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Chwong trinh khéng chi gitip ban biét cach cham soc khdch hang
mét cach chuyén nghiép, ma con gitip ban biét cach bién “khdch
hang” thanh “ban hang”; bién “ban hang” thanh “déi tdc’.

san xudt, hay thwong mai) thi: (1) Khong chi cham séc khach hang (CSKH)

trong qua trinh ban hang (During Sales), ma con CSKH ca sau ban hang
(After Sales); (2) Ludn luén gitt dwoc mot “chudn muc”, mot “dang cip” trong viéc
CSKH ctia minh nh¢ “sé& hitu” mot doi ngli nhan sw kinh doanh chuyén nghiép va
dwoc dao tao bai ban vé ban hang va cham séc khach hang.

M ot doanh nghiép kinh doanh thanh céng (bat ké d6 1a doanh nghiép dich vy,

Vé&i nhitng quan diém nhw vay, chwong trinh dao tao “Chdm Séc Khdch Hang” cua
PACE da ra doi nham gép phan gitp ddi ngii ciia cc cong ty chuyén nghiép hon trong
CSKH va thanh cong hon trong ban hang.

Chwong trinh nay da dwgc cac chuyén gia cia PACE nghién ciru, thiét ké va bién soan,
dong thoi dwgc cai tién, nang cip lién tuc cho phtt hgp véi nhirng thay déi va thach thic
ctia moi treorng kinh doanh hién tai.

Chuwong trinh dao tao nay khéng nhirng giup ngudi tham dw biét cach cham soc
khach hang chuyén nghiép trong méi treorng kinh doanh hién nay, ma con giup cho
ngudi tham du: Biét cach phat trién khach hang va tao ra khach hang dwa trén hé théng
khach hang hién hitu; Biét cach bién “khach hang” thanh “ban hang” (khdch hang
thdn thiét) va sau dd, bién “ban hang” thanh “d6i tac” (khdch hang muén minh “dong hanh”
cung ho trong qud trinh phdt trién ctia ho); Biét cach xay dwng “van h6a ban hang”
cho ban thén; Biét cach chung strc cling cong ty xdy dung “vian hda ban hang va cham séc
khéach hang” chuyén nghiép - ddng cap cho toan thé ddi ng.




Thong tin chi tiét vé
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POI TWONG THAM DU

Cac cap lanh dao doanh nghiép;

Déi ngili quan ly cip trung (bao géom tir gidm doc
chirc nang dén cap trwdng pho cac Phong, Ban,
B& phan trong doanh nghiép);

Cac nhan vién trong doanh nghiép thwc hién
cong tac cham séc khach hang, dich vu khach
hang, ban hang hodc c6 ti€p xic véi khach
hang c6 mong mudén phat trién va hoan thién
k§ nang quan trong nay;

Chwong trinh khong phu hop cho cac déi
twong la hoc sinh, sinh vién - nhitng ngudi
chwa cé tham nién lam viéc trong moi truedng
doanh nghiép.

MUC TIEU CHUO'NG TRINH
Sau khi tham dw chwong trinh, ngudi hoc sé:

Thau hiéu nhirng nhén thirc quan trong cta
cong tac cham soc khach hang trong moi trueong
kinh doanh hién nay;

Biét dwgc mot cach ro rang chian dung cua
mot khach hang trong thoi dai ngay nay, dau
la sy ky vong, 1a sw mong doi, la yéu to quyét
dinh su lwa chon cling nhw yéu t6 tao sw trung
thanh cta khach hang danh cho sdn phdm/
dich vu ma doanh nghiép dang kinh doanh;

N&m dwoc nhirtng mau cht quan trong va biét
cach cham séc khach hang mot cach chuyén
nghiép va hiéu qua, bao gdm: cic nguyén tic,
quy trinh, phwong phap, cong cu va ky thuat;

ThAu hiéu dwoc nhitng chwong trinh cham séc
khach hang hién dai va biét cach cai thién
nang lwc quan tri cac chwong trinh cham séc
khach hang mét cach chuyén nghiép;

Hiéu va biét cach vin dung mo hinh phat trién
khach hang va bién khach hang thanh déi tac
ctia PACE, goi tat1a “CCP Model”;

Hiéu va biét cach vin dung mo hinh xay dung
van héa ban hang va van héa cham séc khach
hang chuyén nghiép ctia PACE, goi tit la:
“TBHC Model".

NOI DUNG CHU'O'NG TRINH
Phén 1. Tong quan vé cham s6c khach hang

Nganh kinh doanh & nhitng thach thirc trong

moi trweong kinh doanh hién nay;

Cong tac cham so6c khach hang trong méi

truedng kinh doanh hién nay:

- Dich vu khach hang/ Cham séc khach hang -
Pau la sw khac biét?

- Phét huy loi thé canh tranh trong cong tac
cham s6c khach hang.

Ai la ngudi thuc hién cong tac cham s6c khach
hang trong doanh nghiép?

Phan II. Phwong phap cham s6c Khach hang
hiéu qua

Hiéu vé khach hang dé chim s6c khach hang
hiéu qua

- Khach hang & sw lwa chon ctia khach hang;
- Nhu ciu & nhitng mong doi;

- Nhitng cip d6 hai long ctia khach hang;

- Chan dung cta khach hang xwa & nay.

Cac nguyén tic quan trong trong cham séc
khach hang;

Quy trinh va phwong phap cham séc khach
hang chuyén nghiép;

Nhitng chwong trinh cham séc khach hang
hiéu qua pho bién;

Nang lwc quan ly cac chwong trinh cham soc
khach hang

- Lap chwong trinh cham s6c khach hang;

- Thuwec thi va kiém soat thuc thi;

- Panh gia va diéu chinh.

Nhirng miu chdt quan trong va nhitng sai Jam
can tranh trong quan ly cic chwong trinh
cham séc khach hang.

Phén III. M6 hinh phat trién khach hang “CCP”

Customer (khach hang): Quy trinh tiép xdc va
dap &ng nhu ciu ctia khiach hang (ban hang);
Client (ban hang): Cham séc khach hang dé
phat trién “khach hang” thanh “ban hang”;
Partner (déi tac): Chdm séc khach hang dé
phéat trién “ban hang” thanh “déi tac” dé di
cung nhau;

Cach tiép can va cham s6c khach hang dac biét.

Phan IV. M6 hinh xiy dwng “vin héa ban hang”
va “van héa CSKH”: “TBHC” Model

Thought: Nhan thtrc sdu sic vé ban hang va
cham séc khach hang;

Behaviors: Hanh vi chuyén nghiép trong ban
hang va cham s6c khach hang

- Attitude - Thai do chuyén nghiép;

- Skills - K§ nang chuyén nghiép;

- Appearance - Ngoai hinh chuyén nghiép.
Habits: Théi quen chuyén nghiép trong qua
trinh ban hang va cham s6c khach hang;
Character/ Culture: Tinh cach/ Van héa ban
hang va cham sé6c khach hang chuyén nghiép.

Tinh thdn mdéi, ndng lwc méi cho nén kinh thwong méi




“Chi c6 hoc thic, mdi c6 ndng liic thuc;
chi c6 ndng lyc thic, mdi ¢ thé lam thuc;
chi ¢6 lam thiic, mdi cd thé tao ra gid tri thuc;
chi ¢6 tao ra gid tri thuc, mdi c6 thé song thuic.
Tat cd, bat dau tu: thuc hoc” (PACE).

Tru s& chinh: Toa nha PACE Van phong Ha Noi: International Center
341 Nguyen Tréi, Quan 1, TP.HCM 17 Ngb Quyén, Quan Hoan Kiém, Ha Noi
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