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Chuong 1:
Gio6i thiéu chung vé cong ty Dutch Lady Viét Nam

1.1. Qua trinh hinh thanh

Udc mo xdy dung mot cong dong day sirc sbng da bit dau tir xa xua khi 150
thung stra dac dau tién mang nhan hi¢u Dutch Baby dugc nhéap khau va ban ¢ Viét
Nam vao ndm 1924. Nam 1993, van phong dai dién dau tién ctia Dutch Lady Viét
Nam dugc thanh lap tai s6 27 Pon Dat, thanh phé H6 Chi Minh.

Chi trong vong mot ndm sau ngay chinh thirc hoat dong, Dutch Lady Viét
Nam d3 cung véi cac nha phan phdi va ban 1¢ xay dung hé théng phan phdi dua
san pham cua cong ty dén voi ngudi dan thudc moi mién dat nude. Pay 1a nhimng
canh tay vuon dai cia Dutch Lady Viét Nam doc bo c61 Viét Nam hinh chit S.

Dutch Lady Viét Nam con duogc tiép thém sitc manh tir viéc ra doi cac trung
tam 1am lanh va trién khai chuong trinh nong trai bo sita kiéu mau cho nong dén.
Chinh nhod ngudn sita ddi dao va dam bao chat lugng nay, bat ngudn tir sy hop tac
va ung ho thim ling nhung v6 cing quan trong cua nhitng ngudi nong dan, Dutch
Lady Viét Nam nhanh chong phat trién manh mé&, dua cac san pham dinh dudng
chat lugng cao dén moi gia dinh Viét Nam.

MB&i san pham chat lugng gép mit véi thi trudng hoan hao dén ting chi tiét
con 13 thanh qua dong gdp cia nhimg nha cung ing nguyén vat liéu san xuat day
tam huyét.

1.2. Lich sir phat trién

Nhan thire dugc sit ménh gop phan cai thién doi séng cia nguoi Viét Nam,
Dutch Lady Viét Nam khong ngimg tim hiéu nhiing thoi quen sinh hoat, nim bt
nhirng thay d6i trong 16i sdng ctia ngudi tiéu dung va quan trong hon ca 1a dap tng
nhirng nhu cau dinh dudng ctia ngudi Viét Nam.

Dutch Lady Vi¢t Nam tré thanh cong ty thuc phém dau tién tai Viét Nam
nhan chung chi ISO 9001 vao nam 2000, sau do6 la chimg chi HACCP vao nam



2002. Két qua nay lai khang dinh hon nita cam két dua ra nhiing san pham chat
lugng cao cua Dutch Lady Viét Nam

Nam 2005, Dutch Lady Viét nam dd dau tu day chuyén dong chai véi cong
nghé tién tién nhat thé gisi, dem dén cho nguoi tiéu dung san pham sita trong kiéu
chai mo61 véi nhan hi¢u C6 Gai Ha Lan, Calcimex va Yomost Sy kién nay duoc
xem nhu mot diém son danh dau cho co6t mdc 10 nam lién tuc hoan thién minh cta
Dutch Lady Viét Nam va da dugc binh chon 1 trong 10 sy kién marketing ndi bat
nhét trong nam 2005.

Pong hanh ciing Viét Nam véi st ménh “Nang cao chat luong cudc song
cho cong déng” 13 niém vinh dy ma Dutch Lady Viét Nam va cac dbi tac nhiét
thanh cua minh da, dang va s€ hoan thanh mot cach tdt nhét. Dutch Lady Viét Nam
va cac ban — Bén nhau chiing ta viing tién cung tuwong lai Viét Nam.

1.3. San pham sira Dutch Lady 123

Tir mot tudi trd 1én, tré da bat dau biét choi duia voi ban bé va hoa nhap nhiéu
hon vao thé giéi xung quanh. O giai doan nay, tré can dugc bod sung cac dudng
chat can thiét dé ndo bo tiép nhan va xu 1y théng tin nhanh hon gitip tré hoc hoi
hi€u qua hon

Dutch Lady 123 méi v6i cong thire cai tién ting gap 5 1an luong DHA(Theo
khuyén nghi cia World Association of Perinatal Medicine, Early Nutrition
Academy va Child Health Foundation) va nhiing dudng chit can thiét khac, dap
g diy da nhu cau dinh dudng cia tré, tao nén tang viing chic cho sy phat trién
va hoan thién tri ndo, giup tré hoc hoi tot hon.

Bén canh d6, Dutch Lady 123 Méi con chita cac dudng chét can thiét khac
cho ndo by nhu Tyrosin, SA (Sialic Acid), Cholin, Sphingomyelin va Taurin.



Chuong 2:

Khai quat vé quan tri ban hang

2.1. Khai ni¢ém vé quan tri ban hang

Co thé dugc dinh nghia 1a hoat dong quan tri cua nhitng ngudi hodc thyc sy
thudc lyc legng ban hang hodc gdm nhiing ngudi hd tro truc tiép cho luc lugng
ban hang. Tuy thudc vao timg cong ty, cap thdp nhat ma quan 1y ban hang cé thé
c6 rat nhiéu danh quin, khu vuc, giam sat vién hay gidm sat vién ban hang. Dic
tinh chung cta cac chirc vu nay la du cho c6 mang danh vi gi di nita ciing déu la
giam sat truc tiép nhitng nguoi dai dién ban hang theo linh vuc.

Nhitng nguot quan 1y ban hang theo linh vyc thuong phai bao céo lai cho
nhitng nguoi quan 1y ban hang thudc cap cao hon trong Cong ty. S6 ngudi quan 1y
ban hang cip cao nay khac nhau giita cac cong ty va nhitng danh vi cta ho co thé
tir nguoi quan 1y ban hang timg dia phuong, khu vuc hay toan qudc cho dén chuc
pho giam ddc phu trach ban hang v.v

Hai muyc ti€u cua quén tri ban hang la con nguodi va lgi nhudn. Nhitng cong
ty thanh céng déu c6 nhimg loat muc tiéu duoc xac dinh rd rang véi nhitng chién
luge dé dat dugc nhitng muc tiéu Ay. Cach tot nhat 1 nhitng ngudi diéu hanh cong
ty xay dung nhitng muyc tiéu kinh doanh sau khi danh gia can than nhimng co hoi
kinh doanh ciing nhu nhirmg ngudn luc ciia cong ty.

2.2. Muc tiéu vé nhan sw, doanh sé va lgi nhuin

2.2.1. Huong vao con nguoi

e Tuyén dung: tuyén 40 nguoi, trong d6 25 trung cip, 10 cao dang, 5 dai
hoc.

e Huin luyén: trong qua trinh tuyén dung chon ra 20 ngudi, trong d6 15
trung cép, 3 cao dfmg, 2 dai hoc dé huan luyén, boi dudng va dao tao thém.

e Quan tri mdi quan hé: thudng xuyén td chirc cac cudc hop & cac phong
ban, cac trudng phong phu trach ban hang thuong xuyén tham hodi cac nhan vién
ban hang, nhim tao dung mdi quan hé tot dep. Hudng dan nhan vién méi va

khuyén khich nhimg nhan vién cii.



e Chinh sach hd trg: Cong ty s& hd trg phuwong tién di lai va tién xang cho
nhan vién la 500.000d/nguoi/1 thang. Khen thuéng theo doanh sb ban ra la 0,2%/
san pham.

2.2.2. Huéng vao doanh sé va lpi nhuin

* Muc tiéu doanh s&: nim 2011 1a 10 ty, dén nam 2012 phai ting thém it
nhat 1a 15% nira.

* Dong vién ban hang: S& thuong trén doanh sé néu ban vugt doanh s dit
ra.

* Muc ti€u lgi nhuan: nam 2011 lgi nhuan dat ra la 3,5 ty, dén nam 2012
tang thém 10%.

* K& hoach ban hang: Chu yéu ban ¢ khu vuc thanh phd.

« Kénh phéan phéi: 13 cac dai ly, siéu thi, cira hang tap hoa.

2.3. Chién lwge va co cdu té chire trong doanh nghiép

2.3.1. Chién lwgc tong thé

e Xam nhap thi truong mdi: md cac dai ly, van phong dai dién moi ¢ khu
vuc mién tdy va mién trung.

e Phét trién, chdm soc khach hang: quan hé chit ch& voi nhimg diém phan
phéi, tao dung thém mbi quan h¢ tot dep voi nhiing diém ban khac nira.

* Quang c4o 1én béo, tivi khi c6 chuong trinh khuyén mii méi hodc khi thay
d6i bao bi san pham.

* Muc tiéu tong quat: ting loi nhuan 10%/nam.

2.3.2. Chién lwgc bj phin

e Xac dinh thi truong: san pham sita Dutch Lady 123 danh cho tré em tir 1
dén 3 tudi.

* Muc tiéu mé rong thém 8% cho san pham sira Dutch Lady 123.

e Chién luoc ban hang: Tap trung vao khach hang 1 tré em tir 1 dén 3 tudi,
tang doanh s6 10 ty nim 2011.

* Nhan vién ban hang: xay dung mot dd1 ngli chao hang & céc si€u thi, dai
Iy. Dbi voi khu vue moéi & mién Tdy va mién Trung thi cho nhan vién gi6i thiéu
san pham bang cach cho tré em tir 1 dén 3 tudi dung thir san pham .
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2.4. Phan loai lwe lwgng ban hang

* Nhan vién: thudng xuyén giri mail cho khach hang than thiét 1 thang 2 lan.
Lap cac bang khao sat tryc tiép giri dén khach hang dé thu thap thong tin.

* Giam sat ban hang: thuong xuyén dén cac dai 1y, siéu thi kiém tra sb
luong, cach trung bay hang hoa. Kiém tra cong ng, sip xép hang héa, dan bang
quang céo, nghién ciru vé di thu canh tranh 13 vinamilk (gia ca, chét luong, phan
phéi, chiéu thi ).

2.5. Lua chon kénh phén phoi

Kénh phan phdi gian tiép: san pham tir cong ty thong qua luc luong ban

hang phan phéi dén cac trung gian 1a dai 1y, siéu thi, sau d6 dén tay khach hang,



Chuong 3:

Ban chit ciia nghé ban hang

3.1. Nhiém vu cua ngwoi ban hang

3.1.1. Nhi¢m vu quén 1y diéu hanh

a) K¥ ning giai quyét van dé:

* Nghé thuat ban hang: Pem san pham méi dén cac ctra hang dai 1y, dong
thoi tu van gidi thiéu chirc ning, cong dung ctia san pham

e Quan 1y quan hé khach hang: T chirc cac cudc hoi nghi khach hang va cac
dai 1y 10n nhim dé thu thap thém thong tin cta khach hang, lam thé V.LP cho
nhiing khach hang than thiét.

* Quan Iy dia ban: thudng xuyén cir nhan vién giam sat dén cac dai ly, siéu
thi trén cac quan, huyén trong thanh phd dé xem xét, kiém tra tinh hinh kinh doanh.

e Quan Iy thoi gian: chi tiéu ban hang 14 2000 hop trong 1 tuan.

b) K¥ ning danh gia: Panh gia mac do hoan thanh va doanh sé ban hang cta
nhan vién hang thang.

¢) K¥ ning 1ap ké hoach va dy bao: Lap bang md ta cong viée hang tuan cho
nhén vién theo ké hoach 5W va 1H.

3.1.2. Nhiém vu marketing

e Thu thap thong tin:Thiét ké phiéu theo ddi tinh hinh st dung sita trong
vong 12 thang, dua ra nhiing thong bao nhan biét hang that, hang gid qua nhin
hiéu, bao bi, tem... Tim hiéu thong tin cua ddi thu canh tranh 13 vinamilk qua
khach hang, dai ly, bao chi, internet...

* Thuc hién chuong trinh tiép thi: Thuc hién khuyén mai mua 2 hop sita
nguyén kem ting 1 16c sita 4 hop co gai ha lan. Dau tu cac ké trung bay sita cho

cac dai ly chinh thtrc.



3.2. Thu thap thong tin thi truwomng

3.2.1. Nhu cdu ciia khdch hang

Dutch Lady 123 ¢6 2 dang bao bi 1a hop gidy va lon thiéc cung véi nhiéu
trong luong khach nhau, can tim hiéu, thong ké xem khach hang wa chudng dung
loai ndo nhat, tir d6 tap trung vao loai san phdm ma khach hang quan tam.

3.2.2. Doanh thu va doanh sé

Xem xét, kiém tra xem c6 dat duoc chi tieu da dé ra 1a 2000 h(f)p/tu?ln hay
khong, dé tir d6 tim hudng giai quyét.

3.2.3. Doi thii canh tranh

* Quan tam tim hiéu vé san ph:flm maoi, giad ca, mau mi cua dbi thu canh
tranh la vinamilk, tir 36 dua ra chién luge méi cho san phém cua minh.

* D6i tugng thu thap thong tin 12 khach hang, dai 1y, siéu thi, nha phan phi
va d6i thu canh tranh.

3.3. Co hgi va thach thire ctia ngwdi ban hang

3.3.1. Co hgi cia ngwoi ban hang

e Thu nhép cao: thuong theo doanh s6 1a 0.5%/doanh so.

e Thir thach: tim kiém khach hang tiém nang, tim hiéu tam Iy khach hang.

e Chung to kha ning: hoan thanh chi tiéu, thiét 1ap kénh phan ph6i mai.

* Co hoi thang tién: c6 nhiéu kinh nghiém, nang lyc lam vi¢c, dat hiéu qua
cao.

3.3.2. Thach thirc ciia ngwoi ban hang

e Thach thirc, khé khan tir nhitng co hoi tao ra, phai biét xtr Iy nhimng tinh
hubng nhu gip khach hang khé tinh.



Chuong 4:

Giam dbc ban hang chuyén nghiép

4.1. Trach nhiém ciia Giam ddc ban hang

4.1.1. Quan tri dji ngii chao hang

* Hudn luyén cho nhan vién ban hang vé cach tng xir voi khach hang, khi
khach dén xem hang phai tiép dén niém nd, khach ra vé phai chao hoi khach va
hen gap lai khach.

 Huéng dan cho nhan vién can phai nam rd vé nhiing cong dung, thanh
phan c6 trong sira dé tu van cho khach.

* Dya vao doanh s6 ban hang dé danh gia kha nang ban hang ciia nhan vién
dé kip thoi huan luyén lai nhan vién tot hon.

* Dua ra quy dinh vé thoi gian 1am viée 1a 8h/ca/ngay. Co cdu hoat dong, hé
thdng cac phong ban

4.1.2. Qudn tri dgi hanh chinh

* Hang thang, d6i hanh chinh s& di thu thap va xir 1y cac thong tin vé san
phém, khach hang, ddi tht canh tranh vianamilk, tir cac dai 1y, siéu thi, khach
hang.

* D61 hanh chinh s€ dua ra nhitng chinh sach nhu 1a viéc tdng hodc giam gia
san pham, thay d6i bao bi cho bt mét, hay vé viéc ning cao chit lugng san phim
dé canh tranh véi vinamilk.

* Viét bao cao va to chirc cude hop vé két qua hoat dong kinh doanh hang
thang.

* Pua ra nhiing giai phap va phuong hudng hoat dong trong tuong lai.

4.1.3. Tiép thi

e Thuong xuyén tim kiém cac d6i tac c6 tiém nang dé hop tic va md rong
kénh phan phdi nhu 13 ki két hop ddng véi cac trudng ndm non nudi day tré tir 1

dén 3 tuoi.



4.1.4. Ban hang

* Ky két cac hop dong ban hang vai cac khach hang trung gian bang cach
goi dién, gui mail, fax..., tim hiéu nhu cau thi truong qua internet, bao chi, tivi,
dai.

4.1.5. Tai chinh

* Lap ra quy du phong vé tai chinh.

* Pua ra céc chi tiéu.

* Phan tich cac chi phi lién quan.

4.2. Cac mdi quan hé ciia Giam déc ban hang

4.2.1. Quan hé bén trong

* Trao ddi thong tin dinh ki chinh thtrc va khong chinh thirc v6i cac phong
ban trong nhing dip tiép tan x4 giao trong hodc sau gid lam viéc.

e Lién két v6i phong ké toan dé giai quyét cac van dé caa khach hang hay
ctia nhan vién vé trinh trang rac rdi trong s6 sach ctia nhan vién chao hang.

e Lién két véi phong nhan su dé hd tro viéc mo ta cong viéc cho nhan vién
chao hang, cung cap céac kién thic vé san pham Dutch Lady. X4y dung ké hoach
tuyén dung dé dam bao cong viéc chao hang.

* Lién hé v6i cac giam doc tiép thi hodc giam dbc san pham dé truyén dat va
nhan duoc thong tin vé san phdm méi cling nhu xu hudng, thi truong va canh
tranh.

e Lién két v6i phong van chuyén dé xac dinh yéu cau giao hang cho khach
hang nhu thoi gian.

* Hang thang t6 chtrc cac cude hop nhan vién & tit ca cac phong ban dé luu
lai y kién c4 nhan.

4.2.2. Quan hé bén ngoai

* Nha cung cdp: 14 cac nha cung cip thiét bi uy tin va chat lugng tot.

* Khach hang: tao dung cac mdi quan hé véi khach hang méi va dong thoi
dua ra cac dich vu uu dai cho khach hang cii, than thiét.

* Cong ddng doanh nghiép: cam két vé an toan thuc pham, bao ho lao dong.
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* T6 chuc chuyén mon: tao 1ap cac mbi quan h¢ xa hdi véi cac vién nghién
ctru khoa hoc, cac doanh nghiép san xuat khac

e D6i thi canh tranh: Quan hé than trong, canh tranh cong bang véi ddi tha
canh tranh, tir d6 hiéu rd vé ddi thu canh tranh va dua ra nhirng chién lugc vé san
pham ctia minh.

4.3. Céc van dé lién quan dén dao dirc ciia Giam doc ban hang

4.3.1. Quan hé Gidam déc ban hang véi Cong ty

e Can hiéu rd cac quy dinh cua cong ty.

* Cong ty dua ra cac chi tiéu ban hang qué cao gy ap luc 16n, giam doc ban
hang phai xu 1y khéo 1éo.

e Lam dung chitc quyén gay ap luc cho nhan vién.

* Van dé tham nhiing, iy ciia cong ty 1am viéc riéng.

4.3.2. Quan hé Gidam déc bin hang véi nhén vién bin hang

* Quan tdm dén quyén loi. loi ich cta nhan vién.

* Hudng din nhan vién cach tmg xtr v6i khach hang, bao tri san pham, cac
khiéu nai cua khach hang, khuyén khich, dong vién, khen thudng néu dat thanh
tich cao.

4.3.3. Quan hé Gidam déc ban hang véi khdch hang

* Giai quyét khiéu nai v6i khach hang, giit mdi quan hé than thiét v6i khach
hang.

e Uu ddi cho khach hang 1au nam, quan tdm t&i 1¢i ich khach hang.
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Chuong 5:
Cic k¥ niing d6i v6i nha quan tri thanh dat

5.1. Cac ky nang cua lanh dao ban hang

5.1.1. Linh dao truc tiép

* Phan cong cho nhan vién giam sat ban hang di dén cac dai 1y, cira hang,
siéu thi thudc quan Go Vép dé tim hiéu va guri bao céo chi tiét 1 thang 1 lan.

* Phan cong nhén vién chao hang di dén cac siéu thi, tiép thi, quang céo san
pham méi & cac dia diém khach trén dia ban, dong thoi thu thap va danh gia thong
tin vé& d6i thu canh tranh, khach hang, thi truong.

5.1.2. Linh dao bang cdch hé tro

* C6 nhiing chinh sach hd trg cho nhan vién nhu: hd tro phuong tién di lai,
chd & cho nhan vién & xa, nham tao su thuan loi, thoai mai cho nhan vién ban
hang.

* Trang bi cho nhan vién nhing kién thirc can thiét vé san pham, k¥ ning
ban hang, cach tmg xr véi khach hang.

5.1.3. Lanh dao co dinh huong

* Pua ra muc tiéu ban hang ting 10%-15% so véi ki trudc. khuyén khich
nhan vién bang cach thuong cho nhan vién ban hang khi ting % ty 1& chénh léch
hang ban ra.

5.1.4. Lanh dao co tham dw

* Phai c6 mat trong tat ca cac cudc hop dé nghe bao cao vé tinh hinh hoat
dong kinh doanh va dua ra nhirg bién phap khic phuc vé nhitng khuyét diém.

e Tiép tuc phat huy tot nhirng thé manh ctia minh.

5.2. Phén tich hoat dong ban hang bang cong cu

5.2.1. Phén tich doanh sé

Céc chi tiéu Go Viap
Chi tiéu Thuc hién
S6 ctra hiéu hién c¢6 110 100
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S cira hiéu viéng thim 90 85
S ctra hiéu ban dugc 80 70
Sita bot hop thiée 1100 1000
Sita bot hop gidy 1500 1450
S6 don vi san pham 20 hop/ thing 20 hop/ thung
Doanh thu Tang 15% Tang 12%
5.2.2. Phén tich chi phi
Chi phi doanh s6 Doanh sd(tr)
Nam 2010 Nam 2011
Quang c4o, khuyén mai 5.300 5.000
i lai 2.500 1.800
Khac 1.000 800
Téng 8.800 7.600

5.3. Du bao ban hang

5.3.1. Dw bao nang luc thi truong

e Nim 2011: tiéu thy trén dia ban Go Vap

> Hop thiéc 14:20.000 hop X 131.500(900g) =2,63ty
>  Hop gidy 1a: 17.000 hop X 63.500(400g) = 1,097 ty

e Thi phén, thi truong ndm 2011 caa cong ty Dutch Lady chiém:
> Hop thiéc: 40% X 2,63 ty = 1,052 ty
> Hop gidy: 30% X 1,079 ty = 323,85 tri¢u

5.3.2. Nang lyc ban hang cva cong ty

e Mirc bao phti: nam 2010 ¢6 2 dai ly, ndm 2011 m¢ thém 3 dai 1y.

e Pija ban: Phuong 4, Quan Go Vap

e Quang cdo: nam 2010 c6 2 banner, nam 2011 tang thém 3 banner.



5.3.3. Qua trinh du bdo

e Tirtrén xudng:
> Nam 2010: hop thiée 2,304 ty, hop gidy 877,5 triéu
» Nam 2011: tang 10% so v6i 2010.

e Tir dwéi lén: bdo cao cua cac nhan vién ¢ cac dai ly.

5.4. Xay dung han ngach va 1ap ngan sach ban hang

5.4.1. Xay dung han ngach

* Cira hang: doanh s hop thiéc 1a 526 triéu, hop gidy 1a 215,9 triéu.

e Nhan vién: tim hiéu khach hang, chao hang 1 thang 2 1an bang cach gui
mail, goi dién thoai. Mdi dai Iy c6 2 gian hang trung bay san pham sita Dutch Lady
123, hop gidy va hop thiée.

5.4.2. Ngdn sach ban hang

Chi phi: 165 triéu bao gom:

* Giao tiép: 5 triéu

* Quang cdo: 100 triéu

e Khuyén mii: 50 triéu

* Di lai: 10 triéu
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Chuong 6:

Quaén 1y ning suat khu viee ban hang

6.1. Cac yéu t6 anh huwéng dén ning suit ban hang

6.1.1. Nhan vién ban hang va ky thudt chuyén mon.

* Khi khach hang 1a mot ba me tré dang phan van khong biét chon san pham
sita nao 1a t6t nhat cho con minh khi héi nhan vién ban hang ma nhan vién ban
hang khong biét nhitng thong tin vé san phan ctua minh, khong tu van ddng thoi
cling khong gidi thiéu vé tinh nang hiéu qua,chat luong... ctia san phim cta minh
thi khach hang d6 s& khong mua san phdm cta minh nita ma s& chon nhitng san
pham khéc trén thi truong, qua dé ta cling khong thé tao dung dugc mang ludi
khach hang va ciing khéng ban duoc san pham ctia minh.

* Khi khach hang mua san pham cac nhan vién ngoai huéng dan khach hang
doc cach st dung trén bao bi con phai huéng dan ho cach thirc pha sita nhu thé
nao, udng ra sao va udng kem voi nhimg thir gi 1a c6 thé. Tranh cac trudng hop
nhan vién khong hudéng dan ki cach st dung cho nhimng ngudi chua hiéu ro vé san
pham, nhét 13 nhitng nguoi ¢ ving sau kién thirc con han hep dan dén viéc ho lam
sai quy cach khi pha sita va dung khong dang lidu luong c6 thé gdy ra nhiing tac
dung khong t6t ngoai mong mudn. Tir d6 s& 1am mat 1ong tin cua khach hang va
danh tiéng ctia san pham sd luong san pham ban ra khong cao.

6.1.2. Thoi gian bdo qudn sita.

- Tuy ting loai san phiam sita ma c6 nhirng thoi gian bao quan khac nhau,
mdi loai sira c6 mot dic tinh riéng vi thé can chu trong trong viéc bao quan sita.néu
chung ta bao quan sita khong t6t nhu dé nude roi vao sira dang bot ma ta lai day
kin 14u ngay s& 1am cho sita bi 1én mdc, hu hong... nhu thé khi ta udng s& dan dén
nhimg hau qua khong t6t nhu dau bung, tiéu chay, anh huéng dén duong rudt. ..
hay chung ta dé sira ngoai khong khi hay anh ning tryc tiép 1au ngay ma van sir
dung thi ciing s& gdy ra nhitng van dé khong t6t cho duong rudt... 1am cho giam

stc dé khang cua co thé.
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- Thot gian bao quén lau cling giap cho nguoi ti€u dung an tdm hon khi st
dung sfra.

6.1.3. Viéc hé tro cho nhén vién.

Vi nhan vién khong ¢ xe chuyén dung dé chd hang dén cira hang, nén trong
mdt quay trung bay sita ban thi c6 2 hop sita bi mép méo do qua trinh van chuyén,
theo tdm ly nguoi ti€u dung thi ho s€ khong mua 2 hdp stta d6 ma sé chon nhirng
hop khéc, vi vy nhitng hop sira doé s€ khong ban dugc va sé€ bi tdn lai cudi cung.

6.1.4. Thong tin khach hang.

Thong tin khach hang rat quan trong trong viéc ban hang héa vi vdy nhiing
anh huéng cua né ciing rat 16n,trong kinh doanh thong tin khach hang 1a mot yéu
t6 hang dau & day ciing vay nang xuat ban hang cao hay khong ciing mot phan 1a
do su anh huong cua thong tin khach hang. Hau hét tat ca cach khach hang tir moi
lra tudi déu str dung san pham sita vi vy néu chung ta nim bt thong tin khong
chinh x4c, rd rang thi chiing ta s& di sai huéng va 1am anh hudng rat 16n.

- Cac loai san pham sira khac nhau thi str dung cho tirng d6 tudi khac nhau vi
vy ching ta phai biét rd thong tin tudi tac ctia khach hang dé tir d6 co thé tu vén,
gi6i thiéu san pham mot cach rd rang, chinh xac hon.

- Sita hop danh cho ngudi tir 15 tudi trd 1én ma ching ta lai ban cho nhiing
tré nho so sinh hay vai thang tudi thi s& khong c6 tac dung gi ca ngoai ra con c6 khi
lam cho tré udng sai loai sita co nhitng tdc dung phu nhu:di tng,viém dudng
rudt...

6.1.5. Thoi tiét va cach trung bay, vdn chuyén sira.

- Khi ta di si€u thi hay tap hoa mua sira tuoi thi chung ta phai bao quan trong
t0 lanh thi moi dé duge 1au ngay ma khong bi hong.

- Cach van chuyén cua cic nhan vién van chuyén ciing gay anh huéng lon
d6 1a khi chung ta van chuyén sita thi phai giit gin can than khong duge dé cho lon
sita hay hop sita bi mop méo trdy xude,néu bi nhu vy thi khach hang khi mua s&
thdy khong thich, khé chiu khi mua chung lam anh huéng dén tam 1y khach hang

tir 6 san pham s& khong ban chay dugc.
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- Ngoai ra, d6i véi san pham sita dung trong hop thiét hay hop sit dugc son
mau néu trong qua trinh van chuyén chiing ta lam trdy xudc thi qua lau ngay vo
lon s& bi oxi hoa, ri sét 1am anh huéng dén chat lugng sita.

6.1.6. Chit luwong sita.

Mot ngudi me khi mua sita cho con minh thi rt chi trong dén chét luong
cong dung cua sita néu nhu mua sira vé cho con udng nhung bi di tng hay bat ky
nhiing tic dung phu nao khac thi chic chin rang lan sau ho s& khong bao gid mua
san pham sita ndy nita. Du cho ching ta c6 quang cao khuyén mai nhu thé nao di
nira thi ho s& khong mua nita, thong tin khong tét truyén ra ngoai 1am ning suat
cua ching ta giam.

6.1.7. Cic kénh phén phéi va dai Iy bdan hang.

- Néu chiing ta két hop voi nhitng dai 1y nhiing kénh phan phéi rong réi thi
san pham cua ching ta s& dén duoc tay cua nhitng ving siu vung xa sd luong
khach hang ciing dong hon. Diéu nay s& lam cho doanh s6 ban hang ting, ning
sudt ban hang dat hiéu qua. Cac dai 1y ban chin hay 18 ciing gop phan khong nho
trong viéc ban hang. néu khong c6 nhung dai 1y hay kénh phan phéi thi san pham
s€ kho luu thong rong rai trén thi trudng

- Ta phan phdi cho mot dai 1y 16n trén dia ban mot tinh hay thanh phd nao
d6 thi tir dai 1y d6 sé tiép tuc phan phdi cho nhing ctra hang nho hon va nhimg cira
hang nho d6 lai tiép tuc phan phéi cho dén khi dén tay nguoi tiéu dung.

6.1.8. Péi thii canh tranh ciing anh huong khong nho dén viéc ting ning
xuét ban hang. Néu ddi thu canh tranh dua ra nhitng chinh sach khuyén mai, nhu:
san pham dung thir, mua mot ting mot... ma chung ta khong c6 hanh dong gi thi
khach hang cua chung ta s€ giam

6.2. Giai phap dé ning cao ning suit.

6.2.1. Nhan vién ban hang va ky thudt chuyén mon:

e Nhdn vién ban hang: Nhan vién ban hang 13 yéu t6 rit quan trong trong
viéc ting ning xuét ban hang cua cong ty. Vi vay khi tuyén dung ciing nhu lya

chon do6i hoi nha quan tri nhan su phai hét suc can nhic cho ki ludng.
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- Trong d6i ngii nhan vién ban hang thi mdi nhan vién doi hdi phai cé nhing
diéu kién nhu: k¥ ndng an noi trudec ddm dong, manh dan, am hiéu cong viéc minh
dang 1am, biét rd nhung thong tin vé san phim,nam bat dugc thi trudng bén ngoai,
nhanh nhen, hoat bat... Néu nhan vién ban hang ma khéng c6 nhitng k¥ ning co
ban trén thi s€ khong mang lai hiéu qua trong ban hang.

* Ky thudt chuyén mon: Cac nhan vién phai dugc trang bi mot s6 kién thirc
co ban vé thong tin san pham ctia minh,cong dung cta timg loai san pham sita cach
pha ché sira cua ting loai, cich bao quan sita,cach dung va liéu luong dung cua
ting loai sita... dong thoi ciling phai cap nhat thuong xuyén nhiing thong tin mai
phan hoi tir phia nhitng khach hang va dua ra huéng giai quyét thich hop dé tao
long tin cho khéch hang.

Tir nhitng anh hudng trén dé ma niang xuat ban hang dugc tang cao thi cong
ty can phai chu trong trong viéc tuyén chon nhan vién ban hang va md cac 16p
huan luyén cho nhén vién vé nhitng k¥ ning co ban dong thoi ciing nghe nhiing sy
gdp v cua nhiing ngudi xung quanh dé cai thién san phim cua minh

6.2.2. Thoi gian bdo qudn sita.

e Chung ta can phai bao quan tdt cac loai sita trude khi sir dung hay ban ra
thi trudng, ghi 18 cac cach bao quan trén bao bi sita. Va c6 thé nghién ciru thém dé
kéo dai thot gian stir dung cua cac loai sira.

6.2.3. Viéc hé tro cho nhan vién.

e Cong ty phai h6 trg cho nhan vién nhitng phuong tién bo tro trong viéc
ban hang nhu 1a: ddng phuc, gidy dép, phuong tién di lai,van chuyén hang, dua ra
nhitng chinh sach cho nhan vién dé ho c6 hirng tha 1am viéc tét.

e Néu nhu khong dua ra nhitng chinh sach khen thuéng nhu: ting luong hay
% hoa hdong cho nhitng ai ban duoc s6 luong cao, phuong tién dé van chuyén hang
hoa khong tot s& lam cho hang héa, san pham bi hu hong mép méo, chay sita ra
ngoai... thi khi khach hang mua tring san phim d6 ho s& khé chiu c6 thé 1a ndng
gian va c6 nhimg suy nghi khong t6t vé san pham va khong dung ching duoc lau
dai, va s& c6 nhitng ¥ kién khiéu nai cua khach hang dén cong ty giy anh huéng
dén uy tin va chét lugng ctia san pham.

18



* Bién phap dé khic phuc nhimng tinh hinh trén, chung ta phai trang bi t6t
cho nhén vién nhitng dung cu tdt nhat va thuan loi trong viéc ban va van chuyén
hang hoa nhu: ba ga xe thung x6p dé van chuyén s& khong lam chay sira, vo lon,
hop bi mop méo...

6.2.4. Thong tin khdch hang.

e Nén can phai thuc hién rd rang huéng dan ky nhitng ngudi sir dung sira.
thong tin khach hang dung sita phai chinh xac dé tién cho viéc gidi thiéu san pham
dén khach hang tiéu dung, 1am ting sb lugng khach mua hang, ning xuit ban ting.

6.2.5. Thoi tiét va cdch trung bay, vdn chuyén sira.

* Yéu t6 nay ciing anh hudng rat 16n dén viéc tang ning xuét ban hang cia
cong ty. D6i v6i cac san pham sira bot thi thoi tiét am w6t 1a didu khong tot boi vi
sita bot duge ché bién kho nén khong thé tiép xtc véi nude duge 1au. Néu dé noi
am w6t thi rat d& bi hong. Nguoc lai, ddi véi san pham sita twoi (san pham dung
ngay) thi phai dugc bao quan & thoi tiét mat mé thi moi dé dugc 1au bén ngoai.
Néu & thoi tiét qua nong thi s& d& dang bi thiu,cé mui va mat tac dung cua né.

* Vi vay chiing ta phai trang bi nhitng dung cu bao quan sita trong thoi tiét
cac mua va qua trinh van chuyén di cic noi nhu: thung x6p dé dung sira, xe van
chuyén phai co thung xe rong, sap xép hang hoa cach roi nhau dé tranh va cham
vao nhau trong khi van chuyén.Trang bi kho lanh hay ti giit nhiét cho cac dai Iy dé
bado quan sira.

6.2.6. Chit luwong sita.

e Chét luong sita 13 yéu t6 chiém phan trim anh hudng cao nhét trong céac
yéu t vi yéu t6 nay cAu thanh nén danh tiéng ctia mot san pham.

e Néu chit lugng sira tot thi s& thu hut nguoi tiéu dung nhiéu hon.chat luong
cang cao thi sd lwong ngudi st dung cang nhiéu, trong xa hoi ngdy nay yéu t6 can
ctia con nguoi 1a chat luong. Néu chat luong khong dam bao thi du ¢6 lam thé nao
di nira thi san phim cua ta s& khong thé nao phat trién dugc.

* Chung ta phai tiép tuc nghién ciru dé cai thién chat lugng san pham duoc
t6t hon, s& thu hat duoc khach hang.ting cuong tinh bao dam

* Ludn ludn lang nghe nhitng ¥ kién ctia moi ngudi.
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6.2.7. Cic kénh phin phéi va dai Iy bdn hang

e Phai tim kiém nhiing dai 1y méi cac tinh méi nghién ctru va dua san pham
vao thi truong ¢ d6 dé mé rong mang ludi ban hang mé rong thi trudng va phan
khuce cho tung thi truong.

e Tim hiéu tdm 1y cua khach hang theo timg vung, lanh thd, do tudi... dé co
nhirng chinh sach phu hop.

6.2.8. Doi thii canh tranh

e Phai thuc hién cac chién lwgc méi cho san phdm ctia minh dé thu hut
khach hang nhu: thay doi bao bi, kiéu dang. .. ting cuong cic chuong trinh quang

cao khuyén mai khi tung ra san pham méi.
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Chuong 7:

T6 chirc ddi ngii ban hang

7.1. Cac yéu t6 anh huwéng dén viée t6 chirc ddi ngii ban hang

7.1.1. Yéu té bén ngoai

* Nhu ciu mong do¢i ciia khach hang: nhan vién dimg quiy ban sita can
phai hiéu 16 vé sita nhu nhitng thanh phan c6 trong sita gitp ich gi cho tré, loai sita
theo do tudi, cach sir dung nhu thé nao. Nhan vién ban hang can c6 thai do niém
nd, nhiét tinh hudéng dan, tu van cho khach hang.

* D6i thii canh tranh: tim hiéu vé dbi thu canh tranh vinamilk, nhu tim hiéu
murc luong, thuong cia vinamilk tra cho nhéan vién ho 13 bao nhiéu dé cong ty diéu
chinh mtrc lwong cho phu hgp véi loi cua nhan vién. Xem cach thirc quan ly cua
vinamilk (nhan vién mic ddng phuc, nhan vién phai deo thé trong khi lam viéc...).

* Quy dinh hién hanh: nhan vién lam vi¢c tur 3 dén 5 nam sé& duoc nhan trg
cap théi viée, quy dinh 1 nim nhén vién duoc nghi phép 14 ngay va cc ngay 18 tét.
Cong ty hd trg 80% bao hiém xa hoi cho nhan vién, tuyén nhan vién tir 18 tudi tro
1én, khong phan biét chung toc, thoi gian lam viéc 1a 8h/ngay.

7.1.2. Yéu té bén trong

* Tiéu chuin lyc lwong ban hang: trinh do van hoa co ban 12/12, tbt
nghiép t tai. Co6 kha ning giao tiép tt, nhanh nhen, hoat bat, khong néi ngong.
Biét xtr 1y cac tinh huéng bat ngo, trung thuc, chiu kho...

* Phan tich cdng viéc: giGi thiéu va ban san pham sira Dutch Lady 123, bao
cdo cong vi¢c ban hang hang ngay cho quan ly, sau dé quan 1y bao céo 1én bg phan
ban hang.

* Mo ta cong viéc: Dutch Lady xay dung bang mo ta cong viéc dua trén yéu
cAu cla quan ly, khong dugc hut thude, tac phong lich sy, an can, chu dao véi
khach hang, ton trong quan 1y va khach hang.

* Chién lwge ciia cong ty: mo rong thi truong toi ving Tay Nguyén, tuyén
nhan vién la nguoi ¢ khu vuc do, quen véi dia hinh & do6 va hiéu tam 1y khach hang

¢ do.
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* Nang cao chim séc khach hang: huin luyén nhan vién cach tu van truc
tiép cho khach hang mot cach nhiét tinh.

7.2. Qua trinh tuyén dung va lya chon ddi ngii ban hang

7.2.1. Qud trinh tuyén dung

* Lap lwge sir nhan vién: nhan vién tuyén dung phai co trinh do 12/12, tbt
nghiép tu tai hoac trung cép, kinh nghiém cé thé dao tao. Ung x& nhanh nhen, hoat
bat.

* Tim hiéu dong co 1am viéc ciia nhan vién: nhan vién di lam dé c6 mot
cudc séng 6n dinh, dé trau doi kinh nghiém, hay 1a dé giét thoi gian ranh rdi, hoic
do murc lvong hap dan. ..

e Nhén xét/cam két: xem xét cach Gmg xur cia nhan vién trong budi phong
van.

7.2.2. Qud trinh lwa chon

. Nguén tuyén dung ndi bo: lya chon nhiing nhan vién thyc sy ¢6 nang luc
nhung lai duoc xép vao mot vi tri khéng phu hop, khong tao hiéu qua hét muirc cho
cong viéc hi¢n tai.

* Ngudn tuyén dung & cac trudng hoc, co s dao tao: xem xét va wu tién don
xin viéc cua sinh vién tot nghiép loai kha, gioi.

* T6 chirc phong van dé kiém tra trinh do, kinh nghiém va cach giao tiép cua
ngudi di phong van.

e Pua ra nhiing bai kiém tra nhanh bang tric nghiém dé xem xét trinh do
chuyén moén, sau d6 dua ra nhimg nhan xét chun nhat dé chon ra ngudi ximg dang

va hen thoi gian dén thu viée.

22



