CRM véi VHTerp

Quan ly quan hé khach hang (CRM - Customer Relationship Management) la mét phan quan trong
trong viéc quan ly doanh nghiép, gitp xay dung méi quan hé bén viing véi khach hang. VHTerp
cung cadp mot hé théng CRM tich hgp toan dién, gitp doanh nghiép toi uu hdéa cac quy trinh ban
hang, tang cudng tuong tac va duy tri moéi quan hé véi khach hang.

e Gidi thiéu

e Lead(tiém nang) trong CRM

e Prospect(Trién vong)

e Opportunity - Co hoi

e Stage - Giai doan

e Lead Owner - Nguoi theo doi tiém nang

e Deal Owner - Ngugi gidm sat giao dich

e Prospect Owner - Ngudi theo ddi trién vong

e So sanh Lead Owner, Prospect Owner, Deal Owner

e Opportunity Owner - Nguoi quan ly co hoi

e Quy trinh ban hang(Sales Pipeline )

e Cao hdi ban hang tiém nang(Potential Sales Dea)




Gidi thiéu

Gidi Thiéu vé CRM trong
VHTerp

Quan ly quan hé khach hang (CRM - Customer Relationship Management) la mét phan quan trong
trong viéc quan ly doanh nghiép, gilp xay dung méi quan hé bén viing véi khach hang. VHTerp
cung cap moét hé théng CRM tich hgp toan dién, gitip doanh nghiép téi uu hda cac quy trinh ban
hang, tang cudng tuong tac va duy tri moi quan hé véi khach hang.

Diém No6i Bat Cia CRM Trong
VHTerp
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1. Quan Ly Khach Hang Toan Dien
CRM trong VHTerp cho phép doanh nghiép qudan ly toan bé théng tin khach hang, bao gom:
e Thong tin lién hé (tén, email, s6 dién thoai).

e Lich sir giao dich.
e Thong tin doanh thu, cac giao dich trong qua khd.

2. Quan Ly Lead va Prospect

Hé théng cho phép doanh nghiép theo ddi toan bd quy trinh chuyén déi tir Lead (d6i tugng tiém
nang) sang Prospect (doi tugng c6 kha nang giao dich cao). Cac tinh nang bao gom:

e Phan loai va danh gid Lead.
e Tang cudng tuong tac véi Prospect.
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3. Quan Ly Pipeline Ban Hang
VHTerp cung cap giao dién hién thi pipeline ban hang, gitip doanh nghiép theo doi:
e Ti lé chuyén déi qua cac giai doan ban hang.

e Cac giao dich dang chao xtr ly.
e Doanh thu du ki€n cho m6i giao dich.

4. Tich Hop Email va Tuy Chinh Thong
Bao
e GUi email truc ti€p tur giao dién CRM.

e Tich hgp lich sir email v&i khach hang.
e Tao nhiing thong bdo tuy chinh cho giao dich quan trong.

5. Bao Cao Chi Tiét
CRM trong VHTerp cung cap nhiéu bao cdo chi tiét, bao gom:

e Bdo cdo doanh thu theo khach hang.
e T6ng quan pipeline ban hang.
e Phan tich hiéu suat ban hang.

6. Tich Hop Toan Dién

CRM trong VHTerp tich hgp vGi nhiéu module khac nhu Sales, Purchase, Inventory, Accounting
, gitp doanh nghiép quan ly mot cach théng nhat va hiéu qua.

Loi ich Cda CRM Trong VHTerp

e Tang cuong hiéu qua ban hang: Gilim qua trinh chuyén déi Lead thanh khach hang
nhanh chéng hon.

e Nang cao su hai long khach hang: Theo ddi va tuong tac véi khach hang moét cach ca
nhan héa.

e Ra quyét dinh dua trén dir liéu: Bdo cdo chi tiét va phan tich hiéu suat gitip doanh
nghiép dau tu hiéu qua hon.



Lead(tiém nang) trong CRM

Lead trong CRM la gi?

Lead trong CRM (Customer Relationship Management) la théng tin vé mot cd nhan hoac té chic c6
thé tré thanh khach hang tiém nang cla doanh nghiép. Pay la budc dau tién trong quy trinh ban
hang, noi doanh nghiép thu thap thong tin vé nhitng nguoi cé kha nang quan tam dén san pham
hoac dich vu ma ho cung céap.

Vi du, mot "Lead" c6 thé la mot cd nhan da dién vao biéu mau trén trang web cta ban dé€ yéu cau
bdo gid, hoac mot cong ty da dé lai thong tin lién hé trong mot su kién hoi thao.

Hoat dong cua Lead trong VHTerp

Trong VHTerp, Lead dugc quan ly qua mot quy trinh cu thé va thuong la budc dau tién trong chu
trinh ban hang. Quy trinh nay bao gom:

1. Tao Lead

e MOt Lead c6 thé dugc tao ty dong (vi du: tir bi€u mau trén website tich hop véi VHTerp)
hoac dugc nhap thu cong bdi dbi ngl ban hang.
e Thong tin co ban cla Lead bao gom:
o Tén: Tén ca nhan hoac t6 chirc.
o Email: Dia chi email clia Lead.
So dién thoai: Thong tin lién hé khac.
Nguén géc cua Lead: Vi du: hdi thao, quang cdo, website, mang xa hoi, v.v.
Trang thai Lead: Vi du: Mé (Open), Da lién lac (Contacted), Kh6ng quan tam
(Unqualified).

o

o

o

2. Phan loai Lead

e Lead c6 thé dugc phan loai dua trén:
o Murc d6é quan tam: Xac dinh kha nang Lead chuyén d6i thanh khach hang.
o Nganh nghé: Linh vuc ma Lead hoat dong.
o Vi tri dia ly: Gilp phan b6 c6ng viéc cho cac nhén vién kinh doanh tai khu vuc phu
hop.

3. Quan ly Lead



e Trong CRM cula VHTerp, ban cé thé:

£

o Ghi lai cac tuong tac: Luu trit email, cuéc goi hoac cac cudc hop véi Lead.

o Gan nhiém vu (Task): Tao c6ng viéc can lam, vi du: goi dién hoac gui email theo
doi.

o Pat thoi han (Follow-Up): Theo ddi Lead tai thoi diém cu thé dé tang kha nang
chuyén doi.

Chuyén doi Lead

e M6t Lead tiém nang cé thé dugc chuyén déi thanh:

5.

o Co hdi (Opportunity): Khi Lead thé hién y dinh mua san pham hoac dich vu.
o Khach hang (Customer): Khi Lead da dugc xac dinh r6 rang la sé mua hang.
o Don hang ban hang (Sales Order): Néu da c6 thoa thuan ro rang.

Pong trang thai Lead

e Khi Lead khéng con tiém nang hoac khdong quan tdm, trang thai cla Lead cé thé dugc

doéng lai (Closed) hoac danh dau la khéng phu hop (Unqualified).

Vi du minh hoa vé quy trinh Lead

1.

Tao Lead: Cong ty A tham duy mét hoi thdo vé phan mém ERP va dién thong tin vao biéu
mau.

Phan loai Lead: Cong ty A dugc gan nhan la "Doanh nghiép nhd" véi nganh nghé "San
xuat".

Quan ly Lead: Nhan vién ban hang goi dién dé gidi thiéu sdn pham va ghi lai cudc goi
trong VHTerp.

Chuyén doéi Lead: Cong ty A bay té nhu cdu mua phan mém, Lead dugc chuyé&n thanh Co
hoi (Opportunity).

. Péng trang thai: Néu khéng thanh cbéng, trang thai Lead c6 thé dugc danh dau la khong

guan tam (Unqualified).

Loi ich cua viéc quan ly Lead trong
VHTerp

1.
2.

Hi€u ré nguén khach hang tiém nang: Dé dang xac dinh kénh tiép thi hiéu qua.

Tang kha nang chuyén déi: Theo dobi sat sao va thuc hién céc budc can thiét dé chuyén
doi Lead thanh khach hang.

Tu dong héa quy trinh: VHTerp gilp tu dong hdéa nhiéu budc nhu theo doi Lead, gui
email hoac chuyén déi trang thai.



4. Dir liéu tap trung: Luu trit tat cad thong tin va tuong tac véi Lead tai mét nai.



Prospect(Trién vong)

Trong CRM (Customer Relationship Management), Prospect la mot thuat nglr dugc st dung dé chi
moét cd nhan hoac t6 chirc cé tiém nang trd thanh khach hang clia céng ty. Prospect thudng nam &
giai doan dau trong qua trinh ban hang hoac tiép thi.

Dac diém cla mot Prospect:

1. Tiém nang tré thanh khach hang:
e Prospect la doi tugng cé khd ndng mua sdn pham hoac dich vu cla ban, nhung chua
thuc hién bat ky giao dich nao.
2. Pa dugc nhan dién va phan loai:
e Prospect khac véi mot Lead & chd ho da dugc danh gid va xac dinh c6 nhu cau hoac
kha nang tai chinh phu hop véi sdn pham/dich vu cta ban.
3. Pang trong qua trinh tuong tac:
e Prospect thuong la déi tugng ma cong ty da bat dau tiép can, cé thé qua email, cudc
g0i, hodc gap gd truc tiép dé tim hi€u thém vé nhu cau va kha nang mua hang.
4. C6 nhu cau hoac quan tam:
e Prospect thuong da thé hién moét mdc d6 quan tam cu thé dén sdn pham hoac dich
vu, vi du nhu gui yéu cau théng tin, tham gia hoéi thao, hoac truy cép trang web.
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Quy trinh chuyén doi ti Lead sang
Prospect:

1. Xac dinh tiém nang:
e Lead (khach hang tiém nang) dugc danh gid dua trén thong tin da cung cap (vi du: vi
tri dia ly, nganh nghé, nhu cau, kha nang tai chinh).
e Néu dua tiéu chuédn, Lead sé dugc chuyén thanh Prospect.
2. Bat dau tuong tac:
e Giai doan nay cong ty bat dau cac cudc tro chuyén chi tiét hon vGi Prospect dé hiéu
ré nhu cau va kha nang hop tac.
3. Xay dung méi quan hé:
e Muc tiéu la thiét [ap long tin va giai thich Igi ich ctia san pham/dich vu dé thuyét
phuc ho tién thém moét budc trong hanh trinh mua hang.



Phan biét gitra Lead, Prospect va
Customer:

Thuat ngir Pinh nghia

Lead Mot doi tugng cé thé quan tdm dén san pham/dich vu
nhung chua dugc danh gia cu thé.

Prospect Doi tugng da dugc danh gid ¢ tiém nang va dang trong
giai doan tuong tac dé thic dady giao dich.

Customer Doi tugng da thuc hién giao dich va trd thanh khach hang
chinh thic cla céng ty.

Vai tro cua Prospect trong VHTerp CRM:

Trong VHTerp CRM, Prospect dugc quan ly trong danh séch khach hang tiém nang. Ban c6 thé
theo ddi céc théng tin nhu:

e Nhu cau san pham/dich vu.

e M(rc d6 quan tam.

e Lich sur tuong tac.

e Tién do trong qua trinh chuyén déi thanh khach hang.

Tom lai:

Prospect la mot cd nhan hoac t6 chic c6 kha nang va y dinh mua hang nhung chua hoan tat giao
dich. Day la giai doan quan trong trong quy trinh ban hang, noi ban can tap trung vao viéc hiéu
nhu cau, xay dung méi quan hé, va thic day ho ti€n dén giai doan mua hang.



Opportunity - Co hoi

Opportunity trong VHTerp

Opportunity trong VHTerp la moét tinh nang cia mé-dun CRM (Customer Relationship
Management), dung d€ quan ly va theo ddi cac co hoi kinh doanh véi khdch hang tiém nang hoac
hién tai. Pay la budc quan trong sau khi xac dinh Lead hoac Prospect, nham ghi nhan va theo doi
cac giao dich ban hang tiém nang.

Cach hoat dong cua Opportunity
trong VHTerp

1. Tao Opportunity:

e Opportunity dugc tao khi mét khach hang tiém nang hoac hién tai thé hién su quan

tam dén san phdam hoac dich vu.

e C6 thé dugc tao tu:

o Lead (Khach hang tiém nang).
o Prospect (Khach hang trién vong).
o Khach hang hién tai trong hé thong.
2. Cac truong quan trong trong Opportunity:

e Customer/Lead/Prospect: Chi dinh do6i tugng lién quan dén co hdi kinh doanh.
Opportunity Type: Loai co hoi, vi du: Dich vy, San pham, hoac Hon hop.
Expected Closing Date: Ngay du kién két thic giao dich.

Opportunity Amount: Gia tri udc tinh cda co hoi.
Next Contact Date: Ngay lién lac tiép theo dé theo doi.
Sales Stage: Giai doan ban hang hién tai, vi du: Gap g&, Bao gia, bam phan.

e Source: Ngudn cula co hoi, vi du: Website, Hoi thdo, Email marketing.

3. Theo do6i va Quan ly Opportunity:

e VHTerp cho phép ban thém ghi chd, tao nhiém vu, hoac lién két véi cac tai liéu khac

nhu bdo gia (Quotation) hoac don hang (Sales Order).

e Cung cap khd nang theo doi lich s giao ti€p vdi khach hang lién quan dén co hoi

nay.
4. Chuyén déi Opportunity:
e Khi Opportunity phat trién thanh giao dich thuc té&, ban cé thé:
o Tao Quotation (Bdo gia) tu Opportunity.
o Tién hanh cac budc ban hang khac, nhu tao Sales Order hodac Invoice.
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5. Bao cao va Phan tich:
e VHTerp cung cap cac bao céo gilp ban phan tich cdc co héi kinh doanh, nhu:
o Ty |é chuyén daéi tir Opportunity thanh giao dich thanh cong.
o Gid tri tiém nang cla cac co hoi.
o Giai doan ban hang hién tai clia cac Opportunity.

Loi ich cua Opportunity trong VHTerp

e Quan ly tap trung: Luu trir va quan ly tat ca co héi kinh doanh trong mot nén tang duy
nhat.

e Tang hiéu qua ban hang: Theo doi va uu tién cac co hoi c6 tiém nang cao nhat.

e Cai thién kha nang du bao: Phan tich co hdi gilp du doan doanh thu trong tuang lai.

e HO tro ra quyét dinh: Duya trén cac thong tin chi tiét nhu ty I1é chuyén d6i va gia tri co
hoi.

Vi du vé Quy trinh Opportunity

1. Bat dau: Mot khach hang gii email yéu cau thong tin vé san pham.

2. Tao Opportunity: Nhan vién ban hang ghi nhan yéu cau nay trong VHTerp nhu moét
Opportunity.

3. Theo do6i: Nhan vién lién lac véi khach hang, cung cap thém thong tin va bao gia.

4. Chuyén déi: Néu khach hang quyét dinh mua hang, Opportunity dugc chuyén déi thanh
Sales Order hoac Invoice.

Opportunity trong VHTerp la cong cu quan trong dé téi uu hda quy trinh ban hang, ddm bao
khong bd 1& cac co hoi kinh doanh tiém nang.
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Stage - Gial doan

Stage trong CRM la giai doan trong quy trinh quan ly khach hang tiém nang hoac co héi
(Lead/Opportunity), thé hién trang thai hién tai cia khach hang hoac co hoi kinh doanh trong hanh
trinh ban hang.

Chi tiét vé Stage trong CRM:

1. Y nghia:
e Stage gilp theo ddi ti€n trinh cia mot khach hang tiém nang (Lead) hoac ca hoi
kinh doanh (Opportunity) trong quy trinh ban hang.
e NG thé hién muc do tién trién tlr giai doan ban dau (vi du: nhén dién khach hang)
dén khi hoan thanh giao dich (vi du: chét ban hang hoac mat co hoi).
2. Céac giai doan pho bién:
e Lead Stage:
o New: Khach hang tiém nang mdéi dugc thém vao hé thong.
o Contacted: D3 lién hé véGi khach hang tiém nang.
o Qualified: D& xac nhan rang khach hang tiém nang phu hgp véi san pham/dich
vu.
e Opportunity Stage:
o Negotiation: Dang dam phan gia cd, diéu kién hgp dong.
Proposal Sent: D3 gui bdo gid hoac dé xuat chi tiét.
Won: Co hdi thanh cbéng, da chét don.
Lost: Co hoi that bai, khéng chét dugc don.
3. Cach hoat dong trong VHTerp:
e Gan Stage: Ngudi dung c6 thé cap nhat Stage thu cong hoac hé théng tu déng
chuyén déi dua trén hanh déng, vi du khi gui bao gia.
e Theo doi hiéu qua ban hang: Cac giai doan nay cho phép nguai quan ly ban hang
danh gia ty 1é thanh céng, thoi gian trung binh d€ chét giao dich va céc yéu té khac.
e Bao cao: VHTerp cung cap bdo cdo dua trén Stage, gilp phan tich sé lugng khach
hang/co hdi & tung giai doan va dua ra chién lugc cai thién.

o

o

o

Lgi ich cua viéc sir dung Stage:

e Toi uu héa quy trinh ban hang: Hiéu ro trang thai cta tung khach hang hoac co hoi
kinh doanh.
e Uu tién cong viéc: Tap trung nguon luc vao cac co hdi cd khd nang thanh cdng cao nhat.



e Phan tich va cai thién: D liéu tir cic Stage gilp danh gia hiéu qua cuia chién lugc ban
hang.

Vi du: Néu ban c6 50 khach hang & giai doan "Negotiation" nhung chi 10% chuyén sang "Won", ban
c6 thé can xem lai chién lugc dam phan hoac dinh gia.



Lead Owner - Ngudi theo doi
tiém nang

Lead Owner trong CRM cla VHTerp la nguoi chiu trach nhiém quan ly va theo déi mét
Lead (khach hang tiém nang). Day la truong théng tin trong ban ghi cia moét Lead, chi dinh ai
trong nhém bén hang hoac ti€p thi sé chiu trdch nhiém cham séc va x{r ly khach hang tiém nang
do.

Chi tiét vé Lead Owner:

1. Y nghia:

e Lead Owner thuong la mot nhan vién ban hang, nhan vién tiép thi, hoac bat ky
ai trong t6 chirc c6 vai tro theo doi, cham séc va phat trién khach hang tiém nang tu
giai doan ban dau dén khi chét giao dich.

e Ngudi nay chiu trach nhiém thuc hién cac budc ti€p theo véi Lead, bao gom lién hé,
cung cap thoéng tin, theo déi va chuyén déi Lead thanh Opportunity hoac Khach
hang (Customer).

2. Cach hoat dong trong VHTerp:

e Gan tu dong:

o Hé théng c6 thé tu déng chi dinh Lead Owner dua trén cdu hinh nhu: khu vuc,
ngudn khach hang tiém nang (Lead Source), hoac vong quay phan cong.

e Gan thu cong:

o Ngudi quan tri hodc quan ly ban hang cé thé thu céng gan Lead Owner khi tao
hodac chinh sira ban ghi cua Lead.

e Chuyén déi trach nhiém:

o N&u mot nhan vién rai khoi cong ty hoac khéng con phu trach Lead, hé thong
cho phép thay déi Lead Owner sang mdt ngudi khac.
3. Quyén han cua Lead Owner:

e Theo doi va cap nhat: Lead Owner cé quyén chinh stra thong tin, thém ghi chd, va

cap nhat trang théi cla Lead.
e Lién lac: Ho chiju trach nhiém gui email, goi dién thoai hoac 1én lich cac cubc hop
vGi Lead.
e Phan tich va bao cao: Dt liéu tir Lead Owner dugc sir dung dé danh gid hiéu suat
cd nhan hoac nhém ban hang.
4. Ung dung thuc té:
e Quan ly cdng viéc: Mbi Lead dugc chi dinh cu thé cho mot Lead Owner, tranh tinh
trang cong viéc bi bd sét hoac trung lap.
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e Phan tich hiéu suat: Hé thong cho phép tao bdo cédo dua trén Lead Owner dé€ danh
gid hiéu qud cong viéc cla ting nhan vién.

e Theo doi trach nhiém: Néu mét Lead khdong dugc cham séc dang cach, cé thé dé
dang xac dinh trach nhiém thudc vé ai.

Vi du:

Cong ty cla ban nhan dugc moét khach hang tiém nang thong qua chién dich tiép thi trén mang xa

héi. Lead nay dugc hé thong VHTerp tu déng gan cho nhan vién ban hang A lam Lead Owner.
Nhan vién A sé:

e Goi dién thoai dé€ tim hi€u thém nhu cau cta khach hang.

e Ghi chu lai nhitng théng tin can thiét trong ho so cua Lead.

e Tién hanh theo d6i va cap nhat trang thai Lead (vi du: "Contacted", "Qualified").
e Chuyén Lead thanh Opportunity khi khach hang cé nhu cau ro rang.

Khi dé, Lead Owner dam bao rang khéng ai khac trung lap x{r ly Lead nay va céng ty cé thé téi uu
hdéa nguon luc cta minh.
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Deal Owner - Nguoi giam sat
giao dich

Deal Owner trong CRM cla ERP (bao gobm VHTerp) la ngudi chiu trach nhiém chinh cho mét
giao dich cu thé (deal). Ho 1a ngudi quan |y va theo ddi toan bd qud trinh tir khi co hdi badn hang
(opportunity) dugc tao ra cho dén khi giao dich dugc chét (thanh cong hoac that bai).

Chi tiét ve Deal Owner:

1. Y nghia:

e Deal Owner la c& nhan chiu trach nhiém chinh trong viéc ddm bao giao dich dugc xur
ly hiéu qua.

e Ho thuc hién cédc cong viéc nhu dam phan, cap nhat théng tin giao dich, va theo sat
khach hang dé€ hoan tat quy trinh ban hang.

2. Vai tro cta Deal Owner trong CRM:

e Quan ly giao dich: Ho chiu trach nhiém gidm sat ting budc cta giao dich, ddm bao
cac hoat dong can thiét dugc hoan thanh ddng han.

e Theo doi khach hang: Gilr lién lac v6i khach hang, dadm bao cac yéu cau va thac
mac cla ho dugc gidi quyét.

e Chét giao dich: Ho lam viéc d€ chuyén co hoi ban hang thanh doanh thu cho céng
ty, hoac két thuc giao dich trong truong hgp khéng thanh céng.

e Bdo cdo tién dd: Cung cap bdo cdo va cap nhét vé tinh trang giao dich cho quan ly
hodc cac bo phan lién quan.

3. Cach hoat dong trong VHTerp:

e Gan Deal Owner:

o C6 thé dugc gan tu déng dua trén thiét 1ap trong hé théng, chang han theo khu
vuc dia ly, loai sdn pham hodac khach hang.
o Cé thé dugc gan thu céng bédi quan tri vién hoac quan ly ban hang.

e Trach nhiém cap nhat: Deal Owner cap nhat trang thai giao dich (nhu
"Negotiation", "Won", hoac "Lost") va ddm bdo moi théng tin lién quan dugc ghi
nhan day du.

o Chuyén giao giao dich: Néu Deal Owner khéng thé ti€p tuc xi ly giao dich, hé
thong cho phép chuyén giao quyén sé hitu giao dich sang mot nguoi khac.

4. Loi ich caa Deal Owner:

e Phan dinh trach nhiém ré rang: M6i giao dich cé mot ngudi chiu trach nhiém
chinh, gidm thiéu su chéng chéo trong céng viéc.

e T6i uu héa quy trinh ban hang: Giao dich dugc quan ly va xir ly mot cach nhat
quan, tang co hoéi thanh cbéng.



o Dé dang danh gia hiéu suat: Hiéu qua lam viéc ciia Deal Owner c6 thé dugc theo
doi thong qua cac chi sé nhu sé lugng giao dich chét thanh cong.
5. Vi du:
e M6t khach hang tiém nang muén dat mua san pham tur céng ty. Co héi ban hang
dugc tao trong hé thong va gan cho nhan vién ban hang B lam Deal Owner.
e Nhan vién B:
o Theo déi khach hang, tu van sdn pham va dam phan gia ca.
o Cép nhét trang thai giao dich sau mdi cudc trao déi (vi du: tlr "Quotation Sent"
dén "Under Negotiation").
o Khi giao dich dugc chét thanh céng, nhan vién B danh dau giao dich la "Won"
trong hé thong.
6. So sanh vadi Lead Owner:
e Lead Owner: Chiju trach nhiém quan ly khach hang tiém nang trudc khi ho tré thanh
co hdi ban hang.
e Deal Owner: Chiu trach nhiém quan ly giao dich sau khi co hdi ban hang dugc xac
dinh.



Prospect Owner - Ngudi theo
doi trién vong

Prospect Owner trong VHTerp la nguoi chiu trach nhiém quan ly va theo déi mét khach
hang tiém nang (prospect). Day la cd nhan hoac nhan vién trong t6é chirc dugc gan dé cham séc,
tuong tac, va chuyén déi mot prospect thanh khach hang chinh thuc.

Chi tiét vé Prospect Owner:

1. Y nghia:
e Prospect la mét khach hang tiém nang da dugc xac dinh la cé kha nang cao tré

thanh khach hang thuc su.
e Prospect Owner la nguoi phu trach theo sat prospect trong hé thong CRM cla
VHTerp, tU giai doan ti€p can dén khi tao co hdi ban hang (opportunity).
2. Vai tro cta Prospect Owner:
e Quan ly théng tin prospect:
o Ghi nhan va cap nhat théng tin lién hé&, nhu cau, va cac chi tiét quan trong vé
prospect.
e Tuong tac va cham soc prospect:
o Lién hé véi prospect qua email, cuéc goi hoac cac kénh khac.
o Pap Ung cac yéu cau va giadi dap thac mac cla prospect.
e Chuyén déi prospect:
o Lam viéc dé chuyén prospect thanh opportunity (co hoi ban hang) hoac khach
hang chinh thuc.
e Theo doi tién do:
o Cap nhat trang thai cta prospect trong hé théng CRM, nhu "Interested",
"Contacted", hoac "Qualified".
3. Hoat dong trong VHTerp:
e Gan Prospect Owner:
o Prospect cé thé dugc tu déng hoac thi céng gadn cho mot nhén vién ban hang
dua trén khu vuc, nganh, hoac loai san pham.
e Trach nhiém cap nhat: Prospect Owner chiju trach nhiém cap nhat trang thai va
cac thong tin lién quan trong hoé so prospect.
e Bao cao hiéu qua: Hiéu suat cla Prospect Owner dugc theo ddi qua céac chi s6 nhu
s6 lugng prospect chuyén déi thanh khach hang.
4. Loi ich cia Prospect Owner:
e Trach nhiém ré rang: Mobi prospect c6 mot ngudi phu trach chinh, gilp trédnh sy
lang quén hodc nham 1an trong quan ly.



e Tang kha nang chuyé&n déi: Prospect Owner cé nhiém vu tap trung va chdm sdéc
prospect, gilp tang ty 1& chuyén déi thanh khach hang.
e Theo dodi hiéu suat dé dang: Hé théng CRM ghi nhan hiéu qua lam viéc claa
Prospect Owner, tir d6 gilp quan ly danh gia va cai thién quy trinh ban hang.
5. Vi du:
e MOt khach hang tiém nang gui yéu cau théng tin vé san pham. Prospect dugc tao
trong VHTerp va gan cho nhan vién ban hang A lam Prospect Owner.
e Nhan vién A:
o Lién hé khéach hang, tu van san pham phu hop véi nhu cau.
o Cap nhat thong tin giao ti€p vao hé théng.
o Sau khi nhan thay khach hang cé kha nang mua hang, nhan vién A chuyén
prospect thanh opportunity.
6. So sanh véi cac Owner khac:
e Lead Owner: Quan ly cac khach hang tiém nang & giai doan ban dau, trudc khi ho
tré thanh prospect.
e Deal Owner: Quan ly cac giao dich (deal) sau khi co h6i ban hang dugc tao.
e Prospect Owner: Quan ly prospect, tic nhitng khach hang tiém nang cé kha nang
cao tré thanh khach hang thuc su.



So sanh Lead Owner,
Prospect Owner, Deal Owner

So sanh Lead Owner, Prospect Owner

va Deal Owner trong VHTerp

Tiéu chi

Pinh nghia

Giai doan CRM

Nhiém vu chinh

Vai tro cu thé

Trach nhiém cap nhat hé
théng

Lead Owner

Nguoi quan ly va theo doi
cac Lead (khach hang tiém
nang ban dau).

Giai doan dau tién trong
quy trinh ban hang.

- Xac dinh va ti€p can
khach hang tiém nang.

- Thu thap thong tin co ban
(tén, email, nhu cau sa bo).
- Phan loai va danh gid muc
do tiém nang cua Lead.

- Tim kiém co héi ban hang
tlr danh sach khach hang
méi.

- Chuyén Lead thanh
Prospect hodc hay néu
khong du diéu kién.

- Ghi nhan théng tin lién hé
va trang théi Lead.

- Gan Lead cho cadc nhém
hodac nhan vién phu hop.

Prospect Owner

Ngudi quan ly va theo doi
Prospect (khach hang tiém
nang da dugc xac dinh cé
kha ndng cao dé mua
hang).

Giai doan gitra, khi Lead
dugc danh gid va chuyén
thanh Prospect.

- Theo déi va cham séc
Prospect.

- Cung cap thoéng tin chi tiét
va giai phap cu thé dé tang
khd nang mua hang.

- Chuyén Prospect thanh
Opportunity hoac truc tiép
thanh Deal.

- Xay dung maéi quan hé va
cham séc khéch hang tiém
nang.

- Banh gid khd nang mua
hang va quyét dinh tiép tuc
véi Deal hoac dung.

- Cap nhat cac tuong tac,
trang thai va tién do6 cla
Prospect.

- Chuyén Prospect thanh
Opportunity hoac khach

hang chinh thic.

Deal Owner

Nguoi quan ly va theo doi
Deal (giao dich ban hang
dang trong tién trinh).

Giai doan cuéi, khi mét
Deal da dugc tao tu
Opportunity.

- Quan ly giao dich (Deal)
dé& chét hgp déng hodc ban
hang.

- Dadm bdo quy trinh tir bdo
gia, dat hang, va xuéat héa
don dién ra thuan logi.

- Tap trung vao viéc chét
giao dich.

- Quan ly cac budc cudi
cung cla quy trinh ban
hang (théa thuan gia, ky
hop déng).

- Theo doi ti€n d6 Deal, tir
béo gid dén ky hop dong.

- Dadm bao tat ca théng tin
giao dich dugc luu trong hé
thong.



Tiéu chi Lead Owner

Vi du - Nhan vién ban hang tim

thay mot Lead tir mot hoi

thdo va ghi thong tin vao

CRM.

- Ngugi nay theo ddi xem

Lead c6 tiém nang khong

va chuyén thanh Prospect
néu can.

Muc tiéu cudi cung Chuyén Lead thanh

Prospect hodc loai bd cac
Lead khdng tiém nang.

Moi lién hé
Deal:

1. Lead: Khach hang tiém nang ban dau - Bugc x( ly bdi Lead Owner.

Prospect Owner

- M6t khach hang tiém nang
thé hién su quan tdm sau
hon dén san pham va dugc
gan lam Prospect.

- Prospect Owner sé gui bao
gid, hoé trg thém thong tin,
va thic ddy mua hang.

Chuyén Prospect thanh
Opportunity hoac Deal.

Deal Owner

- Mét hop déng mua bén
dugc tao tUr mot
Opportunity, dugc quan ly
bsi Deal Owner.

- Nguoi nay sé dam phan
gid, gui bdo gia cubi cung
va chét hop dong.

Chét Deal va tao doanh thu
cho cong ty.

gita Lead, Prospect va

2. Prospect: Lead dugc danh gia tiém nang va tiép tuc cham séc -» Dugc xr ly bdi Prospect

Owner.

3. Deal: Giao dich cu thé dugc tao tu Prospect hodc Opportunity —» Dugc x( ly béi Deal

Owner.



Opportunity Owner - Nguoi
quan ly co hoi

1. Pinh nghia:

Opportunity Owner la nguoi dugc chi dinh chiu trach nhiém quan ly va theo doéi cac co hoi kinh
doanh (Opportunity) trong hé thong CRM cla VHTerp. Day thudong la nhan vién ban hang hoac
quan ly kinh doanh, nguoi déng vai trdo dadm bao rang ca hoi dugc cham séc ddng cach va co thé
chuyén déi thanh mét giao dich (Deal).

2. Vai tro va trach nhiém cua Opportunity Owner:

e Theo doi tién trinh cua co héi:

o Xac dinh nhu cau cu thé cla khach hang tiém nang.

o Danh gia kha nang thanh céng cua co hoi.

o Cap nhéat trang thai co hdi trong hé thong CRM.
Xay dung méi quan hé véi khach hang:

o Tuong tac véi khach hang tiém nang thong qua email, cudc goi hoac gap mat.
o Giai dap thac mac va cung cap théng tin vé san pham/dich vu.

Phat tri€n co héi kinh doanh:

o Tao bdo gid (Quotation) dua trén nhu cau khach hang.

o Dé xuat cac gidi phap phu hgp dé€ dap ing yéu cau khach hang.

Chuyén doi co héi:

o Lam viéc dé€ bién co hdi thanh mét giao dich cu thé (Deal).

o Pam bao rang qué trinh chuyén déi tir Opportunity sang Deal dién ra thuan Igi.

3. Cac budc hoat dong cua Opportunity Owner trong
VHTerp:

1. Nhan co hoi:
e Co hoi (Opportunity) cé thé dugc tao tir Lead hoac tir cdc khach hang hién tai.
e Opportunity Owner dugc gan vao co hoi ngay khi né dugc tao.
2. banh gia co hoi:
e Phan tich mdc d6 tiém nang cla co hoi dua trén cac tiéu chi nhu ngan sach, nhu cau,
thoi gian, va kha nang thuc hién.
3. Theo do6i va cham séc co hoi:
e Lién hé khach hang dé thu thap thém théng tin.



e Cap nhat cac tuang tac véi khach hang vao hé théng CRM.
4. Chuyén déi co héi:
e Néu khach hang déng y, Opportunity Owner tao mét Quotation hoac truc ti€p tao
mot Deal.
e Sau do, tién hanh cac budc ti€p theo dé chot giao dich.

4. Vi du thuc té:

e Tinh huéng: M6t khach hang tiém nang bay té y dinh mua 100 chiéc may in tir cong ty
ABC. Mot Opportunity dugc tao trong VHTerp, va nhan vién kinh doanh Nguyén Van A
dugc gan lam Opportunity Owner.

o Nguyén Van A lién hé vai khach hang, cung cap thém théng tin va gui bdo gia.
o Sau vai vong dam phan, co héi dugc chuyén thanh mot giao dich cu thé (Deal).
o Cuobi clung, hgp déong mua ban dugc ky két va Opportunity dugc déng thanh cong.

5. ToOm tat:

o Opportunity Owner la ngudi quan ly va phat trién co héi kinh doanh.

e Ho déng vai tro quan trong trong viéc chuyén déi ca hoi tur giai doan tiém nang sang giai
doan giao dich hoac ban hang.

e Trach nhiém chinh cla ho bao gém theo doéi, cham séc, va thic day co hoi dé dat dugc két
qud cudi cung la tang doanh thu cho doanh nghiép.



Quy trinh ban hang(Sales
Pipeline )

Trong CRM clia VHTerp la mdt céng cu quan trong dé quan ly va theo ddi toan bd quy trinh ban
hang, tUr giai doan dau tién la nhan dién khach hang tiém nang (Lead) cho dén khi hoan thanh viéc
chét giao dich (Closing a Deal). N6 cung cap mét cach truc quan dé giam sat, danh gia va toi uu
hda hiéu qua ban hang cla doanh nghiép.

Cach hoat dong cua Quy trinh ban
hang trong VHTerp:

Quy trinh ban hang trong VHTerp chia quy trinh ban hang thanh céc giai doan (stages) cu thé.
Méi giai doan dai dién cho mot budc trong hanh trinh tir khdch hang tiém nang dén khach hang
thuc su. Dudi day la cach né hoat dong:

1. Giai doan trong Quy trinh ban hang:

Tiém nang(Lead):

o Khach hang tiém nang dugc nhan dién va nhap vao hé thong.

o Muc tiéu: Thu thap théng tin va xac dinh nhu cau ban dau cta khach hang.
Co hoi(Opportunity):

o M6t co hdi ban hang dugc tao ra tir mét Tiém nang.

o Muc tiéu: Xac dinh co hoi kinh doanh thuc té va danh gia tiém nang.
Bao gia(Quotation):

o M6t bdo gid dugc gui dén khach hang dua trén nhu cau da thdo luan.

o Muc tiéu: Dé xuat sdn pham/dich vu phlu hgp va thuong thao diéu khoan.
Pat hang(Order):

o Khach hang chap nhan bao gia va tao don dat hang.

o Muc tiéu: Xt ly don hang va chuyén sang budc thuc hién.

Hoéa don(Invoice):

o Xuat héa don va hoan thanh giao dich.

o Muc tiéu: Hoan tat qua trinh ban hang.



2. Thanh phan chinh trong Quy trinh ban hang cua
VHTerp:

Stages (Cac giai doan):

o Doanh nghiép cé thé dinh nghia cac giai doan tuy chinh dé phu hop véi quy trinh ban
hang cla minh.

Probability (Xac suat):

o Gan moét ty Ié phan tram kha nang thanh céng vao ting giai doan dé dy doan doanh
thu.

Weighted Revenue (Doanh thu cé trong sé):

o Téng doanh thu du kién tur cic ca hoi, dugc tinh dua trén xac suat thanh céng cla
tung giai doan.

Pipeline View:

o Giao dién truc quan hién thj cdc co hdi ban hang theo ting giai doan, thuong si
dung biéu dé hoac bang Kanban.

3. Tinh nang ndi bat cua Quy trinh ban hang trong
VHTerp:

e Quan ly co hoi (Opportunity Management):
o Theo doi va cap nhat chi tiét trng co hbi ban hang, bao gbm gia tri, giai doan, va xac
suat thanh céng.
e Du bao doanh thu (Revenue Forecasting):
o Dua trén xac suat cta tung co hdi, hé théng tu dong udc tinh doanh thu tiém nang.
e Phan tich hiéu suat (Performance Analysis):
o Bao cdo vé hiéu qua ban hang, ty Ié chuyén d6i va di€m nghén trong quy trinh.
 Tich hop day du:
o Sales Pipeline két n6i chat ché véi cac module khac nhu Marketing, Héa don
(Invoicing), va Kho (Inventory) dé téi uu hda toan bd quy trinh.

Loi ich ciua Quy trinh ban hang trong
VHTerp:

1. Tang kha nang du doan:
e Giup doanh nghiép dy doan doanh thu mét cach chinh xac hon théng qua phan tich
pipeline.



2. Téi uu héa quy trinh ban hang:
e Xac dinh cac budc can cai thién, tur dé tang ty Ié chot don hang.
3. Quan ly théi gian va nguén luc:
e Tap trung nguon luc vao cac co hdi céd tiém nang cao nhat.
4. Panh gia hiéu suat déi ngia ban hang:
e Theo doi hiéu qua lam viéc clda ting nhan vién qua cac giai doan cua pipeline.

7 ]
Vi du minh hoa:
Gid s ban la mo6t doanh nghiép ban thiét bi dién ta:

Lead: Ban nhan dugc mot yéu cau tir khach hang quan tdm dén mua moét 16 laptop.
Opportunity: Ban goi dién tu van va khach hang yéu cau bdo giad cho 50 chiéc laptop.
Quotation: Ban gui bao giad chi tiét véi mdc giad 20 triéu dong/chiéc.

Order: Khach hang chap nhan béo gia va dat hang véi téng gia tri 1 ty dong.

Invoice: Ban xuat héa don va giao hang cho khéach.

e whH

Trong sudt qua trinh, ban cé thé theo doi tién trinh, du doan doanh thu, va phan bé nguén luc dé
hoé trg khach hang tét nhat.

Tom lai:

Quy trinh ban hang trong VHTerp la mo6t cong cu manh mé gilp doanh nghiép quan ly toan b6
quy trinh ban hang mét cach hiéu qua, tir Idc nhan dién khach hang tiém nang dén khi hoan thanh
giao dich. N6 cung cap céi nhin téng thé vé cac co hdi ban hang, gilp doanh nghiép toéi uu hda
chién lugc va tang trudng bén ving.

oo
oo



Co hoi ban hang tiém
nang(Potential Sales Dea)

Co hdi ban hang tiém nang(Potential Sales Dea), la mét thuat ngir dung d€ chi moét co hoi
hoac giao dich cé kha nang xay ra trong tuong lai giita doanh nghiép va khach hang tiém nang
(Lead hoac Customer). Pay la mot phan quan trong trong quy trinh ban hang, noi mot khach hang
tiém nang dugc xac dinh la cé nhu cau thuc su va cé kha nang chuyén déi thanh mot khach hang
chinh thic théng qua céc budc tuong tac va thuong thao.

Y nghia cta Co hdi ban hang tiém
nang:

1. Co héi ban hang dang phat trién:
e DAy la cac giao dich chua dugc chét nhung c6 tiém nang cao dé thanh céng.
2. Panh gia tiém nang:
e Doanh nghiép dua vao cac thong tin nhu nhu cau khach hang, kha nang tai chinh, va
lich st giao dich dé danh giad xac suat thanh cong.
3. Quan ly va theo doi:
e Giao dich tiém nang nay dugc theo déi trong hé théng CRM dé dam bao cac budc
cham séc, thuong lugng va hoé trg dugc thuc hién day da.

Cach quan ly Co hoi ban hang tiém
nang trong CRM (VHTerp):

1. Tao co hoi (Opportunity):
e MOt "Co hdi ban hang tiém nang" dugc bat dau tir viéc tao ra mot co hdi ban hang,
trong dé ghi lai thong tin nhu:
o Tén khach hang hoac khach hang tiém nang.
o San pham hoac dich vu ma ho quan tam.
o Gia tri du kién cua giao dich.
o Giai doan hién tai trong Quy trinh ban hang.
2. Xac suat thanh céng (Probability):



e Xac dinh kha nang giao dich sé thanh c6ng dua trén cac yéu té nhu lich st giao tiép,
su quan tdm cta khach hang, hoac nhu cau thuc té.
3. Theo doi giai doan:
e Co héi ban hang tiém nang thudng dugc chia thanh céc giai doan nhu:
o Nhén dién nhu cau: Tim hiéu nhu cadu cg ban clta khach hang.
o Thuong thao: Thao luan vé gia ca, diéu khoan va céac yéu té khéc.
o Chét giao dich: Dua ra quyét dinh va hoan tat giao dich.
4. Du bao doanh thu (Sales Forecasting):
e Dua trén "Co hoi ban hang tiém nang", hé théng CRM c6 thé du bdo doanh thu tiém
nang cua doanh nghiép.

7 ]
Vi du minh hoa:
Gia str ban la mét céng ty ban phan mém quan ly doanh nghiép:

1. Lead: Mot khach hang lién hé véGi ban dé tim hi€u vé phan mém quan ly tai chinh.

2. Opportunity: Ban xac dinh rang khach hang c6 nhu cau cu thé va da 1én ké hoach ngan
sach.

3. Potential Sales Deal: Ban ghi nhan giao dich tiém nang vaéi gié tri 100 triéu dong va dua
ndé vao giai doan "Dam phan".

4. Chét giao dich: Sau khi thao luan, khach hang déng y va giao dich dugc hoan tat.

Tom lai:

Co hdi ban hang tiém nang la mét phan quan trong trong viéc du doan doanh thu va quan ly
quy trinh ban hang ctia doanh nghiép. Bang cach theo déi va cham séc nhitng co hdi nay trong hé
thong CRM nhu VHTerp, doanh nghiép cé thé tang ty 1é thanh cong, téi uu hda chién lugc ban
hang va cai thién trdi nghiém khach hang.



