Lesson Overview

Improving customer services

Imagine that you have several ideas
to improve your company's
customer services and you want to
discuss them with your colleague.
What will you say with him/her?

‘Useful language

. First, | think we need to work on : Dau tién, toi nght ching ta can :
: . phai lam viéc vé [khia canh]. :

expanding md& rong cac lya chon tu phuc vu
. options . cUa chung ta :
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 Several customers
reported that [current status].

éWe've noticed that [currenté

status].

it takes a bit too long to get a :
. reply when they reach out for :

 assistance

: receive
- information  from
. support agents

different

' some customers prefer finding :

. answers on their own

. often go unaddressed

they can't get assistance outside
. ngoai gid lam viéc thong thudng

. of regular business hours

Customers expect
[expectation].

éAmong the things customers
. anticipate is [expectation].

. Customer expectations mclude

. [expectation].

timely responses when they
5 dugc giup dd

. reach out for help

inconsistent :
- nhat quan tur cac dai ly hé trg khac

Mot s6 khach hang da béo céo
. rang [tinh trang]. 5

phdi mat qua nhiéu thdi gian dé :
nhan dugc phan hoi khi ho lién hé

ho nhan dugc théng tin khong

Mot s6 khach hang thich tu minh -

. tim cau tra |oi

: . . nhirng dé xuat va méi quan tam
- their suggestions and concerns | |, . n .
: - cua ho thuong khong dugc giai .

ho khong thé nhan dugc hd trg :

ho d3 bi d6i xir mot cach thiéu
. niém ng, khong than thién :

Trong s6 nhitng diéu khach hang
mong doi la [k)‘/ vong] 5

phan hoi kip thdi khi ho lién hé dé
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. consistent and
. information when
. with different support agents

interacting :

easy access to self-service
. resources on the company's :
. website, enabling them to find :
. answers independently, and
. resolve their queries :
. conveniently
a more responsive approach
- from our side
. receiving help when they need :
: it, regardless of the time

genuine empathy and
. personalized approach in their :
. interactions with our support :

One effective solution is to
 [solution].
. The way forward could be to
. [solution].
A viable
- [solution].

approach

_provide  ongoing  training
. sessions for our support team
. to ensure they have a solid
- understanding of our products

. and services

éthéng tin nhat quan va dang tin

cay khi tuong tac véi cac dai ly ho :

trg khac nhau

~dé dang truy cap vao cac tai

nguyén tu phuc vu trén trang web
cha cong ty, cho phép ho tim cau |

- trd 16i mot cach doc lap va gidi

quyét c4c truy van cla minh mot

. cach thuan tién

mot cach ti€p can nhanh nhay hon

. tr phia ching t6i

nhan dugc su gilp dd khi ho can,

. bat ké thai gian

sy dong cdm thuc su va cach tiép |
. can ca nhan hdéa khi ho tuong tac
- V@i nhdm ho trg cda ching ta |

~Con dudng phia trudc cé thé la
[giai phap]. :

- cung cap cac bubi dao tao lién tuc
“cho nhém hd trg cda ching ta dé
- dam bao ho hi€u rd vé san pham
“va dich vu cdia ching ta :
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L . . . .. dau tu vao viéc tao ndi dung tu
- invest in creating high-quality x \ oaz
: . - phuc vu chat lugng cao va dam
. self-service content and ensure |, n AR N
- : : - bao ndi dung do cd thé truy cap
. it's easily accessible on our . . . o
: . ~dé dang trén trang web cua
. website : ;

ching ta

, trién khai vong phan hoi dé thong
. implement a feedback loop to t ,e ¥ O, &P \a 8 d?t ? 5 :
- . - bado cho khach hang vé cac hanh
- inform customers of the actions = . i .
: . - dong dugc thuyc hién dya trén
. taken based on their feedback N :
: - phan hadi cua ho

- implement  24/7  customer : trién khai ho trg khach hang 24/7 :

- support for critical issues . cho cac van dé quan trong

: : .  nhan manh tam quan trong cda :
. emphasize the importance of : . . b N
: . . s doéng cam va lich sy trong dao :
- empathy and courtesy in our : . . . ) L
: . . - tao dich vu khach hang cua chung :
. customer service training : :

This  would
. [benefit].

- prioritize and manage customer uu tién va quan ly cac yéu cau clia
. inquiries more efficiently ~khach hang hiéu qua hon |

. deliver consistent and accurate cung cdp hé trg nhat quéan va
. support - chinh xéc '

. reduce the number of inquiries, ., . A y :
: . . giam so lugng cau hoi, day nhanh
. expedite problem resolution, =, .. RN L
- - viéc giai quyét van dé, tang su hai
increase  overall  customer ) , ) ;
L : long chung cua khach hang

. satisfaction :
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- demonstrate our commitment

. satisfaction

. ensure that customers can _, , , . e A
: . - dam bao khach hang c6 thé lién
' reach out and get assistance | . . | . x fe b |
: - hé va nhan dugc ho trg bat ci khi
- whenever  they  encounter | N y e e :
: - nao ho gap phaivan dé cap bach

. urgent problems

enhance the quality of our
_interactions and create a more
' tich cyc va dang nhé hon cho
~khach hang clia chiing ta '

. positive and memorable
. experience for our customers

thé hién cam két cda ching ta
. to improvement and customer

trong viéc cai thién va lam hai

~long khach hang

nang cao chat lugng tuong técé
clia chdng ta va tao ra trai nghiém




