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1 Cudn sach nay can thiét
cho ai?
Nim trong bd sdch Quan tri Marketing,

cudn Chdm séc khdch hang dugc thiét
k& danh riéng cho:

m chu doanh nghiép

m Cudn sdch nay can thiét ® nhd qudn ly trong cic doanh nghiép
cho ai? vira va nhé
m  Gidi thiéu chung véi muc dich trang bi cho ho nhirng

L . cong cu va ki€n thitc quan 1y cd ban.
® Muc tiéu cudn sdch &t 4 y

Tuy nhién, nhan vién lam viéc trong
cac doanh nghiép vira va nhé va sinh
vién nghi€n cifu linh vuc quan tri ciing
c6 thé tham khéo cudn sdch nay, n6 c6
» Trudce khi bdt diu th§ gitip cdc ban c6 c4i nhin téng thé
vé cdc van dé quan ly.

m T6i sé tim duge gi tit cudn
sdch?

m  Phuong phdp hoc

m Hay ddt muc tiéu hoc cho ) ,
minh! Cudn sdch nay sé gitp ban hi€u dugc
¥ nghia va ndi dung cia viéc chim séc
khach hang, va trén cd s& d6 ti€n hanh
cdc bién phdp nhim théa min khich
hing toan dién.

2 Gidi thiéu chung

Trong mét th€ gidi canh tranh ngay
cang khdc liét, 4p luc canh tranh khién
cdc doanh nghiép ngay cang phai phuc
vu khdch hang t6t hon. Nhitng doanh
nghiép khéng chiu néi 4p luc canh
tranh sé& that bai.

Ngudi ta thudng nghi chim séc khédch
hang 1a sy dén ti€p niém nd, lich su,
thdi d6 an can, chu ddo ma cdc nhan
vién ban hang danh cho khach hang.
Thuc ra thi khong hin 13 nhu vay. Xu
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11

huéng hién nay cia cdc doanh nghi€p 12 thda mén khich hang toan
dién. Piéu nay chi c6 thé dat dugc néu moi hoat dbéng cda doanh
nghiép, tir thiét k€ san phim dén thong tin khdch hang, v moi thanh
vién, tit tng gidm d6c dén nhitng nhin vién tip sy, d&u hudng 16i
va quy€t tAm thda min nhu cau cia khdch hing,

Tat ¢4 nhitng van d€ nay suy cho ciing phu thudc vio y&u t§ con ngudi,
va hiéu qua lam viéc clia nhan vién lai phy thudc vao chat lugng cia
quan ly. Nhiém vu clia cdc nhd quédn 1y 13 phai duy tfi dude mét su
cin bang thi€t y&u: ho phai thda man khich hing ddng thdi phat dim
bdo rang doanh nghiép dat dugc cdc muc tiéu Igi nhudn. Tuy nhién
rdt kh6 d€ duy tri th€ cin bing nay.

Trong cudn sdch ndy chiing ta sé tim hiéu v& khai niém “khdch hang
bén ngoai” va “khdch hang n6éi bd” va 1y do vi sao ching ta phai
phu thudc rat nhiéu vao khéch hiang clia minh. Chdng ta s& xem xét
cdc y€u t6 lam khdch hang thda min v xem khich hang mong mudn
nhifng gl tir dich vy chiing ta cung cip. Sau d6 chiing ta s& xem xét
mét s8 budc thuc hanh ma ban 6 thé thyc hién d€ ning cao chit lugng
cham s6c khach hang cia doanh nghiép hodc phdng ban minh,

Muc tiéu cudn sich
Khi hoc hét cudn sach nay ban sé& c6 kh3 ning t5t hon dé:

xdc dinh khich hang clia minh, cd khdch hang ndi bd va khach hang
bén ngoii;

gidi thich tdim quan trong va ngi dung ciia viéc cham séc khich hang;
md tA mdt s nguyén tic (g X trong cic tinh hudng ti€p xiic vai khach hang;
xdc dinh duge khich hing cla ban mong muén nhirng diéu gi;

xéc dinh nhitng khi€m khuy&t trong viéc cham s6¢ khach hing cla ban.

Toi sé tim dwgc gi t cudn sach?

Cudn sach nay dudc chia thinh nhiéu phin tip rung vio timg chi
dé cu thé lién quan d&n myc tiéu clia cudn sich. Trong titng phin,
ban s& tim thdy:

1y thuy&t bao gdm ndi dung chi tiét, gidi thich va vi du vé cdc kbdi
niém chd y&u;



Gidi thiéu cuén sdch
bai thye hanh dugc dan xen vao ngi dung nhdm giip ban chi dong
suy nghi v€& khdi niém va van dé dang durge thdo ludn;

bai tap tg ddnh gia nhim giGp ban ddnh gid nhing ki€n thic ma
ban ti€p thu dudc tir mdi phan ciia cudn sdch;

tém tdt cic di€ém quan trong trong ndi dung cia tirng phin;

¢6 hdi d€ ban suy ngdm nhitng didu tdm dic trong ting phin cia
cudn sach, tir d6 xdy dung k&€ hoach hanh d6ng cho cong viéc cla
ban.

Ngoii ra, ban ciing s tim thiy trong phan cudi cudn sich:

bai ki€m tra nhanh dé€ ki€m tra sy hi€u biét ciia ban vé cic khdi
niém trong cudn sich;

bai tdp tinh hudng cho phép ban dp dung kién thitc v k§ niing clia
ban viio viéc phan tich mdt tinh hudng cu thé;

¢o hoi d€ suy ngAm va ddnh gid mic do dat dudc cic muc tiéu hoc
tAp clia ban d6i véi cudn sach;

k& hoach hanh djng nhim 4p dung nhitng kién thitc trong cuén sich
vao thire tifn cdng viée clia ban;

ddp 4n tham khdo cho cdc bai tp ty ddnh gi4, ki€ém tra nhanh vi
bai tip tinh hudng.

P¢& givip ban tién theo déi ndi dung clia cudn sach, cde bifu tugng
sau diy dugce st dung:

Hiy tap trung nd lyc 1am cdc bai tap thyc hanh, bai kiém tra nhanh
va bai tip tinh huéng.

Hay ty ddnh gid mifc d6 ti€p thu ki€a thic chia ban sau mdi phin
hoc.

Hiy ghi nhd cdc ndi dung chinh ciia titng phin hoc.

Sau mdi phin hoc, ban hiy danh 5 phit ngim nghi vé nhitng diéu
ban tim dic vd mudn 4p dung.

@) [ o] =)

Hay luu ¥.
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3 Phuang phap hoc

5.1

5.2

5.3

T6i nén hoc @ diu?
Bdt cit not nao!

Cubn sich nay dugc thi€t k&€ dic biét theo phudng phap tu hoc, cho
nén ban c6 th€ nghién ctu cudn sich niy & moi noi. Tuy nhién d€
dat duge hi€u qud cao nhat, ban nén tip trung, tranh bi phin tam bdi
cdc y€u 8 xung quanh.

T6i nén hoc khi nao?
Bér i lic néo!

MOi ngudi s& c6 thdi gian thich hgp riéng d€ nghién cftu cudn sich -
mét cdch hiéu qud. T6t nhét la ban nén lap k€ hoach trude vi danh

mét khodng thdi gian nhdt dinh d€ hoc cudn séch nay. Ban ditng bé

qua cdc bai thitc hanh trong ting phdn, bdi vi chiing gitip ban ciing c&
lai kién thitc vita hoc va dén ddt ban sang ndi dung tiép theo. Cling

khdng nén lo ling n&u nhv ban mat thdsi gian cho mét bai thue hanh

nio d6 hei lau hon so vdi thdi gian du ki€n. Hay nghién effu cuén

sédch theo khd ning ti€p thu cla ban.

T6i nén hoc nhu thé ndo?
Bdt cif cdch nao!

Cudh sdch nay dudc thist k€ dé ty hoc trong thdti gian 10 ti€ng, nhung
khong c6 nghia 13 ban phai ¢§ ging danh ding 10 tiéng lién tuc dé
hoan thanh cuén sich. TSt nhi't ban nén bt diu biing mdt thai gian
bi€u déu din, vi du m&i 14n chf hoc mot ti€ng, Hoc déu diin sé c6 k&t
qud tot hon nhiéu so v&i thinh thodng hoc dén trong mét thdi gian
dai. Tuy nhién, ban ciing khéng nén kéo dai thdi gian hoc cudn séch,
néu khong ban sé cam thiy chén ndn. Khi s dung cubn sich niy
ban nén ¢6 sin trong tay cay bt chi ¢6 tdy (gdm) d€ c6 thé ghi chép
hoac linh hoat thay d6i nhiéu 14n phin thyc hinh va céc bai tap khic,
Cudn sich s& din ddt ban qua cdc hoat ddng hoc tdp sau: hoc, doc,
ghi chép, 1am cdc bai thue hanh, bai tdp v ddnh gid, bai ki€m tra
nhanh, bii tap tinh hudng, phan t6m lugc va suy ngdm. Sau m3i phin
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hoc, ban hiy dirng lai it phiit § trang suy ngdm d€ diém lai nhitng
di€u ban cdm thiy tim ddc nhit va nhitng dy dinh ma ban muén ip
dung vao thuc tién cong viéc. Piéu niy gitip ban titng budc xay dung
Ké hogch Hanh ddng sau khi nghién citu xong cudn sich.

Hiy thdo ludn cdc ¥ twdng va kinh nghiém thuc &€ véi ddng nghiép
hodc cong sy cia ban. Diéu dé s& gilip ban nang cao sy hi€u bigt va
khdc sdu nhitng gi ban di hoc. Nén tim mdt ngudi cling hoc dé€ gitp
ban duy tri tinh thin hoc tip cho dén khi két thic cudn sich.

Khi d3 hoc xong cudn sdch, ban s& c6 co hoi d€ 4p dung nhitng didu
vira hoc dudce theo hai cdch thic sau:

gidi quyé&t vin dé dit ra trong bai tip tinh hudng;
lap k& hoach hianh dong.

Bai tdp tinh hudng s€ md ta mot tinh hudng thuc € x4y ra trong cdc
doanh nghiép Viét Nam. N6 sé& gidp ban xem xét tit ¢d nhitng diéu
ban di hoc va két hgp véi ¢ic kinh nghiém cia ban d€ xay dyng méot
gidi phdp thyc t&€ cho mdt vin dé phitc tap.

K& hoach Hanh déng 12 mot od hoi dé ban 4p dung 1y thuyé&t vao thuc
tién va tao ra sy thay ddi tai noi lam viéc cla ban! N&u cin thiét,
ban c6 thé trao déi véi ddng nghiép hodc cong sy dé xdy dung k&
hoach hanh dong. Hay cu thé hoi k& hoach hanh déng thanh tirng
budc va dinh lugng théi gian hodn thinh cho mdi bugc, Luu ¥ ring
k€ hoach hanh d&ng 14 mdt céng cu huéng din linh hoat, chif khéng
phdi 1la mdt khudn khd ciing nhic. Hay treo k& hoach hanh déng tai
noi lam viéc clia ban, thudng xuyén ki€m tra lai va diéu chinh n&u
thdy can thiét.

Ai c0 thé giup t6i?
Bdlt cit ngudi nao!
Ban c6 thé tim sy gitip 43 tir rit nhiu ngudi:

Chinh ban than ban. Khi gip phdi vin dé chua hiéu, hiy ¢§ ging
doc lai. Pirng bd cude. N&u ban vin chua hi€u, hiay tam ngung, thu
gidn rdi doc lai 1in nita,

Gia dinh, ban b hoic dong nghiép. Ngay ¢4 khi ho khong hi€u
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5.5

chii & ma ban dang trao ddi thi trong qué trinh thio ludn bi€t dau
cdu trd 151 lai loé 1én ngay trong dau ban.

Dich vy hd trg. Mot 6 t6 chifc dao tac va gido duc s& gidp ban tiép
cin vdi cdc nha chuyén mén dé€ giai ddp cdc ciu hdi va cac van dé
viréng mic, Ban c6 thé lién hé véi Business Edge d& bi€t théng tin
vé cdc dich vu nay. (Xem dia chi lién lac & bia cuén sich)

Vige hoc cia toi sé dudc dénh gid nhu thé nao?

N&u ban nghién cfu cudn sich mét cich ddc 1ap, thi chinh cac bai
thuc hanh, cdc bai tip iy ddnh gia, cdc bai ki€m tra nhanh vi k& hoach
hanh déng s€ gidp ban ty ddnh gi4 tién bd clia minh.

Cdc bai tap thudng khong ¢6 cdu trd 18i chinh xdc duy nhit. Pdp 4n
cho céc bai tip chi mang tinh tham khdo va hudng din, do vay cdu
tra 13i cia ban ¢6 thé khong hoin toin giéng nhu ddp 4n.

Trudc khi bat ddu

Mot 8 bai thyc hinh trong cudn sich ddi hdi ban phai chuin bi trude.

Ban c6 th€ xem qua céc bai tip sau ddy d& chudn bi nhitng gi cin

thiét.

Thuc hinh 4 Yéu ciu ban thdo luin véi ddng nghiép vé& thure chat
cong viéc kinh doanh, khdch hang va nbu cdu cia
khidch hang.

Thye hanh 27 Yé&u ciu ban clng vdi nhin vién xem xét chit lugng
dich vu ma ban cung cép.

Thuc hanh 35 Dé nghi ban thim dd ¥ kién khéch hang vé dich vu
ma ban cung cAp thong qua bing ciu héi hoic phdng
viin trén dién thoai. C6 thé 1a ban mudn nhian vién
clia minh cling tham gia vio viéc nay.
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7 Hay dat muc tiéu hoc cho minh!

Nio biy gid, ban hiy danh it phit suy nghi vd vi€t ra nhitng mong
dgi cla minh.

Cdc két qud ma t6i muén dat duge cho bdn thdn t6i la:
(vi du: t6i mudn hi€u ro ai la khich hang ciia minh)

Cdc két qud ma t6i mudn dat dugc cho doanh nghiép cita 161 la:
{(vi du: t6i mudn khdch hang it than phién hon)

Chic ban thanh cdng!

Ching tdi hy vong ring ban s& thich cudn sich ndy. Db ban hoc §
diu, hoc lic nio, hoc véi ai, va hoc biing cich nao, ban ludn kham
phd va git hdi nhitng diéu méi mé va b6 ich. Chiic ban thanh céng
theo phudng thitc kgc linh hoat.

Vil



Phan A
GETHIENDE

1 Dan nhép

Trudc khi quy€t dinh sé chim séc

khach hang nhu thé nao, ban cin biét
khéch hang ctia minh 12 ai? C6 thé ban

cho riing ddy 12 mot ciu héi khdng cin

thi€t vi diéu d6 qua rd rang. Thatra ciu

tra 161 khéng don gidn nhu ban tudng.
a Ddn nhdp R4t nhi€u ngudi vin nghi mot cich
) X _ thi€u s6t ring khdch hang 1a nhitng
m Khdch hang bén ngoai . R . .
ngudi mua hang, va chi cdc doanh
nghiép hoat déng kinh doanh thuc su
mdi c¢6 khach hang.

m Khdch hang va cdc
16’ chic phi lgi nhudn
m Khdch hang ndi bé R o N
) Khéch hang khong nhat thi€t 1a nhiing
= Tom tat ngudi mua hang cia ban. Ho c6 thé 1a
m Suy ngdm cdc nha ddu tu, cd quan quan 1y, va ca
nhirng ngudi lam viéc trong doanh
nghiép. Cic t8 chitc phi I¢i nhuén ciing
c6 khdch hang dit ho khéng thuc su ban

sdn phim hay dich vu nao.

Trong phan nay chiing ta s& tim hiéu
xem khéch hang cia mot doanh nghiép
thyc sy 1a nhitng ai va tai sao doanh
nghiép cin ddp &ng nhu ciu cia ho.

2 Khach hang bén ngoai

Chiing ta di khing dinh ring c6 nhiéu
d6i tugng khdach hang va khdi niém
khach hang thudng dudc hi€u khong
ddy di. Hay xem chinh x4c ho 1a ai?




Khdch hang

A

Thuc hanh 1 2 phut &

Ding mdt hodc hai cdu d€ mé td theo ban “khdch hang” c6
nghia 1a gi. |

Ong chii mot cita hang ban quan 4o tré em s& cho rang khach hang la:
cdc bac phu huynh; va

tré em.

Mot trudng dai hoc sé& cho ring khéch hang cla ho la:

phu huynh;

sinh vién; va

cdc doanh nghi€p.

Khéch hang bao gém cic ddi tugng sau:

ngudi st dung: cdc c4 nhan hoidc t§ chifc thyc sy st dung sén phim
hodc dich vu ctia doanh nghiép;

ngudi mua: thu thip thong tin, lya chon, ra quy€t dinh mua, tra tién;

ngudi thu hudng: cdc cd nhan hoic td chitc duge hudng 1gi tir (hodc
bi 4nh hudng bdi) viéc sit dung sdn pham hodc dich vu.

T4t c4 nhitng ngudi 1am viéc 3 bd phén giao dich tryc ti€p vdi khach
hang cia mot doanh nghiép déu bi€t ring khdch hang la cyc ky quan
trong. Chiing ta hay phén tich xem tai sao.

Thuc hanh 2 4 phat &

Gid sit ban dang & thanh phd H6 Chi Minh v ban muén di Pa
Lat. Hay liét ké cdc phudng tién ma ban c6 thé dung cho chuyé&n
di clia minh:
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2 Gid s ban di quyé&t dinh thué mét chi€c xe du lich, hay ké
tén mot s6 dia chi ma ban c¢6 thé lwa chon:

Thong thudng khi mua hang héa va dich vu khich hang c6 rat nhiéu
lva chon. Trong trudng hop ndy, ban c6 thé sit dung céc phuong tién
sau:

m thué xe du lich;

m di xe khdch (xe do);

= ding xe clia ban (n€u ban c6 mot chiéc xe);
m di xe gdn mdy (n€u ban mudn phiéu luu);

= di mdy bay.

Thim chi ban c¢6 thé di xe dap hodc di b6 n€u ban cé di thai
gian va sic lyc d€ 1am nhu vay.

Né&u ban quyét dinh thué xe du lich, ban c6 thé thué xe ciia cic
hing xe c6 tén tudi nhuy Mai Linh, Phuong Vinh, vv... hodc thué
xe ciia mdt tv nhidn nao do.

Dudi diy 1a cd ch€ vin hanh cida thi trudng:

Strc mua cud khdach hang

~

gay ra

Su canh tranh gitrq cdc nha cung cap

—

va dua dén cio khdch hang

Quyén lva chon
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Khdch hdng
khdéng chi cd
quyén lya chon:
ho con co sic
manh - siic mua.
Do 1a v do tai sao
cé rdt nhigu
doanh nghiép néi
ring ngudi quan
trong nhat trong
doanh nghiép
chinp téi 1a
khach hang.

Cd ch€ trén c¢6 dnh hudng rdt 16n dén cdc doanh nghiép:

cdc doanh nghiép phu thugc hoan toan vio viéc ban hang hod
va dich vu cia ho;

va vi viy ho phu thugc hoan toan vao khach hang cia minh.

Né&u khach hang khong thich cdc sdn phim hay dich vu ctia doanh
nghiép, rit don gidn, ho sé& chon sin phim hay dich vu ctia mot doanh
nghiép khdc. N&u sd khach hang lam nhu viy di 16n, ho ¢6 du sic
manh dé gdy thiét hai va thdm chi loai bd nhitng doanh nghiép cé
san phdm khong dugc thi trudng chidp nhan. Do d6 doanh nghiép cling
phai ling nghe cin thin nhitng “thdng diép” ma khach hang giri dén
thong qua su lya chon cla ho. Khi khdch hang mua sdn phim ciia
mot d6i thi canh tranh ciia ban c6 nghia 1a ho dang giti cho ban mot
thong diép: tdi chura hai 1ong v6i hang hod, dich vu ma ban cung cip,
ban cin phdi c6 ging hon.

Cic doanh nghiép ton tai nhd vao viéc cung cip hang hoa va dich vu
trén thi trudng va ho khong cé Iwa chon nao khac ngoai viéc canh
tranh dé€ danh khach hiang: sy séng con ciia doanh nghiép phu thudc
vao khach hang.

Moi doanh nghiép mu6n thanh cong déu phai ty hdi:
thyc ra, ching ta dang kinh doanh c4i gi?
n6i khéc di, ching ta dang cung cip gi cho khach hang?

Thuc hanh 3 3 phut &

Theo ban thyc chdt cong viéc kinh doanh cla cdc quin bdn nude
gidi kht Ia gi?

C6 thé ban di trd 15i “ho kinh doanh dé uéng” hoic “ho kinh



Mot sd chuyén
gia cho ring tat
cd moi doanh
nghiép déu kinh
doanh gi6ng
nhau: ban cho
khach hang sy
hai long.

Khdch hang

doanh sy gidi tri”. Ping 1a ho bdn nudc gidi khat, nhung ho khong
chi gidp khdch hang “gidi khdt”. Thuc ra ho con ddp ¥ng cdc
nhu ciu khidc cia khdch hang nhu thu gidn, gidi tri va phuong
tién d€ théa man cdc nhu ciu dé la:

= mot hé thong Am thanh t6t;
m ti vi chi€u phim gidi tri;

m trang tri ndi thit ddc ddo;

m nhitng thifc u6ng ngon miéng;

m nhdn vién phuc vu xinh dep, lich su.

Vay thuc su thi cdc khdch hing khi budc chan dén qudn mudn
mua gi? Ho muén duge hai long. VA thyc chit cong viéc kinh
doanh clia cdc quin cafe 1a: ban cho khach hang sy hai long.

Biy gid ban hdy suy nghi vé doanh nghiép clia minh va lam bai
thuc hanh sau day.

Thuc hanh 4 15 phit 3

DE& trd 18i cdc ciu hdi dudi ddy ban c6 thé trao d6i v6i nhiing
ngudi khdc trong doanh nghi€p ban.

| Doanh nghiép ctia ban dang hoat dong trong linh vuc gi? Thuc
cha't cong viéc kinh doanh clia doanh nghiép la gi?

2 Khéch hang bén ngoai cia doanh nghiép la ai?
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3 Nhu cdu cia nhitng khdch hang niy 13 gi? ‘

4 Cdc nhu cdu nay c6 dang dugc thda min khong? N€u khéng hoic
khong dugc théa man hoan toan, hay cho bit 1y do?

5 Cén phai lam gi d€ cai thién céch ti€p can khéch hang ciia doanh
nghiép?

6 Bin than ban c6 th€ 1am gi d€ cii thién céch ti€p can khach hang
clia doanh nghiép? (ching han nhy thay déi czich lam viéc clia ban
hodc cia nhédn vién)

Du ban lam viéc cho loai hinh doanh nghi€p nao, cdng viéc cla ban
ludn 1a dép '.rng nhu cdu cia khach hang, va ban nén md réng quan
di€m vé nhu ciu khach hang. Nhu cdu ctia khéch hang khong chi don
thudn & hang hod va dich vu ban cung cap ma con hon thé nira. Néu
ban nhén thdy nhitng thi€u s6t trong ti€p cén khich hang (khong c6
doanh nghié&p nao 12 hoan hio) thi ban nén c& ging 1am gi d6 d€ khic
phuc cic thi€u s6t nay. ft nhdt ban cling phai bao ddm ring nhan vién clia
ban ¢6 quan di€m diing dan vé khach hang va lam viéc ding céch.
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Tém iai cdc doanh nghiép cin phdi nhin thic dugc:
ngoai trit mdt vai ngoai 1, da s& cdc nha cung cdp déu phai canh
tranh trén bat ky thi trudng nao cdn c6 1¢i nhudn;

khach hang c6 rt nhiéu san pham d€ lya chon;

thuc chi't cong viéc kinh doanh ctia minh 12 théa man nhu ciu cla
khach hang, n€u khong dap ng dugc nhu cdu clia khach hang thi sé
gip khé khan.

rd - - L4 ? -, - -
Khach hang va cac to chirc phi Igi nhudn
Con céc td chic phi 1¢i nhuén thi sao? Phuong thitc hoat dong ciia ho

¢6 khac gi khong? Ho c¢6 ‘khdch hang’ khong?

Thuc hanh 5 2 phit &

Ban cho rling t8 chic nao sau day c6 ‘khdch hang’. Xin ddnh diu
vao 0 lva chon.

Hé thong siéu thi Coopmart

Thu vién Khoa hoc Tdng hgp

Bénh vién Chg Riy

Cong ty Gach BPéng Tam

Co6ng ty Dau khi British Petroleum (BP)

Téng cong ty Hang khong Viét Nam

Trudng Pai hoc Ky thuit

Hiép hoi Ché bi€n Xuit khiu Thiy sin Viét Nam VASEP
Khich san Huong Tram

L0 BB EErsiais £

Chic chin céc doanh nghiép trong danh sich trén déu c¢6 khdch hang
va su tdn tai va phat trién cda ho 1& thudc vao khd ning bdn hang
héa dich vu clia minh cho cdc khach hang d6. Nhung céc t6 chirc phi
1¢i nhudn trong danh sich thi sao?
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® Thir vién Khoa hoc Téng hgp phuc vy nhitng ngudi muén vio
dec hodc mudgn sdch.

= Bé&nh vién Chg Ry phuc vu cdc bénh nhin.

m Trudng Bai hoc K§ thudt phuc vu sinh vién cla minh, v & mifc
dd nao d6 phuc vy cdc bic phy huynh va cdc doanh nghiép.

» Hi¢p hdi ché bi€n xudt khiu thliy sin Viét Nam VASEP phuc vu
cdc doanh nghi€p trong hiép hoi, cdc nha nhdp khdu thiy sin
Viét Nam, B Thiy sdn,

Piy 12 cdc 5 chifc dude cip ngin sich nha nude dé hoat déng
vd cdc dich vu méa ho cung ¢dp dugce trg gid phan 16n. Khdch
hang cua ho chi phii trd mdt phin chi phi cho dich vu nhin dugc.
Theo truyén thdng, cdc t§ chifc nay hodn todn khéng nghi rling
nhitng ngudi st dung dich vu cda ho 1a ‘khdch hang’.

Trong nhitng ndm gin diy quan diém niy da bi bien d8i rat nhidu,

Sy canh tranh giifa cdc trudng dai hoc, cao ding, hay gitta c4c
bénh vién ngiy cang gia ting do nhitng thay d6i vé cd ché& kiém
sodt va cAp ngn sach. Chinh phd ciing d3 thay d8i cdc chinh sich
quan trong d6i v§i khu vuc dich vy céng ich, vi du nhu:

m Cho phép bénh nhdn ding ky chon bénh vién khi sif dung cdc
dich vy Bdo hi€m Y €, hodic ding ky khdm, chita bénh vugt tuyén.

m Cho thi sinb tr do ding ky du thi vdo trudng ma minh thich hoc,
va cOng nhin bing cdp cla cdc trudng du d6 1a trudng din lap
hay céng 14p.

Nhitng thay d&i nay nhim tao ra méi trudng thi tru¥ng trong cic
linh vyc dich vu cbng ich, va tao 4p luc khi€n cdc nha cung cdp dich
vy nhay cdm hon vdi nhu cdu ‘khdch hang’. Cdc phuong tién truyén
thdng dai chiing cling hd tr¢ cho trao luu chuyén bi€n nay. Ba cé
nhirng bai bdo ddnh gid chit lugng dich vu clia cdc bénh vién, phin
tich ty 1& tuyé&n chon sinh vién, uy tin vé chat lugng dao tao clia cic
trudng dai hoc vdi nha tuyén dyng (doanh nghiép).

Co s6 d€ cdp ngén sich hoat déng cho cdc don vi dich vu cong
ich ngay cang gdn véi hiéu qui hoat déng. Chinh vi the cic td
chifc nay ciling dang c6 nhiéu thay ddi. Tuy nhién, sy cai ti€n
cling cdn 12 mat ti€n trinh 1au dai nhiim bi€n ddi viin héa nhin
thite clia t8 chitc. Cong chiing ngay nay khéng con cam chju chip
nhin cic tiéu chudn cia ngay hém qua nita.
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Nbu viy cdc t8 chitc phi 1¢i nhuin ciing ¢6 khdch hang va ho
ciing cin théa min nhu cdu cla khich hang dé c¢6 thé ton tai lau
dai. Vi th€ nhing ¥ tudng trinh bay trong cudn sdch nay cing
c6 gid tri Wng dung cho cdc t§ chic phi Igi nhuin.

Khach hang ndi b

Ching ta vira xem xét cic khach hang bén ngoai — cic nhém
d6i tugng bén ngoai ma doanh nghiép phuc vu.

Bay git ching ta hdly nghi vé khach hang ndi b, va xem xét vi du sau:

Mét nha hang phuc vu thic dn va dd udng theo thyc don. Cong
viéc kinh doanh chinh clia nha hang dugc thyc hién & by phin
giao dich tryc ti€p v6i khach hang — bao gdém ti€p tin va cdc nhan
vién phuc vu ban véi cdc cOng viéc sau diy:

huéng dan khdch dén ban va sip x&p chd ngdi;

ghi thyc don mén dn va dd udng khdch yéu ciu va chuyén cho
b6 phan ch€ bién;

chuyén thyc don cho bo phin thdu ngin tinh tién va xuit héa don;
sdn sang phuc vu cdc nhu ciu phit sinh tir cdc thuc khich.

Tuy nhién, céng viéc kinh doanh cia nha hing con dudc hd trg
bdi cdc bd phan khdc nhu bd phan ché bi€n thic in va dd udng,
b6 phdn thiu ngin (tinh tién, 14p héa don va thu tién), vv...

Thuc hanh 6 3 phit &

Theo ban trong mdt nha hang 16n (phuc vu ciing lic hang trim
thuc khdch) con c6 thé€ c6 cdc bo phan phuc vu néi b6 nio
nita? Hay c6 liét ké it nhdt 3 bd phan:
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Khdch hang ngi
bd c6 thé khong
chi tién tryc tigp
cho ban, nhung
néu ban khéng
dap Ung cdc nhu
cdu clia ho, thu
nhép clia doanh
nghiép sé sdm
phdn dnh diéu
nay. i

10

C6 thé ban da liét ké nhitng b§ phén sau:

B0 phin bao dubng, sita chita dién lanh. w B phin rita chén bit.
Bo phan mua thyc phdm va dd udng. w BO phian lau don ban ghé&.
B6 phin gilt xe, bdo vé. m B0 phin k& todn — tai vu

Hau hét cdc bd phan néi trén, nhu bd phan rita chén bét, sita chita
dién lanh, hiu nhu khong ti€p xic truc ti€p v6i khdch hang. Muc tiéu
chinh ctia ho 1a d6ng gép vao hiéu qud phuc vu ctia cdc nhdn vién
ti€p tdn va phuc vu ban, tao nén sy hai 1ong, thodi méi cia khich
hang khi 4n uéng tai nha hang.

Chiing ta c6 thé trinh bay hé thdng cic mdi lién hé nay bing

sd d6 sau.
——
T

Khdch hing bén ngoai

I Khach dat |
| B bin

Ban an
todn vé
sinh thuc
phim

N N
Ti€p tin
A
l Mua thye Ché bién | Phucvu
| phidm > thic an [l ban |j >
| L |
Théu ngén,
: KEé todn Khich
E Cuc thué ‘ in udng
L

v
Khdch hiang bén ngoai
k /

_—

Hé thong cdc mdi lién hé trong thyc t&€ ¢6 thé con phic tap hon
bdi vi con nhi€u bd phan khdc ma ching ta khong ké ra & day.
Tuy nhién, so d6 cho thiy rd 12 doanh nghiép c6 rat nhiéu khéch
hang ndi bd ciing nhu khdach hang bén ngoai.



Khdch hang

Thuc hanh 7 3 phat &

Ban cho ring ai sé 1a khdch hang ciia B6 phdn Phuc vu ban?

B4 phdn Phuc vu ban phuc vu cd cho khdch hang in udng (bén
ngoai) va ca cic khach hang ndi bo:

B0 phan Phuc vu ban chuyén phi€u dit mén an clia khich (sd lugng
va chiing loai) cho bd phdn Ch€ bié€n thic in va nhin thifc in dé
chuyén cho titng ban theo ding phi€u dit mén &n clia mdi ban.
BO phén Phuc vu ban chuyén phi€u dat mén an clia mdi ban khach
cho bd phan Thau ngan & tinh tién, chudn bi xuit héa don, va thu tién.
Cé hai khach hang ndi bd nay can nhan thong tin (phi€u dit mén an
clia tirng ban khach) chinh x4c, nhanh chéng d€ c6 thé tao su thoai
madi, hai 1ong cta khach hang.

Theo quan di€m nay, bat ky mot doanh nghiép nao, dix 16n hay nhd,
cling ¢c6 mot hé thdng cdc méi lién hé khich hang — nha cung cip
phirc tap:

cong viéc kinh doanh ciia toan thé doanh nghi€p 1a phuc vu cdc
khdch hang bén ngoai;

cdng viéc clia cdc bd phan giao dich truc ti€p v6i khdch hang 1a cung
cdp cdc dich vu chinh cho khich hang;

cdng vigc clia cdc bo phin quan hé gién ti€p véi khach hang 1a hd
tr¢ cac bd phin giao dich truc ti€p v6i khach hang thuc hién nhiém wu.
Doanh nghiép ciing giéng nhu cdc ¢ mdy phic tap, trong d6:
tdt cd cdc bd phian déu ndi két nhau;

ngay cd bd phan nhé nhdt cling c6 vai trd gitip ¢d may vin hanh.
Khi trong doanh nghiép c¢6 mdt b phin khong nd luc, viéc nay
cling giong nhu chi€c xe dap lic bi mat ban dap hay xe 6 t6 c6
mot xy lanh bi hong. Trong cudc chay dua d€ canh tranh, mot doanh

nghiép nhu th€ s& nhanh chéng bi tut lai. Tinh hudng sau minh hoa
diéu nay:

11
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Anh Bao [&2 mt cdng ty sdn xuat nudc tinh khiét, vdi thi truding chinh 13
khdi van phong cla cdc ¢cong ty. Nude duge chda trong cdc tinh 20 lit va
cong ty phdi giao hang rat thudng xuyén. D& thic ddy hinh dnh chuyén
nghiép va thyc hién phudng cham kinh doanh “Huéng v& phuc vu khéach
hang”, Anh Dao da théng bdo trén cdc phuong tién truyén thong ring
khdch hang c6 thé goi dién b4t ky fic ndo dén s dign thoai 855 19.. d6
dit hang va hang s& dudc giao tdn noi. Cac nhan vién phong bin hang
chia Anh Do rdt nha nhin trén dién thoai va lubn cdm on khach hang mdi
khi ho d4t hang. Tuy nhién, khach hang than phién ring cong ty thuiing
xuyén giao nudc cham, dbi khi ho phai goi dién nhiéu Ian mdi cé nudc
ugng.

Ngay cang c6 nhiu 1di than phién vé viéc giao hang chim va deanh s8 cha
cdng ty bat ddu st gidm, Ban gidm d6c cong ty d& tim hiéu nguyén nhan
va xac dinh duge rang cac 161 vé giao hang cham thuiing xay ra véi cic
khdch hang dat hang vao git cao di€m, khi tinh trang ket xe thubng xay ra,
hay dat hang sau 4 gi6 chiéu. Vao cudi ngay nhén vién phdng ban hang
thudng khong xit Iy hodc khdng chuyén don hang ngay xudng t3 giac hang
d& x&p lich giao hang.

P& cai thién tinh hinh kinh doanh va ndng cac hinh anh chuyén nghiép
trong mat khach hang, céng ty da cam ket s& giao hang trong vong 1 gid
ddi voi tat cd cac don dit hang tUr 8 gid sang dén 4 gis chiéu, cac don dit
hang sau 4 gid chiéu sé duge giao trudc 9 gid sdng ngay hdm sau.

Gidi phap cla Anh Pao 1a:
chudn héa quy trinh x{ Iy don hang va viéc phdi hop van chuyén;
lap nhiéu kho trung chuy@n dé dam bao thdi gian giao hang trong vong 1 gits;

nhan vién phong bdn hang phai x{r Iy va chuyén t4t ca cac don hang trong
ngay cho t8 giac hang trudc khi vé.

Béy gid ban hdy xem xét trudng hgp cla minh.
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Thuc hanh 8 5 phit &

Ban hdy suy nghi cin thdn vé tinh huéng cia bdn than & ndi
lam viéc. Du vai trdo clia ban 12 giao dich truc ti€p véi khdch
hang ban vin ¢6 khdch hang ndi bd. Ho la ai?

Khéch hang ndi bd clia mdi ngudi duong nhién 12 sé rdt khac nhau,
nhung chic chin khich hang ndi by cla ban s& bao gdm:

nhitng ngudi ma ban phai bdo cdo (cip trén);
nhitng ngudi ban cung cip dich vu nao d6;
nhitng ngudi cin sy hgp téc cla ban.

Khdch hang 1a nhitng ngudi ching ta phuc vu dit ho c6 trd tién cho
dich vu cua chiing ta hay khong

Du lam bat ci cdng viéc gi, phuc vu khich hang bén ngoai ciing la
tu tién s6 mot. Va, n€u ban khdng phuc vu khéch hang bén ngoai thi
t6t hon hét ban nén hd trg khdch hang ndi bd clia minh d€ ho phuc
vu khdch hang bén ngoai tot hon!

Hay ty danh gia 1 12 phut &

Dién vao chd tréng trong cic ciu dudi diy d€ cau c6 y nghia:

=

Khédch hang cta ching ta la nhitng ngudi ching ta.....................d
hola....oooooeiivivinnnnn. hay ..o ctia doanh nghiép, va du
| 1Yo T cho dich vu cia ching ta hay khéng.

Trong linh vuc thuong mai, e . cua khdch hang giy
I W .,va dua den cho khach héng QUYEN .o

Moi t& chiic cAn suy nghi K§ VE. ..oooeviieiiiieieceeeeseece e
................. ciia minh.

13
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2

Gidi thich mot cich ngdn gon tai sao cin phai coi cilp trén nhu 13
khdch hang.

V& 50 d6 chi ra cdc mdi lién hé bén trong va bén ngodi cia modt doanh
nghiép sdn xudt kinh doanh hang tiéu ding ABC. Ban ¢6 thé vé& ra
gidy nhdp trude khi v& vao 6 tréng dudi day. Hé théng bao gbm céc
bé phén sau;

B& phan Kho a  Phong K€ hoach Vit tu

Phong Ban hang m  Céc Pai ly kinh doanh sin phim ciia cong ty
B® phiin San xudt m  Phong Tai chinh — K& t04n

§8 K& hoach Bdu tv m S& Khoa hoc Cong nghé va Mbi truding
4 Y
o _/

Ban c6 thé tham khdo cdc ciu trd 18i & phdn cudi cudn sdch.



:

Khdch hang

5 Tom tat

Ca doanh nghiép va cdc t6 chifc phi Igi nhuan déu c6 khédch
hing.

Khdch hiang 12 nhitng ngudi ching ta phuc vu dd ho c¢6 trd
tién cho dich vu ciia ching ta hay khong.

Céc doanh nghiép can cung cip dich vu tdt bSi vi viéc nay
truc ti€p tdc dong d€n khd ning canh tranh gianh sifc mua
ctia khdch hang. :

Céc t6 chitc phi 1gi nhudn ciing dudgc Igi khi cung c4p dich
vu t6t hon cho khdch hang.

Ai cling cé khach hang:
= doanh nghiép c6 khdch hang bén ngoai;
= cdc phong ban, bd phin va nhan vién thi c¢6 khach hang ndi bd.

Né&u cdc nha cung cdp ndi bd khéng phuc vu khdch hang ndi
bo t&t, khach hang bén ngoai cling sé khong dugc phuc vu tét.

Khoéng phai tit cd moi ngudi déu truc ti€p phuc vu khdch hang
bén ngoai — nhung ai cling dang phuc vu khich hang.

15
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A 6 Suy ngdm
[~ ] Bdy gid ban dinh 5 phit d€ suy ngfim nhitng v&n dé vita nghién ctu

P = j va nghi xem ban sé& dp dung chiing vio thyc t€ cong viéc cia ban

nhur th€ nao? Hay vi€t ra nhitng suy nghi ctia ban:

AlTdi da hec duge... R\\

\(\/V ™

//iA1T01dahocdu0c

A

nao?

\'|
J’ij] Apdungkm
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Phan B
Cham Soc 1 Dan nhép

Ngudi ta thudng nghi chiam s6c¢ khdach

khach hang

] a g‘i ? Tt hang nghia 1a lich sy va than thién khi

s ti€p xdc v6i khdch hang, va chi nhitng
nhin vién c6 ti€p xic tryc ti€p vdi
khdch hing méi cin quan tim dén viéc
chdam s6c khdch hang.

»  Cham séc khdch hang la gi? Ti€p xdc v6i khdch hang 12 mdt phin
» Ddn nhdp tr{fng \:‘iéc chiam s6c¢ khécl\l hang nhung
van dé quan tim hang dau cta khich
hang khong phdi chi 1a dudc ti€p dén
®  Ba tru cft co bdn cia vin mot cach lich su,

dé théa man khdch hang

m Khdch hang ci va mdi

Chdm séc khdch hang 1a m6t phan
m Ddp ung khdch hang nhu quan trong ctia marketing, déng vai trd

thé nao? quan trong trong viéc bdo ddm su thanh
cong cla bit ci doanh nghiép nao.
Vi€éc chdm s6c khach hang phai dugc
» Suy ngam thuc hién toan dién trén moi khia canh
clia sdn pham va dich vu cung cip cho
khéch hang. Né&u chi chd trong vao sin
pham thi viéc cham séc khach hang sé
khong c6 hiéu qua.

m T6m tdt

Trong phin nay chiing ta s& tim hiéu
tai sao ching ta cin phdi chim séc
khéch hang, cham s6c khach hang 1a gi,
va khdch hang thudng mong mudn
nhimg gi khi mua san phim/dich vu.

2 Khach hang cii va mdi

(_ 2 -\
Chdm séc khdach hang c6 thé dudc

dinh nghia la:

phuc vu khdch hang theo cach ma

h¢ mong muén dugc phuc vu

va

lam nhitng viéc cin thiét d€ giif cac
\ khdch hang ban dang cé

w
17




Chdm soc khdch hang la gi?
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Chim s6c khach hang khong phéi 1a d€ chinh phuc khdch hing méi,
mic db nhiéu doanh nghiép danh rat nhiéu thdi gian va sic luc dé
chinh phuc khach hang méi thong qua cdc hoat dong bian hang va
marketing.

Viet Pack 1a mgt cong ty san xuAt bao bi carton, sin ph&m chinh clia Viet
Pack la cac loai thiing carton 3 I6p va 5 16p va cac loai hop gidy dung trong
cong nghiép thyc phdm. Viet Pack phai canh tranh v6i nhiéu cong ty khac
vé gia thanh va cac chinh sach hiu mai. Ngan sach quang cdo, khuy&n mai
clia cdng ty la 500 trigu déng/ndm.

Hién tai, Viet Pack c6 150 nhan vién gém 36 nhéan vién kinh doanh, 14
nhén vién van phong va 100 c¢ng nhin sdn xuit. Phong kinh doanh clia
cong ty gdm 3 b phén:

B phdn Tiép thi (Marketing) gdm 6 ngudi chiu trach nhiém xdy dung
cac chuong trinh ti€p thi, quang cdo va khuy&n mai;

B phéan kinh doanh gdbm 20 dai dién thuong mai phu trach céc dia ban
tir mién Trung d&n céc tinh mién Tay. Cong viéc chl yéu cla dai dién
thuong mai la viéng tham céc khach hang then chét;

BO phan hd trg ban hang gdm 10 nhén vién.

Thuc hanh 9 3 phiit &

Bing nhiing hi€u bié€t clia ban vé nhiém vy clia mot dai dién thuong
mai va cdng viéc bdn hang, hiy cho bi€t nhiém vu chinh cla nhian
vién dai dién thuong mai cta cong ty Viet Pack 1a gi?

A e - A * A . sa . - A -
Hau hé€t moi nhin vién dai dién thuong mai déu c6 ba nhiém vu chinh
sau:

tim ki€m c4c khdch hang tiém ning va cd ging thuyét phuc ho trd
thanh khach hang;
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» théa man khdch hang dang c6;

= cd ging bin sdn phim mdi cho cic khach hang dang c6.
Bt ct ai lam cOng viéc nay ciing s& néi vi ban rang nhiém vu diu
tién 1a cyc ky khé. Viéc d6 ciing rit t6n kém.
Trung binh Viet Pack phai trd mot khoén chi phi Ia 7 trigu ddng/thang cho
mi nhan vién dai dién thuong mai, trong do tién luong 12 3,5 triéu, phu cdp
dilai la 2,5 trigu va cac chi phi khac, nhu dién thoai, hao mon xe, 1a 1 triéu.
Cong ty udc tinh mdi dai dién thuong mai clia minh phai danh khodng mot
phan hai thai gian 1am viéc cho vic tim ki€m cac khach hang mdi va trung
binh m&i ndm mot dai dién thuong mai tim thém dugc 5 khach hang méi.
Nhu vy chi phi dé c6 thém mét khach hang méi la: (7 tridux 12):2:5 =
8,4 trigu dong. (That ra chi phi dé thuc sy ting thém dugc mot khach hang
I6n hon nhiéu vi céc dai dién thuong mai ciing déng thai bj mat di mot s6
khach hang bdi nhiéu Iy do khac nhau)

Viet Pack cting cho rang khoang 250 trigu trong ngan sach quing céo,
khuyén mai, tiép thi la dé chinh phuc céc khach hang méi (chéng han nhu
chi phi giao té, qua ting, v.v..). Do do, chi phi binh qudn cho m&i khach
hang mi la 250 trigu : 20 (s8 nhan vién dai dién thuong mai) : 5 = 2,5 triéu
dong. Vay tdng chi phi d& cé dugc mot khach méi 1 8.4 + 2,5 =10,9 triéu
dong.

Trong cdc nganh cong nghiép khdc nhu may mic, ho4 m§ pham, dich
vu bédo dudng xe, chi phi d€ ting thém mot khéch hang s& thap hon.
Tuy nhi€n trong nhitng nganh chdng han nhu xay dung cong nghiép,
van tdi qudc t&, khach hang it nhung sitc mua clia ho 16n, chi phi dé
tang thém dugc mot khach hang c6 thé rat 16n.

Thuc hanh 10 5 phut &

Nhan vién bin hang va dai dién thuong mai 1a nhirng ngudi thudng
xuyén lién lac tryc ti€p véi khach hang. Gia sit ban 12 mot khich
hang, ban mu6n mua thém mdt s& médy vi tink cho cong ty. Ban
bi€t mot s6 nha cung cdp va ban sé lién lac véi c4c dai dién thuong
mai ctia ho.
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Theo ban, cdc dai dién thuong mai phai ¢ nhitng phdm chat va ky
ning gi d€ thda man nhu ciu clia ban — mdt khdch hang? (N&u ban
chua bao gid 1am viéc nay hay thio ludn véi dong nghiép clia ban
trude khi tra 13i.)

Khach hang mong muén dugc lam viéc vdi nhitng dai dién thuong
mai:

hiéu bi&t rat rd vé san phadm clia ho va c6 thé dua ra nhitng 151 khuyén
ddng tin cay;

c6 phong cdch lam viéc dé chiu (than thién, nhung khéng qud mic);
lam viéc hiéu qua (thuy€&t phuc nhung khong gy ép luc);

trung thuc va thét tha;

1ing nghe va chiéu theo nhitng mong mudn ciia khéch;

tao 4n tugng ring khach hiang 1a quan trong nhdt d&i véi ho.

TAt ca céc dai dién thuong mai thanh dat déu biét ring gilt mot khach
hang dang c6 la:

mudi lan dé hon
va
mudilan ré hon

so v@i viéc chinh phuc dugc mot khdch hang méi dé thay thé€ khédch
hiang ma ho vira mat.

P4ng ti€c 12 nhiéu doanh nghiép chura nhan ra dugc su thit quan trong
nay. Ho vin tim niém mot c4ch sai ldm ring:

chim s6c khdch hang 12 & sy khéo 1éo ciia nhitng ngudi bian hang,
nhitng nu cudi ngot ngao va nhirng 181 néi diu dang;

chim s6c¢ khdach hang chi l1a viéc ciia nhitng nhdn vién c6 lién hé vdi
khdch hang.
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Bring 14 cin phii c6 cdc nhan vién ban hang gidi, cu xif lich thiép
nhung chi ¢6 thé thi chua di. Hiy xem xét tinh hudng dudi day.

Cong ty TNHH Air Cool viia tung ra thj truing mdt loai may lanh méi (hang
nhp khiu). Bay ia loai may lanh dugc danh gid 12 tién dung va tiét kidm
dign. Nham 18i cufin khach hang cbng ty di dua ra chinh sach bao hanh
bdo tri rat hap dan. Trong mot ndm dau moi 1i k§ thuat clia san pham, néu
€0, s& dugc nhan vign ky thudt d&n slta tai nha khach hang trong vong 12
tiéng ke it khi nhén dugc y8u cau. Chinh sach bdo hanh nay dugc xem nhy
mot wu thé ni tri clia cong ty.

Ong An mua may lanh vé st dung va sau 3 thang thi co truc trac, may co
ti€ng 6n khi van hanh. Ong An goi dién thang bao cho cong ty Air Cool vé
van dé nay (nhan vién tra 1i dién thoai rdt nhiét tinh va lich su). Ngay budi
chigu, mgt nhdn vién ki thuit dén, anh sita ai bd didu khién tu dong.

Tuy nhién khodng 1 tudn sau, ti€ng &n lai xudt hién va 6ng An {ai goi cho
cong ty. L&n ndy phai 3 ngay sau nhén vién k¥ thudt méi dén va cling stfa
nhu 1an trudc. Ngay ngay ham sau tiéng 6n lai xust hién, va éng An fai goi
cho Cdng ty Air Cool d& than phién, Nhan vign cong ty di xin I8i va hia hen
s€ giai quyét ngay. Nhiéu ngay sau, dng An van khong thdy nhan vién ky
thudt d&n nhu d3 hifa.

Ong An xem lai s8 bAo hanh va phat hién ra digu khoan, trong thii gian bao
hanh, néu san pham ¢ 15} ki thut va cong ty Air Cool khéng khic phuc dudgc
trong ving 10 ngay ké tii khi khach hang théng bao, khich hang ¢6 quyén hiy
hgp déng mua ban va Air Cool & trd 1ai tién, thu hai san pham.

Ong An viét thu cho Giam ddc cong ty Air Cool giai thich v8 trubing hap clia
minh va cudng quy&t trd lai san phdm dua theo diéu khodn ma cdng ty di
dua ra. Ba giam dfc d3 viét thu xin 16i 6ng An va ddng v thu lai san pham,
ba hira ndu dng lai mua mdt s&n pham khac thi cong ty sé cd ging lam t6t
cdc dich v hau mai hdn. Ham sau, ng An cling nhin duge mdt Ja thy tuong
ty tif trudng phang Kinh doanh cla Air Cool. Hai ngay sau ¢6ng ty da cho xe
dén thu hdi méy lanh clia minh.

Ngay ngay hdm sau, phdng k& todn Air Cool Ui gifly bdo mdi dng An dén
nhan lai tién. Nhung vac budi chiéu cling ngay, ng fai nhan dugc thu dé
nghi thanh todn tién slia chifa mdy lanh. Lan nay thi dng An rat tirc gian va
thé s& khdng mua bat ky san phdm nao tif Air Cool. Ong An viét cho giam
ddc Cong ty mot 14 thu nita chi ra tat ¢ céc sai s6t ndu trén va khuyén cbng
ty nén dung truiing hop clia dng d& 1am bai hoc che “BO phan Cham sac
Khdch hang” cfia minh.
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Thuc hanh 11 6 phuit &

Nhén vién cla Air Cool da 1am mot s§ viéc diing va mot s& viéc
khéng ddng. Poc lai tinh huéng trén mot cdch cdn thin va liét ké
tdt cd nhitng diém ma ban c6 thé nhén ra.

Lam didng:

Lam khoéng ding:

Nhin vién ctia Air Cool ludn lich sy, sdn sang gitip d3 va binh tinh,
nhitng ngudi quén 1y cao cip trd 15i thu clia khach hang nhanh chéng
va ding din. Pay 1a nhitng diém manh cd ban clia doanh nghiép.

Tuy nhién, dich vu ma cong ty cung cip rat kém:
cdng ty cung cAp mot san phdm c6 chi't ludng kém;
nhan vién k¥ thuat khong x& 1y dugc truc tric xdy ra;

khi truc tric ti€p tuc xdy ra cong ty da khéng gidi quy&t nhanh chéng
va khong hé gidi thich Iy do khi€n khdch hang m4t kién nhin;

viéc thong bdo giita BO phan Dich vu khach hang va B6 phan K&
todn c6 vin dé: bo phin k€ todn khong ndm rd nhan vién ky thuat di
stta chita cho khéch hang 1a sita chita bdo hanh hay sita chita dich vu;

cdc nhidn vién hita ma khong thuc hién.

Khi cdc 16i nhu trén xudt hién, ching ta thudng cé khuynh huéng dd
18i cho “hé thdng” (phdi hgp giita cic bd phan khong dn khdp) hoic
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do “16i clia mdy tinh”. That ra trach nhiém thudc vé cdc nhin vién
va trude hét 1a nhitng ngudi quin 1y bd phan chdm s6c khéch hang.
Trong khi cdc nhdn vién dai dién thuong mai va marketing di chinh
phuc khach hang, thi cic bd phdn hd trd nhu B phan Cham séc khich
hiang va Phong K€ to4n di ddnh mat khdch hang ctia Air Cool.

Thuc hanh 12 4 phit 8

Tinh hudng trén that 1a t6i té cho Air Cool & ba khia canh quan
trong. Hay nghi vé tinh huéng nay va xem ban c6 thé chi ra ba khia
canh dé6 la gi? -

Tru6c tién ho mat mot khach hang, mat doanh thu va mat Igi nhuin.
Thit hai, sy c6 trén 1am ma't kh4 nhiéu thdi gian clia c4 nhan vién lan
giam doc (thdi gian 12 tién bac). Thit ba, uy tin ctia doanh nghiép gidm.

Gidm uy tin 12 mot viéc nghiém trong. Nghién citu da cho thdy ring:
Mot khach hang dugce théa min sé néi véi bon ngudi khéc;

Mot khiach hang khong dugce théa man s& n6i véi mudi ngudi khic
hoic nhiéu hon.

Tao dung uy tin thi vd cling khé nhung lam mat uy tin thi rdt dé.

Ba tru cdt co ban cia van dé thoa man khach hang
Moi doanh nghiép déu c6 nhiém vu cung cip cho khich hang ctia minh:
san pham phi hgp;

dugc ban & noi phu hgp;

ding lic;

vdi gid phu hgp;

ding céch thic.
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Tinh hudng clia Air Cool cho thiy trong viéc chim séc khdch hang
“cu xif t€ nhi” hoan toan khong phéi 1a mot y&u t& then chét dé c6
thé giit dugc khach hang. Cham séc khach hang phai 1a théa man
khach hang mét cach toan dién.

Viy nhitng y€u t6 lién quan khédc 1a gi? Hiy bit ddu bing cdch tim
hi€u mdt khach hang binh thudng.

Hung dang slfa nha va anh cdn mua mot s& vét lidu xay dung. G&n nha
Hung c6 ndm clfa hang ban vat ligu xay dyng. Anh biét kha ro vé nim cifa
hang nay vi anh da tiing mua mot vai thit & c& ndm cifa hang. Hung co thé
lua chon mot trong ndm clfa hang nay, anh s& chon nhu th& nao? Quyét
dinh clia anh chdc chdn phai dua trén viéc dénh gia mot so yéu t6.

Thuc hanh 13 4 phut &

C6 rit nhiéu y&u 5 c6 thé 4nh hudng d&€n quyét dinh clia Hing.
Hay li¢t ké nhitng y€u t6 ma ban nghi I ¢6 anh hudng:

Chdc ban da tirng di mua hang nhu thé ndy va vi thé ban sé& ddng §
rang nhitng vin & ma Hing quan tim la:

Cira hang c6 loai vat liéu minh cin khong?

Cita hang c6 nhi€u chiing loai vét li¢u & minh Iva chon khong?
Gid cd hang héa § clta hang ¢6 canh tranh khong?

Chat lugng vat liéu c6 t5t khong?

Cira hang c6 dong qui khong?

Cita hang c6 giao hang tan ndi khong?

Viéc giao hang c6é ding hen khong?
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Cira hang ¢6 md cita khi minh muén di mua khong?
Cita hang c6 cho thanh todn cham khong?

Ngudi ban hang c6 hi€u bi€t vé hang hoa khong?
Ngudi ban hang c¢6 vui vé va nhiét tinh khong?

N&€u vit liéu mua vé khong st dung hét minh c¢6 thé tra lai khong?

Thuc hanh 14 6 phit &

T4t c4 nhitng “y€u t& thda man” ndy ¢6 thé dugc phan thanh mot
trong ba loai sau. Hay c8 gdng tu phin loai.

Y&u td san pham (sin pham phi hgp, gid ci phi hop)

Y&u t§ thudn tién (noi bin phi hgp, gid gidc thuin tién)

Y¢&u td con ngudi (cu xit diing céch)

Ba tru ct cla thda man khach hang c6 thé dugc tip hdp thanh nhém
nhu sau:
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Cic y&€u td sin phim /_.:' N Cic y€u td thulin tién ). \

. Cic y€utd con nguii J
= sy da dang ciia sin phim | [ u dia diém; « k¥ ndng va trinh d6;
cung cip; = diéu kién giao hing: clia ngudi bdn hing;
= gid cd; = diéu kién ddi hang; « thdi d6 va hanh vi
» chit lugng va quy cdch | | = gid md cira: clia nhin vién..,
sdn phim; | | = phuong thite thanh todn.
« chi't lugng “dich vy | |
hiu mai”,... i |
................................... L
Thuc hanh 15 3 phut 3

Theo ban, tru cdt nao cia vin dé théa min khéch hang I quan trong
nhi't? -

w y&u td san phim;
s yéu td thuin tién;
m y&u td con ngudi?

Hay gidi thich ngdn gon tai sao ban nghi vay:

Trén mot phuong dién nao d6 di€u ndy phu thudc vao tirng tinh hudng.
Vi du nhu: )

néu sdn phim khong phd hgp va gid lai qud cao thi ngudi ban hang
c6 lich thiép hay cdu kinh ciing ching c6 dnh hudng gi;

néu gid rat ré, khdch hang c6 thé chip nhin chiu dung nhiéu y&u t6
bt tién;

n€u sin phim dugc ban rong rii trén thi trudng véi cing mifc gi4,
y€u t8 con ngudi c6 thé trd nén rit quan trong.
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Nhung diéu ma khéch hang, di 1a c4 nhin hay doanh nghiép, déu
mong mudn hon cé tif hang hod hodc dich vu ho mua la ching phai
hoan toan ding tin cy

DPiéu nay c6 nghia 1a trong mdt chuong trinh cham s6c khéch hang
y&u t& san pham thudng phai duge dit 1én hang diu va ti€p theo mdi
1a nhitng y&u t& con lai. Tt cd nhitng nu cudi than thién va nhirng 181
chao mdi lich st khong thé ba ddp cho nhitng sén pham khong déng
tin cdy hay nhitng dich vu khong dat tiéu chudn.

Bdy gid chiing ta s€ tim hi€u mdt tinh hudng kinh doanh va xem yé&u
t6 théa man nao dp dung & day.

Thuc hank 16 4 phat 8

Théng 13 nhin vién vat tu cla cong ty xdy dung B&€n Thanh. Anh
vira nhin dugc bang bdo gi4 cla cira hang Anh Phuong va cira hang
Duy Thanh vé loai son anh cin mua. C4 hai cita hang déu cung
cap loai son giéng nhau, gid cd cing nhu nhau do d6 anh khong
cin phai quan tim d€n y&u t& sin phim.

Theo ban, Thing s& cin c vao dau d€ quyét dinh chon mua & cita
hang nao?

Y&u t6 thuin tién:

Y&u t& con ngudi:
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Trong trudng hgp nay van d& ma Thing quan tAm nhat ¢6 I& la:
Y&u t§ thuin tién:

sif linh ddng cda dich vu

= Khi cin ciia hang c6 thé thay di lich giao hang khong?

= DGi v6i nhitng nhu cdu dot xuit, ctta hing c6 thé gino hing ngay
khong?

= Cita hing ¢6 sin sang nhin lai hing mua khong diing h&€t khong?
Y&u 16 con ngudii:

hiéu qud 1am viéc clia nhin vién

= Ho phuc vu ¢6 nhanh khéng?

n Ho ¢6 hi€u ¥ khdch hang khdng?

» Ho Iim viéc 6 8t khong?

= Ho giao hang ¢6 ddng hen khong?

= Ho c6 ddp tng day di cdc yéu cdu trong don dat hang khong?
tic phong phuc vy clia nhin vién

n Ho ¢6 thin thién khong?

»  Ho ¢6 nhiét tinh khéng?

» Ho ¢ c6 ging hoan thanh cdng viéc khong?

D6 14 14t ¢ nhitng y€u 6 mi mdt khach hing nhw Thing mong mutn
nhin dugc tir nha cung cdp — dudng nhién trude tién 13 y&u 5 san
pham phii t6t.

Mot chige xe chd hang that dep hay ngudi giao hang mac dep khong

phdi la nhitng diéu ma khdch hang mong dgi. Dich vu t3t, nhin vién
lich sir d6 chinh 1a nhitng diéu ma khach hing mong dgi & ban.

Dap ing khach hang nhu thé nao?

N6i chung khéch hing muén dugc phuc vu mot cich diang miic, linh
hoat va nhiét tinh, theo tirng hodn cdnh v&i mitc gia thoa thuin va
diéu kién giao dich.

Bai thyc hanh dudi day sé giip ban khdi diu véi viée tim hi€u xem
khich hang ¢6 th€ mong mudn diéu gi.
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Thuc hanh 17 8 phut &

N€u ban khong truc ti€p ti€p xtc véi khach hang, ban nén thio luin
v6i dong nghiép clia minh — nhitng ngudi thudng xuyén tiép xic
v6i khdch hang, d€ lam bai tip nay.

San phim (hogc dich vu) chinh ma doanh nghiép ban cung cip 1a
gi? (chi néu mot loai)

V6i sdn phim nay ai 12 d6i thd canh tranh chii y&u clia doanh
nghi€p ban?

Sén phim doanh nghiép ban cung cdp c¢6 gl hon so v6i sdn phdm
ciia doanh nghiép canh tranh?

Né€u ban thdy riing trd 18i cdc ciu hdi nay that khé thi d6 1a vi:

c6 1& ban chua bao gid quan tim d&n chuyén khach hang cia minh
mong mudn diéu gi;

c6 thé€ ban khong c6 d6i thii canh tranh, bdi vi sin phdm ciia ban 12
ddc nhédt vo nhi, hodc ban 12 nha phan phéi doc quyén;

c6 th€ 12 chdng c6 gi khdc nhau giita sin phdm cla doanh nghiép
ban va sin phim clia cic d6i thi canh tranh.

Tuy nhién ddy la nhitng cau hoi thi€t y€u ma mdt nha quin Iy nhu
ban phai trd 13i dugc n€u ban mudn thda man khach hang ciia ban,
ca khich hang bén trong va bén ngoai.
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Khi kh6ng hai
long khach hang
khdng nhét thigt
phai ndi vdi ban.
Ho chi bo di chd
khéc.

30

Thuc hanh 18 5 phit 3

Ban sé cin ctf vio diu d€ d4nh gid xem doanh nghiép cia ban c6
théa min cdc mong mudn clia khdch hang khéng? (néu can ban hay
thdo ludn véi nhan vién vé vin dé nay)

Céc doanh nghiép thanh cong ludn quan tAim nhiéu dé€n hinh inh cia
ho trong mit khdch hang. N€u doanh nghiép ban mudn thianh cong
thi cAn phai:

lwu gilt mot cdch cdn than nhitng ¥ ki€n than phién ciia khidch hang;
1dng nghe bdo cdo cia cdc nhan vién giao dich v6i khach hang;

do ludng va nghién ctu ky ludng cdc mic doanh s§ ban, s6 lugng
cdc don hang, y ki€n déng gép clia khdch hang va cic chi s6 két qua
hoat ddng khic.

N&u nhitng 13i than phién ting, doanh s& ban sut gidm va nhén vién
giao dich ngdy cang cing thing hon thi c6 nghia 1a cdc mong muén
ctia khach hang khéng dudc théa man.

Ling nghe nhitng 15i than phién 13 rit quan trong va viéc nay dudc
thuc hién cang sém cang t6t. Piéu nay c6 nghia la:

tim hi€u khach hang mong muén diéu gi;
nhén bi€t ban dip ng dudc cic mong mudn d6 téi mitc nio;

hanh dong d€ 18p ‘khoéng cich’ giita mong mudn clia khach hang va
khad nang ddp @ng clia doanh nghiép.

Ching ta s& trd lai v6i van dé nay trong phan D — Ti€n hanh chim
s6c khach hang.
Ban nén théa man khich hang ¢ mitc dé nao?

Cau hdéi mot: Cé nén cung cAp cho khich hang it hon mong dgi clia
ho n&€u ban ¢6 co hdi lam dugc diéu dé6 ma khong bi ric roi gi?



&
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Cham s6c khach hang doi hdi tién bac va sic Iyc. N8u chit lugng clia san
phdm hodc dich vu ma ban cung c&p suy gidm, ban sé gap ric rdi sém du
ban khong phai lo Iang nhiéu vé van dé canh tranh.

Cac khach hang khong dugc thda man lubn tim dén chd khac ngay khi ho
c6 thé.

Cau hoi hai: C6 nén chi cung cip cho khich hang ding nhu ho mong
dg¢i? Hay la nén cung cAp nhiéu hon mong dgi ctia ho?

Thong thudng ban sé dugc Igi khi cung cdp cho khdch hang nhiéu hon mdt
chit so véi mong dgi clia ho, ddc biét 12 khi diéu do thudc yéu t6 con ngudi
bdi vi né khdng lam ting chi phi hodc chi lam tang chi phi thém mot chat.

Lam nhu vay tao nén &n tugng rét t6t cho khach hang va do dé ban cé thé
gitr dugc ho.

Thudng thi ban chéng dugc Igi gi néu ban cung cdp cho khach hang nhiéu
hon dang ké so vdi mong dgi clia ho, nhung ddi khi ban van phai thuc hién
diéu do.

Thuc hanh 19 2 phut &

Trong nhitng tinh hubng nao ban sé& phdi nghi d&€n viéc cung cip
cho khéch hang nhiéu hon ddng k€ so v6i mic ma trude day ho vin
mong dgi?

N&u d6i thii canh tranh céi ti€n sin phdm, dich vu cung cap cho khéach
hang, ban khong thé @€ cho ho qua mit.

Hay xem xét nganh cong nghiép sidn xuit xe gdn mdy. Canh tranh
rit khdc liét va mdi nha sdn xuit déu c6 ging dé€ c6 dudc 1¢i th€ canh
tranh. Ho khong chi gidm gid ma con thuc hién nhiéu cdi ti€n quan
trong trén sdn pham, ching han nhu:
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s cic dic tinh mdi;
= cdc thdng s6 k¥ thuit t6t hon;

m thdi gian bdo hanh 14u hon;

m thdi gian bdo tri mién phi ldu hon;
w cho mua trd gép lai sudt thap,

Trong cic nganh khic, dé thu hit vi thda min khich hiang cic doanh
nghiép di cung cip:

» thdi gian ding thi sin phdm mi&n phi (vi du: hing dién may);
m sita chita mién phi v6 thdi han (vi du: gidy dép);
m bdo hanh hai nim (v{ dy: tivi, quat dién);

m cd hdi duge quan sdt ciac dich vu dang dude thue hién {vi du: quan
s4t qué trinh sita chita ddu VCR hoic din may HiFi tai cta hang);
® sy quan tdm t6i nhu ciu cia ti¥ng c4 nhin (vi du: trung tdm cham

s6c khdch hang);

» khuy&n mii dic biét (vi du: bat nip Tiger tring Land Cruiser, uéng
Coca Coia tring nha).

M&i nguy hi€m tiém tang trong tit cd nhitng cude canh tranh dién
cudng nay 1a né c¢6 thé khién cho khich hang mong dgi nhiéu han
mifc mi céc nhi cung cip c6 thé cung cép cho ho!

Dé&n diy c6 18 ban s& bin khodn, dudng nhu chiing ta d3 lac @€, chiing

dang d€ cap d&n cdc vin dé marketing chit khéng phai chiam séc khich
hang,

Thuc hanh 20 2 phut 8

R® rang chiing ta da di vio pham vi céa marketing. Theo ban sy khic
nhau giita chim s6c khach hang va cdc hoat ddng marketing 1a gi?
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Marketing 13 nhén ra va théa man cdc nhu cdu clia khach hang theo
mdt cich nao d6 d€ d4p ng dugc nhu ciu cia doanh nghiép (nhu
cau tao ra I¢i nhuan, ting trudng, hay d€ ton tai trong mot moi trudsng
canh tranh lanh manh, v.v...)

Marketing bao gom tat ci moi hoat dong, tir thi€t k& san pham dén
cdch phan phdi ching. N6 lién quan dén ci viéc thu hit khach hang
md&i va duy tri khdach hang dang c6.

Nhu viy cham s6c khach hang 1a mot hoat dong marketing nhim duy
tri khdch hang dang c6, dong thdi cham séc khach hang ciing hd trg
cho cdc hoat dong marketing khéc.

“Thé khdch hang than thiét” hay “thé wu dai” cla céc siéu thi 1a mot
vi du cho thiy marketing va chim s6c khach hang phéi hop chit ché
v6i nhau nhu th€ nao. Biing cdch thudng trén tdng s6 tién mua hang,
loai thé nay khuy&n khich khdch hang mua hang trong ciing mot hé
théng siéu thi, va nhd d6 gitp hé théng siéu thi nay giit dudc khach
hang déng thdi ting thi phan.

Loai thé nay cling 1a mot phan clia mot chi€n lugc marketing rong
hon, thé gilp xay dung céc dir liéu marketing dé trén co s& d6 1ap k&
hoach vé chiing loai hang héa, tham chi c¢6 thé gidp x4c dinh nhifrng
ndi t6t nhat d€ md cd s& méi.

Théa mén khach hang la viéc cia toan thé doanh nghiép. Moi thanh
vién trong doanh nghiép, bing cdch nay hay cach khic, déu c6 trach
nhiém déng gép.

Thuc hanh 21 4 phat 2

Thdy 12 mot nhin vién tryc tdng dai cda hing xe taxi tdi Quyé&t
Thing. Cong viéc clia ¢d 13 nhin cdc cude goi tir khach hang. Khi
mdt khach hang goi dén yéu cdu xe, Thiy sé& ghi lai cdc thong tin
nhu dia chi, s6 lugng xe, loai xe, va céc yéu cdu bdc x€p hang héa
clia khdch, sau d6 chuyén sang bo phin didu phéi xe. Thiy thudng
xuyén ti€p xic v6i khach hang qua dién thoai nhung ¢d chua bao
gi¥ gdp mit khdch hang.
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Hing Quy€t Thing mudn ning cao chit lugng phuc vu khich hang
d€ ting cudng kha ning canh tranh. Theo ban viéc nay c6 anh hudng
quan trong nhu th€ nio tdi cong viéc ciia Thiy?

Hang Quyét Thidng c6 rit nhiéu khdch hang vi mot s6 nhin vién cia
hing thudng xuyén ti€p xic truc ti€p v4i khdch hiang ching han nhu
ldi xe, nhan vién phu trdch khich hang thudng xuyén (khiach hang
16n). Thiy khong truc ti€p gip mit khach hing nhung c¢6 déng vai
trd quan trong trong viéc cham séc¢ khach hang khi ¢6:

an cin v6i khdch hang va 1am rd cdc yéu ciu ciia ho;
ghi lai cdc thong tin mot cdch chinh xdc va chuyén di nhanh chéng.

Khach hang mong mudn mét dich vu déng tin ciy va c6 hiéu qua, va
chi cin lam viéc mot cach chu ddo Thiy c6 thé ning cao chit lugng
phuc vu khéch hang.

Diéu nay ciing diing vdi cic khach hiang ndi bd ctia Thiy; ¢6 thé 1a:
bd phan diéu phdi xe ndi ¢6 chuyén cdc théng tin nhan dudc;
ban quén ly;

cdc dong nghiép 1a 14i xe, boc x&p, nhitng ngudi ma cong viéc cla
ho phu thudc rat nhiéu vao do chinh x4c clia nhitng thong tin cd cung cap.

Thuc hanh 22 15 phut &

Ai 12 khach hang quan trong nhét clia ban? (c6 thé 1a khdch hang
ndi bd hay bén ngoai)
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Khéch hang nay mong dgi gi & ban va nhin vién clia ban?

Ban dang ddp ting cdc mong d¢i d6 nhu th€ nao xét theo tirng loai
y€u t8 théa man? (khoanh tron y&u t& gin v6i thuc t&€ nha't)

rit t6t khd t6t trung binh kém rit kém

a Y&u td sin phim 1 2 3 4 5
b Yé&u t& thuin tién 1 2 3 4 5
¢ Yé&u t6 con ngudi 1 2 3 4 5

Hay suy nghi k¥ vé c4c ciu tra 13i clia ban:
= mong mudn clia khdch hang c6 thé nhiéu hon 1 ban vin ngh;

= ¢6 thé ban khong thda min dugc cic mong mudn d6 t5t nhu ban
nghi.

Theo ban, nhitng linh vic cy thé€ nao cin phai cai ti€n?

Thdo ludn v6i nhin vién clia ban xem ho c6 ki€n nghi céi ti€n nio
khac khong?

Trong trudng hgp mot nhdn vién ndo dé van nghi ring khach hang
ndi bd khdng thuc sy quan trong, hiay nhdc nhd ho ring:

doanh nghi€p phu thudc vao viéc phuc vu khdch hang bén ngoai
c6 8t khong;
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néu ban khdng dang phuc vy khdch hing bén ngoai, ban can phuc
vy t8t khach hiang n6i bd € ho e6 thé€ lam 161 viéc phuc vu khéch
hang b&n ngoil.

Hay ty danh gia 2 10 phat &

Bién vao chd tréng d€ cAu c6 ¥ nghia,

Chiam sdc khdach hang la phuc vu khach hiang theo cdch ma ho
........................................ dudc phuc vu.

Cham séc khdch hang 12 lam nhitng viée cAn thiét dé€ théa man khach

hang

Diéu mi khich hing mong mudn hon cd tr sdn phim hoic dich vu
ho mua la chiing phai hoan toan

Hiay binh luin mdt cdch ngdn gon vé nhitng ciu dudi diy:

Néu doanh nghiép clia ban mat khdch hang thi ban lai ¢6 khédch hang
khac thay thé.

Van dé chim séc khiach hing phu thudc chii y&€u vio ning lyc clia
nhan vién giao dich khdch hang.

Céac y&u t8 san pham 13 y&u t§ quan trong nhit d€ thda man khich hang.
Cham s6¢ khich hang vi marketing 13 nhifng van dé riéng biét.
Huong 1a chii mét nha hing. Huong cho rling khdch hang thudng doi
hdi qui nhiéu ma nhu cAu mdi ngudi mot khéc, thit khé ma lam hai
1dng dudc tat cd. Vi vay, Hudng chi dit muc tiéu 1 1am hai long duge

70% khéch hang. Theo ban, cing vdi thdi gian, uy tin clia nha hang
s& ting hay gidm, gidi thich 1ai sao?

Tai sao cung cip cho khach hing ciia ban nhiéu hdn mong mudn cda
ho mét chit lai 1a mdt chinh sach t8t?
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5 Dién vao chd trong dé ciu c6 ¥ nghia.

a

b C6 thé ban khdng .........cccco.eveenn,
nhu ban nghi.

cvrvereerennne.Clia Khdch haing ¢6 thé nhiéu honlaban ............ocoo.......

- A a2 - ~ T gagr 7 A T r'e -
Ban c6 thé tham khdo cdc cdu trd 151 ¢ phan cudi cudn sich.

5 Tom tat

Chiam s6c¢ khdch hang 1a4 mot phan clia marketing. Muc dich ctia
chdm s6c khdch hang 1a @€ 1am hai Iong céc khdch hang dang c6
thong qua viéc phuc vu ho theo cdch ma ho mong mudn.

Gitt mot khdch hang dang c6 thi d& hon va ré hon mudi lan so
v6i viéc chinh phyc duge mét khach hing méi.

M0i khia canh ctia sén phdm va dich vu ma ban cung cip déng
mat vai trd quan trong trong viéc théa man khach hing du6i mot
trong cdc hinh thifc sau:

» céc y&u t6 sdn phim (ding hang, ding gid);

= cdc y€u t8 thudn tién (ding noi, ding ldc);

= cdc y€u t8 con ngudi (ding cich).

Khéch hang khong hai 1ong khong nhat thi€t phai than phién véi
ban, nhung ho s& néi v&i nhitng ngudi khic va ho s& chon mua
noi khdc ngay khi c6 thé.

Ling nghe nhitng 13i than phién clia khach hang va c¢6 bién phip
xit Iy vdn dé sém biing céch:

» gidm sat nhitng 15i than phién;

s thim dd y ki€n khdch hang.

Nén dit muc tiéu 1a cung cdp cho khach hiang cdi ma ho mong
mudn, va néu ¢6 thé thi nhiéu hon mot chiit.

Théa man khéch hang 1a viéc cla toan thé doanh nghiép, do d6
bing cdch nay hay cdch khac, moi thanh vién trong doanh nghiép
déu phai gép sitc.

N€u bin than ban khong giao dich tryc ti€p vdi khach hang bén
ngoai, hay dim bdo ring ban cung cap dich vu t6t cho nhirng ngudi
dang lam viéc do6.
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6 Suy ngam

“_ By gid ban danh 5 phiit d€ suy ngAm nhitng vin dé& vira nghién citu
vd nghi xem ban s& 4p dung ching vio thyc t&€ cong viéc cda ban
nhu th€ nio? Hiy viét ra nhifng suy nghi clia ban:
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Mo e = :
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Phan C
Giao dich

1 Dan nhéap

Ngudi ta thudng cho rang giao dich vdi

truc tiép voi
khé ch hang . khdch hang 1a phdn quan trong nhit

cia viéc cham s6c khach hang, nhung
thuc ra thi khong phai nhu vay.

Tat nhién, cach tng x khi ta giao dich
mit d6i mit v6i khach hang 1a rit quan
trong. Nhung di€u quan trong hon 1a
m Khdch hang la ciia ai? cung cip ding hﬁng; ding gia, (Tﬂl}g
noi, ding ldc. Khi tat cd nhitng diéu
nay déu dugc dap itng, d6 1a lic ban
nén bit ddu quan tim siu hon vé cic
y€u t& con ngudi trong dich vu.

» Ddn nhdp

m Yéu 16" con nguoi quyét
dinh chdt lugng dich vu
cham soc khdach hang

® Giao dich qua dién thogi Trong phian B ching ta di di dén két

w Khdch hang than phién ludn ring mic du ¢6 mot s& nhin vién

chiu trach nhiém chinh trong viéc giao

dich véi khich hang (c4c nhin vién tiép

= Suy ngam tdn, nhan vién ban hang, nhan vién
nhin don dit hang v.v...), hiu h&ét moi
thanh vién trong doanh nghiép, lic nay
hay lic khdc, it nhiéu déu c6é nhirng
giao dich truc ti€p v6i khach hang cia
minh (bén ngoai va ndi bd). Vi thé tat
ca moi nhan vién déu cin phat trién
nhitng k¥ nidng cd bdn trong giao dich
v@i khdach hang.

m Tom tdt

Trong phian nay chiing ta s& tim hiéu
cdc giao dich khdach hang thudng gap:

® giao dich mit d6i mit; va
m giao dich qua dién thoai.

va s& xem xét mdt s& huéng din chuin
muc trong giao dich khdach hang ma
ban va cdc nhéin vién c6 thé dp dung.
Chiing ta ciing s&¢ xem xét nhirng khé
khdn khi x{ 1y than phién clia khich
hang.
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2 Khach hang la cua ai?

Nhiéu ngudi nghi ring chim séc khach hang I3 trdch nhiém clia cdc
nhan vién chuyén trach viéc giao dich véi khich hang.

Thuc hanh 23 3 phiit &

Theo ban ai 1a nhin vién giao dich khdch hang trong c4c t3 chic sau:

MOt SIEU this e

MmOt KhACh SAN: oo
MOt DENN VIEN! oot
mot doanh nghi€p sdn Xud't Ay da: .....ococovovieeveereeieee oo,
mot doanh nghi€p trf VAN TUAL ..oooovvveieeceeee e

mot doanh nghiép cung cdp dich vu du lich: .......c.coovivviereein

T4t cd cdc t8 chic trén déu c6 nhin vién chuyén trich viéc giao dich
khéch hang. Trong siéu thi 1a nhin vién phu trach quiy hang, nhin
vién thu ngin; trong khdch san 1a nhin vién 1& tin, nhin vién bdo
vé, nhin vién quiy bar, nhan vién phuc vu phong; trong bénh vién
la y td, bac sy, ho 1y; trong doanh nghiép sdn xuat giay da 1a doi ngii
nhan vién ban hang, ti€p thi, nhin vién giao hang; trong doanh nghiép
tw van ludt 1a cdc ludt su, nhian vién ti€p tan; trong doanh nghiép cung
cdp dich vu du lich 12 hudng din vién du lich, nhin vién ti€p tan,
nhén vién t8 chifc 1it hanh.

D6 1a nhitng ngudi truc ti€p ti€p xdc v6i khach hang, nhung didu dé
khdng c6 nghia 1a chi minh ho ¢6 trdch nhiém chim séc khach hang.

Thuc hanh 24 4 phit I

(6 ging nghi xem, trong cong ty ban, nhitng ngudi nio khéng bao
gi¥ ti€p xic v6i khach hiang bén ngoai. Hay viét ra nhitng viéc ma
ho Iam.



T4t cd nhing
nhan vién c6 thé
¢6 cd hdi tip xiic
vdi khdch hang
cdn duge hudn
luyén d& cu x{r voi
khach hang m{t
cdch ding din.

Giao dich truc tiép vdi khdch hang

C6 rét nhi€u ngudi ma cong viéc clia ho thudng la it phai ti€p xdc
vGi khdch hang, nhung chi ¢6 mot 6 rat it ngudi, ching han nhu cong
nhan chuyén may hay cong nhan khai thic mé, 13 khong bao gi¥ tiép
xtc truc ti€p v6i mot khach hang nao.

bay la mét vi du:

Ba Thoa budc vao mot clia hidu ban quan 4o sang trong. D6 1a mdt clfa hang
ndi ti€ng, ¢ doi ngli cac nhan vién bén hang chuy&n nghiép va lich su. Lic
do 1a budi trua, cac nhan vién ban hang dang dn trua & gian phong phia sau
va chi c6 mdt chj tap vu dang quét don clfa hang. Ba Thoa nh chi tap vu
&y gium mot chiéc o khoac treo trén cao dé ba thir. Chi tap vu tra I, trong
khi vdn cdm ci lau san; “Khong dugc dau, toi phai lau san cho xong, tdi
khong lién quan gi dén viéc ban hang”. Ba Thoa cdm thdy buc minh, ba bd
di-vi khdng con hing thi mua hang nifa.

C6 1€ 1a khong ai c6 thé khién trach chi tap vu vé ciu tra I3i trén Vi
ching ¢6 quy dinh nao yéu cau chi phdi “phuc vu khéch hang vao
gio nghi trua”, khi ving mit nhan vién ban hang. N&u cu xi t& nhi
hon, chi tap vu c6 thé néi riing “Xin ba dgi mot 14t tdi sé bdo cho céc
c6 bdan hang ngay.”

Di nhién, Iam sach cifa hiang 1a mot c6ng viéc quan trong, d6 ciing
1a d€ phuc vu khdch hang. Tuy nhién v6i cdch trd 13i nhu vay,
chi da Jam m4't di hinh 4nh chuyén rghiép va lich su cla cira hang.
Sau d6 di cdc nhan vién bdn hang c6 lich sy va tdn tinh dén thé
nao thi ba Thoa cling cim thdy khéng mudn vao clta haing mua
hang nira.

Ai ciing ¢6 thé ¢6 dip ti€p xic vdi khach hang do vAy m&i nhan vién
cin bi€t cdch ng x{t ding dn véi khach hang.

Yéu to con ngudi quyét dinh chat lugng dich vu
cham sdc khach hang

Nhin vién hidn phai bi€t rd khach hing mong mudn diéu gi & ho bi
vi m6i ngudi déu tirng 1a khéch hang, va déu biét thé nao 1a dich vu
tot, th€ nao la dich vu kém.
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3.1 Nhiing yéu t6 co ban cua dich vu

42

Chat lugng dich vu chim séc khach hang phu thudc hoan toan vao cic
y€u t& con ngudi. Cac y&u & nay c6 thé dudc tém tit trong ba y&u &
co ban cta dich vu chim s6¢ khdch hang(con goi la céc yéu to ABC):

Thai do (Attitude)
Hanh vi (Behaviour)
Ning luc (Competence)

Gidm doc clia mot hé thong siéu thi dd rat ngac nhién khi ba di thim
mot siéu thi méi md 4 Ha Noi, ndi ma cdc nhian vién khong bi€t ba.
Ba hdi mot nhan vién dang x&p hang 1én ké d€ ki€m tra xem anh ta
c6 hiéu rd sdn phim ma siéu thi cung cip khong: ‘Anh cé biét hat
tiéu ban & dau khong?’

Anh ta trd 13i: ‘Tdi ciing khdng biét, nhung di theo tdi, tdi sé tim cho
ba!’ Cong viéc clia anh ta chi don gidn 1a dem hang tr kho ra xép
1én ké theo ding vi tri dudc dinh sin. Nhung khi khach hang yéu cau,
anh ta tudng ba gidm ddc 12 mot khach hang, anh di xi su rit hay,
rit nhiét tinh.

Thuc hanh 25 5 phut X

Hay nghi vé hai tinh huéng gin ddy nhit ma ban, véi tu cich la
mot khdch hang, dd dugc phuc vu tot, va hai tinh hu6ng khic ma
ban dugc phuc vu kém. Hay miéu td& mot cdch ngdn gon nhitng gi
da x4y ra trong mdi tinh hu6ng.

Dich vu t&t:
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Dich vu kém:

Dudi ddy 1a ba vi du tir kinh nghiém cia ¢d nhiin t61:

Dich vu &t

T6i mua mdt cai giudng & mot clra hang d6 gd, clia hang s& hia giao hang
tan nha nhung toi lai di lam sudt ngay, khang thé nhan giuting vao gity ma
clra hang lam viéc. Ngudi quan Iy clia hang noi vai ti: “khng sao, i S8
mang giudng 16i cho dng vao bubi t6i”, Viéc nay thé hién thal do 6t (sin
sang nG lyc hon mdt chdt ¢é giup khdch hang) va hanh vi 16t (than thién va
lich sy?.

Dich vu kém

Toi mudn mua mdt cudn sich ky thudt chuy&n nganh. T6i lai gdn c¢d bén
hang dé& héi nhung ¢ vé nhu ¢b ta dang ban lam gi d6, tham chi ¢d ta
chdng nhin t3i. TAi I&n tiéng “C6 di..” ¢b ta dap trong khi vin khong ngudc
[8n “Xin 16i t8i dang ban, 6ng hdi nguiri khac di”. Vige nay thé hién thai do
khoing t6t (khéng sdn sang gilp d8 khach hang) va hanh vi khéng 6t
{khdng than thién va khting ngudc mat nhin),

Dich vu 13t

Tai goi dién t6i cita hang ban may tinh d& hdi v8 mdt truc tric trong § dia,
Ngudi du kia ndi vai toi: “Xin I8i t8i khang ranh loai méy clia anh ma ngudi
ranh loai may do lai khong co trong van phong lic nay. Anh cé thé cho t6i
bi€t tén va s0 dién thoai, tdi s& néi anh Ay goi lai cho anh khi anh &y vé”.
Nifa gity sau mdt ngudi khac goi lai va giGp toi giai quyEt van dé. Bay 1a mot
vi du trong 46 ¢a ba y8u t8 ¢o ban déu dugc thuc hién 16t thai do, hanh vi
16t va ning Iuc 18t (cd nguai dd rat nhd nhin ghi lai va chuyén ciu hdi clia
toi va ngudi dd gilp toi gidi quyBt vin d& mat cach chinh xac).
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3.2 Thai dg

44

Nén ting clia thdi do chim s6¢ khach hang tot 1a:
coi khdch hang la ngudi quan trong nhat trong sy nghiép cla ching ta;
thda man nhu ciu cda ho 1a nhiém vu quan trong nhit clia chiing ta.

Chiing ta phai ton trong khéch hang — diéu d6 c6 nghia 1a théa min
nhu cdu clia ho mot cdch thin thién nhung khdng qui “sudng sa”.
Nha quin 1y cin phdi thudng xuyén nhic nhd nhan vién céc tiéu chi
nay va ddm bdo dua ra dugc nhitng vi du nhit quin d€ nhin vién noi
theo.

Khi nhan vién chdp nhan khdch hang 12 nhitng ngudi quan trong nhat

ho s&n sang nd Iyc hon mot chat dé gitp dd khach hang.

Khi nhan vién chdp nhan ring thda min nhu cAu cia khich hang 1a

nhiém vu quan trong nhit

ho sdn sang coi phuc vu khdch hang 1a nhiém vu quan trong hon tat ca
cac nhiém vu khac.

Thyc hanh 26 7 phut &

Thay mit nhin vién cla ban, hay trd 18i bing cdu hdi sau — t6t hon
hét 1a hay thdo luan v4i nhan vién d€ biét suy nghi thuc cla ho vé
khéch hang. Céau trd 131 ctia ban phdi thuc sy dai dién cho thdi do
chung cia nhéiin vién. i
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1 Ching t8i coi tit ¢4 nhitng ngudi ma
minh cung cip dich vu la khdch hang
du ho 1a ngudi trong cong ty hay khiach
hang bén ngoai.

2 MG&i nhan vién ludn nhi nhin khi gip
khdch hiang du ridng giao dich vdi
khéch hang khong phdi 12 nhiém vu
chinh ctia minh.

3 Moi nhin vién déu hi€u 5 1a cong
viéc lam dn cta ching t6i phu thudc
vao viéc thda min nhu ciu khdch hang
nhu thé nao.

4 Ching t6i coi viéc théa min nhu ciu
khédch hang la quan trong hon ca.

5 Moi nhén vién déu sin sang n§ lvc hon
d& gitip 3 khdch hang.

6 Chiing t6i than thién va nhiét tinh gitp
dd khach hang, ngay ca khi moi viéc
khong dugc sudn sé.

7 Chiing t6i khong tranh cii hay 1am t6n
thuong khdach hang.

8 Nhén vién sin sang hd trg nhau dé
phuc vu khédch hang t6t hon.

9 Khi ching t6i khéng thda méin dugc
khéch hang, ching t6i c§ ging tim ra
nguyén nhin va tim cich d€ ddm bio
ring vin dé d6 khong lip lai.

10 Chiing t6i thio ludn vé chat lugng dich
vu cung cdp va c6 gdng dodn trudc
nhitng mong muén clia khach hing.

Cong
Téng s6 diém

.....

luén
lubn

|

.........

doi
khi

O

khong
bao gid

O
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V6i mdi cau trd 181 “ludn ludn” ban dugc 2 diém; “déi khi” dugc 1
di€m va 0 diém cho mdi cau tri 13i “khong bao gi&”. Cong di€m cho
ting cot roi cong don tdng s di€m va dién vao chd tréng dudi ciing.

S6 diém t8i da 1a 20. N&u ban dugc 14 diém trd 1én, didu d6 néi 1én
ring doanh nghiép clia ban rit quan tim dé€n viéc chim séc khich
hang. N&u ban dugc 6 diém hodc thap hon, diéu d6 néi 1én ring doanh
nghi€p clia ban khong quan tim ldm d€n viéc chim séc khach hang
va chic 1a khdch hang clia ban ddnh gid thdp v& dich vu ban cung
cap.

Thuc hanh 27 10 phat &

Bang cdu hdi trong bai thuc hanh trén c¢6 thé da chi ra mot vai van

dé trong viéc cham séc khéch hang clia doanh nghiép ban. Hiy ghi
lai vao bdng du6i day va vach ra phuong 4n khic phuc mot cich
ngin gon. (Bang du6i day cho phép ban ghi dugc nim véin dé, néu
ban ¢6 nhi€u hon thi hiy vi€t ra mot to gidy khéc).

Van dé Hanh dong

Céc vin dé lién quan dén thai d6 ctia nhan vién trong chim séc khich
hang vé cd bin la vin dé vé gidm sat, va thudng xiy ra do nhitng
ngudi quan ly khong guong miu hodc quan ly khong t6t.



3.3

Giao dich truc tiép véi khdch hang

Hanh vi

Hanh vi 1a cdch cu x{t ma ban thuc sy thé hién véi khdch hang. Nhan
vién c6 thé c6 thai do rat tot vdi khach hang nhung lai khong biét
cach thé hién thdi do tot d6.

Bt cif ai 1am viéc v6i khach hang ciing phai d6i xi v6i ho theo cdch
ma ho mudén — d6 12 nhanh chéng, hiéu qud, ton trong khach hang.
Néi chung, khach hang khong thich cdc nhin vién:

in mic 16i thdi, nhéch nhdc, hoic phong cdch tuy tién;

10 dé&nh, sudng si, tho 156, hay cham choc hoic trich thugng;

1udi bi€ng, chim chap, ciu thd hoic khong cdi md

Chuin muc ctia ¢4 nhan 1a quan trong: khé ma thé hién 1dng ton trong
khach hang n&u ban thin ban khong thé hién dudc 1ong tu trong! Diéu
ndy dic biét quan trong khi ti€p xdc v6i khach hang vi né tao an tugng
t0t ngay tr 1an ti€p xic diu tién.

Thuc hanh 28 4 phat Z

Doanh nghiép ban hin 12 phdi c6 nhan vién giao dich v6i khdch &
khiu ndo d6 (ching han nhu ngudi ti€p tin, thu ky hodc nhin vién
bdo vé&), cdc nhan vién nay 1a ngudi ddu tién ti€p xdc vdi khich
hang hay nhitng ngudi khdach khac khi ho téi tru sd doanh nghiép.
Tudng tugng c¢6 mot khdch haing mGi d€n doanh nghiép lan dau tién.
Khédch hang ndy s& chd dgi diéu gi & nhdn vién nay? Hay liét ké
ba diéu diu tién ma khich hang c6 thé mong dgi:

Khédch hang d6 sé chd dgi mot sy dén ti€p hgp 19, va nhat la:
dudc chid ¥ ngay ldp tic;

dugc don ti€p mot cdch thin thién (nén bao gdm mot nu cudi va giao
ti€p biing mit);
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dudc chao hdi bang nhitng 15i than thién va lich sy (chdng han nhu
“chao 6ng, xin héi 6ng can gi?”).

biy la nhitng diéu hoan toan khdc so véi sy dén ti€p ma t6i nhan
dugc tif ¢ nhan vién clta hang sdch trong vi du ma t6i dua ra & phin
trén. C6 nhan vién ban hang da mic hai sai 14m cd ban:

c0 ta khong quan tim dén toi;

cd ta khong nhin toi.

Thyc t€ 1a nhitng tin hiéu ma ¢ ta giii cho t6i 12 cyc ky khong than
thién.

Giao ti€p phi ngén ngit, hay con goi la “ngdn ngit cit chi” — nhitng
tin hi€éu ma ching ta glti cho nhau théng qua cdch ching ta tng

X — 12 quan trong hon nhiéu so véi sy 1dm tudng cla da s6 moi
ngudi.

Thuc hanh 29 6 phut &

Tudng tugng lan ddu tién ban bude vao mot viin phong va ti€n dén
ban ti€p tin. Ban sé& suy dién nhu th€ nao vé nhitng ngdn ngif cir
chi clia nhin vién ti€p tan duéi day?

Nhén vién ti€p tan dang néi chuyén dién thoai, cb chi git diu qua
quit v4i ban mot cdi rdi ti€p tuc cude dién thoai.

Nhén vién ti€p tdn dang ddnh may, ngdng dau 1én “Xin chio, t6i
c6 thé gidp gi cho c6?” trong khi vin tiép tuc ddnh mdy.

Nhan vién ti€p tin chio ban mot cdch lich sy nhung khong nhin
vao mit ban.



Khi gdp gd va

chao hoi:

1 Thé hién sy ch
y dén ngudi
minh gép.

2 Giao ti€p bing
mat.

3 Mim cubi.

4 Chao ho mt
cach than thién.
S e

Con gi don gidn

han?
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4 Nhan vién ti€p tan chao ban mot cdch lich su nhu‘ng khéng mim
cudi vdi ban.

5 Khi ban d€n, nhin vién ti€p tin dang nga lung trén ghé&, vit chin
chit ngi, hit thudc. Tuy nhién anh ta chao ban rit lich su va than
thién.

Khéng c6 ngdn ngit cit chi ndo trong cdc tinh hudng trén la thda ding
bdi vi trong tdt cd cdc tinh huéng nhan vién ti€p tin déu giti cho ban
nhirng tin hiéu tiéu cuc.

= tinh hudng dau tién n6i vdi ban ring ngudi trén dién thoai quan trong
hon ban;

m tinh hudng thit hai néi v6i ban riing vin bdn ma nhan vién tiép tan
dang ddnh quan trong hon ban;

= tinh hudng thi ba, viéc khong nhin ban, 12 ddu hiéu ma hiu nhu tat
ca ching ta déu hi€u 1a trang thai buc bdi, cAm gidc mic cdm, thim
chi 1a khong trung thuc; khi ban nhin vao mdt ai mot c4ch than thién,
ban dang néi v6i ngudi dé:

= t6i cdi m& va thing thin véi ban;
= t0i quan tAim d€n ban.

@ tinh hudng thi tu, viéc khong mim cudi, 12 ddu hiéu cia su thu dich;
nu cudi 1a mot tin hiéu rdt quan trong, né néi 1én ring:

= “dirng lo 1dng, toi rat than thién™; va
» “t0i rdt vui khi gip ban”.

m tinh hudng th ndm, nhin vién ti€p tan thé hién thii d6 1am viéc tiy
tién mic di cdch chao dén khach hang clia anh rat tot.

C6 1€ 1a ban khong chiu trach nhiém vé bd phan ti€p tin, nhung ching
ta can 1am rd bai hoc & day:
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3.4

ta't ¢4 moi ngwdi déu phai CHAO khich hang khi GAP he.

Nhirng cif chi chiing ta thé hién cling quan trong nhu 1a nhitng gi chiing
ta ndi

Nang luc

Chiing ta da xem xét hai thanh phéin cla dich vu chim séc khach hang
— thai @6 va hanh vi. Thinh phin cudi ciing 1a ning lyc. Ning lvc &
ddy 12 kh3 ning cung cAp dich vu theo yéu ciu ctia khach hing.

Ning lyc 12 mdt thanh phin c6t y&u quyét dinh chit lugng dich vu,
ddi khi n6 14 thanh phan quan trong nhat. Khi t6i goi dién dé€n cita
hing may tinh, di€u t6i quan tim nhit 14 tryc tric trong miy tinh cla
t61 phdi duge x& 1y. Do dé du ngudi tra 131 dicn thoai ¢6 thé hién thdi
do va hanh vi tot nhy th€ ndo nhung néu cudi cling ho khéng dii ning
luc d€ givip i gidi quy&t truc tric thi tdi khong thé hai long. Hay
nhu trong tinh huéng clia cong ty Air Cool, mét trong nhitng nguyén
nhén khi€n dng An thit vong véi dich vu hdu mii clia cong ty 13 do
nhén vién k¥ thuit clia cong ty khong dli ning ltc d€ nhanh chéng
xt 1y ti€ng On trong may lanh.

Chiing ta s& thio luiin thém vé niing luc trong phin giao dich qua
dién thoai.

Giao dich qua dién thoai

Giao dich qua dién thoai chi€m 1§ 1¢ I6n trong céc giao dich trye ti€p
vdi khiach hang. Khach hang thutng goi dién:

dé hdi van dé gi d9;

dé dat hang;

dé hen gip;

d€ nim tinh hinh mét cong viée;

dé than phién.

Mot vii 16 chifc, nhu cong ty cung cap dién, nudc, c6 hiu mot bd phan
chuyén cung cap thdng tin cho khdch hang, nhung trong nhié¢u doanh
nghiép, moi nhan vién déu ¢6 thé phdi trd 13§ cdc cude goi cha khich
hang ndi bd vd khdch hiang bén ngoii,
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Vao ding lic d6, d6i véi khach hang d6, ngudi tra 181 dién thoai 1a
doanh nghiép (hodc bo phin, phong ban n€u ngudi goi 1a khich hang
noi bd). Uy tin clia doanh nghiép hodc bo phin d6 sé ting hay sut
gidm phu thudc vao cach xi Iy clia cd nhan nhan vién d6 trong cdc
tinh hu6ng giao dich v6i khach hang.

Thuc hanh 30 4 phut 3 E

C6 nhiéu khac biét giira giao dich qua dién thoai va gip truc tiép
khach hang. Theo ban, hai diéu khic biét quan trong nhit la gi?

Mic du dién thoai la mét phuong tién lién lac ngdy cang quan trong,
di€m yé&u ctia n6 1a lugng thong tin trao ddi it hon so v6i khi ching ta
gidp mit tryc tiép:

ban khong thé bi€t ngudi ma ban dang n6i chuyén dang & hoan canh
nao;

ban khéng thé thdy vé mit ho;
ban khong thé thdy ho dang lam gi trong khi n6i chuyén vdi ban;
ban khong thé thdy nhitng gi dién ra quanh ho;

ban khong thé ‘doc’ ngdn ngit c chi ciia ho dé biét ho dang phin
trng v6i ban nhu thé nao.

Di€u nay c6 nghia 12 ching ta phai b dip cho nhitng bat 16i khi néi
chuyé€n qua dién thoai so v6i khi gip truc ti€p biing cich nd luc hon
mot chit.

Thuc hanh 31 3 phat Z

Gia st ban phdi goi dién thoai t6i mot nha cung cip dé€ hoi v& mot
don dit hang chua duge giao. Pién thoai reng va ai d6 nhic may.
Theo ban ngudi d6 sé néi gi?
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Vi ban khong thé thdy diéu gi dang dién ra & dau diy bén kia, ban
khong bi€t chdc minh goi diing s& khdng, hay ai dang trad 15i. Ngoai
ra dudng diy dién thoai 1am bi€n ddi giong néi va khong phai lic
nao ban ciing nhin ra dudc ngudi trd 16i d ring ban bi€t ho kh4 rd.

Hau hét cic doanh nghiép tin tudng ring ngudi trd 13i nén bit diu
bing mot 13i chao lich sy (‘Xin chao’ 1a dd) va sau d6 tap trung vao
viéc cung cap cédc thong tin can thiét:

néu tén cia doanh nghiép hodc bd phan vira nhian dudc cudc goi;
néu tén ctia ngudi dang tra 13i;

héi mot cdch lich sy va than thién xem ngudi dang tra 15i c6 thé gitp
gi dugc cho ban.

Nhin vién ctia ban ¢6 1am nhu vdy khi trd 131 dién thoai khéng? Hay
ho chi n6i ‘Ald’ va d€ cho ngudi kia doin xem ho dang néi chuyén
vdi ai?

Nhiing viéc can lam
Nhitng di€m quan trong khac khi trd 15i dién thoai la:
ngudi nhin dién thoai c6 thé xit Iy dugc cude goi khong;

va néu ngudi d6 khong xit 1y dudc thi ho cin lam gi.

Thuc hanh 32 8 phut 3

C6 gdng dua ra mot s& quy tic don gidn d€ hudng din cho nhian
vién clia ban cdch (ng x¥ trong nhitng tinh hudng twong tu céc tinh
hudng dudi day:

Dién thoai reng, Ngin nhic mdy. Pau diy bén kia 12 mot khach
hang, ho mudn héi théng tin vé chuong trinh khuyén mai clia cong
ty.

Ngén c6 thé trd 18i dugc mic di d6 khdng phdi 1a trich nhiém cla co.
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Ngin c6 thé tra 16i duge nhung lic d6 cb rdt bin.

Ngéin khong bié€t cau trd 18i nhung c6 bi€t Thing c6 thé tra 15i, cd
chuyén mdy cho Thing.

Ngén khong bi€t cau trd 18i va lic d6 Thing lai khong c6 mit & d6.

Dudi diy 1a mot s6 dé nghi dua trén nhitng kinh nghiém t6t d dugc
chip nhan:

Ngén c6 thé trd 15i dugc mic dit d6 khong phai 14 trach nhiém ciia cb.

Trit phi ¢6 ly do chinh dang dé phai tir chdi tré 16i, Ngan nén nhan trach
nhigm tra 16i va nd lyc dé théa man nhu cdu clia khach hang.

Ngén c6 thé trd 13i dugc nhung lic d6 co rat bén.

Nhu cdu clia khach hang nén la uu tién hang ddu, do do Ngan phéi c6 mot
ly do rdt chinh dang dé khdng tra I6i; trong trudng hop do, Ngan nén:

= Xin 10i;

= ghilai t8n va sd dién thoai clia khach hang;

=« thu x&p goi lai vao thdi diém da hen;

s (il dang 1&i hda.

Ngén khong bi€t cdu trd 15i nhung ¢6 c6 thé chuyén mdy cho Thing.

Khach hang thudng khdng thich bj chuyén mdy, néu phéi chuyén méy thi
Ngan nén:

= noi vGi khdch hang c6 1a ¢d s& chuyén méy;
= Qiéi thich c6 dang chuy&n may cho ho gip ai;
= cho Thang biét t&n clia khach hang va chi tiét cau hdi trubic khi chuyén may.
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Ngén khong bi€t ciu trd 13i vt lic d6 Thing lai khong c6 mit & 6.
Vige nay thuiing khién khach hang buc boi béi vi trong tinh hudng nay ngudi
ta hay dé nghi khach hang goi lai ma khong c6 gi dam bdo [a ho s gap
dugc ngudi cdn gap, va tin nhidn dé lai thudng bj mat; Ngan nén:

= n6i cho khach hang biét [a Thing c6 thé tra 15i ho:

» hila dam béo riing Thing s& tra 16i;

= ghilai tén, sO dign thoai va cac chi tigt khac clia khach hang;

= chiu trch nhigm dam bao rdng Thing s& goi lai nhu d3 hifa.

Nhirng didu nidy c6 vé rat don gian rhung tit ci chiing ta di ting
biét c6 nhifng ngudi:

khong thé hi€u tai sao thong tin lai 12 mot phin quan trong d&n the
trong dich vu khdch hang;

khong chiu nd lyc thém mdt chit nhu viy dé thda man khich
hang;

khong lam nhu he da hiza.

Yéu cdu doi vdi nguoi nhdn dién thoai

Khdch hang s& chip thuin chuy€n sang néi chuyén véi mét ngudi
¢6 ndng lyc han, hoic dude mdt ngudi cé ning lue hon goi lai cho
ho néu viée nay dugc 1am mot cich hidu qua. Nhung sé& 5t hon nhidu
néu ngudi trd 18i dién thoai diu tién c6 thé trd 13i mot cach thda
dang.

Buong nhién khéng phdi hic nao ciing lam dudc viéc ndy nhung ngudi
quan Iy nén ¢& gdng d€ ddm bdo ring;

nhirng ngudi trd 181 dién thoai c6 thé trd 191 mdt s& cdu hdi cd bin
mét cich thanh thao;

nhifng ngudi trd 15i dién thoai dugc huan luyén va c6 kinh nghiém
d€ cé th€ trd 13i mdt cdch thanh thao, cing sém cang tat.

Khéng phuc vu mdt cdch thda ding qua dién thoai chi 1a mét trong
nhi€u nguyéa nhan clia viéc chiam séc khdch hang kém va c6 thé gay
ra nhitng 13 khi€u nai cda khich hang.



5.1

Giao dich truc tiép vdi khdch hang
Giao dich bing thu dién tlt (e-mail) dang ngay cang phd bi€n, cin

Iwu y 12 nhi€u quy tic giao dich di¢n thoai trén ciing 4p dung dudc
cho céc giao dich bing e-mail.

Khach hang than phién

XU ly cdc than phién cta khich hang

Céch xit 1y cdc than phién clia khdch hang hgp ly nhét 1a ngin ngira
chiing, bing cich cung cdp ding sin phdm, diing liic, ding cich, v.v...
Nhung khé c6 thé ngin chin tat ca moi than phién cliing mét ldc.

Thuc hanh 33 4 phut 3

Khi mdt khach hang (ndi bd hodc bén ngoai) khi€u nai, thong thudng
nh6m ban phdn \tng nhu th€ nao? Tra 13i bing céch ddnh ddu vao
cdu miéu ti ding nha't vé hanh vi va thdi d¢ thong thudng cia ho.

1 Ho s& ¢4 18 hay gidu nhem di, triit trdch nhiém cho O
ngudi khdc, n€u c6 thé.

2 Ho trd nén phong thi, bao chira va thim chi 12 tranh O
cai v6i khach hang.

3 Ho c6 gdng mua chudc khich hang biing viec dénbu O
theo cdch nao d6.

4 Ho ling nghe mét cdch cdn thin va c6 gdng xir 1y van O
dé nhanh chéng va hiéu qui.

5 Ho xem xét nhirng 18i than phién mt c4ch tich cue, O
coi d6 12 mot cd hdi d€ cai thién moi quan hé véi
nhitng khach hang chua hai long.

Du6i diy 1a mot s6 binh ludn vé nim cach trén:
Ho s& c6 10 hay gidu nhem di, triit trach nhiém cho ngudi khac, néu
c6 thé.

Bay la céch gidi quyét rdt t8, nd khong gidi quydt duoc van dé clia khach
hang, thdm chi cdn lam cho tinh hinh tré nén tdi t& hon, tao ra nhiéu Ioi
than phién hon va nhiéu cong viéc hon.
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Nhitng l6i than
phién 1d mot
ngudn thong tin
quan trong cho
nha quéan 1y .
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Ho trd nén phong thii, bao chita va thdm chi 1a tranh cii véi khich hang.

Mac du phan ing nay c6 vé ‘tu nhién’, nd khdng hidu qud; khach hang
khong thich nghe nhiing 16i bao chira va viéc tranh cai chi 1am cho ho buc
minh thém.

Ho c¢6 ging mua chudc khach hang bing viéc dén bu theo cach nao do6.

Nhan vién ngai hodc so khach hang than phién thudng sé cd gdng thoa hiép
bang cach giam gid, ting qud, hodic cung cip them dich vu mién phi: noi
chung day ciing khong phai la mot y tubng tot bdi vi méc dit khach hang co
thé chdp nhan, nhung céi gac clia vén dé vn chua dugc giai quyst.

Ho ldng nghe mdt cach cdn than va ¢§ gdng xi Iy van dé nhanh chéng
va hiéu qua.

Céch giai quyét nay t6t — that ra diéu ddu tién khach hang mong mudn 1a
dudc Idng nghe v6i syt cdm thdng; sau d6 thi phai xif Iy vin dé mot cach co
hiéu qua.

Ho xem xét nhitng 18i than phién mot cach tich cuc, coi d6 1a mot co
hoi dé€ cai thién méi quan hé v6i nhitng khach hang chua hai long.
Cach nay nghe c6 vé ky cuc: khdng phai ban chét clia nhitng 1i than phién
la diéu xau sao? CO & vy, nhung cac nghién cliu da chi ra riing ching cling
la mdt co hdi. D6 1a vi nhiéu khach hang khéng mudn than phién thing voi
nha cung cap. Ho khdng than phién gi c& nhung 1dn sau ho s& tim nha cung
cap khac.

Hién nay nhiéu doanh nghiép 16n nhin nhin ring nhitng khach hang
than phién 12 tai sdn quy gi4 cla cong ty, va cin phai han hoan chao
doén ho:

ho cho chiing ta bi€t nhitng sai s6t trong san pham hoic dich vu cia
ching ta, nhitng diéu ma c6 thé chiing ta khong biét;

né€u dugc doi xir t6t ho s& trd thanh nhitng khich hang t5t hon, trung
thanh hon so v6i nhitng khdch hang khéng than phién.

Khéch hang c6 vé thich cdc nha cung cdp c6 thé nhén biét dudc cic
thi€u s6t va xit Iy mot cdch hi¢u qua hon la mot nha cung cip ludn
“hoan hao”. Néi cho ciing khong ai luén hoan ho, va ban sé& khong
bao gid bi€t dugc diéu gi s& x4y ra vio mot ngay khi sy “hoan hio”
khong con hoan héo nita...
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5.2 Tic gidn va xin 10

“Khdch hing ludn
lur ding” 2 mit
ciu trich din sal.
That ra Cesar Ritz

- ngulii sang 1ap

ra Khdch san
Ritz -~ d@ ndi
"Khdch hdng
khéng bao gid
sai”.

Cé nhitng khéch hang khdng chi than phi€én ma cdn gidn dif.

Mot khach hang budic vao clta hang, tién thing vé phia qudy, gidn gilt ném
mdt chiéc 4o xubng va 1an tigng: "G4 xem vai “chdt lugng cao” cla cb di, co
phai bdi thuding cho 101 tién vai va ca tin cong may nia”.
Diy cé 1& 1a loai vAn dé khé x& Iy nhdt, nhung cdu trd 1di thi thyc sy
rit don gidn:

cif gidi quy&t van dé, sy tifc gidn s& ngudi ngoai.
C6 thé ban s& hdi n€u d6 13 mdt vin dé khong thé gidi quyét duge
thi sao? Déi khi khdch hang thuc su v 1y. B6 cling chinh 1a suy nghi
clia c& bin hang trong tinh huéng & clra hang vdi néu wén.
Cla hang quy dinh ring khach hang chi dugc ddi san phim trong vdng nim
ngay ké tir ngay mua véi didu kién san pham con nguyén ven. Ba khach da
mua vai tit nhidu thang trude, d3 may thanh 4o va 4o b ran & cac dudng
may 1a do 4o qua chat. Co khang thé thoa man yéu clu phi Iy dé cha ba
khach va cng khong bigt 1am thé nao dé xoa diu.

Clra hiing trudng di gidi quy€t van dé nhu sau:

Mdi ba khach vao phong hop, m&i udng nude va dé nghi ba trinh bay
o st vigc.

Vige nay gidp khach hang cdm thay clia hang dang l3ng nghe van dé cla ho
va vi thé binh finh lai. Ngoai ra né con gilp tranh dugc sy n a0 von co thé
gay nhiing anh hutng xau {&n cdc khach hang khac ¢ mat tai cla hang lie
dé,

X 1y vin dé: dong ¥ bdi thudng cho khdch hing mot tdm vii khéc.
Mac di doi hdi cla khach hang nay 14 phi ly nhung cifa hang trugng cho
ring chi phi béi thuding cho khach hang s& nhd han so voi nhitng tOn that
¢6 thé c6 khi khach hang nay ndi xiu vé cbng ty.

Giai thich cho khdch hang 16 vé diéu kién trd lai hang cia cita hang
v nguyé&n nhin giy ra nhitng dudng ran trén do.

Vige nay gilp khach hang higu duge thién chi clia clra hang, giip ho hidu
dugc dlng sai, phai trai.
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Giao dich tryc 1iép vdi khdch hang

Trén diy chi 1a mot vi du vé cach lam viéc vdi khach hing dang wic
gidn. Cic tinh hudng ng x{ v6i khach hing rdt da dang vi doi hoi
nhitng phuong thitc xi [y khdc nhau cho titng tinh hudng. Tuy nhién
ngudi ta da dic k€t mot s6 nguyén tic chung khi lam viéc véi khich
hang dang tdc gidn nhu sau:

Céc qui tic d€ 1am viéc v6i nhitng khich hing dang tirc gidn la:

NEN = lidng nghe;

» 6 ra cam thdng;

= tdp trung nd lyc d€ tim cdch gidi quydt vin dé;
KHONG w duara nhitng 131 bao chita;
NEN = tranh cii;

» phi thdi gian xoa diu sy tdc gidn cda khdch hang,

Khi ban gidi quy€t xong viin dé, sy tic gidn s& sém ngudi ngoai. Va
hdy nhd ring khich hiang khéng phii lic ndo ciing dung, nhung ban
nén doi xif véi ho nhif th€ 12 ho ludn diing!

Hay ty danh gi 3 15 phit &
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Nhin xét mdt cdch ngdn gon v&€ nim phit biu sau.
M0t s6 nhin vién khong bao gidh tiép xiic truc i€p vdi khdch hang.

Khi lam viéc vdi khich hang, nhitng clf chi ching ta thé hién cing
quan treng nhu nhitng gi chiing ta néi.

Ti€p xic trén dién thoai v& nguyén tic khong c6 gi khic so véi gap
mit trye ti€p vdi khach hing,



Giao dich truc tiép voi khdch hang

Khi mdt khdch hang ndi gidn hodc khong hai long, trudce hét nén tap
trung lam cho ho binh tinh lai.

Dién tiY thich hop vio chd trong d€ ciu c6 y nghia:
e ]2 Mt phin rat quan trong cda dich vu khach hang.

Ludn ddm bdo ring ban cung cép dich vu nhu da

Cic y&u t8 co ban (ABC) cda dich vu 1a gi?

Hoan thanh cde ciu sau bing cach thém vio mdt nita bi mit:

Khi nhan vién chip nhan khach hang Ia nhitng ngudi quan trong nhat, thi

Khi nhin vién chap nhén ring thda min nhu ciu cla khdch hang [a
nhiém vu quan trong nhat,

Nhitng ngdn ngif cif chi nay thé hién théng diép gi?

Trinh ti€p xdc bing mit

Ban c6 thé tham khéo cdc cau trd 13i & phin cudi cubn sich.

59



Giao dich truc tiép vdi khdch hang

6 Tom tat

= Da s nhin vién it nhiéu déu c6 mot vai dip ti€p xic v6i khich
hang, va ho ¢in duge hudn luyén cdch cu xif sao cho khach hang
hai long.

= Chit lugng clia dich vu phu thudc vao ba y&u t6 cd ban (ABC):
= Thii do (Attitude)
= Hanh vi (Eehaviour)

» Ning luc (Competence)
m Cd sd cla thdi d0 chim s6c khdch hang t5t 1a:

= coi khdch hang 12 ngui quan trong nhat trong su nghiép cia
chiing ta;

= thdéa man nhu cdu cla ho 1a nhiém vu quan trong nhit cia
chiing ta.

m Co sd cla hanh vi t6t khi ti€p xdc tryc ti€p v6i khich hang 12
doi xtr v6i ho bing sy kinh trong, dic biét la:

= lich sy va &n mic chinh té (d4u hiéu cda sy tr trong);
» chi y d&n ho ngay lap titc;

» thé hién sy than thién (nén bao gdm mdt nu cudi va giao ti&p
bing mit);

= chao héi khach hang bing nhitng 15i than thién va lich su .
» Tat cd moi ngudi déu phdi chao khich hang khi giip ho.

= Nhifng ct chi ching ta thé hién ciing quan trong nhi nhitng gi
ching ta n6i.

= Khi ti€p xic qua dién thoai ban can ¢§ ging hon dé:
= n6ird ban la ai va tén bd phin/doanh nghiép ciia ban;
= ghi lai cdc thong di€ép mdt cdch chinh xdc;

» cho khich hang bi€t 15 ban dang lam gi (ching han nhu khi
chuy€n méy cho ho néi chuyén véi ngudi khac).

= Giit 101 hita 1a mot phan cyc ky quan trong clia viéc chim séc
khdch hang.
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Giao dich truc tiép vdi khdch hang

= Khi khdch hang than phién, hiy gidi quyét van dé va moi ndi
tirc gidn cia Khdch hang sé ngudi ngoai.

~ NEN = ling nghe;
= tO ra cAm thong;

= tap trung nd lyc dé tim cich gidi quyét van dé.

KHONG = dua ra nhitng 13i bao chira;
NEN = tranh cii;
= phi thoi gian xoa diu sy tifc gidn cua khach hang.

i

m Khach hang khong phdi ldc ndo ciing ding, nhung ban nén ddi
x{ v6i ho nhu thé 1a ho lu6n ding!
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Giao dich truc tiép voi khdch hing

7 Suy ngam

/ji% Bay gi® ban danh 5 phit d€ suy ngdm nhitng vdn dé vira nghién ctu
S va nghi xem ban s€ 4p dung ching vao thuc t€ céng viéc cta ban
nhu th€ nao? Hiy viét ra nhitng suy nghi clia ban:

YT
/ A! Tdi i hoc dude. .. \
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Phan D
Thuc hién

1 Dan nhép

Doanh nghiép khong thé chim séc
khdch hang t6t n€u tdt cd moi ngudi

chdam soc
GETHIIEDL]

Dan nhdp

Nhitng khiém khuyét
trong viéc chdm séc
khdch hang

Qudn Iy dé théa man
khdch hang

Cdc budc thuc hanh dé
théa man khdch hang

Vdan hda cham séc
khdch hang

Tom tdt

Suy ngdm

trong doanh nghiép khong ddng long
thuc hi€n. Chudng trinh chdm séc
khéch hang sé that bai néu:

bd phan bdn hang cam két nhung bd
phan van chuyén thi khong;

bd phin ti€p tdn cam k€&t nhung bd
phin hanh chinh thi khéng;

bd phdn sin xuit cam két nhung bd
phédn kho thi khong.

Trong phan nay chiing ta s& xem xét
cdch d€ dat dugc mot su cam két thuc
hién thda man khdch hang toan dién.
Ban s€ tham gia vao viéc:

ki€m tra mifc d thda man hién tai cla
khich hang;

xéc dinh nhitng mang cong viéc ¢6 vin
de;

xdc dinh cdc ngudn goc cla van dé;

tim cac bién phap khic phuc van dé.

Nhitng khi&ém khuyé&t trong
viéc cham soc khach hang

Ban c6 gip phai khi€m khuy€t khi thuc
hién chim sdéc khdch hang kh6ng?
Chiing ta c6 thé trd 16i mot cach chidc
chdn 12 ¢6 bdi vi:

ngay ca cdc doanh nghiép danh tiéng
nhit ciing khong ddm béo dudc la ho ludn
chiam so6c moi khéch hang chu dio;

nhu cau va mong mudn ctia khdch hang
ludn thay doi.
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Thuc hién chdm soc khdch hing

2.1
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Biéu duge xem Ja t8t ngdy hom nay sé khong con duge xem 13 16t
cho tiéu chufn clia ngay mai. Nhirng doarh nghiép thanh céng nhit
tin ring ho phai hanh dong ngay bdy gi¥ d€ ddm bdo la ho s& dip
dng duge cdc nhu ciu trong tuong lai.

Hodn hio Ia diéu khdng thé dat duge va ban nén dat muc tiéu chim
s6c khdch hang 12 khdéng ngirng cai tién d& vuon téi sy hoan hao.
Budc diu tién 12 xdc dinh nhitng di€m khi€m khuyét trong san pham/
dich vu clia minh,

Thdm do y kién khdch hang

Doanh nghigp dich vu Hoa Sen cung cdp hop déng dich vy 1am v& sinh van
phong cho nhigu doanh nghiép ndi dia. Gia dich vu clia ho rat canh tranh va
hg luon sdn sang tiép nhan nhiing than phién clia khach hang. Chinh sach
clia Hoa Sen 1a khi khach hang phién thi trong vong hai gity s& o mot giam
sat vién va mdt cdng nhan du phong dén dé kiém tra va 1am lai. {Viéc don
vé sinh thudng duge thuc hign ngoai gid 1am viée).

Hiéu qua cla dich vu nay d3 tao duge an tugng t8t v6i nhigu khach hang
nhung sau mét thdi gian &n tugng cling gidm dan. Mot s8 khach hang bt
ddu hoi Hoa Sen tai sao cong nhin don vé sinh khong lam 16t ngay t ddu
dé kndng lam phién ho khi lam !ai cdng viéc trong gid 1am vidc.

C6 thé ban cho ring ban dang cung cip mdt dich vu tuyét v3i, nhung
chi c6 khach hang méi c¢é thé néi véi ban mdt cich chic chidn vé diéu
d6. Hién nay nhiéu doanh nghi&p rat nd hue dé bi€t dugc khdch hing
nghi gi vé€ ho. Dudi diy 1a mot phdn ctia bing ciu hdi do Thién Nam,
mét cdng ty phin phéi hang tiéu ding soan ra d€ tim hiéu xem viée
giao dich véi cdc dai 1y ¢ dudce thyc hién 16t khong,



1

Thuc hién cham séc khdch hang

Coéng ty TNHH Thién Nam
PHIEU THAM DO Y KIEN KHACH HANG

Dé nang cao chdt lugng phuc vu khdch hang chiing t6i muén biét
quy khdch ddnh gid nhu thé nao vé dich vu hién tai cia chiing toi.
Xin vui long cho biét y kién ciia quy khdch bdng cdch trd li cdc cdu
hoi dudi day. Xin chdn thanh cdm on.

Ban ddnh gia nhu thé nao Rat Tot Khéng Rat
vé cdc tiéu chi sau: tot tot  kém
Iim

1 dich vu didt hang qua dién thoai: O O O O
2 thdi do phuc vu ctia nhin

vién bdn hang: ] ] a a
3 chinh sdch khuy€n mai ro rang

va moi thic mdc lién quan ludn o O O O

dudc gidi dap nhanh chéng va
thod dang:

4 giao hang ding hen: O O O O
5 thdi d6 cta nhédn vién giao hang: O a O O
6 hang nhian dugc ludn con bao

g6i nguyén ven: O O O O

R6 rang diy 1a mot cdch hitu ich d€ biét duge dich vu nao t3t, dich
vu nao chua t8t, va trén cd s& d6 x4c dinh nhitng viéc cin 1am dé cai
thién chat lugng dich vu trong tudng lai.

Béy gi® chiing ta hdy xem xét trudng hgp cla ban, bd phan hay t5
clia ban. C6 thé ban khdng truc ti€p chiu trach nhiém thda min khach
hang bén ngoai, vi th€ ching ta sé xem ban c6 théa min cidc mong
mudn cla khach hang ndi bd khong.

Thuc hanh 34 15 phut &

Chon ra mt trong s6 khach hang ndi bo chii y&u tir danh sdch ma
ban da ki¢t ké trong thuc hanh 8 § trang 13.
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Thuc hién cham séc khdch hang

2 Xay dung mot bang ciu hdi (dudi mudi ciu) dé xdc dinh xem ban
dang thda man nhitng khdch hang nay nhu th€ nao (ciu hdi diu
tién da dugc goi ¥ cho ban nhung n€u mudn ban c6 thé thay thé).
C6 géng dat minh vao vi tri cda khdch hang va hdi nhitng ciu hdi
phil hgp nhat v6i ho.

Thang di€m ddnh gid sé giip ban do mic d6 thda min cla
khdch hang. Ngudi trd 131 s€ khoanh tron cdu trd 16i ho chon.

Mifc d théa man cla ban véi: Rit Cao Vira Thdp Khong
cao phai

a téc do ching toi ddp dng yéu

cdu ctia ban? 5 4 3 2 1
b. ......................................................... 5 4 3 2 1
T 5 4 3 2 1
A e s 5 4 3 2 1
B iiuiisisissssssssssussuianansasadenanssnzensnsyntetasens 5 4 3 2 1
E s 5 4 3 2 1
B e 5 4 3 2 1
B e 5 4 3 2 1
I et 5 4 3 2 1
e 5 4 3 2 1

T4t nhién khi 1am bai thyc hanh nay mdi ngudi sé dua ra nhirng cau
héi khdc nhau, va c6 thé cin hdi nhitng ciu hdi khdc nhau cho cdc
khach hang khédc nhau.

Ban s& can phai:
= nhén ra it c¢d cdc thanh phin chinh cia dich vu ban cung cp;
w dit cdu hdi cu thé cho tirng thanh phin.

Dit nhitng ciu hdi rt chung chung ching han nhy “Ban théa man
v6i dich vu clia chiing t6i nhu th€ ndo?” thi ban s& khong thu thap di
thong tin.

Hay xem mot gidm ddc sdn xudt da lam bai thyc hanh nay nhu thé
nao:
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Thuc hién chim soc khdch hang

Gidm ddc san xut clia mGt doanh nghigp san xut thirc An gia sic da quyét
dinh héi cdc cdu hdi dudi day (B6 phan dude hdi la Phong kinh doanh,
phong ¢6 giao dich tryc ti€p vai khach hang).

Ban ¢6 hai long véi: Rit  Hai Trung Khéng Rat
hai Iong  binh  hdi  khéng
long long hai long

1 t8c dd chiing tdi ddp Ung
cdc don hiing d6t xuit cia
Phong kinh doanh 5 4 3 2 1

2 chilt luong bao bi xuidt xuéng
(sach vi nguyén dang) 3 4 3 2 1

3 chdt lugng sdn phim 5 4 3 2 1
4 thai dd clha chiing 16i khi ti€p

nhin cdc ¥y kién phin hdj v& chil

lugng sdn phim tir khdch hang 3 4 3 2 1
5 sy phdi hgp lam viéc cda ching

t8i vdi Phong kinh doanh 5 4 3 2 1
6 mifc 4% cdi ti€n ma ching t5i da

ti€n hanh d€ ning cao chit

lugng sén phim 5 4 3 2 1
7 thdi d6 cGa nhdn vién Bd phin

sAn xudt khi dudc hdi vé ién do

thye hién céc don hang 5 4 3 2 1
8 mitc dd hi€u biét vé& nhu ciu ctia

khdch hang cia nhén vién

B& phéin sén xuit 5 4 3 2 1

Ban c6 ¥ kién gi khic v& dich vy cia chung tdi khéng? Xin vui long néu
ri;

Sau khi doc vi du nay ban c6 thay cdn phai diéu chinh cic ciu hoi
clia minh trude khi dita vao st dung khong?
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Thuc hién cham soc khdch hang

2.2
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Thuc hanh 35 10 phut &

N&u cin thiét hiay diéu chinh lai bing ciu hdi clia ban, sau d6 viét
cin than hodc in ra gidy. Thdo ludn véi cip trén truc ti€p clia ban
va xin phép st dung né. (Sau khi thdo ludn v8i cdp trén c6 thé
ban cin sita d6i thém.)

Bay gid hay lién lac véi khach hang cla ban, gidi thich rd ban dang
lam gi va muc dich clia ban la gi, dua cho ho bang céu hdi va yéu
cAu ho trd 151, hoic 12 ban c6 thé hdi ho truc tiép.

Khi nhin lai bing ciu hdi hiy xem xét két qua va n€u cin lam
ro thi hdi khdach hang.

Thdo ludn véi nhdn vién cia ban vé k&t qua.
Xéc dinh nhitng viéc cin phéi lam d€ khic phuc nhitng thi€u s6t.
Thyc hién.

Xem xét két qua

Khéch hang c6 thé danh gid dich vu ban cung cip 1a t6t, khong
t6t hodc trung binh, nhung trong hdu hét cdc trudng hgp khdch
hang sé chi ra nhitng khia canh ma ho it théa man nhAt.

Thuc hanh 36 4 phut I

B6 phan Sdn xuit trong vi du trén nhdn dugc Bdng ddnh gid
mic d§ hai 1ong cia Phong Kinh doanh nhu sau:

Ban c¢6 hai long véi: Rdt Hai Trung Khong RAat
hai long binh hai khéng
long long hai long

1 t8c d6 ching t61 ddp Ung cic

don hang dot xudt cia
Phong kinh doanh 5 4 3%:542) 1

2 chit lugng bao bi xuit xudng
(sach va nguyén dang) 5 @ 3 2 1



Thyc hién chdm séc khdch hang

3 chdt lugng sdn phim 5 @ 3 2 1
4 thdi d0 cla ching t6i khi ti€p
nhén c4c y ki€n phian hdi vé

chét lugng sin phim tir

khach hang _ 5 gii@ 2 1
5 su ph8i hgp lam viéc clia chiing _

toi Phong kinh doanh 5 St i 1 §)) 1

6 mifc d6 cdi ti€n ma ching t6i da

ti€n hanh d€ ning cao chit _

lugng sdn phim 5 4 3 @ 1
7 thai do chia nhdn vién sdn xuit

khi dugc hdi vé ti€n d6 thuc hién

~ cdc don hang 5 4 3 @ 1

8 mifc dd hi€u bi&t vé nhu ciu

ctia khach hang cla nhin vién

sén xudt 5 4= .0) 2 1

Hiy c6 ging t6m tit cdc thong tin thu dugc tir bang ciu hdi trén trong
mdt vai cau.

Nhu ban da bi€t (trong phin B), cdc y&u t6 thda min khich hang dugc
chia thanh ba nhém:

cdc y€u t6 lién quan d&n sin phim (ding hang, ding gi4);
cdc y€u t6 tién 1di (ding noi, ding lic);
cdc y€u t§ con ngudi (ding cdch).

Théa min khdch hang toan dién c6 dugc khi tit cd cdc y&u t&
nay déu dugc thda man.

Phong Kinh doanh hai 1ong v6i sy phuc vu ctia Bo phin Sdn xuat
¢ cdc y€u t6 lién quan d€n sin phim — chit lugng bao bi (2),
cha't lugng sin phim (3). Cdc y&u 6 vé tién 1gi va con ngudi
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Thuce hién cham soc khdch hang

o -
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clia B phin sdn xud't khong duge t6t 1dm — khd niing ddp ing
cdc don hang dot xud't (1), thdi do ti€p thu y ki€n phin hdi (4),
s phdi hgp lam viéc (5), mic do cdi ti€n (6), viéc cung cip thong
tin (7) va sy hi€u bi€t v& nhu cdu khach hang (8).

Khi ¢6 sy c& vé sin pham hoic dot bi€n vé nhu ciu hang héa

thi sy ph&i hgp kém giita hai bd phan nay c6 thé lam mat uy tin
5 a7 - ] " - A L] ~

san phdm hodc giam doanh s6 c6 thé dat cua cong ty.

Truy tim nguyén nhan

Ban phdi tim ra cdc nguyén nhian dé€ gidi quy€t ngay vin dé va
dé nang cao chit lugng dich vu trong tuong lai.

Thyuc hanh 37 4 phat 8

Cédc nhdn vién clia B6 phin Sdn xuit hgp tdc kém va khong
linh hoat trong viéc thay ddi k&€ hoach sdn xudt. Ban cho ring
nguyén nhén clia nhitng khi€m khuyét nay 1a gi? Xin ddnh diu
vdo 6 thich hgp ma ban cho ring c6 thé gidi thich tai sao Bo
phin Sdn xuit lai cu x& nhu viy:

Yéu cdu ciia Phong kinh doanh 13 v6 1y O

Phong Kinh doanh khong xdc dinh nguyén nhan O
gy sy c6 tru6e khi nhin lai hang

Nhan vién B phdn Sdn xuit lu6n mét moi O
vi cOng viéc qué tdi

Nhén vién B phan Sin xuat khong nhan thic O
dudc vai tro cta ho trong viéc cham séc khiach hang

Ciéc Trudng B phin khong guong miu O
Nhén vién thi€u cdc k§ niing giao ti€p

Chiing ta hdy l1an lugt xem xét cdc van dé trén.

Yéu ciu clia Phong kinh doanh 1a vo 1y

Hoan toan khéng — Toan bd mau chdt clia chim soc khach hang la thoa
man nhu cdu clia khach hang & miic cao nhat ¢6 thé. Khach hang khéng
phai ludn ludn ding, nhung ho phai dugc di xit nhu thé 1a ho dang.



Thite hién chdm séc khdch hang

Phong Kinh doanh khong xdc dinh nguyén nhin gay sy ¢§ trudc khi
nhin lai hang

Co thé. BH phan s&n xudt khong thang bao rd cho Phang Kinh doanh céc
loai sy ¢6 san phdm nao 1a do 18i san xudt va ¢ thé nhan lai d& xi Iy. Ca
hai B§ phan khéng cling xdy dung auy ché chdp nhin hang tra fai,

Nhin vién B phin Sdn xudt ludn mét mdi vi lam viéc qua tdi

€6 thé. Ching ta khéng thé y&u cdu nhan vién nha nhin, nhanh nhen hdp
tac ndu ho ludn cam thdy mét mdi véi cong vidc qua tai.

Nhén vién Bo phian Sin xudt khong nhin thitc dudc vai trd cla ho
trong viéc chim séc khiach hing

Hoan toan ¢6 thé 13 nhu vay. Chéng co ai ¢ thé 1am 16t cong vidc mdt cach
ding ddn néu ho khdng biét cac yéu ciu chudn mic trong ¢ong viée clia ho.
Ban than cac tidu chudn yéu cu cb thé rdt 1a don gidn, vi du ‘Bd phan San
xudt phai tra 19i trong vong 1 ngay v& kha ning thay ddi k& hoach s&n xuat
dap (ng don hang dot xudt’, nhung diéu nay phai do Ban Giam Dac quy
dinh.

Cic Trudng B phan khong guong miu

Buang. Trudng BO phin San xudt d ting nbi:

‘Chiing ta phai tap trung vao viéc san xut theo ding k& hoach ban ddu dé
gill ton kho va chi phi san xudt & mic hiéu qua. Ching ta ¢6 quy trinh san
xUdt rdt nghiém ng4t va ching ta khong thé d€ Phong Kinh doanh xem
chiing ta nhu mt Bd phan d& ho sai bao cong viéc. Phang Kinh doanh fudn
gay rdi vdi cac k& hoach ban hang thay ddi lign tuc”.

N&u ngudi quén 1y coi khach hang chi 1a nhitng ngudi 1am khé cho cdng vige
clia minh thi lam sao ¢6 thé trdng doi 12 nhan vién s& cu x{ véi khach hang
khac di.

Nhin vién thi€u cdc k¥ niing giao 1iép

C6 thé — Nhung didu c6t y8u khdng niim & k¥ ning giao tiép, khéng thé nho
ky ning giao ti€p 1t ma Phong Kinh doanh s& danh gia cao vé dich vu ho
cung ¢ap.
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Vin dé ciia B6 phdn Sdn xud't néi trén c6 ngudn gdc siu xa tir
ban qudn ly cdp cao cla doanh nghiép:

Vdn dé van hda
{cdc nhi quin ly cdp cao khdng xiy dung mét chinh sich cham séc
khéch hing ding din)

ddn d€n

Vin dé & thdi 46
(nhitng ngudti quin 1¥ trye ti€p khdng guong miu
trong viéc chim séc khich hang)

vi din dén

Van dé trong thuc hién céng viée

{nhin vién khéng thie hién ding c4c chuin muc vé cham sée khach hang)

Dudi day 12 mét finh hudng khdc, 6 diy van dé nim & chit hrgng
sin phim. _

Cong ty Hung Phdt san xudt xe dap cac loai, tif xe dap dd choi cho tré em
dén xe dap thé thao, va mdi diy nhdt 1a xe dap dién. Xe dap cha cong ty
chl y&u dugdc tidu thy ndi dia va duge phan phdi théng qua cac dai ly ban I8.

Xe dap dién 1a sn phdm khd mai 66i véi thi truding ndi dia va cbng ty dit
nhiéu hy vong vao sin phdm nay. Tuy nhién da xay ra truc tric v6i loai san
phim mgi nay. Sau ba thang tung s&n pham ra thi trudng, ¢6 tai 10% s6 xe
dap ban ra phii dem d&n cac dai ly d& siia chila hé thdng dién vi nhitng truc
trdc nhu binh dién khéing nap dién lai dugc, hé thdng dén khdng hoat dong,
V.V

Ciing giéng nhu tinh hudng cong ty Hoa Sen, tinh huéng Hung Phit
chi ra vin dé vé dadm bio chét lugng sdn phim. Cac dai ly ban 1€ cia
Hung Phat sé& rat thit vong véi mdt san phim:
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= ]am khédch hang clia ho buc minh;
= Jam gidm doanh s& bén clia ho;
® khi€n ho phadi tham gia vao cong viéc bdo hanh cho khich hang.

Hung Phit nhét dinh phai gidi quy&t van dé chat lugng nay néu cong
ty mudn théa man khich hang ctia minh va kinh doanh thanh cong.

3 Quan Iy dé thda man khach hang

M3bt cong thifc hitu ich d€ ting cudng thdéa min khéch hang!

3.1 M@t cong thiic chudi chat luigng

Cé trong linh vyc sdn xudt sin phim va cung c&p dich vu, mot cach
hitu hiéu d€ c6 dugc dich vy cht Iugng cao va théa man khich hang
toan dién la chudi chit lugng (thudng goi 1a cdng thitc CASCADE
theo vi€t tdt tir ti€ng Anh):

Xust sic 3 mot Cam keét —_
khdi nigm dugc (Commitment)
Tom Peters, mjt L
bac thiy vé quan Kha nidng —_—
tri , dé cao trong Abilitied
cudn sach “Bi tim ( 1,1t1 )
sy Tuyét hdo”. Chuan muc —
(NXB TPHCM - . T T
1992). Day 1a mot (Sta“di’d) San phim e hda man
cudn séch c6 tic  Trao doi thong tin— dich vu chat khédch hang
dong lon dén quan . L
diém qudn Iy cla (Communication) lugng cao toan dién
céc nha guan tri Quan tAm —
ma ban nén tim .
doc. (Attention)

Chi tiét —

(Detail)

Xuit sic —

(Excellence)

Diéu nay thyc sy phu thudc vao chit lugng clia quin 1y va gidm sat:
thuc hién cong thitc chat lugng nhiim thda min khich hang 1a nhiém
vu clia ngudi quin 1y,
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3.2

Cam k&t - nhém chi ¢§ thé cam két thda min khich hang néu cap
quan 1§ thé hién ro cam k&t clia chinh ho véi vin dé nay.

Kha ning 1 thi€t y&u: nhan vién phai c6 cic k¥ ning cin thiét dé
dat dude chufin muyc, dit ho tham gia sdn xuit sdn phdm, cung cdp
dich vu hay tryc ti€p giao dich vdi khdch hang,

Cén dit ra cdc chudn muc va do ludng ching, nhd d6 tdt cd
moi ngudsi déu bift muc tiéu 1A gi va cin phai lam gi thém &€ dat
duge chuin muc.

N&u viéc trao d6i thong tin gita cdc nhi quén 1y, gita quin ddc
v3i nhan vién khéng dudc thyc hién mdt cdch thoa ding thi s&
d&n d&€n nhitng hi€u 1Am, sai pham va khong théa man. Khéng ai
c6 thé tao ra dugce sin pham chat lugng irong nhitng diéu kién nhu
viy.

Quan tam dén tiing chi ti€t chi ra sy khdc biét gita nhitng ngudi chi
n6i vé théa man khich hang vdi nhitng ngudi thye su cam k€t thuc
hién d€ thanh cong.

Xudlt sdc 12 k&t quéa dat duge néu ching ta thyc hién theo cong thirc wrén.

Cam két

Ban Giam dfc cong ty TNHH Hoang Gia da quyét dinh phuong phép dbi
phd voi thi trudng canh tranh cang ngay cang khdc liét 1a “chim séc
khach hang t6t hon”. Ho yéu cdu Giam ddc digu hanh ti€n harh chi
trudng nay va Gidm déic didu hanh da dé nghj trudng phong nhén sy 1ap
k& hoach 18 chic mot chuong trinh hudn luyén ¢cham sé¢ khach hang cho
nhan vién, Giam ddc nhan sy thdo ra mjt sd quy tdc chdm stc khach
hang va dua cho cdc trubng cdc phong ban, d& nghi hg nhidc nhd nhan
vién clia minh chi ¥ d&n nhiing quy tic mdi. Sau dd, c6 mdi mdt giang
vign d&n néi chuyén ngdn gon vdi nhan vién vé chl dé nay.
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Thuc hanh 38 6 phut &

K&t qua thu duge tir chuong trinh rat han ché. Theo ban nguyén
nhin 1A gi?

N€u nha quin ly cho riing cdc chudng trinh chim séc khach hang chi
la viéc clia cip dudi thi ho dd mdc mdt sai 1Am nghiém trong. Cham
s6c khdch hang phai bdt ré trong vin hod cla doanh nghiép va né
doi hdi toan bd doanh nghiép cling xem xét lai thai d6 cia minh. D&
¢6 hi¢u qua, mdt chuong trinh chim séc¢ khach hang phai:

bit diu & cap cao nhat;
c6 sy tham gia cla tdt cd moi ngudi;

c6 su cam k€&t hoan toan ciia tat ca cic cip quan 1.

Kha ndng (ndng luc)

Khéng c6 ai sinh ra ma da c6 sin khd niang théa man khdch hang.
T4t ca ching ta déu phdi hoc nhitng ky ning cin thi€t, ching han
nhu:

ky ning st dung thi€t bi vin phong ding din;
ky ning lam sach vin phdng v6i mdt chudn muc chip nhin dudc;
ky niang chuéin bi mdt bdo cdo trong thdi gian yéu ciu;

ky nang dé x& 1y nhitng than phién cia khach hang v6i cung céch
ding muc.

Kinh nghiém cho chiing ta thdy nhitng ngudi c6 ning lyc cao trong
cong viéc thudng cdm thdy ty hao véi cong viéc clia ho va do vy c6
nhiéu kh4 ning hon trong viéc cung cip dich vu chat lugng.

Diéu nay cho phép ching ta k&t luin: chdt lugng chim séc khach
hang phu thudc vao ning lyc cia nhin vién va dao tao.
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3.4

Thuc hanh 39 5 phit &

Ban cin thuc hién nhitng budc gi d€ ting cudng ning lyc cia
minh va cia nhém trong viéc cung cip dich vu chit lugng tot
hon? C6 ging néu it nhit hai budc.

- -7 e
C6 thé ban mudn:

hoc thém, c6 1& 1a bao gdm ca viéc hoc d& trd thanh ngudi huin luyén
hiéu qua hon;

dé nghi v6i ngudi quan 1y truc ti€p hodc vdi bd phan dio tao cia
doanh nghiép cung cip nhiéu khéa huin luyén hon cho nhém ciia ban;

tim cdch d€ nhin vién ti€p o truc ti€p véi khach hang nhiéu hon,
qua d6 ho cé thé hi€u 16 hon nhu ciu clia khich hang;

tao diéu kién cho nhan vién chiu trich nhiém nhiéu hon véi chat lugng
clia sin phim hoic dich vu ho cung cap.

Cac chudn muc va van dé théng tin

Dé€ tao ra nhitng sidn phdm hoic dich vu chit lugng cao, théa min
mong mudn clia khiach hang, nhan vién can phai biét:

nhitng chuin muc ho phéi dat;

ho dang d4p tng dugc cdc chuan myc ndy & mitc d6 nao;

cong viéc clia ho 4nh hudng d€n nhitng ngudi khdc nhu thé nao.

D& ra cdc chuidn myc thi khd d& dang nhung d€ ddm bio 1a nhin vién
hi€u va thirc hién dugc thi ddi hdi phai ¢ su truyén dat 16 rang.

Truyén dat khong chi 1a viéc cdc nha quan Iy phai dva ra nhitng chi
din rd rang. Truyén dat cdn c6 nghia 1a ngudi quin 1y phdi ling nghe
nhirng gi nhdn vién ndi, va do d6 cd hai bén ciung dat dugc mdt
su hi€u bi€t chung vé su viéc.

Truyén dat 1a mdt qud trinh hai chiéu, va nén 13 mot qud trinh

lién tuc. Nha qudn ly phdi thudng xuyén gidm sdt hiéu qud cong
viéc va cung cdp théng tin phin hdi.
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Nha quanly

cac chudn my

cdc chi tiéu
thong tin phdn hdi
vé hiéu qua
cong viéc

cic két qua
cic khé khin

cdc dé nghi
cédc ciu hoi

Nhén vién

Thuc hanh 40 3 phit 3

Hiy néu tén ba nhém ngudi cin trao ddi thong tin v6i nhau vé
chi't lugng dich vu cung cdp cho khdch hang.

Khich hang, cic nha quén 1Y v nhén vién thic hién cong viéc déu
cin trao d6i thong tin vé chit lugng. C6 thé ban ciling di néu ra nhitng
nhém khéc nhu cdc nhin vién ban hang, phong hd tr¢g khach hang,
phong ki€m so4t chit Iugng, va nhiéu nhém hay c4 nhin khac.

DU nhitng ngudi ¢6 lién quan 1a ai, viéc trao ddi théng tin can
phai thyc hién hai chiéu.

Thuc hanh 41 4 phat &

Néu ra hai hoic ba loai thong tin ma ban cin truyén dat cho
nhin vién cia minh vé cdch dat dugc dich vu chit lugng cao
va thod min khdch hang trong mét cdng viéc cu thé.

Ciing nhu trong nhiéu khia canh cong viéc khdc, cdc nha qudn
Iy ciAn ddm bdo ring nhin vién cia ho hiéu:

m cong viéc doi héi gi;

m  khich hang la ai, du 1a khach hang ndi bd hay khach hang bén ngoai;
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3.5

k€t qud cong viéc cin dat 1a gi;

edéng viée phdi dugc lam nhy th€ nio;
khi nao phdi hoan thanh céng viéc;
tai sao ¢in phdi lam viée dé.

Trong thyc t&, khi ban nghi vé cOng viée, tit ca nhitng théng tin
ban mudn truyén dat déu lién quan dén chit luong, béi vi dé thda
min khdch hang, céng viéc phéi:

dude thyc hién diing;
hean thinh ding han;
lAm hodn chinh.

N6i cdch khdc, cidn phdi thic hién cdng viéc sao cho thod min
tit ¢ nhifng mong mudn cda khdch hang.

Cha y dén chi tiét

Thda man khdch hing toan dién khdng ty nhién ma cé. Piéu d6
ddi hdi phdi suy nghi va 1ip k& hoach k¥ ludng, phai ki€m so4t
cdn than cdc quy trinh va cdc chifc ning.

Hoach dinh chi€n luge thudng 13 cong viée cha cdc nha quin Iy
cao cip. Cdc k€& hoach chi ti€t cling v6i nhiém vu ki€m sodt nhan
vién dudc giao cho cdc nha qudn 1y thip hon va cdc trudng nhém,
vd ddy 13 linh vyc doi héi phdi tip trung vao chi tiét.

Du ban cé tdm huy&t dén mifc nao, va dit ban ¢é nhitng ¥ dinh
tot d€n dau, chi ¢ su quan tdm &€n chi tiét mdi:

khi€n cho sin pham hodc dich vu ciia mdt doanh nghiép duge ddnh
gid cao hon sin phdm, dich vu cla cdc d6i thd canh tranh;

tao ra nhitng khdch hiang 14u bén va trung thanh nhit,

d6ng ddu chdt lugng 1én nhitng céng viéc mi ban 1am.

Cac budc thyc hanh d€ théa man khach hang

Nhédn lyc 1d ngudn Jyc quan trong nhi't cia moi doanh nghiép,
va nhu chiing ta vira phén tich, tdt cd cdc van dé vé chit lugng
va thda midn khdch hing déu phu thudc vao viéc nhdn vién cé
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Thuc hién cham séc khdch hang

thuc hién 5t cong viéc khong. Mot van dé ndi com ma moi nha
quan 1y déu phai d6i mit 1a 1am sao d€ tao dong luc cho nhin
vién d€ ho thuc hién cong viéc dat tiéu chudn yéu cau.

Déng luc lam viéc

Tao dong luc lam viéc khong phdi 1a mét viéc don gidn bdi vi
ngudi ta khong giong nhau, nhitng gi 1a dong lyc cia mdt ngudi
nay khong hin 1a dong lyc clia mot ngudi khdc. Tuy nhién cd
kinh nghiém thyc tién 1in k€t qui nghién cifu trong nhiéu nim
di chi ra mot vai céch tao dong lyc cho nhian vién khd hiéu qua
trong khi nhitng cdch khdc thi khong. Mot vai cdch c6 vé nhu rat
hitu hiéu nhung thyc ra lai hoan toan phan tic dung, nghia 1a lam
gidm déng lvc. (ban cé thé tham khdo cubn Tao déng luc lam
viéc d€ bi€t 16 hon vé cédc cdch tao dong luc lam viéc)

Thuc hanh 42 4 phut &

Ban sé& ddnh gid nhu th€ niao vé cdc phuong phip tao dong lyc
lam viéc cho nhan vién dudi day?

*

Téi danh gia phuong phdp nay la: Tét Tam  Kém

duge
m Tra thém tién cho ho khi ho lam O |
thém viéc
m Guong miu — tf dit cdc tiéu chuin O O O

cao cho minh d€ moi ngudi noi theo.

m La ming va de doa nhin vién khi ho O O hE
1am viéc khong hiéu qua.

= Biéu duong trudc tip thé vé nhitng O O O
nd luc va nhitng thanh tich xuét sic.

m Diit cdc chi tiéu cong viéc ¢ ¥ nghia a O O
va kha thi. by

» Xiy dyng tinh thin ddng d6i bing cich
coi cdc khé khin ciing nhu thanh cong O O ]
la clia ‘chiing ta’ chif khong phai la
cia ‘ban’ hay cia ‘t6i’.
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Co mét nguyén
téc don gidn khi
biéu duong va
khi phé binh:
bi€u duong trutic
tdp thé, phé
binh kin dao.

80

m T3 ra la ban quan tdm va tin tudng O O O
vao nhitng céng viéc ma nhém
dang thuc hién.

m Cho phép nhéin vién & moi vi tri tu O O O
gidi quy€t cdc khé khin cia ho chi
khong dp dat cdc gidi phdp tir
trén xudng.

Hay so sénh cdch dénh gid cia ban vdi cich danh gia sau.
Tra thém tién cho nhin vién khi ho 1am thém viéc

Tién la mot y&u t6 tao dong lyc nhung né ¢6 nhiing han ché. Nhan vién sé
nhanh chéng quen véi viéc thu nhap clia ho ting 1&n va din din no sé
khong con la dong Iyc thic ddy ho nifa. Diéu nay d& dang xay ra véi cc
phén thudng khich 18, ma cudi cling c6 khuynh huéng trd thanh mot phan
luong. Viéc nay c6 thé din d&n nhilng vdn dé tdi t& hon — nhan vién cam
thay khd chiu khi khong ¢ tién thudng vi mot Iy do nao dé. Tién c6 thé da
dang trG thanh mdt y&u to 1am nguoi ta that vong hon Ia tao dong luc; vi vay
t0i danh gid phuong phap nay 1a ‘tam dugc’.

Guong mau — ty dit tiéu chuén cao cho minh d€ nhitng ngudi khac
noi theo

Toi danh gia phuong phap nay la ‘t6t’. Ban khong thé chd doi ngudi khac ap
dung nhiing tiéu chudn cao hon tiéu chudn ban dit ra cho ban than minh.

La ming va de doa nhan vién khi ho 1am viéc khéng c6 hiéu qua

Phuong phép nay c6 thé tao ra nhiing anh hubng hoan toan trai véi diéu
ching ta mong mu6n bdi vi nd 1am nhan vién oén gian. Day la mot phuong
phap tao dong lyc lam viéc ‘kém’.

Bi€u dudng tréc tap thé vé nhitng nd Iy va nhitng thanh tich xuat
sdc

Bi€u duong t6t hon khién trach nhidu, dic bit I3 khi viéc nay dugc lam trudc
tap thé vi vay toi danh gia day la mot phuong phap t6t. Ngay ci mot Ioi
don gian nhu ‘cdm on’ hay ‘t6t Idm’ cling c6 thé dem d&n nhiing k&t qua
tuy8t vai.



4.2
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bt cdc chi tiéu cdng viéc ¢é ¥y nghia va kha thi

Péy cling 12 mdt phuong phap xtng dang duge danh gid t&t. Cac chi tidu
kha thi khi€n nhan vién c6 mdt cai gi do dé nhdm tai va ho hiéu rd nhiing
gi duge y8u cau.

Xay dung tinh than dong ddi biing cdch coi cic khé khin ciing nhu
thinh cong 1a cta ‘ching ta’ chit khong phai la clla ‘ban’ hay cla ‘1oi’
Cdc nha quan Iy, quan ddc hay trudng nhém duong nhién phai 1Am viée
nay. D6 1a mft cach co ban dé tac ra mbt nhdm nhan vién 1am vidc vdi
nhau vi mét muc dich chung. Vi vdy phuong phap nay dugc danh gia ‘t6t’.
T6 ra 1a ban quan tdm v tin tudng vao nhitng ¢dng viéc ma nhém
dang thuc hién

Béy 12 mt thanh phan rat co ban clia phuong phap linh dao 1t va cling ¢6
hiéu qua trong vigc tao dong lyc lam vidc cho nhin vién, Toi danh gia
phugng phap nay la ‘6t

Cho phép nhdn vién 8 moi vi trf ty gidi quyét cdc khé khiin cla ho
chit khdng dp dit cdc gidi phdp tir trén xubng

Tai cho rdng day 1a mét phugng phap 16t Mat quan doc co thé lo lang khi
ap dung phuang phdp ray nhung kinh nghiém cho thay day 12 mot phuong
phap hltu higu dé tao dong Iuc Jam viéc cho nhan vién.

Huy ddng cdc ky nang va kién thic cda nhan vién

Nhiéu nha quén 1§ cho ring nhin vién ciia ho ludi bi€ng va khong
thich cdng viéc cia minh, do d6 dé khi€n he lam viéc t8t thi phai
thuding xuyén dén déc. Nhumg quan di€m nay thifc sy s& tao ra mot
vong ludn quén: nhitng nhin vién bi d&i x& nhu vay sé lam viéc mot
cdch khéng hiéu qua hodc thy ddng bdi vi ho cdm thdy ho bi danh
gid thdp va khong phit huy duge nang lyc cda minh va vi ho khong
bao git ¢6 co hdi &€ néi hodc suy nghi theo ¥ minh.

Mot van dé gidng nhu tinh hudng khé khin § cong ty Hung Phit
(trang 72) minh hoa cho diéu nay. Nhin vién tnre ti€p thue hién
cong viéc lubn bi€t 15 vé ban chdt va nguyén nhin cia cdc vdn

dé lién quan dén cong viéc nhung khong ai hdi ¥ ki€n ho. Trong

tinh hudng dé ho cling khéng ty nguyén déng gép ¥ kién. Thong
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thudng ho ¢6 thé€ d& nghi mdt gidi phap nao dé nhung don gidn
1a ngudsi ta khong cho ho thdi gian hodc sy khich 1& d€ nghi vé
diéu d6.

Tai sao khong d€ nhitng ngudi nay Ién ti€ng? Hay (6t hon 1a @€
cho ho cling nhau nd lyc tim ra gidi phdp cho nhitng van dé ma
ho dang gip phdi?

Didy la cich ma nha gudn 1y cda Hung Phat dd lua chon:

Khi nhan dugc thong tin phan hai tit cac dai Iy va khach hang, Hung Phat da
quy&t dinh tridu tap ngay mot cudc hop gdm ban quan 1y, nhan vién ky thuat
Va C&c cong nhan lanh nghé. Gidm dgc trinh bay 1o vé cac vin dé xay ra doi
vi hé thdng dién clia xe dap dién va nhiing viéc nay anh huling nghiem trong
nhu thé nac dén hoat déng clia doanh nghigp. Giam dac dé nghi moi ngudi
dong gop v kién dé giai quyBt cac truc tric nay. Cac nhan vién ky thuit cho
rang nguyen nhan 13 & khau [Ap rép hé thdng dign va dung cu sac binh. Cac
cong nhan thira nhan rang khi 1dp hé thiing dign c6 mat vai thao tac khd ma
cac cdng nhan mdi o thé lam khang t4t, ngoai ra cd modt gioang nhd § chd
cbng tdc clia dung cu sac binh rat d& roi ra néu khong chi y.

Cudi clng nhom quyét dinh:

Huin fuyén thém cho cdng nhan méi vé cach thye hién cac thao tic kho
khi lip rap hé théing dién;

Y&u cau cdng nhan ki€m tra kj IuBng v vi trf glodng trudc khi han dung
cu sac;

T8 chic lai quy trinh ki€m tra chat lugng.

Céc doanh nghiép dit ‘s ménh’ “Chdr lupng Toan dign” thuiing 4p
dung phudng phéap nay, biing cich td chitc nhém qudn Iy chét luigng,
D¢ chinh 13 nhitng gi vira bdt diu thyc hién 3 Hung Phat, mic di ho
con chua dat cho nhém dé mot cdi tén dic biét v cho dén bay
gid nhém dé méi chi hop mét 1an.

Nhung n€u gidi phdp ma nhém dua ra [3 5t thi ddy c6 thé sé ud
thanh mét Nhom thoa man khdich hang thudng truc!

Ban nén tao di€u kién d€ nhan vién tham gia thao luén vé& chit lugng
v vin dé chiam séc khdch hang ciing nhr im ra gidi phdp cho cde
vin dé& cla chinh ho. Tuy vay, khi thi&t lip nhém quén 1§ chat lugng
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hodc nhém thdéa man khach hang chinh thifc hay nhé ring ban khong
nén cd 14p nhém nay. D€ thuc sy c6 hiéu qui, cic nhém nay cin cé
su cam k€&t va hd trg clia toan bd ban gidm d6c: do dé trude tién
ban nén thio ludn y tudng v6i cip trén clia ban.

Van héa cham soc khach hang

D€ k&t luan cho phin nay ciing nhu cho cudn sich hay nghi vé& ‘vin
héa’ chim s6c khdch hang ctia phdong ban va cla toan doanh nghiép.

Thuc hanh 43 4 phit 3

D€ ddnh gid dugc vin héa chim séc khdach hang cliia phong
ban va nhirng phong ban khdc trong doanh nghiép hay trd 15i
‘c6’ hay ‘khong’ cho mdi cdu hdi sau.
Trong Trong
phong ban  doanh nghiép
C6 Khong C6 Khong
m Tu ‘khdch hang’ ¢6 dudc nhic a O O O
dén thudng xuyén khong?

m Cédc cdp quan Iy c6 mot sy quyét O O SRS TN
tdm ro rang vGi viéc chim séc
khéch hang khéng?

m Nhin vién c6 cdm thiy thodimai O ] e
khi thdo luin vé chdt lugng dich vu
khach hang khong?

m Nhin vién c6 duge khuyé&n khich O O O O
d6éng gép y ki€n ning cao chit
lugng dich vu khong?

m Cédcnhd qudnly vd qudndéccs 0O O o e @
lam guong cho nhin vién bing
céch dit tiéu chuin cao cho
bén thin khéng?

s Nhéin vién c¢6 dugc bi€t cdc thongO O O a
tin vé sy théa min cling nhu mic
d6 khi€u nai cda khdach hang khéng?
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“Chadm soc khach
hang phai bt ré
trong van hoa va
niém tin clia cdng
ty. Ta khong thé
dp dung chim
soc khdch hang
nhu mgt gidi
phép tinh thé.”

Andrew Brown
(1989), Qudn trj
cham sdc khdch
hang

m Cidc tiéu chudn va chi tiéu cho 0O O O O
cdc khia canh cla chat lugng va '
dich vu khdch hang c6 dudc dé
ra rd rang khong?

m Khi c6 van dé xdy ra nhan vién c600 O Bl B
hgp tdc cung nhau tim cdch gidi '
quy€t thay vi ¢6 gidng thanh minh
hodc d8 18i cho ngudi khac?

m Hé théng ddm bio chit lugng O O £
¢6 linh hoat va ¢6 thé thich dng
véi cdc tinh hu6ng méi khong?

m Thudng nhan vién c6 cdm gidcty O O Il O
- hdo vé nhitng viéc ma ho dang
lam khong?

Cang c6 nhi€u cdu trd 18i ‘c6’ cang chitng 6 ring vin héa chim séc
khdch hang & noi lam viéc ctia ban 12 t6t, va cang c¢6 nhiéu kha ning
ban dit sy thda man khdch hiang toin dién thanh mot van dé rat
nghiém tic.

N&u ban cdm thdy trong linh vuc nay ban va nhan vién cla minh da
dat tiéu chuéin cao hon nhitng ddng nghiép khac, hiy & ging duy tri

viéc tot: tim guong ctia ban c6 thé truyén cim hing cho nhitng ngudi
khac!

Hay ty danh gia 4 12 phitS
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Nhan xét mét cdch ngdn gon vé cdc y ki€n dudi day:

Chi duy nhat cdp trén tryc ti€p clia ban mdi c6 thé néi v6i ban mot
céch trung thyc vé& nhitng khi€m khuyét trong viéc chim séc khach
hang cta ban.



Thie hién chdm soc khdch hang

Khdch hiang luén luén ding.

Chuong trinh cham séc khdch hing cin phéi bit ddu tir cip cao nhat.

Truyén dat thong tin c6 nghia 13 ddm bdo ring doi ngi nhan vién
bi€t ho phdi lam gi. V& co bin né 13 qud trinh mot chidu.

Tét ci cac van dé cham s6c khich hang lién quan dén phim chit ca nhén,

Dién tir thich hgp vao chd tréng d&€ cau ¢ y nghia:

Chudng trinh chim sé¢ khdch hing sé khong ¢6 hiéu lyc néu
................................................. khong hoan toan cam ké&t.

N&u khéng ¢é nhitng tiéu chudn thich hgp thi khéng ai cé thé

Nén d€ cho nhan vién ¢6 nhiu ..o .. hon dai
v3i chat higng cla sin phim vﬁ dlch vy ho cung cip.

Nhirng tinh hu6ng sau s& din dén vin dé gi?

Cap trén khong dua ra céc chinh sich cham s6c khach hang ddng dén:
VAN DE ettt e s

Cic quan déc khong guong mau trong viée chim séc khach hang
VAN DE .

Nhin vién khéng chim séc khdch hing ding chudn myc
VAN BE

Ban ¢6 thé tham khdo cdc cdu trd 19i & phin cudi cudn sich.
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Thuc hién cham séc khdch hang

6 Tom tat

m Khong nén ty man véi chit lugng dich vu chim séc khich hang
ma ban cung cip, hiy nhé ring:

= khong c6 doanh nghiép nao hoin hio;
= nhu cdu cla khich hang lu6n thay déi.

m Cich duy nhit d€ bi€t chic khach hang d4nh gia chit lugng dich
vu ban cung cdp nhu th€ nao la hoi ho.

m Trong ca linh vyc sédn xuat sdn phdm va cung cdp dich vu, cong
thitc chat lugng 1a mdt cong thic hitu hiéu d& dam bio chit lugng
dich vu va théa man khach hang toan dién:

Cam két e

(Commitment)

Khd ning PHEIL

(Abilities)

Chuin muc i

(Standard) Sdn phim va Théa mian
Trao ddi thong tin dich vu chat khach hang
(Communication) lugng cao todan dién

Quan tim
(Attention)
Chi ti€t 8
(Detail)

Xuit sic ket

(Excellence)

m Thuc hi€n chdm séc khich hang phy thudc vao khd ning cia
cdc nha quin ly cdp cao trong viéc tao dyng mot viin héa chim
s6c khach hang:

= n6 phdi bdt diu tir cidp cao nhit;
= tdt cd moi ngudi trong doanh nghiép déu phéi tham gia;

= tat cd cdc cdp quin Iy déu hoan toan quy&t tim.
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Thuc hién cham séc khdach hang

= D& tao ra céc sin phim va dich vu chat lugng cao va thda man
mong mudn clia khich hing moi ngudi trong doanh nghiép cn biét:

= cdc chudn myc ma ho cin phai dat 1a gi;
» ho dang ddp ng cdc chuin myc nay c6 t6t khong;
= cOng viéc cia ho Anh hubng dén nhitng ngudi khic nhy the nao.

m Trong cdc phong ban, d€ thda man khich hang toan dién thi diéu
c6t 161 1a ngudi lanh dao phdi c¢6 nhiéu kinh nghiém din
ddt va phdi 12 mot tim guong cho nhin vién noi theo.
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Thiee hién chdm soc khdch hang

7 Suy ngam

—1 By gid ban danh 5 phit d€ suy ngim nhirng vin dé vira nghién cifu
42! vi nghi xem ban s& 4p dung chiing vao thyc & cong viéc cia ban
) nhir th€ nao? Hay vi€t ra nhitng suy nghi cia ban:

Pt TN
AlTHt da hoc duge. .. \

- S P —

D _
oS- — e
T ___/I T
\ Ap dung diéu d6 & cong viée nao? \
/ ........................................................ N
L et st e /J'
\RE% __Pfx/

YT TN
/ A! Téi di hoc dude... >\
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Panh gia két qua

1 Kiém tra nhanh

é."}},

Ciu héi |

Ciu hoi 2

Ciu hoi 3

Ciu hoi 4

Ciuhdi 5

Cau hdi 6

Cau héi 7

Cau hdi 8

Trd 18 cdc cau hdi vé Chdm séc Khdich hang dudi day:

Binh nghia th€ ndo 14 “mot khach hang”.

Khich hang ¢6 quyén Iya chon 1a vi hai diéu. Mot 12 stc mua cia
ho, diéu thit hai 1a gi?

Hoan thinh cdu sau: N&u khong phéi 1a ban dang phuc vu khich

Khéch hing clia mét trudng dai hoc bao gdm sinh vién, phu huynh
vd nhifng ai nita?

C6 ba nhém y&u t8 thda min khach hang. Y&u t8 con ngudi, y&u
t6 tién 1gi va y&u & thi ba 1a gi?

Trong ba y&u & théa min khich hang, y&€u 8 nio cdn thuc hién
trudce tién?
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Bdnh gid két qud

Cauhdi 9 MG&ilién hé gita chim sé¢ khich hang va marketing la gi?
Cau héi 10 Ba yé&u t8 cd ban (ABC) clia dich vi & mdi ¢4 nhin la gi?

Céu héi 11 Hoan thanh ciu sau: khi gap khdch hing tit cd moi ngudi déu

phéi..

Céu hdi 12 Tai sao trao d8i biing mit khi gip g8 véi khich hing lai ri't quan
trong?

Cau héi 13 Chi duy nhit mdt ngudi c6 thé cho ban biét ban ¢ dang thuc su
thda min nhu cdu clda khdch hing khéng. D6 1a ai?

Céu hdi 14 Moi chudng trinh chim séc khach hing déu phai bit ddu tir dau?

Cau héi 15 Dicu quan trong nhit ma ngudi ta cin phai biét tnrée khi ho ¢6
thé€ thuc hidén chiim sée khdch hang theo dling chudn muc la 2i?

Ban ¢6 thé tham khdo cdc cau trd 1 & phan cudi cudn sdch.

2 Bai tap tinh hudng
& Nghién citu finb hudng dudi diy vi trd 18i cdc cau héi & bén dudi ra
: mot t3 gidy riéng.
Ong Chi la k€ todn trudng clia mot cong ty phin phdi hiang tiéu ding
CBA ¢6 hé thdng phan phdi bao gbm 400 dai 1y trdi rong trén toan
qudc. Cong ty ¢6 5 chi nhdnh phu trich viéc giao dich, bdn hang va
giao hang cho cdc dai ly trong khu vifc minh phu trich. Hang thing,
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Ddnh gid két qud

cdng ty ludn phai thyc hién viéc ddi chi€u cdng ng véi cdc dai 1§ dua
trén s8 1iéu ban hing gifi vé tr cdc trudng chi nhanh, T4t ca céc s&
liéu ban hing dugce k& todn chi nhdnh nhidp vio trén phin mém ex-
cel vd glti v& tru s& chinh cia cong ty d€ xir Iy, B6 phin k€& todn tai
tru s& chinh cila ¢dng ty nhip lai cdc s§ lidu bdn hing vao mot phin
mém k& todn d€ theo dodi cong ng va in ra cdc bang d8i chi€u cong
ng gui d€n cho cde dai Iy vio ngdy cufi mdi thing.

B0 phén theo d6i cong nd ludn ludn bi qud tai vi cdng viéc qud nhiéu,
va tf 1€ bod viéc clia cdc nhin vién phong k& todn rit cao. Ong Chi
dugc quyén tuy€n cde nhan vién thdi vu d€ 1am viéc vio cdc thing
cao di€m, nhung hiu hét cdc nhin vién thdi vu déu khéng c6 kinh
nghiém trong viéc nhip va xit 1Y s& liéu trén phin mém k& todn cla
cong ty. Diéu nay 1am cho cidc Ban P8i chi€u Coéng ng véi dai Iy
thudng xuyén bi sai sét vi Phong K& todn bi cdc dai 1§ goi dién than
phién rit nhiéu. Ong Chi phai ¢ ra mdt nhan vién ¢6 kinh nghiém
nhit d€ x Iy céc cude goi than phién ciia khich hang v& sai s6t clia
Ban D61 chifu Coéng ng. C4c nhin vién Phong K& todn thudng xuyén
bi qua tdi va gdt gdng vdi moi ngudi. Uy tin v& ‘chim séc khich hing’
cha Phong K& todn va cong ty CBA tré nén rit kém, va dng Chi khong
difa ra dugc gidi phdp ndo dé€ ning cao uy tin cia Phong K& todn vé
vin d€ d6i chi€u cong ng. HAu hét cdc sai sét vé cong ng khach hang,
theo 6ng Chi, 1 do cdc chi nhanh bdo cdo s liu ban hiang tré hoiic
sai s6t. Ong Chi cho rling cdc khach hang khdng nén qud lo ling vi
Phong K& todn ¢6 thé ditu chinh sai s6t va bdo lai s§ ding vio k¥
théng bdo thing k& ti€p. Ong Chi ciing cho ring cic khdch hing et
lam to chuyén vi cdng ty mdi chinh 12 ngudsi phdi lo ling vé cong ng
khdch hang, chi? khong phai la cdc con ng — cdc dai ly.

Gidm dée diéu hanh cdng ty di dé nghi 6ng Chi cho nhan vin xit Iy
cdc cude goi than phién cong ng tham du mdt khéa hoe vé ‘k§ ning
chim s6¢ khdch hiang’ v 6ng Chi ciing dang c¢in nhic diéu nay.

Tinh thé cla 6ng Chi rdt 1a khé khan. Ban s& x Iy khé khian nay nhu
thé nio? Hay trd 15i cdc ciu hdi sau:

Van dé then chdt nhat cia tinh hudng nay la gi?

Ban ¢6 thé cho bi€t nguyén nhin clia cdc sai s6t trong viéc ddi chi€u
cong ng cla cong ty CBA?
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Bdnh gid két qud
3 Ban ¢6 khuyén &ng Chi nén géti nhan vién x( 1y than phién theo hoc
mét khéa huin luyén ‘Chim séc khich hang’?

4 Cin phai Jam gi d€ khic phuc cdc sai s6t v& d&i chi€u cbng no &
cong ty CBA?

- i 2 - s ogagr 3 & a4 . r
Ban ¢6 thé tham khédo cdc ciu tra 19i & phin cudi cudn sach.
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Tom luge va suy ngam

1 Tém lugc va suy ngdm

Biy gid ban di doc xong cudn sdch nay, chic 13 ban da hi€u ro hon
rat nhi€u vé bdn chi't cha viéc chim séc khdch hang va tai sao né lai
quan trong. Quarn tim d€n khach hang khéng thé 12 mét trao luu nhit
thdi gidng nhu mot vai § twdng quan 1§ ma ngudi ta lam rim rd nhung
sau d6 mot vai nim thi quén mat. Nhitng ngudi quan 1¥ xuit ching
trong nganh cdng nghiép sén xudt hodc dich vu, nhu César Ritz, cho
ring: “Khdch hang khong bao gidf sai”, thiu hi€u ring thanh cong
trong nganh céng nghiép dich vu (ching han nhu cic khich san cfia
tap doan Ritz Carlton) hoan toan phu thudc vao kha ning 1am théa
man khich hang.

Céc doanh nghiép khéc sau d6 mdi nhén ra duge di€u ndy, nhung
cdc chuyén gia vé quin 1y cla My d4 bit ddu thue hign c4c chudng
trinh chim séc khach hang it nhat 13 nim muoi nam trude, va cudi
ciing c4 thé gidi da nhin ra diéu nay. Trong nhitng nim gin diy ngay
cd cac té chite phi 1gi nhuén ciing bit ddu thite hién “chim séc khich
hiang”.

Thire € 12 trudc diy rit nhiéu doanh nghiép, dic biét 1a cdc doanh
nghiép sdn xudt vd khu vyc nhid nudc — di titng c6 thé ton tai ma
khéng phai o 1ang nhiéu xem khach hang ctia ho nghi nhu thé nao
vi khich hang ciing ching c6 cd hdi lya chon nao khic.

Su khde biét 16n cho doanh nghiép trong nén kinh t& thi trudng 1a
canh tranh ngdy cang trd nén khéc liét. Cdc doanh nghiép phéi canh
tranh gianh khdch bang bing moi phuong tién ma ho ¢6. Chim séc
khdch hang 1a mt trong nhitng diéu ma cé thé dem dé€n 1oi the canh
tranh chd yé&u.

Ciing lic d6 cdc chinh phil ciing nd liyc dé€ dwa 4p luc canh tranh vio
khu vyc dich vy c6ng. V&i mdt ‘viin héa khach hang” ngdy cang 16n
manh, di€u ndy ciing s& tao ra sy thay ddi thai do phuc vu & khu vuc
doanh nghiép nha nudc.

Biy chinh 1a nhitng co s& cho cdc muc dich clia cudn sich nay.
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Tém lugc va suy ngdm

94

Muc dich thit nhat Ja:

Khi ban doc xong cudn sich niy ban sé ¢6 kha ning t&t hon
déxdc dinh khdch hiang ciia minh, ¢4 khdch hang ndi b va
khich hang bén ngoii.

Ching ta da tim hi€u v& khdch hing, bao gdm cd khdch hing
bén ngodi va khich hang ndi b6 va biét ring khdng chi cdc doanh
nghiép ma ngay cd cdc t6 chic phi lgi nhun ciing ¢6 khdch hang.

Tat c& moi ngudi déu hojc 1a tryc t&p phuc vu khdch hang bén ngoai
hodc 12 phyc vu khdch hang ndi bs. Nhidu ngudi phuc vu ¢i hai.
Bi€t khach hang clia minh 14 ai — vA nhin nhén ho 1a khéch hang
cla minh - 12 bude ddu tién d€ ddp ng nhu ciu clia khich hang.

Khdch hang cia ching ta 12 nhitng ngudi ching ta phuc vu du
ho 12 ngudi ngoai hay phin vién cha doanh nghiép, va di ho cé
trd tién cho dich vy cla chiing ta hay khéng.

Ban hdy xdc dinh hai nhdm khdch hang ndi bé cta minh va c6 gdng
phuc v ho nhu mor khdch hang bén ngoai

Muc ti€u thit hai la:

Sau khi doc xong cudn sich nay ban s& cé kha niing t6t hon dé
gidi thich ¥ nghia va tdm quan trong clia vig¢c chiim séc khach hang.

Cdc doanh nghiép ludn chiu 4p luyc phdi chién thing cac d6i thi canh
tranh, céc t8 chitc phi 16i nhudn ciing phdi chiu sifc ép tit phia Chinh
phi, cdc nha tai trg va khdch hang. Khong thda méin nhu ciu ciia khich
hang s& de doa si t6n tai ciia doanh nghiép va cdng dn viéc lam cla
nhin vién.

Chim s6c khiach hang gidp doanh nghiép duy e khach hing dang
¢6. Diéu nay rdt quan trong bdi vi giit mdt khach hang dang c6 1a
mudi lin dé hon vd mudi ldn ré hon so véi viéc chinh phuc dudc
mot khich hing méi d€ thay thé.

Hay gidi thich cho nhdn vién cia minh tqi sac khdch hang rdt quan
trong ddi vdi doanh nghiép ban?



Tém lugc va suy ngdm

Ban can phdi ¢6 khd ndng thuyét phuc nhén vién rdng sy thanh
cong cila doanh nghiép va tuong lai cia nhdn vién phy thudc nhu
thé nao vao khdch hang. Hdy viét ra nhitng ¥ chinh ma ban mubn
noi vdi ho.

Muc tiéu th ba 1i:

Khi doc xong cudn sich niy ban sé& c6 kha nang tot hon d€ méd
ta cdc nguyén tic Wng xi¥ trong cdc tinh hudng ti€p xidc vdi khdch
hang,

Chiing ta d3 xem xét ba y&u (8 co ban cla dich vu 13 Thdi d6, Hanh
vi vd Ndng lyc. Trong moi tinh huéng ti€p xiic v6i khdch hang, nhin
vién clia doanh nghiép phéi thyc hién 8t ba y&u (& trén. Nhin vién
phdi ton trong khéch hang, coi ho 12 nhitng ngudi quan trong nhat va
thod min nhu cdu cda ho la nhiém vu hang diu.

Chiing ta ciing d3 rit ra mot s8 nguyén tic tng x{ khi gap g& va chio
hdi khich hang cling nhu khi néi chuyén qua dién thoai, cich ti€p
nhin nhifng than phién clia khdch hiang vi cdch ng xif khi ho ndi
gian: mim cudi, giao ti€p bling mit, lich sy, thé hién sy quan tim,
gilf 13i hita, th€ hién tic phong chuyén nghiép va cd kha ning dap
Ung nhu ciu khach hing mdt cich nhanh chéng. ..

Xem xét cdc ciu hdi sau va quy€t dinh ban can phadi hanh dong nhu
thé nio.

Ban va nhdn vién chda minh dd xit 1Y 16t cdc tinh hudng tiép xiic tric
tiép vdi khdch hang khéng?

Quan sat nhdn vién cla ban trong cdc tinh huBng tigp xic tryc tigp v
khdch hang va xem cd can phdi didu chinh gi khong. Co thé ban cdn phai
thao luin cic phudng phdp ning cao chudn muc véi cdp trén clia minh
hodc vai bd phan dao tao clia doanh nghiép.
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Tom lugc va suy ngdm

96

Bgn va rhdn vién cda minh da xi Iy 16t cdc tinh hudng tiép xiic vdi
khdch hang qua dién thoai khdng?

Ban nén Iang nghe nhan vién cla ban khi ho néi chuyén dign thoai véi
khach hang va xem cd can phai diéu chinh gi khong. C6 thé ban cdn phai
thdo ludn cach gidi quyt cdc van d& nay vdi cdp trén cha minh hodc voi b
phén dio tao cla doanh nghiép.

Ban va nhdn vién ciia minh da xit Iy nhitng than phién cia khdch hang
16t chua?

Ciing vay, ban cin guan sat cdn thin cdch nhan vién clia minh (tng xU khi
khdch hang than phién. C6 thé ban cAn 18 chic cic khoa hun luyén cing
nhy t6 chifc kém cap cho tiing ¢4 nhan.

Ban cdn tién hanh nhitng budc gi d€ ndng cao cde chudn muc trong
cde Iinh vie nay?

Muc téu thir e 1a:

Ban s& c6 kha niing t6t hon dé xdc dinh duge khach hang cda
ban mong muén nhitng diéu gi.

Ching ta @3 xem xét ba tru ¢t clla vin & thda min khich hang.
Mbi khia canh clia sdn phdm va dich vu chiing ta cung cip s& théa
min khich hang du6i mét trong ba hinh thitc : y&u 8 sdn phim, y&u
t6 thuan tién hodc y&u t6 con ngudi. Y&u t8 sin phim thudng 1a yé&u
t6 quan trong nhi't & thda man khach hang. Tuy nhién khi cdc y&u
t3 san phim giita c4c nha cung cip la nhu nhau thi cdc nhém y&u &
khic td nén quan trong hon.

Mot cong thite hitu ich d€ ting cudng thda min khdch hang 13 chudi
chét lugng CASCADE, N€u ¢ip quan 1 cam két, nhan vién ¢6 dl
kha niing, cdc chufin myc duge dit ra va do ludng, viéc trao déi



Tom lugc va suy ngdm

théng tin dugc thuc hién mét cdch théa ding, va doanh nghiép
quan tim d€n titng chi ti€t thi ho s& thda man khdch hing mot
cdch xudt sic.

Hay xdc dinh ba diéu ma khdch hang ctia ban mong mudh it sén phdm
va dich vu cia doanh nghiép ban. Ban sé lam gi dé théa mdn 16t hon
ba mong mudn dé cia khdch hang?

Muc tiéu cudi ciing li:

Ban s& ¢6 thé xic dinh duge nhifng khi€m khuyét trong viéc cham
s6¢ khach hang cda minh.

Mii mé v@i cong viéc ching ta thudng nghi 12 minh dang lam nhiing
gi khdch hing mong muén nhung thyc ra thi khong hin 13 nhu vay.
Chiing ta can ldng nghe nhitng gi khéch hing khdng thda man — ching
han nhu theo déi nhitng 18i than phién — nhung nhiéu khach hang
khong théa min va khéng hé than phién. Chi ¢6 mot cich déng tin
cdy d€ bi€t ching ta phuc vy khach hang ¢6 t6t khong 1a héi ho, ching
han nhu ding bing ciu héi diéu tra.

Ban hdy tién hanh diéu tra ddnh gid cia khdch hang vé chat lugng sén
phdm va dich vu ma doanh nghiép hodc b phan cia ban dang cung
cdp. Ban can lam gi @€ cdi thién chdt lugng sdn phdm va dich vu cung
cdp? Bo phdn ciia ban c6 thé lam gi d€ giip doanh nghiép ndng cao
chdt lugng phuc vu khdch hang? Hay viét ra mét vai ¥ nidng cho ké
hoach ciia minh,
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Tém g va suy ngém
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2.2

Bay ¢18 ban hiy xem lai muc tiéu hoc ma ban da ty dit ra cho
minh ¢ d4u cudn sich. Ban ty d4nh gid xem muc tiéu di dat dudge
& mdc dd nao?

C6 1& ban di phin nio théa min vdi muc tiéu nim bit ki€n thitc,
nhung con nhitng muc tiéu mang tinh chit hinh dong thi sao? Phéan
ti€p theo sé& giip ban 4p dung nhitng ki€n thitc ma ban git hdi
dudc vao thue ti€n cdng viéc.

K& hoach hanh dgng
K& hoach hanh dong la gi?

Ké hoach hanh ddng 14 mdt cong cu gidp ban 4p dung nhiing gi
rit ra dudc tlir cudn sich vio thuc t€ cong viéc.

Lam thé nao dé Iip mot k& hoach hanh déng?

Piy 12 Iic ban xem lai nhitng ghi chép cila minh & trang Suy ngdm
sau moOi phin trong cufn sich va nhitng ciu trd 181 & muc tém
luge va suy ngdm.

Trudc tién, hiy xdc dinh cic muc tiéu ma ban mong muén dat
duge 1a gi? D€ dat duge cdc muc tiéu ndy, ban ¢6 thé s& gip
phai nhitng van dé nao? Hiy liét k& ching. Sau dé hiy phin tich
xem d€ gidi quyét tirng viAn d&, ban s& cdn thuc hién nhitng hinh
dong gi, vdi cdc ngudn luc ndo, va trong thdi gian bao tau?

Hay ddm bdo nhirng k€ hoach hinh ddng ban dit ra cho titng
muc tiéu ludn ddp &ng cic tiéu chi sau:

cu thé:

c6é thé do ludng dugc;

c6 thé dat dudgc;

phi hgp (vdi muc tiéu cia nhém va muc tiéu cia doanh nghiép):

thdi han hgp 1y.



2.3

Tém lugc va suy ngdm

Vi du:

Muyc tiéu khéng ré rang:Nang cao chit lugng chdm séc khach
hang ¢ B phin bdn hang.

Muc tiéu SMART: Tién hanh thim dd ¥ ki€n cia 100 khach
hang dé xdc dinh ba viéc ma B6 phan
bin hang cin sita ddi d& ning cao chat
lugng chim séc khach hang.

b€ dam bdo tinh kha thi, trong mdt k€ hoach hianh déng, ban chi
nén dé xui't mot muc tiéu can dat dugc va khong qud 3 van dé
can thi€t phdi gidi quyét.

Lam gi vdi k& hoach hanh déng?

Khi da 1ap xong k& hoach hanh dong, ban nén bdt tay ngay vao
viéc thuc hién. Bu’ng dé€ bat ky diéu gl tri hoan ban! Trong qud
trinh thyc hién, rat c6 thé sé& c6 nhitng y&u t& 4nh hudng dén nhirng
dy ki€n cia ban. Ban hay phan tich ky ludng nhitng dnh hudng
nay va trong mrdng hgp cin thiét, ban dirng e ngai gi n€u phai
thay d6i mot s6 du kién trong k& hoach hanh dong ctia minh. Nhung
lvu y ring cudi cung ban phdi dat dudc muc tiéu da dit ra.

K& hoach hanh dong 1a danh cho ban. Trir phi ban khong yéu cau,
khong ai ddnh gi4, chim di€ém va xem xét k&€ hoach ciia ban. Hay
treo k& hoach hanh dong & noi 1am viec va bit tay thuc hién ngay!

Ban nén xem xét lai k&€ hoach clia minh theo dinh ky (c6 thé
hang thang) va di€u chinh k& hoach khi cin thiét. Hay xem lai:

nhirng gi dang phdt huy tdc dung?
nhirng gi can dudc cdi ti€n?
lam th€ nao d€ c6 thé thuc hién cdc cdi ti€n d6?

Khi da thuc hién xong k&€ hoach hanh dong, ban du’ng nén voi
vang cit n6 vao ngin ban. Ban nén danh chit thoi gian d€ d4nh
gid viéc thyc hién k€ hoach hanh dong va so sinh xem k&t qua
ma ban dat dugc c6 nhu mong mudn hay khong. Piéu nay sé
giip cho ban tich luy kinh nghiém d€ thuc hién thanh cdng céc
k€ hoach hanh dong trong tuong lai.

DPing quén ghi nhin nhitng ti€n b6 ma ban da dat dugc. Hay in
mung nhitng thanh c¢éng clia minh!
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Tém luvce v suy ngam

3 Dap an bai tap tv danh gia

Bai tip ty dinh gid 1

a Khich hang ciia ching ta 14 nhitng ngudi ching ta PHUC VU di ho
la NGUOI NGOAI hay NHAN VIEN cfa doanh nghiép, vi di ho ¢6
TRA TIEN cho dich vy ciia ching ta hay khong.

b Trong linh vitc thuong mai, SUC MUA cﬁa, khach hang gdy ra SU
CANH TRANH GIUA CAC NHA CUNG CAP, vi dua dén cho khich
hang QUYEN LUA CHON,

¢ Moi t8 chic cdn suy nghi k§ v& THUC CHAT CONG VIEC KINH
DOANH cia minh.

a Ban hd trg clp trén va ho phu thudce vio dich vu ban cung cip.

b Ho cé quyén luc ddi véi ban va vi 1gi ich cla chinh minh ban muén
lam ho hai long.

3 Dudi diy 1a mdt s6 dd chi ra cic quan hé trong ndi bd va vdi bén
ngoai cua cébng ty ABC.
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Bai tip ty ddnh gid 2

Cham s6¢ khdch hang {a phuc vy khich hiang theo cdch ma khich
hing MONG MUON dugec phuc vu.

Chéam séc khdch hang 1a 1am nhitng viéc cdn lam d€ théa min khich
hing PANG CO.

Nhung di€u ma khdch hang mong muén hon c ti¥ sin phim hoic
dich vu ho mua 1 chiing phi hoan todn PANG TIN CAY.

Ding 14 n&€u doanh nghiép clia ban mat khdch hang thi ban ludn c6
khdch hang khdc d€ thay th& nhung chinh phuc duge mét khach hang
mdi thi khé khin va t8n kém hon nhiéu so véi viée giit mot khach
hang dang <.

Phin chd y&u clia viéc cham séc khich hang khong chi 13 ning lyc
clia nhin vién giao dich khach hang. Tt cd moi ngudi trong doanh
nghiép d&u phai chiu trich nhiém véi cha't lugng ciia dich vu ma doanh
nghiép cung cip. Nhitng ngudi khéng tryc tiép phuc vu khdch hang
bén ngoai thi phdi phuc vu cdc khdch hang ndi b d€ ho phuc vu
khdch hing bén ngoai tét hon.

Nhém yéu t8 sin phdm 1a nhifng y&u t6 quan trong nhit dé théa min
khdch hang. Tuy nhién, khi cic y&u t§ sdn phdm giita cdc nha cung
cdp 1a nhi nhau tht c4c nhém y&u t& khdc trd nén quan trong hon dé
chinh phyc khdch hang.

Cho ring chim s6¢ khdch hang vi marketing 12 nhitng vin dé riéng
biét 12 sai lam. Trong mdt th€ gi6i canh tranh, chim séc khéch hang
cé dnh hudng rdt quan trong d&n thanh cdng cia doanh nghiép. Vi
viy chim sdc khdch hang can dugc nhin nhan 13 mét phin cla
marketing.

Néu Huong chi 1am hai long 70% khach hing thi trong tuong lai
uy tin clia nha hang s& gidm dan, Mot khach hang khong hai long s& ¢6
xu huéng néi véi mudi ngudi khac trong khi mdt khach hang duge
thod mén s& chi n6i véi bdn ngudi khic. Chiing ta ¢6 thé 1am phép
tinh sau:



Tém luge va suy ngdm

Khich hang | S6 nguti ho| Téng cong
théng bdo

khdch hiang khéng
hai long 3 10 30

khach hang hai long 7 4 28

Cung cp cho khich hang cla ban nhiéu hon mong mudn cita ho mdt
chit 1a mt chinh sich 5t bdi vi diéu d6 s& gdy &n tudng véi ho, va
ban s& c6 nhi¢u khd ning gid ho hon.

MONG MUON ciia khach hang ¢ thé nhiéu hon 13 ban vin nghi,

C6 thé ban khong THOA MAN dudc 1it ¢4 cdc mong mudh dé (5t
nhu ban nghi,

Bai tip ty ddnh gia 3

Bing 1a mét vai nhdn vién khéng bao gids ti€p xiic truc ti€p vdi khach
hang nhung di€u d6 rt hin hiru. Pa s8 moi nhin vién déu c6 nhitng
lic ti€p xiic tryc ti€p v6i khach hang ngay ¢4 khi ho khong nghi nhu
vay.

Ctt chi ching ta thé hién ciing quan trong nhu nhitng gi ching ta ndi
bdi vi cdc ngdn ngi ¢k chi ciing truyén di nhitng thong diép rdt quan
trong.

Ti€p xic trén dién thoai khéc xa gip mit tryc ti€p, nguyén nhin chink
12 do khi néi chuyén qua dién thoai chiing ta khdng thé nhin thiy
ngudi bén kia. D€ b lai ching ta phii cung cip thong tin chinh xdc
hdn,

Khi mot khéch hang ndi gian hojc khong hai long, néu trudc hét ban
tap trung 1am cho ho binh tinh lai, ban s& mic mdt 161 so ding. Khich
hang ndi gian vi mot van dé nao d6, khi vin dé& dudc gidi quyét vdi
sit nd luc ctia ban ho s& ty ngudi ngoai.
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Nhitng khach hang than phién cé thé dugc coi 1a mét tai san ¢6 gid
tri bdi vi ho cho ching ta bift nhirmg vin dé vé sdn pham va dich vu
cua ching ta, nhitng vin dé mi c6 thé chlng ta khdng nhin ra. Néu
duge déi xd mdt cach hap 1§, cic khich hang than phién c6 thé trd
nén trung thanh hon nhitng khich hing khong bao gits than phién.

THONG TIN la mdt phin rit quan trong cda dich vu khdch hang.
Ludn ddm bio ring ban cung cip dich vu nhu d3 HUA.

Cdc thanh phian cd ban (ABC) cda dich vy la:
Thai @d Hanhvi  Ning luyc

Khi nhan vién chdp nhin khdch hing 12 nhitng ngutdi quan trong nhit,
thi hg hi€u ¥ nghia ciia viéc ‘nd Ivc hon € giip khich hang’.
Khi nhdn vién chdp nhan ring thda min nhu ciu cda khdch hang 1a
nhi€m vy quan trong nhat, ho sin sang coi phuc vy khich hang 1a
quan trong nhat.

Khé ma thé hién long ton trong khich hing néu ban khong thé hién
sy ty trong truéc.

Tranh ti€p xtic biing mit ndi Jén ring ban dang cdm thiy cé 16i, lting
ting hoic bdi réi.
Mim cudi thé hign riing ban rit thin thién va vui khi gip ngudi dé.

Bo cong viée ban dang lam qua mdt bén va chiao dén khich hang
cho thiy ban coi trong khich hang hon viéc ban dang lam.
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Bai tap ty ddnh gia 4

Cip trén tryc ti€p cla ban khdng phai 13 ngudi duy nhit ¢ thé chi
ra nhitng khi&m khuy&t trong viéc cham séc khich hing ciia ban: ¢6
thé ho diing phin nao, nhung ngudsi duy nhat bi&t 1o cdc khidm khuyét
clia ban trong chdm séc khich hang chinh 131 khach hang.

Khéng phdi khdch hang ludn luén ding, nhimg ban nén d&i xr vdi
ho nhu thé ho ludn ludn ding.

Chuong trinh chdm soc khdch hiang cin phai bdt diu tir cip cao nhit
b3i vi néu t4t ¢ cdc cip quin 1y khong quy&t tam thi chidng trinh
khong thé€ thianh cong.

Truyén dat thong tin 12 mdt qud tinh hai chiéu: bao gdm ling nghe
nhitng gi nhin vién ndi va néi cho ho biét ho phii lim gi.

Chiim s6¢ khdch hang khong lién quan nhi€u dé€n phim chit c4 nhéan.
Cham s6c khdch hang 14 khd niing, su dio tao, sy cam két, thii dd
v nhiéu th{ khéc, va nhi quin 1y c¢6 thé tic ddng d&€n hiu hét cic
yéu t& nay.

Chuong trinh chim s6c khdch hang s& khong c6 hiéu luc n€u CAP
QUAN LY khong hoan toan cam két.

NE&u khdng c6 nhitng tiéu chun thich hgp thi khong ai ¢é thé THUC
HIEN cong viée tot.

Nén d€ cho nhin vién c¢é nhidu TRACH NHIEM hon d&i v6i chit
lugng cda sidn phim va dich vy ho cung c4p.

Cap trén khong dua ra cic chinh sich chim s6c khich hang ding din
la mdt vin dé thude vé VAN HOA.

Céc quan ddc khong gudng miu trong viée chim séc khich hang la
van dé vé THAI PO.

Nhin vién khong chim séc khich hing ding chuin muc 13 vin dé
vé THUC HIEN CONG VIEC.
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4 Pap an bai ki€ém tra nhanh

Trd 151 1

Tra 137 2

Tra 1i 3

Tra 131 4

Tra 11 5

Tra 151 6

Trd 151 7

Tra 15i 8

Tra 181 9

Khach hiing cla ching ta 1a nhitng ngudi ching ta phuc vu dit ho 12
ngudi ngoai hay nhin vién cla doanh nghiép, va di ho ¢6 trd tién
cho dich vy cta ching ta hay khong.

Canh tranh gilta cic nha cung ¢dp 1a diéu th hai giap khich hing
c6 quyén lya chon.

N&u khong phdi la ban dang phuc vy khach hang thi ban nén phue
vu dong nghiép va/hoic 1a cip trén cda minh, nhilmg ngudi dang
phuc vy khiach hang bén ngoai.

Khich hing cla mdt trudng dai hoc bao gdm sinh vién, phy huynh
va cd cdc doanh nghiép tuyén dung sinh vién t3t nghiép cla trudng,
bd gido duc va dio tao,...

Chn phéi giir khdch hang dang ¢6 vi thu hat khich hang méi rit kho
v t6n kém.

Tao dyng uy tin thi vd cang khé nhung lam mét uy tin thi rdt d&

Ba nhém y€u 6 thda man khéch hang 13 nhém y&u t& sin phim,
nhém y&u t& tién Igi, va nhém y&u t8 con ngudi.

Trong ba nhém y&u 5 théa mén khich hang, nhém y&u t& sin phim
12 nhém cén phdi lam trudc tién, T4t ci nhitng y&u 8 khdc chi déu
phéi bam theo y&u 1§ sin phim.

Chim séc¢ khidch hang 12 mét phin clia marketing vdi muc dich 1a
gitr khdch hang dang c6. T4t nhién cdc chuin muyc cao v mdt danh
ti€ng t6t v& chiim s6¢ khdch hang ty chiing ¢6 thé trd thanh cdc hang
muc ctia marketing.

Trd 151 10 Nhitng y&u t8 co ban (ABC) cda dich vu ¢4 nhin Ia Thdi dd (cach

ngudi ta suy nghi), Hanh vi (cdch ngudi ta hanh dong), va Ning luc
(khd nang d€ cung cdp dich vy chit luong cao).

Tra 151 11Khi gap khach hang 4t cd moi ngudi déu phdi chao khich hang.

Tra 183 12Trao d6i biing mit 11 mdt phin cuc k¥ quan trong trong trao ddi thong
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tin gita ngudi vdi ngudi, ching ta goi dé 14 mdt ngdn ngit ¢t chi.
Khi néi chuyén khong nhin vao mit Ja th€ hién su khong trung thuc,
b6i r8i va/hodc khong thich va khang ton trong ngudi doi dién.
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Trd 131 13Chi ¢6 khach hang mdi ¢6 thé cho ban bi€t ban dang cham séc khach
hang ¢6 tot khéng.

Trd 161 14Moi chuong trinh chdm s6c khach hing cdn phai bit ddu tit cép
cao nhat.

Tra 101 15Di€u ma ngudi ta cin biét hon ci ta ho ciin phdi dat dugc chufin
myc n3o. Puong nhién ngudi ta s& chi dat duge nhitng chuin muc
d6 néu ho duge hudn luyén, duge khich 1& mot cich thda ding va
dugc thdy nhitng guong dién hinh tit cAp trén,

5 Bap an bai tip tinh hudng
1 Vin dé then chot nhit clia tinh hudng nay 1a gi?

Van dé then chét nhit cia tinh hudng nay 13 khi ning x& 1§ cong
viéc kém cilia Phong K& todn. Viéc x{f 1§ dit liéu ban hang hién tai
dé giy sai s6t va tao qud tai cho nhin vién clia phong. Khich hang
chi quan tam d&n k&t qua chinh x4c clia Bing D3i chi€u céng nd chi
khéng phii thai 49 nhd nhin cla nhin vién gidi quyé&t than phién,

2 Nguyén nhin cia cdc sal s6t trong viéc d6i chi€u cong ng clia cong
ty CBA?

Cdc sai s6t v€ cdng ng khdch hang la do viéc nhap lai s& liéu ban
hang tai try s& chinh dé giy ra sai s6t, vd nhin vién th3di vu khéng
quen sit dung phin mém k€ todn va hé théng bdo dinh khodn cda
cdng ty. Quan diém vé& phuc vu khdch hang ciia 6ng Chi va Gidm
ddc 12 hoan toan sai 1am. Chinh thdi d6 cla 6ng Chi, Trudng Phong
K& todn, cho riing cong ng 1a m&i ban tim ca chinh cong ty chir khong
phdi clia dai ly, din t6i viée cdc sai s6t lién tuc x4y ra va céc sai s6t
khéng duge xit 1§ mdt cdch ding dan.

3 Ong Chi c6 nén g&i nhin vién x& 1§ than phién theo hoc mot khéa
hudn luyén ‘Chim séc khich hang’ khéng?

Khéng. D nhdn vién CBA c¢é nhd nhiin hdn ciing khdéng gidi
quy&t duge cdc than phi€én vé sai sét cong ng tit dai Iy. Ong Chi
nén chi tdm t6i viéc dim bdo dua ra bdng d8i chi€u cbng ng
chinh xdc cho khdch hang thay vi d€ xdy ra sai sét va phidi c8
gdng gidi quyét van dé,
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4 CAin phai 1am gi d€ khic phuc céc sai s6t vé ddi chi€u cong ng &
cing ty CBA?

Phong K€ todn can:
m xdy dung quy trinh bdo cdo bidn hang.

m st dung chung mdt phin mém xi{ 1y dif liéu chuin trong toin cong
ty va tai cdc chi nhinh d€ tranh nhip liéu nhiéu lin lam ting khi
nang sai s0t nhip ligu.

B thay d8i quan diém v& ‘chim séc khich hang’ va ‘thda min toan dién
khdch hang’ tir cip lanh dao clia phong K& toan.
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