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T 6 M T A T : 

Qudn tri quan hd tdideh hang c6 vai trd rat quan trong dot vdi doanh nghidp. Tuy nhidn, 
hi?n nay, edc doanh nghiep det may trong Tap doan Det may Viet Nam lai chffa nhan thffc 
dungvd du vekhdini^m, tamquan trgng cung nhffngi dung boat ddng qudn tri quan hg Ithdch 
hdng, do vdy, viec thffc hidn quan tri quan he Idiach hdng ehffa dffdc Mnh thanh nhff mgt ehid'n 
Iffcfc de thi/c hien thd'ng nhd't trong lodn doanh nghidp nhdm dem lai hieu qua. Bai vid't tam rd 
thy'c trang ndy, qua dd de xud't giai phdp nhdm nang cao nhan thffc ve quan tri quan he tthdch 
hdng tai cdc doanh nghidp trdn. 

Tff khoa: Quan tri quan he khdch hang, Tap dodn Del may Viet Nam, nhan thffc. 

1. Gidi thidu 

Trong nen kinh le' thi trffdng vdi sff canh tranh 
ngiiy cdng gay gat. cac doanh nghidp rd't nd life 
irong vî c duy tri hoat ddng kinh doanh eua minh 
Ihdng qua khdeh hang. Doanh nghiep dm mgi 
each de ihd'u hid'u vd lam thda man khaeh hang 
eua minh. Mgt khi doanh nghiep hieu ro ve khdch 
hkg thi se lam tang ed hdi ihdnh cdng cho doanh 
nghiep. Nhffng gid trj ma khaeh hdng mang lai 
W\6ng chl Id gia tri ve ldi nhuan ma quan trgng 
hdn Id tao ra dffdc mdt thddng hieu ben vffng cho 
(ioanh nghiep. Cac doanh nghidp del ma\ thugc 
Tap dodn Del may Viet Nam cung khong ngoai 
le.Dodd, vide danh gid nhan thde cua cdc doanh 
nghiep nd\ \e quan tri quan he khach hdng Id rat 
can thiet. 

2. Cdsdly thuyd't 

Hien nhieu nhd kinh te', nha khoa hgc da dffa ra 
edc dinh nghia khac nhau vd qudn tri quan he 
khdch hang. Cae nhd ly ludn cung nhd cde nhd 
hoal dgng thue tidn dinh nghia khai mem quan tri 
quan he khaeh hang theo hai hu'dng: Hffdng thd 
nha't, nhan manh dd'n yd'u to'edng nghd thdng tin. 
Hffdng thff hai. nhd'n manh khia canh chien Iffde 
marketing. 

Cdc quan die'm nha'n manh khia canh cong 
nghd quan tri quan hd khdch hang cho rdng. quan 
tri quan he khdch hdng ehi la viec dng dung cdng 
nghd Ihdng tin Irong hoal ddng markedng quan he. 
Chen. I. J. and Popovich. K. (2003) dinh nghia. 
quan tri quan he khdch hdng la mdl phffdng phdp 
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dp dung cdng nghe thdng dn de sff dung vd khai 
thdc ecJ sd dff lieu khaeh hang nhdm nang eao hieu 
qua boat dgng marketing quan he. 

Du'di nhan quan cua qudn tri kinh doanh. cdc 
hoc gia dinh nghia khai nidm qudn tri quan he 
khdch hang la dmh hirdng chie'n tffdc. Reinartz. 
W. J.. Krafft. M.. & Hover. W. D. (2004) dinh 
nghia CRM Id "\a'n de cua quy trinh kinh doanh 
chid'n tffdc chff khdng phai la va'n de cdng nghe". 
Theo hg. quan in quan he khdch hang tap trung 
vao eae \a'n de: Khach hang, md'i quan he vd 
qudn ty. Ung ho quan diem ndy. Butt. C. (2003) 
coi quan tri quan he khdch hang la mdt "chid'n 
lu'dc kinh doanh ehu chd't", irong do tap tnmg vao 
nhu cau eua khdeh hang vd nhdm hffdng tdi tie'p 
can khdch hdng mgt cdch cd to chffc. 

Tdm lai, quan tri quan he khdch hang la chie'n 
tifdc dinh hffdng, nd cd the chi pho'i td't ca cdc ca'p 
do hoat dgng ciia doanh nghiep. O cap lam nhin 
ehid'n Idde ehung. quan tri quan he khach hang chi 
phd'i phong cdeh lanh dao doanh nghidp, gid tri xa 
hgi va gid in md doanh nghiep cung ffng cho 
khaeh hang. O ca'p ehid'n tffdc kinh doanh. quan tri 
quan he khdeh hang quye't dinh mue tidu chie'n 
tddc kinh doanh. Ida chgn thj trudng muc tieu 
eung nhif nhffng tu'dng tde ehid'n Iffric khac. O cap 
ehien thuat. quan iri quan he khaeh hang chi pho'i 
quy trinh kinh doanh \a hoal dgng ldc nghiep. Ndi 
mgt cdch loan dien. quan tn quan he khdeh hang 
bao gom ea nguyen ty. ehid'n tddc. giai phdp ffng 
dung, he thd'ng. phan mem \a y tffdng cho hoat 
dgng quan iri khdch banged hieu qua. 

Quan tri quan hd khdeh hdng ihiie hien td't gidp 
doanh nghiep gidm dddc ehi phi san xud't - kinh 
doanh thdng qua giani ehi phi tim kie'm khdeh hdng, 
gidm chi phi phue vu khdeh hang; Lifa ehgn dung 
khdeh hang muc lidu va dau tif hidu qua dd'i vdi 
tdng nhdm khach hang, thdm chi tffng khdch hang; 
Ndng cao gia tri cung ffng cho khdeh hang vd tao 
tdng tning thanh cua khdeh hang: Ddnh gid mffc dd 
sinh tdi cua tffng nhom khdeh hang, tff dd cd chinh 
sdch ridng dd'i \di iffng nhdm khdch hang. 

3. Phffdng phap nghien cffu 

Trong bai vie'l na\. lae gia sd dung phu'dng 
phap nghien cffu dinh linh nhdm ddnh gid nhan 

thffc quan tri quan he khdch hang irong san xuai. 
kinh doanh san pha'm nun idi cde doanh nghiep 
det may thudc Tap doan Del may Vici Nam. 

4. Kd't qua nghidn cu'u 

Tap doan Del may Viet Nam. tien than Id 
Tong cdng ty Del ma\ Viet Nam dffdc thanh tap 
Iheo Quyd't dinh so 253/QD-TTg ngay 29 thdng 4 
nam 1995 eua Thu tddng Chinh phu tren ed sd 
sap nhdp cdc doanh nghidp thugc Tong edng ty 
Ddt Viet Nam va Lien hidp San xua't - Xud't nhap 
khau iVlay. Hien nay. Tap doan Ddt may Viel 
Nam td doanh nghiep del may Idn nha't cd nffdc 
ve quy md vd'n hda lan quy md doanh thu vd tdi 
nhudn. Tap doan boat dgng theo md tiinh me -
con vdi sd hffu 15 cdng ty con (> 50% vd'n dieu Id) 
va 19 cdng ty lien ke't (< 50% vo'n dieu le) boat 
dgngd ca ta'tca khau trong chudi gia tri hang del 
may td sdi - vai -may. 

Qua nghien cdu cua nhdm tde gia, nhan Ihffc 
cua cdc doanh nghiep del may thugc Tap doan 
Ddt may Viet Nam ve quan tn quan he khdch 
hang the hien qua nhdng khia canh sau: 

4.1. Khdi ni^m quan tri quan h$ khdch hdng: 

Hidn nay. lal cdc doanh nghiep det may trong 
Tap dodn Ddt may Viet Nam ehffa nhan thffc diing 
vd day du ve khdi niem quan trj quan he khdch 
hang. Kd't qua tra ldi phong va'n cho tha'y nhan 
thffe vd khdi nidm quan tri quan he khdch hdng cd 
3 nhdm quan diem: 

(i) Nhdm thd nha't: Hau hd't eac doanh nghidp 
del may trong Tap doan Del may Viet Nam cho 
rdng, quan tri quan he khdeh hang td nhdng hoat 
ddng nhdm cd cang nhieu khdeh hang trung thdnh 
cdng to't. Vdi quan diem cua quan tri quan he 
khdch hang la bdn hang - day chinh la qudn in 
quan he khdeh hdng d mffc ban dau, la quan trj 
quan he khdch hang tde nghidp. Theo quan diem 
ndy, qudn tri quan he khdch hang dffdc thffc hien 
bdi cd nhan cdc nhdn vien kinh doanh nhdm duy 
tri hdp tae ban hdng trong thdi gian dai. 

Cae cd nhan, doanh nghiep to cdng quan diem 
nay cho rdng vd'n de ma'u chd'i irong quan tri quan 
hd khach hang Id phai duy in tot moi quan he ca 
nhan giffa nhdn vien kinh doanh cLi:i tloanh nghiep 
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si khdch hdng hodc dai didn cua khdch hdng. 
Doanh nghidp chi can cd cd che' hd trd nhan vien 
tinh doanh trong vide duy tri md'i quan he chat che 
vdi khach hdng (Vi du: Cung ea'p chi phi giao dich, 
h$ ird ddp tfng cac yeu cau dae thCl cua khach 
tiang...). Nhff vay, quan diem nay cho rang quan 
irjquan he khdch hdng child mgt phan cong vide 
Lua nhdn vien bdn hdng, nhan vien kinh doanh 
phu trdch cdng viec giao dich phai thdc hien de 
(Jam bao thffc hien nhiem vu ban hang. Thffc chat 
quan diem ndy nhdm vdo muc deu bdn hang 
nhî u hdn Id muc tieu duy trt md'i quan he vdi 
khdch hang. Do vay, cdc doanh nghiep thuoc 
nhdm ndy coi trgng, ffu tidn giff md'i quan he vdi 
dc khdch hdng ed ddn hang dn dinh tai doanh 
nghi?p minh, hodc ddn hang tdn. 

(ii) Nhdm thff hai: Mdt so' cd nhan va doanh 
nghidp cho rdng, quan tri quan he khaeh hang la 
nhiing hoat dgng chdm sdc khach hdng nhdm duy 
in khdch hdng hidn ed. Vdi quan diim ndy, qudn 
in quan he khdch hang la cdc hoat dgng ggi dien, 
glii ihif, tham hdi khdch hang, nam bat cde nhu 
tau thay doi ciia khach hang theo xu hddng thi 
tn/flng... Cac boat ddng nay cd the' dffdc thffc hien 
b6l chinh nhan vien kinh doanh hodc nhdn vien 
ciJa ph6ng nghidp vu xud't nhap khau. iVIuc dich 
Clia hoat ddng cham sde khdeh hang la nham tie'p 
nhSn nhffng phan hoi cua khach hang ve san pham 
djch vu cua doanh nghiep minh, tim hid'u nhdng 
mong mud'n, nhu cau eua khdch hang, xu hffdng 
ihj trffdng, bao cdo Idnh dao va ke't hdp vdi cde 
ph6ng ban chffc nang de xud't phffdng an cung ca'p 
gii tri gia tang cho khdch hang va nhae nhd khdeh 
hang nhd san phd'm, doanh nghiep minh. 

Nhif vay, cde boat ddng cham soc khdch hdng 
ihiXcchai ta nham muc tieu duy tri khdch hang 
hi?nc(S thdng qua cac boat ddng tao them mdt so' 
'li'-'h vu, san pham tam gia tdng gia tn san pha'm 
eung d'ng cho khach hang nhff cung ffng nguyen 
phll lieu. Nhdm nay bao gom mdt so' doanh 
nghi?p. nhff: Viet Tid'n, May 10. Dffc Giang. Nha 
° .̂ Vĵ l Thiing... chao hang theo phffdng thdc 
FOB. ODM va the hien sffquan tam dd'i vdi khdeh 
''̂ ng hien cd cua doanh nghiep minh. Tuy nhidn. 
pi Iri cung ffng cho khdch hang ehffa cao, do vay 

gia tri ma doanh nghiep thu lai cung ehffa dffdc 
cao nhff mong mud'n. 

(iii) Nhdm thff ba: Mdt so' it cd nhan eho rang 
quan tri quan he khdch hdng la edc boat ddng 
nhdm thiet tap vd duy tri quan he vdi khach hdng 
bang cdc boat dgng giao tie'p vdi khdch hdng dffdc 
thife hien ihdng qua he thdng edng nghd thdng lin 
(IT), bg phdn kinh doanh. Vdi quan die'm nay. 
quan tri quan he khaeh hang la viec xay dffng cd 
sd dff lieu khdch hang vd khai thdc he thd'ng cd sd 
dff lieu khaeh hdng vao myc dieh dap ffng mdt sd' 
nhu cau cua khdch hdng. Vdi sff trd guip cua edng 
nghe, doanh nghiep cd lhe' ddp ffng mot so' nhu 
eau cho ldng khdch hang. Nhffng ngffdi nay coi 
quan tri quan he khdch hang chi Id nhffng boat 
ddng hffdng tdi khdeh hang dffdc thffc hidn mdt 
cdch Iff dgng hda bdi phdn mem vd he Iho'ng cdsd 
ha tang thdng tin. 

Tdm tai. td't ca nhdng ngffdi dffdc phdng vd'n 
mdi chl nhin nhdn ve quan tn quan he khdch hdng 
theo mdt khia eanh hoat ddng nao dd. ma chffa 
nhan thdc mgt each day du ve quan trj quan he 
khaeh hang. Hg cho rang, hoal dgng quan tri quan 
he khdch hang ehi la boat ddng cija mgt bg phan 
chde nang (phdng ban) nao dd chff khdng phai la 
mgt boat ddng ehid'n lUdc can dffde thife hien mdl 
each thd'ng nha't tren pham vi todn doanh nghidp. 

4.2. Tdm quan trgng ciia qudn tri 9'«^" ''f 
khdch hdng 

Nhffng ngffdi du'de phdng vd'n da dffa ra cdc tgi 
ich cua qudn tri quan he khdeh hang nhffsau: 

Tln'f nhal. quan tri quan he khach hang giup 
duy tri khdch hang hidn cd cua doanh nghidp. 
Thdng qua edc hoat ddng quan trj quan he khdch 
hdng, nhan vien va doanh nghiep cd mo'i quan he 
chat ehe hdn vdi khdch hang, nhd do dd dang 
thuyd't phue tchach hdng tie'p tuc mua san pham 
dieh vu cua doanh nghiep. Hdn nffa, viec thffdng 
xuydn lien he vdi khdch hang giup doanh nghiep 
hie'u rd hdn nhdng diem chffa hai long eua khdch 
hang, tff do cd the' dieu chinh cdc hoat dgng phue 
vu khdchhang. 

Thiihai. quan tri quan he khach hang giup liel 
kiem naudn tffc con ngddi tham gia vao phitc vu 
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khdch hdng thdng qua sff dung he thd'ng cdng 
nghe Ihdng lin. He thd'ng cdng nghd quan tri quan 
he khaeh hdng se thffehien iff dgng dd'i vdi mdtsd' 
dieh vu cho khaeh hang (vi du tra ldi tff dgng, gffi 
ihfftff ddng...) thay the'con ngffdi. 

Tln( ha, quan tri quan he khdch hang giup gidi 
quye'l tot nhffng khid'u nai. phdn nan eiia khdch 
hang. Nhd cd md'i quan he vdi khach hang, nhan 
vien kinh doanh ed the' nam du'de nhffng khid'u 
nai. thac mac eua khdeh hang va cd phffdng phap 
giai quye't van dd khie'u nai vffdng mac cho phu 
hdp. Viec giai quye't lot nhffng khid'u nai. phdn 
ndn eua khaeh hang se gdp phan lam khdeh hang 
irung thanh hdn vdi doanh nghidp. 

Tlui IK. quan tri quan he khach hang giup ndng 
cao hidu qua eua boat dgng cham sdc khdch hang. 
Mat khae, boat dgng chdm sdcldiaeh hdng se tam 
eho md'i quan he gida doanh nghiep va khdch 
hiingtrd nen chdl che hdn. 

Thtf ndm, quan Irj quan he khdch hang giup 
khaeh hang hid'u hdn ve doanh nghiep vd san 
pha'm. nang lffc ddp ffng nhu eau cua doanh 
nghiep, nhd \ay khdch hanged the'bie't de'n. nhan 
tha'y gid in ma doanh nghidp cd kha ndng eung 
cap cho khdch hang cao hdn hien tai. 

Mae dii quan tri quan he khdch hang dd dffdc 
ffu lien Uiffc hien trong cdc doanh nghiep del may 
thugc Tap doan Del may Viet Nam, nhffng chu'a 
Ihffe Slf mang lai hieu qua cao trong cdc doanh 
nghidp. do dd gid trj md cdc doanh nghiep del 
may trong Tap dodn Del may Viet Nam eung ffng 
cho khdch hdng chffa cao. khid'n gid tri ma cdc 
doanh nghiep del may trong Tdp dodn Det may 
Vidl Nam thu ve chffa cao. 

4.3. Npi dung hogt dgng qudn Iri quan he 
khdch hang 

Khi hdi ve ai. bd phdn nao trong doanh nghidp 
cd trdch nhiem thffe hidn edng vide quan tri quan 
he khdch hdng. hau he't nhffng ngu'di dffdc phdng 
vd'n deu tra Idi do la cdng viec ciia bg phdn kinh 
doanh; Bd phan xuai nhap khau. eham sdc khach 
hang \a bd phdn IT (cdng nghd ihdng tin): Lanh 
dao cua doanh nghiep. Nhdng bg phdn nay dffdc 
tanh dao doanh nghiep trao cho quyen han. qu\en 

ldi nha't dinh va cd nhiem vu iicp nhan edc thdng 
dn hdi hang tff cdc khdeh hang, chao hdng, giai 
ddp va truyen thdng tin yeu eau cac bg phdn khde 
trong doanh nghiep dap ffng yeu cau cua khdch 
hdng. duy tri md'i quan he vdi khdch hdng. 

Nhdn thffc \ e trdch nhiem ihifc hidn qudn trj 
quan he khdch hang trong doanh nghidp chffa day 
du. Trong thffc td'. edc bg phan ma ngffdi dffdc 
phong va'n nhac de'n la nhffng bg phan tn/c tid'p 
tilde hidn hoat ddng quan trj quan he khdch hdng. 
Tuy nhien. ngodi cdc bg phan tren. thi ta't ca cdc 
bg phan kbdc trong doanh nghiep deu tham gia 
hodc gdp phan anh hddng de'n quan tri quan he 
khdchhang. 

5. Kd't luSn va de xuS't 

Kd't qua phdng va'n cho tha'y, cdc doanh 
nghiep del may trong Tdp doan Del may Vidi 
Nam chffa nhdn thffc dung va du v^ khdi nidm, 
tam quan trgng vd ndi dung hoal dgng qudn Id 
quan he khdch hdng, do dd chffa co dau tff Ihieh 
dang de' hinh thdnh chid'n tffdc mgt cdch rd rdng, 
Nhdn vidn bie't de'n chie'n Iffde quan trj quan he 
khdch hdng cua cdng ty theo cdc khia canh ra't 
khde nhau. Dieu nay cang chffng td ban than cdc 
doanh nghidp ddt may trong TSp doan Del may 
Viet Nam eung chffa cd dinh hffdng chie'n tffdc 
quan irj quan he khdch hdng di/dc thffc hien Iho'ng 
nhal trong todn he thd'ng. 

Thdi gian tdi, mdi doanh nghiep trong Tap 
doan Ddt may Viet Nam can tie'n hanh ddo tao, 
tap ke hoacb ciing nhu'trien khai thffe hidn qudn 
Iri quan lie khaeh hang phu hdp vdi muc tieu cia 
cong ty minh cu the co phdn cd'p do de'n cdc bd 
phan trong todn eong ty, phd bid'n kie'n thffc ve 
tam quan trgng va cdch thffc trid'n khai, thffe hidn 
quan tri quan he khach hdng tdi tffng can bd, 
ngffdi lao ddng tai cac doanh nghidp det may 
trong Tap dodn Del may Viet Nam. Ngodi ra, 
cung can chu trgng khuye'n khieh nhdn vien ddi 
mdi sdng tao trong hoat dgng quan trj quan hd 
khdeh hdng cua bd phan minh de' cung ffng gid trj 
eho khdch hang td't hdn, thong qua dd doanh 
nghidp thu di/dc gid tri cho minh. nhd dd giup 
doanh nghidp thffe hien muc tieu quan tri quan he 
khach hang ciia doanh nghidp minh • 
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THE AWARENESS AMONG TEXTILE ENTERPRISES 
UNDER THE VINATEX OF CUSTOMER 

RELATIONSHIP MANAGEMENT 

• NGOTHI BAO HUONG 
Thuongmai University 

ABSTRACT: 
Customer reladonship management plays a very important in businesses. However, texUle 

enlerprises under the Vietnam Nationai 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 
etTieiency. This article clarifies this situation, thereby proposing soludons to raise the 
awareness among textile enterprises under the Vinatex of customer relationship management. 

Kej-words: Customer reladonship management. Vietnam National Textile and Garment 
Group, awareness. 
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