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NOI DUNG CHINH

Noi dung trén I&p:

= Hé théng hoach dinh ngudn lyc t& chirc.

= Hé théng quan trj chudi cung trng.

= Hé théng quan tri quan hé khach hang.

* Co hdi va thach thtrc méi dbi véi ng dung
doanh nghiép.

SV tw nghién ctru giao trinh:
= Hé thdng théng tin ké toan.

Hé théng hoach dinh nguén lwc

t6 chirc (ERP)

= Téng quan vé hé théng hoach dinh ngudn
lwe td chire

= Phan mém hé théng hoach dinh nguén lwc
td chire

= Gia tri kinh doanh cla HT hoach dinh
ngudn luc t6 chirc

= Xu thé phat trién hé thdng hoach dinh
ngudn luc t6 chirc




Khai niém ERP

* ERP con dwoc goi la hé thdng doanh
nghiép, la mot giai phap tich hgp tir chi mot
nha cung cap cho cac chirc néng nghiép vu
chinh nhu: tiép thi, tai chinh, nhan sy, ké
toan, ... dwa trén mot bo cac module phan
mém tich hop va CSDL tap trung.
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Mo hinh ERP

ar " - Tién mat
Tai chinh - Tai khoan phai thu
va Ke toan - Tin dyng khach hang
- Doanh thu
Ban hang CO' SO DU LIEU Nguan
va Tiép thi TRUNG TAM mhin lyrc
-Dithing - Gity lam vige
- Dy bao ban hang - Chi phi nhan cdng
- VE}J cau hoan tra = Ky nang lam viéc
- Didu chinh gié ban
Ché tao

va San xuét

- Nguyén liéu
- K& hoach sdn xust

- Thi han giao hang

- Naing luc sén xust 5
- Mua héng

Wu, nhwoc diém cta ERP
» Pu diém cta ERP:

= Loai bd viéc chia cac ing dung va div Ii(:eu trong cac bd
phéan khac nhau clia doanh nghiép (cac oc dao thong tin
— “information island”)

* Duoc hd tro tdt hon

= Dung giai phap “best of breed”

» Nhwoc diém clia ERP:
= Chi phi cao
= Doi hdi thay ddi In khi hién thyc.




Phian mém ERP

= Cac quy trinh nghiép vu dwoc hd trg béi phan

mém ERP

= Quy trinh tai chinh va ké toan
= Quy trinh nhan sw

= Quy trinh ché tao va san xuét
= Quy trinh ban hang va tiép thi
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Phan mém ERP (tt)

= Chon céc chirc nang cla hé théng mudn su dung
va anh xa (map) cac quy trinh kinh doanh vé&i cac
quy trinh kinh doanh dwoc xac dinh trwdc trong
phan mém.

= Cac nha cung cp phan mém doanh nghiép dan
dau :
= SAP
= Oracle
= IBM
= Infor Global Solutions
= Microsoft.

Gia tri kinh doanh cua HT hoach dinh
nguén lwc té chirc

= T&ng hiéu qua hoat dong va cung cap théng tin
toan cong ty dé& gilp cac nha quan ly dwa ra
quyét dinh tt hon.

= Giup cac doanh nghiép dap ng nhanh chéng
cac yéu cau clha khach hang déi véi thong tin
hodc cac san pham.

= Cung cAp nhiéu théng tin co gia tri dé cai thién
viéc ra quyét dinh quan ly.




Xu thé phat trién ERP

= Internet dang lam thay déi thé gidi.

= Toan cau hoa.

= T6c d6 thay ddi ngay cang cao.

= Quyén loi ctia khach hang ngay cang duoc
coi trong hon

= S hinh thanh xa héi théng tin.
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Hé théng quan tri chubi cung trng

(SCM)

= Chudi cung &ng la gi ?

= HTTT va quan tri chudi cung trng

= Phadn mém quan tri chudi cung (rng

= Chudi cung &ng toan cau

= Gia tri kinh doanh cta hé théng quan tri
chudi cung tng

Chuéi cung trng la gi ?

= Chudi cung rng ctia cdng ty & mot mang
lwdi cac td chivc va quy trinh kinh doanh dé
mua s&m nguyén vat liéu, chuyén cac vat
liéu nay thanh cac san pham trung gian va
thanh pham, va phan phéi cac thanh phdm
cho khach hang.




Chubi cung (rng ctia céng ty NIKE

Bin nguoc ding
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HTTT va quan tri chudi cung (rng

= Chudi cung ng khdéng hiéu qua khi tao ra
théng tin khdéng chinh xac hoac khéng kip
thoi nhu:
= Tinh trang thiéu phu tung
= Cong suat nha may s dung chwa ding mirc
= Qua nhiéu hang tdn kho thanh phdm
= Chi phi van chuyén cao

HTTT va quan tri chudi cung (rng
= V&n d& hiéu ¢ng bullwhip
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Phan mém quan tri chubi cung trng

* Phdn mém giup doanh nghiép hoach dinh
chuéi cung rng (supply chain planning):

] rT]é hinh héa chudi cung tng hién tai, tao dw bao nhu
cau cho san phadm, va phat trién k& hoach tim ngudn
cung &ng va san xuat toi wu.

* tao ra cac diéu chinh can thiét cho ké hoach san xuét va
phéan phoi.

= chi*c nang quan trong va phirc tap nhét 14 hoach dinh
nhu ciu.

= Gidi phap quan tri chudi cung &ng cta JDA Software,
SAP va Oracle.
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Phan mém quan tri chudi cung rng

= Phdn mém giip doanh nghiép thwc thi cac
bwéc chudi cung ng (supply chain
execution):
= quan ly dong san ph&m théng qua cac trung tam phan
phéi va kho d& dam béo rang san pham duoc giao dén
dung vi tri theo cach hiéu qua nhat.

Chubi cung trng toan cau

= Ky thuat Internet gidp truyén théng tin théng

suot gilra cac hé thong chudi cung &ng ndi

bd va chia sé thong tin v&i cac ddi tac chudi

cung rng bén ngoai.

= Nha quan ly st dung mét giao dién Web dé khai thac
vao cac hé théng ctia nha cung cp.

= P4i tac kinh doanh st dung cac cong cu quan ly chudi
cung (rng dwa trén Web cong tac tric tuyén trén cac dw
bdo.

= Pai dién ‘bén hang truy cép' thong tin lich trinh san xuat
va hau can clia nha cung cép dé theo déi trang thai don
hang cuia khach hang.
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Chubi cung trng toan cau (tt)

*» M& rong khodng cach dia ly Ién hon va sy
khac biét thei gian so véi cac chubi cung trng
trong nwéc va nhivng nguwdi tham gia tir mét
sb quéc gia khac nhau.

= Internet gip quan ly nhiéu khia canh cua
chudi cung (rng toan cau.

= Khuyén khich gia cong quan ly kho, quan ly
van chuyén, va cac hoat dong lién quan dén
cac nha cung cp hau can bén thi ba.
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Chudi cung (rng hwéng Internet d6i méi
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Gia trj kinh doanh ctia hé thong quan tri

chuoi cung rng

* Cho phép sap xé&p ca hai qua trinh chubi
cung ng ndi bd va bén ngoai.

= Quén ly théng tin chinh xac hon vé nhirng
gi san xuét, lwu trir va di chuyén.

= Gidm chi phi chudi cung rng cé6 mét tac
dong Ién dén loi nhuan cla cong ty.

= Tang doanh thu.
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Hé théng quan tri quan hé khach hang

(CRM)

» Quan trj quan hé khach hang la gi ?

* Phan mém quan tri quan hé khach hang

= Gia tri kinh doanh cta hé théng quan tri
quan hé khach hang

Quan tri quan hé khach hang la gi ?

= Hé théng quan tri
quan hé khach
hang (CRM) thu
thap va tich hop di
liéu khach hang tir
khap t6 chire, cling
c6 dir liéu, phan
tich di liéu, va sau
dé phéan phoi cac
ket qua toi cac hé
thong khac nhau va
cac diém tiép xdc
(touch point) khach
hang trén toan
doanh nghiép.

Ban hang
- Ban hang qua dién thoai
Bén hang qua trang web
Bén hang tai cira hang bén 18

- Ban hang qua mang lui
- Dir ligu thng dai

Tiép thi @
- Dé.:r ligu chién dich - Dir liéu dich vy

tiép thj dya trén trang web
- Phan tich o ligu - DO ligu khdng day
- D@ ligu dich vy
mang ludi

Dich vu

- Ngi dung




Phan mém quan tri quan hé khach hang

= Cac goi CRM toan dién hon chira cac mo-dun
cho partner relationship management (PRM)
va employee relationship management (ERM).
= PRM st dung nhiéu di¥ liéu, cong cu va hé théng
giébng nhau nhw quan tri quan hé khach hang dé
tang cwdng su hop tac gitra cong ty va cac dbi tac
ban hang.
= ERM giai quyét cac van dé clia nhan vién co lién
quan chat ché dén CRM, chang han nhuw thiét 1ap
muc tiéu, quan ly hiéu suat nhan vién, thuéng dwa
trén nang suét va huan luyén nhan vién.
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Phan mém quan tri quan hé khach hang (tt)

= C4c nha cung cap phan mém CRM chinh:
= Oracle
= SAP
= Salesforce.com
= Microsoft Dynamics CRM.

Phan mém quan tri quan hé khach hang (tt)
= Sales Force Automation (SFA)

= Dich vu khach hang

= Tiép thi




Phan mém quan tri quan hé khach hang (tt)

= CRM hoat dong (Operational) bao gdm cac
ng dung lién quan dén khach hang, chéng
han nhw coéng cu dé tw déng hoa ban hang,
trung tdm cubc goi va ho tro dich vu khach
hang, va ty déng hoa tiép thi.

= CRM phan tich (Analytical) bao gdm céac &ng
dung phan tich di¥ liéu khach hang dwgc tao
ra b&i cac tng dung CRM hoat dong dé cung
cép thong tin nhdm nang cao hiéu qua kinh
doanh.
= Két qua quan trong la gia tri sbng clia khach hang

(Customer lifetime value - CLTV) doi v&i cong ty.
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Céc kénh:
- Téng 84 cude goi

- Trang web
- Khong day

- Hoat déng ban hang 2a =

_ Email trec tibp Kho dor ligu - Khéich hang dem lai lgi nhuan
- Email khach hang - Phan khic tiép thj

- Cira hang bén & hojc nén ting - H sor khach hang

- Cong sy phén tich - Ty 1& rovi khoi

Céc ngubn khic:
- H@ thing phap ludt
- DG ligu nhan khiu
- D lidu tir bén thir ba
D@ ligu chién dich tip thi

oL
VaiA PHA DG
CONG CY PHLN HCH DU LIEU KHAC

Dir ligu khdch hang
Analytical CRM str dung moét kho div liéu khach hang hoac
nén tang phan tich va cac céng cu dé phan tich dir liéu
khach hang thu thap dwoc tir cac diém tiép xuic khach hang
clia cong ty va tir cac ngudn khac. »

Gia tri kinh doanh cta HT quan tri quan hé

khach hang

= Tang sw hai long cta khach hang

= Giam chi phi tiép thi truc tiép, tiép thi hiéu
qua hon va chi phi thdp hon cho khéach
hang mua va duy tri.

= Téang doanh thu ban hang bang cach xac
dinh cac khach hang lgi nhuan cao nhat va
cac phan doan dé tiép thij tap trung va ban
chéo.

= Phan hdi tét hon v&i nhu cau khach hang.
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Co hdi va thach thirc méi déi véi

trng dung doanh nghiép
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Théch thwe

= Cét giam chi phi hang tén kho, thi gian d&t
hang dén lic giao hang, dap tng khach
hang hiéu qud hon, dem lai lgi nhuan
khach hang cao hon.

= ng dung doanh nghiép phtrc tap rat ton
kém chi phi mua sdm va thuwc hién.

* ng dung doanh nghiép doi hdi thay dbi
céng nghé va thay ddi co ban trong cach
thirc hoat dong cta doanh nghiép.

Théch thirc (tt)

= Hé thdng quan ly chudi cung (rng ddi hoi to
chirc chia sé nhiéu théng tin va quy trinh
kinh doanh.

= Mot sb cong ty gap khé khan vé diéu hanh
va thiét hai khi 1an dau tién trién khai cac
trng dung doanh nghiép.

= Png dung doanh nghiép ciing dem dén "chi
phi chuyén dbi.

= Png dung doanh nghiép dwa trén cac dinh
nghia di liéu pham vi toan té chirc.

11
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Co hoi

» Gidi phap doanh nghiép, cac bd (suites)
doanh nghiép, hoac cac bd (suites) kinh
doanh dién tir dé& thwc hién quan ly quan hé
khach hang, quan ly chudi cung &ng, va
cac hé théng doanh nghiép lam viéc chéat
ché v&i nhau va lién két véi cac hé théng
ctia khach hang va nha cung cép.

Co héi (tt)

= Cac (rng dung doanh nghiép thé hé méi:
*Ma ngudn mé: Compiere, Apache Open for
Business (OFBiz), va Openbravo.
= Doanh nghiép nhé va vira: SAP (cac phién ban
dwa trén dién toan dam may)
* Phdn mé&m dich vu va phién ban dwa trén dién
toan dam may: NetSuite, Plex Online.

Co héi (tt)

= CRM huwdéng xa hdi va Tri tué kinh doanh

=Nhan vién twong tac véi khach hang thong qua
cac trang web mang xa hdi (Facebook, Twitter)

=Cac cong cu CRM hwéng xa hdi cho phép
doanh nghiép két ndi cac cudc trd chuyén va
cac mdi quan hé cla khach hang tir cac trang
web mang xa héi v&i cac quy trinh CRM.

=Tri tué kinh doanh trong (ng dung doanh
nghiép: Céac nha cung cdp (ng dung doanh
nghiép da thém tinh nang kinh doanh théng
minh

3
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