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LOI GIOI THIEU

Quan tri ban hang 1a mot noi dung co ban va quan trong trong hé théng kién
thirc quan tri kinh doanh caa doanh nghiép. Quan tri ban hang vira mang tinh khoa hoc
ddng thoi mang tinh nghé thuat cao, do d6 doi hoi cac nha quan tri ban hang phai cé
hiéu hiét va thiu hiéu sau sic nhitng pham chét, k§ ning va pham chat nghé nghiép
lién quan dén linh vuc quan tri ban hang. Khong nhiing thé xay dung duoc hé thdng
quan tri tét giup cho doanh nghiép tiéu thu san pham, ting doanh thu, ting kha ning
canh tranh, mé rong thi truong... Trén co s d6 dap tng duoc ddy du cac nhu cau cua
thi trudng, khach hang va nang cao chat lwong phuc vu khéch hang.

Dé dap ung nhu cau hoc tap va nghién cau, dong thoi theo su phan cong cua
Nha truong, ching toi bién soan tai liéu hoc tap “Quan tri ban hang” nay nham cung
cap cho nguoi hoc nhirng kién thuc nén tang va chuyén sau vé hoat dong ban hang va
quan tri ban hang trong doanh nghiép. Tai liéu hoc tap duoc xay dung theo dé cuong
da dugc phé duyét véi cac noi dung nhu sau:
Chuong 1: Téng quan vé ban hang va quan tri ban hang trong doanh nghiép
Chuong 2: Cac churc danh trong luc Iugng ban hang
Chuong 3: K¥ ning ban hang tryc tiép
Chuong 4: Xay dung ké hoach ban hang caa doanh nghiép
Chuong 5: T6 chirc mang luéi ban hang cua doanh nghiép
Chuong 6: T6 chuc lyc lugng ban hang cia doanh nghiép

Mic du da c6 nhiéu cd gang trong qua trinh bién soan, song tai liéu hoc tap nay
khdng thé tranh khoi nhitng thiéu sot va han ché nhat dinh. Rat mong nhan dugc nhiéu
y kién dong gop tir ngudi doc dé hoan thién tai liéu nay hon nita.

Xin trén trong cam on!

Hoc phan Quan trj ban hang



CHUONG 1
TONG QUAN VE BAN HANG VA QUAN TRI BAN HANG
TRONG DOANH NGHIEP

Muc dich cua chwong:

Sau khi hoc xong chirong nay, sinh vién can nam dwoc:

- Ban chét cua hoat d6ng ban hang va quan tri ban hang

- Céc hinh thirc ban hang chu yéu

- Hanh vi tiéu dung caa khéach hang 1a c& nhan va khach hang 1a to chic

- Cac noi dung co ban cua quan tri ban hang

Nogi dung chwong:

1.1 Hoat dong ban hang ctia doanh nghiép

1.1.1. Khdi niém bdan hang va vai tro cua hoat dong ban hang trong doanh
nghiép

Lich str cua nghé thuat ban hang gdm bén thai ky: thoi ky trudc khi bat nguon,
thoi ky bat ngudn, thoi ky phét trién nén méng, thai ky tinh loc va hinh thanh.

Thoi ky trudc khi bat nguon (trude 1750): duoc ghi nhan qua hinh anh nguoi
ban dao st Phoenicy do nha tho ¢6 Hy Lap ghi lai vao thé ky thir 8 truéc cong nguyén.
Nguoi ban dao nay cham chi g6 ctra tir nha nay sang nha khac ciaa cac khu phd dé chao
ban cac san pham caa minh. Hang thé ky sau khi La M& mé rong lanh dia ra d¢én Dia
Trung Hai thi cic nha budn, cac dai Iy huong hoa hong da tré nén vo cung phd bién.
Thoi Trung ¢6 va Phuc Hung ¢ Chau Au nhiing nha buén phét 1én nhanh chong va dén
dau thé ky 18 thi nghé ban hang tho so trude kia da tré thanh nhitng t6 chuc kinh té
hién dai phat trién manh mé& nhét 12 & Chau Au va Hoa Ky. Chau A véi hinh anh
nhitng ngudi ban hang nhu ban thudc, ban hang thu cong da xuét hién tir rat 1au trong
lich str va nhitng nha budn & Trung Qudc vao cudi thé ky 18 da tré thanh mot luc
lwgng kha quan trong trong nén kinh té.

Thoi ky bit nguon (1750 — 1870): Cudc cach mang cong nghiép da mé dau cho
giai doan ndy. Su phat trién cua khoa hoc k¥ thuat, sy gia ting cta ning luc san xuat,
cac phuong tién van tai di tao mot budc ngoit I6n cho nén kinh té. Cac doanh nghiép
trong giai doan nay da trang bi cho minh nhiéu hon cac kién thac vé kinh doanh tiép
thi, phét trién hon nita cac ky nang tiép can phuc vu khach hang va mé rong thi truong.
http://www.ebook.edu.vn 29 Trong thoi ky ndy mot s6 cong ty da c6 mé hinh kinh
doanh rat hiéu qua théng qua viéc thiét 1ap mot luc luong ban hang gap va giao dich
truc tiép voi khéch hang.

Thoi ky phéat trién nén méng (1870 — 1929): Thai ky nay san xuat di phat trién
kh& manh mé& doi hoi phai dugc tiéu thu dai tra. Pay 1a thoi ky cac nha san xuat cé tinh
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chuyén mén hoa cao, tap trung canh tranh vé ning luc san xuat va san pham, do vay
ho rat can nhitng nha trung gian phan phdi san pham cang nhiéu noi cang tot. Thoi ky
nay di dua dén viéc cac nha ban 1é c6 quy md mang tinh chuyén nghiép cao hinh
thanh khap noi cing véi luc lwong dong dao nhiing nha dai dién cho nha san xuat, cac
dai ly... cung véi su phét trién manh mé nay 1a cac quan diém, kinh nghiém béan hang
duge duc két va tré thanh mot mén hoc khéng thé thiéu trong cac trudng hoc vé kinh
doanh. Ngay ca cong viéc ban hang ciing dugc phan bd lai theo cap bac, xac dinh tinh
chit va vai tro, duoc chuan hoa qua cac khoa dao tao va duge danh gia dung trong hoat
dong ciia mot to chire. Mot s6 noi luc lwgng ban hang con dugc b tri khdng chi theo
vung dia Iy ma con duoc sip dit theo co cau nganh hang hay khach hang.

Thoi ky tinh loc va hinh thanh (tir 1930 dén nay): Cudc khung hoang kinh té thé
gidi nam 1930 da dua dén viéc rat nhiéu cong ty phai thuc sy tim ra nhiing 16i di riéng
canh tranh hon va hiéu qua hon, ddy ciing chinh 1a mét trong nhimg dong luc thuc day
su tién trién tot dep hon trong nghé thuat ban hang. Thoi gian nay xuat hién xu 30
http://www.ebook.edu.vn hudng hoat dong san xuét kinh doanh phai huéng vao phuc
vu va théa man khéach hang. Nhiing dai dién ban hang khéng chi canh tranh bang su
khdn khéo ma ho phai cung &ng dich vu tét nhat, phuc vu tét nhat véi chat luong tét
va gia ca canh tranh. Chinh su phét trién cua nén kinh té thé gisi dic biét I tir nim
1950 tré di da thiic day cac cong ty phat trién hon nira luc lwong ban hang, hoan thién
chinh séch quan 1y, danh gia, xac dinh tot hon cac chi phi va tinh hiéu qua cua cong
viéc nhu quan Iy tét nhitng cudc giao dich ban hang va cach thirc phan bo thoi gian,
chi phi, céng strc dé phuc vy nhitng khach hang hang dau. C6 thé noi giai doan nay
ngudi ban hang da chuyén vai trd tir nguoi cung cap hang hoa thanh ngudi thuyét phuc
hiéu qua hon va cao hon nita 1a ngudi giai quyét van dé va sang tao nhitng gia tri cho
khach hang.

Khai nigm ban hang ca nhan: Ia mot qua trinh (mang tinh ca nhén) trong do6
ngudi ban tim hiéu, khdm ph4, goi tao va dap ung nhitng nhu cau hay wdc mubn caa
ngudi mua dé dap tng quyén loi thoa dang, 1au dai cua ca hai bén.

Vai tro cia hoat dgng ban hang trong doanh nghigp:

Déi v6i cac doanh nghiép ban hang 13 khau cudi cing trong khau san xut kinh
doanh nén no quyét dinh sy thanh bai ciia doanh nghié€p. Moi hoat dong cong tac khac
déu nham muc dich 13 ban duogc hang hoa va chi c6 ban hang méi thyc hién dugc muc
tiéu kinh doanh cta doanh nghiép. Ngoai ra tir khau ban hang, hang hoa chuyén tir
hinh thai hién vét sang hinh thai tién t&, vong chu chuyén vbn ctia doanh nghiép duoc
hoan thanh va tiép tuc vong méi, doanh nghiép tiép tuc di vao hoat dong san xuét kinh
doanh. Vi vay hoat dong ban hang 13 hoat dong nghiép vu co ban nhat, n6 chi phdi va
quyét dinh cac hoat dong khéac ctia doanh nghiép.

Néu khau ban dugc to6 chirc tot, hang hoa ban ra duoc nhiéu s& 1am cho loi
nhuan ctua doanh nghi¢p tang Ién, nguoc lai néu khau ban hang kém s€ lam l¢i nhuan
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ctia doanh nghiép giam. T6 chirc tot khau ban hang lam ting lwong hang hoa ban ra,
tang kha nang thu hdi vén nhanh, tir d6 lam ting vong quay cua von luu dong cho
phép tiét kiém mot khoan vén dau tu san xut kinh doanh hang hoa khac, hogc cho
phép mo rong quy mo kinh doanh hang hoa cua doanh nghiép.

- Hoat dong ban hang dugc thuc hi¢n, san phém cua doanh nghiép ban duogc
chtng 6 thi trudng di chip nhén san phdm, doanh nghiép tao dugc chir tin trén thi
treong. Ban hang 13 khau c6 quan hé mat thiét voi khach hang, vi vay khau ndy anh
huong tiép téi niém tin, uy tin va tai tao nhu cau cia nguoi tiéu dung déi véi doanh
nghi¢p. Pay chinh 1a vii khi canh tranh cua doanh nghi€p trén thi truong. Pac biét
trong tinh hinh thi truong hién nay c6 mirc do canh tranh rat cao thi viéc thu hut dugc
khach hang, c6 quan hé t6t dep d6i v6i khach hang 1a yéu t6 dang ké quyét dinh kha
ning chién thang trong canh tranh cta doanh nghiép.

- Ban hang 13 hoat dong vira lién quan dén ngudi san xudt — ngudi ban vira lién
quan dén nguoi tiéu dung — ngudi mua. Vi vay né thic day tinh cha dong sang tao cia
cac doanh nghiép. Qua hoat dong ban hang doanh nghiép c6 thé thu dugc day du,
chinh x4c cac thong tin vé cung, cau, gia ca, thi hiéu... cta nguoi tiéu dung. T d6
doanh nghiép c6 thé to chirc cic hoat dong san xuat kinh doanh nhitng mat hang phu
hop, tao diéu kién thuan loi cho hoat dong ban hang dat hi€¢u qua cao hon.

Hoat dong ban hang co tam quan trong dac biét voi bat ky mét don vi san xuét
kinh doanh nao, tuy nhién viéc to chirc quan 1y hoat dong ban hang nhu thé nao 1a tiy
thudc vao diéu kién cu thé, nhung du thé ndo di ching nita trong diéu kién nén kinh té
thi trudng nhu hién nay thi hoat dong ban hang phai dam bao cac yéu ciu sau:

+ Pép tng tot nhu cu ctia khach hang ca vé sb luong, chat luong, chung loai,
dich vu véi nhitng kha ning tot nhat ctiia doanh nghiép.

+ Hoat dong ban hang phai kich thich, goi md duoc nhu ciu cia thi trudng vé
hang hod ma doanh nghiép phai san xuat kinh doanh nham khai thac triét dé nhu cau
ctia thi truong. Mudn vay hoat dong ban hang doi hoi phai tich cuc, cha dong khai
thac, m& rdng thi truong tiéu thuy, bién nhu cau & dang kha nang thanh nhu cau c6 thé
thanh toan. Chii dong nam bat nhu cau va kha ning san xuat ciia doanh nghiép dé c6
thé t6 chtrc moi hoat dong san xuét kinh doanh duoc thudng xuyén va lién tyc.

+ Hoat dong ban hang phai duoc to chirc mot cach khoa hoc hop 1y co ké
hoach. Phan cong vu thé va thuong xuyén duoc theo doi, chi dao, kiém tra danh gia.
Hon thé nita phai biét t6 chirc mot cach khoa hoc va ngh¢ thuat trong qua trinh td chirc
hoat dong ban hang.

Tom lai, ban hang 1a tim guong phan chiéu tinh ding dan cia cac loai ké
hoach, tir chién lugc kinh doanh dén cac chuong trinh hanh dong, cac ké hoach chi tiét
ctia doanh nghiép. Két qua hoa dong ban hang 13 két qua cia mot nd luc mang tinh
téng hop.



1.1.2. Cac hinh thirc ban hang

Chtic ning chinh ctia ban hang 1a luan chuyén hang tir nha cung ng, san xuat
dén khach hang nhiam thoa man nhu cau tiéu dung, nhu cau san xuat hoic nhu cau tim
kiém loi nhuan, do do, tuy thuéc vao muc dich va hiéu qua caa qua trinh luan chuyén
ma cO cac hinh thirc ban hang khac nhau. Vi vay, tly thuoc vao muc dich va hiéu qua
ctia qué trinh luan chuyén hang héa ma co céc hinh thicc ban hang khac nhau. C6 thé
néu ra mot sé hinh thac ban hang cha yéu sau:

a. Phan logi theo quy mé ban hang

Ban I¢: Ban I¢ 1a hinh thic ban hang truc tiép cho ngudi tiéu ding cudi cuing
nham thoa man nhu cau tiéu dung ca nhan. Pac diém cua hinh thic ban hang nay thé
hién qua chu thé ban hang chinh 1a cac cha cira hang béan 1é hay nhan vién quay hang
va d6i tuong mua hang bao gébm cac ca nhan véi tinh chat mua hang dé thoa man nhu
cau ca nhan hoic ho gia dinh. Mat khac, trong hinh thiac ban hang nay sb lugng san
pham mdi 1an mua it, mac d6 trung thanh vai nhan hiéu san pham thip va hanh vi
quyét dinh mua hang nhanh chéng.

Ban budn: Ban budn Ia hoat dong ban hang néi chung, thudng nham thoa méan
nhu cau kinh doanh hay tim kiém loi nhuan cua khach hang. Pic diém cua hinh thuc
ban hang nay thé hién qua chua thé ban hang gom céac nha phan phdi, cac dai ly capl,
cap 2 va ddi twong mua hang thuong 1a céc cira hang ban Ié, nha budn trung gian dong
thoi tinh chit mua hang 1a dé ban lai kiém loi nhuan. Bén canh do, s6 luong san pham
mdi 1an mua nhiéu, mtc do trung thanh vaéi nhan hiéu san pham cao va hanh vi quyét
dinh mua hang cham - k¥ ludng cho lan dau va nhanh cho céc lan sau do.

b. Phan logi theo céch tha#c ban hang

Viéc ban budn hay ban 1¢ cac san pham hang hoa, dich vu caa céc chi thé néu
trén cd thé duogc thuc hién theo nhiéu céch thic khac nhau, c6 cach thic mang tinh
truyén théng, c6 cach thirc mang tinh hién dai, cu thé nhu sau:

Ban hang truc tiép: Ban hang truc tiép 1a hoat dong ban hang dwoc thuc hién
qua giao dich tryuc tiép véi khach hang. Bac diém cua hinh thirc ban hang nay thé hién
qua chu thé ban hang 13 cac nhan vién ban hang, dbi twong mua hang la cac ca nhan
hoic to chtc, tinh chat mua hang dung dé tiéu dung ca nhan hoic phuc vu hoat dong
cua té chuc, tuy nhién thoa mén nhu cau ca nhan la cha yéu. Bén canh do, s luong
san pham mai lan mua thuong it, mic do trung thanh vai nhan hiéu khdng cao va hanh
vi quyét dinh mua hang 1a nhanh chéng.

Ban hang theo hop dong: Ban hang qua hop ddng 1 hinh thizc ban hang duoc
thuc hién qua hop dong ky két giita cac bén. Pic diém cua hinh thirc nay 1a chu thé
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ban hang gom cac t6 chirc va ca nhan, ddi twong mua hang ciing vay. Bén canh do,
tinh chat mua hang thudng mua dé san xuat hoic ban lai, sé lwong san pham mdi lan
mua thuong nhiéu, dong thoi mic do trung thanh véi nhan hiéu rat cao va hanh vi
quyét dinh mua hang cham, thuong qua nhiéu khau.

Bdn hang qua dién thogi: Ban hang qua dién thoai la hinh thuc sir dung dién
thoai dé ban hang. Pic diém cua hinh thic ndy thé hién qua cha thé ban hang la cac
nhan vién cua té chirc hoic c& nhan truc tiép dung ra ban, déi twong mua hang ciing co
thé 1a cac t6 chirc hay ca nhan va tinh chit mua hang dung dé san xuat, ban lai hoic
tiéu dung. Mat khéc, sé lugng san pham mdi lan mua tuy thugc vao gié tri hang hoa,
murc do trung thanh véi nhan hiéu thap va hanh vi quyét dinh mua hang cham.

Ban hang qua Internet va mgng xa hgi: Ban hang qua Internet va mang xa
hoi 1 hinh thirc ban hang qua nén tang 1a Internet, thdng qua quang cao va bao gia trén
mang, khach hang goi dién thoai dat hang hodc dit hang truc tiép trén mang va nha
cung tng giao hang dén tan noi cho khach hang. Hién nay, mang xa hoi tré thanh phan
khong thé thiéu trong cudc séng hang ngay cia ngudi sir dung. Mang xa hoi 1a cac dich
vu dura trén Web ma cho phép céc ca nhan (1) xay dung hé so cong khai hoic béan cong
khai trong mét hé thdng dugc gigi han, (2) khép ndi mot danh sach nhimg nguoi st
dung khac ciing chia sé su két ndi véi ho, va (3) xem va luét qua cac danh sach cac két
ndi ciia ho va cua nhitng ngudi khac trong cling hé théng. Mang xa hoi cho phép séng
tao va ting cudng cac moi quan hé tinh cam hoac su gan két trong céc thanh vién sir
dung hoac gitta cdc mang ludi quan Iy thuwong hiéu. Nhirng nguoi sir dung mang xa hoi
c6 thé c6 duoc nhiéu thdng tin trén trang ca nhan cua ho nhu cip nhat cac ding tai cua
ban than va ban bé hozc thé hién sy yéu thich nhan hiéu nao d6. Bong thoi ngudi sir
dung mang x& hoi ciing c6 thé nhan dugc loi moi dé tré thanh nguoi yéu thich (fans) cua
cac thuong hiéu cy thé. Vi vay MXH khéng chi 1a mang luéi thé hién cac mdi quan hé
ma con la mang ludi cua cac mdi quan hé gitra thuong hiéu va khach hang va giira cac
thuong hiéu véi nhau.

Mang xa hoi dong vai trd 12 nén tang cho phép phét trién méi quan hé tin cay
giita doanh nghiép va khéach hang, thu hat da dang ngudi dung dén tir nhitng québc gia
khac nhau, mang x& hoi c6 rat nhiéu tiém ning cho cac hoat dong QC va can duoc khai
thac hiéu qua. Bén canh d6, vé6i kha nang cho phép ngudi dung trao doi, chia sé, tim
kiém co hoi tir cong dong mang mang x& hoi ciing can duoc chi y véi nhiing nd lyuc
marketing phi hgp. Hién nay, mang x& hoi dang trén da phat trién manh tai Viét Nam
noi riéng va trén thé gidi néi chung va 1a noi ma cac doanh nghiép dang hudéng sy chu
¥ dén dé thu hit khach hang. Tinh dén thang 1 nam 2018 cac trang mang x& hoi pho
bién hién nay trén toan thé giodi c6 thé ké dén nhu Facebook, You Tube, WhatsApp,
Wechat...S6 lugng ngudi st dung MXH Facebook 1a 2167 triéu nguoi, You Tube 1a
1500 triéu ngudi, WhatsApp 1a 1300 triéu nguoi, va Wechat 1a 980 triéu ngudi. Ra mat
tir nam 2004, Facebook hién tai 14 MXH duoc str dung nhiéu nhat trén thé gigi, chiém
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khoang 22,9% dan s6 toan cau. Cac qubc gia 6 s ngudi sir dung Facebook nhiéu nhat
bao gdom An Do dung dau véi 250 triéu nguoi sir dung, tiép theo 1a My, Brazil,
Indonesia, Mexico, Philippines. Viét Nam véi s6 nguoi sir dung tinh dén dau nim
2018 di 1én t6i khoang 55 triéu nguoi va ding thir 7 trong s6 cac qudc gia co s6 ngudi
st dung nhiéu nhat caa Facebook (http://www.statista.com). Vi vay, trong nghién ciu
nay tac gia chon MXH Facebook, MXH c6 sb lwong ngudi sir dung Ién nhat trén thé
gidi va ké ca ¢ Viét Nam dé tién hanh thyc hién nghién ctiu khao sat ngudi sir dung.
1.1.3. Quy trinh ban hang ciia doanh nghiép

Quy trinh ban hang cua doanh nghiép 1a mét qua trinh dién ra cac hoat dong
ban hang vai cac budc cong viéc can duoc thue hién theo mot trinh tw nhat dinh, tir khi
xac dinh ddi twong mua hang dén chuan bi, tiép xtc, ban hang va cac hoat dong sau

ban.

So dd 1.1: Quy trinh ban hang ciaa doanh nghiép

Cu thé quy trinh ban hang nhw sau:

Budéc 1: Kham pha nhu ciu va danh gia tiém ning khach hang

Muc dich ciia bude 1 1a xac dinh nhu cau, kha nang chi tra va dong lyc mua
hang, tir 6 xac dinh mutc d6 ciia khach hang cé thyuc su tiém ning hay khong dya vao
viéc phan tich cac yéu té nhu nhu cau mua ha ng, do 16n caa nhu cau, dong luc thoa
man nhu cau va kha ning cua khach hang dé thoéa man nhu cau do.

Dé x4c dinh dugc nhu cau doanh nghiép can c6 cac ngudn théng tin vé khach
hang hién tai, dbi thu canh tranh, cac hoat dong quang cao, giéi thiéu san pham, quan
sat, nghién cau thi truong...Bén canh d6, cac dai dién cua doanh nghiép phai cé ky
ning thim do, biét sir dung cac phuong phap dé thu thap thong tin cua khach hang.
Viéc kham phé nhu cau va danh gia tiém ning khach hang s& gilp cho doanh nghiép
c6 dugc nhitng thuan loi dé trién khai cac budc tiép theo, tiét kiém thoi gian ban hang
va nang cao hiéu qua cong tac chao ban hang.


http://www.statista.com/

Bwéc 2: Chuin bi tiép xuc véi khach hang

Muc dich 1a thu thap va phén tich cac thong tin ddy du vé khach hang s& gilp
cho doanh nghiép c6 dugc thuan loi cho viéc tiép xuc véi khach hang va chao hang.

Pé thuc hién cong viéc nay, cac dai dién ban hang can quan tdm dén cac cong
viéc nhu:

- Tim hiéu cac déi twong lién quan dén viéc mua hang

- Thu thap cac thong tin vé khach hang

- X4c dinh muc tiéu tiép xuc véi khach hang

- Tao duogc cudc hen vai khach hang

Bwéc 3: Tiép xtc va chao hang

O budc nay, myc dich 1a nham tao an tuong tét ngay tir ban dau caa khéach hang
vé nguoi ban hang, trén co s d6 tao diéu kién thuan lgi cho viéc chao ban san pham
hang hda, dich vu ctia doanh nghiép.

Buwéc 4: Két thic ban hang

Muc dich ctia budc nay la 1am cho khach hang ra quyét dinh mua hang va mua
Iap lai trén co sd €0 loi cho ca khach hang va doanh nghiép.

Budc 5: Theo doi va cham s6c khach hang

Muc dich 1a thé hién su quan tdm cua doanh nghiép d6i véi khach hang, tir do
tao su tin twong va quan hé 1au dai vai khach hang.

Theo d&i va chiam so6c khach hang duwoc thuc hién bang mot chudi cac hoat
dong tim hiéu va 1am théa man moi nhu cau cua khach hang vi du nhu bao hanh, bao
tri, giao hang tan nha, ting qua, thu thap théng tin phan hoi cua khach hangl.2. Khai
niém va vai tro cua quan tri ban hang

1.2. Khai niém va vai tro ctia quan tri ban hang

1.2.1. Khdi niém qudn tri ban hang

Khai nigm qudn tri ban hang: la hoat dong quan tri cta nhirng nguoi hoac
thudc luc lwong ban hang hoic gom nhiing nguoi hd tro truc tiép cho lre luong béan
hang.

Ciing nhu cac hoat dong khac trong doanh nghép, quan tri ban hang bao gom
cac hoat dong co ban nhu xay dung ké hoach, t6 chtc thuc hién va kiém soat cong tac
ban hang cua doanh nghiép nham dat duwoc cac muc tiéu ban hang va qua d6 d¢ay manh
doanh sé ban hang va dat duogc muc tiéu kinh doanh cia doanh nghiép. Theo cach hiéu
nay, quan tri ban hang tap trung vao viéc nghién ciu va xay dung céac loai ké hoach
ban hang, to chirc ban hang theo muc tiéu va ké hoach da dé ra, kiém soét ban hang
nhim dam bao thuc hién cac muc tiéu va ké hoach.



1.2.2. Vai tro cua qudadn tri ban hang

Lién két vé mat quan tri déi véi thi truong:

Trong kénh théng tin lién lac giira thi truong va ban quan tri cap cao, nhiing
giam dbc ban hang khu vuc 1a nguoi dai dién dau tién va gan nhét cua ban quan tri.
Trong kha ning d6, ho phét hién va danh gia thong tin rdi bao cho ban quan tri cap cao
hon nhitng gi ma ho cho 1a quan trong va hitu ich. Sau dé ho truyén dat va thi hanh
chinh s&ch va thu tuc cua cdng ty xudng doi ngii ban hang phia dudi. Nguoi ta mong
doi nhirg giam dbc ban hang khu vuc dua ra mot s6 quyét dinh va giai quyét cac van
dé tai chd, do vdy giam nhe cho ban quan tri cip cao khoi phai giai quyét nhitng van
dé & mtrc do chién thuat.

Nguon tdi nang lanh dao:

Nhirng cudc diéu tra vé cac nhan vién lanh dao cap cao ludn cho thay rang kinh
nghiém tiép thi va ban hang 1a diéu chu yéu dé dam bao con duong dan dén chic vu
cao cap tuy khong nhat thiét phai dan dén chiéc ghé chi tich hai dong quan tri. Tai sao
kinh nghiém vé tiép thi va ban hang nay lai té ra quan trong nhu vy trong nhiéu céng
ty? Mot c& nhan thing tién tir nhan vién chao hang 1én giam dbc roi quan tri vién trung
cap va cao cap thi hanh mot s6 cac nhiém vu quan trong cho cong ty. Mot cach dién
hinh, khi mot ngudi dugc tuyén dung 1am nhan vién chiao hang thi ngudi d6 doi khi
nhan dugc sy phén cdng khu vuc hoat dong. Nhirng nhén vién thanh cdng, ching to
duoc ky nang quan tri s& duoc thing tién 1én chirc vu quan tri.

Quan tri doi ngii ban hang:

Giam dbc ban hang khu vuc ciing phai thuc hién cac nhiém vy giéng nhu bat
ky giam ddc nao khéac bao gom viéc hoach dinh, t6 chire, lanh dao va kiém tra. Sy thi
hanh dting dan nhitng nhiém vy nay sé dan cac két qua hoat dong tét hon ca cho giam
dbc va cac nhan vién trong doi ngii chao hang.

Giam dbc chao hang va cac nhan vién ciing ton tai trong mbi quan hé tuong hd.
Vi nhitng giam déc thuong duoc danh gia trén co s¢ hoat dong cua khu vuc nén thanh
cdng caa mot giam ddc, trong da sb trudng hop, tuy thudc vao thanh cong caa nhan
vién chao hang. Twong ty, nhitng nhan vién chao hang dwa vao giam dbc dé duoc ho
hd tro tai noi hoat dong ciing nhu dai dién cho quyén loi cua ho d6i véi cp trén. Dé
thanh cong cho ca giam déc va nhan vién chao hang phai hoat dong trong mot nhom.

Quan tri hanh chinh:

Déi véi nhidu giam ddc, nhitng nhiém vu ndy gém: quan 1y vin phong khu vuc.
Vin phong khu vuc chic chin sé& c6 cac thu ky gitip viéc va trong mot vin phong 16n
hon thi c6 thé gdm mot sé linh vuc khac tir viéc quan 1y hé théng may tinh cho dén
van dé xe co va kho bai. Cac trach nhiém quan ly hanh chinh budc ngudi quan ly phai
tham gia vao nhirng nhiém vu nhu luu trit hd so, viét bdo céo va quan 1y nhan vién vin
phong. Nhitng nhiém vu nay rat quan trong. Tuy nhién tinh than va sy gan bé caa nhan
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vién van phong va&i nhan vién chao hang va khach hang trong khu vuc ban hang thanh
cdng va kém thanh cong thi c¢d thé khac nhau.

Tiép thi:

CAc trach nhiém va hoat dong tiép thi cua giam dbc ciing tuy thudc tirng cong ty
va tirng nganh. Trong nhitng c6ng ty san xuat hang tiéu dung ban cac san pham tron
g6i thi giam d4c va nhan vién chao hang phat trién céc chién dich tiép thi sau rong dén
khach hang. Trong nhiing truong hop khac, nhitng nhiém vu tiép thi cua giam déc gioi
han viéc thu thap thong tin va du doan doanh sd.

Trong nhiéu cong ty, d6i ngii chio hang vira duge xem nhu mot ngudn cung
cap thong tin vira 1a mot cach dé thu thap théng tin. Tuy nhién, nhiéu nghién ctu da
chi rd rang nhitng nhan vién chao hang khong thich va cling khong thong thao céc
nhiém vu ndy nhiing cac giam doc phai thay rang ching phai duoc tién hanh.

1.2.3. Moi quan hé giiva qudn tri bdn hang véi cdc linh vwe qudn tri khdc
trong doanh nghiép

1.2.3.1 Moi quan hé giiza quan trj ban hang véi qudn trj san xuat

Quan tri ban hang c6 tac dong rat Ion dén hoat dong san xuat cua doanh nghiép,
Vi nd tao diéu kién thuan loi dé doanh nghiép giai quyét duoc van dé: San xuat cai gi?
San xuat bao nhiéu? Chat luong va gia thanh san pham nhu thé nao, dé dap (ng nhu
cau thi trudng va tiéu thu san pham san xuét ra. N6i cach khéc, quan tri ban hang giup
quan tri san xuat dat duoc cac muc tiéu vé sé luong, chét luong, co ciu va gia thanh
san pham... Nguoc lai quan tri ban hang lai phu thudc vao quan tri san xuat vé cac yéu
t6 néu trén, noi cach khac gitra quan tri va quan tri ban hang c6 quan hé chat ché véi
nhau.

1.2.3.2 Mgi quan hé giiza qudn tri ban hang véi quan tri tai chinh

Trong doanh nghiép, ngan sach ban hang va quan tri ngan sach ban hang cé anh
huong 16n dén ngan séch va cong va cong tac quan tri tai chinh caa doanh nghiép, bai
vi chi phi ban hang 1a mot khoan chi phi khéng nhé can duoc tinh toan va kiém soét
chat chg, dong thoi cling phai dép tmg day du va kip thoi ¢é ¢am bao cho hoat dong
ban hang duogc thuan loi nhat 1a cac chi phi lién quan dén chi phi quang céo, khuyén
mai cham s6c khach hang...vi vay, quan tri badn hang phai coi quan tri ngan sach ban
hang 1a noi dung quan trong Vva tap trung dé co thé sir dung cd hiéu qua nhat nguon
ngén sach dung cho hoat dong nay.

1.2.3.3 Mai quan hé giira quan tri ban hang véi quan tri nhan lyc

Trong quan tri ban hang, viéc quan ly c6 hiéu qua luc luong ban hang la mot
viéc 1am quan trong bai vi luc lwong nay la cau ndi gitra doanh nghiép va khéach hang.
Mt khac, quan 1y luc luong ban hang 1a mot van dé thudc quan tri ngudn nhan lec
trong doanh nghiép. Vi vay, nha quan tri ban hang phai thuc hién cdng tac nay theo
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dung muc tiéu, phwong phap cua quan tri nhan luc. Nguoc lai, cong tac quan tri nhan
luc trong doanh nghiép nhat 1a cac doanh nghiép st dung mat ti Ié luc luong ban hang
I6n nhu linh vyc thuong mai va dich vy thi can ¢ su quan tim ding muc Véi lec
lwong nay nham xay dung va phat trién doi ngii ban hang chuyén nghiép, c6 kha ning
hoan thanh tét nhiém vu duoc giao.

T6m lai, quan tri ban hang c6 mdi quan hé mat thiét véi cac linh vuc va cac
hoat dong khéac trong doanh nghiép nham tao nén mot hé théng hoat dong c6 hiéu qua
va dong chay hang hoa thuan lgi, mang lai thanh céng cho doanh nghiép.

1.3. Hanh vi mua sam cia nguwoi tiéu dung va cia to chire
1.3.1 Nhirng khac biét vé mua sam giita nguoi tiéu dung va to chirc

Mic du, ngudi tiéu dung hay to chirc déu mua san pham hang hoa nhung muc
dich cubi cung cua viée sir dung hang hoa d6 lai khong gidng nhau:

TT CA NHAN TO CHUC

Mua san pham hang hoa dé san xuat
ra hang hoé khac hoac ban lai cho
ngudi khac nham muc dich kiém lgi

Muc dich ti€u dung c4 nhan, mua vé dé st
1 | dung trong gia dinh hay c4 nhan la chu

éu
ye nhuan.
2 | S6 lugng mua hang thuong 1a nho 1é S6 luong mua hang 16n
3 Quyét dinh mua hang thuong nhanh Quyét dinh mua hang lau, phai xem
chéng xét va can nhac k¥ ludng hon
4 Muc do trung thanh véi nhén hiéu san Murc do trung thanh véi nhén hiéu
pham it hon san pham 12 lau

Thudng mua bang céc hop dong

5 | Thudng mua bang hinh thirc truc tié )
uong ang ue truc tiep mua ban

Bang 1.1: Khéac biét vé mua sim giira ngudi tiéu dung va té chic

1.3.2 Hanh vi mua sdm ciia ngwoi tiéu diing va ciia to chirc
1.3.2.1 Hanh vi mua hang cua khach hang tiéu dung

Thi trudng ngudi tiéu ding bao gom tat ca cac ca nhan, ho tiéu dung va cac
nhom ngudi hién ¢é va tiém an mua sim hang hoéa hoic dich vu nham muc dich thoa
man nhu cau c& nhan.
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Thi truong nguoi tiéu dung cd nhitng dac trung co ban sau:

- C6 quy mé Ion va thuong xuyén gia ting;

- Khéach hang cua thj truong ngudi tiéu ding rat khac nhau vé tudi tac, giai tinh,
thu nhap, trinh d6 vin hoa...Nhitng khac biét nay tao nén sy phong pht va da dang vé
nhu cau va uwéc mudn, sic mua va cac dic diém khac trong hanh vi mua sam va su
dung san pham cua ngudi tiéu dung.

- Cung va&i su phat trién cua kinh té, chinh tri, xa hoi va su tién bo cua khoa hoc
— k¥ thuat, w6c mudn, sé thich, cac dic tinh vé hanh vi, sicc mua cia ngudi tiéu dung...
ciing khong ngirng bién ddi. Su thay dbi nay vira la nhirmg co hdi, vira la nhirng rai ro
ludn thach d6 cac nd lyc marketing cia doanh nghiép.

Tién trinh mua sim cua nguoi tiéu dung trai qua 5 giai doan: Y thic nhu cau,
tim kiém thong tin, danh gia cac phuong an, quyét dinh mua va hanh vi hau méi.

Y thitc nhu cau:

Qua trinh mua sam bat dau tir khi nguoi mua y thirc duoc van dé hay nhu cau.
Nguoi mua cam thay sy khac biét giira tinh trang thuc té va tinh trang mong muén.
Nhu cau c6 thé bat ngudn tir nhitng tdc nhan kich thich noi tai hay bén ngoai. Trong
truong hop dau mét trong nhitng nhu cau thong thuong cua con ngudi nhu déi, khat,
tang dau Ién mac ngudng va trg thanh mot niém thdi thic. Theo nhitng kinh nghiém
qua khtr ngudi do da biét cach giai quyét niém thoi thuc d6 va dong co cia nb s&
hudng va 16p ddi tuong c6 kha niang thoa méan duoc niém thoi thiic do.

Nhu cau cd thé bat ngudn tir mot tac nhan kich thich bén ngoai. Ngudi lam
Marketing can phét hién ra nhitng hoan canh goi I&n nhu cau cu thé, sau d6 hoach dinh
chién lugc nham goi 1&n su quan tam cia ngudi tiéu ding.

Tim kiém thdng tin:

Nguoi tiéu ding ¢ nhu cau bat d¢au tim kiém thém théng tin. Mdi quan tam cua
ngudi 1am Marketing 12 nhitng ngudn thdng tin chi yéu ma nguoi tiéu ding tim kiém
va anh hudng twong d6i cua ting ngudn dé dén quyét dinh mua sam tiép sau. Céc
ngudn thdng tin caa nguoi tiéu ding ¢ thé chia thanh 4 nhém sau :

- Nguén thdng tin c& nhan : gia dinh, ban bé, hang x6m, ngudi quen

- Ngudn thong tin thuwong mai : quang céo, nhan vién ban hang, dai ly, bao bi,
trién 1am.

- Nguon théng tin cdng cong : cac phuong tién thong tin dai chlng, cac t6 chuc
nghién ctru nguoi tiéu dung.

- Nguén thang tin thuc nghiém : s& mo, nghién ciru va st dung thir san pham.

Danh gia cac phuwong an:

Nguoi tiéu ding xa ly théng tin vé nhan hiéu canh tranh, dua ra phan quyét
cudi cling vé gia tri nhu thé ndo. Khong ¢ mot qua trinh dénh gia nao ding cho moi
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san pham va cho moi tinh hudng khi nguoi tiéu dung quyét dinh mua san pham. Nguoi
tiéu ding xem madi san pham nhu mot tap hop cac thudc tinh vai nhitng kha ning dem
lai loi ich tim kiém va thoa man nhu cau khac nhau.

Quyét dinh mua hang:

O giai doan danh gia ngudi tiéu ding da hinh thanh s thich ddi véi nhitng nhan
hiéu da Iya chon, nguoi tiéu ding cé thé hinh thanh ¥ dinh mua nhan hiéu wu thich
nhat. Tuy nhién, khi quyét dinh mua hang nguoi tiéu dung thudng trai qua céc giai
doan:

Thai do cua

nhitng nguoi

Dénh gia cac | Ydinh khac R Quyét
phuong 4n | mua hang dinh mua

Nhing yéu tb
tinh hudng bat
ngo

A 4

So @6 1.2. Cac giai doan quyét dinh mua hang

Hanh vi hgu mai:

Sau khi mua san pham, nguoi tiéu ding cam thay hai l1ong hay khéng hai l1ong &
mot mirc d6 nao do6. Nguoi tiéu dung ciing s€ ¢6 nhitng hanh dong sau khi mua va
nhitng cach sir dung san pham dang ké cho nguoi lam Marketing quan tam. Céng viéc
ctia ngudi 1am Marketing chwa két thic khi san pham da duoc mua ma con tiép tuc ca
trong thoi ky sau khi mua.

1.3.2.2 Khéch hang céng nghiép va hanh vi mua hang

Khach hang cong nghiép 1a tap hop cac to chac c6 cung nhu cau hay mong
mudn nhat dinh, c6 dong luc thoa man nhu cau va c6 kha ning giao dich dé thoa man
nhu cau.

Quy trinh mua hang cua to chirc thudng xay ra nhu sau:

Buéc 1: Nhédn dang nhu cau

Trong budc nay, to chitc mua hang thuong sé nhan dién, danh gia nhu cau. Nhu
cau d6 c6 thé nham phuc vu cho hoat dong san xuat (mua nguyén liéu) hay kiém loi
nhuan (mua ban lai) hoac nhu cau phuc vy cho hoat dong sir dung trong vin phong.

Buéc 2: Xdc dinh ddc diém mua hang

T6 chirc mua hang s& xac dinh dac diém mua hang gom: chung loai san pham
mua, thoi diém mua, hinh thirc mua, phuong phap mua. ..
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