SO Y TE QUANG NINH CONG HOA XA HOI CHU NGHIA VIET NAM
TRUNG TAM KIEM SOAT BENH TAT Poc 1ap-Tu do-Hanh phiic

Sb: 1654/TB-TTKSBT Qudng Ninh, ngay 08 thang 08 nam 2023

THONG BAO MOI BAO GIA DICH VU
LOP PAO TAO NANG CAO CHAT LUQNG DICH VU KHACH HANG CUA
TRUNG TAM KIEM SOAT BENH TAT QUANG NINH

Kinh gutri: Cac don vi Bao tao

Can ctr K& hoach s6 1630A/ KH — TTKSBT ngay 04 thang 8 nim 2023 vé viéc to
chtrc 16p dao tao nang cao chat luong dich vu khach hang cua Trung tim Kiém soat
bénh tat tinh Quang Ninh;

Can ¢t nhu cau cia Trung tam Kiém soét bénh tat tinh Quang Ninh;

Trung tim Kiém soat bénh tat Quang Ninh:

Kinh moi cdc don vi ddo tao, c6 du tu cach phap nhan va niang lyc cung cap
dich vu bao gia “Lép dao tao nang cao chat lwong dich vu khach hang”.

Thoi gian: 02 ngay (Tu ngay 19/8/2023-20/8/2023)

Pia diém: Hoi truong tang 3 Trung tim Kiém soat bénh tat Quang Ninh

S6 lwong hoc vién: 211 hoc vién

(NGi dung chwong trinh dao tao chi tiét theo phu luc dinh kém).

Pon vi giri bdo gid “Ldp dao tao nang cao chat luong dich vu khach hang”
kém theo hd so ning lyc ciia don vi, bao gdm gidy phép kinh doanh, hd so nhan sy
giang day,... vé Trung tim Kiém soat bénh tat tinh Quang Ninh theo cac thong tin sau:

Hinh thirc nhan bao gia: Bang vin ban gidy c6 ky xac nhan cua dai dién don vi va
dong dau. Mong quy don vi dao tao ¢ thé giri truée ban Scan bang bao gia qua Email:
cdc.syt@quangninh.gov.vn

Thoi gian nhin bao gia: Tir ngay 08/8/2023 dén trudc 15 gid 00 ngay 11/8/2023.

Dia diém nhén bao gia: Phong Ké hoach nghiép vy, Trung tam Kiém soat bénh tat
tinh Quang Ninh. Pia chi: 651 Lé Thanh Toéng - Phudong Bach Pang — Thanh phé Ha
Long — Tinh Quang Ninh, Dién thoai: 02033.825449 - Fax: 02033.556620. Nguo1 nhan:
Nguyén Thi Yén — Dién thoai: 0376 298 355

Tran trong thong bao!
Noi nhén: KT. GIAM POC
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Phu luc
Chuong trinh 16p dao tao

(Kém theo Théng bdo sé 1654 [TB — TTKSBT ngay 08 thing 8 ndm 2023)

Thoi gian No6i dung
19/8/2023(Thir 7)
* Vai tro cua nhdn viéen CDC Qudng Ninh vé viéc ndng cao chit lwong
dich vu khdach hang
- Vai tro cua nhan vién CDC Quang Ninh.
- Cac yéu td cau thanh nén‘chét lugng dich vu: tinh hitu hinh; sy san sang
dap ung; sy dam bao; sy dong cam; su tin cay
- Su hai long khach hang: Sy hai long; Khi nao hai long; Ky vong khach
hang...
* Sw hai long va gdn b6 ciia khdch hang va nang lie ciia nhédn vién
CDC Quang Ninh . )
- Trai nghiém khach hang vé dich vu cung cap
- Céc yéu td tao trai nghiém t6t cho khach hang: Dich vy, Con ngudi, Quy trinh.
- Nang luc can co cia dé cham soc khach hang: Kién thirc; Thai do; Cac
k¥ nang (k¥ nang chuyén mon, k§ ndng mém,...); Thoi quen,...
20/8/2023 (CN)

* Cach thiwrc xdc dinh ky vong cua khach hang va lam hai long khach
hang

- Ling nghe va dong cam vai khach hang

- Hiéu d6i tuong giao tiép

- N01/Truyen dat van dé hiéu qua

- Két nbi cam xtic

- Ctr chi ngbn ngtt phu hop

- Thai d6 cu xi&r chuin muc

- Kiém soat cam xuc ban than trong giao tiép
- Ghi nhén va phan hoi hiéu qua.

* Phat trién kj ndang nhiam néng cao chit lwong dich vu khdach hang
- Ling nghe hiéu qua

- Bat cau hoi nang cao chét lugng dich vu

- Trinh bay hiéu qua

- Xy dyng thién cam trong giao tiép

- Kiém soat cam xuc ban than — khach hang trong qua trinh giao tiép
- Xtr Iy ban khodn, tir chdi va giai quyét xung dot v6i khach hang
Céc hoat dong b trg ddo tao: thao luan, lam viéc nhom, nhap vai...
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