KY NANG TU VAN
TIEP THI VA THUONG

HIEU BENH VIEN

Nguoi trinh bay: Nguyén Hong Mai




I - CAC KY NANG TT-GDSK
1- Giao tiép
- Str dung tot giao tiép co 101 va khong 10i.
- Loai bd nhitng vt can giita TVV va doi tuong.

- Ngoi ngang tam vai doi tuong.

- Nhin d6i trong than thién.

- Dung tir ngit pho thong, dé hiéu.

hai dg, ctr chi, v¢ mat, dang di¢u... phu hop.

hao va xung ho phu hop vai doi tuong.
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2- Nghe hoi
- Nghe doi tuong mot cach chim chu, khong to
ra sot rudt, ngat 1oi d6i tugng.
- Ho1 cac cau hoi1 dong va mao, wu tién cau hoi

m¢ deé tim hiéu nhirng kho khan, vueéng mac cua doi

twong, cai gi doi tuong da 1am tot, chua tot. ..
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3- Khen

- Khen nhiing gi d6i twong hiéu ding, 1lam tot.

- Bi¢u thi sy dong tinh vo1 viéc lam hay, sang

tao cua do1 twong.




4- Khuyén nhu:
- Khong ché bai khi doi tuong hiéu sai, lam chua t6t.

- Thao luan, khéu goi, gidi thiéu cho doi tuong cach

hiéu dung, cach lam hay.




5- Kiém tra

- Xem DT c06 hiéu dung van dé ban vura no1 khong.

- Néu DT hiéu chua dung, can gitp ho hiéu dung.




6- Khuyén khich

- Pong vién doi tuong lam theo nhitng diéu dung.

- Khéo 1éo tranh nhitng phan hoi khong tot




7- Pat dwoc cam két

- Poi tugng cam két s& lam theo diéu ban khuyén.

- Hen tham lai doi twong, xem két qua doi tuong

da thuc hién.




II. KY NANG TU VAN

1. KHAI NIEM TU VAN:

Tu van la mot qua trinh giao tiép gilra nguo1 tu
van va khach hang nham glup dd dé ho tim ra nhiing

giai phap dé tu giai quyét van de.




2. NHUNG NGUYEN TAC CHUNG CUA TU VAN
Nguyén tic 1: Loi ich cta khach hang 1 trong tAm.
Nguyén tic 2: Tao diéu kién, khuyén khich tinh chu dong
tham gia t0i da ctia khach hang trong sudt qua trinh tu van.

Nguyén tic 3: Kin d4o va bi mat.

Nguyén tic 4: Ton trong nhan pham cia khach hang.

Nguyén tic 5: Ton trong su lua chon cua khach hang,
khong ap dat.

Nguyén tic 6: Gan giii, than thién va dong cam vadi khach
hang.




3. CHUC NANG TU VAN:

Chitre niing 1: Cung cap thong tin chinh xac,
day du, hién dai.
Chire ning 2: HO tro khach hang nham giup d&

ho nhén thitc dugc van d¢, tim ra nhitng giai phap dé

giai quyét van dé va tu quyét dinh phuong an giai

quyét van de.
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4. CAC BUOC CUA QUA TRINH TU VAN

Budc 1: Tiép dén.

- Can bo tu van chao hoi, mo1 do1 tuong ngot...
- Tu g161 thi€u v€ minh

- Tro chuyén tao su thoal mai, tin cay.




Bwoc 2: Tim hiéu.
- Ho1 nhu cau, mong muon, 1y do do1 twgng dén co
sO dich vu. Tim hi€u nhitng nhu cau vé strc khoe

hi€én ta1 va sap to1 cua doi1 tuong.

- Ho1 cac thong tin ¢6 lién quan dén cac van dé can

duoc tu van (gia dinh, di€u kién soOng, bénh str,
nhting lo lang va hiéu biét cua do1 tuong...)
- Nén stir dung cac cau hoi mo, chu y lang nghe va

quan sat.




Buée 3: Cung cap thong tin

- Can b0 tu van phai cung cap nhiing thong tin
chinh x4c, phu hop va can thiét cho doi tuong (ca
mat tich cuc va tiéu cuc).

- St dung cac phuong tién thong tin, gido duc,

truyén thong.

- Can bo tu van khong duoc ap dat vai doi tuong .
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Buoc 4: Giup do.

- Can bo tu van phai gitp doi twong hiéu duoc
thue chat ctia van dé cua ho dé giip do ho lua chon
quyét dinh phu hop.

- Giai thich nhitng gi d6i twong con thac mac

hoac hiéu sai.

- Cung cap tai liéu hudng dan lién quan dén

van dé cua ho.
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Budc 5: Dé d6i tuong tu lua chon cach giai quyét.
- Huéng dan cu thé giap d6i tugng biét phai
lam gi dé tu giai quyét van dé ctiia minh.

- Hen d6i tuong quay trd lai dé theo doi két

qua hoac gio1 thi€u tuyén trén dé€ di€u tr1 néu can

thiét.




Tom tat cac buoc tw van

- B1: Chao héi, 1am quen, xac dinh van dé can dwogc tw van
- B2: Tim hiéu vé kinh nghiém va kién thirc ciia doi twong
vé van dé muon tw van.

- B3: Cung cap cac thong tin cé ich lién quan dén van dé
muon dwoc tw van.

- B4: Str dung théng tin do doi twgng cung cap va nhirng
thong tin cung cap cho ddi twong dé cung thio luin cac
giai phap giai quyét khé khan.

- B5: Dé doi twong tu lwa chon cach giai quyét van dé cia
minh, tir trong cac giai phap da néu.
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5. BANG KIEM KY NANG TU VAN

Can bd tw van cé thwe hién nhirng diéu liét ké
dudi day khong?

Héi xem do1 trong muon biét diéu gi.

Tim hiéu xem doi twgng da biét nhitng gi.

Chi cung cap nhirng thong tin ma doi tuong can
hoac muon biét.

Cung cap nhitng thong tin chinh x4c.

Cung cap nhiing thong tin mot cach don gian, rd
rang.

St dung cac cong cu ho trg truc quan khi can va
coO giai thich chung mot cach chinh x4c.

Gitp doi tuong giai quyét van dé cia ho.

Tim hiéu xem doi twong c6 hiéu nhitng gi minh
no1 khong.




6. BANG PANH GIA KY NANG TT TRUC TIEP

Chuwa | Dalam Lam tot
CAC KY NANG CO BAN lam (nhung | (can phat
chwua tot) huy)

1. Chao hoi, dung tir ngit dé hiéu, sir dung tot cac giao tiép
khong 101 dé€ tao khong khi than mat, tin tuong

2. Héi cac cau hoi md dé tim hiéu nhitng kho khan vudng
mac, nhiing gi doi tuong da bi€t, tin, da lam dung va chua
ding

3. Khen nhiing diéu d6i tugng di lam tot, da hiéu dung.

4. Khuyén nhii. Bo sung nhiing thong tin can thiét, néu loi
ich va hudng dan nhimng diéu thiét thuc, cu thé ma d6i tuong
can biét, can lam (dung tranh anh, vi du thyc té dia phuong dé
minh hoa), thao luan cach giai quyét kho khan vudng mac

5. Kiém tra xem doi tuong co6 hiéu duang no1 dung ma ban vira
trao doi khong

6. Khuyén khich, dong vién d6i tugng 1am theo

7. Pat dwgc cam két vé nhirng gi d6i tuong s& lam




TIEP THI &
XAY DUNG
THUONG HIEU

BENH VIEN
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TIEP THI LA GI?

e Tiep thi (marketing) la mot hé thong
tong thé cac hoat dong cua to chuc ducdc
thiét ké nham

clia t& chlc (weo Hisp hoi

Marketing My - AMA).
e Tiép thi la qua trinh quan ly cua doanh
nghi€p nham




TIEP THI BENH VIEN

KHACH HANG

SAN PHAM, DICH VU
NHU CAU

DAP UNG NHU CAU
POI THU CANH TRANH




TIEP THI BENH VIEN

- Tiep thi cham séc sirc
khde tich hop cac chien
thuat trwc tuyén va ngoai
tuyén thong qua nhiéu

kénh, theo tung phan
khic va cO muc tiéu ro
rang.

Chung dudc thiet keé
nham tim va thu nhan
dung bénh nhan, giao udc
voi ho thong qua cach tiep
can chién lwoc va nudi




TIEP THI BENH VIEN

LA MOT QUA TRINH
QUAN LY
NHAN DIEN VA DU DOAN

NHU CAU CUA NGUOT
BENH

CUNG CAP CHO BENH
NHAN NHUNG THU HO
MUON VA CAN

GIA, KHUYEN MAI




BENH NHAN MONG MUON

PUOC CHAM SOC TOT
PUOC PIEU TRI TOT

GIAM THOT GIAN CHO POT
CHAT LUONG DICH VU TOT
PUOC THAY THUOC QUAN

TAM
THAI PO CUA THAY THUOC
CHI PHI HOP LY

SACH
CO SO’ VAT CHAT TOT

CO SU PHOI HOP TRONG
TAP THE THAY THUOC

GIAO TIEP VA THONG TIN

MINH BACH TRONG CAC
KHOAN THU VA THU TUC







TAI SAO PHAI TIEP THI

BENH VIEN?

e TU CHU TAI

CHINH

o THONG

TUYEN BAO
HIEM Y TE

e CANH TRANH

o BENH NHAN

CO NHIEU SU
LUA CHON




LOT ICH CUA TIEP THI
BENH VIEN

Y HIEU
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TIEP THI MANG LAI GI
CHO BENH NHAN?

BAO [ .
DAM \ / ~




NOI DUNG TIEP THI

DICH VU
PHU TRO'

DICH VU
Y KHOA

LOT THE
CUA BV




CACH THU'C TIEP THI

 thuc
hien tren
bao in,
truyen hinh,

hat thanh,

ao dien tu

Bénh vién guan Jianhe
(TQ) dang quang cdo
tren'bao.
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CACH THUC TIEP THI

‘ HOM NAY
_ .HANH\PHUC
\ NGAY MAI

’ % TAM SOAT

Kham tu thién
Nang cao
nhan thuc

HOi thao




CACH THUC TIEP THI

Nhirng cach nay to ra
chua bao gio cu

70 rof cua bénh
vién huyén
Jianhe o Trung i 4
- W QUOG'v N S




CACH THUC TIEP THI
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CACH THUC TIEP THI

¥
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CACH THUC TIEP THI

_ Chat Iugng
dich vu

- Thai do phuc
vu

- Trang thiét bi
- Cd sd vat chat




4 CACH TIEP THI HIEU QUA

YANH TRINH PO
i dyrg mdu Sher

A TANG . ‘
UU TIEN CUONG || PAUTU VAO

MANG XA A SUC KHOE TANG QUA
HOI NOI DUNG Il ~ANG DONG
: TIEP THI
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AI LAM TIEP THI BENH
VIEN?

{ pDuGNG |
KY THUAT
. VIEN /




NGAN SACH CHO TIEP THI BENH VIEN

DN KINH DOANH HANG TIEU
DUNG: DOANH THU

— DN B2B:

— NAM 2010: 16% DN CHI
, 23% DN CHI CAO HON

DN THAM NHAP, THI TRUONG
HQAC GIOT THIEU SAN PHAM
MOT: HOAC CAO HON

THUONG HIEU CAO CAP:

Patrick Buckley, chuyén
gia marketing y té€ My







