CHU KY SO NEWCA
Dich vu mdi, phong cach madi

KY NANG CHAM SOC KHACH HANG
QUA DIEN THOAI
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NOI DUNG

4. KY NANG GIAO TIEP QUA
DIEN THOAI

5. KY NANG XU’ LY MOT SO O

TINH HUONG
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NGUYEN TAC

» Toi NGHE va toi QUEN
e T6i NHIN va toi NHO'
* Toi LAM va toi HIEU
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May lang thang,

. may mang ' nhieu nm s
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Hién dién 100% bang tat ca
tam tri va trai tim minh
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SAN PHAM, DICH VU CUA NEWCA

Cht ky s6/Chirng thu s6

Dich vu xac thuc chit ky s6

Dich vu ho tro ky thuat

Dich vu cham soc khach hang -
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Dich vu mdi, phong cach mai 'l G k' 8 c8ng ctng

DICH VU KHACH HANG

Phuc vu khach hang: tra |01 cac ciu hdi, gidi quyét cac van dé, g&
roi nhirng bé tac, khac phuc hiu qua, trdn an ngudi ndi gian,
khién nguwoi rut ré an tam...

- Mang dén cho Khach hang san pham va gidi phap phu hop dé
dap &ng nhu cau cda ho

Dich vu khach hang: cung cap su phuc vu mot cadch hé théng va

> ~N Ve 7 N ? /’ \ ..
coi do la san pham dé dap &ng nhu cau cua khach hang.
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DICH VU KHACH HANG CHAT LUONG

‘Su’ dang tin cay
‘Su’ dam bao
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DICH VU HOAN HAO

Chi thod man khach hang van chua du, can phai khién khach
hang “vui thich” — khién ho ngac nhién b&i nhitng gi ho can d3
dat duoc, tham chi con vuro't ra ngoai mong de'i cua ho.

- A. Blanton Godfrey-

(Trich tir sdch “Dich vu sitrng sét, khdch hang sitng so”
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Pai st cua
cong ty
Tao ra gid S Lam hai
. Banlaai?  |3hgkhach
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Dich vy mdi, phong ca SRy

Nguyén nhan khach hang roi bo Cong ty

B Nhan vién phuc vy khéng
tot (68%)

B Khong thdéa man vdi san
pham (14%)

m Bj di tha 16i kéo (9%)

W Co cac quan tam khac
(5%)

m Chuyén noi &/noilam
viéc (3%)

" Quadoi (1%) =
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D!Ch VL_J mél, Dhong CéCh méi e Chir ky s6 céng céng

Khach hang khéng chi mua sdn pham, dich vu
ma con mua giai phap va cam xuc ....

H3y dap &ng nhiéu hon mong doi cia Khach hang.
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CHU KY SO NEWCA S NEWCA:

Dich vu mdi, phong cach maoi

PAC THU CUA CSKH QUA PIEN THOAI

Hay xem va quan sat
https://www.youtube.com/watch?v=BbWcaxrVcxY
https://www.youtube.com/watch?v=4TK1BX9H3kI
https://www.youtube.com/watch?v=0EThDLRNtM4
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PAC THU CUA CSKH QUA PIEN THOAI

Truc tiép Gian tiép
m Ngén
nglr co’
thé (55%) M Giong noi
M Giong noi (83%)
(38%) W Ngbn tw
% [
(17%) -
™ Ngbn tu ]
(7%)
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KY NANG CSKH QUA DIEN THOAI

1. MOt sd nguyén tac co ban

- Chuan bi: bién thoai, danh ba dién thoai, gidy nhan, but

- Luén luén mim cwéi, dung tén déi phuong dé giao tiép, ndi chuyén mot cach tw
tin va nong nhiét.

- Nghe dién thoai bang tai trai

- Ngbn tir lich sw, rd rang, khong dung tiéng dia phuong, khdng néi 1ap, néi nghiu...

- Am diéu vira phai, tranh gii* nguyén 1 giong diéu, khong néi qua nhanh/qua cham

- Tap trung, khéng phan tan (khéng tiép tuc cudc hdi thoai khac, khéng an uéng, ...)

- Lang nghe, khong ngat 1&i di phuong. O
- Nhac lai va xac nhan nhirng thong tin quan trong. ...
- Dan dat va dat cau hoi dé nam bat rd nhu cau cla Khach hang. ..

- DPé& khach hang cup may truéec. = ==

- Khéng ban tan ngay sau khi cudc dién thoai két thuc. EEE
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Ban la dai str ciia cong ty!

An twong clia khach hang vé |oi néi clia ban ciling 1a 4n twong
ctia ho vé hinh anh ctia Céng ty.

H3y dé khach hang cdm nhin duwoc nu cu i,
sw nhiét thanh va sinh lwc ciia ban!
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KY NANG CSKH QUA DIEN THOAI

2. K§ nang nhan cudc goi dén

Chuan bi: Dirng cac cdng viéc khac, ngdi thang, hit thd sdu dé thu gidn nhu vay
giong diéu sé binh tinh va than thién hon. Dirng quén mim cuoi.

Nhanh chéng nhac dién thoai (trong vong 3 hoi chudng).

Xung danh:

+ Dién thoai cua Cong ty: “NEWCA, P. KTNV/TH/KD, (tén) xin nghe”.
+ Dién thoai ca nhan: Vang, (tén) xin nghe.

Hoi tén va théng tin cla d6i phwong dé tao su than thién trong giao tiép.

Lang nghe, ndm bat nhu cau va dua ra hudng giai quyét rd rang, hiéu qua, cé tinh m
tin cay. ...
Xac nhén cac yéu cau d3 duoc xt ly hét hay chwa?: “Anh/chi c6 can em giup ﬂ ..

nira khéng?” B B BB

Chao két thuc: Cdm on Anh/chi d3 st dung dich vu ctia Céng ty. A /CE cé‘hé’...==

goi lai bat ct khi nao can ho trg/ Chic anh/chi mot ngay tot lanh/thanh céng: m mm
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KY NANG CSKH QUA DIEN THOAI

2. Ky nang goi dién thoai di:

- Chuan bi:

+ N6i dung dy kién trao doi.

+ Thoi gian goi dién (trdnh goi vao gid an, gid nghi trua, budi tdi, ngudi nghe dang &
noi 6n ao/trong phong hop).

- Loi chao va xung danh: “Chao Anh/Chi XXX, em |a YYY, nhan vién KTNV/KD Cong

”

ty NEWCA, Em xin phép trao déi vai phut véi anh/chi vé ..... :
- Dithang vao van dé dé tranh mat thoi gian cla khach hang.
- Trudong hop ddi phuong ban thi lich sy dé nghi thdi gian cé thé goi lai.

- Ké&t thic cudc goi: CAm on anh/chi da danh gioi gian cho em. Hodc két thic m& ...
(xac nhan lai thoi gian hen gap, thoi gian phan héi...) ml
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KY NANG CSKH QUA DIEN THOAI

3. K§ nang ghi lai 1&i nhan:

- Chuan bj: S§, but.

- NOi dung:

+ Tén ngwdi nhan 1&i nhan.

+ Théng tin nguwdi goi: Tén, Cong ty/don vi, S6 dién thoai.

+ N&i dung 1&i nhan

- Thoéng bao cho ngudi nhan théng tin cha minh (tén, sé dién thoai).
- Chuyén I&i nhan dén dung ngudi nhan va cé su nhac lai.
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KY NANG CSKH QUA DIEN THOAI

4. Ky nang chuyén cudc goi:

- Théng bdo va xin y kién ngudi nghe vé viéc chuyén cudc goi.

- Chuyén cudc goi dén diung nguoi, tranh chuyén ldong vong.

- Truong hop dudng day chuyén tdi dang ban, hdiy kién ngudi nghe sé tiép tuc
ch& hay sé goi lai sau.

- Théng bdo cho ngudi duwoc chuyén cudc goi dén vé ngudi goi, ndi dung can trao
d6i dé tranh mat thoi gian nhac lai .

https://www.youtube.com/watch?v=uhdiY50It30
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KY NANG CSKH QUA DIEN THOAI

Khach hang than phién
Khach hang gian di*
Nguwoi nghe tir choi ti€p chuyén

e

X ly nhiéu yéu cau cung mot thoi diém

https://www.youtube.com/watch?v=ybCxN86n61k&nohtmI|5=False

https://www.youtube.com/watch?v=au4qx ISKEU

EEEEEN
H N
21-Dec-20 BOEE"BER
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KY NANG CSKH QUA PIEN THOAI

1. Khach hang gian dir

v Danh thoi gian cho ho xa gian

v' D& 6ng nghe xa tai, vira dd nghe

v" Ghi lai nhitng &1 phan nan

v NOi tén, xac nhan su quan trong cta van dé

v Pua ra gidi phap hoac hoi khach hang muén duwoc gidi quyét
theo cach nao, cam két thuc hién, thong bao két qua ngay khinm
van dé da duoc giai quyét. o

v' Udng mot coc nudce trudce khi lam viéc khac.
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Dich vu mdi, phong cach ma

Moi khi dé& mat 1 khach hang ...

Ban s& dé mat thém 250 +++ khach hang tiém
nang niralll
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Dich vu mdi, phong cach maoi

KY NANG CSKH QUA PIEN THOAI

2. Khach hang than phién

v/ Mong muén: lang nghe, thiu hiéu, dwoc dén bu, duoc xir ly
van dé, dugc doi xtr tén trong, dugc dam bao van dé dé
khéng lap lai nira.

v’ Giai quyét: Lang nghe, td ra thong cam, td ra no lyc dé tim
cach giai quyét, cam két thuc hién dung, thong bao két qua

ngay khi van dé d3 dwoc gidi quyét. ant

v’ Trdnh ngat 1, bao chita, tranh c3i, d6 16i cho khach -
hang/ngudi khéc, td thai do xem thudng, ... —m
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THAO LUAN
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