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MO BAI
1. Ly do chon dé tai

Trong nhitng nim gan day, thi truong bat dong san cho thué cin ho, dic biét 1a phan
khtc cin ho cao cap tai Viét Nam, dang c6 sy phét trién manh mé, nhat 1a cac thanh phé
du lich nhu Pa Nang va Nha Trang. Su gia ting cua khach hang la ngudi nudc ngoai,
chuyén gia va nguoi thu nhap cao kéo theo yéu cau ngay cang khat khe vé chat luong
dich vy, trai nghiém khach hang ciing nhu tinh chuyén nghiép trong qu4 trinh tu van.

Trong bdi canh d6, Cong ty Haviland House da tig budc khang dinh vi thé caa minh
trén thi trudng vé dich vu cho thué can ho cao cap tai Pa Néng. Voi dinh hudng phét
trién chuyén nghiép, cha trong vao chat luong dich vu va trai nghiém cua khach hang,
cong ty di xay dung dugc uy tin, tao dung duoc niém tin ddi voi khach hang trong va
ngoai nudc. Bén canh do, hinh anh uy tin di tao dugc niém tin ddi vai khach hang trong
va ngoai nudc. CUng Vi doi ngil nhan vién tré, ning dong va nhiét huyét ciing 13 mot
trong nhitng yéu té quan trong gop phan nang cao chat luong dich vy va kha niang canh
tranh cua doanh nghiép.

Hoat dong tu van va chét khach hang khong chi don thuan 14 cung cap thdng tin ma
con déng vai trd quan trong trong viéc tao dyng niém tin, gia tang ty Ié chuyén doi va
nang cao ning luc canh tranh cta doanh nghiép. Mét quy trinh tu van va chét khach
hiéu qua sé& gitp doanh nghiép toi wu hoa ngudn khéch, rit ngan thoi gian giao dich va
néng cao hiéu qua kinh doanh.

Tuy nhién, qua trinh tim hiéu va thuc tap tai Cong ty Haviland House, tac gia di nhan
thiy quy trinh tu van va chdt khach hang cua cong ty van ton tai mot sé han ché nhat
dinh. Nhu quy trinh chua dwoc chuan héa ré rang, con phu thudc vao kinh nghiém ca
nhan cua tirng nhan vién, thiéu cac cong cu quan 1y va theo ddi khach hang, déng thoi
chua khai thac hiéu qua cac k¥ thuat ban hang hién dai. Nhitng han ché nay da phan nao
anh huong dén ty 18 chuyén doi khach hang nhu hiéu qua hoat dong kinh doanh cua
cong ty.

Xuat phat tir nhitng van dé thyc tién trén, tac gia quyét dinh lya chon dé tai: “Mét so
giai phap hoan thién quy trinh tw van va chét khach hang déi véi dich vu cho thué
cian hd cao cap tai Céng Ty Haviland House” nham phan tich, danh gia thyc trang

hién tai, tir d6 dé xuat cac giai phap mang tinh kha thi va ph hop véi diéu kién thyc té



cua doanh nghiép. Qua d6, gop phan nang cao hiéu qua kinh doanh, cai thién chat luong
dich vu va ting cudng ning luc canh tranh cua cong ty trong béi canh thi truong ngay
cang canh tranh.
2. Muc tiéu nghién cwu
- Hé thdng hoa co so 1y luan vé ban hang va quy trinh ban hang
- Phan tich thuc trang hoat dong kinh doanh va quy trinh tu van — chét khach hang cua
Cong Ty Haviland House
- D& xuit céc giai phap dé hoan thién quy trinh tu van va chét khach hang
3. Péi twong nghién cieu

Pbi tugng nghién ciru cua dé tai 1a Iy thuyét va thuce tién lién quan dén hoat dong tu
van va chét khach hang trong linh vuc cho thué cin ho cao cap cia Haviland House tai
Pa Ning. V& mat ly thuyét, dé tai tap trung cac khai niém, mé hinh va quy trinh tu van
— ban hang nham thu hat va chuyén doi khach hang tiém ning thanh khach hang thyc
té. V& mat thyc tién, nghién ciru di sdu phan tich hoat dong tu van va chét khach hang
tai cong ty Haviland, bao gdm quy trinh thuc hién, phuong phép trién khai va hiéu qua
kinh doanh dat dugc, tir d6 1am co sé danh gia va dé xuat giai phap hoan thién.
4. Pham vi nghién ciru

Pham vi khdng gian: dé tai duoc thuc hanh nghién ciu cha yéu tai Cong ty Haviland
House, nham dam bao tinh thwc tién va phi hop véi muc tiéu nghién ctu vé hoat dong
tu van va chbt khach hang trong bdi canh cy thé.

Pham vi thoi gian: dit liéu nghién ctiru duoc thu thap trong giai doan 3 nim gan nhat.
5. Phuong phap nghién ciru

Pé dam bao tinh hop ly va kha thi cua dé tai, nghién ciru duoc trién khai thong qua
nhiéu phuong phap khac nhau theo ting giai doan cu thé. Trudc hét, tc gia tién hanh
thu thap va tong hop dix liéu ly thuyét tir gido trinh, tai liéu tham khao va cac bai béo
khoa hoc nham xay dung co s& 1y luan va dinh huéng cho viéc hinh thanh mé hinh
nghién ctru phu hop véi thuc tién.

Tiép theo d6, dua trén nén tang ly thuyét da hé thong hoa, nghién ciu sir dung két hop
phuong phap thuc chitng va chuan tac dé thu thap thong tin, dir liéu thyc té tir noi bo
doanh nghiép, bao gém céc bao céo tai chinh va cac hoat dong lién quan dén quy trinh

tu van dich vu va ban hang.



Cubi ciing, cac phuong phap phan tich, thong ké, so sanh va dbi chiéu sd liéu qua cac
niam duoc 4p dung nham dua ra nhitng nhan xét, danh gia mang tinh dinh luong, tir d6
lam co s& dé dé xuat cac giai phap hoan thién quy trinh mot cach hiéu qua.

6. két cau nghién cieu

Két cau cua dé tai gdm 3 chuong:

Chuong 1: Co sd ly luan vé quy trinh ban hang tai doanh nghiép

Chuong 2: Thyc trang quy trinh tu van va chét khach hang thué can ho cao cap tai Cong
ty C6 phan Haviland House

Chuong 3: Céc giai phap va kién nghi nhim hoan thién quy trinh tu van va chét khach

hang thué cin ho cao cap tai Cong ty C6 phan Haviland House



LOI CAM ON o

Trudc tién, em xin guri 161 cam on chéan thanh va sau sac dén Ban gidm hiéu Truong
Dai hoc Kién Truc Pa Ning, cung quy thay c6 trong Khoa Quan tri Kinh doanh d3 tan
tinh giang day, trang bi cho em nhitng kién thic quy bau trong suét qué trinh hoc tap.

Pic biét, em xin bay to 10ng biét on sau sic dén Giang vién huong dan - ThS. Lé
Quynh Anh, nguoi da tan tinh chi din, dinh hudng va ddng hanh cliing em trong suét
qua trinh thuc hién khoa luan nay.

Em cling xin chan thanh cam on Ban lanh dao va cdc anh chi nhén vién tai Cong ty
Cb phan Haviland House di tao diéu kién thuan loi, hd trg em trong viéc tiép can thuc
té va thu thap sb liéu phuc vu cho qué trinh nghién cau.

Cubi cling, em xin cam on gia dinh, ban bé va nhitng ngudi than yéu da ludn dong
vién, khich Ié va tao diéu kién cho em trong suét thoi gian hoc tap va thuc hién dé tai.

Du d3 ¢6 gang hoan thién khoa luan mot cach tét nhat, nhung do han ché vé thoi gian
va kinh nghiém, khda luan khdng tranh khoi nhitng thiéu sét. Em rat mong nhan duoc
s gop y quy bau tir quy thay ¢ dé hoan thién hon trong cac nghién ciru sau.

Em xin chan thanh cam on!

Pa Niing, ngdy thing nim 2026

Sinh vién thuc hién
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CHUONG 1: CO SO LY LUAN CHUNG VE QUY TRINH BAN HANG TAI
DOANH NGHIEP

1.1. Tong quan vé ban hang
1.1.1. Mt s6 khai niém vé ban hang
- Theo tac gia ThS Ngb Minh Céch, Ths Nguyén Son Lam trong Quan tri ban hang
(2010) tac gia cho rang ban hang cé dinh nghia mot cach toan dién nhu sau:
“Bdan hang la mét qud trinh trong dé nguwoi ban tim hiéu, kham pha, goi tao va ddap
#ng nhu cau hay mong muon cia nguwoi mua dé déap iing quyen loi théa dang, ldu dai
cua Ca hai bén”
“Bdn hang la mét hoat dong trung gian, thyec hién chirc ndang cdu néi giiza cung — cau
vé hang hda, giza san xudt va tiéu dung. Théng qua hoat déng ban hang, hang hoa sé
vén déng di chuyén tir nha san xudt kinh doanh téi cdc doi teong tiéu dung, hoan thién
mét chu trinh sdn xudt kinh doanh va tai san xudt xa hgi. ”
- Theo tac gia ThS Tran Thi Thap trong Quan tri ban hang tac gia cho rang khai niém
ban hang la:
“Badn hang la mot hoat dong kinh doanh co ban, truc tiép thuc hién chie nang luu
théng hang hoa, phuc vu sdn xudt va doi séng Ciia nguwoi tiéu ding.”
“Xét theo goc dg cua c&c giao dich mua ban truc tiép thi ban hang 1a tién trinh thuc
hién cac méi quan hé giita nguwoi mua va ngueoi bdn, trong dé ngwoi ban né lyc kham
phé nhu cdu, mong muaén cia ngwoi mua nham théa man téi da cdc loi ich 1au dai cho
Ca hai bén mua va ban”
- Mot quan diém khéc cua tac gia Ths Lé Pang Lang trong K§ nang va quan tri ban
hang tac gia cho rang:
“Quan diém vé ban hang hién nay va trude kia rat khac nhau. Truéc hét, ban hang 1a
ban san pham, con ngay nay ban hang la ban loi ich ciia san pham. Tir d6 c6 thé hiéu
hoat dong ban hang hién dai nhu 13 mot hoat dong giao tiép ma nguoi ban kham phé
nhu cau cua ddi twong hoac 1am phat sinh nhu cau cua doi tugng dong thoi khang dinh
kha ning dap (ng nhu cau d6 bang loi ich san pham nham thoa m&n nhu cau cua hai
bén. Trong d6, ngudi ban khdm phéa nhu cau bang cach dat nhitng cau hoi va lang nghe
cau tra 1oi, con 1am phat sinh nhu cau bang cach tac dong vao tam 1y d6i twong thong
qua trinh bay loi ich san pham va trung bay hang hap dan. Thém vao do, dé thoa man
nhu cau ngudi mua, ngudi ban cd thé trinh bay nhiing loi ich thiét thyc cua san pham.
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V& nguy@n tic ban hang can cha y ludn luén bién dic diém loi ich cua ban hang (khach
hang chi mua loi ich caa san pham) ti da héa thoi gian ban hang va téi thiéu héa thoi
gian khong gap khach hang (danh thoi gian dé ban hang)

Mt khac khach hang 12 mot cdng viéc, mot nganh nghé tha vi. Ban hang doi hoi tinh
séng tao rat cao. Mot chuy@n gia ban hang gioi bén canh nhitng kién thic, ki nang can
thiét, can phai c6 mot vén séng phong phl va nghé thuat giao tiép tét. Sy tha vi cua
khach hang thé hién qua viéc cac dbi tuong duge dao tao nhitng kién thirc, k§ nang nhu
nhau nhung c6 ngudi ban hang rat thanh cong nhung ciing c6 ngudi ban hang that bai
& ché. o 1a do ning khiéu, su linh hoat va séang tao trong van dung céc ky ning ban
hang ma cé4c chuyén gia goi diéu d6 1a nghé thuat ban hang.”

Tir d6, chung ta c6 thé rd rang thay c6 nhiéu quan diém khac nhau lién quan dén ban
hang, nhung cu thé ching ta c¢d thé hiéu: “Bdn hang la mét hoat déng nham bdn dwoc
hang hoa cia doanh nghiép cho tdt ca cdc déi twong tiéu ding khac nhau, 1am théa
man nhizng nhu cdu, mong muon cua khach hang va mang lgi nhing lei ich théa ddng
cho doanh nghiép”

1.1.2. Vai tro cua ban hang

Ban hang dugc xem 12 mét vai trd quan trong trong to chire, dé co két qua cubi cing
thi n6 can phai lién quan dén rat nhiéu k¥ nang va hé thong ban hang. Nhu vay vai tro
quan trong cua ban hang trong linh vyc kinh doanh ctia doanh nghiép la:

Thir nhit, ban hang 1a khau cudi cing cua quy trinh kinh doanh, dam bao qua trinh
kinh doanh dién ra binh thudng, nén viéc ban hang hiéu qua 1 co sé dé day nhanh quy
trinh kinh doanh dién ra binh thudng, nén viéc ban hang hiéu qua 13 co sé dé day nhanh
quéa trinh tai san xuat, cai thién hiéu qua von dau tu. Bén canh d6, ban hang con 1a
nghi¢p vu co ban thyc hién muc dich kinh doanh ctia doanh nghiép 1a 191 nhuén, vi vay
n6 quyét dinh va chi phéi cac hoat dong nghiép vu khac ctia doanh nghiép nhu: nghién
cuu thi truong, tao nguén hang, dich vy, du trir...

Thit hai, nhan vién ban hang 1 ciu nbi giita doanh nghiép va khach hang, moi nd
luc khac cua doanh nghiép c6 thé khong dem lai két qua nén viéc ban hang khong hiéu
qua.

Thir ba, hoat dong ban hang duoc thyc hién theo chién lugc va ké hoach d3 vach ra,
hang hoa cta doanh nghiép duoc khach hang chip thuan, uy tin cia doanh nghiép duoc
giit viing va ciing co trén thuong trudng. Ban hang 1a khau hoat dong c6 mdi quan hé
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mét thiét v6i khach hang, anh huong dén niém tin, uy tin va sy tai tao nhu cau cua
nguoi tiéu dung. Do do, ban hang 1a vii khi canh tranh manh mé ctia doanh nghiép vai
dbi thu canh tranh.

Thir tw, két qua hoat dong ban hang phan anh két qua hoat dong kinh doanh, phan
anh sy dang din muc tiéu cta chién luge kinh doanh, phan anh sy nd luc cb géng cua
doanh nghiép trén thi trudng, déng thoi thé hién trinh d6 t6 chirc, nang luc diéu hanh,
t6 16 thé va luc ciia doanh nghiép trén thuong truong.

1.1.3. Chirc nang cua ban hang
- Chirc nang hoach dinh ban hang

Pay la chic ning dau tién trong quan tri ban hang. Hoach dinh ban hang 1 mot qua
trinh mang tinh tu duy va chién luge, bat dau tir viéc phan tich méi truong kinh doanh,
du bao tinh hinh ban hang, cho dén x4c dinh muc tiéu va xay dung chuong trinh ban
hang cu thé.

- Chitc ning to chirc ban hang

T chirc ban hang 1a viéc xac dinh rd cac vi¢c thuc hién trong qua trinh ban hang,
phan cong nhan sy phut hop, lwa chon phuong thire quan 1y va xdy dung méi lién két
chat ché gitra cac by phén cong ty.

- Chirc néing lanh dao ban hang

Lanh dao ban hang 1 qua trinh dé ra chinh sach, chién lugc va phuong phéap cu thé
dé hudng dan, diéu hanh va hd tro luc lugng ban hang. Khoi day tinh than lam viéc,
tao dong luc cho nhan vién ban hang va dam bao doi ngii luén di dang dinh hudng cta
doanh nghiép dat ra.

- Chire niing kiém soat ban hang

Kiém soét ban hang 1 qua trinh giam sat va danh gia viéc thuc hién ban hang so véi
ké hoach da xay dung. Thong qua d6, doanh nghiép c6 thé phat hién kip thoi nhiing sai
1éch, x4c dinh nguyén nhan va c6 hanh dong diéu chinh phu hop.

1.1.4 Hinh thirc va cac phwong thirc ban hang

Trong hoat dong kinh doanh, doanh nghiép va khach hang c6 thé lua chon nhiéu hinh
thirc va phuong thirc ban hang khac nhau nham phu hop véi dic diém san pham, thi
truong va diéu kién giao dich. Dudi day 1a mot s6 hinh thirc ban hang dang dugc sir

dung kha 13 phé bién:



- Cin cir theo dia diém giao hang: bao gdm ban hang tai kho ctia doanh nghiép hodc
nha cung tng, ban qua cira hang/ quay hang va ban truc tiép dén tin tay ngudi tiéu
dung, gitp tang tinh thuan tién va nang cao trai nghiém khach hang.
- Cin ctt theo lwu chuyén hang héa: hoat dong ban hang dugc chia thanh ban buén
(cung cap cho céc trung gian nhu dai 1y, nha phan phdi vé6i s6 lugng 16n) va ban 1é (ban
tryc tiép cho ngudi tiéu dung cudi cung véi sb lugng nho).
- Cin cir theo phwong thire ban: gdm ban hang theo hop dong va don hang, thuan
mua vira ban, ban déu gia va xuit khau hang hoa
- Cin cir theo mdi quan hé thanh toan: c6 mua dt ban doan va sir dung cac hinh
thirc tin dung trong thanh toan nhu ban hang trd cham, ban hang tra gop.
- Theo hinh thirc ban hang tryc tiép: 1 viéc ban hang, dich vu mét cach truc tiép
nhat tir tay nguoi ban dén tay ngudi mua ma khdng qua mét dia diém ban 1é c¢b dinh
nao.
- Ban hang qua ngwoi moi gidi: 1a viéc mot “thuong nhan” lam trung gian gioi thiéu
bén ban hang héa véi bén mua hang va dugc hudng hoa hong. Puoc hudng hoa hong
khi giao dich thanh cong. Hoat dong hop phéap can phai ding ky kinh doanh néu khong
s€ b1 xem la “co”.
- Ban hang qua dién thoai: bao gdm cac hoat dong
+ Tim kiém khach hang: goi dién theo kich ban dé gi6i thiéu va ban hang
+ Piéu tra thi truong: goi khao sat thai do, quan diém, do hai long
+ Truyén thong su kién: goi quang céo hoi nghi, khuyén mai
+ Khao sat mirc d6 hai 1ong: dé do luong va phan tich sy théa man ctia ho
+ Cham soc khach hang cii: xdy dung mdi quan hé, giéi thiéu san phdm mdi, nhiing
chién dich vu dai
+ Tu van hd trg: nhan cude goi tir khach dé tu van gioi thiéu, giai dap tu van
- B4n hang qua internet: 13 hinh thirc ban hang truc tuyén, khach dit hang qua mang
xa hoi va dugc giao tdi tdn noi. Hinh thic nay nhanh, tién 1l9i nhung phu thude vao
cong nghé
1.2. Ndi dung lién quan dén quy trinh ban hang

Theo ThS Lé Kim Ngan. Gido trinh Quan Tri Ban Hang (tr122) Truong DPai Hoc
Kién Trac Da Ning. Quy trinh ban hang 13 chudi hoat dong sip xép theo trinh tir va co

6 budc nhu sau:



- Buéc 1: Tham do khach hang

- Bué6e 2: Lap ké hoach chao hang

- Budc 3: Gidi thiéu va dan chimg san pham
- Budc 4: Thuong luong véi khach hang

- Budc 5: Két thiic chao hang

- Budc 6: Dich vu sau ban hang

1.2.1. Giai doan Tham do khach hang

Giai doan tham do khach hang 13 budc khéi dau quan trong trong quy trinh ban hang,
nhdm x4c dinh va lya chon nhitng khach hang cé tiém ning thuc sy dbi véi san pham
hodc dich vu caa doanh nghiép. Mot khach hang dugc xem 1a trién vong khi dap ung
c4c tiéu chuan co ban nhu: ¢6 nhu cau hoic mong mudn rd rang dbi véi san pham, co
kha nang tai chinh dé thanh toan va c6 quyén hoic anh huang trong viéc dua ra quyét
dinh mua hang. Pong thoi, khach hang d6 can thugc dung nhom d6i tugng ma doanh
nghiép huéng téi, pht hop véi khu vuc phan phéi ciing nhu loai hinh kinh doanh (bén
si, ban l¢,...).

Dé tim kiém khach hang trién vong, nguoi ban hang cé thé khai thac tir nhiéu nguén
thong tin khac nhau nhu danh muc huéng dan, sy gisi thiéu tir ngudi quen hoac khach
hang hién tai, cac hoat dong trién 1am va gidi thiéu san pham, thong qua ngudi mai gidi,
hoic tir nhitng c& nhan ¢6 anh hudng trong cong dong. Ngoai ra, cac co quan xuc tién
thuong mai, thu chao hang hay hoat dong telemarketing (tiép can qua dién thoai) ciing
la nhitng kénh hitu ich gidp mé rong tép khach hang tiém ning.

Trong giai doan nay, ngudi ban hang can trang bi k¥ niang thu thap, xa ly va sap xép
thong tin mot cach khoa hoc, tir d6 danh gia mutc do tiém niang cua tirng khach hang.
Viéc 1ap danh sach khach hang trién vong mot cach rd rang va c6 hé théng sé tao nén
tang viing chac cho cac budc tiép theo nhu tiép can, tu van va chbt ban hang, gop phan
nang cao hi¢u qua kinh doanh ctaa doanh nghiép.

1.2.2. Giai doan Lap ké hoach chao hang
Ké hoach chao hang rat quan trong vi né giup cho ngudi ban ting cudng tu tin, quan

1y thoi gian tiép xuc hop 1y, ting hiéu qua cong viée chio hang.



Bing 1.1: Cdc théng tin cdn thiét lgp ké hoach chao hang

Khéch hang ca nhan

Khach hang doanh nghiép

- Tén, tudi

- Kién thtre chuyén mén vé san pham

- Nguyén vong, thai 6 quyét dinh mua
- Cac nhom quan hé voi khach hang

- Khé nang tai chinh

- Nhitng s& thich riéng: dé tao méi than

thién

- Loai khach hang: san xuét, thuong mai,
mua cho td chttc nha nuée, ...

- Can cung cap san phim nao?

- Khéch hang cua nguoi mua 1a ai?

- Tinh hudng mua hang: méi, 1ap lai
thudng Xuyén hay thay doi

- Mua tir mot hay nhiéu nha cung cip?
- B6i thu ctia nguoi ban 13 ai?

- Nhitng nguoi lién quan dén quyét dinh
mua hang

- Khach hang quan tdm dén chinh sach
mua hang nao

- Tinh trang tai chinh ctia khach hang

Xac dinh muyc tiéu chao hang: muc tiéu phai cu thé, co thé dat duoc, do luong duoc.

Bing 1.2: Ké hoach chao hang

Thoi gian du Muc tiéu Thoi gian thue Két qua dat dwoc
Kkién hién
15/10 Pon hang dau tién | 15/10 Pon hang cho 100
cho méd hang NS cai ma NS 100, 20,
100 cai NS 50
17/10

Noi dung tiép xtic khach hang: nhitng diém chinh lién quan dén viéc gidi thi¢u, dan

chung, thuong lugng... trong tién trinh chao hang:

- Hang mAu, cac phuong tién hd trg ban hang

-Gidca

- Loi ich cho khach hang khi mua san pham.

- Tinh ning, thong s6 k§ thuat...

- Ké hoach ho trg, hau mai...




- Gidy chung nhan san pham. ..

Khi thue hién cac cudc hen can tudn thu nguyén tic hen dang ngudi, hen ding gio,
hen ding noi.

C6 mot s6 cach dé vuot qua tr¢ ngai khi tim kiém cudc hen do la:

- Vuot trén rao chin (over the screen): v tinh dé cap dén mot ngudi cip cao trong t6
chuc.

- Lach qua rao chan (under the screen): lién quan v&i khach hang mudn hen khi khong
cO nguoi can tro.

- Xuyén qua rao chin (through the screen): xem ngudi can trd nhu 1a thanh vién trong
qua trinh mua hang.

Trong trudng hop thuc hién cude hen qua dién thoai can cht y:

- Lap ndi dung cudc thoai trude khi got

- Khong nén qua vi va, can lich sy nha nhin trong 161 noi

- Danh thoi gian can thiét dé khach hang suy nghi va dit ciu hoi.
1.2.3. Giai doan Gi6i thiéu va din chirng sin pham

Dé thuc hién tt budc nay can:

Tao 4n twong tot 1an diu tién: trang phyc thich hop, thai do tu tin, gdy 4n tuong t6t
bang nhitng phong cach x4 giao trong kinh doanh nhu mét cach lich sy nhu cach bat
tay hay chon chd ngdi.

XAy dwng mdi quan hé tich cue thong qua viée giéi thiu: tén minh, cong ty (danh
thiép), muc dich cudc Viéng tham, tao bau khong khi than thi¢n, c61 mo,...

Gi6i thiéu san pham: trinh bay lgi ich danh cho khach hang chimg minh, néu céc
cau hoi dé khach hang tham gia tich cuc vao cudc thoai, phan ng nhu cau va mong
mudn ctia khach hang.

Loi ich ciia viéc din ching: giit duoc sy chi ¥ cia khach hang, ting sy hiéu biét
ctia khach hang vé san pham, thong tin duoc luu giit 1au hon, tao cam giac vé quyén s&
hiru.

Noi dung din chirng: nim duoc khach hang quan tim dén yéu td ndo, tiy thudc vao
muc tiéu mua hang, cac dac trung ti€u biéu dem lai loi ich cho khach hang, tranh dua
ra qua nhiéu chi tiét lam khach hang kho tap trung.

Phuong tién hd tro ban hang:

- San pham



- Hinh mau, mo hinh
- Catalogues, brochures
- Hinh anh minh hoa
- Gidy chimg nhén
- Phuong tién dién tu: slides, VCD...
1.2.4. Giai doan Thuong lwgng véi khach hang

Khi chao hang c6 thé bi khach hang phan ddi vi:
- Khach hang chwa c6 nhu cau
- Khéch hang chwa hiéu 16 loi ich cua san pham
- Khach hang di c6 nha cung cap
- Khach hang khong thich san pham
- Khach hang can thoi gian suy nghi va quyét dinh mua hang
- Khach hang mubn c6 thém théng tin
- Khéch hang so sanh gia voi loi ich ctia san pham
- Khach hang khong thich cong ty
- Khach hang khong thich nguoi ban hang

Khi gip su phan ddi ctua khach hang ngudi ban phai lya chon chién lugce phu hop.
Nhitng giai phap ma nguoi ban cé thé thuc hién dé xt Iy cac phan ddi cuia khach hang
trong tién trinh chao hang la:
- Xay dung thai d¢ tich cuc: tiép nhan phan dbi mot cach thanh that, nhiét tinh, khong
tranh cdi phil nhan y kién phan dbi, dung trén quan diém cia khach hang, dy doan
nhimg phan d6i co thé.
- Hiéu 13 ban chat ctia phan d6i: lang nghe k¥ ludng toan bd phan dbi ctia khach hang,
danh gia 101 phan ddi, tim mot s6 diém dé thoa thuan va cd gang khong thé hién su gidn
gitr.

C6 mot phuong phap thuong lugng hi¢u qua nhu:
- Phi nhan tryc tiép mot cach khéo 1éo: khi khach hang dua ra thong tin sai va ngudi
ban khong c6 cach nao khac. Ngudi ban can cung cip thong tin chinh xéac, ddy du va
c6 chung cur.
- Phui nhan gian tiép: cong nhan diém ding cua khach hang trudc, sau d6 dua ra ching
ctr chirg minh nhitng diém chua hop 1y.
- B trir: thira nhan phan ddi vé diém yéu va trinh bay nhitng diém manh dé bu lai.
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- Chung minh lo¢i ich san phém cao hon: tir cac dac trung, loi thé cua san phém.

- 3F (feel-felt-found): vi du ngudi mua: t6i so san pham anh ban rat cham. Ngudi ban:
t6i hiéu sy lo lang cua ba (feel). Nhiéu khach hang & khu vuec. .. trudc day ciing lo ling
nhu vay (felt). Nhung sau khi trung bay thir tai cira hang, ho nhan thiy (found) nhiéu
ngudi mua rat thich san pham nay.

- Moi khach st dung san pham thir

- Tri hodn: ngudi ban dé nghi 1am rd van dé sau khi gidi thiéu xong.

- Phuong phép bo qua: ngudi ban dé khach hang néi, thira nhin y kién cua ho va khéo
1éo chuyén sang van dé khac.

1.2.5. Giai doan Két thiic ban hang

Giai doan két thuc ban hang 1a bugc quan trong nham chuyén tir qua trinh tu van sang
quyét dinh mua hang cuia khach hang. Dé két thiic thanh cong, ngudi ban can tap trung
lam noi bat loi ich chinh cua san pham, dong thoi xir Iy triét dé nhitng thac mac con ton
tai. B&n canh do, can tranh cac tinh hudng bat ngd c6 thé 1am khach hang do du, va ludn
thé hién su ty tin, chuyén nghiép khi dé nghi don hang.

Trong qua trinh chét ban, ngudi ban ¢d thé p dung nhiéu phwong phéap khac nhau tuy
vao tinh huéng cu thé. C6 thé sir dung phuong phap két thic thir dé tham do mire do sin
sang cua khach hang, hoic tom tat lai cac loi ich noi bat nham cang ¢b quyét dinh mua.
Ngoai ra, viéc dua ra cac vu dai hop Iy (nhuong bd) hay cung cap cac lya chon cu thé
nhu san pham A hoic B sé& gilp khach hang dé dang dua ra quyét dinh hon. Pic biét,
viéc dat cdu hoi mang tinh Iya chon thay vi cau hoi “c6 hay khong” sé gitp ting kha
nang chbt don hiéu qua.

Vé thai do khi két thuc ban hang, ngudi ban can gii su chuyén nghiép trong moi tinh
hudng. Khi khach hang dong y mua, khéng nén thé hién su quéa bt ngo hay vui ming
ma can khang dinh quyét dinh cta khach 1a dung dan, dong thoi chi trong xay dung méi
quan hé lau dai thong qua cham soc sau ban hang. Nguoc lai, néu khach hang chua mua,
ngudi ban khéng nén nan chi ma can binh tinh phan tich nguyén nhén, tim huéng cai
thién va duy tri mdi quan hé bang cach cam on va tao co hdi cho nhitng lan ban hang
tiép theo.

1.2.6. Giai doan Dich vu sau ban hang

Dich vu sau ban hang 1a giai doan cudi nhung déng vai trd rat quan trong trong quy

trinh ban hang. Viéc thyc hién tét dich vu sau ban khong chi gitp khach hang hai long
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ma con khuyén khich ho quay lai mua hang trong twong lai, ddng thoi giGi thiéu thém
khach hang méi. Pay ciing 1a yéu té gitp doanh nghiép xay dung méi quan hé 1au dai
véi khéch hang va tao lgi thé canh tranh trén thi truong.

Céc hoat dong dich vy sau ban hang rat da dang, bao gom viéc cung cap cac san pham
phu hd tro cho san pham chinh, trién khai chinh sach cho ng hoic tra cham, giao hang
tan noi, 1ap dit va hudng dan s dung san pham. Ngoai ra, doanh nghiép con can thyc
hién bao hanh, bao tri san pham ciing nhu chim soc khach hang thong qua viéc thim
hoi, tiép nhan va xir ly cac van dé phat sinh trong qué trinh st dung.

Dé nang cao hiéu qua dich vu sau béan, doanh nghiép can ap dung nhiéu phuong phap
phU hop nhu goi y khach hang st dung thém cac san pham bé trg nham gia ting gia tri
st dung, trién khai cac chinh sach thanh toan linh hoat, theo ddi qua trinh giao hang va
phdi hop vai bo phan ki thuat dé dam bao viéc lap dat, bao hanh, bao tri duoc thyc hién
t6t. Bén canh do, viéc giai quyét khiéu nai mot cach nhanh chéng va duy tri lién lac
thuong xuyén véi khach hang ciing 13 yéu té quan trong gitp nang cao su hai long va
Iong trung thanh cua khach hang.

Vi du, mét sé6 doanh nghiép thuong xuyén gui catalogue san pham méi hoac thiep
chic mirng vao cac dip dic biét dé thé hién su quan tim dén khach hang. Ngoai ra, cac
siéu thi dién may con cung cap dich vu giao hang va lap dat mién phi tai nha, gop phan
nang cao trai nghiém va sy tin tuaong cua khach hang doi vai doanh nghiép.

1.3. Tiéu chi dé xay dwng mdt quy trinh ban hang hi¢u qua cho doanh nghiép
1.3.1 Tiéu chi nang luc

Doanh thu: téng doanh thu ban hang trong mot khoang thoi gian nhat dinh (thang,
quy, nam). Chi s6 ndy phan anh két qua ban hang tryc tiép.

Ty Ié chuyén ddi: do ludong kha ning bién khéach hang tiém ning thanh khach hang
mua hang.

- Ty & chuyén d6i dugc tinh theo cdng thuc:

Ty 16 chuyén doi (%) = (Sé khach hang mua hang / Sé khach hang tiém nang) x 100

- Chi s6 nay do luong kha ning bién khach hang tiém ning thanh ngudi mua thuc su.
Ty lé cang cao, hiéu suat ban hang cang tét.

Doanh thu trén méi khach hang (ARPC): danh gia kha ning ban hang theo gia tri.
- Cong thirc: ARPC = Tong doanh thu / Sé lirong khéch hang
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- Chi s nay gitip dénh gia muc d6 chi tiéu trung binh ciia mdi khach hang. Nhan vién
ban hang c6 thé ting ARPC bang cach upsell (ban thém san pham gié tri cao hon) hodc
cross-sell (ban thém san pham lién quan).

S6 lwong don hang: sé luong don hang hoan thanh trong mét ky danh gia,
- Chi s nay phan anh hiéu suat ban hang caa nhan vién. Néu sé luong don hang cao
nhung doanh thu thap, c6 thé nhan vién dang ban cac san pham cd gia tri thip hoic
chua t6i uu hoa kha nang ban hang.

Gié tri trung binh méi don hang (AOV): danh gia mirc d6 upsell/ cross-sell
- Cong thuc: AOV = Téng doanh thu / Téng sé don hang

Thoi gian chét don hang: phan anh toc d6 xur 1y giao dich. Pay la chi sé luong
khoang thoi gian trung binh tir khi tiép can khach hang dén khi chét don hang thanh
cong. Néu thoi gian ndy quéa dai, can xem xét lai cach tu van, chim so6c khach hang
hoac cai thién quy trinh ban hang.

S6 lwong khach hang méi: do luong kha niang mé rong tép khach hang. Chi sé nay
danh gia kha nang thu hut khach hang méi ciia nhan vién ban hang. Pay 1a mot chi s6
quan trong véi doanh nghiép dang ma rong thi truong.

Ty 1é khach hang tir chdi: danh gia kha nang thuyét phuc khach hang.

- Cong thuc:

Ty 1é mdt don (%) = (So khach hang tir choi / Tong sé khéach hang tiép can) x 100
- Néu ty 18 nay qua cao, can danh gia k¥ nang thuyét phuc ciia nhan vién.

1.3.2 Nhém tiéu chi vé thai do

Mire do hai long cia khach hang: danh gia kha ning chim séc va hd trg khach
hang. Thong thuong doanh nghiép sé dung khao sat khach hang sau khi mua hang dé
do ludng chi sé.

Ty 18 khach hang quay lai: phan anh mtc do gan két va sy trung thanh cua khach
hang.

- Cong thuec:

Ty 1¢ khach quay lai (%) = (So khach hang quay lai / Tong so khach hang) x 100
- Néu chi sé nay cao, chiang té nhan vién ¢ kha nang giir chan khach hang va xay dung
quan hé bén viing.

1.4. C4c nhan t6 anh huéng dén quy trinh ban hang ciia doanh nghiép
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Muc tiéu va chién luoc kinh doanh giir vai tro dinh huéng ddi véi toan bo hoat dong
ban hang cua doanh nghiép. Viéc xac dinh rd thi truong muc tiéu, san pham cha lyc va
phuong thire tiép can khach hang gitp doanh nghiép xay dung ké hoach ban hang mot
cach nhat quan va hiéu qua. Bang thai, chién luge kinh doanh con 13 co s¢ dé doanh
nghiép dinh vi san pham, phat trién méi quan hé véi khach hang va nang cao loi thé
canh tranh trén thi truong. Khi céc hoat dong ban hang duogc trién khai pht hop véi
chién lugc da dé ra, hiéu qua kinh doanh s& dugc cai thién dang ké.

Chinh sé&ch thanh toan: 1a hé thng cac quy dinh va phuong thirc ma doanh nghiép
4p dung nham thyc hién cac giao dich tai chinh voi khach hang va dbi tac. Mot chinh
sach thanh toan hop Iy gép phan dam bao dong tién 6n dinh va nang cao hiéu qua hoat
dong kinh doanh. Hién nay, céc hinh thac thanh toan pho bién bao gom tién mat, chuyén
khoan ngan hang, thanh toan qua thé, vi dién tir, thanh toan khi nhan hang (COD) va
quét mé QR.

Pé danh gia tinh hiéu qua cua chinh sach thanh toan, doanh nghiép can xem xét cac
tiéu chi nhu tinh linh hoat, tinh bao mat, tinh minh bach, tinh hiéu qua va mac d6 tuan
tha phap luat. Viéc xay dung chinh sach thanh toan rd rang, cu thé khéng chi gitp khach
hang thuan tién trong qua trinh giao dich ma con han ché rui ro va tranh chap phat sinh.

Chinh sach xuc tién, hay con goi la chinh sach khuyén mai: 1a mot trong nhiing
cdng cu quan trong nham thuc day hoat dong ban hang va kich thich nhu cau thi truong.
Cac hoat dong x(c tién cd thé duoc trién khai dudi nhiéu hinh thire nhu khuyén mai cho
nguoi tiéu dung (giam gia, tang qua, hoan tién), khuyén mai thuong mai (chiét khau, hd
trg dai ly) va khuyén khich lyc luong ban hang (thuéng doanh s6, khen thudng).

Pé d¢am bao hiéu qua, doanh nghiép can xay dung chuong trinh xtc tién véi cac noi
dung cu thé nhu quy mé khuyén mai, d6i twong ap dung, hinh thic trién khai, thoi gian
thuc hién va ngan sach phu hop. Mot chinh sach xuc tién duoc thiét ké hop ly s& gop
phan gia ting doanh s6 va nang cao nhan dién thuong hiéu.

Chinh s&ch bao hanh: 1a cam két caa doanh nghiép d6i vai chat lugng san pham va
dich vu sau ban hang, gop phan nang cao su hai 16ng va niém tin cua khach hang. Noi
dung cuaa chinh sach bao hanh can dugc cong bé rd rang, bao gdbm thoi gian bao hanh,

diéu kién ap dung va pham vi bao hanh.
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Viéc xay dung va thuc hién chinh sach bao hanh mot cach minh bach khéng chi gitp
doanh nghiép nang cao uy tin ma con han ché cac tranh chap phat sinh trong qua trinh
st dung san pham.

Chinh sach khiéu nai: trong qua trinh kinh doanh, khiéu nai tir khach hang la van dé
kho tranh khoi va cd thé anh huong truc tiép dén hinh anh ciing nhu hiéu qua hoat dong
cua doanh nghiép. Khiéu nai thuong phat sinh tir cac nguyén nhan nhu san pham I3i,
giao hang sai, cham tré hoic chat luong dich vu chua dap tng ky vong.

Do d6, doanh nghiép can xay dung quy trinh xu Iy khiéu nai mét cach khoa hoc, bao
gom céc budc: tiép nhan thong tin, xac minh, xtr ly, phan hdi va danh gia cai thién. Viéc
xur Iy khiéu nai hiéu qua khdng chi gilp giai quyét van dé ma con gop phan nang cao

chat lugng dich vu, ciing ¢d sy hai 1ong va duy tri méi quan hé 1au dai véi khach hang.
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CHUONG 2. THUC TRANG QUY TRINH TU VAN VA CHOT KHACH THUE
CAN HOQ CAO CAP TAI CONG TY CO PHAN HAVILAND
2.1. Tong quan vé cong ty c6 phan Haviland

- Tén cong ty: Cong Ty C6 Phan Haviland House

- Logo

Hinh 2.1 Logo Céng ty Cé Phan Haviland House
- M4 s6 doanh nghiép: 0401926013
- Tru s chinh: 193 Nguyén Vin Linh, Hai Chau, Pa Ning
- Chi Nhanh:
+ CN NHS: 25-27 Khué My Déng 3, Ngii Hanh Son, Pa Nang
+ CN Son Tra: Lo G1 Pham Vin Ddng, Son Tra, Da Nang
+ CN Hoa Xuén: 368 Nguyén Phuéc Lan, Hoa Xuan, Pa Nang
+ CN Lién Chiéu: 213 Nguyén Sinh Sic, Hdoa Khanh, Pa Néng
- bién thoai: 090 584 7851
- Hotline: 1900.23.23.43
- Giam doc: Lé Hoang V¥

- Email: haviland.invest@gmail.com

- Website: http:/havilandhouse.com/
- Facebook: Haviland House
- Vén diéu l¢: 1.800.000.000 VND
2.1.1. Lich sir hinh thanh va phat trién ciia cong ty
Cong ty C6 phan Haviland House duoc hinh thanh tir ndm 2015 véi 3 nhan sy ban
dau gdm anh Nguyén Anh Hao (cha dau tu), anh Lé Hoang V¥ (Giam déc diéu hanh)
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va anh Hung (Quan ly toa nha). Ttr md hinh kinh doanh nho, hoat dong theo hinh thic
ho gia dinh, cong ty timg budc phat trién nhd tinh than doan két va dinh huéng rd rang.
Pén nam 2018, hoat dong kinh doanh 6n dinh, doanh nghiép chinh thirc thanh lap voi
tén Coéng ty TNHH Haviland House theo gidy chiing nhan diang ky doanh nghiép sb
0401926013 do S& Ké hoach va Pau tu TP. Pa Ning cip. Thang 02/2023, cong ty
chuyén d6i thanh Céng ty C6 phan Haviland House.

Haviland House 12 don vi van hanh va phaét trién hé thong can ho dai han va khéch
san tai Da Ning. Tinh dén diu nim 2026, Haviland dang quan 1y hon 170 toa nha, véi
hon 2.100 can ho dai han va 25 du an khach san, trong duong hon 1.000 phong khach
san. Cong suat khai thac trung binh duy tri trén 90%. V&i hé thong van hanh duoc
chuan hoa tir thuc té, Haviland dat muyc tiéu dén nim 2030 dat quy mé 10.000 cin ho
dai han va 5.000 phong khach san, hudng téi tré thanh don vi van hanh luu tri quy mo
I6n va hiéu qua. Khang dinh uy tin, thwong hiéu va dong gop tich cuc vao su phat trién
cua thi truong bat dong san — du lich, mang dén nhirng san pham dap ¢ng trai nghiém
gan véi hoan hao cho moi khach hang.

Sé hiru d6i ngil nhan su giau chuy@n mon cung triét Iy van hanh “Theo chan khach
hang — Pén tim khach hang”, chung t6i khong ngirng nang cao chét lugng dich vu, mang
dén nhitng trai nghiém vuot troi cho khach luu tra, dong thoi gia ting gia tri bat dong
san va toi wu hiéu qua kinh doanh cho cac d6i tac, nha dau tu. Véi kinh nghiém thuc
tién va sy am hiéu thi truong, Haviland cam két dong hanh ciing chu dau tu trong viéc
khai thac va quan ly van hanh co sé luu tru theo mo hinh hop t&c chia sé loi nhuan,
huéng dén sy phét trién bén vitng va gia tri 1au dai cho ca hai bén.

Tru s& chinh dit tai tda nha phic hop 14 tang trén duong Yén Bai, trung tim TP. Pa
Nang. Hién nay, cong ty c6 5 chi nhanh tai Son Tra, Ngii Hanh Son, Hoa Xuan va Hai
Chau va chi nhanh Lién Chiéu vira di vao hoat dong bat dau tir nam 2026.

Céc chi nhanh cua Céng ty C6 phan Haviland House tai Ba Nang:

- Tru sé chinh: 193 Nguyén Vin Linh, Hai Chau, Pa Ning

- Chi nhanh 1: 368 Nguyén Phuéc Lan, Cam Lé, Pa Ning

- Chi nhanh 2: 05 An Nhon 12, Son Tra, Pa Nang

- Chi nhanh 3: 180-182 Tran Bach Dang, Ngii Hanh Son, Pa Nang
- Chi nhanh 4: 213 Nguyén Sinh Séc, Hoa Khanh, Da Nang

15



2.1.2. Linh vye va san pham kinh doanh

Quan ly va van hanh bat dong san lwu tra
- Chu dau tu mong mudn dau tu vao thi trudng cho thué véi rai ro thap, kha ning sinh
loi cao va thu hdi von nhanh chéng. Tuy vay, néu chii dau tu chua tim ra phuong 4n van
hanh pht hop thi hiéu suat kinh doanh sé& khong dat nhu mong doi. Hiéu rd nhu cau cua
cha du tw Haviland tu hao 1 don vi lang nghe cau chuyén, gilp cha dau tu thao g& céc
van dé nhanh chéng, hiéu qua. Dudi ddy 1a cac goi dich vu quan ly van hanh tda nha
chuyén nghiép da duoc Haviland nghién ciru va phat trién, phan chia theo cac khéi kinh
doanh. Linh vyc tu vin va phat trién cac dy an trong phan khic phé théng va tim trung.
- Ttr kinh nghiém thyuc té va hiéu biét thi truong, Haviland 13 don vi phét trién dy an
chuyén nghiép, luén dong hanh véi cac dbi tac tir nhing bude dau tir khi 1én chién luoc
phat trién. Vi cac du 4n bat dong san da tu van - phat trién - van hanh tir nim 2015-
2025 12 hon 300 du &n. Haviland ty hao dong hanh ciing cac chii dau tu trong hanh trinh
kién tao va gia tang gia tri va téi wu hoa lgi nhuan cho cac dy an bat dong san.

Cho thué can hg va phong luu tra
- Mong mubn tao méi truong sdng van minh/hé thdng phong rong khap Pa Nang. Vi
nhiéu muc dich, nhirng ngudi sinh séng va 1am viéc tai Pa Nang rat can thué phong: c6
thé & tam hodc dinh cu lau dai. Haviland tim niém khi khach hang tim dén, ching toi
nhat dinh s& cung cap nhitng san pham chat lwong tir tién nghi, mirc 6 an ninh, cac dich
vu hd tro khach hang va ph hop véi tai chinh ciia khach hang nhat. Di véi cac chu dau
tu, Haviland ludn dam bao thuc hién hon ca cam két, dé khi chu dau tu giao tai san
Haviland quan Iy cé thé an tdm tan hudng cudc song.

Tu van va khai thac dau tw bat dong san
- Pua ra cic giai phap dau tu va tdi uu hoa nhat doi véi tai chinh ctua nha du tu va tu
van céch chon thau nham dam bao chat lugng, uy tin véi gia ca thi truong. Tu van tat
ca cac budc phap ly khi bit dau khai cong mot cong trinh. Theo sat xuyén sudt qué trinh
tir khi 1én y tuong, trién khai, phan phdi san pham tir nhitng dinh hudng tét nhat dam
bao hiéu qua cua tirng du an. Pua ra ké hoach nham téi wu hoa hiéu qua phan phoi du
an, hoan thanh trén mac mong doi cua chu dau tu. Tinh tir nim 2015 dén nam 2024,
Haviland House da gidi thiéu tu van - phat trién - van hanh 1a hon 40 dy an Va hon 50

tda can ho/chung cu twong Gmg 500 dang hd tro chu dau tu kinh doanh, quang céo trén
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fanpage, google va chatbot cia Haviland, duéi day 1a 1 sé dy an Haviland dang van
hanh:
- Dy 4n SeaHorse Hostel & Bar By Havi gom:
+ Tang 1 -2: The Joy Café
+ Tang 3 - 4: Khu cho thué giudng tap thé
+ Tang 5: Quay Bar & Khu sinh hoat chung
+ Tang 6 - 7 - 8: Can ho cho thué ngan han
- Chung cu mini 65/5 Dinh Tién Hoang véi quy mo 36 cén
- Chung cu mini K58/47/8 Ong Ich Khiém véi quy mé 24 cin
- Chung cu mini 37/7 Tiéu La véi quy mé 36 cin
- Can ho Nguyén Khodi véi quy mo 11 cin
- Cin ho Nguyén Puc Thuan véi quy mo 19 can
- Dy 4n Tran Huy Liéu v6i quy mé 36 cin
- Can ho Duong Loan c6 tong cong 12 cin
- Toa nha phtc hop V Residence c¢6 quy mo 9 can h, 2 san office va 1 café
- Dy an Hala Lotte v4i quy mo 18 can

Phat trién va quan 1y thwong hiéu lru tri

Vian phong cho thué

Dich vu F&B
2.1.3. Co ciu to chirc ciia cong ty Co phan Haviland
So d6 to chuc

SO PO CO CAU TO CHUC CONG TY HAVILAND HOUSE

Dai H6i Déng C6&

Héi Béng quan tri

Téng Giam Déc

Khéi Chi Nhanh

Khéi phong ban Héi S&

Phong Trai Tim

Phong ké toan — kiém toan

Chi Nhanh Hbéa Xuin

Phong KT Du an B6 phan tuyén dung Chi Nhanh Son Tra

B6 phan kiém soat chat
heong

B6 Phian TS chac Hanh
Chinh

Chi Nhanh Ngi hanh Son

Chi Nhanh Lién Chiéu

S& giao dich Ngin han S& Giao dich Dai han

B6 phan xw Iy su vu phap
Iy

Hinh 2.2: So dé co cau té chirc COng ty Haviland House
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Nhan xét: So do té chirc cia Cong ty C6 phan Haviland House dugc xay dung kha rd
rang, thé hién day du cac cap quan Iy tir Dai hoi dong c6 dong dén Tong Giam dbc. Co
cau phan chia hop ly giita khdi Hoi s va khdi Chi nhanh, gitp cong ty vira kiém soat
t6t hoat dong quan ly, vira linh hoat trong kinh doanh tai cac khu vuc. Nhin chung, mé
hinh t6 chtc phi hop vé6i dinh hudng phét trién va quy mé hoat dong cua doanh nghiép.

Chtre nang phong ban cua cong ty:
- Héi ddng c6 doéng: 1a co quan quyén luc cao nhét cua cong ty, ¢d chic nang dinh
huéng chién lugc, quan ly, giam sat toan dién va théng qua cac quyét dinh quan trong
nhu bau, mién nhiém Ho6i ddng quan tri, quyét dinh cac van dé lién quan dén vén, ¢b tirc
va tai cau truc doanh nghiép
- Héi ddng quan tri: 1a co quan quan Iy cao nhét trong cong ty, ¢ toan quyén nhan
danh cong ty dé quyét dinh, thuc hién quyén va nghia vu caa cong ty, quyét dinh chién
lugc, ké hoach phat trién trung han va ké hoach kinh doanh hang nim, kién nghi loai c6
phan va tong sb c6 phan duoc quyén chao béan cua ting loai.
- Tong giam d6c: 1a ngudi didu hanh cao nhat, chiu trach nhiém toan dién va moi hoat
dong hang ngay cua cong ty truéc Hoi ddng quan tri. Tong giam déc tryc tiép chi dao
cac khéi phong ban tai Hoi s va cac chi nhanh, xay dung ké hoach hoat dong, phan b
ngudn luc, kiém soét tién do thuc hién va dam bao hiéu qua van hanh chung caa doanh
nghiép.
- Khéi phong ban Hai Sé:
+ Phong Tréi Tim:
Marketing: phu trach thiét ké, phat trién va quang ba san pham/ dich vy cia cong ty
thong qua cac kénh truyén thong nhu Facebook, Tik Tok va cac nén tang sé khac, nham
dua ra san pham tiép can khach hang mét cach nhanh chéng va hiéu qua.
Diéu phdi vién: quan 1y Fanpage, Website, diing tai thong tin ban san pham trén céc dién
dan va mang x& hoi, tiép nhan va diéu phéi thdng tin, hd tro tiép can khach hang trong
thoi gian sém nhat.
+ Phong ké toan — kiém toan: Thuc hién cong tac ké toan, hach toan va quan ly dong
tién, kiém soat chi phi, theo ddi va danh gia hiéu qua tai chinh cua ting du an va chi
nhanh. Pong thoi tham muu cho Ban lanh dao trong cong tac quan ly tai chinh va sir

dung ngudn vén hiéu qua.
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+ Phong ky thuat dy an: chiu trach nhiém giam séat va quan Iy hé thong co s vat chat
tai cac du &n, khéach san va can ho thudc hé thong doanh nghiép. Thuc hién cong tac bao
tri, stra chira, cai tao va nang cap cong trinh nham dam bao chét luong ky thuat, an toan
va van hanh on dinh.
+ Phong tuyén dung: 1ap ké hoach, trién khai cdng tac tuyén dung nhan su cho cong ty,
phdi hop dao tao hoi nhap cho nhan su méi.
+ Phong t6 chirc — hanh chinh: dam bao méi trudng 1am viéc chuyén nghiép, ky luat va
hiéu qua. Thuc hién cic cong tac hanh chinh, vin thu va hau can, dam bao hoat dong
noi bo dién ra xuyén subt.
+ Phong kiém soét chat luong: chiu trach nhiém viéc kiém tra giam sat va danh gia chat
lugng dich vu tai cac du an va chi nhanh.
+ S giao dich ngan han: 1a bo phan lién quan dén hop déng ngan han nhu thué theo
ngay, theo tuan hoic theo thang, chu yéu phuc vu khéach cong tac.
+ S¢ giao dich dai han: chiu trach nhiém cho thué can hg, nha & véi thoi han dai thuong
la 6 thang tro 1én.
+ Phong xt Iy su vu - phap 1y: tham muu va hd tro ban lanh dao trong viéc kiém soat
rai ro phap ly, ra soat, stra d6i cac loai hop ddng, quy ché, quy dinh noi bo caa cong ty.
- Khéi chi nhanh: bao gom chi nhanh Son Tra — Ngii Hanh Son — Hoa Xuén. Hb tro
IAn nhau trong céng viéc tu van, dan khach xem phong, tim kiém san pham, dao tao cac
nhén vién mai.
2.1.4. Tam nhin, sit ménh va cac gia tri cot 16i
Tam nhin: Haviland House hudng t6i tro thanh don vi hang dau tai Pa Nang trong
linh vuc quan ly, van hanh va khai thac bat dong san luu tri, xay dung hé sinh thai can
ho - khéch san chit luong, bén viing va mang gia tri dai han cho khach hang va dbi tac.
St ménh:
- Bbi véi khach hang: Cung cap khong gian Iuu tra tién nghi, an toan va dich vu chuyén
nghiép, mang lai trai nghiém séng va nghi dudng thoai mai tai Pa Nang
- B6i véi chu dau tu/ ddi tac: Pong hanh trong viéc tdi wu hiéu qua khai thac bat dong
san, van hanh minh bach, gia ting gia tri tai san va loi nhuan bén viing.
- P6i vai x& hoi: Gop phan nang cao chat lugng dich vu luu tra, thic day hinh anh du
lich Pa Nang vin minh — than thién — chuyén nghieép.
Gia tri cot 16i:
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- Chat lugng dich vu khach hang gan nhu hoan hao: Moi cam két vé dich vu khéch hang
tir Haviland House ludn thuc hién & mic cao nhat. Luon ddi mai sang tao va phat trién
vé chat luong dich vy, vé san pham nham mang dén trai nghiém dich vu khéch hang gan
nhu hoan hao.
- Trong tam phat trién cac Havier: Toan bo chinh sach phat trién, va dao tao con ngudi
Havi, chinh sach dai ngd, luong thuong déu hudng dén sy gia ting sy giau manh cho
nhan vién. Giau c6 nghia 1a: Giau vé kién thtic, vé kinh nghiém, thai o 1am viéc, vé 16i
séng dao dirc va cudi cung la gia tang thu nhap.
- T4 chtre phai hung manh: Moi thanh vién cua cong ty — Havier luon huéng vé cong ty,
cuing nhau xay dung mot to chire vitng manh, ton tai va phat trién véi thoi gian.
Van héa dic thu Haviland House:
- Vin hoa dén than
- Van hoa phan bién dé xay dung
- Vian hoa hop tac nhu soi
- Van hoa ci méo
Pao dirc nghé nghiép ciaa Haviland House
- Havier tuyét d6i phai “Trung thuc — Minh bach — R& rang” trong moi tinh huéng, moi
hoan canh véi t6 chire, ddng nghiép, khach hang va déi tac.
- Havier tuyét ddi trung thanh va cam két gan bé chi duy nhat mét cong viéc trong subt
thoi gian lam viéc tai Haviland House.
- Havier tham nhuan tu tuéng cét 16i va xem cac tu tuong d6 1a didu khic cbt ghi tam
trong sudt thoi gian 1am viéc tai Haviland House.
- Thuong ton phap luat — Trung ton ndi doanh — Ha tén ky than
- Chit luong dich vy khach hang la sinh mang ctua Havier va té chic Haviland House.
Chirc nang:
- Kinh doanh va cung cip dich vu luu tra, quan 1y va van hanh toa nha theo dung quy
dinh cua phap luat
- Khai théc, quan ly va phat trién hé thong co so luu tri nham dap tng nhu cau cua
khach hang
- Pau tu, phat trién va mé rong hoat dong kinh doanh phti hop véi dinh hudng cia cong
ty
Nhiém vu:
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- T6 chac quan ly, van hanh hiéu qua cac co so kinh doanh va chi nhanh tryuc thudc.

- Bam bao chit lwgng dich vy, an ninh, an toan va su hai 1ong caa khach hang.

- Quan ly, str dung hiéu qua ngudn nhan lyc, tai chinh va tai san caa céng ty.

- Tuan thu, sir dung cac quy dinh phap luat va thuc hién ddy da nghia vu d6i véi Nha
nudc.

2.2. C4c yéu to vé mdi trueong da tac dong dén két qua hoat dong kinh doanh

ciia Cong ty C6 phan Haviland

2.2.1. Méi trweong vi mo

2.2.1.1. Khach hang

Theo sé liéu thong ké ciia Bo Vian hoa, Thé thao va Du lich, trong 9 thang nam 2025,
cac co sO luu tra trén dia ban thanh phé Pa Ning di phuc vu khoang 14,4 triéu luot
khach, ting 22,3% so véi cing ky nam trude. Trong d6, khach qudc té dat khoang 5,8
triéu luot (tang 27,4%), con khach du lich trong nudc dat khoang 8,6 tri¢u luot (tang
19%). S6 ngay luu tri binh quan cua khach nghi qua dém dat 1,89 ngay/luot, trong do
khach quédc té dat 2,04 ngay/lugt va khach trong nude dat 1,75 ngay/lugt. Cac chi sd
nay déu ghi nhan mic ting nhe o véi cing Ky nam 2024, cho thay nhu cau luu tra tai
Pa Nang tiép tuc duy tri xu huéng ting truéng 6n dinh.

Trong béi canh d6, khach hang giit vai trd then chét, c6 anh huang truc tiép dén dinh
hudng kinh doanh ciing nhu hiéu qua hoat dong cua doanh nghiép. Dya trén loai hinh
dau tu va nhu cau sir dung san pham, Haviland House xac dinh bén nhém khéch hang
Muc ti€u chinh nhu sau:

- Thir nhat, nhém khéch hang thudc phan khiic can ho tiéu chuan. Pay 1a nhom khéach
hang c6 muc thu nhap trung binh tir 3 dén 10 triéu dong/thang, chu yéu 1a nguoi lao
dong, sinh vién ra trudng hodc cac cap vo chdng tré c6 nhu cau thué can ho dai han.
Nhom khach hang ndy wu tién su 6n dinh, chi phi hop Iy va céc tién nghi sinh hoat co
ban nhu diéu hoa, givong, bép, khu vuc sinh hoat riéng va moéi truong sdng an toan.

- Thtr hai, nhém khach hang thudc phan khic can ho cao cap va can ho dich vu. Nném
nay bao gém nhitng ngudi ¢ thu nhap cao tir 10 dén 30 triéu dong/thang, cac chuyén
gia, quan ly cp trung — cao va nguoi nudc ngoai sinh sdng, 1am viéc tai Pa Nang. Doi
véi nhom khach hang nay, trai nghiém séng 1a yéu té duoc dat 1én hang dau. Ho c6 yéu
cau cao vé chat lugng cin ho, ndi that, dich vu di kém, mirc do riéng tu va dic biét 1a an
ninh, an toan trong qua trinh luu tru.
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- Thir ba, nhém khach hang khong truc tiép st dung san pham, bao gém cac nha dau tu
bit dong san. Nhém khéch hang nay cé nhu cau hop tac véi doanh nghiép trong viéc
tim kiém khéch thué, quan Iy van hanh cin ho, cham séc khach hang va bao tri tai san
nham tbi wu hiéu qua dau tu va dam bao gia tri bat dong san trong dai han.

- Cudi cung 1a nhém khach du lich ngan han va dai han, bao gém khach du lich, khach
cong tac va khach luu tru linh hoat theo thoi gian. Nhom khach hang nay wu tién céac
khong gian luu tra tién nghi, vi tri thuan loi gan trung tdm thanh phé hozc khu du lich,
dich vu chit lwong cao, dap tng tét ca nhu cau nghi dudng 13n cong viéc.

Nhin chung, mic du c6 su khéc biét vé nhu cau va kha ning chi tra, cdc nhém khach
hang déu hudng dén nhing gia tri cét 16i nhu su tién nghi, an ninh, chat lugng dich vu
va trai nghiém luu tra tot. Do d6, doanh nghiép can xay dung san pham phi hop, ap
dung chinh sach gia linh hoat va thiét ké dich vu chuyén biét cho tirng phan khic khéach
hang nham nang cao mirc do hai l1ong va hiéu qua kinh doanh trong dai han.
2.2.1.2. Péi thii canh tranh

BANG 2.1: BANG PHAN TiCH POl THU CANH TRANH

Tiéu chi Haviland House Biz Leasing Nhat Pé Land
Loai hinh | Cong ty c6 phan hoat | Cong ty TNHH méi | Doanh nghiép méi
doanh dong trong linh vuc cho | gidi — cho thué bat | gidi bat dong san dia
nghiép thué & quan Iy bat dong | dong san phuong
san
M6 hinh | Thué — cho thué lai, | M6i gidi, tw van va | M6i gigi mua ban va
hoat dong | quan 1y van hanh can | hd trg cho thué bat | cho thué bat dong
ho, phong cho thué | dong san san
ngan han va dai han
Pham vi | Twong d6i toan dién: | Chu yéu mai gidi va | Cha yéu méi gidi va
dich vu cho thué, van hanh, | hd tro thué, cho thué |cho thué truyén
kiém soat chat luong, thdng
quan ly
Muac d6 | Cao, c6 bo phan kiém | Trung binh, tap trung | Trung binh — thap, it
chuyén soat chat lugng, phép | dich vu co ban dich vu quan ly
nghiép ly, van hanh chuyén sau
trong
quan ly
DPija  ban | Nhiéu quan tai Pa Ning | Chu yéu khu viec My | Gan V&  Nguyén
hoat dong | (Hoa Xuén, Hai Chau, | An —Ngit Hanh Son | Giép va khu du lich
Lién Chiéu, Son Tra,
Ngiti Hanh Son
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Quy md | Quy mé twong ddi I6n, | Quy md nho - vira | Quy md nho, to chirc
va co cAu | co cau té chuc rd rang | (khoang 20-50 nhan | don gian

t6 chuc su)

Muac  d6 | Tuong d6i rd rang vé co | Théng tin cong khai | Thiéu Website,
minh c4u va hoat dong han ché thdng tin cap nhat
bach khéng nhiéu

thong tin

Thuong | Kha tot trong phan khic | Nhan dién ¢ muc | Cha yéu quen thudc
hiéuva do | cho thué can ho Da | trung binh trong pham vi dia
nhan dién | Nang phuong

Loi  thé | Quan Iy van hanh bai | Mang ludi cho thué, | Am hiéu thj truong
canh ban, dich vu da dang, | tw van nhanh, linh | dia phuong

tranh kiém soét tot hoat

Han ché | Bo may kha Ion, chi phi | Thiéu dich vu quan ly | Thiéu quy mé, théng
chinh quan ly cao chuyén sau tin cap nhat

Tir bang phan tich trén c6 thé nhan thay thi truong cho thué va quan ly bat dong san
tai Da Nﬁng dang c6 mirc d9 canh tranh kha cao, dac biét trong phan khtic can hd va can
ho dich vu. Trong sb cac d6i thi, Haviland House van dugc danh gia 1a doanh nghiép
ndi bat va co loi thé canh tranh rd rét nhat & mang cho thué cin ho. Doanh nghiép s
hitu md hinh hoat dong twong doi chuyén nghiép véi quy trinh thué — cho thué lai, quan
ly van hanh va kiém soat chat lugng duoc trién khai bai ban. Pong thoi, Haviland House
con ¢6 hé théng cin ho da dang tai nhiéu khu vuc trung tam nhu Hoa Xuan, Son Tra,
Ngii Hanh Son hay Hai Chau, gitp tiép can nhiéu nhém khach hang khac nhau tir sinh
vién, nhan vién van phong dén khach nudc ngoai luu tra dai han.

Thé manh Ién cua Haviland House nam ¢ kha nang xay dung trai nghiém thué dong
bo théng qua dich vu hd trg khach hang, quan ly van hanh va kiém soat chat lugng can
ho tuong ddi tot. So véi cac don vi mdi gidi truyén théng chi tap trung két ndi khéch
thué, doanh nghiép nay tao duoc su khac biét nho cung cap giai phép cho thué toan dién,
g6p phan nang cao do uy tin va kha ning giit chan khach hang. Thuong hiéu cua
Haviland House ciing c6 d¢6 nhan dién kha tot trong phan khic cin ho cho thué tai Pa
Ning nho hoat dong truyén thdng va hé thdng van hanh én dinh.

Vé Cong ty Biz Leasing chi1 yéu tap trung vao hoat dong madi gisi va hd tro cho thué

nén c¢6 wu diém vé tinh linh hoat va toc do xu ly nhu cau khach hang. Tuy nhién, doanh
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nghiép van con han ché vé dich vu quan 1y chuyén sau va chua xay dung duoc hé théng
van hanh ddng bo nhu Haviland House.

Péi véi Nhat Po Land, 1oi thé chu yéu dén tir sy am hiéu thi truong dia phuong va
kha nang tiép can khach hang tai khu vuc du lich. Tuy nhién, do quy md nho va thiéu
su dau tu vé quan ly, cdng nghé ciing nhu truyén thong thuong hiéu nén niang luc canh
tranh con han ché.

Tir day cho ta thay xu hudng thi truong hién nay cho thay khach hang ngay cang uu
tién cac don vi cho thué cin ho c6 tinh chuyén nghiép, minh bach va dich vu déng bo.
Day chinh 1a lgi thé ni bat giup Haviland House duy tri vi thé canh tranh manh trong
linh vuc cho thué cin ho tai Ba Nang.
2.2.1.3. Nha cung cdp

Trong linh vuc cho thué cin ho, phong tro, van hanh cin hd, nha cung cap bao gom
cac don vi cung trng vt tu, trang thiét bi, dich vu giat 13, vé sinh cong nghiép, bao tri va
stra chira ki thuat. Nhdm nha cung cép nay dong vai tro quan trong trong viéc dam bao
chat luong khong gian luu tra, duy tri tiéu chuan dich vy va nang cao trai nghiém cua
khach hang. Do d6, mdi quan hé hop tac véi cac nha cung cap thuong dugc xay dung
theo hudng 1au dai va on dinh, gép phan dam bao hiéu qua van hanh va tinh bén viing
trong hoat dong kinh doanh caa doanh nghiép.

Nha cung cép cét 16i caa Haviland House 1a cac chu nha, chu can ho va chu toa nha
phong tro, cin ho cho thué. Thong qua cac hinh thic hop tac nhu thué lai dé cho thué
(thué — cho thué lai), hgp tac quan ly va khai thac cho thué, ciing nhu dai dién cho thué
dai han, Haviland House xay dung dugc ngudn cung phong tro va can ho on dinh, da
dang vé dién tich, vi tri va mac gia. Nguon cung nay dap tng nhu cau luu tra dai han
cta nhiéu nhém khach hang khac nhau nhu nguoi lao dong, sinh vién, chuyén gia va
ngudi nude ngoai sinh séng va lam viéc 1au dai tai Ba Nang. Méi quan hé giita Haviland
House va nhém nha cung cip nay thuong duoc thiét 1ap theo huéng hop tac 1au dai, dua
trén sy tin cay I1an nhau va cam két t6i wru hiéu qua khai thac tai san, qua dé gop phan
dam bao tinh 6n dinh va bén viing trong hoat dong kinh doanh caa doanh nghiép.

Trong hoat dong kinh doanh dich vu cho thué phong va can ho ngan han, nha cung
cap cua Haviland House chu yéu 1a cac khach san, nha nghi va co s luu tril cho thué
phong theo ngay trén dia ban thanh phd Pa Nang. Thong qua cac hinh thic hop tac nhu
thué phong theo ngay dé phan phéi lai, hop tac khai thac cong suat phong, hozc dai dién
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ban phong cho cac co s luu tra, Haviland House c6 thé tan dung hiéu qua ngudn phong
san c6 trén thi truong, dic biét trong cac giai doan cao diém du lich hoic khi nhu cau
lwu tri ngan han gia tang. Viéc hop tac véi cac khach san va nha nghi gitp doanh nghiép
mé rong nhanh ngudn cung dich vu ma khéng can dau tu truc tiép vao co s& vat chét,
d6ng thoi linh hoat trong viéc diéu chinh sé lugng phong theo nhu cau thi truong. Moi
quan hé v&i nhém nha cung cip nay thuong duoc xay dung trén co sé hop tac ngan han
hozc theo muia, tap trung vao viéc tdi uu cong suat phong va gia ting hiéu qua khai thac
cho ca hai bén.

Bén canh dé, cic nha cung cap dich vu an udng va F&B ciing 1a mét mat xich quan
trong trong chudi van hanh caa Haviland House. Cac d6i tac cung cap thuc pham, dd
udng va dich vy an udng hd tro gitp doanh nghiép dap tng nhu cau co ban cua khéch
lwu tra, d6ng thoi gia ting gia tri dich vu téng thé. Viéc hop tac véi cac nha cung cap
F&B uy tin, dam bao chat lugng va an toan vé sinh thyc pham gop phan nang cao muc
do6 hai long va trai nghiém cua khach hang.

2.2.2 Moi truwong vi mo
2.2.2.1. Yéu té kinh té

Trong bdi canh nén kinh té Viét Nam tiép tuc phat trién, nganh cho thué cin ho va
dich vu luu tra dang c6 nhiéu diéu kién thuan loi dé ting truong manh mé. Nam 2024,
tang truong GDP cua Viét Nam dat khoang 7,09%, gop phan nang cao thu nhap va kha
nang chi tiéu ctia nguoi dan ciing nhu du khach, tir d6 thiic day nhu cau thué can ho luu
trd ngan han va dai han.

Sy phat trién nhanh chong caa thanh phé Pa Ning va tinh trang gia ting mat d6 dan
cu da tao nén con sbt vé nhu cau nha ¢ va thué tro tai Pa Nang. Trong xu huéng nhu
cau nhiéu hon ngudn cung, gia nha tro ting cao, cac nha dau tu thudc linh vuc bat dong
san phong tro dang c6 co hdi phat trién kinh doanh vo cling tiém nang va hap dan.

Trong nhimg nim gan diy, Pa Ning da c6 nhitng ting trudng manh mé, khang dinh
vi thé 1a mot thanh phé kinh té - du lich trong diém cua khu vuc mién Trung - Tay
Nguyén. Vé6i dinh hudng phat trién thanh dé thi thdng minh va bén vitng ciing tai nguyén
du lich phong pht, Pa Nang khong chi hap dan du khach ma con thu hat lugng I6n dan
cu va ngudi lao dong dén an cu lac nghiép. Piéu nay di khién nhu cau thué phong tro
Pa Ning gia ting dang ké, dic biét 12 vao thoi diém nhap hoc, khi hang ngan sinh vién
can tim kiém chd & phu hop.
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Theo béo céo cua Cuc Théng ké TP. Pa Nang, trong 10 thang nam 2024, tong luot
khach do céc co s6 luu tra phuc vu ude dat gan 9,3 triéu luot, ting 31,7% so véi cling
ky ndm 2023. Trong d6, luong khéach quéc té uéc dat gan 3,5 triéu luot, ting 31,2%.
Bén canh d6, GRDP cua thanh phd Pa Ning udc ting 6,5% vao dau thang 9 nam 2024.
Nhitng con s6 nay cho thay su phuc hdi va ting truang tich cuc cua nganh du lich — dich
vu, tao nén tang thuan loi cho sy phéat trién cua thi truong thué can ho luu tra tai Pa
Nang.

Ngoai ra, mit bang I&i suat on dinh trong khoang 3,0% — 4,5% giGp doanh nghiép
kiém soat chi phi str dung vdn hiéu qua, dong thoi tao diéu kién tiép can cac ngudn vén
dé dau tu, phat trién du an va mo rong danh muc san pham.

Bén canh do, ty gia 6n dinh gitta d6ng Viét Nam va cac ngoai t& manh gop phan duy
tri stc hap dan cua Pa Ning ddi véi khach du lich qudc té, chuyén gia nudc ngoai va
nguoi lao dong ngoai qudc dang sinh séng, 1am viéc tai thanh phé. Khi chi phi luu trd
va sinh hoat duoc danh gia 1a hop ly so véi thu nhap bang ngoai té, nhu cau thué cin ho
dai han, can ho dich vu va khach san c6 xu hudng gia ting, tir d6 thac day cong suat
khai thac va doanh thu caa cac doanh nghiép bat dong san luu tru.

Nhin chung yéu té kinh té dang tao ra méi trudng thuan lgi cho sy phét trién caia nganh
cho thué can ho luu tra tai Pa Nang. Diéu nay khdng chi gop phan gia ting nhu cau thué
va dau tu, ma con hd trg doanh nghiép ti uvu dong vdn, kiém soét chi phi va nang cao
hiéu qua kinh doanh, déng thoi cang ¢ sic hap dan cua thi truong d6i véi ca khéch
hang trong nudc va qudc té.
2.2.2.2. Yéu té Chinh trj - Phap ludt

Viét Nam c6 méi trudng chinh tri — xa hoi on dinh, tao nén tang thuan loi cho cac hoat
dong dau tu va kinh doanh dai han, dic biét trong linh vuc bat dong san va dich vu luu
trd. Su 6n dinh nay gitp doanh nghiép giam thiéu rui ro vé bién dong chinh sach, dong
thoi gia ting niém tin cta nha dau tu, cha so hitu bat dong san va cac dbi tac hop tac
kinh doanh.

Vé mit phap luat, hoat dong kinh doanh can ho cho thué va dich vu luu tra tai Viét
Nam chiu su diéu chinh caa nhiéu bo luat va van ban phép ly quan trong nhu Luat Du
lich 2017, Luat Doanh nghiép 2020, Luat Nha & 2014 theo nghi dinh 99/2015/NDb-CP,
Luét Xay dung 2014 (stra doi, bd sung 2020), Luat Phong chay va Chira chay theo nghi
dinh 136/2020/ND-CP cung cic quy dinh lién quan dén an ninh trat ty va quan 1y cu tra
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Luat Cu tra 2020, thong tu 55/2021/TT-BCA. Theo dd, doanh nghiép phai dang ky
nganh nghé kinh doanh phi hop, dam bao diéu kién vé co s& vat chat, tiéu chuan phong
&, vé sinh moi trudng, an toan cho ngudi thué va thuc hién day di nghia vu khai bao luu
tra, dac biét d6i voi khach nude ngoai.

Bén canh dé, cac co so kinh doanh luu trt bat budc phai dap ang diéu kién vé an ninh
trat tu, xin gidy ching nhan dua diéu kién hoat dong, phdi hop véi co quan chirc ning
trong cong tac quan 1y cu tra va phong ngira cac hanh vi vi pham phap luat. Bong thoi,
quy dinh v& phong chay chita chay yéu cau doanh nghiép trang bi day du hé théng
PCCC, 16i thoat hiém, bién béo an toan, t6 chirc kiém tra dinh ky va tap huin ky ning
PCCC cho nhan vién nham dam bao an toan tinh mang va tai san cho khach thué.

Ngoai ra, doanh nghiép con phai tuan thii cac quy dinh vé thué, bao vé quyén lgi ngudi
tiéu ding va bao mat thong tin khach hang theo Luat Quan ly thué 2019 va cac van ban
lién quan. Mac du hé thong quy dinh phap luat ngay cang chat ché lam gia ting chi phi
tuan thu va yéu cau ning luc quan ly chuyén nghiép hon, nhung ddng thoi ciing gop
phan tao ra méi truong canh tranh 1anh manh, loai bo cac co sd kinh doanh nhé 1¢, thiéu
tiéu chuan. Nho d6, nhitng doanh nghiép hoat dong bai ban, minh bach va cé hé thong
quan Iy tét nhu Haviland House s& ¢d loi thé canh tranh rd rét va diéu kién phat trién
bén viing trong dai han.
2.2.2.3. Yéu té Vin héa — Xa hgi

Xét vé phuong dién vian hoa — xa hoi, Pa Nang dugc danh gia 1a mot trong nhiing
thanh phd dang séng hang dau Viét Nam, véi méi trudng sdng an toan, trat tu xa hoi on
dinh va ha tang d6 thi ngay cang hoan thién, thu hit nguoi dan trong nudc, chuyén gia
va nguoi nude ngoai dén sinh séng va lam viéc 1au dai. Thanh phd nay dugc dinh huéng
phét trién trg thanh do thi loai dic biét, voi dan s dy kién vuot 1,5 triéu ngudi vao nam
2030 — cao hon mirc khoang 1.1 triéu ngudi theo théng ké diéu tra dan sé trude day, cho
thay toc do tang dan s6 nhanh kéo theo nhu cau nha & I6n hon trong tuwong lai gan.

Pa Nang ciing chiring kién nhu cau bat dong san ting manh trong nhimg nim gan day.
Nhu cau thué cin ho khong chi dén tir khach du lich trong nuéc va qudc té ma con tir
cong dong chuyén gia, lao dong trinh d6 cao, ngudi lao dong di cu va cong dong ngudi
nudc ngoai ua chudng mdi truong séng chat luong cao. Theo khao sét thi truong, ty Ié
ngudi nudc ngoai chon thué cin ho tai Pa Nang ting kha manh, va phan khuic can ho
cao cap co ty 18 lap day tét hon nhiéu so véi cac khu vuc khéc trong thanh phd.

27



Sy gia tang s6 luong cu dan tam tra va cu tri dai han kéo theo nhu cau thué cin ho
ngay cang da dang va ¢ tidu chuan cao hon. Khach hang hién nay khong chi quan tam
dén gia thué ma con dac biét chl trong dén chét lugng khong gian séng, tién ich noi khu,
an ninh va cac dich vu hé trg nhu don phong, giat 13, bao tri ki thuat va cham soc khach
hang. Do do6, cac mo6 hinh can ho dich vu, can ho cho thué chuyén nghiép va quan ly
theo tiéu chuan ngay cang dugc wa chudng, dic biét tai cac khu vuc trung tam, ven bién
va noi tap trung déng cong dong qudc té sinh sdng va lam viéc.

Bén canh d6, 16i séng hién dai va xu huéng 1am viéc linh hoat (work-from-home) cting
v6i nhu cau can bang gitra cong viéc va cudc séng (work-life balance) cang thuc day
ngudi thué vu tién nhitng khéng gian séng chat luong va tién ich phd hop, dac biét doi
v6i nhom lao dong tré va chuyén gia. Pa Nang vai loi thé vé khung canh thién nhién,
bi bién, va nhip séng khdng qua ap luc 12 moi truong 1y tudng dé thu hit nhém khéch
hang nay, tao diéu kién mé rong tép khach hang tiém ning va thic day nhu cau thué cin
ho dai han trong dai han.
2.1.2.4. Yéu té6 Cong nghé

Cong nghé dang ngay cang tac dong rd rét va sau rong dén hoat dong kinh doanh cua
doanh nghiép trong linh virc cho thué cin ho va dich vu luu tra. Su phéat trién manh mé
ctia cdng nghé s6 va cac nén tang dat phong truc tuyén nhu Booking, Agoda, Facebook,
TikTok, Cho Tt va cac kénh mang x& hoi khac di tao diéu kién cho doanh nghiép tiép
can khach hang trong nudc va qubc té mot cach nhanh chéng, thuan tién va tiét kiém chi
phi. Thong qua cac nén tang nay, doanh nghiép khdng chi ma rong pham vi tiép can thi
trrong ma con gia taing mirc d6 nhan dién thuong hiéu, cai thién kha nang canh tranh va
tdi wu doanh thu, dac biét trong cac giai doan cao diém du lich.

Bén canh d6, viéc tng dung cac phan mém quan 1y chuyén nganh nhu phan mém quan
ly khach san — cian ho (PMS), quan ly hop dong thué va hé thong quan tri quan hé khéch
hang (CRM) d3 gdp phan nang cao hiéu qua van hanh va chat lwong dich vu. Cac phan
mém nay gilp doanh nghiép quan ly théng tin khach hang, tinh trang phong, doanh thu,
chi phi va lich thué mot cach chinh xac, minh bach va dong bé, tir d6 giam thiéu sai sét,
tiét kiém thoi gian va nhan luc trong qua trinh quan ly.

Ngoai ra, viéc trién khai quy trinh s héa trong van hanh nhu check-in/check-out tu
dong, thanh toan dién tir khéng ding tién mat va hd trg khach hang truc tuyén gidp nang
cao trai nghiém nguoi thué, dap trmg xu hudng tiéu dung hién dai va gia tang mtrc do
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hai long cua khach hang. Nhirng tién ich nay dac biét phu hop véi nhom khéch tré, khach
qudc té va khach thué dai han c6 yéu cau cao vé sy nhanh chéng, tién lgi va chuyén
nghiép.

Tuy nhién, yéu té céng nghé ciing dit ra khong it thach thirc cho doanh nghiép, bao
gom chi phi dau tu ban dau, yéu cau vé ning luc quan Iy hé thong, bao mat di liéu khach
hang va kha ning thich tng nhanh véi si thay d6i cia cdng nghé. Do d6, viéc tng dung
cdng nghé mot cach hop 1y va hiéu qua déng vai trd then chdt, giup doanh nghiép téi wu
hoa hoat dong kinh doanh, nang cao ning luc canh tranh va dap tng ngay cang tét hon
nhu cau da dang cua khach hang trong béi canh chuyén d6i sb hién nay.
2.2.2.5. Yéu té Ty nhién

Da Ning so hitu nhiéu lgi thé tu nhién noi bat véi vi tri dia Iy ven bién, canh quan
thién nhién da dang bao gdm bién, séng, ndi va hé sinh thai phong phu. Nhitng yéu tb
nay tao diéu kién thuan loi cho sy phat trién caa nganh du lich va dich vu luu tra, dong
gop truc tiép vao thi truong can ho cho thué khi thanh phé thu hat lwgng khach Ién ca
trong nudc va quoc té. Trong 11 thang dau nim 2025, Pa Ning don khoang 16,5 triéu
luot khach, ting gan 19% so véi cung ky nam trude, trong d6 phan 16n 1a khach luu tra
tai co so luu tra dia phuong — yéu té thuc day nhu cau thué can ho ngan han va dai han
tai thanh pho.

Tuy nhién, bén canh céc loi thé, diéu kién tu nhién tai Pa Néing ciing tiém an nhiéu
rai ro, dac biét 1a tac dong cua bién ddi khi hau va thoi tiét cuc doan. Khu vuc mién
Trung néi chung va Pa Nang noi riéng thuong xuyén chiu anh huong cia bio, mua 16n
va ngap lut theo mua, gay anh huang toi co so ha tang, hoat dong kinh doanh luu trii va
chi phi bao tri cac cong trinh. Dit liéu nghién ctru cho thay tan suat va cudng do cia cac
hién twong nhu bdo va lii c¢6 xu hudng ting do bién doi khi hau, doi hoi cac bién phap
thiét ké cong trinh phi hop va dau tu vao hé théng chng ngap, chong bao dé ¢am bao
an toan cho khach thué va tai san.

Ngoai ra, xu hudng phat trién bén viing va bao vé moi trudng dang ngay cang duoc
khach hang quan tim. Khach thué, dac biét 13 khach qudc té va nhom lwu tra dai han,
ngdy cang wu tién lya chon cac co sé luu tra than thién véi méi truong, tiét kiém ning
luong va stir dung cac giai phap xanh. Do d6, doanh nghiép trong linh vuc can hd luu tra

can ap dung cé4c bién phap nhu tiét kiém niang lwong, phan loai rac thai, sir dung vt liéu
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than thién véi moi truong va nang cao y thuc bao vé méi treong cho nhéan vién va khach
thué dé gia tang stc hat, ddng thai phi hop vai yéu cau phét trién bén viing.

Nhin chung, yéu té tu nhién vira mang lai co hoi théng qua loi thé canh quan va moi
truong song chit luong, vira dit ra thach thic vé rai ro thién tai va yéu cau phat trién
bén ving. Viéc thich tng hiéu qua véi diéu kién tu nhién va chd trong dén yéu tb moi
truong s& giup doanh nghiép kinh doanh can ho luu trt tai Pa Nang nang cao hinh anh
thuong hiéu, ting kha nang canh tranh va phat trién 6n dinh trong dai han.

2.3. Céc ngudn lwe ciia cong ty C6 phin Haviland dnh huwéng dén hoat dong kinh
doanh
2.3.1. Co sé vt chat

'.,W 4 &"-‘,
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Hinh 2.3: Hinh co sé vt chat Cong ty Haviland House
Cong ty Co phan Haviland House c6 hé thong co so vat chat twong d6i day da va dugc
dau tu phu hop véi dic thu hoat dong trong linh vuc cho thué va quan ly bat dong san.
Tru so chinh cia cong ty dit tai 193 Nguyén Vin Linh, quan Hai Chau, TP. Pa Nang —
tuyén dudng trung tam, thuan lgi cho viéc giao dich, tiép khach va diéu phi hoat dong
kinh doanh. Bén canh d6, cong ty con bo tri cac chi nhanh tai cac quan trong diém nhu
Ngii Hanh Son, Son Tra, Hoa Xuan va Lién Chiéu, giip mé rong pham vi hoat dong va
tiép can khach hang hiéu qua hon. Dién tich sir dung cua tru sé va cac chi nhanh dao
dong tir 60 m? dén 100 m2, dap @ng nhu cau lam viéc, tiép khach va van hanh bo may
quan ly.
Co so vat chat phuc vu hoat dong 1am viéc va kinh doanh cia cong ty dugc thé hién cu

thé nhu sau:
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BANG 2.2: BANG CO SONVAT CHAT CUA CONG TY

STT [MAY MOC SOLUGNG |STT |MAY MOC SO LUGNG
1 |May tinh 200 12 |May anh 3

2 May in 100 13 Tripod 1

3 |Banghé 300 14 Hé thong dén 150
4 |Kg, ti dung hd so 55 15 Lavabo 16
5 May quat 100 16 Toilet 16
6 |Pbiéu hoa 30 18 Ban ghé sofa 4

7 |Tulanh 10 19 Thiét bi bao chay 50
8  |Lo visong 5 20 |May chiéu 4

9 May loc nude 5 21 Camera an ninh 30
10 |Tivi 5 22 Binh chira chay 35
11 |Bang tring 3

(Nguon: Phong HCNS cua Cong ty Cé phan Haviland House)

Qua bang co s vat chat cho thay Haviland House duoc trang bi day du céc thiét bi
vian phong va thiét bi phuc vu van hanh cin ho cho thué. S4 lugng I6n may tinh, may in,
ban ghé, ti hd so phan anh quy mé nhan sy tuong d6i va khéi luong cong viéc hanh
chinh — kinh doanh cao, phu hgp vai mé hinh doanh nghiép quan 1y nhiéu cin ho va chi
nhanh.

Bén canh d6, cong ty ciing dau tu dang ké vao céc trang thiét bi phuc vu méi truong
lam viéc va sinh hoat cho nhan sy nhu diéu hoa, hé théng dén chiéu sang, ban ghé,
lavabo, toilet va cac thiét bi dién co ban. Viéc trang bi day du cac thiét bi nay gop phan
tao diéu kién 1am viéc thuan loi, dam bao sic khoe, su thoai mai va nang cao hiéu suat
lam viéc cua doi ngli nhan vién trong qua trinh thyc hién nhiém vu.

Ngoai ra, viéc trang bi camera an ninh, thiét bi bdo chay va binh chira chay véi sé
lugng 16N thé hién su chl trong cua cong ty dén an toan, phong chay chira chay va quan
ly riii ro, ddy 13 yéu cau quan trong trong linh vuc kinh doanh can ho luu tra. Cac thiét
bi hd tro marketing va quan 1y nhu may anh, tripod, may chiéu ciing cho thay Haviland

House quan tim dén hoat dong truyén thong, dao tao va gigi thiéu san pham.
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Nhin chung, co s vat chit caa Cong ty Co phan Haviland House mang dic trung cua
doanh nghiép quan ly va van hanh can ho cho thué theo hudng chuyén nghiép, dap trng
tdt yéu cau lam viéc noi bo, kinh doanh, quan Iy tai san va nang cao chat luong dich vu
cho khach hang.

2.3.2. Ngudn nhén lyuc
BANG 2.3: BANG PHAN TICH NGUON NHAN LUC CONG TY TU NAM 2023 -

) Sé : Ty 1é | Chénh | T1é | Cchénn| T916 |
S6 lwong | TF 16 % T§16 % | S6 lwong [ © yle yle
OB | AV €T yeme | Y [POM™8 0 | téen | % | 16en | %
Tong lao
aagng 250 | 100% | 300 | 100% | 400 | 100% | so | 20% | 100 [3333%
| 1. Theo gi¢i tinh
Nam 2023 Nam 2024 Nam 2025 2024/2023 2025/2024
Nam 138 | 55.2% | 175 |5833% | 212 | 53% | 37 |2881%| 37 |21.14%
Nir 112 | 448% | 125 |4167% | 188 | 47% | 13 |11.61%| 63 | 50.4%
2. Theo trinh d6 hoc vin
Nam 2023 Nam 2024 Nam 2025 2024/2023 2025/2024
CP/Tr
hﬂlc""g 95 38% | 110 |3667% | 150 |375%| 15 [1579%| 10 |3636%
PH/SauPH| 110 | 44% | 135 | 45% 180 | 45% | 25 [22.73%| 45 [3333%
Phé théng | 45 18% | 55 [1833%| 70 |175%| 10 [2222%| 15 [27.27%
3. Do tudi
Nam 2023 Nam 2024 Nam 2025 2024/2023 2025/2024
Dwsi2s | 115 | 46% | 135 | 45% 153 [3825%| 20 [17.39%| 18 |1333%
Tir 25-35 80 32% | 96 32% 146 |[365%| 16 | 20% | s0 |s52.08%
Tir 35-45 32 | 128% | 43 |1433% | s6 14% | 11 |[2438%| 13 | 3023
Trém 45 23 92% | 26 | 867% | 45 [1125%| 3 [13,04%| 19 | 7308

(Nguén: Phong HCNS ciza Cong ty Co phan Haviland House)

Ngudn nhan lyc cia doanh nghiép trong giai doan 2023-2025 ¢6 Sy tang truong on
dinh vé sé lwgng ma con ¢6 sy chuyén bién rd rét vé chit luong, phan anh chién luoc
phét trién bén viing cua doanh nghiép. Tong sé lao dong ting tir 250 ngudi (vao nim
2023) 1én 300 nguoi (nam 2024) va dat dén 400 ngudi (nim 2025), véi toc do ting
truong lan luot 1a 20,00% va 33,33%. Diéu nay cho thay doanh nghiép dang mé rong
quy md hoat dong manh mé, dong thoi nhu cau ngudn nhan luc ngay cang ting cao dé
dap g sy phét trién kinh doanh cua doanh nghiép.

Vé co cau giai tinh, lyuc lugng lao dong nam ludn chiém ty trong cao hon nit, tuy nhién
su chénh léch khong qua 16n va cho thiy su can ddi hop 1y, ty 1& lao dong nix da ting
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dang ké trong nam 2025 (ting 50,44% so v&i ndm 2024), cho thay doanh nghiép di khai
thac hiéu qua nguon nhan luc nit. Bidu ndy gop phan tao nén moéi truong lam viéc da
dang, linh hoat va sang tao hon.

Xét vé trinh d6 hoc van, lao dong cé trinh 6 Pai hoc/ Sau Pai hoc va Cao dang/ Trung
cap chiém ty trong chii yéu va c6 xu hudng ting qua cic nam. Cy thé nhom Pai hoc
lubn duy tri & mic 44-45%, trong khi nhom Cao dang thi dao dong ¢ quanh mirc 36-
38%. Piéu nay cho thiy doanh nghiép dang uu tién tuyén dung va phat trién nguon nhan
lyc ¢6 trinh d6 chuyén mén cao, nham nang cao hiéu qua cong viéc va ning luc canh
tranh. Trong khi d6, lao d6ng phé thong lai chién mot ty 18 khé 1a thap (khoang 17-18%)
va tang nhanh, phu hop véi xu thé tu dong hoa va chuyén nghiép héa trong hoat dong
cua doanh nghiép.

Vé co cdu d tudi, luc luong lao dong tré dudi 35 tudi chiém mot ty trong kha 1a Ion,
dac biét & nhom tudi dudi 25 va tir 25-35 tudi. Nhom tir 25-35 tudi ¢ mirc ting truang
manh nhat trong ndm 2025 (ting 52,08% so v4i ndm 2024), da cho thiy doanh nghiép
dang tap trung vao ngudn nhan lyc ¢ kinh nghiém nhat dinh nhung van phai dam nao
su ning dong va kha ning chuyén mén, thich ing cao. Bén canh dé, nhom tudi trén 35
tudi, dc biét I trén 45 tudi chiém ti 1é nhé nhung van ting truéng, gop phan dam bao
dugc tinh 6n dinh cho doanh nghiép.

Nhin chung, co ciu ngudn nhan luc caa doanh nghiép dang duoc xay dung theo chiéu
huéng hop 1y, can dbi giita cac yéu tdi nhu gidi tinh, trinh d6 chuyén moén ciing nhu do
tudi lao dong. Su két hop giira luc luong lao dong tré, ning dong va doi ngii nhan sy c6
kinh nghiém di tao nén nén tang viing chac cho hoat dong san xuét kinh doanh. Pdng
thoi, xu hudng nang cao chat luong nguon luc thong qua trinh do hoc van va k¥ nang
chuyén mén ciing 13 yéu té quan trong gitp doanh nghiép nang cao ning luc canh tranh
va phat trién bén viing trong tuong lai.

2.3.3. Nguon lyc tai chinh va két qua hoat dong kinh doanh ciia Céng ty C6 phin
Haviland House tir nam 2023 -2025
2.3.3.1 Bang doanh thu va nhdn xét
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BANG 2.4: BANG DOANH THU VA KET QUA KINH DOANH CUA HAVILAND HOUSE GIAI POAN 2023-2025

(Mdng can hg cho thué)
Chi tiéu 2023 2024 2025 Chénh léch nam 2024/2023 Chénh léch nam
2025/2024

Giatri Titrong Gia tri Ti trong
Doanh thu ban hang va 10.847.916.322 17.345.246.728 19.984.672.359 6.497.330.406 59,89% 2.639.425.631 | 15,22%
CCbhV
Doanh thu thuan vé ban hang | 10.847.916.322 17.345.246.728 19.984.672.359 6.497.330.406 59,89% 2.639.425.631 | 15,22%
va CCDV
Gia von ban hang 320.000.000 370.000.000 426.452.300 50.000.000 15,63% 56.425.300 | 15,26%
Loi nhuan gop 10.527.916.322 16.975.246.728 19.558.220.059 6.497.330.406 61,24% 2.582.973.331 | 15,21%
Chi phi tai chinh 200.000.000 100.000.000 114.387.000 -100.000.000 -50% 14.387.000 | 14,39%
Chi phi ban hang 987.700.797 3.705.017.853 4.344.896.721 2.717.317.056 | 275,12% 639.878.868 | 17,27%
Chi phi quan ly doanh nghiép 1.470.000.000 1.470.000.000 1.648.536.800 6.000.000 0,00% 172.536.800 | 11,69%
Loi nhuan thuan tir HDKD 7.864.215.525 11.694.228.875 13.450399.528 3.830.013.350 48,70% 1.756.170.663 | 15,02%
Thu nhap khac 553.404.785 823.945.603 956.872.147 270.540.818 48,98% 132.926.544 | 16,14%
Chi phi khac 492.320.450 624.735.000 701.120.860 132.414.550 26,90% 76.385.860 | 12,22%
Loi nhuan khac 61.084.335 199.210.603 255.751.287 138.126.268 | 226,12% 56.540.684 | 28,40%
Loi nhuan ké toan trwéc thué | 7.925.299.860 11.893.439.478 13.706.150.825 3.968.139.618 50,07% 1.812.711.347 | 15,24%
Thué TNDN 1.585.059.972 2.378.687.896 2.698.812.345 793.627.924 50,07% 320.124.449 | 13,45%
Loi nhuan sau thué 6.340.239.888 9.514.751.582 11.007.338.480 3.174.511.694 50,07% 1.492.586.898 | 15,69%

(Nguon: Phong HCNS cia Cong ty Co phan Haviland House)
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Duya trén bang sd liéu va doanh thu va két qua kinh doanh ctia Cong ty Haviland giai
doan 2023-2025, c6 thé nhan thiy rang:

Doanh thu ban hang va cung cap dich vu ctia doanh nghiép ting truéng manh mé qua
cac nam. Cu thé, doanh thu nim 2023 dat 10.847.916.322 dong va dén nim 2024 da
tang 1én 17.345.246.728 ddng (ting 59,89%), va tiép tuc dat 19.984.672.359 dong vao
nam 2025 (tang 15,22% so véi ndm 2024). Muc dd tdng trudng cao va manh mé cua
nam 2024 cho thay sy burt pha rd rét trong hoat dong kinh doanh. Trong khi nam 2025
van dang duy tri da tang truéng nhung lai ¢6 xu hudéng 6n dinh hon.

Pang chu y, doanh nghiép khong phat sinh cac khoan giam trir doanh thu trong ca 3
nim, cho thdy chit lugng doanh thu t6t, hoat dong ban hang hiéu qua va it gip rii ro
vé hang tra lai hay chiét khau thuong mai hién nay.

Vé chi phi, gia von ban hang ting déu qua cac nim nhung téc do ting thap hon so
v6i doanh thu (chi khoang 15-16% mdi nam), diéu nay giup loi nhuan gop ting truong
manh. Loi nhudn gép nam 2024 ting 61,24% so voi ndm 2023 va nam 2025 tang
15,21% da phan anh kha niang kiém soat chi phi dau vao kha 1a tot ciia doanh nghiép.

Chi phi tai chinh bién dong nhe va khong dang ké, tham chi giam xudng trong nim
2024 (-50%), cho thay doanh nghiép c6 thé da toi vu hda ngudn vén hodc giam ap luc
vay tién. Tuy nhién, chi phi ban hang ting manh, dic biét nim 2024 tang t6i 275,12%,
cho thdy doanh nghiép diy manh hoat dong marketing, mé rong thi truong hodc chi
phi cho d6i ngii kinh doanh. Chi phi quan 1y doanh nghiép ting nhung & muic do 6n
dinh (khoang 11-12%), thé hién sy kiém soat hop 1y trong van hanh.

Loi nhuan thuan tir hoat dong kinh doanh tang trudng tich cuc qua ting nam, tir
7.864.215.525 dong (2023) 1én 11.694.228.875 dong (2024) va dat 13.450.399.528
ddng (2025), v6i mire ting trudng twong tmg 13 48,70% (2024) va 15,02% (2025). Diéu
nay cho thay hoat dong cot 18i ciia doanh nghiép dang phat trién hiéu qua va bén viing.

Lo1 nhudn khac cling ting manh, dic bi¢t ndm 2024 tang to1 226,12%, gbp phﬁn cai
thién dang ké tong loi nhuan trudc thué. Loi nhuan ké toan trude thué va sau thué déu
tang truong 6n dinh (trén 50% nam 2024 va khoang 15% nam 2025), ching t6 doanh
nghiép khong chi ting truéng vé quy md ma con nang cao hiéu qua sinh 10i.

2.3.3.2 Bang cdn doi ké todn va nhdn xét
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BANG 2.5: BANG CAN POI KE TOAN CONG TY HAVILAND HOUSE GIAI POAN 2023-2025 (Mdng cin ho cho thué)

Chi tiéu 2023 2024 2025 Chénh léch 2024/2023 Chénh léch 2025/2024
Giatri | Titrong Gia tri | Titrong
TAI SAN
I. Tai san ngin han 5.194.705.735 6.636.176.457 7.867.420.822 1.441.470.722 | 27,75% 1.231.244.365 | 18,55%
1. Tién va CKTDT 2.625.390.443 2.252.348.756 2.687.259.244 -373.041.687 | -14,21% 434.910.488 | 19,33%
2. Cac khoan phai thu NH 853.644.742 853.372.381 920.865.308 -272.361 -0.03% 67.492.927 7,91%
3. Pau tu ngan han 1.187.350.100 2.605.720.320 2.921.601.316 1.418.370.220 | 119.46% 315.880.996 | 12,13%
4. Tai san ngan han khac 528.320.450 924.735.000 1.337.694.954 396.414.550 75,03% 412.959.954 | 44,94%
I1. Tai san dai han 2.258.135.398 4.104.105.122 5.043.571.738 1.845.969.724 | 81,75% 939.466.616 | 22,89%
1. Tai san cb dinh 678.680.426 879.562.348 1.153.278.411 200.881.922 29,60% 273.716.063 | 31,14%
Nguyén gia 678.680.426 879.562.348 1.153.278.411 200.881.922 29,60% 273.716.063 | 31,14%
Hao mon lity ké -339.289.314 -226.204.186 -282.205.313 113.085.128 | -33,33% -55.999.127 | 24,76%
2. BDS dau tu 884.890.653 1.962.220.197 2.304.618.232 1.117.329.545 | 132,25% 342.398.127 | 17,45%
3. Tai san dai han khac 734.564.320 1.262.322.577 1.585.675.095 527.758.257 71,85% 342.398.035 | 17,45%
TONG TAI SAN 7.452.841.133 10.740.281.579 12.910.992.560 | 3.287.440.446 | 44,11% 2.170.710.981 | 20,23%
NGUON VON

I. No phai tra 4.906.704.430 7.769.923.618 0.863.604.271 | 2.963.219.188 | 60,39% 1.553.680.653 | 19,72%
1. No ngin han 3.546.704.430 6.509.923.618 7.807.266.384 | 2.963.219.188 83,55% 1.297.342.766 | 19,94%
Phai tra nguoi ban ngan han 536.428.754 855.482.441 1.022.118.367 319.053.687 59,48% 166.635.926 | 19,47%
Vay va no thué TCNH 200.000.000 100.000.000 118.690.573 -100.000.000 | -50,00% 18.690.573 | 18,69%
Phai tra nguoi lao dong 2.463.700.797 5.181.017.853 6.122.732.829 | 2.717.317.056 | 110,29% 941.711.976 | 17,17%
Phai tra ngin han khac 326.574.879 353.423.324 408.897.615 26.848.445 8,22% 55.474.291 | 15,69%
Quy khen thuéng va phc loi 20.000.000 20.000.000 26.823.607 0 0,00% 6.823.607 | 34,12%
2. No dai han 1.360.000.000 1.360.000.000 1.616.337.887 0 0,00% 256.337.887 | 18,85%
I1. Von chi sé hieu 2.546.136.703 2.870.357.961 3.487.388.289 324.221.258 | 12,73% 617.030.328 | 21,48%
1. Vén chu so hitu 2.546.136.703 2.870.357.961 3.487.388.289 324.221.258 12,73% 617.030.328 | 21,48%
Vbn gop cua chu so hitu 2.000.000.000 2.000.000.000 2.000.000.000 0 0,00% 200.000.000 | 10,00%
LNST chua phan phoi 546.136.703 870.357.961 1.287.388.289 324.221.258 59,37% 417.038.328 | 47,90%
TONG NGUON VON 7.452.841.133 10.740.281.579 12.910.992.560 3.287.440.446 | 44,11% 2.170.710.981 20,235

(Nguon: Phong HCNS cia Cong ty Co phan Haviland House)




Dua trén bang can ddi ké toan ctua Cong ty Haviland giai doan 2023-2025, c6 thé dua
ra nhan xét chi tiét nhu sau:

Téng tai san ctia doanh nghiép ting trudng manh qua cic nam, tir 7.452.841.133 dong
(nam 2023) 1én dén 10.740.281.579 ddng (nam 2024) twong Gng tang 44,11% va tiép
tuc dat 12.910.992.560 ddng (nam 2025), ting thém 20,23%. Diéu ndy phan anh quy
mo hoat dong cuia doanh nghiép dang mé rong kha ro rét, di kém vdi viéc gia tang
ngudn lyc phuc vu kinh doanh.

V& co cAu tai san, tai san ngin han chiém ty 18 trong 16n va ting déu qua cac nim.
Niam 2024 ting 27,75% so véi nam 2023 va nam 2025 tiép tuc ting dén 18,55%. Trong
d6, dau tu ngén han tadng manh (dédc biét nam 2024 tang 119,46%) da cho théy doanh
nghiép c6 xu hudng tan dung ngudn vén nhan rd dé dau tu sinh loi trong tai san ngan
han. Tién va cac khoan twong duong co su bién dong: giam trong nim 2024 (-14,21)
nhung tang tro lai trong nam 2025 (19,30%), phan anh su diéu chinh linh hoat trong
quan 1y dong tién. Cac khoang phai thu ngin han va tai san ngan han khac ciing ting
1én, cho thdy doanh nghiép md rong hoat dong tin dung thwong mai va quy mé kinh
doanh.

Tai san dai han tang truéng manh hon tai san ngén han, dic biét nam 2024 tang to1
81,75%. Trong do, tai san cb dinh ting déu qua cac nim (khoang 29-31%), ching to
doanh nghiép dau tu thém vao cac co s& vat chit, trang thiét bi phuc vu hoat dong,
Péng cha ¥, bat dong san dau tu dai han nham da dang nguén thu va nang cao gia tri
tai san.

Vé ngudn von, ng phai tra chiém ty trong 16n va ting nhanh, dic biét nam 2024 ting
dén 60,39%. Trong d6, no ngan han chiém phan 16n va ting manh (83,55% niam 2024),
chu yéu do ting cac khoan tra ngudi lao dong va phai tra ngan han khac. Piéu nay cho
thiy doanh nghiép dang tan dung ngudn von chiém dung dé phuc vu hoat dong kinh
doanh. Tuy nhién, vay ng tai chinh khong ting dang ké, tham chi giam trong nam 2024,
cho thdy doanh nghiép han ché phu thudc vao vén vay ngan hang.

No dai han duy tri & muc on dinh trong nam 2024 va tang nhe vao nam 2025
(18,85%), g6p phan can ddi lai co cau von. Trong khi d6, vén cha so hitu ting déu qua
cac nam (12,73% nam 2024 va 21,48 nam 2025) cha yéu nhd lgi nhuan sau thué chua
phan phbi ting manh. Diéu niy cho thay doanh nghiép c6 kha ning tich liiy von tdt,
nang cao muc do tu chu tai chinh.
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Nhin chung, tinh hinh tai chinh doanh nghiép trong giai doan 2023-2025 1a tich cuc.
Quy mo tai san va ngudn von déu ting truéng manh, co ciu tai san hop 1y véi su két
hop gitra nga"m han va dai han. Tuy nhién, ty trong ng phai tra, dac bi¢t 1a ng phai tra
tang nhanh ciing 14 yéu t6 doanh nghiép can luu ¥ dé dam bao an toan tai chinh va kha
nang thanh todn trong dai han cua doanh nghiép.

2.4. Thue trang vé quy trinh ban hang tai cong ty Co phin Haviland
2.4.1. Tinh hinh ban hang cia céng ty
BANG 2.6: KET QUA HOAT PONG KINH DOANH CHI NHANH SO GIAO
DICH — KHOI HOUSING NAM 2025

CHITIEU| QuY1 QUY 2 QUY 3 QUY 4 NAM 2025
Téng 728.619.168 | 1.020.066.836 | 1.311.514503 | 1.797.260.615 | 4.857.461.122
doanh thu
Banhang | 649.928.298 | 909.899.617 | 1.169.870.936 | 1.603.156.469 | 4.332.855.320
Van hanh 64.847.106 90.785.948 | 116.724.790 |  159.956.195 |  432.314.039
Khac 13.843.764 19.381.270 24.918.775 34.147.952 92.291.761
Téng chi 468.923.355 | 656.492.297 | 844.061.240 | 1.156.678.810 | 3.126.155.702
phi
Loinhuan | 259.695.813 | 363.574539 | 467.453.263 | 640.581.805 | 1.731.345.420
rong

(Nguon: Phong HCNS cua Cong ty Cé phan Haviland House)
Nhan xét:

Két qua hoat dong kinh doanh nim 2025 cua Haviland House tai chi nhanh S& Giao
Dich — Khéi Housing cho thay su tang truéng 6n dinh ca vé quy mé doanh thu In hiéu
qua loi nhuan, phan anh nang luc to chic ban hang va quan tri doanh nghiép ngay cang
duoc cai thién.

Cu thé, tong doanh thu nam 2025 dat 4.857.461.122 VNP, véi xu hudng ting truong
rd rét qua ting quy. Doanh thu quy 1 dat 728.619.168 VND, sang quy 2 tang 1én
1.020.066.836 VND, quy 3 tiép tuc dat 1.311.514.503 VND va dat dinh vao quy 4 véi
1.797.260.615 VND. Tdc d6 ting trudng ndy cho thay hoat dong ban hang khong chi
duy tri 6n dinh ma con c6 su bt phad manh vao nira cudi nim, phan anh tinh hiéu qua
cua céc chién lwoc marketing va khai thac khach hang.

Xét theo co cau doanh thu, doanh thu tir hoat dong ban hang (cho thué cin ho) dat
4.332.855.320 VND, chiém khoang 89% tong doanh thu. Piéu nay khang dinh hoat
dong cho thué can hd la tru cot chinh trong mo hinh kinh doanh cta doanh nghiép. Trong
khi d6, doanh thu tir hoat dong van hanh dat 432.314.039 VND, dong vai trd bo trg, gilp

38



gia ting gia tri dich vu va nang cao trai nghiém khéach hang. Céac ngudn thu khac chi
chiém ty trong nhoé (92.291.761 VND), khong anh huéng dang ké dén tong thé doanh
thu.

V& chi phi, téng chi phi nam 2025 14 3.126.155.702 VND, ting twong (ng véi quy mo
doanh thu. Tuy nhién, loi nhuan rong dat 1.731.345.420 VND, cho thay doanh nghiép
van duy tri dugc bién lgi nhuan cao va 6n dinh. Viéc loi nhuan ting déu qua cac quy
ching to Haviland House da kiém soét tot chi phi, dong thoi t6i wu hoa quy trinh ban
hang va van hanh.

O goc d6 tdng quan vé hoat dong ban hang, két qua doanh thu dat dugc khong chi xuat
phét tir chién lugc kinh doanh noi bo cua doanh nghiép ma con phan anh mac do phu
hop cuia chién luoc d6 véi quy mé va xu huéng phat trién cua thi truong hién nay. Trong
bdi canh nhu cau thué cin ho tai Pa Ning ngay cang gia ting do qua trinh do thi hoa,
phét trién du lich, gia ting lao dong tré va ngudi nudc ngoai sinh séng, Haviland House
d3 tan dung tét co hdi thi truong dé mé rong hoat dong kinh doanh va khai thac khach
hang hiéu qua.

Bén canh d6, doanh nghiép khong chi tap trung vao mot nhdm khéch hang cé dinh ma
da trién khai khai thac da dang nhiéu phan khic khéch hang khac nhau nhu: nhéan vién
van phong, chuyén gia nudc ngoai, khach hang tré cé nhu cau thué cin ho cao cap, ho
gia dinh nho va khéch thué dai han. Viéc da dang hoa phan khuc gidp doanh nghiép
giam thiéu rai ro phy thudc vao mot nhoém khach hang duy nhat, dong thoi ma rong kha
nang tiép can thi trueong.

Pé khai thac hiéu qua cac phan khuc nay, Haviland House d trién khai dong bé nhiéu
hoat dong ban hang va marketing nhu quang ba san pham trén cac nén tang mang xa
hoi, website, san thuong mai dién tir bat dong san, két hop chay quang céo truc tuyén
nham tiép can khach hang tiém ning nhanh chéng. Ngoai ra, doanh nghiép con xay dung
d6i ngii tu van chuy@n nghiép, chu dong tim kiém khéch hang théng qua telemarketing,
cham soc khach hang cii va phat trién nguon khach hang tir gigi thiéu. Viéc dau tu vao
hinh anh cin ho, dich vy hdu mai va trai nghiém khach hang ciing gép phan nang cao ty
1& chuyén d6i va giir chan khach hang lau dai.

Ngoai yéu t6 thi truong thuan loi, doanh thu ting trudng con cho thay chién luoc ban
hang cua doanh nghiép da duoc trién khai pht hop véi nhu cau thuc té. Quy trinh béan
hang dugc to chtrc kha chit ché tir khau tim kiém khach hang, tu van, thuong luong cho
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dén chim soc sau ban hang, gitp nang cao hiéu qua khai thac khach thué. Piéu nay

chang minh riang két qua doanh thu nam 2025 cta Haviland House 1a hoan toan hop ly,

phan anh dung ning luc ban hang, kha niang thich ¢ng thi truong va hiéu qua trién khai

chién lugc kinh doanh caa doanh nghiép.

BANG 2.7: CO CAU DOANH THU THEO MU'C GIA PHONG NAM 2025 CUA
CHI NHANH SO GIAO DICH — KHOI HOUSING

GIA PHONG TONG DOANH THU
Dudéi 3.5 triéu 524.275.493
Tu 3.5-5trigu 1.165.538.081
Tu5-7tricu 1.074.548.199
Tu 710 tri¢u 827.575.366
Trén 10 triéu 745.251.115

(Nguon: Phong HCNS cua Cong ty Cé phan Haviland House)

Nhan xét:

Co cau doanh thu theo muc gia phong nim 2025 cua S¢ Giao Dich — Khéi Housing
phan anh rd chién lugc phan khic thi trudng va dinh huéng san pham ciaia doanh nghiép.
Cu thé, phan khic gia tir 3,5 — 5 triéu dong/thang chiém ty trong cao nhat véi doanh thu
1.165.538.081 VNP, tuong dwong khoang 24% tong doanh thu. Pay 1a phan khiic ¢o
nhu cau Ién, phi hop véi d6i twong khach hang pho bién nhu ngudi di lam va sinh vién,
d6ng thoi co toe o quay vong khéach nhanh, gitp doanh nghiép duy tri doanh thu 6n
dinh.

Tiép theo 1a phan khic 5 — 7 triéu dong/thang voi doanh thu 1.074.548.199 VND, cho
thay day ciing 1a nhém san pham chu lyc. Phan khic nay vira dam bao muc gia hop 1y,
vira cung cap tién nghi cao hon, phu hop véi khach hang c6 thu nhap kha.

Péi vai phan khic cao cap, nhom gia tir 7 — 10 triéu dong dat 827.575.366 VNP, va
nhom trén 10 triéu dong dat 745.251.115 VND. Mac du khéng chiém ty trong I6n nhat,
nhung day 1a phan khic mang lai gia tri loi nhuan cao trén mdi san pham, dong thoi gop
phan nang cao hinh anh thwong hiéu cia doanh nghiép trén thi truong.

Nguoc lai, phan khic gia thip dudi 3,5 triéu déng chi dat 524.275.493 VND, chiém
ty trong nho nhat. Piéu nay cho thay Haviland House khong tap trung vao thi truong gia

ré ma hudng dén chién luoc phét trién bén viing, wu tién chat luong va gia tri san pham.
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Tong thé, co cau doanh thu theo muic gia phong dugc phan bo tuong déi hop 1y, trong
d6 phan khic trung cap dong vai trd chu luc, con phan khic cao cip dong vai tro gia
tang loi nhuan va dinh vi thuong hiéu.

2.4.2. Céc chinh sach lién quan dén quy trinh ban hang ciia cong ty
2.4.2.1. Chinh sach gia va hinh thuc thanh toan

Chinh s&ch gia va hinh thizc thanh todn 1a mot trong nhitng yéu té quan trong anh huéng
tryc tiép dén cong tac va quy trinh ban hang caa Haviland House. Trong bdi canh thi
truong cho thué cin ho tai Pa Ning dang phat trién manh va ngay cang c6 nhiéu doanh
nghiép bat dong san tham gia canh tranh, viéc xay dung muc gia hop ly cung hinh thic
thanh toan linh hoat gitp doanh nghiép nang cao kha nang canh tranh va thu hat khach
hang hiéu qua hon.

Hién nay, nhu cau thué cin ho dai han tai Pa Ning ngay cang gia ting, dic biét tai cac
khu vuc trung tdm, gan bién va khu vuc tap trung nhiéu khach nuéc ngoai sinh song.
Truéc xu hudng d6, Haviland House di xay dung chinh sach gia phti hop véi nhiéu phan
khtc khach hang khac nhau nhu sinh vién, nguoi di lam, chuyén gia nudc ngoai va
khach hang cao cap. Mic gia cho thué duoc diéu chinh dya trén vi tri cin ho, dién tich,
co s& vat chit va cAc tién ich di kém.

Can ho studio hoac 1 phong ngu co ban c6 muc gia dao dong tir 4.000.000 — 6.000.000
VND/thang, pht hop véi sinh vién va nguoi cd thu nhap trung binh. Phan khac can hd
tam trung dén cao cap c6 gié tir 7.000.000 — 10.000.000 VNB/thang, hudng dén khach
hang cd thu nhap kha va chuyén gia nudc ngoai. Bi véi cin ho cao cap/VIP, mic gia
tir 14.000.000 VND tré Ién, tap trung ¢ cac khu vuc trung tam hozc gan bién véi day du
noi that va tién nghi hién dai.

BANG 2.8: SO SANH GIA CHO THUE CAN HQ CUA HAVILAND HOUSE VOI
THI TRUONG PA NANG GIAI POAN 2023-2025

Phan khuc 2023 2024 2025 Thi trweong 2025
Studio 3,5-5triéu 4 -55triéu 4 -6 triéu 457 triéu
Tam Trung 6 — 8 triéu 6,5 -9 triéu 7-10triéu 8 —12triéu
Cao cap/Vip 12 — 16 triéu 13 — 18 triéu Tir 14 triéu 15 — 25 triéu
(Nguon: Téng hep tir phong kinh doanh Haviland House va khao sat thi triweong cin hé
Pa Nang nim 2025)

Qua bang trén cd thé thay gia cho thué can ho ciia Haviland House c6 xu hudng ting

nhe qua cac nam. Tuy nhién, muc ting nay duoc danh gia 1a hop Iy do nhu cau thué cin
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ho tai Pa Ning ngay cang cao, dong thoi chi phi dau tu co s vat chat, noi that va van
hanh dich vu ciing tang theo thi truong. Mac du vay, khi so sanh véi cac doanh nghiép
cuing phan khic, mic gia cia Haviland House van twong ddi canh tranh va thap hon mat
bang chung & mot s6 phan khiic cin hd.

Céc cin ho cua cong ty déu duoc trang bi day du noi that, tién nghi hién dai, hé théng
an ninh va nam tai céc vj tri thuan loi nhu gan trung tdm thanh phé hoic khu du lich.
Diéu nay gilp khach hang cam nhan dwoc su twong xing gitta mic gia va gia tri nhan
duoc, tir d6 nang cao kha ning lwa chon va quyét dinh thué cin ho tai doanh nghiép.

Ngoai gia thué, cong ty con &p dung cac khoan phi va chinh séch bé sung nhu tién dit
coc tir 1-3 thang, phi dién nudc va phi dich vu theo thoa thuan trong hop dong. Mot s6
can ho con di kém cac tién ich nhu internet, don phong dinh Ky, camera an ninh 24/7 va
thang may nham nang cao trai nghiém khéach hang.

V& hinh thtic thanh toan, Haviland House xay dung theo hudng hién dai, linh hoat va
phu hop véi xu huéng cdng nghé 4.0 nham tao thuan loi téi da cho khach hang trong
qua trinh thué can ho. Hién nay, khach hang co thé lya chon nhiéu phuong thic thanh
toan khac nhau nhu tién mat, chuyén khoan ngan hang, VNPay, quét ma QR va chuyén
tién quéc té.

Viéc da dang hda hinh thirc thanh toan xuat phét tir dac diém khach hang cua cong ty
kha da dang, bao gdm sinh vién, ngudi di 1am, chuyén gia nuéc ngoai va khach quéc té
dang sinh song, 1am viéc tai Pa Nang. Poi voi khach hang nudc ngoai, viéc sir dung céc
hinh thirc thanh toan dién tir va chuyén tién quédc té giup qué trinh giao dich trg nén
nhanh chéng, thuan tién va han ché cac rao can vé khoang cach dia 1y ciing nhu tién té.

Xu huéng thanh toan khong tién mat ngay cang phé bién trong thoi dai cong nghé sb,
dic biét trong linh vuc bat dong san va dich vu luu tri. Do d6, viéc 4p dung nhiéu
phuong thirc thanh toan hién dai khdng chi giup néng cao trai nghiém khach hang ma
con gop phan ting tinh chuyén nghiép, minh bach va an toan trong qué trinh giao dich.

Piéu nay hd trg tich cuc cho quy trinh ban hang caa cong ty, gilp rdt ngan thoi gian
chét khach, nang cao su hai long va ting kha ning canh tranh trén thi truong cho thué
cin ho tai Pa Nang
2.4.2.2. Chinh sach gidi quyét tranh chdp va khiéu nai

Trong nhirng nim gan ddy, Haviland House di da dang hoa céc hinh thic tiép nhan
khiéu nai nhim dam bao tinh thuan tién, nhanh chéng va nang cao trai nghiém khach
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hang. Khach hang c6 thé dé dang lién hé véi cong ty théng qua nhiéu kénh khéac nhau
nhu hotline (1900232343), email (haviland.invest@gmail.com) hoic truc tiép tai vin
phong giao dich caa cong ty. Viéc 4p dung nhiéu hinh thic lién hé khéng chi phu hop
véi xu huéng cong nghé 4.0 ma con gitp khach hang, dic biét 1a khach nudc ngoai, dé
dang tiép can va nhan duoc sy hd tro kip thoi trong qua trinh thué cin ho.

Bén canh dé, cong ty ludn wu tién xtr Iy cac phan hdi va khiéu nai trong thoi gian
nhanh nhat, phan I6n cac van dé dugc hd tro va giai quyét trong vong 24 gid nham han
ché anh huong dén trai nghiém sinh hoat ciia khach thué. Diéu ndy gép phan nang cao
mtrc d6 hai 10ng, tao su tin tudng va duy tri mdi quan hé 1au dai véi khach hang.

Thuc té cho thiy sé lugng khiéu nai giri dén cdng ty trong nhitng nim gan day twong
d6i it, qua d6 phan anh chat lwong dich vu va cong tac van hanh caa doanh nghiép dang
duoc kiém soét kha tét. Phan Ion cac phan hoi phat sinh cha yéu dén tir cac yéu t khach
quan bén ngoai hon 1a tir chat lwong dich vy cua cong ty.

Cu thé, mot sb nguyén nhan phé bién bao gdm viéc xuat hién cac cong trinh xay dung

xung quanh cin ho gay tiéng 6n va bui ban; cac quén bar, quan nhau hoat dong gan khu
vuc cin ho 1am anh huong dén su yén tinh; hoidc diéu kién thoi tiét tai Ba Nang vao mua
mua kéo dai, thoi tiét ndm am gay ra tinh trang am méc tuong va anh hudng dén co so
vit chat bén trong can hd. Ngoai ra, mot sé su ¢6 nho lién quan dén thiét bi dién, nudc
hodc noi that ciing phat sinh trong qua trinh st dung nhung déu duoc cong ty tiép nhan
va xu ly kip thoi.
Thdng qua viéc chii dong tiép nhan phan hoi, da dang hoa kénh hd trg va nang cao toc
d6 xu ly khiéu nai, Haviland House di gop phan nang cao chat lwong dich vy, cang c6
hinh anh doanh nghiép chuyén nghiép va tao loi thé canh tranh trén thi truong cho thué
cin ho tai Pa Nang.

Chinh séch bao hanh va khiéu nai ctia Haviland dugc xdy dyng nham dam bao quyén
loi tbi da cho khach hang trong qua trinh st dung dich vu, déng thoi thé hién su chuyén
nghiép trong cong tac cham soc khach hang va xir Iy su 6.

V& nguyén tic chung, moi khiéu nai phat sinh tir phia khach hang déu dwgc doanh
nghiép uu tién giai quyét thong qua thuong lugng va hoa giai. Trong trudng hop khong
dat dugc sy thong nhat giita cac bén, khach hang c6 quyén dua sy viéc ra co quan nha

nude ¢ tham quyén dé giai quyét theo quy dinh cua phap luat Viét Nam.
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Quy trinh tiép nhan va giai quyét khiéu nai duoc thuc hién theo cac budc cu thé nhu
sau:

- Budc 1: Gui khiéu nai. Khach hang giri khiéu nai vé dich vu hodc quyén loi chua
dugce dam bao diy du toi Havilandhouse.com qua cac cach thire dd quy dinh ¢ trén.

- Bué6c 2: Tiép nhan va xir Iy khiéu nai. Havilandhouse.com s& tiép nhan cac khiéu nai
ctia khach hang va tién hanh xac minh thong tin

- Budc 3: Phan héi t6i khach hang. Havilandhouse.com s& phan hoi két qua xir 1y khiéu
nai toi khach hang trong thoi han 3 ngay 1am viée ké tir ngdy viée xac minh, xir I thong
tin duoc hoan thanh.

2.4.2.3. Chinh sach xic tién

Péi voi phan khiic can ho cao cap, Haviland House trién khai chinh sach x(c tién theo
huéng dinh vi thuong hiéu cao cip, ca nhan héa trai nghiém khach hang va téi vu hinh
anh san pham, nham thu hat nhém khach hang c6 thu nhap cao, chuyén gia nuéc ngoai
va khach hang qudc té.

Trudc hét, cong ty s& tap trung vao xay dung hinh anh san pham chuyén nghiép thong
qua viéc dau tu manh vao ndi dung quang ba. Céc cin ho cao cap thuong dugc gisi thiéu
bang hinh anh chit lwgng cao, video thuc té, video tour 360 do hoic flycam, gitp khach
hang cam nhan rd khdng gian séng ma khdng can dén truc tiép. Piéu nay dic biét hiéu
qua véi nhém khach hang ¢ xa hoac nudc ngoai.

Bén canh d6, Haviland House day manh marketing lién kénh, bao gém nén tang mang
x4 hoi, website riéng va cac kénh qudc té. Noi dung quang ba thuong sir dung song ngi
(Viét — Anh) nham tiép can ddi tugng khach hang nudc ngoai, dong thoi nhan manh cac
yéu t6 nhu vi tri trung tam, tién ich cao cap va khong gian song hién dai.

.
(L')' HAVILAND Trang chi o3t phadng Can he dai han Tu véin adu Blog

. . Sép xép:
Ca&n hé 1PN dudng Tré&n Phia

Loc theo

~ Wifi <« Thangmay Pham vi gia
oHi TU 1phang 1 thang

~/ Ba&iaé xe .3 12.000.000
déng/Thang

o 1 30.000.000

Gid c8 dinh
2.000.000 VN - 4.000.000 VND

Han APARTMENT

519 i
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Hinh 2.4: Hinh anh website Cong ty Haviland House
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? Phong Tro, Cin HS, Nha Pa Ning Cho Thué
" Quynh Trang - 1thang 4 - &

# TRUNG NU VUONG — NGAY TRUNG TAM THANH PHO #
# TRUNG NU VUONG — CITY CENTER LOCATION #

‘4 ... Xem thém

Hinh 2.5: Hinh anh bai dang cho thué can hé trén Facebook cua nhan vién Haviland

Mot diém ndi bat trong chinh séch xtc tién Ia c& nhan hoa dich vu tu van. Déi véi
khach hang cao cap, doanh nghiép ap dung hinh thirc tu van riéng (1-1), hd tro xem
phong linh hoat, tu van theo nhu cau cy thé (gan bién, trung tam, yén tinh...). Nhan vién
tu van dong vai trd nhu “chuyén gia bat dong san”, gitip nang cao ty 1& chbt khach.

Ngoai ra, doanh nghiép con trién khai cac chuong trinh wu dai c6 chon loc, chang han
nhu:

- Mién phi dich vu don phong trong thoi gian dau (1 tuan don phong 1 lan trong 1 dén 3
thang dau tién)

- Giam gia thang dau tién

- Nhan vién hd trg chuyén vao hoic setup ban dau

Céac chuong trinh ndy khong mang tinh dai tra ma duoc thiét ké phd hop véi ting
nhém khach hang nham gitr hinh anh cao cap caa san pham.

Song song d6, Haviland House chi trong xay dung méi quan hé ddi tac chién luoc,
dac biét vai cac cong ty nuac ngoai, doanh nghiép FDI hoac cac don vi mdi gidi chuyén
khéch québc té. DPay 1a ngudn khach hang 6n dinh va cd kha ning chi tra cao, gitp ting
ty I¢ lap day cho cac can ho cao cap.

Cubi cung, doanh nghiép tan dung marketing truyén miéng va danh gia khach hang
nhu mot cdng cu xdc tién quan trong. Nhitng phan hdi tich cuc tir khach hang trude dé
s& gOp phan tao dyng niém tin va nang cao uy tin thuwong hiéu trén thi truong.

Nhin chung, chinh sach xc tién cin ho cao cip cua Haviland House khong chi tap
trung vao viéc quang ba san pham ma con hudng dén xay dung trai nghiém dich vy cao
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CAp va c& nhan hoa, tir 6 nang cao gia trji thuong hiéu va kha ning canh tranh trén thi
truong.
2.4.3. Hinh thirc va phwong thire ban hang
2.4.3.1 Hinh thuc ban hang

Haviland 4p dung mo hinh ban hang lién kénh (Omni-channel), két hop giira tiép thi
truc tiép va ky thuat sé dé bao phu thi truong cin ho cho thué va gia ting kha ning tiép
can khach hang. Viéc trién khai nhiéu kénh ban hang cung liic giup doanh nghiép nang
cao d§ nhan dién thuong hiéu, t6i uu hiéu qua kinh doanh va tao sy thuén tién cho
khach hang trong qua trinh tim kiém cin ho.

Hinh thire ban hang tryec tiép:
- Luc luong ban hang tai chd: mdi cum toa nha hodc khu vuc déu cé nhan vién kinh
doanh (chuyén vién khach hang) phu trach kinh doanh. Nhan vién nay thyc hién quy
trinh tim kiém, tu van dén dan khach xem phong thuc té. Hinh thirc nay mang hiéu qua
cao nho khach hang duoc tryc tiép trai nghiém khong gian song, tir d6 gia tang sy tin
tuong va kha nang chdt hop dong. Pong thoi nhan vién kinh doanh ciing c6 thé xir 1y
cac thic mac hodc tir chdi ciia khach hang ngay tai chd dé nang cao hiéu qua tu véan.
- Mang luéi cong tac vién va thyc tdp sinh (CTV): day 1a “canh tay ndi dai” cua
Haviland. Cong ty xay dung cong dong CTV dong do 1a sinh vién, mdi gidi tu do hd
trg tim kiém khach hang tiém ning thong qua cac mdi quan hé c4 nhan hoic mang xi
hoi. Hinh thtrc nay khong chi giup doanh nghiép giam chi phi luong ¢6 dinh ma con
mo rong pham vi tiép can khach hang nhanh chéng va linh hoat hon.

Hinh thirc ban hang qua nén ting cong nghé:
- Hé sinh thai App Haviland: Haviland con diy manh ban hang thong qua nén tang
cong nghé dap ung xu hudng chuyén dbi sb trong linh virc cho thué cin ho. Thong qua
hé sinh thai App Haviland, khach hang c6 thé xem hinh anh thuc té, video 360 d0, gia
thué va tinh trang phong trong theo thoi gian thuc. Pidu ndy gitp minh bach thong tin,

tiét kiém thoi gian tim kiém va rat ngan quy trinh ra quyét dinh thué can ho.
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:jl HAVILAND Trang chi D&t phong Can hé dai han Tu vén déu tu Blog
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Hinh 2.6 Hinh anh Website cho thué can ho cua Haviland
- Kénh OTA va Website: tiép can tép khach qudc té hodc khach ngoai tinh qua
Booking.com, Agoda, Nha Tét va cac website cho thué cin ho nhim tiép cdn nhom
khach hang qubc té va khach ngoai tinh. Viéc xuat hién trén nhiéu nén tang tryc tuyén
gitip doanh nghiép ting toc d6 nhan dién thuwong hiéu, md rong tép khach hang tiém
nang va toi uu héa cac diém cham véi khach hang trong qua trinh tim kiém cin ho.
2.4.3.2 Phuong thuc ban hang

Phuong thirc ban hang cua Haviland dugc chuan héa thanh cac chién luoc cu thé
nham tdi vu hoa ty 1& chuyén doi:

Phuong thirc tiép can theo cum va khu vuc: Haviland khong ban hang dai tra, trudc
khi trién khai, b phan kinh doanh thuc hién phuong phap khao sat thi truong 2km:
phan tich mat d¢ dan cu, van phong va truong hoc xung quanh téa nha dé xac dinh tép
khach muc tiéu (vi du: khu gﬁn Dai hoc Duy Tan tap trung vao sinh vién, khu vuc gﬁn
bién tap trung vao khach du lich/ ngudi nude ngoai).

Phuong thitc “ban hang theo phéu” trén mang xa hoi:

- Tao nhén thirc: str dung cac kénh Fanpage (voi hon 49k follow) va tiktok dé dang tai
cac video phong, bat trend khong gian song.

- Chuyén d6i: str dung doi ngii tu van (diéu phdi vién) tac truc 24/7 trén messenger/zalo
dé phan hoi ngay 1ap tirc khi khach hang c6 nhu cau hoi gia. Toc do phan héi 1a yéu td
séng con trong phuong thirc nay.

Phuong thirc ban hang dua trén uy tin va sy gidi thi¢u:

- Haviland 4p dung triét Iy “cham soc khach hang”. Bang cach van hanh tét, giai quyét
su c6 k¥ thuat/an ninh nhanh chong, cong ty bién khach thué hién tai thanh “ddi ngii

ban hang gian tiép”.
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- Chinh sach wu dai: ap dung gidm giad hoac tang qua cho khach cii khi giéi thi¢u thanh

cong khach moi, giup duy tri cong dong dan cu 6n dinh va giam chi phi marketing trén

mdi hop dong.

Phuong thirc quan tri quan hé khach hang: moi thong tin khach hang duoc luu trir dé

thue hién phuong thic “bam sat khach hang”. Néu khach chua chét ngay, nhan vién sé

thuc hién quy trinh nhic lich hodc giri cac chuwong trinh khuyén mai dinh ky cho dén

khi khach hang c6 quyét dinh thué.

2.4.4. Muc tiéu ban hang

BANG 2.9: BANG SO SANH MUC TIEU VA KET QUA BAN HANG TRONG
NAM 2025 VA PINH HUONG NAM 2026 CUA HAVILAND HOUSE — KHOI

HOUSING

Noi dung

Nam 2025

K¢ hoach Niam 2026

Muc tiéu ban hang

Hoan thanh chi tiéu doanh thu

Chuan héa — mg rong — ting
truong bén vitng, nang cao
doanh thu va lgi nhuén.

Doanh thu muc tiéu

1.980.000.000

3.080.000.000

Doanh thu/Két qua dat duoc

4.857.461.122

Ké hoach LNR du kién:
3.150.988.766 VND

Ty 1€ hoan thanh

87,44% chi tiéu phan giao

Du kién hoan thanh 102,30% ké
hoach

Loi nhuan rong 1.731.345.420 Dy kién ting truong loi nhuan
theo doanh thu

Chi phi 3.126.115.702 Ké  hoach  chi tiéu:
3.080.000.000

Dbinh hudng ban hang

Tang truong doanh thu va van
hanh 6n dinh

“Manh con nguoi — Tang doanh
sb - Nang cao thu nhap”

Két qua noi bat

DINH HUGNG NAM 2026

Tang truéng manh mé vé doanh
thu va quy mé van hanh

Ké hoach Doanh thu

48

Muc tiéu ting truong bén viing,
néng cao hiéu qua kinh doanh
va thuong hiéu




DINH HUGNG NAM 202¢ HIIND

Ké hoach Chi phi & Loi nhuan

' JA50.988.766 Chi 14 2.0B0.000.000

> s bids ' 126 hoan 1 nh 102.30% thanh chi

Hinh 2.7: Hinh dnh vé dinh huéng cia Sé Giao Dich — Khéi Housing nam 2026
Muyc tiéu ban hang cua Chi nhanh S¢ Giao Dich — Khéi Housing trong nim 2026 dugc
xéc dinh trén co so dinh huéng ting treang doanh thu gan lién voi hiéu qua kinh doanh
va phat trién bén viing. Trudc hét, chi nhanh dit muc tiéu hoan thanh va vugt muac ké
hoach doanh thu da dé ra, véi ty 18 du kién dat 102,30%. Diéu nay thé hién dinh huéng
khong chi dam bao dat chi tiéu ma con nd luc gia ting két qua thuc té, gop phan nang
cao hiéu qua hoat dong chung cua toan khoi.

Bén canh d6, muc tiéu ban hang con thé hién qua viéc duy tri téc do ting truong doanh
thu 6n dinh theo ting thang trong nim. Doanh thu duoc ky vong ting dan, dic biét trong
cac giai doan cao diém cua thi truong, cho thdy chi nhanh dinh hudng trién khai hoat
dong ban hang theo chu ky va tan dung tbt cac co hoi thi truong nham téi da hoa két qua
kinh doanh.

Ngoai ra, hoat dong ban hang dugc xac dinh 1 trong tim trong co ciu van hanh cua
Chi nhanh S& Giao Dich — Khéi Housing khi chiém ty trong 1on nhat. Vi vay, chi nhanh
tap trung nang cao hiéu qua ddi ngii kinh doanh, hoan thién quy trinh tu van — chdt giao
dich va mé rong tép khach hang muc tiéu. Viéc diy manh céc hoat dong ban hang khong
chi gitip gia ting doanh thu ma con gdp phan nang cao ning luc canh tranh trén thi
truong can ho dich vu dai han.

Song song véi muc tiéu ting trudng doanh thu, chi nhanh ciing chu trong dén viéc
kiém soét chi phi nham dam bao hiéu qua tai chinh. Véi ké hoach loi nhuan dat khoang
3,15 ty ddng va chi phi dur kién khoang 3,08 ty ddng, muc tiéu dit ra 12 tbi wu hoa ngudn

lyc, can ddi gitta doanh thu va chi phi dé gia tang loi nhuan thyc té.
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Nhu vay, myc tiéu ban hang caa Chi nhanh S¢ Giao Dich — Khéi Housing trong nam
2026 14 gia ting doanh thu mot cach on dinh va bén virng, dam bao vuot mic ké hoach
dé ra, dong thoi nang cao hiéu qua hoat ddng ban hang va kiém soét chi phi nham téi da
hoa loi nhuan. Pay 1a co sé quan trong gidp chi nhanh phat trién viing chéc va dong gop
tich cuc vao su tang truong chung caa doanh nghiép.

2.4.5. Thue trang vé quy trinh ban hang caa cong ty
2.4.5.1. Giai doagn Tham do khach hang

Giai doan tham do khach hang 13 budc dau tién va dong vai tro quan trong trong toan
bo quy trinh ban hang cta cong ty Haviland House. Muc tiéu chinh cua giai doan nay la
tim kiém, tiép can va thu thap théng tin vé khach hang tiém ning dé lam co sé cho cac
budc tu van va chdt khéch tiép theo. Pay 1a giai doan gitp doanh nghiép xac dinh diing
nhu cau thi truong, lra chon khach hang phu hogp va nang cao hiéu qua ban hang.

Trong giai doan nay, bd phan chiu trach nhiém chinh la nhan vién kinh doanh. Bén
canh do6 con ¢ su phdi hop cua diéu phdi vién, quan ly tda nha va chi can ho nham hd
tro cap nhat tinh trang phong, gia thué va théng tin thuc té caa can ho va duéi sy hd trg
tir cong nghé CRM noi bo cong ty. Nhan vién kinh doanh 1a nguoi truc tiép tim kiém
khach hang, khai thac nhu cau va két néi giira khach thué véi cong ty. Biéu phéi vién s&
hd tro phan chia nguon khach va cap nhat data khach hang cho nhan vién phuy trach phu
hop.

THEM KHACH XEM PHONG

Tén khach hang * S6 dién thoai * Yéu cau nhap ding SPT ~ Email Nguon khach *

- chon - v

Tinh thanh * Quén huyén * Toanha Phong *

Da Nang v Quén/huyén v - chon - v

Ghi chd

&

Hinh 2.8: Hinh dnh vé CRM thém khach hang xem phong
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LUTT XEM NHA CAC CHI NHANH

54 Giao Dich - Khéi déi han: 17 ot
Hba Xuén: 10 luot

Lién Chiw: 02 luot

S Giao Dich - Khdi ngan hen: 00 lugt
Khdi ca phé&: 00 luot

Phong Kinh Doanh - Du An: 00 lugt
Phong Téng hop: 00 luot

LUQT KHACH XEM NHA CUA NHAN VIEN

STT  Mhénwvién
@ nouvEn VAN Ml
2 DANG THITIEU NGHI
3 @ DUDNG THI HONG NHUNG
4 @Lé VEn Trong
5 e TRINH VO MINH KIET
6 iy DINH TRUONG DANG KHOA
7 @ndvinels
8 WWNGANTHIY
9 (@ ™RANNGOCHIEN

10 @) VONG TRUNG QUANG

Hinh 2.9: Hinh anh luot dan khéch xem nha cia Haviland

Ngii Hanh Son: 12 fuat

SonTra: 05 luot

Hai Chéu: 00 ot

H§i S6: 00 gt

Phéng Ké Toan - Kigm toén: 00 luot
Phong Ky thudt Duan: 00 hugt

Phong Trai Tim: 00 luot

Sd Giao Dich - Khéi dai han
Sd Giao Dich - Khéi dai han
56 Gigo Dich - khéi dai han
54 Giao Dich - Khdi dai han
S& Giao Dich- Khéi dai han
54 Giao Dich - Khi dai han
S Giao Dich - kKhéi dai han
S Giao Dich - Khéi dai han
Sd Giao Dich - khéi dai han
S& Giao Dich - kKhai dai han

S Giao Dich - Khéi dai han

.

Ti LE XEM NHA THEO CHI NHANH

S48 gt xem
03
02
0z

0z

Thiing tir

Trudéc khi tién hanh tham do khach hang, nhan vién kinh doanh s& dugc huéng dan

cach tim kiém phong tréng trén hé thdng CRM noi bo cua cong ty, cach tim kiém thong

tin hinh anh can ho, lién hé quan ly tda nha, chu nha va khai thac nguén phong tir cac
nhom Zalo ni bo nhu “SELLER IMG HAVILAND HOUSE”,... Pay la nhitng c6ng

cu hd tro quan trong gitp nhan vién cap nhat nhanh tinh trang cin ho va lya chon san

pham pht hop véi nhu cau khéach hang.

Quy trinh tim kiém phong thuong duoc thuc hién théng qua hé théng CRM theo céc

budc: chon muc “Tim kiém phong” — chon khu vuc — chon tinh trang phong (tréng

san hoac sap trong) — chon mirc tai chinh — loc ra cac can ho phd hop véi nhu cau

khéch hang. Théng qua hé théng nay, nhan vién cé thé nhanh chéng tiép can di liéu san

pham va tiét kiém thoi gian trong qua trinh tu van.
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SELLER IMG HAVILAND HOUSE
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An Haviland: anh thuc t& 90 Mai Lo Bang trudc sau maoi loai con 1 can, full néi that, hé théng cé...
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" = =
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Hinh 2.10: Hinh dnh tim kiém cdn hé trén nhom Zalo

Trong thuc té, Haviland House chil yéu tham do khach hang thong qua cac kénh tryc
tuyén nhu Facebook, Zalo, website, TikTok, cac hdi nhém cho thué cin ho tai Pa Nang
va cac nén tang trung gian. Nhan vién kinh doanh phai dang bai thudng xuyén mdi ngay,
trung binh khoang 1015 bai trong cac hoi nhom va tbi thiéu 3—5 can ho khac nhau dé
tang kha nang tiép can khach hang. Noi dung bai dang thuong chi ghi tén tuyén duong
thay vi dia chi cu thé nham tranh bi sao chép thong tin va tao sy cha dong trong tu van
khach hang. Cac bai viét can c6 tiéu dé ndi bat, thu hit sy cht ¥ nhu: “CAN HO 1PN
NGAY BAI BIEN MY KHE — FULL NOI THAT — GIA TOT”. Thoi gian dang bai
cling duoc lya chon theo cac khung giod c6 luong tuong tac cao nhu budi sang, budi trua,
budi toi tir 20h—23h va dém mudn d6i véi khach nude ngoai.

Ngoai nguon khach tir marketing online, cong ty con khai thac khach hang tir data c6
san, khach hang cii gi6i thiéu, mdi quan hé c& nhan cua nhan vién kinh doanh hoic
ngudn khach duoc diéu phéi vién phan bo xudng. Sau khi ¢ khach hang quan tam, nhan
vién s& chu dong lién hé qua dién thoai, Zalo hodc Facebook Messenger dé khai thac
nhu cau thué can ho.

Noi dung tham do khach hang tap trung vao cac thong tin nhur loai can hg mong mudn,
s6 phong ngi, ngan sach thué, vi tri mong muén, thoi gian thué, sé luong nguoi ¢, quc
tich, nhu cau nudi thi cung va cac tién ich di kém. Cac thong tin nay s& duoc luu lai trén

CRM hoic file data khach hang dé phuc vu cho qua trinh chim soc va tu van tiép theo.

52



Két qua khao séat noi bo nhan vién kinh doanh tai Haviland House (phuy luc bang 2.11-
stt10) ciing cho thiy giai doan tim kiém va khai thac khach hang van con gap nhiéu khé
khan. Cu thé, c6 45,2% nhan vién cho rang kho khan 16n nhat nam ¢ hoat dong tim kiém
khach hang, trong khi 48,4% cho rang viéc tu van khach hang 1a giai doan kho khin
nhét trong quy trinh ban hang. Ngoai ra, c6 19,4% nhan vién gap khé khan trong qua
trinh din khach di xem cin ho va 19,4% gip kho khin & giai doan chbt hop dong va xir
1y dat coc.

Nguyén nhan chua yéu dén tir mte d6 canh tranh cao trén thi truong cho thué cin ho,
ngudn khach hang phan tan trén nhiéu nén tang truc tuyén va nhu cau khach hang ngay
cang da dang. Bén canh d6, khach hang hién nay c6 xu huéng so sanh nhiéu cin ho cling
lGc vé gia thué, vi tri, tién ich va chat luong dich vu trude khi dwa ra quyét dinh thué.
Diéu nay doi hoi nhan vién kinh doanh phai ¢6 kha nang khai thac nhu cau nhanh chéng,
tu van chinh xéac va phan hoi kip thoi dé tang kha ning gitr chan khach hang.

Tir két qua trén co thé thay hoat dong tham do khach hang cta cdng ty hién nay dang
huong dung vao nhom khach hang muyc tiéu 1a nguoi tré, nguoi di 1am, khach thué dai
han va khach nudc ngoai. Vi vay, viéc cong ty tap trung khai thac khach hang thong qua
Facebook, Zalo, TikTok, c4c hoi nhom cho thué can ho va nén tang truc tuyén 1a phu
hop voi xu hudng tiép can cua nhém khach hang nay.

Két qua cua giai doan tham do khach hang 14 gitp nhan vién xac dinh duoc nhém
khach hang tiém ning, lwa chon cin ho phd hop véi nhu cau thuc té va tao tién dé cho
cac budc gidi thiéu, ddn khach xem phong va chét giao dich. Bong thoi, hoat dong nay
cling gitp cong ty mo rong tép khach hang, nang cao ty 1é chuyén doi va gia ting hiéu
qua ban hang trong qua trinh kinh doanh can hd dai han.
2.4.5.2. Giai dogn Lap ké hoach chdo hang

Giai doan 1ap ké hoach chao hang 1a budc tiép theo sau khi hoan thanh cong viéc thaim
do va thu thap thdng tin khach hang tai Haviland House. Pay 1a giai doan dong vai tro
quan trong trong viéc chuan bi ndi dung va phuong an tu van phi hop nham nang cao
hiéu qua tiép can va gia ting kha niang chét giao dich véi khach hang.

B6 phan chiu trach nhiém chinh trong giai doan nay la nhan vién kinh doanh. Ngoai
ra con co sy phdi hop cua diéu phéi vién, quan ly tda nha va cha can ho nham hd trg cap
nhat tinh trang phong, muc gia, chinh sach thué va cac thong tin lién quan dén cin ho.
Nhan vién kinh doanh 13 ngudi truc tiép phan tich nhu cau khach hang, lua chon san
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pham phl hop va xay dung noi dung chiao hang. Diéu phdi vién co vai trd hd trg cap
nhat danh sach cin ho con tréng, phan chia nguon khéach va kiém tra tinh trang booking
dé tranh trang khéch hoic tring phong. Chu cin ho va quan ly toa nha sé hd trg cung
cap hinh anh thyc té, video can ho va cac thdng tin chi tiét lién quan dén tién ich hoic
chinh sach cho thué.

Dua trén céc thdng tin da thu thap duoc ¢ giai doan trude, nhan vién kinh doanh tién
hanh phan tich nhu cau khach hang theo cac tiéu chi nhu khu vuc mong mudn, mic
ngan séach, loai can ho, thoi gian thué, sb lugng nguoi ¢, qudc tich, nhu cau nudi tha
cung va cac yéu cau dic biét nhu c6 thang mdy, may giit riéng, ban cong hoic phi hop
véi khach Trung Québc, khach An D,... Tir d6, nhan vién sé& lya chon cac cin ho phu
hop nhét trong hé thong cian ho dang tréng hoac sap tréng dé xay dung phuong an tu
van hiéu qua cho khach hang. Théng thudng, nhan vién s& chuan bi ti thiéu tir 3-5 can
ho khac nhau dé khéach hang c6 nhiéu sy lva chon va ting kha niang giit khach.

Song song véi viéc lra chon san pham, nhan vién kinh doanh can chuan bj day du céac
thong tin va tai liéu phuc vu cho quéa trinh chao hang nhu hinh anh thuc té, video cin
ho, thong tin tién ich, gia thué, vi tri, chi phi dich vu, chinh sach coc, thoi gian nhan
phong va cac uu dai lién quan. Di voi khach nudc ngoai, ndi dung chiao hang thuong
dugc chuan bi bang song ngir Viét — Anh nham dam bao tinh chuyén nghiép va thuan
tién trong qua trinh trao doi thdng tin.

Hoat dong 1ap ké hoach chao hang thudng dugc thuc hién thong qua cac budc nhu:
tiép nhan thong tin khach hang — kiém tra nhu cau thué — tim kiém can ho phu hop
trén hé thong CRM/ nhém Zalo — Iya chon cian ho phi hop — tong hop hinh anh va
thong tin — xay dung ndi dung tu van — giri thong tin cho khach hang qua céc nén tang
lien lac phu hop. Toan bo qua trinh nay déu duoc cap nhat trén hé théng CRM hoic file
data khach hang dé thuan tién cho viéc theo ddi va cham soc khach hang ¢ cac budc tiép

theo.

Chd nha: Tran Quéce Viét Quan ly: Pham Trong Khanh Hinh thirc thanh toan: 1 thang Hinh thirc nhén coc: 1 Thang
Gid thué: 9.5 trigu — 17 triéu Khu vuc: Da Nang - Thanh Khé Dia chi: Truding Thi 1 (d&i dién 20 Trudng Thi 1)

Don gia dich vu: Dién (4,200 d), Nudc (100,000 d), Phi DV/Ngudi (250,000 d), Phi DV/2 ngudi  Loai hinh cho thué: Can hd dich vy
(300,000 d) (Free) Hop d6ng t&i thiu 3 thang (Free) Khéng nhén khach 16n tusi, khdng nhan
tré em (Free) Day du néi that (Free) Don phong 1 tuan 1 lan (Free)

Loai phong: Studio, 2PN, 1PN

Tién nghi: €6 camera 24 / 24, Gi& gidic tu do, C6 nhén vién bao tri thiét bi va sira chita nhanh, C6 nhan vién quan Iy tba nha, Khu vuc san phoi riéng, méy giat riéng, Thang mdy, Wifi, khu vuc nha
xe mdy, Khéng nhan Pet, C6 don phong

Tinh trang  ~ Huy

STT  Mé phong Tinh trang Gia thue Diéntich  Loai hinh Loai phong Tién ich

1 201 11,000,000 25m? Studio

Ann nnn 28 m2 Shurdin

Hinh 2.11: Hinh anh tim kiém cdn h¢ trén hé théng CRM
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Trong giai doan ndy, cac cong cu duoc st dung cha yéu gom hé théng CRM nai bd,
Google Drive luu trit hinh anh va video can hg, Zalo, Facebook Messenger, WhatsApp,
Canva va ca4c nhom noi bo hd tro cap nhat nguon phong nhu “SELLER IMG
HAVILAND HOUSE”. CRM duoc str dung dé kiém tra tinh trang cin ho, luu thong tin
khach hang va theo dbi tién do tu van. Cac nén tang lién lac truc tuyén hd trg nhan vién
guri thong tin nhanh chéng va trao d6i truc tiép voi khach hang trong qua trinh chao

hang.

STT Ngay thang Tén Khach Hang Nhan tin ~ Tai Chinh [Thoi gian can thué Nhu Cau Khach hang | X ly -
1 01/03|Pedro Whatsapp ¥ 10.000.000 20/3/2026|- 1PN, Khu Son Tra khéch ki tinh aa chét -
- Khu Khué My Béng
2 01/03 L6 Hang 5,000,000 5/3/2026|- 1PN khéng con nhu ciu -
Khu nao ciing duoc .
3 13 79186766204| Whatsapp  ~ 15.000.000 10/03/2026|- 2PN, c6 em bé khong con nhu ciu -
4 2/3|Trén Hiru Manh Facebook  ~ 6.000.000 10/03/2026 - Khu son tra, Ngii Hanh son khong con nhu cau -
- Phong tro sinh vién, studio .
5 3/3|V Anh Thu 4,000,000 10/03/2026 - Trung t4m thanh phd khong con nhu cAu >
- Khu Lotte, dai hoc kinh té
6 33e 4,500,000 10/3/2026|- Cén c6 ban cdng va bép khéng con nhu ciu ¥
7 3/3|Héng Tham Nguyén Facebook - 5.000.000 10/3/3026 |- Khu cAm I&, Hoa Xuan -
- Khu trung tam thanh phé
8 3/3| Trinh Nguyén 8,000,000 5/3/2026| - 1PN, mén dep khdng con nhu ciu -
9 6/3|Denis Fil Facebook  ~ 9.000.000 25/3/2026|- Khu my an, 2 vo chéng, nudi meo va di xem 85 nguyén dinh ¢ -
10 6/3|Khéc Liém 5,000,000 8/3/2026 |- Nguyén Minh Chén khong con nhu cAu v
1 8/3| Huong tay Facebook  ~ 6.000.000 15/3/2026/ - 1pn khu ngoai thanh phé nhung yéu céu phong dep khong con nhu ciu -
- Khu nga ba hué, 2 vo chéng
12 10/3| My Huyén 5,000,000 1/4/2026 |- Da i xem 24 Nguyén Thuat dang theo -
- Khu My an, Ngii hanh son va da xem phong 85 Nguyén Dinh
13 173 66945063706 9.000.000 28/3/2026| - Nudi Méo, 2 vo chéng khong con nhu ciu -
Khu son tra
14 11/3|Nguy&n Thi Hoa Binh 9,000,000 1/4/2026|- 1PN dang theo -
15 11/3|Evgenia Startseva Facebook - 8.000.000 1/4/2026 | - Khu nao cling duoc, khu yén finh, phdng réng hon 35m v
16 18/3|Pang Minh Ngoc 7,000,000 1/4/2026| - Khu An Thuong dang kiém phong -

Hinh 2.12: Hinh anh tong hop khach hang cia nhan vién Haviland

Viéc lya chon kénh va hinh thirc chao hang ciling duoc chu trong trong giai doan nay.
Tuy vao dic diém va hanh vi cua tirng nhém khach hang, nhan vién c6 thé sir dung Zalo
d6i voi khach Viét Nam, WhatsApp d6i voi khach nuéc ngoai hoic Facebook
Messenger d6i vai khach hang tiép can tir mang xa hoi. Noi dung chao hang thuong
duoc thiét ké ngan gon, rd rang va nhan manh vao céc loi ich noi bat caa cin ho nhu vi
tri gan bién, day du noi that, gia thué hop 1y, cho nudi tha cung hoic ¢ khdng gian riéng
tu. Muc tiéu cua hoat dong nay 1a tao su quan tdm va thuc day khach hang di dén budc
xem phong thuc té.

Ngoai ra, nhan vién kinh doanh ciing can xay dung kich ban tu van pht hop cho tirng
d6i tuong khach hang, bao gom céch gigi thiéu san pham, xt Iy cau hoi thuong gap va
du doan cac tinh hudng phat sinh trong qua trinh tu van. Vi du nhu khach hang yéu cau
giam gia thué, mudn giit phong truéc, so sanh vai can ho khac hoic yéu cau thay doi
noi that. Viéc chuan bj trudc cac tinh hubng gilp nhan vién chu dong hon trong qua
trinh tu van va nang cao kha ning xt ly van dé.

Biéu mau duoc st dung trong giai doan nay chu yéu gom file data khach hang, form

thong tin nhu cau thué cin ho, bang cap nhat tinh trang phong tréng, miu noi dung tu
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van can ho va file bao gia can ho. Cac biéu mau nay gilp nhan vién chuan hda quy trinh
lam viéc, han ché sai sot va dam bao thong tin tu van duoc day da, chinh xac.

Két qua khao séat khach hang (phu luc bang 2.10 — stt4) cho thay téc do phan hdi cua
nhan vién tu van tai Haviland House dugc danh gia twong d6i tich cuc. Di vai khao sat
khéch hang Viét, cd 40% khéch hang danh gia tbc d6 phan hdi & mirc “rat nhanh”, 50%
danh gia “nhanh” va chi 10% cho rang & mic “binh thudng”. Trong khi d6, két qua khao
sat khach hang nudc ngoai cho thiy 36,4% khach hang danh gia “rit nhanh”, 54,5%
danh gia “nhanh” va 9,1% cho rang phan hdi con cham.

Bén canh d6, két qua khao sat cling cho thdy 100% khéach hang hai 1ong va rat hai long
vé thai ¢ phuc vy ciia nhan vién tu van. Dong thoi, c6 80% khach hang danh gia nhan
vién cung cip thong tin can ho rat day du va 20% danh gia twong ddi day diu. Ngoai ra,
100% khach hang cho rang quy trinh tu van va hd tro thué can ho & mirc dé hiéu hoac
rat dé hiéu. Bic biét, budce “Tu van cian ho phil hop” 13 hoat dong duoc khach hang hai
long nhat véi ty 18 50%.

Két qua nay phan anh nhan vién kinh doanh cua cong ty da c6 sy chuan bi twong doi
t6t trong qua trinh 1ap ké hoach chao hang, dac biét 1a kha nang xur ly thong tin va phan
hoi khach hang théng qua cac nén tang truc tuyén nhu Zalo, Facebook Messenger va
WhatsApp. Viéc phan hoi nhanh gitp khach hang dé dang tiép can thong tin cin ho,
nang cao trai nghiém tu van va ting kha ning giir khach trong moéi truong canh tranh
cao cua thi trrong cho thué can hd hién nay.

Tuy nhién, van con mot sé khach hang danh gia téc do phan hdi & mirc binh thuong
hodc cham, dong thoi mot sé khach hang cho rang cong ty can cai thién thém vé chat
luong tu van va thong tin can ho. Diéu nay cho thay cong ty can tiép tuc nang cao kha
nang cap nhat thong tin cin ho, toi vu thoi gian phan hdi va nang cao tinh cha dong cua
nhan vién kinh doanh trong qua trinh tu van khach hang.

Két qua cua giai doan lap ké hoach chao hang la gitip nhan vién kinh doanh xay dung
dugc phuong an tiép can phl hop voi ting khach hang, chuan bi day du thong tin trudc
khi tu van va nang cao kha nang phan hdi nhanh chéng trong qua trinh lam viéc voi
khach. Pdng thoi, hoat dong nay con gilp cong ty toi wu hiéu qua ban hang, nang cao
ty 18 khach di xem phong va gia ting kha nang chot giao dich thanh cong trong hoat

dong kinh doanh can ho dai han.
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2.4.5.3. Giai doan Gidi thiéu va dan chirng san pham

Giai doan gigi thiéu va dan chirng san phiam 13 budc quan trong trong quy trinh béan
hang tai Haviland House, nham truyén tai thong tin chi tiét vé can ho dén khéach hang
va thuyét phuc khach hang lira chon san pham pht hop. Day 1a giai doan thé hién rd ky
nang tu van, giao tiép va kha nang xir Iy tinh hudng cua nhan vién kinh doanh trong qua
trinh lam viéc véi khach hang.
B6 phan chiu trach nhiém chinh trong giai doan nay la nhan vién kinh doanh, bén canh
sir hd tro cua diéu phéi vién, quan ly toa nha va chu cin ho trong viéc cap nhat tinh trang
phong, gi4 thug, tién ich va hinh anh thuc té cua can ho. Dua trén ké hoach chao hang
da chuan bi truéc do, nhan vién s& luya chon cac can ho phl hop va gui théng tin cho
khach hang théng qua cac nén tang nhu Zalo, Facebook Messenger hoic WhatsApp.
Noi dung gigi thiéu thuong bao gém vi tri can ho, dién tich, gia thué, loai phong, noi
that, chi phi dich vy, tién ich khu vuc va céc chinh sach lién quan. Nhan vién kinh doanh
thudng nhan manh cac wu diém ndi bat nhu gan bién, day du noi that, khdng gian riéng
tu hodc phl hop véi khach nudc ngoai nham tao sy thu hat dbi voi khach hang.

‘: Vanessa - P401 - 159 Lé Am - HD 5th L QA (B
B 4tr5-7tr

Here's an ad for a new apartment on Le Am Street near Hoa Xuan Bridge:
- Fully furnished, separate laundry area
- Spacious balcony
- Electricity 4k/kWh, water 100k/person, service fee (wifi, garbage, elevator, cleaning
twice a month) 200k/room
- Pets and electric bikes allowed
- No intermediaries allowed
- Accommodates 3-4 people
29 8 > N --- (Next apartment available: 6.5 million VND)
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Hinh 2.13: Hinh anh gigi thiéu can h¢ toi khach hang
Pé tang tinh thuyét phuc, nhan vién st dung cac hinh thirc dan chimng truc quan nhu

hinh anh thuc té, video quay can hé hoic video call truc tiép véi khach hang. B4i voi

khach & xa hodc khach nudc ngoai, viéc cung cap hinh anh va video chat luong gitp
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khach hang dé dang hinh dung khéng gian séng va tao niém tin trudc khi xem phong
tryc tiép. Ngoai ra, nhan vién con gidi thiéu thém vé mai truong sdng xung quanh nhu
siéu thi, quan an, phong gym, khu vui choi hodc khoang cach dén bai bién nham gidp

khach hang cd cai nhin téng quan hon vé khu vuc sinh séng.

]
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Hinh 2.14: Hinh anh ddn khdch hang di xem can hé cia nhan vién Haviland

5 |
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Quy trinh gigi thiéu san pham thudng dugc thuc hién theo cac bude: tiép nhan nhu
cau khach hang — luya chon cin h phi hop — giri thdng tin va hinh anh — tu vén chi
tiét — giai dap thic mic — sip xép lich xem phong — kiém tra lai thong tin cin ho—
dan khach di xem thyc té. Toan bo thong tin tu van va chiam soc khach hang déu duoc
cap nhat trén hé thdng CRM hoic file data khach hang dé thuan tién cho viéc theo doi.

Ngoai ra, truéc khi dan khach di xem phong, nhan vién s& chuan bi lai day du thong
tin lién quan dén can ho nham dam bao qua trinh tu van duogc dién ra chuyén nghiép va
hiéu qua hon. Cac thong tin dwoc chuan bi bao gdom dia chi cu thé, dién tich, loai can ho
(Studio, 1 phong ngu,...), gia thué, ndi that, tién ich di kém va tinh trang thuc té cua cin
ho. Bén canh d6, nhan vién ciing tim hiéu thém vé khu vuc xung quanh nhu khoang céch
dén béi bién, siéu thi, quan an, phong gym, khu vui choi, khu vuc lam viéc hoic cac tién
ich cong cong khac dé co thé gigi thiéu vai khach hang mot cach phi hop va tron ven
hon trong qua trinh dan khach xem phong thuc té.

Ddng thoi, trude khi dwa khach dén xem cian ho, nhan vién s& chu dong goi dién cho
quan ly tda nha hoic chi nha dé xac nhan lai tinh trang can ho, gia thué, thoi gian khach
c6 thé xem phong ciing nhu thong bao trudc vé viéc s& din khach hang dén xem cin ho.
Viéc xac nhan nay gilp han ché cac sai sét phat sinh, dam bao can ho ludn trong trang
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thai sin sang dén khach va nang cao tinh chuyén nghiép trong qué trinh tu van. Qua do,
khach hang ciing cam thdy yén tm va tin tudng hon d6i véi chit luong dich vu cua cong
ty.

Trong qua trinh dan khach xem phong, nhan vién s& gidi thiéu truc tiép vé khdng gian
can ho, tién ich va moi trudng sdng xung quanh. Pong thoi, nhan vién ciing can chuan
bi trudc cac tinh hudng phat sinh nhu khach yéu cau giam gid, so sanh véi can ho khac
hodc mudn giir phong trude khi dit coc nham nang cao tinh chu dong trong qua trinh tu
van.

Céc cong cu duoc st dung cha yéu trong giai doan ndy gdom CRM ndi bo, Google
Drive, Google Dich, luyu trir hinh anh va video can ho, Zalo, Facebook Messenger,
WhatsApp va cac nhém noi bo hd tro cap nhat ngudn phong nhu “SELLER IMG
HAVILAND HOUSE”. Nhirng céng cu nay gilp nhéan vién gui théng tin nhanh chéng
va ho trg khach hang hiéu qua hon.

Két qua khao sat khach hang (phu luc bang 2.10 - stt5) cho thiy khach hang danh gia
kha tich cuc vé thai do phuc vu va kha nang cung cap thdng tin caa nhan vién kinh doanh
tai Haviland. Phan I6n khach hang Viét Nam va khach hang nudc ngoai déu cam thay
hai long hoac rat hai 1ong véi thai ¢6 phuc vu ciia nhan vién. Bén canh dé, théng tin cin
ho dugc danh gia twong dbi day du, tuy nhién van con mét sb y kién cho rang thdng tin

chua duoc cap nhat day du va kip thoi.

12. Theo Anh/Chi, khach hang thuang ngima quan tam hodic tir chdi thue 777 14.YEu 16 ndo |am giam ty I chét khach hang nhigu nhat?
cén hd & giai doan nao cla quy trinh ban hang?
32 chu tra loi

Phiin hdi khach cham

17 (53,1%)

Thiéu thang tin can ho

Gia thué chura phit hop

Canh tranh tir 88i thd

Hinh 2.15: Hinh dnh két qua khao séat nhan vién vé quy trinh ban hang cia Haviland

Ngoai khao séat khach hang, két qua khao sat noi bo nhan vién kinh doanh ciing cho
thiy mot s6 yéu té anh huong truc tiép dén ty 18 chét khach hang cua cong ty. Cu thé,
c6 53,1% nhan vién cho rang thiéu k§y nang tu van 1a nguyén nhan 16n nhat lam giam
kha ning chét giao dich. Diéu nay phan anh k§ ning giao tiép, xur ly tinh hudng va kha
nang thuyét phuc khach hang ciia mot s6 nhan vién van chua thyuc sy dong déu, dic biét
trong béi canh khach hang thuong xuyén so sanh nhiéu can ho cung lac trudce khi dua
ra quyét dinh thué.
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Ngoai ra, c6 43,8% y kién cho rang gia thué chua phu hop 1a yéu t6 anh huong 16n dén
kha niang chdt khach. Nhiéu khach hang hién nay kha nhay cam vé gia va thuong so
sanh gitra cac can ho ¢d clng vi tri, tién ich va chat luong dich vu trudc khi quyét dinh
thué. Bén canh d¢, 18,8% nhan vién nhan dinh phan héi khach hang cham 1a nguyén
nhan lam giam ty Ié giir khach, trong khi 15,6% cho rang thiéu thong tin can ho anh
huéng dén qua trinh tu vain va tao niém tin véi khach hang. Ngoai ra, 12,5% y kién danh
gia su canh tranh tir cac ddi tha trén thj truong ciing gdy khé khan trong viéc chét giao
dich.

Nhin chung, giai doan giéi thiéu va din chiing san pham tai cong ty duoc thuc hién
tuong ddi hiéu qua, gop phan nang cao trai nghiém khach hang va ting kha ning chot
giao dich trong hoat dong kinh doanh can ho dai han.
2.4.5.4. Giai doan Thuong lwong véi khadch hang

Giai doan thuong luong véi khach hang 1a budc quan trong trong quy trinh ban hang
tai Haviland House, dién ra sau khi khach hang d3 quan tdm va c6 sy can nhic ddi véi
can ho. Muc tiéu cua giai doan nay 1a dat duoc su thong nhét giira khach hang va cha
nha vé cac diéu khoan thué, dong thoi dam bao loi ich cho ca hai bén nham tién toi chét
giao dich thanh cong.

Bd phan chiu trach nhiém chinh trong giai doan nay la nhan vién kinh doanh, bén canh
su hd tro ciia cha nha, quan 1y toa nha va diéu phdi vién trong viéc xac nhan tinh trang
phong, gid thué va cac chinh sach lién quan. Nhan vién kinh doanh déng vai trd trung
gian két ndi gitra khach hang va cha nha, dong thoi chiu trach nhiém truyén dat théng
tin hai chiéu mot cach chinh xac, ré rang va kip thoi.

Trong thuc té, noi dung thuong luong thudng xoay quanh cac yéu té nhu gia thué, tién
coc, thoi han hop dong, phuong thire thanh toan, chi phi dién nudc, phi dich vy, s6 lwong
ngudi ¢, chinh sach nudi thi cung va cac yéu cau phét sinh khac cua khach hang. Khi
khach hang yéu cau diéu chinh gia hoic thay ddi mot sé diéu khoan thué, nhan vién sé
chu dong trao doi lai véi chi nha dé tim ra phuong an phi hop va téi uu cho ca hai bén.

Trong nhiéu truong hop, nhan vién kinh doanh c6 thé hd trg thuong lwong giam nhe
gia thué, gia han thoi gian thanh toan hoic dé xuat thém cac vu dii nham ting kha ning
chét giao dich. Tuy nhién, nhan vién ciing can giai thich rd gia tri cia cin ho, tién ich
va chat luong dich vu dé thuyét phuc khach hang, tranh viéc giam gia qua nhiéu anh
huong dén lgi ich ciia chu nha va doanh nghiép.

60



Quy trinh thuong luong thuong duoc thuc hién theo cac budc: tiép nhan yéu cau tir
khach hang — trao d6i v6i cha nha hoidc quan 1y tda nha — thdng nhit phuong an phu
hop — phan hoi lai khach hang — giai d4ap thic mac — xac nhan diéu khoan thué —
tién hanh dit coc hoic gitr phong. Toan bo noi dung trao dbi déu dugc cap nhat trén hé
théng CRM hoic file data khach hang nham thuan tién cho viéc theo d&i va xir Iy ¢ cac
budc tiép theo.

Trong giai doan nay, ki ning giao tiép, dam phan va xt ly tinh hudng cta nhan vién
dong vai tro rat quan trong. Nhan vién can ling nghe nhu cau thuc té cua khach hang,
phan hdi linh hoat va dua ra cac 1ap luan hop Iy nham tao su tin tuéng va thiic dy khéach
hang dua ra quyét dinh thué. Viéc duy tri thai d6 chuy@n nghiép, khéo léo va chu dong
trong qua trinh thuwong lugng sé gop phan nang cao trai nghiém khach hang va ting hiéu
qua ban hang.

13. Theo Anh/Chi, nguyén nhan chinh khién viéc chét khach hang gép khé |0 Saoc chép bigu d

khan la gi?

32 cau tra lai

Gia thué chwa phi hop 23 (71,9%)

Khach hang chwa cé nhu ciu ré

Q
rang 8 (25%)

Thiéu ki nd&ng tw van va thuyét

a
phuc 9 (28.1%)

San pham/cén hé chua da dang 7 (21,9%)

Bdi thd canh tranh manh 3(9,4%)

0 5 10 15 20 25
Hinh 2.16: Hinh anh két qua khdo sat nhan vién vé quy trinh ban hang cia Haviland

Két qua khao séat noi bo nhan vién kinh doanh cho thay nguyén nhan 16n nhat khién
viéc chdt khach hang gap khé khan 1a gia thué chua phu hop, chiém 71,9% y kién khao
sat. Diéu nay cho thay khach hang hién nay kha nhay cam vé gia va thuong xuyén so
sanh nhiéu can ho khac nhau trude khi dua ra quyét dinh thué. Bén canh do, c6 28,1%
nhan vién cho rang thiéu ky nang tu van va thuyét phuc 12 yéu té anh huong dén kha
nang thuong lugng vaéi khach hang.

Két qua khao sét cho thay hoat dong thuong lugng véi khach hang tai céng ty van con
chiu anh huéng 16n tir yéu té gia thué va kha ning tu van cua nhan vién kinh doanh. Vi
vay, cdng ty can tiép tuc nang cao k¥ niang dam phan, k¥ nang xu ly tinh hudng va kha
nang thuyét phuc khach hang cho d6i ngii nhan vién. Bong thoi, doanh nghiép ciing can
tang cudng da dang nguon cin ho va xay dyng chinh sach gia pht hgp hon véi nhu cau

thi trudng nham nang cao ty Ié chét giao dich.
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Nhin chung, giai doan thuong lwong voi khach hang dong vai tro quyét dinh trong
viéc chuyén d6i khach hang tiém nang thanh khach hang thyc té. Viéc nang cao ki ning
thuong lwong, ting cuong su phéi hop gitra nhan vién va cha nha ciing véi téi vu chinh
sach gia s& gép phan nang cao hiéu qua béan hang va kha ning canh tranh caa céng ty
trén thi truong cho thué can ho dai han.
2.4.5.5. Giai doan Ki két hop dong ban hang

Giai doan ky két hop dong ban hang 1a budc cudi cung trong quy trinh ban hang tai
Haviland House, déng vai trd quan trong trong viéc chuyén ddi khach hang tiém ning
thanh khéach hang thuc té. Muc tiéu cua giai doan ndy 1a hoan tit cac thoa thuan gita
khach hang va chua nha, tién hanh ky két hop dong thué can hd va xac nhan giao dich
thanh cong.

Sau khi qua trinh thuong lugng két thiic va hai bén dat duoc su théng nhat, nhan vién
kinh doanh s& tién hanh xac nhan lai toan bo théng tin giao dich v&i khach hang nhu gia
thué, thoi gian thu@, sé tién dit coc, phuong thirc thanh toan, thoi gian nhan phong va
cac diéu khoan lién quan trong hop dong. Viéc xéac nhan lai théng tin gitp han ché sai
s6t va tranh phat sinh tranh chap trong qua trinh thué can hd.

Tiép theo, nhan vién kinh doanh s& hd trg khach hang thuc hién dat coc giir phong
thong qua hinh thirc chuyén khoan hozc thanh toan truc tiép. Bong thoi, nhan vién phoi
hop vé&i chii nha va quan 1y toa nha dé chuan bi hop dong thué ciing nhu sap xép thoi
gian ky két pht hop cho ca hai bén. Trong giai doan ndy, nhan vién dong vai tro trung
gian nham dam bao quyén loi ctia khach hang va chi nha dugc thuc hién dung theo thoa
thuan.

Bén canh viéc hd tro ky két hop dong, nhan vién kinh doanh con huéng dan khach
hang cac tha tuc lién quan nhu quy dinh sir dung can ho, chinh sach thanh toan dinh ky,
noi quy toa nha, chi phi dién nudc, phi dich vu va cac tién ich di kém. Viéc cung cap
day du thong tin gitp khach hang yén tim hon khi dua ra quyét dinh thué va han ché
c4c van dé phat sinh sau khi nhan phong.

Quy trinh ky két hop dong thudng dugc thuc hién theo cac budc: xac nhan thong tin
giao dich — dit coc gitt phong — chuan bi hop dong thué — sap xép lich ky két —
huéng dan diéu khoan hgp dong — ky hop dong va thanh toan — ban giao cin ho hoic

hd trg nhan phong. Toan bo thdng tin giao dich déu duoc cap nhat trén hé théng CRM
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Hinh 2.17: Hinh anh ky hep dong coc cua nhan vién Haviland

Trong thuc té, ky nang chét sale va xu Iy tinh huéng caa nhéan vién kinh doanh déng
vai trd rit quan trong ¢ giai doan ndy. Nhan vién can cha dong theo sat khach hang,
phan hdi nhanh chéng va hd trg giai quyét cac van dé phat sinh lién quan dén hop dong,
thanh toan hozc lich nhan phong nhiam dam bao qua trinh ky két dién ra thuan loi.

Tuy nhién, giai doan ky két hop dong van cd thé gap mot s6 kho khian nhu khach hang
thay d6i quyét dinh vao phat cudi, phat sinh yéu cau giam gia thém hoic thay doi diéu
khoan thué. Ngoai ra, su phdi hop giita khach hang, cht nha va nhan vién d6i khi chua
ddng bo vé thoi gian ky két hoic thi tuc thanh todn, gay anh hudng dén tién do chot
giao dich.

Nhin chung, giai doan ky két hgp ddng ban hang giir vai trd then chét trong toan bo
quy trinh ban hang cua cong ty. Viéc chuan hoa quy trinh ky két, nang cao ky nang chét
sale va tang cudng su phdi hop giira cac bén s& gop phan nang cao ty 18 giao dich thanh
cbng va hiéu qua kinh doanh trong hoat dong cho thué can ho dai han.
2.4.5.6. Giai doan Dich vu sau ban hang

Giai doan dich vy sau ban hang 1a buéc cudi cung trong quy trinh ban hang tai
Haviland House, dong vai trd quan trong trong viéc duy tri méi quan hé véi khach hang

va nang cao chat luong dich vu cua cong ty. Giai doan nay khéng chi ap dung dbi véi
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khach hang da thué can ho thanh cong ma con dbi véi nhitng khach hang chua chot giao
dich nham duy tri ngudn khach tiém ning cho cong ty.

Poi véi khach hang da chdt cin hd
- Sau khi khach hang ky hop déng va nhan phong, nhan vién kinh doanh tiép tuc hd tro
khach hang trong qué trinh sinh sng tai cian hd. Noi dung hd tro thuong bao gom hudéng
dan sir dung tién ich, giai dap cac van dé lién quan dén dién, nudc, internet, ndi quy toa
nha va hd tro xir Iy cac su ¢b phat sinh trong qua trinh thué. Khi can thiét, nhan vién s&
lién hé voi chi nha hoic quan 1y tda nha dé hd trg khach hang nhanh chéng.
- Bén canh d6, nhan vién kinh doanh van duy tri lién lac véi khach hang thong qua Zalo,
WhatsApp hoic Facebook Messenger dé hoi tham tinh trang sinh séng, ghi nhan phan
hoi va hd tro khi can thiét. Hoat dong cham soc sau thué gop phan nang cao su hai long
va xay dung méi quan hé 1au dai véi khach hang.

Két qua khao sat khach hang (phu luc bang 2.10 - stt12) cho thay da s6 khach hang
danh gid tich cuc vé chét luong dich vu cia Haviland. Cu thé, 90% khéach hang Viét
Nam cam thay hai long hoic rat hai 16ng véi dich vu cta cong ty va 60% khéach hang
san sang giGi thieu dich vy cho nguoi khac. Poi véi khach hang nude ngoai, c6 dén 91%
khach hang danh gia hai long va rat hai 1ong, dong thoi 63,6% khach hang san sang gigi
thiéu dich vu ciia cong ty. Diéu nay cho thiy cong ty di tao duoc Sy tin tuang va hinh
anh tich cuc ddi véi khéach hang.

Poi véi khach hang chua chot cin hd

- P4i Vi nhitng khach hang chua quyét dinh thué cin ho, nhan vién kinh doanh van tiép
tuc duy tri lién lac nham ting kha ning chuyén dbi trong twong lai. Nhan vién sé& ghi
nhan ly do khach chua thué nhu gia chua phu hop, vi tri chua dap @ng nhu cau hoic
khach chua c6 nhu cau thué ngay tai thoi diém do.
- Sau d6, nhan vién s& tiép tuc cap nhat cac cin ho méi phi hop véi nhu cau cua khach
hang théng qua Zalo, WhatsApp hoic Facebook Messenger. Bong thoi, nhan vién ciing
chu dong hoi tham nhu cau thué caa khach nham duy tri sy két ndi va han ché mat khéach
hang vao tay ddi tha canh tranh.

Panh gia giai doan dich vu sau ban hang
- Nhin chung, giai doan dich vu sau ban hang tai Haviland House dugc trién khai twong

dbi hiéu qua va gop phan nang cao chat lwong dich vu ciing nhu duy tri méi quan hé véi
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khach hang. Hoat dong cham soc khach hang sau thué gitp nang cao sy hai long, tang
kha nang khach hang quay lai hoac gidi thiéu thém khach hang mai cho cong ty.

- Tuy nhién, hoat dong cham soc khach hang hién nay van con mot s6 han ché nhu phu
thudc nhiéu vao su chu doéng cua timg nhan vién va chua c6 hé thong quan ly khach
hang dong bo. Ngoai ra, viéc khao sat mirc do hai 10ng cua khéach hang van chua duoc
thuc hién thuong xuyén.

- Trong thoi gian téi, Haviland House nén xay dung quy trinh cham s6c khach hang
chuyén nghiép hon va ¢ng dung hé théng CRM dé nang cao hiéu qua quan 1y va chim
soc khach hang. Bong thoi, céng ty can ting cudng khao sat va ghi nhan phan hdi khach
hang nham cai thién chat lwong dich vu va nang cao hiéu qua kinh doanh trong linh virc
cho thué can ho dai han.

2.5. Panh gia chung vé thuc trang vé quy trinh ban hang cia cong ty

2.5.1. Uu diém

Qua qué trinh phan tich cac giai doan trong quy trinh ban hang tai Haviland House c6
thé thay cong ty da thuc hién duoc quy trinh ban hang twong doi rd rang va phu hop véi
hoat dong kinh doanh cho thué can ho dai han. Cac giai doan tir tham do khach hang,
lap ké hoach chao hang, gidi thiéu san pham, thuong luong, ky két hop dong dén chim
soc sau ban hang déu c6 sy lién két chat ch& va hd tro 13n nhau, gép phan nang cao hiéu
qué tu van va kha nang chdt giao dich.

O giai doan tham do khach hang, cong ty c6 kha nang tiép can khach hang tuong doi
t6t thong qua nhiéu kénh truc tuyén nhu Facebook, Zalo, TikTok, website va cac hoi
nhém cho thué ciin ho tai Pa Ning. Viéc ding bai thuong xuyén va cap nhat théng tin
can ho lién tuc gitp cong ty tiép can duoc nhiéu khach hang tiém ning, dac biét 1a nhom
khach hang tré, nguoi di 1am va khach nudc ngoai ¢6 nhu cau thué cin ho dai han.

O giai doan 1ap ké hoach va chuan bi chao hang, Haviland House di ung dung hé
thdng CRM noi bo trong qué trinh quan Iy thong tin khach hang va tim kiém can ho phu
hop. Viéc str dung CRM gilip nhan vién dé dang cap nhat tinh trang phong, luu trir dit
liu khach hang va dé xuit can ho theo ding nhu ciu cua ting d6i twong khéach thué.
Ngoai ra, cong ty con sir dung cac cong cu hd trg nhu Google Drive, Zalo, WhatsApp
va Facebook Messenger nham ting toc d6 phan hoi va trao doi théng tin véi khach hang.

O giai doan gidi thiéu va tu van san pham, doi ngii nhan vién kinh doanh c6 thai d6
phuc vu khé tét va chu dong trong qua trinh tu van. Két qua khao sat cho thay phan Ion
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khach hang hai 10ng vai thai d6 phuc vy, te d6 phan hoi va kha nang cung cap thong
tin can ho caa nhan vién. Nhan vién co kha niang hd tro khach hang linh hoat thong qua
nhiéu hinh thirc nhu gai hinh anh, video thyc té hodc video call dbi véi khach ¢ xa va
khach nuéc ngoai, gitp khach hang dé dang hinh dung va danh gia can ho trudc khi
quyét dinh thué.

O giai doan thuong lugng va ky két hop déng, nhan vién c6 kha ning hd tro khéach
hang giai dap cac thong tin lién quan dén gia thué, diéu khoan hop dong va thi tuc nhan
phong twong dbi nhanh chéng. Quy trinh ky két duoc thuc hién kha rd rang, gidp khach
hang tiét kiém thoi gian va tao cam gidc chuy@n nghiép trong qué trinh giao dich.

O giai doan cham soc khach hang sau ban hang, cong ty tiép tuc duy tri lién lac va hd
tro khach hang sau khi nhan phong. Nhan vién kinh doanh van theo doi tinh trang khach
thué, hd trg xtr Iy cac van dé phat sinh va cham soc ca nhimg khach hang chua chét can
ho nham ting kha ning chuyén doi trong twong lai. Hoat dong nay gop phan nang cao
mtc d6 hai 10ng, xay dung hinh anh chuy@n nghiép va tao thém ngudn khach hang méi
théng qua hinh thic giai thiéu tir khach hang cii.

2.5.2. Han ché va nguyén nhan ciia han ché

Bén canh nhitng két qua tich cuc dat dugc, Cong ty Haviland House hién dang thyc
hién quy trinh ban hang tuong d6i bai ban va cé tinh thdng nhat trong qua trinh hoat
dong. Mic du cong ty chua xay dung thanh mét vin ban quy trinh ban hang cu thé va
hoan chinh, nhung trén thuc té cac budc trong quy trinh ban hang van duoc trién khai
kha chinh chu dya trén nhitng quy dinh, quy tic va dinh hudng ban hang ma cong ty da
dé ra ngay tir ban dau. Quy trinh 1am viéc hién nay chu yéu duoc hinh thanh théng qua
qua trinh hudng dan va dao tao noi bo gitra cac thé hé nhan vién di trudc véi nhan vién
méi, tir d6 giup doi ngii kinh doanh nam duoc cach tiép can khach hang, tu van, thuong
lugng va chiam séc khach hang theo dinh huéng chung cua cong ty. Diéu nay gop phan
tao nén su dong bd nhét dinh trong hoat dong béan hang va hd trg nhan vién thich nghi
kha nhanh véi cong viéc thuc té.

Tuy nhién, bén canh nhitng vu diém dé, quy trinh ban hang cua céng ty van con tén
tai mot s6 han ché nhat dinh, anh hudng dén hiéu qua kinh doanh ciing nhu kha nang
canh tranh trén thi truong cho thué cin ho hién nay. Do chua dugc chuan héa thanh quy
trinh chinh thirc bang van ban nén viéc trién khai trong thuc té déi khi con phu thudc
nhiéu vao kinh nghiém ca nhan va cach lam viéc cua ting nhan vién. Biéu nay khién
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chat luong tu van, chim soc khach hang va kha niang xt ly tinh hudng gitra cac nhan
vién chua thuc sy dong déu, dong thoi gay khé khan trong cong tac dao tao, kiém soat
va nang cao chét luong dich vu cua doanh nghiép.

O giai doan tham do va tim kiém khéch hang, ngudn khach hang cua cong ty hién van
chua thuc sy 6n dinh va chiu anh huéng 16n tir mie d6 canh tranh ngdy cang cao trén
thi truong cho thué cin ho tai Ba Ning. Hoat dong tim kiém khach hang cua cong ty
cha yéu dua vao cac nén tang mang xa hoi nhu Facebook, Zalo, TikTok cung vai hoat
dong dang bai thi cOng cua nhan vién kinh doanh. Trong khi d6, thi truong cho thué can
ho tai Ba Néng c6 sy tham gia caa nhiéu doanh nghiép, c& nhan méi gidi va cha cin ho
hoat dong doc 1ap, khién mac do canh tranh ngay cang gay gat. Piéu nay 1am cho viéc
tim kiém va giit chan khach hang tré nén kho khin hon, dic biét khi khach hang co
nhiéu su lua chon vé gia thué, vi tri va tién ich can ho.

O giai doan tu van va giéi thidu san pham, k§ nang tu van, thuong lwong va xi Iy tinh
hudng cia mot s6 nhan vién kinh doanh van chua thuc sy dong déu. Két qua khao sat
noi bo cho thay nhiéu nhan vién con gap khé khin trong qua trinh tu van, xir Iy phan hoi
va thuyét phuc khach hang dua ra quyét dinh thué. Nguyén nhan chi yéu 1a do doi ngii
nhan vién phan I6n con tré, kinh nghiém thuc té chua nhiu va chua duoc dao tao chuyén
sau vé k¥ nang ban hang, thuong lugng va cham séc khach hang. Piéu nay anh huang
truc tiép dén ty 1¢ chuyén d6i khach hang ciing nhu kha ning giit chan khach hang cua
cong ty.

O giai doan cung cap thong tin va dan khach xem phong, tbc ¢ phan hoi va chét luong
thong tin can ho trong mot s6 trudng hop van chua dap tng tét nhu cau cia khach hang.
Mot s6 khach hang danh gia thong tin can ho chua thuc su day da hoic thoi gian phan
hdi con cham, dic biét trong cac khung gid cao diém khi nhan vién phai xt ly nhiéu
khach hang cung ldc. Bén canh do, ngudn cin ho caa cong ty phu thudc nhiéu vao chi
nha va tinh trang phong thuc té nén déi khi théng tin chua dwoc cap nhat kip thoi. Biéu
nay anh hudng dén téc do phan héi ciing nhu do chinh xac caa thong tin cung cap cho
khach hang trong qua trinh tu vin va din khach xem phong.

O giai doan quan 1y khach hang va cham soc sau ban hang, cong ty hién van chua xay
dung dugc hé thdng quan 1y va cham séc khach hang thuc sy dong bd. Mac di doanh
nghiép da ang dung CRM ndi bo trong hoat dong quan ly khach hang, tuy nhién viéc
cap nhat dir liéu, theo ddi lich sir khach hang va chim soc khach hang sau ban hang van
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con mang tinh tha cong va phu thudc nhiéu vao timg nhan vién kinh doanh. Piéu nay
khién quy trinh cham soc khach hang chua dam bao tinh thdng nhat va chuyén nghiép
trong toan bo quy trinh ban hang.

Ngoai ra, cdng ty hién chua trién khai thudng xuyén cac hoat dong dao tao ndi bo va
khao sat muc d6 hai l1ong cia khach hang mot cach bai ban. Diéu nay khién doanh nghiép
gap kho khin trong viéc danh gia toan dién chit lwong dich vu, dong thoi chua kip thoi
phét hién va cai thién cac han ché phat sinh trong qué trinh ban hang.

Ngudn cin ho cua cong ty doi khi chua da dang vé muc gia, vi tri va phan khac khach
hang, trong khi khach hang hién nay c6 xu hudng so sanh nhiéu cin ho khac nhau truéce
khi dua ra quyét dinh thué. Diéu nay gy khé khin cho nhan vién trong qua trinh tu van,

thuong luong va chét giao dich véi khach hang.
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CHUONG 3. CAC GIAI PHAP VA KIEN NGHI NHAM HOAN THIEN
QUY TRINH TU VAN VA CHOT KHACH THUE CAN HOQ CAO CAP TAI
CONG TY CO PHAN HAVILAND

3.1. Cin cir dé xuét giai phap hoan thién quy trinh ban hang cia cong ty
3.1.1. Pinh huwéng phat trién va muc tiéu kinh doanh ciia cong ty trong théi gian
toi

Can ctr vao ké hoach dinh hudng nam 2026 ciia Cong ty C6 phan Haviland véi thong
diép “Chuéan héa — M¢ rong — Tang trudng bén vimg”, chi nhanh S& Giao Dich — Khi
Housing x4c dinh chién luoc phéat trién trong thoi gian téi tap trung vao viéc nang cao
hiéu qua kinh doanh, t6i wu chi phi va hoan thién hé thdng van hanh.

Vé dinh huéng kinh doanh, co cau doanh thu nam 2026 cho thay hoat dong ban hang
chiém ty trong chu yéu vai 74,3% tong doanh thu, trong khi hoat dong van hanh chiém
24,6% va cac nguodn thu khéc chi chiém 1,1%. Diéu nay phan anh rd vai tro then chét
cua hoat dong ban hang trong viéc tao ra doanh thu cho chi nhanh. Do d9, trong thoi
gian toi, chi nhanh can tap trung day manh quy trinh tu van va chét khéach, nang cao ty
I& chuyén d6i khach hang tiém ning thanh khach thué thyc té. Pong thoi, ké hoach
doanh thu dugc xay dung theo xu hudng ting truong déu qua cac thang, thé hién dinh
hudng phat trién 6n dinh va bén viing.

Vé dinh hudng tai chinh, co ciu chi phi va loi nhuin duoc phan bd hop ly nhim dam
bao hiéu qua kinh doanh. Trong d6, chi phi luong va thudng chiém ty trong 16n nhat
(48,4%), cho thiy doanh nghiép chi trong dau tu vao ngudn nhan lec. Chi phi overhead
chiém 13,4% va chi phi van hanh chiém 5,5%, trong khi lgi nhuan duy kién dat 32,7%
trén tong doanh thu. Theo ké hoach, tong loi nhuan nim 2026 dat 3.150.988.766 dong,
Vi tong chi phi 13 3.080.000.000 ddng, twong ng mic hoan thanh 102,30% so véi chi
tiéu dé ra. Piéu nay cho thay chi nhanh huéng dén myc tiéu ting truong co kiém soét,
dam bao can bang gitta doanh thu va chi phi.

Vé dinh hudng phat trién hé thong, chi nhanh tap trung vao ba noi dung cét 18i. Thir
nhat, xay dung hé théng van hanh viing chac nhiam nang cao uy tin thuong hiéu. Diéu
nay duoc thuc hién thdng qua viéc chuan héa quy trinh van hanh, nang cao chat luong
dich vu va cai thién trai nghiém khach thué dai han. Thu hai, chl trong phét trién nguén
nhan lyc theo dinh huéng “Manh con ngudi — Tang doanh sé — Nang cao thu nhap”.
Doanh nghiép can hoan thién hé thong KPI, chinh sach luong thudng va ddy manh dao
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tao k¥ ning cho d6i ngii nhan vién kinh doanh nham nang cao hiéu qua ban hang. Thir
ba, phat trién san pham va thi truong theo hudng “San phiam da dang — Manh doanh
thu”, trong d6 tap trung da dang hda danh muc can ho, mo rong kénh phan phéi va khai
thac hiéu qua cac phan khac khach hang tiém ning.

Pinh hudng phét trién caa chi nhanh So Giao Dich — Khéi Housing trong thoi gian toi
khong chi tap trung vao viéc gia ting doanh thu ma con hudéng dén xay dung mot hé
théng kinh doanh chuyén nghiép, hiéu qua va bén viing. Viéc két hop giira phét trién
con ngudi, tdi vu san pham va chuan héa quy trinh s& 1a nén tang quan trong gitp chi
nhanh nang cao ning lyc canh tranh va khang dinh vi thé trén thi treong cin ho dich vu
tai Pa Nang.

3.1.2. Su thay ddi ciia mdi truwdong bén ngoai

Trong béi canh thi trudong cho thué can ho ngay cang phat trién, hoat dong tu van va
chét khach hang thué can ho cao cap tai Cong ty C6 phan Haviland chiu anh hudng lon
tir cac yéu td cuia moi truong bén ngoai. Nhiing thay doi ndy vira tao ra co hoi phat trién,
vira dit ra nhiéu thach thie d6i véi doanh nghiép trong qué trinh nang cao hiéu qua kinh
doanh.

Trudc hét, sy phat trién manh mé cua cdng nghé va nén tang sé di 1am thay d6i hanh
vi tim kiém thdng tin cua khach hang. Hién nay, phan 16n khach hang c6 xu huéng tim
kiém can ho théng qua Facebook, TikTok, website, Zalo hoic c4c nén tang truc tuyén
trude khi lién hé tu van. Diéu nay budc doanh nghiép phai lién tuc cap nhat hinh thic
marketing, nang cao chat lugng noi dung hinh anh, video va téi vu toc d6 phan hdi khéach
hang trén cac nén tang truc tuyén nham tang kha ning tiép can va giit chan khéach hang.

Mirc d6 canh tranh trén thi truong cho thué cin ho tai Pa Nang ngay cang cao véi su
tham gia cua nhiéu céng ty madi giéi, chii can ho c& nhan va cac nén tang trung gian.
Khéach hang hién nay c6 nhiéu su lya chon hon va thuong xuyén so sanh gia thué, vi tri,
tién ich ciing nhu chat luong dich vu gita cac don vi trude khi dua ra quyét dinh thué.
Diéu nay tao &p luc 16n dbi voi Haviland trong viéc nang cao chét luong tu van, cai
thién dich vu va xay dung loi thé canh tranh riéng.

Nhu cau va ky vong cua khach hang ciing dang thay d6i theo huéng ngay cang cao
hon. Khach hang khong chi quan tam dén gia thué ma con chu trong dén trai nghiém
séng, chat lwong noi that, tién ich xung quanh, toc do hd tro va thai do phuc vu caa nhan
vién tu van. Pac biét, nhdm khach hang tré va khach nude ngoai thuong yéu cau quy
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trinh tu van nhanh chéng, théng tin minh bach va hd tro linh hoat théng qua cac nén
tang truc tuyén.

Tinh hinh kinh té va du lich tai Pa Néng ciing anh huong truc tiép dén nhu cau thué
can ho cao cap. Khi hoat dong du lich, dau tu va lam viéc cua ngudi nude ngodi ting
truong, nhu cau thué cin ho dai han cling c6 xu hudng gia ting. Nguoc lai, trong cac
giai doan kinh té kho khin hoic thi truong bat dong san bién dong, nhu cau thué can ho
c6 thé giam, anh huong dén ty 18 chét khach cua cong ty.

Céc yéu tb phap 1y lién quan dén hoat dong kinh doanh bat dong san, quy dinh cu tra
d6i voi nguodi nude ngoai va chinh sach quan 1y cin ho cho thué ciing co tac dong nhat
dinh dén hoat dong kinh doanh cua doanh nghiép. Piéu nay doi hoi cong ty phai thuong
xuyén cap nhat quy dinh phap luat dé dam bao hoat dong tu van va ky két hop dong
dugc thyuc hién ding quy dinh.

Nhu vay su thay d6i cia méi truong bén ngoai tao ra ca co hoi va thach thie ddi voi
hoat dong tu van va chét khach thué cin ho cao cap tai Haviland. Vi vay, cong ty can
cha dong thich nghi véi xu huéng thi trudng, nang cao chat lugng dich vu, diy manh
trng dung céng nghé va tang cuong ning luc canh tranh nham dap @ng tét hon nhu cau
ngay cang da dang cua khach hang.

3.2. Mot so giai phap nham hoan thién quy trinh ban hang ciia cong ty
3.2.1 Pa dang héa ngudn khach hang va nang cao hoat dong Marketing

O giai doan tham do khach hang, trudc tinh trang nguon khach hang chua thyc sy 6n
dinh va mac do canh tranh ngay cang cao trén thi trudng cho thué cin ho tai Pa Nang,
Cong ty Co phan Haviland can xay dung chién lugc da dang hda nguon khach hang va
nang cao hiéu qua hoat dong marketing nham ting kha nang tiép can khéach hang tiém
nang, nang cao hiéu qua kinh doanh va cai thién kha nang canh tranh trén thi truong.

Muc dich: gilp cong ty giam sy phu thudc vao hoat dong dang bai thu cdng trén cac
nén tang mang x& hoi ctia nhan vién kinh doanh, dong thoi maé rong thém nhiéu ngudn
khach hang mai dé tao nguén khach on dinh trong dai han. Bén canh do, giai phap con
g6p phan nang cao do nhan dién thuong hiéu, ting ty 1& chdt giao dich va hd tro doanh
nghiép xay dung hinh anh chuyé&n nghiép hon trong linh vuc cho thué cédn ho.

Cong cu hd tro: doanh nghiép co thé sir dung cac cong cu mién phi nhu Facebook,
Zalo, TikTok, Google Maps va Website nham quang ba can ho, tiép can khach hang
tiém ning va ning cao d6 nhan dién thuong hiéu. C4c nén tang nay hd trg doanh nghiép
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dang tai hinh anh, video, thong tin cin ho va twong tac truc tiép véi khach hang mot
cach nhanh chéng, thuan tién. Bén canh dé, doanh nghiép cd thé st dung Canva, CapCut
va ChatGPT dé thiét ké hinh anh, chinh sira video cin ho va tao noi dung bai dang ngan
gon, thu hat, d& hiéu nham phuc vu hoat déng quang ba hiéu qua hon.

Ngoai ra, cong ty co thé sir dung cac cong cu mat phi nhu Nha Tét, Facebook Ads va
TikTok Ads dé ting kha ning tiép can khach hang muc tiéu. Cac nén tang nay cho phép
doanh nghiép dang tin, day tin hodc chay quang c&o nham giup bai ding hién thi ndi bat
hon va tiép can dung nhom khach hang c¢6 nhu cau thué cin ho tai Da Ning.

Trong giai doan tir 1 dén 2 thang dau, cdng ty can tap trung xay dung cac nén tang
marketing co ban va it ton chi phi nham hd tro hoat dong tim kiém khéch hang hiéu qua
hon. Doanh nghiép can chu trong phét trién kénh Facebook cia cong ty ciing nhu
Facebook c& nhan cua nhan vién kinh doanh dé tao ngudn khach hang chinh, ting do
thu hiit va d6 nhan dién thuong hiéu. Bong thoi, nhan vién can dang bai tai cac hoi nhom
cho thué can ho, hoi nhom ngudi nudc ngoai hoic cong dong sinh séng tai Ba Nang mot
cach bai ban, day du thong tin, hinh anh va c6 noi dung thu hdt nham tang do tin cay doi
v6i khach hang. Mbi bai dang co thé chia sé trén nhiéu hoi nhom khac nhau va nén wu
tién dang vao cac khung gio' cao diém nhu gio nghi trua, budi téi hodc dém khuya dé
tiép can khach hang nudc ngoai hiéu qua hon.

Cong ty can chuan hoa nodi dung dang bai trén Facebook, TikTok, Zalo va cac nén tang
cho thué cin ho nham tao sy dong bd vé hinh anh thuong hiéu. Doanh nghiép ciing can
xay dung kho dit liéu hinh anh va video cin ho chuyén nghiép dé hd trg nhan vién kinh
doanh trong qua trinh tu van va giri thdng tin cho khach hang. Ngoai ra, cong ty nén to
chire dao tao nhan vién vé ki nang marketing c4 nhan, k¥ nang xay dung noi dung ban
hang va cach tiép can khach hang trén cac nén tang truc tuyén nham nang cao hiéu qua
hoat dong kinh doanh.

Trong giai doan tir 3 dén 6 thang, cong ty can trién khai manh hon cac hoat dong
marketing nham mé rong ngudn khach hang tiém niang. Doanh nghiép ¢d thé thuc hién
quang c4o trén cac nén tang tra phi nhu Nha Tét, Facebook Ads va TikTok Ads dé ting
kha nang tiép can khach hang dang c6 nhu cau thué can ho tai Da Nang. Dong thoi, cong
ty can ting cuong dang tai video review cin h, video giéi thiéu khu vuc séng, dia diém
an udng hoic cac tién ich gan can ho nham ting muc d6 thu hut va twong tac vai khach
hang.
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Nhan vién kinh doanh can thudng xuyén ding bai tai cac hoi nhom thué can ho, cong
ddng ngudi nudc ngoai va cac trang bat dong san nham mé rong ngudn khach hang tiém
nang. Cong ty ciing c6 thé hop tac véi KOL hoic TikToker dia phuong dé review cin
ho va quang ba thuong hiéu dén nhiéu khach hang hon. Bén canh dé, doanh nghiép can
theo ddi lwong twong tac, sé lugng tin nhan va ty Ié chuyén d6i khach hang tir cac kénh
marketing nhiam danh gia hiéu qua hoat dong quang ba. Bong thai, cong ty cé thé lién
két vai cac cong ty du lich dé tim kiém thém ngudn khach hang c6 nhu cau thué cin ho
ngin han hoic dai han.

Sau khi hoat dong marketing di vao 6n dinh, cong ty can tap trung téi wu hiéu qua va
nang cao hoat dong chim soc khach hang. Trong giai doan nay, doanh nghiép can st
dung CRM dé Iuu trit va quan ly di liéu khach hang tap trung, dong thoi theo dbi ngudn
khach hang mang lai ty 1& chét giao dich cao nhat. Cong ty can thuc hién remarketing
d6i véi nhiing khach hang da ting quan tim can ho nhung chua phat sinh giao dich
nham ting kha ning quay lai thué phong.

Ngoai ra, doanh nghiép c6 thé trién khai cac chuong trinh wu dai gii thiéu khach hang
méi, giri tin nhin cham soc khach hang dinh ky hoic khao sat mic do hai long sau thué
nham duy tri méi quan hé 1au dai voi khach hang. Dong thoi, cong ty can thuong xuyén
danh gia hiéu qua cua ting kénh marketing dé diéu chinh noi dung va ngan sach quang
céo phi hop véi nhu cau thyuc té cia doanh nghiép.

Pé trién khai giai phap da dang héa nguon khach hang va nang cao hoat dong
Marketing, Haviland can dau tu chi phi cho xay dung hinh anh thwong hiéu, quang ba
va cham soc khach hang. Trong giai doan dau, chi phi chup anh, quay video va thiét ké
noi dung dy kién khoang 8.000.000 — 12.000.000 dong. Chi phi chay Facebook Ads,
TikTok Ads va hop tdc KOL/KOC duy kién khoang 10.000.000 — 20.000.000 ddng mdi
thang tly theo quy md chién dich quang cao
3.2.2. Nang cip cong nghé CRM trong viéc quan 1y dir li¢u khach hang

Trong béi canh thi truong cho thué can ho ngay cang canh tranh, viéc nang cap cong
nghé CRM trong quan Iy dir liéu khach hang 1a giai phap can thiét déi véi Cong ty Co
phan Haviland nham nang cao hiéu qua ban hang va chat lugng cham séc khach hang.
Hién nay, cong ty dang quan ly dir liéu khach hang song song giira hé théng CRM noi
bo va file Excel c& nhan cua nhan vién kinh doanh, tuy nhién dix liéu chi yéu van duoc
Iuru trix trén Excel. Trong khi d6, thong tin trén hé thdng CRM van chua thyc su chi tiét
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va day du, chu yéu chi luu lai cac thong tin co ban cua khach hang ¢ giai doan tham do
va chim séc ban dau. Ddi vé6i cac khach hang da ky hop dong hoic dit coc thanh céng,
cdng ty mai tién hanh luu trir thong tin chi tiét trén hé théng CRM.

Viéc luu trir di liéu trén nhiéu ngudn khac nhau gay mat nhiéu thoi gian trong qua
trinh tim kiém, cap nhat va cham séc khach hang, ddng thoi dé xay ra tinh trang thiéu
s6t, tring lap hoic that thoat dit liu. Vi vay, cdng ty can nang cip hé théng CRM theo
huéng ddng bo toan bo thdng tin khach hang trén mot hé thdng tap trung, chi tiét va
théng nhat nhiam hd tro hiéu qua hon cho hoat déng ban hang va quan ly khach hang.

Muc dich: giup cac giai doan tham do khach hang, gii thiéu va dan ching san pham
cling nhu dich vu sau ban hang duoc quan Iy khoa hoc va dong bd hon. Pong thai, hé
théng CRM s& hd trg nhan vién kinh doanh nang cao hiéu qua tu van, chim séc khach
hang va tang ty 1& chét giao dich. Bén canh d6, viéc nang cip CRM con gilp han ché
tinh trang that thoat dit liéu va bo st khach hang tiém ning trong qua trinh lam viéc.

Cong cu: cong ty co thé st dung CRM ndi bo két hop véi Google Sheets, Google
Forms va Zalo OA nham hd tro luu trix va quan ly dir liéu khach hang. Hé théng CRM
s& hd tro cac tinh nang nhu luu trir théng tin khach hang, phan loai khach hang tiém
nang, Iuu lich sir cham séc khach hang, tw dong nhac lich lién hé va thong ké hiéu qua
kinh doanh. Ngoai ra, hé théng con gilp theo ddi ngudn khach hang tir cac kénh
marketing khac nhau nhim nang cao hiéu qua quan 1y va chim soc khach hang.

Trong giai doan dau tir 1 dén 2 thang: Haviland can tién hanh kiém tra va tong hop
toan bo dir liéu khach hang tir Facebook, Zalo, file Excel va cac nguén luu trit khac
nham han ché tinh trang thiéu st hoac trung lap théng tin. Sau do, doanh nghiép can
chuan héa dit liéu bang cach bo sung day du cac thong tin nhu nhu cau thué, khu vuc
quan tdm, muc gia phu hop, thoi gian thué va trang thai tu van trude khi ddng bo 18n hé
théng CRM. Pong thoi, cong ty can phan chia khach hang thanh timg nhém nhu khach
hang maéi, khach hang tiém nang, khach hang dang cham soc va khach hang cii nham hd
tro viéc theo doi va cham soc khach hang hiéu qua hon.

Doanh nghiép can quy dinh rd viéc tat ca nhan vién kinh doanh phai cap nhat day du
théng tin khach hang 1én CRM ngay tir giai doan tham do khach hang thay vi chi luu trix
sau khi ky hop ddng hoac dit coc thanh cong nhu trude day. Cong ty ciing can danh gia
céc tinh nang con thiéu trong hé thong hién tai va thiét 1ap quyén truy cap phd hop cho
tirng b phan nham dam bao dir liéu dugc quan Iy chat ché va cap nhat théng nhat.
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Trong giai doan tir 3 dén 5 thang: cong ty tién hanh nang cap cac chic ning can
thiét caa hé thong CRM nham hd trg tt hon cho hoat dong ban hang va cham soc khach
hang. Doanh nghiép can bd sung tinh nang lwu lich sir 1am viéc voi khach hang dé nhan
vién d& dang theo ddi qua trinh tu van va xir Iy nhu cau cua khach hang. Bong thoi, cong
ty can cai dat hé théng tu dong nhic lich lién hé, lich hen xem phong hoic lich chim
s6c khach hang nhiam han ché tinh trang bo sét khach hang tiém nang.

Doanh nghiép can tich hop chtic ning thong ké hiéu qua kinh doanh theo tirng nhan
vién va tirng ngudn khach hang nham hd trg danh gia hiéu qua hoat dong ban hang. Song
song véi qua trinh nang cip, cong ty can té chirc huéng dan nhan vién st dung hé théng
CRM diing quy trinh nhu cap nhat thong tin khach hang, theo dai tién do tu van va quan
ly lich cham séc khach hang. Ngoai ra, doanh nghiép ciing can trién khai chay thtr hé
théng trong mot khoang thoi gian nhat dinh dé kiém tra mtc do phu hop trudc khi ap
dung chinh thuc trén toan cong ty.

Sau khi hé théng CRM di vao hoat dong on dinh, cong ty can thuong xuyén theo doi
hiéu qua sir dung hé thong thong qua cac tiéu chi nhu tbe do phan hdi khach hang, ty 1é
chuyén dbi khach thué va mic do cap nhat dix liéu cua nhan vién. Dong thoi, doanh
nghiép can duy tri viéc cap nhat thong tin khach hang mdi ngay nham dam bao di liéu
luén day du va chinh xac.

Cong ty can thuc hién sao luu dit liéu dinh ky, kiém tra 16i hé thdng va diéu chinh cac
tinh nang chua phi hop véi nhu cau thyc té nham dam bao hé thong CRM hoat dong on
dinh va hé tro hiéu qua cho quy trinh ban hang lau dai.

Vé mit tai chinh, chi phi nang cip hé théng CRM duy kién khoang tir 10.000.000 dén
15.000.000 d¢6ng. Chi phi duy tri va bao tri hé théng hang thang khoang tir 2.000.000
dén 5.000.000 dong. Ngoai ra, cong ty ciing can duy trd thém khoang tir 3.000.000 dén
5.000.000 dong cho hoat dong dao tao nhan vién st dung hé théng CRM. Mic di doanh
nghiép can dau tu thém chi phi trong giai doan dau, tuy nhién giai phap nay s& gilp nang
cao hiéu qua quan ly di liéu khach hang, cai thién chat lugng cham séc khach hang va
tang kha nang canh tranh cta cong ty trong thoi gian tai.

3.2.3 Gia tang dao tao k¥ niang cho nhan vién kinh doanh

Trong giai doan gidi thiéu va dan chiring san pham, day 1a giai doan doanh nghiép dé
mét khéach hang do nhiéu nguyén nhan khac nhau, trong d6 k¥ ning ban hang cta nhan
vién 1a mét trong nhitng yéu té quan trong anh hudng dén quyét dinh thué cin ho cua
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khach hang. Néu nhan vién chua c6 k¥ ning tu van, xtr Iy tinh hung hoic thuyét phuc
khach hang hiéu qua thi khach hang rét dé tir chdi hodc chuyén sang lua chon dbi thu
canh tranh. Vi vy, dé nang cao hiéu qua 1am viéc cia doi ngii kinh doanh, doanh nghiép
can xay dung chuong trinh dao tao bai ban va phan chia thanh hai nhém gdém dao tao
cho nhan vién mai va dao tao dinh Ky cho nhan vién cii. Viéc dao tao can xac dinh rd
ngudi phu trach, ndi dung, phuong phap va cong cu hd tro nham dam bao tinh thuce tién
va hiéu qua trong qua trinh ap dung.

Pao tao cho nhan vién méi

Déi vai nhan vién méi, doanh nghiép can té chirc chuong trinh dao tao ban dau nhiam
giip nhan vién nhanh chéng thich nghi véi méi trudng 1am viéc va nam viing quy trinh
kinh doanh. Nguoi tryc tiép dao tao bao gom truong phong kinh doanh, nhan vién kinh
doanh c6 kinh nghiém va bd phan nhan su phdi hop huéng dan quy trinh ciing nhu vin
hoa doanh nghiép.

Noi dung dao tao tap trung vao viéc gidi thiéu doanh nghiép, van hoa va quy dinh lam
viéc, kién thirc vé san pham hoac dich vu, quy trinh ban hang va chdm soc khach hang.
Bén canh d6, nhan vién méi can duoc hudng dan ky ning giao tiép, tu van, xi ly tir
chéi, tim kiém khach hang va chét giao dich. Doanh nghiép ciing can dao tao cach st
dung cac phan mém va cong cu hd tro cong viéc nham nang cao hiéu qua lam viéc.

Céc phuong phéap dao tao c6 thé dugc ap dung gom dao tao truc tiép tai doanh nghiép,
huéng dan 1 kém 1, quan sat thuc té cong viéc, thuc hanh tinh huéng gia dinh va hoc
thong qua video hoac tai liéu noi bo. Ngoai ra, nhan vién méi cé thé hoc hoi kinh nghiém
thuc té thong qua viéc di dan khéach ciing véi cac nhan vién 1au ndm trong cong ty.

Doanh nghiép ciing c¢6 thé sir dung cac cong cu hd tro nhu slide dao tao, video mo
phong quy trinh ban hang, phan mém CRM quan ly khach hang, Google Meet hoic
Zoom dbi voi ddo tao truc tuyén. Pong thoi, doanh nghiép nén t6 chuc céc budi dao tao
hoi nhap dinh ky hing thang cho nhan vién méi va sir dung checklist danh gia sau dao
tao nham theo ddi muc do tiép thu va kha nang ap dung cua nhan vién vao cong viéc
thuc té.

Pao tao dinh ky cho nhan vién cii

Bén canh dao tao cho nhan vién méi, doanh nghiép can té chic dao tao dinh ky cho
nhan vién hién tai theo chu ky 2 thang/lan nham cap nhat kién thirc méi, nang cao ky
nang chuyén mén va cai thién hiéu qua lam viéc. Nguoi tham gia ddo tao cd thé bao
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gom trudng phong kinh doanh, chuyén gia do tao ki ning ban hang va cic nhan vién
Xuit sac chia s¢ kinh nghiém thuc té.

Noi dung dao tao dinh ky can tap trung vao viéc cap nhat kién thirc vé san pham hoac
dich vu méi, ki ning dam phan va thuyét phuc khach hang, ki ning cham soc khach
hang chuyén nghiép va k§ nang xt Iy khiéu nai hoic cac tinh huéng kho trong qué trinh
lam viéc. Bong thoi, doanh nghiép ciing can chi trong dao tao ki ning ban hang online,
marketing ca nhan va phan tich dit liéu khach hang nham gitp nhan vién thich @ng voi
xu hudng thi trueong hién nay.

Céc phuong phéap dao tao c6 thé ap dung gdm workshop, seminar ndi bo, dao tao theo
tinh hudng thuc té, chia s¢ kinh nghiém gitta cac nhan vién va dao tao truc tuyén két
hop truc tiép. Ngoai ra, doanh nghiép can sir dung cac cong cu hd trg nhu hé théng
CRM, nén tang hoc truc tuyén, video ddo tao ki ning, bang KPI danh gia hiéu qua va
biéu mau khao sat phan hoi khach hang nham danh gia két qua dao tao va cai thién chat
luong lam viéc cua d6i ngi kinh doanh.

Viéc ch trong dao tao va phat trién ki niang cho doi ngii nhan vién kinh doanh khong
chi gitip nang cao hiéu qua ban hang ma con gép phan xay dung hinh anh chuyén nghiép,
nang cao chat luong dich vu va ting kha ning canh tranh cia doanh nghiép trén thi
truong.

3.2.4 Nang cao toc do phan hdi va chit lwgng tw van khach hang

Trong giai doan giGi thiéu va dan chizng san pham, toc do phan hoi 13 mot trong nhitng
yéu t6 quan trong anh huong truc tiép dén kha ning giir chan khach hang trong linh vyc
cho thué can ho. Trong thuc té, khach hang thuong lién hé véi nhiéu don vi cing ldc, vi
vay néu phan hoi cham s& dé khién cong ty mat khach hang vao tay ddi thi. Do do,
Haviland can nang cao tinh chu dong ciia nhan vién trong qua trinh tu van va phan hoi
khach hang nham cai thién trai nghiém khach hang va nang cao hiéu qua kinh doanh.

Muc dich: gilp cong ty nang cao téc d6 phan hdi, dam bao thong tin cin ho duoc cap
nhat chinh x4c va day du, tir d6 ting mutc d6 hai long ciia khach hang va nang cao kha
ning chdt giao dich. Bong thoi, giai phap con gép phan xay dung hinh anh chuyén
nghiép va tang tinh canh tranh cta doanh nghié¢p trén thi truong cho thué céan ho.

Cong cu: hé théng CRM, chatbot ty dong, Facebook Messenger, Zalo OA, Google
Drive luu trit dit liéu va cac mau ndi dung tu van (template) thdng nhét cho toan bo nhan
vién kinh doanh. Ngoai ra, doanh nghiép ciing can xay dung kho dit liéu hinh anh va
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video cian ho tap trung nham giGp nhan vién dé dang truy cap va gui thdng tin cho khach
hang trong thoi gian ngin nhét.

Giai doan 1: Chuan hoéa dix liéu va quy trinh phan héi (1 — 2 thang)

Trong giai doan dau, cong ty can tién hanh chuan héa quy trinh cap nhat thong tin cin
ho trén hé théng noi bo. Nhan vién kinh doanh can thudng xuyén cap nhat tinh trang
phong tréng, gia thué, dién tich, tién ich va théng tin thuc té cua cin ho nham dam bao
khi khach hang lién hé cé thé phan hdi nhanh chéng va chinh xéc.

Cong cu chinh duoc st dung trong giai doan nay 1a Google Drive va hé théng CRM.
Google Drive dugc dung dé luu trir tap trung hinh anh, video, thong tin can ho va tai
liéu lién quan theo tirng thu muc cu thé dé nhan vién dé dang tra cttu. Hé théng CRM
duogc sir dung dé cap nhat tinh trang khach hang, luu thong tin khach hang tiém ning va
theo ddi lich st tw van nham tranh bo s6t khach hang.

Bén canh d6, cong ty can xay dung cac mau noi dung tu van chung (template) trén
Zalo, Facebook Messenger hoic file noi bo dé nhan vién sir dung thong nhat trong qua
trinh lam viéc. Cac noi dung nhu gidi thiéu can ho, gia thué, tién ich, vi tri va chinh sach
thué can dugc chuan hda nham gidp tiét kiém thoi gian phan hoi va dam bao tinh dong
bo vé thong tin gitta cac nhan vién.

Giai doan 2: Ung dung cong nghé hd tre phan hai (3 — 4 thang)

Trong giai doan tiép theo, cdng ty can hudng dan nhan vién ang dung cong nghé hd
trg phan hdi khach hang nhu chatbot hoac tin nhan ty dong trén cac nén tang Facebook,
Zalo va website nham tra 10i nhanh c4c cau hoi co ban cua khach hang nhu gia thué, vi
tri, loai can ho hoac tién ich di kém.

Cong cu chinh trong giai doan nay la chatbot tuw dong, Facebook Messenger va Zalo
OA. Chatbot s& hd tro phan hdi tu dong 24/7 dbi véi cac cau hoi phd bién, gitp khach
hang nhan dugc thong tin ban dau ngay ca ngoai gio 1am viéc. Facebook Messenger va
Zalo OA duoc str dung dé gtri nhanh hinh anh, video cin ho, vi tri va thdng tin chi tiét
dén khach hang.

Doanh nghiép can tiép tuc xay dung kho di liéu hinh anh va video cin ho tap trung
trén Google Drive hoic hé thong luu trit ndi bo dé nhan vién cé thé dé dang truy cap va
giri thong tin cho khach hang trong thoi gian ngan nhat. Biéu nay gilp giam thoi gian
tim kiém dix liéu va nang cao tinh chuyén nghiép trong qua trinh tu van.

Giai doan 3: Kiém tra va téi wu hiéu qua phan hoi
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Sau qué trinh trién khai, céng ty can thuong xuyén kiém tra toc do phan hdi cua nhan
vién, danh gia murc d6 hai 1ong cua khach hang va tiép tuc diéu chinh quy trinh phan hoi
phl hop véi nhu cau thuc té.

Trong giai doan ndy, cdng cu chinh duoc sir dung 1a hé théng CRM va bang KPI danh
gia hiéu qua lam viéc. CRM gilp quan ly thoi gian phan hdi khach hang, theo dai ty 1é
chuyén d6i va luu trit lich sir chiam séc khach hang. Bdng thoi, bang KPI duoc sir dung
dé danh gia hiéu qua phan hdi cta ting nhan vién dya trén cac tiéu chi nhu thoi gian
phan hdi, ty 18 tu van thanh cong va mic d6 hai long cua khach hang. Doanh nghiép
cling can duy tri viéc cap nhat thong tin cin ho thuong xuyén nham dam bao dir liéu
lun chinh xac va han ché sai sét trong qua trinh tu van.

Chi phi du kién dé trién khai giai phap nay bao géom: chi phi xay dyng va chuan hoa
mau nodi dung tu van khoang 1.000.000 — 3.000.000 d6ng, chi phi tng dung chatbot hozc
tin nhan ty dong khoang 2.000.000 — 5.000.000 dong, chi phi duy tri va cap nhat hé
théng khoang 1.000.000 — 3.000.000 déng/nam. Nhin chung, day 1a giai phap co chi phi
dau tu khong qua 16n nhung mang lai hiéu qua cao trong viéc nang cao toc do phan hoi,
cai thién trai nghiém khach hang va tiang kha ning chét giao dich trong hoat dong cho

thué can ho cua cong ty.
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PHU LUC

BANG 2.10: BANG KHAO SAT PANH GIA SU HAI LONG CUA KHACH
HANG VE QUY TRINH TU VAN VA CHO THUE CAN HQ CUA CONG TY

HAVILAND HOUSE (COPY TU GOOGLE FORM)

STT

NOI DUNG CAU HOI

KET QUA KHAO SAT

Do tudi ciia Quy Khach:

@ Under 18 years old

@ From 18 - 25 years old
@ From 26 — 35 years old
@ From 36 - 45 years ald
@ Over 45 years old

2 | Nghé nghiép hién tai: sav

3 | Quy Khach biét dén s
Haviland House thong s
gua kénh nao?

4 Tdc d6 phan hdi cua
nhén vién: oo

-
oo

5 Quy khach dénh gia thé
nao vé thai do phuc vu e
cua nhan vién?

6 Nhan vién c6 cung cip T
day du théng tin vé can
ho khéng?

7 Quy trinh tur van va hd 8ot
tro thué can ho co dé @ oo s
hiéu khéng?

8 Budc nao trong quy

trinh khién Quy khac hai

long nhat?

e acee
zE




Budc nao trong quy
trinh kién Quy khéch

chua hai long?

@ Information consulting

10

Budc nao Quy khach
cam thy can cai thién

thém?

® Tu vén thang tin
@ Bao g

® Quy trinh Gt coc

@ Hop diing thue

@ Cham séc khach hing

11

Theo Quy khéch,
Haviland House can cai

thién diéu gi nhat?

12

Mtrc d¢ hai long chung
cua Quy khéach vé dich

vu tai Haviland House:

@ Very satisfied
@ Satisfied

@ Normal

@ Dissatisfied

@ Very dissatisfied

13

Quy khach ¢ sin sang
giai thiéu Haviland
House cho ban be hoac

ngudi than khong?

@ Definitely yes
@ Maybe

@ Not sure yet
® No

@ Chic chdn co
@ Cothé co

@ Ghua chic
@ Khang

14

Néu chua thué cin ho tai
Haviland House, ly do

chinh la:

The process is stil complicated

BANG 2.11: BANG KHAO SAT SU HAI LONG CUA NHAN VIEN BQ PHAN
KINH DOANH VE QUY TRINH TU VAN VA CHOT KHACH HANG TAl
CONG TY HAVILAND HOUSE (COPY TU GOOGLE FORM)

STT | NOI DUNG CAU KET QUA KHAO SAT
HOI
1 B¢ phan lam viéc @ Kinh doanh
cia Anh/ Chi: O poena

@ Cham séc khach hang




2 Thaoi gian lam viéc @ Dui 6 thang
e . @ Tu 6 thang dén dudi 1 nam
tal cong ty: @ T 1 dén 2 nam
@ Trén 2 ndm
3 Anh/Chj c6 biét ®co
A 3\ @ Kho
deén quy trinh tu e
van va ban hang tai
Cong ty Haviland
House khong?
4 | Mtc d6 hiéu biét o
® Khdng hiéu
cua Anh/Chi vé ® Hicuit
; @ Mrc trung binh
quy trinh tu van va ® Hiéu s
) . R @ Hiéuratro
ban hang cua Cong ‘
ty: 18,8%
5-9 |- Quy trinh tu van

dich vu duoc
huéng dan ré rang.
- Cac buac trong
quy trinh tr van va
ban hang duoc xay
dung don gian, dé
hiéu va dé thuc
hién.

- Thong tin can hd
cung cap cho
khach hang day du

va rd rang.

M 1 - Ratkhéngdongy MMM 2-Khongdongy MM 3-Binhthuong MM 4-5ongy MM 5 - Ratdong y

FEREN!

3 B
Cfa('“ v\b‘ﬁ
1

B

28 "
oo
Y:‘ Q-D




- Thoi gian phan
hoi nhanh chéng
trong 30 phdt.

- Quy trinh tu van
va ban hang hién
tai hd tro tot trong
viéc ting ty 1& chdt
khach
hang31/05/2026

10

Anh/Chi thuong
gap kho khan nhat
& giai doan nao
trong quy trinh ban

hang?

N&m théng tin san phm/can ho

Tim kiém khach hang 14 (43,8%)

Tw van khach hang 15 (46,9%)
Dan khach di xem can ha

Chét hop ddng va xi Iy dat coc

Thu hea hdng tir chd nha

11

Nguyén nhan
khach hang tir chdi
thué can ho thuong

la gi?

Gia thué cao 22 (68,8%)

Vi tri chwra phi hop 11 (34,4%)

N&i thét chira dap trng nhu cau 10 (31,3%)

Khach thay ddi nhu ciu 3(9,4%)

Khach Ia chon déi thi canh
tranh

12

Theo Anh/Chi,
Khéach hang

Sau khi tw van ban dau

Sau khi giFi théng tin can ho/gia

P
e 9(28,1%)

. R Sau khi xem can hd 18 (56,3%)
thuong ngung quan
Khi thuong lvgng gia 9(28,1%)
tam hOé,C tl‘I Ch6| Trwéce khi ky hop dong
thué can ho ¢ giai ° ’ 1 " ®
doan nao trong quy
trinh ban hang?
13 Theo Anh/Chi’ Gia thué chuwra phi hop 23 (71,9%)
~ ~ , Khach hang chwa c6 nhu ciu ré o
nguyén nhan chinh ’ sng 2%
L, i , Thiéu k§ nang tw van va thuhyél 9(28.1%)
khién viéc chot e
San pham/can hg chura da dang 7 (21,9%)
khaCh hang gép B4i thd canh tranh manh
0 5 10 15 20 25

khoé khan 1a gi?




Yéu té néo Iém Phan héi khach cham

glém t}ql |é chot Thiéu kj nng tur vén

17 (53,1%)

A A A Thiéu théng tin cén hé 5(15,6%
khach hang nhicu U theng tn cAn he (15.5%)
4 Gia thué chwa phi hop 14 (43,8%)
nhat?
Canh tranh tir déi tha
Q 5 10 15 20

Anh/Chi ¢6 thuong

@ Thuong xuyén
@ Thinh thoang
@ Hiém khi

@ Khéng bao giy

gap ap luc doanh
sb trong cdng viéc
khéng?




NHAN XET PON VI THUC TAP

1. Thong tin chung

S HOO BN SINN VIO e

- Trudng: Pai Hoc Kién Trac Pa Néng

- Chuyén nganh: Quan trj kinh doanh tong quét

S S S Ve
= DOM VI TG D e
SV G AP o
2. Nhan xét ctia don vi vé qué trinh thyc tap cia sinh vién

Nguoi nhan xét

(ghi 18 ho va tén, ky va dong dau )



TRUONG DAI HQOC KIEN TRUC DA NANG CONG HOA XA HQI CHU NGHIA VIET NAM

KHOA KINH TE Poc lap — Tw do — Hanh phuc

BO MON QUAN TRI KINH DOANH

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

MAU PON KHAI BAO SU DUNG Al

Khai bao caa sinh vién vé viéc Sir dung Tri tué Nhan tao Tao sinh ¢ Trach nhiém
T6i, Nguyén Quynh Trang, cam doan rang t6i da st dung c6 trach nhiém céc cong cu
Tri tué Nhan tao Tao sinh (GenAl) trong qua trinh chuan bi Khéa luan nay.
Bang viéc ky vao don ndy, toi x4c nhan cac ndi dung sau:
1. Khai bao str dung Al
Vui 16ng cho biét ban c6 sir dung bat ky cong cu Al tao sinh nao (vi du: ChatGPT,
Gimini,v.v..) trong viéc tao ra bai lam nay hay khong :

o [OCo, t6i co str dung cac cong cu Al trong bai danh gia nay.

o [ Khang, t6i khong sir dung bét ky cong cu Al nao.
2. Chi tiét vé viéc sir dung AT (Néu ban chon "Cé" & trén)

o Cac cong cu Al da sir dung:

o Téi xac nhin ring t6i di xem xét k¥ lwong va xac thwe tat ca ni dung do
Al tao ra vé tinh chinh xac, tinh nguyén ban va su phu hop.



oOdCo

3. Liém chinh, Trach nhiém Hoc thuét va Tuan thi Pao dirc va Phap luat - TOi
chju trach nhiém hoan toan vé ndi dung cta bai ndp nay va xac nhan rﬁng Al chi duoc
st dung nhu mot cong cu ho tro, khong phai la tac gid chinh cho bai lam cua to1.
- Toi x4c nhan rang Al khong duogc sir dung dé nguy tao, 1am gia hodc thao tung dir
liéu.
- T6i da dam bao rang khong c6 dit liéu bi mat hodc riéng tu nao duoc chia sé véi
cac cong cu Al ma khong c6 su cho phép thich hop.
- T6i d tudn 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 danh gia nay phan anh nd luc tri tué ca nhan cta toi, va trach nhiém d6i v6i bai
1am nay hoan toan thudc vé ca nhan toi.

Cam két
- T6i hiéu rﬁng bat ky su thiéu tuan thi nao ddi voi viée sir dung Al c¢6 trach nhi€m,
bao gém viéc khong khai bao st dung Al hoac trinh bay sai sy that, cé thé dan dén
viéc Khoéa luan tot nghiép cua toi bi tir chdi ma khong can xem xét thém.
- Bang viéc ky vao don ndy, t6i khiang dinh ring bai ndp ndy phan anh trung thuc
bai 1am cuia t6i va t6i da tuan thu cac nguyén tic st dung Al c6 trach nhiém.

Chtr ky: Ngay:




