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quy thay, co gido trong khoa quan tri kinh doanh truong dai hoc dan 1ap hai
phong 101 cam on chan thanh.

Pic biét, em xin gui ¢én Th.s Nguyén Thi Tinh, ngudi di tan tinh hudng
dan, gitp d& em hoan thanh bai khéa luan nay 10i cam on sau sic nhat.

Em xin chan thanh cdm on ban Ianh dao, cac phong ban ctia cong ty tnhh
thuong mai va dich vu Toan Phuong da tao diéu kién thuan loi cho em duoc tim
hiéu thuc tién trong sudt qua trinh thyc tap tai cong ty.

Cubi ciing em xin cam on cac anh chi phong kinh doanh cuia cong ty tnhh
thuong mai va dich vu toan phugng da giup dd, cung cap cho em nhiing sé liéu
thuc té dé em hoan thanh tdt bai khoa luan nay.

Pdng thoi em xin cam on nha truong da tao cho em cé co hoi duoc thuc
tap tai cong ty, cho em tiép xtc va 4p dung nhiing kién thirc ma céc thay co
gido d3 giang day trong moi trudng thuc té.

Do thoi gian va kién thirc caa ban than con han ché nén bai khoa luan nay
em khong tranh khoi nhiing sai sét, kinh mong nhén dugc nhimmg ¥ kién déng
gop tir ¢o cling nhu quy cong ty. Mot 1an nira em xin cam on c¢d nguyén thi tinh,
cac thiy co trong van phong khoa quan tri kinh doanh cua truong dai hoc dan
Iap hai phong va cac anh chi lam viéc tai cong ty TNHH thuong mai va dich vu

Toan Phuong da tan tinh huéng dan em trong thoi gian qua.
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Truong Pai hoc Dan Lap Hai Phong

LO1 MO PAU

Hién nay, phan 16n cac doanh nghiép thuong mai Viét Nam do qua tap
chung t6 chirc nguon hang ma khong tinh dén nhu cau thi truong va dac biét 1a
viéc quan 1y ban hang khong chit ché da din dén hang ton dong trong kho, «
dong hang hoa, gay thiét hai I6n cho ban than doanh nghiép ciing nhu cho ca hé
théng thuong mai. Bén canh d6 da cé nhiéu doanh nghiép sém nhan thic dugc
tinh hinh va x4c dinh dung vai trd cta viéc quan tri ban hang, da som td chuc
cong tac nghién ciu thi trudng, t6 chirc mang ludi ban hang, dao tao doi ngil
nhan vién ban hang chuyén nghiép, budc dau ap dung mot sé cong nghé ban
hang tién bo,..Do d6 mang ludi ban hang (nha phan phdi, ban budn, ban 1¢,..) da
c¢6 nhitng thay doi dang ké. Trong boi canh d6, cong ty TNHH thuong mai va
dich vu Toan Phuong d3 nhan thic duoc tim quan trong cta viéc ban hang,
cong ty khong ngimg d6i méi, vuon 1én va thu dugc nhiing thanh tyu danh
khich 1&.Trong thoi gian thuc tap tai cong ty TNHH thuong mai va dich vu Toan
Phuong, em di duoc quan sat, hoc héi va tim hiéu thém nhiing van dé thyc tién
trong hoat dong cua cong ty, dat biét la hoat dong ban hang cua cong ty. Vi
mong mudn dugc dong gop nhing ¥ kién va dua ra nhiing giai phap giup cong
ty hoan thién quy trinh ban hang dé tir d6 cung cb va phat trién cong ty, em da
lya chon dé tai: “ Hoan thién quy trinh ban hang nhim nang cao hiéu qua
tiéu thu san pham tai cong ty TNHH thwong mai va dich vu Toan Phuwong”

lam dé tai khoa luan.
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1. Tinh cap thiét cia dé tai

Ban hang 1a hoat déng cét 15i cua doanh nghiép. Ngay nay trong bdi canh
cta sy canh tranh manh mé, cung luén ludén vuogt qua cdu, va tinh trang nay dan
dén viéc dich chuyén triét 1y vé tiép thi: “Hay san xuét nhimg cai ma ching ta co
thé ban, chir khong ban nhiing cai chiing ta c6 thé san xuat”. Su thay d6i vé phan
phdi cing v&i su canh tranh ngdy cang ting lam thay doi vai trd cia ban hang,
va ban hang d3 tré thanh mot bo phan rat quan trong caa hoat dong marketing
cua doanh nghiép. Trudc nhiing bién dong cua nén kinh té hién nay, cac doanh
nghiép phai ludn ludn c¢d gang tim cach doi moi ché d6 quan 1y hoat dong ban
hang sao cho phu hop nhat véi sy bién dong trén thi trudng, dé hoat dong nay co
thé dem lai hiéu qua kinh té cao nhit cho doanh nghiép. Muén vay trudc tién ta
phai di vao tim hiéu noi dung cua hoat dong ban hang.

Thi truong nudc giai khat tai Viét Nam luén co lugng tiéu thu dang ké.
Theo doanh s6 nam 2017 thi da 1én t&i gan 4 ti USD va tdc do tang trung binh
mdi nim hon 10% da khién thi trudng nudc giai khat tai Viét Nam tro thanh
miéng dat béo bé ma cac nha dau tu nudc ngoai dang nham téi. San pham nudc
giai khat tai thi truong Viét Nam trong nhiing nim gan day dang ngdy mét ting
manh do tinh trang cong nghiép hoa cudc séng, ngudi dan cang ngdy cang wa
chuong nhitng loai thirc an nhanh va nuéc giai khat dong chai vi tinh tién loi va
nhanh chong ctia ching. Udc tinh trong vong 15 ndm trd lai dy thi trudng nude
giai khat Viét Nam da tang truong chong mat tir 800 triéu lit 1én dén 4,8 ti lit
trong khoang thai gian 2000-2015. Hiép hoi Bia - Ruou - Viét Nam cung cap s6
lieu vé cac dong san pham nuéc giai kha dang chiém san lwong san xuat va tiéu
thu 1én dén 85% san luong caa ca nudc. Trong nadm 2020 san luong nudc giai
khat s& tiép tuc ting trudng manh mé.

Cong ty TNHH thuong mai va dich vu Toan Phuong 1a mdt doanh nghiép
d3 hoat dong trong nganh nudc giai khat duoc 14 nam. Cung véi sy nd luc va cd
gang cong ty dd c6 mot chd dung trong thi truong. Vi viéc 1a nha phan phdi s6

mot cta Pessi cong ty ludn luén mong mudn tim toi va phat trién viéc quan 1y
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hoan thién dugc quy trinh ban hang mang lai nhiéu loi ich vé cho cong ty. Bai
khoa luan nay sé tra 101 dugc nhitng thic miac ma cong ty mudn tim hiéu ciing
nhu dua ra viéc hoan thién quy trinh ban hang cho cong ty.
2. Tong quan nghién ciru

Hoan thién quy trinh ban hang 13 dé tai nghién ctu rat dugc quan tim cua
dong dao tac gia trong cling nhu ngoai nude. Trong nghién ciru cua tac gia Pham
Huyén viét vé : “Mot doanh nghiép mudn hoat dong chon chu va hiéu qua can
c6 mdt quy trinh ban hang hi¢u qua chuyén nghi¢p va bai ban. Pay chinh la chia
khoa thanh cong cia bat cir mot doanh nghiép nao. Viéc nay gidng nhu viéc vé
ra mot con duong dé cho cac thanh vién biét dugc minh phai lam gi? Phai di
dau? Va dich dén sé 1a gi? ” tic gia da nghién ctru va dua ra giai phap dé co mot
quy trinh ban hang hiéu qua. Viéc dua ra mot quy trinh ban hang hiéu qua cu thé
1a viéc 1am can thiét gitp dem lai doanh thu ciing nhu 1am cho doanh nghiép
hoat dong Mot cach chuyén nghiép hon. Tac gia Thao Phuong lai dua ra bai
nghién ctru “ 7 budc quy trinh ban hang chuyén nghiép quyét dinh su thanh
cong” trong bai viét tac gia c6 néu cu thé quy trinh ban hang chuyén nghiép s&
gitip cho doanh nghiép nam bét dugc khach hang tét hon, hiéu duoc khach hang
hon va dém lai hiéu qua doanh thu cao cho doanh nghiép.
4. P6i twong va pham vi nghién ciru
- Béi twong nghién ctru: cong ty TNHH thwong mai va dich vu Toan Phugng
- Pham vi nghién ctu:
+ Vé khéng gian: cong ty TNHH Thuong Mai va Dich Vuy Toan Phuong
+ V& thoi gian: dé tai nghién ctru hoan thién quy trinh ban hang cua cong ty
TNHH thuong mai va dich vu Toan Phuong giai doan 2015 - 2017
5. Phuong phap nghién curu

Bai khoa luan da st dung cac phuong phap nghién ctru sau day :
- Thu thap tai liéu: tim kiém céc tai liéu sin c6 tir cong ty TNHH thuong mai va
dich vu Toan Phuong, tir cac bai nghién ciru, cac trang web lién quan dén dé

tai, ...
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- Str dung phuong phap phan tich, so sanh, tong hop, danh gia: phwong phap nay
duoc stir dung dé phan tich thyc trang hoat dong tai Toan Phuong thoi gian qua.
6. Dy kién déng gop

- Néu dugc co so 1y luan cia ban hang va quy trinh ban hang

- Phan tich thuc trang quy trinh ban hang ctia Cong ty TNHH thuong mai va
dich vu Toan Phuong trong thoi gian qua.

- Pua ra mét sé giai phap, kién nghi hoan thién quy trinh ban hang nhim néng
cao hiéu qua tiéu thy san pham cia Cong ty TNHH thuong mai va dich vy Toan
Phuong.

7. Két cau cia khoa luan

Khoa luan gém 3 chuong :

Chuong 1 : Co sd 1y luan vé hoat dong ban hang

Chuong 2 : Thuc trang quy trinh ban hang cua cong ty TNHH thuong mai va
dich vu Toan Phuong

Chuong 3 : M6t s giai phap hoan thién quy trinh ban hang nham nang cao hiéu

qua tiéu thy san pham
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CHUONG 1: CO SO LY LUAN VE HOAT PONG BAN HANG

1.1. Khai niém, ban chat, vai tro ctia hoat dng ban hang
1.1.1. Khai niém ban hang

Theo quan niém cé dién: “Béan hang 1a hoat dong thuc hién sy trao doi

san pham hay dich vu cua nguoi ban chuyén cho nguoi mua dé duoc nhan lai tu
ngudi mua tién, vat pham hodc gia tri trao doi da thoa thuan”
Theo quan diém hién dai thi: Ban hang 13 nén tang trong kinh doanh d6 13 sy gap
g0 cia nguoi ban va ngudi mua ¢ nhitng noi khac nhau gitp doanh nghiép dat
duoc muc tiéu néu cudc gap go thanh coéng trong cude dam phan vé viée trao doi
san pham. Ban hang 13 mot phan cua tién trinh ma doanh nghiép thuyét phuc
khach hang mua hang héa dich vu cta ho. Ban hang la qua trinh lién hé voi
khach hang tiém nang tim hiéu nhu cau khach hang, trinh bay va chang minh
san pham, dam phan mua ban, giao hang va thanh toan . Ban hang 1a sy phuc vy,
gitip d& khach hang nham cung cép cho khach hang nhitng thir ma ho mudn.

Ban hang 1a cau ndi giita doanh nghiép va thi truong. Ban hang duoc
dinh nghia 1a viéc tiép xGic mang tinh ca nhan v&i mot hoic mot vai nguoi nham
ban dugc hang.(Ronal d B.Marks, 1997)

James M.Comer dinh nghia rang ban hang 1a mdt qua trinh mang tinh ca
nhan trong d6 ngudi ban tim hiéu, kham ph4, goi tao va dap tng nhitng nhu cau
hay uéc mudn ca ngudi mua dé dap ang quyén loi 1au dai, thoa dang cua hai bén.

Nhu vay, ban hang 1a mot chudi cac hoat dong va quan hé, 1a quén trinh
nhédn vién ban hang tu van, hd tro, hudng dan khach hang phat trién va dua ra
quyét dinh mua hang caa ho. Nhu vay, c6 thé thay ban hang 14 qua trinh trao d6i
gilta nguoi ban va nguodi mua, 1a viéc nhan vién ban hang tim hiéu va thoa man
nhu cau caa khach hang, bén canh d6 xay dung mdi quan hé 1au dai cung c6 10i

gitra doanh nghiép va khach hang.
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1.1.2. Ban chat cia hoat dong ban hang

Marketing va ban hang 13 hai khai nién khong mau thuan nhau, chiing hd
trg cho nhau. Ban hang 13 mot cdu phan rit quang trong trong hoat dong
marketing. Marketing khong thay thé dugc ban hang ma chi lam thay d6i va hd
tro, tao diéu kién cho cach thirc ban hang. Ban hang la mét trong nhirng yéu tb
truyén théng marketing( quang cdo, xtic tién ban hang, quan hé cong chiing, ban
hang ca nhan, marketing truc tiép, internet marketing).

Ban hang lién quan dén k¥ nang giao tiép, trong d6 can chu y cac k¥ niang
giao tiép khong bang 10i. Ban hang lién quan dén kha ning phai lam viéc bén
ngoai doanh nghiép.

Péi v6i khach hang, nguoi ban hang 14 ngudi dai dién cho doanh nghiép.
Nguoi ban hang truyén dat cac loi ich ctia san pham, tién hanh cac dich vu hd
trg cho khach hang....trong hau hét cac cong ty nhan vién ban hang chinh 13 cau
n6i duy nhat, quan trong véi khach hang. Ngudi ban co kha ning giao tiép voi
nhiéu ngudi va cé diéu kién biét duoc thu nhap cua ho. Cach don gian nhat 1a
nghi dén ban chét va ai tro cua viéc ban hang( hay déi luc con duoc goi 1a nghé
thuat ban hang)

1.1.3. Vai tro cia ban hang

Vai tro cia viéc ban hang 1a ban dugce hang. Cau néi co vé hién nhién che
l4p moi quy trinh rat phuc tap lién quan dén viéc st dung mot loat cac quy tac,
ki thuat va nhiéu k¥ ning ca nhan va né bao gom rat nhiéu loai cong viéc ban
hang. C6 rat nhiéu sach va tai liéu ndi vé ban hang va ban vé nhiing phuong
cach ” 1am sao dé ban hang”. Céac cong ty ciing bo ra nhitng khoan tién 16n dé
dao tao nhan vién cua minh vé nghé thuat ban hang. Ly do cho sy quan tim vé
viéc ban hang c4 nhan nay rat don gian: trong hau hét moi céng ty, nhan vién
ban hang 1a cau néi duy nhat va quan trong nhat voi mdi khach hang. Nhiing nd
lyc thiét ké va ké hoach hoa cho hoat dong tiép thi van co thé that bai chi vi luc
luong ban hang 1am viéc khong hitu hidu. Poi véi nhiéu khach hang thi nguoi
ban hang thudc V& cong ty. Vi thé, nhiéu hang di c6 nhing dau tu rat 16n cho
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hoat déng ban hang, cung v4i nhitng chi phi rat cao khac dung cho viéc tuyén
chon, huan luyén va duy tri luc luong ban hang. Piéu nay cho thdy tim quan
trong cua hoat dong ban hang va dé bién giai cho nhitng cd gang nham nang cao
hiéu nang trong linh vuc nay.

Ban hang luén chta dung mét loat tinh huéng, vi du cé nhiing vi tri ban
hang ma nguoi ban hang cha yéu chi c¢6 nhiém vy 1a dem giao san pham cho
khach hang mot cach déu dan. Ngoai ra, mot s ngudi ban hang chi lo chuyén vé
thi truong xuat khau, con mot sé khac thi ban hang truc tiép cho khach hang.
Nhu vay, mét trong nhimg khia canh dang luu y nhat céa tir ngit ban hang 1a
tinh da dang caa nghé nghiép ban hang.
1.1.3.1 Déi véi nén kinh té

Néu hang hoa khong duoc ban ra, né sé ton tai trong kho va diéu nay s&
nhanh chéng dan dén su that nghiép. Nguoc lai, néu hang hoa duoc ban ra, nhung
nguol ban hang lai khong cé kha nang ban mét cach hiéu qua thi ciing tao ra hi¢u
g nguoc ddi vai nén kinh té. Co ngudi da noéi rang , van dé kinh té khong phai ¢
van dé vé san xuat hang hoa ma 13 & van dé phan phdi, ban hang hoa.

Ban hang tao ra cac tién ich thoa man nhu cu cua khach hang: viéc ban
hang ¢4 nhan tao ra ba tién ich, d6 1a thoi gian, so hitu, dia diém.

Ban hang 1am ting téng ciu: viéc ban hang ding thoi han, noi mua thuan
tién,v.v s& lam tang nhu cau vé hang hoa va dich vu. Diéu ndy mang lai loi ich
cho x3 hoi: s6 luong thap nghiép giam xudng, nhiéu nguoi cd co hdi viéc 1am,
nhu cau tang 1én 1am cho lwong hang tiéu thu tang 1én, chi phi trén mot don vi
san pham giam xudng, nhu vay san pham c6 thé ban ra véi gia ré hon.

Ban hang tac dong téi viéc giam lam phat: viéc ngudi ban hang cung cap
thong tin, tdp chung tim cach giai quyét van dé cia ngudi mua ,dua ra cach loi
ich ctia san pham sé& giup ngudi mua tré 1én chi tiéu thong minh hon va hiéu qua
hon.Su canh tranh giira cic doanh nghiép ting lén s& gitip giam gia san pham.

Ban hang tao 1én su thay doi: khi ban hang, ngudi ban s& néu 1én nhitng

cach hiéu qua ma san pham dem lai loi ich cho khach hang, diéu nay lam thay
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d6i thoi quen cua khach hang. Khong c6 nguoi ban hang, sy sang tao trong xa
hoi s& giam xuéng.

1.1.3.2. Déi véi doanh nghigp

Trong hoat dong marketing, ban hang 1a mét trong nhitng cdu phan cua
truyén thong marketing. Ban hang 14 kénh truyén thong c4 nhan , con cic cong
cu 1a cong cu truyén thong phi ca nhan. Ban hang linh hoat hon so véi cong cu
khac ctia marketing hdn hop trong viéc truyén thong diép dén nhom khach hang
cu thé. Nguoi ban hang gap truc tiép khach hang, do vay ho c6 thé nam bat nhu
cau cia khach hang, co thé giai thich rd rang, chi tiét vé san pham, nim bat
thong tin phan hoi cua khach hang tréng qua nhitng phan ang ngon ngir va phi
ngon ngu.

Nguoi ban hang la dia di¢n cho doanh nghi¢p. Nhan vién ban hang la
ngudi déu tién ma khach hang tiép xtGc. An tuong cua khach hang vé doanh
nghiép déu bat nguon tir 4n twong V& nhan vién ban hang. Nguoi ban hang chinh
la hinh anh ctia doanh nghiép.

1.2. Cac hoc thuyét vé ban hang

Hoc thuyét vé kich thich - phan xa

bay la mot hoc thuyét dvoc wa chudng nhat trong ban hang truc tiép.
Phuong phap ban hang dwa vao cac phan Xa co diéu kién hodc vao phan trinh
bay duoc chuan bj trudc c6 thé rat c6 hiéu qua. Co so cua hoc thuyét nay 1a nhan
vién ban hang nén noéi nhimng diéu ding dan véi nhiing trinh tu ding dan dé kich
thich nhu cau va wéc mudn cia khach hang. Phuong phap nay co thé co ich
trong tinh hudng khi ma qué trinh ban hang rat don gian va rd rang, két qua 1a
ban dwoc hang hoic khong, khi ma san pham cé gia thap va khi ma thoi gian dé

mua hang bi han ché.

Céng thirc AIDAS
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Cong thuc AIDAS dugc sir dung dé giai thich qué trinh truyén thong dua trén

hoc thuyét vé trang thai cua tinh than. Cong thtrc nay c6 nhiing gia tri nhat dinh,

dac biét 1a khi chiing ta gan né voi cac budc trong qua trinh ban hang.

Bang 1.1: Bang cong thirc AIDAS

ANH HUONG THEO THANG BAC

CAC BUOC TRONG QUA TRINH
BAN HANG

A Su chu y(Attention )

Thu xép cudc gap

| M4i quan tim (Interest)

Khudy dong méi quan tam

D U6c mudn (Desire)

Tao ra su wa thich / dé xuat cu thé

A Hanh dong (Action)

Két thuc ban hang

S Thoa man (Satisfaction)

Duy tri méi quan hé

C6 rat nhiéu nha nghién ctu da ching minh rang trong rat nhiéu tinh
huéng, céc trinh ty nay c6 thé khong dugc duy tri dung nhu vy, hoic trinh tur
cac budc 1a khong thé dy doan dugc. Rackham (1987) di nghién cau rat nhiéu
cac tinh hudng ban hang va cho rang trong cac tinh hudng ban s lugng hang

|6m, trinh ty nay co6 thé 1a khong hoan toan thich hop.

M6 hinh nay giup chung ta trong viéc hiéu biét nhung né khoéng phai 1a dic
trung d6i véi hau hét cac tinh huéng ban hang. S& rat kho khin cho ngudi mua
dé dua ra bat ky su cam két nao nham mua san pham ma ho chua timg nghe tén,
hoac caa mot nhan vién ban hang ma ho khéng biét; hoic ho chua dung bao gid
ctia mot cong ty. Tuy nhién, d6i véi khach hang 13 t6 chire thi hau hét tinh hubng
ban hang duoc dién ra gitta nhimg nguoi ma ho biét nhau kha rd va nhitng ngudi
da quen thudc véi san pham hoic dich vu. Chinh vi vy, cac hinh thic ban hang,
can phai duyoc sira d6i dé phu hop v6i nguoi mua va viéc ban hang. Ban hang 1a
viéc giai quyét van dé caa khach hang chir khong phai thuan tuy 13 ban cac san

phdm ma nguoi ban hang co trong tay.

Hoc thuyét vé gidi quyét vin dé
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Su twong dong gitra ngudi ban va ngudi mua. Nguoi ban hang hiéu rd
dyoc ban chat caa giao tiép gitra ngudi ban va ngudi mua sé& gitp cho viéc ban
hang dat hiéu qua cao. Anh hudng cia nguén, cac dac tinh ciia ca nhan va suc
khoé va rat nhiéu yéu t6 bén ngoai khac sé& tac dong dén ban hang.

Nguoi ta dd phat hién ra riang trong cac tinh hudng ban 1& sy twong ddng
gitta ngudi ban va ngudi mua c6 anh hudng dén sy thanh cong trong ban hang
nhiéu hon 14 danh tiéng ctua ngudi ban hang.

Sy khac nhau giira ban hang dwa trén phan tng c6 diéu kién va dya trén
su phan ung cua khach hang. Ban hang nén duoc coi la viéc giai quyét van dé
ctia khach hang chir khong phai 13 thuan tuy ban cac san pham sin c6. Cach tiép
can tét nhat ddi vai bat ky mot nguoi ban hang nao 1a danh gia ban chat van dé
cua khach hang. Viéc nay ciing gidng nhu 14 cong ty can phai tién hanh cac
nghién ctu tiép thi dé danh gia thi trudng va cac san pham mai. Déi voi cac san
pham co gia tri thip va va viéc mua hang mang it rti ro thi viéc ban hang theo
phuong phap truyén thong co thé dugc st dung. Di v6i hau hét cac to chic di
mua hang thi that bai trong viéc danh gid nhu cau cta ban than ho s& dan dén
viéc phai tra gia, nhiéu khi 1a rat 16n. Vi vAy cic k¥ thuat ban hang can phai
duoc dua trén co S& cac phan ang cua khach hang chir khong phai 1a cac phan
tmg c6 diéu kién. Céac phan xa c6 diéu kién duoc tao ra khi nguoi ban hang da
duoc dao tao trudc dé tng Xt Voi cac van dé va cac phan déi cua khach hang déi
VGi viéc mua hang. Cac cau chuyén vé ban hang 1a gidng nhau, cic cau tra loi
d6i voi cac cau hoi cua khach hang déu duoc biét tir trude va déu duoc dua ra
truc tiép, su tu tin caa khach hang ngay cang ting khi ho biét 1a nhitng khach
hang khéc ciing dua ra cic cau héi twong tu. Nhung k¥ thuat nay ¢ loi nhiéu
hon ddi v6i ngudi ban hang va cong ty. San pham ciia cong ty dugc cang ¢b boi
ngudi ban hang, cac thong tin d6i v6i cac khach hang khac nhau déu tuong tu
nhu nhau nhung cong ty c6 thé lwa chon mét phan hoic tat ca dé ngudi ban hang

cung cap cho khach hang. Pao tao vé ban hang s& dién ra rat nhanh, cic thong
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tin phan hoi tir ban hang thudng dé cap dén cac van dé cu thé nhiéu hon 1a cac
van dé chung.

Tuy nhién k¥ thuat nay co thé khong tao ra dong luc déi voi ngudi ban
hang néu ho khéng c6 quyén dé dap tng cac yéu cau khac nhau cta khach hang,
khong c6 quyén dé sang tao va da dang hod cac hinh thirc ban hang. Mot nhugc
diém khac 1a khach hang c6 thé bi thuyét phuc va rat an twong véi phan trinh
bay ctia ngudi ban hang nhung sau d6, khi ngudi ban hang di khoi, ho co thé xoa
bo don dat hang va co thé c6 mot s6 phan tng tiéu cuc.

Céc tinh hudng ban hang nhin chung 13 khong bao gio giéng nhau. Ky
thuat ban hang phai dua trén cac phan ung cua khach hang. Bé lam duoc viéc d6
thi nguoi ban hang phai xac dinh duoc cac van dé va cac phan d6i cua khach
hang dé c6 duoc nhitng phan xa thich hop .

Viéc nay rd rang 1a doi hoi nhiéu hon vé cac ky niang dé nhan biét, hiéu va
phan Xa voi timg khach hang va nhu vay yéu cau dao tao khong chi vé kién thirc
san pham/ thi truong va coéng ty ma con cac phan xa vé hanh vi nita. Déi voi
ngudi ban hang thi rd rang 1a c6 thach thtc nhidu hon nhung hiéu qua cao hon vi
n6 lam cho khach hang théa man hon. Tuy nhién, mdt sd kho khan xuét hién
chang han nhu s& rat kho khin dé dao tao vé ky ning giao tiép, thoi gian dao tao
s& dai hon va toén kém hon. Mot s6 Van dé xuat hién nhung nguodi ban hang
khong biét cach tra loi. Sy thanh cong cua ban hang phu thudc rat 16n vao kha
ning cta ngudi ban hang trong viéc nghién ciu nhu cau cua khach hang, ddnh

gia cac van dé cua khach hang va phan xa mot cach thich hop.

Nguyan Thi Ngoc — QT1801M 11



Truong Pai hoc Dan Lap Hai Phong

1.3. Cac phuong thirc ban hang
1.3.1. Ban truc tiép

Bdn hang truc tiép cho ngueoi tiéu diing

Nguoi ban hang str dung cic bai trinh bay chuan bj tir trude va cac k¥
thuat vé phan xa c6 diéu kién dé ban hang. Ho thuong c6 thu nhap lién quan truc
tiép dén cong viéc ban hang va kha ning cta ho, hoa hong thuong dwoc ap dung
d6i v6i nguoi ban hang nay. C6 rat nhiéu y kién ddi véi nhitng yéu t6 tao ra su
thanh cong cua hinh thic ban hang nay. N6 thuong dugc hinh thanh do viéc
quan sat nguoi ban hang truc tiép thuc hién cong viéc. Nhitng nguoi ban hang
nay la nguoi hudng ngoai, thich giao luu va gap gd moi nguoi, thich nhitng thir
thach trong ban hang phuc tét.
Bdn hang truc tiép cho khdach hang cong nghiép

Su khac biét so voi hinh thirc ban hang trén la qui mo6 va gia tri cua hop
déng mua hang 16n hon, thoi gian dam phan, ban chat mang tinh t6 chirc cua
quyét dinh mua hang va viéc sir dung cac san pham duoc mua. Hinh thtc nay
thuong duoc st dung cho cic san pham céng nghiép (cong cu, nguyén liéu, V.v).
Céc k¥ nang dam phan va k¥ thuat cang voi su kién tri 1a rt can thiét. Viéc liét
ké day du cac yéu cau ddi v6i ngudi ban hang sé& trd nén kho khan bai vi nd phu
thudc vao cac loai san pham. Trong khi ngudi ban hang truc tiép cho ngudi tidu
dung phai hoc cach thirc “ban hang nhu thé nao” thi ngudi ban hang cong
nghiép truc tiép con phai hoc “dam phan nhu thé nao”.
Bdn héng truc tiép cho cdc t6 chirc ciia chinh phii

Hinh thirc ndy c6 mot s6 diém twong ty S0 Voi hinh thirc trén nhung cé
mot s6 khac biét trong qua trinh mua hang va cach thirc diéu hanh cong viéc.
Hinh thirc nay doi hoi ngudi ban hang trong qua trinh dau thau phai c6 cach nhin
nhan vé tinh phuc tap cua to chitc va cac dic diém ca nhan ctua nguoi mua. Mot
s6 vi du thudc loai nay 13 viéc mua hang ctia cac co quan cta chinh phu tai trung
wong va dia phuong, cac bénh vién, cac truong hoc. Cac to chic nay co nhiing

su khac nhau vé trinh tu va t6 chirc mua hang va doi hoi nhitng cach thuc tiép
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can khac nhau va do6i khi duy nhat. Dol véi nguoi ban hang, cong viéc cua ho
lién quan dén cong viéc tim hi€u céac qui dinh, cac thu tuc giam sat chat lugng ,
cac yéu cau doi voi cac nha cung rng cua cac to0 chirc nay va nhiing di€u lién

quan khac.

1.3.2 Ban hang gian tiép

Bdn hang gidn tiép cho nguoi tiéu ding

Pay 1a mot trong cac hinh thtrc phd bién caa ban hang trong d6 ngudi ban
hang str dung nhitmg nguoi ban 1¢ dé ban hang cua ho. Ho thuong goi dén nhitng
nguoi ban & va thuc hién rat nhiéu cac céng viéc khac nhau bén canh viéc ky
két cac hop déng ban hang. Cac vi du rat da dang, chang han nhu ban bét giat,
dau goi dau. Viéc ban hang thong thuong 12 mang tinh 13p lai d6i véi cac quan
hé da dyoc thiét 1ap. Nguoi ban hang phai hiéu duoc nhu ciu cua khach hang va
nhan manh vao viéc du trir thich hop sé luong san pham, giup d& ngudi ban 1¢
trong viéc trung bay cira hang, khuyéch truong cac chuwong trinh quang cdo cua
cong ty v.v. Nhimg cong viéc ndy rat phi hop véi nhan vién tré, nhitng nguoi
tim kiém su thanh dat va coi cong viéc caa ho 1a budc di dau tién trong budc
duong tré thanh nguoi quan 1y cua ho. Nhitng nguoi nay hoc rat nhanh vé cong
viéc, V& Vi tri canh tranh ctia cong ty trén thi truong, vé san pham va vé cach
thirc nguoi ban 1¢ hoat dong. Do thuc sy 1a mot moi truong dao tao ly tuong cho
cac vi tri quan 1y trong tuong lai.
Bdn hang gidn tiép cho khdch hang cong nghiép

Cong viéc cua nhan vién ban hang cong nghiép gian tiép c6 nhiéu diém
tuong déng hon v6i ban hang tiéu dung gian tiép so Vi cac hinh thire khac cua
ban hang cong nghiép. Hau hét cac hoat dong nay lién quan dén hd tro cac nha
phan phéi va ban hang. Trong khi cac diém ban hang cua cong ty khong thuc sy
guan trong va tham chi khong ton tai thi cac quan h¢ cung cong tac dugc ton tai
dugi nhiéu hinh thtc khac nhau. Chang han, nhan vién ban vt liéu xay dung

lam viéc cung v6i va thong qua nha dai 1y vat liéu xay dung ddi véi ting hop
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ddng cu thé. Trong khi cac k¥ nang doi hoi d6i v4i ngudi ban hang sé& tap trung
vao kién thuc vé san pham va viéc tng dung vao san pham nhung muc tiéu chi
yéu cia nguoi ban hang lai 1a duy tri cac hé théng hién tai, cing co viéc ky gii
hang hoa dén cac dai 1y, khuyéch truong cac yéu té dich vu cta cong viéc ban
hang khi ma cac yéu té khac cta marketing hdn hop (san pham, gia ca va phéan
phdi) 1a trong ddi ¢é dinh hoac nhu nhau giira cac nha cung ang canh tranh.

Badn hang qua dién thoagi

Chi phi ngay cang cao cua ban hang da dan dén viéc can nhic nghiém tic
vé van dé nay. Liéu rang cudc goi dién thoai 1a can thiét? Liéu rang cudc goi
dién thoai c6 dem lai lgi ich cho khach hang khong? St dung dién thoai trong
ban hang khong thé thyc su thay thé duogc sy tiép xuc tryc tiép v6i khach hang

nhung co thé 1a mot cach hd tro c6 hiéu qua.

Ban khong thé giai quyét véi cac cau hoi vé tién do cia mot don dit
hang nao doé néu hé théng thong tin noi bd khong duoc t6 chac mot cach thich
hop. Vi vay cac nha quan ly phai dit cic muc tiéu rd rang cho cac hoat dong hd
tro sir dung dién thoai: thém nhan vién, dao tao thich hgp hoac thiét lap cac
chuong trinh c6 y nghia.

Ngoai ra, con c6 cac hinh thirc ban hang khac nhu ban hang theo nhom,
ban hang qudc té, ban hang qua dai 1y. Mbi hinh thirc ban hang bao gdbm uu
diém va nhitng han ché. S& khong c6 mot 1y thuyét vé ban hang nao co thé tng
dung duoc trong tit ca cac tinh hudng ban hang. Chung ta can phai co su can
nhic can than dé thay d6i cho phu hop véi cac tinh hudng vé san pham, cong ty
va thi truong. Chinh nhing yéu té nay tao ra sy duy nhat anh huong dén moi

quan h¢ trong ban hang.

1.4. Quy trinh ban hang
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1.4.1. Quy trinh ban hang tai cira hang

Nhan vién ban hang tai cra hang khong phai dén gap khach hang tai to
chuc cua ho, ma nguoc lai khach hang tu chi dong tim dén cua hang. Do vay,
qui trinh ban hang d6i v4i nhan vién ban hang tai cira hang thuong khong phuc
tap nhu qui trinh ban hang truc tiép tai cac to chire. Qui trinh ndy bao gdém cic
budc nhu sau:

Tiép nhan sb sach ban giao cua ca trudc: khach hang, s6 luong ban, hang

hoa,v.v.

e Lén danh sach nhiing viéc can 1am bao gdm nhiing viéc ciia ca ban hang
trudC va trong ca ban hang

e Ban hang

e Thuc hién cac cong viéc lién quan khac nhu goi dién cho khach hang,
nhan don dat hang, v.v

e Chuan bj s6 sach dé ban giao cho ca ban hang tiép theo

1.4.2. Quy trinh ban hang truc tiép cho cac té chirc hoiic ca nhan
1.4.2.1. Thdam do tim kiém khdch hang tiém néing

Y nghia cua viéc thim do/tim kiém khach hang tiém ning: Viéc thim
do/tim kiém khach hang tiém nang 13 nham tim ra nhiing ngudi ma cong ty co
thé ban san pham. Pay 14 co thé dugc coi 1a mot trong nhitng phan quan trong
nhit trong cong viéc cua nhan vién ban hang. Pay 1 budc tao nén méng va
quyét dinh hiéu qua cua viéc ban hang.

Khach hang duoc coi 1 tiém ning trong giai doan ndy 13 nhitng ngudi c6 (1)
nhu cau vé san pham/dich vy, (2) sin sang mua, (3) c¢6 kha ning thanh toan,
(4)co kha ning tiép can va c6 quyén ra quyét dinh mua. Hay néi cach khac,
khach hang tiém ning 13 ngudi ¢6 nhu cau, du tién, quyén lec. Khach hang tiém
ning dugc vi nhu 14 tién trong tai khoan cua cong ty, nhu 13 dong mau caa mot
co thé khoe manh. Khong danh gia dung khach hang tiém nang dong nghia véi
viéc lang phi thoi gian, mat co hoi ban hang, tién bac.
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Ban chat caa viéc thim do/tim kiém khach hang tiém ning. Tham do/tim
kiém khach hang tiém ning khong phai 13 cong viéc ban hang. Trudc day, budc
nay duge coi 1a budc ban hang. Vé ban chét, diy 1a budc dau tién trong qua trinh
ban hang nhung khong ban than viéc nay khong phai 1a viéc ban hang. Viéc ban
hang chi thuc su bat dau khi ngudi ban hang xic dinh, phan loai dugc khach
hang.

Tham do/tim kiém khach hang tiém ning chd trong vé chét luong chi
khong phai sb lugng khach hang tim kiém duoc. Viéc nay rat quan trong, vi néu
ngudi ban hang chu trong vao sé lugng thi s& khong tim ding duoc khach hang,
khong thuc sy biét ai 1a ngudi can dich vu/san pham caa doanh nghiép.

Tham do/tim kiém khach hang tiém nang 1a viéc rat kho. Bé lam tét cong
viéc ndy, ngudi ban hang hiéu rang bén canh nhiing k¥ ning can thiét, nguoi ban
hang con can phai c6 kién thic, chuyén mon, hiéu biét vé san pham/dich vu.

Tham do/tim kiém khach hang tiém niang s& mat nhiéu thoi gian. Piéu nay
1a hién nhién bdi vi ngudi ban hang nao cling muén khach hang ma minh lién hé
s& vui vé tiép nhan. Chinh vi vy ma s& mat nhiéu thoi gian dé tim kiém duogc
khéach hang thyc su.
1.4.2.2. Tién tiép can

Cong viéc tiép theo sau khi lya chon khach hang tiém nang la chuan bi
cac tai liéu, thong tin can thiét trudc khi di gip khach hang. Sy chuan bi trudc
gitip cho nhan vién ban hang c6 duoc nhitng thong tin cy thé vé khach hang, biét
duoc nhitng yéu té c6 thé anh huong téi viec mua hang cua khach hang, tir d6
gitip cho nhan vién ban hang c6 thé giao tiép hiéu qua véi khach hang, tao hinh
anh tin cay.Trong qui trinh nay nguoi ban hang sé phai tra 161 cau hoi (1) nhirng
thong tin nao 1a can thiét (2) ké hoach chuan bi nhu thé nao.

Nhiing thong tin ma ngudi ban hang can phai chuan bi bao gom:
- Thong tin vé san pham/dich vu ctia minh: ngudi ban hang can lién hé dac tinh
va loi ich ctia san pham vai nhu cau cia khach hang. Khach hang khong mua

ban than san pham, cai ma khach hang mua 13 giai phap, loi ich ma san pham

Nguyan Thi Ngoc — QT1801M 16



Truong Pai hoc Dan Lap Hai Phong

mang lai. Nhu vay thong tin vé san pham/dich vu phai thé hién duoc 1d diéu
nay.

- Thong tin vé ¢4 nhan va cong ty ciia khach hang: trong qua trinh ban hang cho
cac t6 chtrc, ngudi ban hang can phai nam bat dugc thong tin vé nhiing nguoi
tham gia vao qua trinh mua hang va théng tin vé cong ty cua ho. V& ca nhin
ngudi mua, ngudi ban hang ¢ thé tim hiéu vé nghé nghiép, ban bé, v.v caa ho.
V& cong ty,ngudi ban hang can tim hiéu nhitng thong tin vé hoat déng cua cong
ty (Iinh vyc kinh doanh, san xuét san pham/dich vu gi, thi truong ciia cong ty,
cong ty dang phai d6i mat voi nhimg thach thirc nao), vé viéc mua hang cua
cong ty (qui trinh mua hang nhu thé nao, co ché, ho dang sir dung dich vu cua
cong ty ndo, v.v.) Mot sé it nhitng khach hang hap dan

- Thong tin vé nganh kinh doanh cua khach hang: thi trudng, cac nha cung Gng
khac trén thi trudng, nhitng yéu té tac dong khac nhu qui dinh, luat, v.v.

- Thong tin vé ddi thu canh tranh. Bén canh viéc chuan bi thong tin, ngudi ban
hang can phai 1én ké hoach cho viéc tiép xtic v6i khach hang: muc tiéu tiép can,
ban cai gi, dua cho khach hang cai gi (bdo cdo, san pham dung thtr, minh hoa
thiét ké, v.v). Nguoi ta thudng nédi: khong chuan bi 1a chuan bi cho that bai.
Nguoi ban hang phai lam rd: lam viéc véi ai, minh ching/ching cir nao sé dua
ra dé thuyét phuc khach hang, nhitng phan ddi c6 thé co cua khach hang, cach
dan dat nhu thé nao va két thuc nhu thé nao. Trong ké hoach chuan bi,ngudi ban
hang con phai lam rd két qua ma minh mong doi sau khi tiép xtc khach hang:
xay dung quan hé hay 1a ky dugc hop dong, hoic giai thich duoc dic tinh, loi

ich ctia san pham, v.v.
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1.4.2.3. Tiép cgn

Budc tiép theo, nguoi ban hang chuan bi cho viéc tiép can lan dau tién vai
khach hang. V&i viéc phat trién ban hang, nguoi ban hang can phai du tu thoi
gian dé nhan biét va danh gia khach hang méi xem c6 nén tiép can hay khong.
Trong tiép can lan dau véi khach hang thi 4n twong ban dau/an tuong trong ting
khoanh khac (moment of truth) 13 v6 cing quan trong. Céac thanh phan tao nén
an tuong ban dau bao gom thanh phan cam tinh (hinh thc, cu chi, trang phuc,
diéu bo, 161 noi, v.v), thanh phan 1y tinh (tinh khi, tinh cach, nang luc,v.v), thanh
phan xtc cam (yéu thich, ghét bo, v.v). C6 thé noi rang khong c¢6 co hdi thu hai
dé gdy an tugng ban dau.

Céc budc trong tiép can bao gom tham nhap, hinh thanh quan hé va thu
huat sy chu y. C6 ba phuong phép tiép cin thudng duoc sir dung nhat 1a tiép can
qua dién thoai, gap truc tiép hoic gai thu. Cach thuc tiép can bang g thu 1a
kém hiéu qua nhét trong ba phuong thic néu trén. Néu ap dung phuong phap
nay thi ngudi ban hang nén gui thu dich danh, nén ghi rd6 ngay, gio hen va sau
d6 nén dién thoai ¢é dam bao chéc chan ho da nhan dugc thu . Di voi tiép can
qua dién thoai thi muc tiéu duy nhat ma ngudi ban hang dat duoc 1a ¢6 dugc hen
gap. Nhitng khé khan gip phai khi tiép can qua dién thoai 1a: (1) kho doan duoc
phan tng cta khach hang vi khong c6 hinh anh truc dién véi khach hang, (2)
thuong 1a thong tin mot chiéu. (3) bi cit ngang bai nhitng viéc quan trong hon.
Nguoi ta da tong két rang 75% khong dat dugc muc dich trong 1an dau tién.

Tiép can véi khach hang bang cach gap truc tiép 1a hiéu qua nhat. Dé viéc
gap dat hiéu qua cao, nguoi ban hang can phai chuan bi noi dung cudc gap,
nhitng van dé can trao doi, du kién trudc mot sé tinh hudng, v.v. Trong khi tiép
xtc v6i khach hang, nguoi ban hang can phai biét quan sat, ling nghe va dat
dugc cac cau hoi v6i muc dich thim do, thu thap thong tin, kiém tra thong tin.
Cac dang cau hoi thuong dugc sir dung 1a cu hoi mé, cau hoi danh gia tryc tiép,
cau hoi dé khach hang tu so sanh voi ddi tha canh tranh, cau hoéi dan dat. Co rat

nhiéu cac k¥ thuat va phuong phap khic nhau ddi véi viéc thu xép cudc gap dau
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tién. C6 su khac nhau giita viéc chuan bi dé tiép can véi khach hang chua quen
biét va khach hang hién tai. Nhung c6 mot diém chéc chic, khong thé thay thé
duogc 1a céi mao, trung thyce, va dinh hudng cong viéc.

Muc tiéu ctia trinh bay dé xuét voi khach hang 1a dé c6 duoc su chap nhan
cua khach hang d6i véi san pham/dich vu, va rang san pham/dich vu s& thoa
méin nhu cau cua khach hang, gitip khach hang giai quyét van dé cua ho. Nguoi
ban hang can phai chuan bi ki ludng cho viéc trinh bay dé xuét caa minh. Nguoi
ban hang can phai nhé rang khach hang khong mua ban than san pham/dich vy
cua cong ty ma ho mua lgi ich ma san pham mang lai.

Vé phuong thirc trinh bay: ngudi ban hang cé thé trinh bay bang viéc gii

thu, hoic goi dién thoai hodc gap truc tiép.

1.4.2.5. Vot qua tir chéi/phdn déi tir khach hang

Nhitng phan Gng/tir chéi cua khach hang 13 1oi moi goi dé thuyét phuc.
Nguoi ban hang hdy mong dgi va don chao chiing. Chung 1a cac dau hiéu chi
duong, 14 co hoi trong tuong lai. Rat nhiéu ngudi ban hang khong nghe ... hoic
so su phan @ng cua khach hang va mat co hoi ban hang

Khach hang hiém khi n6i thang v6i nguoi ban hang vé su tir chdi cua ho
béi vi co thé ho cam thay khong thoai mai khi phai néi ra diéu d6, hodc don gian
la ho lich sy. Nguoi ban hang thanh cong la nguoi khong bao gio s¢ nhitng phan
tng/tir chdi cua khach hang. Py chinh 13 cach dé khach hang tri hodn viéc ra
quyét dinh,. Do vay, nhitng tir chdi ciia khach hang cho thay ho dang quan tdm
dén san pham, dang can nhiac mua san pham. Pay 13 co hdi dé ban hang. Co thé
n6i kho nhat 1a khi khach hang im lang. Bai vay viéc vuot qua dugc tir chéi mua
hang 14 rat quan trong.

Nguyén nhan cta su tir chdi/phan ¢ng cua khach hang:Khach hang cam
thay khong tin tuéng ¢ ngudi ban hang, ho khong cho ring ngudi ban hang 13
chuyén gia trong linh vuc do6; hodc do ngudi ban hang cd ky nang trinh bay

kém, khong thuyét phuc duoc ho; hoac
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Céc loai phan tng chi yéu: C6 bon loai phan ung chi yéu nhu sau:

e Phan ng Vé thoi gian: ngudi mua muén tri hoan viéc ra quyét dinh mua:
thoi han thanh toan cang qua, t6i cAn suy nghi thém, dé toi ban bac lai véi
(nguoi nao do, ¢ thé 1a vg, dong nghiép, v.v). Ngudi ban hang can phai
xac dinh 1y do that sy cua viéc tri hoan, dong thoi dua ra nhiing nhuoc
diém cua viéc tri hodn mua va nhitng loi thé cua viéc quyét dinh mua bay
gio.

e Phan tng vé gia: ngudi mua nghi rang ho ¢6 thé mua ré hon & chd khac
gia cao qua, dich vu tuong tu & chd khac ré hon, t6i khong mua noi, ngan
sach khong c6 phan chi ndy , cong ty Y dé nghi t6i gia ré hon. Nguoi ban
hang phai chi rd vé chét luong, loi ich cua san pham/dich vu.

e Phan tng vé ngudn: nguoi mua cd thong tin khong tét vé san pham/dich
vu cla cong ty, khong co du thong tin vé coéng ty: nguoi ban hang trudc
khéng dé lai 4n tuong tdt, cong ty X gap ric réi khi sir dung dich vu nay,
chua bao gio nghe dén cong ty, v.v. Ngudi ban hang phai kiém tra tinh
chan thyc cua thong tin. Néu thuc su dung thi c6 thé thira nhan 13i trong
qua khtr, giai thich sy tién b, va st dung nhitng sb lidu hién tai dé thuyét
phuc. Bén canh d6, ngudi ban hang can phai néu duoc dic tinh va nhiing
loi ich lién quan.

e Phan g Vvé canh tranh: ngudi mua da sir dung hoic ¢6 an tugng tét doi
VvGi san pham cua d6i thi canh tranh, ngudi mua so sanh, gy ap luc: cong
ty B bao hanh san pham tét hon, diéu khoan thanh toan phu hop hon, dich
Vu cua cong ty A g::?m day s€ tién hon, v.v Nguoi ban hang nén dua ra
nhimg cau hoi dé xac dinh diém yéu cua san pham canh tranh, hoic nhan
manh vao su thoa man cua khach hang vé6i san pham caa doanh nghiép.

1.4.2.6. Két thitc bdn hang

Két thiic ban hang thanh céng khong phai ludn ludn 1a c6 duge don dat
hang. Boi vi da s6 cac tinh hudng ban hang lién quan dén dén viéc trao ddi, thao

luan mang tinh lién tuc hodc duy tri méi quan hé lam an va cong tac gilra ngudi
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ban va nguoi mua. Vi vay viéc két thuc theo cach truyén théng khong phai lic
nao ciing thich hop. Viéc két thuc nén dat trong mdi quan hé véi cac muc tiéu da
duoc dat trude. Nhan vién ban hang nén quyét dinh:
+ Ho muén dat duoc diéu gi trong tinh huéng tét nhat
+ Ho s& ¢6 gang dé c6 duoc diéu gi
+ Ho s& bat buoc phai c6 cai gi

Hanh vi ctia ngudi mua anh hudng toi giai doan két thic. Khach hang rat
khac nhau. Mot s6 khach hang thich mua nhanh, trong khi nhimg ngudi khac
cham trong viéc ra quyét dinh. Mét s6 ngudi lai thich c6 duoc nhiéu thong tin va
cang chi tiét cang tot, nhimg nguoi khac thi nguoc lai. Mot sb khach hang lai
mua hang theo kiéu ngiu nhién, mot sé khéc thi lai rat trung thanh. Tat ca nhitng
diéu nay tao su thach thirc cho ngudi ban hang.

1.4.2.7. Theo déi sau bdn hang, phdt trién quan hé véi khdch hang

Vai tro va y nghia ciia phdt trién quan hé véi khdch hang

Két thiic ban hang c6 duogc don dat hang tir khach hang khong c6 nghia la
két thuc moi viéc trong quan hé véi khach hang. Viéc duy tri quan hé sau ban
hang dang tré thanh mdt cong cu marketing quan trong trong méi trudéng canh
tranh khéc liét hién nay. Pay 12 mot cong cu dé giir khach hang, ngin khong cho
khach hang chuyén sang st dung san pham cta ddi thi canh tranh. Pay ciing 1a
co hoi dé xay dung uy tin cua doanh nghiép. Tai sao theo dudi va phat trién
khach hang sau khi ban hang 14 quan trong. Tam 1y cua khach hang sau khi mua
hang 13 so bi doanh nghiép quén mat ho ngay sau khi mua, hoic khong biét lién
hé vé6i sai khi gap nhiing van dé nay sinh, c6 nhiing cau hoi can giai dap hoac ho
héi tién vé quyét dinh mua ciia minh,vé gia,v.v. Pay chinh 13 nhimg 1y do vi sao
can phan co theo ddi sau ban hang.

Theo di sau ban hang 1a budc quan trong dé duy tri ban hang lién tuc va
mo raco hoi ban hang trong twong lai. Viéc theo doi khach hang sau ban hang
khong tot s& dan dén khach hang khong thoa mén, ho s& khong quay lai str dung

san pham/dich vu cua doanh nghiép. Ngoai ra, nghién ctru ciing chi ra rang,
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trung binh mot khach hang khong théa man s& néi voi nguoi khac vé nhiing
diéu khong hai long da xay ra véi ho. Nhitng cau chuyén va 1oi don dai khong
tét trén thi tredng s& anh huong xau téi viéc ban hang trong tuong lai.

Dich vu ban hang tbt s& giup cho ngudi ban hang gitt duoc khach hang,
thu hat duoc ho quay lai mua san pham caa doanh nghiép. Néi cach khac, néu
ngudi ban hang 1am tét dich vu khach hang thi ho khong chi giit khach hang ma
con phat trién khach hang, ting lugng mua cua khach hang, tao mdi quan hé 1au
bén va ting cudng su trung thanh ciia khach hang.

C4c ¢ gang ban hang can phai dap tmg cac yéu cau cia khach hang va
cung cd chién luoc marketing ciia cong ty, hd trg cic chinh sach lién quan dén
viéc dinh vi san pham, phan phdi. Nhitng ¥ tudng nay khong chi chi phéi dén
cac cd gang ban hang ma con dén viéc td chirc luc luong ban hang trén co s6
khach hang mua v6i s luong it hay nhiéu. San pham méi hay thi truong méi
déu c6 nhitng ngam dinh vé mat té chic. Co sd quan trong nhat caa viéc chuyén
moén hoa d6i v4i nhan vién ban hang 1a nhitng cong viéc khac nhau ma ho phai
thuc hién c6 thé phan chia thanh hai nhom coéng viéc khac biét nhau: duy tri viéc
ban hang va phat trién viéc ban hang.

Duy tri khach hang 1a viéc rat quan trong khong chi trong hoat dong
marketing n6i chung ma con trong ca hoat dong ban hang. D6 chinh 1a viéc lién
lac v&i nhitng nha phan phdi hién tai (ban budn va ban 1) va ngudi st dung hién
tai. Ho c6 gang bao vé va duy tri cac cong viéc kinh doanh hién tai va nhu vay
phai nhan manh vao dich vu khach hang, duy tri cac loi thé canh tranh vé san
pham, gia ca va cac dich vu hd trg. Ciing nhitng nguoi ban hang nay co thé rat
mién cudng hodc khong thé co dugc cac khach hang méi boi vi cac nguyén nhan
tam 1y dbi v4i cac phan ddi cua khach hang hoac phan ung cua ddi tha canh
tranh. Ho khong c6 su ty tin, kién nhin va ¢ 1& 1a k¥ nang ban hang can thiét ¢é
c¢6 duoc khach hang méi. Viéc phat trién thi truong méi, giéi thiéu san pham
méi va c¢6 duoc cac khach hang 16n doi hoi nhan vién véi nhiing ky ning rat

khac so vdi cac ky nang dich vu khach hang.
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Theo Kahn va Schunchman, dé phat trién khach hang, nguoi ban hang
phai trai qua cac giai doan khac nhau nhu 1a: thu xép cudc gap véi nhitng ngudi
thich hop trong t6 chirc mua hang, xay dung méi quan hé khong chi & linh vuc
ki thuat ma con trong linh vuc con ngudi, quan hé, linh vuc tam 1y dé khuyén
khich khach hang tiém ning thay d6i hanh vi, tao diéu kién cho nhitng su thay
d6i nay. Nguoi ban hang phai c6 k¥ ning giao tiép rat tét, miac do sang tao cao,

thong minh, va c6 dong co rat 16n dé thanh cong.
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CHUONG 2: THUC TRANG QUY TRINH BAN HANG CUA CONG TY
TNHH THUONG MAI VA DICH VU TOAN PHUQNG

2.1. Giéi thiéu chung vé cong ty

* Tén cong ty: TNHH Thuong Mai va Dich Vu Toan Phugng

 Tén giao dich: TP CO.,LTD

«bia chi: S6 10 Bui Mong Hoa, Phuong Bic Son, Quéin Kién An, Thanh
phd Hai Phong

M s6 thué: 0200596164

Dai dién phap luat: Nguyén Vin Toan

Ngay cap gidy phép: 12/08/2004

Ngay hoat dong: 04/09/2004

bién thoai: 0913254476

Linh vyc kinh doanh cua cong ty: Cong ty 1a nha phan phdi chinh thirc
ctua nhan hang Pepsi chuyén kinh doanh cac san pham cua Pepsi nhu nuéc giai
khat, nudc uéng dong chai, nude co ga, ...

2.1.1. Qua trinh hinh thanh va phat trién

Cong ty TNHH thuong mai va dich vu Toan Phuong dugc thanh l1ap va di
vao hoat dong ngay 04/09/2004 do 6ng Nguyén Vian Toan lam giam dbc. Dudi
hinh thtrc cong ty TNHH 1 thanh vién. Trong nhitng nim dau thanh l4p cong ty,
cong ty da gip khong it nhitng kho khan vé viéc tim kiém khach hang va quan 1y
cong nhan vién sao cho hop ly. Cong ty phai loay hoay véi cac ké hoach dé tim
ra con dudng ding dan nhat dan dén thanh cong nhu ngay hom nay. Hién nay
cong ty da tim duoc tap khach hang trung thanh cta minh va thi trudng chi yéu
cua cong ty 1a tai quan Kién An va huyén An Lao thanh phé Hai Phong . Cong
ty dang trén da phat trién vi da tao dyng duoc niém tin véi khach hang, c6 dugc

tap khach hang trung thanh, va tim kiém duoc khach hang tiém nang.
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2.1.2. Co cAu t6 chirc
2.1.2.1. So dé co cau té chic

So @6 2.1: Mo hinh co cau t6 chirc ciia cong ty

] K& toan trudng
Phong ké todn

(3 nguai)

oC

K& toan vién

d

\% B Nhan su Khu vuwc An Lao
(N Phong kinh doanh 86 phan xdc tién (3 ngudi)
1 (19 ngui) ban hang o vacKiEh An
— BO phan ki thuat (5 ngudi)

( Ngudn : Cong ty TNHH thuong mai va dich vu Toan Phuong)
« Cong ty hoat dong theo mé hinh truc tuyén
» (CoOng ty 23 cong nhan va nhan vién.

« T4 chtc bd may gon nhe cac phong ban c6 mdi quan hé chat ché tao ra

hiéu qua cao trong cong viéc.
2.1.2.2. Chirc ning va nhém vu Ciia cdc phong ban
Chibe nang va trach nhiém ciia Gidm Poc

Giam déc 14 ngudi ra ké hoach va quyét dinh cac ké hoach hoat dong kinh
doanh cua cong ty, quyét dinh thoi diém can huy dong von va sb von can thiét

cho cong ty, quyét dinh ting giam vén diéu 1&.

e Languoi quyét dinh cac giai phat phat trién thi truong.

Nguyan Thi Ngoc — QT1801M 25



Truong Pai hoc Dan Lap Hai Phong

Stra doi bo sung cac dicu 1€ cua cong ty.

Chiu trach nhiém phap 1y cua cong ty.

B4 nhiém mién nhiém, cach chirc cac chuc danh quan 1y trong cong ty.

La nguoi tuyén dung lao dong.

e Cac quyén va nhiém vu khac dugce quy dinh tai diéu ¢ cong ty, hop
déng lao dong ma Giam ddc ky. Thuc hién cac nghia vu khac theo quy dinh caa
phap luat va diéu 1¢ cong ty.

e Quyét dinh giai thé hodc yéu cau pha san ciia cong ty.

Chirc nang va trach nhiém cua phong kinh doanh

e Chiu trach nhiém vé ban hang, va tim kiém khéach hang tiém ning vé
cho cong ty.

e Lap cac ké hoach kinh doanh, tiép can thi truong va thuc hién.

e Tién hang giao dich truc tiép ddi voi khach hang.

e Thuc hién cac hoat dong ban hang dem va doanh thu cho cong ty.

e Phdi hop voi cac bo phan khac dé c6 thé dem dén su hai long tét nhit
cho khéch hang.

e Cham soc khach hang, tu van va truc tiép hudng din khach hang vé san
pham caa cong ty.

e T4 chirc thyuc hién cong tac tuyén dung nhan su dam bao chat luong va
s6 lugng theo nhu cau cua cong ty.

e Tb chic phdi hop véi cac bd phan khac thuc hién quan 1y nhan su dao
tao cho nguoi lao dong.

e Xay dung quy ché luong thudng, cic bién phap khuyén khich kich
thich nguoi lao dong, thuc hién cac ché do cho nguoi lao dong.

e Quan ly cac tai san cua cong ty, dam bao an toan.

e Tham gia, d& xuat cho Giam dbc vé cac van dé nam trong linh vuc t6

chirc hanh chinh nhan su.
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e Phong kinh doanh can niam rd thong tin vé thi truong va hang hoa dang
lwu hanh trén thi truong théng qua viéc ldy thong tin tir tir viéc thu thap cac
phiéu hoi, phiéu tham khao dé tham muu cho giam ddc ndm bat duoc tinh hinh
tiéu thu, phan phdi san pham cua cong ty vé sé lugng, don gia, chat luong, ... dé
tim ra phuong hudng dau tu phi hop cho cic mit hang va thaim do tim céc thi
truong maéi cho san pham cia cong ty.

e Pbi v6i cong ty kinh doanh chinh 1a mat hang nuéc giai khat thi phong
kinh doanh chinh 12 b nfo cua cong ty, d6 1a noi quyét dinh su phat trién cua
cong ty cting nhu sy thanh cong cua cong ty. Chinh vi vay, cong ty luén chu
trong dao tao va phat trién doi ngii nhan vién dé sao cho nhan vién c6 duoc ning
dong, nhiét tinh, chuyén nghiép dé co thé tao ra duoc su tin tudng va niém tin

cho khach hang danh cho cong ty.
Chibe ndang nhiém vu Ciia phong ké todn tai chinh

e La phong gitip giam dbc c6 thé quan 1y cac hoat dong tai chinh, kinh té
Cua cOng ty.

e Theo ddi, phan tich va phan anh tinh hinh bién dong tai san, ngudn von
tai cong ty cho giam dbc va cung cap thong tin vé tinh hinh tai chinh, kinh té
cho giam dbc trong cong tac diéu hanh va hoach dinh san xuat kinh doanh.

e Lanoi quan 1y tai san ngan han va dai han, ngudn vén va cac ngudn luc
kinh té caa cong ty .

e Lap ké hoach dinh ky vé chi phi hoat dong kinh doanh, chi phi bao
dudng dinh ky stra chita tai san caa cong ty va ké hoach tai chinh khac.

e Thuc hién 1ap bao cao tai chinh, théng ké tai san, cac bao cao theo quy
dinh cta nha nudec.

e Phan 4nh chinh xéc, kip thoi két qua kiém ké dinh Ky tai san, nguon
vbn cua cong ty dé giam déc co thé ndm rd duoc tinh hinh.

e Lanoi luu trix, bao quan chang tir, s6 sach ké toan, bao mat sb lisu ké

toan tai chinh .Thuc hién nhiém vu do giam déc cong ty phan cong.
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2.1.3. Hoat déng san xuat kinh doanh

2.1.3.1. Bdo cdo két qud kinh doanh

Bang 2.1: Bao c4o két qua hoat dong kinh doanh cong ty TNHH thuong mai va
dich vu Toan Phugng nam 2015, 2016, 2017

( Bon vi tinh: Péng)

Stt Chi tiéu Mi| Nam 2015 Nim 2016 Nim 2017
(A) (B)
Doanh thu ban hang va
1 o s 01 | 4.019.637.629 | 3.604.287.658 | 4.360.731.193
cung cap dich vu
Céac khoan giam tru
2 02 2.527.172
doanh thu
Doanh thu thuan vé ban
3 | hangvacungcapdich | 10 |4.017.110457 | 3.604.287.658 | 4.360.731.193
vu (10=01-02)
4 Gi vén hang bén 11 | 3.000.564.084 | 2.708.971.779 | 3.000.312.561
Loi nhuan gdp vé ban
5 | hangvacungcipdich | 20 | 1.016.546.373 | 895.315.879 1.360.418.632
vu(20=10-11)
Doanh thu hoat dong tai
6 21 108.041 173.250 500.000
chinh
7 Chi phi tai chinh 22 0 100.064.058 100.000.000
8 Chi phi 13i vay 23 0 0 0
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Chi phi quén 1i kinh
9 24 | 283.902.694 200.086.663 200.000.345
doanh
Loi nhuan thuan tir hoat
10 | dong kinh doanh (30= | 30 | 732.751.720 595.338.408 1.060.918.287
20+21-22-24)
11 Thu nhéap khac 31 | 556.058.610 500.055.714 580.000.321
12 Chi phi khac 32 28.346.086
Loi nhuan khac (40 =
13 40 | 556.058.610 471.709.628 580.000.321
31-32)
Téng loi nhuan ké toan
14 | truécthué (50=30+ | 50 | 1.288.810.330 | 1.013.048.036 1.640.918.608
40
Chi phi thué thu nhap
15 _ 51 | 135.935.265 91.085.462 145.345.418
doanh nghiép
Loi nhuan sau thué thu
16 | nhap doanh nghiép (60 | 60 | 1.152.875.065 921.962.574 1.495.573.190

=50-51)

( Nguon : s6 lidu cia cong ty TNHH thuong mai va dich va Toan Phuong)
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=> Nhan xét : Tir bang bao cdo trén ta thiy, doanh thu tir hoat dong ban hang
ctia nam 2015 14 4.019.637.629 dén nam 2016 1a 3.604.287.658 doanh thu giam
415.349.971 so v&i ndm 2015. Bén nam 2017 dat 4.360.731.193 doanh thu ting
S0 Vi ndm 2016 1a 756.443.535. Piéu nay chung to doanh thu tir hoat dong ban
hang khong déng déu va on dinh.

Loi nhuan sau thué cua cong ty nam 2015 dat 786.875.065. Tuy nhién dén nim
2016 giam chi con 478.962.574. Pén nim 2017 Loi nhuan ting manh dat
1.495.573.190.

Cac khoan giam trir doanh thu caa nam 2015 1a 2.527.172 VNP, tuy nhién dén
nam 2016 va nam 2017 lai khong c6 chi phi nay, bdi vi khoan nay la chi phi bu

15, d6i méi ddi véi hang hong, hang khong dat chat lugng, hang ban bi tra lai,...
Hai nim trd lai ddy doanh nghiép khong bi mat khoan giam trir doanh thu.

Hang nim cong ty van phai chiu nhiéu stc ép va ap luc 1on vi cong ty van 1a
mot cong ty thuong mai nho va vén kinh doanh khong nhiéu dan dén tinh trang
cong ty phai bo ra mot phan lgi nhuan c6 duoc hang nam dé mé rong thi truong
va thi phan nham ting doanh thu va cho cong ty.

2.1.3.2. Sdn phdm ciia cong ty

Cong ty TNHH thuong mai va dich vu Toan Phugng 1a dai ly sb mot cua
cong ty nudc giai khat Pepsi. Pepsi luon ding trong hang ngii cac doanh nghi¢p
dan dau thi trudng nuéc giai khat tai Viét Nam voi danh muc san pham da dang
gém 10 nhan hang cung nhau hién thyuc hoa tdm nhin doanh thu ban 1¢ dat 1 ty
USD trong nam 2018. D6 chinh 1la mot loi thé déi v&i doanh nghiép. Linh vuc
chinh cua cong ty 12 thuong mai, vi vdy cong ty rit chu trong vao dau tu va phat

trién nham tang cuong stc canh tranh cua doanh nghiép trén thi truong.

Nguyan Thi Ngoc — QT1801M 30



Truong Pai hoc Dan Lap Hai Phong

Bang 2.2: Doanh sach san pham cia cong ty

STT San Pham Chu thich

1 Pepsi Nudc giai khat huong cola c6 ga
2 Sting Nudc udng ting luc
3 Mountain Dew Nudac giai khat ¢o ga
4 Aquafina Nuéc udng dong chai
5 Tropicana Nudc udng huong cb vi
6 Tropicana Fruitz Nudc trai cay co ga
7 7-up Nudc giai khat co ga
8 7-up Revive Nudc udng co ga
9 Tea Plus Tra udng lién
10 Mirinda Nudc giai khat ¢6 ga
11 Lipton Tra
12 C.C.Lemon Nudéc ngot

( Nguon : Cong ty TNHH thuong mai va dich vu Toan Phuong )
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2.2. Phan tich thyc trang ban hang ciaa cong ty

2.2.1. Hinh thirc ban hang tai cong ty TNHH thwong mai va dich vu Toan Phugng

Hién nay, ciing nhu da s6 cac cong ty khéac, cong ty Toan Phuong sir dung

két hop 2 loai kénh phéan phéi 13 kénh phan phdi truc tiép va kénh phan phdi

gian tiép. Tuy nhién, cong ty dang s dung cha yéu va tap trung phat trién loai

hinh kénh phan phéi gian tiép. Béi kénh ndy mang lai cho cong ty muc doanh

thu chi yéu trong hoat dong kinh doanh. Cong ty d3 thong qua cac dai 1y ban si

cling nhu ban 1¢ ciia minh dé dua san pham dén tay khach hang muc tiéu gop

phan gia ting doanh thu va mé rong thi truong cho san pham.

So d6 2.2: So dd cau tric kénh phan phdi hién tai ciia cong ty Toan Phuong

*Kénh truc tiép

Toan Phuong

Nguoi tiéu dung

—
*Kénh gian tiép
Kénh cap 1:
Toan Phuong ' Nha ban |é ey | VU0 ti€U dUNg
Kénh cap 2 :
. s L Ngudi tiéu
Toan Phuong Nha ban S| oy Nha banle ) "
' ung
(Nguén : Cong ty TNHH thwong mai va dich vu Toan Phuong )
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Bang 2.4: Bang danh sach mot s6 khach hang ciia Cong ty

STT Tén cura hang bia chi Cht thich
1 Dbai Iy Mai Thong Doanh trai quan doi Nha ban buén
S giao thong cong
2 Dai Iy Minh Anh Nha ban budn
chinh
3 Dai ly Gia Huy Kién An Nha ban budn
4 Pai ly Trudng Diéu Kién An Nha ban buon
5 Dai 1y Anh Dinh An Lao Nha ban buon
6 bai ly Co6 Tho An Lao Nha ban buon
7 Pai ly Huong Lién Kién An Nha ban budn
8 Cira hang Chua Bic An Lio Nha bén 1¢
Cang tin Dai hoc Hai .,
9 Kién An Nha bén 1é
Phong
Cang tin Truong .,
10 Ny Kién An Nha bén 1é
THPT Kién An
11 Tap hoa Co Bon An Lio Nha ban 1¢
12 Ctra hang Minh Dién Kién An Nha ban 16
13 Ctra hang Tuan Anh An Lio Nha bén 1¢
Nha hang Nguyén .,
14 Kién An Nha ban 1¢
Canh
15 Nha hang Thién Tan Kién An Nha ban 1&

( Nguon: Cong ty TNHH thuwong mai va dich vu Toan Phuong)
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Bang 2.3: Doanh thu tir cac kénh phan phéi nim 2015, 2016, 2017 cua cong ty
TNHH thuong mai va dich vu Toan Phuong

( Pon vi tinh : Bong)

Nam 2015 Nam 2016 Nam 2017

Kénh W Ty W

Doanh thu trong Doanh thu trong Doanh thu trong

% % %
Kénh

. 365.787.024 | 9.1 | 464.953.107 | 12.9 | 688.995.528 | 15.8
truc tiep
Kénh

gian tiép | 1.310.401.867 | 32.6 |1.203.832.077 | 33.4 |1.665.799.315| 38.2
cap 1
Kénh

gian tiép | 2.343.448.737 | 58.3 |1.935.502.472 | 53.7 |2.180.365.596 | 50
cap 2

Tong | 4.019.637.629 | 100 |3.604.287.658 | 100 |4.360.731.193| 100

(Nguén : Phong kinh doanh )

=> Nhdn xét: Nhin vao bang doanh thu trén ta thay rang, tinh hinh tiéu thu hang
hoéa trong cac kénh dan ting qua cic nim nhung mirc ting khong 6n dinh va ti
trong ludn co6 sy thay doi theo timg nam. Nhin chung, tat ca cac kénh déu hoat
déng tich cuc, thé hién ¢ doanh thu cua cac kénh ting déang ké trong cac nim.
Pic biét, kénh truc tiép mic du doanh thu con thap nhung da tang lén rat nhiéu
tir 365.787.024 nam 2015 d4 ting 1én 688.995.528 nam 2017, diéu nay cho thay
ring kénh truc tiép dang hoat dong tich cuc can dugce cong ty quan tim dé phat
trién hon nita. Qua bang trén, déi voi kénh cap 1, mic du doanh thu con thap so
VSi kénh cap 2, mtc tang chi tir 1.310.401.867 nam 2015 1én 1.665.799.315
ddéng nam 2017, ti trong tang thém twong (ng 6%. Nhung diéu nay ciing cho

thay su nd lyc trong viéc nang cao doanh sé gop phan vao doanh thu chung cua
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toan kénh. Su hoat dong tich cuc nay can duogc cong ty dau tu phat trién hon
nira. Kénh ludn chiém téi hon 50% doanh thu, gép phan khong hé nho trong
doanh thu téng chinh 13 kénh cap 2. Tuy nhién nam 2017 doanh thu ctia kénh nay
tang 1én khong dang ké, ti trong giam tir 53.7% niam 2016 con 50% nam 2017. Tuy
nhién kénh nay van luén duoc coi la kénh chu luc, mili nhon luén mang lai doanh
thu tiéu thy ting manh qua cac nim. Chinh vi vAy, cong ty can tap trung téi da
ngudn luc dau tu, chd trong wu tién phat trién tai day dé co thé khai thac mot cach
c6 hiéu qua tiém niang hoat dong caa kénh, gop phan vao doanh thu chung ciia toan

cong ty trong cac nim tiép theo.

2.2.2. Quy trinh ban hang

Cong ty c6 mot hé thong phan phdi rong khap chu yéu tai quan Kién An
va huyén An Lao. Khach hang ctia cong ty la cac dai 1y 16n nho, cac quan tap
hoa, truong hoc, trung tam,...Cac khach hang ctia cong ty 1a khach hang lau
nim, da c6 mdi quan hé 1au bén véi cong ty hon nira nhitng khach hang nay lai
1a cac dai 1y ban budn va ban 1é va ngudi dua truc tiép san pham toi tay nguoi
tiéu dung. Vi vay cong ty luén chu trong viéc cham s6c nhitng khac hang lau
nim cia minh va mé réng thém quan hé véi cac khach hang méi. C6 gang mé
rong thi truong, phat trién viing manh va dua san pham cia cong ty dén tay

ngudi tiéu dung mot cac nhanh nhat va hiéu qua nhat.
2.2.2.1. Quy trinh bdn hang doi véi khdch hang méi

Quy trinh ban hang ddi véi khach hang méi gdm 7 budc :
- Tham do/tim kiém khach hang tiém nang
- Tién tiép can
- Tiép can
- Trinh bay dé xuat ban hang
- Vuot qua tir chdi

- Két thuc ban hang
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- Theo ddi sau ban hang

Cong ty TNHH thuong mai va dich vu Toan Phuong, da c6 14 nam hoat
dong trong linh vuc nudc giai khat.Vi vay quy trinh ban hang ctia cong ty duoc
coi 14 on dinh va kha chat ch&. Tuy nhién van con mét sb thiéu sot dan dén trinh
trang chua hiéu qua trong hoat dong ban hang.

Péi voi quy trinh ban hang, ngudi thuc hién phai 1a nhan vién ban
hang. Tuy nhién nhan vién ban hang cua cong ty lai chua thuc Sy c6 ki nang ban
hang. Vi vy cac quy trinh ban hang van chua dugc khai thac triét dé vé doi khi
c6 bo qua quy trinh.

Tham do/tim kiém khach hang tiém nang ddi voi miat hang nuéc giai khat
1a viéc khong phai kho. Vi mat hang nuéc giai khat 1a mat hang thiét yéu trong
nha hang, khach san, ¢6, dam,... Nhan vién ban hang cia cong ty phai hiéu rang
bén canh nhitng k§ ning can thiét, nhan vién ban hang con can phai co kién
thirc, chuyén mon, hiéu biét vé san pham caa minh vi vay maéi c6 thé giai dap
dugc nhitng thac mic ma khach hang dua ra.

Pé ting kha ning thanh cong cho viéc ban hang , budc dau tién mdi can
bo nhan vién kinh doanh can xé4c dinh duoc khach hang ctia minh la nhiing ai,
dic diém hanh vi mua cta mdi ddi twong khach hang? Tur d6 1ap ké hoach dé
tiép can nhimg déi trong muc tiéu do: xac dinh nén tiép can ai trudc? Tiép can
d6i twong d6 can chuan nhiing tai liéu, gidy to gi hay noi dung gi.

Cong ty ludn khuyén khich nhan vién tim kiém khach hang tiém ning va
ludn tao diéu kién tét nhat. Tuy nhién nhan vién ban hang lai kho c6 thé tim
dugc khach hang méi vi hau hét cac dai 1y, cac ctra hang dd md tir 1au ludn cé
mdi quan hé chat ché véi nha phan phdi ctia minh. Vi vy can tim kiém cac dai
Iy m&i mo, cac ctra hang méi xuét hién dé chao mat hang nuéc giai khat.

Sau khi tham do, tim hiéu vé khach hang va phat hién khach hang co6 thé
¢6 y dinh mua hang, nhan vién ban hang bat ddu qua trinh tiém tiép can va tiép

can khach hang. Muyc dich cua viéc tiép can nay dé co sy danh gia vé dic diém

Nguyan Thi Ngoc — QT1801M 36



Truong Pai hoc Dan Lap Hai Phong

chi tiét cua timg khach hang. Tir d6 lua chon nhiing khach hang tiém ning that
sur dé chu trong chao hang.
Qua trinh trinh bay dé xuét ban hang va vuot qua tir chéi ciing can nhing

ki ndng quan trong. Cac ki nang :

» Theo dudi muc tiéu da dinh

« Linh hoat xtr Iy van dé

« Ki ning thuyét phuc

» Su kién tri

Quan trong nhat ¢ day 1a nhan vién ban hang phai c6 ki nang thuyét phuc
khach hang va phai cé su kién tri. Piéu do quyét dinh tit ca vao thai d6 lam viéc
cta nhan vién ban hang. P6i khi mot s6 nhan vién con thiéu sét kha niang thuyét
phuc khich hang din dén tinh trang khach c6 y dinh mua hang cua cong ty
nhung lai bj nhiéu van dé& xung quanh chi phdi dan dén quyét dinh khong mua
san phan tai cong ty nira.

Két thuc ban hang ciing 1a mot budc quan trong. Néu két thiic ban hang
mot cach qua nhanh s& din dén viéc khach hang danh gia cong ty lam viéc hoi
hot, khach hang di mua hang cta cia minh rdi nén khong cin quan tAm nira.
Nhén vién ban hang can c6 ki nang két thuc, phai nhanh chong chét duge don
hang tranh truong hop khach hang d6i ¥ nhung van tao duoc niém tin véi khach
hang

Sau qua trinh két thuc ban hang va qua trinh theo ddi khach hang sau ban,
viéc quan 1y don hang dé giao hang ding han, dam bao chét luong cho khach
hang ciing 14 cong viéc rat quan trong ca nhan vién ban hang. Ngoai ra sau khi
nhan hang cong ty thu thap ¥ kién danh gia khach hang, thudng xuyén tham hai,
duy tri mbi quan hé dé giir chan khach hang quay lai mua hang.
2.2.2.2. Quy trinh bdn hang déi Véi khdch héang cii

Déi véi khach hang cii quy trinh ban hang duoc téi gian cac budc thim
do, tim kiém khach hang, tiép can khach hang. Viéc tao dung hinh anh chuyén

nghiép, nu cuoi than thién, hiéu biét 1a diéu bat budc nhan vién ban hang phai
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lam dé xay dung long tin, sy thién cam véi khach hang, dé khach hang thay
thoai mai khi lam viéc.

Khach hang cii 1a ngudi da ting su dung san pham cia cong ty vy nén
nhan vién ban hang khong nén qua chd trong vao san pham ma phai tao dyng
duoc méi quan hé than thiét vai khach hang dé ho thoai mai va thich tha khi lam
viéc v6i minh. Hon nita can phai tao diéu kién thuan lgi cho khach hang, giup
d& khach hang nhiét tinh. M&i mét tuan nhan vién ban hang duoc phin céng dén
dai 1y 1a khach hang quen thudc cua cong ty dé chét don hang mot lan. Déi véi
khach hang cii quan trong nhat 1a buéc két thic ban hang hay goi cach khac 1a
chét don hang. Khi khach hang ¢6 nhu cau lay thém hang can phai chét va goi
ldy hang mot cac nhanh chong, dé khach hang thay duoc sy nhanh nhen, can
than cia minh. Ngoai viéc ban hang nhan vién cin phai quan tim, chim soc

khach hang nhiéu hon dé bién khach hang tro thanh khach hang trung thanh.

So d6 2.3: So d6 xir Iy don dit hang

I 1.
rf =]
" m..- - » !i
Bd phan Phieu dat Pon hing
ban hang hang
ot I =
Coatit "‘#"/
—i —
' e
i
Hodé don Ut r:énq KHho hang
+
- ) e
A W i ©Bko
Bong phigu Béng don Mo phai thu Quan b tién
dat hang hang

Ngudn: Cong ty TNHH thuwong mai va dich vu Toan Phuong
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Quy trinh dat hang

Khi khach hang goi dién dén dé dit hang, nhan vién ban hang s& lam
phiéu dit. Sau d6 s& béo vé kho dé nhan vién kho kiém tra xem luong hang co
du cho don hang nay hay khong. Khi nhén dugce thong bao du hang nhan vién
ban hang tiép tuc 1am don hang dé bao dén b phan kho va bo phan ké toan.
Quy trinh xudt nhdp hang

Nhéan vién ban hang can phai c6 phiéu xac nhan liy hang va xudng kho
Xuat trinh cho nhan vién kho kiém tra, xac nhan luong hang con trong kho. Sau
d6 xuat hang cho nhan vién ban hang va goi xe dé trd hang cho khach.

Dua trén luong hang ton con trong kho, nhan vién kho 1am dé nghi nhap
thém hang va bao cdo vé sé hang con trong kho dua cho bd phan ké toan xac
nhan va xin giam doc chir ki dé nhap hang.

Quy trinh ban hang, giao hang

Nhan vién dem san pham cing cac gidy to kém theo nhu héa don, 1énh
diéu xe, phiéu xuat kho, hoa don giao nhan khi ban hang cho cac dai ly.

Véi cac dai 1y tu dén lay hang phai c6 hoa don di xac nhan cua nhan vién
ban hang cung véi viéc nhan vién d6 phai c6 mit méi cho hang xuét kho.

Dé c6 mot quy trinh ban hang hiéu qua, nhan vién ban hang can rat nhiéu
ki nang, tuy nhién mét s6 ngudi van con thiéu so6t dan dén tinh trang khong chét
duoc don hang v4i khach hodc khong thé 1am viéc lai véi khach hang da ting
mua hang tai cong ty. Do 1a mét viéc rat dang tiéc va can khac phuc. Mot sé
nhan vién ban hang chua c6 cac ki nang nhu:

e Kién nhan

e (C0 thai do an can quan tim

e Ban linh

e Kha nang str dung ngdén ngit tich cuc

e Kha ning thau hiéu tam 1y khach hang
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e Ki ning truyén tai thong tin

e Ki ning két thic
2.2.3.3. Mgt sé quy trinh lién quan dén cong tic bdn hang ciia cong ty
Ouy trinh bdo quan san pham

Sau khi san pham dugc nhap vao kho s& dugc thi kho va nhan vién
kho sap xép vao kho tuy theo chung loai ma sap xép vao khu riéng biét. Hang
héa duoc dit ¢ noi cao rao, thoang mat, trainh am maoc, nom do thoi tiét gay ra.
Céc khu trong kho thuong duoc vé sinh, don dep sach s&, sap xép ngian nap gon
gang dé tién cho van chuyén, lay hang ra khoi kho, tranh va cham khong déang
c6 va bao quan san pham tét hon.
Ouy trinh bdo hanh san pham

Khi san pham c6 hong hoc tir 18i caa céng ty nhu trén qua trinh hang bi d6

v, méo mo hang hda, san pham hét han nhan vién kho s& kiém tra mtc do hong
cta san pham dé xuat kho san pham maoi doi tra lai cho khach hang trong vong
03 ngay, néu qua 03 ngay ma khach hang khong c6 thong bao vé tinh trang hong

hang thi cong ty s€ khong chiu trach nhiém.

Khi giao hang cho khach nhan vién can yéu cau khach xac nhén hang,
khéng chap nhan d6i tra lai hang ddi véi truong hop khach gay ra hong hoc, do

VO,..

Hang hoéa bi hong trong qua trinh giao hang vuot qua 5% gia tri hang thi

nhan vién giao hang phai chiu trach nhiém.

Trudce khi hang dugc dua ra khoi kho, nhan vién ban hang can kiém tra ki, néu
phat hién hang di hong trudc d6, phai bao lai ngay voéi nhan vién kho. Néu

khong bao thi nhan vién giao hang s€ chiu moi trach nhiém
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2.2.3. Chinh sach gia va phwong thiurc thanh toan
2.2.3.1 Chinh sdach gida cua cong ty

Tuy gia ca khong phai 1a yéu té canh tranh hang dau nhung van luén dugc
coi 1a yéu té canh tranh quan trong trong viéc thu hut khac hang. Trong viéc
phat trién san pham cong ty da c6 chinh sach gia thich hop dé tao cho san pham
chd déing vitng chéc trén thi truong.

Cong ty ludn cd gang nam bat va du bao chinh xac mic d6 anh hudng cé
thé anh hudng dén gia. Viéc xac dinh mirc gia chao ban, gia san pham méi, gia
cho tirng thoi han thanh toan ciing rat quan trong.

Bang 2.5: Bang gia ban
(Pon vi tinh :Péng/ thung )

Gia ban
San Pham
Dudi 10 thung | 10- 50 thung | Trén 50 thung
Mirinda cam 320ml 150.000 148.000 145.000
Mirinda xa xi 330ml 120.000 118.000 115.000
Loc 12 Pepsi 390ml 65.000 63.000 60.000
Sting d6 chai 330ml 168.000 165.000 160.000
Aquafina 330ml 75.000 72.000 70.000
Aquafina 500ml 78.000 75.000 72.000
Tra Lipton Ice Tea 330ml 165.000 162.000 160.000
Tra xanh Lipton 500ml 155.000 152.000 150.000
Revive 350ml 130.000 126.000 122.000
Pepsi 0,51 cac loal 135.000 132.000 130.000
Pepsi pet 1.5L 175.000 173.000 170.000

( Ngudn : Phong kinh doanh )
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Bang gia ban ciia cong ty dugc in an, dong dau cong khai ddi véi cac

khach hang. Cong ty quan 1y chit ché&, cong khai gia muc dich dé tao su tin

tuong cua khach hang déi véi doanh nghiép ciing nhu ngin chan céc hinh thuc

nhan vién cé y dinh gian 1an vé van dé chiét khau. Hon nita viéc co bang gia cu

thé sé tranh duoc viéc canh tranh, mau thuan gitra cac kénh phan phéi.

Bang 2.6: Muc thuong cho dai 1y ban budn

s Thoi gian thanh | Chiét khau
STT | Doanh thu ban Chiét khau %
toan (ngay) %
1 35-50 triéu 0.8% 0 2%
2 50-70 triéu 1% 0-15 1.5%
3 70-90 triéu 1.5% 15-30 1%
4 Trén 100 triéu 2% 30 - 60 0,8%

( Nguodn: Phong kinh doanh )

Bang 2.7: Bang chiét khau cho cac dai Iy ban budn

Gia tri don hang( triéu dong)

Muc chiét khau

(%)

35- 50 10%
50-70 13%
70-90 15%
Trén 100 18%

Cong ty ¢o6 chinh sach chiét khau rd rang, Muac chiét khau duoc huong dua trén

gia tri don hang nhap ban tinh theo gia niém yét , khong tinh cong don don theo

thang ma tinh theo gié tri trng don nhap.
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2.2.3.2. Phuwong thuc thanh todn
Cong ty ¢6 bon phuong thirc thanh toan chinh 14 :

e Thanh toan ngay

e Thanh toan tir 1 dén 15 ngay

e Thanh toan tir 15 dén 30 ngay

e Thanh toan tir 30 dén 60 ngay
Tuy thudc vao hinh thuc khach hang mudn thanh toan tuy nhién cong ty ludn
ludén mudn nhén vién ban hang cb gang thuyét phuc khac hang thanh toan ngay.

Pbi véi truong hop khach hang mudn thanh todn cham hon 15 ngiy véio cic
lan tiép theo, thi can phai thanh toan sém trong lan mua hang dau tién. Sau d6
tién hang 1am hop dong dé thanh toan cham. Muc dich khach hang méi can
thanh toan ngay trong lan mua hang dau tién vi cong ty cin bao cdo xem khach
hang d6 c6 yhanh toan dung thoi han hay khong, c6 kha ning chi tra cho céc 1an
mua hang sau hay khong.

Cac khach hang mudén chon hinh thtic thanh toan cham tir 15 dén 60 ngay can
phai c6 mot dong cong no duoc hai bén ki két dé tranh nhing truong hop danh
tiéc xay ra. Vao ngay 25 hang thang ké toan s& giri bang d6i chiéu cong no cho
khach hang va khach hang s& phai thanh toan cho coéng ty cham nhat 1a ngay
mung 10 cia thang tiép theo.

Nhan vién ban hang 13 ngudi thuc tiép theo ddi cung vdi ké toan ddi vai cac
don hang ban ra c6 han murc thanh toan cham.

Xir ly thanh toan chim

v" Dén han thanh toan ma dai 1y van chua thanh toan du cong ng phat sinh
ctia thang trudc thi sé bi tinh 13i sudt phat sinh. % 13i suét s& 4p dung tai
Ngén hang Vietcombank vao thoi diém phat sinh.

v' Pong thoi, néu dén ddi chiéu cong no 1an 2 ma dai 1y van chua thanh toan

hét no thi cong ty s& tam ngung giao don hang mai.
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v' Truong hop, dai Iy ndo dé xay ra 2 lan thanh toan cong no khong dung
han thi cong ty c6 quyén ap dung hinh thtic thanh toan 100% trudc khi

giao hang cho cac don hang tiép theo.
2.2.4. T6 chirc lwe lwgng ban hang

Cong ty ap dung to chuc luc luong ban hang theo khu vuc dia 1y 14 cach
t6 chirc theo 13nh tho co ban nhat. Gdm hai khu vuc va Kién An va An Lio. Khu
vuc Kién An c¢6 5 nhan vién ban hang va khu vuc An Lio ¢6 3 nhan vién ban
hang. Nhan vién ban hang ¢ “toan quyén” viéc kinh doanh san pham cua cong
ty cho tat ca khach hang trong khu vuc dia 1y ay.

Bang 2.8: Bang danh sach nhan vién quan ly khu vuc

Stt Nhan vién Khu vuc

1 Nguyén Hong Mai Béc Son, Van Pau( Kién An)

2 Pham Thanh Binh Pong Hoa, Lam Ha( Kién An)

3 Tran Vin Pan Nam Son, Ngoc Son( Kién An)

4 Nguyén Vin Vuong Quan Trit, Tran Thanh Ngo( Kién An)

5 Bui Tuan Anh Trang Minh, Phu Lién( Kién An)

6 Pham Van Tan Truong Son, An Thai, Tho An( An Lao)

7 Nguyén Long Nhat An Tién, Bat Trang, My Dtc( An Lio

8 Nguyén Vin Giang | Chién Thang, Quoc Tuan, Thai Son( An Lao)

( Nguodn: Cong ty TNHH thwong mai va dich vu Toan Phuong)

Viéc td chirc ban hang theo timg vung dia 1y nay triét tiéu hoan toan kha
nang hai hay nhiéu dai dién ban hang cua cing cong ty dén tiép xuc chao ban
cho cing mot khach hang. Tinh chit don gian cta co ciu to chitrc nay dam bao
giam duoc chi phi quan 1y, cong ty dé dang dam nhiém cong viéc hon, nhan vién
ciing dé dang thay rd hon nac thang thing tién cia ho va muc d tin tuong gitra
nhan vién ban hang vao cong ty va sd cAp quan 1y cta co cdu nay ciing it hon.
M6t khi nhitng san pham ban ra tuong d6i dong dang va khong cé nhu cau, doi
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hoi dac biét nao tir san pham hay tir khach hang thi day qua 1a co cau té chiac
ban hang rét hiéu qua.

Cong ty TNHH Toan Phuong ap dung phuong phap khéi luong cong
viéc dé xac dinh quy mé cho luc luong ban hang truc tiép. Phuong phép nay bao
gom nhitng budc sau:

- Phan nhom khach hang theo quy mé dua trén khéi lugng tiéu thy hang nam.

- X4c dinh tan suit tiép xuc (s 1an tiép xtc truc tiép khach hang trong mét nim)
cho ting nhom khach hang. N6 phan anh cudng d6 tiép xc ma doanh nghiép
can c6 so voi cac ddi thu canh tranh.

- Xac dinh tong khéi lugng cong viéc trong mot nam bang cach nhan sé khach
hang trong mdi nhom qui mé véi tan suét tiép xac twong ang.

- Xac dinh s 1an tiép xuc trung binh ma mot dai dién ban hang c6 thé thuc hién
duoc trong mot nam.

- Xac dinh s6 dai dién ban hang cin c6 bang cach chia tong s 1an tiép xtc can
thiét trong mot nam cho sé 1an tiép xuc trung binh hang nim ma mot dai dién

ban hang co thé thuc hién.

2.2.5. Nhan xét
Qua phén tich ta thdy cong ty TNHH thuong mai va dich vy Toan phuong

sau 14 nam thanh 1ap da khong ngimg phat trién va truong thanh. Song bén canh
d6 cong ty van can khac phuc nhimg nhuoc diém dé hoan thién hon nia.

2.2.5.1. Uu diém

San lugng qua cac ndm khong ngung tang 1én, ndm sau cao hon nam trudc.
Cong ty khong nging cai tién, thay d6i dé phu hop hon véi thi truong. San
pham cua coéng ty ngay cang phong pht hon dé c6 thé dap img duoc thi hiéu cua
khach hang. Ludn ludn coi khach hang 13 thuong dé. Hon nita cong ty sir dung
cac chinh sach qang céo, xtc tién ban hang mot cach triét dé. Cong ty ludn tao
diéu kién thuan loi dé nhan vién ban hang phat huy duoc hét kha ning cua minh.
Chinh sach d6i tra hang nhanh chong, khong gay khé khan cho khach hang,
2.2.5.2. Nhwoe diém
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Po6i ngii nhan vién ban hang chua chuyén nghiép, trinh do thap, chua
duoc dao tao chuyén sau dé nang cao ki niang ban hang. Mot s6 nhan vién van
chua c6 thai ¢ nhiét tinh trong cong viéc, khong thuc sy quan tim dén sy phan
nan cua khach hang,... diéu d6 anh hudng khong nho dén viéc tiéu thu san

pham.
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2.3. Panh gia hiéu qua tiéu thu san pham
2.3.1. Doanh s6

2.3.1.1. Doanh sé bdn hang theo san pham
Bang 2.9: Doanh sé tiéu thu san pham nam 2016,2017

( Bon vi tinh : Thung)

Nan 2015 Nam 2016 Nam 2017
San pham Tiéu
Tiéu thu | Titrong " Titrong | Ti€uthu | Titrong
thu
Pepsi 5308 21,86% 5000 21,34% 5877 22,39%
Sting 2520 10,37% 2500 10,67% 2550 9,75%
Mountain
1500 6,17% 1500 6,43% 1530 5,82%
Dew
Aguafina 3200 13,17% 3030 12,95% 3250 12,35%
Twister 1220 5,02% 1120 4,78% 1420 5,40%
7-up 3450 14,20% 3350 14,29% 3450 13,12%
Tea Plus 1150 4,74% 1050 4,48% 1050 4,15%
Mirinda 980 4,37% 950 4,08% 1423 5,45%
Tropicana 570 2,34% 560 2,38% 890 3,38%
Tropicana
) 792 3,26% 602 2,56% 709 2,79%
Fruitz
Lipton 2850 11,74% 2830 12,07% 3010 11,44%
C.C.Lemon 740 3,05% 740 3,16% 950 3,71%
Tong 24280 100% 23432 100% 26309 100%

( Nguén :Phong kinh doanh )
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Qua bang trén ta thay, doanh sé tiéu thu san pham qua cac nim khong 6n
dinh. Ti trong tiéu thu san pham nu6c giai khat pepsi chién ti trong Ion nhat
trong tong so san lugng cua cia cong ty. Nam 2015 dat 5308 chiém  21,86%.
Nam 2016 tong san luong giam con 5000 thung chiém 21,34%. Nam 2017 san
lwong tiéu thu san pham tiép tuc tang v6i 5877 thung chiém 22,39%.

Bén canh d6 dong san pham 7-up ciing chiém trong tuwong ddi Ion véi 14,29%
twong duong véi 3350 thung san pham vao nam 2016 va 13,12% twong ang Vai
3450 thung san pham vao nam 2017.Qua hai nim ta thay ti trong cta san pham
pepsi tang nhe va&i 1,05%. S6 luong tidu thu san pham 7-up tuy co ting vé $6
luong nhung lai giam vé ty trong vi tong chi tiéu ciia nam 2017 ting so v4i ndm
2016. Cong ty dang c6 gang hon nita dé c6 thé nang cao hiéu qua tiéu thy san

pham trong cac nam tai.

Hién nay thi truong cua cong ty TNHH thuong mai va dich vu Toan
Phuong chu yéu 1a khu vuc quan Kién Anh va huyén An ldo. Tuy nhién mutrc do
bao phu cua thi truong khac nhau ddi voi tiing khu vuc, d6i voi khu vuc Kién
An sd dai 1y phan phdi nhiéu hon han so véi An Liao. Khu vuc thi trudng manh

nhat nam tai trung tim huyén Kién An.
Bang 2.10: Doanh sé tiéu thu san pham theo khu vuc

( Pon vi tinh : thung)

Nam 2015 Nam 2016 Nam 2017
Khu vuc

Tiéuthu | Titrong | Ti€uthu | Titrong | Tiéu thu Ti trong

Kién An 17924 73,82% | 17230 73,53% 18635 70,83%

An Lio 6356 26,18% 6202 26,47% 7674 29,17%

TONG 24280 100% 23432 100% 26309 100%

( Nguodn: Phong kinh doanh)

Nguyan Thi Ngoc — QT1801M 48




Truong Pai hoc Dan Lap Hai Phong

San luong tiéu thu san pham caa khu vuc Kién An cao hon so véi khu vuc
An L3o. Nam 2015 Khu vuc Kién An dat 17924 thung ti trong chiém 73,82% .
Tuy nhién dén nam 2016 khu vuc Kién An tiéu thu giam 17.230 thung tuong
duong véi 73,53% , trong khi d6 khu virc An Lio nam 2015 tiéu thu 6356 dén
nim 2016 sb san pham tiéu thu ciing giam chi con 6202 thing twong duong
26,47%. Pén Nam 2017 san luong cua khu vuc Kién An 1a 18.635 thung dat
70,83%, khu vuc An Lao da ti€u thu dugc 7674 thung dat 29,17%. Tang so voi
nam 2016 2,7%. D6 1a mot budc chuyén bién tich cuc khién cho cong ty ngay
cang 16 lyc nhiéu hon trong viéc phat trién thi truong va dwa san pham dén tay

nguoi tiéu dung mét cach nhanh nhét.
2.3.1.2. Doanh sé bdn hang theo doanh thu
Bang 2.11: Doanh thu cac khu vuc nam 2015,2016,2017

( Bon vi tinh : 1000 VND)

Nam 2015 Nam 2016 Nam 2017

Khu Ti Ti Ti

vuc Doanh thu trong Doanh thu trong | Doanhthu | trong
% % %

Kién

A 2.894.139.092 | 72,5 | 2.623.921.415 | 72,8 |3.139.726.458 | 72

n

An

- 1.105.400.347,9 | 27,5 | 980.366.242,97 | 27,2 | 1.221.004.734 | 28

ao

Tong

R 4.019.637.629 | 100 | 3.604.287.658 | 100 |4.360.731.193| 100

cong

(Nguén : Phong kinh doanh )
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Nhin chung, tinh hinh doanh thu cia cong ty ting dan qua cic nim cho
thay kha ning tiéu thu san pham cua cong ty tét. Tuy nhién, doanh thu dat dugc
cua cac khu vuc qua cac nim khong doéng déu. Cu thé, doanh thu din dau ludn
ludn thudc vé khu vuc Kién An véi 2.894.139.092 nam 2015, cho dén nam 2017
con s6 nay van khong ngimg tang 18n chiém toi 72% doanh thu tong, tuong
duong muc doanh thu: 3.139.726.458. Trong khi d6 khu vuc Iuén gitr mac ti
trong thap dudi 30% trong suét 3 nam (2015-2017) 13 khu vuc An Lio. C6 thé
thdy mirc chénh léch doanh thu giita 2 khu vuc nay kha 16n, luon xap xi &
ngudng 2.5 lan. Tuy nhién dia ban An Lio ciing d3 ¢ gang nd luc diy manh
cong tac tiéu thy san pham thé hién ¢ mirc ting 1én, & chd chi chiém 27.5% tong
doanh thu nam 2015, nhung sang dén nam 2017 d3 ting thém 0.5%, chiém tGi
28% tong ti trong toan dia ban.

2.3.2. Chi phi

Bang 2.12 : Chi phi ban hang theo khu vuc ndm 2015,2016,2017

( Bon vi tinh: Pong)

Nam 2015 Nam 2016 Nam 2017

Khu Ti Ti Ti
vuc Chi phi trong Chi phi trong Chi phi trong

% % %

Kién

An 1.684.487.827 | 725 | 1.671.911.891 | 728 | 1.785.102.407 73

An Lao | 638.943.659 275 624.670.378 27.2 660.243.356 27
Tong | 2.323.431.486 | 100 | 2.296.582.269 | 100 | 2.445.345.763 | 100

( Nguén : Phong kinh doanh )

Nhéan xét : Qua bang trén ta c6 thé thiy rd chi phi ma cong ty bo ra cho
tung khu vuc khong phai 1a nhdé. Tuy nhién chi phi ma cong ty bo ra cia tung

khu vire khong dong déu. Ddi véi khu vugc Kién An chi phi bo ra naim 2015 13
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1.684.487.827 chiém 72.5% ti trong cua ca cong ty, trong d6 khu vue An Lio
chi c6 638.943.659 chiém 27.5%. Vao nam 2016 va ndm 2017 chi phi cho ting
khu vuc déu ting 1én nhung van gitt mac déng déu. O Kién An lan luot 1a
72.8% va 73%, & An Lao 1a 27.2% va 27%. Ti trong cta ting khu vuc tang theo

ti 1€ thuan véi doanh thu.

2.3.3. Lgi nhuan
Bang 2.13: Lgi nhuan nam 2015,2016,2017 cta cong ty TNHH thuong mai va

dich vu Toan Phugng

( Pon vi tinh : Dong)

Nam 2015 Nam 2016 Nam 2017

Ti
Khu vuc _ Titrong _ _ Titrong
Loi nhuan Loi nhuan trong Loi nhuan
% o %

0

Kién An | 1.229.749.454 | 725 921.932.299 | 70.5 | 1.402.062.135 73.2

AnL3o | 466.456.689 27.5 354.388.604 | 29.5 | 513.323.295 26.8

Tong |1.696.206.143 | 100 1.307.705.389 | 100 | 1.915.385.430 100

( Nguon : Phong kinh doanh)

Nhan xét : Tir bang trén ta thiy trong ba nam vira qua loi nhuan caa cong
ty ting giam khong dong déu. Nam 2015 lgi nhuin cia ca cong ty la
1.696.206.143. Tai khu vuc Kién An van chiém ti trong chu yéu khi dem vé loi
nhuan 1a 1.229.749.454 chiém 72.5%, khu vuc An Lo c6 ti trong it hon khi chi
chiém 27.5%. Tuy nhién dén nam 2016 lgi nhuan cua cong ty giam di 1 rét chi
con 1.307.705.389, khu vuc Kién An giam manh tir 1.229.749.454 cua nam
2015 nay chi con 921.932.299 chénh léch dén 307.817.155. Tai khu vuc An Lio
loi nhuan cling gidm nhung khong giam sau . Chang to trong nam 2016 hoat
dong kinh doanh cua cong ty khong dat hiéu qua cao dac biét 1a tai Kién An,

tham chi con dé lgi nhuan syt giam ¢ mic cao.
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Nam 2017 lgi nhuan dat 1.915.385.430 tang so v&i nam 2016. Tai khu
vuc Kién An ciing ting dang ké 1.402.062.135 dat 73.2% ting 480.129.836
twong duong 2.7% diéu d6 chung to tinh hinh tiéu thu san pham va hoat dong
kinh doanh da tré vé quy dao va timg budc phat trién. Poi véi khu vuc An Lio
loi nhuan cling tang dat 513.323.295 tuong duong 26.8%. Tuy loi nhuan tai An
Lo ting nhung lai khong ting manh bang khu vuc Kién An nén ti trong van

thap hon va giam so v&i nam 2016.
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CHUONG 3: MOT SO GIAI PHAP HOAN THIEN QUY TRINH BAN
HANG NHAM NANG CAO HIEU QUA TIEU THU SAN PHAM

3.1. Danh gia chung

Cong ty TNHH Thuong mai va dich vu Toan Phuong da hoat dong 14
nim. Tuy con nhiéu khuyét diém nhung cong ty khong ngiing phan dau, doi
méi, tim hiéu, nghién ctru dé ndm rd duge tam 1y cua khach hang. Cong ty ludn
ludn c6 ging khai thac nhu cau, so thich ciia khach hang ciing nhu xu huéng

trén thi trudng dé ting budc phat trién manh mé.

Dé co thé trién khai duoc viéc tiéu thu hang héa mot cach hi¢u qua cong
ty can giai quyét tot cac van dé va dua ra bién phap phu hop cho tinh tinh huéng
cu thé. Pé giup cong ty thuc hién tét muc tiéu “Hoan thién quy trinh ban hang
nham nang cao hiéu qua tiéu thu san pham” ciing nhu tim dwoc chd dung viing
chéc trén thi trudng. Em xin dé xuat mot sé giai phap nham nang cao hiéu qua

tiéu thu cua cong ty TNHH thuong mai va dich vu Toan Phuong.

3.2. Mot s6 giai phap hoan thién quy trinh ban hang nhim ning cao hiéu

qua tiéu thu cia cong ty TNHH thwong mai va dich vu Toan Phwong

3.2.1. Giai phap 1: Nghién ctru, phan loai khach hang va dwa chinh sach

cham soc cho tirng nhom khach hang

3.2.1.1. Co sé gidi phdp

Péi v6i cong ty, khach hang ludn 1a quan trong nhat, va déi voi bat ki
doanh nghiép nao ciing déu mong muédn san pham cia minh dua ra thi trudng c6
thé phuc vu duoc nhu cau va thi hiéu caa khach hang. Bai néu khong nhan biét
dugc khach hang ctua doanh nghiép 1a ai? Khach hang can gi? Thi doanh nghiép

s€ khong thé ton tai lau trén thi truong.
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Khach hang cta cong ty chil yéu 1a cac dai 1y ban budn, ban 1é, cac quay
tap hoa, nha hang. .., tuy nhién sé luong hang ban ra lai chénh 1éch cho ting dai
ly, thi hiéu cua tung khach hang ciing rat khac nhau. Béi vi cong ty chua chu
trong dén cong tac phan loai va cham soc khach hang, dic biét 1a dwa ra cac uu

dai, gia ca phu hop ddi véi timg nhém khach hang.

3.2.1.2. Ngi dung gidi phdp

Viéc phan loai khach hang can to chirc va c6 ké hoach cu thé,
chuin xac. Viéc phan loai c6 quyét dinh cu thé dan téi két qua kinh doanh va
hiéu qua tiéu thy san pham. Cong ty nén sap Xép hai dén ba nhan vién chuyén vé
nhiém vu chiam so6c khach hang va tong hop thong cac khach hang lau nim
cling nhu méi cia cong ty nham dang gia duoc lugng hang cu thé cua tung
khach. Dbi v6i nhimg khach hang da tiing hop tac véi Cong ty mot thoi gian ma
vi nguyén nhan nao d6 nhu vé sy cham tré trong khau giao hang, cac chinh sach
chiét khau, giam gia, khuyén mai chua pht hop véi khach hang hay nhitng chinh
sach sau ban hang chua thuc sy dap tng dugc nhu cau cua khach hang dan dén
hién nay khach hang khong con hop tac voi cong ty nita cong ty can nam rd cac
chinh sach, khuyén mai cic wu di cia minh di thuc sy 1am hai 1ong khach hang
d6 hay chua. Vi vay, viéc phan loai khach hang va dua ra chinh sach cham soc

khach hang 1a diéu hét sic can thiét ddi véi hoat dong kinh doanh cua cong ty.
3.2.1.2.1. Phan logi khach hang

Viéc phan loai thong qua co sé dir liéu ma cong ty luu lai, qua tén, dia
chi, s6 dién thoai va lugng hang mua thuong xuyén tai cong ty. Thoi gian lay

hang trung binh ctia cac dot hang.

Phan loai cac khach hang tiém ning, khach hang 16n, vira va nho,
phan loai cac khach hang thuong xuyén va khong thuong xuyén,.. Thong qua

viéc khao sat thi truong, nham gitp cong ty dwa ra dugc nhitng chinh sach
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chdm soc phu hop Vi timg nhoém dbi twong khach hang dé khong giy ra su

ddng hoa gitra cac khach hang.
3.2.1.2.2. Mgt 86 chinh sach chim séc khéch hang

Déi v6i khach hang 16n hay nhé déu phai c6 nhimg thai d6 phuc vu tan
tinh, chu ddo dé gay thién cam cua ho véi Cong ty. Vi vdy, Cong ty ciing can
phai diy manh céc dich vu cham séc khach hang dé nham gitp khach hang ciing
nhu cong ty co thé tao diéu kién hop tac 1au dai va bén vitng véi nhau trong thoi

gian tai.

Vao mdi dip 18 tét cong ty nén chuan bi mot sé phan gié qua nhoé dé tang dén cac
dai 1y, khach hang than thiét cia minh. Tuy chi 1a mét phan qua nho nhung c6

thé khién khach hang thay duoc Su tran thanh cua cong ty dbi voi khach hang.

Cong ty can dua ra mot s6 chinh sach chiét khau dé co6 thé phu hop voi
timg nhom ddi tuong khach hang. Ngoai ra, cong ty nén ap dung thém hai chinh
sach chiét khau, mot 13 giam gid cho ngudi mua thanh toan hoa don, hai 1a giam

gia d6i voi nhitng khach hang mua sé luong 16n.

Bang 3.1: Bang muc thuong cho dai ly

Thoi gian thanh ¥ ) ., )
STT Chieu khau (%) | Doanh thu ban | Chiét khau(%)
todn ( ngay)
1 0 3% 35-50 triéu 1.5%
2 0-15 2.5% 50-70 triéu 2%
3 15-30 2% 70-90 triéu 2.5%
4 30-60 1.5% Trén 100 triéu 3%

=> Nhdn xét va danh gia : Thong qua viéc phan loai khach hang va dua
ra chinh sach ban hang phu hop s& gitip cong ty nam bat dwogc thi hiéu, nhu cau
cling nhu s6 lugng hang ma khach hang thuong dat mua cia Cong ty. Viéc phan

loai khach hang s& gitip cong ty co6 dugc cai nhin tong quan nhat vé timg nhém
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khach hang ciing nhu xu huéng vé thi hiéu tiéu dung san pham ma cong ty dang
cung cap trén thi truong. Vi vdy, viéc nghién ctru va phan loai khach hang 13
mot hoat dong vo cling quan trong va can thiét cho su ton tai va phat trién cia

ban than doanh nghiép.

3.2.2. Giai phap 2: T6 chirc cic 16p niang cao ban hang

3.2.2.1. Co sé cia gidgi phdp

Viéc ban hang c6 dat hiéu qua hay khong, khach hang ¢6 hai long, vui vé
hay khong phu thudc rat I6n va nhan vién ban hang. Cac nhan vién ban hang cua
Cong ty can lién tuc tim kiém va gay dung cac khach khach hang mai, can phai
cung cap thoéng tin mot cach day du vé san pham ciia cong ty cho khach hang mot
cach t6t nhét, kip thoi nhat ciing nhu cap nhat cac thong tin cua khach hang vé
Cong ty mot cach chinh xac. Can tiép can, gidi thiéu, chao hang va giai quyét
nhiig ¥ kién thic mac ciia khach hang vé san pham mot cach khéo 1éo va c6 hiéu

qua thong qua sy hiéu biét va sir dung nghé thuat giao tiép trong khi ban hang.

3.2.2.2. Ngi dung cua gidgi phap

DPoi tuong: Nhan vién ban hang chua c6 trinh d0 chuyén moén hodc trinh dd
chuyén mon khong cao.

Té chiee cdc 16p hoc chuyén mén nghiép vu bdn hang ngdn han:

- T6 chirc mdi nam 02 14n, vao khoang thang 3 va thang 10 hang nam.

Nguyén nhan: Do thang 4 1a sau khi két thuc dip tét nguyén dan va bat dau va
hé,thang 10 thoi tiét bat dau lanh cho nén lwong hang tiéu thy trong thoi gian
nay & mac vira phai, sau thoi gian ndy nhu cau tiéu thu hang cua khach hang
I6n hon .

- Thoi gian hoc: Mbi khoa hoc trong 04 ngdy, cac nhan vién ban hang s& duoc
chia 1am 02 nhom thay phién nhau hoc trong khoang thoi gian duoc b tri va sap
xép hop 1y dé khong lam anh huong dén cong viéc cua cong ty. Mdi nhom sé
dugc hoc 04 budi/ khoa.
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- Giao vién giang day s€ la nhitng nguoi ¢6 kinh nghiém hoac la chuyén gia hoat
dong trong linh vuc ban hang dugc maoi dén @é giang day truc tiép. Giao vién
giang day s& duoc thay d6i cho phu hop Véi timg giai doan phat trién va ngay
maot nang cao vé k¥ nang.
Chi phi cho khéa hoc
Trung binh chi phi cho mdi hoc vién 1a 1.500.000 cho mot khéa hoc
Cong ty c6 8 nhan vién kinh doanh: 1.500.000 * 8 = 12.000.000 d4ng
Mdi nim md 2 khéa hoc : 12.000.000*2 = 24.000.000 ¢6ng/ nim
Thong qua cac lop dao taO nhdn viéen ban hang chuyén nghiép nay nhan vién
cong ty Sé dat duoc:

e Yeéu cong viéc ban hang hon.

e Tro thanh mot nhan vién ban hang chuyén nghiép chuan quéc té.

e (Co du kha niang giao tiép, ddm phan ciing nhu thuyét phuc khach hang.

e Du ban linh dé xtr Iy tinh hudng.

e Biét cach nam bt tam Iy khach hang, biét duoc khach hang ctia minh can

gi, muén gi.
e Biét cach chdt hop dong, chot ban hang hiéu qua.
e Biét cham soc khach hang nhu thé nao dé xdy dung va phat triénhé thong
khach hang tiém ning.

Tao diéu Kién cho nhén vién hoc cdc khéa hoc online tgi nha:

Céc khéa hoc online tai nha duoc tim hiéu mot cach ki cang tai mot trang
web uy tin v&i cac bai thuyét trinh ciia CEO, chuyén gia vé marketing ban hang
hang dau tai Viét Nam hién nay.

Cong ty khuyén khich nhan vién dang ky, tim hiéu cac khoa hoc truc
tuyén véi sy dau tu kinh phi tir cong ty.

MJdi nhan vién s& dugc chon hai trong cac khoa hoc truc tuyén va cac
nhén vién khong chon khéa hoc tring nhau dé tranh lang phi, khi tai vé may hoc
xong sé trao d6i va&i nhau, thay phién nhau hoc.

Chi phi cho cdc 16p hoc tryc tuyén:
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- M&i bai hoc truc tuyén trung binh 1a : 500.000 déng

- M6i nhan vién duoc hoc 2 khoa hoc : 1.000.000/ ngudi

Cong ty hién tai c6 8 nhan vién ban hang vay tong chi phi cho khéa hoc tryc
tuyén 1a 8.000.000 dong/ nam.

Loi ich ciia khéa hoc truc tuyén:

- Giam chi phi: so véi hoc tai cac 16p hoc nang cao thi cac khoa hoc truc tuyén
$& ¢6 chi phi it hon so véi khoa hoc truc tiép.

- Tw dinh hwéng: nhan vién co thé tu dinh hudng cho minh, bang cach chon
khoa hoc phu hop nhit d6i véi trinh d¢, so thich, muc tiéu cta ban than, hoic
mot cong ty co thé yéu ciu cong ty cung cap dich vu hoc truc tuyén thiét ké
khoa hoc theo yéu cdu ctia minh, theo dinh hudng hay theo nhu cau kién thirc
nhan vién.

- Tw diéu chinh: nhan vién co thé tu diéu chinh nhip diéu khoa hoc cho minh,
nghia 13 c6 thé hoc tir tir hay nhanh do thoi gian minh ty sip xép hay do kha
nang tiép thu kién thirc ctia minh.

Tinh kha thi cia giai phap:

Chi phi cho ca 2 giai phap hoc nay 1a 32.000.000 déng/ naim. Pay khong
phai 1 s6 tién nho tuy nhién lgi ich 1a cong ty thu lai s& rat cao. Hon nira cac
khoa hoc dan xen nhau nén s€ khong anh huéng téi hoat dong kinh doanh cua
cong ty. Sau khi cac khoa hoc két thuc, nhan vién cong ty s& nam duoc cac ki
ning co ban dé nam bat dugc tam 1y khach hang, nang cao hiéu qua tiéu thy san
pham cua cong ty. Loi ich ma cong ty thu vé s& khong hé nho hon so vai chi phi

bo ra.
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Ki vong : Doanh thu cac niam tiép theo sé& tang lan luot 1a 20% - 30% S0 VOi
nam 2017.
Bang 3.2: Ky vong doanh thu tang trong nam 2018,2019

( Bon vi tinh: 1000 VND)

Nam 2017 Nam 2018 Nam 2019
Khu vuc
Tang 20% Tang 30%
Kién An 90.347.528,2 108.417.033,84 117.451.786,66
An Lao 35.135.149,8 42.162.179,76 45.675.694,74
Tong 125.482.678 150.579.213,6 163.127.481,4

3.2.3 Giai phap 3: Khuyén khich tinh than 1am viéc ciia nhén vién
3.2.3.1. Co so cua gidgi phap

Nhan luc 13 yéu té quan trong quyét dinh su séng con, thanh bai ctia mdi
cong ty. Néu nhén vién duoc khich 1, ho s& cung cong ty vugt qua khé khan dé
xay dung cong ty phét trién 16n manh. Do d6, mot sy dong vién du nho ciing sé
khién cho cong viéc troi chay va ban than nhan vién thoai mai hon rat nhiéu.

Viéc khich 18 tinh than nhan vién co rat nhiéu cach khac nhau,
3.2.3.2. Ngi dung cua gidgi phap

Ling nghe: B¢ gat hai thanh cong trong qua trinh tim kién nhan vién ban hang
gioi, yéu td nén tang quan trong 1a thau hiéu 1ong nguoi. Cong ty nén thuong
Xuyén to chuc cac cudc hop dinh ki,tuy nhién dung chi danh ca bubi dé ban vé
thanh tich va két qua cong viéc. Hay goi ¥ cho nhan vién chia sé vé muc tiéu,
dam mé va mong doi trong nghé nghiép. Nam bit tién d6 cong viéc nhan vién
dang thuc hién dén dau va xem xét lidu ho co dang gip kho khin nao ma cong

ty c6 thé gitip d ho.
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Pit niém tin vao nhan vién: Pugc cong ty tin twong ludn ludn 1a dong luc 16n
nhat ddi véi bat ki nhan vién nao. Khi cong ty trao niém tin, dong thoi cong ty
da giri di thong diép hiéu qua cong viéc nhan vién dat duoc that sy tot va cap
trén khong can phai lo lang bat ctr diéu gi khi giao trong trach cho nhan vién cua
minh. VAy cach don gian nhat dé thé hién sy tin twong danh cho nhéan vién do

chinh 13 giao quyén quyét dinh cong viéc cho céc ¢ nhan thich hop.

Giip nhan vién nhan dwoc sy cong nhan tir nhiéu hwéng: Mot s6 nhan vién
thudng khong nhan duoc 161 khen ngoi truc tiép tir phia cong ty hay tir khach
hang. Trong trudng hop nay, khi biét dugc két qua 1am viéc cliia nhan vién nhéan
phan hdi tét, Cong ty nén giri 101 chiic mimg dén nhan vién ctia minh. M6t cach
khac giup nhan vién cam thdy duoc cong nhan trong tap thé d6 1a khuyén khich
moi ngudi nhin nhan nhitng diém manh cua nhau. Trong budi hop nhom, nén dé
nghi moi nguoi phét biéu ¥ kién vé dong nghiép ho cam thay xuat sic hoic c6

nd lyuc tién bo nhat.

Trén day, mai chi 1a nhitng bién phap dwoc xay dung dua trén nhiing
nhwoc diém cia cong ty khi tién hanh hoat dong kinh doanh, con chwa thuc su
chinh xac boi thuc té c6 nhiéu van dé ma trén 1y thuyét khong thé dwa ra hay
lwong trwde duoc. Nhin chung cic bién phap dwoc néu ra cd chi phi kha thap,
nén kinh té phat trién, nhu cau tiéu thu hang hoa cao tao diéu kién phat trién cho

mat hang nudc giai phat cho nén ap dung nhitng giai phap do 1a kha thuan loi.
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KET LUAN

Trong nhitng nim vira qua, cong ty di c6 nhirng chuyén bién tiéc cuc vé
cong tac ban hang nham quang cdo hinh anh cua Cong ty ciing nhw dwa san
pham cuaa cong ty dén v&i nguoi tiéu dung. Nhitng thanh qua dat dwoc di thé
hién rat rd trong sy phat trién cua cong ty. Qua mot s6 phan tich va nhan xét
hoat dong Marketing ndi chung va hoat dong ban hang ctia cong ty noi riéng.
Véi su nd lyc va cb ging cua ban than, két hop nhitng kién thac da hoc véi thuc
té, em manh dan dwa ra mot sé giai phap c6 tinh chat tham khao nham gép phan
lam tang hiéu qua tiéu thu san pham cho cong ty. Mong rang sy dong gop nho
bé ndy co6 thé ap dung vao hoat dong kinh doanh thuc té, tao ra loi thé cho san
pham caa cong ty trong thi trwong c6 nhiéu canh tranh gay gt nhw hién nay. Do
trinh d0 va thoi gian nghién ctru c6 han, bai khoa luan cia em chic chin con rat
nhiéu thiéu s6t. Em rat mong nhan dwoc nhimg v kién déng gop cua céc thay,
cac ¢d, va cac ban dé bai viét cia em dwoc hoan thién hon. Cudi cung em Xin
chan thanh cam on su gitip d& cua tap thé can bo cong nhan vién trong cong ty
TNHH thuong mai va dich vu Toan Phuong, cic thiy co gido trong Khoa Quan
tri kinh doanh - Trwong Pai hoc Dan 1ap Hai Phong. Bac biét 1a sy chi bao,
hwdng dan tan tinh cua co gido — Thac si Nguyén Thi Tinh di giup em hoan

thanh bai khoa luan nay.

Em xin chan thanh cam on!
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