Quan tri quan hé
khach hang xa noi

Giai phap quan tri quan hé khdach hang (Customer Relationship Managemet- CRM)
la chién lwgc tim hiéu sau vé nhu cau va hanh vi cia khdch hang nham phat trién
méi quan hé chdt ché giita doanh nghiép va khdch hang, gp phan vao thanh cong
ciia doanh nghiép. Ngay nay, nhitng nén tang mang xa héi déng vai tro nhw mot
cong cu tuyét voi de xay dung long tin, do nhan dién thuong hiéu ciing nhu cong
dong ciia nhitng nguwoi €6 chung so thich. Mang xd héi la mét kénh giao tiép day
hiéu qua dé két noi va giir lién lac véi nhitng khdch hang tiém nang, khdach hang
hién tai, khdach hang twong lai va xdy dwng moi quan hé véi nhitng nguoi ¢é dnh
hwong dén doanh nghiép. Gidai phdp CRM truyén thong phdt trién véi su ho tro ciia
truyén théng xd héi, mang xa hoi, nén tang Web 2.0 tro thanh gidi phap CRM xd héi.
Bai viét gidi thiéu tong quan vé mang xa hoi, CRM xa héi, quy trinh CRM xd hji
dudi géc nhin ciia hé thong théng tin quan Iy.

NCS. NGUYEN VAN THUY

Hoc vién Ngéan hang




T khoa: Mang xa hoi, quan
tri quan hé khach hang (CRM),
quan tri quan hé khach hang
xd héi (S-CRM), truyén théng
xd hoi.

1. Giéi thi¢u

u phat trién cta nén tang

cong nghé¢ Web 2.0 da

cung cap nhiéu tuy chon

hon cho nguodi st dung,
cac thong tin va dir li€u dugc
cap nhat hang ngay. Trong do
ngudi sit dung c6 thé tham gia
dong gbp, chia sé thong tin,
lam phong pht cho trang web
mot cach dé dang. N6 mo rong
thong tin lién lac twong tac gitra
mdt lugng nguoi dung rong 16n
thong qua cic cong dong trén
mang Internet, dong thoi giai
quyét dugc cac han ché tuong
tac mot chiéu cua cac hinh thire
truyén thong nhu truyén hinh,
bao gidy hodc cac website tin
tuc. Mat khac, su phat trién
cia truyén thong xi hoi két
hop véi cac mang xa hdi dang
phat trién manh mé& hién nay
nhu Twitter, Skype, Facebook,
Wordpress hay  LinkedIn,
Google+, YouTube... da tao
ra cac h¢ sinh thai nguoi dimg
rong 16n tang truong theo cap
s6 nhan va c6 tim anh hudng
rong khip. Hé qua 1a vai tro
khach hang lam trung tdm tang
1én va cac t6 chuc khi tiép can
thi trudng s& c6 it quyén kiém
soat hon (Berthon, 2008). Cac
tong dai hd trg, vin phong giao
dich, website thong tin tinh...
khong con hip din ddi voi cac
khach hang tré tudi thudng
xuyén dung Internet hién nay
(Moran, 2010). Céac doanh
nghiép hién nay dang phai ddi
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mat voi hai thé gidi va thach
thirc dé tich hop chung. Mot
mit 14 cac khach hang truyén
thong véi quy trinh nghiép
vu va cac hé thong thong tin
quan tri quan hé khach hang
truyén théng (CRM- Customer
Relationship Management)
quan ly cac thong tin thi truong,
khach hang va céc giao dich
cua khach hang. Mt khac véi
su phat trién cua mang xa hoi
bung né hién nay cong ty can
quan tri dugc thong tin khach
hang thao luan vé san pham
dich vu, hd trg dinh hudéng
lan nhau trong cic mang xa
hoi. Pay 1a van dé kho doi hoi
cac giai phap quan tri quan hé
khéch hang méi dap tng duoc
viéc dong bo hai thé gidi khach
hang trén. Va gidi phap quan tri
quan hé khach hang ra doi voi
su két hop cua cac giai phap
quan tri quan hé khach hang
truyén thong véi truyén thong
x4 hoi.

Dudi goc do hé thong thong
t1n quan ly, nghlen cu’u nay
téng quan cac van dé vé mang
xa hoi, gidi phap quan tri quan
hé khach hang xa hdi vdi quy
trinh va kién tric cac giai phap,
cac van d¢ lién quan dén trién
khai giai phap quan tri quan hé
khach hang xa hoi thanh cong.

2. Mang xa hoi

Theo nghién ctru cua Hillery
(1955) dua trén 94 dinh nghia
mang tinh xa hdi hoc khac nhau
d3 tim ra bon khia canh thong
nhét cua mang xa hdi (ngoai
tuyén). Mot mang xa hoi bao
gdém (1) mot nhém nguoi, (2)
c6 su giao tiép xa hoi v6i nhau,
(3) c6 mdi lién két giita cac
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=

thanh vién; hay nhom nguoi
ma (4) céac thanh vién chia sé
v6i nhau vé mot linh vuc cu
thé trong mot khoang thoi gian
nhit dinh. Mang xa hoi khong
nhét thiét phai c6 muc dich hay
muc tiéu chung, ma mang xa
hoi ciing co thé chi 1a noi dé
cac thanh vién giai tri, gap go
ban bé hay no6i chuyén phiém.
Cung v6i sy phat trién cua
mang Internet thi khai niém
mang x4 hoi ngoai tuyén c6 mo
rong, phét trién thanh mang xa
hoi tryc tuyén. Mang xi hoi
truc tuyén (social network) 1a
dich vu ndi két cac thanh vién
cung s¢ thich trén Internet lai
v6i nhiéu muc dich khac nhau
khong phan biét khong gian
va thoi gian. Gia tri cdt 16i ctia
mot mang xa héi 1a sy tham
gia cuia cac thanh vién. Viéc
thanh l4p nhiing cong dong do
moi va sy hoan doi ngdi vi cua
nhitng mang dan dau dang dién
ra ting ngay voi toc do chong
mat. Bénh canh do 1a xu hudéng
hinh thanh nhiing cong ddong
tryc tuyén gan véi nhitng nhom
nghé nghiép va loi ich dic thu.
Phan logi mang xa hji
Ldy cd nhdn lam trung tim
(Ego Centric): Kiéu mang xa
héi nay céc hoat dong sé xoay
quanh cd nhan. Cic mang
nay c6 dic diém la trang chu
thuong c6 nhiéu chirc nang dé
cac thanh vién thuc hién cac
thao tac. Dién hinh cho mang
nay la MySpace VietSpace.
Ldy moi quan hé lam trung
tam (Relationship Centric):
Mang x3 hoi nay ldy mdi quan
hé cua ca nhan voi nhau lam
trung tam. Kiéu mang xa hoi
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nay cho cac thanh vién trong
mang biét cic thanh vién khac
dang lam gi. Mang nay c6 dac
diém la cac tinh ning ctia mang
hd tro toi da nhu cau xay dung
cac moi quan hé chat ché cua
céc thanh vién. Pién hinh cho
cac mang nay la Facebook,
Twitter, Mash.

Ldy néi dung lam trung tim
(Content Centric): Pic diém
chung cia loai nay la trung
bay ndi dung do chinh ca nhan
hoac nhom tao ra cho ban b¢
va cong chung (bai viét, anh,
audio, video...). Mang nay c6
Opera, LiveSpace. Cac mang
nay co cac tinh ning can thiét
gitip trinh bay, thiét ké ndi dung
dong thoi két ndi giao tiép voi
ban be.

Céc mang lai: Ngoai ba loai
trén con nhiéu mang xa hoi
khac nhau la su pha tron gilra
cac loai nay, cling nhu céc
mang chuyén bi¢t cho tung
mang ndi dung, cong ngh¢.

Strc manh cua mang xa hji
trwee tuyén

Theo s6 liéu vé ddi tuong va
lanh thd dia 1y cia mang xa
hoi do Search Engine Journal
(2014) théng ké cho thay, co
72% s6 nguoi sir dung Internet
hién nay dang hoat dong trén
cac mang xa hdi, 71% nguoi
dung truy cdp mang xa hoi tu
thiét bj di dong.

Trong do, ty 1¢ nguoi st dung
mang xi hoi trong d6 tudi 18-
29 dat té1 89%, trong khi do
dd tudi 30- 49 chi la 72%; 60%
nhitng ngudi trong do tudi tir 50
dén 60 dang hoat dong trén cac
mang xa hdi, con nhom ngudi &
dd tudi trén 65 chi 1a 43%. Mot

56 s6 lidu thong ké vé mang xa
hoi dén nam 2014 cua Search
Engine Journal minh ching
stuc manh ciia mang xa hoi truc
tuyén hién nay:

- Facebook: Véi 1,15 ty
nguoi su dung hang thang
trong d6 23% dang nhép it nhat
5 1an mdi ngay.

- YouTube: C6 hon 1 ty nguoi
st dung hang thang, 6 ty gio
video dugc xem mdi thang, 100
gid video dugce tai 1én mdi phut.

- Google+: Hon 1 ty nguoi
su dung, 359 tri¢u nguoi dung
hoat dong hang thang, toc do
tang truong 33%.

- Twitter: C6 hon 550 triéu
nguoi st dung, 215 tri¢u nguoi
dung hoat dong hang thang, toc
do tang trudng 44%.

- Instagram: 150 tri€u nguoi
si dung hang thang.

- Pinterest: 20 tri¢u nguoi st
dung hang thang.

O Viét Nam, theo s lidu
thong ké cua Kemp (2014)
thudc td chicc We are Social, c6
td1 hon 36 triéu nguoi su dung
Internet chiém khoang 39%
dan s, 66% truy cap Internet
mdi ngay. Ty 1é ngudi sir dung
mang xa hoi chiém 38% tong
dan s6. Dén thang 01/2014,
tai Viet Nam da co 20 triéu
ngudi dung Facebook, chiém
22% dan s6 va chiém t6i 55%
nguoi st dung Internet. Viét
Nam la mot qudc gia dang phat
trién nhanh vé sb luong ngudi
sit dung internet va céac thiét
bi sd, ddc biét 1a mang xa hoi
va thiét bi di dong. S6 luong
nguoi dung 16n tao ra mot thi
truong cyc ki hap dan cho cac
cong ty vé linh vuc thé gidi sb
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va di dong. Ty I¢ nguoi dung
mang xa hoi chiém 38%, thoi
gian trung binh st dung mang
xa hoi trung binh m{t ngay cao
giup cho Social Marketing tr¢
thanh mot cong cu tat yéu dé
xdy dung thuong hiéu, va thuc
hién hi¢u qua cac chién dich
Marketing, Marketing mang
xd hoi s& tiép can dwoc mot
khéi lugng thi truong khong 16
dac biét 1a nhom doi tuong tre,
thong qua tuong tac va chia sé
trén mang xa hoi s€ giup chi phi
marketing dugc t8i wu hoa mot
cach dang ké. S6 nguoi st dung
di dong cho mang xa hoi chiém
gan 20% dan s, nguoi ding
c6 xu hudng str dung mang xa
hoi bang thiét bi di dong cao
hon (58%) va str dung dinh vi
toan cau. Nguoi ding co thé
truy cap va tham gia tuong tac
& bat ki dau, moi thong tin sé
nhanh chéng dugc lan truyén,
bén canh d6 cac cong cu check
in tré' nén pho bién.

3. CRM va CRM x4 hgi

Pa tr lau, trén thé gioi,
Qudn tri quan hé khach
hang (Customer Relationship
Management-CRM) duoc nhic
dén nhu 1a mot giai phap hiru
hiéu gitip cac nha quan tri giai
quyét nhirng van dé trén. Quan
tri quan hé khach hang la mdt
linh vuc rong dugc nhiéu hoc
gid va cac nha quan tri quan
tAm, nghién ctru va phat trién.
Thuat ngit CRM xuét hién tir
dau nhimg nam 1990 trong
gidi hoc thuat va cac hang tu
van ctia My 1a giai phap nham
phat hién cac ddi twong tiém
nang, bién ho thanh khéach
hang, va sau do6 gitr cac khach
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Hinh 1: Hanh vi mua hang theo m6 hinh AIDMA

ttention
= (Thich
(Chuy) thii)

nterest

emory
(Nhé lai)

(Hanh dong)

Nguon: S. Roland Hall (1921)

Hinh 2: Hanh vi mua hang theo mo hinh AISAS

ttention

(Chi y)

hang nay lai vdi cong ty. Theo
Parvatiyar va Sheth (2001)
“Quan tri quan hé khach hang
la mét chién luge va quy trinh
nghiép vu toan dién nham thu
thap, duy tri, hop tac co chon
loc khach hang dé tao ra gid tri
vueot troi cho cac doanh nghiép
va cdc khdch hang. N6 bao gom
su tich hop cua Marketing, ban
hang, dich vu khach hang, va
cdc chire nang cia chudi cung
img ciia doanh nghiép dé dat
dwoc hiéu qua cao hon va hiéu
qud trong viéc cung cdp khdch
hang gia tri”.

Cung voi sy phét trién cua
Web 2.0, cac mang xa hoi
cling phat trién manh mé tao
diéu kién thuan loi két ndi moi
ngudi v6i nhau. Puge két ndi,
khach hang nhén ra rang ho
c6 thé yéu ciu nhiéu hon tir
cac cong ty va chia sé ¥ kién
vé cac san pham va dich vu.
Tuong tac gitra khach hang va
thuong hiéu bit dau tir trude d6
va khong bao gior két thuc. M6
hinh hanh vi méi doi hdi mot
chién lugc méi, phan khac tot
hon, céc kénh méi va tin nhan
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nterest
(Thich thu)

earch
(Tim kiém)

nhim muc tiéu va xem xét cac
khach hang hién tai phai dbi
madt v&i quy trinh kinh doanh.

Tac dong cua mang xa hgi
toi hanh vi cua khdach hang

Hanh vi cia mét khach hang
d6i véi truyén thong truyén
thong sé& trai qua 5 giai doan:
Cht y — Thich tht — Mong
mudn — Nhé lai — Hanh dong
(mua hang) (Hinh 1).

Internet da lam hanh vi con
ngudi thay doi. Ho 1én mang
tim va so sanh mot san pham ho
mubn mua, tir d6 dua ra quyét
dinh mua hang, va sau khi da
su dung, voi mang xa hoi, ho
s€ chia s¢ trai nghiém cua minh
v6i cong dong. Nghién ctru
hanh vi cua khach hang truc
tuyén Dentsu dé xudt mo hinh
AISAS (Hinh 2).

Tim kiém va Chia sé
(Search va Share) 1a hai hanh
vi phd bién cua ngudi dung
Internet dugc ghi nhén trong
mod hinh nghién ctru hanh vi
cua khach hang trong mang xa
héi. Pay 1a 2 chit S quan trong
nhét trong mo hinh cta Dentsu.

Khi d6 CRM phat trién thanh

(Hanh dong)

ction hare

(Chia sé)

Nguén: Tudn Nguyén (2013)

CRM xa hoi (Social CRM).
Theo Paul Greenberg (2010)
“Quan tri quan hé khach hang
xa hoi 1a mot triét Iy va chién
luge kinh doanh, hd trg béi
mot nén tang cong nghé, quy
tac kinh doanh, quy trinh va
ddc diém xa hoi, dugc thiét ké
dé thu hat khach hang trong
mot cudc tro chuyén hop tac
dé cung cép gia tri cung c6 loi
trong moéi truong kinh doanh
dang tin cay va minh bach. N6
la chuong trinh phan ung cua
cong ty dé kiém soat cac khach
hang vé cudc tro chuyén”.

Theo Bolton Richard (2010)
quan tri quan hé khach hang
x3 hoi 1a sy két hop cia CRM
truyén thdng (bao gém Bén
hang, Marketing, Dich wu),
truyén thong xd hoi va cong
ngh¢ theo M6 hinh 3.

Pé c¢6 dugc cai nhin tong
quan vé CRM xi hdi, trude hét
chung ta xem xét sy phat trién
cia CRM truyén théng dén
CRM x4 hoi theo mot sb khia
canh (Bang 1).

4. Cac quy trinh cia CRM
xa hoi
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1

Truyén thong xa hoi
nén dugc xem nhu
mot kénh giao tiép véi
khach hang noi ma céc
kha nang xa hoi cua
Marketing, ban hang
va quy trinh dich vu
khéch hang dugc thuc
hién dé tao ra gia tri.
Khi d6 kién tric chirc
nang cia CRM xa hdi
duoc dé xuét theo md
hinh sau (M6 hinh 4).

Trong kién trac chirc
ning tong thé cia CRM xi
hoi duge dé xuat ¢ trén thi
thi truong bao gém ca khach
hang, d6i tic va ca d6i thu
canh tranh. Truyén thong xa
hoi 14 cac phuong tién truyén
thong dugc tao ra trén nén tang
mang Internet. Cac phuong
tién truyén thong xa hoi dugce
sir dung d¢é truyén tai cac thong
diép ctia doanh nghiép dén thi
truong va né duogc coi la mot
kénh giao dich. Truyén thong
xa hoi la mot phén cua cac
kénh chién luge hién tai va
cling 1a kénh giao dich hiéu
qua gitra doanh nghi¢p va thi
truong nhu nhiing cach giao
dich truyén théng khac. Cac
16p kha ning ciia mang truyén
thong xa hoi khong chi danh
riéng cho qué trinh dua nhiing
thuong hiéu maéi 1én ding trén
vi tri cao nhét trén thi truong
vé quang cdo, ban hang va cic
dich vy, ma thay vao do, nd
1a sy tong hoa giita qua trinh
quan tri xa hoi mdi cong thém
nhitng budc trong qué trinh cii
duoc thuc hién bdi cac nhan
vién (hodc luc luong lao dong
cii). Piéu d6 ¢ nghia 1a nhan

Ban hang
Marketing
Dich vu

Hinh 3: M6 hinh CRM xa hi

Truyén thong
xa hoi

CRM

Nguén: Bolton Richard (2010)

vién c6 thém vai tro va trach
nhiém modi trong cdng viéc.
Diéu d6 1am gia tang gia tri cia
phuong phap quan h¢ khach
hang truyén théng. Khi d6 quy
trinh CRM truyén thong hién
nay nén dugc xem xét va thich
nghi voi thuc té méi nay.

Xem xét vé quy trinh cong
ngh¢ thong tin trong CRM xa
hoi c6 thé duge mé ta theo MO
hinh 5.

Dir li¢u khach hang tor mang
xa hdi dugc phan tich cung voi
cac dir licu thu thap tir cac kénh
giao dich khéc nhau ctia doanh
nghiép dugc luu trit va quan ly
tai trung tdm dir liu cua doanh
nghiép va dir liéu cua cac hé
quan tri quan h¢ khach hang.
Vi cac dir li¢u thu thap duoc
doanh nghiép xay dung cac quy
tac xur 1y, chon loc dir li¢u dé
duogc cac thong tin hitu ich vé
khach hang phuc vu cac cong
tac didu hanh va chién luoc
phat trién ctia doanh nghiép.

5. Xay dung gidi phap
CRM x4 hoi thanh cong

Nho sy da dang trong phuong
thirc tiép can va tuong tac
khach hang, dir li¢u khach hang
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cong nghe

t6t thu thap tir nhiéu
kénh khéc nhau... nén
CRM xa hoi mang lai
nhiéu loi ich cho doanh
nghi¢p nhu: Nang cao
lgi nhuan dau tu thi
truong nhd nhim muc
tidu tot hon, giai phap
san pham tot hon, kinh
nghiém cua khach hang
t6t hon. Tiép d6 14 nang
cao hiéu qua Marketing
cua doanh nghiép do
tiép can dugc khach
hang da kénh véi chit lugng
thong tin khach hang t6t hon.
Thém nira, CRM xa hoi giup
doanh nghi¢p giadm chi phi dich
vu khéach hang do thong qua
mang xa hoi, truyén thong xa
hoi co sure lan toa 16n.

Tuy nhién dé co dugc mot
giai phap CRM xa hoi thanh
cong khong phai don gian.
Theo Gartner, ty 1¢ doanh
nghiép thit bai khi trién khai
CRM xi hoi trén thé giéi 1a
kha cao trén 60%. Co rat nhidu
mdi de doa anh huéng toi su
thanh cong cua giai phap CRM
x3 hoi cua doanh nghiép. Pau
tu cong ngh¢, thoi gian, uy tin
thuong hi¢u, sy hai long cua
khach hang, doanh thu, loi
nhuan... va doanh nghi¢p co
thé mat nhiéu hon nira néu trién
khai thit bai giai phap CRM xa
hoi. Do d6 dé co duoc mot giai
phdp CRM xa hoi thanh cong
doanh nghiép can luu y mot sd
van d¢ chinh:

Thir nhdt, can xéac dinh chién
lugc CRM xa hoi rd rang. Viéc
xac dinh rd cdc muc ti€u, quy
trinh trién khai, cac coéng cu
kiém tra danh gia s& dam bao
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Bing 1. So sanh CRM truyén théng va CRM xi hi

Khia canh CRM truyén théng CRM x4 hoi
- Tap trung vao mdi quan hé ca nhan |- Tap trung vr‘;to méi quan hé hop tac (Tham gia vao
Khun (v&i khach hang, véi doi tac...). mang Ig’éi mOoi quan hé phtrc tap hon). i
canh 9 - Tap trung vao khach hang ca nhan: |- Két noi da chiéu cho phép hiéu ré hon vé khach hang
thoi quen, hanh vi... va céng doéng cla ho.
- Thong diép muc tiéu tao ra gia tri. |- BDam thoai tao ra gia tri.
- DU liéu dé phan tich khach hang la |- Ngoai cac dif liéu khach hang cia CRM truyén thong
Kénh giao | hd so khach hang, lich s twong tac |thi CRM xa hoi con dwoc bd sung di liéu khach hang
dich khach hang véi doanh nghiép va di¥ |trong cac mang xa héi va hanh vi cta ho khi tham gia
lieu tich hop v&i cac hé thong ndi bd. | vao cac cong dong do.
- Quy trinh khach hang phat trién - Quy trinh cta doanh nghiép phat trién dwa trén quan
dwa vao quan diém doanh nghiép. diém khach hang. . )

. - Quy trinh trong tdm chu trong vao |- Trong tdm hwdng vao cac héi thoai bao gom cac yéeu
Quytrlnh . > R . N X | X | as . 22 . N N X ia .
nghiép vu diéeu chinh va t6i wu hoa quy trinh ho |16 hdi thoai dé thanh lap congldong thwong hiéu, y

“T 77 |tro twong tac khach hang tot hon. twdng thu hat va phan doan tot hon.
- Tép trung vao cac quy trinh CRM. |- Tap }rung vao s phé’E trién clia cac quy trinh CRM va
céac két qua tac dong dén chubi gia tri.
- D6 m&i xuét phat tlr mot ngudn Iuc |- DS m&i xuat phat tir tat ca cac nhan vién khi cac nhan
dac biét cta doanh nghiép. vién két ndi chat ché véi khach hang théng qua cac
cong cu Web 2.0 ndi bé. Khach hang la trung tam cla
Tw duy ‘ chu ky d6i moi. ‘
clia to - Nhan vién giao dich truyén théng - Tat ca cac nhan vién déu tham gia vao cac cudc hoi
chirc cac théng diép muc tiéu trong cac thoai lién quan v&i khach hang. Tap hop cac ky nang
hoat déng giao dich. ma&i can dworc trang bj cho nhan vién dé co thé két noi
dwoc voi cac nhan vién khac va cac khach hang thong
qua cac cong cu trén nén tdng Web 2.0.
Nguoén: Cipriani Fabio (2009)
Hinh 4. Kién tric chic ning cia CRM xa hoi
Thijtrwong
Caccongcu S&hiru cac cong cu xa hoi Mang x& héi dang ton tai
xa hoi hwéng (Céacblog ctiadoanh nghiép, (Facebook, MySpace, Twitter,

t&ithj trvdng

Cac kénh

giao dich xa

hoi

Céac kénh giao
dich truyen

théng

riéng...)

Céac dién dan, cac mang xa hoi

Linkedin, YouTube....)

5 o .

Phone/ E-mai
SMS

(Blog n6i bd, nén tang chia sé ndi bd, mang xa

Truyén théng xa hdi i
Letter
Website Face to face ,

Cac cong cu xa hoi ngi bo Fax

Cac cong cucdng
tac n6i bd

L&p kha nang cﬂa
CRM xa hoi
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h6i ndi bod, cdng thdng tin dao tao...)

Khanang xa hoi

Dich vu

Business
Partner
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Hinh 5. Quy trinh cong ngh¢ thong tin cia CRM x4 hoi

Thu thap di liéu

* POS
* Web
* Other

Phan tich
van ban
* Truyén théng
x4 héi
+ Céngdong
khach hang x3
héi
* Ditliduca
nhan

sy thanh cong cua giai phap.
Su cam két va hd tro cua lanh
dao cép cao, tAm nhin cua
doanh nghiép ciing cin duoc
xac dinh 10 rang s€ dam bdo sy
thanh cong cua giai phap.

Thir hai, d6 1a xac dinh cong
nghé phu hop, cic ngudn lyuc
dam bao trong qué trinh trién
khai gidi phdp. Doanh nghiép
phai luén dam bao c6 du nén
tang cong ngh¢ va nhan luc
quan 1y cac phuong tién truyén
thong xa hoi toan dién voi kha
nang khdi tao, lang nghe, theo
déi va tham gia cac chi dé
hoéi thoai trén cdc mang xa hoi
lién quan dén san phém, dich
vy, thuong hi¢u... ctia doanh
nghiép. Didu d6 dam bao cho
doanh nghiép c6 duoc hd so
thong tin xa hoi cua khach
hang mot cach toan dién nhét.

Thir ba, 1a van hoa doanh
nghiép dinh hudéng khach hang
1a trung tdm. Ludn ludn ling
nghe khach hang va cd cac
bién phap phan ung véi cac
phan hdi cta khach hang. Dinh
huéng nhén rong cic phan hoi
tich cuc, phan tich, xu ly tdt va

—ErEE—
Trung tam dir liéu

Quan ly dir liéu

Chon loc di¥ liéu

Po luong va tdi wu hda

==
A Khdach hang CRM
{online « offline)

kip thoi cac phan hoi tiéu cuc.
Doanh nghiép ciing can cé cac
ché do thu hit, kich thich va
thuong véi khach hang trung
thanh, cac khach hang c6 cac
tac dong trén mang xa hoi tbt
t61 hinh danh ctia doanh nghiép.
Tao cac kénh giao dich dé
khéach hang c6 thé lién lac truc
tiép voi doanh nghiép.

Thir tw, d6 la trinh do, k¥
nang cua dgi ngli nhan vién anh
huong 16n dén thanh cong cia
giai phap boi CRM xa hoi la
hé thdng ma, phirc tap doi hoi
d6i ngii nhan vién can co trinh
do k¥ nang cao. Doanh nghi¢p
can dao tao cung cip cac cong
cu, k¥ nang can thiét dé doi ngii
nhan vién co6 thé dap tng duoc
cac yéu cau cia hé thong moi
dé co thé khai thac, phdi hop
hi¢u qua giai phdp CRM xa hoi.

6. Két luan

V6i su bung n6 clia mang x3
hoi truc tuyén da tao diéu kién
cho cac nha thi truong cac co
hoi tot dé tiép can khach hang.
Trién khai t6t giai phap CRM
xd hoi mang lai nhidu loi ich
tai chinh cho doanh nghiép.

\P CHi KHOA HOC & DAO TAO NGAN HA!

. Ludng
| nghiépvuy

{ Diduhanh
 (Chién thuat)

| Tong thé
(Chién lwgc)

Nguon: Duklas Jamie (2011)

Loi ich tai chinh tap trung vao
su tham gia cua khach hang la
dong lyc co ban thuc diy hiéu
qua kinh doanh doanh nghiép.
Loi ich dat dugc thé hién trén
toan b vong doi khach hang,
ty 1¢ khach hang mua lai, ty 1¢
khach hang trung thanh, phat
trién gid tri ciia khach hang va
chi phi phuc vu khéch hang. Co
duoc mot tAm nhin sau sic vé
giai phap CRM xa hdi s€ gilp
doanh nghiép thuc day sy doi
méi coi khach hang la trung
tam. Sy hiéu biét vé hanh vi,
thai do, tdm trang khach hang
thiic day loi ich trong chudi gia
tri, tac dong dén nha cung cép
va nha trung gian. Trong CRM
xa hoi cong nghé dong vai tro
quan trong do luong dir li€u
khong 16 vé khach hang trén
cac kénh truyén thong xi hoi
va cac kénh giao dich truyén
thong can thu thap, sip xép
va phan tich. Tuy nhién giai
phap CRM xa hoi khong don
thuan 1a mot hé thong thong
tin, bo1 CRM xa hoi con bao
gdm ca yéu td khach hang va
cac mbi quan hé khach hang
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trén tong thé ca cac kénh giao
dich truyén thong va trén cac
kénh truyén thong x hoi. Didu
nay cac giai phap CRM truyén
thong chua lam dugc. Didu d6
giup cho céc giai phap CRM
xa hoi dap tmg dugc nhiéu ky
vong loi ich ctia doanh nghiép
khi trién khai. m
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Social Customer Relationship Management

Solution Customer Relationship Management (Customer Relationship Managemet- CRM) is a strategy-
depth understanding of the needs and behavior of customers in order to develop strong relationships between
enterprises and customers, contributing to the success of business. Today, the social network platform serves
as a great tool to build trust, the brand identity as well as the community of people with common interests.
Social networking is an effective communication channel than to connect and keep in touch with potential
clients, current clients, prospective clients and building relationships with influential people in the business.
Traditional solutions CRM developed with the help of social media, social networking, Web 2.0 platforms
became solutions social CRM. In the framework of this article present an overview of social networking,
social CRM, social CRM processes perspective of management information systems.
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