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TAI SAO CHAT LUONG DICH VU NOI BO QUAN TRONG?

01

Nhirng cbéng ty tap trung vao dich vu khach
hang ndi bo va khach hang bén ngoai thwong
la ngwoi chién thang.

|

Nhirng céng ty c6 dich vu ndi bd tuyét voi nhwng
dich vu khach hang bén ngoai kém thi cé nguy co
bén b& vuwc va roi khdi cac cong ty manh

|

Nhirng céng ty co6 dich vu khach hang tuyét voi
nhwng dich vu khach hang ndi bd kém thi cé
nguy co bén b& vye kinh doanh

|

Nhirng céng ty c6 dich vu ndi bé va khach hang
bén ngoai kém thwong la ngudi thua cube

|

Tap trung vao dich vu khach bén ngoai

Cao Thap
o Nguoi

S thang cudc

ol o
G

Tap trung vao dich vu khach hang n6i bo
Thap

3
Ma tran dich vy khach hang néi bé & bén ngoai (Mary Azzolini va James Shillaber )
A



Cam nhan Chat lugng dich vu
bén ngoai tuyét voi

Dich vu
khach hang n6i bo

Cam nhan Mbi truong va chat lugng
bén trong dich vu tuyét voi

Khach hang
hai long

Nhan vién
tuong tac

Khach hang
trung thanh

Nhan vién
gan bo
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DICHVUNOIBOLA ...?

Khach hang
noi bo la ai?

Mong doi

Dich vu ndi bé la tuong

tac/phuc vu QUA LAl gilra %

cac Ca nhan vdi nhau

Vai trdo Khach hang va Ngudai cung cap dich

vu dugc HOAN DOI theo chirc ndng nhiém vu

va mai lién hé trong cong viéc

khach hang néi bo?

Khi cung cap dich vu cho
nhau, khong nhirng phai dap
ung ky vong va dat duogc su
hai long cia Khach hang ma
con can phai hoan thanh chirc

nang nhiém vu cua minh



DICH VU NOI BO
TU TAM




MUC TIEU

CBNV Tap DBoan Sun Group hiéu rd tdm quan trong va loi ich cla viéc nang
cao chéat lwong dich vu néi bé. Van dung hiéu qua 5 tru codt cia DVNB: Hé N
thong — Quy trinh — Céng nghé - Con ngw&i — Van héa dé cung cap t¢i cac =2
DPdng nghiép, Phong ban, Vung, Khdi nhitng dich vu hiéu qua qua tirng

. twong tac méi ngay. Bdng long cam két thiét 1ap cac chudn muwc chat lvong
dich vu hwéng téi sw hai long, gan két déi ngii, tao ra nhirng trai nghiém
tuyét vori dang nhé cho mai thanh vién cda dai gia dinh SUN GROUP.

7 NOI DUNG

1 - Hoat dong H.E.AA.R.T — phdm chat c&t I6i dan dén thanh cong
2 Lan tda dich vu khach hang néi bd tir Tam

3 Van héa dich vu khach hang ndi b tr Tam bat dau tur Toi




DICH VU NOI BO TU' TAM HEART

Adaptability to change

THICH UNG VOI THAY POI - Tim toi gidi phap, céch lam viéc
don gian cho ban than, ddong nghiép va khach hang

Empathy Harmony
SUTHA’U CAM = SU thé’u hléu va cam I’lhén nhfl‘ng gl ma HA' HOA — Hai hoc chue néng nh|ém vu valam
ngudi khdc dang trai qua, d&t minh vao vi tri ngudi dé dé hai long khéch hang noi bo
hi€u va gitp dugc ho nhiéu hon I
Heart Of Sun Group g - Thank
TAM CUA NGUOI SUN GROUP - Tam tir di ngii nhan vién la thé Q y ’ Q Cith 66— — Kiidig phiici vink daihifiay sl ivdrig

hién su nhiét tam, tan tdm, niém vui/hanh phc tir hoan thanh
cong viéc va/dé déng gop vao thanh céng clia déng nghiép

|6n lac ma déi khi don gian chi |a su ghi nhan cia déng
nghiép, khach hang théng qua nhiing I&i khen téng, moén
qua nho hodc don gian 16i cam on, anh mat hay nu cui
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EMPATHY

| SU' THAU CAM?




................................................................................

..........................................

O Chia nhdm
O MO6i nhom sé nhan dugc 01 tir khda bi an

-
O Nhiém vu moi nhém:

« Cac A/C sé dugc xem 1 doan phim.

» Sau khi xem xong m6i nhém sé cé 5 phut dé

g thao luan 3 cau hai & slide tiép theo

https://www.youtube.com/watch?v=1E39jpNN9%eQ
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________________________________________

________________________________________

........................................

a )
r O Hay chia sé cam nhan vé doan phim vira xem
pe S | | O Né&u nhin vao tir khéa nhém ban dang c6 thi y nghia
= cua n6 qua doan phim nay nén hiéu thé nao?
> O . s b A e A
— E* Néu sur dung tir khda trén vai chinh dong nghiép va
% khach hang ndi bo thi diéu gi xay ra?
N /
SU THAU CAM THAU HIEU CAM NHAN TIN TUONG TON TRONG
POI THOAI
11



________________________________________

........................................

SU THAU CAM

THAU HIEU

Su thau hiéu nhirng gi
ma ngudi khac dang
trai qua.

________________________________________

CAM NHAN

TIN TUONG

TON TRONG

POI THOAI

Cam nhan la dat minh
trong vi tri cla nguoi
doé dé hiéu ho nhiéu
hon.

M®&i chang ta 1a mot ca thé khac biét, khéng gidng
nhau nhwng thédng qua dbi thoai sé thau hiéu va
ddng cdm v&i nhau nhiéu hon

Tin vao 16 néi hay
hanh dong cua ngudi
khac dén muc co thé
guri gam. Niém tin nay
bén virng theo thdi
gian.

La 16i sbng va van
héa cua con ngudi
trong coéng dong,
cling la soi day két
noi, tao moi quan hé
gan két, tot dep vdi
nguai khac.
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THICH UNG VO

" THAY POI?




................................................................................

..........................................

O Chia nhém
O Tirng nhém dirng thanh vong tron, hai tay bat chéo
va nam chac tay ngudi bén canh

-
O Nhiém vu moi nhom:

Trong vong 3 phut, khong dugc budng tay, bang
~ cach nao d6, phai thdo dugc khoa tay, trd vé trang
thai binh thudng

Luu y: A/C phai ludn nam chac tay nhau, khong duoc budng.
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________________________________________________________________________________

________________________________________________________________________________

o - ™
- Z/\\ Q O Cam nhan vé tro choi?
A ] — O  Su “thich (rng véi thay doi” thé hién thé nao qua
= o hoat dong ctia cac nhém?
. o Ban hiéu thé nao vé tirng tir khda va thich trng véi
EJ thay doéi noi chung?
N J
THICH UNG VG1 THAY PO THICH UNG LINH HOAT RA QUYET PINH THONG MINH
15



________________________________________

........................................

________________________________________

THICH UNG V&1 THAY POI

THICH UNG

LINH HOAT

Tim toi nhitng giai
phap, cach Ilam
viéc don gian cho
ban than, doéng
nghiép va khach
hang

Linh hoat vd&i thay
doi

QUYET PINH SU THAY DOI

-

Ra quyét dinh mot cach
don gian hon, théng minh
hon va nhanh hon
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HAI HOA?
| & \




................................................................................

..........................................

O Chia nhém & ctr ra 01 dai dién/ nhém (DDN)

fo Nhiém vu DDN: budc ra ngoai I6p hoc. Bén trong GV giai thich luat choi
1. GVNB sé dwa lan lwot 3 tir khéa in trén 3 t& A4
2. DN dirng quay lwng voi GV dé doan tirng tlr & muc 2a voi sw tro
giup
3. Cda nhém — nhwng chi thé hién bang dong tac ma khéng co 1&i noi
. 4. BDN nhém nao doan nhanh nhat 1a chién thang

LUUY:
(03) tr khéa la: 1. Hai hoa chirc nang va nhiém vu 2. Hai long 3. bong thuan
Nhém c6 thé thao luén trude vé cach thé hién vdi tirng tir khoa

Cac nhém c6 thé thoa thuan trao doi thanh vién néu thay can
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________________________________________________________________________________

________________________________________________________________________________

O

Cam nhan vé tro choi?
Tinh “Hai hoa” thé hién thé nao qua hoat dong

/
®)

O\ 1

3 cua cdc nhém?

o: © Ban hiéu thé nao vé tirng tir khéa va su hai hoa

o noi chung?

( 5 \ %
HAI HOA CAM KET HAI LONG PONG THUAN
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________________________________________

........................................

HAI HOA

CAM KET

________________________________________

HAI LONG

Lam hét kha nang,
thé hién su cam két
véi cbng viéc va
tuan thu cac chinh
sach.

-

Tan tdm vai khach
hang. Luén phan dau
dé dap ang tot nhat
nhitng nhu cau cua

khach hang , vuot
trén mong doi cua
khach hang.

N

DONG THUAN

e

Tat ca cung tham gia
vao hoat déng sang
tao y tudng. MOi
“gach dau dong” la
mot y méi dé cudi
cung dong thuan vdi
nhau tao nén big idea
(y tudng lén).

J
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HEART OF SUN GROUP

TAM CUA NGUOI
SUN GROUP




_—

........................................

O Hoat déng nhém

........................................

-

O Nhiém vu moi nhém:

- Trong thai gian nhanh nhat hay liét ké cac hanh vi
Tam cua ngudi Sun Group

Thoi gian: Toi da 5 phut
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________________________________________________________________________________

________________________________________________________________________________

a O
r O Giai thich tirng tir khéa va “Tam cua ngudi Sun
o - Group” néi chung?
O«
O
(Ci
G
N J
TAM CUA NGUOI
SUN GROUP
23



________________________________________________________________________________

________________________________________________________________________________

TAM CUA NGUOG1 SUN GROUP
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................................................................................

..........................................

O Nhiém vu moi nhém:
Viét 16i cam on cho tirng dong nghiép trong nhém.
- Gap lai va dat & vuon cam on theo tén ngudi nhan
Nguoi nhan sé doc Ién I6i cam on

Thoi gian: Toi da 10 phut
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________________________________________________________________________________

________________________________________________________________________________

a )
r O Cam nhan vé tro choi?
N T O Bancdé dé dang duaraly do dé cam on déng
9 nghiép cia minh khéng?
— E* ‘ o Ban cam thay thé nao khi doc nhirng I6i cam on
G ctia déng nghiép gtri ting minh?
N /
CAM ON SU’ GHI NHAN HANH PHUC
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________________________________________

........................................

________________________________________

CAM ON

SU’ GHI NHAN

La hanh dong ghi nhan,
phan hoi tich cuc, mot
cach cong khai, rd rang
dén tr nhitng két qua
vuot troi va dong thai ho
trg dong nghiép hoan
thanh 16t cong viéc cua
ho.

t HEART

HANH PHUC

Tao ra su “tan tdm noi
bo” tir nhirng trai nghiém
“vui sudéng” trong céng
viéc cla cac nhan vién

L adila

@ 6
—

JL
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LAN TOA HEART

Tap hop nhirng giéa tri va chuan muc vé niém tin, :
hanh vi, cach nhan thice va phuong phap tu duy
dugc moi ngudi trong t6 chirc cung coéng nhan,

suy nghi va hanh dong nhu maot théi quen.
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THIET LAP DICH VU NOI BO TU'HEART

XAC DINH DIEM CHAM

NHAN VIEN - KHACH HANG NOI BO Q
Thai do/ su phuc vu cia CBCNV
01« Niém nd, nhiét tinh, chd déng ldng nghe, 1
tao dung dugc su tin cay/tin nhiém cao.
t e Ghinhan su ho trg

e San pham/ dich vu
02 . H6 so/tai liéu day du

L « Ho tro khach hang ra quyét dinh hiéu qua

« Chu dong dé xuat giai phap t0i uu ‘ A ’
Kénh ban/ Tuong tac \ ’
03 « Phan hoi ngay khi cé yéu cau sém hon 30%

thoi gian cam két vai chat lwong & murc tot




o 05 CAP PO DICH VU KHACH HANG
\

l‘uj ,. /

Jdy

———. Tot q Khéng thé tin noi
‘
B | Nhu mong doi » . . . , .
Toi té Kém « Bé&t ngg, hon mong dgi. + Kinh ngac, dang nhd.
' , ) . i b saq®  SE quay lai. « Séludn quay lai.
» DSl reratis Aot ihAD RS S Nhu mong dgi, binh thudng: y ) quay I
R p— » Dao ung tdi thiéu nhat. - Chi quay lai khi khéng cé ° Gidi thiéu thém « Chia sé, gidi thiéu cho
pran tng mant. + & phan nan. KA nhigu nguo
o Khdrabant at lura chon nao khéc. guol.
ong bao gid quay lai. Khéng quay lai 31

Ngudn: Tham khao theo Up! Your Service - Ron Kaufman



HEART BAT DAU TU TOI

o
\(\ J



HOAT PONG BAN THAN...

CHAN DUNG LY TUONG - KHI THAU CAM DICH VU HEART

3 hoat dong cua dich vu noi bo tir tam HEART ma ban sé ap dung cho ban than

H
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DICH VU NOI BO TU' TAM HEART

Adaptability to change

THICH UNG VOI THAY P01 — Tim toi giai phép, cach lam viéc
don gian cho ban than, ddong nghiép va khach hang

Empathy Harmony
SUTHA’U CAM = SU thé’u hléu va cam I’lhén nhfl‘ng gl ma HA' HOA — Hai hoc chuc néng nh|ém vu valam
ngudi khdc dang trai qua, d&t minh vao vi tri ngudi dé dé hai long khéch hang noi bo
hiéu va gitp dugc ho nhiéu hon I
Heart Of Sun Group g - Thank
TAM CUA NGUOI SUN GROUP - Tam tur doi ngii nhan vién la thé ‘ J § i o —— Kisding Biiiet vib dantiiay s Hrdng

hién su nhiét tdm, tan tdm, niém vui/hanh phc tir hoan thanh
cong viéc va/dé déng gop vao thanh céng cia déng nghiép

|6n lac ma déi khi don gian chi |a su ghi nhan cia déng
nghiép, khach hang théng qua nhiing I&i khen téng, moén
qua nhé hoac don gian 16i cam an, anh mat hay nu cudi

©



Khong c6 nhan vién thi khong cé cong ty. Bang viéc cung
cap cac dich vu tot cho dong nghiép, chiing ta trao quyén
dé ho chu dong mang lai cac dich vu tuyét voi cho khach

hang, va bién PIEU KY DIEU thanh hién thuc”

Micah Solomon — Customer Service Consultant, Speaker, and Author

10 principles for a strong company culture

https://valid.com/internal-customer-service
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Thank You




