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Chat lugng, trdi nghiém, khac biét ., ...

Khdch cé nhén ding diéu minh hia, 1an ndo ciing vay, ai phuc vu cling Mic 3/5

vay, va ¢ ly do rd dé chon minh khéng?

La gi? Visao can?

O nay cé ba ldp. Chat lugng: Iam ding, an todn, Trong nganh dich vu, khdch quay lagi va gigi thiéu
bén. Trdi nghiém: cdm gidc cla khdch tirlc lién vi trdi nghiém, khéng vi quang cdo. Chét lugng

hé, chd, dudc phuc vu dén sau khi xong. Khdc biét:  khéng ddng déu thi ma thém diém la nhan thém rai
diéu khdch nhé, ké lai dugce va kiém chiing dugc. ro. Khdc biét chinéi ma khéng chiing minh dugce
Cau hdi cét 16i: diéu anh chij ndi la khdc biét, thi dé thanh qudng cdo sai su that, nhét 1 trong y
khdch cé thdy khéng, va anh chi cé do dudc té, ngi moét 16i hita qud dé cé thé thanh rdc roi
khéng. phdp ly.

Ddu hiéu 6 nay dang néng
e Chat lugng phu thudc ngusdi lam: khdch doi ding mét ngusi, ngudi khdc lam & phan nan.

e Khéng cé cdch do haildong; chi biét khdch khéng vui khi ho déd ché trén mang.

e Khdu hiéu khdc biét chung chung (“tan tam, uy tin”) ma khéng cé tiéu chudn nao dé kiém tra.

e GOpy clia khdch khéng ai ghi lai, khong thanh viéc stra cu thé.

Lam thé nao?

Bién Ii hita thanh tiéu chudn tick dugc
MG&i céu khdu hiéu d8i thanh 3-5 viéc nhan vién tick duge méi lan. Vi du “minh bach” thanh “bdo gid
viét trudce khilam” va “néu it nhat 2 phuang dn khicé”.

Vé hanh trinh khach
Liét k& cdc diém cham ti ltic khdch nhdn tin dén sau dich vu. Chon 3 diém khdch hay buc nhét
(ch& 1au, phdt sinh chi phi, khéng ai hdi thdm) dé sira trude.

Do déu bdng mét cau hoi

Sau méi lugt dich vu hdi: “Tir O dén 10, anh chi sdn 16ng gidi thiéu ching tdi cho ngudi than dén muc
ndo? Visao?”. Gli qua tin nhdn hodic mé QR & qudy; khéng kém qud hay uu déi dé xin diém cao, vi
s6 sé& dep gid.

Goi lai ngudi cham thap

Ngudi cham 0-6 dudc goi lgi trong 48 gid, ghi ly do, xin |6i khi minh sai v& hen céch sia.

Bién gop y thanh viéc

M&i thdng chon gép y 1dp lai nhiéu nhét, giao mét ngudi sira, ¢ han xong. Bdo lai cho khdch dé
gbp y néu dugc.

Kiém sodt chat lugng chuyén mén
Cé checklist an toan, kiém tra chéo dinh ky, s6 ghi su c¢6 va cdch khéc phuc. Chdt lugng chuyén
mon do ngudi cé chuyén mén chiu trach nhiém, khéng giao cho bd phdn bdn hang.
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Thang cham 1-5 vz DAM = MUC CUA LACA DENTAL

. Khéng c6 tiéu chudn dich vu; chdt lugng tuy ngusi, tuy ngdy; khong do hai long.

Cht biét khdch thich gi va tu kém; cé khdu hiéu khdc biét nhung chua thanh tiéu

chudn; gép y nhan bdng miéng, khéng ghi.

3 Cé tiéu chudn dich vu viét ra; cé chdm séc sau dich vu theo méc; cé do hai long aen DENTAL
nhung chua déu hodic chua thanh viéc stia; chat lugng van dua vao vai ngudi gidi.

4 Do hai ldng hding tudin, cé ngudng; ngudi chdm thdp dudc goi lai; méi thang cé viéc

cdi tién xong; cé kiém tra chdt lugng ngdu nhién; chi chi doc bdo cdo.

. Trdi nghiém déng déu gilta cdc ngudi lam va cdc diém; khdc biét duge khdch ké Iqi
tu nhién; hé thdng tu phdt hién diém yé&u va cai tién lién tuc.

Tu kiém tra nhanh

L&i hira khdc biét ctia anh chi ¢ it nhdt 3 tiéu chudn ma nhan vién tick dugc méi lan khéng?
Anh chi cé sé do hai ldong clia khdch trong 4 tudn géin nhat khéng?

Khdach chém thdp cé dugdc goi lai trong 48 gid khéng?

Thdng trudc cé it nhdt mot viéc dudc stia nhd gép y clia khdch khéng?

Khi ngusi gidi nhat nghi mét tudn, khdch cé nhan ra chdt lugng gidm khéng?

Su ¢4 chuyén mén cé dugce ghi lai kém cdch khéc phuc khéng?

Vidu

p
LACA Dental (case mdau)

LACA dé& c6 chudi goi hdi thdm sau diéu tri theo méc va lich hen tdi khdm 4 -6 thdng; 627 ngudi dé
quay lqi tir 6 budi trd 1én, mot ddu hiéu khdch tin. K& hoach dé xudt USP “Ré tinh trang. Rd phucng
dan. R3 chi phi. Dong hanh 1au dai.” cling 5 gid tri ¢t 18i, nhung USP chua cé con s6 ndo di kém, chua
do muc sdn Idng gidi thiéu, chua biét bao nhiéu khdch dén tir gigi thiéu. Li tu vdn hay nhét van ndm
3 bdc si. Chédm murc 3: chém séc sau diéu tri da thanh nép, nhung khdc biét chua do dugc va chua

tach khoi ngudi bdc si gioi.
\

Vi du minh hoa: tiém cdt téc nam

Tiém hira “cé hen thi khéng chd qud 10 phat” vé in I8i hira ndy 8 qudly. L& tan ghi gid dén, gid ngbi
ghé cta tiing khdch. Thdng ddu, sé do cho thdy chiéu thi Bay thudng tré hen (minh hoa); tiém thém
mot thg cho khung dé. Khdch chdm thdp duge nhdn héily do trong ngdly va tding 1dn goi sau nhu |i
xin 16i, khong phdi dé€ déi diém.

Vi du minh hoa: dich vu sita dién nuéc tai nha

Céng ty bién “lam &n dang hoang” thanh 4 viéc thg phdi tick: bdo gid trudc khilam, mang boc gidy,
don sach khi xong, gli dnh trudc - sau. Sau 7 ngdy, téng dai goi hdi lgi mét cau 0-10. Gép v Idp
nhiéu nhét trong quy 1 “hen gid khéng ding”, nén cdng ty ddi cdch x&p lich theo khu vuc. Bdnh gid
that trén ban d6 tadng dan ma khéng phdi xin.
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LACA Dental - 90 ngay 8 6 nay

a I
HIEN TRANG

Cé chudi goi hdi tham sau diéu tri theo méc va hen tdi khdm 4-6 thdng; 627 ngudi dd quay lai tir 6
budi trd 1én. Cé USP va 5 gid tri cot 16i trén gidy. Chua cé s6 do hai long, chua cé s6 khdch tif gidi
thiéu; 13i tu van hay nhét vén ndm & bdc si.

KHOANG TRONG
Khdc biét “rd tinh trang - ré phuong dn - rd chi phi” chua thanh tiéu chudn kiém tra dudc trong méi
budi khdm. Chua cé vong do - goi lai - slra.

VIEC TRONG 98 NGAY

e L& tan gli mdt cau hdi 0-10 kém “vi sao” sau méi lugt diéu tri, qua Zalo OA cho ngudi dé déng y
ho&c md QR & qudy thanh todn - tir gilra thang 11/2026.

e Chl phong khdm goi lai khdch chdm 0-6 va ghi ly do vao béng - héng tudn.

e Chl phong khdm cling bdc si bién USP thanh 4 tiéu chudn tick dudc trong quy trinh tu van (6
3.3): gidi thich tinh trang bdng phim hodic &nh, néu it nhdt 2 phucng dn khi cé chi dinh, bdo gid
viét trudc khilam, hen méc theo déi - trudc 10/12/2026.

e MGithdng chon mot gép v 18p lai nhiéu nhdt va giao ngudi sifa; goi y xem trudc trdi nghiém budi
t8i, vi clr 4 khdch mdi thi 1 ngudi dén sau 6 gid tdi - thang 12/2026 va thdang 01/2027.

T mirc 3 tién Ién muc 4: cé s6 do hai long 4 tuan lién, khdch cham thdp dugc goi lai, it nhat 2

viéc cdi tién dd xong truéc 09/01/2027. Déu hiéu: chii phong khdm mé bdéng la thdy diém tuén
nay va 3 ly do hang dau.

. J

Checklist trién khai

Viét 3-5 tiéu chudn tick dugc ti18i hira khdc biét.

V& hanh trinh khdch, chon 3 diém cham cén st trudc.
Cai cau héi 0-10 kém “vi sao” qua tin nhdn hodic mé QR.
Giao mdt ngusi phu trach doc phan héi méingdy.

Quy dinh goi lai ngudi chdm 0-6 trong 48 gid.

Hop thdng chon mét gép vy dé slra, cé ngudi va han.

C6 s8 ghi su ¢ chuyén mén va cdach khdc phuc.

OO0 00000ao0o

R& 18i quéng cdo vé khdc biét: khdng cam két tuyét doi.

2 o
Chiso do
CHI sO CACH DO THE NAO LA TOT

Diém sdn long gidi thigu (NPS) % ngudi chdm 9-10 trif % ngudi chdm 0-6, So vdi chinh minh: ducng va tdng
tinh theo tudn hodc thdng. dan; diém phdi dén tir khdch tu
nguyén trd |5i.

Ty |é phdn héi khéo sat S& phiéu nhan vé + s6 khdch dugc hai. P nhiéu dé tin dugc; qud thdp thi
d6i thai diém hdi hodc k&nh hoi.

Thdi gian goi lai ngudi chdm Gid tU lic nhan diém 0-6 dén ltc ¢ cude goi.  Trong 48 gid cho moi trudng hgp.
thap
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CHI sO

Sé viéc cdi tién xong méi
thang

Ty 1& lam lai, bdo héanh

Al va tu dong hoa
VIEC

Phan loqi ly do trong cdu “vi

”

sao

Gtii khéo sat tu ddong sau
mai lugt dich vu

Canh béo diém thép

Soan kich ban goi lai va tré
18i danh gia

Sai lam hay gap

CACH PO THE NAO LA TOT

DEm viéc slra cé ngudn tirgép y v dd hoan it nhdt 1viéc méi thdng.

tat.

S6 ca phdi lam lqi + t8ng s6 ca cung logi. Giadm dén; mé&i ca lam lagi c6 ghi

nguyén nhan.

cONG CU AI LAM - NGUOI LAM

Al gom phdn héi thanh nhém ly do, dém tdn sudt. Ngudi
doc nguyén vén cdc phan hdi chdim thép. Xod tén, sé
dién thoai, thong tin bénh trudc khi dua vao Al.

Claude

Hé théng gl dung lic cho ngudi dé& ddng y nhan tin. L&
tan theo ddi phiéu bi 16i, khédng gi l&p.

Zalo OA + phdn mém quén
ly + n8n

n8n hodc Lark Base Cé diém 0-6 |a hé théng bdo ngay cho ngudi phu tréch.

Ngusi goi lai bdng giong that, khong diing mady goi.

ChatGPT hodc Claude Al nhdp I8i xin 16i, 18i cdm on. Ngudi slra cho dung su viéc;

khong nhdc chi tiét bénh dn khi tré I8i cong khai.

e D3&iqua ldy diém cao hodc ddnh gid 5 sao: s6 dep nhung vé dung va dé vi pham quy dinh vé dénh gid

trung thuc.

e Do ma khdng goi lai ngudi chdm thap: khdch thay hdi cho cé, lan sau khéng trd I8i nira.

e Qudng cdo khdc biét bdng cam két tuyét déi nhu“khéng dau”, “tron dsi”, “100%”: trong y t& ddy la rai
ro phdp ly; ki€ém tra quy dinh qudng cdo hién hanh, hdi ludt su.

e D&n chdt lugng vaio mdt hai ngudi gidi: viét tiéu chudn clia ho ra dé cd ddi lam theo.

Khai niém 96'0 TRUY VE

KHAI NIEM

Chi s8 sdn long gidi thiéu
(NPS)
CO NGUON

Chadt lugng dich vu la khoang
cdch ky vong - cdm nhén
(SERVQUAL)

CO NGUON

Ban thiét ké dich vu (service
blueprint)
CO NGUON

Khéc phuc dich vu (service
recovery)
CO NGUON

NGUON NGUYEN BAN

NGUON GOC

Fred Reichheld - “The One Number You
Need to Grow”, Harvard Business Review -
12/2003

A. Parasuraman, Valarie A. Zeithaml,
Leonard L. Berry - “SERVQUAL: A Multiple-
Item Scale for Measuring Consumer
Perceptions of Service Quality”, Journal of
Retailing - 1988

G. Lynn Shostack - “Designing Services
That Deliver”, Harvard Business Review -
1984

Christopher W. L. Hart, James L. Heskett,
W. Earl Sasser Jr. - “The Profitable Art of
Service Recovery”, Harvard Business
Review - 7-8/1990
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CAS DUNG THE NAO

Cdu hdi 0-10 va cdch tinh % ngudai
chdm 9-10 trir % ngudi chdm 0-6; CAS
thém cau “vi sao” va quy téc goi lqi
ngudi chdm thap.

CAS rut gon y ndy thanh “bién I8i hira
thanh tiéu chudn tick dugc” dé khodng
céch gitra diéu hira va diéu khdach nhan
dugc nhin thdy; khéng dung bé thang
do day dua.

Géc clia budc vé& hanh trinh khdch vé
cdc diém cham; CAS gidn lugc thanh
ligt ké diém cham réi chon 3 diém
khdch hay buc nhdt dé stra.

Cd s6 cho viéc goi lai ngusi cham thép,
xin 18i khi minh sai va slfa; méc 48 gis la
quy udc CAS.
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O lién quan
1.4 Cham séc, gilf chén, gidi thiéu - 3.3 Quy trinh, hé théng hod - 3.2 Con ngudi - 2.1 Danh muc sén
phdm - 6.5 Qudng cdo, ngudi tiéu ding

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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