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LOI CAM ON

Trudc tién em xin duoc bay to su tran trong va long biét on vai thay gido
PGS.TS Nguyén vin Vy giang vién bd mon cong nghé phan mém — Khoa
cong nghé thong tin — Truong Pai hoc cong nghé — PHQGHN. Trong subt
thoi gian hoc va 1am d6 an t6t nghiép, Thay da danh rat nhiéu thoi gian quy
bau dé tan tinh chi bao, huéng dan, dinh hudng cho em trong viéc nghién

curu, thuc hién luan van.

Em Xin dugc cam on céac thiy c6 Truong Pai hoc DL Hai Phong d3 giang
day em trong qua trinh hoc tap, thuc hanh, lam bai tap, doc va nhan xét luan
van clia em, giup em hiéu thau dao hon linh vyc ma em nghién ctru, nhiing
han ché ma em can khic phuc trong viéc hoc tap, nghién ctru va thuc hién

ban luan van nay.

Em ciling xin chan thanh cam on Truong Dai hoc DL Hai Phong noi da dao

tao em trong sudt 4 nam hoc qua.

Xin cam on cac ban b¢ va cac thanh vién trong gia dinh da tao moi diéu kién
tot nhat, dong vién, c6 vi to1 trong sudt qua trinh hoc va lam do6 an tot

nghiép.
Hai Phong, thang 7 nam 2010

Tran Hai Ha



LOI CAM KET

T6i xin cam doan nhimg két qua dat dugc trong luan vin nay 1a do t6i nghién
ctru, tong hop va thuc hién, khong sao chép lai bat ky diéu gi ciia ngudi khac.
Toan bd nhirng diéu duoc trinh bay trong khoa luan hodc la ctia cd nhan, hoac
duoc tham khao va téng hop tur cac tai liéu khac nhau. TAt ca tai liéu tham khao,

tong hgp déu duogc trich dan véi nguon goc 10 rang.

To1 xin chiu hoan toan trach nhién vé 101 cam doan cua minh. Néu c6 dic€u gi sai

trai, to1 xin chiu moi hinh thirc ky luat theo quy dinh.

Hai Phong, thang 7 nam 2010
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MO PAU

Chim séc khach hang (hay dich vu khach hang — Customer Care) 13 tat ca
nhitng gi can thiét ma doanh nghiép phai lam dé théa man nhu cau va mong doi
ctia khach hang, tirc 14 phuc vu khach hang theo cach ma ho mong mudn duoc

phuc vu va lam nhiing viéc can thiét dé gilt cac khach hang minh dang co.

Cham soc khach hang la vii khi canh tranh manh mé& cua Doanh nghiép.
Canh tranh hién nay khong chi 13 canh tranh vé san phdm ma cong ty lam ra ma vé
ca cac dich vu gop phan lam cho san pham hoan chinh. M6t trong nhimng dich vu
d6 tic 13 1am t6t cong tac cham séc khach hang. Khach hang 1a nhan té quyét dinh
dén su ton tai va phat trién ctia doanh nghi¢p. Mot doanh nghi¢p khi di vao hoat
dong rat can dén khach hang vi chi ¢6 khach hang méi mang lai loi nhuan va dam
bao su phét trién cho doanh nghiép. Ngay nay, rat nhiéu doanh nghiép c6 website
riéng ctia minh. Vi thé hdu nhu moi doanh nghiép déu c6 nhu ciu td chirc viéc
chim séc hanh thong qua phuong tién nay. Véi Iy do do, dé tai “Xay dung hé
théng cham séc khach hang trén nén web” duoc chon lam dé tai dd an tot nghi¢p

cua em.

Trong dd 4n nay, xay dung hé thong chim soc khach hang trén nén web dugc
nghién ctru va phat trién theo phuong phap hudng ciu tric. Viée phat trién thanh
cong hé thdng nay trude hét giup em cod duge bai tap thuc hanh tét vé viéc phat
trién hé théng. Sau nira, nd s€ tao ra mot cONg cu tro giap déc luc cho doanh

nghiép trong hoat dong kinh doanh ctia minh.

CAu tric cta do an bao gém:

Chuong I: M6 ta bai toan va dé xuat mo hinh hé théng duoc phat trién
Chuong II: Phan tich hé thong

Chuong III: Thiét ké hé thong

Chuong IV: Cai dit va thir nghiém hé thong

Cubi cung 1 két luan va tham khao.



Chwong I: BAI TOAN NGHIEP VU VA BE XUAT HE THONG
1.1. M6 ta bai toan nghiép vu

1.1.1. Van dé chim séc khach hang ciia mt doanh nghiép

Trong moi doanh nghiép, khach hang 1a nhan t6 séng con d6i véi sy hoat dong
va phat trién cua doanh nghiép. Vi vy, moi doanh nghiép déu chim lo dén viéc
duy tri va phat trién cac d6i tuong khach hang cia minh. Chiam séc khach hang 1a
mot hoat dong khong thé thiéu dugc cua mdi doanh nghi¢p trong diéu kién canh
tranh. Hoat dong cham soc khach hang bao gém hai pham vi: chim séc khéch
hang sau ban hang va cham soc khach hang tiém ning. Viéc cham soc khach hang
that sy can thiét dé duy tri mdi quan hé lau dai gitta doanh nghiép va khach hang
da c6 va hudng dén viéc phat trién cac khach hang tiém niang. Khach hang cang
dong thi doanh thu ban hang cang 16n, va lgi nhuan mang lai cho doanh nghiép

cang nhiéu.

Ngay nay do su phat trién nhanh chong va pho bién cta khoa hoc, cong nghé,
cac doanh nghiép c6 thé mua duoc cong nghé dé san xuét ra san pham, dich vu
tuong tu nhau. Nhu vay, canh tranh s& chuyén mot phan quan trong tir nha may ra
noi ban hang, chdm soc khach hang. Trong khi do6, hoat dong cham séc khach
hang phu thudc chat ché vao doi ngii nhan vién cia cong ty, vao van hoéa doanh
nghiép, ma mudn c6 duogc doanh nghiép phai day céng xay dung va vun dip. Diéu
nay cho thay vai trd quan trong cta cong tac cham séc khach hang dwgc xem nhu

mot 1oi thé canh tranh cua doanh nghiép.

Trong mot thé gidi canh tranh ngay cang khéc liét, p luc canh tranh khién céc
doanh nghiép ngay cang phai phuc vu khach hang tot hon. Nhitng doanh nghiép
khong chiu ndi ap luc canh tranh s€ that bai. Chinh vi vay chdm soc khéach hang la
cong viéc ma bt ky doanh nghiép nio ciing phai 1am néu mudn ton tai va phat
trién lau dai. Viéc chiam soc khach hang s& giup doanh nghiép gan két v6i khach

hang, xay dung duogc mbi quan h¢ lau dai mang lai lgi nhuan cho doanh nghiép.

Khi chua c6 website, viéc chiam séc khach hang chi don gian 13 tu vén truc
tiép cho khach hang thong tin vé san phdm néu khach hang c6 nhu cau, hay hd tro-
giai dap thic mic khach hang (truc tiép hodc qua dién thoai). Nhung nhu vy cong
ty chi c6 thé hd trg cho mot lugng khach nhat dinh vi sé lwong khach hang biét

dén cong ty hay san phdm cua cong ty con han ché. Vi vy website gi6i thiéu san
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pham va hinh anh ctia cong ty chinh thtrc di vao hoat déng. Trén website, hé thong
cham soc khach hang dugc xay dung, viéc cham soc khach hang s€ dat duoc quy
mO 16n va ¢ chuyén nghiép hon.

1.1.2. M hinh t6 chirc va quan ly hién tai ciia doanh nghiép
a. Mé hinh té chirc va qudn Iy

M&i doanh nghiép thuong gdm cac bd phan-phong ban: Ban lanh dao, Phong
kinh doanh, Phong tiép thi, Phong ké toan, Phong k¥ thuat, Phong nhdn su va
Phong vat tu. Trong d6, lién quan dén khach hang chu yéu 1a Phong kinh doanh va
Phong tiép thi. Bo phan cham soc khach hang thudong nam trong bd phan tiép thi,
nhung n6 cé quan hé chat ché vdi cac bd phan khac, dac biét 1a phong kinh doanh,

phong k¥ thuét.

- Ban quan ly: Pung dau 1a Giam doc va cac Pho giam dbc phu trach toan bo
cac hoat dong cua doanh nghiép. Thong thudng cé mot pho giam dbc phu

trach trie tiép viée cham soc khach hang.

- Phong kinh doanh: Gom truéng phong kinh doanh va cac nhan vién. Phong
nay c6 chuc nang chuin bi cung ung hang hoa cho khach hang mét cach
nhanh nhat, tot nhat .

- Phong tiép thi: Gom truéng phong tiép thi va cac nhan vién. Phong nay co
trach nhiém quang ba san pham, md rong thi truong, tim cac khach hang
mai va duy tri khac hang da co.

- Riéng bo phdn cham soc khach hang: Quan 1y nhan vién cham soc khéach
hang (quan 1y chat lugng phuc vu khach hang), quan 1y khiéu nai ctia khach
hang. Nhan vién tiép nhan-xtr 1y-quan 1y thong tin khach hang (Nhan vién
quan 1y khach hang), tiép nhan yéu cau phan hoi ctia khach hang va giai
quyét hay nhirng yéu cau lién quan dén khach hang ma cac phong ban khac
phan anh lai. Pong thoi khi ¢6 cac van dé cua khach hang lién quan dén
phong khac thi chuyén cac yéu cau cho cac phong khac nhu: yéu ciu cung

cap hang, yéu cau sur chira bao dudng san pham,..

b. Nhitng vin dé ndy sinh trong viéc chim séc khdch hang

Phén 16n cac doanh nghiép di quan tdm dén viéc chim soc khach hang. Tuy
nhién cong viéc chua dugce tién hanh thuong xuyén va chua cd bai ban. Trude hét,

nhén thirc vé vai trd caa khach hang chua cao, nén chua that sy chua y dén hoat



dong nay. Tht hai, do cong viéc con lam bang tay: theo ddi khach hang qua sb
sach, thudng chi quan tdm dén khach hang 16n (bo qua nhiéu khac hang khac), va
nhiing khac hang thuong xuyén c6 giao dich.

Trong hoat dong cham soc khac con don gian: chu yéu nhan yéu cau va cung
{rmg san pham theo ding yéu cau. Viéc dap ng lai cac doi hoi khac con chua tdt,
chua c6 diéu kién dé nim bit cac mong mudn, suy nghi ctia khach hang, chua goi
md va 1am ndy sinh nhitng yéu cau cta khach hang véi cac san phim cua doanh
nghiép. .. N6i tom lai, rat nhidu nodi dung ctia viéc cham séc khach hang bi bo qua,
chua dap ung dugc nhiéu yéu cau cua khach hang, kha ning md rong cac khach
hang tiém ning bi han ché. Vi vay, nhu cau phét trién mot hé thong trén co so nén
web dé khac phuc nhitng han ché trén day, giup doanh nghiép duy tri va phat trién
dugc quy mo khach hang ngay mot 16n dé daqmr bao lgi nhuan va sy ting truong
cua doanh nghi¢p

1.1.3. Cac chire niang chinh cia hoat dong chim séc khach hang
Céc hoat dong cham séc khach hang bao gdm céc chirc ning nghiép vu nhu sau:

- Tiép nhan thong tin dang ky thanh vién (1ap tai khoan khach hang).

- Xuly viéc dang ky.

- Cap nhat thong tin vé khach hang.

- Xem danh s&ch khach hang.

- HO tro khach hang

- Nhirng chi dan vé str dung website.

- Tiép nhan cac yéu cau cta khach hang.

- Xt Iy cac yéu cau ciia khach hang.

- Tiép nhan thong tin phan hdi ciia khach hang.

- Xu ly phan hoi ctia khach hang.

- Traloiy kién cua khach hang (qua dién dan, email, yahoo, dién thoai...).

- Tim kiém khach hang tiém ning.

Hé théng chim soc khach hang dugc xdy dung trén nén website dé phuc vu
khach hang mot cach nhanh chéng, hi¢u qua hon. Khach hang khi mua hang trén
mang phai dang ky lam thanh vién. Sau khi tiép nhan thong tin dang ky lam thanh
vién ciia khach hang, hé thdng s& xir 1y thong tin ding ky va kiém tra tinh hop 1¢
ctia thong tin dang ky. Néu thong tin hop 1€, hé thong s& cung cap tai khoan thanh
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vién va mat khau cho khach hang dé truy cip vao hé thong. Mot khach hang sé& c6
mot tai khoan duy nhat. Nhan vién bd phan chim soc khach hang quan ly tai
khoan cua khach hang. Nhan vién cap nhat thong tin khach hang vao danh sach
khach hang (thém khach hang méi vao danh sach). Néu thong tin khong hop 16, hé
thong s& giri thong bao cho khach hang yéu ciu gui lai thong tin ding ky. Khach
hang thyc hién cac giao dich théng qua hé thong ban hang cua cong ty trén
website. Khi khach hang c6 nhu cau mua hang s& dang ky mua hang théng qua hd
so dang ky mua hang theo mau sin c6 cta cong ty. Hé thong tiép nhan hd so mua
hang ctia khach hang, xu 1y va kiém tra tinh hop 18. Hb so hop 1é, hé thong s& bao
cho khach hang giao dich thanh cong va can ctr vao d6 nhan vién cta cong ty dap
mg yéu cAu mua hang cua khach. Néu khong hop 16, hé thdng s& phan héi lai cho
khéch hang va yéu cau khach hang giri thong tin hop 18. Khi khach hang c6 nhiing
yéu cau vé san pham hay dich vu cta cong ty (thic méic vé cach thirc mua hang,
van chuyén hang hay thong tin vé san pham...) déu dugc nhan vién trong bd phan
cham soc khach hang tiép nhan yéu cau, xir Iy va hd trg khach hang ( qua email,
yahoo, dién thoai hay forum cua cong ty). Khi thyc hién giao dich vdi cong ty,
khach hang c6 thé c6 nhitng phan héi tich cuc hodc tiéu cuc, nhan vién trong bd
phan chidm séc khach hang s& tiép nhan, xu 1y va can c trén hd so ban hang, ho so
khach hang s& hd trg khach hang mot cach hop 1y. Trong khi sir dung san pham va
dich vu clia cong ty, hé thong s& cung cap phan y kién danh gia cua khach hang dé
thu thap ¥ kién danh gia ctia khach hang nham danh gia hiéu qua chat lugng phuc
vu khéch hang ciing nhu hi€u qué cong viéc cua nhan vién trong bd phén cham soc
khéch hang. Nhan vién trong bd phan cham séc khach hang dugc quan 1y badi
nguoi quan 1y cua b phén cham soc khach hang. Nguoi quan 1y quan Iy nhan vién
thong qua ho so nhan vién dé co6 thé hiéu va nam rd cong viéc ciing nhu thong tin
nhan vién dé c6 thé danh gia hiu qua cong viée, tir d6 co6 hudng di méi trong hoat
dong chung cua cong ty.

Cong ty ludn c6 nhitng chién dich dé tim kiém khach hang nhu marketing,
quang céo. Nhiing chinh sach khuyén mai, giam gia clia cong ty nham thu hut sy
quan tim cta khach hang va tir d6 tim kiém khach hang cho cong ty. Cong ty tim
kiém khach hang tiém ning thong qua danh sach khach hang va thuong xuyén cap
nhat khach hang méi vao danh séach.

Quan ly bd phén cham so6c khach hang thuong xuyén 1ap ban bao cédo va bdo

cao 1én ban 1anh dao cong ty.

Hé thong chim soc khach hang dugc xay dung gém cac hé thong nho sau:
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Hé thdng tiép nhéan théng tin ding ky cua khach hang va cip nhat thong tin
khach hang: Khach hang khi c6 nhu cau 1am thanh vién ctia web s& gui thong tin
dang ky dén hé thong. Hé thong sau khi tiép nhan thong tin dang ky thanh vién cia
khach hang s€ xtr 1y sau do cap nhat thong tin khach hang vao danh sach khéach
hang.

Hé thdng tiép nhan yéu cau — phan hdi va xir Iy cac yéu cau — phan hoi cua
khach hang: Khi hé thng tiép nhan cac yéu cau, phan hoi ciia khach hang, nhan
vién bo phan chim soc khach hang c6 nhiém vu hd trg yéu cau-phan hdi caa khéch
hang.

Hé théng tiép nhan y kién danh gia cua khach hang: Pbi véi khach hang la
thanh vién sau khi str dung dich vu ctia doanh nghiép, hé thong s& cung cip phan
danh gia chat luong phuc vu khach hang. Sau khi khach hang giri ¥ kién danh gia

ctia minh, hé théng s& tong hop va cho ra két qua danh gia.

Hé thdng thong ké-bao céo: Khi c6 yéu cau, hé thong s& ty dong thong ké va

dua ra ban bao céo theo mau c6 san trén may.

B0 phan quan 1y nhan vién cham soc khach hang: Bo phan nay bao gdm ngudi
quan 1y. Quan 1y s& tryc tiép quan 1y nhan vién, quan Iy cong viéc ciing nhu danh
gia hiéu qua cong viéc cua nhan vién bd phan chim séc khach hang thong qua hd

so nhan vién. Quan 1y 1ap bdo cao va bao céo 1én ban lanh dao.
1.2. Muc tiéu cua hé théng can phat trién

1.2.1. Muc tiéu trudc mat

Vi¢c phat trién hé théng cham séc khach hang trudce hét phuc vu cho hoat
dong cham soc khach hang cud doanh nghi¢p di vao bai ban. N6 doi hoi nhan vién
trong bd phan cham soc khach hang phai lam viéc mdt cach chuyén nghiép, tan
tam voi cong viée, 1am sao co thé dap img duoc nhidu nhit cac yéu cau hién co
ctia khach hang. Nho d6 doanh nghiép c6 thé duy tri cac khach hang ctia minh dé

c6 duoc lgi nhuan thich dang, doanh nghiép co diéu kién phat trién.

1.2.2. Muc tiéu lau dai

Vé lau dai, hé théng cham s6c khach hang tdt tao thuong hi¢u cho doanh
nghiép, ddm bao mé& rong cic khach hang tiém ning, quang ba mot cach nhanh

nhit va tot nhat san pham cta doanh nghiép téi khac hang tao 1én su ting trudng
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nhanh vé quy mo khach hang, tao sy uu thé canh tranh véi cac doanh nghi¢p khac.

C6 nhu vay méi dam bao su phat trién bén virng cta doanh nghiép.
1.3. Hé thong dé xuat

1.3.1. M6 hinh h¢ théng
a. Ciu trisc phdn cirng

Hé thong phan cimg bao gdm mot web server va cac may tram. Cac may tram
c6 thé két ndi mang truc tiép vai server hay thuéc mang LAN cta doanh nghiép.
Tai cac may tram nay, cac nhan vién thuc hién cham soc khach hang, va cac nhan
vién lién quan lam viéc. Hé théng mang véi web server nay duoc két nbi véi
Internet thong qua mot hé théng birc tuong lira. Thong qua webssite nay, doanh
nghiép c6 thé tiép can véi khach hang dé thuc hién viéc cham soc khach hang.
Nguoc lai, cung qua day khach hang c6 thé tiép can véi doanh nghiép va cac dich

vu ma doanh nghiép cung cap (hinh )

Internet

Access Control
List on router
protects the web

sSenrer. Fouter

YWi'eb Server

Fireweall

Computer Computer

Computer

Hinh 1.0: M5 hinh kién triic hé théng phan ctimg cho hé thdng chiam séc khéch
hang
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b. Cic hé thong phin mém

Céc phan mém nghiép vu can xdy dung bao gdm cac hé théng con sau:

Quan 1y thong tin khach hang.

Quan 1y yéu cau-phan hdi ctia khach hang.
Quan 1y chat lugng phuc vu khach hang.
Tim kiém khach hang.

Lap cac bao céo tong hop va phan tich.

1.3.2. Nhitng yéu ciu, doi héi dit ra

Nhirng yéu cau, rang budc sau day dugc dat ra cho hé théng cham so6c khach hang:

D061 voi ndi1 bd nhan vién b phan cham soc khach hang:

Nhan vién c6 trinh d§ chuyén mon, dugc dao tao nghi€p vy, tan tdm voi
cong viéc, chiu dugc ap luc cong viée, tac phong lam viéc chuyén nghiép.
Quaén 1y bd phan cham soc khach hang phai c6 trinh d§ nghi€p vu quan 1y
dap Gmg tdi thiéu yéu cau cong viéc.

Phai ludn c6 nhén vién tic truc hé théng dé co thé kip thoi hd tro khach

hang hay khéc phuc sy ¢ liic can thiét.

Péi véi hé théng cham soc khach hang:

14

Hé théng phai vuon dén sy hoan thién nhit, dap tng tdt nhat yéu cau dit ra

d6i v6i nhiém vu chiam séc khach hang.
Khach hang d& dang tiép cn va str dung hé thong

Céc chuc nang trong h¢ théng can dat t&i su tu dong hoa, it c6 su can thi¢p
clia con ngudi vao hé thong.

Han ché rui ro, su ¢d xay ra cho hé théng & mic thap nhat (hé thong khong
hoat dong hoac khong hoat dong dung véi chirc nang da xay dung...). CO
hé théng dam bao sy an toan va tin cay cao

Hé thdng c6 giao dién dep mat, dé sir dung, than thién v6i ngudi dung, dé

che diu k¥ thuat, d& hién thi thong tin.

Nguoi 1ap trinh vién d& dang tiép can hé thong (dé nang cap, bao tri...)



1.4. M6 hinh nghiép vu cua hé thong

1.4.1. So' @6 ngir canh
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Hé thdng nghiép vu duoc xét c6 3 tic nhan ngoai 1a: khach hang, linh dao va
cac phong ban khéac c6 tuong tac voi hé thong chim soc khach hang.

Khéch hang
Thong|  /Phan|Yeu veu danh
tin Phan  |hditr|cau | cac ¢ gia
thanh | hoi DN |mua | trg  CU2 cua
Vién cua hang | gitp khach khach
khach v
4 o )
>  H¢thong [
ﬁ: chiam soc j hd
khach hang ) ho trg
) N tro yeu
Yéu o phan | cau
cau Bin Y kién hoi | khach
bgo , khéch khach
cao bao hang
4 Céo
Lanh dao Phong,ban
> khac

Hinh 1.1:Biéu d6 ngit canh cta hé thong



1.4.2. Biéu @b phan ra chirc ning
a. So do phin ra chirc ning gop

a.1. So do

0.
Cham soc khach

hang trén website

1. 2. 3. 4. 5.
Quan ly Quan ly yéu Quan 1y chat Tim kiém Bao céo l&nh
thong tin cau phan hoi luong phuc vu khach hang dao

cua KH KH
khach hang

Hinh 1.2:So d6 chire ning hé thong chim soc khach hang

a.2. Mo ta chung
- Quan ly thong tin khach hang

Tiép nhan va xtr 1y cac thong tin dang ky thanh vién cta khach hang. Quan 1y cac

thong tin ma khach hang dang ky.

- Quan ly yéu cau-phan hoi ciia khach hang
Tiép nhan va xtr Iy cac yéu cau — phan hoi ciia khach hang vé san pham va dich vu
do cong ty cung cap. Quan 1y cac yéu cau - phan hoi ciia khach hang va viéc hd trg

khach hang ctia nhan vién thudc b phan cham soc khach hang.
- Quanly chét lugng phuc vu khach hang

Quan 1y chit luong phuc vu khach hang théng qua y kién danh gia cua khach
hang.

- Tim kiém khach hang

Marketing, cac dich vu khuyén mai, quang cao dé tim kiém khach hang, mo rong
thi truong.

- Béocao
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Bao cao tinh hinh cham s6c¢ khach hang véi ban 1anh dao cong ty.

b. So' do phén ri chirc ning qudn Iy théng tin khdch hang

b.1.So dd
1.
Quan ly thong tin
khéch hang
1.1 1.2. 1.3. 1.4, 1.5.
Tiép nhan Xu ly thong Cép phat tai Kiém tra Quan ly
thong tin dang tin dang ky khoan cho danh sach théng tin
ky thanh vién thanh vién khach hang khach hang khach hang

Hinh 1.3:So d6 phan ri chtic ning quan 1y thong tin khach hang

b.2.M6 ta chirc nang la
- Tiép nhan thong tin dang ky thanh vién
Thuc hién viéc tiép nhan thong tin dang ky thanh vién ctua khach hang.

Chtrc ning tiép nhan thong tin ding ky dugc thyc hién qua trang web ban hang cua
cong ty.

Thuc hi¢n: Nhan vién cham soc khach hang.
Tac nhan: Khach hang la ca nhan hoac doanh nghiép.
Muc dich: Nhan thong tin dang ky cua khach hang.
Khach hang dang ky thong tin gé)m cO: Ho tén, ngay sinh, dia chi, s6 CMND, ...
- Xt ly thong tin dang ky thanh vién
Chtc ning nay nhim muc dich x4c nhan thong tin dang ky ctia khach hang.
Sau khi tiép nhan théng tin ding ky lam thanh vién cua khach hang hé thong s&

kiém tra tinh hop 18 cua thong tin cua thong tin dang ky.
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Thuc hién: Nhan vién cham soc khach hang.

Tac nhan : Khach hang 1a c4 nhan hoac doanh nghiép.

Muc dich: Xac nhin thong tin ddng ky cua khach hang.
- Cép phat tai khoan cho khach hang

Chtic niang nay nham muc dich cung cép tai khoan cho khich hang dang ky lam
thanh vién.

Sau khi x4c nhan thong tin dang ky lam thanh vién cua khach hang 1a hop 1€, hé
thong s& gui xac nhan 1a thanh vién dén cho khach hang dong thoi cung cap cho
khach hang tai khoan bao gdm tén dang nhap va mat khau dé khach hang sir dung
khi giao dich vo1 doanh nghiép.

Thuc hién: Nhan vién cham soc khach hang.

Tac nhan: Khach hang 1a ca nhan hodc doanh nghiép.

Muc dich: Xac nhan khach hang 14 thanh vién va cép tai khoan cho khach hang.
- Kiém tra danh sach khach hang

Chtrc nang nay nham muc dich thuong xuyén kiém tra danh sach khach hang.

Khi thyc hién giao dich véi doanh nghiép, hé thong s& kiém tra xem khach hang
d6 da co trong danh sach dang ky thanh vién chua. Néu ¢ sé tiép tuc thuc hién

giao dich.
Thuc hién: Nhan vién cham soc khach hang.
Tac nhan: Khach hang la ca nhan hoac doanh nghiép.
Muc dich: Kiém tra thanh vién dé tiép tuc thuc hién giao dich.
- Quan ly thong tin khach hang
Chtrc ning nay nham muc dich ndm r6 dugc thong tin khach hang.

Sau kiém tra tén khach hang da c6 trong danh sach thanh vién, hé thong s& kiém

tra thong tin khach hang dé tién cho viéc giao dich voi doanh nghiép.
Thuc hién: Nhan vién cham soc khach hang.
Tac nhan: Khach hang 1a ca nhan hodc doanh nghiép.

Muc dich: Quan ly thong tin khach hang.
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c.So dé phén rd chirc ning quén Iy yéu ciu — phdn hoi khdach hang

c1.So dd
2.

Quan 1y yéu cau

phan hoi ciia KH
2.1 2.2. 2.3. 2.4.
Tiép nhan Xu ly yéu Tiép nhan Xu 1y phan
yéu cau clia cau clia phan hoi ciia hoi cua
khéch hang khéch hang khéch hang khéch hang

Hinh 1.4:So d6 phan i chiic niang quan 1y yéu cau-phan hoi khach hang

c2. M6 ta chirc nang la
- Tiép nhan yéu cau khach hang

Chtrc ndng nay nham muc dich ti€p nhan nhitng yéu cau ctia khach hang vé san

pham hay dich vu ma cong ty cung cap.

Thuc hi¢n: Nhan vién cham soc khach hang.

Tac nhan: Khach hang 1a ca nhan hoac doanh nghiép.

Muc dich: Tiép nhan yéu cau khach hang vé san phim hay dich vu.
- Xt Iy yéu cau khach hang

Sau khi tiép nhan va phan loai cic yéu cau ctia khach hang, hé thong sé& xir 1y tong

hop va chuyén cho b phin ban hay bo phan cung tmg dich vu.
Thuc hi¢n: Nhan vién cham soc khéach hang.
Tac nhan: Khach hang la ca nhan hodc doanh nghiép.
Muc dich: Xir 1y cac yéu cau cua khach hang, hd trg khach hang.
- Tiép nhan phan hdi ciia khach hang
Tiép nhan cac phan hoi cua khach hang vé san pham hay dich vu ma cong ty cung
cap.
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Trong qua trinh giao dich, khach hang c6 thé giri nhitng phan hdi ciia minh vé san
pham hay dich vu cta cong ty nhu phan hoi vé thoi gian, dia diém nhan hang,
phan hdi vé viéc d3 nhan dugce san phém cAn mua. ..
Thuc hién: Nhan vién cham soc khéach hang.
Tac nhan: Khach hang la ca nhan hodc doanh nghiép.
Muc dich: Tiép nhan phan hdi cia khach hang nhanh chong, day du.

- Xt Iy phan hdi cua khach hang
Sau khi tiép nhan phan hoi ciia khach hang, tién hanh xir 1y. Néu phan hoi tich cuc
(khach hang da nhan dugc hang, chap nhan phuong thirc thanh toan, chip nhan dia
diém nhan hang...) hé thong tiép tuc thuc hién cac budc sau. Néu phan hoi khong

tich cyc, sé tién hanh kiém tra thong tin khach hang, cac dich vu ma cong ty cung

cap dé tir d6 c6 hudng giai quyét cu thé. Va chuyén ¥ kién cho bd phan lién quan
Thuc hién: Nhan vién cham soc khach hang.

Tac nhan: Khéach hang.

Muc dich: Xir 1y phan hoi khach hang, hd trg khach hang.

d.So d6 phan ri chirc nang qudn Iy chit lwong phuc vu khdach hang
d1.So db

3.
Quan 1y chat lugng
phuc vu khach hang
|
3.1 3.2.
Tong hop y kién Phan tich danh gia
va phan hoi chét luwong phuc vu

Hinh 1.5:So db phan ri chtrc ning quan 1y chit luong phuc vu khach hang
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d2. Mo ta chirc niang la
- Tbng hop y kién va phan hdi cta khach.
Tién hanh phan phan loai va tong hop cac ¥ kién -phan hoi ctia khach hang lam co
s¢ dé phan tich danh gia.
Thuc hién: Nhan vién cham soc khach.
Tac nhan: Khach hang 1a ca nhan hodc doanh nghiép.
Muc dich: Phan loai, Téng hop y kién danh gid cta khach hang.
- Danh gia chat luong phuc vu khach hang
Sau khi hé théng tong hop ¥ kién danh gia ctia khach hang, tién hanh phan tich

chat lugng phuc vu va dua ra cac danh gia
Thuc hién: Hé théng phan tich, danh gia
Tac nhan: Khach hang 1a ca nhan hodc doanh nghiép.

Muc dich: Banh gia hi¢u qua chét lugng phuc vy khéach hang ctia nhan vién.

e.So do phén rd chirc ning tim kiém khdch hang

el.So db

4.

Tim kiém khach

hang

|

4.1 4.2.
Tong hop y Bo sung khach
kién khach tiém ning

Hinh 1.6:So db phan ra chirc ning tim kiém khach hang
€2.Mo ta chirc nang la
- Tong hop y kién khach
Chtrc ning nay nham muc dich tong hop cac khach hang da c6 phan hdi va y kién,

trén co s d6 phat hién khach hang tiém ning cho doanh nghiép.
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Thuc hién: Nhan vién cham soc khach hang.
Muc dich: Tim ra cac khach hang tiém nang.
- B0 sung khach hang tiém ning

Chtrc ning nay thuc hién viéc xem xét cac ¥ kién va phan hdi cua khach hang, t
d6 loc ra cac khach hang chua c6 trong danh sach va quan tim dén cac san pham

hay dich vu ma cong ty cung cap.
Thuc hién: Nhan vién cham soc khéach hang.

Muc dich: Tim ra cic khach hang tiém ning dé bo sung vao danh sach khach hang

thuc su ¢c6 nhu cau veé san pham va dich vu cua cong ty.

f.S0 dé phén rd chirc ning bdo cdo linh dao

f1. So do

5.

Bao cao lanh dao

51 5.2.
Théng ké, tong hop Lap cac Béo cao

Hinh 1.8:So db phan ra chirc bao cdo lanh dao

f2.Mo ta chirc ning la
- Lap bao céo
Thyc hién: Nhan vién cham s6c khach hang.

Muc dich: Téng hop moi thong tin nhan duoc khach hang va cic két qua cua hoat

dong cham séc khach.

Sau mdi thang, mdi quy nguoi quan 1y tong hop tinh hinh vé cac y kién tir khac

hang, két qua hd tro, két qua vé tim kiém mo rong khach hang, ...
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- Bao c4o 1én ban lanh dao

Thuc hién: Nhan vién cham soc khach hang.

Téac nhan: Lanh dao

Muc dich: T cac két quan tong hop, tién hanh cac phan tich, 1ap bao cao 1&n ban

lanh dao tinh hinh cua by phan chdm so6c khach hang dé tir d6 xin chi dao cho

hudng di tiép theo ctia cap trén d6i voi bd phan cham séc khach hang.

1.4.3. C4c hd so dit liéu sir dung

Trong hoat dong nghiép vu chiam séc khach hang da sir dung cac hd so dir liéu sau:

Tén ho so

Y nghia

a. Danh sach khach.

Bao gdm ho so khach hang hién tai va tiém nang

b. Pang ky mua hang.

Bao gém thdng tin mua hang va khach hang

c. Tai khoan khach

Bao gom tén tai khoan truy nhap va mat khau.

d. Yéu cau cua khach

Nhiing yéu cau cia khach hang

e. Phan hoi cua khach

Nhitng phan héi cua khach hang

f. Y kién cua khach.

Nhitng ¥ kién ctia khach hang

g. H3 tro yéu cau khéach.

Nhiing hd trg cho yéu cau cua khach hang

h. Hd tro phan hoi khach.

Nhiing hd trg cho phan héi ciia khach hang

1. Téng hop chét luong phuc vu

Tong hop ¥ kién danh gia cia khach hang

j. Céac bao cao

Céac bao cao vé chat lugng phuc vu va tinh hinh
cham soc khach hang cua nhan vién.
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1.4.4. Ma tran thue thé - chitc niing

Cic thye thé

a. Danh sach khach.

b. Pang ky mua hang.

c. Tai khoan khach

d. Yéu cau cua khach

e. Phan hoi cua khach

f. Y kién cua khach.

g. H3 tro yéu cau khéach.

h. H3 tro phan hoi khach.

i. Tong hop chat lugng phuc vu

j. Céac bao cao

Cac chirc nang

1. Quan ly thong tin khach hang

2. Quan 1y yéu cau-phan hoi khach hang

3. Quan Iy chat lwong phuc vu khach hang

4. Tim kiém khach hang

5. Lap cac bao cao
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Chwong Il: PHAN TiCH HE THONG
2.1. Phan tich yéu cau xir ly

2.1.1. Biéu dd ludng dir liéu mirc 0

TR
1.0
bang ky mua hang
Khach hang " Quanly | _Khoénghoplé .
thong tin > Khach hang
> KH Tai khoéan thanh vién
bang ky thanh vién 4 4 4
b | Pino k¥ mua hane Phan | | Yéu
( 40 \ hoi cau
' a | Danh s&ch khach cua cua
Tim kiém T ra oo o khach | | khach
khéCh y ; al oan ac
hang
A A
f| V kién cna khach w > i
2.0
d| Yéu cau ciia khich <«—
a| Danh séch khéch ‘ ) Quan ly
e | Phan hoi cuia khach yeu cau
phéan hoi
Lcila KH
r \<—19 | HJ trg yéu cau khach
5.0
Béo cdo |« h| HA tro nhan hdi khach
lanh dao \A
i | Tong hop chat luong phuc vu - 3.0
Quan ly
j | Céc béo céo chat
L, luong v
bao bao cao phuc vu B6 phan khéc
cao KH
A 4 N——

Lanh dao

Hinh 2.1:Biéu d6 ludng dir liéu mirc 0
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2.1.2. Cac biéu d6 ludng dir liéu mirc 1

a. Bidu do luong dit liéu mirc 1 tién trinh “1.0 Quan 1y thong tin khach hang ”

O
b | Pang ky mua han 1.1 > a| Danh sach khach hang
A B N
Tiép nhan
thong tin
. dang ky
Thong \ A
\ thanhvién )
tin Y
Thong 5
\ 4 mua ] A v
O tin i Khong O
1.4 ' hop 1.2
. thanh v
Kiém tra N ' 1¢ Xu ly
danh sach vien : thdng tin
khach hang g dang ky
! Thong tin thanh vién\_ thanh vién
MH N < ’ ;V—/

A 4

Khach hang ¢

A AA
|
|
|
|

Théng tin khach

a | Danh s&ch khach hang !

Tai khoan va mat khau KH !
SR
1.3
Cép phat
v c | Tai khoan khach*+—7 tai khoan
/ \ cho khach
1.5 Thong tin khach \_hana )
Quan ly
thong tin
khach hang |e
./

Hinh 2.2:Biéu d6 ludng dir liéu mirc 1 tién trinh “1.0 Quén 1y thong tin khach hang ”
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b. Biéu do luéng dir ligu mikc 1 tién trinh “2.0 Quan 1y yéu cau-phan hoi khach

hang ”

O
2.1 < Yéu cau ciia khach
. . Tiép‘nhém
h | HO tro phan hoi khach yéu cau cua [ Danh sach khach
khéch hang
\_ ) HO tro yéu cau khach
A
A 4 Yéu A\ 4
) ‘ O
2.4 cau 2.2
Xu ly phan cua Xu ly yéu
hoi cta ; ciu cua
khach
khéch hang khéch hang
Khach hang
Thong tin phan hoi Thong tin yéu cau
Thong a | Danh s&ch khach
tin
N hd N
23 . tro Phan hdi cua khach ,2'3
Quan 1y ho »  Tiép nhan
trg khach phan hoi
hang cua khach
ha
—__ NI
Ho tro khach ha an 1y ;
0 trg khach bang) ~ Quan ly Phan hi ctia khach

Hinh 2.3:Biéu d6 ludng dit liéu mic 1 tién trinh “2.0 Quéan 1y yéu cau-phan hoi
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¢. Biéu d6 luong dir ligu mirc 1 tién trinh “3.0 Quan 1y chét luong phuc vu
khach hang ”

O )
3.1 f | Y kién ctia khach
Téng hop ¥ Y kién ctia khich
kiénva ¢ v
phén hoi ( 39 \
\\“ L) ~ Phan tich
danh gia
f | Y kién cia khach chat lugng
ién cua khac - - huc vy
Khéach hang phuc vi
- J
A
Dénh gia cia khach

Phan hdi cua khach

A

y

i | Tong hop chét lugng phuc vu

Hinh 2.4:Biéu d6 ludng dit liéu marc 1 tién trinh “3.0 Quan 1y chat lugng phuc vu
khéch hang ”

d. Biéu do luong dit liéu mikc 1 tién trinh “4.0 Tim kiém khach hang ”

/

i
4.1

—
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Tong hop ¥

kién khach | Y

Danh sach khach

kién khach hang

A

hang

Khach hang

Khach hang tiém niang

O
4.2

Bo6 sung
khach hang
tiém nang

A

A

Yéu cau cua khach

Phan hdi cua khach

—

Hinh 2.5:Biéu d6 ludng dit liéu muc 1 tién trinh “4.Tim kiém khach hang ”



e. Biéu do luéng dir ligu mirc 1 tién trinh “5.0 Bdo cdo lanh dgo ”

g | Hd tro yéu cau khach

h| Hd trg phan hdi khach

v Vv

4 )
5.1

Théng ké Y kién cua khach

tong hop

>

Lanh dao

Cac bao cao

O
5.2

Lap cac

—

'y i

Cac bao cao

»
»

bao cao

P
<«

i | Tong hop chét lugng phuc vu

Hinh 2.6:Biéu d6 ludng dit liéu mic 1 tién trinh “6.Béo cao lanh dao ”

2.2. Phan tich dir liéu

2.2.1. M hinh dir li¢u khai niém cia cac hd so

a. Danh sach khach.

b. BPang ky mua hang.

c. Tai khoan khach

d. Yéu cau cua khach

e. Phan hoi cua khach

f. Y kién cua khach.

g. Hd tro yéu cau khach.

h. HO trg phan hoi khach.

1. Téng hop chét luong phuc vu

j. Céac bao cao
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2.2.2. M6 hinh dit liéu khai niém ciia hé théng

a. Cac thuc thé va thugc tinh

M3 hd so thanh vién =>

Ma khéch hang =>

Ma ho so mua hang =>

Ma tai khoan =>

Ban yéu cau =>

Ban phan hoi =>

Ban ho tr¢g yéu cau =>

Ban hd trg phan hoi =>

Y kién danh gia =>

HO SO THANH VIEN (M4 HS thanh vién, thong tin
PK)

KHACH HANG (M4 KH, tén KH, tudi, BC, s6 DT,
CMTND, loai KH)
HO SO MUA HANG (M4 HS,mua hang, théng tin mua

hang)
TAI KHOAN ( M4 TK, tén TK, mat khau, loai TK)

BAN YEU CAU (M4 yéu ciu, TG yéu cau)

BAN PHAN HOI (M4 phén héi, TG phan hoi)

BAN HO TRQ YC (M4 BHT yéu cdu, TG hd trg yc)

BAN HO TRQ PH (M4 BHT phén hdi, TG h tro ph)

BAN PANH GIA (M3 danh gia, y kién danh gi4)

b. Xdc dinh mdi quan hé giira cac thyuc thé va thude tinh

Gitra céc thyc theé trén c6 moi quan hé sau:

- Gitta HO SO THANH VIEN véi KHACH HANG

Ngay bK
thanh vién

HO SO THANH VIEN [ bang ky KHACH HANG
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Hinh 2.7:Méi quan hé giita Ho so thanh vién va Khach hang
- Giita HO SO MUA HANG véi KHACH HANG

TG bK
mua hang

HO SO MUA HANG

e

KHACH HANG

Hinh 2.8:Mbi quan hé giira HO so mua hang va Khach hang

- Gitta TAI KHOAN v¢i KHACH HANG

KHACH HANG

Co K

TAI KHOAN

Hinh 2.9: Mdi quan hé giita Khach hang va Tai khoan

- Gitta KHACH HANG véi BAN YEU CAU

KHACH HANG [

K BAN YEU CAU

Hinh 2.10:Mbi quan hé giita Khach hang-Ban yéu cau va Nhan vién
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- Gitta KHACH HANG véi BAN PHAN HOI

KHACH HANG

N __

BAN PHAN HOI

Hinh 2.11:Mbi quan hé giita Khach hang-Ban phan hoi va Nhan vién

- Gitra KHACH HANG v6i BAN HO TRQ YC

TG nhan ho tro

KHACH HANG

BAN HO TRO YC

Hinh 2.12:Mbi quan hé gitta Khach hang-Ban hd trg yc

- Gitra KHACH HANG vé6i NHAN VIEN voi BAN HO TRQ PH

32

KHACH HANG ———_

BAN HO TRO PH

Hinh 2.13:Mbi quan h¢ giita Khach hang-Ban hd trg ph




- Gitta KHACH HANG voéi BAN DPANH GIA

TG danh gia

KHACH HANG BAN DANH GIA

Hinh 2.14:Mbi quan hé giita Khach hang-Ban danh gia
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C. Biéu @0 ciia mé hinh DL quan niém (M6 hinh E-R)

T.tin mua Ma HS thanl
hang vién Mat khaa

HO SO HO SO ) -
MUA HANG THANH — TATKHOAN
TG bK
Ma HS

mua hang

J

Pang ky Co

- - BAN
KHACH HANG —‘ PHAN HOIL

Nhan <1> Nhéan
/

danh gi4

BAN
YEU CAU

9
ﬁ%

—
o

N TG nhan h
TG nhan h¢ trg ph

- . tro'ye - BAN HO
BAN HO BAN TRG PH

TRO YC PANH GIA
Ma BH:F
Ma danh phin hoi
gia

Hinh 2.15:Biéu d6 mé hinh DL quan niém

) (-
te)
e

Ma BHT
yéu cau

Y kién
danh gia
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Chwong lll: THIET KE HE THONG

3.1. Thiét ké co’ sé& dir liéu logic

3.1.1. Chuyén mé hinh quan niém sang thanh cac quan hé
Tt céac thuc thé cia mod hinh quan ni€ém va cac mbi quan h¢ bac hai c6 dang mot-
nhiéu, khong c6 thude tinh ri€ng ta tim dugc cac quan hé va céac thudc tinh nhu sau:
a.Chuyén cac thwc thé thanh quan hé:
- HO SO THANH VIEN ( M4 HS thanh vién, thong tin PK )
- KHACH HANG ( M4 KH, tén KH, tudi, PC, s6 BT, CMTND, loai KH )
- HO SO MUA HANG ( M4 HS mua hang, théng tin mua hang )
- TAI KHOAN ( M4 TK, tén TK, mat khau, loai TK, ma KH )
- BAN YEU CAU ( M yéu cau, ND yéu ciu )
- BAN PHAN HOI ( M3 phan h6i, ND phan hoi )
- BAN HO TRQ YC ( M4 BHT yéu cau, ND hd trg yc )
- BAN HO TRQ PH ( M BHT phan hi, ND hd tro ph)
- BAN PANH GIA ( Mi danh gi4, ¥ kién danh gia )

b.Chuyén cac mdi quan hé thanh quan hé:
T cac mdi quan hé co it nhat mét thudc tinh riéng va cac mbi quan hé nhiéu —
nhiéu ta co cac quan hé véi cac thudc tinh nhu sau:
T mdi quan hé KHACH HANG va BAN YEU CAU ta ¢6 quan hé:
KHACH HANG - BAN YEU CAU ( M4 KH, ma yéu cau, TG gui yc )
T mdi quan hé KHACH HANG va BAN PHAN HOI ta ¢ quan hé :
KHACH HANG - BAN PHAN HOI ( M4 KH, m4 phan hdi, TG giri ph)
Tir méi quan hé KHACH HANG va BAN HO TRO YC ta c¢6 quan hé:
KHACH HANG — BAN HO TRQ YC ( M4 KH, m4 BHT yéu cau, TG nhan hd

trg yc )
T mdi quan hé KHACH HANG va BAN HO TRQ PH ta c6 quan hé:

KHACH HANG — BAN HO TRQ PH ( M4 KH, ma BHT phéan hdi, TG nhan hd
trg ph)
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T mdi quan hé KHACH HANG va BAN DANH GIA ta c6 quan hé:
KHACH HANG - BAN PANH GIA ( M3 KH, mi danh gi4, v kién danh gia )

3.1.2. Chuan héa cic quan hé

- HO SO THANH VIEN ( M4 HS thanh vién, thong tin PK ) (1)

- KHACH HANG ( M4 KH, t&n KH, tudi, BC, s6 BT, CMTND, loai KH) (2)

- HO SO MUA HANG ( M4 HS mua hang, théng tin mua hang ) (3)

- TAI KHOAN ( M4 TK, tén TK, mat khau, loai TK, ma KH) (4)

- BAN YEU CAU (M4 yéu cau, ND yéu cdu) (5)

- BAN PHAN HOI ( M3 phan hdi, ND phan hoi) (6)

- BAN HO TRQ YC (M3a BHT yéu cau, ND hd tro yc ) (7)

- BAN HO TRQ PH ( Mi BHT phan hdi, ND h tro ph) (8)

- BAN PANH GIA ( Mi danh gi4, y kién danh gia) (9)

- KHACH HANG - BAN YEU CAU ( M4 KH, mé yéu cau, TG giriyc) (10)

- KHACH HANG — BAN PHAN HOI ( M4 KH, ma phén hoi, TG giri ph) (11)

- KHACH HANG — BAN HO TRQ YC ( M4 KH, ma BHT yéu cau, TG nhén hd trg
yc) (12)

- KHACH HANG - BAN HO TRQ PH ( M4 KH, ma BHT phan hoi, TG nhan hd tro
ph) (13)

- KHACH HANG - BAN PANH GIA ( M4 KH, mi danh gia, y kién danh gia ) (14)

3.1.3. So' d6 ctia md hinh dir liéu quan hé
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Khéa chinh W@ (B [@)[G)|®)]@]@®) (0O |10 (11)]12)|(13)| (14)| Cac lién két
1.M4 hd so thanh vién K Loai
2.M3 KH C |[K |[C |C 2-1,3,4
3.M4 ho6 so mua hang K Loai
4.Ma TK K Loai
5.M4 yéu cau C K (6,2)
6.Ma phan hoi C K (7,2)
7.Ma BHT yéu cau C K (8,2)
8.Ma BHT phan hoi C K (9,2)
9.M3 danh gia C K (10,2)
10.Mi KH, mi yéu cau K Loai
11.Ma KH, ma phan hoi K Loai
12.Mi KH, mi BHT yéu cau K Loai
13.Mi KH, ma BHT phan hoi K Loai
14.Ma KH, ma danh gia K | Loai
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- i KHACH HANG R —
VIEN(1) (11) (6)
« e # Ma KH .
#Ma HS thanh vién SL yc # Ma yéu cau
Thong tin dang ky TG giti ye ND yéu cau
M3 yéu cau ‘ ‘
HO SO MUA HANG BAN PHAN
@) KHACH HANG HOL(D)
BAN PHAN HOI TR
. . (12) N #Ma phan hoi
# Ma HS mua hang N | ND phan hoi
Thong tin mua hang 3
#Ma KH
TG gti ph
~ Mi phan hoi
1 BAN HO TRQ YC
KHACH_ H_ANG (2) KHACH HANG =
BAN H(?;RO YON # Ma BHT yéu ciu
# M& KH s ND BHT yéu cau
Ten KH # M3 KH
Tuoi I % I/l TG nhéan hd trg yc
bC M3 BHT yéu ciu )
CMTND BAN HO TRO PH
Loai KH ; i} (9)
M6 ta KHACH HANG
I BAN H{? 4T3RO PHN # Ma BHT phan hdi
7 ND BHT yéu cau
AN .
TAI # Ma KH .
KHO AN(4) TG nhén ho trg Eh
Ma BHT phan hoi
#Ma TK BAN PANH GIA
Ifn K KHACH HANG (10)
at khau BAN DANH GIA e
Loai TK (15) # Ma danh gia
Ma KH i Y kién danh gia
#Ma KH
Ma d;’mh gia
Y kién danh gia

Hinh 3.2: M6 hinh ER




3.1.4. Thiét ké co sé dir liéu vat ly
Tur cac quan h¢ nhan dugc, ta lap duoc cac bang dir liéu cho co s¢ dir liu vat ly sau day

Bang THANHVIEN

Tén trudng Kiéu dir lidu Kich c& Rang budc
tenKH varchar 30

tuoi int 2

DC varchar 50

soDT char 12

CMTND char 10

loaiKH char 1

mota varchar 100

Bang KHACH

Tén trudng Kiéu dir lidu Kich c& Rang budc
makKH int 10 Khoa chinh
tenKH varchar 30

tuoi int 2

DC varchar 50

soDT char 12

CMTND char 10

tenTK varchar 30

matkhau int 2

loaiKH char 1

mota varchar 100

Bang HO SO MUA HANG

Tén trudng Kiéu dir lidu Kich c& Rang budc
maHSmuahang int 10 Khéa chinh

thongtinmuahang
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Bang TAIKHOAN

Tén trudong Kiéu dir liéu Kich co Rang budc
maTK int 10 Khéa chinh
tenTK varchar 30

Matkhau int 2

loaiKH varchar 50

maKH char 12 Khda ngoai
Bang BANYEUCAU

Tén truong Kiéu dir liéu Kich c& Rang budc
Mayeucau int 10 Khéa chinh
Tgyeucau datetime 8

Bang BANPHANHOI

Tén trudng Kiéu dir liéu Kich c& Rang budc
maphanhoi int 10 Khéa chinh
TGphanhoi datetime 8

Bang BANHOTROYEUCAU

Tén trudng Kiéu dit liéu Kich ¢& Rang budc
maBHTyeucau Int 10 Khoa chinh
TGhotroyc datetime 8

Bang BANHOTROPHANHOI

Tén truong Kiéu dit liéu Kich co Rang budc
maBHTphanhoi int 10 Khéa chinh
TGhotroph datetime 8
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Bang BANDANHGIA

Tén trudong Kiéu dir liéu Kich co Rang budc
madanhgia int 10 Khéa chinh
ykiendanhgia char 20

Bang KHACHHANG-BANYEUCAU (YEUCAUKHACH)

Tén trudng Kiéu dir lidu Kich c& Rang budc
makKH int 10 Khda chinh
TGguiyc datetime 8

mayeucau char 12 Khéa ngoai

Bang KHACHHANG-BANPHANHOI (PHANHOIKHACH)

Tén trudng Kiéu dir liéu Kich c& Rang budc
makKH int 10 Khoa chinh
TGguiph datetime 8

maphanhoi char 12 Khéa ngoai

Bang KHACHHANG-BANHOTROYEUCAU (HOTROYEUCAUKHACH)

Tén trudng Kiéu dir liéu Kich c& Rang budc
makKH int 10 Khda chinh
TGnhanhotroyc datetime 8

maBHTyeucau char 12 Khda ngoai

Bang KHACHHANG-BANHOTROPHANHOI (HOTROPHANHOIKHACH)

Tén truong Kiéu dit liéu Kich co Rang budc
maKH int 10 Khoa chinh
TGnhanhotroph datetime 8

maBHTphanhoi char 12 Khéa ngoai
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Bang KHACH-DANHGIA

Tén trudong Kiéu dir liéu Kich co Rang budc

maKH int 10 Khoa chinh
yienkhach char 20

madanhgia int 10 Khoa ngoai
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3.2. Thiét ké biéu do hé théng cac tién trinh xdv ly

-Sau khi [am min hoé bi€u d6 ludng dir li€u, bd sung cac chirc nang do yéu cau mdi ta

c6 biéu d6 ludng dir liéu (dang vat Iy) murc 1 cta céc tién trinh.

3.2.1. Biéu d0 ludng hé théng cia tién trinh “1.0 Quén ly théng tin khach

hang”
(1. ‘
b | Pang ky mua hér} Tiép nhan <+— a| Danh sach khach hang
thong tin dang
ky thanh vién
\ 4
: Thong|  Hg thén
Nhan vién : 8
tin ;“J
Y\ Thong
1.4 mua
X tin
. X hang v
Kiém tra danh thanh /1 5 N
sach khach . '
hang vién Xir ly thong
tin dang ky
N Nhan vién/ Thong tin hanh vién| thanh vién
Thong tin khach hang |_Kach hang &= = 1 He th
g 9 A A th)ng h()‘p lé . H(} thO:lg "
1€ .
|
a| Danh sach khach hang Tai khoan va mat khdu KH /—‘—'ﬂ
1.3
Cép phat
tai khoan
v ¢ | Tai khoan khach «—— ¢ho khach
riaril
(15 ‘ J
Quin ly R
thong tin
khéch hang
Nhéan vién
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Hinh 3.3: Tién trinh “1.0 Quan 1y thong tin khach hang” (dang vat 1y)




3.2.2. Biéu @b ludng hé thong ciia tién trinh “2.0 Quan ly yéu cau-phan hdi
khach hang”

2.1

Yéu cau cua khach

A
o

Tiép nhan

yéu cau cia 1« a | Danh sach khach
khach hang

h | Hb tro phan hdi khach

g | HOd tro yéu cau cua khach

Hé thino
~—
A 4
Yéu 29
v .
/ \ cau
2.4 i Xir ly yéu
o cua cau cia
Xir ly phin khéch khach hang
hoi ciaa
khach hang Phan hdi ciia khach o Nhan vién
] - Thong tin yéu cau Y
Nhan vién | Khach hang
A
Thong tin ho tro Phén hoi ciia khach

| \ 4

2.5 2.3

a | Danh s&ch khach >
Quan ly hd Tiép nhan
trg khach e | Phan héi ciia khach > Phin hoi cua
hang khach hang
Quan ly \ Hé théns )

Hinh 3.4: Tién trinh “2.0 Quan 1y yéu cau-phan hoi khach hang” (dang vat 1y)
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3.2.3. Biéu d6 ludng hé thong ciia tién trinh “3.0 Quan 1y chit lugng phuc vu
khach hang”

45

3.1

T(Z),ng hopy
kién va phéan

Y kién cua khach

<
<

hoi

Nhan vién

Y kién cua khach

J

A A

f | Y kién cua khach

Khéch hang

e | Phan hoi cua khach

Danh gia cua khach

3.3

Phén tich
danh gia chat
lwgng phuc vu

Hé thon
N 5

A 4

i | Tong hop chét lugng phuc vu

Hinh 3.5: Tién trinh 3.0 Quan 1y chat lugng phuc vu khach hang” (dang vt 1)



3.2.4. Bi¢u d6 ludng hé thong ciia tién trinh “4.0 Tim kiém khéch hang”

(42 N

Bo sung khach
hang tiém nang

@1 e a | Danh sach khach -

Té[}g hep y kién | ¢ a5 bhach hang Khéch hang tiém niang
khach hang

A

A

Khach hang

\_ Nhanvien /* Nhan vien
I e | Phan hoi cua khich
d| Yéu ciu ciia khich
Hinh 3.6: Tién trinh “4.0 Tim kiém khach hang” (dang vat 1y)
3.2.5. Bi¢u d6 ludng hé thong ciia tién trinh “5.0 Bao céo lanh dao ”
g | HO tro yéu cau khach
h| HJ tro phan hdi khach
e I
5.1 / N
6.2
0 8 s Céc béo céo
Txhong ke Y kién cua khach .| Lap cic bao
tong hop Linh dao IR
> : cao
Nhan vién Quin Iy
! Y a
NN i | Cacbaocdo +«—\ vanly. )

i | Tong hop chét lugng phuc vu

Hinh 3.7: Tién trinh “5.0 B4o c4o linh dao” (dang vét 1y)
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3.3. Thiét ké hé théng giao dién

3.3.1. hé thong cac giao dién nhip li¢u
a. Pang ky thanh vién.

b. Danh sach khach hang.

c.Pang ky mua hang.

d.Cap nhat tai khoan.

e.Ban yéu cau.

f.Ban phan hoi.

g.Ban hd tro yéu cau.

f.Ban hd trg phan hoi.

i.Y kién danh gia.

3.3.2. hé thong cac giao dién xir Iy

j.Yéu cau cua khach hang.

k. Phan hoi ctia khach hang.

|.Tra 101 yéu cau khach hang.

m.Tra 161 phan hoi khach hang.

n.Két qua danh gia (khach hang-y kién danh gia)

3.3.3. H¢ thong thuc don
3.3.3.1.X4c dinh cac ludng dir liéu hé thong

Do viéc cham s6c¢ khach hang dugc thuc hién trén nén web nén cac tién trinh trong
so do ludng dir lidu c6 thé do hé thdng thyc hién (tién trinh dugc thuc hién thong qua
trang web hodc phan mém quan 1y) (may tinh 1am) hodc do nhan vién bo phan chim séc

khéch hang thuc hi¢n.

A.Ludng h¢ thong ciia tién trinh “1.0 Quan ly thong tin khach hang”
a.Phan dinh cong vi¢c

- Tién trinh “1.1 Tiép nhan thong tin dang ky thanh vién”, ,”1.3 Chap nhan
khach hang la thanh vién” do web thuc hién.

- Tién trinh “1.2 X1r Iy thong tin ddng ky thanh vién ”, “1.4 Kiém tra danh sach

khach hang”, “1.5 Quan Iy thong tin khach hang” do phan mém quan 1y thuc
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hién.

b.Xac dinh céc giao di¢n xur 1y
A. Tiép nhan thong tin dang ky thanh vién.
B. Xt 1y thong tin dang ky thanh vién.
C.Chap nhan khach hang 1a thanh vién (Tién hanh tu dong).
D.Kiém tra danh sach khach hang.
E. Quan ly thong tin khach hang.

c.Pic ta tién trinh cta luéng hé thong

-Tién trinh “1.1 Tiép nhan thong tin dang ky thanh vién”
Xt 1y theo 16 mdi khi ¢6 khach hang muén 1ap tai khoan trén trang web.
Ngoai cac thong tin c4a nhan thi khach hang con phai nhap vao tén tai khoan va mat
khau.

-Tién trinh “1.2 Xt ly thong tin dang ky thanh vién”
Puoc xir 1y sau khi tiép nhan thong tin dang ky cta khach hang.
Thong tin dang ky dwoc kiém tra va xir Iy: Thong tin ding ky s& duoc chap nhan néu
hop 1€, nguoc lai h¢ théng s€ guri thong bao yéu cau khach hang xem lai hodc nhép lai
théng tin.

-Tién trinh “1.3 Chép nhan khach hang 1a thanh vién”
Tién trinh nay duoc thuc hién sau tién trinh “1.2 X 1y thong tin dang ky thanh vién”.
Sau khi kiém tra thong tin ding ky da hop 18, hé théng giri thong bao dén cho khach
hang di dang ky thanh cong, hé thong s& tu dong cap phat tai khoan cho khach hang
(mat khau duoc giri vao email ciia khach hang) dong thoi hé thong s& tu dong luu thong
tin dang ky vao danh sach khach hang.

-Tién trinh “1.4 Kiém tra danh sach khach hang”
Viéc kiém tra danh sach khach hang dugc nhan vién thyc hi¢n khi c6 cac cong viéc lién
quan.

-Tién trinh “1.5 Quan 1y thong tin khach hang”

Vi¢c quan ly thong tin khach hang duoc nhan vién thuc hi¢n.
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B.Luong hé thong cia tién trinh “2.0 Quan ly yéu ciu phan hdi ciia KH”
a.Phan dinh cong viéc
-Tién trinh “2.1 Tiép nhan yéu cu cta khach hang”, “2.3 Tiép nhan phan hoi
cua khach hang” do web thuc hién.

-Tién trinh “2.2 Xt 1y yéu cau ctia khach hang”, “2.4 Xt Iy phan hoi ctia khach

hang” do nguoi thuc hién.

b.Xac dinh céc giao dién xtr ly
F.Tiép nhan yéu cau cua khach hang.
G.Xtr Iy yéu cau ctia khach hang.
H.Tiép nhan phan hoi ctia khach hang.
1.X1r Iy phan hoi ciia khach hang.

c.Pic ta tién trinh cta luéng hé thong

-Tién trinh “2.1 Tiép nhan yéu cau cta khach hang”
Xt 1y khi khach hang c6 yéu cau (yéu cau la nhitng thac mac hay yéu cau dbi véi dich
vu ma doanh nghiép cung cip) duoc giri dén hé théng.
Yéu cau cia khach hang co6 thé duoc giri duéi nhiéu hinh thirc: Pién thoai, Yahoo,
Email, Forum.

-Tién trinh “2.2 Xt 1y yéu cau cta khach hang”
Viée xtr 1y yéu cau cta khach hang s& do nhan vién thuc hién. Khi yéu cau cta khach
hang duogc giri dén, nhan vién c6 trach nhiém xu 1y va hd tro kip thoi tuy theo hinh thirc
ma khéch hang lién h¢.

-Tién trinh “2.3 Tiép nhan phan hoi ciia khach hang”
X 1y khi khach hang c6 phan héi sau khi mua hang hay thyc hién giao dich v6i doanh
nghi¢p (da nhan dugc hang, chua nhan duoc, chua thuc hién dugc...).
Khach hang cé thé phan hoi theo nhiéu hinh thirc: c¢6 thé truc tiép qua dién thoai,
Yahoo, Forum hay phan h6i qua Email.

-Tién trinh “2.4 Xt 1y phan hoi ctia khach hang”
Xtr Iy mdi khi c6 phan hoi tir khach hang.
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Sau khi nhan dugc phan hdi cua khach hang, nhan vién c6 trach nhiém ho tro cho khach
hang kip thoi.
Thong tin tra 101 ¢6 thé duoc glri vao Email cta khach hang, hodc tra 101 truc tiép qua

Yahoo, Dién thoai, Forum.

C.Ludng h¢ thong cia tién trinh “3.0 Quan ly chat lwong phuc vu khach
hang”
a.Phan dinh cong viéc

-Tién trinh “3.1 Tong hop y kién va phan h6i”, “3.2 Phan tich danh gia chat lugng

phuc vu” do web thyc hién.

b.Xac dinh céc giao dién xur ly
J. Téng hop ¥ kién va phan hoi.
K.Tong hop v kién danh gia cua khach hang.

c.Dic ta tién trinh cta ludng hé thong
-Tién trinh “3.1 Téng hop ¥ kién va phan hoi”
Nhitng khach hang di tham gia 1a thanh vién, thuc hién giao dich v6i hé thong co
nhimng ¥ kién hay phan hdi vé chét lugng phuc vu ma hé théng ciia doanh nghiép cung
cap.
S€ c6 nhiing danh muc danh gia cho khach hang lya chon.
-Tién trinh *“3.2 Phén tich danh gia chét luong phuc vy~
Heé théng thuc hién ty dong.
Sau khi tiép nhan ¥ kién danh gia cua khach hang, hé thong s& phan tich va danh gia

chét lugng phuc vu.

D.Ludng h¢ thong ciia tién trinh “4.0 Tim kiém khach hang”

a.Phan dinh cong vi¢c
-Tién trinh “4.1 Téng hop ¥ kién khach hang” do déng thdi web va ngudi thyc hién.
-Tién trinh “4.2 B6 sung khach hang tiém ning” do ngudi thyc hién.

b.X4c dinh céc giao dién xur ly
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L. Téng hop vy kién khach hang.
M. B6 sung khach hang tiém ning.

c.bic ta tién trinh cua ludng hé thong
-Tién trinh “4.1 Tong hop ¥ kién khach hang”
Tién trinh nay thyc hién nhim téng hop cac khach hang di c6 phan hoi va v kién,
trén co s& d6 phat hién khach hang tiém ning cho doanh nghiép.
Tién trinh nay co thé dugc thuc hién trén hé théng hoac ngoai hé théng (do nhéan vién
thuc hién véi nhiéu hinh thirc)
-Tién trinh “4.2 B6 sung khach hang tiém ning”
Tién trinh nay duoc thuc hién xem xét cac ¥ kién va phan hoi cua khach hang, tu
d6 loc ra cac khach hang chua c6 trong danh sach va quan tim dén cac san pham

hay dich vu ma cong ty cung cap.

E.Ludng hé thong cia tién trinh “5.0 Bao cdo linh dao”

a.Phan dinh cong viéc
-Tién trinh “5.1 Théng ké tong hop” do phan mém quan 1y thuc hién.
-Tién trinh “5.2 Lap cac bao cao” do ngudi thuc hién.

b.Xac dinh céc giao dién xtr ly
N.Théng ké.

0.Béo cdo.

c.bic ta tién trinh ctia ludng hé thong
- Tién trinh “5.1 Théng ké tong hop”

X 1y tu dong mdi khi c6 yéu cau thong ke.

Bang thong ké duoc tao theo miu c6 sin trén may.
-Tién trinh “5.2 Lap céc bao c4o”

Xt 1y ty dong mdi khi ¢6 yéu cau bao cdo.

Bang bdo cdo duoc tao theo mau cé sin trén may.
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3.3.3.2.X4y dung céu tric hé thong chwong trinh

Hé thong

Lién hé véi
D.Nghiép

Cap nhat
nhan vién

Panh gia
cua khach

bién thoai

Pang ky Dang ky
thanh vién mua hang
Cép tai Ho so mua
khoan KH hang
Cap nhat Kiém tra
t.tin t.tin

3.3.3.3.X4c dinh hé thong giao dién twong tic

-Kién trac hé thong giao dién twong tac:

Email

Forum

Yahoo

Tiép nhan
danh gia

T(Z)ng hop-
xem k.qua

+Kién tric hé thong giao dién twong tac ciia hé théng chiam séc khach hang.
Hinh 3.8 (trang 58 )

+Kién trac hé thong giao dién tuong tic cla trang web.

Hinh 3.9 (trang 59 )
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0

Truy nhép hé

thong

1

Thuc don chinh
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4.1.1

Yéu cau cia

khéch hang

4.1.2

2 3 4
Pang ky thanh Pang ky mua Yéu cau-phan
vién hang héi khach
2.1 3.1 4.1
—{  Tiép nhan —{ Tiép nhin don Xir Iy yéu cau
t.tin dang ky mua hang | | cta khach
2.2
L { Kiém tra tinh
hop 1¢ 3.2 4.2
— | Xirly donmua| U Xirly phan hdi

— Cap nhat tai

khoan

Hb tro yéu

cau cua khach

4.2.1

Phan hoi caa

khéch hang

hang

cua khach

Hinh 3.8: Kién triic hé thong giao dién twong tac cia hé thong

4.2.2

Hb tr¢ phan

hoi ciia khach

5 6
Khach hang B4&o céo-thdng
ké
5.1 6.1
Cap nhat thong Théng ké
tin khach hang
5.2 6.2
| Xem tim kiém L | Baocéo
khach hang




0

Trang chu

2 3 4 6 7 8 9
Ding ky DS tin tirc Danh muc Trang chii sau khi So do Tim kiém Yéu cAu-phan Gi6i thiéu Lién h¢
san phim san phim da diang nhap web hoi
11 2.1 3.1 4.1 4.2 61
Xac nhan Tin tirc san Danh Céac Gio Két qua
ding ky pham theo muc san don hang tim
thanh cong loai phim hang kiém
*1.1
2.2 *1.1 42.1 _
; Chi tiet
Tin tire sdn Chi tiet san bat
2 2 . san
pham pham hang )
pham
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3.3.3.4.Thiét ké cac giao dién xir 1y biéu bao
-Giao dién diéu khién: Trang chu
-Giao dién xtur 1y:
+Giao dién dang ky thanh vién.
+Giao dién Lién hé.
+Giao dién Forum.
+Giao dién Ho so khach hang (HO so thong tin khach hang va Ho so tai khoan)

+Giao dién danh gia.

Chwong IV: CAlI PAT VA THU NGHIEM HE THONG

4.1. Méi trwong phat trién hé théng
H¢é diéu hanh : Hé diéu hanh Window XP.

Hé diéu hanh duoc chon 13 Windows 2000 sever trd 1én do dé sir dung va mang

tinh bao mat cao.

H¢ quan tri co s¢ dir liéu : My SQL.

Hé quén tri My SQL ¢6 dic diém nhu sau:
-La mot hé quan tri CSDL mién phi dugc phat trién theo chuan ma nguén mo.
-My SQL chay dugc trong ca hai méi truong Linux va Windows.
-Tbc @ nhanh va rat phu hop cho mot CSDL c¢& vira.

Ngon ngir 1ap trinh : Ngon ngir PHP, HTML, JavaScrip, CSS.

Ngon ngit PHP dugc sir dung vi n6 ¢é céc dac tinh sau:

-La mot ngdn ngit 1ap trinh sever-side mién phi dugc phat trién theo chuan ma

ngudn ma.
-PHP chay dugc trong ca hai méi truong Linux va Windows.
-Tdc do nhanh, dé st dung.
-Truy cap duogc bét ky loai co so dir liéu nao.

Ngon ngir 1ap trinh dugc st dung phia Client 1a JavaScrip.
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4.2 Hé théng giao dién thwc don va chirc ning

4.2.1. Giao dién thuc don chinh

Munxx «

M Trang ohl

The world's thinnest and
lightest 17-inch notebook.

Introducing the now ety MucBook Pr
Seledt your MaoBook Fro
- .
Muacbook Mro
-~

§4.700.00

frang ohd ¢

W GiS hang (0

B1.400.00

1ol thigu

an philmy 3 nhilp

Muobook White

$508.00

TH s o gie

S Tim kidm Frowse

Danh myc san ph&m T San pham ~

v

MAy tinh =Ach tay
Aclveo Headphones

May nahe nhas 8400

v

Sllp xdp theo:
Laram Ipeum dalor &

‘ : AMST, COnEacTaTur

adipizoing et Doneo sK st nibh
Muamus non arcu. Lorem Ipsum dolor sit
nmet, conractetur adiplreing elit ohl

Bidn thoat al ddng

'

Phy kg mby inh -

’

Pl kidn
nha

vay nuhe >

Fhu kign dign thog!
Alec Speakers

00,00

Lorem Ipxum dolor ait
AMGT, GONEACTATUF
adiplecing alit. Danec &t amet nibh

Suv s n “r Lormimn ipsurr
conractatur adipizoing el

Alrport Express

o000

| smmmm
Larem ips dakar
AT, GONKSCTHTUr

wdipizoing et Donee st amet nibh
Muvarmus non arou. Lorem Ipsum dolor
amaet, consectatur adiplsoing elit. Jierm
et

AV Cablax
9800

Loram Ipxurm dolor

AMGT, GONEeGTATUr
adiplecing elit. Doneo it amat nibh.
SAvamus Wrou . Lotern ipsam ¢
amet, consectetur adiplzoing elit
téir

Hinh 4.1: Trang chu
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4.2.2. Giao dién thuc don con chirc ning

PANG Ki

© Trubng bét budc | - Trubng hign thitrén hd so cla ban | @ Truimg khéng hién thitrong hd so | L1 Théing tin: Bidm chudt véo bidu tuong
Tén dang nhép: [ ‘ SO

’ RO
0% 0
|

Email:

Mit khau:

@

Xac nhan mat khau:

Hgay sinh: vl el vi|EE @ %

l
[
l
[
Gidi tinh: O nNamQ N @ %

CMHND: [ ‘ =

Pia chi: | J > W

Thanh phé: v o=

§6 dién thoai:

S6 di déng (néu co ):

Tén cong ty:

|

l
Pia chi céng ty: [ |
So'lwoc vé céng ty ban:

%

“
b

Website céng ty ban ( néu cé ):

Reaqister

Hinh 4.2: Bang ky thanh vién

yiletin

« Forums Yeu fast vismed: Today at e 2 AM
Private Messages: Unread 0, Total 0.

“i_- RKainForum Descrgton

tark Forums Read  ¥Yiew Forum Leadess

What's GCeing On?

|
Curreathy Active Userss | (1 members and O guests)

A3 Mostssers ever osline was 1, Today 3t 07:49 AK.
admin

Forums Stabistics

Theeads: 0, Posts: 0, Mambers: 1, Active Members: 1
Welcom= to car newest memder, 2émis

l ® Forum Comtans Naw Pasts

=
L Forum Contains Nz New Posts

All tmes are GMT. The time mawis 7

FPawered by vBuletin® Version 254
Copynght @200C - ZD10. Jelsaft Eaterprisas iré

Hinh 4.3: Forum
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"Guery results operalions

i Prntwvies 5 Pontwew (with full texts) B Expart
| Show: | | rs) staring from record 2 /g
i horizontal v mode and repeat neaders afier 109 tels
Sortby key. MNone v Go|

-+ ] name usefname emai passward useriype  hlock

0 J ¥ 81 Asministalor admin admin@mail com 389779743347 43d641453118c0215:P3L e MBICGWHIE...  Super i}
AdminisTator

| ¥ 4 X 54 nooungngwen ngoungRgUYEn naoungnouen@gmailcom  276e5584e200e33a03077a2d4d2300c4: UF boao5DHKHej2feQ.  Registered ]
0O & X & mznd mizend mrzend@gmad.com 96531511 27db8202264e250204754057 aDSDHCHNMBG2ud..  Registered (]

1 CheckAlfUncheck Ml Wihseecled 2 X B

20 |row{s)siading from record # g

in| horizontal

w mode and repeat headers afier 10 2ls

Hinh 4.4: Ho so tai khoan

&3 Server: localhost » Database: shoptest » Table: jos_comprofiler

fElBrowse Structure

J2S0L  USearch ¥cinsert  FEexport [Ejimport $€Operations [ffEmpty K

Field
id

user_id
firsthame
middlename
lastname
hits
message_last_sent
message_numher_sent
avatar
avatarapproved
approved
confirmed
lastupdatedate
registeripaddr

chactivation

hanned
banneddate
unhanneddate

hannedby

Type
int(11)

int(11)
varchar{100)
varchar(100)
varchar{100)
int{11)
datetime
int(113
varchar{255)
tinyint{4)
tinyint{4)
tinyint(4)
datetime
varchar(50)
varchar{s0)

tinyint(4)
datetime
datetime

int(11)

Function Nul Value
[ vl B2

| e ]

[ v [

| v] |

l 9 |

| o |

[ v 0000-00-00 00:00:00 =]
[ v o]

[ v |

| o |

| o ]

| b I

[ v 0000-00-00 00:00:00 ]
l v [

l v |

[ v 0

| ¥ @ | |E
| ] el ] =
| ] —
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_ Khach hang d4nh
- gia

Ban thay dich vu hd tre
cla chang thil thé nao

) Tuys vl
) Tt
Binh thudng
2 ¥nbng 16t

RIS

Bink chor KAt qua

Altec Speakers

£99.00

amed, co telur
adgipiscing alit. Doaiec it aenel nib

Vivaenus non arcu. Loram ipsum doior s

amet, consecteiur adipsscing et Kem

Battery Pack
] S50
. Lonam psum dolos sit

amed, consacietur
ampiscing it Donec sit amel nibh

Vivarnus non arcy Lorem ipsum dolor €
amet, consectedur adipesong okt Kem ot

Lorem psum dolor &

. =

AV Cables
2000
$35.00

Lorem ipsum dosor sit
amel, consecieh
adipiscing elit. Dones =2 amel nibh

Viva n arcy. Lorem ipsum dolor sit
MSSCEIUr AdpIscing alil Xam ¢f

Bluetcoth Heaaset
$64.00

Lorem ipsum dodor sit
amel, consecletur
adigiscing elll. Donec < amel nibh

Vivamus non arcu. Lorerm ipsurn dolor sif

amed, consecietur acipiscing ol A
nét

Hinh 4.6: Y kién danh gia

4.2.3. Cac hé con va chirc nang chinh

-Hé thong tiép nhan thong tin dang ky cuia khach hang va cap nhat thong tin khach
hang.
Chtic nang: Tiép nhan thong tin ding ky thanh vién ctia khach hang, cap phat tai khoan
va mat khau ding nhap hé thdng cho khéach hang. Sau khi ding ky thanh cong, cac
thong tin cta khach hang ty dong dugc cdp nhat vao trong bang danh sach théng tin
khach hang.

-Heé théng tiép nhan yéu cau - khiéu nai va xir Iy cic yéu cau — khiéu nai ctia khach
hang.
Chtrc nang: Tiép nhan nhitng yéu cau-phan hoi ctia khach hang, hd tro yéu cau-phan hoi
ctua khach hang.

-Hé théng danh gia chat lugng chim soc khach hang.
Chtre nang: Tiép nhan, tong hop ¥ kién danh gia cua khach hang.

-Hé théng quan Iy nhan vién chim séc khach hang.

Chure nang: Quan 1y thong tin nhan vién, cong viéc cham séc khach hang ciua nhan vién.

4.2.4. Giao dién cac chirc ning chinh va huéng din sir dung
a.Giao dién “Trang chu”
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Giao dién “Pang ky thanh vién” : Khach hang dién day du thong tin theo miu sin co
ctia hé thong va sau khi da chic chin vé cac thong tin dang ky, khach hang s& nhan nat

dang ky dé hoan tat tha tuc dang ky thanh vién.

Munxx « BRI oic i

| Trang chi WY 013 hitng (O Zan phim) & viling nhilp

The world's thinnest and
lightest 17-inch notebook.

Introducing the new 174nch MacBook Frq

Select your MacBook Pre

| - -
Macboak Pra Macbook I Mae Macboak White
P u n >,
~ 1 .
$1,090.00 $1,990.00 $1, 190,00 $o00.00

Thém

Q- Tim kidm Browse ’ San phdm dac
bigt
Danh myc san pht'nn slip xdp thao!  Téan San phbm L N
Maa Pro

> MAy tinh xdoh tay

Advec Hesdphorms Alrport Express
> May nghe nhao . $04,00 50,00
> Lidn thoal dl déng O Lorem Iprum dolor it L emMAa®  orem ipsum dolor zit

AMST, GonkecTetur amet, o

§2,480.00

* Phukidn may tinh > adipigcing olit. Donec «it amer nibh adipieoing alit, 0o «it amer o
MuAMUE Non 3rou, Lomm ipsum dolor si MVAMUE non arou. Lorem ipsum dolor €k
» Phykign may nahe > amat, conzuctatur sdipizoing alit. Merm chi urmat, consectatur adiplroing elit. em ohi
nhae et st
> Phukign dign thaal Msobook Pro
Alec Speskers AV Cables
259,00 #2000
Lorem Ipxum dolor =it Lorem Ipxum dolor sit
met, conzectetur Amet, consectetur
adipigoing alit, Doneo it amet nibh adiplgoing it Dones siv amet nibh
Muamus non #rou. Loraim ipsum dolor sit M amus non o Lo

wimet, oonseotetur adipisolng alit. e ohi armet, vonsectatur adipisolng alit
tiét tidn

DANG KI

Truteng AL Kb | Trurng Wide ) rédn id s odie ban ruteng MO WO I rong b s | % TRAnG I @ onuit vao pidu ugng

-
| o
Mat khbuas | e
Koo nhon mgt khiu: | | o &
Ngiy sinh: ( o 1 ~ | ~| TR
GIoA tinh: €3 nhim© por
CMND:

Vla onh | |

nany

B4 Mén thoosn | |

S4 di dong (ndu ca ) |

Tén cong ty:

Dia ohi vong |
Bo lwow vé vong ty bant

Wobwuito cong ty ban ( néu ¢6 )

Magister [ 3
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b.Giao di¢n "Ho so' mua hang” :
Khach hang sau khi chic chin vé yéu ciu mudn mua san pham s& thuc hién chirc ning
mua hang. Khach hang muén mua hang phai dién ddy du thong tin can thiét theo miu

san c6 ma h¢ thong cung cap. Sau khi da chac chan vé cac thong tin da dién, khach hang

c6 thé hoan tat va két thiic thu tuc ding ky mua hang.

Mac Fro

Mac Min|

The world's thinnest and [
lightest 17-inch notebook. s

2w 17-inch MacBook Pro

Introducing tha

Select your MacBook Pro

Macbook White Machook Pro Mac Mini Mac Pro

» B3 | =

o J S— | —— e
$1.29%00 $499.90 69,00 $1,990.90

Q- Tim kiém ~ Gio hang | San pham déc biét
g Tén SKU Gid S0 lwong J Cap nhat Tang
Danh muc san phém Mac Mini
Mook moal3 $1,299.00 ! -0 $1,290.00
> May tinh xath 1ay l j
> Méy nghs rihge reac Mun macmirs 748 61 1 o x| 15067
> Dién thow di diny Mac Pro A0 $2,499.00 ! ~0 $2,490.00 £659.00
> Phi kign may tinh o Téng §4,554.67
> Phy koén may nghe nhsc &3 .
ELD & daabiilniiond Thog tién hang $4,5540.67
> Phu kién dién thos Machook

Tién shué $0.00

Néu banmghedy mua hang, hiy dén vilo khung dut| day
O G I
$1,28%.00
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c.Giao dién “Lién h¢” :

Khi can c¢6 yéu cau lién hé, khach hang dién day da thong tin vao miu sin c6. Thong tin

khach hang giri s& dugc chuyén dén Email cua nguoi quan 1y.

Lien h¢

Pasition

~ Wit
Suburt
Gtne
Op Codw
Country

~ armml @ermell oom
o Talaphone
] Fax

- Myoallanous Info

Foter your name
Fanail sddies s

Massuge subleot

Brtar your messags’

< —

el l llllhll.__l\_l.:l:lnv

d.Giao dién ”Forum” :
Nguoi quan 1y hé thong s& tao ra cac chu dé dé moi ngudi cé thé tham gia thao luan hay
giri nhitng thic mac cta minh danh cho doanh nghiép. Ngudi quan 1y s& thuong xuyén

cap nhat, theo doi va tra 101 khach hang trén cac chu dé tai Forum.

N fuletin

edonm.
Aol Youlsrt wizead: Today et od 22 AN
Erteate Magssass Unreed 0, Teesl 0,

LEEE

Mok Catmyory
MALL O avid ooy Sassiptive

Satfifonune Baaf o Catwon Lradess

What's Gatwg On®
Contrmnale Active Mnars: 2 €3 menebars snd O guesss)

Fwrwmne $4 ottt

Theasdsi O, Parte: U Members: 1, Active Memdare: |
B wieicoma 1o our renert manber .

l Ty
T Famum Centaing MHew Paese
" o

E‘ | Fomm Containe Mo Haw Purts Lea Out adenin
- e Qb adm

AR bmes sry ANT, Tha time ane i 17 48

Puvarsd by wbulietio ) Versian 2,94
Capyrahe SE000 - 2010, Jeleoh Ererpaicas Led.
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e.Giao dién “Hb so khach hang” :

&3 Server: localhost » 1 Database: shoptest » Table: jos_comprofiler
f[ElBrowse [§ Structure .2S0OL ’Search Fclnsert mMexport [fZimport %foOperations [fEmpty KL
Field Type Function Null Value
id int{11) L =
user_id int(11) [ ]
firstname varchar(100) [
middlename varchar(100y | f ;
lastname varchariony | |
hits int{11) ‘
message_last_sent datetime \
message_number_sent int{11) [ {
avatar varchar(255) | ‘ }
avatarapproved tinyinti4) [ ~ | {1 |
approved tinyint{4) [ ~] k 37 4}
confirmed tinyint{4) I | ~]| [1 ‘
lastupdatedate datetime | i B |0000-00-00 00:00:00 ]
registeripaddr varchar{50) [4 - P v; I_ \
chactivation varchargsoy | I | ) [‘ |
banned (T CO N T v o ]
banneddate datetime i | [ |=]
unbanneddate datetime \ el \ =]
bannedby int(11} [ : ,ZJ [7

f.Giao dién “Y kién danh gia” :

Khach hang giri ¥ kién danh gia bang cach chon trong tat ca cac muc danh gia y kién

danh gia ctia minh. Hé théng s& tong hop tat ca nhimg y kién danh gia cua khach hang

dé dua ra danh gia chat lugng phuc vu.

o Khach hang danh uet
gia
Akec Speakers
Ban thiy dich vy hd tro
clia chung té thé nao

9.0

Lorem ipsum dolor sit
amed consecielur
adipiscing eat Donec sit amet nibéh

TuyEt v Vivamus nan arcy. Larem psum dosor sit
Tor ::M conseclelur adipeszing el om <!
Banh thudng
“ning 1t Battery Pack
T $16.00
. - Lorem Ipsum dolor 51
Binh chon Kelqua amet, consactetur

adipiscing ot Donec sit amet nibh
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AV Cables
$35.00

Lorem ipsum dodor sil
amel, consectetur
adipisting el Donec s amet nibh
Vivamus non accy. Loeam ipsum daolor 58
amuel, consectolur adpisong el Xem i

Blugtooth Headset
$65.00
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Viramus non arcu. Lorem ipsum dolor &8
amel, consactalur adpssong elil Xem il

2,49.00




KET LUAN

Do an tot nghiép da thuc hién dugc céac viée sau:

- Khao st thuc té va mo ta bai toan vé hé théng chim soc khach hang. Trén co s

d6 tién hanh phan tich va thiét ké hé thong theo phuong phap hudng cau truc.

- Luya chon moéi truong phat trién va tién hanh cai dat thir nghiém hé théng. He
thdng cai dit c6 duoc cac chirc ning can thiét va da chay thir nghiém véi cac dir

lidu thtr nghiém. Hé théng van hanh troi chay.

Tuy nhién, do diéu kién thoi gian rat ngén, hé théng chua dugc thtr nghiém véi cac dix

li¢u thyc dé kiém nghiém dugc cac chirc nang va hi¢u ndng ctia hé thong.
H¢ thong dugc phat trién con mdgt s6 chirc nang chua duogc cai dat

Pay 1a mot hé thong phat trién trén nén web. Tuy nhién chua c6 thoi gian dé quan tam

dén cac giai phap an toan va tin cay cta hé thong

Huéng tiép tuc cho hé thong 1a:
- Thu nghiém véi cac dit liéu thuc dé hoan thién hé thdng
- B0 sung cac chirc nang con thiéu

- Nghién ctru cai dat cac giai phdp an toan va bao mat.
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TAI LIEU THAM KHAO
1.Nguyén Vin Vy- Phan tich thiét ké cac hé théng thong tin hién dai. Hudng cu trac
va hudng ddi trong — NXB Thong ké — Ha Noi 2002.
2.Nguyén Vin Ba — Phan tich va thiét ké hé thong théng tin - NXB Dai hoc Quéc Gia
ha Noi — Ha N¢i 2003
3. http://joomlaviet.org/

4, http://vinaora.com/joomla/cai-dat-joomla.html
5.http://www.docstoc.com/docs/22176701/C%C3%801-%C4%90%E1%BA%B6T-
JOOMLA-1514-TR%C3%8AN-LOCALHOST

Va mot s6 tai liéu dién tir khac trén mang Internet duoc tim hiéu va sir dung 1am tai liéu

trong do an.
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