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Phan biét Cham séc khach hang (CS)
va Quan ly quan hé khach hang (CRM)

Tim hiéu vé Cham séc khach hang

Tim hiéu vé Quan ly quan hé khach hang




PHAN BIET CRM VA CS



I PHAN BIET CRM VA CS

CSlagi?

Cham séc khach hang la tat ca nhivng gi can thiét ma Shop phai lam dé théa man nhu cau va
mong dgi cua khach hang.

Cham séc khach hang (CS) l1a phwong thic ap dungﬁ
cho tép khach hang cii ctia Shop dang s& hiru
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I PHAN BIET CRM VA CS

CRMlagi?

Quan ly quan hé khach hang la phwong phap giup Shop tiép,cén va giao tiép v&i khach hang
moét cach cé hé thong va hiéu qua nham phuc vu khach hang tot hon.
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CUSTOMER RELATIONSHIP MANAGEMENT

Quan ly quan hé khach hang (CRM) la phwong thirc y
ap dung cho tép khach hang méi tiém nang ctia Shop
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i I PHAN BIET CRM VA CS
Moi lién hé giira CRM va CS

Giup Shop vu”a cham séc hiéu qua tap khé‘ch hang ci Shop dang c6 va
tiep can tap khach hang méi tiem nang ctia Shop
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TIM HIEU VE
CHAM SOC KHACH HANG (CS)



TiM HIEU VE

Loii ich cua Cham s6c¢ khach hang CHAM SOC KHACH HANG

Dam bao trai nghiém Pat dworc danh gia tot Tang do trung thanh
khach hang cho san pham cua khach hang

Bang cach Cham soc khach hang hiéu qua, Shop sé tan dung duoc phwong phap Q
Quang cao truyén miéng hoan toan mién phi tr Ngwdi mua nay dén Ngwdi mua khac
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TiM HIEU VE

Muc dich cua viéec CHAM SOC KHACH HANG

xac dinh chan dung khach hang

Xéc dinh phong cach Chat
phu hop
—
Dwa trén san pham Xé(j dinh,Chén‘dung
Shop dang ban tap khach hang

Xac dinh phwong phap
Cham so6c khach hang hiéu qua
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ITIM HIEU VE

Cac yéu to xac dinh chan dung khach hang CHAM SOC KHACH HANG
Do tudi — Gidi Khu vwe dia ly
tinh
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< - ITIM HIEU VE
Vi du vé san pham dang ban CHAM SOC KHACH HANG

va tap khach hang twong wrng

S6 tay/Méc khéa in hinh than twong

PPy P PP p Tap khach hang la “Hoc sinh/Sinh vién” co thu nhap
i é ﬂ o ﬁ é khong cao va thich nhirng san pham theo xu hwéng

o,

Tap khach hang 1a “Nir gi¢i” da di lam, cé thu nhap 6n
dinh va thich nhitng san pham tién dung v&i gia ca phai
chang

—
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TiM HIEU VE , ‘
CHAM SOC KHACH HANG

Cdéng cu ho tro Chat tir Shopee: Webchat

Sh Ch " ° vani vanminhhien ~ L,
Q e Dénh gié noudi mua 50 Biachi TP.HSC... Thong bao

. Lz . B - " - Ba hoan thanh 469994 (1don)
<, Tim theo t&n khach hang Ban oi, khding biét ban cd hai long vé chat luong san phdm Pon chura hoan thanh 0

khéng a ?

N : = ThO7 2018 0107 N > ~n v
Gin day Titca v 5THO7 2018 01:0 BON HANG VOUCHER Danh ba cua t0|
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THe8 Chuathanhloan Choliyhing USRggiao Digiao Dahly T

‘\:—} Da ok shop
~ @ chinh sra ngi dung tin nhén

lamnguyenid1 26 ThO7 2018
Ban tranh tha dot hang nay.

v

[Thanh toan khi nhin hang] Gililink Xem chi fiét
i nu1506 19 ThO7 2018 ) -
Shop cdm on ban a. Dép Nam Hai Quai Thanh todn 469994
g ::]"Q Xuat Knhau Th Vén chuyén  VNPost Nhanh . <
I 1 Théng tin van chuyén T h h h
vanminhhien 15 ThO7 2018 469000 x 1 N g In n an n an
A Shop cam on ban a. Thoi gian hoan thanh
2018-07-11 19:42
é thongpham79 13 ThO7 2018 ‘Dénh gid ngudi mua .
Shop cam doan ban s& hai of ~
Sy contar s Quan ly don hang
joongpi 12 ThO7 2018 hay ung hd shop nhieu ho...
Ban vui 16ng kiém tra lai giti.
> . 3 s X e
Gui ma giam gia dén Ngwoi mua
Tks ban a
@) ®
tehungs7 1Th7 2018 @ KW M -
Tks ban nhiéu a GIri tin nhan

A% hangxachiay .. 26 Th0& 2018
4

NHAP BE XEM THEM THONG TIN VE WEBCHAT
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TiM HIEU VE
Muc “Tin nhan nhanh” cia Webchat CHAM SOC KHACH HANG

Muc “Tin nhan nhanh” clia Webchat chira tinh nang “Tin nhan tra 1&i tw dong”

Tin nhan tra 1&i tw dong la 1 hinh thic t[’é 16 t dong t&i Nguoi mua sau khi
Ngw&i mua chu dong bat dau 1 doan chat.

< Caidat

Tin Nhil'l Goi Y 1. Tin nhén chao dén s& dugc tu déng giri cho mdi Ngudi mua 1 ngay/ ldn

2 Tin nhén tu ddng Ngoai gitr 1am viéc s& duroc giri d&n méi Ngudi mua 1 liningay

Tin Nhén Tw Béng
Thono 00 Tin nhé&n Ty déng Tiéu Chuén a

Sau khi kich hoat, tin nhén s& duee tw déng gl d8n Nowdi mua khi ho bat du chat véi ban.

Théi Gian cda Tin
N@i dung Tin nhan Sira
Performance Data
Cam on ban d lién hé dén shop Shop s& cé géng phan héi dén ban trong thisi gian sém nhét ban nhé Mét leu § nhé dén ban la néu ban d3
Trung Tam HS Try tmua don hang tir 200k ban s& duwrorc freeship t6i da 40k do.

Tin nhén Ty dong Ngoai gio 1am viéc

Sau khi kich hoat, tin nhin s& ty ddng g 3én Ngwdi mua khi ho bt d3u chat wéi ban trong thivi gian Ngodi gity Iam viéc cia Shop.
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ITIM HIEU VE
Nhirng thong tin can c6 trong CHAM SOC KHACH HANG

“Tin nhan tra I&i tw dong”

Théi gian hoat dong Chuong trir!h khuyén mai Théng tin lién hé
cua Shop dang/sap dién ra cua Shop
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ITiM HIEU VE

Quy dinh “3 Khéng” khi Chat tir Shopee CHAM SOC KHACH HANG
Khéng str dung Khéng huay don Khéng hwéng dan
ngoén twr thé tuc giao dich ngoai

cagcel

\

B HOC VIEN SHOPEE — SHOPEE UNI 15




TIM HIEU VE
Giai doan 1: Trwéc khi khach dat don hang CHAM SOC KHACH HANG

Quy trinh khi Chat vé&i Ngwoi mua

e Tru«‘z’ng hqp Nguw&i mua
van chan chwr, hay

e Thuyét phuc Ngwdi mua
tién hanh dat don hang
ngay sau khi giai dap thac
mac cta Nguwdi mua

Cung cap day dua thong
tin san pham dé giai dap hirshaidAniNgro] mua
thac mac cua Nguwoi mua

dat don hang ngay
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TIM HIEU VE
Giai doan 1: Trwéc khi khach dat don hang CHAM SOC KHACH HANG

Lwu y khi Chat, Shop nén...

@
Co6 phong cach Chat Cung cap day du Cung cap théng tin cac Chwong
phu hop Thoéng tin san pham trinh khuyéen mai caa Shop
Shop nén giai dap thac M&u ma, céng dung Qua tang kém
mac cla khach theo Cach st dung Chinh sach bado hanh (néu co)

hwéng “Chia sé”, tranh
viéc nghiéng vé xu hwdng
chi cung cap thong tin
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TiM HIEU VE
Cac cach thuyét phuc Ngwoi mua dat don hang CHAM SOC KHACH HANG

JE
=D

Goi y thém cac San pham  Nh&n manh cac dic diém noi
twong tw/bo sung véi sdn phdm  bat cua Shop: Hang cé san,

Cung cap thong tin céc
Chwong trinh khuyén mai

ciia Shop Nguwdi mua dang tim kiém chinh sach bao hanh (néu cé)
D
o—0
Chinh s&ch Mién phi van Hwéng din Nguoi mua
chuyen Shopee hé tro cho thao tac Pat don hang

don hang dat gia tri tdi thiéu
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TiM HIEU VE
Vi du cac cach thuyet phuc Ngwei mua dat don hang  €HAV SOC KHACHHANG

Goi y San pham mua kéem

(..
i,

«  “Pbi v&i dong san phadm Chi ké chan “Ddng san phdm Giay sneaker nay ban nén
may, ban c6 thé mua kém v&i sdn pham mua kém V& c0 ngan clia Shop sé rat hgp voi
Mascara hoac Phan mat...” giay va vo rat ém chan nhe...”
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TiM HIEU VE
Vi du cac cach thuyet phuc Ngwei mua dat don hang  ¢HAM SOC KHACHHANG

Mién phi van chuyén

) JLC =
® MIEN PHi

VAN CHUYEN
SIA0 NG ToAN QYO

“Ban o1, néu ban mua san pham nay sé dwoc Shopee ho tro
freeship t6i da 30k day. Nhanh tay dat hang nha!”
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TiM HIEU VE

Vi du cac cach thuyét phuc Ngwei mua dat don hang  CHAM SOC KHACH HANG

Chwong trinh khuyén mai cua Shop

AM BUN NUGSC THUY TINH
LOCK & LOCK

990,000

495,000

“‘Ban dwng quén hién Shop dang qé Chwong trinh khuyén mai
“Giam gia 50%” cho dong san pham X nay nhé a”
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ITIM HIEU VE
Vi du cac cach thuyét phuc Ngwéi mua dat don hang  CHAM SOC KHACH HANG

Nhan manh diém manh cta Shop

“San pham nay hién dang c6 san tai Shop nén dam béo thoi gian ban nhan hang sé
rat nhanh trong vong X ngay dong thoi Shop sé c6 chinh sach ho tror doi tra/
bao hanh néu san pham c6 van de nhé. Ban yén tam vao dat hang ban nha!”
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TiM HIEU VE
Giai doan 2: Sau khi Ngwoi mua dat don hang CHAM SOC KHACH HANG

Ngw&i mua chwa nhan hang

Ngw®i mua da nhan hang

°Lién hé nho Nguoi
mua danh gia
don hang

Dong goi va giao Theo doi ky qua

ACS(AlaNIT CIH don hang di trinh giao hang
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TiM HIEU VE , ‘
CHAM SOC KHACH HANG

Khi Ngwoéi mua dat dor hang, Shop nén...

©
al | D
o—0
Kiém tra chinh xac cac Péng géi don hang ding quy Theo d&i qué trinh giao
san pham trong do'n hang cach hang cua Don vi van chuyén
Kiém tra lai & dam bao déng goi Khi déng hang nén kem theo: Theo dai ky hanh trinh don hang
cac san pham chinh xac theo «  Thwcamon trén cac trang web clia Pon vj van
don hang cua Nguwoi mua. »  Phiéu thong tin dbi tra hang chuyén dé kip thoi lién hé
«  Phiéu Qéo hé’nh/phiéu théng tin Shopee/Ngudi mua néu don hang
san pham (néu co) c6 van de
Xem thém Quy cach dong goi hang
tai Day
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TiM HIEU VE , ‘
Vi du cac trwong hop thwong gap CHAM SOC KHACH HANG
sau khi Ngw&i mua dat don hang

Thay déi dia chi nhan hang

Hwéng tra 1&i: “Ban oi, khong biét ban co6 thé nhé nguei than/ban bé nhan hang gidp tai dia
chi cl dwgc khong a ? Vi t\ién tai Shopee chwa hd tro Ngwdi mua thay dbi dia chi nhan hang a.
Trwdng hop ban khéng thé nhan hang tai dia chi cd, ban giup Shop dat lai mét don méi nhé.”

B HOC VIEN SHOPEE — SHOPEE UNI 25




TiM HIEU VE , ‘
Vi du cac trwong hop thwong gap CHAM SOC KHACH HANG
sau khi Ngw&i mua dat don hang

Ngwe&i mua hoi giao hang

Hwéng tra 1oi: “Ban oi Shop rat tiéc vi sw bat tién nay. Shop da lién hé dén Shopee dé
yé,u cau ho tro cho,d(yn hé,ng nay. Hién tai phia don vi van chuyén dang co gang giao hang
dén ban nhanh nhat cé thé, mong ban thdng cam nhé a.”
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TiM HIEU VE , ‘
Vi du cac trwong hop thwong gap CHAM SOC KHACH HANG
sau khi Ngw&i mua dat don hang

Ngw&i mua muédn hiy don hang

cagcel

»  Néu Shop chwa giao hang cho don vj van chuyén: )
Hwéng tl:é I&i: “Ban cyi,, trong tred'ng hop ban khéng nhu cau nhan hang ban cé thé chu dong
vao chi tiet don hang dé thao tac giup Shop nhé. Cam on ban a”

« Néu Shop da giao hang cho don vi van chuyén:

Hwéng tra |oi: “Ban oi, hién tai Shop da giao hang di r&i a. Néu ban khéng con nhu cau nhan
hang, ban vui Idng tr choi nhan hang giup Shop nhé. Cam on ban a.”
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ITiM HIEU VE , )
Sau khi Ngw&i da nhan hang, Shop nén... CHAM SOC KHACH HANG

@
A

— —

Chu dong danh gia Ngw&i mua trwéc Lién hé nho Ngw®i mua danh gia don hang
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ITiM HIEU VE , ‘
Cac kénh lién hé nho Ngwoi mua danh gia CHAM SOC KHACH HANG

Shopee Chat Goi dién thoai Tin nhan SMS
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Shop c6 biét ?

x2j§L

Ty 1é mua hang sé tang 2 lan khi
san pham co6 trén 10 danh gia va
binh luan t6t
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TiM HIEU VE , ‘
CHAM SOC KHACH HANG

S6luong |
X2.5%%
2 san phdm lam
X1.7 il
@ danh gia

S6 lwgng danh gia san pham sé tang 2.5 lan va
Chat lwong danh gia sé tang 1.7 lan khi Shop
chl déng lién hé nhé Ngwdi mua danh gia san phdm

30



TiM HIEU VE , ‘
Vi du cac trwong hop thwong gap CHAM SOC KHACH HANG
sau khi Ngw&i mua nhan hang

Shop nhan dwoc danh gia tot

W W W W W

Hwong tra 1oi: “Cam on ban da tin twdng va dng hd shop. Shop ra4t mong co thém co’ hoi
phuc vu ban trong nhirng don hang sau. Ban dirxng quén nhan theo d6i Shop dé khéng bod
|& chwong trinh khuyén mai nao ctia Shop nhé.
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ITIM HIEU VE
Vi du cac trwong hop thwong gap CHAM SOC KHACH HANG

sau khi Ngw&i mua nhan hang

Shop nhan dwoc danh gia chwa tot

jl& L W/L ﬁf

DPanh gia thap nhwng khéng cé binh luan vé san pham ,
Hwéng tra 1&i: “Cam on ban da quan tam Ung ho san pham cla Shop. Shop thay ban danh gia (1,2,3 sao)
vé san pham... Ban c6 thé chia sé diéu chwa hai ldng dé& shop c6 thé cai thién tét hon dwoc khoéng a?”

Danh gia thap va binh luan khéng t6t vé san pham ’
Hwéng tra 1&i: Shop rat xin 16i ban vi sw c¢d ban gap phai. Ban c6 thé cung cip thém hinh anh san pham khong
a, néu 13 16i clia Shop, Shop sé& hd tro ban ngay a. Va sau d6 nhd ban thay déi lai danh gia giup Shop nhé.”

DPanh gia thap vi 16i van chuyén/déng goéi, khéng anh hwéng dén chat lwong san pham

Hwéng tra 16: “Shop cdm on ban da phan hoi thong tin va rat tiec vi sw co ban gép phai :( . Truong hop nay
that sy Shop khéng mong muodn. Hi vong ban sé théng cam va van tiép tuc ing hd Shop a.”
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TiM HIEU VE , )
Vi du cac trwong hop thwong gap CHAM SOC KHACH HANG
sau khi Ngw&i mua nhan hang

Phat sinh khiéu nai

RETUBNS

Khi c6 phat sinh khiéu nai Tra hang/Hoan tién, Shop c6 thé lién hé
Nguoi mua dé thwong lwgng dé dam bao dugc tréi nghiém cho Nguoi mua
hoac B6 phan xt ly khiéu nai cua Shopee sé can thiép dé ho tro xir ly.
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TIM HIEU VE QUAN LY
QUAN HE KHACH HANG (CRM)



ITiM HIEU VE QUAN LY

Loi ich cia Quan ly quan hé khach hang QUAN HE KHACH HANG

Giap Shop hiéu biét toan Xac dinh du"g’c tap Tang doé trung thanh
dién vée khach hang cia minh khach hang tiém nang cua khach hang
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TIM HIEU VE QUAN LY
QUAN HE KHACH HANG

Cac cach thu thap théng tin khach hang (CRM)

R =

Ghi nhan lai thong tin nhirng Kiém tra va lwu lai théng tin Xuét file excel théng tin vé
Ngw&i mua da tieng Chat cua Nguwdi mua tai muc khach hang tir KEnh Ngwoi Ban
“Nguw¢i theo déi” ctia Shop
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ITiM HIEU VE QUAN LY

Thao tac xuat file excel ttr KEnh Ngwdi Ban Sy HEKHACHHANG

@ bing nhap vao Kénh Nguwoi Ban

e Tai muc “Quan ly don hang” — nhap vao “Tat ca”

@ Sau d6 tai muc “Ngay dat hang”, chon khung thoi gian mong mudn va nhép “Xuat”

e Thu thap thong tin Ngwoi mua tai cac cét & hinh bén dwoi

E © Order.toship.20200101_20200131 [Protected View] - Excel (Product Activation Failed)
File Home Insert Page Layout Farmulas Data Review View
o PROTECTE... Be careful—files from the Internet can contain viruses, Unless you need to edit, it's safer to stay in Protected View. X
Al v fe || M3donhang v
AU AV AW AX AY AZ BA
Username (Buyer) Tén Ngwdi nhan Sé dign thoai Tinh/Thanh phé TP / Quan / Huyén District Dia chi nhan hang Qu ﬂ
1
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ITIM HIEU VE QUAN LY
Phan loai khach hang theo CRM Ly HE KHACH HANG

3 1 ﬁ Murc d6 trung thanh
L)

THAP

Khach da Chat

Khach da Chat véi Shop
nhwng chwa mua hang

Khach da Chat

Khach tirng mua
Khach da tieng mua hang
trwée do tai Shop

Khach than thiét

Khach Khach da mua hang

N nhiéu Ian tai Shop
than thiet CAO

Déi v&i khach hang than thiét, tuy vao nganh hang ctia Shop, Shop c6 thé Q
dwa trén cac tiéu chi nhu: Sé lwong don hang hodc gia tri don hang da mua
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ITiM HIEU VE QUAN LY

Cac phwong thirc tiep can khach hang QUAN HE KHACH HANG
1. DPanh gia nhan voucher giam gia cho don hang tiép theo
2. Nhan theo ddi Shop dé nhan voucher (Tinh ning Wu dai follower)
3. Mua 1 ting 1 cho don tiép theo
4. Tich lily diém dé tré thanh khach hang than thiét cia Shop

Qua tang (néu cd) nén nhé gon, khong lam anh hudng dén khdi lwong/ ﬁ
kich thwéc goi hang tranh bj Iéch so v&i khoi lwgong da thiét 1ap trwede déb.
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Shopee

Ccam on

Xem thém hwédng dan ban hang trén Shopee:
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