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Muc ti€éu dao tao

- Giao tiép tu tin v&i dong nghiép
- L&ng nghe va hoi dap gidp tang
hiéu qua cong viéc

- Van dung cac quy luat tam ly dé
gidi quyét xung dot trong giao ti€p
rng xur

- Van dung cac ky nang giao ti€p
qua dién thoai

- P&t cau hoi dan dat van dé mot
cach hiéu qué

- Gidi thich dac diém cua giao ti€p

gua dién thoai.

Phuwong phap dao tao

- Chuyén gia str dung cac phuong
phép dao tao sau day dé chuyén
tai ndi dung khoa hoc:

- Thao luan mé (Open discussion)
- Nghién ctru tinh huéng (Case
study)

- Bai tap tw danh gia (Self-
assessment)

- Thuyét giang ngén deé @i thuc té

(Mini-lecture)

Tai liéu

- Tai liéu leu hanh ndi bo

Gi¢i1 thiéu chuwong trinh

Nhan vién chuyén nghiép trong
inh vue dich vu khach hang doi
khi cling ngai goi dién. Ho khéng
thich xem minh la ké lam phién
va lic nao cling gap phai 1o tw
ch6i. Con té hon nira ho cam
thdy ngay cang kho6 khan hon dé
dat duoc diéu do don gian la vi

ban c6 so dién thoai va dia chi
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email khéng cé nghia la nguoi nhan cudc goi mudn nghe ban.

Cu x&r mot cach than thién, chuyén nghiép khi goi dién dén khach

hang la mot cach giip ban 1am t6 chic clia minh n6i bat trong

canh tranh. Phan nay sé xoay quanh cac ky nang xem xét moi

twong tac v&i khach hang — mot khoanh khac quyét dinh cé thé

tao ra hodac pha v& cac moi quan hé.

Khoa "Pao tao k§y nang goi dién thoai" cta vién MasterSkills sé

gitp hoc vién nang cao kha nang giao ti€p va lang nghe khach

hang, cung &ng dich vu ding yéu cau, trd 10i dién thoai chuyén

nghiép.
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Poi twong hoc vién

Caccapquanly & lanh dao
doanh nghiép.

. B0i ngli quan ly cap trung
(giam doc chtic nang trudng
pho cac phong, ban, bé phan
trong doanh nghiép).

Nhitng ngu0'i dang tham gia
lam viéc trong madi treong
doanh nghiép c6 mong muén
phét trién va hoan thién ky
nang quan trong nay.
Chuong trinh khéng phu hep
cho cac doi twong la hoc sinh,
sinh vién - nhirng ngu0i chra
¢6 tham nién lam viéc trong

moi trud'ng doanh nghiép.

Chirng nhan

- Sé do Vién MasterSkills cép, c6 gia

tri trén toan qudc

NOi dung chwong trinh

Phan 1: Tam quan trong cua viéc giao ti€p qua dién thoai

- Tam quan trong cla viéc giao ti€p qua dién thoai

- Nhiém vu va vai trd cta ngudi ban hang qua dién thoai.

- Cac nguyén tac co ban cla k§ nang ban hang qua dién
thoai

- MOt sb di€ém Iwu y khi néi chuyén qua dién thoai

Phan 2: Quy trinh tw van khach thdng qua viéc goi dién
thoali
- Thu thap thdng tin khach hang truéc khi goi dién thoai

- Nhitng c6ng cu can thiét dé mot cudc goi dwoc bat dau
- SAp xép cac cong viéc hang ngay: chuén bi ngay, trién
khai viéc goi khach hang, két thi ¢ ngay

- Quy trinh tw van khach hang qua cudc goi

Phan 3: Cac k¥ nang thiét yéu khi goi dién thoai
- Nhan dién thoai

- Ky nang chao

- K§ nang lang nghe

- K§ nang tra 1o

- K§ nang ghi lai 1&i nhan

- K¥ néng kiém tra I&i nhan

- Ky nang cung céap théng tin qua dién thoai

- Thwe hanh cac ky nang nhan dién thoai
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Goi dién thoai :

- K§¥ ndng chao hodc gi¢i thi€u minh

- K§ nang dat cau hoi

- K§¥ nang ghi lai 101 gidi dap

- K§ nang kiém tra loi gidi dap

- K§ nang cung céap thdéng tin qua dién thoai.
- MAu ghi lai I nhan.

- Thue hanh céc ky nang goi dién thoai

Phan 4: Xdc tién va két thac viéc ban hang qua dién thoai
- Thuyét phuc khach hang mua hang

- Phan hoi va giai quyét van dé:

- Do lvong phan hoi cia khach hang.
- Gidi quyét thac mac.

- Vuot qua su tlr chdi clia khach hang

- K&t thac ban hang qua dién thoai.

Xem thém chi ti€t tai Website Masterskills.org:

http://masterskills.org/Telephone-skills-training.htm
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