DPé xuit md hinh rng dung CNTT trong doanh nghiép nhé va vira (SME)

ThS. Lé Van Loi

Vién truwdng Vién Tin hoc Doanh nghiép

Phong Thuong mai va Cong nghiép Viét Nam
Tém tat:

Dwa trén phén tich mét sé ddc diém cla céng ddng SME va khédo sat vé trng dung CNTT trong
trong nhitng ndm gén déy, bai tham luGn nay dé xudt mé hinh tng dung CNTT cho mét
doanh nghiép SME. Mé hinh tép trung vao cdc khia canh chinh la qudn tri doanh nghiép va
phuc vu kinh doanh, xuc tién thj trurong.

Muc tiéu

Muc tiéu cha nghién cru nay 1a dua ra mét mé hinh &rng dung CNTT phé quat sao cho cdc doanh
nghiép c6 thé 1ay d6 nhu mét tham chi€u dé dau tw, phan bd ngudn luc, t6 chire 'ng dung CNTT mdt
cach t8i wu, hiéu qua.

Van dé dat ra la liéu md hinh nay c6 ap dung dugc cho tat cd cac doanh nghiép nhé va vira (SME)
hay khéng? M6 hinh nay cé dp dung cho tat ca cac loai hinh doanh nghiép nhu Du lich, khach san,
Tha cong m§ nghé, Dét may, da gidy, Cong nghé thdng tin, vién thdng, Xay dung, giao théng van tai,
San xuat, ché bién néng san thyc pham, San xuat, ché bién thuy hai san, Dugc, y t€, hod my pham,
Tai chinh, ngan hang, bao hiém, Xuat/nhap khau va céc loai hinh khac?

Duwdi goc dd rng dung CNTT trong san xuat kinh doanh ching téi phan biét cac irng dung dac thu
va cac ng dung phé quat. Ung dung phé quat la &ng dung chung cho phan I6n cac doanh nghiép.

Chu y rang d6i véi mot s& nganh hang thong thudng cé cac hé théng CNTT phuc vu chuyén
nganh d6. Vi du: trong xay dung, giao théng van tai cd cadc phan mém thiét ké CAD/CAM, céc phan
mém tinh sirc bén vat liéu. Trong ché bi€n ndéng san, thay, hai san, thuc phdm cé cac hé théng PLC ¢
giao tiép vdi may tinh. Trong tac nghiép ngan hang cé core banking hay mobile banking. Trong dich
VU Vién thong cé cac phan mém quan ly thué bao, ... Ching tdi khéng nghién ctru cdc hé théng do
trong bai nay.

Bai nay chd yéu dua ra md hinh co ban nhat gilp qudn tri doanh nghiép, té chire kinh doanh,
phdt trién thi trwd'ng thong qua ing dung CNTT.

1 Cong dong SME

Doanh nghiép nhd va vira (SME) hay con goi théng dung la doanh nghiép vira va nhé Ia nhitng
doanh nghiép c6 quy md nhé bé vé mat vén, lao dong hay doanh thu. Doanh nghiép nhé va vira cé
thé chia thanh ba loai cling cdn c vao quy md dé 1a doanh nghiép siéu nhoé (micro), doanh nghiép
nhoé va doanh nghiép vira. Theo tiéu chi cha Nhdm Ngan hang Thé gidi, doanh nghiép siéu nhé Ia
doanh nghiép cé sb lwong lao ddng dudi 10 ngudi, doanh nghiép nho cé sé luvgng lao déng tir 10
dén dudi 50 ngudi, con doanh nghiép vira ¢ tir 50 dén 300 lao dong. & mdi nudc, ngudi ta cé tidu
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chi riéng dé xac dinh doanh nghiép nho va vira & nudc minh. O viét Nam, theo Nghi dinh s&
56/2009/ND-CP ngay 30/6/2009 cta Chinh ph, qui dinh s8 luvgng lao dong trung binh hang nam tu
10 ngudi tré xudng dugc coi la doanh nghiép siéu nhd, tir 10 dén duwédi 200 ngudi lao ddng duoc coi

|a Doanh nghiép nho va tir 200 dén 300 ngudi lao ddng thi dwoc coi la Doanh nghiép vira.

Quy mé | Doanh nghiép Doanh nghiép nhé Doanh nghiép vira
siéu nhé
S6 lao dong Téng nguén | S6é lao déng Téng ngudn S6 lao déng
Khu vyc von von
I. Néng, lIam 10 nguoi trey 20 ty d’éng tré tee trén 10 1t trén 20 ty ti trén 200
nghiép va thay xuong xudng nguwoi dén dong dén 100 ty ngwoi dén 300
san 200 nguoi dong nguoi
Il. Céng nghiép 10 nguoi trey 20 ty dg‘)ng tr& te trén 10 1l trén 20 ty ttv trén 200
va xay dwng xuong xuong ngwoi den dong dén 100 ty ngwoi dén 300
200 nguoi dong nguwoi
lll. Thwong mai 10 nguoi trey 10 ty dg‘)ng tr& tr trén 10 tee trén 10 ty ter trén 50 nguoi
va dich vu xuong xuong ngwoi den 50 dong den 50 ty den 100 nguwoi
nguoi dong

Théng ké dén ndm 2011 (c6 thé van ding cho dén thoi diém hién nay 1a ndm 2014 do céc bién
dong 1&n vé sd doanh nghiép pha san, roi bé thj trwdng trong cdc ndm 2012, 2013), ching t6i thay ¢
trén 500.000 dang hoat dong va phan bé céc loai hinh theo bang sau:

Trach nhiém hiru han 43.15%
C6 phan 16.16%
Doanh nghi¢p tu nhan 13.95%
Pon vi sy nghiép, don vi vii trang 12 66%
Khac 3.54%
Hop tac xa 3.24%
C.ty nudc ngoai khong theo luat DPTNN 2 133
Nha nudc 2.13%
Pau tu nudc ngoai 1.78%
To churc k.t€ cua cac t0 chirc chinh tri 0.713%
Doanh nghiép lién doanh vé1 nude ngoai 0.275%
Céc co quan dai dién ngoai giao,td chirc qubc té

ta1 Viét Nam 0.25%
T4 hop tac 0.04%
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Né&u tinh vé s6 lvgng doanh nghiép thi SME chiém mét ty trong rat I&n. Vi du & Viét Nam SME
chiém trén 97%, con & Nhat Ban SME chiém 99,7%.

Theo bdo cdo cla VCCI vao thang 4/2014 thi Viét Nam dang khing hodng thiéu doanh nghiép &
murc trung binh (missing the middle). Nghia |a trir cic t4p doan, cac doanh nghiép & Viét Nam phan
I&n 13 nhd va siéu nhd. DBiéu nay dan dén 13 ngudn lyc cla mot doanh nghiép SME rat han ché, dic
biét vé tai chinh va nhan luc.

Mét trong nhitng hé qud cla dic diém nay I3 sirc canh tranh cha cong déng doanh nghiép Viét
Nam rat thap. Khi héi nhap quéc té, cdc doanh nghiép Viét Nam duoc vi giéng nhu mét déi thuyén
thing trudc bién Ion.

2 Ung dung CNTT trong cong dong SME

Van dé dau tw CNTT: Do tirng doanh nghiép 1a nhd hodc siéu nho nén viéc dau cac giai phap CNTT
gap khoé khan. Vi du, cdc goi gidi phap cé gid tri trén 10.000 USD sé& gap luc can 1én vi cdc doanh
nghiép khdng dd strc dau tw hodc cam thay khdng cé hiéu qua nén ho sé khéng dau tu.

Van dé nhan lwc CNTT: Vi s6 lwong cac doanh nghiép [ trén 500.000 va néu ching ta ky vong mdi
doanh nghiép c6 it nhat 1 ngudi cd chuyén mdn CNTT thi déi ngli chuyén mén CNTT cuia Viét Nam it
nhat phai cé 500.000 nguwdi. Hién nay chidng ta chwa dd ngudn nhan luc nay. Thdong thudng cac
doanh nghiép phai chon gidi phap dao tao ngan han dé cé hiéu biét & mirc co ban va so dang vé
CNTT.

Van dé giai phap CNTT: Trir mét s6 it cdc phan mém (phan mém k& toan, quan ly ban hang, phong
chéng vi-rit, games, cac phan mém mang tinh dac thu...), cdc doanh nghiép SME h3u nhuv khéng
mua phan mém: phan mém hé diéu hanh: di theo may khi mua hodc cai dat thi bé khda, phan mém
vdn phong: phan Ién 13 bé khéa, email: st dung email mién phi. Tén trong ban quyén con 13 van dé
kha nan giai.

Vién thong, Internet: Vién thong va Internet & Viét Nam trong nhitng ndm gan day kha phat trién.
D6 pht clia vién thong va Internet gan nhu khip ca nuwdc. Téc do dudng truyén tét. Cong nghé 3G
phat trién. Gia dich vu ré, hop ly va cé xu huéng tiép tuc giam.

Van dé thuwong mai dién tlr (TMBT): Nén tdng cho TMBT bao gbm ha tang Internet, thanh toan truc
tuyén va giao van.

- Internet: kha tét (nhw & trén);

- Thanh todn truc tuyén gom vi dién tlr (d3 cé kha nhiéu) va thanh todn bang thé. Thanh todn
bang thé cé cac ddi tac Smartlink va Banknet. Smartlink dwoc sir dung kha phé bién;

- Giao van: dua vao cac céng ty chuyén phat. Phan diéu hanh ty ddng giao van chua thay (bao
chi chwa dua tin);

- Hinh thirc rat phd bién hién nay la B2C: V4t gia, Cho dién tlr, 123mua, En Bag, ... C2C: Rao vit
trén cac bao dién tlr va trén cac mang xa hdi nhu Facebook, Zing, ... Mua chung: Kha phat trién
trong thoi gian gan day. B2B chi yéu van dua vao nuwdc ngoai la san Alibaba.com. M6t s6 san
trong nuwdc trwdce day kha séi néi, hién nay da dirng hoat déng hodc hoat dong khdng hiéu qua;
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Céc dich vu cong truwc tuyén ndi bat trong may ndm gan day cé Hai quan dién tlr va Thué dién ti.

Van dé an ninh, an toan thong tin: SME ch( y&u mua phan mém phong chéng vi-rat va malware,
chua quan tdm hodc khéng quan tdm céc cyber attacks — tdn cdng mang. Viéc sao chép, backup di
liéu nhin chung khéng dugc chiy.

3 Pé xuiat mo hinh &ng dung
Chung t6i théng nhat ky hiéu va phan loai doanh nghiép SME nhu sau:

S: Siéu nhé (10 ngudi trd xudng)
N: Nhd (10 dén 50 ngudri)
V: Vira (50 dén 300 nguoi)

Mét khac, md hinh ndm trong mdi twong quan: Doanh nghiép — (Khach hang, D6i tac) — Co quan
cdng quyén theo hinh vé sau:

Khach hang, Ditic |« Doanh nghiép |« Co quan cdng quyén

A 4
A 4

Vi vay, hé théng CNTT hd tro tac nghiép trong:

1. Quan tri ndi bd

2. Xuc tién thj trwong

3. Giao tiép vdi cong quyén
Ung dung CNTT dworc chia thanh:

e Dautuw CNTT

e T8 chirc rng dung CNTT

e Danh giad hiéu qua hang nam
Trong md hinh, chdng téi ky hiéu S, N, V twong &ng véi quy md doanh nghiép Siéu nhd, Nho va Vira.
3.1 Ddu tw CNTT
3.1.1 Quan tri ndi bo

e CNTT co ban [S, N, V]: May Fax, dién thoai ban, mdy tinh, may in;

e Tin hoc van phong [S, N, V]: B phdn mém phuc vu c¢dng tic van phong;
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ANAT thdng tin [S, N, V]: Phan mém phong, chdng vi-rit va cadc phan mém doc hai;
Truy@n thdng co ban: [S, N, V]: ADSL, wu tién cdp quang; [N, V]: mang LAN;

Quan ly tai chinh, ké toan [N, V]: B6 phan mém ké todn; [S]: K& todn thué ngoai hodc sl
dung phan mém ké toén tinh dich vu theo thoi gian s&t dung

Quan ly nhan sy - tién lvong [N, V]: B phan mém quan Iy nhan sy, tién lvong

Nhan lyc CNTT [N]: 1-2 ngudi ban chuyén trach; [V]: 1-2 nguoi chuyén trach; [S]: Thué
dich vu ngoai;

3.1.2 Xuc tién thi trwong

Email [S, N, V]: Uu tién s dung trén nén Gmail; Skype [N,M]: Trudng cac bo phan bat
budc dang ky; Facebook [S, N, V]: Nhan vién ti&p thi bat budc phai cé;

Website thuwong hiéu [N, V]: website gidi thiéu vé doanh nghiép;

Clra hang tryc tuyén [N, V]: can thiét déi véi cdc doanh nghiép bdn hang; Nén cé thué
hosting riéng;

Tham gia san B2B [N, V]: can thiét d8i v&i cdc doanh nghiép xuat nhap khau
CRM [N, V]: can thiét déi vdi cdc doanh nghiép ban hang;

Tiép thj trén cdc mang xa hdi [N, V]: can thiét d6i vdi cdc doanh nghiép ban hang;

3.1.3 Giao tiép v&i cong quyén

Chirng thu sé [N, V]: Chirng thw s6 13 nén tang cho cac dich vu can dén chirng thuec, thay
chit ky va con dau truyén théng;

Thué dién tir [S, N, V]: Tién t&i thué dién tlr bat budc doi vai tat ca cac doanh nghiép;
Hai quan dién ti: Can thiét ddi vdi cdc doanh nghiép xuat, nhap khau;

C/0 dién tir: Can thiét d6i vdi cac doanh nghiép xuat, nhap khau;

3.2 To chirc itng dung CNTT

[N, V] Chi dinh 1 13nh dao DN chiu trach nhiém té chirc va gidm sat ng dung CNTT; [S]:
Cha DN chiu trach nhiém t6 chirc va gidm st &ng dung CNTT;

[N, V]: Dat tiéu chi i‘ng dung don gian va phd cdp |1én hang dau (d6 phé cap phai dat
80%+); [S]: Lap thanh thdi quen s&r dung email trong cong viéc;

H6 so nhan sy cla tat ca nhan vién phai cé:
o Dién thoai di dong [N, V]: trén website; [S]: trong danh ba cta mobile chtd DN
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o Dia chi email [N, V]: trén website; [S]: trong danh ba cta email chd DN
[N, V]: T4t ca cac nhan sy chd chét, ngoai ra phai cé:

o Yahoo Messenger ID

o Skype ID; [S]: Chd DN c6 Skype ID

[N, V]: T4t ca cac cong van trong ndi bd can duoc trao d6i, thao luan théng qua email
trudc khi glri di; [S]: Nén wu tién giao tiép véi d6i tac, khach hang bang email

[N, V]: Dua ra cdc mau chuan giao tiép vé&i doi tac, khach hang thdng qua email (tiéng
Viét, tiéng Anh)

[N, V]: Lap cidc nhém email theo tirtng don vi va cac vu viéc dé trao déi vai déi tac, khach
hang mét cach hé théng

[S, N, V]: Tan dung céc cong cu dé soét 16i tiéng Viét, tiéng Anh khi soan thu théng qua
email

[N, V]: T6 chirc phan cong cac nhém, cac ca nhan dé tra |6i email cho d6i tac, khach hang

[N, V]: Théng tin trén website cdn duoc cadp nhat hang tuan (lich céng tac, td chirc sy
kién, quang bd san pham, ...) — chi dinh déi ngii van phong cap nhat vao cudi tuan cho
tuan tiép theo;

[S, N, V]: Nén xay dwng ho so nang luc cda doanh nghiép va dua 1én website dé moi
ngudi ¢ thé tai xuéng (nén dé & dang .PDF);

[S, N, V]: Cac thdng tin lién hé can 13 nhitng théng tin “séng”. Néu dia chi DN khé tim thi
can c6 huéng dan phy;

[N, V]: Néu cé clra hang ban |é tryc tuyén thi phai t6 chirc gidng hét nhu khi ban hang
véi moét clra hang théng thudng:

o B phén ti€p nhan hdi dap cla khach hang vé cdc mat hang cta clra hang
o B phén ti€p nhan yéu cdu mua hang

o BO phan giaovan

o B& phan nhan hang tra lai do khéng dat yéu cau

o B0 phan ky thuat

[N, V]: Néu cé quan tri khach hang (CRM) thi DN té chirc cdc bd phan nhu 1am tiép thi va
xay dwng hinh anh:

o B& phén tiép can khach hang
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o B phén trién khai ban hang khi cé khach hang
o BO phén bado hanh va chdm séc khach hang

o B& phan nhan hang tra lai do khéng dat yéu cau
o B& phéan k{ thuat vé mat hang kinh doanh

[N, V]: N&u DN cé tham gia san TMBT B2B thi phai tudn theo cac dic diém clda san TMDT
dé, nhwng thong thudng co:

o B& phan tiép thi trén san
o B phén ti€ép nhan hdi hang (inquiries)
o B6 phan tiép nhan cdc don hang

[N, V]: N&u DN c6 tham gia san TMBT B2C thi phai tuan theo cdc dac diém cla san TMDT
dé, nhwng thong thudng cé:

o B® phan truwng bay san pham trén gian hang ctia DN
o B phén ti€p nhan hdi hang (inquiries)

o B6 phan tiép nhan cac don hang

o

B6 phéan giao van, thu tuc hai quan, xin C/O
o B& phan nhan hang trd lai do khéng dat yéu cau

o B& phéan ky thuat vé mat hang kinh doanh

3.3 Ddnh gia hiéu qua hang ndm

[N, V]: Banh gia dinh tinh

o Déanh gid mirc d6 phd cap cla tat ca viéc t6 chirc trién khai ing dung CNTT (phai tir
80% tré 1én)

o Diéu tra khdch hang clia DN vé mirc dé hai long

o Tham do trong ndi bd vé tinh hiéu qua cla viéc té chirc trién khai (rng dung
[N, V]: Banh gia dinh lugng

o Duwa trén doanh thu cla tirng bd phan va téng thé cta DN

o Dua trén s6 lwgng tang trudng khach hang cla tirng bd phan

Dé xuat md hinh tng dung CNTT trong doanh nghiép nho va vira (SME) --- 05/2014



o Duwa trén s6 lwvgng khach hang quay trd lai mua hang, ky bao hanh, bao triva sé
lvgng khach hang gidi thiéu khach hang mai

4 Ap dung cho doanh nghiép lang nghé
Doanh nghiép, co s& lang nghé c6 dac diém gi dang chd y khi &'ng dung CNTT? C6 thé chia cac DN
lang nghé thanh 2 khéi:

1. Khdi san xuat: tao ra cac san pham lang nghé;
2. Khdi kinh doanh: gdbm ban hang va ti€p thi;

Chu y rang phan lén cac doanh nghiép chi thudc vao 1 trong 2 khdi nay: hodc chi chuyén san xuat,
hodc chi chuyén kinh doanh. Cé thé coi cadc DN san xuat |a noi cung cap hang cho DN kinh doanh.

Chung téi chon doanh nghiép kinh doanh dé khuyé&n nghi mé hinh (rng dung CNTT, |4y tir khuyén
nghi tdng thé va luvgc bd céc phan khdng can thiét.

4.1 DPdu tw CNTT
4.1.1 Quan tri noi bo

4.1.2 CNTT co ban: May Fax, dién thoai ban, may tinh xach tay, may in c6
chirc nang scanner;

e Tin hoc van phong: B phan mém phuc vu cong tic van phong (MS Office, OpenOffice);
e ANAT théng tin: Phan mém phong, chdng vi-rit va cac phan mém déc hai;
e Truyén thdng co ban: ADSL, wu tién cap quang;

e Quan ly tai chinh, ké todn: B& phan mém ké todn;

e Nhan lyc CNTT : ch DN ban chuyén trach; [V]:

4.1.3 Xic tién thi trweong

e Email: Uu tién s&r dung trén nén Gmail; Skype [N,M]: Trwdng cac bo phan bat budc ding

ky;
e Website thwong hiéu: website gidi thiéu vé doanh nghiép;

e Clra hang truc tuyé: Nén tham gia mot s6 san TMDT, hoc céch 1ap shop riéng trén cac
san do;

e Tiép thi trén cdc mang xa hdi: Nén tham gia Facebook va gidi thiéu hang trén do;
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4.1.4 Giao tié€p v&i cong quyén

e Chirng thu s&: Nén c6 chirng thu sé;
e Thué dién tlr: Nén tham gia ké khai thué dién t;
e Haiquan dién tr: Néu c6 xuat khau san pham nén clr ngudi hoc VNACCS;

e (C/Odién tir: Nén hoc cach khai bdo C/O qua mang;

4.2 To chirc ivng dung CNTT

e Chu DN chiu trach nhiém té chirc va gidm sat (rng dung CNTT;
e Lap thanh théi quen sir dung email trong céng viéc;

e HO so nhan sy cla tat ca nhan vién phai cé trong danh ba ctia mobile chd DN va trong
trong danh ba cia email chd DN

e Cha DN co6 Skype ID

e Né&n uu tién giao tiép vai d6i tac, khach hang bang email

e Tan dung cac cong cu dé soat 16i tiéng Viét, tiéng Anh khi soan thuw théng qua email
e T6 chirc phan cong cdc nhédm, cac cd nhan dé tra 1o email cho d6i tac, khach hang
e Théng tin trén website can duoc cip nhat khi co thay déi;

e Nén xay dung hd so nang lyc cia doanh nghiép va dua Ién website d& moi ngudi ¢ thé
tai xuéng (nén dé & dang .PDF) — song ngit Viét va Anh;

e Céc thong tin lién hé can 1a nhitng thong tin “séng”. Néu dia chi DN kho tim thi can cé
huwdng dan phu;

4.3 Ddnh gia hiéu qua hang ndm

e DPdnh gia dinh tinh: Piéu tra khach hang ciia DN vé murc d6 hai long

e DPdnh gid dinh lwong: doanh thu va sé lwong tang trwdng khach hang

5 Ap dung cho doanh nghiép xuit khau

Doanh nghiép xuat kh3u c6 dic diém gi dang chu y khi i‘ng dung CNTT? Doanh nghiép xuat khau cé
thé hiéu bao gbm 2 khéi:
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1. Khdi san xuat: tao ra cac san pham dé xuat khau;

2. Kh&i chuyén xuat kh3u: tim kiém thi trwdng, 1am céc thd tuc hai quan va giao van cho khach

hang;

Chung t6i chon khéi xuat khdu dé khuyé&n nghi mé hinh (rng dung CNTT, 14y tir khuyén nghi téng thé

va chd trong dén céc rng dung TMDT phuc vu tiép thj va chdm sdéc khach hang.

5.1 Pdu tw CNTT

5.1.1 Quan tri noi bo

CNTT co ban [S, N, V]: May Fax, dién thoai ban, may tinh, may in; Truedng cac bd phan
nén c6 may tinh xach tay hodc va may tinh bang;

Tin hoc van phong [S, N, V]: B6 phan mém phuc vu céng tac van phong: nén théng nhat
b6 phan mém vdn phong va théng nhat phién ban: nén chon phién ban thap;

ANAT thdng tin [S, N, V]: Phan mém phong, chdng vi-rit va cadc phan mém ddc hai: nén
théng nhat 1 giai phap va dong bo;

Truyén thdng co ban: [S, N, V]: ADSL, wu tién cap quang; [N, V]: mang LAN: 1 switch
riéng cho 1 b6 phan;

Quan ly tai chinh, k& toan [N, V]: B6 phan mém ké todn: nén dong bd héa phan mém ké
todn vdi quan ly xuat, nhap khau;

Quan ly nhan su - tién luvong [N, V]: Nén cé bé phan mém quan Iy nhan sy, tién lvong va
giao cho bd phan hanh chinh quan Iy phan mém nay;

Nhan lwc CNTT: Nén c6 tlr 2 nguoi trd |én chuyén trach va phu trach ludn cac mang &ng
dung TMDT;

5.1.2 Xuc tién thi trwong

Email [S, N, V]: Uu tién s dung trén nén Gmail; Skype [N,M]: Trudng cac bo phan bat
budc ding ky; Facebook [S, N, V]: Nhan vién tiép thi bat budc phai co;

Website thuong hiéu [N, V]: website gidi thiéu vé doanh nghiép, két hop vdi quang ba
vé cac san pham xuat khau (wu tién tiéng Anh);

Tham gia san B2B [N, V]: Nén tham gia mot s& san TMDT B2B;
CRM [N, V]: Can nhic vé s6 lwgng khach hang: néu > 500: nén cé phan mém;

Tiép thi trén cdc mang x3 héi [N, V]: B6 phan tiép thi nén cé 1 trang cda doanh nghiép
trén Facebook;
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5.1.3 Giao tiép véi cong quyén

e Chirng thu s6 [N, V]: Can ¢ chirng thu s6;
e Thué&diéntl [S, N, V]: Tham gia day d0 céc dich vu cla Téng cuc Thué vé thué dién tl;

e Hai quan dién t&: Can clr nguoi di hoc va ndm vitng cac yéu cau cla hé thdng clia Téng
cuc Hai quan, ca Cuc Hai quan noi doanh nghiép tiép xuc thudng xuyén;

e (/O dién tlr: Can clr nguwdi di hoc va ndm virng cac khai bdo C/O qua mang va C/O dién
tl&r cha céc co quan cap C/0;

5.2 To chirc irng dung CNTT
e [N, V] Chidinh 1 13nh dao DN chiju trach nhiém t& chirc va gidm sat 'ng dung CNTT;

e [N, V]: D3t tiéu chi rng dung don gidn va phé cap 1én hang dau (d6 phd cap phai dat
80%+);

e HO so nhan sy cla tat ca nhan vién phai cé:
o Dién thoai di dong [N, V]: trén website;
o Diachi email [N, V]: trén website;
e [N, V]: T4t cd cic nhan sy chi chét, ngoai ra phai co:
o Yahoo Messenger ID
o SkypelID

e [N, V]: T4t ca cdc cdng van trong ndi bd can dugc trao d6i, thdo luan théng qua email
trudc khi gtri di;
e [N, V]: Dua ra cac mau chuan giao tiép vdi déi tac, khach hang thdng qua email (tiéng

Viét, tiéng Anh): t8 chirc tap huan viét email theo chuan riéng cta doanh nghiép;

e [N, V]: Lap cdc nhdm email theo tirng don vi va cac vu viéc dé trao déi vdi déi tac, khach
hang mot cach hé théng: trach nhiém thudc cac cdn bd chuyén trach CNTT va can nhac
nh& thuwong xuyén béi lanh dao phu trach CNTT;

e [S, N, V]: Tan dung cac cong cu dé sodt 16i tiéng Viét, tiéng Anh khi soan thu thdng qua
email (nhu cac cong cu clia Gmail — ddc biét can bat soét 16i chinh ta ca tiéng Viét va
tiéng Anh);

e [N, V]: T8 chirc phan cdng cadc nhdm, céc cd nhan dé tra |6i email cho ddi tac, khach hang
mot cach hé théng; Lanh dao CNTT phai nam trong email loop cla tat ca cdc nhém nay;
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[N, V]: Théng tin trén website cdn duoc cadp nhat hang tuan (lich céng tac, té chirc sy
kién, quang bd san pham, ...) — chi dinh déi ngii van phong cap nhat vao cudi tuan cho
tuan tiép theo;

[S, N, V]: Nén xay dung ho so nang luc cla doanh nghiép va dua l1én website dé moi
ngudi ¢ thé tai xuéng (nén dé & dang .PDF): mot ban tiéng Viét va mét ban tiéng Anh
riéng;

[S, N, V]: Cac théng tin lién hé can 1a nhitng théng tin “séng”. Néu dia chi DN kho tim thi
can c6 huéng dan phy;

[N, V]: Néu cé clra hang ban |é tryc tuyén thi phai t6 chirc gidng hét nhu khi ban hang
véi mét clra hang théng thuwong:

o B6 phéan tiép nhan hoi ddp cta khdch hang vé cdc mat hang cla clra hang
o B6 phéan tiép nhan yéu cdu mua hang

BO phan giao van

O

o B6 phan nhan hang tra lai do khéng dat yéu cau
o B0 phan ky thuat

[N, V]: Néu cé quan tri khach hang (CRM) thi DN t6 chirc cdc bd phan nhu 1am tiép thi va
xay dwng hinh anh:

o B phén ti€p can khach hang

o B0 phan trién khai ban hang khi cé khach hang
o B6 phén bdo hanh va chdm séc khach hang

o B& phan nhan hang tra lai do khéng dat yéu cau
o B& phéan ky thuat vé mat hang kinh doanh

[N, V]: N&u DN c6 tham gia san TMBT B2B thi phai tuan theo cac dic diém cta san TMDT
dé, nhwng thong thudng cé:

o B phan tiép thi trén san
o B phén ti€p nhan hdi hang (inquiries)
o B phéan tiép nhan cac don hang

[N, V]: Néu DN cé tham gia san TMBT B2C thi phai tudn theo cdc dac diém cla san TMDT
dé, nhwng thong thudng coé:

o B& phéan trwng bay san pham trén gian hang cia DN
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o B phén ti€p nhan hdi hang (inquiries)

o B& phéan tiép nhan cac don hang

o BO phén giao van, thi tuc hai quan, xin C/O

o B& phan nhan hang tra lai do khéng dat yéu cau

o B& phéan k{ thuat vé mat hang kinh doanh

5.3 Ddnh gid hiéu quda hang ndm
e [N, V]: BPdnh gid dinh tinh

o Ddanh gid mrc dd phd cap cla tat ca viéc t6 chirc trién khai (rng dung CNTT (phai tir
80% tro 1én)

o Diéu tra khidch hang clia DN vé mirc dé hai long

o Th&m do trong ndi bd vé tinh hiéu qua cla viéc t6 chirc trién khai trng dung
e [N, V]: BPdnh gid dinh luvgng

o Duwa trén doanh thu cla tirng bd phan va téng thé cta DN

o Duwa trén sé lugng tang trwdng khach hang cta tirng bé phan

o Dua trén s lwgng khdch hang quay trd lai mua hang, ky bdo hanh, bao tri va s
lvong khach hang gidgi thiéu khach hang mdéi

6 Kétluan

M6 hinh ma ching t6i duwa ra kho cé thé dung cho moi trudng hop. Ching t6i hy vong day chi 1a mot
tham chiéu dé cac doanh nghiép c6 thé tham khao, dic biét |a d8i v&i cac chd doanh nghiép khi dat
van dé dau tu rng dung CNTT dé nang cao tinh canh tranh cla doanh nghiép minh.

Céc cht DN can lwu y rang khach hang, dic biét 1a khach hang nudc ngoai, danh gia DN khong chi
don thuan |a chat lvgng san pham ma ho con déanh gid & chat lwgng dich vu, chat lwong trong ho tro
ho khi g&p van dé vé san pham va tinh chuyén nghiép khi ho tro.

Cdac cdng viéc twdng tam thudng nhu trao di email, nhung dé t6 chirc mot cach hé théng, bai ban 13
khong dé dang.

DPirng nén quan niém dau tw &ng dung CNTT chi |a d3u tu may moc thiét bi, phan mém. T8 chirc (rng
dung CNTT mdt cach hé théng mai 1a mau chét thanh cdng.
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