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QUY TRINH BAN HANG TAI NHA THUOC
BAO LONG PHARM

Tén tai liéu/Title:

1. Muc dich/ Purpose BAN GOC

- Dam bao hoat déng ban hang va huéng dan st dung hang ban hop 1y, an toan, nhim
phuc vu khach hang t6t nhat
2. Pham vi ap dung/ Scope

- Hé théng nha thudc Bao Long Pharm

3. Trach nhiém/ Responsibility
- Gidm dbc Chudi nha thudc.
- Cira hang truong
- Nhan vién ban hang tai nha thudc.
4. Pinh nghia va thuat ngit/ Definition and terminology
- Shop: La mot nha thudc trong hé thong nha thudc Bao Long Pharm
- Hang hda: La nhitng san pham duogc trung bay va duoc ban tai nha thudc, gom:
1. Thubc cit lidu.
2. Thudc kiém soat dic biét (KSPB)
3. Thudc ké don
4. Thubc khong ké don
5

. San pham khong phai 14 thube (thuc pham chitc nang, my pham, cac san pham
khac nhu thiét bi y té, bong bang...)

- Hang lanh: La hang héa duoc bao quan trong ti lanh, nhiét d6 bao quan tir 2 — 8 d6 C
- Hang méat: La hang hoa dugc bao quan trong ti mat, nhiét d6 bao quan tr 8 — 15 d6 C
- Hang can date: La nhitng mat hang sip hét han st dung.

- Hang BAO LONG: L4 hang ban c6 diém thuong hoa hong.

- App KiotViet: App dung cho tao lich, Quan ly giao hang cho khach

- Sticker: La tem dan trén hang hoa, c6 mé& barcode va c6 gia ban

- Nhan vién ban hang: Tai Bao Long Pharm, nhan vién ban hang c6 nhiing level sap xép
tir cao dén thip nhu sau:

1. Nhén vién ban chinh
2. Nhan vién ban chinh BK (Back up)

3. Nhan vién ban phuy (nhan vién thur viéc)
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Tén tai liéu/Title:

- Phan mém POS: La phan mém trén may tinh, ding nhap thong tin ban hang, xuét nhap
hang, Quan 1y quy...Tuy vao ting vi tri s& dugc phan quyén cu thé B AN G() C

- Hé thong: La tén goi chung chi phan mém (trén may tinh) hodc app/img dung (trén dién
thoai Android/IOS) ctiia nha thudc Bao Long Pharm, dugc str dung cho cong viéc tai nha
thudc.

Hé thong hién gdm nhimg phan mém, app sau day:
1. DMS
2. ERP
3. KiotViet
- HDSD: Huéng dan st dung
5. Tai liéu tham chiéu/ Reference
Tiéu chuan ISO 9001,
Tiéu chuan 1SO 13485.
Thong tu 02/2018/TT-BYT

S tay chat luong.
6. Lwu dd/ Flow chart
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QUY TRINH BAN HANG TAI NHA THUOC
BAO LONG PHARM

QUY TRINH BAN HANG TONG QUAT CAC TRUONG HQP

Khach hang

Nhan vién ban hang BAN GOC

(Ban chinh hoic ban phu dwoc Cira Hang Truwéng iy quyén — xem phin hwéng din thuce hién)

»  Twvén ban hang » Léyhang » Ban hang hé théng

p> Thanh toan

Giao
hang,
théi tien
(néu co)
Cam on
va chao
khach

Tuw vén song son
(néu c6 hang thay thé;

Khéng cé hang thay thé/&héng mua hang thay thé

Khéch khéng ddng y doi

Tw van lai
cho khach

Khach dong y

Can hd|tro tw van

Nho CHT
hd tro tw van
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QUY TRINH BAN HANG THAY THE

BAN GOC

NV Béan hang

Khach hang | (Ban chinh hodc ban phu dwgc Cira Hang Truéng ity quyén — xem phin hwéng din thue hién)

: L4y san pham
Khach hang thay thé ra quay
donq y nghe cho khach xem
tw van hang tw van hoat chét,

thav thé thanh phan...

Tao don hang trén
mua hang thay thé may tinh

Khéch khéng ddng y Tat may tinh, két
mua hang thay thé thac
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BAO LONG PHARM

QUY TRINH MUA HANG SOS BAN CHO KHACH

NV Ban hang

Khach hang (Ban chinh hoic ban phu dwge CHT iy quyén)

Ctra Hang Truéng

BAN GOC

Chii dong tw van
cho khach, dam bao
khach hai long

Khéach dén

CHT
Khéng déng y

Két thac

mua hang

1) Khéng du hang ban theo toa
cho khach

2) Khach khong dong y mua
hang thay thé.

3) Khach mubn mua ngay,
khéng déng y doi dat hang.

Tw van

|— phwong an di Dbeé xuat CHT

Mua hang SOS h:m n;lg;
cho khéch ng

Ban hang cho

khach

Tét may tinh, két
thac

Gia cao hon thong tin CHT dwa
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7. Noi dung/Content

7.1 Quy trinh mua hang tai nha thuéc

BAN GOC

Cac bwéc thye hién - Nguwoi thye hién: Cira Hang Truéong/Dwec si ban hang

Buwéc | Huéng dén chi tiét Luuy
- Nbu cau cta khach s§ thl}éc ‘m(f)t hay
X " A s . \ \ nhiéu nhanh sau: Thuoc cat liéu, thuoc
Efiflpblzil:lall:ﬁ?lzu cau tir khach hang va tu KSDB, thuéc ké don, thuf}c khf)ng ké
- Tiép nh4n va kiém tra toa thudc ctia khach don, san pham khong phai thuoc (TPCN,
Buéc 1 | hang my pham, thiét bi y té, bong bang. . 5]
\ A , I - Khi nhap tén san pham vao POS, néu
- Truong hgp KH khong c6 toa thude: Lang
S S , A . POS c6 goi ¥ hang thay thé, hang Bao
nghe nhu cau, tim hi€u tri¢u chimg bénh va Lond di ke han vien ban hi hai
tu van cat liu cho khach hang of‘ g di e, fian vien Han hang phal
chu dong goi y tu van hang cho khéach
Kiém tra ton kho hang Xuyén sudt trong qua trinh tu van ban
- Trudong hop 1: Hang c6 tai Nha thubc: hang, nhan vién phai cb gang phuc vu
Pua thong tin cho NV ban phu ldy hang khach hang hét mirc, han ché tdi da
- Truong hop 2: Hang hét tai nha thudc: truong hop khong thé ban hang cho
+ Tu véan thudc thay thé cung cong dung khach
+ Néu khach hang khong dong ¥y mua
thudc thay thé: lién hé kiém tra ton kho tai
cac nha thudc khéc trén hé thong va yéu cau
LCNB néu c¢6 thude
Buée 2 + Néu hét hang toan hé théng Bao Long
Pharm: lién hé by phan mua hang dé dat
mua, bao gia cho KH, tao don hang dat coc,
thu coc 20% gia tri don hang va hen gio giao
hang
- Truong hop 3: Hang nha thudc khong
cO: lién hé bd phan mua hang dé dat mua,
bao gia cho KH, tao don hang dat coc, thu
coc 20% gia tri don hang va hen gio giao
hang (néu KH dong y doi)
Tao don hang POS, bin barcode tirng hdp | Luu y: phai ban barcode timg hop/vi
- Bin barcode ma nhén vién, nhap mat khau | riéng khi ban hang, vi mdi hop, vi c6 thé
dé dang nhap POS. khéc date, khong dugc bén chung, s€ lam
- Nhén hang va kiém tra sé luong hang sai date trén hé théng, anh hudng dén
. - Bin barcode timg hop thude viéc quan 1y date hang cta nha thude
Buéc 3 4 ., c A ~ \ LA A A
- Kiém tra gia ghi trén hop va trén hé thong
c6 khdp nhau khong
- Kiém tra lai toa thudc ctia khach hang so
v6i don hang trén hé théng da day di chua
- Luu don hang va kiém tra khuyén mai
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Buoc 4

Tw van thém thwe phidm chire niing hd tro

BAN GOC

Buwoc 5

Bio gi4, thu tién va hoan tit don hang
- Bao gia cho khach hang tong gia tri don
hang (va timg loai thudc néu khach hang yéu
cau) hién thi trén hé théng da trir chuong
trinh khuyén mai

- Hé1 khach hang phuong thirc thanh toan
(Tién mit hay ca the)

- Nhan tién tir KH, x4c nhan s tién nhan
dugc va bao KH cho théi tién (néu co)

- Bin barcode NV thu tién va thao tac thu
tién trén man hinh hoc tién

- In hoa don thanh toan

C6 3 cach dé khach hang thanh toan:

1) Khach hang quet thé
ATM/Visa/Master...: nhan vién dung
may pos dé quet thé cho khach, in phiéu
Tong két 16 ngay sau khi ca xong, sau do
in phiéu ban hang

Mot 6 luu ¥ khi ca thé:

- Thé phai con nguyén ven, khong c6 diu
hiéu tay xo04

- Thé Visa, Master, JCB phai co déu hiéu
ba chiéu

- Kiém tra chit ki phia sau thé

- DP6i chiéu thong tin trén thé va may ca
thé khop

2) Khach hang tra bang tién mat: nhan
tién cua khach va in phiéu ban hang

3) Khach hang chuyén khoan ngan hang:
nhan vién yéu cau khach chuyén dén sb
tai khoan nay:

- Tén chu tai khoan:

- S6 tai khodn:

- Ngan hang:

Luu y: Néu KH chuyén khodn Ngdn
hang: nhén vién ban hang héi Ké todn
HO trén group Zalo dé xdc nhdn KH da
chuyén khodan thanh cong chwa, phdi
nhéan dwoc xdc nhdn da nhan tién tir ké
toan HO thi moi dwoc giao hang
Nhdn vién in phiéu ban hang sau khi ké
toan HO xac nhdn da nhan duoc tién
Trong thuc té phat sinh, néu khach dén
mua hang vao buéi t6i, hodc vao nhitng
ngay cudi tuan, khé cé thé nhan dwoc xdc
nhan tir ké toan HO nhanh, nhén vién
ban hang nén chii dong nho khach doi
phwong thirc thanh toan, hodc hen khach
quay lai ldy hang/sé giao hang cho khdach
ngay khi ké toan HO xdc nhédn da nhdn
tién

Clip hwéng dan phdn biét tién gid:
https://www.youtube.com/watch?v=XgO
60ud5S71&feature=youtu.be
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BAO LONG PHARM

Budc 6

BAN GOC

Giao hang, héa don, tién thoi (néu co) va
chao cam on khach hang

Nhan vién giao hang cho khach bang hai
tay, huéng dan khach st dung an toan,
hop 1y, tu van thay d6i 16i séng (néu phu
hop)

Thoi tién (néu co) - Chao khach, noi cau
chét ban hang theo kich ban (str dung
mot trong danh sach nhitng cau goi y):
1) Khéch hang méi & Khach hang cii —
chua than thiét:

- Da, bén em chuyén ban thudc theo toa,
thudc o truyén Bao Long va giao hang
tan noi, khi ndo co toa hodc khong tién di
chuyén thi anh/chj lién hé bén em dé
dugc hd tro a.

- Em tén la...trong qué trinh st dung san
pham anh/chi c6 thac mic gi ctr d¢én day
lién hé em a!

- Néi cho khach vé thong tin chuong
trinh khuyén mai

Khach hang cii — than thiét (nhan vién
nh¢ tén khach hang, hoac khach hang
nh¢ tén nhan vién): thong tin chuong
trinh khuyén mai cho khach hang theo
tung truong hop khach hang

Budc 7

Huéng din khach hang cich sir dung tirng
loai thudc

- Hudng dén, giai thich cho KH vé tac dung,
liéu luong va cach ding thude

- Béi v6i thude danh cho nguoi gia va tré em
phai ghi rd huéng din sir dung (lidu ding, va
cac luu y dac biét) vao ding sticker
Sang/Chiéu/Tbi va dan trén vo hop

Huong giﬁn khach sur dung an toan, hop
1y, tu van thay doi 161 song (néu phu hop)

Buoc 8

Nop tién ban hang cho Cira hang truéng

Budc 9

Cira hang trwéng nha thudc xic nhén thu
tién trén man hinh hjc tién POS

- Thu tién tir NV ban chinh

- X4c nhan s6 tién thyc té thu dugc tr NV
ban chinh theo hinh thirc thanh toéan trén
POS:

+ Tién mat: Nhap s6 tién thuc té thu duogc

+ Thanh toan thé: Nhép thong tin thé¢ (Ngan
hang, loai the, sd the)
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7.2 Quy trinh ban hang thay thé

Buée Huéng din Ngudi thue hign

Budéc 1 Viao POS trén may tinh, ding nhap tai khoan ban hang Nhan vién ban hang

Mang san pham thay thé cho khach xem, tu van hang thay (bé[‘ Ch_l't]h) o
thé: nhn vién ban hang chi cho khach xem san pham, ¢é | Nhan vién ban hang
khéach c6 thé so sanh thong tin gitra san phdm khach muén | (ban chinh BK, ban

mua va san pham thay thé. Tép trung chi vao hoat chat phu, ban phu BK)
thanh phan san phdm so vdi toa thudc hay don hang cua dugc Cura hang truong
Budc 2 khach dang can mua. uy quyén
- Khach dong ¥ mua hang thay thé: tao don hang trén may
2.1 tinh, thuc hién cac budc tiép theo nhu quy trinh ban hang

tong thé hudng dan

- Khach khong dong y mua hang thay thé: tat may tinh, két

2.2 thuc

7.3 Quy trinh mua hang SOS (Cé sw phé duyét Giam Péc Kinh Doanh Chudi Nha
Thudc)

Buéc Huwéng din Nguoi thue hién

Buoc 1 | Hen KH sé giao hang sau Duogc si ban hang
Néu gap phai mot trong nhiing truong hop sau, nhan vién phai
chu dong théng bao voi KH hién Nha thude hét hang va hen
KH giao hang sau (mua hang SOS)

1. Khong du hang ban theo toa cho khach

2. Khach khong dong y mua hang thay thé

3. Khach mu6n mua ngay, khong dong y doi dit hang

- Néu khach dong y: d& xuat Giam Pdc Kinh doanh chudi Nha
Thudc/Cira Hang Truéng cho mua hang SOS

- Néu khach khong dong ¥: két thuc, xin 16i khach vi d khong
c6 co hoi dugc phuc vu dﬁy dt nhu ciu cta khach.

Buéc2 | Duyét yéu cAu mua hang SOS tir dé nghi ciia nhén vién ban | Ctra hang truong
hang

- Néu ddng ¥: thyc hién 1énh xuét tién hé thong, chi dinh nhan
vién di mua, ban giao tién mat cho nhan vién di mua, dua
thong tin mua hang cho nhan vién (tén hang can mua, sb
luong, gia tbi da duoc phép mua). Quy tdc mua hang SOS la
phai mua ding sO lugng khach can, khong dugc mua du.

- Néu khong dong ¥ vi mua hang SOS nham phuc vu khach
hang tt nhat, néu vi bat cr 1y do gi khong dong y mua hang
SOS, Cua Hang Truong phai c6 trach nhiém chu dong tu van
cho khéach ly do khéng mua hang SOS, dam bao khach hai
long
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Budc 3 | Thue hién mua hang SOS Cira hang trudng

- Nhéan vién dugc phan cong di mua hang SOS

- Néu gia mua cao hon gia dy tinh (gia ma Cira Hang Trudng
thong bao), nhan vién khong duoc tu y mua, ma phai goi bao
Cua hang truong xin hudng xur ly.

- Nhan vién mua hang SOS ¢4 bill va tién thira (néu cd) ban
giao cho Cua Hang Truong

Buéc 4 | Nhip hang khong PO trén hé thong Cua hang truong
- Ctra Hang Truong nhan hang mua SOS va tién thira (néu co)
- Nhap thong tin hang mua SOS vao muc Nhép hang khong
PO trén POS.

Budc 5 | Lién hé KH dé giao hang nhw di hen Dugc si ban hang

7.4 Quy dinh ban thudc cat liéu
7.4.1 Bwéc 1: Xac dinh ddi twong dung thudc:
- Cau hoi: Anh/ chi... mua cho minh udng hay 1a nguoi khac udng a?
o THI: Mua cho nguoi than: hoi tudi, gii tinh?
a) Néu 1a nix (trong do tudi sinh san) hoi xem: c6 dang mang thai khong? Pang
cho bé ba khéng a?
b) Néu 1a ngudi 16n tudi (khoang trén 50 tudi): hoi xem c6 bénh tim mach:
huyét ap, nhip tim nhanh. . ., tiéu duong khong a?
c) Néu mua cho bé: hoi xem bé bao nhiéu tusi? khoang bao nhiéu kg a?
o TH2: Mua cho ban than khach: néu 1a ngudi nam truang thanh thi khdng can
hoi gi thém, néu 1a nir (trong do tudi sinh san) thi hoi nhu “muc a”, néu la
ngudi 16n tudi thi hoi nhu “muyc b”.
7.4.2 Buée 2: Xac dinh bénh ly/mirc dg bénh: thong qua nhirng cau héi lién quan
den triéu churng.
- Céu héi: Anh/chj ...bi bao 1au rdi a?
o TH1: Khach hang bao mai bi thoi, chua udng thudc gi ca.
= Xac dinh bénh/muc d6 thong qua nhirng triéu ching.
o Khéch hang bao bi may hém nay réi thi ta hoi tiép
d) Anh/chi... Pa/dang uéng thuéc gi chua?
e) Ubng bao lau rdi a? B& hon khong a? Anh/chi c6 thé nhd tén cac thude da
udng khong a?
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7.4.3 Buée 3: Tim hiéu tién sir bénh ciia khach. BAN GOC

- Cau hoi: Hoi nhirng cau hoi lién quan dén tac dung phu cta thude s& ban cho
khéach, vi du nhu:
f) C6 dau da day khéng a?
g) CO bi hen suyén khong a?
h) Huyét ap c6 cao khdng a?
i) CO bi di tng thubc gi d6 khong a...?
7.4.4 Budce 4: Xir ly thong tin, ‘khuyé'n nghi s ngay dung tiy theo loai bénh (nén
cho 10i khuyén dung cho du lieu — dot).

- Cau hoi: Da! 1 liéu bén em 1a 8 nghin dong, anh/chi... 1ay bao nhiéu ngay uong a?
7.4.5 Buge 5: Tw van dung thém sin pham Bio Long, TPCN, nhirng sin pham
khac hd tro diéu tri.

7.4.6 Buéc 6: Hwéng din sir dung an toan, hop 1y — tw vin thay ddi 16i song.
7.5 Céac quy dinh khac
7.5.1 Huéng dén ghi thong tin xuit héa don
1) Cach ghi thoéng tin xuat hoa don:
- Ngay thang
- Thong tin nguoi mua hang: xin thong tin day du thong tin khach hang (tén
ngudi mua, tén cong ty, dia chi cong ty, mst (mst dién ting s6 vao ting 6), sd
dién thoai, email nhan hoa don.
- Hinh thuc thanh toan
- Thong tin hang hda gom noi dung, don vi tinh, s6 lugng, don gia, thanh tién,
tong tién bang sb, bang chit. chi y 1a phai viét dang véi don gia thanh tién trén
bill ban hang, khéng nang gia hay ha gia theo yéu cau caa khach, ban bao
nhiéu thi viét bay nhiéu
7.5.2 Quy dinh kiém hang trwée camera

- Khi nhan hang, nhan vién nhan hang dwa tit ca hang vao phia trong quay cua nha

thudc

- Nhan vién dugc phan cong kiém hang trudc khi ma thung hang quan sat huéng

camera. Ngbi kiém mit dbi dién véi camera

- Trong lic kiém phét hién hang du/thiéu béo ngay cho quan 1i dé check lai thuc té.

DPam bao huéng camera c6 thé quan sat dugc hanh dong.
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7.5.3 Quy dinh théi tin BAN GOC

- Tuy ting vi tri dat camera cua shop s& hudng dan cho hoc tién shop do
- DPam bao nguyén tic khi c6 phét sinh xay ra c6 thé check lai dugc hinh anh xay ra
Su Viéc

7.5.4 7 Tiéu chuin phuc vu ciia nhén vién ban chinh
1) Cudi chao don tiép khach hang.
2) Tuoi cudi khi bat gap anh mét khach hang
3) Tuoi cudi nhiét tinh tu van khach hang
4) Giao tiép khach hang bang hai tay
5) Huéng dan tan tinh khach hang cach diing
6) Ludn tim céch giao tiép khach hang, tranh bo roi khach hang
7) Ludn cam on va chiic sirc khoe khéach hang khi két thic giao dich.
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