Nén Tang Cua Nguoi Hung Khach Hang

Xay Dung Mot Ngon Nglt Chung Dé Phuc Vu Xuat Sac

Dua trén cac khai niém tir "Dich vu khach hang Hoan hao" ctia Adam Toporek.
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Muc Tiéu Cua Chuing Ta:
Mot Ngon Ngir De Tiép Can

"MGt trong nhirng muc tiéu cao ban... |a khién
cudn sach nay dé tiép can hon vdi doc gia.
Vi ly do dé, cudn sach dugc viét véi ngon
nglr don gian cung giong diéu theo 16i dam
thoai. Thuat ngtr... sé dugc han ché toi da
da va chi str dung khi can thiét."

Chung ta bat dau bang viéc thong
nhat cac thuat ngit co ban dé dam
bao moi nguoi déu hiéu ré noi dung.
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Rao Can Lén Nhat: Biic Tuong Biét Ngir

Biet nqgu la buc tuong ngan
cach ban vai khach hang.

— Adam Toporekem 4
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Va doi khi, no cung la birc tuvong ngan cach chung ta voi nhau.
Muc tiéu cua ching ta la pha vo bic tuong do. |




NEN TANG 1: CON NGUOI
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Ban, Ngudi Hung Tuyén Dau

Trong sudt hanh trinh nay, ching ta sé
dung nhiéu thuat ngit khac nhau dé
ndi vé vai trd quan trong nhat: nhirng
ngudi truc tiép lam viéc vdi khach
hang. Du tén goi la gi, ho déu la nhirng
ngudi chiu trach nhiém két ndi gilra
cong ty vai khach hang.
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Cac Tén Goi Khac Nhau Cho Cung Mot SU Ménh

Céc thuat ngilr nay déu miéu ta ban va sé dugc sir dung dan xen:

Pai dien dich vu (Service Pai dien dich vu khach hang

Representatives) (Customer Service
Representatives)

Chuyen gia lam viéec vdi khach

hang (Customer-Facing Pai dién ban hang (Sales
Professional — CFP) Representatives)

Nhan vién tuyén dau Ngudi lién két ban hang
(Frontline Employee) (Sales Associate)

Nhom cham soc khach hang
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NEN TANG 2: MOl TRUGNG

Khong Gian Tuong Tac
Gittfa Ban va Khach Hang

Pay 13 nhiing dia diém, ca vat ly
va khai niém, ndi cac tucng tac
quan trong dién ra. Viéc hiéu rd
boi canh sé giup chung ta lam
chu tinh hudéng.
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“Quﬁy trung béy" (Counter),
“Quay thanh toan” (Cash wrap),
“Ban dang ky” (Register)

Nhing thuat ngl nay déu am chi nai
giao dich truc ti€p véi khach hang.
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Tudng duong vdi ‘khu vuc ban hangd’
(sales floor), day la toan bd khu vuc ban
tucong tac vaéi khach hang.

Chung téi goi ddy la ‘khu vuc dich vu’ dé
nhdn manh rdng moi tucdng tdc déu la co
héi dé phuc vu, khéng chi dé ban hang.
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NEN TANG 3: CAC KHOANH KHAC TUONG TAC

Xac Dinh Nhiing Thai Biem
Then Chot

Khéng phai tat ca cac twong tac déu
co tac dong nhw nhau. Hiéu dwoc su
khac biét gitra cac diém tiép xuc la
chia khoa dé tao ra trai nghiém vwot
troi.
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Piém Cham
(Touch Point)

Diém cham (hay diém tiép can) la
bat ky diém tiép xuc truc tiép nao _
gilra khach hang va t6 chirc ctia ban, P
théng qua bat ky dia diém hoic =
phuong thuc nao. HE

'J

o

[o

O

CONG TY CUA BN
/ \ C

=

|
|
2

k

qlllloo

Céc vi du: Mua ban tai ctra hang, tin nhan dién thoai, thu dién tlr, quang céo trén TV, website...
Y tudng chinh: Moi noi ma khach hang cé thé “tiép can” vdi cong ty clia ban déu dugc tinh 1a mot diém cham.
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Pay la thuat nglr dung dé mo ta J
nhirng di@ém cham quan trong cé | - S
anh hudng 16n t6i trai nghiém = e
khach hang. = 10005y —
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Mot 'Diém Ap Luc" ludn [a mot = S e
“Dieém Cham”, nhung khong phai — / \ ==W%
"Diém Cham" nao ciing la "Piém = < >

Ap Luc".

Mot cudce goi dén tong dai khiéu nai

la mot diém ap luc. Mot quang céao

trén TV chi la mot diém cham. Mot cude goi dén tdng dai khiéu nai la mét diém ap luc.
Mot quang céo trén TV chi la mot diém cham.
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NEN TANG 4: BUC TRANH TOAN CANH

Nhin Xa Hon Tung
Tuong Tac Pon Le

Dich vu khach hang la mét phan
/) quan trong, nhung né chi la mot
manh ghép trong mot bure tranh 16n
hon nhiéu: toan bo trai nghiém cua
khach hang véi thuong hiéu cua
ban.
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Trai Nghiém Khach Hang (CX) va Dich Vu Khach Hang (CS)

Trai Nghiém Khach Hang (CX)
Bao quat toan bd hanh trinh va tat ca cac tuong tac gitra khach hang va cong ty.
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Dich Vu Khach Hang (CS)

Xac dinh nhirng diéu dang dién ra tai mot
thai diém cu thé trong hanh trinh.
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Key Analogy: CX la toan bo chuyén di, CS la nhiing cudc tro chuyén quan trong trén dudng di.
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Mot Vai Luu Y Nho

"Cong ty" va "to chirc"

Méc du cac nguyén tac dich vu nay coé thé ap dung
cho moi t6 churc, ké ca phi lgi nhuan, nhung chiing t6i sé
chd yéu dung tur "cong ty" dé dam bao tinh nhat quan.

& NotebooklLM



Muc Tiéu La Su Thau Hiéu, Khong Phai Ngit Nghia
“Rat nhiéu thuat nglf dudc su dung trong cudn sach cé y nghia khac

nhau... Tham chi... con khéng ton tai moét dinh nghia thong nhat. Vay
nén, dUng qua chud tdm vao van dé ngl nghia.”

Chung ta da xay dung va giai thich nhiing tif vung théng dung de
c6 thé de dang hiéu y nhau. Pé Ia tat ca nhitng gi chung ta can.
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Nén Tang Pa Virng. SU Ménh Bat PAau.

VGi bo cong cu ngon ngif chung nay, ban d3 san sang dé kham pha cac chién ludc,
ky ndng va tu duy can thiét dé trd thanh ngudi huing thuc su ctia khach hang.
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