CHUONG II
DICH VU KHACH HANG
(CUSTOMER SERVICE)



x Chuong I1: Dich Vu Khach Hang

2.1. Cac khai niém dich vu khach hang
> Theo quan diém khai quat:

Dich vu khach hang la tat ca nhirng gi ma
doanh nghiép cung cap cho khach hang -
ngw®i trwe tiep mua hang hoa va dich vu cua
cong ty.



x Chuong I1: Dich Vu Khach Hang

2.1. Cac khai niém dich vu khach hang
> Theo cac nha quan tri marketing:

San pham bao gom tat ca cac yéu to hiru
hinh va vé hinh ma doanh nghiép cung cap
cho khach hang, thwong chia lam 3 mirc do

- Lovi ich cot 16i
- San pham hién hiru

- Loii ich gia tang (Dich vu khach hang)




x Chuong I1: Dich Vu Khach Hang

2.1. Cac khai niém dich vu khach hang
» Theo cac nha quan tri dich vu.

Dich vu khach hang la cac dich vu kém theo dé
hoan thanh qua trinh giao dich marketing.

> Theo quan diém nganh logistics.

Dich vu khach hang liéen quan t&i cac
hoat ddng lam gia tang gia tri trong chuoi cung
Png.




. Chuwong I1: Dich Vu Khach Hang

Tom lai:

Dich vu khach hang la qua trinh sang tao
& cung cap nhirng loi ich gia tdng trong chudi
cung trng nham téi da hod téng gia tri t&i
khach hang dap &rng nhu cau mua sam cua
khach hang thwong bat dau bang hoat déng
dat hang va két thuc bang viéc giao hang cho
khach.




x Chuwong II: Dich Vu Khach Hang

2.2. Pic diém dich vu khach hang

¢+ Dich vu khach hang la dich vu di kem v&i
cac san pham chinh yéu nham cung cap sw
théa man toi da cho khach hang khi di mua
hang.

¢ Dich vu khach hang mang tinh v6 hinh va
tao ra phan gia tri cong thém hivru ich cho
san pham.

< Dich vu khach hang khéng thé ton trir nén
khéng tach réi khéi sw phan phoi dich vu.




x Chuwong II: Dich Vu Khach Hang

2.3. Cac nhan t6 cau thanh dich vu khach hang
» Thoi gian

» Thong tin

» Sw thich nghi

» DO tin cay
- Stra chira don hang
- Ph&n phéi an toan
- Dao dong thoi gian giao hang




x Chuwong II: Dich Vu Khach Hang

2.4. Vai tro va tam quan trong dich vu khach hang
» Dich vu khach hang nhw mét hoat dong

> Dich vu khach hang nhw 1a thwée do ket qua
thwc hién

> Dich vu khach hang nhw la mét triét ly

- Anh hwéng dén théi quen mua hang ( sw
trung thanh) cua khach hang

- Anh hwéng dén doanh sé ban




Chuong I1: Dich Vu Khach Hang
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Méi quan hé giira dich vu khach hang véi doanh thu




x Chuwong II: Dich Vu Khach Hang

2.5 Phan loai va cac chi tiéu dich vu khach hang

2.5.1 Phan loai dich vu khach hang
» Theo cac giai doan trong qua trinh giao
dich: trwérc, trong va sau khi ban hang

» Theo murc dd quan trong cua dich vu khach
hang: DV khach hang chinh yeu, DV phu

> Theo déc trwng tinh chat: DV ky thuat, DV t6
chirc kinh doanh, DV boc xép van chuyén va
gwi hang
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Chuwong I1: Dich Vu Khach Hang

Mot s6 dich vu khdch hang Logistics tai Viét Nam:

v

v

Cac dich vu co ban:
Quan tri diy chuyén cung ing (SCM);

Dich vu giao nhan van tai gom hang Forwarding and
Groupage);

Dich vu hang khong;

Dich vu kho bai — phan phoi (Warehousing and
Distribution);

Cac dich vu dac thu tao gia tri gia tang
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Chuwong I1: Dich Vu Khach Hang

Quan tri diay chuyén cung trng (SCM):

Nhan booking tir cac doanh nghiép:

Lap ké hoach déng va van chuyén hang

Tién hanh nhan va déng thue té tai kho

Phat hanh chirng tir van tai can thieét:

Dich vu thw gwi chirng ttr thweéng mai:

Quan ly don hang dén cap SKU (stock keeping unit)
Dich vu giao nhan van tai va gom hang:

Dich vu giao nhan:

Dich vu gom hang:
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o Chuwong II: Dich Vu Khach Hang

»> Dich vu hang khong
> Dich vu kho bii - phan phoi:

»> Dich vu kho bai: thuc hién dich vu luu kho va
giam sat hang hoa

Nhan hang, kiém hang, xép hang vao kho:

Xir ly doi véi hang héng:

13



o Chuwong II: Dich Vu Khach Hang
Dan nhan hang hoa (Labelling):
Scanning:

Lap va luu trir ho so hang héa: dé dé dang
truy xuat khi can

» Cac dich vu dac thu tao gia tri gia tang:

Trucking:

14



Chuwong II: Dich Vu Khach Hang

Lam thu tuc hai quan:;

Lam thi tuc mua bao hiém hang héa:;
Tw van hwéng din:

GOH (Garment on Hangers):
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- Chuwong II: Dich Vu Khach Hang

2.5 Phan loai va cac chi tiéu dich vu khach hang

2.5.2 Cac chi tiéu do lwong dich vu khach hang.

> Mirc tiéu chuan dich vu khach hang
(Customer Service Standards)

> Tan sé thiéu hang (Stockout Frequency).

> Ty Ié day da hang hoéa ( Fill Rate).

» Ty Ié hoan thanh cac don hang (Orders
shipped complete)

> Toc dé cung rng (Speed)
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x Chuong I1: Dich Vu Khach Hang

2.5 Phan loai va cac chi tiéu dich vu khach hang

2.5.2 Cac chi tiéu do lwong dich vu khach hang.

» Do tin cdy dich vu ( Reliability)

» Tinh linh hoat ( Flexibility)

» Khad nang siea chiva cdc sai léch ( Malfuntion
Recovery)

> D¢ on dinh thoi gian dit hang( Consistency)
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Chuwong II: Dich Vu Khach Hang
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Chuong I1: Dich Vu Khach Hang

2.6 Phwong phap xac dinh tiéu chuan DVKH.

2.6.1 Phuong phap phan tich moi quan hé chi phi,
doanh thu ( Xac dinh mirc dich vu toi wu)

loi nhuén t6i da méi 14 mire dich vu hop 1y.
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Chuong I1: Dich Vu Khach Hang
2.6 Phwong phap xac dinh tiéu chuan DVKH.

2.6.1 Phuong phap phan tich moi quan hé chi phi,
doanh thu ( Xac dinh mirc dich vu toi wu)

Doanh thu, Loi 4
nhuan, Chi phi

Doanh thu

—

Chi phi Logistics

-
Chét Iwong dich vu

Moi quan hé giira dich vu khach hang véi doanh thu
va chi phi 20




Chuong I1: Dich Vu Khach Hang

2.6.2 Phuwong phap phan tich cac phwong an chi phi
thay thé

thay d6i cac nhin to tao nén dich vu dé c6 duge cac hé
thong dich vu c6 chi phi toi thiéu
thé xac dinh dwgc mirc chi phi ting thém ciia méi mirc

dich vu.
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Chuong I1: Dich Vu Khach Hang

2.6.2 Phuwong phap phan tich cac phwong an chi phi
thay thé

Bang 2.1:  Cac phwong an chi phi va mirc dich vu logistics hang khac nhau

. . X Chi phi logistics | Trinh d¢ dich vu
No Cac phlro"ng an thay thé hing nim khéch hang

;| Chuyn don hang bang thu, van chuyn 5.000.000 $ 80%
duong thuy, mirc du trit thap

o | Chuyén don hang bang thu, van chuyen 7.000.000 $ 85%
duong sat, mtrc du trit thap

3 Cl}uyen d(N)’n h?ng bang thu, van chuyén 6t6, 9.000.000 $ 90%
muc dy trit thap

4 | Chuyen don hang bang thu, van chuycn 12.000.000 $ 93%
duong sat, mtrc du trit cao

5 Cl}uyen d(j’n hang bang thu, van chuyén 6t6, 15.000.000 $ 959
muc du trir cao

5 Chuy;en fi(fn hE}ng ban% dién thoai, van 16.000.000 § 06%
chuyén 6t6, mirc du trit cao
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Chuong I1: Dich Vu Khach Hang

2.6.3 Phuwong phap wu tién (phan tich ABC)
quan hé v&i tap khach hang — san pham “béo
bé” v&i mirc dich vu twong trng dé co6 thé toi wu héa

hiéu qua kinh doanh.
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Chuong I1: Dich Vu Khach Hang
2.6.3 Phuwong phap wu tién (phan tich ABC)

khach hang da dang.

xac dinh chi tiéu vé lwong hang héa dw
trir hop ly.
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Chuong I1: Dich Vu Khach Hang

2.6.3 Phwong phap wu tién (phan tich ABC)

Bang 2.1:  Ma trin phan loai khich hang - sin pham

Loai khach Loai san pham -
hing A B C D

[ I 2 6 10

II 3 4 7 12

[1I 5 8 13 16

IV 9 14 15 19

v 11 17 18 20
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Chuong I1: Dich Vu Khach Hang
2.6.3 Phwong phap wu tién (phan tich ABC)

Bang 2.1:  Luwa chon cac mirc dich vu khach hang
voi cac nhom khach hang - san pham
Mirc ti Ti 1¢ hang DT Thoi Dat tiéu
T trong kho (%) gian (g10) chuan
(%)
[-5 100 48 99
6-10 97.5 7 97
[1-15 95 96 95
16-20 9 120 93
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x Chuwong II: Dich Vu Khach Hang

2.6.4 Phuong phap dwa trén chi phi thiéu hang du
kién (phan ng ciia khach hang khi thiéu hang
trong kho)

so sanh chi phi thiéu hang dw kién va lgi ich ciia viéc

tang doanh thu do dich vu khach hang mang lai.
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Chuong I1: Dich Vu Khach Hang

2.6.4 Phuong phap dwa trén chi phi thiéu hang du
kién (phan ng ciia khach hang khi thiéu hang
trong kho)

Cé 3 budc tién hanh

Buwoc 1: Xac dinh nhirng hiu qua cé kha ning xay ra do viéc

thiéu hang. Thong thwong bao gom 3 kha ning: dit hang lai
- mat doanh s0 - mat khach hang.

Buwéc 2: Tinh toan két qua ciia mdi chi phi thiét hai d6, sau doé
wo'c lwgng chi phi cua viéc thiéu hang dé ban

Buwoc 3: Xac dinh mure du trir hop ly
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x Chuong I1: Dich Vu Khach Hang

2.7 Qua trinh thue hién don hang va chat luong dich
vu khach hang.

2.7.1 Qua trinh thuwc hién don hang

cai tien chu ky thuwc hién don hang sé gop
phan nang cao chat lwong dich vu khach
hang.
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Chuwong I1: Dich Vu Khach Hang

2.7.1 Qua trinh thuwe hién don hang

Khach hang Giao hang Vvan chuyén
dat hang . cho khach hang hoa "
| hang
v
Chuyén don
dat hang
Danh muc Pon dat Hoa don |e
Eaf hang hoa hang
san co \_,r'_
Nhan T Ho so Thuchién |- Chgan bi .
- . danh —»  don dit xuat kho
do‘n héng Cong nU muc héng EE :
>
. Ké hoach
san xudat San xudt Chirng tir Ké hoach |,
! van tai [ | chuyén
Théng tin trwe tiép (R i ol

----- » Théng tin gian tiép

Hanh trinh cia mot don dat hang 30



Chuong I1: Dich Vu Khach Hang

2.7.1 Qua trinh thuwc hién don hang

Hinh thanh don
hang

—

Truyén tin vé
don hang

—

I....»

Bao cao
trang thai

Qua trinh dap ung don hang

(—

Thuc hién don
hang

-

Tiép
nhan don
hang




Chuwong I1: Dich Vu Khach Hang

2.7.1 Qua trinh thuwe hién don hang

>

>

Hinh thanh don dat hang (order preparation):
T ruyén tin vé don hang (Order transmittal):.
Tiép nhin don hang (Order entry):

Thuwc hién don hang (Order filling).

Théng bdo vé tinh trang thuwe hién don dit hang (Order
status reporting)
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x Chuwong II: Dich Vu Khach Hang

2.7.2 Tac ddng ciia thoi gian dap ing don hang dén
chat lwgng dich vu khach hang
thoi gian dat hang, thoi gian tap hop va xw ly don
ddt hang, thoi gian bo sung dw tri¥, thoi gian sdn
xudt va thoi gian giao hdang.
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o Chuwong I1: Dich Vu Khach Hang

2.7.2 Tac dong cua thoi gian dap wng don hang dén
chat lwgng dich vu khach hang

» Thoi gian dat hang:

> Thoi gian tap hop va xwe ly don dat hang:

> Thoi gian b6 xung duw tri

> Thoi gian van chuyén va giao hang:
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Chuong II: Dich Vu Khach Han

—_ .

Tap hop va xir Iy don

dat hang

Chuyén don dat hang

' caa KH Chuyé&n DBH chuyén tiép t&i
nguon hang
Pailyban | Giao hang
1é
= = = Tap hop,xr Iy dorn A3t hang tir
Glao hang tryrc ti€p tir nha san kho ho3dc nha sx néu khéng con
xudt - du triv
TOng thoi gian dat hang
P33t hang Xir by ddh, chuan Thoi gian bd sung Thoi gian giao
bi h* DT hang
a. Kiém tra PH a. Chudn bji chirng tir van DP3athangtir nha maydébd a. Thoi gian van chuyén

chuyén

b. Chuyén PH t&ikho

sung du trir

b. Kiém tra kha nang thanh

toan

c. Tap hopdon hang tai
kho

tir kho

b. Th&i gian van chuyén
tir nha mavy

c. Qua trinh giao hang
cho khach

Phén tich tong thoi gian dap ing don hang
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Chuong I1: Dich Vu Khach Hang

2.7.2 Tac dong cia thoi gian dap wng don hang dén
chat lwgng dich vu khach hang

Bing 2.1:  Dic trung ciia cic hé thong thwe hién don hang

Cap Hinh thie Tocdd |  Chiphi thue Hitu | D chinh
do ctia h¢ thong hién/duy tri qua Xac
| | Thuchiénbangtay | Chim Thap Thap Thap
Thuc hién bang dién Trung \ ; Trung
’ thoat Binh Trung bink Tot binh
1 No1 mang d}e;n flr Nharh Pau tw cao, chi phi RAt £t Ca0

trye tuyen hoat dong thap
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Chuwong I1: Dich Vu Khach Hang

2.7.2 Tac dong cia thoi gian dap wng don hang dén
chat lwgng dich vu khach hang

/ B e \

Bd phan nhantin

Hoa don

g P

‘_ Nha cung cép
Nguwoi m{ pién thoai -
Yéu cau mua hang Pai dién thuong Bd phan nhan don
mai hang
Buu dién

Dong thong tin dit hang theo Kkiéu truyén thong
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Chuwong I1: Dich Vu Khach Hang

2.7.2 Tac dong cia thoi gian dap wng don hang dén
chat lwgng dich vu khach hang

Giao dich truc tiép

Hop thu cha ngudi Hop thu cha nha
May tinh May tinh

Giao dich gian tiep

Mang may tinh bén thir ba

Hap thw nha cung cap

Hop thw ngudi mua

Dong thong tin giao dich dién tw
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o Chuwong II: Dich Vu Khach Hang

2.7.3 Cac qua trinh dat hang co ban trong kénh
phan phoi

»> Qua trinh dat hang twr cac nha san xuat voi quy
mo lon

> Qua trinh dat hang cua cac nha ban 1¢

> Qua trinh dat hang cua khach hang la ngwoi tieu
dung ca nhan
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