Hotline khong co6
ngudi truc

“Syt chi déng chinh 1a chia khéa clia dich vu
xuét sic.”

— Nguyén Duong, Nha sdng Iap &

Chd tich Vperia



Tinh hudng va phan hdi miu

Khach hang phai goi nhiéu I&n méi cé ngudi bat may,
giong da to rd su buc béi.

> “Da em nghe day a. Em thanh that xin 15i vi d& dé
anh/chi phai goi lai nhiéu I1an. Em sé& vu tién x{ ly van
dé cua minh ngay bay gid a.”

Théng than xin 18i vi “dé khach goi lai nhiéu 1an”, cho
thay ban hiéu rd van dé cla ho. Cum tif “uu tién xu
ly” 1ap tlrc xoa diu su buc bdi va cho khach thay ho
dugc coi trong, bu ddp cho thdi gian da phai chd dai.

Bai tap thuc hanh

1. Gid Iap tinh huéng

® Cé6 hai vai: Khach hang va nhan vién truc hotline.

* Pua ra phan héi theo 2 cach: (1) Chi déng nhan
16i; (2) ki€m cé do 15i hé thong, do khach dong,
V.v.. Sau d6 phan tich diém tét/chua tét va so sanh
hiéu qua cam xuc tao ra.

2. Goi y hanh déng xoa diu khiach hang

* Ting vu dai nhd thay cho I8i xin 15i.

e GUi tin nhdn cdm on khach hang qua Zalo/SMS.
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“Nhan vién chinh 1a bd mit cla céng ty trudc
khach hang.”

— Shep Hyken, chuyén gia vé

cham séc khach hang



Tinh hudng va phan hdi miu

Khach goi Ién téng dai/hotline yéu cau hd trg, co
nhan vién tié€p nhan réi nhung dé khach chd may qua
1du ma khéng bao trudc.

> “Em thanh that xin 18i vi dé anh dgi lau a. Em da
kiém tra xong van dé clia minh r&i, em xin phép hd trg
anh xu ly ngay a.”

P& khach chd qua lau khién ho cdm thay bi xem nhe.
Khéng gilt ding thdi gian la sy that hia, lam gidm uy
tin va trdi nghiém cua khach.

Bai tap thuc hanh

1. Gid Iap tinh huéng

® C6 hai vai: Khach hang va nhan vién CSKH.

¢ Phan hdi theo 2 phong cach: (1) Chi ddng xin 15i
va cdm on khach da chg; (2) bi déng, thd o vdi
cdm xuc cla khach. Sau dé phan tich va so sanh
hiéu qua cam xuc tao ra.

2. Goi y hanh déng xoa diu khiach hang

* Ludn bao trudc thai gian khach can cha.

* Chl déng quay lai sém hon du kién; néu phat sinh
tré, cap nhat ngay cho khach.
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Khach ché tu van
nhung khong ai
lién hé

“Khodnh khdc ban phan hdi 1a khodnh khic
khach quyét dinh cé tiép tuc hay khéng.”

— Jeanne Bliss, chuyén gia hang dau vé

trdi nghiém khach hang, tac gid cuén sach

“Chief Customer Officer”



Tinh hudng va phan hdi miu

Khach dé lai théng tin chd tu van nhung qua may
ngay khong cé ai lién hé.
- “Da em xin 16i a. Em s& bao bd phan kinh doanh lién
hé anh/chi ngay lap turc.”

Khi khach da dé lai théng tin nhung khéng nhan dugc
phan héi, ho d& cam thay bi xem nhe va mat niém
tin. Phan hdi cham 1a dau hiéu dich vu y&u - can xu
ly ngay dé giit co hdi ban hang va duy tri thién cam.

Bai tap thuc hanh

1. Gid Iép tinh huéng

® Cé6 hai vai: Khach hang va nhéan vién CSKH.

* Phan héi theo 2 phong céch: (1) Cltng nhic va may
moéc; (2) cht ddng dua ra phuong &n hd tro. Phan
tich va so sanh hiéu qua cdm xuc tao ra.

2. Ggi y hanh déng xoa dju khach hang

¢ Goi dién cho khach ngay lap titc dé tu van, dong
thai gli tin nhdn xac nhan.

e Kiém tra va tdi uu quy trinh tiép nhan thong tin
khach hang ti web.

* Ghi chu va danh dau khach hang can dugc uu tién
chdm soc 1an téi.
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Cham tra 16i tin
nhan cla khach

“Mot trai nghiém té & bat ky dau trén hanh
trinh khach hang déu cé thé gat di moi thu
khéac, ngay ca khi phan I8n trai nghiém la tét.”
— Matt Watkinson, tac gia “The Ten Principles
Behind Great Customer Experiences”



Tinh hudng va phan hdi miu

Khach nhan tin qua fanpage, nhung téc do tra 18i clia
nhan vién truc page qua cham, ngét quang.

- “[Tén doanh nghiép] xin 18i anh/chi vi su bat tién
nay, do cé nhiéu khach lién hé qua page nén bo phan
truc page chua kip trd 18i anh/chi a. Em 13 [tén nhan
vién], sé hd trg tu van cho anh/chi. Néu can gap, anh/
chi vui long lién hé qua hotline gitp em nhé!”

Khéng phan héi khién khach cam thay bi phét 19, mat
long tin. Mt 13i xin 16i kém cam két rd rang 1a budc
dau dé cltu van trdi nghiém.

Bai tap thuc hanh

1. Gid Iap tinh huéng

® C6 hai vai: Khach hang va nhan vién truc page.

* Phan héi theo 2 phong cach: (1) Cau thi, nhiét
tinh; (2) bi dong va thd o. Phan tich va so sanh
hiéu qua cam xuc tao ra.

2. Goi y hanh déng nén lam

*  GUi I8i xin 16i kém phan héi day du.

* G&n nhan uu tién cho tin nhdn dén tir khach hang.
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Khach hiéu Iam vi
thong tin khéng
roé rang

“Sy minh bach tao dung niém tin - va niém tin
chinh 1a nén méng cia dich vu bén vitng.”

— Howard Schultz, cuu chd tich va

CEO Starbucks



Tinh hudng va phan hdi miu

Mét khach hang hiéu sai vé chuong trinh khuy&n mai,
tudng rang dugc tang qua nhung chi dugc gidm gia.
- “Em rat xin 16i vi cdm giac khéng hai long ma anh/
chi dang gdp phai. Em xin phép dugc lam rd lai toan
bo théng tin d& ddm bao moi diéu anh/chi nhan dugc
1a chinh xac va minh bach.”

Khi khach néi “bi lira”, tiic 1a ho da cdm thady mat niém
tin. Tranh ludn hay phong tha chi Idam tinh hinh cdng
thdng hon. Thay vao d6, can giai thich rd ting chi
tiét dé khach thay dugc sy minh bach, tit dé dan khoi
phuc long tin.

Bai tap thuc hanh

1. Gid Iép tinh huéng

® Cé6 hai vai: Khach hang va nhéan vién CSKH.

* Phan héi theo 2 phong cach: (1) Chan thanh nhan
16i va gidi thich; (2) cirng nhic hodc dd 16i cho
khach hang. Phan tich va so sanh hiéu qua cam
xUc tao ra.

e

2. Goi y hanh déng sau khi giai thich

* Ggiy mét gidi phap thién chi nhu tdng voucher
uu dai cho Ian mua sau.

* Ch( déng tim ki€m Igi ich khac cho khach déi vai
don hang hién tai.
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Gia niém yét sai
Iéch lam khach
mat niém tin

L g

“Niém tin mat di ti nhitng diéu nhé nhat.”
— Warren Buffett, “nha tién tri x&@ Omaha”



Tinh hudng va phan hdi miu

Khach dat hang trén website, gid niém yét 1a 790K,
nhung dén budc thanh toan lai bi tinh 850K. Khach
tirc gian phan anh: “Lira ddo a? Niém yét mét gia, tinh
tién mot gia. Toi sé khéng bao gid quay lai!”

- “Da, em thanh that xin 18i vé 15i sai gia nay. Bén em
sé 1ap tic ap dung dung gia 790K cho don hang va
bao ky thuat sita lai ngay. Mong anh/chi théng cam
cho su cé nay a!”

Théng thin nhan “15i sai giad” dé xoa dju khach hang.
“Ap dung dlng gia” 1a gidi phap duy nhat dé thé hién
sy cong bang. Cam két diéu chinh théng tin gilp xay
dung lai niém tin da mat.

Bai tap thuc hanh

1. Gid Iap tinh huéng

® C6 hai vai: Khach hang va nhan vién ban hang.

* Phan héi theo 2 phong céch: (1) Bi dong va thiéu
quyét doan, (2) chi déng va nhanh chéng giai
quyét van dé. Phan tich va so sanh hiéu qua.

2. Goi y hanh déng nén lam

¢ Kiém tra va cap nhat théng tin trén cac kénh
chinh thirc néu c6 16i sai.

e GUi tin nhdn cdm on va cap nhat cho khach hang.
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Thuc té khac vdi
quang cao

“Ngudi tiéu dung khdng ngu ngéc. Ho chinh la
ngudi than cda ban.”

— David Ogilvy, “Ong té nganh

quang cdo hién dai”



Tinh hudng va phan hdi miu

Khéach dat phong tai resort theo hinh anh quang cao
mét cdn phong “Deluxe hudng bién, view tron ven
binh minh”. D&n khi nhan phéng, ho thdy can phong &
tang thap, view bién bi che khuat phan 16n.

> “Da, em hiéu su that vong cl@ia anh/chi va thanh
that xin 18i vi trai nghiém nay. Em sé kiém tra ngay dé
ddi cho minh mdt phong khac cé view dep ding nhu
quang cdo a.”

Pung vé phia khach hang cho thdy ban déng cam
v3i ho, khéng phai ké thu. Thang thin xin 18i vi trai
nghiém thuc t& khéng nhu ky vong gitip khach ngudi
gidn. Dac biét, bién 18i n6i thanh hanh déng sé 14y lai
niém tin cta khach.

Bai tap thuc hanh

1. Gid Iap tinh huéng

® Co hai vai: Khach hang va nhan vién CSKH.

* Phan héi theo 2 phong cach: (1) Chan thanh va
cau thi slra sai; (2) cling nhac phi trach nhiém.
Phén tich va so sanh hiéu qua cam xuc tao ra.

2. Goi y hanh déng gii khiach

e Kiém tra lai ngay ndi dung va hinh dnh quang céo.

¢ Khic phuc 16i sai hodc dén bu thda dang.
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Khach hiéu sai
do ngudi tu van

“Su trung thuc la nén tang dé giir I6ng tin dai
l1au [cta khach hangl.”

— Bang Thiy Ha, tic gis cuén sdch

“Thau hiéu khach hang”



Tinh hudng va phan hdi miu

Khach nghi san pham khuyé&n mai cé ca chitc ning A
va B nhung thuc té& chi cé chitc ndng A nén muén tra
hang, hoan tién (quy dinh la khéng dugc).

- “Em thanh that xin 16i vi ngudi ban hang da tu van
thi€u sét. Theo quy dinh, sdn phdm khuyé&n mai khéng
dugc déi, trd, nhung em sé chuyén trudng hop cla
anh/chi sang bd phan kinh doanh va bao lai phuong
an hé trg phu hgp nhat trong thdi gian sém nhat a.”

Tu van sai gay tén hai truc ti€p dén trai nghiém khach
hang. Ph3n héi nhanh, trung thuc va hanh déng khic
phuc kip thdi 1a cach 1y lai long tin.

Bai tap thuc hanh

1. Gid Iép tinh huéng

® Cé6 hai vai: Khach hang va nhéan vién CSKH.

* Phan héi theo 2 phong cach: (1) May méc; (2) than
thién va nhiét tinh. Phan tich va so sanh hiéu qua.

2. Goi y hanh déng nén lam

e Lap tic nhan 16i va xin thdi gian x{ ly.
* Hb tro khach hang d&i hang c6 bu trif tang kém
voucher giam gia.
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Khach hang
hoai nghi chat
luogng san pham

“Chat lugng sé dudc ghi nhé rat 1au sau khi
ngudi ta quén gia ca.”
— Aldo Gucci, cé Chu tich Gucci



Tinh hudng va phan hdi miu

Khach hdi: “Em oi, sdn pham nay c6 thuc su hiéu qua
‘than thanh’ nhu quang cdo khéng? Hay chi la néi qua
1én thoéi?”

> “Da em hiéu su lo ldng cla minh a. [S3n pham]
nay hiéu qua nhanh Ia nhd vao [néi ngdn gon co ché
chinh]. Rat nhiéu chi ban dau ciing ban khoan y nhu
minh, nhung sau khi dung déu hai ldng va quay lai. Chi
xem cac phan hdi thyc té& nay la rd nhat a.”

Muc tiéu phan héi khéng phai 1a “ban hang”, ma la
“xay dung niém tin” bing cach gidi quyét cac néi lo
cha khach hang.

Bai tap thuc hanh

1. Gid Iép tinh huéng

® C6 hai vai: Khach hang va nhéan vién ban hang.

* Phan héi theo 2 phong cach: (1) Giai thich tan
tinh, thau hiéu; (2) dan sé liéu va danh gia thuc
chitng. Phan tich va so sanh hiéu qua.

2. Goi y hanh déng gii& chan khach

* GUi théng tin chitng nhan chat lugng.

* Chia sé phan héi tir khach hang truéc.

* Mdi khach tradi nghiém dung thir hodc demo.
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Pon hang bi hily
khong thong bao

“Nhiing khach hang dang khé chiu sé mang lai
cho ban bai hoc quy bau.”
— Bill Gates, nha sang Iap Microsoft



Tinh hudng va phan hdi miu

“Tai sao don hang cua téi bi hiy ma khéng ai thém
bdo mét tiéng vay? Bén ban Iam &n ki€u gi thé? Mat
bao nhiéu thdi gian chd dgi clua tbi!”

- “Da em thanh that xin 16i vé sai s6t nghiém trong
nay cla bén em. P& khéc phuc ngay, em xin phép dat
lai don hang cho minh kém mot méa gidm gia [X%] dé
ta 16i. Em sé truc tiép theo d&i dé ddm bao don hang
dugc uvu tién xi ly. Anh/chi thdy phuong an nay cé
dugc khéng a?”

Khéng chi 1a gidi thich, ma la khic phuc su cé, tic
14 thita nhan sai sét nghiém trong va né luc “lam lai
cho dung”.

Bai tap thuc hanh

1. Gid Iap tinh huéng

® C6 hai vai: Khach hang va nhan vién CSKH.

* Phan héi theo 2 phong cach: (1) Bi dong va may
méc quy trinh, (2) ch(i déng giai quyét ngay.
Phan tich va so sanh hiéu qua cdm xuc tao ra.

2. Goi y hanh déng gii& khach quen

* Kiém tra log don hang.

* Goi dién xin 16i khach.

* Ggiy don thay thé kém ma gidm gia (néu cé).
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