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TOMTAT:

Viéc tng dung hé thdng quan tri quan hé khach hang (ti€ng Anh la Customer Relationship
Management, viét tit 1a CRM) trd thanh then chdt trong viéc gitip doanh nghiép ting hiéu qua kinh
doanh. Bai vi€t nghién citu thuc trang hoat dong CRM tai cdc doanh nghiép vira va nhd & Viét Nam
thong qua dit liéu thit cAp dudc tic gia tdng hop tir cdc bdo cdo nganh, ngudn s6 liéu thong ké. Vi
phuong phép phan tich dinh tinh va thong ké mo t& nham danh gid mdc do Gng dung CRM clia cic

doanh nghiép vira va nhd, tir d6 d& xui't mot s& khuyén nghi vé quén tri quan hé khach hang trong

céc doanh nghiép vira va nhd & Viét Nam hién nay.

Tu khéa: quan tri quan hé khach hang, dich vu khiach hang, khdch hang, doanh nghiép

vira va nho.

1. Dit vin dé

Vi su phét trién vugt bic clia cong nghé nhu
hién nay thi viéc canh tranh gita cdc doanh
nghiép ngdy cang dién ra gay git, viéc duy tri
khach hang hién tai va ning cao mdc d hai long
clia ho tr§ thanh y&u t6 then chdt quyét dinh sy
thanh cong va phét trién bén vitng cia doanh
nghiép. Viéc xay dung mdi quan hé véi khach
hang biing hé thong CRM rit quan trong va cin
thi€t vi gitip duy tri mdt moi quan hé t6t dep vé6i
khach hang, gid tri ma khdch hang mang lai
khong chi 1a hiéu qud kinh doanh cho doanh
nghiép ma con la gid tri thuong hiéu bén vitng cho
doanh nghiép. f)’ng dung hé thong quén tri khich
hang trong doanh nghiép vira va nhd hién nay mé
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ra nhitng kh4 ning mdi trong viéc t8i uu héa hoat
dong va cdi thién chi't lugng quan 1y khach hang.

2. Co's6 Iy thuyét

2.1. Khdch hang

Theo Kotler va Keller (2020) trong quan tri
marketing: “khach hang la nhitng c4 nhan hoic t8
chifc ¢6 nhu cAu, mong mudn va tham gia vao quéd
trinh trao d6i gid tri d6i véi mdi doanh nghiép thong
qua viéc mua va stt dung sin phdm hay dich vu

2.2. Quan tri quan h¢ khdch hang CRM

Theo quan diém clia Trin Minh Pao (2012)
quan tri quan hé khach hang da phat trién va dugc
nhin thdc rong hon: “quan tri quan hé khach hang
12 mot qud trinh bao gébm tdng thé cdc hoat dong
lién quan dén viéc xay dung va duy tri cic mdi
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quan hé vdi nhitng khach hang c6 thé mang lai 1gi
nhuén cho doanh nghiép bing cich cung cip cho
ho cdc gid tri v sy thda min t6t hon”.

Theo mo hinh IDIC cia Peppers va Rogers
(2004), hé¢ thong CRM bao gém: Nhan dién
(Identify), Phan biét (Differentiate), Tuong tdc
(Interact) va Ca nhin héa (Customize). M6 hinh
nay giip doanh nghiép xdy dung trdi nghiém
khdch hang bén vitng va ting kh3 ning
gilf chian khach hang.

khdch hang ting 27%, cho thdy cong cu nay
khong chi thu hit khdch hang méi ma con ning
cao mtic do gdn k&t va trung thanh. CRM khong
chi 12 cong cu quan 1y dif liéu ma con 1 don by
quan trong cho ting trudng doanh thu, cdi thién
quan hé khiach hang va ning cao ning suit, dic
biét trong bdi cdnh doanh nghiép nhd va vira.
(Bang 2)

Bdng 1. Théng ké tinh hinh doanh nghiép

M6 hinh CRM tich hgp (Integrated st dung CRM

CRM) hién dai k&t ndi dit liéu tir nhicu bod
.. a9
phan nhu bdn hang, marketing, chdm s6c Chiss Y16 %
khdch hang, hinh thanh hé sinh thdi quan DN sU dung giai phap CRM di dong 65
tri dit li¢u khdch hang toan dién. Viéc tich DN s{i dung CRM On Cloud 87
hgp nay dic biét hitu ich v§i doanh nghiép . . U
N N 9 . ep et en DN dung CRM @é quan Iy danh ba va tu dong héa

vira va nho (SMEs) vi gidp ti€t kiém . . 82

o . N o ) quy trinh ban hang
chi phi, rit ngan quy trinh va ting kha
ning phan hdi tir phia khach hang. Do d6 DN nho (dudi 10 nhan su) dung CRM dé quan Iy 509
dé trién khai thanh cong, cic doanh difliéu ban hang va tiép thi °
nghi¢p can phdi xem day 1a mot chi€n  ['pygf dyng CRM dé tao khach hang tiém nang 61
Iugce dai han.

3. Phuong phip nghién cdu DN st dung CRM nuéi dudng khach hang tiém 57

Bai viét sit dung ngudn dit liu thit cap nang
dudc thu thip tir cdc bdo cdo vé CRM; DN st dung CRM tang nang suét tiép th 29
Statista va phuong phdp phéan tich dinh T}/ 18 DN 4p dung CRM 90

tinh nhim tdng hgp 1y thuyét vé CRM
dong thdi k&t hop phuong phdp thong ké
md td thong qua cdc dit liéu thit cidp thu

Nguén: Tong hop tit cdc bdo cdo Zippia, Statista, tim kiém CRM

Bdng 2. Hiéu qué ép dung CRM

thap dugc. trong doanh nghiép

4. Thuc trang hoat dong CRM hién Chiss V6%
nay ” —

Theo cdo bdo Customer Relationship Doanh nghiép datmuc tiéu kinh doanh 2
Management Software - Vietnam cilia N&ng suétlao dong tang khi céip quyén truy céap 146
Statista, doanh thu du ki€n ctia thi trudng CRMdidong
Phin mém quén 1y quan hé khdch hang tai Doanh thu tang 245
Viét Nam dy ki€n dat 87,06 triéu do la My Ty 1& gitt chan khach hang téng 27
vao nam 2025. Vi toc do ting rudng  ["Gigmeiquan hé t6t véi khach hang 74
hang ndm 15,18%, Viét Nam dang ting ———— - —

g 1 ) . A A A MUc dd hai long khach hang tang 47
budc bat kip xu huéng toan cau vé viéc — —
tng dung CRM dé quén 1y khich hang Doanh nghiép cat giam chi phi khi &p dung CRM 20

hiéu qud hon. (Bing 1)
Sau khi dp dung CRM, ty 1& giit chan

Nguén: Toéng hop tit cdc bdo cdo Zippia, Statista,
BizCRM, Capterra
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CRM mang lai hiéu qu4 rd rét vé doanh thu va
duy tri quan hé véi khdch hang, tuy nhién céc chi
s6 lién quan dén ting ning sudt lao dong trén
thi€t bi di dong va ti€t kiém chi phi con han ché.
Doanh nghiép can dé’y manh dao tao, tdn dung
cdc tinh ning CRM toan dién hon d€ ning cao
hiéu qué. (Bang 3)

CRM khong chi mang lai 1gi ich cho doanh
nghié&p ma cdn tdc dong tich cu'c d&€n nhan vién va
quy trinh vdn hanh, dac biét trong viéc quéan 1y d
liéu va tang tinh chii dong cho cdc bo phan. VGi sy
hiéu qud cla viéc tng dung CRM cho hé thong
quan tri cia cdc doanh nghiép nén ngay cang cé
nhiéu doanh nghiép ting mitc chi phi dau tu vao
CRM hon nita. Trung binh mdi doanh nghiép sé&
dau tu 15 USD/ngudi dung/thdng cho phan mém
CRM va mdi 1 USD dau tu cho CRM doanh
nghiép thu vé 8.71 USD 2. (Bing 4)

Cic chi s6 trén khing dinh CRM khong chi 1a
cong cu quan 1y dit liéu ma con 1a don b4y manh
mé gitip doanh nghiép ting hiéu qua kinh doanh,
dédc biét trong viéc du bdo chinh xdc, gidm chi phi
va ting ty 1& chuyén d6i.

Mic du CRM ngay cang phd bi€n. nhung phin
16n cdc doanh nghiép vin con dang gip khé khin
trong khau trién khai, dic biét 12 viéc thi€u nhan
su chuyén trach, dit liéu phin tdn va quy trinh
chua dong bd. Nhiéu md hinh CRM tng dung tai
Viét Nam cho thdy viéc k&t hdp giita cong nghé,
quy trinh, vdin héa huéng khdch hang mang lai
hiéu qué. (Bang 5)

Nhu vdy, CRM khdng chi phii hgp cho doanh
nghiép I6n ma con phu hgp cho nhitng doanh
nghiép vira va nhd, néu dugc trién khai ding
huéng. Tuy nhién, d€ phdt huy t3i da hiéu qua,
cdc doanh nghiép can cé chi€n luge phii hgp, ré
rang va dong bo dit liéu, dau tu cho ngudn nhian
Iuc vin hanh CRM.

Theo céc bio cdo qudc t& vé chuyén ddi s6 va
xu huéng tng dung CRM tai khu vuc Bong Nam
A nhu E-Conomy SEA 2024 (Google, Temasek &
Bain), State of CRM 2024 (Salesforce) va IDC
Asia/Pacific CRM Market Report 2024, toc dd
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Bdng 3. Miic dé st dung va hdilong
cla nhén vién khi st dung CRM

Chiss TVie%
M do hai long nhan vién ban hang 17
Mc do s dung nhan vién marketing
e 50
va cham soc khach hang
Nhan vién dugc phan quyén truy cap 82
Chét lugng di liéu khi ap dung CRM 8
cdi thién
Nguén: Tong hop tix cdc bdo cdo Zippia,
Statista, BizCRM
Bdng 4: Téc ddng CRM dén
hiéu qud kinh doanh
Chiso Ty1é %
Ty 1& chuyén déi khach hang tiém nang 51
Tang muic d6 chinh xac du bao ban hang 42
Giam chi phi tim ki€m khach hang 23
tiém nang
Tang ty 1& chuyén déi doanh nghiép 300
Tang dé chinh xac clia bao céo 42

Nguobn: Téng hop tix cdc bdo cdo Zippia,
Statista, BizCRM

trién khai CRM tai khu vuc dang ting nhanh, dic
biét & cac doanh nghiép vira va nhd. Theo Mordor
Intelligence (2024), thi tru6ng CRM DBong Nam A
duy tri t6c do ting trudng khodng 15 - 18%/nim,
v6i cdc linh vuc din ddu 1a ban 18, thuong mai
dién t va tai chinh - ngdn hang.

5. Giai phap

Déi véi doanh nghiép: PE t6i wu hda viéc thuc
hién CRM céc doanh nghiép cin xdy dung chién
ludc CRM mang tinh dai han gdn v6i muc tiéu
kinh doanh, dong thdi cin chi trong d&n viéc dao
tao nhan vién mot cdch toan dién dé ho st dung
CRM va thdy dudc tAm quan trong ciing nhu 1¢i
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APPLICATION OF CUSTOMER RELATIONSHIP
MANAGEMENT (CRM) SYSTEMS IN SMALL
AND MEDIUM - SIZED ENTERPRISES (SMES)

® HOTHI YEN LY
Ba Ria - Vung Tau University

ABSTRACT:

Customer relationship management (CRM) systems have emerged as a critical tool for
enhancing business performance and strengthening competitive advantage. This study examines
the current status of CRM adoption among small and medium-sized enterprises (SMEs) in
Vietnam using secondary data synthesized from industry reports, national statistics, and previous
research. Through qualitative analysis combined with descriptive statistical methods, the study
assesses SMEs’ levels of CRM implementation, identifies common challenges in technology
readiness, data management, and human resource capability, and highlights the factors
influencing effective CRM deployment. Based on these findings, the study proposes practical
recommendations aimed at improving CRM utilization, supporting digital transformation, and
enhancing customer relationship strategies within Vietnamese SMEs.

Keywords: Customer Relationship Management, customer service, customers, small and
medium-sized enterprises..
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