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Hy vong nhiing thdng tin ma ching tdi chia sé dudi day sé gidp ban tim hiéu rd vé
CRM & phuc vu mot cach tét nhat cho cdng viéc caa minh va &p dung hiéu qua.

Moi ban theo doi!
CRM la gi?

R4t nhiéu cdu hoi nhu phan mém CRM 14 gi? CRM la viét tat cta tir gi? Theo do,
CRM la viét tit cua tir “Customer Relationship Management” tam dich 1a quan 1y

quan h¢ khach hang.

Pay 1a su két hop giita chién lugc va cong nghé dé xay dung va cai thién méi quan
hé kinh doanh véi khach hang. Cac myc tiéu ciia hé théng CRM gap ba lan - thu
hat va nudi dudng khach hang tiém ning, ting chuyén doi ban hang, cai thién sy
hai long va gitr chan khach hang.
Phian mém CRM thuong duoc dé cap trong nglr canh ctia mot cong cu dugc su
dung trong cac doanh nghiép dé kich hoat céc chirc ning sau:

o Quanlylién h¢

« Quan ly duong dng

« Chién dich quang céo

« Dich vu cham soc khach hang
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Hé théng CRM c6 thé duoc hiéu 1a mot thuét nglt xac dinh cach doanh nghiép
tuong tac v6i khach hang va xay duyng mdi quan hé 1au dai. N6 cho phép doanh
nghiép thu thap, phan tich, chinh stra va luu trir thong tin vé khach hang tiém ning

va khach hang hién tai.

Cu thé, phan mém CRM trao quyén cho cac doanh nghiép tao ra cac chién dich
tiép thi phu hop, nang cao hi¢u qua hoat dong va thic déy doanh s6. CRM 1a mét
cong cu thiét yéu co thé gitp céc to chuc duy tri giao tiép hiéu qua voi khach hang,

tang kha ning duy tri va cudi cung 1a ting doanh thu.
Phéin logi CRM
CRM hoat dong

Muc tiéu chinh cia CRM hoat dong 14 don gian hoa va tao cau tric cho tat ca cac
quy trinh kinh doanh chinh. Ba tru ¢0t chinh ctia cac giai phap CRM hoat dong la

tiép thi, ban hang va tu dong hoa dich vu. Néu cong ty ctia ban dang tim cach giam
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bot cac nhiém vu 1ap di 1ap lai va tu dong hda cac hoat dong chinh lién quan dén

khach hang, phan mém CRM hoat dong sé 1a cong cu 1y tudng.
CRM cing tac

CRM cong tac chuyén thong tin giita cac bd phan tiép thi, ban hang va dich vu. N6
hop nhét t6 chirc hudng t&i cac myc tidu chién luoc va ting tinh dong bo giita cac
thanh vién trong nhom tr cac chuic nang khac nhau. Tuyé¢t voi cho cac doanh
nghiép c6 nhiéu don vi & cac dia diém khac nhau vi chung c6 thé thuc day giao tiép

gifra cac by phan va tang tinh minh bach.
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CRM phén tich
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Thu thap va phan tich dir liéu la nhiing gi lam cho phdn mém CRM phan tich rat
hiru ich cho cac to chtrc 14y khach hang 1am trung tdm. Cac hé thdng nay sir dung
kho dir li€u, khai thac va cac cong cu OLAP dé chay céc chién dich tiép thi duoc
nham muyc tiéu. Phin mém CRM phan tich 1a lya chon tot nhat cho cac cong ty
mudn khai thac thong tin khach hang dé cung cip dich vu dugc c4 nhan hoa va

tang két qua cudi cung.
CRM chién lugc

N6 1a mot CRM hoan chinh, véi tat ca cac chtc ning trude do, cho phép ap dung

cac chién lugc hiéu qua hon va ra quyét dinh nhanh nhen hon.
Tham khéo thém:

« CPI 12 gi? Giai thich dinh nghia CPI chi tiét va chuan nhat
« CIC lagi? CIC la phi gi ? Giai thich dinh nghia CIC chi tiét nhat

« Chuyén ddi sb 1a gi? 5+ dinh nghia lién quan vé chuyén doi sd ban can biét

Loi ich va vai tro cua CRM
- Tém tit mét vai loi ich ttr CRM ddi véi doanh nghiép:

« Ting doanh thu, tiét kiém chi phi va thoi gian xt ly cong viéc
« Loai bo hoat dong khdng hiéu qua trong quy trinh kinh doanh
« Luu trit thdng tin chi tiét vé khach hang tap trung, nhat quéan
« Nang cao trai nghiém cua khach hang

« HJ trg manh mé cho cac chién dijch marketing

« Cham soc khach hang hiéu qua hon, khong bo quén khach hang
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LOI iCH CHiNH CUA CRM

Cai thién mai quan
hé gilta nhan vién

04 tiép thi, ban hang va
vGi khach hang / CSKH /

Tang su phéi hap
03

gilra cdc phong ban /

0 Tiét kiém thai gian Xay dung thuong

quan ly hiéu doanh\ nghiép
mot cach bén ving

Gia tdng hiéu qua

- Tai sao CRM quan trong véi doanh nghiép caa ban?

Khi t6 chitc cua ban phat trién, diéu can thiét 1a quan 1y dong khach hang tiém
nang trong khi vin mang lai cam giac ca nhan cho khach hang cua ban. Néu doanh
nghi¢p cua ban mudn tdn tai 1au dai trong thi truong canh tranh, ban can phai co
muc tiéu ban hang, chién dich tiép thi tuy chinh va hoat dong cua bd phan tro giup
thong minh. T chtic ciia ban s& quan 1y cac dau vao khac nhau cta dir liéu tir ban
hang, tiép thi, ban tro giup va cac kénh truyén thong xa hoi nhu thé nao cho hop

Ve

ly?

Hé thong CRM ty dong sé& trang bi cho nhom cua ban dé tuong tac hidu qua véi
khach hang va quan 1y sy tuong tac ctia khach hang trong mét ctra s6 xem mot 1an.
N6 s& cung cap mdt nén tang toan dién dé quan ly cac diém tiép xiic bang giong
no6i, email va tro chuyén cua khach hang voi dai dién ban hang. N6 cung cip kha
nang hién thi 5 rang trén moi lién hé hodc khach hang tiém nang dé cac thanh vién

trong nhom ctia ban c¢6 thé quan 1y cac giai doan quy trinh khac nhau.
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Cdc tinh ning quan trong can chii y trong CRM

Quan 1y phéu

Phéu ban hang 13 mot phan quan trong trong to chirc ctia ban. N6 gitp ban danh gia

co hoi va kho khin nim & dau trong chu ky ban hang, dong thoi giup ban tao du

bé&o ban hang chinh xac.

Nhung chinh x4c thi phéu ban hang 1a gi? Noi mot cach don gian, vdi phéu, ban c6

thé thdy timg khach hang dang & dau trong chu ky ban hang. N6 cho biét co bao

nhiéu giao dich du kién s& két thuc trong mot tuan hodc thang cu thé. Ngoai ra, ban

cO thé nhan dugc thong tin vé hi¢u suat cia nhan vién ban hang va liéu ho c6 gan

dat dugc cac muc tiéu da thiét 1ap hay khong.
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Sleepy Hollow deal
Sleepy Hollow
® s12,000

Erinsborough deal
Erinsborough

& 51,000

Big Bear deal
Big Bear
# $12,000

Proudfeet deal
Proudfeet

@ $33,000

Oceanic Airlines deal
Oceanic Airlines

@ $4,500

Solvang deal

Solvang

& $1,000

Sunnyvale deal

Sunnyvale
& $50,000

Contact Made

§72,500 - 5 deals

Boardwalk deal
Boardwalk

@ $33,000

Erebor deal
Erebor

Arrowhead deal

Arrowhead

& 51,000

Weatherfield Businesses
deal
Weatherfield Businesses

® 1,000

Needs Defined

$111,500 - 5 deals

Stinadla deal
Stinadla
& 512,000

Bass Industries deal
Bass Industries

@ $33,000

Hilldale deal
Hilldale

@ $4.500
Ferndale deal
Ferndale

M $12,000
Springfield deal
Springfield

& $50,000

+

$423,000 - o $366,250 - 23 deals

Proposal Made

$71,000 - 4 deals

Tri State Realty deal
Tri State Realty

@ s4.500

Tuscany Hills deal
Tuscany Hills

@ s4.500

Kings Oak deal
Kings Oak

& 512,000

Jokertown deal
Jokertown

& 550,000

Navigation feedback
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I' Pipeline v = Everyone v

Negotiations Started
$54,500 + 2 deals

Retroville lvy Hills deal
Retrovilte Ivy Hills
& $50,000

Viasat deal

Viasat
@ 54,500

Quan ly hoat dong
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Phéu ban hang ctia ban 1a diém thu hut chinh va cac hoat dong chay song song.
Hoat dong ban hang dong gdp vao dong chay cua doanh nghiép va cé thé gitip cho
viéc ban hang thanh cong hay thét bai.

Céac hoat dong ban hang ctia ban ¢ thé quan Iy dugc va 1a nhimg gi ban c6 thé
nam bat nhiéu nhét. Tang trudng doanh thu 1a muc tiéu, tuy khong thé nim bat

duoc nhung ban c6 thé nam bat dugc nhiing viéc minh lam dé dat dugc muc tiéu.

Céac hoat dong nay bao gdm goi dién, theo ddi email va 1én lich hop va nhan vién
ban hang ciia ban c¢6 thé xir 1y tit ca. La mot nguoi quan 1y, ban phai gitip ho tré

nén gio1 hon.
Tich hgp Email

Theo doi cac thong tin lién lac cé thé kha phtrc tap va rac roi. Néu dir liéu va email
cua ban bi phan tan, viéc quan ly lién h¢ véi khach hang co thé kho khan. Vi 1y do
nay, cac CRM tét nhéat dd co chic ning email trén nén tang cta ho. Chi can tich

hop tai khoan Gmail, Outlook hoac SMTP dé gtri email va 1én lich theo dai.

n gﬁtlv@%u Q + Navigationfeedback @ @ @

E |8 Propose times ~ 3activities ) = Everyone ~

All &, Call 2% Meeting (® Task [ Deadline # Email & Lunch To-do Overdue Today Tomorrow Thisweek Nextweek Select period

Done  Subject ¥ Deal Contact person A Email A Phone (4% -

N call

Johnny Crane

S call

S call Retroville lvy Hills deal
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Quan ly lién hé

Muc dich ctia CRM 1a gitp ban quan 1y quan hé khach hang. Vi vay, diéu hop 1y 1a
cac nén tang t6t nhit cung cap cang nhiéu thong tin vé khach hang cang tot. Piéu
nay bao gom chi tiét to chuc, chi tiét lién hé, theo doi email (email md, v.v.) va tién

trinh lién lac.

T6t hon nira, cac nén tang CRM t6t c6 thé nhan duogc lién h¢ tir cdc ngudn khac,
chang han nhu: Linkedln va c4c nén tang xa hoi khac. Viéc lam giau dit liéu nay co
thé cung cap nhiéu thong tin ma khong doi héi nhiéu nd luc. Sir dung dir liéu thu

duoc dé ca nhan hoda cac tuong tac voi khach hang tiém nang ctia ban.

Ngoai ra, ban c6 thé 1én lich céac hoat dong ban hang, chi dinh dia chi lién h¢ cho
nhan vién ban hang va giri email truc tiép tr man hinh lién hé. Chon mot CRM

cung cap cang nhiéu thong tin lién hé cang tot.

Béo cao ban hang

Vi rat nhiéu dir liéu c6 san, CRM cua ban s& giup ban biét phai lam gi v&i né. Bao
cdo ban hang s€ giup tra 101 cac cau hoi chinh. Diéu nay c6 thé bao gom 1y do tai
sao mOt sO nhan vién ban hang. lam to6t hon nhitng nguoi khac va liéu ban c6 dang

di dung hudng dé dat cac muc tiéu hang nim cta minh hay khong.
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Cac nha quan 1y gioéi phai biét can c6 bao nhiéu lién hé va hoat dong dé cht mot
thuong vu. Ban cling can biét mat bao 1au dé hoan thanh mdt thoa thuén va nhirng

kho6 khan 16n nhat nam & dau.

Théng tin nay khong duoc thu thap tir phong doan, vi viy CRM ctia ban can kha

nang bao cdo dé gitp ban hi€u rd hon vé no lyc ban hang cua minh.
Du bao doanh so ban hang

Cong cu du bdo ban hang giup tu dong hda quy trinh quan 1y ban hang ctia ban. N6
cling ¢ thé gitip nhan vién ban hang cua ban tap trung ma khong giy ap luc cho
ho. Trén thuc té, diéu nay s& cho phép nhan vién ban hang tap trung vao nhiing gi

ho 1am t&t nhét: ban hang.

gtls ng &driuibtive fevenue forecast?

by Deals

A Everyone * | Months = Quarters | w Probabllity adjustment 40 deals not shown

$31.8K $31.8K I won
$31K $31K A s
$30K I Open
5251
$20
$15¢
Siok $9.38K $9.38K $9.8K $9.8K $9.8K
$5¢
450 $450 $450
$0 o o ——
Jan eb A Aug S o
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Everyone $450 $450 $450 $9,376.58 $9,376.58 $9,826.58 $9,826.58 $9,826.58  $30,98221  $30,992.77  $31,792.77  $31,792.77
Kristjan Jarisoo - - - - - - . - $2090083  $20,90434  $20,90434  $20,504.34
Aar Kirikal $450 $450 $450 $9,376.58 $9,376.58 $9,826.58 $9,826.58 $9.826.58 $9,916.58 $9,016,58 $9,916.58 $9,916.58
Average $56.25 $56.25 $56.25 $1,172.07 $1,172.07 $1,228.32 $1,228.32 $1,228.32 $3,872.78 $3,874.10 $3,974.10 $3,974.10
doris.halimagi - . . . . . . . . o $800 $800
Oleg - - - - - - . % $164.30 $164.80 $164.80 $164.80
monika 5 : - S < - & 5 X $7.05 $7.05 $7.05

Tham khao thém:

« HDI la gi? Cong thuc tinh chi s6 HDI chuin nhét ban nén biét

« GPS la viét tit cua tir gi? Ung dung caa GPS trén dién thoai 1a gi?
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Hy vong nhiing thong tin chung toi tong hop trén da gitip ich cho ban tim hiéu 1d
vé CRM la gi ciing nhu céc thong tin quan trong vé loi ich, vai trd cia CRM trong

quan ly quan hé khach hang. Tran trong.
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