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PHAN 1: BAN CHAT CUA BAN HANG

1.1 Khai quat vé ban hang

Marketing va ban hang 14 hai khai niém khong mau thuin nhau, ching hd tro cho
nhau. Ban hang 12 mot ciu phan rat quan trong cia hoat dong Marketing. Marketing
khong thay thé duoc ban hang ma chi 1am thay d6i va hd trg, tao diéu kién cho cach
thitc ban hang. Ban hang 13 mot trong nhimg yéu t6 cua truyén théng marketing
(quang cdo, xuc tién ban hang, quan hé cong chiing, ban hang ca nhan, marketing truc
tiép, internet marketing).

Ngay nay trong bdi canh ctia sy canh tranh manh mé, cung luén ludn vuot qua
cau, va tinh trang nay dan dén viéc dich chuyén triét 1y vé tiép thi: “Hiy san xuat
nhirng cai ma chung ta ¢ thé ban, chir khong ban nhiing cai chiing ta c6 thé san xuat”.
Sy thay doi vé phan phdi cung véi su canh tranh ngdy cang ting da 1am thay doi vai
tro cia ban hang, va ban hang di trd thanh mot bo phan rat quan trong cua cac hoat
dong marketing ctia doanh nghiép. Dé 1am duoc diéu nay, cic doanh nghiép phai tranh
dugc hai thai cyc: mot 13, coi nhe tdm quan trong cia cac hoat dong ban hang trong
hoat dong Marketing, hai 1a qua coi trong va tin tuéng vao ban hang.

Ban hang 14 ciu ndi gira doanh nghiép va thi truong. Ban hang duoc dinh nghia
la viéc tié}) xuc mang tinh ca nhdn voi mot hogc mot vai nguoi nham ban duoc
hang.(Ronald B.Marks, 1997)

James M.Comer dinh nghia rang ban hang la mét qud trinh (mang tinh cd nhdn)
trong d6 nguoi ban tim hiéu, khdm phd, goi tao va ddp iing nhitng nhu cau hay wéc
muon cia ngwoi mua dé dap g quyén loi théa ddng, lau dai ciia hai bén.

Nhu vy, ban hang 1a mot chudi cac hoat dong va quan h¢, 1a qua trinh nhan
vién ban hang tu van, hd tro, huéng dan khach hang phat trién va dua ra quyét dinh
mua hang cta ho. Nhu vy, c6 thé thiy ban hang 14 qua trinh trao ddi giita nguoi ban
va ngudi mua, 1a viéc nhan vién ban hang tim hiéu va théa min nhu cau cua khach
hang, bén canh d6 xdy dung mbi quan hé lau dai cing co loi giita doanh nghiép va
khach hang.

Duéi day 1a sy so sanh gitra mo hinh ban hang theo kiéu cii va md hinh ban hang

hién dai/tu van



Béng so sanh giira ban hang kiéu cii va ban hang tu van

Bén hang truyén thong

Ban hang hién dai/ban hang tu van

Méi quan hé ngudi ban, nguoi mua:
thang -thua

Mo6i quan hé nguoi ban, ngudi mua:
thiang —thang; khach hang 13 dbi tac, hai

bén déu co loi

Nguoi ban hang gioi 1a ngudi c6 thé
phan bac duoc moi y kién phan d6i cua

khach hang

Nguodi ban hang giéi 1a ngudi tim ra
dugc giai phap ddi véi cac v kién phan

d6i cua khach hang

Chi tap trung vao ban chét cta san pham

Tap trung vao cung cap giai phap nham

giai quyét van dé cho khach hang

Ban hang chi don thuan 1a ban bang

dugc san pham

Ban hang 13 hd tro khach hang ra quyét
dinh

Bén duoc san pham 1a hoan thanh viéc
ban hang

Ban duoc san pham khong co nghia 13
két thiic ban hang: tiép tuc tu van, hd trg
khach hang khi can

Ep khéch hang

Tim hiéu nhu cau cua khach hang, lang

nghe va quan tam tdi khach hang

Gi4 tri chinh 14 gid ban

Bén canh gid ban con bao gom cac gia

tri phi tai chinh

Thé manh canh tranh cta doanh nghiép

dugc dé cap o khia canh hitu hinh

Thé manh canh tranh ctia doanh nghiép
duoc dé cap ca trén phuong dién hiru
hinh va vo hinh

Rét it hoat dong hd trg cho ngudi mua

B0 sung nhiéu dich vu gia tri gia ting
cho san phém/dich vu nhu tro giup, dao

tao, cu chuyén gia toi tu van, v.v

Nguoi ban hang 1a nguoi duy nhat tiép

xuc voi khach hang

Khach hang c6 thé tiép xuc véi bat ky ai
trong doanh nghi¢p ma ho mua san
pham/dich vy

Tap trung yéu ciu ngudi ban hang c6
thém dugc khach hang mdéi

Bén canh viéc tim khach hang moi,
doanh nghiép con yéu cau ngudi ban
hang gitt khach hang, ting luong mua
hang tir nhitng khach hang nay

Trudc day, ban hang thuong mang tinh thy dong, khong co chién lugc lau dai,

thiic ép khach hang. Ban hang hién nay theo xu huéng tu van, nguoi ban hang khong




con ma thay thé vao d6 1a ngudi tr van dai han. Diéu nay thé hién trong céach tiép can
khach hang, khach hang 1a thuong dé, ludn dap tng nhu cu cia khach hang, ban cai
ma khach hang can, huéng din trg gitp cho khach hang, ludn ling nghe, quan sat
khach hang, va muc tiéu cudi cung la c6 dugc loi nhuan dua trén sy xay dung mbi
quan hé lau dai gitta khach hang va doanh nghiép.

1.2 Vai tro cia ban hang

Déi véi nén kinh té

- Néu hang hoa khong duoc ban ra, n6 sé ton tai trong kho va diéu nay sé nhanh
chong dan téi sy that nghiép. Nguoc lai, néu hang hoa duoc ban ra, nhung ngudi ban
hang lai khéng c6 kha nang ban hang mot cach hiéu qua thi ciing tao ra hiéu ung
nguoc dbi véi nén kinh té. C6 nguoi da noi rang, van dé kinh té khong phai & van dé
vé san xudt hang héa ma 1a ¢ van dé phan phdi, ban hang hoa.

- Ban hang tao ra céc tién ich théa man nhu cau cta khich hang: viéc ban hang
ca nhan (truc tiép) tao ra 3 ti¢n ich, do 1a thoi gian, so hitu, dia diém (noi mua). Vi du,
khach hang dy dinh mua mot chiéc xe 6 t6 Nhat va khach hang ndy can ngay trong
thang sau, tuy nhién thoi gian dé chiéc xe d6 nhap vé mat it nhat 6 thang, vy nguoi
khach hang liéu c6 quan tam nita khong?

- Ban hang 1am ting tong cau: viéc ban hang ding thoi han, noi mua thuén tién,
v.v s€ lam tang nhu cau vé hang hoa va dich vu. biéu nay mang lai 1¢1 ich cho xa hoi:
Sb lwong that nghiép giam xudng, nhiéu ngudi c6 co hoi viée lam; nhu cu ting 1én
lam cho luwong hang tiéu thu tang 1én, chi phi trén mot don vi san pham giam xuéng,
nhu vy san pham c6 thé dugc ban véi gia ré hon.

- Ban hang tac dong t6i viéc giam lam phat: viéc ngudi ban hang cung cap thong
tin, tip trung tim cach giai quyét van dé ctia nguoi mua, dua ra nhitng loi ich cua san
pham s& giup ngudi mua trd chi tiéu théng minh hon va hiéu qua hon. Sy canh tranh
gitra cadc doanh nghiép tang 1én s& lam gitp cho viéc giam gia.

- Ban hang tao nén sy thay doi: khi ban hang, nguoi ban hang s& néu 1én nhiing
céch hiéu qua ma san pham dem lai loi ich cho khach hang, diéu nay lam thay doi théi
quen cua khach hang. Khong c6 nguoi ban hang, su sang tao trong xa hoi sé gidm
xudng.

Poi véi doanh nghiép

Trong hoat dong marketing, ban hang 1a mot trong nhiing ciu phan cia truyén
thong marketing (mot trong cic cong cu cua marketing hon hop). Ban hang 1a kénh
truyén thong ca nhan, con cac cong cu khac 1 cong cu truyén thong phi c4 nhan. Béan
hang linh hoat hon so vé&i cong cu khac clia marketing hdn hop trong viée truyén thong

diép dén nhom khach hang cy thé. Ngudi ban hang gip truc tiép khach hang, do vay



ho c6 thé nim bt nhu ciu cia khach hang, c6 thé giai thich rd rang, chi tiét vé& san
pham, nim bét duoc thong tin phan hodi cua khach hang thong qua nhitng phan tGng
ngdn ngtr va phi ngdn ngit cua ho.

Nguoi ban hang 1a dai dién cho doanh nghiép. Nhan vién ban hang 13 ngudi dau
tién ma khach hang tiép xuc. An tuong cua khach hang vé doanh nghiép déu bit ngudn
tir 4n twong vé nhan vién ban hang. Ngudi ban hang chinh 13 hinh anh cia doanh
nghiép.

1.3 Céc hoc thuyét vé ban hang

Hoc thuyét vé kich thich - phan xa

Pay 13 mot hoc thuyét dyoc wa chudng nhét trong ban hang truc tiép. Phuong
phap ban hang dya vao cic phan xa c6 diéu kién hodc vao phan trinh bay dugc chuin
bi trudc c6 thé rat co hidu qua. Co sd cua hoc thuyét ndy 13 nhan vién ban hang nén
no6i nhimg diéu dung dan véi nhitng trinh ty dung dan dé kich thich nhu cau va uédc
mudn cta khach hang. Phuong phap niy c6 thé cd ich trong tinh hudng khi ma qua
trinh ban hang rat don gian va rd rang, két qua 13 ban dwoc hang hodc khong, khi ma
san pham c6 gia thip va khi ma thoi gian dé mua hang bi han ché.

Cong thirc AIDAS

Cong thirc AIDAS duogc st dung dé giai thich qua trinh truyén théng dya trén
hoc thuyét vé trang thai cta tinh thin. Cong thirc nay c6 nhitng gia tri nhat dinh, dic

biét 1a khi chung ta gan nd véi cac bude trong qua trinh ban hang.

j, ANH HUONG THEO CAC BUOC TRONG QUA TRINH
THANG BAC BAN HANG
A ] Su chu y (Attention) Thu xép cudc gip
| | M6i quan tam (Interest) Khuiy dong modi quan tim
D VU’c’rc mubn (Desire) Tao ra sy ua thich / dé xuét cu thé
A | Hanh dong (Action) Két thuc ban hang
S YThoél man (Satisfaction) Duy tri mdi quan hé

C6 rat nhiéu nha nghién ctru da chimg minh rang trong rat nhiéu tinh huéng,
cac trinh ty ndy c6 thé khong duge duy tri ding nhu vay, hodc trinh ty cac bude 1a
khong thé du doan dugce. Rackham (1987) da nghién ctru rat nhiéu cac tinh huéng ban
hang va cho rang trong cac tinh huéng ban sé lugng hang 16n, trinh ty nay c6 thé la
khong hoan toan thich hop.



Mo hinh nay gitip ching ta trong viéc hiéu biét nhung né khéng phai 1a dic
trung dbi v6i hau hét cac tinh hudng ban hang. S& rat kho khin cho ngudi mua dé dua
ra bat ky su cam két ndo nham mua san phAm ma ho chua tirng nghe tén, hodc ciia mot
nhan vién ban hang ma ho khong biét; hodc ho chua dung bao gid cia mot cong ty.
Tuy nhién, d6i v6i khach hang 13 t6 chire thi hau hét tinh hudng ban hang duoc dién ra
gifta nhitng ngudi ma ho biét nhau kha rd va nhitng ngudi di quen thudc véi san pham
hozc dich vu. Chinh vi vy, cac hinh thirc ban hang, can phai duoc sira d6i dé phu hop
v6i nguoi mua va viée ban hang. Ban hang 13 viéc giai quyét van dé cia khach hang
chtr khong phai thuan tuy 1 ban cac san pham ma ngudi ban hang co trong tay.

Hoc thuyét vé giai quyét van dé
Sw twong dong giita ngwoi ban va ngwoi mua

Nguoi ban hang hiéu rd dwoc ban chit cua giao tiép gitta nguoi ban va ngudi
mua s& gitp cho viéc ban hang dat hiéu qua cao. Anh hudng ciia ngudn, cac dic tinh
clia ca nhan va stc khoé va rat nhiéu yéu to bén ngoai khac s& tac dong dén ban hang.
Nguoi ta dd phat hién ra rang trong cac tinh hudng ban 1é sy twong dong giira nguoi
ban va ngudi mua c6 anh hudng dén sy thanh cong trong ban hang nhiéu hon 14 danh
tiéng cta nguoi ban hang.

Sw khdc nhau gitta ban hang diea trén phdn irng cé diéu kién va duwa trén sy phan iing
cua khdch hang

Ban hang nén duoc coi 1a viéc giai quyét vin dé cua khach hang chtr khong
phai 13 thuan tuy ban cac san pham sin c6. Cach tiép can tét nhat d6i v6i bat ky mot
ngudi ban hang nao 1a danh gia ban chit vin dé ciia khach hang. Viéc nay ciing gidng
nhu 14 céng ty can phai tién hanh cac nghién ctu tiép thi dé danh gia thi truong va cac
san pham mé&i. Poi voi cac san pham co gia tri thip va va viéc mua hang mang it rui
ro thi viéc ban hang theo phuong phap truyén théng c6 thé dugc sir dung. Déi véi hau
hét cac t6 chire di mua hang thi that bai trong viéc danh gia nhu cu cta ban than ho s&
dan dén viéc phai tra gid, nhicu khi 1a rat 16n. Vi vay cac ky thuat ban hang can phai
duoc dua trén co s¢ cac phan tng ctua khach hang chtr khong phai 1a cac phan ung co
diéu kién.

Céc phan xa c6 diéu kién duoc tao ra khi nguoi ban hang di dugc dao tao trude
dé ung xir v6i cac van dé va cac phan ddi cua khach hang d6i voi viéc mua hang. Céc
cau chuyén vé ban hang 1a gidng nhau, cac cau tra 15i ddi v6i cac cau hoi cua khach
hang déu dugc biét tir trude va déu duge dua ra truc tiép, su tu tin cua khach hang
ngay cang tang khi ho biét 1a nhiing khach hang khac ciing dua ra cac cAu héi twong
tu. Nhung k¥ thuat nay c6 loi nhiéu hon d6i v6i ngudi ban hang va cong ty. San pham

cua cong ty duoc cing co boi nguoi ban hang, cac thong tin doi voi cac khach hang



khac nhau déu tuong tu nhu nhau nhung cong ty c6 thé lira chon mot phan hodc tit ca
dé nguoi ban hang cung cip cho khach hang. Pao tao vé ban hang sé& dién ra rat nhanh,
cac thong tin phan hoi tir ban hang thudng dé cip dén cac van dé cu thé nhiéu hon 1a
cac van dé chung. Tuy nhién k¥ thuat nay c6 thé khong tao ra dong luc ddi véi ngudi
ban hang néu ho khéng c6 quyén dé dap tng cac yéu cau khac nhau cta khach hang,
khong c6 quyén dé sang tao va da dang hoa cac hinh thirc ban hang. Mot nhuoc diém
khac 1a khach hang c6 thé bi thuyét phuc va rit 4n twong véi phan trinh bay cua ngudi
ban hang nhung sau d6, khi ngudi ban hang di khoi, ho ¢6 thé xoa bo don dit hang va
¢6 thé c6 mot s phan tng tiéu cyc.

Céc tinh hudng ban hang nhin chung 13 khong bao gio gibng nhau. Ky thuat
ban hang phai dya trén cac phan tmg ctia khach hang. Pé 1am duoc viée dé thi ngudi
ban hang phai xac dinh duoc cac vin dé va cac phan dbi cua khach hang dé co duoc
nhitng phan xa thich hop . Viéc nay ro rang 1a doi héi nhiéu hon vé cac k¥ ning dé
nhan biét, hiéu va phan xa véi timg khach hang va nhu vdy yéu cau dao tao khong chi
vé kién thirc san pham/ thi trudng va céng ty ma con cac phan xa vé hanh vi nira. Dbi
v6i nguoi ban hang thi rd rang 1 c6 thach thirc nhiéu hon nhung hiéu qua cao hon vi
n6 lam cho khach hang thoa man hon. Tuy nhién, mot sé kho khan xuat hién chang
han nhu s& rat khé khin dé dao tao vé k¥ niang giao tiép, thoi gian dao tao s& dai hon
va tén kém hon. Mot s6 van dé& xuat hién nhung ngudi ban hang khong biét cach tra
10i. Su thanh cong ciia ban hang phu thudc rat 16n vao kha ning cia nguoi ban hang
trong viéc nghién ctru nhu cau ctia khach hang, danh gia cac van dé cua khach hang va
phan xa mot cach thich hop.

Bén canh cong thirc AIDAS, mot cong thure khac cling dugc ap dung trong ban
hang 1a cong thirc Pic tinh, Uu diém va Loi ich. Cong thirc ndy cho thiy tim quan
trong cua viéc nhan biét vé khach hang tiém nang, nhan thuc vé nhu cau cua khach

hang. Cong thirc nay dugc thé hién trong so d6 SPIN nhur sau:



S Cau héi, V€ | Lam cho nguoi
(Situation) tinh huéng | mua biéu 16
A 4
P Cau hoi vé Nhu cau ngam
(Problem) van dé dinh
Puoc xac
dinh 6 hon
| Cauhoi |  boi ]
(Implication) ngamdinh | ~
Lam cho nguoi mua
nhan ro van dé hon
A 4
N Cau héi vé | Nhu cau cu thé
(Needs) nhu cau
Cho phép nguoi
nguoi ban noi vé
Loi ich < y

1.4 Céac phwong thirc ban hang

1.4.1 Bdn truc tiép

Ban hang truec tiép cho ngudi tiéu dung

Nguoi ban hang st dung cac bai trinh bay chuén bj tir trudc va cac ky thuat vé
phan xa c6 diéu kién dé ban hang. Ho thudng c6 thu nhép lién quan tryc tiép dén cong
viéc ban hang va kha ning cta ho, hoa hong thuong duoc ap dung dbi v6i ngudi ban
hang nay. C6 rat nhiéu ¥ kién d6i v&i nhitng yéu t6 tao ra sy thanh cong ciia hinh thirc
ban hang nay. N6 thuong duge hinh thanh do viéc quan sat ngudi ban hang truc tiép
thuc hi¢n cong viéc. Nhiing ngudi ban hang nay la ngudi hudng ngoai, thich giao luu
va gip g& moi ngudi, thich nhitng thir thach trong ban hang va c6 kha ning thuyét
phuc tot.

Ban hang truec tiép cho khach hang cong nghiép

Su khac biét so v6i hinh thirc ban hang trén 1a qui mo va gia tri ctia hgp dong
mua hang 16n hon, thoi gian dam phan, ban chat mang tinh to chic cua quyét dinh
mua hang va viéc sir dung cic san pham dugc mua. Hinh thirc nay thuong duogc st

dung cho cic san pham cong nghiép (céng cu, nguyén liéu, v.v). Cac k¥ ning dam



phan va k¥ thuat cung véi su kién tri 1a rt can thiét. Viéc liét ké ddy du cac yéu cau
d6i voi nguoi ban hang s& tré nén khé khin béi vi né phu thude vao cac loai san pham.
Trong khi ngudi ban hang truc tiép cho ngudi tiéu dung phai hoc cach thirc “ban hang
nhu thé nao” thi ngudi ban hang cong nghiép truc tiép con phai hoc “dam phan nhu
thé nao”.

B4n hang truec tiép cho cac to chire ciia chinh phii

Hinh thtrc ndy c6 mot sé diém twong tu so v6i hinh thirc trén nhung c6 mot sd
khac biét trong qua trinh mua hang va cach thirc diéu hanh coéng viéc. Hinh thic nay
doi hoi nguoi ban hang trong qué trinh dau thau phai ¢ cach nhin nhan vé tinh phirc
tap ctua td chirc va cac dic diém ca nhéan cia nguoi mua. Mot s6 vi du thudc loai nay
la viéc mua hang cua cac co quan cua chinh phu tai trung uvong va dia phuong, cac
bénh vién, cac truong hoc. Céc to churc nay c6 nhirng sy khac nhau vé trinh tu va td
chirc mua hang va doi hoi nhitng cach thuc tiép can khac nhau va déi khi duy nhat.
Dbi véi ngudi ban hang, cong viée ciia ho lién quan dén cong viée tim hiéu céc qui
dinh, cac tha tuc giam sat chat luong , cac yéu ciu dbi véi cac nha cung vng cua cac
t6 chirc ndy va nhitng diéu lién quan khac

1.4.2 Bdn hang gidn tiép

Ban hang gian tiép cho ngudi tiéu dung

Day 1a mot trong cac hinh thirc phd bién ciia ban hang trong d6 nguoi ban hang

sir dung nhitng ngudi ban 1é dé ban hang cua ho. Ho thudng goi dén nhimng ngudi ban
1¢ va thuc hién rat nhiéu cac cong viéc khac nhau bén canh viéc ky két cac hop dong
ban hang. Cac vi du rat da dang, chﬁng han nhu ban bot giat, dau g01 dau. Viéc ban
hang thong thuong 13 mang tinh lap lai d6i v6i cac quan hé di dpoc thiét 1ap. Nguoi
ban hang phai hiéu dugc nhu ciu ctia khach hang va nhin manh vao viéc du trit thich
hop sb luong san pham, gitp d& ngudi ban 1€ trong viée trung bay ctra hang, khuyéch
truong cc chuong trinh quang céo cua cong ty v.v. Nhiing cong viéc niy rat phi hop
v6i nhan vién tré, nhitng ngudi tim kiém sy thanh dat va coi cong viée cua ho 1a budc
di dau tién trong budc dudng tré thanh ngudi quan 1y cia ho. Nhitng ngudi niy hoc rat
nhanh vé cong vigce, vé vi tri canh tranh cua cong ty trén thi truong, vé san phém va vé
cach thuc nguoi ban 1¢ hoat dong. D6 thuc sy 1a mot mdi truong dao tao 1y tuong cho
cac vi tri quan 1y trong tuong lai.

Ban hang gian tiép cho khach hang cong nghiép

Cong viéc ctia nhan vién ban hang cong nghiép gian tiép c6 nhidu diém tuong

d6ng hon voi ban hang tiéu dung gian tiép so véi cac hinh thirc khac cta ban hang
cong nghiép. Hau hét cac hoat dong nay lién quan dén hd tro cac nha phan phdi va ban

hang. Trong khi cac diém ban hang ciia cong ty khong thuc sy quan trong va tham chi



khong tdn tai thi cac quan hé cung cong tac duogc tdn tai dudi nhiéu hinh thtc khéc
nhau. Chiang han, nhan vién ban vat liéu xay dung 1am viéc cing véi va thong qua nha
dai 1y vat liéu xay dung d6i v6i ting hop ddng cu thé. Trong khi cac k§ ning doi hoi
d6i v6i nguoi ban hang sé& tap trung vao kién thuc vé san pham va viéc tmg dung vao
san pham nhung muc tiéu chil yéu cua ngudi ban hang lai 1a duy tri cic hé théng hién
tai, cting ¢ viéc ky gui hang hod dén cac dai 1y, khuyéch trurong cac yéu té dich vu
clia cong viée ban hang khi ma cac yéu td khac cuia marketing hdn hop (san pham, gia
ca va phan phdi) 1a twong dbi cd dinh hodc nhu nhau gitta cac nha cung mg canh
tranh.
Ban hang qua dién thoai

Chi phi ngay cang cao cta ban hang di dan dén viéc can nhic nghiém tic vé
van dé nay. Li¢u réng cudc goi dién thoai la can thiét? Liéu réng cudc goi dién thoai c6
dem lai loi ich cho khach hang khéng? St dung dién thoai trong ban hang khong thé
thue su thay thé dugc su tiép xuc truc tiép v6i khach hang nhung c6 thé 1a mot cach
hd tro c6 hiéu qua.

Ban khong thé giai quyét voi cac cau hoi vé tién do ciia mot don dat hang nao
d6 néu hé théng thong tin nd1 bo khong duoc td chirc mét cach thich hop. Vi vay cac
nha quan 1y phai dat cadc muyc ti€u rd rang cho cac hoat dong hd tro st dung di¢n thoai:
thém nhén vién, do tao thich hop hoic thiét 14p cac chuong trinh ¢ y nghia.

Ngoai ra, con c6 cac hinh thic ban hang khac nhu ban hang theo nhom, ban
hang qudc té, ban hang qua dai Iy. Mdi hinh thirc ban hang bao gdm uu diém va nhiing
han ché. S& khong c6 mot 1y thuyét vé& ban hang nao cé thé ing dung duoc trong tit ca
cac tinh hudng ban hang. Ching ta can phai c6 sy can nhic can than dé thay d6i cho
pht hop véi cac tinh hudng vé san phim, cong ty va thi truong. Chinh nhing yéu t6
nay tao ra su duy nhét anh huéng dén médi quan hé trong ban hang.

Bén canh do6, khi ban hang, cdc nhan vién ban hang noi riéng va cac nha quan
ly néi chung nén chi y t6i qui tic Pareto 80%: doanh sd c6 dugc 1a nhd 20% s6
khach hang dem lai lgi nhuan cao cho doanh nghiép. Piéu nay da ching to nhiing
khach hang quan trong can phai duoc luu y dic biét.

1.5 Vai tro cia nha quan tri ban hang

Quan tri ban hang 1a bat ky cong viéc quan ly nao déu lién quan dén lap ké
hoach, t6 chtrc thuc hién, bd tri nhan vién, dinh hudng va diéu khién.Vai tro cua nha
quan tri ban hang bao gom:

e X4c dinh vai trd va nhiém vu cia nhan vién ban hang trong mdi quan hé véi cac
muc tiéu chung ctua cong ty va cua cac hoat dong Marketing

e Tuyén dung, dao tao va trao quyén cho cap dudi
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o Str dung thoi gian c6 hiéu qua

e Phan bd thoi gian va l1ap ké hoach

e Thuc hién viéc 1anh dao

e Duy tri viéc kiém soét va dénh gia

Diéu nay khong nhat thiét 1a cic nha quan tri ban hang nén tranh viéc ban hang.
Nhirng khach hang 16n, quan trong thudng mong doi lam viéc v6i cap cao hon. Tuong
tu nhu vay, nha quan tri ban hang thudng phai thé hién vai tro dai dién cho cong ty dbi
v6i mot s6 nhom bén ngoai. Pidu nay khong hé mau thudn véi gia dinh co ban la
ngudi quan tri ban hang nén duogc sir dung dé quan 1y cac nhan vién ban hang.

Yéu t6 tinh hudng, va mic do quan trong cua cic khach hang da tao ra sy can
thiét 1am cho cac nha quan tri ban hang (giam dbc ban hang va giam ddc diéu hanh)
lién quan dén nhiém vu ban hang cy thé. Cap d6 quan 1y cang cao, thi can nhan manh
hon vao cac quyét dinh mang tinh chién lugc va ké hoach hoa dé thuc hién cac yéu cau
clia cong viéc quan 1y. Tai cdp quan 1y truc tiép nhan vién ban hang, mot sé k¥ ning
va nhiém vy ban hang 13 can thiét. Bang dudi day thé hién su khac biét trong phan bo
thoi gian gitra cac cap quan 1y khac nhau.

Phén bo thoi gian ddi véi cac nha quan tri ban hang

Lapké | , BO tri Pinh Picu
To chure A <

hoach nhan vién | hwéng khién
Cip cao - chién lwoc 40 30 10 10 10
Cdp trung - chién thudt 10 30 20 30 10
Trwc tiép - diéu hanh 10 10 10 30 40

Vai trd clia cac nha quan tri ban hang s& phu thudc vao vi tri va cip bic trong cong
ty.
Cép do chién lwgc
Cac quyét dinh mang tinh chét chién lugc lién quan dén viéc xac dinh pham vi
kinh doanh hién tai va twong lai cia mot cong ty. Cac quyét dinh nay sé dé cap dén
nhing van dé :
e Thi truong hién tai va tuong lai
e Cac loai san pham c6 thé thoa man nhu ciu cta khach hang trong nhiing thi
truong nay
e Cac linh vic ma cong ty khong mubn kinh doanh
Chtrc ning ban hang s& cung cip dau vao cho qué trinh nay. Két qua cua qua

trinh nay 1a xac dinh vai trd ctia ban hang va cac yéu td khac trong hoat dong
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Marketing hdn hop, dic biét 1a dbi voi truyén thong marketing (quang céo, khuyén mai
va quan hé v6i cong chung) va nhiém vu ddi vé6i luc luong ban hang.
Cép dd chién thuat
Vai trd cia cac nha quan tri ban hang & cip chién thuit bao gdm:
e T6 chirc luc lwong ban hang: qui mé va két cdu
e Phat trién luc luong ban hang thong qua cic chuong trinh va chinh sach tuyén
dung, lya chon
e Khuyén khich lyc lugng ban hang
e Giam sat va danh gia lyc lugng ban hang
Cép d¢ diéu hanh
Quan tri ban hang tai cﬁp do nay la viéc 1am cho moi ngudi thuc hién cac cong
viéc da dinh theo cach thich hop. Nha quan tri ban hang phai khuyén khich duoc nguoi
ban hang , quan 1y nhan vién ban hang, quan 1y viéc ban hang theo lanh thé/khu vuc
dia Iy mot cach tot nhat. Cac nha quan 1y truc tiép phai hiéu duoc nhu cau va dic diém
cua khach hang ma ho phuc vu. Ho phai c6 kha nang danh gid va phan ung vdi cac
chién Iuoc ban hang cua d6i thu canh tranh va cac yéu t6 moi trudng kinh doanh. Ho
phai nhan biét dugc cac chinh sach va trinh ty vé mat to chitc ma ho ap dung trong

viéc td chirc ban hang cling nhu cac qui dinh d6i véi nhan vién ban hang cua ho.
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CAU HOI ON TAP

1. hdy néu vai tro cta ban hang?

2. C6 nhitng hinh thirc ban hang nao? Uu, nhugc ciia mdi hinh thirc ban hang
nhu thé nao?

3. C6 nhiing hoc thuyét ban hang nao? Uu, nhuoc cta timg hoc thuyét?

4. Vai tro cua quan tri ban hang la gi?
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PHAN 2: NGHE BAN HANG VA NHAN VIEN BAN HANG

2.1 Nghé ban hang
Trudc day, nghé ban hang khong dugc coi trong, duoc coi nhu 13 dia vi thap
kém, kém sang tao, thu nhap thap. Nhitng quan niém sai 1am vé ban hang;

- Nghé khong dang gia: nhidu nguoi cho rang ngudi c6 tai s& phi pham tai ning
ctia minh néu 1am nghé ban hang.

- San pham t6t thi dwong nhién s& c¢6 nhiéu ngudi téi mua, ban hang chi 1am ting
chi phi mot cach vo ich. Theo quan diém nay, thi nguoi ban hang chi 12 nguoi ban
dugc hang. Nhung trén thuc té, vai tro ctia ngudi ban hang con rong hon thé: ho 1a
nguoi thu thap thong tin phan hoi tir khach hang vé san pham, v.v, 1a nguoi giai quyét
van dé va la nguoi tu van cho khach hang.

- Trong ban hang c6 diéu gi d6 thiéu dao duc, khong trung thuc khi thong tin vé
san pham, v.v.

Hién nay, nghé ban hang da duoc coi trong. Nghé ban hang duoc coi 1a cong
viéc hap dan boi tich thir thach, trach nhiém, va thu nhap. Piém dic biét ciia ban hang
14 n6 gitip thoa man nhimg nhu cau dic biét cua khach hang.

Nghé ban hang c6 thé vira rat thanh cong trong chinh ban than nd, vira c6 thé 13
mot nic thang cho viéc thing tién sau nay. Nhitng ngudi ban hang thanh cong 1a ngudi
c6 kha ning giao tiép va thuyét phuc t6t. Nhitng k¥ ning ndy mang lai cho ngudi ban
hang nhiéu co hoi thing tién. Pay ciing chinh 1 nhiing nén tang cua nha quan tri cip
cao. Con dudng thing tién cta ngudi ban hang: c6 thé 14 quan ly/giam dbc ban hang
qudc gia, giam doc khu vuc, giam doc ving, roi sau do6 1a phéd giam déc cong ty phu
trach ban hang, v.v.

2.2 Nhén vién ban hang

2.2.1 Vai tro ciia nhdn vién ban hang

Su khac biét 16n nhat giita ban hang va cic yéu t6 khac trong cac nd luc
Marketing 14 sy tiép xiic mang tinh c4 nhan. Nhu ciu vé tiép xtic ca nhan phu thudc
vao hang loat cac yéu t6 khac nhau nhu: loai khach hang, muc d6 mua hang, mic do

moi cua san phém, v.v.. Trong mdt s6 tinh huéng, vai tro thuyét phuc c6 thé duoc thuc
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hién boi cac cong cu khac khong mang tinh chat tiép xuc truc tiép nhu 1a quang céo.

Bang s0 3 dudi day 1a sy so sanh gitra quang cao va ban hang.

So sanh quang cao va ban hang

QUANG CAO

BAN HANG

Hudng t6i s6 dong ddi tuong

Hudng td1 ca nhan

Tiép xuc khong mang tinh ca nhan, gidn
tiép

Tiép xuc ca nhan, truc tiép

Viéc thich nghi it mang tinh truc tiép

Murc do thich nghi cao

Lam viéc theo di¢n rong (sé lugng 16n, cac
thong tin bi han hep)

Lam viéc theo chiéu sau (it tiép xtc hon,
truyén dat mang tinh chi tiét)

Mot chiéu

Hai chiéu

Thong tin phan hoi mang tinh t6 chirc
(bang cac nghién ctru tiép thi)

Thong tin phan hoi truc tiép

Nhin chung chi phi cho mét lan tiép xtc 1a
ré

Chi phi cho mdt lan tiép xtic dat hon

anh hudng “kéo” (hi vong khach hang tiém
ning s& chu dong tiép xtc voi ban)

>
A2

anh huong “day” (viéc ban hang mang tinh

chu dong)

Maic du vai tro cia nhan vién ban hang dang thay d61 nhung cac yéu to chinh cua

cong vi¢c ban hang van la:

e Giai quyét van dé cua khach hang

e Duy tri (m¢& rong) cac khach hang hién tai

e Cung cap cho cac khach hang hién tai va tiém nang cac dich vu thich hop

e Dai dién cho cong ty

e Truyén dat cac thong tin giita khach hang va nha quan tri ban hang

Mot vai xu hudng maéi xuat hién va anh huong dén viéc thuc hién cac hoat dong

ban hang bao gom:

e Nhan vién ban hang dugc dao tao tdt hon va co chat lugng hon

¢ C6 cac doi ban hang chuyén nghiép hon

o Str dung cac cong nghé mdi nhiéu hon

¢ S6 lwong khach hang it hon nhung qui mé cta ho 16n hon

e Ho phai thyc hién nhidu cong viéc hon

e Viéc ki€m soat va céc ti€u chuan mua hang ngay mat tot hon

e Su canh tranh ngay mot tang

2.2.2 Trach nhié¢m cvia nhdn vién ban hang
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- Cung cép thong tin cho khach hang: Khach hang c6 thé khong thuong xuyén
cap nhat théng tin vé cong nghé, san pham, v.v. Nguoi ban hang phai c6 trach nhiém
cung cp va cp nhat thong tin nhim gitp cho khach hang c6 thé ra quyét dinh nhanh
hon, chinh x4c hon. Dé lam duoc viéc nay, nguoi ban hang can phai chuén bj cén than
trwée khi ban hang. Ho phai hiéu vé cong ty, san phdm, d6i thi canh tranh, vé nganh,
dic biét 1a phai hiéu vé nhu cau cta khach hang.

- Thu thap thdng tin cho doanh nghiép: Nguoi ban hang 13 nguoi tiép xuc truc
tiép v6i khach hang, ndm bit dugc suy nghi cia ho vé san pham, sy hai 10ng hay
khong hai 1ong v6i san pham, v.v Nhitng thong tin nay vo cing can thiét cho doanh
nghiép. Nhiing thong tin vé nhiing phan ddi ciia khach hang ma c6 duge tir ngudi ban
hang 14 ngudn quan trong trong viéc cai tién san pham hodc phat trién san phim moi.
Vi du Nhan vién ban hang cta Apple da thuc hién nghién ciru tim hiéu nhu ciu cua
khéc hang-nhiing nguoi mudn sir dung may tinh loai nho. Cac nhan vién ban hang da
nhan thiy ring moi ngudi thudng st dung may tinh trén mdy bay, 6 t0, tai nha va tham
chi 13 trén givong. Nhu vdy, thuc chat 1a khach hang khong phai 1a thich may tinh nho,
ma 1a ho thich mdy tinh c6 thé xach tay, kich ¢& ciia may tinh chi 1a mét trong nhiing
dic tinh ciia san pham. Bén canh d6, ngudi ban hang con nhan thay, khi sir dung trén
may bay, do thiéu dién tich nén khach hang kho c6 thé di chuyén chudt, khong co du
chd dé sir dung tay. Pay chinh 14 ngudn cho su phat trién vé chd dit tay & phia trudc
ban phim. Pidu nay da giup thiét ké duoc laptop dé& sir dung, c6 su khac biét.

- Cung ung dich vu: cong viéc ciia ngudi ban hang khong phai 13 chdm dut sau
khi ban duoc san phim cho mot khach hang nao d6. Ngudi ban hang con co trach
nhiém trong viéc dao tao khach hang sir dung san pham, hoic lién quan dén viéc lap
dat, v.v. Thuc hién dich vu sau ban hang 1a mot trong nhitng trach nhi¢ém cta nhan
vién ban hang.

- Lién hé véi khach hang: Khong c6 diéu gi xdy ra cho dén khi hang hoa dugc
ban ra. Pidu nay co6 thé hiéu 1a khong cé gi xay ra cho dén khi tim thdy ngudi mua
hang. Viéc tim kiém khach hang 13 trach nhiém ctia nhan vién ban hang.

- Pai dién cho loi ich ctia khach hang: trong trudng hop xay ra 16i vé san pham,
hodc khach hang gip van dé gi d6 trong qua trinh sir dung, ngudi ban can phai gitip
dd cho khach hang lién hé voi bd phéan can thiét nham dam bao loi ich ctia khach hang.

- Phéi hop trong ban hang: dé ban hang thanh cong, ngudi ban hang can phai
phdi hop voi cac bd phan khac nhu nhan vién marketing, nhan vién k¥ thuét, nhan
vién ké toan, nhan vién bao dudng, v.v.

2.2.3 Nhitng diic diém ciia ngwoi ban hang thanh cong
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Nguoi ban hang thanh cong 1a nhitng ngudi c6 kha ning nim bét dugc nhu cau
ctia khach hang, khong bao gior tra 101 “khéng” véi khach hang, c6 thé ban cho bat ky
khach hang nao. Nhin chung, dua trén kién thtrc, kinh nghiém va t6 chat ciia ngudi ban
hang dé danh gia sy thanh cong ctia ngudi ban hang.

- Kién thire: dé tré thanh ngudi ban hang gioi, ngudi ban hang phai c6 kién thic
vé doanh nghiép, san pham, thi truong va xa hoi. Mot nghién ctru chi ra rang 37%
nhan vién ban hang khéng thanh cong 13 do thiéu kién thirc vé san pham.

- K¥ ning: nguoi ban hang cin phai biét cach giao tiép va thuyét phuc, co k¥
ning cong viéc, k¥ niang lang nghe hiéu qua, k¥ nang lap ké hoach, k¥ ning t6 chirc
cong viéc. Biét ling nghe, sin sang ling nghe khach hang 1a diéu vo cing quan trong
d6i voi nguoi ban hang thanh cong. Ngudi ban hang gioi nhat 1a nguoi biét lang nghe
t6t nhat. Nhitng nguyén tic co ban cua giao tiép 1a

= Nguyén tic ton trong va ty ton

= Nguyén tac nghe va nd1 voi nhau

Dan chu ban bac

Thong cam
Cho doti

Chap nhan va biét diéu

Trong giao tiép, nguoi ban hang cin phai chi ¥ t6i k§ nang giao tiép s dung
ngdn ngit qua 1oi néi va giao tiép str dung ngdn ngir khong 10i. Giao tiép khong bang
161 (ngbn ngir co thé) dugc thé hién & nét mit, ctr chi, dang vé bé ngoai, anh mat, sy im
lang, khoang cach, di€¢u bg cu chi.

So db duéi ddy chi ra mot sd phong cach giao tiép va trao d6i thong tin:

hoa dong
G d5 Thu hiit
khuyén khich P hoP
. Thé hién
it Thé hién R wu thé
uu the N
Diéu khién
Tinh to4dn chi huy
trim ngam
A 4
it hoa dong
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- T chat va tinh cach: mot diéu quan trong 14 nhan vién ban hang phai thuc su
mudn thanh cong trong ban hang thi ho méi c6 thé thanh céng. Nhan vién ban hang
phai 1a nguodi nang dong, sang tao, nhiét tinh, hoa nha, linh hoat, kién tri, co thé tin
ciy dugc. Mot nghién ciru da chi ra ring 55% nhan vién ban hang khong thanh cong
1a do thiéu tinh sang tao trong ban hang, 39% vi thiéu k¥ ning lap ké hoach, t chirc
cong viée, 31% vi thiéu nhiét tinh va quan tim t&i khach hang.

80% cua thanh cong trong ban hang dén tir sy nhiét tinh, kién tri ciia nhan vién
ban hang. 20% con lai 1a do kién thuc vé san phém, k¥ nang cong viéc, v.v. Sy nhiét
tinh s& khong tu dén néu nguoi ban hang khong c6, su nhiét tinh ctia ngudi ban hang
s& ¢6 anh hudng tich cuc dén khach hang.

Sy tin twong ctia ngudi ban hang vao san pham, doanh nghiép noi ho cong tac va
vao chinh ban than ho ciing dong goép mot phan quan trong trong thanh cong ciia nguoi
ban hang. Sy tin tudng nay 1a nén tang cho su nhiét tinh, gitp cho ngudi ban hang co
kha nang hoan thanh cong vi¢éc mdt cach hi¢u qua.

Hién nay, mudn thanh cong trong ban hang thi ngudi ban hang phai nhan thic

dugc rang minh dang ban hang tu van, chtr khong don thuan chi 1 ban dugc hang.
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CAU HOI ON TAP

Nghé ban hang 1a gi? Dic diém cua nghé ban hang? Nghé ban hang ¢ Viét Nam
hién nay nhu thé nao?

Nhén vién ban hang 6 vai trd va trach nhiém nhu thé nao?

Nhitng dic diém ciia ngudi ban hang thanh cong la gi?

Lam thé nao dé c6 duogc k¥ ning nghe chu dong/hiéu qua ?
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PHAN 3: QUI TRINH BAN HANG

3.1 Qui trinh ban hang tai cira hang

Nhan vién ban hang tai ctra hang khong phai dén giap khach hang tai t6 chirc cua
ho, ma ngugc lai khach hang ty chu dong tim dén cua hang. Do vay, qui trinh ban
hang ddi v6i nhan vién ban hang tai cira hang thuong khong phirc tap nhu qui trinh
ban hang truc tiép tai cac to chirc. Qui trinh nay bao gdm cac budc nhu sau:

- Tiép nhan s6 sach ban giao cua ca trudce: khach hang, sé lugng ban, hang hoa,
V.V.

- Lén danh sach nhiing viéc can 1am bao gdm nhitng viéc cia ca ban hang trude
va trong ca ban hang

- Ban hang

- Thyc hién céc cong viéc lién quan khac nhu goi dién cho khach hang, nhan don
dat hang, v.v

- Chuan bi s0 sach dé ban giao cho ca ban hang tiép theo

3.2 Qui trinh ban hang truc tiép cho cac to chirc hoic ¢4 nhan

Déi v6i nhan vién ban hang tryc tiép - nhitng nguoi dén gap truc tiép khach hang
(c6 thé 1a khach hang to chirc hodc khach hang ca nhan) qui trinh ban hang gom céc

budc nhu sau:

Tham do/ tim
kiem KH
tiém nang

Theo sat KH
Phat trién quan
hé voi KH

Tién tiép can

Két thuc ban Tiép can

hana

Vuot qua tr
choi/phan doi

Trinh bay

3.2.1 Thim do/tim kiém khich hang tiém ning
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a/ Y nghia ciia viéc tham do/tim kiém khdch hang tiéem nang:

Viéc tham do/tim kiém khach hang tiém ning 1a nhim tim ra nhitng ngudi ma
cong ty c6 thé ban san pham. Pay 1a c¢6 thé duoc coi 14 mot trong nhitng phan quan
trong nhit trong cong viéc cuia nhan vién ban hang. Diy 13 budc tao nén moéng va
quyét dinh hiéu qua cta viéc ban hang.

Khach hang duoc coi 14 tiém ning trong giai doan nay 14 nhitg ngudi ¢6 (1) nhu
cau vé san pham/dich vu, (2) sin sang mua, (3) c¢6 kha ning thanh toan, (4)c6 kha ning
tiép can va co quyén ra quyét dinh mua. Hay néi cach khac, khach hang tiém ning 1a
ngudi c6 NHU CAU, BU TIEN, QUYEN LUC. Khach hang tiém nang duogc vi nhu 1a
tién trong tai khoan ctia cong ty, nhu 1a dong mau cta mot co thé khoe manh. Khong
danh gia dung khach hang tiém ning dong nghia véi viéc lang phi thoi gian, mat co
hoi ban hang, tién bac.

b/ Ban chdt ciia viéc tham do/tim kiém khdch hang tiém ning

- Thim do/tim kiém khéach hang tiém ning khong phai 13 cong viéc ban hang.
Trude day, budc nay duoc coi 1a budc ban hang. V& ban chat, day 1a budc dau tién
trong qua trinh ban hang nhung khong ban than viéc nay khong phai la viéc ban hang.
Viéc ban hang chi thuc su bat dau khi nguoi ban hang xac dinh, phan loai dugc khach
hang.

- Tham do/tim kiém khach hang tiém ning chu trong vé chat lugng cht khong
phai s6 luong khach hang tim kiém dugc. Viéc nay rat quan trong, vi néu ngudi ban
hang chu trong vao sé luong thi s& khong tim dung duoc khach hang, khong thuc su
biét ai 13 nguoi can dich vu/san pham cua doanh nghiép.

- Tham do/tim kiém khach hang tiém ning 13 viéc rat kho. Bé lam tét cong viée
nay, ngudi ban hang hiéu rang bén canh nhiing k¥ ning can thiét, ngudi ban hang con
can phai co kién thuec, chuyén mon, hiéu biét vé san phérrﬂdich VU.

- Tham do/tim kiém khach hang tiém ning s& mat nhiéu thoi gian. Diéu nay 1a
hién nhién bdi vi nguoi ban hang nao cling mudn khach hang ma minh lién hé s& vui
vé tiép nhan. Chinh vi vdy ma s& mat nhiéu thoi gian dé tim kiém duoc khach hang

thuc sy. Qui trinh danh gia khach hang tiém nang nhu sau:
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Trén miéng phéu: Khach hang tiém ning da dugc danh gia

|
v

Trong pheu: Toi ¥i€u la ti€p can dugc voi ngrdi ¢6 quyén ra quyet dinh mua

v

Mot s6 it nhitng khach hang hip dan nhat

Tuy nhién, néu xét vé& dai han thi viéc nay lai giup tiét kiém thoi gian va ngudn
luc.

3.2.2 Tién tiép cGn

Cong viée tiép theo sau khi lya chon khach hang tiém nang la chuin bi cac tai
lidu, thong tin can thiét trudc khi di gap khach hang. Su chuan bj trudc giup cho nhin
vién ban hang c6 duoc nhirng thong tin cu thé vé khach hang, biét duoc nhitng yéu t6
c6 thé anh hudng toi viée mua hang cta khach hang, tir d6 gitip cho nhan vién ban
hang c6 thé giao tiép hiéu quéa voi khach hang, tao hinh anh tin cay.Trong qui trinh nay
ngudi ban hang s& phai tra 10i cau hoi (1) nhitng thong tin nao 1a can thiét (2) ké hoach
chuan bj nhu thé nao.

Nhitng thong tin ma ngudi ban hang can phai chuin bi bao gom:

- Thong tin vé san phém/dich vu cua minh: ngudi ban hang can lién hé dic tinh
va loi ich ciia san pham véi nhu cau cua khach hang. Khach hang khong mua ban than
san pham, cai ma khach hang mua 1a giai phap, loi ich ma san pham mang lai. Nhu
vay thong tin vé san pham/dich vy phai thé hién dugc rd diéu nay.

- Thong tin vé c4 nhan va cong ty ciia khach hang: trong qué trinh ban hang cho
céc to chirc, nguoi ban hang can phai nam bat dugc thong tin vé nhitng ngudi tham gia
Va0 qué trinh mua hang va thong tin vé cong ty ciia ho. V& c4 nhan ngudi mua, ngudi
ban hang c6 thé tim hiéu vé nghé nghiép, ban be, v.v ciia ho. V& cong ty, nguoi ban
hang can tim hiéu nhitng thong tin vé hoat dong cuia cong ty (linh vuc kinh doanh, san
xuat san pham/dich vu gi, thi trudng ciia cong ty, cong ty dang phai d6i mat véi nhitng
thach thirc nao), vé viéc mua hang ctia cong ty (qui trinh mua hang nhu thé nao, co

ché, ho dang sir dung dich vu cua cong ty nio, v.v.)
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- Thong tin vé nganh kinh doanh cua khach hang: thi truong, cac nha cung tng
khac trén thi truong, nhitng yéu to tac dong khac nhu qui dinh, luat, v.v.

- Thong tin vé d6i tha canh tranh

Bén canh viéc chuin bi thong tin, ngudi ban hang can phai 1én ké hoach cho
viée tiép xtc véi khach hang: muc tiéu tiép cén, ban cai gi, dwa cho khach hang cai gi
(bdo cdo, san pham dung thir, minh hoa thiét ké, v.v). Nguoi ta thuong ndi: khong
chuén bi 1a chuén bi cho that bai. Ngudi ban hang phai [am ro: 1am viéc voi ai, minh
chtng/chimg ¢t nao s& dua ra dé thuyét phuc khach hang, nhitng phan dbi co thé co
ctia khach hang, cach dan dat nhu thé nao va két thuc nhu thé nao. Trong ké hoach
chuan bi,ngudi ban hang con phai 1am ré két qua ma minh mong doi sau khi tiép xuc
khach hang: xay dung quan hé hay 13 ky duoc hop dong, hodc giai thich duoc dic tinh,
loi ich cta san pham, v.v.

3.2.3 Tiép cin

Budc tiép theo, ngudi ban hang chuan bi cho viée tiép can 1an dau tién voi khach
hang. Vi viéc phat trién ban hang, ngudi ban hang can phai dau tu thoi gian dé nhan
biét va danh gia khach hang méi xem c6 nén tiép can hay khong.

Trong tiép can lan du véi khach hang thi an tuong ban dau/an tugng trong timg
khoanh khic (moment of truth) 13 vo cling quan trong. Cac thanh phan tao nén 4n
tuong ban dau bao gém thanh phén cam tinh (hinh thtrc, ctr chi, trang phuc, diéu bo,
101 no1, v.v), thanh phén 1y tinh (tinh khi, tinh cach, nang luc,v.v), thanh phﬁn Xuc cam
(yéu thich, ghét bo, v.v). Co thé noi rang khong c6 co hoi thtr hai dé gdy an tuong ban
dau.

Céc budc trong tiép cin bao gdm tham nhép, hinh thanh quan hé va thu hat su
cht y. Co ba phuong phép tiép can thuong duoc sir dung nhat 13 tiép can qua dién
thoai, gip truc tiép hodc giri thu. Cach thire tiép can bang gui thu 12 kém hiéu qua nhat
trong ba phuong thtrc néu trén. Néu ap dung phuwong phap nay thi nguoi ban hang nén
guri thu dich danh, nén ghi rd ngdy, gio hen va sau dé nén dién thoai dé dam bao chac
chin ho di nhan dugc thu . Dbi vai tiép can qua dién thoai thi muc ti€u duy nhat ma
ngudi ban hang dat dugc 1a c6 dugc hen gip. Nhitng khé khin gap phai khi tiép can
qua dién thoai 1a: (1) kho doan dugc phan tng cua khach hang vi khong c6 hinh anh
tryc dién véi khach hang, (2) thuong 13 thong tin mot chiéu. (3) bi cat ngang boi
nhing viéc quan trong hon. Ngudi ta da tong két rang 75% khong dat duoc muc dich
trong lan dau tién.

Tiép can voi khach hang bang cach gip truc tiép 1 hiéu qua nhat. Dé viéc gip
dat hiéu qua cao, ngudi ban hang can phai chuan bi ndi dung cudc gip, nhitng van dé

can trao doi, du kién trudec mot s tinh hudng, v.v. Trong khi ti€p xtic véi khach hang,
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ngudi ban hang can phai biét quan sat, ling nghe va dit duoc cac cu hoi véi muc
dich tham do, thu thap théng tin, kiém tra théng tin. Cc dang cdu hoi thuong duoc st
dung 13 ciu héi md, cau hoi danh gia truc tiép, cAu hoi dé khach hang tu so sanh véi
dbi tha canh tranh, cau hoi dan dat.

C6 rat nhiéu cac k¥ thuat va phuong phap khac nhau déi véi viée thu xép cudc
gip dau tién. Co6 sy khac nhau giita viéc chuin bi dé tiép can vé6i khach hang chua
quen biét va khach hang hién tai. Nhung c¢6 mot diém chic chic, khong thé thay thé
dugc 1a cd1 md, trung thyce, va dinh hudng cong viéc.

3.2.4 Trinh bay dé xuit bdn hang

- Muc ti€u va phuong thuc trinh bay

Muc tiéu cta trinh bay dé xuat véi khach hang 1a dé c6 dyoc su chip nhan cia
khach hang ddi v6i san pham/dich vu, va rang san pham/dich vu s& thoa méan nhu cau
ctia khach hang, gitp khach hang giai quyét van dé cua ho.

Nguoi ban hang can phai chuan bj k¥ ludng cho viée trinh bay dé xuit ciia minh.
Nguoi ban hang can phai nhé rang khach hang khong mua ban thin san pham/dich vu
clia cong ty ma ho mua loi ich ma san phim mang lai.

V& phuong thirc trinh bay: ngudi ban hang co thé trinh bay bang viéc gui thu,
hodc goi dién thoai hodc gap truc tiép.

3.2.5 Vwot qua tiv chéi/phdn doi tiv khdch hang
- Ban chat ctia sy phan tng/tir chdi
Nhitng phdn teng/tiv chéi ciia khdch hang la 16i moi goi dé thuyét phuc.
Nguwoi ban hang hdy mong doi va dén chao ching. Chiing la cdc ddu hiéu chi
dwong, la co hgi trong twong lai!
Rit nhiéu ngwoi bdan hang khong nghe ... hodc so sw phdn ikng ciia khdch
héng va mét co hoi ban hang
Khach hang hiém khi n6i thang véi ngudi ban hang vé su tir chbi ctia ho boi vi co
thé ho cam thay khong thoai mai khi phai néi ra diéu d6, hoac don gian 1a ho lich su.
Nguoi ban hang thanh cong 1a ngudi khong bao gid sg nhimg phan Gmg/tir chdi cta
khach hang. DPay chinh 1a cach dé khach hang tri hoan viéc ra quyét dinh,. Do vay,
nhing tir chéi ciia khach hang cho thdy ho dang quan tdim dén san pham, dang can
nhic mua san pham. Day 1a co hoi dé ban hang. C6 thé néi kho nhat 1a khi khach hang
im ling. Boi vay viéc vuot qua dugc tir chéi mua hang 1a rat quan trong.
Nguyén nhdn cia sy tir chdi/phan tng cua khach hang:Khach hang cam thay
khong tin tudng & ngudi ban hang, ho khong cho rang nguoi ban hang 1a chuyén gia
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trong linh vire d6; hoic do ngudi ban hang c6 k¥ ning trinh bay kém, khéng thuyét
phuc duoc ho; hoac

- Céc loai phan tmg chii yéu: C6 bén loai phan tmg chil yéu nhu sau:

> Phan Gng vé thoi gian: ngudi mua mudn tri hodn viée ra quyét dinh mua: thoi
han thanh toan cing qua, t6i can suy nghi thém, dé toi ban bac lai v6i ....(ngudi ndo
d6, co thé 1a v, dong nghiép, v.v).

Nguoi ban hang can phai xac dinh 1y do that sy cia viée tri hodn, dong thoi
dua ra nhitng nhuoc diém cta viée tri hodn mua va nhimng loi thé cua viée quyét dinh
mua bay gio.

> Phan tng vé gid: nguoi mua nghi rang ho ¢6 thé mua ré hon & chd khac : gia
cao qua, dich vu tuong tu & chd khac ré hon, toi khong mua ndi, ngan sach khong cé
phan chi ndy , cong ty Y dé nghi t6i gia ré hon

Nguoi ban hang phai chi & vé chét luong, loi ich cta san pham/dich vu.

> Phan mg vé ngudn: nguoi mua cd thong tin khong tét vé san pham/dich vu
ctia cong ty, khong co du thong tin vé& cong ty: ngudi ban hang trude khong dé lai 4n
tugng tot, cong ty X gip ric réi khi sir dung dich vu nay, chua bao gid nghe dén cong
ty, v.v

Nguoi ban hang phai kiém tra tinh chan thyc cta théng tin. Néu thue sy dung
thi ¢6 thé thira nhan 13i trong qua khu, giai thich su tién bo, va st dung nhiing sb lieu
hién tai dé thuyét phuc. Bén canh do, nguoi ban hang can phai néu duogc didc tinh va
nhitng 101 ich lién quan.

> Phan tng vé canh tranh: nguoi mua dd st dung hodc c6 an tuong tot dbi
v6i san pham cua d6i thu canh tranh, ngudi mua so sanh, gay ap luc: cong ty B bao
hanh san pham t6t hon, diéu khoan thanh toan phu hop hon, dich vu cua cong ty A
gan ddy sé& tién hon, v.v Ngudi ban hang nén dua ra nhitng cau hoi dé xac dinh
diém yéu cua san phém canh tranh, hoic nhidn manh vao su théa man cua khach
hang v&i san pham ciia doanh nghiép.

3.2.6 Két thiic bin hang

- Két thic ban hang thanh cong khong phai ludn luén 1a cé duge don dit hang.
Boi vi da sb cac tinh hudéng ban hang lién quan dén dén viéc trao doi, thao luan mang
tinh lién tuc hodc duy tri méi quan hé 1am an va cong tac gitta nguoi ban va nguoi
mua. Vi vy viéc két thuc theo cach truyén thong khong phai lic nao cling thich hop.
Viéc két thic nén dat trong mbi quan hé véi cac muc tiéu da dugc dat trudc. Nhan vién
ban hang nén quyét dinh:

+ Ho mudn dat dyoc diéu gi trong tinh hudng tét nhat

+ Ho s€ ¢0 gang dé c6 dugc dicu gi
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+ Ho s& bat budc phai co cai gi

- Nhitng nhan t6 can trd giai doan két thuc trong qui trinh ban hang

Céc nhan t6 nhu so su phan dbi, khong tu tin, lo ling ciia ngudi ban hang 1a
nhirng rao can trong giai doan két thuc cua qui trinh ban hang. Vao nhitng thoi diém
quan trong, mot sd ngudi ban hang ndi ¢ Anh/chi nghi gi vé diéu nay?’; ‘Liéu toi co
thé lién lac/dién thoai cho anh/chi trong 2 tudn nita?’; hodc “toi s& guri email vé nhiing
gi ma chung ta da thao luan’.

Nhirng cau néi trén chi phi hgp khi khach hang mudn suy nghi thém hoic ho tu
dé nghi nguoi ban hang goi lai ho sau 2 tuan, hoic ho mudn nhan duogc thong tin da
trao d6i. Tuy nhién, didu nay chi nén noi trir khi khach hang dé nghi, ngoai ra nguoi
ban hang nén c6 dugc cam két cia khach hang cang nhanh cang tt, ¢ thé c6 cam két
ngay trong cudc gip dau tién.

- Hanh vi ctia ngudi mua anh hudng toi giai doan két thuc

Khach hang rat khac nhau. Mot s khach hang thich mua nhanh, trong khi
nhirng ngudi khac cham trong vi¢e ra quyét dinh. Mét s nguoi lai thich c6 dugc nhiéu
thong tin va cang chi tiét cang tot, nhitng ngudi khac thi nguoc lai. Mot sb khach hang
lai mua hang theo kiéu ngﬁu nhién, mdt sd khac thi lai rat trung thanh. Tat ca nhiing
didu nay tao sy thach thirc cho ngudi ban hang.

3.2.7 Theo d6i sau ban hang, phdt trién quan hé véi khdach hang

- Vai trd va y nghia cta phat trién quan hé véi khach hang

Két thuc ban hang c6 dugc don dit hang tir khach hang khong co nghia 1a két
thiic mo1 viéc trong quan hé vdi khach hang. Viéc duy tri quan hé sau ban hang dang
tro thanh mot cong cu marketing quan trong trong mdi truong canh tranh khdc liét
hién nay. Day 1a mot cong cu dé giir khach hang, ngan khong cho khach hang chuyén
sang sir dung san pham cua d6i thu canh tranh. Pay ciing 1a co hoi dé xay dung uy tin
cua doanh nghiép.

Tai sao theo dudi va phat trién khach hang sau khi ban hang 1a quan trong ? Tam
1y ctia khach hang sau khi mua hang 1a s¢ bi doanh nghiép quén mat ho ngay sau khi
mua, hodc khong biét lién hé vdi sai khi gip nhitng van dé nay sinh, ¢ nhimng cau hoi
can giai dap hodc ho hdi tién vé quyét dinh mua cta minh,vé gia,v.v. Pay chinh 13
nhiing 1y do vi sao can phan c6 theo ddi sau ban hang.

Theo ddi sau ban hang 1a budc quan trong dé duy tri ban hang lién tuc va mé ra
co hoi ban hang trong tuong lai. Viéc theo ddi khach hang sau ban hang khong tot s&
dan dén khach hang khong thoa mian, ho s& khong quay lai st dung san pham/dich vu
ctia doanh nghiép. Ngoai ra, nghién ctru cling chi ra rang, trung binh mot khach hang

khong théa man s€ no6i véi 9 ngudi khac vé nhitng dieu khong hai long da xay ra véi
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ho. Nhitng cdu chuyén va 16i don dai khong t6t trén thi truong s& anh hudng xau t6i
viéc ban hang trong tuong lai.

Dich vu ban hang t6t s& giup cho ngudi ban hang gitr duge khach hang, thu hat
dugc ho quay lai mua san pham cta doanh nghiép. N6i cach khac, néu ngudi ban hang
1am t6t dich vu khach hang thi ho khong chi giir khach hang ma con phét trién khach
hang, ting lwong mua cua khach hang, tao mdi quan hé lau bén va ting cudng su trung
thanh cua khach hang.

Céc cb ging ban hang cin phai dap tng cac yéu cau cua khach hang va cung ¢
chién luoc marketing cua cong ty, hd trg cac chinh sach lién quan dén viéc dinh vi san
pham, phan phéi. Nhiing y tudng nay khong chi chi phdi dén cac cd ging ban hang ma
con dén viée to chuc luc luong ban hang trén co s& khach hang mua véi sb lugng it
hay nhiéu. San phadm moéi hay thi truong méi déu c6 nhitng ngam dinh vé mit t6 chuc.
Co so quan trong nhat cia viéc chuyén mon hoa ddi véi nhan vién ban hang 13 nhiing
cong viéc khac nhau ma ho phai thyc hién c6 thé phan chia thanh hai nhém cong viéc
khac biét nhau: duy tri viéc ban hang va phat trién viéc ban hang.

Duy tri khach hang 1a viéc rat quan trong khong chi trong hoat dong marketing
no61 chung ma con trong c4 hoat dong ban hang. P6 chinh 1a viéc lién lac véi nhiing
nha phan phdi hién tai (ban budn va ban 1&) va nguoi str dung hién tai. Ho ¢ gang bao
v€ va duy tri cac cong viéc kinh doanh hién tai va nhu vay phai nhan manh vao dich
vu khach hang, duy tri cac loi thé canh tranh vé san phém, gia ca va cac dich vu ho tro.
Ciing nhitng ngudi ban hang nay c6 thé rat mién cudng hodc khong thé co dugc cic
khach hang méi bdi vi cac nguyén nhan tim 1y d6i v6i cac phan ddi cua khach hang
hozc phan ng cta ddi thu canh tranh. Ho khéng c6 su tu tin, kién nhan va co 18 1a ky
ning ban hang can thiét dé co dwoc khach hang méi. Viéc phat trién thi truong moi,
gidi thiéu san phadm moi va cé duoc cac khach hang 16n doi hoi nhan vién voi nhimng
k¥ ning rat khic so vdi cac k§ nang dich vu khach hang.

Theo Kahn va Schunchman, dé phat trién khach hang, nguoi ban hang phai
trai qua cac giai doan khac nhau nhu 1a: thu xép cudc gip véi nhitng ngudi thich hop
trong to chirc mua hang, xay dung méi quan hé khoéng chi ¢ linh vyc ky thuat ma con
trong linh vuc con ngudi, quan hé, linh vuc tam 1y dé khuyén khich khach hang tiém
nang thay d6i hanh vi, tao diéu kién cho nhiing sy thay doi nay. Nguoi ban hang phai
6 k¥ nang giao tiép rat tot, mirc do sang tao cao, thong minh, va c6 dong co rat 16n dé
thanh céng.
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CAU HOI ON TAP

Phén biét qui trinh ban hang tai ctra hang va ban hang truc tiép cho cac t6 chirc/ca
nhan?

Quy trinh béan hang truc tiép gdm bao nhiéu budc ?

Noi dung cong viéc trong tung budc ban hang 1a gi?

Phan tich va néu nhitng thach thure trong tirng budce cua qui trinh ban hang ?
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PHAN 4: NHUNG KY NANG CO BAN CAN THIET
CHO NHAN VIEN BAN HANG

Nhu da néu trong phan 2 — dic diém cta nguoi ban hang thanh cong, ngudi
ban hang can rat nhiéu nhitng k¥ ning khac nhau trong ban hang. Phan dudi day sé& chi
néu nhitng k¥ ning co ban can thiét nhat cho nhan vién ban hang

4.1 K¥ niing thim dé va tim kiém khach hang tiém ning

Lam thé nao dé dat hiéu qua cao trong viéc tham do va tim kiém khach hang tiém
ning da va dang 1a thach thic ddi véi nhan vién ban hang noi riéng va véi doanh
nghiép noi chung. S6 cac doanh nghiép co6 thuc hién dao tao cho nhan vién ban hang
vé k¥ nang nay khong nhiéu. Ngudn dit liéu vé khach hang rat da dang. Nhan vién ban
hang can phai c6 nhing k¥ ning sau dé khai thac ngudn dir liéu va xac dinh duoc
khach hang tiém ning cua doanh nghiép. Khi tim kiém khach hang tiém nang, nguoi
ban hang phai tra 101 dugc cac cau hdi dudi day:

> Khéach hang d6 c6 can san pham hoic dich vu hay khong?

> Khéch hang c6 mudn giai quyét van dé hay khong?

> Ngudn luc ciia khach hang nhu thé nao?

> Khach hang ma ngudi ban hang tiép xtic c6 kha ning ra quyét dinh mua hang
hay khong? Rét nhiéu nhan vién ban hang da lang phi thoi gian dé thuyét phuc mot
ngudi khong c6 dii tham quyén dé ra quyét dinh mua hang.

> Nhitng thach thtc nao khi tiép can v6i khach hang nay?

> Ai la d6i tha canh tranh cuia khach hang nay?

» Xu hudng cua nganh la gi?

> San pham/dich vu ctia doanh nghiép c6 gitip cho khach hang giai quyét van dé
cua ho khong?

- K¥ ning nghién ctru thé hién & phuong phap thu thap thong tin va xir lysy
thong tin. Ngudi ban hang phai c6 k¥ thuat trong théng ké ngudn dir liéu vé khach
hang tiém ning. Cac thong tin vé khach hang tiém ning c6 thé c6 dugc thong qua céc
ngudn thtr cip (co so dir liéu) hodc cac ngudn so cap: tir cac khach hang hién tai, danh
ba dién thoai, bao, tap chi, khao sat thyc té, v.v. Dic biét, nguoi ban hang can phai chu
trong to1 nhirng cudc di¢n thoai ciia nhirng khach hang tu goi td1 doanh nghiép.

4.2 Ky nang héi

Néu nguoi ban hang khong dwa ra duoc nhitng cau hoi dung, hodc co thé hoi theo

cach khong phu hop thi nguoi ban hang s& khong thé biét nhu cau cua khach hang .
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- C6 hai dang cau hoi: cau hdi mé va cau hoi dong. Cau hoi dong 1a cau héi ma
khach hang chi tra 101 1a c6 hodc khong, vi du “anh/chi c¢6 thiy thich diéu nay khong?.
Muc ti€u cua viéc hoi cau hoi dong 1a dé

> biét vé thuc té cta van dé,

»dé gi6i han hodc hudng dan thao luén,

»>thu thip thong tin co ban vé khach hang

Cau hoi mé 1a nhitng cau hoi c6 cum tir thé nao” v.v Cau héi mé s& khuyén
khich khach hang chia sé nhiing quan diém va y kién cua ho. Cau héi mé 1a dé:

»>thu thap nhitng thong tin cu thé dé gitp ngudi ban hang xac dinh duoc nhu cau
cua khach hang

>xay dung mdi quan hé voi khach hang

- Cac dang cau hoi khac

+ Cau hoi md dau cudc néi chuyén

+ cau hoi khing dinh: 1a dé kiém tra lai, chic chin rang nguoi ban hang hiéu
khach hang,

+ CAu hoi nham tom tit lai vin dé: dam bao ring ngudi ban hang hiéu nhu ciu
ctia khach hang va kiém tra lai nhing loi ich ma minh dwa ra nham thuyét phuc khach
hang

Duéi day 1a nhitng cau hoi nén tranh

- anh/chj c6 phai 13 nguoi ra quyét dinh khong?

- Kha ning tai chinh ctia anh/chi nhu thé nao?

- Anh/chi biét gi vé cong ty ciia chung toi

- Anh/chi ¢6 quan tim t6i tiét kiém tién khong?

- Nhu cau cta anh/chj 1a gi?

Nguoi ban hang nén hoi nhimg cau hoi dé khach hang co thé chia sé thong tin.
Mot s6 cau hoi nén hoi:

- Nhitng muc tiéu nao ma anh/chi dang hudéng ti?

- Anh/chi s& gap nhiing thach thirc nao néu mudn dat dugc nhitng muc tiéu trén?

- Nhiing tdc dong nao s€ co tdi doanh nghiép cua anh/chi/,

4.3 Ky nang nghe hiéu qua

Ngudi ban hang hiéu qua phai biét lang nghe mot cach chu dong nhimng diéu
khach hang néi v6i ho va ca nhitng diéu ma ho chua noéi. Ngudi ban hang hiéu qua
phai biét danh thoi gian dé hiéu duoc nhu ciu thuc sy cia khach hang, van dé ma

khach hang dang ¢ ging giai quyét.
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Dé 6 duoc k¥ ning ling nghe hiéu qua thi ngudi ban hang nén thuong xuyén
thue hanh k¥ ning ndy. Duéi ddy 1a 5 diém can thuc hién dé tré thanh ngudi ling nghe
hiéu qua :

- Thé hién véi khach hang sy cha tAim cua minh khi nghe ho néi bang cach st
dung nhiing ngdn ngit 161 nd1 va phi ngdn ngir.

+ Nhin vao mat khach hang v&i thai do than thién, nha nhan

+ Khong tao ra bat ky mot 4m thanh nao

+ Khong cit ngang, noi xen vao khi khach hang dang noi

+ Khéng dé nhitng yéu t6 ctia moi trudng xung quanh 1am xao nhing ban than,
vi du nhin qua ctra $0, ngém nhin burc tranh nao do, v.v

+ Chl y dén ngdn ngir khong 16i va am lugng giong ndi clia khach hang

+ Néu c6 nguoi di cung thi tranh khong trao d6i voi nhau khi khach hang dang
noi

- Thé hién cho khach thiy ring minh dang ling nghe bang cach sir dung phi ngén
ngir va ngdn ngit. Khi trinh bay, ngudi ban hang can phai can dbi dugc gitta phi ngon
tir va ngdn tir. Ngon tir bao gdm tir ndi va tir viét. Phi ngén tir bao gdm phi ngdn tir
hitu thanh (4m diéu, 4m luwong, d6 cao,v.v) va phi ngon tir vo thanh (ngdn ngit co thé:
nét mat, cu chi, di¢u bd, ban tay, cai bat tay, v.v). Mot nghién ctru da chi ra rﬁng, khi
d6n nhan mot thong diép thi hinh anh chiém 55%, 38% la giong néi va chi 7% la ngon
tur.

+ Gat dau khi cam thy pht hop, nhat tri

+ Thé hién bang nét mat

+ Chl y tao su thoai mai céi mo, vi du viéc khoanh hai tay trudc nguc trong
khi giao tiép voi khach hang s& khong thé hién sy coi md, chan tinh

+ Str dung nhirng tir ngir nhu ving, ding thé, v.v

- Kiém tra lai viéc lang nghe : trudc khi c6 nhiing tra 101 hoic trao d6i véi khach
hang, nguoi ban hang nén

+ Dién giai lai thong diép ma da nghe duoc, vi du ‘anh/chi c¢6 néi 1a....", “toi
nghi 12 anh/chi dang néi dén....",

+ Hoi cau hoi dé 1am rd y cia khach hang : ‘anh/chi c6 thé néi thém ve...’,
‘anh/chi c¢6 thé noi rd hon vé...", ‘anh/chi ndi vé..., co ding khong a ?°

+ Tém tat nhitng diéu nghe dugc tir khach hang

- Tra 16i khi can thiét. Khi khach hang néi, ngudi ta cling mong muén dugc nghe
thong tin tlr phia ngudi ban hang. Luc nay, ngudi ban hang nén coi md, ton trong , can

than khi tra 15i hodc cung cap thong tin cho khach hang.
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4.4 Ky nang goi dién thoai

Goi dién thoai c6 thé dién ra khi tim kiém khach hang tiém ning, hodc khi tiép
can v6i khach hang dé c6 thé co cudce hen gip, hodc cling c6 thé 1a sau khi ban hang,
nhan vién ban hang phai dién thoai t&i khach hang dé theo ddi va phat trién quan hé
vo1 ho.

Khi goi dién thoai, thai d6 ctua ngudi ban hang-ngudi lién hé 1a rat quan trong,
n6 anh huéng dén sy thanh cong cia cudc goi. Pdy 1a cong cu hiu qua trong ban
hang. Cudc goi dién thoai trong giai doan nay co thé gitip nguoi ban hang: di trudc dbi
thu canh tranh; c6 thé tao ra thuong vu kinh doanh 16n; tao 1ap quan hé;

Céch thtrc thuc hién cudc goi dién thoai nhu sau:

- Lap danh sach cudc goi: tén, dia chi, dién thoai, v.v

- Xac dinh thoi gian goi phu hop: thoi gian phu hop v6i mdi khach hang phu
thudc vao cong viéc cua ho, vi du khach hang tiém nang lam cong viéc ké toan thi phai
tranh goi ho vao 5 ngay dau thang; v.v.

- Chuan bi kién thtrc vé san pham/dich vu ctia doanh nghiép ciing nhu cta nganh;
co thai do tich cuc; loi ich ma san phém/dich vu dem lai s€ gia tang gia tri cho doanh
nghiép ctia khach hang nhu thé nao

Moi truong xung quanh: sip xép tai lidu lién quan trén mit ban, khong dé
nhitng tadc nhan bén ngoai anh hudéng td1 cudc goi, tinh than thoai mai, c6 ké hoach
ngay, thang,..;

- Xac dinh ndi dung can trao doi

- Gidi thiéu khi bat dau cudc giao tiép qua dién thoai, nguoi ban hang c6 5 dén
15 gidy dau tién dé co dugc sy chu cta khach hang. Liic nay ngudi ban hang phai noi
r0 dugc minh 1a ai, vi sao goi dién

- Pat cau hoi: Khi khach hang di sin sang néi chuyén, ngudi ban hang co thé
hién rang minh biét & diéu minh dang néi bang cach dit cau hoi, goi mo dé khach
hang néi thém vé suy nghi, nhan dinh ca ho.

- Tinh khach quan: thay vi thuc hdi khach hang, ngudi ban hang nén 1a mot
ngudi huéng dan, tw van khach quan, thé hién minh 1a mot thanh vién trong qua trinh
ra quyét dinh ctia khach hang.

- Lang nghe khéach hang va 1am rd hon thong tin bang cach hoi khach hang, vi
du nhu "t6i nghi 13 anh/chi dang no6i dén..."; *cé phai anh/chi dang ndi vé...”; v.v

- Thong tin cho khach hiang, mdi cau hoi ciia khach hang 1a co hoi dé ngudi ban
hang chimg minh duoc gia tri ma san pham/dich vu mang lai, thé hién dugc minh 13

mdt chuyén gia trong linh vuc do
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- Ghi chép nodi dung trong khi dam thoai va ca nhitng phan ung tiéu cuc cta khach
hang.

- Giong ndi phai thé hién duoc tinh cach, luon thé hién nu cuvi trong giong noi,
thé hién sy than thién, nhiét tinh, thay ddi ngit diéu, do cao phu hop véi ngudi nghe;
thé hién nhu dang néi truc tiép v6i khach hang; phat Am rd rang; n6i don gian, tranh
dung qua nhiéu thuat ngi.

- Hop tac: dé cho khach hang quyét dinh vé cac budce tiép theo. Hiy dé cho khach
hang quyét dinh vé phuong thirc gip, gui du thao chio hang, v.v

- Két thiic cude goi mot cach tich cuc

THAO LUAN: Dong vai goi dién thoai, cdc nhom khac quan sat va dua ra nhan
xét

4.5 Ky nang trinh bay

C6 nhiéu cach dé trinh bay. Piéu ma ching ta can can nhic 1a mirc do thich hop
clia cac cac k¥ thuat trinh bay. Mot mé hinh khé phd bién 1a phuong phap FAB: F: dic
tinh (feature); A: Loi thé (Advantages) va Loi ich (Benefits). Pic tinh 13 néu lén
nhing phuong dién khac nhau cua san pham, lgi thé va loi ich 1 nhiing gi giup khach

hang thoa man khi ho str dung san pham.

Pac tinh Nhirng phuong dién khac nhau cta san phdm

1

Loiich Su thod man ma khach hang sé c6 duogc
: —
Trién vong ban SP  —,p Cai gi 1am cho san pham tr¢ thanh doc dao
doc dao

Cho du nguodi ban hang gui thu trinh bay hay trinh bay qua dién thoai, hoac gip
tryc tiép dé trinh bay, nguoi ban hang can phai lam t6t nhiing cong viée dudi day

- Nghién ciru va phong van: cong viéc chuan bi lién quan téi viée nghién ciru, tim
kiém thong tin. Ngudi ban hang can phai biét vé doanh nghiép ma minh s& dén trinh
bay, ngudi nghe minh trinh bay (vi tri, vai tro, tinh cach, v.v). Dé thanh cong trong k¥
nang nay, ngudi ban hang cn phai hoi va tra 161 dugc nhiing van dé sau:

> Minh d3 timg trinh by cho khach hang nay trudc kia chua? Néu co, thi
1an trinh bay d6 nhu thé nao, diéu gi tt va diéu gi khong t6t?
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> Néu nhu chua timg bao gid trinh bay v6i khach hang nay thi minh da
tirng trinh bay cho khach hang twong ty thé chua?nhu thé nao?

> Khach hang tiém ning nhu thé nao? (qui mo, nganh, khach hang cua ho,
V.V)

> Khach hang dang gip van dé gi? Ai 1a dbi th canh tranh cta ho?

> San pham/dich vu s& gitip khach hang giai quyét van dé cua ho nhu thé

nao? Lam thé nao dé giup khach hang thanh cong hon nita trén thi trudng?

- X4y dyng bai trinh bay: bai trinh bay bao gdm phan m¢ dau, ndi dung va két
luan. Trong phﬁn mao bai, nguoi ban hang chi trong vao muc dich, loi ich dem lai cho
khach hang. Trong phan noi dung, ngudi ban hang nén di theo k¥ thuat FAB-trinh bay
& trén. Phan két ludn nén néu nhiing loi ich mang tinh thuc day hanh dong dé khach
hang c6 thé tién nhanh téi viéc ra quyét dinh.

- Khi x4y dung bai trinh bay, ngudi ban hang phai luong trude duge nhimg van
dé ma khach hang s& hoi, Hy vong nhitng diéu tét nhit...Ldp ké hoach cho nhitng
diéu xdu nhit.

- Trong qua trinh trinh bay, ngudi ban hang phai biét ling nghe, quan sat nhimng
dau hién phi ngdn tir dé diéu chinh bai trinh bay sao cho phi hop. Bén canh dé, ngudi
ban hang can phai biét cach hoi lai dé khach hang cam nhan duoc rang ho dang nghe
va ca hai bén van dang hudng téi muc tiéu chung. Trong giao tiép, k¥ niang nghe dong
vai tro quan trong. Theo nghién ctru, trong giao tiép, con ngudi danh 9% cho viét, 16%
danh cho doc, 25% danh cho néi va 50% la danh cho nghe. Cac nghién ctru cling chi ra
rang hau hét nhitng nguoi nghe chi luu giit duge khoang 50% nhitng gi ma ho nghe.
Khi nghe, con nguoi thuong bi anh huong boi ban than nguoi nghe, thong diép, ngudi
noi, moi truong.

Nguoi ban hang can phai hiéu rang khach hang khong mua BPIEU NGUOI
BAN NOI ma ho MUA CAI HO CAN. Do vay, nguoi ban hang can tap trung, noi
ngan gon vé lgi ich cho ho, vé giai phap ma ho s& c6 dugc. Khi trinh bay, ngudi ban
hang nén : (1) st dung cac vi dy, minh hoa ngin gon; (2) sir dung cac giic quan khac
nhau; (3) sir dung nhitng tir “tich cuc”; (4) dua cudc séng vao trong phan trinh bay.

- Nhirng nguyén tic co ban trong trinh bay

> Nguyén tic 5 gidy : c6 duoc su chii y da kho, nhung duy tri dugc sy cha y con
kho hon nhiéu. Vi vay, ngudi ban hang phai xac dinh nhanh nhiing gi quan trong va
khong quan trong. Nguoi ban hang c6 khoang 5 gidy dé thu hit duoc sy chii cua
khach hang. Diéu niy c6 nghia 13, ngudi ban hang nén st dung khoang 10 dén 20 tur
trong 101 mé dau khi trinh bay nham gitp cho khach hang tiép tuc nghe (gip truc tiép),
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hoic tiép tuc doc. Piéu nay rat quan trong vi ngay nay moi ngudi déu bi ngip trong thé
gidi thong tin v6i phuong tién truyén tin da dang (internet, tivi, mang xa hoi, v.v)

> Lua chon ngdn ngi : can can trong trong viéc chon tir ngit va thong tin. Nguoi
ban hang can phai st dung ngdn ngit c¢6 lién quan dén ngudi ra quyét dinh-ngdn ngi
cua khach hang ; Ludn git &m lugng, giong noi va lich su

> St dung thong tin sdn c6 online : 4 ngudn thong tin co ban bao gém : (1)
khach hang dua 1én ; (2) thong tin online cta dbi thii canh tranh ; (3) ngudn thong tin
doc 1ap ; (4) tir doi thil canh tranh ciia doanh nghiép minh. Véi nhiing thong tin khach
hang dua 1én, nguoi ban hang c6 thé biét dugc diém manh cua ho, kinh doanh trong
tuong lai, v.v. Nhitng thong tin nay s& gitip cho ngudi ban hang khing dinh duoc sy
phu hop gitra nhu cau cua ho va san phém/dich vu cua doanh nghiép.

4.6 Ky ning giao tiép

* Ban chat va hinh thirc giao tiép

Giao tiép 1a su truyén dat thong tin hodc Y tudng, suy nghi tir mot nguoi hoic
mot nhém ngudi dén mot ngudi hodc mot nhom nguoi khac. Trong giao tiép hiéu qua,
nguoi ban hang phai dwa ra duoc nhiing thong tin vé loi ich san pham, loi ich cta
nhing giai phap ma san pham/dich vy dem lai cho khach hang.

Giao tiép hiéu qua phai 1a sy giao tiép hai chiéu. Piéu nay c6 nghia 1a can co
su trao doi, thao ludn giita ngudi ban hang va khach hang. Cach thuc giao tiép rat da
dang : c6 thé 1a giao tiép bang 151 hodc giao tiép bang vin ban.

Giao tiép bang 101 duoc thé hién qua (1) goi dién thoai ; (2) Trao ddi truc
tiép ; (3) Hop, hoi nghi.

Giao tiép bang van ban dugc thé hién qua (1) thong béo ; (2) thu (gui dudng
buu dién hodc thu dién tir) ; (3) béo cdo, ké hoach ; (4) ban trinh bay bang slide

* Giao tiép qua email

Hién nay, email 14 cong cu thuong xuyén duogc sir dung giao tiép. Viéc viét email
hiéu qua dem lai logi thé trong kinh doanh, va tao ra dugc hinh anh tbt cla nguoi viét.

- Qui trinh viét email nhu sau :

> Budc 1 phan tich, du doan va thich nghi : ngudi ban hang can phai danh thoi
gian muc dich cua vi¢c viét email, sy can thiét cua no. Nguoi ban hang can xéac dinh s&
viét ra diéu gi, ngudi doc s& phan tng ra sao, lam thé nao dé tiét kiém thoi gian cho
khach hang khi nhan email, lam thé nao dé khach hang khong hiéu sai y ctia minh.
Trong khi viét email, ngudi ban hang nén tuong tuong ra viéc minh dang néi chuyén
v6i khach hang, can nhic tir ngit, 101 noi dé tao ra thong diép ngin gon, suc tich.

> Budc 2 nghién ciru, t6 chirc va soan théo : ddy 1a giai doan viét email cua
ngudi ban hang. Nguoi ban hang nén 1ap mot dan ¥ nhitng van dé can dé cip trong

email. Nhitng thong tin lién quan vd&i nhau nén dugc gép vao thanh mot doan. Cac
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doan nén c6 sy tach biét nhau. Y chinh cin duge thé hién & doan dau va chi tiét & doan
sau, néu nguoc lai thi khach hang c6 thé bo qua.

> Budc 3 kiém tra, doc thir va danh gia. Trudc khi giri email di, ngudi ban hang
can phai kiém tra lai sy rd rang, c6 15i nao khong. Ngudi ban hang ciing nén dua ra cac
cau hoi dé biét dugce nhan xét cua khach hang, vi du anh/chi thay thé nao ? anh/chi c6
cam thiy bi 1am phién khéng ?.

- CAu trac cta email : email bao gdm dong thong tin chu dé, mé dau, ndi dung
(than bai), két luan. Phin m& dau nén thé hién ngay nhitng thong tin chinh, vi du Xin
xem nhimg dé xuat... Trong phan nay nén str dung cach chio héi than thién nhu Kinh
guri ong/ba..., Chuc mung ong/ba....

Phan than bai nén néu 1o y do cua viéc viét email, nén sir dung nhiing gach
dau dong, bang, v.v dé 1am rd y . Vi duy thay vi viét ‘chuong trinh ddo tao du kién tir
gid cho dén cudi nim, d6i twong can bd ngudn trong qui hoach duge s ddong cua lanh
dao m&i o thé tham du khoa dao tao, sd luong hoc vién cho céac khoa dao tao ti da 1a
40 ngudi/lop’, ngudi ban hang c6 thé tach ra nhu sau :

> Thoi gian dao tao : tir thang 6 dén thang 12

> Ddi tuong tham gia : chi can bd ngudn trong qui hoach

> S6 lwong hoc vién : téi da 40 ngudi/lop

Trong phan nodi dung (than bai), ngudi ban hang c¢d gang chi dé cap dén mot
chu dé (hen gip, hodc giri du thao, v.v)

Trong phan két luan, ngudi ban hang nén dua ra thoi han dit hang, dé nghi
khach hang c6 thé hoi bat ctr diéu gi ma ho mubn, v.v. Nguoi ban hang nén sir dung
nhing tir nhu “xin chan thanh cam on’, ‘Best regards’ (néu 1a viét thu cho khach hang
nude ngoai). Thong tin trong phan kyysy tén clia ngudi ban hang s& dugc dua day du
hodc tom gon tiy theo ting tinh hudng giao tiép.

* Giao tiép bang thu

Ngudi ban hang khi viét thu gidi thidu can phai viét & rang,ngan gon, sic tich
thé hién dugc muc dich va nhitng thong tin can truyén tai. Thu phai thé hién dugc stc
thuyét phuc ddi v6i khach hang. Bé c¢6 buc thu hiéu qua, ngudi ban hang phai

- Phan tich muc dich viét thu: mudn truyén tai diéu gi, nhitng phan ing ma nguoi
ban hang mong dgi tir phia khach hang

- Phan tich san phém mot cach cu thé, dic biét 1a lgi ich ma san phém dem lai
cho khach hang, gitp khach hang giai quyét van dé ciia ho

- Phan tich khach hang-ddi trong nhan thu: theo cac két qua nghién ciru, sy phan
hoi tir viéc nhan thu rat thap (chi khoang hon 2%). Chinh vi vay phai xac dinh rd danh
sach khach hang phu hop, ¢ thé dit gia thiét vé ngudi nhéan thu.

36



- Dy thao nhirng thong diép tao sy chu ¥, thu hit ngudi nhan trong phan mé dau-
phén quan trong nhét cua bie thu. Mé dau nén ngén gon, tha vi (khoang 5 dong), vi du
thé hién bang 16i moi chao, 161 hira “doanh nghiép qui vi c6 thé....”, mot thuc té "mot
cong ty di....”, néu tinh ning san pham “dong laptop thoi trang, ...”, dua ra hanh dong
by gio dd 14 ngdy..., qui vi nén ¢ quyét dinh....”

- C6 thé dé nghi khach hang email hodc goi dién thoai dé lién hé vao nhimng thoi
diém thuan tién cho ho. Phai ludn tao su dé dang cho khach hang trong viéc lién h¢
hoac thuc hién cac budc tiép theo.

- Nhitng diéu can nhé khi viét thu:

> viét thu trong giai doan thim do khong phai 13 dé ban dugc hang ma chi 1a dé
c6 thé ban duoc hang trong nhiing budc sau do;

> Néu c6 tai liéu di kém theo thu thi phai giai thich duoc 1y do vi sao ma khach
hang nén doc nhiing tai li¢u di kém do, 1¢1 ich dem lai 1a gi;

> dam bao sir dung mau chir dé doc, chu y d6 dai cua trang,dong, cach danh s0,
18 thu, v,v;

> tranh tréu dua trong thu vi khach hang c6 thé dién giai khong theo nhu cach
ma ngudi viét mong mudn;

> ludn nhé rang mot trong muc dich viét thu 1a dé khach hang *dong y’ va *toi
mudn biét thém thong tin vé diéu do’; C6 thé nho sy trg giup cua thu y cua khach
hang.

* Giao tiép truwc tiép

Khi dén giap khach hang, dé c6 hiéu qua cao trong giao tiép, nguoi ban hang can
phai chu trong toi nhitng diéu sau:

- Chuén bi day du tai liéu c6 lién quan: gidi thiéu vé san pham, hudng dan, hang
mau, mo phong

- Pén dung gio

- Chu y trang phuc: nghiém tuc, lich sy

- Trong qua trinh giao tiép , nguoi ban hang phai str dung ca ngén ngit bang 1oi
no6i va ngdn ngit hinh thé (phi ngdn ngit ). Trong giao tiép, nhidu khi phi ngdn ngit con
quan trong hon nhitng gi ma khach hang néi ra. Ngon ngit hinh thé bao gom : giong
ndi, biéu cam cua guong mat, am lugng giong noi, su lién hé béng mat, viéc tho, sy do
mit, sy bon chdn. Nguodi ban hang phai luon lich sy, nha nhan, ton trong va xay dung
dugc moi quan hé t6t véi khach hang.

* Cac nhin t6 tac dong dén giao tiép

- Nhitng rao can trong giao tiép

- Su mo ho ctia ngdn ngir: di€u nay s€ dan dén viéc hi€u sai yy cua nguodi ndi
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- Hé qui chiéu khac nhau: mdi nguoi théy va cam nhan vé sy vat, hién tuong
khac nhau. Chinh vi viy ngudi ban hang can phai tim hiéu rd dic diém, tinh cach cua
khach hang. Vi du khi ngudi ban hang mong mudn diy nhanh dé dat dugc thoa thudn,
nhung khach hang 13 nguoi thich moi viéc dién ra theo qui trinh, vi viy qua trinh
thuong luong dién ra tuong d6i cham. Ngudi ban hang khong hai long 1im, nhung
khach hang lai rt hai 10ng véi qui trinh dé.

- K¥ ning st dung va dién dat khong tét, k§ nang xir ly thong tin chua tot

THAO LUAN : Hay néu y nghia ciia nhirng ngén ngir hinh thé sau :

Hanh vi Y nghia

Nhin qua kinh, nheo mat

Nga nguoi vé phia sau, khoanh tay
B¢ kinh ra

Liéc nhin dong ho

G0 tay 1én mat ban

Gap 2 tay ra sau co

Gap s0, khong tap trung

IN6i tranh, noi lang

THAO LUAN: Ty danh gia k¥ ning giao tiép kinh doanh: k¥ ning viét, k§ ning
doc va k¥ nang noi.

4.7 Ky ning vuot qua tir choi /phan doi ciia khach hang

Dé vuot qua duoc nhirng tir chdi cia khach hang, ngudi ban hang phai khéo
1é0, phai biét van dung két hop cac k¥ thuat v6i nhau.

- Hoi: dé nim bat duoc nguyén nhan/gde ré cia sy tir chdi, ngudi ban hang can
phai dit ra mot s6 cdu hoi cho khach hang, c6 thé két hop cdu hoi dong va cau hoi mo.
Tuy nhién tot nhat 12 nén str dung cau héi mé trong budce nay. Mot sd cau hoi co thé
nhu sau:

+ Anh/chi ¢6 Y kién/phan van gi vé diém nay?

+ Ut tién cua anh/chi khi xem xét diéu nay 1a gi?
+ Anh/chi can thém thong tin gi nira?

+ Anh/chj mudn cé thém diéu gi?

+ Khi Iyra chon nha cung Gng, anh/chi thudng quan tim dén diéu gi?
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- Thuyét phuc: K§ ning nay giup cho ngudi ban hang thuyét phuc dwgce khach
hang mua san pham cua doanh nghiép. Khach hang luén luén c6 sy lya chon cua ho :
ho ¢6 thé lya chon san phém cua doanh nghiép. Tuy nhién, ho cling c6 thé lya chon
san phém cua moOt doanh nghi€p khac mac du ho da c6 sy lién hé va lam viéc voi
doanh nghiép minh. Do vdy, k¥ ning thuyét phuc déng vai trd quan trong.

Diéu quan trong nht trong thuyét phuc 14 hiéu quan diém cua khach hang,
mong doi1 cua khach hang, va dua ra dugc nhitng 1¢1 ich ma sén phém/dich vu dem lai
cho khach hang. Can phai nh¢ rang khach hang mua loi ich ctia san pham, giai phap
ma san pham mang lai cho ho chir khong mua ban than san pham.

Pé thuyét phuc hiéu qua, ngudi ban hang nén 1am nhu sau :

» Ching minh su hiéu biét cua ban than vé hoan canh/van dé thuc tién ma
khach hang dang phai d6i mat. Nguoi ban nén dua ra nhitng cau hoi thé hién dugc
su hiéu biét vé kinh doanh, nhu cau cua khach hang. Nguoi ban ciing can dua ra céc
thong tin chirng minh duogc san pham/dich vu cia doanh nghiép 1a giai phap thich hop
nhat cho khach hang.

» Tao 1ap moi truong than thién, cdm thong. Thai dd cua nguoi ban hang khi
1am viéc v6i khach hang, su dap ting nhu cau cua khach hang sé tao nén hinh anh t6t
vé ban than ngudi ban hang va vé doanh nghiép. Su cam thong cling 13 nhén t6 tac
dong toi viée ra quyét dinh cua khach hang. Mot diém co ban ma ngudi ban hang can
nhé 13 khong nén hira nhiéu va cung cap vuot yéu cau/hon mong doi cua khach hang.

> Dua ra cac bang chung :

Biang chirng co ban Vidu
. ) . | DPé cho khach hang so, nhin, cam nhan cac mau hang, cac
Bang ching cu thé i X . ,
san pham khuyén mai
Céc cau chuyén vé nhimng cong ty khéac sir dung san pham /
Gidy x4c nhan dich vu cua doanh nghiép mot cach c6 hi¢u qud, nhiing danh

gia cua ho vé san pham/dich vu

Y kién chuyén gia | Tap chi, bao

o . Suy ludn ting budc c6 str dung cac s6 liéu cua khach hang,
Lap luan logic

161 cudn su quan tdm cua khach hang vao trong qua trinh do

> Thé hién tinh chuyén nghiép, hiéu biét cia ban than ngudi ban hang : thé
hién duoc su hiéu biét vé nhitng giai phap ma ngudi ban hang dé xuat cho khach hang

cling nhu sy hi€u biét vé nhiing van dé lién quan. Chia sé thong tin d€ ching minh sy
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hiéu biét cia ngudi ban hang vé linh vuc kinh doanh cia khach hang, nhitng xu huéng
moi trén thi truong, v.v.

- Céch thirc vuot qua nhitng phan Gng tir chdi cua khach hang:

>  Trau doi kién thirc vé san pham, cong ty, thi trudong, d6i thu canh tranh

>  Chuén bj t6t k§ nang xir 1y phan ting/chdng d6i

> Ngay sau khi trinh bay dwogc mét lic, ngudi ban hang di c6 thé cam nhan
duogc phan ung cua khach hang. Lac nay, nguoi ban hang phai ghi chép lai cam nhan
nay, sau d6 diéu chinh bai trinh bay ctia minh dé huéng tdi muc tiéu chung cia hai
bén.

>  Phot 1o chéng d6i: dau tién thira nhan phan Gmg/tir chdi ciia khach hang, sau
d6 10 di, hoic néu thdy chdng ddi/tir chdi khong c6 co so thi 1o di

>  Tu chdi gian tiép: Trudc tién nhéc lai 161 chéng ddi/tir chdi cua khach hang,
khong dugc noi théng v61 ho réng 13 ho sai, ma can phai ung hg quan diém cta khach
hang dé khong tao nén su cang thing, ap luc giita cac bén.

>  Phuong phap bdi hoan: phuong phap “vang, nhung....”; tranh tranh cii truc
tiép, ngudi ban hang ¢ thé chi ra yéu t6 bdi hoan. Loi ich ctia phuong phap nay 1a co
thé dap tmg nhu cau khac biét ciia khach hang.

> Phuong phap don dau: Ngin ngira chng ddi trudc khi xuat hién, Chdng ddi
phé bién méi duoc don dau

>  Xoay ddi chu dé: nhitng chng d6i khong lién quan thi nguoi ban hang hoic
1a 1o di hodc 14 phai xoay ddi chu dé. Nguoi ban hang phai ndm lay tién dé ma khach
hang dua ra, bién ddi dé khach hang nhin su viéc & goc do khac

>  Giit im lang: ‘im lang 1 vang’, trong mot s6 trudng hop ngudi ban hang nén

dé cho khach hang tu giai quyét van dé cta ho bang cach gitt im ling.

THAO LUAN: theo nhém

* Theo anh/chi, cac yéu té then chdt dé nguoi khac nghe theo minh hay dat duoc
su dong thuan cua ngudi khac 1a gi?

* Hay liét ké 5 nhan t6 ma nguoi khac cé thé bi thuyét phuc béi anh/chi

* Nhiing that bai gan day ciia anh/chi trong viéc thuyét phuc nguoi khac nhu thé
nao? Liét ké 5 nhan t6 khién anh/chi bi that bai trong thuyét phuc

4.8 Ky ning giai quyét vin dé

Vi ban hang hién dai, nguoi ban hang phai 1a nguoi giai quyét duge van dé ma

khach hang dang vudng mac. Ngudi ban hang can hiéu va biét van dung cac ky thuat
phan tich va giai quyét vin dé nham tim ra giai phap tot nhat c6 thé co cho khach

hang. Vi du, néu khach hang can mua laptop, nguoi ban hang can phai hoi khach hang
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dé xac dinh tai sao khach hang can mua laptop d6, ho dang cb ging théa min nhu cu
gi/hodc dang giai quyét vin dé gi. Néu c6 duoc nhitng thong tin ndy thi nguoi ban
hang c6 thé :

> Dua ra dugc san phdm phu hop nhit voi khach hang

> Co thé c6 dugc giai phap tong hop ma khach hang chua timg nghi t6i

>  Goi ysy thém dugc nhitng san pham/dich vu 1am gia ting gia tri cho laptop
do

> Xac dinh/biét dugc co thé khong co san pham thoa méan duoc nhu cau cua
khéch hang

- Phan loai van dé: c6 nhiéu cach dé phan loai van dé. Néu cin ctr vao thoi diém
dé phan loai thi ta co van dé hién tai va van dé tiem nang; Néu cin ¢t vao muc tiéu thi
ta c6 van dé can diéu chinh va vin dé can hoan thién; néu cin ct vao noi dung thi ta c6
van dé mang tinh ca nhan va van dé lién quan dén cong viéc.

- Nhitng cau hoi dat ra khi giai quyét vin dé: trudc khi giai quyét van dé, nguoi
ban hang nén tra 161 nhitng cau hoi sau:

+ N6 c6 phai 13 van d& ctia minh khong?

+ C6 thé giai quyét dugc van dé khong? Khi giai quyét duoc thi c6 loi ich gi?

+ Pay c6 thuc sy 1a van dé khong hay chi 12 ddu hiéu caa mot van d&?

+ Néu van dé nay d3 timg duogc giai quyét thi giai phap trude c6 sai 1am gi? N6
c6 can phai duogc giai quyét ngay? Co6 chd dugce khong?

+ giai phap can thoa man nhiing diéu kién nao? C6 anh hudng tdi nguyén tic
khong?

- Yéu ciu khi xac dinh vén dé:

+ Céac van dé can phai dugc xac dinh ngén gon, chinh x4c, khong ap dat y
kién chu quan.

+ Chi r6 mirc do can thiét/khan cap

+ Tém tat cac thong tin c6 dugc

+ Thao luan véi nhitng ngudi b lién quan

Van dé dugc phat hién sém nhd vao viée biét lang nghe va quan sat nhitng dau
hiéu canh bao.

- Trong qua trinh gidi quyét van d¢, nguoi ban hang phai biét phan tich van dé: tim
kiém nguyén nhan ctia van dé, cac thong tin c6 thé cé, xac dinh va phan loai cac nguyén
nhan. Mot trong nhitng k¥ thuat c6 thé ap dung dé giai quyét van dé day 1a k¥ thuat xwong
ca
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Chinhsach | | ...... San pham

Phan nan cua
khéch hang

............ Dich vu

Mdi mot xwong ca 1a mot nguyén nhan c6 thé c6, mdi nhanh d6 lai co thé co
nhitng nhanh nhé hon.
- Ky vong giai quyét dugc van dé sé giup cho ngudi ban hang tim ra nhiing cach
sang tao méi nham thoa méan khach hang. Giai quyét van dé bao gdm 4 budc:
+ Nam bat tinh hinh thuc té ctia khach hang. Khong bao gio giai quyét mot van
dé ma minh chua hiéu vé né.
+ Giup khach hang hinh dung vé diéu ho mong doi
+ Gitp khach hang nhan ra nhitng cach thirc ma khach hang mong mudn tinh
hubng duoc giai quyét
+ Pua ra giai phap, nhiing giai phap nay phai thé hién dugc tinh kha thi, dé
dang tiép can, tir 46 khach hang s& nhanh chong dua ra quyét dinh
- Lbi thudng gap khi xac dinh giai phap giai quyét van dé
+ Dua ra giai phép trude khi c6 muc tiéu
+ Quaé coi trong mdt giai phap
+ Qua nhan manh vao wu diém cua giai phap
+ Vi vang ra quyét dinh khi thiéu thong tin
4.9 Ky nang dam phan
Dé co thé thanh cong trong dam phan véi khach hang, ngudi ban hang can phai
- Chung minh/thé hién duoc sy ton trong cia minh dbi véi ysy kién cua khach
hang. Piéu nay duoc thé hién qua cach
+ Lang nghe khach hang mic dii ¢6 thé y kién cta khach hang khong thyc su kha thi
+ Hoi khach hang va tim hiéu vé sy khéc biét
+ Kiém soat cam xuc tiéu cuc ctia ca nhan
+ Ton trong vi thé ctia nguoi khac, dong thoi van phai tap trung vao trao doi vé loi
ich
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- Khéng dinh lai gia tri cua san phém/dich %

- X4c dinh vin dé: néu nguoi ban hang c6 nhiéu thong tin vé khach hang (muc
tiéu, nhu cau, ...) thi ngudi ban hang c6 thé xac dinh dwgc diém théng nhat giita hai
bén. Trong dam phan, nhiéu khi hai bén c6 ciing muc tiéu nhung khéng thé di dén sy
nhét tri. Vi du, c6 thé c6 sy nhat tri vé viéc ban hang, nhung lai khong dat duoc su
nhét tri vé gia, ngay lap dat, dich vu sau ban,...)

- Tao sy hop tac trong dam phan

* Céc kiéu dam phan: ¢6 hai kiéu dam phan: dam phéan phan chia va dam phén lién
két

- Kiéu dam phan phan chia: dé thanh cong, nguoi ban hang can phai

+ Str dung éap luc tdm |

+ Phan tich c6 ‘tinh chat siu sic’ cac dé xuat

+ Pit ra nhitng cau hoi nhim muc dich tim kiém nhitng diém yéu cua khach
hang hoac mang tinh van dong

+ Thay d6i “vi thé” dugc ap dung khi coi d6 1a bién phap dé dat duoc muc tiéu

+ Tao dung vi thé 6 1gi cho minh

- Kiéu dam phan lién két: nguoi ban hang can

+ linh hoat cung v&i khach hang trong xtr ly vin dé hodc cung sang tao trong dé
xudt van dé

+ cung tim ra nhitng diém chung, loi ich chung va huéng tdi két qua hai bén
cung co loi

+ dua thém nhiéu lgi ich phii hop vé6i hai bén

- Qu4 trinh dam phan

+ Chuan bi va lap ké hoach dam phan: Trong budc ndy, ngudi ban hang cn
phai thu thap cac thong tin can thiét dé xac dinh mong mudn cia hai bén, nhitng quan
diém chung, nhitng cam két co ban va chién luge dam phan. Khi xac dinh mong mudn
cua hai bén, nguoi ban hang co thé hoi cac cau hoi nhu: ‘Liéu ho c6 s& sang chép nhan
céc yéu cau trong ting van dé dam phan ciia minh khéng?’ | ‘Liéu minh c6 sin sang
chap nhan cac yéu cau trong ting van dé dam phan ciia ho khong?’

Vé nguyén tic, dam phan c6 cac chién luoc nhu

(1)Thang-Thing  (2) Thang-Thua

(3) Thua-thang (4) Thua-thua (5) khong gi ca.

Trén thyc té, chién lugc dam phén thing-thing 1a chién luoc duoc st dung trong
da s6 cac tinh hudng kinh doanh. Khi x4c dinh chién luoc dam phan, ngudi ban hang

can phai xac dinh dia diém dam phan, thoi gian, hanh vi thuong lugng
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+ Xay dung cac mdi quan hé ca nhdn: viéc xay dung mdi quan hé véi khach
hang s& gitp cho ngudi ban hang c6 thoi gian dé hiéu khach hang hon, théng tin
truyén tai chinh xac hon, hiéu rd hon nhu ciu , diéu kién va loi ich khach hang mong
mudn. Ngudi ban hang cin phai nhé tach roi tinh cach c4 nhan con ngudi va cac van
dé can dam phan.

+ Trao doi cac thong tin lién quan dén muc tiéu: st dung thong tin dé hiéu va
truyén tai toi khach hang tao su thiu hiéu giita hai bén

+ Thuyét phuc: trong budc ndy, ngudi ban hang can phai nim ving nhiing
nguyén tic va k¥ thuat thuyét phuc (xem phan k¥ ning thuyét phuc & trén)

+ Nhat tri va dua ra cam két: day 1a giai doan cudi trong dam phan, nguoi ban

hang phai dé cho khéach hang cam nhan dugc nhitng loi ich co ban va gia taing ma ho

c6 duoc.
- Phong cach dam phan
A
Hop tac
Canh tranh

Tinh quyét .

doan Hoa giai

Lan tranh Nhwong bo
>
Su hgp tac

Hinh trén néu 1én 5 phong cach dam phan thuong c6. Nhin chung khong thé sir dung
tat ca cac phong cach trong dam phan, diéu nay tuy theo ting tinh hudng kinh doanh.
Phong cach hgp tac nén sir dung khi:

+ Mong mudn tim giai phap phu hop véi ca hai bén

+ Tao dung mbi quan h¢ lau dai

+ Muc ti€u 1a hoc héi, thir nghiém

+ Tao tam huyét
Phong céach canh tranh dugc st dung khi :

+ Vén dé can dugc giai quyét nhanh chéng

+ Khi biét chac chan minh dung
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+ Vin dé nay sinh d6t xuét, khong 1au dai
Phong céach lan tranh duogc str dung khi:

+ Gip van dé khong quan trong

+ Van dé khong lién quan dén quyén loi cia minh

+ Hau qua tiéu cyuc cia viée giai quyét van dé 16n hon loi ich cta né

+ Khi can lam binh tinh lai déi tac

+ Khi can thu thip thém thong tin

+ Khi ngudi khac c6 thé giai quyét van dé tot hon
Phong cach nhugong bo phu hop khi:

+ Cam thay khong chic chin ding

+ Van dé quan trong d6i voi nguoi khac hon 1a dbi voi minh

+ Khi can c6 mbi quan hé tiép theo cho nhitng van dé quan trong hon

+ Khi tiép tuc d4u tranh sé c6 hai

+ Khi van dé khong thé bi loai bo
Phong cach hoa giai phu hop khi:

+ Véan dé twong d6i quan trong nhung hau qua cia viéc khong nhugng bd con
quan trong hon

+ Khi hai bén déu rat bao vé muc tiéu ciia minh

+ Khi can dat duoc giai phap tam thoi

+ Khi thoi gian 1a quan trong

4.10 K¥ ning két thic (c6 dwgc swr cam két ciia kKhach hang hoic quyét dinh

mua ctia khach hang)

Pé két thic ban hang mot cach hiéu quan, ngudi ban hang nén dé t6i nhiing
du hiéu (thé hién bing ngdn tir hodc phi ngdn tir) gitp ngudi ban hang nhan biét duoc
thoi diém két thic

- Khi thdy khach hang thay htng thu

- Khach hang dong y véi gié tri cia céac loi ich

- Khach hang dong y trong cach tra 15i chéng dbi

- Khi ¢6 mot khoang thoi gian im lang

- Khach hang c6 nhing ctr chi thé hién sy quan tim: xem k¥ hang miu, tinh toan,
gat dau, vé mat than thién, v.v.

Trong qué trinh giao tiép véi khach hang, nguoi ban can phai nhan biét dugc
mot s6 dau hiéu dé co thé két thuc ban hang. Nhitng ddu hiéu nay co thé dugc thé hién
qua nhiing ngén ngtt khong 161 cua khach hang.

- Héi : Sau khi trinh bay, ngudi ban hang nén héi vé hop dong/don dit hang .
Khach hang cho rang nguoi ban hang phai lam diéu nay
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> Gia dinh vé viéc dit hang cia khach hang: luc nay ngudi ban hang sir dung
nhirng ttr nglr nhu

+ Diéu nay s& giai quyét cac van dé sau khi n6 duogc lip dat

+ Thoi gian giao hang phu hop nhét 1a khi nao?

+ 4 may tinh d3 dap tmg duoc yéu cu cua anh/chi chua?

> St dung cau hoi , vi du 6ng/ba co diéu gi khac can hoi ; v kién cia ong/ba;
diéu d6 dugc khong?

> Dua ra nhiing giai phap thay thé :

> Anh/chi muén giao hang vao thir Ba tun nay hay 13 tudn sau, thoi diém nao
tién cho anh/chi hon?

» Anh/chi s€ dao tao trong gio hanh chinh hay la ngoai gio hanh chinh?

- Nhiing cach thirc khac dé két thuc ban hang

> Trao qua : hanh dong nham hoan thanh viéc ban hang

> Tan thanh thém lan nira : tap hop cac loi ich cta san phadm dé tao ra su dong
tinh cta khach hang, sau d6 dé nghi khach hang mua.

> S0 sanh : dua ra nhimg 1y do dé mua ngay so véi viéc tri hodn viéc ra quyét
dinh

> Tao ap luc cho khach hang dé ho thay thiét hai vé kinh t& néu nhu ho tri hodn
quyét dinh

> Gia nay chi ap dung dén cudi thang

> Chung t6i s& ting......néu anh/chi dat hang véi sd luong la....

> Két thic theo kiéu dam phéan : néu t6i giam bét 5% thi anh/chi s& dit hang
ngay hom nay chir ?

4.11 Ky ning theo ddi sau ban hang va phat trién quan hé véi khach hang

Pé lam tét cong viée ndy, ngudi ban hang nén nhu sau

- C6 trach nhiém trong sudt qua trinh mua hang ciia khach hang tir luc lién hé ban
dau va sau khi ban hang. Trong trudng hop khach hang khong mua san pham/dich vu
clia cong ty nita thi ho van c6 nhiing an tuong tt dep vé doanh nghiép va ban than
ngudi ban hang va ho ciing s& truyén tai thong tin nay cho nhimng nguoi khac.

- Ngudi ban hang can nhé rang c6 thé ho giai quyét nhimg van dé giong nhau
hang trim lan, nhung day lai 14 1an d4u tién ctia khach hang. Ngudi ban hang can phai
dat minh vao dia vi cia khach hang va hiéu van dé dudi goc d6 cua ho.

- Nguoi ban hang can nhd rang khong c¢6 van dé nao 13 nho dudi goc do cua
khéach hang ; khach hang khong bao gio doi hoi qua dang, v.v.

- Thuong xuyén lién lac voi khach hang, chia sé vai khach hang thong tin mai,
hay.
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- Khi d3 hira thi phai thyc hién, va phai 1am tSt hon mong doi ctia khach hang.

- Lién lac béng dién thoai : nguodi ban hang can goi dién dé hoéi thim xem san
pham va dich vu c¢6 1am cho khach hang hai 10ng khong. Thoi diém goi dién thoai co
thé 1a ngay sau khi khach hang mua hoic sau mot khoang thoi gian nhat dinh (1 tuén,
10 ngay, theo dinh ky bao dudng, v.v)

- Viét thu : Lién lac ngay véi khach hang sau khi ban hang dé cam on ho : Thu
cam on , to thai d§ danh gid cao khach hang

- Lap ké hoach va t6 chirc cong viéc : ngudi ban hang sé& can phai sap xép cong
viéc, danh sach va lich lién h¢ véi khach hang. Thong tin cua khach hang dugc luu triv
mot cach khoa hoc s& gitip cho ngudi ban co thé theo sat khach hang va thuc hién mot
sb hoat dong nhu : tdng khach hang mon qua nho thé hién su quan tam hodc thi¢p chic
murng nhan dip sinh nhat

THAO LUAN : Panh gia thai 6 cua ngudi ban hang vé dich vu cung tng cho
khéch hang

4.12 Ky ndng té chirc va qudn Iy thoi gian

* K¥ niing to chirc

Ngudi ban hang hiéu qua can phai biét cach hé thdng hoa cac thong tin cin
thiét vé khach hang tiém ning, khach hang hién tai, san pham, va tat ca nhiing
thong tin c¢6 lién quan khdc ma doanh nghiép can phai cung cip cho khach hang
hodc nhitng thong tin ma khach hang can. Bén canh d6, nguoi ban hang phai biét
sap xép cong viée, co lich trinh 1am viéc khoa hoc. Pé ting hiéu qua cua k¥ ning to
chtrc, nguoi ban hang nén lam nhu sau :

- Ludn 1én lich 1am viéc/hen gdp voi khach hang : gap & dau ? thong tin lién lac
ctia nguoi s& gap ? thoi gian nao ? du kién trong bao 1au ?

- Ghi chép theo ddi sé luong khach hang va viéc khach hang dang trong giai
doan nao cua qua trinh ban hang. Vidu:

+ x4c dinh/tim kiém khach hang tiém nang : hién c6 500 khach hang

+ Lién hé budc dau véi khach hang : da lién hé voi 400 khéach hang

+ 86 khach hang da thao luan : 40 khach hang

+ S6 khach hang ma di dugc doanh nghiép dua ra giai phap, dé xuat : 20 khéach
hang

+ Trinh bay giai phap : da gap va trinh bay cho 18 khach hang

+ Dam phan : dang dam phan vi 10 khach hang

- Xay dung thoi quen vé viéc 1ap danh sach nhitng viéc d 1am hom nay va cin
lam hom sau vao cudi ngay lam viéc. Danh myc nhitng cong viéc nay can dugc sip

xép theo thr tir wu tién (khan cap, can 1am ngay, v.v).
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- Str dung phan mém quan ly
* K¥ ndng quan | y thoi gian
Theo Peter Crucker ”Thoi gian 1a mot tai san vo gia khong thé tai tao, khi n6 da
troi qua thi s€ khong bao gio trd lai”
Moi vin dé déu gin lién voi thoi gian. Do viy, dé thanh cong trong ban hang,
ngudi ban hang phai quan ly tot thoi gian cua ban than. Cac nghién ctru chi ra thoi

gian ma ngudi ban hang danh cho cac hoat dong ctia ho nhu sau:

Ban hang, 5%
Cac hoat dong Néi chuyén

khac, 8% phiém, 8%
Doi gap khach
f hang, 6%
4 Gian doan b&i

" khach hang, 8%

. 2 0,
i chuyen, 41% \ ~Thao luan , 6%
\_Ké& hoach cho
B

viéc nha, 5%

An trwa, 13%

Nhin vao biéu do trén ta thiy, phan 16n thoi gian ngudi ban hang danh cho viéc
di lai (>40%), chi c6 5% la danh cho ban hang. Piéu nay c6 nghia 1a nguoi ban hang
phai lap ké hoach cac hoat dong rat can than va ghi chép lai cong viéc hang ngay.
- Pé quan ly tot thoi gian, ngudi ban hang ¢ thé phan nhom cong viée nhu
+ nhom cong viéc khan cdp, quan trong: ngudi ban hang can phai 1am nhiing
viéc nay cang sém cang tot
+ nhom cong viéc quan trong, khong khan cap: nhiing viéc ndy can phai duoc
lam nhung chua can 1am ngay. Trong nhiéu trudng hop, nhiing viéc nay sé bi tri hoin
mai
+ nhém cong viéc khan cap nhung khong quan trong: trong qui thoi gian co
han, nhing viéc can phai lam nhanh trong kha niang c6 thé véi chét lugng vira phai
+ nhom cong viéc khong quan trong, khong khan cap
Ngudi ban hang c6 thé ap dung qui luat Pareto (80/20) dé xac dinh cong viéc
vu tién, didu nay c6 nghia 1a 80 % muc tiéu ban hang dwgc hoan thanh tir 20%
luong khach hang, hodc c6 thé hiéu 1a 80% cong viéc hiéu qua duoc hoan thanh

trong 20% qui thoi gian.
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Mot trong nhitng k¥ ning quan trong ma ngudi ban hang cin c6 dé quan ly tét

thoi gian 1a k¥ nang 1ap ké hoach (duoc dé cap & phan sau)
4.13 Ky ndng lap ké hoach

Viéc 1ap ké hoach 12 mot hoat dong, 1 viét xay dung céc hoat dong ma ngudi
ban hang thyuc hién trong qua trinh ban hang, tir luc bat dau cho dén luc dat muc tiéu.
Viéc 1ap ké hoach chi rd vai trd, muc tiéu, hoat dong, diém kiém soét, muc do dat
dugc, ngudi chiu trach nhiém, nguoi cling hop tac, v.v. Nguoi ta néi riang, ké hoach c6
thé khdng c6 ich, nhung viéc 1dp ké hoach thi khéng thé thiéu duwoc.

Dé c6 thé 1ap ké hoach hiéu qua, nguoi ban hang phai tap trung nd luc, suy nghi
va tich cuc.

Nguoi ban hang thuc hién rt nhiéu hoat dong khac nhau. Cac hoat dong nay
bao gom viéc quan ly thoi gian cua ban than, tim kiém khéch hang, sip xép cac cac
cudc hen, ban hang, ddm phan, trinh bay,v.v Néu nguoi ban hang mudn thanh cdng thi
ho phai chuan bi can than, chu dao cho tat ca cac hoat dong d6. Ngoai ra, mot trong
nhitng khia canh hap dan cia nghé ban hang Ia sy ty do st dung qui thoi gian, nhung
day ciing lai 12 ap luc ddi véi nguoi ban hang, doi hoi ho phai tu xay dung duoc nhiing
nguyeén tac riéng cho ban than, phai c6 kha nang 1ap ké hoach.

- Loi ich cua viéc 1ap ké hoach :
+ Tao su dinh hudng trong cong viéc
+ CO thé bat dau ké hoach khi da biét dich hudng toi
- Lap muyc tiéu : vé doanh s6, loi nhuan, s6 khach hang méi, duy tri khach hang
hién tai, tang lwong mua tir khach hang hién tai. Vi du nguoi ban hang dugc giao muic
chi tiéu doanh sé 1a 400.000.000 dong/nam. Gia st gid tri don gia trung binh la
10.000.000 dong thi ngudi ban hang can phai c6 40 don hang trong nam. Néu cir tiép
can 4 ngudi thi co dugc mot khach hang thi ngudi ban hang can phai tiép can véi 160
khach hang. Sau d6 ngudi ban hang phai tinh dugc thoi gian trung binh danh cho mét
khach hang, v.v. Nhu viy nguoi ban hang sé 1ap ké hoach dat 400.000.000 dong/nim
thanh nhitng muc tiéu chi tiét hon.

Khi 1ap muc tiéu, nguoi ban hang nén theo nguyén tic SMART (cu thé, do

ludong dugc, b thé dat duoc, thuc té, va trong khoang thoi gian cho phép)
- Ké hoach béan hang bao gom cac phan

+ Muc tiéu kinh doanh

+ Ngudn lyc dé dat duogc muc tiéu

+ Phan tich thi truong

+ CAc loai san pham/dich vu c6 san dé ban

+ Phén tich cac hoat dong ma nguoi ban thyc hién

+ Phan tich vé tai chinh, con nguoi, trang thiét bj can thiét trong viéc ban hang
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- Cac budc 1ap ké hoach bao gém :
+ Xay dung muc tiéu
+ Xay dung ké hoach hanh dong
+ Xac dinh cac phuong an du phong
- Hau qua cua viéc 1ap ké hoach toi
+ Cong viéc bi chéng chéo, t6 chirc 16n x0n (khong ré nhiém vy, thoi gian cho
tung cong viéc...)
+ Thiéu cin ctr dé kiém tra, giam sat
+ Khong st dung duoc céac nguén luc mot cach hi¢u qua
+ Kho dam bao duoc tién do cong viéc
— Két qua 13 khong hoan thanh muc tiéu hodc dat & murc thip
4.14 Ky ning tw dong vién khuyén khich ban thin
Mubn tro thanh ngudi ban hang hiéu qua, nhan vién ban hang can phai biét tu
dong vién khuyén khich ban than vuot qua nhimg thach thic, tré ngai trong cong viéc
(su chan nan, gip khach hang kho tinh, v.v.). Pé 1am duoc diéu nay, nguoi ban hang
can phai
» Xay dung dugc muc ti€u cho ban than (trong cong viéc cling nhu cho ban
than nguoi ban hang). Nhitng muc tiéu nay can dugc viét ra va sap xép thir ty uu tién.
> Theo dudi va thyc hién muc tiéu trong bat ky hoan canh nao. C6 thé c6 nhiing
lic ngudi ban hang khong mudén lam nita (gap phién toai trong cudc séng ca nhan hoic
khach hang kho tinh). Tuy nhién, nguoi ban hang can hiéu rang d6i v4i cong viéc ban
hang, mdi ngay 1am viéc ciling nhu timg mdi lién hé voi khach hang 1a rat quan trong.
Vi vy, néu ngudi ban hang van quyét tim lam dén cung thi moi viéc c6 thé trd nén dé
dang hon.
> Khong tri hoan, khong chan chir. Thyc hién cang nhanh nhiing diéu da liét ké
trong danh sach thi sy tri hodn/chan chit s& bién mat, nguoi ban hang c6 thé dé dang
chuyén sang thyc hién cong viéc/muc tiéu khac trong danh muc dé.
» Tu thudng cho ban than khi hoan thanh cong viéc/muc tiéu
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CAU HOI ON TAP

C6 nhitng k¥ ning co ban can thiét nao dbi véi nhan vién ban hang?

Nhiing k¥ niang nao dugc van dung trong budc thim do tim kiém khach hang?
Nhirng k¥ ndng nao dugc van dung trong budc tién tiép can?

Nhitng k¥ ning nao dugc van dung trong budc tiép can

Nhitng k¥ ning nao duoc van dung trong budc trinh bay dé xuat ban hang?

o0k wwbdPE

Nhirng k¥ ndng nao dugc van dung trong budc vugt qua tu chdi cta khach
hang?

7. Nhiing k¥ ning nao duoc van dung trong budc két thuc ban hang?

8. Nhimng k¥ ning nao duoc van dung trong budc theo ddi va phét trién quan hé
v6i1 khach hang?

9. Phén tich va néu kho khin cua timg k¥ ning khi tmg dung trong thuc t&?
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PHAN 5. MOT SO PIEU CO BAN CANLUU Y
POI VOI NHAN VIEN BAN HANG

5.1 Nhirng 16i ma nguoi ban hang nén tranh

- Pén muon : Ngudi ban hang khong duge dén tré ddi voi cac cude hen véi
khéch hang

- Khong xem lai hinh thirc trude khi gap khach hang

- Ung xir qua dbi than thién, nhu kiéu hai nguoi ban véi nhau

- N6i nhiéu, it 1ang nghe

- Tranh ludn véi khach hang

- Thiéu kién thtrc vé san phém/dich vu

- Bi dién thoai ctia ban than gy nhiéu trong khi giao tiép véi khach hang

- Trinh bay khong mach lac, khuc triét, di long vong

- Kéo dai cudc gap hodc trinh bay

5.2 Cach dé ngudi ban hang tré nén chuyén nghiép hon

- N6i cham va rd rang. Nguoi ban hang nén ghi lai cudc noi chuyén cua minh voi
khach hang trén dién thoai, sau d6 nghe lai dé xem minh néi d rd rang chua, c6 bi
nhanh khong.

- Chu trong t6i trang phuc : can c6 tri thirc, sy hiéu biét vé trang phuc trong kinh
doanh. Nhiéu ngudi ban hang khong quan tam tdi viéc ‘trang phuc dé thanh cong’.

- Noi lam viéc duoc b tri khoa hoc : diéu nay s& gitp cho nguoi ban hang dé
dang hon khi thuc hién cong viéc

5.3 Tinh hudng dé bit diu cudc cudc trao ddi/dién thoai cho khach hang

Céch hi¢u qua dé bat dau cudc trao ddi/dién thoai v6i khach hang 1a két ndi né
voi su kién cuia doanh nghiép :

- Khi doanh nghiép khai truong thém ctra hang maéi

- Khi doanh nghiép thay ddi dia chi kinh doanh

- Doanh nghiép mé rong kinh doanh

- C6 dugc khach hang 16n mdi

- Doanh nghiép méi dua san pham mdi ra thi truong

- Cai tién san pham hién tai

- Thay ddi su sé hitu

-V.v
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5.4 Cach thirc trau doi ki ning ban hang

Sau budc dé danh gia vé k¥ ning ban hang bao gdm 3 budc trong giai doan ly
thuyét va 3 budc trong giai doan thyc hanh

- 3 budc trong giai doan lyl thuyét bao gdm

» Chua nhan thirc dugc: nguoi ban hang chua nhan thirc duoc réng ho co thé
hoc cac k¥ nang ban hang

> Nhén thtrc: ngudi ban hang nhén thic dugc vé k¥ ning ma ho phai hoc

> Phan loai: nguoi ban hang hiéu duoc cai ma ho can 1am cho khac biét

- 3 budc trong giai doan thuc hanh bao gdm

> Ling ting: ngudi ban hang cd ging dé thay d6i va cam thay kho khin

» Lam quen: Hanh vi méi dugce thyc hién dé dang hon

> Ty dong: ngudi ban hang khong phai suy nghi, can nhic nhiéu ma hanh vi do
tu dong dugc thuc hién
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HUONG DAN GIANG DAY
PHAN 1: BAN CHAT CUA BAN HANG

1. Phuong phap giang day: phwong phap giang day da chiéu, két hop giang 1y
thuyét (bai giang ngan), thyc hanh bai tap, thao luan trén 16p.

Thoi luong: giang 1y thuyét chi % hodc 1/3 thoi gian, thoi gian con lai danh cho
thdo ludn va trinh bay.

Soan slide dé phat handout cho cac hoc vién

2 Sur dung tai liéu

- V& muc tiéu:

Trong phan nay, ngudi giang phai néu dugc rd muc tidu ciia phan 1: néu dugc
dinh nghia vé vai tro cua ban hang, cac hoc thuyét vé ban hang, cac hinh thirc ban
hang va vai tro cua quan tri ban hang trong ban hang.

- V& noi dung

+ Néu nhitng khai niém co ban va vai tro ciia ban hang

+ Phan tich cac hoc thuyét ban hang, néu duoc tam quan trong cua viéc hiéu hoc
thuyét ban hang trong dao tao nhan vién ban hang

+ Néu dic diém cia cac hinh thirc ban hang

+ Néu vai tro clia quan tri ban hang trong viéc hd trg cho cac nhan vién ban hang

3. Cau héi thao luan

Trong ting phan, giang vién nén ldy cac tinh hudng thyc tién dé hoc vién thao
luan theo nhom hoac ca 16p.

Nguoi giang nén doc thém béo, xem tivi, v.v. dé c6 tinh huéng thue tién cho hoc

vién thao luan.
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PHAN 2: NGHE BAN HANG VA NHAN VIEN BAN HANG

1. Phuong phap giang day: phwong phap giang day da chiéu, két hop giang 1y
thuyét (bai giang ngan), thyc hanh bai tap, thao luan trén 16p.

Thoi luong: giang 1y thuyét chi ' hodc 1/3 thoi gian, thoi gian con lai danh cho
thdo luan va trinh bay.

Soan slide dé phat handout cho cac hoc vién.

2 Str dung tai liéu

- V& muc tiéu:

Trong phan ndy, ngudi giang phai phan tich va néu duoc nhitng quan niém sai
1am vé nghé ban hang, vé nhan vién ban hang.

- V& noi dung

+ Phan tich nghé ban hang: néu dic diém, tim quan trong, va hudng phat trién
ctia nghé ban hang

+ Phan tich vai tro va trach nhi¢m ctia nhan vién ban hang

+ Phan tich dic diém ctia ngudi ban hang thanh cong

3. Cau héi thao luan

- Khi phan tich dic diém cua nguoi ban hang thanh cong, giang vién c6 thé chia
16p theo nhom dé thao ludn, sau d6 tong két vé dic diém cua ngudi ban hang thanh
cong.
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PHAN 3: QUI TRINH BAN HANG

1. Phuong phap giang day: phwong phap giang day da chiéu, két hop giang 1y
thuyét (bai giang ngan), thyc hanh bai tap, thao luan trén 16p.

Thoi luong: giang 1y thuyét chi % hodc 1/3 thoi gian, thoi gian con lai danh cho
thdo luan va trinh bay.

Soan slide dé phat handout cho cac hoc vién.

2 Str dung tai liéu

+ Lam 3 ting budc trong qui trinh ban hang bang cach md hinh héa cac bude d6

+ phan tich tung budc cta qui trinh ban hang: ndi1 dung cong viéc cia tung budc,
nhiém vu cta nguoi ban hang, nhitng k¥ ning ma ngudi ban hang can ¢ trong timg
budc

- V& muc tiéu:

Trong phan ndy, ngudi giang phai phén tich ting budc trong qui trinh ban hang

- V& noi dung: phan tich 7 budc trong qui trinh:

+ Muyc dich cuia tung budc
+ Nhitng viéc can lam trong timg budc
+ Nhitng nhén t6 tac dong/rao can cua timg budc

3. Thao luan

- Budc Tham do: chia nhém, chon mot nganh dai di¢n cho tirng nhém. Cac nhom
s€ phan tich nguén dir liéu, cach thire thu thap, tré ngai trong viéc thu thap, v.v

- Budc 3 Tiép can khach hang: chon hai nhom, 2 nguodi/nhom dé dong vai. Hoc
vién s& dong vai goi dién thoai dén khach hang tiém ning. Cac nhom khac quan sat va
cho nhan xé&t.

- Budc Trinh bay: hoc vién thyc hanh k¥ thuat trinh bay. Gidng vién dua ra yéu
ciu trong viéc ban san pham, sau d6 cho hoc vién ma di duoc chia thanh nhom, trinh
bay vé bai thuyét trinh ciia ho

- Bu6c vuot qua tir chdi mua hang: Bai tdp dong vai, cdc nhom con lai binh ludn
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PHAN 4: KY NANG CO BAN CAN THIET CHO NHAN VIEN BAN HANG

1. Phuong phap giang day: phwong phap giang day da chiéu, két hop giang 1y
thuyét (bai giang ngan), thyc hanh bai tap, thao luan trén 16p.
Thoi luong: giang 1y thuyét chi ' hodc 1/3 thoi gian, thoi gian con lai danh cho
thdo luan va trinh bay.
Soan slide dé phat handout cho cac hoc vién.
2 Str dung tai liéu
+ Lam rd va phan tich cac k¥ nang
3. Bai tap thao luan
- Béi voi ky ning tham do/tim kiém khach hang tiém ning: chia hoc vién thanh
nhoém, sau d6 chon nganh dai dién cua tung nhom. Mobi nhom liét ké nhiing nguén
khach hang tiém ning c6 thé co, nhitng kho khin trong viéc tiép can nhitng ngudn nay.
- K§ ning lang nghe hiéu qua:
+ thuc hanh k¥ nang hoi:chuin bi mot vai hinh anh nao dé, sau do dé nghi hoc
vién dat ra khoang 10 cau hoi dong va dodn hinh anh d6 1a hinh gi
+ thuc hanh k¥ nang nghe
- K¥ nang goi dién thoai: Bai tdp dong vai
- K¥ nang trinh bay: chia nhom, mdi nhém chon mot san pham cu thé va xay
dung thuyét minh cho san pham d6
- K§ nang giao tiép
+ Giao bai ty danh gia ky ning giao tiép dua trén 15 tiéu chi
+ Thyc hién bai tap Nhan biét diu hién phi ngon tir
- K¥ nang vuot qua tur chdi: chon 2 cadp hoc vién, 2 ngudi/cdp lén dong vai. Mot
ngudi dong vai khach hang, mot ngudi dong vai ban hang. Giang vién chuan bi sin
yéu cau danh riéng cho ngudi ban hang va khach hang.
- K§ nang dam phan: bai tap dong vai hodc bai tap tinh hudng
- K§ nang giai quyét van dé: bai tap tinh hudng
- K§ nang két thiic ban hang: bai tip dong vai, chia thanh cac nhém, sau d6 cho 2
nhom 1én thuc hién, cdc nhom khac quan sat va phan tich
- Ky nang 1ap ké hoach: chia thanh cac nhom, sau d6 cac nhém s& thuc hién
bai tap chit T hodc bai tap xdy thap. Yéu cau ctia bai tdp cac nhém phai phan dugc
nhém trudng, xac dinh muc tiéu, phan céng cong viéc trong nhém, trién khai thuc

hi¢n, phoi hgp cong viéc.
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