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TOM TAT:

Qudn tri quan hé khdch hing ¢6 vai rd ral quan trong d6i vdi doanh nghiép. Tuy nhién.
hi¢n nay. cdc doanh nghiép dét may trong Tip doan Dél may Vi¢t Nam lai chua nhin thife
déng vd di vé khdi niém, 1tAm quan trong ciing nhu néi dung hoat ddng quin tri quan hé khach
hang. do vily, viéc thyc hién quin tri quan hé khich hing chua duge hinh thanh nhv mét chién
Iugc € thyc hién thEng nhit trong todn doanh nghiép nhiim dem lai hic¢u qud. Bai viél lam ré
thyc trang ndy, qua d6 dé xudl gidi phdp nhiim ning cao nhin thic vé quin tri quan h¢ khich

hang tai cdc doanh nghiép rén.

Tir khéa: Quin trj quan hé khich hang. Tap doan Dét may Vier Nam, nhin thic.

1. Gi6i thigu

Trong nén kinh t& thi tru@ng v6i sif canh tranh
ngdy cing gay gdt. cic doanb nghiép rdt nd lyc
tong vi¢c duy 1l hoat ddng kinh doanh cia minh
thdng qua khich hing. Doanh nghi¢p tim moi
cich ¢ shiu hidu va 1Am thda man khich hing
cia minh. Mat khi doanh nghiép hidu rd vé khdch
hang thi s& lam ting co h6i thanh cdng cho doanh
aghiép. Nhirng gid 1) ma Khdch hing mang lai
khong chi [a gid tri vé loi nhudn mi quan trong
hon )3 130 ra dusoc mot thuong hiéu bén vifg cho
doanh nghi¢p. Ciic doanh nghiép dét may thude
Tap doin Dét may Viét Nam ciing khong ngoii
1¢. Do d6. viéc ddnh gid nhin thic cla cic doanh
aghi¢p nay & quiln trj quan hé khach hang 13 rit
qnthiét,

2.Cosd 1y thuyét

Hién nhidu nha kinh t&. nhi khoa hoc di dva ra
cic dinh nghia khic nhau vé quin trj quan hé
khich hing. Cdc nha Iy lufin cing nhu cic nha
haat dong thye tién dinh nghia Khidi niém quén tri
quan hé khdch hing theo haj hudng: Hudng 1hd
nhit, nhan manh d€n y&u 18 ¢dng nghé thong tin.
Hudng thif hai, nhin manh khia canh chién Juge
marketing.

Ciic quan di€m nhin manh khia canh cong
nghé quan iri quan hé khich hang cho ring. quin
tri quan hé khidch hang chi la viéc Ung dung cong
ngh¢ thdng tin trong hoat ddng marketing quan hé.
Chen. 1. 1. and Popovich. K. (2003) dinh nghiz.
quiin tri quan hé khich hang 13 mét phudng phip
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dp dung cong nghé thong tin dé s dung va khai
thic ¢o 56 dit liéu khach hing nhitm niing cao hi¢u
qud hoat ddng marketing quan hé.

Dudi nhin quan cba quin (ri kinh doanh, ¢
hoc gid dinh nghia khidi nidm quan tri quan hé
khich hang )i dinh hudng chién luge. Reinanz.
. W. D. (2004 dinh
'n dé cia quy trinh kinh doanh
chién lude chit khang phii la vin dé cong nghe”.
Theo ho. quin tr quan hé khich hang 1ap trung
vio cic vian dé: Khich hang. mdi quan hé va
quan Iy. Ung hé quan diém ndy. Bull. C. (2003)
coi quan tri quan hé khich hing la mdt “chién
Iitge kinh doanh chii chdt”
nhu ciu ca khich hing va nhim hudng tdi ti€p
cinkluich hang mét cich ¢6 18 chife.

. trong d6 tip trung vio

Toént lai. quin tri quan hé Khich hitng 13 chién
Iw@e dinh hudng, né cd the chi phdi tat cd cic cip
46 hoat dong cia doanh nghiép. & cip tim nhin
chién luge chung. quin trj quan hé khich hing chi
phdi phonn cich linh dao dounh nghiép. gid tri X3
hoi va trt md doanh nghiép cung tng cho
khiich hang. ¢} cip chiéhn luge kinh doanh. quan tri
quan hé khich hing quy&t dinh myc tiéu chien
luge kinh doanh. lya chon thi tnféng muyc tiéu
ciing ntuf nhitng wong e chién luge khic. & cap
chidn thudt. quiin tri guan hé khdch hing chi phdi
quy trinh kinl doanh vihoat déng 1dc nghiép. Noi
mot cich oidn dign. quan tr quan h¢ khich hing
bae gém ci nguyn Iy, chicn luge. giai phip ng
dung. hé thdng. phin mém \a ludnﬂ cho hoat
déng quitn i khdch hang ¢é hi¢u qua.

Qudn tri quan hé khich hang thyc hién 161 2idp
doanh nghiép gidm dude chi phi sin xual - kinh
dmnlnhnn-‘qm 1mch|plnumklunkhachh.mﬂ
im ¢hi phi phuc vy Khich himg: Lua chon dung
nue téu va diu W hiéo qui d46i \véi
Wy nhom Khich hing. thdm chititng khdch hang;
Ning cao gid wi cung tng cho khich hang vi tao
long trung thanh ctia khich hang: Binh gi
sinb 131 et tling nhém Khiich hang,
sdch riéng o1 v i ting nhém khdch hang.

3. Phuong phip nghién cdu
Trong biti vidt niny, tic gid s dung phugng
phitp nghién ciu dinh tinh nhim dinh gid nhiin
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thiic quin trj quan hé Khich hing trong sin il
kinh doanh san phim may L1 cic doanh nghi¢p
détmay thuge Tap doin Dét may Vict Nan.

4. K& qua nghién cdu

Tdp doan Dét may Viét Nanu lien (hin 13
Téng ¢ tv D&t nkny Viét Nam dite thimh Fip
theo Quy€tdinh 56 253/QD-TTg ngdy 29 thing 4
nam 1995 cGa Thi twdng Chinh phii rén cd s¢
sdp nhip cic doanh nghiép thuge Tdng cong 1y
Dét Viét Nam va Lién hiép Sin xui - Xudt nhip
khdu May. Hién nay. Tap doian Dét may Viét
Nam |2 doanh nghiép dét may ldn nhdt cd nude
vé quy md vn hoa Yin quy mé doanh thu vi Igi
nhudn. Tip doan hoat ddng theo md hinh me -
con véi sd hitu 15 céng ty con (> 50% von diéu 18)
vit 19 cOng ty lién két (< 50% von didu 1¢) hoat
dong d ¢d it ca khau trong chudi gid tri hing dét
may tf sdi - vii - may.

Qua nghién ctru cdia phém tic gid, nhin thic
clia cde doanh nghiép dét may thude Tip doin
Dét may Viét Nam vé quin trj quan hé khich
hiing thé hién qua nhing khia canh sau:

4.1. Khdi ni¢m quén tri quan hg khdch hang:

Hién nay, 1ai cdc doanh nghiép dét may trong
Tap doin Dét may Viét Nam chuta nhén thitc ding
vii ddy di vé khdi niém quan tri quan h¢ khdch
hing. K& qud trd 1651 phéng vin cho thdy nhin
ihite vé khdi niém quan tri quan hé khich hang ¢é
3 nhém quan di€m:

(i) Nh6m th nha: Hiu hél cic doanh nghigp
dét may Irong Tap doan Dé1t may Viét Nam cho
riing, qudn tri quan hé khdch hiang 1a nhimg hogt
dong nhiim c6 cang nhiéu khich hang trung thanh
cang 16t. V6i quan diém ciia quan tri quan hé
khdch hang 1a ban hang - day chinh la quin i
quan hé khich hang & mitc ban diu, Ja quin tri
quan hé khich hang tic nghiep. Theo quan diém
niy, quin tri quan hé khach hang dugc thye hién
bdi ¢d nhan ¢ic nhin vica kinh doanh nhim duy
i hgp tic ban hang trong thin gian daj.

Ciccd nhin. doanh nghiép ¢ cang quan diém
niy cho ring van dé miu chot trong quidn tri quan
h¢ Khidch hang Ta phai duy tn 101Gy quan hé ci

vhiin g1tu nhan vién Kinh doanh <, doanh nghiép
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.4 khch hang hodc dai dign cia khdch hang.
Daanh nghi¢p chi cin ¢6 ¢ ché hd rg nhan vién
kinh doanh trong viéc duy im mai quan hé chatché
vdikhich hang (Vidy: Cung c&p chi phi giao dich,
b o ddp Ung cic yéu cdu dic thu cda khich
pang...). Nhu viy. quan diém nay cho rliing quan
i quan hé khich hiing chi [a m8t phin cong viee
cia nbdn vién bidn hing, nhin vién kinh doanh
phu trdch cong viéc giao dich phdi thuc hién a4é
&m bao thye ién nhi¢m vy bin hing. Thyc chal
quan didm niny nhiim vdo muc tiéu ban hang
ohedu hon B muc tiéu duy 1 méi quan hé vai
\hich hang. Do vay. cdc doanh nghigép thude
nhém ndy coi trong, Uy tién gilf méi quan hé véi
cée khiich hing c6 don hing Sn dinh tai doanh
nghi¢p minh. hodc don hing 1§n.

(it) Nhém thit hai: Mét & ¢4 nhian va doanh
aghiép cho riing, qudn trf quan h¢ khdch hang la
ahdng hoat dang chiim sé¢ khich hiing nhiim duy
17 khich hdng hién c6. V@i quan diém nay, quin
n quan hé khich hang 1a cic hoat dong goi dién,
odfi ht. thim héi khdch hing, nim bdt cic nhu
lu thay dé1 clia Khdch hing theo xu hudng thi
nudng... Cdc hoat ddng ndy co thé duoc thye hién
bai chinh nhan vién kinh doanh hodic nhin vién
cia phong nghiép vu xudt nhip khiu. Muc dich
cia hoat dong chiim sdc khdch hang 1a nhim tiép
ahin nhimg phin hdi ciia khdch hang vé san phim
dich vg cda dounh nghiép minh, tim hiéu nhifng
mong mwdn, nhu cdu cda khich hing. xu hudng
ihi tnfgng. bio cdo linh dao va k&t hep v cdc
héng ban chite ndng dé xuat phwong dn cung cdp
2id Ui gia ting cho khdch hing vi nhic nhd khich
hang nhd sin phim, doanh nghiép minh.

Nhu viy, ciic hoat déng chim sée khdch hang
the ¢h3l 13 nhlim muyc téu duy (i khéch hing
hién o6 thong qua ciie hoat dong 120 thém mot s&
dich vy, sin pham lam gia ting gid tr san phim
cung dng cho khdch hing nhy cung iing nguyén
Py lidu, Nhém ndy bao gém mét s6 doanh
nehigp, nhy: Vigt Tieh, May 10, Patc Giang. Nhi
B2, Vier Thing... chio hing theo phuong thic
FOB.ODM vi hé hién s quan tam i v3i khach
h'_i“g hién ¢o cita doanh nghiép minh. Tuy nhién.
adin cung ing cho khdch hiing chua cao, do viy

gid 1ri mid doanh nghiép thu lai cong chua dige
cao nhi mong muén.

(ii1) Nh6éim thi ba: Mot s8 it ¢ nhan cho ring
qudn i quan hé khéch hang I3 cdc hoat déng
nhim thi€t lip va duy i quan hé v6i khich hang
bing cdc hoat aong giao ti€p véi khich hing duge
thye hién thong qua hé thdng cong nghé héng tin
(IT). bé phin kinh doanh. Vdi quan di€m nay.
quin tri quan hé khich hing la vi¢e xiy dyng ¢o
s6 dir liéu khdch hing v khai thic hé thone co ¢
dif liéu khdch hang vao mye dich ddp ving mot s6°
nhu cdu eda khdch hang. Vai sif trg guip cua cong
nghé. doanh nghiép ¢é the dip ng mot s8 nhu
cdu cho umg khich hang. Nhirng ngudi ndy coi
quin tri quan hé khdch hiing chi la nhifg hoat
dong hudng 8i khich hing duge thire én mot
cdch ty ddng héa bdi phan mém vi hé thong cd »d
ha ting thdng tin,

Tém lai. tal ¢ nhitng ngudsi duge phong vin
mdi chi nhin nhin vé& quin tr quan hé khdch hing
theo mot khia canh hoat dong nio d6. i cha
nhin thile mot cich day dd vé qudn tri quan he
khiich hiing. Ho cho ring. hoat dong quitn tri quan
hé khich hang chi li hoat ddng ctia mdL bd phin
chie ning (phong ban) ndo dé chif khdng phi li
moét hoat ddng chidn luge cin duge the hi¢n mot
cich théng nhat rén pham vi todn doanh nghiép.

4.2. Tam quan trong ciia quéin tri quan h§
khdch hang

Nhirng ngusi duge phdng véin di dua ra cdc lgi
ich ca qudn tri quan hé khich himg nhirsau:

Thit nhdr. quin m quan hé khich hing gidp
duy m khich hiing hién c6 cia doanh nghiép.
Théng qua cdc hoat dong quén tri quan hé khich
hang. nhin vién va doanh nghi¢p cé moi quan hé
chiit ché hon v6i khich hing. nhd d6 dé dang
thuy€t phuc khich hing (i€p e mua sin phim
dich vy clia doanh nghi¢p. Hon nia. viée thuing
xuyén lién hé vdi khich hang gitip doanh nghiep
hicu rd hon nhimg diém chifa hivi 1ong cia khich
hiing. tir d6 c6 thé diéu chinh ciic hoat dong phuc
vy khich bhang.

Ting hai, quan tri quan hé khich hiing widp ué
kiém ngudn lyc con nguisi tham gia vito phuc vu

$8 1-Thang 1/2020 215



TAP OB CONG THUONG

Khich hang théng qua U dung hé théng cong
nghé thong tin. Hé thdng cong nghé quin i quan
hé Khich hitng <& thue hién we déng di vai oidt s6
dich vu cho khich hang (vi du trd 18 tf do
thu ty dong...) thay thé con ngudsi.

Tint ba. quin tri quan hé khdch hing givp
quy€l ot nhirng khi€u nai. phan nan cia khich
hang. Nhd ¢6 mdi quan hé v8i Khdch hing. nhin
vién Kinh doanh ¢6 thé nim dude nhirng khiéu
nai. thdc mifc cia hhich hiing va ¢d phvong phip
2idi quy€t vin dé khi€u nai vudng mic cho phi
hap. Viéc gidi quyél (51 nhing khi€u nai. phin
niin ciia khich hitng sé ¢6p phin 1am khich hing
trung thanh han véi doanh nghiép.

Thii 1t quin tri quan hé khdch hing giip ning
cao hido quid cda hoat dong chilm séc kKhich hing.
Miit khdc. hoat ddng cham sée kKhdeh hing s Tim
cho mdi quan hé gitra dounh nghiép vir khich
hiing tr@ nén chit¢hé hon.

Thit ndm. quin tri quan h¢ khdch hang giip
Khideh hing hi€u han vé dounh nghiép vi sén
ning Iye dip ong nhu cdu cla doanh
nghig p nhd viy khich hing ¢6 1hé biét dén. nhan
thiy { ma doanh nghiép ¢6 khd ning cung
cip cho Khiich hitng cao han hién tai.

Mic db qudn tri quan hé¢ khach hang di duge
wu tién thire hién trong cic doanh nghiép dét may
thuoe Tip doan Dét may Viét Nam. nhung chua
thire it mang Jai hicu qui cao trong cic doanh
nghtép. do dé gii tri md cdc doanh nghiép dét
may trong Tap doin Dét may Viér Nam cung (ing
cha Khiich hang chia cito, khién gid tri ma cdc
doanh nghiép dét may trong Tiap doin Dét may
Viér Nam thu v é chua cao.

phim.

4.3. NGi dung hoat ding qudn tri quan h¢
khdch hang

Khi hdi vé ai. bo phin nao vong doanh nghiép
¢6 trch nhidm thife hi¢n cong viée quan tri quan
hé Mich hang. hilu Nt nhitng ngudi duge phing
vin déu i 151 dé 13 cong viée cda bd phan kinh
doanh: B phin auidt nhip khilu, chim «6e khich
hing va bé phin [T teong nghe thong tin): Lanh
Jao cia doanh nghicp, Nhimg bo phan niv duoe
J:inh dio doanh nghi¢pirao cho quyén han. quyén
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Ig1 nhit dinh v3 6 nhigm vu ti¢ p nh.m cie thong
1in héi hang tr cdc Khich I
dip VA truyén thong tin yéu ciu cac 1‘0 phin khic
wong doanh nghiép dip \ng yéu cdu cita khich
hang. duy tri mGi quan hé v&i khich hing.

Nhin thite vé trdch nhi¢m thye hign quin tri
quan hé khich hang trong doanh nghiép chua diy
dd. Trong thue t ¢ bd phdn mi ngudi duge
phdng van nhic dén 13 nhirng bo phin trye tifp
thyc hién hoat déng quin i quan hé khach hing.
Tuy nluén. ngodi cdc b phin trén. th it ¢d cfc
bd phan khic trong doanh nghiép déu tham gia
hogc gép phin dnh hudng d&n quin tri quan h¢
khidch hang.

5. K&t ludn vi dé xuit

K& qui phéng vin cho hiy.

cic doanh

nghiép dét may trong Tap doan Dér may Vi¢1
Nam chua nhin thitc ding va di vé khii niém.
m quan trong va ndi dung hoat dong qudn i

quan h¢ khich hing. do d6 chira ¢6 dau wf thich
ding d€ hinh thanh chidn luge mét cich ro ring.
Nhin vién bi€l d€n chién lude qudn ti quan hé
khdch hing cla cdng ty theo cdc khia canb riit
khic nhau. Di¢u nay ciing chiing 8 bén thin cic
doanh nghiép dét may trong Tap doan D&t may
Viét Nam ciing chita cé dinh hudng chién liude
quéin tri quan hé khich hiing dugce thite hign thdng
nhitrong toin hé thdng.

Thii gian 18i, méi doanh nghi¢p trong Tap
doin Dét may Viét Nam cin ti€n hinh ddo 1g0.
1ap k& hoach ciing nhu trién khai thyc hién quén
tri quan h¢ Khich hiang phd hgp v6i muc tieu clia
cong ty minh cu thé ¢6 phin cip dé dén ce bd
phin trong toan cong ty, phd bién ki€n thic vé
1dm quan trong va cich thire trién khai, thye hién
quin tri quan hé khich hang 1i Wrng cdn bd,
ngudi lao dong tai cic doanh nghiép dét may
lrong T{Jp doin Dét may Viét Nam. Ngoii ra.
ciing ¢in chi trong khuyén khich nhan vién ddi
mai 2 tao trong hoat dong qudn iri quan hé
khich hing cia bé phan minh dé cung (ng gid tri
cho khich hing 161 hon, théng qua d6 doanh
nghicp thu duge gid trj cho minh, nhy dé giip
doanh nghiép thye hién mue Giéu quin 1i quan hé
khich bing ciia doanh nghiép minh m
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THE AWARENESS AMONG TEXTILE ENTERPRISES
UNDER THE VINATEX OF CUSTOMER
RELATIONSHIP MANAGEMENT
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ABSTRACT:

Customer relationship management plays a very important in businesses. However. texlile
enterprises under the Vietnam National Textile and Garment Group (Vinatex) are not fully
aware of the importance, concept and content of customer relationship management activities.
As a result. the customer relationship management has not been formed as a strategy for
unified implementation throughout these enterprise in order to fully achieve its potential
efficiency. This article clarifies this situation. thereby proposing solutions to raise the
awareness among textile enterprises under the Vinatex of customer relationship manageiment.

Keywords: Customer relationship management. Vietnam National Textile and Garment
Group. awareness.

$8 1 - Thang 172020 217





