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LOI GIOI THIEU

Cham so6c khach hang 1a mot mon khoa hoc va nghé thuat trong kinh
doanh dic biét rat quan trong ddi véi cac doanh nghiép trong nén kinh té thi
truong hién nay. Pay 1a mot trong nhiing yéu té quyét dinh sy thanh cong trong
kinh doanh, gia tang nang luc canh tranh gitip nha quan tri xay dung va quang
ba thuong hiéu ctia doanh nghiép.

Xuat phat tir vai tro va ¥ nghia do, tac gia da bién soan cudn gido trinh
"Cham séc khach hang” nham cung cép nhiing kién thirc, k§ ning thuc hanh, hé
théng cau hoi 1y thuyét va thuc hanh vé cac hoat dong cham séc khach hang.
Gido trinh khong chi phuc vu cho viéc giang day cta gido vién ma con 1a cim
nang dé sinh vién hoc tip va mg dung sau khi ra truong trong viéc xay dung
chién lugc, ké hoach chiam soc khach hang trong doanh nghiép.

Gido trinh gom 4 bai. Cu thé:

Chuong 1: Tong quan vé cham séc khdch hang: Trinh bay khai niém va
tam quan trong cua chiam soc khach hang; Liét ké cac yéu t6 thoa méin khach
hang; Phan biét dugc sy khach nhau gitta chdam séc khach hang va hoat dong
marketing; cung cdp mot sd thong tin can thiét vé nghé chim soéc khach hang
trong giai doan hién nay

Chwong 2: Lip ké hoach cham séc khdch hang: Trinh bay cac budc 1ap ké
hoach cham soc khach hang; Liét ké cac phuong thic, hoat dong cham soc
khach hang pho bién.

Chuong 3: Thuc hién ky nang cham soc khach hang: Trong bai ndy nguoi
hoc s& dugc tiép can co hé thdng cac ky niang can thiét ctia nhan vién chim soc
khach hang. Thong qua cac bai tap thuc hanh vé cac k¥ ning chiam soc khach
hang, nguoi hoc co thé nhéan dién va xu 1y dugc cac tinh huéng cham séc khach
hang trong thuc té.

Chirong 4: Qudan Iy dé cham séc khdch hang toan dién: Bon cach thirc quan
Iy dé cham soc khach hang toan dién d6 1a: Quan 1y thong tin khach hang; Quan
Iy chat lwong dich vu; Quan 1y ngudn nhan lyc phuc vu khach hang va Xay dung

van hoa cham s6c khach hang .



Vi hon 50 trang s&ch, Giéo trinh Cham séc khach hang da cap nhat dugc
nhimg van dé trong yéu trong hoat dong cham soc khach hang cua cac doanh
nghiép hién nay va cung cap nhitng kién thirc, k¥ ning can thiét dé nguoi doc
van dung thanh thao, linh hoat trong thuc té. Téac gid hy vong nhan dugc su gop
¥ ctia ngudi doc dé gido trinh ngay cang hoan thién hon.

Tran trong cam on!
Tham gia bién soan

L& Thi Kim Phuong (chu bién)



MUC LUC

CHUONG 1. TONG QUAN VE CHAM SOC KHACH HANG.......o.ooceeveerresnns 7
I = T T 4 o SRS 7
1.1 Khai niém Khach hang..........cccooeiiiiiic e, 7
1.2 Phan 10ai KhACh haNnQ...........ccovoiiiiiiicc e 7
1.3 Tam quan trong ctia KNACh NANG...........c.ovvvveeeeeeeeeeeeesees e, 12

2. Cham sOC KhAaCh hang........ccccoiiiiiiiiiiiiii e 12
2.1 Khai ni¢m cham s6¢ khAch RANgG............c.ccooeviieiiiiciiciiiiiineeeeee 12
2.2 Tam quan trong cua Viéc chiam s6¢ khdch hang ............c.oeeeevcveeeeeveseenene. 14
2.3 Ba yéu té co ban dé thda man KNACh hANG ........co.cvvvveeeeeeeeeeeeeee e, 14
2.4 Quan hé giita cham soc khdach hang va Marketing................cc.ccooueeuennee. 16

3. Nghé cham SOC KhACh DANG..........cvoveieeeieeeeeeeeeeeeeeee e, 16
3.1 So Iwoc vé nghé chéim soc khdch hang trong thoi dai hién nay ............. 16
3.2 Nhiém vu co ban cua nhan vién cham soc khach hang ...............cccccen.... 17
3.3 Nhan vién cham soc khach hang trong khach san .........ccccccceeeiiiieiiinnnn, 18
CHUONG 2. LAP KE HOACH CHAM SOC KHACH HANG .........cccovernrrnnnn. 21
1. Céc nhan t6 anh hudong dén hoat dong chim soc khach hang ........................ 21
2. Cac budc 1ap ké hoach cham s6c Khach hang..........cocoevvveeeveeeeeeeeeeeeene, 21
2.1 Thau hiéu va phan nhom KhACh hANG ...........cvveveiereeieeeeseee e, 21
2.2 Xdc @inh MuC tiBU CARN @@E GUOT....cveeeeeeeeeeeeeeeeeeeeeeeeeeeeeees e eee e e e 23
2.3 Thiét ké churong trinh VA t6 hirC thieC iGN ....ocveveveeeeeeeeee e, 23
2.4 Kiém tra va danh gid viéc thyc hién Ké NOGCN ..........c.cvevveveeeevseereei, 24

3. Cac phuong thtrc chdm soc khach hang...........ccocccoviiiiiin 24
3.1 Chém $6¢ trw€ téP AP tIUNG ...o.vveeeeeeeeeee s 24
3.2 Chéam séc truc tiép — Phan tan tai dia diém bAn hang .........c..cccvvevveveeaee, 25
3.3 Cham séc truc tiép — phan tan tai dia chi Khdch hang ..........cocccovvvvueennn, 25
3.4 CRAM SOC GIAN HEP cvvrvvvvevvesrseerereeesrsss st sen s 26

4. Mot s6 hoat dong cham soc khach hang pho DIén ..........ccovvveeeveeceseeiesennen, 26

4.1 Tham hot, TANG QUA .cvveveeeieieiesiesie ettt sttt 26



4.2. Té chirc héi thao, i NGNZ, S KIEN .......cvveceeeceeeeeeeee s 27

4.3. Cac hoat dong cham soc khdach hang mang tinh thuong mai (dich vu
hdu mai, hoat dENG NG tro DAN) ..., 30
CHUONG 3. KY NANG CHAM SOC KHACH HANG CHUYEN NGHIEP..... 33
1. Y&u cau ddi v6i nhan vién cham soc khach hang.........coevvevvivveeeeesieenn, 33
2. K¥ nang cham s6c Khach hang..........ccccvvviiiiiiii e 34
2.1 Mét s6 ki nang giao tiép co ban véi KNACh hANg .......c.c.vevveevereeveieenns 34
2.2 Ky nang tham hoi Khach hang..........cccoovveiiiicc e, 35
2.3 Ky nang cham soc khach hang qua dién thogi ..........cccocvveviiiiiveiieninnnnn, 36
2.4 Kj nang giao tiép véi khach hang khong hai 1ONg .........cevevveeeeveeeeeeneae, 38
CHUGONG 4. QUAN LY BE CHAM SOC KHACH HANG TOAN DIEN......... 47
1. Nhirng thach thirc trong viéc cham soc khach hang ...........ccocvevvvveccieene, 47
2. Quan 1y dé chiam soc khach hang toan diN...........cccoveeeveeieeeeeeee e, 47
2.1 Qudn ly thong tin KhACh hang .........cccevveiiiiiiccc e, 47
2.2 QUAN 1Y CRAT TONG QICN VI .o, 49
2.3 Qudan ly nguon nhan liec chim s6¢ khAch hANg ..........cooveevveeereeeereeeene. 52

2.4 Xay dung van hoa cham soc khach hang ................cccoccovveiiiiiencncnnnnn, 53



CHUONG 1. TONG QUAN VE CHAM SOC KHACH HANG

Muc tiéu:

- Trinh bay dugc khai niém, tim quan trong cua khach hang va chim soc
khach hang;

- Phan loai dugc cac khach hang ctia doanh nghiép;

- Liét ké duoc cac yéu td co ban dé thoa man khach hang;

- Phan biét dugc su khac nhau gitra cham séc khach hang va hoat dong
Marketing;

- Thu thap dugc mot sb thong tin can thiét vé nghé chim soc khach hang

hién nay.

A.NOI DUNG
1. Khéch hang
1.1 Khai ni¢gm khach hang

RAt nhiéu nguoi van nghi mot cach thiéu sot rang, khach hang 1a nhiing
nguoi mua hang, va chi ¢6 cac doanh nghi¢p hoat dong kinh doanh thuc su moi
c6 khach hang.

Khach hang khong nhat thiét 13 nguoi mua hang cta ban. Ho c6 thé 1a cac
nha dau tu, co quan quan 1y va ca nhitng ngudi lam viéc trong doanh nghiép.
Céac to chirc phi loi nhuan cting c6 khach hang du ho khong that sy ban san
pham hay dich vu nao.

Tém lai, khach hang 13 nhitng ngudi ma chung ta phuc vy, bao gém
nhitng nguoi bén ngoai hay nguoi bén trong ndi bo té chirc, du ho da 1a khach
hang thuc su hoac con ¢ trong dang tiém nang, du ho c¢o tra tién hay khong tra
tién cho dich vu ctia chung ta.

1.2 Phan logi khach hang

Tai sao viéc phan loai cac khach hang lai quan trong trong giai doan hién

nay? Béi vi véi mdi loai khach hang khac nhau, cach tac dong s& khac nhau ca

vé nodi dung 13n hinh thirc. Pang tiéc, phan 16n cac doanh nhan chwa trang bi cho



minh kién thtrc ndy. Va ho pham phai sai 1am ngay tir giai doan 1én ké hoach
kinh doanh, khi xac dinh nhiing nhi€ém vu phat trién chinh va lya chon céac
phuong tién dé dat duoc muc dich deé ra.

C6 nhiéu cach phan loai khach hang:

* Néu xét theo quan hé mua ban, khach hang c6 thé chia ra lam nim loai:
(1) Khdch hang tiém ndng: nhitng ngudi c6 thé s& quan tim dén san pham/dich
vu cua ban;

Pay 1a nhém khach hang kho nam bat nhat. Ho dic biét quan trong trong
bat cr mot ké hoach kinh doanh nao néu mudn thanh cong. Va nhiém vy cua bat
ctr doanh nghiép ndo ciing 1 1am sao dé thu hat duoc nhiing nguoi nay cang
nhiéu cang tét.

Nhitng khach hang tiém ning con chua biét dén ban ciing nhu san
pham/dich vu ctia ban. Gidng nhu phan déng nhimg nguoi sang sudt khac, ho
déu nghi ngd vao kha ning cua cong ty ban. Chi c6 mot cach duy nhat dé 16i kéo
ho vao quy dao kinh doanh cua ban 1a hay lam sao dé ho tu cam théy ¢4 nhu cau
duoc dén vé6i chinh ban.

(2) Nguwoi dén thiam: nhimg ngudi da c6 it nhat mot lan ghé qua cong ty/cira
hang cta ban.

Ngudi ghé dén cira hang, cong ty ctiia ban thong thudng déu cé cai nhin
day hoai nghi. Ho da biét mot diéu gi d6 vé ban nhung chua quyét dinh mua san
pham/dich vu ctia ban. Con vé phia ban ciling chi ¢6 vai gidy dé tao ra 4n tuong
v6i1 nhitng nguoi nay.

Theo két qua ctiia mot cude trung cau ¥ kién voi mot sé lugng dong dao
nguoi tham gia cho két qua rang: nhimg ngudi dén tham ctra hang ciia ban quyét
dinh c6 mua hay khong ngay trong tam dén mudi gidy dau tién. Bon trong sd
mudi ngudi danh gia kha nang ciia nguoi ban hang thong qua vé bé ngoai ciia
ho. Chinh trong nhiing gidy dau tién, ngudi dén tham danh gia bau khong khi
ctia cira hang, thai do ddi v6i khach hang, cach sip dat trong cira hang va cac
hinh anh quang cdo. Néu nhan vién ban hang lich su, néu trong ctra hang sach

s€, dep mit, néu san phém/dich vu dat yéu cau, gid ca hop 1y va dugc ghi 10



rang, thi nhiéu kha ning nguoi dén tham sé& tro thanh khach hang. Con néu ban
khong thoa min duoc nhiing cai “néu” trén, thi ho s& bo di vinh vién. Trong
kinh doanh ciing nhu trong cudc séng ca nhan, c6 mot nguyén tic vang can phai
ghi nhé: “Khong ton tai co hoi thir hai dé gay an tugng”.

(3) Nguoi mua hang: nhimg nguoi da timg mua san pham/dich vu cta ban.

Trong bat clr sy mua hang nao ciing chira dung hai nguyén nhan chinh:
ngudi mua cam théy thich thu vo1 san phém/ dich vu hoac san phém/ dich vu thoa
méin nhu cau ndo d6 cia ngudi mua. Néu ban dap tng duge mot trong hai nhu
cau trén, thi vu mua ban dugc thuc hién. Tu gidy phut nay ban c6 thém mot
nguoi mua hang.

Hay suy nghi vé san pham/dich vu ctia ban. Liéu chiing ¢6 chia dyng hai
nguyén nhan dan dén hanh vi mua hang khong? Hay tim trong san pham/dich vu
ctia ban nhiing dic tinh c6 thé dap Gmg doi hoi cia nguoi mua.

(4) Khach hang thuong xuyén: nhitng nguodi mua déu dan san pham/dich vu cia
ban.

Pay la nhitng ngudi sin sing mua bat cr nhimg san pham/dich nao ma
ban dua ra. Can phai hiéu nhitng ngudi khach hang thuong xuyén. Can phai dem
dén cho ho diéu gi d6 dic biét. Nhimg ngudi ndy phai chiém vi tri quan trong
trong ké hoach kinh doanh cta ban. Thong thudng, ho thich dugc tiép xuc véi
nhitng nguoi dai dién cho cong ty ciia ban: nhimg nhan vién ban hang, diéu
hanh, 1anh dao va doi khi 1a véi dai dién cia cong ty.

Nhitng nguoi khach hang thudng xuyén 13 diéu t6t nhat trong nhitng diéu
tot. Ho rat d& chju khi ban dbi xir véi ho mot cach dic bit, ho ¢ thé néu ra
nhiing y kién mic du rat nho nhung lai rat gia tri vé san phém/dich vu cua ban
ma tham chi ban chua bao gid thoang nghi dén. Phai tao ra co ché dé nhitng y
kién nay c6 thé dén tai nhitng ngudi lanh dao cip cao ctia cong ty. Mot trong
nhimg nguyén nhan chinh lam mat cac khach hang thuong xuyén 1a khong biét
cach thé hién sy quan tam dén tung ca nhan.

(5) Khach hang trung thanh: nhiing ngudi khong nhiing chi mua déu dan san
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pham/dich vu ma con ké véi tat ca nhitng nguoi xung quanh rang cong ty cua
ban that tuyét voi.

Khach hang trung thanh 13 nhitng ngudi dua tén tudi cua ban dén véi moi
nguoi. Ho ké vé ban v6i moi nguoi quen va tham chi 1a ca khong quen, nhimg
ngudi quan tim dén san pham/dich vu ctia ban. Nhitng 16i khen ngoi qua mirc va
mién phi nay hién nhién 13 dang quang c4o hiru hiéu nhat.

* Néu xét theo d6i twong sir dung, khach hang duoc phan thanh 3 loai:

(1) Khdch hang la chinh phii, cdc co quan hanh chinh sw nghiép: D6i tuong nay
mua hang hodc dit mua banng ngan sach nha nudc va ngan sach sy nghiép dé
phuc vu cho céac dich vu hanh chinh cong.

(2) Khach hang la cac nha kinh doanh: La nhitng nguoi sir dung san pham/dich
vu phuc vu cho qua trinh san xuét kinh doanh.

(3) Khach hang la cac c& nhan: La cac ca nhan sir dung san pham/dich vu thoa
man cho nhu cu ctia ban thin va gia dinh.

* Néu xét theo dic diém phuc vu thi khach hang duoc chia thanh 2 loai:
(1) Khach hang bén ngoai: Ho 1a nhiing ngudi truc tiép tra tién, ngudi quyét
dinh mua, ngudi st dung, nguoi duge huong quyén loi (hodc bi anh huong) tir
viéc st dung cac san phém dich vu. Nhu vay, co thé noi khach hang bén ngoai
bao gom nhitng ddi twong sau:

- Nguoi st dung: La cac ca nhan/to chie thuc su st dung san pham cua
doanh nghiép.

- Ngudi mua: La nguoi thu thap thong tin vé san pham, lua chon, ra quyét
dinh mua va tra tién.

- Nguoi thu hudéng: Cac ca nhan/td chtc duogc hudong loi (hoac bi anh
huong) tir viéc str dung san phém/dich VU.

Vi du: Khach hang bén ngoai ciia nha hang For You bao gém: Khach an
uéng, khach dat ban, ban an toan vé sinh thuc phém, chi cuc thué. ...

Mot dira bé di cung me vao ctra hang. Ptra bé vo1 vinh me mua keo cho

nd. Vay nguoi me do6 1a nguot mua, nhung dira bé madi 1a nguoi st dung (tieu
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dung). Ca hai déu 1a nhimg khach hang quan trong va déu c6 thé anh huong dén
quyét dinh mua.

(2) Khach hang noi bo: 1a nhitng nguoi cung lam viéce trong doanh nghi¢p va st
dung san phém hodc dich vu ctiia nhau dé phuc vu khéach hang bén ngoai.

Khdach hang noi bo co thé khong chi tien truc tié}) cho ban, nhung néu ban
khéng ddp vmg cdc nhu cau ciia ho, thu nhdp cua doanh nghiép sé sém phdn
dnh diéu nay. Do d6, van dé dit ra 1a can phai quan tdm dén viéc ddi xr va cham
soc cac khach hang nodi bd ngang bang véi cac khach hang bén ngoai vi khi ta
phuc vu cho ‘‘khach hang noi bd” truc tiép cua ta hoat dong c6 hi¢u qua co
nghia 1a ta da lam tdng nhiing gia tri dem lai su thod man cho khach hang bén
ngoai.

Vi du: Mot nha hang phuc vu thuc an va dd uéng theo thuyc don. Cong
viéc kinh doanh chinh ctia nha hang duogc thuc hién ¢ bd phan giao dich truc tiép
v6i khach hang — bao gdm tiép tin va cac nhan vién phuc vu ban véi cac cong
viéc nhu sau:

+ Hudng dan khach dén ban va sip xép chd ngoi;

+ Ghi thuc don cac mén an va d6 udng theo yéu cau cta khach va chuyén
cho bd phan ché bién;

+ Chuyén hoa don cho bd phan thu ngan tinh tién va xuét hoa don;

+ Sén sang phuc vu cac nhu cau phat sinh tir cac thyc khach.

Tuy nhién, cong viéc kinh doanh cta nha hang con dugc hd tro boi cac bo
phan nhu bd phan ché bién thic dn va dd udng, bd phan thu ngan (tinh tién, 1ap
hoa don va thu tién).... Khi do, cac nhan vién tiép tdn va cic nhan vién chim soc
ban dugc goi 1a khach hang bén trong (khach hang ndi bd) ctia nhitng by phan
nay.

Tém lai, dich vu khach hang bao gém nhiéu khau, nhiéu ‘mat xich”. Nhu
vy sé& co nhiéu nhan vién ciling tham gia vao qua trinh cung cp dich vu cho
khach hang. pé cung cép mot dich vu khach hang chét luong cao, tAt ca nhan

vién & moi “mat xich” phai lién két v&i nhau mét cach nhip nhang. Chi can mdt
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“mat xich” — mdt nhan vién khong lam tbt cong viéc ctia minh thi chat luong
dich vu khong thé t6t dugc.
1.3 Tam quan treng cia khach hang

Theo co ché van hanh cua thi truong, stc mua cta khach hang gay ra su
canh tranh gitta cac nha cung cp va dua dén cho khach hang quyén lya chon.

Néu khach hang khong thich cac san pham hay dich vu cta doanh nghiép,
rat don gian, ho s& chon san phém hay dich vu cia m¢t doanh nghiép khac. Néu
s6 khach hang lam nhu vay du 16n, ho da strc manh dé gay thiét hai va tham chi
loai bo nhitng doanh nghiép c6 san pham khong duoc thi trudng chap nhan. Do
d6, doanh nghiép ciing phai lang nghe cin than nhitng “thong diép” ma khach
hang giri dén thong qua su lya chon ctia ho. Khi khach hang mua san pham cia
ddi thu canh tranh cua ban, ¢ nghia 1a ho dang gtri cho ban mot thong di€p: Toi
chua hai long v6i hang hoa, dich vu ma ban cung cdp, ban can cb gang hon.

Céc doanh nghiép ton tai nhd vao viéc cung cap hang hoa va dich vy trén
thi trudong. Trong thoi dai “khan hiém” khach hang nhu hién nay, ho khéng co
lwa chon nao khic ngoai viéc canh tranh dé gianh khach hang. Khach hang la
nguoi trd lwong cho doanh nghi¢p, 1a nguén tao ra doanh thu va loi nhuan cua
doanh nghiép, 13 1y do dé doanh nghiép ton tai. Sy séng con ciia doanh nghiép
phu thudc vao khach hang.

Tém lai, khach hang khong chi c6 quyén lwa chon, ho con c6 sitc manh —
strc mua. D6 13 1y do tai sao co rat nhiéu doanh nghiép ndi rang, nguwoi quan
trong nhdt trong doanh nghiép chiing téi la khdch hang.

2. Cham soc khach hang
2.1 Khai ni¢m chdam soc khdach hang

Chim soc khach hang 13 tat ca nhitng gi ma mot doanh nghiép can thiét
phai 1am dé thoa man nhu cau va mong doi ctia khach hang.

No61 mdt cach khac, chdm soc khach hang 1a phuc vu khach hang theo nhu
cach ho mong mudn va 1am nhiing viéc can thiét dé gitr cac khach hang minh

dang co.
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Pé biét duge khach hang mong mudn dugc phuc vu nhu thé nao trong
dich vu ma doanh nghiép cung cip, doanh nghiép can phai nghién ciru tim ly
khach hang. Dé phuc vu khach hang nhu cach ho mudn, doanh nghiép phai tao
ra dich vu khach hang chat lugng “vuot troi”.

Co3 cép do cua dich vu khach hang:

- Cép @0 tho 16 > Mat khach hang
- Cap d6 tho 0 > Khach hang c¢6 xu hudng chuyén sang doi tht canh tranh
- Cap dd vuot trdi > Giir chan dugc khach hang.
Pé tao ra mot dich vu khach hang co chét lugng “vuot troi” nham thu hat
va gitr chan khach hang, doanh nghiép can tuan thu 5 nguyén tic sau:
(1) Su déng tin ciy cua san pham va dich vu
(2) Pap tng nhiét tinh nhu cau cua khach hang
(3) Tran trong cam on khach hang
(4) Pong cam voi khach hang
(5) Thanh thao vé chuyén mon

Cham séc khach hang ton tai & goc do truc tiép va gian tiép. Vi du: Nhan
vién 18 tan khach san, nhan vién ban hang hay tit ca nhitng nhan vién khac giao
dich truc tiép voi khach hang hang ngay. P6i voi nhiing vi tri cong viéc nay,
cham soc khach hang ludn 1a hat nhan ctia bang mo ta cong viéc va can thiét khi
doanh nghiép can tuyén dung nhitng nhan vién chim soc khach hang.

C6 ngudi cho rang thuat ngir “cham séc khach hang” 13 sy chao dén nhiét
tinh dbi voi khach hang cta cac nhan vién ban hang. Tuy nhién viéc cham soc
khach hang khong chi dimg lai ¢ tiép xtc truc tiép véi khach hang. Boi vi,
chung ta ciing khong thé chdi bo tim quan trong cta cham séc khach hang & cap
d6 gian tiép xuyén sudt bat ky hoat dong kinh doanh nao. O moi cip do, chim
soc khach hang ludén hién hiru.

Vi du: Néu ban dang lam trong nganh kinh doanh khéach san, thi dich vu
lIuu tra, an uéng, giat 1a, spa, du lich... déu 1a mot phﬁn chirc nang cua cham séc
khach hang. Nhiing bd phan nay chiu trach nhiém cung cap dich vu dung luc,

dung yéu cau va sé tao nén su hai 1ong hay thit vong ctia khach hang.
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Vi thé, bt ky ai trong mdt t6 chirc (cho du ho c6 su tiép xuc truc tiép Vo1
khéach bang hay khong) cling nén hudng té1 muc ti€u lam hai long khéach hang.
Tuy nhién, néu chi “dap tng” mong doi ctia khach hang théi, thi co thé khach
hang s€ cam théy dich vu khach hang tam on, chir khong co6 gi dac biét. Piéu ma
cac to chtrc nén 1am 1a 1am cho mdi vi khach hang cam thiy vui sudng ngay tir
lac méi tim hiéu vé t6 chirc va san pham cua to chirc.

2.2 Tam quan treng cia viéc cham séc khdch hang

Cham séc khach hang khong phai 12 dé chinh phuc khach hang méi. Tat
ca cac doanh nghiép thanh cong déu biét rang, gitt mot khach hang dang c6 1a
mudi 1an d& hon va mudi 1an ré hon so voi viée chinh phuc duoc mot khach
hang méi dé thay thé cho khach hang ma ho vira mat. Pang tiéc 1a nhiéu doanh
nghié¢p van chua nhan ra duoc su that quan trong nay, ho van danh rat nhiéu thoi
gian va suc luc dé chinh phuc khach hang méi thong qua cac hoat dong ban
hang va marketing ma bo qua hodc lang quén khach hang cti cia minh.

Cham soc khach hang la hoat dong mang tinh chién lugc canh tranh cta
doanh nghiép dé tiép can va gitr khach hang bang ca 1y tri va tinh cam. Pau tu
cho cham so6c khach hang khong phai la cac khoan chi phi thong thuong, ma la
dau tu c6 tinh lau dai, mang tdm chién lugc va phai dya trén nén tang cia vin
hoa doanh nghiép - mot van dé ciing phai dau tu va phat trién 1au dai.

Hoat dong chim soc khach hang nhiam cung c¢6 mdi quan hé véi khach
hang, dong thoi s& gop phan ting sd luong khach hang cho doanh nghiép. Boi
vi, theo nghién ctru cho thiy ring:

- M6t khach hang dwge théa mén sé ndi v6i bén nguoi khac.

- Mot khach hang khong duwgce théa man s€ ndéi voi mwoi ngudi khac
hogc nhiéu hon.

2.3 Ba yéu té co bdn dé théa man khach hang
Moi doanh nghiép déu co nhiém vu cung cép cho khach hang cua minh:
- San pham phu hop;
- Pugc ban & noi phu hop;

- Bung luc;
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- V61 gia phu hop;
- Pung cach thuec.

Cham soc khach hang khong c6 nghia 13 néu véi mot san pham hay dich
vu t6i ma c6 cong tac chim soc khach hang tét thi van gilt dugc khach hang.
Cham soc khach hang phai thoa méin khach hang mot cach tean dién. Co 3 yéu
tb then chdt quyét dinh viéc 1am thoa méan khach hang, d6 la:

- Yéu t6 san pham: Sy da dang ctia san pham; Gid ca ctia san pham; Chat
luong va kiéu dang; Chat luong dich vu hau mai.

- Yéu td con nguoi: Thai do phuc vu; Ky nang phuc vy; hanh vi ciia nhan
vién

- Yéu t thuan tién: Dia diém ban hang; biéu kién giao hang; Piéu kién
d6i hang; Phuong thirc thanh toan; Gid mo cira.

Trong 3 yéu t6 tru cot dé théa man khach hang, yéu t6 nio 1a quan trong
nhat? Trén mot phuong dién nao d6, diéu ndy phu thudc vao timg tinh hubng:

- Néu san pham khong phu hop va gia ban lai qua cao thi nguoi ban hang
c6 lich thiép, niém n¢ hay cau kinh ciing chang anh hudng gi?

- Néu gia ban rét ré, khach hang c6 thé chdp nhan nhiéu yéu t6 bat tién
khac dé c6 duogc san pham.

- Néu san pham dugc ban rong rii trén thi trudng véi cling mot mic gia,
cung mot chét luong dich vy, yéu td con nguoi tré nén rat quan trong. Khi do,
khach hang s& chon san phdm ndo ma khi dén mua hang, ho dugc chao don niém
nd, an can, chu dao. .. tirc 12 khach hang s& chon san phadm nao c6 cong tac cham
soc khach hang tot hon.

Tuy nhién, diéu ma moi khach hang déu mong mudn hon ca tir hang hoa,
dich vu ma ho mua 1a ching phai hoan toan dang tin cdy. Piéu nay c6 nghia la
trong mot chuwong trinh cham séc khach hang, yéu té san pham thuong phai dit
Ién hang dau va tiép theo méi 1a cac yéu tb con lai. Tat ca nhimg nu cudi than
thién va nhitng 10i chao moi lich sy khong thé bu dip cho nhitng san pham

khong dang tin cay hay nhiing dich vu khong dat tiéu chuan. Cong tac chim séc
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khach hang chi ¢ thé duoc cong nhan 1a tot néu nd gan lién véi mot san pham
chat luong hay mot dich vu tbt.
2.4 Quan h¢é gidta cham soc khdach hang va Marketing

Marketing & phat hién va thoéa mén nhu cau cua khach hang. Néu xét theo
tién trinh quan tri Marketing thi Marketing bao gdm tit ca moi hoat dong tir
nghién ctru thi truong, phat hién nhu cau, thiét ké san phém, dinh gia, xay dung
hé théng kénh phan phdi va t6 chiic cac hoat dong xuc tién. N6 lién quan dén
viéc thu hut khach hang méi va duy tri khach hang dang co.

Nhu vay, chiam séc khach hang 1a mot hoat dong Marketing nham duy tri
khach hang dang c6, déng thoi cham soc khach hang ciing hd tro cho cac hoat
dong marketing khéac.

3. Nghé chiim s6c¢ khach hang
3.1 So lwgc vé nghé chiam séc khdch hang trong thoi dai hién nay
* Cham séc khach hang — Nghé day tiém ning

Trong bdi canh canh tranh gay gat hién nay, mot d6i ngii cham soc khach
hang chuyén nghiép, ning dong 1a loi thé cua hau hét cac cong ty. Ho 1 nhiing
ngudi truc tiép lam hai long khach hang va xay dung hinh anh t6t dep vé cong
ty. Nghé chiam soc khach hang (Customer Care hay Customer Service), dic biét
la chdam séc khach hang thong qua cdc phuong tién thong tin lién lac hién dai
dang phat trién nhanh v&i nhitng Call Center/Contact Center 16n dang moc
nhanh tai nhitng qudc gia dang phét trién nhu An Do, Philippines... Pay 1a nghé
6 rat nhiéu tiém nang phat trién tai Viét Nam khi nhu cau hoi nhap cua nudc ta
v6i thé gidi ngay cang gia tang.

- Call Center / Contact Center: “Hé thong cham soc khach hang hién
dai” 1a khu vuc ngp trong cac dir liéu, bao gém thong tin cua khach hang
(duoc téng hop tir cac cude dién thoai, email, fax), cadc thong tin vé dat hang,
héa don, chi tiét sir dung dich vu va mua hang... H¢ théng Contact Center modi
dugc xay dung trén nén cong nghé IP con tich hop tit ca cac phan mém quan Iy
lién quan ctia mdi doanh nghiép, dé c6 thé trg giup cong tac cham soéc khach

hang nhu: CRM, ERP...
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- Call agent: nhan vién chim soc khiach hang trong hé théng Call
Center/Contact Center) c6 thé ngdi trong khu vuc ngap tran dit liéu d6, va tra 10i
khach hang bat clr thong tin gi ho can, qua dién thoai, qua email, qua fax, qua
text chat, hay tham chi 13 voice chat, truyén hinh di dong... Piéu quan trong la
sau do, tt ca déu dugc hé théng luu gitt, danh gid, phan tich va Xuét ra bao c4o
tong két.

Thi trudng trong nudc dang md rong hang ngdy, cac cong nghé tién tién
vé vién thong, Internet, biang théng, truyén hinh, vé tinh ciing dang phat trién
khong ngimg, 13 nhitng diéu kién thuan loi day tiém niang dé cac dich vu nhu thé
nay phat trién manh mé.

Nhan su lam nghé nay co thé 1am viéc tir xa, c6 thé 1am viéc ban thoi
gian, khong giéi han d6 tudi hay hinh thic (d6i voi cac nhan vién chim soc
khach hang gian tiép). Néu dugc dao tao ki ludng, néu c6 dinh hudng r6 rang tir
cac doanh nghiép, néu c6 chinh sach hd trg tir chinh phu... dich vu nay rét ¢6 co
hoi dé bung nd va nghé nay sé trd thanh mot nghé mdi hap dan véi nhiéu lao
dong tré ctia Viét Nam.

Tai Viét Nam, dé phat trién mé hinh Call/Contact Center, tiéng Anh sé la
van dé kho nhat. Tiép d6 1a van dé ha tang. Chat lugng dich vu chim soc khach
hang da phan 1a giao tiép thoi gian thuc, nhiéu nhat van 1a qua dién thoai, trong
khi d6 cude vién thong cua Viét Nam van con cao, con néu 1 cac cude goi Chat
Voice, truyén hinh di dong...thi bang thong lai trd thanh rao can.

3.2 Nhi¢gm vu co ban ciia nhan vién cham soc khdach hang

Nhiém vu ctia nhan vién chim séc khach hang & mdi doanh nghiép s&
khéc nhau tuy thudc vao linh vuc hoat dong va dic diém cua timg doanh nghiép
d6. Nhung nhin chung, nhan vién cham soc khach hang thuong dam nhan mdt
s6 nhiém vu co ban nhu sau:

- Tim kiém, xay dung ngudn khach hang tiém nang.
- Tiép nhén va truc tiép giai dap cac van dé thic méic cua khach hang.
- Téng hop va phéan loai khach hang lam can ctt xay dung ké hoach hoat

dong cham soc khach hang;
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- Tong hop thong tin phan anh cua khach hang, danh gia va dé xuét giai
phap khic phuc

- Chu dong 1ap ké hoach va trién khai cac chuong trinh cham séc khach
hang.

- Phéi hop thuc hién cac chuong trinh quang céo khuyén méai hodc cac hoat
dong marketing khac.
3.3 Nhan vién cham soc khach hang trong khach san
* Mo ta cong viéc

- Chao d6n khi khach dén luu tra tai khach san. Ludn chao dén khach mét
cach than thién va lich sy ngay khi khach dén Khach san hodc tién khach ra vé.

- H trg nhan vién L& tan dé nhanh chong thuc hién thu tuc nhan phong
va tra phong cho khach

- Sur dung k¥ ning ban hang chuyén nghiép dé giéi thiéu dén khach céc
dich vu hién c6 cua Khach san.

- Lién hé véi khach trong sudt thoi gian khach luu tr tai khach san dé
nhan duoc su danh gia vé mirc d6 hai long cua khach.

- Nhanh chéng truyén dat cac ¥ kién dong gép va phan nan cua khach dén
Truéng bd phan dé kip thoi diéu chinh pht hop. Phdi hop voi bo phan lién quan
dé giai quyét van dé dat su hai 10ng cao nhat.

- Phéi hop véi cac bo phan dé dé xuat cac san pham dich vu phu hop véi
nhu cau thi hiéu cta khach.

- Cap nhat day du thong tin c4 nhan ctia khach vao Danh sach khach hang

- Thuc hién cac cong viée phat sinh khac khi c¢6 yéu cau tir cp trén.

* Cdc yéu cau doi véi nghé cham soc khdch hang

- K§ nang giao tiép va truyén dat thong tin t6t ;

- Giao tiép Tiéng Anh thanh thao, nhat 14 tiéng Anh linh vuc du lich.

- Kién thirc chung vé nganh du lich va khach san dang lam viéc

- Str dung thanh thao vi tinh vin phong, cac phan mém lién quan dén cong
viée, lam viéc doc l1ap

- Nhiét tinh, ndang dong, doc 1ap, nhay bén.
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- Am hiéu vé cac dich vu khach san

- K§ nang xu 1y tinh hudng

B. CAU HOI VA BAI TAP/THU'C HANH

1. Cau hei

1.1. Cham séc khach hang la gi? Tai sao doanh nghiép phai chim soc khach
hang?

1.2. Cac yéu t6 nao dem lai sy théa man cho khach hang?

1.3. Cham séc khach hang va Marketing c6 méi quan hé nhu thé nao?

1.4. Co hoi va thach thirc ciia nghé cham soc khach hang trong giai doan hién
nay?

2. Bai tap/Thuc hanh

2.1 Té chivc nao sau ddy cé “khdch hang”?

- Hé thong siéu thi Coopmart

- Thu vién khoa hoc tong hop

- Bénh vién cho ray

- Cong ty gach Pong Tam

- Cong ty dau khi Viét Nam

- Truong dai hoc kinh té Pa Ning

- Hiép hoi ché bién xuét khau thity san Viét Nam VASEP

- Khach san Huong Sen

2.2 Hay binh ludn cdc phdt biéu sau ddy lién quan dén vigc Chim séc khdch
hang:

a. Oi, “Tram nguwoi ban van ngwoi mua”, hoi ddu ma chiam séc khach hang cho
mét.

b. Doanh nghiép c6 hang “ddc” thi “day doa” khach hang cach miy khach hang
cling phai nghe.

c. Khong c6 khach hang thi khong c6 doanh nghiép.

d. Chi c¢6 nhitng doanh nghiép kinh doanh hang “dém” méi can chiu khach
hang.
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e. Doanh nghiép thanh 1ap chinh 13 dé théa man nhu cau ctia khach hang.
f. CO cAu “Ving cé thi cho van déng, c¢é di ldy chong thi cho van vui”, nén
doanh nghiép khong hoan toan phu thudc vao khach hang.
2.3. Thwc hanh

Chon mot doanh nghiép cu thé. Thao ludn véi cdc thanh vién trong nhom:
a/ Doanh nghiép cta ban dang hoat dong trong linh vuc gi? (nha hang, khach
san, du lich, It hanh)
b/ Khach hang bén ngoai ctia doanh nghiép la ai?
¢/ Khach hang ndi bd cua doanh nghiép 1a ai?

d/ V& so dd chi ra méi lién hé bén trong va bén ngoai ciia doanh nghiép d6

C. GHI NHO
Cham soc khach hang la phuc vu khach hang theo nhw cach ho mong

muén va lam nhitng viéc can thiét dé giit cac khdach hang minh dang co.
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CHUONG 2. LAP KE HOACH CHAM SOC KHACH HANG

Muc tiéu:

- Trinh bay duoc cac budce lap ké hoach chiam soc khach hang;

- M6 ta dugc cac phuong thirc, hoat dong cham soc khach hang co ban;

- Thyc hién duoc mot s hoat dong cham séc khach hang mang tinh
thuong mai;

- Xay dung dugc mot chuong trinh cham so6c khach hang cho mot doanh

nghiép cu thé.

A.NOI DUNG
1. C4c nhan t6 anh hwéng dén hoat dong chim séc khach hang

- Linh vuc kinh doanh (san xuat hang hoa: hang tiéu dung, thoi trang, my
pham, dién tir, xe may hay kinh doanh dich vu, loai hinh dich vu cung cap: hang
khong, bao hiém, ngan hang, vién thong...)

- B6i twong khach hang (dic diém ca nhan, gidi tinh, tudi tac, nganh nghé,
mirc do trung thanh, sy thay doi tam 1y tiéu dung....)

- Van héa xa hdi (Tam ly ti€u dung, ton gido, théi quen ti€u dung, phong
tuc, tAp quan truyén thong...)

- Nang luc cong ty (tai chinh, nhan sy, van hda cong ty....)

- Canh tranh: su tham gia ngdy cang nhiéu cta cic nha cung cip hang
hoa/dich vu khién cho cac doanh nghiép phai chu trong nhiéu hon dén chinh
sach cham soc khach hang cta minh: thay ddi vé muc tiéu, tan suét thuc hién,
noi dung thuc hién.. ..nham tao su khac biét so v4i ddi thu canh tranh.

2. Cac budéc 1ap ké hoach chim séc khach hang
2.1 Thdu hiéu va phan nhém khach hang
* Thau hiéu khdch hang dé cham séc khach hang hiéu qua
Ném bét tdm 1y va mong mudn ctia khach hang ludn 1a yéu td quan trong

hang dau trong bat c chién lugc cham soc khach hang nao. Chi khi nao ban biét
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dugc khach hang thuc sy mong mudn nhiing gi thi lic d6 ban mdi cham soc
khach hang mot cach hiéu qua va chu déo nhat.

Nhin chung, cac khach hang chi mudn cam thay moi viéc dién ra suén sé.
Sau khi giao dich véi ban hay v&éi1 mot nhan vién trong cong ty cua ban, khach
hang muén cam nhan thdy mot diéu gi d6 tét dep hon so véi nhitng gi ho ¢o
trude day. Néu ban co thé tao ra dugc cam giac do, ban dang di dung hudng trén
con dudng dem lai cho khach hang nhiing gi ho thuc sy mong muén.

Nhung lam thé nao dé co6 thé danh gia xem doanh nghiép cua ban c6 thoa
min cac mong mudn cua khach hang khong? Pé lam dugc diéu nay, doanh
nghiép ban can phai:

- Luu gilt mot cach can than nhiing ¥ kién than phién ctia khach hang.

- Lang nghe bao c4o ciia cc nhan vién giao dich véi khach hang.

- Po ludng va nghién ciru k¥ ludng cac muc doanh sd ban, s lugng céc
don hang, v kién dong gop ctia khach hang va cac chi s6 hoat dong khac.

Néu nhing 16i than phién tang, doanh sé giam va nhan vién giao dich
ngay cang cing thang hon thi c6 nghia 1a cac mong mudn cua khach hang khong
duoc thoa man.

Khi khong hai 10ng, khach hang khong nhat thiét phai than phién véi ban,
ho s& noi véi nhitng ngudi khac va ho sé chon mua noi khac ngay khi co thé.
Boi vay, ling nghe nhirng 1o than phién 13 rat quan trong va viéc nay duogc
thuc hién cang sém cang tot. Piéu ndy sé& giup: tim hiéu khach hang mong mubn
diéu gi va nhan biét ban dap tmg dugc mong mudn do toi muc nio.

* Phan nhom khach hang

Nhu ciu cua khach hang vé cach thic phuc vu cling nhu nhu cau vé san
pham rét phong pht va da dang. Néu dap tng tat ca nhu cau do, doanh nghiép s&
ton mot khoang chi phi 16n ma lai lang phi khong can thiét. M&i nhém khach
hang c6 mot sé nhu cau nhat dinh. Phan nhém khach hang, tim hiéu chinh xac
nhu céu cua timg nhom, doanh nghiép vira c6 thé 1am hai long cac nhom khach

hang, vira co thé han ché chi phi. Doi luc, doanh nghiép co thé chi tap trung cac
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hoat dong cham sdc vao nhém khach hang muc tiéu cia minh dé nang cao hiéu
qua va tiét kiém chi phi.
Tiéu thirc phan nhom khach hang

(1) Theo vung dia Iy: Qudc tich, Noi sinh sdng, Piém di/diém dén, Noi
mua....

(2) Theo hanh vi: Thot diém tiéu dung, St dung dich vu nhu thé nao, Mrc
do6 tiéu dung, Tén suét sir dung, Muc d6 trung thanh....

(3) Theo diéu kién kinh té - x hoi: Tudi, Cac giai doan trong cudc séng gia
dinh, kich ¢& gia dinh, Gi6i tinh, Thu nhap, Nghé nghiép, Gido duc, Ton gido,
Chung toc...

(4) Tam ly- 16i séng: Tang 16p xa hoi, Phong cach séng, Ca tinh....

(5) Theo nhu cau vé loi ich: Cac loi ich khach hang khi mua/str dung dich
vu, vi du:An toan, Tiét kiém, Puoc ton trong...

Trong ké hoach chim séc khach hang cu thé, doanh nghiép c6 thé chon ra
mot nhém khach hang muc tiéu dé cham soc
2.2 Xdc dinh muc tiéu cdn dat dwec

Pé xac dinh dugc cac muc tiéu vé cham séc khach hang, trudc hét can can
clr vao muc tiéu chung ctia doanh nghiép nhu muc tiéu vé doanh thu, khach
hang, thi phan....tr 46 xay dung cac muc tiéu cham séc khach hang cho phu
hop. Trong tap hop cac muc tiéu do, mdi muc tiéu lai ¢6 tAm quan trong khac
nhau. Can sap xép theo thtr tuy mirc d6 quan trong cuia tirng muc tiéu dé ap dung
cac chién lugce chim soc khach hang twong tmg. C6 thé dé ra muc tiéu cho timg
nhém khéch hang.
2.3 Thiét ké chwong trinh va té chirc thuec hign

Thiét ké chwong trinh cham séc khach hang can dé cip dén cac ndi dung
co ban sau:

- Lap co s¢ dir ligu quan 1y cac dbi tuong khéach hang, dac bi¢t 1a dir licu
cac nhom khach hang s€ ap dung chuong trinh cham soc;

- Thoi gian va dia diém thuc hién;

- Phuong thire va hinh thire cham s6c khach hang;
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- Nguén lyc ctia doanh nghiép: nhan sy, tai chinh dé dam bao thuc hién
cac chinh sach, ké hoach dit ra.
2.4 Kiém tra va danh gid viéc thuc hign ké hogch

Viéc kiém tra giam sat phai tién hanh mot cach thudng xuyén, tién hanh
dinh ky hodc d6t xuit. Khong chi kiém tra két qua ma con kiém tra ngay trong
qua trinh thue hién dé kip thoi phat hién nhitng yéu té méi phat sinh, khong phu
hop; tir d6 cap nhat, bd sung, diéu chinh chinh sach cham soc khach hang.
3. Cac phuwong thirc cham séc khach hang
3.1 Chém séc truc tiép tap trung
a. Bdc diém

- La hinh thirc cham so6c khach hang tai trung tam dich vu cham s6c khach
hang dat tai cac dia diém c6 vi tri thuén 1gi.
b. Nhan sy

- Do cac chuyén vién vé cham soc khach hang voi cac phuong tién ky
thuat va co so vat chat hién dai tu van cho khach hang vé san phany/ dich vu,
hudng dan cach st dung, d6i hang, thay doi dia diém giao hang, phuong thirc
thanh toan...
c. Uu diém

- Qua giao tiép truc tiép, nhin vién c6 co hoi hiéu rd khach hang hon,
nhan biét dugc thai do cua khach hang, tir d6 c6 thé diéu chinh hanh vi cua
minh;

- Ngoai ngdn ngit ndi, con c6 sy tac dong cua ngdn ngit hinh thé nén hiéu
qua biéu dat s& tét hon.
d. Nhuge diém

- Chi phi xay dung Trung tdm dich vu cham soc khach hang rat 16n;

- S6 lugng dia diém bi han ché, tap trung noi dong dan cu, mat d§ khach
hang cao;

- Khong phai khach hang nao ciing c6 diéu kién dén tan noi dé duoc phuc

Vu.
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3.2 Chém séc truc tiép — Phan tan tai dia diém ban hang
a. Bdc diém

- Hinh thirc cham séc nay dugc thuc hién ngay tai dia diém ban hang,
quiy giao dich — noi tiép xuc tryc tiép voi khach hang.
b. Nhan luc

- Do nhan vién ban hang dam nhiém. Ho vira 1a ngudi ban hang, vura la
nguoi chdm soc khach hang.
c. Uu diém

- Sb luong khach hang duoc cham séc ting 1én déng ké boi mang ludi
diém ban hang rong hon rat nhiéu so véi mang ludi trung tdm chiam soc khach
hang.

- Chi phi dau tu khong dang ké.
d. Nhuoc diém

- Chat luong cham so6c khach hang bi han ché do ky nang, trinh do cua
nhan vién béan hang, chi dap Gng nhitng yéu cau thong thuong, thong tin don
gian.

- Cham soc khach hang chi l1a cong viéc ki€ém nhiém, khong phai nhiém
vu chinh nén nhan vién khong toan tam toan y vao hoat dong do.

- Pham vi 16n, rai rac do d6 gy kho khan cho cong tac dao tao.
3.3 Chém séc truc tiép — phan tan tai dia chi khach hang
a. Bdc diém

- Hinh thitc nay duoc ap dung d6i vi nhom khach hang 16n, khach hang
dac biét.
b. Nhan su

- Doanh nghiép ctir mot hoac nhiéu chuyén vién cham s6c khach hang dén
tan dia chi ctia khach hang.
c. Uu diém

- Hiéu qua rat cao, chimg to sy quan tdm ctia doanh nghiép danh cho
khach hang.
d. Nhwoc diém
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- Doi hoi doanh nghi€p phai c6 luc lugng chuyén vién cham soc khach
hang dong déo.

3.4 Cham séc gidn tiép
a. Bdac diém

- La hinh thic cham s6c khach hang duoc thuc hién qua cac phuong tién
hién dai nhu dién thoai, Internet.. ..

- Hinh thirc nay ngay cang duoc sir dung rong rii theo su phat trién cua
cac phuong ti¢n thong tin lién lac.

b. Nhan sw

- Can t6 chirc mot d6i ngli nhan vién c6 chuyén mén, lam viéc 24/24 hoic
thiét 1ap mot hé théng thong tin da phuong tién phuc vu khach hang.
c. Uu diém

- Pem lai loi ich cho ca khach hang 1an doanh nghiép;

- Khach hang dugc phuc vu moi lac, moi noi, khong can dén cac diém
ban hang hay trung tdm dich vu chdm soc khach hang, khong can doi gio mé
cua.

- Doanh nghiép tiép can voi nhidu ddi twong khach hang véi chi phi
khdng qué cao.

d. Nhuge diém

- Noi dung cac hoat dong chiam soc khach hang chi 1a su trao doi thong
tin;

- Khong tiép xtc truc tiép, nhan vién khong thé nhan biét dugc tim trang,
thai d6 cua khach hang, khong thé 13 ho hai 1ong hon.

4. Mot s6 hoat dong chim séc khach hang pho bién
4.1 Tham hoi, tang qua
* Y nghia:

Nham gin két bén viing mdi quan hé véi khach hang va duy tri do tin cay
ctia khach hang ddi v6i cong ty, qua d6, khong ngig thac day hinh anh cong ty
qua cac chuong trinh cham soc khach hang.

* Ké hoach chudn bi:
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- Lap danh sach khach hang;

- T6 chirc ting hoa, ting qua nhan cac dip 1& 16n nhu: Tét duong lich, Tét
am lich, ky niém ngay thanh 14p cong ty ctia minh, cua ddi tac, ngay qudc khanh
cua khach hang, nhan ngay sinh nhat, cac dip, su ki¢n quan trong cua khach
hang.

* Ké hoach thuc hién:

- Lap ké hoach nam, ké hoach trién khai chi tiét trong d6 du tinh ngan
sach thuc hién.

-T6 chirc thuc hién theo phan cdp quan 1y hodc thanh 1ap mot nhém
chuyén trach thyuc hién;

- Thuc hién héng thang.

4.2. Té chirc héi thdo, héi nghi, sur kién

C6 rat nhiéu hinh thirc to chtic tily theo muc dich. Duéi day 1a mot s6 goi
¥ phdi hop to chire:

* T chirc Hoi thao chat lweng: An dinh thoi gian, dinh ky t6 chirc, tao thoi
quen, van hoa dong gop v kién, chia sé thong tin dé nang cao chat luong. Hoi

thao chét luong co thé to chire theo cac hinh thirc:

Hinh thirc Muc dich Y nghia

Phoi hop v&i khach | Nang cao chat luong |- La dip dé cong ty ban va
hang dong to chirc hoi | dich vu cung cip cho | khiach hang co co hoi thao
thao khach hang luan, dua ra cac y tudng,
dé xuat cac cai tién nham
muc dich nang cao chit
lwong dich vu.

- That chat mdi quan hé
giita t6 chirc cia ban va
khach hang.

Cong ty to chirc va moi | Nang cao chat lugng |- Thé hién cam két nang

khach hang tham du dich vu cung cép cho | cao chat luong dich vu da

khach hang. hra v6i khach hang.
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Hinh thire

Muc dich

Y nghia

- Thé hién cong ty luon dat

khach hang lam trong tam.

Khach hang t6 chuc va
moi cong ty cung cap

dich vu tham du

Nang cao chat luong
dich vu cung cdp cho

khach hang.

- Thién chi mong mudn
chét luong duogc duy tri tot
va 6n dinh.

- Nhan manh tim quan
trong cua viéc nang cao

chét luong dich vu cung

cap cho khach hang.
* T¢ chirc hdi nghi, tiéc khach hang
Hinh thirc Muc dich Y nghia
Ho1 nghi khach hang - Trao doi kinh nghiém | - That chit moi quan hé
- Thao luan cac van dé | kinh doanh.
can quan tim - Tong két thanh qua sau
- Thu thap thong tin | mOt nam/ mot dy an.
khach hang - Lang nghe y kién, d¢
xuat cua khach hang. Cap
nhat thong tin khach hang.
Tiéc khéach hang - To chuc 1& tong két |- Cong bo thanh qua cua

chat luong dich vu cung
cap va kém tiéc chiéu

dai

cong ty vdi khach hang.

- Thé hién thién chi hudng
dén khach hang cia cong
ty.

- T chirc dip gip g8, giao
luu gitra cong ty vai khach

hang va gilta cac khach
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Hinh thire

Muc dich

Y nghia

hang v4i nhau.

Tiéc chiéu dai ( Gala
Dinner, Thank you
Party,..)

Chiéu dai khach hang la
chinh.

- Tudéng thudng cho khach
hang, tao cam giac thoai
mai, thu gidn cho khach
hang.

- Xo6a bo moi rao can,
khoang cach, that chit hon
nita mdi quan hé véi khach

hang.

* To chire sy ki€én

Hinh thire

Muc dich

Y nghia

T6 chirc su kién (Partner

Rewarding Event )

- Tao cho khach hang
mot an tugng kho quén,
mot ky niém duy nhat
trong nam.

- Panh dau ky niém mot
su kién trong thé nao do
(vi du: UA ky niém mot
nam dau tién mo duong

bay M¥- Viét nam, ....)

- Tao diéu kién khach
hang tham gia truc tiép
vao cac chuong trinh do
cong ty to chtc (khach
mo1 khong con 1a khan gia
ma la nguoi choi truc
tiép).

- Khach hang cam nhan
cam giac khéac la so voi
cac cuoc HO1 Nghi khach
hang khac ma ho tham du.
- Khéach hang s& luon ké vé
sy kién da to chuc véi
niém tu hao minh la thanh
vién tham du cac chuong

trinh hap dan.
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4.3. Cac hoat dong chiam soc khdach hang mang tinh thwong mai (dich vu hgu
mai, hogt dgng hé tro ban)
C6 nhiéu hinh thtrc cham soc khach hang, tuy nhién mot s6 hoat dong

chu yéu hudng dén nguoi tieu dung:

Tao gia tri Khuyén mai
céng thém

Py
~

(
1
ol

,’I’ | /'

s
‘s b

Cho didé nhanlai Twéngthwong  Hwéng dén khach

hAannA

- Tao gia tri cong thém: Thém dich vu c6 lién h¢ chat ché véi san phém;
cong thém san pham hay dich vu khac khach hang thuong dung.

- Khuyén mdi : Tang qua mién phi; phiéu chuyén doi; ban hang giam gia;
tai tro dac biét. ..

- Nhom wu tién: Xay dyng “Cau lac bd” , “Khach hang Than thudc”,
“VIP”...; Nhom uu tién “tam thoi”

- Cho di dé nhdn lai: Hoat dong tur thién; thuc hién trach nhiém xa hoi —
gido duc; tai trg cho cac hoat dong cong déng, bao vé moi trudng. ..

- Twong thuong: Quan tam dén khach hang; tang qua nhan dip dac biét;
phan thuéng cao cho muc d6 thudng xuyén cao; chuong trinh khach hang uu
dai.

- Hudéng dén khach hang: Tao diéu kién d& dang; gitt moi viéc don gian;
tao diéu kién thuén tién nhat; cap nhat thong tin san phém; thong bao tién do
mua hang; mang san pham dén tan tay; lang nghe wéc mudn ciia khach hang; tao

ra san pham/ dich vu ma khach hang y€u cau; c4 nhan héa mat hang.
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B. CAU HOI VA BAI TAP/THUC HANH

1. Cau héi

1.1 Trinh bay céc nhan t anh huéng dén hoat dong chim soc khach hang?

1.2 C6 cac phuong thic chim s6c khach hang nao? Hay chi ra wu diém va han
ché cua cac phuong thire chim soc d6

2. Bai tap/Thuc hanh

2.1 Sdp xép lai theo thir tw cdc buéc ldp ké hoach chiam séc khédch hang

Cac budc Thu tw

Pé ra muc tiéu cho timg nhém khach hang

Thau hiéu va phan nhom khach hang

Kiém tra va danh gia viéc thuc hién

Thiét ké chuong trinh thuc hién

X4c dinh nhom khéach hang muc tiéu

Tb chte thuc hién

2.2 Thuc hanh

Hay xay dung chuong trinh chim séc cho mot (hodc nhiéu) nhom khach
hang cu thé cta doanh nghiép

* Huong dan thyc hién

- Chuan bi: Gidy A4, but, bt mau, but chi

- Céch thrc tién hanh: Lam viéc theo nhém, mdi nhém 2 - 4 sinh vién

- Nhiém vuy: Cac nhém thao luan, gid dinh mdt t6 chtrc/doanh nghié¢p dang
kinh doanh mdt san pham/dich vu cu thé, dua ra mot chuong trinh chim soc
khach hang phu hop véi to chire gia dinh do.

- Thoi gian hoan thanh: 90 phut.

- Két qua va tiéu chuén can dat dugc cia bai thuc hanh:

+ Hoan thanh dang thoi gian.

+ Xay dung dugc chuong trinh cham séc khach hang phu hop

C. GHI NHO
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- Chinh sach cham séc khach hang phai phu hop voi linh viee kinh doanh,
doi tiwong khdch hang, ndang lyc ciia cong ty, tinh hinh canh tranh va cdc yéu té
van hoa, xa hoi

- Nén cham s6c khach hang theo nhém d@é vira cé thé lam hai long cdc
nhém khdch hang, vira cé thé tiét kiém chi phi cho doanh nghiép

- Ldp ké hoach cham séc khdch hang phdi cé tinh kha thi, phdi thé hién ré
thoi gian, phwong thirc va ngan sach thuc hién

- M6i phwrong thire cham soc khach hang déu ¢é wu va nhuoe diém riéng.
Ty thude vao diéu kién va kha nang ma doanh nghiép cé thé vin dung cho

thich hop va hiéu qua
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CHUONG 3. KY NANG CHAM SOC KHACH HANG CHUYEN NGHIEP

Muc tiéu:

- Liét ké dugc mot sd yéu cau co ban dbi véi nhan vién cham séc khach
hang

- Thyc hién duge mot sb ky nang khi giao dich truc tiép v6i khach hang
hodc qua di¢n thoai;

- Xir Iy duge mot s6 tinh huéng phan nan/khiéu nai cua khach hang.

A.NOI DUNG
1. Yéu cau ddi véi nhan vién chim séc khach hang

La nhan vién cham soc khach hang, ban can thoa man mét sb yéu cau co
ban sau:
* Vé kién thirc

- Hiéu biét k§ vé hang hoa: Nguyén vat lidu, cong nghé san xuit; Tinh
nang su dung ctia hang hod; Nhiing dic diém wu thé ndi bat cta san pham; loi
ich ma san pham dem lai cho khach hang.

- Hiéu biét vé cac dang dich vy, chinh sich ma coéng ty cung tGng cho
khach hang.

- Hiéu biét vé hang hoa, hé théng dich vu ctia dbi thu canh tranh.
* Vé ky ning

- Thanh thao cac k¥ nang, cac thao tac nghiép vu.
* Cdc yéu cau khdc

- Hinh thtrc phu hop;

- Hiéu tam 1y khach hang;

- Théi do hoa nha, lich sy; Nhanh nhen, thanh that va trung thyc, kién tri,
k¥ nang lang nghe ...

- C6 nang luc giai quyét van dé cho khach hang.
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2. Ky nang cham séc khach hang
2.1 Mét s6 ky ning giao tiép co ban véi khach hang

Pé ¢ thé cham soc va phuc vu khéach hang hiéu qua, nhan vién cham soc
khach hang can phai dugc dao tao mot s k¥ nang giao tiép co ban nhu:

- K¥ nang chao hoi

- K¥ nang tu gidi thi€u minh cho khach hang va gidi thiéu khach hang

- K¥ nang bat tay, st dung danh thiép

- K¥ nang goi dién thoai

- Mot s6 k¥ ning giao tiép x4 giao khac: k¥ niang ling nghe, k§ ning dit
cau hoi....

Pé c6 thé thanh thao cac k¥ ning néu trén, cic nhan vién chuyén trach
viéc giao dich voi khach hang can cha y dén 3 cac yéu t6 co ban cua dich vu
cham soc khach hang (goi tat 1a ABC): Thai do (Attitude); Hanh vi (Behaviour);
Nang luc (Competence).

* Thai do

Nén tang cta thai d6 cham soc khach hang tot 1a:

- Coi khach hang la ngudi quan trong nhat trong sy nghiép cua ching
ta;

- Théa man nhu cau cua khach hang 13 nhiém vu quan trong nhat cua
ching ta.

Boi 1&:

- Khi nhan vién coi khach hang 1a nguoi quan trong nhét, ho sin sang nd
lwe hon mét chut dé gitp dd khach hang.

- Khi nhan vién coi viéc théa man nhu cu cua khach hang 1a nhiém vu
quan trong nhat thi ho san sang coi viéc phuc vu khach hang 1a nhiém vu quan
trong hon tat ca nhiém vu khac.

* Hanh vi

Hanh vi 14 cach cu xr ma ban that sy thé hién véi khach hang. Nhan vién
c6 thé c6 thai do rat tét v6i khach hang nhung lai khong biét cach thé hién thai
do tot do.
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Bét cir ai 1am viéc v6i khach hang ciing déu phai di xir voi ho theo cach
ma ho mudn: nhanh chong, hi€éu qud, ton trong khach hang. No6i chung, khach
hang khéng thich nhan vién:

- An mic 16i théi, nhéch nhéac hodc phong cach tuy tién;

- Lo dénh, sué)ng s3, tho 106 hay trich thuong;

- Luoi biéng, cham chap, cAu tha hodc khong cd1 mo.

Chuan myc clia ca nhan 1a quan trong. Boi khé ma thé hién 1ong ton trong
khach hang néu ban than ban khong thé hién dugc long tu trong. biéu nay dac
biét quan trong vi né tao an tuong tot hay xau ngay tir 1an tiép xuc dau tién.

* Nang luc

Ning luc 13 kha niang cung cap dich vu theo yéu cau ciia khach hang.
Ning luc 1a thanh phan c6t yéu quyét dinh chat lwong dich vu, doi khi né 1a
thanh phan quan trong nht.

Gia sir, khi toi goi dién dén cira hang may tinh, diéu t6i quan tdm nhét 1a
truc trdc cia may tinh cta to1 phai duoc xir 1y. Do do, du nguoi tra 101 dién thoai
c6 thé hién thai d6 va hanh vi t6t nhu thé ndo nhung néu cudi cung ho khong du
nang luc dé giup toi giai quyét truc tric thi toi khong thé hai long.

2.2 Ky ndng tham hoi khach hang

Tham hoi khach, don tiép khach hang 1a mot cong viéc thong thudng hét
suc quan trong cia nhan vién chdm séc khach hang. Cac budc tham hoi khach
hang nay déu lién quan tryuc tiép dé su thanh bai cua viéc mé rong phuc vu
khach hang va anh huong truc tiép dén hiéu qua kinh doanh cua doanh nghiép,
hinh twong va danh tiéng cta doanh nghiép. Vi vay, khi thim hoi khach hang,
nhan vién can cha y:

a/ Lwa chon thoi gian tham hoi thoa dang

Viéc tham hoi khach hang mot cach dot ngot 1a khong thich hop. Chang
han, biét ddi twong co théi quen ngu trua, thi minh khong nén tham hoi ho ngay
sau bita com trua.

b/ Trede khi tham héi can hen trude
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Trudce khi tham hoi, néu khac hang c6 sb dién thoai, can phai lién lac thoi
gian ngay gio thaim hoi trude bang dién thoai. Nhu vay, su gip gd dau tién méi
nhu ¥ muén. Thong thuong, nhan vién phuc vu khach hang va khach hang da
xé4c dinh thoi gian tham hoi, thi nhat dinh tuan tha nghiém ngat, dén dung thoi
gian dd hen, khong dugc dén mudn, cang khong thé vi bét ctr Iy do nao ma that
hen.
¢/ Mot s6 diém can luu y

- Nhan vién phuc vu khi tham héi khach hang trudc tién phai chao hoi va
tu gio1 thi€u vé minh, duoc su cho phép madi budc vao nha

- Can cht y dén phong tuc tdp quén, thoi quen ctia khach hang

- Khong dugc xét nét, danh gia khong t6t vé su htng thd, so thich, thoi
quen sinh hoat chinh dang ctuia khach

- Khi tro chuyén, néu quan sat thay khach hang khong chu y, hodc khong
vui vé noi chuyén, nhan vién can phai két thuc néi chuyén thich hop, dung day
va cao tu
2.3 Ky nang chdam soc khdach hang qua di¢n thogi

Giao dich qua dién thoai chiém ty 1€ 16n trong céc giao dich truc tiép vol1
khach hang. Khach hang thuong goi dién dé: hoi van dé gi do, dat hang, hen
gip, dé nam tinh hinh mot cong viéc hodc dé than phién
2.3.1 Ky nang thuc hién cudc goi di
(1) Céng tic chudn bi:

- Lap DS cudc goi: Tén, dia chi, s6 dién thoai khach hangach hang, thong
tin chi tiét vé khach hang

- S6 ghi chép: gidy notes, but, ...

- Chuén bi k¥ ndi dung, 101 thoai trudc khach hangi goi = cudc goi duoc tu
nhién, khong 1am mét nhiéu thoi gian ctia khach hang
(2) Thoi gian:

- Lyra chon thoi gian goi phu hop. Vi du ddi v6i khach 1a nhéan vién cong
s&, nén goi sau 17h, khach hang 1a ké toan thi tranh goi vao dau hoic cudi

thang...
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- Khong nén goi qua sém hoac qua mudn;

- Khong nén goi vao gio an trua hodc nghi trua cua khach hang
(3) Khéng gian:

- That yén tinh = tap trung cho cudc goi, ghi nhan thong tin chinh xac

(4) Thuc hién cuoc goi.

- Chao va gi61 thi¢u moét cach lich su.

- N6i 18 tén va chirc vu ctia ngudi can gip

- Chuén bi cau héi, lang nghe chu dong

- Ghi chép trong khéach hang dam thoai

- Nhéc lai tir chinh dé chiing t6 thyc su lang nghe

- Két thuc tich cuc
2.3.2 Ky ning nhdn cudc goi dén

- Nhanh chong tra 101 dién thoai trudc hoi chudng thir 3

- Bit dau bang mét 101 chao lich sy va sau d6 tap trung vao viéc cung cap
cac thong tin can thiét:

+ Néu tén cua doanh nghi¢p hodc bo phan vira nhan dugc cudc goi;

+ Hoi tén ctia nguoi dang goi dén; Tranh goi nham tén cua khach hang

+ Hoi mot cach lich su va than thién xem nguoi goi dén c6 can ban gitp gi
khong?

- Khong nén vira no61 dién thoai vira an uéng, hat thude, ngap, hodac tro
chuyén voi nguoi khach hang khac. ...

- C gang két thuc cudc nay roi hiy bat cude goi khac

- Puimg bat ngd gac may ma khong co su giai thich

- Can cht y dén k¥ nang nghe

- Can cht y d&én k¥ nang noi:

+ Hay tuoi cudi, ny cuoi di khong dugc nhin thay van gitip giong néi tuoi
vui hon, than thién hon.

+ Pumng thi tham khién dau day bén kia phai lién tuc hoi lai

+ Pung no6i qué to hoac gao vao may.

- Can luu :
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+ Pumng phat ngon néu khong chic chan vao nhiing gi minh noi.

+ Pumg “con ca con k&”, kéo dai cudc dién thoai khong can thiét.

- Trong truong hop khach hang muédn gip ai dé:

+ Ban nén hoi tén, chirc danh, don vi goi t6i, s dién thoai lién hé, ghi lai
161 nhén.

+ Néu ngudi can gip dang co6 mit tai d6 thi nhanh chéng chuyén may,
khong dé khach hang cho lau.

- Can ¢ cudn s6 nho va but dé ghi lai thong tin quan trong

- Nén giit thai do nhiét tinh khi noi chuyén, ké ca khi d6 khong phai 1a
khéach hang cuia minh hodc khach hang khong thudc trach nhi€ém cua minh.

- Khong nén yéu cau khach hang phai goi dién vao lac khac.

+ Néu ban dang ban, ban c6 thé noi s& goi lai cho khach hang. Va: Pung
htra s& goi dién cho ai r6i quén khuay di mat.

- Ping chuyén cudc goi qua nhiéu ngudi. Hay chuyén may dén ngudi phy
trach chinh hodc ngudi c6 kha ning giai quyét van dé do tot nhat.

Tom lai, khach hang s& chap thuan chuyén sang néi chuyén véi mot nguoi
c6 nang lyc hon, hodac dugc mot ngudi ¢6 nang luc hon goi lai cho ho néu viée
nay dugc 1am mot cach hiéu qua. Nhung s& t6t hon nhiéu néu nguoi tra 1oi dién
thoai dau tién co thé tra 101 mot cach thoa dang.

2.4 Ky niing giao tiép véi khach hang khong hai long
a/ Nguyén nhan khach hang khéng hai long
- Khach hang khong hai long khi nhan vién:

+ Khong thuc hién dung viéc nao do

+ Hiéu 1am diéu khach hang noi

+ Quén khong lam mot viée gi do

+ Quén khong chuyén 16i nhan...

- Hoadc khi khéach hang:

+ Phai cho doi

+ Bi cung cép thong tin sai léch

+ Khong dugc dép ting cac yéu cau nhu mong muon
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+ Cam thdy minh phai tra mon tién khong xing dang...

Vi du: Chét lugng phong ngu trong khach san khong dat tiéu chuan; Nha
hang phuc vu thtrc dn cham, phong dc ban thiu, ga trai givong ban, tham con
vuong vét rugu db. VE co sé vat chit: cac trang thiét bi hong, xuéng cép, khong
ddng b, that lac, khong du, phong ngi khong co dén, nude tim khong da 4m,
diéu hoa khong hoat dong, tiéng 6n tir hé thong, khong cd xa phong trong phong
tam, guong mo, mui hoi, mui khéi thudc trong phong, trong nha vé sinh, tivi
khong hoat dong, hé théng xu 1y nudce cod van dé, chia khoa kho mé, dién thoai
khong st dung dugc, khong c6 phuong tién van chuyén khach vao khu trung
tam, khu mua sam. ..

Phan nan bat thudng: cac yéu t6 ngoai canh (khi hau, thoi tiét, canh
quan...) ciing c6 thé 1a nguyén nhan gay ra phan nan tir khach.
b/ Cac murc do khong hai long cua khach hang

- Imlang/ b di

- Than phién

- Tic gian/ khiéu nai
¢/ Tai sao phdi xit 1y cdc phan nan/khiéu nai cia khéch hang?

- Nhiing 10i phan nan 1a ngudn thong tin quan trong vé chat luong san
pham/dich vy, 13 co hdi dé doanh nghiép stra chita thiéu sot va 1ay lai thién cam
cua khach hang.

- Su bat min khong duoc ndi ra s& gy tac hai 1on nhat cho doanh nghiép.
Mot khach hang khong duoc phuc vu tét (khong hai 1ong) s& di noi véi 25 khach
hang khac nghe. Va trong sd 25 nguoi phan nan, chi ¢6 khoang 1 ngudi méi
phan nan truc tiép voi cong ty. Dicu nay, c6 nghia la: Mdi khi dé mat mot khach
hang, ban s& danh mat thém 250 khach hang tiém ning nira

- Viéc xtr 1y dung cach cic phan nan tao ra an tuong tot cho khéach hang va
chuyén né thanh co hoi kinh doanh méi.

d/ Cach thirc xit Iy khi khdch hang than phién/khiéu nai hay tirc gidn
Céach xir Iy cac than phién cta khach hang hop 1y nhét 13 ngin ngira

chung, bang cach cung cip ding san pham, dang lac, ding céach,...Nhung kho



40

c6 thé ngdn chdn tat ca moi than phién cung mot lac. Dudi day 1a mot sé goi v
khi xtr ly phan nan cua khéach hang:
Buwéc 1: Lang nghe
Buéc 2: T ra cam thong/thau hiéu va xin 16i khach hang mét cach chan thanh
Goi y:
"T6i hiéu quy vi cam nhén nhu thé nao",
"Téi hiéu",
"T6i xin 161",
"Toi rat lay lam tiéc”....

Luwu y: Khong nén:

Tim cach bao chira;

Tranh cai vo1 khach hang;

Do 16i cho ngudi khac hodc phong ban khéc;

Phi thoi gian xoa diu sy tirc gidn cuia khach hang
Buwéc 3: Lam rd van dé:
Ban c6 thé 1am rd van dé theo mot s6 goi v sau:
+ "Nhiing gi t6i nghe va hiéu duogc tir phia anh 13 ... Khong biét c6 dung vay
khéng?"
+"Anh c6 thé n6i thém cho t6i vé viéc .....?”
+"Tbi c6 thé gitip anh nhu thé nao....?”
+ "Anh mong doi moi chuyén s€ nhu thé nao...?".
Buéc 4: Tap trung nd luc dé giai quyét van dé:
+ Tu c4 nhan giai quyét van dé néu co thé
+ Néu van dé vuot qua pham vi trach nhiém, nhan vién giao dich nén tim
sy giup do cia ngudi quan ly.
Khi gidi quyét van dé can leu y:
+ Ban phai nam rd nhiing chinh sach cta cng ty minh.
+ Khong dua ra nhitng cach giai quyét ma nhan vién giao dich khong

dugc phép
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Buéc 5: Kiém tra nham dam bao rang khach hang di hoan toan thoa man va
cam thay vui vé véi giai phap da duoc dua ra.
Ban ¢6 thé kiém tra lai theo mot sd €01y sau:
+ “Céach d6 anh thay thé nao?”
+"Anh nghi gi vé viéc nay?”
+"Anh c6 dong ¥ véi t6i?”
+ "Viéc d6 co ding v6i nhimg gi anh yéu cau khong?*
+"Viée d6 c6 khién anh cam thay thoai mai khong?“
Budéc 6: Cudi cung, cam on khach hang va ghi lai nhiing 10i than phién (néu can
thiét)

- Cam on vi khach hang da gitp nhan vién thdy duoc van dé dang ton tai
cua cong ty

- Ghi lai 10 than phién: Pé cung cap thong tin cho nha quan 1y nham cai
thién chét lwong dich vu ctia minh.

Con duong ngan nhat, hiéu qua nhat dé lam han ché phan nan cua khach
hang 13 ¢6 gang (trong diéu kién co thé) lam hai long khach hang. Trong diéu
kién bat kha khang, hodc khach quan mang lai chiing ta van c6 cach dé co thé
1am duogc diéu nay.

Khi khach hang chua kip phan nan, chung ta can chii dong cung cap nhiing
thong tin ma ho dang quan tim mong doi. Cung cach ing xtr mang tinh tran an
trude nhu thé 1am cho khach hang chang con 1y do gi dé hoi, dé phan nan. Pong
thoi, khi biét r6 duge diéu d6 khach hang rat yén tdm, vi ho tin rang ban 13 ngudi
c6 trach nhiém va dang quan tim giai quyét tich cuc.

Pay moi chi 1a 101 tran an ma thoi, chtr chua han 1a ding nhu vdy, rat can
thiét va nén lam trong truong hop nay. Vi 10i néi doi té nhi va mang lai diéu t6t
lanh cho cd nguoi néi va nguoi nghe con hay hon 161 n6é1 that ma mang lai au lo,
phién mudn cho ca hai phia.

Cung vé6i viée tran an khach hang nguoi ban hang can phai cha dong, tich
cuc xir Iy ngay tuc thi nhiing diéu khach dang néng long mong doi. Viéc lam

nay khong chi vi quyén loi khach hang, vi danh dy va uy tin cua nha hang,
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khach san, ma con 1 luong tam dao dirc nghé nghiép ctia nguoi ban hang. Tuyét
d6i khong dugc hira sudng, lira ddi dé roi bo mac khach hang.

Téi ky tra 101 khong biét (khi khach hang hoi), d6 16i cho ngudi khac (khi
khong phai do minh gay ra). Tat ca nhitng cach ung xir nhu vay khong nhiing
]am mét long tin cua khach hang ddi voi nha hang, khach san, ma con 1a mét bao
hiéu sy mt viéc cta chinh ban.

Nhiéu nguoi da thiét 1ap mot sé dic diém tdm 1y nghé nghiép dé bao vé cho
tam 1y ciia minh. Giit nu cudi, st dung 16i cam on, lam on khi giao tiép véi
khach 12 hanh vi khon ngoan nhat ngay ca khi ban nghi rang khach hang Ay sé&
khong tr¢ lai.

B. CAU HOI VA BAI TAP/THU'C HANH

1. Cau héi

1.1. Ba yéu t6 co ban ctia dich vu cham soc khach hang (ABC) la gi ?

1.2. Yéu t6 “niang luc” ctia nhan vién cham s6¢ khach hang duoc thé hién &
nhitng khia canh nao?

1.3. Tai sao phai cam on nhiing khach hang d& phan nan/khiéu nai véi doanh
nghiép?

1.4 Khi tham hoéi khach hang, ching ta can luu ¥ nhiing gi?

1.5 Trinh bay cac budc goi dién thoai cho khach hang?

1.6 Trinh bay cac budc nhan dién thoai cua khach hang?

1.7 Trinh bay cac budc xur ly phan nan ctia khach hang?

2. Thwe hanh

2.1 Thuc hanh tinh huéng goi dién thoai cho khdch hang

Hudng dan thye hién:

- Chuén bi: Giéy, but, di¢n thoai, may tinh, phr:fm mém chiam sé6c khach
hang (néu o), hd so khach hang, tai li¢u, thong tin vé san phém, dich vu cua
khach hang.

- Céch thirc tién hanh: Lam viéc theo nhom, mdi nhém 2 sinh vién. Mot

sinh vién dong vai nhan vién, mdt sinh vién dong vai khach hang.
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- Nhiém vu:

+ Cac nhom thao luan, gia dinh mot tinh hudng cham soc khach hang qua
dién thoai. Chiang han nhu goi dién cho khach hang dé thong bao khach hang
duoc nhan qua tang nhan dip nao do; goi dién moi khach hang tham du sy kién
ctia doanh nghiép hodc goi dién hoi thim khach hang vé tinh hinh st dung san
phém, dich vu....

+ Xay dung kich ban goi dién thoai cho khach hang theo tinh huéng gia
dinh trén

+ Sau d6, phan vai va thuc hanh.

- Thot gian hoan thanh: 120 phaut.

- Két qua va tiéu chuén can dat dugc cia bai thuc hanh:

+ Hoan thanh dung tho1 gian.

+ Xay dung dugc kich ban phu hop

+ Thuyc hién dang trinh tu cac budc goi dién thoai cho khéach hang

+ Tac phong chuyén nghiép
2.2 Thuee hanh tinh huong nhén dién thoai ciia khdch hang

Huong dan thuee hién:

- Chuén bi: Giéy, but, dién thoai, may tinh, ph?m mém cham séc khach
hang (néu c6), ho so khach hang, tai liéu, thong tin vé san pham, dich vu cua
khach hang, thong tin cac chwong trinh khuyén mai. ...

- Céch thire tién hanh: Lam viéc theo nhém, mdi nhém 2 sinh vién. Mot
sinh vién dong vai nhan vién, mdt sinh vién dong vai khach hang.

- Nhiém vu:

+ Céc nhom théo luén, gia dinh mot tinh huéng nhan dién thoai cuia khach
hang. Thong thuong, khach hang goi dién thoai dén nho tu van dat hang, dat
ti¢c, dat phong, dat tour hay hoi tham thong tin vé san phém dich vu moi, vé
chuong trinh khuyén mai, ...

+ Xay dung kich ban nhan dién thoai va tu van cho khach hang theo tinh

huéng gia dinh trén.
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+ Du kién cac tinh huéng co thé xdy ra khi nhan dién thoai cua khach
hang (vi du: nhan vién phai chuyén cudc goi dén nguoi co thé giai dap thac mac;
nhan vién chua c6 cau tra 1oi, can thoi gian tra ciru thong tin; khach hang goi
dién thoai dén quay réi, tréu dua...) va dua ra huéng xir Iy thich hop

+ Sau do, phan vai va thyc hanh.

- Thoi gian hoan thanh: 120 phut.

- Két qua va tiéu chuin can dat dugc cia bai thuc hanh:

+ Hoan thanh dung tho1 gian.

+ Xay dung dugc kich ban phu hop

+ Thyc hién dang trinh tu cac budce nhan dién thoai cua khach hang

+ Xu 1y duoc cac tinh hudng phat sinh

+ Tac phong chuyén nghiép
2.3 Xt Iy mot sé tinh huéng thuwong gdp sau
1/ Khi nha hang d6ng khach, khach hang phai cho 1au (10 dén 15 phat) do nha
bép khong thé thuc hién duoc 1énh goi mon kip thoi (khong ché bién kip moén
an)

2/ Khi dién, nude trong khach san mat bat ngd

3/ Phét hién khach hang cho taxi da lau

4/ Lam d6 thire an, do uéng, roi v& cdc, thia, bat, dia

5/ Khach dat truéc budng d6i, nhung loai budng nay da xép hét khach; Nhing
moén in ghi trén thuc don nhung lai khong ¢ trong thyc té.

6/ Khong phuc vu duoc cho khach hang dén sau vi nha hang da chat chd; khach
thong bao dé quén thi, 4o khoac., & noi tham quan; hoa hoan xay ra bat ngo
trong dém; tic duong hodc xe dimg lai do tryc tric ki thuat

* Huong dan thuc hién:

- Chuan bi: Giay, but

- Céach thtrc tién hanh: Lam viéc theo nhém, mdi nhom 2 - 4 sinh vién.

- Nhiém vu: Cac nhém chon tinh huéng, thdo luan va dua ra giai phap xu
1y cac tinh huéng trén. Sau do, phan vai, luyén tap vdi nhau va thyc hanh trudce

16p.
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- Thot gian hoan thanh: 90 phut.

- Két qua va tiéu chuan can dat dugc ctia bai thuc hanh:

+ Hoan thanh dung tho1 gian.

+ Pua ra cach xur Iy phu hop

+ Pam bao trinh ty cac bude xir 1y than phién/khiéu nai cua khach hang

+ Té&c phong chuyén nghi¢p

C. GHINHO

- Ba yéu té co ban ciia dich vu chiam séc khéch hang (ABC): Thdi dé
(Attitude); Hanh vi (Behaviour); Nang lic (Competence).

- Nhitng 1oi phan nan la nguén théng tin quan trong vé chdt lwong sdn
phcfm/djch vu, la co héi dé doanh nghiép swa chita thiéu sot va ldy lai thién cam
cua khach hang.

- Khach hang khéng phdi lic ndo ciing ding. Nhung nhdn vién nén doi xir

v&i ho nhu thé ho luén dung.
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CHUONG 4. QUAN LY PE CHAM SOC KHACH HANG TOAN DIEN

Muc tiéu:

- Nhan biét duoc nhiing thach thic trong hoat dong cham soéc khéach hang;

- Trinh bay dugc mot sb cach thic quan 1y dé chiam séc khach hang toan
dién;

- Thyc hién dugc mot s6 chuin muc cham soc khach hang;

- C6 y thirc xay dung van hoa cham soc khach hang trong doanh nghiép.

A.NOI DUNG
1. Nhirng thach thic trong viéc chim séc khach hang
Ngay ca cac doanh nghiép danh tiéng nhét ciing khong dam bao duoc 1a
ho luén cham sé¢ moi khach hang chu d4o. Béi vi: nhu cau va mong mubn cla
khach hang ludn thay d6i. Piéu dugce xem 13 t6t ngdy hom nay sé& ko con duoc
xem 13 tét cho tiéu chuan ctia ngdy mai. Hoan hao 13 diéu khong thé dat dugc va
cac doanh nghiép nén dat myc tiéu cham séc khach hang 1a khong ngimng cai tién
dé vuon t6i sy hoan hao.
2. Quan 1y dé chiam séc khach hang toan dién
2.1 Quan ly thong tin khach hang
a/Ghi chép va ndm ré toan bé théng tin vé khdach hang
Thong tin cuia khach hang cd nhan:
- Thong tin co ban
- Trinh d6 hoc van
- Tinh hinh gia dinh
- Cac mdi quan hé
- Tinh hinh c6ng viéc
- Cudc song
- Tinh trang ban than
- Nhitng kinh nghiém da qua
Thong tin cuia khach hang doanh nghiép:
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- Thong tin co ban
- Bac trung cia khach hang
- Tinh trang nghiép vu
- Giao dich hién nay
b/Tién hanh phan logi khdch hang
C6 thé str dung phan mém quan 1y quan hé khach hang dé phan loai khach
hang thuan lgi hon
c/Tién hanh thu thdp thong tin khdach hang
Khi thu thap thong tin khach hang, can luu y:
- Tranh 1am phién dén doi sdng va cong viéc thuong ngay cua khach hang
- Chuan xac ti da, phan biét rd thong tin that, gia
- Nam bét diém mau chét, loai bo thong tin khong can thiét
- Khong dugc tiy tién dé 16 thong tin khach hang ra ngoai
Mot s6 cach thu thap thong tin khac hang:
- Tham gia cc cudc trién 1dm nganh nghé va céc cudc hoi dam
- Thong qua bao chi, quang céo
- Thong qua mang Internet
- Thong qua t6 chtic chuyén nghiép
- Tham gia va cac doan thé xa hoi/ cac hiép hoi nganhnghé
- Thong qua sy gi61 thi¢u cua ban be hodc ban hang hop tac
d/ Xay dung hé so khdch hang
Céc hinh thtrc quan 1y ho so khach hang:
- Thé: thé ho so thong tin khach hang
- S6: 5O ghi chép thong tin khach hang
- Phan mém hé théng quan 1y
Xay dung ho so thong tin khach hang: Sau khi quy nap va chinh ly tat ca
nhimg thong tin, tu lidu vé khach hang thu dugc trong doi séng hang ngay thi
phai 1ap ttrc dién vao “hd so thong tin khach hang”. Noi dung bao gdm:
- Thong tin co ban ctuia khach hang

- Bac trung cta khach hang
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- Tinh hinh nghi¢p vu
- Tinh hinh giao dich
e/ Quan 1y ho so khdch hang

Céch thtrc tién hanh quan 1y hd so khach hang bao gom:

- Xay dung hoan chinh hd so khach hang: nhim dam bao mdi lién hé lién
tuc véi khach hang. Cac doanh nghiép nhay bén 1a doanh nghiép biét nim trong
tay moi thong tin khach hang

- Theo sat thong tin khach hang: Doanh nghiép nén xdy dung doi ngii diéu
tra thong tin khach hang, kip thoi theo sat dong thai moi nhat cua khach hang.
Chi c6 nam vimg ddy du thong tin vé khach hang méi c6 thé quan tim chu dao
dén timg khach hang, “quan hé v6i khach hang” méi ¢ thé duy tri l1au dai.

- Str dung hd so khach hang: Moi sy viéc quan trong gitta khach hang va
cac bo phan trong cong ty déu nén bao cdo v4i bo phan quan 1y thong tin.

- Bao quan ho so khach hang: Nhan vién khi roi khoi cong ty khong duoc
mang theo tu li¢u cua khach hang ra ngoai. Cac by phan nghi¢p vu khac nén
cing v&i bo phan quan 1y thong tin tiép thu, chinh 1y thong tin khach hang va
xép vao ho so.

1/ Bao mat thong tin khach hang

Trong qué trinh sir dung thong tin khach hang hang ngay phai chi y dén
van dé bao mat. Bao mat thong tin khach hang theo cac cip bac sau: Cap tuyét
mat, cép cO mat, cép bi mat.

Phuong phap k¥ thuat dé bao mat:

- Két ciu mang ndi bd nghi€ém ngat

- Co ché an toan day dii cho mang

- bam bao su toan dién cua hé théng

Ngoai ra, d¢ bao mat thong tin khach hang, doanh nghiép can quan Iy
nghiém khac doi ngii nhan vién ban hang.

2.2 Qudn ly chdt lwong dich vu
2.2.1. Diéu tra mirc d hai long cia khdch hang

* Céc cong cu kiém tra mirc do hai long cia khach hang:
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- Phiéu tham do y kién khach hang (Phiéu khao sat/Phiéu diéu tra)

- Ho1 nghi khéach hang

- S6 gop ¥ cuia khach hang

- Doanh s

Trong d6, “Phiéu tham do ¥ kién khach hang” 13 cong cu phd bién nhat
duoc da s6 cac doanh nghiép Iua chon.

* Thiét ké “Phiéu tham do y kién khach hang™:

Tuy theo muc dich va khoi luong thong tin can thu thap, viéc thiét ké
“Phiéu tham do ¥ kién khach hang” phai dam bao mot s6 yéu cau sau:

- Phai thu thap duoc cac thong tin co ban ctia khach hang nhu tén tudi,
gidi tinh, nghé nghiép, dia chi, s6 dién thoai, email, s¢ thich, ton gido.....

- Phai thu thap duoc y kién danh gia cta khach hang vé dich vu ma doanh
nghiép cung cap

+ Doanh nghiép phai x4c dinh duoc tat ca cac thanh phan chinh cua dich
vu doanh nghiép cung cap

+ Pit cau hoi cu thé cho ting thanh phan

+ Cb gang dat minh vao vi tri khach hang va dua ra nhitng cau hoi phu
hop nhat véi ho

+ Tranh d3t cic cau hoi rat chung chung nhu “Ban théa man véi dich vu
ctia chiing toi nhu thé nao?” vi né s& khong cung cap cho doanh nghiép di thong
tin.

- Tham do thai do hop tac cua khach hang trong tuong lai.
2.2.2 Xéy dung céng thirc chudi chat lirong (CASCADE)
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Cam két (Commiment)
Kha nang (Abilities)
Chuan muc (Standard)

Sén,phém va Thoa man
chat lugng khach han
—> !

dich vu cao toan dién

Trao d6i thong tin
(Communication)
Quan tam (Attention)
Chi tiét (Detail)

Xuét sic (Excellence)

—

Chudi chat lugng CASCADE

Thue hién cong thitc chudi chat lwong nham thoa man khach hang la
nhiém vu cua nha quan ly.

- Cam két (Commiment): Ngudi lanh dao phai 1am thé nao dé thu hut tat
cd moi nguoi thuc tam cam két thuc hién thanh cong cac chuong trinh cham soc
khach hang

- Kha ning (Abilities): Nhan vién phai c6 cac k§ ning can thiét dé dat
duoc chuan muyc, du ho tham gia san xuét san pham, cung cap dich vu hay truc
tiép giao dich vi khach hang.

- Chuéan muc (Standard): Chuén muyc 13 muc thé hién phai dat dén & mot
mic d6 chuyén nghiép ma khach hang co thé quan sat dugc hodc do ludng
duoc. Can dit ra cac chuan myc va do luong chung. Nho do, tat ca moi nguoi
déu biét duoc muc tiéu la giva can phai lam gi thém dé dat duoc chuan muc.

- Trao doi théng tin (Communication): Théng tin 2 chiéu 1a chia khoa
thiét 14p mbi quan hé bén vimng véi khach hang. Doanh nghiép can ling nghe
khach hang va ca ¥ kién cua nhan vién minh. Néu viéc trao doi thong tin gitta

cac nha quan 1y va nhan vién khong dugc thuc hi¢n thong sudt thi s€ dan dén
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nhimg hiéu 1am, sai pham va khong thoa man. Khong ai c6 thé tao ra dugc san
pham chét lwong trong nhiing diéu kién nhu vay.

- Quan tam (Attention): Ludn ludn phai t6 thai do quan tdm dén ting ca
nhan khach hang va hé thong chiam séc khach hang cta doanh nghiép. Nhiing
chuan muc, chinh sach cham soc khach hang dugc dat ra nhung khong cé su
quan tAm: don ddc, cai tién thi s& chang con tac dung, thim chi con gy thém bat
min cho khach hang. Ngoai ra, cin quan tdm chu ¥ dén viéc dong vién, khen
thudng nhirmg ca nhan 1am t6t thong qua su phan anh cua khach hang va cac dot
kiém tra thuong xuyén.

- Chi tiét (Detail): Chuan muc chiam soc khach hang khong thé chung
chung ma can that chi tiét phu hop véi timg tinh hudng c6 thé tién liéu.

Néu ta that sy cham soc khach hang theo diing quy trinh 7 budc cta chudi
chat luong CASDACE, tir cam két dén tap trung kha niing, dé ra cac chuin
muec, trao doi thong tin, quan tam, chi tiét thi cudi cung ta s& dat dugc su
cham soc ¢ chat lugng xuit sic (Excellence)

2.2.3 Sir dung céng cu hé tro CRM (Customer Relationship Management)

CRM 1a tap hop cong tac quan ly, cham séc va xdy dung mdi quan hé
giita khach hang va doanh nghiép. Phuong phap nay gitip cac doanh nghiép tiép
can va giao tiép khach hang mot cach hé thong, hiéu qua dé phuc vu khach hang
t6t hon.

2.3 Qudn Iy nguon nhan lwe cham séc khdach hang

- Dao tao nhan vién phuc vu cham so6c khach hang: Viéc dao tao nhan
vién phuc vu khach hang thuong ngay c6 thé do Trudng bd phan chim soc
khach hang thuc hién, con viéc dao tao k¥ nang chuyén nganh co thé moi bd
phan dao tao chuyén nganh bén ngoai thuc hién.

- B6i dudng ning lyc va pham chat ctia nhan vién chim séc khach hang:

+ Nhiing phém chit can c6 nhu: Than thién, thanh that, tu tin, lac quan, nang
dong, khiém tdn, co trach nhiém.
+ Nhitng nang luc can c¢6 nhu: kha nang 1y giai, kha nang giai quyét van dé, kha

nang phan tich
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- B4i dudng dao dirc nghé nghiép cho nhan vién chim soc khach hang.
Mot nhan vién cham séc khach hang can c6 nhimg dao dirc nghé nghiép sau:
+ Nhiét tinh, thong thao cong viéc
+ Van minh, lich sy, phuc vu khach hang nhiét tinh chu dao
+ Tuan thi quy tic, quy dinh, bao vé uy tin doanh nghiép
+ Phat huy tinh than tap thé
+ Coi trong 101 htra
+ Khoan dung
2.4 Xay dung van hoa cham soc khdch hang

Doanh nghiép khéng thé cham soc khach hang tot néu tat ca moi nguoi
trong doanh nghiép khong dong long thuc hién. Chuong trinh chim soc khach
hang s& that bai néu:

- B6 phan ban hang cam két nhung b phan van chuyén thi khong

- BO phan 18 tan cam két nhung bd phan buong phong thi khong

- BO phén san xuat cam két nhung bo phan kho thi khong

Céc nha quan 1y cap cao khong xay dung mot chinh sach cham séc khach
hang dang dan, din dén nhitng ngudi quan 1y truc tiép khong guong miu trong
viéc cham soc khéach hang va hé qua kéo theo 1a nhan vién khong thyc hién diing

cac chuan myc vé cham soc khéach hang.

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau hoi
1.1. Hay néu nhitng thach thirc trong viéc cham soc khach hang?
1.2 Lam thé nao dé cham soc khach hang toan dién?
1.3 Ké tén céac cong cu kiém tra mirc do thoa man cua khach hang?
2. Thuwe hanh
Hay soan thao “Phiéu khao sét v kién khach hang vé chat luong dich vu
cua mdt doanh nghiép thuc t&”
* Huong dan thyce hién:

- Chuén bi: Gidy, bat, may tinh
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- Cach thtrc tién hanh: Lam viéc theo nhom, mdi nhém 2 - 4 sinh vién.

- Nhi¢m vu: Cac nhém thuc hién cac budc cong viée theo trinh ty sau:

+ Cac nhém thao luan va dua ra mau phiéu ctia nhém minh

+ Sau d6, cac nhom trao d6i phiéu véi nhau va thue hién gop ¥ phiéu cua
nhom ban

+ Sau khi nhan y kién gop ¥ va thuc hién goép ¥, cac nhoém sé& thyc hién
chinh stra va hoan thién phiéu ctia nhém minh

+ Thye hién phiéu khao sat trén Google Form va mail gui cho gido vién.

- Thot gian hoan thanh: 120 phut.

- Két qua va tiéu chuan can dat dugc cia bai tap:

+ Hoan thanh bai lam dung thoi gian

+ MAu phiéu dap tmg cac yéu cau.

+ Céac y kién dong goép v€ mau phiéu cia nhom ban.

C. GHI NHO

- Nguoi duy nhat biét ré cac khiém khuyét ciia ban trong cham séc khach
hang chinh la khach hang

- Hoan hdo la diéu khong thé dat dwoc va cac doanh nghiép nén dat muc
tiéu cham séc khdach hang la khéng ngirng cdi tién dé vwon t6i sw hoan hdo

- Cham séc khdch hang phdi bdt ré trong van héa, niém tin ciia doanh

nghiép va tat ca moi nguoi trong doanh nghiép déu phdi tham gia
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