= Mo dun 6: TIEU THU SAN PHAM HOA
= Nghé dao tao: TRONG HOA CONG NGHE CAO
= Trinh d9: SO CAP 3




MUC TIEU

4

- Trinh bay dugc tam quan trong cua cham séc khach hang; céac
yéu to thoa man khach hang; cac buédc 1ap ké hoach cham s6c
khach hang

- Xay dung duoc chuong trinh chim séc phu hop véi ting doi
twong khach hang va san pham/dich vu dang kinh doanh

- Giai dap va xtr ly dugc cac thiac mac, khiéu nai/phan nan cua
khach hang

- Thiét ké dugc phiéu khao sat mirc d6 hai long cta khach hang

- Co thai d6 cu xur dung murc véi khach hang.




NOI DUNG

1. Tim hiéu chung vé hoat ddng chiim s6c khach hang
2. Lap ké hoach chiim s6c khach hang

3. Thwe hién k¥ nang cham soc khach hang




PHAN 1. TIM HIEU CHUNG VE
HOAT PONG CHAM SOC
KHACH HANG




1.1 Cham soc khach hang la gi?

Cham s6c khach hang la tat ca nhitng gi ma doanh
nghiép phai lam dé thoa man nhu cau va mong doi
cua khach hang

Cham soc khach hang la phuc vu khach hang theo
nhu c4ch ho mong mudn va lam nhitng viéc can
thiét dé gitt khach hang minh dang c6



1.2 Tai sao phai cham soc khach hang ?
o

Hoat dong cham soc khach hang cé tam QUAN TRONG
rat 16n d6i voi mdi doanh nghiép

Cham soc khach hang gitp doanh nghiép: | P »
» Duy tri khach hang hién tai — tao ra khach hang trung thanh M’ '

e Thu hat khach hang tiém nang
 Giam chi phi kinh doanh

Vi khi canh tranh ctia doanh nghiép



-Giaca

-Chat lugng

-Chung loai, quy cach
-Bao bi, nhan hiéu
-Bao hanh

-Hau mai...

-Dia diém béan hang
-Diéu kién giao hang
-Diéu kién d6i hang
-Phuong thuc thanh
toan

-Gi10 mo cua

-Giai quyét khiéu nai,..

-Théi @6 phuc vu

-K¥ ning giao tiép
-Hanh vi mg xir cia
nhan vién...




1.4 Mot so hinh thirc chim s6c khach hang pho bién hién nay

. Téing dai dit har.c (aali tin mhiin Zalo SEREE
Tirmn kiém san pham.. -
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Chat véi HOA TUGI THANH NHA

CHU BE pOI TUONG | KIEU DANG SU KIEN GIGI THIEU

ya Tuoi Thanh Pho Da Lat
Chéo ban, shop hé trg dudc gi cho ban?

, tu van tan tinh 1a mot trong nhing dia chi shop hoa uy tin, gia ré va di dau trong
roi va dich vu dién hoa. Hoa Thanh Nha voi doi ngil tho cadm hoa chuyén nghiép

at luong, tinh té va sang trong nhat.
Bat dau chat ~
GIG1 THIEU

@ Do Messenger cung cip NEN DUNG DICH VU CUA CHUNG TOI? Hoathanhnha.com duge thanh |ap$
nam 2012, chuyén cung cap san phi
hoa tuoi cho cac dip: Sinh nhat, khai

truong, 1é kh i
OGN 0396-72-73-74 &,

Cham soc khach hang truc Cham soc khach hang qua website
ti€p ta1 quay hang/
cura hang



1.4 Mot so hinh thirc chim s6c khach hang pho bién hién nay

HOTLINE |025%2250ses

Chiam soc khach hang Cham soc khach hang Cham soc khach hang qua
qua email qua tong dai hotline kénh fanpage/mang xa ho1
facebook, zalo



1.4 Mot so hinh thirc chim s6c khach hang pho bién hién nay

TU 06.03 DEN ©8.03.2023

[ : DUY NHAT TAIl UNIQLO SAIGON CENTRE Dﬁb}@aj{:&rm
s N - -~ - «
, 2 | e NHAN THIEP
S —= b o) S =" & LN, { - TR
GO HANG &Y W) 4 H‘\@ﬁl@ W menpn . o WMo o

MENPH | poRa | | & oo S TUTTTES Khach Hang
, 8/ @ MIEN PHi GOI HOA =
-.-..--- che Rhda dan sus hee b S00.000 VND o Thanh Vlen

GIAM SOK CHO HOA DON HOA

tdr 350.000VND khi mua it nhat

01 zan pham ching U¥Y danh cho nir ﬁz“:‘?‘/:‘gi
- Sagng o0 5 - b 55 2t Bt v 4 3

i & K‘ @/0967 467,585

Chim séc khach hang thong qua céc dich vu ho trg khach hang



1.4 Mot so hinh thirc chim s6c khach hang pho bién hién nay

-‘," \ ;. . SIS z 0 -\II' AR -
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SUKIEN GIGI THIEU £ 8 2 s

NG DUNG DAT HANG TRUC TUYEN

TRAO THURE

Tham hoi ting qua T6 chtrc hoi thao, hoi
khach hang nghi, su kién



: PHAN 2.
LAP KE HOACH CHAM SOC KHACH HANG




Cac buéc 1ap ké hoach chiim séc khach hang

. 2 ; ; ;

Phan X4c dinh Péramuc ikt Kb

. A Té chirc . %
nhgm nhém tieu chp chuong thuc Kl,em tra,
khach khéch hang tirng nhpm trinh hién danh gia
hang khach hang g

muc tiéu



BAI TAP




Yéu cau bai tap: X8y dung chwong trinh cham séc khach hang cho co sé san xudt kinh doanh ciia anh/chi
theo mau

CHUONG TRINH CHAM SOC KHACH HANG
ClU A ottt eeeeeeeenenseneasenensanensanen

1/ M6 ta so lwge vé doanh nghiép/cong ty:

- Nganh,nghé/Linh vwre Kinh doanh: c...ceueeeeeeniienieneenneeneeneenneennens
- Phan nhom khéch hang (néu co)

2/ Ten chwong trinn: c.oiiiiiiiiiiiiiiiiiiiiiiieiiitieeeiatenscnnsenannns

4/ Thoi gian, dia diem thuwe hien: «..oouvevvenvinienieniinienieneeneennennen.

5/ N¢i dung chwong trinh

- Phwong thirc/hinh thire thwe hién/Cac hoat dong cu thé....................
- Thé 18 cita chwong trinh (NEU CO)euvvrrrrrneenernnirnerniennerneeneernernnenns

6/ Dw kién ngan sach

7/ Nhan sy thuwe hién




PHAN 3.
THUC HIEN KY NANG CHAM SOC KHACH HANG

>

3.1. Ky nang cham soc khach hang qua dién thoai

3.2. Xir 1y khiéu nai/phan nan ciia khach hang

3.3. Khao sat mirc do hai long ctia khach hang




3.1. KY NANG CHAM SOC KHACH HANG QUA PIEN THOAI
4

* Cac bwoc thuc hién cuoc goi cho khach hang:

Bwoc 1 Buoc 2 Buwoc 3

Thuwe hién Két thuc

Chuan bi A : . )
cudc goi cudc goi



Mot s6 luu y khi thue hién cudc goi cho khach hang

4

. Lwa chon thot gian goi thich hop

Lwa chon khong gian that yén tinh




3.1. KY NANG CHAM SOC KHACH HANG QUA PIEN THOAI
4

* Cac bwoc nhan cuoc goi cua khach hang:

TP

JERR: sy

Buoc 1 Bwoc2 Buédc 3

Nhic may va Tuw van, giai dap Két thiic
xurng danh thac mac cudc goi



3.2. XU LY KHIEU NAI/PHAN NAN CUA KHACH HANG

4




E

KHACH HANG
KHONG HAI
LONG
02
01 Chét lugng 03 04

Co so vat san phﬁm/ Nhan vién Cac V?,lll de




3.2.2. Tai sao phai xir Iy cac phan nan/khiéu nai ctia khach hang?

“Mot khach hang khong
dwoc phuc vu tot, doanh
nghiép khéng chi danh mat
01 khach hang, ma danh
mat thém rat nhiéu khach
hang tiéem nang khdc nita”

“Nhitng loi than phién, phan
nan cua khach hang chinh la
nguon thong tin quan trong”

“Xur Iy tot than phién,

phan nan cua Khach
hang sé giup doanh
nghiép tao an tuwong
tot véi khach hang”’



3.2.3. Quy trinh xit Iy than phién/khiéu nai ciia khach hang

Xin 101 3 K ét thuc




3.2.4. Mot s6 luwu y khi xir Iy than phién/khiéu nai ciia khach hang
4

B Néu khach hang dén tryuc tiép quay hang/cira hang

Neéu van dé don gian, tu nhan vién giai quyét duogc

Néu van dé vuot qua pham vi trach nhiém nhan vién



3.3. KHAO SAT MUC PO HAI LONG CUA KHACH HANG

4

Cac cong cu dé kiém tra mirc do hai long ciia khach hang:
v O ¢, v Phiéu tham do ¥ kién khach hang (Phiéu khao sat/Phiéu
. I o\ N diéu tra)
o meC v Té chitc “Hoi nghi khch hang”
) ./ S6 tong hop “Gop ¥ cua khach hang”

v' Doanh s6 ban hang




3.3. KHAO SAT MUC PO HAI LONG CUA KHACH HANG

4

* C4c yéu cau khi thiét ké “Phiéu thim do y kién

- \ C khach hang”
. A
e 1 Phai thu thap dugc cdc thdng tin co ban cua
A\ @ ® khach hang
g .\ © - L
() (©) A Phai thu thap duoc y kién danh gia cta khach hang
A 0) | vé san pham/dich vu ma doanh nghiép cung cap

Tham do thai do hop tac cua khach hang trong
tuong lai




PHIEU KHAO 5AT Y KIEN KHACH HANG

1- Quy khdeh d rdeng sik dung sdn phdw eta . .. chuea?
0 Chira timg dung [ Bang dung 0Bz tmg dung

2- Quf khich o die dink s 6ép tyc ik dung sin phimcia . hing?
[ &2 tifp tue =i dung [ Chura o6 ké hoach [ 82 dimg sin phim cia cia hing khic

3- Theo quy khdch thdi 36 phuc vu v e vin eila RRER VM eooceroeres e whie thé nie?
[ Thin thién, lich =, o8 thii 45 tot, quan tim dén khich hing

O Chép nhin duge

[ Thisu tinh chuyén nehiép, khing chip nhin duge

4'-'HuﬂqujMckﬁﬁ&ﬂgtﬁﬁﬂqﬁﬁﬁgnﬁgﬁqq&mgﬁ:ﬁ ........... la:
[0 Whanh chong, kap than, thindde [0 Chap nhan dwec ip thin

3- Theo quy khdch gid sdn pham g oo whie thé ndo?
OGiaecac OGiahoph 13 18

- Quy khde co gip rd ngai gi rong gud trinh mug - whin sdn phim khong?
[0 De dang va nhanh chong i omg [0 Con gap vinda

7. Quy khich c8 gip tré nzai gi trong qui trink thanh toin khing?

8- Nélr.l:mi:l:llgﬂi&nhﬂ]dﬁlﬁﬁdlﬁgﬁ:ﬁﬁhﬂgﬁnpﬁmﬁﬂﬂndﬂ

thi quy khach zé & chim hao nhién diém?

................. digm

10- Quy khach vui long eung cap théng tin cd nhin vi déng zop ¥ kién vé sén pham va dich va
dang cung cap, day li co =& dé quy khach nhan dwoe wu 33 gidm gia tir ching t6.




CUNG CO KIEN THUC

DOV/NLOADRAG
© \S £




Cdc phat biéu sau diy diing hay sai?

tt Phat biéu Pung | Sa
Thong ké “ty 1¢ hoan tra san pham, ty 1é khach hang phan nan” ciing 1a 01

1 cach thirc dé do ludng hiéu qua ctia chuong trinh cham sdc khach hang. - -
Ba yéu to co ban dé cham sdc khach hang 1a: (1) yéu to san pham/dich

2 vu; (2) yéu t6 thuan tién; (3) yéu t6 van hda - -

3 Gitr chan I{l(?)t khach hang hién tai 14 ré hon va dé hon nhiéu lan so voi - -
viéc tim kiém khach hang méi

A Khi khach hang phan nan, nhan vién can c6 gang bao chita dé bao vé uy . .
tin ctia doanh nghiép

. Cham soc khach hang la vii khi canh tranh cua doanh nghiép trong moi - -

treong kKinh doanh hién dai




GHI NHO

O Cham sé6c khach hang la phuc vu khach hang theo nhu cach ho mong
muon VA lam nhitng viéc can thiét dé giit khach hang minh dang co6

0 Ba yéu to co ban dé thoa man khach hang 1a: san pham/dich vu; su
thuan thi€n; con nguo1

O Cac budc 1ap ké hoach cham séc khach hang: Phan nhém khach hang,
xac dinh nhém khach hang muc tiéu, dé ra muc tiéu cho timg nhom,
thiét ké chuong trinh, to chitc thuc hién, kiém tra va danh gia viéc thuc

hién.



XIN CAM ON!




DANH SACH NHOM BIEN SOAN

1. L¢ Th1 Kim Phuong (chu bién)
2. Nguyén Thi Duy Khoa

3. Pang Th1 Mong Quyén

4. Lé Thi Hurong Giang




