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GIAI PHAP HOAN THIEN HOAT PONG
CHAM SOC KHA CH HANG TAI CONG TY
TNHH TU VAN XAY DUNG PAI NAM

® NGUYEN HONG NAM - LUU THANH TAM

TOM TAT:

Tinh hinh canh tranh trong linh vuc dich vu tu van x4y dung di€n ra ngay mot gay git, cic doanh
nghiép (DN) can phdi tim cdch nang cao chit lugng dich vu ctia minh; dic biét 1 dich vu chim séc
khdch hang (CSKH). Viéc nghién cttu mot cich c6 hé thong hoat ddng CSKH sé& gép phan gitip DN
nang cao kha niang canh tranh. T d6, xay dung dudc uy tin va thuong hi€u ctia DN trén thi trudng.
P& dat dudc muc tiéu nay, bai bao sit dung phuong phap nghién cifu dinh tinh bao gdm viéc tong
hop, phan tich mot céch c¢6 hé thong cdc dit liéu thong ké, k& thira nhitng k€t qua nghién ctu clia
cdc cong trinh nghién citu khoa hoc di c6; tir 46, duta ra mo hinh phén tich thyc trang dé d4nh gia vu
va nhudc diém; ddng thdi, dé xuit cdc gidi phap d€ nang cao chat lugng CSKH, cu thé cho Cong ty
TNHH Tu van xiy dung Pai Nam (Cong ty Pai Nam) tuong Gng v6i 4 gidi phap bao gdm hoan
thién co s& dit liéu khach hang; dua ra chinh sach khuyén khich khach hang mdi; hoan thién cong
tac td chitc bd may CSKH; va nang cao y thic va trinh do cta cdn bo cong nhan vién (CBCNV)
trong cong ty.

T khéa: chim séc khach hang, cdn b cong nhan vién, chit lugng dich vu, dich vu, Cong ty

TNHH Tu van xay dung Pai Nam.

1. Dat vin dé

Hoat dong CSKH la mot trong nhitng yéu t&
then chét gidp DN tao ra sy khdc biét, ning cao
hinh 4nh chat lugng dich vu ctia minh trong tAm tri
khach hang, duy tri khiach hang hi€n c6, gia ting
khdch hang trung thanh, thu hiit khdch hang tiém
ning va gidm chi phi sdn xuit, kinh doanh cho
DN. Khach hang 1a m6t trong nhitng tai san quy
gid nhat cia doanh nhiép [1]. Ho 12 ngudi mang
dé&n 1¢i nhuin cho DN, gép phan vao sy ton tai va
phét trién ctia DN. Trong xu th&€ hdi nhap qudc t&,
khi Viét Nam 1a thanh vién cia WTO, bén canh
nhitng co hdi ¢6 dugc 1a nhitng thach thic khdng
thé tranh khdi, trong b&i canh thi trudng hién nay

mang tinh toan cAu, hau nhu cdc nganh déu cé su
canh tranh gay git. Do d6, cdic DN Viét Nam cin
phdi 1am th& nao d€ gitt vitng lugng khach hang
hién c6, cling nhu khdch hiang tiém ning 13 mot
van dé quan trong. Mit khiac, mdi mot sin phdm
hay dich vu ciia mdi cong ty c6 dic thi 1a chi dem
lai doanh thu cho DN khi khdch hang s dung sdn
phdm va dich vu. Qu4 trinh st dung sidn phim va
dich vu cua khdch hang l1a qud trinh quan trong
nhat. Vi vy, mdi buéc di, quyét dinh, néu sd suat
trong viéc dem lai sy hai long cho khach hang
déu c6 thé din d&n su tén that cho DN va hon nita
con din dé&n su that bai cho DN. Viéc nghién citu
mdt cdch c6 hé thdng hoat dong CSKH s& gép
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phin giip DN ning cao khd ning canh tranh, tir
d6, xay dung dugc uy tin va thuong hiéu ctia DN
trén thi trudng.

Nwulu, C. Stella, Nwokah, N. Gladson (2018),
“Customer service management and marketing
performance of food and beverage manufacturing
firms in Nigeria” nghién ctu mdi quan hé giita
quan 1y dich vu khdch hang va hoat dong
marketing ctia cdc cong ty sin xuat thyc pham va
dd udng & Nigeria. Nghién citu da st dung két qua
khdo sdt tir 15 cong ty thyc phadm va db udng, sau
d6, phan tich chi ra dugc mdi quan hé twong quan
4nh huéng cla quin ly dich vu khdch hang dén
doanh thu, thi phan va 1¢i nhudn. Nghién cttu cling
da chi ra ring mitc do0 CSKH c6 dnh hudng truc
ti€p dén sy gia ting thi phin cla cong ty trén thi
trudng, quan 1y dich vu khdch hang khi phdi hop
véi cdc hoat dong quén tri phtt hgp sé lam ting
doanh thu, thi phan va 16i nhuin clia cdc cong ty
san xudt [2]. Jose G. Vargas-Hernandez, Edgar
Jose, Gdlvez Moreno (2018), “The impact of
customer service of Mexican companies based on
customer care” nghién cfu mdi tuong quan giita
dich vu khich hang va CSKH; ddng thdi, phin
biét su khdc nhau giita hai y€u t& nay clia cic cong
ty vlra va nhd & Mexico. Nghién citu ciing da chi
ra ring dich vu khdch hang c6 mdi 4nh hudng truc
ti€p dén CSKH [3]. Mdi ngudi lao dong dudgc
chu&n bi va huan luyén vé tim ly phii hop véi tiing
vi tri cdng viéc thi ho s& ty gidc thuc hién tot dich
vu khach hang, ti€p theo 1a chim séc t6t khich
hang. Nha quin 1y cin phdi nhin thic 16 mdi
tuong quan va sy khac biét giita hai bi€n sd nay dé
4p dung céch thitc dao tao nhan vién cla ho tot
hon ciing nhu 4p dung chi€n lugc marketing phu
hgp nhim dat dugc 10ong trung thanh cda khach
hang [4]. Nghién cttu cling dua ra cdc khuy&n nghi
ddi v6i cdc cong ty dich vu 13 cAn phdi néu ra tim
quan trong ctia su khdc biét gifta hai bi€n nay vi
thudng ho xem dich vu khiach hang va CSKH Ia
nhu nhau. Gede Juanamasta (2020), “The role of
customer service through customer relationship
management to increase customer loyalty and
good image” nghién ctu cdc dnh hudng cta cic
dich vu CSKH dé& ning cao 1ong trung thanh ciia
khich hang va hinh dnh t3t vé cong ty tai PT Sun
Star Motor Blitar, Indonesia [5]. Nghién cttu da
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thuc hién cdc cudc phdng van siu vé vai trd clia
dich vu khdch hang thong qua quén tri quan hé
khdch hang. Nghién cttu da chi ra nhitng bat cap
va nhitng han ché€ ma PT Sun Star Motor Blitar
dang gip phdi va khing dinh vai trd clia quén tri
quan hé khach hang trong CSKH 1a rit quan trong.
Qudn tri quan hé khdch hang cho phép ti€p nhan
nhanh cdc khi€u nai ctia khdch hang thdng qua
viéc cung cAp nhitng thdng tin mong mudn theo
yéu ciu ciia khich hang trong pham vi cho phép
va chuyén xit Iy ddi véi cac trudng hgp cin thiét.
CSKH huéng t6i xay dung mdi quan hé gin két
vdi khdch hang vé lau dai. Phan Pinh Luyén
(2014) v6i nghién cttu “Hoan thi€n cong tic chim
s6c khdach hang cia VNPT Long An” da st dung
mo hinh ctia Parasuraman va dua ra 5 nhan 8 vé
chatlugng dich vu d6 1a: tin cay, ddp dng, ning luc
phuc vu, dong cdm va phuong tién hitu hinh [6].
Nghién cttu da dua ra cdc gid thi€t va két qua dat
dudc dya trén 5 nhan td trén d€ néilén cdc chi tiéu
ddnh gid chdt lugng khach hang; trong dé, yé&u to
tin cdy, ddp Ung, ndng lyc phuc vu tdc dong truc
ti€p d&€n hoat dong CSKH. Nguyén Dinh Tho va
cdc tac gia (2003) da thyc hién nghién ciu do
ludng chit lugng dich vu vui choi gidi tri ngoai
troi, “Po ludng chit lugng dich vu khu vui choi
gidi tri ngoai trdi tai Thanh phd HO Chi Minh (TP.
HCM)” [7]. Nghién cttu ndy da dya vao Iy thuyét
chat lugng dich vu, ly thuyét do ludng va ddnh gid
thang do da c6 trén thi trudng th€ gidi va nghién
ctru kham pha thi trudng vui chdi gidi tri ngoai troi
tai TP. H6 Chi Minh. K&t qud cudi cling clia
nghién cttu nay cho thdy tai thi trudng dich vu vui
choi gidi tri ngodi trdi, chat lugng dich vu dugc
quyét dinh bdi 4 y&u t& chinh, gdm: tinh ddp tng,
su ddong cdm, do tin cdy va phuong tién hitu hinh.
K&t qua nay ciing cho thiy d€ tao su thda min cho
khich hang, mdc dd didp ong va phuong tién hitu
hinh 12 mifc do wu tién hang dau [8].

2. Co s 1y luan vé cham séc khiach hang

CSKH la nhitng hoat ddng ctia ngudi cung cap
san phadm, dich vu 1am cho khach hang cia minh
hai 1ong qua k¥ ning giao ti€p, cdch thic, thdi do
phuc vu. CSKH Ia phuc vu khiach hang theo cich
ma ho mong mudn d€ giit khdch hang ma DN dang
¢6 [9]-[10]. Viéc CSKH phdi dugc thyc hién toan
dién trén moi khia canh, cu thé:



QUAN TRI - QUAN LY

+ Y&u t sdn phim: Su da dang, chat lugng quy
cach va dich vu hau mai.

+ Y&u t§ thun tién: Pia di€m, diéu kién giao
hang, d6i hang, thanh ton.

+ Y€u td con ngudi: Ky niing, trinh do, thai do,
hanh vi.

Nhu vay, CSKH 1a tit c& nhitng gi ma mot DN
c6 thé lam d€ thda min nhu ciu va mong ddi clia
khach hang. CSKH la phuc vu khach hang theo
cdch ma ho mong muén.

CSKH la phuc vu khédch hang theo cdch ma
khach hang mong mudn. Vi vdy, cdc t6 chiic DN ¢
thé ¢6 cdc hinh thitc CSKH khdc nhau. C4c hinh
thitc bao gom:

+ DN ty t8 chiic mang lusi CSKH;

+ DN thué cdc t8 chic khach thuc hién cong tac
CSKH.

Cac phuong thitc CSKH dugc cac DN st dung
phong phi, mdi phudng thic ¢6 uu, nhude diém
nhat dinh. P& lya chon phudng thic phit hdp nhat,
cdc DN phdi cin ¢t vio yéu ciu ciing nhu ngudn
Iyrc ctia minh. Cic phudng thitc CSKH bao gdm:

+ Chédm séc truc ti€p tap trung;

+ Chiam séc truc ti€p phan tin tai cic dia diém
ban hang;

+ Chim séc tryc ti€p phan tdn tai dia chi cla
khéach hang;

+Chim séc gidn tiép.

Céc y€u t0 adnh huéng d&€n hoat dong CSKH
bao gdm:

+ Nhan t6 khich quan: hoat ddng CSKH ctia DN
chiu 4nh hudng ctia nhiéu nhin td khach quan khic
nhau. C6 thé chia nhan t& khdch quan thinh 2 nhém
nhin t6 12: nhém nhén & thudc moi trudng vi mod va
nhém nhin t6 thudc mdi trudng vi mo.

+ Nhan t6 chli quan: cdc nhan td chli quan 4nh
huéng dén cic hoat ddng CSKH ciia DN 1a: cd s6

vat chat k§ thuat, chinh sdch ddi v6i cadc nhan vién
truc ti€p lam nhiém vu CSKH, nhin thifc cda
CBCNV, cd ciu t3 chic.

Tam quan trong cia CSKH bao gdm: thu hiit
khich hang va tao ra su gidn két, ting thi phan va
mifc do tiéu dung, st dung san phim va dich vu,
phuong phdp quéng cdo mién phi va hiéu qui.
CSKH gitip DN duy tri khach hang hién tai, tao ra
khdch hang trung thanh va thu hit khdch hang tiém
nidng, gitip DN gidm chi phi kinh doanh va nang cao
101 th& canh tranh [11].

3. Thyc trang hoat dong chiam séc khach
hang tai Cong ty Pai Nam

3.1. Gidi thiéu chung Cong ty Dai Nam

Cong ty Pai Nam dudc thanh 1ap theo Gidy
chitng nhan ding ky kinh doanh s6 0309476789 do
S& K& hoach va Pau tv Thanh phd Hb Chi Minh
cAp ngay 02 thang 11 nim 2009, cAp ddi l1an thi 7
vao ngay 15 thang 01 nim 2018 1a DN hoat dong
chinh trong Iinh vuc x4y dung dian dung va cong
nghiép, tu vin gidm sdt cdc cong trinh cong cdng va
dan dung, thi cong ha ¢o s& céc khu du dn chung cu
va do thi, diu tu kinh doanh bat dong sin.

Tinh hinh sdn xu4t, kinh doanh nhitng nim gan
day ctia Cong ty dugc thé hién nhu Bang 1.

Nhin chung, doanh thu 3 nim qua ctia Cong ty
c6 su sut gidm, do dién bi&€n phifc tap clia dich
Covid-19, toan TP. HCM da trdi qua cdc dgt thuc
hién gidn cdch xa hoi theo chi thi 15, 16; moi hoat
dong gin nhu dirng lai hoic hoat dong & mic duy
tri, ddc biét 1a ndm 2022. Cong ty Pai Nam ciing
khdng nim ngoai tinh trang chung d6, hoat dong
sdn xudt, kinh doanh tai Cong ty bi 4nh hudng
nhiéu mit. Cu thé nhu sau: cong tic tw van va thi
cong cho cdc khach hang & pham vi ngoai TP.
HCM bi cham hodc tam ngung thuc hi€én do sy han
ch& di chuyén tir TP. HCM dén céc dia phuong

BAng 1. K&t qud sén xudt kinh doanh giai doan 2020-2022

Bon vj tinh: triéu déng

) 2021 2022
Chi tiéu 2020
Thuc hién Ty 18 (%) Thuc hién Ty 18 (%)
Doanh thu 144,296.00 133,602.00 92.59 117,618.00 88.04
Lgi nhuan sau thué 378.30 161.60 42.72 -2,800.00 -1,732.67

Nguén: Cong ty Pai Nam
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trong thdi gian gian cdch xa hoi. Cong tac xay dung
tam ngung trong khodng thoi gian nay ciing anh
hudng rat nhiéu d&€n hoat ddng sdn xuat, kinh doanh
clia Cong ty. Viéc tim ki€m ngudn khdch hang tiém
ning &€ md rong doanh thu sin xuit khic chua
tri€n khai dugc nhu du ki€n ban dau.

3.2. Thuc trang hoat dong chdam soc khach hang

Dé ddm bdo hiéu qué trong cong tic CSKH,
Cong ty Pai Nam da dua ra 7 quy tic giao ti€p va
dap ng yéu cau khach hang dé€ quan triét thyc hién
trong toan thé Cong ty, nhu trinh bay tai Bang 2.

Tur viéc thuc hién 7 quy tic ndy s& khi€n cho
khach hang vira 1ong khi d&n giao dich véi Cong ty
DPai Nam, cdc huéng din dudc cong bd rd rang
minh bach, phong ti€p xic khach hang thodng m4t,
lich su tao cho khach hang cé cdm gidc than thién,
an can thodi mai.

Cac chinh sach cham s6c¢ khach hang cia Cong
ty Pai Nam bao gdm:

+ Chinh séch chi€t khiu thuong mai: 1a khodn
DN bédn gidm gid niém yét cho khach hang mua
hang vé6i khdi lugng 16n.

+ Chi€t khiau thuong mai sau nhi€u lan mua
hang: Tai Cong ty Pai Nam, sau khi khiach hang
mua hang nhiéu 1an ma dat dudc s6 tién nhat dinh.

Trong giai doan hién nay, khi tinh hinh canh

tranh vé cic dich vu xay dung trén thi trudng ngay
cang tr§ nén gay gdt, Cong ty Pai Nam dd ngay
cang chi trong hon dé&n viéc xay dung va thuc hién
cdc hoat dong CSKH. Vi nhitng nd luc khong
ngiing, Cong ty da dat dugc mot s& két qud nhat
dinh sau:

- C6 ddi ngli CSKH thuyc hién Ivu dong dén tiing
kh4ch hang khi c6 nhu cAu clia khdch hang. Do dé,
da tao dugc an tugng tot cha khach hang vé dich vu
xay dung.

- Thi€t 1ap hé thong dudng day néng CSKH qua
s6 dién thoai néng. N€ukhach hang thic mic thi
dién qua dudng day néng sé& dudc tré 15i truc ti€p va
dugc giai ddp mot cach nhanh chdng, tao tim ly
thodi mai cho khach hang.

- Viéc gidi quy&t khi€u nai clia khach hang ngay
cang nhanh gon hon, s6 lugng khi€u nai gidm b6t
nhiéu do cdc khau dugc quan ly chit ché va dong
bd. Vi chinh sdich CSKH hién tai, da thiét 1ap dudc
mdi quan hé t6t dep vdi rat nhiéu khich hang 16n.

Nhitng két qua budc dau nhu trén di trd thanh
dong luc, ngudn ¢ vii rit 16n cho can thé Cong ty
ti€p tuc hoan thién thém cong tdic CSKH.

Ngoai nhitng thanh cong Cong ty Pai Nam da
dat dudc, ciing ton tai mot s& han ché Cong ty cin
khic phuc, cu thé nhu'sau:

Bdng 2. Quy téc trong giao ti€p va dép ling yéu cau khdch hang

Noi dung

Ludn thé hién su ton trong, lich sy, binh dang va hop tac. Nhiing yéu c4u trong kha nang, chiic nang, nhiém vy
phai thyc hién t6t, yéu cau nao khdng thé thyc hién thi an can gidi thich dé khach hang hiéu ro.

2 | Cam moi cli chi, 16i ndi thi€u van minh, mdc ngoac, de doa, clia quyén.

nhiing diéu kién ngoai quy dinh.

Thuc hién co trach nhiém va diing nhiém vu dugc giao, giai quyét ding hen, diing ndi dung, day dd, rd rang nhiing
3 | yéu caukhach hang, trén co sé cac quy dinh clia Nha nudc, Tap doan, Tong cong ty va Cong ty, khong tu dat ra

4 C&m lgi dung cuong vi, vi tri cdng tac, nhiém vu dugc giao dé voi vinh, nhiing nhigu gay phién ha cho khach hang.

¥, cho phép vao hién trudng clia khach hang.

Chi thuc hién cong tac khi co du diéu kién, thu tuc theo quy dinh, néu cdng tac tai hién trudng can phai co su dong

6 | Cam sudung rugu, bia, chét kich thich trudc va trong khi lam nhiém vu.

ddng ndi dung, nhiém vy, quyén han dugc giao.

Viéc giao ti€p, xem xét va giai quyét nhu cau khach hang dugc coi la hgp phap khi cac CBCNV dugc giao nhiém
7 | vy, thuc hién ding quy dinh vé nai giao ti€p, trang phuc, thé CBCNV, phiéu cong tac, phi€u giao nhiém vu... va

186 $6 21 - Thadng 10/2023

Nguén: Phong Kinh doanh - Céng ty Pai Nam



QUAN TRI - QUAN LY

- Vin héa Cong ty chua thuc hién dudc ddng bo.
Nhén vién CSKH c¢6 trinh d chuyén mon khong
ddng déu nhau, con nhiéu van d& chua dugc xt 1y
linh hoat.

- Viéc tuyén truyén quing cdo, ti€p thi chua
dugc thuc hién rong rdi cho ngudi st dung, nén
chua tin dung dugc hét khich hang c6 nhu ciu st
dung vu. Bén canh d6, cic chinh sich khuy&n mai
clia Cong ty ciing thi€u tinh chi€n lugc nén chua
thuc sy khuyén khich kh4ch hang st dung dich vu
lau dai.

- C4c hoat dong CSKH clia Cong ty chura xuat
phat tir thuc t€ va chua thuc sy chii dong. Nhin
chung, cdc hoat ddng CSKH ctia Cong ty con don
18, chua dugc xay dung thanh mdt chién luge hoat
dong cu thé.

- Noi dung céc hoat ddng phan 16n chi chd trong
vao cdc hinh thitc khuy&n mai. Qua k&t qua diéu tra
khach hang, Cong ty Pai Nam da nhan dudc mot s6
phén dnh nhu sau:

+ Viéc ti€p nhan khach hang tai dia chi giao
dich vao gid cao diém con cham.

+ Cac kénh giao dich véi khach hang con it,
chua ddp ng dugc nhu ciu giao dich véi khich
hang v&i cong ty.

+ Thu tuc, quy trinh dich vu phtc tap. Chinh vi
vay c6 nhiéu khach hang di chuyén sang st dung
dich vu clia cdc ddi thi canh tranh véi thi tuc don
gian hon.

- Do6i khi, hoat dong CSKH chua thdng nhit,
thi€u sy don doc kiém tra clia Cong ty, vi pham vé
th4i d6 phuc vu chua mém déo giy cho khach hang
khong hai long.

- Cong tdc nghién cttu thi trudng chua phat huy
dudc hét th€ manh. P&i véi khdch hang tiém niing
chua st dung dich vu hodc dang st dung dich vu
clia d6i thd canh tranh, hodc ngiing st dung dich
vu ciia don vi chuyén sang st dung dich vu ctia d&i
thd canh tranh, Cong ty Pai Nam chua c6 cdc hinh
thire tich cuc d€ tim hiéu, tham do, nghién ctu thi
trudng, ddp ng nhu ciu clia khich hang tiém
ning, thuyé&t phuc khdch hang quay lai st dung
dich vu.

- CSKH khong chi don thuin 13 nhiém vu clia
cdc nhan vién ban hang hay cic nhan vién thudng
xuyén ti€p xiic v6i khach hang. Bat ky cd nhan
nao trong DN ciling phéi thuc hién mdt nhiém vu

nao dé cho mdt s6 ngudi khic trong DN minh, tiic
la ai cling c6 khdch hang va d6 1a cdc khach hang
bén ctia DN.

Nhitng ton tai vé hoat dong CSKH clia Cong ty
Pai Nam c6 thé thdy 1a do nhitng nguyén nhan sau:

- Nhan vién chua nhan dudc su khich 1& vé vt
chit va tinh than théa ddng khi CSKH t6t.

- Viéc bdi dudng va phat trién luc lugng cdn bd
c6 chuyén mon vé cong tdc maketing cling nhu
CSKH trong Cong ty chua dudc tién hanh day dd,
hoan chinh va rong khip.

- C4c hinh thifc khuyé&n maii, quing cdo khdng
hiéu qua do chua thuc sy chd trong va cdc kénh
thong tin it, nhiéu khi thong tin vé khuy&n mai hay
quang cdo khong d&€n dugc ngudi tiéu dung hoic
dén noi ma khong dy da.

- Céc nha quan ly chua thyc sy chi trong vé van
dé chi phi va 1gi nhuan din d&n khong dd nhan vién
d€ phuc vu khach hang, chua kip thdi du tu trang
thi€t bi m&i ddp ing nhu ciu cdng viéc thuc t€.

- C4c san phdm thay th€ mang lai sy tién 10i,
chit lugng cao, hoic theo nhu cAu sé thich clia tiing
nhém d6i tugng khach hang con it. Do thi€u doi ngil
chuyén vién trinh d cao vé CSKH, khi&n cho cdng
tdc nghién ctu thi trudng chua thyc sy chuyén sau
nén cham dua ra cic san pham méi hoic san phim
thay thé& va khi dua ra rdi c6 mot so lai khong thuc
st phit hdp véi thi hi€u ctia khich hang.

- Hé thong cd s& dit liéu khach hang 13 cin ct dé
xay dung cic chinh siach va ndi dung CSKH. Viéc
hoan thién co s§ dit liéu 14 diéu kién tién quyét dé
hoan thién cong tdc CSKH. Tuy nhién, viéc nay
van chua dudc hoan thién va quan tim ding mic,
xay dung cd s& dif liéu vé khach hang con tho so.

4. Phuong huéng va muc tiéu phat trién cia
Cong ty Dai Nam

4.1. Phuong huéng

P& c6 mot huéng di ding din, mot chién lugc
phét trién 1au dai ddm bdo cho sy phat tri€én bén
viing trong thdi ky canh tranh va hoi nhap, Cong ty
Pai Nam di dé ra cdc dinh hu6ng phét trién nhu sau:

- Cung cip dich vu méi, cu thé 1a giit vitng va
niang cao chat lugng dich vu chap hanh nghiém
chinh cdc thé 18, thii tuc va quy dinh, khong d€ siy
ra sai s6t nghiép vu, tich cyc nghién cttu dé phat
trién thém dich vu m&i va dé ra bién phip d€ gianh
lai thi trudng doanh thu cao.
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- Chinh s4ch hoa hdng, chi€t khiu linh hoat va
bam sit chi dao cia Cong ty.

- Giao khodn san Iugng, doanh thu, don gi4 tién
luong dén tirng don vi d€ tién tdi giao khodn dén
tirng c4 nhan.

- Gidm d6c tryc ti€p quan 1y va chiu trdch nhiém
vé cong tic thu ng.

- Viéc mua sim cdng cu dung cu phai dudc kiém
sodt chit ché, chi mua khi thuc su can thiét.

- Quy dinh lai ch& do st dung va thanh to4n cudc
dién thoai, dinh mifc sit dung, vin phong phim.

- Ra sodt lai cong tdc dao tao, viéc do tao, bdi
dudng ngin han va dai han dugc thuc hién trén
nguyén tic chitc danh nio can trinh d6 dio tao dén
dau thi dio tao dén d6.

- Khén truong ban hanh cdc quy dinh, quy ché
d€ tao hanh lang phap ly cho hoat dong va cong tac
quanly.

- Kip thdi phat hién nhitng nhan t& tich cuc dé
dong vién khen thudng, ddng thdi cling phat hién
nhitng vi pham sai s6t &€ phdi hdp véi chuyén mon
¢6 hinh thiic x&¢ ly phit hop.

4.2. Muc tiéu

P& Cong ty Pai Nam thyc hién dugc cic chi tiéu
kinh doanh ciing nhu chi&n Iugc phat trién 1au dai,
don vi cAn phai t8 chifc nghién cifu thi trudng nhim
xdc dinh nhu cau tiéu dung cdc dich vu, phit hién
nhitng yéu cAu cAn doi hdi cla khiach hang ddi véi
cdc dich vu hién c6 d€ c6 bién phdp diéu chinh
nang cao chat lugng phuc vu, ddm bio giit thi phan
khédch hang hién c6. Pong thdi, khoi day tiém ning
st dung dich vu cia khach hang. Viéc xdc dinh gitt
vitng khdch hang hién c¢6 vi muc tiéu phat trién
khach hang, thi trudng 1a mot trong nhirng muc ti€éu
c6 y nghia hét siic quan trong trong toan bd muc
tiéu phat tri€n ctia DN.

5. Giai phap nhim hoan thién hoat dong
chiam soc khach hang tai Cong ty Pai Nam

T nhitng phan tich han ché va nguyén nhan ton
tai trong cong tic CSKH va dinh huéng phét trién
clia Cong ty Pai Nam, ching toi dé xuit mot s§ gidi
phap @& gép phan hoan thién hon cong tic CSKH
tai Cong ty Pai Nam. Cu thé:

5.1. Xdy dung va cd@p nhdt co sé dit ligu khdch
hang

P& CSKH t6t, khong gi ot hon 1a phai hiéu ro
khach hang; nhu vdy, méi that sy bi€t dugc khach
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hang cin gi va phai cung cip phuc vu khach hang
th€ nao cho ho hai long. Do vay, Cong ty Pai Nam
cAn phai xay dung, cip nhit co s§ dit liéu khich
hang. Hién nay, tai b6 phan CSKH ctia Cong ty chi
quéan 1y cd sG dir liéu ctia khdach hang v6i nhitng dir
liéu don gidn nhu: tén, dia chi, sdn phim stt dung,...
chua xay dung dudc mot co s3 dit lidu vdi day da
moi thong tin vé khich hang. Dit lieu vé khich
hang bao gdm cdc thong tin vé khach hang, thong
tin do khach hang tao ra va cic thong tin khich
hang c6 thé gitip DN hi€u dudc khdch hang. Cic
thong tin nay c6 thé gitip chi ra cdc thi trudng can
huéng t6i va cdc khiach hang can phdi quan tAm
chim s6c dic biét. Cac budc chinh trong viéc xay
dung cd s§ dit liéu khdch hang bao gdm:

Budc 1: Xay dung cdc thdng tin, dit liéu cd ban
vé khach hang nhu la: tén, tudi, dia chi lién lac, san
lugng khach hang s dung dich vu ciia DN.

Budc 2: Sau khi da xay dung dugc cd sé dit liéu
tho can thuc hién sdp x&p va phan loai khdch hang.

Budc 3: Khi phan loai dugc cac khich hang 16n,
dic biét cAn ti€n hanh thu thap bd sung thém cic
thong tin chi ti€t. Thong tin cang chi tiét, cang gitip
ich cho viéc CSKH.

Bu6c 4: C6 dude co s dir liéu rdi cAn phai
thudng xuyén cip nhat thong tin theo mot khodng
thdi gian nhat dinh, ty theo dic di€m ctia DN c6
thé cap nhat theo tuan, theo quy.

5.2. Dé xudt cdc chinh sdich khuyén khich
khdch hang moi

+ Cung cip sO luong 16n hang khi ho mua Ian
d4u nhung chi tinh tién sdn phdm khi khach hang sit
dung;

+ D& xuit nhiéu mic chiét khau theo s& lugng;

+ Dé xuit chinh sich khéa gid: Cong ty nén chd
tam dé&n viéc ban cic sin phdm va dang phai doi
mit v6i van dé ting gia, cd ging du bdo tinh hinh
dé chi dua ting gia mdt 1an trong titng giai doan,
dirng ting gi4 nhiu 1an trong mot giai doan ngin,
vidé gdy matniém tin ctia khach hang.

+ Tao ra su tudng thudng hodc nhitng diém
trong chuong trinh.

5.3. Hoan thi¢n cong tdc to chiic by mdy cham
soc khdach hang

T8 chitc bd may CSKH d6ng vai trdo quan trong
trong cong tic quan ly va diéu hanh td chic cic
hoat dong CSKH, nang cao vi th€, uy tin ctia Cong
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ty Pai Nam d6i vdi khach hang. B bo may hoat
dong phat huy t6t hon vai trd ctia minh, cAn phai to
chic bd may theo huéng gon nhe, ning dong, linh
hoat, hi€u qua trén cd s& nhitng ndi dung sau:

- Cong ty nén thanh 1ap mdt bd phan chuyén vé
CSKH. Hién nay, mic dit cong tic CSKH van dang
hoat dong, nhung vAn chura hoan toan tdt va chua c6
bd phan CSKH 16 rang, vin nim trong Phong K&
toan - Tai chinh nén con gy ra nhiéu han ché& cho
DN. Phan cong trong b6 may CSKH phai c6 mot
ngudi gitt vai trd cha dao, 1a ngudi ¢6 nhiém vu
quén 1y toan dién, chiu trach nhiém vé& moi mit clia
hoat dong trong bd may do.

- T4 chitc cdc t6, nhém hoic chuyén vien CSKH
G cédc don vi tryc thudc. Quy dinh 16 chifc nang,
nhiém vu, quyén han ciia titng b phan, titng khau,
titng vi tri, tirng ngudi, &€ ho phat huy quyén tu chii
thyc hién nhi¢m vy dugc phan cong.

- Xac dinh, tuyén chon, bd tri nhan sy lam viéc
trong bd may CSKH Ia nhitng ngudi c6 ki€n thic,
am hiéu vé cong tic marketing va CSKH.

- Thuong xuyén xem xét danh gid thuc trang
hoat dong ctia bd may dé c6 nhitng bién phap chan
chinh va hoan thién. Cong tic nay cé y nghia quan
trong, nhd d6 c6 thé ki€ém tra dugc hiéu qua hoat
dong cua tirng khau, tirng bd phan.

- T chiic cic nhém CSKH d6i v6i nhém khich
hang 16n, khach hang déc biét.

- Cong tac hoan thién bd mady CSKH phai dugc
ti€n hanh song song v6i cong tdc tuyén truyén gido
duc, nang cao ¥y thitc kinh doanh va trinh d6 chuyén
mon nghiép vu clia ngudi lao dong. Nhitng 16p tip
hu&n vé cong tic kinh doanh néi chung va CSKH
né6i riéng. P6 chinh 13 co s& dé€ lanh dao céc don vi,
céc thanh vién tham gia 16p tap huin tv nAng cao
trinh dd va y thitc kinh doanh. Pdng thai chinh ho
s& trd thanh cdn bd dao tao tai don vi minh, d€ bién
nhitng ki€n thic thu thap dudc trd thanh kién thitc
va hanh dong chung cla toan don vi. K&t hdp véi
cong tdc daotao la hoc tap, rut kinh nghiém qua cac
hoat dong cu thé ctia don vi, xin don vi thi diém,
dién hinh sau d6 st dung trong toan don vi. K&t qua
la moi CBCNV sé& trd thanh nhitng nhan vién
CSKH khong chuyén, tao nén mdt mang Iudi
CSKH rong khip va dong bd.

- Viéc t6 chitc bd mdy CSKH theo huéng néu
trén c6 thé gidm b6t ganh ning cho b phan CSKH;

ddng thdi, tao ra bd mady CSKH chuyén siu hon.
Trén thuc t&, v6i diéu kién vé ngudn luc va ngudn
von clia don vi, cling v6i s quyét tAm ctia 1anh dao,
CBCNYV trong Cong ty thi nhat dinh gidi phdp sé
dugc thuc hién.

5.4. Niang cao y thiic va trinh dp cia cdn b
cong nhadn vién trong Cong ty Pai Nam

Ban linh dao Cong ty 1a nhan t6 quyét dinh cac
chién lugc kinh doanh cia DN, tAm nhin cta ho
quyét dinh quy md phuong thifc kinh doanh cia
DN, la nhan t6 chii chot dAn dén sy thanh cong hay
that bai clia DN. Céc cAp lanh dao phdi thudng
xuyén d8i méi tw duy d€ bt kip v6i su thay d6i ciia
thi trudng, kién quyét chi dao dat bing dugc nhitng
k& hoach d3 ditra.

Ngoai viéc ddm bdo ding s6 lugng va chat
lugng sdn pham ma khach hang va Cong ty di thda
thun trong hgp dong. Ting cudng co s& vt chatky
thuat va mdy méc nhim nang cao chat luong san
pham. Khi Ay, y&u t& con ngudi, y thitc, chat lugng
ddi ngii CBCNV c¢6 ¥ nghia rit quan trong doi véi
cong tic CSKH. Cong tic CSKH khdng con 1a viéc
riéng cia mot bd phan nao d6 ma phai trd thanh y
thitc cia moi lao dong tham gia. Riéng ddi vdi cdc
khau truc ti€p giao dich v6i khach hang nhu giao
dich vién, cong nhan vién truc ti€p can dudc ning
cao hon nfta § thic phuc vu khach hang, thai do
phuc vu chu ddo 4n can, niém nd. PE lam dudc diéu
nay, Cong ty cAn c6 bién phap gido duc tich cuc dé
moi ngudi déu nhan thiic mot cdch siu sic CSKH 1a
mot vii khi canh tranh manh nhat cda DN, 4nh
hudng dén sy sdng con va gidn ti€p anh hudng dén
thu nhap, cling nhu 1¢i ich cla titng ngudi trong DN.

bi d6i véi viéc nang cao y thitc kinh doanh,
tuyén truyén gido duc phai khong ngirng ning cao
trinh do cla cong nhian vién. Coi trong vin dé
tuyén dung dao tao, bdi dudng dio tao lai, khuyén
khich di hoc thém. DPdc biét 14 trong moi trudng
canh tranh hién nay, dé ting stic canh tranh, ting uu
th€ canh tranh thi phdi ddm bdo doi ngii ning luc la
rat cAn thiét.

D3&i v6i hinh thic dao tao, cAn da dang héa cic
loai hinh dao tao nhu sau:

- Luén phién clr cic nhan vién CSKH di dao tao,
vé& chuyén mon nghiép vu hoic tham du cic truong
trinh hdi thdo, hoi nghi vé CSKH.

- Ti€n hanh ki€m tra doi ngli CBCNV hién c6
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theo cédc tiéu thic: Ifa tudi, trinh do chuyén mon
nghiép vu, s& trudng, stic khde dé c6 k& hoach bdi
dudng, dao tao bd chi lao dong cho phi hdp véi
tirng bd phan. Ting cudng bdi dudng ki€n thitc
nghiép vu k§ thuit mdi chuyén sau hon dé ngudi
lao dong & ting linh vuc cdng tic nim vitng kién
thiic phuc vu t6t hon trong cdng viéc.

- B6i vdi lao dong quén 1y: khi kinh doanh trong
diéu kién canh tranh, ngudi quan 1y ngoai viéc biét
vé chuyén mon nghiép vu ho con phidi thudng
xuyén cAp nhat c4c thong tin vé cong nghé méi, cc
phuong phép quén 1y tién ti€n vé cdc chi truong,
chinh sach cia Nha nudc, cia nganh.

- D61 v6i céc lao dong k§ thuat: lao dong k§
thuat phai dugc thudng xuyén dugc dao tao va tai
dao tao dé thich tng v4i cong nghé mdi; tir do, lam
cht dugc cong nghé ky thuat mang ludi, giai dap
nhitng khé khin vuéng méc ctia khach hang.

- P6i véi nhan vién ban hang, CSKH: cAn dugc
dao tao cdc ky nidng khai thac, xt 1y nghiép vu,
ddng thdi nén khuyé&n khich nhan vién c§ ging hoc
héi, nang cao trinh d9, k¥ ning giao ti€p x{ 1y tinh
hudng. Ngoai ra, dy con 1a bd phan lao dong truc
ti€p ti€p xiic vdi khach hang, 12 noi thé hién hinh
4nh ctia DN. Vi doi doi ngii nay, nén bd sung cic
chuong trinh do tao vé kién thiic maketing, lam
cho mdi ngudi déu hiéu ro nhitng nguy cd, thich
thifc clia qué trinh canh tranh, tir d6 thay ddi cich
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phuc vu d& mdi nhan vién déu 1a nhan vién tiép thi
cho c4c hoat dong clia don vi, chi€ém dudc niém tin
yéu cta khach hang. Thyc hién gidi phdp nay sé€
tao ra ddi ngii nhan vién c6 phim chit nghiép vu
cao, sin sang cho nhitng khé khin va thich thic
m&i, ddng thdi, 12 tién dé cho viéc phat trién Cong
ty Pai Nam vé lau dai.

6. K&t luan

Qua nghién cttu va phan tich hoat dong CSKH
ngay cang c¢é ¥ nghia quan trong mang tinh quyét
dinh d&n qua trinh ting trudng va phat trién clia cdc
nganh dich vu trong diéu kién hoi nhap. Trong tinh
hinh canh tranh clia linh vuc dich vu tu van xay
dung dién ra ngdy mdt manh mé&, gay git, cic nha
lanh dao cAn phai tim cich nang cao chat lugng
dich vu; dic biét 1a dich vu CSKH d€ ¢6 thé canh
tranh va phdt trién 5t dugc. CSKH c6 chat lugng
cao 1a mot co hoi cho DN xay dung long trung
thanh v&i khach hang. Chinh vi vdy, Ban lanh dao
Cong ty cAn phdt huy nhitng k&t qué dat dugc vé
cong tdc CSKH, tir d6 giit dugc khach hang truyén
thong va thu hit khdch hang tiém ning, dem lai
hiéu qué kinh t& trong hoat dong kinh doanh cia
Cong ty dua trén cac gidi phdp bao gdm hoan thién
co sd dit liéu khdch hang; dua ra chinh sdch khuyén
khich khach hiang méi; hoan thién cong tic t6 chic
bd mdy CSKH; va ning cao y thiic va trinh do cia
CBCNYV trong Cong ty ®
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ABSTRACT:

Competition in the field of construction consulting services is increasingly fierce. As a result,
it is important for businesses to improve their service quality, especially their customer services,
and conduct systematic research on customer care activities to strengthen their competitiveness
and develop their brands. In this study, qualitative research methods, including the systematic
synthesis and analysis of statistical data, are used, and the research results of previous scientific
research projects are employed to develop a research model that analyzes the advantages and
disadvantages of the quality of Dai Nam Construction Consulting Company Limited’s customer
care activities. Based on the study’s findings, four solutions are proposed to improve the
company’s customer service quality, including: completing the company's customer database;
carrying out policies that attract new customers; completing the company’s customer care
mechanism; and improving the awareness and competencies of the company’s employees.

Keywords: customer service, employees, quality services, services, Dai Nam Construction
Consulting Company Limited.
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