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- “Pay la quyén sach rat thi vi, siu sic. N6 sé la kim
chi nam gitip nhiing nhan vién kinh doanh nhin
- cong viéc ban hang dudi mot dnh sing mdi.” David
~ Horchover, Hiéu trudng Truong Marketing Quéc ré
Chase. ' :
“T6i da doc nhiéu sach vé ban hang nhung phai néi
day la quyén sach hay nhat. Chi bo hai tiéng dong
hé doc quyén sach nay ban sé tim thdy nhing loi
khuyén thuc t&€ va dé 4p dung nh4t.”Phillipa
Bourne, Chu nhiém cic chuong trinh dao tao cua
Vién Quan ly. ' o

~ BO PHAN BAN HANG /1
Cudc hop hiing nam P 5

Muc tiéu.
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. GIOI THIEU

“Khong phdi htc litgng bén hang hing hiu sé mang dén’
thanh cong ma chinh nho khd ndng tzep cdn khdch

hang.”

VAI TRO CUA CONG VIEC BAN HANG

Ban hang ciing giéng nhu moét phin cia nhing vii
khi ti€p thi, ching han quing cdo, khuyén mai hoac
bat ky ky thuat nao khac

Ban hang la budc sau cung cia mot chudi lién tuc
nhiing tuong tac giita céng ty va thi trudng.

Quan hé véi cong chiing
Quan hé véi bao chi
Quang cio

Gui thu truc ti€p

D4y manh tiéu thu sdn pham (canh tranh, bdo

tro, phan phat hd so gidi thiéu céng ty hodc
san pham, website, thu tin, quang cao).

Tét cd nhiing viéc 1am ndy nhdm ting cudng gidi
thiéu sdn phim v&i cong ching va 1am cho ho quan .
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tam, lam cho nhiing khich hang tiém nang tién dén
gin hon thoi diém guyét dinh va mua hang.

Thiong thi nhz'mg'tié'p xiic trige tiép, mdt doi mdt giita.
nguoi bdan hanq va khdch hang mang Ial két qud bin
* hang cao hon. -

Hoat déng‘btin hang la chdt xtic tdc chit yéu doi vdi
qud trmh kinh doanh thanh cong.

TAI SAO KHACH HANG KHONG LAM NHUNG |
Gi BAN MUON HO LAM '

Ban hang kiém séng 1a mot tfong nhing céng viéc,
thu vi nhit con lai trong xa hoi hién dai va bao g6m
nhing yé&u td thudng tim thdy trong cac cudc phiéu
luu — lap k& hoach, t6 chiic, thuc thanh nhim chuin
bi ci nhan cho nhing gidy phiit quyét dinh that su
khi thanh cong tay thudc vao viéc phai lam diing
viée vao dung thoi digm. Khong phai ai cing c6 thé
thanh céng trong vai trd nguoi kham phd hay ngudi
leo nii — ban hang thanh céng cing khong phai dé.
Viéc nay doi hoi ban phdi chuyén nghiép, chiu
nghién ciiu, tu giac ky luat va phai lam viéc cat lue.

Sau 20 nam kinh nghiém ban hang, dinh nghia vé
‘ban hang ma toi cho la ding nhat la: “Ban hang la
quan ly viéc mua hang.” Diéu nay c6 nghia la nguoi
ban phai lam cai cong viéc bin hang ctia minh dé
ngudi mua thuc hién cai cong vice mua hang. Nghe
c6 vé dé, nhung anh hudng that su cda dinh nghia
nay 1a vi rang chi ¢o khach hang mdi ¢ quyen thuc
thi hanh dong mua hang, muc tiéu cia moi lan bin
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hang phdi moé ta dugc nhitng gi ma khdch hang sé
lam, khong phai la gi ma ngudi ban hang lam.

Né&u khong ¢6 muc tiéu la nhing hanh dong cu thé
cia khach hang, thi nguoi ban hang sé chi nhim dén
‘nhing viéc ho sé 1am nhu “Téi sé cho ho xem”, “T6i
sé trinh bay”, “T6i sé tim hiéu”. Nhung dé quan ly
dugc qua trinh mua hang, ngudi ban hang, phai dua
ra nhiing muc tiéu mé ta dugc nhiing gi khach hang
sé lam. Phai tap trung vao nhiing hanh d6ng mua
hang, khéng phai hanh déng ban hang. Ban hang la
qudn ly viéc mua hang: t6i lam nhiing viéc cu thé dé
ban hang nham lam cho khach hang thuc hién nhiing
hanh dong cu thé va cin thi€t d¢€ mua hang.

Nguoi ban hang gidi tudn thi nguyén tic “Ban hang
1a quan ly viéc mua hang” bing cach thiét lap méot
‘muc tiéu hanh dong cu thé cho mdi lan ti€p xiic.
Chang han:

Lan ti€p xic s8 1: Khach hang sé mé ta cac nhu ciu
chan doan duoc cia céng ty, nhdn dang ngudi ra
quyét dinh cho viéc mua thi€t bi, néu ré tinh trang
ngan sach, va cho t6i moét cudc hen dé téi trinh bay
vé thiét bi ciia minh.

Lan ti€p xiic sé' 2: Nhing ngudi st dung tidm ning
cua khiach hang sé dung thu thiét bi cia t6i khi to6i
gioi thieu va ndi ré yéu ciu/mong muén sé hiu
thi€t bi ctia t6i, va ngudi ra quyét dinh sé cung cap
cho tdi mét con s6 khéi lugng mong doi va ngay

mua hang.
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Lan tlep xtic s6 3: Khach hang sé ky mau don dat"
hang va dua cho toi don dit hang mot s6 thiét b1 ctia
ching t61. _

Trong vi du nay, ﬁg’u"di ban hang gidi biét chinh xac. -
minh mudn khich hang lam gi trong mdi lan chao
hang. Anh ta ¢6 muc tiéu do dém dugc cho méi lan’
chao hang. Anh biét r5 minh dang hudng dén dau va
lam sao dé dén dugc dé, vi thé anh danh gid trén
'dudng di dé bi€t minh dang thing hay thua.

“Mot ngudi ban hang phii_i bdn himg hod khong phdi
dé cho khdch hang di bdn lgi.” Vo danh =
NHUNG THU THACH

‘Ban hang khong bao gid 1a viéc dé lam va trong moi -
trudng canh tranh thdi nay thi cang khé khin hon.
Tap hgp ti€p thi ~ Ba thong s6 sau miéu td nhing
y&u té cong ty phal tinh todn va can nhic trticic khl_ :
ti€p can thi trudng: .

. San phim

. Gia ca _ _

e Trinh bay (la b4t ky céi gi lién quan dén viéc
giao tiép cé hitu qua, ti quang céao cho dén"

khuyén mai, tf viéc st dung nhan vién ban
hang cho dén viéc chdm séc khach hémg)

Ban hdy nhin ba y&u t6 nay dusi quan di€m cua
khach hang. Ho ¢6 nhiéu chon lua ddi véi nhiing san
pham/chch vu tuong tu va co cung gia.
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Chinh y&u t6 thi ba tao nén su khéac biet (hosc
'khong) - chinh cach tlep cidn cuia ban tao nen su
khac blet o '

Di nhién cé nhiéu diéu tao nén su glong nhau trong'
viéc ban hang thanh céng, chu khong phal chl la'
chat lu'dng san phadm/ chch vu.

Nhung y&u t6 “hang hod” cua qui.. san phdm c6 vé
(it nhat la & bé ngoai) gidng nhau. Piéu nay 6 nghia

la vai tro ciia nguoi lam nghe ban hang c6 tam quan -

trong dac biét.

.Cd HOI

Mat ngum ban hang (ho#c nha cung cdp) té ra ndi

troi hon thi sé de cho khach hang quyet dinh viéc
mua hang »
D1 nhién didu nay khéng hoan toan phu thudc vao
“manh 16i quang cdo. Viéc minh hoa"dl.'mg cach pha’\i
chi ra dugc cap d6 cia su khac biét cam nhan dudc,
chit khong phai nhﬁ‘ng gl c6 thé tao ra cach thlfc cua
U khac biet do. :
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Hay nhé moét cau ngan ngtiv
- “Khong cin phai c6 su khic biét mdi la tat, chi can
tot 1a da khac rdi.” Va “tot” 1a cdi ma khach hang

can.

PHUONG THUC TIEP CAN CHUYEN NGHIEP

Pidu gi lam cho khach hang noéi vé mot s6 nha cung

cdp ring “Ho la nhing nguoi biét tao quan hé kinh

doanh”? Né&u ching ta néi cau tra 1oi la “tinh chuyén
nghiép”, ching ta phadi dinh nghia dugc tiu nay, hodc
tim hi€u xem khéach hang hiéu né nhu thé nao.

Mudn dugc xem la chuyén nghiép, nhan vién ban

hang phai: '

e Hiéu biét (vé khach hang va nhu ciu cua ho, san
phim/dich vu minh dang chao ban va nganh
cong nghiép cing nhu linh vuc ky thuat lién
quan) '

e Dbing cam (biét dit minh trong hoan cinh cua
khach hang)

e Tu tin
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e C6 kién thitc chuyén nganh

e Co thé dua ra nhdng 161 khuyén tot

o That su quan tim dén khach hang

e Ludn déng tin céy '

o (6 thé tao ra quan hé khach hang thich hop

 Linh dong, c6 thé didu chinh phuong thic tiép
can cho phu hgp véi tiing ¢d nhan '

e 1.4 ngudi biét chudn bi va cé t8 chiic.

Va di nhién con rat nhidu y&u t& khac nda.

Luu y ring ban c6 thé chi déng k&t hop tat ca

nhiing y€u td nay vao hodc phat huy ching hon nia

trong phuong thiic ti€p cin ma ban da chon.

NHIEM VU BAN HANG

Trong thi trudng canh tranh hién nay, ban héng fa

hoat dong trong dé nhiéu mit phai cang phdi hop.

Ban phai: ‘

 Giao tiép: phé bién thong tin va truyén dat thong
diép ‘ :

e Thuyé€t phuc: cho thdy ring 15i chao hang ctia ban
hap dan hon mét cich ré rang

» Tao su khdac biét: tao ra su khac biét gitta ban,
san phdm/dich vu ctia ban va ddi thi canh tranh.

Nhitng ky thudt bdn hang phdi xi Iy cd ba mat nay

ctia nhiém vy bdn hang.
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HIEU KHACH HANG P
Ban hang khong phai la “lam on cho khach hang”.
N6 gin voi hanh dong bat tay khach hang hofn la doi

dau véi ho.

Pinh nghia: Ban hang dudc miéu ta la - ‘giup khéch
hang quyét dinh mua hang”. Hifu nhu thé sé it c6 -
‘cdm gidc doi nghich va ti€p can theo cach hleu r\a) k
sé d& dugc chap nhan hon.

. R4t it khach hang dap ung vdi nhing nhan vién bani :
~hang “héi thiic”, nhiing ngudi chi nghi dén ban than, -
dén viéc ban hang va loi nhuan tai chinh cia minh - .
ho. v . v
Bdn hang thanh cong titc la phdi hiéu khdch hang -
) mién mua gi va gitip ho dwa ra quyét dinh khén ngoan
vé viéc mua hang.
Va khach hang dang ¢ ging lam gi? Ho muén c6
nhiing quyét dinh chin chin, d€ khi nhin lai khong
- phai héi tiéc.

Ho can do, tmh todn va chi mua khi cdm thay can
‘cAn nghiéng vé phla thuan loi nhleu hon.

Trong qua trinh ban hang thi phm dé cap dén cad mat .
tiéu cuc va-tich cuc cua vigc mua. héng - cacailoiva
cai hai. Khach hang rit thuc t&, ho bi€t sin phim-
cua ban khéng tuyét dSi hoan hdo (lin cudi cang
ban mua mét san phim tuyét. d6i hoan hao la khi"
nao?) '
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‘Ngmifi‘ bdn hang thanh cong thwong vé lén bitc tranh
cdn can so sdnh nghiéng mot cdch thuyét phuc hon so
© vdi bdt ky bitc tranh nao do d6i thii canh tranh ciia ban
vé nén. |

Chinh do thai dé cda khach hang va tinh ch&t canh
tranh cda thi trudng ma qua trinh ban hang vén rat
~mong manh. Néi cach khac, nhitng y&u t§ nho trong
cach thic thuc hién céng viéc ban hang c6 thé tao
nén su khac biét gida thanh cong va thit bai.

Viét mét chii that hay nifa, thém mdt 151 miéu ta
thich hop nifa, dua ra mét chi ti€t b3 sung nita c6
thé mang dén don dit hang.

it hon mét cai dugc trén can can bén dudc, hoic mot
cdi gi d6 lam cho can cin bén mait nghiéng hon, 6
- th& vuot mat don dit hang.

Nguoi bdan hang thanh céng biét chi y dén tirng chi
tiét tao nén sy khdc biét tich crc.

‘Tt ca nhédn vién ban hang cin biét khai thac va két
hop ba ky niang dudi day d€ tao nén mot phuong
“thiic ti€p can c6 stic thuyét phuc cao:

~* Sy phuc vu: day la yéu t6 quan trong; moi cai tu
viéc dén gap khach hang diing gid cho dén viéc

Thash cong trong ban hing 11



bao ddim mot dich vu hau mai dang tin cay déu
c6 ¥ nghia ¢ day. - '

e Hiéu biét ky thuit: ching han, c6 kién thic vé
san phim; phai trinh bay tréi chdy 100% (kém
hon sé bi chu ¥ va sé giam hiéu qua ban hang
ngay). o '

o Ky niang ban hang: chi tiét ciia nhiing cong cu ho
trg cho phuong thiic ti€p can c6 sic thuyét phuc
déu phii dugc cha déng dua vao. ‘

Hav nhdg, ba ky ning nay giong nhu chidc ghé ba
chan néu bi y&u mot chan sé khéong ding ving.

TAP TRUNG VAO VIEC HANH XU NHU MOT
NGUGI1 BAN HANG CHUYEN NGHIEP '
Trong ban hang, noi két qua cda viéc lam cua ban
chi c6 thé dat dugc bing viec thé hién tuyét voi
trong bat kv lan ti€p xiic nao, su chuyén nghiép la '
diéu t6i quan trong. Ban khong trd nén chuyén
nghiép vi ban ¢6 bing cap hay dudc ai dé gén cho
'moét cai mac cu thé. Chinh nhiing diéu ban lam khién
cho ban tré nén chuyén nghiép. Ban chuyén nghiép
vi ban hanh ’dong dung nhu vay - va ban sé khong
~ con chuvén nghiep ngay khi ban khéng hanh dong
nhu vay nida. .
Khong cin biét linh vuc cua ban la thé thao, y t€,
stia ong nudc hay dong phim, sy chuyén nghiép yéu
cau phdi dat d€n d6 hoan hio. Thuong thi ¢4 vé ban
hanh dong ma khong cin phai nd luc gi Iam, nhung
‘mudn thanh cong thi ban phai the hién dugec mot
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nidng luc ma ai ciing phai them muén. Ngu’b‘i chuyén
nghiép dat dén mot muic dd hoan hao hiém khi
‘ngudi khac dat duogc va thudng lam dugc nhitng viéc
ma nguoi khic cho ring khong thé duge. Mic dau
ho khong noi ra, ngudi chuyén nghiép lam theo mot
nguyén tic rat xua ci: “Néu da lam thi nén lam cho .
that t6t.” Ngudi chuyén nghiép tap trung hoan toan
vao diéu gi ho cin dat dén trong mébi phit. Ho
khéng lam nia v&i nhdng gi cAn phai lam dén noi
dén chén, va ho khong tri hoan nhiing gi cin phai
lam ngay.
Ngudi chuyén nghiép biét ré6 viéc ‘minh lam hon bat
ki ai khac. Haiy so sanh su khac biét giia hi€u biét
cia bac si gia dinh t6i vé& sic khoé cia téi va hiu
biét cia chinh t6i vé sitc khoé ctia minh. Tam bing
dai hoc khéng phai la cai quan trong nhdt, ma chinh
Ia “von hiéu biét” da noi mdi thuc sy ¢6 y nghia.
“Vén hi€u bi€t” nay lién Quan dén viéc hiéu ré6 chi
tift vé t4t ca cac sdc thai cda dé tai. -
Ngudi chuyén nghiép ciing ¢6 vé phai nd luc lién tuc.
dé biét nhiéu hon va thuc hanh nhiéu hon dé trd nén
gioi hon trong viéc lam cda minh. Khi ngudi chuyén
nghiép nhin vao guong, thay vi néi: “Minh that
tuyét”, ho noi “Minh ¢6 thé lam t6t hon.” Nguwi
chuyénv nghiép ludn ¢ cii thién, va ¢o thé thuc hién
cung mdt viéc, du la bang 161 néi hay hanh doéng,
lap di lap lm cho dén khi hoan hao.
Ban sé tro thanh chuyén nghié¢p va vust qua dm thu
canh tranh va thim chi cd nhing déng su néu ban
lam nhitng viéc sau:

Thanh cong troug ban hang 13



Biét ré sdn phdm cia cong ty va cia doi thi canh
- tranh: Nghién cifu san pham, cong ty, thi truong cua
cong ty va san phdm cua déi thi canh tranh, khach
hang. Hay ty minh thu thap thong tin. Tu lam cho -
minh khac biét bing cach tré thanh moét chuyén gia.

Xdc dinh muc tiéu va lgp ké hoach nhdm dat dwoc cic

- inyc tiéu d6: Lap mot danh sich nhifng uu tién va

x€p theo thui tu miic déng gop vao thanh cong cua
ban trong céng viéc ban hang. BPua ngay ra nhung, R

“vu tién va danh thoi gian cho nhing viéc quan
trong: '

Tlutc hanh cho dén khi hoan hio va luon c6 gdng cdi
thién: Khi mot dién vién dién mot vai ‘trong kich
Shakespeare trong 30 nim, anh iy khong thay d6i
16; anh chi ¢6 dién t6t hon mbi lan ra san kh&u. Ban
hang cing phai theo nguyen tac nhu vay.

- “Ng1ioi | tai tir hy vong. Ngu’o’: chuyén nqhmp lam wvié ™
Garson Kanin

NHUNG KY NANG CO BAN

Mot yéu t& chu chét khdc cia bat ky phuong thiic
ti€p can thanh cong nao la kha néang thich ng. Tuc .
la nhin vién ban hang nén tiép can va phuc vu
khiach hang theo cich thich hdp nhit déi véi khach
hang. :

Khach hang khong thich ngudi khiac xem minh la
khach hang. o luon cho ting minh la nhing chu
thé doc lap; ho 1a nhiing ¢ nhan. Thay vi lam cho
khach hang c6 cam gidc ban dang doc mot bai dién
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van chung chung, ban nén lam cho ho cam thiy nhu
cau va hoan canh cua riéng ho dugc ban chi y dén
mot cach t61 da, nhu vay co hoi nhan dugc phan héi
tich cufc tit phia khach hang sé nhiéu hon. '
Chi can mot cAu noi nhu “Téi biét thai han chét 6ng
yéu cau, vi th& toi da ..” sé ting cudong kha nang -
chdp nhan nhing diéu ban trinh bay ti€p theo.
Ngudi ban hang gidi bigt diéu chinh phuong thic
ti€p can cho thich hop véi tiing khach hang.
NHUNG YEU TO THANH CONG
C6 bon yéu t6 anh hudng dén co hdi thanh cong
trong ban hang: '

1. Ban gap ai

2. Ban gap bao nhiéu ngusi

3. Ban gap ho co thuong khong

4. Chat luong cia ky thuat ban si dung dé giao
tiép véi ho ’

Ba trong bén yé&u t6 nay lién quan dén hiéu qua ban
hang: ré rang, néu ban chon nhiing khiach hang cé
tiém niang nhat, ti€p chuyén ho nhiéu lan va gia lién
lac v6i nhiing ngudi can thidt thi két qua ban hang
sé cao hon. '

Thanh céng trong ban hang mot phan nao la tro choi
con s@: cang ¢6 nhitu lan tidp can hodc tiép xiic chat
lu’b‘ng vOi khdch hang thi ban s¢ cang ban duoc

nhieu hang hon.
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TIEP CAN KHACH HANG TUONG LAl

I\ltong co ”conq thirc than ki ¥ tronq bin. hang; thrmh
cong cht dén véi nhitng nguoi biét chdam cluit ting chi
tiét va clmn hra, dp dung pludong ttc ttep cdn thich
hop ngay nay dén ngay khdc, lan Hép xic nay dén lin -
tiép xiic khdc, khdach hang nay dén khdch hanq khdc.
Bin hang doi hoi su nang dong. Khéng cé cach thiic
nao thich hgp cho moi tinh hudng. Nguoi bin hang
thanh cong danh cda ddi d¢ nhao nan bién hoa
phuong thic tiép can cua ho nhim dim bdo né-
mang dén thanh cong cho hdm nay va ngay mai.

Thanh cong trong bdn hany la két qud ciia si quan tdm
dén chi tiél, thie hién mot cude déi thoai troi chdy 161
cuon khdch hang. '
KET QUA

Mot phuong thiic tlep can thong minh va chin chin
c6 thé bao dam:

e Kha nang nhan dang nhing khach hang tiém

nang nhat

e T6i da hoa ti 16 thanh ¢dng gitta “cd” so vai
“khong” (Mac da nen nhd rang sé cd mot SO

1an khich hang noi “Khong”)

¢ Doanh thu ban hang (va lui nhudn) cao nhdt
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¢ Kha nidng tao ra du'c,_)'c nhitng quan hé kinh
doanh trong d6 ban duy tri va phat trién thém
khdch hang va da s& déu quayv trd lai va mua
hang ctia ban thuong xuvén.
Khong c6 diéu gi “ti nhién dén”; nguoi bdn hang
thanh cong cd gdang dat duwgc két qud thong qua nling
chi tiét nham tao ra nhitg tidng lgi trong bdn hang.
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TRUGC KHI TIEP CAN KHACH HANG |
DAT NEN TANG CHO THANH CONG

Cé mot cau cich ngdn bat ngudn ta thai chién: “Khi -
bict minh sdp chét nguoi ta sé¢ khong phi pham thoi
gian.” Trong thoi chién thi cau ndi nay gitp ngudi ta
chién dau anh ding hon. Trong ban hang, phai thuc
hién nhing bude chudn bi ¢y ban trudc khi gip go
khich hang. Du khong phai viee lam nay tha vi
nhung cdi nay sé quyet dinh két qua khac nhau gida

17

cd” va “khong”.
Thanh céng trong bdn hang phian nao la két qud cia
mot sie chudn bi ky hiong.

“Anh hicu bICE do, vay

ching ta gap nhe!”

THAM DO

Cong vice kinh doanh nio ciing cin khach hang mdi.
Khong can biét mot doanh nghiép thinh thoang cin
mot vai Khidch hang hodc cin nhiéu khich hang maot
cach thuong vuveén, viée tim du va tim duvce nhiing

khach hang thich hop luén la van d¢ quan trong.
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Mot s khach hang tiém ning tim dén mua hang

‘thong qua hoat dong khuy&n maii, mot s6 khac - co

lé da s& — Ia nho nhdn vién ban hang tim ra vi day la

cong viéc chinh cua ho.

Mot s& ngudi tranh tham do tim hidu vi khong thich
thai do lanh ling cua khach hang. Bi quyét la ap
dung nhiing phuong cach thich hop - mét s8 nhin
thdy ¢o hoi & moi noi - va lam cho viéc tim- klem
khach mang tinh hé thong va déu din.

C6 moét cdu hdi meo: “Ly nudc_day mot nuda hay
tréng mot nita?” =
VI DU:

Sau diy la mot s6 vi du vé nhing phuong phép tao .

ra nhiing dau mdi ban hang méi mot cich déu dan:

e Chudi lién tuc: mot viéc ndy din dén mot viéc
khac. Chinh vi thé, gia su ban cung cap dich vu
cho vay, bang cach dat cau hdi: “Anh cé biét
doanh nghiép niao quan tdm dén viéc vay vén
‘khéng?”, hodc: “N&u ngan hang ching ta cung -
cdp dich vu mdi ndy, chiing ta nén tiép xiic véi
“nhing d6i tuong khach hang nao?”, ban cé thé
tao ra nhing ¢o hoi tim duoc khach hang cho
dich vu cua c6ng ty minh ‘

e Cac trung tdm anh hudng: day khong nhiing la

khich hang ma con 1a diu méi gidi thieu véi -
nhiing khdach hang khac (ching han mot hiép hoi
thuong mai hodc mot té chiic chuvén nganh)
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Quan sit ca nhan: cham chi theo doi, nhiing co
hoi ¢6 & xung quanh, hay doc bdo chi thuong mai,
tim hidu xem nhdng cong ty nao dang chu)c

dén nhitng vian phong ban lii xe ngang qua moi

ngav, di bd doc theo cic cau thang trong cic toa

nha van phong va tiép xtic véi nhing nhan vién
lam vice ¢ do

Nhiing tiép xtc ngau nhién: tdt ca moi ngudi déu

¢6 thé 1a khach hang tiém ning cua ban. Vi du

20

trén may bay, tim hiéu xem ban dang ngdi gan ai
(mé dau tot nhat 1a nén hoi vé qué qudn cua
nguodi do)

Van dong: go aia hodc dén bat thinh linh sé kho

6 k&t qua tot nhung co thé do héi nhan vién ticp

tan dé bidt tén nguoi phu traich b0 phan mua
hang va tiép xtic v6i ho sau do thi hay hon

Danh sach: ¢6 vo s6 ngudn thong tin ¢6 the 1dy tu

“Trang vang” hodc danh sach thanh vién hi¢p hoi

hodc nhiing nhém hoat dong, nhﬁ’hg_ loai thu muc

Khach hang qud khu: tim lai nhing khach hang
cli co thé quén dat mua hang cua cong ty ban
(n€u ban 1a nhan vién mdi ctia cong ty thi c6 mot
cach nay rat hay: do 1a hoi xem khach hang nao
da tung phan ddi mua hang cong ty ban)

Nhiing nha cung cap: xem danh siach tit ca nhiung
nha cung cdp, mot s6 ho cd thé trd thanh khach
hang, ho sé chiu nghe ban trinh bh_\.'

Nhung hoat dong ngoai khod khac rdt dang phan
tich xem ban nén lam thanh vién cua hoi dong
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'nio, nén tham gia hoi nghi nao, vv ... chia sé véi
cac dong nOhlep danh sach nay va cung nhau
hanh déng. ’

- Thanh céng trong bdn hang duvc cling c0 boi mot
- pliiong thnitc tiép can hé thong; tim xem plutong tinfc
tiép can nao thich hop véi ban va tl_nid’ng xuyén danh
thoi gian cho plitong thitc d6.

TiM NHUNG KHACH HANG TIEM NANG
NHAT .

Mot s6 khiach hé\ng tiém nang dé& chuyén sang khach
hang that su hon s8 khac.

Ap dung nhung tiéu chudn ctia cong ty ‘nhim chon
ra nhiing khach hang tiém ning nhat trong s6 danh
sach khich hang ctia ban, phin loai khich hang va
chi ti€p can nhing khich hang cé tiém nang cao
nhat.

Thim do nhiing yeu to nhu‘ loai nghanh nghe, quy
mo, mo hinh céng ty, cic cdp bac lanh dao va tinh
hinh tai chinh (Hay nhd: Ban chua ban dugc hang
chirng nao chua nhan dugc tién thanh todn). Bay gid
ban hay dat thi ty uu tién nhiing doi tugng khich
hang dap tng tt nhat tiéu chuin da dé ra.

Thanh céng trong bin Tang con bao gom viéc danl
phin lon thoi gian cho nhitng khdch hang. tiém ning
- nhdt. ' :
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TAP TRUNG VAO NHUNG KHACH HANG TIEM

NANG NHAT |

Doi khi khach hang sé bao ban ring ho khéng cin

" nhiing gi ho dang ban, vi bat ky 1y do nao nhu sau:

e Mo dang ’mua'_sdn_"phém hay dich vu tot nhé"tv’c_ho
trudng ‘hop cda minh véi giad t6t nhat, véi cac
‘diéu khoan tin dung tdt nhat, vdi cac diéu khoan
giao hang va bao tri t6t nhat, rat thuan tién va cé
loi. ' )

e Hién tai ho khong dung thi€t bi ban dang ban.

¢ Ho khong con kinh doanh nda. '

e Ho khéng can sin phim hay dich vu nao khac

ngoai cdi ho dang cé.
e Ban ching cé gi dé chao ban cho ho.

» Ditng c6 gang chao cho bat ky ai. Sif dung hé so
khich hang d€ nhan dang mdi didu mdi lién lac

‘nhu 12 moét khdch hang tiém ning hay khéng tiém

ning. Phan loai khach hang theo quy mé kinh
doanh, kinh nghiém si dung san phim tuong tu,
va hién dang si dung sdn phdm canh tranh. Phan
tich nhiing di€m chung ma mét khach hang tiém
ning thudng c6. Néu ban biét ring cic cong ty ¢
500 nhan vién hodc hon thudéng mua sin phim
cia ban, dé la mét yéu t6 tiém ning cao. Mit
khiac, cic khich hang st dung mot san phaim
canh tranh cac cip hon cua cong ty ban thi tiém
ning tré thanh khich hang sé thap. Chi nén cha
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¥ dén nhiing céng ty sé c6 tiém ning cad nhat _

cho viéc mua san phém cdaban. .- L
‘Mot lan toi quan sat thdy mot ngu()l ban hang c6
gdng ban mot ké trung bay sim-banh cho mot chu |
tiem rugu nhd 6 nhing khach hang da phan thuong
mua bia va rugu gia ré. Nguoi ban hang cu C(”J"gs'ing
thuyct phuc, mic dau dng chu tiem da nhac lai ba
lan rang, 6ng di md tiém dugc bay nam va chua
ting c6. khach hang nao héi mua sadm- banh bo la -
mdt su phi pham nd lyc va thoi gian. '
Hay st dung thoi gian ctia ban-cho khén ngoan va
chi thuc hién nhdng hoat d(f)rig mang lai cho ban
nhiéu doanh s& hon ti khach hing c6 tiém ndng cao
nhat va dat dugc midc loi nhuan thap nhat:

Xdc dinh tinh chdt khdch hang trudc khi ban tiép xiic:
Nguoi ban hang gidi sé r4t hiéu qua trong viéc xac
dinh tinh chat tiém ning cia khich hang bing dién
thoai trudc khi sdp x€p cudc hen. Viéc lap hé so
khach hang sé ting nguén loi tinh trén thoi gian dau
tu cho cong viéc ban hang. |

Nhén dang khdch ‘hang c6 tiém ndng cao nhdt: Néu
viéc xac d;nh tinh chat bang dién thoai khong thé
thuc hién dugc thi hay phéan loai hoac xdc dinh tinh
chit cia mbi ddu mdi giao ti€p 1a tiém ning hay
khong trudce ki bat diu budi trinh bay ban hang. Hay
chti y dén nhiing khach hang tiém ning cao nhat. -

Hay chdic chin rang khdch hang cin sin phdm ciia
ban: Danh thdi gian bin mot cai gi dé cho mot
khach hang khéng cin né 1a mot su diu tu thai gian
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tdi té. Néu khach hang do khong can san pham cua
ban thi hiy tim nguoi khdc. _

“Khd ndng tap trung va sit dung thoi gian hiéu qud la
tit cd.” Lee lacocca |

NHAN DANG NHUNG NGUOI MUA HANG -
PiCH THUC : ‘

Quyét dinh mua hang ngay nay thudng do nhiing
nhém ngudi, nhiang Ban quan ly mua hang va 116i
ddng quan tri dua ra. Vi th¢ khong phai lic nao ban
cing biét ré ai la “ngudi mua hang”. Mot meo gitip
- chiing ta tim duoc “ngudi cd quyén quyét dinh” la
ngudi cd tién, cé quyén va c6 nhu cau:

Ban nén chia cac déi tuong trong cong ty cua khach
hang thanh nhang nhom nhu sau:

e Ngudi c6 quyén quvét dinh

e Ngudi tu vian

e Nguoi sﬁ’fﬁjng

e Ngudi gac cong

e Ngudi lam cbng vi¢c hanh chénh
V& mdi nhom nguoi ban phai 6 cich tiép can khdc
nhau nhung van phai thich hop. ‘

24 | T céng treng bin hing




Hop dong

Vi du sau day minh hoa nhiing ddi tuong khac nhau
'ma ban sé phai ti€p xuc:

Giam doc diéu hanh (ngudi c6 quyén quyét dinh)
yéu cdu Quan Iy van phong (ngudi tu van) kiém tra
xem ¢6 thé mua mot rhéy fax mai. (3ng ta cho Thu
ky (ngtl'(‘)’i st dung) tham gia cudc hop bdi vi ¢b-ta sé
stt dung may fax d6 nhiéu hon chinh 6ng. Dién thoai.
duoc goi di va goi dén vé viéc mua hang thong qua
Nhan vién téng dai (ngudi gac cong) - ngudi c6 thé
phan ddi hoac cho phép nhén vién ban hang ti€p can
duge v6i nhing ngudi khiac. Cudi cing, don dat
hang va sd cda don dat hang, vv.. sé do phong mua
hang (nguoi lam céng viec "héjhh chanh) cap.

CHUAN BI

“Suy nghi k¥ trudc khi md 161”7 la mot 1oi khuyén ca
rich nhung ludn ludn ding.

Nhitng thanlt cong trong bdan hang thuong la két qua
ctia qud trinh tir duy sdu sdc.

Nhiing quy tic co ban cua viéc chuan bi la:

e Luén luén lam viéc nay
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* Thitc hién nhiing nghlen cltu can thlet mot . cach

sdu sdc :

o Dat ra nhitng muc tiéu ro rﬁng' ‘

e Ifinh dung ra “tinh chat” cua bu(fi ti€p xic sé t3
chuc

» Sip x&p nhﬁ'ng yéu to hé trg (nhing céng cu
trinh bay)

* Sau d6 thi phadi linh dong trong hanh dong (15p
k& hoach la nham tao dinh huéng, khéng phal de
rang buéc).

Thanh cong trong budi tiép aﬁn bdn hang sé cao hon

néu ban “da chudn bi trudc thit tér”.

HG so kidch hing
CHUAN BI - 3 CONG CU CHINH
- 1. Nghién ciiu

Lap k& hoach ¢ thé 1a suy nghi trong vai phiit hoic
ghi chu vai diéu trude khi ban ti€p can khach hang,
hodc mét, hai gid quanh mot chiéc ban tranh luan
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thing than vdi cdc ddng nghiép nhim théng nhat
phuong thic tiép can tot nhit. Nghién ciiu la cong
cu chu chdt cda qua trinh. B
2. Tim hi€u vé nhifng ngudi ban muén gap
- Cing giong nhu nhiing chi tiét co ban v¢é cong ty cia
khach hang va nganh nghé kinh doanh cda ho, thim
do (trong cdc tap chi thuong mai, trong bao cido hing
nam hodc website, vv...) nhiing thong tin méi vé su
phat trién/nhﬁ'ng khé khan, thi trudng hodc bﬁu
khong khi cia céng tv khach hang (vi du: hoi nhan
vién tiép tan trong khi cho doi: “Lam viéc & day co
thich khéng em?”).
Tim hidu nhitng thong tin giy dn tuong va clho khdch
hang biét ban dd c6 nhitng hiéu biét vé ho — cau néi
chém vao cua ban “Toi doc thdy trong bio thuong
mai rang cong ty ong vua thz“ing mot don dat hang
mdéi tir chau Au” sé rat c6 tic dung trong viéc lam
cho budi gip g& c6 két qua tét.
3. Dat ra muc tiéu r6 rang
Chi nham dén viéc ban dugc cang nhiéu cang tot
khong gitip ban dat duoc hiéu qua trong viéc tiép
can khach hang. Phai dé ra nhdng muc tiéu phu hop
tic Ia muc tiéu phai bao ham nhing yéu td saw:
Cu the Ghi ré rang ¥ dinh cia ban ra gidv
o ludng duge Phai thé hién ra bing nhing con sd
Hop Iy Khong nén dat muc tiéu qua cao cho
ca khach hang lan chinh ban
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Thuc t& Khong nén nhim dén mot thai han
ma Bo phan san xudt khong thé dap
ung:

Thai gian  Khi nao phai cé duoce két qua? Ngay
sau budi gap gd khach hang, 6 tuan
hay 6 thing sau? = - '

Nhitng muc tiéu ro rang sé tao ra va dinl Inidng cho
qud trivuh-tiép cin va phdt huy tdc dung.
4. Nhitng yé€u té hd trg
Mudn vé mot buc tranh vé viec chao hang, nén su
dung nhiing so dd, hodc bi¢u dd (dac biét A€ minh-
hoa nhitng thong tin tai chinh cho ré rang), nhiing
hinh_anh, hé so ¢idi thidu, hang miu, bang ching,
vi... can nhic va su dung bat ky cong cu nao gidp
cho ban nhin manh hon thong diep mudn dién ta.
Pam bdio ring:
e Ban mang theo du ¢ong cu can thiét
e Ban c6 thé tim thdy nhing thi nay ngay
e  Moi cai déu cé veé duoc 16 chic tat
o Mot s8 yéu té ¢ thé ca nhan hda (chiang han,
diing noi “D€ toi cho 6ng thiy ...” ma hay
noi: “Toi nghi mot bieu dé co the giai thich dé
dang hon nén toi da chudn bi d¢ ong xem”).
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LAP HO SO KHACH HANG

Nhi¢u nhan vién ban hang xem viéc lap hé so khach
hang nhu mot cong vice chan ngat. Mot suy nghi sai
Iam! Hé so khach hang r6 rang, diy du théng tin 1a
vé gia bdi vi day la.mét trong nhiing yéu t6 dinh
huéng cho hanh déng, dac biét nhiing khach hang
ban gip gd déu dan. '
Vi vay, dung tin vao tri nhé cia minh (ban co that
su cho ring minh c6 thé nhd tat ca nhing chi tiét
nho cia hang tram maoi lién hé khong?). -

Hay lap ho so luu va cidp nhat thudng xuyeén, ghi lai
tit cd nhiing gi gitip ich cho ban trong lan ti€p xtc
tiép theo vai ho.

Ho so phdi sap xép khoa hoc, c6 ni dung chinh xdc va
khi s dung phdi gitip ich dugc cho cong viéc chudn bi.

Thong tin trong hd so nén phan loai thanh 5 nhém

nhu sau:

1. Thong tin co ban (tén, dia chi; so fax, di¢n

thoai, ma s khach hang, vv...)
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2. Théng tin thuong mai (nhiing k& hoach phat
trién, ké hoach tai chinh nam, vv ...) v

3. Chi ti€t ctia ci nhan khach hang (ngay sinh
cho dén s¢ thich, dinh kién va chinh kién)

4. Nhung thong tin hiu can (nén dd xe ¢ dau)
5. 116 so kinh doanh (s6 hang di mua va gia tri)

" Hay nhd: Trdch nhiém ciia ban la hag o so cho cong ty
clar khong phdi chi cho ban; mot ngay nao. dé ban
khong ¢ vi tri ciia minh nita thi ngudi thay thé phdi si
‘dung digc. Néu thinh thodng chi quét vao vai dong thi
ban cé dwc xem la c6 trach nhiém khong?

BAT DAU BANG CAC TINH HUONG VA CAC
CHIEN LUGC

Phai dit nén taing cho moét 1an chao hang thanh cong
trudc khi tién hanh chao hang. Bing dau bang cach
hiéu quan diém cua khich hang va tao ra mot chién
luge ban hang hiéu quda vdi nhidng muc tiéu la
nhing hanh dong cu thé cia khach hang cho méi
1an chao hang,.

Céach duy nhit dé hicu dugc quan diém cta khach
hang la lam cho khach hang mdé ta n6 cho ban nghe.
Gdanh niang trong thu thap day du théng tin thudc veé
ban. Dat nhiing cdu hdi ding sé gitp ban ban duvc
nhiéu hang.

N¢u ban khong hicu duge cic dong <o mua hang,
ban sé khong hic¢u dugce toan dién tinh hudng ban
hang va sé budc téi khach hang cho that bai cua
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minh. Mot su that don gian vé viéc ban hang la ban
s¢ nhan duge sy hop tic td1 da cua khach hang chi
khi nhing diéu ban véu ciu ho lam ¢é v nghia doi
vai ho. Didu nayv ¢o nghia 1a ban phai phan tich moi

tmh hudng ban hang tir quan diém cua khich hang.

N¢u ban dua ra chién luogc ban hang cua riéng ban,
thi cting nén dua ra mot chién luge nguoce lai. Bat
dau bing muc tiéu cua lan tiép xic sau cung va lan
nguoc trd vé trude. Néu cdn mot chién luve nhiéu
fan tiép xic dé¢ ban sdan pham, thi ban phai dat dudc
mot 0 diéu trong mot sd 1an tiép xic dé ban duoc
hang trong 1lan gdp cudi cung.

Tié’p theo, nén bién mot chién luoe ban hang thanh

mot chicn tuoc chao hang. Vi chinh sich suy luan

nguoce gitdp ban bift duve ban phai lam gl J8 ban
duoc hang, ban cidn phdi dua ra s0 lan tidp xiic t6i
uu can ¢d va mot muc tiéu hanh ddng cia khdich hang

(MTHDKII) cho mdi lan tiép xuc. Mot MTHDKH bao

gém nhiing viéc sau:

e Khdch hang ¢é6 mot hanh doéng quan sat dudc

o 1lanh dong nav phdi duge thyc hién vao lan tiép
Xuc¢ nav.

e Hanh dong phai lam cho viéc ban hang trd thanh
hien thiyc (quan 1Y khach hang cho gian dén viéce
mua hang).

Vi vay, d¢ dat nén. tdng cho cic 1an tiép xic ban

hang thanh cong, ban can phai lam trude nhing viéce

SAattl
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Nhin sy viéc qua con mdt cita khdach hang: D€ hi¢u
dugc quan diém cua khach hang, tit ca cdu hdi ban

dat ra phai roi vao moét trong 3 loai sau:

e [Idi xin dd kien vé nhimg mat luong hoa
duuc vé tinh hinh ciia khach hang

e Hdi xin v kién vé nhing gi ban nghi hoac can

e Yéu ciu khach hang c6 nhing hanh dong
nhim xtic tién vig¢e ban hang

Tao ra mét chién lugc: St dung cach ti€p can ngudc,
cich ndy chic chian sé tao ra chién lugc bian hang
ngin nhat d€ ban dugc hang vdi it lan ti€p xiic nhat.

Dt ra nhitg muc tiéu vé hanh dong cu thé cia khdch
hang cho méi lan tié’p xtic: Pua ra mot muc tiéu do
luong duoc cho méi lan ti€p xtic, md ta nhiing gi ma
‘khach hang sé 1am trong lan ti€p xic dé dé dan dén
thanh cong.

“Khéng c6 cdi goi la bdn hang dé va bdn hang kho.
Chii co6 bdn hang mot cdach thong minh va bdn hang ot
cdch ngu ngéc.” Charles Browder

KHAM PHA SUY NGHI CUA KHACH HANG

Khach hang loai nay nhin bi¢t cic van dé ciia minh
nhung chap nhan bdi vi ho tin ring khong thé gidi
quvét nhiing van dé nay, ding noi gi dén gidi quyet
moét cach hop ly. Ho that su co mot nhu cau, nhung
khong nhan biét ring san pham cua ban ¢6 the dap
ting nhu cAu dé mot cach phtt hop. Cha “pha hop”
c6 thé 1a noi vé chi phi, kich thude, s§ luong, toc do,
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su tién loi trong giao hang, dé dp dung, an toan hay

cac yéu cau tap huan, vv ... Tu quan diém cua khach

hang, moi viéc trong ¢é vé nhu the nay:

e Chung t6i dang st dung cdi tot nhat vé gid ca.

e Chung toi da thu hét rdi va dd tim thay cai phu
hop nhat ddi vai chiing toi.

e T4t cd san pham trén thi trudng déu nhu nhau.

e Chung ta c6 vdn dé vé viéc giao hang, nhung ai
ma chang gap chuyén nay?-

Gap nhiing ngudi & trong tinh hudng nay la co hoi
cao nhit dé ban dugc hang, néu san pham hoac dich
vu cua ban dap dng duoc nhu cidu hon 1a ddi tac. Co
hoi ban hang 16n nhat 13 khi ban c6 dugc giai phap-
cho mét nhu cau cua ai do. ‘

Khach hang nay bi€t 1a ho co van dé va sin sang
thao ludn. Nhung ho khong san sang thao luan gidi
phap bdi vi ho khéng cho riing sé c6 mat giai phap
nao. Pay la ly do tai sao ban thudng khong thé xin
cudc hen dudc vai khiach hang nay. Nhiing nguoi
nghi minh bi€t moi thi that ra khong dé tiép can dé
thao ludn nhung ban ¢6 thé dua ra dé nghi. Muc ti¢u
cia ban 1a kham pha suy nghi ctia ho vé van dé nav.

-Dap lai cadu hoi cua khach hang, “Van dé cda ching
to6i khéng thé gidi quyét duge, tai sao toi phai cho
anh thoi gian?”, thit 4p dung cac cich tiép can sau:

e Toi muon dude gap ong dé ndi vé nhiang gidi

phap mdi dudc kham pha trong linh vuce (linh vuce
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san pham cua ban) co th¢ dp dung cho trudng
hyp cua ong.

e Toi muon duoe hdi ¢ kidn ong vé nhing (nghién
ctiu hodc thong tin) mdi dav co the ap dung cho
truong hop cua Ong.

Ban co the chitm dugc mot kihch hang, nhung nhd

rang ban can phai lam nhing vice saw

Trinh bay mot cach nhin méi doi vdi vdan dé cia khdcl
hang: S dé ban hang néu ban ¢o san phim ding va
ban gitp cho khich hang bi¢t duoc rang ban co
nhing gidi phap cho van dé cda ho. Tu quan trong

nhat & day 1a bicl due,

Khidm phd suy nghi cia khdch hang: Cich duy nhat
dé lam viee nav [ ban cho ho cdi v tuong rang co
the ¢o nhing gidi phdp cho van dé cua ho. Sap xép
mot cude hop vdi khach hang nhim thdao luan
nghién ciu hodc gidi phip mdi nhat cho nhu ciu
hoac van dé cua ho.

Ddnh gid loi ich thu hoi duyc trén thoi gian ban dau ti
cho céng viéc ban hang: Néu ¢o ngudi ngan can quyet
dinh mua hang va khong the bi thuvet phue bdi giai
phip cua ban thi hay du toan ich 1oi ban thu hdi
duve trén thai gian dau tu cho cong vige ban hang.
Co the ban sé dat duoc nhi¢u hon bang cich tiép xuc
vdi khdach hang khic vi nhing tré ngai s¢ dé vuot
qua hon.

“Khi sdn phdam thich hop, ban khiong can phdi la nguoi

tHép thi sién hang.” Lee Tococea
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CHI LAP KE HOACH CHO VIEC BAN HANG
TRONG TUGNG LAI

Khi mot khach hang noi: “Chiing t0i khong can cai
nao, "Chiing toi khong can ¢di nao ngay bay gio.”
Co av co su dung loai san pham hay dich vu cua
ban, nhung bdi vi nhu ciu cda ¢6 ay da giam (cong
viee lam an t6i to hoac co da ¢é du luong ton kho),
hién nay ¢d ay khong can cai nao. Cling nhu thuong
16, khiach hang ¢o the da mua san phim ti d6i thu
canh tranh cia ban. Né¢u didu nay xav ra, ban
thudng cho dav la “su may rui cia tro chot”. Ban
mudn va vao mat minh vi dd khong ti€p xidc véi
“khach hang do sém hon.
Tuy nhién, diéu lam ban dau kho hon la d6i thu
canh tranh khong nhing dd ban duoc hang ma con
rang budc khach hang vao nhdng thoa thuan mua
hang lau dai. Ngay ca néu ban da vuot qua dugc
may co tiép tan va trinh bay v& san phdm cia minh,
ban sé phi pham thdi gian hom do véi khich hang.
Khach hang nay chi ¢6 thé trd thanh tiém nang d6i
v&i ban néu:
e Ban cé san pham, diéu kicn mua hang va dich vu
vuot troi hon déi thu canh tranh.
e Ban ¢6 theé cung cip mot phuong tien gidm nhe
luong tén kho hién ¢6 cia khach hang hodc pha
vd cdc hop dong lau dai ma khong gay thict hai

cho khach hang.
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Puing voi bo cude dai voi khach hang nay. Suy nghi
sdng tao va tim ra mic do thod man cua ¢ ay vdi -
nhd cung cdp hién tai, nhu cAu tuong lai cua co, ai ra
quy¢t dinh mua hang va ai anh hudng dén quvét

dinh mua.

St dung nhitng budc sau trong cic tinh hudng bian
hang chu nhﬁ'ng khach hang “khong can cdi nao ngay

bay gic.

Dinli gid tiém ndng bdn duge hang: Néu mot khich
hang vita mua mét san pham canh tranh, hoi xem ho
c6 bi rang budc vao nhing thoa thuan mua hang lau
dai/quy mo 18n khong. Néu ¢6 thi tiém ning cho
“viée ban duoc hang la rat thap.

Lip ké hoach bdn hang cho tuong lai: Lén k& hoach
_cho vige ti€p xiic dé bi€t them vé viéc s dung va
kiGu dat hang cua khach hémg'\'a du liéu trude cac
hoat dong ban hang cua ban dé trang hop véi chu
ky dat hang tiép theo.

Tao uy tin va ldp ké hoach bdn hang: Si dung cac
dau méi licn lac mét cach khon ngoan. Lap ra nhing
tuong tic than thiéen va lap k& hoach cho tuong lai.
‘Nam ré miic do hai long chung va nhu ciu tuong lai
cia khich hang dé dat nén méng cho viec tiép xiic

Cvé lau vé dai.

“Méi cuge chio hang déu bao gém 5 trd ngai chinh:
khong can, khong du tién, -khong ©véi, khong thich,
khong tm tuong.” Zlq Ziglar
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TAO AN TUONG DAU TIEN THiCH HOP
Phin nay trinh bay nhing ky thuat gidp t6i da hoa
hiéu qua cda qua trinh ban hang.
LOI UNG XU
Hinh anh nguyén méu cia ngudi ban hang khong
hoan toan la ninh by nhing ti nhu nai ni, hoi thiic,
" tu ton hodc thim chi thi€u trung thuc da ting di vao
suy nghi cia khach hang va lam cho ho canh giac.
Hinh thanh mot 16i g xit thich hop ¢ thé gitip thodt
khoi nhimg dinl kién, tgo nén budc khdi dau tot dep
va gitip ban thé hién tot trong sudt qud trinh Hép can.
Vi thé ludn luén phai: _
e Nhan thiic duoc 16i ting xid ban dang dp dung
e DAam bao ring ban c6 vé chuyén nghiép
e Thay déi phuong thuc ti€p can cho thich hgp
v6i khach hang (vi du: phan dng vdi nhu cau
cia khach hang dé khéng phai phi thoi gian,
chi y dén chi tiét, chiing minh that 5 rang vé
tai chinh).
Nhdn manh nhimg yéu té trong phwong thitc tiép cin
'~ sao cho khdch hang ddnh gid cao nhdt.

TAO SU QUAN TAM

Ban sé khéng bao gid ban dugc hang néu ngudi khac
khong mudn nghe diéu ban ndi va ban cin phdi
thuyét phuc ho vé diéu nay.
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Hay tuong tuong ra nhitng suy nghi cua khach hang
ngay luc ban dau (“Loai nay khong bi€t c6 dung
duge khong? NMinh ¢6 phi thoi gian khong?”) va
nham vao viee lam cho khich hang phdn ung that
tich cuc ngayv ca trong nhiing phuit dau tien. (“Cai
nay nghe cé vé ¢6 ich. Khong sao. Xem anh ta sé noi
g1 nao”).
Vi thé ban can phai:
e T ra o td chuc
e DPé& nghi mot budi tifp xic cé v nghia vdi
khéch hang
e Nén noi ro budi tidp xic sé kéo dai trong bao
lau, néu can thidt
¢ Kip thdi ban ngay vao van dé.
Va quan trong nhat 1a cin noi cho khiach hang biét

nhitng vige ban dinh lam 1 nhim phuc vu cho lgi
ich cua khach hang, khang phai chi cho ban.

Mot sie quan tam that s, dé nhdn thiy tiv phia khdch
hang la mét nén ting tét phdi duge tao ra & ngay
nhitng piuit dau tién.

DAN DAT BUOI CHAO HANG

Cé mét v trong vd kich “Cd gi ma rgn” ciia Shakespeare:
“Cd hai nguvi ¢di mt con ngu thi mdt nguoi phdi ngoi
sau.”

Trong mot cude d6i thoai ciing vay: Khi ¢o hai bén
thi mot bén duong nhu din dit cau chuy¢n, bén kia
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ling nghe. Khi ban “di ban hang” thi ban nén la
ngudi dan chuyén.

Cé nhiing quv tic nao ¢ day?

e Nhan trich nhiem mao diu va dong vai tro
chu dao

e Phét huy sang kién

e Lam chu budi chao hang

e Nh§ rang nhu th& khéng cé nghia liic nao ban
cling néi va to ra qud sot sing, thiic ép

e Lam cho khach hang cdm thdy ring su viéc
dién ra mot cach tu nhién, ding dan va c6 loi
cho ho nhat. ‘

Dén dét budi chao hang theo y dinh cita ban, va phdi
theo cdach ma khdch hang thiy thich (va nhdt la phdi
thich hon so voi buéi chao hang ciia d6i thi canh tranh

ciia ban).
TAO DUNG LONG TIN

Mot s6 ngudi noi rang ho sé khong bao gio chiu gap
ngudi ban hang nao. Nhung mot so thi hen gap va
tham chi di an véi ho. Nhu vay, ho cé y noi ring ho
chi khong mudn giap ban. Sé that buc boi n€u ban da
tiing gap ho mot 1an va khong thé hen gap lan nda.

Tat ca quan hé gida khach hang va nguoi ban hoat
dong trén 2 cdp dd: xa hoi va kinh dpanh. Q) cap do
kinh doanh dé la tdt cd cic mat cong viéc cuia khach
hang lién quan dén san pham va dich vu cia ban. O
cdp do xa hoi thi do 1a cach mﬁ‘bqn va khach hang
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tuong tic nhau trén binh dién cid nhin: cach ma
khdch hang cam nhan vé ban nhu la mot ca thé, cich
-ban hanh dong, néi chuyén, va néi chung nhing cai
gl tao nén su than thién.

Néu ban bi mat dat mot mayv ghi am & van phong
cia khiach hang va nghe ¢6 Av néi vé ban khi ban
xin cudc hen, ban ¢6 thé nghe thdy nhu sau:

e “0Oi lay Chia, mong khéng phai la ¢6 ta. Anh
ta lam ban chan chét.”

e “Anh ta chi c6 biét cai co.”

e “C6 Ay biét vé san phim cta minh, nhung
khong bao gi dé ban noi xong da nhdy x6
vao.”

Hodc ban cé thé tiing nghe khach hang phan ting

nhu sau:

e “Oi, that la mét ngac nhién thu vi ddy. Mai
anh ta vao.”

e “Toi rat mong dugc gip cd ta. T6i cé6 mot vai
diéu can héi c6 Ay.”

e “Anh ta néi chuyén rat thuyé&t phuc. Téi ¢é an
~tuong rat tot vJi anh ta.”

D6i khi ho thdy khong thich thui gip ban do nhiing
théi quen ca nhéan cia ban. C6 thé ban c6é mui gi dé,
“hodc ban ¢6 nhing cu chi xtic pham. Ban ¢6 thé ¢é
nhitng théi quen an udng khéng dep mat, udng
nhiéu qua, dn do qud, thi€u hi€u biét. Phin ldn viéc
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bian hang dugc hay mit la do khach hang c¢6 thich
nguoi ban hay khong.

Khi ban nghi khach hang cia ban khéng thich néi
chuyén vdi ban, hdv danh thoi gian dé bi€t rd ho
hon. Réi: '

Tao dung long tin vdi moi khdch hang trudc khi ban
bdt ddwu chio hang: Cu xui that than thién va chuyén
nghiép. To ra quan tdim dén quyén lgi cia khach
hang, su dung 6c hai hudc, va c6 thé noi chuyén mot
cach hiéu biét vé linh vuc cua ban.

Hay lam cho méi lin tiép xiic la mot sw kién tlii vi
cho khdch hang: Mot ngudi ban hang t6i biét ludn
mang theo keo goi gidy va mdi khach hang in mdi
khi anh ta gap ho. Anh gap gG’ ho rdt dé& dang va
" nhiéu ngudi tham chi hdi xin anh ta mén keo ma ho
‘thich trudc khi chao anh.

Thatc hanh nham cdi thién khd ndng giao tiép: Cusi
nhiéu, ti€p xic bing mit va cdng nhan nhiing nhan
xét clia khz’ich hang. To ra than thién nhung dang tén
trong. Tranh nhiing ciu tra 1di tiéu cuc, k& ca khong
déng y hoic nhiu may. '

“Long tin la tim thdy nén tdng clung trén dé ban xdy
ding mot quan Ihé co lgi cho doi bén.” John Woods
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TIM HIEU NHU CAU CUA KHACH HANG

MOT GIAI POAN QUYET DINH

Day la giai doan khong kém phan quan trong.

C6 hai nhan dinh chu chaot o day:

1. Né&u ban tim hiéu duvc nhiéu hon, day du hon
doi thu canh tranh vé& nhu cdu (va mong muoén)
cua khach hang, nhing viéc ban lam sé c6 kha
nang di dung hudng va thanh cong cao hon.

2. Nguoc lai, néu qua trinh tim hid¢u qua so sai va di
chéch hudng so véi ddi thu canh tranh thi nhing
viéc ban lam sé khé khin va it ¢6 co hoi thanh
cong.

1.0 khuyén: t6t nhat nén quan tAm tim hi€u nhu cau

cua khach hang.

KY THUAT DAT CAU HOI

K¢ ning dat ciu hdi chinh xac rdt quan trong. Vi the

ban phai luén:

e Xin phép dat cau hoi va cho khach hang biét viéc
nay hét stic cdn thiét (d€ ban ¢6 thé gitip ho)

e Trianh su mo hd va dit cdu hoi that roé rang

e Sif dung moét loat cdu hdi nhdm thim do, nhédn
manh nhiing khia canh nao do dé thu thip du chi
tidt, 1o giai thich hodc nhing Iy do dn sau nhitng
cau tra 1ot so sai

e DNt nhing ciau hdoi “md” nhim khuyén khich
khach hang cting tham gia vao cudc déi thoai
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o Ghi chu lai (sé t& nhi hon néu ban xin phép)

o Cho phép cd du thoi gian dit cau hoi thao luan

kidu nav va chineg minh sy can thiét cua vice lam
B O 3 5
nay nham dem lai loi ich cho khach hang.

LAM CHO KHACH HANG CUNG THAM GIA
VAO cuOC POI THOAI

Cau hoi “md” thuong lam cho nguoi ticp chuyén
phai trd 10i. Theo dinh nghia tht cau hoi mo khong
the chi duoc tra 1oi 1a “cd” hodc “khong”, vi thé s¢
tranh cho ban phai ddc thoai va khuvén khich nguai

tiép chuy¢n tham gia cude dadi thoai.
Nhiing cich md dau tot nhat la:
1. PBat cau hoi vdi moét trong sdu “chd vang” sau:
- Cargl
- Tai sao
- O dau
- Khi nao
- Al
- Nhu thé nao

2. Cau dé nghi bat diu bing: “Vui long cho t6i biét

Hay nhd: Da s6 nioi nguoi thich néi ve bdn thin minli
va nlummg diéu ho cho la quan trong; ho mudn ban hiéu

hoan cdnh cria ho.
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Nguiori ba hoa v Nguoi ninit nhdt

TAM QUAN TRONG CUA VIEC LANG NGHE

Nlitng nguoi bdn hang gidi la ngudi biét ling nghe.
Khdch hang chi muén giao thiép vdi nhitmg ngudti biét
quan tam, ling nghe 10i ho ndi va c6 nhiéu diém chung
voi ho.
Hay nh¢ cdu noi: “Con nguoi sinh ra chi ¢6 mét cai
miéng ma hai cai tai.” ‘
Nhung xin ding quén ring nghe ciing la moét qua
trinh chit déng, va ban phai té ra 13 ngudi biét ling
nghe. ‘
LANG NGHE TiCH CUC
Mudn dat dugc hiéu qua trong viéc ban hang thi
phadi bo cong luyén tap cach ling nghe.
Bi quyét 1a:

¢ Ling nghe chim chu; va hoi lai ngay néu

khong ré diém nao dé

44 Thinh cong trong ban hang




e Tap trung (tic la: tip trung vao nhdng diéu
khach hang dang néi hon la vao nhing gi ban
se'Ip noi)

e St dung tri nhd va ghi chu cho t8t, nhat la
nhing di€m quan trong

* T6 vé ling nghe; chi y dén ngudi noi va xac
nhan thong tin bang cich gat dau hodc néi:
“ding ... hop ly 1am ... t6i hidu.”

Léng nghe tich cic sé gitip ln,m‘ tham nhap nhiéu hon,
khong b sot va nhdt la lam cho khdch hang thiy ring
ban hiéu ro nhu cau ctia ho.

TIEP NHAN NHU CAU |

Ddt cau hoi khong phai chi dé do tim thong tin ma
con dé€ ghi nho tat ca thong tin.

Phdi noi cho khdch hang biét rdang ban hiéu ditgc ho.
Lam sao ma khach hang ché’p nhan dé nghi cua ban
sau d6 néu ho khéng cho ring nhing dé ngh1 dé
dua trén su hi€u biét nhu ciu cta ho?

Ti€p nhan nhu cau c6 thé dugc thuc hlen bang cach:
e XAac nhin 101 cia khach h:mgj ”Vang, tai hleu

. Khang dinh lai: “Vang ... vay c6 nghia la viéc
dap ung dudc thoi han nay la rat quan trong.”

Luén luén tao cho khdch hang suy nght ding dan rang
ban hoan toan ddnh gid cao quan diém cia ho.
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DAC QUYEN UU TIEN

Khiach hang thudng doi hoi nhdng ddc quyén uu
tien. Ho ¢6 quvén noi nhing cau nhu: “Toi phai ¢
hang vao cudi thang 5, gid khong cao hon lan trudc
va vige lap dat khong ducc can trd hoat dong cua
ching to1.

Didu nay cé thé tao ra mot tinh huong tien thodi
ludng nan cho nha cung cip. Chang han, cd thé sin
xuat hang nhanh hon nhung khong the khong tang
chi phi.

Chinh vi thé phai dat mot s6 cdau hoi ve nhitng wn tién
c6 vé nlue ¢o thit tie ngang nhau.

Mot khi da bict, chang han thoi gian giao hang quan
trong nhit va chi phi co the \&p hang thi hai, thi
ban ¢6 thd xi Iy van dé theo quan diém cua khéich
hang khi dat cau hoi: “Vay la ong da ndi thoi gian
giao hang 1a quan trong nhat ..."

TAC DUNG

Diém cudi cung & day: tic dung cuia cau hoi s¢
khong 1a gi néu ban khong thay doi duoce thoa thuan
cho k& hoach sdp tdi. Néu ban hoi that nhi¢u cdu héi
chi d&€ ma hdi va phdt bic¢u thao thao bdt tuyét thi
long tin cua khich hang doi vdi ban sé sit giam
ngay.

Céu trd 13i cho nlutng cau hoi cia ban phdi o tic dung
nlne nhitng yéu cdu cho ban biét ban sé hanh dong nlur
thé nao - ding la nhie thé nao — trong giai dogn tiép
theo: trinh bay 16 chao hang cia ban.
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Nguoi bdan hang thanh céng tham khdao va sw dung
nhitng thong tin trong khi chao hang nhdm noi ré rdng

o da ndm bdt yéu cau ciia khdch hang.

“Dua trén
107 Ong noi, tdi

" ¥

de nghi la ...

HIEU RO SU KHONG QUAN TAM, ROI DO TIM
NHU CAU

Mot khia canh khéng may thich thi cia cong viéc
ban hang la s6 16n khich hang dudng nhu khong
quan tim gi dén ban, c6ng ty hay san pham cua ban.
Ban goi dién thoai, c6 gdng sip x€p cudc hen, lam
“viec toat md hoi ca ngay — nhung ching dudc gi. Ban
nghe ho tra 101, “Ching toi sé suy nghi vé diéu d6,”
“Chung t6i khong cdn cai nao,” “Ching toi khong
mudn thay doi vao lic nay.” Mot ly do dé ho to ra
khéng quan tim ngay 1a kivich hang khéng biét tai sao
ho nén lam diéu ban mudn he lam. R 13 ban mudn ho
mua san phim cua ban, nhung ho khéng mudn biét
tei sao ho phai lam thé€. N&u ban khong hiéu ro tinh
hudng ciia moi khach hang, cau trd 10i cia ho co thé
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khong ¢6 v nghia véi ban, va nhing gi ban lam cing
ching quan trong ddi v6i ho. Hay nhin vao hai béi
canh sau: '

Khdch hang so' 1: Chiing toi khong can cai nao.

Ban: Ong noi the 1a sao a?

Khdch hang s6 1: Ching toi da cé du sd ton kho cho
12 thang toi.

K&t ludn: Hién tai dng ta khong can cai nao.

Khdch hang s6 2: Ching toi khong can cai nao.

Ban: Ba néi thé la sao a?

Khdch hang s6 2: Chiing t6i rat hai long véi nha cung
cdp hicn tai. '
Ban: Ngudi ndo chiing t6i chao hang cing ndi ho
long vé6i nha cung cip hién tai. Mot trong nhing ly
do chiing t6i mudn noéi chuyén véi ba la ching t6i
da phat trién nhitng mé-den san pham mdi givp ba
tiét kiem chi phi bao dudng dén 13%. N&u ba c6 thé
giam chi phi bdao dudng 15% thi m6i nam ba tiét
kiém dudce bao nhiéu?

Khidch hang sé 2: Téi khong nghi anh lam duge.

Ban: Ngudi nao chiing t6i tiép xic 1an dau tién cing
ndi vay, nhung néu that su toi sé tigt kiém duoc 13%
cho ba, ¢6 dang dé ba danh 15 phuit dé bidt thém vé

san pham nav khong?

Khdch hang s6 2: Dang,.
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Két ludn: Ba &y khong biét 1a san phdm cua ban ¢
thé giup ba.

Dimng dé su tho o lam ban lac 18i. St dung nhiing
budc sau dé hiéu ro tinh huéng va thiic day viéc ban
hang:

" Phan tich tinh hinh va quan diém cia khdch hang:
Nhu ban thdy d6, do ring nhiéu khich hang néi:
“Toi khéng cAn cii nao”, mdi tinh hu(»’ng déu rat
khic nhau. Phan tich hiéu qua tinh hudng s¢ gitp
ban hi¢u r6 vi the ciia mdi khdch hang va dp dung
chién luoc ban hang t6t nhat.

Khdim phd xem kldch hang nghi gi: Cach duy nhat 1a
tim hiéu d& dat ra nhiing ciu hoi thich hop. Tap
trung vao viéc thu thap thong tin sé gitip ban phan
loai khach hang nhu 1a nén tang cho viéc ap dung
chién luge ban hang cua ban.

Tim hiéu cdc nhu cdu va co hoi: Bing cach dat cau
hoi, ban gitip khach hang nhan dinh 3 nhu ciu cia -
ho - gidm chi phi, cai thién chiic ning san pham, -
hodc thoi gian hoat dong nhanh hon, ching han - va
cho ho thidy san phim ctia ban c6 thé dap ting
nhiing nhu cdu nay nhu thé nao.

“Bdn hang ciing nhu chita bénh, ké toa trude khi chan
dodn la sai lam.” John Naisbitt
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TRINH BAY LGOI CHAO HANG TOT NHAT
TAP TRUNG VAO VIEC BAN HANG
Bat ki qud trinh ban hang nao cing la su tiép xuc
gitia hai nguoi vi thd néu khéng tan gdu mot chdat thi
cuoc doi thoai s¢ tro nén chan ngat. Cudc chuyeén tro
nao cting cé phan bén 18 va didu nay la can thict (Vi
du ¢ nude Anh moi ngudi tan gau khong chan vé
thoi tict!)
Nhung ... hdy cdn than. -
11Au hét Rhach hang déu ban ron. Ho quy trong thai
gian cda ho va muon ban cting lam nhu theé.
Chinh vi vay c6 mét ranh gidi rit méng manh gida
miic dé thoai mai dé ban dugc xem la ngudi tha vi
khi ti€p xic va khd nang bi xem la ngudi lam mat
thdi gian cia ngudi khac.
NHUNG MUC TIEU CHU CHOT
Mudn cho 181 chao hang ctia ban Hmyét phuc thi phai
nhim dén viéc trinh bay sao cho:

o Dé hiéu

o Léi cudn

e Ding tin cdy
Dat duvc ba muc tiéu trén sé tap hdp nhiing didu
ban néi thanh mét 11 chao hang hap dan nhat; muc
ticu nav cling quan trong va can phdi xem x¢t riéng

moi cal.
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Chinh trong budi tiép xiic bdan hang ma chi tiét nhitng
viéc ban lam c6 thé lam cho khdch hang phan biét
dirgc ban vdi déi thii ciia ban cho dén khi ho chi cé mjt
quyét dinh la chon ban.

161 hicu.
Tet lam! 1oi
tin diéu do.”

TRINH BAY DE HIEU

Giao tiép thuong duoc xem 1a did¢u binh thu;(‘)'ng. Tuy
nhién, day la mot viec khé va dé gdy ra hiéu lam.
Ngay ca l&i néi don gian nhit cing dé lam cho
nguidi khac phai héi lai: “Y anh muén néi gi?” hoic
ho khéng héi gi nhung thuc sy khdong hidu diéu ban
noi. ' ‘ ’

I3y nhd cdu noi cua Tong thong Nixon cua Hoa Ky
“Toi biét rdng ban hicu dicu ban nghi 61 da ndi, nlumg
tdi khéng chdc a ban o uhdn ra ring diéu ban nghe digc
khdng luin lo diéu 160 mudn ndi.”

TAM QUAN TRONG CUA VIEC LAM RO

Nhiing nha tam Iv dé cap dén khai niem goi 1a gia
tri dua trén kinh nghiem. Diéu nav mo ta mic do
kho khan bé ngoai cua mot viee gi do (chﬁng han,
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ddi véi ngudi gia khi ho md ra mot trang bat kyr nao
dé cua mdt cAm nang hudng dan su dung viét ring:
“Su dung dugc cong cu nay rat kho!”).

Nguoc lai, ngudi ta dé tin tudng cii gi (hodc nguoi
nao) lam cho mot viéc kho trd nén dé dang.

Chinh vi thé, viéc mé ta hodc gidi thich sé tao co
héi nhim xdy dung di€ém manh cuda 18i chao hang;
mot 56 v kién sau sé gitp ban lam tot hon déi thu
cua ban. ’

Gidi thich diing cdcl la nén tdng tot nhdt cho tit cd
nhitng ky ndng bdan hang khdc.

MOT NGUY CO LGN

Khach hang cing la ngudi. Ho ¢6 nhidng cam xtic
binh thuong va moét trong nhing cam xuc nay la
khéng mudn to ra ngu ngdc.

Diéu nay co nghia la khich hang thuong khéng phan
ung vdi nhing diéu ho cho 1a khong ré rang. Lam
vay ho tranh khdi phai néi: “Poi chit, t6i khéng
hiéu” va khong phai cam thidy xadu hd vi ngudi néi
ct dinh ninh ring ho ¢6 thé hiéu duogc.

Chinh vi thé, viéc lam cho khdch hang hiéu ré ngay tir
ban dau rdt quan trong. Néu kiong, budi trinl bay ciia
ban sé khong dat dwoc liéu qud vi khdch hang khéong
hiéu va kléng nhin thdy toan cinh vin dé.

QUY TAC LAM'RO

Ngudi ban hang phai ludn:

52 | Thinhcony trang in hiny




o Suy nghi vé nhdng 15i giai thich va mo td,
thuc hanh va ddm bdo cung cip thong tin
dung va trinh bay nhing 101 giadi thich va mé

~td nay mot cich chidc chan.

e Chu tr(_mg dén viéc trinh bay that dé hiéu (ghi
chu bat ky ciu hdi nao va tu héi xem ban ¢6
chuyén dugc thong diép dén khach hang bing
mot hinh thic ngén ngd ré6 rang hon khong).

e Giai thich mot cach chinh xdc va thiu dao, néi
r6 cho khach hang biét diéu ho muén biét va
di vao chi ti€t & muc do thich hop.

e Thao luan van dé ky thuat cho phu hgp vdi
ting khach hang, tay theo kién thic va kinh
nghiém cda ho.

sU DUNG BIET NGU
Biét ngu 1a tif 16ng chuyén nganh va khong cé gi sai
khi néi: “Téi dé nghi 6ng xem model X356 trong cac
model san phim cua chiing t6i” néu khach hang cé
thé hiéu duoc. Nhung néu qui lam dung thi ¢6 thé
khach hang khéong hiéu. Trao ddi véi khach hang
theo kiéu nhu v6i dong nghiép do6i khi lam khach
hang bdi réi va ho sé nghi la ban ngu ngdc, khong
théem ban tdm hodc ho buc boi khi phai dé nghi ban
giai thich thém.
Vi th& nén tranh di qué xa trong nhiing phan sau:

e Biét ngd noi bd (chi viét tit chi tiét san phim,

bo phan hoac hé thong)
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e Biét ngt nganh (thuat ngu ky thuadt cia mot
linh vuc chuyén nganh (nén st dung ¢ mic do
thich hop)

e Ngon ngi phd thong (phai chic 1d hai bén
hiéu giong nhau mot cich noi nao do, néu
khong ban sé gip phién toai)

e Thuat ngi ky thuat (chang han ditng néi ban
s& gdi cho ai thong tin gi do bang mot “tap tin
‘pdf” néu khong chac la ho hiéu duoc).

DAM BAO RANG KHACH HANG HIEU RO

Bdi vi con ngudi thuong khong mudn minh tréng cé
vé ngu ngdc, ho thudng t6 ra rang ho hié¢u ro nhiing
vAn dé nao dé6 ma that ra ho khong hi¢u. Khong ai
thay d& khi néi: “Anh vui long ndi cham lai? Toi
khong quen vdi cac thuat ngt ki thuat anh dang su
dung,” hoac “Téi thdy khd hi€u sin phim/hé thong
cuda anh.”
Ban thudng sé nghe thdy, “Um, cho t6i mot it thoi
gian dé tiéu hoa tat cd nhiing gi anh vita noi,” hoac ~
Trong rat dn tugng — nhung chiing t6i can thdi gian
dé quyét dinh xem dé c6 phai thuc su 1a cai chiing
tdi can khong.” '
Nhting cau tra 1oi nay c6 thé nghe rat tich cuc,
nhung néu ban da tao dung dugc long tin, nhan
dang chinh xdc nhu cau cia khach hang, va trinh bay
.nhiing dac tinh va tién ich lién quan, ban phai hoi tai
sao hém do ho khong mua ma lai phdi suy nghi
thém.
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Tinh hudng nay xay ra thuong khi:

San phim mang tinh ky thuat cao va dugc su
dung hodc van hanh khdc véi nhing san
phim canh tranh,

Khach hang dugc gidi thicu san pham nay lan |
ddu tién va chua quen voi san phdm ma nguoi
ban gidi thiéu.

San pham c6é nhiéu mo-den khic nhau dé chon
Iua, cac dac tinh, lya chon, nhing uvu diém bs
sung va diéu khodn mua hang. ’

Ngudi ban trinh bay qua nhiéu thong tin trong "
mot thoi gian rdt ngin.

Nguoi ban khong trinh bay théng tin theo thd
tu 16-gic.

Ngudi ban néi khé nghe — néi nhé, nhanh qua -
hodc st dung nhiing thuat ngd la’ déi véi
khach hang.

Phai hiéu rdng tinh huéng nay khoéng x3y ra do
khiach hang qua ddt khong hiéu dugc; ma la do
ngudi ban ngu ngdc khong thé gidi thich cho khach
hang hiéu dudc. Trong truong hgp nay, khach hang
s¢ khong hitu dugc ban \a khong thuc hién hanh
dong nhim thic ddy viéc ban hang trit khi ban lam

theo bdn bude sau day:

Budc 1: Dat cidu héi dé tim hiéu xem khach hang
khong hiéu cu thé la didm nao.

Buide 2: Giai thich cho dén khi khach hang hiéu dugc.
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Buidc 3: Hoi xem khach hang da hiéu chua.

Budc 4: Yéu cAu khach hang hanh dong.

D& qudn hj viéc mua hang, phdi lam nhing viéc sau:
Cidi thién khd ndng trinh bay ova si dyng ciu hoi dé thu
thip théng tin phin héi: Can nhic ting chd cho phan
trinh bay va thuc hanh trinh bav. St dung ciu hoi
- thudng xuyvén trong qua trinh trinh bay dé dam bao
khach hang hi¢u dugc diéu ban dang noi va tdm
quan trong cua nhing thong tin d6i véi khach hang.
 Gidi quyét ngay bit ky thdc mdc hay hiéu lim nao: Tim
hi€u xem diéu gi lam cho khach hang béi rdi, gidi
thich va hoi xem khach hang hiéu chua, né€u khéng
thi giai thich lai.

Ra sodt nhiing Iy do cho viéc mun hang cia khich hang:
Néu moét khiach hang van dua ra ciu trd 161 thoai
thac, thi mdt phuong thite tich cuc hon bang cach ra
soit nhiing Iy do cho viéc mua hang. That git viéc
ban hang bing cach yéu cidu khach hang hanh déng.
“Ban khong bdn ditgc hang khong phdi vi sdn phdm cé
vdn dé ma la ban cé vin dé.” Estee Lauder

LOI CUON
Khdch hang khong mua sdn phdm/dich vy, ho mua
cong dung ciia clhiing.

Pay la nguvén tic chu chét cua giai doan nay trong
quy trinh ban hang. Nhu vay, ban phadi phan biét va
giai thich dugc hai khdi niém dac tinh va tién ich:
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e Mot dac tinh 1a sy mo ta mot phan mot \eu
t6 hodc toan bd sian pham

) Mot tién 1ch la cong dung va loi ich cda san
phdm ddi véi mot khach hang.
" Khdcl hang dé bi thuyét phuc béi mot phong cdch bdn
hang tdp trung nhiéu hon vao cdc tién ich.

Lung Hia ¢d 1o xo Tao cim gidc thodi mdi

Dic tinh
PAC TINH VA TIEN iCcH

Nhiing tién ich la phidn quan trong déi vdi khach
hang, nhung c6 dac tinh thi mdi ¢6 tién ich vi thé
cung khong dugc quén néi dén nhitng dac tinh.
Vidu

Mot chi€c xe c6 nhiéu dic tinh. Ching han model
hop s6' 5 t6c d6. Nhing tién ich tuong quan véi dic -
‘tinh nay la: ti€t kiém xing (hon hap s& 4 t6c dé hoac
hop s6 tu dong), chay ém hon & tdc do cao, it hao
- mdn dong ¢ & téc do cao.
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Bat ky sy gidi thieu nao vé chiéc xe trong trudng

hop nay déu phai dugc phan tich bing cich dat cau

hoi ring “Diéu do c6 nghia la gi?” Chinh vi vay:

chay ém = khong mat tap trung, khong mdi mét =

tap trung tot hon = an toan hon (day la mot tién ich).

N6i dén tien ich trude khi noi dén nhitng di kién sé

lam cho khich hang quan tim ngay: ching han dé

cap dén tién ich ti€t kicm xang va chi phi van hanh

thap nhat trude di kien model hop s6 5 téc do sé tao-
dugc nhidu ¥ nghia hon dai véi khach hang.

Tién ich va dac tinh 1A nhing khing dinh vé san
pham/dich vu, moét tién ich dudc cho la ¢é ich chi
khi né dip ung nhu cdu va hoan canh cia khach
hang. '

Vi du

Tiét kiém xdng nhd hop sd 5 téc do chi ¢6 ich khi
khach hang quan tdim dén van dé nay (néu ban ban
cho mot ti phu thi tién ich nay khong c6 gia tri cao
do6i véi ho).

Mot tién ich chi ¢6 ich néu né dip ting nhu ciu cda
khach hang.

Wn’"/ v. ‘f . ? Y ':
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Co6 nhiéu loai tién ich khac nhau bao gom:

e Tién ich lién quan dén cOng viée cua khach
hang (dac biét trong truong hgp ban hang cua
cong tv cho cong tv) ‘ -

o Ti¢n ich lién quan dé&n khich hang véi tu cich
cd nhan

e Tién ich lién quan dén nhiing ngudi khdc von
quan trong doi vai khach hang.

Vi-du

Hay lay vi du vé chiéc xe mot lan nda, ngudi mua cé
thé coi trong nhadt cic yéu td -an toan, cd tit quan
diém ca nhan lin gia dinh cua ho (bao vé sinh mang
con nguoi la mot tien ich). Néu [a gidi kinh doanh thi
nguoi mua sé dat uu tién mic do gdy dn tuong cua
chiéc xe ddi vdi ddng nghiép va khach hang cia ho.

Trong khi chon la dé gioi thiéu cdc tién ich, phdi dam
bdo phit hop vdi nhu cau va hoan cdnh khdch hang.
Khach hang mudn nghe ban néi vé cic tién ich
nhung khong phai chi liét ké cac tién ich 1a du ma
con phai co cach trinh bay lam cho ching hdp dan
va 16i cudn hon.

Phai mé ta cic tién ich sao cho 16i chao hang tro
nén thuyét phuc hon.

Phii md ta dung dan va phu hop véi tung khach
~ hang. Chiang haii noi “rdt min” nghe md hd va
khong goi lén diéu gi cu thé va thuc t& so vdi cach
noi thé hién s so sanh “min nhu lua.”
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Vi du

Mot vinudng ¢6 thé mo ta 1a c6 dién tich nuéng
rong may dé-xi-mét vudng (mot dac tinh ki thuat)
hodc cé kich thudc thich hop cho viée nuédng duge
sdu miéng bit-tét mot lAn. Cach noi thd hai ' moé ta
tien ich va né that su ¢é tinh 'mé ta, g,di lén ducic
mot biic tranh chinh xdc va tiéu bidu vé van dé leh :
thudc. ‘

TRINH BAY NHUNG TIEN ICH CHO KHACH

HANG NGHE

Mot khach hang trong tinh hudng nay biét r6 minh
c6 mot van dé va tin mng c6 the giai quy &t duoc,

nhung khong .tin ring san phim cda ban sé giai

quyét dugc van dé cua ho va lam cho cudc séng ctia
ho dé dang hon. Day la mot trong nhiing trd ngai
[6n nhat ban sé phéi khidc phuc dé thanh céng trong
ban hang. Tinh hudng nay xay ra sau khi ban da
trinh bay san phim ma khoéng thuyét phuc duogc
khach hang tai sao ho nén mua san phim ctia ban.

Khach hang hi€m khi néi: “Anh khéng thuy&t phuc
dudc tai sao t6i nén mua san phim cuda anh.” Cau

trd 101 cua ho tinh vi hon, chanb han:

e “Ching t6i chua sin sang dé dit ciu hdi vao

,

hic nay.’
e “Anh ¢6 san phim tdt, nhung hién gio chua ’
phu hop vOichling toi”
. "Nghc hay ddy, nhung hiy dé toi suy nghi
thém da nhé.”

60 Thinh c6ng trony ban hang




Cau hoi ldn nh&t cho mébi khach hang 1a “Tai sao toi
muén mua san phim nay?” Nhiéu nguvi ban that
bai khi ho khon tra 1i cau héi nay, sao cho dip ing
dupe mong mudn ciia khdch hang.

Co hat ly do cho viéc nay.

Thi nhét la sy nham lan cda nguoi ban hang gita
dac tinh va Hén ich cua san phim.. '

Khi ban moé ta ddc tinh, ban tra 16i ciu héi ctia khach
hang, “San phim nay t6t nhu thé nao?” Ban mé ta
tai sao ban bin san pham doé. ' '
Khi moé ta tién ich, ban trd 16i cAu hoi cua khach
hang, “Téi 6 loi gi khi st dung san phdm nay?” Ban
mo ta bang cach nao sdn pham s gidi quyé€t cac van
dé cua khach han;, hodc cung cap mot cdi gi d6 ma
khich hang sé cAn hoic muén.’

Ly do thd hai lam cho ngudi ban hang that bai la bdi
vi ho giao ti€p qua té. Sau diy la mot s6 cai biy
“théng thuong: |
e No6i vé& nhiing tién ich san ph&m khong lién
. quan dén khach hang. Giai phap: Hay hdi
xem nhing tién ich ban moé ta ¢6 ich gi d6i voi
khich hang trong viéc gidi quyét cic van dé
" cua ho khong? ' o
e Khong thu hut duge su chu ¥ cia khich hang.
Giai phap: Hay dat ciu hdi trong sudt qua
trinh trinh bay dé chic ring khach hang hidu
dudc thong diép cda ban. |
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¢ - Su dung nhiing cdu tric ciu phuc tap, néi qua
nhanh hodc chi li nhi trong miéng. Giai phap:
Hay lap k& hoach trudc nhing gi ban mudn
noi va thuc hanh trudc. '

Khi mot khach hang noi, “Toi khong cin san pham
cia anh,” dé chua phdi la chdm hé&t cho qua trinh
ban hang; dé la sy khdi dau. Vdi suy nghi ndy trong
dau, ban hay lam theo nhing budc sau:

Thu thip théng tin d€ phan loai chinh xac tinh
hinh cua khach hang dé: Chinh khiach hang cing
thuong phan loai nham minh. Khach hang néi “Téi
 khong cin cai nao” thudong 1a do khéng nim 16
thong tin. Hay dit nhing ciu hai thich hop dé danh
gia dung tinh hinh.

Trinh bay nhitng dac tinh va tién ich cua san
pham: Hay trd thanh mot chuyén gia vé nhing dac
tinh va tién ich cia sin phim hodc dich vu cua ban.
Phai nhd ring khong phai tit ci khach hang déu
giong nhau va lién hé nhing tién ich cia san phim
v6Si khach hang nay.

Gitip khach hang thidy dugc san phdm dé ¢6 1¢i cho
ho nhu thé nao: Pé dim bao nhung tién ich ban dé
cap la quan trong ddi vai khach hang, hay hoi ho,
sau khi trinh bay cho ho nghe vé san pham, ring tién
ich d6 c6 ginp ich gi dugc khong, cé gia tri khong va
c6 gidi quydt dugc van dé khong. .
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- ‘”Viéc bdn hang hang thuimg dugc thuc hién sau khi
khdch hang da noi ”khong’ bay lan.” Jeffrey. P.
Dabidson

TAO SU KHAC BIET SO v61 pOI THU CANH
‘TRANH ,

' Nhifng tién ich hinh thanh nén 13i chao he‘mg, lam
cho n6 manh mé va thuyet phuc hon déi thu canh
tranh C6 hai yéu t6 quan trong d day:

e Cach trinh bay su viéc (strc manh cua di€m
duoc dua ra) ' ‘

e Nhiing téc dung tich liy (moét s6 tién ich nhé
c6 thé danh bat mot tién. ich 16n cda d6i tha
canh tranh, tao nén su khac biét hoan toan).

Vi du ,
Cong ty “A” din dau thi trudng va dé 1a 10i thé cuia
né. Nhiing c6ng ty khac khong bing né bdi vi theo
dinh nghia chi ¢c6 mot cong ty din diu thi trudng.
Nhung nhiéu loi th€ hodc tién ich khic — ching han
nhu dic tinh ky thuat cia san phdm, kha ning giao
“hang hodc nhiing dich vu hé trg — c6 thé ciing thing
duoc mot 1oi thé chu chét. ‘ B
Chinh viéc phan tich va sdp ddt npi dung chao hang sé
lam cho sitc thuyét phuc ctia loi chao hang ting lén
- manl mé.

Mot o1 chao hang dtrq’(‘ trinh bay can thdn sé mang lai
két qua lon. Noi dung chao hang ditoc diéu chinh cho
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.

phit hop vdi khdch hang cang mang lai két qud lon '
hon.

Didu chinh néi dung chio hang lién quan dén quéa
trinh nhan dang nhu cau va k§ thuat dat cdu hoi.
Ban cdn phai diéu chinh néi dung chao hang dua
trén nhitng thong tin ma ban cé duge. RO rang déi
voi khdach hang ban can phai chon lua nhing gi can
néi va noi nhu thé nao cho pha hop véi ho. Hay lam
nhu vay bing nhung cach sau:

¢ Hay nhd nhing gi khach hang néi va cich noi

e Thém viao nhdng nhan xét; ching han nhu:
“Ong da néi phai mua san phim hidu qua ve
mat chi phi, vi thé, ...” (vd md td nd hiéu qua
vé chi phi nhu th& nao) chi khéng nén néi
qua vdn tit “Sin phim nay hiéu qua vé mit
‘chi phi ...”

e Thay ddi giong diéu va ndi dung cho phit hap
v6i tinh hudéng (néu khach hang nhan manh
cai gi thi phai phan anh cii dé trong noi dung
chao hang) :

e Mo ta didu ban néi nhu la ban da diéu chinh
cho thich hop, ching han “Theo y 6ng da noi -
la thoi gian giao hang quan trong dén nhu the,

”

hay dé toi trinh bay ...
Ban cang cho khdch hang thiy ho dang duyc ban doi
xit ddc biét, khong phdai chi dwa trén mot kich bdn
clung cho tdt ci khdch hang, o cang thiy ban khdc

vdi nhitng doi thai canh tranlt cia ban.
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Ban c6 thé sit dung cdch 1tng xit ciia ban nham lam
- tdng thém cam gidc ddc biét ma ban muobn tao ra vdi
mot khdch hang.
St dung nhing phuong thic “tiép cdn chuvén
nghiép” (d3 dé cap dén ¢ phin trudc) nhim thdi
cam giac dac biét vao qua trinh chao hang. Hay lam
viéc nay bang nhiing cich sau:
e Nhin manh ring ban 1a nguoi c6 kién thic,
néu lam nhu vay khach hang an tAim hon
e Thé hién su tu tin n€u ban cin loai bo su nghi
ngo ' ’ '
e Chu y dén chi ti€t néu khach hang quan tim
~ dén chi tiét
* Hay néi vé quan hé tuong lai, ching han khi
khach hang lo ling vé nhing dich vu hd tro
tiép theo.
Cich ban tlugc hién viéc nay, két hgp vdi cdch ban lién
hé dén thong tin do khdch hang cung cdp trudc do, sé
tao ra mot phong cdch va phuong thirc tiép cgn chdc .
chén sé dugc xem la khdc - va t6t hon — so vdi doi thil
canl tranh. Chi mot chi tiét dwoc chon lia tét cé thé
thay doi cdch ngui khdc nhin ban va ddnh gid loi
chao hang ciia ban.

BAN GIA TOT

Gid ca la mot yéu t& md ta cuda san pham/dich vu
can dugc xii 1y ding cach.
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Chiing ta khong nén lam cai viéc bién minh cho gia-
ca dua ra, cting nhu chiing minh gia tri cta tién bac
(ré chua han la mot diéu tét).

Hay tim cach mo ta giad ca nhim thé hién tich cuc
cho gia tri ddong tién. Mot cach hay la su dung
nhiing ky hiéu toan hoc trong cach néi:

| (+) Tuc 1a cOng them/kém theo vai ...
(-)- Trix di .../ khong can phai ¢6 .../ giam chi phi ...~
(x) Nhiéu l¢i ich .../ hd trg thém boi .../ nhiéu hon

(+) Tich lay chi phi trong khoang thdi gian .../ chia
- cho .../ phin bd cho ...

TAO SU TIN TUGNG THONG QUA BANG
CHUNG ' '

Ban c¢6 thé bi s6c khi kham pha ra rang mot s6
khach hang nghi ban néi d&i ho hodc khéng néi cho
ho nghe su that. Trong thé& gidi that, cong viéc cia
khach hang la nghi ngo xem ban cé that su trung
thuc hay khong. Khach hang cang c6 kinh nghiem
mua hang thi ho cang khong tin vao 16i néi cua
nguoi mua hang.

Hiu hét ngudi ban hang khong noi doi hodc khong
¢6 ¢ dinh lam cho khich hang hi€u sai, va hau hét
cong tv thudong cung cip hang hod/dich vu xiing
dang vdi s& tién khich hang b ra. Nhung da ¢6 du
truong hgp ngoai 1& 1am cho khach hang canh giac.
Trong trudng hop nay, khdch hang tri hoan quyét
dinh viéc mua hang bdi vi ho khong tin rang 1oi ban
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noi vé san phdm hoidc ning luc cung cip cua cong ty
ban. C6 thé ban s& nghe thdy nhiing ciu nhu: . . |

e “VE Iy thu\et thi nghe dugc, nhung t6i khong _
chac trong thuc t& c6 lam duoc. khong” :

-~ “Anh ludn néi san phdm méi cdia anh ban chay,
. nhung t6i phai la ngudi 6m hang ton kho néu
‘khong chay.” _
e “Cach day vai nam clu’mg,t(‘)i ciing da thit san
phdm gidng nhu thé nay nhung khéng ban duoc.” _
Trong tinh hu(‘fng do, chinh ban phéi tao dugc long
tin. Khé khan ban d6i mat lién quan dén viéc long
tin cua khach hang ¢6 bi nhitng nguoi ban hang khac
pha hong trong quéa khit khéng. '

That budn nhung ding la 4nh huéng cta ban déi véi
khach hang khéng vuot qua duogc su céi mat, giong
néi va tif ngi¥ ma ban dung. .Bi quyét dé ban théi
phéng hang ngan 14n cho 18i néi ctia ban 1a st dung
- biang chitng dé hé trg cho nhiing bi ban néi. Bang
© ching ludén 16n hon ban va ca ngudi mua.

 Khi khach hang khong tin nhitng gi ban néi, st dung
quy trinh 5 buéc sau dé quan ly viéc mua'hhng: )

Buc 1: Dat cau hdi'dé tim hi€u nhiing nghi ngd, mai
ban tam va ndi lo s¢ cu thé cda khach hang.

Buc 2: Pam bao ring ban xem mdi ban tim cua
- khach hang la quan trong:

Buic 3: bap ung dlf()’L nhing thac mic cua khaclr
hang - va cung cdp bing ching.
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Buge 4: Hoi khach hang xem ban da thoa man duoc
thdc mac cua ho chua.

Bidc 5: Yéu ciu khich hang hanh dong.

Khi c& ging Lhmh phuc mét khich hang hnal r\ghl
thi ban hay:

Tao dung niém tin lmnq nhtmq gi ban néi va lam:
Niém tin cia ngudi mua vao ban va coéng ty ban rat
quan trong trong viéc bin dugc hang. Niém tin do,
- du phal méat nhiéu phit hay nhiéu ngay dé bdi dép,
chu yéu dua trén 15i néi va viéc lam cda ban.

Khdam phd nhitng thic mac cia khdch hang va dap
ng: Su dung quy trinh 5 budc, tim hidu nhing mdi
ban tim cua khach hang, dip ung va hoi xem ban
da lam dugc nhu vay chua.

St dung béing clitng dé h6 trg cho nhimg gi ban ndi va
lam: Khi tra 16i nhitng nghi van cua khach hang, su
dung nhiing két qua nghién ciu, nhan xét cua bén
thit ba, tai liéu, cac nghién ciu so sanh, trinh dxen va

hay ki€m tra thu nghlem va miu hang dé€ hé trg cho
151 néi cua ban.

“Biing chitng vé niém tin tao ra nicm tin.” Plutarc
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PHAT TRIEN SU TIN CAY
BANG CHUNG

Nguoi ban hang c¢6 thc duoc cung cip bang chung
mot cach cu thé hodc chung chung Lhang han:

Bing chu’ng cu thé: phdi cung cip theo cach sau (vi
du lai truong hop chiéc xe): “Mot cudc thit nghiém
do Hiép hoi O t6 da ghi nhan xe chay 43 dam trén
mot ga-long xang.”

Bing chiing chung chung: phdi cung cip theo cich
sau: “Model néy da xudt hién trén thi trudng cach
day nhiéu nim va ching toi da ban dudc hang ngan
chiéc.”

Hai loai bE“mg chitng trén co ban chat rat khac nhau,
nhung ca hai déu tao cam giic 10i chiao hang rét
dang tin cay. Hon nida, tic dung thudng cé tinh tich

ldy, t6t nhdt 12 nén két hogp ca hai loai bing ching

trén ddy véi nhau.

Ngui bdn hang thanh cong sit dyng dii bing chimg
nhdm lam cho ngudi mua cdm thdy 10i chao hang cia

ho that sy ddng tin cdy.
CHON LOC

Bit ky yéu t6 nao dugc chon nhim hé tro clloii-{éi
chao hang cua ban vdi muc dich tao ra su tin tudng
déu phai duoc chon loc cin than cho phu hgp véi
tiing khach hang.
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Vi du

Pua ra nhan xét ciia mot khach hang khac dé thuyet

phuc .moét khich hang ban dang theo dudi nhung .
phai chui y dén sy tuong quan giifa hai khach hang

dé. Chon mét khach hang 16n qua hodc nhé qua -
hoidc hoat dong trong mot nganh hoan toan khac thi -
nhan xét dé khong gidp gi dugc cho ban ma cé khl'-
con lam hong gia tri cua 10 chao hang. ' -

Béiing ching da sé mang tinh chét chung chung, muon_'
cho 1oi chao hang thuyét phuc. thi phdi chon loc ,cat’r
thich hgp nhdt cho khdch hang ciia ban.

“A, diing bd
df‘ minh_vdang

TO CHUC VIEC TRINH BAY

Nhﬁ’ng quy téc binh thudng cho v iéc giao tlep tot ap".

dung trong sudt qua trinh ban hang. Nguoi ta dé
theo d6i va c6 dugc moét buc tranh ,tc‘)’ng‘ quat néu
nhitng diéu dugc trinh bay cé cac dic diém sau:
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e Mot l6gic chit ché (cAn phai gidi thich rd rang)
» Mot thd tu ro rhhg (nhiing phe‘m‘ khac nhau cta
. thong digp dugc két ndi va la sy béo trudc vé
nhung viéc sé lam: “T6i.xin dugc trinh bay qua -

- vé nhung dic tinh ki thuat, kha nang van hanh"'\‘
va d nhién ca gid ca. Trudc hét . S

e Biang chu’ng cho thdy ban da can nhic (v1 du: co“’
" vé nhu ban da nghi dén cach tot nhat glup khach
‘hang quyét dinh diing). =

Mot st trinh bay r6 rang, cd to clm’c s¢ cb tinh thuyet -
phuc cao nhit. '

'LAM CHO DPIEU BAN NOI THUYET PHUC HdN
" 1. CONG CU HO TRQ VIEC CHAO HANG |

Du ban ¢é trinh bay r6 rang dén thé nao, mang tinh:
" md ta dén muic ndo thi ciing cAn phai “gia ¢6” nhiéu
hon diéu ban muén dién ta. Mot trong nhfmg cach.

t6t 1a st dung cong cu hd trg ban hang.-

‘Co rat nhidu céng cy, tir hinh dnh dén bi€u dé, hang

miu dén mo6 hinh. Khi st dung nén:

e Gidgi thiéu va gidi thich bing cach nao su dung’
cong cu nay ban sé gitp dugc khach hang: “Ba sé
thiy ngay mdi lién hé trén bi€u dé nay ...”

e - Hay git yén lang va chd doi nham lam cho khach .
hang tap trung nhin vao biéu dob

. Khéng duoc lam h_Q‘ gian doan, cu dé cho khach
hang quyét dinh sé nhin trong bao lau
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o Chi bdt dau trao d6i lai khi khach hang huéng su
chu v sang ban, nhin manh nhitng gi bic¢u dé mé
ta trudc khi chuyén sang dé tai ti€p theo

¢  Puing lic do thi bo cong cu nay sang mot bén dé.
tranh phan tam (ngay ca khi ban ¢6 noi sé dé lai
cong cu do cho khach hang sau khi trinh bay
xong).

2. TRINH DIEN
“Néu ban mudn trinh dién san phim bing hanh déng
cu thé thi nén: N ‘ '
e Chudn bj va sip dat that nhanh nhung phai té
ra cé to chiic va hiéu qua
e Trinh bay that dé& hidu (logic va ciu tric & day
rat quan trong)

¢ Lam cho that t6t 100% ngay hic dau

e Lam cho khich hang cam thay ho ciing lam
dugc nhu thé (that ra mot phan cia budi trinh
dién la d€ cho khach hang tu tay thuc hién)

e Nhin manh nhiing vdn dé chu chét (vi du
chat luong, tinh dé su dung, gid ca) khi ban
trinh bay '

» Khi can, phdi cung cdp bang chiing

e Duy tri su quan tam (tiép tuc néi cho du c6

nhiing diéu ban néi ngudi khic it ldng nghe
hon)

e Khéng nén phan doéi viéc khach hang bao ban
durng lai cho ho dat cau hoi.

72 | Thaak cénp tFony bin hang




Khi trinh dién nén mé td nlimg tién ich dong thoi odi
viéc mo td két qud viéc trinh dién; chii khong phdi chi
l bin than viéc trinh dién, 6 gdng gay dn tiwgng tot.

Sir dung bat kiy nhitng cong cu gi gi{ip ich cho viéc trinh
dién chit khong chi loi noi.

KIEM TRA XEM KHACH HANG CO HIEU
KHONG

- Ngudi ban hang rit dé say sua trong khi trinh bay.
Ban di nhap dé thanh cong va khiach hang dang .
chim chi 1ing nghe nhung ban c6 thé dang sa da,
ndi lién tu bat tan va kh(‘)_ng"muc‘)'n bi ngdt 10i.

- Cén phai dung lai it phut dé kiém fra trong khi ban
trinh bay, khong phai dé dam bdo ring khach hang
hiu ma con dé biét khach hang c6 that su thich
_nhffng didu ban dang néi hay khong; viéc nay cho
phép ho ¢6 co hdi nhan xét, gop y va cam thdy ring
ban chi trinh bay dac biét cho ho. nghe thoi.

Bing cich nio? Pon gian la thinh thodng ban ding
lai va hoi: “Nghe thé nao a? Téi ndi 1o rang chi a?
Cé nén cung cip thém thong tin vé van dé nay
khong?” I

Giit cho khdch hang chii i va theo kip ban trong sudt
thoi gian trinh bay; tao co hoi cho ho thain gia vao khi
can thiét.
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TOM TAT

Day 1a phan cot 161 trong qua tﬁnh chao hang va cé
thé chiém phan 16n thoi gian. Muén té ra thuvet
phuc ban nén:

Diéu chinh 16i chao hang cho phu hop vai khach | .
hang |

" Chon va trinh bay lutgng chi tiét thich hop (khach -

hang rdt ban ron; phai néi that dé hiéu, vi ho chi
khong phai ban la ngudi phai tiéu thu 'mo thong S
tin duoc cung cip) -

Trinh bay that troi chay va c6 ta chu‘c :

Luén dam bao ring nhﬁ'ng diéu ban lam cod vé
chi danh riéng cho khach hang dang tiép xic,
'khong phai la cach trinh bay va phuong thic tiép

can ban sit dung cho moi khach hang.

Trinh bay thit dé hiéu, 16i cudn va tao sy tin tudng thi
ban sé khdc biét so vdi déi thni va thuyét phuc dwoc

khdch hang.
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‘XU LY NHUNG L6I PHAN DOI

TAI SAO CO NHUNG L3I PHAN POI

~ Su phan déi la mot phAn tu nhién cua qua trinh mua

hang dé c& gang ¢6 dugc thoa thuan tot nhat T\Iguo'l
mua hang muén: '

. ;Xem xét cai loi va cai hai song song v6i nhau

. Ap dung mot quan diém chin chin

o Lam cho ngudl ban phal noéi dén nhﬁ‘ng thong s6
: ky thuat (méc du cai nay khong nhat thlet phal la
mot phan cia budi trinh bay)

e DPua ra nhiing nhan dinh v& cich xi¢ ly nhing
phan d6i hodc danh gia cia ho v6i tu cach 1a
~ khdch hang vé cd nhan ngudi chao hang clng
" nhu 18i chao hang.

birng ngac nhién doi véi nhimg 1oi phdn déi vi chiing

luoén ton tai trong qud trinh bdan va mua hang, hay xtr

1y cliing bing cdch “tity co 1ing bién”.

NHIN NHAN NHUNG LOI PHAN DOI MOT
CACH TICH CUC.

Chiing ta can phdi nhin nhdn nhitng 1i phdn d6i mot
cdach tich cire.

Nhung quy tic dau tién la:

¢ Xem dé la dau hiéu cda su quan tam (r6 rang néu
phdan doi hoan toan thi khiach hang sé khong hoi
thém diéu gi!)
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e Du doan, hinh dung trudc sy phan déi (ban se
nhanh ™ chéng biét dugc nhilng van de chinh
thuong xuyén dugc néu lén) :

o DPung bao gid dé cho cudc ddi thoai trd thanh-
mot tran cai va: “No dfit qua ... Khong, khong
dat ... Toi nghi né dit . ’

e - Hay suy nghl lal va lam cho 16i chao hang hap
dan hon néu can thiét (nhiing 13i phan ddi ¢6 thé

~xudt hién do ban da khong gidi thich k¢ van _dé
nao do trudc).

Hay nhd la xit lyj t6t nhimg 10§ phdn d6i co thé sé ting

thém uy tin cho ban, cing €6 hinh dnh ciia ban va tdng

cuomg khd ndng thuyét phuc.

' PHUGNG THUC TIEP CAN HAI GIAI POAN

GIAI BOAN 1

" Trudc khi mudn tra 13i mét 13i phan déi thi phéi xac

nhan né. Voi vang phu nhan sé tao an tugng xdu va

trong tinh huéng bat 1gi nhit sé dan dén moét tran
cai va. 7 » _'

Xac nhan (c6 thé chi bing vai tu: “Chic chin do la

diém chiing ta phai xem xét lai ... hodc “Vang, ong

hoi ciing phai, hday dé toi gidi thich thém cho 6ng”)-
sé ¢6 nhiing tiac dung nhu sau:

e Cho khach hang thdy ring ban tin 1a ho biét nhin

nhan van dé
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e DEé ho biét ring ban khéng muén ¢d su tranh cai

¢ Lam cho khach hang thdy rd ring ban da phan.
ung mot cich nghiém tic va chin chin (ndi
“ding vav” nhim xdc nhin sé¢ mang dén két qua
tot sau nay)

¢ Cho phép ban c6 mot phut d€ suy nghi (moét chuit
gi dé ban c6 thé déng y hodc linh dong xu ly:
“Hay dé cho tdi suy nghi mot chit vé viéc nay”).
Biét cdch xdc nhin sé lam cho viéc xit lyj sau d6 nhanh
chong hon. - '
GIAI POAN 2
Phuong cach xu 1. ¢6 thé bao goém:
e Loaibd
¢ Giam nhe anh hudng va y nghia cua no
e Thay d06i chiing theo huéng tich cuc
o Thua nhan ring n6 1a mot trd ngai dot xuat.
Tt ca nhiing cai nay that ra la qua trinh can déi lai
nhiing cai loi va hai. : ’
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| Hay nhd, khéch hang quyét dinh viéc mua hang dz,t’a‘
trén ddnh gid chung vé cdn cin lgi hai va mét sy khdc
biét nhd c6 thé danh phin thing.

'NHAN MANH MAT TiCH CUC

Phudng thitc ban xit ly mot 1o phan d01 sé phat huy
t6t nhat néu ban tip trung vao mat tich cuc cung
nhu tiéu cuc. ' '

Vi du

Néu ban mudn gidm cdm gidc nghiém trong cda
khéach hang ddi véi van dé, hay lién hé né voi nhiing
© y&u t8 tich cyc nham nhin manh cin cin tong thé:
“Di nhién, model c6 hop s6 5 t6c do sé dit hon, tuy
nhién, sut khac biét la rdt nhd so vdi muc tiét kiém
‘nhién liéu va ...” ‘ '
Khong nén hodng hot ma hdy binh tinh xit Iy nhitng
phdn déi ciia khdch hang nhdm bdo ddm cho 10i chao
hang thuyét phyc, cing cd dn tuwong ban di-tao ra va
long tin ban da dat duoc. '

XU LY NHUNG NHAN XET TIEU CUC

Ban sé lam gi n€u khdch hang nhan xét tiéu cuc vé
san phidm ban dang ban?” Co thé khach hang da néi.
chic nich: “Gid cda anh cao qui” hodc “San pham
nay tréng xau xi qua. Téi khéng thich dé né vao van
~ phong cuia t6i dau” hoac “May nay mait nhiéu thoi
gian khi khéi dong 1dm.” Diéu nav khdng cd nghia 1a -
“khach hang sé khéng mua ma ho chi nhan xét vé dic
diém cda san phim. Diing ¢6 lam cho tinh hudng toi
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t¢ hon bing suy nghi'”M‘mh hy \-"Ong‘ 1a khach hang
sé khong dé y ...” Hay ti€p can vdi mong doi tich
cuc hon. “Néu mmh xi ly ‘lo ngai nay cua khach
hang thi minh sé ban deoc hang.”

Khi ban xem modt nhan xét cia khach har\g nhu la ‘
mot nhan dinh thuc t€, ban nén git yén ling va cho -
doi xem khich hang cé tiép tuc ndi khong. Th;uf(‘)'ng
la néu ban dé cho khich hang c6 thai gian néi tiép
thi ho sé ndi nwa, cung cip thém thong tin va viéc
bin hang sé ti¢n trién. N&u khach hang khong ndéi
them nita sau hdi yén ling, hiy yéu ciu ho hanh
dong. D6 ¢6 thé 1a cAu hoi tuong ty d€ nghe cdu néi
~dAu tién cuia khach hang, hoic ¢6 thé 1a mot yéu ciu
hanh dong khac, ca hai deu ¢6 tac dung thic day
viéc mua hang.

Sau day la mét vi du vé viéc ban mdt chiée xe hoi

cao cap:

Ban: Ong néi ong thich vé thé thao cia mo-den hai
ciia nhung 6ng c6 thé sit dung thém khong gian cia
mo-den bén cia. Ong nghi cai nao hop vdi ong
nhat? S

Kiidch hang: Gia t6t nhat cho mo-den bon ctia 1a bao

nhiéu?
Ban: 52.000 D6 cong thud.

Khdch hang: DU vay! Xe do dit vay sao!

Ban: (sau mo6t hoi vén lang) Ong <o mudn ‘mua
thong qua ngin hang cuia 6ng hay su dung ké hoach
tai chinh ho trg cua ching t0i?
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Kleich hang: T6i mua théong qua.ngan hang cua téi.
Cach thu hai 1a néu khach hang khong tra 10i sau khi
ban vén ling, ban ¢6 thé hdéi “Ong gip vin dé v6i
didu nayv a?” va doi ciu tra loi. Cau tra ’l(‘\"i cua
khach hang sé cho’ban biét nhan xét cua Ong chi la;
mo6t nhan dinh thuc t¢ chi khong phai ly do cho viée
khong mua hang. (Xem bai hoc trude ¢ho viéc xu 1y
nhan xét cua khach hang nhu 1a mot 1v do dé khong
mua hang). ’

Khi co nhung \an dé that su véi sdn pham cua ban
t}n hay lnm nhﬁ‘nt_, vigc sau dc qudn [l/ viéc mua Imng‘

Dong y ring sin phmn cla lmn Lhonq haan Ima doi vdi
tat cd mpi ngui: Ding ¢ gang- gidu giém nhdng
thi€u sét cua san phim ma cing ding thic ddy
thém phan tng tiéu cuc cia khich hang. Khi mot
khach hang dua ra nhan dinh thuc &, hay nm “Toi
da nghe ngudi khac noi nhu vay,” va rdi dit cau hoi
dé€ thiic day viéc ban hang. = ' -
Giit yén ling va dé cho khdch hang néi tiép: Diing gid
dinh 1a nhan xét tiéu cyc dé sé chin ding viéc ban
hang. Thuong thi khach hang sé ti¢p tuc ndi hodic
cung cap:théng tin mdi, lam cho viéc ban hang tién
trién hon nua. '

Dit can héi, néu khich hang kléinyg néi nita: Ban nén
véu cau khich hang thuc hién hanh dmw nao do dé
thic dav vice bian hang,

”Ht‘iu hét nlu’r'ug aguii thanh cony ma toi biét thuong
ldng nghe nhiéu hon la n6i.” Bernard Baruch
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XU LY NHUNG VAN PE DU KIEN

Troh’g tinh huong nav, khach hang hicu dicu ban noi
Ve an plmm ctia minh; tin'nhdng g ban ndi va tin
rang san phdm ¢ dap ung nhu cau cua ho, nhung.
ho nghi co the co mot hau qua tidw cucnao détrong:
tiwong lai- néu ho mua-san pham-cua ban. Mot SO VAT
dé du Kién ¢o thé 1a kha nang that sy va mot 56 chi-
[a do tudng tuong. Khi mo ta “noi bo sd mua hang”,

mot l\hach hanu bnn tm
. "1\11nh lu Ia dn qU\ ol dmh mua lmnu sai lam
e “Su nghiép cua toi trong cong v tuy thuéc Vao
viec mua hang nay day.”
e  “Cong. ty cua 16i rdt nhd, néu mua nham co the
lam téi sap tiem.”
Nguoi mua trong mdéi trudng hop du l\icn r.mg néu
hQ quy&t dinh sai, ban than ho s¢ gap diéu bat li
theo cach nao dé. Nhung cé thé lien he ndi so na_\
V4l san pham: -~ '
e “V&i st thay ddi nhanh chdng ve cong nght, rat
kho qil\v'é't«dinh Aén mua cai gi hay doi thém mot
th01 gian nifa.’ oo Lo
. \Tha cung mp nn\ con mdi; néu minh cam kél
vai hc thonv cia ho va ho-sdp tiem thi-minh s¢- di

tong

'\JhuncY l\hnch h.mor nay kh(mtY cho rﬁnﬂ ban dang
noi doi. Ho chi tin mn0 O nhung dlcu l\lcn khdc ho
c6 thé khong kiém sedt duve sé trd nen bat loi cho

ho néu ho mua san pham nay.
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Cho dén lic nay chic ban da chua quén ring thong
tin 1a nén tang cho viéc quin 1y su mun hiing thanh
cong — thong tin ban thu thap tu khach hang va
khach hang thu thap tir ban. That may mdn la khach
hang trong tinh hudng nay thudng s¢ cho ban biét ho
du ki€n nhiing van dé gi va ban ¢ thé sd dung quy
trinh da moé ta trong phin trudc dé xd ly.

Quy trinh d¢ la:

Bugc 1: Pat cau hoi dé tim hiéu nhing lo ngai va
modi ban tam, lo s¢ cua khach hang.

Busc 2: T ra cho khich hang thdy méi ban tim cia

ho rat quan trong ddi v@i ban.

X

Busc 3: Pip dng ndi lo king cia khich hang - va
cung cip bang chiing.

Butsc 4: Hoi khach hang ban da giai quyét thic mic
cua ho chua.

Bugc 5: Yéu ciu khich hang hanh dong.

Giup cho khach hang xit ly néi lo ngai mua hang cua
minh sé& gitip ban ban duvc nhiéu hang hon. Vi the,
v6i nhitng khach hang da du kién trude cac van dé,
dua cic budc sau vao chicn luge ban hang cua ban:
Nic dinh mdt bin i i kldch hang: Khi ¢6 ngudi
nao thic mdc vé chuvén gi thi cau tra 101 ding
khong phdi 1a: “Buing lo chuyén do.” Su dung quy
trinh 3 budc dé tim hi¢u suv nghi cua khich hang dé

¢o ciu tra loi chinh xac.
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N6i cho khdch hang nghe nhiing tién ich ciia sin phi:
Nhan manh khach hang sé c6 dugc nhiing loi ich
ngayv tic thoi khi mua san pham nay va nhing thiét
thoi vé 1au veé dai néu khong mua.

Yéu cau khich hang hanli dgng: Sau khi dap tung lo
ling cua khach hang, luén luén hdéi: “Ong thiy an
tam chua a?” Né&u khong thi ¢d ging lan nda. Néu
ho da hai long thi yéu cdu ho hanh dong dé xiic tién

viéc ban hang. '

“Thdt bai trong viéc thit git la do hiéu bzet khong
day du hodc gay boz r6i chit khong do cdi gi khdc.”
Charles Roth

KHAC PHUC CAC TRG NGAI DPOI VOI VIEC

MUA HANG

Po6i khi khach hang bay té su lo ling ma d6é khong

phéi la ly do that su cho viéc khong mua san phim

cua ban. Vi du: '

e “Cam on anh da danh thoi gian. Téi ¢6 thé mua
hang tu ddi thi canh tranh ctia anh véi gia ré hon
15%.”

e  “Ching toi khong thé dgi 3 thing mdi c6 hang.
D61 thu canh tranh cia c¢6 sé giao hang trong
vong 10 ngay.”

e “Mua sin phdm ctia anh doi hoi phdi dau tu
thém vao viéc huin luvén, nén chung toi da
quyét dinh sé si dung hé thong cia.”

3
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lhnt may man la nhing lo ngai nn\' thu'(fm, Ia l'\" do
duy nhat khi¢n khach hantr khmw mua hang cua
ban N&u ban ¢é thé thod man hoac gl iam nhe¢ mong
muon do. ban s¢ qmm Ay dge Qiée it hang va ban
duoc hang. Chie vsu khde nhau: gidim nlhe ¢é nghia 1a
loai bo di nhung ¢i tiéu cuc: Hida min té nghiaTa
cung cap ¥ do cho khach hang-xem nhing mat tiéu
cuc cam nhan dude cua sin phim la khdng quan
trong.

Khi doi pha vdi mot-nguvén nhin khong mua hang,
su-dung 6 bude saw de gusin Ly duire mua Iany:

Buifc 1: Dat cau héi dé tim hiéu nhing lo ngai cu thé.
Buigc 2: Chic chin ring: méi ban tim dé chinh 1 cin
tré ddi vai viee ban hang. Néu khach hang: khong
ndi 1a ho s¢é mua hang hay khong, hay hoi: “Day <o
phai la van dé doi véi anh khong?”

Buvc 3: Khi mot khach hang néi r6 ly do khong mua
hang, tim hidu xem day: cé phai la ly do duy nhat
ngan can viéc ban hang hay khong. Néu ¢6 thém 1y
do khic thi quay trd lai Bude 1 va 2.

Buijc.4: Néu-khong cé thém Iy do nao khac cin trd
viéc ban hang, tra 10i thic mdc cia khach hang

Buc 5: Tim hiéu xem ban ¢é thanh cong hay khong.
Hay héi “Ong da thiy hét thic mic chua a?” Néu
khach hang da hai long thi chuyén sang bude 6. Néu
khong, lap lai cac bude tir 1.dén +.

Buwic 6: Yéu cau khach hang hanh dong.
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Ban khong nén quvé’t’d’riﬁh' ring vigc ban hang da
that bai (vao lic nay) cho dén khi ban di ra kKhoi ché
cua khiach hang ‘Gia dinh cua ban trong sudt thol
olan thuc hién cic “hanh don(r'ban hang 1a khach
hang s& mua san pham néu 'ban dap ung m(mty
mudn cua ho hoac 1a giam nhe mot can’ tm mua
hang nao doé. Nhd lam nhing viéc sau:

Lip trudc mgt danh sdch nhimng ot lz(_?n tam ciia khdch
hang cing ©di nhitng ciu trd 1oi hi¢u qud: Ghi vao ca
nhiing lo ngai thong thudng vé cac 1i cia san phﬁm
dich vu, hodc kha '—»n‘ﬁ’ng, glao hang va cung cap ciu
tra 1oi t6t nhat cho m

xox

itruong hdp

Chi ra cdch khdc phycln!umg mdt t10z,1:grc ctia viéc mun
hing: Khi lam nhu the;:
ngai cia khach hang.
ngudi ban dé nghi mot hop dong mua hang hop tac
gitta 4 cong ty nhé dé dap ung dugc s lugng dat
hang tdi thiéu nhat

ban sé gidm nhe duge néi lo

iy sdng tao. Ch:‘ino han, mot
y sang

Nhidn 'r'nanlz'*girif‘ i thu duge 56 vk xa cdc d iém tiéu cuc:
Pay 1a mét diém then chét trong chién lugc ban
hang. Théa min mdi ban tAm cda khdch hang, bang
céch cho ha thay ich 1¢i cda viéc mua san phim so
vai géhh nang cda viéc mua san phim. \

“Clutng minht la ban da thic hién 10i Inia. Cung cdp
bmlq chmlg tzr cac khdch hang hai long vdi viéc ban da
thu’c Iuen loi no: cua muzh l‘rom,T qzul Kklur” Bod LeDuc
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'THAT GUT THANH CONG

TAI SAO CAN PHAI THAT GUT

That gtit la giai doan quan trong mic du ¢ vé dién
ra nhanh chong va ngdn gon. Chinh tai thoi diéni
nay ban co thé rang budc mot su cam két, tuy nhién
phai hiéu va sit dung diing cich.

Thit git khéng c6 nghia la budc ngudri khdc phﬁi ‘mua

hang; né co nghia la két thiic qud trinh xdy dung mot -
cubc chao hang thanh cong. Thdit git chuyén mét sy

quan tam ban danh ditgc tit khdch hang trong qud trinh -
bdn hang thanh mét hanh dong — mot sy déng y dat
hang. ' ‘ '

NGUY CO

Nguy co 16n nhédt cia giai doan nay trong qua trinh
ban hang khong-phdi 1a viéc thit gut sé duge thuc
hién khong ding cach ma la hoan toan khong dugc
thuc hién.
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'RAt d& phat hién ra ring ban dang tranh thit grit
(chinh 1a thdi di€m khach hang néi “dugc” hoac.
“khéng”). & that hoai cong néu ban roi vao tinh
hudng saw: “T6i hy vong la da giip duyc Ong, 6ng
con gi dé hoi khong?”, “That fa tot. Toi nghi Ia toi
dd ¢6 day du théng tin. Cam on anh da nhoc cong
tam biét anh.” '

Luu y: Ban cd thé nhin dugc nhitng phdn iing tich ciec
va thudn ,lq’z,, nhumg ban mdt kiém sodt vao thoi diém
thit giit va thé la khong bdn dugc hang. '
THOI PIEM NEN THAT GUT ,
Quy tic don gian la nén thdt git cang sém cang tot.
Y nghia that su cda diéu nay la moét khi ban da tin
chic ring khach hang di c6 du thong tin dé quyét
dinh viéc mua hang va bic tranh tdng quat (can can)
“té ra tich cuc va ban di thuyét phue dugc khach
hang thi nén tién hanh that gut.
Nhan dmh thoi diém thit gut biing cich quan sat
nhing diu hiéu mua hang. P4y 1a nhing diu hiéu
cho thdy khich hang da sin sang ra quyét dinh,
ching han khi ho:
e Lién he dén nhiing san phdm/dich vu ho dang
si'dung -

e Hoi vé nhiing chi tiét sau khi giao hang (1&p
dat, két qua, vv...).
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Nguri bdn hang thanh cong phdi bict lap k& hoach cho

viéc that gut dmml bi cho viéc t/mt gut va mn sang

thdt git.

THAT GUT THL" NGHIEM

Cach hitu hicu nham kich thich mot ddu hieu mua

hang 1a si dung mot phuong phip thit git thu

nghi¢m. . .

Ban thit gut som, ngav c¢a khi ban nghi khach hang
phin doi, nhung.va&i v dinh tim hi¢w nhim tim

cdch tot nhat dé dat dugc thoa thuan.

Vi du ‘ 7 ‘

Ban néi didu gi do nhu: “Nao, chiing ta thong nhat

nhe T6i ¢o the giao cho onz_, 6 cai dudge khéng?” Cau

tra lm lap tuic sé la: “Khoan, chting ta_chua ban dén

viéc do' Thé& con dleu khoan thanh toin? Lhung toi

p‘ml ton nhidu tién d& mua san phim ndy, anh biét

do.” ‘ ; 7

Ban tu’ bo v 1ec tlmt gut va nhanh chong chU) én sang

thao luan vé didu kho:m thanh tuan Va) la ban da

bict dugc dlem quan trong nhdt la gi va y kién cua
khmh hanv vé vin dc do nhu thc nao.

pé viéc ttep can bmt hang dién ra tét dep thz viéc thit
gt Hur nghwm khong gay rii ro nao va con don dtro‘ng
cho mot Hhdt gitt that nhanh chonq xdy ra.
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NOI RO BAN MUON KHACH HANG LAM Gl

Co veé khang the tin duoe, nhung day la mot lr_\" do
“phd bidn nhat cho \'iC‘c ‘kh(m?f bin duvc Hang. Cdi
nay ¢é nghia la khich hang khong bict &y th ho

phailam gi dé thic day vice ban hang.

Sau dav la.mot sé 161 phan nan toi thuong nghe tu
ngud ban:
“e -~ Pon dat hang khong xu W dugc, do anh ta
khong thong quasduge vl uy ban mua hang.
e Anh ta i noi s¢ cho ching toi vao cude
”nhung chano co chm en gi xdyra. o
. »Im giao hang’ mau: cho cO ay. mch dd\ h thang
ma cho dén nay c6 ta van chua su dung,
Rat dé dua ra k&t luan rdng mot khach hang la ngu
ngdc hay ludi biéng, thu déng hay khong hop tic bai
viho khong thuc hign nhiing hanh dong can thiét dé
thiic ddy viéc ban hang. Van dé la nguoi ban thi cho
14 cAn thi¢t 'ma khach hang thi khong thiy can thiét.
ning dau danh® sich lf. do ngudi ban khong bédn
dugc hang la: “ho. khong yéu ciu khach-hang hanh
dong, ho-khong that gut vige bé'n ha ng.’”
N6t chu'nﬂ Khach’ hanu muadn hop tac vdi chiing ta.
Van dé la Lhum; a khong bao ho chinh xdc chung ta
muon ho lam’ gi a/hoac l\hi nao - thi phal lam.
( hano han: S ‘

» C hun" ta veu mu mot khngh hang thu sar\ pham

dc dunw minh mnw san pham cd hlL‘Ll qua déi
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vdi ho, nhung khong néi ré ngay nao cd ay nén

su dung

o Chung ta mudén mot khich hang gidi thi¢u blam
~ddc k¥ thuat cho chiing ta, nhung khéng yéu cau
anh ta 1én lich cho cudc hen. '

Toi khi ching ta chi goi ¥ nhiing gi chiing ta muén,
bGi vi chiing ta khong mudn giy dp luc cho khach |
~hang. Nhung phan tich van dé “khong yéu ciu”
théng thudng nay cho thdy mot ly do 1én hon - hiu
hét ngudi ban khong biét cu thé ho mudn khich.
hang phai lam gi. Vi th& ho dat nhing ciu hdi ngu-
ngdc va chung chung nhu “Ong cé cho ching téi vao -
cudc duge khong?” hay “Ong sé suy nghi vé viéc
nay chu?”

Nhiing gi ma ngudi ban mé ta nhu la “su chong doi

mua hang” cua khach hang ding hon la ““sy chong

d&i ban hang” cia ngudi ban. Cach t6t nhat dé gidi

quyét van dé nay 14 1am nhing viéc sau:

e Lam cho khdch hang sdn sang mua hang: Gilip ho
nhian ra nhu cdu/vdn dé cia minh va giip ho
hiéu dugc cai gid cia viéc khéng dap ung/giai
quyét van dé dé. Roéi trinh bay nhitn dic tinh va
tien ich dé ho biét dugc rang c6 ton tai nhing
giai phap.

e Ll."lp‘ ké hoach trisc nhitng viéc ban muén khdch

hang lam: Trudc khi ti€p xiic, viét xuéng xem ban-

s& véu cdu ho mua hang nhu th& nao va thuc

hanh trudc. Nhiing ciu héi nham-diing-muc dich
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12 t6t nhat, ching han “Anh c6 the hen cho toi
Lo.gap ong Phé Chu Tich dugc kh()ng"” -
‘o Yéu cau khdch hang hanh dong dé thiic day viéc

bén hang: Néu ban lam cho khach hang san sing
ma lai khéng yéu cau ho hang dong (cau hoi thit

“gut), ngudi ban hang tiép theo dén tiép xic véi -

ho s¢ 18v di dip bdn hang nay cua ban.

“Thit it ¢ nghia la yéu ciu khich hing thuc hién mgt
Tinh déng cy thé. Co nhitng that qiut nhe khi khich hing

dong y & nhitng diém bin hing cu thé, va ¢6 cdi that gt
- cudi ciug khi khdch hiong dong y mua hang.” Sarah White

THEO DOI HANH PONG CUA KHACH HANG

Nguoi ban thuong phan nan khi ho ban moét san
phim doi hoi khiach hang phai ¢6 nhiing hanh dong
cu thé dé xic tién viéc ban hang hodc chuin bi cho
viéc tiep nhan hoidc st dung san phdm, ring khach
hang khong lam cong viéc cia minh. Ho khong thé
c6 dugc su phé duyét can thiét, khong gdi thong
bao, khéng lap k& hoach cho nhiing dich vu hé trg,
khong lap cic hd so phap Iy can c6, khong thong
bdo cho nhiing nguoi bi anh hudng bdi viéc mua

-hang, khong cho s6 don mua hang, van van. Khach

hang biét ho can phai lam nhu thé bdi vi ho da thao

luan diéu do, nhung ho thyc hi¢n rdt tré hodc khong

thic hién. Ban sé nghe nhitng nhan xét nhu thé nay:

»  “Fbi quén mat.”

e “Ching t6i khéng cd thoi gian lam viée do bay.
gig.” ‘
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¢ “Toi dang chuan bi di nghi, vi th& anh phai doi
cho dén khi toi trg vé dé ¢ cac thong s6 ky
thuat.” ‘

Khi khich hang ndi vdiban rang ho khong co. thai
gian d& gap ban hoac nghe ban trinh bay vé san
pham hodc lam nhiing gi ho hia, ho dang noi ring
ho nghi vié¢c ¢ dd quat trong hon nhing gi ban dang
nghi.

Con ngudi ai ctiing phai quycét'dinh cach b tri nhiing
ngudn Iuc ma ho kiém sodt nhu’ thoi gian, tién bac,
hodc tham chi su quan tAm v&é mat xic cam. 'Ngtr(‘ﬁ
bin khong nhin ra ring viéc ban hang ctia ho hom
nay, mic dau ddi voi ho ta vige 16n, lai chi la:yigc
nho trong nhicu viée khdc trong doi song hang ngay
cuia khich hang. 1O ¢6 nhing muc tieu va k& hoach
‘hang ngay cua rlenb minh, bi xdo tron bdi ap lLlL
cong viec hang ngay, nhing cudc dien thoai, va
nhing cudc khung hodng ma ho phal xu ly. Nhung
151 hida sé lam viéc nay viée kia danh cho ban sé troi

di trong m& thd tu wu tién hodc sé sém b; quén lang

hoan toan ngay sau khi ho r3i van phong.

Van dé cua ban vdi tu cich mdt nguoi bin hang la
khach hang thudng chon lam cai gi ho cho la quan
trong hon nhing gi ban cho 1a quan trong. Quan Iy
viée ban hang trong tinh hudéng nay la mot thach
thiic Ion bdi vi ban ¢6 quyvén kiém soat rat it ddi véi
khiach hang. Khi khach hang néi “Dudc”. cong vice
cia ban vin chua cham dut. Ban can phai quii 1

ciéc niua B Vi the hay:
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Gitip cho kdch hang xit Iy nhitng cli tiét can thiét:
Néu ban cé the lam viée ban can khach hang lam,
chang han nhu dién vao hé sg, hay lam thay cho ho

hom qmp LhO ho 1am viee do hu <o mat ban

Du’ kién nlm’m,r vdn de mua hang va lip ké homh xir ly
clning: Hay héi: “Cé didu gi 6ng nghi c6 the ngdn
can 6ng lam vice dé khong?” Néu ho noi nhiing
d}eu g dé thi. ha\ thao luan lam ERIE hai bén co the
giai quyct nhang van dé doé.

Hay gitip cho khdch hang giiv 167 hita bdng nliﬁ‘ngf loi
nlhdc thin thién: Diing gid dinh khich hang sé bam
theo nhung I51 haa. Hay 1 Am deu gi doé de gmp ho
nhd, ching han gdi cho ho buu thlép kem theo mot
17i nhac. : : s
“Khdach hang klhong bao gio mud )no'yt*s'dn”phti’m, mi
mua mot tap hop nlutng lgi- ich lién quan dén Cong
dung, gul tri va dich vu, va chinh ngui ban phm ddnt
bdo ring khdch hanq khong bao gio tlmt bai ” ]olm
Woods

HO TRG NHUNG VAN DE UU TIEN
Nhing vu-tién cia khich hing cd thé thay ‘doi vi
nhiéu Iy do. Vidu ban¢é thé nghe: '
e “Nha may éh‘tin‘g toi bi chay va 14t ca chi phi
phdi dé danh cho cong vice stia chita’ tlon;, nam
~nay, vi thé chiing toi s¢ khong mua thict bi vin

phong ndo madi ti-cony tyv anh.”
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o “Toi dang cO tuyén mot thu’ ky mdi nén sé khong'
c6 thai gian dé gap 6.’ ;

e “Toi khong thé gip anh vao ngady mai d& ban vé
cac thong s& kg thudt bdi vi 6ng pho chu tich -
dang dén tham van phong khu vuc cia ching

ton”

Khi khach hang khéng lam gi d6 do su thay doi thut
tu uu tién, cac lua chon cia ho da mat can doi. Hai
gmrl phap ¢o the la:

1. CJ& ging thay déi uu tién.

2. Tim ra giai phap cho v&n dé wu tién.
Néu ban chon sé 1, ban phai gitip cho khach hang
hiéu duoc gia tri (1gi ich chi phi) trong cac chon la
cua 6ng. Ching han:
" Khdch hang: Téi di nghi, vi the anh phal doi cho dén

khi t8i trd vé trong 3 tuln nia dé c6 cac thong sO ky
thuat.” :

Ban: (sau khi thdo luan viéc di nghi) Anh biét khéng,
néu t6i c6 duge thong sd ky thuat do trude khi anh
di, chiing ta cé thé lip dit va van hanh hé thong
mdi sdm hon 3 tudn, nhu th€ mdi tudn sé tiet kiem
cho anh duoc 300 Do, tic 1a tong cong g5n 1.000 4.
Cé cach nao dé téi c6 dugc thong so ky thuat do
trudce khi anh di khéng?

Co hoi tiet kiem duogc 300 P66 mdt tudn nén dugc
xem Ja gid tri khi chon cic uu tién.
Néu ban chon s& 2, ban phadi giup khdach hang giai
quydt cdc uu tién mdt can doi nay.
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Khdch hang: Toi biét t6i da hua sé gdi anh mot bao
cdo tin dung ducc cap nhit vao tudn nay nhung toi
ban hop sudt cd tudn. Anh gdng doi dén tudn sau
nhé.

Ban: Téi rat tiéc khi nghe anh ban dén vay. Téi biét
anh lap bdo cdo do, nhung anh ¢6 sin dd liéu khéng
hay phai cho ké toan dua sang?

Khdch hang: K& toan dua sang, nhung t6i phai cap
nhat va ky.

Ban: Téi ¢6 y nay giip anh tiét kiem thoi gian va
giup ching t6i giao hang diing hen cho bén anh. Té6i
c6 the gap nguvi co du sd lieu & phong k& todn cong
ty anh, r6i ngay mai chiing téi sé ciing cap nhat. Anh
chi phai ky vao thoi. Ngudi ¢ phong ké toan d6 tén
gia?

Trong hai b6i canh nay, khi cdc uu tién cia khéach

hang thay déi, ban nén:

Co' ging thay d6i wn tién: Lam cho khach hang biét
rang cic uu tién nén dugc thay déi.

Gitip khdch hang hiéu duoc gid tri ciia lira chon cia ho:
Cho ho thdy khodn tiét kiem duoc hoac loi ich-chi
phi cia viéc thay doi cac uu tién.

Tim ra gidi phdp cho vdn dé mu tién: Gidp khach
hang xt 1y van dé uu tién hodc tim ai d6 trong cong

1V ctia khdch hang ¢6 thé givp dugc ban. .

“Viec bdn hang bao gom hanh dong chuyén sy thuyét
phuc b ngudi ban sang nguevi mua.” Paul G.-Hoffman

’ Thanh cang treng ban hang 95



HUGNG DAN KHACH HANG DUA RA QUYET
DINH

Trong moi hoat dong bian hang, ngudi mua khong
chi duoe chao mdi mot ngudn sin pham hay dich
vu. Hau hét cac to chic kinh deanh déu yéu cau
ngudi mua dua ra quyét dinh mua hang déu phai
Iy duoc 3 thu chao hang hoac bdoe gid canh tranh
nhim dam bao quyét dinh s¢ dua dén két qua la
mua duve san phim hay dich vu t6t nhdt vdi cic
diéu kién tdi vu nhat.

Moi ngudi xem xét nhidu sin phdm khi ho muén
dua ra quyét dinh mua hang, va khong don gian
nhu so sanh cic trdi tio vai nhau dau, khdch hang

c6 thé nham lan.

Mot phu nit bao toi rang cO tri hoan viéc mua mot
16 vi ba trong 3 nam vi khong bi¢t nén mua cii nao.
M&i nha san xuidt déu cé nhing dac tinh riéng,
khéng c6 hai cdi 10 nao hoan toan gidéng nhau.
Tuong tu, mot ngudi ban 1é thi€t bi truct tuyét noi
ring khi khach hang mua giay &ng truot tuyét lan
dAu thi ho thay rat khé quyét dinh nén mua loai
nao. Ho néi ho khéng biét xdc dinh d6i nao viva hon
bi vi giay trugt tuvét khiac véi cac loai giav khac.
Con phiic tap hon khi ho quyét dinh mua gita loai
€6 cao va ¢d trung, da hav ni 16ng, lugi don hay déi,
nhe khong thim nudc hav ning khong thim nude.
Mot s6 khich hang khong bidt loai v& nao phai
mang vdi loai giay nao. Ong ta néi néu ban khong
hoi k¥ Khach hang va tim hicu xem loai hinh truot
tuvét nao ho dinh choi, loai va nao dinh mang, ho
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sé khong mua gi ca hodc mua nhim giay, roi do 16
cho ban vi quvét dinh sai cia ho khi ho trg lai tu
chuvén di choi.

Ho khong phai la nhiing khich hang ngu ngdc; ho
chi 13 khach hang khong biét dua ra quyét dinh nhu
th& nao. N&éu ngudi ban trong tinh hudng nay khong
quin 1 vic bin hing bang cich gitip cho khich
hang, k&t qua Ia ho sé khong ban dugc hang.

Khi khdch hang bai réi khong bi€t quyét dinh mua

hang nhu thé nao, ban ¢ thé lam nhiing viéc sau:

Pat cau héi dé giip ho hiéu dugc nlu cau cia minh:
Khach hang sé quyét dinh tot hon khi ho hiéu ré nhu
cAu cia minh. Hay dit cau hdi xdc dinh nhu cau cua
khach hang trudc khi so sanh cic san phiam.

Gidp ho so sdnh cic sdn phidm dé gidm thiu si nhdm
Ifn: Tim hi€u vé san phdm cua ddi thu canh tranh.
Co thé giai thich duoc su khdc nhau vé dac tinh,
tien ich va diéu kién mua hang.

Ndi lgi cho khich hiang nghe vé cdc tién ich cia sin
phdm: Khi tém tit san phAim & cudi budi trinh bay,
ludn xac dinh 13 san pham s& dap tng cdc nhu cau
cu the cia khiach hang nhu thé nao.

“Thitong thdo thanh cong nho' vao viéc hiéu duvc bén
kia mudn gi va cho ho thdy cdch ho sé dat dugc mong
muén cia ho, trong khi ban van co duwgc thir minh
can.” Herb Colen '
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LAM VIEC TRUC TIEP VGI NGUGI RA QUYET
DINH, TRUC TIEP HOAC GIAN TIEP

Hay hinh dung tinh udng sau. Vao lan chao hang
cudi cung, sau khi ban hoan tat viéc trinh bay,
khich hang néi vai ban riang ho thich san phim cua
ban va mudn mua, nhung he phai xin phé duyét cua
cap trén. Vay ma khi ban gip lai ho mot tudn sau
dé thi ho cho ban bi€t tin budn: “Téi khong dugc
cap trén chap thuan vigéc nay.”

Ban khong mdt moi hang nay vi ban 1am gi sai, ma
bdi vi ban chua lam du nhing diéu can lam. Ban
khéng ban duoc hang do khach hang cua ban ciing
khong ban dudc hang (khéng thuyét phuc duge)
cho cdp trén giong nhu cich ma ban ban hang.
Trong moi tinh hudng, khi ban khong thé déi mat
vl nguol ¢ quyén dua ra quyét dinh sau ciing thi
ban sé thuong that bai do nguoi phdi néi chuyén vdi
ngudi c6 quyén quyét dinh khéng thé lam dugc
c6éng viéc cia ban; ho khong biét cach ban hang. Khi
khach hang noi ho sé trinh dé xuit cia ban cho ai
dé khac hodc cho mét ban nao dé thi qua trinh ban
hang da chpyé’n tir ban sang mot ngudi khac.

Néu khong thé tidp xuc truc tiép vdoi ngudi quyédt
dinh thi ban phdi hudn luyén cho nguoi dua tin,
nhan manh dén cac tién ich, d€ ho gitip xu 1y nhiing
thaic mdc cua khiach hang theo cich thuyét phuc
nhat. Ban va ngudi ban tiép xuc truc tiép phdi tap
trung vao nhing ciu hoi hoac nghi ngai cua ngudi
co quveén quvét dinh va chudn bi san nhing cau tra
1¢i hicu qua nhat.
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D¢ chic ring viéc ban hang khéng chi tuy thudc vao
kha ning trinh bay cda nguoi ma théng qua ho ban
chuyén giao théng diép, ban phdi cung cdp cho ho
cong cu ti€p can dé tranh that bai, ching han biéu
dd va tai lieu that dé hiéu vé san pham nham hé trg
cho phan trinh bay ctia ho. ‘

Né&u nhd ngudi ban tiép xtic chuyén ban dé xudt
thay vi phai trinh bay bang 101, phai ban thao ky véi:
ngudi nay cach thiic lam sao dé& dam bao ban dé
xudt nay lam duoc cong viec ban mudn la cung cip
mot théng diép ban hang thich hop. ‘

Dé ¢6 duoc két qua t6t nhat, nén:

Tiép xiic tric tiép voi ngudi cé quyén quyét dinh viéc
mua hang: Mot trong 10 1y do ngudi ban khong ban
ducoc hang la vi ho khong ti€p can truc ti€p véi
nguoi ra quyét dinh. Tim hiéu xem ai la ngudi co
quyén quyét dinh va néi chuyén véi ngudi nay.

Tim ra nhitng cdch sing tao dé tiép cin ngudi co
quyén quyét dinh: Ching han, nhd su hd trg cda cap
trén n€u ngudi c6 quyén quyét dinh cida khach hang
khéng chiu ti€p ban. Hodc mdi ngudi nay cung vdéi
mot s6- nhan vat quan trong khac dén du mot budi
tra mat dic biét sin phadm cda ban - luu y phai gai
thu moi chinh thiec.

Néu van khong c6 cich nao tiép cin dige ngudi cé
quyén quyét dinh thi phdi hudn luyén cho khdcl liang
dé ho trinh bay dé xuat cia ban: Gitip cho ngudi dua

tin bang nhiing tai lieu d¢ ho trinh bay sao cho cac
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tién ich san phim dugc chi trong, va nhing ciu hoi

dua ra déu dugc tra 13i mot cach hiéu qua.

“Néu ban mudn bdan duge hang thi phdi noi véi nguii

6 quyén mua hang. Néu khong la ban dang dam vao

I6p xe ctia chinh minh.” Robert Magnan

GIUP KHACH HANG MUA HANG MOT CACH

THONG MINH |

Né&u khach hang chua bao gio dit hang, ho c6 thé

khong biét: ‘

e Quy mo don dit hang

e Dong géi nhu th€ nao cho phu hop

e Phuong thic van chuyén tiét kiém nhat

e Qua trinh thich hgp cho viéc giao hang

e Nhiing diéu khodn mua hang c6 loi nhat

¢ Nhitng thoa thuin hgp dong c6 lgi nhit (mot
thang hay mot nam)

e C6 nén tra trudc h&t khong, tra khi nhan hang,
hay tra tiing phadn cho titng chuyé&n hang dén

e Neén mua thém bao nhiéu d€ bu lai thit thoat
phan traim do cdc quy trinh lién quan (san xuét,
van chuyén, thoi gian, vv..)

Cach diy nhiéu nim, mot ngudi chi mot cong ty
"san xudt nhd ké t6i nghe mot kinh nghiém mua
hang kho chiu ciia dng khi ong bat dau san xuat bat
16 x0 dung ngoai trdi cho ting trét. Ong gidi thich
véi ngudi ban hang ring ong khong biét gi vé viee
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mua vai bat va vai lam dai. Sau kh idong y mua
khoang 18 mét vai bat, diing s6 ong can dé& san xuat
6 mo hinh thit nghiém diu tién, 6ng dugc dua dén
nha kho dé& xem viéc do dac chinh xic theo don dat
hang. Khi 6ng tré vé va lam dugc cai bat thi nam
thi nhan thdy khong con du vai dé lam duoc cai thd
sdu nda. Khi dng goi cho ngudl ban hang hoi xem vi
sao nhu th€, ngudi ndy noi ring vai ban 1dy ra khoi
cudn sé bi co lai. Ong hoi tai sao ngudi ban khong
noéi trude diéu nay, anh ta tra 10i “Ong diu c6 hoi.”
Nguoi chi nay néi vdi toi rang doanh nghiep cua
6ng da phat trién manh hon nhiéu, nhung ong
khong bao gid mua vai bat cia cong ty d6 nua. o
Ban sé khong mat don hang dau tién khi khach
hang khong biét cich mua hang, nhung chdc chin sé
mat nhiing don hang sau vi ban khong xu ly thich
hop v&i van dé cén thiét ngay lan déu tién. :
Hay lam nhiing viéc sau d& gitip nhing khach hang
khong biét cach dat hang:

Qudn ly viéc bdn hang nhdm giip cho khdch hang
mua dugc hang: Cai phan qudn Iy viéc bin hang la d&
bido vé khach hang khoi nhiing sai lim trong mua
hang. Tra 151 trung thuc cac cau hoi va cung cap ca

nhiing thong tin khich hang cdn ma khéng hoi, dé
ho quyét dinh ding ddn viéc mua hang.

Thong bdo dﬁ}} du cho khdch hang kii ho dua ra quyét
dinh mua hang: N&u khach hang khong theo 106
khuvén cta ban khi mua hang va ban bict ho dang
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pham sai lam thi théng bdo cho ho bing vin ban dé
c6 bang chiing r:’mg ban da c6 gang 1am ding.

Sir dung cong cu phin tich khdch hang, gitip ho trdanh
digc sai lam: Ban s¢ ban duge hang nhiéu lan cho
cung mot khach hang bang cach gidp ho tranh duge
sai lam, vi th& hay tién hanh phan tich toan dién
khach hang. '

“Gidi phdp ciing thing co loi cho cd hai bén trong moi
tuong tdc gitta con ngudi voi nhan.” Todd King

NHAM PEN SU THOA MAN, TRUGC VA SAU
KHI BAN HANG

C6 veé 16-gic khi néi ring néu ban bian mot sian
phim t6t va khong lam dung khach hang vé mat gid
ca, s6 lugng hay nhdng didu khoan khéac, ban da
hoan thanh céng viéc ctia minh; sau dé trg di, néu
moi viéc khéng 6n thoa thi dé6 khéng phai la viéc
cia ban. Nghe c¢6 vé hop Iy ring néu ban di ban
sdn phim rdi ma né cdn yéu cdu nhan vién khic
cia cong ty phdi hd trg ky thuat hoidc ldp dat, dé
khong phai la vdn dé cia ban.

Nhung quan di€m nay la hop ly néu ban khéng
mudn ban cho khach hang d6 lai ldn nda va khong
mang gi dén viéc thj trudng co lai do nhitng khach
hang khong hai long sé néi véi ban be cia ho.
Nhing khich hang khéng hai long rat nguy hiém
cho deanh nghiép ciia ban. Téi da tiing nghe ho néi
nhiing cau nhu:
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* “Dudng nhu chang bao gi¢ toi thay cai may
nay hoat dong ké tu ngay t6i mua nd, vi the
chiing t6i chang them dung dén nia.”

o« “U, dang lé né phai chav ngon lanh, vay ma ai-
cing khong mudn xai no.” ‘

¢ “Vang, ching t6i dia mua dugc mot nam, vay ma
chiing t6i van dang phai hi huc d& b4t né phai
lam viéc cho chung t6i.”

e “Khéng, chung toi khéng su dung thiét bi dé.
Khi mua, chiing t6i nhan ra 1a phai diéu chinh
nhiéu méi xai dugc; ma ching t6i thi khong thé
lam nhu thé vao lic nay.”

Doi khi khach hang phai tri hoan viéc st dung san
pham cuia ban do ho khéng chuan bi ding cach dé
ti€p nhan sin phdm. Viéc nay c6 thé bao gdm da
thit tf tap hudn ngudi sit dung dén thuc hién nhing
thay d6i ddi véi méi truong lam viéc. Trong moét vai
truong hop, su chudn bj thich hgp dé si dung san
phdm méi can phai ¢é 1am tang chi phi hon gi4 mua
ban dau. Khi khich hang khéng hi€u nhing diéu
lién quan dén viéc st dung san phadm ciia ban nhu
thé nay, ho sé cdm thay ban lam cho ho khdn dén.

Ban sé khong ban dugc hang mot 1an nia cho cung
mot khach hang trong trudng hop nay va ¢a cho
nhting khach hang mdi bi¢t dugc khdch hang nay bj
déi xii té bac nhu thé¢ nao, trr khi ban lam theo
nhiing 1di khuyén sau: '
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Lam r6 sy thay d6i, viéc chudn bi va chi phi lién quan
trong viéc mua hang: Nén tinh ca &.,m mua ban dau,
~chi phi co ban cho viéc chuan bi, va nhing yéu cau

bao dudng cho san pham.
Ly

Lip ra mot ké hoach nhitng viéc ma khdch hang phdi
lam dé- st dung sin phdm: Nén thuc hién. cang don
gian cang tot, nhung ghi ré ting budc lien quan theo
that tu chinh xac.

Theo déi nhédm bdo ddm ring sin phdm digc sit dung
chinh xdc: Dam bdo ring cad hhan vién cua khach
hiang va nhan vién bdo tri cua cong ty ban déu lam
theo k& hoach cua ban. Khi moi viéc khong dién ra
ding ¥, hav nhap cudc va tim cich gidi quyét vin
dé. Quin Iy vi¢c bin hang d& ban khong bi roi vao
tinh hudng kho xu.

“Nghién ciiu cho thdy viéc yéu 16" lam cho khdch hnng
mua hang lgi la dich vy khdch hang chdt hing cao.’
Terry G. Vavra

BOI TRON QUA TRINH THUONG LUGNG

Mot s6 khach hang khong biét cich thuong lugng.
Didu nay xay ra chi khi khach hang khong quen VGi
viec mua sin phim cia ban hodc khong c¢6 kinh
nghiém mua hang. Ban nhan ra v an dé nay khi cudc
chao hang chim dut nga\ khi ban chao gid sdn
'pham Ho noi: “P4t qua” va két thic budi hop. Chi
mot phiit sau ban da & ngoai dudng va ~uy ‘nghi:

e Anh ta khong biét 1a minh ¢ thé nga gid, hoac
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‘e Anh ta khong biét Ia anh ta ¢6 the yeu cau minh
gmm gia theo s6 luong, hodc

e Co phéi anh ta khong biét 1a anh ta c6 thé hoi
minh: “Pé ¢d phai 1a gid tot nhat cia anh
khong?”, hoac

¢ (o6 phai anh ta khong biét 1a 1a anh ta ¢ thé hoi
minh: “Cé cich nao dé gid thip hon khong?”

Cau tra 13i cho tat ca nhing cau hoi nay 1a “Diing,

khach hang khong biét cich dat cau hoi, ban da bdo

cho anh ta mot va duy nhdt mot gia ban. Anh ta

khong biét ring ban c6 mot bang gia, gia chao va

gia chot. Anh ta khong biét quy luat cia cude song:
“Moi ngudi déu nga gia.”

That ra, néu ban ban san phﬁ‘rh cho ngudi thuong
ngd gid thi ban sé gip ric r6i néu bao gia trudc. Vi
gid do sé 1a difm khdi dau dé€ ho thuong luong va
cudi cing ban sé ban hang vdi gia thip hon miic
dinh ban hodc bi mat moéi hang do.

Khach hang vita hoi gia san pham, ban voi chuyén
sang ché do két thic viéc ban hang. Khich hang
dang noi vdi ban 14 ho muén mua sin phim cua
“ban va dang ¢d ging tim hidu gid ca dé lam dudc
viec do. Dat cau hoi dé€ thic day ti€p viéc ban hang.
Bit diu bZ’\ng, “Vi gia ca phu thudc nhiéu vao cic
bién s8, tdi co thé hoi anh mot vai ciu hoi dé gidp
anh mua duge gid tot nhat khong?” Rdi dat ciu hoi
deé dan dat khich hang thong qua quyét dinh mua
hang va gidp ban cé duge ciu tra 101 tot nhat lién
quan dén gia ca.

Thinh cong trong banhing | 105



Trude khi khach hang hoi gia, ban nén biét trude
sdn pham canh tranh nio ma trudc day ho ting
thiy. Néu ban biét rd cic dai thu canh tranh thi sé
bi¢t minh dang canh tranh véi gia nao.

Khi khich hang khong bict cich thuong lugng thi
lam nhu sau:

Gaip cho khdch hang tranh dua ra nlitng quyét dinl
mua hang sai lam: Ding gia dinh ho bidt cach
thuong luong. Tim hiéu bdi canh va kinh nghiém
mua hang ctia ho va gitip ho quyct dinh ding viec
mua hang.

Lam r6 quy trinh chao gid/ddt hing: Gitp cho khach
hang thuong lugng bang cach gidi thich 1a gia ca
thay doi theo nhing thay dgi vé thong s6 ky thuat
va s0 luong dat hang.

B6 qua nhitng lan bdn hang khong mang lai lgi nhudn:
Mot s6 khach hang khéng biét khi nao nén ngitng
thuong lugng. Ban c6 thé dua ra diéu kién t6t nhat
ma ho van doi thém. Muc tiéu ban hang 1a phai c6-
loi ~ khong thé ban hang & bat ky gia nao.

"Mot thitong litgng thanh cong la hai bén déu cam két
thire ién thod thudn ma ho da dat duoc.” Steven P.
Colen

CAC PHUONG PHAP THAT GUT

Vay la ban da that su thuc hién viée thit gut? Cac
phuong phip ¢6 th¢ khic nhau nhung cung chung
mdt muc tiéu va phai phtt hop vdi hoan canh cua
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khach hang: d6i tuong khich hang ban dang tiép va

‘tinh chat cua budi chao hang dang dién ra.

Co nhing phuong phdp nhu sau:

Dé nghij truc tiép: nén hoi thing thin: “Chiing ta
thong nhat nhé? Ong mudn dat bao nhidu hang?”
Khi nao bdt dau giao?” Hoac lien hé v6i mat tich
cuc cia cin can chao hang: “Khi nao ching ta cé
th¢ bit dau dp dung nhing cai thiéen via thao
luan?”

Yéu cau: v&i mot s6 khach hang, ban that su phai-
yéu cau ho cam két: “Hay thuc hién viéc nay nhé;
t0i s€ viét ra ban thod thuan va chic chin moi

”

viéc ...

Danh két qua ngay lap tiéc: phai dua ra Iy do dé
khach hang quyét dinh ngay bay git, khong dé
ho do du hay chin chu: “Néu éng déng y ngay
bdy gio thi t6i sé 1dp dit va van hanh may cho
ong vao cudi thing.” Nhing yéu t3 khic cé thé
st dung cho phuong phap thit giit nay la khoan
tai chinh gitip khich hang tiét kiém duoc, bio
hanh bd sung va nhing ngudi cu thé sé tham gia
(vao viéc bao tri).

That gut gay lo sg: phuong phiap nay nguoc véi
cai trén vi dua trén co sd “néu khong ... thi
khong”: “Néu 6ng khong thé quvét dinh ngay
hom nay thi s¢ khong kip thai han ong dé ra.”

Chon lya: cdi nay goi 1a ciu héi “ddng v hoac

ddéng v”: “Ba thich 20 hay 30 cdi? Ba ¢6 muén
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chiing toi chia ra giao hang va thanh todn lam hai
lin khong?” Néi cich khéac, bat ki chon lva nao
ctia khiach hang ban déu cé thé chdp nhan dugc.

e Tém tit: cich nav phi hop vdi nhing qua trinh
chao hang phtic tap. To nhing yéu t6 (hodc tién
ich) ma ban c6 thé tom tit lai va khing dinh
bing mot cdu don gidn: “Vay la san phim nay rat
dé 1dp dat va se hoat dong tot v&i nhing thist bi
hi¢én c6 cua Ong, va nhin vién ctia ong sé dé hoc
duoc cach van hanh. Chiing ta théa thuan nhé?”

e Gia dinh: af gia dinh riing khach hang sé dong y
va tiép tuc cudc doi thoai giong nhu su viéc da
ducc an bai: “Pugc, ¢6 vé ching ta da thong
nhat. Toi sé dién vao mdy cai giay to va to do
chiing ta sé trién khai.”

Khong cAn phii dp dung ky thuat qua phic tap
trong trudng hop sau: ban da thuc hién tot nhang
viec trudc do, thit git chi 1a mot chi tiét. Nhung,

luén phai thit gat va thit gat mdt cach ty tin va
tich cuc.
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HOAT DONG TIEP CAN
THEO PEN CUNG

Maét 56 hang hoa khi chao xong la khach hang dong
V va mua ngay, mot s6 khac phtc tap hon va doi hoi
nhing hanh dong va ky thuat b6 sung nham thoa
thuan viéc ban hang.

Muc tiéu chinh & day la dat digc thing lgi.

Sau khi thit git, khong nhin vién ban hang nao
danh duogc 100% su thod thuan. Néu khich hang
khong déng y thi phai hanh dong niia va c6 ging
ctiu van tinh hudng hodc bién mot tinh hudng tiéu
cyc trd thanh tich cuc. Khong phéi luc nao ciing lam
dugc viee nay nhung ci thém diém cdng vao nhing
thoa thuin kho dat duge va thanh cong cudi cung sé
mim cudi vdi ban. :
Nhitng ngui bdan hang thanh cong luon theo dudi bit
ki co hoi nao dé dat dugc két qua tich cde.

XU LY SU LUONG LU
Sau khi ban thit giit, mot s6 khach hang c6 thé dap
lai bing nhiing cau tra 15i do du: “Téi sé suy nghi vé
vin dé nay.” (tdc Ia ho khong néi rd “dugc” hoac
“khom, ). Ban sé lam gi? :
e Ludén ddng y: “Di nhién, diy la m()t quyé't
dinh quan trong va 6ng phai tin chic .
¢ Nhung hiy ki€m tra, hoi xem tai sao khach
hang can phai lam nhu vay: “Nhung ong noi
theé 1a vi Iy do gi a? Co chi tiét ndo ong con
vudng mac khong?”
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- Viéc nay cho phép ban tap trung vao bat kv van dé
nao duge néu len (“Um, toi nghi van dé chinh 1a ...")
va HEp tuc cude trao doi, sau do co the that gut 1an
nua.

Ky thugt nay thuong tdng ti 1¢ thanh cong mot cdch
ddnyg ké. ' '

KIEN TRI

Kién tri la ky thuat don gidn nhdt nham ting ti 1
thanlt cong. Mot s6 ngui chi bdn duvc hang don gidn
bang cich khong bao gior bo cujc.

2 R .
jch.\l I cao!
B SN s

KHO KHAN

Hoat dong ti€p cin cé thé rat kho khin mac du
thuiong chi 1a van dé tam 1. Ban bit dau vdi v dinh
tot nhung sau khi goi di¢n ba 1an mot tudn ma mai
lan goi ban déu duge ¢o thu ky tra 1oi: “Xin 16i. Ong
ay dang ban hop.” Thé 1a ban bdt diu suv dién. Ban
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hinh dung trong ddu hinh anh ngudi khach hang do
n6i: “Bao voi anh Lo toi khong co ¢ day.”

Nhan dang diuvc van de Ia thanh cong bidc dau cia
qud trinh klidc phuc. o

Nén nhd rang phdi nd luc trong giai doan nay. Di
nhién la ticp tuc hcp can dé& cudi cung ban bian cho.

dugc hang s¢ de hon hon 1a cho qua, tim Khdch hang
khae va bat diu qua trinh ban hang lai o dau.

Sie kién tri tao ra két qud cao hon va nhiéu két qud
hon. o _ '
NHUNG HUGNG DAN
Trong hoat dong tlcp can, ban nén
- . Xem 131 ngudi khiac néi chi co gia tri bé mat
e C6& ging va chip nhan thoi gian thich hop/co
thé dé lién lac lai

e Nén nhé khich hang khdong cin mua gip nhu
ban cin ban (diéu nay that su dung!)

e Gitr liéen lac (néu khach hang khong quan tam
chit nao dén san phim cua ban thi ho sé& thoi
khéng vién ly do nay no va s¢ noi thang cho ban
biét)

Hay nhd ban sé cé dugc mot s6 don dat hang dén boi

vi ban kién tri chin tiép xic vdi khdcl hang hon la doi

tnt cria ban.

Thaah cong Irong bin hing 111



THAY DOI PHUONG PHAP

Phuong phép trudc tién cho loai bo hoat dong tiép
can la dién thoai, vi ¢6 luc ban goi khong dung lic |
(khi dau o¢ cua khach hang dang ban ron vdi nhing
‘uu tién Lhac) - va .goi dién thoai thudng khong dé
lai &n tuong g ’

Vi thc hay thav: doi. phuong phap tiép can, chang

han:

o Viét mot 14 thu ngin

¢ Gui thong tin dén cho khich hang (trang béo gidi
thitu san phim, tai liéu cung cip thém chi tiét
san phﬁm)

e Gui fax (cich nay lam cho khach hang cim thiy
nén chi y sém dén van dé miac du gdi thu thi
gav an tuong t6t hon nhd vé chuyén nghiép khi
- dau thu dugc in mau va trinh bay trén gidy dep)

K&t hop nhung hinh thic giao ti€p nay voi dién

thoai khi can thiét: |

Cha y: Email (thu dién tu) ¢ thé dé dang hon (dic

biét d5i vé6i ban) nhung khdéng nén-xem la phuong -

tién 1y tudng duy nhit cho viéc giao tiép trong qua
trinh ti€p can khich hang. Hay nhd la chi mot dong
tic nhap chudt, thu cia ban cé thé bién mat khoi '
man hinh rit dé dang. '

DUY TRi KHACH HANG CU

Cé mot dicu ro rang 1a khach hang chi tiép tuc mua
hang cua ban khi ban lam cho ho nhd ban. Nhung tri
- nhé thi khong thé hoan toan tin ¢y duge. Hon mia,
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¢6 qué nhidu d6i thi canh tranh sdn sang lap nhing

chd trong ban bo 6.

Nguyén tic: Khong thé xem kinh doanh la cong viéc
lam c¢é thé tién hanh don gian va tay tién Sau khi
ban ¢d gidng xay dung nén ting, cd duoc don dat
hang dau tién va dap ung thanh cong - lam cho
khach hang rat hai long — sé rdt phi pham néu ban
khong budc ti€p trén su thanh cong do.
“Mudn tao ra co héi d¢ khach hang quay lai, ban
phai:

o Giirlién lgc

o Tim kiém va tao ra co hoi

o Duy tri cdc tiéu chudn chdt hiong va phuc vu.
PHAT TRIEN NHUNG KHACH HANG MOI
BAN HANG NHIEU LOAI
Nhidu céng ty c6 -hang loat sdn pham. Sé d¢ ban
dugc hang va két qua ban hang sé& cao hon lén néu
chao ban nhiéu san phdm/hang hod cho khach hang
~trong cung mot lic.

- Thanh tich bdn hang thit sy thuong bao ham khad ning
tdng doanh thu.

Mot cich miéu ta don gian 1a ban mat hang “nudc
tinh khiét dong chai va mdy lam néng lanh nudc
uong”. Khich.hang ghé vao mot cia hang mua nudc
sudi, nguoi ban hang (néu nhanh nhdau) s¢ noi: “Ong
mudén mua mav lam nong va lanh nudc udng nav
khong a?” ’
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Vi thé ban nén:

e Xem san pham cua ban ¢6 thé két hgp dugc san

pham nao

e Sif dung va gidi thieu maéi lien hé nav

e Ban hai (hodc nhiéu hon) sin phim ctung moét
ltiic, dé cai nay ho tro cho cdi kia.
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TO&M TAT VA DANH SACH KIEM TRA
NHUNG KY NANG HO TRG

Khong phai tu nhién ma ban dudc hang. Co hoi
thanh cong c6 the tang Ien thong qua cich thic ban

hang.

Coéng viée ban hang doi hoi phai lap k& hoach,
chuan bi va chu y dén chi tiét. N6 cing yéu cau su
dung v6 s& nhing k¥ nang va ky thuat phéi hap
v6&i nhau nhim tao ra mot phuong thuc tiép can 18y
khach hang lam trung tdm va mang tinh thuyct
phuc cao.

Ngoai nhiing kyj nang ban hang co ban, ching ta
con cAn thém bén ky nang hd tro sau:

1. Ky ndng vé con sé

Bai vi ban hang la 1am cho khach hang mua va tra
tién cho san phd&m ho mua - yé&u to tai chinh cua
viéc ban hang la rat quan trong. C6 the phdi tham
gia thuong lugng ma viéc nay yeéu cau mot loat ky

nang vugt qua cong viéc ban hang don thudn. Vi the
nhan vién ban hang phai c6 va thé hién duoc nang
luc lam viec v&i cdc con s6, khda nang tinh toan
doanh s6 va loi nhuan ti viéc ban hang.

2. Ky nang trinh bay

Nhidu tinh hudng ban hang khong chi doi hoi
nhiing k¥ nang si dung trong qua trinh ban hang,
ma con bao gdm nhiing kY nang trinh bay trong cac

budi 1& chinh thic.
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Thanh cong trong ban hang c6 thé tuy thuoc vao
kha nang thé hién su thuyét phuc va dang tin cay
trong cdc tinh hudng trang trong va tap thé, cung
nhu trong cac lan tep \tic véi rieng 1¢ vdi ting ca
nhin khach hang.

Theo quan diém cua khach hang, ky ning trinh bay
dugc xem 1a mét y¢u t& danh giad ba sung nhim can
do dong dém 161 chao hang. Nguoi ta khong noi:
“Thit 1a nhiing ¥ tuong tuyét diéu” khi viéc trinh
bav khong duoc tot 1dm.” Thay vi vay, ho noi:
“Trinh bay thit t&, t6i nghi nhiing y tudng nay
ching ¢6 gi hay ho ci.” Nghe that la phu phang

nhung ddy la su that ma ban phai chdp nhan.

&
.. Cac loi ich ’%
li;” ;" 5!

)

Nhimng nguoi thanh cong vun xdi cic kg ning trinh bay
od didm bdo rdng ho t6 ra thuyét phuc trong giao tiép
bricc icp gitin hai bén ciing nhui trong cdc budi chao hang.

3. Ky nang vié€t lach moét cach thuyét phuc

Nguvén tac vé trinh bay cing ap dung tuong tu &
div. Cang ngav nguoi ta cang lién lac vé vidc ban
hang b:ing van ban nhiéu hon: thu gidi thicu, thu

116G  Thanh cong trong ban hang



tham hoi va nhiing ban dé nghi duoc viét rat chi tét
— tAt ca déu quan trong.

Ngoai ra, néu di diu tu nhiéu thoi gian va cong stic
lam cho khdch hang thich san phim, mot bin d¢
nghi khong dugc chuan bi ¢ trinh do du dé day moi

viéc di xa hon thi nhing viéc da lam trudc dé xem
nhu bi bo phi.

Né&u phong cach ngoén ngid va noi dung co ban cua
tai litu khong lam cho ngudi ta hiéu dugc van dé
mot cich toan dién thi ban sé khé thanh cOng.

Vi th& khong nén dung 16i viét vin ciu ky, cing
nhic. Ban phai viét sao cho ré rang, dé hiéu va
thuyét phuc va ci theo phong cach dién dat nao thé
hién t6t nhat kha niang cia ban.

Luu §: Ngay ca trong giao ti€p it trang trong nhu

bang email, phai viét cho hay va trinh bay dep.

4. Ky niang quan ly khach hang

Ban hang khong phai la mot nhiém vu hodc mot

céng viéc ngan han va nhat thoi. Ban phai nghi dén

viéc lam dn v&i mdt khach hang trong mét thoi gian

dai, ¢6 khi nhidu tudn, nhidu thing hodc nhiéu nim.

Chinh vi thé, can phai chu ¥ dén nhiing quan hé lau

dai. Ban can phai suy nghi dén nhiing van dé sau:

o Tao ra mot quan hé thich hop (ma khach hang
cam thay né phu hop véi ho)
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* Quan ly duge qua trinh lam viéc lau dai (to phan
tich cu hoi dén thuong xuyén duy tri nhiing mai
liégn lac)

e Duy tri khach hang va long trung thanh cua ho

e Phit trién nhing quan hé méi nhim tang cuong
cd hdi ban hang trong tuong lai.

Néu viéc bin hang tao ra khdch hang, clit khong phdi
chi nhitug don dat hang, thi v¢ liu dai sé mang lai két
qud 151 hai. ‘

XEM KHACH HANG LA TRUNG TAM

Mot chu dé xuyén sudt trong cac ky thudt dugce ban
dén 1a sy tap trung vao khach hang. Cé thé duc két
nhu sau: ban hang tGt nhit phai dudge xem la mot
qua trinh giip khach hang mua hang. Hon nia,
khich hang rdt canh giic; ho khong mudn bi ép
budc hay thiic giuc. Ho xem ngudi ban hang nhu
mot cai ¢6i xay sian sang nghién nat ho.

N6i ngin gon, thanh cong dudc tao nén tit nhing

yéu td sauw:

e Hi¢u va lam cho khach hang biét ring ban hiéu
duoc ho

e Nhan dang va su dung thong tin vé& nhu ciu
khach hang

e Giao tiép vdi phuong cham cung cdp cho khach
hang thong tinho can chi khong phdi thaong tin

ban cd duoc
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Moi viéc lam déu thé hién tinh chdt cd nhan, dic

bi¢t phut hop voi t£1'11g khich hang.

NHUNG THOI QUEN MA KHACH HANG
KHONG THICH

Hidu dugc khach hang ciing c6 nghia la coi trong
nhing diéu ho khong thich va nhing cdi lam giam
di tinh thuyét phuc. Nhing diéu khach hang khong

thich bao gom:

Khong néi dén van dé trong tim ngay

Qua coc 16c

N6i nhiéu

ft dat cau héi

Khéng ling nghe

Khong chudn bi, hodc khong c6 vé dudc chuin bi
Ngat 10i-khach hang

Thi€u tu tin trong khi thuyé&t phuc

Gay ap luc vdi khach hang.

Hoac, bé ngoai 16i thoi, rén ri vé thi truong. va ...

van van va van van.
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Nhay cdm doi véi khdch hang la chia khéa dé bdn
hang thanh cong.

LINH DONG

Noi vé v nghia thi ban hang vtia la mf)t nght¢ thuat,
vira 1a mét khoa hoc. Hiéu duoe cic ky thuat, ¢
kinh nghiém va biét lip k€& hoach la rit t6t nhung
chua bio dim hoan toan su thanh cong. N6 ciing
khong bao ham khd ning mang lai k&t qua chic
chan trong qua trinh ban hang.

Néu ban sit dung mot pluong phdp 6 cdch gidi quyét

stt viéc mft cdach cimg nhdc, ban sé lam cho chinh

minh dé bi ton thiong.

Hay nhdg:

* Ban khong bao gid biét duoc khach hang sé phan
ting nhu thé nao

e (6 nhilng yéu t6 lap di lip lai trong c6ng viéc
ban hang nhung c¢6 thé c6 nhitng phan tng lam
ban bat ngd, mot van dé thudng xem la nhé lai
rit quan trong ddi véi khach hang hoic ho ¢6 thé
noi nhiing diéu trudc dé ban chua titng nghe.

Néu ban sdn sang doi mdt vdi nhimg diéu bt ngo,

trdanlt pluin img citng nhdc va t6 ra chin chin, luon

linh hoat va dé thich nghi thi chdc chin ban sé giy dn

tugng va dat dirge thanh cong.

MOT CONG THUC KY DIEU

Vav la rot cudc dda c6 mot cong thitc ky diéu dam

bio thanh cong trong cong viéc ban hang? Dang
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buon la khéng. Pon gian la ¢6 qua nhiéu bign s§ -
khéng phai chi vi‘ban chat khac nhau cta khach
hang ma con bdi ¢6 qua nhiéu chi tiét nén khong
thé lap thanh mot cong thitc nhu vay duoc.

Tuy nhién, tu phuong phap chung, ban c6 thé bam
vao nhing diém liet ke dudi day. Két hop tit ca
nhiing diém nay nhim tao ra cai céng thic ky diéu
do cho riéng ban.

Viy la ban da thdy cong viéc bdn hang khéng don

gidn cluit nao; ngugc lai né la mot cong viée mang

tinh that thdch lién tuc va la mot qud trinh mang lai
si hai long va phin thidng thing xuyén.

Thanh c6ng trong ban héng dudng nhu khéng dén
v0i nhiing ngudi c¢6 thién tu thuyét phuc bAm sinh
ma la v6i nhiing nguoi ¢6 nhiing diéu kién sau:

* Hiéu qua trinh ban hang va hi€u cach van hanh

* Hi€u tam ly khach hang va hiu cach ho quyét
dinh viéc mua hang

* Nghién ctiu, tap trung va st dung nhing ky
thuat ban hang khac nhau cho mmh va cho
khédch hang cia minh

e Diéu chinh phuong thuc ti€p can cda minh: to
chitc qua trinh ban hang theo cach t&t nhat cho
tiing khdch hang (khong phai véi khach hang
nao cang ¢6 mot cach trinh bay nhu nhau va
khéng nén hanh dong mot cach cing nhic ma
phai linh dong sao cho phti hop véi khich hang)
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e Hifu duvc ring bin hang la mét qua trinh ning
dong (cai thich hop cho mot khich hang hom nay
khong han da thich hop vao ngay mai) va vi thé
nén xem viéc diéu chinh phuong thic ticp can
cho phu hop 1 mét nhu cau thudng xuyén.

PHOI HGP MO1 YEU TO

Cach day nhi¢u nam, trong Giai Vo dich Quan vot
My, mot binh luan vién mé ta mot van dong vién
biing ciu noi: “Anh co rdt nhiéu tai, nhung anh ta
khong thé hien mot téng thé tot duge.”

T6i that kinh ngac khi thdy nhiéu ngudi ban hang
phai chiu dung van dé tuong tu: ho cé nhiéu tai va
lam viéc cham chi nhung khong tién bo duoc. be
thinh cong tron ban hang, ban khong nhing phai
lam ding viéc ma con phai lam ding lic - phai
“phéi hop moi yéu t6”.

Trbng vong 20 ndm qua, t6i da dat cdu hoi cho hang
ngan nha quan ly trong hau hét cac linh vu: nganb
nghé-, “Tai sao nhing ngudi ban hang trong nganh
cia anh khong thanh céng ¢ mitc mong inuén?” Di
cau tre’_A 161 ¢6 khdac nhau mot chi- do azc tinh cue
titng nganh, tit ci cic ly do dua ra déu gan nhu
nhau. Sau dav l[a nhing ciu trd 101 duoc sip xép
theo trinh tif cua qud trinh ban hanyg:

21 Ly do vi sao nguoi ban hang that bai
True kli chao hang, ho:
... khong ¢o muc tiéu chao hang

. chao hang khong diung Khdch hing
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... khong lap k& hoach

.. trédnh nhing khich hang khé ti€p can
. khong biét thong tin v& ddi thi canh tranh
. khong ti€p xiic khach hang thudng xuvén
. khong lam viéc toan thoi gian

Trong khi chao hang, ho:
. khéng tiép xtic véi ngudi cé quyén quyét dinh
. khong phat hién dugc nhu ciu cua khach hang
. gidi thidu san pham khong thich hop

. khéng su dung cic cong cu hd tro ban hang mot
cach hiéu qua

. khéng néi vé nhitng tién ich cia san pham

. khong d€ cho khach hang phan héi lai

- khong tra 16i dugc nhing cau hoi vé san pham
. khéng thé xit Iy nhiing 161 phan déi

khéng lam nhing viéc giip khach hang mua
héng

... khong véu cau dé& c6 dugc don dat hang
... khong dap ting lai nhﬁ'ng lin hiéu nu hang
Sau khi chao hang, ho:

. khong ghi chép hoac ghi chép so sai thong tin
" trong cudc chao hang '

... khong phan tich cudc chao hang
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... khong theo doi ti€p tuc

Hay tranh nhitng ly do thdt bai thong thudng trong
ban hang bing cach:

N6 ring bdn hang la qudn ly viéc mua hang: Muc
tic¢u hang ngay cua ban khéng nén la “ban cho dugc
ci gi do trong hom nay” ma la “gitip cho ai d6 mua
dugc gi do trong hom nay.”

Phan tich mbi cudc chao hang dé cdi thién cubc chao
hing tiép theo: 1.am nhu vay, ban sé c6 thé lap lai
thanh c6ng cia minh va tranh lap di lap lai nhing
diéu ngu ngdc.

Sit dung muc luidng dén bdn hang chuyén nghiép dé
bdn dioc nhiéu hang hon: Muc huéng dan ban hang
(6 phin tiép theo) sé gitip ban chi y dén nhiing
hanh dong chu chét sé dan dén thanh céng trong
ban hang. N6 sé giup ban trong sudt qua trinh
chudn bi va phan tich cudc chao hang - nhiing
thanh t3 chinh cho su chuyén nghiép va lién tuc cai
thién.

“Hdy cam két 1o LAM PUQC - Cdi thi¢n Lién tuc va
Khéng ngimg.” Anthony Robbins

MUC HUGNG DAN BAN HANG CHUYEN
NGHIEP: Tom tdt lai

Trudc khi chao hang

Hiéu ré san pham

e Bi&t r6 nhiing dac tinh cda sin pham
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Bigt r6 cac tién ich ciia mdi dic tinh, cho tinh
hudng cua khdch hang

Biét r6 tit ca cdc didu khoian mua hang (gia ca,
lich giao hang, diéu khoan trd cham)

Bit mat cling trinh bay dugc vé san pham

C6 thé trich din théng tin ti cic cong cu hd trg
bin hang mot cach dé dang.

Hi€u r6 san phdm cta ddi thi canh tranh

Biét r6 nhiing dac tinh cia san pham canh tranh

‘Bi€t ro cac tién ich cia mdi dic tinh cia san

pham canh tranh

Biét ré tit ca uu difm cuia tung dac tinh va tién
ich san phdm

Biet r6 gia ca va cac didu kién ban hang canh
tranh

Hi€u r6 khach hang

Biét 16 loai hinh kinh doanh ctia khich hang
Biét r6 tiem nang cua khach hang dé ban hang
Biét r6 lich si quan hé ciia ho vai céng ty ban

Biét rd lich su quan hé cia ho véi ban (hd so
khach hang)

Chuan bij tét

Dat ra muc ticu ban hang cu the cho ting khach
hang

Dat ra muc ti¢u cu thé cho ting 1an chao hang

Thanh cong trong ban hang | 125



Biét khach hang hiia sé lam gi trong lan tiép xuc
via roj

1.ap k& heach nhiing gi sé lam cho lan ti¢p xuc
sap tdi '

Mang theo tit ci cic cong cu hd trg ban hang
can thict

Kiém tra thiét bi dé chac 1a dang hoat dong tot
Coé thé vuot qua viée kiém tra sian pham miu
moét cach dé dang

Du bao ciac mdi quan tim cia khdch hang

Biét ro sé ndi gi dé tao uy tin

Biét ro sé dat ciu hoi thit git nhu the nao

Ki€m tra hinh anh ca nhin cua ban

Gi¥ vé sinh t6t — than thé, hdi thd, ring, mong
tay, méng chan

An mac lich thiép - sach s&, gon gang, thich hop
v&i moi trudng cua khach hang

Trong kiii chao hang

Tao dung long tin v&i moi ngudl ma ban ti€p xuc
The hién sy quan tdm khi khach hang noi

Duy tri tiép xtic bing mat

Nhan dang bat kv tiém nang canh tranh nao

Hoi xem khach hang da lam vi¢c ho hua tu lan

ticp xuc trude chua
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Nhu cau

e Tim hiéu nhting vdn dé, nhu cAu, mong mudn
cda khach hang

*  Xdc dinh nguoi ¢6 quyén quyét dinh

Trinh bay

Xac dinh nhiing tién ich lién quan dén nhu cau
cua khach hang

Xdc dinh cac dic tinh hd trg. cho nhiing tién ich
Dua ra bing chiing néu cin

Dam bao khich hang higu diéu ban noéi

Hoi xem nhiing tién ich cia ban ¢6 thod man
dugc nhiing nhu cau dugc xic dinh khong?

Néi sao cho khdch hang hiéu r6 16i ctia ban

Trinh bay theo thu tu 16-gic

Tranh ngdt 1di khach hang

Dat cdu héi xong nén cho khach hang tra 1oi
Thuyét minh mach lac vé san pham

Duy tri tiep xiic bang mit khi si dung cac cong.
cu ho tro ban hang

Pat cdu hdi cu thé néu nhan xét cia khach hang
qua mo hd

That gt

Tom tat cac tién ich san pham, néu can
D¢ nghi khich hang hanh dong
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e Lam theo nhiing budc di hudng dan néu khdch
hang dé cap dén nhiing nghi van cia ho

¢ D& nghi mot thoi han cu thé khach hang phai
lam{iec gi d6 sau khi ban roi di

Sau khi chao hang, ho:

¢ Kiém tra hanh dong sau dé cuia khédch hang

e DPhan tich cudc chao hang dé biét ban lam tGt
diém nao

e Phan tich cudc chao hang dé bidt diém nao ban
c6 thé 1am tot hon

e Ghi lai nhitng gi hoc duoc tit cudc chao hang nay:
sé gitip ban trong tuong lai

e Quyét dinh xem ban co6 nén chao hang lai véi
khach hang nao dé khong ‘

o Cap nhat hd so khach hang

“Thiic t6 1a néu ban ¢ dich vy t6t nhdt trén thé” gidi ma
lgi khéng ban hang hiéu qud thi ban s¢ cd ngay cang it
kliich hiang hon dé phuc vu.”

“Phén Hui vi, va kho nhdt ciia cong viéc bin hang la ban
khong kiém sodt duge khdch hang. Bi quyét dé¢ tang
cuong dnh In@ng cida ban 13 trdnlt caclh nhin “hg chong
lai t6i”, ma phdi hi¢u rdng ban va khdich hang 0 cing
mot phia, ban dang giip ho mua hang.”

LOT KET

Mac du ban hét stic vui mung khi nghe khich hang

noi “Dong v nhung hav nho rang:
< - L . C
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o Thanh cOng trong ban hang khong, phdi la van dé
may rii (mdc du ban ¢6 thé cho dé la ly do ma d01
tht ctia ban da thanh cOng!)

e Ngudi bin hang 401 nhat 12 ngudi lam v1ec ding
phu’(iné phap va mang lai thanh cong. cho mmh

- Tom lai, néu ¢Ong viée bdn hang qua de thl con gi la

thi vi, » -

H{Jp (I(’)Vl’g
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