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Course Content

e This course is designed to help students understand
the role of information systems in modern society
and the means by which these systems are created.

e This course will examine how information
technology (IT) supports management decisions at
various levels and the role of IT in global business.

e The course will focus on various principles used to
manage information systems and principles of
effective software engineering.
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N&i dung moén hoc

Mén hoc nay dwoc thiét ké dé gitp cho hoc vién hiéu vai tro clia hé thong tin trong
xa hdi hién dai va cac phwong tién qua doé nhirng hé thong nay duoc tao ra.

M6n hoc nay sé& xem xét cach céng nghé théng tin (CNTT) hé tro cho qu‘yét dinh
quan li & cac mrc da dang va vai tro cia CNTT trong kinh doanh toan cau.

Mdn hoc nay sé hoi tu vao cac nguyén li da dang dwoc dung dé quan li hé théng tin
va cac nguyén li cua ki nghé phan mem hiéu qua.



Lecture Learning Objectives

e Upon completion of this lecture, students will be able to:
e Understand e-commerce principles applied in customer
relationship.
e Understand Customer Relationship Management (CRM)
and its application in business.
e QOutcomes:
Demonstrate knowledge of CRM system.
Be able to explain the benefits of CRM system.
Implement CRM system in a company.
Design a plan to implement CRM system in a company.
Understand how CRM system can change the way people
conduct business.
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Muc tiéu hoc tap bai nay

Khi hoan thanh bai hoc nay, hoc vién sé cé kha nang:

«Hiéu cac nguyén li e-commerce ap dung trong quan hé khach hang.

«Hiéu Quan li quan hé khach hang (CRM) va trng dung ctia né trong doanh nghiép.
Két qua:

«Chirng t6 tri thtrc vé hé CRM

*C6 kha nang giai thich ich lgi cia hé CRM

*Thyc hién hé CRM trong cong ti.

*Thiét ké ké hoach dé thuc hién hé CRM trong céng ti.

*Hiéu cach hé CRM c6 thé thay dbi cach moi ngwdi tién hanh kinh doanh.



The Context of Information Technology

Information Technology must be used to promote efficiency and speed by
enabling process automation and information sharing across the organization,
and removing unnecessary communication and duplication of data.
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Hoan canh Céng nghé thong tin

Cong nghé thong tin thic day tinh hiéu qua va téc d§ bang viéc tao kha nang
chia sé thong tin qua toan to chirc, va loai bd trao doi khong can thiéet va trung lap
dir liéu.



Customer Relationship Management
(CRM)

e Customer Relationship Management (CRM) Definition.

A strategy used to collect information about the customer’s
needs in order to develop stronger relationships.

e In a highly competitive world, good customer relationships
can determine success or failure for the business. Every
business must understand customer’s needs and how they
can meet those needs and enhance their profit at the same
time.

e CRM consists of several components (Building Blocks) to
bring many pieces of information about customers and
market trends together so business can market their
products and services more effectively.
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Quan li quan hé khach hang (CRM)
Dinh nghia vé Quan li quan hé khach hang (CRM).

Chién lvgc duoc dung dé thu thap thong tin vé nhu cau khach hang dé phat trién
moi quan hé manh hon.

Trong thé gi¢i canh tranh cao d8, quan hé khach hang tét cé thé xac dinh ra thanh
cong hay that bai cho doanh nghiép. Moi doanh nghiép déu phai hiéu nhu cau
khach hang va cach ho c6 thé dap (rng cac nhu ciu doé va nang cao lgi nhuan cta
ho ddng thoi.

CRM bao gdm nhiéu ciu phan (cac khéi xay dwng) d& gén nhiéu manh théng tin vé
khach hang va thj triedng lai véi nhau dé cho doanh nghiép cé thé tiép thi sdn pham
va dich vu ctia ho hiéu qua hon.



Customer Relationship Management
(CRM)

e Today CRM is often used in information technology as a
set of methodologies, software, and Internet capabilities
that help business manage customer relationships in an
organized way, such as:

e Helping a business identify and target their best customers,
manage marketing campaigns with clear goals and objectives,
and generate quality leads for the sales team.

e Assisting the business to improve sales, attract new customers,
open new accounts, and manage sales by optimizing the sharing
of information and automate existing processes.

e Establish better relationships with customers, improve customer
satisfaction and maximize profits; identifying the most profitable
customers and providing them the highest level of service.
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Quan li quan hé khach hang (CRM)

Ngay nay CRM thwdng dwoc dung trong cong nghé thong tin nhw tap cac phwong
phap luan, phdn mém, va nang Iwc Internet gitp cho doanh nghiép quan li moi quan
hé khach hang theo cach cé td chire, kiéu nhuw:

Gitip cho doanh nghiép nhan dién va nham cac khach hang t6t nhat, quan Ii cac
chién djch tiep thi v&i muc dich va muc tiéu rd rang, va phat sinh viéc lanh dao
pham chét cho té ban.

Tro giup cho doanh nghiép cai tiép ban héng, h&p dan khach hang mai, mé tai
khoan mdi, va quan li ban hang bang viéc t6i wu chia sé théng tin va tw déng hoa
cac qui trinh hién co.

Thiét Iap mdi quan hé tot hon voi khach hang, cai tién sy hai long clia khach hang
va lam téi da lgi nhué}n; nhan dién khach hang sinh I&i nhat va cung cap cho ho
murc phuc vu cao nhat.



CRM Goals

e CRM is a strategy that utilizes information technology
and human resources to gain insight into the behavior of
customers and the value of those customers.

e CRM can help business increase revenues by:
e Providing products and services that customers want.
e Offering better customer services.
e Cross-selling products more effectively.
e Helping sales staff close deals faster.

e Retaining existing customers and discovering new
ones.

ISM 7

Muc dich caa CRM

CRM la chién ho so dung cong nghé thong tin va tai nguyén con ngudi dé thu duoc
cai nhin sau sac vao hanh vi cua khach hang va gia tri cia nhirng khach hang doé.

CRM c6 thé gitp doanh nghiép tang loi nhuan bang:
Cung cap san pham va dich vu ma khach hang muén
Cung cép dich vu tét hon cho khach hang.

Ban san pham chéo hiéu qua hon.

Giup can bé ban hang dong viéc mua ban nhanh hon.
Gilr khach hang hién co6 va phat hién khach hang mai.



CRM & IT

e Customer Relationship Management (CRM) is a business strategy
with the goal of maximizing profitability, revenue, and customer
satisfaction.

e To efficiently gather information about the market, business must
use information technology to capture, store and analyze the
customer, vendor and trends in a timely fashion.

e Business functions that support CRM include sales, marketing,
customer service, training, performance management, human
resource and compensation.

e Technology to support CRM must be integrated as part of an overall
IT strategy that is in alignment with business strategy. Without this
alignment, CRM will fail because it is limited to software without the
understanding of how other business functions operate.

ISM 8

CRM & CNTT

Quan li quan hé khach hang (CRM) |a chién lwoc doanh nghiép véi muc dich [am
cwc dai viéc sinh |&i, thu nhap. va thoa man khach hang.

Pé thu thap thong tin hiéu qua vé thj tredng, doanh nghiép phai dung cbng nghé
théng tin d& ndm bat, lwu gir va phan tich khach hang, nha cung cép va xu hwéng
theo kiéu cach kip thoi.

Céc chirc nang doanh nghiép hd tro cho CRM bao gém ban, tiép thi, dich vu khach
hang, dao tao, quan li hiéu nang, tai nguyén con ngwoi va thu lao.

Co6ng nghé hd tro CRM phai dworc tich hop nhw mét phan cla chién lwoc CNTT
toan thé, giong thang véi chién lwgc doanh nghiép. Khéng cé sw giéng thang nay,
CRM sé théat bai bowrivif nd bj gi¢i han vao phdn mém ma khoéng c6 hiéu biét vé
cach cac chure nang doanh nghiép khac van hanh.



Why CRM Needs IT?

e Customer Relation Management (CRM) software is the same as
traditional customer relations but with the use of computing systems.
It can speed up the process and automate and store all information
in documents for analysis.

e With CRM software, management has historical data which they can
analyze and identify trends and customer’s needs in a timelyfashion
-faster response means better customer satisfaction and significant
competitive advantage.

e CRM is the best example of how business and IT strategy should be
completely aligned.

e Provides customer-facing employees with a single, completeview of
every customer at every touch point and across allchannels.

e Provides the customer with a single, complete view of the company
and its extended channels.
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Tai sao CRM can CNTT?

Phan mém quan Ii quan hé khach hang (CRM) cling lam giéng nhu quan hé khach
hang truyén thong nhwng co viéc dung cac hé thong may tinh. Np co thé tang toc
Xt li va tw dong hoa va lwu gilr moi théng tin trong cac tai liéu dé phan tich.

Véi phan mém CRM, cap quan Ii c6 dir liéu lich st ma ho co thé phan tich xu
hwdng va nhu cau cua khach hang theq cach dung thb’[ gian - dap wng nhanh hon
nghia la sy thoa man cua khach hang tét hon va wu thé canh tranh l&n.

CRM la vi du tét nhat vé cach chién lugc doanh nghiép va CNTT nén dwoc giong
thadng day du.

Cung cap cho cac nhan vién doi dién vai khach hang bang chi mét cai nhin day du
vé moi khach hang tai moi diém va ngang qua moi kénh.

Cung cép cho khach hang mét cai nhin day da vé cong ti ba cac kénh mé réng cua
no.



Know Your Customers

e For CRM to be effective, a business must first understand who its
customers are and their value over a lifetime. The business must
determine what the needs of its customers are and how to best meet
those needs.

e The business must look into all of the different ways information is
obtained about their customer, where and how this data is stored
and how it is currently used.

e For example: A business could learn about its customers by direct visit,
visit to their web sites, call centers, sales force staff and marketing and
advertising efforts.

e CRM systems can collect data flows between operational systems
(like sales and inventory systems) and analytical systems that can
help sort through these records for patterns. Business analysts can
review this data to draw conclusion on each customer and select
areas where better services are needed.
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Biét khach hang cta ban

Bé& CRM hiéu qua, doanh nghiép trwoc hét phai hiéu khach hang clia minh 1a ai va
gia tri cla ho qua thoi gian song. Doanh nghiép phai xac dinh nhu cau cta khach
hang la gi va lam sao dap rng cac nhu cau dé t6t nhat.

Doanh nghiép phai nhin vao moi cach thtre khac nhau dé thu dwoc théng tin vé
khach hang cia minh, & dau va lam thé nao di¥ liéu nay dwoc lwu lai va lam sao n6
hién dwoc dung.

Chang han: Doanh nghiép c6 thé hoc vé khach hang clia minh bang viéc tham
viéng trwee tiep, tham website clia ho, trung tdm dién thoai, nhan vién ban hang va
tiép thi va nd lwc quang céo.

Céc hé théng CRM c6 thé thu thap di liéu chay glua cac hé thong van hanh (nhw
hé thong ban va kho) va hé thdng phan tich co thé giup sap xep qua nhirng ban ghi
nay vé cac,hlnh me]u. Nguw&i phan tich doanh nghlep c6 thé kiém dlgm dy’ liéu nay
dé rut ra két luan vé tirng khach hang va lwa mién ma céc dich vu tét nhat dwoc
can téi.
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