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MO DAU

1. Ly do chon dé tai

Vi su phat trién manh mé ciia cach mang cong nghiép lan thir 4, dich vu Vién thong
12 mot phan khong thé thiéu trong su phat trién cua xa hoi. Trong cac nim qua mic du chiu
anh hudng tir dai dich Covid-19 cac doanh nghiép Vién thong 16n da hoan thanh chi tiéu kinh
doanh va ting trudng so voi cac nim trude. Vi muc tiéu va ké hoach giao doanh thu hang
nam cua khdi khach hang ca nhan tai TTKD VNPT — Hai Duong chiém ty trong tir 70% dén
80% doanh thu ciia toan don vi day 1a mot thach thirc rat 16n cta don vi trong cong tac qua tri
ban hang cho khdi ca nhan. Véi nhitng yéu cau ngdy cang cao ctia khach hang vé dich vu Vién
thong doi hoi cac nha quan tri phai nhan thirc, nim bat cac co hoi trong cong tac diéu hanh
chinh sach vé chién luoc kinh doanh, nhan lyc tham gia ban hang

Nhan thirc duoc tim quan trong ctia cong tac quan tri ban hang cho sy phat trién bén vimng
ciia TTKD VNPT — Hai Duong va danh gia duoc diém manh, diém han ché cta trong quan tr
ban hang tai don vi, do vy viéc nghién ctru dé hoan thién cong tac quan tri ban hang tai TTKD
VNPT — Hai Duong 13 mot doi hoi cap thiét. Vi 1y do nay, toi chon dé tai “Qudn #ri ban hang
cho khach hang ca nhan tgi Trung tém Kinh doanh VNPT — Hai Dwong” 1am dé tai nghién
ctru, nham gdp phan hoan thién hon va ning cao hiéu qua kinh doanh ctia TTKD VNPT — Hai
Duong.
2. Tong quan vé van dé nghién ctru

Trong linh vuc kinh doanh thi viéc nghién ctru thuc tién quan tri ban hang 1a hét strc quan
trong trong nang luc t6 chirc, phét trién ctua doanh nghiép. Hién nay, cac Tap doan Vién thong
16n tai Viét Nam nhu VNPT, Mobifone, Viettel va FPT déu tap trung xay dung cac chién luoc
va muc ti€u kinh doanh trong giai doan ngén han va dai han dé dam bao du sirc manh canh tranh
trén thi truong. Céc nha Lanh dao cua doanh nghiép xac dinh viéc quan tri ban hang dé dua dich
vu dén tay nguoi tiéu ding, chiém linh duoc thi truong 12 nhiém vy tién quyét d&é doanh nghiép
ton tai va phat trién bén vimg.

Trong qua trinh thuc hién luan vin, tac gia da tiép can mot sb dé tai lién quan toi chu dé
nghién ciru quan tri ban hang ciia mot sd tac gia nhu sau:

Nguyén Minh Pt (2019) véi luan vin thac si “Qudn tri hoat déng ban hang va thiét
bi phu kién tai Céng ty Dich vu Vién théng Mobifone khu vuc 1” Trudng Pai hoc Ngoai
thuong.
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Huynh Quang Hitu (2015) véi luan van thac si “ Mt so gidi phdp hoan thién quadn tri
ban hang tai Cong ty TNHH Servier dén nam 2020 Trudng Dai hoc Kinh té Thanh phd HO
Chi Minh.

Nguyén Hai Ha (2015), “Hoadn thién cong tic qudn tri ban hang tai Doanh nghiép
Thinh Phat”, luan van thac si Trudng Pai hoc Kinh té Hué.

Céc nghién ctru trén di cung cip day du luan ct khoa hoc vé quan tri ban hang, noi
dung nghién ctru duoc trinh bay theo nhidu cach thirc khac nhau dua ra cac ndi dung cy thé
quan tri ban hang 1a co s dé danh gia hoat dong kinh doanh ctia doanh nghiép.

Tuy nhién, mdi doanh nghiép cung cap cac loai hinh dich vy, san pham khac nhau ra
thi truong s€ co thuan loi va kho khan riéng méc du cung chiu tdc dong chung ctia cung nén
kinh té x4 hoi. Cho dén nay chua c6 nghién ciru ndo vé quan tri ban hang cho Khach hang ca
nhan tai TTKD VNPT — Hai Duong tir 46 giup TTKD VNPT — Hai Duong dat duoc muc ti€u
kinh doanh va phat trién bén viing trong twong lai. Do vay, ddy l1a khoang trong nghién ctru
ma tac gia c6 thé tap trung tim hiéu.

3. Muc dich nghién ciru
Muc dich chung:
Nghién ctru quan tri ban hang tir 46 dé xuat cac giai phap hoan thién cong tic quan tri ban
hang cho khach hang cd nhan tai TTKD VNPT — Hai Duong.
Muc dich nghién ciru cu thé:
- Hé thong 1y thuyét, thuc tién vé quan tri hoat dong ban hang.
- Danh gia thuc trang hoat dong ban hang cho khéach hang ca nhan tai TTKD VNPT —
Hai Duong trong giai doan tir nam 2019 dén nam 2021.
- Dé xuét giai phap nhim tiép tuc hoan thién quan tri hoat dong ban hang cho khach
hang ca nhan trong giai doan tiép theo.
4. Poi twong va pham vi nghién ciru
Poi tiwong nghién ciru:
- Dé tai tap trung nghién ctru cong tac quan tri hoat dong ban hang d6i voi khach hang
ca nhan.

Pham vi nghién curu
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Pham vi ndi dung: Nghién ctru phan tich thyc trang vé cong tac quan tri hoat dong ban
hang cho khach hang c4 nhan, dé xuit cac giai phap hoan thién hoat dong ban hang tai
TTKD VNPT — Hai Duong.
Pham vi khong gian: Nghién ctru tai TTKD VNPT — Hai Duong.

Pham vi thoi gian: S6 liéu nghién ctru tong quan thyc trang quan tri hoat dong ban hang

cho c4 nhan duogc thu thap trong giai doan tir ndm 2019 dén nim 2021.

5. Phuwong phap nghién ciru

Phuwong phap thu thap dir licu:
Quan sat thuc dia: Dua trén diéu kién cta ban than dang cong tac tai TTKD VNPT —
Hai Duong quan sét vé cach thirc xay dung muc tiéu ban hang, t6 chtic hoat dong ban
hang, tuyén dung va dao tao nhan vién, cac budc xay dung quy trinh ban hang va gidm
sat hoat dong ban hang tai don vi.
Phuong phap nghién ctru tai ban: Thu thap dit lidu thir cip qua bao cao két qua kinh
doanh, bao cao hoat dong nhan sy tai TTKD VNPT — Hai Duong, van ban quy trinh
quy dinh ctia Tap doan va Tong Cong ty Dich vu Vién thong.
Phuong phap nghién ctru dinh tinh bang cach: Phong van siu can bo lanh dao, truong
phong chuyén mon nghi€p vu, cac phong ban hang va khao sat nhan vién tham gia tryc
tiép vao hoat dong ban hang. Cac cau hoi duoc dya trén 1y thuyét va tham khao ¥ kién
chuyén gia.
Phwong phdp xir 1y s6 liéu:
Dt li€u thu thap dugc théng ké, tinh toan, téng hop, so sanh.
Str dung phan mém tinh toan Microsoft Excel dé xir Iy nhimng dit liéu thu thap dugc.
Phwong phap phan tich dir liéu:
Péi voi dir liéu so cAp: phan tich bang cach ghi chép, 1am sach dit liéu, so sanh va trao
d6i véi giang vién huéng dan dé tién hanh viéc bao cdo nghién ciru.

Dbi voi dit liéu thir cap: Phén tich tong hop, danh gia.

6. Két cau cia luan van

Ngoai phan ma dau, két luan va danh muc tai liéu tham khao, luan vin két ciu 3 chuong

nhu sau:

Chuong 1: Céc vin d& co ban cua hoat dong quan tri ban hang
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Chuong 2: Thyc trang quan tri ban hang cho khach hang ca nhan tai Trung tam
Kinh doanh VNPT — Hai Duong
Chuong 3: Giai phap hoan thién quan tri ban hang cho khach hang ca nhan tai
Trung tam Kinh doanh VNPT — Hai Duong
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CHUONG 1: CAC VAN PE CO BAN CUA HOAT PONG
QUAN TRI BAN HANG
1.1. Khai quat vé hoat dong ban hang
1.1.1. Khai niém ban hang

Ban hang duoc dinh nghia: “la tién trinh dé thuc hién cidc mdi quan hé giita ngudi mua
va ngudi ban, trong d6 ngudi ban nd luc kham pha nhu ciu va mong mudn cia ngudi mua
nham théa man cao nhit cac loi ich dai 1au cho ca bén mua va ban” [13, Tr.6].

Theo quan niém khac: ban hang la hoat dong ma ngudi ban nhan duoc tir ngudi mua
tién, vat phém hodc gia tri trao ddi va nguoi mua nhan duoc dich vu hay hang héa theo thoa
thuan [24].

1.1.2. Cdc hinh thirc bdn hang chii yéu

Tur cac khai niém trén ta thdy ban hang 1a mot khau ctia qua trinh thyc hién luu thong
hang hoa, nham dua hang hoa tir noi san xuat dén ngudi tiéu ding. Khi d6 ngudi mua va
ngudi ban c6 thé lwa chon cac phuong thirc ban hang phu hop vé6i diéu kién caa minh, hinh
thirc va phuong thirc ban hang phan anh mbi quan hé giita ngudi mua va ngudi ban trong giao
dich mua ban, thanh toan va van chuyén.
1.1.2.1. Cin ct theo dia diém ban hang

Theo dia diém ban hang c6 thé phan loai nhu sau: Ban hang tai kho cung tng, ban
hang tai ctra hang, ban hang luvu dong (ngudi ban mang hang hoa dén tan chd ngudi mua).
1.1.2.2. Theo khau luu chuyén hang hoa

Céc hinh thirc ban hang theo khau luu chuyén hang hoa bao gdm hinh thirc ban budn
va hinh thtrc ban 1¢.
1.1.2.3. Theo phuong thirc ban hang

Bén hang theo phuong thirc bao gdm ban hang theo hop dong hodc don hang, ban hang
truc tiép khong can ky két hop dong, ban ddu gia va xuit khau.
1.1.2.4. Theo hinh thirc ban hang khac

Ngoai hinh thirc ban hang trén con c¢é cac hinh thic ban hang truc tuyén (ban hang
online) nhu ban hang qua dién thoai, ban hang qua Internet va mang xa hoi.

1.1.3. Vai tro ciia hoat dong ban hang

Vai tro cua hoat dong ban hang trong hoat dong kinh doanh ciia doanh nghiép:
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Vai tro cta ban hang chinh 1a ban duoc hang hay k¥ ning ban hang 1a 1am thé nao dé
ban dugc hang. Dé doanh nghiép o vi tri va phat trién thi cac hoat dong ban hang 1a quan
trong, hoat dong d6 danh gia duoc gia tri vé san xuét hay kinh doanh cua doanh nghiép.

Vai tro ciia hoat dong ban hang déi véi phwong thirc marketing hén hop

Poéi véi chién lwpc san pham: hoat dong ban hang gitip cho doanh nghiép thu thap
duogc thong tin thi trudng tir d6 doanh nghiép co cac ké hoach cai tién san pham phu hop va
doanh nghiép s& quyét dinh nhan hiéu va co cdu mat hang méi cho thi truong.

Poi voi chién lwpe gid: nhd ¢6 hoat dong ban hang ma doanh nghiép c6 thé kip thoi
diéu chinh gia theo thi truong hodc ddi thii canh tranh, giup chién lugc gia cia doanh nghiép
ludn phu hop vé1 moi truong kinh doanh.

Poi véi chién lwoc phdn phoi: dé thyuc hién cac phuong thirc dua san pham dén tay
nguoi tiéu dung thi ngudi ban hang dong vai trd van chuyén hang hoa c6 vai trd quan trong
trén kénh phan phéi.

Poi véi chién lwpc xiic tién hon hop: Trong chién luoc xtc tién hdn hop ngudi ban
hang tham gia truc tiép, thuong xuyén vao cac hoat dong chao ban san pham, ngoai ra bao
gom quang céo, khuyén mai, quan hé cong chung, ban hang tryc tiép va marketing truc tiép.
1.2.  Quan tri ban hang
1.2.1. Khdi ni¢m qudn tri ban hang
1.2.1.1. Khainiém

Quan tri ban hang 13 quan tri c6 d6i twong duoc quan trj truc tiép bao gdm cac quy
trinh, quy dinh, ban hang ctia doanh nghiép, tap trung vao cac ndi dung sau: xay dung muc
tiéu ban hang, t6 chirc thuc hién ban hang va kiém soat ban hang. Tuy thudc vao qui mé va
chién lugc ctia mdi doanh nghiép thi doi ngii quan 1y nhan vién kinh doanh s& c6 thé dugc
phan theo cap do khac nhau: tuy nhién, xay dung va phat trién lyc luong ban hang 1 nhiém
vu va trach nhiém cta nhan luc quan 1y ctia doanh nghiép, dong thoi ho 1am viéc mét cach
tich cuc va hiéu qua nhat nham dat myc tiéu chung ciia doanh nghiép
1.2.1.2. Muyc tiéu quan tri ban hang

Muc tiéu quan tri ban hang ¢ ting giai doan, ting nganh hang 1a khac nhau song chu
yéu hai muc tiéu chinh 1a myc tiéu vé nhan su (con ngudi) va muc tiéu vé loi nhuén.
1.2.2. Ngi dung qudn tri ban hang
1.2.2.1. Xay dyng muc ti€u ban hang
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X4y dyng muc tiéu ban hang 1a mot trong nhiing viéc dau tién, quan trong ddi voi quan

trj ban hang. Muc tiéu cua luc luong ban hang trong doanh nghiép 1a tim kiém khach hang

m&i (nhom nhan vién tim kiém don hang), cung cép dich vu cho khach hang, hd trg khach

hang (nhom nhan vién tiép nhan va xtr Iy don hang, nhan vién hd tro ban hang).

1.2.2.2. T6 chic lyc lugng ban hang

Luc luong ban hang ciia doanh nghiép bao gdm nhirng ca nhin trong mot t6 chirc, cac
t6 chirc tham gia tryc tiép vao qua trinh ban hang ciia doanh nghiép Luc lugng ban hang 1a
cau ndi quan trong gilta doanh nghiép va thi truong va duoc t6 chirc theo mé hinh sau:

- Tb chirc ban hang theo khu vuc dia 1y.
- T6 chirc ban hang theo san pham.
- T6 chirc ban hang theo chuyén mdn héa khach hang.
- T6 chirc ban hang theo kénh ban hang.
- T6 chirc ban hang theo kiéu hdn hop.
1.2.2.3. Tuyén dung dao tao nhan vién ban hang
Tuyén dung nhén vién ban hang:

Tuyén chon nhan liwc ban hang 13 qua trinh danh gia cac ing vién theo nhiéu khia canh
khac nhau dya vao yéu cau vé vi tri cong viéc dé tim dugc nhimg ngudi pht hop theo cac yéu
cau dat ra. Tuyén chon nhéan lyc dap ung dugc cac yéu cau:

- Phai xuét phat tu ké hoach san xuét kinh doanh va ké hoach tuyén dung nhan lyc.
- Tuyén chon dugc nguoi co trinh d6 can thiét cho cong viéc.

- Tuyén chon ngudi gan bo véi doanh nghiép.

Dao tao nhan vién ban hang

bao tao nhan vién la mdt cong viéc quan trong trong moi td chue, doanh nghi¢p, la
qué trinh cung cap kién thirc, hoan thién k¥ niang, rén luyén pham chat nghé nghiép cho nhan
vién ban hang.
1.2.2.4. Tao dong lyc cho nhan vién ban hang

Tao dong luc cho luc lugng ban hang 1a hé théng cac chinh sach, bién phép, thu thuat
quén 1y tac dong dén lyc lwong ban hang nham lam cho lyc lwong nay c6 dong lyc trong cong
viéc. Cac bién phap tao dong Iuc cho nhan vién lam viéc co rat nhiéu va rat da dang, tao dong
luc cho nhan vién duge thuc hién qua hinh thic di ngd bang cong cu tai chinh va cong cu

phi tai chinh.



1.2.2.5. Quy trinh ban hang

Buée 1: Chuan bi

Buéc 2: Tim kiém khach hang tiém ning

Bueéc 3: Tiép can khach hang

Buéc 4: Gi6i thiéu, tiép thi vé san pham dich vu ciia doanh nghiép
Buée 5: Béo gia va thuyét phuc khach hang

Buéc 6: Thong nhat va chét don hang

Budc 7: Cham séc khach hang sau ban hang

1.2.2.6. Giam sat va danh gia hiéu qua ban hang.

Giam sat ban hang nham xac dinh mic do théa méan khach hang, dong thoi danh gia
mirc 6 thanh cong trong cong tac ban hang va phat hién cac tinh hubng bét loi, cac hoat dong
chua phu hop dé dua ra cac bién phap diéu chinh kip thoi.

Qua trinh d4nh gia hiéu qua ban hang phai dua trén nhitng tiéu chuan va phuong phap
nhat quan dé dam bao tinh chinh x4c va kha ning so sanh giita cac két qua danh gia.

1.3.  PDic diém hanh vi mua hang ciia khach hang ca nhan
1.3.1. Hanh vi mua hang cvia khdach hang ca nhan
1.3.1.1. Khai niém hanh vi mua hang cua khach hang

Trong mdi quan hé mua ban hang héa giita khach hang v6i doanh nghiép thi hanh vi
ctia khach hang duogc gidi han trong cach tiép can 1a hanh vi mua hang, chinh vi vdy thuat ngi
hanh vi khach hang dong nghia v6i hanh vi mua hang cta khach hang. Hanh vi cua khach
hang co thé quan sat dugc nhu sb luong mua sdm, mua khi nao, mua véi ai,... hodc 1a nhirng
suy nghi cam nhan cta khach hang trong qua trinh mua sim va tiéu dung.
1.3.1.2. Céc yéu t6 anh huong dén hanh vi mua ctia khach hang cé& nhan.

Hanh vi ctia ngudi mua chiu anh huéng ctia cac yéu té nhu sau: yéu to vé thuan phong
my tuc, tic dong ctia xa hoi, tAm Iy mdi ngudi va ban than ho. Dé cach tiép can va phuc vu
ngudi mua tot nhat thi nguoi ban hang can nim bat dugc cac yéu td trén.
1.3.1.3. Cac dang hanh vi mua cta khach hang c4 nhan.

Hanh vi mua cta ngudi tidu dung c6 thé b thay d6i boi cac yéu t6 tac dong khac nhau
va céac thoi diém khac nhau. C6 cac dang hanh vi mua ctia ngudi tiéu dung nhu sau: hanh vi
mua phtc tap, hanh vi mua thoa hiép, hanh vi mua tim kiém sy da dang, hanh vi mua theo

thai quen.
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1.3.2. Quy trinh quyét dinh mua hang ciia khdch hang cd nhén
Quy trinh mua hang ciia khach hang c4 nhan dugc coi nhu mot cach giai quyét qua trinh nham

thoa min nhu cau trai qua 5 giai doan theo so d6 hinh 1.3:

Y thirc nhu Tim kiém Danh gia Quyét dinh Danh gia
cau > thong tin » cac > mua sim » sau khi
phuong éan mua

Hinh 1.3. M6 hinh 5 giai doan ciia qua trinh mua sim
(Nguon: Tran Thi Thdp. 2012, Tr 48)

Giai doan 1: y thivc nhu cdu
Giai dogn 2: Tim kiém thong tin
Giai dogn 3: Ddanh gid cdac phwong dn
Giai doan 4: Quyét dinh mua sim
Giai doan 5: Danh gida sau khi mua
Y dinh mua cta nguoi tiéu dung phu thude vao thai do cua nguoi than hodc ban be, va yéu tb
hoan canh. Nguoi tiéu dung hinh thanh y dinh mua dua trén yéu t6 ngan sach, gia ca, loi ich

san pham. Céc budc tir viéc danh gia phuong an dén quyét dinh mua theo so do hinh 1.4:

Quan diém cua

A 4

banh gia cac Y nguoi khac Quyét

\ 4

\ 4

dinh mua

\4

phuong éan lua dinh mua

Céc yéu to hoan

chon

A 4

canh bt ngd

Hinh 1.4. Cac bude giira viéc danh gia va quyét dinh mua
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CHUONG 2 : THUC TRANG QUAN TRI BAN HANG CHO

KHACH HANG CA NHAN TAI TRUNG TAM KINH DOANH

VNPT - HAI DUONG
2.1. Tong quan vé TTKD VNPT — Hii Dwong
2.1.1. Gigi thigu vé Tong Cong ty Dich vu Vién thong VNPT VinaPhone
Tén doanh nghiép: TONG CONG TY DICH VU VIEN THONG
Tén giao dich nudc ngoai: VNPT VINAPHONE CORPORATION
Tén viét tit: VNPT VINAPHONE
Lich si¢ hinh thanh va phdt trién

Tap doan Buu chinh Vién thong Viét Nam (VNPT) 1a Tap doan giir vi tri dimg dau vé
phat trién Vién thong - Cong nghé thong tin (VT-CNTT), Tap doan c6 di nang lyc canh tranh
v6i cac Tap doan VT - CNTT 16n trén toan cau. Pong thoi, VNPT 13 nha cung cap dich vu
dau tién dat nén mong cho sy phat trién cia nganh VT-CNTT Viét Nam.

Chirc nang va nhiém vu:

VNPT Vinaphone 1a don vi kinh doanh chu luc va c6 vai trd quan trong trong chudi
gia tri cua Tap doan VNPT, chiu trach nhi€ém moi hoat dong kinh doanh ctia toan Tap doan,
tryc tiép phuc vu thi truong va x hoi. VNPT VinaPhone s& thay mit Tap doan cung cip céc
dich vu vién thong, CNTT, truyén thong bao gém ca di dong, bang rong, ¢d dinh, truyén hinh,
truyén dan, dich vu gia tri gia tang, giai phap CNTT,... dén tat ca cac khach hang.

Trong qué trinh tai co cdu VNPT, VNPT VinaPhone 1a don vi 16n nhat vé mit nhan
su, dem lai doanh thu va lgi nhun 16n nhat cho VNPT.

2.1.2. Co cdu té chirc va nguon lue co ban ciia TTKD VNPT — Hii Duwong
Tén doanh nghiép: Trung tdm kinh doanh VNPT — Hai Duong — Chi nhanh Téng Cong
ty dich vu Vién thong
Tén viét tat: Trung tm kinh doanh VNPT — Hai Duong
Dia chi: S6 1 dai 16 H6 Chi Minh, phudng Nguyén Trii, thanh phd Hai Duong, tinh Hai
Duong.
M s6 thué: 0106869738-038
Dién thoai: 02203866966 Fax: 02203830200

Website: www.haiduong.vnpt.vn
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Trung tdm kinh doanh VNPT — Hai Duong la chi nhanh hach toan phu thudc, truc
thuoc VNPT Vinaphone — don vi thanh vién hach toan doc lap.
2.1.3. Két qua sin xudt kinh doanh ciia TTKD VNPT — Hii Duwong giai doan tiv nim
2019 dén nim 2021
Bang 2.1: Bang két qua hoat dong kinh doanh ciia TTKD VNPT — Hai Dwong giai
doan 2019 — 2021

Céc chi tiéu Pon vi 2019 2020 2021
tinh

Toéng doanh thu béan | Ty dong 521,5 550,6 589
hang va cung cip dich
vu
Tong chi phi Ty dong 82 75,5 88
Chénh 1éch thu chi Ty dong 439,5 475,1 501
Tong nop NSNN Ty dong 15,9 16,8 18,5
Tong sé thué bao di | thué bao 235.870 236.916 288.152
dong
Tong sO thué bao bang | thué bao 163.913 198.000 223.668

rong (Fiber va MyTV)
(Nguon: Phong ké todn — ké hoach TTKD VNPT-Hai Duong)

Co cau thu nhap binh quan ctia ngudi lao dong
25

20
15

10

[¢;]

Nam 2019 Nam 2020 Nam 2021

® Tién lwong binh quan ™ Thu nhép binh quan

Hinh 2.3. Biéu dé co' cAu tién lwong va thu nhép binh quin cia ngwoi lao dong tai TTKD V
NPT - Hai Dwong giai doan 2019 -2021
(Nguén: Phong Nhan sw - Tong hop, TTKD VNPT — Hdi Duong)
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2.2. Thuc trang cong tac quan tri ban hang cho khach hang ca nhan tai TTKD
VNPT — Hai Duong
2.2.1. Tong quan vé thi trwong kinh doanh dich vu Vién thong tai TTKD VNPT -
Hdi Duong

Thi phan dich vu Internet Thi phan dich vu di dong

DN VNPT DN
20% 1

= Viettel =FPT = VNPT =~ DN khac = Viettel = Mobifone = VNPT = DN khac

Hinh 2.4. Biéu d6 ty trong thi phan dich vu Vién thong tai tinh Hai Dwong nim 2021
(Nguon: Tong Céng ty Dich vu Vién théng VNPT Vinaphone)

2.2.2. Cdc loai hinh dich vu Vién thong cung cdp cho khdch hang cd nhén tai TTKD

VNPT — Hdi Duong

Céc loai hinh dich vu vién thong TTKD VNPT — Hai Duong cung cép cho khdi khach
hang c4 nhan: nhom dich vu thoai, nhém dich vu Internet, nhom dich vu truyén thong va
truyén hinh, dich vu sd ca nhan.
2.2.3. Thuc trang qudn tri ban hang cho khdach hang ca nhin
2.2.3.1. Thuc trang vé xdy dung muc tiéu ban hang

Bit ky mot don vi nao déu phai c6 nhitng muc tiéu trong mot khoang thoi gian nhat
dinh, dé tir 46 Lanh dao, cac phong ban, cac ca nhan trong don vi d6 hudng dén thyc hién.
Cubi nim danh gia cac muyc ti€u do co dat hay khong dat, Iy do va céan ctr vao tinh thuc té cua
thi truong, cua don vi dé dua ra cac muc tiéu phén d4u cho giai doan moi.

TTKD VNPT — Hai Duong 1a don vi truc thuoc VNPT Vinaphone nén cac muc tiéu
ban hang nhu doanh thu, san lugong thué bao phat trién moi, s6 thué bao thuc tang, ké hoach

hoat dong cua don vi dugc tiép nhan tr don vi chu quan.
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Bang 2.2: Chi tiéu giao ké hoach cho khdi khach hang ca nhin cia TTKD VNPT - Hai
Dwong nam 2019 — 2021

Dich vu Pon vi tinh | KH 2019 KH 2020 | KH 2021
Chi tiéu vé Doanh thu
Dich vu Di dong Tr.dong 177.800 164.900 164.200
Bang rong . 283.300
_ Tr.dong 242.400 237.900

(MegaVNN + FiberVNN)
Dich vu ¢6 dinh Tr.dong 8.416 4.594 3.199
Dich vy MyTV Tr.dong 16.221 43.815 44,742
Dich vu sb ¢4 nhan Tr.déng 43.306
Tong doanh thu khoi .

Tr.dong 444,837 451.220 452.112
KHCN
Chi tiéu vé thuc bao thuc tang
Dich vu Di dong Thué bao 39.658 25.395 2.976
Bang rong Thué bao 25.477 11.449 13.898
Dich vu MyTV Thué bao 27.699 32.056 87.157

(Nguon: Phong Ké todn Ké hoach, TTKD VNPT — Hdi Duong)

TTKD VNPT — Hai Duong dugc giao muc tiéu trén cac chi sé danh gia vé thi truong,
tdc do ting trudong hang nam, danh gia tinh hinh canh tranh trén thi trudng va muyc tiéu chung
ctia toan Tap doan. Sau khi TTKD nhén duoc ké hoach giao tir Tong Cong ty, Ban giam ddc
cung cac phong chuyén mon nghiép vu 1a Nhan sy - Téng hop, Diéu hanh nghiép vu va Ké
toan ké hoach dua trén ké hoach giao do dé thiét lap muc tiéu cho tung chi s6 va phan rda muc
tiéu dén ting phong ban hang.

Ngoai cac muc tiéu trén, TTKD giao chi tiéu vé phat trién kénh ban hang, chi tiéu vé
d6 hai long khach hang, phat trién kénh cong tac vién ban hang,... Cac chi tiéu nay TTKD
phan rd hang thang dén phong ban hang theo timg mirc d6 quan trong, giao trong KPI ctia
nhan vién.
2.2.3.2. Thuc trang vé t6 chirc ban hang

Co ciu té chirc lwc lwgng bdan hang
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Bang 2.3: Co c4u nhén lyc tham gia ban hang cho khach hang c nhan tai TTKD
VNPT — Héi Duong

Pon | Giditinh Trinh d6 Do tudi
Churc danh Vi Nam | N bH, | Trung | So Tréq Duéi
tinh Cb cap cap | 40 tudi | 40 tudi
Piéu hanh chinh
_ Nguoi | 3 8 11 10 1
sach kinh doanh
Giam doc PBH | Nguoi | 13 1 14 12 2
Nhan vién kinh
Nguoi | 31 36 24 14 29 39 28
doanh + LDTL
Nhéan vién giao
Nguoi 15 6 4 5 5 10
dich
Nhan vién ban
. ) Nguoi 5 4 1 5
hang online

(Nguon: Phong Nhan sw - Tong hop, TTKD VNPT — Hdi Durong)

M@ hinh t6 chikc lwc lwong bdn hang cho khdch hang cd nhin

Té chtrc luc lwong ban hang cho khach hang ca nhan cia TTKD VNPT - Hai Duong
duoc phan ra theo cac khu vuc dia 1y bao gdm 12 huyén, thanh phd, thi x3, Giam déc TTKD
chiu trach nhiém chung vé diéu hanh kinh doanh dén 12 don vi. Tiép tuc phan cép theo khu
vuc dia Iy nhé hon cia timg phong ban hang theo cap phuong, xa. Trén toan tinh Hai Duong
6 235 x4, phuong va mdi phong ban hang phan chia s6 luong xa phudng cho nhan vién dia
ban (bao gom dbi twong nhan vién ban hang va lao dong thué lai) quan 1y.

Bang 2. 4: S6 lwong NVDB quan Iy ban hang theo khu vire phuwong, xa trén dia ban

tinh Hai Dwong

TT Don vi S6 xa, phuong | NVDB 2019 | NVDB 2020 | NVDB 2021
1 Binh Giang 16 6 6 5
2 | Cam Giang 17 4 5 5
3 Chi Linh 18 6 7 7
4 Gia Loc 19 5 5 4
5 Hai Duong 25 9 7 8
6 Kim Thanh 18 4 4 5
7 Kinh Mon 23 7 7 6
8 Nam Sach 19 6 4 5
9 Ninh Giang 20 4 4 6
10 | Thanh Ha 20 5 4 4
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TT Don vi S6 x4, phuong | NVDB 2019 | NVDB 2020 | NVDB 2021

11 | Thanh Mién 17 5 6 6

12 | TaKy 23 5 6 4
Tong 235 66 65 65

(Nguon: Phong Nhdn Su - Tong hop, TTKD VNPT — Hdi Duong)

Panh gi4 theo quy md s lugng nhan vién tham gia ban hang va tong sd dia ban phan
chia thi luc lugng nhan vién kinh doanh giao phu trach theo cac dia ban rong, mot nhan vién
quan 1y nhiéu xa phuong nén khong thé chiam soc tot duoc tat ca cac khach hang hién hiru.
Piéu d6 dan dén cac chi tiéu giao cho nhan vién kinh doanh khong thé thuc hién tot.

Ngoai ra, TTKD VNPT — Hai Duong c6 kénh ban hang online nhu ban hang qua cac
mg dung ban hang qua hé thong website cia VNPT, qua tong dai ban hang 18001166, ban
hang qua di¢n thoai.
2.2.3.3. Thuyc trang vé tuyén dung va dao tao nhan vién

Do ban hang 1a mdt cong viéc ¢ tinh ap luc cao, nhét 1a ban hang dich vu vién thong
trong giai doan canh tranh, nén viéc xay dung va duy tri mdt lyc lugng ban hang gioi va on
dinh 13 hét stc thiét yéu. Trong giai doan tir nim 2019 dén 2021, lyc luong ban hang cia
TTKD VNPT — Hai Duong di duoc dio tao dé dap tng theo tinh hinh thuc té. Tuy nhién sb
lugng nhéan vién ban hang nghi viéc hang nim cia TTKD Ia tir 6 — 8 nhan vién/nam chiém ty
1& 8% - 10% tong s6 nhan vién kinh doanh. Trong d6, s6 nhan vién nghi hang nim do trén 3
thang khong hoan thanh chi tiéu KPI (PKI<70%) chiém tir 1 dén 2 nhan vién/nam. S6 lugng
nhan vién nghi viéc nay 1a 100% nhan vién tham gia ban hang truc tiép, khong c6 nhan vién
tai cac chuc danh khac. Diéu nay cho thiy TTKD can phai c¢6 nhitng chinh sach dong vién va
giit nhan tai t6t hon nira bén canh hoat dong tuyén dung dau vao phai luon ludn sin sang.
Tuyén dung lyc lwong bdn hang: Trong giai doan 2019 — 2021, TTKD VNPT — Hai Duong
theo chi tidu ctia Tong Cong ty giao chi duoc tuyén chinh thirc 04 nhién vién kinh doanh cho
vi trf ban hang cho khéi doanh nghiép, con véi nhan vién ban hang cho khéi ¢4 nhan thi TTKD
chi dugc tuyén CTV. Viéc tuyén dung CTV khong duoc thuc hién day du cac budce theo quy
trinh tuyén dung chung ctia TTKD.

Dao tao nhén vién bdn hang: Dbi v6i nhitng nhan vién ban hang méi TTKD ¢6 dao tao cac
k¥ ning giao tiép va nghiép vu ban hang. Cac nhan vién nay duoc phong DPHNV cung cap
C4c tai liéu co lién quan dén cong viéc ban hang nhu san pham dich vu TTKD dang cung cip

trén thi truong, chinh sach ban hang nhu gia cudc, hoa hong dugc hudng,... thi truong kinh
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doanh, phuong thirc kinh doanh. Sau d6 nhan vién méi dugce giao vao cac vi tri ban hang cu
thé va duoc dao tao huéng dan thém. Nhan vién méi bét tay ngay vao viée va duoc chi dan
cua nhan vién cii. Nhan vién ban hang, ngoai viéc dugc td churc cac 16p hoc truc tiép, 16p hoc
online do cac chuyén vién cia TTKD VNPT — Hai Duong truc tiép huéng dan, nhan vién ban
hang ciing duoc tham gia thém cac khoa hoc trén trang web learning.vnpt.vn, cac budi hoc
qua livestream ctia VNPT Vinaphone tb chirc dao tao.

2.2.3.4. Thuyc trang vé tao dong luc cho nhan vién

Nhan thirc duge tam quan trong cua nguff)n nhan sy ban hang chat luong cao voi sy tdn
tai va phat trién cua don vi, TTKD VNPT — Hai Duong luén tao moi diéu kién cho nguoi lao
dong yén tam, gin bo lau dai. TTKD VNPT — Hai Duong 4p dung dong thoi ca hinh thirc dai
ngo tai chinh va dii ngd phi tai chinh. Nhitng chinh sach dong vién khuyén khich nhan vién
cia TTKD VNPT — Hai Duong du nho nhung rat can thiét trong tinh hinh kinh té khé khan
hién nay dé bo phan nhéan vién ban hang hoan thanh t6t cong viéc.
2.2.3.5. Thuc trang vé quy trinh ban hang

Quy trinh ban hang dich vu cho khach hang c4 nhan dang huéng dan va trién khai tai
TTKD VNPT — Hai Duong ciing tuan thu theo quy trinh 7 budc chung. Tuy nhién, qua thyc
té thi viéc ap dung cac budc trong quy trinh ndy s& phai linh hoat, tiiy theo ting loai kénh ban
hang dé ap dung cho phu hop.

TTKD VNPT — Hai Duong dang ban hang va cung cép dich vu cho khach hang ca
nhan trén tat ca cic kénh ban hién c6 nhu nhan vién kinh doanh, CTV di ban hang truc tiép
va kénh diém ban hang cb dinh. Quy trinh ban hang cho NVDB, CTV di ban hang truc tiép
s& khac v&i ban hang tai cac diém cb dinh nhu diém giao dich, diém ban hang, diém cung cap
dich vu vién thong.
2.2.3.6. Thuyc trang vé giam sat va danh gia hiéu qua ban hang
Giam sat hoat dong ban hang

Giam sat hoat dong ban hang 1a mot viée rat quan trong nham dam bao luc lugng ban
hang dat dugc muc ti€u dé ra. Cong tac kiém soét ban hang tai TTKD VNPT — Hai Duong
duoc thuc hién bao gém kiém soat vé mat két qua cling nhu vé mit hanh vi ngoai dia ban cua
nhan vién ban hang thong qua hoat dong bao cdo, hoat dong kiém tra giam sat nhan vién ban

hang cta cac cap quan 1y va hoat dong danh gia nhan vién ban hang.
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Kiém tra giam sat hoat dong ban hang ctia TTKD VNPT — Hai Duong dén cac phong
ban hang truc thudc, mdt mat dya trén viéc do luong céc két qua cua viéc ban hang trén cac
hé thdng diéu hanh san xuét kinh doanh ctia don vi, cac bao cdo tinh hinh két qua kinh doanh
tir cac don vi truc thudc bao cao.
Ddnh gid hiéu qud ban hang

Dua trén nhirng két qua phan tich trén, dé danh gia duoc hiéu qua cong tac quan tri
hoat dong ban hang, c6 thé do luong thong qua chi sb chat lugng quan trj ban hang nhu doanh
thu ban hang, tién luong va thu nhap binh quan cia nguoi lao dong dé tir d6 co dinh hudng
va muc tiéu trong nam tiép theo.

Biang 2.5: Doanh thu ban hang cho khéi KHCN qua cac nim 2019 -2021

bon vi 2019 2020 2021
Doanh thu )
tinh DT DT Tang truong DT Tang truong
Dich vu D1 .
” Tr.dong | 153.710 | 152.000 98,88% 162.000 106,58%
ong

Bang rong+ .
Tr.dong | 215.695 | 242.500 112,43% 224.000 100,62%

¢ dinh
Dich vu .
Tr.dong 11.811 26.093 220,92% 36.095 138,33%
MyTV
Dich vu s6 ca .
A Tr.dong 35.816
nhéan
Téng 381.210 | 420.593 110,33% 477.911 113,63%

(Nguon: Phong Ké todn — Ké hoach, TTKD VNPT — Hdi Diwrong)

2.2.4. Mjt s6 két qua khdo sdt vé hoat dpng qudn tri ban hang cho khdch hang cd

nhdn tai Trung tdm Kinh doanh VNPT — Hdi Duwong

Pé danh gia thuc trang vé quan tri hoat dong ban hang cho khach hang ca nhan tai
TTKD VNPT — Hai Duong viéc khao sat ¥ kién cua khach hang dang str dung dich vu cta
VNPT trén dia ban tinh Hai Duong vé hoat dong nay rat quan trong. Cac ciu héi phong van
khach hang ciing dua trén cac cau hoi tai Phu luc 1.

Céc s6 lidu phong van duoc phan tich cung véi thyc trang tai don vi lam o dugc cong
tac hoat dong quan tri ban hang tai TTKD VNPT — Hai Duong.

2.3.  Panh gia chung vé cong tic quan tri ban hang cho khach hang ca nhén tai
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TTKD VNPT — Hai Dwong
2.3.1. Nhitng két qua dat dwoc
Thir nhdt, vé cach phan rd muc tiéu tir TTKD dén cac phong ban hang d3 minh bach, rd rang:
TTKD giao chi tiéu tric tiép dén cac PBH va nhan vién kinh doanh dya theo quy mé dia ban,
ty 1é ting trudng qua cic ndm va két qua thyuc hién cta nam trude.
Thir hai: TTKD d4 phan chia nhan luc ban hang theo dbi twong khach hang diéu d6 ting tinh
chuyén nghiép ctia nhan vién, nhan vién s& nim bat chuyén sau vé loai dich vu cung cip dén
khach hang tao duoc niém tin va ting do hai 1ong cua khach hang.
Thir ba: xay dung d6i ngii ban hang chuyén biét thudng xuyén dugc dio tao vé chuyén mon
va nghiép vu ban hang thi luc luong ban hang ciia TTKD da ngay dugc nang cao vé trinh d9,
dan dap tmg duoc kinh doanh dich vu vién thong trong giai doan canh tranh hién nay.
Thir tie: Quy trinh ban hang ciia TTKD da dugc xay dung mot cach rd rang, dé hiéu. Nhan
vién ban hang méi dé dang nim bat va hoc thudc tat ca cac ndi dung cia quy trinh.
Thir ndm: TTKD ludn da c6 nhiéu ¢ gang hoan thién trong viéc xay dung mot ché d6 luong
thuong day di nham khuyén khich nhan vién lam viéc hiéu qua cao.
Thur sau: Nhitng thanh tyu va két qua dat duoc trong hoat dong quan tri ban hang cua TTKD
da va dang gop phan quan trong vao sy thanh cong chung ctia doanh nghiép.
2.3.2. Nhitng han ché

TTKD VNPT — Hai Duong di budc dau xdy dyng va thuc hién quan tri ban hang song
chi 1a nhirng hoat dong phai thyc hi¢n va muac dg lién két khong cao. Hoat dong quan tri ban
hang ctia TTKD con han ché, hé thong kiém soat két qua con dang trong giai doan tiép tuc
hoan thién, con mot s6 chi tiéu mai chi kiém soat & muirc bao cdo ctia nhan vién.

Thir nhat: Muc tiéu ban hang ciia TTKD do Tap Poan va Tong Cong ty Dich vu Vién
thong VNPT — Vinaphone xay dung va giao vé cac TTKD, do vay c6 cac chi tiéu 1a qua kha
ning thuc hién cta nhan vién. Pdng thoi, cac chi tiéu giao mdi dirng lai mot cach chung
chung, hoat dong dy bao ban hang, nghién ctru thi trudng chua dugce dau tu va quan tam.

Thir hai: vé luc luong ban hang cia TTKD da moé rong da kénh, tuy nhién vi¢c lién
két, hd tro giita cac kénh chua chit ché..

Thir ba: Mic du khé khin trong viée tim kiém ngudn luc ban hang, TTKD chua thudng

xuyén to chirc tuyén dung ngudn nhén lyc ban hang.



19

Thir tw: Quy trinh ban hang ciia TTKD vén dimg & budc 1y thuyét truyén dat lai dén
nhan vién, chua bai ban va thuc sy rd rang, chua c6 huéng dan cu thé cac phuong phap dé
thuc hién trong cac budce cua quy trinh.

Thir nam: TTKD chua xay dung duoc hoat dong tu tim kiém khach hang tiém ning
cho doi ngii nhan vién ban hang. Day ciing coi 1a thiéu sot khién mot bo phan nhan vién lo 1a,
thu dong trong viéc cho doi khach hang dén mua hang.

Thir sau: Do co ché tuyén dung ciia TTKD khong duoc tuyén nhan vién chinh thic
nén tuyén CTV kho khin, dé tuyén thém dugc ngudn nhan Iyc ban nén TTKD néi long quy
dinh trong tuyén dung. Do vy, voi nhan luc nay chat luong khong dong déu chua dap ung
duogc yéu ciu cong viéc.

Thir bay: Cong tac kiém tra, danh gia nhan vién chua duoc chu y nhiéu va thuong
xuyén, mang tinh chat chung chung thong qua hoat dong bao céo, giam sat dugc thuc hién
thu cong.

Nguyén nhan:

- TTKD chua tap trung dau tu, dao tao duoc nhan luc ¢ trinh do, kha nang phan tich nhu
cau thi truong, nhu cau khach hang dé giai quyét dugc ndi dung phéan ra ké hoach theo
tung dia ban.

- Cong tac quan tri kénh ban hang chua chuyén nghiép, viéc danh gia cac kénh chua toan
dién, ti€u chi danh gia con mang dinh tinh nhiéu.

- Trong cac nim 2019 -2021, TTKD khong c6 co ché tuyén dung lao dong chinh thirc nén
nhan luc gén b6 véi don vi thép, Cong tac vién chua déng long gz“'ln b6 vé1 TTKD.

- TTKD chua c6 chién luge tuyén dung CTV thay thé cho doi ngli nghi vi¢c, can bo 1am
cong tac tuyén dung con han ché, tuyén dung nhan lyc ban hang con mang tinh chi quan.

- Quy trinh dao tao luc lugng ban hang cua TTKD mai chi trong ndi bd, nén luc lugng ban
hang va quan tri vira 1am vira hoc héi 1an nhau.

- TTKD chua c6 danh gia va gidm sat lyc lugng ban hang kip thoi vé viée thuc hién ban
hang va cham soc khach hang sau ban hang nén nhén vién chua c6 dugc tap khach hang
tiém ning.

- TTKD chua xay dyng duoc hé théng CNTT dé c6 thé ghi nhan, giam sat va danh gia két

qua ban hang cia nhan vién
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CHUONG 3: GIAI PHAP HOAN THIEN QUAN TRI BAN

HANG CHO KHACH HANG CA NHAN TAI TRUNG TAM KINH

DOANH VNPT — HAI DUONG
Pinh huéng, muc tiéu kinh doanh dich vu Vién théng tai TTKD VNPT —
Hai Duwong

3.1.1. Pinh hwéng kinh doanh dich vu Vién thong tai TTKD VNPT — Hii Dwong

Vé nguon luc:

Néng cao chét luong ning luc, vai trd, hiéu qua ctia nhom tham muu quén tri kinh doanh
cling nhu cong tac to chirc vdi dinh hudng “phat trién — hiéu qua”.

Néng cao chét luong d6i ngili nhan vién ban hang chuyén nghiép.

Pay manh tng dung Cong nghé thong tin nham tang ning suat lao dong, hd trg nang cao

chét lwong dich vu dé tang suc canh tranh phat trién dich vu va chiém linh thi phﬁn.

3.1.2. Muc tiéu phdt trién dich vu Vién théng

Muc tiéu chung

Phén dau xay dung TTKD VNPT — Hai Duong hoat dong 6n dinh, duy tri muc ting truéng
doanh thu hang nam tir 8% - 10%, chénh 1éch thu chi tang tir 5% -7%, cai thién thu nhap
cho nguoi lao dong vai1 mire tang trudng tor 10% - 12%/nam.

Cung cb va giit vitng thi trudng dich vu bang rong hién tai. Phan dau dén nam 2025 thi
phan bang rong trén 50%.

Phén d4u ting san luong phat trién thué bao di dong hang nim, dén nam 2025 thi phan di
dong dat trén 25%.

Muc tiéu trong cac nam tiép theo ddy manh chuyén ddi s6, tham gia manh vao thi trudng
chuyén doi s6 cho cac b nganh, dong thoi phat trién dich vu sé ca nhan. Muc tiéu dén
nam 2025, ty trong doanh thu tir dich vu s6 ca nhan chiém khoang 15% dén 20%.

Muc tiéu vé quan tri hoat dpng bin hing

Xac dinh dwoc muc tiéu ban hang dung ngay tir dau, tip trung day manh thyc hién cac chi
tiéu d6 ngay trong cac thang dau nam, c6 diéu chinh cac muc tiéu khi c6 bién dong thi
truong.

Xay dung cac chién luge muyc tiéu ngin han, dai han pht hop véi tinh hinh thi trudng va
diéu hanh chung ctia Tong Cong ty dé dam bao tan dung duoc co sé vé ngudn luc tai

chinh, con nguoi.
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- Xay dyng d6i ngii ban hang chuyén nghiép véi chinh sach dai ngd nhan sy pht hgp nham
tuyén dung va ddo tao doi ngii nhan vién c6 chuyén mon gioi, nhiét tinh va trach nhiém
vO1 cOng viéc.

- Hang nim, t6 chirc tir 2 dén 3 khéa hoc ning cao k¥ ning ban hang cho nhan vién dé timg
budc giup doi ngli ban hang chuyén nghiép hon.

- Ap dung cic cong cu hd tro ban hang, ting kha ning tiép can khach hang, ap dung cong
nghé thong tin dé t6i wu hoa thoi gian va thu tuc ban hang.

3.2. Mot sb giai phap hoan thién quan tri ban hang cho khach hang ca nhén tai

TTKD VNPT — Hai Duwong

Qua nghién ctru thuc trang quan tri hoat dong ban hang cung véi két qua khao sat
phong van Ban lanh dao, nhan vién dang 1am viéc tai TTKD VNPT — Hai Duong, tic gia co
dé xuat mot sO giai phap sau dé gop phan hoan thién hon cong tic quan tri hoat dong ban hang
cho khach hang ca nhan tai TTKD VNPT — Hai Duong.

3.2.1. Xdy dung muc tiéu ban hang

Pé cong tac quan tri ban hang dién ra xuyén sudt va hiéu qua, viéc dau tién cia TTKD
la phai xac dinh dugc mot cach rd rang va cu thé muc tiéu ban hang. Bén canh cac muc tiéu
dugc giao mang tinh bao quat két qua ban hang 1a myc tiéu vé doanh thu va loi nhuan, s6
luong khach hang thi TTKD céan ¢ nhitng muc tiéu khac nham phat trién nén tang ban hang
nhu: mirc d6 hai long ctia khach hang, cac muyc tiéu phat trién thi truong (toc do ting truong
doanh sb, s6 luong khach hang méi, sb luong diém ban mdi, gia tri trung binh mdi don hang
béan ra...), cac muc tiéu phat trién lyc lugng ban hang.

3.2.2. Té chikc lyc lwong bin hing
*) Phén nhiém vu cu thé dén tirng loai kénh ban hang trong mét khu vue:

TTKD nén t6 chirc luc luong ban hang theo hudng két hop giita to chirc theo khach
hang két hop véi san pham nhung phan rd vai trod clia timg nhan vién, CTV va kénh ban hang
hon, mdi loai kénh ban hang s& phu trach chuyén sdu mot nhém san pham dich vu cung cap
dén khach hang. Diéu nay s& tao diéu kién cho tirng loai kénh ban hang nim chic hon vé dich
vu ban ra, d& dang tu van va thuyét phuc ciing nhu hd trg cho khach hang. Va diéu nay ciing
giai quyét duoc viée xay ra mau thudn va tranh chip khach hang trén kénh.

*) Hodn thi¢n hé thong kénh bdn hang
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Nhan vién ban hang trye tiép: TTKD can phai dugc tuyén dung thém luc luong ban
hang truc tiép, phan chia mot cach hop 1y nhat dé khai thac hét tiém ning cia san pham dich
vu trén thi truong. Va viéce b tri thém nhan vién s& giam bét ap lyc voi1 nhan vién ban hang.

Kénh ban hang: Viéc lya chon va tuyén dung kénh ban hang 1a mot trong nhitng cdng
viéc kho ma TTKD phai thyc hién trong giai doan nay. Cac kénh ban hang dugc TTKD lya
chon s€ anh hudng truc tiép dén kha nang phat trién dich vu, hoan thanh céc chi tiéu duoc
giao. Viéc tuyén CTV ban hang kho khan, nhung TTKD khong nén bo qua céc budc so tuyén
ban du, loai bo cac ng vién khong dap ing duoc yéu cau cong viée va viée nay ciing giam
b6t chi phi tuyén dung.

*) Néng cao chit lwong cdc thanh vién trén kénh bin hang

Chat luong ctia thanh vién trén kénh ban ciing anh hudng nhiéu dén cach to chirc luc
luong ban hang cta don vi. Pé tuyén chon va xay dung dugc thanh vién kénh ban hang tot,
TTKD can phai:

+ Hoan thién cac tiéu chuan tuyén chon nhan lyc ban hang.

+ Hoan thién quy trinh tuyén chon kénh ban hang.

+ Nang cao nang lyc cta luc lwgng nhan vién kinh doanh trong viéc ho trg kénh ban.

+ Thuong xuyén to chirc cac 16p tap huin, dao tao vé k¥ ning, san pham cho cic nhan luc
ban hang trén cac kénh.

+ Duy tri ddnh gia hoat dong cua kénh ban hang dé xac dinh va dua ra cac quyét dinh lya
chon thanh vién kénh va céc giai phap tang cuong quan 1y kénh.

3.2.3. Dao tao luc lwong ban hang

TTKD VNPT — Hai Duong can phai cht trong ddo tao cho luc luong ban hang thém
nhiing k§ nang chuyén mén, thuong xuyén bd sung viéc dao tao vé kién thiic san pham, dich
vu moi, déng thot xay dung chuong trinh dao tao cho nhan vién mét cach bai ban vé k¥ nang
chuy&n man, kién thic san pham mai.

Pong thoi, TTKD VNPT — Hai Duong mudn nang cao chét lugng ngudn nhan luc noi
chung va nhan lyc ban hang cho cac d6i tuong CTV, kénh ban thi cong tac dao tao cho luc
luong ban hang phai dugc thuc hién thuong xuyén hon.

3.2.4. Xdy dwng quy trinh bdn hang
Quy trinh ban hang chuyén nghiép 1a viéc lam can thiét giup dem lai doanh thu ciing

nhu lam cho viéc ban hang hoat dong mdt cach thuén lgi va hi€u quéa hon. Trén thuc té, quy
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trinh ban hang cua TTKD duoc xay dung dua trén cac bude ban hang phd bién. Tuy nhién,
quy trinh van con chung chung, chi mang tinh chit dinh huéng va 1y thuyét.

Pbi v6i khach hang ca nhan, xu hudng tiéu ding ngay cang thay doi nhanh chong,
hanh vi tiéu dung cta khach hang ciing rit da dang. Do vay, dé hoan thién quy trinh ban hang,
TTKD cén bo sung thém cac phuong phap, cach thirc ban hang.

C6 thé dp dung cdc phwong phdp sau:

+ Phuong phap ban hang SPIN (Situation- Problem — Inplication — Need), tuc 14 thiét ké cac
bd cau hoi giup nhan vién ting cac k§ ning giao tiép voi khach hang va tir 46 ting co hoi chot
sale (day 1a mot trong cac k¥ nang yéu ctia nhan vién ban hang tai TTKD VNPT — Hai Duong).
+ Phuong phap ban hang nhd vao mdi quan hé: 1a phuong phap ma nguoi ban tp trung vao
xay dung mbi quan hé tot vi ngudi mua. Phuong phap nay phu hop véi viée ban hang dich
vu vién thong, vi mgt khach hang co thé sur dung rat nhiéu dich vu cua doanh nghiép.

+ Xay dung doi ngli ban hang co6 k¥ nang, co trinh dJ va co6 thai d lam viéc nhiét tinh trong
cong viéc.

+ Tuyén chon dugc nhéan lyc ban hang c¢6 trinh d6, thuong xuyén dugc tap huan vé k¥ ning,
chuyén mén dé c6 cac hudng phuc vu tt cho khach hang.

+ Thiét 1ap duoc hé thong thu thap thong tin, y kién phan anh ctia khach hang dé tir d6 nang
cao chat luong phuc vu, tao niém tin ctia khach hang vd6i doanh nghiép.

3.2.5. Giam sadt va danh gid hi¢éu qud ban hang

Phwong phap thwe hién:

*) Déi mdi phwong thikc kiém tra gidm sdt nhén vién bdan hang

- Xay dyng ké hoach ban hang.

- Nhén vién béo cdo két qua lam viéc:

*) Hoan thi¢n irng dung CNTT trong cong tic dinh gid két qud ciia nhan vién

TTKD xay dung co s¢ dit lidu tich hgp duogc trén tat ca cac hé théng bao cao két qua
kinh doanh ma don vi dang sir dung, dé tir d6 c6 két qua ban hang chinh xic va nhanh nhét
cua tirng nhén vién.

Két qua mang lai:

Ngoai cac s6 liéu bao céo do y chi quan ctia nhan vién, 1anh dao don vi s€ ndm dugc

chinh x4c két qua thuc hién cua timg nhén vién va két qua ctia CTV va kénh ban tir d6 dé xay

dung chinh sach thu lao pht hop dé khuyén khich phat trién kénh ban hang.
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KET LUAN

Trong giai doan canh tranh manh trén thi truong cung cép dich vu Vién thong viéc
hoan thién quan tri hoat dong ban hang 1a mot yéu cau thiét yéu v6i mdi doanh nghiép dé
nang cao két qua san xuit kinh doanh, phan d4u hoan thanh ké hoach giao.

Thuec té sau gan 7 sau khi duoc tach ra tir Vién théng Hai Duong véi nhiém vu chuyén
biét 1 kinh doanh dich vu Vién thong, ddc biét trong giai doan tir 2019 trd lai day dudi sy chi
dao tir Tap doan VNPT va Tong Cong ty Dich vu Vién thong cong tac diéu hanh ban hang,
quan tri luc lugng ban hang ctia TTKD da dat dugc két qua tdt va chuyén nghiép trong cong
tac ban hang. Bé dap tng vai tinh hinh kinh doanh trong giai doan canh tranh manh mé, cudc
cach mang cong nghiép 4.0 di tao ra su thay ddi trong cach quan 1y, Ban lanh dao TTKD
VNPT — Hai Duong da nhéan thirc duoc vai trd clia hoat dong ban hang va quan tam t6i van
dé nay.

Qua nghién ctru co s 1y thuyét, nghién ciru thyc trang quan tri hoat dong ban hang va
cac ké hoach dugc dit ra cho khach hang ca nhan tai TTKD VNPT — Hai Duong c6 mot )
noi dung di duoc giai quyét nhu sau:

Hé théng hoa cac ndi dung 1y thuyét vé quan tri hoat dong ban hang va nghién ctru cac
anh huong dén yéu t6 mua hang khach hang ca nhan. Tt d6, danh gia thuc trang quan tri hoat
dong ban hang cho khach hang c4 nhan tai TTKD VNPT — Hai Duong. Pong thoi, nham hoan
thién cong tac quan tri hoat dong ban hang cho khach hang ca nhan tai TTKD VNPT — Hai
Duong tac gia c6 mot s dé xuat.

C4cC véan d¢é trinh bay trong luan vin kho tranh khoi nhiing sai s6t mic du di c6 gang
nhung do ban than con han ché vé kinh nghiém va kién thitc. Véi hy vong nhiing giai phap
s& phtt hop véi chién luoc chung ciia Téng Cong ty, ap dung thuc té vao don vi dé ning cao
két qua kinh doanh, t6i rit mong su dong gop cua Quy thiy co va dong nghiép

Xin tran trong cam on./.



