Giao tiép trén kénh thoai

Nguyéen Hiéu




Cac ndi dung tucong tac khach hang trén kénh thoai

Tiép nhan Cudc goi

Thuc hién goi ra

Vao

e Tu van vé san pham, e Goi ra khi chua ho trg
dich vu dugc cho KH

» Thay doéi thong tin « Cham soc khach hang
lien quan den CKS » Khao sat mic dé hai

« XUly sy co long clia khach hang



Khach hang mong mudn gi?
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TIEP NHAN

QUY TRINH

CUOC GOI



Quy trinh Tiép nhan cudc goi

B1. MG dau cubc goi

B2. X ly thong tin
B3. Két thuc




B1. MG dau cudc goi

Da, NewCA sb xxx xin nghe a!

1. Nhac may sau hoi chudng thir 1

2. Xwng danh sd, chao don khach hang



B2. XU ly thdng tin cudc goi

1. Lang nghe yéu cau
2. Tao niém tin qua thai dd
3. Khai thac tim hiéu théng tin

4. Cung cap phuwong phap xi ly



B3. Két thuc cudc goi

1. Tém tat lai cudc goi
2. Khuyén khich, ghi nhan khach hang

3. Cam on, chao khach hang



Cudc goi hoi thong tin

B1. Nam bat, xac B2. Chon loc & cung B3. Cam on, chao
dinh nhu cau cap thong tin khach hang




Cudc goi ho trg/xdr ly




Cudc goi phan nan/khiéu nai

B3. XU Iy triét

. dé phan &nh

cua KH.




Recognize: Thifa nhin gid tr cla khdch hing

Eliminate: Loai bd nhitng tf nglt
wii¢ pham trong tif didn cla ban

Speak: Noi chuyén vdi con nguli cu |
thé chi khdng phdi I3 ho

Earn: Tim kidm sifthn trong -

Consider: Quan tim dén cAm xiic
clia khéch hing trutic khi ban ndivd -
hénh ddng

Traat: QU xif vdi khach hing vdi siftdn trong -

Thu hié chm e cla khich h3ng . pmnathize: Thiu cdm

Khéng biéu 1B sy &ing tinh vl khich
hing nhung thé hién sy hE tE vl vin
@ cia ho. Con ngul mun dugcldng  * Apologize: Xin i v thita nhén vén gé

nghe

Mol nguii dBu muln mt vidc gl 85 chic

-B1. Ling nghe
B2. Thiu cdm

l35. Xin I8i ehit

XU LY KHIEU

B3. DAt ciu hoi vi ling nghe clu trd I
- B4. Gyl § mit hode mft B glal phap

khdng a4 I5i

. BE. Gidi quy& vin 88 hodic tim ai 86
ob thé gidi quyst vin d&

1. Khing chat véin khdch hing ké cA
trong trubing hop khach hing sai

- 2. Khding a8 cho cude ddm thoai di lan man

NAI/PHAN NAN [ it ]‘-3-xhar-;aﬁgangﬂmmsl

chin o8 durgc thye thi. Ho muln biét ban
58 quan tam 8&nnd thing qua cac cdu
hél nhu: em o thé giip gl cho anh/chi? Respo . ]
em of thé ldm g1 88 hA trganh/chi? em nolbity: Midin trdch nhitm
chic chin théng tin clia anh/ch| & d&n

ding nguit|

Nhitng ménh d& nén trénh ]—

4. Biing d€ cAm xlc ¢4 nhén dnh
- huing. Ludn gill chuyén nghidp va
ich sif

_ Nén iy chirh: em sE kiém tra hé
ram khdng bidt " thing va phin hBl cho anh/chi

NEn dBu chinh: Van 88 cla anh/ch| khd
- Em khéng thé Idm didu 8 7 phic tap. Hay cho em thém thil gian.

Bé yem em of thé gilip cho anh/ch|
- Anh/ch] sB phal / hing cach ndo dy?



Luu vy vai Bién thoai vién

Ludn thé hién thai doé tich cuwc, than thién
Binh tinh xoa diu khach hang
Lang nghe, xac dinh nguyén nhan

Puwa ra phwong an xt ly triét dé



Khach hang la ngqudi
gac may truadc




THUC HANH TINH HUONG

Tinh huéng 01: Khach hang goi muén ho trg cai dat phan mém Java?
Tinh huéng 02: Khach hang goi nha kiém tra thai han clia Token?

Tinh hudng 03: Khach hang goi vao phan nan vé viéc da goi Ién tong dai nhung

chd mai khéng cé nhan vién ho trg teamwier cho khach hang?



CUOC GOI RA CHO

QUY TRINH —
KHACH HANG




Tinh chat

La cudc goi chd déng ti Tong dai cho khach hang nham:
- Goi ra ho trg théng tin
- Cham soc khach hang

- Khao sat muc do hai long






Cau trdc cudc goi

Gidi thiéu tén, doanh nghiéep
Muc dich/ly do goi

Xac nhan lai déi tugng

o Khai thac va xac dinh nhu cau
Xu ly cudc

goi

Tu van san pham va chét thd( néu co)
XU ly tu choi
Chot ban hang

‘ Hudng dan

Két thuc cudc goi

Két thuc




06 budc thuc hién cudc ﬁOi QOutbound

p \

Customer

o o Vugt qua Xin/xac
Tiép can- Thiét lap- ohan hoi

nhan két thic

sang loc Nhu cau contact




Thyc hanh cac tinh hudng

goi ra
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Xac dinh dung doi
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