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Dich vu mdi, phong cach mai , O k9 96 o8ng oong

NOI DUNG CHUONG TRINH

1. Nhan dién khach hang khiéu nai

2. Nguyén tac x ly

3. Quy trinh thuc hién tai NEWCA
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Cha ky s6 cong cong

1. Nhan dién khach hang khiéu na

Van dé khong
dwoc giai quyét

SP khong tét nhw Khéng lam dung
mong doi nhirng gi da hwra
e Sp 16i, SP khong day e Dang ky sp nay nhung
du/khong hoan thién giao sp khac
e S dung phtrc tap e Khéng cung cip SP DV
e Tuw van dich vu thiéu dang han
chuyén nghiép e Chuyén thiéu ho6 so
e Cham tré trong cung ...

cap SP, DV
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e Lién hé nhiéu lan ma
khéng cé phan hoi.

e Bj chuyén tlr nguoi
nay sang nguoi khac
ma chua duwoc giai
quyét.

e Bj tlr chdi giadi quyét




CHUKY S6 NEWCA N .
D!Ch VL.J mO’l, phong CaCh mé' == = Chd ky s6 céng cong

1. Nhan dién khach hang khiéu nai

Van dé
dwoc giai
quyét

Ton trong
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CHUKY SO NEWCA 1 S NAEWCA
Dich vu mdi, phong cach mdi 'l o6 corg oo

1. Nhan dién khach hang khiéu nai

Khi€u nai chinh 1a MON QUA,
Con nhan duwoc khiéu nai thi con cé TUONG LAI
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CHUKY S6 NEWCA 1 = NAEWCA

Dich vu mdi, phong cach maoi
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2. Nguyén tac xir ly

e Ling nghe
e D3t cau hoi

e TAp trung vao van dé ctia Khach hang
e Thau hiéu va xoa dju cadm xuc

S

) N
e Xac nhan mong mudn cua KH —

e Dura ra gidi phap v&i thai do t tin va dam bao :_
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CHU KY S8 NEWCA R - NEW
Dich vu mdi, phong cach mai il CA
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2. Nguyén tac xir ly

e Cam két giai quyét van dé
e Bdo cdo cap cao hon

e Thong bao tién do kip thoi
e Xac nhan két qua va bu dap bang nhitng mén qua
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e Cap nhat thong tin —
e Tu duy PDCA o
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Dich vu mdi, phong cach madi Cri ky 58 cong c8ng
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CHU KY SO NEWCA

Dich vu mdi, phong cach madi

Moi khi dé mat 1 khach hang ...

Ban s& dé mat thém 250 +++ khach hang tiém
nang niral!!l
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CHUKY S© NEWCA . NAEWC A
Dich vu mdi, phong cach madi Ci 9 o5 0ena 06n

Ban |a dai str cua cong ty!

An twong cla khach hang vé |oi néi clia ban ciing la an
twong cta ho vé hinh anh cta Cong ty.

Hay binh tinh, chan thanh va tin ciy dé lam hai
long khach hang. Nhuw thé la ban d3 gép phan
tao dwng uy tin cho Cong ty!
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Dich vu mdi, phong cach madi Cri ky 58 cong c8ng

3. Quy trinh thuc hién tai NewCA

Bwédrc 1: Ti€p nhan thong tin

- Lang nghe, dung cau hdi phu hop dé thu thip thong tin va xac nhan van dé cla
khach hang.

- Cap nhat vao S6 theo ddi Khach hang khiéu nai.

Bwdc 2: Phan ludng thong tin

- Phén tich théng tin va van dé, xac dinh dau mai x&r ly vu viéc theo chirc nang,
nhiém vu cta cac Phong/Bo phan.

- Chuyén théng tin dén dau méi chuyén trach xt ly: Néu la BP. Khdac thi chuyén dén

CBQL clia BP dd va cc cho CBQL ctia BP minh. Néu la ciia BP minh thi bdo cdo CB(H. -
~ AN N N e e ~N .
dé CBQL diéu phdi viéc giai quyét. -
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CHU KY SO NEWCA 'l N NAEWCA
Dich vu mdi, phong céach madi Y G ky =8 oong oona

3. Quy trinh thuc hién tai NewCA

Bwédc 3: Gidi quyét van dé

- N&uvan dé dé da c6 hudng dan mau thi thue hién theo hudng dan, luu y cé thong
bdo cho khach hang vé cach thirc, trinh ty, thoi gian xt ly.

- Né&u van dé dé chua c6 hudng dan mau thi BC cip trén dé xin y kién chi dao/phé
duyét trudc khi théng bdo cho khach hang vé gidi phap.

Bwdc 4: Xac nhan két qua

- Théng bdo cho khach hang vé két qua xr ly (& tirng budc 1 chr khdng phai la khi
hoan tat).

- Xac nhén vdi Khach hang ho da thuc sy dong y va hai long vé két qua x&r ly dé ...
chua? Ho cé nhu ciu nao nita khéng? -
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Dich vu mdi, phong cach madi Cri ky 58 cong c8ng

3. Quy trinh thuc hién tai NewCA

Bwdrc 5: Lién lac lai va bu dap

- Lién lac lai khdch hang xem ho cé gap thém kho khan gi nita khong? (Pau mai xi
ly)

- GUi email/goi dién cho khach hang dé cdm on khach hang d3 tin twdng NewCA va
tang qua cho Khach hang (BP. HO tro kinh doanh)

Bwéc 6: Cai tién

e GUithoéng tin vé Khach hang khi€u nai cho CBQL theo dinh ky hang tudn - CBQL
cap nhat Ién file tdng hop chung cha Cong ty.

* Phan tich nguyén nhan cta van dé va dé xuat gidi phap cai tién. ...
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Dich vu mdi, phong cach madi = s Chéi ky 56 c8ng cong

THAO LUAN
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