CHUONG TRINH KHOA PAO TAO
“KY NANG BAN HANG & CHAM SOC KHACH HANG”
Thoi gian: 04 budi, sang va chidu ngdy 05/4 -06/4/2025

FSTT Noi dung Dién gidi
- Moi trudng kinh doanh va nhitng thay doi

- Thé nao 12 mot hoat dong “Ban hang” diing nghia
va hiéu qua;

X Hiéu vé nghé : . : o
Phan I - Vai tro, tradch nhiém, thai d9, kién thirc va k¥ ning
bin hang . . _
cuia mdt ngudi ban hang chuyén nghiép; .

- Phuong phap tir hoan thién va phat trién “nghé béan
hang” theo timg cip do.

- Tinh cach khach hang va cac yéu t6 tim ly trong
bén hang; _
Tam ly khich | _ Péng co thic ddy va nhu cau tiéu dung;

Phan IT | hang va hanh Vi | _ 4 giaj doan tam Iy cita mot qué trinh mua hang;
tiéu dung - Phurong phép tic dong tich cuc dén hanh vi tiéu

dung cia khach hang trong tirng giai doan.

- K& hoach ban hang va cac thong tin chuin bj can thiét

« Quy trinh thiét 1ap ke‘% hoach ban hang;

« Céc coéng cu, miu biéu va béo cdo thong dung
trong cong tac ban hang; . ) .

» Nhirng thong tin quan trong can thiét chuan bi
trong hoat dong ban hang.

co ok I Quy trinh ban hang chuyén nghiép;

Phin phwong phap

III ban hang hiéu

qua « Xay dung thi do va cach thirc tiép cin phu
hop;

o Tién hanh ticp can ding phuong phap;

« Ky thuit "lang nghe" va thu thdp thong tin;

« Ky thpat nhén dinh, phan tich va phan loai
nhu cau khich hang; )

» Xdc dinh ky thut thuong thuyeét;

o Két thic thuong vu thanh cong.

- MAu chét quan trong d& ban hang thanh cong;
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_ Nhitng luru ¥ quan trong can thiét trong hoat dong
ban hang.

Phén

Mot sb ky ning
b tro quan
trong trong ban

hang

- Ky nang giao tiép va trinh bay thuyét phuc

Vai trd clia giao tiép trong ban hang;

Céc nguyén tic giao tiép hiéu qua trong ban
hang;

Céc rio can trong giao tiép, cac tin hiéu dong
trong giao tiép;

Ky thudt phé v& va tao dung su céi mé trong
giao tiép ban hang;

Trinh bay thuyét phuc trong ban hang.

- Ky nang xit 1y phan d6i/ tir chdi

Nhimg nguyén nhén thuong gap khi khach
hang phan dm/ tir chdi;

Céc nguyén tic cAn tuén tht khi xr 1y phan
dbi/ tir chdi;

Mot sb k§ thuat va chién thuft xir Iy phéan dbi/
tir choi trong ban hang;

Thuc hanh theo tinh huéng.

Phin V

Quan tri cong n¢

hiéu qua

Nhu thé nao 1a no tét, no xdu

Céc miu chét quan trong can biét trong viéc
cho ng va thu héi no

Phan tich, danh gia hd so ng xdu, ng khé doi
Quan 1y 5C trong ban hang nhim giam thiéu
rdi ro trong ban hang va thu héi ng

Quy trinh thu hdi ng x4u khac biét gi so véi

quy trinh thu hdi ng thong thuong

Thyc hanh tinh hudng thu hdi ng x4u

Phén

Chim soc khach
hang

Nhitng yéu cdu dé tr& thanh nha cung cap
dich vu chuyén nghiép

Phat huy loi thé canh tranh théng qua dich
vu chim so6c khédch hang

Xay dung hinh anh ca nhan cham séc
khach hang chuyén nghiép

Céng cu giao tiép hiéu qua, chuyén nghiép

Phin

Phwong phap
chiam soc khach

hang hiéu qua

Céc cap do hai long cia khach hang
Chéam s6c khdch hang hiéu qua.

Quy trinh va phuong phép phuc vu, chim
s6c khach hang chuyén nghiép.

Khéch hang phan nan - méau thuin, nhan
dién mau thudn va cach cai thién xung dot
méu thufn véi khdch hang.
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- Chién Iugc 1: Hiéu vé khéch hang dé cham

soc khich hang hiéu qua .

o 11 tinh cach khéch hang thudng gép va
thai ¢6 phu hgp clia nhin vién cham séc
khéch hang.

o “Quén ly” khach hang bét hop tac

- Chién luge 2: Quan ly su cho dgi ciia khach
hang

Mo hinh quanly | - Chién luge 3: Gii chan khéch hang

o Cai gid phai tra cuia viéc mét mot khéch

hang. Tai sao phai giif chan khach hang

VIII i chRni sl o Mot sb bi kip giif chan khich hang

) o Céng cu dai han dé giit chin khach hang

- Chién lugc 4 & 5: Quan Iy — dénh gia va
céi tién dich vu khach hang

o Thiu hiéu mng dgi va dap img mong doi
cua khach hang o

o Chét lugng dich vu va 3 yéu to cau
thanh

o Chét lugng dich vu va sy hai long cia
khach hang ‘

Phin | chétlwong dich

khach hang

Thdéng tin chuyén khoin hgc phi
- Tén tai khoan:
Lién doan Thuong mai va Céng nghiép Viét Nam chi nhanh Pong bing
song Ciru Long
- 86 tai khoan: 011.100.0000.575 Ngén hang Vietcombank CN Cin Tho

Thong tin chuyén khoan, Quy Doanh nghiép vui 1ong soan theo ngi dung:
«Tén doanh nghiép — ma sb thué — déng hoc phi 16p BH-CSKH”

Thong tin lién hé:

VCCI PBSCL

Dia chi: s 12 Hoa Binh, P.Théi Binh, Q.Ninh Kiéu, TP.Can Tho
e Ms.Ngoc 0913.207.817 Email: bichngocvccimekong@gmail.com
e Ms.Phugng 0901.286.069 Email: phamphuong@meet.edu.vn
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