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Chuong Trinh bao Tao

CHAM SOC &
PHAT TRIEN KHACH HANG
TRUNG THANH

Chuong trinh khdong chi giup ban biét
cach cham séc khdch hang mét cdach
chuyén nghiép, ma con giip ban biét
cdch bién “khdch hang” thanh “ban hang”;
bién “ban hang” thanh “déi tdc”.

“80% doanh thu tuong lai ciia doanh nghiép
sé dén tur 20% khach hang hién tai” - Theo Bdo cdo
nghién cuu tur Gartner.

Mot doanh nghiép kinh doanh thanh céng
(bat k& dé 1a doanh nghiép dich vu, san xuét,
hay thuong mai) thi: (1) khéng chi cham séc
khach hang (CSKH) trong qua trinh ban hang,
ma con ca sau ban hang; (2) Ludn ludn gilr
dugc moét “chudn muc”, mot “dang cap” trong
viéc CSKH cta minh nhd “s& horu” mot doingl  «  Bjét cach cham soc, phat trién va tao ra

Chuong trinh dao tao nay khéng nhirng giup
ngudi tham du biét cdch cham séc khach hang
chuyén nghiép trong mdi trudng kinh doanh
hién nay, ma con giup cho ngudi tham du:

nhan su kinh doanh chuyén nghiép, dugc dao tao khach hang trung thanh dua trén hé théng
bai ban vé ban hang va cham séc khach hang. khach hang hién hiru;

V6i nhitng quan diém nhu vy, chuong trinh .+ Bt cach bién “khach hang” thanh “ban hang”
dao tao “Chdm soc va Phdt trién khdach hang (khach hang than thiét) va sau do, bién
Trung thanh” clia PACE da ra doi nhdm gop phan “ban hang” thanh “d6i tac” (khach hang
giup doi ngdi cua cac cong ty chuyén nghiép muén minh “dong hanh” cung ho trong
hon trong CSKH va thanh cdng hon trong qué trinh phat trién cda ho);

ban hang. '

+  Biét cach xdy dung “van hoéa ban hang”
Chuong trinh nay da dugc cac chuyén gia cho ban than:
cla PACE nghién clru, thiét ké va bién soan, ,
dong thdi dugc cai tién, nang cap lién tuc  * Biétcach chung sic cung cong ty xay dung
cho phl hop véi nhitng thay déi va thach thirc “van hoa ban hang va cham séc khach hang”
cCia mdi trudng kinh doanh hién tai. chuyén nghiép - dang cap cho toan thé ddi ngd.
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THAM DY CHUONG TRINH

Céc cap lanh dao doanh nghiép;

Doi ngli quan ly cap trung (bao gom tUr
Giam doc chirc nang dén cap Trudng, Pho
cac Phong, Ban, Bd phan trong doanh nghiép);

Cac nhan vién trong doanh nghiép thuc hién
cong tac cham séc khach hang, dich vu
khach hang, ban hang hoac c6 tiép xuc vdi
khach hang c6 mong muén phat trién va
hoan thién k§ nang quan trong nay;

MUC TIEU CHUONG TRiNH

Sau khi tham dy chuong trinh, ngudi hoc sé:
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Thau hiéu tam quan trong cla céng tac
cham séc khach hang trong mdi trudng
kinh doanh hién nay;

Nam bat ré rang chan dung khach hang
ngay nay, hiéu su ky vong, mong dgi, yéu té
quyét dinh sy lua chon cling nhu yéu té
tao su trung thanh cta khach hang danh cho
san pham/dich vu ma doanh nghiép dang
kinh doanh;

Biét cach cham séc khach hang mot cach
chuyén nghiép va hiéu qua, bao gom:
cadc nguyén tac, quy trinh, phuong phap,
cdng cu va ky thuat;

Khadm pha nhirng chuong trinh cham séc
khach hang hién dai va cdi thién nang luc
quan tri cac chuong trinh cham soc va phat trién
khach hang mét cach chuyén nghiép;

Hi€u va van dung mo hinh phat trién
khach hang va bién khach hang thanh d6i tac
cla PACE, goi tat la “CCP Model”;

Hi€u va van dung mo hinh xay dung van héa
chuyén nghiép clia PACE, goi tét la “TBHC Model".
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\>< THOI LUONG & HOC PHi

Thai lugng: Téng thai lugng chuong trinh 1a 04 budi (twong duong 12 gid), cd thé chon hoc vao budi tdi,
cudi tuan hoac trong tuan. Vui long xem lich hoc chi tiét clia cac khoa sap khai gidng trén website

PACE: www.PACE.edu.vn

Hoc phi: Hoc phi chinh thirc va chinh sach uu dai néu chuyén phi sém hoac dang ky nhém, vui long
xem chi tiét trén website PACE www.PACE.edu.vn hoac lién hé Bo Phan Tu Van Pao Tao clia PACE.
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NOI DUNG CHUONG TRINH

Phan I. Téng quan vé cham s6c khach hang
* Nganh kinh doanh & nhirng thach thirc trong moi truong
kinh doanh hién nay;
Cdng tac cham soc khach hang trong mdi trudang kinh doanh
hién nay:
- Dich vy khach hang/ Cham so6c khach hang: Pau la
su khac biét?
- Phat huy lgi thé canh tranh trong cong tac cham séc
khach hang.
Ai la ngudi thyc hién cong tac cham séc khach hang
trong doanh nghiép?
Phan Il. Phuwong phap cham séc khach hang hiéu qua
+ Hiéu vé khach hang dé cham séc khach hang hiéu qua:
- Khach hang & su lya chon ctia khach hang;
- Nhu cau & nhirng mong dgi;
- Nhirng cap d6 hai long cia khach hang;
- Cach thuc gidi quyét khiéu nai & phan nan cda
khach hang;
- Chéan dung cla khach hang xua & nay.
Phan I1l. M6 hinh phat trién khach hang “CCP”
« Customer (khach hang): Quy trinh ti€p xdc va dap ung
nhu cau cdia khach hang (ban hang);
Client (ban hang): Cham soc khach hang dé phat trién
“khach hang” thanh “ban hang”;
Partner (d6i tac): Cham soc khach hang dé phat trién
“ban hang” thanh “déi tac” dé di cuing nhau;
+ Cach ti€p can va cham so6c khach hang dac biét.
Phan IV. M6 hinh xdy dung “van héa ban hang” va
“van héa CSKH": “TBHC” Model
+  Thought: Nhan thirc sdu sac vé ban hang va cham séc
khach hang;
Behaviors: Hanh vi chuyén nghiép trong ban hang va
cham séc 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 séc khach hang;
Character/ Culture: Tinh cach/ Van héa ban hang va
cham séc khach hang chuyén nghiép.
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Phdt trién mét thé hé Lanh dao Ban hang chuyén nghiép



‘6 Chi ¢6 hoc thuc, mdi 6 thé 1am thuc;
chi c6 lam thuc, méi ¢6 thé song thug;
Tat cd, bat dau tr THUC HOC 9’
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Toa nha PACE

195-197 Nguy&n Thai Binh, Phudng B&n Thanh, TP. HCM
(thudc Quan 1, TP.HCM ca)
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