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Dich vu kKhach hang va
tAm quan trong ctia né
trong viéc phat trién kinh
doanh

Al ciing biét ban hang 1a nghé vat va, 1am dau trim ho, bén canh d6 “trim
nguoi ban, van ngudi mua” thi trudong canh tranh cling rat khoc ligt, do vay
cac don vi kinh doanh mudn ton tai dugc thi ngoai gia ca canh tranh, vin dé

dich vu khach hang tot ciing khong kém phan quan trong.

You can learn a lot
from your customers.

Dich vu khach hang

Khi 1a mot ¢6 SV méi ra truong, dic biét lai 1a SV Su pham, t6i cha biét gi vé

kinh doanh, kinh té, cang khéng hiéu dich vu khach hang 1a gi... cho dén khi
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toi thi tuyén vao duogc 1 cty chuy@n vé san pham dién tir ndi tiéng. Cau

chuyén bat dau tir. ..

1. Ong chii nguoi Viét

Khi méi ra trudng 61 ndp hd so va phong van trang tuyén vao 1 cty Chuyén
phat nhanh, ho lam Pai Iy cho 1 cty chuyén gui hang di cac nudc, khi do
ngudi quan Iy cta toi giao cho toi nhiém vu hang ngay tim kiém tén cac cty
c6 vé s& guri hang di nude ngoai (VD, c4c cty vé thi cong my nghé, cty vé d6
théu...) rdi tim gap ngudi phu trach hanh chinh giri hang dé chao moi ho giri
hang bén minh.

Cong viéc cua toi 1a moi chao duoc cang nhiéu cang tét va néu dbi thu chao
gia thap thi minh phai thip hon nita, rdi 1a cit hoa hong that cao cho

ho....... T6i 1am tit ca moi viée nhu 1 cai may, moc ca trai tim nhiét huyét cua
ngudi moi ra truong vé qué khdng thé xin viéc duogc, bat budc phai bam try &
HN.

Nhung cudi cling véi dong luong qua it 6i toi danh phai vira 1am vira nghi dén
kiém 1 cong viéc khac (sau ndy t6i méi hiéu lwong cia toi va cac nhan vién
cua cty do thap 1a vi doanh thu cua ho khong du chi phi, vi ho ludn canh tranh
bang viéc giam gia nén 14i rit mong, vi vdy cac nhan vién tdm huyét déu phai
dat do ra di...)

2. Ong chii ngudi Phap

May min t6i ndp hd so va dugce nhan vao lam tai 1 cty c6 ong chu 1 ngudi
Phap gbc Viét, tru s¢ chinh cua cty trong Sai Gon. Bit dau tir day t6i duoc
dao tao trong 1 moi truong cuc ky khic nghiét nhung bu lai lvong rat cao du
dé t6i song 6n dinh va thoai mai thoi ky d6. Dén bay gid toi van thim cam on
cai thoi ky khic nghiét d6 da cho minh vo van kinh nghiém quy bau ma
khong truong 16p nao 6 thé dao tao dugc.

Doi diéu nbi vé 6ng chi cua t6i: Ong nguyén 12 1 tién si toan hoc nhung ham
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mé kinh doanh nén da bat dau tir 1 cira hang rat nho tai Phap rdi dan dan vé
VN m¢ cty, va tao dung dugc mot hé théng kha manh thoi do.

C6 rat nhiéu giai thoai rat budn cudi vé 6ng chii cua toi ma khi t6i la 1 ma
méi va cty moi ngudi dd truyén tai nhau: Budi sang 6ng thuong dén rat som
dung dudi cai dong hd that to tai cty (quy dinh 12 8h 1am viéc nhung dung 8h
kém 10 nhan vién phai c6 mat dé thay DP va vé sinh khu vuc 1am viée cua
minh dé dung 8h don khach). Khong chip nhédn 1y do di mudn 1 tic duong,
ket xe..... Ong dén bat ctr chi nhanh nao ciing s& vao WC dé kiém tra VS
trude, sau do 1a dén céc ngan ban lam viéc ctia nhan vién ..... Moi cai déu yéu
cau phai sach s&, gon gang, nhu ong noéi 1a “phai nhu khach san 5 sao®. C6 lan
nira d&m 6ng con goi cho 1 chi QL chi dé yéu cau 1a: 1am sao giai quyét 1 con
rudi né bay vao showroom (1 khéch san 5 sao khong thé co6 rudi duoc a)

Hoi d6 hau nhu nhéan vién rat ghét & lai mudn dé hop cty, riéng t6i lai rat thich
nhitng budi hop d6 vi d6i voi t6i mdi budi hop 12 1 budi duge training vé Dich
vu khach hang do chinh 6ng chu cua t6i 1am Giang vién, dng thuyét trinh rat
hay va c6 nhung vi du cu thé sinh dong kém theo.

Qua nhitng budi hop va hoc bat dic di 4o, t6i dan dan v vac ra vé Dich vu
khach hang I gi va tam quan trong ctia no ra sao.

Dich vu khach hang: 1a thai d§ phuc vu, cach thirc phuc vu ciia nhan vién
khi tiép xiic véi khach hang, né l1a dong lwe dé thic diy khach hang co
quyét dinh mua hang hay khong.... Cu thé hdi d6 t6i duoc vao 1am nhan
vién ban hang cia Showroom, tiéu chuin dé duoc vao lam nhan vién ban
hang Ia: it nhat 2 bang PH (1 PH chinh quy va 1 DPH TC hay gi 46, Tiéng
Anh, Vi tinh thanh thao... nhitng cai ndy c6 thé bay gid thi qua thong thuong,
nhung cach day 10 nam, thi v&i 1 nhan vién ban hang ma yéu cu nhu vay 1a
hoi cao a). Vi chat luong nhan vién nhu vy nén cac bai hoc chuy@n méon

tiép thu ciing twong d6i dong déu. Chung t6i dugc dao tao Dich vu khach
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hang 1a phai dé ¥ tir cai nho nhat nhu:

Thir 1: Luon sach sé, gon gang:

Ctra kinh ra vao ludn phai sach s& khong c6 vét van tay, san nha sach bong,
néu ban phai lau ngay, ong chu budc vao cty thiy co soi rac 1a 6ng ay sin
sang cli xudng nhit cho vao thing rac ngay.

Tat ca chd 1am viéc ciia nhan vién déu phai sach s& gon gang.... Nhu vay tiéu
chuan cua dich vu khach hang dau tién phai 1a: ludn sach s&, gon gang. Shop
ctia ban ngodi thuc ciing thé, can sach s&, dep, gon dé tao cam giac thoai mai
cho khach budc vao xem hang. Hay nhu gian hang cua ban trén top: ciing can
trinh bay dep, phong cach, ... dé khach vao xem c6 an tuong tot vdi Top ciia

minh.

Thir 2: Luon twoi cwoi

Ong chit minh ra 1 quy dinh ma lac dau minh thay hét sirc ky quic 1a: nhan
Vvién trong gio 1am viéc luc nao cling phai twoi cudi, quy trinh nhu sau: khach
vao: nhan vién m¢ cura tudi cudi chao khach, moi khach vao, vao trong nhan
vién ban hang tuoi cudi ra moi khach xem hang, tu vén. ... rdi moi khach
ngoi, roi tap vu moi khach udng nudce, co ca moi hoa qua trai cay (thinh
thoang thoi a). Tat ca nhitng qua trinh 6 khong ai dugc phép t6 vé mét moi,
budn ba (néu thé s& out ngay a — ky ludt sit ma)

Sau nay t6i mgi hiéu vi sao phai nhu vay: thuong khach hang dau tién dén
budi sang, luc d6 tAm trang ngudi ban hang dang vui vé thoai mai, khi d6 sin
sang cudi tuoi, tiép don niém nd. Nhung budi chiéu, 1 khach khac dén, khi d6
nhan vién ban hang vira doi, vira mét, lam sao to ra vui vé thoai mai nhu khi
sang dugc? Khong, ong chu cua tdi khdng chap nhan diéu do, 6ng bao: khach
budi sang va budi chidu ho déu tra sb tién nhu nhau cho 1 san pham vi vay ho
déu phai duoc ddi xtr nhu nhau, khong can biét thoi diém ndo, chi biét cing 1

gia ma thoi. Pidu d6 khang dinh dich vu khach hang tét. Néu nhan vién nao
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khong lam dugc thi out....
Sau nay t6i di nhiéu, ¢6 co hdi lam thuong dé o vai noi t6i cang tham thia

diéu d6: khach hang nao, thoi diém nao ciing déu phai duoc d6i xtr nhur nhau.

Thir 3: Luon tao khong khi thoai mai cho khach hang

Phai c6 tiéng nhac khong 16i nhe nhang trong Showroom (ai trot mé nhac co
161 s€ bi ky luat a)

Trén ddy moi ngudi da hiéu cu thé Dich vu khach hang 1a thé ndo, chic han
moi ngudi ciing thdy rd tim quan trong ctia nd dén mirc ndo. Riéng ca nhan
t6i, t0i thay n6 dong vai trd quyét dinh 80% viéc ban hang va ton tai phat trién
cua shop.

Nhu truong hop 6ng chu cua t6i, khi mé ra showroom 6ng ¢6 much dich la:
hang cua ong c6 ban ngoai rat nhiéu, nhung ong s& ban duoc gia cao nhat va
van dong khach nhat. Vay véi s tién thap hon lai mua cling san pham y
chang nhu nhau, tai sao khach lai dén chd gia cao hon dé mua 1 vi:

- Khach dén d6 vi cam thiy thoai mai va yén tam

- Mbi nhan vién ban hang 1 1 chuyén gia hét stic tin tudng lic ndo ciing sin
sang tu vin hd trg (c6 nhan vién chuyén dén tan nha hoic co quan cta khach
dé huong din sir dung san phdm moi...)

- Pén mua hang, dong thoi ciing 1a dé thu gién giai tri

- Cung cap dich vu sau ban hang tét nhét co thé, dé khach hoan toan yén tam
sau khi d& mua hang.

Két qua 1a: Ong thu dwoc doanh thu cao, lgi nhuén cao, tra lwong nhén
vién hau hinh, khach hang vin quay lai vi thich phong cach phuc vu...

Do vay ca ngwdi ban 1An ngwoi mua cling c6 lgi va cing nhau phat trién.

* Dich vu khach hang: Sw quan trong cua viéc Iwa chon tir ngiv
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TAi lam cho cty cta 6ng chi nguoi Phap dugc 1 thoi gian thi showroom ma
chuong trinh KM rat rAm ro, nhitng chuong trinh nhu thé nay thi hién nay ¢
HN c6 rat nhiéu, nhét 1a cac Siéu thi dién may, nhung cach day 10 nim thi
showroom cua t6i c6 vé 1a khd méi mé nén ciing thu hit dong dao khach hang
guan tam.

T6i duoc chi QL chon 1am MC cua chwong trinh quay s6 trang thuong.

Giai thuong khi ay 1a: giai nhat 1 dién thoai 8210, giai nhi dién thoai 3310,
giai ba: dién thoai 3210

T6i c6 nhiém vu khuyén khich khach hang tham gia chuong trinh dic biét
nay...tdi noi: “xin moi quy khach tham dy chuong trinh quay sé tring

thuong, giai thuong 1a...” T6i liét ké giai nhat, nhi, ba nhu trén. ..

Hom d6 6ng chii ciing dén chi nhanh va xem tdi l1am viéc, sau d6 gio nghi ong
goi t6i va bao: “Em nén thém cac tir ngit vao c4c giai thuong nghe s& hap dan
hon nhu: Quy khach s& trung giai dic biét 1a 1 chd dé dé thuong, da chirc

nang 8210 chéng han..., hodc em gidi thi¢u vé cac tinh nang cud nd, nguoi ta

s¢€ thich nghe hon”

HOm sau t6i van dung huéng dan d6, dung 1a ¢6 hiéu qua 10 rét, dong khach

tham dy hon va khi toi noi dén giai thuong ho ciing t6 ra thich thu hon nhiéu.

Qua diy tdi rat ra bai hoc: viéc lwa chon tir ngi ciing rat quan trong
trong viéc khoi diy sw ham mudn ciia khach hang. Cung 1 mén hang
nhung ta biét diit cho nd nhirng cai tén hip din, n6i cho khach biét chi
tiét tinh niing va gia tri sir dung ciia né, ngudn goc ciia né, sé cang thoi
thic khach sé hitu mén hang dé hon 1a ta chi giéi thiéu don thuin.

« Dich vu khach hang: Sy phan nan ciia khach va tim quan trong ciia
viée gidi quyét phan nan

Khi ban ban hang, ban s€ khong tranh khoi viéc sau khi khach mua hang sé c6
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nhitng trudng hop khach hang than phién vi khdng ung y véi mén hang vira
mua. TUy timg tinh cach caa khach va mirc d6 18i ctia san pham ma khach s&
c6 nhitng trang thai va phan tmg khong hai 1ong khac nhau. O day t6i mudn
chia sé voi cac ban mot s6 van dé xoay quanh viéc khach hang than phién va

cac phuong thirc giai quyét ra sao.

Mot trong nhitng phwong thirc dé cung cap cho khach hang mot dich vu t6t d6
la:

1. Khuyén khich khach hang phan nan:

Sao lai khuyén khich khach phan nan??? khi méi dugc di training vé van dé
nay, chuy@n gia huan luyén vira néu tiéu dé chang t6i & nhin nhau vi thiy n6
nuc cudi qua. RO rang ai ciing thiy rang khi ban hang ngudi ban sé ludn
ching minh vé nhitng uu viét ctia san pham ctia minh, san pham cua minh la
t6t va phi hop voi nguoi mua. Khong ¢ 1 ngudi ban nao lai ni vé nhiing
yéu diém cta san pham ca, diéu d6 that 1a phi ly, 1dm nhu vay s& khién khach
hang cha mudn mua nita cht.

Qua 1a nhu vay. Ai ban hang ciing thuyét phuc khach thay nhitng cai hay cai
t6t vé hang ciia minh. Tuy nhién khuyén khich khach hang phan nan (than
phién) & day 1a nén ban hang 1 cach trung thuc va cau thi. Khi ban hang can
khuyén khich khach hang néu nhan xét ctia ho V& san phim ma minh ban,
khuyén khich ho c6 bat ctr ¥ kién phan hoi gi thi khéng ngan ngai lién lac lai
v6i ngudi ban hang dé co cach giai quyét tot nhat cho ho, boi san pham du
t6t, du dep dén dau ciing van co xac xut khong tranh khoi bi 16i hodc co thé
phl hop vé6i ngudi nay, nhung véi ngudi khac lai khong hop, vi mdi ngudi
déu co quan diém va sy ua thich c4 nhan khac nhau. Do vay khi ban hang nén
cht ¥ chiam s6c khach caa minh sau khi mua hang, d6 1a cach tot nhat dé giir
khach hang trung thanh v&i minh.

Khuyén khich khach hang phan nan ciing gitp ngudi ban ngdy cang hoan
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thién hon san phdm ciing nhu phuong thirc phuc vu, va két qua 1a khach hang
tin twdng hon, thu hut dwgc nhiéu khach va chic chian doanh thu ctia ngudi

ban ciing dat két qua cao hon.

2. Pap ung cao hon sw mong dgi ciia khach hang:

Thé nao 1a dap g cao hon sy mong doi ciia khach? Didu dé giap ich gi cho
viéc ban hang?

Dép (g cao hon su mong doi cuia khach hang: 1a khi ban cung cép 1 dich vu
khién khach bat ngo va thuc su hai 10ng. Vi du: ban cung cap dich vu ship
hang mién phi khi khach mua nhiéu (s6 lwong tir bao nhiéu tro 1én... d6 1a
binh thuong v&i khach rdi, nhung néu ban kém theo 1 mén qua nho nita
khéch s& cam thay minh dugc quan tim va quan trong hon nhiéu — d6 1a ban
da dap rng cao hon su mong dgi ctia khach hang...). Hoac khi khach hang
mudn d6i dd sau khi mua hang, ban c6 thé ship mién phi (mic du trong thoa
thuan 12 co tinh phi, nhung tiiy timg truong hop ban c6 thé cung cip mién
phi) — nhu vay ban cling s€ 1am khach hang hai long vi da dap Gng cao hon su

mong doi cua ho.

Diéu quan trong dé mang lai dich vu khach hang tt chinh 13 ngudi ban phai
dua ra 1 khung gia phu hop, ¢6 1 khong gian 18i du dé co thé cung cip dugc
nhitng dich vu t6t kia cho khach va tranh viéc ngudi ban dua nhau giam gia
nham kéo khach nhung v6 hinh chung 12 ty dim nhau udng no nuéc nhu miy
phan trén t6i da chia sé.

3. Khach hang phan nan va phwong thire giai quyét phan nan ciia khach

a. Phan loai khach hang:
- Khach hang nong tinh: La nhitng khach s€ phan ing ngay khi khong hai

long vai san pham va yéu cau phai giai quyét ngay. V&i nhitng khach thé nay,
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chi can ban dwa ra huéng giai quyét hop 1y va giai quyét ngay 13 ban d4 lam

hai 10ng ho va chic chin ho s& 14 khach hang trung thanh ciia ban sau nay.

- Khéach hang tram tinh: Khach khong ung ¥ V&i san pham ciia ban, nhung
cling khong phan hoi y kién, ma ho 4m thim hodc tic ludi cho qua vi ngai

mét thoi gian, ngai phién, sau d6 ho ciing s& khong bao gio quay lai véi ban
nita, vi ho nghi rang chi bi 1 1an ma thoi. Vi ddi twgng khach hang nay ban
nén khuyén khich ho than phién va giai quyét 16 rang cho ho, dong thoi dwa

ra nhirng ¥ kién thién chi cam on ho d4 dong gop phan hdi cho ban.

- Khéach hang kiém chuyén: Khach ¢ tinh kiém chuyén vi ¢6 thé ho mudn
ha thép uy tin cua ban, hodc ho birc xtc véi thai @6 ban hang cta nhan vién....
Hoac ho ¢6 chuyén ca nhan kho chiu trong nguoi cung thoi diém ban hodc
nhan vién ban hang 1am phat ¥ ho.... Vi nhitng khach ndy ban can binh tinh,
kién nhin, lang nghe va co thai do hét sirc cau thi véi ho. Tuy nhién trong 1
ngudng nao do, néu ho cb tinh gay chuyén ban nén lich s tir chdi va ban co
quyén lwa chon khach hang cho minh — vy hay gii su 10ng ty trong c4 nhan

cua ban trong gidi han cho phép.
b. Phwong phap giai quyét phan nan caa khach:

La mot ngudi ban hang thi ban luén mong mudn khach hang sé hai long véi
san pham va chat lugng dich vu ctia minh, duong nhién ban s& khong mong
mubn bi khach than phién. Thong thudng 1a nhu vay. Tuy nhién nhu & trén toi
d4 ni, c6 nhirg ddi tugng khach hang ma ngudi ban can khuyén khich ho
than phién dé biét duoc nhitng nhugc diém ciia minh, nhim khic phuc nhiing
nhugc diém d6 dé mang lai cho khach hang san pham ciing nhu dich vu tot
hon nfra.

Vay khi khach hang than phién thi ban nén lam gi, sau day t6i xin dwoc chia
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sé cac budc dé tiép nhan than phién cua khich va giai quyét nhitng than phién
d6 dé khach dugc hai long:

Buwéc 1: Tiép nhan phan nan:

Ban hdy binh tinh ling nghe ¥ kién cta khach hang, du khach ¢ ndng tinh
dén dau ban hay cb giir phép lich sy mot cach tot nhat. Hay hit 1 hoi va diéu
khién y nghi trong dau minh, rang khach dang complain (phan nan) vé san
pham cua ban chir khong phai khach dang chi trich chinh ca nhan ban.

Trong khi khéch trinh bay, ban nén to thai & cau thi, cht tim nghe khach néi

dé nam bt duoc ¥ mudn cua khach hang.

Buwadce 2: Giai thich va quy dinh:

Ban hdy giai thich rd rang cho khach vé truong hop cia khach. Nhic lai
nhitng quy dinh, hodc nhirng thoa thuan nao d6 gitra ban va khach trong qua
trinh mua béan trudc kia (VD: khi ban hang: ban c6 quy dinh véi khach nhitng
truong hop nao duoc d6i hang, hoic tra lai hang véi diéu kién hang méi
nguyén mac, nhung truong hop ciia khach, hang da sir dung, mat mat... dé
khéch hiéu, di phan nan bét cr didu gi ciing phai co 1 nguyén tic va quy dinh
nhat dinh. Ma nguyén tic va quy dinh d6 da duoc sy déng ¥ cua 2 bén khi

mua béan hang rdi...)

Buéc 3: Pua ra huéng gidi quyét:

Sau khi d4 ling nghe ¥ kién va mong muén cua khach, dong thoi d4 giai thich
vé nhitng thoa thuan quy dinh trude kia thi ban phai dua ra hudng giai quyét
rd rang hop Iy cho khach.

Ban dua ra gibng nhu thao ludn va trao d6i gitta 2 bén dé khach va ban cling
tim ra tiéng noi chung, ca 2 bén cling déng ¥ véi hudng giai quyét d6. Truong
hop khong c6 tiéng noi chung thi bit budc phai nho 1 bén tha 3 1am trung

gian dé 1am viéc.






