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VIEN QUAN TRI VA TAI CHINH




GIOI THIEU CHUONG TRINH

Ngoai vi¢c tré thanh ngudi ban hang

chuyén nghiép thi cong viéc dich vu va Customer
cham séc khach hang ngay cang dong
vai tro quan trong hon trong quyét dinh
mua sim cua khach hang, do d6, doanh
nghiép can khong ngimg cai thién chét

luong dich vu va dem té1 khach hang

nhi€u gia tri hon. Trong di€u kién canh

tranh ngay mot gay gat, dich vu khong chi can duge trién khai tot theo cam

két cua doanh nghiép t6i khach hang ma quan trong hon con can thé hién sy
vuot troi so v6i dbi thu. Chuong trinh dao tao KY NANG CHAM SOC
KHACH HANG (Successful Customer Care Skills), dugc Vién IFA

nghién ctru dé xuat cho doanh nghi¢p véi mong mudn giup nguodi tham gia

s€ co cai nhin méi ve dich vu khach hang trong giai doan canh tranh khoc

li¢t hién nay cua Viét Nam thong qua cac myc ti€u cu thé:

Théu hiéu nhitng nhan thtrc quan trong cua cong tic cham soc khach

hang trong moi truong kinh doanh hi¢n nay;

Biét dugc mot cach rd rang chan dung ctia mot khach hang trong thoi dai
ngay nay, dau la su ky vong, la sy mong doi, la yéu td quyét dinh su lua
chon ciling nhu yéu to tao su trung thanh cua khach hang danh cho san

pham/dich vu ma doanh nghiép dang kinh doanh;

Nam duogc nhitng mau chét quan trong va biét cach cham séc khach hang
mot cach chuyén nghiép va hiéu qua, bao gdm: cic nguyén tic, quy trinh,
phuong phép, cong cu va ky thuat;

Thau hiéu dugc nhitng chuong trinh cham séc khach hang hién dai va
biét cach cai thién nang luc quan tri cdc chuong trinh cham s6c khach

hang mot cach chuyén nghiép;



— Hiéu va biét cach van dung m6 hinh phat trién khach hang va bién khach

hang thanh d6i tac ctia minh hay khach hang nhu “Anh em”;

— Hiéu va biét cach van dung m6 hinh x4y dung vin hoa ban hang va van
hoa cham s6c khach hang chuyén nghiép.

THONG TIN VE KHOA HQOC

e Thoi lugng: Khéa hoc kéo dai trong 04 budi (2 ngay)

e Ngay hoc: Khoa hoc to chitc vao ngay T7 hodc cac budi tdi 2-4-6. Xin

vui long lién hé B phan Tu van/Pao tao dé co lich hoc cu thé..

e Gio hoc: Mbi budi hoc 3 gior (bao gom giai lao 15 phut)

POI TUONG THAM DU
e Cac cip lanh dao doanh nghiép;

e Doi ngii quan 1y cip trung (bao gdm tir giam ddc chirc ning dén cap

truong pho cac Phong, Ban, B6 phan trong doanh nghiép);

e (Céac nhan vién trong doanh nghi¢p thuc hién cong tic cham soc khach
hang, dich vu khach hang, ban hang hoac co tiép xuc voi khach hang co

mong muon phat trién va hoan thién k¥ ning quan trong nay;

PHUONG PHAP GIANG DAY

Phuong phap giang day 14y hoc vién 1a trong tam, hoat dong huan luyén bao
gém ly thuyét c6 dong, dong vai, tinh huéng va tu dat cau hoi. Viéc hoc sé
duoc nang cao thong qua viéc tham gia tich cuc lam cac bai tap on tap.
Nguoi hoc s& ¢6 co hoi tu danh gid va dugc khuyén khich phan hoéi hoat
dong nhom va cad nhan. Nguoi hoc s€ lam viéc trén cac chu dé theo nhom

trong sudt chwong trinh. V&i phuong cham “thuwc hanh la cot yéu” khoa

dugc thiét ké véi nhiéu hoat dong vui nhon voi cac bai tap tinh huéng, dong
kich va thuyét trinh.




NOI DUNG CHUONG TRINH HQC

Phan I. Tong quan vé chim séc khach hang

- Nganh kinh doanh va nhiing thach thirc trong moi truong kinh doanh
hién nay;

- Cong tac cham soc khach hang trong moi truong kinh doanh hién nay:
v' Dich vu khach hang/ Cham soc khach hang - Pdu la sy khdc biét?
v’ Phdt huy loi thé canh tranh trong céng tac chim séc khdch hang.

- Ai la nguoi thuc hién cong tac cham soc khach hang trong doanh nghiép?
Phan II. Phwong phap chiam séc khach hang hiéu qua

- Hiéu vé khach hang dé cham séc khach hang hiéu qua
v’ Khach hang & sw lva chon cua khdch hang,
v' Nhu cau & nhitng mong doi;
v’ Nhitng cdp d hai long ciia khdch hang;
v Chan dung cua khdach hang xuwa & nay.
- Cac nguyén tic quan trong trong chdm soc khach hang;
- Quy trinh va phuong phap cham soc khach hang chuyén nghiép;
- Nhiing chuong trinh chim séc khach hang hiéu qua pho bién;
- Nang luc quan 1y cac chuong trinh cham séc¢ khach hang
v' Ldp churong trinh cham soéc khdach hang,
v’ Thuec thi va kiém sodt thuc thi;
v’ Pdnh gid va diéu chinh.
- Nhitng mau chdt quan trong va nhiing sai lam can tranh trong quan 1y cac

chuong trinh cham s6c khéach hang.



Phan ITI. M6 hinh phat trién khach hang “CCPF”
- Customer (khach hang): Quy trinh tiép xtic va d4p tmg nhu cau cua khach
hang (ban hang);

- Client (ban hang): Cham so6c khach hang dé phat trién "khach hang"
thanh "ban hang";

- Partner (d6i tac): Cham soc khach hang dé phat trién "ban hang" thanh
"ddi tac" dé di cung nhau;

- Family (Gia dinh): Hay dua khach hang thanh nguoi trong gia dinh.

- Céch tiép can va chdm soc khach hang dic biét.
Phin IV. M6 hinh xAy dung "vin héa ban hang" va "vin héa CSKH”

- Thought: Nhan thirc siu sic vé ban hang va cham séc khach hang;
- Behaviors: Hanh vi chuyén nghi¢p trong ban hang va cham soc khach
hang
v’ Attitude - Thdi do chuyén nghiép,
v’ Skills - Ky nang chuyén nghiép;
v’ Appearance - Ngoai hinh chuyén nghiép.

- Habits: Thoi quen chuyén nghi¢p trong qua trinh ban hang va cham séc
khach hang;

- Character/ Culture: Tinh cach/ Van hdéa ban hang va cham soc khach
hang chuyén nghiép.




VIEN QUAN TRI VA TAI CHINH (VIEN IFA)

Tru sé chinh: Vién IFA Lién hé:

60 Nguyén Vin Thi, P.Pa kao, Q.1, TP.HCM | Email: training@ifa.edu.vn
Tel: (08) 6681 3320 — Hotline: 0942 99 3979 | Yeb: www.ifa.edu.vn

Vién IFA — Chi Nhanh Ha Noi Lién hé:

S0 79 Ph6 An Trach, Q.Pong Pa, Ha Noi Email: training@ifa.edu.vn
Tel : (04) 6652.7306 - Hotline: 0942 99 39 79 | Web: www.ifa.edu.vn

Vién IFA — Chi Nhianh Can Tho Lién hé¢:

24 Tran Vin Hoai, P. XuinKhanh,
Q.Ninh Kiéu, Tp. Can Tho Email: vpcantho@ifa.edu.vn
Tel: (0710) 2460 986 - Hotline: 0942 997 111 Web: www.ifa.edu.vn

Vién IFA — Chi Nhanh Viing Tau Lién hé:
28-30 Tran Hung Pao, P.1,TP. Viing Tau Email: training@ifa.edu.vn
Hotline: 0942 99 39 79 Web: www.ifa.edu.yn

Vién IFA — Chi Nhanh Pong Nai Lién hé:

E46, D9, KP 7, P.Thong Nhit, TP. Bién Hoa Email: training@ifa.edu.vn

Hotline: 0942 99 39 79 Web: www.ifa.edu.vn
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