Qui trinh mau &p dung cho nganh Bat Pgng San

Chao céc ban, t6i 1a Tran Thi Ai Hiép - Chuyén vién dao tao cong ty Getfly. Toi co
kinh nghiém trién khai CRM tai hon 100 doanh nghiép véi nhiéu nganh nghé khéc
nhau n6i chung, va nganh bat dong san noi riéng. Trong qua trinh trién khai tai
nhiéu cong ty véi nhiéu nganh nghé khac nhau thi tdi nhan thay khéng phai cong ty
nao ciing c6 thé tan dung cong cu CRM dé 1am viéc hiéu qua hon va véi kinh
nghiém trién khai cua toi thi t6i duc két duoc nhirng kinh nghiémicho nganh bat
dong san trong linh viec CRM. Giai phdp CRM chinh xéc s&é mang dén cho cong ty
ban mot cai nhin méi, mang dén giai phap cham soc khachrhang hoan hao. Va
ngay hdm nay, tdi dua ra 1 quy trinh 4p dung CRM.ctia nganh bat dong san

Trudc khi bat dau téi muédn chia s& géc nhin cua téi vé mot s6 Van dé thuong gap
nhat ddi véi nganh nghé nay nhu sau:

- CHAM TRE TRONG VIEC CHUYEN GIAO KHACH HANG: Thuong quy
trinh cua doanh nghiép la thué ngoai Marketing hoac co:Marketing trong cong ty
chay ra duoc 1 lugng thong tin khachhang. Saukhi.co'1 danh sach thdng tin khach
hang thi marketing chuyén cho truong nhom sales, truang nhom sales lai chuyén
cho nhan su Sales tiép can, dan'dén thoi gian xir Iy khach hang cham. Trong thoi
gian d6 khac hang c6 thé tim hiéu ¢ac cong ty bat dong san khac va ching ta bj mat
khach hang.

- KHONG cO CONG CUQUAN LY THONG TIN KHACH HANG: Déi véi
BDS thi luong data khach hang.ciia nhan vién rat Ion tuy nhién van phai luu trix
bang excel thi rat' khé quan 1y, ngoai ra sau khi thong tin khach hang duoc chuyén
dén BP sales thi'khong.biét co tiép can hay khong hoac tiép can nhu thé ndo. Dan
dén, nhan su nghi Viéc -> mat data, nhan vién méi tiép nhan data khéach hang ->
mat thoi gian tim hiéu lai nhu cau cua khach hang do.

- KHO KIEM SOAT LICH HEN CUA NHAN VIEN VA NHAC LICH HEN VOI
KHACH HANG: Ddi vé6i nganh Bat Bong San thi viéc phai thuong xuyén ra ngoai
gap khéch hang, va sb luong khach hang hen gap hang ngay ciing rat nhiéu tir do
chu doanh nghiép, quan ly khong biét duoc nhan vién kinh doanh THUC SU' 1am
viéc hay khdng? Lam nhiing cdng viéc gi trong ngay, trong tuan, nhan sy c6 di gap
khach hang hay khong? hay la di lam viéc ca nh&n. Vi nhiing lich hen véi khach



hang dé tu van hay xem du &n thi viéc bi khach hang huy lich 1 viéc rat thuong
xuyén vi khdng c6 céng cu nhac lich voi khach hang trude.

- KHONG CHECK TRUNG THONG TIN KHACH HANG: Ngoai théng tin
khach hang tir Maketing dua xudng thi nhan vién Sale cting tu tim hozc mua data.
Tt d6 lugng thong tin khach hang tring nhau rat nhiéu ma lai khéng cé cong cu
check tring, thdng tin khach hang dan dén nhiéu nhan su sales cham 1 khach hang,
dén 1ac chét doanh sb khong biét chia cho ai, mau thuan noi bgxay ra.

- BAO MAT THONG TIN KHACH HANG: Hién tai bén nhitng cong ty bat dong
san thi truong phong hoic truong nhém ciing tham giavaewiéc ban hang néu nhu
vay khi c4c ban nhén vién sales twong tac voi khach hang, d@én budc coc hoac chét
thi 1dy mat thong tin khach hang d6 hoac chuyén cho ban khienhu vay sé gay ra
mau thuan noi bo.

2. Getfly co gi?

Tir nhitng van dé d6, Getfly c6 dugc nhitng giai phap nhw thé nao dé hd trg doanh
nghiép hoat dong tot nhat

- CHUYEN GIAO KHACH HANG MOT CACH NHANH CHONG: Getfly cung
cap tinh nang Chién dich va Optin form gilp Anh/Chi chuyén giao thong tin
khach hang mot cach nhanh chong, tranh that lac thong tin. Trudc day da phan
khach hang dang ky hay dé lai thong tin hau hét déu chuyén vé email quan tri, sau
d6 moi chuyén giao sang cho truong phong moi dén nhan vién, qua cac group
zalo/FB nhu vay mat thoi gian cta ngudi quan 1y email luén phai check email. Vi
tinh nang nay cua Getfly thi Anh/Chi khong phai check mail nira ma hé thong tu
dong chuyén khach hang dang ky dén cho nhéan vién ngay lap tirc. Va khi chuyén
giao nhu vay khong c6 khach hang nao bi bo quén, that thoat thong tin khach hang.

- QUAN LY THONG TIN KHACH HANG KHOA HOC VA THONG MINH:
Getfly cung cap Module khach hang (F2) thi dit liéu thong tin khach hang s& duoc
Iru tap trung mot chd, han ché di phan that thoat khach hang, han ché duoc trinh
trang nhan vién nghi viéc mang theo data cong ty. Ngoal ra con glup nhan Vlen
phén loai khach hang mot cach khoa hoc thong qua moi quan hé, dé dang tiép can
va ting ty 18 chét sale.

-TRUNG THONG TIN KHACH HANG SE KHONG CON: H¢ thong Getfly s&
gitp cho doanh nghiép check trung khéach hang ty dong ngay khi anh/chi dua



khach hang lén trén hé thong va thong bao r& khach hang d6 tén gi? Ai 1a nguoi
phu trach?.

- KIEM SOAT LICH HEN VOI KHACH HANG: Getfly cung cép cong cu lich
hen s€ gitip cho cac ban nhan vién dé dang theo cong viéc cia minh, tranh quén
lich v61 khach, b phan quan ly cling quan Iy duoc lich lam viéc ctia nhan vién

-NHAC LICH HEN V(ﬁviH’A'CH HANG: Getfly cung cép cong cu Marketing
automation, anh/chi co6 thé thiét 1ap cac kich ban ty dong nhac lich hen voi khach
hang trude 1 khoan thot gian, giip khach hang tranh quén lich hen vi cong ty cua
minh .

- BAO MAT THONG TIN KHACH HANG: Getfly cung cap Module bao mt, hd
trg' bao mét thong tin khach hang cua timg user, cta cap truong phong véi nhan
vién minh khong anh huéng gi dén danh sach khach hang ctia nhan vién kinh
doanh.

3. M6 hinh tong quat ap dung cho ca doanh nghiép khi 4p dung Getfly
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4. Két qua dat d

ng van dé ma nganh bat dong san hay gap phai, ciing nhu
quy t am Vi Getfly thi anh/chi s& nhan lai nhitng két qua nhu sau:

4.1 Chi an tu dong
Chi sé KPI



Khéach hang Phéng ban Nhan vién San pham Chign dich Céng vigc Phan hoi Optin form Théng ke affillate Béo cdo telesales

THONG KE KHACH HANG

Lya chon diéu kién loc ~ Théng nay

Téng quan khich hang Ty 1& chuyén ddi Chan dung khach hang Hiéu sust khach hang Th8ng k& hanh trinh khach hang
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Optin Form

Théng ké vé khach hang luon 1a diéu quan trong nhat dé danh gia hoat dong cua

mét doanh nghiép. KPI vé khach hang s& cho anh (chi) thay nhiing gi ban da dat
duoc ca vé s6 lugng va chat luong:

- S6 luong khach hang tang truéng gidp anh (chi).co cai nhin tong quat hon khéch
hang ting, giam nhu thé ndo theo thoi gian dé danh gia hoat dong marketing.

- S6 lugng khach hang theo méirquanhé gilp anh (chi) biét duoc ludng khcahs
hang cta minh dang di theo dong chay nhu thé nao.

Va tiép theo la bang ty I& chuyen'ddi rat'hitu ich cho cap quan Iy: biét duoc cac ban
nhan vién dang lamviéc nhu thé ndortrén hé théng. Bang chuyén d6i c6 5 budc:

THONG KE KHACH HANG

Lua chon diéu kién loc Thang nay
Téng quan khich hang Ty 18 chuyén dé Chdn dung khich hang Hiéu sudt khich hang Théng ké hanh trinh khich hang
TYLECHUYENBOI O Tai xudng ti 18
Kh“h e H“t e ® Senting @ Sosnh e
21,600,000
Facebook B(24 Email 0 Theo dy én Ban hing 5 Khéng cé 1.800.000:
. ) ngudn
§ viéc 1 . =
Khéng c& ngudn 6(24 Tin nhdn 0 Céng vie K Hop déng 0
K€ h h lam vig 4 ”
Google 2 Cudc goi 0 % hagch fam wiyc Xuat kho 1
nam 2020
Cong vigc 12 Nhap kho 0
Hen gdp khich 1
Trao ddi 29 hang Thang Ty 1é 56 DH / 56 KH 1.25

01/2020 mua hing



Pau tién 1a Khach hang: S& cho anh (chi) trong 1 khoang thudi gian thi tong cong
ty c6 bao nhiéu khéach hang, va nhitng khach hang nay dén tir nhitng nguén nao?
Chiém ty 1 bao nhiéu?

Tuong tac 1a SO twong tac ctia nhan vién trén hé théng bao gém email, sms, cudc
goi, cdng Viéc, trao doi, va cd thé xem chi tiét ndi dung cac tuong tac do.

Hoat dong chinh 1a s6 cong viéc cua tat ca cac ban nhan vién do6 khi ban 1am viéc
trén hé thong.

Tur nhitng khach hang, tuong tac, hoat dong thi phat sinh.1én bao nhiéu.don hang
va dem lai doanh thu bao nhiéu, va doanh thu tir nguon nao dang chiém tytrong
cao. Pé ¢d nhitng chinh sach tu dong hoa cho cong tyngay cang phat trién.

Chi sé KPI ciza Nhan vién.

Néu cong ty anh (chi) c6 tir khoang 10 nhan vién tro 1én'thi day 1a 1 bang théng ké
rat tuyét voi. Anh (chi) va chinh nhan vién sales sé ty xem duoc cac bo céo:

- Thdng ké sb lugng khach hang nhan@uoc, s lichshef di ra ngoai gap khéach hang
la bao nhiéu? Thoi gian nao? Khcahs hang nao?

TY LE CHUYEN D01 & Tai xudng ti Ié chuyén ddi
@ Khach hang méi @ Hoat déng @ Bon hang @ Doanh thu
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- Theo d&i duoc tong cac don hang chinh xéac cta tirng nhan vién, nhan vién tu
theo ddi cong no dé c6 chinh sach 1am viéc hop 1y.

= DON HANG BAN 1-10 ¢ ) n

L) # Ban hiang Ngay Trangthii  Doanhsé  Doanhthu D thanh todn Con lai Lgi nhuan dudcchia  Ngudi thuc hién
- 1 DHO145 - Nguy2n Phitong Dung 07/02/2020  Chdduyét 7,200,000 7200000 0 7,200,000 0 Ta Quang Chung
$ 2 DHO146 - Nguyén Phitgng Dung 07/02/2020  Chdduyét 9,000,000 9,000,000 0 9,000.000 0 Ta Quang Chung
& 3 DHOT44-anh 1 05/02/2020  Choduyét 1,800,000 1,800,000 1,800,000 0 0 Ta Quang Chung
4 DHO143 - chung app 03/02/2020 D& duyét 1,800,000 1,800,000 0 1,600,000 0 Ta Quang Chung

Téng: 19,800,000 = 19,800,000 1,800,000 18,000,000 0

Téhg cong: 19,800,000 = 19,800,000 1,800,000 18,000,000 0

Chi sé KPI ciia Phong ban

Néu cong ty anh (chi) co tir khoang 3 team sales 1am viéc tro 1€nithi anh (chi) sé
khong thé bo qua chi s6 KPI nay. Anh (chi) theo ddi duge tinh hinh 1am viéc mdi
team:

- Luong khach nhan
- S6 lich hen

- S6 don hang

- Tong doanh thu



Téng quan phéng ban Théng ké téng hap Chu ky khach hang Théng ké hanh trinh khach hang

BIEN DPONG DOANH SO SO SANH DOANH S6 NHAN VIEN
Doanh s& Doanh thu [ D3 thu Doanh s6 Doanh thu [ D4 thu
6,000
Ta Quang Chung
5000 ]
Nguyen Lan
4,000
tran hoa
3.000
Nguyén Minh Trang
2.000
Anh An
1,000
Vi Kim Chi
o _
T i) ™ ™ s ™ m ] ™ 10 ™ T2 0 1,000 2,000 3,000 4,000 5,000 8,000
TY LE CHUYEN DOI & Tai xudng tf 1& chuyén d6i
24 78 31 19 5,995,431,234
Khéng cé ngudn 18(75%) Email 2 Theodydn Bon hang 19 Khéng cé ngudn 16,631,234(0%)
FB-Clip Caia tui Tin nhén 0 Cong viee 2 Hop déng 34 FB-Clip Clatui 1,800,000(0%)
Facebook Cudc goi [} Trong nam 2 Xuét kho 5
. 2 14 . e 14 e
- Trong team ai dang téa sang, ai dang gap kho khan
THONG KE TONG HQP 1-10 < >
Tuong tac
Nhan vién KH phu trach Timméi  Céng viéc Email SMS Cudc goi Baon hang Hgp déng Doanh thu
Ta Quang Chung 254 6 8 0 0 0 14 0 5,977,000,000
Nguyen Lan 12 3 0 0 0 0 3 0 7,281,000
tran hoa 18 2 0 0 0 0 5 0 3,600,234
Nguyén Minh Trang 5 0 0 1 0 0 2 0 3,600,000
Anh An 19 1 1 0 0 0 1 0 2,300,000
V@ Kim Chi 7 3 1 0 0 0 1 0 1,650,000
Nguyén Pinh Dat 286 0 4 0 0 0 0 0 0
Nguyén Trung Hi€u 259 0 0 0 0 0 0 0 0
Tran van Han 269 1 1 3 0 0 0 0 0
Hiiu Huén 0 0 0 0 0 0 0 0 0

4.2 Thong ké khéch hang theo méi quan hé

Dua vao mdi quan hé ma anh (chi) theo doi duoc 1 céch chi tiét, nhanh chéng trén
ting con sb, dong thoi booj phan Marketing ciing theo doi dugc minh ban giao bao
nhiéu khéach hang va bo phan sales da xir Iy nhu thé nao?



a Quan ly khach hang
Tén khach hang, s6 dién th

Chon bé loc

) CD guu®
[@‘v]@ Méi cap nhat | Bimg quén | < | [YEISEINEI] | >

# Tén khach hang / company name

Héo

1 @ Chua cap nhat
Anh Tuan

R Q Chua cép nhat
kkk

3 @ Chua cap nhat
bbb

4 @ Chua cép nhat

4.3 Theo doi hanh trinh xu ly khach hang

Thém khach hang

Chon ngudi phu trach

(]
1-20 € ¥ Hiénthiokét - ﬁ

Ma sé thué

Chon nhém khach hang

Péi voi nganh bat dong san khdng phai chét 1 khach hang 13 don gian, nd phai trai
qua ca 1 qué trinh tudng tac va tiép can khach hang. Nho tinh ning tag trao doi,
sau mdi 1an sales twong tac voi khach hang déu note bao.céo, thi'bo phan quan ly
dé dang kiém tra hanh trinh tir khi c6 khach méi dén khi khéch chét:

KH1808 - Anh Tuan
@Anh An

Mai quan hé M4t khach hang

Ngudn khéch
hang

Chua cap nhat

19/05/2020

0 VND

Lién hé lan cudi

Téng doanh thu
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