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STT | Md-dun Dién giai

Quan ly Khach hang

1 Quan ly Khach hang Quan ly thong tin khach hang.

(thuc su) Phan loai va quan ly cac d6i tugng khach hang:

- Khach hang muc tiéu: la khach hang mdi, chua
khai thac.

- Khach hang dang khai thac: la d6i tugng khach
hang tiém néng, cé thé mang t8i cd hdi cho cdng ty.
- Khach hang that su: khach hang da mua nha, sr
dung dich vu, san phdm cua cdng ty.

Nhu vay: mot khach hang clia cdng ty cé thé trai
gua 3 giai doan khach hang tir khach hang muc tiéu
téi khach hang tiém nang roi sau cung la khach hang
that su; hoac moét khach hang cua cong ty ciling cé

thé chi thudc 1 trong 3 dang khach hang ké trén.

2 Quan ly Khach hang Quan ly khach hang muc tiéu.
muc tiéu

3 Quan ly Danh sach Quan ly danh sach khach hang muc tiéu dudgc phan
Khach hang muc tiéu chia cho tirng sales quan ly, khai thac.

4 Quan ly Khach hang Quan ly khach hang tiém nang.
Tiém nang Sau moét giai doan tim hiéu, néu xac dinh khach

hang muc tiéu c6 nhu cdu thuc su thi chuyén dgi
(convert) qua d6i tugng khach hang tiém nang.
5 Quan ly Cag hoi Quan ly Cg hdi ban hang.

Quan ly cac cd héi nay sinh trong qua trinh ti€p can

khach hang tiém nang, khach hang c.

Cap quan ly dua vao théng ké, bao cao lién quan
dén sé lugng cd hdi ban hang dé kiém soat hiéu qua
kinh doanh

clia cac sales man.
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6 Ngudi lién hé Quan ly ngudi lién hé.
Ngudi lién hé cb thé 1a chinh khach hang hodc dan

thuan 1a ngudi chi dé lién hé sau nay.

Quan ly Danh muc Dv an - San pham

7 Quan ly Du an Quan ly danh muc cac du an

Thong tin du an:

- Loai du an: du an chia lam nhiéu loai nhu can ho,
van phong, khu phtrc hgp...

- Chirc ndng du an: 1 du &n cd thé cd nhiéu chirc
nang nhu dé€ &, cho thué lam van phong, thuong
mai...

- M0 ta chung vé du an:

e S0 vOn dau tu

o Vjtri

e Loai hinh dau tu
e Dién tich dat

8 Quan ly San pham (cén | Théng tin san pham:
ho/van phong/khu - Loai sa&n phdm: c&n hd, van phdng cho thué, khu
thuong mai) thuong mai.

- Céc thdng tin lién quan dén san pham (can hd):
ma can, gia, hudng, dién tich, tang th, s6 phong
ngu, sd toilets....: cac thdng tin nay dudc dung dé

truy van khi sales ban hang, gitp ban hang nhanh
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han.

- Gia (can hd): can ho trong 1 khu cé nhiéu muc gia

khac nhau. Khi ban hang, sales cé thé s dung chic
nang tim ki€m can hd (theo gid) d&€ tim ra nhiing
can hd cé muc giad phu hgp vdéi kha nang tai chinh
cua khach hang.

- Lich st sdn phdm: quan ly théng tin thay déi lién
quan can hd, vd nhu thdng tin mua ban, chuyén
nhugng, thay déi vé két cdu, chlic ndng...> nhdm dé
sau nay dan vi quan ly hoac P.CSKH xUr ly cac van
dé lién quan dén khach hang dugc tot.

- Tinh trang san phdm (can hd): chua ban, da ban,
can cho thué, da cho thué... phuc vu cho nhu cau

trich loc, tim ki€m cua sales khi ban hang.

Quan ly Tiép thi - Marketing

9 Email Marketing Quan ly Tiép thi bang email

- Danh sach doéi tugng ngudi nhan email: ngudi
nhan co6 sdn trong hé théng hodc dudc nhdp hang
loat tU file Excel vao hé théng.

- N&i dung g@i: Nbi dung gdi email cb thé thiét ké
tuy y theo dinh dang HTML.

- Ki€ém soat hiéu qua géi mail: bao nhiéu mail géi
thanh cong, mail ggdi that bai, s6 mail dugc doc, s6
lan doc va ngay gid doc; bao nhiéu khach hang tiém
nang, bao nhiéu cg hdi, bao nhiéu khach hang dudc
tao tu chién dich.

10 SMS Marketing Quan ly gdi sms hang loat (tin nhan thuong hiéu)

- Tin nhdn thuong hiéu la tin nhan ma khi nhan

tin ggi tr phan mém SugarCRM-RealEstate,
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ngudi nhan sé thay phan thong tin “Sender”

(Ngusi gdi) thé hién bang 1 cdi tén, vd
ONLINECRM. Tén nay khong dugc dai qua
11 ki tu.

- Tin nhén thudng hiéu la cach thic quang ba

san pham, dich vu clia cdng ty tdi cac ddi
tugng khach hang tiém nang moét cach nhanh
chéng, tuc thai.

- Gdi SMS cham soéc khach hang, nhan vién
(céac dip 1, t&t, ngay dat biét,...).

- GG8i SMS quang céo (gdi tin nhdn sms hang
loat): gidm gid san phdm, khuy&n mai 18n.

- Cung cdp sms template mau (ngudi dung cé
thé tu chinh stra ndi dung gai).

11 Quan ly in nhan hang - Intem (nhdn ) hang loat theo mau ngudi dung tu

loat trén SugarCRM thiét ké (dp dung cho Khach hang tiém nang,
khach hang)

- Phuc vu cho muc dich quan cdo, cham sdéc khach

hang vao céc dip I&, tét.

Quan ly Ban hang - Thu tién - Cong ng

12 Quan ly Phiéu ti€p can Ghi nhan thong tin ti€p can khach hang lan dau:
théng tin khach hang nhu thé nao, cé nhu cau ra sao, kha
nang tai chinh thé nao?...

Mat khac, Phiéu ti€ép can thong tin cling nham tranh
trudng hgp xung dot quyén Igi gilra 2 sales khi cung
cham séc mot khach hang thi khi ti€p can va@i khach
hang, sales can Iap mot Phiéu thong tin ti€p can
khach hang. Phi€u nay sé dugc dinh kem Ién hd so
khach hang dé lam cd sd cho viéc tinh toadn hoa

hong cho sales nao sau nay.
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Quan ly nguon hang

Quan ly nguon hang cho tirng dgt ban hang.
Cap quan ly: cb thé chon céc san phdm hoédc can
hd nao dudc ban trong tirng dgt ban hang dé quan ly
tét cac rui ro lién quan cé thé co.

Nhan vién kinh doanh: Khi cdp quan ly chon cac
san phdm/cén hd dudgc ban ra bén ngoai thi sales chi

th&y va chi dugc ban cac san phdm/cén hé doé.

14

Quan ly hoat dong giao
dich

Quan ly hoat dong giao dich bao gom:

- Giit chd 24h: Khi khach hang quan tdm va cé
nhu cdu mua san pham thi nhén vién sales tién hanh
I&p phiéu gilr chd cho khach hang. Mot cén ho sé
dugc nhiéu nhan vién tién hanh giir chdé néu can hd
dé chua dudc dat coc. Nhan vién nao tién hanh gilt
chd trudc thi sé dudc uu tién dat coc trudc. Viéc gilr
chd nay sé& hét hiéu luc trong vong 24h ké tir Itc tién
hanh gilt ché néu cin ho dé khéng dugc dit coc.

- Pat coc: Khi Khach hang thuc su mua nha thi thu
tuc dat coc dugc ti€n hanh. Can h6 nao da dudc dat
coc thi khéng dugc phép gilr chd hodc ban cho khéach
hang khac nham tranh rdi ro vé mat phap ly va tai
chinh cho céng ty.

- Giao dich Ky gdi - Ban: Ghi nhan khi cé khach
hang ky gé&i ban can hd.

- Giao dich Ky g@i — Cho Thué: Ghi nhan khi cé
khach hang ky ggi cho thué can ho.

- Tinh trang giao dich: ChG/Thanh céng/Huy

- C6 thé& théng ké cac giao dich theo khach hang,

theo khoang thgi gian, theo nhan vién tao.

15

Quan ly hgp dong

Hgp dong c6 nhiéu loai:

- Hgp dong go6p von.
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- Hgp d6ng mua ban.
- Hgp d6ng moi gidi.
Chuadng trinh c6 kha nang két xuat hgp dong ra file

Word theo mau.

16 Quan ly ho sa phap ly Quan ly cac thu tuc, ho sg phap ly khi thuc hién hgp
dong véi khach hang (tir khi dat coc cho tdi khi ban
giao can nha).

Cac loai ho sd phap ly can quan ly:

- Hgp déng gbp von.

- Hgp d6ng mua ban.

- Hgp déng moi gidi.

- Phi€u dang ky mua nén /can ho.

- Phiéu gitf cho.

- Phiéu dat coc.

- Bién ban giao nén.

- Bién ban giao h6 sc xay dung.

- Bén ban ban giao nha.

- S8 do cho khach hang.

17 Quan ly hoa hong Quan ly hoa hong cho nhan vién

Mbi khu nha/cdn hd s& cé6 mdt mic hoa hdng khac
nhau.

Dua vao doanh sd ban hang (s6 co hoi ban hang
thanh co6ng), chudng trinh sé tu dong tinh toan ty |é

hoa hong cho nhan vién lién quan.

18 Quan ly chi tiéu ban Quan ly chi tiéu ban hang
hang - Chi tiéu dudc thiét I1ap cho tirng sales hoac tirng
nhom sales (vd nhéan vién sales theo san) theo

thang vdi cac tiéu chi sau:

v Téng cudc goi
v Téng email dugc goi
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v Téng SMS dugc gai

v Téng s6 bai dang tin trén cadc website
v Téng s6 lan khach vién thdm du an
v

Téng s hgp ddng

- Chi tiéu doanh sé dudc thiét 1ap cho tirng sales
hodc tirng nhém sales trong 1 khoang thdi gian.
- Téng két tu ddng dir liéu va danh gid viéc thuc

hién chi tiéu cia nhan vién/nhédm nhéan vién.

19 Quan ly thanh toan Quan ly thanh toan theo dgt cia khach hang.

- Tién d6 thanh toan

- Lich thanh toan

- Théng ké cac khach hang tré hen thanh todn so Vi

lich thanh toan.

20 Quan ly céng ng Theo doi va quan ly cong ng cua khach hang
- Ghi nhan khach hang ng xau.

Quan ly Nhan vién

21 Quan ly ngudi dung Quan ly tao nhan vién
(nhan vién) - Thong tin nhan vién

- Binh mlc hoa hdéng cho nhan vién

22 Quan ly phan quyén Quan ly phan quyén nhan vién

- Phan quyén truy cap: Ai dudc phép truy cap mo-
dun nao?

- Phan quyén thao tac: Ai dugc phép thao tac gi
trén cac mo-dun da dudc truy cap?

- Phan quyén dir liéu: Ai dugc thdy di liéu clia t6i?
Quan ly phan quyén cua hé thong rat chat ché, bao
dam an toan vé mat thong tin cho cac nhan vién
sales.

- Chirng thuc ngudi dung véi LDAP (quan ly xac
thuc tap trung)
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Quan ly Hoat dong ctia nhan vién

23 Lich lam viéc Quan ly lich lam viéc.

- Cd ché xem lich: theo ngay, tuan, thang, nam.
- Xem lich cta chinh minh (ca nhan).

- C&p quan ly cé thé xem lich cla nhan vién.

24 Email Clients Trinh g&i va nhan mail (tugng tu Gmail/Yahoo
mail/Outlook)

25 Quan ly cudc hen Quan ly cudc hen

Cudc hen bao gébm: dan khach hang tham quan nha,
hen gdp khach hang trinh bay san pham, gidi thiéu
san phdm hay ban giao nha ... s& dudc ghi nhan

trong m6-dun Meeting nay.

26 Quan ly cudc goi Quan ly cubc goi

- Khach hang goi téi

- Hoac nhan vién goi cho khach hang

Goi xong thi ghi nhan no6i dung cudc goi vao mo-dun
Call trén CRM.

27 Quan ly tac vu Quan ly tac vu

Quan ly cac cbng viéc, tac vu do minh tu dat ra hoac
do cap trén giao cho.

Hang ngay/tuan/thang/nam sé& béo cao tién do thuc

hién cong viéc cho quan ly.

28 Quan ly ghi chu Quan ly ghi chu.

29 Quan ly vu viéc Quan ly vu viéc.

- Quan ly ghi nhan va xt ly cac vu viéc phat sinh
lién quan khach hang.

- Thong ké vu viéc theo mirc do uvu tién: Cao, Trung
binh, Thap

30 Quan ly tai liéu Quan ly tai liéu
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- Quan ly va chia sé tai liéu trong qua trinh lam viéc
v@i khach hang.

- Tai liéu dudc quan ly theo dang version.

- Céc dinh dang tai liéu c6 thé dugc quan ly bdi quan
tri phan mém

- Dung lugng file upload dugc quan ly bdi quan tri

phdan mém

Thong ké, bao cao

31

Thong ké, bao cao lién

quan Khach hang

- Bao nhiéu khach hang loai A,B,C.

- Bao nhiéu khach hang nhap mdi trong
ngay/tuan/thang/nam.

- Bao nhiéu khach hang theo khu vuc, gidi tinh,
nghé nghiép, dé tudi, chirc vu.

- Bao nhiéu khach hang theo du &n/san pham.
- Bao nhiéu khach hang VIP/Normal.

- Bao nhiéu khach hang theo nhan vién/phong
ban/san giao dich.

- Bao nhiéu khach hang theo doanh sé tir khoang
A-> B.

32

Théng k€ lién quan San
phadm

- Bao nhiéu san phdm chua ban, da ban, ky gdi
thué, ky gdi ban.

- Bao nhiéu san ph&m cé vi tri gan chg, siéu thi, san
bay, trudng hoc.

- Bao nhiéu san phdm cé hudng XXX

- Bao nhiéu san pham cé dién tich tir ASB m?

- Bao nhiéu san phdm cé gia tir A->B triéu dong

33

Thong ké bao cao lién
quan Hoat doéng cua

nhan vién sales

- Bao nhiéu cubc goi/ngay/tuan/thang/nam
- Bao nhiéu cubc gap/ngay/tuan/thang/nam
- Bao nhiéu tac vu/ngay/tuan/thang/nam

- Théng ké danh gia mic d6 hoan thanh chi tiéu cua
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nhan vién.

34 Thong ké bao cao lién - Bao nhiéu doanh s6 theo nhan vién/theo san/theo
quan Doanh s6 - Cong san phdm/theo thdi gian (ngay/tuan/thang/ném)
ng - Cac khoan phai thu: th6ng ké cac khach hang con

ng thanh toan.

35 Théng ké, bdo cdo téng | - Tdng hdp hoat ddng nhan vién kinh doanh
hop - Téng hgp doanh thu

- Téng hgp san phdm

36 | Quan ly bao cao Bao cao tdng hop:

v" Cd hb6i ban hang theo ngu6n

v" Cd hb6i ban hang theo ngu6n theo doanh s

v" Phan tich Cao hdi ban hang cta ca nhan theo
giai doan.

v" Phan tich Co héi ban hang cla cty theo giai
doan.

v" Doanh s6 ban hang theo giai doan, theo nhan

vién, theo thdi gian, theo san phdm

Bao cao vé khach hang:
v" B&o cdo khach hang theo vung: xem chi tiét
v" B&o cdo khach hang theo cudc goi: xem chi
tiét
v" Bao cao khach hang theo linh vuc hoat dong:
xem chi tiét
v' Bdao cao khach hang theo ngudn: Xem chi tiét
Bao cao vu viéc phat sinh:
v" Bao cdo vu viéc mdi trong thang: xem chi tiét
v' Bap cao vu viéc dang md trong thang theo

tirng ngudGi dung: xem chi tiét

v' Bd&o cdo vu viéc dang md theo tirng tinh trang
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cla ngudi dung: xem chi tiét
v" Bao cao vu viéc c6 muc doé nghiém trong cua
tirng ngudGi dung: xem chi tiét
Bao cao hoat dong ngudi dung:
e Bdo cdo tdng hop hoat déng cua nhan vién:

Xem chi tiét

Quan ly tién ich

37 Tién ich trén hé thong
SugarCRM

e Giao dién mdi: xem chi tiét
e Ngudi dung co thé tu thay ddi giao dién (chon
tur kho giao dién dudc luu trir trong chuadng
trinh). Xem chi tiét
e Ngudi dung co thé tuy chinh théng tin truc
ti€p t man hinh xem chi tiét. Xem chi tiét
e Ngudi dung xem dugc cac hoat déng gan
nhat cia: khach hang, khach hang tiém
nang, ngudi lién h&, co hoi tai man hinh
danh sach (listview). Xem chi tiét
e Khi xem chi tiét 1 dong diI liéu, cac thong tin
lién quan dudc hién thi & dang Tab giup giao
dién chuadng trinh gon hon. Xem chi tiét
e  Xudt dir liéu truc ti€p ra file excel (doc dudc ti€éng
viét c6 ddu). Xem chi tiét
e Tich hgp google map:
= Check valid address on Google Maps va
tu déng tinh toan toa do theo dia chi da
nhap.
= View map online on Google Maps
= Xem bdo cdo phan bd khach hang theo vi
tri dia ly 1 cach truc quan.

Cac module ap dung: Account, Contact, Lead,
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Prospect (target), Meeting

38 HO tro kiém soat hé e Tu déng gdi Email chic ming sinh nhat
khach hang.

e Tu déng hién canh bao (ngoai man hinh

thong theo quy

trinh ) ) T
home) khach hang, ngudi lién h&, nhan vién

c6 ngay sinh nhat trong thang.

e Cung cdp sms template mau (ngudi dung cé
thé tu chinh sira ndi dung gai).

e Xuat di liéu ra file Excel (Sugar mac dinh co
xuat Excel nhung file .csv khdng hd trg tiéng
Viét cé dau)

e Tu dong gdi email cho ngudi quan ly khi cé 1
khach hang dugc tao.

e Tu dong gdi email cho ngudi quan ly khi cé 1
vu viéc dugc tao ra vdi tinh trang nghiém
trong va tu dong tao 1 task xur ly gan cho ai
dé

e Tu dong gdi email cho ngudi quan ly khi cé 1
cd hoi dugc dong (Close won)

e Tu dong gdi email cho ngudi quan ly khi cé 1
cd hoi bi that bai (Close Lost)

e Tu déng gdi email cho ngudi quan ly khi cé 1
vu viéc dugc gidi quyét xong (tinh trang
close)

e Tu déng gdi email cho ngudi quan ly khi cé 1
task dugc hoan thanh (tinh trang completed)

e Tu dong gdi email cho ngudi quan ly va ngudi
cham soéc ctia khach hang doé néu qua 1 khoang
thdgi gian dudgc thiét Iap trudc khéng tac déng dén
khach hang nay.
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