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TUYEN BO BAN QUYEN
Tai liéu nay thudc loai sach gido trinh nén cac ngudn thong tin c6 thé duge phép
dung nguyén ban hodc trich dung cho cac muc dich vé dao tao va tham khao.
Moi muyc dich khac mang tinh 1éch lac hoac st dung véi muc dich kinh doanh thiéu
lanh manh s€ bi nghiém cAm.



LOI GIOI THIEU

Trudc day, khi ma nén kinh té thi truong con chua phat trién thi yéu t san
pham va gia thuong duoc dat 1én hang dau. Khach hang s& lya chon san pham
c6 chat luong tét hon, gia ré hon. Ngay nay, khi ma canh tranh giira cac doanh
nghiép ngdy cang gay gat thi khach hang dan tré thanh trung tAm thay thé san
pham va gia thanh.

Chinh vi nhiing 1y do trén ma vai tro cua chdm soc khach hang ngay mot
quan trong. Va ding trén tu cach cia mdt nha quan ly, ngudi chu doanh nghiép
thi ngoai viéc toi wu san pham ban con can luu y téi tAm quan trong cua chim
soc khach hang.

Dbi voi mdi doanh nghiép kinh doanh, chdm soéc khach hang hién nay
chiém giir vai tro rit quan trong. Chiam s6c khach hang mang lai cho doanh
nghiép nhiing loi ich cin va va c¢6 tam chién luoc.

Gi4o trinh nay s& giup cho Sinh vién trang bi kién thirc vé cham soc khach
hang va cac k¥ nang can thiét dé chiam séc khach hang hiéu qua.

Pong Thap, ngdy thang nam 2018
Tham gia bién soan

Nguyén Thi Nhu Hang
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GIAO TRINH MON HQC
Tén mon hoc: QUAN TRI QUAN HE KHACH HANG
Ma moén hgoc: CKT403
Vi tri, tinh chit, ¥ nghia va vai trd cia mén hoc:

- Vi tri: Nghiép vu cham soc khach hang thuéc nhom cac mon hoc chuyén
nganh bt bude, duoce b tri giang day sau khi da hoc xong cac mén hoc cac mén
co s& nganh nhu Marketing, Kinh té vi mo, Quan tri hoc.

- Tinh chat: M6n hoc nghién ctru tong thé chiam séc khach hang va cac nghiép
vu co ban dé cham séc khach hang ciia doanh nghiép

- Y nghia va vai tro cia mon hoc: Gilp nguoi hoc trang bi nhiing kién thirc va
ky nang can thiét dé co6 thé cham soc khach hang mot cach hi¢u qua.

Muc tiéu ciia mon hoc:
- Vé kién thirc:
« Nang cao su hiéu biét vé khach hang va tAm quan trong ctia viéc cham séc
khach hang.
e Phan tich cac nhan té chinh trong viéc cham séc khach hang.

e Trinh bay dugc cac quy trinh, phuong phap cham soc khach hang chuyén
nghiép nhat.

- Vé k¥ ning:
e Tang ki nang lam viéc nhom
e Thuc hién dugc nhitng k§ ning co ban dé chiam séc khach hang

- Vé nang luc tu chu va trach nhiém: Qua vi¢e thuyét trinh va giai quyét cac bai
tap tinh hudng :

« (6 y thic tich cuc, chii dong trong qua trinh hoc tip, phat biéu y kién
dong gbdp xay dung bai.

* Phat trién k¥ ning tu duy sang tao, khdm pha tim hiéu thém ngoai gid
hoc.

e Trau dbi, phat trién ning luc danh gid va tu danh gia.

Noi dung ctiia mon hoc:



CHUONG 1: TONG QUAN VE KHACH HANG VA CHAM SOC

KHACH HANG

Muc tiéu:

- Kién thuc: trinh bay duoc cac khai niém co ban vé khach hang va cham soc

khach hang

- K¥ nang: Tang ki ndng lam viéc nhom.

- Nang luc tu chua va trach nhi¢m: C¢é y thuc tich cuc, chi dong trong qua trinh

hoc tap, phat biéu y kién dong gop xay dung bai.

Noi dung chinh:
1. KHACH HANG
1.1. Mt s6 khai niém vé khach hang

% Khai niém: Theo Peter Fdrucker (1954), cha dé ctia nganh quan tri
dinh nghia “Khdch hang cua mot doanh nghiép la mot tap hop nhitng cd nhdan,
nhém nguwoi, doanh nghiép, v.v... ¢6 nhu cdu sir dung san phdam, dich vu ciia
doan’ nghiép va mong muon dwoc théa man nhu cau do”.

X/

¢ MGt s6 quan diém vé khach hang:

+ Khach hang la nguoi khong phu thuoc vao chung ta, chung ta (nhitng
nguoi ban hang) phu thuéc vao ho.

Thé cho nén, khach hang khong di tim chung ta, ching ta phai di tim
ho.
Chung ta phai ban cai ma ho thich mua, va cho ho biét 1a ta c6 cai ma ho
thich.

+ Khdch hang la ngwoi ban on cho chiing ta khi ho dén mua sam ¢ cira
hang ciia ching ta, ching ta chang ban on gi cho ho khi cung cdp dich vu
khach hang.

Thé cho nén, dich vu khach hang 1a “nghia vu”, la “bdn phan”, 1a “trach
nhiém”. Khéach hang luén ludén ding, khong phai ching ta sai, trach nhiém
ctia chung ta 1a cho ho biét ring ho ludn ludn dung va ching ta ddng tinh
v6i y kién nay.

+ Khdch hang la mét phan quan trong trong cong viéc cia ching ta,
ho la nguoi trong cugc, chir khong phai nguoi ngoai cudc.

Thé cho nén, chd c6 bao gid tra 101 v6i khach hang “khong tra hang 1a
chinh sach cta cong ty”, khi ho mudn tra mén hang ho d¢a mua. Khach mua
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hang cua chung ta va ho tra lai vi khong thich mén hang, tai sao ta lam cho
ho khong thich chinh chung ta vi khong nhan lai hang?

+ Khdch hang khong phdi la nguoi dé ching ta cdi va, an thua hay cdu
gian.

Thé cho nén, lic nao ciing phai lich sy voi khach hang. Khong cii va
v6i ho, lubn tim cai diing trong quan diém cua ho (dé ma dong tinh).

+ Khdch hang la nguoi dem dén cho chiing ta cdi ho cdn, va céng viéc
ciia chiing ta (céng viéc ciia nhitng nguoi ban hang) la théa man nhu cau
cua ho.

Thé cho nén, cai khach hang can ma ching ta khong c6, d6 1a 13i cta
chung ta.

+ Khdch hang khéng phdi la nhitng sé lidu thong ké vé cam, ho la
nhitng nguoi cé tinh cdm va cam gidce giong nhw chiing ta.

Thé cho nén, néu khach hang khéng phan nan gi hét, chwa c6 nghia 1a
dich vy ctia chung ta hoan hao. Ho khong phan nan ciing c6 thé 1a ho gian
dén muc khoi thém néi gi. Dich vu khach hang 14 phai giao tiép véi khach
hang, chtr khong phai qua théng ké, qua sb gop ¥...vv

+ Khach hang la nguoi dang dwoc huong sy phuc vu nhd nhan va chu
ddo do chiing ta cung cdp.

Thé cho nén, néu ching ta khéng nha nhan va khong chu dao, khach
hang s& roi bo chung ta di, du hang hoa cua ta c6 t6t thé nio cling mic.

+ Khdch hang la ngwoi mua san phdam cia ching ta va tra lwong cho
chung ta (nhitng nguwoi ban hang).

Vi luong chung ta trich ra tir doanh sé ban hang. Khéng cé khach hang
thi khong c6 doanh thu va nhan vién ban hang s€ bi doi.

+ Khdch hang la nguén song cia cong ty ching ta va tat ca nhiing
cong ty khac.

Nhu vay, khach hang la nhirng nguoi chiung ta phuc vu cho du ho ¢ tra
tién cho dich vu cua chung ta hay khong, khach hang gom khach hang bén ngoai
va khéach hang noi bg.

1.2. Phan loai khach hang
1.2.1. Khéch hang bén ngoai:



— Pay 1a nhimg ngudi thuc hién cac giao dich v6i doanh nghiép, bang
nhiéu hinh thic: gap g0 truc tiép, giao dich qua dién thoai hay giao dich truc
tuyén.

— Pay chinh 13 cach hiéu truyén thong vé khach hang, khong c6 nhimng
khach hang nhu thé nay, doanh nghiép ciing khong thé ton tai.

— Nhiing khach hang dugc thoa man la nhitng ngudi mua va nhan san
pham, dich vu cua ching ta cung cip. Khach hang c6 quyén lwa chon, néu
san pham va dich vu cua ching ta khéng 1am hai 10ng khach hang thi ho s&
lya chon mot nha cung cép khac. Khi d6 doanh nghiép s€ chiu thiét hai.
Nhiing khach hang dugc thdéa man la nguén tao ra loi nhuan cho doanh
nghiép va ho chinh 1a ngudi tao nén su thanh cong cho doanh nghiép.

1.2.2. Khach hang ngi bo:

— Nhén vién chinh la “khach hang” cia doanh nghi¢p, va cac nhan vién
cling chinh la khach hang ctua nhau.

— Vé phia doanh nghiép, ho phai dap img dugc nhu cau cia nhan vién,
c6 nhitng chinh sach nham phat huy 1ong trung thanh cta nhéan vién. Bén
canh do, gilta cac nhan vién cling can c6 su quan tam, gitp d& 14n nhau
trong cong viéc.

— V6i khai niém vé khach hang dugc hiéu theo mot nghia rong, doanh
nghi¢p s€ co thé tao ra mot dich vu hoan hao hon béi chi khi nao doanh
nghi¢p c6 su quan tdm téi nhan vién, xay dung dugc long trung thanh cta
nhan vién, déng thoi, cic nhan vién trong doanh nghiép c6 kha ning lam
viéc voi nhau, quan tdm dap tmg nhu cau va 1am hai 1ong dong nghiép thi ho
méi c6 duoc tinh than lam viéc tét, mdi c6 thé phuc vu cac khach hang bén
ngoai ctia doanh nghiép mot cach hiéu qua, thong nhat.

1.3. Gi4 tri khach hang

% Gia tri khach hang 1a gia tri kinh té ctia khach hang ddi véi doanh nghiép,
thé hién thong qua loi nhuan rong.

% Cac chién lugc gia tang gia tri co s¢ khach hang

— Chiém khach hang (kiém dugc nhitng khach hang sinh loi) 1a thuc
hién tién trinh ban va marketing khong nhitng hiéu qua ma con phai phu hop
hon.

— Giir khdach hang (nam gitr 1au dai khach hang sinh loi, 14y lai nhirng
khach hang sinh 191, loai bé nhitng khach hang khong sinh lgi) dat ra thach
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