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Ban hang va chuyén doi
Trong 10 ngudi d& dén hdi hodic dén khdm, bao nhiéu ngudi dong y mua, Mic 3/5
va vi sao nhitng ngudi con lgi chua mua?
La gi? Visao can?
O nay la doan dudng tir lic khdch da dén (hodc Day la con dudng (2): cling mdt 6 khdch dén, ty
dé& hdi) cho tdi ltc khdch déng y var trd tién. N6 |& déng y téing tir 5/10 1én 6/10 (minh hoa) la
gbém cdch dén, cdch hdi dé hiéu nhu cdu, cdch gidi  doanh thu téing 20% ma khéng tén thém déng
thich phuong dn va gid, cdch gé ban khodn, va qudng cdo ndo. Khi cdch tu van chi ndm trong déu

cdch theo ddi ngudi chua quyét. Trong dich vu y mot ngudi gidi, ngudi do nghi hodc qua tdila

t&€, “bdn” nghia & tu van ding chi dinh va dua dd doanh thu tut theo. Mudn mé& co sé thir hai, cdch
théng tin dé khdch tu quyét, khdng phdi thuyét tu van phdi dugc viét ra va day lai dugc.

phuc bdng moi gid.

Ddu hiéu 6 nay dang néng

e Khéng ai biét trong s khdch d& khdm hodc dé& hdi gid, bao nhiéu ngusi déng y mua.

e Ngudi chét gidila chd hodc mét bdc si; ngudi mdi tu vén thi khdch hay néi“dé em suy nghi thém”.
e Khdch chua quyét rdi di la mat hat, khéng ai goi lai theo lich.

e Bdo gid bdng miéng, mé&i lan néi mdt ki€u; khdch bat ngd khi thdy chi phi phdt sinh.

Lam thé nao?

Do ty 1é chuyén d3di trudc
Viét rd dinh nghia: trong s khdch dé khdm va dugc tu vén, bao nhiéu ngudi déng y bat ddu ké
hoach trong 30 ngdy. Pém hdng tudn, tach theo ngusi tu véin v nhém dich vu.

Ghi &m vai budi tu vén that (cé déng y)
Xin khdch déng y bdng vén ban trudc khi ghi dm; ghi dm va hé so 16 dir liéu cd nhan nhay cdm, xi ly
theo Ludt Béo vé dif liéu cd nhan 2025 (hiéu luc 01/01/2026) — kiém tra bdn hién hanh, hdi luat su.
Chon ca budi khdch déng y va budi khdch chua ddng y dé so.

Viét quy trinh tu van tir cach dang lam that
Chuyén ghi am thanh chir, xép thanh cdc budc: chdo, hdi, khdm va gidi thich, dua phucng dn, bdo
gid, g8 ban khodn, hen budc tiép. M&i budc gilr vai céu néi hay nhat ctia ngudi gidi nhat.

Chudn hod phiéu ké hoach va bdo gid
Mot méu in hodic glii qua Zalo: tinh trang, cdc phucng dn (ké cd phudng dn tiét kiém han khi phu
hap), uu nhudc diém, gid, lich, diéu kién thanh todn. Khdch mang vé nha doc vén hiéu.

Theo dbi ngudi chua quyét
Gdn nhém “dé khdm, chua quyét dinh”, hen ngdy goi lai cu thé, hdi khdch con bdn khodin gi va ghi ly
do. Khoéng ép, khéng gidm gid tran lan.
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a Luyén va nghe lai dinh ky
M3&i thang nghe lqi vai budi, luyén déng vai v8i ngudi mdi, sita quy trinh theo cau ndio hiéu qua, céu
ndo lam khdch Ui lqi.

Thang ch6|'m1—5 VIEN PAM = MUC CUA LACA DENTAL

- Khong cé cdch bdn théng nhat; ai dén thi tiép; khong theo ddi khdch chua mua;
khéng biét ty 1é chét.

Chi hodc mdt ngudi gidi chét t6t nhung cdch lam ndm trong déu; ngudi khdc lam
theo cdm tinh; bdo gid béng miéng.

. C6 quy trinh tu van va mdu bdo gid viét ra, doi dung déu; c6 danh sdch khdch chua T

quyét dé goi lai; nhung chii vén phdi kém, ty 1& chdt chua do déu ddn.

Ty 1& chdt do hdng tudn theo ngudi va dich vu; ngudi maéi hoc quy trinh la tu van
dudc; quan ly tu hudn luyén theo s&; chl chi xem bdng.

Quy trinh dudc cai tién hding thdng tir ghi aGm va sé liéu ma khong cdn chl; ¢o s& mdi
. dat ty 1& ch8t gan co s mdu sau vai thdng; khdch gidi thiéu ngudi quen vi dugce tu
van rd rang.

Tu kiém tra nhanh

(J Anhchicé biét ty 1é khdch khdam xong déng y diéu tri (hodc hdi gid xong déng y mua) cla thdng
trudc khong?

(J Cédch tu van cta ngusi gidi nhat dé dudc viét thanh cdc budc, cé cau néi méu chua?

() Khdch c6 nhan phiéu ké hoach va bdo gid bdng van bén (gidy hodic Zalo) trudce khi ddng y khong?
O Méikhdch chua quyét cé ngdy goi lai cu thé v ngudi phu trdch khéng?

(J Ngudi mdi vaio lam mdt thdng cé tu véin dudc theo quy trinh ma khéng can chd diing canh khéng?
Vidu

( N

LACA Dental (case mdau)
LACA ch&m muc 3, nhung I& mirc 3 chua viing. Két qud chuyén déi tot la ¢ that: han mot nlra ngudi
lam phuc héi I8n bét déu chi tr mot budi khdm, chup phim; gdn mét nlfa ngudi chita tdy quay lai

phuc héi ding réing dé. Bdc si gidi thich trung thuc, dung vi von d&i thudng, néi rd gidi han cta diéu
tri — dd la tai sdn ddng nhan 1&n. Nhédm khdch “dé khdm nhung chua quyét dinh” dé cé tén trong
CRM 8 nhém. Nhung chua do ty 18 khdm xong dong y k& hoach diéu tri, quy trinh tu véin chua viét ra,

|3i tu van hay nhdt van ndm & bdc si; nén chua thé [én mic 4.
. J

Vi du minh hoa: garage stra 6 t

Mot garage (gid dinh) kiém tra xe mién phi nhung chi khodng 4/10 khédch déng y stra (sé minh hoa).
Nghe Iai 10 1an bdo gid, chd thdy tho ndi toan thudt ngit v dua mdt con sé tdng. Garage déi sang
phiéu 3 cot: phdi stfa ngay - nén stfa trong 3 thdng - cé thé chd, kém anh ché hdng. Khdch hiéu, tu
chon, va quay lai cho cdc hang muc “cé thé chs”.
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Vi du minh hoa: ctra hang dién mdy gia dung

M6t clra hang dién mdy (gid dinh) cé hai nhan vién: mét ngudi chét 6/10 khdch, ngusi kia 2/10 (s6
minh hoa). Cht ghi lai 5 bu8i tu vdn clia ngudi gidi, viét thanh 6 céu hdi nhu cdu va mdt bang so sdnh
3 m&u mdy. Ngudi mdi hoc trong 2 tudn, ty |& chét Ién 4/10. Khdch chua mua nhéin bdng so sdnh qua
Zalo va dugc hen goi lgi sau 3 ngay.

LACA Dental - 90 ngay & 6 nay

s

HIEN TRANG

Hon nlra ca phuc hdi 1én bat ddu tir mot budi khdm, chup phim; gdn mét niia ngudi chira tiy quay lai
phuc héi rdng dé. Bdc si tu véin trung thuc, néi rd gidi han; cé béng ghi dm budi kham (chi dung khi
bénh nhan déng y). K& hoach d& c6 nhém CRM “dd khdm nhung chua quyét dinh” v USP “Ré tinh
trang. R6 phuong dn. RS chi phi.”

KHOANG TRONG

Chua do ty 1& khdm xong déng y ké hoach diéu tri; chua cé quy trinh tu vdn viét ra dé ngudi mai lam
theo; chua c6 mdu phiéu ké hoach - bdo gid dung chung; khdch chua quyét chua cé lich goi lai do
dugc.

VIEC TRONG 90 NGAY

e L& tan trudng thém trang thdi“déng y - chua quyét - tir chéi” cho méi ca khdm mdi trong phan
mém; cé ty 1& ddng y hdng tudn, tdch theo bdc siva nhém dich vu; con s ddu tién trudc
10/11/2026 (ngay 30).

e Chi phong khdm chon 5 budi tu vdn dé cé déng y ghi dm bding vdn bén (m&i nhém dich vu mot
budi), chuyén thanh chif, xod moi théng tin nhdn dién, viét quy trinh tu vdn ké hoach diéu tri ban 1
— xong trudc 10/12/2026 (ngay 60).

e Bdc siva 1€ tan thdng nhdt mot mdu phiéu ké hoach diéu tri: tinh trang, cdc phuong dén (cé
phuong dn tiét kiém hon néu phu hgp chuy&n mén), chi phi, lich, diéu kién thanh todn; dp dung
cho moicatlr01/12/2026.

e L& tan goilai khdch “chua quyét” sau 3 ngdy va sau 14 ngdy, hdi con bdn khodn gi, ghi ly do véio
phéan mém; cudi mé&i thang chi phong khdm doc 3 ly do Idp lai nhiéu nhét vé sta I8 tu van.

e Trudc 09/01/2027 (ngay 90): bdc si va phu td méi duge day theo quy trinh bdén 1; chi phong
khdm nghe lai 2 budi m&i thang d€ gép y va céip nhat bén 2.

Giif mtic 3 nhung cho viing: ty 1é kham xong déng y diéu tri dugc do hdng tudn it nhat 8 tudn

lién, quy trinh tu véin ban 1viét ra va dang ding, 100% ca c6 phiéu ké hoach bdng vén ban.
Day la diéu kién dé 1én mic 4 trong quy 1/2027.
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Checklist trién khai

() Pinh nghia“ddngy diéu tri” viét thanh mot cau, cd déi hiéu gidng nhau
() Trang thdidéngy / chua quyét / tir chdi c6 trong phdn mém
() Bangty I& ddng y hdng tudn theo bdc si va nhém dich vu
() Phiéu ddng y ghi @m, dung hinh anh, céu chuyén c6 trong h6 so khdm
() 5 budi tu vdn dé ghi dm, chuyén thanh chit, dé dn danh
() Quy trinh tu véin ban 1cé cdu néi méu cho tiing budc
() MA4u phiéu ké& hoach diéu tri - bdo gid dung chung
O Lich goi lai khdch chua quyét, cé ngudi phu trach
Chi sé do
CHI sO CACH DO THE NAO LA TOT
Ty I& kham xong déng y ké S6 khdch dong y bdt ddu trong 30 ngay + s6  Tu ddt tirsd 4 tudn dau; theo déi xu
hoach diéu tri khach dé khdm va dudc tu vdn hudng, khéng ddy sé bding cdch tu
vén vudt chi dinh
Ty & déng y theo ngudi tuvén  Nhutrén, tdch theo tiing bdc si Khodng cdch giita ngudi cao nhdt

va thép nhat hep dan

Khdch chua quyét dudc goilai  S6 cudc goi ding ngdy + s6 khdch chua quyét  Gdn 100%
diing hen dén han

Ca c6 phiéu ké hoach bdng S8 ca cé phiéu = s6 ca dudc tu vdn 100%
vén bén

Al va tu dong hoa
VIEC cONG CU AI LAM - NGUOI LAM

Viétkichbdantuvdntirghi  Cong cuchuyéngiongndi  Chidung ghi &m dd cé ddng y bdng vén bdn, xod tén, s&

am thanh chit + Claude dién thoai trudc khi dua vaio Al. Al xép 18i thoai thanh céc
budc, gom cdu hoéi khdch hay héi; chd phong kham va
bdc sichon céu giif lgi va chiu trach nhiém chuyén mon.

Soan phiéu ké hoach dé Claude Bdc s ghi tinh trang va phugng dn bdng ngdn ngif chuyén
hiéu mén; Al viét lai bdng 16i dé hiéu cho khdch; bdc si doc lai

trudc khi gti. Al khong tu dua ra chi dinh.

Nhdc goi lai khach chua n8n + phdn mém qudn ly Pén han, n8n tao viéc cho I& tan va gui tin chém séc cho
quyét hodic Google Sheets + khdch d& déng y nhan tin; ngusi goi va ghi ly do.

Zalo OA
Luyén tu véin cho ngudi méi  Claude déng vai khdch Al déng vai khdch lo chi phi, sg dau, mudn vé hdi ngudi

nhd; ngudi mdi luyén trd 16i theo quy trinh; ngudi hudng
dén chdm vé stra.
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Sai lam hay géap

e Chinhin doanh thu ma khéng do ty 1& chot — khdng biét véin dé ndm & s6 khdch dén hay & cdch tu
van.

e Ngbi viét quy trinh “nén lam” tir tri nhé — bdt dau tir ghi aGm budi tu vén that, réi maéi chinh cho gon.

e Ep chét bdng gidm gid hodc tao dp luc — trong y té dé mdt 1ong tin va rli ro phdp ly; hay dua da
théng tin va cho khach thai gian.

e D3t chitiéu dich vu cao cdp cho bdc si — chi dinh chuyén mén luén diing trén doanh sé.

Khai niém gocC 71ruy VE NGUON NGUYEN BAN
KHAT NIEM NGUON GOC CAS DUNG THE NAO

Bdn hang tu vén bdng cau Neil Rackham - “SPIN Selling”, McGraw-Hill CAS dung y “hdi dé hiéu tinh trang va hé

héi (SPIN) -1988 (dua trén nghién ciiu khodng qua trudc khi dua gidi phdp” cho budc
cO NGUDN 35.000 cudc bdn hang) hdi - gidi thich trong quy trinh tu vén.
Ra quyét dinh chung giita Cathy Charles, Amiram Gafni, Tim Whelan ~ Nén cho nguyén téc “bdn” trong y té la
bac si va bénh nhén - “Shared decision-making in the medical  dua dd phudng dn, uu nhugc va chi phi
cO NGUON encounter: What does it mean? (or it takes  dé bénh nhdn cling quyét, thé hién qua
at least two to tango)”, Social Science & phiéu k& hoach diéu tri.

Medicine 44(5): 681-692 - 1997

Hé théng hod cdch lam dé Michael E. Gerber - “The E-Myth CAS dp dung dé bién I5i tu vén trong
ngudi khac lam theo Revisited”, HarperBusiness - 1995 ddu bdc si gidi thanh quy trinh viét ra,
cO NGUON day dugc cho ngugi méi va ca sé mdi.

Dinh nghia “déng y trong 30  CAS Automation tu ddt cho phong kham M&c tham khéo dé bét ddu do; diéu
ngay” va lich goi lai 3 ngay -  va dich vu tu vdn chinh theo logi dich vu va thai gian
14 ngay khdch thudng cdan nhdc.

O lién quan
1.2 Tao khdch tiém ndng - 1.4 Cham séc, gilr chan, gidi thiéu - 2.2 Offer, gid, mé hinh doanh thu - 3.2
Con ngudi - 3.3 Quy trinh, hé théng hod - 6.4 Hop déng - 6.5 Qudng cdo, ngudi tiéu dung

Tai liéu & ggi y qudn tri, khdng phdi tu véin phdp ly, thué hay y khoa. Sé liéu minh hoa dé dudc ghi ré. Trudc khi dp dung cdc ndi dung vé
phdp ly, thué, quéng cdo dich vu y t&, héy déi chiéu van bdn hién hanh va hdi luat su, ké todn.
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