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Hé thong tiep nhan phan hoi
t-NPS* cua Khach hang

*Chi so t-NPS (Transactional Net Promoter Score) la chi so do ludng miic do hai long Khach hang tai cac
diém tiép xuc cu thé, ti do co thé thuc hién cac hanh dong kip thdi nham nang cao trai nghiém caa Khach hang.
Viéc hiéu ro va ap dung t-NPS giup nang cao trai nghiém Khach hang va tang cudng co hoi kinh doanh.

Tai sao t-NPS quan trong?

32% /4% 56 7%

Khach hang ngung st dung dich vu Khach hang chuyén sang cong ty khac Khach hang san sang chi tiéu han néu
chivi mot trai nghiém khong tot. néu qua trinh thanh toan phtec tap. ho ¢ trai nghiém tuyét vai.

So liéu tir bdo cdo PwC consulting vé nganh hang Dich vu, 2022.

Gia tri tu trai nghiém Khach hang tot
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Khach hang trung thanh: Tang doanh so: Nang cao uy tin thuang hiéu:
Trai nghiém dong bo tao ra nhiéu Nubi dudng su hai long giip md ra Phan hoi nhanh chdng va minh bach gitp
Khach hang trung thanh hon. cd hdi ban thém va ban chéo. cai thién cdm tinh véi thudng hiéu.

Quy trinh thu thap phan hoi t-NPS Piém cham dich vu

@ Tuong tac tai diém cham: Tai Manulife, hé thong t-NPS sé dudc

5 Khach hang sé nhan khao sat sau moi giao dich. trién khai xuyén sudt 7 diém cham:
° Ghi nhan ket qua: Y

: Hé thong ghi nhan phan hoi va diém so t-NPS. S

i Pai Iy tuf vén va Tong dai
o Canh bao: Qua trinh cap phat dudng day nong

Néu diém t-NPS < 3, canh bao sé dugc guii dén
bo phan chuyén trach.

Hgp dong Bao hiém
@ Giai quyéet phan hoi:

B6 phén chuyén trach sé xt ly phan hoi tiéu cuc

va lién hé véi Khach hang. Quay Dich vy Dich vu truc tuyén
@ Khach hang trén website va

Ung dung Khach hang
Lgi ich khi tré thanh dai st M-PS
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Thay doi thong tin Ky niém Hgp dong
Vinh danh: Phan thudng hap dan: Hgp dong Bao hiém moi ndm
DPudc cong nhan Giai thudng cho nhiing ngudi dan dau
trén cac nén tang va su kién. trong cac chuaong trinh khuyén khich. @
=
ﬁ Giai quyét yéu cau
Lan téa gia tri: boi thudng bdo hiém

Tham gia cac hoat dong truyen thong
dé ndng cao y thic ve trai nghiém Khach hang.

Hanh dong cu thé
A3\
}’) @ AR
Khuyén khich Khach hang Theo doi va phan hoi kip thoi Tich cuc tham gia cac
tham gia khao sat t-NPS. véi nhitng danh gia tiéu cuc. chudng trinh va su kién ctia M-PS.

Viéc ap dung t-NPS khéng chi gitip nang cao trai nghiém Khach hang ma con gop phan phat trién bén viing cho cac Anh/ Chjva Cong ty.
Hay cung nhau no Iuc dé tao ra nhiing trai nghiém tuyét vsi cho Khach hang!
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Lién hé ho trg: chamsockhachhang@manulife.com
/ Website: www.manulife.com.vn/vi/dich-vu




