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Khdch d& mua c6 quay lai khédng, cé dén ding hen khéng, va cé gidi Mic 3/5
thiéu ngudi quen dén khéng?
Lagi? Visao can?
O nay la moi viéc sau khi khdch trd tién: hdi thdm,  Day la con dudng @ (mua ldp lqi) va gép mot
nhdc lich, chém séc dinh ky, x ly phan nan, do phdn vao con dudng @ (khdch mdi tur gidi thiéu).
muc hailong va mdi gidi thiéu. Muc tiéu la khdch Giit mdt khdch cii thudng ré hon nhiéu so vdi tim
quay lai nhiéu 1an, & lai nhiéu ndm va mang ngudi  mot khdch mdi, va ngudi dugc gidi thiéu dén dé céd

quen dén. Pay l& phdn doanh thu it tén kém nhdt,  sdn mdt phdn niém tin. Khéng do thi khong biét
vi khéng phai tré tién dé tim lai ngudi dd biét minh.  khdch dang Iéing |18 bd di; khi nhan ra thi doanh thu
dé& tut mdy thdng.

Ddu hiéu 6 nay dang néng

e Khoéng biét bao nhiéu khdch dén dung hen tdi khdm hay bdo dudng; danh sdch qud han khéng ai goi.
¢ Viéc chdm séc dya vao tri nhd cla nhdn vién; ngudi nghi la ddt mach.

e Co6 khdch dugc gidi thiéu dén nhung khéng ai biét ai gidi thiéu ai, khéng cdm on ding ngusi.

e GUicling mét tin khuyén mai cho tét c&; khdch chdn tin, bé theo déi.

Lam thé nao?

Chia khach theo chdng dang diing
Dlng cdc nhdm rd rang: mai khdm chua quyét, dang diéu tri, vira xong cdn theo ddi, dén lich dinh
ky, qud han lau chua quay lai... M8i nhém cé muc tiéu va I8i nhdn riéng.

Dat lich cham theo méc
M&inhém cé méc lién lac ¢d dinh (sau 1ngdy, sau 1tudn, trudc hen 3 ngdy...), kénh ndo, ai lam.
Phan 1&p lai d& mdy gtfi, phdn cdn ngudi thi giao viéc. Tin qudng cdo chi gifi cho ngusi da déng y
nhdan, theo Luat Bdo vé dif liéu cd nhan 2025 va quy dinh vé tin nhdn qudng cdo — kiém tra bdn
hién hanh, héi lugt su.

Goi lai ngudi qua han méi tuan
M&i tudn loc ngudi qud han tdi khdm, goi trong mdt khéi gid ¢é dinh. Nhdc ding viéc ma lan trudc
bdc si dé ddin cdn kiém tra, dé cudc goi la chdm séc chi khdng phdi chdo hang.

Po hai long sau dich vu
Mot cau hdi chdm diém 0-10 kém cdu “vi sao”, gli sau budi diéu tri, khong bét budc ghi tén. Ngusi
ché@m thép dugc lién hé lai sém; gép y 1dp lai thanh viéc cdi tién c6 ngudilam, cé han.

Lam chuong trinh gidi thiéu do dugc
MG&i khdch cé mé gidi thiéu riéng, moi khdch méi déu dugc ghi ngudn. Cam on bdng qud nhé phu
hgp; khéng thudng dé€ ddi ldy ddnh gid tot, khdng dé qua dnh hudng quyét dinh diéu tri.
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@ Xembéng sé héng thang
B&n chi sd: dén ding hen, khdch quay lai, khdch tir gidi thiéu, diém hai ldong. M&i thdng chon ché
yé&u nhdt dé sta.

Thang ch6|'m1—5 VIEN PAM = MUC CUA LACA DENTAL
- Bdn xong la xong; khéng luu théng tin khdch; khdng nhdc lich, khong hdi tham.

C6 hdi thdm, nhdc lich nhung tuy ngusi, tuy lic ranh; khéng biét bao nhiéu khdch

2
quay lai; khdch gigi thiéu khdng dugc ghi nhan.
C6 chudi hdi thdm va nhdc lich theo méc, Iam déu; cé danh sdch khdch theo nhém;

3 , ~ . . LACA DENTAL
nhung chua do ty I1é dén hen, gidi thiéu, hai long; chd van phdi nhac.

4 Do hdng thdng ty 1é dén ding hen, khdch quay lai, khdch tir gidi thiéu, diém hai

Idng; 1€ tan hodc CSKH tu chay theo bang; phan 1&p lai tu déng; chl chi xem s6.

Hé théng chdm séc chay giéng nhau 8 moi cd sé va tu cdi tién tir gép v; khdch cii va
. khdch gidi thidu 1 ngudn doanh thu chinh, 8n dinh; khach tu k& chuyén va gidi thidu
ma khéng cdn nhdc.

Tu kiém tra nhanh

(J Anh chicé biét ty 1é khdch dén ding lich tdi khdm hodc bdo dudng clia thdng trudc khéng?
() Danh sdch khdch qud han cé dugc goi lai méi tuén, cé ngusdi phu trach khéng?

(J Méi khdach mdi cé ghi rd ai gidi thiéu khéng?

() C6 hai diém haildong sau dich vu va lién hé lai ngudi chdm thdp khong?

O Tin nhdn qudng cdo chi glii cho ngudi dé& ddng y nhan tin phdi khéng?

Vidu

LACA Dental (case mdau)

LACA cham muc 3, va dday la phdn manh nhdt trong nhém Marketing - bdn haing: 627 ngudi dé quay
lgi tir 6 budi trd 1&n, 814 ngudi Iy voi, vé sinh trong 9 thang 2026; phong khdm cé chudi goi hai
th&m sau diéu tri theo méc va hen tdi khdm 4-6 thang. K& hoach dd cé CRM 8 nhém khdéch, chuang
trinh gidi thiéu “Chia Sé Nu Cudi LACA” cé mé gidi thiéu va nguyén tdc khong thudng déi danh gid 5
sao, cling chuong trinh “Nu Cudi K& Chuyén” thu phan hdi. Chua Ién mic 4 vi chua do ty 1& dén ding
lich tdi khdm, chua cé s6 khdch dén tir gidi thiéu, chua do mic haildng Ian ndo, vé 8 nhém CRM

chua thdy sé ngudi tiing nhém.
N J

Vi du minh hoa: dich vu vé sinh may lanh

Mot doi vé sinh mdy lanh gia dinh (gid dinh) cé khodng 1.200 khdch cii nhung chi ngéi chd khéch
goi. Chtl loc khdch dd vé sinh hon 6 thang, nhén Zalo nhéc lich kém 2 khung gid tréng, ai khédng phdn
hoi thi goi. M&i khdch nhdn mét mé gidi thiéu cho ngudi quen. Sau 3 thdng, chi biét khodng 30% lich
mdi dén tir khdch cii vai 10% tir mé gidi thiéu (s6 minh hoa).
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Vi du minh hoa: tiém cdt téc nam

Mot tiém cét téc nam (gid dinh) thdy nhiéu khdch quen “bién mat” khong ré ly do. Tiém gt céu hdi
chdm diém 0-10 sau méi lan cdt; diém thdp Idp lai vi phdi chd 1au cudi tudan. Tiém mé dét lich qua
Zalo OA va tu nhéc khi khdch dén tudn thir 4. Khach quay lai déu hon — gép y dé thanh mét viéce stra
cu thé.

LACA Dental - 90 ngay & 6 nay

s

HIEN TRANG

627 khdch dé quay lai tir 6 budi trd 1én; 814 ngudi Idy voi, vé sinh trong 9 thdng 2026; cé chudi goi
hdi th&m sau diéu tri theo méc, hen tdi khdm 4-6 thdng. K& hoach cé CRM 8 nhém, “Chia Sé Nu
Cugi LACA” (mé gidi thiéu, qud chdm séc réing gid tri nhd) va “Nu Cudi K& Chuyén” (thu phan hdi,
chi dung céu chuyén khi cé dong y).

KHOANG TRONG
Chua do ty |& dén dung lich tdi khdm, chua cé s6 khdch tir gidi thiéu, chua do mic hai ldong lan ndo.
Viéc chdm séc lam déu nhung chua cé sé dé biét dang gilr dudc bao nhiéu khdach va mét bao nhiéu.

VIEC TRONG 98 NGAY

e L& tan trudng loc 8 nhdm CRM trong phan mém va ghi s& ngudi m&i nhédm; cht phong khdm duyét
mot I8i nhdn mdu cho tiing nhém — xong trudc 10/11/2026 (ngay 30).

e TUthdng11/2026, m&i thi Hai I tan loc khdch qud han tdi khdm, goi trong khéi gis ¢d dinh, nhéc
ding viéc bdc si dé ddn kiém tra & 1an trudc; ghi két qua tiing cudc vaio phdn mém.

e Bat mad gidi thiéu “Chia S& Nu Cudi LACA” trong phdn mém (hodic Google Sheets néu phdn mém
chua hé trg), ghi nguén cho moi khdch mdi; cé sé khdch tir gidi thiéu theo thang bdt déu tur
thdng 12/2026; qud cdm on dudc phdp ché xdc nhén trudce khi chay.

e G cau hdi chdm diém 0-10 kém cdu “vi sao” sau méi ca diéu tri qua Zalo OA hodc md QR; ch
phong khdm doc gép y méi tudn, lién hé ngudi chéim thdp cé dé lgi sé trong 2 ngdy lam viéc —
bét ddu trudc 10/12/2026 (ngay 60).

e Gdn I8i m3i goéi chdm séc dinh ky trd trudc (6 2.2) vao lich nhéc ctia nhém khdch 1dy véi; ngay
09/01/2027 (ngdy 90) cé bang thdng dl 4 chi sé: dén dung lich, quay lai, gidi thiéu, hai long.

T mic 3 1én miic 4: cé bdng thang vdi ty 1& dén dung lich tdi kham, sé khdach tir gigi thiéu,
diém hai long; 1€ tan tu chay danh sdch qud han méi tudn; tin xdc nhan va nhdc lich gui tu

dong; chi phong kham chi doc bdng va xtrly gép y.
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Checklist trién khai

Tin xdc nhan va nhédc lich gl tu dong

Cau hdi diém hai long 0-10 gt sau diéu tri

O0000O0O0n0

Chi sé do
CHI sO CACH DO

Ty 1é dén ding lich tai kham

Ty 1& khach quay lai trong 12

thdng téng khach

Khdach mdi tur gigi thiéu
cho t8ng khdch mai

Diém sén long gidi thigu (NPS)

Ty 1€ huy nhén tin, chdn tin

Al va tu dong hoa

VIEC cONG CU

n8n + Zalo OA (tin chdm
séc theo mdu) + phdn
mém qudn ly

Xdc nhan lich hen, nhéc tai
khdm, héi thdm sau diéu tri

Poc gop y ctia khdch Google Forms + Claude

Soan I6i nhdn cho 8 nhém Claude

khach

Theo doi gidi thiéu Google Sheets hodc Lark

Base + dashboard
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S6 khdch dén trong khodng +14 ngdy quanh
ngdy hen = s6 khdch dén han trong thang
Khdch cé tir 2 1an dén tré 1én trong 12 thang +
PE&m theo méa hodic nguén méi thang, chia

% ngudi chdm 9-10 trir % ngudi cham 0-6

S6 huy, chén + s8 ngudi nhain méi dat gui

8 nhém khdch loc dugce trong phan mém, c6 sé ngudi tiing nhém

Danh sdch qud han dugc goi méi tudin, cé ngudi phu tréch
Ma gidi thiéu riéng cho tiing khdch; c6t ngudn bét budce
Quy trinh x{r ly ngudi chdm thdp, phan nan trong 2 ngay lam viéc

Phiéu déng y dung hinh &nh, cau chuyén cé trong hd s kham

Bang thdng 4 chi s6: dén hen, quay lai, gidi thiéu, hailong

THE NAO LA TOT

Tu ddt tir sd ddu tién, tdng dan mai
thdng

Theo ddi xu hudng; LACA dé& cé nén
8t v6i 627 khdch tir 6 budi tré 1én

C6 s6 tir thdng ddu; tdng ddn

Duong va dilén; quan trong han la
xu hudng va sé viéc dé stfa tir gop y
Giil thdp; néu t&ing dot ngot thi xem
lgi tén sudt va ndi dung

AI LAM - NGUOI LAM

Mdy tu gli xdc nhén, nhdc trudc hen, hdi thdm theo mac;
1& tan chi goi ngudi khéng phén hdi hodc cén déi lich.

Phiéu diém 0-10 d6 vé bdng; m&i tudn Al nhém goép ¥
theo chi dé (chd lau, gidi thich, chi phi...); chl phong
khdm chon viéc cdi tién va giao ngudi lam.

Al viét nhdp I8i nhdn theo tiing nhém, ding giong LACA,
khéng hira két qué diéu tri; cht phong khdm duyét; tin
quéng cdo chi giii ngudi dé déng y.

D&m khdch theo ma gidi thiéu, nhdc 1€ tan gti I8i cdm on
va qud cho ngudi gidi thiéu; ngudi kiém tra qua ding
chinh sdch da duyét.
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Sai lam hay géap

e GUimot tin khuy&én mai cho tat cd — chia nhém, méi nhém mét I8i nhdn dung lic ho can.

e Goikhdch cli mot dat rdi thoi — bién thanh viéc hding tudn, cé ngudi va gid ¢d dinh.

e Thudng tién hodic qud 18n dé ddi ldy ddanh gid hay I5i gidi thiéu — trong y té dé sai quy dinh va dao
diic nghé; cdm on bdng qud nhd va hai ludt su, phdp ché trude khi chay chucng trinh.

e Dung &nh, cau chuyén cla khdch khi chua cé ddng y bdng vdn ban — dua phiéu déng y vaio hé so

khdm ngay tir dau.

Khai niém gé'c TRUY VE

KHAI NIEM

Chi s8 sdn long gidi thiéu
(NPS)
CO NGUON

Giir chan khach, giam khach
rdibd
cO NGUDN

Chuadng trinh gigi thiéu
khach hang
CO NGUON

NGUON NGUYEN BAN
NGUON GOC

Fred Reichheld - “The One Number You

Need to Grow”, Harvard Business Review -

12/2003

Frederick F. Reichheld & W. Earl Sasser Jr.

- “Zero Defections: Quality Comes to
Services”, Harvard Business Review -
09/1990

Philipp Schmitt, Bernd Skiera, Christophe
Van den Bulte - “Referral Programs and

Customer Value”, Journal of Marketing
75(1): 46-59 - 2011

Ty & dén ding lich tinh trong  CAS Automation tu dé&t

khodng +14 ngay, xi ly diém
thdp trong 2 ngay lam viéc

O lién quan

CAS DUNG THE NAO

CAS dung mét cdu hdi 0-10 keém cdu “vi
sa0” sau diéu tri, tinh % 9-10 trir % 0-6,
va coi viéc slra tir gép y quan trong han
con sé.

Ca s8 cho viéc do khdch quay lai va goi
ngudi qud han méi tudn: tim hiéu vi sao
khdch rgi di dé biét chd can sta.

Nghién ctu trén khdch mot ngdn hang é
Puc thdy khdch dén qua gidi thidu cé
gid triva ty 1&€ & lgi cao han; CAS dung
lam ly do do ngudn gidi thiéu, con két
qud 3 nganh nha khoa phdi tu do.

Méc tham khdo dé bdt dau do; phong
khdm chinh theo lich tdi kham thuc té&
cla tung dich vu.

1.2 Tao khdch tiém néing - 1.3 Bdn hang va chuyén déi - 2. 2 Offer, gid, mé hinh doanh thu - 2.3 Chat
lugng, trdi nghiém, khdc biét - 3.4 Dirliéu, cong nghé - 6.5 Qudng cdo, ngudi tiéu dung

Tai lidu la ggi y qudn tri, khéng phdi tu vén phdp ly, thué hay y khoa. S& liéu minh hoa dé dudc ghi ré. Trudc khi dp dung cdc ndi dung vé

phdp ly, thué, quang cdo dich vu y t&, hdy déi chiéu van ban hién hanh va hdi ludt su, k& todn.
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