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Cho den thai diem hien nay, qudn tri quan he khdch hdng (CRM) khdng cdn la khdi niem 
mdi me ddi vai cdc doanh nghiep a Viet Nam. Vd mgc dit CRM cd vai trd hit sire quan trong 
vi nd cd the mang lgi hieu qud kinh doanh cao cho doanh nghiep, ddm bdo cho doanh nghiep 
phdt trien ben vimg trong mdi tnrd?ig day bien ddng vd cgnh tranh ngdy cdng gay gdt; song 
CRM tgi cdc doanh nghiep a Viet Nam vdn chira phdt triin. Bdi viit dudi ddy tap trung phdn 
tich cdc nguyen nhdn cua thuc tgi neu tren vd de xudt nhung quan diim, gidi phdp nhdm giup 
cdc doanh nghiep cd dugc mdt he thdng CRM mong muon. 

Tir khoa: Quan he, cham soc, du lieu, hai long, phan nan, khilu nai, khach hang 
1. Thuc trang quan tri quan he khach hang tai 

cac doanh nghiep Viet Nam thoi gian qua 
/./. Thuc trgng vi kit qud ung dung CRM 
Tpi Vift Nam, khai niem CRM hau nhu dugc du 

nhpp cijng luc voi the gidi vao nhung nam 1995, 
1996. Sau hon 15 nam triln khai ung dung, tir 
nhung bude di chap chirng ban dau, eho din nay 
CRM d Viet Nam mac dii da cd mot sd mat thanh 
cdng, song nhin ehung ket qua thu dugc van edn ban 
che. Dudi day la mot sd net khai quat ve ket qua 
nay. 

Thu nhdt, sd lugng cdng ty/doanh nghiep quan 
lam va ung dung CRM chua nhieu, tham chi hp van 
cdn td ra thd o vdi ITnh vgc nay. 

Chi tinh rieng viee ap dung phan mem CRM, 
trong khi d cac nude tren the gidi, day la nhu cau 
cap thiet va dat mdt ty le kha cao ciia hau bet eac 
doanh nghiep thi d Viet Nam chi cd khoang 10% 
doanh nghifp trang bj phan mfm cho minh. Rat 
nhieu edng ty cdn xem thudng va bd ngd vifc trang bj cho minh mpt cdng cy eiia CRM trong khi nhu cau nay Id cd thge va can thiet cho bat cu doanh nghifp nao mudn tdn tpi va phat trien. Rat nhieu dom vj kinh doanh dupe hdi gan nhu ddu ed cau tra ldi nhu nhau: "Phan mem CRM la gi? va tai sao tdi 

phai trang bi mpt phan mem CRM?" (2012)[ 1]. 
Thu hai, sd lugng cac ITnh vgc kinh doanh trong 

nin kinh tl cd su dung CRM cung cdn khiem tdn. 
Thuc te da cbi ra rang, doanh nghiep cd sd lupng 

khach hang den hang train la can thilt phai cd CRM 
vi vdi sd lugng do, khd cd the cham soc, kilm scat 
duge tat ca cac giao dich va cung khd phat trien len 
dugc s6 lugng hang nghin khach hang neu van giu 
each thuc kinh doanh truyin thdng va sg ung dung 
CRM mgt each thii cdng nhu hifn ed tpi Vift Nam. 
Tuy nhien, hifn tai d Viet Nam khdng chi sd lugmg 
doanb nghifp quan tam din CRM it ma ITnh vgc ap 
dung CRM ciing chua nhieu. Theo nhirng ket qua 
quan sat dugc, ITnh vgc djch vu tai chinh va vien 
thdng la nganh dang dan dau trong vifc ung dung 
CRM. Tiep dd, la ITnh vuc san xuat hang tieu diing 
va cae ITnh virc ban le. It irng dung CRM nhdt la cac 
cdng ty thuge nganh cdng nghifp nang (2012)[ 3]. 

Thu ba, tdc dg ung dung CRM cua cac doanh 
nghifp trong nude edn dien ra cham chpp Cho dfn thdi diem nay, Vift Nam van dugc danh gia la mgt thj trirdng tilm nang cua CRM nhung tdc dg phat trien kha cham chap. Mgt sd nha kinh ticho ring, mac dii a Vift Nam, cung cd, cau cd, nhung sg ddng bang cua thj trudng CRM trong thdi gian qua 
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khien nhieu ngucri nghi ngai ve tinh kha thi ciia 
CRM doi voi eac doanh nghiep trong nude (2012)[ 
2]. 

Toe do phat triin cham chap ciia CRM d Viet 
Nam dugfc the hien d eho nd khdng dugc ap dung 
phd bien vdi muc dp cao trong khi khdng phai 
chimg ta khdng cd nhirng dieu kien nhat djnh. Chi 
tinh rieng phin mim CRM (cdn gpi la PM), hien 
cac san pham d Viet Nam kha phong phu, tir cac PM 
CRM chuyen nghiep cua nUdc ngoai eho tdi eac PM 
CRM thuan Viet do cae cdng ty trong nude tg lam. 
Chi phi eho cae PM CRM cung khdng Idn, nhu PM 
CRM cua Cdng ty Cd phan BSC- Venus ban danh 
eho may don chua den I trieu dong. Mat khac, viec 
triin khai CRM cung khdng phai ed qua nhieu khd 
khan va tham ehi cdn don gian bon nhieu so vdi cac 
phin mim quan ly khac nhu ke toan, quan ly nhan 
su, quan trj doanh nghiep ERP.. 

Thir tu, hifu qua hay su phat huy tac dung eiia 
CRM tai cac doanh nghiep da cd ap dung con chua 
dugc nhu mong mudn hoac chua rd. 

Dudi day la hang loat nhirng bieu hien minh 
chirng eho sg phat huy tac dung cdn rat ban ehe eiia 
viee ap dung CRM d Viet Nam thdi gian qua: 

- Viec ap dung CRM van chua cho phep tiet kiem 
chi phi tiep can khach hang mdi nhd duy tri dugc 
mdi quan he tot vdi khach hang hien tai. Theo ly 
thuyet thi ap dung CRM cd the tiit kiem cbi phi nay 
tir 5 - 10 lin. 

- Mirc dp dat dugc sg thoa man va trung thanh 
ciia khach hang - mdt trong nhung muc tieu chii dao 
eiia viee ap dung CRM, van cdn ban che. 

- Muc tang Igi nhuan eua doanh nghiep nhd ap 
dyng CRM cdn khiem tdn ehua dugc nhu mong dgi. Trong khi dd, theo ly thuyit thi cir tang them 5% khach hang trung thanh thi ed the tang 25% din 100% Igi nhuan tuy theo eac nganh nghe kinh doanb (2012)[ 2]. - Do khdng cd edng cy tin hpc hoa hd trg cdng tac quan ly dieu hanh doanb nghiep ndi ehung va phye vy eho CRM ndi rieng nen dan din nhiiu kit cue khdng mong muon nhu: (I) Khdng cd dugc cai nhin toan difn vf khach hang phye vy cho cdng vifc kinh doanh (2) Vifc khai thae du lifu khach hang tiim nang dc tim kiem khach hang mdi gap khd khan (3) Tdn nhieu thdi gian vao cdng vife quan ly va cac bao cao thii cdng. dan dfn giam thdi gian vao cdng 

vife tim kiim, thu hut khach hang tiim nang cung 
nhu thoa m5n nhu cau khach hang hifn cd (4) Rat 
nhiiu thdng tin quan trong khdng duge chia se giiira 
eae nhan vien va lanh dao, tham chi nhifu phan hdi 
ciia khach hang bj bd sdt ho|ic bj lang quen trong 
qua trinh quan ly (5) Khd khan cho vife theo ddi, 
danh gia muc dp hifu qua ciia nhan vien kinh doanh 
eung nhu dg doan - dg bao duge doanb so hifn tai 
va tuong lai cua doanh nghifp (2012)[ 4]. 

1.2. Thuc trgng ve chdt lugng cdc hogt dgng 
CRM - nhdm nguyen nhdn thd nhat dnh hudng 
den ket qud urng dung CRM. 

Anh hudng dfn nhung kft qua nfu trfn, d§e bift 
la ddi vdi hifu qua eua CRM tai Vift Nam ed nhifu 
nhan to khac nhau nhung trudc hit phai ke den vifc 
td ehire, thiit ki va trifn khai eae hopt ddng cy thf 
thupc ve CRM. Tir thge tifn ed thf khai quat mpt so 
dae difm ve qua trinh nay nhu sau: 

Thu nhat, cae boat ddng CRM ma cac doanh 
nghifp Vift Nam da tien hanh van chua day dii va 
toan difn. Cd thf lift kf mdt so boat ddng cy thf 
thupc vi npi dung eiia CRM ma cac doanh nghifp 
Vift Nam ndi chung da tifn hanh nhu: (l)Thu thap 
du lifu ban dau ve khach hang (xay dgng co sd diT 
lifu khach hang) (2)Td chirc cac boat ddng chdm 
sdc khach hang, xir ly phan nan cua khach hang 
(3)SLr dung mpt sd cdng cy tin hpc trg giiip vifc theo 
ddi, nam bat, cap nhat thdng tin khach hang phye vy 
cho vifc quan tn quan he khach hang... 

Mac dii da cd mpt sd boat ddng dupe trifn khai, 
song so vdi tat ca nhirng cai gi phai tifn hanh df ed 
mdt hf thdng CRM that toan difn va day dO thi d 
day van edn cd sg thiiu hyt. Trong dd, sg thiiu hyt 
Idn nhat la hau nhu cac doanh nghifp dfu chua co sg hoaeh djnh chifn lupc ve CRM. Tiip dfn, hau nhu cac doanh ngbiep van chua quan tam sir dung nhirng phan mfm chuyen nghifp, da nang chuyfn phye vy eho viec quan trj quan hf khach hang; ehua phat trien quy trinh phuc vu khach hang, chua xay dgng eac co ehi va tifu chuan phye vu khach hang. Va cuoi cimg, van chua xay dgng eo ehi thdng tin qua lai va xu ly xung dot vdi khach hang, xay dung bf thdng CRM phan tich va phan phdi thdng tin. Thir hai, mirc dp ap dyng eae hoat ddng CRM d3 nfu cd su khac bift Idn giîa eac loai hinh doanh nghifp khac nhau dupe coi la cd sir dung CRM va ehua that sg gin kit vdi nhau. 74 HiiiliipJ'tiallriPi 



Ve miirc dp ap dyng thi co the thay Ithong phai 
mpi doanh nghipp co ti'nh den CRM deu trien khai 
mpt so hoat dpng neu tren. Thong thudng, cac 
doanh nghipp nay chi tien hanh mdt hoac mdt vai 
hopt dpng don le trong sd dd. So doanh nghiep tien 
hanh diy dii cac hoat ddng khdng nhieu. Theo Thae 
sy Nguyen Thanh Binh, Vy Khach san TCDL: "Cd 
sp chenh Ifch khac bift rit rd rft vf md hinh trien 
khai, quy trinh eiing nhu trinh dp nhan sp, cdng 
nghf trifn khai CRM giira eac eo sd luu tni du ljch 
tir 3 sao trd Ifn va hang cao cap vdi cae eo sd luu 
tni du ljch 2 sao trd xudng, giira cae don vj quan ly 
nude ngoai va Vift Nam"(20l2)[ 7]. 

Ve mirc dp gin kft giira cac doanh nghifp cd the 
ndi ring van cdn rdi rac, ehua chat ehe va da xay ra 
mpt so bat cap nhu: (I) Vife Ipa chpn giai phap, dac 
bift la giai phap cdng nghf CRM khdng phii hpp vdi 
eae myc tifu chien lupc mdi, ehi tinh den cac myc 
tifu trudc mit ma chua tinh dfn myc tifu lau dai; (2) 
Thieu sp lifn ket chat che giii'a cac boat dpng trong 
mpt tdng the thdng nhit ciia CRM trong vifc thuc 
hifn myc tifu hudng den gia trj khach bang; tham 
ehi cd the ndi chung dupe cpng lai vdi nhau mpt 
each rdi rpe va cd khi mau thuan vdi nhau, chdng 
cheo Ifn nhau ho$c bd sdt; (3) Qua coi trpng hoac 
chi danh sp tpp trung chii yeu cho ydu td cdng nghf. 

Thu- ba, chit lupng ciia tirng hopt dpng vin chua 
bdo dam, van cdn tdn tpi nhieu mdt ban chf. Chdng 
ban: 

- Doi vdi vifc xay dung co sd dir lifu khdch 
hang(CSDLKH): Mac dii ddy Id edng vifc don gidn 
nhat va CSDLKH la cdng cy co bdn nhit dk qudn trj 
quan hf khdch hdng, song cac doanh nghifp van 
quan tam chua dung mire. Cdc thdng tin cin thift vf 
khdch hang van chua dupe diy dii, khdng dupe cap nhdt thudng xuyfn. Vife qudn ly, chia se vd su dyng dur lifu lifn quan den khdch bdng cung chua dupe tfipc hifn hifu qua. Co sd dQ lifu khdch hdng it dupe sir dyng vdo mye dich chain sdc khach hdng. Trfn thpc te, d khdng it doanb nghifp xdy ra tinh trpng cae nhan vien mdc dii cd day dii thdng tin vf khach hang nhung giir thdng tin dd cho ea nhan va su dyng rieng... - Ddi vdi edng tac cham sdc khdch hang va xir ly sp phan ndn cua khach bdng: Mac dii da dat dupe mpt sd ket qua nhat djnh; tuy nhien, nhin chung cac hopt dpng chdm sdc khdch hdng cdn don le, chua thpc sp chii dpng, phan Idn chu trpng vao eac hinh 

NGHI6N CUU TRRO 
thire khuyen mpi; thii tyc, quy trinh cdn phuc tap, 
thdi gian ehd dpi ciia khach hang cdn Idu, thai dp 
CLia nhdn vifn phye vu hope nhdn vifn tifp xuc chua 
mem deo; trinh dp chuyen mdn chua that chuyen 
nghifp, ehua ddp ung dupe mong dpi vd vi the ehua 
dem lai su hai Idng cho khdch hang. 

- Doi vdi cdng tac khdo sdt mirc dp hdi Idng cua 
khdch hdng: Trong qudn trj quan hf khdch hdng day 
cung Id mdt lopi edng vife eo bdn, cdn thift md bdt 
ky doanb nghifp ndo cd tien hanh CRM va de tien 
hdnh CRM ed hifu qud deu phdi Idm. Song trfn thue 
te, d Vift Nam khdng nhieu doanh nghifp tien hdnh 
boat dpng nay. Ddi vdi nhung doanh nghifp cd thue 
hifn thi ciing khdng dupe thudng xuyen; cdc kenh 
thdng tin, ede hinh thire, phuong phdp va ky thudt 
dieu tra khdo sdt df ndm chinh xdc muc dp hai Idng 
cua khdch hdng edn thd so, don gidn. thieu tinh 
chuyen nghifp. 

1.3. Thirc trgng ve nhiing dieu iden ddm bdo, 
dieu fden td chdc (hire hien CRM - nhdm nguyen 
nhdn thd hai dnh hirdng den l<et qud dng dung. 

Ngoai chat lupng cua cdc hopt ddng CRM ma cac 
doanh nghifp Vift Nam da tien hdnh d trfn, nhung 
difu kifn dam bao cho boat dpng nay cung gdp phan 
quydt djnh ddn kft qua va su phdt huy tdc dung cua 
ehiing. Tren thuc te, tai cac doanh nghifp Vift Nam 
nhirng dieu kifn nay cdn cd nhieu mat hpn ehe vi the 
kdt qua irng dung CRM van chua cao. 

Thu nhdt. nhdn thuc ve tdm quan trpng, y nghTa 
va su hidu biet tir ly thuyet den thuc hdnh ve CRM 
cdn ban chf. 

Mat ban chf nfu tren khdng ehi xuat hifn d cdc 
nhan vien - nhQ-ng ngudi true tiep tham gia vd thuc 
hifn cdc boat ddng CRM md dieu rdt ddng ndi Id tdn 
tai ngay trong khdng it lanh dao cdc doanh nghifp. Trong sd nhung hpn che, thieu sdt lifn quan den nhdn thuc vd hieu bift ve CRM, ban chf Idn nhdt cua rit nhifu doanb nghifp la coi CRM chi don gidn la vifc trifn khai mpt phan mem quan ly khach bdng, mdt giai phdp cdng nghf, la mdt chuong trinh hopt ddng mdy mdc. Hp khdng thdy dupe day Id cd mpt chien lupc kinh doanh nhdm tdi uu hod lpi nhuan trfn co sd liy khach hang lam trung tam vd liy su bai long cua khach hang lam dao ly xuyen sudt mpi boat dpng nhdm dat dupe sp thanh edng trong kinh doanh. Thtrhai, chua cd sp dau tu ximg-dang trong vifc 
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xay dirng mot co ciu t6 chixc/bo may ciia CRM va 
ve nguon nhan lire cho CRM. 

Thong thudng de van hanh mpt he thong nao do, 
doanh nghiep phai co bp may tuong thich dupe to 
chirc khoa hpc. Quan trj quan he khach bang trong 
doanh nghiep thuc su la mpt he thong, bdi vay nd 
ciing cin cd bp may. Tuy nhien, tren thpc te, tai eae 
doanh nghiep cd ap dung CRM, ngoai trir cac doanb 
nghiep Idn, cae doanh nghiep lien doanh bay ed vdn 
diu tu nude ngoai cd bp may rieng vdi cac bp phan 
chirc nang chuyen traeh ve CRM, edn lai eac doanh 
nghiep khac hiu nhu khdng ed bp may rieng. Cac 
chirc ndng CRM dupe bd tri lan vao eac bp phan 
khac thupc eo ciu td chirc dieu hanh hien tai ciia 
doanh nghiep. 

Mat khac, sd lupng nhan vien trpc tilp hoac gidn 
tiep tham gia vao h? thdng CRM ciing cdn thieu. 
Trong khi d eae doanh nghiep Idn/lien doanh ed bin 
mpt ngudn nhan luc rieng phuc vy cho CRM, tham 
chi cd ca chuyen gia nude ngoai thi tai cac doanh 
nghiep Vi|t Nam, dae biet la doanh nghiep vira va 
nhd, nhieu vj tri nhan su kiem nhiem nhieu cdng 
viec khac nhau trong dd cd cdng viec ve CRM. Tai 
khdng it doanh nghifp, cdn cd tinh trang nhan vien, 
dac bift nhan vifn thupc bp phan gian tidp lien quan 
dfn khach hang (kf toan, kho van, ky thuat), chua 
nhpn thire dupe ring minh dang tham gia vao CRM. 

Trong khi ngudn nhan luc, khdng dupe diu tu 
dung mirc thi ngudn tai luc cung it dupe quan tam. 
Dudng nhu cae doanb nghifp lo ngai ring khdng 
bift CRM cd mang lai Ipi ich gi khdng va vi vay hp 
rat ngan ngpi dau tu eho CRM ngay ca ddi vdi 
nhimg phan mfm chi dang gia I -2 trifu ddng. Sd 
lifu thdng kf eho thay nam 2012, trfn toan thf gidi, chi phi danh eho edng tac lifn quan den CRM vao khoang 13 ty USD; trong khi dd d Vift Nam con sd dd thue su van edn qua kbifm tdn neu nhu khdng mudn ndi la qua it di (20I2)[ 4]. Thir ba, thieu mpt giai phap cdng nghf trp giiip cho doanh nghifp quan ly nhirng vin de lifn quan den khdch hang. Thdng thudng mpt giai phap cdng nghf ve CRM 1 bao gom phuang phap, phin mem va mang internet dupe thift kf chuyfn dimg, ddng bp, cd thf giup doanh nghifp quan ly cac mdi quan hf khach hang theo cdch thirc cd td ehue. Tuy nhifn, trfn thpe te, tpi eae doanh nghifp d Vift Nam cd dp dyng hf thdng CRM, mac dii chi coi trpng yeu td cdng nghf 

nhung su thpe thi dau tu eho edng nghf va chat 
lupng edng nghf phye vu eho CRM dang cd rat 
nhieu vin dd. Trudc het, cd thd thiy ring edng nghf 
md eac doanh nghifp Vift Nam su dyng dang cdn 
rit thd so, don gidn vd lac hpu nhu dimg Excel de 
theo ddi, qudn ly khdch bdng va eae hpp ddng khdch 
hdng. Vdi cdng nghf nay cd thd gdy nii ro mat dG 
lifu bdi cac thdng tin tren Excel chi dupe luu trir 
dudi dang tmh, phdng vd phdn tdn, khde hdn vdi 
edng vife xay dung mpt eo sd dir lifu tpp trung va 
ket xuat cac bdo cdo nhanh chdng, thuan tifn vdi dff 
lifu dupe cap nhdt mdi nhat ed thf. Mat khde, trinh 
dp ve edng nghf thdng tin cua ede nlidn vifn CRM 
trong cdc doanb nghifp cung dang edn rdt hpn ehe. 
Difu ndy da lam dnh hu'dng khdng nhd den khd 
ndng su dung eae phdn mdm hifn dpi. 

Thir tir, cdng tdc ddo tao ngudn nhdn lpe cho 
CRM chua dupe coi trpng. 

Nhu dd ndi d trfn, cdc doanh nghifp lifn doanh 
hay ed vdn dau tu nude ngoai tai Vift Nam quan 
tam den mpi mat hoat ddng cua CRM trong do cd 
ydu td con ngudi. Tpi cdc doanh nghifp ndy nhirng 
nhan vifn kinh doanh ndi ehung vd thupc hf thdng 
CRM ndi rieng duac tuyfn chpn rat ky Id nhirng 
ngudi ed kinh nghifm, ed ngoai ngir, ky ndng giao 
tidp tdt, khd ndng lam vifc dpc lap cao vd thudng 
xuyen dupe dao tao df nang eao tay nghe, cap nhat 
kifn thirc. Trong khi dd, tai ede doanh nghifp Vift 
Nam ngudn nhdn luc CRM khdng nhirng ed trinh dp 
xudt phdt thap ma vifc dao tpo ngudn nhan Ipc ndy 
ipi thudng xuyfn bj xem nh?. Nhifm vy ddo tpo 
nhan vifn CRM thudng bj cdc doanb nghifp xep 
xudng khau cudi cimg trong todn bp qua trinh. Ddo 
tao eung Id khau nhpn dupe ngudn ngan sdch it nhat, chi dupe tifn hanh vao gid phiit chdt khi toan bp qua trinh irng dyng dupe hodn tat. 2. Mot sd quan diem va nhiiiig de xuat nham tang cudng quan tri quan he khach hang tai cac doanh ngbiep d Viet Nam thdi gian tdi 2. /. Mpt so quan diem chung Quan diem thir nhat, can doi mdi cdn bdn tu duy va nhan thirc vf CRM. Trudc het can phdi lap tue xod bd Idi suy nghT hft sire sai lam cho rdng CRM chi don gian la viec siir dung mpt phan mem nao dd hay ndi rpng han la ap dyng edng nghf thdng tin de theo ddi, quan ly cac dii- lifu ve khach hing. Do dd, cdng vifc nay chi can ,< !S<J lining .1 :ntt 76 Mnhlf̂PliadrlPi 



mpt vai nhan vien nao do, thao ve eong nghe thong 
tin tien hanh la du. Vl ban chat, CRM la mpt ehien 
lirpc kinh doanh ciia cac cong ty trong viec phat 
trien quan he gdn bo voi khach hang qua nghien ciru 
tim hieu ky lu&ng nhu cau va thoi quen eua khach 
hang, tiep can va giao tiep vai khach hang mpt each 
CO he thong va hieu qua, quan ly cac thong tin cua 
khach hang nhu thong tin ve tai khoan, nhu cdu va 
cdc thong tin nhan khau hpc khac co lien quan mat 
thiet vdi kinh doanh ciia doanh nghiep. Day Id mdt 
ehien lupc tdng hpp vdi dinh hudng khdch hang 
nham nang cao sire canh tranh tir cap lanh dao cao 
nhat den cdc nhan vien ciia doanh nghiep (2012)[ 4]. 

Mpt khi CRM dupe quan niem nhu tren va dupe 
td chirc thuc hien bai ban, khoa hpc dugc quan tam 
ddu tu diing mire se cd vai trd bet sire quan trpng, se 
mang lai nhung Igi ich bet sire to Idn. CRM cd the 
mang lai cho doanb nghiep mpt sd lgi ich nhu: (I) 
Giam gia thanh san pham, giam chi phi ban bdng (2) 
Tang cudng su hdi Idng, su thod man cua khdch 
hang, qua dd tdng sd lupng khach bang trung thanh 
(3) Danh gid dupe khd nang sinh Ipi cua tirng nhdm 
khdch bang de tap trung pbiic vu nhdm khdch bang 
mang lai Ipi nhuan cao (4) Tang kba nang khai thdc 
eo hpi thi trudng tdi da, tang cudng cdc ngudn luc 
thdng tin (5) Ddnh gia, phat hien kjp thdi cdc boat 
dpng chua cd hieu qua, dam bao cho doanh nghiep 
cd Igi nhuan dn djnh lau dai. 

Vi tat ca nhO'ng le dd, CRM rat can thiet phdi 
duge quan tam dp dung trong cac doanh nghiep d 
Viet Nam, ddc biet la trong didu kien ngdy nay khi 
ma mdi trudng kinh doanb ngay cang phirc tap va 
cpnh tranh ngay cang khde liet. 

NGHI6N CUU-TRRO 

Quan diim thu hai. de CRM tbgc sg trd thanh 
chidn luge kinh doanh cua doanh nghiep va phat 
huy nhieu tdc dung tich cgc, CRM can duoc tien 
hanh toan dien, ddng bp, nhat qudn. 

O day "toan dien" dugc hieu la CRM khdng phdi 
chi dugc tien hanh bdi mpt hay mpt vdi bien phdp 
md phdi Id hdng loat cac bien phap tren cdc phuong 
dien khac nhau. "Dong bp" dugc bieu la, cac bien 
phap nay phai dugc tien hdnh mpt each ddng thdi an 
khdp, khdng khdp khiing, chdp vd. Cdn "Nhdt 
quan" dugc hieu la cac bien phap CRM phai thdng 
nhat, logic, gan bd dan quyen vao nhau khdng mau 
thuan va phii dinh lan nhau. 

Theo tinh than neu tren, chiing tdi cho rang CRM 
phdi Id mpt qud trinh gdm 3 giai doan cdng viec eo 
ban Id: (1) Hoach djnh chiln luge ve CRM (2) 
Quylt djnh cac giai phap CRM vd (3) Td chirc thge 
bien cdc giai phap CRM. Cac giai doan nay dugc 
sdp xip theo mdt trat tg xac djnh tao thdnh mpt quy 
trinh chat che theo so dd 1. 

So do I cho thay rang, de tien hanh CRM trong 
mpt doanh nghiep, nhung hoach djnh chien luge ve 
CRM phai duoc tien hanh trudc, tiep den la viec Iga 
chpn va xac djnh npi dung ciia tirng giai phap, bien 
phap ve CRM va cudi cimg la cdch thirc td chirc 
thge hien CRM. Khdng the chi tien hanh ede gidi 
phap ma khdng cd hoach djnh chien luge cung nhu 
khong quan tam den cac dieu kien dam bdo ebo cac 
giai phdp duoc thge thi. So do tren cung hdm chua 
mpt yeu cau rang, khi da co hoach dinh chien luge 
thi cac giai phap va npi dung dugc Iga chgn phai 
phii hgp vdi chien luge dd. Va cung nhu thi, viee td 
chirc thuc hien cung phai hudng den viec tao dilu 

SP dd 1: Quy trinh tien hanh CRM tai doanh nghifp 
Hoach djnh chien luge 

vICRM 
i 

Quylt djnh cac giai phap va ngi dung cac 
giai phap CRM 

Td chirc thpc hien cdc gidi phap CRM 
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kien. ho trg cho cac giai phap tien hanh vdi ket qua 
tot. 

Quan diem titur ba. phai co each tiep can ijch sir, 
cy the trong viec van dung he thong CRM trong 
tirng doanh nghiep. 

Dieu thiir nhat ma chiing ta muon noi den trong 
quan diem nay la khong phai ehi co cac doanh 
nghiep Idn mdi quan tam ap dung CRM. Cae doanh 
nghiep vira va nhd cung can thiet va hoan toan cd 
the ap dung CRM khi ma sd lugng khach hang cua 
doanh nghifp khdng phai la hang chye ma la nhieu 
chyc va nhieu tram. Van de la mirc dp ap dyng nhu 
the nao? 

Dieu thir hai, chiing tdi mudn nhan manh lien 
quan den mirc dp ap dyng la: tuy theo dieu kien eua 
tirng doanh nghifp ma timg khau edng vifc thupc 
quy trinh 3 giai doan nfu trfn se dupe thpc hifn mdt 
each khac nhau. Chimg hoan toan cd the cd su khac 
bift ve y tudng, myc tieu, npi dung, phuang phap, 
each thii-c tien hanh va muc dp dau tu cae nguon lpe. 
Bdng vife danh gia cae mirc chi phi, doanh nghifp 
.xac djnh dupe loai hf thdng phii hop vdi minh, sau 
dd doanh nghifp can ung dung muc dp nao, pham vi 
nao. Neu mpt doanh nghifp chi thupc "tam trung" 
thi khdng can thift phai sir dung mpt hf thdng CRM 
qua Idn, hoan hao. Ung dyng CRM phai dugc xem 
la qua Pinh tifn hanh timg bude mpt. Cac doanh 
nghifp khdng nen qua vdi vang, song se tdt ban ndu 
hf thong CRM nhanh chdng mang Ipi nhirng anh 
hudng ti'eh cgc ddi vdi boat dpng san xuat kinh 
doanh cua doanh nghifp. 

2.2. Nliung de xudt citdyeu 
2.2.1. Be xuat lien quan den hogch dinh chiin 

lu-ffc vi CRM Nhu da nfu d tren, hoach djnh chiln luge la khau khdi dau quan trpng va cd y nghTa quydt djnh trong quy ginh quan trj khach hang ciia doanb ngbiep den sp thanh cdng va hifu qua eiia CRM. Df"hoaeh dinh chifn lupc. dau tien doanh nghifp phai thpc hifn phan tich chidn lupc ma trpng tam la phan tich cac nhan td anh hudng ddn CRM bao gdm: Dac difm thi Pudng khach hang; Canh tranh, kha nang ngudn Ipc ciia cac doanh nghifp... Thge chat la doanh nghifp phai thge hifn eac nghifn ciiru \e thj trudng, mdi trudng kinh doanh, dieu kifn kinh doanh, kha ndng tai chinh, nhan sg, cac myc tieu va chien lupc ciia doanh nghifp df cd can cu 

Iga chpn chidn lupc va he thdng CRM phii hpp. 
Chifn lupc CRM phai thd hifn muc tieu cua 

doanh nghifp, eae djnh hudng boat dpng va Ppng 
tam xay dgng va quan trj quan bf khach bang. Trfn 
thge tf, mpt doanh nghifp ed thf lua chpn mdt trong 
nam chifn lupc CRM sau day: -

Chien lucre "Xdy dimg vd phdt trien sdn 
pham/dich vu Idi". Day la chidn lupc chii dao Pong 
quan trj quan hf khach hang nhdm thift lap mdi 
quan hf khach hang xoay quanh san pbdm/djch vu 
"ldi"ma doanh nghifp da .xac djnh. San pham/djeh 
vy Idi ly tudng la SPDV ed kha nang thu hiit khach 
hang thdng qua kha nang dap img tdt nhu cdu, mong 
dpi eiia khach hang, gin ket doanh nghifp vdi bidu 
tupng chat lugng va bfn virng, cung cap nen tang df 
phat tridn cae SPDVphy trp. 

- Chien luge "Cd nhdn hod ede mdi quan hf din 
timg khdch hdng". Tu tudng ciia chifn lupc nay \k 
thau hieu eac dac tinh cy the, yeu cau eua tirng ea 
nhan khach hang va dua toan bp thdng tin do vao 
CSDL va lay ra su dyng khi cdn. Neu lam dupe dieu 
nay. doanh nghifp ed thd thidt ke SPDV chinh xac 
theo timg tinh hudng eu the. 

- Chien luge "Tgo gid trj gia tdng cho sdn 
phdm/dich vu". Chien luge nay lifn quan den vife 
cung img cae thu "thfm vao" cho san pham/djeh vy 
chinh nhdm tao sp khac bift vdi ddi thu canh tranh. 

- Chien lirgc "Dinh gid mdi quan he ". Tu tudng 
cua ehien luge nay la: "gia tdt danh cho khach hang 
rupt". Ndi each khac cd su phan bift trong djnh gia, 
khdng phai theo sd lupng mua don thuan ma tuy 
theo loai khach hang, tuy theo mure dp trung thanh 
ciia khach hang. 

- Chiin luge "Marketing ndi bd". Day la chien luge ma trpng tam cua nd la tap trung tao dgng niem tin tu can bp, nhan vien cua doanh nghifp. Doanh nghifp (Ban Quan trj doanb nghifp) phai hifu rd nhu eau va mong dpi cua nhan vien df tir dd lam cho nhan vifn hai Idng vdi cdng vife, vdi doanh nghifp va tir dd phye vu khach bang tdt hern, chdt lugng cao ban va xay dgng Idng trung thanh ciia khach hang ddi vdi doanh nghifp. 2.2.2. Bi xudt lien quan den ndi dung, yiu cdu cua cdc gidi phdp CRM Phil hgp vdi chien lupc CRM da dupe lua chpn, mpt doanh nghiep ed thf sir dyng nhimg giai phap CRM khac nhau. Song, ve eo ban, mdi doanh 78 



NGHieNCUUTfiflO 
nghifp toi thieu phai tidn hinh 5 bi$n phap/giai phap 
sau: (1) Xay dpng ca sdr da lifu khach hang; (2) To 
churc chim soc khach hang; (3) Quan ly su khieu 
n̂ ii, phan nin cua khich hing; (4) Khio sit, kifm tra 
muc dp hii I6ng cua khach hing; (5) Lyra chgn phan 
mim/c6ng nghf thong tin dip ung yeu ciu CRM. 
Dudri day xin dl xuat nhSng kiln nghi chii yeu d6i 
vdi tirng giii phip CRM neu tren. 

Thtr nhat, doi vdi viec xay dirng ca sd die ti^u 
khdch hang 

- Bude I, thu thip thdng tin ve khach hing 
De thu thpp thdng tin ve khich hang, trudc het 

doanh nghifp can (1) L|ip danh sach khich hang 
myc tieu va danh sich cic khach hang khic nhu: ca 
quan hîu quan, doi tic, khach hang ving lai, eic dja 
chi cin lien hf khic nhu: bfnh vifn, khich san, cdng 
ty du ljch, nhi hang... (2) Xac djnh cac thdng tin/d& 
lifu ei nhan cua khich hang nhu: tfn tudi, dja chi, 
so difn thopi. Email, ngiy sinh, ngay ky nifm die 
bift, sd thich... (3) Phan nhdm khich hing theo die 
dilm, tinh chat de phye vy. 

De cd dugc nhihig thdng tin ve khich hang can 
cin cd vao cac ngudn sau: (1) Dtir lifu sin cd gong 
ngi bg cdng ty (2) DCr lieu tir cae hifp hgi nganh 
nghe (3) Nh&ng bao cao chuyen de (4) Nhung thdng 
tin phii tra phi tir cae to chuc nghifn cuu thi trudng 
chuyfn nghifp (5) NhO'ng thdng tin tir chinh khach 
hing... 

- Bude 2, theo ddi duy tri ho so/khach hing 
Trong bude nay, doanh nghiep ein thge hifn mdt 

s6 cdng viec nhu: (1) Djnh ky (hang tuin/ Quy/ 
thing) epp nhpt thdng tin mdi vio hd so khach hang 
(2) Can bg quin ly bg phpn thudng xuyfn chu ddng 
lifn hf vi frao ddi thdng tin .vdi khich hang bing 

nhifu each khic nhau nhu: gap gd phdng van khich 
hing, td chirc hdi diio, hgi nghj khach hang, tlm 
cich gap gd tifp xiic rieng vdi khach hang, gao ddi 
thu tu vdi khach hang... 

Thu-hai, td chirc hoat ddng cham sdc khich hing 
Quy trinh ehung cda boat ddng cham sdc khich 

hang vl CO bin phii bao gdm 6 bude cdng vifc dugc 
tien hanh theo trat tu nhu so dd 2. 

- Vifc phan nhdm khach hang phii dam bao mdt 
sd yfu eau: (1) Do ludng dugc (2) On djnh, du Idn 
dl dem Ipi Igi nhuan (3) Cd thi nhan dang dugc (4) 
Cd sg khic bift gi&a cic nhdm khic nhau (5) Cd the 
dua ra cac phuang an phye vy. 

- Cac hinh thurc cham sdc khich hang mi doanh 
nghifp cd thd ip dung li: (I) Thim hdi, ting qua 
nhan ngiy thanh lap (doi vdi td chuc/ca quan), ngiy 
sinh nhit (ddi vdi ci nhan), ngay tit am Ijch, duong 
lich; nhin djp eac sg kifn quan trgng ciia khich 
hing. 

(2) To chirc hgi thio, hgi nghj vi sg kifn vdi 
nhieu blnh thuc khac nhau tuy theo mye dieh nhu: 
phdi hgp vdi khich hang td chirc hdi thio, cdng ty 
td ehire mdi khach hang dg, khach hang td ehue ma 
mdi edng ty du, hdi nghj khach hing, tifc khich 
hang, tifc chifu dai, td chuc sg kifn dinh diu mdt 
ky nifm, mgt sg kifn trong nio dd. 

(3) Cac hopt dgng cham sdc khach hing mang 
tinh thuong mpi nhu: Tpo cac gia gj cgng them (tao 
thfm djch vy cd lifn hf chat che vdi sin phim...); 
Khuyin mai (tpng qua mien phi, bin hang giim gii, 
tii trg die bift, didm thudng, tning thudng); Nhdm 
uu tifn (eau lac bd khach hing VIP, khai thic ydu td 
giao dye, sue khoe...); Cho di dd nhin lai (tir thien, 
dim bao mdi trudng, tai trg cho eae hoat ddng cgng 

Sir do 2: Quy trinh chim soc khach hang 
Phan nhom kh.ieh 

h:ing 
i .\.ic djnh iihiim khach 

•< hang mitc tiC-ii 
De ra inuc tieu va chinh sach 

chi) tung nhdm Kl I 

Kieiii tra. giam Mit Td chirc 
thge hien thge hien 

Xciy dimg quy frinh 
iligc hien 
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Sof do 3: Quy trinh quan ly su phan nan ciia khach hang 

Tiep nhan Chuyen y kien Xac ininh thong tin Tiep nhan Chuyen y kien Xac ininh thong tin 

A 

Tong hgp giai quyet Bao cao phe duyet Lap phuong an xu ly Tong hgp giai quyet Bao cao phe duyet Lap phuong an xu ly 

dong...); Tang thuong (tang qua nhan djp dac biet, 
phan thudng, chuang trinh khach hang uu dai...). 

Nhin chung, cac hinh thuc cham sdc khach hang 
phai tao dieu kifn de dang, don gian de thurc hien, 
mang san pham/djeh vy den tan tay, mang den eho 
khach hang nhdng gi hp mudn, ca nhan boa san 
pham djch vu. Ben canh dd, thai dp ctia nhan vien 
cham sdc khach hang phai bet sire an can, cdi md, 
than thien.(2002)[ 5]. 

Thii' ha, Quan ly su khieu nai, phan nan ctia 
khach hang. 

Quy trinh quan ly su khieu nai, phan nan eiia 
khach hang ve co ban eung gdm 6 bude: 

- Trong bude tiep nhan dan/thu, doanh nghiep 
phai thge hien ba edng vice ehii yeu la: (1) Nhan 
don/thuqua eae kenh khac nhau (true tiep hoac gian 
tiep) eiia cac bp phan khac nhau trong doanh 
nghiep, (2) Xac nhan don/tbu khieu nai da dugc tiep 
nhan (3) Nhap ndi dung don thu/khieu nai. 

- Sau khi nhan dan/thu ciia khach hang, cac nhan 
vien chuc nang ciia doanh nghiep can dpc ky de 
nim bat diing npi dung khieu nai/phan nan; phan 
loai dan thu ngay va ehuyen dan thu/y kien den eac 
dan vj cd trach nhiem xu ly theo diing quy trinh. 

- Don vj xir ly dan/thu khieu nai cd trach nhiem xac minh thdng tin lien quan den npi dung y kien phan anh ddi vdi don vj theo chirc nang. Ngoai ra, don vj xir ly phai ed y kien danh gia mirc dp Idi, thpc hifn diing/sai chinh sach va y kien xir ly ddi vdi khach hang va ddi vdi khach hang. Yeu cau thdng lin xac minh phai dam bao tinh trung thge, chinh xac, thau dao va nhanh chdng. - Don vj xir ly sau khi xac lap day du thdng tin 

can thift phai lap phuang an xir ly y kifn lifn quan. 
Phuang an xir ly bao gdm giai quyft vdi khach hang 
va ndi bp va luu y Iga chpn phuang an tdi uu can doi 
bao dam quyfn lpi khach hang va quyfn Ipi/uy tin 
ciia doanh nghifp. 

Thu- tir, khao sat, kifm tra mire dp hai Idng ciia 
khach hang 

Hoat ddng khao sat, kifm tra mire dp hai long ciia 
khach hang ve co ban dupe tien hanh qua hai bude 
chinh la: Chuan bj va tien hanh khao sat muc dp hai 
Idng khach hang va xir ly ket qua khao sat hai long. 
Trong mdi bude neu trfn lai cd nhifu khau edng 
vife cy thf khac nhau va nhung nguyen tac, yeu cau 
khac nhau. 

- Bude 1, chuan bj va tifn hanh khao sat mirc dp 
hai Idng khach hang. 

Khao sat mirc dp bai Idng khach hang la mdt qua 
trinh dugc tifn hanh thudng xuyen. Trong dd, khach 
hang dugc yfu cau cho bift cam nhan ciia hp va day 
la each phd bien df thu thap thdng tin quan trpng tu 
khach hang. Cd rat nhifu each de tbgc hifn khao sat 
nhu: giri phieu khao sat theo boa don thanh toan tifn 
ciia khach hang, phdng van trgc tiep tirng ca 
nhan/hd gia dinh; Phat phieu khao sat tdi nhirng 
khach hang dfn van phdng bp phan cham sdc khach hang. - Bude 2, xir ly ket qua khao sat hai Idng ciia khach hang Sau khi hoan thanh dieu tra, eac bp phan quan ly vifc khao sat mirc dp hai Idng khach hang can chii y thue hifn mdt so edng vife va yeu cau sau: (I) Tdm tat kk qua khao sat va tir dd xac djnh xu hudng va dau hifu eiia cae van de. 
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(2) Danh gia ket qua khao sat. Cu the la danh gia 
dp chinh xac ciia nhan xet hay phan nan va quyet 
djnh nhirng gi cSn lam de cai thifn tinh hinh. 

(3) Thay doi ket qua thpc hipn cong viec. Trong 
do. ehu y de xuat eac thay doi trong tit ea cae quy 
trinh, thu tyc lien quan va ban mo ta cong viec va 
truyen dpt nhirng sp thay doi nay den nhirng nhan 
vien chju anh huong su thay doi. 

(4) De xuat tien hanh dao tao can bp de tang 
cudng nang luc va ky nang eiia nhan vien d bp phan 
ein thiet de ed the thay ddi ed hieu qua. 

(5) Thdng bao tdi khach hang va (6) Lien tgc 
giam sat qua trinh thpc hifn thay ddi. 

2.2.3. Be xudt lien quan den to chdc thuc hien 
cdc gidi phdp/bien phdp CRM 

Nhu da neu d tren, vife dam bao ndi dung khoa 
hpc, hpp ly eiia timg giai phap CRM hudng dfn vifc 
thpc hifn eae chiln lupc CRM da lua chpn van hoan 
todn chua dii df mdt hf thong CRM hoat ddng cd 
hifu qua. Cdng vifc cuoi ciing, ma cac doanh 
nghifp ein tiln hanh dl myc tieu tren trd thanh hifn 
thpc la phai td chirc tdt qua trinh thpc hifn eae giai 
phap dd Ipa chpn. Cd nhieu cdng viec khde nhau 
thupc giai doan thu ba nay, song dudi day chung tdi 
chi xin tap trung trinh bay 2 cdng vifc chu ylu Id: 
Xay dpng bp mdy quan trj quan hf khdch hang vd td 

NGHI6N CUU TRflO 

chuc ddo tao nhan vifn. 
Thu nhdt, vl vifc xay dung bp mdy quan trj quan 

hf khdch hang. 
Cung gidng nhu viec lua chpn cdc giai phdp 

CRM, vifc xdy dpng bp mdy quan trj quan bf khdch 
hdng trong mdt doanb nghifp phdi ludn ludn tuy 
thupc vao chiln lupc CRM ma doanh nghifp da lua 
chpn. Bdi vay, khdng thi ed mdt md hinh td chirc bp 
may quan trj quan hf khach hdng chung eho mpi 
doanh nghifp. Tuy nhifn, df khde phye nhirng ban 
chf ciia edeh td chirc bp may qudn trj quan hf khdch 
bdng hft sue phan tan ciia ede doanh nghifp trong 
thdi gian qua, chung tdi cho rdng bp may qudn trj 
khdch hdng trong thdi gian tdi edn phdi dupe cdi tien 
theo hudng sau day: 

- Dii Id doanh nghifp Idn hay nhd tbi cung can cd 
bp phdn quan trj quan bf khdch hdng ddc lap ddt 
dudi su quan ly true tiep cua lanh dao cdp cao trong 
doanh nghifp (2012)[ 3]. 

- NIU Id doanb nghifp nhd, bp phan quan trj quan 
hf khach hang se gdm cd mdt nhdm 3- 4 ngudi phan 
cdng nhau ddm nhifm eac ehue ndng cy the khde 
nhau de thuc hifn cdc gidi phdp CRM, trong dd mdt 
ngudi ed thi dam nhdn tu mpt den mdt sd ehirc 
nang. 

- NIU la doanb nghiep Idn, bp phdn qudn trj quan 

So do 4: Co cau to chuc bf phan quan trj quan hf khach hang 
d cac doanh nghifp Idn 

Giam doc 
cdng ty 

Trirdng pliong Td 
chirc nhan sp 

Tnrdng phdng 
CRM 

Tnromg phong ky 
thuat 

Trung tam chdm sdc 
khdch hdng 

Trung tdm xir ly khieu nai 
khach hang 
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hf khach hang co nhieu nguoi thi can dupe phan 
chia thanh nhung bp phan nho bon dam nhiem tung 
chuc nang khac nhau va moi bp phan se eo mpt so 
nhan vien theo so do 4. 

- Ben canh viec quan tam xay dung co cau to 
chuc, viec cai tien hoan thien bp may quan iy CRM 
con phai bao bam ca viec tuyen dung va bo tn' cae 
nhan vien trong bp may sao cho hpp ly, khoa hpc va 
hieu qua. Nhin chung, cae can bp, nhan vien quan tri 
quan hf khach hang phai la nhung ngudi khdng chi 
cd trinh dp chuyfn mdn nghifp vu rat ehuyen 
nghifp ma cdn phai la nhung ngudi ludn vui ve 
phue vu ngudi khac, phuc vu doanb nghifp va cdng 
ddng. Nhirng td chat nay phai nfn cd san trong tinh 
each eua hp. Hp cd thf khdng phai la nhung ngudi 
edi md nhat nhung ludn chii trpng dfn vifc dap irng 
nhu eau ciia ngudi khac. Ban giam ddc doanh 
nghifp phai dam bao ed dupe nhOng ban md ta edng 
vifc r5 rang va nhat quan cho nhirng vj tri lifn quan 
va phai tuyen chpn dupe nhurng ngudi tot nhat dap 
irng dupe yfu cau cua ban md ta edng vife. 

Thir hai, ve vifc dao tao nhan vifn quan trj quan 
hf khach hang. 

Khi dao tao eae nhan vien quan trj quan hf khach 
hang, phai tap trung vao nhirng khia canh ma qua dd 
hp ed thf giai quylt cae van de lien quan ciia khach 
hang mpt each hifu qua. Can phai dua ra mdt quy 
trinh boat ddng chuan va tuan thii quy trinh dd mdt 
each chat che. Dieu nay cd nghTa la cho nhan vien 
cd quyfn lam nhirng gi can phai lam df lam hai Idng 
va gay an tupng tdt ddi vdi khach hang. Cd thf ndi 

trong nhirng bude diu cua quy trinh cham sdc khich 
hang, can bp quan ly cin hudng dan, giam sat sao 
cho nhan vien ed thf vira lam vira hpc va phat huy 
sang kifn df cung cip djch vu khach bang hifu qua 
cua minh. 

Nhan vifn lam nhifm vu quan hf khach hdng 
phai dupe buin luyfn toan difn dl hoan thanh tit 
vai trd ciia minh. Qua trinh buin luyfn bao gdm dao 
tao bdi dudng phat trifn ky nang ban dau va dao tpo 
lai theo thdi gian. 
Phat trifn djch vu khach hang phai dupe chii 

trpng nhieu trong qua trinh huan luyfn. Nhan vifn 
mdi phai nhan dupe ban md ta edng vife, trong do 
chi rd nhirng yfu cau va edng vife va trach nhifm 
eua hp. Difu nay se giup cho nhan vifn cam thiy tu 
tin va phat huy hft nang luc eua hp. 

Ban giam ddc nfn thudng xuyfn td churc nhifng 
dpt tap huan ve djch vu khach hang cho nhan vifn 
CRM. Vifc tap huan nfn gdm bai tap ddng vai, md 
phdng tinh hudng, nghifn ciru tinh hudng eu thf va 
thao luan nhdm. Difu nay eung se cimg cd thai dp 
ddi vdi khach hang va nang cao ky nang xu ly tinh 
hudng khd. 
Cac nhan vien CRM cin phai dupe dao tao vl 

nhiing van df eu thf sau: (I) Ky nang giao tilp ea 
nhan (2) Ky nang giao tiep qua difn thoai (3) Quy 
trinh cung cip dich vu (4) Vai trd va trach nhifm (5) 
Tinh cdng khai cua hf thong (6) Cac nguyfn tac 
cham sdc khach hang va xir ly khilu nai cua khach 
hang.n 
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