MO TA CONG VIEC CHAM SOC KHACH HANG B2C

Ma tai liéu: MTCV CSKH B2C -QP

Lan ban hanh:

Phong ban Marketing
Bao céo cho Truong BP Marketing
Nhan bao cdo tir | - Phong Sales
- Phong K€ toan
Muc dich cong
vi€c Tang ti 1& hai long va trung thanh ctia khach hang khi st dung san pham

va dich vu cong ty. Pem lai trai nghiém khach hang vuot troi.

I/ TRACH NHIEM, NHIEM VU

Trach nhiém

Nhiém vu

1. Lén ké hoach
CSKH theo DSKH
duoc phan bo

Lén DSKH can duoc cham séc
Phén loai KH
Lén ké hoach dé tham hoi khach hang (call, email)

Léap k& hoach tang qua cho khach trong cac dip 1€, tét, ngay khai
trirong, ngdy thanh 1ap clia khach hang (phoi hop véi ting kénh ban

hang dé t6 chitc thuc hién).

2. T6 chlc trién
khai CSKH theo ké
hoach thang, tuan,
ngay

TG chitc thure hién, ki€m tra, gidm sat va diéu chinh ké hoach. Ghi
nhén ¥ ki€n clia khach hang dé cai tién cong viéc.

Thuc hién quan 1y account khach hang & cham séc khach hang.

3. Ki€m soat cac
hoat dOng CSKH
theo tién d§

Theo ddi k& hoach CSKH, bao hanh san pham, kiém tra ké hoach
bdo hanh, hoat ddng bao hanh, hoat dOng bao tri stta chita thiét bi
dé nam dwoc mitc thda min clia cong ty v4i hoat ddng nay. (dién
thoai, email)

Toan b hoat dOng cham séc khach hang phai 1ap thanh cac quy
trinh, lién tuc tim cac bién phap d€ cai tién lién tuc cac hoat

dOng chdm s6c khach hang clia cong ty.

4. Tiép nhan va xw
ly phan héi caa
KH

Nhén cudc goi tir s6 Hotline va xtr ly thong tin va phan hoi dén KH
Ti€p nhén thong tin tir cdc san TMPT, social, email, web va xtrly

thong tin va phan hoi dén KH

6. Thong ké, bao
cao day du theo yéu
cau

Théng ké va bdo céo chi s6 hai long ctia KH theo quy dinh
Theo ngay/ tuan /thang
Thong ké bao céo

7.Khac

Cac cong viéc khac theo sur phan cong ctia Ban Gidm doc.
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MO TA CONG VIEC CHAM SOC KHACH HANG B2C

M4 tai liéu: MTCV CSKH B2C -QP Lan ban hanh:

I/ QUYEN HAN

- PhOi hop dong cap voi tat ca cac bo phan trong nhiing cong viéc lién quan dén viéc ti€p
nhAn thong tin phan hoi ctia KH vé ching tlt, sdn pham va dich vu

- Dai dién cong ty ti€p xiic voi dbi tac trong pham vi cong viéc va quyén han ctia phong
Marketing;

- Dé xuat déng goép y kién vé ké hoach, giai phép vé xtur ly, quan 1y céng n, chiam s6c KH
trong cuOc hop chuyén mén;

- Chu d6ng phdi hop véi cac nhan vién khac d€ hoan thanh cong viéc duoc giao;

III/ QUAN HE CONG VIEC

Céac moi quan hé Muc dich

Trong Cong ty

- Phong Marketing -Ph&i hop voi Sales online d€ ti€p nhén va trao d6i tinh trang théng tin
ctia KH

- Phong K& toan - Béo cdo, Kiém tra, d6i chiéu ching tir, xr 1y cong no, quan 1y ching
tlr cong ng, han thanh toén

- BO phan kho - Phéi hop quan 1y chitng tir giao hang phii hop véi diéu kién hang

héa thuc té
Ngoai Cong ty
- Khach hang -Ti€p nh&n phan hoi vé SP, DV, gia cd, CTKM, CK, s lwong hang

hoa, cong ng, trong héa don, ching tir hodc han thanh toan tir KH.

IV/ PANH GIA HIEU QUA CONG VIEC
Dénh gi4 dinh ky dua trén KPIs ctia don vi hodc/va OKRs da cam két va théng nhat véi cap trén.

V/ TIEU CHUAN NANG LUC

Trinh d6 chuyén | Tt nghiép Trinh dO Trung cap trd 1én chuyén nganh lién quan
mon chuyén nganh ban hang

K¥ nang vi tinh vin phong, cic phan mém(CRM, Misa...)

K¥ ndng lam viéc nhém

Ky ndng XU ly tlnh huong tot

Kién thirc vé san pharn

KV ning g1a1 quyet van deé.

Ky nang g1a1 quyét xung dot.

Hié€u biét vé thi trurong.

KV niang chung - Ky nang lang nghe va giao tiép tot

- K¥ ndng phan tich.

- Kha ning da nhiém.

Kinh nghiém C6 it nhat 1 ndm kinh nghiém lam nhan vién CSKH, nhan vién ban
hang, nhan vién telesales, nhan vién kinh doanh hoac cac vi tri twong
.

KY niang chuyén mén

Ne U AW e

Tinh cach - Nhiét tinh, ndng dOng, dOc 1ap, nhay bén.
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MO TA CONG VIEC CHAM SOC KHACH HANG B2C

M4 tai liéu: MTCV CSKH B2C -QP Lan ban hanh:

- Tinh ki lut cao d€ hoan thanh nhiém vu ding deadline.
- C6 kinh nghiém lam nhan vién ban hang, nhan vién telesales, nhan
vién kinh doanh hodc cic vi tri trong tir.

VI BIEU MAU UNG DUNG
Duing thw muc bi€u mAu clla phong Marketing quy dinh

Ghi chii: Tty theo tinh hinh thuc 6, cdp trén truc tiép hodc cdp cao hon cé thé b sung nhiing nhiém vu
thurong xuyén hodc/va dot xudt khdc trong Bdn Mo td céng viéc nay.
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