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LOI GIOI THIEU

Yé&u t6 mang lai su thanh céng trong kinh doanh chinh la ndm bdat va
thda man dugc ky vong ngdly cang gia tdng cla khdch hang. Bé lam
dugc diéu doé, cdc nha ldnh dao can phdi tén dung dugc téi da ngudn
luc, ndng cao hiéu quad trong nghiép vu qudn tri trdi nghiém khdch

hang.

Trdi nghiém khdch hang I téng thé tat cd nhing trdi nghiém ma mét
khdch hang cé dugc trong méi quan hé véi nhd cung ung hang héa
va dich vu trong suét qud trinh hai bén cé méi quan hé mua bdn hang

hdéa v3&i nhau (theo Pine va Gilmore).

Trdi nghiém khdch hang cé tdm dnh hudng va vai tro rdt Ién déi vai
tung doanh nghiép nhu giup tao ra Igi thé canh tranh manh mé nhat,
giup tdng ti lé duy tri khdch hang, tao ra khdch hang mdi, gia tdng su
hai [obng, trung thanh va dng hé cua khdch hang, giup Igi nhudn tdng

|én.

Chuong trinh ddo tao “Qudn tri trdi nghiém khdch hang” do Té churc
Gido duc Bdo tao PTI xdy dung sé gilp hoc vién xdy dung chién lugc

quan tri khdch hang hiéu qua.
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1 76 CHUC GIAO DUC DAO TAO PTI

DOI TUONG THAM GIA CUSTOMER
EXPERIENCE

R
« Cdp lanh dao doanh nghiép: Chu tich, W

CEO, Hbéi déng quadn tri, H6i déng thanh
vién, Ban gidm déc, Ban Idnh dao, Trg ly

Chu tich, Trg ly CEO...

« Cdc nha qudn ly cdp trung trong doanh
nghiép: cdc gidm déc chuc ndng (Gidm
déc kinh doanh, gidm déc tiép thi dich vu),
cdc Trudng/Pho cdc phong, ban bd phan...
trong doanh nghiép;

* Cdc chuyén vién, nhdn vién thudc cdc
phong ban vé kinh doanh, marketing.

MUC TIEU CHUONG TRINH

Sau khi hodn thanh khod hoc, hoc vién sé:

« Xdy dung chién lugc trdi nghiém khdch hang

* X8y dung cdc chién thudt trdi nghiém théng qua 10 diém cham trdi nghiém
* X&y dung cdc van hdéa trdi nghiém khdch hang

* N&ng tadm trdi nghiém va tdng khd ndng canh tranh cho doanh nghiép

« Xdy dung dugc hé théng khdch hang trung thanh

* Gidm chi phi khai thac khdch hang méi va chi phi gilt khach hang.

THOI LUONG: 04 budi
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NOI DUNG CHUONG TRINH

STT Hoc phdn N&i dung chi tiét
1 Chién lugc - Hiéu rdé tdm quan trong cua khdch hang
trai nghiém - Hiéu rd kién thuc vé trdi nghiém khdch hang
khdch hang - Hiéu rd chién lugc trdi nghiém khdch hang
- Xdy dung chién lugc trdi nghiém khdch hang théng qua 8P
(Philosophy, People, Policy, Process, Product, Price, Place, Pro-
motion)
- Xay dung chién thudt canh tranh théng qua 10 diém cham
trdi nghiém khdach hang tuyét vasi
- Trdi nghiém khdch hang li tinh va cdm tinh
- Thuc hanh xdy dung cdc chién thudt, gidi phdp y tudng sang
tao cho 10 diém cham trdi nghiém khach hang.
2 Chién lugc, - Muc tiéu cua doanh nghiép
vén héa céng ty| - Chién lugc kinh doanh ctia doanh nghiép
vao vdn héa - Hodi béo, su ménh
trai nghiém - Gia tri cot 16i
khdch hang - Binh hudng va dnh hudng dén todn bé vdn héa kinh doanh
va trdi nghiém khdch hang tuyét vaoi
3 Xay dung - LAy khdch hang la trung tam
chién lugc vé - Khdch hang luén dung
dich vu - Khdch hang khéng phdi la “thugng dé”
khach hang - Hiéu r& 3 khdi niém chinh: Dich vu, Chdm s6c va Phuc vu khdch
Iy khéch hang hang dem Iqi trdi nghiém li tinh va cdm tinh
la trung tam - Xd&y dung chién lugc dich vu GTGT
- Xdy dung cdc hoat déng chdm séc khdch hang thgi dai s6
- Xdy dung vd&n héa phuc vu khdch hang thai dai sé
- BDdnh gid muc dé trdi nghiém khdch hang va cdc gidi phdp cdi
ti€én ndng cao muc doé trdi nghiém tu chua théa mdn lén tuyét vai.
4 Gidi quyét - Tién trinh phdt trién cla con ndng gidn
khdch hang - Tién trinh chdp nhdn gidi phdp gidi quyét
khiéu nai - Thdi dé gidi quyét quan trong hon cdch gidi quyét
bdng EQ - Gidi quyét khdch hang khiéu ngi bdng EQ
(Emotional - Bién khdch hang khiéu nqi thanh khdch hang hai long
Quotient) - Chién lugc xdy dung khdch hang trung thanh

- Chi ¢4 1 cdch gidi quyét an todn va hiéu qud nhdt ludn luén
dung.
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CHUYEN GIA

CHUYEN GIA HO MINH CHINH

Chuyén gia vé quadn tri.
Nguyén Gidm déc Kinh doanh cua Unilever.
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