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1.  INTRODUCTION TO CUSTOMER RELATIONS
MANAGEMENT (CRM)

"Quan ly quan hé khach hang la chién lwoc kinh
doanh nham nam bat, dw doan, quan ly va ca nhan
héa cac nhu cau clta nhirtng khach hang hién tai va
khach hang tiém n&ng ctia mot td chirc”

Chét lwong dich vu khach hang va hinh thic ciing nhw
mirc d6 cla cac mdi quan hé khach hang la nhirng chi
tieu chinh clia sy thanh cong trong céng tac quan ly tai
hau hét cac cong ty quan ly nuéc thai.

Viéc phat trién médi quan hé tét dep gitra Cong ty quan ly
nwédc thai, cong ching va khach hang la diéu vé cung
quan trong. Ngwdi dan da giao cho chinh quyén dia
phwong nhitng nhiém vy, trong nhiéu nhiém vu khéc, l1a
cung cap hé théng thoat nwéc, thu thap va x& ly nwéc
thai phu hop, nham gidm Gng ngap tai cac khu vuc tap
trung dan cw va gidm su 6 nhiém ngudn nwdc mét.

Khach hang s& nhan thay rd nhat sw ton tai cta dich vu
thoat nwéc va nuwéc thai cong cong mdi khi nhan hoa
don st dung dich vy hang thang. Chi phi gop lai cho st
dung nwéc sach va dich vu nuwéc thai chiém mot khoadn
dang ké dbi v&i nhiéu nguoi; do d6 cac nha cung cap
dich vu can phai ddm bdo rdng mirc gia nwéc sach va
nwéc thai ma khach hang tra phai hop ly va chinh xac.
Chinh vi thé, céng tac quan ly tai san ré rang, cé trach
nhiém va hiéu qua trong cac cong ty nwéc thai la rat
quan trong.

So d6 sau md ta cac yéu té ciia modt mé hinh phat trién
quan hé khach hang toan dién.

Customer Relations Management is the business
strategy that aims to understand, anticipate, manage
and personalize the needs of an organization's current
and potential future customers

The quality of customer service and the type and intensity
of customer relations are key indicators of successful
management in most WWM companies.

The development of a positive relationship between the
WWM Company, the general public, and its customers is
critically important. The public has given local authorities
the responsibility, amongst others, for providing proper
drainage and wastewater collection and treatment, to
reduce flooding in the populated areas and to reduce
surface water pollution.

Customers will be most aware of the existence of public
drainage and waste water service each time they receive
their monthly utility bill. The combined water supply and
wastewater service costs represent a significant financial
impact for many users; hence, the service provider has to
ensure that the customer tariffs charged for water and
wastewater services are fair and correct. Therefore,
transparent, accountable and efficient management of the
wastewater companies assets are of paramount impor-
tance.

The following diagram describes the main elements of a
comprehensive customer relations development frame-
work.

Hinh 1: M6 hinh Quan Ly Quan Hé Khach Hang (ban tiéng Anh xin xem trong phu luc 5)

2. Bo phan
cham soc
khach hang

1. Tap trung
vao cham soc
khach hang

6. Giam sat
muic do hai
long caa
khach hang

Mbi yéu td nay cé thé dwoc xem nhuw la mét chia khoa
cho s thanh céng clia hoat déng quan ly quan hé khach
hang trong cac céng ty quan ly nwéc thai.

Cic nhan 16 cua
Quan ly khach hang

3. Quan ly
khiéu nai cda
khach hang

4. Hoat dang
quan hé céng
dang

5. Chién dich
tang cudng
nhan thuc

The interaction of each of these elements can be seen as
the key to successful Customer Relations Management
(CRM) in wastewater management companies.
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Viéc thwc hién thanh céng coéng tac quan ly quan hé
khach hang dwoc xem la sé giup cho cac lanh dao va
nhan vién cé dwoc cai nhin toan dién hon vé khach hang
clia Cong ty, nhu cau va mong doi ctia ho. Diéu nay sé
gitip ho ¢6 dwoc nhirng quyét dinh nhanh chéng, day dd
théng tin vé& nhirng hoat ddong hang ngay cla cong ty va
c6 sw quan tam phu hop véi tirng dbi twong khach hang.
Mot chwong trinh quan ly quan hé khach hang thanh
cobng bao gi® cling dwoc bt diu tir mét K& hoach Phat
trién Cong ty, bao gébm chién lwoc kinh doanh va mot ké
hoach hanh déng nham thwc hién nhitng thay ddi can
thiét dé cai thién dich vu va lam hai long khach hang.

Diéu thiét yéu & day la viéc thwc hién phwong cham phat
trién lay khach hang lam trung tam véi sw tham gia cla
tAt cd moi ngwdi trong cong ty. Viéu quan ly quan hé
khach hang 1a mét hé théng bao gém nhirng muc tiéu rd
rang va nhirng nhan vién chiju trach nhiém thwc hién cac
hoat dong lién quan. Do vay, gia tri dich thyc cla viéc
quan ly nay ndm & viéc biét khai thac tiém nang cla
nhan vién d& mang dén cho khach hang céac dich vu tét
hon.

Dich vu khach hang la viéc hiéu nhitng suy nghi cua
khach hang vé chat lwgng dich vu ma coéng ty cung cép.
Khach hang sé khong hai long néu cong ty chi c¢d lam
cho xong viéc; trong suy nght ciia khach hang, cong ty
can phai lam tat ca cong viéc (tlr I6n dén nhd) ma cé anh
hwéng dén mbi quan hé gitra khach hang va cong ty.

Can phai nho rang tat ca cac dich vu ma cong ty cung
cap cho khéqh hang sé cé thé dwoc cai thién qua sw
tham gia va ho tr¢ tich cwe tlr phia khach hang.

Ban giam dbc cac Cong ty quan ly nwéc thai nén xem xét
cac co hoi dé cai thién quan hé khach hang trong nhirng
[inh vre sau:

1.1 Mong dei tir khach hang

Ban giam dbc can thiét 1ap moét quy tr|nh cho phép xac
dinh chinh xac nhitng y kién va nhu cau thyc sw cla
khach hang; viéc nay thuwdng dwoc thwc hién qua ‘cac
cudc khado sat khach hang’. Cac khao sat nay nén duoc
lap lai dinh ky d& ndm bat dwoc nhitng mong doi ludn
thay déi ctia khach hang va tim hiéu m&c dd nhan thirc
cla ho vé cac dich vu nwérc thai.

1.2 Lién lac

Ban giam déc cong ty can thiét lap mét quy trinh dam
bao rang ho dang giao tiép mot cach rd rang voi khach
hang tai moi thoi diém trong qué trinh cung cap dich vu.
Thong tin vé tiéu chudn va gia ca cua dich vu can dwoc
truyén t&i khach hang r6 rang. Thém vao do, nhirng
khach hang ma muén lién hé véi Cong ty déu mong rang
tAt c& cac phwong thire lién lac la cong khai va dé dang
tiép can, vi du cla cac phuong thirc d6 co thé la - gép
truc tiép, qua thu ttr, dién thoai, fax, hay thw dién tiv.
Cach lién lac & mirc d6 nay la mot thir thach vé chuyén
mén va té chirc cho Céng ty, bdi né yéu cdu mot hé
thdng quan ly tdng hop, cung cép cho nhan vién cac quy

Consulting Group

It is said that a successful CRM implementation will allow
the management and staff to have a more holistic view of
the Company’s customers, their needs and their expecta-
tions. This will enable management to make quick, in-
formed decisions, in relation to day to day activities and to
deliver personalized customer care. Successful CRM
always starts with a Corporate Development Plan (CDP)
that contains a business strategy and an action plan,
which drives the needed changes that will result in im-
proved service delivery and customer satisfaction.

A vital element is the creation of a truly customer centered
development philosophy that involves every person em-
ployed in the Company. CRM is a system that is driven
by both clearly stated objectives and the staff, that are in
charge of CRM operations. That’s why the real value of
CRM lies in harnessing the potential of people to create a
better experience for the customers of the company.

Customer service is all about understanding the cus-
tomer’s perception of the quality of the service provided.
The customer will not be satisfied if the Company just
manages to get the job done; in the customer’s perception
the Company must deliver on all the things (big and small)
that affect the relationship between the customer and
Company.

It is important to remember that all services provided by
the Company to its customers, can be improved by the
active support and participation of the customers.

The management of WW Companies should consider
opportunities for customer relations improvement in the
following areas:

1.1 Customer Expectations

Management needs to set up a process that allows the
identification of actual customer opinions and needs; this
is usually done through the implementation of ‘customer
surveys’. These surveys shall be repeated periodically to
better understand the customer’s changing expectations
and their understanding of information related to wastewa-
ter services.

1.2 Communication

Management should set up a process that will ensure that
they are communicating clearly with customers at every
stage of the service delivery process. Information about
service standards and cost of services need to clearly
communicated to customers. In addition, customers want-
ing to contact the Company will expect that all communi-
cation channels will be open and easily accessible, exam-
ples of these channels might be - face to face, by mail,
phone, fax, or email

Communication at this level presents a technical and
logistical challenge to the Company, as it requires the
development of a comprehensive management system,
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trinh can thiét dé thwe hién cac dich vu khach hang mot
cach hiéu qua.

1.3 Té chire

Ban giam dbc nén thiét 1ap moét quy trinh nham dam bao
ndi bd Coéng ty hoat ddng hiéu qua. Nhirng hanh vi nhanh
nhen, lich sw va déng cdm 1a diéu bat budc khi lam viéc
v&i khach hang. Doéi ngii nhan vién duwoc dao tao va tb
chirc tbt, thé hién sw chuyén nghiép khi tiép xdc véi
khach hang. Khach hang can cam thdy thodi mai va
dwoc quan tam khi tiép xuc véi bat civ dai dién nao cla
Cong ty. Nhan vién can dwoc khuyén khich dé& mang lai
cho khach hang sw quan tam tét nhét cé thé.

1.4  Chuay dén chi tiét

Mirc d6 hai long cta khach hang co lién quan dén cac
cdm nhan cta ho vé mirc d6 cham séc va cha y dén chi
tiét clia Cong ty. Thai do an can cong voi viéc chi y dén
tung chi tiét sé& tao dwoc sw khac biét trong cam nhéan
ctia khach hang vé marc d6 cta dich vu cung cép.

Nhirng yéu tq sau day, trong nhiéu yéu t6 khac, cé anh
hwdng Ion dén cai nhin chung va mirc do hai long cua
khach hang vé dich vu ma ho nhan duoec:

e tra loi thw va dién thoai mot cach lich sw va kip thoi

e thwong xuyén cung cap cho khach hang nhirng théng
tin hiru ich

e chd dong tim hiéu va tran trong nhitng y kién cla
khach hang, va

e bo tri nhitng ngay "mé& clra tw do" cho moi nguoi
tham quan va tw van...

1.5  Tinh nhéat quan trong dich vu khach hang
Khach hang mong doi nhirng dich vu ma ho nhan co chét
lwgng On dinh, tham chi la dwoc cai thién theo thoi gian,
va mubn cac quy trinh dé hiéu va dé thyc hién.

Khéng nén thay ddi cac quy trinh thwong xuyén. Dé dam
bdo dwoc sw nhat quan trong cac dich vu cung cép,
Cong ty nén xay dwng cac quy trinh hoat dong chuén va
cac huo’ng dan nham nang cao sw hiéu biét va cung ch
long tin clia khach hang vé Coéng ty va nham thic day doi
ngld nhan vién huéng t¢i khach hang trong cbng viéc
hang ngay cua ho.

1.6 Co hoi dé toa sang

Cung cép dich vu khach hang néi troéi nén la mét trong
cac muc tiéu chinh ctia Coéng ty quan ly nwéc thai. Bat civ
tiép xdc nao vé&i khach hang, du l1a trwc tiép, qua dién
thoai, hay bang hinh thirc nao khac, Ia mét co hdi dé cho
nhan vién clia Coéng ty tod sang, lam cho khach hang
cam thay hai ldng v&i cac cw x& ma ho nhan duoc.

Do dé cach cw xtr va suy nghi tich cwc la can thiét ddi
v&i nhan vién trong bét ky tinh huéng nao, bt k& khach
hang cé y dinh tim hiéu théng tin hay dién vao don khiéu
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which provides employees with the systems and proce-
dures they need to implement effective customer services.

1.3 Organization

Management needs to set up a process that ensures that
the Company functions well internally. Prompt, courteous
and sympathetic behaviors are required when interacting
with customers. Well trained and organized staff will act
professionally when interacting with the customers. Cus-
tomers should feel comfortable and “taken care of” when
dealing with any representative of the Company. Staff
should be encouraged to provide customers with the best
attention possible.

1.4 Attention to Details

The customer’s level of satisfaction is based upon their
views of the Company’s levels of care and attention to
detail. An attitude of caring and attention to detail makes
all the difference to the customer’s perception level of
service provided.

The following are general indicators that will have a big
influence on each customers overall perception of service
received and their levels of satisfaction, among others:

e returning calls, and answering letters in a polite and
timely manner,

e providing useful information to the customers on a
regular basis,

e seeking and showing appreciation for customer’s
opinions, and

e arranging “open-house” days for public visits and
consultations, etc.

1.5 Consistency of Customer Service

Customers expect the quality of the customer service they
receive to be steady and even improving over time, and
that procedures are easy to understand and follow

Procedures should not be changed often. To ensure a
consistency of customer services provided, the Company
should make standard operating procedures and instruc-
tions aimed at strengthening customer familiarity and trust
and to motivate staff to provide the highest customer
orientation in their day to day work.

1.6 Chance to Shine

Providing outstanding customer service should be one of
the highest aims of the WWM Company. Any contact with
a customer, whether face-to-face, via the phone, or oth-
erwise, is an opportunity for the Company’s staff to shine,
to make the customer feel satisfied with the treatment he
or she receives.

Positive thinking and behavior is therefore vital for the
staff at any given situation, no matter whether the cus-
tomer intends receiving information or is filing a complaint.

3
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nai. Diéu nay ap dung véi cac khach hang hién tai ciing
nhw v&i cac cong dan cé thé trd thanh nhirng khach
hang twong lai.

Khi nhan dwoc khiéu nai ctia khach hang, nhan vién phu
trach phai cé kha nang bién nhirng phan nan ctia khach
hang thanh mét sy phan héi tich cwe, thod man nhirng
trang thai tam ly va lo au cta khach hang.

Chét lwong tét cla dich vu khach hang sé lam cho Céng
ty quan ly nwéc thai ndi bat hon han so véi nhirvng nha
cung cép dich vu khéac.

Consulting Group

This applies to existing customers as well as citizens that
are potential future customers.

The staff member in charge has to have the ability to turn
a customer complaint into a positive customer feed back
that satisfies the customers concerns and emotions.

A high level of the quality of customer service provided
will make this WWM Company stand out from other ser-
vice providers.
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2. VAN HOA DICH VU KHACH HANG

Consulting Group

2. CUSTOMER SERVICE CULTURE

"Khach hang 1a tai san I&n nhat ciia méi Cong ty, bi
vi Cong ty sé& khong thé ton tai néu khéng cé khach
hang" - Erwin Frand

Diéu quan trong 1a phai xay dwng cac quy trinh ndi bod
trong Céng ty nhdm lam cho doi ngii nhan vién cta Cong
ty khédng con nghi rdng nhiém vu chinh cla ho la dap
(ng nhu cau hanh chinh cla tinh, ma thay vao dé la tap
trung dap ng cac nhu cau cla céng déng va khach
hang. Qua trinh nay la quan trong trong viéc hinh thanh
van hoa dich vu khach hang hiéu qua.

La mét phan trong quy trinh [am cho cac cong ty quan ly
nwéc thdi ngay cang tré nén doc lap hon, tw cha tai
chinh va phat trién bén virng, gitra coéng ty va khach
hang can c6 nhitng rang budc bén chat. Piéu nay dic
biét dung trong xu thé kinh doanh chuyén dbi tr co' ché
quan ly tap trung sang xu thé kinh doanh canh tranh theo
dinh hwéng thi trwdng, nhw & Viét Nam, trong d6 co lién
quan dén cong ddng va cac khach hang ma dich vu dwoc
cung cap toi.

Do vay, Cong ty can phat trién phwong cham “twong tac”
v&i khach hang. Viéc nay dac biét thich hop véi mot
cong ty kinh doanh dich vu nhw cac Coéng ty quan ly
nwéc thai. Diéu quan trong la khach hang co thé lién lac
v&i cong ty khi ho cdm thdy muébn cho Céng ty biét y kién
phan héi ctia ho. Viéc Ban giam dbc sé xt& ly nhixng phan
hdi d6 nhw thé nao sé anh hwéng dén chién lwvoc dich vu
clia cong ty.

Nghién ciru cho thay rang hau hét tit ca cac phan hoi
khong hai long tir phia khach hang déu khéng phai do
chat lwong san pham tdi ma 1a do dich vu khach hang
khéong tét. B&i vi sdn phdm khong thé ca nhan hoa
nhwng dich vu khach hang thi cé thé.

Vé mat nao do, cong ty co hai hoat déng chinh: cung cap
dich vu cu thé va ddy da va twong tac véi khach hang st
dung cac dich vu do.

Nhirng phan tiép theo s& minh hoa cac van dé tao nén
co s& cho viéc hinh thanh va phat trien van hoa dich vu
khach hang trong mét Céng ty quan ly nwéc thai.

2.1 Quan tam dén khach hang

Nhan vién thuwéng khéng dé y dén tdm quan trong cla
khach hang ma chi chud tam thyc hiér) nh,CPng‘cc“)ng viéc
hang ngay ndi by trong cong ty (nhw sap xép ho so, danh
may, bao cao, hop...). Két qua la khach hang co an
twong xau vé hoat dong ctia Cong ty.

P& bao nhiéu l4n chung ta dén mét van phong kinh
doanh, dirng doi dwgc giao dich trong khi nhan vién lai
dang noi chuyén dién thoai hay lam gi dé, khdng phai la
phuc vu khach hang?

Dich vu khach hang tét phai 1a wu tién hang dau dbi voi
d6i ngdi quan ly va toan bd nhan vién ctia Coéng ty. Khdng
c6 khach hang thi céng ty khéng can ton tai.

“Every Company’s greatest assets are its customers,
because without customers there is no Company” by
Erwin Frand

It is important to introduce into the Company, internal
processes that draw the staff’s attention away from the
perception that their main responsibility is towards meet-
ing the needs of the provincial administration; by placing
greater emphasis upon meeting the needs of the commu-
nity and the customers. This process is critical for creat-
ing an effective customer service culture.

As a part of the process of turning the WWM Companies
into more independent, financially autonomous and sus-
tainable entities, strong bonds need to be created be-
tween the Company and its customers. This is particularly
true in a business climate that is changing from a centrally
administered structure, as it has been the case in Viet-
nam, to a more market orientated and competitive service
environment, which involves the community and custom-
ers for whom the service is provided.

The Company needs, therefore, to develop a strong cus-
tomer ‘interaction’ philosophy. This is particularly applica-
ble for a service-based enterprise such as the WWM
Companies. It is important that customers can interact
with the Company when they feel compelled to offer their
opinions and feedbacks. And it is what management
does with these feedbacks that will influence and shape
the Company’s service strategy.

Research has shown that almost all interactions with
displeased customers were not the result of a poor prod-
uct, but rather a disappointing customer experience. This
is because a product is not personal, but customer service
is.

In this sense the Company has two main activities: pro-
ducing specific and adequate services and interacting with
the customers who are using these services.

The following section illustrates issues that are the basis
for the development and establishment of a customer
service culture within the WWM Company..

2.1 Acknowledgment of Customers

Staff often lose sight of the importance of the customer
and become fully occupied in carrying out internal admin-
istrative day to day tasks, (such as filing, typing, reporting,
meetings, etc.), which results in the customer gaining a
poor impression of the Company’s performance.

How many times have we gone into a business office only
to wait while the staff member is on the telephone or busy
doing some ‘non-service’ task?

Good customer service must be a priority for the man-
agement team and all staff members of the Company.
Without customers there is no need for the Company to
exist.
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Thuc té vé viéc cac cong ty cdp nuwdc va nuwdc thai
thwong cé it hay khéng cé sy canh tranh vé mét thi
trwong khong nén lam gidm long nhiét tinh cha ban giam
dbc cling nhw dodi ngli nhan vién trong viéc cung cap tdi
khach hang dich vu tét nhat. Thém vao dé, can luwu y
rang khi Céng ty can diéu chinh phi va gia dich vy, diéu
guan trong la khach hang sé hai long véi cac dich vu cla
Céng ty.

2.2 Dich vu khach hang hiéu qua

Dich vu khach hang hiéu qua can phai cé cac quy dinh.

Ban giam dbc nén phat trién cac quy trinh hoat déng
chuan (QTHDC) dé& hwéng dan nhan vién trong cac hoat
déng cla ho va dé giam sat viéc thuc hién cac dich vu
khach hang.

Tiép do, ban giam doc nén phd bién cac QTHDC nay toi
nhan vién va tap huan cho ho ap dung cac QTHDC hiéu
qua va phu hop.

Ban giam déc can dam bao sy phan bé ngudn lyc day du
dé cho phep cac nhan vién phu trach da dwoc tap huan
ky cang cung cap dich vu t&i khach hang.

Can cho phép nhan vién c6 quyén thuc hién mot sb viéc
can th|et dé& cung cdp dich vu dic biét va gidi quyét
nhirng van dé da lam cho khach hang khéng hai long.

Néu co thé, hay cb gang lap mot khoan kinh phi riéng dé
Ban giam déc Coéng ty va cac nhan vién quan hé khach
hang s dung khi can thiét nhdm gitr khach hang truéc
khi bi mat ho. Nhan vién nén biét cach st dung quy va
duwoc phép vuot qua giéi han trong trvdng hop dac biét.
Viéc trao quyén nay sé giup nhan vién tao dwoc an
twong khéng thé nao quén ddi véi khach hang. Kinh phi
khéng nhét thiét phai qua I&n, nhwng dbi véi dich vu
khach hang, mét cr chi nhé ciing cé thé dem lai hiéu qua
cao.

Ban giam déc nén tim ra cac phwong phap va cong cu
can thiét dé nang cao dich vu cung cap. Néu nhan vién
khéng duwoc trao quyén va trang bi cac cong cu can thiét
dé phuc vu khach hang thi két qua cudi ciing sé la nhirng
dich vu khéng chét lwong.

Viéc dao tao nhan vién la mot qua trinh thwong xuyén
cht khéng chi dirng lai & nhitng khoa dao tao ban dau.
Qua trinh nay lién quan va&i cac quy trinh dich vu khach
hang va v&i cac ki nang dich vu khach hang. Viéc dao
tao nay nén tap trung vao kha nang ctia nhan vién cung
cép cac dich vu khach hang véi thai dé tich cwc va
phwong phap hiéu qua. Viéc dao tao lai nén tré thanh
mot dac diém thwdng xuyén cla qua trinh dao tao nhan
vién cla céac cong ty.

2.3  Giai quyét van dé

Nhan vién phu trach chdm séc khach hang can duoc tap
huén vé nhitng k§ nang gidi quyét van dé dé co thé (a)
Giao tiép v&i khach hang hiéu qua, (b) Hiéu dwoc van dé
cta khach hang va (c) Pwa ra nhiéu lwva chon va gii
phap ma khach hang cam thay phu hop.

Consulting Group

The fact that public water supply and wastewater compa-
nies often have little or no market competition should not
reduce either the management’s nor the staff's enthusi-
asm for providing the best service possible for their cus-
tomers. Additionally it is noted that when the Company
needs to adjust its service fees and tariffs it is important
that customers are satisfied with the Company’s services.

2.2 Effective Customer Service

An effective customer service comes with regulation.

Management should develop standard operating
procedures (SOP) to guide staff activities and to monitor
the performance of customer services.

Management should then disseminate the SOPs and train
staff to apply SOPs effectively and appropriately.

Management should ensure the allocation of sufficient
resources to allow selected and well trained staff to serve
customers.

Management should allow authorized staff to take the
necessary action to provide exceptional service and to
resolve any issues that made customers dissatisfied.

Where possible try to establish a discretionary budget that
a Company management and CR staff can access to
recover a customer before they are lost. Employees
should know how to access this fund, enabling them to go
above and beyond to ensure exceptional service. This
empowers the employee to create a ‘memorable’ cus-
tomer experience. This would not involve large funds, but
with regards to customer service, a small gesture can go
a long way.

Management should identify the methods and the means
that are needed to provide better service. Failing to em-
power and enable staff with the necessary means to serve
customer leaves only a few options other than poor ser-
vice.

Staff development is a continuing process that does not
stop with the initial training events. This process is linked
to the customer service procedures and to customer ser-
vice skills. The emphasis should always be upon the staff
being capable of providing customer service with a posi-
tive attitude, and in an efficient manner. Refresher train-
ing should be a regular feature of the companies ongoing
staff development process

2.3 Problem Solving

Staff in charge of customer care must be trained in
problem solving skills so they are able to (a)
Communicate effectively, (b) Understand the customer’s
problem and (c) Offer options and solutions that are ac-
ceptable from the customer’s point of view.




HUONG DAN QUAN LY QUAN HE KHACH HANG
GUIDELINES ON CUSTOMER RELATIONS MANAGEMENT

GFAZy

Nhén vién cham soc khach hang nén hoi y kién khach
hang khi quyét dinh gidi phap, d& ddm bao sw hai long
clia khach hang.

2.4 Ludn nghi dén khach hang khi quyét dinh van
de

Diéu quan trong la qua trinh ra quyét dinh 14y khach hang
lam trong tdm. Ban giam déc can phai luén d&t cho minh
nhing cau héi nhu: "liéu khach hang c6 hiéu nhirng gi
minh dang lam kh6éng?", hay "khach hang co thich hinh
thire dich vu hay hoat déng nay khéng?"

Su thay dbi trong cach tiép can nay can nhan duoc sy
ddng tinh cla toan bd ddi ngl nhan vién Cong ty. B&i vi
mac du ho cé thé khong gidp trwc tiép khach hang tai
cong ty, nhung ngoai gi® lam viéc, trong cudc sbdng, khi
gap g& v&i ban bé va hang xé6m, ho chinh la hinh anh dai
dién cho str ménh, tdm nhin va gia tri cla Cong ty.

2.5  Ung ho cha ban giam déc

Diéu quan trong 1a ban giam dbc phai dwa ra nhirng ranh
gidi rd rang vé nhirng linh viec ma nhan vién cham séc
khach hang duoc trao quyén quyét dinh. Va mot khi da
quyét dinh van d& nao d6 rdi, ban giam déc sé Gng ho
nhiét tinh, tao cho nhan vién 10ong ty tin khi thyc hién va
khéng lo 1dng dén hau qua, mién sao dap (rng dwoc nhu
cau cla khach hang. Piéu nay tao dong lwc cho nhan
vién phuc vu khach hang tét hon.

Do d6, van hoa dich vu khach hang phai dwoc dat 1én
hang dau. Moi hoat déng va ngén tir ctia ban giam déc
phai phan anh dwoc cam két nang cao chét lwong cham
s6c khach hang. Can dam bao tat ca cac tuyén bd chinh
séach, qui trinh, hwdng dan, thw bdo t& 1anh dao va céac
chuyén di giam sat phai thé hién dwoc cam két thuc hién
van hoa dich vu khach hang.

2.6  DPwa van dé khach hang vao trong chwong
trinh thao luan tai méi cuéc hop nhan vién

Khach hang la nhitng ngwoi quan trong nhét trong cac
hoat dong ciia Cong ty. Cac mdi quan tam, nhu cau va
mong doi cla khach hang phai duwoc dwa lén hang dau
trong moi suy nght cla tat c& nhan vién trong Cong ty.
Ban giam déc phai luon nu6i dudng va Cl’Jng cb thai do
nay tai moi thoi diém. Nhirng cau héi nhw: “Khach hang
nght gi vé van dé nay?”, hay “Bién phap nay c6 hop ly
ddi v&i ho hay khong?”, hay “Lam thé nao dé thay dbi
cach thirc va phuc vu khach hang tét hon?” can luén
dwoc can nhéc tai cac cudc hop nhan vién va trong qua
trinh ra quyét dinh.

2.7 Thwong xuyén thong tin cho toan bd nhan
vién

Nhan vién can duwoc biét chuyén gi dang xay ra trong
Céng ty va chuyén dé cé anh hwéng nhw thé nao dén
coéng dong. Coéng ty dang chuan bi cung cép nhirng dich
vu hay san pham gi, nhirng vung dich vu nao dang dwoc
phat trién & cong ty, gia dich vu la bao nhiéu va khi nao
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Customer care staff should involve the customer in de-
termining the best option or solution, to ensure customer
satisfaction.

2.4 Make every Decision with the Customer in

Mind

It is very important that the decision-making process is
customer focused. Management should Keep asking
questions such as ‘do our customers understand what
we're doing?’ or ‘would our customers like this type of
service or activity?’

This refocus of approach needs to be supported by all
Company staff. This is because staff, who are not directly
interacting with the companies customer, in the work-
place, usually live in the community and, as such, are
representatives of the Companies mission, vision and
values, when they interact with friends and neighbors
outside working hours.

2.5 Provide Management Support

It is important that the management clearly sets the limits
of the decision-making power that can be exercised by the
assigned customer care employee. And it is important
that once a decision has been made management will
provide strong support, assuring that the employee can
act with confidence and without concern for repercussion,
as long as the customers needs are being met. This
creates a greater staff motivation directed at serving the
customer well.

Hence, a customer service culture begins at the top. All
actions and comments of management must reflect a
strong commitment to raising the level of customer care.
It is important to ensure that all policy statements, proce-
dures, manuals, memos from the director and supervisory
visits must reflect this commitment to develop a consistent
customer service culture.

2.6 Make the Customers an Agenda Item at every

Staff Meeting

Customers are the most important stakeholders in the
Company'’s activities. Their interests, needs and expecta-
tion must be foremost in the minds of all Company em-
ployees. The management team needs to continuously
foster and reinforce this attitude at every opportunity.
Such questions as: ‘what would the customer think of
this?’ or ‘would this action be fair to them?’ or ‘how can we
serve our customers better or differently?’ should be a
part of every staff meeting and decision making process.

2.7 Regular Information to all Employees

Employees need to know what is happening in the Com-
pany and how this is affecting the community. What new
services and products are being offered or new service
areas that are being developed, at what cost, and when
will they be available to the community. They need to be
able to support all company activities that are directed

7
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bat dau phuc vu cong ddng? Ho can cé kha ndng hé tro
cho nhitng hoat ddng céng déng clia Cong ty. Cac hoat
dong sé dién trong thdi gian trwdc mét hay lau dai d6 c6
thé 1a cac chién dich nang cao nhan thirc cong déng,
diéu tra mirc d6 hai ldng khach hang, dang tin trén cac
phwong tién truyén théng dai chung,... Néu khach hang
biét cang nhiéu vé& nhitng hoat déng do cong ty thuc
hién, thi céng ty cang cé thé phuc vu ho tét hon.

Consulting Group

towards the community. Activities such as awareness
raising campaigns, satisfaction surveys, media releases
etc, that will take both in the short and the long term. The
more they know about the initiatives sponsored by the
Company, the better they can serve their customers.
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3. BO PHAN CHAM SOC KHACH HANG (CSKH)

BO phan cham soc khach hang déng vai tro trung tam
trong cong ty nham phat trién, duy tri va ap dung chién
lvoe, cach thire va phwong phap dé xay dwng mét cach
tot nhat:

1. mdi quan hé khach hang,

2. sy tham gia vao cong dong va

3. viéc quan ly nhi¥rng khiéu nai ctia khach hang

BO phan CSKH phai 1a mot bd phan tach biét trong co
cau td chirc clia cong ty, chir khdng phai 1a mot phan cla
cac bd phan khac hién c6 trong cong ty nhw phong hanh
chinh, phong ky thuat va nhan sy.

Chinh vi ban chét nhay cdm cla céac théng tin ma nhan
vién quan hé khach hang giai quyét nén Trwdng bd phéan
cham séc khach hang can cé quyén gap va lam viéc tryc
tiép voi Giam déc Cong ty. Diéu nay dwoc thé hién rd
théng qua so dd dwdi day.

Consulting Group

3. CUSTOMER CARE UNIT (CCU)

The customer care unit (CCU) is the central point within
the Company to develop, maintain and apply the strate-
gies, means and methods for developing the best possi-
ble,

1. customer relations,
2. community participation and
3. the management of customer complaints.

The CCU should be a discrete section within the structure
of the WWM Company and should not be made as part of
an existing department such as the administrative techni-
cal or personnel departments.

Because of the sensitive nature of the information that the
customer relations staff in the CCU handle, it is important
that the head of the unit has direct access to the Director
of the Company. The following diagram illustrates this
point.

Hinh 2: Co céu té chirc ctia bo phan cham séc khach hang

GIAM DOC CONG TY NUOC THAI ||

|

TRUONG PHONG
HANH CHINH

TRUONG PHONG
KY THUAT

A4 A 4
Nhéan vién Quan hé Nhén vién cham séc
khach hang khach hang

Nhitng hwong dén sau can dwoc thyc hién dé dam bao
cho dich vu cham sé6c khach hang phat trién tot trong
Cong ty quan ly nwéc thai

3.1 Tuyén nhan vién

Viéc dam bao bd nhiém dung nguoi vao cac vi tri giao
dich v&i khach hang va v&i ngwoi dan la rat quan trong.

Nhan vién cham séc khach hang phai la nhirng nguwoi
ludn vui vé phuc vu ngudi khac, phuc vu td chirc cla ho,
va phuc vu cong déng. Tinh than phuc vu va cham séc
ngudi khac cé sdn trong tinh cach cla ho. Thai do nay
khong lién quan dén van dé tién bac hay hoan canh xuét
than, va nhitng ngudi cé thai do nay ciing khong nhét

The following guidelines should be put into practice to
ensure the development of good customer care in the
WWM Company.

3.1 Staff Appointment

It is very important to make sure that the correct people
are placed in any positions where the community or the
customers interface with the Company.

Customer care staff should be people who simply enjoy
serving others, their organizations, and even their com-
munities. The spirit of service and caring for others domi-
nates their personality. This attitude of caring and service
has nothing to do with money or background, and people
who have this attitude are not necessarily the most outgo-
ing, but are focused upon meeting the needs of others.
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thiét phai la nhirng nguoi c&i m& nhét, nhung phai chi
trong dén viéc dap rng dwoc nhirtng nhu cau cla nguoi
khac.

Do d6, viéc bd tri nhan vién hién thoi cla cong ty hay
tuyén ngwdi méi vao cac vi tri trong bd phan Cham séc
khach hang 1a viéc lam thiét yéu dé phat trién mot doi
ngid virng manh.

Ban giam déc can phai dam béo c6 dwgc nhirng ban moé
td cong viéc rd rang va nhét quan cho nhirng vi tri lién
quan va phai tuyén chon dwoc nhivng ngudi tot nhat dap
tng dwoc yéu ciu clia ban moé ta cong viéc.

Ban giam déc phai ddm bado qua trinh phéng van xac
dinh dwgc mirc d6 phu hop cla cac tng vien mét cach
hiéu qua va st dung cau hdi lién quan dén cach tng xt
dé danh gia xem (ng vién c6 phu hop véi méi trudong
cbng viéc, v&i van hoa va nhirng mong dgi clia Coéng ty
hay khéng.

3.2 Vi tri bé phdn CSKH

Do viéc giao dich v&i khach hang la nhiém vy trong tadm
ctia B6 phan CSKH nén bd phan nay can thiét phai ndm
& vi tri ma khach hang co thé dé dang tiép can dwoc. N6
c6 thé nadm ngay 16i vao van phong cong ty, hodc ndm
canh clra trén dwong vao cong ty.

3.3 Canhéan hoa dich vu khach hang

Nhan vién bd phan CSKH can nhanh chéng xac dinh van
dé clia khach hang va tim ra cach giai quyét cho van dé
d6. Cac nhan vién can phai dat ra cau hdi "Minh phai lam
thé nao dé cho khach hang cdm thay dé chiu?" Khach
hang sé& ludn cé phan tng tét néu ho cam thay rang dich
vu nay nhw dwoc danh riéng cho ho, ch khéng phai la
mét nhiém vu cdng viéc.

Nhan vién CSKH nén cb géng hinh thanh méi quan hé
than thién va chu dao dbi véi khach hang bang cach dam
bao thwe hién nhirng diéu sau:

e tAtca cac cudc dién thoai goi dén déu dwoc nhac may

trong vong 5 gidy va dwoc tré 16 mot cach chinh xac
va ngan gon.

e moi khach hang déu dwoc phuc vu céng bing va wu
tién nhw nhau.

e néu cé thé, goi khach hang béng tén.

e bét tay va dé nghi khach hang gidi thiéu

e hoi tham vé van dé cta khach hang mot cach diém tinh
va than thién

e khi giai thich cac quy trinh can phai ré rang va ngan
gon

*  phai tim dén khach hang truéc khi khach hang tim ¢én
minh khi cé sy c6 xay ra

 hanh dong ngay Iap tirc khi co thiéu sot va khiém
khuyét trong dich vu

e nhan vién cé thé va ludn san sang tra I&i khach hang
mét cach hiéu qua

Consulting Group

Hence, the assignment of existing staff from within the
Company or the recruitment of people from outside the
Company to fill positions in the Customer Care Unit is
crucial in developing a strong customer focused team.

Management must ensure that there are clear and con-
cise job descriptions for the positions concerned and that
the allocation / recruitment process identifies the best
people to meet the requirements of the job descriptions.

Furthermore, management should ensure that the re-
cruitment process effectively determines the suitability of
potential employees, and that behavioral questions are
used that will help assess whether the person will suit a
service environment together with the culture and expec-
tations of the Company.

3.2 Location of CCU Unit

Because the interface between the customer and the
Company is centered in the CCU, it is very important that
it is physically located where the customers and the com-
munity can gain easy access. It should be placed in the
entrance to the Company offices or beside the gate di-
rectly on the roadway that the community will use to ac-
cess the Company.

3.3 Make Customer Service Personal

CCU staff needs to focus as quickly as possible on identi-
fying the customer issue at hand and processing it so that
a solution can be reached. CCU staff need to ask them-
selves, "how can | make the customer’s experience a
pleasant one?" Customers will always react favorably if
they feel that the service is personal and not just a job
duty.

CCU staff should try to establish a friendly and caring
relationship with the person by ensuring that:

e all telephone calls are picked up within five sec-
onds and answered precisely and briefly

e all customers are served with priority and fairly

e customers are addressed by name where possi-
ble

e customers are offered a handshake and intro-
duce themselves

e enquiring about the problem in a calm and
friendly way

e communications are clear and simple when ex-
plaining procedures

e  you get to the customer before the customer
gets at you when things go wrong

e immediate action is taken to address defects or
shortfalls in service

e staff is able and willing to respond effectively to a
customer

10
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e nhan vién dwoc phép c6 nhirng quyét dinh cé lgi cho
khach hang

e dap trng cao hon nhirtng mong dgi clia khach hang
bang cach cung cap nhirng dich vu phu thém

Nhan vién phai biét cdm on khach hang vi da t&i cong ty,
ung ho va dong gop nhiét tinh cho cong ty. Néu g|a|
quyet dung dén, phan I&n khiéu nai ctia khach hang déu
c6 thé tré thanh nhirng co hoi céi thién dich vu.

Néu lam dwoc nhuw vay, khach hang sé cam thay rang ho
cjuqc quan tdm chu dao, dwoc ton trong va ho cé sé mot
an twong dang nho.

3.4 Tao méi trwdng khuyén khich nang cao chat
lwong dich vu va cé ché dé khen thwéng hop
ly

Ban giam déc Cong ty can xay dung va hé tro tich cuc
viéc ap dung quy trinh hoat ddng chuan dé trén co s& d6
c6 ché do khen thwéng cho nhan vién nao cta bd phan
CSKH da thwc hién tét cOng viéc clia minh. Ban giam
dbéc can truyén dat cho nhan vién bd phan CSKH vé tiéu
chuén danh gia va khen thwéng ré rang.

Diéu quan trong trong viéc ap dung thanh céng va lau
bén van hoa dich vu khach hang lanh manh 1a c6 ché do
thwéng, phat hop ly, danh gia dung né lwc cla nhan vién
bd phan CSKH. Viéc thira nhan nhirng né lwc ctia nhan
vién trong viéc cai thién chat lwong dich vu s& dadm bao
cho qua trinh tiép tuc phat trién dé dap rng nhu cau cla
khach hang.

Ban giam déc nén cé chwong trinh ting thwéng cho
nhan vién da cung cép dich vu khach hang nbi bat.
Nhirng chwong trinh nhw thé nay can thiét ké dé phu hop
v&i nhu cau ca nhan, va khéng nhét thiét phai tbn nhiéu
tién.

Ban giam déc cling can danh thoi gian dé bay té sy cam
on dbi véi nhan vién trong cac cudc hop. Moi ngudi déu
mudn dé lai nhitng dau &n riéng va cam théy rang ho co
y nghia. Vi thé, viec danh moét it thoi gian dé thira nhan
sy xuat sic cla cac nhan vién ngay trwéc mat dong
nghiép ctia minh sé& mang lai hiéu qua dang ké.

3.5 Han ché téi da cac nhiém vu hanh chinh

Trong Céng ty, tt ca cac vi tri quan trong déu phai thuc
hién nhiéu nhiém vu hanh chinh & nhiéu cip d6 khac
nhau. Tuy nhién, d& ddm b&o duy tri dich vu hwéng téi
khach hang, nhan vién CSKH nén dwoc han ché tbi da
nhirng cdng viéc nhw vay.

Nhan vién chiu trach nhiém cham soéc va dich vu khach
hang can co6 kha néng diéu chinh thoi gian cta ho dé dap
&ng v&i nhu ciu cta KH. Chinh vi thé, BGD nén can
nhac nhitng nhiém vu anh hwédng dén coéng viéc hang
ngay cla nhan vién CSKH va phai phan cong nhirng
cong viéc phu hop cho ho dé ho cé du thdi gian giao dich
v&i khach hang mét cach hiéu qua.

Nhitng céng viéc hanh chinh can phai dwoc thwc hién

Consulting Group

e staff have the discretion to make a decision in
the customer’s favor

e customer expectations should frequently be ex-
ceeded by the provision of unsolicited extras

Staff should always thank customers for their patronage,
active support and contributions. If handled right, most of
the customer complaints can be turned into opportunities
of service improvements.

By doing this the customer concerned will feel that they
have been attended to, with consideration and with re-
spect and have had a memorable and compelling experi-
ence.

3.4 Create an Atmosphere of Excellence and

Reward on Service

The management team of the Company needs to develop
and actively support the application of standard operation
procedures that are designed to reward CCU staff who
exceed basic workplace expectations in relation to their
on the job performance. The management team needs to
communicate to the CCU staff on how excellence will be
measured and rewarded.

A key to the sustained application of sound customer
service culture is the provision of an appropriate rewards
system that recognizes the efforts of CCU staff. The
prompt recognition of the staff's efforts to improved cus-
tomer services will ensure that the process continues and
develops to meet the needs of the customers.

Management should implement a customer service
awards program that recognizes employees who provide
exceptional customer service. Such a program should be
tailored to meet the individuals need for recognition and
appreciation, and does not necessarily need to be very
costly.

Management should take the time to acknowledge em-
ployees at staff meetings. People want to leave their
mark and feel that they matter. Taking the time to recog-
nize exceptional staff in front of their peers can make a
real difference.

3.5 Minimize Positional Tasks

Multilevel tasks are implemented by all key staff positions
in the Company. However, for the maintenance of a
strong customer focus it is important to keep these tasks
to a minimum for the CCU staff.

Personnel involved in customer service and care must
have the ability to re-allocate their time to meet the needs
of customers. Hence, management must be mindful of all
tasks affecting the day to day working of the CCU staff
and arrange their workloads so that they have enough
time available for them to interact with customers effec-
tively.

Administrative activities and tasks need to be made as

11
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cang hiéu qua cang t6t dé nhirng nhan vién nay khong bi
mat tap trung trong viéc giao dich v&i khach hang.

3.6 Tham khao y kién cua cac co quan cép tinh /
dia phwong c6 lién quan

Nhiém vu chinh ctia b6 phan CSKH va cla ban giam déc
Céng ty la (a) hd tro khach hang va (b) cung cap théng
tin t¢i ban giam déc cta coéng ty nhdm nang cao dich vu
dap ng nhu cau va mong dogi cta khach hang.

Lién quan dén khach hang cta céng ty, cd :[hé duva ra
mot sélnhc')m khéc r]hau ma dwa vao dé co thé cé nhirng
cach tiep can van de va dich vu khac nhau.

a. Ho gia dinh — Don vi gia dinh

b. Céac td6 chirc nha nwéc - trwdng hoc, bénh vién, co
quan

c. Cac co s@ kinh doanh nhé - kinh doanh hd gia dinh

d. Cac co s& sér) xuat nhd - hiéu banh, stra chiva 6 to
xe may, néi that

e. Cac co s& san xuat vung ven dé/ ndng thén - siva bo,
trang trai nudi ga, lon

f.  Cac nha may lon, vén dau tw trong nwdc hodc nuéce
ngoai - ché tao kim loai,

g. Khach hang trién vong trong moi linh viwc — khach
hang trién vong 1a nhitng nguwdi sé tré thanh khach
hang trong twong lai khi khu vwc cung cap dich vu
mé& réng.

R& rang la cdm nhan vé chat lugng va mirc d6 cla cac
dich vu do cbéng ty cung cap la khac nhau tuy thuéc vao
cac nhom khach hang.

3.7 Diéu tra mirc do hai long cta khach hang

Ban giam dbc va bd phan CSKH can thiét lap quy trinh
dé danh gia mic do hai long cua khach hang déi voi
nhi*ng dich vu ma Céng ty cung cap

Cach tot nhét dé biét dwoc mirc do hai long clia khach
hang la dinh ky hdi cém,nghT clia ho vé nhirng dich vy
ma Cong ty dang cung cap. Ly twdng hon, ban giam doc
nén st dung két hgp nhiéu phwong phap véi nhau, vidu
nhuw:

e Hop thw gop y,

¢ Quan sat cac giao dich,

e Diéu tra khach hang,

e Phdng van sau, va

e Quan ly bang cach di khao séat tinh hinh (di thyc té va
noi chuyén v&i khach hang).

Nhirtng hoat ddng nay con coé y nghia guvi dén khach
hang thong diép rang Cong ty lubn quan tam dén khach
hang dén nhirng mong muén cla ho va dén chat lwong
ctia dich vu ma ho nhan duoc.

Consulting Group

efficient as possible so that they don'’t take too much fo-
cus away from customer interactions.

3.6 Related Provincial / Local Institutions

Consultation

A major responsibility of the CCU and the management
team of the Company is to (a) provide customer support
and (b) provide information to the management of the
company aimed at improving services to the community in
a manner that meets the needs and expectations of the
customers.

In terms of customers of the company it is possible to
make some structural divisions that might indicate a dif-
ferent approach to issues, problems and services.

Householders — Family units

Government institutions — schools hospitals, gov-
ernment offices

Small retail businesses — family shops

d.  Small manufacturing businesses — bakeries, motor
repair shops, furniture retailers

e. Semi urban/ rural businesses. — dairies, chicken
farms, piggeries

f. Large factories, local and foreign owned — metal
fabricators,

g. Potential customers in all sectors — potential cus-
tomers that in the future will become customers
when the service area is expanded.

It is clear that depending upon the sector to which the
customer belongs, perceptions of quality and level of
company services will differ.

3.7 Customer Satisfaction Surveys

Both Management and the CCU need fto install a process
to measure the customers satisfaction level of service
provided.

The best way to understand the level of customer satis-
faction is to ask them periodically how they feel about
service the Company is providing. Ideally, the manage-
ment team should use a combination of different methods,
including among others:

e Suggestion box,

e Observation of interactions,
e Customer surveys,

e In-depth Interviews, and

e Management-by—walking-around (go out and talk with
the customers).

These activities include sending messages to customers
from time to time informing them, that the Company cares
about them and their expectations and the quality of ser-
vice they are receiving. .

12



HUONG DAN QUAN LY QUAN HE KHACH HANG
GUIDELINES ON CUSTOMER RELATIONS MANAGEMENT G F A I v

Cac hoat ddng nay sé& nhan dwoc mot sb chi trich, nhwng
Céng ty ciing sé biét dwoc nhitng gi ma ho chuwa thuc
hién dung va xac dinh dwoc nhitng thay déi can thiét.
Bén canh d6, ban giam déc ciing dwoc loi tir nhirng lan
tiép xuc v&i khach hang, bdi vi méi lan nhw vay 1a mét co
héi tét cho dich vu khach hang.

Consulting Group

This process will result in some criticisms, but the Com-
pany might also learn what they have not been doing right
and indicate where modifications can be made. In addi-
tion, the management will benefit from customer interac-
tions, since every interaction is a customer service oppor-
tunity.

13
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4. QUAN LY NHIPNG KHIEU NAI CUA KHACH
HANG

Hé théng quan ly khiéu nai la mot phan khong thé thiéu
trong sw cam két ctia Céng ty nham cung cap nhirng dich
vu ddm bao chét lwong. Tiép nhan va quan ly cac khiéu
nai, nhan xét va kién nghij tir phia khach hang, cung nhw
tr dw luan sé 1a mot co hdi tét khdng chi de giai quyét
cac van dé ma con dé tranh I&p lai nhitng van dé do va
dé nang cao chat lwong dich vu théng qua nhirng phan
hdi tir phia khach hang.

Giai quyet céac khiéu nai cia khach hang hiéu qua la cach
t6t nhat dé cai thién nhirng suy nghl ctia cong chung vé
tinh chuyén nghiép va toan ven clia céng ty.

Nhan vién cta bé phan CSKH cin nhan dwoc sw hé tro
day da tr can bd QL dé thwc hién hé thdng noi bo giai
quyét khiéu nai khach hang mét cach hiéu qua. Nhan
vién phai dwoc dao tao va duoc quyen giai quyét cong
viéc theo nhw quy dinh va phai biét dwoc luc nao can
chuyén nhirng van dé ngoai pham vi gidi quyét ca minh
sang cho nhirng phong ban phu hop.

4.1 Dinh nghia Khiéu nai

Khiéu nai dwoc dinh nghia la bat ci "sw bay té thai do
khong hai l1ong, du dwéi hinh thirc nao, dwoc cho la do
Céng ty da khéng thyc hién dung chirc nang hoac khéng
cung cap dich vu mot cach chuén xac"

C6 nhiéu hinh thirc khiéu nai khac nhau, tr mét I&i kéu
ca vé viéc tdc dwong b6ng thoat nwéc cho dén nhirng
phan nan vé mét ca nhan nao dé. Nhirng khiéu nai c6 thé
dwoc tiép nhan bang dién thoai, hay nhirng cach thirc
lién lac khac qua giao tiép trwc tiép hodc bang van ban.
Cé6 nhirng khiéu nai dwoc gidi quyét b&i nhan vién bd
phan CSKH hodc cling ¢6 nhitng van dé nghiém trong
hon can dwoc cac chuyén vién/thanh tra diéu tra.

Cac khiéu nai clia khach hang ciing 1a mét cach dé giam
sat chat lwong cla dich vu theo céi nhin ctia khach hang,
vi du nhu sw sach sé cta thanh phé, nhirng tinh hudng
ung ngap, lut 18i...vv... C6 thé thay réng, trong khi mot sb
khiéu nai cia khach hang la hop ly va la do 16i tlr phia
cbng ty va/hoac tr phia nhirng bén lién quan, thi cé mét
s6 khiéu nai lai c6 tinh bdi x4u hodc dwa vao nhirng
thdng tin khdng chinh xac.

4.2 Ngudn géc cta nhirng khiéu nai

Moi nguoi dan ciing nhw nhirng t6 chirc lién quan dén
cong ty co quyén kh|eu nai vé chat lwgng cua nhirng dich
vu ma cong ty cung cép, tuy nhién, phan Ién cac khiéu
nai déu xuat phat tw:

e cac ho gia dinh

e doanh nghiép thwong mai va cong nghiép

e dw luan cdng chung

e thanh vién ctia Uy Ban Nhan Dan

e thanh vién cta hoi déng do luat phap quy dinh
e cac nhém dai dién tai cong déng

Consulting Group

4. CUSTOMER COMPLAINTS MANAGEMENT

The complaints management system is an integral part of
the Company’s commitment to the delivery of quality ser-
vices. Receiving and managing complaints, comments
and recommendations from the Company’s customers
and from the general public alike, provides an opportunity,
not only to resolve problems, but also to prevent any re-
currence and improve services through customer feed
back.

Effective complaint resolution is the best way to improve
the public’s perception of the Company’s professionalism
and integrity.

CCU staff needs to get full management support in im-
plementing the internal customer complaints system effi-
ciently and effectively. Staff must be trained and empow-
ered to take the agreed action and have a clear under-
standing of when to channel issues outside their area of
responsibility and remit to the appropriate line depart-
ments.

4.1 Definitions of a Complaint

A complaint is defined as any “expression of dissatisfac-
tion however made, which alleges failure on the part of
the Company to perform a function or provide a service
accurately”.

Complaints may take many forms from a verbal statement
about drain blockages, to an allegation against an individ-
ual. It may be received by telephone or some other
means of communication either personal or written.
There will be routine complaints which can be dealt with
by CCU staff or more serious ones which require investi-
gation by senior staff.

Complaints also provide a means of monitoring service
quality from the customer’s perspective e.g. the cleanli-
ness of the City, the incidence and severity of flooding,
etc. It is accepted that while some complaints will be
justified and reflect a failure on the part of the Company
and/or their stakeholders, other complaints may be mali-
cious or based on incorrect information or perceptions.

4.2 Sources of Complaints

All members of the community, and stakeholder institu-
tions alike, have a right to complain about quality of the
Company’s services; however, the majority of complaints
originate from:

e household customers,

e commercial and industrial customers,

e the general public,

e members of the of the Peoples Committees,
o members of statutory bodies, or

e community based representative bodies.
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4.3 Nhirng nguyén tac co ban cua hoat dong quan

ly nhirng khiéu nai ctia khach hang

M(“; hinh sau nér) duwoc ap dung dé thuc hién mot hé
thong quan ly khiéu nai

Consulting Group

4.3 Key Principles of Complaints Management

The following framework should be adopted to operate a
complaint system:

Hinh 3: Mé hinh Quan ly Khiéu nai

QUYET KHIEU NAI
1 Camidt
cia KH 2. Cong bang
3. Hiéuqua
4. Tiep can
5.

KHUNG 5 NGUYEN TAC GIAI

Co trach nhiém

CUA KH

Khiéu nai cua
KH dworc giai
quyeét

Cam két

Moi vi tri trong cong ty can phai cam két hd tro cho hé
thong giai quyét khiéu nai, phan nan, bao gém:

e tha nhan rang khach hang cé quyén khiéu nai

c&i m& tim hiéu nhirng phan héi tr phia khach hang
c6 van ban qui dinh vé cac chinh sach va quy trinh
hoat dong chuan vé cach giai quyét khiéu nai, phan
nan.

Tinh céng béng

Cac khiéu nai, phan nan phai dwoc giai quyet cbng bang
dbi véi cac bén, pha| Iang nghe, xem xét tat ca cac y kién
dé can nhac giai quyét mot cach cong bang cho moi
nguwoi.

Hiéu qua

Lubén cé s&n ngudn luc phu hop dé giai quyét nhirng

khiéu nai mét cach hiéu qua. Nhirng khiéu nai nay can
dwoc xt ly nhanh chéng va nha nhan.

Nhirng nguoi co trach nhiém gidi quyét khiéu nai phai co
quyén va kha nang dwa ra cac gidi phap va thyc thi
chung

Kha nang tiép can

Hé thong giai quyét khiéu nai, phan nan phai nén dé tiép
can doi voi tat ca khach hang.

Cac thong tin huwéng dan céach thire khiéu nai ludn sén c6
va dé hiéu.

Va viéc khiéu nai la mién phi.

C¢ trach nhiém

Dam bao tra 1&i kip thdi cho moi ngudi nhirng khiéu nai
clia khach hang du la ca nhan hay don vi.

Nhitng v&n dé xay ra thwong xuyén va mang tinh hé
thong can dwoc phat hién va stra chira.

Commitment

There should be a commitment at all levels of the Com-
pany to support a complaint solution system that includes:

e acknowledging that customers have a right to com-

plain,
openly seeking feedback from customers, and

having a written policy and standard operating proce-
dures about handling complaints.

Fairness

Complaint handling should be fair to all parties, and must
allow everyone's views to be heard and taken into account
in a balanced way.

Effectiveness

Adequate resources should be made available to handle
customer complaints efficiently and effectively. Com-
plaints received should be dealt with quickly and courte-
ously.

Those involved in responding to complaints should have
the authority and ability to decide remedies and to put
them into effect.

Accessibility

The complaint handling system should be easily accessi-
ble to all customers.

Information about how to make a complaint should be
readily available and simple to understand.

It should not cost your customer anything to make a com-
plaint.

Accountability

Ensure timely response to every complaint made by any
person or institution.

Recurring and systemic problems which become known
through the complaint handling system should be identi-
fied and rectified.
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Thuong xuyén kiém tra hoat dong cia hé théng giai
quyét khiéu nai dé& dam bado két qua tét cho khach hang
va nhirng bén lién quan.

Dam bao phai cé cac bdo cao phu hop vé nhirng két qua
rat ra trong qua trinh gidi quyét khiéu nai va vé két qua
kiém tra hoat dong hé théng nay dé cung cép cho ban
giam déc khi can.

4.4 Nhirng khiéu nai lién quan dén quyén lgi va
trach nhiém

Cac khiéu nai dwoc xem la phu hop khi né lién quan dén
nhi*ng qui dinh v& trach nhiém va quyén loi clia cac bén
lién quan, cu thé Ia Khach hang va Céng ty. Nhirng khiéu
nai khéng duoc vo ly va ndm ngoai khd nang giai quyét
cla Cong ty. Nhitng quyén lgi va trach nhiém co ban
dwoc néu sau day.

Quyén lgi va trach nhiém cla khach hang I3 hd gia dinh:

e Nuoc thg’ai ctia khach hang co thé dwoc thai vao
dwdng cong cla thanh pho bat ct lic nao,

e Nwéc mua trong khu viee nha khach hang co thé
dwoc thoat ra, di vao dwong cong cla thanh pho bat
c luc nao,

e Néu ong cbng bi nghén, miéng cbng bi héng hay bi

Iay mat thi khach hang c6 quyén yéu ciu cong ty dén
Iap dat lai,

e Cac gia dinh can thay déi mirc phi nwoc thai da hop
dong khi tir hd gia dinh binh thwdng tré thanh cac co
s& san xuat kinh doanh nhd

e Khach hang phai tra phi nwéc thai theo thé tich nwéc
sach ma ho s dung. Néu nguwdi st dung dich vu
khong phai la khach hang cta Coéng ty cap nwoc thi
phai tra phi nwéc thai theo thoa thuan.

Quyén loi va trach nhiém cta Coéng ty quan Iy nuéc thai:

e Cong ty co quyén kiém tra nha cda khach hang dé
xem liéu nguoi str dung co6 thay doi lwgng va tinh
chat chia nwéc thai khéng,

e Cong ty co quyén kiém tra diéu kién cla hé thong
nwdc thai rleng cua khach hang (be phot) Néu co bat
cl van dé gi xay ra, cong ty co thé yéu cau nguoi stv
dung giai quyet nhirtng van dé dé trong mét khoang
thoi gian nhét dinh,

e (Cobng ty dam bao cung cap thong tin lién hé vé dién
thoai, fax hay email dé sén sang tiép nhan y kién va
khiéu nai ctia khach hang dé cai thién chét lweng dich
vy, va dé cé nhirng hanh déng kip thoi khi can,

e COng ty cb nhiénj vu xem xét cé,c y kién clGa khach
hang lién quan dén gia ca va chat lwgng dich vy, va
co s tra 1&i hay cam két cai thién thich hop.

Doanh nghiép thwong mai va céng nghiép:

Cac khach hang la doanh nghiép thwong mai va cong
nghlep can tuan tha theo luat bdo vé moi treong vé viéc
quan ly nwdce thai. Cong ty quan ly nwdce thai can phai nd

Consulting Group

Review the operation of the complaint handling system
reqularly to make sure that effective outcomes are
achieved for customers and stakeholders.

Make sure that appropriate reporting of the findings and
reviews is available for the management.

4.4 Complaints are Related to Defined Rights and

Responsibilities

Complaints need to be considered relevant if they related
to a set of rules that determine the rights and responsibili-
ties of the involved parties, namely the customers and the
Company. Complaints shall not be unreasonable and
beyond the capacity of the Company. The following is a
listing of typical rights and responsibilities:

Rights and Responsibilities of Household Customers:

o Wastewater generated by customers can be dis-
charged into urban sewers at any time,

o Storm water from the customers premises can be
discharged to the urban sewer at any time,

e Should sewers being blocked or manhole covers are
damaged or lost, the customers have the rights to re-
quest Company to reinstate,

o Domestic customers should change the approved
nature of their wastewater fees when converting from
domestic to small scale industrial waste water,

o All customers should pay the wastewater tariff accord-
ing to metered volumes of water used. If a customer
is not a water supply Company customer, then they
should pay a flat wastewater tariff according to the
agreement.

Rights and Responsibilities of the Company:

e Company has the right to inspect the customer’s
premises to see if the customer has changed the dis-
charging volume or nature of the wastewater,

e Company has the right to inspect the conditions of
customer’s on-site wastewater systems (septic tank).
If any problems are found, the Company can request
the user to attend to these problems in a specified pe-
riod,

o Company will ensure that the relevant telephone, fax
and email details is available to receive customers’
complaints and opinions to improve service quality, or
take immediate actions, where necessary,

o Company is obliged to take into account the custom-
ers opinions regarding to tariff and service quality, and
give a proper reply or commitment to improve.

Commercial and Industrial Customers:

The commercial and industrial customers should follow
the environment law about the waste water management.
The Company must make a major effort to formalize its
relationships with commercial and industrial customers.
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lwc nhiéu hon dé thiét 1ap quan hé chinh thirc v&i nhivng
khach hang nay. Kinh nghiém cho thdy cac doanh nghiép
thwong mai va cong nghiép can dwoc lam viéc theo tirng
tinh hudng cu thé.

4.5 Quy trinh giam sat khiéu nai ctia Cong ty

Vai tro ctia Bo phan Cham séc Khach hang

Ban Giam doc bé nhiém nguoi ding dau Bo phan
CSKH, ngu@[ chiu trach nhiém toan bd vé diéu phoi va
quan ly hé thdng cham séc khach hang.

Trach nhiém clia nguoi dirng dau nay bao gdm dam bao
phwong phap hoat ddng nhat quan tai tat ca cac phong
ban ctia Coéng ty, va cac quy trinh thwc hién phai dwoc
phd bién va cong bd day du.

Cong ty phai tra & nhanh gon va mang tinh tich cuc dbi
v&i cac khiéu nai cia Khach hang hay cla cac ca nhan
lien quan. Nhitng khiéu nai nay thwong 1a biéu hién dau
tién clia moét sw cd hoat dong. Chi khi nhan vién dwoc
dao tao phu hop va théng hiéu moi khia canh dich vu nay
thi ho méi c6 thé dwa ra nhirng cau trd 1&i xac dang cho
khach hang.

Trwdng Bé phan CSKH can phai dé trinh cac phan hoi
thwérng xuyén lén Giam dbc, ddm bao ban giam dbc hidu
hét dwoc cac kho khan hién tai lién quan dén nhirng dich
vu cung cép.

Mau don

Ludén c6 sdn ban mau chuan Iwu hanh ndi boé cho cac
nhan vién cham séc khach hang dé ho ghi lai chi tiét ctia
cac 1&i phan nan, phé binh va kién nghi cia khach hang
trén mot ban gbc va ba ban sao nhuw sau:

e ban géc sé dugc lwu lai tai B6 phan CSKH - noi
nhan khiéu nai va moét khi khiéu nai da duwoc giai
quyét, ban gbc dwoc lwu lai d& lam bao céo va lwu
triv ho so,

¢ mot ban sao khach hang git,

e mot ban sao dwoc chuyén (néu phu hop) cho bd
phan dwoc phan cong giai quyét van dé. Khi da hoan
thanh giai quyét thda dang khiéu nai, ban sao nay sé
dwoc ghi va duwoc chuyén vé cho Trwédng Bo phan
CSKH dé 1am bao céo va lwu trir chirng tir, va

e mot ban sao dwoc trao cho Giam déc Cong ty (néu
phu hgp) dé nam bat théng tin va xt ly thém (néu
can thiét).

Consulting Group

Experience has shown that commercial and industrial
operations should be dealt with on a case-by-case basis.

4.5 Corporate Process for Monitoring Complaints

The CCU Role

The management appoints the Head of the CCU who
should have the overall responsibility for coordinating and
managing the customer care system.

The CCU Head’s responsibility includes ensuring consis-
tency of the approach across the Company’s departments
and that the operating procedures are adequately publi-
cized and disseminated.

The Company must respond promptly and positively to
the complaints of customers or other affected individuals.
Such complaints are often the first indication of an opera-
tional problem. Proper responses can be provided only if
the CCU staff is properly trained and has understood
thoroughly this aspect of the utilities service.

The Head of the CCU shall provide regular feed back to
the Director assuring that management is fully aware of
prevailing service constraints.

Forms

An internal standardized form should be available to the
CCU staff to record the details of any customer complaint,
comment and/or recommendation in one original and
three copies, as follows:

e the original will be retained in the CCU where the
complaint is received and once the complaint has
been resolved it will be kept for reporting and filing
purposes,

e one copy should be given to the complainant,

e one copy is to be passed (where appropriate) to the
department assigned to resolve the problem. Once
the complaint has been resolved satisfactorily the
completed copy should be passed back to the head of
the CCU for reporting and filing purposes, and

e one copy is to be passed (where appropriate) to the
Company'’s Director for information and for further ac-
tion (if required).
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Quy trinh x& ly

Cac nhan vién cta Bo phan CSKH phai c6 trach nhiém
cw xU lich thiép va tén trong khach hang béat ké thé loai
va tinh chét ctia khiéu nai va phé binh. Quy trinh sau can
phai tuan thu:

Nhan vién CSKH can chuin bj sdn cac van ban can
thiét theo mau, hd tro viéc dién vao cac van ban néu
can, va cé quyén gidi quyét phan 16n cac khiéu nai
ngay tai chd,

tAt ca cac khiéu nai qua dién thoai, may fax néu
khong thé giai quyét ngay can phai thong bao xac
nhan (da nhan khiéu nai) cho khach hang bang van
ban trong vong mét khoang thoi gian theo quy dinh,

khi khong thé gidi quyét khiéu nai truc t|ep v&i khach
hang, can giai thich trinh tw tha tuc gidi quyét tiép
theo cho khach hang. Sau khi da thong bao thu tuc
giai quyét khiéu nai nay cho khach hang, khiéu nai
can dwoc chuyén sang cho trwdng phong/ bd phan ki
thuat lién quan trong Cong ty,

tredng bd phan cb lién quan nay can hoi dap trong
gidi han thoi gian dwgc yéu cau. De xt ly khiéu nai,
nhan vién x& ly can dwoc trao quyén hop ly. Mot khi
ho khéng thé gidi quyét khiéu nai dung thoi han,
trwdng bd phan nay phai ddm bao réng vu viéc nay
da dwoc bao cao ngay cho Giam déc tiép tuc theo dbi
X ly,

giam déc sé quyét dinh viéc dich than gidi quyét vu
viéc nay hay la Gy quyén cho mét thanh vién cé kinh
nghiém trong ban giam déc. Giam dbc nén chi dinh
nhan vién chiu trach nhiém diéu phdi, théng bao tién
do giai quyét cong viéc va giai quyét khiéu nai.

Consulting Group

Procedures

It is the responsibility of the CCU staff to ensure that all
customers and members of the public are treated in a
courteous and respectful manner irrespective of the type
and nature of the complaint and/or comment. The follow-
ing procedures should be adhered:

e the CCU staff makes the necessary documentation in
accordance to agreed formats, assists with the com-
pletion of the documentation where necessary, and
should be empowered in resolving the majority of the
complaints on the spot,

e all complaints received by telephone or fax which
cannot be resolved at the spot should be acknowl-
edged in writing within an agreed period of time,

e where the member of staff cannot resolve a complaint
directly with the customer, the follow up procedures
should be explained to the customer. Having ac-
knowledged this, the complaint should be transferred
to the Head of relevant technical unit/department,

e the Head of the concerned unit/department must re-
spond within set time limits. The staff at this level
should be empowered to take whatever action is nec-
essary to rectify the complaint. Where they cannot re-
solve the matter timely, the Head of the
unit/department must ensure that that the case is im-
mediately reported to the Director for follow-up,

o the Director should decide whether the issue will be
handled personally or whether it will be delegated to
senior member of the management team. The Direc-
tor should nominate the staff member to assume re-
sponsibility for coordinating, recording progress, and
resolving the complaint.
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Hinh 4: Quy trinh Quan Iy Khiéu nai ctia Khach Hang
Nhan khiéu nai va chirng tir lién
quan den khiéu nai
Cipdo1 =D Chu\xg: g;'l‘(:hén Khiéu nai dworc giai quyét nhanh chéong |s=py- La;l;éh::;)de
X 5 e q Thong béo cho nguwoi KN

Cipdo2 = Chuyén dén Phong Khiéu nai duoc tron% khoang e gian jm>- Lap hé so dé

§ Chuyén Mén (Ky thuat) giai quyet quy dinh bao cao
£ Pé trinh Giam Déc Khiéu nai | [Béo cho ngwoi KN trong Lap hd so dé

Capd63 |(mp| BE dwoc giai quyé thoi gian som nhéat = bao cao

gy P Trwéng BP CSKH 1am Hé so
Hé théng thong tin quan Iy (MIS) R bo céo hang tudn

v v

v

XAem ‘xét Ia‘i Quy trinh thwc
Hé thong va hién chinh sach
Quy trinh tha tuc| va quyét dinh

Xem xét két
qua cong viéc
cua nhan vién

Bao cao khiéu nai

Trwdng BO phan CSKH chiu trach viét tat ca bdo cao
hang tuan, hang thang va hang nam, str dung mau bao
cdo chuan ghi chi tiét cac khiéu nai va cac bwéc da xi ly.

Nhitng béo céo nay duoc dé trinh 1&n Giam DPéc dé cung
cap thong tin va dé tro giup trong qua trinh ra quyét dinh.
Nhitng di¥ liéu dwoc chét loc t cac bdo cao nay can
dwoc xem nhw 1& mét phan cla Hé théng théng tin quan
ly cia Cong ty.

Giao tiép ndi bd

Mot hé théng giao tiép ndi bo thich hop (nhw thw dién ti,
thw viét tay) can phai c6 dé bdo dam cac khiéu nai sé
dwoc chuyén dén bod phan lién quan mét cach nhanh
chéng

Thira nhan déng gép tir v kién khach hang

GUi thw cam on dbi véi nhivng khach hang cé dong gop
y kién trong cac cudc khdo sat va g phan nan nham
nang cao chét lwong phuc vu. D& co6 tac dong I&n nhét,
can guvi thw tay, ban sao phwong cham phuc vu cla céng
ty hoac hinh ciia nhém lam viéc cda bd phan cham séc
khach hang v.v...

Complaints Reporting

The Head of the CCU should be responsible for compiling
weekly, monthly and yearly reports, using a standard
reporting form for detailing all complaints received and
action taken.

These reports are to be passed the Director for informa-
tion and to assist in the decision making process. Se-
lected data from these reports should be considered as
part of the Company’s management information system
(MIS).

Internal Communications

An appropriate internal communication system (email,
manual mail) is required to ensure that complaints are
delivered to point of solution as quickly as possible.

Customers Complaint Acknowledgment

Send a ‘thank-you” card to customers whose survey
comment or complaint resulted in improvement to the
levels of service provided by the Company. For maximum
impact, include a hand-written note, a copy of your service
mission statement or a photograph of your team, efc.
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5. CAC HOAT BONG QUAN HE CONG CHUNG

Céng ty quan ly nudc thai phai tién hanh cac hoat dong
dé cho khach hang va cong ddng biét ve muc dich kinh
doanh cuia cdng ty, cac dich vu cung cép, quyén loi va
nghia vu cla céng ty cling nhw ca khach hang.

Chi tiéu chéat lwong chinh la cac hoat déng quan ly chd
dong va théng tin téi cdng chung rd rang va ngan gon.
Cong ching sé nhanh chéng nhan ra viéc thiéu thong tin
phu hop, va cho rang dé 1a do cach quan ly khéng hiéu
qua clia cong ty. Viéc cung cap thong tin lién quan dén
dich vu t6i khach hang va céng ching dung lic 1a rat
quan trong.

Nhirng muc dwéi day miéu ta cac phwong tién ma cong
ty c6 thé st dung dé& dén véi cong ching va qua viéc
théng bao dich vu va nhirng hoat déng ciia cdng ty nham
thu hat sy chi y ctia cong déng.

5.1 Lang nghe céng ching

Khi thich hop, Cong ty cé thé td chirc cac budi l&ng nghe
va tham khao y kién céng chung. Nhirng cudc tham khéo
y kién nay co thé phu thudc vao tirng trworng hop cu thé,
va nham muc dich cong bé mot van dé cu thé nao d6 ma
coéng ching can nam dwoc. Cac budi Idng nghe cong
chung ciing c6 thé duwoc té chirc thwong xuyén dé tao
nén mot dién dan phd bién thong tin va dé ciing chinh Ia
co hoi cho quan ching trinh bay y kién cla ho vé dich vu
ma cong ty cung cap.

Nhitng cudc hop nay nén dwoc chudn bi chu dao va
quan ly hiéu qua. Cac bai phat biéu trinh bay trong
nhirtng cudc hop nay phai dwoc day dd vé mat chuyén
mon va dé hiéu déi véi cong chang.

Khi ngudi dan duoc khuyén khich tham gia cac cudc hop
nhuw vay thi cac sw kién nay can td chirc, quan ly mot
cach chuyén nghiép, va phai duoc hé tro béi mot nguoi
didu khlen cd kinh nghiém. Nguwoi trinh bay tlr phia cong
chung can phai trinh bay ngan gon va bam sat vao van
dé tranh luan.

Déi khi cling can dua ra gi¢i han thdi gian cho méi y kién
clia cong ching dé c6 da thoi gian cho viéc thu thap
théng tin tr moi nguwoi. Kiém soat 1am sao cho viéc trinh
bay clGa cdng ching lién quan dén van dé va khong bi
trung 18p 1a rat quan trong. Néu cac ca nhan dua ra
chirng ¢& khong lién quan hoac lap lai cac dong gop phé
binh trwdc do thi nhirng ngwo’l cha tri can phai huwéng
cudc thdo luan vé trong tam cla van dé.

5.2 Quan ly phwong tién thong tin dai ching

Cong ty can phai cb gang dé c6 dwoc hinh anh phu hop
cia minh khi dwa lén cac phwong tién théng tin dai
chung. Thudng thi cac phwong tién thdong tin dai chdng
chi duoc tiép can véi nhirng théng tin nhan xét vé cac
dich vu ma cong ty cung cép; do vay, diéu quan trong la
cac thanh tich tét clia Coéng ty ciing dwoc cong bd rong
rai.

Consulting Group

5. GENERAL PUBLIC RELATIONS ACTIVITIES

It is important that the Company initiates activities that
inform the customers and the general public about the
Company’s corporate goals, services provisions, rights
and responsibilities of the Company and the customers
alike.

Proactive management actions and clear and concise
public information is a quality indicator. The public is
quick to realize when there is a lack of appropriate infor-
mation and will assume that this equates to poor man-
agement. It is important that relevant aspects of services
are communicated with the customers and the general
public in due time.

The following sections describe the means that can be
used by the Company to gain access to the public and to
bring the services and activities provided by the Company
to the attention of the general public.

5.1 Public Hearing

The Company can call, whenever considered appropriate,
public consultation hearings. These hearings can be ad-
hoc in nature and have the purpose to publicize a particu-
lar issue that needs to be understood by the general pub-
lic. Public hearings can also be executed regularly to
serve as a forum for dissemination of information and as
an opportunity for the community to express their opinions
in relation to the service provided.

These meetings must be well prepared and managed.
Presentations at these meetings should be should be
technically sound, easy to understand by the public.

While public participation is to be encouraged at such
meetings, it too should be conducted and managed in a
professional manner, supported by a trained facilitator.
Members of the public must be required to keep their
presentations brief and to the point.

At times it may be necessary to place a time limit on pub-
lic comments to allow sufficient time for all public inputs. It
is important to manage the presentation of public com-
ments so that it is relevant to the discussion and not re-
petitive. The facilitator should be ready to refocus the
discussions if individuals provide irrelevant testimony or
repeat the comments previously presented.

5.2 Managing the Media

The Company should strive to obtain a balanced repre-
sentation in the media. Often the media only has access
to comments that are critical with regard to the services
provided; hence, it is important success stories of the
Company are publicized well.
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Céng ty phai luén cb gang c6 duwoc sw chu y cla cac
phwcng tién truyen thdng ve nhirng hoat dong va dich vu
t6t ciia minh; néu khéng chi khi cé sw ¢b thi théng tin vé
cong ty méi dwoc xuat hién trén truyén théng dai chung.
Dé c6 dwoc moét hinh anh 6n dinh trén cac phwong tién
thoéng tin dai chung, nhirng tac déng tich cwc va cac hoat
déng cung cap dich vu hiéu qua, nhw nhitng thanh tich
tét, nang cép thiét bi méi, dau tw I1&n, nhirvng sw kién dac
biét nén dwoc cong bd rong rai.

M&c du cac phwong tién thoéng tin dai ching cung céap
nhirng khia canh tich cwc vé& hoat déng cia Céng ty,
nhwng né van luén chu y dén viéc néu nhirng khia canh
tiéu cuc. Dé tao an twong tbt, cac giam dbc can céi mé
va trung thue, can biét ré tinh hinh cu thé cta dich vu
cung cap va ddm bao dwa ra cac gidy t&, van ban tém tat
dung véi sy that.

C6 |& tbt nhat 1a giao trach nhiém tiép xuc qua phwong
tién thdong tin dai chung cho mét ca nhan (vi du nhw
trwéng phong CSKH) véi k§ ndng giao tiép tét va béo
dam rang ca nhan nay dwoc dao tao kj nang giao tiép
trén cac phwong tién thdng tin dai chung.

5.3 Ngay mé cira

T chire cac chuyén tham quan trong “Ngay mé ctra” hay
nhirng sy kién dac biét khac la mét cach tuyét voi thu huat
dwoc sy chu y clia cong ching va cé thé ca phwong tién
théng tin dai ching vé nhirng gi dién ra véi cac hé thdng
cung cép dich vu ctia Cong ty. Day la dip ma nhan vién
va cong chirc lién quan co thé thu hat sy quan tadm cla
gia dinh vao cong viéc cla minh.

Can t6 chirc tét chuyén tham quan hiéu qua, véi mét lich
trinh cu thé cta sy kién. Chuyén tham quan c6 thé t6
chirc trong nhitng nhém nhdé véi mét 16 trinh an toan.
Nguoi dién thuyét can chuan bi tot va sin sang tra 1oi
cau hdi tr nguwoi nghe. Thong thwdng moét ban td chire
gdbm nhiéu ngudi dwoc lap dé co thé tra Ioi tét nhét
nhi*ng cau héi da dang clia doan tham quan.

Nén phat tai liéu dé khach tham quan c6 thé xem lai phan
giGi thiéu cia ngwdi trinh bay va hwéng dan vién. Bang
video ciing 1a mét cach thuan tién dé xem hoat déng cla
mét nha may Ion.

5.4 To roi dinh kém vao Héa Bon givi Khach Hang

Hoéa don khach hang cling la mét cong cu trao dbi théng
tin dwgc cac doanh nghiép cdong wa chudng. Cac to roi
dinh kém vao nhirng héa don thwong xuyén la phwong
phap thich hop dé& phd bién théng tin cu thé téi khach
hang. Nhirng théng tin nay bao gdm nhiéu néi dung thu
hat sy quan tdm cla khach hang, nhw cac théng tin lién
quan dén Cty, cac chi dé vé nang cao nhan thirc hay
nham gi&o duc cong ching.

Can néu nhirng chu dé cu thé ma cong déng ngay cang
quan tdm nhiéu hon, nhw béo vé nguon nwdc, phwong
phéap tiét kiem nwédc hodc tai ché st dung nuwéc ban. Ty
roi tao ra co hdi dé bat dau mot qua trinh gido duc ngudi
tiéu dung va cong déng. Phan Iéon t& roi cé thé duwoc
diéu chinh @& truyén tai ca nhirng thong tin cu thé vé Cty.

Consulting Group

The Company has to make a conscious effort to bring the
good work of the Company and its service provisions to
the media’s attention; otherwise the media will not be
seen until there is a problem. To get a balanced repre-
sentation in the media positive impacts and good service
provisions should be publicized, including major awards,
new equipment upgrades, major investments, or special
events.

Even if the utility receives media coverage for positive
aspects of its operations, there is always potential to re-
ceive negative media attention. To make a good impres-
sion, managers should be as open and honest as possi-
ble, being sure of actual service conditions and providing
fact sheets or information summaries.

It may be best to delegate responsibility for media contact
to a single individual (e.g. the Head of the CCU) with good
communication skills, assuring that the person is trained
in the specifics of media interaction.

5.3 Open Houses

An open house tour or other special event is an excellent
way to get the general public and perhaps the media to
see what goes on in the Company’s service facilities. It
can also be an event in which employees and public offi-
cials may involve their families in their work.

The event should be well organized, with a specific
schedule of events. Tours should be in small groups
along a safe route. Speakers should be well prepared
and ready to answer questions from their audience. Often
a panel of individuals may be the best approach to an-
swering the wide range of questions that can come from
the public.

Handouts should be available that review the presenta-
tions of speakers and tour guides. Videotapes are an-
other handy way to review the operation of a large plant.

5.4 Handouts attached to Customer Bills

Customer bills are a favored communication tool of many
public enterprises. Handouts attached to the distribution
of the regular customer bills are suitable to disseminate
particular information to customers. Customer information
covers a wide range, including Company related issues,
awareness building topics, and/or public education topics
which are of interest to the Company’s customers.

Some information are on specific topics that may be of
growing importance to the community, such as water
source protection, water saving techniques, or wastewater
recycling. Handouts provide an opportunity to begin the
educational process for the consumer and community.
Most handouts can be customized to include specific
information about the Company.
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5.5 Bantin

Nhirng ban tin hang nam, nlra nam hoac hang quy la moét
céach rat hivru hiéu dé trao ddi théng tin véi khach hang va
cac t6 chirc lién quan vé nhvirtng ké hoach va két qua
hoat déng cla coéng ty. Ban tin cAn phai ngan gon va
bam sat van dé; thé hién tinh chuyén nghiép, nhung
khdng qué loe loet va xa hoa.

Tinh nhét quan la mét trong nhitng lwu y quan trong
trong viéc quyét dinh cong b ban tin cia cong ty. Mét khi
cong ty quyét dinh xuat ban ban tin, phai thwc hién duwoc
cam két nay. Khéng thuc hién dwoc cam két nay sé thé
hién sw thiéu tinh chuyén nghiép cta té chirc.

5.6 Tral&i thw twr

Viéc Cong ty tra 101 nhanh chéng thw tir cda nguwi dan la
rat quan trong. Néu mot van dé cé thé can thoi gian dé
gidi quyét, phai gvi thw trd 161 ngay cho khach hang va
cho ho biét khi ndo thi ho c6 dwoc cau tra I&i cho van dé
ma ho quan tam.

Cau tra I&i can phai ti mi va cb géng dién giai day du
nhi*ng van dé& néu ra trong thw cta khach hang. Trong
mot s6 trwong hop, can td chivc cudc hop ndi bd dé thao
luan cac van dé phurc tap, va té cong tac can tém tat cau
tra 1&i cha Cong ty té¢i khach hang.

Tat ca cac thw trd 161 phai dwoc chuadn bj mét cach
chuyén nghiép va duwoc Giam dbc cong ty ky véi tw cach
la ngudi dai dién ctia Cong ty. Tat ca cac thw dén va thw
tra 1&i nén dwoc lwu trir cho viéc tham khao sau nay.

5.7 Nhirng t6 chirc quan chiung va gido duc

Viéc trinh bay trwéc nhirng té chirc quan ching (hdi lién
hiép phu ni, mat tran té qudc, hoi néng dan, doan thanh
nién ...) va céac td chire gido duc (trudng hoc, té chire phi
chinh pha, ..) 1a mét cach tuyét voi dé gidi thiéu véi cong
chung vé nhirng hoat dong ctia Cong ty.

Nhiéu nhém mong mubn cé dwoc nhitng co hdi tham
quan cong ty. Nhixtng nhém khac thi lai mudn dai dién
clia cong ty tham gia nhirng s kién thwong ky cla ho.
Nguwoi trinh bay phai danh thoi gian chuan bj bai phat
biéu c6 bd cuc tét va huéng dén ngudi nghe trong thdi
gian cho phép. R& rang la khdng co bai dién thuyét nao
vira thich hop cho mét td chirc quan chang dia phwong
va vlra phu hop vé&i cac hoc sinh tiéu hoc.

Ciing nhu cac chuyén tham quan va nhirng ngay mé ctva
cong ty, cling nén co tai liéu phat cho moi ngudi dé gidp
ho nhé lai phan trinh bai cla nguoi dién thuyét. Bang
video ciing 1a hinh thirc hiru hiéu dé tim hiéu hoat déng
cpa mot nha may ma khoéng can phai di tham quan thuc
té.

Consulting Group

5.5 Newsletters

An annual, biannual, or quarterly newsletter is an excel-
lent way to communicate with customers and stake-
holders alike about Company plans and accomplish-
ments. Newsletters should be brief and to the point.
They should look professional, but not too flashy or ex-
pensive.

An important consideration in deciding to publish a news-
letter is consistency. Once a public utility decides it is
going to publish a newsletter, then it must maintain that
commitment. Failure to follow through will reflect poorly
on the professionalism of the operation.

5.6 Responding to Correspondence

It is important that the Company respond promptly to all
correspondence from the general public. If an issue is
likely to take some time to address, a reply should never-
theless be sent immediately, indicating when the commu-
nity member may expect a specific response.

The response should be thorough and attempt to fully
address the issues raised in the customer’s correspon-
dence. Some replies to correspondence may require an
internal meeting to discuss more complex issues, by
summarizing the Company’s reply within the team.

All correspondence should be professionally prepared and
signed by the Company Director, as the Company’s rep-
resentative. A file of all incoming correspondence and
replies should be maintained for future reference.

5.7
tions

Civic Organizations and Educational Institu-

Presentations to civic organizations (women’s union,
fatherland front, farmers unions, youth union, etc.) and
educational institutions (schools, NGO’s, etc.) can be an
excellent way to inform the public about the Company’s
activities.

Many groups may wish to meet at a facility to take advan-
tage of tours and open house opportunities. Others may
wish to have a Company representative participate in their
regularly-scheduled events.

Company speakers should take sufficient time to prepare
a presentation that is geared specifically to the audience
and organized for the time allotted. Clearly the same
presentation is not appropriate for a local civic association
and a primary school class of students.

As with tours and open houses, handouts should be
available that reviews the presentations of speakers.
Videotapes are also a handy way to review the operation
of a plant without actually conducting a tour.
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6. CHIEN DICH CONG PONG

Bo phan CSKH c6 trach nhiém thwe hién cac chién dich
cong dong nham phd bién cac thong tin hoac nang cao
nhan thirc cong dong Diéu nay co thé duoc thyc hién
véi ngudn lwc sdn cé cla Cong ty hoac théng qua viéc

cong tac vai cac td chirc co sé.

Céng tac nay bao gébm bédn hinh thrc chinh,

trong so' d6 sau:

nhw mo ta

Consulting Group

6. PUBLIC CAMPAIGNS

The CCU is responsible for implementing public
campaigns aiming for dissemination of information and/or
public awareness rising, which can be implemented
through the Company’s own resources or by engaging
with other grass root organizations.

This will take the form of four main programs, as illus-
trated in the diagram below:

Hinh 5: M6 hinh nang cao nhan thirc

Gic tt;l.l:hl:‘l'l: thuge tinh Cong ty QL nuere thai
vi thinh pho B& phan CSKH
‘ Thuc hién ‘ ['?tg.gcﬁéﬂ';"kfﬂa‘j‘ Thuc hign
Chién dich Chif!ﬂ UIFr £ung Pidutramrc
giao duc nang Eap thang tlp dd thda man
cao nkan tlc ) nang caa nhan cha khac
cing dgng Lhy cdny diny hang
. rd
7 Duwa vao [.'Iulavau e
cnng trdng
\Enng/ hm:

Trén nguyén tac, Cong ty c6 thé giao tiép v&i khach

hang va céng ching théng qua cac chién di

hinh thirc:

e chién dich théng tin — khi Cong ty mong
cao nhan th&c clia coéng dong (nhat la

ch dw¢i hai

muén nang
clia khach

hang ctia ho) vé nhirng théng tin lién quan dén dich
vu nuwdce thai, hoat dong clia céng ty quan ly nwéc

thai, cac ké hoach, cac qui dinh lién quan,

dwanv.v...

e chién dich gido duc — khi cong ty mong

I& phi, cac

muon nang

cao nhan thic cla cong dong vé cac van dé moi

trwong va strc khoe lién quan dén dich v

u nwdc thai

va cac hanh vi vé sinh, dac biét la céclchié,n dich giao
duc nang cao nhan thic dwoc thiét ké dwa vao

trwdng hoc.

B6 phan CSKH can Ién ké hoach va diéu phdi cac chién
dich giao duc, tuy nhién cac chién dich nay nén duwoc
thiwre hién véi sy phdi hgp chat ché/ tham gia clia cac to

chirc cla tinh, thanh phé va cac té chirc

coéng déng,

nhadm dam bao rang nhirng thong diép vé strc khde, moi
trwdng va nwédce thai dén dwoc véi cac nhom doi twong

mot cach hiéu qua.

The Company communicates, in principle, with its custom-
ers and the general public through campaigns in two forms:

e informational campaigns — where the Company wishes
to raise the communities (in particular its customers)
awareness of facts relating to its services, the Company
activities, plans, relevant regulations, fees, projects efc.

e educational campaigns — where the Company wishes to
raise the communities’ awareness on health and envi-
ronmental issues that relate to wastewater services,
sanitary practices, including particularly designed school
based educational awareness raising campaigns.

Educational campaigns should be planned and coordinated
by the CCU, but implemented in close coordina-
tion/participation with other provincial and municipal institu-
tions and community organizations, ensuring that the mes-
sages relating to health, environment, and waste water are
reaching the target groups in effectively.
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6.1 Chién dich thong tin ndng cao nhan thirc cong
dong

Nhan vién bd phan CSKH can xay dwng cac quy trinh
hoat ddng chuan nham bao dam cung cap thong tin vé
cac hoat dong cta Coéng ty cho khach hang va céng
ching mét cach hiéu qua. Hoat déng nay nén duoc t6
chic dwdi hinh thirc nhw nhivng chién dich nhé & d6
théng tin truyén dat cho khach hang dwoc xac dinh ré
rang va kénh truyén tin dwoc chon dé co hiéu qua cao.

Nhirng chwong trinh ban dau nén bao gébm nhirng véan
deé sau:

e chuwong trinh nang cao nhan thirc cong déng nham
gi¢i thiéu cac dich vu nuwéc ’ghéi va mirc phi méi sé
dwoc thye hién khi dwa hé thong vao hoat déng,

e tién hanh diéu tra vé khach hang nham tim hiéu thai
dé va quan diém clia ho vé hoat dong cla Coéng ty
quan ly nwéc thai (khdo sat co ban)

e chuén bj mau hop dong khach hang, hay nhitng cam
két chia khach hang.

Nhirng hoat déng quan hé khach hang bao gém:

e Diéu tra vé khach hang,

e Hoi nghi, hdi thao,

e Ap phich, tap gap, t& roi,

e Video, cac mau tin trén truyén hinh va truyén thanh

e Dén tham céc trwéong hoc.

B6 phan CSKH chiu trach nhiém diég tra vé khach hang
va tw van cho nhirng b phan khac ve nhirng chi tiét cua
cudc diéu tra. Diéu tra khach hang tap trung vao:

e danh gia chung vé hoat dong,
¢ khiéu nai ctia khach hang,
e nhan xét chung vé& kha néng chi tra, va

e danh gia nhan thirc chung ctia cong ching vé quan ly
nwoc thai

Nhirng hudng dan sau co }hé dwoc ap dung trong viéc

trién khai chién dich cung cap thong tin ctia Cong ty:

6.1.1  Xac dinh rd rang thong tin cho cdng ddng

Diéu quan trong 1a thong dlep glri dén cong déng duoc
dinh nghta rd rang va dé hiéu.

Ngon nglr phai don gian; nén tranh st dung cac ttr ngl
chuyén moén dé dam bao rang moi nhém khéach hang
déu hiéu dwoc théng tin. Théng tin dwa ra cang ngan
cang tot.

6.1.2 Xac dinh khan gid muc tiéu

Nhan vién bd phan CSKH nén xac dinh khan gid muc
tiéu phu hop, vi du: dai dién cia céng ddng néi chung
hay 1a cac nhdm khach hang. Diéu dac biét quan trong la
can phai xac dinh dwgc nhirng nguwdi co trach nhiém hay
c6 &nh hudng dén cong ddng trong cac van dé lién quan
dén nuwéc thai, vé sinh va bao vé ngudn nwéc.

Consulting Group

6.1 Informational Public Awareness Campaigns

The CCU staff should develop standard operating proce-
dures that will ensure that it can communicate efficiently
and effectively its information about the Company’s activi-
ties to its customers and to the general public alike. This
activity should take the form of small campaigns where the
information to be passed to the customers is clearly defined
and an effective channel for the delivery of this information
is selected.

Initial programs should cover the following:

e a public awareness program to introduce the new
wastewater services and tariff levels to be implemented
on start-up of systems,

e implementation of a customer survey to determine atti-
tudes and opinions with regard to Wastewater Company
performance (base line survey),

e preparation of a customer contract or charter.

Other customer relations initiatives may include:

e customer surveys,

e public meetings or seminars,

e posters, brochures or leaflets,

e videos, news spots on TV or radio, and

visits to schools.

The CCU should be in charge of the customer survey and it
should consult with other departments on the details of the
survey. Customer surveys can focus upon:

e an overall assessment of performance,
e customer complaints,
e a broad review of affordability, and

e assessment of the public’s general awareness about
wastewater management

Following guidelines can be applied by the Company in
developing informational campaigns, including:

6.1.1 Determine clearly Public Information

It is very important that the messages to be passed to the
community are clearly defined and easily understood.

The language should be simple; specific technical terms
should be avoided assuring that all levels of customers do
understand the massage. Keep information as short as
possible.

6.1.2  Define Target Audiences

The CCU staff should identify appropriate target audiences,
i.e., representatives of the community as a whole or sec-
tions of the customer base. It is especially important to
identify those community members who feel sense of re-
sponsibility or can have an influence on issues related to
wastewater, sanitation, and water conservation within the
community.
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Dé bat dau, nhan vién bd phan CSKH can xac dinh muc
tiéu cta chién dich, hay noi céch khac la xac dinh xem
“théng tin dwa ra can dat dwoc dieu gi?”

6.1.3 Ra soat nhirtng chwong trinh lién quan hién nay

Trwéc khi quyét dinh tién hanh hoat déng cung cép
théng tin nang cao nhan thirc cong déng, Cong ty nén ra
soat nhirng chién dich lién quan ti truéc dén nay do cac
co quan khac trong tinh thwc hién. Muc dich cla viéc
lam nay la:

e xé&c dinh nhiing co héi hop tac c6 thé co,

e xé&c dinh nhing phuong phép tién hanh chién dich
thanh c6ng khac, va

e xac djnh nhiing céng cu hién co va chi phi lién quan.

Nhan vién bé phan CSKH nén ndm théng tin, xem xét va
danh gid nhirtng hoat dong gido duc va nang cao nhén
thirc cong ddng hién tai trong thanh phé dé xac dinh cac
co hdi hop tac va cac bai hoc kinh nghiém.

Qua trinh nay co thé duoc hd tro bdi viéc ap dung sau

chi s6 chu yéu sau day:

e tinh twong thich — cac muc tiéu co twong dong dé hd
tro muc tiéu vé thong tin ctia Céng ty khong?

e tinh linh hoat — nhitng hoat déng dé chi cé thé thuc
hién dwoc & cap do dia phwong hay & trong mét khu
vwe nhd, va né c6 thé dwoc sir dung cho khan gia
muc tiéu khéng?

e chi phi — chi phi clia hoat déng c6 hiéu qua khéng?

e tac dong — cac chuwong trinh lién quan hién cé da co
nhirng tac déng gi?

e su hop tac — chwong trinh cé dbi tac khéng va nhirng
gia tri ma sy cdng tac mang lai la gi?

e s cong tac — chuong trinh c6 mang dén cho cong ty
cac co hdi cong tac khéng va bang cach nao?

Nhan vién bd phan CSKH nén tién hanh danh gia bang
cach thuc hién cac phéng van véi nhirtng ngudi va déi
tac da biét, c6 lien quan dén nhirng hoat dong hay céac
chién dich twong tw & trong khu vye, dap (rng cac tiéu
chudn trén, vi du nhu:

e cac nhom muc tiéu twong tw,

e khu virc muc tiéu trén dién rong chiu anh hwéng (tinh,
thanh pho, dia phuong)

e lién quan dén gido duc, va

e nhitng méi quan tam dén nuwéc sach va nuéc thai

Nhirng cudc phdng van nay sé bao gébm nhirng cau hdi

duwoc thiét ké dé thu thap nhirng thdng tin sau vé cac

chwong trinh thdng tin hién co6:

e muc diph/muc tiéu ctia chwong trinh (nhan thic, sy
thay doi hanh vi, thwc hién dung phap luat va quy
dinh),

e pham vi hanh dc}r]g (déi twong dy dinh, thdi gian
hanh déng, han ché)

Consulting Group

As a starting point the CCU staff needs to identify the objec-
tives of the campaign, in other words identify “what does the
information seek to achieve?”

6.1.3 Survey Existing Related Programs

Before the Company decides to make an informational
public awareness activity it should survey previous related
campaigns done by other provincial institutions. The pur-
pose of this is to:

e identify where partnering opportunities might exist,

e identify other successful campaign approaches, and

o identify existing tools and related cost.

The CCU staff should obtain, review, and evaluate any
current education and public awareness initiatives within the
city, with a view to identifying partnering opportunities and
draw on ‘“lessons learnt”.

This process can be assisted by the application of the six
key indicators listed below:

e compatibility - are goals similar to supportive of the
Company informational goals?

e portability - does the effort work strictly on a local level or
in a small area, and can it be used to target audiences

e expense — is the activity cost effective?

e impact - what are the impacts from the existing related
program?

e cooperation - does the program have partners and what
value do the partnership(s) provide? and

e partnership — can the program provide partnership op-
portunities for the Company and how?

The CCU staff should carry out this evaluation by conduct-
ing interviews with known contacts and resources in the
area that are involved in similar efforts or campaigns meet-
ing these criteria, such as:

e similar target groups,

e wide target area of influence (provincial, municipal, lo-
cal),

e education focus, and

e water/wastewater related interest.

The interviews will consist of questions designed to gather
the following information about existing informational pro-
grams:

e purpose/goal of effort (awareness, behavior change,
compliance with law or regulation),

e scope of effort (intended audience, length of effort, con-
straints),
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e cac ngudn lyc can co (thoi gian, tién bac, nhan vién),
e céac budc yéu cau,

e céac yéu td (bao gdbm nhirng nguoi lién quan, trach
nhiém, sy giam sat, sy do lwong thanh cbéng, cac
cong cu),

e cac théng diép va phwong phap da thanh cong trong
viéc dat dwoc muc tiéu thong tin va

e céac bai hoc rut ra/cac yéu td can dwoc thay dbi

6.1.4 Xay dwng théng diép chung va lwa chon kénh

Xac dinh nhirtng thong diép chi dao nao sé duwogc s
dung cho cac nhém ddi twong muc tiéu cu thé va cho
cbng chung noéi chung. Nhan vién by phan CSKH nén
phat hién cac théng tin da duoc thiét ké riéng cho nhirng
nhém déi twong muc tiéu cu thé va théng diép cha dao
cho céng ching néi chung da cé san. Néu chwa co thi
can phai thiét ké nhirng théng diép nham dap ng
nhi*ng y&u cAu cu thé ctia nhém khan gia muc tiéu.

Sau’dé nhan vién bd phén cham soéc k,héch, hang sg"a
quyét dinh céng cu truyén thdng nao la tot nhat cho doi
twong muc tiéu.

6.1.5 Phat trién va danh gia cac Iwa chon

Twe div liéu thu thdp dwoc qua viéc ra soat nhirng
chwong trinh hién co6, bd phan CSKH nén xac dinh va
phat trién:

e cac bién phap nang cao nhan thirc céng déng,

e cdng cu truyén théng,

e chi phi trung binh wéc tinh cho viéc thyc hién,

e cac ké hoach hanh dong duwgc thye hién béi dai dién

nha nwoc va cac té chire chinh quyén dia phwong dé
so sanh cac kha nang thay thé.

BO phan cham soc khach hang nén danh gia cac thong
tin san c6 va dé xuat “nhirng chién luvgc thong tin nang
cao nhan thirc cong dong” cho BGD cua Cong ty.

6.1.6 Xac dinh nhi*ng chi sb thanh cong

B& phan cham s6c khach hang ’nén xac dinh cac chi s6
thanh cbng cho viéc danh gia tién‘tr‘lnh hoan thanh muc
tiéu giao duc,vé nhan thic cdng dong. Ho co thé, hoc hoi
nhirng chi s6 thanh céng dwa vao nhirng chi s6 tir cac
chwong trinh hién co.

6.1.7
Mot khi ban giam déc da phé duyét chwong trinh cla
chién dich théng tin, nhan vién bd phan CSKH chuan bj

mot ké hoach thwe hién chuong trinh chién dich théng tin
nang cao nhan thirc cdng dong.

Ké hoach thwc hién

Ban ké hoach nay sé& bao gébm nhitng d& xuat vé cac
ngudn tai tro, chwong trinh thwc hién va mot ban mo ta
cac bién phap sé& dwoc tién hanh béi bo phan CSKH
cling nhw nhitng d& nghi vé& bién phap thuc hién cho dai
dién chinh quyén hay cac co quan nha nuéc & dia
phwong, cac co quan gido duc cong hay cho cac té chirc
cbng, ban coéng hay td chirc co s& khac.

Consulting Group

e resources required (time, money, staff),
e steps required,

e elements included (parties, responsibilities, monitoring,
measures of success, tools),

e messages and methods that have been successful in
achieving information goals, and

e lessons learned / elements changed as a result.

6.1.4 Develop Corporate Messages and Select Channels

Determine what key messages will be used for specific
target groups and the general public. The CCU staff should
identify any pre tailored information measures for specific
target groups and key messages for general public aware-
ness that are already available. If none are available then
they should be developed so that they meet the specific
requirements of the target or target groups.

Then the CCU staff will determine what communications
tools are required that are the best to meet the target audi-
ences

6.1.5 Develop and Evaluate Alternatives

From the data collected in the survey of existing programs,
the CCU should identify and develop:

e public awareness measures,

e communication tools,

e average costs estimated for the implementation, and

e schedules of actions to be taken by state agencies and
local government organizations to compare alternatives.

The CCU should evaluate all available information and
provide the management of the Company with recom-
mended “informational public awareness strategies”.

6.1.6 Identify Success Indicators

The CCU should identify success indicators for the as-
sessment of progress in accomplishing information public
awareness goals. They can learn the indicators of suc-
cess based upon the indicators from existing program.

6.1.7 Implementation Plan

Once the management has approved the public campaign
program the CCU staff prepares an implementation plan
for the informational public awareness campaign program.

This plan will include recommendations on potential fund-
ing sources, an implementation schedule, and a descrip-
tion of measures to be taken by the CCU and recommen-
dations for measures to be taken by other state agencies
or local governments, by public education institutions, or
by any other public or semi-public entity or grass root
organization.
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6.2 Chién dich giao duc nang cao nhan thirc cong
dong

Nhirng chién dich nay nén dwoc phdi hop thuc hién voi
cac nha chirc trach va cac td chirc co trach nhiém vé cac
hoat déng gido duc cdng déng. Ban giam dbc Cong ty va
nhan vién bé phan CSKH dam bao cé sw lién quan phu
hop gilra cac té chirc nay va nhixng van dé cu thé vé sirc
khde cong dong va méi trwdng xuat phat tlr nhirng hoat
doéng ctia Cong ty sé dwoc nhan manh trong nhitng chién
dich phdi hop.

Chién dich gido duc nang cao nhan thirc cong déng la
mot phan trong cac hoat dong thuwong ky cia Uy Ban
Nhan Dan Tinh va Thanh phé; do d6, S& Y té va S& Giao
Duc cung vo&i nhung phong ban khac tién hanh chién
dich trong suét cad ndm. Céng ty can xay dwng médi quan
hé mat thiét v&i cac don vi hanh chinh nay va tham gia
vao qua trinh 1ap ké hoach va trién khai chién dich giao
duc vé cac ndi dung nhw: dich vu cGa cong ty, trach
nhiém cla ngwdi dan va nhirtng muc tiéu bao vé moi
trvong.

Nhirng chién dich nhw thé nay sé tan dung dugc nhirng
phwong tién truyén thong dai chung c6 san nhu truyén
thanh, bao chi, t& roi, 4p phich, biéu ng®, phat thanh

v... Cac chién dich sé tap trung vao cac thong diép da
xac dinh vé& strc khde va nhdm nang cao trinh dd nhan
thirc chung ctia cdng ching vé nhitng van dé lién quan
dén strc khoe va vé sinh trong cong dong.

Ban giam dbc cta Cong ty va nhan vién bd phan CSKH
s& hé tro Uy Ban Nhan Dan Thanh Phé théng qua Ban
Stre Khde, Méi Trworng dé quyét dinh quy mé chién dich,
cach tién hanh chién dich, nhitng théng diép cu thé va
cac phuong tién truyén théng sé dwoc st dung.

6.2.1 Chién dich dwa vao cdng ddng

Sau day la danh sach tém t&t mot sb théng diép ma cac

chién dich gido duc nang cao nhan thirc cong déng céd

thé tap trung vao:

e nhitng &nh hwdng trwéc mat va lau dai dbi voi xa hoi,
kinh t& va mai trwong clia van d& 6 nhiém trong sinh
hoat va 6 nhiém céng nghiép

e kiém soat van dé& 6 nhiém va cac chinh sach ngan
nglra

e nguyén tac ngudi gay & nhiém phai tra

e bao ton va tai st dung nwéc

e su tham gia cua cong chung vao viéc giam thiéu 6
nhiém

e céc trang thiét bj thu va x& ly nwéc thai

e viéc str dung hop ly nwéc sach va cac trang thiét bi
vé sinh

Cong chang ndi chung va khach hang cia Cong ty noi
riéng can hiéu rd viéc sir dung nwédc anh hwdng dén héa
don hang thang cla ho nhw thé nao.

Trong khi viéc van hanh hé théng céng thoat nwéc mua
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6.2 Educational Public Awareness Campaigns

These campaigns should be conducted in cooperation
with the relevant authorities and organizations that have
responsibility for public education activities. The man-
agement of the Company and the staff of the CCU wiill
ensure that appropriate connections are made with these
bodies and that the specific issues relating to public health
and the environment that derive from the activities of the
Company are emphasized in joint campaigns.

Educational public awareness raising campaigns are part
of the Provincial and Municipal Peoples Committees rou-
tine activities; hence, health and education departments,
along with a number of others, conduct campaigns
throughout the year. The Company needs to form close
contacts with these organizations and participate in the
planning and implementation of educational campaigns
regarding their services, citizen responsibilities, and envi-
ronmental protection goals.

It is anticipated that these campaigns will make use of
popular media available, such as radio, newspapers,
handouts, posters, banners, loud speakers etc. The cam-
paigns will focus upon identified health messages and aim
at raising the general levels of public awareness of health
and sanitation related issues within the community.

The management of the Company and the staff of the
CCU will assist the Municipal Peoples Committee, through
their Environmental Health Sub Committees to decide
upon the scope of the campaigns, how they will be im-
plemented and what specific messages and media will be
used.

6.2.1 Public based Campaigns

The following is a brief list of some of the messages that
educational public awareness raising campaigns could
focus upon:

e social, economic and environmental short and long-
term effects of domestic and industrial pollution

e pollution control and prevention policies

e polluters pay principle
e water conservation and reuse

e community participation in pollution reduction

e wastewater collection and treatment facilities

e appropriate use of water and sanitary facilities

The general community and in particular the customers of
the Company should understand how water usage is
effecting their monthly water bills.

While the operation of storm water sewers is the respon-
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la trach nhiém cGia Céng ty, né ciing |a moét phan rat quan
trong nhwng thuwéng bi lam dung clia co sé& ha tAng cong
ddng. Suw lam dung cbng ranh thoat nwéc mua cé thé
dan dén sw 6 nhiém nuéc, lut 16i va su suy thoai ctia moi
trwdng noi chung.

Cong ching can pha| quan tam dén tinh trang vé sinh
clia moi trvong song. Diéu quan trong la cac cong rénh
phai chay dén cac nha may xt ly dé loai bé cac chat gay
6 nh|em trwde khi thao nwdc ra song, subi — ngudn cung
cAp nuéc cho viéc twdi tiéu va hé thdng nwédc sach cong
cong.

Réac thai nguy hiém va hoa chat thwong dwoc virt b trai
quy dinh phap luat vao cac céng rénh thoat nwdc mua
gay tac dong tieu cwc dén cac ngudn nudc, cudc sbng
clia con ngwoi va sy an toan clia cong déng. Su vt bd
rac thai doc hai khéng dung cach sé dan dén sy & nhiém
nwdc bé mét, nwéc ngdm va dat. Rac thai doc hai con cd
thé anh hwéng xau dén qua trinh x& ly sinh hoc tai cac
nha may x& ly nwéc thai va co thé 1am hw hai bai rac —
nhi*rng noi dwoc thiét ké khéong phai dé& nhan nhivng chét
gay 6 nhidm va chét dw thira ddc hai nay.

6.2.2 Chién dich dwa vao truérng hoc

Nhirng chuong trinh ndng cao nhan th&c dwa vao
trwdng hoc nham muc dich tao nén anh hu;(’yng lau dai
dén nhirng hanh vi cla tré em va cla cong dong.

Thém vao cac chuwong trinh gido duc strc khée hién nay
tai cac trwong tiéu hoc, ban giam dbc cla cac Céng ty
quan ly nwéc thai thdng qua nhan vién clia bd phan
CSKH sé cung cap cho céac truong tiéu hoc nhirng tai
liéu bd sung cé nodi dung lién quan dén cac dich vu cua
Céng ty, anh hwéng clha nhirng dich vu nay déi véi tinh
hinh stc khde chung cla cong ddng, méi trwong dia
phuwong va kién thirc v& anh hwéng cla nhitng van dé
nay t&i thé hé twong lai.

Chién dich nang cao nhan thirc dwa vao trudng hoc sé
dat hiéu qua cao nhat néu cé sw phdi hop toan dién gitra
bd phan CSKH, phong gido duc va phong y té cta thanh
phd. Muc dich la phat trién cac tai liéu bd sung nhw cac
cudc thi dac biét, ap phich v.v... dé& thu hat hoc sinh va
gido vién vao viéc xac dinh nhirng véan dé lién quan dén
strc khde va vé sinh trong cdng dong. Phuwong phap tiép
cén tuo’ng tw nhw phwong phap “tré em dén tré em” nén
dwoc st dung. Nhirng hoat dong nhuw thé nay lam nham
hwéng dén gia dinh ctia cac em hoc sinh.

Ban dau, nhirng chwong trinh ngay mé clra c6 thé duoc
t6 chirc cho cac 1&p hoc nhdm minh hoa quy trinh lam
viéc & Cong ty quan ly nwéc thai va cho cac em biét vé
hé théng thu va xt ly nwéc thai.
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sibility of the Company, they are an important but often
misused part of a community’s infrastructure. Misuse of
storm sewers can lead to significant water pollution, flood-
ing and degradation of the general environment.

The community needs to be aware of the sanitary situa-
tion in which they live. It is important that sewers flow to
treatment plants which provide significant treatment to
remove pollutants before discharge into open streams and
rivers, which are the source for irrigation and raw water for
the public water supply scheme.

Hazardous waste and chemicals are often discharged
illegally into storm sewers with negative effects on water
resources, human life and public safety. Improper dis-
posal of hazardous waste can cause contamination of
surface water supplies, groundwater, and soil. Hazardous
waste can also adversely affect the biological treatment
processes at wastewater plants and can contaminate
landfills that were not designed to receive these hazard-
ous pollutants and residuals.

6.2.2 School based Campaigns

Early and comprehensive school based awareness raising
programs are expected to have a long term effect on the
behavior pattern of children and the community.

As an addition to the existing health education programs
already in place in the primary schools, management of
Company through the CCU staff will provide additional
material for use in the primary schools, that relates spe-
cifically to the service provided by the Company, the ef-
fects of these services upon the general levels of public
health in the community, in the local environment, and
knowledge of such issues for the future.

School based awareness raising are most effective
through a comprehensive cooperation between the CCU
and the municipal education department and the health
department. The aim is to develop additional material
such as special competitions, poster drawing etc, that will
actively involve the students and teachers in the identifica-
tion of health and sanitation related issues within the
community. A delivery approach similar to the “child to
child” approach could be utilized. It is intended that these
initiatives should be directed towards the respective fami-
lies of the students.

Open house tours for school classes can be initialized to
illustrate the working process in the Company and to
inform about the wastewater collection and treatment
schemes.
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7. KIEM TRA MUC PO HAI LONG KHACH HANG

S hai long clia khach hang la chia khoa cla sw thanh
cong trong hoat déng van hanh va tai chinh ctia Cong ty.
Viéc khach hang hai lIong vé&i mirc d va cac loai hinh
dich vu ma céng ty cung cép la mét diéu rat quan trong
déi véi Cong ty. Néu khach hang cadm thay ho nhan dwoc
gia tri xtrng dang véi dong tién bé ra, Cong ty co thé hai
long vi da dat dwoc muc tiéu tdng thé quan trong nhét -
Sw Hai long clia Khach hang. Do d6, cac diéu tra mirc do
hai long clda khach hang la mét bién phap thich hop dé
biét dwoc mirc d6 thoa man cua khach hang vé dich vu
dwoc cung cép.

Nhirng yéu tb ctia qua trinh nay dwoc mo ta trong so dd
duéi day:
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7. MONITORING OF CUSTOMER SATISFACTION

Customer satisfaction is the key to the Company’s opera-
tional and financial success. It is important to the Com-
pany that its customers are satisfied with the level and
type of services that it supplies. If customers feel that
they received good value for their money, then the Com-
pany can be satisfied for attaining its most important cor-
porate goal — “Customer Satisfaction”. Hence, customer
satisfaction surveys are appropriate measures to under-
stand the customer’s level of service delivery contentment

The elements of this process are describes in the follow-
ing diagram:

Hinh 6: Quy trinh kiém tra sw hai long ctia khach hang
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7.1 Chuén bj khao sat mirc do hai long khach hang
“Khao sat mirc do hai long khach hang” la mét qua trinh
dieu tra thuwong xuyén trong do khach hang dwoc yéu
cau cho biet cam nhan cla ho, va day la mot cach pho
bién dé thu thap nhirng thdng tin quan trong tir khach
hang.

C6 rét nhiéu cach dé thuc hién khao sat, bao gom:

e gUi phiéu khado sat kém theo héa don thanh toan tién
cua khach hang

e phdng van tryc tiép tirng ho gia dinh

e phat phiéu khao sat t¢i nhirng khach hang dén van
phong clia bd phan CSKH.

Mot cudc Khao sat Hai long Khach hang cé hiéu qua sé
khéng chi giup ban giam déc Céng ty xac dinh nhirng
mat tén tai lién quan dén dich vu cung cdp ma con thé
hién cho khach hang thdy coéng ty luén chl déng trong
viéc hoan thién dich vu cung cép.
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7.1 Preparing Customer Satisfaction Survey

A regular inquiry process where customers are asked to
describe their perception is called a “Customer Satisfac-
tion Survey”, and it is a common way to gather vital cus-
tomer related information.

There is any number of ways to conduct surveys, includ-
ing:
e survey forms included with customer bills,

e door to door interviews, and

e  Survey forms handed out to customers who visit the
CCU staff offices.

A effective Customer Satisfaction Survey will help the
management of the Company not only identify problem
areas in relation to the services it provides, but will also
demonstrate to customers that it is proactive in looking
for ways to improve the service provided.
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Khodng hai ndm moét lan, Cong ty nén tién hanh mét cudc
diéu tra don gidn vé khach hang. Muc dich ctia cudc diéu
tra la xac dinh thai do cta khach hang va danh gia két
qua cdng viéc clia cong ty trong viéc cung cap dich vu
cho khach hang.

Nhirng chi dé sau day mé ta cac budc trong qué trinh
chuén bi va thuc hién cac khao sat hai ldng khach hang.
Nhitng cudc khdo sat nay nén tao moét khéng khi dbi
thoai c&i m& gilba cong ty quan ly nwéc thai va khach
hang. Khao sat hai long khach hang can duoc thiét ké
phu hop dé& khach hang néi ra nhirng diéu ma ho thuc sy
nght vé Cong ty.

7.1.1

Nhi¥ng muc tiéu rd rang va chinh xac la can thiét cho méi
cudc khao sat, nham dam bam réng Céng ty dang thu
thap cac théng tin ma ho can va nguén lwc dang duoc s
dung mét cach hiéu qua va tiét kiém. Muc tiéu rd rang sé
bao d&m rang nhirng nhan vién phac thao phiéu khao sat
s& ludn gitr dung hwéng va quyét dinh dé dang nhirng
cau hoi nao sé dwgc st dung.

Xac dinh muc tiéu diéu tra rd rang va chinh xac

Nhirng cau hdi nén cung cap s phan hdi cé ich dé& nang
cao mirc d6 hai long cla khach hang va ddy manh
nhirng mé&t phat trién quan trong cla cac dich vu ma
Cong ty cung cap.

Dé cudc khdo sat dem lai loi ich cao nhét, ban giam dbc
nén bao dadm réng nhirng y kién tim kiém co6 ca dng ho
va phé phan. Phiéu diéu tra sy thda man cta khach hang
nén thiét ké sao cho dé& dang tim ra nhirng van dé ton tai
can giai quyét.

7.1.2 Xac dinh phwvong phap phan tich

Bén canh muc tiéu chinh cta cudc diéu tra, nhan vién
phac thao phiéu diéu tra cling can can nhac xem ho sé
phan tich nhirng cau tra I&i nhw thé nao khi hoan thanh
diéu tra.

S dung nhitng cau héi “dong” (ngwdi trd 1&i dwoc yéu
cau chon tlr nhitng phuong an gidi han) rat cé ich bdi
chung dé phan tich hon nhirtng cau héi “mé” (nguoi tra
i ¢6 thé tra 1oi theo bat ky cach nao ho mubdn).

7.1.3 Phat huy tinh don gidn ctia céng viéc

Lgm cho phan viéc clia khg’lch hang duwoc thye hién cang

dé dang, thuan tién cang tot:

e lam phiéu diéu tra cang don gian cang tét, nhitng cau
tric phl;Pc tap c6 thé khién khach hang tr choi dién
vao phiéu,

e lam phiéu diéu tra mot trang dé dé khién khach hang
trd |6i. Diéu nay tao diéu kién cho viéc thu thap va
tdng hop théng tin,

e lam thang chét lwgng & murc tlr mot dén ba, khong co
cau hai dai dong, chi mot danh sach nhirng hoat déng
kinh doanh chl yéu va khoang trong dé tra loi,

e bao dam néu rd hudng dan viéc gui lai phiéu diéu tra
da tra 16i nhw thé nao. Cho sb fax cla cong ty, gui
kem bi thw c6 ghi san dia chi va dan tem, hoac bat ky
hwéng dan thiét nao khac.
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Approximately every two years the Company should
make a simple survey. The objective of the survey is to
determine customer attitudes and to make an assess-
ment of the performance of the Company in providing
services to its customers.

The following topics describe the various steps in prepar-
ing and implementing customer satisfaction surveys.
These surveys should establish a climate of open dia-
logue between the Company and its customers. The
customer satisfaction survey needs to be designed in a
way to get customers to tell what they really think about
the Company.

7.1.1 Define clear and concise Survey Objectives

Clear and concise objectives for each survey are
needed, to ensure that the Company is getting the infor-
mation they need and that resources are used efficiently
and economically. Clear objectives will ensure that the
staff drafting the survey will remain focused and find it
easier to decide what questions to ask.

The questions should provide valuable feedback for im-
proving customer satisfaction levels, and promote vital
developmental aspects of the Company services.

To benefit most from a customer survey the management
should ensure that opinions sought are both supportive
as well as critical. The customer satisfaction survey
should be designed to highlight problems so that they can
be addressed.

7.1.2  Define the Methods of Analysis

In addition to the main objective of the survey it is impor-
tant that those staff drafting the survey consider also how
they will analyze the answers once the survey has been
completed.

It is helpful to use "multiple choice” questions (where the
respondent is asked to choose from a limited number of
responses) because they are easier to analyze than
“open” questions (where the respondent can reply in
anyway he wants).

7.1.3  Promote Task Simplicity

Keep the tasks to be completed by the customer as eas-
ily completed and convenient as possible:

o  keep the survey as simple as possible, complex
structures will cause the customer to refuse to com-
plete the form,

o keep the survey to a single page makes it more
likely that customers will take the time to respond.
This will facilitate collection and summarizing,

e keep the ranking of quality on a scale of one to
three, no lengthy questions, just a list of key busi-
ness activities and space to respond,

e  be sure to include instructions on how to return the
completed surveys. Give the Company’s fax num-
ber; include stamped and addressed envelopes, or
whatever other instructions are necessary.

30



HUONG DAN QUAN LY QUAN HE KHACH HANG
GUIDELINES ON CUSTOMER RELATIONS MANAGEMENT

GFAZy

7.1.4 MaAu khdo sat

S6 lvong hd gia dinh dwoc diéu tra nén & mic it nhat 1a
0.1% téng sb6 ho dwoc cung cap dich vy, vi du dbi voi
thanh phd khoang 100,000 'h¢ gia dinh thi it nhat 100 ho
gia dinh nén dwoc phéng van.

Nhirng ’ngu’crl ’du’qc diéu tra nén dwoc IL_ra, chon ngau
nhién dé co6 thé mang tinh dai dién cho dan so.
715

Sau day la mét sb Iinh virc chinh ctia mét dich vu khach
hang tot, nén lap cau héi dwa vao nhirng linh vyc nay
trong khado sat hai ldng khach hang.

Nhirng linh vwe chinh ctia ciu haoi

. Giao tiép v&i khach hang

Ban giam dbc clia Cong ty nén bdo dadm rang bat ky thac
mac nao cla khach hang ciing déu duoc gidi quyét bdi
dung ngudi, nhanh chéng, lich sy va cong bang. Néu
van dé khong dwoc gidi quyét nhanh chong, bdo dam
rang sé co phan hdi trong thoi gian nhét dinh. D& kiém
tra hiéu qua ctia quy trinh, ban giam déc nén s dung két
qua cudc khdo sat hai long cta khach hang dé hiéu liéu
tAt c& nhan vién déu dwoc khach hang cdm nhan 1a lich
sw, hiéu biét va s8n sang gitp d& ho.

. Tao nén kinh nghiém dé chiu

TAt c& nhirng giao dich v&i Coéng ty nén cang dé& chiu
cang tét; cac nha tam ly chi ra réng ban chét con ngudi
ludn hwéng dén viéc 1&p lai nhivng trai nghiém dé chiu va
ngwoc lai. Phiéu khdo sat nén dwoc trinh bay hop ly dé
khach hang cé thé cung cip thong tin day du.

. Mcrc dd phu hop clia chat lwong va cua dich vu

Ban giam déc Coéng ty quan ly nwdc thai khéng nhivng
can phai danh gia mirc do chat lwong dich vu cung cép,
ma ca viéc nhirng dich vu nay c6 dap &ng nhu cau va
nguyén vong clia khach hang hay khéng. Diéu quan
trong phai nh¢ la trong mét x& hoi dang phat trién nhanh
chong nhu cAu va nguyén vong cua khach hang sé thay
dbi theo thoi gian va tiéu chuan cudc sbng ngay cang
nang cao.

. Gia tri cho ddng tién

Khach hang can nhan thay rang ho dang nhan gia tri cho
lé phi ma ho tra; khai niém nay rat quan trong va can
phai dwgc phan anh trong cac giao dich cla nhan vién
v6i khach hang. Cac khach hang can duoc théng bao
day du vé sy phirc tap va quy mé cla cac dich vu ma ho
tra tién.

. Toc do va sw cham soc

Khi khach hang cé khiéu nai hay phé binh, c6 rat nhiéu
nhan t6 anh hwéng dén hanh vi clia ho va mot trong
nhi*ng nhan td nay c6 lién quan dén viéc thei gian cta ho
co bi lang phi hay khong. Ban giam dbc cha cong ty phai
bao dam rang khach hang cam thay nhirng nd luc ctia ho
déd dwoc cbng nhén va danh gia cao. Nhirng nhéan vién
lién quan phai luén nhé diéu nay trong sudt quéa trinh
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7.1.4 Survey sample

The number of households surveyed should be a mini-
mum of 0.1% of the customers within the service area i.e.
for a city of 100,000 households; around 100 households
should be interviewed.

The respondents should be chosen randomly so that
they can be seen to accurately represent the overall cus-
tomer base.

7.1.5  Key Areas of Enquiry

The following are some key areas of good customer ser-
vice that should form part of a Customer Satisfaction
Survey.

. Communication

The management of the Company should ensure that
whatever the customers query is, it is resolved by the
right person, quickly, politely and fairly. If a problem is
not resolvable immediately ensure that a response is
made in a given time. To check the effect of the process
the management should use the result a customer satis-
faction survey to understand if all staff is perceived by the
customers as being helpful, courteous and knowledge-
able.

° Making the experience pleasant

All interactions with the Company should be pleasant as
possible; psychologists point out that human nature
seeks to repeat experiences that are pleasant and not to
repeat those that were not. The survey should be prop-
erly laid out, so customers can provide sufficient informa-
tion.

° The right level of quality and of service

The Company management needs to measure not just
the level of the quality of the services that they provide,
but whether or not these services meet the needs and
expectations of the customers. It is important to remem-
ber that in a rapidly developing society customer needs
and expectations change as time passes and their gen-
eral standards of living increase.

° Value for money

Customers should feel that they are receiving value for
the fees that they pay; this concept is very important and
needs to be reflected in the staff interactions with the
customers. It is important that the customer is fully in-
formed of the complexity and extent of the services for
which they pay.

° Speed and attention

When customers make a complaint or comment, there
are many factors influencing their behavior, and one of
these relates to whether their time is being wasted. The
management of the Company must make sure that cus-
tomers feel that there effort has been appreciated and
valued. The staff involved must have this in mind during
all customer interactions, no matter what the issue busi-
ness, the majority of customers will want to be dealt
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giao tiép v&i khach hang, da sb khach hang s& mubn
duoc g|a| quyét nhanh chéng va tan tam, cho du dé la
van de gi. Cac tri hoan phai duwgc giam thiéu. Nhan vién
nén cb géng dbi x& véi mbi khach hang nhw 1a mét ca
nhan. Sy quan tam la quan trong nhwng né phai dwoc di
kém v&i mot gidi phap nhanh chéng va théa dang.

. Céc théng tin v& dan sb va méi tredng

St dung két qua cla diéu tra d& xay dwng mot hd so cac
khach hang cua cong ty theo thoi gian. Xac dinh nhirng
sb lieu vé khach hang nhuw nghe nghiép, tudi tac, thu
nhap, vi tri, mdi quan tam, nhu ciu vé dich vu cap thoat
NUGC V.v...

Cang hiéu khach hang, Ban giam déc Céng ty cang co
nhiing quyét dinh t6t hon bdi cong ty phat trién theo thoi
gian. Nhv mét phan cia khao sat, diéu quan trong la
khach hang phéi cé co hdi @& nhan manh vao nhirng van
dé cu thé theo nhan biét cta ho.

7.2. Xt ly két qua khao sat hai long ctia khach hang

Sau khi hoan thanh diéu tra, can ghi nhé nhirng hwong
dan dwdi day khi phan tich két qua:

7.2.1 Xac dinh xu huvéng

Tom tat két qua khao sat va tir bao cdo tom tat, thir xac
dinh xu huwéng va dau hié’u clia cac van dé. Tim kiém cé,c
khu vwc chung va cu thé ma dich vu cé kha nang that
bai.

7.2.2 Danh gia két qua khao sat

Dénh gia dé chinh xéq cla céc,nhén xét hay phan nan va
quyét dinh nhirng gi can lam dé cai thién tinh hinh.

7.2.3 Thay dbi két qua thwe hién cong viéc

Dé xuét cac thay dbi trong tat ca cac qui trinh, thu tuc lién
quan va cac ban mo ta cong viéc va truyén dat nhirng sw
thay ddi nay dén nhirng nhan vién chiu anh hwéng cla
sy thay ddi.

7.2.4 D& xuét va tién hanh dao tao can bd

Tang cwong nang lwc va ky nang cda nhan vién & bd
phan can thiét d& c6 thé thay déi cé hiéu qua. Chwong
trinh dao tao d&c biét 1a can thiét khi quy trinh hoat dong
chuan cé sy thay déi hay dwoc viét mai.

7.2.5 Thong bao t&i khach hang
Bao dam rang khach hang dugc théng bao vé két qua
cua cudc diéu tra néi chung. Moi quan hé khach hang tot

c6 duoc tr qua trinh nay 1a rat quan trong dbi voi cai
nhin tong thé ve cong ty clia khach hang.

Phan hoi cho cac khach hang cé nhirng nhan xeét hay
kien nghi dan dén viéc thyc hién sy thay doi trong hoat
ddéng cua Cong ty.

Viét “Ioi cdm on” cho cac khach hang ma nhirtng nhan
xét cia ho khién Coéng ty phai thay ddi. Khach hang sé
san sang nhan xét hon trong twong lai néu ho biét réng
nhitng nhan xét cta ho trong qua kh& dugc lwu y.
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quickly but attentively. Delays must be minimized. Staff
should try to treat each customer as an individual. Atten-
tion is important but it must be accompanied by a quick
and satisfactory solution of the query.

. Demographics and environment specific issues

Use the results of the survey to develop a profile of the
companies’ customers over time. Identifying such facts
as customer occupations, age, income, position, interest,
needs for the water and waste water service eftc.

The more the management of the Company understands
their customers the better the decisions made as the
Company develops over time. As part of the survey it is
important that customers have the opportunity to highlight
specific problems as they are perceived by them.

7.2  Processing of Customer Satisfaction Survey

Results

Having completed the survey analyze the results, re-
membering following guidelines:

7.2.1 Identify Trends

Summarize the results of the survey and from the sum-
mary report attempt to identify trends and indicators of
problems. Search for common and specific areas where
the service might be failing.

7.2.2  Evaluate the Survey Results

Evaluate the validity of the comments or complaints, and
decide what is necessary to improve the situation.

7.2.3 Develop Job Performance Changes

Suggest changes in all relevant procedures and job de-
scriptions and communicate these changes to the staff
affected by the change.

7.2.4 Develop and Implement Staff Training

Where needed develop the capability and skills of the
staff to make the change effectively. Special training will
usually be needed whenever a Standard Operation Pro-
cedure is changed, or a new one written.

7.2.5 Customer Follow-up

Ensure that customers are informed of the outcomes of
the survey in general. Positive customer connections
that result from this process are very important to the
overall view of the Company by the customer.

Respond to customers whose comments or suggestions
resulted in the adoption of a change in the operations of
the Company.

Write “thank you” notes to the customers whose com-
ments caused the Company to make a change. Custom-
ers will be much more willing to comment in the future if
they know that the comments made in the past were
noted.
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7.2.6 Lién tuc gidm sat qua trinh thuwc hién thay dbi

Mét khi thay dbi dwoc thwe hién, diéu quan trong la can
phai do lwéng hiéu qua bang cach kiém tra két qua cua
sy thay dbéi theo mirc do hai long cla khach hang théng
qua viéc tién hanh cac khao sat tiép theo.

8. DAO TAO NHAN VIEN

Khi dao tao cho nhan vién ctda b phan CSKH, phai tap
trung vao nhitng khia cach ma qua d6 ho co6 thé giai
quyét nhitng van dé lién quan cta khach hang mét cach
hiéu qua. Can phai dwa ra mét quy trinh hoat déng chuén
va tuan tha quy trinh d6 mot cach chéat ché. Diéu nay c6
nghfa 1a cho nhan vién cé quyén lam nhitng gi can phai
lam dé& lam hai long va gay an twong tét dbi véi khach
hang. C6 thé thay rang trong giai doan dau cla viéc thuc
hién qui trinh cham séc khach hang, can bd quan ly can
hwéng dan, giam sat sao cho nhan vién cé thé viva lam
vira hoc va phéat huy nhirng sang kién dé cung cép dich
vu khach hang hiéu qua cda minh.

Nhan vién lam nhiém vu quan hé khach hang phai duoc
tap huén toan dién dé hoan thanh tét vai trd cta minh.
Qua trinh tap hudn bao gdm dao tao va bdi dwdng phat
trién k§ nang ban dau va dao tao lai theo thoi gian.

Phat trién dich vu khach hang phai dwoc chu trong nhiéu
trong qua trinh tap huan. Nhan vién méi phai nhan dwoc
ban mé ta cong viéc, trong d6 chi rd nhirtng yéu ciu vé
cobng viéc va trach nhiém cla ho. Diéu nay sé giup cho
nhan vién cadm thay tw tin va phat huy hét nang lwc cia
minh.

Ban giam dbc nén thwong xuyén té chirc nhitng dot tap
huén vé dich vu khach hang cho nhan vién ctia minh, va
mdi khi ho thwc hién tét cong viéc, tiép tuc dao tao ho.
Viéc tap huan nén bao gdm bai tap dong vai, mé phéng
tinh huéng, nghién ctu tinh hudng cu thé va thao luan
theo nhém dé gitp nhan vién nhan biét dwoc va cé co
hdi hoan thién céng viéc phuc vu khach hang. Diéu nay
cling sé cing cb thai d6 dbi véi khach hang va nang cao
k§ nang xt ly nhirng tinh hudng kho.

Dao tao nhan vién rat quan trong cho viéc mé dau va
thwe hién thanh céng cla “hé théng giai quyét khiéu nai
va cham soc khach hang”. Bat ké nhan vién co lién quan
nao ciing phai tham gia cac khoa dao tao vé hé thong
hoat déng nay.

Céc nhan vién bd phan CSKH phai dwoc dao tao vé
nhirng van dé cu thé sau,

e k¥ nang giao tiép ca nhan

e k¥ nang giao tiép qua dién thoai

e quy trinh hoat dong

e vai trd va trach nhiém

e tinh cong khai ctia hé théng

e céac nguyén tac cham séc khach hang
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7.2.6 Continuously Monitor the Implementation of the

Change

Once the change has been implemented it is important to
measure the effect by checking the results of the
changes on the levels of satisfaction of the customer by
carrying out further surveys.

8. STAFF TRAINING

It is important that training for the CCU staff focus upon
the parameters within which they can solve customer
related problems and issues efficiently and effectively.
Standard operating procedures (SOP) need to be devel-
oped and strictly adhered to. That means giving employ-
ees the power to do whatever has to be done to make a
customer's experience a satisfactory and memorable one.
It should be noted that in the initial stages of carrying out
the SOP, the manager should guide and supervise so that
employees can ‘“learn by doing” and develop an effective
customer related initiatives

The Company’s staff assigned for customers relations
must be comprehensively trained to fulfill this role. This
training process should involve initial skill development
training and refresher training over time.

Customer service development must have a strong focus
in the training process. New employees must receive a
job description that clearly outlines the expectations of the
tasks and responsibilities. This will ensure that the em-
ployee feels confident and will reach their full potential.

Management should offer continuous customer service
training for the staff and once they are providing good
service, continue to train them. Training should include
“role-play-situations”, case study, group discussion to
assist the staff in recognizing and experiencing service
improvement opportunities. It will reinforce the customer
orientation attitude and improve their skills in handle the
difficult situations.

Training is critical to the successful launch and ongoing
operation of the “customer care and complaint system”
and any other tasks that are related to customer care and
community participation. Every concerned employee will
have to attend the training provided on the operation of
this system.

Specific training should be provided for all of the CCU
employees on the following issues:

e interpersonal skKills,

e telephone techniques,

e operation of the system,
e roles and responsibilities,
e publicity of scheme,

e customer care principles,
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e chuong trinh nang cao nhan thirc ctia cong déng
e khao sat mirc do hai long clia khach hang

Viéc dao tao nay bao gébm ca cac khoa dao tao ban dau
cho moi nhan vig“en mé&i clia bé phan CSKH va céac khoa
dao tao lai cho tat ca cac nhan vién cta b phan.

9.  HUONG DAN VE VIEC KHEN THUONG CAC
NHAN VIEN CSKH

Viéc ban giam déc tao xay dwng va st dung cac hinh
thirc khuyén khich cho nhan vién hoan thanh nhiém vu
ctia minh té6t hon yéu cau la rat quan trong. Mot khi thay
dwoc sy thira nhan va danh gia cao cta Ban giam déc
cho céac nd lyc cia minh, cac nhan vién sé c¢b gang hoan
thanh cong viéc tbt.

C6 nhiéu hinh thirc khen thuwdng va khong phai tat ca
déu lién quan dén tién. Tuy nhién ciing nén lvu y rang
cac dang tién thuwdng nhw tién thwéng hang nam, dinh ky
hay cac hinh thirc tang lwong déu dwoc cac nhan vién
wa thich.

La moét phan trong tam trong k& hoach cai thién dich vu

khach hang, nhiéu cong ty da td chirc cac sw kién dich vu

khach hang dac biét véi nhivng muc tiéu sau (tAt ca cac

muc tiéu nay sé anh hwdng dén uy tin va lgi nhuan cda

Coéng ty):

e thuc day tinh than, dong lwc lam viéc va sy hd tro 1an
nhau trong Cong ty va trong bé phan CSKH,

e khen thudng nhan vién da lam tét hon ca nhirng yéu
cau dbi vai vi tri cha ho lién quan téi cong viéc chadm
séc va dich vu khach hang,

e nang cao nhan thirc trong toan cong ty vé tdm quan
trong cda cham soc dich vu khach hang trong hoat
dong hang ngay cla Céng ty,

e thlra nh@n dong gop cua nhan vién bd phan khac co
lién quan trong viéc ho trg cham séc khach hang,

e lam cho khach hang thdy ré6 cam két ctia Céng ty
trong viéc lam hai long khach hang,

Muc dich 1a d& thira nhan, khen thwéng va tén vinh
nhirng né lwc ciia nhan vién dich vu khach hang, nhiém
vu cham séc¢ khach hang va nhan vién khac trong Céng
ty - nhitng ngudi lién quan truc tiép dén khach hang
trong qué trinh cung cap dich vu ctia Cong ty.

9.1 Bao dam tit ca nhan vién hiéu va Gng ho vao quy

trinh khen thwéng

TAt c& cac nhan vién can hiéu ré v& nhirng thanh tich
trong cong viéc sé dwoc khen thuwédng, phan thwdng 1a
gi, viéc chon ngudi khen thwéng nhw the nao, va khi nao
sé& duwoc khen thwdng. Nhan vién can co gang va du kha
nang dat thanh tich khen thwdng va cudi cung qué trinh
nay can dwoc thuc hién & cong ty subt ca nam.
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e public awareness raising programs,
e customer satisfaction surveys.

This training includes induction training for every new
CCU employee and refresher courses for all CCU staff..

9. GUIDELINES FOR PERFORMANCE
INCENTIVES FOR CUSTOMER CARE STAFF

It is important that the management develops and make
available incentives for staff who perform their tasks in a
better than required manner. Staff will strive to perform
well on the job if they feel that their efforts are appreciated
and recognized by the management.

Performance incentives can take many forms and not all
relate to money. However, it is noted that that money in
the form of annual or periodic bonuses, or in the form of
increased salaries are well appreciated.

As part of the emphasis of improving customer services,
many companies have special customer service events
with the following aims (all of which have an effect on the
reputation of the Company, and upon its profitability):

e boosting morale, motivation and teamwork in the
Company and in the CCU,

e reward Company staff who have exceeded the re-
quirements of their positions in relation to customer
care and service,

e raise Company wide awareness of the important role
customer care and service plays in Company’s day to
day operations,

e recognize the work of staff in other departments in
relation to customer care,

e et your customers know about your Company’s com-
mitment to customer satisfaction.

The intention is to recognize and reward and to celebrate
the efforts of customer service, CCU and other Company
staff — the people in the front lines of the Company’s
customer service process.

9.1 Ensure that all Staff Understand and Support the

Process

All staff need to be fully aware of what types of perform-
ance will be rewarded and what the rewards will be, how
the recipients are chosen, when the rewards will be made.
Staff needs to be able to strive to be rewarded and to this
end it is important that, throughout the year, a reminder
process is implemented in the Company.
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9.2 Taora mbi trwdng lam viéc thich hop

Trang tri Bo phan CSKH va toan thé cong ty v&i nhirng
ap phich quang cdo, biéu ng va bong bay. Treo cac ap
phich biéu nglr d& sém tao ra sw phan khéi cho viéc
ngoi khen nhan vién xuét séc sap toi.

9.3 T chtrc cac budi tiéc tap chung nhan vién

Hoi hop nhan vién 1a mét cach hiru hiéu dé danh gia cao
né lwc clia nhan vién. B4t dau bang viéc tu hop tat ca cac
nhan vién. Dam bao rang ban lanh dao cla céng ty duoc
moi dé thao luan vé vai trd cla dich vu khach hang trong
thanh cong ctia Cong ty. Té chirc cac bubi gap mat khac
nhw 1a moét phén thwdng dac biét, vi du bira an trwa hay
&n t6i dac biét ngoai cong ty.

9.4 Cbng bb thanh tich cia B4 phan CSKH

Do 14 viéc Ban giam déc tao co hdi khuyén khich nhan
vién phat trién cac ky nang trong cong viéc thédng qua cac
b&o céo chia sé& théng tin vé& nhirtng hoat déng cta bd
phan CSKH. Cac théng tin nhw sb lwong cudc goi nhan
dwoc trong mét tudn lam viéc dién hinh, vé gia tri tai
chinh tir cac loai dich vu trong nam vira qua, nhirng két
qua kha quan ctia cudc khao sat va nhiéu thong tin khac
ndra.

9.5 Thwa nhan nhirng déng gép clia cac bd phan khac

Cép bang khen va tdng qua cho cac nhan vién cla céac
bd phan khac cé déng gop trong viéc thod man nhu cau
cla khach hang. Thira nhan cach ma ho da cé nhirng
déng goép dang ké vao cac hoat dong chdm séc Khach
hang cliia Cong ty.
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9.2 Create the right Atmosphere

Decorate the CCU and the entire Company with posters,
banners and balloons. Hang posters and banners early to
generate excitement for the celebration to come.

9.3 Host Staff Gatherings

Staff gatherings are an effective way to show staff that
their efforts are appreciated. Start with a gathering to
which all staff is invited. Ensure that senior management
are invited to discuss the role customer service plays in
the Company’s success. Do other gatherings that are
seen as a special reward, such as special lunch or dinner
out of the office and away from the phones.

9.4 Publicize the Achievement of the CCU

The management has the opportunity to refresh the skills
of the staff by providing reports and information on the
CCU activities. Share information on the number of calls
handled in a typical week, the financial value of cross-
selling in the last year, positive results of survey and
more.

9.5 Acknowledge the Efforts of other Departments

Distribute certificates of appreciation and small gifts to
those staff in other departments who have made an effort
to meet customers’ needs. Recognize in what way they
have made a substantive contribution to the customer
care activities of the Company.
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PHU LUC 1:

Vi DU BAN MO TA CAC CONG VIEC LIEN QUAN BEN BO PHAN CHAM SOC KHACH
HANG

Tén chtre danh cong viéc ) . ) .
NHAN VIEN PHU TRACH KHIEU NAI CUA KHACH HANG
Ma s6:

Méi quan hé
Chiu trach nhiém véi ai Trwdng phong quan ly Khach hang

Chiju trach nhiém vé ai

Muc dich cua cong viéc

Thuwe hién cong viéc giai quyét cac khiéu nai ctia khach hang

Yéu cau vé trinh d6 va nang lwc:

Trinh d6 hoc vén: twong dwong véi trinh d6 Iop 12, bd sung thém cac khdéa hoc bdi
duwéng vé cham soc khach hang.

Kién thirc:
- Kién thire vé cap thoat nwéc
- dich vy khach hang
- Nhirng qui dinh cta tinh va thanh phd, nhirng chinh sach va thad tuc lién quan dén
viéc cung va thoat nwéc
- luat chuyén nganh lién quan dén linh vwc duwoc phan cong

Ky néng:
- giao tiép rd rang va lich sw v&i khach hang truc tiép va qua dién thoai

- rng X v&i nhirng khach hang khé tinh

- phan tich cac tinh hudng va van dé, xac dinh céac giai phap can thyc hién

- gidi quyét dwoc cac khiéu nai don gidn theo dung tha tuc

- diéu khién va st dung cac thiét bj van phong hién dai, bao gbm may vi tinh

Kinh nghiém: hai ndm kinh nghiém trong cdng viéc giao tiép véi cong chung trong linh
vire dich vu céng cdng hay t&t hon 1a dich vu khach hang.

S6 gi® lam viéc
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1T

Nhiém vu/trach nhiém caa nhan vién phu
trach khieu nai cia khach hang

Tiéu chuan
hiéu qua céng
viéc

Uéc tinh théi
gian (%) dam
nhan céng
viéc nay

Thuwe hién cac tha tuc lién quan dén dich vu khach
hang cho khach hang

Nam virng va thyc hién cac quy trinh hoat déng
chuén vé gidi quyét khiéu nai ctia khach hang

Tiép nhan, phan ludng théng tin khiéu nai va
chuyén sang bd phan phu hop va x& ly nhitng
khiéu nai trong pham vi trach nhiém

Giam sat va theo déi cac khiéu nai da dwoc
chuyén sang cac phong khac.

Bao cdo trwdng phong nhirng trweng hop khiéu
nai phtrc tap, kho gidi quyét

Tiép nhan va tw van nhitng cau héi cha khach
hang qua thw tw

Kiém tra mirc d6 hai 1dng ctia khach hang vé cach
giai quyét khiéu nai

Tbng hop phan tich sé liéu vé khiéu nai ctia khach
hang va gwi cho trwdng phong theo dinh ky

Hb tro trong viéc chudn bj to roi vé& tuyén truyén,
gido duc khach hang vé nwédc sach va nuwdc thai
cho nhirng khach hang hién tai va khach hang maoi

10

Hb tro’ trong viéc chuén bj va thuc hién diéu tra sw
théa man cua khach hang

11

Hbé tro trong viéc giam sat qua trinh thwc hién
chién dich cung cép théng tin nang cao nhan thirc
cong dong,

12

Hb tro trong viéc giam sat viéc thwe hién cac chién
dich gido duc nang cao nhan thirc cong déng, cac
chuwong trinh hoat déng dwa vao trdng hoc

13

Bé&o cao tién dod coéng viéc dang thwe hién cho
trwdng phong theo quy dinh

14

Hoc tap nang cao trinh db

Nguoi dién mau

Ch ky

Ho tén

Vi tri
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Appendix 1:
Examples of CCU related Job Descriptions

Job Title: CUSTOMER COMPLAINT MANAGEMENT OFFICER
Coding:

Relationships

Who responsible to Head of Customer Management Department

Who responsible for

Purpose of Job

Undertake tasks related to customer complaint solving

Job Specification:

e Education: equivalent to 12 grade level, participating in customer care training courses

e Knowledge:
- water supply and sewerage and drainage
- customer service.

- provincial and Municipal ordinances, policies and procedures relating to water suppy and
wastewater services.

- specialized laws related to area of assignment

o Skills:
- communicate clearly and politely to customers by phone and directly
- deal with difficult customers
- analyze situations and problems, identify solutions
- solve the simple customer complaints as procedure
- operate a variety of modern office equipment, including a computer.

e Experience: 2 year experience in community communication in public services and even better
customer services.

Hours of work
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Estimated
No. Tasks / Duties / Responsibilities of Customer Performance % age of time
complaint management officer standards spent doing
task
1 Implement procedures related to customer services
2 Understand well and implement SOPs for customer
complaint management
3 Receive, classify complaints and transfer to relevant
departments/units to solve customer complaints in
their responsibilities
4 Supervise and monitor complaints that were trans-
ferred to other relevant departments/units.
5 Report to CMD’s head on complaints which are
complicated and difficult to deal with
6 Receive and give advice to queries from customers
by mail
7 Check the satisfaction levels of customers on the
company way of customer complaint solving
8 Collect and analyse data and information on cus-
tomer complaints and send to CMD’s head in regular
basis.
9 Support to prepare leaflets on clean water and
wastewater service for dissemination and education
to current and future customers
10 Support to prepare and implement surveys on cus-
tomer satisfaction
11 Support to supervise the implementation of public
awareness information campaigns
12 Support in monitoring the implementation of public
awareness education campaigns, school based pro-
grams
13 Report on-going progress to CMD’s Head as re-
quired
14 Study to improve knowledge

Completed by

Signature

Name

Position
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Tén chirc danh cong viéc: TRWONG PHONG QUAN LY KHACH HANG

Ma so

Méi quan hé
Chiu trdch nhiém véi ai Giam dbc cong ty cap thoat nwéc Bac Ninh
Chiju tréch nhiém vé ai Nhan vién thu ngan

Nhan vién cham soc khach hang

Nhan vién ky thuat thuéc phong

Muc dich ctia cong viéc

Quan ly hoat déng clia phong dam bao phuc vu tot nhu cau ctia khach hang vé cap nudc, va thu tién nwoc
cho cong ty v&i doanh s6 cao, giam ty |é that thu tién nwéc

Quan ly khach hang, cham séc tét khach hang dé cé sw hai long ctia khach hang vé dich vu ctia cong ty

Yéu cau veé trinh doé va ning lwc

Pao tao: c6 bang dai hoc hodc twong dwong vé quan tri kinh doanh, hodc linh vuc lién quan.

Kién thirc vé:
- cap thoat nwéc
- dich vu khach hang
- nhirng qui dinh cta tinh va thanh phé, nhitng chinh séach va tha tuc lién quan dén viéc cung va
thoat nuwéc
- luét chuyén nganh lién quan dén linh vwec duoc phan cdng

Ky néng:

- hd trg giam dbc trong viéc xay dung ké hoach phat trién cong ty co lién quan dén ké hoach chién
lwgc vé quan ly va cham soéc khach hang

- lap ké hoach cong viéc trong phong quan ly khach hang bao gém ca bd phan chadm séc khach
hang

- nam virng tat ca cac cong viéc clia phong va dai dién cho nhan vién vang mat,

- diéu khién céac thiét bi van phong hién dai bao gébm c& may vi tinh

- giao tiép ré rang va chinh xac ca bang I&i va bang van viét,

- hwéng dan, kém cdp nhan vién, giam sat va danh gia nhan vién vé cong viéc cla ho.

Kinh nghiém: hai najm lam viéc vé kinh doanh; hai nam lam viéc quan ly van phong va’ho&c hanh chinh; hai
nam kinh nghiém vé dich vu khach hang.

S6 gio lam viéc
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TT | Trach nhiém va nhiém vu cta trweédng phong quan ly Tiéu chuan Uéc tinh thei
khach hang hiéu qua cong | gian (%) dam
viéc nhén coéng
viéc nay
1 Xay dwng ké hoach hoat déng ctia phong
2 Phan cong va giam sat cong viéc clia cac nhan vién phong
quan ly khach hang
3 | Kiém tra don xin I&p d&t nwéc chuyén lanh dao ky; chuyén
bod phan 1ap d&t
4 | Phéi hop véi phong k& hoach — k§ thuat kidm tra don déc
mac nwéc cho khach hang
S | Kiém tra hop déng cp nwéc cda khach hang, trinh 1anh dao
ky
6 | Phéi hop voi phong ké hoach ky thuat 1ap k& hoach phat
trién khach hang
7 | Tra 16i va gidi quyét nhitng yéu cau va khiéu nai phtc tap
cua khach hang
8 Bao céo phan tich san lwgng, doanh thu nwéc va ty 1 that
thoat, that thu tién nwéc
9 Phdi hop v&i phong quan ly mang va cac phong, doi lién
quan trong gidi quyét cac yéu cau slra chiva, khiéu nai hodc
xW ly dbi v&i khach hang vi pham hop déng st dung nwéc
10 Xay dwng cac quy trinh hoat ddng chuan cta phong va sira
ddi nhirng quy trinh nay khi can thiét
11| T4 chuc viec didu tra danh gia sw hai long caa khach hang
12| Phéi hop v6i cac bd phan lien quan té chire chién dich nang
cao nhan thirc cong dong
13 Thuc hién dao tao (hodc phdi hop trong dao tao), kém cap,
hwéng dan nhan vién trong thwc hién cong viéc cla ho
14 | panh gia két qua lam viéc cia nhan vién, trao ddi véi nhan
vién dé stra chira nhitng khuyét diém va tim bién phap, co
hoi dé hoan thién.
15 | Quan ly theo déi mang lwéi cong tac vién
16 | Phéi hop véi lanh dao cong ty phd bién chinh sach, quy ché
quan ly hé théng cp nuéc cho dai dién cac ban, nganh cla
phwong xa
17 Hoc tap néng cao trinh d6
Nguwoi dién mau
Chir ky
Ho tén Vi tri
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Job Title: HEAD OF CUSTOMER MANAGEMENT DEPARTMENT (CMD)

Coding:

Relationships

Who responsible to Director of Bac Ninh WS & S Company

Who responsible for Fee collectors

Customer Care Staff

Technical staff in CMD

Purpose of Job

Manage all activities of CMD to ensure the company meet customer’'s demand in water supply, collect water
tariff at a high revenue, reduce water tariff unpaid rate.

Customer management, good customer care for the customer satisfaction on the company services.

Job Specification

Education: University degree or equivalent in business administration, or relevant field.

Knowledge :
o Water supply and sewerage and drainage
e Customer service.
e Provincial and Municipal ordinances, policies and procedures relating to water supply and wastewa-
ter services.
e Specialized laws related to area of assignment

Skills:
e Assist the director in developing the cooperate development plan in relation to strategic plan of cus-
tomer management and customer care
Develop work plan in the customer management department included CCU
Master all tasks on the department and act as a stand-in for absent staff,
Operate a variety of modern office equipment, including a computer.
Communicate clearly and concisely, both orally and in writing.
Coach, supervise staff, monitoring and evaluate staff’'s performance

Experience: 2 year experience in business; 2 year working in office management and/or administration; 2
year working in the field of customer service.

Hours of work
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Perf Estimated
No. Tasks / Duties / Responsibilities of head of CMD te c:jrm:nce % age of time spent
standards doing task
1 Develop the operation plan of CMD
2 Assignment and monitoring tasks and activities done by CMD
staff
3 Check letter for water pipe installation before submit toleader for
signature and approval; transfer work to installation team
4 Coordinate with planning-technical department to supervise and
speed up water pipe installation and connection to customers.
5 Check customer’s contract on water supply, submit to leader for
signature.
6 Coordinate with planning-technical department to establish a
customer development plan
7 Answer and solve complicated customer complaints and require-
ments
8 Write report on analysis of water volume, revenue, water loss
rate, water tariff unpaid rate.
9 Coordinate with network management unit and other relevant
departments, teams in meeting customer’s requirement and com-
plaints on repairing or dealing with contract violation by custom-
ers.
10 Establish SOPs for CMD and revise it when necessary
11 Organise the surveys on customer satisfaction
12 Coordinate with other units to organise the public awareness
campaign
13 Conduct training (or cooperation in training), coaching, guide staff
to perform their tasks.
14 Evaluate the staff's performance, discuss with staff to identify
shortcomings and find out solutions and opportunities for im-
provement.
15 Manage and monitor a network of collaborators
16 Coordinate with the company’ leaders to disseminate policy and
regulations on water supply system to representatives of organi-
zations at ward and commune levels.
17 Further study to improve knowledge

Completed by

Signature

Name

Position
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PHU LUC 2:

Vi DY QUY TRINH HOAT BONG CHUAN VE LAP KE HOACH CHO CHIEN DICH
NANG CAO NHAN THU’'C CONG PONG

Tén quy trinh Lap ké hoach cho chién dich nang cao nhan thirc cong dong
Quy trinh s QT31

Nguwoi viét quy trinh | Nguyén Van Khang Ngay 10.11.2006
Nguoi sia cudi Nguyén Thj Hién Ngay | 17.11.2006
cling

Ho tén cta nhan vién thwc hién quy trinh Vi tri

1. Nguyén Van Khang Nhém truwéng

2. Nguyén Phuwong Giang Nhan vién

3. Nguyén Thj Dung Nhan vién

4. Nguyén Manh Tho Nhan vién

5. Nguyén Van Cuéng Nhan vién

6. Nguyén Van Tuyén Nhan vién

Ho tén ngw®i hwéng dan Vi tri

Nguyén Thj Hién Trwdng phong

Nhém Phong

Nang cao nhan thirc cong dong Quan ly khach hang

Thei gian bat dau quy trinh

Chinh sach

Pham vi thyc hién

Muc tiéu thwe hién/ Tiéu muc tiéu

Cac can bd co tén néu trén co thé thue hién cac hoat dong can thiét lién quan dén qua trinh
lap ké hoach nhw xac dinh ndi dung, muc tiéu, doi twong, phwong phap, hoat dong, ké hoach
th&i gian, 1ap dw tru kinh phi... cho maéi chién dich nang cao nhan thirc cdng dong

Chi tiéu thwc hién

M&i chién dich nang cao nhan thirc cong dong clia cong ty dwoc 1ap ké hoach cu thé va hop
ly, d@m bao t6t cho két qua cta chién dich

Co s& cua quy trinh

Viéc 1ap ké hoach can phai dwoc thye hién day dd va chi tiét dé phuc vu t6t cho chién dich
nang cao nhan thirc céng dong
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Bwéc M6 ta So dé quy trinh
1 Xéc dinh néi dung truyén théng: L L ‘ )
. . . Yéu cau twr Két qua khao T hoat dong
NGi dung truyén thong co thé la yéu cau tw lanh dao sat méi
lanh dao, twr ket qua khao sat hoac ciing cé
thé tlr cac hoat dong mai clia cong ty ,L
Noi dung truyén théng
'
Muc tiéu truyén
- thong
2 Xac dinh muc tiéu cua chién dich NCNT:
Can thdo luan dé dwa ra’céc muc,tiéu chl'nh i
xac, rd rang. Muc tiéu thé hién ket qua cuoi o
cling ma cdng ty muén dat dwoc Xac dinh 4ol tireng
3 | Xdc dinh déi twong: 1
- Xac dinh rd rang dbi twong can truyén e dinm cii han
théqg, la ai, & dau. Tuy twrng ngf)i dung abi tw%’ng '
truyén thdng ma xac dinh rd rang doi twong
truyén thong la khach hang hién tai hoac ca E i <
khach hang twong lai, la ca cong dong hoac Xac di
> e , ~ Py N , ac dinh phwong
chi gi¢i han trong nhém céng déng nao dé phap, phurong tign
- C6 thé gi6i han sé Iugng dbi twong can g fruyen thong \
truyén thong tuy theo quy moé chien dich e >
truyén théng dinh lam L &&=
4 | Xéc dinh kénh truyén théng: Lap k& hoach 5o b
Lwa chon phuwong phap & phwong tién
truyén théng (thao luan nhém, truyén hinh, v
dai phat thanh, to roi...) sao cho phu hop i ki 15
véi dbi twong da xac dinh, phu hop ca vé nyEn RGO v
cac nguon Iyc hién coé nhw thoi gian, nhan -
510 va tai chinh \\\ Chinh stra
5 | Xin y kién lanh dao: ‘
Sau khi xac dinh so’ bd ndi dung, muc tiéu, Phé duyét Chua duyét
doi twong va phwong phap truyén thong,
nhom (;én lap ban ,ké hoach so b, trinh
giam déc dé xin y kién
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Xac dinh hoat dong:
Ra ra cac hoat dg)ng cu thé sé duwoc thuc
hién trong ca chién dich NCNT

Lén ké hoach thoi gian:

Sau khi d& ra hoat dong cu thé da néu
trén, can lap bang ké& hoach thoi gian tién
hanh cho mdi hoat déng: cong viéc dwoc
thwc hién khi nao, trong khoang thoi gian
bao lau.

Phén cbéng céng viéc:

Sau khi cac hoat dong cu thé da duorc liét
ké, tién hanh giao nhiém vu céng viéc
cho can bd mot cach rd rang, cu thé.
Khéng nén giao 1 cbng viéc cho qua
nhiéu nguwdi va nén chon 1 ngudi chiu
trach nhiém chinh

Lap duw tru kinh phi:

- N‘gu’c‘yi chju trach nhiém lap dy toan
can tham khao cac bao gia khac nhau
dé,xéc dinp dwoc chi phi phu hop
nhat cho méi hoat déng

- Duw tinh kinh phi can thiét cho tirng
hoat déng

- Tinh tdng kinh phi cho toan bo cac
hoat ddng cua chién dich NCNT

10

Lap ké hoach chi tiét cho chién dich
NCNT:

Sau khi xac dinh dwoc cac chi tiét cu thé
vé ndi dung, muc tiéu, déi twong, phwong
phap, hoat déng, th¢i gian, nhan sy va
chi phi, moét ban ké hoach chi tiét can
dwoc lap ra voi viéc trinh bay rd rang cac
ndi dung trén

11

Dé trinh ban ké hoach Ién lanh dao:
Sau khi hoan thanh ban ké hoach chi tiét,,
dé trinh ban ké hoach Ién lanh dao dé
phé duyét.

Néu lanh dao chwa dong y véi ké hoach
thi phai chinh stra va dwa lanh dao duyét
lai

Xac dinh
hoat dong
cu thé

Lén ké hoach

thoi gian

Phén céng
cong viéc

__________________

Lap dw tru

/' 53\ | kinh phi

chi tiét

Lap ké hoach

\ 4

Dé trinh
lanh dao

A4

Phé duvét

................
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Appendix 2:
Examples of SOP on Planning of Community Awareness Improvement Campaign

Name of procedure Planning of Public Awareness Campaign

No. QT31

Completed by Nguyen Van Khang Date 10.11.2006
Final checked by Nguyen Thi Hien Date 17.11.2006
Full name of taskforce staffs Position/Title

1. Nguyen Van Khang Team Leader

2. Nguyen Phuong Giang Staff

3. Nguyen Thi Dung Staff

4. Nguyen Manh Tho Staff

5. Nguyen Van Cuong Staff

6. Nguyen Van Tuyen Staff

Trainer Position/Title

Nguyen Thi Hien Head

Task force Head

Community Awareness Campaign Customer Management

Starting time for procedure implementation

Policy

Scope of implementation

Implementation Objectives/Sub-objectives

All staffs mentioned above can perform necessary activities related to the planning of community
awareness campaign such as identifying contents, objects, methods, activities, timeschedule, cost
estimation etc for each campaign.

Implementation target

Plan for each community awareness campaign is prepared in detail and proper way in order to get
good results in the campaign.

Basis of procedure

Plan for each community awareness campaign is prepared in detail and proper way in order to bring
the success to the campaign.
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Procedure
Step | Description Chart of procedure
1 Identification of communication con-
tent: Assignment From results From new
Communication content can come from from director of survey activities
Assignment of director or from results of
survey or from new activities of com- |
pany ‘
Content of PAC

2 Identify PAC objectives:

Identify precise and clear objectives.
Objective shows last results which com-
pany need to achieve

3 Identify target groups:

- Identify clearly who you want to com-
municate. Depend on content of com-
munication you can identify that target
groups can be current customer or pro-
spective customer, all of community or
limited in some group of community

- You can limit amount of target groups,
depend on the size of campaign

4 Identify communication tools

Identify  appropriate communication
tools (leaflet, loudspeaker, television...).
they need to accord with target groups,
time and human and finance resources

5 Comment of director

after identifying of content, objectives,
target groups and methods of communi-
cation, PAC group need to make pre-
liminary plan and then submit to director
for approval

.

Communication
objectives

.

Identifying target
groups

.

Identifying target
limited groups

A

Identifying of
method, tool of
communication

9

.

B

Preliminary
planning

¥

Submit to the
Director

Approval

Revise

Yes
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Identifying detail activities

Identify all activities which will be per-
formed during the PAC

Time schedule:

after identifying detail activities you
need to make a time schedule for each
activity: which activity to be completed
within what time duration and what
due date

Assigning tasks:

After all activities are listed, assigning
the tasks to the suitable members.
One task should not be assigned to
too many people and should choose
one person who is responsible for the
main task

Estimating cost:

- The responsible person need to ref-
erence to diffirent quotations to identify
the suitable cost for each task of PAC

- Estimate the cost for each task

- Calculate the sum of the cost of all
activities in the process

10

Write a detailed plan:

After all details have been identified,
including objectives, methods, target
groups, activities, human resource,
time and cost, a written plan should be
prepared

11

Submitting a plan for approval:

The written detailed plan is now sub-
mitted to the company director for
approval.

If the director does not agree with the

plan yet, revise until it gets an ap-
proval.

Identifying
detail
activities

s | o

Timing

\ 4

Human resource
allocation

Cost calculation

Detailed plan paper

y

Submit to Company
Director

\ 4
Approval

Not
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PHU LUC 3:
PHIEU KHAO SAT S THOA MAN CUA KHACH HANG

Xin chao éng/ba,

Chung téi rét quan tdm dén s hai long cta 6ng/ba vé Cong ty quan ly nudce thai. Xin vui Iong cho ching toi biét
éng/ba nghi nhw thé nao vé chat luvgng va hiéu qua cda dich vu cung cép. Cau tra loi caa éng/ba sé giup cong ty
chung téi hoan thién hon nika viéc cung cap dijch vu. Xin cam on sw hop tac cta éng/ba!

1. Ong/ba c6 biét dén Cong ty quan ly nwéc thai (dién tén thanh phé) dang hoat déng dé cung cép dich vu thoat
nwéc va kiém soat s 6 nhim nuwéc trong méi trweng ching ta khong?

co [] Khong []

2. Ong/ba nghi gi vé chat lwgng kiém soat sw 6 nhiém nwéc trong méi trwdng clia chung ta?
Tét [] Trung binh [] Kém []

Néu chét lwong khong tét, nhirng nguyén nhan chinh la gi?

Van dé khong [] Dichvu [] Nhan vién khéng [] Khac []

duoc giai quyét cham nha nhan

Ong/ba vui long cho biét chi tiét vé nhirng van dé méi trwdng can quan tadm lién quan dén nwdéc trong khu virc
clia 6ng ba?

3. Tinh trang hé thdng cdng ranh trong khu v xung quanh nha ctia 6ng/ba nhw thé nao?
Tét [] Trung binh [] Kém []

4. Khu vyc 6ng/ba & cé bi ngap lut khong? .
Thuwong xuyén [] Thinh thoéng [] Hau nhu khong c6 []
(Hon 5 Ian/ nam) (1 =5 lan/nam) (2 nam mét lan)

5. Ong/ba nghi gi vé sy thoat nwdc va hé thdng cdng ranh thoat nuwéc hién nay so véi ndm ngoai?
Téthon [] Kémhon [] Nhw nhau [ ]

6. Ong/ba co biét lam thé nao dé khiéu nai Coéng ty quan ly nwéc thai vé dich vu hay tinh trang tdc nghén clia hé

thdng cdng ranh khéng? o ]
Déng ky tai nhan vién cong ty [ ] Goi trwc tiep dén[_] Khong biét [ ]
tai VP Phudng VP Coéng ty

7. Ong/ba c6 bao gi& gvi khiéu nai dén chinh quyén dia phwong vé nhitng van d& méi trudng lién quan dén
nwéc & khu viee clia 6ng/ba khong?  Co ] Khong []

Néu c6, né duwoc givi dén cho ai?

Nhan vién & [ ] Truc tiép dén [ Giam déc [ ] Lanhdao [] Khac []
VP Phuwéng VP Céng ty coéng ty T. phé, Phuwong Néu cu thé
KNG, ettt ettt ettt n e en e
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N6 cé dwoc gidi quyét thda dang khong? Yes [] No []
Néu khong duorc gidi quyét thda dang, xin vui long cho biét chi tiét?

8. Ong/ba co biét mirc |& phi nwéc thai la bao nhiéu khéng?
Bang 10% nuwéc st dung [ Khong biét []

9. Ong/ba nghi nhw thé nao vé& mirc 1 phi nuwéc thai?
Quacao [] Qua thap [] Vira phédi []

10. Ong/ba nghi gi vé viéc xay dwng nha may x& ly nwéc thai?

Quantrong [ ] Khéngquantrong [] Khéngcodykién []

11. Ong/ba c6 nhan xét gi khac vé dich vu kiém soat sy 6 nhiém nwéc trong méi trwéng ching ta ctia Cong ty
quan ly nwéc thai (dién tén thanh ph6)?

Théng tin ca nhan:

12. TEN NQUOT trA 1O oo 13, TUSI ceeeceeeeeeeeeeeeeeee e
14. Giéitinh: Nam [] Ne [

(T 2 TF= W] o |
T N o1 T 3T 121 =Y YOO
17. L&nh dao cdng ddng: Cco [] Khong []
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Appendix 3:
Customer Satisfaction Survey Pro-forma

Dear Sir / Madam,

Your satisfaction on WWM Company is our primary concern. Please let us know what you think of quality and
efficiency of the services provides. Your answers will help our company to further improve the delivery of our ser-
vices. Thank you very much for your time and cooperation!

1. Are you aware that the (insert name of city) Wastewater Company is working to provide a service in drainage
and controlling water pollution in our environment?

Yes [] No []

2. What do you think about the quality of controlling water pollution in our environment?

Good [] Average [ ] Bad []
If the quality is not good, what are the main reasons?
Problemis [] Slow service [ ] Personnel [ ] Others [ ]
not solved courteous

Could you give details of water related environmental problems in your area which need attention?

3. What is the condition of sewer system in the vicinity of your house?
Good [] Average [ ] Bad []

4. |s there flooding in your area?

Frequently [] Sometimes [ ] Almost none [ ]
(more than 5 (1 to 5 times (1 time per
times per year) per year) 2 years)

5. What do you think about the drainage and sewerage system to day compared to last year?
Better [ ] Worse [ ] Same [ ]

6. Do you know how to complain to WWM Company about services or bad sewerage system condition?
Register to the Company [ ] Call directly [ ] Don’t know [ ]
staff in ward office to the Company office

7. Did you ever make a complaint to the local authorities concerning water related environmental problems in your
area?

Yes [] No []
If yes, to whom was it directed?

to the Company staff [ | to the Company [ ] to the Director [ ] totheleaderof [ ] Other [ ]
in ward office office of Company ward or province please specify
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Was you matter satisfactorily attended to? Yes [] No []

If not satisfactorily attended to, please give problem and reason in details?

8. Do you know the level of the wastewater fee?

Equal to 10% of used water supply [ ] Don't know [ ]

9. What do you think about the level of wastewater fee?
Too high [] Toolow [] Justright [ ]

10. What do you think about the construction of wastewater treatment plant?
Important [ ] Not important [ ] No opinion [ ]

11. Do you have any other comments concerning the (insert name of city) Wastewater Company’s service in con-
trolling water pollution in our environment?

The individual information:

12. Name of RESPONAENT .......ccoiiiiiiiiiie e 13, AQE oo
14. Sex: Male [] Female [ ]
BT o (o | £ PP UTPPRR
BRI o] =11 o o LU UTPPRR
17. Community leader: Yes [] No []
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PHU LUC 4:

DE CUONG CHUONG TRINH TAP HUAN
VE CHAM SOC KHACH HANG

Téap huén vé Quan hé Khach hang Chu dé 01
KHACH HANG VA CAC QUAN HE CONG BONG
1. Gidi thiéu

2. Thuc hién chinh sach vé khach hang va quan hé
cbng dong

3. Hd so khach hang

4. Cac chwong trinh gido duc va thu hat cdng déng
5. Céac yéu t6 clia chwong trinh cong déng

6. Giao tiép gian tiép qua phwong tién truyén théng
e H&i nghi théng tin

e Cacbantin

e Ba&o cdo thwdng nién

e Phdng van

e Théng bao cho cdng ddng

7. Giao tiép truc tiép v&i khach hang

e Bao cdo thuwdng nién

e Tintwc

e Thu truc tiép cho khach hang

e Noi chuyén trwdc cdng chung

e Tham gia vao cac hoat dong cong dong

e Gé&p g& lanh dao cong déng

e Diéu tra sy thda man cla khach hang

e Su trwng bay nham muc dich gido duc

e Tap gép cac sy lwa chon

e Cac chuong trinh dwa vao trwong hoc

e Cac chuwong trinh dwgc hwdng dan

e Cac tién nghi cong cong

e Bang thong bao

e Céac nhom cong dong

e Tiép xuc khach hang

e Phan héi ctia khach hang

Consulting Group

Appendix 4:

Customer Care Training Curriculum Out-
lines

Customer Relations Training Module No. 01
CUSTOMER AND COMMUNITY RELATIONS

1. Introduction

2. Implementation of customer and community relations
policy

3. Customer profiles

4. Community education and involvement programs

5. Elements of community programs

6. Indirect communication through the media
e news conferences

e News releases

e Annual report

e Interviews

e Public announcements

7. Direct communication with customers
e Annual report

e Newsletters

e Direct mail to customers

e Public speaking

e involvement in community affairs
e Meet with community leaders

e Customer satisfaction surveys

e FEducational displays

e Brochures of options

e Schools based programs

e Guided tours

e Public facilities

e Notice boards

e Community groups

e Customer contacts

e Customer feedback
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Tap huan vé Quan hé Khach hang Chu dé 02
QUY TRINH NANG CAO NHAN THU’C CONG PONG

Co sé

Céch tiép can thong tin gido duc truyén théng

Hoach dinh chwong trinh théng tin gido duc truyén
thdong

Danh gia chinh sach

Danh gia cac nguén lyc
Phan tich nhdm muc tiéu
Lap ké hoach chién dich
Phat trién thong diép

Lwa chon kénh

S tham gia ctia cong déng
Quan ly chién dich

Giam sat chién dich

Danh gia chién dich

Tam quan trong cua viéc cong tac hiéu qua

Céc ngubn lwc yéu cau vé théng tin, gido duc, truyén
thong

Tap huan vé Quan hé Khach Hang Chu dé 03

SU QUANG BA CAC VAN PE VE NUOC THAI
TRONG CONG BONG

Cac phuong phap xuc tién sy thay ddi
Sw chap nhan nhirng théng & mai
Thao luan vé sy lan truyén dich bénh

Céac phuong phap dé hd tro viéc chdp nhan nhirng
thdng I1& ma&i

Xay dwng mét chwong trinh gido duc vé vé sinh
Xay dwng moét chwong trinh quan ly nwéc thai

Két hop hoat déng nang cao nhan thérc cong dong
(PACs) cla codng ty quan ly nwédc thai véi nhivng hoat
dong khac dwoc thwe hién b&i cac phong ban va chinh
quyén dia phwong

Cac buwdc bat dau mdt chwong trinh gido duc vé nwéc
thai

Lap ké hoach va té chirc PACs nuéc thai

Phd bién tac dung cla sw gido duc vé vé sinh va nuéc
thai

Vi du vé cac ké hoach quan hé khach hang

Vi du vé cac ké hoach nang cao nhan thirc cong dong

Consulting Group

Customer Relations Training Module No. 02
THE PUBLIC AWARENESS RAISING PROCESS

Background

The information education communication (IEC) ap-
proach

Planning IEC programs

Policy assessment
Resources assessment
Target group analysis
Campaign planning
Message development
Channel selection
Community participation
Campaign management
Campaign monitoring
Campaign evaluation
The importance of effective collaboration

Resource requirement of IEC

Customer Relations Training Module No. 03

THE PROMOTION OF WASTEWATER ISSUES IN
THE COMMUNITY

Methods of promoting change
The adoption of new practices
Discussion of disease transmission

Methods to facilitate the adoption of new practices

Setting up a hygiene education program
Setting up a WW management program

Integrating WWM Company PACs with other activities
carried out the local departments and authorities

Steps to start a Wastewater education program

Planning and organizing wastewater PACs

Spreading the effect of hygiene and wastewater educa-
tion

Examples of customer relations plans

Examples of public awareness raising plans
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Tap huan vé Quan hé Khach Hang Chu dé 04

NGHE THUAT GIAO TIEP QUA DIEN THOAI VA
DICH VU KHACH HANG

Gidi thiéu
Dich vu hoan hao bét dau tir dau
Céng cu cua gido tiép qua dién thoai

Giong diéu va tr ngl - chia khéa dé kham pha trong
nhirng cudc goi khé

S dung cau hay cho nhitng méi quan hé tét hon
(ng xt v&i nhirng khach hang kho tinh
Dé lai &4n twong tich cuc lau dai

Cac thach thirc trong dich vu khach hang

Consulting Group

Customer Relations Training Module No. 04

TELEPHONE COURTESY AND CUSTOMER
SERVICE

Introduction
Where service excellence starts
Tools of the trade - the telephone

Accents and dialects - keys for navigating through
tough calls

Rephrasing for better relationships
Dealing with difficult customers
Leaving positive lasting impressions

Customer service challenges
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PHU LUC 5: Appendix 5:
MOT SO SO DO - BAN TIENG ANH Figures (English version)

Fig. 1: Customer Relations Management Framework

3. Customer
Complaints
Management

2. Customer
Care Unit

1. Refocusing
on Customer
Care

Elements of
Customer Management

4. Public
Relations
Activities

6. Monitoring
of Customer
Satisfaction

5. Awareness
Raising
Campaigns

Fig. 2: Structural Position of the CCU

WASTEWATER COMPANY DIRECTOR ||

! 3

HEAD OF
HEAD OF TECHNICAL HEAD OF CUSTOMER
ADMIN.DEPT. DEPT CARE UNIT

P

PUBLIC RELATION - CUSTOMER CARE
“

STAFF MEMBERS STAFF MEMBERS
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Fig. 3: Complaint Management Framework

FIVE POINT FRAMEWORK FOR
COMPLAINT RESOLUTION

Accessibility
Accountability

R 1. Commitment Customer
conglint |3 Famess i
3. Effectiveness
4.
5.

Fig. 4: Management Process of Customer Complaints

Receive Complaint and Substance

of Complaint Investigated

v

Level 1 =P Pass to CCU Staff Complaint Resolved Immediately > !
D Pass to Technical Complaint Inform Complainant ’

e Department Resolved in according to the rules !
. Complaint Inform Complainant D

e e -b SR e il e Resolved earliest possible !

Management Information System (MIS) -

v v v

Review of Policy and Review of
Systems and Decision - Staff
Procedures making Performance
process
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Fig. 5: Awareness Raising Framework

Provincial and WWM Company
Municipial Customer
Institutions Care Unit

In cooperation
with others

Implementation Implementation

.

Informational
Awareness Raising
Campaigns

Educational
Awareness
Raising Campaigns

Customer
Satisfaction
Surveys

Public Based [School Based

Fig. 6: Customer Satisfaction Monitoring Process

Director and
Management Team
of the WWM Company

Articles and
Comments in the
\ Media

Customer
Satisfaction
Surveys

WWW Company
Customer Care Unit
(CCu)

Comments by Staff
Resulting from
Customer Contact

Customer
Complaints
Reports




