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Hay ludn doi xur vai
nhan vién nhu cach ban muén
ho doi xur vai nhitng khach
hang quan trong nhat.

STEPHEN R. COVEY
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KIEN TAO KHACH HANG TRUNG THANH

Pé c6 dugc khach hang da kho, nhung dé khach hang gan bé va

trung thanh thi cang kho hon. Giai phap dao tao nay sé giup doanh nghiép
biét cach bién “’khach hang hién c6” thanh “*khach hang trung thanh”’.

BAN CO MUON NGAY CANG  9uong. day va ciing c6 kha nang déng cam,
cO NHIEU KHACH HANG ;rsg:xrah;eurgnv;ok:;ang dat théng qua 06
TRUNG THANH? '

Trudc hét, hay chiém duoc trai tim cla
ngudi sé phuc vu cho khach hang cla ban.
Hon 70% yéu to giip khach hang cé trai 3. Kham pha “van dé thuc su can gidi quyét
nghiém tuyét vai véi sdn pham/dich vu cua cua khach hang

doanh nghiép dén ti hanh xr cla nhan
vién truc tiép trao doi vai khach hang. Bo
la khi nhitng ngudi nhan vién gidi thiéu 5. Chia sé théng tin mét cach cdi md dé
san pham vai su say mé hiém co khién cho moi ngudi cling thang

khach hang cling cdm nhan dugc va tré
nén yéu mén san pham hon. D& nhan vién
c6 dugc su nhiét tinh nay, ho phai thuc su
cam nhan minh la moét thanh vién cé gia tri
clia mét tap thé thanh céng dang hudng
dén nhiing st ménh tot dep.

1. Tao su két ndi

2. Lang nghe dé hoc hai

r”

4. Déng hanh dé phat trién méi quan hé

6. Gay bat ngd bang nhing gia tri cong
thém ngoai mong dgi

“Kién tao Khach hang Trung thanh /
Leading Customer Loyalty” |la giai phap
danh cho déi ngli quan ly cé cap dudi la
nhitng ngudi tiép xuc truc tiép véi khach
hang, nham trang bi nhitng nguyén ly

va hanh x{r can thiét dé danh ducc
trai tim clda nhan vién va tu dé la

cua khach hang. Cac quan ly sé
co dugc su thau hiéu cach lam
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THACH THUC GIAI PHAP

+ Trai nghiém cla khach hang chua dat mét

chuan muc déng nhat khi ma ho luén ¢6 nhu
cau doi hai dich vu phai ngay mét tot hon.

« Nhirng nhan vién déng vai trd then chét trong

dich vu khach hang lai la ngudi it dugc trao
quyén nhat.

+ Quan ly clia nhitng nhan vién nay thiéu su thau

hiéu cach lam guong, day va cling ¢6 nhitng hanh
XU can thiét dé co dugc long trung thanh cua
khach hang va nhan vién.

- V6i 20 ndm nghién clu va déng hanh cung

su hoc cla hang ngan t6 chuc, giai phap
“Kién tao Khach hang Trung thanh / Leading
Customer Loyalty” 1a mot cach tiép can doc dao
giup trudc hét 13 kién tao ldng trung thanh
clia nhan vién va sau do la su trung thanh cla
khach hang.

+ Quan ly c6 nhan vién |a nhitng ngudi tiép xuc

truc tiép vai khach hang dugc ching nhan
qua qua trinh truc tiép hudng dan nhan vién
trong 11 tuan.

Trong chuong trinh “Kién tao Khéch hang Trung thanh / Leading Customer Loyalty”,

nha quan ly sé biét dugc nhitng phuang phap:

Tao su két néi moét cach chan thanh.
Lang nghe va giao tiép vdi su déng cam.

Kham pha “van dé thuc su can giai quyét” ctia khach hang va nhan vién.

Péng hanh dé hoc dugc cach goi ma va giai quyét van dé.

Cho va nhan phan héi nham phat trién con ngudi.

Truyén cdm hirng dé nhan vién chia sé nhiing suy nghi va y tudng tot nhat.

Trién khai hiéu qua viéc thao ludn nhém nham kién tao long trung thanh.




Hé théng hoc liéu danh cho quan ly

Huéng dan cho quéan ly
«  Thé luyén tap
« Thé tinh hudng

« Sach “Dd chinh la con ngudi thuc cta ban / It’s who you are”
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HINH THUC PAO TAO

Chuong trinh dao tao dugc trién khai véi hai hinh thirc do tao sau:

Pao tao chiéu sinh / Public Workshop: Cac khoa dao tao dugc chiéu sinh theo lich
trinh ¢ dinh va hoc tai dia diém do FranklinCovey bé tri. Cac khoa dao tao danh cho
céc ca nhan hoac nhém cé nhan dén tir cac doanh nghiép khac nhau.

Pao tao ndi bd / In-house Workshop: Pao tao riéng cho tung doanh nghiép theo
chuong trinh chuan cla FranklinCovey (Standard Program). Hodc dao tao riéng cho
doanh nghiép véi chuong trinh dugc diéu chinh theo dac thu cua doanh nghiép do
(Customized Program)



( » FranklinCovey

FranklinCovey la t6 chiic dan dau thé gisi vé Phat trién Lanh dao & Chuyén ddi Van héa,
véi phuong phap dét pha va nhitng gidi phap déc quyén co tdm anh hudng sau rdng trén toan cau.
Tam nhin cla ching t6i 1a “Tac déng sdu sac dén céch nghi, céch séng & céch lam cla hang ti ngudi
trén khap thé gidi nham gitp ho dat duoc nhiing muc tiéu tét lanh cia minh / To profoundly impact
the way billions of people throughout the world live, work, and achieve their own great purposes.”

Hién FranklinCovey dang trién khai cac hoat ddng dao tao va tu van cho cac doanh nghiép khach hang
tai hon 160 qudc gia va cho haon 75% tap doan thudc “Fortune 500"

FranklinCovey Vietnam (mdt thanh vién ctia PACE) 1a d6i tac doc quyén cla FranklinCovey (ké tir
nam 2014) dé trién khai cac gidi phap dao tao va tu van dang cap thé gidi danh cho cdng déng
doanh nghiép dang hoat dong tai Viét Nam.

Tdm nhin cua ching téi 13 tdc déng séu sac
dén CACH NGHI, CACH SONG & CACH LAM
cua hang ti ngudi trén khap thé giéi nham giup
ho dat dudc nhitng muc tiéu tét lanh cda minh.

MOT SO GIAI PHAP PHAT TRIEN LANH DAO VA
CHUYEN POl VAN HOA CUA FRANKLINCOVEY

Nhing gidi phap dugc xay dung dua trén nhing gia tri ph6 quat va nhiing nguyén ly trudng ton
giup lanh dao & moi cap do phat trién nang luc lanh dao va chuyén déi van héa ctia chinh minh.
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DEVELOP YOUR LEADERS BUILD A WINNING CULTURE CREATE BREAKTHROUGH RESULTS

Lanh dao tadm voc Van hoa chién thdng K&t qua vuot troi
Toa nha PACE Toa nha PACE Van phong Ha Noi
181-183 C6 Giang, 341 Nguyen Trai, Tang 2, Coalimex Building,
Phudng Cau Ong Lanh, TP.HCM Phudng Cau Ong Lanh, TPHCM 33 Trang Thi, Phuong Clia Nam
(thuéc Qudan 1, TPHCM cii) (thuéc Qudan 1, TPHCM cii) (thuéc Qudn Hoan Kiém cii)
(. (028) 3837.0208 (TPHCM) ¢ (024) 3646.2828 (Ha Noi) B contact@FranklinCovey.vn

B FCV@FranklinCovey.vn @ www.FranklinCovey.vn
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