QUA TANG TU KENH XAY MARKETING X PHUGNG BUILDER

KICH BAN GOl Y DICH VU KEM
THEO

Hoi trudc - ly do trudc, gia sau - cho khach quyén tif chdi

TuU khoa: BAN THEM

1 1. NGUYEN TAC 3 BUGC (DAN G PHONG NHAN VIEN)

Ban thém chi dung khi dich vu kém theo giai quyét mot diéu khach VUA NOI RA. Néu khach chua
than gi, ky thuat vién khéng gai y. Méi budi chi ggi y t6i da MOT dich vu kém theo.

() Budc 1 - Hoi trudc: dung cau hoi tham kham dé khach tu néi ra diéu kho chiu (lanh chan, kho
ngu, mdi mat, cing vai...).

() Budc 2 - Ly do trudc, gia sau: nhac lai ding I18i khach, noi dich vu gitp gi, méat bao lau, roi
mdi noi gia.

() Budc 3 - Quyén tir chéi: khach noi “théi em” thi cam on, mai tra, KHONG nhac lai trong budi
dao.

() Khéng goi y khi khach vita nam xuéng, dang dugc bam huyét, hoac Iuc khach dang thanh
toan voi.



2 2. BANG: KHACH NOI Gi - GOI Y Gi - NOI THE NAO

Dich vu kém theo
phu hdp

Cau gdi y mau (ly do truédc, gia sau)

Khach néi ra

“"Chan chi luc nao
clng lanh”, "t6i
kho ngu”

Ngéam chén thao dugc
15 phut

“Chan chi lanh qua. Em ngam thao dugc 15 phut truéc
cho @m chan, nhiéu chi lam xong thay dé chiu, dé thu
gian hon. Thém phan nay la [gia] a, chi muén thi
khong?”

G6i dau dudng sinh “Chi ngdi may nhiéu, ving dau cé hay cang. B&n em

c6 gobi dudng sinh 30 phut, massage da dau va cb, gia

“Nhin may tinh c3
ngay, moi mét,

nang dau” [gial. HOm nay chi c6 th&i gian thém khdéng a?”
“Vai gay cung Chudm tui thao dugc “Vai chi dang cang, em chudm tui thao dudc &4m 10
nhu da" nong hoac da nong phut trudc khi bam thi cé mém han, chi d8 &. Phan nay

thém [gid] a.”

“"Dao nay hay khoé
hong, uéng it
nuase”

“Ngoi van phong,
chiéu nao cling
moi lung”

Khach di cung
ngudi than dang

Tra thao moc sau budi
(tang hoac ban goi
mang vé)

Hudng dan bai gian co
tai chd (mién phi) roi
mGi gdgi y liéu trinh

Ngém chéan cho ngudi
di cung

“Lam xong chi udng ly tra giing 4m nay nhé. Chij thich
thi bén em cé go6i nhdé mang vé, [gia] mét goi 10 tui.”

“Em chi chj 2 dong tac gian lung lam ngay & ban. Néu
chi muén d& 1au hon thi minh di theo 16 trinh, em noéi ré

& quay nhé."

“Anh ngdi chg cling mai, bén em c6 ghé ngadm chan

20 phut, [gia]. Anh ngdi luén cho d& chan a."

ngdi chd

3 3. KICH BAN THEO THOI PIEM TRONG BUOI

Thai diém Viéc dudc lam

Viéc KHONG Iam

Luc tham kham (trudc
khi lén giuGng)

Hoi 3 cau: khé chiu & dau, ngu thé nao, bua bang gia dich vu thém ra
tay chan cé lanh khéng. Ghi vao phiéu. ngay.

Hoi “chi lay thém gi khéng” khi
chua biét khach can gi.

DPau bubi (khach vitra  Ggi y néu da co ly do tU ltc thdm kham,
nam) noi 11an, ngan.
Chi tra 13i khi khach hoi.

Gilta budi Chao mgi trong lic khach dang

thu gian, nhdm mat.

M&i tra, hdi cdm nhan, ggi y san pham
mang vé néu khach quan tam.

Cubi budi, tai quay G6p dich vu thém vao hoa don

ma khach chua déng y ré.



4 4. KHI KHACH TU CHOI - 5 CAU TRA LOI LICH SU
() "Da khong sao chi, em lam ky phan vai cho chj nhé.”

() “Da vang, lan sau chan chi lanh thi chj nhdn em, em chuén bj san.”

() “Da em hiéu, chj cit nghi ngoi, em khéng lam phién nita.”

() “Chj uéng ly tra giing nay cho 8m ngudi nhé, bén em mdi.”

() Ghi vao hé so khach: “da ggi y ngdm chan - chua dung”, dé budi sau khéng hai lai.

5 5 NHUNG CAU CAM NOI

Ciu cam Vi sao Néi thay bang

“Chi lay thém gi khong a?”  Nghe nhu dang c6 ban Hoi vé cam giac cla khach trude

"C6 80 nghin théi ma chi” Coi nhe tién cua khach Noi Igi ich trudc, gia sau, ré rang

“Ngam cai nay hét méat Hua két qua, vi pham “Nhiéu chi thay dé chiu, dé thu gian hon,

ngu luén” quang cao tuy co dia”

“Chi khéng lam 1a phi 1d3m"  Tao &p luc “Chi muén thi thi bdo em, khéng thi minh
dé 1an sau”

6 6.DPO VA THUONG BDUNG CACH
() Po méi tuan: s6 1an ggi y, s6 1an khach dong y, s6 I8i phan nan “bi chao mai”.

() Vidu muc tiéu: ty 1& dong y khoang 3 trén 10 lan ggi y 1a 6n, nhung s6 phan nan phai bang 0.
Tu dat con s6 theo spa minh.

() Thuéng ky thuat vién theo khach déng y VA khach quay lai, khéng thudng theo s6 lan chao
mdi.

() Cudi thang doc lai hé sa: dich vu kém theo nao dugc mua lai nhiéu nhét thi dua vao gai liéu
trinh chinh.

Tai liéu mang tinh tham khao cho chli cd s& spa dudng sinh / y hoc cé truyén. Khi tu van khach: khéng
hia khoi bénh, khuyén khach cé bénh ly di kham chuyén khoa.

Xay Marketing x Phuong Builder Theo ddi kénh dé nhan thém tai liéu



