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€-5. CAC QUY TRINH GIAN LU'QC

QUY TRINH TIEP NHAN & XU’ LY PHAN ANH

QUY TRINH TIEP NHAN DON HANG VA CHUYEN DEN STORE.
QUY TRINH CAP FREE-VOUCHER

QUY TRINH THAY BOI THONG TIN KHACH HANG THEO YEU CAU.
QUY TRINH THAY DOl DIEM (CONG, TRU)




& A. QUY TRINH TIEP NHAN PHAN ANH

®

Tisp nhan théng tin
|

© ®

©

Xin 16i vi bdt tién ¥Xinmn Thong tin 1ién lac 6hi nhin Chi tift phan &nh
L]
Tén, Phone/Mail/Customer ID Dich Vu/San phim Mhan Vién/ Dich wu Loyalty Program/ Ecom
L

_Théng tin 53n phim (Tén, Ngay _Tén nhadn vién/ Dich wu. _Tinh Hudéng khach gip phai
mua, clha hang d3 mua, HSD) _Tinh Hudng khach gdp phai _Cda hang coé lién guan
_Vin d& khach gap phai. _Cla hang co Llién guan _Thiri gian cu thé.
_Hinh anh/bang ching cd lién guan. _Théi gian cu thé. _Hen ngay phan hdi cu thé
_Anh hudng dén sic khée (néu co _Hen ngay phdn hdi cu thé (VD: 5-7 ngay 1lém viéc)
triév ching cu thé). (VD: 5-7 ngay Llam viéc)

_Hen ngay phdn hdi cu thé (VD: 5-7
ngay lam wvisc)




@-B. QUY TRINH TIEP NHAN PHAN ANH - CAC BO PHAN LIEN QUAN CAN CHUYEN DEN

* CRM Technical Team/ Ddi phu trach hé théng
CSKH
« Master Data / D6i Quan ly dir liéu

Ung Dung CSKH/
Chuong trinh CSKH

Loyalty
Program

| App

*Q.A/ Quan ly chét
luong.
*Purchasing/ Thu Mua

Phan/dnh San pham

CRM HO tiép nhdn
thong tin qua cdc kénh
truyén théng chinh

*Related Stores/ Ctra hang
lién quan

g clo ¢ wrinviaey (SR - Stre Manager & Group
s s Dich Vu Complain Leader/ Ctra hang truéng/
A S PRI B t Trirong Quan ly nhém cac
phéi hop giai quyét. ctra hang
Poi Cham Soc han,anh Ecom/ *Technical Team (IT) or Related
' website/ doi Web/E- Partners (Grab, LLM,...)/ Bi KT

Khach hang

Thuét IT/ hodc déi téc cé lién quan

CRM HO Duy tri lién lgc, cdp nhat
tinh trang vdi cdc bo phan lién
quan va khdch hang cho dén khi cé
cGu tra loi thich ddng va déng case.
Khi nguyén nhdn duorc xdc dinh ré.
Truwong hop (TH) 16i thuéc vé Nha
Cung Cép/ SGn Phdm/ Dich Vu/
...Annam Gourmet CS Team sé phoéi
hop vdi tirng bé phén, déi tdc cé
lién quan dé cé bién phdp khdc
phuc, khién trdch ndi bé va dua ra
phuong dn cdi thién thich hop.
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(CSKH) & Van partners (Grab/Lalamove,..;)
Phong Chinh
L _ Purchasing team/ Team Thu Mua
Phan anh vé  SRGEINICIIICIIAN «\arketing (Trade, Brand, Media Team)- DGiTiép
gid ca/ Price/ Thi (Thuong mai/ Thuong Hiéu/ Truyén Théng)
QUZUIGEVA  Discount
giam gid
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€ C. QUY TRINH TIEP NHAN DON HANG

GUri don vé clra hang

Uu tién 1: Cua
Priority 1: Nearest Store hang géin nhét

Tiép nhan don tir Mang X3 Hoi @
(Facebook/ Instagram) Uu tién 2: Civa
Transfer to Stores @ hang ¢ hang
Social Channels Chém Séc trong kho.

(Facebook/Instagram) Khéch hang,/ Uy tién 3- cira
Tw Vén Vién hang dang

CRM/CS thiéu doanh sé

Cudc goi vao In Bound Calls

Call Center (Call Center) Kiém tra chéo Ki€ém tra chéo tinh trang don hang

(van chuyén,...) v&i clra hang va khach
hang cho dén khi kién hang duoc giao
Email vao Email

. thanh cong
Email CS @
Cham Séc Khach Han -
& Cross chedk with Delivery Status with Store &

Customersevice@annam- Crc}ss ChECk o
gourmet.com

Customer until we ensure the padkage has been

delivered

Trong qua trinh ctra hang soan hang, nhén vién chdm séc khach hang tai ctra hang cé thé chi déng lién hé khach trong céc truong hop sau:
- Moén hang khéch céan vira hét stock, thuong thdo vé mén hang thay thé.
- Théng béo cu thé dén khach hang néu cé chénh léch vé trong luong cua céc sén phdm doi héi viéc cén (rau, cd, qud, phd mai...)
- Lién hé khéch truéc khi giao hang, khi dén giao hang.
- Luu y: Moi thuong lirong trén, déu dwa trén nhu cau thay doi va dong y clia khach hang. Cira hang khéng chii déng thay thé, hanh déng ma khéng c6 sur
déng y tor khach.
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€ Cac lru y vé nhém khach hang dwoc wu tién

Nhom khach hang uvu tién
Ngudicaotudi Tréem
theo quy dinh ctia phap luat theo quy dinh cla phap luat
vé ngudi cao tudi  vétréem

7 NHOM NGUOI TIEU DUNG DE BI TGN THUONG AVE

cua phap luat _—

Nguai ‘ A r .
o luat ,.} ‘.‘ Xé ,; theo quy dinh

vé nguoi rf_ﬁ / cla phap luat
khuyét tat Va
Phu nirdang S Thanh vién
7 mang thai hoac nudi L ho nghéo
Ngudi tiéu ding dé bi tén thuong la ngudi tiéu ding ¢6 kha nang con du6i 36 thang tudi | theo quy dinh cla phép luat
chiu nhiéu tdc déng bat loi vé tiép cdn théng tin, surc khoe, tai sdn, ,
gidi quyét tranh chdp tai thoi diém mua hodc st dung sdn phdm, hang héa, dich vu Ngudi dan toc thiéu s6; ngudi sinh séng tai

ving déng bao dan tdc thiéu sé va mién nui, hai dao,
ving cé diéu kién kinh té - xa hoi khé khan,
vling c6 diéu kién kinh té - xa hoi dac biét khé khan
theo quy dinh ctia phap luat
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@ Cac lru y vé nhém khach hang dwoc wu tién

Quy trinh ti€p nhan va x& ly khiéu nai

» Ludn wu tién tiép nhan va x& ly trwdc cac khiéu nai, phan &nh cla 7 nhém khach hang dé bij ton
thwong néu trén trong tred'ng hop cd du thdng tin tr khach hang thubc it nhat 1 trong 7 nhém
khach hang nay.

» Khéng duoc tir choi gidi quyét yéu cau clia 7 nhém khach hang dé bj ton thuwong do khéc biét
vé tieng noi, chir viét, phong tuc, tap quan hoac cac khac biét khac

» Nhan vién tiép nhan va xt ly khiéu nai khong ky thi, phan biét doi x, g dung yéu to dé bj ton
thwong dé xam pham quyén, loi ich hop phap cia ngudi tiéu dung trong qua trinh thwe hién
giao dich;

« Khong chuyén yéu cau cla ngwoi tiéu dung thudc nhém nay cho bén thi ba gidi quyét, triv
trwdng hop bén thi ba d6 cé nghia vu lién quan. Trwdng hop tr chdi gidi quyét yéu cau cua
nguwoi tiéu dung dé bj tdn thwong, cdng ty sé tra i bang van ban, trong dé néu rd can c& phap
ly va sw khéng phu hop




Duyét chi tir Clra hang truéng/ Ban

&-D. QUY TRINH CAP FREE VOUCHER Giam Déc hodc Trudng bod phan
Digital & CRM

Approval from SMs/B.O.D/ CRM &

Dhgital Manager

Thu Thap Thong tin

Yéu cdu tir ctra hang - chi phi vé cira : S6 lwong
hang va do ctra hang truwdng chiu Gather Information (=] voucher
trdch nhiém phé duyét
Gia tri cua
) ’ moi voucher
Stores Request - Code Store Cap Phiéu Mua Hang
(Menthly Sorry Vouchers) Mié&n Phi RSN Myc dich st
Yéu céu tir Ban Giém Péc/ Cdc phong Tao Voucher trén A/X (F&O) dung cua Free
ban khdc tir Vin phong chinh ISSU E Voucher
B.O.D/ Dept Request - H.O Create Voucher in A/X
FREE VOUCHER
Marketing Team Request : Record in Common
(Media) - H.O Record & Tracking @
gf,}t;cga“ titeam Marketing Head Luwu trir vao tép luwu trit nham muc dich theo ddi va ghi nhé

ANNAM
OURMET >

Lwu y: Free Voucher la Voucher danh riéng cho muc dich cho, tang va khéng co gia tri quy doi thanh tién mét¢’.
EEEEEEEEEEEEEEEEEEEEN



@-5D. QUY TRINH THAY BOI THONG TIN KHACH HANG

Théng tin cii (Tén/
Email/ S6 Pién Thoai)

OLD INFO (NAME, EMAIL,

PHONE)

Thu thap théng tin

. Théng tin moi (Tén/
1. Gather Information © Email/ S6 Pién Thoai)

CUSTOMER ID (BACK & FRONT) - W:EIglls

) . A e , if can cccb
Cira hang yéu céu Y Kiém tra cheo dé dam
Thay d6i thoéng tin bés
_ CALLTO MEW PHOMNE NUMBER PROVIDED 5
Stores Request 2. Cross check _ OR EMAIL SM5 WITH CONFIRMATION LINK dung
Change [TC BE SET UF). théng
Tién hanh Goi dén s6 mdi ma khdch hang cung cép hodc tin

Information

Email/ SMS d€ gii form xdc nhén qua Email

Customer Request

3. Process Change information on CRM Tool A0 related

Khdch han g yé U cau Thay dé6i théng tin trén hé théng CRM/ AX (néu cé lién quan)
Xac nhan

Inform customer their info has been changed

4. Confirmation cuccasshully
Théng tin dén khdch hang rang théng tin da duwoc thay déi

Ap dung khi H.O nhén duoc yéu céu‘cda Khach hang hoéac cwra hang
(khi ctra hang truc tiép nhan duwoc yéu cau tor khach tai cac cira hang offline)
E B EEEEEEEEEEEEEEEEENEDN
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@-5E. QUY TRINH THAY POI BIEM

Thu thap théng tin:

« Thoéng tin khach hang
ich str mua hang
/ ch sty diém
o ,:3\ 0 dbi DI ligu

4}1 Q c Quanly va

/{‘;“\\: lién
%
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4-5C. QUY TRINH CHO THUE MAY FONDUE & RACCELLTE

Khach hang nhan
may fondue/ Clra hang lién la
racelette va kiém tra khach sau 24 gio dé
day du cac bo phan |ay lai may
di kem.

Ctlra hang lvu
trd thoa thuan da
dién, ki va ban sao

CCCD/Passport

Khach dién form va ki
thda thuan thué thiét
o]

Khach mua hang va duoc tu van

dich vu

Note: o ] . A {OA THUAN THUE THIET B|
DICH VU THUE MIEN PHI CHO THANH VIEN ANNAM GOURMET (*) =RRADE & RACLETTE / FONDUE
(*) Piéu khodn va diéu kién:
- Dich vu thué mién phi cho thanh vién Vang va Kim cuong. Thanh vién Bac S
vui long dat coc 1.500.000 VND. T
- _Tan huédng dich vu nay khi chi tiéu 500.000 VND cho phé mai va téng cdng
1.000.000 VND tai bat ky clra hang Annam Gourmet nao. T
- Né&u may bi mat, khach hang sé bj phat 4 triéu VND. R oo e
- Né&u khach hang mudn gia han thoi gian thué mién phi, s& bj tinh 200.000 seeichtenen. (R
VND/ngay.

nhn thit bi va tr3 kai clia hing

- Néu bat ky bd phan nao clia may bi mat, khach hang sé bj phat so tién
bang gia ban cGa bo phan do. k
- Xin vui long dé khach hang doc ki mau don thué va ky xac nhan. e Rece ostmwoians (D)

HO TEN VA CHU KY CUA NHAN VIEN CHUKY CUA KHACH HANG
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THANK YOU




