MUC LUC

Trang

LOT CAIM O .ottt nbe e [
LOT CaM OAN ...t I
Nhan xét ctlia GIANEG VIEN ..........ccooiiiiiie e ii
Danh Muc BiéU DANG ..........cc.cooovviviieieeeeeee e vii
DANh MUC SO @0 ....cvvvveeeeeeeee ettt vii
DAnh MUCE VISt tA ..ottt aenens vii
PHAN MO DAU

O B L (T (K L 7 ) T viii
2.MIUC BHRUL. ... viii
S PRIONE PRAP......ooiiiiiiee s IX
AIDOTCWQIIG........ooveveveereeeeeeeeeese st n s n s asnens IX
T8 g 1Y 111 OSSN IX
6. K&t cAU KNOA TUAN...........ooovevcececeeeeeeeeeee e iX
Chuong I: Co s 1y Iuln ..o 1
1.1 Khach hang va vai tro ctia khach hang.............cccocoovviiici i, 1
1.1.1 Khai niém v& Khach NANG ........oooovevevcvceceeeeee e, 1
1.1.2 Phéan loai Khach hang..........ccccooiiiiiiiiic e 1
1.1.3 TAm quan trong ciia Khach NANG...........cc.co.ovvrvveieieeeeeeeeeese e, 3
1.2 Ly ludn vé sw théa mén ciia khach hANg...........ccocovveviverecieeeeeene 3
1.2.1 Khai niém vé sw théa mén ctia Khach hang ...........c..co.cccocvvvvevnvennnnnn, 3
1.2.2 Do lwong sw théa man cia khach hang..............cooiiiii, 4
1.2.3 Mirc d§ théa man khach hang trong marketing .................ccccoevenn. 5
1.3. Ly ludn v& hoat dong CSKH ...........cccoovvvveiieeeereseeseeeeeeesessesssensenines 6
1.3.1 Khai niém dich v CSKH ...........ccoooiiiiii e 6
1.3.2 Muc dich va yéu ciu ciia hoat dong chim séc khach hang.................. 6
1.3.3 Vai tro cia hoat dong chiam s6c khach hang............ccccccooevvieiicienne, 7
1.3.4 Cac yéu té ciu thanh chit lwong dich vu khach hang........................ 7

iv



1.3.5 Méi quan hé giira chit lwong dich vu va sy théa min ciia khach hang

Kkhi st dung dich VU ... 8
TOM tat CAUWONIE L.......ooeoeecee e 9
Chuong II: Thue trang chim séc khach hang tai Cong ty co phin cong nghé
truwe tuyén B2B

2.1 Gi6i thiéu so lwge vé Cong ty co phin cong nghé true tuyén B2B........ 10
2.1.1 Lich str hinh thanh ..............ccooi i 10
2.2.2 Muc tiéu, sit ménh, tam nhin, gia tri cot Ioi..........c..cocooevvevrrrrerenenn, 11
2.2. HE thOng t0 chikC COME Y .......o.vvveeeieeeceece e 13
2.2.1. S0 @0 0 CHIIC.........ovverireiiicic 13
2.2.2. Chire nang phong Dan ..ot 13
2.3. Phan tich két qua hoat dong kinh doanh ciia Cong ty giai doan 2020-
2022 ..t 14
2.4 Thuc trang chim séc khach hang tai Cong ty Co phan cong nghé truc
TUYEN B2B ...ttt 17
2.4.1 Pic diém va cong tac quan li Khach hang ciia cong ty ........................ 17
2.4.1.1 Pic diém khach hang ciia cOng 1y ........cccoovvveveeveriereeeeeeesseee e, 17
2.4.1.2 Cong tac quan ly khach hang ctia cong ty ...........ccoooiiiiiiiiicine 18
2.4.2 Quy dinh d6i véi nghiép vu chim séc khach hang ciia cong ty ......... 20
2.4.3 Doi ngii cham soc khach hang ciia cOng ty ... 21
2.4.4 Cac hinh thirc cham séc khach hang ctia cong ty...........c.oocoeeienennn 22
2.4.5 Quy trinh cham séc khach hang cia cong ty .............ccooooiiiiiiicnnnns 24
2.4.5.1 Truée khi cung cAp dich VU ....o.oooovvieiieecececeee e, 24
2.4.5.2 Trong khi cung cAp dich VU .........ccccooovvvvevereeieeeeeeeee e, 25
2.4.5.3 Sau khi cung cAp dich VU ........oooovivvviicceeee e, 26
2.5 Mt s6 chi tiéu danh gia hoat dong chiim séc khach hang .................... 27
2.5.1. Chi tiéu dinh tinh ..............cooi i 27
2.5.2 Chi tiéu dinh tinh ... 31
2.6 Nhan xét hiéu qua hoat dong dich vu khach hang ciia Céng ty C6 phan
cong nghé truc tuyén B2B .......o.coooviiiieieeceeeee e 32
2.6.1. U @IIM ..o 33



2.6.2. Han ché va nguy@n nhaAn ............ccccooooovvomveceneereieeeeeeeseesse e, 33
TOM tAt ChWOIE L1 ... 35
CHUONG III GIAI PHAP HOAN THIEN CHAT LUQNG DICH VU
CSKH TAI CONG TY CO PHAN CONG NGHE TRUC TUYEN B2B

3.1 Pinh hwéng phat trién cia Cong ty Cé phan cong nghé truc tuyén B2B

3.2 Mot s6 giai phap nham ning cao hiéu qua hoat dong CSKH ciia Cong ty

Co phin cong nghé true tuyén B2B..........cc.ccoovvvevereieeeeeesee e, 36
3.2.1 Phan loai khach hang dé c6 chwong trinh chim séc hi¢u qua ........... 36
3.2.1.1. Khach hang tiém NANE .........cocooovvvveceeeeieeeeee e, 37
3.2.1.2. Khach hang hi€n €0 .............cccooooiiiiiii 37
3.2.2 Hoan thién hé thong co sé dix liéu Khach hang ..........ccccoeeveeieveenns 39
KET LUAN L..ooooiiieceeeeee et sttt ssaana s 41
TAI LIEU THAM KHAO ........oooviiieieeeeeeee e enes s, 42

vi



