Khoa hoc:

Nang cao ki nang
X Iy khiéu nai
Khach Hang

Phong Dich Vu Khach Hang Xe May — Cong ty Honda Viét Nam



& HONDA

0o Tinh trang thwc té

Tw thang 4/2015 dén thang 1/2017, c6 803
khiéu nai lién quan dén van dé chéat luvong
cua xe qua phong quan hé khach hang cua
Honda Viét Nam.

Nhiéu trwerng hop ¢6 khiéu nai dai dang, dién
bién phtrc tap.

Chuwa ké dén nhirng truong hop khiéu nai
dén chat lwgng dich vu, thai dé cia nhéan vién
tai HEAD.

Trong téng s6 803 khach hang khiéu nai

Khach hang

ti€p tuc khiéu
nai sau [an
dau tién

18.4%

Khach hang
tiép tuc khiéu
nai sau [an
th hai

38.5%

Khach hang
tiép tuc khiéu
nai sau lan
thtr ba




< HONDA

Két qua khao sat thu thap tr 433 nguoi
cua 404 HEAD trong ca nwéc

00 Théng ké khao sat

D6i twong hoc vién Noi dung dao tao

A \ B N3m b3t nhu ciu
B KY thuat trudng

41.36% iy ’
B Giai thich tu van
B Clra hang trudng
Chan dodan két lua
NV Tiép nhan 31.76% o fosn e
’ Bdo cdo
K§ thuat vién
15.88%
10.99%
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Tam niém cua nha
sang lap

Trich trong bai dién van cua 06ng
Soichiro Honda — nam 1982

“...Gio day, mét chiéc 6 té hay xe may déu da
tr& nén phd bién, cach thirc xt ly cling don
gian hon, viéc stra chiva hv héng dan chuyén
thanh thay thé phu tiing, sw khac biét gitra mbi
co sé& lam dich vu la khéng nhiéu.

Tuy nhién, c6 nhirng noi tao dwng dwoc uy
tin, c6 dwoc niém tin va ché ding trong long
khach hang, nhung cling co6 nhirng trudng
hop khong dwoc nhw vay.

Chinh nhirng ct chi va hanh déng twéng nhw
don gian ma ban lam cho khach hang, la
nhirng yéu té tién quyét quan trong nhat, gop
phan tao nén nhirng gi ma céac ban c6 dwoc
ngay hom nay...”
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Phan 1.

TIEP NHAN




T?m nlem cua nha “The heart of the customer is broken”
sang Iap Soichiro Honda — nam 1982

“... Tt lic con nién thiéu, khi moi
buwdc vao nghé slra xe, ti da cé
nhirng cdm nhan dau tién rang sé
la chwa d0 néu ban chi don gian la
stra xe khi khach hang mang xe t&i
ma khdéng chu y t&¢i cam xuc hay
ban khoan cua ho...”




Can nam dwoc:

Ki ndng nam bat nhu cau ctaa khach hang

[Khach hang muén gi?]

Ki nang dinh hwé'ng khach hang
[Khdch hang c6 thé nhan dwoc gi?]
Tiép nhan 1a khau dau tién, dinh hwéng cho moi hanh déng ké tiép.

Sai 1am trong nhan thire, danh gia NHU CAU cda khach hang & bwéc dau tién nay sé dan dén hau qua l1a
sai lam trong cac budc tiép theo.



< HONDA

Chwong 1. Nhu cau & Nam bat nhu cau cta khach hang
Chwong 2. Vai tro cua dich vu khach hang

Chwong 3. Tam niém dich vu

Chwong 4. Quy tac rng xtr trong giao tiép

Chwong 5. Lién lac, trao doi



& HONDA

Chwong 1

Nhu cau & Nam bat nhu
cau cua khach hang




Thanh lap nhéom
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< HONDA

f Gia tri quan

[0 Quan diém vé gia tri cla
sw vat va suv Viéc

L1 Tén trong nhirng cai
khac nhau cua moi nguoi

LL1 Hanh vi — Muc dich
—Y nghia

(3 Tao ra nhivng diéu
co y nghia

12



< HONDA

f’ Coéng cu: bang 3 bwéc

DPéi twong Hanh vi
khach hang

Muc dich

Y nghia

- Loai xe: Wave Khiéu nai coi bAm
- Nghé nghiép: xe | khéng kéu

om

- Thu nhap:

- Stra cang nhanh
cang tét.

- Stra cang ré cang
t6t

- Thoi gian stra
chira.
- Chi phi.

- Loai xe: SH 150 | Khiéu nai coi bAm
ABS khéng kéu

- Nghé nghiép:
chu doanh nghiép
- Thu nhap:

- Biét tai sao coi
khéng kéu va khac
phuc.

- Bwoc hwdng cac
hoat déng cham so6c
khach hang, thai do,
don tiép...

- Gia tri str dung
clia san pham.

- Gia tri cia hoat
dong dich vu.

13

L1 Phan tich vi du.

[ Cac khach hang
khac nhau co gia tri
guan khac nhau. Cho
nén ho nhin nhan 1 van
dé trén xe ciling khac
nhau. Vay nén, cach
thire str ly cling khéng
thé gibng nhau.



< HONDA

¢’ Cac loai nhu cau

Théap nhu cau cta con ngw®i cia Nha
tam ly hoc ngwei My

Abraham Harold Maslow
(01/04/1908 — 08/07/1970)

Chuang ta phai thdy rang cac nhu cau co ban
cla con ngwoi phai dwoc dap wng. Tuy nhién,
cung v&i sy phét trién thi cang ngay cac nhu
cau & phia dwdi nghiém nhién dwoc dap ng.
Do vay cac nhu cau & phia trén lai cang ¢ vi tri
quan trong hon dbi véi nhiéu khach hang.

Nhu cau

N con nguoi
Nhu cau 9

thé hién ban than

Puwoc quy trong

Puoc giao lwu vé
tinh cam
Cam giac an toan
Nhu cau
A A R X . ’ thl-'l’c
Nhu cau vé thé chat, sinh ly




< HONDA

¢ Nhu cau con nguoi

¥ Suy nghi ca nhan ——
® Tac dong bén NQoAiI e

@ Cam xuc vé san phim =2

cam xuc quyét dinh DUNG hay SAI
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< HONDA

Vs Poi (rng v&i cam xic

cua khach hang

16

Tao sw yén tam

- Truyén dat cho khach hang thay viéc minh hiéu dwoc khach hang dang
cam thay nhu thé nao dé thé hién sy THAU HIEU.

» Thédng qua viec PONG CAM, dong y véi khach hang trén phwong dién

ngon tur.

4 )

Sw dong cam dén tir viéc thau hiéu
nhirng van dé cua khach hang

- J

( PN ’ A v A ~ R N \

bong y vé mat ngon tw thé hién qua
viéc lang nghe chu dao, thai dé an can
va dong y v&i nhirng rac roi ma khach

\ hang gap phai y




< HONDA 17

% Poi trng véi cam xtic Pem lai sw tin twéong

cua khach hang

Bang viéc cho khach hang thay ban sé né lwc hét minh dé xdv Iy nhu
cau clta khéach hang.

Vé mat ki thuat; “cao” nhat

Xu hwong muon gap 12 ki thuat trwéng.

ngwoi c6 du kha
ndng, tham quyén dé
giai quyet van de

N Vé mat clra hang: “cao”
cua minh

nhat 1a ctra hang trwéng.

Khéch hang ludn co ki vong vao viéc nguwdi tiép nhan co thé giai quyét duoc van dé ctia minh, ngay ttr Ian dau tién



< HONDA

¢/ Théa man nhu cau

P8 Q-"

Pong cam Lang nghe  Tinh té Lam khach
hai long
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< HONDA 19

T?m n[em cua nha “The heart of the customer is broken”
sang |ap Soichiro Honda — nam 1982

TITHE g

1 | | PG ©..Nidm tin clia khac hang véi ban la diéu
ABR® quan trong, néu ban da hen véi khach hang,
ban phai dung gi®¢. Luc khach hang gap kho
kh&n, ho mong ban va t&r ban nhiéu hon ca
mong chinh nhirng nguwdi than cda minh.

g

Lam diéu gi, cling can dat ch tin lam dau,
ton trong th&i gian cda khach hang va thoi
gian cda ban. S tin twédng dau tién cla
khach hang v&i ban dwoc xay dwng tw
nhirng gia tri ma ban dem lai cho ho. ... ©



& HONDA

Chwong 2

Khach hang
&

Vai tro cua dich vu
khach hang

e
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Tam niém cua nha
sang lap

21

“The heart of the customer is broken”
Soichiro Honda — nam 1982

“...mot diéu hét stre thong thworng, khi
khach hang gap kho khan hay truc trac
vé van dé xe co, dau tién ho sé cam
thay bdi roi, roi phat trién dan 1én
thanh cam giac bwc doc va khé chiu
trwwéc khi ma ho mang xe t¢i hoac goi
dién t&i cho ctra hang stra xe. Luc do,
khong chi chiéc xe cta ho bi hdng, ma
chinh niém tin cta khach hang ciing
dang bj ton thuwong...”



< HONDA

¢/ Khach hang la ai

Cép dwoi

) Ngwéi mua hang
. Cap trén
Dbong nghiép

22

1. Ai la khach hang cua ban?

Ngwéi hwéong thu

8 Ban

Ngudi sir dung Khach hang bén ngoai

g Khach hang ndi b

g Khach hang tiém nang



< HONDA 23

Y Boi canh cung cap
dich vu

/ Gitr chan KH lai (DVKH)

Ban cai KH can

Ban cai minh co




2. Vai tro cua dich vu
khach hang

Dich vu khach hang la mét “mat xich”
guan trong tao nén gia tri hang héa cua
Doanh nghiép

24



& HONDA

Tam niém ve
Dich Vu

25
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“The heart of the customer is broken”
Soichiro Honda — nam 1987

“...Khi 1am viéc, t6i ludn dé tam cham chut va vé
sinh that sach sé xe cta khéach, tham chi néu
thay giay ho c6 dinh bun, tdi luén nhac "Quy
khach vui 1dng chi y, xe cé thé bj day ban".

Chi mét hanh déng don gian, mét I&i néi chan
thanh, ky diéu thay, da phan nao gitp khach
hang bat lo 1adng. Trong ho xuét hién mot cadm
giac tin twdng, "Nguwoi thg may nay cham soc
xe cla minh that tan tam va chu ddo, han anh
ta la ngwdi tét, minh c6 thé tin twéng khi giao
chiéc xe cta minh cho anh ta...".




& HONDA
Tam niém
N6 lwc gop phan cung cap cac san pham va

nhw thé nao? dich vu dap (rng tot hon nhu cau va mong dei
cua moi khach hang

Y Can tam niém dich vu

Van dé ki vong va dap (rng, dap ing dwoc “ki vong”. ,
Ly giai cac mirc d6 ki vong cua khach hang dé danh gia chat lwong dich vu cta ching ta.
5 cap dd chat lwong dich vu cung cip dén khach hang:

Cam kich, biét on

Hai long

Pieu dwong nhién

Khong hai ldong, yéu cau thay doi
Toi té

[Lam thé nao dé dap trng tot hon nhu cau cta khach hang?]

akrownpE

o Nghe file ghi @m va tim ra cau néi dinh hwéng khach hang

27



&€ HONDA

Dinh hwéng
khach hang

3 bwéc dinh hwéng khach hang

Bwéc 1: Dinh hwéng dau tién bang
cach dwa ra théng tin trai ngwoc voi
ki vong cua khach hang. V¢&i thao tac
nay, buéc dau lam gidm ki vong cla
khach hang xudng.

Bwéc 2: Sau khi da kiém tra ki lwdng,
dwa ra két luan ban dau cho trwong
hop d6. Nhwng néi véi khach hang vé
viéc van can kiém tra thém 1 1an nira.
Bwéc 3: Duwa ra két luan cubi cung,
kém v¢&i viéc giai thich nguyén nhan.
Khéng quén chi déng dwa ra cac dé
nghi vé suw hé tro' gianh cho khach
hang. Tam ly khach hang khi d6 sé
chuyén tu:

DANG MAT Gi =& SE bU'OC GI.

Cap dd hai long Mdrc dd ky vong Mdrc dd dap rng

Cam kich

Hai long

Binh thwong

Khdéng hai
long

0,

Buéc 1




& HONDA

Chwong 4

Quy tac (png xup
trong giao tiéep




& HONDA

¢ Déi twong giao tiép

Hang ngay, ching ta giao tieép
voi ai?

Ai la ngwei danh gia quy tac
hanh xt dung sai?

30



< HONDA

¢’ Cac quy tac (rng xir

Thai do
Cuw xuwr

L&i noi
Ngir diéu

31



¢ Doéitwong giao tiép

32

“Tuy thudc vao doi twong
giao tiép ma quyét dinh
hanh vi, thai do ng xuw
phu hop moét cach chan thanh,
tw nhién.”



& HONDA

Chwong 5

Lien lac
&
Trao doi thong tin

«®




< HONDA

¢/’ Quy tic 5W2H

2
==

03 | WHEN (Khi nao?)

©) | 04 | WHERE (0 dau?)

@ | 05 | WHY (Taisao?)

é@} How
532 (Nhw thé nao?)

How much/many
DHDD (Bao nhiéu?)

34
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Phan 2.
Kiem tra, chan doan



Can nam dworc:

Xac nhan nguyén nhan - Co6 bao hanh hay khong?

Lwu y trong cac tinh huong thuc té hay gap tai HEAD

36



¢ Tim kiém nguyén nhan

[C6 phai 16i chat lwong hay khong?
= CO bao hanh hay khéng?]

37
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< HONDA

f Cac tinh huc“')ng Khach hang khdng cho thao xe kiém tra

Hay lwu y dén ngdn tw: .o Néu KH van con lo lang, hay
))) THAO MAY, RA MAY, “v tran an KH bang viéc dich than
BO MAY...? KTT sé thwc hién kiém tra xe

cho KH.

.l=. Giai thich cu thé cho KH vé viéc sé can

Trich dan cho KH thay nhirng
\«"v' phai thao nhirng gi, kiém tra nhirng gi...

thdng tin trong sé bdo hanh vé
chinh sach bao hanh ctia cong ty
Honda Viét Nam

Viéc thao nay hoan toan khéng cé anh
hwdng xau dén xe cua khach hang.




< HONDA

A

Cac tinh huc“')ng KH lo ngai vé chat lweng phu tung thay thé

KH hay lo Iang vé viéc phu tung thay thé bao hanh c6 phai la
“‘hang xin” hay khéng?

Hay dé KH tan tay, tan mat thiy nhirng diém nhan dang cla phu
tung chinh hiéu (bao bi, déng goi, m& hép, mdé niém phong, ...)
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< HONDA

f Cac tinh huc“')ng KH phan nan vé th&i gian
doi ch® bao hanh

@ Kiém tra nguy@n nhan cda viéc cham tré.

' Giai thich, mong c6 dwgc sy thdng cam cua khach hang
va khong quén kem theo mét |&i xin |6 néu sy cham tré

do dén tir phia HEAD — HVN.

Thé hién cho KH hang thiy viéc minh dang hét sic
y hé tro’ dé giadi quyét van dé cua khach hang sém nhét.



< HONDA

A

Cac lwuy

Ghi nhan day du hién trang qua bién ban, hinh anh.

Théng béo, xin phép khach hang trwéc khi c6 hanh ddéng
th&o 1ap sira chira, thay thé.

cung khach hang kiém tra, xac nhan trwec tiép trén xe trong
tinh huong can thiet.

41



Phan 3.
Giai thich, tw van

42



< HONDA

|0%0%0%0‘

Tam niém cua nha
sang lap

FH=E—-EB

SOICHIRO HONDA

43

“The heart of the customer is broken”
Soichiro Honda — nam 1982

“...DU ban c6 stra chira hay x( ly tét dén
thé nao, hay du ban da noi véi khach
hang rang "Xe cta quy khach da duoc
stra xong" khéng c6 nghia la ban da
chira lanh dwoc vét thwong 10ng cho ho.

Diéu quan trong & day, la bang cach nao
ma ban c6 thé thuyét phuc dwoc khach
hang, tao cho ho s tin twdng, két nbi lai
niém tin cda khach hang vé ban. *



Can nam dworc:

Ki ning giai thich tw van cho khach hang

Ki nang dinh hwé'ng khach hang

(Lién quan dén bwérc tiép nhan trwéc do)

o Nghe file ghi @m va thao luan nhém

44



|. Tong quan

Panh
gia tinh
hudng

Khéach hang
hai long!

45




& HONDA

¢ . Bwérc chuan bij

Hay ludn ghi nhé vé muc dich va chuan
bi tam the trwdc khi giai thich cho KH.

Muc dich khi ban giai thich, tw van cho
KH la gi?

46



& HONDA

A

. Bwéc chuan bi

a7

1. Thai doé tich cwc

Thai dd cta ban anh hwéng truc tiép
téi thai dé cua khach hang

Ludn suy nghi modt cach tich cuwec,
cO cai nhin da chiéu.

Khach hang c6 nhiéu lwa chon,
viéc ho chon Dai ly cua ban nghia
la ho dang tin twédng ban va cé cai
nhin tich cwe vé nhirng thr ma ban
cung cap.



< HONDA

¢ |l. Bwée chuan bj

Khach hang mong mubdn gi?:

Pwoc thay thé phu ting ma&i?
Pwoc kiém tra xe?

Dworc phuc vu chu dao?
Pwoc tra i cac thac mac?

y L 4
o d N Vd

2. Nam bat tam ly

(F Khach hang muon
dworc cham s6c, muon y
kién ciia minh dworc lang
nghe va ton trong

48



< HONDA

¢ |l. Bwée chuan bj

29990

3. Ludn luén chu déng

49

“Hay luén chu dong trong cac cubc

doi thoai va khi xtr ly tinh huong”

- Chua déng xin 10i
-Chudongcamon
- Chu ddng dwa ra dé xuat



< HONDA

%) lll. Panh gia

tinh hudng

Can nam ro:
1. CAc thong tin can thiét

2. Diém can lwu y

50



lll. Panh gia
tinh hudng

1. Cac thdng tin can thiét

- Nam r6 quy dinh bao hanh.
- Nam r& hién trang xe.
- Thu thap du bang chirng.

51



< HONDA

Y Ill. Panh gia

tinh hudng

2. Piém can lwu y

- Nhan dién khach hang kho tinh
- DPuwa ra cac huwdng xi ly
- Chuy cac trwdng hgp nhay cam

52



< HONDA

¢’ Piémcanlwuy

Dau hiéu thwdng gap:

- L&n giong

- Cu chinbn ndng

- Nhiéu yéu cau doi hoi
- Thai d6 bé trén

- Burc xuc kho chiu

1. Khach hang kho tinh

a

Can xoa diu cang thang

53



< HONDA

¢/ Diém can lwuy

* Ho tror khi tw van
- Twvan tr ban quan ly
- Tw van tr Honda Viét Nam

2. Dwa ra cac hwéng xwr ly

54



< HONDA

¢/ Diém can lwuy

- Can chua y khi x& ly khiéu nai, 1
so tinh hudng c6 tinh nhay cam
cao, dinh t&i thdong tin bao chi,
truyén hinh hodc mang xa hoi

- Can dac biét can nhac va lwu y
nhirng trrro'ng hop trén

3. Chu y cac treong hop
nhay cam

55



< HONDA

IV. Cac yéu to anh

hwong

Céac yéu t6 sau anh hwéng truc tiép tdi tw van

- Giai thich dé hiéu, suc tich

- CUr chi diéu bb

- Sy tbn trong khach hang

- Pung trén quan diém khach hang
- Tinh logic

56



< HONDA

gﬂ> Phd bién néi dung

Phé bién dinh hwdng chung vé
dich vu cho cac thanh vién khac

57
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Il Khdng bién viéc giai thich thanh cudc cai va tay déi gilra ban va khach hang



Phan 4.
Stra chira, khac phuc

59



< HONDA

Can nam dworc:

Nang cao ki nang, kién thirc ki thuat va kinh nghiém

Nang cao tinh chuyén nghiép, tinh dong b trong
hoat dong stra chira

60



< HONDA

%) Nang cao ki nang,

Kinh nghiém

Nang cao ki nang, kinh nghiém bang théng tin, kién thirc ttr cAc ngudn khéac nhau:
> Tich Iy kién thire, kinh nghiém théng qua cdng viéc hang ngay

» Cac I&p dao tao tir HVN — ndi b6 HEAD

» HOi thao ki thuat tir HVN, cac hdi hoac nhém ki thuat

> Théng tin ki thuat, thj trwéng tlr cac tai liéu cung cap béi HVN

> Kién thrc vé khac vé khoa hoc

61



< HONDA 62

Tinh chuyén nghiép

> Thé hién sy chuy@n nghiép qua sw khac biét: dung cu, thao tac...

> Hét strc lwu y viéc dat, dé cac chi tiét trén xe cha khach hang khi thao ra
> X&c nhan tinh trang phu ting. Néu khdng cé sén phu tiing trong kho hdy ddm bao va
theo do6i dat hang. DPwa ra lich hen véi KH va thye hién theo dung lich hen dé

> Théng bao gia ca, chi phi cho KH truéc khi thay thé. KH ludn mudn c6 nhivtng khuyén mai
“dac quyén” dé cam thay minh la ngwdi “quan trong”



< HONDA

A

Tinh dong bd

Tiéu chuan hoa céng viéc cho tat ca nhan vién, tat ca ctra hang dé giam thiéu
nhirng rui ro do phét sinh bat thwéng.

63



Phan 5.
Bao cao, bién ban

64



pryTe— Tén cifa hang
[Bién ban kiem tra xe la gi?] s T
e
> La bang chirng thwc té, ghi nhan lai cac théng tin s

vé tinh hubng ma khach hang khiéu nai bao gém: T oty RN
yéu cau cla khach hang, hién trang thuc té trén R

xe cta khach hang, cac danh gia nhan dinh cua E—

HEAD va y kién ctia khach hang. 5 Gt i e =

a Trong qui tind e wa we, cic DHn phip Quay phim, chyp Aok of duc
thye hein trong Fuing hop cin thisk chlm phec v cho v isém tra
4 et qub hefim tra xe

> Chlng tdi d& c6 cung cp day di mau cla céc
loai bién ban kiém tra ciing nhw cac gidy to khac = Voo b
trén DCS dé& HEAD st dung trong trwdng hop
can thiét

Khach hang nEAD




[ Khi ndo can lap bién ban kiém tra xe?
Khi nao can thwe hién thém cac loai bién ban khac? |

Lap bién ban theo yéu cau ttr HVN.

Lap bién ban khi thay tinh huéng c6 nguy co’
phat sinh cac khiéu nai khac.

Lap bién ban vé&i cac trwong hop dang dwoc
xac dinh la “nhay cam”.

{
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< HONDA

Y. Hwéng dan
lap bién ban

1 _ ., 5 . . - . A : . \ WA
bien day du thdng tin xe va ctra hang, théng tin khach hang va yéu
cau. HEAD c6 thé nhap trwc tiép trén may tinh trwde khi in ra.

2 Nhap day da cac thong tin ctia khach hang.
Tich vao 6 twong (rng dé xac nhan tinh phap ly vé mét s& hiu voi
chiéc xe. Chi c6 chi s& hiru hodc ngudi da dwoc Gy quyén méi co
quyén dwa ra quyét dinh lién quan dén chiéc xe.

3

Ghi nhan lai toan bod cac phwong thire, bién phap HEAD d3 tién
hanh kiém tra xe (chay tht xe, kiém tra v&i dung cu d&c biét, dé

KH chay th(r xe cung loai, thay thé thir phu tung...)

67

| Tén cifa hang
S8 kbang
Whisng tan o S5 mdy | Ngdry thue hién
S BIEN BAN KIEM TRA XE

0 L3 cw 50 hdu cia e

0 shéng phi b ch s Sy ool e
K hing cam it duge dha s hlu Qs we Gy GuyEn A0 thyr Mo Wik yiu dhu o Msh, o 1oin Qs
Quyd Srh 1 ch chc vin G idn quan &&n vide hio hinh v chiu trkch nivdim b3 thudng ik b cic thid hai phit
wnh b holle bn quan &8 Wik khing dux Gy quin

Yéu ciiu bio hinh

Py
"g a i LB

g EN Cie biin phip kim tra xe

hinhén cac bién phap HEAD

pos— 2 2

—daswrdungdekiemiraxe |

L) w [$ o J v e &
thye hwin trong Sutng hap cin thigk nhilm phoc vu cho vid kém tra
W2t qué ke tra xe

¥ kién cua khach hang
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Y. Hwéng dan

lap bién ban = ronisy
[ p [Phiing tan o= S5 mdy | Ngdry thue hién
—— BIEN BAN KIEM TRA XE

L Thiing tin v khich hing:
Khach hang tw do c6 y kién v&i ndi dung bién ban da ghi o:; —
n..\.mwm:-.;u

0 shdng phili 1h cha s Sy 0 e

, , n bY - . . . , KNS hing cam it uge O s hiu Qe we (y Guyin o thue Mein Wik \iu'.hbﬁ;\b‘h.l‘ﬂ’.‘iﬂ:_ani‘\
KH ki xac nhan day du tai hai vi tri: G o e e oo 9 5 e . B
1. xac nhan hién trang trén xe la dung nhw trong bién ban. 2 Yiuchabio hinh
2. Xac nhan viéc da hoan tat kiém tra va cac y kién khac néu
CO Cua KH * eI i i m‘
khach hang
0, o rd Ao tén)
HEAD ki xac nhan va dong diu clia HEAD. Nguoi ki 1a KTT 2 - riisorsiviac byt ihandgraieu ke @

hoac CHT. Y, Iem—

Bién ban chi cé gia tri phap ly khi cé
day dua cac chir ki caa cac bén tham gia




Bién ban la tht c6 gia tri vé méat phap |y cho nén
can hét stirc can trong va chinh xac trong viéc stv
dung tr ngir. Chi can 1 ttr khéng dang c6 thé
thay déi toan bd néi dung ctia bién ban va hién
trang trén xe.

Trong TH xau c6 say ra tranh chap lién quan dén
phap luat thi cac bién ban ma HEAD da lap sé
dwoc stir dung lam bang chirng khi can thiet.

O xe Tén afa
S8 hang -
Whilng b o= S5 mdy | Ngdry thue hién
Ny mua s 2
e BIEN BAN KIEM TRA XE

L Thing tin w& khach hing:
Mo tén;

aa ch

S5 aén thoo bén b

0 L3 dw 50 hdu oo xe
0 shdng phil b che s My o0 o

KNS hing cam kil Guoe Oha s blu Qs v Uy Guyn Ao thyr Mo Wic yiu Sy Bio Msh, o 1ol g
Quyd Gioh 1 i cic win G Ién quan d&n vide bao hinh v chiu trikch nivdm b thudng tik <3 cic thidt hai phit

wnh 52 holic bn quan &8s wic khing A dy quyin,

2 Yéu ciu béo hanh

1 Cac biin phip kidm tra xe

a Trong Qui Uik s wa v, cic DN phikp Quay phim, chep drh of dux
thye win trong Sutng hop cin thigk nhilm phec vu cho vié kiém tra
4 WEt qui ki tra xe

X&c nhin dong ¥ cia
khach hang

(0} o 78 b tén)

5. ¥ kiéin cika khich hang

Khach hang NEAD
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Tam niém cua nha
sang lap
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“The heart of the customer is broken”
Soichiro Honda — nam 1982

T6i thwéng noi véi cac hoc vién rang "Toi mudn cac
em sau khi tét nghiép, khdng nhirng ndm virng cac
kién thirc chuy&n mon vé kj thuat ma con hoc dwoc
cach cam théng, va thau hiéu nhirng cadm xuic cua
nguwoi khac".

Day |a chinh | triét ly cha tdi ma tdi mudn nhan gui
cho céac ban, mét triét ly sdng, thwc té chir khdng
phai 1a thi triét ly xa voi hay hdo huyén.

Chi don gian, la di ban cé 1am & bét cir cdng viéc
nao di nira, hay ludn chd y ldng nghe, Iang nghe mot
cach chan thanh, dé thau hiéu dwoc ndi ldng cla
khach hang va g& bd di nhirng phién muén trong ho.
Hay dé nhirng gi ban lam, suy nghi va hanh déng cta
ban déu xuét phét tlr chinh 16ng nhan ai.



Xin chan thanh cam
on
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Chung téi hwéng dén viéc nang cao
chat lwong dich vu va ki nang giai
quyét khiéu nai khach hang tai
HEAD.

Hi vong v&i nhirng diéu da chia sé,
ching t6i da gép phan vao hoat
doéng nay tai HEAD.

Xin cam on cac anh chi da chia sé
cac théng tin, cdm nhan ctda minh
vé |&p huwdng dan nay.

sv_|d_canh@honda.com.vn



