TRIEN KHAI QUAN TRI QUAN HE KHACH HANG-
KINH NGHIEM QUOC TE VA BAI HQC
CHO CAC DOANH NGHIEP O VIET NAM

Vii Ngoc Xuin*

Trong thoi dai canh tranh todn cau ngdy cang cao hién nay, ngay cang c6 nhiéu té chike,
doanh nhiép nhdn ra vai tro trung tam cia khdch hang. Vi vay, cdc doanh nghiép ngdy cang dau
tw nhiéu thoi gian va nguon e dé quan 1y tot hon khach hang ciia minh. C6 nhiéu diw dn vé
quan tri quan hé khdach hang (CRM) dwoc cac doanh nghiép Viét Nam trién khai. Bai viét nay
dé cdp dén viéc trién khai quan 1y quan hé khdach hang tai cic doanh nghiép Hoa Ky va Thdi
Lan, thyc trang vé CRM va rit ra bai hoc kinh nghiém cho cdac doanh nghiép Viét Nam.

Tir khéa: Quan tri quan hé khach hang (CRM), quan 1y du 4n quan hé khach hang, phan mém
quan ly quan hé khach hang, cong nghé di€n toan dam may.

1. Giéi thiéu

Trong thé gidi ddy bat on hién nay, kinh té toan
cau kho khin do cudc khing hoang nha dit & Hoa
Ky, khiing hoang ng cong tai Chau Au, nén kinh té
Viét Nam bi anh hudng sau sdc. Hién nay, Viét Nam
dang trai qua mot giai doan kho khan do su giam gia
clia thi truong bat dong san va nhing bat on trén thi
truong tai chinh. Cac doanh nghiép rat kho khan vi
thi truong san pham c6 cau giam manh. Vao thoi
diém nay, viéc gitt duoc cac hop dong, sy trung
thanh ciia khiach hang c6 y nghia séng con ddi véi
hoat dong ciia doanh nghiép. Mot chién lugc phod
bién 14 cic doanh nghiép duy tri hé thong co so di
liéu, chién lugc quan 1y tap trung vao khach hang,
duy tri mdi quan hé dai han thong qua viéc 1am ting
mirc do thoa méan ctia khach hang. Chién lugc nay 1a
quan tri quan h¢ khach hang (CRM), mét budc quan
trong trong chudi gia tri toan cau. Van dé nay duoc
dé cap trong cac nghién ctru tir nhimg nam 1990 va
1a linh vue duge nhiéu nha khoa hoc quan tam. Cac
nghién ctru cua Reichheld, 1996, Peppers, Rogers,
and Dorf, 1999, Fahey, 1999, Srivastava, Shervanie,
2000, Chen and Popovich, 2003 déu tap trung phan
tich vé CRM. Trong cic nghién ctru, CRM duoc
hiéu theo nhiéu quan diém khéac nhau:

CRM nhu mét gidi phdp cong nghé trg gitp cho
doanh nghiép quan 1y nhiing van d¢ lién quan dén

khach hang. Theo quan diém nay CRM bao gdm céc
phan mém, phuong phap, mang internet gitp doanh
nghiép quan 1y khach hang theo cach c6 t6 chirc.

CRM Ia mdt qua trinh quan ly moi khia canh
tuong tidc cia doanh nghiép vdi khach hang bao
gbém tim kiém, ban hang va dich vu sau ban hang.
Theo quan diém nay thi CRM 1a mot quy trinh ban
hang trong hé théng quan tri chit luong theo tiéu
chuan ISO 9000.

CRM la hé thng thong tin tich hop duoc str dung
dé 1én ké hoach va diéu khién nhiing hoat dong
trude, trong va sau khi ban hang cia mot doanh
nghiép. Theo quan diém nay thi CRM c6 muc tiéu
chinh Ia tdng trudng va tao lgi nhudn trong dai han.
CRM cung céap nhitng phan hdi tot nham danh gia ty
1¢ 1oi nhuan trén von dau tu hay ty 1é 1oi nhuan trén
doanh thu.

CRM 1a mdt chién luwgc kinh doanh cta doanh
nghiép. Day la quan diém cua Gartner, ong cho rang
CRM Ia nhdm tdi uu loi nhuén, doanh thu va sy hai
long cua khach hang. Véi quan diém nay, CRM la
mot chién lugc nhim ting kha nang canh tranh cua
doanh nghiép trén thi trudong.

Quan tri quan hé khach hang- Customer Rela-
tionship Management (CRM) 14 chién lugc thu hit
va duy tri phat trién khach hang bang cach tap trung
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ngudn lyc ctia doanh nghiép vao viéc cung cap san
pham, dich vu cham séc khach hang. Quan Iy quan
h¢ khach hang la mot phuorng phép gitp cac doanh
nghiép tiép can va giao tiép voi khach hang mot
cach c6 hé thong va hiéu qua, quan 1y cac thong tin
ctia khach hang nhu thong tin vé tai khoan, nhu cau,
lién lac va cac van dé khac nhim phuc vu khach
hang tét hon. Cac muc tiéu tong thé 14 tim kiém, thu
hit, gianh niém tin khach hang méi, duy tri nhiing
ddi tac da co, 161 kéo khach hang cil trd lai, giam chi
phi tiép thi va mé rong dich vu khach hang. Viéc do
lwong va danh gia moi quan hé voi khach hang 13 rat
quan trong trong muc tiéu thuc hién chién luoc.

Theo quan diém ctia Tran Minh Pao (2012) quin
trj quan hé khach hang di phat trién va duoc nhan
thic rdng hon. Theo nghia nay, quadn tri quan hé
khdch hang la mot qua trinh bao gom tong thé cdc
hoat dgng lién quan dén viéc xdy dung va duy tri
cdc méi quan hé véi nhitng khdch hang c6 thé mang
lai li nhudn cho doanh nghiép bang cdch cung cdp
cho ho cdc gia tri va sy thoa man 16t hon. Quan tri
quan hé khach hang vira phai nham vao cac khach
hang 16n, vira phai xay dung long trung thanh cua
khach hang dé ho c6 thé mang lai lgi nhudn cho
cong ty trong dai han. Nhitng cong ty khon ngoan
nén chi hira nhimg gi c6 kha ning cung cip cho
khach hang, rdi thuc té lai cung cap cho khach hang
nhitng san pham tot hon 10i hira. Nhu véy, khach
hang dugc théa min dé trung thanh va tir d6 ho s&
chi tiéu nhiéu hon cho cong ty trong sudt cudc doi.

2. Quan tri quan hé khach hang tai doanh
nghiép Hoa Ky

Tai Hoa Ky, hdu hét cac cong ty 16n déu ung
dung phin mém quan tri quan hé khach
hang(CRM). Theo coéng bd cua Gartner (2012),
doanh thu hang nim cua phan mém CRM niam 1997
14 762 tridu d6 la, dén nam 2007 da ting 1én 13 14 ty
d6 la, va nam 2012 Ia trén 20 ty d6 la.

CRM c6 thé dugc chia sé dya trén nhiing quan
diém khac nhau. Theo s6 liéu tir cong ty nghién ctru
thi truong AMR, Boston, Hoa Ky, doanh thu hang
nam ciia phan mém CRM bung nb gan 20 lan trong
thap ky qua. Cac phu(mg phap dé do luong quy mo
cua thi tmong rat khac nhau Nhung hau hét cac
chuyén gia déu thira nhan vé da ting truong lién tuc
ciia CRM. Hién nay, cac cong ty déu c6 it nhit mot
s6 hinh thire cia CRM? C6 thé nhiu ngudi s& ngac
nhién: ty 1& phan trim cta cac cong ty da trién khai
CRM tang 1én theo thoi gian khong, theo cong ty
nghién ctru thi truong CSO Insights (2012), Califor-
nia, Hoa Ky, thuc té ty 1& nay da ting lén tir 53%

nim 2003 dén 75% trong ndm 2015, nhung diéu do6
khéng ¢ nghia 12 moi cong ty déu trién khai CRM.
Tai Hoa Ky hién nay, theo CSO Insights (2012), c6
ta1 25% cac cong ty dang kinh doanh ma khong c6
CRM. Thyc té, CRM vén doi héi giai trinh nhu mot
¥ twdng kinh doanh hip din dé c6 duoc sy dong ¥
cua cac nha quan ly, dac biét 1a khi moi truong kinh
té kho khan. (vin dé suy thoai CRM xay ra vao thang
2 nam 2009). Hau hét moi nguoi da nhin thay loi ich
nhung CRM thuong thit bai trong cudc chién ngan
sach cho céac dy an khac ma 101 hta 1a s& hoan von
dau tu nhanh va sinh loi nhuan. Gié thanh van con la
mot van d&, chi phi ban dau cao cuia mot giai phap
CRM thong thuong. Hién nay, hé théng CRM thay
thé v6i gid ca trong ddi thp 1a st dung phin mém
SasS- mé hinh kinh doanh dich vy. (Hé thong nay t6t
hon so véi mot hé théng CRM thiét 1ap theo yéu cau,
dong thoi hé thong nay cung cap cong nghé “dién
toan dam may”, mot cong nghé mai rat hidu qua va
tiét kiém chi phi). Theo CSO Insights, 85% cua tét
ca cac hé thong CRM trong nim 2003 1a giai phap
tai chd, chi 15% la SaaS. Mai tdi nam 2010, SaaS da
trd thanh phuong phap chu yéu dé truy cép vao
CRM, dén ngay nay, hé théng SasS chiém 53% cua
tit ca cac doanh nghiép trién khai CRM tai Hoa K3y.
Dau hiéu chic chin 1a SaaS di thay d6i canh quan
CRM tai cic doanh nghiép Hoa Ky? Chi tiét vé SaaS
6 thé duge xem tai websites: www.Salesforce.com.
Cac bién d6i cia CRM lién tuc theo thoi gian, theo
Sheryl Kingstone, giam déc nhom nghién ctru doanh
nghiép ciia cong ty Yankee. Ban dau h¢ thong CRM
co ban, doanh s ban hang dugc theo doi va cham
soc khach hang dua trén Web CRM, ngay nay hé
théng CRM da phat trién véi cac dich vu dua trén
dién toan dam may. Nhiing cAu chuyén vé viéc trién
khai CRM thanh cong tai cac cong ty & Hoa Ky
trong 15 nim qua nhu: nha xudt ban McGraw-
Hill; cong ty moi giéi dai ly Sigma tai
chinh; Ceridian, mdt nha cung cép cac dich vu
chuyén nghi¢p; AAA Mid-Atlantic, m¢t nha cung
cép khu vyc dich vu du lich; cong ty dich vu tai
chinh tai chinh Raymond James. Bai hoc thanh cong
rat khac nhau, khong chi & yéu td cac muc tiéu, cac
chién lugc, va cac két qua déu 1a t6t. Trong khoang
mot thap ky tro lai day, danh tiéng cia CRM da 1a
dang ké. Ngay nay hé thong CRM ngiy cang phat
trién nho sy xuét hién cua di dong, phan tich, va cac
phuong tién truyén théng xa hoi nhu facebook. Theo
Michael Krigsmann (2012), Giam ddc diéu hanh cia
Asuret, mdt cong ty tai Hoa Ky chuyén vé trr van va
danh gia rii ro du an, CRM cé6 thé that bai trong
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Bang 1. Ty 1¢ phin trim cac doanh nghiép
trién khai CRM thit bai tai Hoa Ky

qua cac nam

Nim Phan tram that bai
2001 50%
2002 70%
2005 18%
2006 31%
2007 56%
2009 47%

(Nguon:Michael Krigsman (2010),Céng ty
Asuret, Hoa Ky, S6 liéu dwoc tic gia tong hop tir
nhiéu nguon khdc nhau)
cong nghé thong tin tong thé 1a mot thye té cla cude
song. Thu thap s lidu bao céo ty 1& that bai CRM
trong nhiing ndm qua va ghi nhan cac phuong phap
khac nhau dugc st dung trong viéc tao ra chung-
Krigsman minh hoa khé khin nhu thé nao c6 thé
dugc mo ta chinh x4c “thanh cong” va “thit bai”.
Theo s liéu diéu tra, 70% ngudi sir dung CRM
trong nam 2002 bao cao that bai trong sang klen cua
ho; vao nam 2005, con sd nay da giam xuong con

18%. Nhung “cai tién” thuc su phan anh mdt sy thay
doi trong cac tmg dung ciia CRM? Cac két luan suy
yéu boi cac két qua cua nhirg niam sau do, nhur ty 18
“that bai” CRM ting 1én 31% (2006), 56% (2007),

Hinh 1. Piéu tra vé viéc img dung hé thong CRM tai

cac doanh nghiép Hoa Ky

47% (2009)? Cau tra 1oi khong may 1a c6 thé khong
c6 cach nao biét chic chin. La mot thi truong trudng
thanh, tuy nhién, CRM hi¢n nay c6 loi ich lich su
clia n6, chung ta can 1ap mot ho so theo ddi dé so
sanh, va dé nghi kiém tra sy thanh cong clia cac hé
thong CRM.

Nhiéu doanh nghiép vira va nhé tai Hoa Ky
khong trién khai phan mém CRM. Theo diéu tra ctia
cong ty nghién cuu thi truong Bostino, c6 tru so tai
Boston, Hoa Ky, s miu doanh nghiép diéu tra 1a
427 doanh nghiép. Trong sé cac doanh nghiép diéu
tra, c6 16% cac doanh nghiép trién khai va tng
dung phin mém quan tri quan hé khach hang
(CRM). Tuy nhién, c6 t&i1 46% céac doanh nghi¢p tra
101 s& khong trién khai quan tri quan hé khach hang,
26% doanh nghiép chua trién khai quan tri quan hé
khach hang nhung s€ thuc hién trong nam 2013.
Trong cudc diéu tra nay, c6 dén 17% cac doanh
nghiép dugc hoi khong biét CRM la gi?

Cudc diéu tra tiép tuc tién hanh cac ciu héi vé
ngan sach danh cho CRM trong chi phi marketing
ctia doanh nghiép. Trong sd cac doanh nghiép co
trién khai CRM, hau hét c¢6 chi phi CRM chiém
khoang tr 40-50% trong chi phi marketing cta
doanh nghiép. Theo sb6 liu diéu tra, cac doanh
nghiép trién khai CRM déu mat khoang chi phi tir
30.000 dén trén 100.000 USD/thang cho hoat dong
CRM.

Trong s6 cac doanh nghlep khong trién
khai CRM, hau hét déu cho rang néu trién
khai ho s& mat mot khoang chi phi chiém

10% trong chi phi marketing va s& mat

Didu tra v& hé théng CRM tai cac doanh nghiép Hoa khoang tr 10.000 dén 50.000 USD/théng
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Y bic biét, trong s6 cac doanh nghiép du dinh

50% s& trién khai CRM trong ndm 2013, hau hét

jngo d€u cho rang chi phi CRM s€ chiém khoang

35% 30% ngan sach marketing va chi phi CRM

gng’ s& mat khoang tir 30.000 dén trén 100.000

20% USD/thang.
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10% S 3. Quéan tri quan hé khach hang tai
ng’ — | doanh nghiép Thai Lan

Co Khoéng Khoéng Khong biét Tai Thai Lan, mot $6 lugng 16n cac

g'_’”’h”tg_‘ju CRMIagi | doanh nghiép 16n va doanh nghiép trung

et G binh trién khai quan tri quan h¢ khach hang,

trong nam mot sO thanh cong, mot so that bai. Nhirng

2013 nghién clru tai cac quoc gia cong nghiép

| = Didu tra v& he théng CRM tai cac doanh nghiép Hoa ky | phat trién chi ra rang 55-75% cdc doanh

nghiép that bai trong viéc thuc thi cac no

(Nguon:Céng ty nghién cieu thi truong Bostino, Boston,

Massachusetts, Hoa Ky)

luc cua ho théng qua CRM do ddi mat véi
van d€ chi phi cao trong trién khai (theo
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nghién cttu cia Johnson, 2004; Nelson, 2002; Api-
cella va cong su, 1999).

Theo céac nghién ctru ¢ Thai Lan, chi phi cho thuc
thi CRM tuong ddi on dinh khoang 1 tri¢u bat mot
nam (khoang 700 triéu déng) cho doanh nghiép nho
va 20 triéu bat mot nim (khoang 14 ty dong) cho
doanh nghiép 16n. T4t nhién, chi phi nay c6 thé ting
lén tuy thudc vao timg doanh nghiép dac thu nhu
doanh nghiép vé tai chinh, dau khi, vién thong ching
han. Chinh vi nhiing rio can vé chi phi niy, ma rat
nhiéu doanh nghiép mudn thyc thi CRM nhung
khong c6 diéu kién d¢ trién khai. Udc tinh mdt phan
mém quan tri quan hé khach hang v6i 20 ngudi sir
dung nhu sau: gidy phép phan mém 1-7 tri¢u bat,
gidy phép nguoi str dung (20 nguoi sir dung yéu cau
phi hang nam): 1-4 tri¢u bat, h¢ thong quan 1y co so
dit liéu: 1-2 triéu bat, chi phi trién khai trong 1 nim:
1-2 tri€u, chi phi may chu: 100-500 nghin bat. Nhu
vay, téng cong la 4,1 dén 15,5 triéu bat.

4. M6 hinh phin mém quén tri quan h¢ khach
hang (CRM) tai Viét Nam

Phan hé 3S CRM ho trg cong ty phuc vu khach
hang duoc tot hon thong qua viéc tao diéu kién cho
nhan vién thyc thi tot mdi quan hé véi khach hang
va giup cho viéc quan ly khach hang dugc hiéu qua.
Phan hé 3S CRM la cong cu hd trg cong ty quan 1y
khach hang xuyén sut toan by qué trinh tir khach
hang tiém ning, cac co hoi kinh doanh, cac giao
dich ban hang, dén dich vu bao hanh, chim séc
khach hang sau ban hang. Phan hé 3S CRM duogc
két ndi mot cach hitu co v6i cac phan hé khac nhu;
phan hé quan 1y ban hang, phan hé hang ton kho, ...
tao thanh mot quy trinh quan ly khép kin trong cac

bd phan cia doanh nghiép. Céc tinh nang chinh cta
phan mém CRM nhu sau:

Qudn Iy ho so khdch hang: Quy trinh quan ly
khéach hang dugc tu dong hoa tir budc thu thap
thong tin khach hang dén viéc danh gid, phan loai
khach hang. Bao gdm:

- Thu thap thong tin khach hang.

- Phan nhom khach hang (Khéach hang, nha cung
céap, dbi tac).

- Theo ddi qua trinh tiép can va giao dich véi
khach hang.

- Panh gia, phan loai khach hang theo mirc d¢
tiém nang.

- Quan 1y thong tin lién hé, ddi tac.

Nhing thong tin trén c6 thé gitp cac doanh
nghi¢p Viét Nam danh gia, phan loai khach hang tur
d6 phuc vu khach hang t6t hon, nham ting mirc do
hai long cua khach hang.

Qudn ly co hgi ban hang: Quan ly cac co hdi ban
hang phat sinh tir cac khach hang dang quan ly. Bao
gbm cac budc:

Tao co hdi ban hang méi cho 1 khach hang.

Danh gia, phan loai co hoi ban hang theo mtrc do
kha thi.

Theo doi qua trinh giao dich véi khach hang lién
quan dén co hoi ban hang.

Két thuc va dong co hoi ban hang.

V6i tinh ning nay, cong ty ap dung CRM cé thé
gia ting doanh s6 thong qua viéc viée duy tri va tao
mdi cac co hdi ban hang, danh gid cac co hoi ban
hang kha thi.

Hinh 2. Quy trinh phin mém quén 1y quan h¢ khach hang cia cong ty giai phiap phin mém ITG

Viét Nam
o [
- 'u’ y
— — T
A ==
; Co hol
. Giao dich
by 5 3 ban han
khach hang khach hang g

Kiém tra,
bao cao

Cham soc
khach hang

(Nguon: cong ty giai phdp phan mém ITG Viét Nam, 2013)
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Qudn ly lich hen va giao dich: Cho phép theo
doi qua trinh giao dich véi khach hang tir khau lap
ké hoach dén khau thuc hién va theo dbi lich sir giao
dich.

- Lap lich cudc goi;

- Lap lich hen;

- Theo do6i qua trinh thyc hién;

- Theo dai lich sir giao dich.

V6i tinh ning nay, cong ty dp dung co thé thiét
lap cac cudc hen voi khach hang chinh xac, dung
i va o thé theo ddi, kiém tra lich sir giao dich véi
khach hang trong qua khir.

Qudn ly dich vu khdch hang: Chuc nang quéan ly
dich vu khach hang bao gdom cac hoat dong sau:

- Quan ly thong tin yéu ciu bao hanh, hd trg,
khiéu nai ciia khach hang: Tén khach hang, chi dé
yéu cau ciia khach hang, mé ta yéu cau, phuong an
giai quyét, mirc d6 wu tién, tinh trang xir 1y, nguoi
chiu trach nhiém giai quyét.

- Lich goi, lich gip va cac giao dich xir Iy yéu cau
cta khach hang.

- Lich str giao dich xir Iy yéu cau, chiam séc khach
hang.

V6i tinh ning nay, cong ty ap dung CRM c6 thé
xir 1y céc yéu cau khach hang, cham soc khach hang
tot hon.

M@t s6 tinh niang chinh phin mém CRM ciia
cong ty 3STONE:

- Quan ly danh sach khach hang, thong tin khach
hang: tén cong ty, dia chi, s dién thoai.

- Quan 1y moi giao dich mua béan: theo hop dong,
theo khach hang, theo nhan vién, theo ngay.

- Quan ly lich hen voi khach hang: tén khach
hang, nhan vién thuc hién giao dich, thoi gian va noi
hen gap, chi phi.

- Thuc hién bao cao, théng ké: tinh hinh mua ban,
cong no, tinh trang khach hang.

- Chia sé dir liéu, tai liéu, van ban

- Chat noi bd, lich, bang tinh, gio' qudc té

Phan mém quan 1y quan hé khach hang khong chi
1a phan mém luu trir thong tin ctia khach hang ma
con gitip nha quan 1y nhin tong quat vé mdi khach
hang qua céc bio c4o, bi¢u do so sanh. CRM con 1a
chién lugce ciia méi doanh nghiép dé giir va tao ra
cac mdi quan hé tot v6i khach hang méi va cil.

5. Quan tri quan hé khiach hang tai doanh
nghiép Viét Nam va thue tién Quan tri quan h¢

khach hang tai Tap doan buwu chinh vién thong
Viét Nam (VNPT)

CRM d kha phd bién trén thé gi6i, nhung & Viét
Nam van chua dugc quan tim dung mirc. Theo céc
chuyén gia kinh té, viéc tmg dung CRM s& tiét kiém
dugc rat nhiéu chi phi cho doanh nghiép. Chi phi dé
tiép can mot doanh nghiép méi cao gip 5 dén 15 lan
chi phi duy tri mot khach hang da c6 san. Chi phi
ban hang va chi phi phuc vu khach hang cii cling
thdp hon nhiéu so voi mot khach hang méi. Vi vay,
ung dung CRM sé giup doanh nghiép dat duogc su
thod man va trung thanh cta khach hang. Nhiing
khéch hang trung thanh thudng xuyén mua hang sé
it cha ¥ dén gia ca hon, dé phuc vu hon. Nhiing
khach hang hai 1ong v6i doanh nghiép s& pho bién,
khen ngoi doanh nghiép véi nhiéu ngudi khac, qua
dé gitp doanh nghi¢p c6 thém nhiing khach hang
mai.

Nhin chung, khi cac doanh nghiép trién khai hé
théng CRM, muc tiéu chinh 1a:

- Cit giam chi phi, ting doanh thu (theo Abbot,
Stone, and Buttle, 2001), tir d6 mé rong thi truong
va nang cao hi€u qua hoat dong (theo lacovou, Ben-
basat, va Dexter, 1995).

- Giam su sut giam khach hang bang cach xac
dinh nhiing nguyén nhan lam khach hang khéng hai
long. Twr @6, do luong lgi nhuan sut giam khi khach
hang ra di (theo Kotler va Keller, 2006; Hansotia,
2002).

- Duy tri va taing mtic d6 quan hé khach hang
trong dai han bang cach lam ting mirc d6 thoa man
cua ho (theo Aydin, Ozer, va Arasil, 2005, Mittal,
Kumar, va Tsiros, 1999; Anderson, Fornell, va
Lehmann, 1994).

Hién nay tai Viét Nam, véi viéc ung dung cong
nghé thong tin, CRM dang mang lai hiéu qua va
nhiing loi ich to 16n cho doanh nghi¢p. Chinh vi
vay, xay dung va ap dung CRM dang la mot trong
nhiing xu hudng va nhu cau cp bach cua cac doanh
nghiép. Viéc mua mot phan mém quan tri quan hé
khach hang tai Viét Nam c6 gia ca hop ly khoang tir
vai chyc triéu téi mot ty dong tuy thudc quy méd
cong ty va nganh nghé. Viét Nam dimg 9 trén thé
gi6i vé mirc d6 phd bién internet, chi phi vién thong
va phan mém ré. Dic biét, cong nghé dién toan dam
may hién nay giup lam giam chi phi thué may chu
va chi phi phan mém CRM.

Hoat dong CRM rit quan trong trong cac doanh
nghiép kinh doanh cac dich vu vién thong, tin hoc vi
hoat dong dich vy luén ga‘in lién v6i khach hang. Tai
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tap doan buu chinh vién thong Viét Nam (VNPT),
hoat dong CRM van dua vao nhan lyc 1a chinh, nén
rat kho khan trong viéc phét trién CRM quy mé 16n.
Trong khi d6, thi truong dich vu vién thong Viét
Nam dang ngay cang mo rong vdi sy gia nhap va
canh tranh gay git ciia cac doanh nghiép méi. Hoat
dong CRM & VNPT chu yéu la giao tiép truc tiép
v6i khach hang tai quay giao dich. Cac hinh thirc
giao dich khac nhu dién thoai, E-mail va Website
van con han ché, giao dich con mang ning tinh gidy
to, thu tuc, chua thuc su tao thuan lgi cho khach
hang. Mot thyuc t& hién nay, mang ludi vién thong
cia VNPT dang dugc mé rong nhanh chong véi s6
luong khach hang ngay cang gia ting, thé nhung
VNPT lai chua c6 mét co sé dir li€u khach hang tap
trung va co ché quan 1y thong tin khach hang hiéu
qua.

Trén thé gidi, bai hoc va nhitng thanh cong cla
cac “dai gia” trong linh vuc cong ngh¢ thong tin nhu
Apple, Google, Microsolf, Gartner, Sap, Oracle,
Siebel... khi tmg dung CRM cho thdy day 1a mot
giai phap hop 1y va tiét kiém nhat cho doanh nghiép
trong quan tri khach hang nhiing ndm qua. Cling
chinh cac “dai gia” nay da lam so6i dong thi truong
CRM nam 2011 véi doanh thu dat téi 20 ty USD,
toc do tang truong dat gan 9%/nam.

Tir nhitng han ché cia VNPT trong cong tac
CRM, K§ su Hoang Trong Tu, Trung tdm Cong
ngh¢ thong tin thuéc Hoc vién Cong nghé Buu
chinh Vién Thong cung nhom nghién ctru d dé xudt
phu:ong an phat trién hé thong VNPT-CRM str dung
ngudén mé véi muc dich hd trg cong tac quan tri
quan hé khach hang tai Buu dién tinh va cac buu cuc
cép 1. Vi hé thdng nay, cac nhan vién giao dich d&
dang nhén ra cac dbi tuong khach hang, phdi hop
véi cac bd phan k¥ thuat thuc hién cac hoat dong
maketing, ban hang va cung cép dich vu phu hop
nham tdi vu hod loi nhuén va mang lai sy thoa méan
cao nhit cho khach hang. VNPT-CRM con gitp
lanh dao Buu dién tinh xem xét, danh gia hiéu qua
cong viée clia cac nhan vién dé c6 cac chinh sach
khen thuéng hodc ky luit. Ngoai ra, hé théng ciing
ce‘ip cho lanh dao buu dién tinh cac bao cdo hoat
dong quan tri quan hé khach hang tai dia ban tinh,
hd trg 1anh dao dua ra cac chinh sach quan hé khach
hang phu hop hoan chinh.

Hé thdng duoc thiét k& gdm nhidu chirc ning
thanh phan nhu: quan Iy thong tin khach hang, quan
ly tuwong tac khach hang, quan 1y quy trinh ban hang,
quan 1y maketing, quan 1y san phim dich vu, bao
céo thdng ké... dap tng hiu hét nhitng nhu cau,

nghiép vu thyc té tai Buu dién tinh, thanh. Cac quy
trinh nghiép vu trong hé thdng VNPT-CRM duoc
xay dung trén co sé tham khdo cac giai phap CRM
clia cc hing noi tiéng trén thé gidi.

Thong qua hé thdng quan hé khach hang, cac
thong tin ctia khach hang sé dugc cép nhat va dugc
Iuu trir trong hé thong quan 1y co s¢ dir liéu. Nho
mot cong cy do tim dir li€u dac biét, doanh nghiép
c6 thé phan tich, hinh thanh danh sach khach hang
tiém niang va lau nim dé dé ra nhimg chién luogc
cham so6c khach hang hop ly. Ngoai ra, doanh
nghiép con c6 thé xir Iy cac van dé vudng mic cla
khach hang mét cach nhanh chong va hi¢u qua.

6. Két luan va goi y chinh sach cho cic doanh
nghiép tai Viét Nam

Tom lai, quan 1y quan hé khach hang cung cip
mot hé théng dang tin cdy, gitp quan 1y khach hang
va nhan vién, cai thién mbi quan h¢ giita nhan vién
v6i khach hang. Mot chinh sach quan hé khach hang
hop 1y con bao gdm chién luge dao tao nhan vién,
diéu chinh phuong phép kinh doanh va ap dung mot
hé¢ théng cong nghé thong tin pht hop. Quan hé
khach hang khong don thuan 1a mot phan mém hay
mdt cong nghé ma con 1a mét chién lugc kinh doanh
bao gém ca chién lugc marketing, dao tao va cac
dich vu ma doanh nghiép cung g t6i khach hang.
Doanh nghiép c6 thé lua chon mét giai phap quan
h¢ khach hang hop ly dua trén ti€u chi dat khach
hang & vi tri trung tAm, quan tm téi nhu cau cua
khach hang nham dat duoc muyc dich 1a duy tri méi
quan hé t6t voi khach hang va dat duoc loi nhuan tdi
da trong kinh doanh.

Trong xu hudéng xa hoi phat trién hién nay thi nhu
cau st dung hé théng quan 1y cho cac doanh nghiép
ngéy céng tang. Nén kinh té thi tru(‘)'ng va héi nhap
quéc té& doi hoi ky nang quan 1y t6t va hiéu qua.
CRM la cong cu hd tro tét trong viée quan ly quan
he khéch hang Va ngay nay cung c6 mot sd phan
mém phat trién 14 nhitng coéng cu rat tot cho cac nha
quan ly. Thong qua viéc tich hop nhiéu kénh thong
tin khac nhau nhu email, dién thoai, mang xa hoi,...
hé thdng giup chuan hoa va luu trit toan bd cac
thong tin lién quan vé khach hang. Vi vay doanh
nghiép co thé quan 1y chat ché toan bd khach hang
cling nhu hoat dong kinh doanh cta minh. Yéu t6
con nguoi trong cac doanh nghiép Viét Nam s€ dong
vai trd quan trong nhat. Pau tién 13 vai tro cia nha
lanh dao trong viéc quyét tim trién khai CRM. Tiép
dén 14 vai tro cta nhan vién lam viéc v&1 CRM, tam
Iy thong thuong 1a chéng lai su thay ddi thoi quen
hang ngay. Nguoi lanh dao phai cho nhan vién thiy
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duogc loi ich ma CRM mang lai cho cong viéc hién
tai va trong twong lai, qua d6 gitp nhan vién sin
sang don nhan sy thay doi.

Trong linh vyc kinh doanh ngay nay, mot diéu
chic chin 1a s& c() rat nhiéu co hdi 16n lién quan dén
cac sang kién vé CRM. Thuc té la cac cong ty phai
phét trién theo cach nay néu mudn ton tai trong thi
truong vai stc canh tranh ngay cang cao va han ché
tinh trang khach hang ctia cong ty d6 6 at bo di.
Quan hé khach hang bén chit biéu hién mot dong
chay lién tuc cua tai chinh va mot vi thé then chdt
cho su phat trién cia cong ty. Dé c6 duoc cii nhin
lac quan vé qua trinh quan 1y quan hé, can phai dau
tu trong ddi 16n vao phan mém quan 1y khach hang
mdi, dich vu, tri tu¢ va kha nang. Nghién clru cua
AMR uéc doan rang thi truong CRM sé ting trudng
manh trong nhitng nim sip toi. Nhimg sy dau tu
nhu vy htra hen s& lam ting déng ké kha ning cia
mdt cong ty trong viéc quan 1y kién thic va quan hé
khach hang. C6 rat nhiéu loi ich tir nhitng nd luc cta
CRM htra hen s€ dong gop cho ca doi ngii 1anh dao
cling nhu tang 16p dudi. Trong thuc té, chu yéu cac
nha diéu hanh — nhitng nguoi kham pha ra nhiing co
hoi — s& kiém soat phan 16n loi nhuan thu duoc.
Nhiing loi ich bé ndi gin lién véi CRM c6 thé 1a
khong 10, trong d6 gém co:

Mot 14, cac cong ty nhay bén s€ tham gia vao san
xuat nhitng thtr ma khach hang s& mua tiép sau d6
va thuc hién nhitng dé nghi ma khach hang s& nhanh
chong nam bat. Phan mém CRM giiip cho cac cong
ty ndy c6 thé du doan vé nhu ciu mua sim trong
twong lai, quan 1y cac chién dich chu yéu va thuc
hién cac dé nghi ctia khach hang ngay khi c6 co hi.
Céc cong ty c6 thé nhan thay loi nhuén cip s nhan
khi khach hang nong cét cua ho mua nhimmg san
phém va dich vu méi. Thém vao do, loi ich cua
khach hang ciing s& ting mot cach dang ké.

Hai 1a, viéc gitt khach va long trung thanh cuia
khach hang dugc nang cao: cac doanh nghiép nhan
thirc dugc khoan t6n thit khong 16 trong viéc khach
hang roi bo cong ty va loi ich qua lai 1an nhau cta
su trung thanh, cic cong ty di nim bat viéc giit
khach nhu mét kim chi nam trong nhitng niam sip
toi. CRM c6 thé gitip cac cong ty nhan biét xem
khach hang nao c6 kha nang trung thanh va mang lai
loi nhuan nhat dé phan phbi mic d6 dich vu. Cac
nha phan tich cong nghiép nhu nhom Gartner da chi
ra rang, mot s6 cong ty c6 thé ting loi nhuan coa
minh dén 100% va tham chi thém 5% nira tir cac
khach hang cua ho.

Ba 14, viéc Iya chon mot hé théng CRM phu hop

khong phai d& dang, d6i khi mot hé thong dwogc cho
14 phi hop lai khong mang lai nhidu két qua va gia
tri nhu mong doi. Thuyc ra, dbi véi hé théng CRM,
can phai chon lira nhirng hé thng ¢ chirc ning co
ban. Néu khong trién khai mot hé théng, mot mo
hinh CRM phii hop v6i nhu cau hién tai ctia doanh
nghiép ciing nhu phit hgp mot cach tuong déi cho
céc yéu cau trong tuong lai, thi chu doanh nghiép s&
mét khong it chi phi nhim cai thién hé thong. Day
chinh 1a yéu t6 dau tién cac doanh nghiép can phai
can nhic, bén canh yéu té gia ca.

Bon 14, khong phai hé thdng CRM nio ciing ¢
nhing dic tinh gidng nhau, khi trién khai mot hé
thong, théng thuong doanh nghiép can ¢ nhidu su
didu chinh nhdm lam cho hé thdng d6 tré nén hiru
ich hon, phtt hop hon véi nhu cau thuc té ciia doanh
nghiép, tuy nhién khong phai hé thong nao ciing c6
tinh thich tmg cao. Chinh vi thé, xem xét dén tinh
linh hoat ctia hé thng ciing 1a rat quan trong. Dé
khic phuc tinh trang nay, doanh nghiép can xac dinh
1d nhu cau ctia minh khi bé tién ra mua mot phan
mém nao dé, du 1a duoc quang cdo 1a “hét sirc phu
hop v6i nhu cau thuc t& ciia doanh nghiép”. Néu
khong can than trong khau chuén bi, xac dinh nhu
cau va muc tiéu, doanh nghiép chic chin sé& phai co
nhiéu diéu chinh trong thoi quen, tham chi 1a van
ho4 kinh doanh cua doanh nghié¢p minh khi trién
khai mot hé thdng hoan toan mai. Du thay doi 1a tat
yéu, nhung doanh nghiép nén han ché diéu nay ciing
nhu tiét kiém chi phi, thoi gian va hay dé cho hé
théng ban mua vé phuc vu nhu cdu cua ban mot
cach hitu ich nhat.

Nim 14, rt nhiéu doanh nghiép con khong nhan
thie duge tim quan trong cua dao tao trudc va sau
khi trién khai hé thong. Nhitng chwong trinh dao tao
phu hop s€ dam bao nhan vién cling nhu cac phong,
ban duoc trang bi kién thirc vé hé thong nhu cong
dung, cach van hanh,... Khong chi chua tdim dén qua
trinh dao tao trudc khi trién khai, doanh nghiép
cling nén co ké hoach dao tao cho nhan vién, can bd
trong sudt qué trinh ap dung hé thdng, gitp cho ho
luén duogc cdp nhat va tré nén tu tin hon khi su
dung.

Sau 1a, viéc ap dung hé théng CRM, ddng nghia
v6i viéc doanh nghi€p c6 kha nang s¢ htru mét kho
dir lidu d6 s6, va luén duogc cap nhat vé khach hang.
Tuy nhién, van dé dit ra 1a doanh nghiép khai thac
duoc gi tir nhitng dit liéu 4y, do vay, nhirng ban bao
céo thong tin 1a rt can thiét va hitu ich, n6 cho biét
doanh nghiép c6 dugc gi tir nhiing thong tin “dau
vao” cua khach hang, tir d6 ¢6 thém dinh hudng cho
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cong tac phat trién, cai thién san pham ciing nhu
dich vu cung tmg cho khach hang. Mot yéu td nita
doanh nghiép cin quan tdm, d6 1a hé théng CRM
chi duoc coi 13 duoge trién khai mot cach toan dién
khi n6 duoc ban quan 1y str dung nham danh gia két
qua lam viéc ctia cap dudi.

Nhu véy, néu tan dung t6t nhitng bai hoc trén day,
cling nhu luén sang tao va khong ngung tao thém
gia tri cho doanh nghi¢p tir mot hé thong co sin,
chédc chin doanh nghiép sé thu dugc nhiéu loi ich,
khuyén khich tinh than 1am viéc ctia nhan vién ciing
nhu lam hai long khach hang. Do d6, CRM 1a tap
hop céc cong tac quan ly, cham soéc va xay dung
mdi quan hé giita cac khach hang va doanh nghiép.
Quén tri quan h¢ khach hang can tap trung vao dbi
twong khach hang chinh dya trén sy can thiét va kha
nang tao ra lgi nhuan. B(‘Bng thoi can phai thyc thi
cac chuong trinh nhim phan bo nguon luc thich hop
cho tirng khach hang mdt cach hi¢u qua va hop ly
(theo Srivastava, Shervanie, and Fahey, 1999). Phan

Tai liéu tham khao:

bd ngudn lyc mot cach hop 1y nghia 1a dem lai loi
ich cho cé khach hang va doanh nghiép (theo Ram-
sey 2003). Viéc trién khai chinh x4c hé thong quan
tri quan h¢ khach hang giup doanh nghiép cai thién
quan h¢ véi khach hang, tir d6 tao ra doanh thu va
tang khéa nang canh tranh (theo Nguyen, Sherif va
Newby, 2007). Trién khai quan 1y du 4n CRM thich
hop, ngan sich va thoi gian tot s& giup hé thong
CRM van hanh thong subt. Cudi cing, cac nghién
ctru déu chi ra rang viéc hiéu rd vin hoa doanh
nghiép 1 rat quan trong, néu thiéu diéu nay viéc
trién khai CRM kho dé thanh cong (theo Bentum va
Stone, 2005). Vi vay, viéc két hop gitta CRM va vin
hoa doanh nghiép 1a nhiém vu cua cac nha lanh dao
6 moi chuc vu. Boi vi su tac ddng qua lai gitra
doanh nghiép va khach hang 1a mdi quan hé xa hoi
giita nhiig con nguoi. Ma con ngudi 1a tong hoa
cac moi quan h¢ xa hdi. Vi vay, mbi quan h€ nay s¢€
bi anh huong bdi nhling van hoa, tdp quan khac
nhau.(J

Abbott, J., Stone, M. and Buttle, F. (2001), “Customer Relationship Management in Practice — A qualitative study”,
Journal of Database Marketing, 9(1), 24-34.

Anderson, E.W., Fornell, C. and Lehmann, D.R. (1994), “Customer Satisfaction, Market Share, and Profitability:
Findings from Sweden”, Journal of Marketing, 58, 53-66.

Ang, L. and Taylor, B. (2005), “Managing Customer Profitability Using Portfolio Matrices”, Database Marketing &
Customer Strategy Management, 12(4), 298-304.

Apicella, M., Mitchell, K. and Dugan, S. (1999), “Customer Relationship Management: ramping up sales service”,
Info World, 21(33), 68-80.

Arthur, M. Hughes (2012), Strategic Marketing, 10 edition, Mc GrawHill, New York, USA.

Anderson, E.W., Fornell, C. and Lehmann, D.R. (1994), sy hai long cta khach hang, thi phén va lgi nhuén, Tap chi
Marketing, USA.

Apicella, M., Mitchell, K. and Dugan, S. (1999), Quan tri quan hé khach hang qua thtc déy dich vu ban hang, Tap
chi thé gi¢i thong tin, USA.
Bach khoa toan thu, 2012

Chen, J.I. and Popovich, K. (2003), “Understanding Customer Relationship Management (CRM): People, Process,
and Technology”, Business Process Management Journal, 9(5), 672-688.

Tran Minh Pao (2012), Giao trinh Marketing can ban, Nha xuat ban Pai hoc Kinh t& Qudc dan, Ha Nbi.

Henry Steward (2013), The customer relationship management, Tap chi destination CRM, Boston, USA

Truong Pinh Chién (2012), Quan tri quan hé khach hang- khung 1y thuyét va diéu kién tmg dung, Nha xut ban Dai
hoc Kinh té€ Qudc dan, Ha Noi.

Peppers, D. and Rogers, M. (1993), The One to One Future: Building Relationships One Customer at a Time, Dou-
bleday, New York, NY.

Peppers, D., Rogers, M., and Dorf, D. (1999), “Is Your Company Ready for One-to-One Marketing?”” Harvard Busi-
ness Review, 77(1), 151-160.

Nelson, S. (2002), “What’s happening to CRM in 2002”, Gartner Group Research, January.

S6 193 thing 7/2013 44

KinhtéPhat brién




Nguyen, H.T., Sherif, S.J. and Newby, M. (2007), “Strategies for Successful CRM Implementation”, Information
Management & Computer Security, 15(2), 102-115.

Ramsey, J.C. (2003), Introduction: Strategy First, Then CRM, in The Ultimate CRM Handbook, J.G. Freeland, ed.,
New York McGraw-Hill, 13-17.

Reichheld, F.F. (1996a). The Loyalty Effect, Cambridge, MA: Harvard Business School Press.

Reichheld, F.F. (1996b), “Learning from Customer Defections”, Harvard Business Review, March-April, 56-69.

Rigby, D., Reichheld, F., and Schefter. P. (2002), Avoid the Four Perils of CRM. Harvard Business Review, 80(2),
101.

Rust, R.T. and Zahorik, A.J. (1993), “Customer satisfaction, customer retention, and market share”, Journal of Retail-
ing, 69, 193-215.

Rust, R.T. and Zahorik, A.J. (1993), “Customer satisfaction, customer retention, and market share”, Journal of Retail-
ing, 69, 193-215.

Shea, T., Brown, A., White, S.D., Curran-Kelly, C., and Griffin, M. (2006), “Customer Relationship Management
(CRM) Metrics — What’s the Holdup?”, International Journal of Enterprise Information System, 2(3), 1-9.
Srivastava, R.K., Shervanie, T. A. and Fahey, L. (1999), “Marketing, Business Processes, and Shareholder Value: An
Organizationally Embedded View of Marketing Activities and the Discipline of Marketing”, Journal of Mar-

keting, 63(Special Issue), 168-179.

Starkey, M. and Woodcock, N. (2002), “CRM Systems: Necessary, but not sufficient. REAP the benefits of Customer
Management”, Journal of Database Marketing, 9(3), 267-275.

Stone, M., Foss, B. Henderson, I., Irwin, O.D., and Woodcock, N. (2003), “The Quality of Customer Information
Management in Customer Life Cycle management, Journal of Database Marketing, 10(3), 240

Stone, M. and Buttle, F. (2001), Quan 1y quan h¢ khach hang trong thuc té, Tap chi co s& dit ligu Marketing, Abbott,
USA.

Zikmund, G. W. (1999), Nghién ctru marketing co ban, Nha xuat ban Dryden Press, USA.

Winer, S.R. (2004), “Co s6 cho quan tri quan hé khach hang”, Tap chi quan ly California, USA.

Deployment of customer relationship management: International experiences and lessons for Viet-
nam enterprises

Abstract:

In the era of global fierce competition, more and more organizations recognize the central role of the cus-
tomer. So, businesses increasingly invest more time and resources to manage their customers better. There
are many projects in customer relationship management (CRM) developed in the Vietnamese enterprises.
This paper refers to the implementation of customer relationship management of firms in America and
Thailand, the status of the CRM and points out experience for Viethamese enterprises.

Théng tin tac gia:

* Vii Ngoc Xudn, Tién si.

- Noi céng tac: Khoa Kinh té hoc, truong Pai hoc Kinh té Quoc dan.
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