CHUONG 3: TO CHUC TIEP KHACH

* Khéi ni¢m, vai tro va nguyén tac cta viéc ti¢p khach ]
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e Phan loai khach

e Cac phuong thirc giao tiép trong tiép khach

e T6 chirc tiép khach




3.1 Khainiém, vai tro va nguyén
tac cua viec tiep khach

& Tiép khach la gi?
& Tiép khach kinh doanh la gi?

& Tiép khach c6 vai tro nhu thé nao?



Nhimg ngiryén tic co ban khi tiép
khach

& Tuan thi cac quy dinh, tip quén, thong 1& quoc té

&® Ton trong nhiang quy dinh, tap quan, tap tuc cua
tung quoc gla

R Ton trong nhitng tip quan, phong tuc cua tung dia
phuong, vung

& Thuc hién nguyén tic binh dang, hop tac cung c6 loi

R Lich sy, nghiém tac trong moi khau, tao diéu kién
thuan loi cho khach
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3.3 Cac phuong thiic giao ticp
trong tiép khach

& Giao tiép bing ngon ngir
® Giao tiép cin ngon ngir

& Giao tiép phi ngoén ngir



Giao tiép bing ngon ngit




Giao tiép bang ngdn ngit

& Chtc ndng cua ngdn ngir: Thong bdo, tac
dong, dién cam

& Cau trac ctia ngdn ngir:

- CAu trac bé mit

- Cau trtc ngit nghia

R Pac trung co ban ciia ngdn ngir



Giao tiep phi ngon ngit

¢ Khai niém: Giao tiép phi ngon ngit con goi la
ngon ngit khong 16i, 1a tap hop nhiéu loai tin
hiéu cta co thé dugc biéu hién & cic hoan
canh, tinh huéng khac nhau tuy theo cim

nghi, thai do



Giao tiep phi ngon ngit

@ Caic hinh thirc biéu hién:

Neét mat

Tin hiéu co thé (cir chi hay hanh déng)
Dang vé con ngudi (tu thé)

Trang phuc

Khoang cach



3.4 T chirc tiep khach

Tiép khach truc tiép

&R Chuan bi 1é tan

&® Doén tiép khach

- Chao hoi khach

- Nhitng viéc sau chao
hoi

Tiép khach qua dién thoai

o Vai tro cua dién thoai
trong van phong

R Giong noi qua dién
thoai

R Su dung dién thoai dé
tiép khach



Su dung dién thoai de tiép khach

R Tra o1 cudc goi dén
& Chuyén/duy tri cudc goi

R Thuc hién 101 nhan

R Thuc hién cudc goi di



3.4 T chirc tiep khach

@ Xit 1y cac tinh huong trong tiép khach:
- Ngit quang hay két thtic cudéc néi chuyén
- T6 chirc céc cudc hen gap

- Huy bo cudc hen géap

- Xu ly phan nan cua khach hang



Xu ly phan nan cua khach

&R Tim cach tach riéng khach

& Ling nghe cham chd 16i phan nan ctia khach
«® Tim ra nhiing noi dung chinh va ghi lai

R Bay to sy thong cam véi khach

& Xin 10i khach, khong bao chita va tranh tranh luén



Xu ly phan nan cua khach

@ Cam on khach da bay t6 y kién

& Giai thich nhimmg viéc c6 thé

@@ Bao cao lai v6i nhitng bén lién quan
R Theo doi viéc xir 1y

&R Kiém tra lai sy hai long cuia khach
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