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TU NHAN DAN MY

1. Tong quan vé quan tri quan hé khach hang (CRM).

2. Xu hudng Marketing - Ban hang - Cham soc khach hang hién nay.
3. Giai phap giip Chuyén doi s6 nghiép vu quan tri quan hé khach hang. -
4. Mot so luu y.

@ Chuong trinh ho trg doanh nghiép chuyén déi s6 giai doan 2021-2025 clia B6 K& hoach va Dau tu
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Phan 1:

TONG QUAN VE QUAN TRl QUAN HE KHACH HANG (CRM).
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Quan tri quan hé khach hang la gi ?

Viét tat tiéng anh la CRM - mét phwong phap giup cac
doanh nghiép tiép can va giao tiép v&i khach hang mét
cach cd hé thdng va hiéu qua, quan ly cac thong tin
cta khach hang nhw théng tin vé tai khoan, nhu cau,
lién lac va cac van dé khac nham phuc vu khach hang
tot hon (*)

Ngay nay, nhac dén CRM thi hau nhuw tir nay déu mang
nghia la phan mém/nén tang CRM gém: Cong cu quan ly
cac hoat ddng ban hang, tiép thi, hé tro khach hang

@ Chuong trinh ho trg doanh nghiép chuyén d6i s6 giai doan 2021-2025 ctia Bd K& hoach va Pau tv (*) Theo Wikipedia



https://vi.wikipedia.org/wiki/Doanh_nghi%E1%BB%87p
https://vi.wikipedia.org/wiki/Kh%C3%A1ch_h%C3%A0ng
https://vi.wikipedia.org/wiki/Kh%C3%A1ch_h%C3%A0ng
https://vi.wikipedia.org/wiki/T%C3%A0i_kho%E1%BA%A3n_(k%E1%BA%BF_to%C3%A1n)
https://vi.wikipedia.org/wiki/Kh%C3%A1ch_h%C3%A0ng

Lgi ich CRM mang lai
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irong cua CRM sau

khi ding thor
0
42%
Du bao kinh doanh 3 4? T
chinh xac hon 42% 0
29%1 khi phén tich s liu e
(8] . Tang 34% nang
3 21 $ tCRM sudt cua nhan vién
E ;gﬁghgg’“d”a”” 50 kinh doanh
Thu lai 8.218 trén d
mdi § ddu tu vao
CRM
Mghién ciru bai Mghién ciru bai Mghién ciru bai Mghigén ciru bai Bdo cdo cla
Muclues Research Salesforce - 2013 Salesforee - 2013 Salesforce - 2013 Scrible - 2013

@ Chuong trinh ho trg doanh nghiép chuyén d6i s6 giai doan 2021-2025 clia Bd K& hoach va Dau tu




AED BO KE HOACH VA PAU TU

oo USAID CHUGONG TRINH HO TRG DOANH NGHIEP CHUYEN DOI SO GIAI DOAN 2021-2025

CUC PHAT TRIEN DOANH NGHIEP R -
: i T NHAN DAN MY

Phan 2: !

XU HUONG MARKETING - BAN HANG - CHAM SOC KHACH HANG HIEN NAY
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XU HUONG MARKETING - BAN HANG - CHAM SOC KHACH
HANG HIEN NAY

1. Inbound marketing:

2. Automation & Personalization:
3. Data driven:

4. Customer Self-services:

9. CRM



Xu hudng INBOUND MARKETING

Inbound Marketing la mét phuong thire ti€p can khach hang dua trén néi dung va su twong tac mang lai gia tri hiru ich cho khach
hang — vé nhirng van dé ma ho dang can giai quyét coé lién quan dén san pham cula ban

Thu hat: Bang viéc s dung
’ nhirng ndi dung co6 gia tri hudng
dén khach hang

Tang so luong ghé tham

Tang so luong khach hang tiém nang

J Nang cao su hai long khach hang
Lam hai long: Dam
bao khach hang
thanh cong véi giai
phap cua doanh
nghiép

INBOUND

MARKETING NAang cao ti 1é mua hang

L <X < L L«

Giam chi phi Marketing

uwong tac: Doanh nghiép cung
cap nhirng giai phap giup khach
hang giai quyét van dé cta ho
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Xu hudng CDP - AUTOMATION & PERSONALIZATION

| |
Tu dong va Ca nhan hoa ndi dung

e CDP la mot nén tang thu thap thong tin khach hang dé Customer Data Automation Marketing
tao th?nh kho dir liéu thong nhat ma cac hé thong khac g c = % [ E
c6 thé truy cap va khai thac. Giup doanh nghiép quan @ o@o \
ly di liéu, phan tich hanh vi theo th&i gian thywe, phan - J]I]]]ﬂ. == (O] \Q S
tich dy bdo dé tdi wu va ca nhan hoéa tradi nghiém Data Customer Segments Email Website Apps
khach hang. Khi da c6 dwoc nhirng tién dé nay, doanh management  profiles & audience Workflow
nghiép sé co co s& dé tién hanh chdm soéc khach hang
tw déng, thwe hién marketing automation dén dung dbi
twong muc tiéu.

e Marketing automation — xu huéng tw déng hoa trong
marketing. Tw sd liéu, thong tin, email marketing, Hub
SMS... tat ca déu cé thé tw ddong hoa giup gidi phong O ®
nhan sy Sales va Marketing. s Eb [0-2 @

e Personalization — nang cao tinh ca nhan hdéa trong trai -\.-
nghiém khach hang. Thau hiéu khach hang 360 do, Orchestration  Engagement personalization

cham sdéc theo tinh ca nhan hoa sé tao ra lgi thé canh
tranh véi dbi tha
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Xu hudng DATA DRIVEN

St dung di liéu dé:

TG6i wu hoat dong marketing
TGi wu phéu chuyén doi Lead->Customer
Ra quyét dinh ban hang
Xay dung trai nghiém khach hang “wow”

Ty & chuyén déi Lead

1 Lead
2 MQL
3 SAL
4  SQL

5  Customer

Ty I& chuyén déi
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tap huén: 20.6%
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Tim kiém tiém nang, lién hé, khach hang
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Xu hudng CUSTOMER SELF-SERVICE

| |
Khach hang tu phuc vu dua trén céc cong cu cd san
Loiich:
e Giam tai b6 mdy nhan su - Giam chi phi sales Hone
e Téng ndng suat - Tang lgi nhuan e e A e e R e e e
e Caithién chat lugng trai nghiém khach hang awareness to close.

Provides automation and tools for easy on-boarding, plus templates and
educational content that allow customers to resolve any issues they encounter on
their own.

Technical
Support

Mot s6 hinh thirc Customer Self-service pho bién:

FAQs, trang help , chatbot, h‘e thong trmua hang & M©é hinh Customer Self Service trong nganh SaSS, giam tai bé6 mdy nhén sy sale &

thanh toan.... CSKH. Ngudn Joe York - 25+ ndm phat trién kinh doanh SaaS cho Zendesk,
Conduit, AppFirst,...

C @ helpermmisavn G a e * k& L
leo Kent

e AMIS CRM Gi6ithigu AMISCRM  Tinhndngmdi ~  Cauhdithudng gdp v Vids

Trung tam trg gilip AMIS CRM

FAQ

Search our FAQs or browse by category below

@ @& B

Bat dau sir dung Hudng dan theo vai trd Mobile App

Gidi thigu AMIS CRM Quén Iy ban hang Cai dat img dung
Nhan vién kinh doanh Bat diu s dung

Tinh ndng méi
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http://chaotic-flow.com/media/saas-sales-models.pdf

Xu hudng su dung CRM cho hoat dong ban hang

CRM la phan mém giup doanh nghiép quan ly moi quan hé véi khach hang, bao gém ca khach
hang hién tai va khach hang tiém nang

g AnnuE dEE heng Tang su hai long khach hang

R v
Tu dong hoa tha tuc ban hang N\ Q » . Tang doanh thu
' X Tang ty lé chién thang

Ra quyét dinh dua trén dit liéu ) s
Giam chi phi ban hang
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Phan 3:

GIAI PHAP CHUYEN DOI SO QUAN TRI QUAN HE KHACH HANG
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Khach hang hién nay

Théng minh, chi déng hon Két ndi da kénh

Offline, mang x& hai, errllail, hoi
thao, ... khach hang co thé dén tir
rat nhiéu kénh khac nhau thay vi 1
kénh truyén théng.

Ludn chu dong tim kiém nhing
giai phap dé giai quyat van dé. Suy
nghi rét ki cang trudc khi ra quyét
dinh

Quyén lue hon it trung thanh hon, khé tinh hon

Thi trudng ludn co su canh tranh va
khach hang sé cé nhiéu su lua
chon, doi hoi doanh nghiép phai
nang cao chat lrgng dich vu va tao
sur gan k&t véi khach hang.

Y(

Nhu céu tié'p Cﬁn théng tin ture thi @ Nhu cau tuwong tac da kénh

Cdn cd nhén hoa ndi dung “ Nhu céu giao dijch trwc tuyén va an toan

Poi héi khat khe han, mdi khach
hang déu cd tiéng ndi anh hudng
lén téi thuong hiéu cla doanh
nghiép.

@ Chuong trinh ho trg doanh nghiép chuyén d6i s6 giai doan 2021-2025 ctia Bd K& hoach va Pau tu

Thach thiwrc cho Doanh
nghiép trong viéc:

Gia tang long trung thanh
cua khach hang

Ciing cb Idng trung thanh
cua khach hang voi
thwong hiéu

Tang doanh thu cho
doanh nghiép




Thach thue & Giai phap cho hoat dong Kinh doanh cta Doanh nghiép

THACH THUC POI VOI
DOANH NGHIEP

GIAlI PHAP CHO HOAT DONG KINH DOANH

Thu huat khach hang
nhiéu hon?

Tang nhiéu doanh
thu hon?

Khach hang trung thanh

& gidi thiéu san pham MARKETING BAN HANG CHAM SOC KH
cua doanh nghiép? , )
Su dung Inbound & Str dung CRM quan ly maéi Tu dong hda, cé nhan
Automation Marketing quan hé véi khach hang hoa & da kénh nham
gitp khach hang tu tim hiéu qua & nang cao trai nang cao trai nghiém
dén va ty dong hoa hoat nghiém khach hang khach hang

dong tim kiém khach hang
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Chuyén doi so toan dién hoat dong CRM

MOT SO GIAI PHAP PHAN MEM/NEN TANG CRM

) MISAAMIS ®

CRM T  Tang doanh thu
¥ Giam chi phi ban hang
m || C R M o Tang ti |é chién thang
Ra quyét dinh dua trén dir liéu
() CRMVIET
E X T XK o @
N X crm
’ ¥ Giam chi phi tim kiém

Pa kénh
Két noi
An toan bao mat

1 Hailong khach hang
T T&i mua hang

khach hang tiém nang
1 Tang ti |é chuyén doi .
T T6i wu hoat dong kénh Gidi thiéu san pham
marketing

salesforce
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Mot gidi phap Chuyén doi so toan dién CRM

NGUOI LA

THU HUT Landing page

“ Form  CTA
GHI NHAN

MARKETING

Email marketing Workflow

NUOI DUONG

Hé thong cham diém

DANH GIA TIEM NANG PAT CHAT LUONG
QUAN LY KH TIEM NANG Tiem nang
. ; . . Chao hang
QUAN LY CHAO HANG
> . ~ Cao hoi o
QUANLY CO HOI BAN HANG
bon hang
e , Hoa d
CHOT DON & THANH TOAN KHA(:. HZZG
HO TRO KHACH HANG Cham séc
& nudi dudng
CHAM SOC KHACH HANG

KHACH HANG TRUNG THANH
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Mo hinh gidi phap Chuyén dai so CRM toan dién (vi du)

™ - . -
M VolP Chirky so
S0, G5 W

V”"T Ké toan

Website

Hoa don dién tlr

Facebook Ads @

O MisAmelnvoice
=

Google Adword @ Mailchimp

Ot

S .".'r GetResponse
J-
LinkedIn g SMS Brandname
£ 2
2 ) ()
5MmMs
‘.?'!' %' BrandName
P T
Wordpress @ 2 -
<
Mang xa hoi
Google forms 0 ‘Zulo
Google Calendar
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CAN THIET CO MOT HE SINH THAI LIEN THONG — PONG BO D(¥ LIEU

Marketing — Ban hang — Ké toan — Nhan sw

1 L
A &
@ /3 | N
. .
Q p
£
\ L\
Tié - Khach hang
iém nang # Marketing Kinh doanh ~” Doanhsé

H

I

Thong tin &,

E___ bon hang, hoa don,
nhansy && 5

Nhan sy Ké toan céng no
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Phan 4:

MOT SO LUU Y

@ Chuong trinh ho trg doanh nghiép chuyén déi s6 giai doan 2021-2025 clia Bd K& hoach va Dau tu



MOT SO LUU Y KHI TRIEN KHAI CDS HOAT PONG CRM

S -

Trién khai CDS CRM can phai nhan dugc su
ung ho va quan tam sau sac tir nha quan ly cap cao

@ 000

El—00

Can xay dung quy trinh quan ly khach hang va van
hanh phu hgp véi Doanh nghiép
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Lua chon giai phap phu hop va nha cung cap uy tin,
kinh nghiém, c6 nang luc ho tro tot

Chuyén doi so quan tri quan hé khach hang khong
tach rai va la manh ghép quan trong trong tong thé
chién lugc Chuyén doi so toan dién cua Doanh nghiép
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XIN CHAN THANH CAM ON!
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