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CHUONG 1: LY LUAN VE KHACH HANG VA QUAN TRI QUAN HE
KHACH HANG TRONG DOANH NGHIEP
1.1 Khai quat vé khach hang
1.1.1 Khdi ni¢m khdach hang

“Khach hang ctia doanh nghi¢p 1a mét tdp hop nhiing c4 nhan, t6 chc, ... co
nhu cau st dung dich vu ma doanh nghiép cung tng va mong muén dugc thoéa min
nhu cau d6 ciia minh.” [17, tr 32]

1.1.2 Phadn loai khach hang

- Can ctr vao ngudn loi khach hang dem lai cho cong ty dé tién hanh phan
loai: Khach hang siéu cép; Khach hang 16n; Khach hang vira; Khach hang nho;
Khach hang phi tich cuc; Khach hang tiém ning

- Phan loai khach hang cin c{r vao tiéu chuan tinh chat khac nhau ctia khach
hang:Khéach hang t6 chirc; Khac hang ca nhan

- Phéan loai khéach hang theo khu vuc s¢ tai

Can ctr vao khu vuc sé tai co thé chia thanh: khach hang ban dia, khach hang
ngoai tinh va khach hang quéc té...

Can clr vao ving truc thudc c6 thé chia thanh khach hang thanh phd, khach
hang thi trin va khach hang nong thon.

- Phan loai theo giai doan ban hang: doanh nghiép c6 thé cin cr vao su khéc
nhau cta giai doan trude, trong va sau khi ban hang dé phéan loai thong tin khach
hang: thong tin khach hang tiém ning, thong tin khach hang hién thoi va thong tin
khach hang truée day.

- Phan loai khach hang theo méi quan hé cua khach hang véi cong ty: Khach
hang trung thanh; Khach hang tang truéng manh: La khich hang c6 kha nang ban
hang 16n; Khach hang khong c6 tiém ning; Khach hang cAn quan tim va chim soc
1.1.3 Vai tro cua khdach hang trong doanh nghiép

Khach hang c6 vai trd vo cing quan trong ddi voi doanh nghiép. C6 thé
khang dinh rang khach hang quyét dinh su ton tai ciia doanh nghiép. Muc tiéu cua

doanh nghiép 13 lgi nhuan, voi nhitng chi phi ma doanh nghiép da bo ra dé san xuat



va cung cap hang hoa dich vu thi chi c6 su tiéu dung cta khach hang méi ¢ thé
mang lai doanh thu va lgi nhuan cho doanh nghiép.

Trong mdi truong canh tranh vai trd cta khach hang ddi v6i doanh nghiép
duoc nhan manh hon bao gior hét. Doanh nghiép ndo danh dugc méi quan tim cia
khach hang doanh nghiép d6 sé thang loi. Chién luoc kinh doanh bang khach hang
dang tré thanh mot chién luge kinh doanh ¢6 tim quan trong bac nhat. Phéi hop
cung khach hang trong kinh doanh, thu hut khach hang mdi, cing ¢ khach hang
hién tai dang trd thanh mot cong cu kinh doanh hitu hi€u vé1 lugng chi phi bo ra rat
nho nhung mang lai hiéu qua kinh doanh cao.

1.2 Téng quan vé quan tri quan hé khach hang
1.2.1 Khdi niém vé qudn tri quan hé khdach hang

Quan tri quan hé khach hang la mot qua trinh thuc hién chién lugc toan dién
nham dat duoc, duy tri va cong tdc voi cac khach hang dwoc lyva chon nham tao ra
gia tri hiéu qua hon cho doanh nghiép va khach hang.

CRMlamdtmohinhquantri,trongdd khach hang la trung tdm ctia moi hoat
dong va moi qua trinh ma doanh nghiép thuc hién. CRM bao gom cd nguyén Iy,
chién luoc, gidi phap, ung dung, hé théng, phd‘n mém, va y tuwong cho hoat dong
quan tri quan hé khach hang hiéu qua.

1.2.2 Muc tiéu, doi twong ciia quan tri quan hé khdich hang

* Muc tiéu cua quan tri quan h¢ khach hang

CMR Ia mdt trong nhitng hoat dong quan tri cua doanh nghiép, do d6 CMR
g6p phan thie hién myc tiéu chung nhit cta bat ky mot doanh nghiép nao, dé 1a tbi
da hoéa gia tri doanh nghiép va t6i da hoa loi nhuén cua doanh nghiép. Pé thuc hién
muc ti€éu chung cua doanh nghi¢p, muc tiéu téng thé cia CMR 13 tim kiém, thu hut,
gianh niém tin khach hang méi, duy tri nhimg ddi tac da co, 16i kéo khach hang cii
tro lai, giam chi phi tiép thi va mé rong dich vu khach hang.

* Pbi twong st dung quan tri quan hé khach hang: Nha quan tri doanh
nghiép; khach hang mang lai.; B phén ban hang:; B phan marketing; B0 phan

chdm soc khach hang



Tém lai, CRM gitp doanh nghiép cung cip dich vu t6t hon cho khach hang
nham danh bai d6i thu canh tranh
1.2.3 Ngi dung cua quan tri quan hé khach hang
1.2.3.1 Nén tang ctia CRM

Co sé quan trong nhat 13 tao gia tri cho KH. Muyc dich khong phai 1a ti da
hoa loi ich ciia mdi hoat dong don 1¢ ma dé xay dung mdi quan hé bén ving véi
KH.

Thir hai, 14 nhin nhan mdi san phim nhu mot qué trinh hanh dong. San pham
duoc nhin nhan nhu 1a mot thuc thé lién quan dén su trao ddi gifra nha cung cép va
KH.

Co so thtr 3, trach nhiém ctia nha cung cap: D6i véi mot cong ty, chi thoa
méan nhu cdu KH d3 biéu 16 ra 13 chwa di ma can phai phat hién ra cac nhu cu chua
duogc kham pha cua KH va dac biét 1a cac nhu cau trong tuong lai cia ho.
1.2.3.2 Cac yéu tb trong CRM

Yéu té6 dau tién trong quan tri quan hé khach hang 1a Qui trinh khdch
hang tao ra gid tri cho minh.

Yéu té thir hai chi phdi quan tri quan hé khach hang 13 Qui trinh sdn
phim.

Yéu t6 cudi ciing lién quan dén Trdch nhiém ciia doanh nghiép
1.2.3.3 Cac budc thuc hién CRM

Bwéc 1: Xac dinh muc ti€u cua CRM:

Budc 2: Xay dung co s¢ dir liéu khach hang

Bude 3: Phan tich co s& dit lidu khach hang va phan nhoém khéach hang

Budc 4: Lya chon khach hang muc ti€u

Budc 5: Tuong tac khach hang

Budéc 6: Kiém soat, ddnh gia quan tri quan hé khach hang

CHUONG 2: THUC TRANG HOAT PONG QUAN TRI QUAN HE KHACH
HANG SU DUNG DICH VU TAI CHINH CA NHAN CUA CONG TY TAI



CHINH PRUDENTIAL VIET NAM

2.1 Tong quan vé cong ty tai chinh Prudential Viét Nam
2.1.1 Lich sir hinh thanh va phit trién

Cong ty TNHH Mot thanh vién Tai chinh Prudential Viét Nam (goi tit 1a
Prudential Finance), tryc thudc tdp doan Prudential Plc (Anh Qudc) 1a cong ty tai
chinh 100% vén nudc ngoai dau tién, chinh thirc hoat dong tai Viét Nam vao thang
10 nam 2007, cung cap giai phap tin dung c4 nhan phi hop va thoa man nhitng nhu
cau tai chinh da dang, gitip khach hang hién thuc héa uéc mo, nang cao chat luong
cudc sdng.
2.1.2. Cic hoat dpng kinh doanh chii yéu ciia cong ty

- Cho vay ti€u dung c4 nhan:

- Vay hd tro mua sam:

- Vay thé chap
2.1.3 Két qud hoat dpng kinh doanh ciia céng ty trong 3 nam tir 2013 — 2015

- Doanh sé cho vay

Cung véi su gia ting cia sb luot khach hang vay vén thi doanh sé cho vay
ctia Cong ty cling cb su tang truong nhat dinh qua cac nam.

- Du no cho vay

Du no cho vay tiéu dung 14 sb tién ma khach hang con du ng tai Cong ty tai
mot thoi diém nhét dinh, cho thiy lugng tién ma Cong ty chua thu hdi duoc.

Cu thé: nim 2013 du ng dat 3.262 ty déng, tang 17,1% so nam 2012, nam
2014 du no dat 4.791 ty dong, ting 46,9% (twong tmg véi 1.529 ty dong) so nim
2013, nam 2015 du no dat 5.622 ty dong, ting 17,3% so cudi nim 2014 (tuong tng
831 ty dong).

- Loi nhudn:

Giai doan 2013 — 2015 c6 thé thiy, tinh hinh lgi nhuan cia Cong ty ting
truong kha tot. Nam 2013, loi nhudn cua Cong ty 1a 213,42 ty dong, ting so véi
nam 2012 1a 8,23%. Sang nam 2014, lgi nhuan cua Cong ty tang Ién 303,62 tri¢u

dong, tang truong manh so voi nam 2013 véi toe d6 ting 42,27%. Sang nim 2015,



loi nhuan van ting nhung muc ting truong cham hon, véi toc d6 ting trudng 3,5%;
dat mérc loi nhuan 1a 314,26 ty dong. Nhu vay, co thé noi, giai doan 2013- 2015,
tinh hinh két qua hoat dong kinh doanh cta Cong ty kha tbt.
2.2 Phan tich thwe trang hoat dong quan tri quan hé khach hang sir dung dich
vu tai chinh ca nhan cia cong ty tai chinh Prudential Viét Nam
2.2.1. Muc tiéu cua hoat dong qudn tri quan hé khdch hang ciia Prudential
Finance

Cac chinh sach quan tri quan h¢ khach hang cua Cong ty dugc 1ap ra trong
thoi gian qua c6 nhitng muyc tidu nhu sau: Giir chan khach hang cii, chi yéu 1a cac
khach hang tiém nang, than quen, sir dung nhiéu dich vu cia Cong ty hay tap doan
nhu vay von, bao hiém nhan tho...; DAy manh thu hit cac khach hang méi va tién
t6i chuyén ho thanh khach hang trung thanh ctia ngin hang; gitr vimg thi phan cta
thi truong khach muc ti€u ctia Cong ty, tdng cuong dem lai sy hai long cao cho
khéch hang trong thoi gian ho giao dich vai Cong ty; Tao dugc long trung thanh va
nhiing 161 quang cdo truyén miéng t6t tir khach hang cii
2.2.2. Pdi twong khach hang ciia cong ty tai chinh Prudential Viét Nam

Déi tuong khach hang ctia Cong ty tai chinh Prudential 1 cac khach hang ca
nhan, c6 nhu cu vay tién véi muc dich tiéu dung ca nhin, mua sim tiéu dung, vay
thé chap chu yéu dé mua nha, bat dong san, 6 6. ..
2.2.3. Co so dir liéu khdach hang

Co so dir liéu khach hang da dugc quan 1y tap trung va khai thac chung cho
toan hé thong Prudential néi chung va cho hé thong cac Chi nhanh cta cong ty Tai
chinh Prudential néi riéng.

- Khéch hang giao dich v&1 Cong ty thong qua 2 kénh:

Mot 1a, giao dich truc tiép vO1 nhan vién

Hai 13, giao tiép tir xa : thong qua mang Internet, Email, dién thoai, Fax...

- Khi tiép xuc truc tiép voi khach hang giao dich vién c6 nhiém vu:
2.2.4. Phén tich va lwa chon khach hang muc tiéu

* Phan tich co s¢ dir liéu khach hang



Pé phuc vu cong tac quan 1y va thuc hién chinh sach khach hang Cong ty tap
trung khai thac mot s6 noi dung nhu sau: Thu nhép cua khach hang; Pon vi cong
tac; Doanh s6 vay ng; Lich sir giao dich: S6 lan giao dich, khoi luong giao dich; Du
ng con lai; Tinh trang cac hop déng bao hiém nhén tho.

Trén co s& cac thong tin vé khach hang dugc thu thap va phan tich, Cong ty
d3 xay dung mot hé théng chim diém va xép loai khach hang. Cu thé, Cong ty thuc
hién phan tich dua trén 3 bd chi ti€u: chi tiéu vé nhan than, chi tiéu vé kha nang tai
chinh, chi tiéu vé tai san dam bao.

* Phan nhom khéch hang

Tir két qua cham diém cac tiéu chi ciia khach hang, Cong ty tién hanh xép
loai va phan loai khach hang theo cac nhom nhu sau:

Bang 2.3: Phdn nhom khdach hang tai Cong ty tai chinh prudential

Xép hang Nhom n¢ Pié¢m dat duoc
AAA 90 —-100
AA 1 80-<90
A 73 -<80
BBB 70 - <73
BB 2 63 -<70
B 60 - <63
CCC 56 - <60
CC : 53 -<56
C 4 44 - <53
D 5 <44

Nguon: Céng ty tai chinh Prudential
Trén co s& xép hang khach hang trén, Cong ty tién hanh phin nhém khach
hang theo cadc nhom sau:
- Nhing khach hang sinh lgi nhat: 1 khach hang xép hang AAA, AA va A
- Nhirng khach hang tang truong: 1 khach hang xép hang BBB va BB
- Nhirng khach hang can chii y: 12 khach hang xép hang B, CCC



- Nhitng khach hang gy phién toai: 1a khach hang xép hang CC, C va D.
Biéu dé 2.4. Tinh hinh phén logi khdch hang tai Cong ty tai chinh Prudential
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(Nguon: Bdo cdo quan hé khach hang - Cong ty tai chinh Prudential)

Qua biéu dd 2.4 cho thiy phan 16n tai Cong ty 1a khach hang sinh lgi va
khach hang ting trudng, ddy ciing 1a d6i twong khach hang muc tiéu ctia Cong ty.
2.2.5. Hoat dpng twong tdac voi khach hang

Véi phuong cham: “Luén ludn ling nghe, ludn ludn thau hiéu”, thoi gian
qua, Prudential 1am t6t hoat dong chim soc khach hang, cu thé:

*Twong tac khdach hang qua website:

V&1 website: www.prudentialfinance.com.vn, Cong ty tai chinh Prudential co

thé truyén tai thong tin v6i khach hang vé hinh anh Cong ty, cic san pham cta Cong
ty, cac diéu kién vay von, chinh sach san phém, 13i sudt tung thoi ky...

Pé ¢ thé danh gia thyc té sat hon thyc trang twong tac khach hang tai Cong
ty tai chinh Prudential, tac gia d tién hanh khao sat 100 khach hang sir dung dich
vu tai chinh ctia Cong ty, bang khao sat dugc thé hién trong phu luc 01. Cu thé, cac
khach hang dén cong ty dé sir dung dich vu s& dugc moi tham gia khao sat.

Két qua khao sat nhu sau:

Bing 2.1. Két qud khdo sdt khdach hang vé website ciia Cong ty

Cau héi Pap an




Website ciia Cong ty duoc thiét ké chuyén nghiép, de
, 8y Y SHep, €ep 2% | 12% | 11% | 64% 11%

mat

Webisite cia Cong ty day du thong tin 2% | 3% | 13% | 72% 10%

Khach hang c6 thé lién hé qua website moi luc moi noi 3% | 4% | 13% | 55% 25%

(Nguon: Tac gid tw tong hop)
*Twong tac khach hang qua email va dién thoai
Doi v6i hinh thire twong tic bang dién thoai, Cong ty hién nay thudng sir
dung dé chao moi, théng bao cho cac khach hang vai cac goi san pham dich vy ma
minh cung tng, trong d6 chu yéu la cac san pham tin dung.
Bing 2.2. Két qud khdo sdt khdch hang vé sw twong tic qua email va di¢n

thoai

Pap an
Cau hoéi

1 2 3 4 5

Anh chi thudng xuyén nhan dugc thong tin san pham
4% | 30% | 26% | 35% | 5%

va cac chuong trinh cua Cong ty qua email

Anh chi thuong xuyén nhan dugc thong tin qua dién 14
' ' 2% | 14% | 14% | 56%

thoai cia nhan vién %

Anh chi khéng cam thay phién khi nhan dién thoai | 20 17
] 7% | 33% | 23%

cua nhan vién % %

32

Nhén vién giao tiép qua dién thoai lich sy, nha nhian 2% | 2% | 10% | 54% o
(1]

(Nguon: Tac gid tw tong hop)
“Twong tdc khdch hang truc tiép
Khi khach hang nhan 161 mo1 cia nhan vién va hen gap, thi nhan vién can
phai gap truc tiép khach hang.
Bing 2.3. Két qud khdo sdt khdch hang vé sw twong tdc truc tiép

Cau hoi Pap an




1 2 3 4 5
Nhan vién ciia Cong ty than thién, gan gili,
_ 5% 12% 11% 49% 23%
nhiét tinh
Nhan vién c6 dao dirc nghé nghiép tbt 4% 7% 13% | 56% | 20%
Nhan vién giai dap va tu van chuyén nghiép 9% 4% 13% 64% 10%
(Nguon: Tdc gid tw tong hop)
Thoi gian qua, Cong ty tai chinh Prudential ciing rat quan tdim dén khach
hang va nd luc phuc vu khach hang.
Bing 2.4. Két qud khdo sdt vé chit lwong dich vu ciia Cong ty
Pap an
Cau hoi
1 2 3 4 5
Cong ty thuc hién cac diéu khoan dung theo cam két 4% | 3% | 8% | 81% | 4%
Cong ty luon bao mat thong tin khach hang 2% | 3% | 2% | 73% | 20%
Chat luong phuc vu cia Cong ty t6t 7% | 5% | 7% | 70% | 11%
Cong ty giai quyét day du tat ca nhimmg khiéu nai cua 13
W s AW Y s ’ 5% | 20% 32% | 30%
khach hang %
Cong ty giai quyét khiéu nai kip thoi 13% | 11% | 8% | 52% | 16%
Cong ty giai quyét khiéu nai mot cach chan thanh va thoa
11% | 5% | 2% | 52% | 30%
man khach hang
Cong ty ludn thé hién su quan tim dén khach hang 3% | 3% | 6% | 75% | 13%
Cong ty c6 nhiéu chwong trinh tri 4n khach hang 5% | 9% | 5% | 66% | 15%

(Nguén: Téc gid tw tong hop)

Nho nhitng nd lyc ctia minh, frong cic nam tré lai day, sé luong khach hang

vay tai Cong ty nhin chung co su gia ting. Viéc gia ting sé luot khach hang vay

trong cac nam di cho thiy, mic du trong nhitng kho khan chung cua kinh té, song
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hoat dong cho vay ctia Cong ty van dat duoc nhitng thanh tyu quan trong, thé hién
xu hudng phat trién cta hoat dong cho vay hd trg khach hang. Pdng thoi, phan nao
cho thdy hiéu qua cta hoat dong quan tri quan hé khach hang. Nho cac giai phap
khéng ngimg gia ting gia tri cho khach hang, nang cao chit luong san pham, cing
¢ va xdy dung mdi quan hé v6i khach hang ma trong cic nim qua, sb luong khach
hang cua Cong ty khong ngung tang.

2.3 Panh gia chung hoat dgng CRM tai cong ty tai chinh Prudential Viét Nam
2.3.1 Nhiing két qua dat dwoc

Cong ty tai chinh Prudential da xay dung dugc muc ti€u quan tri khach
hang cu thé; Cong ty tai chinh Prudential d3 c6 dugc co sé dit liéu chung vé khach
hang, dugc luu trir tai h¢ théng thong tin chung cua ca tap doan, tao diéu kién cho
moi b phan, phong ban, chi nhanh c6 thé tra ciru, st dung;Xay dung mot qui trinh
quan hé va xtr Iy thong tin khach hang twong dbi hoan thién. Phén chia trach nhiém,
quyén loi d6i véi timg phong ban trong viéc quan 1y va sir dung thong tin; Da xay
dung dugc hé thong chdm diém va xép hang khach hang t6 chtrc; Céac san pham
dich vu ngén hang cung cap cho khach hang ciing ngay cang duoc nang cao ca vé
s6 lugng va chat lugng; Cong ty di co nhitng hanh dong thiét thyc trong xay dung
mbi quan hé khach hang; S6 luong khach hang cua Cong ty ngay cang ting.

2.3.2 Nhitng ton tai va nguyén nhin

“Nhitng ton tai

- Cong ty chua tan dung loi thé tir marketing email dé day manh cong tac
quan tri quan hé khach hang.

- Su phuc vu cta Cong ty c6 han ché nhit dinh vi Cong ty chi cung cip dich
vu vay von, nhung giao dich tién mat lai thong qua cac ngan hang lién két, cac dich
vu khéc nhu mo thé thanh toan, ATM, ngan hang dién tir déu phai thuc hi¢n tai cac
ngan hang lién két.

- Khach hang con chua danh gia cao website cia Cong ty.

- Khach hang con chua hai long vi con mot s6 nhan vién chua co thai do tot

v6i khach hang, sau khi ky duoc hop ddng, nhung khi khach hang c6 thic mac lai to
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thai do kho chiu.

- Cong ty chua c6 mdt by phan chuyén biét cham lo cong tdc quan tri quan
hé khach hang nén cong tac quan tri quan h¢ khach hang chua duoc tién hanh c6 hé
théng.

- Céc chuong trinh tri 4n khach hang van con it,va can c6 nhitng chuong
trinh bén 14u hon nita, dic biét 13 cAn c6 chuong trinh danh riéng cho khach hang
truyén théng.

- Viéc thu thap thong tin khach hang chi yéu 1a thu thap nhiing thong tin co
ban khi khach hang t6i giao dich truc tiép tai Cong ty.

- Cong tac phan loai khach hang va lya chon khach hang muc ti€u chua duogc
quan tam chu trong ding mc.

“Nguyén nhén ciia nhitng ton tai

- Y thtrc ctia nhan vién chua thue sy tot va tai Cong ty chua co nhiéu chinh
sach quan tdm ddo tao nhan vién nén hoat dong twong tac cia nhan vién con nhiéu
han ché.

- Cong ty khong thuong xuyén t6 chirc khao sat khach hang nén khong nhan
ra nhitng mat han ché tai Cong ty vé cac mit nhu website, kha ning twong tac cia
nhan vién, tan suit tvong tac qua dién thoai v6i khach hang. ..

- Do nhan thtrc vé linh vic quan tri quan hé khach hang trong Cong ty con
nhiéu han ché.

- Kha ning phan loai khach hang con han ché do ning luc ciia nhan vién con
kém

- Cong ty chiu nhiéu sy canh tranh tir cac ngan hang thuong mai

- BO phan quan tri quan h¢ khach hang chua dugc chu trong, chua c6 bo
phén chuyén biét nhiam thyuc hién céng tic quan tri quan hé khach hang.

- Cong ty lién két cac dich vu v6i cac ngan hang nén d6i khi chat luong phuc

vu khach hang c6 su phu thudc vao cac ngan hang khac nira

CHUONG 3: MOT SO GIAI PHAP HOAN THIEN HOAT PONG QUAN TRI
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QUAN HE KHACH HANG SU DUNG DICH VU TAI CHiNH CA NHAN
CUA CONG TY TAI CHINH PRUDENTIAL VIET NAM

Chuong 3 dé xuat mot s6 giai phap nham nang cao hiéu qua CRM ciia cong
ty tai chinh Prudential Viét Nam dya trén co so 1y thuyét va nhitng phan tich danh
gia vé hoat dong CRM thuc té tai cong ty da néu & trén.

3.1 Muc tiéu va dinh huwéng kinh doanh cta cong ty tai chinh Prudential Viét
Nam giai doan 2016 — 2018

3.2 Muc tiéu va dinh hwong hoat dong CRM cua cong ty tai chinh Prudential
Viét Nam giai doan 2016 — 2018

- Quan tri quan hé khdach phai gin v6i muc tiéu ciia Cong ty trong timg giai
doan cu thé.

Muc tiéu hoat dong kinh doanh trong thoi gian tdi cua Cong ty 1a ndng cao
nang luc canh tranh, gia ting thi phan va nang cao hiéu qua kinh doanh ctia Cong
ty. Do do, can cé su théng nhét va quan tam cua lanh dao vé viéc thuc hién chinh
sach CRM dong bo, lién két giita cac phong ban dé dam bao cho viéc cung cap va
st dung thong tin trong nodi bd théng nhat va nhanh chong.

- Hoat dong quan tri quan hé khach hang phai dwoc thuc hién boi bo phan
chuyén mon chuyén biét.

Thanh 13p d6i ngii c6 kha ning Marketing dé tién hanh hoat dong quan tri
quan hé khach hang. Tan dung nhimg thé manh hién tai vé kha ning huy dong tai
chinh dé dau tu thiét bi, cong nghé, tuyén dung dao tao nhan vién hd trg cho duy an.
3.3 Cac giai phap hoan thién hoat dgpng CRM cua cong ty tai chinh Prudential
Viét Nam
3.3.1. Hoan thién website ciia Cong ty

Qua nhimng ¥ kién khao sat tir khach hang, Cong ty can hoan thién website
cua minh chuyén nghi¢p hon nira. Bén canh do, website cia Cong ty s€ than thién
va dang tin cdy hon néu nhu trén d6 c6 thém muc Cam nhan khach hang. Phan Cam
nhan khach hang ding tai nhitng 16i khen cua khach hang khi st dung san pham cta

Cong ty. N6 sé& gitip cho khach hang méi cam thay tin tuéng hon dé lya chon Cong
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ty.

Khi mét vi khach st dung dich vu cua Cong ty, dung quén héi ho cdm nhéan
sau khi ho st dung. Sau d6 st dung cam nhan do dé dang tai lén website ciia Cong
ty. Thuong xuyén thu thdp cam nhan ctia khach hang cling 1a 1 cach giap Cong ty
tao mdi quan hé tot v&i khach hang. Cang nhiéu cam nhan dugc ding tai cang
chtng t6 cac san pham ctia Cong ty tot va cang nhiéu khach hang hai 1ong.

3.3.2. Py manh twong tac véi khiach hang qua dién thoai va email

Trong xu hudng phat trién manh mé cua internet, email dugc su dung ngay
mot rong rii trong cong viée. Do d0, hinh thie giao tiép nay hién can dugc Cong ty
quan tAm va day manh trién khai thoi gian t6i.

Viét thiét ké mot email bat mét, phu hop va hap dan khach hang 1a diéu can
thiét, vi vay, Cong ty c6 thé thué thiét ké do hoa chuyén nghiép, c6 day du thong tin
san pham, chuong trinh hip din ctua Cong ty, dong thoi sir dung phan mém email —
marketing dé co6 thé giri duoc nhiéu email. Loi thé ctia email 1a khi giri dén khach
hang, thong diép ctia Cong ty van luu lai, khong gidng nhu quang cdo hay to roi,
khi khach hang chua st dung lai vut di, khi tim lai thong tin rat kho, hon nira, day la
phuong tién marketing trong tac chi phi thip v6i khach hang, trong khi hién nay dai
da s6 déu sir dung email khi 1am viéc dé trao doi tai liéu va thong tin.

3.3.3. Twong tic nham c4 biét hoa khach hang

Hi¢n tai, Cong ty tai chinh Prudential tai Viét Nam da xay dung duong day
nong tai tong dai nhung tinh phi véi cudc phi: 1.000 ddng/phut, trong khi su phuc
vu tuong tic qua dudng diy nong ndy thuc sy chua thoa dang, thuc té ghi nhan
nhiéu truong hop khach hang goi dién mai khong c6 nhan vién bit may, cudc phi
cao, hay nhan vién giai dap thic mic khong giai dap duoc huéng dan chuyén sd
may 1ong vong, cudi ciing van dé khong duogc giai quyét.

Thuec té hién nay, Cong ty tai chinh Prudential cin dau tu trung tdm tu van
hd trg khach hang riéng véi déy du nhan lyc, thuc hién mién phi cudc goi hd tro dé
phuc vu khach hang tdt nhat.

Bén canh d6, co chinh sach coi trong khach hang. Trong moi tinh hudng
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cling nhu trong moi d6i twong khach hang khac nhau, Cong ty ciing phai luén danh
cho khach hang sy quan tim dic biét ké ca lac dong khéach va véang khach.
3.3.4. Xay dung van hoéa kinh doanh dich vu tai chinh tiéu dung

Dé xdy dung van héa kinh doanh dich vu tai chinh tiéu dung, phuong cham
ctia Cong ty 14 ludn lang nghe — ludn thau hiéu — nhén sai va boi hoan khi sai sot.

Trong qua trinh khach hang phan nan, ki nang dat va tra 161 cau hoi cia nhan
vién Cong ty 1a v6 cung quan trong. Nhan vién Cong ty phai lam thé nao dé khach
hang thay rang ho dang duoc ling nghe va duoc tén trong. Sau d6 tuy theo tinh
nghiém trong cta van d¢, tuy theo dbi twong khach cu thé dé co nhitng hinh thirc
sira sai, boi hoan thich hop, c6 thé 1a 15i xin 13i tir phia Cong ty, bdi thuong 16n hon
gia tri cil, hodc thong qua viéc gip truc tiép, gui thu hodc goi dién cam on tir phia
Cong ty...

3.3.5. Hoat d§ng tao gia tri khac biét cho khach hang

Cong ty can nghién ctru thi truong khach hang 13 ca nhan vi diéu nay sé gitp
Cong ty di sau nghién ctru thai dg, tam ly, thoi quen, ddc biét 1a dong co cua khach
hang trong viéc lua chon Cong ty dé su dung dich vu cua Cong ty.

Nhung v6i khach hang 1a c4 nhan ho thuong lo ling 1a vay thi c6 tra duoc
khong, va ho ciling con ngai khi giao dich véi Cong ty. Vi vay, Cong ty nén co
nhitng bién phap sau:

- Tang cudng dich vu tu van

-Phét trién thém dich vu thu ng tai nha

- Pa dang hoa cac dich vu tai chinh, nang cao chat luong cac dich vu da co

- Lién két mé rong véi cac ngan hang dé thuc hién cung céip cac dich vu bao
lanh, thu d6i ngoai té, chi tra luong, chi tra tién dén bu, tién ndp thué, tién dién,
chuyén tién nhanh. ..

Néi chung 1a Cong ty can lam moi viéc néu c6 thé dé khach hang cam nhén
duoc riang khi ho giao dich voi Cong ty ho s& dugc hudng nhiing tién ich gia ting tir
Cong ty.

3.3.6. Nhom giai phap khac hé trg
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“Xdy dwng nhitng chwong trinh phin thwéng nham hwéng téi cic nhém
khdch hang trung thanh
*Thu hut nhitng khach hang muc tiéu

KET LUAN

Dé tai “ Hoat dong quan tri quan hé khach hang swr dung dich vu tai chinh ca
nhdn ciia céng ty tai chinh Prudential Viét Nam” d3 hé thong hoa co sé 1y ludn vé
quan tri quan hé khach hang, dong thoi trén co s d6 d di vao phan tich thyuc trang
hoat dong quan tri quan hé khach hang st dung dich vu cua cong ty giai doan tu
nam 2013 — 2015. Qua phan tich thyc trang, dé tai da 1am ndi bat 1én duoc nhirng
thanh tyu da dat duoc, nhitng han ché con ton tai va nguyén nhan cta nhitng han
ché, tir d6 1am co so thyc tién dé dé xuat cac giai phap nham nang cao hiéu qua
quan tri quan hé khach hang tai Cong ty trong thoi gian toi.

Tuy nhién, do thoi gian nghién ctru c6 han, dé tai méi dung lai ¢ viéc khao
sat khach hang va tong hop phan tich cac ndi dung cta hoat dong quan trj khach
hang theo hudng dinh tinh cht chua danh gid dinh lugng dugc cic nhan td anh
huong dén hoat dong quan tri quan hé khach hang tai cong ty. Cac dé tai nghién ctru
tiép theo c6 thé do ludong dinh lugng céc nhan td tac dong dén hiéu qua quan tri
khach hang tai Cong ty dé biét dugc nhan td nao tac dong dén quan tri quan h¢
khach hang tai Cong ty manh nhét tir d6 c6 hudéng giai phap cu thé tir cac nhan to
do.

Dé tai c6 y nghia Iy ludn ciling nhu ¥ nghia thuc tién, c6 thé 1am tai liéu tham
khéao cho cac nha quan tri néi chung va quan tri quan h¢ khach hang néi riéng, bén

canh d6 ciing 1 tai liéu tham khao cho cac nghién ctu tiép theo.

TAI LIEU THAM KHAO
1. Hoang Phan Kim Anh (2012): “Giai phap cham soc khdach hang doanh
nghiép s dung dich vu VI-CNTT cua VNPT”, Luan van tbt nghiép thac si khoa



16

Quan tri kinh doanh, Hoc vién Cong ngh¢ Buu chinh Vién thong.

2. Truong Thi Van Anh (2012), Quan tri quan hé khach hang, Gido trinh cua
Truong Pai hoc kinh t& Da Nang.

3. Business edge (2005), Chdm soc khdch hang — Phdt huy loi thé canh tranh—
Nha xuat ban Tre.

4. Truong Dinh Chién chu bién (2008), Gido trinh qudn tri quan hé khdch
hang, Nha Xuét phu nir

5. Tran Cong Chién (2014): “Bdy manh hoat déng chiam séc khdach hang doanh
nghiép tai Trung tam dién toan truyén 6 liéu khu vuee 17, Luan van tbt nghiép thac
si khoa Quan tri kinh doanh, Hoc vién Cong nghé Buu chinh Vién thong.

6. Truong Dinh Chién chu bién (2008), Gido trinh Quadn tri quan hé khdch
hang, NXB phu nit Ha noi.

7. Nguyén Vin Diing (2007), Qudn 1y quan hé khdch hang, Nha xuit ban Giao
thong van tai.

8. Hoang Thi Giang (2012): “Qudn tri Quan hé khdch hang tai Tong cong ty
Buru chinh Viét Nam”, Luén van tot nghiép thac si khoa Quan tri kinh doanh, Hoc
vién Cong nghé Buu chinh Vién thong.

0. Nguyén Thi Huong (2013), “Hoan thién cong tac cham séc khdach hang tai
FPT Bdc Giang”, Luan van tbt nghiép thac si khoa Quan tri kinh doanh, Hoc vién
Cong nghé Buu chinh Vién thong.

10. Nguyén Thi Vit Hong (2012), “Céng tdc cham séc khdch hang tai Vién
thong Ha N¢i”, Luan van tdt nghié¢p thac si khoa Quan tr1 kinh doanh, Hoc vién
Cong nghé Buu chinh Vién thong.

11.  Bui Thanh Huan (2010), Quan tri quan hé khdach hang, Bai giang Truong
Pai hoc Kinh té ba Ning.

12.  Nguyén Viét Lam (2007). Nghién ciru Marketing, NXB Dai hoc Kinh té
Quéc Dan.

13.  Tran Qudc Nghi (2014), Kinh nghiém quan tri quan hé khach hang cho cac

doanh nghiép Viét Nam, Bai nghién ctru dang trén Tap chi tai chinh Online:



17

(http://tapchitaichinh.vn/tai-chinh---kinh-doanh/thong-tin-doanh-nghiep/kinh-
nghiem-quan-tri-quan-he-khach-hang-cho-cac-doanh-nghiep-viet-nam-39585.html)
14.  Philip Kotler, Quan tri Marketing, Nha xuat ban Théng ké.

15.  Nguyén Thi Phuong (2006), Tiép cdn khdch hang, Nha xuét ban lao dong

16. V04 Thi Thanh Tam (2011), Luan van thac sy: “Quan tri quan h¢ khach hang
tai Cong ty thong tin di dong VMS”, Hoc vién Buu chinh Vién thong.

17.  Hoang Bich Thao (2010): “Quadn ly Quan hé khach hang tai VNPT Ha
Giang”, Luan van tbt nghiép thac si khoa Quan tri kinh doanh, Hoc vién Cong nghé
Buu chinh Vién thong.

18. Nguyén Vin Thang (2012), Tai NHTMCP Céng thuong Viét Nam c6 bai
viét: “Ban v& CRM trong ngan hang thwong mai” duoc ding trén trang web:
(https://www.vietinbank.vn/web/home/vn/research/11/110927.html).

19.  Trinh Quéc Trung (2008) Marketing ngdn hang, NXB Théng ké.

Tiéng Anh

20. Adam Lindgreen; Micheal Antioco, (2005), Customer relationships
management: a case of a European Bank - Published byEmerald Group Publishing
Limited.

21. Curry,] and Curry,A.(2002) Customer Marketing Method: How to
implement and profit from Customer Relationship Management -Published
bySimon and Schuster.

22.  Don Peppers and Martha Rogers, (2004), Managing custormer relatioships -
Published by John Wiley & Sons, Inc., Hoboken, New Jersey

23.  Katherine N. Lemon, Roland T. Trust, and Valarie Zeithaml, (2000)Driving
Customer Equity, Publisher by The Press, NewY ork.

24. V. Kumar Werner J. Reinartz (2010), Customer Relationship Management,

Connecticut University, US.



