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NOi dung chwong

e 5.1. Gianh dworc s trung thanh cua khach
hang

e 5.2. Tao mdi quan hé v&i khach hang

e 5.3. X ly nhibng phan nan cua khach hang
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Gianh dworc sw trung thanh cua
khach hang
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Sw trung thanh cua khach hang?

* MOt khach hang d3 mua san pham clia mot
nha cung cap trong sudt 5 nam, khach hang
d6 cé phai la khach hang trung thanh cua nha
cung cap do khong?

* Khach hang lwa chon mOt nha cung cap boi
gia ca cla ho hap dan, hoac ho cé cac wu
diém hon cac nha cung cap khac?

* Khach hang khong co sw Iwra chon nao khac
ngoai nha cung cap do?
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Sw trung thanh cua khach hang

e La sw cam két sau sac mua mdt san phém lap
ai trong twong lai ma khong chiu anh hwong
v&i cac yéu to tinh hudng.
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Khi ban trung thanh v&i mot san
pham ban sé lam gi?

vVay néu ban co nhirng khach hang trung thanh
v®i doanh nghi€p cua ban, ban sé cé6 dworc
nhirng khiach hang hanh déng giong nhw ban
chwr?
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Vai tro cua sw trung thanh

- Sw trung thanh cla khach hang dem lai lQi
nhuan cho doanh nghiép

- Sw trung thanh cua khach hang Ia ‘v khi”
hiru hi€u dé tranh canh tranh vé gi3

m/tammdimtucnttR M VI E T- V N
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Phan loai sw trung thanh

. Theo mtrc dO trung thanh:

Trung thanh  tuyét doi: ludn chi mua duy nhat
mot sdn pham/ thwong hiéu

Trung thanh phan chia: duy tri sy trung thanh
v&i hai hodc ba san pham/ thwong hiéu

Trung thanh chuyén d’0| cO sw trung thanh
trong mOt th0’| Ky nhat dinh, ho dé dang chuyen
doi sang san pham/ thu’0’ng hiéu khac néu nd
co loi ich nao do d6i voi ho

Ngwdi chuyén dbi: ho chuyén dbi sau tat ca cac
lan mua hang
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Phan loai sw trung thanh

2. Ph‘én loai theo hanh vi mua hang, sw gan bo
vé cam xuc, va anh hwdng cua xa hoi:

nom khong trung thanh:

hdm ham mudn:

nom trung thanh “tri tré”:

|
zZ 2 Z2 2

nom trung thanh thwc suw:
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Po lwo'ng mirc dO trung thanh cua
khach hang

1. Po lwdng dwa trén hanh vi khach hang:
- Ty lé mua lap lai

- Ty lé % mua hang

- SO lwong thwong hiéu mua

Uu diém: dwa trén hanh dong mua thwc sw cla
KH, it khd ndng mua ngau nhién, dé thu thap di

liéu

Han ché: don gian, phan anh két qua, ko phan anh
qui trinh, khong thé hién twong lai, c6 thé anh
huwdng b&i nhi€u ly do ngoai canh
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Po lwo'ng mirc dO trung thanh cua
khach hang

1. Do lwdng dwa trén thai dO cla khach hang:

- Dw dinh mua hang

- Ua thich

- Cam két

- LOi ndi, truyén miéng

- Kha nang mua

U'u diém: phan hiét dwgc trung thanh that sy v&i mua lai
gian don, hiéu dwoc ly do chon Iwa san pham cua khach
hang, nhan manh dén khia canh nhan thirc cla khach
hang

Han ché: Dwa trén hanh vi mua dy dinh, thai d6 dwoc quan
sat tai mOt thoi diém, kho thu thap dir liéu
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Tinh huong

MOt nhan hiéu dau g0| dau chuyén phuc hoi Va
cham soc toc hw ton cta mét thwong hiéu n0|

tiéng, thdi gian gan day nhan thay o
hang cla minh sut giém Ho d3 tién
tra va biét dworc nguyén nhan chinh

oanh sO ban
nanh dieu

a do thi hiéu

cUa khach hang thay dm long trung thanh cua KH
vOi nhan hiéu nay da giam sut, bén canh dé |a
cac DTCT cé nhirng chién Iu’(_)’c 16i kéo khach hang

hiéu qua.

e Gia s ban la CEO cla nhan hi€u nay, ban sé xu

ly nhw nao?
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Cac chiéu thirc dé gianh dworc sw
trung thanh cua khach hang

1. St dung hiéu tpng tién trinh wu d3i: khach
hang cAm thay ho d3 hoan thanh mdt tién
trinh nao dé, ho s& mudn tiép tuc dat dwoc
muc tiéu tiép theo.
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Cac chiéu thirc dé gianh dworc sw
trung thanh cua khach hang

2. Tao cap bac riéng cho khach hang: ngudi
mua ngay cang gan bo v&i thwong hiéu, bién
mOt khach hang thanh ngww®i ham mo trung
thanh.

He Thong CapBac M 1P

oeeoeaag

600 1.200 3.000 6.000 12.000 60.000 120.000

CHI TIET CHUONG TRINH >
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Cac chiéu thirc dé gianh dworc sw
trung thanh cua khach hang

3. Str dung di¥ liéu khach hang dé nang cao
trai nghiém: goi y va khuyén khich mua hang
phlU ho'p v&i s& thich va nhu cau cla tirng
khach hang, dong thdi thuén |gi hon néu
mudn tdng qua theo hinh thtc cd nhan hda
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Cac chiéu thirc dé gianh dworc sw
trung thanh cua khach hang

4. Prng vo tinh “trieng phat” khach hang cua
mlnh diéu thwong hiéu quan tam nén la
tiém nang dai l1au cla moi quan hé chtr khong
phai chi vi s gidn doan ngan han ma hly bd
toan bd noé lwc clia ca hai bén.
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Cac chiéu thirc dé gianh dworc sw
trung thanh cua khach hang

5. K& hoach xay dwng moi quan hé khach hang:
MOt chwong trinh khach hang thanh cong
khong don gién chi la téng thu’é’ng va tang
thudng.
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- Trong 1 chuyén bay ti Chl nhat, 1 hanh khach cla United
Airlines d3 bi 16i ra khoi may bay sau khi tw chdi r&i khoi may
bay. Clip quay canh ngwdi bac s gOc A bi kéo I& trén san may
bay, o 16i di glua hai hang ghé trong khi nhung hanh khach
conlailad phan d6i d3 dwoc tung 1én mang x3 hdi va nhanh
chong lan truyén trén Internet.

- Trén mang cling nhanh chdéng xuat hién don kién nghi online
kéu goi gidi chirc MY phai diéu tra ky lwvdng vu viéc. Don
nay da thu hut dwoc 38.000 chr ky.

- MO clra phién giao dich ngay (11/4) chwwa m& clra theo gio
MYV, cO phiéu cua United Continental Holdings da glam manh

sau khi dong thai dung vii lwc dudi khach ra khOij may bay
cua hang gay nén lan song chi trich trén toan thé gioi.

- Co phleu nay co luc da giam 6,3% trw&c khi thu hep mirc
glam xuong con 3,2%. Tinh den 9h49 theo gio’ My, n6 duoc
giao dich @ murc hO’n 69 USD.

Ban hay binh luan vé tinh hulng trén?


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Tao moi quan hé v&i khach hang

Mbi quan hé mdi kiéu vui vé
Mbi quan hé m&i kiéu hoc hoi
MOi quan hé m&i kiéu doi tac
MOi quan hé md&i kiéu gido duc
MOi quan hé mai kiéu tir chOi
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X ly nhibng phan nan cla khach hang
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X ly nhibng phan nan cla khach hang

1. Khuyén khich khach hang phan nan

2. Dap rng cao hon sw mong doi cla khach
nang

3. Phan loai khach hang phan nan:

- Khach hang nong tinh
- Khach hang tram tinh

- Khach hang kiém chuyén
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X ly nhibng phan nan cla khach hang

4. Phwong phap gidi quyét phan nan cla KH:
- Tiép nhan phan nan

- Giai thich qui dinh

- Pwa ra hudng gidi quyét
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Thoi gian gan day sw chénh l1&ch vé gia thu mua thit lon tai thi tredng
Viét Nam dang khién cac ngw Qi chan nudi va ngw Qi tiéu dung rat bulrc
xuc.

- Gia thit lgon hoi ma ngwoi chan nudi ban cho thwong 1ai: 30.000 —
40.000/kg

- Gia thit thanh phdm ma ngudi tiéu dung mua khodng: 80.000 —
90.000/kg

Doanh nghiép clia ban 13 doanh nghiép chuyén cung cap cac sdn pham
néng phdm, trong dé thit lon 13 mdt sdn pham chd dao cla doanh
nghiép.

Cac diém ban hang clia doanh nghiép lién tuc glri bdo cdo vé cho phong
kinh doanh clia doanh nghiép d6 13 ngwdi tieu dung mua san pham
déu phan nan vé gid ca cla san pham, mot sO khich hang quen d3
khong mua sdn pham cla doanh nghiép nira, ho ti€n hanh ri ngudi
quen mua lon trwc tiép clia ngwdi chin nudi va nhd ho lam thit, hodc
thué ngwo'i lam thit.

Gia st ban la trvdng phong kinh doanh ciia doanh nghiép, ltic nay ban cé
dinh hirddno nievda@asr v finh hiidno trén ? htpsif comfaliecientucrit
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