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TRICH YEU

Truong Dai hoc Hoa Sen ¢6 nhiém vu dao tao thé hé tré co nang luc dé phuc vu
cho dat nuwdc. Muc tiéu cua truong 13 tao co hoi trai nghiém hoc tap quéc té va ting
cuong ning lyc canh tranh nghé nghiép cho sinh vién. Nhiing kién thie nha truong diao
tao cho sinh vién 1a nén tang. Sy va cham vai thuc té 14 co hoi gidp cho sinh vién c6 thé
van dung kién thie da hoc. Giup sinh vién c6 thém kinh nghiém, 1a mét trong nhiing

hanh trang quan trong cho sinh vién sau nay.

Thuc tap tot nghiép gitp tdi hiéu dugc hoat dong cua mot doanh nghiép. Biét
duoc vin hoa va tac phong noi cong sa. Van dung kién thirc da hoc vao trong cong viéc

va tich 1ty kinh nghiém cho minh.
Dé linh hoi dwoc nhitng van dé trén, tdi da dé ra cho minh cac muc tiéu sau day:
e Muyc tiéu 1: Tim hiéu vé hoat dong, vin hoa caa mét doanh nghiép.
e Muc tiéu 2: Tao méi quan hé, hoc cach (ng xir va tac phong noi cong so.
e Muyc tiéu 3: Thyc hanh kién thie da hoc va tich lity kinh nghiém thyc té.

e Muyc tiéu 4: Hoan thanh tét ky thuc tap va viét béo cao thyc tap dung chuan.
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LOI CAM ON

Dau tién, t6i chan thanh cam on Cong ty Trach nhiém hiru han Sony Electronics
Viét Nam di tiép nhan va hd tro tdi trong thoi gian qua. Dac biét danh tinh cam sau sic
dbi v6i Anh Ding Quang Hung  Trudéng phong Professional Solution Engineering (PS
ENG), Chi Tran Thi Trang — Nhan vién hanh chinh phong Professional Solution
Engineering, cung c&c chuyén vién Bo phan Professional Solution (PS) va cac Bo phan

khac da nhiét tinh huéng dan toi ngay tir ngay dau tién.

Thi hai, t6i chan thanh cam on giang vién hudng dan cua tdi, thay Pham Vin

Minh di tan tinh huéng dan toi trong ky thyuc tap tot nghiép mot cach tét nhat.

Va cudi cing, toi chan thanh cam on Ban gidm hiéu truong Pai hoc Hoa Sen
cuing nhitng thay co trong van phong khoa Kinh té thuong mai di quan tim dén sinh
vién chung t6i. Gitip ching t6i ¢6 co hoi hoc hoi kinh nghiém thuc té tir dot thyc tap tot

nghiép .

T6i chan thanh giri 161 cam on dén tat ca nhitng sy gitp d& va chia sé quy bau do.
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DANH MUC TU VIET TAT

TNHH — Trach nhiém hitu han.

BH — Bao hanh.

SC — Sira chira.

PS — Professional Solution

PSD - Professional Solution Division.

PS ENG - Professional Solution Engineering.
CRM — Customer Relationship Management.
GTGT - Gi4 tri gia tang.

ASEAN - Association of Southeast Asian Nations.
10. AFTA - Asean Free Trade Area.

11. WTO - World Trade Organization .
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Béo céo tot nghiép

LOI MO DAU
Hién nay, bén canh nhu cu vé vat chit thi nhu cau vé dich vu ngay cang ting
1&n va chiém mét vi tri quan trong trong doi sdng. Vi vy, viéc nang cao chat lwong dich
vu 1a mot van dé rat quan trong trong ddi véi mdi doanh nghiép khi tham gia vao kinh
doanh. Mét trong cac dich vu gop phan tao dung long tin cho khach hang d6 1a dich vu
sau ban hang. Khdng phai chi cung cip mét san pham tét 1a lay duoc long tin caa khéch
hang ma chinh 1a dich vu kém theo sau san pham d6 c6 hoan hao va thda man nhu cau

cua khach hang hay khong.

Trén thé gisi nhan hiéu Sony ludn dugc cdng nhan nhu mot biéu tugng cua chit
lugng va uy tin. Do vay, ngay tu khi mai thanh 1ap, céng ty Sony Viét Nam da gat héi
dugc rat nhiéu thanh cong. Niém tin ma Sony Viét Nam mang dén cho ngudi tiéu ding
khong chi 1a viéc dam bao chat lugng san pham ma con 1 dich vu sau ban hang véi mot
mang luGi cac tram bao hanh rong khap toan quéc, duoc kiém soét tir hé théng dich vu

toan cau cua Sony.

Thay rd tam quan trong cua van dé nay trong xu thé kinh té hién nay. Qua thoi
gian thyc tap tai phong Professional Solution Engineering cua Cong ty Trach Nhiém
Hitu Han Sony Electronics Viét Nam. Téi da tim hiéu vé hoat dong va chit luong cua
phong PS ENG cua Cong ty, nén toi chon dé tai: “ Gidi phap nang cao chdt liwreng dich
vu sau ban hang cia phong bdo hanh thiét bi chuyén dung — cong ty Sony Viét

Nam”.
Noi dung bao céo gém 3 phan:
1. Gidi thiéu so lugc cong ty.
2. Hoat dong kinh doanh cua cong ty.
3. Cobng viéc thuc tap.

4. Chuyén dé&: “Gidgi phap nang cao chdt Iweng dich vu sau ban hang phong bdo

hanh thiét bi chuyén dung — cong ty Sony Viét Nam”.
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Béo céo tot nghiép

1. GIOI THIEU TONG QUAN CONG TY TRACH NHIEM HUU HAN SONY
ELECTRONIC VIET NAM

1.1. Théng tin téng quan vé Tap Poan Sony Electronics

1.1.1. Giégi thiéu so lwoc Tap Doan Sony Electronics Viét Nam

Tap doan SONY (SONY Corporation), goi tit 1a SONY, mét tap doan da qudc
gia, ¢ tru s¢ chinh nam tai Minato, Tokyo, Nhat Ban. SONY la tap doan dién tu ding

thi nam trén thé gioi.

Buoc séng lap boi 6ng Masaru Ibuka va 6ng Akio Morita vao thang 5 nam 1946
tai Nihonbashi Tokyo. Lac dau mang tén 1a Tokyo KogyoK.K, véi s vén la 190.000
yén.

Thang 1 nam 1958, Cong ty Totsuko chinh thuc trg thanh Céng ty SONY.
Thang 12 nim 1958 dwoc niém yét tai S¢ giao dich chung khoan Tokyo. Mét trong
nhitng viéc dau tién ma Morita va ddng nghiép nghi téi 1a lan luot dang ky thuong hiéu

SONY tai 170 nuéc, ving lanh tho va dang ky nhiéu nganh san xuat khac nhau ngoai

SOINY.

mMake.believe

Hinh 1: Logo Sony Electronics

nganh chinh la dién tu.

(Nguon: Tw liéu Cong ty Sony)

Nguén gdc tir “SONY”: Tén Sony duoc tao ra bang viéc két hop hai tir “Sonus”
va “Sonny”. Tir “Sonus” trong tiéng Latin chi nhiing gi lién quan dén am thanh. Tur
“Sonny” trong tiéng Anh c6 nghia 13 c4u bé ning dong. Bing cach két hop hai tir nay,
Sony mong muén mang dén mot doi ngii nhitng con ngudi ludn tran tré nang luc va
dam mé dé tao nén nhiing y tuong dot pha va nhitng phét trién cach mang. Véi vién
canh cdng ty s& md rong ra pham vi todn cau, vao nam 1968 cong ty di chinh thuc

thdng qua tén goi mai 1 “Sony Corporation”. D& dang duoc phat 4m va doc d6i véi bat
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Béo céo tot nghiép

ky ngdn ngir ndo. Tén goi Sony, thdi thic tat ca nhan vién khéng nging phan déu phét
trién vai tinh than hoc hoi va sin sang tiép thu.
Make.believe

Action Spirit
Do Think
Build Imagine
Design Dream

ll(dot)”
Sony’s role in uniting
“make” and “believe”

Hinh 2: Thong di¢p make.believe
(Nguon: Tw Liéu Cong ty Sony)
Théng diép “make.believe”: Tin rang td mo 1a khoi dau sy sang tao. Ludn ludn
tin tuong ban cd thé lam cho wdc mo cua ban tro thanh su that. D6 1a biéu twong cho

sirc manh sang tao kha nang lam cho nhirng y tudng tré thanh sy that.

“Believe”: Tuong trung cho nhitng y tudng va ly tuéng cua Sony — kha nang

suy nghi, tudng tugng va udc mo.

“Make”: Nhan manh dén kha ning doc dao cua cong ty dé bién nhimg ¥ tuong

nay thanh hién thuc.
“»: Noi cam hang gap g& sang tao va sang tao gap go thuc té.

“Make.believe”: S& thé hién ban than thong qua viéc gigi thiéu san pham dot
pha, cong nghé, thay dbi tro choi hip dan, ndi dung mai va dich vu mang méi cung cap

trai nghiém cho nguoi tiéu dung.

1.1.2. S ménh

St ménh cua Sony : Mot cong ty truyén cam hing va théa mén su hiéu ky cia
khach hang.
1.1.3. Tamnhin

TAm nhin cta ching ta 1a sir dung sy dam mé khong gi6i han vé cong nghé, ndi

dung va dich vu dé dem lai sy hao hing va su gidi tri mé&i ma chi c6 Sony c6 thé lam.
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Béo céo tot nghiép

1.1.4. Nhiém vu

Nhiém vu ctia Sony Viét Na m la lam ting thém niém vui , niém hanh phuc va
tién nghi trong cudc séng cling nhu trong cong viée cua cac khach hang tai Viét Nam
thong qua viéc cung cip cac san phdm va dich vu tuyét hao nhim lam cho khach hang
thoa man cao nhat.

Ut tién hang d4u : Trong nhiém vy nay , uu tién cao nhét 1a Chat luong cta san
pham va dich vu.
1.2.  Cong ty Trach nhiém hiru han Sony Electronics Viét Nam
1.2.1. Théng tin chung vé cong ty
1.2.1.1.  Lich sir hinh thanh va phat trién

Hinh 3: Tru sé chinh
(Nguon: Tu liéu Cong ty Sony)
Tén chinh thic: Cong ty Trach nhiém hitu han Sony Electronics Viét Nam.
Tru s chinh: 248 A No Trang Long, Phuong 12, Quan Binh Thanh, Thanh Phé
H6 Chi Minh.

S dién thoai: 38414488 — Fax: 38414477

Website: www.sony.com.vn

Chi nhanh Ha Noi: Tang 3, Khu B, Toa nha BIDV, 194 Tran Quang Khai, Hoan
Kiém, Ha Noi.

Chi nhanh Pa Nang: 808P, Hoang Anh Gia Lai Plaza, 01 Nguyén Vin Linh,
Quan Hai Chau, Pa Nang.

Nam 1994 Sony budc chan vao thi truong Viét Nam. Ban dau c6 tén 1a Sony

Viét Nam, la céng ty lién doanh gitra cong ty Vietronics Tan Binh (30%) va tap doan
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Sony Corporation (70%). Ngay 16/05/2008, cong ty Sony Viét Nam tuyén bb dong cira
nha may va doi tén thanh cong ty Trach nhiém hiru han (TNHH) Sony Electronics Viét
Nam véi 100% vén dau tu tir Nhat Ban. Tat ca cac san pham va linh kién déu duogc
cdng ty nhap khau tir Nhat Ban, Malaysia, Singapore, Hong Kéng, Trung Québc va phan
phbi dén nguoi tiéu dung qua céc cira hang, dai ly va chi nhanh. Hién nay Sony c6 4 cia
hang, hon 180 dai ly va hé thong bao hanh trén toan 64 tinh thanh.

1.2.1.2.  So do té chic cong ty

General
Director

Senior

Adviser
[ I I I 1 1
Consumer Marketing Planning & Professional Consumer Information Information
Sales Division Coordination Control Solution Service System System
__ South Sales Product ‘ A ccoant & PS Sales
Marketing Control —J
Nouth Sales Product Logistic PS Marketing
Safety & —
PS ENG
Software l scs V
Development | Representative

So @6 1: So dd té chiic cong ty Sony Electronics Viét Nam
(Nguon: Sinh vién tu thuc hién)
1.2.2. Giai thiéu phong ban thuc tap
1.2.2.1. Giai thiéu b phan chuyén dung cong ty Sony

Sony chuyén dung tai Viét Nam, mét bo phan thuge Cong ty Sony Viét Nam
trude day va hién nay thuoc Cong ty Sony Electronics Viét Nam, dugc thanh lap vao
thang 4/2000 va hoat dong nhu mot van phong dai dién cua Sony Corporation véi chac
nang tiép thi va bao hanh thiét bi chuyén dung va phat thanh-truyén hinh tai thi truong
Viét Nam. Trai qua 9 nim hoat dong, Sony chuyén dung tai Viét Nam di phat trién
manh mé& vai doanh s6, thi phan ting cao, ngay cang khang dinh uy tin va vai trd quan

trong dbi khach hang tai thi truong Viét Nam.
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Béo céo t6t nghiép

bia chi try so chinh: 248A No Trang Long, phuong 12, quan Binh Thanh, thanh
phé H5 Chi Minh. Tel: 08 4841 4488 _ Fax: 08 3841 4700

Dia chi chi nhanh tai Ha Noi: Tang 16, Thap B, Toa nha Vincom, quan Hai Ba
Trung, Ha Noi. Tel: 04 3974 2922  Fax: 04 3974 2846

Website: www.sonypro.vn

1.2.2.2.  Linh vuc hoat djng

o Tiép thi thiét bi chuyén dung

o Nhap khau va kinh doanh mét sé thiét bi chuyén dung theo gidy phép dau tu sd
411043000594 do UBND Thanh phé H6 Chi Minh cap ngay 16/5/2008

o Bao hanh thiét bi chuyén dung.

1.2.2.3.  So dd to chirc b phan Sony Chuyén dung

Sony Chuyén dung tai Viét Nam gom ba bo phan: PS Sales (Kinh doanh-Tiép
thi), PS MK (Marketing san pham) va PS ENG (Bao hanh) véi s nhan lyc hién tai 1a 27

nguoi.

PSD J

PS Sales PS MK J PS ENG

7

Nouth South NouthM SouthM PS ENG PS ENG
Sales Sales K K Ha Noi HCM

So dd 2: So @6 té chirc Sony Chuyén dung
(Nguon: Sinh vién tu thuc hi¢n)
1.2.2.4. Dichvuvahd trg
e Hoat ddng hd tro khach hang
> Huin luyén van hanh va huin luyén bao hanh: Trong nhitng nim qua, PSD Viét
Nam da thuong xuyén té chuc nhiéu dot huan luyén van hanh thiét bi va huén

luyén sira chira, bao hanh thiét bi cho khach hang. PSD Viét Nam hang nim
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ciing to chuc cac chuyén bao hanh xuyén Viét téi hau hét cac dai truyén hinh
trén ca nude dé thyc hién bao tri, bao dudng thiét bi. Moi khach hang tham du
cac trién 1am qudc té 16n vé thiét bi san xuit chuong trinh truyén hinh va thiét bi
chuyén dung. H tro tai liéu huéng dan sir dung , website ho tro cho khach hang:

WWw.sonypro.vn

> DOoi ngii phu trach san pham va d6i ngii kinh doanh ludn sin sang giai dap moi
thic méc cua khach hang va tu van nhitng giai phap ti vu phu hop véi nhu cau
va tiém lc tai chinh cua khach hang.
e Hoat dong marketing
> T6 chiic Trién 1am thiét bi chuyén dung tai Viét Nam voi quy md 16n va trung
bay c4c hé thong thiét bi mgi nhat, cong nghé hién dai nhat caa Sony
> T6 chuc hoi thao gigi thiéu san pham dén khach hang, tham gia tai tro nhiéu su
kién, trién 1am 16n.
e Hoat dgng bao hanh
> Trung tdm Stra chita va Bao hanh Thiét bi chuy@n dung — Sony chuyén dung tai
Viét Nam véi doi ngl ky su giau kinh nghiém trong viéc sua chira va bao hanh
thiét bi chuyén dung. Véi sy nd luc va cd gang khong ngirng, hé théng bao hanh
va tram giao nhan cua Trung tdm d c6 mit & hau hét cac thanh phé 16n trén
toan qudc: Ha Noi, Thanh Phb. Ho Chi Minh, Hai Phong, Pa Nang, Nha Trang,
Cén Tho. Hang nam, Trung tim to chirc nhidu dot huyén luyén sira chita va bao
hanh; déng thoi, Trung tam con t6 chic nhidu dot bao hanh xuyén Viét, mang lai
nhiéu tién ich cho khach hang.

1.2.2.5.  So dd té chirc phong Professional Solution Engineering ( PS ENG).

Mr. Dang Quang Hung

-~

PS ENG

PS ENG Hd Chi Minh
0 Chi Min Ha Noi

Mr. Thity

Ms. Trang { Mr. Hai { Mr. Canh { Mr. Ngoc

So dd 3: So dd t6 chirc phong PS ENG
(Nguon: Sinh vién ty thuc hién)
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1.2.26.  Nhiém vy
Trung Tam Bao hanh — Swra chira thiét bi chuyén dung va Hd tro k§ thuat 1a noi
cung cap cac dich vu bao hanh va hd tro k§ thuat di véi cac thiét bi chuyén dung PSD,
cu thé nhu sau:
e Bao hanh, sira chira thiét bi chuyén dung va phat thanh truyén hinh (PSD- Khéi
giai phap Chuyén dung).
e Tu van giai quyét cac van dé phét sinh khi sir dung san pham/hé thong.
e Huén luyén ky thuat.
e Xay dyng cau hinh hé thdng va ung dung.
1.2.2.7. Piachilién hé

Ha Noi
Tp HG Chi Minh
Dong Bic B6

Tay Béc BS

Céc tinh 1an can Ha N&i

13 no Hai Phong Nam Binh Thai Binh

Thanh Nghé Tinh

Binh Tri Thira Thién Hué
Quang Nam Pa Ngng
Tay Nguyén

Nam Trung B&

Bdng Nam BS

Can Tha - Tay Nam B

Hinh 4: Trung tdm bao hanh Sony
(Nguon:website pro.sony.vn))
Sony c6 cac trung tim bao hanh bao phu ca nudc, dic biét ¢ nhiéu trung tim

bao hanh Gy quyén Sony tai cac thanh phé 16n.
Tai Tp. Ho Chi Minh (trung tdm bao hanh):
248A No Trang Long, Phuong 12, Quan Binh Thanh
Tel: (08) 3841 4488 Fax: (08) 3841 4477
63 Quang Trung, Quan Go Vap

Tel: (08) 62955061 / (08) 39897057
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Tai Ha Noi (trung tdm bao hanh):

Tang 16, Thap B, Toa nha Vincom, 191 Ba Triéu, Quan Hai Ba Trung
Tel: (04) 3974 2922 Fax: (04) 3974 2846

Tai Céan Tho (diém giao nhan)

36 Ly Ty Trong, Can Tho

Tel: (0710) 3833 366 Fax: (0710) 3830 936

Tai Pa Ning (diém giao nhan):

Phong 808B, HAGL Plaza, 01 Nguyén Vin Linh, Pa Nang
Tel: (0511) 3582 593 Fax: (0511) 3582 594

Tai Hai Phong (diém giao nhan):

32 Lwong Khanh Thién, Ngd Quyén

Tel: (031) 3920 424 Fax: (031) 3920 424

Tai Khanh Hoa (diém giao nhan)

11 Yét Kiéu, Nha Trang

Tel: (058) 3813 980 Fax: (058) 3813 980

1.2.2.8.  Chinh sach bao hanh
Ap dung cho tit ca cac san pham thudc Bo phan Giai phap Chuyén dung mang
nhan hi€u Sony.
% Sitra chira bao hanh:
Thoi han bao hanh duogc tinh tir ngay nhap hang hoac ngay mua hang (ngay ghi
trén hoa don mua hang) nhung ngay mua khong duoc qua 03 thang ké tir ngay nhap
hang.
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phi):

©)

7/

S

ANEEAN

biéu kién dé duoc stra chita bao hanh (mién phi hoan toan hodc mot phan chi

San pham duoc cung cap truc tiép hay gian tiép qua cac dai 1y, tir Sony Chuyén
dung Chau A Thai Binh Duong — Sony Hong Kong hay Sony Electronics Viét
Nam con trong thoi han bao hanh.

Pé duge huong ché dd bao hanh, khach hang c¢é trach nhiém cung cap cac gidy
tir can thiét nhu hoa don, phiéu bao hanh,...dé xac minh ngudn gdc va thoi han
bao hanh.

Trong thoi han bao hanh, cac san phém duoc bao hanh khi hu hong 1a do chét
lugng cua linh kién hay 18i do nha san xuat san pham.

Ché d9 bio hanh
San pham bao hanh

o San phim may chiéu thoi han bao hanh 13 02 nam, ngoai trir dén chiéu
c6 thoi han c6 bao hanh 1a 90 ngay va khéi ling kinh c6 thoi han ¢
bao hanh 1a 01 nam.

o San pham camera an ninh thoi han bao hanh 1 03 nam.

o San pham XDCAM va NXCAM thoi han bao hanh 02.

o Phan mém bao hanh 90 ngay.

o Céc san pham khéc thoi han bao hanh 14 01 nam.

Viéc bao hanh khong bao gom:

o Phu kién dinh kém theo may: Cap, remote control, thé nh¢g, bang, dia,
software, pin, b sac.

o B0 phan tiéu hao khach hang mua riéng 1¢.

San pham trong thoi han bao hanh, thoa diéu kién bao hanh s& duoc sira chita
mién phi tién cong va linh kién duoc thay thé mién phi tily theo diéu kién ghi
trén.

Sira chira tinh phi:

San pham hét thoi han bao hanh.

San pham con trong thoi han bao hanh nhung khong do 15i chat lugng linh kién
hay nha san xuét.

Trudng hop khach hang tir chdi sira chira phai bi tinh phi kiém tra (tham khao

bang tién cong sira chita dinh kém).
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2. THUC TRANG HOAT PONG CUA CONG TY
2.1.  San pham va dich vu

2.1.1. San pham tiéu dung

May anh
Laptop

bién thoai

Am thanh tai nha

Hinh 5: Mt vai hinh anh thiét bi dan dung
(Nguon: Website Sony)

Céc loai tivi, cac loai ddu dia, am thanh tai nha, nhiép anh k¥ thuat s6, may anh
c6 thé thay d6i 6ng kinh, may anh quay Video & May quay phim, may tinh va thiét bi

ngoai vi, thiét bi am thanh ca nhan, game, dién thoai, thiét bi ghi va luu trix, phu kién.

2.1.2. San pham chuyén dung

> Thiét bi Truyén hinh chuyén dung

May quay, dau ghi/ phét, switcher — Ban tron hinh — K§ xao, server, hé théng
san xuat chuong trinh qua mang, thiét bi luu trit, man hinh chuyén dung, thiét bj am
thanh chuyén dung.

GVHD: Pham Van Minh Trang 11
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Thiét bi am thanh Thiét bi leu triv

chuyén dung

May quay

Switcher- Ban trgn hinh

— k¥ xao.

Man hinh chuyén dung .
Pau ghi / phat

Hinh 6: Mt vai hinh anh thiét bi truyén hinh chuyén dung
(Nguon: Website Sony)

> Thiét bj cong nghiép
May chiéu Camera an ninh May iny té

) . Thiét bi phat s6 qua
H¢ thong truyén hinh héi nghi mang

Hinh 7: Mét vai hinh anh thiét bi cong nghiép
(Nguon: Website Sony)

May chiéu — Thiét bi trinh chiéu, camera an ninh, hé théng truyén hinh hoi nghi, thiét bi

y té.
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2.2.  Nhacung cép, khach hang, d6i tha
2.2.1. Nhacung cap

Cac san pham va linh kién caa Sony Viét Nam thi dugc cung cap tir Sony Chau
A Thai Binh Duong. Mét sé linh kién cuaa san pham dan dung thi c6 ngudn géc trong
nuée. Nhung da duoc Sony chon lya ki cang. Viéc sir dung linh kién trong nuéc dé

giam di chi phi nhap khau. Viéc chon lya ki cang dé khdng anh huong dén chat lugng.

2.2.2. Khach hang
2.2.2.1.  Khéch hang cia san pham dan dung

Nhiing thiét bi dan dung cua cong ty Sony thudng nham dén nhiing ca nhan cd
d6 tudi tir 22 tudi tro 1én. La ngudi nang dong ca tinh, yéu thich cong nghé,co thu nhap
tr 6.000.000d/ thang.

Khéch hang con la nhitng ho gia dinh ¢ mirc thu nhap kha trg 1én, mong mudn

c¢6 duoc san pham hién dai, chat lugng.
2.2.2.2.  Khéach hang ciaa san pham chuyén dung

o Cac dai phat thanh-truyén hinh trén toan quéc déu sir dung thiét bi cua SONY
trong san xuat chuwong trinh truyén hinh, dic biét 1a VTV va HTV.

o Hang phim truyén lon.

o Cac co quan chinh phu.

o Linh vuc giao duc.

o Cac bénh vién, doanh nghiép trén ca nuéc.
2.2.3. Pbi thi canh tranh

Trén thi truong dién tir c6 rat nhiéu hang khac nhau, mdi thuong hiéu déu co
nhiing tinh ning riéng, dap (g cho khach hang. Véi Sony nhimg d6i thu nang Ky nhat
la Toshiba, Samsum, Apple, LG.
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Nhanh chan tung ra thi truong véi nhitng san pham méi, cong nghé méi va tinh
nang vuot troi. Samsum di nhanh chong chiém linh wu thé trén thi truong. Toshiba la
thuong hiéu néi tiéng khong kém, duoc nhiéu ngudi tidu dung Viét Nam tin tuong. Véi

thuong hiéu “Qua tao”, Apple da ludn thanh cong véi san pham méi caa minh.

Bén canh d6, khi cac nha san xut chi phi thap tir Han Quéc, Trung Quéc ciing
san Xuét ra nhiing san pham c6 tinh nang twong tu, Nhung gia thanh trén thi truong vo

cuing ré. Thi day ciing chinh 1a d6i tha ma Sony can luu ¥ hon.

2.3.  Thuec trang hoat dong kinh doanh
2.3.1. Nhiing tic dong ciia mdi trudng vi md, vi mé anh hwéng dén Sony Viét

Nam
2.3.1.1. Moi trwomg vi mo

a. Méi trwong kinh té

Tinh hinh quan Iy kinh té vi mé cua Viét Nam c6 than trong hon nhung 13i suat
ddng Viét Nam thuong xuyén dugce diéu chinh tang, ti 1& lam phat cao. N6 c6 mot tac
dong 16n dén hoat dong kinh doanh cua cong ty, dic biét 1a ddi véi nhiing san pham
dién tir co gié tri cao nhu cua Sony. Khi I3i suat dong Viét Nam ludn duoc ting cao, xu
huéng tiét kiém s& ting cao trong khi xu hudng tiéu ding giam di. Ngoai ra, khi ti 1&
lam phét cao, nd s& day moi chi phi gia ting, dan dén gia thanh san pham ciing s& ting
cao tuong ng.

b. M@éi trwong, chinh tri, phap luat

Déi voi diéu luat vé bao vé méi truong, Sony Viét Nam ludn tuan tha tot cac
quy dinh vé bao vé mdi trudng vi day ciing chinh 1a mét trong nhitng cam két cua tap
doan Sony trén toan thé gigi thong qua chuong trinh hé théng quan 1y méi trudng toan

CAU.

Dbi véi van d& binh ding viéc lam, luat st dung lao dong: Sony khdng nhiing
tuan tha nghiém tlc nhiing quy dinh caa phap luat vé binh dang viéc lam, luat st dung
lao dong, cong ty con dem dén cho ngudi lao dong nhitng chinh séch phuc loi ca nhan

khé cao va lam hai long hau hét nhitng nguoi lao dong.
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Déi voi cac thay d6i vé xuat nhap khau, thué suat: Day 1a mot yéu td maoi truong
bén ngoai hoan toan khach quan ma Sony Viét Nam chi c6 thé kiém soat bang cach theo
doi, du doan, ndm bt nhitng thay d6i d6 dé tir 46 c¢6 thé dé ra chién luoc cho hoat dong
kinh doanh ciing nhu chién luoc marketing ciia minh chir khdng thé tac dong mét cach

chu quan duoc.

C. M@i trwong van hoa, xa hoi

Nguoi Viét c6 xu hudng dung hang ngoai, nhat 1a d6i voi nganh dién tir, chwa co
cong ty dién tir Viét Nam nao c6 chat lugng tét dép ing duoc nhu cau cua thi trudng. Vi
vay, con dudng phat trién cho nhitng cong ty dién tir Viét Nam con rat nhiéu kho khan,
con Sony da tro thanh thuong hiéu quen thugc cia nguoi Viét.

d. Anh hwéng céng nghé

Nhan thirc dugc tim quan trong anh hudéng caa cong nghé, Sony Viét Nam luén
nghién cau tim t0i nhitng cong nghé méi nhat dé ang dung trong qué trinh san xuat cua
minh, dé tao ra nét doc dao khac biét cho san pham caa minh.
2.3.1.2.  MB@éi trwong vi md

a. Nha cung cap

Nha cung cap 1a mot trong nhiing yéu td bén ngoai rat quan trong ddi véi qua
trinh san xuat kinh doanh ciia mot cong ty. Nhiing vat liéu, linh kién nha cung cap cung
g cho cong ty s& mot phan nao quyét dinh dén sé luong va chét luong dau ra cia san
pham, su 6n dinh cua day chuyén san xuat, kha ning giao hang diing han caa cong ty.

b. Khach hang

Dbi véi Sony, khong chi dirng lai ¢ viéc tim hiéu nhiing dac diém va dap ung
nhu cau cua khach hang, ta c6 thé thay nhitng san pham caa Sony con 1a mét dinh
hudng cho khach hang, 12 nhitng gi ma khéach hang s& huéng dén, s& thay Ia can thiét
trong twong lai, mac du trude khi tiép x(c véi san pham ho chua hé biét dén diéu do.
San pham caia Sony khong chi don thuan 1a san pham, ma con 1a nhiing ich loi, tién nghi
va nhiing gia tri vo hinh khac ma ho sé& c6 duoc khi st dung san pham.

¢. Péi thii canh tranh

Phan quan trong cua viéc kiém tra cac yéu to bén ngoai la phai nhan dién dugc

cac dbi thu canh tranh va xac dinh dugc wu thé, khuyét diém, van hoi va méi de doa cua

ho. Vi Sony Samsum, LG va Apple 1a hai d6i thu dang né trén thi truong dién tir.
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Hién nay, Sony chi méi bit dau chu y dén hoat dong phan tich va thu thap, tim
hiéu vé cac ddi thu canh tranh nhung chi & muc gian don nhu: théng ké cac chuong
trinh quang céo, khuyén mai cua cac dbi thi canh tranh trén bao dai, cac quang cdo tim
ngudi cia cong ty canh tranh dé biét dugc chién lugc kinh doanh, tinh hinh néi b, cac
cai tién v& san pham,... nham tim ra nhitng diém manh va yéu caa ddi tha canh tranh, tir

d6 d& ra chién lugc hanh dong cho céng ty minh.
2.3.2. Tinh hinh heat dong kinh doanh

Theo sb liéu cua cong ty Sony, trong 3 quy dau nim 2012. Vi tong sé von dau tir 1a
55.271.849 ty. Thi loi nhuan trudc thué cta cong ty 1a 12.752.543 ty , loi nhuan sau
thué 12 9.067.954 ty. Doanh thu ciia cong ty ting khoan 25,5% so voi naim 2011. Theo
tinh hinh chung, trong nhitng nam gan day, bat chap viéc kinh doanh trén toan thé gioi
dang sa sut, doanh thu ctia Sony tai thi truong Viét Nam van lién tuc ting truang. Tham
chi trong 3 nam tré lai day, doanh thu cta Sony ting déu din gan 25% mdi nam. Tai thi

truong Viét Nam, uy tin cua thuong hiéu Sony gan nhu bt kha chién bai.

Cic khoan S6 tién (ty dong)
Tdng cong ngudn von 55.271.849
Doanh thu thuan vé ban hang 162.074.804

Thu nhap tai chinh 1.662.882

Loi nhuan trude thué 12.752.543

Loi nhu4n sau thué 9.067.957

Bang 1: S6 liéu tai chinh cua Sony
(Nguén: Tur liéu tir Sony)
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3. CONG VIEC THUC TAP TAI CONG TY

3.1.  COng viéc chuyén mén da thuc hién

3.1.1. Lam tha tuc nhan may va bién ban ban giao may
e MO ta cong viéc

Khach hang dén dé sira chira mdy, thi du tién nhan vién Sony phai Iam gidy
nhan méy. Dé xac nhan 1a Sony c6 nhan caa khach hang may gi, tinh trang hu hong
khéch hang bao ra sao.

Bién ban ban giao 1a vin ban thoa thuan 1a Sony c6 giao cho khéach hang thiét bi
dién tir loai gi, s6 may gi, ngay ban giao, va ban giao may c6 kém theo linh kién hay
khéng... Trong bién ban phai c6 chir ky xac nhan gitra bén giao va bén nhan.

e K§ niing can co
Biét cach doc Modelmay va s6 may.

Can than khi ghi gidy nhan may.

YV V V

K§ nang giao tiép khach hang.

Kinh nghiém hoc dwoc
Viéc ghi gidy nhan may can phai can than, ghi rd thdng tin ctua khach hang nhu
tén, dia chi, s6 dién thoai, s6 fax...dé tién lién hé véi khach hang khi cé viéc can. Néu
khach hang mang theo phu kién cia may thi nhap vao trong hé thdng dé sau nay ban
giao. Luu ¥ nhat 1a d6i véi may hét bao hanh, théng bao khach hang phai tinh phi kiém
tra, toi thiéu 330.000d néu sau khi Sony bao gia, khach hang khong dong y sita. Tranh
truong hop khach hang khiéu nai khong stra vi sao tinh phi.
3.1.2. Nhap dir liéu don dat hang va dir li¢u hoa don

e MO ta cong viéc thuc tap.
Hang thang déu phai nhap dit liéu don dat hang dwoc xuét ra tir hé théng Scope

dé 1am bdo céo.
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EH| Lead Time of Ordered Part Fy1l2 Octl2.xds
1 shopwrpc 30111 2[9946-9947 |.bxt
L shopwrpc 291112[9942-9945].ct
L shopwrpc 281112[9938-9941 J.bxt
L shopwrpc 271112[9934-9937 |t
| shopwrpc 261112[9929-9933].txt
L shopwrpc 221112[9923-9928 ).t
|| shepwrpc 211112[9918-9922]. bt
L shopwrpc 201112[9915-9917 .t
|| shepwrpc 191112[9912-9914]. bt
L shopwrpc 161112[9909-9911 .tk
|| shepwrpc 13111 2[9906-9908 |.bd
L shopwrpc 13111 2[9896-9905]. bt
|| shepwrpc 12111 2[9835]. .t

L shopwrpc 12111 2[9891 -9894 ].txt
|| shepwrpc 09111 2[9290 ]t

L shopwrpc 09111 2[9877-9889].bxt
|| sheopwrpc O81112[9870-3870]. b

'S . AT 2 -

T-L I

| shopwrpc 24101 2[9835-9838 .t
L shopwrpc 231012[9825-9834 .t
L shopwrpc 171012[9817-9824 .t
| shopwrpc 171012[9815-9816].bct
L shopwrpc 151012[9811-9814].tct
| shopwrpc 12101 2[9808-9810].tt
L shopwrpc 111012[9797-9806].bct
|| shepwrpc L01012[9795-9795] bt
| shopwrpc 051012[9758-9794 .t
| | shepwrpc O41012[9784-9T7ET].bd
L shopwrpc 041012[9753 .t

| | shepwrpc 031012[9776-97E2].bd
| shopwrpc 02101 2[9763-9775].txt
| I shepwrpc 011012[9761-9782]. bd
| shopwrpc 01101 2[9758-9760].txt
| | shepwrpc 2B0912[9754-9757 ].bd
| shopwrpc 27091 2[9748-9753].txt
| | shopwrpc 250912[8745-87405] b

e 1no DraTAY o

1A e

Hinh 8: Céc file dir ligu dwoc xuat ra tir hé théng Scope
(Nguon: Chup tur file Order data phong bao hanh chuyén dung

Dung thong tin cac file c6 duoi .txt. nhap dix liéu vao file Lead Time of Ordered

Part.

Lén website Oriss kiém tra dit liéu hoa don rdi nhap vao file trén.

Welcome, Tran Thi Trang
[ Sign Out My Profile |

Check Status
PartNo

veu

No of Rows: |28

PO No~ PaRT No  RP CODE  DESCRIPTION QTY )

SD) (USD)
V2Z-09824A1017 A1860154A A1889154A MOUNTED 3  286.76 86028
C.BOARD
MAIN
COMPL
VPZ-09538A0725 A1869154A A1869154A MOUNTED 1  286.76 286.76
C.BOARD
MAIN
COMPL
VPZ-0956540801 A18691544 A18691544 MOUNTED 1 286.76 28675

UPZ-D9570A0802 A1869154A A18601544 MOUNTED 1 28676 28676
c.Bo

MAIN
COMPL

amber your customer's name

PRICEPRICE AMOUNTAMOUNT STATUS

Slow? | Seftings | VIETNAM

= I

Be Sensitive to your customer

Check Status.

PO No

dvanced Search ZBO <12 Days ZEOQ >= 12 Days

CARTON

STATUS REMARKS Invoice No ot CONSIGNEE WRPC

DATE
24-0ct12 Shipped URGENTLY 2000013923 0400085159 150433

06-Aug-12 Shipped URGENTLY 2000010029 0400061044 150433
10-Aug-12 Shipped ASC-DN

2000010275 0400061832 150433

10-Aug-12 Shipped ASC-HN4 2000010275 0400062521 150432

Hinh9: Giao dién Oriss khi kiém tra dir liéu ciia héa don

ta duoc file nhu sau:

(Nguon: Chup tir Website Oriss)

GVHD: Pham Vin Minh

Trang 18



Béo céo tot nghiép

Has1 - e | 2000011281
B c 5 E F G A [ 3 K
lo.  Ord. Date u"g’:‘“:“ ord Desc Invoice No ﬁ!ﬁz:‘;gm Received Date ISE::E Tate
CustOrdlo ordpm__|a
86 U2 11Uz 18691534 | 2 WICB WAIN EX120 /A1 2000009230 20JUIZOTZ | Z4-Jukiz | 31-dui12
87 M2 11-luk12 188330211 | 4 129 2000008815 13-JUl2012  47-Jul2  A7-Juk12
88 k12| 11-luki2 1 2000008815 13-ul2012  A7-Juk2 A7-Juk12
89 Uz 11duk12 1 CAPACITOR TANTALUM 2000008915 13-JUK2012  A7-Juk1z | 19-Jul12
90 11-Jul12 | 11-Juk12 1 CIRCUIT PROTECTOR 084 2000008915 13-JUKE012  A7-Jub12 | 19-Jul12
91 MUz 11duk12 1 TRANSISTOR CPH3109- 2000008916 13-ul2012  A7-Jub12 | 19-ul12
92 MUz 11duk12 1 DIODE NSADE0DH-T1-4 2000008976 13-Jul2012  17-Juk12 | 19-Ju-12
93 M2 11-luk12 1 1CTeB43AE22 2000008915 13-Ju-2012  17-Juk12 | 19-u-12
94 Mduk1z | 11-luk12 A11384454 | 1 MOUNTED C.BOARD HN 2000009230 20-Ju-2012  24-Jul-12
95 Uz 11-duk12 AB348080A | 2 OPTICAL BLOCK ASSY KEST10A 2000009230 20-Jul2012  24-Jukz
9 MJu1z | 11dul12 178704851 | 1 UOTOR DC (SPINDLE 2000009230 20-uF2012  24-Juk12
97 MUz 11duk12 483480804 | 2 OPTICAL BLOCK ASSY KES110A 2000009230 20-ul2012  24-Juk12
98 120uH12 | 12-Jul12 1 BATTERY STORAGE LITHIUM 2000009229 20-ul2012  24-Juk12
99 12012 12-luk12 1 LARGE EVECUP ASSY 2000009047 17-Ju-2012  20-Juk12
00 121z 12-luki2 1 SWITCHBL CONTROL 2000009047 17-Ju-2012  20-Juk-12
01 ABJuHz | 16dul12 & 3668012035 | 1 RUBBER DIAL KNOB 2000009230 20-Jul2012  24-Jukiz 2
02 18-Ju-12 | 16-Jul12  VPZ-09498ADT1E 371737001 | 1 KNOB DIAL 2000009230 20-u-2012__ 24-Jul12 _ 24-Jul12

m

v Vv ¢

3.1.3.

Hinh 10: File Order Data
(Nguon: Chup tir file Order Data cuia phong bdo hanh chuyén dung))

K§ ning can thiét hd tro cong viéc.
Biét sir dung Excel.
Can than khi nhap dit liéu tranh bi sai sot.

Kinh nghiém hoc dwgrc.

Rén luyén tinh can than trong cong viéc.

M6 ta cong viéc thuc tap.

Biét duoc cach doc dir liéu va nhap dix liéu.

Kiém tra linh kién theo don dit hang va kiém ké kho linh kigén

Khi hang veé, kiém tra linh kién theo don dit hang. Kiém tra theo part va sé

luong bao nhiéu. Sau d6 mang linh kién di nhap vao kho, theo vi tri da gan san.

Cudi thang s& kiém ké kho, dé xem thir sé lwong linh kién con tn trong bao cao

duoc in tir hé théng Scope c6 gidng vai sé linh kién ton trong kho hay khdng. Mdi part

s& 6 mot vi tri nhat dinh trong kho, du trén bang dit liéu xuét ra tir hé thong dé kiém ké.

(SReai

Part G
Locat i

SALES

1
2
3
4
5
6
?
8

8>

ode
on

QUANTITY

PART CODE
A1869155A
A1888788A
A1883414A
A1893341An
A1893342A
A1978188BA
A3016H83A
A3381%64A

B¥ C\Windows\system32\cmd.exe

INVENTORY MASTER INQ

A1869154A Description
KiEX145 Rank

ON HAND AUAIL
3 3

CURR.-MTH.
a

DESCRIPTION

MCB,. MAIN EX175 ~ A172
MOUNTED C. BOARD. UG-5
MD{N228> SUB A.<8> E A
§ L1 ASSY, EX188-EX120
8 L1 ASSY. EX145-EX17%
MOUNTED C. BOARD. S¥Y-3
MOQUNTED C. BOARD. MAIN
RELAY BOX ASSY

UIRY

SAFETY STK.
B.08

-3
1

-4
3

0-H

2885A
82¢§>-21
1437066A

?5A TCN

-5

=]

B5-12-112
B ECB. MAIN EX145% ~ A1784218A

SR—GTY
a

-6
]

AVAIL.

5]

DRI EE
DEEEEFEE

Hinh 11: Kiém tra ma linh kién trén Scope

=

AUG.SALES.
a

LOCATION
K2

P28

(H)ext {Crlear {0>rd (P>rice ¢R)>epl Re<Sleruv <{1-8> HNH ALT-Fi1—>Uiew ESC->Quit

£3

(Nguon: Chup tir hé théng Scope phong bao hanh chuyén dung)
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e K¥ ning can thiét hd tro cong viéc.

Can than, gon gang khi kiém ké, va diéu can thiét I biét vi tri nao doc ma linh kién

dé kiém tra.

e Kinh nghiém hoc dworc.
Biét dugc cach kiém tra linh kién. Tiép xtc véi linh kién va céch sip xép kho

gon gang dé dé dang trong viéc quan ly kiém tra.

3.1.4. Theo dbi thong tin khach hang trén hé théng Scope va goi dién cho khach
hang
e MO ta cong viéc
Trén hé thdng Scope c6 luu cac cdng viéc sira chira caa khach hang. Mdi tht hai
hang tuan déu kiém tra cac cong viéc dé trén hé thdng xem thtr céng viéc sira sira khéach
hang nhu thé ndo. Néu di sita xong, bao khach hang thanh toan rdi nhan may. Néu da
bao gia hoi khach co dong y stra hay khong dé tién hanh dat hang. Néu khéach khéng
dong y sita thi hoi ly do, ghi chii va béo sép dé sép giai quyét.

(SRABGE > REPAIR JOB STATUS ENQUIRY B6/12-112

Repair Jobh : BP-12./6651 Received Date : B6-/87112

Cust. Name == CT TNHH DIEN TU PHONG BAO AN Spares Total : 16975209 .580
fddress — 1 = 48 — LO D - PHAM UAN CHI - Tech. Charges : 15ARAEA . BAA
Model Name : PUU-2806P Repair Total : 15763928 . 888
Serial No. : 31881 fidvance 8 8.880
Model Ctg¢i>: DUY,DUR Invoice Total : 17274321 .9680
Home Service: N Job Type : Paid

Prev. Job Mo: BP-11/6131 Warranty No H

Customer’'s Complaints = Condition of Set :

HINH BI RUOC, CO QEU, KIEM TRA
UA THAY NUT JOG

Date Compl. = 24-87/112 Date Collected : 28-8%-112 HNo Action =
Cust.Tel (»)> : 9131632-858958@ Current Status : COLLECTED

E.Return Date: 16-87-112 Technician : NGUYEN HONG CANH
BG+1588. 2-7.

Alt—F1 -> Details ESC to quit

Hinh 12: Theo d6i cong viéc trén Scope
(Nguon: Chup tir giao dién Scope phong bdo hanh chuyén dung)
e K§ ning can c6
> K¥ ning sir dung hé théng Scope va can than.
> K§ ning giao tiép, n6i chuyén voi khach hang qua dién thoai.
¢ Kinh nghiém hoc dwgc
C6 co hoi thuc hanh va tim hiéu thém chic ning cua Scope va co hoi tiép xdc

vé6i khach hang. Rén luyén thém k§ ning giao tiép.
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3.1.5. Kiém tra gia linh kién trén website Oriss va cap nhat gia linh kién
e MO ta cong viéc
Ding nhap vao website Oriss.ap.sony.com dé tra gia cua linh kién, sau do cap
nhat gi& nay vao trong file cd san trén 6 dia cua phong PS ENG.
e K ning can c6
Biét cach sir dung internet.
Khi nhap sé tién can can than.
e Kinh nghiém hoc dwoc

Biét dugc cac chirc ning trén web Oriss va thao tac sir dung.
3.2.  Cong viéc hd tro da thuc hién
3.2.1. Hb tr¢ sao lwu, in va fax tai liéu

e MO ta cong viéc thuc tap.

Pay 1a mot trong nhitng céng viéc hanh chinh quan trong. Toi di sao chép, in 4n
tai liéu cho cac nhan vién trong b phan mdi khi can. Nhiing tai liéu toi thuc hién gom
nhitng t& trinh, hop déng, bao gia, bién ban thanh 1y hop dong...

e K§ niing can thiét dé thuc hién cong viéc.

» Ky nang thao tac in va photocopy.

> K§ ning tim toi hoc hoi. C6 nhitng lic may gap van dé thi can phai biét tim toi
dé c6 thé 1am cong viéc duoc tt nhat.

e Kinh nghiém nhan dwoc tir cOng Vviéc.

Tbi dd hoan thanh tét cong viéc ndy. Qua cong viéc nay toi lai duoc thuc hanh
nhiéu hon k¥ ning van phong, bén canh d6 co kinh nghiém nhiéu hon trong viéc khac
phuc nhitng 15i k¥ thuat ciia may nhu ket gidy, 15i phan mém...

3.2.2. H® trg @ong goi linh kién, thiét bi giri cho khach hang
e MO ta cong viéc thuc tap.

H trg dong gop cac linh kién hoac thiét bi gui cho khach hang. Tuy cong viéc
nay don gian nhung quan trong. Néu khéng can than cé thé 1am hu hong linh kién, thiét
bi trong qué trinh di chuyén.

¢ Kinh nghiém hoc dwoc

Cach dong goi cac linh kién, thiét bi dién tir khi gui qua duong buu dién can

phai chat, va cac goc canh phai duoc 16t ém. Dé tranh bi hu hong trong qua trinh van

chuyén.
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3.2.3. Hb tro cac cong viéc phong nhan su
e MO ta cong viéc thuc tap.

Hb tro phong nhan s cit dan nhing thi trang tri bang trong cong ty nhu: Chuc
mung sinh nhat nhan vién. Ho tro 1am comment trong nhitng hinh cong ty chup lai khi
c6 t chirc hay sy kién quan trong nhu: Family day, Terry Fox. Trang tri cay thong Noel
va dong moc.

K¥ niing can thiét hd tro cong viéc

Biét cach tao comment vui, nhung khong tuc tiu.

Y VY

Can than khi cit cac hinh c6 nhiéu goc canh.

Kinh nghiém hoc dwoc

Khi trang tri bang sao cho mau sac hai hoa, don gian, nhung dep, khdng 10a loet.

4. CHUYEN PE THUC TAP: “MOQT SO GIAl PHAP NANG CAO DICH VU
SAU BAN HANG CUA PHONG BAO HANH THIET BI CHUYEN DUNG -
CONG TY SONY”

4.1.  Hién trang dich vu sau ban hang phong bao hanh thiét bi chuyén dung

4.1.1. Nhirng diém thuan lgi trong hoat ddng cong ty Sony

41.1.1. B may té chirc va quan ly chuyén nghiép, ddi ngii nhan vién giau kinh

nghiém

Mt t6 chirc cia Cong ty Sony vé ciing chuyén biét nhu bo phan Marketing, Bo
phan Sales, Bo phan Bao hanh, B6 phan IT, Bo phan Software...viéc nay giup cho cac
cdng viéc dugc chuyén nghiép va mang lai hiéu qua cao hon. Bén canh d6, su chuyén
biét nay gilp Cong ty c6 thé danh gia ding ning luc va trinh d6 cia tirng nhan vién.

Vé mat nhan vién cong ty Sony c6 mot doi ngii nhan vién giau kinh nghiém va
c6 tinh than trach nhiém trong cong viéc. Mbi nhan vién trong cong ty déu ¢ nhiing ky
nang, pham chat riéng cho tung vi tri. Bén canh d6, nhan vién Sales, Marketing 1a
nhitng nhan vién tré tudi, sang tao, ning dong. ..
4.1.1.2.  Thwong hiéu manh, uy tin, chat heong san pham cao

Sony la mot thwong hiéu dién tir noi tiéng trén thé gigi. Véi uy tin vé chat lugng
san pham va dich vy khach hang nhanh chéng. Sony dd mang dén niém tin cho khéach
hang ¢ Viét Nam trong sudt 18 nim qua.

Sony Viét Nam ¢ ngudn vén Ion tir nudc ngoai day la mét trong nhitng nén

tang virng chic gidp cdng ty thuan loi trong viéc kinh doanh, xuat nhap khau .
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Co s& vit chit cua cong ty hién dai va day da, thuan tién cho nhan vién trong
qua trinh lam viéc.
4.1.1.3. Hé théng quan ly dich vu sau ban hang khéi chuyén dung hoat ddng
hiéu qua
Cong ty Sony cé mét b phan Bao hanh chuyén biét. B6 phan nay c6 nhiém vu
Bao hanh thiét bi, giai quyét thic mic khiéu nai cua khach hang vé san pham chuyén
dung ciing nhu cung cap linh kién cho cac Trung tdm bao hanh Uy quyén Sony. Su
chuyén biét nay, tao ra sy chuyén nghiép, rd rang, dat khoat va bai ban, quan ly dé dang
va mang lai hiéu qua cao trong cong viéc. Pay 1a mot trong nhitng yéu té quan trong
g6p phan nén sy thanh cong caa Cong ty.
a. Gigi thiéu so lwgc hé théng Scope va Website Oriss
< Hé thdng Scope 1a mot hé thng quan ly cia Sony bén My, duoc Sony Viét Nam
&p dung. Hé thdng nay c6 nhiéu chirc nang nham nhap va xuat linh kién, nhan
may va giao may,quan ly hang tén kho, theo ddi cac hop dong vai khach hang,

hd trg bao cao....

- C:\WINDOWS\system32\cmd. exe

(SCOPE) scC 3 S 03/12/112

Main Menu

Reception Contro
workshop Control Menu
Management Menu

Reports Menu

service Manual Menu

Lock Reset - EMERGENCY !!

shift-F2 to quit menu

Hinh 13: Giao dién chinh chwong trinh Scope
(Nguon: Hé thong Scope cuiia Cong ty Sony)

R/

% Website: www.oriss.ap.sony.com la trang website ctia Sony. Gilp theo gioi,

quan 1y cac don dat hang, va cac linh kién ton kho bén Singapore.
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Hinh 14: Giao dién chinh caa website Oriss

(Nguon: Website Oriss.ap.sony.com)

b. Biéu dd ngix canh caa hé théng quan ly dich vu sau ban hang thiét bj

chuyén dung

Yéu ciu nhap linh kién

_DPon dat hang N

TI hoéng tin linh kién
2; A ] , i

NHA
CUNG
CAP

QHhap kho linh kign

Xuat héa don
DPon dat hang . A 1 ‘
" HE THONG
Bang bao gia A 1
l QUAN LY
v op ddng ban linh kién DICH VU
KHACH | Xut kho linh kién SAU BAN
HANG | Bién ban ban giao HANG
Yéu cau BH -SC > THIET BI
Gidy nhan may CHUYEN
Hop dong sita chira DUNG
Thanh toan >
Yéu| Thong| Bao
cau tin cao
bao chi
cao dao
BAN
LANH PAO

Biéu d6 1 : Biéu dd ngix canh caa hé théng quan ly dich vu sau ban hang

(Ngudn: Sinh vién ty thuc hién)
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c. Biéu dd phan bé chire ning

HE THONG QUAN LY DICH VU SAU BAN HANG
THIET BI CHUYEN DUNG

{ 3. Bdo hanh { 4. Bao cao

1.Nhaplinh = 2. Béanlinh
kién kién
1.1.L4ap 2.1. Nhan
danh —— yéu cau
sach mua linh
1.2. Gui 2.2. Bao gia
don dat linh | linh kién
kién
1.3. Nhan 2.3. Lf}lm
linh kién + | hop dong
hoa don ban linh
1.4. Kiém 2.4 Xuat
tra linh ki¢n Kholigh
kién
1.5. Nhap 2.5. Lam
kho linh — hoéadon
kien thanh toan
2.6.Giao
linh kién +
Xac nhan
Ghi chu
BH : Bao hanh

(*): Hét han bdo hanh

3.1. Giay 4.1. Lap béo
nhan may . céo

3.2. Kiém
tra phiéu
bao hanh

3.3. Bao gia
(*)

3.4. Hop
ddng sita
chira (*)

3.5. Xuat
kho linh
kién

3.6. Bién
ban ban
aiao

3.7. H6a don
thanh toan

*)

3.8. Gidy
bién nhan
(BH)

Biéu @6 2: Biéu @6 phan bé chirc ning

(Nguon: Sinh vién ty thyc hién)
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c. M0 ta chi tiét cac chire niing

(1.1) Lap danh sach linh kién

Khi c6 nhu cau dat linh kién méi thi soan danh séach linh kién trén
Scope. Ghi rd loai linh kién, sb luong 1a bao nhiéu.
(1.2) Giri don dat linh kién

Sau khi 1am danh séach linh kién can dat 1a dwa vao danh sach d6
lam don dat hang trén website: Oriss.ap.sony.com.
(1.3) Nhan linh kién va hoéa don

Khi c6 thong bao linh kién da vé thi qua bén kho dan dung lay hang,
nhan héa don cta minh. V& luu lai dé cudi thang nop ké toan, ké toan tra
tién cho nha cung cap.
(1.4) Kiém tra linh kién

Trudc khi mang linh kién nhap kho thi kiém tra linh kién theo don
dit hang theo nhitng théng tin: M4 linh kién, sé luong.
(1.5) Nhap kho linh kién.

Sau khi kiém tra linh kién, thi s& nhap kho. Linh kién s& duoc gan
Va0 Vi tri trén hé thong Scope.
(2.1) Nhan yéu cau mua linh kién

Khach hang c6 nhu cau mua linh kién s& yéu cau mua linh kién.
Y&u cau nay c6 thé dugc nhan qua mail, dién thoai, buu dién. ..
(2.2) Bao gia linh kién

Khi nhan dugc théng tin dat mua linh kién cua khach hang thi sé
tién hanh lam bao gié linh kién.

Nhan dugc bao gia linh kién khach hang dong y, cong ty sé& tién
hanh 1am hop ddng ban linh kién giao cho khéach hang.
(2.4) Xuat kho linh kién

Muén giao linh kién cho khach can phai lam gidy xuat kho linh

kién trén Scope.
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(2.5) Lam hoa don thanh toan

Khéach hang thanh toan xong méi c6 thé lay linh kién, xuat héa don
cho khéch. Lién hdng khéch giit, lién tring nop ké toan, lién xanh gii lai
dé luu.
(2.6) Giao linh kién kém gidy xac nhan

Linh kién duoc giao cho khach, kém theo phiéu bao hanh linh kién
va khach ky xac nhan.
(3.1) Gidy nhan may

Khi khach hang mang may t6i 1am gidy nhan may, yéu cau khach
hang ky tén, giao cho khach.
(3.2) Kiém tra giday bao hanh

Truéc khi nhap vao chuong trinh Scope, kiém tra xem may con
trong han bao hanh hay ngoai han bao hanh dé théng bao tinh phi.
(3.3) Baogia

Khach hang dong y sira, sé& tién hanh soan béo gia gui cho khéch.

(3.4) Hep dong sira chira
Khéch hang nhan dugc bao gi thi sé c6 hai truong hop:

Truong hop 1: Khach hang khong dong y sira, s& tinh phi kiém tra.
Truong hop 2: Khach hang ddng y sita chita thi tién hanh lam hop

ddng sira chira.

(3.5) Xuat kho linh kién

Khi da xac dinh linh kién can thay thé, c6 hai truong hop xay ra:

Truong hep 1: Néu linh kién can thay thé con trong kho thi s&
xuat linh kién, giao cho k§ thuat yéu cau xuét linh kién.

Truwong hop 2: Néu linh kién khéng con ton trong kho thi phai tién
hanh dit linh kién. Sau khi hang vé, hang s& duoc nhap kho, sau dé sé& tién

hanh xuét linh kién, giao cho nhan vién k¥ thuat.
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(3.6) Bién ban ban giao

Sau khi khach hang di thanh toan day d, méi tién hanh giao may.
Bién ban ban giao khach hang gitr mot ban, phong bao hanh sé gitr mot

ban dé luvu.

(3.7) Hoéa don thanh toan
Bi4o khach hang may di sita chira xong, yéu cau khéach hang thanh
toan trudc khi nhan lai may.
Truong hgp may bao hanh thi chi can in ra form gidy dé luu.
Truong hop may tinh phi thi thanh toan truc tiép bang tién mat
hoac chuyén khoan. Néu thanh toan bang tién mit thi xuat héa don cho
khach hang. Néu khach hang thanh toan bang chuyén khoan, thi sau khi
chuyén khoan thanh cong mai giao may cho khéach hang.
(3.8) Gidy chitng nhan
Truong hop duoc bao hanh khong tinh phi thi phai in ra gidy bao
hanh linh kién gi, bao nhiéu tién..dé luu cudi thang lam béo céo.
(4.1) Lap béao cao
Vao cubi thang Ban lanh dao yéu cau lap béo cao vé tinh hinh nhap,
ban va bao hanh may, linh kién. Cac thao tac déu thuc hién trén Scope.
Céc hd so sir dung
D1: Phiéu yéu cau
D2: Pon dat hang
D3: Hoa don gia tri gia tang
D4: Bao gia linh kién
D5: Hop ddng mua béan
D6: Gidy xac nhan
D7: Part Requisition Slip
D8: Gidy nhan may
D9: Phiéu bao hanh
D10: Bang béo gié stra chira

V V V V V V V V VYV Vv &
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> D11: Hop dong sira chira
> D12: Gidy chung nhan
» D13: Bién ban ban giao.
e. Biéu do dir liéu déi véi tién trinh
< Nhap linh kién
DPon dit hang
D1 phiéu ye
célju - D2 pon dat
hang
v P:-]:!: 1.2
5 leu G
Nhaicung Yyéu chunhip linh kién  ygu don
cab ciu dat
linh kign
kién Theo
Thanh toan cho nha cung cip doi
LK
15 1.3 14
Nhap Nhan Kiém tra linh ki¢n Kiém
khO < "nﬁ theo don dat hang tra
linh kién + linh
Kia hoa kién
1en don
D3 Hoéa don
GTGT (héa don
do)

Biéu d6 3: Biéu dd dir ligu doi veéi tién trinh nhap linh kién

(Nguon: Sinh vién ti thuc hién)
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+ Ban linh kién

Giri bao gia cho khéach

D4 Béo gia linh R
D2 pon dat hang Kicn D5 Hop déng
& mua ban
2.2 213
2.1 . P
\ 4 " 4o am
Nhan < A
2 R A gia op
Khéach hang yeu linh > ain
A E—— . A .
cau ) Khach dong y ) 9
Yeuchu | mua Kién tiénhanhlam = ban
A mua linh . hep dong linh
e linh ia
¢ ia ién
kién €
26 2.5 2.4
Giao Lam Xuat
linh e Kho
Kign don linh
N —
kem Thanh toan trwéc | thanh kién
gidy khibangiao | 4os0
Xac
nhan
, D3 Hoa don gia tri D7 part
D6 Giay xac nhan sia ting Requisition Slip

Biéu d6 4: Biéu a6 dir li¢u doi véi tién trinh ban linh kién

(Nguon: Sinh vién ti thuc hién)

GVHD: Pham Van Minh Trang 30



Béo céo tot nghiép

<+ Bao hanh, sira chira

D8 cisy D9 phiéu
nhan may bao hanh
3.1 .32 |
‘ Kiém
4 Yéu cau bao hanh - X
Khéch » Giay » tra
hang Ghi giay nhan may nh@n phiéu
7'y 7'y may BH
Lam |
bi,én Trong Ngoai
bz\in han han
bfan bio bao
glao hanh hanh
\ 4
3.6 3.8 3.3
Bién 2 )
bén Giay Bao BPlS
n ., ang bao
. ban bién gla gia sira
Xuat ) nhan chira
héa alao °
don do
o D13 D12 Gidy I
khach Bién ban ching nhan pong Khéng
ban giao .. A
y stra dong y
sita,
thanh
¢ toén
phi
3.7 L L kiém
o= Xuat Hop tra,
don kho dong
thanh < Lol e
toan | Thanhtodn tién sira chita theo hop ddng kién chira
D3 Hoéa don D4 part DEL]'
gié tri gia Requisition H‘ip do[‘g
e Slip sira chira

Biéu @6 5: Biéu dd dir ligu ddi véi tién trinh BH-SC
(Nguon: Sinh vién tw thyc hién)
Chii thich: Miii tén mau xanh chi may nam trong han bdo hanh, miii tén doé chi may nam

ngoai han bao hanh.
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4.1.2. Nhirng diém cin dwogc luu ¥ va cai thién

Thir nhat 1a tiép tan tai phong bao hanh chuyén dung c6 mét sé van dé can luu y
sau: Tai phong chuyén dung, tiép tan chuyén cac cong viéc nhan may, tra may, dit linh
kién, b&o gi4, xuit hoa don thanh toan, nop tién va gidy dé nghi thanh toan cho ké toan,
chuan bi tai liéu trainning, tra loi mail, nghe dién thoai tu van cho khach hang...con 1am
thém nhiéu cong viéc hanh chinh khac. Vi 1y do d6 ma dbi luc tiép tan khdng tryc tai
phong suét thoi gian 1am viéc caa minh. Khi khach hang goi dién thoai nhung khong ai
nghe méy. Day 13 van dé nho, nhung ciing can luu y dén vi anh hudong dén trong cong
tac bao hanh stra chra.

Thir hai 1a khi nhan may cua khach hang vao cong ty can ghi cha so vé tinh
trang bén ngoai ciia may trong gidy nhan may. Vi da co trudng hop, do may sir dung lau
ngay, mot sb bo phan vé bén ngoai bi bao mon va hu hong. Khach hang khéng hiéu
duoc van dé nay va cho rang chinh nhan vién ky thuat da lam hong.

Cudi cuing 1a hé thong quan ly dich vu sau ban hang caa phong bao hanh chuyén
dung. Phong bao hanh chuyén dung quan ly khach hang bang phan mém Scope. C6
chtrc nang luu trir cac thong tin ban linh kién, luu trir thong tin sira chita caa khach hang,
hd trg bao cdo. Nhung c6 mot bat cap 1a khi khach hang lay may xong thi s& xuat ra
khoi hé thdng. Nén nhimng thong tin co ban ciia khach hang khong dugc Iuu lai. Chi khi
nao nhap dang s6 cong viéc thi mai hién 1én thong tin cua khach hang. Nén phai ghi
chép nhiing thong tin nay 1&n mot cudn s6. Néu can lay thdng tin thi phai mg cuén sb
nay ra dé xem thong tin cua khéach, hoic 1a hoi khach hang vé nhitng théng tin dy.Van
dé nay rat mat thoi gian cho nhan vién va thiéu chuyén nghiép. Hon nita, viéc hoi di hoi
lai thong tin ciia khach hang nhu vay s& lam khach hang cam thiy minh bi bo roi, khong
dugc cong ty quan tdm va nhé toi.

42. Co sé ly thuyét
4.2.1. Khai quat chung dich vu sau ban hang

Dich vu sau ban hang 1a mét trong nhitng chic ning cua Quan tri méi quan hé
khéach hang (CRM- Customer Relationship Management). Pay la mét loai hanh vi cung
cap dich vu, mot khau khong thé thiéu viéc quan Iy méi quan hé khach hang cua doanh
nghiép kinh doanh, caa nha san xuat hay cung tng dich vu. Hau mai va hau mai tét la

thé hién sinh dong caa quan niém: “Khéng chi quan tim dén giao dich ma phai quan
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tam dén quan hé véi khach hang" va "giir khach hang cii con quan trong hon c6 khach
hang mai*.

Dich vu hdu mii thuong bao gém viéc huéng dan s dung, kiém tra mién
phi san pham, bao dudng dinh ky, duy tu, stra chira, ting mién phi cho khach hang
nhiing vat tu, linh kién, vat liéu lién quan dén san pham va cac phuc vy mién phi khéc.

Trong mdi doanh nghiép thuong cé mot bo phan hay ca mét trung tam hau mai
la can thiét. Trung tdm nay c6 c4c nhan vién chuyén trach nham cung cép cac dich vu
hau mai tot nhat. D6 c6 thé 1a nhan vién ki thuat chuyén stra chira, bao hanh, bao tri san
pham. Nhung c6 nhitng nhan vién chi chuyén vé& huéng dan st dung, tiép xdc khéch
hang.

MJi cong ty c6 mot cach to chirc hé thong hau mai khac nhau. Dudi day 1a mot
s6 md hinh cha yéu:

o He thong hau méi chinh hang.
o Hé théng két hop véi cac cong ty thuong mai, Ky thuat.
o Hé thdng ay quyén.
o Doi co dong hau mai.
o Hiéu qua cua hau méi.
4.2.2. Quan ly moéi quan hé khach hang ( CRM - Customer Relationship

Management)

Nhu da d& cap, quan ly dich vu sau ban hang la mot trong cac khau quan trong
ctia CRM. Sau day 1a vai thong tin dé hiéu rd vé CRM.

42.2.1. Khainiém CRM

CRM 14 mét phuong phap giup cac doanh nghiép tiép cin va giao tiép véi
khéch hang mot cach c6 hé thong va hiéu qua, quan 1y cac thong tin ciia khach hang nhu
thong tin vé tai khoan, nhu cau, lién lac... nham phuc vu khach hang tdt hon.

Thong qua hé thong quan hé khach hang, cac thong tin cua khach hang s& duge
cap nhat va duoc luu trit trong hé thong quan 1y co s¢ dit liéu. Nho mot cong cu do tim
dir liéu dac bi¢t, doanh nghiép céd thé phan tich, hinh thanh danh sach khach hang tiém
ning va lau nim dé dé ra nhimg chién lugc cham séc khach hang hop 1y. Ngoai ra,
doanh nghiép con c6 thé xir Iy cac van dé vuéng méc cua khach hang mot cach nhanh

chong va hiéu qua.
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4.2.2.2. Chirc nang cia CRM
> Giai phap CRM gdm 5 yéu td

7
A X4

X/
L X4

Quan 1y diéu hanh ndi bo

T chtrc quan 1y ban hang

T chie dich vu sau ban hang
Quan ly céc hoat dong Marketing

B4o céo théng ké

» Cac hoat dong trong CRM

Tiém ning: Thong tin vé cac khach hang tiém ning ctia doanh nghiép.

T chirc: Thong tin vé cic cong ty khach hang ciia doanh nghiép ciing
nhu nhiing dbi tac.

Lién hé: Thong tin vé nguoi lién hé cua cong ty khach hang.

Co hoi: Nhitng co hoi ban hang can theo dai.

Hoat dong: Tat ca cac cong viéc vé cudc hen, tiép xuc khach hang do
ngudi ding cai dit nham quéan 1y, theo ddi thoi gian va cong viéc cua
minh.

Lich lam viéc: Nhitng cong viéc ma nhan vién phai lam trong thoi gian
gan gitp nhan vién dé dang quan 1y va thyc hién.

Chién dich: Thong tin vé cac chuong trinh tiép thi.

Hop ddng: Hop dong voi khach hang.

Tinh hudng: Théng tin vé phan hoi, thic mat ctia khach hang va giai
phap cho thic méc do.

Tai li¢u: Noi luu trir thong tin dung cho ca doanh nghiép.

Email: hop thu ca nhan cho mdi nguoi sir dung.

San pham: Nhing mit hang doanh nghiép cung cép, don gia. ...

Bao gia: Nhirng bao gid guri cho khéach hang.

Pon hang: Pon dat hang khach hang.

Du an: Gitp quén ly nhitng du an va cac cong viéc lién quan du an.

Bao mat: Quy dinh vé cac thong tin biao mat, vai trd va quyén hang

nguoi su dung.
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42.2.3. Phantich CRM

a. Dirliéu khach hang
Dit liéu khach hang 14 thong tin dit liéu tong hop vé mdt to chic khach hang hay
cac khach hang tiém ning hodc khach hang c6 thé 13 ngudi mua.
Khai thac dir liéu can cir vao muc ti€u khai thac dir liéu bao gém:

o Quan ly thong tin khach hang, khai thac khach hang.

o Phén tich ngudi tiéu dung, kiém tra muc d6 thda man nhu cu cua nguoi tiéu
dung.

o Cung cip dich vu mang tinh cé biét.

o Phan tich ban hang va bao cao ctua doi ngili nhan vién.

o Phan tich hi€u qua va thanh tich phuc vu.

b. Ghi chép thong tin vé khich hang

Thong tin khich hang can ghi chép can than nhu: Ho tén, gidi tinh, tén cong ty,

chire vi, chitc danh, dia chi, s dién thoai, sd fax, ma s thué, dic diém ca nhan. ..
. Xiy dung hd so thong tin khach hang

Sau khi ¢6 thong tin, tu liéu khach hang thu duogc, thi xdy dung hd so théng tin
khach hang. Noi dung bao gom:

o Thong tin co ban vé khach hang.
o Daic trung cua khach hang.

o Tinh hinh nghiép vu.

o Tinh hinh giao dich.

d. Quan ly ho so khach hang

o Xay dung hoan chinh hd so khach hang.
o Theo sét thdng tin khach hang.
o Sir dung hd so khach hang.

o Bao quan hd so khach hang.

o Quyén han chinh stra ho so.

o Quan ly khach hang.

o Lam thé nao dé ho so khach hang khong ngimng d6i moi.
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4.3.  Giai phap nang cao chat lhrgng dich vu sau ban hang caa phong bao hanh
thiét bi chuyén dung
4.3.1. Péxuity kién vé cac vin dé can luu y

Thi nhat 12 vé tiép tan: Vi tinh chét cong viéc nén doi lic vang mat tai quay tiép
tan. Khéch hang goi dién duoc tu vin nhung khong c6 ngudi tra loi may. Theo y kién ca
nhan, dé xut cho van dé nay 1 c6 thé dung dién thoai c6 chirc ning ghi am cudc goi.
Hoic 1a dang ky sb trén tong dai loai dich vu Inbound — Dich vu cudc goi vao. Bé hd trg
cdng tac bao hanh duoc tét nhat co thé.

Thir hai 12 vé van dé nhan may ddi voi mot s khach hang khé tinh. Khi nhan
may, nhin so lugc qua may phia bén ngoai, chd nao bi bao mon hay hu héng thi bao
khéch biét 12 may cua khach mang dén vi ly do di chuyén hay sir dung lau ngay thi bo
phan bén ngoai bi hong, sau d6 ghi rd rang vao gidy nhan may. Con vé van dé bi hu
hong bén trong thi doi ki thuat kiém tra va bao gia.

4.3.2. Giai phap vé phan mém quan ly khach hang
432.1. Giai phap dai han

Trén thi truong hién nay cé rat nhiéu phan mém CRM dap ¢ng nhu cau cua
nhiéu doanh nghiép. Tich hop nhiéu chic ning vé quan ly khach hang, quan ly hang
hoa, quan ly ban hang, quan 1y chuwong trinh marketing, va ty dong héa hd trg bao céo...
Néu Sony c6 thé thay thé hé thong Scope bang mot phan mém CRM nhu vay thi rat

thuan lgi trong cong tac bao hanh.

Vi du nhu phan mém CRM Vtiger, tich hop nhiéu chtrc niang nhu: ty dong hoa
qui trinh ban hang, dich vu va hé trg khach hang, tu dong hoa qui trinh marketing, quan
ly kho, tich hop Microsoft Outlook, tich hop thunderbird Thundebird va tong thong tin
khach hang.

4.3.2.2.  Giai phap ngan han: Gigi thiéu phan mém quan ly théng tin khach hang
bang access va cach sir dung phan mém
a. Gioi thiéu phan mém quan ly thong tin khach hang biang access

Dé giai quyét van dé nay trong ngin han, tdi gisi thiéu phan mém access. Phan

mém nay toi tim duoc trén website http://office.microsoft.com. Pay la phan mém nay c6

chtrc nang luu trit nhirng théng tin cua khach hang. Nhirng thong tin do6 1a di liéu khach
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hang ma cong ty da co san, bao gdm: Tén khach hang, tén cong ty, dia chi, sb dién thoai,
fax...Khi can biét théng tin cua khach hang, chi viéc nhap tén cua khach hang thi phan
mém s& tu dong san loc va cung cap thong tin cho ngudi st dung. Khi can thém mdi
thong tin khach hang ciing c6 thé thém méi. Ngoai nhirng thong tin co ban, phan mém
nay c6 phan ghi chd, & day, nguoi sir dung ¢ thé ghi chd hoic cap nhat nhitng cong
viéc, hop ddng da ting giao dich véi khach hang. Néu mudn gur email cho khach hang
thi viéc giri email ciing tré nén dé dang. Khi can chinh sira hay cap nhat thong tin ciing
c6 thé chinh sira va cap nhat.

Phan mém nay thi nhan vién chiu trach nhiém quan ly, lién lac véi khach hang
c6 quyén truy cap va st dung. Nhirng nhan vién khéach khdng c6 trach nhiém vé van dé
nay thi khong c6 quyén truy cap.

b. Céch sit dung phan mém

Giao dién chinh ciia phan mém

Getting Started Videos | Provide Feedbd

New Contact ~ Add From Qutlook  Create Mailing Labels  Shows/Hide Fields

[olT &0 3 Search Contacts E'Go i Show All Records

Open ~ | FirstName ~| LastName - | Company -| JobTitle - Category - E-mail Address +| BusinessPhone - Home Phont - |Mobile Phor - Zip/Postal C »
* | [New| Personal

Hinh 15: Giao dién chinh ciia phan mém bang Access
(Nguon: Chup tir phan mém)
Mudn nhap mai théng tin thi kich vao new contact, sau ¢ nhap nhiing thdng tin
khéch hang vao. Sau khi nhap xong thong tin caa khach thi bam “save and close” néu
khéng mudn nhap thém contact mgi. Hoac bam “Save and new” dé luu thong tin vira

nhap va bat dau nhap théng tin mai.
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First Name

Category personal

Open + | First Name « Last Name
Open Cao Tri Thi
# (New

€-mail

Company

Web Page

Job Title

Phone Numbers
Business Phone
Home Phane
Mobile Phone

Fax Number

Address # Clickto Map

Street

City
State/Province

Zip/Postal Code

Country/Region

1 View Filtered [ [ 5 |

Hinh 16: Giao dién phan mém khi thém méi théng tin khach hang
(Nguon: Chup tir phan mém Access)
Néu mudn luwu thong tin khach hang ma bang Outlook thi kich vao “save as

outlook contact”. Nhu vay giao dién sé hién ra nhu sau:

Full Name... Tran Han Tran Han

Company: Céng ty TNHH Mi‘ﬁ'Lan g Cang ty TNHH M¥ ¥ Lan
Job title: 0923675896 Work.

0934748546 Mabile
File as: Han, Tran E ngochan42@gmail.com

Internet 23, cong hda, tan binh, hd chi minh.

E] ngochan42@gmail.com

Display as:

Notes

‘Web page address:
IM address:

| » &R

Phone numbers

0973675896
e )

[Business Fax.. || - | |0sss775677
0934748546

Addr
E] 23, céng héa, tén binh, hé chi minh,

[Z] This is the mailing
address

4]

Hinh 17: Giao dién phan mém khi luu outlook
(Nguon: Chup tir phan mém Access)

Néu mudn tra ctiru théng tin bang cong cu outlook thi kich vao :Add from
outlook™ ta c6 giao di¢n sau:
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Select Names to Add: Contacts l ENG
Search: ) Mame only @) More columns Address Book A
Contacts - Advanced Find
Type your search keywords and click '"Go" to perform a search =
P »
Add -=
>

Hinh 18: Giao dién phan mém Access khi tim bang outlook
(Ngudn: Chup tir phan mém Access)

Mudn tra ciru théng tin thi ding cong cu search. Nhap tén khach hang rdi sau dé
ban “Go”.

| Nhap tén cong ty hoac tén khach
I hang vao day. Sau d6 bAm “Go™

e et o T o

Oper Fithame « Lsthame  Conpary » boTie + Gy + Evldabies — + BivessPhone « Hone bt Moot TPl

Qoo Tl ChgtyCom B IS I
¥ (Mo Perso

Hinh 19: Cach tra ciru théng tin khach hang
(Ngudn: Chup tir phan mém Access)
Mudn giri email cho khach hang, nguoi ding chi viéc tim thong tin khach hang

roi sau do click vao “E-mail”, thi s& hién ra giao dién sau:
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Message Insert Options Format Text Adobe PDF

| c! ¥ -

= Cut S| == 28 — e £d -

d = i= 2al,
s AREEE S A8 (LY

Past =kt b, A Add Check || Attach Attach B Calendar Signat Foll ! Spelii

aste B I Ul = ress Ched ad ach Business Calendar Signature | Follow pelling
JF Format Painter j|lZ- A ‘ Book Names || File Ttem Card~ - up~ | ¥ -
Clipboard i Basic Text Hames Include Options T || Proofing

This message has not been sent.
Tran Han [ngochan42@gmail,com]

Subject: |

» [0

Hinh 20: Giao di¢n phan mém khi muén gixi email
(Nguon: Chup tir phan mém Access)

Khi muén thém cot di liéu cua khach hang thi kich vao : “Show/ Hide Fields”,
sau d6 mudn chon thém théng tin gi chi can kich vao thong tin d6. Ta c6 giao dién sau:

I'=) Contact List

MNew Contact Add From Qutlook  Create Mailing Labels ~ Show/Hide Fields Column:
Last Mame
TS Search Contacts E" Go o ; Company
Open - | First Mame - | LastName - Company - | lobTitle - Catg Job Tite — | | fsiness Phone -
0 > Category
2pen ersoll E-mall Address
Open Tran Han Cong ty TNHH ! Persof| Business Phone 18675896
(New] Persoll) Home Phone JNE
Mobile Phone b
[7] Fax Number
D Notes
] Address
ety b
[7] state/Province
ZipfPostal Code =
Bl b
Close
N————

Hinh 21: Giao di¢n phan mém khi muén thém cgt thong tin

(Nguon: Chup tir phan mém Access)
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4.4. Danh gia

C6 kha ning quan sat va nhin nhan van dé dé dua ra cac giai phap khic phyc.
Tuy nhién dé thuc hién duoc cac giai phap thi can phai c6 su dong y cua ban lanh dao
va c0 thoi gian dé thay doi.

Déi vai giai phap dai han thi giai phap nay tinh kha thi khong cao, bai vi thay
d6i mot phan mém 1a mot van dé quan trong. Di véi Sony, Scope khdng chi sir dung
cho Sony Viét Nam, hon nita thong tin vé cac ma linh kién, gia ca duoc cap nhat trong
hé thdng tir trude dén nay rat kho co thé thay d6i. Néu thay doi thi s& anh hudng dén sy
hoat d6ng cuia cong ty va can phai cé thoi gian dai.

Riéng vé phan mém luu trir thdng tin khach hang bang access thi cé tinh kha thi
cao. Vi c6 thé gilp cai thién duoc han ché trede mét 1a luu trix thdng tin khach hang. dé
sir dung va khdng c6 anh huong gi dén sy thay doi trong cong tac bao hanh. Viéc sir
dung phan mém luu trir thdng tin khach hang nay, nhan vién quan ly khach hang trong
phong bao hanh cé quyén st dung, khong can thong qua ban lanh dao cua cong ty.
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KET LUAN

Qua 14 tuan thyc tap tai cong ty Sony, t6i dd hoc dwoc rat nhiéu kinh nghiém tir
nhiing viéc l1am hang ngay. Mic di, trong qua trinh 1am viéc con nhiéu sai sot, nhung
Vvéi sy gitp d& caa cac Anh / Chi trong phong bao hanh. Téi di hoan thanh tét ky thuc

tap ctia minh, dat dugc nhitng muc tiéu ma t6i da dat ra.
e Muc tiéu 1: Tim hiéu vé hoat dong, van hoa cua mot doanh nghiép.
e Muc tiéu 2: Tao méi quan hé, hoc cach (ng xir va tac phong noi cong so.
e Muc tiéu 3: Thyc hanh kién thtrc da hoc va tich liy kinh nghiém thuc té.
e Muc tiéu 4: Hoan thanh tét ky thuc tap va viét bao céo thuc tap ding chuan.
Trong dot thyuc tap gap nhiéu kho khan va thuan loi:

o Thuan loi: - Sy huéng dan nhiét tinh cia giang vién huéng dan.
- Su chi dan tan tinh trong cong viéc ctia nguoi huéng dan.
- Sy tro gitp cua nhiéu nhan vién khac trong cong ty.
Bén canh d6 con gap kho khan:
o Kho khin: - Mot s6 thong tin con bao mat, nén han ché

théng tin trong béo céo.
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TAI LIEU THAM KHAO

Slide bai giang mon hoc “Quan tri quan hé khach hang - CRM” cua thdy Duong Kim
Thanh.

Slide bai giang mén hoc “Chim soc khach hang” cua thiy Duong Dinh Quéc.

Website: http://www.prosony.vn

Website: http://www.sony.com.vn

Website: http://www.oriss.ap.sony.vn

Website: http://office.microsoft.com

Website: http://phanmemerp.net
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PHU LUC

1. Ba&o gié sira chira

| Sony Electronics VN Co. Ltd. Bdo gid ngay 20/11/2012
248A Nd Trang Long, Binh Thanh, HCMC.
Tel: 08 - 38414488 / Fax: 08 - 38414477

Kinh givi Ong (Ba): Lwong / 0164 811 9688
Cty CP Thwong Mai Dat
124/12 - Cong Hoa - Q.TB - Tp.HCM
T :Tran Thi Trang --- TT. SC-BH Chuyén dung PT-TH (HCM)
Cung: Pang Quang Hwng --- --nt -

BAO GIA CHI PHi SUA CHUYA THIET BI

Theo yéu cau cta Quy khach, Trung tdm SC-BH thiét bj chuyén dung PT-TH Sony xin tran trong
théng béo chi phi cta linh kién sé str dung dé thay thé cho thiét bj ctia Quy khéach nhw sau:

Stt| Loaimay | TénLinhkién | MaLinhkién [SL| Bongia [ Tién céng | Thanh tién
(VND)
1| PMW-EX3 MOUNTED C. | A-1545-796-A | 1| 4.424.064| 2.000.000| 6.424.064
(SN: 220324) | BOARD, JK-84

MOUNT, LENS | 1-788-851-14 | 1 9.683.544 9.683.544

Tong tién linh kién 16.107.608

Thué VAT (10%): 1.610.761

Téng chi phi: 17.718.369

(Bang chir: Muoi bay triéu bay tram muwoi tam ngan ba tram sau muwoi chin dong).

Xin lvu y
1/ Béo gié chi co gia tri trong vong 15 ngay ké ttr ngay béo gia.
2/ Thoi gian stra chita trong 03-04 tuan ké tur khi Quy khach déng y bang van ban.
3/ Thoi han bao hanh phén linh kién thay thé la 03 thang ké tir ngay nhan méy.
4/ Truong hop khong dong y stra, vui /ong thanh toan phl k/em tra 300 000/may + VAT.

Phan tra loi cua Quy khach hang ( Xin ky, ghi ré ho tén'va dong déu ):

Ngay thang nam

File: Cty Dat, PMW-EX3, BP6817, 021112-Rev201112.xIs

GVHD: Pham Van Minh



B4o céo tot nghiép

2. Hop dong

CONG HOA XA HOI CHU NGHIA VIET NAM
DPjc lap — Tw do — Hanh phiic
I R
HOP PONG SUA CHUA
S6: BP-R01447

Ciin cir:
» Can ctr Luat Dan su s6 33-QH/2005 ngay 14/06/2005 cua Quéc hoi Nude Cong hoa Xa hoi

chu nghia Viét Nam;
» Can ctr Luat Thuong mai cta Quéc hoi Nude Cong hoa Xa hgi chu nghia Viét Nam nim

2005 c6 hiéu lyc thi hanh ngay 1 thang 1 nam 2006;
» Nhu cdu va kha nang dap (mg cong viéc ciia hai bén.

Hom nay ngay thang nam , chiing i gdm céc bén:

I/BENA  :DAI PHAT THANH — TRUYEN HINH BAC LIEU

Paidién  : ONG LE HUU BUOL Chire vu: Giam Déc
Dia chi : 86 410 — Duong 23/8 — Phudmg 08 — Thanh phd Bac Liéu

Dién thoai  : 0781 - 3824592 Fax: 0781 - 3823989
SO A1 KROAN & ..o eee et e

Ma s6 thué  : 1900137231

I/ BENB :CONG TY TNHH SONY ELECTRONICS VIET NAM
Paidién  : ONG PANG QUANG HUNG Chtre vu: TP Bio hanh TBCD Sony

Dia chi : 248A — No Trang Long — Quin Binh Thanh — Tp. H6 Chi Minh

Dién thoai  : 08 - 38414488 Fax: 08 - 38414477

S4 tai khoan : 0302049017 (VND) _ NH Citi Bank N.A — Chi nhanh Tp. H Chi Minh
Ma so thué  : 0305712139

Hai bén dong thoa thuan nhimg diéu khoan nhu dudi day:

PIEUI:  NOIDUNG & GIA TRI CUA HQOP PONG

1. Theo yéu ciu cua bén A, bén B chiu trach nhiém kiém tra vz‘g thay thé linh kién Thiét Bi
Chuyén Dung Phat Thanh Truyén Hinh Sony cho bén A, chi tiét nhur sau:

Stt| Loaimdy | Tén Linh Kién | M Linh Kién [SL| Don gia |Tién cong [Thanh tién

1 DSR-250P 1.500.000, 1.500.000
(SN: 1017786)

2 | DSR-250P | FUSE, MICRO | 1-576-286-21 | 2|  73.492] 1.500.000[ 1.646.984
(SN: 1017787)
MOUNTED C. | A-7096-400-A | 1[13.940.000 13.940.000
BOARD, VI-156

SERVICE

Téng chi phi sira chira :| 17.086.984

Thué GTGT (10%) : 1.708.698

Téng gié tri hop dong :| 18.795.682

Bang chit: Mudi tam trigu bdy tram chin muoi lim ngan sdu tram tim muwoi hai dong.

1
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2. Gia trj Hop dong néu tai Diéu nay chi dya trén chi phi néu cu thé nhu trén, trong truomg
hop ¢6 phat sinh chi phi, bén B s thong bdo cho bén A trude khi thye hi¢n.
3. Linh kién dé thay thé trong thiét bi hoan toan méi 100% theo tiéu chun Sony.

DIEUIL:  THOI GIAN THUC HIEN HQP PONG VA THANH TOAN

1. Thoi gian thuc hién Hop dong: trong vong 02 thang ké tir ngay ky Hop dong.

2. Dia diém giao hang: 248A No Trang Long, Quan Binh Thanh, TP. Ho Chi Minh.

3. Bén A sé phai thanh todn dii cho bén B s tién la 18.795.682D (Mudi tim tri¢u bay trim
chin muoi lam ngan sau tram tdm muoi hai dfmg) trude khi nhén lai thiét bi da dugc sira
chira hoan tit.

4. Sau khi bén B ban giao thiét bi da dugc kiém tra thay thé linh kién cho bén A va bén A da
hoan tit thanh todn cho bén B, thi Hop dong s& durgc tr dong thanh Iy.

PIEUIII: TRACH NHIEM CUA MOI BEN

1. BENA
* Nghiém thu thiét bi da durgc kiém tra thay thé linh kién ngay khi ban giao.
* Thanh toan dii cho bén B nhur néu tai diéu I11.
* Khi cung cép thiét bj can sira chita cho bén B, bén A phai sao luu trude moi dir ligu da
luru trir trong thiét bj (néu c6), bén B s& khong chiu trach nhiém d6i véi bét ky thiét hai
hay mét mat ctia bat ky dir liéu nao lru tri¥ trong thiét bi cua bén A.
2. BENB
* (C6 trach nhiém kiém tra va thay thé linh kién ding nhu yéu ciu ciia bén A.
* Ban giao thiét bi da dugc kiém tra sira chita hoan chinh va bao hanh nhimg linh kién da
thay thé cho céc thiét b nay trong vong 03 (ba) thang ké tir ngay ban giao.

PIEUIV: DIEU KHOAN CHUNG

1. Hop dong c6 hiéu lyc ké tir ngay duge ky két cho dén khi cac bén da hoan tit moi ng i

theo Hop dong. J.

2. Khong bén nao trong Hop dong nay duge thay mit hay mang danh nghia ctia bén kui:‘g!m
dich vdi bit ky bén thir ba nao khdc. IUHN

3. Hai bén cam két thyc hién ding céc diéu khoan trong Hop ddng da ky. Moi tu chmf\ ho_ ) '/
sira ddi cac diéu khoan trong Hop dong chi ¢6 hi¢u lyc khi duge sy déng y cua ha‘l%
bang vin ban va do ngudi dai dién c6 tham quyén ky. i

4. Trong qud trinh thyc hién néu c6 van dé phét sinh hai bén thong bdo cho nhau dé ban bac
thoa thudn giai quyel Trong truong hop kho khan khong giai quyet dugc, hai bén s¢ dua
dén Toa dn c6 tham quyén tai TP. HCM dé giai quyét va quyét dinh cta Toa An la quyét
dinh cudi cung. Bén vi pham Hop dong phai thanh toan moi 1¢ phi xét xir cho Toa dn va
boi thuong moi thiét hai cho bén kia.

5. Hop dong dugc lap thanh 04 (bon) ban, mdi bén giir 02 (hai) ban, ¢6 gid tri phap 1y nhu
nhau va c6 hiu luc ké tir ngay duoc ky két.

_-DALDIEN BEN A

ro
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3. Bién ban thanh Iy hep ddng

CONG HOA XA HOI CHU NGHIA VIET NAM
Poc lap — T do — Hanh phiic
—000---

BIEN BAN NGHIEM THU VA THANH LY HQP PONG
THEO HQP DONG SO: BP-R01447

» Cin cir vio Hop ddng sira chita s6 BP-R01447 gitra DAI PHAT THANH — TRUYEN
HINH BAC LIEU va CONG TY TNHH SONY ELECTRONICS VIET NAM
ngay thang nam

Hom nay ngay  thang  nam , chiing t6i gom céc bén:

I/BENA :DAIPHAT THANH - TRUYEN HINH BAC LIEU

baidién  :ONG LE HUU BUOL Chire vu: Giam Dédc
Dia chi : S 410 — Puomg 23/8 — Phudmg 08 — Thanh phd Bac Liéu

Diénthoai : 0781 - 3824592 Fax: 0781 - 3823989
SOt kloAng AWM . o e e R e R

Masd thué  : 1900137231

II/BENB : CONG TY TNHH SONY ELECTRONICS VIET NAM

Dai dién : ONG DPANG QUANG HUNG Chire vu: TP Bao hanh TBCD Sony
Dia chi : 248A — No Trang Long — Quan Binh Thanh — Tp. Ho Chi Minh
Dién thoai  : 08 - 38414488 Fax: 08 - 38414477

S6 tai khodn : 0302049017 (VND) _ NH Citi Bank N.A — Chi nhanh Tp. Ho Chi Minh
Ma s6 thue  : 0305712139

Clng théa thudn viéc nghiém thu céc thiét bj sira chita va ddng y thanh Iy Hop déng
BP-R01447 theo ndi dung nhur sau:

o Bén B da ban giao cac tbiét bi dugc sira chira hoan chinh cho bén A, ciing nhu thyc hién
diing cac diéu ki¢n va diéu khoan dugc quy dinh trong Hop dong.

a Téng sb tién Bén A phai thanh toan cho Bén B theo nhu Héa don la 18.795.682D (Muoi
tam triéu bay tram chin muoi lam ngan sau tram tam muoi hai dong).

o Bién ban nay chi c6 gi trj ddi véi Hop dong s6 BP-R01447, dugc Ip thanh 04 (bon) ban,
moi bén giir 02 (hai) ban, va Hop dong s& dugc thanh ly sau khi bén A da thanh toan day
du cho bén B.

_~DALDIEN BEN A

GVHD: Pham Van Minh e
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4. Bién ban ban giao

S0NY ELECTRONICS VIETNAM LD (0.
D ERICE & ENGINEERNG DEFARTVENT
48 N0 Tong Long 52, Bich Thaoh T HOM Oy - . $ONY
T BIEN BANBANGIAO
DELIVERY MEMO
1. Thiéit bi/ Lioh kiéa bin giao cé:
58 gifly (Jobv Sales mo.) ———— Loai my (Model): 58 miy (Serialng.) . ———

2. Néi dng ban giso gbm cé: {Phén dink cho bén giaa linh kign) O Theo hod den dich k3m

ST M i (Discription) Mii linh kiéin (Part No.) 5lg. (G clr

3. Hinhthic thanh todn: O Tiénmilt(Cash) O Churyéin khodn (Money Trangfer)

56 bod don (frveice o). ———  Bin giso theo hop ddng 58 néu ob (Comtract pp. J; -
Thiét bif Linh ki dude bin gizo trong Gnh trang (The Egs is handed overto you in stans as follows)
* Bii vdi thiéit bi sifta chita (for Repair job) * B vdi linh kién (for P Sales)
g Hoat ddng it - Linh kién hohn todn mdi chinh hifn oia Semy
(Good) {5Ps are completely new from Somy Co. Lad )
0 Ehfing tiép e sita chita theo yéu ciu cda KH - 5 lnong bn giso 4y di theo hop ding/ hod don
(Uncontingus repair proce s acconding to your equest)  (Trogfer quandity is fully acconding to the contract’
imvaice )
Ghi chii (Remmis ):

Hb 50 b sung {Supplementary reconds)
Y . 1)
{ID cand no.)
-0 Gifly gidi thigu cia o guan dinh kbm
(The attached keder b mthorize you are on behalf af your company)

Bin giao 0gAy ... thing . Am .......... (Confimuion da)

Taidia didm
Bén giao| Deliverer) Bén phin(Receiver)
iic nhin ciia bén giao Nic nhfin cia khéich bing
{Deliverer's signanre) {Customer’ signature)
Ho & tén (Full name | Ho & tén (Fill name)

¢ Ghi chif: Chuimg i =2 bhfing chjn trich hibm v of mft mit do kifm d#m hofic hing héc gy r b vk oo trong gda wioh hich
hiéng win charyfn hay bét of tai g ndn khéc san khi giao.
The Company shall not be resposrsible for any loz: of or damage io the Equipment! 5P; canzed by comnting proces: or iransporiation
by customer or amy accident whatsoever afier Delivery

GVHD: Pham Vin Minh
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DANH SACH TAI LIEU TRONG DANH MUC SAN PHAM

MG ta chirc danh thyc tap.

Mo ta muc tiéu thuc tap.

Ban chdm cdng thoi gian 1am viéc.
Phiéu khao sat sinh vién thuc tap.

Bai cam tuong.

© ok~ 0w N e

Thu xin viéc mau.

GVHD: Pham Vin Minh
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NHAN XET CUA CONG TY THUC TAP

Ngay.....thang 12 ndm 2012

Nguoi huéng dan xac nhan

Tran Thi Trang

GVHD: Pham Vin Minh i
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THONG TIN LIEN HE

Ho va tén: Tran Thi Ngoc Han

M4 s6 sinh vién: | 081683

Khoa: Kinh té thuong mai

Truong: Pai Hoc Hoa Sen

Lop: TV112L

bién thoai 0933 233 085

Email han.ttn1683@sinhvien.hoasen.edu.vn

GVHD: Pham Vin Minh
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