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LOI MO PAU
1. Ly do chon dé tai

Trong giai doan hién nay, nén kinh té Viét Nam dang timg budc hoi nhap sau
rong vao thi trudng khu vuce va quéc té, tao ra nhiéu co hoi nhung ciing dit ra khong it
thach thirc cho cac doanh nghiép trong nudc. Pic biét trong linh vyuc san xuat va tiéu
thu 16p xe — mot nganh c6 tinh canh tranh cao va doi hoi khong ngimg ddi méi — cac
doanh nghiép budc phai nang cao ning lyc t6 chic, t6i vu hoa quy trinh hoat dong dé
giit virng thi phan va phét trién bén viing.

Cong ty C6 phan Cao su Pa Ning (DRC) 1a mét trong nhitng doanh nghiép hang
dau trong nganh san xuat 16p xe tai Viét Nam, voi nhiéu nam kinh nghiém va uy tin
thuong hiéu trén thi trudng trong va ngoai nudc. Khéach hang t6 chic (bao gom dai ly,
nha phan phdi, doanh nghiép van tai, don vi dau thau du an...) 1a nhém khach hang
trong yéu, dong gdp phan Ién doanh thu va giit vai tro then chét trong chién luoc phéat
trién thi trudng caa cong ty.

Tuy nhién, trong qué trinh nghién ciu va thuc tap tai DRC, tdi nhan thay rang
quy trinh ban hang hién tai doi véi khach hang to chac van con ton tai mot sé bat cap
nhu:

— Quy trinh xir Iy don hang con thu cong, thiéu tinh linh hoat, dan dén thoi gian
phan hdi va xir Iy cham, anh huong dén sy hai 1ong cua khach hang.

— Su phdi hop gitra cac bo phan lién quan (kinh doanh, kho van, ké toan...) d6i khi
chua nhip nhang, lam phat sinh 13i don hang, giao hang cham tré, anh huéng dén uy
tin doanh nghiép.

— Chua c6 ké hoach marketing san pham mai mot cach hiéu qua dan dén viéc nhiéu
san pham mai ra mit nhung chua duoc thi trudng dén nhan tich cuc. Sy thiéu dong bo
gitra hoat dong marketing va quy trinh ban hang khién khach hang té chirc khong nim
bat kip thdng tin vé san pham mai, 1am giam co hoi tiéu thu va anh huéng dén hiéu
qua kinh doanh.

Trong bdi canh chuyén doi s6 va su gia ting ky vong tir phia khach hang t6 chuc,
viéc hoan thién quy trinh ban hang khong chi 1a mot yéu cau van hanh noi b ma con
la yéu t6 then chét gitip doanh nghiép nang cao trai nghiém khach hang, ting ty I¢ git

chan khach hang va thiic day tiéu thy san pham — bao gom ca cac dong san pham méi.



Xuat phat tir nhitng van dé thuc tién trén, tdi quyét dinh lva chon dé tai “Mét sé
giai phap nham hoan thién quy trinh ban hang d6i véi khach hang té chic tai
Cong ty Cé phan Cao su Pa Ning”, véi mong mudn:

— Phan tich, danh gia thuc trang quy trinh ban hang hién tai cta cong ty;

— Lam rd cac nguyén nhan gay ra nhiing han ché trong quy trinh ban hang;

— Pé xuat cac giai phap hoan thién quy trinh ban hang mét cach khoa hoc, hiéu
qua;

Thuc hién dé tai nay khdng chi gitp t6i van dung kién thirc chuyén mén da hoc
vao thyc tién ma con gop phan xay dung co sd dé xuat cai tién hoat dong ban hang tai
DRC theo hudng hién dai, khach hang 1am trung tam, tir d6 gép phan nang cao hiéu
qua tiéu thu san pham — dic biét 1a cac san pham méi — trong bdi canh canh tranh ngay
cang khoc liét.

2. Muc tiéu nghién cau

— Tong hop, hé théng hda, 1am rd nén tang co so ly luan vé ban hang va quy trinh
ban hang cua doanh nghiép.

— Phan tich danh gia dugc thuc trang trong quy trinh ban hang cua Céng ty, chi ra
dugc nhitng wu diém, nhuoc diém cua quy trinh ban hang hién tai caa Cong ty.

— Pé xuat duoc mot sé giai phap voi Cong ty dé hoan thién quy trinh ban hang
nham nang cao hiéu qua tiéu thu san pham cua cong ty va gop phan téi uu hoa nguon
lwc, ndng cao hiéu qua hoat dong kinh doanh cua cong ty.

3. Pdi twong nghién ciru va pham vi nghién ciu

— Péi twong nghién ciu: Quy trinh ban hang cia Cong ty C6 phan Cao su Pa
Ning.

— Pham vi nghién ctu:

e Pham vi khéng gian: Cong ty Co phan Cao su Pa Nang; dia chi: L6 G, duong
Ta Quang Buru - Phuong Hoa Hiép Bic - Quan Lién Chiéu - TP. Pa Ning.

e Pham vi thoi gian: Twr ngay 15/11/2024 — 15/05/2025

e Pham vi noi dung: Tim hiéu vé quy trinh ban hang caa Cong ty C6 phan Cao su
Pa Néng, tim hiéu thuc trang cua quy trinh ban hang va tir d6 dua ra mot sé giai phap
nham hoan thién quy trinh ban hang caa cong ty.

4. Phuong phap nghién ciru
— Phuong phép tiép can:



e Phuong dién ly thuyét: Tim doc céc tai liéu sach, giao trinh bai giang lién quan
dén hoat dong ban hang, quy trinh ban hang nhu Bai giang mdn Quan tri ban hang cua
cd Lé Thi Kim Ngan (Giang vién nganh Quan tri kinh doanh - Trudng Dai hoc Kién
Trac Ba Ning); Quan trj tiép thi,. ..

Muc dich 13 hiéu duogc ly thuyét vé cong tac ban hang, ban chat va vai trd cua no,
ly thuyét vé quan tri ban hang, chire ning cua quan tri ban hang, md hinh quy trinh béan
hang va cac yéu té anh huong dén no. Tir do, phat hién nhitng yéu té tac dong dén hiéu
qua cta quy trinh ban hang caa doanh nghiép va céc tiéu chi dé danh gia hoat dong
ban hang.

e Phuong dién thyc té: Trong thoi gian thuc tap tai Céng ty C6 phan Cao su Pa
Ning, em tim hiéu vé san pham cuaa cong ty, quy trinh ban hang caa cong ty. Thuc
hién quan sat, ghi chép va hoi dap cac hoat dong ban hang, quy trinh ban hang, quy
trinh thuc hién cac nghiép vu ban hang tir nhan vién kinh doanh tai phong ban hang
cta cong ty. Tham gia truc tiép, hd trg cac hoat dong ban hang tai Cong ty C6 phan
Cao Su Pa Nang.

Muc dich cua viéc tiép can thuc té giip em c6 thé chi ra dugc quy trinh ban hang
thue té cua cong ty, nhitng wu diém ciing nhu nhirng han ché con ton tai can phai khic
phuc trong quy trinh ban hang. Tir d6, dé xuat dugc cac giai phap phu hop nham hoan
thién quy trinh ban hang tai cong ty.

— Phuong phap thu thap di liu:

Dé thyc hién tét cac muc tiéu dit ra trong nghién ciu va thu thap duoc céc két
qua dang, qua trinh nghién ctru cua em sir dung phuong phap nghién ctru dinh tinh vai
c4c thanh phan chil yéu nhu 1a:

e Nghién ctu tai liéu dé tim hiéu nén tang ly thuyét co ban vé ban hang, quy trinh
ban hang dé c6 nhimg dinh huéng cho bao cao dé tai di chon.

e Thao luan nhém: Trao doi, thao luan voi cac nhan vién ban hang trong phong
ban hang cua cong ty dé biét duoc nhirng thuc trang hién tai cua cong ty ciing nhu dua
ra cac hudéng giai quyét cho van dé do.

— Phuong phap quan sat: Thong qua phuong phap quan sat cac hoat dong ban hang
hién tai cua cong ty c6 thé nhin rd hon vé cach thirc thuc hién quy trinh ban hang dé

dua ra dugc nhirng giai phap hop ly.



— Phuong phap xu ly dit liéu: Tat ca dit liéu thu thap 1a dix liéu dinh tinh, viéc phan
tich, xur ly dit liéu tit ca déu thuc hién bing tay thdng qua k¥ thuat phan tich di liéu
dan chit va ma hoa, tu duy phén tich cta ban than nham 1am rd ly thuyét nén tang hoat
doéng ban hang, quy trinh ban hang, phan tich ngi dung thuc trang quy trinh ban hang
tai Cong ty C6 phan Cao su Pa Ning.

5. Bo cuc cuaa dé tai

Ngoai 16i m& dau, két luan va cac danh muc, bai béo cdo gdom 3 chwong véi bd
cuc nhu sau:

Chuwong 1: Co s ly luan vé hoat dong béan hang

Trinh bay nhiing ndi dung co s& Iy thuyét vé hoat dong ban hang, khai niém, vai
tro, ban chat, noi dung, muc tiéu, cac phuong thirc ban hang, quy trinh ban hang va cac
yéu t6 anh huong dén hoat dong ban hang.

Chuwong 2: Thuc trang quy trinh ban hang tai Céng ty C6 phan Cao su Pa Nang.

Trinh bay tong quan vé Cong ty Co phan Cao su Pa Nang, san pham cua cong ty
va tim hiéu thuc trang quy trinh ban hang hién tai caa Cong ty, danh gia chung vé quy
trinh ban hang.

Chuwong 3: Bé xuat mot sé giai phap nham hoan thién hoat dong ban hang doi

véi khach hang t6 chuc tai Cong ty Co phan Cao su Pa Ning.



LOI CAM ON

Trudc khi khép lai hanh trinh thuc hién khoa luan tét nghiép véi dé tai “Mot sb
giai phap nham hoan thién quy trinh ban hang ddi véi khach hang té chuc tai Cong ty
Cb6 phan Cao su Pa Ning”, em xin duoc bay to 10ng biét on sau sic dén nhitng ngudi
da ddng hanh, hd tro va truyén cam hang cho em trong suét qué trinh hoc tap va
nghién ciu vira qua.

Truéc hét, em xin giri 10 tri an chan thanh dén cd Nguyén Thi Thu Ha — giang
vién huéng dan — ngudi da ludn tan tinh chi bao, dinh huéng chuyén mén va danh
nhiéu thoi gian quy bau dé gop v, chinh sira giip em hoan thién khéa luan mét céach
nghiém tuc va khoa hoc. Nhitng 161 khuy@n va sy tan tam cua c6 1a ngudn dong luc 16n
lao dé em hoan thanh tét dé tai nay.

Em ciing xin gui 161 cam on dén Ban giam hiéu Truong Pai hoc Kién truc Pa
Ning, cing Khoa Kinh té va B mon Quan tri kinh doanh di tao diéu kién thuan loi va
moi trudng hoc tap 1y tudong dé em tich liy kién thuc, rén luyén ki ning va phat trién
ban than trong suét qua trinh hoc tap tai truong.

bac biét, em xin chan thanh cam on Ban 1anh dao va cac anh/chi tai bd phan ban
hang — Cong ty C6 phan Cao su Pa Ning di hd tro, chia sé thong tin thyc tién va tao
diéu kién thuan loi dé em co6 co hoi tiép can thuc té, tich liy kinh nghiém trong sudt
thoi gian thuc tap va hoan thién khoa luan.

Dau d3 nd lyc hét minh, nhung do han ché vé kinh nghiém va kién thic thyc tién,
bai khoa luan khdng thé tranh khoi nhitng thiéu sét. Em rat mong nhan duoc nhiing y
kién dong gop quy bau tir quy thay co dé c6 thé hoan thién hon trong hoc thuat ciing
nhu trong hanh trinh nghé nghiép sau nay.

Mot lan nita, em xin chan thanh cam on tit ca nhimg nguoi da luén déng hanh,
ung ho va tiép sirc cho em trong subt ching duong vira qua.

Em xin trén trong cam on!
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CHUONG 1: CO SO LY LUAN VE HOAT PONG BAN HANG
1.1. Cac dinh nghia, ban chit va vai tro caa hoat ddong ban hang
1.1.1. Khai niém hogr dgng ban hang

Bén hang 1a hoat dong kinh té nham ban duoc hang hda cia nha san xuit cho tat
ca cac d6i tuong tidu dung khac nhau trong xa hoi. Tuy nhién do céch tiép can khéc
nhau, muc dich nghién ctru khéc nhau nén trong thuc té c6 nhiéu quan niém khac nhau
vé ban hang.

Theo quan niém cé dién thi: “Ban hang 1a hoat dong thuc hién su trao ddi san
pham hay dich vu caa nguoi ban chuyén cho ngudi mua dé duoc nhan 12 tir ngudi mua
tién, vat pham hoic gié tri trao doi da thoa thuan”.

Theo quan diém hién dai thi: “Béan hang 14 nén tang trong kinh doanh. ¢ 14 su
gap go cua nguoi ban va nguoi mua ¢ nhitng noi khac nhau gitp doanh nghiép dat
dugc muc tiéu néu cudc gap g thanh cong trong cudc dam phan vé viéc trao doi san
pham. Ban hang 1a mot phan caa tién trinh ma doanh nghiép thuyét phuc khach hang
mua hang hoa, dich vu cua ho. Ban hang con la qua trinh lién hé véi khach hang tiém
nang, tim hiéu nhu cau khéach hang, trinh bay va ching minh san pham, dam phan mua
ban, giao hang va thanh toan. Ban hang 1a sy phuc vu, gitp d& khach hang nham cung
cap cho khach hang nhitng tha ma ho muén.

Theo James M.Comer (2002): “Quan diém trudc day vé ban hang chinh 1a ban
san pham, con ban hang ngay nay chinh 1a ban lgi ich cia san pham, nham dap (ng tot
nhat nhu cau cua khach hang”.

Theo Philip Kotler thi “Béan hang 1a mot hinh thuc gigi thiéu truc tiép vé hang
hoa, dich vu théng qua su trao doi, tro chuyén véi ngudi mua tiém niang dé ban dugc
hang”.

John W.Ernest & Richard Ashmun lai cho rang “Ban hang 14 tién trinh xac dinh
nhitng nhu cAu va mong mudn cua nhitng ngudi mua tiém ning, gisi thiéu vé& san
pham theo mét cach nao d6 khién cho nguoi mua di dén quyét dinh mua”.

Nhu vay, “Hoat dong ban hang 1a mot chudi cac hoat dong va quan hé, 1a qua
trinh nhan vién ban hang tu van, hd tro, huéng dan khach hang phét trién va dua quyét
dinh mua hang nham thoa man nhu cau ciaa ho, bén canh dé xay dung mdi quan hé lau
dai cung co lgi gitra doanh nghiép va khach hang”.

1.1.2. Bdn chadt ciia hogt dgng ban hang
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Ban chat cua hoat dong ban hang khéng chi 1a ¢am bao quyén lgi cho bén ban
ma con phai dam bao quyén loi cho ca bén mua trong thuong vu ay. Nhitng ngudi
trong luc luong ban hang dugc dat theo nhiéu chic danh nhu nguoi ban hang, dai dién
ban hang, giam dbc phu trach khach hang... nhung déu c6 dic diém chung 12 tiép xuc
v6i khach hang va 13 nguoi chiu trach nhiém tryuc tiép vé ban san pham hay dich vu
cua doanh nghiép.

1.1.3. Vai tro va tdm quan treng cia hoat dgng ban hang

— Bén hang nam trong khau luu thong phan phdi, trong qua trinh tai san xuat san
pham cua x3 hoi. D6 1a mot khau dic biét quan trong, 1a cau ndi giita san xuit va tiéu
ding. Nho d6 hoat dong ban hang ma hang hoa dugc luu thong thong sudt, dam bao
cho qué trinh tai san xuat dién ra binh thudng, gop phan thuc day phét trién san xuat va
kinh té x& hoi.

— Véi chiic ning chinh ciia minh, hoat dong ban hang gép phan thoa man tét nhat
nhu cau cua xa hoi. Khi san xuat phat trién, cac nha san xuat khong thé ty minh dam
nhiém cong viéc dem ban hang héa ciia minh cho nhiing ngudi ¢6 nhu cau. Do vay,
hoat dong béan hang la cau ndi trung gian dua hang hoa tir noi san xuat dén cac noi tiéu
dung trong x& hoi. Hoat dong ndy phuc vu tir nhu cau gian don dén nhu cau phuc tap
trén thi trueong, tir nhu cau tiéu dung trong san xuat dén nhu cau tiéu ding ca nhan.

— Déi véi moi doanh nghiép, chirc ning co ban caa ho la san xuat va cung tng
hang hoa dap wng nhu cau xa hoi. Vi vay, san xuat va ban hang 1a hai nhiém vy c6 méi
quan hé mat thiét trong chién lugc kinh doanh. Mic di san xuat 12 van dé gbc ré va
can ban, song tiéu thy, ban hang 1a sy hoan tat st ménh caa doanh nghiép. Nhiém vu
nay c6 anh hudng tac dong manh mé dén qua trinh san xuat cia chinh nha kinh doanh.
Bai vi néu van dé ban hang khong duoc thuc hién tt thi s& gay nén su dinh dén trong
san Xut.

— Nhin tor mot goc do khéac, hiéu qua kinh doanh cua doanh nghiép phu thuéc vao
hiéu qua cua hoat dong ban hang. Doanh nghiép chi cd thé tinh toan dwoc két qua kinh
doanh khi cong viéc ban hang duoc hoan tat. Mat khac, chi phi cho hoat dong ban
hang cling anh huéng manh mé dén thu nhap va loi nhuan cua cac doanh nghiép.

— Péi véi hoat dong Marketing cua doanh nghiép thi ban hang va quan tri ban hang
la mot noi dung rat quan trong nham thyuc hién muc tiéu dap &ng tét nhat nhu cau cho
thi truong va khéch hang. Véi phuong cham “chi san xuét va ban céi thi truong can”,
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chién luoc Marketing ciia doanh nghiép khéng phai dinh huéng vao loi ich caa minh,
ma trudc hét 1a dinh hudng vao loi ich caa khach hang muc tiéu. Théng qua hoat dong
ban hang, cac doanh nghiép vira mong mudn thé hién duoc tinh than cua chién lugc
Marketing, vira kiém tra danh gia lai cac chuong trinh Marketing cua minh.

— Bén hang 1a cau ndi gitta doanh nghiép va thi truong, 1am trung gian lién lac
thong tin gitra nha san xuat vai gisi tiéu dung x& hoi. Théng qua hoat dong ban hang
cac doanh nghiép s& ndm bit tot nhit cac thdng tin cua thi trudng va trién khai céc dich
vu chim séc khach hang muc tiéu. D6 chinh 1a cac yéu té rat quan trong trong chién
lugc Marketing ctia doanh nghiép.

— Péi véi nhitng ngudi 1am nghé ban hang, ho c6 quyén tu hao vé cong viéc cua
minh 1a dugc tryc tiép cham soc phuc vu khach hang. Suy cho cing, dé ton tai thi ai
cling phai tham gia vao hoat dong ban hang. Vi vy, ban hang la mot nghé phd bién
trong x& hoi chiing ta. Nghé ban hang khéng chi mang lai cho nguoi ta thu nhap ca ma
con 1a méi trudong rén luyén va thing tién cho mdi ca nhan, gitp ho nhanh chéng
truong thanh va khang dinh gia tri caa minh.

1.2. N@i dung caa hoat dong ban hang

Hoat dong ban hang gdm nhirng ndi dung sau:

D)

» Nghién ciu thi trwong va xac dinh co hgi ban hang

Nghién ciu thi truong 1a xuat phat diém dé dinh ra chién lugc kinh doanh cua
doanh nghiép, tir 6 doanh nghiép tién hanh lap va thuc hién cac ké hoach kinh doanh.
Bat ky mot doanh nghiép nao ciing phai nghién ciru thi trudng, nghién ciu thi trudng
la viéc can thiét, dau tién ddi vai mdi doanh nghiép khi bat d¢au kinh doanh, dang kinh
doanh hay mudn mé rong va phat trién kinh doanh. Nghién ctu thi truong gom nhiing
budc sau:

— Thu thap thong tin, 1a qua trinh thu nhap céc théng tin vé: Tong cau hang hoa,
tong cung hang hoa, gia ca thi truong, d6i thu canh tranh ciling nhu vé cac chinh sach
cua chinh pha nhu chinh sach thué, dat dai, |4i sut ngan hang. ..

— Céc thong tin vé thi truong chua di dé xac dinh dugc co hoi ban hang ma cac
doanh nghiép con phai tiép tuc nghién ciu muc tiéu nhiém vu ciing nhu tiém luc cua
minh. Théng qua qué trinh nghién ciru nay thi cdc doanh nghiép phai xac dinh (du béao
duoc) cac van dé sau:

e Nang lyc thi truong
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e Doanh s6 cua nganh hang
e Nang luc ban hang cuaa doanh nghiép
e Du b4o ban hang la viéc xac dinh sé luong ban hang bang tién caa doanh
nghiép dbi véi mat hang vai khoang thoi gian nhat dinh trén tat ca cac thi trudng, ting
phan doan thi trrong ma doanh nghiép tham gia canh tranh.
< Xay dung chién hrgc, ké hoach ban hang
— Chién luoc ban hang:

La dinh huéng hoat dong c6 muc tiéu cua doanh nghiép va hé théng cac giai
phap, bién phap nham thuc hién cac muc tiéu dé ra trong ban hang. Chién lugc béan
hang phan anh nhiing danh gia cua doanh nghiép vé diéu kién, co hoi thi treong va kha
nang loi dung nhimg co hoi 4y cua doanh nghiép. Cin ctr vao két qua danh gia, doanh
nghiép s& quyét dinh c6 thé ma rong hon, thu hep lai, duy tri nhu truéc hay chuyén
mon héa & mot bo phan chién luge nao do.

— Ké hoach ban hang
e Xac dinh muc tiéu va lap ké hoach ban hang
e Luya chon kénh ban hang va hé théng yém tro ban hang
< Thiét ké va té chikc lwe lwgng ban hang

So dé 1.1: Cdc buwoc thiét ké va té chirc lwe Iwong ban hang

Xac dinh muc tiéu cua luc lugng ban hang

l

Xéc dinh chién luoc cua luc lwgng ban hang

|

Xéc dinh co cau cua luc luong ban hang

|

Xac dinh quy mé cua luc lugng ban hang

|

Xac dinh ché d6 dai ngod cho luc luong béan
hang

(Nguon: Bai giang Quan tri ban hang-TH.S.Lé Th; Kim Ngan)
< To chirc thuc hién ké hoach ban hang
— Hoat dong giao dich va ban hang thong qua hop dong tiéu thy

— To chirc tét nghiép vu ban hang ¢ quay hang, cira hang
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< Panh gia két qua hoat dong ban hang
— Ddi tugng danh gia:
e Phan tich, danh gia hoat dong ban hang téng quat (cap doanh nghiép).
e Phén tich, danh gia hoat dong ban hang caa bo phan (cap khu vuc).
e Phan tich, danh gia hoat dong ban hang cua ting ca nhan dai dién ban hang.
— NOi1 dung danh gia:
e Phén tich, danh gia hoat dong ban hang theo muc tiéu (ké hoach va thuc té hién
tai va qua kht).
e Phan tich, danh gid hoat dong ban hang vé chat lugng (hanh vi xu ly, quan hé
vé6i khach hang, két qua phat trién vai khach hang thi truong).
e Phén tich danh gid hoat dong ban hang vé sb lugng (doanh sb béan theo khoi
luong/gia tri)
e Phén tich ddnh gia hoat dong ban hang theo san pham, khu vuc thi truong khach
hang.
1.3. Muc tiéu caa hoat dong ban hang
< Théa man nhu cau caa doanh nghiép

Hoat dong ban hang c6 ¥ nghia quan trong ddi véi cong ty trong viéc tiép can,
thuyét phuc khach hang mua va sir dung san pham dich vu cua doanh nghiép. Chinh vi
vay, cac cbng ty lubn xay dung cho minh nhirng muc tiéu quan tri ban hang riéng va
cac chién luoc nham dat dugc muc tiéu dé ra.

Muc tiéu ban hang trong timg giai doan hay tirng nganh nghé 1a khac nhau nhung
vé co ban déu 1a muc tiéu vé viéc tiéu thu dugc nhitng san pham di san xuat ra mot
cach nhanh chdong nhét dé thu hdi vén va tdi da hoa loi nhuan cho doanh nghiép. Mic
khac, ban hang 1a noi thu thap théng tin cho doanh nghiép, dé doanh nghiép biét
nhitng uu diém va nhuge diém cua doanh nghiép trén thi trudng. Tir d6 c6 chinh sach
sao cho phu hop.

< Théa man nhu cau khach hang

Pap tng nhitng loi ich, mong mudn trong sinh hoat, trong doi séng cua khach
hang.

1.4, Cac phwong thirc ban hang
1.4.1. Ban hang truc tiép
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Bén hang truc tiép duoc hiéu 1a qua trinh cung cap hang héa truc tiép cho khach
hang ma khdng thong qua bat ky khong trung gian nao. Dong thoi né ciing 14 qua trinh
tuong tac, giao tiép truc tiép gitta nguodi ban va ngudi mua trong moi truong kinh
doanh ban lé.

a. Uu diém:

— Tiép can truc tiép véi khach hang: Vi cac san pham/dich vu cia doanh nghiép,
nha san xuat duoc phan phéi dén thang tay ngudi tiéu ding khéng qua kénh trung gian
nao. Tir d6 toi wu lai quy trinh phan phdi, loai bo cac khau du thira, hiéu qua thap. Tiét
kiém t6i da thoi gian va chi phi caa doanh nghiép cho khau tiép can khach hang.

— Pam bao chit lwong san pham: Uu diém 16n nhat caa hinh thicc phan phéi nay
la nha san xuat, doanh nghiép truc tiép kiém soat dugc chat lugng san pham chit chg,
ki cang khi téi tay nguoi tiéu dung, dam bao ho hang hoa, san pham ho nhan dugc dat
chat luong tt nhat.

— Tao tinh ddc quyén cho thwong hiéu, san pham: Phan phdi truc tiép san pham
d6ng nghia véi viéc doanh nghiép sé hitu toan quyén kiém soat hé théng phan phdi san
pham. Tir d6, nha san xuat, doanh nghiép s& xay dung duoc thuong hiéu va tao dugc
tinh doc quyén cho san pham, gilip nang cao gia tri san pham trén thi truong.

— Khau quan ly san pham dwoc téi wu: Kénh phan phéi truc tiép gilp doanh
nghiép dé& dang quan ly, kiém soat va diéu chinh cac hoat dong san xuat va phan phoi
san pham trugc moi bién dong cua thi truong nham dap tng tét nhu cau cua thi hiéu.

— Trao doi va nhan phan héi truc tiép caa khach hang: Mot uu diém khac biét
so voi cac loai kénh phan phdi khic d6 1a kha ning tiép can, trao d6i va nhan nhiing
danh gia, phan hoi truc tiép tir khach hang. Théng qua mot sé hoat dong nhu: khao sat
online, thu thap danh gia san pham/dich vu truc tiép tir nguoi tiéu dung,... Qua d6 giup
doanh nghiép nim duoc nhitng mong muén hay nhiing trai nghiém chua tét cua khach
hang tir 46 dua ra nhitng giai phap diéu chinh kip thoi, nang cao chat luong san pham,
cai thién trai nghiém mua hang.

b. Nhuoc diem:

— Pham vi tiép can bi giéi han: Do dic diém caa kénh phan phéi truc tiép nén

pham vi tiép can khach hang bi han ché. Bai cac nha san xuit, doanh nghiép chi c6 thé

nam bat va thau tém mot lwgng khach hang & céc khu vuc cu thé.
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— Chi phi diu tw va van hanh quan ly Ién: B4i voi hinh thirc phan phéi nay, yéu
cau nha san xuit phai dau tu manh vao hé théng kho hang, qué trinh xir 1y don, hé
théng van chuyén va ngudn nhan lyc doi dao. Tat ca nhitng hoat dong nay sé lam tang
chi phi dau tu téng thé cua doanh nghiép nén cé thé dan dén gia thanh san pham ting.

— Gip kho khin trong viéc quan Iy ngudn lao dong: Nhu da néi bén trén, voi
md hinh kénh phan phéi truc tiép s& can ngudn nhan luc 16n, c¢6 chuyén mén va kinh
nghiém cao dé 1én chién lugc, van hanh bo may phan phéi tron tru va hiéu qua. Tuy
nhién viéc tim kiém, dao tao va giit chan nhan lyuc lai khdng hé dé& dang, doi hoi sy
chuyén nghiép va khéo léo tir cac chu doanh nghiép.

1.4.2. Ban hang gian tiép

Bén hang gian tiép 1a viéc ban hang hoa hoic dich vu qua bén thi ba, chang han
nhu ddi tAc hoac chi nhanh, thay vi do nhan vién cong ty truc tiép ban.

Béan hang gian tiép cd thé duoc thuc hién cung véi ban hang truc tiép cua nhan
vién cong ty hoic duoc sir dung dé thay thé cho viéc thué nhan vién ban hang.

Bén hang gian tiép thuong duoc thuc hién thong qua cac dai ly, chang han nhu
cac ctra hang dac biét va cac nha ban ¢ lon.

a. Uu diem:

Béan hang giéan tiép co thé giup cong ty ting doanh s6 nhanh chdng ma khong
phai thué thém nhan vién ban hang. Cac cong ty thudong ding ban hang gian tiép khi
nhu cau vé san pham vuot xa kha ning thué du nhan vién ban hang c6 ning luc, hoic
khi gia ciia san pham qua thap dé gay dung luc luong ban hang Ion.

Viéc sir dung céc chién lugc ban hang gian tiép ciing hiéu qua do cong ty cong ty
c6 thé dé dang xac dinh chi phi phai tra nguoi ban lai ti 18 voi luong hang ban duoc.

b. Nhuoc diém:

Tuy nhién, cé&c chién lugc ban hang gian tiép ciing c6 mot vai nhuge diém. Tha
nhét, chi phi bo sung c6 thé 1am giam loi nhuan bién.

Ngoai ra, trong mét sb trudng hop, viéc sir dung céc chi nhanh hoic dai ly c6 thé
dan dén giam quyén kiém soat thwong hiéu va giam chat luong dich vy khéach hang.
Do céc cdng ty khong thé quan ly cac nhdm ban hang gian tiép dé dang nhu cac doi
ban hang & cong ty, moi van dé phat sinh tir viéc sir dung nguoi ban tir bén thir ba co

thé s& tén kém va kho khan dé khic phuc.
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Céc cong ty str dung ban hang gién tiép ciing c6 thé gip khé khin hon trong viéc
truyén dat cAc muc tiéu va thong diép caa minh téi khach hang.
1.5. Quy trinh ban hang
1.5.1. Quy trinh ban hang tai ci#ra hang
Nhan vién ban hang tai ctra hang khong phai dén gip cac khach hang tai to chic
cua ho, ma nguoc lai khach hang tu chu dong tim dén cira hang. Do vay, quy trinh ban
hang ddi véi nhan vién ban hang tai cira hang thuong khéng phuc tap nhu quy trinh
ban hang truc tiép tai cac td chirc. Quy trinh ndy bao gém cac budc nhu sau:
Buwéc 1: Trudce khi tiép xdc vai khach hang
Buéc 2: Giao tiép vai khach hang
Buwéc 3: Xac dinh nhu cau cia khach hang
Buwérc 4: Lua chon va gidi thiéu hang hoa
Buwdrc 5: Béo gia
Buwéc 6: Thuong lugng, xtr Iy cac van dé khéach hang
Bwéc 7: Két thic ban hang
Budc 8: Ho trg khach hang
Buwéc 9: Goi hang va thu tién
Bwéc 10: Tién khach ra vé
Trong mdi budc, can thuc hién nhitng ndi dung nhu sau:
< Bude 1: Trudc khi tiép xdc véi khach hang
— Tim hiéu va nim virng cac dic diém, tinh ning va cach sir dung cua cac hang hoa
ma cua hang dang c6
— Can thu thap thong tin so bo vé cac ddi tuong khach hang mua sam tai khu vuc
ma minh phu trach nhu:
+ Co cau khach hang theo d¢ tudi, gigi tinh, nghé nghiép,...
+ Phuong thic mua sam
< Buéc 2: Giao tiép véi khach hang
— Can ch( y tao duoc 4n tugng tét vai khach hang ngay tir dau tiép xtc. Khi khéch
hang dén giao dich tai cira hang, nhan vién ban hang can phai:
+ Mo ctra chao don khach hang nhiét tinh
+ Tao cam giac than thién, sin sang tu van, gidi thiéu va naim bat nhu cau caa
khach hang.
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+ Truong hop khéach bi dong hodc ¢ nhu cau xem san pham lau, nhan vién can
moi khach hang vao ban dé moi nude, sau d6 tiép can khach hang va giéi thiéu san
pham.

< Buée 3: Xac dinh nhu ciu ciaa khach hang
— Khi tiép can khach hang nhan vién ban hang can bay t6 thai do nha nhan, niém
nd tham do khach hang qua cac budc:

+ Dat ra cac cau hoi mang tinh chét goi y dé nam bat nhu cau that sy cua khach
hang.

+ Léng nghe y kién cua khach hang, quan sat.

% Bwoc 4: Lwa chon va gigi thiéu hang hoa
Pay 1a budc quan trong giup khach hang di dén quyét dinh mua hang, dong thoi,
d6i vai ban lé day 1a budc quan trong, can phai c6 hanh vi ang xir phd hop, kha ning
thuyét phuc va 18i kéo khach hang cua nhan vién béan hang:
— Tao sy quan tim dén hang hoa trung bay:

+ Sir dung nhitng cau hoi va tir ngit linh dong dé kich thich méi quan tam cua
khéach hang.

+ Chuang minh dugc nhitng dic tinh va su noi bat caa san pham, 1am rd xuét xt,
chat lugng dé tao dung duoc su an tam, tin cay déi voi khach hang.

— Goi su tin twdng cho khéach hang:

+ Giai thich cac dic diém ndi bat cua san pham

+ Nhitng loi thé cua dic diém da néu

+ Cudi cung 1a trinh bay dwoc nhitng chinh sach, quyén loi ma khach hang cé
dugc néu mua hang va st dung.

“ Bwéc 5: Bao gia
— Khi béo gia cho khach hang, nhan vién can biét cach diéu chinh thai do, giong
noi cho phu hop.
— Néu rd vé mirc gia cua tung san pham, hodc cho khach hang xem bang gia cua
ctra hang néu co.
— Khi bao gi4 truc tiép cho khach, hiy dam bao ban ludn mim cudi, tuoi tan. Néu
khi n6i ra mot con sé cu thé ma thay thai do cua khach - ¢6 thé 1a hoi sdc vi cam thay

gia cao hay nghi ngo chat lugng vi gia thap hon ho nghi, ban ciing can giai thich thém
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rang vi sao gia lai nhu vay hoic trinh bay vé cac muc chiét khiau néu mua nhiéu,
khuyén mai (néu co).
< Budéc 6: Thwong lwong, xir Iy cac vain dé khach hang
Can dua vao kinh nghiém va su khéo Iéo cua nhan vién ban hang, tap trung vao
nhitng diém ma khach hang con dang lo ngai. Nhitng van dé phat sinh pho bién ma
ngudi ban lé thuong gap va xu ly ¢ hiéu qua:
— Nhitng phan nan vé san pham, gia ca cac chuong trinh quang c4o, khuyén mai, ...
— Khéch hang chua quyét dinh dit khoét
— Tur chbi mua hang
— Khéng c6 nhan hiéu mong mudn
< Bwéc 7: Két thac ban hang
— Nhan dién cac tin hiéu két thac
+ Lam cho khéch hang hét do du
+ Dung cau hoi phu, thuc hién nhitng dong tac can thiét
+ Kich thich khach hang bang qua ting
< Buéc 8: Ho tro khach hang
— Gidi thiéu hang hoa dac biét
— Goi y ban hang bo sung
— Bén hang thay thé
< Buéc 9: Goi hang va thu tién
— Go0i hang:
+ Phan loai hang héa, xép hang hda theo thu ty
+ Dong goi can than
+ Bao bi chac chan, két hop phuong tién quang cao
— Thu tién
+ Tranh dé khong khi té nhat, cang thang cho khach hang
+ Dém tién can than
+ Khong vui murng ra mat
< Buéc 10: Tién khéch ra vé
— Tuy theo tinh hudng, cé thé thuc hién cac hanh dong sau:

+ Dua cho khach hang danh thiép
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+ Xin thoéng tin khach hang
+ Giap khéach hang dua hang héa ra xe
1.5.2. Quy trinh ban hang truc tiép cho cac té chic hodc c& nhan
Buwéc 1: Tim kiém va danh gia khach hang tiém ning
Buwéc 2: Chuan bi trudce khi tiép can khach hang
Buwéc 3: Tiép can khach hang
Buwéc 4: Trinh bay chao ban san pham
Buéc 5: Thuong luong véi khach hang
Buwéc 6: Két thic ban hang
Buwéc 7: Nhirng hoat dong sau ban
1.5.2.1. Tim kiém va ddnh gia khach hang tiém ndang
Y nghia cta viéc tim kiém khach hang tiém ning: Viéc tim kiém khéach hang
tiém nang 1a nham tim ra nhitng ngudi ma cong ty c6 thé ban san pham. Pay cé thé
duogc coi 1a mot trong nhitng phan quan trong nhat trong cng viéc cua nhan vién ban
hang, 14 budc tao nén mong va dua ra nhitng quyét dinh hiéu qua caa viéc ban hang.
Dé tim kiém va danh gia khach hang tiém nang can thuc hién cic phuong thuc
sau:

— Nghién ciu khach hang: Thu thap théng tin vé khach hang muc tiéu (nganh
nghé, nhu cau, quy md, lich st giao dich...). Xem xét cac bao cio nganh dé nim dugc
xu huéng va dir liéu khach hang c6 sin dé hiéu rd hon vé nhu cau va tiém ning cua
khach hang.

— Phéng van khach hang hién tai: 1a qué trinh gap g& hoic trao d6i voi nhiing
khach hang da va dang sir dung san pham/dich vu ctia ban dé hiéu sau hon vé trai
nghiém, nhu cau, mong mudn, van d¢, va mirc do hai 1ong cua ho.

— Khao sat khach hang: 1a qua trinh thu thap y kién, phan hdi hoac dit liéu tir khach
hang nham do luong su hai 10ng, hiéu nhu cau, ky vong, phét hién diém manh/diém
yéu trong san pham, dich vy, trai nghiém va dinh huéng cai tién san pham, marketing,
dich vu khéch hang.

— S dung phan tich dir li¢u: St dung phén tich di liéu trong ban hang nghia la thu
thap, xtr ly, phan tich va khai thac dit liéu dé:

e Hiéu rd hon vé hanh vi, nhu cau caa khach hang.

e Du doan xu huéng mua hang.
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e Tbi uu hoa quy trinh kinh doanh.
e Ra quyét dinh dua trén thong tin.

— Giam sat mang xa héi: la qua trinh theo déi, thu thap va phén tich théng tin lién
quan dén thuong hiéu, san pham, nganh hang, ddi tha canh tranh hoac céc tir khoa cu
thé trén cac nén tang mang xa hoi nhu Facebook, YouTube, ... Muc dich 1a dé:

e Hiéu khach hang dang noi gi vé ban.

e Nim bt xu huéng, nhu cau, hoic khing hoang truyén théng som.
e Cai thién cham soc khach hang va hinh anh thuong hiéu.

e Theo d&i hiéu qua chién dich marketing trén mang xa hoi

— Theo déi di tha: 1a qua trinh quan sat, thu thap va phan tich thong tin vé dbi tha

cua ban dé:

e Hiéu ho dang 1am gi tét (hodc chua tot).

e Phét hién co hoi dé vuot Ién.

e Cai thién chién luoc san pham, marketing, ban hang caa chinh minh.

1.5.2.2. Chudn b truréc khi tiép cdn khach hang

Cong viéc tiép theo sau khi lwa chon khach hang tiém ning 1a chuan bi cac tai

liéu, thdng tin can thiét truée khi di gap khach hang. Su chuan bi truéc gilp cho nhan
vién ban hang c6 duoc nhiing théng tin cu thé vé khach hang, biét dugc nhitng yéu t6
c6 thé anh huong dén viéc mua hang cua khach hang, tao hinh anh tin cay. Trong qué
trinh ndy ngudi ban hang s& phai tra 1i cau hoi, nhitng thdng tin nao 1 can thiét, ké
hoach chuan bi nhu thé nao.

< Poi véi khach hang la doanh nghiép

Can phai tim hiéu céc thong tin:
— Tén cong ty, dia chi, email, sé dién thoai, fax,...
— Loai hinh kinh doanh (Céng ty TNHH, Céng ty C6 phan hay doanh nghiép tu
nhan,...)
— Tinh hinh tai chinh caa doanh nghiép
— Muc d6 uy tin
— Nhu cau cua cong ty
< Poi véi khach hang ca nhan

— Ho va tén khach hang, dia chi, s dién thoai, email,...
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— Nghé nghiép
— Nhu cau cua khach hang
— Khéch hang con thiéu cac thong tin gi caa san pham
Véi viée xac dinh va thu thap duogc céc thdng tin cua timg ddi twong khach hang
s& gitp doanh nghiép dwa ra duoc cac chinh sach tiép can khach hang dé hon.
1.5.2.3. Tiép cdn khéach hang
Day la qua trinh tim kiém, lién hé va gigi thiéu san pham/dich vu dén khéach hang
tiém ning dé thic day ho quan tdm va ra quyét dinh mua hang.
Piy 1a budc cuc ky quan trong trong ban hang va marketing - vi khong tiép can
dung cach, ban s& mat co hoi ngay tir dau, di san pham c6 tét d¢én dau.
Can chuan bj day du nhitng thir can c6 ciia hd so ban hang;
+ Hang mau, cac phuong tién ho tro ban hang
+ Giaca
+ Loi ich cho khéach hang khi mua san pham
+ Tinh ning, thong s6 Ky thuat,...
+ K& hoach hd trg, hau mai...
+ Giay chirng nhan san pham. ..
Nhan vién ban hang can tim hiéu day du thong tin vé khach hang tiém ning dé
dit ra muyc tiéu tiép can.
Lién lac trudc voi khach hang dé xin cudc hen. Khi thuc hién cac cudc hen can
tuan thi nguyeén tic dang gid, ding ngudi, dung noi.
< C6 Mot s6 cach dé vurot qua tré ngai tim kiém cudc hen do 1a:
— Vuot trén rao chan: Vo tinh dé cap dén mot nguoi cap cao trong to chuc.
— Lach qua rao chin: Lién lac véi khach hang muén hen khi khong c6 ngudi can
tro.
— Xuyén qua rao chan: Xem ngudi can tré nhu 1a thanh vién trong qué trinh mua
hang.
< Trong truong hep thuc hién cudc hen qua dién thoai can cha y:
— Lap noi dung cudc thoai trudc khi goi.
— Khdng nén qua voi va, can lich sy nha nhan trong 15i noi.

— Danh thoi gian can thiét dé khach hang suy nghi va dat cau hoi.
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1.5.2.4. Trinh bay, chao ban san pham
Dé thyc hién tét budc nay can:

— Tao 4n twong tot lan dau tién: Trang phuc thich hop, thai d6 tu tin, gay an tuong
t6t bang nhimg phong cach xa giao trong kinh doanh nhuw mot cach lich sy nhu cach
bt tay hay chon chd ngi.

— Xay dwng méi quan hé tich cuc thdng qua viéc giéi thiéu: Tén minh, cong ty
(danh thiép), muc dich cudc viéng tham, tao bau khdng khi than thién, cai mo.

— Gid6i thiéu san pham: Trinh bay lgi ich danh cho khach hang chang minh, néu
cac cau hoi dé khach hang tham gia tich cuc vao cudc thoai, phan tng nhu cau va
mong muén cua khach hang.

— Legi ich caa viéc din chieng: Gitr duoc sy chi y cia khach hang, ting su hiéu biét
cua khach hang vé san pham, thong tin duoc Iuu giit 1au hon, tao cam giac vé quyén so
htru.

— Néi dung dan chirng: Nam duogc khach hang quan tim dén yéu té nao: tly vao
muc tiéu mua hang, cac dic trung tiéu biéu dem dén loi ich gi cho khach hang, tranh
dua ra qua nhiéu chi tiét 1am khéach hang kho tap trung.

— Phuong tién hé trg ban hang:

+ San pham
+ Hinh mau, md hinh
+ Catalogues, brochures
+ Hinh anh minh hoa
+ Giay chang nhan
+ Phuong thién dién tu: Slides, VCD.
1.5.2.5. Thuong lwong voi khach hang
Khi chao hang c6 thé bi khach hang phan ddi vi:

Khach hang chua c6 nhu cau

Khach hang chua hiéu rd loi ich cia san pham

Khach hang di c6 nha cung cap

— Khéach hang khdng thich san pham

Khéch hang can thoi gian suy nghi va quyét dinh mua hang

Khéch hang mudn c6 thém thong tin
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— Khéach hang so sanh gia ca va loi ich caa san pham
— Khach hang khdng thich cong ty
— Khach hang khong thich ngudi ban hang.

Khi gap su phan ddi cua khach hang ngudi ban phai lya chon chién lugc phu
hop. Nhiing giai phap ma ngudi ban c6 thé thuc hién dé xir ly cac phan ddi cua khéch
hang trong tién trinh chao hang la:

Xay dung thai do tich cuc: Tiép nhan phan dbi mot cach thanh that, nhiét tinh,
khong tranh ci phu nhan y kién phan dbi, ding trén quan diém cua khach hang, dy
doan nhitng phan ddi co thé.

Hiéu rd ban chat cua phan d6i: Lang nghe k¥ ludng toan bo phan dbi cua khéch
hang, danh gia 10i phan dbi, tim mot sé diém dé thoa thuan va cb giang khdng thé hién
su gian dir.

C6 mét s6 phwong phdp thirong hrong hiéu qud nhu:

— Phii nhan truc tiép mat cach khéo 1éo: Khi khach hang dua ra thong tin sai va
ngudi ban khong c6 cach nao khac. Nguoi ban can cung cip thong tin chinh xéac, day
du va c6 chung cu.

— Phii nhan gian tiép: Coéng nhan diém dung cta khach hang trude, sau d6 dua ra
chang ctr chang minh nhimg diém chua hop 1y.

— BU trir: Thira nhan phan d6i vé diém yéu va trinh bay nhitng diém manh dé bu
lai.

— Ching minh lgi ich san pham cao hon: Tir cac dic trung, lgi thé caa san pham.

— 3F (feel-felt-found): Vi du: Nguoi mua: T6i sg san pham rat anh ban rat cham.
Nguoi ban: Toi hiéu su lo ling cua ba (feel). Nhiéu khach hang & khu vuec. .. truée day
cling lo ling nhu vay (felt). Nhung sau khi trung bay tai cira hang, ho nhan thiy
(found) nhiéu nguoi mua rat thich san pham nay.

— Moi khéach dung thir

— Trihodn: Nguoi ban dé nghi 1am rd van dé sau khi gii thiéu xong.

— Phwong phap bé qua: Nguoi ban dé khach hang noi, thira nhan y kién cia ho va
khéo 1éo chuyén sang van dé khéc.

1.5.2.6. Két thic ban hang
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Két thic ban hang thanh cong khong phai ludn ludn 1a c6 duoc don dat hang. Bai
vi da sb cac tinh hudng ban hang lién quan dén viéc trao ddi, thao luan mang tinh lién
tuc hozc duy tri méi quan hé 1am an va cong tac giira nguoi ban va ngudi mua.
< Nhitng nguyén tic co ban dé két thac thanh cong la:

— Lam ndi bat logi ich 16n nhat khi két thic.

— Xir ly hiéu qua céc van dé con ton tai.

— Tranh nhiing bat ngod khi két thic. Vi du: Khi két thuc nguoi ban béo thém chi
phi lap dat, giéi han san pham.

— Thé hién sy tu tin d& nghi don hang.

< C6 mot sé6 phwong phap két thic co thé sir dung nhu:

— Két thic thir: Tham do xem khach hang quyét dinh mua chwa. Vi dy: khi nao thi
t0i nhan dugc don dat hang tar cong ty anh?

— Tém tat cac loi ich

— Nhuong bd: Dya vao chinh sach ban hang cua cong ty, két thic kém theo cac
khoan c0 lgi cho khach hang.

— Loai bo cac yéu sach: Nguoi ban kién nhan giai thich ly do khdng thé chap nhan
yéu sach, to rd thién chi, nhan manh céc loi ich. Nguoi ban can tim cach dé khach
hang toi da hoa lya chon bang cach dua ra cac mat hang cung chung loai dé khéch
hang lua chon, tap trung cac mat hang khach hang quan tam.

— MOoi tryc tiép: La cach dé nghi don hang truc tiép, tranh cac cdu C6/Khong nhu:
Anh(chi) c6 mua khdng? Khach hang s€ tra 1oi la khong? Nén dat cau hoi lya chon
nhu: Anh(chi) chon mau gi? Mau A hay B?

< Khi két thic, nguoi ban hang can co thai do phd hop tly theo timg trudng hop.

— Khi khach hang d6ng y mua thi:

+ Khéng ngac nhién

+ Khdng thé hién niém han hoan

+ Khing dinh sy lya chon khach hang 13 ding

+ Xay dyng méi quan hé lau dai: X ly nhiing ric réi, thac mic caa khach hang sau
ban hang.

— Khi khach hang khdng mua thi:

+ Khéng nan chi nhanh chong
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+ Phan tich nguyén nhan that bai

+ D& nghj giai phap tao co hoi ban hang lan khéc

+ Cam on khach hang.

1.5.2.7. Theo ddi sau ban hang, phat trién quan hé véi khach hang

Két thuc ban hang, c6 dugc don dit hang tir khach hang khéng c6 nghia 1a két
thic moi viéc trong quan hé vai khach hang. Viéc duy tri quan hé sau ban hang dang
tré thanh mot cong cu marketing quan trong trong moéi trudng canh tranh khéc liét
hién nay. Pay 1a mot cdng cu dé giir khach hang, ngan khong cho khach hang chuyén
sang st dung san pham cua di thu canh tranh. Pay ciing 1a co hoi dé xay dung uy tin
cua doanh nghiép.

Tai sao theo ddi va phat trién khach hang sau khi ban hang la quan trong. Tam ly
cua khach hang sau khi mua hang 1a so bi doanh nghiép quén mat ho ngay sau khi
mua, hodc khong biét lién hé véi ai khi gap nhiing van dé nay sinh, c6 nhitng cau hoi
can giai dap hoic ho héi tiéc vé quyét dinh mua cua minh, vé gia,...Pay chinh la
nhitng Iy do vi sao can phai c6 theo ddi sau ban hang.

Viéc theo ddi sau ban hang 1a budc quan trong dé duy tri ban hang lién tuc va mo
ra co hoi ban hang trong tuwong lai. Viéc theo dbi khach hang sau ban hang khong tot
s& dan dén khach hang khong thoa man, ho s& khdng quay lai sir dung san pham/dich
vu clia doanh nghiép. Ngoai ra, nghién ctu ciing chi ra rang, trung binh mot khach
hang khéng thoa man s& ndi voi ngudi khac vé nhimg diéu khong hai long di xay ra
v6i ho, Nhitng cau chuyén va 1oi don dai khong tot trén thi truong s& anh huéng xau
dén viéc ban hang trong twong lai. Chinh vi vay, dich vu ban hang tét s& gitp cho
nguoi ban hang giir chan dugc khach hang, thu hat dugc ho quay lai mua san pham
cua doanh nghiép. Diéu nay khong chi gilp gitt chan khach hang ma con phat trién
khach hang, ting luong mua cua khach hang, tao dung duoc mdi quan hé bén lau va
dan hinh thanh su trung thanh caa khach hang.

Tam quan trong cua viéc thuc hién tét dich vu sau ban hang: Khéach hang lap lai
viéc mua hang, gioi thiéu véi cac khach hang khac, thoa man ti da nhu cau khach
hang, xay dung mdi quan hé lau dai, tao thé canh tranh.

% Cac loai dich vu sau ban hang la:
— Bén san pham phu dé hd trg san pham chinh
— Cho no, tra cham
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— Giao hang tan noi

— Lép dat san pham

— Hudng din sir dung san pham

— Ba40 hanh bao tri san pham

— Cham séc khach hang: Tham hoi, xt Iy nhitng rac réi caa khach hang.

% Phwong phap thuc hién dich vu sau ban hang

— Goi ¥ nhitng san pham phu hd tro, ting cudng tinh ning. .. cho san pham méi.

— Thuc hién cac chinh sach tra cham co hiéu qua

— Theo ddi viéc giao hang tan noi

— Phdéi hop véi bo phan ky thuat thuc hién lap dat, bao hanh, bao tri.

— Giai quyét hiéu qua cac phan nan

— Lién lac thudong xuyén mang tinh chién luoc

1.6. CA4c yéu to6 anh hwéng dén hoat dong ban hang

a. Con nguoi

Tiém nang con ngudi 1a yéu to tir bat dau dén thanh cong. Yéu té con nguoi ¢

day 1a nhan vién ban hang truc tiép. Niang luc cua luc lugng ban hang sé 1a yéu té duy

tri trong kinh doanh. Viéc khai thac kha nang cta con nguoi hiéu qua sé dem lai nhitng

két qua tét trong kinh doanh buén ban. Chinh vi vy, nhitng ai tham gia vao quy trinh

ban hang déu c6 anh huéng dén hoat dong ban hang cua doanh nghiép.

Thai do ctia nhan vién ban hang thé hién qua: Tiép can khach hang, xu ly tinh

hudng, phan tng véi khé khan, tir chdi va cach ho thé hién sy ton trong, nhiét tinh,

chan thanh. Khach hang cd thé quén san pham ban ban nhung ho nhé cam xdc ma ban

tao ra cho ho.

Bang 1.1: Cac thai d§ can c6 cia nhan vién khi phuc vu khéach hang

Thai do Anh hwéng
o Lam khach hang cam nhan dwoc su quan
Nhiét tinh
tam that su
Chu doéng Biét tim hiéu nhu cau trudc khi khach hoi
o Biét lang nghe khéach hang, khdng voi V4,
Kién nhan

khong ép mua

Ton trong khach hang

DU khach mua hay khéng, van giir thai do
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lich su

L Khi bi tir choi hay gop Y, van vui vé tiép
Thai do cau thi A
thu dé cai thién

(Nguon: Bai giang Quan tri ban hang-TH.S.Lé Th; Kim Ngan)

Trinh d6 caa nhan vién ban hang khéng chi la kién thic va ma con la:

Kién thac chuyén mén vé san pham dich vu

K§ nang tu van, dam phén, xir ly phan ddi

Hiéu tam 1y khach hang

Nang lyc ung bién linh hoat trong céc tinh huéng bat ngo

CAac yéu cau Vé trinh do:
Bang 1.2: Trinh d§ chuy&n mén can co cia nhan vién

va vai tro trong tw van ban hang

Trinh d¢ Vai tro

By 7 ; Giai thich, tu van san pham mat céach tu
Kien thirc san pham viing vang .
tin, ré rang.

. L Pinh huéng san pham ding nhu cau
K¥ nang tu van chuyén sau ) .
khach hang.

. _ o Biét ltc nao can im lang, ldc nao nén thic
Hiéu hanh vi nguoi tiéu dung R
day.

. .. i _ Khong lang ting khi khach hang tir choi
Xtr ly phan doi chuyén nghiép o
hoac chat van.

. , Truyén dat thong tin hap dan, logic, gdy
KV nang giao tiép va thuyet phuc

gon.

(Nguon: Bai giang Quan tri ban hang-TH.S.Lé Th; Kim Ngan)
e Thai do tét ma thiéu trinh do: khach hang c6 thé thién cam nhung cudi clng
khong mua, vi thiéu tin tuéng vé nang luc tu van.
e Trinh d6 cao ma thai do kém: khach hang thay ban gioi, nhung khong mudn mua,
vi cam thay khong duoc tén trong hodc khdng thoai méi.
e Ca hai déu tét: khach hang vira tin tuong vira yéu thich, dé dang di dén quyét
dinh mua va tham chi gidi thiéu thém khach mdéi.

b. Chdt lirong va gia thanh sdn pham
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Chat luong san pham 14 yéu t6 anh huong tryuc tiép dén muc tiéu thu san pham.
San pham tét ca vé hinh dang mau ma dén chat lwong thyuc su s& thu hat khach hang va
xay dyng mot thi trueong viing chic.
C. Phuong thirc ban hang
Phuong thirc ban hang ciing 1a mot trong nhitng yéu té anh huong dén su tro lai
cua khach hang. Phuong thtrc ban hang bao gom hinh thic cung cap san pham, giao
hang, thanh toan, bao hanh,... va ca thai d6 phuc vu.
d. Kha nang kiém sodt, quan |y cia nguoi quan ly
Diy 1a yéu t6 quan trong trong kinh doanh. Ngudi quan |y phai nim bét kip thoi
tinh hinh ban hang dé dwa ra nhitng quyét dinh trong kinh doanh. Cac van dé thudc vé
cong tac quan Iy ban hang bao gém quan ly nhan vién ban hang, cong tac ban hang tai
ctra hang va ban hang online, quan 1y don hang, quan ly tai chinh ké toan, quan ly tinh

trang kho hang,...
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CHUONG 2: THUC TRANG QUY TRINH BAN HANG TAl CONG TY CO
PHAN CAO SU PA NANG
2.1. Téng quan vé cdng ty Cé phan Cao su Pa Niing
2.1.1. Thong tin chung
— Tén doanh nghiép: Cong ty Co phan Cao su Ba Ning
Tén viét tat: DRC
M4 s6 thué: 0400549034
Ma cb phiéu: DRC
— San niém yét: HOSE

— Tru sé chinh: Lo G, duong Ta Quang Buu - Phuong Hoa Hiép Béac - Quan Lién
Chiéu - TP. Pa Ning

— Sb dién thoai: 0236.377.1992

— S6 Fax: 0236.377.1400

— Website: www.drc.com.vn

— Nam thanh lap: 25/12/1975

— Nguoi dai dién: Lé Hoang Khanh Nhut

— Voén diéu 18: 1.187.926.050.000d6ng

— Logo Cong ty:

LLDRGC

— San pham chinh:

Bang 2.1: Thong ké san pham cia DRC

Dong san pham

— Xe tai nhe

C . . . — Xe tai, xe khach
Lop Bias truyen thong .
— Lop OTR

— Lbp ndng nghiép

, ) — Lép duong trudng
Lop Radial , _ _
— Lop tai duong ndl tinh, dudng da sol
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— Lébp xe cong truong

— Sam lép xe dap: Xe dia hinh, xe dién,
, xe dap phong thong, xe dap thé thao.

Lop Xe dap-Xe may ) )
— Sam 1op xe may: Xe tay ga, xe so, xe

thé thao.

— Lép dic chang cong nghiép
Lop dic chung OTR — Lép dic chiang cho mé

— Lép dic ching cho cang

Lop xe 6 td du lich PCR — Lbp xe & t6 du lich 4,5,7 chd ngoi

(Nguon: Phong ban hang-DRC)

2.1.2. Lich si hinh thanh va phat trién

a. Lich sir hinh thanh

— Cong ty CP Cao Su Pa Ning c6 tién than 1a mot xuong dap vo xe 6 td cua quan
d6i My. Cong ty duoc tong cuc hda chat Viét Nam tiép quan va chinh thic thanh Iap
vao 04/12/1975 theo quyét dinh sé 340/PTT cua hoi dong chinh pha véi tén goi ban
dau 1a Nha may Cao su Pa Ning.

— Cong ty Cao su Pa Nang dugc thanh 1ap lai theo quyét dinh sé 320/QD/TCNSPT
vao ngay 26/05/1993 cua bo Cdng nghiép nang.

— Ngay 10/10/2005, bo truéng Bo Cong nghiép chuyén cong ty Cao su Pa Ning
thanh Cong ty C6 phan Cao Su Pa Nang.

— Ngay 01/01/2006, cong ty Cao Su Pa Néng chinh thtc di vao hoat dong vai vén
diéu 18 12 49 ty dong theo gidy ching nhan dang ky kinh doanh s6 3203000850 ngay
31/12/2005 do s Ké hoach va DPau tu Thanh phd Da Ning cap.

b. Qué trinh phat trién
Trai qua gan 50 nam phat trién, cong ty Co6 phan Cao Su Pa Nang 14 mot doanh
nghiép c6 bé day kinh nghiém trong linh vuc san xuat cac san pham cong nghiép cao
su.

— Nim 1975: Nha may Cao su Pa Nang duoc thanh lap vao ngay 25/12/1975 trén co
so tiép quan tir Nha may dap vo xe cia quan doi My.

— Nam 1993: Céong ty chuyén doi thanh Cong ty Cao su Pa Néng truc thuéc Tong
Cong ty Hoa chat Viét Nam.
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— Nam 2005: C6 phiéu ciia Cong ty Cao su Pa Nang dugc niém yét trén thi truong
chang khoan va chinh thire doi tén thanh Cong ty C6 phan Cao su Da Nang véi s6 vén
diéu 18 ban dau la 49 ty dong.

— Niam 2007: Cong ty niém yét bo sung s6 c6 phiéu phat hanh dé chi tra ¢é tic, nang
téng von diéu 1& 1én 130.385.520.000 dong.

— Nam 2008: Phét hanh c¢6 phiéu thuong cho c6 dong va niém yét bé sung, ting von
diéu 1¢ 1én 154 ty dong.

— Nam 2013: Tang vén diéu Ié 1én 831 ty ¢dng. DRC khanh thanh Nha may san xuat
16p xe tai Radial cong suat 600.000 I6p/nam (Pay 1a nha may san xuat 16p Radial b
thép dau tién tai Viét Nam).

— Nam 2015: Phéat hanh c6 phiéu chi tra c6 tac, nang vén diéu Ié Ién
913.800.030.000 dong. To chic lai Cong ty, phét trién cac phong chitc niang: Thanh
lap phong Ké& hoach trén co sé tdch bo phan Ké hoach tir phong Ké hoach — Vat tu;
Thanh lap phong nghién cau phat trien (R&D) trén co s tach bo phan nghién ciu va
phat trién tir phong Ky thuat Cao su.

— Nam 2018: Phat trién thuong hiéu méi Dplus-16p xe may khong sim. Tro thanh
doanh nghiép lan thir 4 duoc vinh danh Thuong hiéu qudc gia va dugc Tong lién
doanh doan Lao dong Viét Nam tang co thi dua toan dién nam 2018.

— Nam 2019: Sau 2 nim nghién ctu thi truong, tir quy 11/2019, DRC d3 bat dau xuat
khau manh vao My dic biét véi dong 16p xe tai, xe khach duong dai TBR.

— Nam 2020: La mdc quan trong khi Cong ty vira tron 45 tudi ké tir khi thanh 1ap tur
nam 1975. Puoc ghi dau bang su ra doi chiéc 16p dic chung (OTR) radial dau tién; va
dau tu thém day chuyén san xuit Radial tai nhe céng suat 120.000 I6p/nam. Pinh
hudng phét trién thuong hiéu DSTAR phan khic 16p xe tai, xe khach duong dai dua
trén nén tang cong nghé Chau Au BDE chinh thic hoan thién.

— Nam 2023: Ra doi dong san pham méi, 16p xe du lich PCR cdng suat 1 triéu
16p/nam; kim ngach xuat khau ting truong manh mé lan dau tién vuot con sé 130 triéu
USD/nam.

— Niam 2024: DRC ty hiao dugc xudéng tén trén bang vang TOP 10 Sao Vang dat
Viét 2024, cung cac thuong hiéu hang dau nhu FPT, BIDV, PNJ, KIDO... Pay ciing 1a

lan dau tién, mot doanh nghiép dén tir mién Trung dat duoc danh hiéu cao quy nay,
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sau 21 ky Giai thuong Sao Vang dat Viét ra doi. Panh diu méc son ruc r& trén hanh
trinh gan 50 nim DRC khing dinh vi thé Nha san xuat sam 16p hang dau Viét Nam.
2.1.3. Linh vuc kinh doanh
— San xuat, kinh doanh, xuit nhap khau cac san pham cao su va vt tu thiét bj cho
nganh céng nghiép cao su.
— Ché tao, lap dat thiét bi nganh cdng nghiép cao su.
— Kinh doanh thwong mai, dich vy tong hop.
2.1.4. Tam nhin, stz ménh va cac gia tri cot 15i
a. Tam nhin:
Khing dinh vi thé nha san xuat sam 16p hang dau tai Viét Nam va thuong hiéu uy
tin, chat luong trén ban d6 nganh sam 16p thé gisi.
b. St ménh:
Phat trién bén viing hudng dén cac muc tiéu loi ich hai hoa cua khach hang, ddi
tac, nha dau tu, DRC va cong dong xa hoi.
c. Gia tri cot 16i:
Sang tao - Nhan ban - Chuyén nghiép - Nhiét huyét - Poan két
2.1.5. Co cdu té chic

2.1.5.1. So' dé co cau té chirc
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Hinh 2.1: So' dd co cAu té chirc cia DRC

HOI PONG QUAN TRI BAN KIEM SOAT
TONG GIAM POC  }
PHO TONG GIAM BGC PHO TONG GIAM BOC PHO TONG GIAM BOC PHO TONG GIAM BOC
KY THUAT PAU TU - TAI CHINH SAN XUAT KINH DOANH

— TRO LY BTGD

J X 5 .| P.Thinghiém P.Taichinh | 2 | - v | 2 yes I
| Van phong l Vilas 882 l K& toan Ban Dau tu ] l XN Cd khi ] [ P. Xuat khau { P.Ban hang l
P. Nhan sy P. Nghién ciu . x P. Dich vu sngis |
{ Tién luong I ‘ Phat trién | XN Nang lugng I l ban hang VPBD Da Nang
.| Phong Vit tu ‘ [ el i ! /| XN L&p Radial -

XN Sam I6p

| PhongKcs . vy

VPDD TP. HCM |«

Ban Bao hé
lao dong

XN Sam lép
XDXM

Ban Kién thiét

néi bd /| XN Dap lop

P. Ky thuat
cd nang

| XN Can luyén

B phan CNTT + PXPCR/LTR

| P.K&hoach

(Nguon: Phong ban hang — DRC)
2.1.5.2. Chure nang trng phong ban
% Hi ddng quan tri
Co quan quan ly cong ty, c6 toan quyén nhan danh cong ty dé quyét dinh, thyuc
hién cac quyén va nghia vu cia cong ty khong thugc tham quyén cua dai hoi dong co
dong.
< Ban kiém soat
C6 nhiém vu kiém tra tinh hop ly, hop phép trong diéu hanh hoat dong, bao céo
tai chinh cua cong ty, kién nghi bién phap bo sung, stra doi, cai tién co cau to chic
quan ly,...
< Tong giam déc
— Hoan thién bd may diéu hanh phi hop vai tinh hinh méi.
— Tb chuc trién khai thyc hién hoan thanh cac Nghi quyét/quyét dinh caa HDQT.
— T6 chie va diéu hanh céc hoat dong san xuat kinh doanh, coéng tac dau tu xay
dung, cdng tac tai chinh va cac cong tac khac hoan thanh theo ké hoach Pai hoi déng

cb dong giao pho.
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% Phong k¥ thuat cao su

— Tham muu, gitp viéc Téng Giam déc, Phé Tong Gidm déc trong linh vuc ki
thuat san xuét cac san pham cao su.

— Céc ¢Ong Vviéc co lién quan dén k¥ thuat va cdng nghé cao su thudc cac van dé
thiét ké, pha ché, cong nghé, nghién ctu trién khai, sang kién cai tién-hop 1y hoa, tiéu
chuan héa thudc chire nang caa phong KTCS.

— Céc hoat dong nghién ctu trién khai va quan 1y k¥ thuat cong nghé cao su phai
tuan thu theo hé thdng cac van ban quan ly k¥ thuat caa Cong ty va phap luat nha
nudc.

% Phong k¥ thuat co nang
Tham muu cho Téng Giam ddc trong viéc diéu hanh céng tic Co dién-ning
luong va tham gia vao chuong trinh phét trién mé rong Cong ty trong linh vuc thiét bj.
% Phong xuat khau
La mot phong nghiép vu nam trong hé thdng quan Iy caa cdng ty, chiu su chi dao
tryc tiép ctia Tong Giam doc.Véi chirc nang tham muu giup Téng Giam ddc didu hanh
cong tac xuat khau cac san pham cia cong ty ra nudc ngoai.
s Phong vat tw
Tham muu giap Téng Giam dbc diéu hanh cdng tac nhap vat tu, nguyén vat liéu
phuc vu san xuat. dong thoi xay dung ké hoach san xuat kinh doanh, mua sam vat tu
va quan ly vat tu.
% Phong tai chinh ké toan
Gilp Tong Giam dbc trong quan 1y va thuc hién cong tac tai chinh, huy dong
vén, st dung von va quan ly von cé hiéu qua, bao toan va phét trién vén trong toan
Cong ty. T6 chuc va thuc hién cong tac ké toan, kiém soat noi bo caa Cong ty theo
dung cac quy dinh hién hanh cua Nha nudc.
< Phong san xuat

— Tham muu cho Ban ldnh dao cdng ty vé cong tac san xuat, tén trir va bao quan
cac thiét bi, may méc.

— Thuc hién qua trinh san xuét, bao quan, van chuyén, giao nhan hang hda phuc vu
cho nhu cau kinh doanh.

— Kiém soat moi khia canh cua hoat dong san Xxuét.

— Thuc hién hoat dong nghién ciru nham cai thién cac san pham.
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— Pam bao may moc, thiét bi ding trong san xuat luén duoc bao tri, bao dudng
dang cach.
% Phong ban hang
Phong tham muu, giup Téng Giam déc trong viéc xay dung ké hoach tiép thi
quang co va to chuc kinh doanh tiéu thu san pham va quan 1y san pham hang hoa
trong kho thanh pham Céng ty; gilp viéc Tong Giam dbc trong ké hoach san xuit,
quan ly, bao quan, van chuyén vat tu hang hoa cua cong ty.
2.1.6. Phgm vi kinh doanh

— Thi trudng trong nuée: DRC 1a doanh nghiép c6 quy md 16n, c6 hé thdng phan
phdi manh va rong khap Viét Nam, trai dai tir mién Bac dén mién Nam théng qua hé
théng hon 2000 dai Iy cip 1 va cap 2, trong d6 khu vuc mién Trung van 14 thi truong
mang lai doanh sé cao nhat.

— Thi truong ngoai nuéc: DRC xuat khau cac san pham vé cao su, sam, 16p., ... sang
hon 50 qudc gia trén thé giéi, tap trung cha yéu ¢ thi truong Chau A, Nam M§, Chau
Phi, Chau Au. Thi truong xuat khau chinh 1a Brazil, My, Malaysia. Ngoai ra, DRC
cling ¢6 cac thi truong xuat khau 6n dinh khac nhu: Myanmar, Thai Lan, Philippines.
2.2. Phan tich cac yéu t6 méi truwong tac dong dén hoat déng kinh doanh cia
cong ty

2.2.1. Méi trwong vi mo

2.2.1.1. Khach hang
Khi ¢ khach hang 1a mot ca nhan c6 nhu cau mua hang va lién hé tryc tiép dén

phong ban hang cua DRC, thay vi truc tiép ghi nhan don va van chuyén don dit hang
nay thi nhan vién phong ban hang s& tim hiéu thong tin, dia chi cua khach hang va
hudng dan khach hang lién hé véi don vi dai ly phan phdi gan nhat cia DRC trong khu
vue, dong thoi ban giao lai viéc mua ban cho phia dai 1y chiu trach nhiém. Tir d6 c6
thé thay, khach hang cua DRC chii yéu la cac doanh nghiép trong va ngoai nudc.

% Khach hang trong nwéc

— Khéch hang cia DRC 1 hé théng véi hon 2000 dai ly phan phdi manh mé trai
dai tir Bac xuéng Nam lanh thd Viét Nam.

— Péi véi sam, 16p 6 t6 thi nhém khach hang tiém niang cua DRC cha yéu dén tir
cac cong ty vé d 6, van tai, xe khach & thi truong noi dia. Mot s6 khach hang 16n ¢
thé ké dén nhu:
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Bang 2.2: Théng ké mét sé khach hang doanh nghiép ciia DRC

Tén doanh nghiép Pia chi Sé dién thoai
158- Cach Mang Thang Tam,
Phuong Khué Trung, Quan Cam Lé, | 0511.697.341
Thanh phé Pa Nang, Viét Nam.

Thon Do Thuong, X& Tién Phong,
Huyén Mé Linh, Thanh phé Ha Noi, | 0243.942.8388
Viét Nam.

cong ty C6 phan & to
Hyundai —Viét Han

Cong ty C6 phan 6 td Xuan

Kién Vinaxuki

Puong sé 8 - Khu Coéng nghiép Hoa
Cong ty C6 phan Ché Tao | Cam, Phuong Hoa Tho Tay, Quén

, , . - 10236.373.9399
May TmT Cam L¢, Thanh pho Pa Nang, Viét
Nam.
Tap doan cong nghiép than | 3 Duong Pinh Nghé - Yén Hoa - Cau
0243.518.0141

- khoang san Viét Nam Gidy - Ha Noi

(Nguon: Phong ban hang-DRC)

— V6i 50 nam hoat dong va phat trién, san pham sam, 16p xe dap-xe may caa DRC
da tao duoc thi hiéu nhat dinh cho nhiéu d6i tuong khach hang, dac biét 1a cac cua
hang phu tung xe dap-xe may.

— Ngoai ra, DRC con c¢6 khach hang 1a cac cong ty 1am cong trinh giao thong, bén
cang, va cac chi tiét ky thuat caa xe 6 td. Ho 1a dbi twong khach hang c6 nhu cau téi
san pham cao su ky thuat ciia doanh nghiép.

< Khach hang quéc té

— Hon 50 quéc gia va vung lanh tho, bao gom nhitng thi truong “khé tinh” nhu
My, Chau Au, Nhat Ban, Brazil, Han Quéc,...

Nhan xét: DRC c6 nhiéu ddi tugng khach hang tir gan dén xa, ngoai viéc cung cap cac
san pham caa minh trong nuéc thi hoat dong xuat khau ciing dang thu lai mot luong
khach hang lon.

2.2.1.2. Nha cung cdp

C6 hon 120 nha cung cip cua DRC tai Viét Nam va qubc té. Nguyén vat liéu
chinh cho san xuat sam 16p cia DRC 1a cac loai cao su (bao gém cao su thién nhién va

cao su tong hop). Trong d6, ngoai trir cao su thién nhién thi hau hét cac thanh phan
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khac nhu cao su tong hop, than den, bd thép, vai manh va cac loai hda chat khac déu
phai nhap khau tir nuéc ngoai.

Bang 2.3: Théng k& mét sé nha cung cap cia DRC

Nguyén vat li¢u Nha cung cap Xuat xir

Cao su thién nhién | Pht Yén, Pong Phd, Tay Ninh Trong nudc

, BSTE, LanXess, ExxconMobil, bai Loan, Nhat Ban,
Cao su tong hop _ . , .
Kumho, TSRC, Sinopec Han Quoc, Théi Lan
) ) ) ) Trung Qudc, Pai Loan,
Vai manh Formosa, Huaian, Jiangsu Hayian .
Thai Lan
Cabot, CSRC, Orion, Phillips Uc, Han Quéc, An b9,
Than den ] ]
Carbon, Thai Carbon Thai Lan
. ) Trong nudc, Malaysia,
Bo thép Bekaert, Hyosung, Rairattan . , .
Han Quoc, Thai Lan
. i Trong nudc, Pai Loan,
Chat phu gia BASF, FlexSys, LanXess

Thai Lan, Nhat Ban

(Nguon: Phong vdt tu-DRC)
Nhan xét: C6 thé thay viéc DRC thiét 1ap danh séach, lya chon cac nha cung cap c6 uy
tin ca trong va ngoai nudc, dong thoi xay dung méi quan hé hop tac lau dai véi ho véi
muc dich c¢6 thé dam phan dugc muc gia hop ly nhat, tranh bién dong va cé dugc
ngudn cung cap nguyén vat liéu 6n dinh.
2.2.1.3. Péi thii cgnh tranh

Tai thi trudng noi dia hién dang co hai ddi twong canh tranh gay gat véi nhau trén
thi truong sam 16p Viét Nam, bao gom céc cong ty san xuat sim 16p noi dia va cac
cong ty san xuat sam 16p c6 vén FDI nhu Sailun, Kumho, Jinyu....

Hai doanh nghiép néi dia canh tranh truc tiép véi DRC 1a SRC va CSM.

< SRC:

Cong ty c6 phan Cao su Sao Vang-SRC, l1a mét trong nhiing cong ty 1én trong
nganh sam 16p va cao su tai thi truong Viét Nam. Chuyén san xuat cac loai sam 16p:
may bay, 6td, xe dic chung, xe may, xe dap va cac san pham cao su ky thuat.

s CASUMINA:

Cong ty c6 phan Céng nghiép Cao su Mién Nam — CASUMINA — duogc thanh

lap tir nhitng nam dau sau giai phong dat nudc (19/04/1976), hien nay la nha san xuat
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sam 16p xe hang dau Viét Nam va 1a don vi din dau nganh cong nghiép cao su. Vi
ban 1anh dao tdm huyét va ngay cang tré hoa, cung doi ngii nhan vién sang tao, trinh
d6 chuy@n mén vimng vang, CASUMINA da dé ra tim nhin moi 16 rang :  Tro thanh
nha san xuit sim 16p hang dau Pong Nam A”

% Doanh nghiép co6 FDI:

Canh tranh trong nganh san xuét 16p xe tai Viét Nam dang ngay cang tré nén gay
gat hon do su tham gia cua cac doanh nghiép nudc ngoai nhu Bridgestone Viét Nam
(cua Nhat Ban) va Kumho Tire (caa Han Quéc).

Bang 2.4: Phan tich diém manh, diém yéu cia déi tha canh tranh cia

Cong ty Cé phan Cao su Pa Ning

Cong ty Piém manh Piém yéu

— Thi phan Ién, uy tin vé nhan hiéu | — Hinh thic quang ba hinh anh
— San xuit chu yéu la TBR, PCR, | cong ty qua cac website con kém
LTR, Bias, Radial... da dang.

— DRC ¢6 thé manh vé I8p xe tai | — Cong tac tiép thi, dau tu cho
nang, 16p dic chung va khach hang | quang céo con it.

tap trung chu yéu & khu vuc mién
DRC Trung.

— Mau ma da dang, gia ca phi hop
thi hiéu

— Dich vu bao hanh sau ban hang
tét

— Chat lugng san pham tét, dat tiéu

chuin

— Vi bé day kinh nghiém, Sao | — Chi san xuat dugc I6p Bias.
Vang ty hao la nha san xuat sim | — Tiém lyc tai chinh han ché dan
16p uy tin, cung cip san pham chét | t6i kha ning canh tranh vé& quy md
SRC | lugng cao, dap ang moi nhu cau | con thap.

cta khach hang. — Cobng nghé san xuat kinh doanh
— Khach hang tap trung chi yéu & | con thap, anh huéng chét luong

mién Bac. san pham.
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— Mang ludi rong khip cung hé
théng ddi tac trung thanh gilp Sao
Vang phan phdi san pham toan
qudc, tiép can moi ngudi tidu dung.
— S¢ hitu quy dat vang tai trung
tam Ha Noi, Sao Vang dang phat
trién manh m& mang bat dong san,

hira hen tiém nang phat trién to lon.

— Danh muc san pham cua cong
ty chua da dang.
— Kha ning kiém soat chi phi dau

vao con yéu.

CSM

— CSM c6 thé manh vé 16p xe may
va xe tai nhe va khach hang tap
trung chu yéu 1a & mién Nam.

— San pham da dang, phong phi vé
chung loai mau ma.

— D61 ngli nhan vién giau kinh
nghiém va tai nang, va la cong ty
c6 nang luc san xuat nhét trong
nganh.

— Ludn ung dung nhirng cong nghé
tién tién dé tiét kiém nhién liéu cua
san pham dem lai gi4 thanh rat
thap, anh huong dén tam 1y nguoi

tiéu dung cua DRC

— Chi san xuét dugc 16p PCR va
LTR.

Doanh

nghiép

c6 von
FDI

— CO loi thé vé quy md san xuat,
vira ¢O loi thé vé thuong hiéu lau
doi, nén dua ra muc gia hap din

hon DRC

— Chi tap trung san xuat I6p o t6
Radial dé xuét khau.

(Nguon: Tu téng hop)

Nhan xét: Tir nhitng phan tich trén c6 thé thay sy canh tranh thi phan tir cac doanh

nghiép cung nganh trong nudc véi DRC 14 rat 16n. Bén canh d6, nha nudc con dua ra

nhitng chinh sach khuyén khich tao diéu kién cho cac doanh nghiép doanh nghiép

nudc ngoai gia nhap nganh da thuc day su canh tranh gay gét trong nganh san xuat 16p

xe tai Viét Nam. Do d6, ngoai viéc canh tranh vai cadc doanh nghiép néi dia thi DRC
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con phai canh tranh gay gat véi cac doanh nghiép Trung Québc khi cac miat hang sim
16p gia ré lién tuc tran vao Viét Nam.
Chu thich: TBR - Lép 6 t6 Radial toan thép
PCR - Radial ban thép cho xe 6 t6 con
LTR - Radial ban thép cho xe tai nhe
2.2.1.4. San pham thay thé
Duéi day 1a mot s6 san pham thay thé tiém nang cho DRC:
< Lop xe khong khi
Str dung 4p suét khi nén dé nang d& trong luong xe thay vi cao su.
— Uu diém: Nhe hon, tiét kiém nhién liéu, it mon hon, c6 thé ty va khi bj thung.
— Nhuoc diém: Gia thanh cao, can hé thong bom khi nén chuyén dung, do bén
chua dugc kiém chung 1au dai.
< Lop xe sinh hoc
Pugc lam tir vat liéu sinh hoc nhu vo cay, nhua sinh hoc, soi tu nhién.
— Uu diém: Than thién véi méi truong, ¢ thé tai ché, giam thiéu tac dong dén hé
sinh thai.
— Nhuge diém: Do bén chua cao, gia thanh cao, kha nang chiu tai trong han ché.
< Heé théng van tai thay thé
Str dung cac phuong tién di chuyén khong can I6p xe nhu tau dién, xe dién trén
cao, xe tu lai.
— Uu diém: Giam thiéu st dung I6p xe, giam tac nghén giao thong, tiét Kiém ning
lugng.
— Nhuoc diém: Ha ting chua phat trién day du, chi phi dau tu cao, thay doi thoi
quen di chuyén caa con nguoi.
Nhan xét: Tuy dang c6 nhiéu san pham thay thé, xong nhimg phuong an nay van chua
dugc wa chudng va it théng dung, nhung khong c6 nghia 1a DRC nén chu quan lo la
trong viéc cung cd va phat trién san pham cua minh tét hon.
2.2.2. MOI trwong vi mo
2.2.2.1. Méi trwong chinh tri - phap lugt
< Nbi dia
Hé théng chinh tri, phéap luat, chinh sach qudc gia anh huong dén su 6n dinh va
kha ning phat trién cta toan bd nén kinh té. Hoat dong san xuét kinh doanh cua Cong
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ty C6 phan Cao su Pa Nang chiu tac dong cac van ban luat nhu Luat Doanh nghiép,
Luat chang khoan, Luat Bao vé Moéi truong va cac van ban luat lién quan. Ngoai ra,
Cong ty phai tuan tha cac chinh sach, théng tu, nghi dinh lién quan dén thué hai quan,
lién quan dén hoat dong xuat nhap khau. Hé thdng luat va cac vin ban duéi luat cua
Viét Nam trong nim c6 nhiéu sy thay doi, b6 sung, stra d6i dé phi hop véi nén kinh té
méi. Vi vdy, dé tranh nhitng sai sot, vi pham trong viéc chap hanh luat phap thi DRC
ludn phai theo dbi, cap nhat va diéu chinh sao cho phi hogp sao cho van duy tri hoat
d6ng kinh doanh tét ma khéng vi pham cac quy dinh vé phap lut.
% Québc té
DRC chu yéu xuat khau sang thi truong Chau au, trong d6, My la thi truong xuat
khau 16n nhat, sau d6 1a Brazil va Bic. Mai day, B6 Thuong mai My (DOC) an dinh
muc thué chéng ban pha gia ddi véi 16p xe tai va xe buyt (TBR) cta hau hét doanh
nghiép Thai Lan & mirc 48,39%. Piéu nay sé tao nhiéu co hoi hon cho cac cong ty sim
16p Viét Nam xuat khau sang thi truong My nhu Cong ty ¢ phan Cao su Pa Ning.
2.2.2.2. Mbi trwong kinh té
Theo sé liéu cia Tong cuc Hai quan, tong kim ngach xuat khau cao su cua Viét
Nam trong 9 thang dau nam 2024 ting 12% so véi cung Ky du san luong xuat khau
giam 6% so véi cung ky. Gia xuat khau binh quan trong thang 9/2024 dat 1,697
USD/tan ting 30% so véi cing ky. Ho cho rang gia cao su xuét khau caa Viét Nam
van & mic cao cho toi cudi nam bai nguon cung thiéu hut, nhu cau tang sau khi Trung
Qudc thuc hién nhiéu chinh sach hd trg nén kinh té va dién tich cao su giam do xu
huéng chuyén d6i dat cao su. Trén thyc té, gia cao su thién nhién, mot trong nhing
nguyén liéu dau vao chi chét cia DRC, di lién tyc ting ké tir dau nim dén nay da tao
nhiéu ap lyc trong hoat dong kinh doanh caa doanh nghiép.
2.2.2.3. Méi trwong cong nghé
Yéu t6 cong nghé 1a mot trong cac yéu td quan trong quyét dinh dén chi phi va
chat lwong san pham. DRC dang s& hitu loat may maéc thiét bi hién dai bat nhat trong
san xuat |6p, dic biét 1a 16p Radial. Ap dung céng nghé méi hién dai da giup DRC rat
nhiéu trong viéc tao ra san luong tiéu thu, DRC ghi nhan da hoan thanh 76% muc tiéu
|4i ca nim sau 9 thang dau nam 2024,
Viét Nam dang trai qua giai doan hoi nhap nén kinh té thé gigi, Chinh phi Viét
Nam khdng ngimng dua ra nhitng chinh sach khuyén khich, tao diéu kién thuan lgi cho
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cac doanh nghiép trong va ngoai nudc gia nhap nganh. Piéu ndy nham ting cuong sy
canh tranh. Va trong xu thé dé, su canh tranh giira doanh nghiép néi dia va nudc ngoai
1a didu khong thé tranh khoi, dic biét véi sy gia ting ca vé gia ca va chat lugng san
pham. Khdng chi canh tranh véi cac doanh nghiép ndi dia ma DRC con canh tranh Vi
cac thuong hiéu nhap khau ndi tiéng nhu: Bridgestone, Michelin, Continential,.. .

DRC can phai ndm bit, linh hoat va dwa ra nhitng giai phap cong nghé méi nham
cai thién chat luong san pham, nang cao ning luc san xuat va ddng thoi giam chi phi
san xuat, danh bai sy canh tranh khéc liét gitra cac doanh nghiép sim 16p trong va
ngoai nudc. Sy ddi méi cong nghé 1a mot yéu té then chét, giup DRC duy tri va phat
trién mot cach bén viing trong béi canh nén kinh té mo.

2.2.2.4. Méi trwong tw nhién

Theo Hiép hoi Cao su Viét Nam, tai thi truong ndi dia, gia cao su mi nudc tai
c4c tinh san xuat chinh dao dong trong khoan 440 - 450 d¢ong/TSC, ¢6 lic 1én gan 500
d6ng/TSC, cao gap doi so véi nam 2023.

Nguyén nhan khién gia cao su ting manh chu yéu dén tir lo ngai thiéu hut nguén
cung trén thi truong khi cung - cau thay d6i theo chiéu hudng giam cung ting cau. Vé
phia cung, san lugng cao su tu nhién tai chau A giam t6i 4,5% trong nim 2024, vé
khoan 14 triéu tan do tinh trang mua qua nhiéu tai Thai Lan va thiét hai do bdo Yagi
tai Trung Qudc. Cong ty Helixtap du doan san luong cao su tai Thai Lan, dy kién giam
10% - 15% trong nam nay. Dong thoi, WhatNext Rubber cho rang, tinh trang ngudn
cung cing thang hon khi Hai Nam, viing san xuat cao su chinh cua Trung Quéc chiu
thiét hai 2,1% dién tich ca nudc. Dac biét, Trung Qudc hién 1a dbi tac xuat khau cao su
I6n nhat cua Viét Nam, trong 9 thang ndm 2024, nudc ta xuat sang Trung Quéc trén
887.200 tan cao su, twong duong gan 70% tong luong cao su xuat khau. Do do, gia cao
su trong nude ting khong chi nhan luc kéo gian tiép tir gia cao su thé gidi, phan I6n
con truc tiép dén tir ky vong nhu ciu ting tai Trung Quéc.

Ngoai ra, gi4 dau tho ting manh do cing thang dia chinh tri trong nhitng ngay
cudi thang 9 va dau thang 10 ciing gia ting hd trg quan trong, gilp gia cao su tao dinh
méi. Gia dau thé ting, kéo theo gia cao su tong hop tré nén dat do hon. Véi vai trd
hang hoa thay thé, nhu cau dbi véi cao su ty nhién tang 1én, tir d6 tao thém lyc hd tro

gia.
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Vi 1a doanh nghiép san xuét 16p xe nén nguyén liéu chiém ty trong chinh trong
chi phi dau vao caa DRC la cao su tu nhién va cao su tdng hop, nhap chu yéu tir noi
dia. Do d6, su bién dong gia nguyén vat liéu dau vao anh hudng tryuc tiép dén hoat
dong kinh doanh cua doanh nghiép véi doanh nghiép.

2.2.2.5. Moi trwong vin hoa — Xa hoi

Nguoi tiéu dung chi sin sang gan bo véi nhitng thwong hiéu ma ho thyuc su tin
tuong. San pham sam, 16p 1a mot san pham thiét yéu cho nhu cau di lai caa con ngudi;
mit khac n6 1a mot san pham bd sung (1a mot bo phan cua xe) nén ngudi tiéu ding
thuong quan tdm téi do bén, tinh an toan cua san pham hon 1a kiéu dang. Day 1a co hoi
cho viéc phat trién ddi véi cac hoat dong kinh doanh cua DRC.

2.3. Phan tich cac nguén luc ciia doanh nghiép anh hwéng dén hoat dong kinh
doanh
2.3.1. Co s6 Vit chat

Cong ty C6 phan Cao su Da Ning co tru s¢ chinh toa lac trong mot khu cong
nghiép I6n tai quan Lién Chiéu Tp.Pa Nang, tru sé tap hop nhiéu tda nha khéac nhau,
bao gom 11 phong ban. Mbi phong ban déu duoc trang bi day du hé théng may maoc
thiét bi: may tinh, may lanh, may loc nuéc, may in, internet,... Tt ca cic cbng cu
dung cu thiét bi dugc chuan bi nham d¢am bao cho nhién vién duoc 1am viéc trong moi
truong day du tién nghi, phuc vu tét nhat nhu cau céng viéc.

Bang 2.5:Thong ké may mac thiét bi tru sé chinh cia Cong ty
Co phan Cao su Pa Ning

PVT: Céi

STT Tén thiét bi S6 lwong
1 | May tinh ban 120
2 | Ban 120
3 | Ghé 120
4 | Ké,tahoso 44
5 | biéu hoa 50
6 | May photo 20
7 | Thiét bi mang 14
8 | May chiéu 3

(Nguon: Ty téng hop)
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2.3.2. Nguén nhan luc

Bang 2.6: Théng ké ngudn luc ciia Cong ty Cé phan Cao su Pa Niing 2022-2024

PVT: Nhan vién

Nam 2022 2023 2024 2023/2022 2024/2023
SO Ty SO Ty SO Ty
Tong lao dong lugng trQZg lugng trQZg luwong trozg (+F) v (+F) v
1748 | 100% 1753 | 100% | 1987 | 100% 5 0.3 234 13.3

1. Theo giai tinh
Nam 1526 87% 1523 87% 1739 88% -3 -0.2 216 14.2
N 222 13% 230 13% 248 12% 8 3.6 18 7.8
2. Theo trinh d hoc van
Pai hoc, cao dang 514 29% 536 31% 616 31% 22 4.3 80 14.9
Trung cap 177 10% 174 10% 266 13% -3 -1.7 92 52.9
Lao dong pho thong 1057 60% 1043 59% 1105 56% -14 -1.3 62 5.9
3. Theo tinh chat lao dong
Truc tiép san xuat 1295 74% 1223 70% 1568 80% 72 5.6 345 28.2
Khoéng truc tiép san xuat | 453 | 26% 530 30% 419 20% -77 -17 -111 -20.9
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Nhan xét: Qua bang 5 cho thiy tinh hinh ting giam nhan sy cua DRC tir nam 2022-
2024 ¢6 sy bién dong. Cu thé, doanh nghiép nam 2022 c6 téng 1748 ngudi, nim 2023
c6 tong 1753 ngudi, twong Gng ting 5 ngudi, twong Gng ting 0.3%. Pén nim 2024,
nhan lyc cia DRC dat tong 1987 nguoi, ting tuyét ddi 234 nguoi, twong Gmg ting
13.3% so v&i 2023, cho thay cong ty dang mo rong quy mo nhan sy rd rét. Trong do:
% Theo gidi tinh
Tir ndm 2022-2023, ty 1é nam chiém dén 87%, nir chiém 13% va khong thay doi
trong hai nam. Tt nam 2023-2024, ty 1€ nam tang 216 nguoi (14.2%), ty I¢é nir tang 18
ngudi (7.8%). DRC la mot doanh nghiép chuyén vé san xuit, dic biét 1a chuyén san
Xuat cac loai 16p nang, 16n, dic chang, yéu cau nhiéu vé suc khoe vi vay ty 1& nam
lubn chiém ty trong 16n trong tng ngudn nhan lc caa doanh nghiép.
% Theo trinh d9 hoc van
Qua bang théng ké cho thay nam 2022 s lwong nhan luc thudc cap bac dai hoc,
cao dang chiém 29%, trung cap 10% va lao dong pho thong 60%. Dén nim 2023, dai
hoc, cao dang ting 1én 31%, trung cap va lao dong pho thdng gan nhu giit nguyén
khong thay d6i. Ty trong ciia nam 2024 hau nhu khong c6 thay d6i nhiéu so véi 2023.
Nhan vién thudc bac dai hoc, cao dang cua doanh nghiép thuong la nhing lanh dao,
quan 1y, nhan vién vin phong. Lao dong phong 1a luc luong chiém ty trong I6n nhat vi
DRC la mot cdng ty chuyén san xuat, can s6 lwong ngudn lao dong tay chan I6n.
% Theo tinh chit lao ddng
Doanh nghiép ¢ hai nguén lao dong chinh 13 lao dong truc tiép san xuat va
khong truc tiép san xuat. Trong do, lao dong tham gia truc tiép vao san xuat chiém dén
74% (2022), 70% (2023), 80%(2024) va con lai 1a lao dong khong truc tiép san xuét.
Tir d6 co thé thiy, lao dong truc tiép 1a nhitng lao dong chinh cua doanh nghiép, day 1a
s6 luong cong nhan tham gia san xuat truc tiép tai cac xi nghiép cua cong ty va lao
dong khong truc tiép chu yéu 1a nhan vién van phong, bao vé va lao cong.
2.3.3. Nguén lgc tai chinh va tinh hinh kinh doanh
2.3.3.1. Nguon lyc tai chinh
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Bang 2.7: Bang can ddi ké toan cia Cong ty Co phan Cao su Pa Ning nam 2022-2024

bVT: VND
2022 2023 2024
TAI SAN Ty
Gia tri Ty trong Gia tri Gia tri Ty trong
trong
A.Tai san ngin han 2.457.425.816.063 71.9% 2.291.883.109.458 67.7% 2.794.028.277.059 66.5%
I. Tién va cac khoan
. 155.305.504.390 4.5% 320.742.090.585 9.5% 220.742.923.592 5.3%
tuong duong tién
I1. Pau tu tai chinh ngan
" 210.000.000.000 6.1% 134.100.000.000 4.0% 45.000.000.000 1.1%
an
ITI. Cac khoan phai thu
, 257.142.204.794 7.5% 456.955.018.085 13.5% 696.914.940.457 16.6%
ngan han
IV. Hang ton kho 1.707.695.276.561 50.0% 1.184.285.293.041 35.0% 1.490.852.248.679 35.5%
V. Tai san ngan han
h 127.282.830.318 3.7% 195.800.707.747 5.8% 340.518.164.331 8.1%
ac
B. Tai san dai han 960.372.962.356 28.1% 1.092.453.922.229 32.3% 1.406.049.225.787 33.5%
I. Cac khoan phai thu dai
" 698.554.850 0.0% 474.846.000 0.0% 390.596.000 0.0%
an
I1. Tai san c6 dinh 900.540.725.831 26.3% 938.838.926.911 27.7% 1.212.844.160.341 28.9%
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I1I. Bt dong san dau tu

IV. Tai san dé dang dai

. 11.628.344.170 0.3% 106.088.793.762 3.1% 132.014.121.535 3.1%
an
V. Pau tu tai chinh dai
. 4.390.106.264 0.1% 4.677.573.464 0.1% 5.122.456.329 0.1%
an
VL. Tai san dai han khac 43.115.231.241 1.3% 42.373.782.092 1.3% 55.677.891.582 1.3%
TONG CONG TAI
SAN 3.417.798.778.419 100% 3.384.337.031.687 100% 4.200.077.502.846 100.0%
NGUON VON
C. No phai tra 1.508.035.857.468 44.1% 1.532.959.434.804 45.3% 2.284.621.711.170 54.4%
I. No ngin han 1.506.929.882.468 44.1% 1.508.140.150.790 44.6% 2.138.999.850.756 50.9%
II. No dai han 1.105.975.000 0.0% 24.819.284.014 0.7% 145.621.860.414 3.5%
D. Vén chii s¢ hiru 1.909.762.920.951 55.9% 1.851.377.596.883 54.7% 1.915.455.791.676 45.6%
I. Vén chu sé hitu 1.909.092.920.951 55.9% 1.851.026.644.483 54.7% 1.915.200.553.556 45.6%
IT. Nguon kinh phi va 0.0%
670.000.000 0.0% 350.952.400 0.0% 255.238.120
quy khéc
TONG CONG 100.0%
o 3.417.798.778.419 100% 3.384.337.031.687 100% 4.200.077.502.846
NGUON VON
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% Phan tich khoi

Bang 2.8: Théng ké chénh léch tai chinh cia Cong ty
Co phén Cao su Pa Ning nim 2022-2024

DVT: VND
2023/2022 2024/2023
Ty Ty
TAI SAN Chénh léch (£) | trong Chénh léch (1) trong
(%) (%)
A.Tai san ngin han -165.542.706.605 | -6.74 502.145.167.601 | 21.91
L. Tién va cac khoan tuong
. 165.436.586.195 | 106.52 -99.999.166.993 | -31.18
duong tién
II. Pau tu tai chinh ngan
-75.900.000.000 | -36.14 -89.100.000.000 | -66.44
han
III. Céc khoan phai thu
, 199.812.813.291 | 77.71 239.959.922.372 | 52.51
ngan han
IV. Hang ton kho -523.409.983.520 | -30.65 306.566.955.638 | 25.89
V. Tai san ngan han khac 68.517.877.429 | 53.83 144.717.456.584 | 73.91
B. Tai san dai han 132.080.959.873 | 13.75 313.595.303.558 | 28.71
I. Cac khoan phai thu dai
-223.708.850 | -32.02 -84.250.000 | -17.74
han
I1. Tai san c6 dinh 38.298.201.080 4.25 274.005.233.430 | 29.19
I1I. Bat dong san dau tu - - - -
IV. Tai san dé dang dai han 94.460.449.592 | 812.33 25.925.327.773 | 24.44
V. Pau tu tai chinh dai han 287.467.200 6.55 444.882.865 9.51
VI. Tai san dai han khac -741.449.149 | -1.72 13.304.109.490 | 31.40
TONG CONG TAI SAN -33.461.746.732 | -0.98 815.740.471.159 | 24.10
NGUON VON
C. Ng phai tra 24.923.577.336 1.65 751.662.276.366 | 49.03
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I. No ngin han 1.210.268.322 0.08 | 630.859.699.966 | 41.83
II. No dai han 23.713.309.014 | 2.144.11 | 120.802.576.400 | 486.73
D. Vén chii s6 hiru -58.385.324.068 -3.06 | 64.078.194.793 3.46
1. Von chi s6 hitu -58.066.276.468 -3.04 | 64.173.909.073 | 3.47
IL. Nguon kinh phi va quy
-319.047.600 -47.62 -05.714.280 | -27.27

khac
TONG CONG NGUON

. -33.461.746.732 -0.98 | 815.740.471.159 | 24.10
VON

(Nguon: Tu tong hop)

Nhan xét:

e Taisan:

— Tai san ngan han: Qua két qua phan tich ting giam cua két cau tai san cho thay
duogc ty trong tai san ngan han caa ndm 2023 lai giam so v&i nam 2022, cu thé 1a giam
tir 71.9% (2022) xudng con 67.7% (2023). Tai san ngan han 2023 giam cha yéu 1a do
hang tén kho di giam 30,65% so vai cing Ky 2022, twong tng VSi mac giam hon 523
ty do trong nim qua chi phi nguyén vat liéu ddu vao cé xu huéng giam. Tai san ngan
han 2024 tang trong ky cha yéu tir gia tri hang tén kho ting 25,89%.

— Tai san dai han cia DRC nam 2023 tang 13,75% so va&i cung ky nam 2022.
Nguyén nhan chinh 1a do nguyén gia tai san ¢ dinh hitu hinh trong ky tang gan 123 ty
dong, do cong ty ghi nhan TSCP ting thém tir dy &n nang cdng suat va thiét bi lé. Tai
san dai han tang trong ndm 2024 chu yéu la do trong ky cong ty da dau tu thém vao tai
san ¢6 dinh hitu hinh, véi gia tri ting thém 1a gan 389 ty dong, twong dwong ting
11,61% so véi dau nam.

=> T6ng tai san nam 2024 ting so v4i 2023, Piéu nay giup cho Cong ty ting cuong
mé& rong nang luyc hoat dong san xuat kinh doanh caa minh hon, gép phan hoan thanh
du 4n mo rong nha may san xuat 16p Radial, nang cong suét tir 600.000 16p/nam 1én 1
triéu 16p/nam.

— Hang t6n kho nim 2022 chiém 50% téng tai san, dén nim 2023 giam con 35%
tuong (ng giam 30.65%. Viéc hang tén kho ciia nam 2023/2022 giam 1a mot dau hiéu
dang mung d6i véi DRC. Hién nay, da sd cac doanh nghiép déu c6 xu hudng giam
hang ton kho trong d6 ¢6 ca DRC. S& di giam hang ton kho bai vi cac doanh nghiép da
s6 hién nay san xuat theo don dat hang, dong thoi vai sy phét trién nhanh chéng cua
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cbng nghé thdng tin nén khi nhan dugc don dat hang tir khach hang thi doanh nghiép
s& bao cho nha san xuit, nha san xuat s& bao cho nha cung cip. Kéo theo d6 1a sy phat
trién caa logistic nén viéc van chuyén rat nhanh chong. DRC da ap dung xu hudéng nay
dé t6i vu chi phi, giam hang ton kho & muc an toan dé luén dam bao dugc viéc cung
cap san pham dé dap ung kip thoi nhu cau caa khach hang. Bén canh dé, hang tén kho
nam 2023 giam mét phan 1a do chi phi nguyén vit liéu dau vao nhu cao su, dau thd, ..
giam so véi nam 2022 va Coéng ty diy manh tiéu thu hang ton kho vi gia tri san xuat
thuc té trong nam chi dat 76% ké hoach va 83% so véi ndm 2022 bai tinh hinh thi
treong tiéu thu kém kha quan. Tuy nhién, dén nim 2024 hang tén kho trong nim ting
chu yéu 1a do chi phi cac nguyén vat liéu dau vao nhu cao su ty nhién, cao su téng
hop, chi phi logistic,.. déu tang cao so Vi nam trudc.

. Nguﬁn von

— Tong nguon vén cia DRC niam 2023 so voi 2022 ¢6 xu huéng giam, cy thé 1a
giam 33.461.746.732 dong, twong Gng giam 0.98%. Pén nam 2024, tong nguon vén
ting 815.740.471.159 ddng, twong tng ting 24.10%, trong d6, cic khoan vay va ng
thué tai chinh cua DRC la khoang hon 959 ty dong, chiém khoang 23% tong ngudn
vbn cia Coéng ty, diéu nay dan dén viéc Cong ty phai tra mot khoan chi phi 14i vay
khéng nho.

— Vén chu sé hitu cia DRC c¢6 xu huéng giam dan tir nim 2022-2023 tir 55.9%
xudng con 54.7%. Vi, co ciu ty trong no phai tra nim 2022-2023 ting tir 44.1%-
45.3%, tuong ung ting 1.65%. Diéu ndy cho thiy cong ty ting ngudn vén bang cach
ting luong vay tir no ngan han dén ng dai han. Nam 2024, vén cha sé hitu ting
64.078.194.793 so v6i nam 2023, tuong Ung tang 3.46%.

— Tong no phai tra cia DRC nam 2023 ting 1,65% so v6i nam 2022, tir 1.508 ty
d6ng nam 2022 1én 1.533 ty dong nam 2023. ng vay cua Cong ty ting trong nim 2023
chu yéu dén tir ng vay dai han, véi muc tiéu huy dong von dé tai trg cho dy an “dau tu
ma rong nha may san xuat 16p xe tai Radial nang cong suat 18n 1 triéu 16p/nam” va céac
may mac thiét bi khac phuc vu hoat dong san xuat kinh doanh. So véi nam 2023, ng
phai tra cua nim 2024 con ting nhanh vi trong nim Cong ty vay thém dai han dé dau
tu thém vao mdy moc thiét bi. Piéu nay cho thdy DRC dang st dung tét ngudn von
vay tir bén ngoai dé ma rong quy mé hoat dong san xuat kinh doanh, gép phan mang
lai gié tri cho Céng ty va dap tng duoc su phat trién cia DRC trong tuong lai.
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2.3.3.2. Tinh hinh kinh doanh
Bang 2.9: Bao cao két qua hoat dong kinh doanh ciia DRC niim 2022-2024

DbVT: VND
Nam 2022 2023 2024

1. Doanh thu ban
hang & cung cép dich | 5.139.167.142.537 | 4.657.643.187.359 | 4.852.424.350.104
vu
2. Cac khodan giam trur

240.579.419.618 162.468.666.417 179.395.492.982
doanh thu
3. Doanh thu thuan vé
ban hang & cc dich 4.898.587.722.919 | 4.495.174.520.942 | 4.673.028.857.122
vu (1)-(2)
4. Gia vbn hang ban 4,087.848.994.369 | 3.846.521.057.561 | 3.943.643.089.790
5. Lo1 nhuan gbp vé
ban hang & cc dich 810.738.728.550 648.653.463.381 729.385.767.332
vu (3)-(4)
6. Doanh thu hoat

62.020.157.084 55.173.602.640 69.949.317.232
dong tai chinh
7. Chi phi tai chinh 92.250.339.919 57.184.539.532 66.258.710.062
8. Phan loi nhuan .
hoic 16 trong cong ty 0 0
lién két lién doanh
9. Chi phi ban hang 318.162.074.032 267.776.629.376 347.997.609.515
10. Chi phi quan ly
77.030.507.250 71.901.263.344 94.522.930.660

doanh nghiép
11. Loi nhuéan tir hoat
dong kinh doanh

385.315.964.433 306.964.633.769 290.555.834.327
(5)+(6)-(7)+(8)-(9)-
(10)
12. Thu nhap khac 1.403.365.065 301.545.298 259.669.637
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13. Chi phi khac

258.694.051

199.021.286

1.792.387.865

14. Loi nhuan khac
(12)-(13)

1.144.671.014

102.524.012

-1.532.718.228

15. Téng loi nhuén ké

toan trudc thué 386.460.635.447 | 307.067.157.781 289.023.116.099
(11)+(14)
16. Chi phi thué

79.275.958.191 60.732.725.023 57.404.553.750
TNDN hién hanh
17. Chi phi thué

0 0 0

TNDN hoan lai
18. Chi phi thué

79.275.958.191 60.732.725.023 57.404.553.750
TNDN (16)+(17)
19. Lo1 nhuan sau

307.184.677.256 | 246.334.432.758 231.618.562.349

thué TNDN (15)-(18)

% Phan tich khoi

(Nguon: Béo céo tai chinh cia DRC)

Bang 2.10: Théng ké chénh léch tai chinh ciia Cong ty
Co phan Cao su Pa Ning nim 2022-2024

bVT: %
Phan tich khi
Nam 2022 2023 2024

1. Doanh thu ban hang & cung cap dich vu 100% 100% 100%
2. Cac khoan giam trir doanh thu 4.68% 3.49% 3.70%
3. Doanh thu thuan vé ban hang & cc dich vu (1)-

95.32% 96.51% | 96.30%
(2)
4. Gia von hang ban 79.54% 82.59% | 81.27%
5. Loi nhuan gop vé ban hang & cc dich vu (3)-

15.78% 13.93% | 15.03%
(4)
6. Doanh thu hoat dong tai chinh 1.21% 1.18% 1.44%
7. Chi phi tai chinh 1.80% 1.23% 1.37%
8. Phan lgi nhuan hoic 16 trong cong ty lién két 0 0 0
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lién doanh

9. Chi phi ban hang 6.19% 5.75% 7.17%
10. Chi phi quan 1y doanh nghiép 1.50% 1.54% 1.95%
11. Loi nhuan tr hoat dong kinh doanh (5)+(6)- p— 5.50% £ 99%
(7)+(8)-(9)-(10)

12. Thu nhép khac 0.03% 0.01% 0.01%
13. Chi phi khac 0.01% 0.00% 0.04%
14. Loi nhuén khac (12)-(13) 0.02% 0.00% | -0.03%
15. Tong loi nhuén ké toan trude thué (11)+(14) 7.52% 6.59% 5.96%
16. Chi phi thué TNDN hién hanh 1.54% 1.30% 1.18%
17. Chi phi thué TNDN hodn lai 0 0 0
18. Chi phi thué TNDN (16)+(17) 1.54% 1.30% 1.18%
19. Loi nhuén sau thué TNDN (15)-(18) 5.98% 529% | 4.77%

Nhin xét:

e Doanh thu

(Nguon: Tw tong hop)

— Ty trong doanh thu thuan vé ban hang va cung cap dich vu ting ting déu tir nim

2022-2023 ting tir 95.32% 1én dén 96.51%.

— Ty trong doanh thu tir hoat dong tai chinh cua nim 2022 dat 1.21%. Pén nim

2023 c6 ty trong nay giam xudng con 1.18%. Tir d6, doanh thu nay chii yéu dén tir cac
khoan tién 14 ngan hang, tién 1di dau tu chimg khoan,... cling giam do NHNN thuc
hién nhiéu 1an cat giam 14i suat trong nam. Piéu nay da anh huong tiéu cuc dén loi
nhuan tr hoat dong kinh doanh cua Cong ty, mac du cac chi phi da giam trong nam.

— Nam 2024, mic du thi trudng hang hoa thé gisi co nhiéu bién dong, song Cong
ty van ghi nhan doanh thu ting nhe trong nim véi muc ting trudng dat 3,96%, twong
duong tang 177,85 ty dong so V&i nam ngoai. Doanh thu ting truong cha yéu nho
Cong ty ddy manh hoat dong ban hang tai thi trudong trong nudce, theo dudi muc tiéu
birt pha tai thi truong noi dia va tiép tuc ting téc, phat trién manh mé tai céc thi trudng
Xuat khau

e Chi phi

— Tong co cau chi phi nim 2022 va 2023 ¢6 xu hudng ting.
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— Ty trong cua chi phi tai chinh co ban ciia ndm 2022 - 2023 ¢6 xu huéng giam tu
1.8% va 1.23%.

— Chi phi ban hang caa nim 2023 ¢6 xu huéng giam so véi 2022, cu thé giam tir
6.19% xudng con 5.75%. Co thé thiy cong ty dang 1am kha tét trong viéc han ché phat
sinh cé&c khoan tién trong chi phi ban hang, gitp cong ty tiét kiém dwgc mot khoan chi
phi. Nam 2024, tinh hinh logistics hang xuat khau kho khan véi chi phi ting cao. Do
d6 cong ty phai lam viéc véi cac hdng tau va khuyén khich khach hang chuyén qua
hinh thtrc xuat CIF dé c6 gia van chuyén tét hon, Do dé, chi phi ban hang trong nim
cling ting manh Vi ty 18 14 29,96%, twong duong hon 80 ty dong mot phan do cong ty
chi tra van chuyén xuét khau (twong (ng véi khoan ting doanh thu).

e Lginhuan

— Loi nhuan gop co ty trong giam dan tir 2022-2023 tir 15.75% (2022) xubng con
13.93% (2023). Nam 2024, lgi nhuan gop tang 15.03% so vai 2023.

— Loi nhuan thuan tir hoat dong kinh doanh nam 2023 giam so véi 2022, cy thé
7.5% (2022) xudng con 6.59% (2023). Bén nam 2024, giam nhe con 5.99%.

— Loi nhuan sau thué thu nhap doanh nghiép c6 ty trong giam dan tir nam 2022-
2024 lan luot 12 5.98%, 5.29% va 4.77%.

Nhan xét chung: Hoat dong ctia cong ty dang co biéu hién xubng dbc tir sau dai dich
Covid-19, kinh té kho khin va tinh hinh hoat dong cua coéng ty nhin chung déu thu
duoc loi nhuan kha cao qua cac nam tur 2022-2023, song mdt vai chi tiéu c6 xu hudng
dang giam dan do mot s6 bién dong kinh té. Song, dén nim 2024 nhin chung, tinh hinh
tai chinh cia DRC 6n dinh, du ding trudce nhiéu thach thtrc ctia nén kinh té.
2.4. Thuc trang quy trinh ban hang tai Cong ty Cé phan Cao su Pa Ning
2.4.1. Hinh thizc ban hang tgi Cong ty Cé phan Cao sw Pa Ning

Hién nay, DRC dang sir dung két hop hai loai kénh phan phéi 1a truc tiép va gian
tiép. Tuy nhién, cong ty dang sir dung chu yéu sir dung kénh phan phdi gian tiép,
thong qua cac nha phan phéi, dai Iy va ctra hang ban 1é trén toan qudc. Pay 1a kénh
phan phdi truyén thong, dic trung cho nganh san xuat 16p xe tai Viét Nam va nhiéu
nudc dang phat trién.

% Phan phdi truc tiép

DRC | mssmp | Khéach hang
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=> Vi viéc sir dung kénh phan phéi truc tiép cua DRC: C4c san pham sam 16p xe
s& duoc ban tryuc tiép déi vai cac khach hang (ban hang qua website, showroom, hoic
truc tiép cho doanh nghiép 16n) 1a nhitng doanh nghiép van tai, cong ty du lich, san
Xuit 6 t6 nhu Vinfast,... Ddng thoi cho phép doanh nghiép phuc vu nhitng khach hang
c6 yéu cau dic biét hoac s6 luong lon.

R/

DRC | wessssdp | DPajly, nhabanle | m—) Khéch hang

=> Pdi véi viéc str dung kénh ban hang gian tiép ma DRC 4p dung, cac san pham
sam 16p cua cdng ty s& khong truc tiép dén tay khach hang ma phai thong qua cac dai
ly, nha ban le. Biéu nay gip DRC mé rong thi truong dén cac khu vuc xa, noi doanh
nghiép kho tiép can truc tiép.
Nhan xét chung: Viéc sir dung 2 kénh phan phéi truc tiép va gian tiép da giap cho
DRC tiép can dugc véi nhiéu tép khach hang khac nhau.
2.4.2. Quy trinh ban hang cia Cong ty Cé phdan Cao su Pa Niang doi véi cac logi
khéach hang
CAc yéu cau vé don hang dudi cac hinh thirc: bang don dit hang, bang dién thoai
truc tiép, email duoc phong ban hang tiép nhan va giai quyét theo trinh ty sau:
2.4.2.1. Quy trinh bdn hang doéi véi khach hang mdi
Déi véi khach hang méi thi Cong ty C6 phan Cao su Da Nang sé& thyc hién theo
quy trinh ban hang gdm 7 budc duoc hinh thanh theo so d6 nhu sau:

So d6 2.1: So' @ quy trinh ban hang cho khach hang méi ciaa DRC

Tim kiém khach hang |=ssssssp| Chuanbj |=ssssssp| Tiép can khach hang

1

Chao ban san pham

]

Theo d&i sau Két thic ban Thuong lwong Véi

ban hang hang khéch hang

(Nguon: Phong ban hang-DRC)
Cu thé, noi dung thuc hién trong timg budc duoc md ta nhu sau:
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Buwéc 1: Tim kiém khéch hang

DRC x4c dinh khach hang tiém ning dua trén céc tiéu chi nhu nhu cau tiéu thy
16p xe, quy md hoat dong (cac dai ly, nha phan phéi, doanh nghiép van tai, cong ty
khai thac, garage lon...), kha nang thanh toan va lich sur tin dung.

Hoat dong cu thé:

— Khaio sét thi truong va tiép can khach hang muc tiéu: B phan Kinh doanh
phdi hop véi Marketing thu thap thdng tin nganh van tai, néng nghiép, cong nghiép....
dé xac dinh d6i tugng khach hang muc tiéu, 13y thong tin tir So Cong thuong, hiép hoi
nganh nghé dé tim cac doanh nghiép van tai, logistic, xdy dung méi thanh l1ap hoic
dang phat trién. Dong thoi, phan céng nhan vién thi truong di khao sat thuc dia: Tiép
can céc gara, nha xe, cong ty van tai, xuéng co khi, dai ly vat tu nong nghiép,... dé tim
kiém nhu cau vé 16p xe.

— Theo déi thong tin d6i thi: Qua mang x& hoi, b4o c4o nganh, hoic qua nhan
vién thi truong, DRC xac dinh cac khach hang dang sir dung san pham déi tha dé tim
kiém co hoi chuyén dbi.

— Tham gia hdi che, trién lim thwong mai: DRC thuong xuyén tham du cc hoi
cho nganh 6 t6, van tai, co khi tai cac thanh phd 16n nhu TP.HCM, Ha Noi, Pa Néng.
T6 chirc chuan bi c4c gian hang trung bay san pham, mé hinh xe, video k§y thuat gidp
thu hit khach hang méi dén tim hiéu va diang ky nhan théng tin.

— To chirc hdi nghi khach hang va hai thao ky thuat: Moi cac dai ly tiém ning,
nha xe, doanh nghiép dia phuong dén dy hoi nghi khach hang dé gigi thiéu san pham,
chinh sach chiét khau va hd trg ki thuat. Hoi thao ky thuat gidp chiang minh chat
lugng san pham va cach sir dung toi v, tir d6 tang niém tin va co hoi hop tac.

— Marketing ky thuat sé va quang cao truc tuyén: Quang céo san pham trén
Google, Facebook theo nganh nghé, khu vire dia ly. Téi vu hoa website, thudng xuyén
cap nhat thong tin san pham, ding tai cac case study thanh cong dé ting do tin cay va
thu hat khach mai.
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Hinh 2.2: Buéi hdi thao cia DRC tai Pai hoc FPT

zonc  DRC - Nha san xudt sam I6p hang dau Viét Nam
@ 17 thingalic1747-@

Séng ngay 15/4/2025, Cong ty 6 phan Cao su Da Néng (DRC) phéi hgp ciing Vién Quan tri &
Céng nghé - Dai hoc FPT t8 chiic Héi thdo véi chti @& “Doanh nghiép thich tng trudc 1an séng Al
danh cho can bd, cong nhan vién (CB-CNV) dén tir 27 phong ban, xi nghiép trong toan céng ty.

https://drc.com.vn/drc-phoi-hop-cung-dai-hoc-fpt-to-chuc.../

#DRC #FPT #Al

DRC.COMVN
DRC phéi hgp cling Pai hoc FPT t6 chifc Héi thao "Doanh nghiép thich ting trudc
lan séng Al" - DRC

10 binh ludn 23 luct chia sé

00
Q Binh luan £> Chiasé

dYH Thich
(Nguon: Fanpage Facebook DRC)

Hinh 2.3: Tap doan Walmart dén thim nha may DRC

zonc  DRC - Nha san xuét sam I6p hang dau Viét Nam .
@ 1thing4lic0027-@
TAP DOAN WALMART (MY) DEN THAM DRC BAN VE KE HOACH HOP TAC PHAN PHOI SAN PHAM

DRC ... Xem thém

TAP DOAN WALMART (MY)  Ban vé k& hoach hop tdc
dén tham NHA MAY AADRC  phén phéi san phdm 44 DRC

19 binh ludn 83 lugt chia sé

oo R
Q Binh lugn £> Chia sé

dYH Thich
(Nguén: Fanpage Facebook DRC)
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Moi thdng tin vé san pham, dic diém ndi bat, cac thdng sb ki thuat, hinh anh,
mau ma, hé théng céc nha phan phdi... déu dugc thé hién rd trén website cua cong ty.
Hinh 2.4: Trang website caa DRC

LLDRC

SAN XUAT ANTOAN z HETHONG TINTUC
‘ CONG NGHE ‘ CHAT LUONG | SAN PHAM | PHAN PHOI SUKIEN e

PS | GIGI THIEU

LOP PCR LOPRADIAL | LOPBIAS LOPXEDAP-XEMAY | SAMYEM CAOSU KY THUAT CATALOGUE

DRC TO CHUC BAI HOI DPONG CO
DONG THUGNG NIEN NAM 2025: DE...

Ngay 25/4/2025, Céng ty cd phan Cao su Da Nang
(DRC) da t6 chic thanh céng Dai héi déng cé déng
thuong nién ndm 2025. DPay la dip quan trong dénh
gid, tng két hoat déng san xuét kinh doanh nam
2024, quyét dinh céc ké hoach, chién lugc Ién c...

Xem thém =

(Nguon: Website DRC)

Nhan xét chung: O budc dau tién trong quy trinh ban hang da cho thiy duoc sy dau
tu, chinh chu thdng qua viéc thiét ké toi wu website, hién thi cu thé tung loai san pham
cuia cong ty, gitp khach hang dé dang tim kiém, tiép can va tim hiéu thong tin vé san
pham.

Bén canh do, cac trang mang xa hoi chua thudng xuyén cap nhap, dang tai nhiéu
thong tin vé san phim dén khach hang, do d6 chua that sy dem lai su tuwong tac tir
khach hang mai.

Budéc 2: Chuan bi trudc khi tiép can khach hang

Sau khi xac dinh khach hang tiém nang, DRC tién hanh thu thap thong tin chi tiét
nham xay dung phuong an tiép can phu hop.

Nhan vién phong kinh doanh tai DRC s& chuan bi cac thong tin lién quan dén
khéach hang nhu

— Tén cong ty/dai ly, dia chi, s6 dién thoai, nganh nghé kinh doanh.

— Lich sir giao dich néu 1a khach hang cii, hoic théng tin tir thi trudng néu 1a khach
hang moi.

— Phan tich nhu cau: DRC c6 d6i ngii k¥ thuat vién hd trg danh gia nhu cau lop
theo chung loai xe, dic tinh dia hinh st dung (16p tai nang, 16p cong trinh, 16p ndng

nghiép...).
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— H6 so ning lyc DRC, bang gia, chinh sach chiét khau theo ting nhém khach
hang, tai ligu k§ thuat.

— Chuan bi tai liéu: Bao gia theo tirng dong 16p (OTR, radial, bias...), tai liéu k¥
thuat, ching nhan chét luong, phuong an hd tro van chuyén/hau mai.

Nhan xét chung: Doanh nghiép cé sy chuan bi rd rang trude khi tiép can khach hang.
Song, van chua thiét ké cong cu hd tro danh gia tiém ning khach hang trude khi tiép
can, chua c6 tiéu chi phan loai rd dé vu tién tiép can nhitng khach hang c6 tiém ning
cao hon. Piéu nay gay lang phi thoi gian cho nhitng dbi twong it kha ning chuyén doi.

Buwéc 3: Tiép can khach hang

Viéc tiép can duogc thuc hién truc tiép hodc qua cac kénh nhu dién thoai, email,
hoi thao khach hang, trién 13m thuong mai.

Quy trinh tiép can khach hang cua DRC gom:

— Nhan vién kinh doanh tiép nhan email, dién thoai va trao doi voi khach hang.
Trao doi va tim hiéu méi quan tdm caa khach hang, sau khi da xac dinh nhu cau khach
hang, nhan vién ban hang s& chu dong trong viéc sap xép lién hé dé dat lich gap (néu
khach hang mong mudn duoc trao doi truc tiép).

— Chuan bi cac cong cu hd tro: Nhan vién ban hang s& thuc hién chao béan san
pham ngay giai doan nay, ho s& gigi thiéu nhitng mau I6p, catalogue san pham, bang
thong sb ky thuat, chinh sach hau mai dén véi khach hang.

— Ghi nhan phan hdi ban dau cua khach hang dé 1am co sé cho budi giap sau hoic
budéc trinh bay san pham.

Nhan xét chung: DRC ¢6 nhiéu huéng tiép can khach hang tir online dén truc tiép,
diéu nay d& dang gitp DRC tiép can duoc nhitng khach hang truyén théng 13n khach
hang tré. Song, thuc té van chua c6 nhiéu sy cha dong trong viéc tiép can khach hang
maoi

Buwéc 4: Trinh bay chao ban san pham

Tai budi gap g& hoic hoi nghi khach hang, hoic déi véi nhitng khach hang la cac
doanh nghiép 16n, d6i ngii nhan vién DRC s& giéi thiéu san pham mét cach hé thong.

Noi dung trinh bay bao gom:

— Giéi thiu DRC: Lich str, nang luc san xuét, hé théng phan phéi toan quéc.

— Gidi thiéu dong san pham phi hop theo nganh nghé hoic loai phuong tién khéch
hang dang str dung.
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— Chuang minh lgi ich san pham: do bén, tiét kiém nhién liéu, hiéu suat van hanh,
chinh sach bao hanh.

— St dung tai liéu trinh chiéu, video, mau I6p thuc té dé minh hoa rd rang.

— Dua ra cac dan ching tir khach hang thanh cong dé tao niém tin.

Nhan xét chung: O giai doan chao ban, DRC dang thuc hién rét tét kha ning truyén
tai, gigi thidu san pham dén khéach hang, cho thiy duoc su tan tam d6i véi khach hang

Bwdc 5: Thuong luwgng véi khach hang

Vi giai doan thuong lugng, ¢ day l1a buéc ma DRC sé thwong lwong tap trung
Vvao gi4 ca, thoi gian giao hang, chiét khiu, hd tro ky thuat va bao hanh. Béng thoi dua
ra nhiéu dong san pham dé phu hop ngan sach cua khach. Trén hét DRC da chuan bi
cac quy dinh gia chung cho timg ddi tugng khach hang, 1én ké hoach chinh sach gia
ca, chiét khau theo quy dinh cua cong ty va tat ca khach hang dén véi DRC déu duoc
huong va sir dung nhitng chinh sach d6. Sau khi giai quyét nhitng khtic méc caa khach
hang, nhan vién ban hang s& xac nhan thong tin lai véi khach hang va tién hanh dén
viéc chuan bi hop dong mua ban.
Nhan xét chung: DRC da lam rat tét trong viéc thiét ké nhitng quy dinh, chinh séach
gia ph hop cho timg dbi tugng khach hang dé viéc thuong luong vé gia ca dugc dién
ra mot cach thuan loi nhat. Bong thoi, DRC ciing c6 loi thé trong viéc dem dén cho
khach hang nhiéu sy lya chon ¢ tirng phan khic gia khac nhau

Buoc 6: Két thic ban hang

Nhan vién kinh doanh kiém tra luong hang trong kho va kha ning san xuat cua
cong ty. Sau dé soan thao hop dong va dé xuat cac van dé phat sinh néu c6 véi ban
giam doc.

— Péi véi khach hang 1a NPP (&4p dung cho ca NPP méi va cii): Sau khi di ky
hop dong mua ban véi DRC (hop ddng nay s& duoc ky 2 nam 1 1an) thi phai c6 gui
nhu cau don dit hang cho DRC phu hop véi s6 luong, quy cach, chung loai trong don
dit hang cua Pon vi lap rap xe, NPP phai giri kém ca hai don hang nay cho DRC qua
fax hoac email.

— Phwong thirc giao hang (4p dung cho tat ca cac @6i twong khach hang):
Phong ban hang phdi hop véi cac van phong dai dién (VPPD), Phong ké hoach
(P.KH), cac doanh nghiép tan tai to chac giam sat viéc van chuyén va giao hang dung
d6i twong mua hang.
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— Phén cdng nhan vién chiu trach nhiém theo doi riéng tinh hinh thuc hién ting
hop ddng kinh té, luu trir thdng tin dang van ban, tha tuc lién quan theo ting hop
dong.

— Trudng hop néu khach con ludng Iy, DRC c6 thé dé nghi chuong trinh tra cham
dén véi khach hang.

Buwéc 7: Theo dbi sau ban hang

Sau khi ban hang thanh cong, DRC ludn dac biét cha trong dich vu sau ban hang
dé xay dung méi quan hé bén viing.

Céc hoat @ong chinh:

— Guri 16i cam on dén khach hang, nhic nho khach hang theo ddi don hang trudc va
sau khi nhan dé c6 nhitng phan hdi kip thoi véi doanh nghiép.

Hinh 2.5: Hinh anh tin nhin zalo giéi thiéu san pham, phan héi khéach hang cia
DRC

I @ ‘. Em Chiéu gifi K& todn - Ban hang I

f"‘ 1 ¢ rdi chi

e
Tam giéi thiéu thém Anh Nguyén-
Trudng dai dién clia DRC tai Mién Bac
nh&m hé trg kip thdi IBE khi can!
@01 Q

Em chao moi ngudi ah. Em la Ha ah. Ti
gid e sé hd trg bén minh lam viéc véi
sépa

v2 9

Chao Ha! Anh Tam - GBBH - DRC rat
vui khi dugc két noi, hdp tac cung Ha
va IBE!

v2 @

Vui long cho Tam xin théng tin vé nhu
cau san pham ma IBE dang can cung
cép, c6 nhifng y8u cau gi vé k§ thuat
san pham ...

(Nguon: Phong ban hang-DRC)
— B40 hanh — bao tri: Co d6i ki thuat phu trach bao hanh san pham tan noi (nhat 1a
véi khach doanh nghiép van tai).
— Giao hang dung hen — lap dit dung k¥ thuat.
— Cham soc khach hang dinh ky: Goi dién tham hoi, giri qua tri an, moi tham dy

hoi nghi khach hang.
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Hinh 2.6:Hi nghi hep tac chién lwoc véi Ngay 23/4/2023, Héi nghi tri an khach
hang ciia DRC véi hon 300 khach mai 1a dai ly, NPP

L DRC

HOI NGH| HQP TAC CHIEN LUQC

“DbNG‘ HANH CUNG LAN TOA”

/\ /\ Da Ndng, ngayR3 thang 4 nam 2023

(Nguon: Phong ban hang-DRC)

— Tu van san pham méi: Lién tuc cap nhat cac cai tién, phién ban méi phi hop thi
truong.

— Giai quyét khiéu nai nhanh chéng: C6 quy trinh xir Iy phan nan rd rang, minh
bach trong viéc ddi tra va bdi thuong néu ¢ 15i ki thuat. Bo phan phong ban hang sé
chiu trach nhiém trong viéc duy tri mdi quan hé thudng xuyén véi khach hang nham
nam bat va xir 1y kip thoi céc thdng tin, khiéu nai. Tuy nhién, néu cac thong tin thuoc
chirc ning, nhiém vu cta cac phong ban khéc thi phong ban hang chi tiép nhan va
chuyén thong tin cho cac don vi lién quan phu trach xt Iy. Quy trinh nay duoc cong ty
t6 chirc thuc hién theo quy trinh nhu sau:

+ Thong tin tir khach hang va noi bo dugc nhan vién phong ban hang tiép nhan
hang ngay bang nhiéu hinh thirc nhu: Dién thoai, email, fax, cong van, ddi thoai truc
tiép...

+ Sau d6, truong P.BH hay ngudi duoc uy quyén xac dinh rd noi dung yéu cau
cua ting thong tin. Truong P.BH sé tryc tiép giai quyét hoac chuyén dén céc nhan vién
nghiép vu ¢ trach nhiém giai quyét theo quyén han di dugc phan cong.

+ Néu noi dung thdng tin phai théng qua nhiéu bo phan chirc niang lién quan thi
lap Gidy dé nghi DRC.19 (ban cimg/dién tir) hodc chuyén thong tin dé gui cac bd phan
lien quan giai quyét. Tat ca nhitng thong tin nay duoc cac Nhan vién nghiép vu chi
dong ghi chép, luu trir theo trach nhiém ting ca nhan, dé 1am co s phan tich, danh

gia.
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Hinh 2.7: Gidy dé nghi DRC

(Nguon: Phong ban hang-DRC)
+ Tuy theo noi dung théng tin tra 101 khach hang dé xu 1y nhu sau:

e Cac vin ban tra 101 khach hang déu duoc Tong Giam Pdc cong ty hodc ngudi
duogc ay quyén phé duyét trude khi phic dap cho khach hang.

e Truong P.BH hodc nguoi duoc ay quyén truc tiép thuc hién viéc phuc dap
thong tin va&i khach hang qua dién thoai, email, fax...
Nhan xét chung: Khéng chi dirng lai & viéc thanh cong ky két hop ddng mua ban ma
DRC con rat chd trong vé viéc 1am thé nao dé duy tri méi quan hé véi khach hang,
dem lai cho khach hang su hai long khong chi vé chit lurgng san pham ma con vé chat
lwong dich vu ma doanh nghiép mang lai, &é khach hang c trai nghiém tét va yén tam
vé viéc lya chon mua san pham cua DRC.

2.4.2.2. Quy trinh bdn hang doi véi khdch hang cii

Déi véi quy trinh ban hang cho nhirmng dbi twong khach hang cii di ting mua
hang caa DRC thi quy trinh ban hang s& duoc tdi gian ¢ budc tim kiém ,danh gia
khéch hang tiém nang va tiép can khach hang. O ddi twong khach hang nay DRC s&
chu yéu tap trung vao viéc xay dung hinh anh ban hang chuyén nghiép, tan tinh dé gii
an tuong tot va duy tri nhu cau ddi véi khach hang. Do d6, quy trinh ban hang ma

DRC &p dung ddi véi khach hang cii ciia cong ty bao gém 6 budc nhu so dd sau:

65



So d6 2.2: Quy trinh ban hang cho khach hang cii cia DRC

[ Lap data khach hang

cu

|—

——/

Cham
sOcC
khach
hang cii

—

Két thac ban hang
va cham soc khach

hang

Cu thé, timg budc duoc thuc hién nhu sau:

Buwdc 1: Lap data khach hang cti

maoi

Gidi thiéu san pham ]

!

Xac dinh nhu cau

khach hang

l

Thuong luong va

chét don

(Nguén: Phong ban hang-DRC)

Sau khi ban hang thanh cong cho cac d6i twong khach hang dd mua hang cua

DRC bao gom ca déi tuong 1a khach hang mua hang lip rap hay NPP. Nhan vién ban

hang sé& tong hop cac thong tin khach hang dé luu trit. Cac thdng tin nay bao gom tén

doanh nghiép, tén mat hang va sé luong di mua, sé dién thoai, dia chi, email....

Nhitng thong tin nay dugc nhan vién phong ban hang thdng ké va luu trit theo bang

sau:
Bang 2.11: Thong ké thong tin khach hang cii va NPP cia DRC
u S6 Nga Tinh
Tén DN | Loai SP Q 4 o SDT Email
cach lwgng mua trang
Cong ty
7.00- dt@doth
6to bo| , 100 0905.541. _
. Lop 6t6 | 16/33B,5 .| 24/02/2023 anhauto. | Pa giao
Thanh chiéec 009
3D/14pr com
DN
NPP 5.00-
N 300 (84-511) .
Phan Xi | Lop 0 t6 | 12/53D/1 .| 25/02/2023 ba giao
chiéc 395 45**
Pang 4pr
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(Nguon: Phong ban hang-DRC)

DRC s& lap data chia theo ddi twong khach hang 13 NPP hay t6 chuc, khach hang
mua l4p rép tai cong ty. Tir d6, DRC s& xac dinh duoc dau 1a khach hang than thiét cua
DRC
Nhéan xét chung: Vi viéc lap data Iuu trir thong tin khach hang sé gitp DRC phén
loai va nhan biét duogc dau 1a nhitng d6i twong khach hang phu hop va quan trong ma
cong ty can dic biét chi y. Ngoai ra, véi viéc luu trir thong tin khach hang cii ciing rat
quan trong ddi véi mdi nhan vién ban hang.

Budc 2: Cham séc khach hang cii

Viéc cham soc khach hang 13 diéu can thiét va ludn cé trong mdi quy trinh béan
hang cia DRC du d6 1a khach hang méi hay cii thi giai doan nay ciing vo clng can
thiét nham duy tri méi quan hé tét dep giira khach hang cii va doanh nghiép, tir d6 tao
ra nhiéu co hoi tiép can véi cac ddi twong khach hang mai. Tai day, DRC sé& goi dién,
nhan tin hoi tham sau mdi dot giao hang va giri cac qua tang nhing dip 18, tri an khach
hang, cac su kién 16n cia DRC va thong bao cac chuong trinh khuyén mai chiét khau
ctia cong ty dén véi khach hang.

Pong thoi véi viéc cham soc khach hang sau ban ciing s& gilip DRC tiép can
duogc voi nhitng nhu cau méi tir cac NPP va khach hang t6 chuc.

MJ3i nhan vién s& duoc phan ban hang cho ting nhdm khach hang ving mién tir
Bac-Trung-Nam, do ¢ mdi nhan vién s& nam thong tin mot khu vuc khach hang riéng
dé thuc hién viéc hoi tham va giai quyét cac khiéu nai tir ho.

Véi nhitng khach hang dung san pham cé yéu cau ky thuat cao (nhu xe tai nang,
xe ben, xe cong trinh), cong ty cir k¥ thuat vién dén tan noi kiém tra do mon, &p suét,
huéng dan sir dung diing cach.

DRC c6 nhitng chinh sach bao hanh rd rang theo tirng dong san pham dé dam
bao nhitng quyén loi cua khach hang. Hién tai, DRC c¢6 2 hinh thac giai quyét bao
hanh san pham, d6 1a ban hanh truc tiép va bao hanh truc tuyén. Chinh sach bao hanh
cua cong ty dugc quy dinh nhu sau:

< Piéu kién bao hanh
e Lop xe dap, 16p xe may:

— San pham loai 1 (c6 dau chat luong loai 1 khic chim trén san pham);
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— Khdng bi tay x6a logo san pham; khdng bi stra chita hoidc tac dong khac 1am anh
huong chét luong san pham;

— Chua qua 36 thang tinh tir ngay san xuat va chua mon qua 50% hoa 16p (x4c dinh
tai vi tri gitra mat chay);

— San pham bi 15i do Nha san xuét.

e Sam xe dap, sdm xe may:

— San pham loai 1 (c6 d4u chit luong loai 1 khic chim trén san pham);

— Khong bi tay x6a logo san pham; khong bj stra chita hoic tac dong khac 1am anh
huong chat lugng san pham;

— Chuwa qua 36 thang tinh tir ngy san Xuat;

— San pham bi 15i do Nha san xuat.

e Ldp 6 td bias tai nang, tai nhe, ndng nghiép, 16p xe nang:

— San pham loai 1 (c6 ddu chét luong loai 1 khac chim trén san pham):

— Khdng mat logo san pham, khéng mat sé chim:

— Khdng bi stra chita hoic tac dong khac 1am anh hudéng chat lwgng san pham;

— Hoa I&p chuwa mon dén vach bao hanh. Trong trudng hop 16p mon qué vach bao

hanh thi chiéu cao hoa I6p con lai > 50% so v&i chiéu cao hoa I6p méi cing loai (do

binh quan 03 vj tri, vi tri do tai diém phia trong vach gigi han bao mon “TWI" cua

16p)
Chua qua 60 thang tinh tir ngay san xuat;

San pham bj 16i do Nha san xuat.

Lop dac chang:

San pham loai 1 (c6 diu chat lugng loai 1 khac chim trén san pham);

Khong mat logo san pham, khong mat s6 chim;

Khong bi sira chita hoic tac dong khac 1am anh hudng chat lugng san pham;
— Chiéu cao hoa Idp con lai > 30% so véi chiéu cao hoa 16p méi cing loai (chua
mon qua vach bao hanh sé 1, do binh quéan 03 vi tri, vi tri do tai vach bao hanh sé 1).
— Chua qua 60 thang tinh tir ngay san XUat;
— San pham bi 15i do Nha san xuét.
% Chinh sach bao hanh

e Sam - Lop xe dap, xe may, 0 t6:
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DPam bao diéu kién bao hanh theo quy dinh;

Puoc bao hanh bang 01 (m6t) san pham méi cung loai.

Lp 6 t6 bias tai nang, tai nhe, 16p ndng nghiép, 16p xe nang:

Néu I6p dam bao cac diéu kién néu trén Cong ty giai quyét nhu sau:

+ Ddi vai 16p 6 t6 bias chua mon dén vach bao hanh, 16p néng nghiép chira mon
qua 25%: Bao hanh bing 01 (mot) san pham méi cung loai.

+ Ddi véi 16p 6 t bias qua vach bao hanh hoic 16p ndng nghiép mon qué 25%
nhung chiéu cao hoa 16p con lai > 50%: Cdng ty bao hanh bang 50% gia tri san pham
cung loai.

e Lbp dic chung:

— Pam bao diéu kién bao hanh theo quy dinh;

— Néu chiéu sau hoa I6p con lai > 80% (chwa mon qua vach bao hanh sé 1): Pugc
bao hanh bang 01 (mot) san pham méi cung loai.

— Néu chiéu sau hoa 16p con lai > 30% va < 80% (chiéu cao hoa I6p con lai nam
gitta pham vi vach bao hanh sé 1 va s6 2): Puoc bao hanh theo ty 1¢ % chiéu sau hoa
16p con lai.

Hinh 2.8:Phiéu nhap san pham bio hanh cia DRC

PHIEU NHAP SAN PHAM BAO HANH KH.08/BH)!
f \
Soan thao: /”/(i Soat xét: Phé duyét : Ban hanh 01
/ﬂfl e W A"M/\b ~Ngay 22/10/2022

TT Tén hang BVvVT Sé Iwgng Sé chim

NGUO1 NHAP THU KHO

(Nguon: Phong ban hang-DRC)
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Nhan xét chung: Thuc té, DRC dang thuc hién khé tét trong viéc chim soc va xdy
dung méi quan hé véi khach hang to chic va NPP, va xay dung dugc quy trinh xu ly
khiéu nai va cac chinh sach bao hanh chinh chu dé bao vé quyén loi khi mua hang cua
khéach hang.

Buwéc 3: Gigi thiéu san pham méi

Sau khi thuc hién viéc cham séc khach hang, budc tiép theo 12 trd chuyén va gigi
thiéu nhitng san pham méi caa cong ty (néu co) dé khach hang co6 thé nim bat va cap
nhat kip thoi, dap tng kip thoi nhitng nhu cau méi caa khach hang.

Déi véi viéc gisi thidu san phdm méi, DRC dang gi6i thiéu san pham bing cach
gidi thiéu tryc tiép voi khach hang qua dién thoai, email hodc dang cac bai viét, hinh
anh vé san pham méi 1én cac trang mang x& hoi caa cong ty. Song viéc gisi thiéu san
pham méi van phan nao con han ché khi s6 luong khach hang cii cia DRC dang chiém
phan 16n diéu nay dang gdy can tré néu cong ty tiép can véi timg khach hang dé gioi
thiéu san pham, bén canh d6, viéc dang tai nhirng thong tin vé san pham mai van con
han ché va tan suat chua lién tuc, chua rong rai.

Hinh 2.9: DRC giéi thi¢u san pham méi trén Facebook
enc DRC - Nha san xuat sim 16p hang dau Viét Nam

Q 31thang1- Q

1 DRC MO TOANG NAM M1 2025, SAN SANG KIEN TAO NHUNG
DAU AN MOI CUNG DRIVEFORCE

@ Khang dinh chat lugng - nang luc cdng nghé, bang viéc xuat khau
thanh cdng vao thi trudng Chau My rong I6n va khé tinh, &y
DRIVEFORCE - Dong san pham L6p xe 6 t6 du lich, xe 6 t6 con ctia DRC
- s& manh mé khdi dau hanh trinh nam 2025 chinh phuc thi trudng néi
dia - Viét Nam.

1% Chao dén nam mdi At Ty 2025, DRC s&n sang cho Hanh trinh kién
tao ddu &n mdi cing dong san pham mdi mang thuong hiéu
DRIVEFORCE.

#DRC #DRIVEFORCE #KiénTaoDauAnMgi

N

DRIVEFORCE

(Nguon: Fanpage Facebook DRC)
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Hinh 2.10: DRC giéi thiéu san pham méi qua Zalo

< IBE-DRC

6 thanh vién

A di cho e hdi mau 16p GFT02 nay bén
minh cé san trong kho khéng a nhi.

@01 Q
* KCS DRC A Tam

L6p nay la size m&i ( thiét ké mdi hoan
toan), du kién ngay 20/5/2025 sé c6
san pham Ha nhé!

D&t nhic hen

Da vang ah em cam on a nhé

(Nguon: Phong ban hang-DRC)
Budéc 4: Xac dinh nhu cau khéach hang
Sau khi gioi thiéu san pham méi, dat cau hoi dé biét thém vé nhiing nhu cau,
mong mudn cta khach hang dé kip thoi c6 nhitg d6i méi, vé diéu nay thi cong ty ludn
cap nhap nhitng chinh sach chiét khiau méi lién tuc dé phi hop vai tinh hinh kinh té,
gia thanh san pham va c6 nhiéu mac chiét khau phi hop rd rang theo san luong mua,
dap tng cac nhu cau cua khach hang té chirc, NPP cua cong ty.

Hinh 2.11: Nhén vién trao déi gia va céc chiét khau véi khach hang

IBE-DRC

6 thanh vién

Lemon Liu
HATBT LAKIE 12 ) BAME 500( S04

@Lemon Liu Hién nay chi phi san xuat
12 inch va 14 inch chénh Iéch khéng
nhiéu, do vay gia 2 loai chi chénh léch
rét it!

Lemon Liu
S LFGE 12 P BAME 5000 49, MR

@Lemon Liu gid nay van chua dam bao
chi phi san xuéat!

., SPEC_GOLF TIR...25 méi nhét .xIsx
n XLSX - 1,4 MB

© 05 c6 trén may
Qo

n KCS DRC A Tam
File] SPEC_GOLF TIRE - Gia bén 29.4.2

Nhan thay sy thién chi clia IBE, DRC s&
giam 5% trén gia nay!

Moi chi phi dau tu DRC sé ty lo!
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Buwéc 5: Thuong lugng va chdt don

O giai doan nay, nhan vién ban hang s& guri cho khach hang thém hinh anh san
pham, trao di cu thé vé gia ca, sé luong, chung loai, cac thong tin va quy dinh can
thwong nhu giai doan thuong lwong d6i voi khach hang méi. Sau d6, nhan vién s& xac
nhan lai thong tin don dat hang véi khach hang: sé lugng, ngay giao, gia, dia diém
nhan hang, phuong thirc thanh toan va giao hang. Tién hanh 1ap hop ddng béan hang,
thuc hién giao hang va thu tién/xac nhan cong no theo diing quy dinh.

Buéc 6: Két thuc ban hang va chim soc khach hang

Day 1a budc cudi trong quy trinh ban hang kho khach hang cii, tai day nhan vién
ban hang sé trao d6i giai dap thém nhitng thic mac ma khach hang chwa nim rd nhu
chinh sach bao hanh, chiét khau,... Sau khi két thic ban hang, nhan vién ban hang sé&
tiép tuc thuc hién cac cong viéc cham séc khach hang sau ban nhu cil.
2.4.3. Quy trinh xudt hang déi véi tat cd khach hang, NPP ciia DRC

Cong ty C6 phan Cao Su Ba Ning ap dung mét quy trinh xuit ddi vai tat ca cac
d6i tuong khach hang ciing nhu nha phan phdi caa cong ty. Cu thé quy trinh nay duoc
thuc hién nhu sau:

a. Tiép nhan don hang

— Po6i véi NPP: Pon dit hang chii yéu nhan qua email; Pat hang qua dién thoai
dugc ghi nhan vao biéu don dit hang BH.01. Truong hop NPP bd sung hang qua dién
thoai thi dwgc nhan vién ban hang ghi nhan truc tiép vao don dat hang cua NPP da
email trudc d6 hodc ghi vao biéu BH.01. Ngudi nhan thong tin ky xac nhan ghi rd
ngay nhan don b sung.

— Péi véi khach hang t6 chiic (KHTC), khach hang lap rép (KHLR): Tiép nhan
don hang qua email, hop dong cu thé.

b. Quy trinh xuat hang

< Doi véi NPP

— Sau khi tiép nhan don dit hang cia NPP/KH. Bo phan nghiép vu tién hanh kiém
tra hang ton kho.

— Néu san pham khong di/hién da hét ton kho. Lam viéc véi P.KH dé xac nhan vé
ké hoach san xuat (KHSX). Lam viéc khach hang théng bao vé don hang, tu van qua
san pham khac cling tinh nang st dung.

— Théng nhat don hang véi NPP/KH.,
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— Tién hanh thuc hién quy trinh nhap SO
< Poi véi khach hang lap rap, khach hang té chic

— Sau khi tiép nhan don hang cua KH.

— Kiém tra tdn kho (qui céach, sé luong, tiéu chuan 16p cho LR)

— Néu I6p khong du/hién da hét ton kho. Lam viéc voi P.KH dé xac nhan vé KHSX
hoac bd sung KHSX (yéu cau rd quy cach, s luong, tiéu chuan LR, thoi gian giao
hang, ghi sé chim, ép nhiét,..)

— Néu c6 16p ton kho thi gai mail yéu cau kiém tra ngoai quan 16p, ghi sé chim,
d6ng bo (ddi véi 1 s khach hang), d& nghi ép nhiét trén 16p ddi véi KHLR.

— Thdng nhét don hang lai véi khach hang va tién hanh thuc hién quy trinh nhap
SO.

< Quy trinh nhap SO trén hé théng ERP

— Nhan vién ban hang lap don hang (SO) trén hé théng ERP cin ctr vao don hang
cua NPP/KH.

— BA4o tai trong, sé6 SO cho b phan kho van P.KH, sau d6 P.KH in 1énh xuat kho
theo mau caa P.KH, giao cho don vi van chuyén tién hanh cac thu tuc xuat hang tai
kho.

— P.KH sau khi xuat hang thi scan SO (thuc xuét) chuyén P.BH.

— P.BH tién hanh lap hoéa don trén hé thng ERP va xuat hoa don gia tri gia ting
(GTGT) (dién tw)

+ Nhan vién viét hoa don: cin ctr vao luong thuc xuat trong 1énh xuat kho dé viét
hoa don GTGT.

+ Ap dung gia ban theo quyét dinh gia ban BH.03-da dit trong chuong trinh ERP
cho timg dbi twong khach hang.

+ Khau trir ché d6 ban hang, cac khoan giam gia hang bao hanh (néu cd) caa NPP
theo quy dinh.

— P.BH scan lai héa don GTGT chuyén lai cho b6 phan kho van cia P.KH

— P.KH lap bién ban ban giao nhan vai cac nha van tai/lai xe.

— Luu cac chung tir: Pon hang, 1énh xuat kho, sb theo di lénh xuat kho, hoa don
GTGT va cac chang tur lién quan khéc.

2.4.4. Luu trir thong tin van ban
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Thong tin dang vin ban can luu trit gom:

Biéu don dit hang BH.01;
Biéu gi4 cong b BH.02;

— Biéu gia ban BH.03;
— Ban hop déng BH.05;
— Dit liéu luu trit tai hé thong ERP;

2.4.5. Chinh séach gia, phwong thic thanh toan va chiét khau cia cong ty
2.4.5.1. Chinh sach gia

Gia ca la mot trong nhitng yéu té khdng chi anh huéng dén viéc canh tranh trén thi

truong ma con anh hudng dén quyét dinh mua hang cua khach hang. Do dé, cong ty

lubn khéng nging xay dung nhitng chinh séch gia phi hop voi nhu cau, ting san

pham va ting phan khic khach hang cua doanh nghiép.

Duéi ddy, 1a mot s6 gia ban va chinh sach caa mot sé nhitng san pham noi bat caa

DRC:
Bang 2.12: Théng ké gia mdt sé6 dong san pham cia DRC
Gia ban (chua
Tén Quy cach DVT bao gom VAT
8%)
Lop 4.00-8/DA-53D/4pr Chiéc 262.361
Lép6td | Lop 4.00-8/DA-52A(R-1W)/4PR Chiéc 361.175
Lop 5-14/DA-51F/10PR Chiéc 671.289
Lp 175/70R13/D669/82H/TL/DRF Chiéc 546.000
PCR Lop 175/70R14/D669/88H/TL/DRF Chiéc 635.000
L5p205/55R17/DSU11/95V/XLITL/DRF | Chiéc 855.000
o Lop 14.00R25/D952(E4)/***/TL/CR Chiéc 23.094.784
-op Foan Lop 14.00R25/D952(E4)/***/TT/CR Chiéc 23.094.784
thee Lop 16.00R25/D953(E4)/***/TL/CR Chiéc 27.062.774
Lp 14.00-25/54CM(E4)/36PR/TT/CR; .
Lépban | SB; SB1; $B2 Chiéc 18.329.377
thép L5p 14.00-25/64L(E4)/36PR/TL/CR/SB | Chiéc 18.329.377
Lop 16.00-25/53L(E3)/32PR/TL/CR/SB | Chiéc 28.654.702
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] Lp 90/90-12-D374-54J-TL- DPLUS Chiéc 215.463
X;Z:y Lop 3.00-10-D374,D376-42)-TL- Chide 169,774
DPLUS
Lop xe dap
thong Lop XD 26x1.3/8x1.1/2-205 Chiéc 45.071
thwong
Lop xe may | Lop 2.25-17/301,318 Chiéc 118.778
c6sam | Lop 2.25-17 bic Biét Chiéc 139.444

(Nguon: Phong ban hang-DRC)
Nhan xét: DRC vén duoc biét dén 1a mot trong nhitng doanh nghiép lau nim di dau
trong nganh san xuét sam 16p xe, vi vy ma cac san pham cua doanh nghiép da dang
mau m4, chung loai, cling nhu gia c4, dap (ng nhiéu nhu cau khéach hang.
Bén canh dé, DRC ciing c6 nhitng chinh sach chiét khau hau dan danh cho khéch
hang nhu:
a. Poi véi Nha phan phdi Lop, sim, yém 6 td va ndng nghiép cac loai:
% Chiét khau theo gia tri mua hang:
— P6i véi san pham Lop, sim, yém 6 t6 DRC va Lép, sim ndéng nghiép cac
loai.
Bang 2.13: Mikc chiét khau ddi véi san pham Lép, sim, yém 6 td DRC va Lép,

sam nong nghiép cac loai

STT | Gia tri mua hang dat dwoe trong | Mikc chiét khiu (%)/Tong gia tri
thang mua hang

01 Duéi 0,5 ty -

02 T 0,5 ty dén dudi 1,0 ty 6,00
03 Tir 1,0 ty dén dudi 1,5 ty 6,50
04 Tir 1,5 ty dén dudi 2,0 ty 6,75
05 Tir 2,0 ty dén dudi 2,5 ty 7,00
06 Tir 2,5 ty dén dudi 3,0 ty 7,25
07 Tir 3,0 ty dén dudi 4,0 ty 7,50
08 Tir 4,0 ty dén dudi 5,0 ty 7,75
09 Tir 5,0 ty dén dudi 5,5 ty 8,00
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10 Tir 5,5 ty dén dudi 6,0 ty 8,25
11 Tt 6,0 ty dén dudi 6,5 ty 8,50
12 Tir 6,5 ty dén dudi 7,0 ty 8,75
13 Tir 7,0 ty tro 1én 9,00

(Nguon: Phong ban hang-DRC)
% Chiét khau theo san luong mua hang:
Déi vai 16p 6 to Radial ban thép DRC (LTR)
Bang 2.14: Mikc chiét khau déi véi 16p 6 td Radial ban thép DRC

STT San lwgng thuc hién trong thang Mikc chiét khau (%)/Tong
gia tri mua hang
01 Dudi 30 chiéc 0,00
02 Tur 30 chiéc dén dudi 50 chiéc 1,00
03 Tir 50 chiéc dén dudi 75 chiéc 1,50
04 Tir 75 chiéc dén duéi 100 chiéc 2,00
05 Tir 100 chiéc dén dudi 125 chiéc 2,50
06 Tir 125 chiéc dén dudgi 150 chiéc 3,00
07 Tir 150 chiéc dén dudi 175 chiéc 3,50
08 Tur 175 chiéc dén dudgi 200 chiéc 4,00
09 Tir 200 chiéc to 18n 4,50

(Nguon: Phong ban hang-DRC)

Va con nhiéu chiét khau riéng cho tirng san pham khac nhau, cé thé thay hién
nay DRC ciing ap dung cé&c chinh sach chiét khau khi mua hang vai sé luong Ién hay
gid tri don hang 16n. Cong ty lubn cap nhap lién tuc cac muc chiét khau hap dan dé thu
hit su lya chon caa khach hang, chiét khau trong ting san pham dem lai trai nghiém
mua hang tot.

2.4.5.2. Phwong thirc thanh toan

Hién Cong ty C6 phan Cao su Pa Néng dang &p dung nhiéu hinh thic thanh toan

khac nhau tuy vao ddi tegng khach hang va tinh chat hop déng, cu thé nhu sau:
< Thanh toan chuyén khoan

Day 1a hinh thic phd bién nhat, dic biét véi cac dai ly, nha phan phdi, khach

hang doanh nghiép.
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Sau khi hai bén ky hop déng hoic xac nhan don hang, khach hang chuyén tién vé
tai khoan ngan hang cua DRC (duoc ghi rd trong hop dong/hoda don).
C6 thé la:
— Tra truée 100%
— Tra trudc mot phan, phan con lai thanh toan sau khi nhan hang
— Thanh toan theo han céng no da duoc phé duyét
< Thanh toan bang tién mat
— [t sir dung, chu yéu trong giao dich truc tiép tai chi nhanh hodc nha may, hoic
véi cac khach hang nho leé.
— Nhan vién thu tién phai 1ap phiéu thu c6 chir ky, dong dau, hoic dung héa don tai
chinh.
% Thanh toan theo han mirc tin dung, cong ne
— Ap dung cho khach hang than thiét, c6 lich st thanh toan tét.
— DRC c4p mét han muc tin dung, khach hang duoc phép mua trude — thanh toan
sau trong thoi han nhét dinh (thuong 15 — 30 ngay).
— Phong ké toan theo ddi sat sao, dén han s& guri thdng bao va yéu cau thanh toan.
Ngoai ra, DRC con c¢d nhirng chinh sach chiét khau cho viéc thanh toan nhanh,
cham cua céc ddi tuong khach hang.
a. P6i voi NPP thanh toan trong thang:
— M chiét khau
Bang 2.15: Mirc chiét khau néu NPP thanh toan trong thing

Ty 1é chiét khau

STT | Gia tri thanh toan theo thoi gian quy dinh o
(%/Gia tri thanh toan)

01 | Gi4 tri thanh toan tir ngay 01 dén ngay 07 1,9
02 | Gi4 tri thanh toan tir ngay 08 dén ngay 15 1,7
03 | Gi4 tri thanh toan tir ngay 16 dén ngay 25 1,5
04 | Gi4 tri thanh toan tir ngay 26 dén cudi thang 0,0

(Nguon: Phong ban hang-DRC)
— Chiét khiu thanh toan khi NPP thyc hién sé du no cudi thang thap hon s du no
cho phép:

Chénh léch du no = Du no cubi thang - Du ng cho phép
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Truong hop nay chi ap dung d6i v6i cac gia tri thanh toan tir ngay 26 dén cudi
thang trén co s& dé nghi cua NPP.
+ Néu Gia tri thanh toan > Gia tri tuyét d6i Chénh léch du no thi Phan Gi4 tri
tuyét d6i Chénh léch du ng duoc hudng ty 16 chiét khau tir ngay 01 dén ngay 07.
+ Néu Gia tri thanh toan < Gi4 tri tuyét d6i Chénh léch du no thi Phan Gia tri
thanh toan dugc huong ty 16 chiét khau tir ngay 01 dén ngay 07.
b. P6i véi NPP chuyén tién trwée khi nhan hang

Bang 2.16: Mitc chiét khau néu NPP chuyén tién trwée khi nhian hang

7T Gia tri thanh toan ké tir ngay DRC xuét héa Ty 1é chiét khau
don GTGT (%/Gié tri thanh todn)
01 | Gia tri thanh toan trudc 1,9

(Nguon: Phong ban hang-DRC)
c. P6i voi NPP thanh toan theo héa don
— Muc chiét khau
Bang 2.17: Mikc chiét khau néu NPP thanh to4n theo héa don

Gia tri thanh toan ké tir ngay DRC xuit hoa Ty 1é chiét khau
STT don GTGT (%/Gia tri thanh toan)
01 | Gia tri thanh toan trudc 1,9
02 | Gi4 tri thanh toan tir ngay 01 dén ngay 07 1,9
03 | Gi4 tri thanh toan tir ngay 08 dén ngay 15 1,7
04 | Gi4 tri thanh toan tir ngay 16 dén ngay 25 1,5
05 | Gia tri thanh toan tir ngay 26 tré di 0,0

(Nguon: Phong ban hang-DRC)
Pé duoc hudng nhitng chinh sach ban hang trén cua DRC, yéu cau khéach hang
va NPP phai dap ung du cac diéu kién rang budc nhu dam bao dap tng ding diéu
khoan vé s6 du ng cho phép nhu cam két theo hgp dong.
— Poi véi NPP thanh toan trong thang: néu NPP thanh toan khong d¢am bao mirc
du no cho phép, Cong ty sé& diéu chinh ty Ié chiét khau, cu thé:
Ty Ié chiét khau diéu chinh = Ty Ié chiét khau néu trén x hé s6
Trong d6, hé s6 s& &p dung nhu sau:
Bing 2.18: Quy dinh hé sé diéu chinh ty 1¢ chiét khau ciia DRC
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TT Tinh hinh thuc hién tdng mire dw ne' cho phép/thang Hé sé
01 Ty Ié du no thyuc té - Ty 1& du no cho phép <0 1,0
02 0 < Ty 1& du no thyc té - Ty 1& du no cho phép < 5% 0,9
03 5%< Ty 1& du no thuc té - Ty 18 du no cho phép < 10% 0,8
04 Ty 1& du no thyc té - Ty 1& du no cho phép > 10% 0,0

(Nguon: Phong ban hang-DRC)

— DP6i v6i NPP thanh toan theo héa don: NPP duogc phép du no trong vong 30

(ba muoi) ngdy, néu quéa han thanh toan Cong ty s& loai trir cac hoa don qua han khi

tinh chiét khau thwong mai. Trudng hop ngay dén han thanh toan tring véi ngay nghi,

& thi ngay dén han duoc tinh 1a ngay 1am viéc cubi cing trude do.

Nhén xét chung: Cong ty sur dung cac chinh sach gia va phuong thuc thanh toan co

thuan tién nhat doi vai mdi khach hang, song khi c6 qué nhiéu cach chinh sach, ddi véi

nhan vién ban hang moi, chua c6 kinh nghiém, chua nim rd céc chinh sach caa cong

ty thi ciing khong thé tranh khoi nhirng sai sot.

2.4.6. To chirc lwe lwgng ban hang

So @6 2.3: So @6 t6 chirc lwe hwong ban hang ciaa phong Ban hang DRC

Trwéng phong Ban Hang

Van Trung Tam

v

Pho phong Ban Hang
Nguyén Khanh Hoa

v

B phan tham muu

chién lwoc téng hop

Hb Viét Anh

Lé Thanh Nam
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PT bd phan nghiép vu ban hang
Nauyén Thi Thu Suong

Nguyén Thi Xuan Pao

> Phung Ba Thong

Phan Thi Nhu Minh

Tran Thi Khanh Linh

Pinh Khoa Diéu Linh

Nguyén Thi Thu Ngan




(Nguén:Phong ban hang-DRC)
Cong ty &p dung t6 chic lyc lwong ban hang theo khu vuc dija Iy tir Bic-Trung-
Nam va theo loai san pham. Cu thé nhu sau:
— Nguyén Thi Thu Swong: Chiju trach nhiém ban hang cho khach hang t chuc va
Xtr Iy hoa don ching tu
— Nguyén Thi Xuan Dao: Chiju trach nhiém ban hang cho NPP 6 td6 Mién Bic-Mién
Trung
— Phing B4 Théng: Chiu trach nhiém béan hang cho NPP 6 t& & mién Bac-Mién
Trung-Lép Bap (phéi hop véi Nguyén Thi Xuan Dao tiép nhan cac don hang NPP khu
vyc mién Bac, mién Trung)
— Phan Thi Nhu Minh: Chju trach nhiém ban hang cho NPP 6 t& Nam mién Trung-
Tay Nguyén
— Tran Thi Khéanh Linh: Chiu trach nhiém ban hang cho NPP & t6 thj trudng mién
Nam & CSKT
— Pinh Khoa Diéu Linh: Chju trach nhiém ban hang sim 16p xe dap xe may
— Nguyén Thi Thu Ngan: Chiu trach nhiém ban hang sim 16p xe dap, xe may, 16p
dap nguoi
Nhan xét chung: Viéc té chirc luc lugng ban hang theo khu vyc gitp han ché viéc hai
hay nhiéu nhién vién ban hang caa phong ban hang cua céng ty tiép nhan, chao ban va
xu 1y don hang cia cung mot khach hang. Gilp cong ty dé dang theo ddi ting doi
tuong khach hang & mdi khu vuc dia ly.
2.5. Panh gia vé quy trinh ban hang tai Cong ty Cé phan Cao su Pa Ning
Qua phan tich ta thay cong ty C6 phan Cao su Pa Ning sau hon 50 nim hoat
dong trong nganh nghé san xuat sim 16p xe da khoéng ngung phét trién va truong
thanh. Song bén canh do, cong ty van can phai khic phuc nhitng nhuoc diém dé hoan
thién hon nira.
2.5.1. Uu diém
Cong ty C6 phan Cao su Da Ning 1a mot doanh nghiép c6 bé day lich st hon 50
nam trong nganh san xuat sam 16p do d6 quy trinh ban hang cta cong ty nhin chung
kha rd rang va chi tiét, quy trinh dwoc nhan vién cong 4p dung va thuc hién diy du
theo tha tu.
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Bén canh d¢, 6ng ty khong ngimg dit ra nhitng muc tiéu vé san luong va doanh
thu mdi nim ngay mot cao dé tit ca doan thé nhan vién khéng ngirng cé géng dé dua
cong dat duoc muc tiéu dé ra. Ngoai ra, cong ty ludn khong nging cai tién, thay doi
khong chi vé mau m4, chang loai cia san pham ma con cé gang thay dbi nang cao
cdng nghé san xuat dé co thé cho ra nhiéu san pham méi phong pha hon nham dap tung
duogc thi hiéu cua khach hang. Theo d6, cdng ty ludn tao diéu kién thuan lgi dé nhan
vién ban hang phat huy hét kha nang. Xay dung cach chinh sach chiét khau, bao hanh
nhanh chéng, bao dam loi ich va quyén loi ddi véi khach hang.

Nhan vién ban hang cia cong ty déu 1a nhitng ngudi c6 trinh do hoc van tét, co
kién thirc vé cdng viéc, nganh nghé, nhay bén va cap nhat tét nhitng nhu cau caa khach
hang.

2.5.2. Han ché con ton tai

Quy trinh ban hang cua cong ty van c6 diém chwa that sy hoan thién:

— Péi voi nhitng nhan vién ban hang mai vao cong ty, chua cé kinh nghiém, chua
duoc dao tao chuyén sau vé nghiép vu cia cong viéc.

— Viéc gigi thiéu, quang ba san pham méi dén khach hang con han ché, chua lién
tuc, chua tich cuc dang tai trén Fanpage cta cong ty.

— Doi ngli nhan vién ban hang chura that sy tich cuc vai cong viéc.

— Cach nhan vién tu van, giao tiép véi khach qua tin nhan con cing nhac.

— Nhan vién céc bo phan lién quan dén quy trinh ban hang chua hiéu y nhau, con
thu dong nhiéu khoan.

— Tinh trang xir ly phan hoi sau ban hang con cham

— Thiéu tinh tu dong hda — con phu thudc thi cdng trong viéc dit don hang online
cho cac dai ly, NPP

2.5.3. Nguyén nhan cia nhitng han ché

— Dbi véi nhitng nhan vién mai, chua cé kinh nghiém lam viéc, khi phai dam
nhiém viéc ban hang cho mét khu vuc viing mién, phai thuc hién tat ca cac cong viéc
s& gay trd ngai, dan dén nguy co cham tré, sai sot trong viéc thuc hién nghiép vu ban
hang cta minh.

— Khéng phai nhitng khiéu nai, phan hdi nao tir khach hang cong ty ciing xem d6 1a
khiéu nai that sy nén chua c6 su giai quyét nhanh chong déi véi nhitng khiéu nai do

cua khéach hang.
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— Cong tac dao tao nhan vién chua thuc su dugc chu trong
— Céng ty chua ap dung viéc mé cong dit hang online cho dai ly, NPP [a vi Phan
I6n dai ly truyén théng cua DRC c6 théi quen dat hang qua dién thoai, email hoic

Zalo, va chua sin sang tiép nhan hé thong dit hang online.
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CHUONG 3: MOT SO GIAI PHAP NHAM HOAN THIEN QUY TRINH BAN
HANG POI VOI KHACH HANG TO CHUC TAI CONG TY CO PHAN CAO
SU PA NANG
3.1. Muc tiéu, phwong hwéng phét trién cia cong ty

3.1.1. Muc tiéu phéat trién ciia cong ty

— DRC hudéng dén viéc mé rong ning hwc san xuét va diu tu cong nghé: DRC
dang trién khai dy &n mé rong nha may san xuat 16p xe tai radial, nang cong suét Ién 1
triéu 16p/nam.

— Phét trién bén virng, déi méi sang tao: Cong ty ¢ phan Cao su Pa Néng s&
tiép tuc phat huy truyén théng “Poan két, d6i mai, sang tao, phét trién bén vimng”,
phan dau thyc hién hoan thanh thang loi Nghi quyét Hoi nghi Nguoi Lao dong nim
2025. Piéu nay thé hién cam két cua cong ty trong viéc duy tri sy 6n dinh va ting
treong lau dai.

— Ciing cd quan hé ddi tac va chudi cung wng: DRC t6 chirc Hoi nghi nha cung
Cap Vé6i su tham gia ciia hon 120 nha cung cdp trong va ngoai nudc, nham xay dung
mbi quan hé hop tac d6i bén cung c6 loi. Viéc nay giup dam bao nguon nguyén lidu 6n
dinh va chat lwgng cao cho san xuat.

3.1.2. Muc tiéu phat trién trong hoat déng ban hang
Trong hoat dong ban hang, muc tiéu phét trién cua Cong ty Co phan Cao su Pa
Néng (DRC) hién nay dugc dinh huéng nham mé rong thi trudng, hoan thién chat
lwong phuc vu va ti wu hoa quy trinh phan phdi, cu thé gom cac noi dung sau:
< Mé rong va ciang cé hé thong phan phéi

— Tang d6 phu thi trudng trong nudc: DRC tiép tuc phat trien mang ludi dai ly va
nha phan phdi tai cac tinh chua c6 hién dién manh.

— Pay manh xuit khau: Muc tiéu gia ting doanh thu tir thi trudng quéc té (dic biét
1a céc nusc ASEAN, My, chau Phi).

— Tbi uu hoa kénh phan phdi: Xay dung hé thong phan phdi theo mé hinh hién dai,
hiéu qua hon (vi du: ph&n ving ban hang, ap dung chi tiéu KPI theo khu vuc).

% Nang cao trai nghiém va chiam séc khach hang
— Phat trién chinh sach ban hang linh hoat hon: Tty chinh chiét khau, khuyén mai

theo loai khach hang (mai — cii, doanh sb, ving mién).
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— Tiang cuong hoat dong chiam soc sau ban hang: Pay manh tiép nhan phan hai,
bao hanh, hé trg ki thuat nhanh chéng.
— Xay dung doi ngii kinh doanh chuyén sau: Pao tao nhan vién vé k§y ning tu van
san pham, xt ly khiéu nai va quan ly méi quan hé khach hang.
< Ung dung cdng nghé vao ban hang
— Nghién ctru va trién khai Céng dat hang online cho cac dai ly, tang tinh tu dong
va giam phu thuoc thu cong.
3.2. Mét sb giai phap hoan thién quy trinh ban hang tai cong ty
Dé c6 thé trién khai duoc viéc tidu thu hang hda mot cach hiéu qua cong ty can
giai quyét tot cac van dé va dua ra bién phap phu hop cho tinh hudng cu thé. Bé gitp
cdng ty thuc hién tot muc tiéu dua ra “Maot sb giai phap nhiam hoan thién quy trinh ban
hang tai Cong ty C6 phan Cao su Pa Nang” ciing nhu giit vitng vi thé trén thi truong
canh tranh khéc liét cia nganh sam 16p xe. Em xin dé& xuat mot sé giai phap bé sung,
hd tro cho viéc hoan thién quy trinh ban hang tai Cong ty C6 Phan Cao su Pa Nang.
3.2.1. Gidi phap 1: Té chirc khéa dao tao cho cac nghiép vu ban hang cho cd
nhan vién méi va cii tai cong ty.
3.2.1.1. Co so cua giai phap
T nhitng gi tim hiéu va quan sét trong duoc trong qua trinh thyuc tap va 1am viéc
tai Cong ty C6 phan Cao su Pa Nang, em nhan thay viéc ban duoc nhiéu san pham,
thu hat dugc khach hang phan 16n 1a nho vao luc lugng ban hang caa doanh nghiép.
Cac nhan vién ban hang cia Cong ty can lién tuc tim kiém va tiép can véi nhiéu
khach hang méi, can phai cung cap thong tin mot cach day du vé san pham caa Cong
ty cho khach hang mot cach tét nhat, kip thoi nhat ciing nhu cap nhat cac théng tin
khéch hang vé Cong ty mot cach chinh xac. Nhan vién ban hang can tiép can, gidi
thiéu san pham, chao ban va giai quyét nhitng y kién thic mac cua khach hang vé san
pham mot cach tan tinh, khéo 1o hon va c6 hiéu qua théng qua su hiéu biét va st dung
nghé thuat giao tiép trong khi ban hang. Trén thuc té khi khach hang c6 thic méic vé
mot san pham, nhan vién tich cuc trong viéc giéi thiéu, chao ban san pham dén khéch
hang, chua Iap tac tim hiéu sy quan tdm cua khach hang ngay d6i véi san pham.
Vi ¢ong tac to chic luc lwong ban bang cach mdi nhan vién trong phong bén
hang chiu trach nhiém ban hang cho mét khu vuc, mot phan loai san pham va bat buc
nhan mdi nhan vién nay phai thuc hién day du tat ca cac cdng viéc trong nghiép vu ban
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hang cia cong ty. Pay 1a mot s6 lwong cdng viéc 16n, doi hoi kién thirc, sy hiéu biét,
nam rd cac budc thuc hién trong quy trinh, yéu cau sy nhanh nhen ma van dam bao sy
chinh xac khi 1ap cac bao céo, héa don ching tir,... Mit khac, ky ning giao tiép trong
ban hang chua tét, khéng c6 kha ning thuyét phuc duoc khach hang tiéu ding san
pham ciing anh huong rat nhiéu dén tinh hinh tiéu thu san pham va lam giam quy tin
cua doanh nghiép. Ddi véi nhitng nhan vién mai thi viéc phai thuc hién toan bo nghiép
vu ban hang nay c6 kha kho khan.

3.2.1.2. N¢i dung cua giai phap

< T6 chirc c4c 16p hoc chuyén mon nghiép va ban hang ngin han

— Cong ty nén t6 chirc khda hoc ngan han mdi nam 2 1an, vao céc khoang thoi gian
cua thang 4 va thang 10 hang nim dé tranh cac thang dau nam va cubi nim cong viéc
tai cac phong ban day dac, thoi gian nay san luong tiéu thu va céng viéc dang & muc
vira phai, on dinh.

— Thai gian hoc: Méi khoa hoc trong khoang 2-4 ngay, thuong la cac ngay tha bay
va chua nhat, vi la bd phan nhan vién vidn phong nén tha bay chu nhat khéng phai nhan
vién nao ciing dén cdng ty, cong ty cé thé tan dung khoang thoi gian nay dé cac nhan
vién ban hang chia nhdm nho va dang ky tham gia khda hoc ma khéng lam anh huéng
dén hiéu suat cong viéc.

— Dia diém t6 chtc: Gido vién va nhan vién ban hang s& duoc cong ty bé tri giang
day va hoc tap tai vin phong hop cta cdng ty néu c6 su ding ky va théng qua cua cip
trén.

Trong khoa hoc, giao vién sé la nhitng nguoi ¢ kinh nghiém hoac cac chuyén
gia hoat dong trong linh vyc ban hang duoc moi dén dé trao doi, chia sé va truc tiép
huéng dan nhiing didu can thiét trong k§ ning giao tiép voi khach hang, ky ning
thuyét phuc @ng phd tinh hudng, cach thirc thuc hién cac quy trinh trong nghiép vu béan
hang ddi vai nhitng nhan vién méi chua c6 nhiéu kinh nghiém lam viéc,... Gido vién
s& dugc thanh doi dé phl véi timg giai doan phét trién va ngdy mot nang cao vé ky
nang.

Day khong chi 1a mot khda hoc chi dé nang cao kha ning thuc hién cong viéc
ban hang cho nhan vién méi hay cii, né con nhu 1 mot bai kiém tra danh gia kha nang

thuc hién cong viéc hién tai cua nhan vién, tir ¢6 cong ty co thé nhan thiy duoc nhiing
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thiéu s6t van con ton tai trong mdi c4 nhan va c6 phwong hudng dé giai quyét kip thoi
nham nang cao hiéu qua trong hoat dong ban hang cua doanh nghiép.

Va dé thyuc hién duoc diéu ndy, sau khi két thic khoa hoc nghiép vu ban hang,
cong ty s& phat dong cudc thi “Nhan vién ban hang gioi” nham dam bao viéc cac nhan
vién ban hang c6 thuc sy tap trung trong khéa hoc hay khéng? Viéc nhan vién hoc tap
va ap dung vao thyc té trong céng viéc dat mirc d6 nao?

Cac nhan vién van s& tiép tuc thuc hién cac nhiém vu duoc giao va hoan thanh
nhitng nghiép vu ban hang hang ngay, song s& c6 sy giam sat, danh gid vao mdi cudi
thang sau khi két thic mot khda hoc, va tong hop cho dén khi hoan thanh khoa hoc
thire hai trong niam, danh gia nay c6 thé 1a danh gia tir sy hai 10ng cua khach hang ddi
V6i nhan vién da thuc hién quy trinh ban hang cho minh va danh gia cua cap trén cua
mdi phong ban ddi vai mdi nhan vién trong phong ban.

% Giai thwéng caa cugc thi

— P6i véi nhan vién dat duoc danh hiéu “Nhéan vién ban hang giéi” ctia nim sé
dugce Giam dbc ting bang khen va nhan muc tién thuong gia 2.000.000 dong.

— Péi voi nhan vién dat giai nhi, giai ba va giai khuyén khich s& dugc trao nhiing
phan qua cd trji gia trong tng lan luot 13 1.000.000 déng, 700.000 ddong va 500.000
do6ng nham khuyén khich cac nhan vién hoc tap va lam viéc tot hon, day ciing 1a dong
lyc dé nhan vién phan dau, hang hai ciing nhu tan tim hon ddi véi cdng viéc caa minh.

< Chi phi dw kién thuc hién giai phap

Tong s6 budi hoc = 2 ngay x 2 lan/ nam = 4 ngay (ngay/nim)

Tong chi phi tra cho gido vién giang day = 500.000 dong/ngay x 4 ngay=
2.000.000 (d6ng/nam)

Tdng chi phi thudéng = 2.000.000 x 1 ngusi + 1.000.000 x 1 ngudi + 700.000 x 1
ngudi + 500.000 x 1 ngudi= 4.200.000 (dong/nim)

Vay, chi phi dio tao binh quan cho 1 nam = 4.200.000/2= 2.100.000 (dong)

< Thuc hién ché @9 khen thuwéng — phat d6i véi nhan vién ban hang:

Nhitng nhan vién co thai d6 1am viéc tich cyc, tan tim, c6 thai do lam viéc tét,
dap (ng su hai 10ng cua khach hang, va dem lai doanh thu 16n cho cong ty thi can phai
c6 nhitng hinh thirc khen thudong hop 1y dé kich thich sy hing thi, dam mé va c6 trach
nhiém trong cdng viéc nham dem lai hiéu qua cao trong viéc thuc hién cac quy trinh
cua cong tac ban hang.
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Bén canh nhiing khen thudng thi van phai di doi v6i hinh phat d6i véi nhiing
nhan vién 1am anh huéng dén hoat dong kinh doanh cua cong ty, dong thoi ¢ hinh
phat ddi véi nhitng nhan vién khdng tich cuc tham gia khoa hoc dao tao cua cong ty
néu khong c6 1y do chinh dang.

Bang 3.1: Pé xuit hinh thitc xir phat ddi véi nhan vién ban hang cia DRC

Vi pham

Hinh thac phat

Khéng nhiét tinh cham soc khach hang, tu
van, giai dap nhiing thic mac kip thoi dén
khach hang dan dén nhitng su khong hai

Iong, phan nan tir khach hang

Lan 1 s& bi nhic nho
Lan 2 s& giao cho cap trén giai quyét, xu

ly thich hop

Khong tham gia khoa dao tao khi khong
¢ ly do chinh dang

1 lan phat 200.000-300.000 dong

Néu nhan vién mac sai sot trong qua trinh
thuc hién nhirng thu tuc caa quy trinh ban

hang

Viét ban tuong trinh va doi cap trén giai
quyét, s& c6 hinh phat néu la sai s6t

nghiém trong

Cung cap nhitng thong tin, tai liéu mat ra

ngoai

C6 muc boi thuong rd rang theo Iénh cua

CAp trén va chiu toan bo trach nhiém trudc

phap luat, hodc co thé bi sa thai.

(Nguon: T téng hop)
3.2.1.3. Tinh kha thi cua gidi phap
Chi phi dé thyc hién giai phap nay khéng quéa I6n ddi voi DRC. Pay 1a mot
khoang chi phi kha phu hop va dang dé cong ty bo ra vi muc dich ning cao kha ning
thuc hién nghiép vu va cham soc khach hang cua nhan vién, dem lai cho cong ty hiéu
suat lam viéc t6t hon va c6 thé gia ting duoc san luong doanh thu. Pong thoi, ngoai
chi phi thap thi thoi gian thuc hién khoa dio tao ciing kha phu hop khi chi chiém mot
phan nho thoi gian nghi cia nhan vién ban hang trong mot nam, nho d6 sé& khong lam
anh hudng dén hoat dong kinh doanh cua DRC.
Nhan xét chung: Qua viéc thuc hién khoa dao tao nay, luc lugng ban hang cuaa cong
ty s& ngay cang dugc nang cao chuyén mén, nang cao ning suat 1am viéc, nhan vién s&
duoc trau doi thém nhirng kién thirc, k§ ning can thiét trong ban hang va ¢ co hdi van
dung vao thuc té. D& dang nam bat duoc tam Iy khach hang, han ché dugc cac sai sot
trong cong Viéc.
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3.2.2. Gidgi phap 2: Phong ban hang phéi hop véi phong marketing dé gia ting
cwong ngi dung gidi thigu sdn pham ciia Cong ty Cé phan Cao su Pa Nang trén nén
téng mang xa hai.

3.2.2.1. Co so cua gidi phap

Hién nay, c4c trang mang x& hoi cia Cong ty Co6 phan Cao su Da Néng chu yéu
tap trung vao viéc cap nhat cac hoat dong noi bo nhu ding tai hinh anh vé thanh tuu
dat duoc, cac budi ky két hop dong véi khach hang 16n, cling nhu cic thong tin lién
quan dén hoi nghi, cudc hop thuong nién va cac su kién cua cong ty. Tuy nhién, hoat
dong gigi thiéu va quang ba san pham mai dén khach hang van con han ché, thiéu tinh
lién tuc va chua duoc trién khai theo mot ké hoach bai ban. Biéu nay dan dén viéc tiép
can khach hang tiém ning trén nén tang mang xa hoi chua thuc sy hiéu qua.

Nguyén nhan cha yéu dén tir viéc Cong ty hién chwa xay dung mot ké hoach dai
han cu thé cho hoat dong truyén thong, dic biét 1a viéc quang ba san pham méi. Cac
nodi dung ding tai chu yéu mang tinh chat noi bg, chua hudng dén nhu cau va sy quan
tam cua khach hang muc tiéu. Bong thoi, 1a mot doanh nghiép van kha truyén thong
do6 1a 1y do cong ty c6 xu hudng chi dang tai cac néi dung mang tinh chinh thac, chua
manh dan d6i mai hinh thirc va noi dung dé tang tinh hap dan, gan giii vaoi khach hang.

3.2.2.2. Nogi dung cua giai phap

% Muc tiéu

— Nang cao kha nang tiép can va nhan dién san pham méi cia DRC d6i véi khéch
hang hién tai va tiem nang trén Facebook, Tiktok, Zalo.

— Tang cuong su twong tac voi khach hang, tao dung hinh anh thuong hiéu nang
dong, hién dai, than thién.

Noi dung trong giai phap nay dugc cu thé nhu sau:

< Xay dwng ké hoach truyén thong theo tirng giai doan ra mit san pham

e Giai doan 1: "Khoi goi su quan tim" (trudc khi ra mat san pham)

— Thuc hién 2-3 bai ding "teaser" goi md vé san pham mai sap ra mat (vi dy: hinh
anh mot phan san pham, tinh nang dac biét).
— Dat cau hoi twong tac nhu: “Ban doan day 1a san pham gi cia DRC?” dé tao su to
mo.
— Két hop hiéu tmg dém nguoc ngay ra mét (countdown).
e Giai doan 2: "Ra mat san pham" (trong ngay ra mat)
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— Thiét ké video gigi thidu san pham chuyén nghiép, d6 dai tir 1-2 phat, c6 phy dé,
nhan manh cac wu diém ndi bat nhu d6 bén, tinh ning mai, cdng nghé dic biét duoc ap
dung va thiét ké méi phu hop véi diéu kién duong xa Viét Nam,...

— Dang tai bai viét chi tiét vé san pham kém hinh anh hoic so sanh véi dong cii
hodc dbi thu dé khach hang d& dang nhan dién dugc su khéc biét trong san pham mdi
ma cong ty mang lai dong thoi s& dé lai 4n twong manh gay hang thu d6i véi nhitng
khach hang dang c6 nhu cau tim hiéu thém.

e Giai doan 3: "Cung c6 niém tin — thuc ddy mua hang" (sau khi ra mat)

— Tim hiéu va chia sé cam nhan cua khach hang hoic dai 1y dau tién st dung san
pham, théng qua bai viét ngan hoic video quay phan hdi thuc té. Viéc tim hiéu cam
nhan nay con dem lai loi ich d6i véi DRC, nhan biét dugc nhimg diém khién khach
hang t6 chitc hay khach hang (nguoi tiéu ding) khi mua hang tai cac dai ly cuia DRC
cam thy chua hai 10ng véi san pham mai.

— Pang cac bai hoi — dap xoay quanh thac mac pho bién vé san pham moi (dang
Q&A) dé giai dap nhitng thac mac caa khach hang vé san pham méi caa cong ty tir do
ting cudng twong tac va cd co hiéu tiép can thém vai nhidu khach hang tiém ning mai.

< Thiét ké ndi dung bai ding hap din va phl hep tirng nén tang

— Facebook Fanpage:

+ Tap trung vao bai viét kém hinh anh/video tryc quan, chi trong tiéu dé cé yéu
t6 cam xuc hoac loi ich rd rang.

+ Tan dung Facebook Stories va tinh nang “ghim bai viét” dé giir san pham mai &
vi tri ndi bat.

— Zalo OA:

+ Giri théng bao ra mét san pham mai qua broadcast message.

+ Thiét ké noi dung dang anh vudng hoic hinh dong don gian, dé doc trén di
dong.

< Phéi hop véi dai Iy va khach hang dé tao ngi dung thuc té

— Cung cip mau san pham mai cho mot sé dai ly tiéu biéu hoac khach hang than
thiét str dung thu.

— Thu thap hinh anh/video thuc té khach hang dang str dung san pham (gan logo
DRC va duoc sy dong y ctia ngudi ding).

— Pang lai nhitng ndi dung do khach hang tao ra dé tang do tin cay va gan két.
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< Lén lich ding bai cu thé va duy tri nhip do déu din

— Tan suét dé xuat: 2-3 bai ding/tuan trong vong 1-2 thang ké tir khi ra mét san
pham.

— Khung gio dang hiéu qua:

+ Budi séng (7h30-8h30), trua (11h30—12h30), téi (19h-21h).
+ Két hop céc thé hashtag thuwong hiéu nhu: #DRC; #LopDRC;
#DRCSanPhamMoi, dé ting kha ning hién thi
% B0 phan phu trach

— Phong Marketing/Truyén théng chu tri xay dyung noi dung va ké hoach.

— Phéi hop cuing phong Kinh doanh va phong K5 thuat dé dam bao tinh chinh xac
thong tin san pham.

% Thai gian thuc hién
Ap dung linh hoat cho ting lan ra mat san pham méi, kéo dai téi thiéu 4-6 tuan
cho mot chién dich.

3.2.2.3. Tinh kha thi cua gidi phap

Giai phap tang cudng noi dung gidi thidu san pham méi trén cac nén tang mang
xa hoi nhu Facebook, Zalo, Tiktok dugc danh gia 1a hoan toan kha thi, dua trén cac
yéu t6 sau:

< Vé nguodn lwc nhan su

— Hién trang: Cong ty da c6 phong Marketing — Truyén thdng phu trach cac hoat
dong lién quan dén quang béa va xay dung hinh anh thuong hiéu.

— Tinh kha thi: C6 thé tan dung d6i ngii nay dé trién khai giai phap, dong thoi c6
thé dao tao thém k¥ ning truyén thdng sé hoic thué ngoai (outsourcing) mot phan
cong viéc nhu thiét ké video, chay quang cao néu can thiét.

— Ngoai ra, cong ty c6 thé phdi hop voi cac dai ly hoic khach hang than thiét dé
thu thap noi dung thuc té véi chi phi thap, ting tinh xac thuc va hiéu qua lan toa.

< V& chi phi trién khai

— Chi phi cho noi dung s6 nhu bai viét, video, infographic c6 thé dugc kiém soat

hiéu qua néu tan dung cac phan mém thiét ké phé thong nhu Canva, CapCut, hodc st

dung nhan su noi bo.
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— Chi phi quang céo Facebook/Zalo Ads c6 thé linh hoat theo ngan sach, hoan toan
cd thé khoi dau véi quy mo nho (2-5 triéu dong/thang) dé danh gia hiéu qua trudc khi
mé rong.

Do vdy, giai phap khong doi hoi ngan sach Ién, phu hgp vai mé hinh va quy mo
hién tai cua DRC.
< V& nén tang cong nghé va ha tang

— Cong ty da c6 san fanpage chinh thuc trén Facebook, kénh Zalo OA, website va
mot sb kénh truyén théng khéc.

— Cé&c nén tang nay da du dé trién khai giai phap ma khong can dau tu thém ha tang
cong nghé.

— Pong thoi, viéc str dung céc cong cu mién phi/sin c6 nhu Meta Business Suite,
Google Analytics,... giup theo ddi hiéu qua truyén thong dé dang.

< Vé mirc @9 phu hep véi xu hwéng thi truong

— Nguoi tiéu dung ngay cang uu tién tra ciru thong tin san pham qua mang xa hoi
trudc khi dua ra quyét dinh mua hang.

— Pac biét trong linh vuc 16p xe, khach hang 1a tai xé, chi gara, dai 1y,... thuong
xuyén sir dung Facebook/Zalo dé cap nhat thong tin san pham va uu dai.

— Viéc dau tu cho nodi dung truyén thdng san pham khdng chi tang cudng nhan dién
thuong hiéu, ma con gidp DRC thich tng vai xu hudng marketing hién dai.

< V& kha ning trién khai theo tirng buéc

— Giai phap duoc chia thanh cac giai doan 18 rang (trudc — trong — sau khi ra mat
san pham) nén hoan toan c6 thé trién khai theo ting budc cu thé, gitp kiém soét tién
do va hiéu qua.

— CO6 thé thir nghiém trén quy mé nho (thi diém 1 san pham moéi) trude khi nhan
rong ra toan bo danh muc san pham.

Nhan xét chung: Giai phap nay hoan toan cé thé trién khai trong diéu kién hién tai
ciia DRC, khong doi hoi thay doi 16n vé to chuc hay cong nghé, dong thoi phii hop voi
xu huéng tiéu dung hién nay. Néu duoc thuc hién bai ban, giai phap nay s& gop phan
quan trong vao viéc cai thién kha ning tiép can khach hang va thiic day doanh sb ban
hang san pham méi.

3.2.3. Gidi phdp 3: Dé xudt trién khai hinh thizc mé cong dat hang online

3.2.3.1. Co so cua giai phap
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Trong béi canh hanh vi tiéu ding dang thay d6i manh mé theo hudng uu tién su
tién loi va trai nghiém s, viéc DRC trién khai kénh ban hang online 1a mét xu huéng
tat yéu nham thich nghi véi thi treong. Su phét trién nhanh chong cua thuong mai dién
tir tai Viét Nam, véi ty 16 nguoi dung internet cao va thoi quen mua sam qua thiét bj di
d6ng ngay cang pho bién, dang tao ra nhitng co hoi I6n cho cac doanh nghiép ¢ ning
lyc san xuat va thuong hiéu manh. DRC — véi loi thé 1a mot thuong hiéu 16p xe uy tin,
chat luong san pham d3a duoc khiang dinh — hoan toan ¢ kha ning tiép can truc tiép
ngudi tieu dung théng qua nén tang truc tuyén, tir d6 giam su phu thudc vao hé thdng
dai Iy va nang cao kha ning kiém soat gia ban, dich vu. Bong thoi, viéc ban hang
online cling gitp cong ty thu thap va phén tich dir liéu khach hang mot cach hiéu qua,
phuc vu cho cbng tac cai tién san pham va cham soc khach hang tt hon. Trong khi cac
d6i tha nhu Casumina, Bridgestone hay Michelin d3 va dang mé rong sang cac kénh
thuong mai dién ta, viec DRC cham chuyén d6i c6 thé khién doanh nghiép danh mat
co hoi chiém linh thi phan. Vi vay, viéc dé xuat giai phap ban hang online khdng chi
Xuat phat tir nhu cau thi truong, ma con 1a mot chién lugc can thiét giip DRC nang cao
nang luc canh tranh va dap tng ky vong ngay cang cao cia khach hang hién dai.

3.2.3.2. Ngi dung cua giai phap

Dé trién khai hiéu qua kénh ban hang online, DRC c6 thé &p dung md hinh két
hop gitta phat trién nén tang ban hang truc tuyén riéng va tan dung cac san thuong mai
dién tar pho bién nhu Shopee, Lazada, Tiki. Trudc tién, cong ty can xay dung mot
website thuong mai dién tir chuy@n biét cho san pham 16p xe, tich hop day du chirc
nang nhu tra ctru thong sb k¥ thuat, tu van chon I6p theo loai xe, dat hang, thanh toan
tryc tuyén va theo ddi don hang. Pong thoi, DRC c6 thé hop tac véi cac nén tang
thuong mai dién tir 16n dé mé gian hang chinh hang, tan dung hé sinh thai ngudi ding
san c6 va cac chuong trinh khuyén mai, truyén thdng cua cac san. Bén canh do, cong
ty can dau tu vao ha tang logistics va phdi hop chit ché véi hé thong dai ly hién hiru
dé thuc hién giao hang, lap dat hoac hd tro ky thuat tai chd.

V& mit truyén thong, DRC nén ddy manh quang ba trén cac kénh mang xa hoi
nhu Facebook, Zalo, YouTube nham ting d6 nhan dién va tao twong tac véi khach
hang. Song song véi hoat dong ban hang, cong ty can phat trién hé théng cham séc
khach hang truc tuyén nhu chatbot, tong dai hd tro 24/7 va tich hop cac kénh phan hoi
dé nang cao trai nghiém nguoi dung.
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Cudi cung, viéc ung dung céng nghé phan tich dir liéu dé theo ddi hanh vi tiéu
ding, phan khic khach hang va tdi wu chién luwoc marketing 1a budc quan trong gidp
DRC duy tri tinh canh tranh va phat trién bén viing trong ky nguyén so.

% Lugi ich cta giai phap

Viéc trién khai kénh ban hang online mang lai nhiéu loi ich thiét thuc cho DRC
ca vé mit doanh thu, thuwong hiéu va quan 1y van hanh.

Trudc hét, kénh online gilp m& rong pham vi tiép can khach hang trén toan
qudc, dic biét & nhitng khu vuce chwa c6 dai ly phan phéi chinh thic, tir d6 ting doanh
thu ban hang va tbi vu ning suit san xuat.

Thi hai, nhd tuong tac truc tiép véi nguoi tiéu ding, DRC c6 thé thu thap va
phan tich dir liéu hanh vi mua sam, tir d6 cai tién san pham, dich vy va chién lugc
marketing theo hudng ca nhan hoa.

Ngoai ra, viéc hién dién trén cac nén tang truc tuyén sé nang cao hinh anh thwong
hiéu hién dai, chuyén nghiép va gan giii hon véi khéch hang tré — nhém ngudi tiéu
dung dang ngay cang chiém ty trong I6n.

Bén canh d6, hinh thuc ban hang truc tuyén con giup DRC giam chi phi trung
gian, ting hiéu qua quan ly gia ban va kiém soat tdn kho thong qua hé théng phan
mém tich hop.

Cubi cung, ban hang online 1a buéc quan trong gidp DRC timg budc chuyén doi
s6 toan dién, bat kip xu hudng cong nghé va xu thé phét trién cia nganh ban Ié trong
thoi dai 4.0.

< Han ché con ton tai va cach khic phuc

Tuy mang lai nhiéu tiém nang, viéc trién khai ban hang online ciing d6i mat véi
mot s6 khé khan nhat dinh.

Truéc hét, tm Iy e ngai khi mua san pham k§ thuat cao nhu 16p xe qua mang c6
thé 1am cham téc do chuyén d6i hanh vi tiéu dung. Bé khac phuc, DRC can xay dung
hé thdng tu van truc tuyén hiéu qua, tich hop tinh ning lya chon 16p theo loai xe, video
huéng dan lap dit va cam két dich vu hau méi rd rang.

Tha hai, viéc to chic logistics, giao hang va lap dat ¢ cac khu vuc xa c6 thé phat
sinh chi phi cao va kho kiém soat chat lwong dich vu. Giai phap 1a DRC nén tan dung
mang luéi dai ly hién tai lam ddi tac giao hang/lap dit, dong thai ¢ chinh séch chia sé
chi phi va hoa hong phu hop.
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Bén canh d6, viéc xay dung nén tang thuong mai dién tir ciing doi hoi ngudn hec
vé k¥ thuat, van hanh va bao mat di liéu, vi vay DRC can hop tac véi cac cong ty
cdng nghé uy tin dé dam bao van hanh 6n dinh.

Cudi cung, viéc quan ly ton kho, gia ca va khuyén mai dong bo giira kénh online
va offline cling 12 mot thach thire, doi hoi DRC phai dau tu hé théng quan ly ERP tich
hop dé dam bao tinh nhat quan va minh bach trong kinh doanh.

3.2.3.3. Tinh kha thi cua giai phap

Giai phap trién khai kénh ban hang online tai DRC la hoan toan kha thi trong
diéu kién hién tai, xét trén nhiéu khia canh nhu ngudn luc, co s ha tang, céng nghé va
thi truong.

Trudc hét, vé ngudn luc tai chinh va nhan sy, DRC 1a mot doanh nghiép 16n voi
vi thé vitng chac trong nganh san xuat 16p xe, c¢6 du ning luc dé dau tu xdy dung hé
thong thuong mai dién tir va duy tri van hanh hiéu qua trong giai doan dau.

Thi hai, DRC d c6 mang luéi phan phdi, kho bai va dai ly rong khip ca nuéc,
day 1a nén tang thuan loi dé t6 chuc giao hang, lap dit va bao hanh san pham khi trién
khai ban hang online, gitp giam chi phi logistics ban dau.

Ngoai ra, DRC d3 va dang thuc hién chuyén déi sé trong nhiéu khau san xuit —
quan ly, cho thay doanh nghiép c6 nén tang cong nghé phu hop dé tich hop thém hé
théng béan hang truc tuyén ma khdng phai xay dung lai tir dau.

Vé phia thi truong, nhu cau tiéu dung 16p xe ngay cang gia ting, dac biét ¢ cac
khu vuc ngoai tinh, noi viéc tiép can dai Iy con han ché — ddy 1a phan khuc rat tiém
nang dé ban hang online.

Bén canh d6, théi quen tiéu dung sé cua khach hang Viét Nam dang phat trién
manh m&, tao diéu kién thuan lgi dé ngudi tiéu dung dan chuyén sang mua I6p xe qua
cac kénh truc tuyén.

Cudi ciing, véi sy hd trg cua cac nén tang TMBDT 16n, dich vu giao hang chuyén
biét va cac cong cu quang cdo k¥ thuat s hién dai, DRC hoan toan c6 thé rat ngan thoi
gian tiép can thi truong va kiém ching hiéu qua cia mé hinh nay trong thuc té.

Tat ca cac yéu to trén cho thay, giai phap ban hang online khdng chi kha thi ma
con ¢ nhiéu tiém nang phat trién bén viing néu duoc trién khai ding hudng va co 16

trinh rd rang.
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Nhan xét chung: Giai phap trién khai kénh ban hang online tai DRC 1a mot hudng di
mang tinh chién lugc, pht hop véi xu thé phat trién hién nay cua thi treong va hanh vi
tiéu ding hién dai. Vi tiém luc san c6 vé thuong hiéu, san pham va hé théng phan
phdi, DRC c6 du diéu kién dé tan dung loi thé cong nghé va thuong mai dién tir nham
tiép can tryuc tiép nguoi tiéu ding, mé rong thi phan va nang cao ning luc canh tranh.
Mic di viéc chuyén dbi sang md hinh kinh doanh truc tuyén cé thé gap mot sb rao can
vé k¥ thuat, chi phi dau tu ban dau va thoi quen tiéu dung truyén thong, nhung véi
cach tiép can ting budc, tan dung ddi tac cong nghé va khai thac hé thdng dai Iy hién
hitu, cac thach thirc nay hoan toan cé thé dugc kiém soat. Hon nita, giai phap béan hang
online con gép phan thuc day qué trinh chuyén doi sé toan dién cua doanh nghiép, tur
d6 tao nén tang cho céc hoat dong ddi méi sang tao, nang cao chat lugng dich vu
khach hang va phat trién bén viing. Vi vay, day khong chi 12 giai phap mang tinh kha
thi cao ma con 1a bude di can thiét gitp DRC bat Kip xu hudng kinh doanh hién dai

trong bdi canh canh tranh ngay cang gay gat.
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KET LUAN CHUNG

Trong béi canh thi truong 16p xe ngay cang canh tranh, viéc hoan thién quy trinh
ban hang cho khéch hang to chirc 1a mot yéu cau cap thiét nham gitp Cong ty C6 phan
Cao su Pa Nang (DRC) dat hiéu qua kinh doanh, gia ting ning luc canh tranh va gitr
viing thi phan. Thong qua qué trinh nghién cau, phan tich thuc trang hoat dong ban
hang tai DRC, dé tai da chi ra nhitng han ché con tdn tai trong quy trinh ban hang.

Trén co s& d6, khoa luan da dé xuat mot s giai phap cu thé nhu: Ung dung cong
nghé vao quan 1y va cham soc khach hang, tang cuong hoat dong dao tao dodi ngii ban
hang, va dic biét 1a mé rong kénh ban hang online nhim da dang hoa phuong thirc tiép
can khach hang to chtrc. CAc giai phap nay dugc xay dung dua trén nguyén tic dong
bo, kha thi va phd hop voi diéu kién thuc té cia DRC, qua dé gop phan nang cao chat
luong phuc vy, rdt ngan thoi gian xt 1y don hang va cai thién ty 1& chuyén d6i don
hang thanh doanh thu thyc té.

Két qua nghién ctru khdng chi mang ¥ nghia 1y luan trong viéc hoan thién quy
trinh ban hang theo hudng hién dai ma con cd gia tri thuc tién cao, c6 thé ap dung truc
tiép trong hoat dong quan tri ban hang tai DRC. Tuy nhién, do gigi han vé thoi gian va
nguon luc, dé tai van con mot s6 diém chua khai thac sau nhu phan tich tai chinh khi
trién khai giai phap hay danh gia tac dong dai han dén hé théng phan phéi. Pay sé l1a
nhitng goi y hitu ich cho cac nghién ciu tiép theo.

TAm lai, viéc hoan thién quy trinh ban hang khéng chi giip DRC dem lai hiéu
qua kinh doanh vai khach hang to chac, ma con 1a nén tang quan trong dé doanh
nghiép chuyén minh manh mé trong Ky nguyén sé, hudng dén muc tiéu phat trién bén

virng va hoi nhap toan dién.
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