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Tai li€u chuyén nganh Bao Hiém

Chao céc ban, tdi 12 Tran Thi Ai Hiép - Chuyén vién dao tao cong ty
GetFly. Tdi c6 kinh nghiém trién khai CRM tai hon 100 doanh nghiép
vé&i nhiéu nganh nghé khéac nhau. Trong qué trinh trién khai tai nhiéu
cong ty véi nhiéu nganh nghé khac nhau thi téi nhan thay khong phai
cong ty nao ciing ¢o thé tan dung cdng cu CRM dé lam viéc hiéu qua
hon va véi kinh nghiém trién khai cua t6i thi toi dtc két duoc nhitng
kinh nghiém cho nganh bao hiém trong linh vuc CRM. Giai phap CRM
chinh xé&c s& mang dén cho cong ty ban mot céi nhin méi, mang dén giai
phéap chiam séc khach hang hoan hao va gilp ban chién thang trong céc
“cudc chién hop dong”, gitip doanh nghiép ciia ban ngay cang phat trién
hon nita. Va ngay hém nay, toi lam chudi tai liéu nay danh riéng cho cac
anh chi nganh bao hiém trong cac doanh nghiép sir dung CRM cho mot
cach hiéu qua dé gidp chi 1am viéc 1 cach nhan nha hon.

1. Van dé gip phai

Nhu cac ban d3 biét thi du cdng ty 16n hay nho thi ngudi dau dau nhat
van la cap quan 1y. Di véi ho thi khach hang 1a mot khoi tai san rat lon,
2 su séng con véi doanh nghiép. Bén canh d6 nhan t6 nhan su ciing 1a
ndi dau véi doanh nghiép. Sau day toi s& néu ra mot s6 hién trang ma
doanh nghiép bao hiém dang vudng phai:

- KHONG QUAN LY PUGC DATA KHACH HANG: Théng thuong
cac doanh nghiép thi mdi nhan vién quan Iy 1 file thong tin khach hang
khac nhau dan dén viéc kho khan, va sai x6t trong viéc tong hop dit liéu
thong tin khach hang, khi nhan vién nghi viéc thi cling mang theo data
khach hang theo dan dén mat data khach hang. Pong nghia, nhiing
khach hang trung thanh ciing di theo nhan vién sang cong ty khac.

- KHONG QUAN LY PUOC LICH HEN NHAN VIEN: Quan ly khéng
nam duoc thong tin cong viéc cua nhan vién, cé thuc sy di lam, di hen



gap khach hang hay khéng? Ké hoach cong viéc cua nhan vién thé nao?
Tuan ndy/Thang nay ké hoach 1am viéc 1a gi?

- KHONG QUAN LY PUGC LICH SU CHAM SOC KHACH HANG:
Khoéng c6 Ivu trir lich sir cham so6c khach hang. B6 phan quan ly khong
biét nhan vién kinh doanh chim séc thé nao, dén dau roi; can biét lai
phai hoi lai;

Nhan vién méi vao khong biét khach hang da sir dung hay chura, lich str
chim s6c cta khach hang nhu thé nao? KH nay c6 van dé gi? Lai phai
mat cong hoi lai va tim hiéu khach hang lai tir dau. ..

- KHONG CONG CU PO LUGNG CHAT LUONG NHAN VIEN: chu
doanh nghiép rat kho khin cho viéc theo ddi, danh gia mire d6 hiéu qua
ctia nhan vién kinh doanh ciing nhu du doan, dy bao duoc doanh sé &
hién tai va trién vong ciia doanh nghiép trong twong lai.

- KHONG CO CONG CU NHAC NHO CHAM SOC KHACH HANG:
nhu chiic murng sinh nhat khach hang dac biét, cam on khach hang khi
st dung dich vy, théng tin khach hang khi c6 san pham mai phét hanh

- KHONG CONG CU NHAC NHO THOI HAN PONG BAO HIEM:
Nhan vién chét sale sé tién hanh 1én hop dong. Khach hang sé tién hanh
dong phi bao hiém theo thoi gian 12 it nhat 10 nam va khach hang c6 thé
phan déng theo thang/quy/niam. Piéu d6 cho thay sb luong khach hang
nhiéu, thoi gian dong lai 1au nén dan dén kho kiém soat viéc nhac nhd
khach hang dén thoi han dong phi.

2. Quy trinh hoat dong hién tai ciia doanh nghiép Bao Hiém khi
khéng c6 CRM



Tu nhitng khé khan trén ma ban dang gap phai, tdi sé review lai quy
trinh 1am viéc truyén théng cua cac doanh nghiép khi chua ap dung
CRM nhu sau:

maketing! twr tim

khing ok | cham s6c héi tham
"1 tao mai gquan hé

tur wan

ok

h 4

hen Gap

ok o

khéng ok
cancel

hJ

kigm tra sirc khoe

ok o

Hop Bong

Theo nhu qui trinh d6i véi cac doanh nghiép bao hiém ma chwa c¢6 Crm
sé hoat dong nhu sau:

+ Nguon khéch hang sé tir Maketing d6 xudng hozc sale tu tim théng
qua cac mbi quan hé, ngudi than.

+ Sau khi ¢6 duoc thdng tin khach hang thi sé tién hanh tu van, gidi
thiéu qua dién thoai. P6i véi nhiing khach hang goi dién ma khong dong
y thi s& luu lai va dinh ki s& goi lai hoi tham hodc s& tao méi quan hé
than thiét voi khach hang nhu moi cafe, hoi tham nguoi than trong gia
dinh,...



+ Nhitng khach hang nao dong y thi s& tién hanh moi dén tham duy hoi
thao dinh ki vao cudi tuan hoic s& dén gap khach hang truc tiép dé tu
van vé loi ich san pham mang lai, hd tro nguon tai chinh nhu thé
nao?Mirc phi dong bao hiém Ia bao nhiéu?...

+ Sau khi khach hang ddéng ¥ theo diéu khoan da dugc tu van thi s& tién
hanh coc (tlly vao cong ty) sau d6 sé& tién hanh kiém tra stc khoe dé
tham dinh c6 dat yéu cau tham gia bao hiém khong?

+ Sau khi tham dinh strc khoe dat thi sé tién hanh ky két hop dong va
hoan thanh thu tuc. Tiép theo sau d6 thi khach hang sé& tién hanh déng phi
bao hiém tai ngan hang hodc van phong bao hiém.,..v.v...theo thang,
quy, nam tiy vao lya chon ban dau caa khach hang.

3. Giai Phap Getfly.

Ban da hoc rat nhiéu I6p vé ly thuyét vé quan tri doanh nghiép nhung
chua c6 cong cu nao dé ap dung nhitng Iy thuyét d6 vao thuc té cong ty
minh cho 6n dinh va phaét trién. Hay dén vai GetFly CRM ching toi s&
gilip ban loai b hét kho khan ma ban dang vudng phai trong viéc quan
trj doanh nghiép cua céc ban. GetFly CRM ludn dong hanh cing véi
doanh nghiép Viét trong viéc ung dung Cong nghé vao quan tri nham
tao ra budc phéat trién dot pha va ciing 1a mot giai phap toi wu cho doanh
nghi¢p caa ban.

Trén day t6i da chia voi cac ban vé hién trang cling nhu ndi dau ma hau
hét cac doanh nghiép déu gap phai va giai phap GF s& hd tro gi dugc cho
ban trong su phat trién ciia doanh nghiép. Sau day toi sé& trinh bay chi
tiét hon 1am sao dé &p dung GF vao doanh nghiép dé van hanh quy trinh
mang lai hiéu qua cao hon trong kinh doanh:

- Hé théng Geftly hd tro dir liéu khach hang duoc tap trung, khéng bi
phan tan,tranh viéc mat dix liéu khach hang, han ché téi da viéc trang lap



va chang chéo khach hang thong qua tag khach hang (F2). Va giai quyét
duogc luon tinh trang tranh danh khach hang caa nhan vién trong cong ty.
(Boi khi 1 KH da dua 1én hé thdng thi néu nhan vién khac nhap tring lai
théng tin nay hé thdng s& thdng bao 1a khach hang di c¢6 va ngudi phu
trach 12 ai) va hd tro thém rat nhiéu cong cu tim kiém nhanh.

- B6 phan kinh doanh c6 thé cha dong lap lich va khai thac khach hang
maot cach khoa hoc va triét dé voi tag lich hen trén GF. Cong cu lich hen
trén pham mém sé gilp cho cac ban kinh doanh dé dang theo cong viéc
caa minh, tranh quén lich véi khach, b phan quan 1y cling quan 1y duoc
lich 1am viéc ctia nhan vién ( tranh ra ngoai tron viéc) va gitp khach
hang tranh quén lich hen vai cty caa minh (ding phan automation nhac
lich).

- Tat ca cé4c thong tin lich st giao dich véi khach hang cu thé, rd rang dé
dang cho viéc tu van chét sales, tat ca s& duogc luu trit trén tag trao doi
cua ting khach hang, cudn nhat ki véi tirng khach hang ngoai ra c6 phan
KPI1 (F7) gitp tong hop cu thé tat ca viéc 1am cua bo phan sales trong
tuan, thang, nam...

- Trén Getfly c6 co ché kiém tra, giam sat, danh gia hiéu qua lam viéc
cta nhan vién thong qua cac bao cao KPI tu dong trén Getfly.Giup cho
Quan ly c6 thé dé dang theo ddi chat luong, danh gia hiéu qua lam viéc
caa nhéan vién.

- Getfly c6 cong cu Automatin Maketing s& gitip cho cac ban dé dang
thiét 1ap lich nhac nha khach hang mét dé dang, khéng can phai tn
nhan luc, tén thoi gian va bo sét bat cir khach hang nao.

4. C4c sir dung cho tirng b phan trén hé thong getfly crm

CRM hd trg rat nhiéu céc bo phan trong doanh nghiép c6 tiép xuc truc
tiép va gian tiép véi khach hang, nhung trong tai liéu nay t6i sé chia sé



vé 3 b phan ma CRM c6 hd trg nhiéu nhat 1a bo phan marketing — bo
phan sales va b phan quan ly.

4.1 Khéi tao hé thong

Viéc dau tién ma cac ban can phai 1am sau khi nhan hé théng va d6
cling 13 viéc ma cac chi doanh nghiép cac setup dé nhan vién lam theo
ding quy trinh bén minh.

Thir nhdt, vé méi quan hé:

Hay néi cach dé hiéu hon d6 1a trang thai cham séc khach hang theo
quy trinh cua doanh nghiép, dé6 la mot trong nhiing tinh nang cuc ky
tuyét voi cua phan mém GetFly CRM, théng qua phan phan loai khach
hang nay, nha quan ly hay nhan vién hoan toan cé thé nam bat dugc
tinh trang khach hang mat céach rd rang, biét dugc luong khach hang tir
d6 ¢o phuong an tiép can hop ly.

D6 voi nganh bao hiém, toi chia s¢é mbi quan hé cac doanh nghiép hay
dung nhu sau:

Méi -> Tiép can-> Khong nhu cau -> Hen tu van -> Chét -> Khao
xac suc khée -> Ky hop dong -> Mat -> Cham séc sau ban.

Mai: la KH mai tinh, mai khai tao, chua cé twong tac mai chi ¢ théng
tin. C6 thé do doi marketing chay quang céo hoac sale tu thém.

Tiép can: da goi dién, tiép xuc voi khach hang qua zalo, facebook. ..
khai thac dugc thong tin khach hang, nhung chua xac dinh ro rang duoc
nhu cau vé dich vu hoic nhu cau chua 6 rang hodc chi dong Ién lich
tiép can tiép.

Khoéng nhu cau: 1a KH da ting c6 lién hé véi doanh nghiép nhung hién
tai tam thoi dang sir dung dich vu ctia d6i tha nhung khong c6 nghia 1a



mat mai mai ma cé thé quay tré lai sir dung san pham caa doanh nghiép
trong tuong lai.

Hen tu van: xac dinh rd rang duoc nhu cau caa khach hang vé dich vu.
Chét: Khach hang dong y st dung dich vu caa doanh nghiép.

Khao sat: khao sat vé stic khoe xem c6 dat tiéu chuan hay khong so Véi
quy dinh bén bao hiém.

Ky hop dong: 1a KH da str dung san pham hoac da ky hop dong va da
noi tién trong tai khoan + tao don hang.

Mat: sau khi khao xéac stuc khoe nhung khong dat yéu cau.

Cham séc sau ban: sau khi ky hop déng can cham séc ki hon dé phat
sinh thém hop déng hoic doi no.

Thuc hién trén GetFly: Vao cai dat -> CRM -> Méi quan hé

CAI AT MOI QUAN HE KHACH HANG  Ban cén hugng dén?

STT  Tén mdi quan hg Mau séc Ngueéi tao Ngaytao  Ngwdixda  Ngay xoa
1 Mai . ban giam déc ~ 26/01/2019 rd
16:46 o
2 Tidpcan . 09/01/2018 4

11:40

3 Khong nhu cu VR | bangiamdic 120412019 £
ng nhu 1013 o
4 Hen wvén _ | bangidmddc 30/0312019 e
_ 14:13 o
5 Chét Chit _ | bangidmddc 30/03/2019 &
14:13 o
6 Khaoxac sic khde ban giam déc ~ 26/01/2019 rd
00:24 o
7 Kyhopdéng . ban giam ddc  30/03/2019 &
e 14:14 o
8 Mat “ . ban giam déc  31/03/2019 i
16:34 i}
11 Cham séc sau ban ban giam déc  19/04/2019 '
16:38 o



Thar 2, do la nhom khdch hang

Nhém khach hang dugc hiéu hiéu 1a 1 nhom dic tinh, tinh céch riéng
biét cua tirng nhom khach hang cuaa cong ty. Viéc phan chia nhom giup
ban c6 thé dwa ra mot phuong phap riéng dé tiép xtc véi ho mot cach
c6 hiéu qua. N6 gilp ban chi tiéu ngan sach gianh cho marketing mot
cach thong minh, tiép can voi khach hang da dugc xac dinh.

Pdi véi nganh bao hiém, tdi chia sé cac nhom khach hang cac doanh
nghi¢p hay dung nhu sau:

+ Theo muc thu nhap: dudi 10tr, tur 10tr-30tr, ti 30tr-50tr,....
+ Goi san pham theo nganh : bao hiém gido duc , gia dinh , tai chinh....

Thuc hién trén GetFly: Vao cai dat -> CRM -> Nhém khach hang.

CAU HINH CRM
Tiy chon | Nhém khichhang =~ Nguén khach hang  Nhém sanphdm  Nganh kinh doanh  Hangsanxudt Bonvitinh  Xudtxr  Nhém automa
Ty |& quy d6i diém thuéng  Méiquanhé Ly dobaohanh  Dif liéu nhay cam  Bon hang «
*® Bang sl dung D& xda Thém moi
5 - - L. L . Chon nhom cha
Tén nhém Ma Ngay xoa Nguwdi xoa Thao tac .
Khong ro
» Mic thu nhap muc_thu_nhap
Tén nhdm khach hang (*)
|-- Durci 10tr duei_10tr
|-- Tl 10tr-30tr tu_10tr30tr M3 nhém khach hang
|-~ Tl 30tr-50tr tu_30tr50tr
v G0i sdn phém theo nganh goi_san_pham_theo_nganh Lam mai
|-- Giao duc giao_duc
|-- Gia dinh gia_dinh
|-- Tai chinh tai_chinh

Thie 3: d6 la nguén khach hang

Pay ciing 1a mot yéu t6 kha quan trong trong thong tin khach hang. Ban
can biét khach hang cta ban dén tir dau? Ngudn nao dem lai doanh thu



cao? Ngudn nao doanh thu thap? Tir d6 ¢ chién luge marketing cho
hiéu qua.

Péi véi nganh bao hiém, tdi chia sé cac nguén khach hang co ban ma
cac doanh nghiép hay dung nhu sau:

Zalo,

Facebook,

Website,

Khach giai thiéu,

Cong tac vién, Data mua..

Ban be....

Thuc hién trén GetFly: Vao cai dat -> CRM -> Ngudn khéach hang.

CAU HINH CRM
Tiy chon  Nhom khach hang | Nguén khach hang | Nhom san phdm  Nganh kinh doanh  Hang sanxudt  Don viti
Ty 1& quy d8i diém thudng  Méiquanhé Ly dob3ohanh  Difliéu nhay cdm  Don hang ~
(+) Thém méi
® Blang s dung D& xoa
Nguén khéch hang Ma Nguwvi xoa Ngay xda Thao tac
zalo zalo ban giam déc 19/03/2019 10:28
KH gici thigu kh_gioi_thieu ban giam ddc 08/01/2019 15:56
Website website ban giam déc 08/01/2019 15:57
Facsbook facebook ban giam déc 19/03/2019 10:28
Cdng tac vién cong_tac_vien
Data data

Ban bé ban_be



Thir 4, dé la PHAN QUYEN

Pé phat huy duoc tinh hiéu qua va phdi hop 1am viéc gita cac ca nhan
va bo phan, nguoi dung hé théng can phai dugc phan quyén tuong
duong véi chirc vu va quyén han cia ngudi do.

Phan quyén 1a mét trong nhitng chire ning quan trong nhat caa GetFly
CRM. Phan quyén gilp ban c6 thé chi dinh ai dugc quyén truy cap,
duoc quyén sir dung chirc ning nao.

Tuong ty nhu cac module khac, nguoi dung s& c6 nhitng quyén cin ban
nhu truy cap; thém; stra; xdéa; duyét va thanh toan ap dung trén don
hang, bao gia, hop dong; Xem tat ca. Nguoi dung dugc phan quyén nao
thi twong duwong sé& c6 quyén phan do, rd rang, minh bach => Tranh
truong hop nhan vién tranh chap vi mot khach hang.

Tong quan thi cdng ty bao hiém thudng c6 cac bo phan chu yéu sau:
Nhan vién marketing, Nhan vién kinh doanh,Giam déc kinh doanh, va
bo phan admin. Thi mdi bd phan sé c6 quyén khac nhau. Trong do,
guyén dugc xem khach hang 1a quan trong

Nén phan quyén nhu thé ndo cho hop ly



PHAN QUYEN

Nhém ngw&i diung  Danh sach nguedi ding

THIET LAP NHOM NGLU'O'l DUNG

Nhom Admin

Nhém Trrdng KD
|- Nhém quan Iy kinh doanh
|- Team sale 1

Nhém mafjketing
|- tnréing phong marketing
|- nhan vién marketing

Nhom Dich Vu

Nhom CSKH

nhém moi

Ky thuat

THIET LAP QUYEN

Chtrc nang

Quan Iy phéng ban
Quan Iy ngudi ding
Quan ly file

Quan Iy thw muc
Quan Iy Inbox
Quan ly céng viéc
Quén Iy quyén
Email Marketing
SMS Marketing
Automation

KPI

Truy cdp  Thém
Fj Fj
Fj Fj
F F
F F
F F
v v
v v
v v
= =

o

rd

o

d

rd

-

Duyét Thanh toan Xem tét c2

M&i bo phan trén GetFly s& c6 mdi hoat dong, mdi thao tac nhu sau dé
hé thong hoat dd6ng mét cach hiéu qua. Bac biét tat ca bo phan trong
doang nghiép, trir ban admin thi déu s& khong dugc quyén xo6a khach

hang hay don hang:

a. Nhém admin (ban gidm doc)

Péi v6i bo phan nay s& co tat ca cac quyén veé cac truong trén hé thong.

Pic biét 1a nhitng thong tin lién quan dén khach hang.

THIET LAP QUYEN

Chtrc nang Truy cdp  Thém Sira Xoa Duyét Thanh toan  Xem tat ca
-- Dung chung v
|-— Chinh sach gia 7 i v vl
|-— San pham v v r r
|-— Download san phim rd
|-— Khach hang rd v v rd
|- Béo cdo v |
|-— Download khach hang vl
|-— Khach hang cta phing 7 v
ban trrc thudc
- Doanh sé Sales rd v v
— Quan Iy rdiro 7 = 7
- Import don hang 7

s



b. Nhém marketing.

Pay 1a bo phan quan trong trong doanh nghiép, tim kiém khach hang
tiém nang vé cho hé théng, quan 1y chién luoc hd trg moi bo phan nén
bo phan nay thuong sé thay toan bo khachhang trén hé thdng, quyén
xem bao cdo vé cac muc lién quan marketing, doanh s, KPI vé moi con
s6 trén hé thong.

THIET LAP QUYEN THIET LAP QUYEN
Chic nding Troycip  Thém Sira Xoa Duyét Thanh todn  Xem tl cd BLLALTY L
en rong
— Dung chung 7 Théng kit KPI
PR -- Khich hir
- Chinh sach gia A
. - Nhén vién
San pham
- Phing ba
|— Download san pham chile dich
I - Khdch hang ‘ ‘ i " Sdn phim
- Cingvidc
Bao céo ’
- Pha
- Download khich hang N
--- Khach hang cia phang Doan
ban tnye thude

c. Nhém kinh doanh

Pay la bo phan chi chét dé mang doanh s6 vé cho doanh nghiép, vé bo
phan nay s€ luén co su canh tranh véi nhau, bao mat théng tin, nén bo
phan nay s& dugc phan quyén lién quan khach hang va don hang cua ai
ngudi d6 thay (khong tich vao 6 xem tat ca):

THIET LAP QUYEN

Chirc néding Truycdp  Thém Sira Xoa Duyét Thanh todn  Xem tAt cd _
THIET LAP QUYEN

— Dung chung 7

--- Chinh sach gid

Sin phim
- Ban hang ’
| Dewnload sin phém
- Bao gid ’ ‘ ¢ ‘
I - Khdch hang v v v Wi | .
— Hop ddng bin ¢ v ¢ ‘
Bao céo ’
I —Bon b ’ v ¢
""" joad khich hang

- Chinh sdch bin hing

--- Khach hang cia phang
ban tnye thude



Chu y: Cac bg phdn trong phan "Céac quyén" chi mang tinh chdt huéng
dan. Trong mét s trirong hep doanh nghiép c6 cac phong ban khac co
thé thém vao theo muc dich ciia doanh nghiép.

CACH SU DUNG CHO TUNG BQ PHAN TREN HE THONG
GETFLY CRM

4.2 Bo Phan Marketing

Bo phan Marketing 1a bo phan chuyén tim kiém thdng tin khach hang
tiém niang cho cong ty dé chuyén vé cho bo phan sales tu van.

CRM s& hd trg bo phan Marketing nhitng loi ich chinh sau:

- Luu trix thdng tin cac khach hang do Marketing tim vé tap trung tai 1
noi, khong bi that thoat.

- Chuyén doi théng tin khach hang tién ning cho sales mot cach nhanh
chong.

- Thuc hién dé dang cac hoat dong vé SMS Marketing, Email Marketing
va Automation Marketing.

- Po luong nhanh chéng va hiéu qua chat lugng nguon khach hang do
marketing mang Ve.

- Bé4o céo két qua tiép can khach hang cua sales mot cach nhanh chong
va kip thoi.

- Nhanh chéng diéu chinh cac hoat dong marketing ngan va dai han.
Trong CRM b6 phan Marketing sé thuc hién cac noi dung chinh sau:
- Thiét 1ap ké hoach Marketing ngan han (chién dich).

- Tao Form dang ky thong tin trén Website, landing pages.



- Tao ra cac chuong trinh Marketing Automation dua theo chién luoc
caa cong ty.

- Tao cac c&c mau email, SMS dé sir dung cho c&c hoat ddong Marketing.
- Tinh céc chi s6 Cost per Lead, Cost per Sales.

a. Thiét 1ap ké hoach Marketing ngan han (chién dich)

Vao Marketing (F3) -> Chién dich -> Thém méi

—~\ » B
(ZHGETRY gk khachhang (F2) @) Marketing (F3) [3]Ban hang (F4) ‘@

e = | > Chién dich (F3)

+ Email Marketing

» Sms Marketing .
» Marketing Automation

Bién tr
0987809

Ch hang

> Optin Form

e hoa | *Landing Page

Cap nhat day du cac théng tin can thiét

- Tén chién dich

- Nguoi quan ly: ngudi ¢ quyen chinh sira, x6a chién dich

- Ngudi ban hang: 1a nguoi s& thay chién dich, nhan khach hang va
tuong tac trén khach hang.

- Phuong phap tiép can: 1a cac budc ma nhan vién can tuong tac trén
khach hang trong chién dich nay (mdi chién dich s& c6 1 phuong
phap khac nhau tiy theo nhu cau méi doanh nghiép)



Tén chién dichi*)

Chign dich ban hang ngay 05/01/2019

Cha thich:

Chién dich I3 mét ban ké hoach kinh doanh thu nhé bao gém:

- Muc tiéu doanh sé

- Ban s3n phim gi?

- Khach hang muc tiéu.

- Ai ban va ban nhi thé ndo?

MSi khach hang 13 mdt co hdi ban hang, mai co héi ban hing s& cd nguwrdi phu trach - nhéan vién ban hang. Nhan vién ban hang cb thé chd
déng d&ng ki hodic do ngudi phu trach chign dich chi d@inh théng qua cfng cu Trin trén man hinh chién dich.

Phwong phap | Khach hang muc tigu

NGLFON BAN HANG

Mgwdi quan Iy
GetFly CRM

Mguevi quan Iy chién dich: Mgudi duroc guyén quan sat fodn ba hoat ddng trong chidn dich ban hang.

Mgwdi ban hang - ® Tat ca Chon theo phang ban Tw chon ngudi ban hang

GetFly CRM 3 || Bli Anh Hién 3 || Té Hoang Virong x| | Duwong Thi Higu x | | Tran Ti2u Bao x

Mguresi ban hang: Mguwdi tham gia, Déng ky khach hang & trong tac véi khdch hang tfrong chign dich.

PHLFONG PHAP TIEP CAN

Phwomg phap: Céc qua trinh & chuyén khach hang tir khéng quan t&m -= quan t&m va mudn mua hang.
WO: Tidm nang = X&c dinh nhu cu > Chim séc > Chit Sale.

Sau d6 nhan Cap nhat dé thém méi chién dich.
C6 2 cach dé dua khach hang vao chién dich
Cach 1: Nguon khach hang tir data khach hang cé san trén hé thong.

Cach 2: Thong qua optin form: form lay théng tin khach hang trén
website (chil y: GetFly cung cap ma code cac ban sé gan Ién trén
trang web cia bén minh)

Thao tac trén GetFly:



Vao marketing (F3) -> Optin form

) GETFLY  d@& knach hang (F2) (@) Marketing (F3) [5]Ban hang (F

» Chién dich (F3)

+ Email Marketing

* Sms Marketing

* Marketing Automation

@ noa M Optin Form I
!

+ Landing Page (
@ Anh Hau

@ Chu Thanh Xuin

b) Tao form ding ky trén website.

Budc 1: Tao chién dich dé doan thong tin khach hang do tir web vé trén
Getfly.

O phan optin form sé& c6 3 budc ban can thiét 1ap:

Budc 1: Ban can lay thong tin gi caa khach hang

Tiéu @& Optin form (%) MG 13

chién dichieens dichjbans hang thang 01/201%

Tén optin form

1 2 3 4

BAN CAN LAY THONG TIN Gi? THIET LAP MA NHUNG NANG CAOD

Cac théng tin can Idy: Optin form cla ban sé& hién thi nhw sau:

# Trwongdirliéu Skrdung Batbuéc nhap Placeholder

Tén KH
1 TénKH rd td Tén KH
2 Bién thoai T T Dién thoai
VD: 0123456789
3 Email
Lién hé chinh
4 Diachi

5  Nhom khach
hang

Méi chon

(AT Quay lai

Buwéc 2: Thiét lap

- Chon phéu (chién dich) ma ban muén khach hang d6 vao khi dé lai
thong tin trén form nay.



1 2

BAN CAN LAY THONG TIN Gi? THIET LAP

(1) Khi khach hang diang ky vao Form, ban ¢6 muén tao m&i mét co héi kinh
doanh?

Co hdi s& dugc tao ra trong chién dich

Lwra chon chién dich

| a]

Lwra chon chién dich

cham soc lai kh da mua

Thng tin khach hang tu website
DANG KY FORM

Bwoc 3: Ma nhung

Ban coppy ma nhiing nay cung cap cho bén quan tri website gan vao
website.

1 2

BAN CAN LAY THONG TIN Gi? THIET LAP

Code J§ Optin form cta ban sé hién thj nh

Cach s(F dung: Copy code dwéi ddy va paste va vi tri ban mudn form hién thi
chiy
1. Form tw déng nhan Nguén truy cip, Ngwéi gidi thiéu, Khach hang gigi
thiéu
2. Form hién thj sé c6 dang nhw bén tay phai
3. Khi ban thay i Form, cic Form sé tw ddng thay dai khéng cin thay
déi lai landing page

u do Paste (Ctrl + V) vao landing page cla ban

Ban vui ldng Iwu optin form dé 1ay mi nhang

Théng tin thém (css)
—_—

Cap nhat Duay lai

Budéc 2: Tao optin gan Ién website.



<« _ 28 = getflycrm.conn

B Bocking.com E WnExpress A Amazon.com @ Lazada.wn A Agoda.com

—N - " ) = ) ] B i =
= ) GETFLY &g khach hang (F2) (&) marketing (F3) [5'] Ban hang (F44) P csKH

= Chién dich (F3)

> Email Marketing

Iv doanh nghi

> Sms Marketing

> Marketing Automation
=

= Optin Form

> Landing Fage

MARKETING

Nhan vao ndt thém mdi

{ C B8 & getflycrm.com

E Booking.com E VnExpress @ Amazon.com @ Lazadawvn

@ Ban hang (F4)

bat tén va lam theo cac budc trong hinh



ETFLY 488 knach hang (F2) (@) Marketing (F3) @ B4n hang (F4)

Tiéu d& Optin form (%) DAt t&n cho optin

—

G&n Optin L&n WebSite

2

THIET LAP

L <=
BAN CAN LAY THONG TIN Gi?

Céc thong tin can Idy:

# Trwdng div lidu | S dung | Bat budc nhdp Placeholder
1 TénKH = Tén KH
2 Dignthoal a _| Dién thoai
tick vao cac @ mudn khach
hang dé lai théng tin
3 | Email a 0 Email
4 Diachi ] =] Biachi
g ::te nhu cau =] =] Note nhu ciu K

(2 GETFLY

492 inach hang (F2) (@) Marketing (F3) Ban hang (F4)
Tiéu d& Optin form (%)

Gan Optin Lén WebSite

BAN CAN LAY THONG TIN Gi?

THIET LAP

(1) Khi khach hang dang Ky vao Form, ban cé muén tao m&i mét co hdi

kinh doanh?

cskH QI Kno (F6) R KPI (F7)

b cski B_kno (F6) @R KPI(F7)

M6 ta

3

MA NHUNG

Optin form cda ban s& hién thi nhw sau:

Tén KH

Bién thoai
VD: 0123456789

Lién hé chinn®

Bang ky

M6 ta

3

MA NHUNG
(3) Chi dinh théi gian sl dung

Thai gian form cho phép nhap liéu.

Co hdi s& duge tao ra trong chién dich
TEST

aaa
Chién dich ban hang ngay 15/10/2013

Chién dich ban hang ngay 15/10/2018
Chién dich chét lrong ngay 2010
Chién dich chay san lrong thang 10/2018

Chién dich ban hang 16/10/2018

Chi dang v&i nhiFng form gidi han théi gian dang ky. Vi du:
- Tl ngay
Q Tir ngay

t&i ngay

161 ngay

(4) Thay doi text nut dang ky
Tén wding fy

BDangry Ira chon chién dich khach
hang s& dg vé

(5) Hién thi label

[}

4

NANG CAD

LN . GetFly CRM

4

NANG CAQ

Form tang qua...




Nhan qua muc s 3: M nhiing

(CZDGETRY  dg Knach hang (F2) (@) Marketing (F3) [3]Ban hang (F4) @ cski Bl kno (F6) @R KPI (F7) =" 98, @ cervorm @

Tiéu d& Optin form (%) ME ta

Gan Optin Lén WebSite

2t 1 2 = 4
BAN CAN LAY THONG TIN Gi? THIET LAP NANG cAOQ

Code JS Optin form cda ban sé& hién thi nhw sau

Ban vui l16ng lwu optin form dé 14y mé nhiing

Théng tin thém (ess)

Tén KH

= CAN TRAI = CANGIZFA | = CANPHAI = NAM NGANG
A = N X o - - Bién thoai
* Chi thay doi khi ban muon thiet ke style riéng cua ban o .

VD: 0123456789

-getily- width; 4 50pxlimportant;margin:0 E copy toan bd
auto; pa xlimportant;font-size: 12px;line- — ma nhang trong bangn hé chinh
hei important;color#777 border: 1px solid #egeef; font- dura vao website

mily: sans-serif:background: #f limportant:} ¢

amity
-getfly-input{width:95%!limportant;border: 1px solid

[ B

c) Thiét lap cic automaton marketing chim s6c khach hang tw dong
Automation marketing

S& hitu quy trinh Automation marketing riéng cho DN: Tur lic khach
hang mai tiép can ==> Cham s6¢c ==> Mua san pham ==> Upsale (Ban
thém) ==> Khach hang gidi thiéu khach hang

bam bao 100% KH duoc phuc vu va cham séc thuong xuyén theo lich
trinh c6 san
Thiét 1ap mét lan, sir dung mai méi

Tiét kiém 30% nhan luc, thoi gian va tién bac trong viéc Automation
marketing so véi trudc day

Tao ra cac kénh két néi thuong xuyén véi khach hang thong qua
email/sms, gitip thuong hiéu cua anh chi luén nam trong tam tri cua
khach hang.



Trong qua trinh t6i tiép xdc vai nhiéu doanh nghiép, ciing nhu chinh tir
GetFly. Ching to1 da tao nén quy trinh cham s6c¢ khach hang goi la
automation 3 kénh:

Kénh 1: Khach hang dang ky qua form

Kénh 2: Cham soc khach hang sau mua hang
Kénh 3: Giao viéc noi bd

Sau day t6i s& hudng dan anh (chi) cach thiét lap:
Kénh 1: Khach hang dang ky qua form

Khi khach hang dang ky vao form duoc dat trén website cong ty hoac
Landing page thi ngay lap tirc khach hang d6 s€ nhan duoc Email hoac
SMS cam on da dang ky.

L

‘ ovinge =R R =R = Y
e

@  Giritin nhén cho nhén vién hoac khach hang
igay l4p tire

Kénh 2: Cham soc khach hang sau mua hang
Ap dung cong thirc 2SMS + 1 call.

Nghia la sau khi khach hang mua hang gtri 2 SMS cho KH va 1 cudc goi
CSKH.



Péng thoi kénh nay con hd tro cho viéc nhac nha lich déng phi bao
hiém dén khach hang.

Cac ban chon déu kién nhu hinh nhung sang phan hé qua thi c&c ban luu
y theo tirng dong san pham sé& ¢d thoi gian dong phi khac nhau nén s&
phu thudc theo san pham dé cac ban chon thoi gian doi cho phu hop

L
o, IZ+ SO N )

Hanh ddng Tao méi don hang

Vi digu kien Run on time:

San phém lién quan el lm . @ Gl tin nhén cho nhan vién hodc khch hang Ngay 0
Ngay lap tirc

Kem duémg da Ponds dém 50; Run on time

@  Goitin nhin cho nhan vign hoac khach hang Ngay 26
Ngay lap tirc
Run on time

(% Giao cdng viéc cho nhan vién Ngay 27
09:00

Bon hang:

Boi 27 ngay tir ltic bit dAu va thuc hign Chinh x&c lic = Theo gidr

& Congviéc L Goidién 4 Hengdp & Emal Y Antua % Kiniém

hanh todn méi nhat )
&n GETFLY ran ) Gong viec

Kénh 3: Giao viéc ngi b

Khi c6 mot chudi cong viéc lién quan dén nhau, va néu hoan thanh cong
viéc thir 1 thi tu dong sinh ra cong viéc thir 2, khi hoan thanh céng viéc
2 ty dong sinh ra cong viéc 3, ...Ngay tai chd nay cc ban ciling c6 thé
giao viéc cho nhan vién dé nhan vién goi dién hoi tham khach hang dé
biét dugc danh gia cta khach hang khi da mua bao hiém cua cong ty.



Theo hanh dong JREEVEUEED] 7 - D - )
. F+ + “«» + & L’-' ' °+ & Q

Hanh d6ng Hoan thanh cdng viéc
Véi dieu kién x Run on time: X
Tén cng vikc v | | Contins [ Giaocong viéc cho nhén vien Ngay 0
Ngay lap tirc
#CV1

Tao méi cong viéc

+
Poi o ngay tir lic bat dau va thuc hién Ngay lp tirc
C4p nhét hoan thanh cdng viéc 0& thr thi cac hé qua 83 xdy dung Tinh thoi gian theo cong viéc

Cong viéc: V6i diéu kién
- {{creator_name}} : Tén ngudn tao cdng viéc

{{creator_tel}} S4 dén thoai ngudn t3o cong viéc +

{{creator_signature}} - Chir ky clia ngudn tao cdng viéc

{{task_name}} : Tén cong viéc Tén cong viéc (") V2
- {{task_content}} : Néi dung cdng viéc ’
- {{task_start_date}} : Thin gian bat dau cong viéc
- {{task_end_date)) : Thon gian két thic cong viéc 8 Congvidc | & Goidién 4 Hengdp & Emal Y Antva @ Kiniém
- {{task_start_date_format}} : Ngay bat dau cong viéc (dd-mm-YYYY)
- {{task_end_date_format}} - Ngay két thiic cdng viéc (dd-mm-YYYY) Dy én () Dy dnlién quan
- {{receiver_name}} : Tén ngudi nhén viéc
- {{receiver_tef}} : SO dién thoai ngudn nhén viéc. NGi dung cdng viéc ()

- {{name}} : Tén khdch hang lién quan

- {{c_name}} : Tén ngutn ién hé cla khéch hang

- {{c_feedback_urf}} : Hé théng ghi nhan phén hdi khach hang
- {{e_sender_signature}} : Chr ky cla ngui gUi email phia hé qué NG dung cong vied

Mo uneihenhall |l hin A3nn I shin amail #s ha thAna

n
iii
i
-
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d) Cach tao Email Template.

Buwoc 1: Vao Email marketing -> Teamplate:

) GETFLY  d@& knach hang (F2) (@) Marketing (F3) @l Ban hang (F4)

= Templates

= Chiéndichemail = Théngké = Email

Titca ©Doc Chwadoc PDigl  Chua gl

y A + Thém R A , = = -
Bwoc 2: Nhan - dé thém mai mau email

Hé théng sé& hién thi ra 2 cach dé ban lya chon tao mau email:

= Chiéndichemail = Théngké = Email

Hinh thirc tac mau x

SR Ban can hiréng dén?

© Tai 1én file m&u

® Tao mau ma&i




Néu ban chua c6 mau email thi ban chon Tao mau méi, hé théng s&
chuyén sang man hinh soan du email. Néu ban da c6 mau email thi ban
c6 thé lya chon Tai Ién file mau.

Buéc 3A: Tao mau méi

Ban c6 thé soan mau email nhu binh thuong -> Nhan Luu dé luu lai
maaux mail.

Chién dich email Théng k& Email = Templates

TAO MO MAU EMAIL

Chdnicn: Khéng c6 cong cu quan Iy, doanh nghiép {{c_name}} “ VAN KINH DOANH TOT”

- {{name}} : Tén khach hang

- {{code}} : M& khach hang

- {{email}} - Email khach hang

- {{phonel} : S6 dién thoal khach hang

- {{manager_name}} : Tén ngw&i phu trach khach hang

¢ 1. B I 5 # @W =T = = = = = A R, T A £

{{c_name}} than men,
Khi ma thust ngif CRM ngay cang dwoc s dung réng rdi nhie mét cong cu quan Iy toan dién, trén nhiéu dién dan “BUNG

- {fcustomer_id}} - 1D cla khach hang trén GETFLY NO™ tranh luan: CRI liéu co can thiél? Khang co CRM liéu doanh nghiép cda 16i ¢6 kinh doanh duoc?
- {{publisher_code}} : M3 tiép thi lién két V4y, €O hay KHONG anh hirong manh mé clia GRM dén hoat déng kinh doanh ctia méi doanh nghiép?
- {{current_bonus_score}} - Biém thurdng hign tai BUOC - MAT khi SI* DUNG CRM — KHONG SUf DUNG CRM?

Trong thévi dai 4.0 hién nay, CRM mang lai loi ich gi cho doanh nghiép?

N A - Bi tét, d6n d4u cong nghé, vurot trée déi thi?

- H{c_namel} - Tén ngurdi lién he - Xay dyng co s& dif liéu khach hang thdng nhat @am bao tinh toan ven, chia sé théng tin tlrc théi theo théi gian thic?

- {f{s_name}} - Tén nguwéri gk - Bdo dam co ché "ban chéo” dwoc thé hign trén CRM, phdi tich hop dwoc voi Téng dai nhdm nang cao hiéu qua vigc hé tro
- {{s_tel}} - S6 dién thoal ngudi giki knach hang?

- C6 co ché kiém tra, giam sat, danh gia hiéu qua lam viéc cla nhan vién?

- Cham séc khach hang hién tai, thu hdt khach hang tiém nang bing Email & SMS Marketing?

- {{current_bonus_cash}} - Tién thuéng hién tai

- {{s_mail}} - Email ngwe&i g
- {{=_signature}} : ChiF ky clia ngwi g
- {{c3s_new_password}} . Durdng dan tao mat khau C3S

- {{c_feedback_url}} - H& théng ghi nhan phan héi khach hang Liru

- {{e_unsubcribe}} - Url hily d&ng ky nhdn email tir hé thdng
r - <2 = A - X
Buéc 3B: Tai Ién file mau

Néu ban da c6 mau email san thi ban c6 thé upload Ién hé théng. Luu y:
File dé upload Ién phai 1a dudi .html

- chon upload file méau -> Tiép tuc.

S S S— |

Chién dich email Théng ké Email

:] Ban can hwréng dan?

Hinh thirc tao mau

® T3i én file mau
Tao mau mé

- Nhan chon file miu -> @it tén miu (tén tiéu dé mail) -> tai Ién la
hoan thanh.



Tai 1&n file mau

Tén mau

& Chon file

Hé théng hién thi mau email méi

Khi tré chudt vao mau email mai, ban c6 nhitng sy lua chon:

Sogn cmaxl . St mau Xoa miu
(Tao email dé gua email)

Sau khi tao mau xong, 1am céh nao dé ban sir dung mail email vira tao?
Getfly ho tro ban 2 cach:

a) Thao tac trén may tinh

Pau tién, vao Email marketing -> Thém méi



Sau d6 chon: Thém mau -> Miu cia ban

NGUO G

GetFly CRM
Luu méu
® Email cd nhan O Email hé théng _ — — . o

&« ~ 1B |/ & & @

"
In

I

]
iii
]
-
>
=]

abc@gmail.com
T_ Aa_

NGUOT NHAN

Ban chon ding mau ma ban mudn st dung:

M&u ciia GETFLY [ Mau cda ban

méu mdi nhat [Getfly] Tang {{c_name]}} module "Quan Iy tai chinh"

Getfly gi¥i I&i cam on t&i {{c_name)}} vé& budi dao tao tap trung ngay 17/01/2019

Sau d6 chon khach hang can gai roi nhan



NGUO1 GUI x o 2
mau mé&i nhat
Tran Thi Ai Hiép .
Chon méu Luru ma

® Email canhan © Email hé théng S = S E e E =

1]
iii
]
-
>
]
B

hieptta@getfiycrm.com

T_ Aa,
NGUQ1 NHAN
Gl¥i cho tat cd lién hé cta khach hang
Chon b loc
AT .8
Nhoém khach hang NH e EM
Chién dich MUA MORITA
RUGC TAI LOC VE NHA
Ngu&i nhan: 2 S U -
NHAN Li Xi LEN T61 $500
Ban chua chon khach hang nao!
+ Khach hang nhan email
CHIEN DICH EMAIL
MAIL SETUP
® Giringay © Giivao lic Mirng xuan Ky Hoi, Céng ty Anh & Em chic cho Bac si mot nam mai tran
= day Binh an, Hanh phuc, nhiéu Tai 16¢c va May méan. Thay loi chic Tan tai,
S ) i X Tén 16c, Anh&Em gi¥i tng Bac si phong bao Ii xi may méan trong chirong
- {{name}} : Tén khach hang trinh "Miia Marita  KNhan i vi 40 CRAN DinAis #3i 1An 1wl nhatt

d) Tinh cost per lead va cost per sales.

Panh gia hiéu qua Marketing: mot thang thi chi phi bo ra bao nhiéu,
mang vé bao nhiéu lead, Cost per lead va Cost per sale 1 bao nhiéu?
Dua vao s6 liéu cac ban va con s trén Getfly ban cd thé dya vao cong
thure tinh nhu sau:

CPL = (Chi phi MKT + lwong MKT) / Tong sé lead
CPS = (Chi phi MKT + lwong MKT) / Tong so6 khach mua hang

Vi dy: Néu ban c6 1 chién dich 1 thang chi phi bo ra 1a 5.000.000d mang
vé 100 thong tin khach hang , va tir 100 khach hang d6 chdt sale dugc 20
khach hang.

Thi CPL = 5.000.000 / 100 = 50.000d/ 1 TTKH
CPS =5.000.000/ 20 = 250.000d/ 1 khach mua hang.
T6m lai, hé thong CRM sé& hd tro bo phan Marketing nhitng noi dung:



+ Luu trit va quan 1y khach hang dén tir marketing.

+ Panh gia hiéu qua cua tirng ngudn khach hang.

+ Danh gia hiéu qua Marketing tirng thoi gian: Cost per Lead la bao
nhiéu? Cost per Sale la bao nhiéu?

+ Ti 1é khach hang Sai d6i tugng bao nhiéu khach hang?

+ Thong ké va danh gia chién dich ngan han va dai han?

+ Cham soc khach hang tu dong bang cac cong cu Email / SMS
Marketing / Marketing Automation.

+ Cac dy &n quan trong trién khai dén dau r6i? Co vuéng mac gi khong?
C6 dtng theo ké hoach khéng?

+ Muc do tang truong hiéu tai.

4.3 B¢ Phan Kinh Doanh

B6 phan Kinh doanh 1a bo phan mang tién vé cho cong ty thong qua viéc
tu van khach hang vé san pham dich vu. CRM s& hd trg cho bo phan
Sales vé:

- Luu trir danh sach khach hang tap trung.

- Theo ddi lich str vé chim soc khach hang hiéu qua.

- Po ludong danh gia lam viéc caa ting nhan vién vé mic do cham chi
va hiéu qua cong Viéc.

- BA4o céo két qua kinh doanh va doanh s6 .

- H& tro dao tao va chuyén giao khach hang khi c6 nhan su mai dé
dang.

Bo phan kinh doanh sé thuc hién céc thao tac sau:

a) Nhan khach hang tir Maketing do vé.
b) Nhap khach hang 1én CRM

c) Tao bao cao va thiét lap lich hen

d) Tao va theo doi don hang

e) Xem KPI cé& nhan



Sau day 1 cac budc thao tac sir dung chi tiét trén Getfly:
a) Nhan khach hang tir Marketing chuyén va chuyén doi trang thai.

Khi bo phan Marketing d3 tao cac form dang ky thong tin va chuyén
khach hang vao céc chién dich thi bo phan sales s& nhan dugc céc thong
bao khi c6 khach hang méi. Nhiém vu cua bo phan sales la truy cap vao
chién dich dé ding ky co hoi.

[B Gocking.com [BH VnExpress @ Amazoncom Lazadawn 3 Ageds.com

[Eh e = R

ly doanh nghiép cua ban voi GetFly

%e —>

SALES

|l.l g‘ . GetFly CRM

@ m Ban can huréng dén? 3 chién dich Tén chién dich 1-100f70 |

ﬁiﬁ test 4" tick tryc tiép vao tén chign Dang ky méi Tong sd knach
dich nhan khéch
GetFly CRM 1 1
12/0112019
Bao An Gia - Quy trinh cho thué may lanh - KTV 4" [ Dang ky moi Tong s0 knach
% GetFly CRM 0 1
110172019
. R L - Déng kj méi Téng sb khach
Bao Gla An - Quy trinh cho thué may lanh - Sale #' [ ang ky moi ong so khac
GetFly CRM 0 1
1110112019
Chién dich ban hang tét 2019 #' [ Bang ky mai Tong s6 knach
GetFly CRM 0 1 80
10/01/2019

Pua chudt vao khach hang sau d6 nhan nut dang ky.



I T o . - ¢ 5 . . T A A .
() GEryY g wnden nang (F2) (@) marketing (F3) [ 84n hang (F4) 5) @R ki (F7)

\ m test v | | Timkiém AT I RELEN O

1. Théng tin khach hang ... 2. Tiép can khach hang (0) $ | 3. Gdp métva chim soc .

 pr——— __
A Chua cé ngirdi phu trach o =

56 tién chién thang: 0
Giati 0

Nouwii tao: GetFly CRM
Ngay tao: 12/01/2019

AyChura co cong viée lién quan!
* Thém mdi cdng viée

Nauwdi phu trach KH:
tick vao nit dang ky 48
Trang thai: Dang ién hanhnhan khach hang

B3| < Emem

0%

Sau khi dang ky thi s& tién hanh xir Iy khach hang va kéo sang cot trang
thai tuvong rng nhu hinh:

» - 2
GETAY A8k nacnnang (72) @ maneting 73y [Bsannangr) @ e Bl kno e @R KPIED) =% @ cervocrv @

m test v Tim kiém & Toi [ Chuaco T o * M 'J

1. Théng tin khéch hang (9) 2. Tiép can khach hang (2) 3. Gap mat va chdm soc . 4. Chét sales - Ban hang...

IQQ o
@ Anh Phi - Anh Phi Vguyen Tam- VauyenTram Nguy n Anh - I\gu/en%nh

0% a 50% A 75% A
@ Anh Tam - Nguy&n Van Tam

0% a

@ Huy&n - Huyén
0% a
@ Nguy&n Thi Hong Duyén - Nguy&n Thi Ho:
0% A
@ Nguy&n Van Thu - Céng ty TQT
0% A
@ Nguy&n Anh - Nguyén Anh
0% a
|® Trdn Hién - Trén Hién N o
0% &

b) Khdch hang: dwa toan bg khach hang Ién hé thong

Thao tac ddi véi cac truong hop khach hang do bo phan sales tu tim
kiém hoac dugc gidi thiéu.

Dit liéu khach hang dugc tap trung ¢ 1 noi theo mau chuan, khéng bi
phan tan, 16 thong tin khach hang.



Pé lam duoc diéu ndy ban can thao tac cac budc sau: (co 2 cach dé ban
tap trung dir liéu tai 1 noi)

b) Thém méi tirng khach hang

Bwéc 1: Ban nhap chudt vao muc trén man hinh quan Iy khach hang.
+ Thém méi: ckick chudt vao gdc tay trai trén man hinh muc thém mai
mau xanh va lam theo cac budc nhu hinh:

¢ > C 8 @& getflycrm.com

E Booking.com VnExpress @ Amazon.com @ lazadavn & Agodacom

Fam! . =
£ GETRY  dgh inscnnang (F2) (@) Marieting (F3) @Bén hang (F4) @ csk Bl kno(Fe) @R

B loc cia tdi Y Nhém khach hang Y Mdi chon Y
88 5] 16
Bién thoai Email Ong Khach Hang
0888667808
@ ChiNa
0123123123
6 Congty A
0398797961
€ Bui Thi Thai

Pién thong tin khach form nhu hinh:



Ban can hidng dén?

CRA Khdch hang Thém mai khéch hang
THONG TIN KHACH HANG LIEN HE NGUOI1 GIGI THIEU
Ma KH Ho va tén Vi tri h Di¥ liéu khach hang -
Nguréi phu trach
Tén KH () Bién thoai sinh nhat I GetFly CRM I
| | ;
MO quan hé
5 Email Gidi tinh
Dién thoai méi
I I IM&i chon
R Nhom khach hang
Gidsi tinh Ghi chu
io1 tin INhém khéich hang I +
Chon Giéi tinh
0 Ngudn khach hang
Bia chi ¥ Nhan email ® Lién hé chinh meg | +
Email
Quan/ Huyén .

[ LIE M Quay lai

(1) Thém tén khach hang: C6 thé 1a tén Cong ty (vai nhitng khach hang
la cong ty) hoac la tén ca nhan khach hang.

(2) Céc thong tin khac nhu dia chi, s6 dién thoai, email....

(3) Thong tin nguoi lién hé cua khach hang, sé nguoi lién hé caa khach
hang khéng bi han ché, ban c6 thé nhap chudt vao Thém ngudi lién hé
dé thém thong tin nguoi lién hé.

(4) Chi dinh nguoi phu trach khach hang.

(5) Xac dinh mdi quan hé, nhdm khach hang va nguon khéc hang.
Bwéc 3: Sau d6 Cap nhat chon dé hoan thanh.

b) Upload dir li¢u tir file Excel

Pé thém méi khach hang vai s6 luong 16N, ban ¢d thé str dung tinh ning
upload khéach hang. Hé thng hd tro upload khach hang tir file excel
Bwéc 1: Ban nhap chudt vao Upload KH

Hé thng sé& hién thi ra man hinh dé ban tai mau upload va tai danh sach
khach hang lén.



TAI LEN DANH SACH KHACH HANG Ban cin huéng din?

Getfly s& gilp ban tai Ién di¥ liéu chi véi mét thao tac don gian.
I Chon file méu upload khach hang « l

i MAu upload rdt gon & Tai xudng

I Mau upload day du & Tai xudng kc di ligu
i - GIOT han moi lan upload tol da ach hang

& Tai Ién danh sach

CHIA DEU NGU'O1 PHU TRACH KHACH HANG (CHIi AP DUNG KHI FILE UPLOAD TOAN BO LA KHACH HANG MO1)

Chon nguéi diroc chia (Cha y 56 khach hang con thira s& dwoc dén cho nguéi duoc chon cudi cling)

Chon nhan vién

Ghi dé di¥ lieu néu tring m3 ¥ Danh d4u 1a khach hang ti phu trach Bong

Buwéc 2: Bam vao tai mau exel vé may va dién day du thong tin khach
hang vao bang (Khong duoc doi tha tu cot trong bang exel)

A [ c D 3 F G H[~
1 MA KH TEN KH BIEN THOAI [ GIO TINH DIACHE | EmARL QUAN/ HUYEN TiNH/ THA
2 Tran Thi Al Higp "0368660042 nif ]
3 _
gL —
5
E —
7]
E —
e
10|
11|
12|
13|
14|
|
16 |
17
18
Worksheet ®

Chu y: Trong truong hop thong tin khach hang cua ban c6 nhiing
trirong khdng c6 trong mau thi phdi thém cdc trirong thong tin khach
hang trén hé thong réi méi tai file mau excel vé. Hé thém mai moi ban
truy cdp vao phan Binh nghia dit liéu trong phan cdi dat. (Ban vao phan
nhap chugt vao Tén ban >> Chon muc Cai déat >> Vao phdan Pinh
nghia dir liéu, néu ban khéng truy cdp diwroc phan nay 1a do ban khéng
c6 quyén. Ban vui long lién hé véi nguroi quan tri hé thong hodc nguoi
c6 quyén cao hon).



< Cai dat

CA NHAN DINH NGHiA DU LIEU
Théng tin ¢4 nhan Khichhang Céngviéc Sanphdm  Bon hang
Théng ba I \ .
0ng bdo qua emal & Thém méi * Bang st sung D4 xoa
Théng bao tir hé thdng
# Tén thudc tinh Bt bude Thao tic Thém mdi dinh nghia diF liéu - Khach hang
HE THONG 1 MEKH ¥néng s Tén thude tinh (*)
Thaag tin cdng ty 2 TénkH co $ |
. M3 thudc tinh
Céu hinh chung 3 Diénthoai Khéing s
Emall Marketing 4 Giditinh ¥néng s -
Tich hop . . Bét budc:
5 Bia chi Knéng &
. N . ]
Call Center 5 Emal Knéng 7 Kiém tra triing di¥ lidu: | m
Phan quyén .
auy 7 Quan/ Huyén Khdng 4 ©anh dau 13 diF liéu nhay cam: £ m
c.nhn diF liéu . oA
e : ] Tinh/ Thanh phé Knéng # Dang diF iéu (*)
C4u hinh Affiliate Teaxt Input N
] Oude: aia Khéina &
TAI LEN DANH SACH KHACH HANG Ban cén huéng dén?

Getfly s gitip ban tdi 1&n diF liéu chi v&i mdt thao tac don gidn.

Chon file m&u upload khach hang =

chi y: !
- Cac ludt Automation s& KHONG DIFCC thye hién khi upload diF ligu :
- Gi&i han mdi lAn upload t4i da 1000 Khach hang :

& T3ai I¥n danh sach

CHIA DEU NGLF&' PHY TRACH KHACH HANG (CHIi AP DUNG KHI FILE UPLOAD TOAN BOQ LA KHACH HANG MO)

Chon nguwi dwrgc chia (Cha y sé khach hang con thira s& droc don cho ngudi duoc chon cudi clng)

| Chon nhan vién

[r—

Ghi dé di¥ lidu néu tring ma Banh d4u 12 khach hang 161 phu tréch Béng EEEEEY

el



c) Twong tac trén mot khach hang (ghi nhan bao céo va lich hen)
GetFly lay khach hang Ia trung tdm, moi hoat dong déu xoay quanh
khach hang. Ban c6 thé thuc hién rat nhiéu thao tac trén mot khach hang.
& phan nady s& hd tro ban rat nhiéu: kiém soat duoc hoat dong cua nhan
vién, Lich sir giao dich véi khach hang cu thé, rd rang. . ..

Nh@p trao déi lién quan dén khach hang (Tao bao céo)

Trong chi tiét mot khach hang, Sau khi tiép can khach hang ching ta co
thé viét cac trao doi, binh luan, danh gia KH, ... dé danh dau hoac ghi
nhd vé khach hang va luu lai lich sir cham soc.

Tick tryuc tiép vao khach hang do:

m Bd loc cla téi ¥ | | Nhém khéch hang ¥ | Maichon v

389 9] [ 15 ]
® ~ TATCA > |+ 1-50cla 389 » Trang| 1
[ (Toychi # BDién thoai Email Ong Khéch Hang Lién hé chinh BT ngudi lién hé
¢ % 0885567808 ChiNa 0668567808
0 1 = o ciina :
¢ x 0123123123 Trdn Van B 0321321321dvdvdv I
T B 2 & Cingty A

Chon tab trao déi.

GETFLY 4@ knach hang (F2) @ Marketing (F3) @ Ban hang (F4) ‘i} cskH  Rl_kno (F6) &R KPI (FT)

CHINA & Chua cé 0
Li&n hé 1&n Tuo
cudi
MO QUAN HE $ Trac d&i | KH phan hai Giao dich~ Lich hen Co hdi Lich cham séc Gidri thidu
mai - Khach hang chwa cdé lich cham soc. Hay dat lich cham séc di nhé 1l

DO HOAN THIEN HO SO <> T B i S & = = = = = i= = A A
S - T Aa,
LIEN HE
& ChiNa

*. 0888867808

THONG TIN KHACH HANG 5> et

Bién thoai- 0888867808 Luwa chon nhén vién - Chon trang tha Trao géi [C] logs

Chu y: Sau nay sé& cd rat nhiéu binh luan, trao doi trén khach hang nén
can c6 nhitng KEY béo c4o => thuan tién sau nay tiém kiém, ghi nhé



nhiig thong tin dac biét quan trong, check bao cao gitra cac bo phan vai
nhau. Toi goi ¥ mot s #key nhu sau:
#key telesale

Do tudi khach hang.

Khach hang qua tam dén goi nao.

Gia phi khach hang quan tam.

Mua cho khach hang hay 1a mua cho nguoi than.

Ai 12 ngudi dtng tén trong hop dong.

Khach hang dong theo thang, quy hay nam.

#key hen gap.

#khao sat suc khoe
Key danh cho upsales:
#1 thang

# 3 thang

#6 thang

#1 nam.

=> M&i lan note bao cao ghi rd y kién khach hang: Hai long hay khéng?
GOp Y cho san pham ciing nhu cong ty? Tinh trang san pham?



CHINA & x

Chwa co 0 5

Lién hé 1&n Twrong
cudi
MO QUAN HE Traoc déi KH phan hdi Giao dich— Lich hen Co hdi Lich ch3dm soc Gidi thigu
mi - Khach hang chwa co lich cham séc. Hay dat lich cham séc di nhe 1l
PO HOAN THIEN HO SO <> T _ B ! i3 &+ _ =S = = = = = A E_ =te
EE T Aa
LIEN HE #hey i vdn
khach hang guan 1|
& chiNa T S dur 2
*. 0288867808 b1 y h trén 500t
hen thir 7 di xem dw an
- - - b2
THONG TIN KHACH HANG
™ & —— 3
Bién thoai: 0888867808
Gici tinh Tim kiém Lira chon nhan vien ~ || Chon trang thai - Trao géi [Fliogs
Dia.chi__

Pé tim kiém lai nhitng bao cdo cta nhan vién ciing nhu lich st chiam soc
khach hang dén dau.

Tick truc tiép vao khach hang -> tab trao doi -> g8 dau # vao muc tim
kiém nhu hinh :

Trao ddi KH phan hdi Giao dich - Lich hen Cor hdi Lich cham soc Gidri thigu
Khach hang chwa cd lich chdam sdéc. HEy dat lich cham sdéc di nhé 11l

<> T _ B L = & _ = = = i = = -

K2
iy

S a =3

I #| I Lwa chon nhan vién - Chon trang thai - Trac dbi [ logs

GetFly CRM
dfa

GetFly CRM
bfof

GetFly CRM
fa

GetFly CRM

GetFly CRM



H¢ thong s€ cho ra cic bé&o céo vé khach hang d6 nhu hinh:
Trao doi KH phan hdi Giao dich~ Lich hen Co hai Lich cham soc Sicri thigu
Khach hang chwa co lich chdm soc. Hay dat lich cham soéc di nhé 1

<> 1 B ! = & =1 = = = = E= = A

%A
¥y

T _ Aa

S & (=]

# Lwa chon nhan vién - Chon trang thai - Trac ddi [Cllogs
GetFly CRM

#key o van

khach hang quan 1

quan tam vé duwr an vincity

tai chinh trén S00tr
hen thir 7 di xem difF &n

Tao lich 1am viéc: Sau khi nhan vién da trao d6i voi khach hang néu co
nhitng lich hen hang dé gap truc tiép hodc di dy an thi sé& tién hanh 1én
lich hen dé hé thong ghi nhan ciing nhu dé quan ly c6 biét duoc 1y do di
ra ngoai caa nhan vién.

Tick vao khach hang muén 1én lich :

w Bd loc clati v Nhomkhachhang v Moichon v Timkiem Upload KH

ki

g ]
O v TATCA < )+ 1-50¢ia 88§ Tang| f

O Ty # | Dénthoa Emal Ong Knéch Hang Lién hé chinh BTnguoiliénhg  *
'y 0883867808 ChiNa 0839867808
i MK —»- T
'y 0123123128 TinVanB 032132132 1dvavalv I
i IR f Congty A

Chon qua tab lich hen:



CHINA ¢ x S 0 5

Liénh&lan  Tuwong

cubi
P
MOI QUAN HE Traodsi  KHphanhoi e Lichhen | Conéi  Lichchamsoc  Gidi thiéu
mé v Khach hang chira ¢é lich chdm soc. Hay dat lich chim sée i nhé
.. . = Thém cdng viéc
DO HOAN THIEN HO SO
-& Tatcd Uutien Congviec clatsi  M&  Cham Theo théi gian~
Nhép diéu kién tim kiém __ Céng viée giao E|
LIEN HE
& ChiNa# thir bay (05/01/2019)
. 0888867808 1
GetFly CRM
a
GetFly CRM
\ GetFly CRM
,( \ ~ A A .
Nhan vao thém cong viéc:
CHINA & x Chwra c6 0 5
Li&n hé Ian Twong
cudi
MOI QUAN HE Traoddi KHphanhdi  Giaodich~ Lichhen Cohdi  Lich chdmsoc  Gidi thidu
mei v Khach hang chwa cé lich cham soc. Hay ddt lich chdm séc di nhe 1
PO HOAN THIEN HO SO $
_& Tatcad (Futién Congviécchatdi  M&  Cham Theo théi gian-
Nhap diéu kién fim kiém ... Cang viéc giao E| i
LIEN HE !
& Chi Na % thir by (05/01/2019)
t. 0BBEBETEOS [ |
GetFly CRM
fa
GetFly CRM

GetFly CRM

Pién thong tin theo Form nhu hinh:



Tén céng viéc

b1
I [hengap] minh nhut/ chi na 9h 5/1/2019 I ¢
Chen du &n Loai cong viéc M3 cang viéc Khéi lugng cong viec
Hen gdp 1
Toc e bia
I 05/01 > I ca
ngay
NGi dung b2
<> T B ! E=4 i = = A R T _ Aa

NguEi thuie bisn MNguBBtham gia

GetFly CRM I -

—— B

=D GETRLY k@& i<chach hang (F2) (@) marketing (F2) [S'] Ban hang (Fa)

@ MG QUAN HE Trao adi KH phan hdi Giao dich ~ Lich hen Co hdi Lich chim séc Gi&i thigu
mei -

Khach hang chwa cé lich cham séc. Hay da&t lich cham sdéc @i nhe 1
- A _ =+ Thém cong viéc
BO HOAN THIEN HO SO

Ay IS

lsni LIEN HE

2 Chi Na thir bay (05/01/2019)

rAGEi cham Theo th&i gian ~

Cong wiec giao+ [3]

*. 0888867808
I I | xuat hoa don cho Chi Na o (Bang tién hanh)
™ = (Bang tién hann)
THONG TIN KHACH HANG I - cv tac aulto o%
Dién thoai: 0888867808 I, o . - . - P
T == Chi Na - - Th&i gian giae hang: </br=- Bia diém gi o% (MST gizo)
GiGi tinh
Bia cnl | e I [ = .uat hoa don cho Chi Na o (Dang tidn hanh)
Email- B By
_ D = oy tao auto o (Bang tidn hanhy
rE KH: KHO494
Quan/ Huyen > 2 [hengap] minh nhut chi na 9h 5/1/2019 o (®ang tidn hanh)
Sng Khach Hang: ©hi Na
Timk Thank mkA-

Thi# tw la khi nhdn vién kinh doanh choét dwoc don hang thi tao don
hang dé ghi nhan doanh sé.

C6 2 cach dé tao don hang

Céach 1:

Vao truc tiép khach hang -> giao dich -> don hang -> thém don hang.



< C B a getflycrm.com

ﬂ Booking.com E VnExpress @ Amazoncom Lazadavn & Agodacom

(_5\) GETFLY 488 khach hang (F2) (@) Marketing (F3) @ Béan hang (F4) cskH QI kno (Fe) @R KPI (F7)

@ m B6 loc ciia t6i v | | Nhém khach hang * | Maichon M Tim kiém

389

o] [ 1] H

@
B |Thychi # Ho va tén Ngudn khach hang Nhdm khach hang Dién thoai M&i quan &

p {3 e x o e -
1 @ ChiNa ¢ Khach Lé Test dau vao

1'. s, R Live Chat, Facebook Tess
L : 2 | @ gasdfbvnm, ' Test du vao
Ads. Google Ads

P cskr R kno (Fe) @R KPI (F7)

@ CHINA & x GetFly CRM 0 l

Lién h& I1an T
cudi

MOl QUAN HE Trao d@di m Giao dich~ | Lichhen Cohdi Lichchdmsoc — Automation — Gidi thigu
L.. Test dau vao v

Khacl Thong ké ;6c. Hay dat lich chdm séc di nhé I
e Céng no
: . FE = = = = o= n 2
Pl DO HOAN THIEN HO SO o | 1| B 1l o g = = = &5 5 Lk
) w G | _oonning
San pham
LIEN HE Tra oy Hop déng
Email
& ChiNa #
< 090909743 sms
Cudc goi
Tai liéu
THONG TIN KHACH HANG S & Bao gia
UV Tiép nhan bdo hanh .
Hovateén: ChiNa Tim kiém. | S Chon trang thai v Trao d6i [llogs

Vo :
5‘) GETFLY  4@& ynach hang (F2) (@) Marketing (F3) @ Ban hang (F4) ‘@ cskH B kno (F6) @R KPI (F7)

@ CHINA & x GetFly CRM 0 (

Lién hé Ian Tuo!

% cudi

MOI QUAN HE Traoddi KHphanhdi Giaodich~ Lichhen Cohdi Lichchdmséc — Automation  Gigi thigu
L.' Test dau vao v Khach hang chura cd lich chdm soc. Hay dat lich chdm séc di nhé 1l
A L . Danh sach don hang ban $ + Thém don hang
‘Tu} B0 HOAN THIEN HO sO

- M3 don hang Ngwéi thue hién Trang thai  Ngay dit hang Téng tién

Céch 2 : Vao ban hang -> thém don hang.



< C 8 a

E Booking.com E VnExpress

getflycrm.com

8 Amazon.com

< &

E Booking.com E VnExpress

8B &

getflycrm.com

&Y Lazadawvn

Phing  ——

8 Agodacom

Vo :
(-5“) GETFLY 48 ihach hang (F2) (@) Marketing (F3) @ Ban hang (F4)

* Ngur&i ban hang xuat sdc

* Ban hang (F4)

* Ban &

* Mua hang

@ Amazon.com Lazadavn @ Agoda.com

=

® cskH

@ cski B knoFe) @R KPI(FT)

ép cua ban vé&i GetFly

Rl_kno (Fs) @R KPI (F7)

Pén budc nay thi ca 2 cach déu lam gidong nhau:
B1: Nhap thong tin khach hang

Tim kiém Khach hang d3 cé trén hé théng
Chi Na

Té&n khach hang
Chi Na

Bia chi

- +
Bién thoai
P Q
Email

mxxrmaaaaas Q

Xem thém - Nhap day 40 théng tin khich hang
# Masan phdm Tén san pham

1 Tén s3n pham -

(+) Thém sén pham

BIEM

Téng diém thurdng: O Biém nién tai:

Téng tién thudng: O Tién hién tai

i* QUA TANG

Cap nhat Quay lai

Bon vitinh  Tén kho

+ - o

1= PIEU KHOAN

1 Thei gian giao hang

o | Biadiém giao hang

(CE > GETRY iR knach hang (F2) (@) Marketing 73)  [2]54n nang ra)  ‘@P cski QI kno (Fe) @R KPI (F7)

Nguw&i thure hién
GetFly CRM

Ngay dit hang
15/02/2019

Kho

M&i chon

sé lwong Bongia

1.00

(] . GefFly CRM (3]
Ban cén hedng didn?
Ma BH
- Ma BH

Phwrong thikc thanh  Ngudn don hang

toan Méi chon -+
M&i chon e
- Ma& van don
VAT (%) CK (%) CK(d) Thanh tién
o |©® 0 0 0 0o @

3 THANH TOAN

Téng

Chiét khau (%)



B2: Lwa chon san pham ban va s6 luong, don gia.

8

(£ )GETRLY 48k inach hang (F2) @ Marketing (F3)  [S]Ban nang Fa) U cokH B kno (Fe) @R KPI (F7) = 98 @ ocerivcrv

Tén khach hang Bién thoai Ngay dat hang Phuong thikc thanh  Ngudn don hang
ChiNa a7 g Q 15/02/2019 toan ldichon v | o
Mdi chon -
Bia chi Email Kho
Q M&i chon M M& van don
Xem thém =
# Masanpham Tén san pham Donvitinh Ténkhe Solwong Dongia VAT (%) CK (%) CK (d) Thanh tién
T akN AD KHOAC NY - o+ cal con 1.00 soo000 (@ o 0 0 500,000
nang
(i ]
(+) Thém san pham
BIEM ﬁ iE BIEU KHOAN [5 THANH TOAN
Téng diém thwdng: 5 Biém hién tai: ; ; .
g ] 4 | Thoigian giao hang: Téng 500,000
Téng tién thudng 0 Tién hién tai:
& QUA TANG Chiét khiu (%) 0

5 | Dia diém giao hang
San pham ting S6 lwgng

s P (+) Thém didu khodn
Khéng cd tdng pham nao.

. ———]

Cép nhat

Thir nam la xem KPI ca nhan.

Pay s& gitp cho nhan vién biét dugc vé KPI ctia minh c6 dat chi tiéu so
véi yéu cau cua cdng ty khdng ? Tinh hinh 1am viéc trong tuan qua hoic
thang qua nhu thé nao?

Ban truy cap vao KPI> Nhan vién dé theo ddi két qua cua ting nhan
vién kinh doanh.



< B8 & getflycrm.com

ﬂ Booking.com E VnExpress @ Amazon.com Lazadawn & Agodacom

Qg\) GETFLY 4% knach hang (F2) (@) Marketing (F3) @Ban nang (F4) ‘@ cskH Bl kno (Fs) @R KPI (FT)

= Danh sach KPI
> Khach hang (F7)

Quan ly doanh nghiép cua -

» Phong ban

* Chién dich
> + San pham
» Cong viéc

» Lich cham soc

MARKETING SALES
* Optin Form

. * Théng ké Affiliate
= Chien dich = Thém m&i khach hang + K
> Bao cao Telesales

GetFly CRM v Tudnnay Tuldntrwée Tudnsau Thang ndy Thang tredc Thang sau Quy ndy Quy treéc NAm nay Nam trudc Théi gian kha

" GetFly CRM

Téng giam déc - Ban Téng Gidm dbc Khéng cé chi tiéu KPI cho giai doan nay

(1) Knhach hang mei @) Tromgtac

20 ED 494,012,670

Khéng cd ngudn: 11 (55% THEO DU’ AN Bon hang: 33 TU CHAY: 137,866,110 (23%
Cang viéc: 130 . .
XEP GIAC: 3 (15% Email 6 Hop dong: o Khéng cé ngudn: 127,306,560 (26%
) dy &n CSKH 1 )
KHACH LH: 3 (15% Tin nhan- 0 XUAt kho: 9 e 10,000,000 (2%
test Cty Bao Gia An 1 R
TU CHAY: 1(5% Cudc goic 0 Nhap kho: 4 KHACH LH 1,980,000 (0%
Céing vigc: 130 THEO LOAI CONG VIEC
= = cong visc: 126 % Goi dign: 1] TYLE 8O D':' 180 KH MUA
Trao doi 26 HANG
& Hengap: 6 & Email ]
e 1.43
T Antrua 0 % K nigm: 0

TAN SUAT MUA HANG

Tém lai, d6i véi BP Kinh doanh, anh chi sé& theo ddi duoc:

- Phéan cho nhan vién bao nhiéu khach hang / hoac nhan vién ty tim
kiém bao nhiéu khéach hang trong 1 khoang thoi gian

- Nhan vién cho cham chi lam viéc hay khdng? Théng qua cac chi so:
s6 cudc goi, s6 sms, s6 email, sb trao d6i, sb lich hen di gip khach
hang hoic sé cong viéc

- Ty lé chuyén doi tir lich hen / don hang 13 nhan vién 1a nhu nao? =>
Panh gia 1 nhan vién 1am viéc thé nao?



- Két qua kinh doanh thé nao? Doanh sé ra sao?
4.4 B$ Phan Quan Ly.

Déi véi bo phan quan ly, CRM s& hd trg trong viéc quan ly khach hang
va quan ly bo phan Sales va Marketing, CSKH hiéu qua hon.

Nam duoc hiéu qua kinh doanh qua tirng con sé cu thé va chi tiét. Pua
ra dugc ké hoach chinh x&c va c6 quyét dinh nhanh hon dua vao con sb
khdng phai cam tinh, va c6 thé double check trén bao céo cua cac bo

phan. Hau hét, d6i vai bo phan quan 1y s& quan tam dén cac van dé sau:

- DOANH SO: Ttrng nhan vién thé nao? Tung cira hang ra sao? Ali
lam hiéu qua? Ai khéng hiéu qua?

- DPanh gia hiéu qua Marketing: mot thang thi chi phi bé ra bao
nhiéu, mang vé bao nhiéu lead, Cost per lead va Cost per sale 1a
bao nhiéu?

Dua vao sd liéu cac ban va con s trén Getfly ban cd thé dya vao
cong thirc tinh nhu sau:

CPL = (Chi phi MKT + lwong MKT) / Tong sé lead

CPS = (Chi phi MKT + lwong MKT) / Tong sé khach mua
hang

- Khéach hang: S6 lweng tong bao nhiéu? Bao nhiéu Méi? Bao
nhiéu Tiép can? Bao nhiéu Sai ddi twgng? Bao nhiéu Chot? Dé tur
d6 biét hiéu qua kinh doanh qua tirng con sé cu thé va chi tiét,
danh gia hiéu qua Marketing va hiéu qua chot sale.

- Phan hdi ctia khach hang vé dich vu qua tag trao d6i noi bo gitra
cac nhan su vai nhau, double check gitra cac b phan véi nhau: Co
khach hang nao c6 van dé hay khong? Van dé cua khach hang l1a
gi? Ly do vi sao lai c6 van dé d¢6? Do sales tu van sai, hay do bo
phan giao hang? Cham tré xuat hoa don? ....

- Céc du an quan trong trién khai dén dau r6i? Co vuéng mac gi
khong? Co dtng theo ké hoach khong? ...



- Van dé cdng no thé nao rdi? thu hdi duoc bao nhiéu %, con no
bao nhiéu? Thong qua don hang trén Getfly dé dang ban tim kiém
va theo ddi, ma khéng con phu thudc vao cac phong ban khac.

- Xem mtic d6 tang trudng hiéu tai so sanh véi cac con s giira cac
cot méc thoi gian vai nha. Moi hoat dong, con sé qua ting thoi
gian déu duoc Getfly ghi nhan va luu lai nhu mot ching tir s6 sach
cu thé, rd rang. Tir d6, ¢ duoc nhung so lidu ban co thé 1ap ké
hoach cho ky tiép theo, thiang sau, quy sau, nim sau mot cach chi
dong, linh hoat.

DPén véi Getfly moi van dé do déu s& duoc giai quyét théng qua muc
KPI1 (F7) trén hé thong: khach hang,

T6i s& hudng dan cho cac ban cach xem bao céo ¢ trén hé thong vai 3
tiéu chi quan trong ma mai doanh nghiép can quan tam: khach hang,
nhan vién, phong ban. O trén hé théng c6 mot tinh nang KPI, bao cdo
hoan toan tu dong tat ca nhitng cdng viéc, hoat dong trén hé théng, gidp
ban gai quyét dugc cac van dé trén:

Chi s6 KPI vé Khach hang

Truy cap vao KPI (F7) hoic phim tat F7 => khach hang.

= 2,952 P
GETFLY 4% knch nang (F2) [5] Ban hang (F4) @ cskn @ kP (FT) = . . Taicninn (2)
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» Nhan vién
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. KH19752
: 1 Nhém khach hang 1é vil tuyét ( * Optin Form o e 7766
+ Théng ké Affiliate
s P— KH19751
: 2 KH doanh nghiép TiN DUNG € o | 4789
- THAI BiNH THUYDIEI
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. IR g ThAl BiNH 1 @9

Théng ké vé khach hang luén 14 diéu quan trong nhat dé danh gia hoat
dong cua mot doanh nghiép. KPI vé khach hang sé cho ban thay nhiing
gi ban da dat duoc ca vé sb luong va chat luong:



- S6 lugng khach hang ting trudng danh gia cong tac marketing.

- Doanh thu, c4c hoat dong twong tac danh gia tong thé bo phan sale va
cham soc.

- Thong ké theo nguon khach hang dé ban biét khai thac tir nguén hiéu
qua hon tap trung marketing...

Trong phan bao céo nay, s& c6 bao céo toan bd nhitng cong viéc ma
nhan vién da lam trén hé thong . Trudc tién 1a biéu do néi vé toc do ting
truong cua khach hang,d day s& cho minh biét dugc khach hang tang,
giam nhu thé ndo theo thoi gian va sé luong khach hang theo méi quan
hé: theo ddi duoc sb luong khach hang theo méi quan hé.

Lwra chon diéu kién loc = Hom nay Tudn nay Tuantrréc | Thang nay | Thang trwéc Quy nday Quy tnkdc N&m nay NEm tredc Théi gian khdc

TANG TRUONG SO LUONG KHACH HANG

@ e ®cnét @Nong  Tiem Nang @ Tiépcan @ mat @ Gia han @ Khdng GH
$6 LUGNG THEO MOI QUAN HE

Va tiép theo la bang ty Ié chuyén d6i rat hitu ich cho cap quan Iy: biét
duoc cac ban nhan vién dang 1am viéc nhu thé nao trén hé thong. Bang
chuyén doi ¢6 5 budc:



(@) Khich hang mei @) Twongtac (®) Doanh thu

32 53 21 34 570,899,990
Khéng cd ngutn 16 (507 THEO DY AN Baon hang 34 Khéng co ngutn 322,600,000 (57°
Cong viéc. 18 . i
KH cii gigi thiéu 3 Email 12 Hop dong 1 KH cli gigi thidu 181,799,990 (32%
Giao hang + nghiém thu: 1 .
FB-GetFly CRM 3 Tin nhén 0 Xuat kho 4 Hdi thdo ITC ngdy 7- 51,600,000 (9%
. _ 8
zalo 28 Cuse goi 0 THEO LOAI CONG VIEC Nhap kho 0 https: /. facebook 1,950,000 (0%
Tachook 1 céng 15 = Cong viée 8 - Goidién 7 S:;‘;i 100,000 (05
5 : TY LE 8O BH [ SO KH MUA HANG b ’
hitps:/fwww facebook 102 Trao déic 2 & Hen gip 5 & Email: 0 :
com . i T Anta: 0 ¥ Ki niém 1 1.85
Hai thao ITC ngay 7- 13
g : TAN SUAT MUA HANG
Hot line: 13

MGt &N 19 Nhidu lan 3

THEO HOP BONG
Tai ky 0 DE het han; 1

Buéc 1: Khach hang

S¢€ cho anh (chi) trong thang nay nhan vién dang phu trach bao nhiéu
khach hang, va nhimg khach hang nay dén tir nhirng nguon nao

Budce 2: Tuong tac

S6 twong tac ctia nhan vién trén hé thong bao gom email, sms, cudc goi,
cong viéc, trao doi, va co thé xem chi tiét ndi dung cac tuong tac do.

Budéc 3: Hoat dong

Chinh 1a s6 cdng viéc ctia ban nhan vién d6 khi ban lam viéc trén hé
théng.

Budc 4: Pon hang
Budc 5: Doanh thu

Tu nhitng budc 1,2,3 thi phat sinh 1€n bao nhiéu don hang va dem lai
doanh thu bao nhiéu, va doanh thu tir nguon nao dang chiém ty trong
cao. Pé c6 nhiing chinh sach ty dong hda cho cong ty ngay cang phat
trién
- bong thai ban quan tri ciing biét duoc ty 1¢ gitra khach méi va khach
chét 1a bao nhiéu. Tir d6, c6 duoc cac phuong an dé dao tao doi ngil
sale.



Chi sé6 KPI ciia Nhan vién.

Truy cap vao KPI (F7) hoic phim tat F7 => nhan vién.

) GETFLY 488 knach hang (F2) @Ban hang (F4) f.} CSKH  4FR KPI (F7)

+ Khach hang (F7)
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Khéng chi danh gia tong thé vé Khach hang, GetFly CRM con cung cap
cho ban chi s6 KPI cua tirng nhan vién. Nhan vién cta ban ciing tu theo
ddi va danh gia duoc hiéu suat 1am viéc cua chinh ho dé cé su diéu
chinh hop 1y. Diéu tuyét voi nhat 13 nhan vién cua ban ¢ thé ty danh gia
duoc CHINH XAC ty 1é chuyén d6i caa ho tir khach hang tiém ning
sang khach hang mua hang. Pay la bi mat kinh doanh ma khéng phai
CEO nio ciing biét.

Nhan vién va cap quan ly c6 thé theo dbi , quan ly cac cong viéc mot
cach chinh xac.

Théng ké s6 lugng khach hang duge cham soc trong 1 khoang thoi gian
nhat dinh, danh gia duoc hiéu suat lam viéc cia nhan vién dé c6 su diéu
chinh hop ly.

Theo ddi duoc tong cac don hang chinh xac cua ting nhan vién, nhan
vién tu theo d6i cdng no dé cd chinh sach 1am viéc hop 1y.



DON HANG BAN & TAI FILE EXCEL

# Bon hang Ngay Trang thai Doanh sé Doanh thu D3 thanh toan cén lai Loi nhudn dwece chia Ngw&i thwe hién
1 DH1375 - triing KH 20/08/2018 Ba duyét 5,800,000 5,800,000 0 5,800,000 4] Nguyén Son Tho
2 DH1372 - 16/08/2018 D duyét 0 0 0 0 0 Nguy&n Son Tho
3 DH1368 - Diing 1& 15/08/2018 Da duyét 5,800,000 5,800,000 5,800,000 0 Q Nguy&n Son Tho
4 DH1367 - Diing 18 13/08/2018 DE duyét 460,000 460,000 460,000 0 0 Nguyén Son Tho
5 DH1366 - Diing 1& 13/08/2018 Da duyét 460,000 460,000 0 460,000 0 Nguy#n Son Tho
6 DH1365 - Diing 1& 13/08/2018 Da duyét 460,000 460,000 0 460,000 Q Nguyén Son Tho
7 DH1364 - Diing 18 13/08/2018 Da duyét 460,000 460,000 0 460,000 0 Nguy&n Son Tho
8 DH1362 - KH si - Diing 13/08/2018 Da duyét 555,000 555,000 300,000 255,000 Q Nguy£n Son Tho
9 DH1361 - Diing 1& 13/08/2018 Ba duyét §20,000 710,000 710,000 0 4] Nguyén Son Tho
10 DH1360 - KH si - Ding 13/08/2018 D duyét 2,695,000 2,695,000 1,000,000 1,695,000 0 Nguy&n Son Tho

Tong: 17,610,000 17,400,000 8,270,000 9,130,000

Tang cong: 229,955,000 161,375,000 119,115,000 42,260,000

Chi sé6 KPI ciia Phong ban

Truy cap vao KPI (F7) hoac phim tat F7 => Phong ban.

) GETFLY & knach hang (F2) (@ Marketing (F3) [E]Bannang (F4) @ cski R kno (Fe) &R keI (F7)

m Bd loc cda tdi - Nhom khéch hang v M&i chon
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» Danh sach KPI

1-50cua 24 » Trang 1

= Khach hang (F7)
* Nhan vién

KandAn bharh hann Didn thy trarh hAS

Khong chi 1a KPI ctia nhan vién don 1¢, GetFly CRM tiép tuc cung cap
cho ban céng cu manh mé hon dé danh gia KPI cua tiing phong ban.
Néu ban co tir 2 phong kinh doanh doc Iap tro 1én thi day 1a co hoi tuyeét
voi dé ban co thé danh gia duoc nang luc cua Truong phong va cac
thanh vién ctia nhém thong qua tinh nang nay.

Panh gia dugc nang luc cac thanh vién ctia nhom qua cac céng viéc ma
nhan vién l1am viéc trén hé thong mot cach chi tiét va cu thé, rd rang.
Biét dugc nhan vién nao dang téa sang, nhan vién nao dang gap van dé,
tir 46 dua ra chinh sach khuyén khich, thuéng phét cho nhan vién.

Théng ké dugc doanh sb cua ting phong ban, dua ra chién lugc ban
hang cho ting bo phan, cach quan ly va lam viéc caa phong ban.



Ngoai ra ddi v6i bo phan quan ly s& thuc hién cac cong viéc sau:
1) Chuyén khach hang cho nhan vién.
2) Xem béo céo lich st cham so6c khach hang cua nhan vién

Huwong ddn thao tac

- Chuyén théng tin khach hang khi c6 nhan s méi
Chon tat ca khach hang can chuyén -> thao tac :

A% hach hang (F2) (&) Marketing (F3) Ban hang (F4) @ cskn QI kho (F6) PR KPI (F7)
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- Theo d&i tinh hinh khach hang ciia nhan vién théng qua méi quan hé.
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Nhu hinh trén c6 thé thdy dugc tong khach hang nhéan vién d6 dang phu
trach, tuong tmg dugc quy ddi sang cac trang thai nhu tiép can, tiém
ning, néng, mat, chot 1a bao nhiéu.

- Theo ddi bao céo lich si chdm séc khdch hang ciia nhan vién.
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Trao ddi KH phan hdi Giao dich- Lich hen Cof hoi Lich cham soc Gicri thigu

Khach hang chwa co lich cham séc. Hay dat lich cham sdéc di nhe 11

<> T _ B ! = < = = = = E= = A o]

LT
(3]

S & =)

I # I Lwa chon nhan vién - Chon trang thai - Trao ddi D logs

GetFly CRM
dfa

GetFly CRM
bfbf

GetFly CRM
fa

GetFly CRM
—_— . GetFly CRM

Trac dbi KH phan héi Giao dich - Lich hen o hdi Lich chiam soc Gidri thigu

Khach hang chwa cd lich cham sb6c. H3y dat lich cham sdc Ji nhé 1
<> . _ B ’ = & _ = = = =

== = =] Y .4 |
T _ Aa

LY
(3]

* & [=5]
- Lwa chon nhan wvién - Chon trang thai - Trao a@di [ logs
GetFly CRM

ey T van

kKhach hang guan 1

quan tam vé diwr an vincity

tai chinh trén S00tr
hen thilF 7 di xem duwr an

M@t s6 cau héi khach hang

Trong suét qua trinh tiép xdc vaéi khach hang toi thuong gap cac cau hoi
cua khach hang hay thuong hoi, va toi ciing share 1 vai cau hoéi va dua ra
|61 giai dap nhu sau:



1. Khi upload khach hang 1én day thi nhan vién khac cé thay
khéng? Hoidc anh chuyén khach hang cho team anh thi quan ly team
khac cho thay khach hang khéng?

Tra loi: Hién hé thong Getfly dang hoat dong theo hinh thirc cap trén
quan ly cap dudi va dong cap nhau thi s& khéng thay gi caa nhau. Nén
trong truong hop nay thi néu 1a nhan vién véi nhau s& khong thay gi cua
nhau hét du 1a thong tin khach hang hay 1a cac thong khac ciing vay.
Con vé cap quan 1y ciing duoc phan quyén rd rang 1a quan ly team nao
thi thay team d6 khong thay duoc team khéc.

2. Anh/ chi mudn dén cac ngay I§, tét, hodc dén ngay sinh nhat
khach hang thi sé giri théng bao trwéc cho nhin vién dé chlic mirng
khach hang cé dwoc khong?

Tra loi: Hién Getfly cd hd tro anh/chi automatin maketing sé gitip cho
anh/chi 1am duoc van dé do.

3. Anh muon khi nhin vién duwa khach hang 1én hé thong thi sé tw
dong giri email cho khach hang théng tin vé nhén vién dé nham gidp
quang cao thwong hiéu ca nhan co6 dwoc khong?

Tra loi: Tuwong tu nhu trén cong cu automaketing s€ giup cho anh/ chi
quang céo thuong hiéu c& nhan ty dong va dong thoi anh/chi co thé
setup thoi gian giri va ndi dung giri nhu mong mudn caa anh/chi.

4. Khéch hang bén anh c6 chd khac 1a ngudi mua la mét nguoi
nhung ngwoi thira hwéng 1a mot ngudi khac, hoidc co thé 1a ho
khong mua nhung ngwoi than he mua, hoac trong gia dinh co6
cha,me,ve, chdng, con he thi anh muén quan ly chung 1 khach hang
c6 dwgc khong?



Tra 10i: Puoc. Anh cd thé dua thong tin nhitng nguoi than d6 vao cot
lién hé con quan vé cua ho voi khach hang 13 gi thi dua vao muc vj tri dé
anh c6 thé quan 1y.

CRM Khach hang Thém mai khdch hang Ban can huéng dan?

THONG TIN KHACH HANG LIEN HE NGUO1 GIOT THIEU
Tén khach hang (%) Ho va tén Vi tri ~  Di¥liéu khach hang -
Nhém khach hang
tén trudng hoc sinh hoc Bién thoai Sinh nhat Nhém khach hang +
Chon tén truéng hoc sinh hoc M
Ngudn khach hang
Email Gidi tinh
loai xe = Ngudn khach hang +
Chan loai xe M&i chon
| Ngudi phu trach
Gidi tnn Ghi cha .
i1 tini ban giam doc
Chon Gigi tinh
| mdi quan né
Danh xung ¥ Nhan email ® Lién né chinh Méi

Cong thirc san pham ()

Bien thoal (%) .
Cap nhat Quay lai

5. Tong Két

Dé 4p dung CRM thanh cdng vao trong doanh nghiép thi c6 rat nhiéu
yéu t6. Tuy nhién, sau khi trién khai cho hon 1500 doanh nghiép thi
Getfly rt ra 3 yéu té quan trong nhat dé trién khai CRM thanh cong la:

Thi nhat d6 1a SU THAM GIA CUA CHU DOANH NGHIEP: Bat ky 1
su thay doi nao trong doanh nghiép thi bat budc chu doanh nghiép va bo
phan Ban lanh dao cong ty phai tham du. Cha doanh nghiép ma khong
xai thi chac chan nhéan vién ciing s& khéng xai. Qua trinh trién khai CRM
la 1 qua trinh dai hoi, khong phai ngay 1 ngay 2 la xong. CRM la ca 1
chién lugc, ban lanh dao can xay dung chién lugc trude, nhan vién di
theo.

Bai ban nhat thi doanh nghiép nén thanh Iap 1 ban Task force thién

chién, gdm Ban 1anh dao va nhitng nguoi chu chdt, ngudi ¢ chuyén
mon ... dtng ra trién khai du &n thi chac chin thanh coéng dén 80%.



SU CAM KET THAM GIA CUA CAC NHAN SU TRONG CONG
TY: Pay ciing 14 van dé nhic nhéi khi trién khai CRM. Chién luoc 1a
cua chu doanh nghiép, dén viéc thuc hién 1a nhan su cac cap duéi hon
thé ma nhan sy khong trién khai cong viéc thi chic chan 1a céng viéc s&
khong hoan thanh.

Ban lanh dao can chia sé véi nhan vién, trao ddi dé cac anh chi hiéu
mong mudn cua cong ty, vi dinh hudéng chung la Phét trién. Viéc trién
khai CRM la can thiét! VVa can c6 ké hoach r rang vé viéc trién khai dé
moi ngudi ciing nam dugc thdng tin. Ngoai ra, Céng ty can xay dung co
ché 1am sao dé nhan vién tu giac sir dung hé théng.

Va cudi cung 1a SU PHOI HOP CHAT CHE VOI NHA CUNG CAP
CRM trong qua trinh sir dung. Véi Getfly chiing tdi ma ra rat nhiéu kénh
dé hd trg anh chi trong qua trinh sir dung: hotline, Cong dong trén FB va
Kénh hd tro phan hoi C3S. Anh chi lién hé 1 trong 3 kénh nay déu duoc
hd trg cu thé.

Pay la nhitng chia sé cua chdng téi trong qua trinh trién khai CRM cho
hon 1500 doanh nghiép tai Viét Nam. Va chling tdi mong muén vai tai
liéu nay s& gitp cho cac anh chi ¢ cach nhin rd hon vé CRM, CRM
giup dugc nhimg gi,... Va cach ap dung CRM don gian va hiéu qua
nhat.

Néu cac anh chi can hd tro vui 10ng lién hé qua kénh hotline:

(024) 6262 7662 hoac fanpage: https://facebook.com/getfly/.



