Takdiiz 2
4 ¢ «%B- >
A &

Khoa luan
tot nghiép




Thanh phé H6 Chi Minh - 2023

KHOA LUAN TOT NGHIEP

Nganh
Quan tri kinh doanh

Dé tai
Nang cao hoat dong ban hang tai cong ty TNHH
San xuat — Thuong mai Nhat Nam

Gidang vién huéng dan
Th.s VO Van Tién

Sinh vién
Pong Thao Uyén
MSSV: 94011901753

SIVU | .
The Saigon
@ (_International
s University
Lewis Campus

Email: admission@siu.edu.vn
Website: www.siu.edu.vn



MUC LUC

Trang

PHAN MO PAU .evrrrecrrnrnne e RRRRAAAAs e R RS R RS 1
CHUONG 1. CO SO LY THUYET VE QUY TRINH BAN HANG ......ccocuueu... 5
1.1. CAc hoc thuyét V& DAN NANG ..ueeveerecrerercreesesensesesesessesssesessssessssesasessessnses 5
1.1.1. Hoc thuyét vé& kich thich - Phan Xa .......coveeveeeveeeeeeeeeeeeeeeeeeee oo 5
1.1.2. COng thirc AIDAS ...ttt ens 5
1.1.3. Hoc thuyét vé giai quyét VAN A& ......o..ovveeeeeeeeeeeeeeeeeeeeeeee e 6
1.1.3.1. Sy twong ddng gitta ngudi ban va NEUOT MUA .......co.oveeeeeeeeeeeeeeen. 6

1.1.3.2. Sy khac nhau gitta ban hang dua trén phan ung c6 diéu kién va dya

trén su phan ing clla Khach hang ...........c.cocooeiiiiiiiii e 6

1.2. TONG qUAN V& DAN NANG euveverecreererererecreeesesesesessesessessesessessssesssessssessesssenes 8
1.2.1. Khai ni€m bAn hAng ........cccovviieiiiiiiiiieceecee e 8
1.2.1.1. Theo quan mim €0 Q8N ..........o.oviveveeeeeeeeeeeeee e 8
1.2.1.2. Theo quan ni€m hi€n dai ........cccceeieeiiiiiniiieiiie e 9

1.2.1.3. Ban hang vdi tu cach 1a mot chirc nang (chirc nang tiéu thu san pham)

....................................................................................................................... 10
1.2.2. Phan 1021 AN hANG .......c.cooeviiiiiiiiiiciee e 10
1.2.2.1. Can clr thEO qUY MO...ccccviiiiiiiieeiiieeiiee ettt e aee e e eaeeeeeree e 11
1.2.2.2. Can ctr theo phuong thitc bAn hang ...........ccoociviviiiiiiiiieiieees 12
1.2.2.3. Can ctt theo sy s& httu hang hda ..........ccccoeiiiiiiiiiiiece, 12
1.2.2.4. Can ctt theo hinh thai cia hang hda ............cccoeeviiiieiiieciee, 13
1.2.2.5. Can ctr theo loai hang hoa hi¢n tai hay tuong lai ...........cccoveeenneeennne. 13
1.2.2.6. Cén ctr theo hinh thirc cra hang ...........cccccooeiiiiiiiiiie e, 13
1.2.2.7. Can ctr theo dOi tWONE MUA .......o.vveeeeeeeeeeeeeeeeeeeeeee e, 14
1.2.3. Vai tro cua hoat dOng ban hang ..........cccccveviiiiieniiieeee e, 14
1.2.3.1. DO VO NN KIN € ... 14
1.2.3.2. D6i Vi doanh NGRIBP ......vveeeeeeeeeeeeeeeeeeeeeeee e, 15
1.2.4. N6i dung hoat dong ban hang trong doanh nghi€p ...........cceeevveivrennnnne 16
1.2.5. Cac phuong thirc ban hang ...........ccooveieiiiiiiiieeee e 18
1.2.5.1. BAN hANG trUC tHEP ..o 18
1.2.5.2. BAN haANG GIAN HEP ...voveveeeeeeeeeeeeeeeee e, 19

1.3. Khac biét giira quan diém ban hang va quan diém Marketing ............... 20



1.4. Quy trinh ban RANG ......eueiiivvvniiiivniiinisniinssnninssnicsssnsicsssressssssesssssssssssssssens 21

1.4.1. Khai ni€ém Quy trinh ban hang............cccceeviiiiiiiiiiiice e, 21
1.4.2. Quy trinh ban hang tai cha hang ..........cccoeeeiiieiiiiiciieee e, 22
1.4.3. Quy trinh ban hang tric tiép cho cac t6 chirc hodc ca nhén ................... 22
1.4.3.1. Tham do/tim kiém khach hang tiém nang .............ocovvevveeeveeueennnnn. 23
1.4.3.2. THCN HEP CAN ... 24
1.4.3.3. THEP CAN .o 25
1.4.3.4. Trinh by d& XUAt BAN NANG .....veeveeeeeeeeeee e 25
1.4.3.5. Vuot qua tir chbi/phan d6i tir khach hang .............cccoovvvveevveeveeeneee. 25
1.4.3.6. K&t thiC DAN DANG ..o, 26
1.4.3.7. Theo ddi sau ban hang, phat trién quan hé voi khach hang .............. 27

1.5. Cac yéu t6 danh huwdng dén quy trinh bAn hANG ......ceeceeveereeeeeeerenrereesennene 27
1.5.1. NhOM YU & BEN NZOAT ... 27
15110 Thi tTHONE ittt 27
1.5.1.2. KhaCh hang ......ccooviiiiiiieiiieceeeeee e 28
1.5.1.3. NBA CUNEZ CAP v, 28
1.5.1.4. D1 thll aNh AN ..o 29

1.5.2. NDOM YU tO DEN TTONE ..ot 29
1.5.2.1. SAN PRAM ¢t 29
1.5.2.2. GIA DAN SAN PRAI ..o, 29
1.5.2.3. K¥nang ban hang ..........cccoooeoiiieiiiiiiiiiecceeeee e 30
1.5.2.4. Dich vu va chdm séc khach hang ............ccccooeviiiiiiiiiieees 30
TOM TAT CHUONG 1 wucuuneerrruusnsssssssasssssssssssssssssssssssssssssssssssssssssssssssssssssssssss 32
CHUONG 2. GIOI THIEU TONG QUAN VE CONG TY TNHH SAN XUAT -
THUONG MAI NHAT NAM ...ccoererrererernnassesesesssassssssssessssssssasesssasassssasasssnssssssess 33
2.1. Tong quan vé Cong ty TNHH Sin xuit - Thwong mai Nhat Nam ......... 33
2.1.1. ThONG tin CAUNG ..ot e 33
2.1.2. Lich str hinh thanh va phat trién ...........o.oocoveieeeeeeeeeeeeeeeeeee e, 35
2.1.3. Tam nhin, st ménh, ia tr] Ot 11 ....ovveveveeeeeeeeeeeeeeeeeeee e, 37
2.2. Nhiém vu va chirc nang clia CONgG LY ...ccccceecrvericssnrecsssnscssssssssssssssssssssssssans 38
2.2.1. Nhi€m v €2 CONG LY .eovvieiiieiiieeieeeie et eeeeseee e see e e e esaee e naee e 38

2.2.2. Chic NAng CUA CONG LY .oevuveereieeeiieeieeeieeerieeeieeeeeessteeeteeeeaeeseessnneeseeens 38



2.3. Hé thOng t0 chirc Clia CONE LY wovcvereererrerersereesessesessessssessesessesessesssssessesessens 39

2.3.1. SO d0 CO CAU VA 10 CHTIC ... 39
2.3.2. Nhiém vu va chirc ning cu thé ctia cac phong/ban .............oceeweeeveeeennne. 40
2.3.2.1. GIAM AOC 1evvvoieeee st 40
2.3.2.2. PhO GIAM GOC .vvvvovvveiererieei et 40
2.3.2.3. Phong T4 chitc - Lao dong Tidn [HONE .......vveveeeeeeeeeeeeeeee e 41
2.3.2.4. Phong Tai chinh - KE tOAN .........o.vueveieeeeeeeeeeeeeeeee e, 42
2.3.2.5. Phong Ké hoach - X4y dung co DAN ...........cveveeeeeeeeeeeeeeeeeeeeeeeeeae. 43
2.3.2.6. Phong K thudit ........cooiiiiiiiiiieeeeeeeeeeeee e 43
2.3.2.7. Phong Quan 1§ ChAt TWONE .........o.oveeveeeeeeeeeeeeeeeeeeeeeeee e, 44
2.3.2.8. Phong Thanh tra - BA0 V€ ......c.cooviiiiiiiiiciiieeee e 45
2.3.2.9. Nha may San xut va Che DI .......o.ovevoeeeeeeeeeeeeeeeeeeeeeeeee e 45
2.3.2.10. Vin phong dai dién tai thanh phd Ho Chi Minh ..........ccccoovveeene... 46
2.4. Tong quan tinh hinh Nhan Sw clia CONE LY ...cuevereerereenerreresreseaesesesessesnne 47
2.4.1. Co cu 1ao dong theo Chlic NANG ...........ovoveeveeeeeeeeeeeeeeee e, 47
2.4.2. Co ciu lao dong theo gidi tinh ...........cocoveveeveieeeeeeeeeeeeeee e, 48
2.4.3.Co chu lao dong theo do 11T SRR 50
2.4.4. Co ciu lao dong theo trinh @6 chuyn mon ............ccooeeeeeeveeeeeeeereeeeenn. 52
2.5. LInh vIrc hoat AQNE ....cueeeveieivernneinsseinsnicssencssenssanssssnsssssssssssssssssssssssssessns 54
2.5.1. Nganh nghé kinh doanh clia CONG tY .........cveveeeereeeeeeeeeeeeeeeeeeeeeeen. 54
2.5.2. SAN PhAM CUA CONG LY .o eeeeae 55
2.6. Tam quan trong ciia van dé nghién ciru v6i CONg ty .....ceerereerererrerenenne 55
2.7. Mot so ket qua kinh doanh cua Cong ty giai doan 2019 - 2021 .............. 56
2.7.1. Tinh hinh hoat dong san xuat kinh doanh ...............ccoeeeeeuveereereeeennnn. 56
2.7.2. Tinh hinh tai chinh ...t 57
2.7.2.1. Co cau tai san va tong NUON VON .........ooovveveeeeeeeeeeeeeeeeeeeseseeae 57
2.7.2.2. Kha ning thanh to4n va co AU VON ......ouveeeeeeeeeeeeeeeeeeeee e 59
2.7.2.3. Chi tiéu v& kha nang sinh 101 ........c.ovoeueveueeeeeeeeeeeeee e, 60
TOM TAT CHUONG 2 uuuuuninniunnisnsssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssess 62
CHUONG 3. MO TA VA PHAN TiCH QUY TRINH BAN HANG TAI CONG
TY TNHH SAN XUAT - THUONG MAI NHAT NAM ....ouuererrrerercnenenncsenens 63
3.1. Gidi thi¢u by phan ban hANG .......eieveivveinieinseinsncssernsncsssesssnsessssssssesans 63

3.1.1. Co céu t6 chirc cia Phong Ké hoach - Xay dung co ban ........................ 63



3.1.2. Chtrc nang, nhi€ém vy clla ting Vi tri ......eeevveieriieeeiieeeiee e 63

3.1.2.1. TruONEZ PRONE ..ottt e e e eaeeens 63
3.1.2.2. PRO PRONG oot 64
3.1.2.3. NNAN VIEN .ttt s e 64
3.1.2.4. CRUYEN VIETL ..ottt ettt st et s 65
3.1.2.5. Nhan vién giao, nhdn hang ...........cccccovveiiiiiiiiiiiiiieieceee e 65
3.1.3. Mdi quan hé gitra Phong KH - XDCB véi cac bd phan khéc ................. 66
3.2. M ta va phén tich quy trinh ban hang tai Cong ty TNHH San xuit -
Thuwong mai Nhat NA c..eciiieiiennneiinneeiinneiieneiessssisssssssssssssssssssssssssasssssssssses 67
3.2.1. So do quy trinh ban hang va thong tin san pham ..............cccceeeveveuennn. 67
3.2.2. M6 ta va phan tich tung chi ti€u cua quy trinh ban hang ....................... 68
3.2.2.1. Xac dinh thong tin dat hang ...........ccceveiiiiiniiiieieceeeeeeee 68
3.2.2.2. Dam phdn voi Khach hang .........cccoooiiiiiiiiii e 68
3.2.2.3. Lap HOp dONE MUA DAN ... 68
3.2.2.4. Ky Hop dOng DAN hANG ......ovovvveeeeeeeeeeeeeeeeeeeee e 68
3.2.2.5. Thyc hién hop dong va giao hang ..........cccoveeveeeeeeeeeeeeeeeeeee e, 69
3.2.2.6. LAp thanh 1Y NoP AONE ......voveeeeeeeeeeeeeeeeeeeeeee e, 72
3.2.2.7. LUURO SO vttt esssee sttt 73
3.3. Panh gia chung vé quy trinh BAN RANG .......eeeceeeereeeecreencrenscresesensesssenee 73
331 UUGHEIM et 73
3.3.1.1. Uu diém cua timg chi tiéu trong quy trinh ban hang ....................... 73
3.3.1.2. MOt O U QM KRAC .....ooveeereeieiiceiieceice e 75
3.3.2.HAN ChE oo 76
3.3.2.1. Han ché cua tirng chi tiéu trong quy trinh ban hang ........................ 76
3.3.2.2. MOt 50 han €hé KRAC .......ouuvvemeiereiieiieceiieeeeeeceieceeeee e 79
3.3.3. Nguyén nhan cta nhing tON tal ..........c.veeveeeeeeeeeeeeeeeeeeeee oo 79
3.3.3.1. Cac nguyén nhan Chll qUAN .........cceeeiiiiieiiiieeiee e 79
3.3.3.2. Cac nguyén nhan Khach quan ...........cc.cceoeviieiiiiiniiieceiee e 80
3.4. Phan tich cac yéu t6 anh hwéng dén quy trinh ban hang ciia Cong ty .. 80
341 TRIETIONE vttt sttt et 80
3.4.2. Tinh hinh canh tranh trong nganh .............cccccceeeviiiiiiiiieee e, 81
3.4.3. KhaACh hANG ...ooeiiiiiieee e 81

3.4.4. He thong trang thit Bi ..........co.ovimeveeeeeeeeeeeeeeeeeeee oo, 81



3.4.5. Chinh SACh bAN haANg .......cocoiiiiiiiii e 82

3.4.5.1. Chinh s4ch chi€t KRAU ......corvrverrirerieieer e 82
3.4.5.2. Chinh sach thanh to4n va vAn chuy@n ............cooooeveeeeeeeeeeereecrrene. 82
3.4.6. DAnh gia chung V& CAC YEU 1O cv.vveveeeeeeeeeeeeeeeeeeeeee e, 82
TOM TAT CHUONG 3 ccouneuneeneennsenssessssnsscsssssssessssssssssssssssssssssssssssssssssssssssssss 84

CHUONG 4. MOT SO GIAI PHAP VA KIEN NGHI NHAM HOAN THIEN
QUY TRINH BAN HANG TAI CONG TY TNHH SAN XUAT - THUONG

MATL NHAT NAM ...coecreernereereresasassssesesessssssssssessssssssssssesessssssssssssassssssssssasasassssssass 85
4.1. Muc tiéu va dinh hwéng phat trién ciia CONg ty ....ceeeeveeeeereercveesereesensens 85
4.1.1. Pinh huéng phat trién ctiia Cong ty trong thoi gian ti .........c.ceeveene.... 85
4.1.2. Phuong huéng phat trién ctia quy trinh ban hang...........c.ooeveevvveeeeenne.e. 86
4.2. P& xuat mot so giai phap nham hoan thién quy trinh ban hang ............. 87
4.2.1. Cai tién quy trinh BAN KANE ..., 87
4.2.2. Nang cao chat lugng cham soc khach hang .............coccoveveeceeeereeeennne. 88
4.2.3. Giai phap vé cong tac kiém tra ddnh gia ban hang ...............cccoceveeeeennen. 88
4.3. Mot s6 kién nghi nham hoan thién quy trinh ban hang ............cecceueeuenee 89
4.3.1. D& xuat cai tién he thong tai liBU ........o.ovvveeeeeeeee oo, 89
4.3.2. Céac kién nghi chung v& phia CONG Y .....ovevveeeeeeeeeeeeeeeeeee e, 89
TOM TAT CHUONG 4 coouuuunnnnnnssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssess 90
K!ET LUAN .................. e e e e s s 91
TAI LIEU THAM KHAQ ...uuciiiiiiineinninsnicsnisssisssisssssssssssssssssssssssssssssssssssssssasns 93

PHU LUC woounveenreneeecsnssssssssssssssssssssssssssssssssssssssssssssasssssssssssssssssssssssssssssassssassss 95



DANH MUC CHU VIET TAT

STT CHU VIET TAT GIAI THICH
1 TNHH Trach nhiém hiru han
2 SX -TM San xuat - Thuong mai
3 CBCNV Can b cong nhan vién
4 NLD Nguoi lao dong
5 KH - XDCB Ké hoach - Xay dung co ban
6 NMCB Nha may ché bién
7 KCS Kiém tra éla(n) 1; }%}rlit(lsl;c_rng (©) -
8 TC - KT Tai chinh - K¢é toan
9 DN Doanh nghiép




Bang 1.1.
Bang 1.2.
Bang 1.3.
Bang 2.1.
Bang 2.2.
Bang 2.3.
Bang 2.4.
Bang 2.5.
Bang 2.6.
Béang 2.7.
Bang 2.8.
Bang 2.9.
Bang 3.1.
Bang 3.2.
Bang 3.3.

DANH MUC BANG BIEU

Trang
NO1 dung cong thitc AIDAS.......oo o 5
Noi1 dung hoat dong ban hang trong doanh nghi€p..........cccocvvviiiiinnnen. 17
Mot s6 diém khac biét gitta ban hang va Marketing ...........c..cc.ccveurnenne. 21
Co cu nhan sy theo chirc nang tai Cong ty giai doan 2019 - 2021 ........ 51
Co cau nhan sy theo gi6i tinh tai Cong ty giai doan 2019 - 2021 ........... 52
Co cAu nhén su theo d6 tudi giai doan 2019 - 2021 ....cccoevvvviiiiieiiiee, 54
Co céu nhan su theo trinh d6 giai doan 2019 - 2021 ....ccccevvviveiiiieeiinenn, 56
Céc chi tiéu phan anh két qua va hiéu qua kinh doanh ctia Cong ty ....... 60
Su bién dong cua cac khoan muc tai san va nguén VON o, 61
Co cau tong ngudn vén ctia Cong ty giai doan 2019 - 2021 ......ceveeeee, 63
Chi tiéu vé kha ning thanh todn va co CAU VON .......ovvvvveeveeeeeiesieeieens 63
Céc chi 6 V& kha nAng Sinh 101 ..c..cvvvveeveeeeseveeeeeeeesesee e 65
Céc mdi quan hé ctia Phong Ké hoach - Xay dung co ban ..........c.......... 70
Phuong phap tin dung Khoi TUONE ......c.cevvveveerereieeeeeeeees e, 75

CAC DIEU MAU AP QUNG...vovvveveeeeeeeeeee et 77



DANH MUC HINH VE, PO THI

Trang
Hinh 1.1. So dd quy trinh ban hang SPIN .........ccooooioveeeeeeeee oo 8
Hinh 1.2. Ban hang 14 khau trong qua trinh hoat dong cta cong ty san xuat ........... 10
Hinh 1.3. Ban hang 1a khau trong qué trinh hoat dong ctia cong ty thuong mai ..... 10
Hinh 1.4. Cac hoat d0ng V& BAN HANE ........veeeeeeeeeeeeeeeeeeeeeeeeeeee e 16
Hinh 1.5. Khéc biét gitra ban hang va Marketing...........cccceeevcviieeiiieeeiiieeeiieeeen. 20
Hinh 1.6. Quy trinh ban hang truc tiép cho cac t6 chtrc hodc cd nhan ................... 23
Hinh 1.7. Quy trinh danh gia khach hang tiém nang ...........ocooeveveeveeeeeeeeeeeeeeen. 24
Hinh 2.1. Nha may cua Cong ty ¢ huyén Bau Bang, tinh Binh Duong ................... 33
Hinh 2.2. LogO0 CUA CONG LY .oonveieiieeiieeiie ettt ettt 34
Hinh 2.3. Quy trinh ché bién Ml CA0 SU .......c.ov.ovveeveeeeeeee oo 36
Hinh 2.4. So d6 co cau t6 chirc cia Cong ty TNHH SX - TM Nhat Nam ............... 39
Hinh 3.1. So d6 b tri Phong K& hoach - Xay dung co ban ............ccccoeeveeeeueveeenne. 63
Hinh 3.2. So d6 quy trinh ban hang ciia Cong ty TNHH SX - TM Nhat Nam ........ 67
Biéu dd 2.1. S6 lugng lao dong truc tiép va gian tiép giai doan 2019 - 2021 .......... 48
Biéu d6 2.2. Quy mé nhén sy theo gidi tinh giai doan 2019 - 2021 ...........co.......... 49
Biéu dd 2.3. Quy mé nhan su theo do tudi giai doan 2019 - 2021 .......coccvevreuenn.. 51
Biéu d6 2.4. Quy md nhan su theo trinh d6 chuyén mén giai doan 2019 — 2021 .... 53
Biéu db 2.5. Tang trudong doanh thu va loi nhuén trong 3 nim gan day .................. 57
Biéu d6 2.6. Hé sd thanh toan va hé s6 ng cudi nam giai doan 2019 - 2021 ........... 60

Biéu dd 2.7. So sanh cac chi tiéu vé kha ning sinh 101 gitta nam 2021 v&i cung ky céc



PHAN MO DAU

1. Tinh cép thiét va 1y do chon d@ tai

Trong nén kinh té thi truong hién nay, bat ky mot cong ty ndo mudn ton tai va
phat trién déu phai tuan theo cac quy luat cta thi trudng, tham gia vao thi trudng, tu
than van dong va tu khéng dinh minh. Dé c6 thé ndm bit dugc nhu cau cua thi truong
va tim ra nhitng cach t6t nhat dé dap ung va théa mén nhitng nhu cau d6 1a cach duy
nhat dé thanh cong. Nam 2021, Viét Nam trién khai cac bién phap phong, chéng chit
ché nhat dé dbi phé véi su bung phat cia dai dich COVID-19. Piéu nay da anh huong
nang né dén toc do tang trudng cia nganh ti€u dung, dau tu, hang hoéa, dich vu va Xuét
nhap khau cta Viét Nam dic biét 1a ddi v6i cac DN tu nhan. Tuy nhién, khi budc sang
nam 2022, v&i viée ndi 1ong dan cac bién phap quan 1y va ndi lai hoat dong kinh doanh,
kinh té va thuong mai cia Viét Nam da c6 nhirng budc tién ro rét. Toc do tang trudng
GDP nam 2022 dat 8,02% tao da quan trong cho su phat trién ctia cic nam tiép theo.

Trong qua trinh hoat dong san xuat va kinh doanh, di c6 khong it nhimg DN
khong thich trng dugc véi sy bién dong cua nén kinh té thi truong, nén da khong thé
ton tai va phat trién trong co ché méi. Trong nhiing nam tré lai ddy, cac DN tai tinh
Binh Duong ndi riéng va ca nude nodi chung & moi linh vuc dang chiu strc ép 16n vé
viéc kiém soat anh hudng tir cac hoat dong ban hang cua ho t6i méi truong kinh doanh.
Nhitng thay doi cua hoat dong ban hang lam phat sinh nhitng khoan chi phi dang ké
cling nhu anh hudng toi co hdi phat trién cua DN. Nhing thay d6i trong hoat dong
ban hang tao ra chi phi dang ké va anh huéng dén co hoi ting truéng cia cong ty. Va
mot trong nhitng 1y do chinh khién céc cong ty phé san 13 khong c6 kha ning ban san
pham ctia ho. Va mot trong cic nguyén nhan chinh va cha yéu dan dén su yéu kém,
pha san ctia cac DN 1a do khong tiéu thu duge cac hang hoa da san xuat.

Céc san pham lam tir mi cao su - mat hang chinh da lam nén tén tudi cua
nganh san xuét cao su, timg dugc goi 1a vang trang, 1a mot trong nhirng mit hang quan
trong da va dang dugc nha nudc quan tam. Theo Hi¢p hoi Cao su Vi¢t Nam, xuét khau
cao su nam 2022 s& dat 1,7 triéu tan, tri gia 2,8 ty USD, tang 11,2% so véi cung ky
nam 2021. Hau hét cac chung loai cao su xudt khau cua Viét Nam da s6 van 1a hdn

hop cao su ty nhién va cao su téng hop: SVR 3L, SBR 1502, SVR 10, SVR CV60...



Trong d6, thi trudng Trung Qudc chiém tdi 99,7% tong lwong hdn hop cao su thién
nhién va cao su tong hop xuét khiu cia ca nudc. Mic du xuit khau cao su sang cac
thi truong chinh hién dang giam, nhung nhiing chinh sach trong tuong lai ciia Trung
Quéc va Hoa Ky c6 thé 1am ting kha ning xuit khau cao su ciia Viét Nam sang cic
thi truong nay.

Xuét phat tir thuc trang chung cia nganh nghé san xudt cao su va cac san phim
tir cao su ddi véi cac Cong ty SX - TM. Cong ty TNHH SX - TM Nhat Nam di sém
nhan thic duge vai tro cta ban hang va tim ra cac budc ban hang hiéu qua nhit phu
hop véi diéu kién thi truong theo tinh chat nganh nghé kinh doanh. Vi 1y do nay, cac
hoat dong ban hang & cong ty dugc xac dinh 1a rat quan trong ddi voi su thanh cong
ctia cong ty va can duoc thiic day hon nira.

Béng nhiing kién thirc di hoc va qua thuc té thuc tap tdt nghié¢p tai cong ty,
dudi sy hudng dan tan tinh cta can bd hudng din cung véi cac nhan vién trong cong
ty, em da lua chon dé tai: “Hoan thi¢n quy trinh bdn hang tai Cong ty TNHH Sin
xudt - Thwong mai Nhit Nam” 1am bai bao céo thyc tap tot nghiép.

2. Muc tiéu nghién ciru
2.1. Muc tiéu tong quat

Nghién ctru céc khai ni¢m, vai tro vé hoat dong ban hang va quy trinh ban
hang. Tim hiéu va phan tich cac cong doan trong quy trinh ban hang, tir 46 dua ra giai
phap va kién nghi nham hoan thién quy trinh ban hang tai Cong ty TNHH SX - TM
Nhat Nam.

2.2. Muc tiéu cu thé
- Mot la, hé thong hoa co s 1y thuyét vé quy trinh ban hang.

- Hai la, tim hiéu tong quan vé Cong ty TNHH San xuit - Thuong mai
Nhat

Nam tai Binh Duong.

- Ba la, md ta va phan tich quy trinh ban hang tai Cong ty TNHH SX -
™

Nhat Nam. Tir d6, tim ra nhitng mat ton tai han ché 1am anh huong dén quy trinh ban

hang cua cong ty.



- Bén la, & xuit mot sé giai phap va kién nghi nhim hoan thién quy trinh
ban hang tai Cong ty TNHH SX - TM Nhat Nam.
3. P6i twong nghién ctru

Quy trinh ban hang cia DN néi chung ciing nhu tai Céng ty TNHH San xuat
- Thuong mai Nhat Nam noi riéng.
4. Pham vi nghién ctru

- Vé khéng gian: Bio cio dugc nghién ciru tai Cong ty TNHH San xuit

Thuong mai Nhat Nam.

- Vé thoi gian: S6 lidu nghién ctru cua Bio cdo dugc thu thap tor nam
2019 dén nam 2021,

- Vé néi dung: Trén co s 1y luan, phan tich quy trinh va dé xuat giai phap
ban hang tai Cong ty TNHH SX - TM Nhat Nam bao gém: Cai tién quy trinh ban
hang, nang cao chat lugng cham soc khach hang, diy manh cong tac nghién ciru thi
truong, giai phap vé cong tac kiém tra danh gia ban hang va ning cao ning luc chuyén
mon cua déi ngli nhan su.

5. Phwong phap nghién ctiru & ngudn dir liéu

Dé tai sir dung cac phuwong phap nghién ctru sau:

- Phuong phéap thu thap dit liéu: Thu thap thong tin thir cap tir nhiéu ngudn
khac nhau nhu séach, gido trinh, bai giang, bdo, Internet, cac cong trinh khoa hoc va
cac tac phAm nghién ctru trong va ngoai nude co lién quan dén quy trinh ban hang cia
DN. Céc vin ban phap luat c6 lién quan dén hoat dong kinh doanh ban hang nhu
Thong tu ctia cac co quan nha nudc cé lién quan. Thu thap dir 1i€u thong qua cac bao
c4o tai chinh, bao céo téng hop qua tirng nam (2019 - 2021) va béo cdo phuong hudng,
nhiém vu san xuét kinh doanh, cic biéu mau, quy trinh, dé an phat trién tir nhitng
phong ban, bo phan tai Cong ty TNHH SX - TM Nhéat Nam trong cdc nam giai doan
2019 - 2021 va sau d6 tong hop lai chung dé hoan thanh bai bao cio.

- Phuong phap phan tich dién giai dit liéu: Dya trén nhiing kién thic da
hoc ctia b mon quan tri ban hang nhirng thong tin thu thap dugc sir dung cho viéc

phén tich quy trinh ban hang va xu ly dir li¢u.



- Phuong phap théng ké phan tich: Théng ké va phan tich s liéu két qua
hoat dong kinh doanh, co cAu tai san, ngudn vén, luu chuyén tién té cua Cong ty giai
doan 2019 - 2021.

- Phuong phap phong vén truc tiép: Trao ddi truc tiép v6i nhan vién kinh
doanh, can bo truc tiép huéng dan thuc tip va giang vién huéng din dé trao dbi vé
nhirng van dé chua rd khi thuc hién bai bao céo.

- Phuong phép quan sat truc tiép: Théng qua quan sat qua trinh san xuét,
quy trinh kinh doanh va ban hang tai Cong ty TNHH SX - TM Nhat Nam.

6. Y nghia cia deé tai
6.1. Y nghia Iy luin

Bai viét xac dinh dugc tAm quan trong ctia quy trinh ban hang trong DN thong
qua viéc 1am 13 cac van dé 1y luan vé quy trinh ban hang. Tim hiéu nhitng han ché va
tir 46 dé xudt nhitng bién phap phu hop va c6 tinh kha thi cao nhdm hoan thién quy
trinh ban hang cta cong ty trong nhitng nim sip téi.

6.2. Y nghia thuec tién

Bai bao c4o nay 1a cong trinh nghién ctru mot cach toan dién vé quy trinh ban
hang ctiia Cong ty TNHH SX - TM Nhat Nam. Dé tai da di sau phén tich, danh gia, mo
ta quy trinh ban hang ctia cong ty giai doan 2019 - 2021. Nhitng giai phap va kién nghi
trong bai nghién ctru c6 thé ap dung vao thyc tién hoat dong san xuét va kinh doanh
ctia cong ty, gitip cong ty phat huy t6i da ning lyc von co va phat trién bén viing.

7. Két ciu ciia dé tai

Cong trinh nghién ciru gdm 114 trang, 15 bang, 13 hinh va 07 biéu d6 cing
07 phu luc. Ngoai phén mé dau va két luan, danh muc chir viét tit, danh sach céc bang
biéu, danh sach hinh v&, do thi, danh muc tai liéu tham khao va phu luc, dé tai dugc
két cdu thanh 04 chuong nhu sau:

Chwong 1: Co 56 Iy thuyét vé Quy trinh ban hang.

Churong 2: Gidi thiéu tong quan vé Cong ty TNHH Sdn xudt - Thiong mai
Nhat Nam.

Chwong 3: Mo ta va phan tich quy trinh ban hang tai Cong ty TNHH San

xudt - Thuong mai Nhat Nam.



Churong 4: Mot sé gidi phdp va kién nghi nham hodn thién quy trinh bdn
hang tai Cong ty TNHH Sdn xudt - Thiong mai Nhdt Nam.

CHUONG 1 COSOLY THUYET VE QUY TRINH BAN HANG

1.1. Cac hoc thuyét vé ban hang
1.1.1. Hoc thuyét vé kich thich - phin xa

Day 1a mot hoc thuyét duoc ra chudng va phd bién nhat trong ban hang truc
tiép. Phuong phap ban hang nay dua vao cac phan xa c6 diéu kién hodc vao phan trinh
bay da dugc chuan bi trudc co thé rat co hiéu qua. Co sd cta hoc thuyét nay 1a cac
nhan vién ban hang nén néi nhiing diéu dung dan voi nhitng trinh tu dung din dé kich
thich nhu cau va mong mudn cua khach hang. Phuong phap nay cé thé co ich trong
tinh huéng khi ma qua trinh hoat dong ban hang rat don gian va rd rang, két qua I ban
dugc hang hoic khong ban duoc, khi ma san pham c6 gia thanh thap va khi ma thoi
gian dé mua hang bi han ché. (Lé Thi Lan Huong, 2012)
1.1.2. Cong thirc AIDAS

Cong thirc AIDAS duoc str dung dé giai thich qua trinh truyén théng dua trén
hoc thuyét vé trang thai cua tinh than. Cong thirc nay c6 nhiing gia tri nhét dinh, dic
biét 1a khi chung ta gan nd véi cac bude trong qua trinh ban hang.

Bang 1.1. N§i dung cong thirc AIDAS

CAC BUOC TRONG QUA TRINH
BAN HANG

ANH HUONG THEO THANG BAC

A - Su chu y (Attention)

Thu xép cudc gip

I - Méi quan tAm (Interest)

Khudy dong mbi quan tam

D - Udc mudn (Desire)

Tao ra su ua thich / dé xuét cu thé

A - Hanh dong (Action)

Két thiic ban hang

S - Théa man (Satisfaction)

Duy tri méi quan h¢

(Nguon: Lé Thi Lan Hwong, Chuyén dé Ky ning ban hang, 2012)
C6 rat nhiéu nha nghién ciru da chirmg minh rang trong rat nhiéu tinh huéng, cac trinh
tu ndy c6 thé khong dugc duy tri diing nhu vay, hodc trinh ty cac bude 1a khong thé

du doan duoc. Rackham (1987) da nghién ciru rat nhiéu cac tinh hudng ban hang va



cho ring trong cac tinh hudng ban sé lugng hang 16n, trinh ty ndy c6 thé 1a khong
hoan toan thich hop.

Mo hinh nay giup ching ta trong viéc hiéu biét nhung né khong phai 1a dic
trung d6i véi hau hét cac tinh hudng ban hang. S& rat kho khin cho ngudi mua dé dua
ra bat ky su cam két ndo nhdm mua san pham ma ho chua timg nghe tén, hodc ciia mot
nhan vién ban hang ma ho khong biét; hodc ho chua dung bao gid cuia mot cong ty.
Tuy nhién, d6i v6i khach hang 13 t6 chire thi hiu hét tinh hudng ban hang duoc dién
ra gitta nhirng ngudi ma ho biét nhau kha rd va nhitng ngudi di quen thude véi san
phém hodac dich vu. Chinh vi vay, cac hinh thitc ban hang, can phai duoc sura doi dé
phit hop v6i nguoi mua va viée ban hang. Ban hang 13 viéc giai quyét van dé ciia khach
hang chir khong phai thuan tuy 13 ban cac san pham ma nguoi ban hang c6 trong tay.
(Lé Thi Lan Huong, 2012)

1.1.3. Hoc thuyét vé giai quyét van dé
1.1.3.1. Sw twong déong giiva ngwoi bdn va ngwoi mua

Nguoi ban hang tim hiéu rd dugc ban chit cia giao tiép giita ngudi mua va
nguoi ban s& giup cho viée ban hang dat dugc hiéu qua cao hon. Anh hudng ciia ngudn,
cac dic tinh cia cac ca nhan va sitc khoé va rat nhiéu cac yéu té bén ngoai khac sé& tac
dong dén ban hang. Cac nha khoa hoc da phét hién ra rang trong cac tinh huéng ban
1¢ hang hoa su tuong dong giita ngudi mua hang va ngudi ban hang c6 anh huong dén
su thanh cong trong viéc ban hang nhiéu hon 1a danh tiéng cta ngudi ban hang. (Lé
Thi Lan Huong, 2012)
1.1.3.2. Sw khdc nhau giita ban hang dwa trén phan irng c6 diéu kién va duwa trén
sw phdn wng cua khdach hang

Hoat dong ban hang nén dugc coi 1a viée giai quyét cac vin dé cua khach hang
va ngudi tiéu dung chir khong phai 13 thuin tay ban cac san pham sin co. Céach tiép
can tot nhat ddi v6i bat ky mot nguoi ban hang nao d6 1a danh gia ban chit cac van dé
ctia khach hang. Viéc nay ciing gidng nhu 1a DN can phai tién hanh cac nghién ctru
tiép thi dé danh gia hoat dong trén thi truong va cac san pham méi. i véi nhitng san
pham c6 gia tri thdp va viéc mua hang mang it rui ro thi viéc ban hang theo phuong

phap truyén thong co thé duoc st dung. Dbi v6i hau hét nhirng t6 chirc di mua hang



thi that bai trong viéc danh gia nhu cu ciia ban than ho s& din dén viéc phai tra gia,
nhiéu khi 13 rat 16n. Vi vay, cac k¥ thudt ban hang can phai dugc dua trén co so cac

phan tng cta khach hang chir khong phai 1a cac phan tng c6 diéu kién. (Lé

Thi Lan Huong, 2012)

Céc phan xa co diéu kién duoc tao ra khi ma nguoi ban hang da dugc dao tao
trude dé tng xtr véi cac van dé phat sinh va cac phan d6i cua khach hang d6i véi viée
mua hang. Céc cdu chuyén vé ban hang 13 twong ddi gibng nhau, cac cau tra 1oi ddi
voi cac cau hdi cua khach hang déu da duoc biét tir trude va déu duogc dua ra truc tiép,
su tu tin cia khach hang ngdy cang gia ting khi ho biét 1a nhitng khach hang khéc
cling dua ra nhirng cau hoi trong ty. Nhung k¥ thuat ndy c6 loi nhiéu hon d6i v6i cong
ty va nguoi ban hang. San pham ctia DN dugc cung ¢6 boi nguoi ban hang, cac thong
tin d6i v6i nhitng khach hang khac nhau déu twong ty nhu nhau nhung DN ¢6 thé lua
chon mot phan hodc tat ca dé ngudi ban hang cung cap cho khach hang. Pao tao vé
ban hang sé& dién ra rat nhanh chong, cac thong tin phan hoi tir ban hang thuong dugc
dé cap dén cac van dé cy thé nhiéu hon 1a cic van dé chung. Tuy nhién, k¥ thuat nay
c6 thé khong tao ra duoc dong luc d6i véi ngudi ban hang néu nhu ho khong c6 quyén
dé dap ung cac yéu cau khac nhau cta khach hang, khong co quyén dé sang tao va da
dang hoa cac phuong thirc ban hang. Mot nhugce diém nita 1a khach hang co thé bi
thuyét phuc va bi thu hat boi an twong véi phan trinh bay ctia nguoi ban hang nhung
sau d6, khi nguoi ban hang roi di khoi, khach hang co thé x6a bé don dat hang va co
thé c6 mot s6 phan tng tiéu cuc. (Lé Thi Lan Huong, 2012)

Céc tinh huéng ban hang nhin mét cach tong thé 1a khong bao gio giéng nhau.
K¥ thuat ban hang phai dwa trén nhitg phan tGng cua khach hang. Dé 1am duoc viée
d6 thi nguoi ban hang phai xac dinh duoc nhitng van dé va cac phan di ctia khach
hang dé c6 duoc nhitng phan xa nhanh, thich hop. Viéc nay rd rang 1a doi héi nhidu
hon vé cac k¥ nang can thiét dé nhan biét, hiéu va phan xa voi timg nhoém khach hang
va nhu vy yéu cau dao tao khong chi vé kién thirc thi trudng/san phdm va DN ma con
cac phan xa vé hanh vi nira. i v6i nhitng ngudi ban hang thi 1 rang 1a ¢ thach thire
nhiéu hon nhung hiéu qua cao hon vi n6 lam cho khach hang thoa méan hon. Tuy nhién,

xudt hién mot sb kho khan nhat dinh chéng han nhu s& rat kho khan dé dao tao vé ky



nang giao tiép, thoi gian dao tao s& dai hon va tén kém hon. Mot s6 van dé xuit hién
trong khi ban hang nhung ngudi ban hang khong biét cach tra 16i. Sy thanh cong cua
hoat dong ban hang phu thudc rat nhiéu vao kha ning ciia ngudi ban hang trong viéc
nghién ctru cac nhu cau cta khach hang, danh gia cac van dé ma khach hang gip phai
va phan xa mot cach thich hgp. (Lé Thi Lan Huong, 2012)

Bén canh cong thuc AIDAS, mdt cong thirc khac cling dugc ap dung trong
hoat dong ban hang 1a céng thite Pic tinh, Uu diém va Loi ich. Cong thirc nay cho
thiy duoc tim quan trong ctia viéc nhin biét vé khach hang tiém ning, nhan thirc vé
nhu cau ciia khach hang va nguoi tiéu ding. Cong thic nay dugc thé hién trong so dd

SPIN nhu sau:

S Cau hgi vé Lam cho nguol
(Situation) tinh hudng mua bidu lg
\ 4
P Cau hgi v | Nhu cju ngim
(Problem) Van dé - dinh

PuoC Xac gjnh

I Céu hgi r hon b

A

(Implication) ngim dijnh

Lam cho nguo! mua
nhan rd vin dé hon

\ 4

N Cau hgi va o Nhu ci "
(Needs) nhu cju g u cqu ey the
Cho phép nguol
ban nodi vi
Lol ich <

Hinh 1.1. So d6 quy trinh ban hang SPIN



(Nguon: Lé Thi Lan Hwong, Chuyén dé Ky néing bdan hang, 2012)
1.2. Tong quan vé ban hang
1.2.1. Khai niém ban hang
1.2.1.1. Theo quan ni¢m cé dién

Ban hang dugc hiéu 1a nhiing hoat dong thuc hién su trao ddi san phém, hang
hoa hay dich vu gitra nguoi mua va ngudi ban hang hoéa/ dich vu d6. Thong qua cac
hoat dong nay, nguoi ban s€ nhan lai tir ngud1 mua hang hoa/dich vy, tién hodc céc
gia tri trao doi da thoa thuan trude do.

Theo quan diém cua Karl Marx trong tac pham “Tu ban” khi nghién ctru su
thay d6i hinh thai gié tri ciia hang hoa cho rang: “Bdn hang la sw chuyén héa hinh thdi
gid tri cia hang héa tir hang sang tién (H — T) va sw chuyén héa nay dwoc xem la
budc nhay nguy hiém chét nguwoi, khé khin nhdt”. Theo quan diém nay, Karl Marx
cho rang ban hang chinh 1 cong viéc kho khin nhat. Ban hang 1a khau cudi cing dé
dua hang hoa, dich vu dén tay ngudi tiéu ding va thu vé tién tir khach hang. Tuy nhién,
dé thu vé dugc tién tir nguoi tidu dung khong phai 1a diéu don gian, ¢ rat nhiéu nguoi
ban trong khi d6 lai ¢ it ngudi mua, vi thé dé ban duoc hang hoa ngudi ban can phai
dua ra duoc nhitng phuong thirc ban hang hop 1y dé thu hat va 16i kéo khach hang.
1.2.1.2. Theo quan niém hién dai

Theo mot s6 quan diém hién dai ngdy nay, khai niém ban hang duoc dinh
nghia nhu sau:

Theo John W. Ernest & Richard Ashmun (1973) lai cho ring: “Bdn hang la
tién trinh xdc dinh nhitng nhu cau va mong muén ciia nhitng ngwoi mua tiém nang,
gidi thiéu vé san pham theo mot cach nao dé khién cho ngueoi mua di dén quyét dinh
mua’.

Brook Donaldson (2007) dua ra khéi niém: “Bdn hang la qud trinh tim dén
va moi diing khdch hang bang 16i chao hang danh tring tam 1y ciia ho vdo diing thoi
diém”.

Theo quan ni€ém cua James M. Comer. (2008), “Bdn hang la mét hoat dong

mang tinh cd nhan, trong @6 ngwoi ban tim hiéu, kham phd, goi tao va ddp iing nhiing



nhu cau hay wéc muon cia nguoi mua nham théa man quyén loi théa dang, ldu dai
cua hai bén”.

Theo tac gia L& Pang Lang (2009) dinh nghia: “Ban hang la mot hoat dong
giao tiép ma nguwdoi ban kham phd nhu cau hodc lam phdt sinh nhu cau ciia déi twong,
dong thoi khdng dinh khd ndng ddp iing nhu cau d6 bang nhitng loi ich san pham
nham théa man nhu cau cia hai bén”.

Con theo Philip Kotler (2018), thi “Ban hang la mot hinh thirc gioi thiéu truc
tiép vé hang héa, dich vu théng qua sw trao déi, tro chuyén véi ngueoi mua tiém ning
dé ban dwoc hang”.

Nhu vay, ta c6 thé khai quat rang ban hang 1a mot hoat dong (qua trinh), trong
d6 ngudi ban tim hiéu, goi tao, kham pha va dap tng nhu cau cia tit ca cac dbi tuong
nguoi tiéu dung khac nhau, 1am thoéa man nhitng nhu cau dé dap ung quyén loi thoa
dang, 1au dai cua ca doi bén.
1.2.1.3. Bdn hang véi tw cach la mét chivc ning (chirc ning tiéu thu sin phim)

Ban hang 1a mot bo phan hitu co ctia hoat dong san xuét kinh doanh trong bat
ky mot DN nao. O day, ban hang 13 mot khiu quan trong trong qua trinh hoat dong
kinh doanh ctia DN ¢6 nhiém vu va c6 cac yéu td to chirc twong dbi doc 1ap nhung
lién quan chit ché voi cic chirc ning khac nhau. Hoat dong ban hang dugce t6 chirc
nhu 1 mot qué trinh tir viée thiét 1ap muc tiéu, ké hoach dén viéc thuc hién cac bién

phap dé dat duoc muc tiéu ban hang.

. Cung T§ chyre B‘an Djch vy
ia Thigt yng cac san hang hyc v
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ctru nhu phim yeu ts Xujt va khéch khach
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g

Hinh 1.2. Bén hang la khdu trong qud trinh hoat dong ciia cong ty san xudt
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