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Chwong 1. Ban d6 nghé chim séc khach hang - Chaprer 1. The
Customer Service Job Map

Muc tiéu chwong — Chapter objectives

« Phan biét ba vj tri tuyén dau, rdi chon dung kénh va dung viéc cho timg yéu ciu cua
khéch
Tell the three front-line roles apart, then pick the right channel and the right action for each
customer request

* M@, cap nhat va dong phiéu yéu cau dang han, roi tu tinh duoc thoi gian phan hoi, ti 16
giai quyét ngay lan dau va diém hai long
Open, update and close a ticket on time, then calculate response time, first-contact resolution
rate and satisfaction score yourself

« Quyét dinh viéc nao tu 1am, viéc ndo chuyén cép trén, nhd dung bd phan phdi hop va
1ap ban ghi nhé vé cong ty trong tuan dau
Decide what to handle yourself and what to escalate, ask the right department for help, and
build your own notes on the company in your first week

1.1. Ba vi tri tuyén dau: nhén vién chim séc khach hang, 1€ tin, nhan vién thu

tin kKhi€u nai — 1.1. Three front-line roles: service rep, receptionist, correspondence clerk

Tuyén dau 1a nhimg ngudi khach gip dau tién khi tim dén cong ty. Ba vi tri hay bi 13n véi
nhau: nhan vién cham soéc khach hang, 1& tin va nhan vién thu tin khiéu nai. Tin tuyén
dung mdi noi dit tén mot kiéu, nén ban hay nhin vao viéc lam mdi ngay thay vi nhin
chirc danh.

Front-line staff are the first people a customer reaches in a company. Three roles are often
confused: the customer service rep, the receptionist and the correspondence clerk. Job ads name
them differently from place to place, so judge a role by the daily work, not the title.

Nhén vién cham séc khach hang — Customer service rep

Ban tra 101 khach hoi vé san phém, dich vu, don hang, thudng theo kich ban cé san, qua
dién thoai, chat hodc email. Gip phan nan thong thuong, ban xir 1y ludn. Lap dit, stra
chira, hd trg k¥ thuat chuyén siu va chdt ban hang thudc vé ngudi khac. Hinh dung tong
dai cia hang diéu hoa: ban tra bao hanh, dit lich cho tho, nhung khong tu di stra.

You answer questions about products, services and orders, usually from a script, by phone, chat
or email. Routine complaints are yours to settle. Installation, repair, deep technical support and
closing sales belong to other people. Picture an air-conditioner hotline: you check the warranty
and book a technician, but you don't do the repair yourself.

Chtc danh hay gd@p: nhan vién cham soc khach hang (CSKH), Customer Service,
Customer Support, tong dai vién, Call Center Agent, Client Services, Account
Representative (ngudi phu trach tai khoan khach).

Common titles: customer care representative, customer service agent, customer support rep, call

center agent, client services representative, account representative (the person who looks after a
customer's account).
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Mot cude xir Iy phan nan thuong di theo bén dong tac: nghe hét y khach, xin 1i vé diéu
bat tién, tra thong tin don hang, roi noi rd budc tiép theo kém mdc thoi gian. Ping hia
tht ban chua kiém tra dugc.

A complaint call usually follows four moves: hear the customer out, apologise for the
inconvenience, look up the order, then state the next step with a time frame. Don't promise
anything you haven't checked.

L& tAn — Receptionist

Ban 1a ngudi don khich dén tryc tiép va nghe dién thoai chung cia cong ty. Ban hoi
khach can gi, chi dudng hodc din dén dung phong. Vai cude goi, ban sang loc xem ai goi
va goi vi viéc gi, roi chuyén mady, ghi 10i nhan hodc dat lich hen. Ban cin biét ai ngdi &
dau, lam gi trong cong ty.

You welcome people who walk in and answer the company's main phone line. You ask what they
need, then point or walk them to the right place. On calls, you screen who is calling and why,

then transfer, take a message or book an appointment. You must know who sits where and does
what in the company.

Chtrc danh hay gip: 1 tAn, nhan vién tiép dén, Front Desk, Receptionist, Greeter (nguoi
don khach), nhan vién hanh chinh kiém 1€ tan, Scheduler (nguoi xép lich hen),
Registration Clerk (nhan vién 1am thu tuc dang ky tiép nhan).

Common titles: front desk receptionist, greeter, information assistant, office assistant, scheduler,
registration clerk, member services rep.

Mot to ghi 161 nhin da dung c6 nam dong: tén nguoi goi, sb dién thoai, cong ty (néu co),
ndi dung can nhin, gio goi. Ngudi nhan doc xong phai goi lai dugc ngay ma khong can
hoi thém.

A usable message slip has five lines: the caller's name, phone number, company (if any), the

message itself and the time of the call. The recipient should be able to call back at once without
asking anything more.

Nhan vién thw tin khiéu nai — Correspondence clerk

Ban lam viéc chu yéu béng chii. Ban doc thu hodc email khach gui, x4c dinh ho can gi,
gom hd so lién quan, kiém tra rdi soan thu tra 10i. Cac viéc thuong gip: khach xin thong
tin hodc bao gia, doi boi thuong hang hu, héa don tinh sai, khoan ng qua han, dich vu
khong nhu hira. Ban ciing giit ho so dé sau ndy ai ciing tra lai duoc cudc trao doi.

You work mostly in writing. You read the letters or emails customers send, work out what they
want, gather the related records, check them and write a reply. Typical cases: a request for
information or a quote, a damage claim, a wrong invoice, an overdue balance, a service that fell
short. You also keep files so anyone can later trace the exchange.

Chtrc danh hay gip: nhan vién thu tin, nhan vién xir 1y khiéu nai, Correspondence Clerk,
Correspondence Representative, Claims Clerk, Dispute Specialist (chuyén vién giai quyét
tranh chap), Chargeback Specialist (xir Iy yéu cau hoan tién qua ngan hang).

Common titles: correspondence clerk, correspondence coordinator, correspondent, claims
correspondence clerk, dispute resolution analyst, dispute specialist, chargeback specialist.
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Thu tra 16i tdt ¢6 bén phﬁn: nhéc lai vAn dé cta khach béng mdt cau, néu két qua ban
kiém tra, noi cach giai quyét, ghi méc thoi gian. Khach doc xong biét ngay chuyén gi da
xdy ra va khi nao xong.
A good reply has four parts: restate the customer's problem in one sentence, give what you

found, state the fix, and name a date. The customer knows at once what happened and when it
will be done.

Mot ngay lam viéc dé ban tu ddi chiéu — A typical day, to help you place yourself

VI DU / EXAMPLE — Chim séc khach hang, cong ty ban ndi chién. 8h30 dang nhap hé
thong, doc ghi chii ca trudc. Oh tra 1oi chat: khach hoi ndi con bao hanh khong, ban tra sé don
rdi bao han. 10h30 nghe cudc goi khach phan nan giao tré hai ngay, ban xin 15i va bao trang
thai don. 14h khach ndi bi hong nip, ban tao phiéu chuyén bo phan ky thuat. Cudi ngay ghi
lai timg cudc vao ho so khach.

Customer service at an air-fiver company. 8:30 you log in and read the last shift's notes. 9:00 on chat,
a customer asks whether the fryer is still under warranty, you look up the order and give the end date.
10:30 a caller complains about a two-day delivery delay, you apologise and give the order status.
14:00 a customer's lid is broken; you open a ticket for the technical team. At day's end you log each
contact in the customer's record.

VI DU/ EXAMPLE — L& tan, vin phong mot cong ty ké toan. 8h mé cira, bat may tong dai.
8h40 khach dén ndp hd so, ban héi ho gap ai roi dan 1én phong hai. 10h c6 cudc goi tim anh
Hung dang hop, ban ghi tén, s6 dién thoai, ndi dung, gid goi. 11h ban doi lich hen ctia mét
khéch sang thir Nam. 15h ban nhan buu phém va bdo ngudi nhan.

Receptionist at an accounting firm. 8:00 you open up and switch on the phone system. 8:40 a client
arrives to drop off documents; you ask who they're meeting and take them to room two. 10:00 a caller
asks for Mr Hung, who is in a meeting; you note the name, number, topic and time of the call. 11:00
you move a client's appointment to Thursday. 15:00 you sign for a parcel and tell the recipient.

Vi DU / EXAMPLE — Thu tin khiéu nai, céng ty cung cép internet. Sang ban m¢ hop thu
chung, ¢6 12 email. Mot khach bao héa don thang nay cao hon thang truée. Ban liy hop
ddng, bang cudc, hoa don hai thang, so timg khoan va thay khach bi tinh hai 1an phi lip dit.
Chiéu ban soan thu xin 18i, néu khoan diéu chinh, giri 1én cép trén duyét réi méi giri khach.
Ban luu thu va hd so vao phiéu.

Correspondence at an internet provider. In the morning you open the shared inbox: 12 emails. One
customer says this month's bill is higher than last month's. You pull the contract, the rate sheet and
two months of invoices, compare line by line and find the installation fee was charged twice. In the
afternoon you draft an apology that states the adjustment, send it to your supervisor for approval,
then to the customer. You file the letter and records in the ticket.

VI DU/ EXAMPLE — S6 liéu cho thu tra 16i ¢ vi du trén. Cudc thang 1a 250.000 dong, phi
lap dat dung 1a 300.000 dong nhung bi tinh hai lan. Héa don sai: 250.000 + 300.000 +
300.000 = 850.000 dong. Hoéa don dung: 250.000 + 300.000 = 550.000 dong. Khoan diéu
chinh: 850.000 — 550.000 = 300.000 dong. Thu ghi r& con s6 ndy va hen trir vao ky cudc sau.
Figures for the reply in the example above. The monthly fee is 250,000 dong, and the correct
installation fee is 300,000 dong but it was charged twice. Wrong invoice: 250,000 + 300,000 +
300,000 = 850,000 dong. Correct invoice: 250,000 + 300,000 = 550,000 dong. Adjustment: 850,000
= 550,000 = 300,000 dong. The letter states this figure and promises a deduction from the next billing
period.
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Vi DU/ EXAMPLE — Phan nan c6 thoi han bao hanh. Khach mua ni gia 1.800.000 dong,
bdo hanh 12 thang. Sau 5 thang nép bi hong. Ban tinh thoi han con lai: 12 — 5 =7 thang, nén
con trong bao hanh. Ban khong hira d6i may, chi tao phiéu cho k¥ thuat va bao khach s& c6
ngudi lién hé trong ngay lam viée ké tiép.

A complaint with a warranty period. A customer bought a fryer for 1,800,000 dong with a 12-month
warranty. After 5 months the lid broke. You work out the time left: 12 — 5 = 7 months, so it is still
covered. You don't promise a replacement, you open a ticket for the technical team and tell the
customer someone will contact them on the next working day.

bé tu xac dinh minh dang ¢ dau, lam theo cac budc sau.

To work out which role you're in, follow these steps.

1. Viét ra ba viéc ban lam nhiéu nhat tuin qua.
Write down the three things you did most last week.

2. Dém xem viéc nao dén tir khach ding trude mat hodc dién thoai chung, viéc nao dén
tir chat va téng dai riéng, viéc nao dén tir thu va email.
Count which came from people at the desk or the main line, which from chat and a dedicated
hotline, and which from letters and email.

3. Nhom nhiéu nhét cho biét vi tri chinh. Vi du 7 trén 10 viéc 1a d6n khach va chuyén
may thi ban 1a 1€ tan.
The largest group tells you your main role. For example, if 7 of 10 tasks are greeting and
transferring calls, you are a receptionist.

4. Néu hai nhom gan nhau, ban dang kiém nhiém. Hoi cap trén viéc nao 1a chinh dé biét
phai uu tién gi.
If two groups are close, you are covering two roles. Ask your supervisor which one is
primary so you know what to put first.

LOI HAY GAP / COMMON MISTAKE — Nghi rang cir c6 chit "chim séc khach hang"
trong chirc danh la lam mot viéc. C6 noi goi ngudi chuyén viét thu khiéu nai 1a CSKH, ¢6 noi
goi 1& tan 1a CSKH. Hay doc md ta cong viéc k¥ trudc khi nhan.

Assuming "customer care"” in a title always means the same job. Some companies call a complaint-

letter writer "customer care", others call the receptionist that. Read the job description closely before
you accept.

LOI HAY GAP / COMMON MISTAKE — Nhan viéc ngoai pham vi, nhu tu hira sira may
hodc giam gia khi ban khong c6 quyén. Viéc d6 thudc ki thuat hodc ban hang, ban chi nén
ghi nhan va chuyén.

Taking on work outside your scope, such as promising a repair or a discount you have no authority to
give. That belongs to technical or sales; you log it and pass it on.

LOI HAY GAP / COMMON MISTAKE — Soan thu tra 15i khi chwa mé hé so ddi chiéu.
Mot con s sai trong thu lam khéach khiéu nai lan hai, va ban mat thém thoi gian sua. Luon
kiém tra timg khoan trudc khi viét.

Writing a reply before opening the records to check. One wrong figure in the letter prompts a second
complaint, and you lose time fixing it. Check every item before you write.

LOI HAY GAP / COMMON MISTAKE — Ghi 15i nhin thiéu s dién thoai hodc gio goi,
hodc ghi hd so cude goi qua so sai. Nguoi sau khong tra dugc chuyén di xay ra va khach phai
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ké lai tir dau.
Leaving the phone number or call time off a message, or logging a call too thinly. The next person
can't trace what happened and the customer has to explain it all again.

1.2. Cac kénh khach tim dén ban va viéc phai lam & mdi kénh — 1.2. Contact
channels and what each one asks of you

Khach khong chon kénh theo ¥ ban. Nguoi ghé quay, ngudi goi dién, ngudi nhin trén
trang cua cong ty, nguoi viét thu tay. Mdi kénh c6 nhip riéng: khach chiu chd bao lau,
ban dugc viét dai hay phai n6i gon. Nim duoc nhip d6 thi ban tra 15i ding chd, ding lic.

Customers pick the channel, not you. Some walk up to the counter, some phone, some message
the company page, some write a letter. Each channel has its own rhythm: how long people will
wait, and whether you can write at length or must keep it short. Learn that rhythm and you

answer in the right way at the right moment.

Bay kénh va nhip cia tirng kénh — Seven channels and the pace of each

« Quay tryc tiép: khach dimg ngay trudc mat, thoi gian chd tinh bang gidy. Ngang lén
chao trong vai gidy, du dang ban. Noi chdm, nhin khach, vi nét mét cua ban cling 1a
mot cau tra 101.

Front counter: the customer stands right in front of you and waits in seconds. Look up and
greet within a few seconds, even when you are busy. Speak slowly and keep eye contact,
because your face answers too.

« Pién thoai: khach chi c6 giong ban dé nghe. Nhac may sau vai hoi chudng, ndi tén
cong ty va tén minh, nhic lai diéu khach vira ndi. Can tra ctru thi bao trude, ding dé
im lang kéo dai.

Phone: the customer has only your voice. Pick up within a few rings, say the company name
and your own, and repeat back what the customer said. If you need to look something up, say
so first and never leave a long silence.

« Email: khach chip nhan cho vai gio, ¢6 khi mot ngay 1am viée. Doi lai, thu phai du ¥:
tra 101 ding cau hoi, néu budc tiép theo, va ngudi doc khong can hoi lai. Tiéu dé phai
noi rd viée gi.
Email: customers accept a wait of a few hours, sometimes a working day. In return the reply
must be complete: it answers the question, names the next step, and needs no follow-up
question. The subject line must say what it is about.

« Thu gidy: kénh cham nhét, thuong dung cho viéc chinh thirc nhu khiéu nai hay yéu
cau bang van ban. Ghi ngay nhan, tra 16i bang van ban c¢6 ngay va chir ky, giir ban
Sao.

Paper letter: the slowest channel, often used for formal matters such as complaints or written
requests. Record the date received, reply in writing with a date and signature, and keep a
copy.

« Chat: khach mong c6 tiéng tra 10i sau vai chuc gidy dén vai phat. Viét cau ngan, mdi
tin maot y. Cén tra ctru thi bao mot mdc cu thé, vi du "Ban chd minh hai phut nhé".
Chat: customers expect a reply within tens of seconds to a few minutes. Write short
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sentences, one idea per message. If you need to look something up, give a specific time, such
as "Please give me two minutes."

* Mang xa hoi: nguoi khéc cing doc dugc cau tra 161 cua ban. Phan hoi nhanh, lich sy,
ngan gon, réi moi khach sang tin nhan riéng dé trao d6i thong tin ca nhan. Khong bao
gid ghi s dién thoai hay s6 don ctia khach & noi cong khai.

Social media: other people can read your answer. Reply fast, politely and briefly, then invite
the customer to a private message for personal details. Never post a customer's phone
number or order number in public.

« San thyong mai dién tir: khach mua trén nén tang ctia bén thi ba, nén quy tic cua san
chi phdi cach ban tra 10i. Ban thudng lam viéc qua khung chat ciia san va doc danh gia
sao ctia khach. Hay biét san c6 noi tiép nhan khiéu nai riéng, va doc k¥ quy dinh danh
cho gian hang cua minh.

E-commerce marketplace: the customer bought on a third party's platform, so the platform's
rules shape how you reply. You usually work through the platform's chat box and read the
star reviews. Find out where the platform takes complaints, and read the rules for your own
shop.
Moc thoi gian cu thé cho timg kénh do mdi cong ty dat. Tuan dau, hiy hoi truong nhém
con s6 d6 va ghi vao s tay ctia ban.
The exact response times are set by each company. In your first week, ask your team lead for
those numbers and write them in your notebook.

Khach hay d6i kénh gitra chimg. Sang ho gii email, chiéu goi dién, t6i nhin trang cong
ty. V6i khach, d6 van 1a mot cau chuyén. Vi vay phiéu cta khach phai ghi moi 1an lién
hé, dé nguoi nao nhac may ciing doc dugc chuyén di qua.

Customers often switch channels midway. They email in the morning, phone in the afternoon and

message the company page at night. To them it is still one story. So the customer's ticket must
record every contact, so that whoever picks up can read what has already happened.

Khi m§t yéu cau dén, kénh nao ciing lam theo cic budc nay — When a request arrives,
follow these steps on any channel
1. Nhin xem yéu cau dén tir kénh nao va ghi gio nhan.
Check which channel it came from and note the time received.
2. B4o ngay la da nhan, bang mot cau ngan hgp véi kénh do.
Confirm receipt at once, in one short sentence that suits the channel.
3. Poc hét tir ddu dén cudi roi viét ra mot dong: khach can gi.
Read it through to the end, then write one line: what does the customer need?

4. Tra hd so cua khach va chinh sach lién quan trudc khi tra 10i.
Check the customer's record and the relevant policy before you reply.
5. Tra 101 dang nhip cta kénh. Chua xong thi hen mot gid hodc ngay cu thé.
Reply at the pace of the channel. If you cannot finish, promise a specific time or date.
6. Ghi kénh, ndi dung va két qua vao phiéu cta khach.
Record the channel, the content and the outcome on the customer's ticket.
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Vi DU/ EXAMPLE — Céng ty ban may xay, bao hanh 12 thang, can s6 don hang. Khach
hoi: "May mua thang trudc kéu to, con bao hanh khong?" Qua dién thoai ban néi: "Da, may
ctia anh con bao hanh 12 thang a. Anh cho em xin s6 don hang, em kiém tra rdi hen gio anh
mang may dén." Qua email, ban viét tiéu dé "Bao hanh may xay, don cua anh", rdi néu di ba
¥: mdy con han bao hanh, can s don va anh hodc video tiéng kéu, dia chi va gid nhan may.
Qua chat, ban gt hai tin riéng: "Méy ciia anh con bao hanh 12 thang a." rdi "Anh giri gitp
em s don va video ngan tiéng kéu nhé." Noi dung giéng nhau, nhung giong néi gon, email
day du, chat tach timg .

The company sells blenders with a 12-month warranty and needs the order number. The customer
asks: "I bought this blender last month and it's loud. Is it still under warranty?" On the phone you
say: "Yes, your blender is still covered for 12 months. Could I have your order number? I'll check it
and book a time for you to bring it in." By email you write the subject "Blender warranty, your order"
and cover three points: the warranty is still valid, you need the order number plus a photo or video of
the noise, and the address and hours for dropping it off- On chat you send two separate messages:
"Your blender is still under warranty for 12 months." then "Could you send me the order number and
a short video of the noise?" The content is the same, but the phone answer is brief, the email is
complete, and the chat splits each point.

VI DU/ EXAMPLE — Cung cong ty d6, mot khach binh luan cong khai duédi bai ding: "Dat
may xay hom thar Hai ma chua thdy giao." Ban tra 11 ngay du6i binh ludn: "Chao chi, em xin
16i vi chi phai chd. Chi nhian riéng cho trang sé don gitip em, em kiém tra ngay nhé." Khi chi
nhin riéng, ban méi tra don, bao ngdy giao du kién va ghi cudc trao d6i vao phiéu. O binh
luan cong khai, ban khong nhéc sé don, dia chi hay s6 dién thoai cua chi.

At the same company, a customer comments publicly under a post: "I ordered the blender on Monday
and it still hasn't arrived.” You reply right under the comment: "Hello, we're sorry you've had to wait.
Please send the page your order number in a private message and we'll check right away." Only when
she messages you privately do you look up the order, give the expected delivery date and log the
exchange on her ticket. In the public comment you never mention her order number, address or phone
number.

LOI HAY GAP / COMMON MISTAKE — Tra 10i email cut lin nhu chat, thiéu s6 don va
budc tiép theo, khién khach phai viét lai 1an nita.

Answering an email as curtly as a chat, with no order number and no next step, so the customer has to
write again.

LOI HAY GAP / COMMON MISTAKE — Giri mét khéi chit dai qua chat. Khach luét qua,
bo sét ¥ quan trong.
Sending a long block of text in chat. The customer skims it and misses the key point.

LOI HAY GAP / COMMON MISTAKE — Quén ghi lai kénh truéc d6. Khach goi dién sau
khi d guri email, ban khong biét va hoi lai tir dau.

Forgetting to log the earlier channel. The customer phones after sending an email, you do not know,
and you ask everything again.

LOI HAY GAP / COMMON MISTAKE — Hen "l4t nita em goi lai" ma khong néi gid.
Khach khong biét ch bao 1au, va ban dé quén. Hay n6i mot mbc, vi du "trude 3 gio chiéu
nay".

Saying "l'll call you back shortly" without a time. The customer does not know how long to wait, and
you may forget. Give a point in time, such as "before 3 p.m. today".
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LOI HAY GAP / COMMON MISTAKE — Kéo khach sang kénh riéng ngoai san khi chua
doc quy dinh cta san. C6 san han ché viéc nay, va gian hang c6 thé bi nhic nhé.

Pulling a customer to a private channel outside the marketplace before reading its rules. Some
platforms restrict this, and your shop may be warned.

MEOQO / TIP — Trudc khi gui, ty héi: nguoi doc dang ¢ dau va dang voi dén mirc nao? Cau tra
161 cho ban biét nén viét dai hay ngan.
Before you send, ask yourself: where is the reader, and how rushed are they? The answer tells you

whether to write long or short.

1.3. Hanh trinh ciia khach: tir lic héi gia dén sau khi mua - 1.3. The customer

journey from first question to after-sales

S4au chiing va chd ban cham vao — Six stages and where you touch each one

Hanh trinh ciia khach 1a chudi viéc khach trai qua v6i cong ty, tir lic con phan van dén
lac dung xong hodc mua lai. Gidng nhu di kham bénh: dang ky, chd, kham, 1dy thudc, tai
kham. O mdi ching khach c6 mét cau hoi trong dau va mot ndi lo riéng. Biét khach dang
ding ¢ chang nao, ban s€ tra 101 dung diéu khach can.

The customer journey is the chain of steps a customer goes through with your company, from
first doubts to finishing the product or buying again. It is like a hospital visit: register, wait, see
the doctor, collect medicine, come back for a check-up. At each stage the customer has a
question and a worry. Once you know which stage they are in, you can answer what they
actually need.

« Hoi thong tin: khach chwa mua, dang so gia va so hang. Ban tra 10i vé gid, tinh ning,
thoi gian giao, rdi ghi nhu cau ciia khach vao ho so.
Asking for information: the customer has not bought yet and is comparing prices and
products. You answer on price, features and delivery time, then record their needs in the file.

- bat hang: khach quyét dinh mua. Ban x4c nhan lai tén hang, s6 luong, dia chi, s6 dién
thoai, téng tién va cach thanh toan, roi doc lai cho khach nghe.
Ordering: the customer decides to buy. You confirm the item, quantity, address, phone
number, total and payment method, and read them back aloud.

« Nhan hang: khach cho va mong hang dén dung hen. Ban bao ngay giao, bao ngay khi
co tré va hoi khach da nhan du chua.
Receiving: the customer waits and expects delivery on time. You give the delivery date, report
any delay straight away, and ask whether everything arrived.

« Dung: khach bat dau dung va hay vudng & cach lap, cach van hanh. Ban giri hudng
dan va goi hoi tham sau vai ngay.
Using: the customer starts using the product and often gets stuck on setup or operation. You
send instructions and call a few days later to check in.

« Bao hanh: hang truc tric khi con thoi han bao hanh. Ban kiém tra phiéu bao hanh va
ngdy mua, mé phiéu yéu cau cho k¥ thuat va bao lich hen cho khéch.
Warranty: the product fails while still covered. You check the warranty card and purchase
date, open a request ticket for the technicians and tell the customer the appointment time.
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« Khiéu nai: khach that vong. Ching nay khong nam cudi duong ma co thé nd ra ¢ bat
ky chd nao. Ban nghe, ghi, xin 13i, roi XU 1y hoac chuyén cép trén.
Complaint: the customer is let down. This stage is not at the end of the road; it can break out
anywhere. You listen, record, apologise, then resolve it or pass it up.

MGdi 1an khach gip cong ty qua mot kénh duoc goi 1a mot diém cham. D6 c6 thé 1 cudc
goi, tin nhén, xe giao hang, nguoi tho dén nha hay to hoa don. Khach nhé cong ty qua tat
ca cac noi do, ké ca nhimng lac ban chua néi cdu ndo. Vi vy mét cude goi tir té van bi lu
mo néu xe giao hang dén tré ma khong ai bo. Khi v& hanh trinh, ban can liét ké da ca
nhiing diém cham khong do minh phy trach.

Each time a customer meets the company through a channel, that is called a touchpoint. It might
be a call, a message, a delivery truck, a technician at the door or an invoice. Customers
remember the company through all of these, even when you have said nothing. So a polite phone

call is still overshadowed if the truck arrives late and nobody warned them. When you map the
Jjourney, list every touchpoint, including those you do not run yourself.

Muén v& hanh trinh cho mdt san phém, ban chi can to giéy hodc bang tinh va mot tinh
huéng khach c6 that hodc hay gip.

To map the journey for a product, all you need is a sheet of paper or a spreadsheet and a real or
typical customer case.

1. Chon mot san pham va mét kiéu khach, vi du ho gia dinh mua lan dau.
Pick one product and one type of customer, for example a household buying for the first
time.

2. Ké sau cot theo sau chang & trén, tir hoi thong tin dén khiéu nai.
Draw six columns for the six stages above, from asking for information to complaint.

3. Dudi mdi cot, ghi khach dang 1am gi va dang lo diéu gi.
Under each column, write what the customer is doing and what they are worried about.

4. Ghi tiép chd ban cham vao: ban néi gi, ghi gi, giri gi va phdi hop véi ai (kho, ki thuat,
ke toan).
Next, write where you touch it: what you say, record or send, and who you work with
(warehouse, technicians, accounting).

5. M6 céc phiéu cii, danh déu chiang nao khach hay vuéng nhét rdi ghi cach phong
trude.
Open past tickets, mark the stage where customers get stuck most, and note how to prevent
it.

6. Voi chang vuong nhat, dit mot thoi han cu thé, vi du goi bao khéch trong 2 gio ké tur
khi biét hang tré. Thoi han ¢6 s6 thi ca nhém méi lam giéng nhau.
For the stage with the most trouble, set a specific deadline, for example calling the customer

within 2 hours of learning a delivery is late. A deadline with a number lets the whole team
act the same way.

Vi DU/ EXAMPLE — Chj Lan mua may loc nudc gia 6.500.000 dong, gdm may 6.200.000
ddng va phi 1ap 300.000 dong. May bao hanh 24 thang, 15i loc thay sau mdi 6 thang. Hoi
thong tin: chi héi méy co loc duge nudce giéng khong. Ban héi lai ngudn nuéce nha chi, khong
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doén, va nho k¥ thuat xac nhan. Dat hang: ban doc lai téng 6.500.000 déng, dia chi va hen
giao trong 3 ngay. Nhan hang: ngay thir 3 kho bao xe tré nira ngay, ban goi bao chi trudc 10
gio sang. Dung: tho ldp xong, ngay thir 5 ban goi hoi nudc chay on chwa; chi hoi khi nao thay
18i, ban tra 10i: sau 6 thang. Bao hanh: thang thir 8 may ri nudc. Ban kiém tra thdy con 24 — 8
= 16 thang bao hanh, m¢ phiéu va hen thg. Khiéu nai: tho hen thit Bay nhung khong dén, chi
buc. Ban xin 18i, hoi k¥ thuat, hen lai gio cu thé va ghi phiéu khiéu nai. Két qua: ban dd c6 6
ching, 6 diém cham va 2 chd vudng 1a giao tré va tho tré hen. Ca hai cing mét cach phong:
bao khach trudc khi khach phai hoi.

Ms. Lan buys a water purifier for 6,500,000 VND: 6,200,000 for the unit and 300,000 for installation.
It has a 24-month warranty, and the filter cartridges are replaced every 6 months. Asking: she asks
whether it can filter well water. You ask about her water source instead of guessing, and have the
technicians confirm. Ordering: you read back the 6,500,000 total and the address, and promise
delivery in 3 days. Receiving: on day 3 the warehouse says the truck is half a day late, so you call her
before 10 a.m. Using: the technician finishes installing; on day 5 you call to ask whether the water
runs fine, and she asks when to change the cartridge: after 6 months. Warranty: in month 8 the unit
leaks. You check and find 24 — 8 = 16 months of warranty left, open a ticket and book a technician.
Complaint: the technician promised Saturday but never came, and she is annoyed. You apologise,
check with the technicians, rebook a specific time and log a complaint ticket. Result: the map has 6
stages, 6 touchpoints and 2 trouble spots, late delivery and a missed visit. Both have the same
prevention: tell the customer before they have to ask.

VI DU/ EXAMPLE — Anh Hung goi vi may loc bi hong. Héa don ghi mua thang 3 nam
2024, bao hanh 24 thang, va hom nay 1a thang 5 nim 2025. Tir thang 3 nam 2024 dén thang 5
nam 2025 1 14 thang. Bao hanh con 24 — 14 = 10 thang, nén ban mé phiéu bao hanh ngay.
Néu anh khong nh¢ ngay mua, ban tra hd so don hang thay vi bét anh tim lai héa don.

Mr. Hung calls because his purifier has broken. The invoice says he bought it in March 2024 with a
24-month warranty, and today is May 2025. From March 2024 to May 2025 is 14 months. The
warranty has 24 — 14 = 10 months left, so you open a warranty ticket straight away. If he cannot
remember the purchase date, you look it up in the order file instead of making him dig out the invoice.

LOI HAY GAP / COMMON MISTAKE — Chi chti ¥ chiing hoi gia va dit hang rdi quén
khach sau khi mua. Khach thuong buc nhét & ching giao hang va bao hanh, khi ho di tra tién.
Focusing only on price questions and orders and forgetting the customer after the sale. Customers are
usually most upset during delivery and warranty, after they have paid.

LOI HAY GAP / COMMON MISTAKE — Hoi lai khach thong tin ho d3 cung cip & ching
trude. Hiy mé hd so va doc trude khi nhac may.

Asking the customer again for details they gave at an earlier stage. Open the file and read it before
you pick up the phone.

LOI HAY GAP / COMMON MISTAKE — Htra thay bd phan khac, nhu hen gi¢ thg khi
chua hoi ky thuat. Hen sai 1a tu tao ra khiéu nai & chdng sau.

Promising on behalf of another team, such as a technician's time before asking them. A wrong
promise creates the next complaint.

LOI HAY GAP / COMMON MISTAKE — Ghi hé so chung chung kiéu "khach buc". Hay
ghi sy viéc, ngay gid va didu khach yéu cau, dé ngudi sau doc 13 xtr Iy duoc ngay.

Keeping vague notes like "customer upset". Write the event, the date and time, and what the customer
asked for, so the next person can act right away.
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1.4. Phiéu yéu ciu va vong doi cia mt vu viéc — 1.4 The ticket and the life of a

case

Phiéu yéu cau (tiéng Anh goi 1a ticket) 12 mot ban ghi cho mdi vu viéc ciia khach. Hay
nghi dén s6 kham bénh. Mdi 1an ban dén kham, bac si ghi triéu ching, viéc da lam, thudc
da ké va hen tai kham. Nguoi tryc sau mo s6 ra 1a biét chuyén dang dén dau. Phiéu lam
dung viéc d6 cho mot yéu cau cia khach.

A ticket is one record for each customer case. Think of a medical record book. At every visit the
doctor writes down the symptoms, what was done, the medicine prescribed and the follow-up

date. Whoever is on duty next opens the book and sees where things stand. A ticket does the same
job for one customer request.

Khoéng co phiéu, vu viéc nam trong dau ban hoic trong tin nhén rai rac. Ban nghi phép la
khach phai ké lai tir dau. C6 phiéu, ai cling ndi tiép duoc, va trudng ca nhin mot man
hinh 14 biét viéc nao dang ket.

Without a ticket, the case lives in your head or in scattered messages. If you take a day off, the

customer has to explain everything again. With a ticket, anyone can pick it up, and your shift
lead can see at a glance which cases are stuck.

Bon trang thai ciia mdt phiéu — The four statuses of a ticket
Trang théi 1a nhan cho bi¢t qua boéng dang nam ¢ san ai. Phan 16n phan mém quan ly
phi€u c6 bon nhan co ban, tén goi cd thé khac doi chut gitra cac cong ty.

A status is a label showing whose court the ball is in. Most ticketing software has four basic
labels, though the names may differ slightly between companies.

Ai dang giir
Trang thai | Nghia la gi viéc
Status Meaning Who holds the
ball
Mo Phiéu vira tao, chua ai bét tay xr 1y. Cong ty
Open The ticket was just created and nobody has started on it. The company
.., Conguoi dang kiém tra, lién h¢ kho, ké toan hodc ky thuat. .

Dang xu ly ) ) i ) Cong ty
Someone is checking, or contacting the warehouse, accounting or

In progress . , The company
technical staff.

o, Ban d hoi thém thong tin hodc da dé xuét, dang doi khach tra
Cho khach . 8 ) & .
. 1o1. Khach

Waiting on . .

customer You asked for more information or made a proposal, and you are The customer
waiting for the reply.
Viéc xong, khach da xac nhan hoac hét han cho theo quy dinh

Da dong cua cong ty. Khong ai

Closed The work is done and the customer confirmed, or the waiting period Nobody

set by the company has run out.
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Phiéu khong di mot chiéu. N6 ¢ thé chuyén qua lai gitra "dang xt 1Iy" va "cho khach"
nhiéu 1an trudc khi dong. Piéu can nhé: d6i nhin ngay khi tinh hinh doi, khong dé cudi
ngdy maoi cdp nhat.

A ticket does not move in one direction. It can switch between "in progress" and "waiting on

customer" several times before it closes. Change the label as soon as the situation changes, not
at the end of the day.

Mot dong ghi chi tot gdm nhirng gi — What a good note contains

Ghi chi trong phiéu gidng tin nhan giri cho mot ngudi la sé& doc vao ngay mai. Nguoi d6
khong biét ban di noi gi véi khach. Vi vy mdi ghi cht nén c¢6 bdn phan: viée di 1am, ai
xéac nhan, vao lac nao, va viéc ké tiép 1a gi. Vi du: "Kho (anh Long) giit 1 may cting mau
lac 9 gio ngay 4/11; chd giao ngay 6/11." Poc mot dong 1a biét phai lam gi tiép.

A note in a ticket is like a message to a stranger who will read it tomorrow. That person does not
know what you told the customer. So each note should have four parts: what was done, who

confirmed it, when, and what comes next. For example: "Warehouse (Mr Long) holding I unit of
the same model at 9 am on 4/11; delivery due 6/11." One line tells the reader what to do next.

Theo doi mot phieéu doi hang tir dau dén cudi — Following an exchange ticket from start
to finish

1. M6 phiéu ngay khi nhan yéu cau. Ghi tén khach, s6 dién thoai, ma don, san pham, 15i
khéch néu, kénh lién h¢ va gio nhan.
Open the ticket as soon as the request comes in. Record the customer's name, phone number,
order code, product, the problem described, the contact channel and the time received.

2. Chuyén sang "dang xir Iy" khi ban bt ddu kiém tra. Pbi chiéu ngdy mua voi thoi han
d6i trong chinh sach ciia cong ty.
Switch to "in progress" when you start checking. Compare the purchase date with the
exchange period in the company policy.

3. Thiéu gi thi hoi khach mét 1an cho du, rdi chuyén sang "cho khach". Ghi rd ban d hoi
gi va hen khach tra 161 trude luc nao.
If something is missing, ask the customer once and ask for everything, then switch to
"waiting on customer". Note what you asked and the time you expect a reply.

4. Khi khach tra 10, dua phiéu vé "dang xtr Iy". H6i kho con hang thay thé khong, nho
kho giir hang va ghi tén ngudi xac nhan.
When the customer replies, move the ticket back to "in progress". Ask the warehouse
whether a replacement is in stock, ask them to hold it, and note who confirmed.

5. Bao khach cach ddi va ngay giao, ghi vao phiéu. Khi hang méi di giao, nhan khach
x4c nhan da nhan dung va dung tot.
Tell the customer how the exchange works and the delivery date, and write it in the ticket.

Once the new item is delivered, message the customer to confirm it arrived correctly and
works.

6. Khach xac nhan thi méi dong phiéu. Ghi Iy do dong, két qua cudi va ngay dong.
Close the ticket only after the customer confirms. Record the closing reason, the final
outcome and the date.

Tai li€u nay duogc bién soan boi doi ngli ciia website: https://tailieuso.vin
Trang 17



S6 tay thyc hanh Chim séc khach hang tir A dén Z

Vi DU / EXAMPLE — Chi Thu Ha mua may xay sinh t6 gia 1.250.000 dong, ma don DH-
2231, nhan hang ngay 1/11. Sang 3/11 chi goi bao may kéu to va khong quay. Ban mé phiéu
PH-0482, trang thai "m¢". Pon méi mua 2 ngdy, nam trong thoi han dbi 7 ngay cua cong ty,
nén ban chuyén "dang xir Iy". Ban xin chi giri anh nhén ddy may va mot doan video ngén, roi
chuyén "cho khach", hen trude 17 gid ngay 4/11. Sang 4/11 chi giri du, ban dua phiéu vé
"dang xur Iy". Kho xac nhan con mot may cing mau va giit hang. Ban bao chi: nhan vién giao
hang s& mang may méi dén va thu lai may cii vao ngay 6/11. Ngay 6/11 giao xong. Chiéu
7/11 ban nhin hoi, chi tra 16 may chay tt. Ban dong phiéu véi ghi chii: "D6i may cung mau
do 16i dong co, khach xac nhan 7/11, khong phat sinh phi." Phiéu di qua du bdn trang thai va
hai 1an "ch khach".

Ms Thu Ha bought a blender for 1,250,000 dong, order DH-2231, received on 1 November. On the
morning of 3 November she calls to say it is loud and will not spin. You open ticket PH-0482 with
status "open". The order is 2 days old, inside the company's 7-day exchange period, so you switch to
"in progress”. You ask her for a photo of the label under the base and a short video, then switch to
"waiting on customer"” with a reply time of 5 pm on 4 November. On the morning of 4 November she
sends both, and you move the ticket back to "in progress". The warehouse confirms one unit of the
same model and holds it. You tell her a delivery staff member will bring the new blender and collect
the old one on 6 November. Delivery is done on 6 November. On the afternoon of 7 November you
message her and she replies that it runs fine. You close the ticket with the note: "Exchanged for same
model, motor fault, customer confirmed 7/11, no extra charge." The ticket passed through all four
statuses.

Vi DU / EXAMPLE — Mot phiéu khac két thac theo hudng khac. Anh Quan mo phiéu PH-
0530 vé tai nghe giao thiéu day sac. Ban xin anh hop hang, chuyén "chd khach" va hen 17 gid
ngdy 6/11. Anh khong tra 10i. Sang 7/11 ban nhan nhic mét lan, hen thém dén 17 gio ngay
8/11, dung quy dinh cong ty 1a chd thém 1 ngay sau 1an nhic. Pén han van im ling, ban déng
phiéu véi ghi chii: "Khach khong phan hoi sau 1 1an nhéc, dong 8/11. Néu khach lién hé lai,
mé phiéu méi va dan ma PH-0530."

Another ticket ends differently. Mr Quan opens ticket PH-0530 because his headphones came without
a charging cable. You ask for a photo of the box, switch to "waiting on customer" and set a reply time
of 5 pm on 6 November. He does not answer. On the morning of 7 November you send one reminder
and extend the deadline to 5 pm on 8 November, which matches the company rule of waiting one more
day after a reminder. The deadline passes in silence, so you close the ticket with the note: "No reply
after 1 reminder, closed 8/11. If the customer contacts us again, open a new ticket and cite PH-0530."

LOI HAY GAP / COMMON MISTAKE — Dong phiéu khi hing vira giao ma chua hoi
khach. Néu may méi ciing 18i, khach phai m¢ phiéu méi va ké lai tir dau.

Closing the ticket as soon as the goods are delivered, without asking the customer. If the new unit is
also faulty, the customer has to open a new ticket and start the story again.

LOI HAY GAP / COMMON MISTAKE — Dé phiéu nim & "chd khach" qué l4u ma khéng
nhéc. Hay ghi han tra 101, dén han thi nhin lai mot lan trude khi dong theo quy dinh.

Leaving a ticket in "waiting on customer" for too long without a reminder. Write down the reply
deadline, and when it passes, follow up once before closing under company rules.

LOI HAY GAP / COMMON MISTAKE — Ghi phiéu chung chung nhu "khéch béo 15i, da
xtr 1y". Nguoi doc sau khong biét 13i gi, ai xac nhan, giao ngay nao.

Writing vague notes like "customer reported fault, handled". The next reader cannot tell what the fault
was, who confirmed, or when it was delivered.
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LOI HAY GAP / COMMON MISTAKE — Déi trang thai ma khong viét ghi chi di kém.
Nhin chi n6i qua bong & san ai, con Iy do va han phai ndm trong ghi chu.

Changing the status without a note. The label only says whose court the ball is in, while the reason
and the deadline have to be in the note.

MEO / TIP — Cudi mdi ca, loc cac phiéu ban dang giir theo trang thai. Phiéu "dang xr 1y"
qua mot ngdy ma chua c6 ghi chu méi 13 phiéu can ban nhin lai trude tién.

At the end of each shift, filter the tickets you hold by status. A ticket "in progress" for over a day with
no new note is the first one to look at again.

1.5. Cac chi so do viéc cia ban: thoi gian phan hoi, gidi quyét ngay lan dau,
diém hai long — 1.5. Your numbers: response time, first contact resolution, satisfaction

score

Ba con s nay 1 cach cong ty nhin vao viéc ctia ban. Mdi s6 tra 101 mot cau hoi: khach
cho bao 1au, viée c6 xong ngay khong, khach co vui khong. Biét cach tinh thi cubi ca ban
tur soi minh dugc, khong can cho ai cham.

These three numbers are how your company looks at your work. Each answers one question:
how long did the customer wait, was the problem solved right away, and was the customer
happy? Once you know how to calculate them, you can check yourself at the end of every shift
without waiting for anyone to score you.

Thoi gian phan hdi — Response time

Pay 1a khoang tir lac khach lién hé dén luc ban tra 101 1an dau. Gidng nhu dimg sau quay:
ban chio som thi khach yén tam du viéc chua xong. V&i dién thoai, d6 1a sé gidy chuong
reo trude khi ban nghe may. V&i email va chat, @6 1a s6 phut hodc gid dén cau tra 10i dau
tién. Tin kiéu "Em d3 nhén, dang kiém tra don cta chi" ciing tinh, mién c6 ndi dung cu
thé.

This is the time between the customer reaching out and your first reply. Think of a shop counter:
a quick greeting reassures the customer even before the problem is solved. On the phone, it is the
number of seconds the line rings before you pick up. For email and chat, it is the minutes or

hours until your first answer. A message like "['ve received your order and I'm checking it now"
counts, as long as it says something specific.

| Thoi gian phan hdi trung binh = tdéng thdi gian chd cia moi yéu cdu + sb yéu ciu

Nhiéu cong ty chi dém trong gid 1am viéc. Email khach gui luc 22 gid, ban tra 10i luc 8
gio 30 sang hom sau, thi ¢6 noi tinh 1a 30 phut, c6 noi tinh 1 10 tiéng rudi. Hiy hoi cap
trén cach dém trude khi tu tinh. Vi du véi email: ca chiéu ban tra 161 1an dau cho 5 email
sau 10, 30, 45, 20 va 55 phut. Téng l1a 160 phut, chia 5 ra 32 phut.

Many companies count only working hours. A customer emails at 10 p.m. and you reply at 8:30
the next morning: some places record 30 minutes, others 10 and a half hours. Ask your
supervisor how time is counted before you calculate. Here is an email example: in the afternoon
vou send first replies to 5 emails after 10, 30, 45, 20 and 55 minutes. The total is 160 minutes,
and 160 + 5 gives 32 minutes.
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Giai quyét ngay lan dau — First contact resolution

Viét tat 1a FCR (first contact resolution). Do 1a ty 1& vu viéc xong ngay trong lan khach
lién hé dau tién, khach khong phai goi lai hay nhan lai. Hoi gio mé cira ma dugc tra 10i
dung ngay 1a xong. Hoi rdi nghe "dé em hoi rdi bao lai" 1a chua xong. Nhiéu cong ty
thém diéu kién: khach khong quay lai vé cling viéc trong 7 ngay. Hay héi cap trén cong
ty ban chon mbc nao.

FCR stands for first contact resolution. It is the share of cases fully solved during the customer's
first contact, with no call-back or follow-up message. Asking for opening hours and getting the
right answer on the spot counts as solved. Hearing "l'll check and get back to you" does not.
Many companies add a condition: the customer must not return about the same issue within 7
days. Ask your supervisor which window your company uses.

| FCR (%) = sb vu xong ngay ladn ddu + tdng sb wvu x 100

Piém hai long — Sasisfaction score

Viét tit la CSAT (customer satisfaction score). Sau cudc goi hodc chat, khach cham tur 1
dén 5 sao. C6 hai cach doc: diém trung binh, hodc ty 1€ khach chim 4 va 5. O day ta dung
cach thir hai 1am s chinh.

CSAT stands for customer satisfaction score. After a call or chat, the customer rates the service

from I to 5. You can read it two ways: as an average score, or as the share of customers who
gave 4 or 5. We use the second as the main figure.

| CSAT (%) = sb khach chlm 4 hodc 5 + sb khach da tra 1oi khao sat x 100

S6 nguoi cham diém cang it thi két qua cang dé l1éch. 25 khach trén 40 cudc 1a mau kha.
Néu chi c6 3 khach cham, mot ngudi d6i diém di 1am CSAT nhay hon 30 diém phan
tram, nén chwa nén két luan gi.

The fewer customers who rate, the easier the result swings. 25 raters out of 40 calls is a decent

sample. If only 3 customers rate, one person changing a score moves CSAT by more than 30
percentage points, so hold off on conclusions.

VI DU/ EXAMPLE — Ca sang ctia ban c6 40 cudc goi. Téng thoi gian khach chd trude khi
ban nghe may 1a 1.200 gidy. C6 8 cudc chua xong ngay: 5 cudc hoi bao hanh can k¥ thuat
kiém tra, 2 cudc hoan tién chd ké toan duyét, 1 cudc ban khong tim ra thong tin. C6 25 khach
cham diém: 12 ngudi cham 5, 6 ngudi chim 4, 4 nguoi cham 3, 2 ngudi chdm 2, 1 nguoi
cham 1.

Your morning shift has 40 calls. Total customer wait before you answered is 1,200 seconds. Eight
calls were not solved on the spot: 5 were warranty questions needing a technician, 2 were refunds
waiting for accounting approval, and 1 was a case where you could not find the information. Twenty-
five customers left a rating: 12 gave 5, 6 gave 4, 4 gave 3, 2 gave 2, and 1 gave 1.

1. Tinh thoi gian chd: 1.200 + 40 = 30 gidy. Néu cong ty dat muc tiéu 20 gidy thi ban
cham 10 gidy mdi cudc.
Calculate the wait: 1,200 + 40 = 30 seconds. If your company's target is 20 seconds, you are
10 seconds slower per call.
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2. Tinh FCR: 40 — 8 = 32 cudc xong ngay. 32 + 40 x 100 = 80%.
Calculate FCR: 40 — 8 = 32 calls solved immediately. 32 +~ 40 x 100 = §0%.

3. Tinh CSAT: (12 + 6) + 25 x 100 = 72%. Piém trung binh: (12x5 + 6x4 + 4x3 + 2x2
+ 1x1) +25=101+25=4,04.
Calculate CSAT: (12 + 6) ~ 25 x 100 = 72%. Average score: (12X5 + 6x4 + 4x3 + 2x2 +
Ix1)+25=101+25=4.04.

4. Péi chiéu ting s6 v6i danh sach cudc goi. Ba khach cham 1 hodc 2 déu nam trong 8
cudc chua xong. Vay diém thap dén tir viéc khach phai chd két qua, khong phai tir
thai do cua ban.

Cross-check each number against your call list. The three customers who rated I or 2 were
all among the 8 unresolved calls. So the low scores come from customers waiting for an
outcome, not from your attitude.

5. Chi ra chd yéu va viéc lam tiép. Chd yéu thir nhat 1a chd may 30 gidy: ghi lai gio nao
may reo don dé bao truong ca. Chd yéu thir hai 1a 1 cudc khong tim ra thong tin: bo
sung vao kho cau hoi thuong gip. Bay cudc con lai can bd phan khéc: bao cap trén dé
xem c6 rat ngan duoc quy trinh khong.

Name the weak spots and what to do next. First weak spot. the 30-second wait. Note which
hours the phones pile up and tell your shift lead. Second: the one call where you found no
answer. Add it to the frequently asked questions list. The other 7 calls depended on other
teams, so report them to your supervisor to see whether the process can be shortened.

6. Ghi két qua vao mot dong cudi ca, vi du: "Chd 30 gidy, FCR 80%, CSAT 72%". Sau
mot tuan, dit cac dong canh nhau dé thay sb nao dang 1én, sé nao dang xudng.
Write the result on one line at the end of the shift, for example: "Wait 30 seconds, FCR 80%,
CSAT 72%". After a week, put the lines side by side to see which number is rising and which
is falling.

GHI CHU / NOTE — Doc ba s ciing nhau. Chd 1au ma FCR cao nghia 1a ban 1am tot nhung
thiéu nguoi truc may. FCR thip ma chd ngén nghia 1a ban tra 16i nhanh nhung chua du thong
tin dé chot viéc.

Read the three numbers together. A long wait with high FCR means you do the work well but the line

is understaffed. Low FCR with a short wait means you answer fast but lack the information to close
the case.

LOI HAY GAP / COMMON MISTAKE — Chia CSAT cho tong s6 cudc goi thay vi s6
khach tra 16i. O vi du trén, 18 = 40 = 45% 1a sai, vi 15 khach khong cham diém.

Dividing CSAT by all calls instead of by the customers who responded. In the example above, 18 + 40
= 45% is wrong, because 15 customers gave no rating.

LOI HAY GAP / COMMON MISTAKE — Tinh chuyén may 14 "d4 xong". Néu khach phai
goi lai phong khéc thi vu d6 chua giai quyét ngay lan dau.

Counting a transfer as "solved". If the customer has to call another team back, the case was not
resolved on first contact.

LOI HAY GAP / COMMON MISTAKE — Cap may voi dé giam thoi gian goi. Khach chwa
hiéu s& goi lai, FCR tut va diém hai long giam theo.
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Rushing callers off the line to shorten call time. Customers who did not understand will call back, so
FCR drops and satisfaction falls with it.

LOI HAY GAP / COMMON MISTAKE — Chi nhin s6 trung binh. Hai cudc chd 2 phit kéo
trung binh 1én du 38 cudc con lai nghe may trong 10 gidy. Hay xem cd danh sach céc cudc
chd 1au nhat.

Looking only at the average. Two calls that waited 2 minutes can drag the average up even if the
other 38 were answered in 10 seconds. Check the list of the longest waits as well.

1.6. Viéc nao ty lam, viéc nao chuyén Cf’lp trén — 1.6. What you handle yourself and

what you escalate

MJi ngay ban gip nhitng viéc c6 thé tu xong va nhimg viéc cham vao tién, uy tin hoic
luat. Giéng thu ngan & siéu thi: ban hang ty 1am, nhung d6i gia hay huy hoa don 1én thi
goi quan ly. Chuyén cip trén nghia 1a dua vu viéc cho ngudi co quyén quyét cao hon ban.
D6 khong phai 1a chiu thua.

Every day you meet some cases you can close alone and others that touch money, reputation or
the law. Think of a supermarket cashier: ringing up goods is yours, but changing a price or
voiding a large receipt means calling the manager. Escalating means handing a case to someone
with more authority than you. It is not giving up.

Ranh gidi gitra hai loai viéc goi la quyén han: muc ban duoc tu quyét ma khong can hoi
ai. Cong ty dat ra muc ndy, ban khong tu dit. Con s trong bang mau sau ddy chi dé minh
hoa, cong ty ban s€ co sb khac. Viéc dau tién 1a xin ban quyén han that cta cong ty.

The boundary between the two is called your authority limit: what you may decide without

asking anyone. The company sets it, not you. The figures in the sample table are for illustration
only, and your company will have its own. Your first task is to ask for the real limits.

Bang quyén han miu — A4 sample authority table

Loai viéc Ban tu quyét khi Chuyén trwéng ca khi

Type of case | You decide alone when Escalate to the shift lead when

Du6i 500.000 dong, c6 hoa don va Tir 500.000 dong tré 1én, hodc khong c6 hoa

Hoantién  15i rd rang. don, hodc chua 10 16i cua ai.
Refunds Under 500,000 VND, with a receipt and 500,000 VND or more, or there is no receipt, or
a clear fault. it is unclear who is at fault.

Hang d4 dung, hang khuyén mai, doi sang
loai dat hon, hodac hang hong do van chuyén.
The item has been used, was on promotion, is

Hang con nguyén tem, trong 7 ngay,
Do6i hang d6i cuing loai va cung gia.
Exchanges The item still has its tag, within 7 days,

swapped for a pricier one, or was damaged in
swapped for the same type and price. pped for a p &

transit.

Moi mitc cao hon, hodc khach doi boi
Phiéu giam gid dén 50.000 dong. thuong thém.
A voucher up to 50,000 VND. Anything higher, or the customer demands extra

Qua xin 16
Goodwill

gestures .
compensation.
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Loai viéc Ban tw quyét khi Chuyén trwéng ca khi

Type of case | You decide alone when Escalate to the shift lead when

Khach doi gap cap trén, doa kién, doa bao
Tinh hu éng chi, nhac co quan nha nudc, hoac van gian
sau hai l1an ban xoa diu.

nhay cam Khoéng co, luén xem xét tung vu. . _
The customer asks for a superior, threatens legal

Sensitive None: each case is judged on its own.

. . action or the press, mentions a government
Situations

agency, or is still angry after two calming
attempts.

Cach quyét dinh tirng buéc — Deciding step by step

1. Xac dinh loai viéc (hoan tién, d6i hang, qua xin 16i hay tinh hudng nhay cam) roi tim
dung dong trong bang quyén han.
Identify the type of case (refund, exchange, goodwill or sensitive situation) and find its row
in the authority table.

2. Kiém tra sd tién va bang ching: héa don, anh hang, ngay mua. Néu mot trong ba thir
thiéu, coi nhu vu chua rd.
Check the amount and the evidence: receipt, photo of the item, purchase date. If any one is
missing, treat the case as unclear.

3. Cong don cac lan xir Iy trwde cha cing khach trong phiéu. Mic quyén han tinh trén
tong, khong tinh ting lan.
Add up earlier handling for the same customer in the ticket. The limit applies to the total, not
each time.

4. Néu nam trong muc, 1am ngay va ghi két qua vao phiéu.
If it falls within your limit, act now and record the result in the ticket.

5. Néu vuot mirc, néi that vdi khach: ban s& nhd ngudi ¢ quyén quyét, kém gio khach
s& nhan tra 16i. Khong hira két qua.
If it exceeds your limit, tell the customer plainly that you will ask someone with the
authority, and give a time for the reply. Do not promise an outcome.

6. Gri truong ca ban tom tat ba dong: khach mudn gi, bang ching dang c6, ban dé xuat
gi. Pé truong ca khong phai hoi lai khach.
Send the shift lead a three-line summary.: what the customer wants, the evidence you hold,
and what you propose. The lead should not need to ask the customer again.

7. Canh gid hen. Néu sat gio ma chua c6 quyét dinh, nhan khach trude khi khach hoi:
ban van dang xir 1y, kém mot gid hen moi.
Watch the clock. If the deadline is close and there is still no decision, message the customer
before they ask: you are still working on it, with a new time.

Bon tinh huong lam mau - Four worked cases

Vi DU/ EXAMPLE — Tinh hudng A: khach mua 4o 350.000 dong, nhan sai c&, giri anh
nhin va hoa don. S tién dudi 500.000 dong, 15 rd, hang con nguyén tem. Ban tu d6i dung
¢&, ghi vao phiéu. Khong can goi ai.

Case A: a customer paid 350,000 VND for a shirt and received the wrong size, and sends a photo of
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the label and the receipt. The amount is under 500,000 VND, the fault is clear, and the tag is intact.
You swap it for the right size and log it. No call needed.

VI DU / EXAMPLE — Tinh hudng B: khach doi hoan 1.200.000 dong cho may xay ding ba
tuan, no6i may bi ré. S6 tién vuot murc, hang di ding, chua biét 16i do may hay do cach ding.
Ban chuyén trudng ca. Vi khach, ban noi: "Em ghi nhan may ré, em chuyén anh chi truéng
ca xem x¢&t va bao lai trude 17 gid hom nay." Ban dinh kém héa don, ngay mua va doan video
khéch gui.

Case B: a customer wants 1,200,000 VND back for a blender used for three weeks, saying it hums
loudly. The amount is over your limit, the item is used, and it is unclear whether the machine or the
use is at fault. You escalate. To the customer you say: "['ve noted the noise, and I'm passing it to our
shift lead, who will reply before 5 p.m. today." You attach the receipt, the purchase date and the
customer's video.

Vi DU/ EXAMPLE — Tinh hudng C: khach doi hoan 280.000 dong cho don giao tré, rdi
quat va ndi s& dang 1én mang va goi bao. S tién nam trong quyén cua ban, nhung khach da
doa bao chi. Ban goi trudng ca ngay, dii c6 thé ty hoan. Trudng ca quyét cach hoan va cach
trd 101 cong khai.

Case C: a customer wants 280,000 VND back for a late delivery, then shouts and says they will post
online and call the press. The amount is within your limit, but the customer has threatened the press.
You call the shift lead at once, even though you could refund it yourself. The lead decides how to
refund and how to answer in public.

Vi DU/ EXAMPLE — Tinh hudng D: tuan truéc phiéu ghi khach di duoc hoan 300.000
dong cho mot don cii. Nay khach doi hoan thém 250.000 dong vi thiéu mot mén. Riéng lan
nay chi 250.000 déng, nhung téng hai 1an 1 300.000 + 250.000 = 550.000 déng, vuot muc
500.000 dong. Ban chuyén truéng ca, kém lich st hoan tién 14y tir phiéu.

Case D: last week the ticket shows the customer was refunded 300,000 VND on an earlier order. Now
they ask for another 250,000 VND because an item was missing. This request alone is 250,000 VND,
but the total is 300,000 + 250,000 = 550,000 VND, over the 500,000 VND limit. You escalate to the
shift lead and attach the refund history from the ticket.

Khi cho cau tra loi — While you wait

Trong lic chd, ban van 1a nguoi giir lién lac v6i khach. Trudng ca c6 thé dong y, dong ¥
mot phan hodc tir chdi. Du két qua nao, chinh ban bao lai cho khach, néi ro 1y do roi ghi
quyét dinh vao phiéu. Néu bi tir chdi, dimg néi "cip trén khong cho". Hay noi diéu cong
ty c6 thé lam duoc.

While you wait, you remain the customer's point of contact. The shift lead may agree, agree in
part, or refuse. Whatever the result, you are the one who tells the customer, gives the reason,

and records the decision in the ticket. If the answer is no, do not say "my boss won't allow it".
Say what the company can do.

LOI HAY GAP / COMMON MISTAKE — Chia nhé khoan tién dé lach mirc, vi du hoan hai
14n 400.000 dong cho cing mot don. D6 13 vigt quyén, va phiéu s& ghi lai r5.

Splitting an amount to dodge the limit, such as two 400,000 VND refunds for one order. That is
exceeding your authority, and the ticket records it.

LOI HAY GAP / COMMON MISTAKE — Thuong khach nén htra trudc rdi méi hoi cAp
trén. Néu cép trén tir chdi, ban that hira va khach gian gap doi.
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Promising first out of sympathy and asking your superior afterwards. If the answer is no, you have
broken your word and the customer is twice as angry.

LOI HAY GAP / COMMON MISTAKE — Chuyén vu viéc ma khong t6m tat, chi n6i
"khach nay kho". Truong ca mat thoi gian hoi lai, khach phai ké 1an hai.

Escalating with no summary, just "this customer is difficult". The lead loses time asking again and the
customer has to retell the story.

LOI HAY GAP / COMMON MISTAKE — Im ling khi qué gi® hen. Khach s& thiy minh bi
b6 roi, du trudng ca van dang xem xét.

Going silent past the promised time. The customer feels abandoned, even though the lead is still
reviewing the case.

MEO / TIP — Chép bang quyén han that ctia cong ty ra mot to gidy nho, dan canh man hinh.
M&i khi phan van, nhin t& gidy thay vi doan.

Copy your company's real authority table onto a small note and stick it by your screen. When in
doubt, read the note instead of guessing.

1.7. Phéi hop véi kho, ké toan, ky thuat va ban hang — 1.7. Working with

warehouse, accounting, tech support and sales

B0 phan nao giir thong tin gi — Who holds which information

Ban dung ¢ tuyén dau nhung khong giit moi cau tra 16i. Hang ton nam & kho, tién nim &
ké toan, 16i may nam & k¥ thuat, gia riéng nim ¢ ban hang. Gidng nhan vién phuc vu nha
hang: khach goi mén véi ban, con bép méi biét mén con hay hét. Viéc cua ban 1a hoi
dung bép, mot lan, du y.

You work at the front line, but you do not hold every answer. Stock sits with the warehouse,
money with accounting, product faults with tech support, special prices with sales. Think of a

waiter: the guest orders from you, but only the kitchen knows whether a dish is left. Your job is
to ask the right kitchen, once, with everything it needs.

Hoi sai noi 13 mat ntra ngay. Hiy nhé mdi b phan tra 15i duoc loai cau hdi nao. Bang sau
dung dé tra lai khi can:
Asking the wrong place costs you half a day. Learn which kind of question each team can
answer. Use this table to look it up later:
B9 e b AL e 2 ax
. Giir thong tin gi Ban hdi khi nao
Holds what Ask when

phan

Team

Sé luong tdn, vi tri hang, don da xuét kho
Kho chua, hang khach tra vé di nhéan chua.

Warehou = Stock counts, item location, whether an order

Khach hdi con hang khong, hang da di
chua, hang tra da ve chua.

) A customer asks if an item is in stock, if it has
se has left the warehouse, whether a returned / i

: ) shipped, or if a return has arrived.
item has arrived. :
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[lfl(iﬁn Giir thong tin gi Ban héi khi nao
- Holds what Ask when
Team
K tod Khoan da thu, hoéa don, cong ng, hoan Khach néi bi trir tién sai, can héa don, hoi
© toann tién. khi ndo nhén tién hoan.

Accounti ) o ’

o Payments received, invoices, balances owed, = A customer reports a wrong charge, needs an
refunds. invoice, or asks when a refund will arrive.

Ky Nguyén nhan 15i, cach stra, diéu kién va San phém héng, huéng dan cua ban khong

thuat lich bao hanh. giai quyét dugc.

Tech Causes of faults, fixes, warranty terms and A product is faulty and your standard

support | schedules. instructions did not solve it.

Ban Gia riéng, chiét khau, hop déng, nguoi Khach 'Xin gia dac biét hodc nhic lai diéu

g phu trach tirng khach. nhan vién ban d?l hura.

Sales Special prices, discounts, contracts, who A customer asks for a special price or cites a
manages each account. promise made by a salesperson.

M&i cong ty chia viéc mot khac chut. Tudn dau, hdy nhd trudng nhom xem bang ndy cd
ding véi cong ty ban khong va sua lai.

Every company divides the work a little differently. In your first week, ask your team lead to
check this table against your company and correct it.

Yéu cau ngi by du dix kKi€én — An internal request with everything in it

Nguoi nhan khong nghe cudc néi chuyén gitra ban va khach. Ho chi ¢6 tin nhin ctia ban.
Thiéu mot dir kién 14 ho hoi lai, va khach phai cho thém. Mot yéu cau du gdm sau thu:
ma phiéu, cach nhan ra khach, su vi¢c kém ngay gio va sb tién, béng chung, diéu ban can
ho lam, va han ban da hen véi khach.

The person receiving it never heard your talk with the customer. They only have your message.
One missing detail means a question back, and the customer waits longer. A complete request
has six parts: ticket number, how to identify the customer, what happened with dates, times and
amounts, evidence, what you need them to do, and the deadline you promised the customer.

1. M6 phiéu cta khach va doc lai ghi chu. Pung viét theo tri nho.
Open the customer's ticket and reread the notes. Do not write from memory.

2. Chon bd phan theo bang. Phan van thi hoi truong nhom trude khi guri.
Pick the team using the table. If unsure, ask your team lead before sending.

3. Viét tiéu dé gdm ma phiéu, viéc can 1am va ma don. Nguoi nhan nhin vao 1 biét
ngay.
Write a subject line with the ticket number, the task and the order number, so the reader
knows at a glance.

4. Viét than thu 2 dén 3 cau vé su viéc, cd ngay, gio, sb tién va ma giao dich.
Write two or three sentences on what happened, with date, time, amount and transaction
code.

5. Ghi mot cau néu rd diéu can lam, vi du "x4c nhén c6 thu trung khong va cho biét ¢
hoan dugc khong".
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Add one sentence stating the action you need, for example "confirm whether the payment
was duplicated and whether it can be refunded".

6. Binh kém bang ching: anh sao ké khach giri, hoa don, anh 18i. Chi dinh kém thir lién
quan.

Attach evidence: the statement photo the customer sent, the invoice, a photo of the fault.
Attach only what is relevant.

7. Néu han. Liy gio ban hen khach, trir di vai gio dé con kip bao lai cho khach.
State the deadline. Take the time you promised the customer and subtract a few hours so you
can still report back.

8. Ghi vao phicu: da gui cho ai, luc nao, han nao. Dat nhac viéc dé€ hdi lai néu qua han.
Record in the ticket who you sent it to, when, and the deadline. Set a reminder to chase if it
passes.

VI DU/ EXAMPLE — Chj Lan (s6 dién thoai dudi 0482) bao bj trir tién hai 1an cho don DH-
20417. Ban da hen chi phan hdi trude 17:00 ngay 11/11, nén dat han cho ké toan 1a 15:00.
Thu giri lac 10:00 ngay 10/11: Tiéu dé: [PH-3071] Kiém tra khoan thu tring, don DH-20417.
Noi dung: Chao ban, khach Lan (SPT dudi 0482) chuyén khoan 1.250.000 dong cho don DH-
20417 luc 09:14 ngay 09/11, ma GD-88213. Khéach noi bi trir thém 1.250.000 déng lac 09:16,
mi GD-88219. Pon chi c6 mot héa don, tri gia 1.250.000 ddng. Nhd ban xac nhan hé thong
c6 nhan hai khoan khong, néu c6 thi cho minh biét khoan du ¢6 hoan dugc khong va hoan
trong bao lau. Minh dinh kém anh sao ké khach guri va hoa don. Minh can cau tra 10i trude
15:00 hém nay dé bao khach ding hen. Cam on ban. Luc 14:20, ké toan dap: ca hai khoan da
vé, khoan GD-88219 1a thira, s& hoan 1.250.000 dong vé tai khoan khach trong 3 ngay lam
viéc. Ban goi chi Lan bao két qua va ghi vao phiéu. Khong c6 cau hoi nao bi hoi lai.

Ms Lan (phone ending 0482) reports being charged twice for order DH-20417. You promised her an
answer by 17:00 on 11/11, so you set accounting a 15:00 deadline. You send this at 10:00 on 10/11.
Subject: [PH-3071] Check duplicate payment, order DH-20417. Body: Hi, customer Lan (phone
ending 0482) transferred 1,250,000 VND for order DH-20417 at 09:14 on 09/11, code GD-88213.
She says a second 1,250,000 VND left her account at 09:16, code GD-88219. The order has one
invoice, for 1,250,000 VND. Please confirm whether the system received both payments, and if so
whether the extra one can be refunded and how long it takes. [ have attached the statement photo she
sent and the invoice. I need your answer by 15:00 today to keep my promise to her. Thank you. At
14:20 accounting replies: both payments arrived, GD-88219 is the extra one, and 1,250,000 VND will
be refunded to her account within 3 working days. You call Ms Lan with the result and update the
ticket. Nobody had to ask a follow-up question.

VI DU/ EXAMPLE — Cung cach 1am, nhung giri cho kho. Anh Minh héi don DH-20533 (2
chiéc quat, dat ngay 08/11) da di chua. Ban hen anh trd 101 trudc 16:00 ngay 10/11 va dat han
cho kho 13 13:00. Thu gtri 09:30: Tiéu dé: [PH-3075] Kiém tra trang thai xuat kho, don DH-
20533. No6i dung: khach Minh (SPT dudi 7715) dét 2 quat lac 20:05 ngay 08/11, da thanh
toan di. Pén nay khach chua nhan thong bao giao hang. Nho kho cho biét don di xuét chua,
gid xut va mi van don. Can tra 1i trude 13:00 hém nay. Luc 11:45 kho déap: xuét luc 16:40
ngay 09/11, mi van don VD-55102. Ban giri ma nay cho anh Minh va ghi vao phiéu. Thu
ngén hon thu ké toan vi kho chi can ba dit kién dé tra: ma don, ngay dat, diéu can biét.

Same method, this time for the warehouse. Mr Minh asks whether order DH-20533 (2 fans, placed

08/11) has shipped. You promised him an answer by 16:00 on 10/11, so you set the warehouse a
13:00 deadline. You send at 09:30. Subject: [PH-3075] Check shipping status, order DH-20533.
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Body: customer Minh (phone ending 7715) ordered 2 fans at 20:05 on 08/11 and has paid in full. He
has received no delivery notice yet. Please tell us whether the order has shipped, when, and the
tracking code. Answer needed by 13:00 today. At 11:45 the warehouse replies: shipped at 16:40 on
09/11, tracking code VD-55102. You pass the code to Mr Minh and update the ticket. This message is
shorter than the one to accounting because the warehouse needs only three details to look it up: order
number, order date, and what you need to know.

Khi qua han ma chwa c6 tra loi — When the deadline passes with no answer

C6 lac dén han ban van chua nhan duoc gi. bung doi khach goi lai. Lam theo thu tu sau,
mdi muc cach nhau khoang nira gior dén mot gio.

Sometimes the deadline arrives and you have nothing. Do not wait for the customer to call back.
Work through these levels in order, roughly thirty to sixty minutes apart.

1. Qua han khoang 30 phut, nhin mot dong vao ding ludng cii: ma phiéu, cau hoi, han
da néu. Khong viét lai ca thu.
About 30 minutes past the deadline, send one line in the same thread: ticket number, the
question, the deadline you gave. Do not rewrite the whole message.

2. Qua mot gid van im ling thi bao trudng nhom. Noi rd da hoi ai, luc ndo, héi gi.
If an hour passes in silence, tell your team lead. State whom you asked, when, and what.

3. Trude gio da hen khach, 1ién hé khach trudc. Noi ban dang cho b phan, hen mot gio
m&i cu thé, roi ghi vao phiéu.
Before the time you promised the customer, contact them first. Say you are waiting on the
team, give a new specific time, and note it in the ticket.

Khach thuong chip nhan mét 1an Iui han néu duoc bao sém. Ho kho chiu khi phai ty goi
hoi.
Customers usually accept one delay if told early. What annoys them is having to call to find out.

LOI HAY GAP / COMMON MISTAKE — Viét "khach bj trir tién hai l4n, xem gitip" ma
khong c6 ma don, s tién, gio. Ké toan budc phai hoi lai, mét ca budi.

Writing "customer charged twice, please check"” with no order number, amount or time. Accounting
has to ask back, and half a day is gone.

LOI HAY GAP / COMMON MISTAKE — Dan ca chudi chat di va bt ngudi nhan ty im
y chinh. Hay tom tat su viéc, chi dinh kém phﬁn can.

Pasting a long chat thread and leaving the reader to find the point. Summarise the facts and attach
only what is needed.

LOI HAY GAP / COMMON MISTAKE — Hira v6i khach ngay hoan tién khi chua c6 cau
tra 16 tir ké toan. Chi bao diéu bd phan da xac nhan.

Promising the customer a refund date before accounting has answered. Only pass on what the team
has confirmed.

LOI HAY GAP / COMMON MISTAKE — Quén ghi vao phiéu. Ngudi tryc ca sau thiy
phiéu tréng s& hoi lai ca hai bén.

Forgetting to update the ticket. The next person on shift sees an empty ticket and asks both sides
again.
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LOI HAY GAP / COMMON MISTAKE — Gtri cing mot cau hoi cho hai by phan "cho
chic". Hai bén c6 thé dap khac nhau, ban mét thém thoi gian ddi chiéu. Hoi mot noi; can ca
hai thi tach thanh hai yéu ciu riéng.

Sending the same question to two teams "to be safe". They may answer differently, and you lose time
reconciling. Ask one place, if you need both, send two separate requests.

MEO / TIP — Soan sin mdt mau yéu cau cho mdi bd phén, vdi cac dong tréng: ma phiéu, ma
don, ngay gio, sd tién, diéu can lam, han. Dién vao 1a giri duoc.

Keep one request template per team, with blank lines for ticket number, order number, date and time,
amount, action needed, and deadline. Fill it in and send.

1.8. Tuan dau di lam: tu hoc cong ty khi khong ai kém — 1.8. Your first week:

learning the company on your own

Khong ai kém thi tuan dau rat dé troi qua trong cam gidc ngop. Ban d& ngop néu c6 mot
muc tiéu cu thé: cudi tudn phai cé6 mot cudn sb tay ca nhan. Trong d6 ghi cong ty ban gi,
chinh sach noi gi, khach hay héi gi va nhiing diéu ban chua biét dé di hoi dung ngudi.
Ciing nhu dén nha tro méi, ban can biét chd dé chia khoa va cau dao dién ¢ dau trude khi
lo chuyén trang tri.

With no one to coach you, the first week can blur into a sense of being overwhelmed. A concrete
goal helps: by Friday you should own a personal handbook. It records what the company sells,
what its policies say, what customers often ask, and the things you still don't know, so you can
ask the right person. It's like moving into a new rental: you first find the fuse box and the spare
key, and decorate later.

Chuén bi trudc: mot cudn sb hoic tép ghi chu, tai khoan vao phén mém quan ly khach
hang, quyén xem tai li€u chinh sach, va vai ban ghi am cudc goi hoac doan chat cii da xu
ly tot. Thiéu thtr nao thi xin quan 1y ngay ngay dau, ding cho.

What you need: a notebook or notes file, a login for the customer management software, access

to the policy documents, and a few recordings or chat logs of cases that were handled well. If
something is missing, ask your manager on day one instead of waiting.

Ké hoach ndm ngay - A five-day plan

1. Ngay mot, doc chinh sach. M¢ tai liéu vé san pham, bang gia, d6i tra, bao hanh va gid
1am viéc. Mdi chinh sach chép vao sé dung ba dong: ai dugc ap dung, trong bao lau,
can gidy to gi. Chd nao doc khong hiéu thi gach dudi, chua can giai quyét ngay.

Day one: read the policies. Open the documents on products, prices, returns, warranty and
working hours. Copy each policy into your notebook in exactly three lines: who qualifies,
within what time, and which papers are needed. Underline anything unclear and leave it for
later.

2. Ngay hai, nghe lai cudc goi mau. Nghe nim cudc goi hoic doc nim doan chat da xir
ly tdt. Vi mdi cudc, ghi bon diéu: khach hoi gi, cau md dau cua nhan vién, ho tra
thong tin & dau, ho két thuc thé nao.

Day two: study sample contacts. Listen to five calls or read five chats that went well. For
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each one, note four things: what the customer asked, how the agent opened, where they
looked up information, and how they closed.

3. Ngay ba, thir tra ctru. LAy mudi cu hoi cta khach tir ngdy hai, ty tim dap an trong
phan mém va tai liéu. BAm gid timg cau. Ghi vao s6 chd nao tim ra nhanh nhat, vi du
"gia bao hanh: bang gia, trang 3".

Day three: practice lookups. Take ten customer questions from day two and find each
answer yourself'in the sofiware and documents. Time every search. Write down where each
answer was fastest to find, for example "warranty price: price list, page 3".

4. Ngay bdn, tap tra 1oi thir. Chon nam phiéu cii d dong, tu soan ciu tra 10 trude khi
xem ban that. Ddi chiéu va ghi lai chd khac nhau. Néu c6 dong nghiép ranh, xin ngdi
canh nghe ho lam mét gio.

Day four: draft practice answers. Pick five closed tickets and write your own reply before

reading the real one. Compare the two and note the differences. If a colleague has time, ask
to sit beside them for an hour.

5. Ngay nam, guri s6 cau hoi chua biét. Sudt tuan, mdi 1an bi ban ghi mot dong vao trang
riéng. HOm nay gom lai, nhém theo nguoi tra 161 dugce: kho, ké toan, ky thuat, truong
nhom. Giri moi ngudi mot luot, mdi cau kém du bdi canh dé ho tra 16i trong mot lan.
Day five: send out your unknowns list. All week, jot a line on a separate page each time you
get stuck. Today, group the lines by who can answer: warehouse, accounting, technical,
team lead. Send each person one message, with enough context per question that they can
answer in one go.

Chiéu ngay nim, tu kiém tra xem s6 da dung duoc chua. Nho mot dong nghiép doc ngau
nhién ba cau hoi ciia khach. Ban dong sb lai va tra 101 miéng. Cau ndo phai mé s6 ra xem
thi ddnh déu, roi viét lai trang d6 ngin hon, d& nhd hon. Cau nio ca sb ciing khong ¢
dap an thi chuyén sang trang "chua biét".

On Friday afternoon, test whether the handbook works. Ask a colleague to read out three
random customer questions. Close the notebook and answer aloud. Mark every question where

you had to peek, then rewrite that page shorter and easier to remember. If the notebook has no
answer at all, move the question to the unknowns page.

VI DU/ EXAMPLE — S6 tay ctia Lan sau tudn dau, & cong ty ban may loc nudc, gdm bon
trang:
Lan's handbook after week one, at a company that sells water purifiers, has four pages:

« Trang chinh sach: ddi tra trong 7 ngay ké tir ngdy nhan, may con nguyén hop va co
hoa don; bao hanh 12 thang, mang may dén trung tim hoic goi k¥ thuat téi nha.
Policy page: returns within 7 days of delivery, unit in its original box with an invoice; 12-
month warranty, bring the unit to the service center or call a technician to visit.

* Trang khéch hay héi: "Bao gio thay 161 loc?" (6 thdng, xem bang gia trang 3), "Giao
hang miy ngay?" (hoi kho, chua chac).
Frequent questions page: "When do I change the filter?" (every 6 months, see price list page
3), "How many days does delivery take?" (ask the warehouse, not sure yet).

« Trang chd tra nhanh: tra don trong phan mém bang sb dién thoai khach, bang gia luu &
thu muc chung.
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Quick lookup page: find orders in the software by the customer's phone number, the price list
sits in the shared folder.

* Trang chua biét: 5 cau, da gui kho 2 cau, ké toan 1 cau, ky thuat 2 cau, con cho tra 10i.
Unknowns page: 5 questions, sent 2 to the warehouse, 1 to accounting and 2 to the
technicians, all awaiting replies.

« Mot dong ghi cht ngdy hai cia Lan: cudc goi s6 2, khach bao may ri nudc ¢ ddy.
Nhan vién mé dau béng 161 chao va xin sb dién thoai dat hang, tra don béng sb6 do, hen
k¥ thuat dén ngay mai rdi nhic lai gio hen trudc khi ciip may.

One of Lan's day-two notes: call 2, the customer reports a leak at the base. The agent opens

with a greeting and asks for the order phone number, finds the order with it, books a
technician for tomorrow, and repeats the appointment time before hanging up.

LOI HAY GAP / COMMON MISTAKE — Doc hét chinh sach nhung khéng chép lai bang
101 minh, dén Iuc khach hoi thi khéng nhé gi. Hoi ngudi khac timg cau 1é té ca tuan, 1am ho
mét va ban ciing khong nhé cdu tra 10i. Ghi "chua biét" ma khong ghi khach hoi trong tinh
hudng nao. Bo qua ngay bon vi ngai soan sai, trong khi soan sai trén phiéu cii khong ai bi anh
hudng. Chép dap an ciia dong nghiép ma khong ghi ngay hoi, vai thang sau chinh sach ddi thi
s thanh sai.

Common mistakes: reading every policy without rewriting it in your own words, so nothing sticks
when a customer asks. Asking colleagues one scattered question at a time all week, which tires them
and leaves you forgetting the answers. Writing "don't know" without noting the situation the customer
was in. Skipping day four for fear of writing a wrong answer, when a wrong draft on an old ticket
affects nobody. Copying a colleague's answer without noting the date, so the handbook turns wrong
once the policy changes.

MEO / TIP — Cubi mdi ngdy danh mudi phut doc lai trang ctia ngdy d6 va sira chir cho gon.
Doc lai hai lan thi nh6 1au hon doc mot 1an dai.

At the end of each day, spend ten minutes rereading that day's page and tightening the wording. Two
short reviews stick better than one long read.

1.9. Bai thwe hanh c¢6 hwéng din — 1.9. Guided practice exercises

Bai 1. Tinh ba chi s6 ciia mot ngay 1am viéc — Exercise 1. Calculate three metrics for one
working day

Ho6m nay ban xir Iy 10 phiéu. Thoi gian phan hdi dau tién (phat): 5, 12, 8, 20, 15, 6, 9, 30,
10, 5. C6 7 phiéu xong ngay trong lan lién hé dau, 3 phiéu phai lién hé lai. C6 8 khach
chdm diém hai long theo thang 1 dén 5: 5,4, 5,3,4,5,2, 4. Muc tiéu cong ty: phan hoi
trung binh khong quéa 15 phut, giai quyét ngay lan dau tir 75%, diém hai long trung binh
tir 4,0. Hay tinh ba chi s, n6i chi s6 nao chua dat va can thém may phiéu xong ngay lan
dau.
Today you handled 10 tickets. First response times in minutes: 5, 12, 8, 20, 15, 6, 9, 30, 10, 5.
Seven tickets were solved in the first contact and 3 needed a follow-up. Eight customers rated

satisfaction on a 1 to 5 scale: 5, 4, 5, 3, 4, 5, 2, 4. Company targets: average response within 15
minutes, first-contact resolution of at least 75%, average satisfaction of at least 4.0. Calculate
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the three metrics, say which one misses its target and how many more tickets needed to be solved
in the first contact.

1. Cong thoi gian phan héi: 5+ 12+ 8 +20+ 15+ 6+ 9 + 30 + 10 + 5 = 120 phut. Chia
cho 10 phiéu ra trung binh 12 phut.
Add the response times: 5+ 12+ 8+ 20+ 15+ 6+ 9+ 30+ 10 + 5 = 120 minutes. Divide
by 10 tickets to get an average of 12 minutes.

2. Giai quyét ngay 1an dau = s6 phiéu xong ngay lan dau chia téng sb phiéu=7/10 =
70%.

First-contact resolution = tickets solved in the first contact divided by all tickets = 7/ 10 =
70%.

3. Cong diém hai long: 5+ 4 + 5+ 3 + 4 + 5+ 2 + 4 = 32. Chia cho 8 khach ra trung
binh 4,0.
Add the satisfaction scores: 5 +4 +5+ 3+ 4+ 5+ 2+ 4 =32 Divide by § customers to
get an average of 4.0.

4. So v6i muc tiéu: 12 phat khong qua 15 phut nén dat; 4,0 bang murc 4,0 nén dat; 70%
thap hon 75% nén chua dat.
Compare with the targets: 12 minutes is within 15 so it passes, 4.0 equals the 4.0 target so it
passes; 70% is below 75% so it misses.

5. Tinh s6 phiéu can c6: 75% ctia 10 phiéu 12 7,5, ma phiéu 1a s6 nguyén nén can it nhat
8 phiéu xong ngay 1an dau, tirc thém 1 phiéu so véi hém nay.
Work out the tickets needed: 75% of 10 tickets is 7.5, and tickets are whole numbers, so at
least 8 had to be solved in the first contact, which is I more than today.

6. Két qua: phan hoi 12 phuat (dat), giai quyét ngay lan ddu 70% (chua dat, cAn thém 1
phiéu), hai long 4.0 (dat).
Result: response time 12 minutes (met), first-contact resolution 70% (missed, 1 more ticket
needed), satisfaction 4.0 (met).

Bai 2. Phan loai bon yéu cau bu6i sang: tw lam, chuyén cap trén hay nho by phan
khac — Exercise 2. Sort four morning requests: handle yourself, escalate, or ask another
department

Quy dinh miu cta cong ty: d6i hodc hoan dén 500.000 dong, trong 7 ngay ké tir ngay
mua, thi nhan vién ty xt 1y. Vuot mic d6 thi chuyén truong nhom. Khach doa kién hoic
dang bao thi chuyén truong nhém ngay, khong xét s6 tien. Hoa don sai thi nho ké toan.
Bén yéu ciu: (a) doi 4o sai c& gia 320.000 dong, mua 3 ngay trudc; (b) doi hoan
1.800.000 dong cho may hong sau 5 ngdy; (c) doi hoan 450.000 dong va noi sé kién néu
hém nay chua xong; (d) hoa don xuét sai tén cong ty. Hiy xép timg yéu cau vao nhom
ding, néi 1o vi sao, va cho biét yéu cau (b) vuot murc tuy xt ly bao nhiéu tién.

Sample company rules: exchanges or refunds up to 500,000 dong, within 7 days of purchase, are
yours to handle. Anything above goes to the team leader. A customer threatening legal action or
press exposure goes to the team leader at once, whatever the amount. Wrong invoices go to
accounting. Four requests: (a) exchange a wrong-size shirt worth 320,000 dong, bought 3 days

ago, (b) refund of 1,800,000 dong for a machine that broke after 5 days; (c) refund of 450,000
dong with a threat to sue if it is not settled today, (d) invoice issued under the wrong company
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name. Sort each request into the right group, explain why, and state by how much request (b)
exceeds your own limit.

1. Yéu cau (a): 320.000 déng khong qua 500.000 dong va méi 3 ngay, trong han 7 ngay,
nén ban tu xir 1y: 1ap phiéu doi hang va bao kho chuén bj 4o dung c&.
Request (a): 320,000 dong is under 500,000 dong and only 3 days old, within the 7-day
window, so you handle it: open an exchange ticket and tell the warehouse to prepare the
right size.

2. Yéu ciu (b): 1.800.000 dong vugt mirc. Tinh phan vuot: 1.800.000 — 500.000 =
1.300.000 dong. Ban ghi du phiéu, nhd k¥ thuat xac nhan 16i, rdi chuyén trudng
nhom.

Request (b): 1,800,000 dong is over the limit. The excess is 1,800,000 — 500,000 =
1,300,000 dong. You complete the ticket, ask technical staff to confirm the fault, then pass it
to the team leader.

3. Yéu cau (c): sb tién 450.000 ddng nam trong mirc ctia ban, nhung khach doa kién nén
phai chuyén truong nhom ngay, kém toan bo 15i khach da noi.
Request (c): 450,000 dong is within your limit, but the customer threatens legal action, so it
goes to the team leader at once, with everything the customer said.

4. Yéu cau (d): 18i hoa don thudc ké toan. Ban ghi lai tén cong ty ding va ma sd thué
khach cung cap, gtri ké todn va bao khach khi nao nhan hoa don mai.
Request (d): invoice errors belong to accounting. You record the correct company name and

tax code from the customer, send them to accounting and tell the customer when to expect
the new invoice.

5. Két qua: ty lam (a); chuyén truéng nhom (b) va (c); nhd ké toan (d); (b) vugt mirc
1.300.000 ddng.

Result: handle yourself (a); escalate to the team leader (b) and (c),; ask accounting (d);
request (b) exceeds the limit by 1,300,000 dong.

Bai 3. Lap phiéu va tinh han xir Iy cho mét khiéu nai giao thiéu hang — Exercise 3.
Open a ticket and calculate the deadline for a short-delivery complaint

Tht Hai lac 9:10, khach Tran Minh Anh goi bao don DH2048 dat 3 hop nhung chi nhan
2 hop. Cong ty quy dinh: phan hdi dau tién trong 15 phut, xir Iy xong trong 24 gid lam
viéc. Ngay lam viéc tir 8:00 dén 17:00, nghi trua 12:00 dén 13:00, 1am tir thtr Hai dén tha
Sau. Hay lap phiéu gom cac thong tin can ghi, xép trang thai theo vong doi vu viéc, roi
tinh gi® phan hdi mudn nhat va han xu 1y.

On Monday at 9:10, customer Tran Minh Anh calls to say order DH2048 was for 3 boxes but
only 2 arrived. Company rules: first response within 15 minutes, resolution within 24 working
hours. The working day runs 8:00 to 17:00 with a lunch break from 12:00 to 13:00, Monday to

Friday. Open the ticket with the details to record, put the statuses in lifecycle order, then
calculate the latest first-response time and the resolution deadline.

1. Ghi vao phiéu: tén khach, sb dién thoai, md don DH2048, kénh lién hé (dién thoai),
gid nhan 9:10 thir Hai, mo ta (dat 3 hop, nhan 2 hop), mong mudn cia khach va
nguoi phu trach 1a ban.

Record on the ticket: customer name, phone number, order code DH2048, contact channel
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(phone), time received 9:10 Monday, description (ordered 3 boxes, received 2), what the
customer wants, and you as the owner.

2. Xép trang thai theo thtr ty: M6i, Pang xir Iy (ban kiém tra don), Chd kho (kho xac
nhan con hang va giri bu), Pa giai quyét (khach nhan du), Pong (khach xac nhan
hozc hét thoi gian cho).

Order the statuses: New, In progress (vou check the order), Waiting for warehouse

(warehouse confirms stock and ships the missing box), Resolved (customer received
everything), Closed (customer confirms or the waiting period ends).

3. Gio phan hdi mudn nhat: 9:10 + 15 phat = 9:25 tht Hai.
Latest first response: 9:10 + 15 minutes = 9:25 Monday.

4. Tinh gid 1am con lai ngay thir Hai: tir 9:10 dén 12:00 14 2 gid 50 phat, tir 13:00 dén
17:00 13 4 gio, cong lai 6 gid 50 phiat. Mdi ngay du c6 8 gid 1am viéc.

Count the working time left on Monday: 9:10 to 12:00 is 2 hours 50 minutes, 13:00 to 17:00
is 4 hours, giving 6 hours 50 minutes. A full day has 8 working hours.

5. Cong don: thir Hai 6 gio 50 phut, thém thir Ba 8 gio thanh 14 gio 50 phut, thém tha
Tu 8 gi¢ thanh 22 gio 50 phat. Con thiéu 24 gio — 22 gio 50 phut =1 gio 10 pht,
tinh tir 8:00 thir Nam ra 9:10.

Add up: Monday 6 hours 50 minutes, plus Tuesday 8 hours makes 14 hours 50 minutes, plus

Wednesday 8 hours makes 22 hours 50 minutes. The shortfall is 24 hours — 22 hours 50
minutes = 1 hour 10 minutes, counted from 8:00 Thursday, which gives 9:10.

6. Két qua: phan hdi mudn nhat 9:25 thi Hai; han xtr Iy 9:10 thir Nam.
Result: latest first response 9:25 Monday; resolution deadline 9:10 Thursday.

1.10. Cau héi ty luan va dan y tra loi — 1.10. Essay questions and answer outlines

Cau 1. M ta hanh trinh ciia mgt khach tir liic héi gia dén sau khi mua, va néu &
mdi giai doan ban lam gi dé khach khong bé di hoiic quay lai mua tiép.

Question 1. Describe a customer's journey from asking the price to after the purchase, and say
what you do at each stage so the customer does not walk away or comes back to buy again.

« Néu céc giai doan theo tht ty: hoi gia va tim hiéu, quyét dinh mua, nhan hang, sau khi
mua.
List the stages in order: asking the price and researching, deciding to buy, receiving the
goods, and after the purchase.

* Giai doan hoi gia: tra 101 nhanh, rd, du thong tin, hoéi khach con ban khoan gi thay vi
¢p mua.
Price-asking stage: answer quickly, clearly and completely, and ask what still worries the
customer instead of pushing a sale.

« Giai doan nhan hang va sau mua: kiém tra khach da nhan du chua, nhic kénh hd tro,
xtr Iy sém 16i hodc khiéu nai.
Delivery and after-sale stage: check the customer received everything, remind them of the
support channel, and deal early with faults or complaints.
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« Ghi moi 1an lién hé vao phiéu dé ngudi khac tiép néi ma khong hoi lai khach tir dau.
Log every contact on the ticket so a colleague can continue without asking the customer to
start over.

Cau 2. Ban mdéi vao lam, chua ai kém. Hay trinh bay cach ban tu hoc cong ty trong
tudn dau va nhirng thir ban phai nim trwéc khi nhan yéu ciu that.

Question 2. You have just started and nobody is coaching you. Explain how you teach yourself
the company in the first week and what you must know before taking real requests.

« Lap danh sach san pham, gia, chinh sach d6i tra va thoi han quy dinh, ghi lai & mot
chd dé tra.

Make a list of products, prices, the return policy and set deadlines, and keep it in one place
that is easy to check.

« Xac dinh nguoi can hoi & kho, ké toan, k¥ thuat, ban hang va cach lién hé ting ngudi.
Find out who to ask in the warehouse, accounting, technical and sales teams, and how to
reach each one.

« Xem cac phiéu cii di dong dé thiy cach viét, cach xir Iy va cac 16i khach hay gap.
Read closed tickets to see how they are written, how they were handled and which problems
customers raise most often.

« Biét rd mirc ban dugc tu quyét va trudng hop phai chuyén cap trén, nghe trude vai
cudc goi hodc doc vai thu mau.

Know exactly what you may decide alone and when to escalate, and listen to a few calls or
read a few sample replies first.

1.11. Cau héi tric nghiém — 1.11. Multiple-choice questions

1. Mot khach giri thu khiéu nai viét vé viéc nhan hang sai. Nguoi chi yéu thu thap ho so
16i soan thu tra 101 1a ai?
A customer sends a written complaint about receiving the wrong goods. Who mainly gathers
the records and drafis the reply?
A. Nhan vién kho, nguoi dong goéi hang / The warehouse worker who packs the goods

B. L& tan, ngudi don khach va chi dudng trong cong ty /| The receptionist, who greets
visitors and directs them around the company

C. Nhén vién ban hang di chdt don / The salesperson who closed the order
D. Nhan vién thu tin khiéu nai / The complaint correspondence clerk

2. Trong 40 phiéu ctia mot tuan, c6 30 phiéu xong ngay trong 1an lién hé dau. Ti 1¢ giai
quyét ngay lan dau 1a bao nhiéu?
Out of 40 tickets in a week, 30 were solved in the first contact. What is the first-contact
resolution rate?

A. 90%
B. 25%
C.75%
D. 30%
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3. Ban d4 tra 16i khach nhung dang cho kho xac nhan ton hang. Nén xur 1y phiéu thé nao?
You have replied to the customer but are waiting for the warehouse to confirm stock. What
should you do with the ticket?

A. Giit phiéu md, ghi chii dang chd kho va hen gio kiém tra lai / Keep the ticket
open, note that it is waiting for the warehouse and set a time to check again

B. DPong phiéu ngay dé sb phiéu ton trong it di /| Close it right away so the open-ticket
count looks smaller

C. Xoa phiéu va tao phiéu méi khi kho tra 161 / Delete it and create a new one when
the warehouse answers

D. Dé khach tu goi lai khi can / Leave it to the customer to call back when needed

4. Khach doi hoan sb tién vuot mirc ban duoc tu quyét. Vi¢c dung 1a gi?
A customer demands a refund above the amount you may approve alone. What is the right
action?
A. Tir chdi thang vi khong @t quyén / Refuse flatly because you lack authority
B. Ghi du phiéu, chuyén truong nhom va bao khach thoi han s& c6 tra 10i
Complete the ticket, pass it to the team leader and tell the customer when to expect an
answer
C. Ty duyét dé khach hai long nhanh / Approve it yourself so the customer is happy
quickly
D. Hira v6i khach 1a chic chin duoc hoan rdi méi chuyén / Promise the customer a
sure refund and pass it on afterwards

5. Khach hoi gia mot san pham rdi im lang hai ngay. Cach 1am hop véi hanh trinh cta
khach 1a gi?
A customer asked the price of a product and has been silent for two days. Which approach
fits the customer journey?

A. Nhian mot 1an, hoi khach con can thong tin gi va néu sin diém khach co thé ban
khoan / Send one message asking what else the customer needs and naming the points
they may be unsure about

B. Goi lién tuc mdi gio cho t6i khi khach tra 161 /| Call every hour until the customer
answers

C. Gui ngay ma giam gia 16n ma khong hdi gi / Send a big discount code at once
without asking anything

D. Cho khach tu quay lai, khong lam gi thém / Wait for the customer to return and do
nothing more
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6. Khach bao hoa don xuat sai tén cong ty. Ban nén chuyén viéc cho bd phan nao va kém
gi?
A customer reports an invoice issued under the wrong company name. Which department
gets the task, and what do you send with it?

A. K¥ thuat, kém mé ta 18i san pham / Technical staff. with a description of the
product fault

B. K& toan, kém tén cong ty diing, ma sd thué va sb hoa don / Accounting, with the
correct company name, tax code and invoice number

C. Ban hang, kém bang gid m&i / Sales, with the new price list

D. Kho, kém dia chi giao hang / The warehouse, with the delivery address
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Chuong 2. Giao tiép v6i khach: 161 noi, giong va cach nghe -
Chapter 2. Talking with Customers: Words, Voice and Listening

Muc tiéu chwong — Chapter objectives

« Nhic lai 16i khach bang 16i ciia minh va héi xac nhan trude khi xir Iy
Restate what a customer said in your own words and check you got it right before you act.

« Tl chéi yéu ciu cua khach theo ba phan: cong nhan cam xtc, néu 1y do ngan, dua ra
viéc ban lam duogc
Decline a request in three parts: acknowledge the feeling, give a short reason, offer what you
can do.

* Viét tin nhan ngén va chinh cach néi cho khach cao tudi, khach khiém thinh, khach
nudc ngoai
Write short messages and adjust how you speak for older customers, deaf or hard-of-hearing
customers, and customers from abroad.

2.1. Ling nghe chii dong va nhic lai dé chic hiéu ding — 2.1. Active listening and

confirming what you heard

Lang nghe chu dong 1a nghe dé hiéu, ch khong nghe dé cho téi luot minh néi. Giéng
nhu ban nho ban than chép gitp dia chi nha hang: nguoi dang tin s€ doc lai dia chi cho
ban nghe trudc khi cat but. Véi khach, bude doc lai éy goi la nhéc lai béng 161 minh. N6
gitip ban tranh xir Iy nham van dé va gitip khach thiy minh duoc tiép nhan.

Active listening means listening to understand, not waiting for your turn to talk. Think of a friend
who copies down a restaurant address for you and reads it back before putting the pen away.
With customers, that read-back is called paraphrasing: you repeat what you heard in your own
words. It stops you from solving the wrong problem and shows the customer they were taken in.

Khach dang buc thuong ké 1on xon: nhd gi ndi nay, chuyén nhd di trude, chuyén chinh
nam cudi. Viéc cua ban 1a gom dong ay thanh vai y rd rang roi dua lai cho khach kiém
tra.

Upset customers tend to tell a story out of order: whatever comes to mind first, small details up
front, the real problem at the end. Your job is to gather it into a few clear points and hand them
back for the customer to check.

Chuan bi rat it: mot cdy but va td gidy, hodc 6 ghi chii trong phan mém quan 1y khach
hang; tai nghe deo vira tai; va thoi quen khong mo thém cira s6 khac khi dang nghe.

You need very little: a pen and paper, or the notes field in your customer management software;
a headset that fits well; and the habit of not opening other windows while you listen.

Cac buéc nghe va nhac lai — Steps for listening and confirming

1. Pé khach noi hét y. Khong chen vao, ké ca khi ban di doan dugc phan con lai. Chi
dap nhiing tiéng nho nhu "vang", "da" dé khach biét ban con nghe.
Let the customer finish. Do not cut in, even if you think you know the rest. Use only small
sounds like "I see” or "mm-hm" so they know you are still there.
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2. Vira nghe vira ghi tir khoa, khong chép nguyén cau. Tir khoa 1a nhitng méanh quyét
dinh viéc xtr Iy: ngay thang, s6 tién, tén moén hang, tinh trang 161, diéu khach mudn.
Mbi y chi vai chi.

Write keywords as you listen, not full sentences. Keywords are the pieces that decide how

you handle the case: dates, amounts, product names, the fault, and what the customer wants.
A few words per point.

3. Chd khach ding han. Néu khach im vai gidy, dém nham dén ba rdi hay néi, vi co thé
khach dang nhé thém.
Wait until the customer has really stopped. If there is a pause, count to three in your head
before speaking, since they may be remembering something else.

4. Nhic lai bang 10i ctia ban, goi trong ba dén bén y. Di theo th tu: chuyén gi xay ra,
khach muén gi, han chét néu cé. Giit nguyén sd, ngay va tén nhu khach noi.
Repeat it in your own words, packed into three or four points. Follow this order: what

happened, what the customer wants, and the deadline if there is one. Keep numbers, dates
and names exactly as the customer gave them.

5. Hoi xac nhan bang mot cau ngan, vi du "Em hiéu vy c6 ding khong a?". R6i im lang
dé khach tra 1oi.
Ask for confirmation with one short question, such as "Have I got that right?" Then stay
quiet and let the customer answer.

6. Néu khéch sira, ghi lai chd stra va nhéc lai dung chd d6 mot 1an nita. Khi khach noi
"ding r6i", m&i chuyén sang giai quyét.
If the customer corrects you, note the change and repeat just that part again. Once they say
"ves, that's it", move on to solving the problem.

Nhic lai chua phai 1a cam két. Cau "Em hiéu 14 chi can d6i may méi" chi néi ban da nghe
thé nao. Loi hira nhu "em d6i ngay cho chi" nén chd dén khi ban kiém tra xong don hang,
kéo hura xong lai khong lam dugc.

Repeating back is not a promise. "l understand you need a replacement"” only says what you

heard. A promise such as "I'll swap it right away" should wait until you have checked the order,
so you do not promise something you cannot deliver.

VI DU/ EXAMPLE — Chj Hanh goi dén, ké: "Cai anh shipper hom qua noi chuyén khé nghe
1am, ma théi. T6i mua cai may xay dé ting me, sinh nhat me ngay 12. Dit ngay 3, hen giao
ngdy 5, dén ngay 8 méi c6 hang. M ra thi ndp cdi bi nirt. Hom qua toi goi hai 14n ma chang
ai tra 1o1. T61 khong cAn hoan tién, t6i cAn cai maGi." Ban ghi tir khoa: dat 3, hen 5, nhan §, nép
cdi nit, d6i may mai, can trude 12. Rdi ndi: "Em nhic lai dé chic em hiéu dtng nhé chi. Chi
dit may xay ngay 3, hen giao ngay 5 nhung ngay 8 méi nhan, va nip cdi bi nirt. Chi mubn ddi
sang may mdi, khong hoan tién va can nhan trudc ngay 12 dé ting me. Em hiéu vay c6 ding
khong a?" Chi dap: "Dung r01 ma cai hop ciing bi rnop nira." Ban ghi thém "hop mop", nhic
lai: "Da, hdp mop va nap cbi ntt. Em xin 15i chi vi lan giao nay " Chi sau d6 ban mai hoi chi
s6 don hang dé kiém tra. Mot phut nhéc lai dd gom bay chi tiét réi thanh mot yéu cau rd, va
con bit duoc chi tiét chi quén néi lic dau.

Ms. Hanh calls and says: "That delivery guy yesterday was rude, but never mind. I bought a blender
as a gift for my mother, whose birthday is on the 12th. I ordered on the 3rd, delivery was promised for
the 5th, and it only arrived on the 8th. I opened it and the jar lid is cracked. [ called twice yesterday
and nobody picked up. I don't want a refund, [ want a new one." You write keywords: ordered 3rd,
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promised 5th, received 8th, lid cracked, new blender, needed by 12th. Then you say: "Let me repeat
that so I'm sure I understood. You ordered the blender on the 3rd, it was promised for the 5th but
arrived on the 8th, and the jar lid is cracked. You want a replacement, not a refund, and you need it
before the 12th for your mother's birthday. Is that right?" She answers: "Yes, and the box was dented
too." You add "box dented" and repeat: "The box was dented and the lid is cracked. I'm sorry about
this delivery."” Only then do you ask for the order number to check. One minute of repeating turned
seven tangled details into one clear request, and caught a detail she had forgotten to mention.

Vi DU/ EXAMPLE — Anh Long goi, n6i nhanh: "Thang nay toi bi trir tién hai lan. Ngay 5
trir 199.000 ddng, ngay 6 lai trir 199.000 dong nita. Goi cta t6i chi c6 mot 1an thoi. Téi mubn
lay lai khoan trir thira." Ban ghi: trir 2 14n, ngay 5: 199.000, ngdy 6: 199.000, doi lai khoan
thira. Ban nhic: "Anh bi trir hai lan, mdi 1an 199.000 dong, vao ngay 5 va ngay 6. Anh mudn
nhan lai khoan trir thira. Em hiéu dang chua a?" Anh dép: "Gan ding. Lan ngay 6 14 99.000
chtr khong phai 199.000." Ban stra ghi cht thanh ngay 6: 99.000 va doc lai riéng chd d6: "Da,
ngdy 6 13 99.000 dong." Anh ndi "dang rdi". Néu ban bd qua budc ndy, ban s& di tra nham
mot khoan 199.000 ddng khong cé that.

Mpr. Long calls and talks fast: "This month I was charged twice. On the 5th it took 199,000 dong, and
on the 6th it took 199,000 dong again. My plan only bills once. [ want the extra charge back." You
write: charged twice, 5th: 199,000, 6th: 199,000, wants extra refunded. You repeat: "You were
charged twice, 199,000 dong each time, on the 5th and the 6th. You want the extra charge returned.
Have I got that right?" He answers: "Nearly. The one on the 6th was 99,000, not 199,000." You
change your note to 6th: 99,000 and read back just that part: "The 6th was 99,000 dong." He says
"that's it". Had you skipped this step, you would have gone looking for a 199,000 charge that does not
exist.

LOI HAY GAP / COMMON MISTAKE — Ngit 16i khi khach dang ké, vi nghi minh biét
r0i. Khach s& buc hon va ban dé bo sét chi tiét nam & cudi.

Interrupting because you think you already know. The customer gets more irritated, and you miss the
detail that comes at the end.

LOI HAY GAP / COMMON MISTAKE — Nhic lai nhu con vet, 13p tirng cau cua khach.
Céch nay dai, nghe gia va khong chimg minh ban hiéu. Hiy gom thanh ¥.

Parroting every sentence back. It is long, sounds fake, and does not prove you understood. Group the
content into points.

LOI HAY GAP / COMMON MISTAKE — Thém ¥ ctia minh vao phan t6m, vi du "chic do
bén kho lam 4u". Ban chi dugc nhic diéu khach da noi.

Slipping your own guesses into the summary, such as "the warehouse must have been careless".
Repeat only what the customer said.

LOI HAY GAP / COMMON MISTAKE — Hoi xac nhan xong lai néi tiép ludn, khong cho
khéch tra 161. Khach chua kip stra thi ban da di sai hudng.

Asking for confirmation and then talking on without waiting for the answer. The customer cannot
correct you, and you head off in the wrong direction.

LOI HAY GAP / COMMON MISTAKE — Nhic lai qua dai, ndm sdu y mdt hoi. Khach
nghe khong kip nén gat dai. Néu c6 nhiéu viéc, chia hai luot: nhic va xac nhan viéc thir nhat,
rdi méi sang viée thir hai.

Reading back too much, five or six points in one breath. The customer cannot follow and just nods. If
there are many issues, split them: repeat and confirm the first, then move to the second.
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MEO / TIP — Con sd, ngay va tén 1a chd sai dat nhat. Khi nhéc lai, doc dang timg sé khach
d3 noi, rdi ghi ngay vao hd so.

Numbers, dates and names are where mistakes cost the most. When you repeat them, say each one
exactly as given, then write it into the record straight away.

MEO / TIP — Khi nghe qua dién thoai, khach khong thay ban dang ghi chép nén khoang im
lang dé gy hiéu 1am. Hay n6i mot cau ngin nhu "Em dang ghi lai, chi c noi tiép a".

On the phone the customer cannot see you taking notes, so silence can feel like you have stopped
listening. Say one short line such as "I'm noting this down, please go on."

PHAI THUQC / MEMORISE — Nghe hét, ghi tir khéa, nhic lai bang 16i minh, hoi "dting
chua", réi méi xir 1y.
Hear it all, note keywords, repeat in your own words, ask "is that right", and only then start solving.

2.2. Cau héi mé va cau héi dong dé tim dung van dé — 2.2. Open and closed

questions to find the real problem

Cau hoi mo 1a cau khach phai tra 101 béng ca mdt doan, nhu "Chuyén xdy ra thé nao a?".
Cau hoéi dong chi can mot chit "co", "khong" hoac mdt con s6, nhu "Ban mua hom nao?".
Hay nghi t6i luc di kham. Bac si hoi "Ban thdy dau thé nao?" dé nghe ké, roi hoi "Pau tir
hém qua dung khong?" dé chét. Ban lam chiam soc khach hang ciing vay.

An open question is one the customer answers with a few sentences, like "What happened?" A
closed question needs only "yes", "no" or one fact, like "What day did you buy it?" Think of a
doctor's visit. The doctor asks "How does it hurt?" to hear the story, then "Has it hurt since
vesterday?" to pin it down. Your job works the same way.

Khi nao héi mé, khi nao héi dong — When to ask open, when to ask closed

Hoéi mo khi ban chua biét van dé nam & dau. Khach thuong néi mot cdu mo hd nhu "may
hong r6i". Cau d6 chua cho ban biét gi dé xir Iy. Mot cau hoi mo s& dé khach tu ké, va
trong 151 ké hay c6 chi tiét ban khong nghi téi.

Ask open questions when you don't yet know where the problem is. Customers often say
something vague like "it's broken". That tells you nothing you can act on. An open question lets

them tell the story, and the story often contains details you would never have thought to ask
about.

Hoi dong khi ban can mot dit kién chinh xac dé tra ciru hodc xac nhan: mi don, ngay
mua, sé dién thoai dit hang, mau sic, dén sang hay tit. Cau dong nhanh va kho tra 10i lac
dé. Nhung n6 chi dao duge ding chd ban di nghi t6i.

Ask closed questions when you need an exact fact to look something up or confirm it: order
number, purchase date, the phone number used for the order, a colour, whether a light is on or
off. Closed questions are quick and hard to answer off-topic. But they only dig where you
already thought to dig.

Cau hoi mé khong c6 nghia 14 cau dai. N6 thuong bat dau bang "thé nao", "chuyén gi",
"ban da thir gi". Cau dong hay bat dau bang "co... khong", "bao nhiéu", "hém nao". Néu
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ban hoi dong ma khach chi dap cut lun, "u", "khong biét", do6 1a lic nén mao lai bang mot
cau hoi mé nhd.

" om

An open question isn't a long question. It usually starts with "how", "what happened" or "what
have you tried". Closed questions often start with "is", "did", "how many" or "which day". If you
ask a closed question and get a flat "yeah" or "don't know", that is your cue to reopen with a
small open question.

Cach di tir mé sang dong — Moving from open to closed

1. M6 dau bang mot cau hoi mé, gon, vé viée vira xay ra: "Ban ké giup minh lic d6 may
nhu thé nao a?" Ro6i dé khach noi hét, ding ngat.

Start with one short open question about what just happened: "Could you tell me what the
device did?" Then let the customer finish without cutting in.

2. Nhic lai ¥ chinh bang 10i ctia ban dé chic minh hiéu ding: "Vay 13 ban bAm ngudn
ma may khong cé phan ung gi, dung khong a?"

Repeat the main point in your own words to check you understood: "So you press the power
button and nothing reacts, is that right?"

3. Chuyén sang cau hoi dong dé thu hep, mdi 1an chi hoi mot cau va cho tra 151 xong
m&i hoi tiép.

Switch to closed questions to narrow things down. Ask one at a time and wait for the answer
before the next.

4. Khi cau déng cho ra chi tiét la hodc ngd cut, quay lai mgt cau hoi mo nho: "Trude khi
bi vay c6 chuyén gi khac thuong khong a?"

When a closed question brings up something odd, or hits a dead end, go back to a small
open question. "Did anything unusual happen before this started?"

5. Cudi cung, chét gidy to bang cau dong: ma don, ngdy mua, noi mua. Ghi timg dit kién
vao phiéu ngay khi khach noi.

Finally, confirm the paperwork with closed questions: order number, purchase date, place of
purchase. Write each fact into the ticket as the customer says it.

Vi DU / EXAMPLE — Khach goi: "Cai may tinh dé ban nha minh bat khong 1én." Ban hoi
maé: "Ban ké gitip minh khi bAm nut ngudn thi thay gi a?" Khach: "Chang c6 dén nao sang,
quat ciing im." Ban nhic lai, rdi hoi dong timg cau. "Bén trén 6 cim dién c6 sang khong?"
Khach: "Co." "Day ngudn cam chit ca hai dau chwa a?" Khach: "Pau phia may hoi long."
Ban huéng dan cdm lai, khach thir ma may van tat. Ban hoi tiép: "Cong tic & phia sau thing
may dang & vi tri I hay O a?" Khach: "O." Ban bao gat sang I, may 1én nguon. Néu may van
khong 1én, ban hoi mé lai: "Trude d6 nha ban c6 mit dién hay di chuyén may khong a?" Sau
cung ban chét: "Ban cho minh ma don nhé. Ban mua hom nao a?" Két qua: nguyén nhén 1a
day 10ng cong cong tic dang tat, xir Iy duoc ngay qua dién thoai, khong phai doi hay sira may.
The customer calls: "My desktop computer won't turn on.” You ask openly: "Could you tell me what
you see when you press the power button?" Customer: "No lights, and the fan is silent.” You repeat it
back, then ask closed questions one by one. "Is the light on the wall socket on?" Customer: "Yes." "ls
the power cable firmly plugged in at both ends?" Customer. "The end at the computer is a bit loose."”
You guide them to reseat it, but the machine stays off. You ask: "Is the switch on the back of the case
at I or O?" Customer: "O." You tell them to flip it to I, and the machine starts. If it had still failed, you
would go back to an open question: "Was there a power cut, or did you move the machine
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beforehand?" At the end you confirm: "Could I have the order number? What day did you buy it?"
Result: a loose cable plus a switch left off, fixed over the phone with no exchange or repair needed.

Vi DU / EXAMPLE — Mbt vi du khéc, qua tin nhén. Khach viét: "Pon caa minh giao sai
roi." Ban hoi mé: "Ban cho minh biét don giao sai nhu thé nao a?" Khach: "Minh dit 4o xanh
ma nhan 40 den." Ban nhic lai: "Vay la ban dat 4o xanh nhung nhén 4o den, ding khong a?"
Khach: "Dung." Rdi ban hoi dong timg cau. "Ao con nguyén tem khong a?" "Con." "Ban
nhén hang hom nao a?" "Hom qua." "Ban chyp giup minh tem 4o va vé hop dugc khong a?"
Khach gtri anh. Ban ghi vao phiéu: mau dat xanh, mau nhan den, con nguyén tem, nhan hom
qua, da c6 anh. Két qua: phiéu du dir kién dé chuyén bo phan doi hang, khach khong phai ké
lai 1an hai.

Another example, over chat. The customer writes: "My order was delivered wrong." You ask openly:
"Could you tell me what was wrong with it?" Customer: "I ordered a blue shirt and got a black one."
You repeat it: "So you ordered a blue shirt but received a black one, is that right?" Customer: "Yes."
Then you ask closed questions one at a time. "Is the tag still attached?" "Yes." "What day did you
receive it?" "Yesterday." "Could you photograph the tag and the box?" The customer sends the
photos. You note on the ticket: colour ordered blue, colour received black, tag attached, received
yesterday, photos attached. Result: the ticket has enough facts to pass to the exchange team, and the
customer never has to tell the story twice.

MEO / TIP — Hoi dong theo thir tyr tir dé kiém tra nhat dén khé nhét: 6 cam, day, cong tic roi
méi dén linh kién bén trong. Khach lam dugc ngay va ban tiét kiém duge cude sira chita.
Order your closed questions from easiest to hardest to check: socket, cable, switch, and only then
inner parts. The customer can do each at once, and you may save a repair.

MEO / TIP — Khi khach lung ting hodc néi "khong biét", dimg hoi don. Pua sin vai lwa
chon dé ho chi viéc chon: "Pén dang sang, nhap nhay hay tit a?" Khach khong ranh ky thuat
thuong tra 101 dugc kiéu nay.

When the customer hesitates or says "l don't know", don't press. Offer a few choices so they only have
to pick: "Is the light on, blinking or off?" Customers who aren't technical can usually answer this way.

LOI HAY GAP / COMMON MISTAKE — Hoi don ba bbn ciu mét hoi. Khach chi nhé cau
cudi va tra 16 1éch. Hay hoi mot cau r0i cho.

Firing off three or four questions in one breath. The customer remembers only the last and answers
off target. Ask one, then wait.

LOI HAY GAP / COMMON MISTAKE - Dit ciu dong c6 san dap an, nhu "Chéic ban
quén cim dién dung khong?". Khach thay bi trach, hodc gét bira cho xong. Hiy hoi trung tinh:
"Day ngudn dang cam thé nao a?"

Using a closed question with the answer built in, like "You probably forgot to plug it in, right?" The
customer feels blamed or just nods to end it. Ask neutrally: "How is the power cable connected?"

LOI HAY GAP / COMMON MISTAKE — Héi "Tai sao ban 1am vay?". Cau nay nghe nhu
chit van. Ddi thanh "Luc d6 ban da thu gi roi a?".

Asking "Why did you do that?" It sounds like an interrogation. Change it to "What had you already
tried at that point?"

LOI HAY GAP / COMMON MISTAKE — Poi mi don ngay ciu dau khi khach con dang
buc. Hay nghe khach ké trude, xin gidy to sau.

Demanding the order number in your first sentence while the customer is still upset. Let them tell the
story first, then ask for the paperwork.
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LOI HAY GAP / COMMON MISTAKE — Chi héi déng tir dau dén cudi. Ban chi nghe
dugc nhimng gi minh d3 doan trudc, nén dé bé sot nguyén nhan that ma khach chwa kip ké.
Using only closed questions from start to finish. You hear only what you already guessed, so you can
miss the real cause the customer never got a chance to mention.

2.3. Loi chao, cach xung ho va cau két thiic — 2.3. Greetings, forms of address and

closing lines

Loi chao mo dau mot cude tiép xuc, cau két dong no6 lai. Khach nhé hai chd nay rd nhat,
giong nhu lic bude vao va bude ra khoi mot quan an. Chao 4m va rd thi khach yén tim
n6i tiép. Két rd thi khach biét viéc ciia minh sé& di ti dau.

A greeting opens a contact and a closing line ends it. Customers remember these two moments

best, like walking into and out of a restaurant. A warm, clear greeting puts them at ease. A clear
closing tells them where their issue goes next.

Chon cach xung hoé — Choosing how to address the customer

Tiéng Vi¢t khong c6 mdt cap "tdéi — ban" dung dugc cho moi ngudi. Ban phai chon cédp
xung ho theo tudi va hoan canh. Chon sai thi khach thy xa cach, hodc thiy minh bi coi
nhe. Cip an toan nht khi chua rd: goi khach 1a anh hodc chi, xung em.

Vietnamese has no single "I — you" pair that fits everyone. You choose a pair of words based on

age and setting. A wrong choice makes the customer feel distant or disrespected. The safest pair
when you are unsure: call the customer anh or chi and refer to yourself as em.

1. Poan tudi qua giong néi, dang vé hoic nam sinh trong hd so. Khach 16n hon ban rd
rét thi goi anh hoac chi. Khach tam tudi cha me ban thi goi c0, cht hodc bac.
Estimate age from the voice, appearance or the birth year in the file. If the customer is
clearly older than you, use anh or chi. If they are around your parents' age, use co, chui or
bac.

2. Khach tré hon 6 rét, nhu hoc sinh, sinh vién: goi "ban" va xung "minh", néu cong ty
chap nhan phong cach than thién nay. Chua chac thi hoi truéng ca.

If the customer is clearly younger, such as a student, say "ban" and refer to yourself as
"minh", provided your company accepts this friendly style. If unsure, ask your shift lead.

3. Viéc trang trong, nhu khach 1a dai dién doanh nghiép hodc khiéu nai bang vin ban:
xung "t61", goi "anh" hoac "chi" kém tén. Trong thu, dung "quy khach".
For formal matters, such as a business representative or a written complaint, use "toi" for
yvourself and "anh" or "chi" with the name. In letters, use "quy khach".

4. Khong doan dugc tudi thi goi anh/chi va héi tén: "Em xin phép duoc goi anh/chi 1a gi
a?" Tu d6 goi theo tén, nhu anh Nam, chi Lan.
If you cannot guess the age, say anh/chi and ask for the name: "May I know what to call
you?" From then on use the name, such as anh Nam or chi Lan.

5. Khach tg xung thi theo khach. Khach néi "c6 1a Hanh" thi ban goi "c6 Hanh". Gitt
nguyén cip xung hd dén hét cudc, khong doi giira chimg.
If the customer names themselves, follow their lead. If they say "cé la Hanh", call them "co
Hanh'". Keep the same pair until the end and do not switch midway.
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Vi DU/ EXAMPLE — Ban 25 tudi. Khach goi dén, ho so ghi sinh nim 1964. Lay 2026 trir
1964 ra 62 tudi: hon ban 37 tudi va tam tudi cha me ban. Ban chon goi "bac" va xung "chau",
cach nguoi tré tw goi minh khi néi voi ngudi 16n tudi. Cau nodi: "Chau chao bac, chau 1a Mai ¢
Cong ty DBi¢n may Tan Phat. Chau gitp dugc gi cho bac a?"

You are 25. A customer calls, and the file shows a birth year of 1964. 2026 minus 1964 is 62: 37 years
older than you, around your parents' age. You choose "bac" for the customer and "chau" for yourself,
the word a younger person uses for themselves when speaking to an older one. You say: "Good
morning, I'm Mai from Tan Phat Electronics. How can [ help you?"

Cau chao c6 tén cong ty va tén ban — A greeting with the company name and your name
Cau chao di gdm bdn phan: 16i chio, tén cong ty, tén ban, 161 moi khach néi. Khach can
biét minh goi ding noi va dang noéi v4i ai. C6 tén ban thi khach d& goi lai, va ban ciing
thdy minh c6 trach nhiém hon.

A complete greeting has four parts: a salutation, the company name, your name and an
invitation to speak. The customer needs to know they reached the right place and who they are

talking to. Giving your name makes it easy for them to ask for you again, and makes you feel
more accountable.

1. N6i 101 chao, tén cong ty va tén ban 1ién mét hoi, giong cham va tuoi. Khi nghe di¢n
thoai, hdy mim cudi, vi khach nghe ra dugc nu cuoi trong giong nodi.
Say the salutation, company name and your name in one breath, slowly and warmly. On the
phone, smile: customers can hear it in your voice.

2. Ding mot nhip roi moi khach néi. Khach da mé 16 thi dimg noi chen vao.
Pause for a beat, then invite the customer to speak. Once they start talking, do not talk over
them.

3. Nghe hét y dau tién cua khach, khong ngat 1i, r6i méi héi thém.
Listen to the customer's first point to the end without interrupting, then ask follow-up
questions.

VI DU/ EXAMPLE — Quiy: "Em chao anh chi, em 1a Mai & Cong ty Pién may Tan Phat.
Em giup duoc gi cho minh a?" Khach da thiy bang hiéu nén ban ndi tén minh trudc ciing
dugc. Dién thoai: "Cong ty Dién may Tan Phat xin nghe, em 1a Mai. Em c6 thé giup gi cho
anh/chj a?" Khach khong thdy bang hiéu nén néi tén cong ty trude. Chat: "Chao anh/chi, em
12 Mai bén Dién may Tan Phat. Anh/chi cin em hd trg viée gi a?" Cau ngin dé khach doc kip.
At the counter: "Good morning, I'm Mai from Tan Phat Electronics. How can I help you?" The
customer can see the sign, so giving your name first works. By phone: "Tan Phat Electronics, Mai
speaking. How can I help you?" The caller cannot see a sign, so the company name comes first. In
chat: "Hello, I'm Mai from Tan Phat Electronics. What can I help you with?" Keep it short so the
customer can read it at a glance.

Ciu két hen bude tiép theo — A closing line that sets the next step

Két bang "cam on, chao anh" 1a chua di. Khach can biét ai lam gi, vao luc nao. Thiéu
diéu @6, ho sé& goi lai hoi, va ban mat thém mat cudc.

Ending with a plain "thank you, goodbye" is not enough. The customer needs to know who does
what, and when. Without that, they will call back to ask, and you lose another contact.
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1. Nhac lai viéc da lam hoac s€ 1am, trong mot cau.
Restate in one sentence what has been done or will be done.

2. Néu budc tiép theo: ai lam, vi¢c gi, trudc méc nao. Chi hira diéu ban chic 1am duoc.
State the next step: who does what, and by when. Promise only what you can deliver.

3. Hoi khach con can gi nita khong, roi cho khach tra 10i.
Ask whether they need anything else, then wait for the answer.

4. Cam on va chao, goi lai tén khach. Khi goi dién, dé khach ctp may trudc.
Thank them and say goodbye, using their name. On a call, let the customer hang up first.

Vi DU/ EXAMPLE — "Vay em s& giri phiéu bao hanh qua email cho chi trong chiéu nay,
true 17 gid. Bén ki thuat s& goi chi sang mai dé hen gio qua nha. Chi con can em hd tro gi
nira khong a? Em cdm on chi Lan, chiic chi mgt ngay tdt 1anh." Cau nay co viéc, nguodi lam,
mdc gid va 1oi dong.

"So I will email your warranty slip this afternoon, before 5 p.m. The technical team will call you
tomorrow morning to book a visit. Is there anything else I can help you with? Thank you, Ms. Lan,
have a good day." This line has the task, the person responsible, a time limit and a closing.

LOI HAY GAP / COMMON MISTAKE — Hira "sém nhét c6 thé" ma khong néu méc gio,
khach s& tir hiéu 1a hom nay.
Promising "as soon as possible" without a time limit, so the customer assumes it means today.

LOI HAY GAP / COMMON MISTAKE — Néi tén cong ty qua nhanh, khach nghe khong
kip. D6i xung ho gitra ching, nhu dang "em — chi" lai sang "t6i — ba". Goi khach tré 13 "co"
hodc "bac" lam ho phat long.

Rushing the company name so the customer cannot catch it. Switching address terms midway, from
"em — chi" to "toi — ba". Calling a young customer "c6" or "bac"”, which offends them.

LOI HAY GAP / COMMON MISTAKE - Vira chao vira nhin man hinh hoac noi chuyén
v6i dong nghiép, khach thiy minh bi b6 qua.

Greeting while staring at the screen or chatting with a colleague, which makes the customer feel
ignored.

LOI HAY GAP / COMMON MISTAKE — Hira mdc gid rdi quén. Ghi mdc dé vao sb hodc
dat nhic viée trén dién thoai ngay sau cudc noi.

Giving a deadline and then forgetting it. Write it in your notebook or set a phone reminder right after
the contact.

MEO / TIP — Ghi 4m cdu chao ctia ban rdi nghe lai. Néu nghe chua rd tén cong ty va tén ban
trong 5 gidy dau, hay doc cham lai.

Record your greeting and play it back. If the company name and your name are not clear in the first
five seconds, slow down.

2.4. N6i 101 tir chdi ma khach van ch?ip nhan - 2.4. Saying no while keeping the
customer

T chdi 1a Iac khach dé buc nhat. Ho dén dé co6 thir ho mudn, con ban phai ndi "khong".
Nghi dén ngudi ban vé xem phim: néu suat 7 gio hét chd, chi chi néi "hét r6i" thi ban bo
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vé. Chi néi thém "suat 8 gio con ghé gitra, ban 1ay khong?" thi ban mua. Loi tir chbi t6t
ludn c6 duodng di tiép kém theo.
Saying no is when customers get upset fastest. They came for something, and you have to refuse
it. Think of a cinema ticket seller: if the 7 o'clock show is full and she only says "sold out,” you
walk away. If she adds "the 8 o'clock show has middle seats, want one?" you buy. A good refusal
always comes with a way forward.

Cong thirc gdbm ba phan, theo ding thir ty: diéu khong 1am duogc, 1y do ngan, diéu 1am
duogc thay thé. Phan tht ba quan trong nhat, vi khach nhé cau cudi ciing ban noi.

The formula has three parts, in this order: what you cannot do, a short reason, and what you can
do instead. The third part matters most, because customers remember the last thing you say.

Chuén bi truéc khi néi "khong'" — Prepare before you say no

Ban chi tir chdi duge khi biét chic chinh sach. Mé sin chinh sach dbi tra, bao hanh va
bang gia dich vu ctia cong ty. Hoi cap trén trude: trong cac viée khach hay xin, ban dugc
phép d¢ nghi nhiing phuong 4an thay thé nao, giam t6i da bao nhiéu. Pung ty hira diéu
minh khong c6 quyén quyét.

You can only refuse well when you are sure of the policy. Keep the company's exchange,
warranty and service price list open. Ask your supervisor in advance which alternatives you may
offer for common requests, and how big a discount you may give. Never promise what you have
no authority to decide.

Cac budc — Steps

1. Nghe khach néi hét, rdi nhic lai yéu cau bang 10i ciia ban: "Anh mubn ddi chiéc loa
nay sang chiéc méi, ding khong a?" Khach thay duoc lang nghe s& dé nghe ban hon.
Let the customer finish, then repeat the request in your own words: "You'd like to exchange
this speaker for a new one, is that right?" A customer who feels heard is easier to talk to.

2. Bdi chiéu yéu cau v&i chinh sach va hd so: ngay mua, han ddi, tinh trang bao hanh.
Lam xong méi tra 101, dung tra 101 theo cam giac.
Check the request against the policy and the record: purchase date, exchange deadline,
warranty status. Answer only after checking, never by feeling.

3. No6i diéu khong 1am duoc bang cau rd, khong vong vo, khong bat dau bang "nhung".
Vi du: "Em chua thé d6i méi cho minh duogc a."
State what you cannot do in a clear sentence, with no detour and no opening "but." For
example: "I'm not able to exchange it for a new one."”

4. Néu ly do bang mdt cdu, gan v6i quy dinh chir khong gan v6i khach: "Vi san pham da
qua han d6i 30 ngay." Khong ké dai, khong d6 13i cho ai.
Give the reason in one sentence, tied to the rule and not to the customer: "The item is past
the 30-day exchange period." Don't explain at length, and don't blame anyone.

5. Pua ngay diéu 1am duoc, cy thé bang sb va thoi gian. Néu c6 hai phuong an thi ndi ca
hai, dé khéch ty chon.
Offer what you can do right away, with concrete numbers and times. If there are two
options, say both and let the customer choose.
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6. Hoi khach chon gi, roi ghi lai quyét dinh vao hd so. Néu khach van tir chéi, chuyén
1én cép trén theo quy trinh thay vi tranh cai.
Ask what the customer chooses, then record the decision in the file. If they still refuse, pass
the case to your supervisor as the process says, rather than arguing.

Giong noi khi tir choi — Your voice when refusing

N6i cham hon binh thudng mot chut va giir giong déu. Dung "em chua thé" thay cho
"khéng dugc", vi "chua" dé ngé kha niang khac. Tranh cdu "quy dinh 13 vay" dimg mot
minh, vi nd nghe nhu dong ctra. Qua di¢n thoai, hay nhéc lai phuong an cudi thém mot
lan, vi khach khong nhin théiy mit ban dé doan thién chi.
Speak a little slower than usual and keep your voice even. Say "I'm not able to" rather than
"that's not allowed,” because it sounds less final. Avoid "that's the rule" as a sentence on its

own; it sounds like a door closing. On the phone, repeat the last option once more, since the
customer can't see your face to read your goodwill.

Vi DU/ EXAMPLE — Anh Hing mua mét chiéc loa cach day 45 ngay. Loa bi ré tiéng. Cong
ty cho dbi trong 30 ngay, va loa da hét bao hanh. Ban kiém tra hd so xong rdi néi: "Da, em
chua thé d6i méi cho anh duoc a. Vi loa d3 qua han d6i 30 ngay, nay 1a ngay thir 45. Em ¢6
thé nho k¥ thuat stra cho anh. Phi sira niém yét 400.000 dong, khach mua trong 60 ngay duoc
giam 30%, tc giam 120.000 ddng, anh chi tra 280.000 dong. Anh mudn em 1én phiéu sira
luén khong a?" Tinh lai: 400.000 x 30% = 120.000; 400.000 — 120.000 = 280.000. Két qua:
khach nghe du ba phan va c¢6 viéc dé quyét dinh ngay.

Mr. Hung bought a speaker 45 days ago. It crackles. The company allows exchanges within 30 days,
and the warranty has expired. You check the record and say: "I'm sorry, I can't exchange it for a new
one. The speaker is past the 30-day exchange period; today is day 45. I can ask our technicians to
repair it. The listed repair fee is 400,000 dong, and customers within 60 days of purchase get 30% off,
which is 120,000 dong, so you'd pay 280,000 dong. Shall I open a repair ticket now?" Check: 400,000
x 30% = 120,000, 400,000 — 120,000 = 280,000. Result: the customer heard all three parts and has
something to decide right away.

VI DU/ EXAMPLE — Chj Lan dt mot b ban ghé gia 2.000.000 dong va xin giam 20%.
Ban chi dugc giam tdi da 5%. Ban noi: "Em chua thé giam 20% cho chi dugc a. Vi mac gidm
em duoc duyét tdi da 1a 5% cho mdi don. Em giam cho chi 5%, tirc 100.000 déng, chi tra
1.900.000 ddng, va ting thém bd dém 16t ghé. Chi dong ¥ em chét don nhé?" Tinh lai:
2.000.000 x 5% = 100.000; 2.000.000 — 100.000 = 1.900.000. Két qua: khach khong nhan
dugce mirc mong mudn nhung c6 thém qua va 1y do rd rang.

Ms. Lan orders a table and chairs set for 2,000,000 dong and asks for 20% off- You may give at most
5%. You say: "I'm not able to give 20% off. The most I'm approved to give is 5% per order. I can take
5% off, which is 100,000 dong, so you'd pay 1,900,000 dong, and add a set of chair cushions. Shall I
confirm the order?" Check: 2,000,000 % 5% = 100,000, 2,000,000 — 100,000 = 1,900,000. Result:
the customer doesn't get the discount she wanted, but she gets a gift and a clear reason.

Dung bang nay de doi chi€u cau yéu va cau tot sau khi da nam cong thirc:

Use this table to compare weak and strong lines once you know the formula:
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