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12 chi sé KPI cho Phong Kinh doanh

1. KPI vé chi s6 tiép xtc qua dién thoai
1.1. Chi phitrung binh méi cudc goi/méi lan giao dich

Chi sé nay chi c6 y nghia trong viéc kiém soat chi phi dién thoai ctia cong ty.
1.2. Thé&igian n6i chuyén trung binh cua mét cudc dién thoai
Chi sé nay dé kiém soat thoi gian cudc goi qua dai theo quy dinh.

Chi sb nay ap dung dwoc khi cong ty da phan quyén cudc goi cho cac may dién thoai con
qua téng dai.

1.3. Theigian ch® trung binh chuyén tiép
La s6 thdi gian ma khach hang phai chd dé dwoc gép ngwdi can gidi quyét.

Chi s6 nay bj anh hwdng bai hai yéu to: tong dai vién va nguoi chuyén cude goi clia bo phan
(néu ca bd phan d6 méi c6 1-2 dién thoai).

1.4. %tra |&i sau khung th&i gian vi du 5 gidy hoac 3 héi chuéng

La tdng sbé lan tra |&i khéch trong vong 3 héi chudng dién thoai.

1.5. Tylé huycudc goi trong khi che dei

La sé lan huy cudc goi ctia khach sau khi phai ché doi qua 1au.

1.6. Sé cuéc goi khdng két néi dworc

La sb cudc goi dén nhwng khong thé két ndi do may ban hoac khéng nghe may.
1.7. Ty lé giai quyét dworc trong cudc goi dau tién

La ty 1é cach giai quyét lam khach hang hai long ngay trong cudc goi dau tién.

2. KPIl caa Sale rep ]
2.1. Ty lé phan héi/téng s6 gtri di

Céng thirc = tdng sb phan héi khach hang / téng sb thong tin gl téi khach hang.
Ty 1& nay do lwdng hiéu qua cta marketing truc tiép cha cac sale rep.
Céc chuwong trinh markeing truc tiép co thé 1a gl thw, gtri email...

2.2. Theigian dé tra & méi yéu cau cta khach hang
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Doi v&i cac treong hop thoi gian dé tra 10 c6 thé phat sinh dai thi viéc do luwong chi tiéu nay
[& hiru ich dé cé phan hoi nhanh chéng téi khach hang.

2.3. Ty lé kiém dwoc khach hang

La ty Ié khach hang kiém dwoc trén tdng s6 khach hang da tiép xuc.

Ngoai ra, con ty I& khach hang kiém duoc / tdng sb khach hang da nhan dwoc phan hoi.
Lwu y: s6 khach hang da nhan dwoc phan héi = tdng sé phan hdi va sé khéng phan héi.
2.4. Sbé khéach hang/nhan vién

Chi sé nay la téng sb khach hang trén / s6 NV sale, tirc 1a 1 nhan vién sale thi kiém duoc
hay phuc vu bao nhiéu khach hang.

2.5. Sé cuéc hen trung binh méi Sale rep
Cong thire = tdng sd cudc hen trung binh méi khach hang cua tirng sale rep.

Ty 1& nay do lwdng dd kho trong viéc thuyét phuc khach hang va kha nang thuyét phuc cua
ttrng sale rep.

2.6. Tylé sale rep trén chitiéu doanh sé
Cong thirc = tbng sb sale rep dat chi tiéu doanh sé / téng sbé sale hién co.
Ty Ié nay do lwong hiéu qua cia lyc lwgng ban hang cia cong ty.
2.7. Doanh sé trung binh/NV sale
Cong thirc = tdng doanh sé cla toan bd nhan vién / sé nhan vién.
2.8. Doanh sé trung binh cta khach hang/méi NV
Cong thirc = tdng doanh sé ctia NV/ tdng s khach hang ctia NV do.
2.9.  Chi phi gianh dwoc khach hang méi
Ty lé nay bang tdng cac chi phi d& gianh dwoc mét khach hang méi.
2.10. Swthay thé nhan vién = téng s6 NV tuyén/téng sé NV nghi
Cong thire = tdng sb nhan vién da tuyén / tbng sé nhan vién theo ké& hoach.
Ty |& nay do lwdng mirc dd luan chuyén nhan vién cta bé phan sale.

Ngoai ra con mét ty 1& khac la vong doi ctia nhan vién sale — tbng thoi gian cha tat cd NV
sale (ké ca nghi viéc) / tdbng sO nhan vién (ké ca nghi viéc).
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2.11. Théi gian tuyén dung va huan luyén sale rep dat dén quota
La téng thei gian dé& huén luyén moét nhan vién sale dat dwoc chi tiéu doanh sé cla cong ty.
2.12. Chi phi lwe lwong ban hang
Bao gom:
e Chi philwong
e Chi phi ban hang/khach hang (bao gdm tat ca cac dung cu, cac poster... cho mdi
khach hang).
3. KPI cho ctra hang siéu thi
3.1. Tylé lgi nhuan

Chi s nay phan anh ty I& loi nhuan cla ting clra hang & méi khu vue.

Ban st dung ty & nay so sanh mic dd hiéu qué cla cac clra hang véi nhau va véi ty 1& loi
nhuan chung.

3.2. Tylélei nhuan/vén dau tw

Céng thirc = lgi nhuan thuan / tdng vén dau tw.
Ty 1& nay xem xét mirc hiéu qua loi nhuan so véi sé von ban phai b ra.
3.3. Doanh sé/dia diém
Bang téng doanh sé cla dia diém do so véi cac dia diém khac.

Ty l& nay cho ban biét khu vic ndo ban hang tét va khu vuwec nao ban khong tét hodc chua
c6 hiéu qua.

3.4. Chi phi mat bang/doanh sé
Céng thirc = tdng chi phi méat bang / tbng doanh sb.

Ty 1€ nay cho ban biét mat bang ban thué c6 hiéu qua hay khéng hodc 1a ban chwa cé du
cac no lyc marketing.

3.5. Chi phi lwong/doanh sé

Cong thire = tdng lwong / doanh sb.
Chi sé nay gitp ban kiém soat ngan sach lwong cla clra hang.
3.6. San pham ban chay

Bao gébm danh sach cac san pham ban chay.
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Ban can so sanh danh sach nay tai cac ctra hang, chi nhanh véi nhau, xem chiing co twong
thich hay khdng? Néu khéng, ban can xem xét lai vé san pham, cac chwong trinh marketing
cta ban.

Ngoai ra, ban can xem danh sach san phadm khéng ban chay va tim hiéu nguyén nhan vi
sao.

4. KPI vé khach hang
4.1. %doanh sé khach hang méi

Cong thirc = doanh sb tir khach hang méi / tdng doanh sé.
Ty 1& nay cho biét ty 1& tang doanh s6 cta cong ty tlr sé khach hang mai 1a bao nhiéu?
4.2. Sé khach hang méi
Cong thirc = sb khach hang méi / tdng sé khach hang.
Ty 18 nay cho biét ty 1& khach hang mai co lién hé véi cong ty gan nhat.
4.3. Doanh sé trung binh méi khach hang/nam
Céng thirc = tdng doanh sé / téng sé khach hang.

Ty 1& nay cho biét méi khach hang mang lai cho ban doanh s6 bao nhiéu? Ban c6 bién phap
nao dé tdng doanh sé trén mot khach hang hay khéng?

4.4. Ty lé lgi nhuan trén khach hang
Céng thire = lgi nhuan thuan / tdng sé khach hang.
Ty I& nay cho ban biét lgi nhuan trung binh do mét khach hang tao ra la bao nhiéu? Ai la

ngw®i mang lai nhiéu va it loi nhuan, do vay ban sé cé chinh sach cham séc khach hang phu
hop hon.

5. KPI vé cham séc khach hang
5.1. Tan suat tac dong t&i khach hang

S6 1an mua hang la sé 1an khach hang mua hang trong mét don vi thoi gian.

Tan suét tac dong la sé 1an cham séc trong mét don vi thoi gian.

Ban can xac dinh xem tan suét da du va déu hay chwa. Viéc cham soc c6 mét myc dich ciing
quan trong la “goi nhé” cho khach hang, chinh vi vay ban can c6 ké hoach cho khoang cach
cac lan cham séc phu hop.

5.2. Chi phidich vu/méi khach hang

Céng thire = tdng chi phi dich vu / tdng khach hang.
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Ty |& nay cho biét ban da dau tw bao nhiéu chi phi cho céng tac cham séc khach hang.

Ban c6 thé so sanh ty 1& nay v&i ty |& cia cac dbi tht canh tranh tryc tiép dé phan tich xem
noé hop ly hay chwa?

5.3. Ty lé chi phi dich vu/lgi nhuan
Cong thire = tdng chi phi dich vu / tdng loi nhuan.

Ty & nay cho ban biét 1a 1 déng lgi nhuan thi ban bd ra bao nhiéu % vao céng tac cham séc
lai khach hang.

5.4. Quy tac pareto
Hay tap hop 20% khach hang chiém 80% doanh sé cla ban (co thé la ty 1é 30/70...)

Xem xem ban c6 phan bd ty 16 20% khach hang chiém 80% chi phi cham séc khach hang
khéng? Néu khong cd, ban nén phan bé chi phi chdm séc khach hang lai cho phu hop hon.

6. KPI vé swthoa man khach hang
Ban c6 thé tién hanh danh gia sw thod man ctia khach hang qua céc chi sb sau:
e Mtrc gia co phu hop
e Chétluwong
e Tién dd
e Murc d& phan hdi cac yéu cau
. Dicb vu
7. KPI ve sy phan nan cua khach hang
7.1. Phan nan dwoc giai quyet trong lan dau tién

Cong thire = tdng sd phan nan giai quyét 1an dau tién / tdng sé phan nan.
Chi sb nay cang cao chirng té hiéu qua dich vu khach hang cta ban rat tét.
Ban c6 thé tinh thém cac chi s6 khiéu nai lan 2,3.
7.2. Ty lé phan héi nhanh

Cong thirc = sb phan héi nhanh / tdng sb phan nan.

Ty lé nay dworc tinh théng qua cac dot khao séat vé y kién ctia khach hang.
7.3.  S6 khiéu nai tranh chap

La s6 khiéu nai dan dén tranh chap gitra cong ty va khéach hang.

Chi sé nay duoc do bang tdng sb khiéu nai tranh chap va ty 1& tranh chap/téng sb khiéu nai.
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7.4. Tylé sé khach hang khiéu nai

Cong thire = tdng s khach hang khiéu nai / tdng sb khach hang.
Ty 1& nay cang cao, chirng t& san pham hay dich vu cGia ban dang rat c6 van dé.
7.5. Ty lé khiéu nai theo linh vuc

Khi nhan dwoc khiéu nai, sau méi thang, cac thanh vién lién quan can tap hop va phan loai
cac khieu nai theo linh vic, nguyén nhan khac nhau.

Sau do6 sap xép theo th tw gidm dan.
Ban can tap trung giai quyét cac khiéu nai theo th( tw tlr trén xudng theo nguyén tac pareto.

8. KPI vé khach hang trung thanh
8.1. Sé khach hang mat mat

La téng s6 khach hang khéng mua hang cla ban nira.

S6 khach hang nay bao gém: sé khach hang mua hang lau dau va khach hang trung thanh
bo di.

8.2. Ty lé khach hang bi méat sau khi mua hang lau dau

Cong thirc = tong s6 khach hang mua hang lan dau bo di/tong s6 khach hang mua hang
lan dau.

Ty 1& nay thap c6 thé do cac nguyén nhan: san pham clia ban khong phii hop, san pham tot
nhwng quang cao khoéng tot dan dén khach hang khéng phai muc tiéu lai di mua hang cua
ban.

8.3. Ty lé khach hang trung thanh bj méat

Céng thirc = tdng sb khach hang trung thanh bj mat / tdng sb khach hang trung thanh hién
co.

Day la mot ty 1& nghiém trong nhat ma ban can phai lwu y: cac nguyén nhan cé thé la: san
pham dich vu ngay cang kém, xuat hién cac san pham tét hon véi gia canh tranh, san pham
cua ban khéng co6 tinh cach...
8.4. Vong de&i trung binh ctia mét khach hang

Céng thirc = tdng thei gian mbi lién hé véi khach hang / tdng sb khach hang da lién hé.

8.5. Ty lé khach hang quay lai

Cong thirc = Ty 18 khach hang mua hang 2 1an tré 1én / tdng sb khach hang.
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Ty lé nay cao cho biét sdn phadm nay hap dan khach hang, tuy vay ban can xem xét nhirng
ngudi quay lai/quay di cé dung la khach hang muc tiéu khéng?

8.6. Ty lé khach hang mé&i
La ty 1& sb6 khach hang m&i ban kiém dwoc trong mét thoi gian

Ty lé nay quéa cao chirng td: hodc 1a ban dang mé réng kinh doanh ho&c 1a ban dang mét
khach hang trung thanh.

9. KPI thi phan
9.1. Thiphan cuacbngty so v&i toan bé thi trwwéng

Do chinh 1a ty 1& % gitra doanh sb clia cong ty so véi doanh sb cla toan nganh.

Thi phan cta cong ty so v&i phan khic ma n6 phuc vu: do la ty 1€ % gitra doanh sb cha cong
ty so v&i doanh so clia toan phan khic.

9.2. Thiphan twong dbi

Do 1a ty 18 so sanh vé doanh sb cta cong ty véi déi thi canh tranh manh nhét.

N6 cho biét vj thé clia sdn phadm ctia cong ty trong canh tranh & trén thj truéng nhw thé nao.
9.3. Tang thi phan nhwng tang trwéng c6 bang khong?

Céng ty can so sanh mac tang thj phan ctia cdng ty so véi mirc tang thi phan ctia cac cong
ty khac.

Dai khi cong ty tang thi phan nhwng mirc tang trwdng lai kém hon cac coéng ty khac thi cong
ty can xem xét lai.
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HE THONG KPI BO PHAN KINH DOANH

Muc tiéu don vi:

Pam bao céac san pham méi ra d&i dwoc sw chap nhan cua
thi trwong va khai thac tét hon cac san pham hién tai

Muc tiéu chung
cua doanh nghiép

Muc tiéu cua bd phan

Chi tiéu cu thé

Tang Tdng doanh thu Téng doanh thu
doanh thu
Doanh thu tir may cbéng Ty trong doanh thu t&r may céng
nghiép nghiép/tdng doanh thu
Doanh thu tlr thi trwdng Ty trong doanh thu tir thi treong Tay
Tay nguyén, Mién Tay, nguyén, Mién Tay, HCM/tdng doanh
HCM thu
Doanh thu tlr xuat khau Ty trong doanh thu tlr xuét
khau/Téng doanh thu
Giamtén | Gidm chi phi tén kho thanh | Ty Ié tén kho thanh phadm/doanh thu
kho pham
Gia canh | Chénh léch gia so voigia | Ty lé chénh Iéch gia so vdi gia san
- tranh san pham cung cap cia | pham cung cap ciaa DTCT chinh (chi
= DTCT chinh (chiré DT) ro BT)
3
= : .
= Tin cay biem danh gia binh quan | biém danh gia binh quan cua dai ly
> cua daily | cia daily, (nha cung cap) dich vu ban hang/diém toi da
S dich vu ban hang
e
e
XS
> Phat trién Ty 1& nhan biét thwong Ty 1& nhan biét thwong hiéu cua
thwong hiéu cua khach hang muc | khach hang muc tiéu/so lvgng nguoi
hiéu manh tiéu dwoc khao sat
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Phattrién | Sé lwong nha thdu phat | Sb lweng nha thau phét sinh doanh
kénh sinh doanh thu thu
Doanh thu binh q‘uén trén Doanh thu binh q‘uén trén mot nha
moét nha thau thau
Sé lwong dbi tac nwéc Sé lwong ddi tac nwéc ngoai phat
ngoai phat sinh doanh thu sinh doanh thu
Lwong dai ly c6 doanh thu Ty trong sb lwong dai ly c6 doanh
phét trién trong nam thu phat trién trén 30% trong
nam/tdng sb dai ly
o Phat trién Dai ly treo bién ABC Ty trong dai ly treo bién ABC/tdng sb
ke san pham dai ly
<<ZD' moi
Quang ba san phadm Ty l& doanh thu ting sau t6 chirc va
(Carnaval, demo, héi cho trwée td chire
tinh hoac khu vyc)
SO Iwgng sw kién quang ba san
pham téi thiéu (Carnaval, demo, hoi
cho tinh hoac khu vurc)
S6 lwot truy cap website Ty & tdng sb lwot truy cap website
gi&i thiéu san pham cda gi6i thiéu san phadm cuda céng ty
cobng ty hang thang
Phat trién | S6 lwong san phdm méi S6 lwong sédn phdm méi duoc
san pham dwoc thwong mai hoa thwong mai hda
maoi
T Nang cao | Can b6 quan ly dat chudn | Sé lwgng Can bd quan ly dat chuan
o nang lwc tang thém tang thém
S 5 | quanly
5%
Q Nhan sw quan ly ké thiva | S6 lwgng nhan sy quan Iy ké thira
T dat chuan dat chuan
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Nang cao
nang lwc
nhén vién
ban hang
va
marketing

Ty 1& nhan vién hiéu ré
chuyén sau vé san pham
cua cong ty (chung loai,

tinh nang, chat lwong tirng
san pham...)

Ty |& nhan vién hiéu rd vé san pham
clia cong ty

Ty I& nhan vién b‘én hang
dwoc dao tao vé 22 ky
nang ban hang

Ty |& nhan vién hiéu rd vé cac ky
nang sau kiém tra

Tang
cudng
nang lwc
thong tin
quan ly

S6 lwong nhan vién
marketing c6 kha nang lam
dy bao thij tredo'ng

Ty 1€ co kha nang phan tich dy bao
thi trwong chuyén sau/tdng s6 nhan
vién marketing

Sé lwong nhan vién ban

hang (cta coéng ty) dwoc

dao tao vé phuwong phap

dw bao ban hang chuyén
nghiép

Ty | c6 kha nang phan tich dy bao
ban hang chuyén sau/tdng sé nhan
vién ban hang

Xay dwng
chuén
nang lwc

Ty 1& cac vi tri c6 chuan
nang luwc/tdng sb vj tri

Ty 1& cac vi tri c6 chuan nang
lwe/téng sb vi tri

11.

KPI cho bé phan ban hang

HE THONG KPI BO PHAN BAN HANG

Muc tiéu don vi:

Pam bao céac san pham méi ra d&i dwoc sw chap nhan cua
thi trwéng va khai thac tét hon cac san pham hién tai

Muc tiéu chung

cua doanh nghiép

Muc tiéu cua b phan

Chi tiéu cu thé
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Nang cao | Ty lé khiéu nai vé CLSP Ty & sb lwong san pham bj khiéu
chét (trong thoi glan bao hanh) / nai vé CLSP (trong thoi gian bao
lwong san | téng sé san pham ban ra. hanh) / tbng sé san pham ban ra.
pham
Ty 1é khiéunaivé CLmay | Tylésb luong san pham bj khiéu
ndng nghiép (trong thoi nai vé CL may ndng nghiép (trong
gian bdo hanh) / tbng sé thoi gian bao hanh) / téng s6 san
san pham ban ra. phadm may ndng nghiép ban ra.
Cai thién | Ty lé sé vu phan hdi yéu Ty & sb vu phan héi yéu cau bao
- dich vu cau bao hanh, slra chira hanh, stra chira ctia khach hang
= sau ban | cua khach hang trong vong trong vong 60 phut / Tong sO vu
S hang 60 phut phan hoi yéu cau
e
£
X7
> Tin cay Diém danh gia binh quan Djém danh gia binh quén cua dai ly
5 cua daily | cula dai ly ve chat lvgng ve chat lvgng dich vu (ti€p nhan va
= dich vu (tiép nhan va phén |  phan hdi khiéu nai)/diém t6i da
S héi khiéu nai) va san pham
e
< Diém danh gia binh quan cua dai ly
vé chét lwong san pham/diém tbi da
Nang cao | Diém danh gia binh quan | Diém danh gia binh quan cla khach
murc do cta khach hang vé chét hang vé chat lwong dich vu (tiép
hai long | lweng dich vu (tiép nhan va | nhan va phan héi khiéu nai)/diém tbi
cta khach | phan héi khiéu nai) va san da
hang pham
DPiém danh gia binh quan ctia khach
hang vé chat lwgng san pham/diém
t6i da
Nang cao Vat tw bj s6t 16i do QC Ty l& vat tw bj so6t 16i do QC/Tong sb
hiéu qua san pham san xuét
o chudi
o cung tng
< vat tw Giao vat tw ding tién d6 | Thoi gian cung cép vat tw trwdc cho

san xuat (ngoai trir cac trwong hop
hang ve tré do mua hang va kho van
khéng kiem tra QC)
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Nang cao | Ty & nhan sy ké thiva dat | SO lwgng nhan sy quan ly ké thira
nang lwc chuan/ tdng so vi tri quan dat chuan
quan ly ly
[
“®
\% Nang cao Nhan vién QC theo twng Ty |é nhan vién QC theo tirng linh
S nang lwc ITnt} vuwe pém ré vé tiéu‘ vwe nam rd vé tiéu chuan chét Iuo’ng
S doi nga chuan chat lwgng moive | vattw, san pham va cach thtre kiém
5 R&D, QC | vattw, san phamva cach | tratrong vong 1 tuan/ tong so lwgng
< thire kiém tra QC
3
T
Xay dung | Ty I& cac vi tri c6 chuan Ty 18 cac vi tri c6 chuan nang
chuan nang lwc/tdng sb vi tri lwc/tdng sb vi tri
nang lwc
12. KPIcho bé phan ky thuat dich vu

HE THONG KPI BO PHAN DICH VU KY THUAT

Muc tiéu don vi:

Pam bao cac san pham méi ra doi dwoc sw chap nhan cda
. Y \ . 7 X y > R VN .
thi trwong va khai thac tot hon cac san pham hién tai

Muc tiéu chung
cua doanh nghiép

Muc tiéu cua bd phan

Chi tiéu cu thé

Khéch hang / kinh doanh

Cai thién

dich vu

sau ban
hang

S6 vu bao hanh, stra chiva
san pham duoc giai quyét
trong vong 24 gi® ké tw
thoi diém tiép nhan SP

Ty 1& s6 s vu bado hanh, stra chira
san phdm may dan dung dwoc giai
quyét trong vong 24 gi® ké tir thoi
diém tiép nhan SP/Téng sb SP bj sw
cb duoc tiép nhan

Ty lé sb s6 vu bao hanh, stra chiva

san pham may cong nghiép dwoc

giai quyet trong vong 24 glcy ke tw

thdi diém tiép nhan SP/Téng sb SP
bi sw cb dworc tiép nhan
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Tincay | Diém danh gia binh quan | Diém danh gia binh quan cla dai ly
cua daily | cula daily chat lwvgng dich chat lwgng dich vy péo hanh, bao
vu bao hanh, bao tri tri/diém toi da
Nang cao | Diém danh gia binh quéan Ty |é dai ly co ty 1€ hai long cla
murc do clia khach hang vé chat khach hang doi vai dich vu bao.
hai long lwong dich vu bao hanh, | hanh, bao tri dat trén 90% tong diém
cua khach | bao tri may dan dung d6i | danh gia binh quan/tong so dai ly dat
hang dai ly chuan
Diém danh gia binh quan | Biém danh gia binh quan ctia khach
cua khach hang vé chat hang vé chat lwong dich vu bao
lweng dich vu bao hanh, | hanh, bao tri may céng nghiép/diém
bao tri may céng nghiép toi da
_‘-%I Phattrién | SO daily dat chudn bao | S6 lwgng dai ly dat chuan bao hanh,
< kénh hanh, stra chira tai cho stra chira tai cho (20/80)
Nang cao | Vi tri can bd quan ly dat S6 lwong can bd quan ly dat chuan
- nang luc chuan tang thém tang thém
Q@ quan ly
© ; ; )
S Vi tri nhan sy quéxn ly ke S6 lwvgng nhan sy qxuén ly ké thira
S thira dat chuan dat chuan
e}
e
% Xay dyng | Ty & cac vi tri c6 chuan Ty 1& céc vi tri c6 chuan nang
chuan nang lwc/tdng sb vj tri lwe/téng sb vi tri
nang lwc

eLib.vn: Thu vién tryc tuy&n mién phi


http://www.elib.vn/

