac cam két chit ché
vé san pham, chat lugng va co ché thanh toan.

Déi véi khdch hang hoat dong trong linh viee xdy dung giao thong dwong bo:
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Pay 12 nhom khach hang c6 yéu cau cuc ky khit khe vé cac ching nhan (gidy
chtng nhan chat lwong, gidy chimg nhan xuét xtr) cho timg 16 hang dé phuc vu cong tac
nghiém thu v6i chit dau tu. Cac san pham chi yéu 12 nhwra duong dic 60/70, nhua duong
PMB dé chdng hin 1an va nhil twong (CRS-1, CSS-1) dé tudi thim bam va dinh bam.

Nhom nay hoat dong thi cong tap trung manh vao mua khé, tir khoang thang 3 dén
thang 9 hing ndm. Trong giai doan ndy, nhu cau nhya duong ting cao va sir dung theo
tién d6 du an, thuong mang tinh don dap. Nguoc lai, vao mua mua (thang 10 dén thang
2), khéi lwong tiéu thu giam dang ké do didu kién thi cong khong thuan loi. Mdi du 4n
dudng bd co thé tiéu thy tir khoang 3.000 dén trén 20.000 tin nhya duong tiy quy mé
6i thau, trong d6 san lugng nhap mdi thang thudng dao dong tir 500 — 5.000 tan. Tan
suat nhap hang cao trong thoi gian ngan va phu thudc truc tiép vao tién do thi cong cia
tung cong trinh.

Vé chinh sich mua hang, nhém khach hang nay thuong yéu cau hd trg day da hd
so chét luong, hd so xuat xur; giao hang dung tién do theo ké hoach thi cong; dong thoi
yéu cau linh hoat vé thoi gian giao nhan do dic thu thi cong ngoai cong trudng. Phuong
thirc van chuyén chu yéu 13 van chuyén bang xe bon chuyén dung tir kho ctia Chi nhanh
dén truc tiép cong truong. Mot s6 du an 16n yéu cau giao hang lién tuc nhiéu chuyén
trong ngay nham dam bao tién do thi cong.

V& thoi gian thanh toan ctia nhém khach hang nay twong ddi dai do phu thudc vao
tién d6 nghiém thu va giai ngan cua dy an. Thoi gian cong no pho bién dao dong tir 30
— 90 ngay, tham chi kéo dai hon ddi voi cac du 4n st dung von ngan sach nha nudc.
Diéu nay khién Chi nhanh phai duy tri nguén von luu dong 16n dé dam bao kha ning
cung ung hang hoéa lién tuc.

Nhom khach hang xay dung giao thong dudng b déng vai trd quan trong d6i voi
doanh thu ctia Chi nhanh do san luong tiéu thu 16n va 6n dinh trong mua cao diém. Tuy
nhién, nhém nay ciing tao 4p luc 16n 1én hoat dong cung tmg do nhu ciu thudng ting
manh theo mua vy, doi héi Chi nhanh phai c6 ké hoach du trir hang hoa, diéu phdi
phuong tién van tai va ngudn cung hop 1y. Ngoai ra, do phan 16n cac du an giao thong
phu thudc vao vén dau tu cong nén thoi gian thanh toan thuong kéo dai theo tién do
nghiém thu va giai ngan cta chu dau tu. Diéu nay lam cho vong quay von cham, gia

tang ap luc cong no va anh hudng dén tinh thanh khoan caa Chi nhanh.
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Doi véi khdch hang hoat dong trong linh vue xdy dung chuyén dung (Sdn bay, cdu
cang):

Khach hang trong phan khuc nay doi hoi tiéu chuan k¥ thuat cao hon so véi dudng
bo thong thuong. San phdm cung cip cho nhém nay chi yéu 13 nhya duong PMB, nhil
tuong nhya dudng. San pham phai chiu duoc su bién thién nhiét d6 16n va khong bi bién
dang dudi 4p luc manh, va do dong nhit cua cac san phim giita cac 16 hang phai gan
nhu tuyét doi.

Céc du 4n san bay, cau cang thuong khong dién ra thuong xuyén, nhung khi trién
khai s& c6 nhu cau 16n trong thoi gian ngin. Khéi lwong tiéu thu cho mdi du an thuong
dao dong tir 2.000 — 10.000 tin, v6i nhu cau nhap hang tap trung theo ting giai doan thi
cong cao diém.

Vé chinh sach ban hang, nhém khach hang nay yéu ciu giao hang ding tién do
tuyét d6i nham han ché rui ro gian doan thi cong. Hoat dong van chuyén thuong duoc
t6 chuc chit ché véi lich giao hang cu thé theo ting ngay hoic tig ca thi cong. Do yéu
cau k¥ thuat cao nén Chi nhanh can kiém soat nghiém ngit chat lugng san pham trong
sudt qua trinh luu kho va van chuyén.

Vé kha ning thanh toan, nhom khach hang nay c6 mirc do rai ro thap hon so véi
nhom thi cong dudng bod thong thudong do da phan cac du an ¢6 ngudn von 16n va duoc
quan 1y chit ch&. Tuy nhién, tién d6 thanh toan vin chiu anh huong nhat dinh tir qua
trinh nghiém thu va giai ngan von dau tu.

Nhom khach hang xay dung chuyén dung mang lai gid tri doanh thu cao va gop
phan nang cao uy tin thuong hiéu ctia Chi nhanh trén thi trudong. Tuy nhién, yéu cau k¥
thuat va chét luong khat khe khién Chi nhanh phai dau tu nhiéu hon vao cong tac kiém
so4t chat lugng, quan 1y ton kho va to chirc van chuyén chuyén nghiép. Tinh thanh khoan
ctia nhém khach hang nay & mic thap, song it rii ro hon so véi nhom thi cong duong
bd thong thuong.

Péi véi khach hang hoat dong trong linh viuc san xudt & kinh doanh tram trén:

Yéu cau vé san pham cua cac don vi ndy 1a nhya dudng x4 voi sd lwong 16n (dao
dong khoang tir 300 — 3000 tin/thang, tiy quy md hoat dong cua timg tram tron). Céac
tram tron hoat dong quanh nim nén tan suat sir dung lién tuc va déu dan.

Nhom khach hang nay thuong wu tién lya chon nha cung cap c6 hé thong kho bai
gan khu vuc hoat dong dé giam chi phi van chuyén va c6 kha ning dap tng nhanh céac
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don hang phat sinh dot xuat. Hinh thirc van chuyén chi yéu 1a giao hang bang xe bon
truc tiép tir kho cua Chi nhanh dén tram tron theo ké hoach san xuat hﬁng ngay hoac
hang tuan.

V& chinh sach ban hang, nhém nay thudng quan tAm nhiéu dén gia ban, tinh 6n
dinh cta ngudn cung va kha ning giao hang lién tuc. Mot sé khach hang ky hop dong
cung tng dai han dé dam bao 6n dinh gia va ngudn hang. Thoi gian thanh toan cia nhom
nay thuong ngan hon, dao dong khoang 15 — 45 ngay tity theo muc d6 hop tac va ning
luc tai chinh ctia khach hang.

Day 1a nhém khach hang c6 anh huéng tich cuc dén kha ning duy tri doanh sb 6n
dinh cho Chi nhanh trong sut ca ndm. Do chu ky thanh toén tuong d6i nhanh nén nhém
nay co tinh thanh khoan cao hon so véi cdc nhom khéach hang khac, gitip Chi nhanh cai
thién dong tién. Tuy nhién, mtrc dJ canh tranh & nhom khach hang nay kha 16n do khach
hang thudng nhay cam vé gia ban va chi phi van chuyén. Vi vdy, Chi nhanh phai duy tri
ngudn cung On dinh, t6i wu chi phi logistics va xay dung chinh sach gia phu hop dé giir
chan khach hang
2.2.2.2. Nha cung cép

Nha cung cip chinh ctia Chi nhanh Nhua dudng Petrolimex Pa Ning 1a Cong ty
TNHH Nhua duong Petrolimex — don vi truc tiép nhap khau, san xuat va phan phdi
nhwa duong trong hé thdng Petrolimex. Viéc Chi nhanh nhan nguén hang tir Céng ty me
gitip dam bao tinh 6n dinh vé ngudn cung, chat luong san pham va gia ca trong hoat
dong kinh doanh. Véi uy tin va kinh nghiém lau ndm trén thi truong nhua duong, Cong
ty TNHH Nhya duong Petrolimex c6 kha nang xay dung mdi quan hé hop tac voi nhidu
d6i tac 16n trong va ngoai nudc, tir d6 gitip Chi nhanh duoc cung cp cac san pham nhya
duong dap tng day du tiéu chuan k¥ thuat va nhu ciu cua khach hang.

Bén canh d6, do hoat dong theo hé théng théng nhét nén Chi nhanh dugc hd trg vé
quy trinh quan 1y, chinh sach kinh doanh, hoat dong k¥ thuat va thuong hi¢u Petrolimex
trén thi truong. Didu nay gitip Chi nhanh tao dugc uy tin véi khach hang, dic biét 1a cac
nha thau xay dung va chi dau tu cac cong trinh giao théng 16n. Ngoai ra, viée st dung
chung thuong hiéu Petrolimex ciing gitip Chi nhanh thuan lgi hon trong hoat dong tiép
can khach hang va mo rong thi truong tiéu thu.

Tuy nhién, viéc phu thudc cha yéu vao ngudn cung tir Céng ty me ciing khién Chi
nhanh chiu anh huéng 16n khi gia nhua duong thé gidi bién dong hoic khi ngudn cung
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c¢6 su thay doi. Trong truong hop Cong ty me diéu chinh chinh sach gia ban, ké hoach

phan phdi hoic gip kho khin trong nhap khau nguyén liéu thi hoat dong kinh doanh cua

Chi nhanh ciing s& bi tic dong truc tiép.

Nhin chung, cong ty me dong vai tro 1a nén tang quan trong ddi voi su phat trién

ctia Chi nhanh Nhya dudng Petrolimex Pa Nang. Su hd trg toan dién tir cong ty me

khong chi giup chi nhanh duy tri hoat dong kinh doanh 6n dinh ma con tao diéu kién dé

mo rong thi trudng, ndng cao nang lyc canh tranh va phat trién bén viing trong nganh

nhya dudng.

2.2.2.3. Doi thii canh tranh hién tai

Bang 2.1: So sanh cic tiéu chi d6i thi canh tranh ciia Chi nhanh Nhya dwong

Petrolimex Pa Ning

PTCT

Tiéu chi

Nhywa dwong
Petrolimex Da

Ning

ADCo - Coéng
ty TNHH
Cung &ng

Nhwa dwong

Coéng ty kinh
doanh nhya
duwong ICT

Tratimex

San pham
& danh
muc san

pham

ba dang, nhua

duong  Polime,
nhii tuong nhua
duong, nhua
duong long
Petrolimex, nhua
duong dac nong,
nhyua duong dong

phuy

Nhua
Polime
tinh,

duong
bién
nhua
duong cac loai
(60/70, 40/50),
nhii tuong va
cac hon hop bé

tong nhya nguoi

Nhua  duong
long 60/70 cua
cac hang quéc
té, Nhya duong
Polime cac loai,
Nhya  duong
nhli tuong cac

loai

Nhua duong
thung
khau,

duong

dong
nhap
nhua
dac nong, nhya
duong cai tién
Polime, nhua
duong  long

dong thung

Gia

Trung binh — cao
(Khoang
15.500

19.500 VND/kg);

tu

dén

gia c6 thé thay
ddi nhe theo thoi

diém nhap hang

Cao  (khoang
16.000 — 20.500
VND/kg);

thuoc vao cac

phu

loai san pham,
khéi luong don
hang va thoi

diém thi truong

Trung binh
(khoang 14.500
— 18.500
VND/kg); canh
tranh, linh hoat

cho cac nha thau

Gai tam trung
thi
(tir
15.000 -
19.000

VND/kg); thay
doi  theo

SO VO

truong

SO
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va bién dong dau

thd quéc té

luong, loai san

pham

Don vi thanh vién
cia Tap doan
Xang dau Viét

Thuong hiéu co
von dau tu nuéc

ngoai, thudc tap

Doanh nghiép

tu nhan no1 dia

I6n. Hién dang

C6 bé day lich
sur trong nganh

giao thong van

hang tin dung tét.
Ho tro ky thuat
chuyén nghiép.

thuat tan noi tur
cac chuyén gia
nudc ngoai néu

can

ung nhanh véi
cac yéu cau dot
xudt tir khach

hang.

Nam. B§ phu | doan Tipco | dung top 2 trong | tai. Nha cung
Thuong thuong hiéu cuc | Asphalt  (Thai | nhitng nha cung | &tng uy tin, lau
hiéu Ion, cé kha nang | Lan) hop tac véi | tng nhua duong | doi.

cung tng khoi | Colas (Phap). | hang dau trén

lugng khéng 16 toan quéc.

trong thoi gian

ngan.

Quy trinh chat | Chinh sach ban | Chinh sach | Cha trong hau

ché, wu tién | hang di kém vdi | thanh todn va |mai va mbi

khach hang | dich vu tu van | cong no linh | quan hé truyén
Chinh sich chuyén | ti%n th\iétk~écép phdi | hoat. Thu tuc | thdng. Chinh
bén hang truéc, €O xep |va ho tro Ky | nhanh gon, phan | sach vu dai dac

biét cho céac
ddi tac chién

luoc lau nam.

Ngoai nhitng "6ng 1én" trén, thi truong Da Nang con co6 sy tham gia cua cac don
vi nhu HHPETROL (Hoang Hung) tap trung vao nhya duong Iran dong thung véi uu
thé vé gia dé phuc vu cac cong trinh dan dung va stra chita nhd; hay Transmeco voi thé
manh vé nhii twong nhya dudong géc axit va dich vu phun tudi. Cac don vi ban 1€ tai dia
phuong nhu Hung Gia Binh hay Ha Nga dong vai tro 1ap day phan khiic khach hang
nho 1&, tao nén mdt hé sinh thai canh tranh khéc liét hon.

Tir nhitng phan tich va din chimg néu trén, c6 thé thdy rang Chi nhanh Nhya duong
Petrolimex Da Ning dang nim vi thé nguoi dan dau nho loi thé tir thwong hiéu quéc gia
va su 6n dinh vé ngu@)n hang, tu chét lugng san phém tdt dén dich vu logistics van tai
chuyén nghiép. Tuy nhién chinh sach ban hang cta Petrolimex kha khit khe, khién céac
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nha thau dang gap khé khin vé dong tién c6 thé lya chon don vi khac ¢é chinh sach ban

hang linh hoat hon (vi du nhu ICT).

2.3. Cac nguon lyc ciia doanh nghiép dnh hwéng dén hoat dong kinh doanh

2.3.1. Co sé vit chiit

Vin phong Chi nhanh Nhya dudng Petrolimex Pa Néng dit tai ting 8, tdoa nha

Petrolimex, s 122 dudng 2/9, quan Hai Chéu, thanh phd Da Ning. Tong dién tich san

1a 665,00m?; trong d6: dién tich van phong lam viéc 1a 565,50m?; dién tich khu phu trg

(thang mady, thang by, WC, ban cong) 1a 99,50m>. Van phong dugc dat tai vi tri trung

tam cua thanh phd Pa Nang, tao thuan lgi trong viéc giao dich, 1am viéc véi doi tac, co

quan quan 1y nha nudc, khach hang.

Céc trang thiét bi van phong phuc vu cong viéc:

Bang 2.2: Co sé vit chat tai vin phong Chi nhanh Nhua dwong Petrolimex

Pa Ning

Danh muc

Tén tai san

)

>

=
(=]

Trang thiét bi

May tinh ban

May in

Ban phim

O cam dién

Chuot

Wifi

CPU

Nbi that vin phong

Ban lam viéc

00| | N 00| O 0 N| ©

Ghé lam viéc

[N
N

Ban hop

H

Ghé phong hop

[N
N

Tu dung tai liéu

Binh nuéc néng lanh

Piéu hoa

Quat dién thuong

Ban tiép khach

R W N D

Ghé tiép khach

4

(Nguon: Phong Kinh doanh — Chi nhanh Petrolomex Da Néng)
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Nhin chung, co s& vét chat tai vin phong Chi nhanh Nhua dudng Petrolimex Pa
Néng dugc dau tu twong ddi ddy du va dong bd, dap Gmg tot nhu cau lam viée va quan
1y ctia don vi. Vin phong ¢ vi tri thudn loi tai trung tdm thanh phd Pa Néng, cing véi
hé thdng trang thiét bi vin phong nhu may tinh, may in, Wi-Fi, diéu hoa va noi that lam
viéc duge bé tri hop 1y, tao diéu kién thuan loi cho cong tac xtr 1y nghiép vu, trao doi
thong tin va phuc vu khach hang. Bén canh d6, hé théng dién chiéu sang, phong chay
chita chay va két ndi Internet hoat dong 6n dinh, gop phan nang cao hiéu qua lam viéc
va kha ning phdi hop giita cac bd phan.

Kho nhya duong Tho Quang — Tong cong ty Hoa Dau Petrolimex dugc xay dung
tai s6 100 Yét Kiéu, phuong Tho Quang, quin Son Tra, thanh phé Pa Néang. Kho c6
dién tich 16.000m? dugc dau tu hién dai, déng b6 ¢6 thé tiép nhan duogc cac loai tau
chuyén dung c6 trong tai 1é6n. Ngoai ra, lyc lugng phuong tién véan tai nhya duong dac
nong chuyén dung vai 10 xe bon, mdi xe ¢o trong tai trén 10 tan, co hé théng gia nhiét,
bao on theo tiéu chuan nganh, str dung dé van chuyén nhya duong dic nong tir kho cua
Cong ty tdi tan cac tram tron bé tong asphalt, tdn chan cac cong trinh ctia khach hang.
Song song voi d6, PAC con trang bi cac xe tudi chuyén dung tai trong 5 tan, véi trang
thiét bi kiém soat chat lwong phun tudi, gia nhiét hién dai dap tng tt nhat cac yéu cau
tai cong trinh.

Kho c6 8 hé théng bé chira gdbm: 2 bé dung tich 3000m?, 3 bé 50m?, 1 bé trung
gian 200m> va 2 bé 100m>. Bé chtra duoc xay dung bang thép, ¢ dang hinh try ding,
va dugce thiét ké dam bao theo céc tiéu chuén hién hanh. Cu thé:

Hé thong bé chira: ¢ hé thong bao on, gia nhiét gian tiép bang hé thong dau tai

nhiét dam bao duy tri nhiét d6 cta san pham ¢ 90°C dén 120°C.

Hinh 2.3: Hé thong bé chira tai kho nhuwa dwong Tho Quang
(Nguon: Website Cong ty)
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Hé thong gia nhiét, dudng dng cong nghé: 13 trai tim ctia nha may nhua dudng, hé

thdng 10 gia nhiét ty dong dugc dau tu tai cac nha may theo tiéu chuan chau Au (Puc).

Hinh 2.4: Hé théng gia nhiét tai kho nhwa dwdong Tho Quang
(Nguéon: Website Cong ty)
Hé théng duodng 6ng dugc boc 16p bao 6n dé dam bao nhiét do cho nhya duong &

trang thai 1éng, thuan tién trong qua trinh van chuyén.

- 32 ~
Hinh 2.5: H¢ thong dwong ong tai kho nhwa dwong Tho Quang
(Nguon: Website Cong ty)
Day chuyén san xut: cac san phdm nhu nhya duong nhii twong, nhua duong
polyme, nhya duong 16ng duge san xuét theo day chuyén, cong nghé theo tiéu chuan

ctia Hoa Ky va chau Au (Y).

Hinh 2.6: Diy chuyén san xuit tai kho nhya dwong Tho Quang
(Nguon: Website Cong ty)
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Hé thong kiém tra chat luong: tai nha may c6 phong thi nghiém véi trang thiét bi
hién dai, véi déy du cac thiét bj dé kiém tra chat luong san xuét trude va sau khi xuét

hang.

Hinh 2.7: Phong thi nghiém tai kho nhywa dwong Tho Quang
(Nguéon: Website Cong ty)
Tir nhitng thong tin trén, c¢6 thé thdy co sé vat chat ciia Chi nhanh Nhua duong
Petrolimex Pa Nang dugc dau tu twong d6i hoan thién tir khdi van phong dén hé thong
kho bi, san xuat va van chuyén. Viéc trang bi ddy du co s ha tang, may moc va cong
nghé hién dai khong chi hd tro hiéu qua cho hoat dong quan 1y, kinh doanh ma con gop
phan nang cao chat lugng san pham, dap tng kip thoi nhu cau cua khach hang. Pay 1a
nén tang quan trong giup Chi nhanh duy tri hoat dong 6n dinh, nang cao hiéu qua kinh
doanh va tdng kha nang canh tranh trong linh vyuc kinh doanh nhya duong.
2.3.2. Nguén nhan lyc
Ciing gidng nhu cac doanh nghiép khéc, chi nhanh Nhya dudng Petrolimex Da
Néng ludn coi ngudn nhan luc 14 yéu t6 hang dau, 1a yéu té quyét dinh dén su thanh
cong hay thit bai ciia don vi. Chinh vi vdy, nhitng nim qua, don vi di khong ngimg
phat trién vé doi ngil can bo, nhan vién ca vé s6 luong va chat luong.
Hién tai chi nhanh c6 tong 1a 29 ngudi, cu thé:
Bang 2.3: Thue trang ngudn nhan lwe tai Chi nhanh Nhya dwong Petrolimex

P2 Ning giai doan 2023 — 2025

DVT: Nguoi
2023 2024 2025 2024/2023 | 2025/2024
Nam
. . ] % %
S6 | Tile| S6 |Tile| S6 |Tile
() | chénh | () | chénh
lwong | (%) | lwong | (%) | lwong | (%)
a léch léch
Chi tiéu
Tong sé 29 100 |29 100 |29 100
0 0 0 0
lwgng




I. Gigitinh

1. Nam 25 86,2 | 25 86,2 | 29 100 | O 0 0 0

2. Nir 4 138 |4 138 |4 138 | 0O 0 0 0

Il. Trinh @9 hoc van

1. PH & Cao | 14 48,3 | 14 48,3 | 14 483 | 0 0 0 0
ding

2. Laodong |15 51,7 | 15 51,7 | 15 51,71 0 0 0 0
pho théng

I11. D) tudi

1. Dudi 25 0 0 0 0 0 0 0 0 0 0

2. Tu25-40 | 19 65,5 | 19 65,5 | 19 655 | 0 0 0 0

3. Tu>40 10 34,5 | 10 34,5 | 10 345 | 0 0 0 0

Tryc tiép 21 72,4 | 21 72,4 | 21 724 | 0O 0 0 0

Gian tiép 8 27,6 | 8 27,6 | 8 276 | O 0 0 0

Nhan xét:

> Su bién dong: Nhin chung, quy mé nhan sy cua don vi khong c6 su bién dong
trong giai doan 2023 —2025. Do hoat dong kinh doanh nhuya dudng mang tinh dac
thu nén doi hoi sy 6n dinh cao dé duy tri van hanh lién tyc; don vi khong c6 nhu

cau tuyén dung thém ciling nhu khong c6 nhéan sy nghi viéc hay nghi huu trong giai

doan nay.

(Nguén: Phong Tai chinh Ké toan — Chi nhanh Petrolomex Pa Nang)

» Co cau: Buogc thé hién rd qua cac chi tiéu:

V& gi6i tinh: Lao dong nam chiém 86,2% (25 ngudi), lao dong nit chiém 13,8% (4
ngudi). Lao dong nam chiém ti trong ap dao, do dic thu ciia nganh nhya dudng, thuong
xuyén thyc hién cac cong viéce lién quan dén van chuyén, giao nhan hang héa, quan ly
kho bai va lam viéc tai cong trinh hodc méi truong ngoai troi. Day déu 1a nhimng cong
viéc c6 cuong do6 lao dong cao, doi hoi stre khoe tot va kha nang chiu ap luc cong viéc
nén lao dong nam thudng pht hop hon. Viée lao dong nam chiém wu thé gitp doanh
nghiép thuan loi trong qua trinh bd tri nhan sy cho cac cong viée truc tiép, gop phan
nang cao hi¢u qua van hanh, giao nhan va xt ly cong viéc tai kho bai. Tuy nhién, co

céu gidi tinh chua can ddi ciing c6 thé 1am giam tinh da dang trong méi truong lam
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viéc va han ché su phat huy & mot sb vi tri can su ti mi, linh hoat hodc chim s6c khach
hang.

V& trinh d6 hoc van: Co ciu trinh d6 tuong ddi can bé‘mg, trong do luc luong lao
d6ng pho thong chiém ti trong nhinh hon 51,7% (15 nguoi), luc lwong cé trinh do Dai
hoc & Cao dang chiém ti trong 48,3% (14 ngudi). Piéu nay xuat phat tir dic diém hoat
dong cua Chi nhanh khi phan 16n cong viéce tip trung vao van hanh kho bi, boc xép,
giao nhan hang hoa va cac cong viée truc tiép tai hién truong. Nhitng cong viéc nay
chu yéu yéu cau kinh nghiém thyc té, sitc khoe va k§ ning lao déng hon 1a trinh do
chuyén mén cao, do d6 doanh nghiép wu tién tuyén dung lao dong phd thong dé dap
mg nhu cau van hanh thuc té, dong thoi gitp tiét kiém chi phi nhan cong va dé dang
bb tri lao dong theo tinh chat cong viéc. Tuy nhién, viéc lao dong pho thong chiém ty
trong cao cling dat ra yéu cau cho doanh nghiép trong viéc tang cuong dao tao ndi b,
nang cao tay nghé va k¥ nang lam viéc cho nguoi lao dong nham cai thién ning suat
lao dong va thich tng vd&i xu hudng hién dai hoa trong tuong lai.

Vé do tudi: Nhan su chil yéu nam trong do tudi tir 25 — 40 tudi (chiém 65,5%), con
lai thudc nhoém lao dong trén 40 tudi (chiém 34,5%), khong c6 lao dong dudi 25 tudi.
Diéu nay cho thiy Chi nhanh s hitu d6i ngii lao dong dang ¢ do tudi trudng thanh, co
sttc khoe, kinh nghiém va kha ning dap tng tot yéu cau cong viéc. Pay 1a luc luong
lao dong c6 ning suat lam viéc twong ddi cao, gop phan nang cao hiéu qua hoat dong
ctia doanh nghiép. Cung véi do, ti 1é lao dong trén 40 tudi kha cao, phan anh tinh 6n
dinh va gan bo 1au dai cia ngudi lao dong v6i doanh nghiép. Mit khac, viéc khong co
lao dong dudi 25 tudi cho thay chi nhanh it tuyén lao dong méi, c6 nguy co bi thiéu
hut nhan sy trong trung va dai han néu c6 nghi huu dong loat.

Vé tinh chat cong viéc: Lao dong truc tiép chiém da s6 v&i 72,4% (21 ngudi), lao
dong gian tiép chiém 27,6% (8 ngudi). Lao dong tryc tiép chiém ti trong 16m, diéu nay
pht hop véi dic diém hoat dong ciia doanh nghiép khi linh vuc kinh doanh nhya dudng
va kho bai can nhiéu nhan luc truc tiép tham gia vao qua trinh van hanh, giao nhan va
phuc vu khach hang. Ty trong lao dong truc tiép cao giup Chi nhanh dam bao hoat
dong kinh doanh dién ra lién tuc, nang cao kha nang dap ing nhu cau khach hang. Mt
khac, lao dong gian tiép chiém ti trong thap, cho thiy bo mdy quan ly tinh gon, gop
phan t6i wu héa chi phi. Nhin chung, co cdu lao dong hién tai ctia Chi nhanh twong dbi
phu hop véi quy mé va dac diém hoat dong kinh doanh ciia doanh nghiép.
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2.3.3. Nguén lwc tai chinh

45



Bang 2.4: Bang can d6i ké toan ciia Chi nhanh Nhiwa duwong Petrolimex Pa Niing giai doan 2023 — 2025

PVT: Pong
Nam 2023 Nam 2024 Nam 2025 2024/2023 2025/2024
Chi tiéu _ _ _ Ty lé Ty I¢
Giatri % Giatri % Giatri % Chénh léch Chénh léch
(%) (%)
A. Tai san
- 34.104.623.493 | 96,33 | 53.694.447.376 | 97,86 | 50.538.838.914 | 98,11 | 19.589.823.883 57,44 | -3.155.608.462 | -5,88
ngan han
. Tién va
cac khoan
2.800.554.117 | 7,91 812.641.741 | 1,48 759.183.710 | 1,50 | -1.987.912.376 | -70,98 -53.458.031 | -6,58
twong
duong tién
1. Khoan
phai thu 31.285.825.744 | 88,37 | 52.871.050.511 | 96,36 | 49.766.173.802 | 98,47 | 21.585.224.767 68,99 | -3.104.876.709 | -5,87
ngan han
IV. Tai san
ngin han 18.243.632 | 0,05 10.755.124 | 0,02 13.481.402 | 0,03 -7.488.508 | - 41,05 2.726.278 | 25,35
khac
B. Tai san
dai h 1.298.684.185 | 3,67 | 1.175.650.945 2,14 970.595.545 1,88 -123.033.240 - 9,47 -205.055.400 | -17,44
ai han
I. Tai san
( ginh 1.298.684.185 | 3,67 | 1.175.650.945| 2,14 970.595.545 | 1,88 -123.033.240 | -9,47 -205.055.400 | -17,44
co din
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Tong tai
san
=A+B

35.403.307.678

100

54.870.098.321

100

51.509.434.459

100

19.466.790.643

54,99

-3.360.663.862

-6,12

C. N¢
phai tra

28.652.527.051

80,93

37.923.386.990

69,11

25.878.175.635

50,24

9.270.859.939

32,36

12.045.211.355

-31,76

I. No ngan

han

28.652.527.051

80,93

37.923.386.990

69,11

25.878.175.635

50,24

9.270.859.939

32,36

12.045.211.355

-31,76

6.750.780.627

19,07

16.946.711.331

30,89

25.631.258.824

49,76

10.195.930.704

151,03

8.684.547.493

51,25

Tong
nguodn vén
=C+D

35.403.307.678

100

54.870.098.321

100

51.509.434.459

100

19.466.790.643

54,98

-3.360.663.862

51,25

(Nguon: Phong Tai chinh Ké todn — Chi nhanh Petrolomex DPa Ning)
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Nhan xét:
> V& tai san:

° Téng tai san cua chi nhanh c6 sy bién dong qua 3 nam. Cy thé, nam 2024 dat
54.870.098.321 ddng, ting 19.466.790.643 ddng (twong duong ting 54,99%) so
v6i nam 2023. Cho thay trong nim 2024, quy mé hoat ddng cua chi nhanh duoc
mo rong. Tuy nhién, dén ndm 2025 giam nhe xudng con 51.509.434.459 dong
(giam 6,12%), phan anh chi nhanh c6 xu hudng kiém soat lai quy mo tai san, tap
trung nang cao hiéu qua st dung vén thay vi mé rong.

e Tién va cac khoan twong dwong tién giam manh tir 2.800.554.117 dong nam 2023
xubng con 812.641.741 déng nim 2024 (giam 70,98%) va tiép tuc giam xudng
759.183.710 dong vao nam 2025 (giam 6,58%). Piéu nay cho thay giai doan 2023
— 2025, chi nhanh d3 st dung phan 16n tién mit dé phuc vu hoat dong kinh doanh
va tai trg von luu dong.

e Khoan phai thu ngan han ting manh vao nim 2024 tir 31.285.825.744 dong nim
2023 1én 52.817.050.511 dong (tang 68,99%), nhung giam 49.766.173.802 dong
(giam 5,87%) nam 2025. Cho thay hoat dong kinh doanh giai doan 2023 — 2024
phat trién; chi nhanh cho phép khach hang tra cham, thiic ddy doanh sb ban hang.
Giai doan 2024 — 2025, khoan phai thu ngén han gidm nhe, do mdt s6 du 4n hoan
thanh va duoc thanh toan.

e Taisan dai han lién tyc giam trong 3 nam tir 1.298.684.185 dong nam 2023 xudng
1.175.650.945 dong nam 2024 (giam 9,47%), dén nam 2025 giam con
970.595.545 d6ng (giam 17,44%). Do trich khau hao tai san trong nam va chi
nhanh khong thuc hién dau tr mua sim méi trang thiét bi hay co so vat chat.

> Vé ngudn von:

e No phai tra giai doan 2023 — 2024 ting tir 28.652.527.051 dong lén
37.923.386.990 dong (tang 32,36%), tuy nhién ty trong ng phai tra trong tong
ngudn vén giam tir 80,93% xudng 69,11%. Cho thay chi nhanh van vay ng dé mo
rong quy md kinh doanh. Giai doan 2024 — 2025, n¢ phai trd gidm manh tu
37.923.386.990 dong xudng con 25.878.175.635 dong (giam 31,76%), cho thiy
chi nhanh da thanh toan bot cac khoan no.

e Von chu s& hiru ting vuot bac tr 6.750.780.627 déng nim 2023 lén

16.946.711.331 dong nam 2024 (twrong duong ting 151,03%) va tiép tuc ting 1én
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25.631.258.824 dong nam 2025 (tang 51,25%). Piéu niy cho thay chi nhanh dang

hoat dong hi¢u qua, c6 191 nhuan, va cod thé dugc cép thém vdn tir don vi cép trén.

Két luan: Ngudn lyc tai chinh cia chi nhanh ¢é xu hudéng ting truéng manh trong

niam 2024, thé hién qua su gia ting cua tai san ngin han va no phai tra. Tuy nhién, d&én
nam 2025, doanh nghiép di chuyén sang giai doan on dinh va tai co cau tai chinh, thé
hién qua viéc giam no, kiém soat tai san va gia ting vén chu so hitu. Nhin chung, chi
nhanh dang timg budc nang cao hiéu qua va tinh bén virng trong hoat dong kinh doanh.

2.3.4. Tinh hinh hoat dong kinh doanh
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Bang 2.5: Bang b4o c4o két qua kinh doanh ciia Chi nhanh Nhya dwong Petrolimex Pa Niing giai doan 2023 — 2025
PVT: Pong

Chi tiéu

Nam 2023

Nam 2024

Nam 2025

2024/2023

2025/2024

Giatri

%

Giatri

%

Giatri

%

Chénh léch

Ty 1§
(%0)

Chénh léch

Tyl¢
(%)

Doanh thu
thuan vé
ban hang va
cung cép

dich vu

719.507.204.200

100

837.980.004.500

100

566.987.743.700

100

118.472.800.300

16,47

-270.992.260.800

-32,34

Gi14 von

hang ban

656.112.017.816

91,19

758.211.690.208

90,5

534.669.442.309

94,3

102.099.618.392

15,56

-223.542.47.899

-29,48

Loi nhuan
g0p vé ban
hang va
cung cép

dich vu

63.395.132.384

8,81

79.768.314.292

9,5

32.318.301.391

5,7

16.373.181.908

25,83

-47,450,012,901

-59,48

Loi nhuan
thuan tir
hoat dong
kinh doanh

17.034.668.175

2,37

30.195.930.704

3,60

5.159.367.561

0,91

13.161.262.529

77,26

-25.036.563.143

-82,91
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Loi nhuan

ké toan 17.240.366.035 | 2,40 | 30.195.930.704 | 3,60 5.159.367.561 | 0,91 | 12.955.564.669 | 75,15 | -25.036.563.143 | -82,91
trude thué
Loi nhuan
sau thué thu
16.750.780.627 | 2,33 | 30.195.930.704 | 3,60 5.159.367.561 | 0,91 | 13.445.150.077 | 80,27 | -25.036.563.143 | -82,91

nhap doanh
nghiép

(Nguén: Phong Tai chinh Ké toan — Chi nhanh Petrolomex Pa Nang)
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Nhan xét:

e Doanh thu thun vé ban hang va cung cép dich vu: Giai doan 2023 — 2024 ting tir
719,5 ty dong 1én 837,9 ty dong (ting 16,47%), cho thdy hoat dong tiéu thy nhya
duong cua nhanh trong ndm 2024 ¢6 su cai thién rd rét. Nguyén nhan nhu ciu nhya
duong tang do nim 2024 14 giai doan trién khai cac du 4n ha ting giao thong trong
diém, dac biét la cac tuyén duodng cao tdc tai khu vuc mién Trung. Giai doan 2024
— 2025, doanh thu giam manh tir 837,9 ty ddng xudng con khoang 567 ty dong
(giam 32,34%). Nguyén nhan la do mdt sb6 du 4n xay dung bi gian tién do hodc
hoan thanh, 1am nhu cau tiéu thy nhya dudng giam.

e Gi4 von hang ban: Giai doan 2023 — 2024, ting tir 656,1 ty dong 1én 758,2 ty dong
(tang 15,56%). Mitc tang nay phu hop vdi xu hudng ting ciia doanh thu. Picu nay
do chi nhanh phai nhap hang nhiéu hon dé dap ung nhu cau thi trudng, dong thoi
chi phi van chuyén, luu kho va cac chi phi lién quan ciing ting lén.

Giai doan 2024 — 2025, gia von giam tir 758,2 ty dong xudng con 534,7 ty dong
(giam 29,48%). Do doanh thu giam manh nén khéi lwong hang hoa tiéu thy it hon,
kéo theo gia von giam.

e Loi nhuin gdp vé ban hang va cung cap dich vu: Giai doan 2023 — 2024, ting tir
63,4 ty dong 1én 79,8 ty dong (ting 25,83%). Piéu nay cho thay, hiéu qua kinh
doanh duogc cai thién khi doanh thu ting nhanh hon gia vén, dong thoi phan anh
kha ning kiém soat chi phi & mirc trong ddi tét trong ndm 2024.

Giai doan 2024 — 2025, lgi nhuan gop giam manh tir 79,8 ty dong xudng con 32,3
ty dong (giam 59,48%). Nguyén nhan 1a do doanh thu giam manh trong khi gia
von van chiém ty trong 16m, 1am bién lgi nhuan gdp bi thu hep dang ké.

e Loi nhuén thuan tir hoat dong kinh doanh: Giai doan 2023 — 2024, tang tu 17 ty
ddng 1én 30,2 ty dong (ting 77,26%), cho thdy chi nhanh hoat dong hiéu qua trong
nam 2024. Giai doan 2024 — 2025, loi nhuan thuan nim 2025 giam manh con 5,1
ty dong (giam 82,91%), cho thay hiéu qua kinh doanh ctia chi nhanh suy giam dang
ké. Nguyén nhan chii yéu do doanh thu giam sau trong khi cac chi phi hoat dong
khong giam tuong ung, lam cho 1gi nhuén bi thu hep

e Loi nhuan ké toan truéc thué: Giai doan 2023 — 2024, loi nhuan tang tir 17,2 ty
dong 1én 30,2 ty dong (ting 75,15%), phan anh hiéu qua hoat dong kinh doanh
duogc cai thién rd rét nho sy gia ting cua doanh thu va kha ning kiém soat chi phi.
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Tuy nhién, dén nam 2025, loi nhuan giam manh xubng con 5,2 ty dong (giam
82,91% so v&i nam 2024), cho thay hoat dong kinh doanh gip nhiéu kho khin do
su sut gidm doanh thu trong bdi canh thi truong khong thuan loi.

e Loi nhuén sau thué TNDN: nim 2023 dat 16,7 ty déng, thép hon loi1 nhuan trude
thué do phat sinh chi phi thué thu nhap doanh nghiép. Trong khi d6, nam 2024 va
2025, loi nhuén sau thué béng v6i loi nhuén trude thué (lﬁn luot 12 30,2 ty dff)ng va
5,2 ty dong), cho thy chi nhanh khong phat sinh hodc phat sinh khong dang ké chi
phi thué thu nhap doanh nghiép trong hai nim nay. Nguyén nhéan c6 thé do chi
nhanh dugc hudéng wu dai thué, thuc hién bu trir 16 tir cic nam trude hodc do dic
diém hach toan thué trong tirng giai doan.

Két luan: Trong giai doan 2023 — 2025, hoat dong kinh doanh cua Chi nhanh Nhya
duong Petrolimex Pa Néng co su bién dong manh. Nam 2024 13 nim ting truéng vuot
bac nho tan dung tot co hoi tur thi truong xay dung ha tﬁng. Tuy nhién, sang nam 2025,
céc chi tiéu doanh thu va lgi nhuan déu giam manh, cho théy doanh nghiép chiu anh
huong tir sy suy giam cta nhu cau thi trudng. Piéu nay phan anh sy phu thudc 16n caa
chi nhanh vao thi truong xay dung va tién d6 cac du 4n ha ting, va can c6 cac giai phap
6n dinh doanh thu, kiém soét chi phi hi¢u qua hon trong dai han.

2.4. Thuec trang vé quy trinh ban hang tai Chi nhanh Nhua dwong Petrolimex Pa

Ning

2.4.1. Hinh thirc ban hang

Hién nay, Chi nhdanh Nhua duong Petrolimex Pa Nang dang ap dung hinh thirc
ban hang theo don dat hang. Vi doanh nghi¢p hoat dong trong linh vuc nhuya duong,
khach hang thudng 1a khach hang to chiic, dic biét 1a cdc doanh nghiép trong linh vuc
xay dung giao thong. Theo d6, chi nhanh va khach hang sé tién hanh thoa thuan cac diéu
kién mua ban thong qua hop dong kinh té, trong d6 quy dinh 16 vé chiing loai san pham
(nhu nhya duong dic 60/70, nhya dudong PMB...), khéi lwong cung cip, gia ban, thoi
gian giao nhan va phuong thirc thanh toan. Tuy nhién, do dic diém san pham nhya
duong thuong duge sir dung theo tién do thi cong cong trinh, viéc giao hang khong thuc
hién mot 1an ma duoc trién khai théng qua cac don hang cu thé theo ting dot. Cac don
hang nay c6 thé dugc 1ap theo ké hoach d thoéa thuan trudc hodc phat sinh dot xuat tiry
theo nhu cau thuc t& cta khach hang, tir d6 gitip chi nhanh linh hoat diéu chinh khdi
luong cung g, thoi gian giao hang ciing nhu phuong an van chuyén. Bén canh d, viéc
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thuc hién ban hang thong qua don hang gitip doanh nghiép kiém soat tot hon cac yéu tb
nhu t6n kho, ning lwc cung tng va tinh hinh cong ng ctia khach hang truée mdi lan giao
hang. Piéu nay gop phan han ché rui ro trong qua trinh kinh doanh, dic biét trong boi
canh gia nhya duong c6 thé bién dong theo thi trudng. Co thé thiy ring, hinh thic ban
hang nay phu hop vdi cac doanh nghiép cung cap vat liéu cho céc cong trinh xay dyung
giao thong, noi ma nhu cau thudng xuyén thay doi theo tién do thi cong va yéu cau ky
thuét cu thé.

2.4.2. Quy trinh ban hang

Tim kiém khach hang

A4

Tiép can khach hang

A

Chao hang va bao gia

v

Pam phan va ky két hop dong

Giao hang

l

Cham soc khéach hang sau ban

Hinh 2.8: So' @6 quy trinh ban hang tai Chi nhanh Nhua dwong Petrolimex Da
Ning

(Nguon: Phong Kinh doanh - Chi nhdanh Petrolomex Pa Nang)

2.4.2.1. Tim kiém khdch hang
Hoat dong tim kiém khach hang 1 qua trinh tim kiém, thu hut va giit chan khach
hang méi thong qua viéc cung cap ndi dung va xay dung mbi quan hé vai ho. Viéc chi
dong tim kiém va tiép can diing nhém khach hang muc tiéu khong chi gitp gia ting
doanh sé ban hang ma con déng vai trd khéi du cho toan bo chu trinh tiép thi va chim

soc khach hang.
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Trong quy trinh ban hang, hoat dong tim kiém khach hang déng vai tro nén tang,
gitip Chi nhanh Nhwa dudng Petrolimex Pa Néng xac dinh va tiép can cac dbi tuong co
nhu cau sir dung san pham. Do dic thi san pham nhya dudng chu yéu phuc vu cho linh
vuc x4y dung ha tdng giao thong, chi nhanh tip trung tim kiém khach hang trong céc
nhom dbi twong thudc nganh xay dung ha ting giao thong, cu thé:

- Céc nha thau xay dung giao théng: Cac cong ty xdy dung cau dudng, lam dudng
cao téc, quéc 10, tinh 10.

- Céc don vi thi céng nhya dudng: Cac don vi chuyén rai tham nhua dudng, thau phu
thi cong.

- Céc cong ty quan ly va bao tri duong bo: Cac don vi thudc S¢ Giao thong van tai
dia phuong.

- Chu dau tu dy 4n ha tang: Cac ban quan Iy du an (BQLDA) cta B6 Giao thong van
tai, cac du a4n cong — tu (PPP), du an do thi.

- Doanh nghiép san xuét bé tong nhya: Cac tram tron bé tong nhya duong

Déi tuong khach hang cia chi nhanh duoc phan anh thong qua cac chi tiéu:

- Khu vuc hoat dong: tap trung chu yéu tai Pa Néng va cac tinh mién Trung — Tay
Nguyén nhu Quang Nam, Quang Ngai, Hué, Binh Dinh, ...

- Quy md cong trinh: cac cong trinh giao théng 16n, vira va nhé nhu cao tde, quc
16, duong nd1 do, san bay hoac cac du an ha téng giao thong khac.

- San lugng tiéu thy: Khoi luong nhua dudng st dung ciia khach hang trong timg
cong trinh hoic ting giai doan thi céng, thuong dao dong tir khoang 300 — 500 tin
d6i véi cac cong trinh nho, 1.000 — 5.000 tan dbi voi cong trinh quy md trung binh
va ¢6 thé 1én dén 10.000 — 20.000 tan hoic cao hon dbi véi cac du an giao thong
trong diém nhu cao tdc, san bay hodc cac tuyén qudc 16 16n.

V& phuong thirc tim kiém, chi nhanh trién khai nhiéu kénh khac nhau nham nang
cao kha ning tiép can khach hang. Chi nhanh theo dai thong tin ddu thau cac cong trinh
giao thong thong qua kénh cong khai nhu Hé théng mang déu thau quéc gia (VNEPS),
hay phan mém DauThau.info. B6 phan kinh doanh cép nhat cac thong bao moi thau véi
tan suat khoang 1 lan/tuan. Dbi véi cac giai doan cao diém dau tu cong hodc khi c6
nhiéu dy an giao thong trién khai tai khu vuc mién Trung — Tay Nguyén, viéc cap nhat

c6 thé thyc hién 2 — 3 1an/tudn nham kip thoi nam bat nhu cau sir dung nhya duong cua
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céc nha thau. Thong qua qua trinh theo ddi nay, Chi nhanh c6 thé thu thap duoc cac
thong tin nhu:
- Tén dy 4n va quy mo cong trinh
- Chi dau tu va don vi thi cong
- Nha thau chinh, nha thau phu tham gia du an.
- Tién db trién khai cong trinh.
- Nhu ciu str dung nhya dudng trong timg giai doan thi cong
Ngoai viéc theo ddi thong tin ddu thau cac cong trinh giao thong trén cac cong
thong tin cong khai, chi nhanh con tich cuc tham gia nhiéu héi thao, hoi nghi chuyén
nganh lién quan dén ha tang giao thong, vat liéu xay dung va nhya duong nhu hoi nghi
nganh nhya duong va giao thong “Bituroad Conference 2025 t6 chirc tai Ha Noi vao
26 — 27 thang 11 nam 2025. Khi tham gia cac hoi thdo, hdi nghi, Chi nhanh thuong thuc
hién cac hoat dong nhu gidi thi€u san phém, trao doi thong tin thi trudong, cap nhat nhu
cau stir dung nhya dudng va tim hiéu cac du an giao thong sap trién khai. Pong thoi, bo
phan kinh doanh ciing chii dong trao d6i thong tin lién hé véi cac nha thau, chu dau tu
va doanh nghiép tham gia nham phuc vu cho hoat dong tiép can khach hang sau nay.
Thong qua céc cudc hoi thdo, hdi nghi chuyén nganh, Chi nhanh thu nhap dugc
nhiéu thong tin thi truong nhu danh séch céc du an giao thong chuén bi trién khai, nhu
cau mua nhua dudng ctia tirng nha thau, ké hoach dau thau cta cac cong trinh méi. Mo
rong mdi quan hé véi nhiéu nha thau giao théng va xay dung dugc tép khach hang tiém
ning phuc vu cho hoat dong ban hang. Mot s6 khach hang sau qua trinh tiép xtc tai hoi
thao va hoi nghi tiép tuc trao doi nhu cau, nhan bao gia va phét sinh giao dich véi Chi
nhanh.
Vi loi thé 1a don vi hoat dong lau nam trong linh vuc kinh doanh nhya duong,
Chi nhanh Nhya dudng Petrolimex Pa Ning di xy dung duoc mdi quan hé hop tac véi
nhiéu khach hang va déi tac trong nganh. Thong qua cdc mdi quan hé sin co, chi nhanh
c6 thé tiép can thém nhiéu khach hang méi nho su gidi thiéu va két ndi tir cac khach
hang cii hodc ddi tac da timg hop tac. Diéu nay gdp phan hd trg chi nhanh mé rong thi
truong va nang cao hiéu qua tim kiém khach hang.
Tu thuc trang cua budc tim kiém khach hang, c6 thé théy ré“mg Chi nhanh da chu

dong tim kiém khach hang thong qua nhiéu kénh nhu theo ddi thong tin ddu thau, mo
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rong quan hé trong nganh va khai thac khach hang cii. Tuy nhién, hoat dong ndy van con
phu thudc nhiéu vao kinh nghi¢m va mbi quan hé ctia nhan vién kinh doanh.
2.4.2.2. Tiép cin khdch hang
Tiép can khach hang 13 qua trinh tiép xuc va twong tac trao d6i v6i khach hang dé
tao moi lién két va tim hiéu nhu cu cta khach hang. Tir d6, xay dung niém tin va cung
cap gia trj dich thuc cho khach hang nhdm nang cao mirc d6 hai long cua ho ddi véi
doanh nghiép. Tiép can khach hang c6 vai trd quan trong trong viéc xac dinh nhu cu va
mong mudn ctia khach hang, tir d6 dua ra cac chién luoc va giai phap phu hop dé dap
mg nhu cau d6. Pong thai, viée tiép can khach hang cling giup tao dung mdi quan hé
tin cdy va tao 10ng tin cho khach hang vao san pham va dich vu ctia doanh nghiép.
+ NOoi dung can thyc hién
Sau khi hoan tit qua trinh tim kiém va xéc 1ap dir liéu khach hang, Chi nhanh Nhura
duong Petrolimex Pa Néng sé& tién hanh budc tiép can khach hang nham gidi thiéu san
pham, tao mbi quan hé hop tac va tim hiéu nhu ciu st dung nhwra duong cua khach hang.
Cong viéc 1: Ra soat va cdp nhdt data khach hang
Sau khi dit liéu khach hang duoc thiét 1ap & budc tim kiém khach hang, b phan
kinh doanh tién hanh ra so4t va cap nhat lai thong tin khach hang trudc khi thuc hién
tiép can. Toan bd thong tin khach hang dugc luu trit trong hé théng dit liéu khach hang
(CRM) ctia Chi nhanh. Hoat d6ng nay nhim dam bao di liéu phan anh dung tinh hinh
thuc té ctia khach hang tai thoi diém hién tai, dong thoi gitip nhan vién kinh doanh xay
dung ké hoach tiép can phu hop va hiéu qua hon.
Cac thong tin dugc ra soat va cap nhat bao gom:
- Tén doanh nghiép, dia chi va thong tin phap ly cua khach hang.
- Nguoi phy trach mua hang hoic nguoi c6 tham quyén quyét dinh mua hang.
- S dién thoai, email va cac thong tin lién hé khac.
- Nhu ciu str dung nhya dudng trong thoi gian téi.
- Lich st giao dich, doanh s6 mua hang va tinh hinh thanh todn ddi vé6i khach
hang da tung hop tac véi Chi nhanh.
Sau khi hoan tat viéc cap nhat dir liéu, Chi nhanh tién hanh phén loai khach hang
thanh hai tép chinh gdm khach hang méi va khach hang cil.
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- Khach hang méi 1a nhiing khach hang chua tirng phat sinh giao dich véi Chi
nhanh nhung dang c6 kha nang sir dung nhua duong thong qua cac cong trinh
dang hodc sép trién khai.

- Khéch hang cii 1a nhitng khach hang da tirng mua hang hoac da cé quan hé hop
tac voi Chi nhanh trong cac cong trinh trudce day.

Viéc phan chia thanh hai tép khach hang gitip Chi nhanh lya chon phuong thirc
tiép can phu hop véi tirng nhoém. Dbi véi khach hang méi, nhan vién kinh doanh can tap
trung vao hoat dong gidi thiéu doanh nghiép, san phim, cac chinh sach ban hang va
nang lyc cung Gmg ctia doanh nghiép. Pbi véi khach hang cii, hoat dong tiép can chu
yéu huéng dén viéc duy tri quan hé hop tac, khai thac nhu ciu phat sinh va gia ting
doanh sb ban hang dua trén sy tin tudng da duoc thiét 1ap tr cac giao dich trudce do.

Cong viéc 2: Chudn bi truée khi tiép cdn khdach hang
Sau khi ra soat va phan loai khach hang, bo phan kinh doanh s& tién hanh chuan bj
cac ndi dung can thiét trudc khi tiép can nham nang cao hiéu qua trao d6i va kha ning
hop tac voi khach hang.
- Thong tin lién quan dén khach hang
- Céc chung loai nhya dudng dang cung cép
- Catalogue san pham, tai lidu k¥ thuat
- Chinh séach gia ban, phuong thirc thanh toén va giao hang
- Thong tin vé hé thdng kho bai, phuong tién van chuyén va kha ning cung tmg
hang hoa.
Céng viéc 3: Tién hanh tiép cin khdach hang
Tuy theo tirg nhom d6i tugng khach hang ma chi nhanh sé& lua chon phuong thic
tiép can phu hop nhim nang cao hiéu qua trao d6i va tiét kiém thoi gian.
e Déi v6i khach hang méi:

V6i nhom khach hang nay, nhan vién kinh doanh thuong wu tién tiép can bang hinh
thirc goi di¢n thoai. Trong qua trinh goi dién, nhan vién kinh doanh s€ gidi thi¢u ngén
gon vé chi nhanh, héi tinh hinh thi cong cong trinh, nhu cau st dung nhya duong va dé
nghi gui hd so ning luc hodc bao gia néu khach hang ¢ nhu cau.

Sau khi khach hang da c6 sy quan tam nhét dinh, b phan kinh doanh s€ st dung
email dé guri hd so nang luc, catalogue san phém, thong tin k¥ thuat, bdo gid hoac céc

chinh sach ban hang cua chi nhanh. Email thuong duoc stir dung trong cac truong hop:
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- Khéch hang yéu ciu thong tin chi tiét bang van ban.
- Cén giri tai liéu k¥ thuat hodc bao gia chinh thirc.
- Trao d6i cac ndi dung can luu trir dé thuén tién theo dai.
Sau khi giri email, nhan vién kinh doanh s€ lién h¢ lai dé xac nhan khéach hang da
nhan dugc thong tin va tiép tuc trao doi thém vé nhu cau thuc té.
e Dbi vai khach hang cii:

Trudce khi lién hé véi khach hang cii, bo phan kinh doanh s€ ra soat lai lich st giao
dich va qua trinh hop tac ctia khach hang nhu khdi lwong mua hang & cac lan trude,
chung loai nhira dudng thuong sir dung, tién do cac cong trinh di va dang thi cong, tinh
hinh thanh todn cong ng ciing nhu cac phan hoi hoic yéu cau trude ddy cua khach hang.
Viéc ra soat lai cac thong tin do, gitip nhan vién kinh doanh nam bat dugc nhu cau thuc
té ciia khach hang, chu dong dy doan thoi diém khach hang c6 nhu ciu mua hang trd lai
va chuan bi phuong an cung tng phi hop.

Déi véi nhém khach hang nay, hinh thirc tiép can chu yéu 1a goi dién thoai, trao
d6i qua Zalo hodc gip mit truc tiép do hai bén da c6 thong tin lién lac va mdi quan hé
hop téc tur trudce.

Tuy thudc vao muc dich va ndi dung trao d6i, nhan vién kinh doanh s& lya chon
hinh thtc tiép can phu hop. Pdi véi cac ndi dung can phan hoi nhanh nhu cap nhat nhu
cau st dung hodc xac nhan thong tin, nhan vién thuong lién hé qua dién thoai. Zalo dugc
str dung dé guri bang bao gia, thong tin san pham hodc thong bao diéu chinh gia ban;
d6ng thoi xac nhan lai cac ndi dung da trao d6i qua dién thoai. P4i voi hinh thirc gap
mat truc tiép duoc 4p dung ddi véi cac khach hang c6 du an 16n hodc cac truong hop
can trao doi chi tiét vé ké hoach cung tng va cac ndi dung hop tac quan trong. Piéu nay
gitip Chi nhanh vira duy tri mdi quan hé v6i khach hang, vira nam bét chinh xac nhu cau
dé xay dung phuong 4n ban hang phu hop.

Céng viéc 4: Cdp nhdt két qua tiép cdn khach hang

Sau mdi 1an tiép can, nhan vién kinh doanh s& cap nhat két qua 1am viéc trén phan
mém quan 1y quan hé khiach hang (CRM) cia Chi nhanh nham thuan lgi cho viéc theo
ddi va cham soc khach hang sau ndy. Cac ndi dung duge cap nhat gdm:

- Muec dd quan tam cua khéach hang.

- Nhu ciu st dung nhya duong.

- Thoi gian dy kién mua hang.
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- Céc yéu cau dic biét ctia khach hang.
- Két qua trao ddi va hudng xt 1y tiép theo.

Viéc cap nhat thuong xuyén giup Chi nhanh dé dang theo d&i qua trinh 1am viéc
v6i timg khach hang, dong thoi hd tro hiéu qua cho cac budc chao hang, bao gia va
chim soc khach hang tiép theo trong quy trinh ban hang.

Tir nhitng thong tin trén, tac gia két luan rang bude tiép can khach hang tai Chi
nhanh duoc thuc hién chi dong va kha linh hoat théng qua nhiéu hinh thtrc, giup nhan
vién kinh doanh thuén lgi trong viéc gidi thi€u san phélm va ndm bt nhu cau khach
hang. Tuy nhién, hiéu qua tiép cin khach hang van phu thudc kha nhiéu vao kinh nghiém
va k¥ nang cua nhan vién kinh doanh.
2.4.2.3. Chao hang va bao gia

Chao hang va bao gia 13 quy trinh ma bén ban giri thong tin chi tiét (gia ca, chat
luong, diéu kién) vé hang hoa/dich vu toi khach hang tiém ning. Muc dich 1a dé gisi
thiéu, chao moi va thuyét phuc khach hang mua, dong thoi 1a co so phap 1y dé tién t6i
hop dong.

% Cac cong viéc can thue hién
Sau khi da tiép can va nam bat dugc nhu cau cu thé cua khach hang, nhan vién tiép
thi tién hanh budc chao hang va bao gia.

Trude hét, nhan vién kinh doanh thuc hién chao hang bang cach gidi thiéu céc san
pham nhya duong ma Chi nhanh dang cung cip nhu nhwa duong dic néng 60/70, nhua
duong Polyme, nhii twrong nhya duong va cac dich vu di kém. Noi dung chao hang tap
trung vao cac théng tin nhu dic tinh k¥ thuat cia san pham, kha ning dap tmg ngudn
hang, nang luc van chuyén, chat lugng san pham, kinh nghiém cung tng cho cac cong
trinh giao thong va nhitng loi ich ma khach hang co6 thé nhan duoc khi hop tac véi Chi
nhanh.

Trong qué trinh chao hang, nhan vién kinh doanh d6ng thoi trao dbi va thu thap
thém céc thong tin lién quan dén nhu cau thuc té cua khach hang nhu chung loai nhya
duong str dung, khbi lwong can cung cap, dia diém giao hang, thoi gian giao hang, tién
d6 thi cong va cac yéu cau ky thuat khac. Trén co s d6, nhan vién danh gia kha ning
dap ting cua Chi nhanh vé nguén hang, nang luc van chuyén va cac diéu kién thuc hién

don hang. Cong viéc nay dugc thuc hién boi nhan vién kinh doanh, dong thoi phéi hop
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v6i Phong San pham — Dich vu va nha may dé xac nhan cac thong sé k¥ thuat va tinh
kha thi cia don hang.

Sau khi hoan thanh hoat dong chao hang va x4c dinh dugc nhu cau cu thé cua
khach hang, b phan kinh doanh tién hanh 1ap béo gia. Gia ban nhwa dudng duoc xac
dinh dya trén nhiéu yéu t6 nhu gia nhap hang tir Cong ty, chi phi van chuyén, khoang
cach giao hang, khéi luong dit mua, thoi gian giao hang va tinh hinh bién dong cua thi
truong dau mo.

Do gi4 nhya dudng thudng xuyén bién dong theo thi trudng, bao gia chi co hiéu
Iirc trong mot khoang thdi gian nhét dinh, thong thudng tir vai ngdy dén vai thang tuy
ting thoi diém.

Bang 2.6: Gia ban cac sin pham thwong ban ciia Chi nhanh Nhua dwong

Petrolimex Da Ning

. Qui cach Pon gia
Tén hang DVT . S
bao bi (Bong/kg)
Nhya duong dac nong ]
Kg Xe Sitec 18.000
PETROLIMEX méc 60/70
Nhya duong long Petrolimex )
Kg Xe Sitec 30.300
MC 70
Nhii twong Petrolimex CRS 1 Kg Xe Sitec 16.800

(Nguon: Phong Kinh doanh)
Sau khi hoan thién phuong 4n gid, nhan vién tién hanh 1ap bao gia theo biéu miu
quy dinh cua cong ty. Noi dung biéu miu bao gia thudng bao gdm cac thong tin co ban
nhu:
1. Tén hang, s6 luong, don gia
Thoi gian giao hang
Thot han thanh toan

Két qua thi nghiém nhya dinh kém

A

Hié¢u lyc ban chao hang
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CONG TY TNHH NHUA DUONG PETROLIMEX  Cédng Hba Xi Hoi Chd Nghia Viét Nam
CN Nhira Drromg Petrolimex Ba Nang Pic lip - Ty Do - Hanh Phiic

PETROLIMEX

BIEU MAU BAO GIA )
S6: /TB-PLC-DN
Negay:

Kinh giri:

Pia chi:

Chi Nhanh Nhya Buéng Petrolimex Pa Ning xin trdn trong g t6i Quy khach hang bang chao
hang cu thé nhw sau:

1 — Tén hang, s6 lugng, don gia:

N Quy S0 | Pongiddd | 1.y (i3 | Dia dibm gine
Tén hang Pt cich heong c6 VAT dd c6 VAT hi
bao bi (kg) (8%) acoe ang

Nhua duong dic
néng Petrolimex Kg | Xe sitec
&60/70

2 — Théi gian giao hang: K& tir ngay chao hang
3 — Thé han thanh toan: Thanh toan tién trirde khi nhin hang hoic no 30 ngay co bao linh

thanh toan ngin hang
4. —Diéu kién khac: C6 bang két qua thi nghiém nhya dinh kém
5 —Ban bao gid co hiéu lyc tengay ... cho dén khi cé théng bac mai.

Rit mong nhin dugc sw phic dap cia Quy Céng ty trong thoi gian sém nhit dé ching té1
cd co s& chudn bi ngudn va cung cip hang.

Nhitng viedng mac can duge giai dap, xin vui 1ong lién hé theo dién thoai - ... .

Trdn trong cam omn!

CN Nhwa dwong Petrolimex Pa ang
(KY, ghi ré ho tén, déng dédu)

Hinh 2.9: Biéu méu b4o gia ciia Chi nhanh Nhya dwong Petrolimex Pa Ning
(Nguoén: Phong Kinh doanh)

Sau khi duoc Truong phong/Giam dbc/ngudi dugc Gy quyén phé duyét, bao gia
duoc gui dén khach hang.

Tuy theo tirng khach hang, chi nhanh s€ 4p dung cac hinh thirc bdo gia khac nhau.
Déi v6i khach hang méi hodc khach hang ¢ nhu cau nho, bao gia thudong dugc giri qua
email. P6i v6i cac khach hang 16n, cac cong trinh trong diém hodc cac goi thau co gia
tri cao, nhan vién kinh doanh thuong truc tiép gap khach hang dé trao doi chi tiét vé
mirc gia va cac diéu kién di kém.

Sau khi giri bao gid, bo phan kinh doanh sé& tiép tuc theo ddi phan hdi cua khach
hang, giai dap cac thac mac lién quan dén gia ca, chat luong san pham va diéu kién giao
hang. Néu khach hang ddng ¥ vé6i cac nodi dung di trao doi, hai bén s& chuyén sang budc
dam phan va ky két hop dong.

Nhin chung, budc chao hang va bao gia dugc chi nhanh thyc hién tuong ddi chat
ché, gitp khach hang nim rd thong tin vé san pham, gia ca va diéu kién cung tmg. Noi
dung bao gia dugc 1ap theo quy dinh va phai trai qua qua trinh phé duyét trudc khi giri
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cho khach hang, gop phan han ché sai sot. Tuy nhién, do gia nhua dudng thuong xuyén
bién dong theo thi trudng nén bao gia phai duoc cip nhat thudng xuyén, lam gia ting
khéi lugng cong viée cho bd phan kinh doanh.
2.4.2.4. Pam phdn va ky két hop dong

Pam phan va ky két hop dong 14 qua trinh cac bén thuong thao, ra soat va thong
nhat cac didu khoan cudi cung, bao gém ca viée sira chira cac thiéu sét nho, dé di dén
ky két hop dong chinh thirc. Pay 1a giai doan mang tinh chét quyét dinh trong quy trinh
ban hang, boi két qua ciia qua trinh ddm phan sé& xac 1ap cac diéu khoan cu thé va tao co
s& phap 1y rang budc quyén va nghia vu giita hai bén.

% Céc cong viée can thyc hién

Sau khi khach hang da xem xét va co ban chap nhan noi dung bao gia, nhan vién
tiép thi s& tién hanh budc dam phan va ky két hop dong. Thanh phan tham gia dam phan
cht yéu gém nhan vién tiép thi, truéng bd phan kinh doanh, dai dién khach hang va
trong mat sb truong hop c6 sy tham gia ciia by phan k¥ thuat hoac ké toan dé trao ddi
cac ndi dung chuyén mon lién quan.

Trong qué trinh dam phan, Chi nhanh thuong chu trong dén cac ndi dung chi yéu
bao gdm:

- Chung loai nhya duong cung cap

- Tiéu chuan k¥ thuat va chat luong san pham

- bon gid ban

- Khdi luong giao hang

- Thoi gian, dia diém va tién do giao hang

- Phuong thirc van chuyén

- Diéu kién thanh toan va cac trach nhiém lién quan.

- Céac diéu khoan xir Iy phat sinh trong trudng hop thay di tién do hodc bién dong
gia nguyén vat liéu.

Qua trinh dam phan thuong dugc hai bén trao doi, thuong lwong va diéu chinh cac
diéu khoan nhim dam bao phu hop véi nhu cau cua khach hang nhung van dam bao
hiéu qua kinh doanh va kha nang cung tng cua Chi nhanh.

Thoi gian dam phén phu thudc vao dac diém cua tung khach hang va muce do phuc
tap cua giao dich. Ddi v6i khach hang cii da c6 lich st giao dich véi Chi nhanh, qua

trinh dam phan thuong dién ra trong d6i nhanh, khoang tir 1 dén 3 ngay lam viéc do céac
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diéu khoan co ban di dugc thong nhat tir cac 1an hop tac trude. Pdi voi khach hang méi
hodc cac hop ddng co gia tri 16n, thoi gian dam phan thuong kéo dai tir 3 dén 7 ngay
lam viéc do can trao d6i va thong nhat nhiéu ndi dung lién quan dén gia ban, cong no,
tién do giao hang va cac diéu kién hop tac. Trong mot sb truong hop dic biét nhu gia
nhya duong bién dong manh, khach hang yéu cau cong no dai hoac cac diéu khoéan can
xin y kién phé duyét tir Cong ty me, qua trinh dam phan c6 thé kéo dai tir 7 dén 10 ngay
lam viéc hoac 1au hon.

Dé han ché nguy co dam phan that bai va ning cao kha niang ky két hop ddng, Chi
nhanh 4p dung cac bién phap xir Iy phu hop dbi vé6i tirng nguyén nhan phét sinh trong
qua trinh thuong luong:

Poi voi trieong hop khdch hang yéu cau mire gid thap hon kha ndang ddp img ciia
Chi nhanh, nhan vién kinh doanh s& giai thich rd co s& hinh thanh gid ban dya trén gia
nhap hang, chi phi van chuyén, chi phi luu kho va céc chi phi lién quan. Pong thoi, Chi
nhanh c6 thé dé xuét cac phuong an thay thé nhu diéu chinh khéi lwgng mua hang, chia
nho tién do giao hang hoic ap dung cac chinh sach chiét khau theo san luong dbi véi
cac don hang 16n nham tao diéu kién cho khach hang nhung van dam bao hiéu qua kinh
doanh.

Péi véi truong hop hai bén chua théng nhat dwoc diéu kién thanh todn, dic biét
khi khach hang d& nghi thoi gian cong ng dai, Chi nhanh s& tién hanh danh gia nang luc
tai chinh, lich str thanh toan va mtrc d6 uy tin ctia khach hang. Trén co s& d6, Chi nhanh
c6 thé d& xuat cac phuong an linh hoat nhur thanh toan timg phan theo tién d6 giao hang,
dit coc trude mot ty 1¢ nhat dinh hodc ap dung han mirc cong no phit hop vai quy dinh
cua Cong ty.

Déi véi treong hop khdch hang yéu cau giao hang gdp trong khi nguén cung hodc
phirong tién van chuyén chia dap g kip thoi, bd phan kinh doanh s& phdi hop véi bo
phan kho vén dé ra soat ton kho, ké hoach nhép hang va kha ning diéu dong phuong
tién. Trudng hop chua thé dap ing toan bd nhu cau ngay 1ap tirc, Chi nhanh sé& trao doi
v6i khach hang vé phuong 4n giao hang nhiéu dot hodc diéu chinh lich giao hang phu
hop nham giam thiéu anh huéng dén tién do thi cong.

Doi véi trieong hop khdch hang thay doi khoi lwong hodc tién dé thi céng, Chi
nhanh s& yéu cau khach hang cip nhat ké hoach thi cong dinh ky va thong nhit co ché
thong bao trudc khi co sy thay doi. Pong thoi, cac ndi dung lién quan dén khdi luong
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va tién d6 cung Gmg s& duoc quy dinh rd trong hop dong nham han ché céc rii ro phat
sinh trong qua trinh thyc hién.

Déi véi si canh tranh tir cde doanh nghiép cing nganh c6 chinh sach gid hodc
thanh todn linh hoat hon, Chi nhanh khong chi tip trung canh tranh vé gid ma con nhan
manh céc loi thé nhu chét lwong san pham 6n dinh, ngudn cung dam bao, hé théng kho
bai thuén loi, kha ning giao hang dung tién d6 va dich vu hd trg k§ thuat trong qu4 trinh
thi cong. Didu nay gitp gia tang gia tri tong thé ma khach hang nhan dugc khi hop tac
v6i1 Chi nhanh.

Doéi véi truong hop khdch hang yéu cau thém cdc diéu kién ngodi quy dinh néi bo
ciia Céng ty, nhan vién kinh doanh s& ghi nhan va bao céo cip quan Iy xem xét. Néu ndi
dung dé xuat khong anh hudng dén quy dinh phap luat, an toan tai chinh va dinh huéng
kinh doanh cua Céng ty, Chi nhanh c6 thé kién nghi cip c6 tham quyén phé duyét.
Trudng hop khong thé chap thuan, Chi nhanh sé& trao d6i rd 1y do véi khach hang va dé
xuat cac phuong an thay thé pht hop dé duy tri co hoi hop téc.

Sau khi hai bén théng nhét toan bo cac diéu khoan, bd phan kinh doanh s€ tién
hanh soan thao hop dong theo miu quy dinh cua cong ty. Noi dung hop dong thuong
bao gdm:

- Thong tin phap 1y cia hai bén.

- Noi dung hang hda duoc cung cip (tén hang, sb luong, chit luong, trong

lugng)

- Gia ban

- Piéukién giao nhan

- Thoi han thanh todn va phuong thirc thanh toan

- Trach nhiém va quyén han ctia mdi bén.

- Piéu khoan xtr Iy vi pham hop déng.

- Pibu khoan giai quyét tranh chap.
Viéc soan thao hgp dong khong chi dam bao tinh day dii vé ndi dung ma con phai tuan
thu cac quy dinh phép 1y va quy trinh ndi bd cua cong ty.

Trude khi ky két, hop dong phai dugc trinh 1én Giam ddc chi nhanh hodc nguoi
dugc uy quyén kiém tra va phé duyét. Sau khi dugc phé duyét, hop dong dugc giri dén
khach hang dé xem xét va tién hanh ky két chinh thirc. Viéc ky hop dong c6 thé duoc

thuc hién truc tiép hodc thong qua hinh thirc di¢n tr, tuy theo diéu kién va thoa thuan
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gitra hai bén. Trong qua trinh thyc hién, néu cé su thay doi vé khéi lugng, gia ca hoac
cac diéu kién khac, lic ndy sé& tién hanh ky két phu luc hop ddng dé diéu chinh, dam bao
tinh linh hoat nhung van duy tri tinh phap 1y chit chg.

Sau khi hop dong dugc ky két, bd phan kinh doanh s& chuyén théng tin cho céc
phong ban lién quan nhu kho van, ké toan va diéu do giao hang d¢ trién khai ké hoach
cung tng theo dung ndi dung di cam két voi khach hang.

Qua tat ca nhirng thong tin trén, tac gia két luan rang budc dam phan va ky két hop
ddng 1 bude phirc tap va thuong mat nhiu thoi gian nhat trong quy trinh ban hang do
phai thuong luong nhiéu ndi dung va chiu anh hudng boi bién dong gia nhwa duong
cling nhu tién d6 cong trinh cta khach hang.
2.4.2.5. Giao hang

Giao hang 13 qué trinh chuyén hang héa tir chi nhdnh dén nguoi nhan thong qua
cac phuong tién van tai khac nhau. Qua trinh van chuyén c6 thé do chi nhanh tryc tiép
giao dén cho ngudi mua hoic nguoi mua dén tan noi dé 1iy hang

% Cac cong viée can thue hién
Sau khi hop dong dugc ky két va khach hang xac nhan thoi gian nhan hang, nhan

vién s& tién hanh t6 chic giao hang theo dung sd luong, dia diém va tién d6 da thoa
thuan.

V& thoi gian giao hang, Chi nhanh s& cin cir vao tién d6 thi cong cia cong trinh,
khéi luong dit hang, khoang cach van chuyén va tinh trang ngudn hang dé sap xép ké
hoach giao nhan phu hop. Théng thuong, dbi voi cac don hang da dugc théng béo trudce
va nam trong khu vuc mién Trung, Chi nhanh c6 thé thuc hién giao hang trong ngay
hodc tir 1-2 ngay sau khi xac nhan don hang.

V& hinh thtrc giao hang, chi nhanh 4p dung hai phuong thirc dé c6 thé phu hop véi
diéu kién thyc té ctia timg khach hang. Cu thé:

- Khach hang truc tiép nhan hang tai nha may: Hinh thic ndy dwoc ap dung ddi véi
céc khach hang co san phuong tién nhan hang phai 1a xe bon chuyén dung c6 hé
théng bao 6n va dap ung cac yéu cau ki thuit vé an toan, bao quan san pham theo
quy dinh ctia Chi nhanh, c6 dia diém thi cong gan kho hang hoic mudn chu dong
vé thoi gian nhan hang. Trong truong hop nay, chi nhanh khong tinh chi phi van

tai.
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- Chi nhanh giao hang dén dia diém do khach hang chi dinh: Hinh thirc nay ap dung
d6i v6i cac khach hang khong ¢ phuong tién van chuyén chuyén dung, cong trinh
& xa hodc ¢ nhu cau st dung tron goi dich vy van chuyén cua chi nhanh. Luc nay,
chi nhanh s& b tri xe bon chuyén dung c6 hé théng bao 6n va gia nhiét dé van
chuyén nhya duong dén cong truong, tram tron hodc dia diém nhén hang theo thoa
thuan. Chi phi van chuyén duoc xac dinh dya trén khoang cach van chuyén, khéi
luong hang héa va diéu kién giao nhan thuc té, ddng thoi dugc thong nhét trude
va thé hién trong hop dong.

Khi nhan duogc ké hoach giao hang tr bo phan kinh doanh, by phan kho van va
diéu do s& tién hanh chuan bi cac cong viéc bao gém:

- Kiém tra luong hang ton kho: Nhan vién kho d6i chiéu sé liéu ton kho trén phan
mém quan 1y hang ton kho ctia nha may voéi so liéu thuc té tai cac bon chira dé
xac dinh kha nang dap ung don hang. Tuy nhién, s liéu ton kho thuc té c6 thé
chénh 1éch nho so véi s6 liéu hé théng do anh hudng cua nhiét do hoac sai )
trong qua trinh do luong.

- Kiém tra s6 luong va chat luong san pham trudce khi xuat hang: Bo phan kho
van ddi chiéu khéi luong hang can xuat véi ton kho thuc té, dong thoi kiém tra
ho so chat lugng va két qua thir nghiém ciia 16 hang. Han ché ciia cong viéc nay
1a chat luong san pham chu yéu duoc danh gia thong qua cac két qua kiém
nghiém da c6 san nén mot sb bién dong chat lugng phat sinh trong qua trinh luu
trit ¢6 thé chua dugc phat hién kip thoi.

- Kiém tra nhiét d6 nhya duong trong bon chira: Nhan vién van hanh st dung hé
théng cam bién nhiét 46 hodc dong hd do nhiét dé theo dbi nhiét d6 nhya dudng
trong bon chira, ddm bao nhiét d6 dat yéu cau trude khi xuit hang. Tuy nhién,
nhiét d6 co thé thay doi do diéu kién thoi tiét hodc thoi gian luu trir kéo dai, lam
phat sinh thém chi phi gia nhiét.

- Sap xép phuong tién van chuyén phi hop véi khdi lwong giao hang: Can ¢ vao
khdi luong don hang va dia diém giao nhan, bd phan diéu do bd tri xe bon
chuyén dung c6 dung tich phit hgp nham tdi wu chi phi van chuyén va thoi gian
giao hang. Trong mot sb thoi diém cao diém, sé luong phuong tién c6 thé khong

dap Gmg kip nhu cau giao hang déng thoi ciia nhiéu khach hang.
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- Sép xép lich diéu phdi phuong tién va tai xé: Bo phan diéu d6 1ap ké hoach van
chuyén, phan cong tai xé va sap xép thir tu giao hang theo thoi gian yéu cau cia
khach hang va khoang cach van chuyén. Cong viéc nay c6 thé gip kho khin khi
phat sinh cac yéu t6 ngoai ké hoach nhu un tic giao thong, thoi tiét bat loi hodc
thay d6i tién d6 thi cong tir phia khach hang.
Trong qua trinh giao nhan, bd phan kho van con c6 trach nhiém theo doi qua trinh
véan chuyén va phdi hop xtr Iy néu phat sinh su ¢d anh huong dén tién do giao hang.

Song song vdi do, bd phan ké toan sé& tién hanh thuc hién cic cong viéc:

- Kiém tra tinh hinh thanh toan ctia khach hang trude khi giao hang.

- Chuan bi hoa don, phiéu xuat giao hang va phiéu can

- Chuan bi cac chung tir lién quan (ching chi chét luong (CQ), chimg chi

ngudn gdc)

- Phéi hop voi bd phan kinh doanh va kho van dé hoan thién ho so giao hang

Khi hang héa dugc giao dén dia diém nhan hang, nhan vién giao nhan cua Chi
nhanh va nguoi phy trach nhan hang phia khach hang s& ciing kiém tra sé lugng, tinh
trang hang hoa va ky xac nhan bién ban giao nhan dé hoan tit qua trinh giao hang. Sau
khi hoan tat giao hang, bo phan kinh doanh va ké toan sé tiép tuc theo ddi tinh hinh thyc
hién hop ddng, cong no va phan hoi cua khach hang dé phuc vu cho cac 1an cung tng
tiép theo.

Vi nhitng thong tin trén thi tic gia thdy rang budc giao hang tai chi nhanh duoc
thyc hién tuong ddi chit ché va ¢o su phéi hop gitra bd phan kinh doanh va cac bg phan
& nha may nham dam bao tién d6 cung tmg cho khach hang. Tuy nhién, hoat dong giao
hang van chiu anh huéng béi tién do cong trinh, khoang cach van chuyén va diéu kién
thoi tiét, nén doi khi c6 thé phat sinh cham tré trong qua trinh giao nhan.
2.4.2.6. Cham soc khach hang sau ban

Sau khi hoan tat qué trinh giao hang, nhan vién tiép tuc trién khai cac hoat dong
chim séc khach hang nhim duy tri mdi quan hé hop tac, hd trg khach hang trong qua
trinh sir dung san pham va nang cao muc d6 hai long cta khach hang. Cong tac chim
soc khach hang sau ban chu yéu do bd phan kinh doanh phdi hop véi bo phan ki thuat
va cac bg phan lién quan thuc hién.

% Cung cdp tai ligu kj thudt va hé tro siv dung sin phim
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Sau khi khach hang nhan hang, nhan vién kinh doanh va b phan k¥ thuat s€ chu
dong cung cap cac tai liéu k¥ thuét lién quan dén san phdm nhira dudng nhu:
- Tai liéu huéng dan sir dung.
- Théng sb k¥ thuat san pham.
- Quy trinh bao quan va thi cong nhya duong.
- Céc luu ¥ trong qué trinh str dung san pham.

Di v6i cac cong trinh sir dung nhira dudng polyme, nhua dudng nhil twong hoic
cac san pham co6 yéu cau k¥ thuét cao, bo phan ki thuat co thé truc tiép hd trg khach
hang tai cong trinh nham huéng dan sir dung san pham dung k¥ thudt va dam bao chat
lugng thi cong.

Ngoai ra, trong qua trinh thi cong, néu khach hang gip cac van dé lién quan dén
chat lugng san phém hodc k¥ thuat sir dung, bo phan kinh doanh s€ phéi hop vai bd
phan k¥ thuat dé hd trg va tu van kip thoi cho khach hang.

Bang 2.7: Cac loai dich vu h§ tro ky thuit va tw vin ciia Chi nhanh Nhya

dwong Petrolimex Pa Ning

Cac loai dich vu Mo ta Quyén han/trach nhiém

Ban thong tin an toan | Gui tai liéu dén khach hang | Phong SPDV, Giam ddc

san pham (MSDS/PDS) nha may
Ho tro ky thuat Huéng din st dung san | Phong SPDV, Giam ddc
pham. nha may

Giai dap thac mac.

Huéng dan ky thuat (tai | Hzong dan sa dung san | Phong SPDV, Giam ddc
hién truong) bao goém | pham. nha may

khao sat tai nha may Giai quyét thac mac.

Giai quyét cac dich vu k¥
thuét theo nhu quy dinh trong
hop dong.

(Nguon: Phong kinh doanh)
% Gidi quyét khiéu nai khdch hang
Quy trinh giai quyét khiéu nai khach hang tai Chi nhanh duoc thuc hién theo cac

budc sau:
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Buoc 1: Tié'p nhan khiéu nai

Trong qua trinh thuc hién hop dong va st dung san pham, néu phat sinh cic van
dé lién quan dén chéat lwong san pham, tién do giao hang hoic ching tir thanh toan,
khach hang s& phan hdi truc tiép cho nhan vién kinh doanh phu trach hoic lién hé véi
Chi nhanh thong qua dién thoai, email hodc lam viéc tryc tiép tai cong trinh.

Céc n6i dung khiéu nai ma Chi nhanh thudng tiép nhan gdm:

- Cham tién d6 giao hang so véi ké hoach.

- S luong hang giao chua dang véi don dit hang.

- Chat lugng nhwra dudng chua dép tng yéu cau thi cong.

- Sai sot vé hoa don, chirng tir hoac thanh toan.

- Céc van dé phat sinh trong qua trinh van chuyén va bom x4 hang hoa.

Budée 2: Phan loai khiéu nai

Sau khi tiép nhan, nhan vién kinh doanh tién hanh phan loai khiéu nai thanh céc
nhom gdm khiéu nai vé giao hang va van chuyén, chat luong san pham, thanh toan va
chting tir, chat luong phuc vu khach hang. Viéc phan loai thuong dugc hoan thanh trong
vong 24 gior dé chuyén dén bo phan c6 trach nhiém xu 1y.

Buée 3: Dé xudt va thue hién phwong dn xir 1y

Tuy theo tirng ndi dung khiéu nai, cac bo phan lién quan s& phdi hop kiém tra xac
minh nguyén nhén, tir 46 dé xuat phuong an xir Iy phut hop

- Dbi véi khiéu nai vé giao hang va van chuyén, b phan kho van kiém tra ching
tr giao nhan, lich trinh van chuyén va sb luong hang hoa thuc té. Truong hop
giao thiéu hang, Chi nhanh s& bd tri giao bd sung trong thdi gian sém nhat. Néu
giao hang cham so voi ké hoach, b phan kinh doanh s& thong bao nguyén nhan,
thdng nhat lai lich giao hang va phdi hop voi khach hang dé han ché anh huong
dén tién d thi cong.

- Dai voi khiéu nai vé chat lugng san pham, bo phan k¥ thuat phéi hop véi bo phan
kho van kiém tra ho so chét lugng, két qua thtr nghiém 16 hang va khao sat thyc
té tai cong trinh néu can thiét. Néu nguyén nhan duogc xac dinh xuit phat tir san
pham, Chi nhanh s& thuc hién cac bién phap khic phuc nhu ddi hang, thu hdi san
pham hoic hd trg ki thuat theo quy dinh. Truong hop san pham van dap ung ticu
chuan chat lugng, Chi nhanh sé& giai thich va cung cdp cc hd so kiém dinh lién
quan cho khach hang.

68



- Dbi véi khiéu nai vé thanh toan va chung tur, by phan ké toan kiém tra hoa don,
chung tir giao nhan, phiéu xuat kho va cac chung tir thanh toan lién quan. Néu
phat hién sai sot, Chi nhanh s& diéu chinh hoic b6 sung ching tir theo quy dinh
va thong bao két qua cho khach hang trong thoi gian sém nht.

- Pbi voi khiéu nai vé thai d6 phuc vu hodc chat lwong hd tro khach hang, Trudng
b phan kinh doanh s€ truc tiép lam viéc vdi cac ca nhan lién quan dé xac minh
thong tin, dong thoi trao doi va xin y kién phan hdi tir khach hang. Néu khiéu nai
¢ co sO, Chi nhanh s& chan chinh nhan vién, rat kinh nghiém va dua ra cac bién
phap cai thién chat luong phuc vy nham tranh tai dién trong twong lai.

- Déi véi cac vu viée phtrc tap, c6 gia tri 16n hodc anh hudéng dén uy tin cua Chi
nhanh, Ban lanh dao Chi nhanh s€ truc tiép tham gia lam viéc vdi khach hang dé
thdng nhat phuong an xu 1y.

Thong thudng, cic khiéu nai don gian nhu sai s6t ching tir hodc thiéu hang s&
dugc xtr 1y trong vong 1 — 2 ngay lam viéc. Pdi véi cac khiéu nai lién quan dén chat
luong san pham hodc phat sinh tai cong trinh, thoi gian xir 1y ¢ thé kéo dai tir 3 — 5
ngay tiy theo murc d6 vu viéc va qua trinh kiém tra thuc té.

Buaoc 4: Banh gia murc do hai long cua khach hang

Sau khi hoan tat xir Iy, nhan vién kinh doanh s& chu dong lién hé khach hang dé
thong bao két qua va xac nhan murc do hai 1ong. Néu khach hang dong ¥ v6i phuong an
xr 1y, vu viéc duoc ghi nhan hoan tat va luu hd so theo doi. Trudng hop khach hang
chua hai 10ng, Chi nhanh s& tiép tuc phdi hop voi cac bd phan lién quan dé ra soat lai
nguyén nhén, trao doi truc tiép v6i khach hang va dé xuit phuong an xir Iy bo sung cho
dén khi dat dugc sy thong nhat giita hai bén.

Viéc giai quyét khiéu nai theo quy trinh trén gitip Chi nhanh xir Iy kip thoi cac van
dé phat sinh, han ché anh hudng dén tién do thi cong cua khach hang, dong thoi nang
cao chat luong dich vu va duy tri mbi quan h¢ hop tac lau dai.

<% Duy tri moi quan hé khdch hang

Bén canh viéc h tro k¥ thuat va giai quyét khiéu nai, Chi nhanh con chu trong duy
tri moi quan hé voi khach hang sau ban nham ting kha nang hop tac lau dai.

Cong tac nay cha yéu do bd phan kinh doanh thyc hién théng qua cac hoat dong

nhu;
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- Lién hé hoi tham tinh hinh sir dung san pham va tién do cong trinh: Nhan vién
kinh doanh chti dong lién hé v6i khach hang qua dién thoai dé nam bét tinh hinh
sir dung nhwa duong, tién do thi céng, nhu cau phat sinh va nhitng kho khin
trong qué trinh thyuc hién dy 4n. Pbi v6i cac khach hang dang trién khai cong
trinh, viéc lién hé thudng duoc thuc hién khoang 1 1an/tuan. Pbi véi khach hang
khong phat sinh giao dich thuong xuyén, nhan vién kinh doanh duy tri lién hé
khoang 1-2 1an/thang nham cap nhat thong tin dy an va duy tri quan hé hop tac.

- Gui thong tin vé gia ca, san pham méi hodc chinh sach ban hang: Khi ¢ sy thay
d6i vé gia ban, ngudn cung hoic cac chinh sach kinh doanh mdi, bo phan kinh
doanh s€ chu dong thong bao cho khach hang thong qua dién thoai, email hodc
Zalo.

- Tham gia gip g, trao doi v6i khach hang tai cong trinh hodc doanh nghiép:
Trong nam 2025, bd phan kinh doanh thyc hién khoang 3540 lugt gap gb khach
hang. Cac budi lam viéc dugc to chirc chu yéu tai cong trinh giao thong dang
thi cong, tram tron bé tong nhya hodc van phong cia khach hang trén dia ban
cac tinh mién Trung nhu Pa Ning, Quang Nam, Quang Ngai, Quang Tri...

- T6 chirc hoi nghi khach hang, chuong trinh tri an khach hang va déi tac vao cac
dip pht hop: Chi nhanh phéi hop véi Cong ty t6 chirc hodc tham gia cac hoi
nghi khach hang, chuong trinh gip mit d6i tic va hoat dong tri an do Cong ty
me t6 chitc vao cac dip nhu cudi nam, tong két hoat dong san xuat kinh doanh
hodc céc su kién quan trong cua doanh nghi¢p. Pay la co hdi dé Chi nhanh léng
nghe ¥ kién khach hang, ting cuong su gan két va gidi thiéu cac dinh hudng
hop tac trong thot gian toi.

Nhitng thong tin trén cho thiy hoat dong chiam séc khach hang sau ban tai Chi
nhanh dugc thuc hi¢n kha chat ché thong qua nhiéu hoat dong nhu cung cép tai licu k¥
thuat, giai quyét khiéu nai va duy tri mdi quan hé voi khach hang, giup Chi nhanh kip
thoi nam bat phan hoéi va nhu cau ciia khach hang trong qua trinh str dung san pham.
Tuy nhién, cong tac chim soc khach hang chil yéu do bo phan kinh doanh ddam nhiém
nén doi khi viéc theo doi va cdp nhat thong tin khach hang chua duoc thuc hién d@)ng
déu gitra cac khach hang. Nhin chung, ddy 1a budc quan trong gbp phan nang cao chat
lugng dich vu va gitr chan khéch hang cua Chi nhanh.

2.5. Danh gii chung vé quy trinh ban hang
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2.5.1. Uu diém

Nhin chung, quy trinh ban hang ctia Chi nhanh Nhya duong Petrolimex Pa Nang
dugc xdy dung twong ddi ddy du, chit ché va co su phdi hop gita nhiéu bo phén, tir
khau tim kiém khach hang, tiép can, chao hang, ky két hop ddng dén giao hang va chim
soc khach hang sau ban.

Buéce 1: Tim kiém khdch hang

Budc tim kiém khach hang tai Chi nhanh Nhya duong Petrolimex Pa Néing duoc
thue hién kha chu dong thong qua nhiéu kénh nhu theo ddi thong tin ddu thau, tham gia
hoi nghi chuyén nganh va khai thac cac méi quan hé v6i khach hang cii. Diéu nay giup
Chi nhanh mé rong tép khach hang tiém ning va kip thdi ndm bat nhu cau thi truong

Bueée 2: Tiép cdn khach hang

Budc tiép can khach hang duoc Chi nhanh thuc hién twong ddi bai ban théng qua
viéc ra soat thong tin, phan loai khach hang va lua chon hinh thirc tiép can phu hop.
Diéu nay gitip nhan vién kinh doanh d& dang nim bat nhu cau va tao mdi quan hé véi
khach hang

Buoc 3: Chao hang va bao gia

Cong tac chao hang va bao gia dugc thuc hién day du, giup khach hang nim rd
thong tin vé san pham, gia ban va diéu kién cung tng. Noi dung bao gia duoc xay dung
dua trén nhu cau thuc té ctia khach hang va c6 sy phdi hop véi cac bo phan lién quan dé
dam bao kha nidng cung ung

BuGc 4: Pam phdn va ky két hop dong

Budc dam phan va ky két hop dong dugc thyuc hién chat ché, dam bao day du cac
diéu khoan phéap 1y va quyén loi ctia cac bén. Chi nhanh ¢ su phdi hop tét gitta cac bo
phan trong qua trinh soan thao va trién khai hop dong, gop phan han ché rui ro trong
hoat dong kinh doanh.

Buoc 5: Giao hang

Hoat dong giao hang linh hoat trong viéc st dung phuong tién van chuyén, nhin
chung dap tmg duoc yéu cau cung tng cho khach hang va gop phan dam bao tién do thi
cong cong trinh. Sy phdi hop giita cac bd phan gitip han ché céc sai sot trong qué trinh
giao nhan hang hoa.

Buoc 6: Cham soc khach hang sau ban
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Hoat dong chim soc sau ban cua chi nhanh giup ting cuong su gian két v6i khach

hang va tao diéu kién thuan lgi cho céac 1an hop tac tiép theo. Chi nhénh c6 su quan tam

dén qua trinh sir dung san pham ctia khach hang théng qua viéc hd trg k¥ thuat, phdi

hop xir Iy cac van dé phat sinh va tiép nhan phan hdi trong qué trinh thi céng. Dong thoi,

céc hoat dong gdp mit, tri an khach hang cling gop phan cung cb uy tin va duy tri moi

quan hé hop tac véi ddi tac.

2.5.2. Han ché va nguyén nhén ciia han ché

R/
0‘0

Han ché

Bén canh nhitng wu diém dat dwoc, quy trinh ban hang tai Chi nhanh van con ton

tai mot s6 han ché nhit dinh.

Budc tim kiém khach hang con phu thudc nhiéu vao méi quan hé va mang ludi sin
c6, cling nhu vao kinh nghiém va méi quan hé c4 nhan cta nhéan vién kinh doanh;
do d6, chua mang tinh hé thong va chua khai thac hiéu qua cac kénh tim kiém
khach hang moi.

Budc tiép can khach hang van phu thudc nhiéu vao kinh nghiém, k¥ ning va cach
thire 1am viéc cta ting nhan vién kinh doanh, trong khi chua c6 kich ban tiép can
thong nhét, co ché phan cong khach hang rd rang va quy dinh cu thé vé thoi gian
phan hoi cta khach hang. Diéu nay 1am cho hiéu qua tiép can khach hang chua
d6ng déu va chua khai thac hét tiém ning cua cac khach hang muc tiéu

O budc giao hang, do khach hang ctia Chi nhanh phan bd trén nhiéu tinh, thanh
phé khu vic mién Trung nén cong tac to chirc van chuyén, diéu phbi phuong tién
va theo ddi qua trinh giao nhan hang hoa doi hoi nhiéu thoi gian va ngudn luc.
Diéu nay 1am gia ting khdi lugng cong viéc ctia bd phan kho van va diéu do trong
qué trinh thuc hién giao hang.

bbi véi hoat dong cham soc khach hang sau ban, cac hoat dong hién nay chu yéu
mang tinh hd trg khi phat sinh nhu cau, chua c6 hé thong chiam soc khach hang
chuyén sau va dong bo.

Nguyén nhén ciia han ché
Do dic thu cia nganh kinh doanh nhya duong chi yéu phuc vu cho céc cong trinh

xay dung giao thong, sd lwong khach hang khong qua 16n va phan 16n 1a cac nha
thau hodc chu dau tu du an, vi vay hoat dong ban hang thuong dua nhiéu vao céc
mdi quan hé trong nganh va thong tin du an.
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- Ngudn nhan lyc va quy mé chi nhanh con han ché (29 nguoi) va co ciu lao dong
thién vé truc tiép, khién hoat dong cham soc khach hang chua dugc dau tu chuyén
sau.

- Chi nhanh phy thuoc 16n vao céc dy an ha tﬁng, nén hoat dong ban hang cua chi
nhanh chiu anh hudng truc tiép tir tién do trién khai cac dyu 4n xay dung va tinh

hinh d4u tu cong trong linh vuc giao thong.
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CHUONG 3: MOT SO GIAI PHAP NHAM HOAN THIEN QUY TRiNH BAN
HANG TAI CHI NHANH NHUA PUONG PETROLIMEX PA NANG
3.1. Co s& dé xuat giai phap nham hoan thi¢n quy trinh ban hang
3.1.1. Dinh hwéng phat trién ciia chi nhdanh trong giai doan t6i

+* Muc tiéu — Dinh hudng

X4y dung Chi nhanh Nhua dudng Petrolimex Da Néng ngay cang phat trién viing
manh, ning cao hiéu qua hoat dong san xuit kinh doanh trén co s& str dung hop 1y céc
ngudn lyc, nang cao ning luc quan tri va ning lyc canh tranh trén thi tredng. Dong thoi
tirng budc mé rong quy mé kinh doanh, nang cao chat luong dich vu va khing dinh uy
tin thuong hi¢u trén thi truong.

Tang cuong xay dung doi ngli cdn bd quan ly, nhan vién kinh doanh va k¥ thuat
c6 trinh do chuyén mon cao, tac phong lam viéc chuyén nghiép, dap Gng yéu cau phat
trién ctia chi nhanh trong giai doan méi.

Pay manh viéc t6 chirc, quan 1y va sir dung hiéu qua cac ngudn vén, tai san cua
doanh nghiép; nang cao hiéu qua hoat dong kinh doanh, ddm bao su phat trién on dinh,
bén viing va phu hop véi dinh huéng chung cua Tap doan Xang dau Viét Nam.

% Chién luoc phat trién

Chi nhanh tap trung phat huy t6i da cac ngudn lyc sin cé, chu dong nim bat co hoi
thi truong, nang cao hi¢u qua td chtrc hoat dong kinh doanh, tirng budc hién dai hoa co
sO vat chat va nang cao ning lyc canh tranh trong linh vuc cung tmg nhya duong.

Vé san pham: Tiép tuc cung cdp cic san pham nhya duong dat tiéu chuin chat
lugng cao, dong thoi da dang hoa céc chung loai nhua dudng nham dap Gmg yéu cau k¥
thuat ngay cang cao ciia cac cong trinh giao thong. Bén canh d6, chu trong phat trién
cac san pham nhua dudng cai tién va nhya dudng polymer phuc vu cho cac du an ha
tﬁng hién dai.

Vé thi truong: Déy manh hoat dong tim kiém va mé rong thi truong ti€u thy trén
thi trudng mo, ting cuong hop tic voi cac nha thau xay dung, doanh nghiép thi cong
cong trinh giao thong va cac ddi tac trong linh vuc ha tang. Pong thoi chu trong duy tri
mdi quan hé 1au dai v6i khach hang nham nang cao uy tin va vi thé ctia chi nhanh trén
thi truong.

Vé khoa hoc céng nghé: Tang cudng Gng dung cac tién bd khoa hoc — k¥ thuat
trong bao quan, vin chuyén va cung ung nhya duong nhiam dam bao chét lugng san
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pham. Pong thoi, timg budc hién dai hoa trang thiét bi, nang cao hiéu qua quan 1y va
van hanh trong hoat dong kinh doanh.

Vé dau tu: Tiép tuc dau tu, nang cép hé théng kho bii, bdn chua, thiét bi gia nhi¢t
va phuong tién van chuyén nhya dudng nhim ning cao ning lyc du trit va phan phdi
san pham, dap Gmg nhu cau cua thi truong.

Vé tai chinh: Quan 1y chit ché chi phi, sir dung hiéu qua ngudn vén va tai san cta
doanh nghiép; nang cao hiéu qua hoat dong kinh doanh, dam bao su phat trién on dinh,
lau dai cta chi nhanh.

3.1.2. Dic diém nganh nhwa dwong

Nganh nhya duong 1a nganh kinh doanh mang tinh dic thu, c6 mdi lién hé chat
ché véi linh vuc xay dyung giao thong va dau tu co sé ha ting. Nhu cau tiéu thy nhya
duong phu thudc nhiu vao tién do trién khai cac cong trinh giao thong nhu dudng bo,
cau dudng, san bay va cac dy an ha tang k¥ thuat ciia Nha nude. Vi vay, hoat dong kinh
doanh nhira duong thuong chiu anh hudng manh tir chinh sach dau tu cong, tinh hinh
phat trién kinh té va bién dong cua thi trudng xay dung.

Khach hang ciia nganh nhya dudng chii yéu 1a cac doanh nghiép, nha thau xay
dung va don vi thi cong cong trinh giao thong, nén hoat dong ban hang cha yéu duoc
thuc hién theo hinh thirc hop dong va don dit hang. Qua trinh ban hang thuong gan véi
du thau, tién do thi cong va yéu cau ky thuat cta timg cong trinh, do d6 doi héi doanh
nghiép phai c6 kha ning cung tng on dinh, giao hang ding tién do va hd tro k¥ thuat
kip thoi cho khach hang.

Ngoai ra, nhya duong 13 mat hang ¢é yéu cau cao vé chat luong bao quan, van
chuyén va an toan k¥ thuat. Trong qué trinh kinh doanh, doanh nghiép can dau tu hé
théng kho bii, bon chtra va phuong tién van chuyén chuyén dung nham dam bao chat
luong san pham khi cung cap cho khich hang. Pong thoi, gia nhwa duong thudng chiu
tac dong tir gia dau thé gii va ty gia hdi doai, nén hoat dong kinh doanh cta doanh
nghiép dé& bi anh hudng boi bién dong chi phi dau vao.

Bén canh yéu t canh tranh vé gia, cac doanh nghiép trong nganh con canh tranh
vé chét lugng san pham, uy tin thuong hiéu, kha niang d4p (mg ngudn hang, tién do giao
hang va dich vu hd tro ky thuat. Vi vay, dé nang cao hi¢u qua hoat dong kinh doanh, céc
doanh nghiép kinh doanh nhya dudng can khong ngimg hoan thién quy trinh ban hang,
nang cao chat lugng dich vu va xay dung méi quan hé hop tac lau dai véi khach hang.
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3.2. M@t s6 giai phap nhim hoan thién quy trinh ban hang
3.2.1. Néng cao higu qud hoat dong tim kiém khdch hang
% Muc tiéu cua gidi phap
Giai phap nay nham mo rong tép khach hang cia chi nhanh, ting tinh chu dong
trong hoat dong ban hang. Thong qua viéc to chirc hoat dong tim kiém khach hang mot
cach c6 hé thdng va da dang hoa cac ngudn thong tin thi trudng, chi nhanh c6 thé tiép
can nhiéu khach hang tiém ning hon, tir 46 gia ting co hoi ky két hop dong va ning cao
san luong ti€u thu nhya duong.
% Noi dung thue hién
Dé nang cao hiéu qua tim kiém khach hang, chi nhanh can mé rong ngudn tim
kiém khach hang ngoai cac kénh truyén théng nhu dau thau hoic hoi thao chuyén nganh.
Bo phan kinh doanh can chi dong xay dung co s¢ dit liéu khach hang tiém ning theo
tirng khu vuc va ting nhom cong trinh cu thé, bo phan kinh doanh c6 thé chu dong tim
kiém khéach hang thong qua:

- Website ctia doanh nghiép xay dung giao thong, doanh nghiép thi cong ha tang va
ban quan 1y du 4n dé cip nhat thong tin vé cic cong trinh dang trién khai hodc sap
trien khai.

- Mang x4 hoi nghé nghiép nhu LinkedIn nham tim kiém va két ndi v6i cac quan Iy
du an, trudng phong vat tu hoac 1anh dao doanh nghiép xay dung.

- Cac hd1 nhém nganh xay dung, giao thong va vat liéu xay dung trén Facebook
hoidc Zalo dé cap nhat thong tin thi truong va tiép can cac nha thau dang c6 nhu
cau thi cong.

- Cong cu tim kiém nhu Google Search nham tra ciru thong tin cac du 4n giao thong
m&i, cac doanh nghiép thi cong tai khu vie mién Trung — Tdy Nguyén hodc cac
cong trinh chuén bi trién khai.

- Theo ddi théng tin tuyén dung ctia cac doanh nghiép xay dung trén cac website
tuyén dung dé nhan biét doanh nghiép dang mé rong du an hodc chuan bi trién
khai cong trinh mai.

Ngoai ra, chi nhanh c6 thé xay dung co s dit liéu khach hang tiém nang thong qua
viéc khai thac thong tin tur:
- Pon vi van chuyén.
- Nha cung cip vat liéu xay dung.
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- Péi tac thi cong bé tong nhua.
- Cac khach hang cii da tung hop tac.

Diy 1a ngudn thong tin thyuc té va c6 kha ning tiép can khach hang nhanh hon so
v6i viée cho thong tin dau thau cong khai.

Bén canh cac hoat dong tim kiém truc tiép, chi nhanh ciing can ting cudng quang
ba thong tin vé doanh nghiép va san pham nham nang cao kha ning tiép can khach hang
méi. Viée cung cdp day du thong tin vé chit lugng san pham, ning luc cung tng, kinh
nghiém tham gia cac du an 16n ciing nhu cac dich vu hd trg khach hang s& gop phan
nang cao uy tin cua chi nhanh trén thi truong va tao diéu kién thuan loi cho viéc tim
kiém khach hang.

% Két qua ciia giai phap

Sau khi trién khai giai phap, Chi nhanh sé& xdy dung dugc co sé dit liéu khach hang
tiém ning twong dbi ddy du va duoc cip nhat thuong xuyén theo tirng khu vue, loai cong
trinh va nhom khach hang. Thong tin vé thi truong, du 4n va doanh nghiép xdy dung
duogc thu thap tir nhiéu ngudn khac nhau, giup bo phan kinh doanh chu dong theo ddi va
nam bat nhu cau cua khach hang tir giai doan dau cua du an.

Hoat dong tim kiém khach hang duogc thuc hién c6 hé théng hon thong qua cac
kénh thong tin dugc xac dinh 10, gidm su phu thudc vao kinh nghi¢m céd nhan va cac
mbi quan hé san c6 cua nhan vién kinh doanh. biéu nay tao co so thuan loi cho viée 1ap
ké hoach tiép can khach hang va trién khai cac hoat dong ban hang trong twong lai. ..
3.2.2. Hoan thi¢n hoat dpng tiép cdn khdch hang

¢ Muc tiéu cua gidi phap

Giai phap nay nham nang cao tinh chuyén nghiép trong hoat dong tiép can khach
hang, giup nhan vién kinh doanh chu dong hon trong qu4 trinh trao doi, tu van va xir Iy
nhu cau cta khach hang. Dong thoi, giai phap con gop phan nang cao kha nang chuyén

d6i khach hang tiém nang thanh khach hang thuc té, tao dung hinh anh chuyén nghiép
va nang cao kha nadng canh tranh ctia Chi nhanh trén thi truong.
% Noi dung cta gidi phap

Thir nhdt, xdy dwng kich ban tiép cdn khéch hang theo tirng nhém déi twong

Hién nay, khach hang cta Chi nhanh kha da dang, bao gdm nha thau thi cong giao
thong, chu dau tu, ban quan 1y dy 4n va cac tram tron bé tong nhua. Mdi nhom khach
hang s& c6 nhu cdu, cach lam viéc va mdi quan tim khac nhau nén Chi nhanh can xay
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dung céc kich ban tiép cin riéng cho tirng nhom d6i twong nham nang cao hiéu qua trao
d6i va ting kha ning thuyét phuc khach hang.

Cong viéc nay s& do Truong phong kinh doanh truc tiép xay dung noi dung va dinh
huéng thuc hién duwa trén dic diém cua ting nhom khach hang. Trong qué trinh xay
dung, cac nhan vién kinh doanh s& phdi hop cung cap nhiing tinh hudng thyc té thudng
gap, cac cau hoi khach hang thuong quan tam cting nhu nhitng kho khan phat sinh trong
qua trinh tiép can khach hang truéc day dé hoan thién ndi dung kich ban.

Cu thé, d6i voi nhoém nha thau thi céng giao théng, nhan vién kinh doanh khi tiép
can cAn tap trung gidi thiéu vé kha ning cung Gmg hang héa, tién do giao hang, chinh
sach gia ban va kha ning hd trg k¥ thuat trong qua trinh thi cong nhiam tao sy tin tuéng
cho khach hang vé nang luc dap tng ciia Chi nhanh. Pdi véi chii dau tu hoic ban quan
Iy du 4n, nhan vién kinh doanh can wu tién giéi thiéu vé uy tin thwong hiéu Petrolimex,
chét luong san pham, hé thong kho bai, phuwong tién van chuyén va cc cong trinh tiéu
biéu ma Chi nhanh di cung cip trude d6 dé ning cao d6 tin cay. Riéng di véi cac tram
tron bé tong nhya, nhan vién kinh doanh can tap trung tu van vé dic tinh k¥ thuat cua
san pham, kha ning 6n dinh ngudn hang va cac chinh sach hop tac 1au dai nham dap
g nhu ciu san xuit thuong xuyén cia khach hang.

Bén canh d6, Truéng phong kinh doanh can xay dung sin cac ndi dung trao doi
qua dién thoai, email va gap truc tiép dé nhan vién kinh doanh ap dung théng nhét trong
qua trinh 1am viéc. Noi dung nay can quy dinh cu thé cach gidi thiéu doanh nghiép, cac
thong tin can trao d6i véi khach hang, huéng xir 1y ddi voi cac cau hoi thuong gip ciing
nhu cach phan hoi khi khach hang tir chdi hodc chua c¢6 nhu cau hop tac. Sau khi hoan
thién, Ban giam ddc s& 12 bo phan xem xét, chinh sira va phé duyét trude khi ap dung
chinh thirc trong toan Chi nhanh nham dam bao tinh thong nhét va chuyén nghiép trong
hoat dong tiép can khach hang.

Thir hai, phan cong nhan vién phu trach theo tung khu viee hodc nhom khach hang

Chi nhanh can thyc hién phan cong nhan vién kinh doanh phu trach theo ting khu
vuc hodc ting nhém khach hang cy thé nham nang cao tinh chuyén mén héa va hiéu
qua cham s6c khach hang. Cong viéc nay s& do Trudng phong kinh doanh thuc hién dya
trén nang luc va kinh nghiém cua tig nhan vién.

- Mot nhan vién phu trach khu viuc Pa Nang — Quang Nam.
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- Mot nhan vién phu trach khu vuc Tay Nguyén.
- Mot nhan vién phu trach nhom khach hang 1a nha thau 16n hodc cac dy an trong
diém.

Sau khi dugc phan cong, nhan vién kinh doanh s& chiu trach nhiém theo ddi tién
d6 cac cong trinh trong khu vuc, cap nhat nhu cau st dung nhwra dudng cua khach hang
va chi dong xay dung mbi quan hé v6i khach hang phu trach. Viéc phan cong cu thé
nhu vy s& gitip nhan vién ndm rd thi truong hon, ddng thoi nang cao hiéu qua chim soc
va tiép can khach hang.

Thit tu, xdy dwng quy dinh vé thoi gian phan hoi khdch hang

Chi nhanh can xay dung quy dinh cu thé vé thdi gian phan hoi khach hang nham
han ché tinh trang xtr 1y chdm va ning cao muc d6 hai 10ng ctia khach hang. Cong viée
nay s& do Truéng phong kinh doanh xay dung va pho bién cho toan bd nhan vién kinh
doanh thuc hién.

Cu thé, nhéan vién kinh doanh phai phan hoi cc thong tin ban dau cta khach hang trong
thoi gian ngdn sau khi tiép nhan yéu ciu, trong vong 1 — 2 gio lam viéc; dbi voi cac noi
dung lién quan dén bao gia, thong sb k¥ thuat hoic kha ning cung Gng, nhan vién phai
cht dong phdi hop véi cac bd phan lién quan nhu ké toan, kho van hoic k¥ thuat dé xir
Iy va phan hoi cho khach hang trong ngay lam viéc. Dong thoi, Truong phong kinh
doanh s& thudng xuyén kiém tra tién do xtr Iy khach hang cta tirng nhan vién thong qua
bao c4o dinh ky nhdm dam bao qua trinh tiép can khach hang dugc thuc hién nhanh
choéng va hiéu qua hon

% Két qua cia giai phap

Sau khi trién khai giai phap, hoat dong tiép can khach hang ctia Chi nhanh dugc
thuc hién thong nhat va c6 dinh huéng rd rang hon thong qua cac kich ban tiép can duoc
chuan hoa. Nhan vién kinh doanh nam rd ndi dung can trao ddi voi timg nhém khach
hang, tor d6 gidm su phu thudc vao kinh nghi¢m ca nhan va han ché nhitng thiéu sot
trong qua trinh tiép xtc voi khach hang.

Pong thoi, viéc phan cong phu trach theo khu vuc hoic nhém khach hang gitip
nhan vién hiéu ré dic diém thi trudng, nhu cau khach hang va tinh hinh trién khai cac
cong trinh trong pham vi phu trach. Dong thoi, quy dinh vé thdi gian phan hoi gitp qua
trinh xir 1y thong tin va phéi hop voi khach hang duoc thyc hién nhanh chéng, gép phan
nang cao hiéu qua quan 1y va t6 chic hoat dong ban hang ctia Chi nhanh.
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3.2.3. Ning cao hoat dong giao hang
¢ Muc tiéu cta gidi phap

Giai phap nay hudng dén viéc hoan thién hoat dong giao hang thong qua ning cao
nang luc 1ap ké hoach, diéu phdi van tai va kiém soat qué trinh giao nhan. Qua dé, Chi
nhanh c6 thé dap ung t6t hon nhu cau ctia khach hang, nang cao chat luong phuc vu va
tang kha nang canh tranh trén thi truong.

% Noi dung cia gidi phap

Thir nhdt, thuc hién céng tac ldp ké hoach giao hing

B6 phan Diéu d6 phdi hop v6i Phong Kinh doanh cap nhat tién do thi cong va nhu
cau str dung nhya dudng cua khach hang theo dinh ky hang tudn hodc trude mdi dot
giao hang. Trén co s& d6, b phan Picu d6 xay dung ké hoach giao hang bang cach xéac
dinh khéi luong hang can giao, thoi gian giao hang, dia diém giao nhan, phuong tién
véan chuyén va nhan sy phu trach timng don hang. Ké hoach nay duoc thong bao cho bd
phan Kho dé chudn bi hang héa va cho don vi van tai dé bd tri phuong tién phu hop.

Thit hai, ndng cao hiéu quad diéu phéi van tdi

Bo phan Diéu do chiu trach nhiém sap xép lich trinh van chuyén, phan bd phuong
tién va phdi hop véi Kho trong qua trinh giao hang. Can cir vao ké hoach giao hang da
duoc xay dung, bd phan Diéu do sé xac dinh sd luong phuong tién can huy dong, thoi
gian xuit kho va 16 trinh van chuyén cho timg don hang. Trong trudng hop khach hang
thay d6i tién do thi cong, diéu chinh khéi luong dit hang hodc phat sinh cac yéu t6 khach
quan nhu thot tiét x4u, Un tic giao thong, bo phan Piéu do cin ra soat va diéu chinh lai
ké hoach giao hang, bao gom thoi gian giao hang, s6 lugng hang giao trong timg dot va
phuong ti€n van chuyén duoc bd tri. Viéc cap nhat thong tin can duoc thyuc hién ngay
sau khi nhan dugc thong bao tir khach hang hodc cac b phan lién quan nham han ché
t6i da tinh trang giao hang cham tré.

Thir ba, ung dung cong nghé trong quan ly giao hang

Chi nhanh can dau tu va dua vao sir dung phan mém quan 1y vén tai hodc hé théng
theo ddi phuong tién nham hd trg cong tac diéu do va kiém soat qua trinh giao nhan
hang hoa. Sau khi trién khai, bo phan Diéu do s& chiu trach nhiém cap nhat thong tin
don hang, ké hoach giao hang va lich trinh van chuyén 1én hé théng. Trong khi d6, nhan
vién kho van theo ddi tinh trang xuat hang va xac nhan viéc giao nhan. Thong qua phan
mém, Chi nhanh c6 thé kiém tra vi tri phuong tién, tién do giao hang va tinh trang thuc
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hién timg don hang theo thoi gian thyc, tir 46 nhanh chéng phét hién va xur 1y céc su c¢b
phat sinh trong qua trinh van chuyén.

Thir tu, tang cwong danh gid chdt lwong giao hang

B6 phan Kinh doanh phéi hop v6i bo phan Kho vén sé& thu thap phan hdi caa khach
hang sau mdi dot giao hang hoic dinh ky hing quy. Viéc thu thap phan hdi c6 thé duoc
thue hién thong qua goi dién truc tiép, giri phiéu khao sat dién tir qua email hodc trao
d6i trong cac budi lam viéc v6i khach hang.

No6i dung danh gia gui cho khach hang tap trung vao

- Thoi gian giao hang

- Chat lugng hang hoa khi nhan

- Thai d§ phuc vu cia nhan vién

- Kha ning dap Gng yéu cau ctia Chi nhanh.

Céc y kién phan hoi s& duoc tong hop va bao cao cho Truong phong Piéu d6 nham
xac dinh nhimng ton tai trong qua trinh giao nhan, tir d6 dé xuét cac bién phap cai tién
phu hop.

% Két qua ciia giai phap

Viéc ning cao hiéu qua cong tac giao hang s& bao dam san phim duoc cung cp
dén khach hang dung thoi gian, dia diém va s6 luong. Pong thoi, kha ning phdi hop
gifra cac bd phan lién quan dugc cai thién, giup qua trinh giao nhan dién ra thuén loi va
hiéu qua hon.

Qua do, Chi nhanh khong chi nang cao chét luong dich vu cho khach hang ma con
tang cuong kha ning canh tranh, tao tién dé cho viéc duy tri va phat trién moi quan hé
hop tac lau dai voi khach hang trong tuong lai.

3.2.4. Ndng cao hoat dong cham soc khach hang sau ban
% Muc tiéu cua gidi phap
Giai phap nay dugc dé xuat nham nang cao chat lugng hoat dong cham séc khach
hang sau ban va hd trg ky thuat. Qua d, giap chi nhanh hd trg khach hang kip thoi trong
qua trinh thi cong cong trinh, han ché cac vin dé phat sinh lién quan dén k¥ thuat va
giao hang, dong thoi tang sy gin két voi khach hang, nang cao kha nang gitr chan khach
hang va nang cao ndng luc canh tranh cua chi nhénh trén thi truong.

% Noi dung cta gidi phap
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Trudce hét, chi nhanh can xay dung churong trinh chiam séc khach hang dai han gan
voi toan bo qua trinh thuc hién cong trinh thay vi chi lién hé sau khi giao hang. Sau khi
ky két hop dong, bo phan kinh doanh s& phdi hop véi khach hang 14p ké hoach theo ddi
tién d6 cong trinh va xay dung lich cham séc dinh ky trong sudt thoi gian thi cong.

Cu thé, nhan vién kinh doanh phu trach khach hang sé chu dong lién hé véi khach
hang dinh ky 1 1an/tuin thong qua dién thoai, email hodc gip truc tiép dé:

- Cap nhat tién do thi cong cong trinh.

- Theo d&i nhu cau sir dung nhya dudng trong ting giai doan.

- Chu dong diéu chinh ké hoach giao hang phu hop.

- Tiép nhan phan hoi vé chét lugng san phém va dich vu.

- Kip thoi xtr Iy cac van dé phat sinh lién quan dén giao hang hoic k¥ thuat.

Ngoai viéc cham soc dinh ky, chi nhanh can trién khai chuong trinh “dong hanh
k¥ thuat ciing cong trinh” xuyén sudt qua trinh thi cong ddi voi cac cong trinh 16n hoic
cong trinh c6 khdi lugng sir dung nhwa duong cao. Chuong trinh nay s& do bd phan kinh
doanh phdi hop v6i Phong San pham — Dich vy va Giam doc nha mdy thyc hién.

Theo do, trude khi cong trinh bat dau thi cong, bo phan k¥ thuat s€ truc tiép dén
cong trinh dé hudng dan khach hang vé quy trinh bao quan, sitr dung nhya dudng va cac
yéu ciu k¥ thuat can luu y trong qua trinh thi cong.

Trong qua trinh thi cong, dinh ky 2 tuan/lan, nhan vién k¥ thuat sé truc tiép kiém

tra tai cong trinh nham:

Theo doi tinh hinh sir dung nhya duong.

Kiém tra nhiét do bao quan va thi cong.

Hudng dan xtr Iy cac van dé k¥ thuat phat sinh.

Danh gi4 chat luong san pham trong qué trinh sir dung.

DPoi voi cac cong trinh trong diém hodc thi cong lién tyc voéi khoi luong 16n, tan
suat hd tro s& tang 1én 1 1an/tudn nham dam bao tién d6 va chat luong thi cong.

Bén canh d6, chi nhanh can xdy dung co ché hd trg k§ thuat nhanh théng qua
hotline k¥ thuat va nhém Zalo hd trg riéng cho timg cong trinh nham gitip khach hang
lién hé va xur 1y su ¢d kip thoi. Cac phan héi lién quan dén k¥ thuét hodc chit luong san
pham can duogc tiép nhan va xir 1y trong vong 24 gior ké tir khi nhin thong tin tir khach

hang.
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Vao cac dip 18, tét hodc khi cong trinh hoan thanh, chi nhanh nén trién khai cac
hoat dong tri 4n nhu giri thu cam on hodc chuan bi qua ting dé ting cho cac khach hang
than thiét ciia minh nham ting cudng sy gan két va duy tri mbi quan hé hop tac lau dai
v6i khéach hang.

< Két qua ciia giai phap

Giai phap gop phan hinh thanh co ché phéi hop thudng xuyén giita Chi nhanh va
khach hang trong sudt qua trinh thuc hién cong trinh. Thong tin vé tién do thi cong, nhu
cAu vat tu va cac van dé ky thuat dugc trao ddi lién tuc, gitp nang cao hiéu qua ho trg
khach hang va ting kha ning kiém soat chat luong dich vu sau ban. Pong thoi, Chi
nhanh c6 thém ngudn dir liéu thyc té dé danh gia chat luong san pham va diéu chinh cac

hoat dong kinh doanh trong thoi gian téi.
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KET LUAN

Trong bdi canh canh tranh ngdy cang gia ting trén thi trudng vat lidu xay dung va
ha ting giao thong, viéc hoan thién quy trinh ban hang déng vai trd quan trong ddi véi
hiéu qua hoat dong kinh doanh cua doanh nghiép. Qua qua trinh nghién ctru dé tai “Mot
s6 giai phap nham hoan thién nodi dung cua quy trinh ban hang cta Chi nhanh Nhua
duong Petrolimex Pa Ning”, khoa luan da tién hanh hé thong héa co s& 1y luan vé hoat
d6ng ban hang va quy trinh ban hang trong doanh nghiép, ddng thoi phan tich, danh gia
thyc trang quy trinh ban hang tai Chi nhanh Nhua duong Petrolimex Pa Nang — don vi

trye thudc Tong cong ty Hoa dau Petrolimex.

Thong qua dé tai, tic gia da tim hiéu duoc thuc trang quy trinh ban hang tai doanh
nghiép, phan tich nhitng wu diém, han ché va nguyén nhan anh huéng dén hiéu qua hoat
dong. Tir d6, dé xuat mot sb giai phap nham hoan thién ndi dung cua quy trinh va nang

cao hi¢u qua hoat dong kinh doanh trong tho1 gian toi

Céc giai phap tap trung vao viéc nang cao hiéu qua hoat dong tim kiém khach
hang; hoan thién hoat dong tiép can khach hang; nang cao hoat dong giao hang; va nang
cao hoat dong chdm s6c khach hang sau ban. Cac giai phép duogc xay dung trén co s¢
phu hop véi diéu kién hoat dong thuc té, dic diém khach hang va dinh hudng phat trién

cua Chi nhéanh trong thoi gian téi.

Mic du da c6 nhiéu cd gang trong qua trinh nghién ctru, do han ché vé thoi gian,
pham vi nghién ctru cling nhu kinh nghiém thuc tién, khoa luan kho tranh khoi nhirng
thiéu sot nhét dinh. Vi vy, tic gia rat mong nhan dugc su dong gop ¥ kién tir cac thay

¢0 va cac can bo tai chi nhanh dé dé tai duoc hoan thién hon.

Cudi cung, tac gia xin chan thanh cam on Ban Giam dbc cung toan thé can bo,
nhan vién Chi nhanh Nhya duong Petrolimex Da Nacmg da tao diéu kién thuén loi trong
qua trinh thyc tap va thu thap thong tin. Pong thoi, tac gia xin gui 16i cam on sau sic
dén giang vién hudng din di tan tinh giup d& va dua ra nhimg gop ¥ chan thanh dé tac

gia hoan thanh khoa luén nay.
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PHU LUC

Phu luc 1: Phiéu két qua thi nghiém cac chi tiéu co' Iy ciia nhwra dwong dic

VIE\’ KHOA HOC VA CONG NGHE GIAO THONG VAN TAI
INSTITUTE OF TRANSPORTA TIDN SCIENC E AND ﬂ'{.‘ H NOLOG ¥

B 16 185-8219 - Ahu-Mlmthwwandn Nowin - Ph’wrf-m TP()a%Jng I'drFm; (2363 768 83
Adit: No ofdow. 18 - 8219 - Ho Xuow Ward - Oa Nawg City: Tel (Fax ) - 02363 766 8%

SN 2908~ $0L 2025 LAS - XD 428 Phitu yéu ciu thi nghiém rgay: 2082025/ Experiment regues! date: 288 2023
KET QUA THI NGHIEM CAC CHI TIEU CO LY CUA NHUA DUONG PAC

TEST RESULT FOR PROPERTIES OF BITUMINUOS MATERIALS
TIEU CHUAN AP DUNG/ TEST METHOD : TCVN 7493: 2005, TCVN 13567:2022

1. Dom vj yéu ciw - Client: Coog ty TNHH Nbwm diimg Petrolimex / Petealimex Asphait Company Lwired

2. Chag trink - Project: Kadm tra dioh k§ - Nbad mdy Nhwea diing Tho Qeang vi Nk may Nowya duimg Quy Nhon / Periodic
ehwoked - The Quang asphalt factory & Ouy Nhoe asphalt factary

3. Nguda gle milu - Sample source: Nhya duimg 5070 - Nhd cung chp Cong ty TNHH Ny dubag Petralimex - Miu nhip tiu Bilum:i
Hikari nghy x&p bang: 21082025, S5 CO 20256035379 (Tho Quang) vi 20256035393 (Quy Nham). S

niém phoag: 0014785 / Rinemen &170 - Supplier: Pervolimex Asphalt Company Lisied; Sawples were
imported from Blumen Hikael ship, Depavture Ome: 2082625 CO momber 20256033179 (The Quong)
v 20256033393 {Qwy Nbow. Seal number: 00147835,

4, Ngiy thi nghigm - Date test: 28/R2025 < 2WR2028
F' Két quea thi nghigm - Test resules:

' Ké
¢ quit / Resacirs
| Don vi
av d ol i Yiu chu A9 thudt| Tidu chedn dp dysg /
!
No Chi tidw thi nghi§m / Jeem t:lnh f| MEusSample | Trung bink 1 Specificat Test method
nit 1 2 lAverag e
1 1B ki lun o 25°C ¢ Penenanos ar 25 Deg € Vilmm | 61,7 616 617 6070 TCVN 7495:.08
2 Ok sa) ki lim Pl 7 Penevrancw bedex -1,185 NERST) TCYN 13547
Nhadt 33 hoa mim (phuong phisp wag vi b/ 3 3
i Saftening Point (Ring ovel bl method) “«C a8 4.8 483 Min 46 TCVN M97:05
a :“‘2"““ Bpo & GUYCY Dymavic vistotity at 00 Pas | 220872 | ;0362 | 2046 M 190 TOVN $818.5:2011
5 e kdo & 6 25°C £ Ducnility ar 25 Deg © cm L '?g{:a 1508 Mia 100 TOVN T496:05
6 JHdm ligmg Paraphen / #ax Pavaplue content % 1535 1.507 1.521 Max: 2.2 TOYN T503:05
T[Nl 0 b b/ Flash Poin RS 350 349 95 Min: 232 TCYN 749508
Lugeg, b tan trong Trcloroethybene / Safuduliny in ; .
8 e porhis % 99,55 99,60 .48 Min: 99,0 TCVN 7500:23
9 [Khdi lugmg rtag 0 28°C / Specific graviy ot 25 Deg | glom' 1,035 L3S 1038 1.00 - 1,08 TCVN 750108
10 |Cie chi tiéa thi aghide tmén mile nbea sao khi thi nghedm TFOT ¢ Thn il owen sest « Ché bi mls taeo TOVN LTI
0,1 o0 thikhdi luong sau i ehide 5 g0 0 163°C 1 Lomr | o0 | guge | gz | a0 Max: 03 TEVN 17117
jon Aeatingg ar 1637 C v 5 Ixars
Ty ¥ A3 kimn b chn &1 90 win &) kim lin khi chua g
2 L 87 3 R 3
L o Rk il % 75,90 £l LX) Min: 54 TOVN 1495:08
101
10.3 | D6 keéo d&l 0 25°C ¢ Onenitier av 25 Deg am 0y "’l".f 5 L Mis 50 TOVYN T496:05
11 [P dink b 0 o 8./ Autheston walo i siome é:* 1 l ‘ l 4 Min Gl 3 TOVN T504:08
Ghi chi: - Kt quad ol mghii ehi 00 gid brj rivs ancie the o dom v yWu cim mong dém PTV;

~Dhdng tin 1l mue | i avpe 3 do dom v 3w oxdie comg edp eher PTV.
v, Nhitng mguiri thye hign - Operarors
i mghidm v tink todn - Tersed & Colealated by Dink Thidu Nam /ﬁ/y
Kiém tra - Checked by - Ngayvén Hoang Thanh Qui @(
B Niwg. agay 29 thang 3 mim 2025
CHU DAUTU TU VAN GIAM SAT NHA THAU PHONG THI NGHIEM mo GIAM POC
INVESTOR CONSULTANT CONTRACTOR AB

85



Phu luc 2: Gidy chitng nhin chit lrgng (COQ)

— B

Vessel

Dated

Product

Port of Loading
Sample Source
Sample Type

CERTIFICATE OF QUALITY

BITUMEN HIKARI
20:Aug-25

Bitumen 60/70

Pulau Bukom, Singapore
Shore Tank TK519
Belore Loading

On testing, the following resulls were obtained *

Properties Unit
Deansity @ 15°C kg
Specific Gravity @ 25/25'C -
Ductiiey @ 25°C om
Flash Paint Cleveland Cpen Cup °c
Loss on Haating % (mim)
Penetration @ 25°C 0.1mm
Penstration on Residue Afer Loss %

on Haaling
Softening Point ‘C
Solubifty in Trichioroatiylene % (m/m)

Penetration of Residue @ 25°C (TFOT) %

Wax Content

% (mim)

SGS Testing & Control Services Singapare Ple Lid
1 Seraya Avenue. Jurong Isand

Singapore 628208

Specifications
Wl Min Max
ASTM D70 Report
ASTM D70 Report -
ASTM D113 100 -
ASTM D92 276 -
ASTM D6 . 02
ASTM DS 80 70
ASTM D6 /D5 80 -
ASTM D36 48 56
ASTM D2042 905

ASTM D17541D5 520 A

EN12606-1

Results
1.043
1.040
150+

0.01
a5

486
99.96

16

SGS Testing & Control Senvices Singapors Pie L%

A

OG5 Tentng & Commt Sarvoes Sngapore M L3 | 30 Boon Lay Wiy S0301 Degapere 000087 1 o084700111 1 o08TTI000E sewapnons

Nemter o Te 303 Iy
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Phu luc 3: Gidy chitng nhin xuat xi hang hoa miu D

) ORIGINAL

L Hoods consigned from (Exporters busingss nama, addriss, oouniy| Reference Ho.

SHELLINTESNATIONAL EASTERN TRADING COMPANY 20256035378

Hi TROPOL 1
& MORTH BLIOMA, VISTA, DRIVE, #0701 ASEAN TRADE IN GDODS AGREEMENT
SMNGAFDRE 138580 CERTIFICATE OF ORMEIN
{Combined Declaration and Certificate)
FORM D

7 Goods (onsignaed 1 |Donsines's BLinGss NAMA, AddTess, Country)

PETROLIMEX ASPHALT COMPANY LIMITED,

DONG Ba ieTRIET Iesud in SINEAPORE

HANDL VIETHAM

See Ouereal Notes

3. Mearn. of rarapon and rouli (8 far & known)  BY SEA, 4. For ofical uss

Prafareriial Trestrmen] Gheen Uindes ASEAN

Daspearturne Dt 2UPRIIS Trade in Goods Agreamant

Wiemssl's Namedbincial el;  BITUMEN HIAR VS0 | | Prefererial Treatment Mol Given [Please stale reasons)

Forl of Dischage: D8 MAMG
. By s e
Custora Authanty of e imporling Counlry
. . F
5. Bem & Marks and numbers | 7. Mumber and type of packages. destripton | 8. Ongin 9. GIges waght or 1. Humber and date
umbesr on packages of goods (induding quanity whens Criterian other gquaniiy and ol Frecices
appropdiate and HS number of e impoting el Males FOE price whans
Gaunilyh b onmoeal) 1 RAVGis appied
o 1
i HO MAFEE BITUMEM 50vT0 H3 CODE © 2713506 Feri X ol S0 BADOEL 5
INBULE MANUFACTURER: ASTER CHEMICALS AND * JIME fri el

EMERGY PTE LTD (FORMERLY KMOWH AS |

FHELL SINGARDRE EMERGY PARY PTE I

LT FORT OF LOoADIRG: PLLAL BUKDM,

SINGLPORE DIECHARGE PORT. DAMANG

PORT, VETMAM

HE& COODE: 37132000

|
'
I
|
|91, Daclaration by th axpanar 12, Cantifealion “o
The undersignad harelry declaras fat T above details and [ is heraby ceriifiad, on the basis of condrol camed oul,
statemants are oot thal al the goeds wene producsd in it T declaration by B eaperes B comect
SNGAPORE
(Country}
and thal they comply with e origin resguinsments spediied
Tior e sty i Thie ASEAN Trade in Gocida Agreamant for
the gieds ta be axporied 1o
ET R
(irpertingg Countnyg)

SINGAPORE MAOAII5
Prace and date, sgnalure o sulharised sigratory

Placs and date. signalune and slamp of ceditying authorily

[13
Third Country Inwacimng Exhibiion
| | Acoamudation || De Mimmis
| Back-lo-Back (O v lsied Relrasdively

[ Parsal Gumulatcn



TAI LIEU THAM KHAO
Tai liéu nwéc ngoai
1. James M.Comer; Sales Management, 2005.
Tai liéu Tiéng Viét
1. Philip Kotler; Quan tri Marketing, Dich gia Vii Trong Hung, NXB Théng K&,
2006
2. TS. Tran Thi Thép, Qudn tri ban hang, NXB Thong tin va Truyén thong, 2012
3. Vi Minh Dtic (chu bién), Vit Huy Thong, Truong Pinh Chién va cong su
(2018), Gido trinh Quadn tri ban hang, NXB Dai hoc Kinh t& Quédc dan, Ha Nbi.
4. Ngb Minh Cach & Nguyén Lam Son (2010), Qudan tri ban hang, NXB Tai
chinh.
5. Chi nhanh Nhya duong Petrolimex Da Ning. (2024 — 2026) B4o cdo thuong
nién (2023 —2025). Noi bo.
Tai li€u trén Internet

1. https://plc.petrolimex.com.vn/nd/cong_ty_thanh vien/cong_ty tnhh nhua duon

g petrolimex.html

2. https://www.nso.gov.vn/du-lieu-va-so-lieu-thong-ke/2026/01/bao-cao-tinh-hinh-

kinh-te-xa-hoi-quy-iv-va-nam-2025/

3. https://xaydungchinhsach.chinhphu.vn/kinh-te-viet-nam-2025-cung-co-diem-

sang-hoa-giai-luc-can-tao-nen-tang-phat-trien-trong-ky-nguyen-moi-

119260105162116279.htm
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TRUONG PAI HOC KIEN TRUC PA NANG CONG HOA XA HOI CHU NGHIA VIET NAM
KHOA KINH TE Poc lap - Tu do - Hanh phic
BO MON QUAN TRI KINH DOANH

Pa Nang ngay 01 thang 06 nam 2026

MAU DPON KHAI BAO SU DUNG Al

Khai bdo ciia Sinh vién vé viéc Sit dung Tri tué Nhén tao Tao sinh c6 Trach
nhiém
T6i, Nguyén Kim Nguyén, cam doan rang t6i da sir dung cé trach nhiém céc cong cu
Tri tué Nhan tao Tao sinh (GenAl) trong qué trinh chuan bi Khoa luan nay.
Béng viéc ky vao don nay, t61 xac nhan cac ndi dung sau:
1. Khai bao sir dung Al
Vui 1ong cho biét ban c6 st dung bat ky cong cu Al tao sinh nao (vi du: ChatGPT,
Gemini, v.v.) trong vi¢c tao ra bai lam nay hay khong:
« M C0, tdi ¢6 str dung cac cong cu Al trong bai danh gia nay.
« (1 Khong, t6i khong sir dung bét ky cong cu Al nio.
2. Chi tiét vé viéc sir dung AI (Néu ban chon "C6" & trén)
* Cac cong cu Al da sir dung:
Chat GPT
 Muc dich sir dung AI (vi du: tim y twéng, soan thio, tém tit, chinh sira):
Str dung Al dé hd tro tim kiém y tudng, tom tat noi dung, dién dat lai ndi dung rd
rang, mach lac hon
e Cac phan cu thé ¢6 su hd tro cia Al:
Viét lai cac doan vin trong phan nhan dinh va két luan. Lap dan y phan giai phap
« T6i xac nhin ring toi da xem xét ki lwdng va xac thwe tit ca ndi dung do Al
tao ra vé tinh chinh xac, tinh nguyén ban va sw phu hop.
oM Co
3. Liém chinh, Trach nhi¢ém Hoc thuit va Tuan thi Pao dirc va Phap luat
- Tai chiu trach nhiém hoan toan vé ndi dung cuia bai ndp nay va xac nhan rang

Al chi dugc str dung nhu mot cong cu hd tro, khong phai 1a tac gia chinh cho
bai lam cua toi.

- T61 xac nhan ré“mg Al khong duogc st dung dé nguy tao, lam gia hodc thao tiing
dir licu.

- T6i da dam bao rang khong c6 dir liéu bi mat hodc riéng tu nao dugc chia sé voi

cac cong cu Al ma khong co6 sy cho phép thich hop.



- T6i d3 tuan thu tit ca cac yéu cau phap 1y lién quan dén bao vé dir liéu va so
hitu tri tué, dong thoi da trich dan ngudn mét cach thich hop.

- Bai d4nh gia nay phan anh nd luc tri tué c4 nhan cta toi, va trach nhiém dbi voi
bai 1am nay hoan toan thudc vé ca nhan toi.

Cam két

- T6i hiéu rang bat ky su thiéu tuan tha nao dbi voi viée st dung Al 6 trach
nhiém, bao gém viéc khong khai bao sir dung Al hodc trinh bay sai sy that, cé
thé dan dén viéc Khoa luan t6t nghiép cta toi bi tir chdéi ma khong can xem xét
thém.

- Bang viéc ky vao don nay, toi khang dinh rang bai nop nay phan anh trung thuc
bai 1am cia toi va toi da tuan tha cac nguyén tic st dung Al ¢6 trach nhiém.

Chit ky: Ngay: 01/06/2026




